3apeructpuposaHo B MuHtocte Poccum 18 nioHa 2014 r. N 32761

MMWUHWUCTEPCTBO 3HEPTETUKM POCCUMCKON ®EAEPALIUMA

MPUKA3
ot 15 anpensa 2014 r. N 186

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

CNM1COK M3MEHSAIOLLMX AOKYMEHTOB
(B pea. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

B cooTtBeTcTBUM C NyHKTOM 3 lNpaBun HEAUCKPUMMUHALMOHHOIO AOCTYNa K ycayram no nepegade
SNIEKTPUYECKOM 3HEPrMn U OKasaHMA ITUX YCAYr, YTBEPKAEHHbIX MOCTaHOBAeHWem [lpaBuTenbCTBa
Poccuitckoit Pepepaumm ot 27 gekabps 2004 r. N 861 (CobpaHue 3akoHomaTenbcTBa Poccuiickoin
depepaunn, 2004, N 52, c1. 5525; 2013, N 31, cT. 4226), NnpuKasbiBato:

1. VYTtBepauTb npunaraemble EauHble cTaHOapTbl  KavecTBa OOC/AYXXMBAHWA  CETEBbIMU
opraHM3aunsaMK NOTpebuTenen ycnyr ceTeBbix OpraHM3aLnii.

2. Hactosawmi npuKkas BCTynaeT B CU/Y B YCTAHOB/IEHHOM NopsAaKe, 3a UckaodeHrnem rnas Il m il
EOMHBIX CTaH4APTOB KavyecTBa 06CAYKMBAHUA CETEBbIMM OpraHU3aLMaMmn noTpebutenei ycayr ceteBblix
OpraHn3aLLMin, BCTYMAIOLWMX B CUJTY MO UCTEYEHUM LLIECTM MECALLEB CO AHA BCTYMN/IEHUA B CUNY HACTOALLENO
npukasa.

MwuHuctp
A.B.HOBAK

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

EAWHbIE CTAHOAPTDI
KAYECTBA OBC/YXXMBAHWUA CETEBbIMW OPTAHU3ALIMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3ALUIA

CNnCOK M3MEHAILWMNX LOKYMEHTOB
(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

|. Obuwme nonoxKeHms

1. Hactoawwe EAuHble CcTaHOapTbl KadvecTtBa O6C!'Iy)KMBaHMFI ceTeBbiMM  OpraHunsaumamun
I'IOTpE6VIT€/'I€ﬁ YCNyr CeTeBblX opraHM3au,m7| YCTaHaB/IBaAOT Tpe6OBaHMFI K O6CJ'IY)+(VIBaHVIIO ceTeBbiMun
opraHusauunamn nuu, ABNAKOLWNXCA I'lOTpe6MTe}'IﬂMM YyCnyr cetveBbiX OpFaHM3aLl,Ml71 no nepepgadve
3J'IEKTpI/I'~IECKOﬁ IHEeprmmn (33 UCKTII0DYEHMEM CEeTeEBbIX opraHM3au,V|171, 3HepFOC6bITOBbIX opranaau,MVl n
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rapaHTMPYIOWMX MOCTABLLMKOB), B TOM 4ucCie OBCAYKMBAEMbIX 3HeprocbbITOBOW opraHusauuen u
rapaHTMPYIOLWMM NOCTAaBLLMKOM, U nL, 0BPATUBLLMXCA B CETEBYH OPraHM3aumio C LLe/Iblo 3aK/1IloYeHUs
JoroBopa 06 OKasaHuMM ycayr no nepegaye  3/EKTPUUECKOM 3SHEPrMM UAM  OCYLLECTBAEHMM
TEXHO/IOTMYECKOTO NPUCOEANHEHUS K 3NEKTPUYECKMM CETAM (33 UCK/IOYEHWEM CETEBbIX OPraHM3aLmi,
3HeprocbbITOBbIX OpraHM3auMii W rapaHTUPYOWMX NOCTaBWMKOB) (Janee - noTpebutenwu,
TEXHO/IOrMYecKoe NpucoeamHeHue).

2. CeTeBas opraHu3auusa obecrneymBaeT paccmoTpeHune obpalleHnin noTpebuTteneit, NOCTYNUBLUNX
B YCTHOW, NMMCbMEHHOM dopme nam B Gopme 3IEKTPOHHOTO JOKYMEHTA.

B3aumogencrtenme ceteBoi oOpraHM3auum c NoTpebutensmm B 4acTM paspelleHus BOMPOCOB,
coaepKalmxca B obpalleHnax notpedbutenen n npeaocTaBieHns UM BO3MOMXKHOCTU peanunsauum npas,
npeaycMOTPEHHbIX  3aKoHoAaTenbcTBOM  Poccuiickoli  degepauumn  (ganee -  obcnyxuBaHue
notpebuTeneit), ocyLLeCTBASETCA B COOTBETCTBUM C TpeboBaHMAMM HacTOALMX EANHBIX CTaHAAPTOB.

3. B uensax okasaHus ycayr no nepejadve 3/eKTPUYECKON SHEPrun ceTeBas OpraHMsauus npu
obcnyKmBaHUM NoTpebutenei ocywecTeseT:

a) 3aKkNoUeHne gorosopa 06 OKasaHUM YCAYr No nepegaye 31eKTPUYECKO SHEPruu;
6) BHECEHME N3MEHEeHMIA B I0roBOp 06 OKa3aHUM YCAyr Mo nepeaaye 31eKTPUUYECcKon sHepruu;
B) pacToprKeHue Aorosopa 06 okasaHMM yCayr Nno nepegave 31eKTPUYeckom sHeprum;

r) wuHPopmupoBaHuMe noTpebuTens 06 aBapuiHbIX CUTyaumMax B  pacnpesenuTesibHbIX
3N1EKTPUYECKUX CETAX CETEBOW OPraHM3aumMu, PEMOHTHbIX U NPOdUNAKTUYECKMX paboTax, MNAaHOBbIX
OrPaHNYEHUAX PeXMMa NoTpebneHNsa 31eKTPUYECKO SHEPTUN, BAUAIOLWMX Ha UCNONHEHWE 0653aTeNIbCTB
no gorosopy 06 oKkasaHWW ycayr No nepeaaye 3N1eKTPUUYECKON IHEPTUu;

A) [ONYyCK yNnoAHOMOYEHHbIX NpeacTaBuTenei noTpebutena ycayr B NyHKTbl KOHTPOAA M y4eTa
KO/IMYECTBA M Ka4yecTBa 3/1EKTPUUYECKON SHEPIrMKN B NOPAAKE W CydanX, YCTaHOBAEHHbIX AOrOBOPOM 06
OKasaHWK yCayr no nepeaaye 3/71eKTPUYECKON aHepruu;

e) cornacoBaHWe mMecTa YCTaHOBKM Npubopa ydyeTa 3N1eKTPUYECKOon sHeprum (MmoLHocCTH) (aanee -
nprbop yyeTa), CXeMbl NOAKOYEHWA NPMOOPaA YYETA U MHBIX KOMMOHEHTOB U3MEPUTE/IbHBIX KOMIM/IEKCOB
M CUCTEM Y4yeTa 3/IEKTPUYECKON 3SHEpPrMu (MOLLHOCTU), a TaKKe MEeTPO/IOTMUYECKUX XapaKTepUCTUK
npubopa yyeta;

) AONYCK B 3KCNyaTaumio npubopa y4yeTa;
3) CHATUE KOHTPO/bHbIX MOKa3aHMI NPUBOPOB y4eTa;
1) Nnpuem rnoKasaHuii NpubopoB yyeTa OT NoTpebutens;

K) MpoBepKy, B TOM 4MCNe CHATME MOKasaHui, npubopa ydyeTa nepen ero AeMOHTaXKOM AO/1A
PEeMOHTa, NOBEPKU NN 3aMeHbI;

N) pacyeT o6bema nepeaaHHOM 31EKTPUYECKOM IHEeprMM noTpebutento;

M) KOHTpPO/1b nokasaTenen KayecTBa 3ﬂeKTpVI‘-IECKOﬁ dHeprmn B TOYKax nNpwmncoeamHeHuA
IHePronpnHMMmalowmnx yYCTaHOBOK I'IOTpe6MTe}'IF| 3ﬂeKTpM‘-IECKOI\;1 SHEPINN K ISNEKTPUYHECKMM CeETAM
ceTeBoM OopraHusauuu,

H) KOHTPO/JIb 3HAYEHMI COOTHOLWEHWA NOTPEONEHUA aKTUBHOM W PEaKTMBHOM MOLLHOCTU ANA
OTZe/IbHbIX SHEPTOMNPUHUMAIOLLMX YCTPOWCTB (rpynn aHEePronpUHUMAIOLWMX YCTPOWCTB) NoTpebuTens;

O) nposeaeHMe KOHTPO/IbHbIX, BHEOYEPEOHbIX M UHbBIX 3aMepOoB NOTOKOpacnpeaeneHnAa, Harpy3ok



N YPOBHEN HaNpsaXKeHWs Ha 0ObeKkTax NoTpebutens u obbeKkTax 3/1IeKTPOCETEBOrO0 XO3AMCTBA CETEBOM
opraHusauuu;

n) nosHoe (4acTUYHOE) orpaHUYEeHME peRMMA NOTPEDIEHMA SNEKTPUYECKOM IHEPTUN B MOPALKE,
yCTaHoB/NEeHHOM [lpaBuMiamMyM NOAHOTO M (M/IM) YACTUYHOTO OrpaHUYEeHMA pexuma noTpebneHusn
3/1IEKTPUYECKOM SHEPTUN, YTBEPKAEHHbIMK NOCTaHOBAeHUeM MpasuTenbcTBa Poccuiickoit Pegepaumm ot
4 mas 2012 r. N 442 (CobpaHue 3akoHogaTenbcTBa Poccuiickon deaepauum, 2012, N 23, cr. 3008; 2013,
N 1, ct. 68; N 1, ct. 45; N 5, cT. 407; N 31, cT. 4226; N 32, cT. 4309), 1 MpaBunamun paspaboTkm u
npumeHeHna rpaduMKoB ABAPUMNHOIO OrPAHUYEHUA peXuma NOTPebNEeHUA SNEeKTPUYECKON 3Hepruu
(MoLHOCTHM) M UCNONB30BaHMA NPOTUBOABAPUNHON aBTOMATUKMK, YTBEPKAEHHbIMM MPUKa3oM MUHIHepro
Poccun ot 6 uoHa 2013 r. N 290 (3apeructpuposaH MuHioctom Poccum 9 asrycta 2013 .,
perucTpaumnoHHbiii N 29348);

p) coctaBneHwe W npefocTaBAeHWe noTpebuTento akTtoB 6HesydyeTHOro M 6e340roBOPHOTO
noTpebaeHnnA 3NEeKTPUYECKON SHEepPruu;

C) cocTaBneHne aKTOB COr/lacoBaHUA TEXHOIOTMYECKOM U (Mn) aBapuinHOM BPOHU;

T) BblAavy AOKYMEHTOB, NPeAYyCMOTPEHHbIX B PaMKax OKasaHuA yCayr No nepegaye 31eKTpuyeckom
3HEPrumn 1 TEXHOOTMYECKOMY NPUCOEANHEHWNIO, B TOM YMC/IE KBUTAHUMI, CHYETOB, CYETOB-DAKTYP.

4. B pamkax TeXHOJIOTMYECKOro npucoeaMHEHUA ceTeBad OopraHuMsaums npu obBCaY)KMBaHUK
noTpebuteneit okasbiBaeT cneaytoLime ycayru (ocyLlecTsaneT npoLecchbl):

a) TEXHONOTNYECKoe NPUCOEANHEHNE K I/TIEKTPUUYECKMM CETAM CETEBOI OpraHn3auuu;

6) TEXHO/IOTNYeCKoe npncoegnHeEHNE K SINEKTPUYHECKNM CETAM ceTeBoOM OopraHunsaunm nocpeacTtsom
nepepacnpegeneHna MaKCMMabHOM MOLWHOCTN meXxXay ropnuandyeckumm nmuamm n nHanMsnagyanbHbiMmn
npeanpunHMMmMmatTenamm (B TOM 4Yucne onocpengoBaHHoe I'IpMCOGAMHEHVIe);

B) TEXHONOTMYECKoe MPUCOeaUHEHNE K 3JIeKTPUYECKMM CETAM CeTeBOM OpraHusauuu no
WMHAMBUAYAIbHOMY MPOEKTY;

r) BpemeHHoe TeXHOI0rMYecKoe NpPMcoeauHeHne K 3NEKTPUYECKUM CeTAM CeTeBOW OpraHu3aumm.

5. B pamKax obcnyXmBaHUsA noTpebutenen ceteBas OpraHM3aums No 3asABNEeHUO noTpebutens
TaK)Ke OKa3blBaeT caeaytollme ycayru (ocyecTsaseT npoLecchbl):

a) Bblgayy CNpPaBOK W AOKYMEHTOB (MX KONWI), NOATBEPKAAMOWMX TeXHOMOrMYeckoe
npucoeamMHEHNE K CeTAM CETEBOM OpraHu3aumm (akT pasrpaHuyeHus 6anaHCoBOW MPUHAANEKHOCTU
3N1EKTPUYECKUX CETEN, aKT pasrpaHMyYeHMsa 3KCMNAyaTauMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTBNIEHUM TEXHOOMMYECKOrO MPUCOEAMHEHUA M aKT COMNacoBaHMA TEXHOAOrMYeckon u (uam)
aBapuitHol 6poHN);

6) BOCCTaHOB/IEHME paHee BblAAHHbLIX AOKYMEHTOB O TEXHO/IOMMYECKOM NpuUcoeguHeHnn anbo
Bbl4aYy HOBbIX JOKYMEHTOB O TEXHO/I0TMYECKOM NPUCOeaNHEHNM MPU HEBO3MOMKHOCTM BOCCTAHOB/IEHMSA
paHee BblAaHHbIX TEXHUYECKMX YCA0BUNA;

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

6. O6cny:KMBaHWe NoTpebuTeneil B pamkax okasaHua yCayr No nepegaye 371eKTPUYECKON SHeprnm
OCYLLECTBNAETCA Ha OCHOBaHMKM obpaweHua noTpebuTena B CeTEBYHD OpraHM3auumio, ecau
3aKoHogaTenbCcTBOM Poccuiickoin depepaumm He npeayCMOTPEHO OCYLWECTBAEHMe npouecca no
NHUUMATUBE APYIUX INLL.

7. Mpu obcnykMBaHUM noTpebutenein (OCyWwecTBNEHUM OTAE/bHbIX MPOLLECCOB) ceTeBas
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OpraHusaumMa He [Oo/KHa TpeboBaTb OT NOTPebUTeNAa npeAoCTaBAEHUs [OKYMEHTOB, a TaKKe
OCYLLEeCTBNEHUs noTpebutenem AeWUCTBUIA, He NpPeayCMOTPEHHbIX 3aKoHoAaTenbCTBOM Poccuiickoi
depepaunn.

8. CeTeBan opraHmM3aLMA pacKpbiBaeT B COOTBETCTBUM co CTaHAapTaMu packpbiTMa uHGopmauum
CyObEKTaMM  ONTOBOTO WM PO3HWUYHbLIX PbIHKOB  3/IEKTPUYECKOM  3SHEPTUM,  YTBEPKAEHHBIMU
noctaHosneHnem [MpaButenbctea Poccuiickon degepaumm oT 21 aHeapa 2004 r. N 24 (CobpaHue
3aKoHoaaTenbeTBa Poccuiickon dPeaepaumn, 2004, N 4, ct. 282; 2005, N 7, cT. 560; 2009, N 17, cT. 2088;
2010, N 33, cT.4431; 2011, N 45, c1. 6404; 2012, N 4, cT. 505; N 23, cT. 3008; 2013, N 27, cT. 3602; N 31,
cT.4216; N 36, cT. 4586; N 50, cT. 6598; 2014, N 8, cT. 815; N9, cT. 907, 919; N 19, cT. 2416; N 25, cT. 3311)
(manee - CrtaHZapTbl packpbiTUA WHPOPMaumu), cneayowyto MHGOPMaLMIO O NacnopTax ycayr
(npoueccos):

(B pea. Mpukasza MuHaHepro Poccum o1 06.04.2015 N 217)

Kpyr 3asBuTenen;

pa3mep NaaThl 33 OKasaHMe ycayru (ocylecTsaeHma npouecca) U OCHOBaHMA ee B3UMaHUA;
YCNOBUA OKa3aHWUA ycayru (ocyLLecTsieHns npouecca);

pe3ynbTaT OKasaHuA ycayrm (ocyllecTsaeHma npouecca);

0bWKiA CPOK OKasaHMA ycayru (ocyLlecTsneHma npoLecca);

COCTaB M 3Tanbl OKa3aHWA yCayru (OCyLLLeCTBAEHUA NPOL,ECcca), BKIOYan CBEAEHMA O COAEPKAHUU U
(nnn) ycnosuax atana, popma oKasaHuA ycayru (ocylLecTsaeHuUs npouecca).

MacnopT ycayru (npouecca) cocTaBAseTcA B OTHOLWEHUM KaxK4oM ycayrm (npouecca), oKasbiBaemow
CeTeBOM oOpraHusaumel, No pekomeHayemomy ob6pasuy cornacHo npunoxeHnutio N 1 K HacToAwmm
EAMHbIM CTaHAApPTaM.

MacnopTta ycayr (npoueccoB) ceTeBOlM OpraHusauuu nybAMKYHOTCS CETeBOW OpraHusauuen B
COOTBETCTBYIOLLEM pasgenie Ha odUUMANIbBHOM CaliTe CeTeBOW opraHuM3auumM B MHPOPMALMOHHO-
TEeNIeKOMMYHMKAUMOHHOM ceTu WHTepHeT (manee - ceTb WMHTEpHET), a TaKXe pasmewaloTca Ha
MHOOPMAUMOHHBIX CTeHAax B oducax CeTeBOW OpraHuWsauuu, npegHasHaYeHHbIX ANnA npuema
notpebuTtenei No BoNpocam oKasaHua ycayr No nepegaye 3/1eKTPUYECKON SHEPTUN, TEXHOOTUYECKOMY
NpPUCcOeaMHEHUIO U MHBIM BOMPOCAM, CBA3aHHbIM C 4eATe/IbHOCTbIO CETEBOM OpraHu3aumm (ganee - opuc
o06CcNyKMBaHUA NnoTpebutenei).

9. Mpwn BHeceHuH N3MEHEHUN B HOPMaTMBHbIE MPaBOBbl€ aKTbl, peryanpyrouime nopAaoK oKkadaHUA
ycnyr no nepepnadve aﬂeKTpM‘-leCKOﬁ SHEPIrnMn n TEXHO/NONrM4YeCKomMmy npmncoegunHeHuUto, NacnopTt ycnyrmn
(npou,ecca) npmneogunTCA ceTeBoOM OpFaHM3aLLMeﬁ B COOTBETCTBME YKa3aHHbIM U3MEHEHUNAM B Te4YeHue
AecAatm pa6o*mx AHEVI nocne BCTynsieHnAa B CUNY YKa3aHHbIX N3MEHEHUN.

10. CeTeBas opraHuMsaLMa He pe)e OA4HOro pasa B rog obecrneymBaeT NpoBeAeHME OMPOCOB
notpebuTeneit ¢ LeNblo BbIABNEHUS MHEHMA noTpebuTeneit o KadectBe obcnyKuBaHuA. ExerogHble
oT4yeTbl 06 UTOrax M3y4yeHWUA MHeHUA noTpebuTenelr o KauvecTBe 0OCAYKMBaHUA NyHAMKYLOTCA Ha
odu1LMaNnbHOM CailTe ceTeBOI OpraHnsaLunm B ceTn MHTepHeT He nosaHee 1 mapTa roga, cieayowero 3a
rogom, B KOTOPOM NPOBOAMINCE COOTBETCTBYHOLLME OMNPOCHI.

CeTeBas opraHu3auuMsa B cOOTBETCTBMM cO CTaHAapTamu packpbiTua MHPopmauumn obecneymsaet
packpbiTMe MHGOPMaUMM O KadecTBe OBCAYyKMBaHMA noTpebuTenei ycayr ceTeBoit opraHuMsaumu 3a
npeaLwecTByOLWNIA rod cornacHo npuaoxkeHuto N 7 K HacToAawmm EguHbIM cTaHgapTam Ha opuLManbHOM
caiiTe ceTeBOW opraHM3auuMu MAN Ha MHOM OOUUMANBHOM CcailTe B CeTM MHTepHeT, onpeaensieMom
MpasutenbcTeom Poccuiickoin ®eaepaumn.

(ab3aL, BBeaeH MNpukazom MuHaHepro Poccum ot 06.04.2015 N 217)
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<*> B cooTtBeTcTBMM C NyHKTOM 11(6) CTaHAapTOB pacKpbiTMA MHGOPMALUM CybbEKTamMM ONTOBOrO
M PO3HUYHOTO PbIHKOB 3/IEKTPUUYECKON 3IHEPruu, YTBEPXKAEHHbIX MocTaHoBAeHWem [lpaBuTeNbCcTBa
Poccuitckoit Pepgepaumm ot 21 aHeapsa 2004 r. N 24,
(cHocKka BBeaeHa MNpukasom MuHaHepro Poccum ot 06.04.2015 N 217)

KoHcynbTaHTIAKOC: NpumeyaHue.
lnaBa Il BcTynaet B cuay ¢ 17 pespana 2015 roga.

[I. OpraHu3auusa o4Horo obcnyKmMBaHmA

11. MonoxKeHus HacToAwel rnasbl 06 OpraHW3auMM UEHTPasbHbIX 0dUCOB O0BCAYKMBAHMSA
noTpebutenei n opraHMsaunmn obCNyKMBaHUA B TaKMX 0duMcax PacnpoCcTPaHAIOTCA Ha TepPUTOPUasbHbIe
ceTeBble OpraHn3auum.

12. O6cnyxuBaHue noTpebuteneir NocpeacTBOM JIMYHOIO KOHTakTa paboTHMKA ceTeBom
opraHusaumm c noTpebutenem (ganee - ouHoe 0bcayKMBaHME) OCYLLLECTBASETCA B oPpUcax 06CNy>KMBaHUSA
noTpebuTenei, a TakKe B C/y4dasx, NpeayCMOTPEHHbIX 3aKOHOoAaTeIbcTBOM Poccuiickoinn ®epepauymm, ¢
Bbl€30M K NoTpebutento paboTHMKa CETeBOM OpraHM3aLuu.

13. Oducbl obcnyKuBaHMA noTpebuTeneit NoApPasAeNATCA Ha UEHTPbl  06CAYKUBAHMA
notpebuTenei (aanee - LEHTPbI 06CNYKNBAHMA NOTPEOUTENEN) U NYHKTbI 06CNYKMBaAHUA NOTpebuTenel,
opraHu3oBaHHble B 060COBNEHHbLIX NOAPA3AENEHUAX CETEBOM OpraHuMsaumMuM (ganee - MyHKTbI
obcnyXKunBaHMA noTpebutenen).

Oducbl  obcnykuBaHua notpebuTeneit  [OMKHbI  obecneuyMBaTb  OPraHM3auUMIo  OYHOMO
0b6CcNyKnBaHUA NOTpPebuTenen, UCKoYatoLWero Heobxoa4MMOCTb B3aMMOAENCTBMA NOTPEBUTENA C UHBIMK
noapasaeneHnaAMmM CETEBON opraHM3aumnm (npmHumMn "oaHoOro okHa").

14. CeteBasi opraHusauma pasmellaetr opucobl obcnyxKMBaHUA NoTpebuTenein Ha TeppuUTopMUAX
cybbektoB Poccuiickoit degepaumnm, B rpaHULLAX KOTOPbLIX PACMOOXEHbl 0ObeKTbl 3/IEKTPOCETEBOIO
X03A1ACTBa CETeBOM OpraHn3auum (ganee - TEpPPUTOPUS SKCMNIYaTaLNMOHHON OTBETCTBEHHOCTH).

15. CeTeBaa opraHM3auuMsa pasmellLaeT He MeHee OAHOro LeHTpa obcayKMBaHMA noTpebutenei
YCAYr B MyHUUMNANbHbIX 06Ppa3oBaHUAX (MyHULMMNANbHLIX PalioHaX, FOPOACKMUX OKPYrax) YNCAEHHOCTbIO
HaceNeHUsA He MeHee ABYXCOT ThiCAY Ye/I0BEK U B agMMHUCTPATUBHbIX LEHTPax cybbeKkToB Poccuitckoi
degepaummn B cAyyae, €CAM KOAMYECTBO  MoTpebuteneid  ycayr CeTeBOM  opraHM3auumu,
3HepronpuvHMMaroLme YCTPOMCTBA KOTOPbIX HEMNOCPeACTBEHHO NPUCOEAMHEHbI K CETAM CeTeBOM
OpraHMn3aLmm, B TaKUX MyHULMNANbHbIX 06pa30BaHUAX (MyHULMNANbHbIX PAaiOHAX, TOPOACKMX OKpYrax) 1
aAAMWUHUCTPATUBHbIX LieHTpax cybbekToB Poccuiickoit Pepepaumm CoCTaBaAseT He MeHee NATUAECATU
TbICAY YenoBeK. B WHbIX C/Ayyasx ceTeBas oOpraHM3auus pasmeliaeT MNyHKTbl 06CAyKMBaAHUA
nortpebuTenei.

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

CeTteBas opraHu3aums obecneumsaeT obcnyKmBaHne notpebutenei c cobnogeHnem TpeboBaHNi
K opraHusaumm oducoB 0b6CNYKMBaHUA NOTpebutenei, nNpesycMOTPEHHbIX npunoxkeHvem N 2 K
HacToAWwMM EaMHbIM cTaHaapTam.

16. CeTeBan opraHusauma obecneumsaeT oyHoe ob6cayKMBaHWe noTpebuteneit:
B LLeHTpax obcayKMBaHMUA NoTpebuteneit ceTeBoi opraHn3aunm He meHee 45 4acoB B HEAENIO;

B MYHKTaX O6C!'Iy)KMBaHVIFI I'IOTpE6MTe}'IGVI ceTeBoOM OpraHunsaunn He meHee 25 yacos B Hegento.


consultantplus://offline/ref=43E6AEA862DC7423C81E7E6033AF00FC8D47E0D49D69D53BFF64335DCF47532F87C1CE79B8563B1D977FA714AE0A223D7B135E286Cx0w9H
consultantplus://offline/ref=43E6AEA862DC7423C81E7E6033AF00FC8F4BE6D99E65D53BFF64335DCF47532F87C1CE7ABD523048C330A648EB5C313C7C135C2C700B57E0xEwAH
consultantplus://offline/ref=43E6AEA862DC7423C81E7E6033AF00FC8F4BE6D99E65D53BFF64335DCF47532F87C1CE7ABD523048C130A648EB5C313C7C135C2C700B57E0xEwAH

17. O4yHoe obcayKmBaHWe noTpebutenen B oducax obcnykuBaHMA noTpebutenein Bepetcs B
nopsiike *KMBOKM ouyepeam C WCMOJIb30BAHMEM CUCTEMbI 3/IEKTPOHHOTO YMNpaB/ieHUa ouyepeabto (nNpu
Ha/IMYUM TaKOM CUCTEMBI) M MO NpeaBapUTENbHOW 3anucK No TenedoHy MAM Ha oduuMaNbHOM caiTe
CeTeBOI OpraHM3aumm.

18. O6cnykunBaHMe noTpebuTeneit OOMKHO OCYLWLECTBAATbCA B t0bom oduce obCnykuBaHuA
notpebutenein BHe 3aBUCMMOCTM OT MECTA PACMNOJIONKEHUA SHEPrONPUHUMALOLLNX  YCTPOICTB
noTpebuTenn Ha TepPUTOPUM SKCMNIyaTaLMOHHOMW OTBETCTBEHHOCTM CETEBOM OpraHM3aumun.

19. CeTeBan opraHM3aumMa Npu OCYLLECTBAEHUM OYHOro 06CNyXKMBAHUA NoTpebuTenen B oducax
obcnyxkumeaHma notpebuteneir obecneumBaeT coBeplleHWE OEWCTBUM MO MNEPEYHIO  COrNacHO
npunoxenuto N 3 K HacToAWMM EAMHbIM CTaH4apTaM.

20. Obuiee Bpema oxnaaHna notpebutens B ouepeam 1 0bCayKMBaHNA NOTPebUTeNs paboTHUKOM
oduca obcayxkuBaHMa notpebuteneit OOMKHO cocTaBnaTb He 6onee 30 MUHYT. PaboTHMKM oduca
o0b6CcNyKMBaHUA NoTpebuteneit 06s3aHbl HOCUTL JIMYHbIE HarpyaHble UAEHTUGUKALMOHHBIE KapTOUYKM C
yKa3aHMeM HauMeHOBaHWA CeTeBOM OpraHn3aunmn, AONKHOCTM, UMEHM, OTYecTBa U Gamuamm paboTHMKa.

21. PaboOTHMK ceTeBOW OpraHusaummn, NpUbbLIBLLMIA K NOTPebUTEeNt0 ANA OCYLECTB/IEHMA OYHOrO
obcnyXumBaHMA, coobliaeT notTpebutento ceon Gamuanio, UMs, OTYECTBO, AONKHOCTb, HAMMEHOBaHUE
CeTEeBOM OpraHusauMm, a TaKKe NpUUYnHY M Uenb npubbitua. Mo TpeboBaHMio noTpebutens paboTHUK
OOJ/I)KEH MpeaocTaBUTb CAy)ebHoe yaocToBepeHue /nMbo MHOM  AOKYMEHT, MNOATBepXKAatowmi
nosHomouma paboTHuKa. Mpu obpaweHnun noTpedbutens K pPaboTHWKY CeTeBOW OpraHuWsauuu no
BOMPOCAaM OKa3aHWA yCayr No nepesayve sNeKTPUYECKON SHEPTMM N TEXHONOMMYECKOTO NPUCOEANHEHMUS,
HO He CBA3aHHbIM C MPUYNHOM U Ueblo NPUBLITUA, NPUObLIBLIMIA PaboTHUK coobuwaeT noTpebuTento
KOHTaKTHYIO MHPOPMaALMIO CETEBOIN OpPraHM3aLmn, PasbACHAET, Ky4a M B KAKOM MopaaKe emy ciegyet
obpaTtuTbCA.

22. [lata 1 Bpema Bble3ga paboTHMKa CETEBOM OpraHM3aumMm K NoTpebuTento cornacoBbIBaloTCA C
notpebutenem. Mpu HeobXogMMOCTM AaTa U Bpema NPUBbLITUA MOTYT KOPPEKTUPOBATLCA KaK CETEBOMN
opraHusauuen, Tak 1 noTpebuTenem, Npu 3STOM ceTeBas OpraHM3aLms:

a) ysegomnsAer notpebutena o gate M BpemeHW 3amniaHWpPOBaHHOrO NpubbITMA PaboTHMKa He
nosgHee Yem 3a 5 pabounx gHen A0 AaTbl NAAHUPYEMOro NPMBBLITUA, a B C/ly4ae CPOYHbIX Bble340B -
HenocpeACcTBEHHO Nepes, Bble340M;

6) B cnyyae M3MeEHeHUs BpemeHn coobuiaer o6 3ToOM He nosgHee Yyem 3a 2 yaca A0 paHee
COrNlacoBaHHOro BpemeHu NpubbITMA paboTHUKa.

B cnyuyae HeobXoAMMOCTM  /IMKBUAALUMM  TEXHOJIOTMYECKUX  HAPYLUEHWW,  YrPOXKAOLLMX
paboTocnocobHocT 060pyAOBaHUA MAM NPeaoTBPALLEHUA (IMKBUAALMM MOCNEACTBMI) HECYACTHbIX
cnyyaes, NpubbITUE K NOTPebUTENO PabOTHMKA CETEBOI OPraHM3aL MM MOXKET He COracoBbIBaTLCA.

KoHcynbTaHTIAOC: NpuMmeyaHue.
lnaga lll BcTynaet B cuny ¢ 17 despans 2015 roga.

[Il. OpraHM3auma 3a04HOro 06CNYKMBaAHUA (C UCNONb30BaAHNEM
TenedoHHOM cBA3M U ceTh NIHTepHeT)

23. CeTeBaa opraHusauua obecneumBaeT obcayxuBaHue noTpebuTeneir C UCNOAb30BaHUEM
TenedoHHOW CBA3KN, NOUYTOBON CBA3MN U ceTu MHTepHeT (aanee - 3a04HOe 06CAyKUBaHME).

24. CeteBas opraHusauma obecrneuymsaeT npuem M 06paboTKy TenedoHHbIX obpalleHuit
noTpebuteneit No BONpPoOCam:



a) oCyLecTBeHNA TEXHONOTMYECKOTO NPUCOeaUHEHWS;
6) OKasaHuA ycayr No nepegaye 31eKTPUYECKo aHepruy;
B) OPraHM3aLMm yyeTa 3N1eKTPUYECKOW IHEPTUN;

r) opraHusauum obcayxKuBaHua noTpebuteneil, NpeaoCTaBAEHUS KOHTAKTHOW WHbOpMaLuUK
oduncoB obcayKMBaHUA noOTpebuTenenm, 3anucM Ha OYHbIM nNpuem, a TaKXKe M0/b30BaHUA
WHTEePaKTUBHbIMU cepBMcammn odMLMANAbHOTO caliTa CeTeBoM opraHmM3aumnmn B cetm VIHTepHeT;

[l) HecooTBETCTBMA KauyecTBa 3/EKTPUYECKOW SHEpPruM TeXHUYECKUM perfameHTam M UHbIM
obAsaTenbHbIM TPpebOBaAHUAM;

6) nepepbiBoB B nepeaaye 3IIEKTpMLIECKOI\;1 IHEPIrnn, npekpaweHna nam orpaHnyYeHna pexkmma
nepegadun 3}'IEKTpVI‘-IECKOI7I Heprun.

25. [na 3ao04HOro o6CAyXMBaHMA noTpebuTenein ceteBas oOpraHusauma obecneynsaet
BO3MOXHOCTb BbINOJIHEHMA AENCTBUI MO NEPEYHIO COrNacHo npuaoxKeHuto N 4 K Hactoawmum EanHbim
CTaHZApTaMm.

26. 3a04Hoe obcnyXKMBaHUE noTpebutenel ¢ ucnosibzoBaHnem TenedoHHOM CBA3U MO BOMPOCaM,
YyKasaHHbIM B nognyHKtax "a" - "r" nyHkTa 24 HactoAwmx EAMHbIX CTaHAApTOB, ceTeBas OopraHusauma
OCYLLECTB/IAET Yepes LeHTPbl 06paboTKM TenedoHHbIX BbI30BOB B paboyee Bpemsi 0pMcoB 06CayKMUBAHUSA
notpebuTeneit. Homepa LeHTPoB 06paboTKN TenepOHHbIX BbISOBOB CETEBOI OPraHN3aLLMm No YKasaHHbIM
BOMpPOCaM pasMeLLaoTcs Ha odpuuManbHOM caiiTe ceTeBOM opraHusaunmn B cetn MHTepHeT 1 B oducax
obcnyKuMBaHMA noTpebutenen.

27. ObcnyxmnBaHMe notpebuTenein no Bonpocam, yKasaHHbIM B noanyHktax "a" u "e" nyHkra 24
HacToAwWwMX EAMHbIX CTaHAAPTOB, OCYLLECTBAAETCA B PEXUME ropadei AMHUK (ganee - ropaYan IMHUA No
BOMPOCAM 3/71eKTPOCHaBKeHMA) KPYr10CyTOYHO.

TenedoHHbI HOMeEpP ropAYeilt JIMHUKM MO BOMPOCAM 3NEKTPOCHADXKEHMA ABAAETCA eAUHbIM U
6ecnnaTHbIM AnA notpebuTenein Ha TepPPUTOPUM ISKCMNYaTALMOHHOW OTBETCTBEHHOCTU CETeBOM
opraHusaumu. He monyckaeTcs McCnosib30BaHWe B KavecTBe TesnedOHHOIo HOMEpa ropsayen AMHWK Mno
BOMPOCAM 3/1EKTPOCHabKeHUsA TesepOHHbIX HOMEPOB OMNEePaTUBHOIO NEePCOHaa CETEBOM OpraHM3aLuun.

TenedoHHbI HOMeEpP ropAYel NAMHUKM NO BOMPOCAM 3NEKTPOCHABXKEHUA CeTeBOW OpraHusauum
aosoautca Ao notpebuTenei, 3HeEPronpuHMMalOWMe YCTPOMCTBA KOTOPbIX HEMoCpeacTBEHHO
npucoeamHeHbl K 06beKTaM 3/1eKTPOCETEBOrO X03AMCTBAa CETEBOW OpraHM3aumn, B TOM Y1cie NyTem ero
BK/IOYEHMSA B LLOrOBOPbI SHEPTroCHAbXKeHMsA, pasmelLeHna Ha odULManbHOM caliTe CeTeBOM OpraHn3aunm
B ceTh MIHTepHeT u B opucax obcny>kmeaHua notpebutenei.

28. CeTeBas opraHM3auMs NpPW OCYLLECTBJAEHMM 3a04YHOTO O6CAYyKMBaHUA noTpebuTtenel c
ncnosib3oBaHMem TesiepoOHHOM CBA3M obecrneynBaeT:

Hainume 6ecniaTHbIX TenedoHHbIX KaHA/MoB CBASU MeXAy CeTeBOM OpraHusaunen wu
nortpebutenamu;

npvem 1 06paboTKy Bcex BXoaaLmx TenedoHHbIX BbI30OBOB NOTPebuTeneit B CeTEBY0 OpraH13aumio.
Bpemsa oxungaHua notpebutenem oreseta no TenedoHy ceTeBoi opraHM3aL M C MOMEHTa coeguHeHus (B
cnyyae obcnyKmBaHua notpebuTeneit ¢ UCNOAb30BaHUEM CUCTEMbI MHTEPAKTUBHOIO FO/1I0COBOMO MEHHO -
C MOMeHTa Bblbopa noTpebutenem Kateropmu "coeguHeHusa ¢ paboOTHMKOM opraHusauun" B cucteme
MHTEPaKTUBHOrO rO/1I0COBOTO0 MEHI0) 10 MOMEHTa OTBeTa PaboTHMKA CETEBOIM OpraHM3aummn He AO0KHO
npeBbIWaTb 5 MMHYT. Bpema 06paboTku Bbi3oBa (TesiedhOHHOro pa3roBopa NoTpebutens ¢ paboTHUKOM)
He O0/1KHO NPEeBbIWaTb 5 MUHYT;



OCYLLECTB/IEHNE MCXOAAWMX TenedOoHHbIX BbI3OBOB A8 MHPOPMUPOBaAHUA noTpebutenein u
npenocrasaeHnsa MHpopmaumm no obpalleHnam notpedbuTenei;

BeaeHmne aygmnosanncn BcCcex BXOoAAWMX U NCXogAawunx pa3roBopoB C FIOTpE6VITEﬂeM, O 4yem
I'IOTpE6VITEﬂb YyBEOOMNAETCA B Ha4a/ie pa3rosopa c pa6OTHVIKOM ceTeBoW opraHusauunu,

[OCTYMHOCTb U HaAEXHOCTb PaboTbl TeNePpOHHbLIX KaHANOB CBA3M;

perncTpaumio BXOAAWMX U MUCXOAALLMX BbI3OBOB COMACHO MNYHKTY 42 HacToAwmMx EanHbIX
CTaHZapToB.

29. CeTeBaa oOpraHusauMa OCyWeEecTBAAET 3ao4yHoe O0b6CAyKuBaHMe noTpebuTtenein ¢
MCNONb30BaHMEM CBOero oduuManbHOro cailiTa B ceTu MHTepHeT, cogepawero MHbopmauuio o
OeATeNbHOCTU CETEBOM opraHM3aumm (ganee - opuuManbHbIN canT).

30. B cnyyae BO3HMKHOBEHUSA Nepeboes B paboTe oPpuLMaNbHOIO CaiTa, BAEKYLLMX HEBO3MOMXKHOCTb
AOCTYNa K cogepKalerica Ha Hem nHpopmauum (cepBncam), ceTeBas OpraHM3aums B Te4eHMe 2 Yacos C
MOMEHTa BO306HOBAEHUA A0CTyNa K 0dULManbHOMY CaiTy pasMmelLaeT Ha HeM MHGOPMALLMIO O MPUUKHE,
JaTe M BpemMeHM NpeKpalleHua AO0CTyna, a TakXKe O AaTe U BPeMeHW BO30OHOB/EHWA A0CTyma K
odmuManbHOMy CanTy.

MoTpebuTtenm [ONKHbI UMETb BO3MOMKHOCTb O3HAaKOMJ/IEHUS C MHPOPMALMEN, PasMeELLEHHON Ha
oduuManbHOM caliTe, C UICNO/Ib30BAHMEM PACMPOCTPAHEHHbIX Beb-0603peBaTtenei. Mpn 3Tom He A0/IKHA
npeaycmaTpuBaTbCA YCTAaHOBKA Ha KOMMNbIOTEPbI NOTpebutenel cneupanbHO CO34aHHbIX 418 MPOCMOTpPa
odUUMaNbHbIX CAATOB MPOrPaMMHbIX M TEXHOIOTUYECKUX CPeaCTB.

CymmapHas ganTenbHoCTb NepepbiBoB B paboTe odULMANbLHOMO caiTa He O0/XKHa npesblwaTh 4
YyacoB B MecsLL,.

31. UHdopmauus, pasmelllaeman Ha oduULMaNbHOM caiTe, 0NKHA BbITb:
AOCTyMHa A1 aBTOMaTUYeCcKon 06paboTKK;

KPYr/IOCYTOMHO AoCTynHa notpebutenam 6e3 MCNoab30BaHWA NPOrpammHOro obecrnedveHus,
YyCTaHOBKa KOTOPOro Ha TeXHUYecKkne cpeactsa notpebutens TpebyeT 3aKAl0YeHUs ANLEH3NOHHOMO UK
MHOro cornaweHna c npasoobnagatenem nporpammHoro obecnedyeHuns, npeaycMaTpuBaloLLEro
B3MMaHMe ¢ noTpebuTensa naatoi;

AocTtynHa 6e3 B3maHunAa nnatbl.
32. Hasuraumsa opuLManbHOro cainTa A40NXHa COOTBETCTBOBATL CAeAy oMM TpeboBaHUAM:

BCA pasmelleHHasa Ha oduuManbHOM calite MHGOPMaLMA A0KHA OblTb AOCTYNHA noTpebutenam
nyTem noc/ef0BaTe/IbHOro Nnepexosa No rMnepccblikaM HauMHas C r1aBHOM CTPaHUUbl 0dULMANIBHOTO
cavTa. Konnyectso TakMx Nepexon0B No KpaTyaiiwei NocieA0BaTeIbHOCTM AO/KHO ObITb He 6os1ee NATYH;

noTpebutento AoMKHA NPeaoCTaBAATbLCA HarnagHaa MHGopMauma O CTPYKType odULManbHOro
caiiTa U 0 MECTOHAXOXAEHMM 0TOBpaXKaeMoi CTpaHULbl B 3TOW CTPYKTYPE;

Ha Kax4oW cTpaHuue odMLManbHOro caita AoXKHbl 6biTb PasMeLLEeHbI: T1aBHOE MEHI0, CCbi/IKa Ha
rNaBHYIO CTPAHULY, CCbl/IKa Ha KapTy odMLMaNbHOMO CanTa;

3aron10BKM M noanncn Ha CTpaHuuax AOOJIXKHbl ONUCbiBaTb CcoAepiKaHwme (HaaHaqume) TaKoM
CTpaHuULUbl, HAMMEHOBaHKWE TEKYLLEro pasaesia 1 0T06pa>+<aeN\oro AOKYMEHTaQ;

HanmeHoBaHME CTpaHuubl, ONUCbiBakoLlee ee coaepaHmne (HaaHaqume), AOJ/TXHO OTO6pa)'KaTbCFI
B 3aro/1oBKe OKHa 386-0603DEBaTEIIFI,'



TEKCTOBbIN agpec B ceTM MHTepHeT (yHMBepcanbHbIi yKasatenb pecypca, URL) KaxKaol cTpaHumubl
AONIKeH 0TOBparkaTb ee NOOXKEHNE B JIOTMYECKOW CTPYKTYPe CaiTa M COOTBETCTBOBATL €€ COAePKaHUIo
(HasHaueHUto), a TaKKe B TEKCTOBOM ajpece AO/KHbl ObiTb MCMNONb30BaHbl CTaHAAPTHbIE MpPaBwaa
TpaHCcAUTEepaumu;

Ha rNlaBHOM CTpaHuue odULMaNbHOrO caiTa U B OTAENbHOM pasgene (aanee - ANYHbIN KabuHet
noTpebuTensa) pasmeLLaeTcs HOMep ropayvelt IMHUK No BONPOCaM 3N1eKTPOCHABXKEHUSA, TMNepccblika Ha
nHbopmaumio, NpeaycMoTpPeHHyo abs3auem OAMHHAAUATbLIM M ABeHaAuaTbiM NyHKTa 33 HacToAlMX
EAWHbBIX CTaHAAPTOB, @ TaKMKe CCbIKM-6aHHepPbl Ha UHGOPMALMOHHbIE MHTEPAKTUBHbIE CEPBUCHI CETEBOM
opraHusauuu.

33. B uensx obecrneyeHns onepaTMBHOIO AOCTyna notpebutenei K uHPopmaumm 06 okasbiBaembIx
ycayrax u obCnyXuBaHMM CETEBOI OpraHM3auuM B FNABHOM MEHI OOULMANbHOMO caiiTa CeTeBoW
opraHusauuu Bblgensaetca pasaen "lMotpebutenam". B ykazaHHOM pasgene pasmeuwiaetca nHdopmaumns
B COOTBETCTBMM CO CTAHZAPTAMM PACKPbITUA MHPOPMaLMKN CyObeKTaMN ONTOBOIO U PO3HUYHbIX PbIHKOB
3/1IeKTPUYECKOM SHepruK, a Takke cneayowme cBeaeHNns:

NnoyToBbIM agpec ceTeBOW opraHusaumu, agpeca u rpaduk paboTbl oPucoB 06CNYyKMBAHUS
notpebuTeneit, Homepa TenedoHOB, MO KOTOPbIM OCYLLECTBAAETCA 06CNyXKMBaHMe NoTpebuTenen, agpec
odULManbHOro canTa CeTeBOM OpraHn3aumm;

nopAZoK NoAayYn U paccMoTpeHuns obpalleHnin noTpebuTenei, cogepKaLlmx *Kanoby Ha aencrema
CeTeBOM OpraHM3aLUMn, C YKazaHMEM CPOKOB PacCMOTPEHMA 0bpalLeHNin U NpeaoCcTaBAeHNA OTBETa;

NopAAOoK M CPOKM 3aK/04EHMA A0roBopa 06 oKasaHMM YCIyr Mo nepeaaye 3/1eKTPUYECKoM SHepruu,
npeaycMoTpeHHble 3aKkoHoaaTebcTBom Poccuiickoi ®eaepaunu;

nopAAoOK nNoaayun 3aABKM Ha TEXHO10TMYECKOE nNpncoeanHeHne, OCHOBHbIE 3Talnbl €e PaCCMOTPEHUA
N UX CPOKU, CBeAEHNA, KOTOPbIE A0/1IXHbI COAEPKATbCA B 3aABKE HAa TEXHO/1I0TMYECKOE NpncoeanHeHne, n
Tp86OBaHMﬂ K npunaraembim K HeWn AOKYMEHTaAM, d)OprI 33aABOK AN1A 3ano/IHEHUA I'IOTpE6VITE!'IEM,'

nopAaoK BbIMNO/IHEHUA TeXHO/10rnm4yecKkoro npucoegnHeHuA, 3Tanbl TEXHONOInM4ecKoro
npucoeanHeHNA N X CPOKMU,;

NopAAoK pacyeTa NaaThl 3a TEXHO/NOTMYECKOE MpUCOeAUHEHWE ANSA Bcex rpynn notpebutenei,
KOMUW peLleHnii opraHa MWCMNOJIHUTENbHOM Bnactu cybbekta Poccuitckor Pepepaumm B 0bnactu
rocyapCTBEHHOTO peryiMpoBaHus uUeH (TapudoB) 06 ycTaHOBAEHMM NAaTbl 3a TEXHONOTMYECKOe
npucoeguMHeHne B OTHOLUEHUM TEPPUTOPUAIbHBLIX CETEBLIX OPraHM3auUMii, a TaKKe KOoMuA pelleHun
denepanbHOro opraHa MCNOJIHATENbHOW BAacTU B 0671aCTU roCyAapCTBEHHOIO PEryiMpoBaHMA LEeH
(TapudoB) No ycTaHOBAEHUIO NNATbI 338 TEXHOJIOTMYECKOE NPUCoeaMHEHNE B OTHOWEHMM OpraHu3aLmm no
ynpaBAeHU0 eNHOM HaUMOHabHOM (06LWEepPOCCUMNCKOM) 31eKTPUYECKOM CeTblo, NOPAAOK onaaTbl No
A0rosopy 06 ocyLecTBNEHUN TEXHO/IOTMYECKOTO NPUCOEAMHEHMUA K INEKTPUUYECKUM CETAM, 0COBEHHOCTH
BHECEHWS NAaTbl OTAENbHbIMM TpynnamuM notpebuTeneit, npeaycMoOTPeHHble 3aKOHOAATE/IbCTBOM
Poccuiickoin Pepepaunu;

NnopAaOoK pacyeTa NaaThl 38 OKasaHWe YCAyr No nepeaadye 3M1eKTPUYECKo aHeprum ana Bcex rpynn
notpebutenein, KoNuM peleHnin opraHa UCNOAHUTENbHON BRacTK cybbekta Poccuiickol ®eaepaunn B
061aCcTV rocyAapcTBeHHOro peryaiMposaHua ueH (tapudos) o6 yctaHoBeHUM TapudOB Ha yCayrn no
nepegaye 31eKTPUYECKOW 3HEPrMU B OTHOLUEHUU TEePPUTOPMabHbIX CETEBbIX OpPraHM3aumii, a TakkKe
Konuu peweHnii deaepanbHOTO oOpraHa WCNONHWUTENbHOW BRacTM B 06/1acTU  rocyAapCTBEHHOTO
perynmpoBaHua ueH (TapudoB) 06 ycTaHOBAEHUWU TapudoB Ha yCAyrM Mo nepepaye 3/1eKTpUYecKoi
SHEPrMnm B OTHOLIEHUW OPraHM3auMM Mo YNPaBAEHUIO eAMHOM HauMoHanbHOW (0bLiepoccuiickoit)
3N1EeKTPUYECKOI CeTblo, NOPAAOK ONaThl MO A4OTOBOPY 06 OKasaHUM ycayr No nepeaaye 3/1eKTPUYECKOM
aHepruu;

nopAAOK OCyWecTBNEHNA KOMMEpPYECKOro y4yeTa CeTeBbIMM OpPraHM3aumnamm, B TOM 4YuUCne
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TpeboBaHMA K MeCTamM YCTaHOBKM MpPMOOPOB y4yeTa, CXemMbl MOAK/NIOYEHUA U METpPOoJsIorMyeckue
XapaKTePUCTUKM NpMBOPOB yyeTa 6e3 yKazaHWUA TOBAPHbIX 3HAKOB, 3HAKOB 06CNYKMBaHUA, PUPMEHHbIX
HaUMeHOBaHWIM, NaTeHTOB, MOJE3HbIX MOAeNelN, MPOMbIWIEHHbIX 06pPasLoB, HAaMMEHOBAHUI MecT
NPOMUCXOXKAEHMA NPUBOPOB YYeTa UM HAMMEHOBAHUI NponssoanTenel NpMbopoB. yyeTa;

HanmeHoBaHUe ﬂpM60p03 y4yeTa, YCTaHOBKY KOTOPbIX OCYWeCTBAAET CeTeBaA OpraHuM3auunAa, ux
CTOMMOCTb U CTOMMOCTb pa60T No X YCTAaHOBKE;

NPUYNHDBI U CPOKMU NIAHOBbIX NEPEPLIBOB B NEpesaye 3/1eKTPUUYECKOM IHEPTMN, NPEKPALLEHMA UK
OrpaHUYEHMA PeXMMA Nepesayn 31eKTPUYECKON SHEPTUN, B TOM YMCE NpeaBapuTenbHaa MHGopmauma
O CpPOKax OrpaHMYeHUs pexkuma noTpebneHun 3N1eKTPUYEecKon aHeprun (MowHocTK) notpebutenein B
CBA3N C MpPOBEAEHMEM PEMOHTHbIX pPaboT Ha 06bEKTaX 3NEKTPOCETEBOrO XO3AMCTBA CETEBOM
OpraHM3aLmmn, BKOYEHHbIX B rO40BOM (MecsAYHbIl) rpaduK pemMoHTa;

pacyeTHble AaTa M BPeMs BOCCTAHOBNEHMWS 3/IEKTPOCHAOKeHUA B C/lyyae BBEAEHMS BHEMN/TAHOBOIO
OrPaHNYEHUSA peXnma noTpebieHns SNEKTPUYECKON IHEPTUN (MOLHOCTH);

4aCTo 3alaBaeMble BOMPOCHI, BO3HUKaOWHUe y I'IOTpE6MTE!1€V1, 1 OTBETbI Ha HUX;

aKTya/ibHble M3MEHeHMA 3aKkoHoaaTenbcTBa Poccuitickolt degepaumy B OTHOLWEHUW npoueayp
OKa3aHMA yCnyr ceTeBbIMU OpraH13aumuamm;

yTBEpPXAeHHble rpadmKM aBapUIMHOIO OrpaHUYEeHUs;
nacnopTa ycayr (Npoueccos) ceTeBo opraH13aumu;

nopaaok paboTbl B NMYHOM KabuHeTe noTpebuTtens, BKAKOYAA MOJAyYeHME MepBOHAYaNbHOMO
A0CTYNa K IMYHOMY KabUHETY, perncTpaumio 1 aBTopusaumio notpebutens.

34. UHPopmaLma, yKaszaHHaA B ab3alue 0AMHHAALATOM MyHKTa 33 HacToAWMX EAMHBIX CTAaHAAPTOB,
noanexut onybanMKoBaHUIO He no3gHee Yyem 3a 7 AHeN A0 AaTbl NIAHOBbIX MepPepbiBOB Nepegayu
3N1IEKTPUYECKOM SHEPTUM.

35. UHpopmaLma, yKasaHHasa B ab3aue TpMHaaUaTom NyHKTa 33 HactoAawmx EAMHbIX cTaHOapTOB,
nognexmnt onybiMKOBaAHUIO He perke O4HOro pasa B KBapTan Ha OCHOBE aHanAM3a MOCTYMNMBLUMX
obpalleHunii B ceTeBYO OpraHM3auumio.

36. CeteBas opraHusauua 06eCI'IeLIMBaET, B TOM 4YMCNe C UCNONb30BaHMEM JIMYHOIO KabuHeTa
I'IOTpE6VIT€/'IF|, TEXHUYECKYIO BO3MOXHOCTb:

a) HanpaBneHusa noTpebutenem obpalleHMI, B TOM UYMCNE COAEPIKALUMX Kanobbl M 3aABKK
(3aABneHMA) Ha OKasaHMe ycayr (npoueccoB), cornacHo npuaoxeHumio N 5 K HactoAwMm EguHbIm
CTaHZapTam B GOpMe 3/IeKTPOHHOTO AOKYMEHTa MyTeM 3ano/IHEHMA 3KPaHHbIX opm Beb-uHTepdeiica
obuumanbHOro caita ¢ o06A3aTenbHOM ANA  3aMNO/IHEHUA  KOHTAKTHOM  MHbopmauunen U
npeanoYTUTENbHLIM CNOCOHOM NONYYEHMA OTBETA. B aKpaHHbIX popmax Beb-nHTepdenca opuumanbHoro
calita obecneumBaeTcss BO3MOXHOCTb MNpMKpenaaTb ¢annbl ¢ matepuanamm no obpaiweHuto. Mpu
Hanpas/eHMM obpalleHMA Yepe3 yKasaHHbI UHTepdelic noTpebuTenb AOMKEH ObiTb YyBEAOMAEH O
NIAHOBBIX CPOKAX PAaCCMOTPEHUA 06paLLEeHUA C YKa3aHNEM PErUCTPALMOHHOIO HoMepa o0bpalLeHus;

6) 3anosHeHMA NOCPeACTBOM 3KpaHHON Gopmbl Beb-uHTepdeiica oduLUMaNbHOrO caiMTa aHKeThbl
notpebutens gas onpoca C LeNblo OLEHKM KayecTBa OKasblBaeMbIX YCAYr CETEBOW OpraHM3auum M
obcnyXunBaHMA noTpebutens;

B) NosiyyeHna notpebuTtenem cBeAeHUI O cTaTyce pacCMOTPeHUA obpalleHus, HanpaBieHHoro B
CeTeBYlO OpraHM3aumio;



r) BBO4A NOTpebutenem TeKyLLMX NOKa3aHMI MPMBOPOB yyeTa 3N1EKTPUYECKON SHEPTUNK;

,D,) Hanpas/ieHuUA I'IOTpEGMTeﬂeM yBegomneHmnAa B CEeTeBYHO OpraHun3auuto 06 uUCnosHEHUN UM
MepOﬂpMﬂTMVI, npeaycMoTpeHHbIX TEXHUYECKMMU YCNTOBUAMMU;

e) npeaocrasieHna notTpebutensam:

CBeIeHN O CcTaTyce PaCcCMOTPEHUs 3aABKM (3anaBneHMA) noTpebutens Ha OKasaHue YCAyr,
NoAaHHOM B CETEBYHO OPraHU3aLMio, C YKasaHMeM AaTbl NOCTYNAEHUS 3aABKU U ee PerMcTpalyMoHHOro
HOMmepa, AaTbl HaNpPaBAEHUA 3aABUTE/IO0 NOAMNUCAHHOIO CETEBON OpraHM3aumnen gorosopa 06 okasaHuu
ycnyru;

CBE,D,EHMI\;I O CTaTyCe UCNOJIHEHMA A0roBopa OKa3aHUA YCAyrn C yKasaHMeEM NJ1aHOBbIX CPOKOB
MUCNONHEHWA, 38 UCKNKOYEHMEM O0roBOPOB HA OKa3aHWe yCcnyru no nepegade 3I'IEI-(TpVI‘-ieCKOﬁ IHEpPrnn.
CsegeHuna no Aorosopam 06 oCywecTtBNeEHUN TEXHONIOTMYECKOIo npucoeamHeHnAa O01XKHbl BKHOYATb
MHd)opmau,mo O AaTe 3aKA4YeHnA Aorosopa, xoae BbINO/IHEHUA ceTeBoM opraHM3aume17| TEXHNYECKUX
ycnosmﬁ, (I)aKTM‘-IECKOM npucoeanHeHnn, cCoCtaBieHnM U noANNCaHNMN JOKYMEHTOB O TEXHOJZIOTMYECKOM
npucoeanHeHnH;

CYEeTOB Ha onnaTy ycayr no TeXHO/I0rn4eCKomy npnucoeamHeHuo,

CBeZEHWNN 0 NOKasaHMAX NPUOBOPOB yvyeTa NO TOYKAM y4eTa 3/1eKTPUYECKON sHeprum noTpebutens
M CTAaTUCTMKe nNOTpebneHMA 3SNEeKTPUYECKOM 3SHEepPrMm Ha MOMEHT MOCNefHEero CHATUA CeTeBoW
OpraHusaumMen TaKMX MOKa3aHWi WAM  BBEAEHWA MOKasaHui npubopa yyeTa noTpebutenem
CaMOCTOATE/IbHO;

CBEAEHUIN O cTaTyce PaccMOTpPeHus obpalleHus, HanpPaBAeHHOro B CETEBYHD OpPraHM3auuio B
3/IeKTPOHHOM popme.

37. JocTyn K AnYHOMY KabuHeTy noTpebuTensa ocyLwecTBAsEeTca Noce BBOAA NOTpebutenem cBomx
NOEHTUOMKALUMOHHDIX AAaHHbIX: UMEHM (N0TMHA) 1 Napons v (M1K) No PperncTpaumoHHOMY HOMepY 3aABKM
Ha OKasaHwue ycayr (oTAebHbIX NpoLeayp) v NapoJito, KOTopble BblaatoTcs noTpebuTtento:

a) Npy 04HOM 06paLLEHMM B CETEBYIO OpraHM3aLuio;
6) No NnMcbMeHHOMY 3anpocy noTpebutens;

B) moc/sie 3anosHeHns noTpebutenem skpaHHoi ¢opmbl Beb-uHTepdelica odpuumanbHOro caiTa
CeTeBOM OpraHM3aLnnN perncTpaymu.

38. Pasgen "MoTpebutenam" oduumanbHOro canTa CETEBOM OpraHM3auuM pPeEKOMeHAyeTca
pa3pabaTbiBaTb B COOTBETCTBUM C NpuioxKeHMemM N 6 K HacToAwmMM EgMHbIM CTaHaapTam.

IV. Mprem n paccmoTpeHune obpalueHnin notpebutenem

39. NMoTtpebutensm obecneymnsaeTca paccMoTpeHue obpalLeHNn B YCTAHOBAEHHbIE CPOKM.

40. CeTeBas opraHM3auma Npu paccmoTpeHun obpalleHnin notpebuTeneit obecneumsaeTt npuem u
pPervcTpaumnio NoCTyNUBLIEro B aApec CeTeBOM opraHM3aummn obpalieHna notpebutens (B NMCbMEHHOMN,
3/1eKTPOHHOM, YCTHOM dopme, C UCnoNb3oBaHMEeM TenepoHHOM cBa3m). MNpu perucTpaumm obpalleHua
dUKcMpyeTca KOHTaKTHas WMHdopmauma notpebutens, Aata MNocTynieHUs obpalieHusa W BXOoAALMiA
PErucTPaLMOHHbIA HOMep 0bpaLeHus.

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



a) oTBeT Ha NMCbMeHHOoe obpalleHne NoTpebutena Ha bymarkHom HocuTene - B TeyeHue 30 aHel
CO AHA perucTpauum obpalleHusa ceTeBOM OpraHusauuen, B Caydyae ecin UHoe He npeaycMOTPeHO
3aKoHoaaTenbcTBoM Poccuiickoit Pegepaumy;

6) obpalwieHre noTpebuTens, HanpaBieHHOE C UCNOb30BaHMEM OPULMaNbHOrO caiTa B dopme
3/1eKTPOHHOIO AOKYMEHTa, - B CPOKM, YKasaHHble B NpuaoxkeHun N 5 K HacToawmm EANHBIM cTaHZapTam;

B) OTBET Ha obpalleHne noTpebutensa c ucnonbloBaHMem TenepoHHON CBA3U NpeaocTaBaAeTca
HenocpeacTBEHHO B MOMEHT 0bpalleHns noTpebutensn. B cnyyae HEBO3MOXKHOCTU NPeaoCTaBUTb OTBET B
MOMEHT obpaleHna notpebutena pabOTHMK CeTeBOM OpraHM3aLUMK  3anUCbIBAeT KOHTAKTHYHO
nHpopmauuio notpebutena n He nosaHee 4 YacoB C MOMEHTA perncTpaumnm obpalleHma npegocrasaneTt
oTBeT noTpebutento;

r) ecnn obpauweHve noTpebutena ¢ Mcnosb3oBaHMem TenepoHHON CBA3M COAEPHMUT Kanoby u
$aKTbl, M3/1I0XKEHHbIE B TaKOW Kanobe, TpebyloT aHaM3a MaTepuanos no obpalleHuto notpebutens,
PaboTHUK CEeTeBOM OpraHuM3aumMu, NPUHABLWIMIK TenedoHHbI Bbi30B, opopmMAaseT Kanoby B ¢dopme
3/IeKTPOHHOIO [AOKYMEHTa, KOTOPbIM PEerucTpupyeTca B YCTaHOBJeHHOM nopagke. CpoK oTBeTa
noTpebuTento No Tako }anobe He foMKeH npesbliwaTb 30 gHEN Co AHA perMcTpaumm obpalleHus;

A) OTBeT Ha ycTHoe obpalleHne notpebutens B oduc obCyXRUBaHMA noTpebutenel
npefoCcTaBAseTCAs HEeNOCPeACTBEHHO NPU NocelleHun noTpebutenem odpuca. B cnyyae HEBO3IMOXKHOCTU
npeaocTaB/ieHUss OTBeTa Ha obpalieHue noTpebuTens npu OCYLLECTBIEHUM OYHOrO 0O6C/AYKUBaAHUSA
noTpebuTens, a Takxe ecsiv obpalleHme NoTpebuTena coaepKuT Kanoby n GaKTbl, U3/10KEHHbIE B TAKOM
»Kanobe, TpebyloT aHanM3a MaTepunasioB No obpalleHUto noTpebutens, paboTHUK CEeTeBOM opraHnU3auum
OOJIKEH NpeasioXKuTb NoTpebuTe o HanpaBuUTb B CETEBYIO OPraHM3aLMIio MUCbMEHHOEe obpalleHre uau
odopmuTb 0bpauleHme B odpuce ob6CAYyKMBaAHMA HA TUNOBOM Ba1aHKe. [Mocie 3ano/IHEHUA U NOANUCAHUSA
notpebutenem 6naHka obOpalleHUA TaKoe obpauleHne peructpupyetca. Cpok oTBeTa Ha Takoe
obpalleHume He go/iKeH npeBbiwaTtb 30 AHEeN co AHA perncTpaumm obpalleHuns.

42. B cnyyae ec/iv U3/10XKeHHble B 06palleHMM NoTpebutena BONpockl He OTHOCATCA K KOMMNETEHLMM
CeTeBOM oOpraHMsaumm, PaboTHWK CETeBOW OpraHMsaumMmM He nosgHee 5 paboumx AHel co AHA
pernctpauumn obpauieHma MHGopmmnpyeT noTpebuTensa o HEBO3MOMKHOCTU NPeAOoCTaBNeHMA emy OTBeTa
MO CYLLECTBY U3/103KEHHbIX B 06paLLeHMM BONPOCOB M COOBLLLAET KOHTAKTHYI0 MHPOPMaALMIO OpraHM3aumi,
K KOMMNETEHLMM KOTOPbIX OTHOCATCA TaKMe BOMNPOChI.

43. ObpaweHne noTpebutens o NpeaocTaBAEHUN CPABOYHOM MHGOPMALMK U (UNIN) KOHCYNbTaLMK
CYMTAETCA PACCMOTPEHHLIM, CM NOTPebuTeNto Hanpas/ieH (NpefoCTaB/ieH) OTBET C 3anpallnBaemoi
MHbOpMaLmen.

44. Ob6paleHne noTpebuTens, coaeprkaliee Kanoby, CUMTAETCA pPACCMOTPEHHbLIM CeTeBOM
opraHusaumen, ecnu:

a) yctaHoBneHa 060CHOBAaHHOCTb (HEOHOCHOBAHHOCTb) 3aABNEHMA O HapyWeHUMM NpaB WK
OXPaHAEMbIX 3aKOHOM UHTEPECOB NoTPebUTENA, B TOM YMC/IE O NPEAOCTaBNEHNUM YCAYT HEHAANEKALLLEro
KayecTBa;

6) B cnyvae Heob6xoAMMOCTM MO 06OCHOBAHHLIM Kanobam onpeaesneHbl MeponpuATUA,
Hanpae/ieHHble Ha BOCCTAHOB/IEHWE HAPYLWIEHHbIX MNpaB WAM OXPaHAEeMbIX 3aKOHOM WHTEpPecoB
noTpebuTtens (ganee - KOPPEKTUPYLOLLME MEPbI);

B) HanpasaeH (NpefocTaBaeH) oTBeT NoTpebutento no obpaleHuio:

B C/1iy4ae nNpu3sHaHuA ¥anobbl HeobOCHOBAHHOM B OTBETE npeanocTaBsIATCA aprymeHTUPOBaHHbIE
pPa3bACHEHNA B OTHOLWEHUN OTCYTCTBUA OCHOBaHMUM ANnA ee ygoBNeETBOPEHUA;

B CNy4yae NpuU3HaHUA »Kanobbl 060CHOBaHHOW B OTBETE I'IOTpe6MTeJ'HO YKa3blBalOTCA, KaK1e npasa



WX 3aKOHHbIE MHTepeCchl NOTPebUTeNA NoANeKaT BOCCTAHOB/IEHMIO M B Kakom nopsaake. Eciun no kanobe
HeobxoAnMma peanvsauus KOPPEKTUPYIOLWLMX Mep, B OTBETE MOTPebuTento yKasbiBaeTcs NaaHUpyembiit
CPOK UX peanusauuu.

45. PaccmoTpeHue obpalleHna He npoussoauTca (c yBegomieHMem ob sTom noTpebutens) B
cnyyanx:

a) ecnun obpallleHne CoaepPKUT HeleH3ypHble IM60 0CKOPBUTENbHbIE BblpaXKeHNs;

6) ecnm B 06pallleHMM COAEePHKUTCA BOMPOC, Ha KOTOPbIM AaHHOMY NoTpebutento ycnyr yxke 6bin
npeaocTaBAeH OTBET MO CYLLECTBY B CBA3M C paHee HanpaB/ieHHbIMM O06paLLEHMAMM, U NPU 3TOM B
obpalleHMn He NPUBOAATCA HOBble A0BOAbI UM 06CTOATENbCTBA;

B) ec/in OTBET NO CyuwectBy NOCTaB/IEHHOIo B 06pa|.|.l,eHMVI BOMPOCa HE MOXKeT 6bITb AaH 6es
pa3rnaweHunA CBE,D,EHMVI, COCTaBNAKWNX KOMMEPYECKYIO TaﬁHy U NHYHO OXPaHAEMYH 3aKOHOM TaﬁHy.

46. PaccmoTpeHure obpaleHus (bes ysegomneHusa notpebuTensn) He NPon3BOANUTCA B C/TyYanX, €C/N
TEKCT NUCbMEHHOro obpalleHms He noagaeTca NPoUYTEHNO UM B 06PaLLLEHNN OTCYTCTBYIOT KOHTAKTHblE
[JaHHble, HeobXoAMMble ANA HanpaB/ieHUa oTeeTa.

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

47. CeTeBas opraHusauusa obecneymsaeT noTpedbuTenam - GpUM3NYECKUM ANLaM, MAaKCUMaJibHas
NpMCOeAMHEHHAA MOLHOCTb 3SHEPronpuMHUMAIOLMX YCTPOMCTB KOTOPbIX cocTaBaseT go 15 KBt
BK/MOUMTENBHO (C  y4eTOM paHee MPUCOEAMHEHHbIX B  JaHHOW TOYKe npucoeauHeHUs
3HEPronpPUHMUMALOLLMX YCTPOUCTB), BOSMOXHOCTb:

a) BbICTaBAEHMA cyeTa Ha ONaaTy YCayrM Mno TeXHONOTMYeCcKomy MpUcoeamHeHuo cnocobamu,
OOMNYCKaOLWMMM BO3MOMKHOCTb WX YyaaneHHOM nepegaun (noyta, ceTb MHTEpHET), Mo XenaHuio
nortpeburens;

6) BHeCeHMA nnaatbl NO O0roBopy 06 ocCywiectBneHnn TexXHonornyeckoro npucoegmnHeHumA K
9/1EKTPUYECKUM CeTAM 6e3 onnaTtbl KOMUCCUN.

MpunoxeHune N 1

K EAMHbIM CTaHAapTam KavecTsa
06CNyKMBaHMA CETEBBIMMU OpPraHMU3aLUAMM
notpebuTtenen ycnyr ceTeBblX OpraHM3aLmii

MACIIOPT YCJIYTM (IIPOLECCA) CETEBOM OPTAHUBALIM

HaMMeHOBaHMe yCJyIu (mpolecca)

Kpyr sasBurenen <1l>: .
PasMep maTeH 3a NpenocTaBJIeHMe yCJyIu (mpouecca) M OCHOBAaHME €e B3MMaHUA:

YcrnoBusa oka3aHusa yCayI'm (mpolecca) <2>:
PesysibTaT oOkal3aHMa yCJIyI'M (mpolecca):
ObmMy CpOok OKazaHMuda yCayI'u (mpolecca) :

CocTaB, I[OCJEIOBATEJBHOCTh M CPOKM OKa3aHMsa yCJIyru (mpolecca) :



N dtan | CogepraHue/ycnosus stana dopma Cpok CcblnKa Ha
n/n npenoctasaeHusn NCMONHEHNA HOPMaTUBHbI M
NpaBoOBOM aKT
1




KonTakTHasa mHOOpMaLMsa »OJiS HalpaBJieHMs oOpameHum <3>: .

<1> YKa3bIBalOTCA LA, KOTOPbIE MOTYT NOYYUTb AAHHYIO YCAYTY.

<2> OnucaHWe ycnoBui, NPV KOTOPbLIX OKasaHue ycayrn (npouecca) CTaHOBUTCA BO3MOMKHbLIM
(npepoctaBneHne Bcex HeOBXOOMMbBIX AOKYMEHTOB, Hanuume ¢U3MYECKOW BO3MOMKHOCTM OKasaHusA

ycnyrm (npouecca) 1 gap.).

<3> YKa3bIBatOTCA KOHTAKTHbIE AaHHbIE UL, KOTOPble MOTYT AaTb MCYEPMNbIBAIOLLYIO MHGOPMALLUIO
06 OKasblBaeMoW ycayre, NpUHATb Xanoby Ha aelicteua (besaencTene) noapasgeneHus (paboTHUKA)
ceTeBow OpraHMsauunn, 3aHATOro B OKa3aHUM ycnyrm, ynoJ1HOMO4YeHHOro opraHa MUCNONHUTENIbHOM BN1acCTy,
OCYLLEeCTBNAOLWEro Haa30pHbIe GpYHKLMMN 33 AeATENIbHOCTbIO CETEBOM OpraHmn3aumu.

MpunnoxkeHme N 2

K EOWHBbIM CTaHZapTam KavecTBa
06CNYKMBAHMA CETEBLIMMW OPraHM3aLUAMM
notpebuTtenen ycnyr cetTesblX opraHn3aLmi

TPEBOBAHWA
K OPFTAHWU3ALINM ODPUCOB OBC/TYKUBAHUA NOTPEBUTE/EN
CETEBbIMW OPTAHU3ALIMAMU

1. Mpn 060pya0BaHUM LLEHTPOB 06CNYKMBAHUA NOTPebUTENEN B KIMEHTCKOM 3a/1e NPOU3BOANTCA
30HMPOBaHWE MOMeLLeHUs, obecrneumnBalollee ero pasfefieHUe Ha [ABe 30Hbl: KAMEHTCKYID W 30HY
pa3meLLeHMA PaboTHUKOB, OCYLLLECTBAAIOLWMX 0OCNYKMBaHME NoTpebutenen.

2. UeHTpbl o06cnyxuBaHMA noTpedbuteneit cHabxkarTca WHOOPMAUMOHHBIMKU  TabanYKamu
(BbIBECKAMM) C NOTOTMNOM CETEBOWM OpraHMU3aLUm:

a) Ha BXo4e B 34aHMe pa3MeLlaeTca BbiBecKa C MHbOpMaLMen: HaMMeHOBaHME CETeBOM
OopraHuMsauMM, nNOYTOBbIN agpec, rpaduk paboTbl UeHTpa obcayKuBaHMA noTpebuTtenelt, aapec
3/1EKTPOHHOW NoYThbl, TeNedoH LeHTpa 06CyKMBaHUA NOTpebutenein n ropayein AMHUM NO BOMPOCaMm
3/1EeKTPOCHABKEeHNA ceTeBOM opraHM3aLmuuy;

6) B NOMelLeHUN - BbIBECKM C 0603HAYEHMEM MECT OYHOro npuema notpebutenei, cnyxebHbix
NoMeLLEeHWNI, He NpeaHa3HaYeHHbIX 418 O4YHOro Npuema notpebutenei;

B) B K/IMEHTCKOM 3a/le - BbIBECKM Ha OKHax 0b6CNyXuBaHUA notpebutenelt okono paboumx mect
paboTHMKOB.

3. B K/IMEHTCKOM 3ane LeHTpa 06CNyKnBaHMA NoTpebuteneil opraHU3yeTca 30Ha OXMAaHUA Oaa
notpebutenei, NO3BONAIOWAA PasMecTUTb noTpebuTenell B NMKoBble AHKU (4ackl) npuema. Maowaab
30HbI O}KMAAHWA COCTABNAET HE MeHee 4 KBaapaTHbIX METPOB Ha 04HOro paboTHMKa, 06CNYKUBAIOLLETO
notpebutens (ogHoro okHa obcny:KuBaHua). B 30He oxkmMaaHua obecneymBaeTca HananumMe mebenn ans
MCMNO/Ib30BaHNA NOTPEBUTENAMMN BO BPEMA OXMAAHWUA: HE MEHee OAHOro CMAAYero mecta Ha O4HOro
paboTHMKa, 0b6cnyKunBatoLLero notTpebutens (ogHOro okHa 06CNyKMBaHUA), He BKIOYaA cuaaune mecra
HenocpeacTBEHHO ANA Npuema notpebutenen, oTAEAbHONO CTONA M CTyNa AN 0GOPMAEHMA AOKYMEHTOB
BO BPeMA OXKMUAAHWA, KaHLENAPCKMX NPUHAANEKHOCTEN.



4. 30Ha OXKMAAHWUA KAMEHTCKOTO 3a1a OCHALWAETCA MHPOPMALMOHHBIMU CTEHAAMM C HEOBXOAMMOA
ana notpebutena nHdopmavmeint B coorseTcTenmn co CTaHAapTamMmM packpbITna nHdopmaLmm cybbektamm
ONTOBOFO M PO3HWYHbLIX PbIHKOB 3/IEKTPUYECKOMW 3SHEPrnn, YTBEP)KAEHHbIMM MNOCTAHOBAEHUEM
MpasutenbctBa Poccuitickolit depepaumm ot 21 sHBapa 2004 r. N 24, a TaKke CO cieaylowen
nHbopmaumeir:

4.1. rpaduK paboTbl odpuca obCcNyKMBaHUA NoTpebutenen;

4.2. NOYTOBbLIN agpec U 3NeKTPOHHbIN aapec oPpULMANBbHOrO caiiTa CETEBOM OpraHu3auum, agpec
3NIEKTPOHHOM NOYTbl, TeflepOHHbIE HOMEPA LLEHTPA 06CAYKMBaHMA NoTpebuTenelt n ropayen AMHUU No
BOMPOCAM 3/IEKTPOCHAOXKEeHMA CeTeBOWM OpraHM3auMm, MO KOTOPbIM OCYLLECTBAAETCA 3a04HOe
obcnykumBaHMe notTpebuTenei, TeppuTopma obcayKMBAHUA CETEBOM OpPraHU3aLnu;

4.3. nopAgoK nofayn U paccCMoOTpeHus obpalleHui notpebutenelt, coaeprkawmx ¥anobbl Ha
[OeNCTBMSA CeTeBOM OpraHM3aLmMm, C YKasaHWeM CPOKOB PacCMOTpeHMsA obpalleHnin n npeaocTaBieHus
0TBETa;

4.4, nopagoK M CPOKWU 3aK/OYEHUs A0oroBopa 06 OKasaHUKM ycayr No nepeaadve 371eKTPUUYEcKoN
3Hepruu, NpeaycMoTpeHHble 3aKoHO4aTeNbCTBOM Poccuiickoi ®eaepaunm;

4.5. nopAgoK Nnoaa4n 3asBKMU Ha TEXHO/IOrMYECKoe NPUCcoeamMHEHNe, OCHOBHbIE 3Tarbl U CPOKK ee
PaccMOTPEHUA, CBEAEHMUSA, KOTOPbIE AONXKHbI COAEPKATLCA B 3aABKe, TpeboBaHUA K MPMUAaraembim K Hel
JOKYMEHTaM;

4.6. Tapudbl Ha YCIYTM No Nepesaye SNeKTPUYECKON SHEPIUKN Ha TEKYLWMIA NepUos peryiMpoBaHus
C YKasaHMeM UCTOYHMKA odpuuManbHOro onybANMKOBAHMA pPelleHns opraHa MCNONHUTENbHOM BNAcTU B
06/1aCTV rocyLapCTBEHHOrO peryiMpoBaHua Tapuoos cybbekTa Poccuiickoit ®eaepaunm;

4.7. Tapudbl Ha TEXHO/NOrMYecKoe MPUCOEAMHEHME Ha TeKyWWi nepuos peryavMpoBaHua C
yKa3aHMeM WMCTOYHMKa oduumanbHOro onybiMKOBaHMA pelleHus opraHa WMCMOIHWUTENbHOW BAacTU B
06/1aCcTV rocyLapCTBEHHOrO peryiMpoBaHua TapuooBs cybbekTa Poccuiickoin ®eaepaunm;

4.8. 61aHKM TUNOBbLIX LOKYMEHTOB MO TEXHOIOTMYECKOMY NPUCOEAUHEHMIO, Ha OKa3aHWe ycayr no
nepegaye 3/1E€KTPUUECKON SHEPTUM U NpoYee;

4.9. NopAAOK OCYLLECTB/IEHNA KOMMEPYECKOTO yyeTa CEeTEBbIMM OPraHU3auuMsamMK, B TOM 4Yuc/e
TpeboBaHMA K MecTam YCTaHOBKM NpPUBOPOB Yy4yeTa, CXeMbl MOOKAHOYEHUA M  METPOJIorMYecKkue
XapPaKTePUCTUKKN NPUBOPOB yyeTa;

4.10. HaumeHoBaHMe NPUBOPOB y4yeTa, YCTAHOBKY KOTOPbIX OCYLLECTBAAET CeTeBas OpraHM3aLms,
MX CTOMMOCTb Y CTOMMOCTb PaboT Mo MX YCTaHOBKE;

4.11. EanHble CTaHAAPTbl KayecTBa OOCAY)KMBaHWSA CETEBbIMW OpraHusauMamuM noTpebuteneit
CEeTeBbIX OpraHM3aunii;

4.12. nacnopT ycayr ceTeBon opraHM3auunuy;
4.13. KHUra ¥Kanob u npeanoxeHni.

5. Mpu HeobXoAMMOCTU B LEHTpe O0b6CAyKMBaHMA noTpebutenein obecneymsaeTca Haauuume
nAaTeXXHoOro TepMMHaNa A4aa onaathl YCAYr CETEBOM KOMMNAHUMN.

6. Ecnuv B KNMeHTCKOM 3ane obcnyKuBaHMe ocyllecTeaseTcs bonee yem 4 paboTHUKamu (bonee yem
4 OKHa 06CNYXKMBAHUA), 30HA OXKMAAHNA 0O6OPYAYETCA 3NEKTPOHHOW CUCTEMOW YNpaBieHna odepeaplo,
KOTOpas npesHasHa4YeHa ONTMMMU3MPOBaTb NOTOKM NoceTUTenel. MHCTPYKUMA NO 3KCMyaTaLmMm CUCTEMbI
yMpaB/ieHNsa oYyepesbto 1 CXeMa pasMeLLatoTcs Ha MHGOPMALIMOHHOM CTeHAe.
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7. MomeleHMe LeHTpa obcnyKnBaHUA NoTpebuTtenelt obopyayeTcs NPOTUBOMNOKAPHON CUCTEMON,
CPeACTBaMM MOXKAPOTYLEHUS, @ TaKXKe LEHTPA/IM30BaHHOW CUCTEMONM OMOBELLeHWs noceTuTenein u
PaboTHMKOB LieHTPa 06C/NYKMBAHMA O NOMKAPe M APYIMX KPUSUCHBIX CUTYaLMUSAX.

8. B nomeweHumn LEeHTpa O6Cﬂy)KMBaHMﬂ I'IOTpe6VITeI'IEﬁ obecneunBaeTcs HaMune NUTbEBOM BOAbl,
anTeyKkun.

9. B ueHTpe obcnyxkmBaHua noTpebuteneir obecneuymBaeTtcs 6e30nmacHOCTbL noTpebuTenen wu
paboTHNKOB.

10. B 3maHMKM ueHTpa obCayXKMBaHMA noTpebuTenen obecneumBaeTca AOCTyn noceTutenei B
CaHy3.bl.

11. B oTHOWEHWN NYHKTOB 0OCAYKMBaHUA NoTpebuteneli cetesas opraHu3auma obecrneymsaet
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HaCTOALLErO NPUNONKEHNA K EANMHBbIM CTaHAapTaMm.

Kpome Toro, B nyHkTe obcnyxuBaHua obecneumBaerca Hanuvume mebenu ans UCnosb3oBaHUs
noTpebuTenaMm BO BPEMA OXWAAHUA: HE MeHee OAHOro CMASYEero Mecta Ha OAHOro paboTHMKa,
obcnyxuBalowero notpebutena (OAHOTO OKHa OOCAYKMBaHUA), He BKAOYaA cuasyvMe MecTa
HenocpeACcTBEHHO A4 npuema notpebutenen, ctona u ctyia gna odopMAEHUA JOKYMEHTOB BO BpPeMS
OXMOAHUA, KAHLENAPCKUX NPUHAZNEKHOCTEN (pyyKM, Bymara A 3anucen).

Mpunoxkenmne N 3

K EAMHBbIM CTaHZapTam KayecTBa
0bcnyKMBaHUA CETEBLIMU OpPraHU3aLUaMU
notpebuTeneit ycnyr ceteBbix opraHmM3auui

OCHOBHbIE AEMNCTBUA
CETEBOW OPTAHW3ALIMM MPU OCYLLEECTBNEHWUM OYHOTO OBCNYXKMBAHUA
MOTPEBUTE/IEM B O®UCAX OBCNYXKMBAHUA MOTPEBUTENEN



N OcHOBHble AENCTBMA CETEBOIN OpraHM3auMm NPU OCYLLLECTBJEHUN OYHOIO 06CAYKNBAHUA
notpebuteneit B opncax o6cnymMBaHma notpebutenei

1 Mpuem W  perucTpaums O4YHOro OOpalleHMas NOTPedbuTenn, pPerucTpauma  KOHTAKTHOM
MHbOPMaLUKN NoTpedbuTensa, NPoBepKka KOPPEKTHOCTU 0POPMNEHNA 3aABOK Ha OKasaHUe yCAyr,
KOMMNNEKTHOCTU AOKYMEHTOB U MONHOTbI CBEAEHWUI B 3asiBKE B COOTBETCTBUM C TpeboBaHMAMM
HOPMaTUBHbIX NPaBOBbIX AaKTOB:

1.1 npuem xanobbl NoTpedbuTtensa B nMCbMeHHOM dopme

1.2 npvem 3anBKK/3aABEeHNA HA OKasaHMWe YCayr B NMCbMeHHOM Gopme, B TOM Yncne:

1.2.1 3aABKM Ha TeXHOJIOrMYecKoe rnpmcoeauHeHmne

1.2.2 ob6palLeHua NoTpebuTens o NpoaSeHUN CPOKa AENCTBUA PaHee BblAAHHbIX TEXHUYECKUX YCNOBUI

123 3aABNEHUA O BOCCTAHOB/JIEHUM paHee BblAAHHbIX TEXHWYECKUX YCNOBUMK, yTpaTa KOTOPbIX
HaCTynuna B CBA3M C IMKBUAALMEN, peopraHM3aLmeit, npeKkpaLleHemM AeaTe/IbHOCTU NPEXHEro
Bnafenbua (3anBuTtens), Nnpoaarkei 06 bEKTOB M MO MHbIM NPUYMHAM

1.2.4 yBEeAOMIEHUA O 3aK/IOYEHNN COFNALLEHUA O NepepacnpeseneHnm NPUcoeguHEHHOM MOLLHOCTH

1.2.5 3aABAEHMA Ha 3aK/odeHMe AoroBopa 06 OKa3aHWK yCayr No nepeaayde 3/1eKTPUYECKOM SHeprum

1.2.6 3anpoca 0 COrnacoBaHUM MeCTa YCTaHOBKM Npubopa yyeTa, CXeMbl MOAKAOYEHMA NpUbopa yyeTa
N UHBIX KOMNOHEHTOB U3MEPUTE/IbHbIX KOMMJIEKCOB M CUCTEM YYETA, A TaKKe METPONOTMYECKUX
XapaKTepUCTMK npubopa yyeta

1.2.7 3aABKM 0 HEOOXOAMMOCTU CHATUA MNOKa3aHWUiM cylecTBytoLLero npubopa yyeta

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

1.2.9 3aABnAeHMA Ha 060pyL0BaHME TOUKM NOCTaBKM Npnbopamm yyeTta

1.2.10 |3asaBKM Ha YCTAHOBKY, 3aMeHy U (MM) aKcnayaTaumio Nnpubopos yyeTa




1.3

npuem coobulieHnin o 6e3gorosopHom (6e3y4eTHOM) NOTPebeHUM INEKTPUUYECKON SHEPTUN, O
XULLEHUM OO BEKTOB 3/1EKTPOCETEBOrO X03AMCTBa

Mprem NoKasaHuii NPMBOPOB yYeTa 3/1IEeKTPUYECKON 3Heprum

MpepocraBieHne CNpaBoYHOM UWHPOpPMALMM O [OeATe/SIbHOCTM CEeTEeBOM OpraHusauMm Mo
BOMPOCaM OKa3aHWsA yC/Iyr CeTeBOW OpraHM3aLmu, B TOM Ync/ie NpeaocTaBieHne TUNoBbiX Gopm
JOKYMEHTOB

MpepocTaBneHMe KOHCYIbTaLMii NO BONPOCAM OKa3aHMsA yCayr CETEBOM OpraHM3aLuu.

B cnyyae oTCyTCTBMA MHOOPMaUMM Yy pPabOTHMKA, OCYLLECTBAAIOWLErO OYHbIM npuem, A4S
NpegoCcTaBNEHMA KOHCYNbTaUMW PabOTHUK PerncTpupyet nMcbMeHHoe obpalleHue, OTBET Ha
KoTopoe npegocrasnsaerca B TeyeHue 30 gHel

MpeaoctaBneHne nHbGopmauum o cTaTyce UCNONHEHUA 3a8BKM Ha OKasaHue ycayr (npouecca),
[OroBOPa OKa3aHMA YCayr, PacCMOTPEHUA 06paLleHuns, cofeprKallero xanoby

Bblgaya AOKYMEHTOB NoTpebuTenam, B TOM YNCAE AOTOBOPOB Ha OKa3aHWE YCAYr, KBUTAHLUWUN,
cyeToB-GaKTyp Ha onaaTty ycayr, 4OKYMEHTOB MO pe3y/nbTaTaM OKasaHuA ycayr (aKToB), akToB
6e3yuyeTHoro (6e3noroBopHOro) NnoTpebaeHns 3NEKTPUYECKOM SHEPTUMU

MpegoctasneHve uHbOPMaUMM O NPUYMHAX M CPOKax MAaHOBbIX MNEPepbIBOB nepeaayn
3/1eKTPUYECKOW 3HepPru, NpuYMHax HecobaaeHnsa TpeboBaHUIM K NapaMmeTpam ee KayecTsa, O
JaTe 1 BpEMEHM BOCCTAaHOB/IEHWA Nepeaaym 3/1eKTPUYECKOM 3Heprm, a TakKe 06 obecrneyeHmm
COOTBETCTBMA KauecTBa 3/1eKTPUYECKON SHeprun TpeboBaHNAM 3aKOHOAaTeNbCTBa.

Mpn oTcyTcTBMM MHPOPMaLUKN Y PaBOTHUKA HA MOMEHT MoceLLeHns paboTHUK NpeaocTaBafeTr
oTBeT NoTpebuTento He No3aHee 4 4acoB C MOMEHTA perucTpaumm obpalleHus ¢ 3anpocom. Ecam
obpalleHMe COAEPNKUT Kanoby U M3M0XKeHHble ¢aKTbl TpebyloT aHanAM3a maTepuanos, TO
paboTHMK npeanaraet noTpebuTento HanpaBuUTb B CETEBYHD OPraHM3aUMI0 MNUCbMEHHOEe
obpaleHne B popmMe 31eKTPOHHOrO AOKYMeHTa Ui odopMUTb obpalleHme Ha TMNOBOM BiaHKe
npu NoceLLeHnK, OTBET NpeaocTasaseTcs B TeueHne 30 aHen

Mpuem nnatexKel 3a oKasaHue ycayr (B LeHTpax obcnyKmBaHua notpebutenei)

BblAava MHAMBUAYANbHOMO 0MMHA M NapoAsA ANS AOCTYNa B IMYHbLIA KabuHeT notpebutens




MpunoxkeHue N 4

K EAMHbIM CTaHAapTam KavecTsa
ob6cnyKmMBaHMA ceTeBbIMM OPraHU3aLLMAMM
noTpebuTenein ycayr ceTeBbiX OpraH13aumim

10 MpoBegeHe LeNeBblX OMNPOCOB, aHKeTUPOBAHWUA noTpebuTenenm pas OLEHKM KadecTsa
OKa3blBaeMbIX YC/IYT 1 0BCNYKMBAHMSA
OCHOBHbIE AENCTBUA
CETEBOW OPFAHW3ALMW NPU OCYLLECTBNEHUM 3A0O4YHOTO OBCNYKMUBAHUA
NOTPEBUTENEN C MCNONB3OBAHUEM TENEDOHHOW CBA3N
N OCHOBHblE AeNCTBUA CETEBOIM OPraHM3aL MM MPU OCYLLECTBIEHUN 3a04HOTO OBCYKMBAHMA
notpebuteneit nocpeacTsom TenedpoHHOM CBA3N
1 Mpuem, perucTpaums, obpaboTka BXOAALWMX BbI3OBOB NOTpebuTenei € 3anpocom CNpPaBOYHOWM
MHbOpPMauUMKM, No BoMpocam NPeaocTaB/ieHUs OTBeTa NoTpebutento M 3anucu noTpebutenel Ha
npuvem B odurc 06CayRMBAHNA MO BONPOCAM:
1.1 | ocywectBNEHNA TEXHONOTMYECKONO NPUCOeaMHEHUA
1.2 | oKasaHwuA ycnyr no nepegaye aNeKTPUYECKOM IHEPTUU
1.3 | opraHu3aLmu y4yeTa 31eKTPUYECKOM SHEPrnn
1.4 | obcnyxuBaHUA noTpebuTtenemn
1.5 | nony4YyeHUs KOHTaKTHOM MHOPMaLMM CETEBON OpraHmM3aLmMmn U opraHnsaumin, paboTatowmx B chepe

OHEPreTuKM Ha TEPPUTOPUN OEATENIBHOCTU ceTeBom OopraHunsauunun




Mpuem, pernctpauma, o06paboTka BXOAALLMX BbI3OBOB NOTPebMTENEt N0 BONPOCaM KOHCYIbTaLMM 1
npeaocTaBaeHnsa oTeeTa noTpebutento

Mpuvem nokKasaHM NPUOOPOB y4yeTa 3SNEKTPUYECKON 3SHEPrUM B CAyYasax, MNpPesyCMOTPEHHbIX
OCHOBHbIMW MONOXKEHUAMU GYHKLMOHUPOBAHUSA PO3HUYHbLIX PbIHKOB 3/IEKTPUYECKOIN 3IHEPIUM,
YTBEPXKAEHHbIMKU NOCTaHOBNAeHMeM lNpaButenbcTBa Poccuinckoit Pepepaunm ot 4 maa 2012 r. N 442

Mpuem, peructpauma, ob6paboTKa BXOAALMX BbIBOBOB MNOTpedbuTenem c coobuieHMem o
6e310roBopHOM 1 He3y4eTHOM NOTPEDNEHMUN INEKTPUYECKOM SHEPTNM, @ TAKIKE O XULLLEEHNM 0O BbEKTOB
3/IEKTPOCETEBOIO XO3ANCTBAa CETEBOM OpPraHmn3aLmm

4.1

Mpuem, perucTpaumsa, o6paboTKa BXOAALWMX BbI30BOB NOTpebutenen c cooblieHnem o
HECOOTBETCTBMM KauyecTBa 3/IEKTPUYECKON ISHEPruM TeXHUYECKUM pPernameHTam U MHbIM
ob6a3aTenbHbIM TpeboBaHUAM. [epeaaya yKasaHHbIX COOBLLEHMIA ONepaTUBHOMY NEPCOHaNy CETEBOM
opraHusaumm (Npu Heob6xoAMMOCTH)

4.2

Mpuem, pernctpaumsa, 06paboTka BXo4ALLMX BbI3OBOB NOTPebUTENEN C COObLLEHMEM O NPEKPALLEHUM
nepesaun 37eKTpUYecKol sHepruun. MNepesaya yKasaHHbIX COOBOLEHUI OnepaTMBHOMY NMepCcoHany
ceTeBow opraHM3aunm (Npm HeobxoaAMMOCTH)

Mpuem, peructpaums, obpaboTka BXOAALIMX BbI3OBOB NOTpebuTeneit ¢ 3anpocom UHbopmauumn o
NAaHUPYEMbIX CPOKax BOCCTAHOB/EHUA MNepedayn 3SNeKTPUUECKON 3HeprMu, Mo BOMpocam
obecneyeHns COOTBETCTBUA KauyecTBa 3/1€KTPUYECKON SHEPTUU TEXHUUYECKUM periaMmeHTam v UHbIM
obAsaTenbHbIM TpeboBaHUAM

OCYLLI,ECTB}'IGHMG ncxoaAawmMx BbiIsoBoB 414 yseaoMmieHUA n0Tpe6MTene17| 06 aBapVIVIHbIX CUTYyaumnAax B
INNEKTPUNYECKUX CeTAX, PEMOHTHbIX ¢ I'IpOd)MﬂaKTVI‘-IeCKMX pa60Tax B nopAagke W CpPOKW,
YCTaHOB/IEHHbIE AOTOBOPOM Ha YyCNyrn no nepegave 3ﬂ€KTpM‘-IECKOﬁ HEeprnmn

OCVLIJ,ECTBIIGHVIG ncexoaAwnMx BbISOBOB AO1A4 yBEOOMIEHUA I'IOTpe6VITEJ'Ieﬁ npun ocywectsieHnmn
TEXHO/IOTN4YeCKoro npncoegnHeHnA, OKkasaHmA ycnyr no nepeaade 3ﬂ6KTpVI‘-IECKOﬁ SHEprmn mn npun
ocywectBiEHNMN KOMMEPYECKOro yyeTa 3ﬂ6KTpl/I‘-IeCK0171 HEeprum

OcyliecTeiieHMe UCXOAALLIMX BbI3OBOB AN OTBeTa noTpebuTtensam Ha obpalleHuns, Ha KoTopble He
6b1/10 BO3MOXHOCTU NPeaoCcTaBuTb OTBET HEMOCPEACTBEHHO MPU NOCTYMNAeHUmn obpalleHuns
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Mpuem, perncrtpaums, obpaboTka BXOAALWMX BbI30OBOB MNOTpebuteneit, coaepralimnx »Kanoby, u
npeaocTas/ieHMe OTBETa NOTpebuTento

10

MHd)OpMaLI,MOHHOE B3aMMOAEVICTBMe C onepatunBHbiIM NeEPCOHaA/IOM ceTeBou opraHnsauunn npu
nocrynneHmnn o6pa|.|.|,eHm71 no BOMpPOCam HECOOTBETCTBUA Ka4deCTBa 3IIEKTpM‘-IeCKOﬁ HEpPrnm
TEXHUYECKMUM pernameHTam " UHbIM 0bA3aTeNnbHbIM Tp66OBaHMF|M, nepepbiBoB, MpeKpaweHna
nepegayvun 3J'IEKTpM‘-IeCKOl71 HEpPrnmn MHd)OpMaLI,MM aBapMVIHbIX M NNaHOBbLIX OTKAKOYEHUNAX
I1IEKTPO3HEPTINUN

11

MpoBeaeHMe LieNeBbIX ONPOCOB, aHKETUPOBAHUA NOTPebUTENEN A5 OLLEHKM KauyecTBa OKa3bliBaeMbIX
YCAYT U 06CNYKNBaAHUSA

OCHOBHbIE AEMNCTBUA

MpunoxeHune N 5

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

CETEBOW OPTAHWM3ALIMW MNP OCYLLECTBNEHWUM 3AOYHOIO OBC/TYKUBAHUA

NOTPEBUTENEN C UCNONb30BAHUEM CETU MHTEPHET

CNUCOK U3MEHSIOLLMX AOKYMEHTOB
(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

OCHOBHble AeNCTBMA CeTEBOM OpraHM3auumn npu NHTepaKTUBHbIN CpoK ncrnonHeHun
OCYLLEeCTBNEHNN 3a04HOI0 06CNYKUBAHUA cepBuc
notpebutenei B cet MHTepHeT
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1 Mpuem obpalLeHnii noTpebuteneit ¢ 3anpocom B TeueHue 15 gHeit
crnpaBoYyHoOM MHPOpMaLUUM Yepes MHTEPAKTUBHbIE CO AHA
3NEeKTPOHHble GOpPMbl, NPEAOCTaBNEHME OTBETA oTnpaBaeHuA
noTpebuTento n 3anucb NnoTpebutenei Ha npuem B obpalleHun
oduc obcnyKMBaHMA MO BONPOCaAM:

1.1 OCYLLLECTB/IEHUA TEXHONOTMYECKOTO NPUCOEANHEHUSA

NHTepHeT-npuemHas,

1.2 OKasaHWA ycayr no nepeaaye 371eKTPUYECcKoin NNYHbIA KabuHeT
aHeprum notpebutens

1.3 OpraHM3aLMn yyeTa 3N1eKTPUYECKON SHEePrun

1.4 obcnymBaHuA notpebuteneit

1.5 KOHTaAKTHOM MHbOPMaLMKN CETEBOM OPraHn3aumm u
opraHM3auun, paboTaroLmx B chepe sHepreTUKn

2 Mpuem obpalLeHnii noTpebuteneit No Bonpocam NHTepHeT-npmuemHan, |B TeueHune 15 gHeit
KOHCY/IbTaLUM Yepes MHTEPAKTUBHbIE 3/IEKTPOHHbIE | IMYHbIN KabuHeT CO AHA
dopmbl 1 NpeaocTaBaeHMe oTBeTa NOTpebuTento notpebutens oTnpaBaeHun

obpalLeHun

3 Mpuem Kanob notpebuTenel yepes NHTEPaAKTUBHbIE | UHTepHeT-NpuemHas, | B TeyeHune 30 gHelt
3NEKTPOHHbIe popMbl U NpeaoCTaBIeHMEe OTBETA JIMYHbI KabuHeT CO AHA
notpebutento notpebutens oTnpasaeHus

obpalleHun

4 Mpuem 3anBKK/3anBAEHNA Ha OKa3aHWe yCayr Yepes B TeueHune 1 aHAa co
WMHTEPAKTUBHbIE 3/IEKTPOHHbIE GOPMbI, B TOM YMCAE: [OHA OTNpaB/ieHus

obpauieHua B

4.1 3aABKM Ha TEXHOJIOTMYECKoe NpucoegmHeHne K JIN4HbIA KAaBUHET | cpyyae

3NEKTPUYECKUM CETAM notpebutens KOMMNEKTHOCTU
N OOKYMEHTOB 1
4.2 3aABKM O HEOHXOAMMOCTU CHATUA NOKA3AHWUN

cyuiecTeytowero npubopa ydyeta

NOJIHOTbI CBEAEHUM




4.3

3as1BKM Ha OCYLLECTB/IEHMEe AOMYCKa B 3KCM/IyaTauuto
npubopa yyera

B
3aABKe/3anaBNeHUN

4.4 3aABaeHMA Ha 060pyA0BaHNE TOYKM MNOCTABKM
npubopamm yyeta
4.5 3aABKM Ha YCTAaHOBKY, 3aMeHY U (MK) aKkcnyaTaumio
npmnbopos yyeTa
5 Mpuem Yepes MHTEPAKTUBHbIE 3N1EKTPOHHbIE OpMbI | UHTEpHET-NpueMHas, |B TedeHue 1 gHs co
coobueHnit o besgoroBopHom (6esyyeTHoMm) JINYHbIN KabuHeT [OHSA oTnpaBneHun
noTpebeHNN 3NEKTPUYECKON SHEPTUMN, XMLLLEHUMU notpebutens obpalLeHus
06BEKTOB 3/1IEKTPOCETEBOIO XO3AMCTBA
6 Mpuem nokasaHM NpMOOPOB yyeTa 3NEKTPUYECKON | JIUYHBIN KabuHeT B TeueHne 1 gHsa co
saHeprum notpebuTens OHA oTnpaBaeHun
obpalLeHun
7 MpepocTtaBneHne MHPopmaLMm o cTaTyce JINYHbIN KabnHeT B TeueHune 1 aHa co
WCMNOJIHEHUS 3as8BKM Ha OKasaHue ycayr (npouecca), |noTpebutens OHS OTNPaB/eHUs
[0roBopa OKasaHusa ycayr obpalLeHus
8 MpepocTtaBneHne MHPopmaLmMm o cTaTyce UHTepHeT-npuemHan, |B TeyeHue 1 aHA co
paccMOTpeHMUA 0bpallleHUA, coaepKaLLero Kanoby | AMYHbIN KabuHeT [OHA OTNpaB/ieHus
notpebuTens obpalleHun
9 MpenocTaBneHne 3/1eKTPOHHbIX KOMUIM AOKYMEHTOB | JIMUHbIN KabuHeT B TeueHue 15 aHen
notTpebutenam no pesynbTaTaM OKa3aHWA ycayr notpebutens CO AHA
(akToB), aKTOB 6e3yyeTHOro (6e340roBopPHOrO) oTnpaBieHnn
noTpebneHns 3NeKTPUYECKOM IHepPrnm obpalLeHun
10 Bblgaya nHANBMAYANBHOTO IOTMHA M NAPOAA gNA UHTepHeT-npnemHasa |B TeyeHue 1 gHAa co

A0CTyna B IYHbIN KabuHeT noTpebutens

[OHSA 3anoNHeHUs
perncTpaunoHHoM

dopmbl




11 YAaneHHbIn focTyn K NoKasaHMam npmbopa y4yeTta JINYHbIM KabuHeT Mpu 3anpoce
Mo TOYKaM y4eTa 3/1IeKTPO3HEpPrum notTpeburens, noTpebutenn
CTaTUCTMKe noTpebneHus (Npu HaIMYUU CUCTEMDI
yyeTa C yaasieHHbIM cbopomM AaHHbIX)
12 MpepocTaBneHme cHETOB Ha ONaaTy ycayr no JINYHbIN KabuHeT B TeueHune 15 gHeit
TEXHOJIOrMYECKOMY NPUCOELMHEHWNIO notpebutens CO AHA
oTnpasaeHusA
obpalleHun
(n. 12 B pea. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)
13 MpoBeaeHMe LeneBbiX ONPOCOB, aHKETUPOBAHUS NHTepHeT-npuemHan, |Ha noctosaHHOM
notpebuteneit Ana OLLEHKN KayecTBa OKasblBaeMbIX | IMYHbIN KabuHeT oCHOoBe
YCAYT U 06CNyKUBaHUA notpebutens
14.1 MpepocTaBneHne MHPoOPMaLLMM O NPUYUHAX U JINYHbIN KabnHeT B TeueHune 1 aHn
CPOKax M/IaHOBbIX (BHENIAHOBbIX) OrPaHNUYEHUAX notpebutens
peXkmMma noTpebneHnn 3NeKTPUUYECKON IHepPrnn
(mowHoCTM) NoTpebutenei, a TakKe o aaTe U
BPEMEHM BOCCTAHOB/IEHWUA 3/1EKTPOCHABKEHUS
14.2 MNpepocTaBneHne MHGOPMaLMKN O NPUUYNHAX B TeueHue 15 gHeit

HecobntoaeHuA TpeboBaHUI K NapameTpam
KauyecTBa 3/1eKTPUYECKOM SHEPTMM, O MEPONPUATUAX
n pabotax, HeobxogMmbix ana obecneyeHusa
COOTBETCTBUSA KAYeCTBa 3/IEKTPUUECKOM SHEPTUM
TpeboBaHMAM 3aKOHOA4ATENbLCTBA

CO AHA
oTnpasaeHuA
obpauteHua. Ecam
N3/10KEHHbIE
baKTbl TpebytoT
aHanm3a
MaTepuanos, To
CPOK
npeaocTaBaeHmn
OTBETa MOXET bbITb
npoaneH go 30
AHeM
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CTPYKTYPA
PA3ZE/IA "NOTPEBUTENAM" OPULIMASIBHOTO CANTA
CETEBOW OPTFAHM3ALINU

HanmeHoBaHue CopepaHue OnucaHue
noapasgena
Tepputopua O6wasn nHpopmaumsa MepeyeHb 30H AEATENbHOCTM CETEBOM OpraHM3auumM C
obcnyKmBaHus AeTanunsaumeit No HaceNeHHbIM MYHKTamM M palioHam

ceTeBOM OpraHM3auum

ropoos, onpenenaembix B COOTBETCTBMM C rpaHULLAMU
6anaHcoBom NPUHaONEKHOCTU 3/1eKTPOCETEBOrO
X038ACTBa, HaxodAlleroca B cobcTBeHHoCTH duavana
WAN  NpUHag/iexallero emy Ha WHOM 3aKOHHOM
OCHOBaHUMU

TexHnyeckoe coCToAHMe

ceTem

CBefleHMA O TeXHUYECKOM COCTOSIHUM CeTei, B TOM
ynucne:

1) cBoAHble faHHble 06 aBapWMMHBIX OTKAOYEHUAX B
MecAl, N0  rpaHuMUaM  TeppuTOpMaNbHbIX  30H
0eATeNbHOCTN OPraHM3aLMn, BbI3BAHHbIX aBAPUAMMU AU
BHEM/IAHOBbIMM OTK/IIOYEHUAMM 06beKTOB
SNEKTPOCETEBOrO  XO3AWCTBA, C YKasaHMemM  AaThbl
aBapMIHOIO OTKIOYEHUS OOBEKTOB 3/1EKTPOCETEBOrO
X03AMCTBA U BKAOYEHUS UX B paboTy, NPUYMH aBapui

MpunokeHne N 6

K EANHBbIM CTaHZapTam KayvecTBa
06CNYKMBaAHMA CETEBBIMM OPraHM3aLUAMM
notpebuTenen ycnyr ceTeBblX OpraHM3aLmi



(no utoram paccnegoBaHua B yCTaHOBIEHHOM NopaakKe)
N MeponpuUATUIA MO UX YCTPAHEHMUIO;

2) o6bem HeAOMOCTaBNEHHOM B pe3y/ibTaTe aBapUMHbIX
OTKOYEHUI INEKTPUYECKOM IHEPTUMY;

3) BBOA B PEMOHT 1 BbIBOA, U3 PEMOHTA 3/1IEKTPOCETEBbIX
06BEKTOB C YKa3aHMeM CPOKOB (cBogHaA MHdopmaLms)

MNepepayva
3NIeKTPUYECKOoMn
sHeprum

0O6buwasn nHdopmauma o
nepegave
3/1EKTPUYECKOI IHEPTUN

MHPopmauma o nepenaye 3/MEKTPUYUECKOM 3HEpPruu,
CXeMa B3aMMOAENCTBMA Y4YaCTHMKOB MO nNepegaye
3/1eKTPO3HEPIUM

HopmaTuBHble
OOKYMEHTbI

MepeyeHb aKTyasibHbIX HOPMATUBHbIX JOKYMEHTOB

Macnopta ycnyr
(npoueccos)

MepeyeHb nacnoptoB Bcex ycayr (npoueccos),
OKa3blBaeMbIX (ocywecTBnaembix) ceTeBoW
opraHusauuen notpebuTtenam npu nepegave

3NEeKTPUYECKON IHeprumn

Tunosble GpoOpMbl
AOKYMEHTOB

CDOprI TUMNOBbLIX AO0OroBOpOB Ha OKasaHWe ycayr no
nepepgaye 3!'IEKTpVILIECKOl7I HEprum

Tapuodbl Ha ycayrv no
nepegave
3/1EKTPUYECKOI IHEPTUN

Tapudbl Ha ycayrm no nepefadye 3NEKTPUYECKOMN
SHEPrMn Ha TeKylWMi nepuoa pPeryanpoBaHusa C
YKa3aHMeM UCTOYHMKa oduUManbHOro onybankoBaHUA
peleHns opraHa WCMONHUTENbHOM BRacTU B 0bnacTu
rocy4apCTBEHHOIO pPeryanpoBaHMA TapupoB CybbekTa
Poccuiickoit ®epepauymm

BanaHc aneKkTpuyeckoin
3HEepPrum 1 MOLLHOCTU

1. OTnNycK 3NEKTPUYECKON 3SHEeprMmM B CeTb W OTNYCK
3NEeKTPUYECKON SHEPTUN U3 CETU CeTEBOI KOMMaHMM No
YPOBHSM HaNpsKeHUN, NCMNo/b3yeMbIM ans
ueHoobpasoBaHMA, MOTPebUTeNnsmM  3NeKTpUYeckon
SHEPrun U TEPPUTOPMANbHBIM CETEBLIM OPraHM3aLMAM,
npucoeaMHEHHbIM K CETAM CETEBOM OpraHmn3auuu.




2. O6bem nepefaHHOM 3N1EKTPOIHEPTNN MO AOrOBOPaM
06 OKasaHMM yCayr Mo nepegadve 3/eKTPUYECKOM
3Heprum notpebutensm CceTeBOM OpraHusauum B
pa3pese YypOBHEN HanpsaAMKeHWn, WUCMONb3yemblx ANA
LeHoobpasoBaHMA.

3. MoTepu 3NEeKTPUYECKOM IHEPIrUM B CETAX CETEBOW
opraHvsaumm B abCoONIOTHOM W OTHOCUTE/IbHOM
BbIPA*KEHMUW MO YPOBHAM HaMpPAMKEHWNA, NCNONb3yeMbIM
Ans uenen ueHoobpasoBaHUs

3aTtpaTbl Ha onnaty
noTepb

1. 3aTpaTbl CETEBOW OpraHU3aLMM Ha MNOKYMKY NoTepb B
COBCTBEHHDIX CETAX.

2. YpoBeHb HOPMATUBHbLIX MOTEPb 3INEKTPUYECKOM
SHEPIrMM Ha TEKYLWMIA Nepuos C yKasaHMEM MUCTOYHMKA
ony6aunkoBaHWA peweHuAa o6 yCTaHOBNEHUU YPOBHA
HOPMaTUBHbIX NOTEPb.

3. MNepeyeHb MepPONPUATUIA MO CHUNKEHUIO PA3MePOB
NnoTepb B CETAX, 3 TaKXKe O CPOKaX WMX MCMOJIHEHMA U
NCTOYHUKaAX d)VIHaHCVIpOBaHMﬂ.

4. 3aKynka CceTeBOW OpraHusauMeln 3/eKTPUYecKomn
3HEpPrMM s KOMMEeHCauuu MoTepb B CeTAX U ee
CTOMMOCTW.

5. Pasmep ©aKTMYECKMX MOTEpPb, ONAaYMBAEMbIX
MoKynaTensiMm npu  OCYWEeCcTBAEHUN pacyeToB 33
3NEKTPUYECKYIO SHEPTULO MO YPOBHAM HanpaxeHwus

TexHonormyeckoe
npuncoegnHeHue

O6wasn nHpopmauymsa o
TEXHO/IOTMYECKOM
npucoesnHeHUn

MHPopmauma o  npouesype  TEXHONOTMYECKOro
npucoeanHeHuns. Cxema B3aMMOZLEWNCTBUA YYACTHUKOB
npouecca

HopmaTunBHble
OOKYMEHTbI

MNepeyeHb aKTyasibHbIX HOPMATUBHbLIX AOKYMEHTOB MO
TexHosorm4eCcKomy npncoeamnHeHuo

Macnopta ycayr

MepeyeHb yenyr (npoueccos), OKa3bIBaeMbIX




(npoueccos) npoueccos

(ocyuiectenaembix) ceTeBou opraHusaumen
noTpebuTtenam npu TEXHOOrMYECKOM NPUCOeaANHEHUN

MopsAAOK BbIMOJAHEHUS
MepOonpUATUIA,
CBA3AHHbIX C
npucoeanHeHNeM K
ceTam

MopAAOK BbINONHEHUSA TEXHOIOTMYECKMX, TEXHUYECKUX U
APYrMX MeponpuaTUiA, CBA3AHHbLIX C TEXHOAOTMYECKMM
nNpucoesvHEHNEM K 3/IEKTPUYECKMM CETAM, BK/KOYas
nepeyeHb MEepPONpPUATUN, HeobxoauMMbIX  ONA
OCYLLECTBNEHUA TEXHOJ/IOTMYECKOTO MPUCOeAUHEHMA K
3N1EKTPUYECKMM CeTAM, U MOPALOK BbINOJHEHUA 3TUX
MEPOMNPUATUIA C YKasaHMEM CCbIIOK HAa HOPMAaTUBHblE
NpaBoBble aKTbl

Tunosble ¢popmbl

Tunosble ¢GOPMbl AOKYMEHTOB Ha TEXHONOrMYeckoe

[OKYMEHTOB npucoeaMHeHne No Kaxagon rpynne 3anasutenei

Tapudbl Ha Tapudbl Ha TEXHONOTMYECKOE MNPUCOEAMHEHME Ha
TexHo/lorMyeckoe TEKYWMIA nepuom, PeryMpoBaHusas €  YKasaHUem
npucoeamMHeHue MCTOYHMKA OOGULMaNbHOrO Onyb/MKOBaHUA peLleHUs

opraHa  MCNOAHMTENbHOM  BnactM B obnactu
rocyfapcTBEHHOrO perynvMpoBaHuna TapudoB cybbekTa
Poccuiickoit ®epepaumm

CsefeHuWA 0 Hanunm
MOLLHOCTH, cBOBOAHOM
A8 TeXHOI0TMYECKoro
npucoeanHeHus

CBegeHvs O Haanumm obbema cBobogHoW AanA
TEXHO/IOTMYECKOTO  NpUcoeanHeHna  notpebuteneit
MOLLHOCTM Ha 0ObEKTaX 3/1eKTPOCETEBOrO X03AMCTBA C
YKasaHuem Tekywero o6bema MOLWHOCTM Ha TaKux
0b6beKTax (0TAeNbHO NO KaxKAoMy 06beKTY)

CBefeHus 0 NOAaHHbIX
3aABKax Ha
TexHo/loruyeckoe
npucoeamMHeHue,
3aK/0YEHHbIX
[0roBopax u
BbIMO/IHEHHbIX

1. CBeaeHuA o KoainyecTse 3a8BOK M 06beme MOLLHOCTY,
HeobXxoAMMOM A5l UX YO0BAETBOPEHMA.

2. CBeAeHMA O KOIMYECTBE aHHYIMPOBAHHbIX 3aABOK Ha
TEeXHO/I0rMYecKoe NpuUcoeINHeHue.

3. CBefeHMA O BbINOJAHEHHbIX MPUCOEANHEHUAX U
obbeme npmcoegMHEHHOM MOLLHOCTH.

4. CsBejeHMs O  3aKAOYEHHbIX Jorosopax 06




npuncoeanHeHNAX

OCYLLECTB/IEHUM TEXHOIOFMYECKOTO NPUCOEAMHEHMUA K
3NIEKTPUYECKMM  CeTAM C  YyKasaHuem  obbema
npucoegmMHAEMOM MOLLHOCTM, CPOKOB M naaTbl MO
KaXkgoMy 40roBopy.

Kommepueckuit yuet

O6uwas nHpopmauyms

Obwana wHPopmauma o nopagKe OCYLWECTBAEHUA

3NEKTPUYECKON KOMMEPYECKOro yyeTa
aHeprum
HopmaTtusHble MepeyeHb aKTyasibHbIX HOPMATUBHbIX AOKYMEHTOB MO
[LOKYMEHTbI OCYLLECTB/IEHMIO YYETa 3/IEKTPUYECKON IHEPTUN
MacnopTa npoueccos MepeyeHb Bcex ycayr (NpoueccoB), OKasblBaeMblxX
(ocywecTBnfaembix)  ceTeBOW  opraHusaumelr  no
KOMMEpPYECKOMY yUeTy
Tunosble ¢popmbl Tunosble GopMbl LOKYMEHTOB
[OKYMEHTOB
TpeboBaHusA K TpeboBaHMA K MecTaM YCTaHOBKM npubopos yueta,
opraHM3aumm yyeta cxeme noAaKAto4eHNA " METPOIOrNYECKUM
XapaKTepuctMkam npubopos ydyeta 6e3 yKasaHWs Ha
TOBApPHble 3HAKW, 3HAKM OOCAYKMBaHWUA, GUPMEHHbIE
HaMMeHOBaHWA,  MaTeHTbl,  MNONEe3Hble  MOAenNw,
NPoMmblIlWaeHHble  06pa3ubl, HaMMeHOBaHWA  MecCT
NPoOUCXoXaeHUa NpubopoB yyeTa MAM HAUMEHOBAHMUA
npoussoguTenein npnbopos yyeTa
O6cnyxuBaHue Odwucbl obcnykmanma | 1. NMouTtoBsble agpeca u rpadurK paboTsl
notpebutenei notpebutene odurcoB obcayKMBaHUA NOTpebuTene.

2. TenedpoHHble HOMepa 3a04YHOro O6CAYKMBAHMA MO
BOMpocam TEXHO/IOTMYECKOro npucoeamHeHus,
nepeaayn 31eKTPUYECKON 3HEpPrMn U OCyLLecTBAEHMSA
KOMMepP4eCcKoro yyerta.

3. DNeKTPOHHbIA ajapec ceTeBOM opraHM3auun AanA
HanpaB/eHuA obpalueHui notpebuTenei no




3/IeKTPOHHOM dpopme.

4.  ®amunumn,  MHUUMANbI  AOJXKHOCTHbIX /ML,
OTBETCTBEHHbIX 33 06CnyXuMBaHMe noTpebuTenel
CeTeBOl OpraHM3aLuu.

5. dopma 3anmncuM Ha O4YHbIM npuem B oduc
obcnyKuBaHus

3ao4yHoe 0b6cnyKMBaHMe
nocpeacTsom
TenedoHHOM CBA3MU
(EAMHBIN LeHTp
06paboTKK BLIZOBOB)

TenedoHHble HOMEpPa 3a04HOrO O6CAYKMBAHWMA MO

BonpocCam SJ'IEKTpOCHa6)KEHMﬂ, ocyuwecrtsaieHnA
TEXHO/I0Irn4yecKoro npucoeanHeHuMA, nepegayu
3!'IEKTpM‘-IECKOl71 IHEeprumn n ocyuwecrtsaieHnAa

KOMMEpPYECKOTO yyeTa.

MepeyeHb BOMPOCOB, MO KOTOPbIM NOTPebuTenb MoxKeTt
MONYYUTb CMPABOYHYIO MHPOPMALMIO U KOHCY/bTaLMIO
npu obpaLLeHnm No yKasaHHbIM TenePpoHHbIM HoOMepam

MHTepaKTUBHaA
obpaTtHas cBA3b
(MHTEepHET-NpHemHas)

B pybpuKe pasmeLLatoTca MHTEPaKTUBHbIE 3/IEKTPOHHbIE
dopmbl c obaszaTenbHOM ANA 3aNOJIHEHUA KOHTAKTHOM
MHbOpMaumein U nNpegnoyTUTENbHBIM  CNocobom
nosyyeHua oTeeTa. Mpu HanpaBieHMM obecneynsaeTca
BO3MOXHOCTb NPUKpenaTb ¢alkinbl ¢ MaTepuanamm no
obpalleHuto.

INeKTpOHHbIe GOpPMbl NpeaycMaTpMBatloT cieayolme
KaTeropum obpalyeHunit:

1) 3anpoc cnpaBoYHON MHPOPMALMU/KOHCYAbTaLMW;

2) obpalleHune, cogeprKaliee Kanoby;

3) coobueHne o 6e300roBopHOM (6e3yyeTHOM)
noTpebneHnn sNeKTpUIecKomn sHepruu;

4) onpoc notpebuteneit (aHKkeTa notTpebutens).

B pybpuke obecneumBaeTcA BO3MOMKHOCTb MOJNYYEHUA
notpebutenem cBegeHWA O CTaTyce PacCMOTPEHUA
ob6palleHua, HanpaBAEHHOrO B CETEBYIO OPraHM3aUmto B
3/1eKTPOHHOM dopme




HopmatusHble
OOKYMEHTbI

1. [lepeyeHb HOPMATMBHbLIX MNPABOBbIX  AKTOB,
peryampyowmx npoueaypy oKkasaHus (ocyLecTBieHus)
ceTeBoM opraHusaumen ycayr (npoueccos)
notpebuTenam.

2. WHPopmauma o nopsake nodadym UM CpoKax
paccmoTpeHus obpalleHnin noTpebuTtenen, npu 3Tom
CPOKM  pacCMOTpeHuss obpalleHWs He  OO0J/IKHbI
MpPeBbIlWaTb CPOKM, OnpeaeneHHble AencTBYIoWUMn
HOPMATUBHbIMW NPABOBbIMMU aKTaMW.

3. Mopaaok paboTbl B AMMHOM KabunHeTe noTpebutens

JINYHbIN KabuHeT
notpeburens

JNTnyHbIit KabuHeT NnoTpebutens

npeaocTasaser afpecHyto MHPOpMaLMIO
notpebutenam, B TOM uucne MHPopmaumio O xoae
NPoxXoXAaeHuA 3Tanos paccMmoTpeHus 3aABKU
noTpebutens M UCMONHEHUs AorosBopa (nocTynaeHue
33ABKM, BblJaya TEXHWYECKUX YCNOBUM, 3aKAOYeHMe
[OoroBopa, WCMOAHeHWe  aorosopa, ¢dakTuyeckoe
npucoeguHeHue)

Bonpocbl 1 oTBeTbI

B pybpurKe pasmeLyaloTcsa YacTo 3a4aBaemble BOMPOCHI,
BO3HMKalowue y notpebuTenei, u oTBETbI Ha HUX




MpunnoxkeHne N 7

K EAMHBIM CTaHAapTam

KayecTBa 06CNyKMBaHUA ceTEBbIMU
opraHusaumnsmm notTpebuTene
YCAYT CeTeBbIX OpraHM3aLnit

CNnCOK M3MEHALWMNX AOKYMEHTOB
(sBepeHo Mpukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

VMubpopmaluss O KauecTBe OOCIHYXMBAHUSA NoTpeburenein
yCcuyr 3a Ton

(HaMMeHOBaHME CEeTeBOM OopTraHM3alLuu)
1. O6bwan nHbopmaLms 0 CETEBOIN OpraHM3aLunn

1.1. Konnvectso notpebuTeneit ycayr ceteBoi opraHnsaumm (aanee - notpebutenu) c pasbuskomn
Mo YPOBHAM HaNpPsAXKeHWUs, KaTeropmMam HageKHOCTU noTpebuTenei n Tuny notpebutenein (pusmnyeckme
AN lopUanYeckne nnua), a TakKe AUHAMMUKA MO OTHOLLIEHWUIO K rody, NpeallecTBYowemy OTYeTHOMY,
3aMno/IHAETCA B NPOM3BO/IbHOM dopme.

1.2. KonnyectBo To4YeK MOCTaBKM BCErO M TOYEK MOCTaBKM, 06opyaoBaHHbIX Npubopamn y4yeTa
3/IeKTPUYECKOM 3Hepruun, ¢ pasbuskoi: dmsmMyeckne nuua, opugmyeckme nnua, BBOAHbIE YCTPOMCTBA
(BBOAHO-pacnpenenuTenbHoe YCTPOMCTBO, M1aBHbIA pacrnpeaenuTeNbHblid WUT) B MHOFOKBapTUpPHbIEe
aoma, b6ecxo3siiHble OOBEKTbl 3/1EKTPOCETEBOr0 X035MCTBA, NPUOOpPblI yyeTa C BO3MOMKHOCTbIO
AUCTaHUMOHHOrO cbopa AaHHbIX, a TaKXe AMHaMMKa MO OTHOLWEHMIO K rogdy, npealwecTBylowemy
OTYETHOMY, 3aMOIHAETCA B NPOU3BOIbHON Ppopme.

1.3. WHdopmauma o6 0bbEKTax 3/EeKTPOCETEBOrO XO3AMCTBA CETEBOM OpraHuMsauuMu: ANUHA
BO3AYLLUHbIX IMHUIA (aanee - BJ1) u kabenbHbiX IMHWIA (ganee - K/1) c pa3brBKol N0 YPOBHAM HaNpAXKeHUs,
KonunyecTBo noacTtaHumii 110 KB, 35 kB, 6(10) KB B AMHaMMKe OTHOCUTENIbHO roga, NpeaLecTByHOLLErO
OTYETHOMY, 3aNONHAETCA B NPOU3BOAbHOMN dopme.

1.4. YpoBeHb $pU3NYECKOrO M3HOCA OOBEKTOB 3/1IEKTPOCETEBOrO X0O3AMCTBA CETEBOM OPraHU3aLLmm C
pa3buBKOW MO YPOBHAM HaNpPSAXKeHUA U Mo Tunam obopyaoBaHMA, a TaKKe AMHAMMKA MO OTHOLWEHUIO K
rofy, NpeaLecTByoWweMy OTYETHOMY, 3aN0JIHAETCA B NMPOU3BOJIbHOM GOPME M BbIPAXKAETCA B MPOLLEHTAX
MO OTHOLIEHMIO K HOPMATUBHOMY CPOKY C/y*KObl 06bEKTOB.

2. MIHpopmauma o KayecTse ycayr no nepegaye
3/1EKTPUYECKOI 3HEPrnn

2.1. MNoKasaTenn KadyecTBa yCiyr no nepegaye 3/eKTPUUYECKOW 3HEPrMu B LLEIOM MO CEeTeBoW
OpraHuM3auMM B OTYETHOM NepuoAe, a TaKke AMHAMMKa MO OTHOLIEHWIO K rody, NpeaLlecTBylolemy
OTYETHOMY.


consultantplus://offline/ref=43E6AEA862DC7423C81E7E6033AF00FC8F4BE6D99E65D53BFF64335DCF47532F87C1CE7ABD52304BC030A648EB5C313C7C135C2C700B57E0xEwAH

N MokasaTenb 3Ha4yeHne nokasartens, roapl
N-1 N AdnHamuka
(TERYLWMI | U3MeHeHUn
roa) nokasartens
1 2 3 4 5
MokasaTenb cpeAHelt  NPOAOKUTENbHOCTM  MPeKpalleHnit
1 IT
nepefaymn 3NeKTpMUYecKom sHeprum (- SAIDI)
1.1 BH (110 KB u Bbiwe)
1.2 CH1 (35 - 60 kB)
1.3 CH2 (1 - 20 kB)
1.4 HH (no 1 kB)
MokasaTenb cpeaHel 4YacToTbl  MpeKpaleHuid  nepegayn
2
3N1EeKTpUUecKomn sHeprum (- SAIFT)
2.1 BH (110 KB u BbiLe)
2.2 CH1 (35 - 60 kB)
2.3 CH2 (1-20kB)
2.4 HH (po 1 kB)
MokasaTenb cpefHelt  NPOAOKUTENbHOCTM  MpPeKpalLeHUit
nepenayn 31eKTPUYECKOM 3HEepruu, CBA3aHHbIX C NpoBedeHneMm
3 |PeMOHTHbIX paboT Ha ObbeKTax 3/71eKTPOCeTeBOro X03AiCTBa

CeTeBOM opraHmMsaumm (CMeXKHOW CeTeBOM OpraHusauum, WHbIX

BNaAe/bLEB OBbEKTOB 3NEKTPOCETEBOO X03aicTBa) (- >A/Dh man)




3.1 BH (110 KB u Bbiwe)

3.2 CH1 (35 - 60 kB)
3.3 CH2 (1 - 20 kB)
3.4 HH (go 1 kB)

MokasaTenb cpeaHelt 4YacTOTbl  MpeKpalweHuid  nepegayu
3N1eKTPUYECKOM SHEPTNK, CBA3AHHbIX C MPOBEAEHUEM PEMOHTHbIX
4 |paboT Ha oObeKTax 3/1EKTPOCETEBOrO  XO3AWCTBA  CETEBOM
opraHuM3auum (CMexHol ceTeBoit OpraHn3aLmMm, MHbIX BAaZeNbLes

06bEKTOB 3/1EKTPOCETEBOrO X03AiCTBa) (/P! man )
4.1 BH (110 kB v Bbiwwe)
4.2 CH1 (35 - 60 B)
4.3 CH2 (1 - 20 kB)
4.4 HH (ao 1 KB)

KofMuecTBO cnyyaeB HapyweHMs KayecTBa  3/IEKTPUYECKOMN
5 |aHepruuy, NOATBEPKAEHHbIX aKTaMmu KOHTPOMPYOLWMX
OopraHusauuii u (Man) peeHnamm cyaa, WTYKK

B TOM uuMcne KO/IMYECTBO C/y4aeB HapyleHWA KadecTsa
3N1EKTPUYECKOW 3HeprMM no BMHE CEeTeBOW OpraHusaumm,
NOATBEPXKAEHHbIX aKTaMW KOHTPO/IMPYIOLWMX OpraHusaumMii u
(nnn) peweHnamm cyaa, WTYKN

5.1

2.2. PENTUHT CTPYKTYPHbIX €AMHWL, CeTeBOW OpraHM3alMK NO KayecTBy OKasaHMA YCAyr Mo nepejaye 3/1eKTPUUYECKOW 3HeprMu, a TaKke Mo KayecTsy
3/1eKTPUYECKOI SHEPrnum B OTYETHOM Nepuroae.



CTpyKTypHas MNoKasaTenb cpeaHem MNMoKkasaTtesnb cpeaHe MoKasaTtenb cpeaHen MNoKasaTenb cpeaHen Moka3saTenb KayecTBa MNnaHnpyemblie
eaAnHULa NPOAO/IMKUTENBHOCTM | YaCTOTbl MPEKPaLLEHUI | NPOAO/IKUTENBHOCTM | YaCTOTbl NPeKpaLleHui OKasaHuA ycayr no MeponpuaTuAa,
ceTeBol npeKkpaweHun nepegaymn npeKpaweHuin nepegaymn nepegave HanpaBaeHHble

opraHmsaumm nepegaym 3/IEKTPUYECKOMN nepegaymn 3/IeKTPUYECKOMN 3/IEKTPUYECKOM IHEepPrMm | Ha noBbllleHne

3/IeKTPUYECKOM SHepruM, HSNF, 3/IEKTPUYECKOMN 3HEpPrunmn, CBA3aHHbIX C (oTHOWeHMe oblero KauecTsa
SHeprum, HSND, 3HEpPruun, CBA3aHHbIX C nposeaeHMeMm yucna OKaszaHuAa ycnyr
nposegeHMem PEMOHTHbIX PaboT Ha 3apPermcTPUpPOBAHHbIX no nepegave
PEMOHTHbIX PaboT Ha ob6beKTax CNyyaeB HapyLlweHua 3/IEKTPO3HEPTUH,
obbeKTax 3/1eKTPOCETEBOIO KayecTBa 3/IEKTPUYECKOMN C YKasaHuem
3/1eKTPOCETEBOIO X03ACTBa CETEBOM SHEepPruun no BuHe CpOKOB
X03ACTBA CETEBOW OopraHmsauum CeTeBOM OpraHM3aLmn K
OopraHmsauum (cmekHol ceTeBol MaKCUMaNbHOMY
(cmekHolt ceTeBol OpraHM3auunm, NHbIX Ko/snyecTay
OpraHM3auunm, NHbIX BNagenbLeB 06bEKTOB notpebuTenei,
BNagenbLeB 06bEKTOB 3/1eKTPOCETEBOIO obcnyKMBaeMbix TaKoM
3/1eKTPOCETEBOIO X03AK1CTBA), CTPYKTYPHOM eguHULEN
X03AK1CTBA), HSNF., IwiaH ceTeBOM OpraHM3auuun B
SAIDI, man OTYETHOM nepuoae)
BH |[CH1 |CH2 | HH | BH |CH1 | CH2 | HH | BH |CH1 |CH2 | HH | BH | CH1 | CH2 | HH
2 3 4 5 6 7 8 9 10 11 12 13 14 | 15 16 17 18 19 20
Bcero no
ceTeBoi

OopraHunsauunn




2.3. MeponpuATtua, BbINONHEHHbIE CETEBOW OpraHmn3aLmMen B Lenax NnoBblleHUA KauecTBa OKasaHMA YCayr No nepeaaqe 3/1eKTPUYECcKo SHeprumn B 0TYETHOM
nepuoje, 3anoHAeTca B NPOM3BOJIbHOM dopme.

2.4. MNpouan nHdopMaumsa, KOTOPYHO CeTeBas OpraHM3aumua cYUTaeT LenecoobpasHoM AN1A BKAOYEHUA B OTYET, KacatowWwancs KayecTBa OKasaHWA yCayr no
nepegave 3/1eKTPUYECKOM 3HEPrUM, 3aMNONHAETCA B NPOU3BOIbHON dopme.

3. MHpopmauua o KayecTe ycnyr
Mo TEXHOJI0TMYECKOMY NMPUCOEANHEHUIO

3.1. UHpopmMaLMAa O HaNNYMKU HEeBOCTPEOOBAHHON MOLLHOCTU (MOLLHOCTW, onpeaensieMoi Kak pasHOCTb Mexay TpaHChOpPMaTOPHON MOLLHOCTbIO LIEHTPOB
NUTaHMA U CYMMapPHOM MOLLHOCTbIO SHEPrONPUHUMAIOLLMX YCTPOUCTB, HEMOCPEACTBEHHO (MM ONoCPeaoBaHHO) MPUCOEANHEHHbIX K TAKUM LIEHTPamM NUTaHUSA, 1
3HEepPronpMHUMaloLINX YCTPOUCTB, B OTHOLLUEHMM KOTOPbIX MMEHTCA 3aABKU Ha TEeXHOJOrMyeckoe npucoegmMHeHue) AN OCYLLEeCTBAEHUA TeXHOJIOrMYecKoro
npucoegMHeHMA B OTYETHOM Mepuoae, a TaKKe O MPOrHo3ax ee yBesiMYeHUs C pasbMBKOM MO CTPYKTYPHbIM eAMHULAM CETEBOI OpraHM3auuu U Mo YyPOBHAM
Hanps»XeHUs Ha OCHOBaHUW MHBECTULMOHHOMN NPOrpaMmbl TaKOM OpraHn3auuu, 3ano/IHAETCA B NPOM3BOJIbHOW dopme.

3.2. MeponpuATKSA, BbINONHEHHbIE CETEBOM OpraHun3aumei B LeiaxX COBEPLUEHCTBOBAHUA AEATENbHOCTM N0 TEXHOIOTMYECKOMY NPUCOEANHEHMIO B OTYETHOM
nepuoae, 3anonHAeTcA B NPON3BOIbHON dopme.

3.3. Mpoyas MHd)OpMaLl,MFI, KOTOPYIO ceTeBaA OpraHM3saunAa CHUTaEeT Ll,E!'IECOO6p33HOV1 AONA BKIKOYEHUA B OTYET, KacakolWwaAacAa npenocrasaeHunAa ycnyr no
TeXHO/N0rM4eckomy npncoeamnHeHuO, 3anNOJIHAETCA B I'IpOVI3BO/'IbHOl7I d)opN\e.

3.4. CeefeHunA 0 KayecTBe YCAyr no TeXxHo/1ormn4eCKkomy npncoeanHeHMo K SN1EKTPUYECKUM CETAM ceTeBol OopraHunsauunu.

N MokasaTtenb KaTeropus npucoeamHeHua notTpebutenen ycayr no nepeaaye 3N1eKTPUYECKON SHEPrmn B pasbmBeKe No MoLLHOCTH, | Becero
B AMHaMMKe No rogam

no 15 kBt cebiwe 15 KBT 1 go cBbiwe 150 KBT n He meHee 670 KBT 06beKTbl NO
BK/IIOYUTENBbHO 150 kBt meHee 670 kBT npoun3BoacCTBY
BK/HOUUTE/IbHO 3/IeKTPUYECcKom
3Heprum

N-1 N OnHam | N-1 N OwnHam | N-1 N OnHam | N-1 N AnHamu | N-1 N AdvHamm
(Teky | wuKa (Teky | wuKa (Tery MKa (Tery Ka (Teky Ka

o

N1 | nsmeHe WKt | UIsmeHe WU | U3MeHe WK | nsmeHe Wnit | nsmeHe




roa) HUA roa) HUA roa) HUA roa) HUA roa) HUA
nokasar nokasar nokasar nokasar nokasar
enqa, % enqa, % ensa, % ensa, % ena, %
2 4 5 7 8 10 11 12 13 14 15 16 17 18

Yncno 3asBOK Ha
TEXHO/I0TNYyecKoe
npucoeanHeHue,
NnoAaHHbIX
3aABUTENAMMU, LUTYKU

Yucno 3aABOK Ha
TexXHo/lIornyeckoe
npucoeguHeHue, No
KOTOpPbIM HanpaBaeH
NPOoEKT forosopa 06
OCYLLECTBJIEHUN
TEXHO/I0MMYECKOro
npucoegmHeHun K
3NEeKTPUYECKUM
ceTaMm, WTYKMK

Yuncno 3aABOK Ha
TexHonorn4yeckoe
npucoeguHeHmne, no
KOTOPbIM HanpaB/eH
NPoEeKT Aoroesopa 06
OCYLLECTB/IEHUMN
TEXHONOTMYECKOro
npucoeanHeHunA K
9NIeKTPUYECKUM
cetam C
HapyweHnem




CPOKOB,
NOATBEPXKAEHHbIM
adKTamMmu
KOHTPOINPYIOLWLMX
opraHM3aunm u (unm)
peweHnamn cyaa,
LWTYKKN, B TOM Yncne:

3.1

Nno BUHE ceTeBow
opraHusauuu

3.2

No BUHE CTOPOHHUX
g,

CpegHan
NPOAOIKUTENBHOCTb
NoArOTOBKN U
Hanpae/eHuA
npoekTa 4orosopa
06 ocyLecTBNEeHUM
TEXHONOMMYECKOro
npucoeamMHeHus K
3NEKTPUYECKUM
ceTam, gHel

YMCNO 3aKNIOYEHHbIX
[0roBopos 06
OCyLWecTBAeHUN
TEXHO/I0rMYECKOro
npucoeanHeHns K
3/1EKTPUYECKUM
CeTAM, WTYKK

YMCNO MCNONHEHHbIX
A0roBopos 06




OCyLecTBAeHU N
TEXHO/IOrMYECcKoro
npucoeamnHeHns K
3NEKTPUYECKUM
CETAM, LITYKK

YMcNo MCNoNHEHHbIX
[,0roBopoB 06
oCyLecTBNeHNN
TEXHO/IOrMYECKOT0
npucoeanHeHnn K
3NEKTPUYECKUM
CeTaMm, Mo KOTopbIM
npou1soLwio
HapyLleHWe CPOKOB,
noATBEPXKAEHHOE
aKTamm
KOHTPONPYHOLLMX
opraHvsauni u (unm)
peleHnaMM cyaa,
LUTYKK, B TOM Yncne:

7.1

Nno BMHEe ceTeBow
opraHusauuu

7.2

no BUHE 3aABUTENA

CpegHsan
NPOAOIKUTENBHOCTb
NCNOSIHEHUA
[,0roBopoB 06
OCYLLECTBNEHUN
TEXHO/IOrMYECKOoro
npucoeamMHeHus K




INEeKTPpn4eCKnMm
ceTam, gHel




3.5. CTOMMOCTb TEXHONOTUYECKOro NPUCOEAMHEHMUA K INEKTPUYECKUM CETAM CEeTEeBOW OpraHmnsaumm (He 3ano/IHAETCSA, B C/lydae HanMums Ha odpuLmManbHOM
canTe ceTeBOM opraHmMsauMm B ceT MHTepHET MHTEePaKTUBHOIO MHCTPYMEHTA, KOTOPbIM NO3BOISET aBTOMATUYECKM PacCumMTbiBaTb CTOMMOCTb TEXHOIOTMYECKOro
npucoeagMHeHMA Npu BBOAE NapaMeTPOB, NPEAYCMOTPEHHbIX HACTOALLMM NMYHKTOM).

MoLLHOCTb SHEPFONPUHUMALIOLLMX YCTPOMCTB 15 150 250 670
3aasuTens, KBt
KaTteropma HageXHoCTH -1l [ -1l i -1 i -1 [
PacctoaHune go | Heobxoaumoctb | Tun ANHUM
rpaHuLy, CTpOUTENBCTBA
3emeJsIbHOro NoACTaHUMU
y4yacTka
3aABUTENA, M
KN
500 - cenbckas Aa 5
mecTHocTb/300 - N
ropoackas KN
MECTHOCTb HeT
BN
KN
[a
BN
750
KN
Het
BN
KN
1000 Oa
BN




KN
Het

B/

KN
[a

B/l

1250

KN
Het

BN

4. KayecTtBo 06CNyKMBaHUA

4.1. Konunuyectso obpalyeHuin, NOCTYNMBLUNX B CETEBYIO OpraHu3aumio (Bcero), obpalieHuii, cogepKallimx XKanoby u (Mnm) obpalleHunin, cogepralumx 3anaBKy
Ha OKasaHue yC/yr, MOCTYNUBLUMX B CETEBYIO OPraHM3aLMIO, @ TaKKe KOJMYEeCTBO OOpaLLeHWi, Mo KOTOopbiM ObliM 3aK/IlO4eHbl AOrOBOPbl 06 OCyLLecTBieHUU
TEXHOJ/IOTMYECKOTO NMPUCOeAMHEHUA U (MK) AOTOBOPbI 06 OKasaHUKM yCayr No nepegayve 3/eKTPUYECKON IHEPTUM, @ TaKKe MO KOTOPbIM ObliM yperyiMpoBaHbl
»Kanobbl B OTYETHOM MEpUOAE, a TaKKe AMHAMMKA N0 OTHOLIEHWUIO K rogy, NpelecTBYOWeMy OTYETHOMY.

N Kateropuwm ®opmbl 06cnyRMBaHMA
obpalLeHui
noTpe6utenei OyHas dopma 3aoyHan ¢opma ¢ | dneKkTpoHHas popma | MucbmeHHas opma ¢ Mpoyee
MCMNONb30BAHUEM C UCNo/Ib30BaHMEM MCMNONb30BaAHUEM
TenedpoHHOM CBA3K cetn MHTepHeT NoOYTOBOM CBA3M

N-1 N | AduHamm | N-1 N OunHam | N-1 N |OuHamu | N-1 N OnHamu | N-1 N OdvHamm

(Tery Ka (Tery | wuKa (Tery Ka (Tery Ka (Tery Ka

WU | UsmeHe WU | n3MmeHe WU | u3meHe WU | nsmeHe Nt | usmeHe

roa) HUA roa) HUA roa) HUA roa) HUA roa) HUA
nokasar nokasar nokasar nokasar nokasar
ensa, % enqa, % ensa, % enqa, % ena, %

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




Bcero obpaleHui
notpebutenei, B Tom
yucne:

1.1

OKasaHue ycnyr no
nepegave
3IeKTPUYECKOM
aHeprum

1.2

OCyLLEeCTB/IeHNe
TEXHO/IOrMYEeCcKoro
npucoeanHeHun

1.3

KOMMepYEeCKUi
YYeT 3/IeKTPUYECKOM
aHeprum

14

KayecTBo
obcnyKmMBaHus

15

TEXHUYEeCcKoe
obcnyKuBaHue
3/1EKTPOCETEBbIX
0b6beKkToB

1.6

npouyee (yKasaTtb)

*anobwl

2.1

OKasaHwWe ycayr no
nepegave
3/IeKTPUYECcKOomn
sHeprun, B TOM
yucne:
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KayecTBO ycayr no
nepegade
3/IEKTPUYECKOMN
3Heprum

2.1.2

KayecTBo
3IeKTPUYECKOM
aHeprum

2.2

OCyLLEeCTB/IeHNe
TEXHO/IOrMYEeCcKoro
npucoeanHeHun

2.3

KOMMepYEeCKUi
YYeT 3/IeKTPUYECKOM
aHeprum

2.4

KayecTBo
obcnyKmMBaHus

2.5

TexHuyecKoe
obcnyKuBaHue
0b6beKkToB
3N1eKTPOCeTeBOro
X03AKNCTBa

2.6

npouyee (yKasaTb)

3anaBKa Ha OKasaHue
ycnyr

3.1

no
TexXHo/orm4eckomy
npmncoeanHeHno




3.2

Ha 3aKto4YeHne
[orosopa Ha
OKasaHuWe ycayr no
nepegade
3/IeKTPUYECKOMn
3Heprum

3.3

opraHusaums
KOMMEPYECKOTro
yyeTa 3/1eKTPUYECKOM
aHepruu

3.4

npoyee (yKasaTtb)




4.2 ndopmaumsa o geatenbHoCcTH opucos ob6cnyRuBaHMA noTpebutenen.

N Oduc Tun Appec Homep Pexxum | Mpepgoctas | Konunvectso CpegHee CpegHee Konunyectso
obcnyxumBaHma | oduca | mectoHaxo | TenedoHa, | paboTbl | nAaemble | noTpebutene | Bpemsa Ha Bpems CTOPOHHMX
notpebutenen *KOeHunA agpec yenyru n, obcnyKuBa | oxxuaaHus opraHusauuii Ha

3/1EKTPOHH obpaTtmBLLUNXC Hue notpebuten | Tepputopun oduca
Ol NOYTbl A O4YHO B notpebute A8 ob6CcnyKMBaHUsA (Npu
OTYETHOM N9, MUH. oyepeau, Ha/IMYMM yKasaTb
nepuoge MWH. Ha3BaHuA
opraHu3aumm)

1 2 3 4 5 6 7 8 9 10 11

1

2
4.3. UHdopmaLma 0 3a04HOM 0B6CNYKUBAHUU NOTpebuTenei nocpeactsom TenedoHHOM CBA3N.

N HanmeHoBaHue EanHnua

n3MepeHus

1 |NepeyeHb HOMepoB TeNedOHOB, BblAeNEHHbIX ANS HoMep

obcnyKMBaHuUa notTpebuTenei: TenedoHa
Homep TenedoHa no Bonpocam sHeprocHabKeHus:
Homepa TenedoHoB UeHTPOB 06paboTkM TenedoHHbIX

BbI30OBOB:

2 | Obuwee yncno TenedoHHbIX BbI3OBOB OT NoTpebuteneit no eHULbI
BblAe/NeHHbIM HOMepam TenedpoHOoB

2.1 | O6uee umcno TenedoHHbIX BbI3OBOB OT NoTpebuTenein, Ha eINHNLbI
KOTOpble OTBETU/1 OMEPATOpP CETEBOM OpraHM3aLmm




2.2

Obuwee uncno TenedoHHbIX BbI3OBOB OT NOTpebuTenen,
06paboTaHHbIX aBTOMATUYECKM CUCTEMOWN MHTEPAKTUBHOTO
ros10COBOro MeHo

eaANHUNLLbI

CpeaHee Bpems 0XXungaHuA oTeeTa noTpebutenem npu
TenepoHHOM BbI3OBE Ha BblAe/IeHHble Homepa TenedoHOB 33
TEeKyLWni1 nepumog,

MWH.

CpegHee Bpemsa 06paboTkun TenedoHHOro BbI30Ba OT
noTpebuTens Ha BblaeNeHHble HoMepa TesiepOHOB 3a TEKYLLUI
nepuos

MWH.




4.4. KaTteropua obpalleHnit, B KOTOPOW 3aperncTpupoBaHo Hanbosbliee Yncao obpalleHnin Bcero,
obpalleHnid, coaeprKaLLmX Kanoby, 0bpalLeHNit, coaeprKalumx 3asBKY Ha OKasaHue ycayr, NOCTyNMBLUNX
B OTYETHOM Mepuode, B COOTBETCTBMM C NyHKTOM 4.1 MHPopmauum o KayectBe 0BCAYKMBaHUA
nortpebuTene ycnyr.

4.5. OnvcaHne AONONHUTENbHbIX YCYT, OKa3blBaeMbIX MOTPEOUTENO, MOMUMO YCAYT, YKa3aHHbIX B
EAMHbIX CTaHOapTax KavecTBa OOCNYXKMBAHMA CETEBbIMM OpraHM3auMamM NoTpebuTenein ceTesbixX
opraHuMsauuii.

4.6. MeponpuAaTmAa, HanpasiaeHHble Ha paboTy C couManbHO YA3BMMbBIMWU TPynnamm HaceneHus
(neHcuoHepbl, MHBaNNAbI, MHOTOAETHbIE CEMbM, YYaCTHUKM BOB 1 60eBbIx AEUCTBUIN HA TEPPUTOPUAX
OPYrUX rocyaapcTs B COOTBETCTBUM ¢ DesepasibHbIM 3aKOHOM 0T 12 aHBapsa 1995 r. N 5-3 "O seTtepaHax"
(CobpaHue 3akoHoaaTenbcTsa Poccuiickoit Pepepaumm, 2000, N 2, cT. 161; N 19, cT. 2023; 2001, N 1, cT.
2; N 33, c1.3427; N 53, c1. 5030; 2002, N 30, c1.3033; N 48, c1.4743; N 52, cT. 5132; 2003, N 19, cT1. 1750;
2004, N 19, ct. 1837; N 25, c1. 2480; N 27, cT. 2711; N 35, cT. 3607; N 52, cT. 5038; 2005, N 1, cT. 25; N 19,
cT. 1748; N 52, c1. 5576; 2007, N 43, c1. 5084; 2008, N 9, cT. 817; N 29, cT. 3410; N 30, cT. 3609; N 40, cT.
4501; N 52, cT. 6224; 2009, N 18, cT. 2152; N 26, c1.3133; N 29, 1. 3623; N 30, c1. 3739; N 51, cT. 6148; N
52, cT. 6403; 2010, N 19, cT1. 2287; N 27, c1. 3433; N 30, cT. 3991; N 31, cT1. 4206; N 50, cT. 6609; 2011, N
45, c1. 6337; N 47, cT. 6608; 2012, N 43, cT. 5782; 2013, N 14, c1. 1654; N 19, c1. 2331; N 27, cT. 3477; N
48, cT. 6165; 2014, N 23, cT. 2930; N 26, cT. 3406; N 52, cT. 7537; 2015, N 14, cT. 2008), MaTepU-0ANHOYKM,
YYACTHMKN NTMKBUAALMM aBapumn Ha YepHobbinbeKkol ADC M NpMpaBHEHHbIE K HUM KaTeropum rpa*kaaH B
COOTBETCTBUM C 3aKoHom Poccuiickonn ®egepaumm ot 15.05.1991 N 1244-1 "O coumanbHoOM 3awumTe
rpakaH, noABeprwmnxca BO34ENCTBMIO paguauum BcneacTBue KaTacTpodbl Ha YepHobbinbckon A3C!
(Bemomoctn Cvesga HapoaHbix aenyTtatos PCPCP n BepxosHoro Coseta PCOCP, 1991, N 21, cr. 699;
Bepomoctn Cvbesga HapodHbix genytaToB Poccuitckon Peaepaunmn n BepxosHoro Coseta Poccuiickoi
depepaunu, 1992, N 32, c1. 1861; CobpaHue 3akoHoaaTenbcTBa Poccuinickon depepaumm, 1995, N 48, cT.
4561; 1996, N 51, ct. 5680; 1997, N 47, cT. 5341; 1998, N 48, c1. 5850; 1999, N 16, cT. 1937; N 28, cT. 3460;
2000, N 33, c1.3348; 2001, N 1, c1. 2; N 7, cT. 610; N 33, c1. 3413; 2002, N 30, c1. 3033; N 50, cT1.4929; N
53, ct. 5030; 2002, N 52, ct. 5132; 2003, N 43, c1. 4108; N 52, ct. 5038; 2004, N 18, cT. 1689; N 35, cT.
3607; 2006, N 6, cT. 637; N 30, cT. 3288; N 50, cT. 5285; 2007, N 46, cT. 5554; 2008, N 9, cT. 817; N 29, cT.
3410; N 30, cT1. 3616; N 52, cT. 6224; N 52, cT. 6236; 2009, N 18, cT. 2152; N 30, cT. 3739; 2011, N 23, cT.
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, c1. 3446; N 27, c1. 3477; N 51, cT. 6693; 2014, N 26, cT. 3406; N 30, cT. 4217; N
40, c1.5322; N 52, cT. 7539; 2015, N 14, cT. 2008).

4.7. Tembl W pe3ynbTaTbl ONPOCOB NOTpPebUTeNel, NPOBOAMMbIX CETEBON OpraHusauven ans
BbIAB/IEHUA MHEHWsA noTpebuTenei o KayvecTBe OOC/AYKMBAHMA, B PaMKax WMCNOJHEHUs EAMHbIX
CTAaHAAPTOB KauyecTBa OOCNYKMBAHUA CETEBbIMM OpraHUsauuamM noTpebutene ycayr ceTtesblxX
opraHuM3auuii.

4.8. MeponpuaTuA, BbINOJIHAEMble CETEeBOW OpraHuW3auuelt B LEenAX MOBbIWEHWA KavyecTsa
ob6cnyKmMBaHMA notpebutenei.

4.9. Hdopmauums no obpalleHnam notpebutenen.


consultantplus://offline/ref=43E6AEA862DC7423C81E7E6033AF00FC8D47E2D89065D53BFF64335DCF47532F95C19676BC512E49C225F019ADx0w9H
consultantplus://offline/ref=43E6AEA862DC7423C81E7E6033AF00FC8D40EED29B60D53BFF64335DCF47532F87C1CE7ABD52304FC030A648EB5C313C7C135C2C700B57E0xEwAH

TeepH| M | TBOW
HO | VHTEpHe | NOHTOBO
(0257 T NE|N

14

17




