[okymeHT npepoctasneH KoHcynbTaHTI1t0C

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

MMWUHUCTEPCTBO 3HEPTETUKM POCCUMCKOIN ®EAEPALIUMA

MPUKA3
ot 15 anpensa 2014 r. N 186

O EAUHbIX CTAHOAPTAX
KAYECTBA OBC/YXXMBAHWUA CETEBbIMW OPTAHU3ALIUAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3AL M

CNM1COK M3MEHSIOLLMX AOKYMEHTOB
(B peq. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

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

1. YtBepautb npunaraemble EAuHble CcTaHAApTbl KavecTBa OBOCAYyXKMBaHUA  CETEBbIMMU
opraHM3aunsaMK NOTpebuTenen ycnyr ceTeBbix opraHM3aLnii.

2. Hactosawmin npuKkas BCTynaeT B CU/Y B YCTAHOB/IEHHOM MNopsAaKe, 3a UckaodeHnem rnas Il m il
EOMHbBIX CTaH4APTOB KavyecTBa 06CAYKMBAHUA CETEBbIMM OpraHU3aLMaMmn noTpebutenei ycnyr ceteBblix
OpraHu3aLLMin, BCTYNAIOLWMX B CUTY MO UCTEYEHUM LLECTM MECALLEB CO AHA BCTYMN/IEHUA B CUNY HACTOALLETO
npukasa.

MwuHunctp
A.B.HOBAK

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

EAWHbIE CTAHOAPTDI

KAYECTBA OBC/YXXMBAHWUA CETEBbIMW OPTAHU3ALIMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPFTAHU3ALUIA

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

|. Obuwme nonoxKeHms

1. Hactoawwe EguHble CcTaHOapTbl KadvecTtBa O6C!'Iy)KMBaHMF| ceTeBbiMM  OpraHunsaumammn
n0Tpe6MTenef/’1 YCNyr CeTeBblX opraHM3au,m7| YCTaHaB/INBaAOT Tpe6OBaHMH K O6CJ'IY)+(VIBaHVIIO ceTeBbiMun
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OpraHusaUmMaAMU UL, ABASAIOLWLUXCA MOTPEbUTeNs MM yCayr ceTeBbiX OpraHuWsauMii Mo nepegade
3/1IeKTPUYECKON 3HEPrnn (3a MUCKAOYEHWEM CETEBbIX OpraHM3aLuii, 3HeprocbbITOBbIX OpraHM3aunin 1
rapaHTUPYIOLINX MOCTaBLIMKOB), B TOM 4uc/ie O0BCNYXKMBaAEeMbIX 3HeprocbbIToBOM opraHM3auuen u
rapaHTUPYIOLWMM NOCTaBLMKOM, U /ML, 0OPATUBLUMXCA B CETEBYIO OpPraHM3alUMio C Le/blo 3aK/Io4eHunn
gorosopa 06 OKasaHMW ycayr no nepefaye 3d/EKTPUYECKON ISHEPrUM WUAM  OCYLLLECTBJIEHUU
TEXHO/IOTMYECKOro NPUCOeAMHEHUA K SNEKTPUYECKMM CETAM (33 UCK/IIOYEHMEM CeTeBbiX OpraHu3aLui,
3HeprocbbITOBbLIX OpraHM3aUMii W rapaHTUPYIOLWMX NOCTaBWUKOB) (manee - noTpebutenu,
TEeXHO/I0rMYecKoe nNpucoeanHeHue).

2. CeTeBas opraHu3auusa obecrneymBaeT paccmoTpeHume obpalleHnn noTpebuTteneit, NOCTYNUBLUNX
B YCTHOM, NUCbMeHHOM popme nam B Gopme 3NEKTPOHHOTO LOKYMEHTA.

BsaumopgeiicTBue ceTeBOM oOpraHMsauMM C MNOTPebuTensmMm B 4YacTu paspelleHna BOMNPOCOB,
cogeprkalmxca B obpalieHmax notpebutenein 1 npegocTaBAeHMAa UM BO3MOXKHOCTM peanmsaumn npas,
npeycMoTpeHHbIX  3akoHodaTenbCcTBom  Poccuiickoit  depepaumm  (manee - obcnyxusaHue
notpebuTtenei), ocyLLecTeafeTcA B COOTBETCTBUM € TpeboBaHMAMM HacTOAWMX EAUHBIX CTaHAAPTOB.

3. B uensax okasaHus ycayr No nepejave 3/eKTPUYECKON SHEPruu ceTesBas OpraHMsauus npu
obcnykumBaHMM noTpebutenei ocyLecTBAeT:

a) 3aKnto4eHue aorosopa 06 oKasaHWM YCayr Mo nepegaye 3N1eKTPUUECKON SHepruu;
6) BHECEHME M3MEHEHWI B A0TOBOP 06 OKasaHMM yCayr No nepegaye 31eKTpuUYeckomn aHeprum;
B) pacToprKeHue aorosopa 06 oKasaHUM ycayr No nepegaye 3NeKTPUYECKOW SHEPTUu;

r) uHbopmmpoBaHMe noTpebuTens 06 aBapuUHbIX CUTYyaumsax B  pacnpeaenuTenbHbIX
3N1EKTPUYECKNX CETAX CETEBON OpraHmsaumu, PEeMOHTHbIX W npodunakTUYeckux paboTax, NAaHOBbIX
OrPaHNYEHUAX PpeXnMma noTpebneHna 31eKTPUYECKO SHEPTUN, BAUAIOLWMNX Ha UCNOIHEHWE 06A3aTe1bCTB
no gorosopy 06 oKkasaHWW yCAyr Mo nepeaaye 3N1eKTPUUECKON SHepruu;

A) AOMNyCK YNONHOMOYEHHbIX NpeacTaBuTeneil NoTpebutens ycayr B NyHKTbl KOHTPOAS U y4yeTa
KO/IMYECTBA M KauyecTBa 3/1EKTPUUYECKON IHEPrUN B NOPALKE M CAy4YasX, YCTAHOBAEHHbIX AOrOBOPOM 06
OKas3aHWUW yCAyr No nepegaye 3/1eKTPUYECKOW SHepruu;

e) cornacoBaHvMe MecTa YCTaHOBKM Npubopa yyeTa 3NeKTPUYECKON SHeprn (MoLwHocCTK) (aanee -
npnbop ydyeTa), cxeMbl NOAKNOYEHNA NPMBOPaA YYETA U MHbIX KOMMOHEHTOB N3MEPUTE/IbHBIX KOMMN/IEKCOB
M CUCTEM Yy4yeTa 3/1IEeKTPUYECKOM 3SHeprMm (MOLLHOCTM), a TaKKe METPOJIOrMYECKUX XapaKTepuUCTUK
npubopa yyeta;

) 4ONyCK B 3KcnayaTaumio npubopa yyeTa;
3) CHATME KOHTPO/IbHbIX MOKa3aHUI NpMbopoB yyeTa;
1) Nnpuem noKasaHuii NpubopoB yyeTa OT NoTpebutens;

K) NpoBepKy, B TOM 4YMCNe CHATME MOKasaHWMi, npubopa ydyeTa nepes ero AeMOHTaXKOM AO/A
peMoHTa, NOBEPKM UM 3aMeHbI;

N) pacyeT o6bema nepeaaHHOM 31EKTPUYECKOM IHEeprMM NoTpebutento;

M) KOHTPOJ1b rnokasatenem KayecTBa 3I'IEKTpVI‘-IECK017| dHEpPrMn B TOYKaxX nNpucoeanHeHuA
SHEPronpunHMMmakwmnx yCTaHOBOK I'IOTpe6I/ITeIlF| 3I'IeKTpM‘-IECKOﬁ SHEPINN K ISNEKTPUHECKMM CETAM
ceTeBoM OopraHusauuum,

H) KOHTPOJIb 3HAYEHMWI COOTHOLIEHWA NOTPEOAEHUS AKTUBHOW M PEaKTUBHOW MOLLHOCTM AO/1A
OTAEe/IbHbIX SHEPTOMNPMHUMAIOLMX YCTPOWUCTB (FPynn SHepPronpUHUMAalOLWMX YCTPOUCTB) NoTpebuTens;



0) NpoBefEeHME KOHTPO/IbHbIX, BHEOUEPEAHDbIX U MHbIX 3aMepPOB NOTOKOPACNpeaeNeHUsn, HAarpy3oK
N YPOBHEM HanpsaKeHua Ha ob6beKTax notpebutens M o6beKkTax 3N1eKTPOCEeTEBOro X03AMCTBA CETEBOM
opraHusaumu;

n) nonHoe (4acTUYHOE) orpaHUYEeHMEe PexMma NoTPebIeHMA INEKTPUYECKON SHEPTUN B NOPAIKE,
yCTaHoB/NeHHOM [lpaBuiamMyM MNOAHOTO M (MNM) YACTUYHOTO OrpaHUYeHMA pexknuma noTpebneHun
3NIEKTPUYECKOM SHEPTUN, YTBEPKAEHHBIMW NOCTaHOBAeHMEM lMpasuTenbcTBa Poccuitickont Pegepaumm ot
4 man 2012 r. N 442 (CobpaHue 3akoHoaaTenbcTBa Poccuiickon deaepaumm, 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
npumeHeHnsa rpaduUKoB aBAPUMNHOIO OrPaHUYEHUS peXMmMa MNoTPebNeHUs INEeKTPUYECKON 3Hepruu
(MOLWHOCTHM) M UCNONB30BAHMA NPOTUBOABAPUNHOMN aBTOMATUKMK, YTBEPHKAEHHbIMM NPUKa3oM MUHIHEpro
Poccun ot 6 utoHa 2013 r. N 290 (3apeructpupoBaH MuHioctom Poccum 9 asrycta 2013 .,
pernctpaunoHHbiin N 29348);

p) cocTaBneHWe W nNpeaocTaB/ieHWe MnoTpebutento akToB 6esyyeTHoOro M 6e340roBOPHONO
noTpebieHNa 3NEKTPUYECKOW IHEPTUN;

C) cocTaB/IeHWE aKTOB COrNaCoBaHMA TEXHOIOTMYECKOW U (MK) aBapuiiHoi 6poHY;

T) Bblgayy LLOKYMEHTOB, MPeAyCMOTPEHHbIX B PaMKax OKa3aHMsA yCIyr no nepegaye aNeKTpuyYeckom
3HEPrUn U TEXHONIOTMYECKOMY NPUCOEANHEHMIO, B TOM UMC/E KBUTAHLMIA, CHETOB, CYETOB-PaKTyp.

4, B pamkax TeXHO/JOrMYecKoro MpUCOeAMHEHUA CeTeBana OpraHM3auusa Npu 06CayKMBAHMM
noTpebuteneii okasbiBaeT cneaytowme ycayru (ocyLecTBafeT NpoLecchl):

a) TEXHO/NOTNMYeCKoe npncoegmHeEHNE K aINEKTPUHECKUM CETAM ceTeBoOM OopraHunsauunu,

6) TeXxHONOTNYECKOoe NPUCOEANHEHNE K S/TEKTPUYECKMM CETAM CETEBOI OpraHn3auum NocpeacTBOM
nepepacnpegeneHma MakCMmMabHON MOLLHOCTU MeXAY IPUANYECKUMU NIMLAMU U UHONBUAYAbHbIMM
npeanpuHUMaTens imMm (B Tom Yymcae onocpesoBaHHoOe NpucoegmMHeHune);

B) TEXHONOrMYecKoe npucoeauHeHMe K 3SNEKTPUYECKMM CeTAM CEeTeBOM OpraHusauum no
MHAMBUAYANbHOMY NPOEKTY;

I') BpemMeHHOoe TeXHO/10rm4ecKkoe npncoegnHeHmne K aZIeKTPUYECKUM CETAM ceTeBOM OopraHunsauunun.

5. B pamMKax obcnyKunBaHua noTpebuteneii ceteBas opraHusauma no 3ase/ieHUIO noTpebutens
TaKXe OKasblBaeT caeaytolime ycayrm (ocyLwecTsiseT npoLecch):

a) Bblgayy CNpaBoOK M [OKYMEHTOB (MX KOMWi), noATBEpKAaloWMX TexHo/MorMyeckoe
npucoeguMHeHne K CeTAM CETeBOW OopraHusauMu (akT pasrpaHuMyeHus H6anaHCcoBOW MPUHALNEKHOCTU
SNEeKTPUYECKUX CETel, aKT pasrpaHuyeHus 3SKCMAyaTauMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTB/IEHNUN TEXHONOMMYECKOrO NPUCOEAMHEHUSA U aKT COrNacoBaHWA TexHOJorMyeckon u (unwm)
aBapuiiHOl BpOHN);

6) BOCCTaHOB/IEHME paHee BblAdHHbLIX AOKYMEHTOB O TEXHOJZIOTMYECKOM NpUCOEAUNHEHUN nmbo
Bbla4vy HOBbIX AOKYMEHTOB O TEXHO/IOTMYECKOM npucoegnHeHn Npm HEBO3MOXKHOCTU BOCCTAaHOB/NIEHUA
paHee BblAaHHbIX TEXHNYECKUX YCﬂOBMVI;

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

6. O6cny:KMBaHWe NOTpebuTenel B pamkax OKasaHua yCayr No nepegaye 31eKTPUYECcKon sHeprum
OCYLLECTB/ISIETCA Ha OCHOBaHWM obpalweHus noTpebuTens B CeTEBYHD OpPraHuM3auMio, ecau
3aKoHogaTenbCcTBOM Poccuiickoin depepaumm He NpesycMOTPEHO OCYLIECTB/eHMe npouecca Mo
MHULMATUBE APYIUX JINLL,
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7. MNpun obcnymBaHMM noTpebuteneit (ocywecTBeHUN OTAE/bHbIX MPOL,EeccoB) ceTeBas
opraHv3aumMa He QAoOJ/KHA TpeboBaTb OT MOTpebuTens npenocTaBAeHMA [OOKYMEHTOB, a TaK¥Ke
OCYyLLeCTB/NeHMA noTpebutenem AOencTBUn, He NPeayCMOTPEHHbIX 3akoHogatenbctBom Poccuiickoi
depgepaunn.

8. CeTeBas opraHM3aUMs pacKpbiBaeT B COOTBETCTBMM co CTaHAapTaMM PacKpbIiTUs MHbOpMaLMn
cybbeKkTamM ONTOBOrO M PO3HWUYHLIX  PbIHKOB  3/1E€KTPUYECKOM  3SHEepruu, YTBEPXKAEHHbIMMU
noctaHosneHnem MMpaButenbctea Poccuiickon depepaumm ot 21 adBapa 2004 r. N 24 (CobpaHue
3aKoHogaTenbcTBa Poccuiickon ®egepaumm, 2004, N 4, cT. 282; 2005, N 7, cT. 560; 2009, N 17, cT. 2088;
2010, N 33, cT. 4431; 2011, N 45, cT. 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)
(mnanee - CraHpapTbl pacKpbiTUA WHPOpMauMK), cnegylowyo WHbOOpPMAUMIO O nacrnopTax ycayr
(npoueccos):

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

Kpyr 3asBuUTeNen;

pa3smep naatbl 33 OKasaHWe ycnyru (ocyLLecTBeHns NpoLecca) U OCHOBaHMNA ee B3UMaHus;
YC/I0BUSA OKa3zaHMA ycayru (ocylLecTBAeHns npolecca);

pe3ynbTaT OKasaHuA ycayrm (ocyllecTsaeHma npouecca);

06LLMIN CPOK OKasaHMaA ycayru (ocylecTsaeHuns npouecca);

COCTaB M 3Tanbl OKa3aHWA yCayru (OCyLLLECTBAEHMA MPOLECCaA), BK/IOYan CBeAEHMA O COAEPKaHUU U
(nnn) ycnosuax atana, Gopma oKasaHua ycayru (ocylecTBaeHns npouecca).

MacnopT ycayru (npouecca) cocTaBaAeTCA B OTHOLLEHUM KaxaoM ycayrm (npolecca), okasbiBaeMmow
CeTeBOM OpraHuMsaumen, No pekomeHayemomy obpasuy corsiacHo npunoxkeHumio N 1 K HacToAwmm
EaMHbIM cTaHaapTam.

MacnopTta ycayr (nNpoueccoB) ceTeBoW opraHuMsauMu nybAMKYIOTCA CeTeBOM opraHusauuen B
COOTBETCTBYIOWEM pa3gene Ha oduuManbHOM caliTe CceTeBOW OpraHM3auuMuM B MHPOPMALMOHHO-
TENEKOMMYHUKALMOHHOW ceTu WMHTepHeT (ganee - ceTb WMHTEpHeT), a TaKKe pasmellatotca Ha
MHPOPMAUMOHHBIX CTeHAax B oducax CeTeBOM oOpraHMsauuKu, npeaHasHayYeHHbIX AAA8 npyvema
noTpebuteneit No BoONpocam OKasaHMA YCAYr No nepegaye 3/1eKTPUUECKON SHEPTUN, TEXHONOTMYECKOMY
NPUCOEAMHEHMIO U MHbIM BOMPOCAM, CBA3AHHbIM C AeATeNbHOCTbIO CETEBOI OpraHM3aumm (aanee - opuc
obcnyXuBaHMAa notTpebutenen).

9. MNpwv BHECEHWUU U3MEHEHWIA B HOPMATUBHbIE NPaBOBbIE aKTbl, PEryMpyoL e NopsaLoK OKasaHus
YCAyr no nepefaye 3/EKTPUYECKON SHEPTUU U TEXHONOTMYECKOMY MPUCOEAMHEHUIO, MAaclopT YCayru
(npouecca) npuBoamuTCA ceTeBOM OpraHM3aLMei B COOTBETCTBME YKA3aHHbIM U3MEHEHUSIM B TEeYEHUe
AecaTtn paboymx AHel nocae BCTYNJAEHUS B CUY YKA3aHHbIX U3MEHEHWA.

10. CeTeBas opraHuMsaLMa He pere OAHOro pasa B rog obecneymBaeT NpoBeAeHME OMPOCOB
notpebuTeneit ¢ LENblo BbIBNEHUS MHEHMA NoTpebuTeneit o Kadectse obcnyXuBaHUA. ExkerofHble
oT4eTbl 06 MTOrax M3yyeHMA MHeHMA noTpebuteneit o KadyectBe 06CAYKMBaHUA NybBAMKyIOTCA Ha
odunumManbHOM caliTe ceTeBOM opraHusaumm B cet MIHTepHeT He no3aHee 1 mapTa roga, cneayroLwero 3a
room, B KOTOPOM NPOBOAMANCL COOTBETCTBYHOLLME OMPOChHI.

CeTeBan opraHM3aumMsa B COOTBETCTBMM cO CTaHAapTamMm packpbiTa MHPopmauumn obecnedymsaer
packpbiTMe MHGOPMALMM O KauyecTBe OBCNYXKMBAHMA MOTpebuTenei ycayr ceTeBol opraHusaumm 3a
npeaLwecTBYOWNIA rog cornacHo npunoxkenuto N 7 K HacToAawmm EguHbIM cTaHgapTam Ha odpuLmManbHOM
caiiTe CeTeBOW OpraHvM3auuu UAW Ha MHOM OGUUMANBHOM CaiTe B ceTM MHTepHeT, onpenensieMom
MpasutenbcTBom Poccuiickoii ®eaepaumn.
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(ab3aL, BBeaeH MNpukazom MuHaHepro Poccum ot 06.04.2015 N 217)

<*> B cooTBeTCTBUM C NyHKTOM 11(6) CTaHAapTOB packpbITUA MHGOPMaUMK CybbEKTaMN ONTOBOTO
M PO3HMYHOIO PbIHKOB 3/IEKTPUYECKON 3HEPruM, YTBEPXKAEHHbIX MNocTaHoBAeHWem [paBUTeNbCTBA
Poccuitckoit Pepgepaumm ot 21 aHeapsa 2004 r. N 24,
(cHocKka BBeaeHa MNpukasom MuHaHepro Poccun ot 06.04.2015 N 217)

KoHcynbTaHTlAKOC: NpumeyaHue.
lnaga Il Bctynaet B cuny ¢ 17 pespana 2015 roza.

[I. OpraHuM3auusa o4Horo obcnyKmMBaHmA

11. MonoxeHuAa HacToAwWwen rnasbl 06 OpraHM3aUMM LLEHTPAsbHbIX OPUCOB OOCAYKMBAHMUA
notpebuTenein n opraHM3aumm o6CNyKMBaHMA B TaKUX OPUCAX PACAPOCTPAHAIOTCA Ha TePPUTOPUANbHbIE
ceTeBble OpraHM3auuu.

12. O6cnyxuBaHue noTpebuteneir NocpeacTBOM JIMYHOTO KOHTakTa paboTHMKA ceTeBom
opraHusauum c noTpebutenem (ganee - ouHoe 0bcayKMBaHME) OCYLLLECTBASETCA B oPpUcax 06CNyKMBaHUSA
noTpebuTenei, a TakKe B C/ydasx, NpeayCMOTPEHHbIX 3aKOHOoAaTe/IbcTBOM Poccuiickoinn ®epepauymm, ¢
Bbl€30M K NoTpebutento paboTHMKa CETEBOM OpraHM3aLun.

13. Oducbl obcnyKuBaHMA noTpebuTeneit NoApPasAeNATcA Ha  UEHTPbl  06CAyKUBaHMA
notpebuTenei (aanee - LEHTPbI 06CNYKUBAHMA NOTPEOUTENEN) U NYHKTbI 06CNYKMBAHUA NOTpebuTenel,
opraHu3oBaHHble B 060COBNEHHbLIX NOAPA3AENEHUAX CETEBOM OpraHuMsaumMuM (ganee - MyHKTbI
obcnyXKunBaHMA noTpebutenen).

Oducbl  obcnykmBaHmMa notpebuteneit AoNXHbl obecneuMBaTb OpraHM3auUMil0  O4YHOTO
obcnyKuBaHUA NnoTpebuTene, UCKAUYaoLLEro He06X0AMMOCTb B3aMMOAENCTBUA NOTPEOUTENA C UHBIMU
noapasgeneH1smMM CeTeBoi opraHnsauumn (NpuHumn "ogHoro okHa").

14. CeteBasi opraHusauma pasmellaetr opucobl obcnyxKMBaHUA MNoTpebuTenein Ha TeppuUTopUAX
cybbektoB Poccuiickoit degepaumnm, B rpaHULLAX KOTOPbIX PACMOOXeHbl 0ObeKTbl 3/IEKTPOCETEBOIO
X03A1ACTBa CETeBOM OpraHn3auum (ganee - TEPPUTOPUSA SKCMNIyaTaLMOHHON OTBETCTBEHHOCTH).

15. CeTeBan opraHM3auma pasmeLlaeT He MeHee OAHOro LeHTpa obCcnyKuBaHUa noTpebutenei
YCNYr B MyHULMNANbHbIX 06pa3oBaHMAX (MYHUUMNANbHbIX PalOHaX, FOPOACKUX OKPYrax) YUCAEHHOCTbIO
HaceNleHNs He MeHee ABYXCOT TbICAY Ye/IOBEK U B aAMMHUCTPATMBHBIX LLeHTpax cybbeKkToB Poccuitckoi
depepaumm B CAyvyae, €CAM KOJIMYECTBO  NOTpebuTeneir  ycnyr CeTeBOM  OpraHMsauumu,
SHepronpuMHMMatlowuye YCTPOMCTBA KOTOPbIX HEnocpeAcTBEHHO MNPUCOEAMHEHbI K CETAM CeTeBOM
OpraHM3aLmm, B TaKUX MyHULMNANbHbIX 06pa3oBaHMAX (MYHULMNANbHBIX PaiOHAX, FOPOACKMX OKpYrax) 1
aAMMHUCTPATMBHBIX LieHTpax cybbekToB Poccuiickolt depepalmm coCTaBaseT He MeHee NATUAECATH
TbICAY 4YenoBeK. B MHbIX cAyyasx ceTeBasA oOpraHM3aumMa pasmellaeT MyHKTbl  06CAyKuMBaHUA
notpebutenen.

(B pea. MprKkasa MuHaHepro Poccum ot 06.04.2015 N 217)

CeTteBas opraHu3aums obecneumsaeT obcnyKmBaHne notpebutenei c cobnogeHnem TpeboBaHNi
K opraHusauum oducoB 0b6CNYKMBaHUA NOTpebutenein, nNpesycMOTPEHHbIX npuaoxeHvem N 2 K
HacToAWwMM EaMHbIM cTaHaapTam.

16. CeTeBan opraHusauma obecneymsaeT o4Hoe obcayKMBaHWe noTpebuTeneit:

B LLEeHTpax O6C!'Iy)KMBaHMF| nOTpe6MTe}1€ﬁ ceTeBoW opraHu3sauum He meHee 45 4yacos B Heaento;
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B MYHKTaX 06C}'IY)KVIBaHVIFI HOTpE6MTeﬂel>'I ceTeBol OpraHnsaunn He meHee 25 yacos B Hegento.

17. O4yHoe obcnyxKmMBaHMe noTpebutenen B oducax obcnyxkuBaHuA notpebuteneir seperca B
nopagKe »KMBOW o4yepeam C MCMOb30BaHMEM CUCTEMbI 3/IEKTPOHHOrO YMpaBaeHWa odepenbto (npu
Ha/IMUMM TaKOM CMUCTEMbI) U NO NpeaBapuUTeNibHOM 3anucu no TenedoHy UaM Ha odpuLMaibHOM canTe
CeTeBOl opraHM3aLuu.

18. Ob6cnykuBaHMe noTpebuTeneit AOMKHO OCYLWLEeCTBAATbCA B t06bom oduce obcnykuBaHuA
notpebutenein BHe 3aBUCMMOCTM OT MECTA PACMNOJIONKEHUA SHEPrONPUHUMAIOLLNX  YCTPOICTB
noTpebuTensa Ha TePPUTOPUN SKCMNYATALLUOHHOM OTBETCTBEHHOCTU CETEBOWM OPraHM3aLmu.

19. CeTeBan opraHusauma Npu OCYLLECTBAEHUN OYHOrO 0OCAYKMBaHUA NoTpebuTeneit B opucax
obcnykumBaHMa notpebuteneir obecneymBaeT coBepLIEHWE OEUCTBUM MO MNEPEYHI0  COrnacHO
npunoxenuto N 3 K HacToAWMM EAMHBIM CTaH4apTaM.

20. Obwee Bpems 0XXUOAHUA NOTpebuUTensa B ouepeam n obcnyxRmeaHma notpebutens paboTHUKOM
oduca obcnyKmMBaHMA noTpedbuTenen A0MKHO cocTasnATb He bonee 30 mMuHyT. PaboTHMKKM oduca
obcnykmBaHMa notpebuteneir 06A3aHbl HOCUTL SIMYHbIE HArpygHble NAEHTUPUKALNOHHBIE KAPTOYKK C
YKa3aHMeM HaMMeHOBaHMA CEeTEBOM OpraHn3aummn, A0KHOCTU, UMEHW, OTYECTBa U GaMnanM pabOoTHUKa.

21. PaboTHMK ceTeBOW OopraHu3auum, NPUOLIBLLUMIA K NOTPEbUTEeNto AN OCYLWEeCcTBAeHMA OYHOro
obcnyXumBaHMA, coobliaeT notTpebutento ceon GaMmuanio, UMs, OTYECTBO, AOSIKHOCTb, HAUMEHOBaAHUE
CETEeBOM OpraHM3auMu, a TaKKe MPUUYMHY U Lenb nNpubbitua. Mo TpeboBaHWo noTpebutens paboTHUK
OO/MKEH MNpefoCcTaBUTb CAyXKebHoe yaoCToBepeHWE AMBO0 WHOW  [AOKYMEHT, NOATBEPXKAAOLWMNA
nosnHomouma paboTHMKa. Mpu obpaweHun noTpebutens K pabOTHUKY CETEeBOW OpraHusaumm no
BOMPOCaM OKa3aHUsA ycyr No nepegaye sNeKTPUYECKON SHEPTUM U TEXHOIOTMYECKOTo NPUCOeANHEHMNS,
HO He CBA3aHHbIM C MPUUYMHOM U LEeNblo NpUbbLITUS, NPUBLIBWINIK PabOTHUK coobliaeT noTpebutento
KOHTaKTHYI0 MHPOPMaLMIO CETEBOM OpraHmMsaLmMn, pPasbacHAET, Kyda U B KaKOM MNopsake emy cneayet
obpatutbCA.

22. [lata v Bpems Bble3aa paboTHMKa CEeTEBOM OpPraHU3aumMmn K noTpebutento cornacoBbIBatOTCA C
notpebutenem. Npu HEOOBXOAUMOCTU AaTa U Bpemsi MPUDBLITUA MOTYT KOPPEKTUPOBATLCA KaK CETEBOM
OopraHusaumen, Tak u noTpebuTtenem, Npm 3STOM ceTeBasd OpraHM3aLUms:

a) ysegomnser notpebutens o AaTe M BPeMeHW 3amniaHMpPOBaHHOIO NpubLITUA pPaboTHMKA He
nosgHee Yem 3a 5 pabounx gHen A0 AaTbl NAAHUPYEMOro NPMBLITUA, a B C/ly4ae CPOYHbIX Bble340B -
HenocpeACcTBEHHO Nepes, Bble340M;

6) B Cny4Yyae U3MeHeHUA BpemeHun COO6LU,aeT 06 3TOM He nosgHee yem 3a 2 4aca go paHee
COrnacoBaHHOIo BpemMeHU I'IpM6bITVIFI pa6OTHVIKa.

B cnydae HeobXoAMMOCTM  NIUKBMAAUMU  TEXHOJOTUYECKUX  HapPYLUEHWHN,  Yrpo’KaroLlmx
paboTocnocobHocTM 060pyA0BaHUA MAM NPeAOoTBPaLLEHMS (MKBUAALUMKM MOCNEACTBMIA) HECcYaCTHbIX
cny4yaes, NpmbbiTHE K NOTpebuTento paboTHUKA CETEBOM OPraHU3aLLMM MOMKET He COr1acoBbIBATbLCA.

KoHcynbTaHTIAOC: NpumeyaHue.
lnaea lll Bctynaet B cuny ¢ 17 pespans 2015 roaa.

[ll. OpraHM3auma 3a04HOro 06CNYKMBaAHUA (C UCNONb30BaAHNEM
TenedoHHoM cBA3M U ceTu NHTepHeT)

23. CeTeBaa opraHusauua obecneumBaeT obcayxuBaHue noTpebuTeneil C UCNOAb30BaHUEM
TenedoHHOW CBA3K, NOUYTOBON CBA3U U ceTu MHTepHeT (aanee - 3a04HOe 06CayKUBaHME).

24. CeteBas opraHusauma obecneumsaeT npuem M 06paboTKy TenedoHHbIX obpalleHuit



notpebuteneit no Bonpocam:
a) OCyLLECTBNIEHUA TEXHOIOTMYECKOTO NPUCOEANHEHNS;
6) oKasaHmA ycayr No nepeaaye 3/1eKTPUUYECKOM SHepruu;
B) OpraHM3aumm yyeTa 3/1IEKTPUYECKON IHepruu;

r) opraHusauuu o6CAyKMBaHUA noTpebuTenell, NpPeaoCTaBNEHUA KOHTaKTHOM WHdopMauum
opucoB 06CNYKMBAHMA TNOTpPebuTeNein, 3anncM Ha OYHbIA NpUeM, a TaKKe MOo/Jb30BaHuA
WHTEPaKTUBHbIMW CEPBMCAMU OPULMANIBHOTO CaliTa CeTeBOM OpraHM3auun B ceTu MHTepHerT;

LI,) HeCcoOoTBEeTCTBMA Ka4yecCTBa QﬂeKTpVI‘-IECKOVI IHEpPrmn TexHn4yeCKkMm pernameHtTam " HMHbIM
ob6A3aTenbHbIM TPeOOBAHUAM;

€) nepepbiBOB B Mepeaave 3/1eKTPUYECKOW SHEepPrumn, NMpPeKkpalleHna UAN OrpaHUYeHna perkuma
nepesayn 3NeKTPUYECKOW IHEPTUN.

25. [na 3aoc4yHoro ob6CayxuBaHMA nNoTpebuteneid ceTeBasa oOpraHusauma obecneunsaeT
BO3MOKHOCTb BbINOJIHEHWA AEMCTBUI NO NEepeyHto cornacHo npunoxeHuto N 4 K HacToawmm EguHbIM
cTaHZapTam.

26. 3ao4Hoe obcnyKuMBaHMe NoTpebutenen ¢ Ucnonb3oBaHnem TeniepOHHON CBA3KM NO BONpoOCam,
YyKasaHHbIM B nognyHKtax "a" - "r" nyHkTa 24 HactoAwmx EAMHbIX CTaHAApTOB, ceTeBas opraHuM3auumsa
OCYLLECTB/IAET Yepes LeHTPbl 06paboTKM TenedoHHbIX BbI30BOB B paboyee Bpemsi 0pMcoB 06CayKMUBaAHUSA
notpebutenein. Homepa UueHTPoB 06pPabOTKM TenedOHHbIX BbI3OBOB CETEBON OPraHM3aLMn MO YKa3aHHbIM
BOMPOCaM pa3meLlLaoTca Ha opuLMabHOM CalTe CeTEBOM OpraHM3auumn B cetu MHTepHeT 1 B odumcax

obcnykumBaHMA notTpebutenen.

27. ObcnyxmnBaHme notTpebuTenein No BONPoOcam, yKasaHHbIM B noanyHktax "a" u "e" nyHkTa 24
HacToAwWwMX EAMHbIX CTaHAAPTOB, OCYLLECTBAAETCA B PEXUME ropadei AMHUK (ganee - ropaYan IMHUA No
BOMPOCAM 3/71eKTPOCHaBKeHWA) KPYr10CyTOYHO.

Tened>0HHb|171 HOMepP I'OpFIHEVI JIMHUKN NO BOMNpoCam 3}'IeKTpOCH36)KeHMFI ABNAETCA eAUuHbIM U
6ecnnaTHbIM Aana I'IOTpe6VITEJ'IeVI Ha Tepputopun 3I-(CI'I!'IyaTaLI,MOHHOI‘;1 OTBETCTBEHHOCTM CETEBOM
opraHusauum. He gonyckaeTca MCNoOJb30BaHMe B KadecTse Tel'led)OHHOFO HOMepa I'Opﬂ‘-lEﬁ MHUN o
BonpocCam 3I'IEKTpOCHa6)-KeHMF| Teneq)OHHbIX HOMepOB onepaTnBHONo nNepcoHasna ceTeBoOM OopraHunsauunnu.

TenedpoHHbIN HOMep ropAYein JIMHUK MO BOMPOCAM 3/EKTPOCHABKeHMA CeTeBOW OpraHusaumm
fosoautca Ao notpebuTenel, 3HEPronpuHMMAloLLMe YCTPOMCTBA KOTOPbIX HEMOCPeaCcTBEHHO
npucoesMHeHbl K 06bEKTaM 3/1EKTPOCETEBONO X03AMCTBA CETEBOW OpPraHM3auun, B TOM YMC/ie NyTem ero
BK/IIOYEHMA B 40r0OBOPbI SHEPrOCHAOXKEHUSA, pasmeLleHNA Ha 0PULLIMANBbHOM caiiTe CETEBOM OpraHM3aLmum
B ceTu UHTepHeT 1 B odurcax obcnyKmBaHua notpebuteneil.

28. CeTeBadA oOpraHM3aumMsa MpPU OCYLLECTB/IEHMM 3a04HOro obcnyXuBaHMA noTpebutenein c
Mcnoab3oBaHWeM TeniepoHHOM cBA3M obecneunBaer:

HanuumMe bHecnnaTHbiIX TenedOHHbIX KaHa/oB CBA3M Mexay CeTeBOW opraHusaumen u
nortpebuTtenamu;

npvem 1 06paboTKy Bcex BXoaALMX TenedOoHHbIX BbI3OBOB NOTPebUTeNeit B CETEBYIO OpraH13aumio.
Bpems oxungaHus notpebutenem oTeeta no TenedpoHy CETEBOM OpraHM3aummn ¢ MOMEHTA CoeauHeHus (B
cnyyae obcnyKmMBaHWA noTpebuTeneit ¢ UCNob30BaHUEM CUCTEMbI MHTEPAKTUBHOIO FOJI0COBOIO MEHHO -
C MOMeHTa Bblbopa noTpebuTenem Kateropum 'coegmHeHua ¢ pabOTHUMKOM OpraHusaummn" B cucteme
WHTEPAKTUBHOTO r0JI0COBOTO MEHI0) 10 MOMEHTa OTBETa PabOTHWKA CETEBOW OpraHM3aummn He OOJIKHO
npesbIWaTb 5 MMHYT. Bpemsa 06paboTku Bbi3oBa (TesiepoHHOro pasrosopa nNoTpedbutens ¢ paboTHUKOM)



He O0/1KHO NPEeBbIWaTb 5 MUHYT;

OCYLLECTB/IEHME UCXOAALMX TenedoHHbIX BbI30BOB AN UHOOPMUpPOBaHMA NoTpebutenen u
npeaocTasieHns MHpopmauum no obpauieHmam notpebuteneis;

BeJeHWe ayamosanncm BCex BXOAALIMX M UCXOAALLMX Pa3roBOpoB C noTpebutenem, o uyem
notpebuTtenb ysegomMaAeTcA B Hayane pa3roBopa c paboTHUKOM ceTeBOW opraHM3auuu;

AOCTYNHOCTb N HaAEeXHOCTb pa6OTbI TEI'IECI)OHHbIX KaHa/10B CBA3MK;

PEerucTpaumio BXOAAWMX U UCXOOALWMX BbI3OBOB COMIACHO MYHKTY 42 HacToAwmMx EAuHbIX
CTaHAapTOoB.

29. CeTeBaA oOpraHM3auMA OCYLLECTBAAET 3ao4yHoe obcayuBaHue noTpebutenen c
NCNo/sib30BaHMEM CBOero oduuUMaNbHOrO caiita B ceTu WHTepHeT, coaepkawero MHbopmauuio o
OeATeNIbHOCTUN CeTeBOM opraHM3aunn (ganee - opuUUManbHbIN canT).

30. B cnyyae BO3HMKHOBeHUA nepeboes B paboTte oduLManbHOIo cainTa, BAEKyLMX HEBO3MOMXKHOCTb
[O0CTyMa K coaeprKalwencs Ha Hem nHpopmaumm (cepBucam), ceTeBas opraHM3aumns B Te4eHMe 2 4acoB C
MOMEHTa BO306HOBNEHMA A0CTyna K odULMaNIbHOMY CaTy pa3sMeLLaeT Ha Hem MHGOPMaLMIO O NPUUNHE,
[ate U BPEeMEHW MNPEeKPaLLeHUs A0CTyna, a TaKXe O Aate M BPeMeHW BO30OHOBMEHWs AocTyna K
oduLManbHOMY CanTy.

MoTpebutenn AoNXHbI UMETb BO3MOMKHOCTb 03HaKOM/IEHUA ¢ MHbOpMaLMen, pa3melleHHON Ha
oduuManbHOM caliTe, C UICNO/Ib30BAHMEM PACMPOCTPAHEHHbIX Beb-0603peBaTtenei. Mpn 3Tom He A0/KHA
npeAycmaTpMBaTbCA YCTAHOBKA Ha KOMMbIOTEPbI NOTpebutenel cneynanbHO CO34aHHbIX /15 MPOCMOTPa
odUUMaNbHbIX CAATOB MPOrPaMMHbIX M TEXHOIOTUYECKUX CPeaCTB.

CymmapHasa AnuTeibHOCTb NepepbiBoB B paboTe oduuUmManbHOroO cata He A0XKHa npesbiwaTb 4
YyacoB B mecs,

31. UHdopmauma, pasmeLlaemasn Ha odpuLMaibHOM caiTe, JONKHA ObITb:
[OCTYMHa ANA aBTOMATUYECKON 06paboTKu;

KPYrOCYTOMHO A0CTynHa notpebutenam 6e3 MCNoAb30BaHMA NporpammHoro obecneyeHus,
YCTaHOBKA KOTOPOTO Ha TEXHUYECKME CpeacTBa NoTpebuTensa TpebyeT 3aKNH0YEHUA TULEH3UOHHOMO UK
MHOrO cornaweHus ¢ npaBoobnagaTtenem nporpammHoro obecneyeHus, nNpeaycCMaTPUBAIOLLErO
B3¥MaHue ¢ noTpebuTensa nnatbl;

[ocTynHa 6e3 B3MMaHus naaTbl.
32. Hasurauus odu1LmManbHOIO caita A0JIKHA COOTBETCTBOBATL CeAYIOLMM TPeboBaHUAM:

BCA pasmelleHHan Ha oduLManbHOM caTe MHPoOpMaLMA A0MKHA BbITb AOCTYMHA noTpebutenam
nyTem NocneaoBaTe/IbHOro nepexoaa no runepccblikam HaunHas C raBHOW CTPaHWUUbl 0dULMANbHOMO
caiiTa. KonmnyecTBo TakMX Nepexoa0B No KpaTtdyallien nocnenoBaTelbHOCTU A0IKHO 6biTh He bonee NATY;

noTpebuTento Lo/MKHA NPeaoCTaBAATbLCA HarnsgHaA UHPopMauua o CTPYKType odULManbHOro
CaliTa U 0 MECTOHAXOXAEHUU 0TOBpPaXKaeMo CTpaHULbI B 3TOW CTPYKTYPE;

Ha Kaxgow cTpaHuue od1LManbHOIo CaiTa AOMKHbI ObITb pa3mMeLLEeHbl: ITABHOE MEHIO, CCbiIKa Ha
rNaBHYIO CTPAHULY, CCbl/IKa Ha KapTy odMLMaNbHOMO CanTa;

3aroz10BKM M noanncnM Ha CTpPpaHUUaX AOO0SXKHblI ONMCbiBaTb coepKaHwue (Ha3Haqume) Takom
CTpaHWULUbl, HAMMeHOBaHWeE TeKyLLero pasaesia 1 0To6pa)KaeM0ro AOKYMEHTQ;



HaMMeHOBaHMe CTPaHMLbI, ONUCbIBAlOLLEE ee CoAepKaHue (HasHayeHune), AOoKHO oTobparkaTbes
B 3aro/I0BKe OKHa Beb-0b603peBaTtens;

TEKCTOBbIN agpec B ceTu MHTepHeT (YHMBepcanbHbIl yKasaTenb pecypca, URL) KaxKaol cTpaHmubl
AONXKeH oTobparkaTb ee NOOXKEeHUE B IOFMYECKOW CTPYKType caiiTa U COOTBETCTBOBATb €€ CoOAepKaHuIo
(Ha3HaueHWt0), a TaKKe B TEKCTOBOM afpece AOMKHbl 6biTb MCMONb30BaHbl CTaHAAPTHble Mpasuna
TpaHCcAUTEepaLmu;

Ha rNlaBHOW CTpaHWUe odULMaNbLHOrO caiTa U B OTAeNbHOM pasdene (ganee - ANYHbIN KabuHet
noTpebuTensa) pasmeLLaeTcs HOMep ropsiyeit IMHUK MO BOMNPOCaM 3/1IEKTPOCHAbKeHUA, MrMnepccbliKa Ha
nHbopmaumio, NpeaycMoTpeHHyo ab3auem OAMHHAALATbIM W ABeHaAuaTbiM NyHKTa 33 HacToAwMmX
EOAWHbBIX CTaHAAPTOB, @ TaKMKe CCbIIKM-OaHHepbl Ha MHGOPMALMOHHbIE MHTEPAKTUBHbIE CEPBUCHI CETEBOM
opraHusauum.

33. B uensx obecneyeHmn onepaTMBHOIoO AOCTyNa noTpebutenein Kk MHPopmaLmMm 06 oKasbiBaeMblx
ycayrax u obCnyXuBaHMM CETEBOI OpraHM3auuM B FNABHOM MeEHIO OPUUMANBHOrO cailTa ceTeBOM
opraHusauuu Bblaensaetca pasaen "Motpebutenam”. B ykazaHHOM pasgene pasmewiaetca nHbopmaums
B COOTBETCTBMMU CO CTAHZAPTAMM PACKPbITUA MHPOPMaLMN CyObeKTaMN ONTOBOIO U PO3HUYHbIX PbIHKOB
3/IEKTPUYECKOM SHEePrnm, a TaKKe cnepyowme cBegeHns:

NMOYTOBbLIM aZpec CeTeBOM oOpraHM3aumun, agpeca U rpaduk paboTbl odUcoB 0OBCNAYKMBAHUA
notpebuTeneit, Homepa TenedoHOB, MO KOTOPbIM OCYLLECTBAAETCA 06CNyXKMBaHMe NoTpebuTenen, agpec
odULManbHOro canTa CeTeBOM OpraHnu3aumm;

NnopAA0OK No4aun 1 paccMoTpeHusa obpalleHuid NoTpebutenei, coaepskawmx Kanoby Ha gencTemA
CeTeBOM OpraHM3aumu, C yKasaHMeMmM CPOKOB pPacCMOTPeHMA obpalleHuii U NpeaocTaBAeHNUsA OTBETa;

NopAA0K M CPOKM 3aK0HeHNA AoroBopa 06 oKasaHMUM YCAYr Mo Nepeaaye 31eKTPUUYECKol aHepruu,
npeaycMoTpPeHHble 3aKkoHoaaTebcTBom Poccuiickon ®eaepaunu;

NopAAOK NOAAYM 3aABKM Ha TEXHOIOTMYECKOE NPUCOeANHEHME, OCHOBHbIE 3Tanbl €e PacCMOTPEHUA
N UX CPOKM, CBELLEHUSA, KOTOPbIE AONXKHbI COAEPKATbCA B 3afBKE Ha TEXHONOMMYECKOE NPUCOeANHEHME, U
TpeboBaHMA K NpuaaraeMbiMm K HEl OKyMeHTam, GopMbl 3aABOK A/1A 3aMN0JHEHNA NoTpebutenem;

nopAaaoK BbIMNO/IHEHUA TexHosiorm4yeckoro npucoeanHeHwumA, 3Tanbl TexXxHo0orm4yeckoro
npucoeanHeHNA N X CPOKMU,;

nopAaoK pacyeTa MAaThl 3a TEXHO/MOrMYECKOoe MpuUcoeauHeHWe ANA Bcex rpynn notpebutenei,
KONUU pelleHnid opraHa WCMNONHUTENbHOM BAacTM cybbektTa Poccuitckoit Pepepauumn B obnactu
rocyapCTBEHHOTO peryiMpoBaHus ueH (TapudoB) 06 yCTaHOBAEHUWM NAaTbl 3a TEXHOJIOTMYECKoe
npucoegmMHeHne B OTHOLUEHUM TEPPUTOPUAIbHBLIX CETEBLIX OPraHW3auUMi, a TaKKe KonuA pelleHun
denepanbHOro opraHa MCNOJIHATENbHOW BAacTU B 06/11aCTM rocyAapCTBEHHOIO PEryanmpoBaHua LeH
(TapudoB) No ycTaHOBAEHUIO NNATbI 38 TEXHOJIOTMYECKOE NPUCOeaMHEHNE B OTHOWEHMM OpraHn3aLmm no
YyNpPaBAEHUIO eaMHOM HaLMOHa/bHOW (0BLLEPOCCUMNCKOMN) 3/IEKTPUUYECKONM CEeTbi, NOPALOK OMniaTbl No
O0roBopy 06 OCyLLECTB/IEHUMN TEXHONIOTMUYECKOTO NMPUCOEANHEHMUA K SNEKTPUYECKUM CETAM, 0COBEHHOCTH
BHECEHMA NAaTbl OTAE/IbHbIMU Tpynnamu noTpebutenei, npeaycMoTpeHHble 3aKOoHOAATeNbCTBOM
Poccuitckoin epepaumnu;

NopsAAOK pacyeTa MNiaTbl 3a OKasaHWe yCyr No nepegaye 31eKTPUUYECKOW SHEPrMM s BCeX rpynn
notpebutenein, KONUKU pPeLIeHNn opraHa UCNoNHUTENbHOW BnacTu cybbekTa Poccuitickoit ®epepaunn B
06/1acT rocy4apCTBEHHOrO peryavMpoBaHmMa UeH (Tapudos) 06 yctaHoBAEHUM TapudoB Ha ycayru no
nepefaye 3/1eKTPUYECKON 3HEPIMWU B OTHOLLIEHMU TEPPUTOPUA/bHBIX CETEBLIX OPraHU3aUMi, a TaKkKe
Konuu peweHnin ¢eaepanbHOro opraHa MCNOAHUTENbHOM BnacTM B 06/1acTM rocyAapCTBEHHOrO
perynupoBaHua uUeH (Tapndos) o6 ycTaHoBAeHUM TapudOB Ha yCAyrm No nepegaye 31eKTpUYecKom
3HEpPrMM B OTHOLUIEHWM OpraHM3auMu MO YNPaBAEHUIO eAMHOM HauMoHanbHOM (06uepoccuinckoi)
3/1EeKTPUYECKOW CeTblo, NopPAAOK OnAaThl N0 AOroBOPYy 06 OKasaHMM yCAyr No nepeaade 3/1eKTPUYECKOM
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aHepruu;

NnopsaoK OCYLLECTBAEHUS KOMMEPYECKOro y4yeTa CeTeBbIMW OpraHM3auusamMu, B TOM 4ucae
TpeboBaHMA K MecTaM YCTAaHOBKM nNpubOOPOB y4yeTa, CXeMbl MNOAK/IOYEHMA U  MEeTPOJiormyeckue
XapaKTePUCTUKM NpMOOPOB yyeTa 6e3 yKasaHWs TOBAPHbIX 3HAKOB, 3HAKOB 0OCNYXKMBAHMA, GUPMEHHbIX
HaMMEeHOBaHWI, MaTEHTOB, MOJIE3HbIX MOAENEN, MPOMbIL/IEHHbIX 006pPasLoB, HAMMEHOBaHWUI MecCT
NpoucxXoXxaeHns NpMbopos y4eTa aM HaMMeHOBaHUI nponssoauTenen Npnubopos yyeTa;

HaMmeHoBaHMe NPUBOPOB y4yeTa, YCTAHOBKY KOTOPbLIX OCYLIECTBAAET CeTeBas opraHu3auma, ux
CTOMMOCTb 1 CTOMMOCTb PaboT No UX YCTaHOBKE;

NMPUYMHBI U CPOKM MNIAHOBbLIX NEPEPLIBOB B Nepesaye 3N1EKTPUYECKON SHEPTUM, MPEKPALLEHUA AU
OrPaHUYEHUA PEKMMA NEPesayn S/1EKTPUYECKOM IHEPTUM, B TOM YUCNEe NpeaBapuTebHas MHGopMauma
O CpPOKax OrpaHMYeHUs pexkuma noTpebneHua 3N1eKTPUYeckon aHeprun (MowHocTH) noTpebutenein B
CBA3N C MpPOBEAEHMEM PEMOHTHbIX PaboT Ha 06bEKTax 3NEKTPOCETEBOrO XO3AMCTBA CETEBOM
OpraHM3aLmmn, BKOYEHHbIX B rO40BOM (MecAYHbIl) rpaduK pemMoHTa;

pacyeTHble AaTa U Bpema BOCCTAHOBJ/IEHUA 3N1EKTPOCHAbKeHMA B C/lyyae BBEAEHWNA BHEMIAHOBOIO
OrpaHMYEHMs perKMma noTpebneHns a1eKTPUIYECKoM SHepPrMm (MoLHOCTK);

4acTo 3aJaBaeMble BOMPOCHI, BO3HUKAIOLWME Y NOTPEBUTENEN, M OTBETbI Ha HUX;

dKTyaJ/ibHblé U3MEeHEHUA 3aKOHOAaTe/IbCTBa Poccuiickom CDep,epau,MM B OTHOWEHWUWN npoueayp
OKa3aHWnA ycnyr ceteBbiMn opraHnsaumnamu;

yTBEpPXAeHHbIe rpadMKM aBapuinHOro orpaHnMYeHns;
nacnopTa ycayr (npoLeccos) ceTeBoi opraHu3aLunu;

nopagok paboTbl B NMYHOM KabuHeTe noTpebutens, BKAOYas MOJyyeHWe MepBOHAYaNbHOro
A0CTYNa K IMYHOMY KabUHETY, perncTpaumio 1 aBTopusaumio notpebutens.

34, Undopmauus, yKasaHHas B ab3ale oAMHHAALATOM NyHKTa 33 HacToALWMX EANHbBIX CTaHAapTOB,
noanexut onybanMKoBaHUIO He No3gHee yem 3a 7 AHel A0 AaTbl NAAaHOBbLIX MEPepbIBOB Nepeaaqn
3NEKTPUYECKOMN IHepruu.

35. MHdopMmaumA, yKa3aHHan B ab3aue TPMHAALATOM NyHKTa 33 HacToAwWwMX EAMHbIX CTaHZ4APTOB,
NOANEKMT ONyb/MKOBAHUIO HE perke OLHOrO pasa B KBApTa/J Ha OCHOBE aHa/M3a NOCTYMMBLUMX
obpallLeHunii B ceTeBYO OpraHM3aumio.

36. CeTeBas opraHusauma obecneynBaeT, B TOM YMC/e C UCNONb30BaHWEM JIMYHOTO KabuHeta
noTpebutens, TEXHUYECKY0 BO3MOXKHOCTb:

a) HanpasneHua noTpebuTenem ob6paLLEHMI, B TOM YUCAE COLEPNKALLMX *Kanobbl U 3as8BKK
(3anBneHMA) Ha OKasaHMWe ycayr (npoueccoB), cornacHo npuaoxeHuto N 5 K Hactoswmm EguHbIm
CTaHaapTam B GOpMe 3/1EKTPOHHOrO AOKYMEHTA NyTemM 3ano/IHEHUA 3KPaHHbIX GopM Beb-UHTepdelica
obMumanbHOro cailTa C 06f3aTeNbHOW AONA  3aMNO/IHEHMA  KOHTaKTHOM  MHbopmauuen wu
npeAnoYTUTENbHLIM COCOBOM NOyYeHMA OTBETA. B 3KpaHHbIX popmax Beb-mHTepderica odpuLmanbHOro
caliTa obecneymMBaeTcs BO3MOXHOCTb MPMKpPenasTe ¢aiabl ¢ MaTepuanamm no obpaweHuio. Mpu
Hanpas/eHMM obpalleHMA Yepe3 yKasaHHbI UHTepdelic noTpebuTenb AOMKEH ObiTb YBEAOMAEH O
NIAHOBbIX CPOKaX PaccCMOTPeHMA 0BpaLLeHNA C yKazaHUEM PerncTpaLmMoHHOro Homepa obpaleHus;

6) 3ano/sHeHMA NOCPeACTBOM 3KpPaHHON dopmbl Beb-MHTepdeica odmUManbHOrO caMTa aHKeTbl
noTpebutens AnA ONpPoOCa C LENbl OLEHKM KayecTBa OKasbiBaeMbIX YC/Yr CETEBOW OpraHv3aLuu U
obcnyKumBaHMA noTpebutens;



B) nonyyeHuA I'IOTpG6VIT€ﬂ€M CBeAeHMﬁ O CTaTyCe paCcCMOoTpeHuA O6pa|.l.l,eHVIFI, Hanpas/1EHHOIO B
CeTeByto OpraHn3auuto,

r) BBOAa noTpebuTenem TeKyLMX NoKasaHUii NpubopoB yyeTa 3N1eKTPUYECKON sHepruu;

[) HanpaeneHuA noTpebuTenem yBeLOM/IEHUSA B CETEBYID OpPraHuM3aumio o6 WMCMOAHEHUU UM
MepPOoNPUATUIA, NPeAYCMOTPEHHbIX TEXHUYECKMMU YCNOBUAMM;

6) npeanocrassieHnA FIOTpe6VITeﬂF|MI

CBeAeHU O CcTaTyce pPacCMOTpPeHUA 3asABKU (3asBneHus) noTpebuTens Ha oOKasaHue YCAayr,
NoAaHHOM B CETEBYHO OPraHU3aLMio, C yKasaHMeM AaTbl NOCTYNAEHUS 3aABKU U ee PerucTpalyMoHHOro
HOMmepa, AaTbl HaNpaB/AEHUA 3aABUTE/IO NOAMNUCAHHOIO CETEBON OpraHM3aLmnen Aorosopa 06 okasaHum
ycayru;

CBeAEeHU 0 CTaTyce WCMONHEHWA [A0roBopa OKasaHWUA YCAYTM C yKasaHWeM M1aHOBbIX CPOKOB
NCMO/IHEHMA, 33 UCKIOYEHNEM [O0roBOPOB Ha OKa3aHMe YCayru no nepegaye 3/1eKTPUUYECKON SHEPruu.
CBegeHus no gorosopam 06 OCYLWECTBAEHUM TEXHOIOMMYECKOro MPUCOeAMHEHUA AO/KHbI BKAOYaTh
MHPOpPMaLMIO O AaTe 3aKNoYeHMs [0roBopa, Xo4e BbINOJHEHWUA CETEBOW OpraHusaumein TEXHUYECKUX
ycnoBuit, GakTUYECKOM NpucoeamHeHnK, CoCTaBAEHNN U NOANNCAHUU JOKYMEHTOB O TEXHOI0TMYECKOM
npucoeguHeHuuy;

CYETOB Ha onnaTy ycayr no TeXxHO/10rM4eCKomy npncoegnHeHuto,

CBeAEHWUIN 0 NoKasaHMAX NPMBOPOB yyeTa NO TOYKAM yyYeTa 3/1EKTPUYECKON SHEPrMM noTpebutens
M CTAaTUCTUKe nNOTpebneHMA 3SNEeKTPUYECKOM 3SHEepPrmMm Ha MOMEHT MOCNefHEero CHATUA CeTeBoW
OpraHusaumen TaKMX MOKa3aHWiM WAM  BBELEHMA MOKasaHui npubopa yyeta noTpebutenem
CaMOCTOATE/IbHO;

CBEeAEHUN O cTaTyce PaccMoTpeHus obpalleHuA, HanpaBAEHHOro B CETEBYHD OpraHM3auuio B
3/IeKTPOHHOM dpopme.

37. JocTyn K AnYHOMY KabuHeTy noTpebuTensa ocyLwecTBASETCA Nocae BBOAA NOTpebutenem cBomx
NOEHTUOUKALMOHHbIX AaHHBIX: UMEHM (nornHa) 1 napona u (Mam) No perncTpauMoHHOMY HOMEPY 3as8BKU
Ha OKasaHue ycayr (oTaeNbHbIX Npoleayp) v Naposto, KoTopble BblgatoTca noTpebutento:

a) Npv o4HOM 06paLLEHNN B CETEBYIO OpraHn3aLmio;
6) No NnMcbMeHHOMY 3anpocy noTpebutens;

B) Mocne 3anoJiHeHus notpebutenem skpaHHOU Gopmbl BeB-UHTepdelica oduLManbHOro caita
CETeBOM OpraHU3aLmnmn perucTpaLmm.

38. Pasgen "MoTpebutenam" oduumanbHOro caitTa CETEBOW OpraHM3aUMU pPeKoMeHayeTcs
pa3pabatbiBaTb B COOTBETCTBMM C NpuaoKeHnem N 6 K HacToALMM EQUHBIM CTaHZapTam.

IV. Mpuem 1 paccmoTpeHue obpalleHuii noTpebuTenei

39. MoTpebutenam obecneymBaeTcs paccMoTpeHne 06palLLleHNI B yCTaHOB/IEHHbIE CPOKMU.

40. CeTeBas opraHM3aumsa Npy paccMoTpeHun obpalleHuii noTpebutenein obecneunsaeT Nnpuem u
perncTpaumio NocTynuBLLIEro B aApec CEeTeBOM opraHM3aumm obpalleHus notpebutens (B NMCbMEHHON,
3NEeKTPOHHOM, yCTHOM dopme, C Ucnonb3oBaHNem TenedoHHOM cBAsn). MNpu perucTpaunn obpaweHusa
dUKCUpPYeTCs KOHTaKTHas MHpopmauus notpebutens, gata NOCTyNaeHMs 0bpalleHus M BXOAALWMM
PerncTpaunoHHbIn Homep obpalleHus.



41. CeTeBan opraHusauus HanpaBAseT noTpebuTento OTBET MO CyWEeCTBY Ha ero obpallieHue B
cneaytoLme CPOKMK:

a) oTBeT Ha NUCbMeHHOe obpallieHne noTpebuTtens Ha bBymaxKHOM HocuTene - B TedeHue 30 aHel
CO AHA perncrTpaumm obpalleHus CeTeBOW OopraHusauuveit, B Caydyae ec/iM MHoe He npeaycMOTPeHOo
3aKoHoaaTeibcTBoM Poccuiickoit Pepepaunu;

6) obpalleHne noTpebuTens, HanpasaeHHOE C UCMO/b30BaHNEM oduLManbHOro canta B popme
3NEKTPOHHOTO IOKYMEHTA, - B CPOKU, YKa3aHHble B NpuaoxKeHnn N 5 K HacToAawmm EANHbIM CTaHgapTam;

B) OTBET Ha obpalieHne noTpebutensa c ncnonbloBaHMemM TenepoHHOM CBA3U NpenocTaBaseTca
HenocpeAcTBEHHO B MOMEHT 06paLleHus notpebuTens. B cnyyae HEBO3MOXKHOCTU NPeaoCTaBUTb OTBET B
MOMEHT obpalleHmMa noTpebutena paboOTHUK CEeTeBOM OpraHMsaLMyM 3anuCbiBAaET KOHTAKTHYHO
nHpopmauuio notpebutena n He nosaHee 4 YacoB C MOMEHTA perncTpauunm obpalleHma npeaocrasaneT
oTBeT noTpebutento;

r) echn obpalieHne notpebutens ¢ Ucnonb3oBaHMeM TenedOHHOW CBA3U COAEPHUT Kanoby u
$aKTbl, N3N0XKEHHbIE B TaKol Kasobe, TpebyloT aHan3a maTepuanoB Mo obpalleHUto noTpedbuTens,
paboTHUK ceTeBOM OpraHM3aunKn, MNPUHABLUMA TenePoHHbIN Bbi30B, opopmAsieT Kanoby B dopme
SNEKTPOHHOTO [IOKYMEHTa, KOTOpPbIA PEerucTpupyetcs B YycTaHOBAeHHOM nopagKke. Cpok oTBeTa
noTpebuTento No Takoi Kanobe He gonXKeH npesbiwaTb 30 gHEN co AHA perncTpaunm obpaLLeHuns;

A) OTBET Ha ycTHoe obpalleHne notpebutens B oduc obCyXRMBaHMA noTpebutenel
npegocTaBAseTCcA HENOCPeACTBEHHO NPU NoceweHMn notpebutenem opuca. B cnyyae HEBO3MOKHOCTH
npegocTaBAeHMs OTBeTa Ha obpalleHWe MNoTpebutens Npu OCyLLECTBAEHUM OYHOTO O6CAYKMBAHMA
noTpebuTens, a TakKe ecam obpalleHme NOTPEBUTENA COAEPHKMUT Kanoby M GaKTbl, U310KEHHbIE B TaKOW
)anobe, TpebyloT aHaNM3a MaTepPManoB No obpalleHnto NoTpebutens, paboTHUK CETeBOM OpraHM3auum
OOMIKEH NPEANOXKUTb NOTPebUTeNto HanpaBUTb B CETEBYIO OpraHM3aLmio NMCbMeHHOe obpalleHne uam
odopmuTb 0bpauleHme B odpuce ob6CAYyKMBAHMA HA TUNOBOM BaaHKe. [Mocie 3ano/IHEHUA U NOAMNUCAHUSA
notpebutenem 6naHKka obOpalleHUA TaKoe obpauleHne peructpupyetca. Cpok oTBeTa Ha Takoe
obpalLeHure He foxKeH npesbiwaTb 30 gHEel co AHA perncTpaunmn obpaLleHus.

42. B cnyyae ec/iv U30XKeHHble B 06palleHnn noTpebuTensa BONPOCbl He OTHOCATCSA K KOMNETEHL MU
CETEBOM OpraHusaumm, paboTHWMK CeTeBOM opraHuMsauMm He nosgHee 5 paboumx pHen co AHA
peructpauun obpawerHma nHbopmupyeT notpebutena o HEBO3MOKHOCTM NPeOCTaBAeHUA eMy OTBeTa
MO CyLL,ECTBY M3/10XKEHHbIX B 06paLLeH1n BONPOCOB U cOOOLL,aeT KOHTaKTHYI0 MHPOPMALMIO OpraHM3aLmiA,
K KOMMNETEHLMM KOTOPbIX OTHOCATCA Takne BONPOCHI.

43. ObpaleHne noTpebutensa o NpeLoCcTaBAEHUN CIPABOYHOM MHGOPMALMU U (UIN) KOHCYAbTaL MK
CYMTAETCA PACCMOTPEHHbIM, €c/iv NoTpebuTento HanpasaeH (NpesocTaBaeH) OTBET C 3anpalluMBaemoit
nHpopmaumen.

44. Ob6pauieHve noTtpebuTtens, coaeprkallee Xanoby, cUMTaeTCs PaACCMOTPEHHbIM CeTeBOM
opraHusaumen, ecnu:

a) ycTaHoBneHa OBOCHOBaHHOCTb (HEOHOCHOBAHHOCTb) 3asBMIEHUSA O HapyLUeHUM MpaB UK
OXPaHAEMbIX 3aKOHOM UHTEPEcoB NoTpebuTensa, B TOM YMC/Ie O NPEeAOCTaBNEeHUM YCAYT HEHaANEMKalllero
KauecTsa;

6) B cnyyae HeobxogMmocTM no 0OOCHOBAHHbLIM *Kanobam onpeaeneHbl MeponpuaTUs,
HanpaB/fieHHble Ha BOCCTAHOB/IEHME HAPYLIEHHbIX NPaB WAM OXPaHAEMbIX 3aKOHOM WHTepecos
notpebuTena (aanee - KOppPeKTUPYOLINE MeEpPbI);

B) HanpasneH (NpeaocTasBneH) oTBeT NoTpebutento no obpalieHuo:

B C/iy4ae nNpu3sHaHuA ¥anobbl Heob6OCHOBAHHOM B OTBETE npeanocTaBsIATCA apryMmeHTUpPOBaHHbIE



pPa3bACHEHMA B OTHOLWEHUN OTCYTCTBUA OCHOBaHMUM AnAa ee ygoBNneTBOpPeEHUA;

B C/lydyae npusHaHusa »Kanobbl 060CHOBaHHOW B OTBeTe NOTPebUTeNt0 YKa3bIBalOTCA, Kakue npasa
WM 3aKOHHbIE MHTEPEeCchl NOTpebuTens noaneskat BOCCTaHOBAEHMIO M B KaKom nopsaake. Ecav no »kanobe
HeobxoaMma peanunsauma KOPPeKTUPYIOLWMX Mep, B OTBETE NOTPEebUTEN0 YKa3biBaeTCa NiaHUpPyembilit
CPOK UX peanunsauuu.

45. PaccmoTpeHue obpallieHna He npoussoauTca (C yBeaomieHMem o6 sTom notpebutens) B
cayvanx:

a) ecnun obpallleHne coaepKUT HeleH3ypHble TMB0 OCKOPBUTENbHbIE BblpaXKeHUs;

6) ecnn B 06palLeHMM coaepKMTCA BOMNPOC, HA KOTOPbIM AaHHOMY NoTpebuTento ycnyr yxe 6bin
npeaocTaBAeH OTBET MO CYLLECTBY B CBA3M C paHee HanpaB/ieHHbIMM 06paLLEHMAMM, U NPU 3TOM B
obpalleHMn He NPUBOAATCA HOBble A0BOAbI UM 0BCTOATENLCTBA;

B) €C/NM OTBET MO CyLecTBY MOCTaB/NEHHOro B O6palleHuM BOMpoca He MoKeT ObiTb aaH bes
pasriaweHns cBeAeHMUI, COCTaBAAIOLNX KOMMEPYECKYIO TallHY U UHYIO OXPaHSAEeMY0 3aKOHOM TaliHy.

46. PaccmoTtpeHue obpalleHua (6e3 ysegomneHma noTpebuTtensa) He Npomu3BoAMTCA B C/yHanX, eCium
TEKCT NMCbMEHHOro 0bpallleHMA He NoAAaeTCA NPOUTEHUIO UAK B 06paLLeHNN OTCYTCTBYHOT KOHTAKTHbIe
AaHHble, HeobxoaMMble A4 HanpaBaeHUA OTBeTa.

V. OcobeHHoCTU 06CnyKMBaHUA NoTpebuTenelt Npu oKasaHuu
YCAYT NO TEXHONOrMYECKOMY NPUCOEANHEHUIO

47. CeTeBas opraHusauusa obecneymsaeT noTpedbuTenam - GUM3NYECKUM ANLaM, MaKCUMaJibHas
NpUCoOeAMHEHHAA MOLHOCTb 3SHEPronpuMHUMAIOLMX YCTPOMCTB KOTOPbIX cocTaBaseTr go 15 KBt
BK/NOUMTENBHO (C  yYeTOM paHee MPUCOEAMHEHHbIX B  JaHHOW TOYKe npucoeauHeHUs
3HEPronpPUHMUMALOLLMX YCTPOUCTB), BOSMOXHOCTb:

a) BbICTAaBNAEHWA cyYeTa Ha onnaTy YCAyrM no TeXHONOrMYecKomy NpucoeauHeHUo cnocobamu,
OOMYCKaOLWMMM BO3MOMKHOCTb WX YyAaneHHOM nepepaun (noyta, ceTb WMHTepHET), no XenaHuio
nortpebutens;

6) BHeCeHMA nnaatbl NO O0roBopy 06 ocywiectBneHnn TexHonornyeckoro npucoegmnHeHumA K
INNEKTPNYHECKNM CETAM 6e3 onnaTbl KOMUCCUN.



Kpyr BasBurenen <1>:

[NACIOPT YCIIYIUM (IIPOLECCA)

CETEBOV OPTAHU3ALNYU

HaVMeHOBaHMUE YCJIyT'U

(npouecca)

Pasmep IIJIaTel 3a IIpeloCTaBJIEHME YCIIyI'Un (npouecca) M OCHOBAaHME €€ B3MMAaHUAg:

YcJioBMSa oOKaz3aHusa yCiayIu (mnpouecca) <2>:
PesynbpTaT oOka3aHuUA yCJayI'm (mpolecca) : .
ObmMM CpOK OKaszaHMsa yCcJayI'u (mpolecca): .
CocTaB, MNOCJEIOBaATEJIbHOCTL M CPOKM OKaz3aHMUsa yCJayI'u (mpolecca) :
N dtan | CoaepxaHue/ycnosus stana dopma Cpok CcbliKa Ha
n/n npenocTaB/ieHUA MCNOJIHEeHNA HOPMaTUBHbI
NpaBoOBOM aKT
1
2

MpunoxkeHne N 1

K EAMHBbIM cTaHgapTam KadyecTBa
0bcnyKMBaHMA CETEBLIMM OPraHn3aLLUAMM
noTpebuTenein ycayr ceTeBbiX opraHm3aumim



KonTaxkTHasa mHOOpMaLMsa IOJiS HalpaBJieHMs oOpameHum <3>: .

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

<2> OnucaHue ycnoBuIiA, MPU KOTOPbIX OKasaHWe ycayrM (npouecca) CTaHOBMTCA BO3MOMKHbIM
(npepocTaBneHne Bcex HeOBXOOUMBbIX AOKYMEHTOB, Hanunune ¢GpU3NYecKOoW BO3MOMKHOCTM OKasaHwuA
ycnyru (npouecca) v gap.).

<3> YKa3blBalOTCA KOHTAKTHble AaHHbIe KL, KOTOPble MOTYT AaTb McYepnbiBatoLlyo MHpopMaL Mo
06 OKasblBaeMoW ycayre, NPUHATb Xanoby Ha aelcteua (6besgencTene) noapasgeneHus (paboTHUKa)
CeTeBoOW opraHn3aLUmm, 3aHATOrO B OKasaHWUM YCAYTK, YNoJHOMOYEHHOO OpraHa UCMONHUTENbHOM BNaCTH,
OCYLLECTBAAIOLWEro Haa30pHble GpYHKLMU 3a AeATeNbHOCTbIO CEeTeBOM OpraHn3aLmu.

MpunnoxkeHue N 2

K EAWMHbIM CTaHA4apTam KayecTBa
obcnyKMBaHMUA ceTeBbIMM OPraHU3aLLMAMM
noTpebuTenei ycayr CeTeBbiX opraHusaummn

TPEEOBAHUA
K OPFTAHWM3ALINM ODPUCOB OBC/TYKUBAHUA NOTPEBUTE/EN
CETEBbIMU OPTAHU3ALUUMAMU

1. Npwu 0bopyaoBaHMMU LEHTPOB 06CNYKMBAHMA NOTPEBUTENEN B KAMEHTCKOM 3a/1€ NPOU3BOAMTCA
30HUPOBaHWE MNOMeLLeHUs, obecneumnBalollee ero pasgefieHne Ha fABe 30Hbl: KAMEHTCKYID W 30HY
pasmeLLeHnsA PabOTHNKOB, OCYLLLECTBAAIOLMX 06CNYKMBaHME NOTpebuTenei.

2. LUeHTpbl o06cnyxunBaHua noTpebuteneir cHabxKalTcd WHPOPMALMOHHBIMM  TabanuKamm
(BbIBECKaMM) C 1OrOTUNOM CETEBOI OpraHMU3aLmm:

a) Ha BXoge B 34aHMe pasmellaeTcA BblBeCKa € MHOpMaLMen: HaMMeHOBaHWe CeTeBOW
OpraHusaumn, NoYTOBbIA agpec, rpaduk paboTbl UeHTpa obcay:KmBaHus noTpebutenelt, agpec
3/IEKTPOHHOM NouTbl, TenepoH LLEeHTPaA 0OCAYKMBaAHUA NoTpebuTenein n ropsayen AMHMM NO BOMPOCAM
3NeKTPOCHabXKeHMA CeTeBOM OpraHmn3aLuuy;

6) B NOMeLLeHNN - BbIBECKM C 0603HAYEHMEM MECT OYHOro npuema notpebuTenei, cnyebHbIx
nomeLLeHUin, He NpeaHa3HauYeHHbIX 418 O4HOro npMema noTpebuteneir;

B) B K/MEHTCKOM 3a/le - BbIBECKM Ha OKHax obcnyKuBaHuA notpebuteneli okono paboumx mect
paboTHMKOB.

3. B KNMEHTCKOM 3ane LeHTpa o6Cny»KMBaHMA noTpebutenein opraHn3yeTca 30Ha OXKUAaHMA ANA
notpebuTtenei, No3BonAloWAA PasMecTUTb NoTpebuTenen B NMKoBble AHU (Yackl) npuema. Maolwagb
30Hbl OXUMAaHUA COCTaBAAET He MeHee 4 KBagpaTHbIX METPOB Ha 04HOro paboTHMKa, 0bCcayKnBaoLWEero
notpebutens (o4HOro okHa obcnyxunsaHua). B 30He oxkmnaaHua obecneynBaeTca HanmMume mebenu ana
MCMNONb30BaHUA MOTPEBUTENAMN BO BPEMSA OXMAAHUA: HE MEeHee OJHOro CUAAYEero Mecta Ha OZHOro
paboTHMKa, obcnyuBatoLero noTpebuTenn (04HOro okHa 0b6CNyKMBaHUSA), He BKOYasA cugaumne mecTa
HenocpeacTBEHHO ANs Npuema notTpebutenen, oTaeNbHOro CToNa U cTyna Ans odopMAEHUS LOKYMEHTOB
BO BpeMs OXKNAAHUA, KaHUENAPCKMX NMPUHALNEKHOCTEN.



4. 30Ha OXKMAAHWUA KAMEHTCKOTO 3a1a OCHALWAETCA MHPOPMALMOHHBIMKU CTEHAAMM C HEOBXO0AMMON
AnAa notpebutens Hpopmauueit B cootBeTcTBUM co CTaHAaPTaMM PacKkpbITMa MHGopMaunm cybbekTamu
ONTOBOrO UM PO3HWYHbLIX PbIHKOB 3/IEKTPUYECKOM 3HEPruu, YTBEP)KAEHHbIMU MNOCTAHOBNEHUEM
Mpasutenbctea Poccuiickoit ®epepaumm ot 21 aHBapa 2004 r. N 24, a TaKxKe co chneaywouien
nHbopmaumeir:

4.1. rpaduK paboTbl opuca obcnyxRunBaHMA notTpebutenen;

4.2. NOYTOBbLIN agpec U 3NEeKTPOHHbIN aapec oPpULMANBbHOrO caiiTa CeTeBOM OpraHM3aumun, agpec
3/1eKTPOHHOW NOYTbI, TeNepoHHble HOMepa LieHTpa 06CNyKMBaHUA NoTpebuTenen u ropadent IMHUKN No
BOMPOCAaM 3N1EKTPOCHAbKeHUsA CeTeBOM OpraHu3aumu, Mo KOTOPbIM OCYLLECTBAAETCA 3a04Hoe
obcnyKumBaHMe noTpebuTenen, TepputTopma obCNyKMBAHUA CETEBOM OpraHn3aLmu;

4.3. nopAgoK nofayn U paccCMoOTpeHus obpalleHui notpebutenelt, coaeprkawmx ¥anobbl Ha
OEeVCTBUA CeTEeBOM OpraHu3aLmu, C yKasaHWMEM CPOKOB PacCMOTPeHUs obpalieHuii n npegocTaBaeHmn
OTBETa;

4.4, nopAaoK M CPOKM 3aK/OYEeHUs A0rosopa 06 OKasaHUKM yCayr no nepeaade 3/1eKTPUYHECKOn
3HEepruu, npeaycMoTpeHHble 3aKoHoAaTeNbCTBOM Poccuitickon ®eaepaunm;

4.5. nopAaoK NoAayuu 3aABKU Ha TEXHO/IOTMYECKOe NpucoeaHeHne, OCHOBHbIE 3Tanbl U CPOKK ee
paccMoTpeHna, ceBeaeHnA, KOTopble A0/1XKHbI COOEPHKATLCA B 3aABKeE, TDE6OBaHMﬂ K npunaraembim K Hew
AOKYMEHTaM;

4.6. Tapudbl Ha YCAYrM No nepeaade 3N1eKTPUUYECKON SHEPrumn Ha TeKYLLMIA Neproa peryampoBaHmus
C YKasaHMeMm UCTOYHMKA oduuManbHOro onybaMKoBaHMA pelleHusa opraHa UCMNOAHUTENbHOW BNacTu B
061aCcTV rocyAapCcTBEHHOTO peryampoBaHma Tapudos cybbekTa Poccuiickoin Peagepaumnu;

4.7. Tapudbl Ha TexHO/IOrMYeckoe NnpucoeaMHEHME Ha TeKyLIMIM nepuos peryanpoBaHusa C
yKasaHMeM UCTOYHMKA OodMLMaNbHOIO Onyb/aMKOBaHMA pelleHua opraHa WCMNOJIHUTENbHOM BNacTU B
061aCcTV rocyAapcTBEHHOTO peryampoBaHma Tapudos cybbekTa Poccuiickoin Peagepaumnu;

4.8. 6N1aHKM TUMNOBbIX JOKYMEHTOB MO TEXHO/IOTMYECKOMY MPUCOEAMHEHUIO, HA OKa3aHWe ycayr no
nepenaye 3NEKTPUUECKON IHEPTUM U NPOYEE;

4.9. NnopAAOK OCYLLECTBIEHNA KOMMEPYECKOro yyeTa CeTEBbIMM OpraHusaumMamMu, B TOM 4yuc/e
TpeboBaHMA K MeCTamM YCTaHOBKM MpPMOOPOB Yy4YeTa, CXemMbl MOAKNIOYEHUA U  METpPOosIorMyeckue
XapaKTEPUCTUKM NPUBOPOB y4eTa;

4.10. HaumeHoBaHMe NPUBOPOB y4eTa, YCTAHOBKY KOTOPbIX OCYLLECTBAAET CeTeBan opraHMsaums,
MX CTOMMOCTb M CTOMMOCTb PaboT Mo UX YCTaHOBKE;

4.11. EanHble cTaHAaApTbl KayecTBa OOCAYKMBAHWS CETEBbIMW OpraHMsaumMamu notpebuteneit
CeTeBbIX OpraHM3aunii;

4.12. nacnopT ycnyr CeTeBOM OpraHu3auuu;
4.13. KHUra ¥anob u npeanoKeHun.

5. Mpu HeobXoAMMOCTU B LEHTpe O0b6CAyKMBaHMA noTpebutenein obecneymsaeTca Haauuume
NAATEXHOro TEPMMUHANA A1 ONAATbl YC/YT CETEBOM KOMMaHUM.

6. Ec/in B KNIMEHTCKOM 3ane 06cnyknBaHue ocylectsaseTcs bonee yem 4 paboTHnkamu (6onee yem
4 OKHa 06CNYKMBaAHUSA), 30Ha OXKMAAHUA 0OOPYAYETCA 3/IEKTPOHHOW CUCTEMOW YrNpaB/eHUs oYepesblo,
KOTOpas npesHasHa4YeHa ONTMMMU3MPOBaTb NOTOKM NoceTUTenel. MHCTPYKUMA NO 3KCMyaTaLmMm CUCTEMbI
ynpaB/ieHna oyepeabto 1 CXeMa pasmMeLLaoTcs Ha MHGOPMAaLMOHHOM CTeHAe.
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7. MomeleHMe LeHTpa obcnyKnBaHUA NoTpebuTtenelt obopyayeTcs NPOTUBOMNOKAPHON CUCTEMO,
CPeACTBaMM MOXKAPOTYLIEHUA, a TaKXKe LEHTPaNM30BaHHOW CMCTEMOM OMOoBelleHWAa noceTtuTenen u
PabOTHMKOB LieHTpa 06CNYXKMBAHMA O NOMXKAPe M APYIMX KPU3UCHBIX CUTYaLMUAX.

8. B nomeleHnn LLeHTpa obcayKmnBaHua notpebutenein obecneunsaeTca HaMune NMTbEBOM BOADI,
anTeuKu.

9. B ueHTpe obcnyxKmBaHua noTpebuteneir obecneuymBaeTcs 6e3o0nmacHOCTbL NoTpedbuTenen wu
paboTHMKOB.

10. B 3gaHuM LeHTpa obcnyKMBaHWMA noTpebuTeneit obecneunBaeTca AOCTYyn noceTuTenel B
CaHy3/bl.

11. B OTHOWEHMM MYHKTOB 06CNYXMBaHUA NoTpebutenen ceteBasa opraHmMsauusa obecneymBaet
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HAcTOALLEro NPUAOXKEHUA K EANHBIM cTaHAapTam.

Kpome Toro, B nyHKTe obCay»KMBaHMA obecneymBaeTcs Hananume mebenn Ans UCNo/sb30BaHMA
noTpebuTeNnamm BO BPEMS OXUAAHWUA: HE MEHee OJHOro cuaAYero Mecta Ha OAHOro PaboTHMKa,
obcnyxuBalowero notpebutena (0AHOrO OKHa OOCAYKMBaHUA), He BKAOYAA cuaAYMEe MecTa
HEenocpeACcTBEHHO ANA Npuema noTpebuteneit, ctona u ctyna ana odopmaeHUs JOKYMEHTOB BO Bpems
0XMAaHUA, KAaHLENAPCKUX NPUHAANEXKHOCTEN (pyyKM, Bymara ans sanucen).



OCHOBHbIE ENCTBUA

MpunorkeHune N 3

K EQMHBIM CTaHAApTaM KayecTBa
0bcnyKMBaHMA CETEBLIMM OPraHn3aLLUAMM
noTpebuTenein ycayr ceTeBbiX opraHm3aumim

CETEBOW OPTAHWM3ALIMM NPWU OCYLLECTBNEHWUM OYHOIO OBC/TYKMBAHMA

NMOTPEBUTE/NIEN B O®UCAX OBCNYHKUBAHUA NOTPEBUTENEN

N OCHOBHble AeNCTBMA CETEBON OPraHn3aLUum Npu OCYLLLECTBIEHUM OYHOTO 0BCYKUBAHUA
notpebuteneit B opmcax obcnykmBaHmna notpedbutenei

1 Mpuem W  perucTpaums O4YHOro OOpalleHMs NOTpebuTens, pPerucTpauma  KOHTAKTHOM
MHbOPMaUUKN NOTPedbuTenn, NpoBepKa KOPPEKTHOCTU OGOPMIEHNA 3aABOK HA OKasaHMe YyCAyr,
KOMMNIEKTHOCTU AOKYMEHTOB U MONHOTbI CBEAEHWUI B 3asiBKE B COOTBETCTBUM C TpeboBaHMAMM
HOPMATUBHbIX NPABOBbIX AKTOB:

1.1 npuem ¥xanobbl NoTpedbuTtensa B nMCbMeHHOM dopme

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

121 33ABKM Ha TEXHOJIOTMYEcKoe npucoeguHeHune

1.2.2 ob6paleHna NoTpebuTens o NpoaseHUN CPOKa AENCTBUA PaHee BblAAHHbIX TEXHUYECKUX YCIOBUIA

1.2.3 3aABNEHUA O BOCCTAHOBNEHWUW paHee BbIAAHHbIX TEXHWYECKUX YCNOBUIM, yTpaTa KOTOPbIX
HaCTynuna B CBA3M C IMKBUAALMEN, peopraHM3aLmen, npeKkpaLleHemM AeaTe/IbHOCTU NPEXHEro
BNagenbLa (3aaBuTens), NnpoLarkein 06bEKTOB U MO MHbIM MPUYMHAM

1.2.4 YBEAOM/IEHNA O 3aK/IIOYEHUM COMNALLEHMSA O NepepacnpeneeHnn NpucoeanHEHHOM MOLHOCTH

1.2.5 3aABAEHMA Ha 3aK/odeHMe AoroBopa 06 OKa3aHWM yCayr No nepeaayde 3/1eKTPUYECKOM SHeprum

1.2.6 3aMpoca 0 COrnacoBaHUM MeCTa YCTaHOBKM Npubopa yyeTa, CXemMbl MOAKAOYEHMA NPUHOpa yyeTa

N NHbIX KOMMNOHEHTOB U3MePUTE/IbHbIX KOMMN/IEKCOB N CUCTEM YYETQA, a TaKKe MeTPO/I0Or'M4eCKnx




XapaKTepPUCTUK Npubopa ydyeTa

1.2.7 3aABKN 0 HEOHXOAMMOCTU CHATUA NOKAa3aHMM cyllecTByoLwero npubopa yyeta

1.2.8 3asBKM Ha OCYLLECTBAEeHMEe A0NYCKa B 3KCM/yaTauuto npubopa ydyerta

1.2.9 3aABaeHMA Ha 060pyL0BaHME TOUKM NOCTaBKM Npnbopamm yyeTta

1.2.10 3afBKUW Ha YCTaHOBKY, 3aMeHY 1 (1aun) akcnayaTaumio npnbopos yyeTa

1.3 npuem coobuieHnin o 6e3goroBopHom (6e3y4eTHOM) NOTPeBEHMM INEKTPUYECKON IHEPTUN, O
XMLLEHUM 0OBEKTOB 3/1EKTPOCETEBONO XO3AMCTBA

2 Mpuem nokasaHun NpnbopoBs yyeTa 31EKTPUUYECKON IHEPTUN

3 MpefocTaBneHne CcNpaBoYHOM WHPOpMaALMM O [EeATENbHOCTM CETeBOM OpraHusauuu no
BONPOCaM OKa3aHWA YyC/yr CeTEeBOM OpraHM3aLmu, B TOM YiC/ie NpeaocTaBieHne TMNoBbiX Gopm
OOKYMEHTOB

4 MpeaocTaBneHne KOHCYAbTaLMi NO BONPOCaM OKa3aHWA YCAYr CETEBOM opraHmn3aumnu.
B cnyyae otcytctBMA MHOpMauUMM Yy pabOTHWMKA, OCYLLECTBASIOWErO OYHbIA Mpuem, ANs
NpPefoCTaBAEHNA KOHCY/bTaLMW PAabOTHUK PerucTpumpyetr nucbMeHHoe obpalleHune, OTBET Ha
KoTopoe npeaocTtasnseTcsa B TeyeHue 30 gHen

5 MpepoctaBneHve MHGOPMALMM O CTATyCe MUCMOJIHEHMA 3afBKM Ha OKasaHuWe ycayr (npouecca),
[0roBopa oKasaHuA yCayr, pacCCMOTPEHUA 06paLLLeHnA, CoaeprKaLlLero xanoby

6 Bblaavya AOKYMEHTOB NOTPebUTeNaM, B TOM YMC/e SOTOBOPOB HA OKa3aHWe YCayr, KBUTAHLUNA,
cyeToB-paKTyp Ha onnaTy ycnyr, JOKYMEHTOB MO pe3y/ibTaTaM OKasaHWA ycayr (aKToB), akToB
6e3yuyeTHOro (6e3a0roBopHOro) NoTpebAeHNs 3NEKTPUYECKON SHEPTUU

7 MpepoctaBneHne uHbOpPMaLMM O MNPUYMHAX W CPOKax MNAHOBbLIX MepepbiBOB nepeaayn

3/1EKTPUYECKOW 3HepPrmu, NpuunHax HecobaaeHnsa TpeboBaHUIM K NapaMmeTpam ee KayecTsa, O
JaTe 1 BpeMEeHM BOCCTAHOBNEHWA Nepeaaym 3/1eKTPUYECKON 3HepruK, a TakKe 06 obecneyeHum
COOTBETCTBUA KauecTBa 3/1EKTPUYECKOMN IHEPTrUKN TpeboBaHUAM 3aKOHOAATEIbCTBA.

Mpu oTcyTcTBMM MHPOPMaLUKN Y PaBOTHMKA Ha MOMEHT MoCeLLeHns PaboTHWK NpeaocTaBaAeT




oTBeT NoTpebuTento He NosaHee 4 4acoB C MOMEHTa perucTpaLmmn obpalleHus ¢ 3anpocom. Ecam
obpalleHMe COAEPKUT KaNoby M U3N0XKeHHble aKTbl TPebyloT aHanM3a maTepuasnos, TO
paboTHWK npeanaraet noTpebuTento HanpaBuTb B CETEBYHD OPraHM3auUMio MUCbMEHHOE
obpalyeHre B popmMe 3/1eKTPOHHOTO AOKYMeEHTa UM odopMUTL obpalleHme Ha TUNoBoM 61aHKe
NP NOCELLEHUN, OTBET NpeaocTaBaseTcs B TeueHne 30 aHen

MpunoxkeHune N 4

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

8 Mpuem nnatexkel 3a oKkasaHue ycayr (B LeHTpax obcayKmMBaHus notpebuteneit)
9 Bblaava MHAMBUAYANbHOMO IOTMHA M NAPOAS ANs AOCTYNA B IMYHbLIA KAabUHET noTpebutens
10 MpoBeaeHWe LUENeBbIX OMNPOCOB, aHKeTUPOBaHMA noTpebuteneir AnA OLEHKM KadvecTsa
OKa3blBAaeMbIX YCAYT 1 06CcnyKmMBaHmA
OCHOBHbIE AENCTBUA
CETEBOM OPTFAHU3ALMW NPU OCYLLIECTB/IEHMWM 3A0O4HOTO OBC/TYKMBAHKA
NOTPEBUTENEN C UCNONIb3OBAHUEM TEJIEGOHHOM CBA3N
N OCHOBHble AelCTBUA CEeTEBOM OpraHU3aL MM NPU OCYLLECTBNEHUN 3304HOT0 06CNYKUBAHUA
notpebuTeneit nocpeacTsom tenepoHHoOM cBA3N
1 Mpuem, perucTpaums, obpaboTKa BXOAALMX BbI3OBOB MNOTPebUTENei € 3anpocom CNpPaBOYHOWM
MHpopmaumm, No Bonpocam NpeaocTaBAeHUs OTBeTa noTpebutento M 3anucu notpebuteneint Ha
npuvem B opuc 0b6cNyKMBaHMA NO BONPOCAM:
1.1 | ocywecTBAEHMA TEXHONOFMYECKOTO NPUCOEANHEHNA




1.2

OKa3aHuA ycnyr no nepegaye 3I'IEKTpMHECKOﬁ IHEpPrnmn

1.3

OpPraHU3aLLMn y4eTa 3NeKTPUYECKOM IHEePTUn

1.4

obcnymBaHma notpebutenei

15

NoJly4YeHNa KOHTaKTHOM MHpOPMaLMKM CEeTEBOWM OpraHM3aumMmn 1 opraHMsaumii, paboTaowmx B chepe
3HEepPreTMKN Ha TEPPUTOPUN LEATENbHOCTM CETEBOWM OpraHMn3aLmm

Mpuem, peructpaumsa, obpaboTka BXOAALINX BbI3OBOB NOTPebMUTENEN NO BONPOCAM KOHCYAbTaUUA U
npeaocTaBaeHns otTeeta notpebutento

MNpuem noKasaHU nNpUMOOPOB Yy4yeTa INEKTPUYECKOM 3SHEepruM B CAyyasx, MNpPeayCMOTPEHHbIX
OCHOBHbIMU MOJIOXKEHUAMU GYHKLUMOHMPOBAHUA PO3HUYHDLIX PbIHKOB 3/IEKTPUUYECKOW 3HEepruu,
YyTBEpPXAEHHbIMW NocTaHoBAeHueMm lNpasutensctea Poccuiickoit Pepepaumm ot 4 maa 2012 r. N 442

Mpuem, perucTpauus, o6paboTKa BXOAAWMX Bbl30BOB MNoTpebuteneir c coobuieHnem o
6e340roBopHOM 1 6e3yyeTHOM NOTPEBAEHUMN SNEKTPUYECKOM SHEPTUN, A TAKIKE O XMLLLEHNMN 0B BEKTOB
3/1EKTPOCETEBOrO X03AMCTBa CETEBOM OpraHM3aumum

4.1

MNpuem, pernctpaumsa, obpaboTka BXoAAWMX BbI3OBOB noTpebutenein c coobweHnem o
HECOOTBETCTBMM KauyecTBa 3/IEKTPUYECKOM SHEPrUM TEXHUYECKMM perfaMmeHTam W MHbIM
ob6a3atenbHbIM TpeboBaHMAM. [Nepeaaya ykasaHHbIX COO6LLLEHNI ONepaTUBHOMY NepPCOHaNy CeTeBol
opraHusaumm (npu HeobxoaMMOCTH)

4.2

Mpuem, pernctpaumsn, o6paboTKa BXOAALLMX BbI30BOB NOTPe6UTENei C coobL,eHMeM O NpeKpaLLeHnn
nepeaayun snekTpuyeckon sHepruun. MNepegaya yKasaHHbIX COOBLEHMI ONepaTMBHOMY MepcoHany
ceTeBOW opraHusaummn (Npu Heob6xoaMMOCTH)

Mpuem, peructpaums, obpaboTka BXOAALMX BbI3OBOB NOTpebutenelt ¢ 3anpocom MHPopmaumm o
NAaHUPYeMbIX CPOKax BOCCTAHOB/IEHMA nNepedayn 3/eKTPUYECKOM 3HeprMu, Mo Bonpocam
obecneyeHNs COOTBETCTBUA KauyecTBa 3N1€KTPUYECKON SHEPIUN TEXHUYECKUM pernaMmeHTaM U MHbIM
obnasaTenbHbIM TpeboBaHMAM

OcyuiecTeneHme NCXoAALLMX BbI30OBOB A1A yBeAOMAeHNA noTpebuTtenen 06 aBapuitHbIX CUTYaLUAaX B
SNEKTPUYECKUX CETAX, PEMOHTHbIX U nNpoduaakTMyeckmx pabotax B MOPAAKE UM CPOKM,



consultantplus://offline/ref=38363C4CC7B00DF2AD61E029C15C0F070A181F9807F3042CEC479BBCC1D68588126BD71E9B9397AAD8w0K

YCTaHOBJ/IEHHbIE OTOBOPOM Ha YCNyru no nepegadve 3}'IEKTpM‘-IeCKOﬁ IHEPrnmn

OcyuwecTBnieHMe UCXOAALWMX BbI3OBOB A/ YBeAOMJIEHUS MOTpebuTeneir npu OcCyLwecTBAeHUM
TEXHOJIOTMYECKOro MPUCOeaNHEHMA, OKa3aHMA yCIyr Mo nepegade 3/eKTPUUYECKON SHeprnn u npu
OCYLLLECTB/IEHNUN KOMMEPYECKOTO yYeTa 3/IeKTPUYECKOMN IHeprum

OCVIJ.I,eCTBI'IEHMe ncxoaAawmMxX Bbl30OBOB ON1A OTBETA I'IOTpe6MTEJ'IFIM Ha O6pa|J.I,EHMFI, Ha KOTOpble He
6b1/10 BO3MOMKHOCTH npeanocTtaBuUTb OTBET HENOCPEACTBEHHO NMPW NOCTYN/1IEHUN 06pa|.|.|,eHm-|

Mpuem, pernctpaums, obpaboTka BXOAALIMX BbI3OBOB MOTpebutener, cogepalmx »Kanoby, u
npeaocTaB/eHne oTBeTa NOTpebuTento

10

MH(I)OpMaLI,MOHHOG Bsammo,u,eﬁcmme C onepatnBHbiIM MNMePCOHA/IOM ceTeBoOM opraHusauunn npu
nocrynneHnnm O6paLLI,EHMﬁ no BONMpoCam HEeCOOTBETCTBUA KaA4ecCTBa 3I'IEKTpVILIECKOI7I HEeprumn
TEXHUYECKMM pernameHTam U UHbIM 0b6A3aTeNbHbIM Tpe6OBaHVIﬂM, nepepbisos, npeKkpaweHnA
nepegayvn aﬂeKTpMLIECKOﬁ IHeprmn MHd)OpMaLI,MM aBapMVIHbIX M NNAHOBbIX OTKAKYEHUAX
3/1EKTPO3HEPTUN

11

MpoBeaeHWe LeneBbix ONPOCOB, aHKETUPOBAHWA NOTPebUTENEN A/17 OLLEHKM KAaYecTBa OKa3biBaeMbIX
YCAYT 1 06CNyKnBaHUA

OCHOBHbIE AENCTBUA

MpunoxkeHne N 5

K EAMHbIM cTaHAapTam KayecTsa
06CNYKMBaAHMA CETEBBIMMU OPraHMU3aLUAMM
notpebuTenelt ycayr ceTeBblX opraHu3aumi

CETEBOM OPIFAHU3ALMW NP OCYLLIECTB/IEHUIM 3A0O4HOTO OBC/TYKMUBAHKA

NOTPEBUTENEWN C UCMOIb3OBAHUEM CETU UHTEPHET



CNUCOK U3MEHSIOLLMX AOKYMEHTOB
(B pea. Mpukasza MuHaHepro Poccum o1 06.04.2015 N 217)

N OCHOBHble AeNCTBUA CETEBOM OpraHn3aLum npu NHTepaKTUBHbIN CpoK ncnonHeHun
OCYLLEeCTBNEHWNN 3a04HOr0 06CNYKUBAHNA cepBuc
notpebutenein B cet NHTepHET

1 Mpuem obpalLeHnii noTpebuteneit ¢ 3anpocom B TeueHue 15 gHei
crnpaBoYyHoOM MHPOPMaLUM Yepes3 MHTEPAKTUBHbIE CO AHA
3NEeKTPOHHble GpopMbl, NpeaocTaBieHe OTBETa oTnpasaeHusa
noTpebuTento n 3anucb NnoTpebutenei Ha Nnpuem B obpalleHun
oduc obcnyKMBaAHMA MO BONPOCAM:

1.1 OCYLLECTB/IEHNA TEXHONOTMYECKOTO NPUCOEAMHEHUSA

NHTepHeT-npuemHas,

1.2 OKa3aHWA YCAyr No nepejade 31eKTpUYecKoii JINYHBIA KabuHeT
saHeprum notpebuTens

1.3 OpraHM3auMn yyeTa 3N1eKTPUYECKON SHEPTUn

1.4 obcnymBaHuA notpebuteneit

1.5 KOHTaAKTHOM MHbOPMaLMK CETEBOM OpraHn3aumm m

opraHusauuii, paboTatowmx B chepe sHepreTukn

Mpuem obpaleHnin noTpebutenelt No Bonpocam NHTepHeT-npuemHan, |B TeueHune 15 gHeit

KOHCYNIbTaLMN Yepe3 MHTEPAKTUBHbIE 3/IEKTPOHHbIE | IMYHbIA KabUHeT CO AHA
dopmbl M NpesoCcTaBieHNe oTBeTa NOTPebUTeNto noTpebutens oTnpaBaeHuUs
obpalLeHun

B TeueHune 30 gHel
COo AHSA
oTnpaBaeHnn
obpalLeHun

Mpuem *anob notpebutenei yepes MHTEPaAKTMBHbIE | UHTEPHET-NPUEMHaS,
3/1eKTPOHHbIe GOPMbI U NPeaoCTaB/eHe OTBETa NNYHbIA KabUHeT
noTtpebutento nortpebuTens
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4 Mpuem 3anaBKK/3aABEHNA HA OKa3aHMWe YCyr Yepes B TeueHune 1 gHA co
WHTEPaKTUBHbIE 3/IEKTPOHHbIEe GOPMbI, B TOM YncChe: OHA oTNpaBaeHuA
obpalleHuna B
4.1 3aABKM Ha TEXHO/IOTMYECKoe NpucoegmHeHne K cayyae
N OOKYMEHTOB U
4.2 3aABKM O HEOOXOAMMOCTM CHATUA NOKA3AHWUI o
p NO/IHOTbI CBEAEHUI
cywecTaytowero npnbopa yyeta o
v yiou P pay JIn4yHbI KabuHeT B
notpebutens 3anaBKe/3aABNEHUMU
4.3 3aABKW Ha OCYLLECTB/IEHME A0NYCKa B IKCN/yaTaumio P /
npubopa yyera
4.4 3aAB/eHMA Ha 060pyA0BaHNE TOYKM MNOCTABKU
npubopamm yyeta
4.5 3aABKM Ha YCTAHOBKY, 3aMeHY 1 (MAK) aKCnIyaTaumio
npubopos yyeTa
5 Mpuem yepes MHTEPAKTUBHbIE 31eKTPOHHbIe popmbl | UIHTepHeT-NpuemHasn, |B TedeHne 1 aHsa co
coobuieHnit o besgorosopHom (6esyyeTHoMm) JINYHbIN KabuHeT [OHA OoTNpaBneHun
noTpebeHNN 3NEKTPUYECKON IHEPTUM, XMLLLEHUM notpebutens obpalLeHus
06BEKTOB 3/1IEKTPOCETEBOIO XO3AMCTBA
6 Mpuem noKasaH NPMOOPOB yyeTa INEKTPUYECKON | JINYHBIN KabuHeT B TeueHune 1 gHA co
3Heprum notpebutens OHA oTNpaBaeHuA
obpalLeHun
7 MpepocTaBneHne MHPopmaLmm o cTaTyce JINYHbIV KabuHeT B TeyeHune 1 gHAa co
WCMNOJIHEHUS 3asBKM Ha OKasaHue ycayr (npouecca), | noTpebutens OHA oTnpaBaeHuA
[0roBopa OKasaHuA ycayr obpalLeHus
8 MpepocTtaBneHne MHPopmaLmMm o cTaTyce UHTepHeT-npuemHan, |B TeyeHue 1 aHA co
paccMOTpeHUA 06paLLleHMA, COAEPKALLErO Kanoby | AMYHBIN KabuHeT OHA oTNpaBaeHuA
noTpebutena obpauieHun
9 MpeaoctaBieHMe 3/IEKTPOHHbIX KONUIA AOKYMEHTOB | JIMYHbIN KabuHeT B TeueHue 15 aHen




notpebutenam no pesynbtaTaM oKasaHua ycayr
(akTOB), aKTOB BE3yYeTHOTrO (6€340r0BOPHOIO)
notpebaeHns 3NeKTPUYECKON SHeprum

nortpebuTens

CO AHA
oTnpaBAeHus
obpaleHun

10 Bblgaya nHANBMAYANBHOTO NIOTMHA M NAPOAA gnA UHTepHeT-npnemHasa |B TeyeHue 1 gHAa co
A0CTyna B IMYHbIN KabuHeT noTpebutens [OHSA 3aN0NIHEHNA
perncTpaunoHHom
dopmbl
11 YaaneHHbIN A0CTYN K NoKasaHMAM npmnbopa yyeTa JINYHbIN KabnHeT Mpw 3anpoce
Mo TOYKAM y4eTa 3/1IeKTPO3Heprnmn notpebutens, notpebutens
CTAaTUCTMKe NoTpebneHnsa (MpU HAAUYUKU CUCTEMDI
yyeTa C yaaneHHbIM c6opom AaHHbIX)
12 MpepoctasieHmne CYETOB Ha ONNATY YCAYr Mo JINYHbIM KabuHeT B TeueHue 15 gHeit
TEXHO/I0TMYECKOMY NMPUCOEANHEHUIO notpebuTens CO AHA
oTnpaBieHuA
obpaleHun
(n. 12 B pea. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)
13 MNpoBeaeHMe LeneBbix 0NPOCOB, aHKETUPOBAHMUA NHTepHeT-npuemHan, |Ha noctoAaHHOM
notpebutenein AnA OLLEHKM KayecTBa OKa3biBaeMbIX | IMYHbIN KabUHeT oCHOBe
YCAYT 1 06CNyKnBaHUA notpebuTens
14.1 MNpepocTaBneHne MHGOPMaLIMKN O NPUUYNHAX U JIN4yHbIN KabuHeT B TeyeHune 1 gHA
CPOKax NJ1aHOBbIX (BHENIAHOBbIX) OFPaHUYEHMAX notpebutens
pexkrMma noTpebaeHnn 3NeKTPMUUYECcKon aHeprum
(mowHoCTM) noTpebutenelt, a TakxKe o gaTte n
BPEMEHMW BOCCTAHOB/IEHWUA 3/1eKTPOCHAbKeHUA
14.2 MpeaoctaBneHne MHGOPMaLMKN O NPUYMHAX B TeueHue 15 aHen

HecobntogeHns TpeboBaHUI K NapameTpam
KauyecTBa 3/IEKTPMUUYECKON SHEPTUU, O MEPONPUATUAX
1 paboTax, HeobxoaMmbix ana obecneveHmn

CO AHA
oTnpasaeHusA
obpaueHun. Ecam
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COOTBETCTBMUA Ka4eCTBa 3ﬂeKTpM‘-IECKOﬁ IHEPIrnmn
Tp66OBaHMF|M 3aKOHOAaTENIbCTBA

N3/10}KEHHbIE
daKTbl TpebytoT
aHanusa
maTepuanos, To
CPOK
npenocTaBieHus
oTBETa MOXKEeT bbITb
npoaneH go 30
AHeMN




CTPYKTYPA
PA3ZE/IA "NOTPEBUTENAM" OPULMAJIBHOTO CAWTA
CETEBOW OPTFAHM3ALINU

HanmeHoBaHue CopepaHue OnucaHune
nogpasgena
Tepputopua O6buan nHdopmauma MepeyeHb 30H AEeATE/NIbHOCTU CeTeBOM OpraHM3aumm C
ob6cnyRnBaHus AeTanusaumen No HaceneHHbIM MyHKTam W panioHam

ceTeBoOM OopraHunsauunun

ropoaos, onpeagenAembiX B COOTBETCTBUU C TPaHULUaAMU
6anaHcoBow NPUHaAANEXHOCTU 9/1EKTPOCETEBOrO
X03ACTBa, HaxogAauweroca B CObCTBEHHOCTHU cbvmmana
W npuHagaexXawero emy Ha WUHOM 3aKOHHOM
OCHOBaHUKU

TexHnyeckoe cocToAaHne

ceten

CBefeHUss O TEXHUYECKOM COCTOSIHMM CeTei, B TOM
ynucne:

1) cBogHble AaHHble 06 aBaPWUMHBLIX OTKAOYEHMUAX B
MecAl, MO  rpaHuMuamM  TeppuTOpPMaNbHbIX  30H
0eATeNbHOCTU OPraHM3aLNUn, BbI3BAHHbIX aBAPUAMMU UK
BHEM/IaHOBbIMM OTK/IIOYEHMAMM 06bEeKTOB
3N1eKTPOCETEBOrO  XO3AWCTBA, C YKasaHMemM  AaThbl
aBapMIAHOIO OTKIOYEHUS OOBEKTOB 3/1EKTPOCETEBOrO
X03AMCTBA U BKAOYEHUS UX B paboTy, NPUYMH aBapui

MpunoxkeHne N 6

K EAMHbIM CTaHAapTam KavecTsa
ob6cnyKmMBaHMA ceTeBbIMM OPraHU3aLLUAMM
noTpebuTenein ycayr ceTeBbiX OpraH13aumim



(no uToram paccnenoBaHWsA B yCTaAHOBAEHHOM NOPAAKE)
N MEPONPUATUIA MO UX YCTPAHEHMUIO;

2) o6bem HeONOCTaB/NEHHOM B pe3ynbTaTe aBapuUMHbIX
OTKNIOUYEHUI 3/1EKTPUYECKON SHEPTUK;

3) BBOA, B PEMOHT M BbIBOZ U3 PEMOHTA 3/1IEKTPOCETEBBIX
06bEKTOB C YKasaHMeMm CPOKoB (cBoaHan nHbopmaLmsa)

MNepepaya
3/IEKTPUYECKOM
3Heprum

O6wan nHpopmauymsa o
nepegave
3NEeKTPUYECKOM SHEePTUm

MHPopmauma o nepedade 3/MEKTPUYECKON 3SHepruu,
CXema B3aMMOAENCTBMA Y4YaCTHMKOB MO nepeaade
3/1eKTPO3HEPrnK

HopmatuneHble
OOKYMEHTBI

MNepeyvyeHb akTya/ibHbIX HOPMATUBHbIX LOKYMEHTOB

Macnopta ycayr
(npoueccos)

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

3!'IeKTpMLIECKOl71 IHEpPrumn

Tunosble GpoOpMbl
OOKYMEHTOB

dopmMbl TUMOBbLIX AOrOBOPOB HA OKAasaHWe ycayr no
nepeaaye 31€KTPUYECKON IHEPrnn

Tapudbl Ha ycayrm no
nepegave
3NEKTPUYECKOMN SHEPTUn

Tapudbl Ha ycayrm no nepegade 3/eKTPUYECKOM
SHEPrMM Ha TEeKYWWA nepuosa peryampoBaHua C
yKasaHMemM MCTOYHUKa odpuuManbHOro onybaMKoBaHUs
pelleHns opraHa WCNONHUTENbHOW BAacTM B obnactu
rocyaapcTBEHHOrO perynMpoBaHus TapudoB cybbekTa
Poccuiickoin Pegepaumm

BanaHc anekTpuyecKoi
SHEpPrun 1 MOLLHOCTU

1. OTNycK 3NEeKTPUYECKOW 3HeprumM B CeTb W OTMYCK
3/1EKTPUYECKOW 3HEepPrum U3 CeTU CeTEBOM KOMMAHWUM No
YPOBHAM HanpAXKeHUN, MCMo/Ib3yemMbim ans
LeHoobpasoBaHUs, NOTPebUTeNam  3NeKTPUYECKOM
3HEPrMn 1 TePPUTOPMAJIbHLIM CETEBLIM OPraHM3aLUAMm,
NpUCcoeaMHEHHbIM K CETAM CETEBOM OpraHn3aunm.




2. 06bem nepeaaHHOW 31EKTPO3HEPrMM Mo A0roBopam
06 OKasaHMM yCAyr nNo nepejaye 3NEKTPUYECKOM
3HeprMM notpebutensm CceTeBOM OpraHuWsaumMM B
paspese ypoBHEW HaNpAXKeHW, WCNosb3yembiX ONS
LueHoobpasoBaHuA.

3. MNoTepu 3NEKTPUYECKON 3HEpPruM B CETAX CETeBOM
opraHusaumMmM B abCcoNOTHOM UM OTHOCUTE/IbHOM
BbIPa*KEHWUM MO YPOBHAM HaNPAXKEHWUA, UCNONb3YEMbIM
ANA uenei ueHoobpasoBaHuA

3aTpaTtbl Ha onaaTty
noTtepb

1. 3aTpaTbl CETEBOM OpraHM3auMmn Ha NOKYMKY NoTepb B
COBCTBEHHDIX CETAX.

2. YpoBeHb HOPMATMBHbIX MOTEPb 3INEKTPUYECKOM
SHEPruM Ha TEKYLLMIA Nepuos C yKasaHMEM UCTOYHMKA
ony6/nMKoBaHWA peweHua o6 YCTAHOB/IEHUM YPOBHA
HOPMAaTUBHbIX NOTEPD.

3. MepeyeHb MePONPUATUIN MO CHUMKEHUIO PA3MeEPOB
noTepb B CETAX, @ TaKXKe O CPOKAX MX MCNOAHEHMA U
NCTOYHMKaxX GUHAHCUPOBAHUS.

4. 3aKynka CeTeBOW OpraHW3auuen 3NeKTPUYEeCKon
SHEPrun pJns KOMMeHcauMm noTepb B CETAX U ee
CTOMMOCTW.

5. Pasmep ¢aKTMYeCcKMX MoOTepb, ONAa4YMBAEMbIX
MoKkynaTensaMmn npu  OCyWecTBAEHUN pacyeToB 3a
3NEKTPUYECKYHO SHEPTUIO MO YPOBHAM HanpaXeHuA

TexHonormnyeckoe
npmncoeanHeHue

Ob6uwasn nHdopmauma o
TEXHO/I0rMYecKom
npucoeanHeHnn

MHdopmauma o  npoueaype  TEXHONOTMYECKOro
npucoeanHeHuna. Cxema B3aMMOAEWUCTBUA YYaCTHUKOB
npouecca

HopmaTunsHble
OOKYMEHTBI

I'Iepequb dKTYaJIbHbIX HOPMATUBHbLIX OOKYMEHTOB MO
TEXHO/I0Orn4yeCKkomy npncoeanHeHuo

Macnopta ycnyr

MepeyeHb ycnyr (npoueccos), OKa3blBaeMblIX




(npoueccos) npoueccos

(ocywectenaembix) ceTeBoM opraHusaumem
noTpebutensam nNpu TeXHONOrMYeckom NpucoeamHeHum

MopAaoK BbINOAHEHUA
MepPONPUATUIA,
CBA3AHHbIX C
npucoeguHeHMem K
ceTam

MopsaAoK BbINONHEHMA TEXHONOTMYECKNX, TEXHUYECKUX U
OPYrMX MeponpuATUIA, CBA3AHHbLIX C TEXHOMOMMYECKUM
NpUCcoegMHEHMEM K 3INEKTPUYECKMM CeTAM, BK/OYanA
nepevyeHb MepPONPUATUIA, Heobxo4MMbIX ona
OCYLLECTB/IEHUA TEXHONOTMMYECKOrO MPUCOEANHEHUA K
3/IEKTPUYECKMM CETAM, U MOPALOK BbINOAHEHUA 3TUX
MEPONPUATUIA C YKa3aHMEM CCbIIOK Ha HOPMATMBHbIE
npaBoOBble aKTbl

Tunosble GpoOpMbl

Tunosble d)OprI AOKYMEHTOB Ha TeEXHO/NO0rn4yeckoe

AOKYMEHTOB npucoeaMHeHWe No Kaxgon rpynne sanasutenei

Tapuodbl Ha Tapudbl Ha TeXHONOrMYecKoe MPUCOEANHEHME Ha
TeXHoN0rnyecKoe TEKYWMUIA Nepuos, pPeryiMpoBaHMa C  yKasaHMEM
npucoeamHeHne WCTOYHMKA OMLMANbHOrO ONyb/NMKOBaHUA peLleHus

opraHa  MCNOAHUTENbHOM  BnactM B obnactu
rocyaapcTBEHHOrO perynMpoBaHuns TapudoB cybbekTa
Poccuiickoin Pepepaumm

CBegeHunAa 0 Hannuum
MoLLHOCTH, cBO6OAHOM
AR TEXHONOTNYECKOro
npucoeamMHeHnn

CeBegeHnss o0 Hannumm obvema cBobogHOM 4nA
TEXHO/IOTMYECKOTO  MPUCOEANHEHUA  noTpebuTeneit
MOLLHOCTM Ha 0OBEKTax 3/IeKTPOCETEBOro X03AMCTBA C
YKasaHveM TeKywero ob6bema MOLLHOCTM Ha TaKuX
06beKTax (0TAENbHO NO KaXKA0oMy 06BbeKTy)

CsefieHMA 0 NOAaHHbIX
3aABKax Ha
TexHoiorMyeckoe
npucoeamMHeHue,
3aK/II0YEHHbIX
[0roBopax u
BbINOJ/IHEHHbIX

1. CBeaeHuMa 0 KOINYeCTBE 3aABOK U obbeme MOLHOCTH,
HGO6XOAMMOM ANnAa X yaosneTsopeHuA.

2. CBegeHunA o Konmnyecrtse dHHY/IMPOBAHHbIX 3aABOK Ha
TexHosiornyeckoe npmncoeanHeHme.

3. CBepeHMA O BbIMNOJHEHHbIX npuncoeamHeHNAX u
obbeme I'IpMCOGAMHeHHOlz MOLLHOCTH.

4. CsBefeHMss O 3aK/JOYEHHbIX Agorosopax 06




npmncoeanHeHNAxX

OCYLLECTB/IEHUM TEXHOJIOTMYECKOro MNpUCOoeaMHEHUA K
3/IeKTPUYECKMM  CeTAM C  YKasaHuem obbema
NpUCoOeaMHAEMON MOLWHOCTU, CPOKOB M MAaTbl MO
KaxkgoMy 40roBopy.

Kommepuecknin yuet

Ob6uwan nHpopmauyma

Obuwan wuHbopmaums O NopsAAKE OCYLLECTBAEHUA

3NEKTpUYECcKon KOMMEPYECKOro yyeTta
aHeprum
HopmaTtuBHble MepeyeHb aKTyasbHbIX HOPMATWUBHbLIX AOKYMEHTOB MO
[OKYMEHTbI OCYLLECTBNEHMIO yYEeTa SNEKTPUYECKOW IHEPTUN
MacnopTa npoLeccos MepeyeHb Bcex ycayr (NpoueccoB), OKasbiBaeMbIX
(ocyuwiectBnAemblx)  ceTeBOW  opraHu3aumein  no
KOMMEpPYECKOMY y4eTy
Tunosble popmbl Tunosble GOPMbI OKYMEHTOB
[OKYMEHTOB
TpeboBaHuA K TpeboBaHMA K MecTam YCTaHOBKM npubopos yueTa,
opraHM3aumm yyeTta cxeme noAaKAo4eHnn n METPO/IOTNYECKUM
XapaKTepuctmkam npmbopoB ydyeta 6e3 yKasaHWs Ha
TOBApPHblE 3HAKW, 3HAKU OB6CAYKMBaHUA, GUPMEHHbIE
HaMMeHOBaHMWA,  MaTeHTbl, MOJe3Hble  MoJenw,
NPOMbIlL/AEHHble  06pasubl, HaMMEHOBaHWA  MecT
NPOMCXOXKAEHNA NPUBOPOB yyeTa WM HaMMEHOBaHUA
npovssogutenein npnubopos yyeta
O6cnyRnBaHue Oducbl obenyxkmeaHma | 1. NouytoBble agpeca u rpadmK paboThbl
notpebutenei notpebutenei odurcoB 0bcyKMBaAHUS NoTpebuTene.

2. TenedpoHHble HOMeEpa 3a0YHOrO OOCAYKMBAHWA MO
BOMpPOCam TEXHOJIOTUYECKOTO npucoesuHeHwus,
nepesfayn 3NeKTPUYECKOW IHEpPrun U OCYLLEeCTBAEHMUS
KOMMEPYECKOro yyeTa.

3. DNeKTPOHHbLIA aJpec CeTeBOM oOpraHuM3auuu gas
HanpaB/eHuA obpalueHui notpebuTenei no




3NEeKTPOHHOI popme.

4.  damuauu,  UHUUMANBI  OO/BKHOCTHbIX /ML,
OTBETCTBEHHbIX 33 06cCnyXuBaHMe noTpebuTenel
ceTeBoOW opraHMU3aUnun.

5. ®dopma 3anMcuM Ha O4YHbIA npuem B oduC
obcnyKMBaHuA

3ao4yHoe obcnyKnBaHme
nocpeacTBom
TenedoHHOM CBA3MU
(EgMHBIN LeHTp
06paboTKK BLIZOBOB)

TenedoHHble HOMEpa 3a04YHOro OO6CAYXKMBAHUA MO

BOMpOCam 3/1eKTPOCHabKeHUs, OCyLLLeCTBNeHUA
TEXHO/IOrMYECKOro npucoeamHeHus, nepeaauu
3NeKTpUYecKom 3Hepruu Z OCyLLLeCTBNEHUS

KOMMep4eCcKoro yyerta.

MepeyeHb BONPOCOB, NO KOTOPLIM NOTPEOUTENL MOMKET
NONIYYMTb CMPABOYHYIO MHGOPMALMIO M KOHCYNbTaLUMIO
npv o6paLleHnm No yKasaHHbIM TeniedOHHbIM HOMepam

NHTepaKkTuBHaA
obpaTtHas cBA3b
(MHTepHeT-NpuemHas)

B pybpuKe pasmeLLatoTcs MHTEPAKTUBHbIE 3/IEKTPOHHbIE
dopmbl ¢ 0b6s3aTeNbHOM AN1A 3aMO/IHEHMUA KOHTAKTHOM
UHbOpMaumen U nNpeanoyuTUTENbHbBIM  cnocobom
nosiyyeHusa oteeta. Mpu HanpasieHUn obecneymBaeTcs
BO3MOHOCTb NpUKpenaTb ¢alinbl ¢ matepnanamm no
obpauleHuio.

dNeKTpoHHble GOpMbl NpeaycMmaTpuBatloT cieayouime
KaTeropnm obpaLleHnii:

1) 3anpoc cnpaBoYyHON MHPOPMALMU/KOHCYAbTaLMW;

2) obpalleHuMe, coaeprkalliee *Kanoby;

3) coobuieHne o 6HesgoroBopHom (6e3syyeTHOM)
noTpebieHNN 3NEKTPUYECKON SHEPTUN;

4) onpoc notpebuTenei (aHkeTa noTpebutens).

B pybpuke obecneymBaeTca BO3IMOMKHOCTb MOJyYEHUSA
notpebutenem cBegeHWA O CTaTyce PacCMOTPEHUSA
0b6palleHusa, HanpaBAEHHOrO B CETEBYIO OPraHM3aumto B
3/IeKTPOHHOM dopme




HopmatuneHble
OOKYMEHTbI

1. MNepeyeHb HOPMATUBHbLIX MPABOBbIX  aKTOB,
peryavpylowmx npoueaypy okasaHusa (ocyliecTBiaeHus)
ceTeBou opraHusaumem ycayr (npoueccos)
norpebuTtenam.

2. WHbopmaumAa o nopagKe nogaun M CpoKax
paccmoTpeHun obpalleHuit noTpebutenei, Npu sTomM
CPOKM  paccMOTpPeHMs obpalleHMA He  OOJKHbI
NpeBbIWaTb CPOKW, onpegeneHHble AenCTBYIOWUMM
HOPMaTMBHbIMM MPABOBLIMW aKTaMMU.

3. MNopAaaok paboTbl B IMYHOM KabuHeTe noTpebutens

JIn4yHbI KabuHeT
notpebutens

JNTnyHbIt KabUHeT NnoTpebutens

npeaocTasnser aApecHyto MHbOpMaLmIo
notpebutenam, B TOM uucne WMHPoOpmaUUo O Xoae
NPOXOXKAEHMUSA 3Tanos paccmoTpeHus 3anBKMK
notpebutens M WCNoAHeHUA p[orosopa (NocTynieHue
33ABKM, Bbl4aya TEXHUYECKUX YCNOBMUM, 3aKIlOUYeHue
OOroBopa, WCMONHeHWe  paorosopa, ¢dakTuyeckoe
npucoeguHeHue)

Bonpocbl 1 oTBeTbl

B pybpuKe pasmeLLatoTca 4acTo 3agaBaemble BOMPOCHI,
BO3HMKalOWMe y NoTpebutesiei, 1 OTBETbI Ha HUX




MpunnoxkeHne N 7

K EQMHBIM cTaHZapTam

KayecTBa 06CNyKMBAHMA CETEBLIMMU
opraHusauuamun notpebutenei
YCAYT CeTeBbIX OpraHM3aLnit

CNM1COK M3MEHSAIOLLMX AOKYMEHTOB
(sBegeHo Mpukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

VMubpopmaluss O KauecTBe OOCIHYXMBAHUSA NoTpeburenein
yCcuyr 3a Ton

(HaMMeHOBaHME CEeTeBOM OopTraHM3alLuu)
1. O6bwan nHpopmauusa o ceTeBoi opraHM3aLUn

1.1. Konnuectso notpebuteneit ycayr ceTeBoli opraHnsaumu (ganee - notpebutenn) c pasbuskoii
MO YPOBHAM HanpsAMKeHWs, KaTeropusam HageKHoCTU noTpebuTtenelt u TNy notpebutenen (pusmnyeckne
WY lopuanyeckme nnua), a Takke AMHaMMKa NO OTHOLIEHWIO K rody, NPeALecTByoWeMy OTYETHOMY,
3ano/IHAETCA B NPOM3BObHOW dopme.

1.2. KonnyecTBo To4eK MOCTaBKU BCEro M TOYeK MOCTaBKWU, 06OpyaoBaHHbIX Npubopamun ydeTa
3NEeKTPUYECKON 3Heprun, ¢ pasbuskoi: dusMyeckue Nnua, pUaNYEckne nuua, BBoAHble YCTPOKCTBa
(sBOAHO-pacnpenennTenbHoOe YCTPOMCTBO, M1aBHbIA pacnpefenuTesibHbid WUT) B MHOTOKBapTUPHbIE
Ooma, becxosaliHble OObBLEKTbl 3JIEKTPOCETEBOrO XO03AKCTBA, MNPMOOPbI y4eTa C BO3MOXKHOCTbIO
OVCTAaHUMOHHOIO cbopa [AaHHbIX, @ TaKXe AMHAaMMKA NO OTHOLWEHMUIO K rody, npealecTeytowemy
OTYETHOMY, 3aNOHAETCA B NPOU3BOAbHOMN dopme.

1.3. NHbopmaums o6 obbeKTax 3/IeKTPOCEeTEBOro XO3ANCTBAa CETEBOW OpPraHW3auuMun: AJMHA
BO34YLIHbIX IMHWI (aanee - B/1) u KabenbHbIX IMHKUI (aanee - K/1) c pa3brBKOM NO ypOBHAM HaNpsAXKeHUS,
KonunyecTBo noacTtaHumii 110 kB, 35 kB, 6(10) KB B AMHaMMKe OTHOCUTENbHO roAa, NPeALWwecTBYOLLEro
OTYETHOMY, 3aMOJIHAETCA B NPOM3BOJIbHOW popMe.

1.4. YpoBeHb GU3NYECKOTO M3HOCA 06BEKTOB 3/1EKTPOCETEBOrO X03ANCTBA CETEBOW OpPraHU3aumnm ¢
pa3buBKOW MO YPOBHAM HaNpPsAXKeHUsa U No TMnam obopyaoBaHWA, a TaKKe AMHAMMKA MO OTHOLLEHUIO K
ro4y, NpeaLecTByoWeMy OTYETHOMY, 3aN0JIHAETCA B NPOM3BO/IbHOM GOPME M BbiparkaeTcs B NPOLLEHTaX
MO OTHOLIEHUIO K HOPMATUBHOMY CPOKY C/YKObl 06BEKTOB.

2. UHbopmaLma o KayecTBe yCayr no nepegaye
3N1EKTPUYECKON 3HEeprum

2.1. MNokasatenn Kadvectsa ycnyr no nepegade BI'IEKTpI/I‘-IeCKOﬁ Heprmn B LEeaoM no ceTeBoM
OpraHnsaulmMn B OTYHETHOM Nnepuoae, a TakXe gMHaMUKa No OTHOWEHUK K roay, npeguecrsyowemy
OTYETHOMY.
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N MoKa3aTtenb 3HauyeHWe NoKasaTens, roapl
N-1 N AnHamuka
(TERyLWMI | U3MeHeHUs
roa) nokasartens
1 2 3 4 5
MNoKkasaTenb cpeaHell  MPOAO/IKUTENbHOCTU  MpeKpalleHWU
1
nepeaayn 31eKTPUYECKo sHeprum (HSAIDI )
1.1 BH (110 KB u Bbiwe)
1.2 CH1 (35 - 60 KB)
1.3 CH2 (1 -20kB)
1.4 HH (go 1 KB)
MNokasaTenb cpeaHel 4acToTbl MpeKpalleHuMin  nepenayu
2
3/1eKTPUYECKOM SHeprum (HSAIFI )
2.1 BH (110 KB u BbiwWwe)
2.2 CH1 (35 - 60 KB)
2.3 CH2 (1 -20kB)
2.4 HH (go 1 kB)
MNokasaTenb cpeAHeld  MNPOAO/IKUTENbHOCTU  NpeKpalleHWU
3 nepeaayun 3N1eKTPUUECKON SHEPrun, CBA3AHHbLIX C NPOBeAEHUEM

PEMOHTHbIX pPaboT Ha 0ObEKTax 3/IEKTPOCETEBOro XO03AMCTBa
CEeTeBON OpraHMsauum (CMeXKHOM ceTeBOW OpraHm3auuun, WHbIX




BNajenbLeB 06beKTOB 3/1eKTPOCeTEeBOro X03AMCTBa) (HSAIDI, mwnan )

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

MoKasaTenb cpeAHel 4acToTbl  MPeKpalleHuid  nepeaayn
3/1EKTPUYECKOM 3HEPrMM, CBA3AHHbIX C MPOBeAeHNEM PEMOHTHbIX
4 |paboT Ha oOObeKkTax 3N1EeKTPOCeTeBOrO XO3AWCTBA  CETeBOVA
OpraHun3aumm (CMeXKHoOM ceTeBOW OpraHM3aLum, UHbIX BAagebLes

06BEKTOB 3/1IEKTPOCETEBOro X03aicTBa) ( HSAIFI, rnan )

4.1 BH (110 KB u Bbiwe)
4.2 CH1 (35 - 60 kB)
4.3 CH2 (1 - 20 kB)
4.4 HH (go 1 kB)

KonnuecTBo cnayyaeB HapyweHMsi KayecTBa  3NEKTPUYECKOW
5 |3aHeprum, NoATBEPKAEHHbIX aKkTamu KOHTPOAUPYOLWMNX
opraHusaumii u (Mam) pelweHnamm cyaa, WTyKKU

B TOM uucne KOMIMYECTBO C/lyYaeB HapylleHWs KayecTBa
9/IEKTPUYECKOW 3SHEeprMM no BMHE CETEeBOW OpraHusauum,
NOATBEPKAEHHbIX aKTaMW KOHTPO/IMPYIOLLMX OpraHusaumii u
(nnn) pewennsamu cyga, WTYKK

5.1

2.2. PENTUHT CTPYKTYPHbIX €AMHWL, CeTeBOW OpraHM3alMu NO KayecTBy OKasaHMA YCAyr Mo nepegade 3/7eKTPUUECKOW 3HEPruMu, a TaKXe Mo KayecTsy
3/1EKTPUYECKOI IHEPTUM B OTYETHOM NEepUoae.



MoKasaTtenb cpeaHe

MNokasaTtenb KavecTsa

MNnaHnpyemsole

CTpyKTypHan | [MokasaTtesnb cpeaHewn MNoKasaTenb cpeaHel Mokasatenb cpegHen
eauMHnLa NPOAO/IKUTENIbHOCTM | YAaCTOTbl MPEKPALLEHUA | NPOAOIKUTENBHOCTU | YAaCTOTbl MPEKPALLEHUN OKasaHwus ycayr no MeponpuaTus,
ceTeBou npeKpaLeHni nepeaauu npekpaLweHni nepeaauu nepeaaye HanpaB/ieHHble
opraHusauuu nepeaayu 3N1eKTpUYECcKo nepeaauu 3N1eKTpUYECcKol 3/IEKTPUYECKOM SHEepPrumM | Ha NoBbilEHME
3/1IeKTPUYECcKom SHepru, HSAIFI 3N1eKTPUYECKOM 3HEpPrun, CBA3aHHbIX C (oTHOWeHMe obuiero KayecTBa
SHeprun, HSAIDI 3HEpPrun, CBA3AHHbIX C npoBeaeHMEM yncna OKasaHusa ycnyr
npoBeaeHMEM PEMOHTHbIX paboT Ha 3apPErncTPUpPOBaHHbIX no nepegave
PEMOHTHbIX paboT Ha obbeKTax CNyYyaeB HAPYLIEHUA | 3NIEKTPO3HEPTUK,
obbeKTax 3N1eKTPOCETEBOrO KauyecTBa 2/IeKTPUYECKONM |  C YKa3aHMeM
3N1eKTPOCETEBOIO X03s1ACTBa ceTeBOM SHeprum no BuHe CpOKOB
X03ANCTBa CeTEBOM OopraHusauuu CeTeBOM OpraHM3aumnm K
opraHuMsauum (cmeskHol ceTeBol MaKCMMabHOMY
(cmeskHol ceTeBoM OpraHmM3aLUunm, UHbIX KoJinyecTay
OpraHn3aLmnn, NHbIX B/lafe/NibLueB 06beKToB notpebutenen,
BNafenbLeB 06bEKTOB 3/1eKTPOCETEBOrO 06CNyKMBaeMbIX TaKOM
3/IeKTPOCETEBOTO X03AACTBa), CTPYKTYPHOMN eanHULEN
X03AICTBA), HSAIFI, . CeTeBOWM OpraHusaLmm B
HSAIDI, o OTYETHOM Mepuoge)
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

ceTeBoM




opraHunsauunum

2.3. MeponpuAaTusA, BbINONHEHHbIE CETEBOM OpPraHM3aLMen B LEeNAX NOBbILEHUA Ka4ecTBa OKa3aHMA YCayr No nepegaye 3NeKTPUYECKOM SHEPTUN B OTYETHOM
nepuoge, 3anosiHAETCA B NPOM3BOJIbHOM dopme.

2.4. MNpouaa nHGopMaLmaA, KOTOPYIO CeTeBad OpraHU3auma cUNTaeT LenecoobpasHon A1A BKAOYEHUA B OTYET, KAacatoLancs KayecTBa OKasaHWs yCayr no
nepegaye 31eKTPUYECKOM SHEPrUK, 3anoNHAETCA B NPOU3BOIbHOMN dopme.

3. UHpopmauma o KayecTBe ycayr
No TEXHO/JI0TMYECKOMY NMPUCOEANHEHUIO

3.1. MHdopmaLMA O HAANYMKN HEBOCTPEHOBAHHON MOLLHOCTM (MOLLHOCTU, ONpeaensieMoi Kak pasHOCTb MeXAy TPaHCPOPMaTOPHON MOLLHOCTbIO LLEHTPOB
NUTaHUA U CYMMAPHOMN MOLLHOCTbIO SHEPTONPUHUMAIOLLMX YCTPOMCTB, HEMOCPEACTBEHHO (MM ONOCPEAOBaHHO) NPUCOEAMHEHHDIX K TAaKUM LEHTpam NUTaHuA, U
SHEpPronpMHMMaloWMX YCTPOMCTB, B OTHOLIEHMU KOTOPbIX MMEIOTCA 3aABKM Ha TEXHOJOrMYecKoe MNPUCOeAMHEHME) ANA OCYLLECTBNEHMA TEXHO/IOTMYECKoro
npucoeamMHeHUs B OTYETHOM MepUoAe, a TaKKe O MPOrHo3ax ee yBe/SMYeHUA C PasbuBKOM MO CTPYKTYPHbIM eAMHMLAM CETEBOW OpraHu3auuu U no ypoBHSAM
Hanps»XeHUs Ha OCHOBaHUWN MHBECTULMOHHOMN NPOrpaMmbl TaKOM OpraHn3auuu, 3ano/IHAETCA B NPOM3BO/IbHOW dopme.

3.2. MeponpuATUs, BbINOJIHEHHbIE CETEBOM OpraHu3auuelt B Lensx COBEPLIEHCTBOBAHMA AEATEIbHOCTM MO TEXHO/IOTMYECKOMY NPUCOEANHEHUIO B OTYETHOM
nepuvoge, 3ano/IHAeTCcsa B NpoM3BO/IbHOM dopme.

3.3. MNpouasa nHdoOpPMaLUa, KOTOPYIO CeTeBas OPraHM3auMsa cuyMTaeT LesnecoobpasHol ANSA BKAKYEHMSA B OTYET, Kacalowasaca NpenocTaB/ieHus ycayr no
TEXHO/I0rMYECKOMY NPUCOeANHEHNIO, 3aMOHAETCA B NPOM3BO/IbHONM popme.

3.4. CBeaeHMA 0 KavecTse YCAyr no TexHo/sorm4ecKkomy npncoeamnHeHmo K aNeKTpu4eCKkMm cetam ceTeBoW OopraHunsauunun.

N MokasaTtenb KaTeropus npucoeamHeHua notTpebutenen ycayr no nepeaaye 3NeKTPUUYECKON SHEpPrumn B pasbmnBeKe 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/HOUNTE/IbHO 3/IeKTPUYECcKom
3Heprum

N-1 N OnHam | N-1 N OwnHam | N-1 N OnHam | N-1 N OnHamu | N-1 N AdnHamm




(Tery | wmKa (Teky | wuKa (Tery MKa (Tery Ka (Teky Ka
NI | U3SmeHe WK | UsmeHe WU | u3meHe Wnii | nsmeHe Wnii | nsmeHe
ron) HUA roa) HUA roa) HUA roa) HUA roa) HUA
nokasaT nokasat nokasar nokasar nokasar
ena, % ensa, % ena, % ensa, % ensa, %
2 4 5 7 8 10 11 12 13 14 15 16 17 18

Yncno 3aABOK Ha
TexHo/Iornyeckoe
npucoeanHeHue,
NoAaHHbIX
3aABUTENAMM, LITYKK

Yuncno 3aABOK Ha
TEXHO/I0TMYecKoe
npucoeguHeHue, No
KOTOpPbIM HanpaBaeH
NPoEeKT gorosopa 06
OCYLLECTB/IEHUMN
TEXHO/IOrMYECKOro
npucoeguHeHna K
3/IEKTPUYECKUM
ceTaMm, WTYKK

Yucno 3aABOK Ha
TeXHO/I0rnyecKoe
npucoeguHeHue, No
KOTOpPbIM HanpaBaeH
NPoEeKT forosopa 06
OCYLLECTB/IEHUN
TEXHO/I0rMYEeCcKoro
npucoeamMHeHuns K
3/IEKTPUYECKUM




ceTam C
HapyweHvem
CPOKOB,
NnoATBEPKAEHHbBIM
aKTamm
KOHTPOIMPYHOLLMX
opraHusauni n (unu)
peleHnamm cyaa,
LWUTYKM, B TOM YmCNe:

3.1

no BMHEe ceTeBow
opraHusauuu

3.2

Mo BUHE CTOPOHHUX
any,

CpenHsan
NPOAONKNUTENBHOCTb
NoAroOTOBKU U
Hanpas/ieHus
NpoeKTa Aorosopa
06 ocylecTBneHUM
TEXHO/IOrMYECKOoro
npucoegmMHeHUa K
3/1IEKTPUYECKUM
ceTam, gHen

YnCNo 3aKNOYEHHDbIX
[,0roBopoB 06
OCyLLEeCTBNIEHUN
TEXHO/I0rMYECKOro
npucoeanHeHnn K
3/1eKTPUYECKUM
CeTAM, LUTYKK




YMcNo NCNoTHEHHbIX
[0roBopoB 06
OCyLWecTBNEHNUN
TEXHO/IOTMYECKOTO
npucoeanHeHns K
3/1EKTPUYECKUM
CETAM, WTYKK

Yncno ncnosHeHHbIX
aorosopos 06
OCYLLECTB/IEHUM
TEXHOJIOrMYecKoro
npucoegmMHeHun K
3NEeKTPUYECKUM
CeTAM, No KOTOPbIM
npou1soLwno
HapyLleHMe CPOKOB,
noaTeep:KaeHHoe
aKTamu
KOHTPONPYHOLMX
opraHusauui n (unu)
pelleHuaMmM cyaa,
LUTYKM, B TOM Ymcne:

7.1

Nno BMHe ceTeBol
opraHusaumnm

7.2

no BUHE 3aABUTENA

CpeaHsan
NPOAOIKUTENBHOCTb
NCMNOJIHEHUA
A0roBopos 06
OCYLLECTBNEHNN




TEXHONOMMYEeCcKoro
npucoeamMHeHus K
3NEKTPUYECKUM
ceTam, gHel




3.5. CTOMMOCTb TEXHOIOTMYECKOTO NPUCOEANHEHMUA K INEKTPUYECKMM CETAM CETEBOM OpraHn3aLum (He 3anoHAETCA, B C/ly4ae HaAMuma Ha odpULMaANbHOM
caliTe ceTeBOW OpraHM3aumMmn B cetm MHTEpHET MHTEPAKTUBHOIO MHCTPYMEHTA, KOTOPbIA NO3BOASAET aBTOMATUUYECKM PacCUUTbIBATb CTOMMOCTb TEXHO/IOMMYECKOTO
npucoeauMHeHUs Npu BBOAE NapamMeTpoB, NPeayCMOTPEHHbIX HACTOALLMM MYHKTOM).

MOLWWHOCTb 3HEPrONPUHMMAIOLMX YCTPOMCTB 15 150 250 670
3aAaBuTens, KBt
KaTteropua HagexXHocTu -1 [ [-11 [ -1 11 -1 1"
PacctosHue go | Heobxogmmocts | Tun anHum
rpaHuL, CTpOUTENbCTBA
3eMeNIbHoro noAcTaHumm
yyacTka
3aaBuTeNA, M
KN
500 - cenbcKas Aa
mecTHocTb/300 - B/
ropofackas KN
MECTHOCTb Hert
BN
KN
Ja
BN
750
KN
Het
BN
KN
1000 Ja
BN




KN
Het

B/

KN
Ja

B/

1250

KN
Het

B/

4. KauectBo 06CNyXKMBaHMUA

4.1. KonnuyectBo obpalleHnii, NOCTYNUBLUNX B CETEBYIO OpraHn3aumio (Bcero), obpalleHunii, cogepralmx xanoby m (unmn) obpalleHnin, cogepKallumx 3asBKy
Ha OKasaHue yC/ayr, NOCTYNUBLUMX B CETEBYIO OPraHM3aLMIO, a TaKKe KOAMYecTBO 0bpalleHWnin, No KOoTopbiM BbliM 3aK/al0YeHbl AOroBOpbl 06 OCyLecTBAeHUH
TEXHO/IOTMYECKOro NpUcoeamHeHua n (Mam) gorosopbl 06 OKasaHUKM yCayr No nepegaye 3/1eKTPUYECKOM SHEPTUK, a TaKKe NO KOTOPbIM BblaM yperyimpoBaHbl
*Kanobbl B OTYETHOM NEPUOAE, a TaKKe AUHAMMKA N0 OTHOLLEHUIO K ro4y, NPeALlecTByoLeMy OTYETHOMY.

N KaTteropuu dopmbl 06CNyKMBAHNA
obpalleHui
notpebuTened OuHasa popma 3aoyHasa opma c | dneKTpoHHaa popma | MnucbmeHHasa Gopma ¢ Mpouee
MCMONb30BaHMEM | C MCMONb30BAHMEM NCNONb30BaHUEM
TenedoHHON cBs3M cetn UHTepHeT NMoYTOBOM CBA3M

N-1 N | AduHamum | N-1 N OwnHam | N-1 N |OuHamu | N-1 N OnHamu | N-1 N AdvHamm

(Tery Ka (Tery | wuka (Tery Ka (Teky Ka (Teky Ka

WKA | U3MeHe WU | nI3smeHe WUA | U3MeHe WUA | U3MeHe WUA | U3meHe

roa) HUA roa) HUSA roa) HUA roa) HUSA roa) HUA
nokasar nokasar nokasar nokasar nokasar
ens, % ena, % ens, % ena, % ena, %

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




Bcero obpatlteHui
notpeburenei, B Tom
yucne:

11

OKasaHue ycayr no
nepegade
3/IEKTPUYECKOM
3Heprum

1.2

ocyuwiecrsneHue
TEeXHO/I0Irn4ecKoro
npmncoeanHeHnA

1.3

KOMMEpPYECKUNTA
Yy4YeT 3NeKTpUYEecKoi
aHeprum

14

KayecTBo
obcnyKMBaHMs

1.5

TexHU4YecKoe
obcnyumBaHue
3NEKTPOCeTEBbIX
06beKToB

1.6

npoyee (yKasatb)

*anobwl

2.1

OKasaHue ycayr no
nepegave
3NeKTpUYECcKoi
3HeprMn, B  TOM
yucne:




2.11

KayecTBo ycayr no
nepegave
3NeKTpUYecKoi
aHepruu

2.1.2

KayecTBo
3/IEKTPUYECKOM
3Heprum

2.2

ocyuwiecrsneHue
TEeXHO/I0Irn4ecKoro
npmncoeanHeHnA

2.3

KOMMEpPYECKUNTA
Yy4YeT 3NeKTpUYEecKoi
aHeprum

2.4

KayecTBo
obcnyKMBaHMs

2.5

TexHU4YecKoe
obcnyumBaHue
ob6bekToB
3/1eKTPOCETEBOrO
X03AKcTBa

2.6

npoyee (yKasatb)

3asaBKa Ha OKasaHue
ycnyr

3.1

no
TEXHO/I0rM4eCKkomy
npuncoeanHeHUO




3.2

Ha 3aK/o4YeHne
Aorosopa Ha
OKasaHue ycayr no
nepegave
3NeKTpUYecKoi
aHepruu

3.3

opraHusaums
KOMMeEpPYECKoro
y4yeTa aNeKTpudeckom
3Heprum

3.4

npoyee (yKasaTtb)




4.2 UHpopmauma o aeatenbHoCcTn opucos o6CayKMBaHNA NoTpebutenei.

N Odwuc Tun Appec Homep Pexxum | lMpepoctas | Konnuvectso | CpegHee CpeaHee Konunuyectso
obcnyKmBaHma | odumca | MecToHaxo | TenedoHa, | paboTbl | NAemble | noTpebuTene | Bpems Ha Bpems CTOPOHHMX
notpebutenen XKOeHUs aapec ycayru n, 06CNyKMBa | OXKMUAAHMUA opraHu3aumi Ha

3NEKTPOHH 06paTUBLLMXC Hue notpebuten | Tepputopun oduca
Ol NOYTbI A OYHO B nortpebure 8B obcnyKmBaHua (npu
OTYETHOM NA, MUH. ouepeau, HaN4YMM yKas3aTb
nepuoge MWH. Ha3BaHWA
opraHusauui)

1 2 3 4 5 6 7 8 9 10 11

1

2
4.3. UHdopmaLma 0 3a04HOM 0BCAYKMBAHUKM NOTpebuTenein nocpeacTsom TesedoOHHON CBA3MN.

N HanmeHoBaHue EanHnua

n3MepeHus

1 |MepeyeHb HoMepoB TenedoHOB, BblAeNEHHbIX ANS HoMep

obcnyKmBaHua notpebuTenei: TenedoHa
Homep TenedoHa no Bonpocam sHeprocHabxeHun:
Homepa TenepoHoB LEHTPOB 06paboTKM TenedoHHbIX

BbI3OBOB:

2 | Obuwee uncno tenedoHHbIX BbI3OBOB OT NOTpebutenei no eANHNLbI
BblAe/IeHHbIM HOMepam TenepoHOB

2.1 | Obuwee uyncno TenedoHHbIX BbI3OBOB OT NOTpebuTtenen, Ha eVHULbI
KOTOpble OTBETW/ OMepaTop CETEBOW OpraHM3aLmm




2.2

Obuiee umcno TenedoHHbIX BbI3OBOB OT NOTpebutenei,
06paboTaHHbIX aBTOMATUYECKM CUCTEMOMN MHTEPAKTUBHOTO
ro/1IoCOBOro MeHHo

eauHu1LbI

CpepHee BpemMAa OXXUOaHUA OTBETA NOTpebutenem npwm
TeniepOHHOM BbI3OBE Ha BblAe/IeHHble Homepa TenedoHOoB 33
TeKyLWMIA Nnepuos,

MWH.

CpeaHee Bpema 06paboTku TenepoHHOro Bbi3oBa OT
noTpebutens Ha BblAaeeHHble HOMepPa TeNlepOHOB 3a TEKYLLMM
nepuog,

MWH.




4.4. Kateropus obpalleHunin, B KOTOPOM 3aperMcTpupoBaHo Hanboibluee Ymcio obpalleHnin Bcero,
obpalLeHui, cogepalmx Kanoby, obpalleHnn, coaeprKaLLmMx 3aaBKy HA OKasaHWe yCayr, NoCTynNMBLLMX
B OTYETHOM Mepuoae, B COOTBETCTBMM C NyHKTOM 4.1 WHPopmaumm o KadvectBe o6CNyKMBaHMA
notpebutenei ycnyr.

4.5. OnncaHue AOoNONHUTENbHBIX YC/IYT, OKa3biBaeMbIX NOTPEOUTENO, MOMUMO YC/TYT, YKa3aHHbIX B
EAMHBIX CTaHZApTax KayecTBa OOC/MYKMBaAHUA CETEBbIMM OpraHu3auMaMM noTpebuTtenen ceTeBbix
opraHusauuin.

4.6. MeponpuAaTMa, HanpasieHHble Ha PaboTy C couManbHO YA3BMMbIMW FPynnamu HaceneHus
(neHcuoHepbl, MHBaNNAbI, MHOTOAETHbIE CEMbM, Y4acTHUKM BOB 1 60oeBbIX AeNCTBUI Ha TeppUTOpUAX
APYrvX rocygapcTs B COOTBETCTBUM ¢ DeaepanbHbiM 3aKoHOM oT 12 aHBaps 1995 r. N 5-$3 "O BeTtepaHax"
(CobpaHue 3akoHogaTenbcTBa Poccuiickont Pegepaumm, 2000, N 2, cT. 161; N 19, cT. 2023; 2001, N 1, cT.
2; N33, c1.3427; N 53, cT. 5030; 2002, N 30, cT. 3033; N 48, c1.4743; N 52, cT. 5132; 2003, N 19, cT. 1750;
2004, N 19, ct1. 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, c1. 2152; N 26, c1. 3133; N 29, c1. 3623; N 30, cT. 3739; N 51, cT. 6148; N
52, cT. 6403; 2010, N 19, cT. 2287; N 27, c1. 3433; N 30, cT. 3991; N 31, cT. 4206; N 50, cT. 6609; 2011, N
45, c1. 6337; N 47, c1. 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-0ANHOYKH,
YYACTHUKN NTNKBUZAUMM aBapun HA YepHobblibckoit ASC M NpMpaBHEHHbIE K HUM KaTErOpPWUKU rparkaaH B
cooTBeTCcTBMM Cc 3aKoHOM Poccuinickon Pepepaumm ot 15.05.1991 N 1244-1 "O coumanbHOM 3awuTe
rpakgaH, noABeprwnxcs BO3AENCTBUIO paanauum BcaeacTBMe KaTacTpodbl Ha YepHobblibckon ASC"
(Bemomoctn Cvesga HapoaHbix aenyTtatos PCPCP n BepxosHoro Coseta PCOCP, 1991, N 21, cr. 699;
Bepomoctn Cbesga HapoaHbix genytatoB Poccunitckon Pepepaunn n BepxosHoro CoseTta Poccuiickom
depepaunn, 1992, N 32, ct. 1861; CobpaHmne 3akoHoaaTenbcTBa Poccnitickolt depepaummn, 1995, N 48, cr.
4561; 1996, N 51, ct. 5680; 1997, N 47, c1. 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, cT. 3413; 2002, N 30, cT. 3033; N 50, cT.4929; N
53, ct. 5030; 2002, N 52, ct. 5132; 2003, N 43, cT1. 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, c1. 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, cT1. 4297; N 47, cT. 6608; N 49, cT1. 7024; 2012, N 26, cT. 3446; N 53, c1. 7654, 2013, N 19, cT.
2331; N 27, cT. 3443; N 27, c1. 3446; N 27, cT. 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 1 pe3ynbTaTbl ONPOCOB MNOTpebuTenei, NPoOBOAUMbIX CETEBON OpraHusaumen pns
BbIABNEHNA MHEHWA noTpebutenein o KauvecTBe OOCAYKMBAHUA, B pPaMKax MCNoOAHEHUA EAuHbIX
CTAHAAPTOB KayecTBa OOC/AYKMBAHUA CETEBbIMM OpraHM3auusMu notpebutenein ycayr ceTeBbIX
OopraHusauuin.

4.8. MeponpuaTus, BbINOJIHAEMbIE CETEBOW OpraHM3auMen B Uensx MOBbILEHUA KayecTsa
obcnyXKuMBaHMA noTpebutenen.

4.9. UHdpopmauma no obpalleHnam notpebutenei.
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NaeHTnouka | Lata | Bpemsa dopma obpalieHun Ob6paleHns Ob6paleHuns not
LMOHHbIA | obpawy, | obpaLy,
HoMep eHus eHus
obpalueHuns
OuyHoe | 3aoyHoe | 3ao4Hoe | lMnucbmeH | Mpoye | OKasaHue | Ocywect | Kommep | Kayects | TexHudec | Mpoy | Kavectso | Kauvectso
obpauy, | obpaule | obpalle Hoe e YCAYr No | BAIEHUE | 4YecKui o Koe ee YCAYr No | aneKkTpuy
eHue Hue Hue obpaule nepegave | TexHosaor| yder obcnyxk | obcayKus nepegave ecKom
nocpenc | nocpeac Hue 3/IEKTPUY | NYECKOrO | 3/1IEKTPU | MBaAHUA aHue 3NEKTPUY | 3Heprum
TBOM TBOM | mocpeac ecKom npucoen | 4eckoi |noTpedbu |anekTpoce ecKom
TenedoH cetu TBOM SHEPrUM | MHEHUA | aHepruun | Tenewn TeBbIX sHeprum
HoM NHTepHe | noYyToBO 06beKkToB
CBA3K T M cBA3K
2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17




