JokyMmeHT npenoctasneH KoHcynbTaHTInN0C

3apeructpuposaHo B MuHiocte Poccmnm 18 nioHa 2014 r. N 32761

MWHWUCTEPCTBO 3HEPTETUKMN POCCUMUCKOW ®EOEPALIUU

NPUKA3
ot 15 anpensa 2014 r. N 186

O EAUHbIX CTAHOAPTAX
KAYECTBA OBC/NYXXMUBAHWUA CETEBbIMW OPTAHU3ALIUAMM NOTPEBUTE/NEN
YCNYT CETEBbIX OPTAHU3AL MU

CNM1COK M3MEHSAIOLLMX AOKYMEHTOB
(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

B cootBeTcTBUM € nyHKTOM 3 [paBun HEAUCKPUMMHALMOHHOIO AOCTyNa K ycayram No nepegaye 3/EKTPUYECKOW 3SHEpPrMm U OKasaHuA 3TUX YCAyr,

YTBEPKAEHHbIX NocTaHoBNAeHWeM MpaButenbcTea Poccuiickon deaepauunm ot 27 aekabpa 2004 r. N 861 (CobpaHue 3aKoHogaTenbcTBa Poccuiickoi depepaumm,
2004, N 52, ct. 5525; 2013, N 31, cT. 4226), np1Ka3sblBalo:

1. YTBepAuTb Npunaraemble EAMHbIe CTaHAAPTbI KayecTBa 06CAYKMBAHNA CETEBLIMM OpPraHM3aLMaAMMN NOTPebUTeNnen yCayr ceTeBbiX OpraHn3aLni.

2. Hactoawmit npuKas BCTynaeT B CMY B YCTAHOB/JIEHHOM MOpPAAKe, 3a UcKatodeHrem rnas |l u Il EGUHbIX CTaHAApTOB KadecTBa 06CAyKMBAHMA CeTEBbIMMU
OopraHusaumamm noTpebuTenei ycayr ceTeBbiX OpraHM3aL i, BCTYNAOLWMX B CUY MO UCTEYEHUM LIECTU MECALLEB CO AHS BCTYMN/IEHUA B CUTY HACTOALLEro NpMKasa.

MuHucTp
A.B.HOBAK
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YTBEpKAEHbDI
npuvkKasom MuHaHepro Poccum
ot 15 anpena 2014 r. N 186

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

CNUCOK M3MEHAIOLLMX LOKYMEHTOB
(B pea. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

|. Obuwme nonoxKeHus

1. Hactoswme EauHble cTaHAapTbl KayecTBa OBCAYXUBAHUA CETEBbIMM OpraHM3aumamy notpebutenei ycnyr cetesblX OpraHM3auUmit ycTaHaBAMBAlOT
TpeboBaHMA K 06CNYKMBAHUIO CETEBbIMM OPraHU3aLMAMM NNL, ABAAIOWLMXCA NOTPEBUTENAMU YCAYT CETEBbIX OpraHM3aLUmin No nepeaaye 31eKTPUUYECKON SHEpPruu
(33 McknoYeHMeM ceTeBbIX OpraHM3auUmie, SHEProcbbITOBbIX OpraHM3aUMin U rapaHTUPYHOLLMX MOCTaBLLMKOB), B TOM Ymncine ob6CaynBaemblX 3HeprocbbIToBoM
opraHu3aumen U rapaHTMpYOLWMM NOCTaBLLMKOM, U nLL, 0BPaTUBLLMXCA B CETEBYHO OPraHM3auUMio C LLe/Ibio 3aK/10HeHMs AoroBopa 06 oKasaHMM ycayr no nepegaye
3/IEKTPUYECKOM 3SHEPrMn WAM OCYLLECTBAEHMM TEXHOIOTMYECKOro MPUCOEAMHEHUA K 3SNEKTPUYECKMM CeTAM (33 WCK/OYEeHMeM CeTEBbIX OpraHusauumi,
3HeprocbbITOBbIX OPraHM3aLUmin U rapaHTUPYIOLWMX NOCTaBLLMKOB) (4anee - NoTPebuTenum, TeEXHOOrMYeckoe npucoeanHeHmne).

2. CeteBas opraHusauma obecneumBaeT paccMoTpeHMe obpallueHuin noTpebutenei, MOCTYNUBLLUMX B YCTHOW, MUCbMeHHOM d¢opme man B dopme
3/1EKTPOHHOTO AOKYMEHTa.

B3aumopgeiicTBne ceTeBOM OpraHMs3auuMu ¢ NOTpebuTenamm B 4YacTW paspelleHus BOMPOCOB, COAEPKAWMXCA B ObpalleHuax noTpebutenen u
npeaocTaBAeHMA UM BO3MOMKHOCTU peannsaumm npas, NpeayCMOTPEHHbIX 3aKoHogaTenbcTBOM Poccuitickolt ®eaepauun (ganee - obcnyKmBaHue notpebuteneit),
OCYLLECTBAAETCA B COOTBETCTBUM C TpebOBaHNAMM HACTOALMX EANHBIX CTaHAAPTOB.

3. B LenAx okasaHuA ycayr no nepeaade 371eKTpPUMYEcKoln sHeprum ceTeBas opraHmM3saumsa Npy ob6cayKMBaHUM NoTpebutenen ocyWwecTBseT:
a) 3aKnodeHMe 4orosopa 06 oKasaHuUM yCayr No nepeaade 31eKTPUYECKo SHeprum;
6) BHeCEHMe M3MeHEeHUI B f0roBop 06 OKasaHMM yCayr No nepegaye 3J1eKTpUYecKkoi aHepruy;

B) pacTop:KeHue forosopa 06 OKasaHWM ycayr No nepesaye 31eKTPUYECKOW SHEPTUN;
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I') VIH(I)OpMVIpOBaHVIe FIOTpGGMTe!'Iﬂ 06 aBapMVIHbIX CUTYyaumnAax B pacnpenesiutesibHbIX 3NEKTPUYECKUX CETAX ceTeBol OopraHnsauunn, PEeMOHTHbLIX U
ﬂpOd)VlﬂaKTM‘-leCI-(MX pa60Tax, N/1aHOBbLIX OrPaHNYEHUAX PeXNMa I'IOTpE6IleHMF| 3J'IEKTpVI‘-IECKOl7I 3HEpPrnn, BanAKLWNX Ha NCNosiHeHne o0bA3aTenbCTB No A0rosopy 06
OKasaHWun ycnyr no nepegaye 3!16KTpMHECKOﬁ HEpPruu;

A) AONYCK YNONHOMOYEHHbIX NpeAcTaBuTeNelt NoTpebuTena ycayr B NyHKTbl KOHTPOJIA U yYyeTa KOAMYECTBA U KauecTBa 3/IEKTPUYECKOW SHEPrumM B Nopaake 1
CNly4anAX, YCTAHOBJIEHHbIX AOrOBOPOM 06 OKa3aHMM yCayr No nepegaye s1eKTPUYECcKom sHepruu;

e) cornacosaHMe MecTa YCTaHOBKM Npubopa y4yeTa 3/1eKTPUYecKon aHeprum (MolHocTK) (ganee - npubop yyeTta), cxembl NOAKAOYEHNA Npubopa y4yeTa u
WHbIX KOMMOHEHTOB M3MEPUTE/IbHbIX KOMMNEKCOB M CUCTEM Yy4yeTa 3/1IEeKTPUYECKON 3Heprun (MOLLHOCTM), a TaKyKe METPOJIOrMYECKUX XapaKTepuCTMK npmubopa
yyera;

) OONYCK B 3KCN/yaTauuio npubopa yyeta;

3) CHATUE KOHTPObHbIX MOKa3aHMI NPMBOPOB y4yeTa;

1) Npuem NoKasaHui NnpMbopos yyeTa oT NoTpebutens;

K) NpoBepKyY, B TOM YnNC/ie CHATUE NOoKasaHWi, Npubopa yyeTa nepes ero 4eMOHTaXKOM A PEMOHTA, NOBEPKU UM 3aMEHbI;
N) pacyeT 06bema nepeaaHHoOM 3N1EKTPUYECKON SHEepPrnn NoTpebuTenio;

M) KOHTPO/1b noKasaTesnen KayecTsa BHEKTpM‘-IeCKOﬁ 9HEPINMM B TOYKaAX npuncoeanHeHUA sHEPronpUHMMaOWNMX YCTAaHOBOK I'IOTpE6MTEI'IF| QHEKTpMLIECKOﬁ
SHEPIUnN K SINEKTPUYECKUM CETAM ceTeBoM opraHun3auunu;

H) KOHTPOAb 3HAYEHUI COOTHOWEHMA MNOTPeb/NeHNA aKTUBHOM WM PEaKTUBHON MOLWLHOCTM A1A OTAE/bHbIX 3HEePronpUHMMAIOWMX YCTPOMCTB (rpynn
3HEepronpMHMMalOLLMNX YCTPOICTB) NoTpebuTtens;

O) nposeaeHmMe KOHTPOJIbHbIX, BHEOYEPEOHbIX N UHbIX 3aMepPOB NOTOKOpacnpeaeneHnAa, Harpysok um ypOBHEl‘;I HanpAXeHnAa Ha obbeKTax FIOTpEGVITEﬂ’FI n
obbeKTax 3/1EKTPOCETEBOIO X03AKNCTBa CETEBOM OopraHunsauunu,

n) NosHoe (4aCTUYHOE) OrpaHUYEHNE PeXMMa NOTPeBAEHNA SINEKTPUYECKON IHEPTUM B NOPALKE, YCTaHOBNEHHOM MpaBMaammn NoaHOro v (Man) 4YacTMYHOro
orpaHn4YeHns pexmma noTpebaeHnsa 31eKTPUYECKON IHEPTUN, YTBEPKAEHHBIMU NOCTaHOBAeHUeM lNpaBuTenbcTBa Poccuinickoit Peaepaunm ot 4 mas 2012 r. N 442
(CobpaHue 3akoHoaaTenbctBa Poccuiickon ®epepaumm, 2012, N 23, ct. 3008; 2013, N 1, cT. 68; N 1, cT. 45; N 5, cT. 407; N 31, cT. 4226; N 32, cT. 4309), u
MpaBunamu paspaboTKM M NpuMMeHeHUs rpadUKOB aBAPMMHOTO OrpaHMYEHMA peXuma NoTpebaeHus 3NeKTPUYECKOM sHeprnm (MOLLHOCTU) U UCMO/Ib30BaHUA
NPOTUBOABaAPUINHOM aBTOMATUKK, YTBEPXKAEHHbIMWU NPpUKazom MuHaHepro Poccum oT 6 nioHa 2013 r. N 290 (3aperunctpuposaH MuHioctom Poccnn 9 asrycra 2013
r., perucTpaumoHHbiii N 29348);
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p) cocTaBneHue 1 NpegocTaBieHne NoTpebutento akTos besyyeTHoro n 6e340roBopHOro NoTpebeHUs 3NeKTPUYECKO SHepruK;
C) COCTaB/IeHME aKTOB COr1acoBaHUA TEXHOIOTMYECKON U (MK) aBapUitHOM BpPOHM;

T) BblAa4y SOKYMEHTOB, NPeAyCMOTPEHHbIX B PaMKax OKa3aHWUA yCayr No nepegaye 3/1eKTPUYeCcKon SHEPrmn U TEXHOOTMYECKOMY NMPUCOeaUHEHMIO, B TOM
yncae KBUTaHLMN, CHETOB, CHETOB-DAKTYP.

4. B pamKax TEXHO/IOTMYECKOTO MPUCOEAMHEHMSA CETeBas OpraHM3auus npu obcnyKunsaHuM noTpebuTteneli okasbiBaeT cieaylolime ycayrm (ocywecrTsnser
npoueccsbl):

a) TEXHO/NI0TN4YeCcKoe npncoeanHeHNE K aNNIEKTPUHECKUM CETAM ceTeBoM opraHunsauunu,

6) TexHONOrMYECKOe NPUCOegMHEHUNE K INEKTPUUYECKMM CETAM CETEBOM OpPraHM3aLmnmn NnocpeacTBoM nepepacnpeseneHma MakCMMaabHOM MOLLHOCTU MeXay
OPUANYECKMMUN TMLAMU U UHANBUAYANbHbIMU NPeANnpUHMMaTENS MU (B TOM YMCae ONocpeaoBaHHOe NpuUcoeamHeHmne);

B) TEXHO/IOTMYECKOE NPUCOEANHEHME K 3/TEKTPUYECKMM CETAM CETEBOM OPraHM3aLumn No MHAWBUAYAbHOMY MPOEKTY;
r) BpEMEHHOE TEXHO/IOTMYECKOE NPUCOEeANHEHME K SNIEKTPUYECKUM CETAM CETEBOW OpraHn3aLmu.

5. B pamkax obcny:kuMBaHua notpebuTeneit ceteBana opraHWsauua No 3anBAeHMIO NOTpebuTenn Tak:Ke OKasblBaeT creaylowme ycayru (ocywectsaser
npoueccsbl):

a) BblAayy CNPaBOK U AOKYMEHTOB (MX KOMuiA), NOATBEPKAAIOLINX TEXHONOTMYECKOe NPUCOedMHEHNE K CETAM CEeTEeBOMN OopraHu3aLmm (aKT pasrpaHuyYeHus
6a1aHCOBOW NPUHAANENKHOCTUN 3/TEKTPUUYECKMX CETEM, aKT pasrpaHMYeHUs SKCNAyaTaluMOHHON OTBETCTBEHHOCTU CTOPOH, aKT 06 OCyLLEecTBAEHNN TEXHOOTMYECKOro
npucoeamMHeHUs N aKT COracoBaHUA TEXHOIOTMYECKON U (MK) aBapuiiHO BPOHN);

6) BOCCTaHOB/IEHME paHee BblOaHHbIX OOKYMEHTOB O TeXHOJ/I0rM4eCKkom npuncoegunHeHnmn nmbo Bblga4yy HOBbLIX AOOKYMEHTOB O TEXHOJZIOTMYECKOM
npuncoeanHeHMn Nnpn HEBO3MOXKHOCTU BOCCTAHOB/IEHUA PaHee BblAdHHbIX TEXHUYECKUX YCﬂOBMﬁ;

B) YCTAHOBKY, 3amMeHy M (MnKn) akcnayaTaumto npubopos yyeTa.

6. O6CcnyKMBaHUE NoTpebuTenell B pamKkax OKasaHUs yCayr No nepegaye 3/1eKTPUYECKOM SHEPrmn OCyLLLECTBAAETCA Ha OCHOBaHUKU obpalleHus notpebutens
B CETEeBYIO OpraHM3aLmio, ecnun 3aKoHodaTenbLcTeom Poccuiickoin deaepalmm He NpeaycmMoTPeHO OCyLLLECTBAEHWE NpoLLecca Mo UHULMATUBE APYTUX NuL.

7. Mpu obcnymeaHnM notpebuteneit (ocywecTBNeHMM OTAENbHbIX MPOLLECCOB) ceTeBas OpraHMsaumMa He [o/KHa TpeboBaTb OT noTpebutens
npeaocTaBAeHMA LOKYMEHTOB, a TaKXKe OCYLLEeCTBeHMA NoTpebutenem AenCTBUI, He NPeAyCMOTPEHHbIX 3aKoHOAaTeIbcTBOM Poccuiickon Pegepaumu.



8. CeTeBana oOpraHuM3aumsa pacKpbiBaeT B COOTBETCTBUM €O CTaHAApTamMu PacKpbITMA MHOOPMaumn cybbekTamyM ONTOBOrO M PO3HUYHBIX PbIHKOB
3N1eKTPUYECKOM IHEepPruun, yTBepKAeHHbIMM noctaHoBaeHnem MpasuTtenbctBa Poccuiickont ®epepaumm ot 21 aHBaps 2004 r. N 24 (CobpaHue 3aKoHOAATENbCTBA
Poccuinckoit Pepgepaumn, 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, cT1. 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; N 9, c1. 907, 919; N 19, cT. 2416; N 25, c1. 3311) (nanee - CtaHZapTbl
pPacKpbITUA MHPOPMaLMK), cneayrollyto MHGoOpMaLMIo 0 macnopTax ycayr (npoueccos):

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

Kpyr 3asBuTenen;

pa3mep NnaTbl 32 OKasaHue ycayru (ocyLWwecTBaAeHMA NPOL,Eecca) M OCHOBaHMA ee B3UMaHUS;
YCNOBUA OKa3aHUA yciyru (ocyllecTsieHns npoecca);

pe3ynbTaT oKasaHuA ycayru (ocylwecTsaeHma npouecca);

06N CPOK OKazaHMA ycayrm (ocyLwecTBaeHMA NpoLecca);

COCTaB M 3Tanbl OKasaHMA ycayrn (OCyl,ecTBneHMs MPOoLEcca), BKAOYan CBEAEHWA O CoAepsKaHuu u (Man) ycnosuax 3Tama, popma OKasaHusa yCayru
(ocywecTBneHus npouecca).

MacnopT ycnyrm (Npouecca) cocTaBNseTca B OTHOLEHMM KaxkAoM ycayrm (npouecca), OKa3blBaeMon CEeTeBOIN opraHun3aumen, No pekomeHayemomy obpasuy
cornacHo npunoxeHuio N 1 K HacToAwmMM EgMHbIM cTaHZapTam.

MacnopTa ycayr (npoueccos) ceTeBoi opraHM3auumn nybAnKYHOTCA CeTeBOW opraHuM3auMein B COOTBETCTBYHOLWEM pasaesne Ha odMLManbHOM cailTe ceTeBoi
OpraHusaumMm B MHPOPMALNOHHO-TEIEKOMMYHUKALMOHHON ceTu UMHTepHeT (ganee - ceTb MHTEpHET), a TaKkKe pasmeLyatoTcs Ha MHPOPMAUMOHHBIX CTEHAAX B
oducax ceTeBOW OpraHusaLuMu, NpeLHA3HAYeHHbIX A8 npuema notpebuTeneit NoO BOMNPOCAM OKasaHWA yCayr Mo nepefaye 3/EKTPUYECKOW 3Hepruwu,
TEXHO/IOTMYECKOMY NPUCOELMHEHMNIO U MHBIM BOMPOCAM, CBA3AHHbIM C AEATENIbHOCTLIO CETEBOM opraHusaumm (ganee - opuc obcny:knaHua notpebutenei).

9. I'IpM BHECEHUM M3MEHEHUN B HOPMaTuUBHbIE MPaABOBbIE aKTbl, peryavpyrouime nopaaok OKas3aHuA yCcnyr no nepepnade 3J'IeKTpM‘-IECKOﬁ JHEPIrUn wmn
TEXHO/I0rM4eCKkomy npncoegnHeHu1to, NnacnopT ycnyru (npou,ecca) npmneBoanTCA ceTeBoM 0p|'aHVI3aLI,VIeﬁ B COOTBETCTBMNE YKA3aHHbIM USMEHEHNAM B TEYEHNE AECATU
pa6oq|/|x ,u,He|7| nocne BCTynsieHnA B CUNY YKA3aHHbIX N3MEHEHUN.

10. CeTeBan opraHM3aums He pexe o4HOro pasa B rog obecneynsaeT NposeaeHMe ONPOCOB NOTPebUTENEN C LLe/blo BbiABAEHUA MHEHMA noTpebutene o
KayecTBe 06cAyXMBaHUA. ExeroaHble oTyeTbl 06 UTOrax M3yvyeHWss MHEHUS NOTpebuTenen o KavecTBe obcayKMBaHUSA NyO6AUKyOTCA Ha odMUMaNbHOM canTe
ceTeBoOW opraHmsauunm B cetn MIHTepHeT He no3gHee 1 mapTa roga, cnenyowero 3a rogom, B KOTOPOM NPOBOAMIMCL COOTBETCTBYIOLLME OMPOCHI.


consultantplus://offline/ref=EDD0B01F88D0333F8603D39F72AF750206BB57A6D81CEEE97601BE7E2E96915726E6608EA06D6531F4A5C29E9B2B15D84BF9999A9393FDB8T6Z1D
consultantplus://offline/ref=EDD0B01F88D0333F8603D39F72AF750204B251A8DC19EEE97601BE7E2E96915726E6608EA06D6531F4A5C29E9B2B15D84BF9999A9393FDB8T6Z1D

CeTeBasi opraHmMsauma B COOTBETCTBMM co CTaHAapTaMu pacKkpbiTMA MHPopMauMm obecneumBaeT packpbiTMe MHPOPMaLMKU O KayecTBe 0OCNyXKMBaHMUA
notpebuTenel ycnyr ceTeBoi opraHM3aunmn 3a npeawecTByOWMiA rof cornacHo npunoxenuto N 7 K HactoAwmm EaMHbIM cTaHgapTam Ha obuuManbHOM canTe
CeTeBOW OpraHu3aunmn namn Ha MHom odpuumanbHoM canTe B ceTn MHTepHeT, onpeaensemom MNpasutenctsom Poccuiickoin deaepaymu.

(ab3au, BBeaeH Mpukasom MuHaHepro Poccun ot 06.04.2015 N 217)

<*> B cooTBetcTBMM C NyHKTOM 11(6) CTaHAapToB pacKkpbiTua MHPOpMaLMM CyBbEKTamM ONTOBOrO U PO3HMUYHOIO PbIHKOB 3NEKTPUYECKON 3Hepruu,
YyTBEPXAEHHbIX NOocTaHoBAeHWeM [paBuTenbcTBa Poccuninckon ®epepaumm ot 21 aHBapa 2004 r. N 24.
(cHocka BBeaeHa MNpukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

KoHcynbTaHTIAKOC: NpumeyaHue.
lnaBa Il BcTynaet B cuay ¢ 17 pespansa 2015 roaa.

[I. OpraHuM3aumsa o4Horo obcnyKmMBaHms

11. MNonoxKeHna HacToAWel rnasbl 06 opraHU3aLmMm LeHTpPanbHbIX 0dUCOB 06CNYKMBAHMA NOTpebuTenei U opraHMsaLmMm 0b6CNYKMBaHUA B TaKMX oducax
pacnpocTpaHATCA Ha TePPUTOPUANIbHBIE CETEBbIE OPraHM3aLny.

12. O6cnyKuBaHMe noTpebutenein NocpeacTBOM AMYHOFO KOHTaKTa paboTHMKA CeTeBOM opraHusaumu c notpebutenem (manee - oyHoe obCAyKMBaAHUE)
ocywiecTeasetca B oducax obCcayKRMBaHMA noTpebuTenel, a TakkKe B Clydanx, NpedyCMOTPEHHbIX 3aKOHOAaTeNbcTBOM Poccuiickoit degepaumm, C Bble3aom K
notpebutento paboTHMKa CETEBOM OpraHM3aLum.

13. Oducbl obcnynBaHusa noTpebuteneit NoApasAensaoTCA Ha LEHTPbl 06CNyKnMBaHMA NoTpebutenen (aanee - LEeHTPbl 06CYXKUBaAHMA NoTpebuTenei) u
NYHKTbl 0BCNYXMBaHUS NoOTpebuTenei, opraHM3oBaHHble B 060COBNEHHbIX MOAPA3AENeHUAX CETeBOW OpraHusaumu (ganee - NyHKTbl 0BC/AYXKMBAHMUSA
notpebutenen).

Oducol obcny:kmBaHuA notTpebuTenein AoOAKHbI obecrneynmBaTb OPraHM3aLMi0O OYHOrO OOCAYKMBAHUA MNOTpebuTenei, UCKNOYatoWwero HeobXoaMmOoCTb
B3aMMOAENCTBMA NOTPebuTensa ¢ MHbIMK NoAPasAeNeHUAMN CETEBOIN opraHmu3aumm (NpuHUmMn "ogHoro okHa").

14. CeTeBan opraHusauma pasmeLwaer opucbl 06CNyKMBaHUA NOTPebUTeNeln Ha TeppuTopuax cybbekToB Poccuiickoi depepaunmn, B rpaHULAX KOTOPbIX
pacnonoKeHbl 06bEKTbI 3NEKTPOCETEBOrO X03AMCTBA CETEBON OpraHmn3aLmMm (aanee - TeppPUTOPUA SKCNIYaTaLMOHHOW OTBETCTBEHHOCTH).

15. CeTeBan opraHu3auma pasmellaeT He MeHee OAHOro LeHTpa 0bCcayKuBaHMA noTpebuteneit ycayr B MyHUUMNanbHbIX 06pa3oBaHMAX (MyHMLMMNAAbHbIX
paioHax, ropoACKMX OKpyrax) YNCNEHHOCTbIO HacesieHUA He MeHee ABYXCOT ThiCAY Ye/0BEK U B aAMMHUCTPATMBHbIX LLeHTpax cybbekToB Poccuitickoit deaepaunmn B
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C/Nly4ae, ecNM KOAMYECTBO noTpebutenei ycayr ceTeBoM opraHu3aLuuMu, SHEPronpUHUMAIOLWME YCTPOMCTBA KOTOPbIX HEMOCPEeACTBEHHO NPUCOEAMHEHbI K CETAM
CETEBON OpraHM3aumn, B TaKUX MYHUUMNAbHbIX 0OPa3oBaHMAX (MYyHMLMNANbHbLIX PaliOHax, rOPOACKUX OKPYrax) M aAMWHUCTPATUBHbLIX LEHTPax CyObeKToB
Poccuitckoit depepaunm coctaBnseT He MeHee NATUAECATM TbiCAY YenoBeK. B WMHbIX ciyyasx ceTeBas OpraHM3aumMa pasmellaeT MyHKTbl 06CAYKUBaAHUA
notpebutenei.

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

CeTeBas opraHusaumsa obecneymBaeT obcnyknsaHne notpebutenen ¢ cobnogeHnem TpeboBaHu K opraHmsaumm odmncos obcayKMBaHUA noTpebutenen,
npeaycmoTpeHHbIX npunoxeHnem N 2 K HacToAwmMM EAnHBbIM CTaHaQpTaM.

16. CeTeBas opraHM3auus obecrneuynBaeT oO4HOE 0OCAYKMBaHME NOTpebuTenen:
B LeHTpax obcnyKmnsaHua noTpebuteneli ceteBoit opraHnsaLmm He meHee 45 4acoB B Hedenio;
B MYHKTax 0b6CcNy»KMBaHUA NnoTpebutenei ceTeBoi opraHn3aumnmn He meHee 25 yacos B Heaento.

17. O4yHoe ob6cnyxuBaHMe notpebutenen B oducax obcnykMBaHMA NOTpebutenen BedeTcA B MOPALKE KMBOM oyepeam C UCMOJ/b30BAaHMEM CUCTEMbI
3NEKTPOHHOIO YMNpaB/eHna o4vyepeabto (NP HaAMYMKM TaKOW CUCTEMbI) M MO NpeABapuUTe/IbHOM 3anucu no TenedoHy MaM Ha oduLMaNbHOM caliTe ceTeBoOM
opraHusauum.

18. O6cnyKMBaHWe noTpebuTenein AOMKHO OCYLLECTBAATLCA B t060M oduce obcayKnBaHUA noTpebutenelr BHe 3aBUCMMOCTU OT MeCTa PaAcnoJIoXKeHMUA
3HEepPronpMHMMAaIOLWMX YCTPOMCTB NOTPEBUTENA HA TEPPUTOPUN IKCNYaTaUMOHHOM OTBETCTBEHHOCTM CETEBOM OpraHn3aumm.

19. CeTeBan opraHM3aumMa NPM OCYLLECTBAEHUN OYHOTO 06CNYKMBaHUA NoTpebuTenein B oducax obcaykmMBaHna notpebutenen obecneunsaer coseplueHne
OENCTBMIA N0 NepeyHto cornacHo npuaoxKeHuto N 3 K HacToALWmMM EQMHBIM cTaHZapTam.

20. Obuee Bpemsa OXugaHusa notpebutena B odepean U o6CAYKMBaAHWA noTpebutens paboTHUMKOM oduca ob6CAyKMBaAHUA MNoTpebutenein AONKHO
cocTaBnaTb He 6onee 30 MUHYT. PaboTHMKM oduca obcaykuBaHMA noTpebuTtenein 0bA3aHbl HOCUTL JIMYHbIE HarpyaHble UAEHTUGUKALMOHHBIE KApTOUYKK C
YKa3aHWeM HaMMeHOBaHWS CeTEBOW OpraHM3aLMm, AOMKHOCTM, UMEHU, OTYECTBA U Gamuanm paboTHUKa.

21. PaboTHMK ceTeBO OpraHn3aummn, NPUObLIBLLMIN K NOTPebuUTeNto A8 OCyLEecTBeHMA O4HOro obcnyKumBaHMaA, cooblaet noTpebuTtento ceon bamuaunto,
UMA, OTYECTBO, AOJ/IKHOCTb, HAMMEHOBAHWE CETEBON OPraHM3auWMW, a TaKkKe MPUUYUHY M Lenb Npubbitna. Mo TpeboBaHUIO NoTpebutena paboTHUK AONKeH
npefocTaBuUTb CAYXebHoe yaocToBepeHWe ANMB0 MHON AOKYMEHT, MOATBEPXKAALWMA NOAHOMOYMA PaboTHMKa. Mpu obpalleHnn noTpedbutena K paboTHUKY
CeTeBOW OpraHM3aumMun No BONPOCaM OKa3aHUA yCayr No nepeaaye 3/eKTPUUYECKOM SHEPTUM U TEXHOIOTMYECKOTO NPUCOEANHEHMS, HO HEe CBA3AHHbIM C MPUYMHOMN U
Lenbto NpubbITUA, NPMOLIBLLINK PaboTHUK cooblaeT NOTPebUTeNto KOHTAKTHYO MHDOPMaLMIO CETEBOM OpraHM3aLmMKM, PasbaCHAET, Kyda U B KAKOM NopsaKe emy
cnepyet obpaTUTbeA.
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22. Jata un BpemA Bble3da pa6OTHVIKa ceTeBom OopraHnsauunun K I'IOTpe6VITeﬂ|'O cornacosbiBakoTCA C ﬂOTpE6VITeneM. |_|pl4 HeO6XO,CI,MMOCTM AaTta U BpemAa
ﬂpVI6bITMFI MOTYT KOPPEKTUPOBATLCA KaK ceTeBom opraHmsaumeﬁ, TakK U I'IOTpe6MTe.I'IEM, Npuv 3TOM ceTeBaA OpraHn3auna:

a) yBegomnsAeT noTpebutena o gaTe U BpeMeHU 3aniaHUMpPoOBaHHOrO NpPUBLITUA paboTHWKA He no3aHee Yem 3a 5 pabounx AHel A0 AaTbl NAAHUPYEeMOro
nNpubbITUA, a B C1y4ae CPOUHbIX Bble340B - HEMOCPEACTBEHHO Nepes, Bble3gom;

6) B cnyyae U3MeHeHUs BpemeHu cooblaet 06 3Tom He No3aHee Yem 3a 2 Yaca [0 paHee CornacoBaHHOro BpemeHu Npunbbitusa paboTHUKa.

B cnyyae HeobxogMmMoCTM JIMKBUZAUMM TEXHONOMMYECKUX HapPYLWeHUN, yrpoxatowmx pabotocnocobHocTn obopypoBaHMAa WMAM nNpepoTBpalleHus
(nMKBMAaUMM NOCNEACTBUIA) HECUACTHBIX C/lyYyaeB, NPUbbLITUE K NoTpebutento paboTHMKa CETEBOM OpraHM3aLMmn MOKET He COr1acoBbIBaTbCA.

KoHcynbTaHTlAKOC: NpumeyaHue.
lnaBa lll Bctynaet B cuay ¢ 17 pespans 2015 roaa.

lIl. OpraHM3auma 3a04HOro 06C/YKMBaAHUA (C UCMONB30BAHNEM
TenedoHHoM cBA3n 1 ceTu NHTepHeT)

23. CeTeBan opraHusauma obecneunsaet ob6cnyKmnBaHue noTpebuTenelt ¢ Ucnonb3oBaHnem TenedoHHOW CBA3M, NOYTOBOM CBA3U U ceTu MHTepHeT (aanee -
3a04HOoe obcnyKnBaHue).

24. CeTeBas opraHmsaums obecneunsaet npuem 1 06paboTKy TenedpoHHbIX 06paLLeHnit noTpebuTenelt No Bonpocam:
a) OCYLW,eCTBNEHNA TEXHONOTMYECKOrO NPUCOeAMHEHNS;

6) OKasaHuA ycayr No nepegaye 31eKTPUYECKON SHepruu;

B) OpraHM3aLmMm y4yeTa 3/1eKTPUUYECKOM IHEPTUN;

r) opraHusaumm obcay»KMBaHMA NoTpebutenei, NPeaoCTaBNeHNA KOHTAKTHOW WHpopmaunn oducosB obcayxKMBaHMA noTpebuTenel, 3anncM Ha OYHbIN
npueMm, a TaKKe No/b30BaHNA MHTEPaAKTUBHbIMM cepBrcamm odULMaNbHONO caiTa CeTEBOMN OpraHmn3aumm B ceTu MHTepHeT;

,Cl,) HeCoOoTBeTCTBMNA KayeCTBa QﬂeKTpVILIeCKOVI IHepPrmn TexHn4eCKMm pernameHTam m MHbim 06na3aTenbHbIM TpE6OBaHVIFIM;

E) nepepbiBoB B nepenaye 3neKpr4ec+<017| IHEPIrnn, NnpekpaweHna nan orpaHnN4YeHnA pexxmma nepegadmn 3I'IEKTpM‘-IeCKOI7I Heprun.



25. [na 3ao4yHoro obcnykmeaHua notpebutenein cetesas opraHM3auma obecneynmBaeT BO3MOMKHOCTb BbINOJHEHUA AEUCTBUA MO MNEpPeyHi0 COrnacHo
npunoxeHunto N 4 K HacToAWwmMm EAMHBIM cTaHAapTam.

26. 3ao4Hoe obcnyKMBaHWE NoTpebutenen ¢ Mcnonb3oBaHUEM TesniehOHHOM CBA3M NO BOMPOCaAM, YKasaHHbIM B NoAnyHKTax "a" - "' nyHKkTa 24 HacToswmx
EQVHBIX CTaHAApPTOB, cCeTeBas OpraHM3auMa OCYLLEeCTBAAeT 4epe3 LeHTpbl 06paboTkn TenedoHHbIX Bbi30BOB B paboyee Bpema oPpuUCOB 06CAYKMBAHUA
notpebutenen. Homepa uUeHTpPoB 06pPabOTKM TenedoHHbIX BbI3OBOB CETEBOM OPraHM3auUMM Mo yKasaHHbIM BOMPOCAM Pa3mMeLlatoTca Ha oduumasbHOM caiTe
ceTeBOW opraHusaunmn B cetn MIHTepHeT u B opucax obcnyxkumBaHma notpebutenen.

27. O6cnyKunBaHMe notTpedbuTenei no BoNpocam, ykasaHHbIM B nognyHKTax "4" n "e" nyHKta 24 HactoAwmx EgMHbIX CTaHLAPTOB, OCYLLECTBAAETCA B PeKMme
ropayen NMHMM (ganee - ropsYas AMHUA MO BONPOCAM 3N1EKTPOCHABKEHWNA) KPYFNOCYTOYHO.

TenedoHHbIA HOMeEp ropsyYelrt AMHMM MO BOMPOCAM 3SNEKTPOCHABXKEeHUA ABASeTCA eguHbIM M 6ecniaTHbIM ANA noTpebutenei Ha TeppuTOpUM
3KCNNyaTaUMOHHOM OTBETCTBEHHOCTM CETEBOM OpraHusaumu. He gonycKaeTcs MCNonb3oBaHMe B KayecTBe TenedOHHOro HOMepa ropsayeit IMHUM Mo BONPOCam
3/1EKTPOCHaBKeHNA TenedOoHHbIX HOMEPOB ONepPaTMBHOIO NePCoHasia CETEBOM OpraHU3aumm.

TenedoHHbIi HOMEp ropsavyelt MHMM MO BOMPOCAaM 3/EKTPOCHabMKeHUA CeTeBOo opraHusauMmM AoBoAMTCA A0 noTpebuTtenei, sHepronpuHMMmaioLme
YCTPOWCTBA KOTOPbIX HEMOCPEeACTBEHHO NPUCOeAMHEHbI K 06 bEKTAM 3/1EKTPOCETEBOIO X03AMCTBA CETEBOM OpraHM3auumn, B TOM 4YMC/e MYTEM €ro BK/OYEHUS B
[,0roBOPbI 3HEProcHAbKeHMA, pasmelLeHna Ha odULMaNbHOM caliTe CETEBOM OpraHu3aLmmn B ceTn MIHTepHeT u B opucax obcnykueaHma notpebutenei.

28. CeTeBas OpraHM3aLma Npm OCyLLECTBIEHMMN 3a04HOI0 06CNYKMBAHUA NOTpebuTenel ¢ ncnoib3oBaHnem TenedpoHHoM cBA3n obecneymBsaerT:
Hasnune BecnnaTHbIX TeflePOHHbIX KAaHAN0B CBA3M MEKAY CETEBOWN OpraHu3aLmen 1 noTpebutensmm;

npvem n 06paboTKy BCEX BXOAALLMX TenedoHHbIX BbI30BOB NOTpebutenei B CeTeByto opraHun3aumio. Bpema oxuaaHua notpebutenem otseTta no tenedpoHy
CeTeBOM OpraHM3auMm C MOMEHTa coeauHeHua (B caydyae ob6Cay»KMBaHWA NoTpebuteneil ¢ MCNONb30BAHMEM CUCTEMbI MHTEPAKTUBHOMO FOJI0COBOTO MEHIO - C
MOMeHTa Bblbopa noTpebutenem Kateropuu "coeamMHeHUa c¢ pabOTHMKOM opraHM3auuun" B CUCTEME MHTEPAKTUBHOMO rO/I0COBOTO MEHI0) A0 MOMEHTa OTBeTa
paboTHWKa CEeTeBOM OpraHM3aumMmn He AO/IKHO NpeBbIWaTbh 5 MUHYT. Bpemsa 06paboTku Bbi30Ba (TenedoHHOro pasroBopa NotTpebutensa ¢ paboTHUKOM) He AO/IKHO
NpeBbIWaTb 5 MUHYT;

OCYLLECTB/IEHNE NCXOAALLMX TeNeDOHHbIX BbI3OBOB A5 MHGOPMUPOBAHMA NoTpebuTenei n npefocTaBieHna MHpopmaLmmn no obpalleHusm notpebutenei;

BeAeHWe ayaMo3anmcu Bcex BXOAALLMX U UCXOAALLMX Pa3roBOPOB € NoTpebutenem, o Yem NoTpebutens yBeAoMNAETCA B Hayane pa3roBopa ¢ paboTHMKOM
ceTeBoW opraHusauuu;

AOCTYNHOCTb N HaAEXHOCTb pa6OTbI Te}'led)OHHbIX KaHa/10B CBA3MU,



PerncTpaumnio BXxogawmx n ncxogAaunx ebiI30BOB COr1aCHO NMyHKTY 42 HacToAawmx EanHbIX CTaHAapPTOB.

29. CeTeBas opraHu3auMsA OCYLLECTBASAET 3ao4Hoe 0b6CNy)KMBaHMe noTpebutenell ¢ UCNOAb30BaHMEM cBoero odpuUMANbHOTO caiTa B ceTu MHTepHerT,
cofieprallero MHGoOPMaLLMIo O AeATeIbHOCTU CeTeBOMN OpraHu3aumm (aanee - obuumManbHbIA CaT).

30. B cnyyae BO3HMKHOBeHUA nepeboeB B paboTe oduuUManbHOro caiTa, BAEKYLMX HEBO3MOMKHOCTb AOCTYyMNa K coAepKaleinca Ha Hem MHbopmauunm
(cepBucam), ceTeBas opraHM3auma B TeYeHMe 2 YacoB C MOMEHTa BO30OHOB/IEHUS 40CTYNa K opUUMaNbHOMY CaiTy pasmeLlaeT Ha Hem MHPOPMALMIO O NPUUYUHE,
[aTe U BpeEMEHU NpeKpaLleHns gOCTyna, a TaKXKe 0 fate U BpemMeHW BO30OHOBAEHMA [OCTYNa K opULMaibHOMY CalTy.

|_|0Tp66MTe}'IVI AO/IKHbI  MMETb BO3MOXHOCTb O3HakKOMNEHUA C MH(I)OpMaLI,MEﬁ, pa3MELLI,EHHOﬁ Ha Oq)MLI,MaanOM CcalTe, C WCNONb30BaHMEM
PacnpoCTpaHEHHbIX Be6-0603pEBaTEI'IEI71. Mpu 3TOM He [OMKHA NpefycMaTpuBaTbCA YCTAHOBKA HA KOMMbOTEpbI I'IOTpE6MTEJ'I€ﬁ cneunanbHO CO34aHHbLIX ANA
npocMmoTpa Od)VILI,MafIbeIX canTos NPOrpamMMHbIX U TEXHOTOTUYECKUX CpeacTB.

CymMmapHas A/IMTENbHOCTb NepepbiBoB B paboTe oduLmanbHOro caiTa He AONMKHA NPEeBbIWATh 4 YacoB B MecsLL.
31. UHdopmauus, pasmelaeman Ha 0dULMANBHOM canTe, LOMKHA ObITb:
OOCTYMHa A58 aBTOMATMYeCcKon 06paboTkuy;

KPYr10CYyTOYHO AOCTYNHa noTpebutenam 6e3 MCnosb3oBaHMA NMPOrpaMmmHOro obecneyeHums, yCTaHOBKA KOTOPOrO Ha TEXHUYECKME cpencTBa notpebuTens
TpebyeT 3aK/AYEHUA ULEH3MOHHOMO MAW WMHOTO cornaweHusa ¢ npasoobnagatenem nporpaMmHoro obecneuyeHus, NpeaycMaTpPUBAIOLLETNO B3MMaHWe C
noTpebutens nnatol;

AocTynHa 6e3 B3MMaHuna nnatbl.
32. HaBurauus opuLmManbHOro caita AoNKHa COOTBETCTBOBATb CAeAyoWwmMm TpeboBaHUAM:

BCA pa3melleHHaA Ha Od)MLI,MaﬂbHOM caunTe I/IHd)OpMaLI,I/I’r'I AOJIXKHa 6bITb AO0CTYyNHa I'IOTpE6MTe}'I‘r'IM nytem nocnenoBatesibHOro nepexoga no rmnepccbl/ikam
HaYMHas C rNaBHOM CTpaHuLUbl od)mu,waanoro canTa. Koanyectso Taknx nepexogos no KpaTqaﬁLueﬁ nocnenoBaTte/ZIbHOCTU O0/1KHO 6bITb He 6onee NATH,

noTpebuTento AoNKHa NPeAOCTaBAATbCA HArAsAHaA UHGOPMaUMs O CTPYKType OodULMANbHOMO CaliTa U O MECTOHAXOXAEHUN OTODpaKaemMol CTpaHuULbl B
3TOM CTPYKTYpE;

Ha KakaoW cTpaHuue odULUMaNbHOTO caliTa A0/KHbI BbiTb pa3mellleHbl: TNaBHOE MEHIO, CCbI/IKA Ha F1aBHYIO CTPaHULY, CCbiJIKa Ha KapTy oduLManbHOro
caliTa;

3arozioBKM 1 noanncn Ha CTpaHuuax AOO0J1IXKHbl ONMUCbIBATb coAepXKaHue (Ha3Haqume) TaKol CTPpaHWULUbl, HaMMeHOBaHWE TEeKyLWero pasgena wu



0To6pa>1<ae1v\oro AOKYMEHTQ;
HanmeHoBaHWe CTpaHUUbIl, OnucCbiBakolee ee cogep*KaHume (Ha3Ha‘-{EHME), A0/1KHO OTO6pa)-KaTbCFI B 3aro/10BKe OKHa 366-0603peBaT6ﬂﬂ,'

TEKCTOBbIN aapec B ceTu MHTepHeT (yHUBepCcanbHbIN yKasaTenb pecypca, URL) Kaxkaoi CTpaHuubl A0/KeH OTObparkaTb ee NOoNoXKeHWe B JIOrMYecKoi
CTPYKType caliTa M COOTBETCTBOBATb €€ COAEepKaHMIo (Ha3sHauyeHUl0), a TaKXKe B TEKCTOBOM azpece AO0/IKHblI OblTb MCMO/b30BaHbl CTaHAAPTHblIE MpaBua
TpaHcAuTEepauuu;

Ha rNaBHOWN CTpaHuuUe opULMaNbHOrO cailTa U B OTAENbHOM pasdene (Aanee - NUYHbLIN KabuHeT noTpebuTend) pasmellaeTca HoMep ropaYen AMHUKU No
BOMPOCAM 3/1E€KTPOCHaBKeHMA, rMnepccbiika Ha UHPOopMaLMIo, NPeaycMOTPeHHyYo ab3auem oAMHHaALUAThiM M ABeHaAuaTbiM MyHKTa 33 HacToAlWMX EAUHbIX
CTaHAApPTOB, a TaK¥Ke CCblNKN-6aHHepbl Ha MHGOPMALMOHHbIE MHTEPAKTUBHbIE CEPBMChI CETEBON OpraHM3aLnm.

33. B uenAx obecneyeHnsa onepatMBHOro Aoctyna notpebutenein K uHpopmaumm o6 oKasbiBaeMbIX ycayrax M obCAyKMBaHUU CeTeBOM opraHM3auun B
rNaBHOM MeHI0 odMUMANbHOTO CaiTa CETEeBOM oOpraHM3aumm Bblaendetca pasgen "MoTpebutensm". B yKasaHHOM pasgesie pasmellaerca MHbopmauus B
COOTBETCTBUM CO CTaHAAPTAMM PACKPLITUA MHPOPMALMM CyObEKTaMM ONTOBOTO M PO3HUYHbIX PbIHKOB 3/IEKTPUYECKOM SHEPTUM, a TaK¥Ke ceaylolme CBeaeHus:

MOYTOBbIN agpec ceTeBOM oOpraHM3auuu, agpeca M rpaduk paboTbl oducoB obCAYKMBAHUA noTpebuTeneit, Homepa TenedoOHOB, MO KOTOPbIM
ocywectsaseTca obcaykmBaHue notpebutenei, agpec odpmLManbHOro canTa ceTeBOM OpraHn3aumu;

nopsaoK Nodaym M paccMoTpeHus obpalleHuit notpebuteneil, copep)kalmx XKanoby Ha [eNCTBMA CeTeBOM OpraHM3auuu, € YKasaHMem CpPOKOB
paccMoTpeHun obpallleHnit M NpeaocTaBaAeHUn OTBET];

NopsaAoOK U CPOKM 3aK/oYeHMA AoroBopa 06 OKasaHMM yCcayr No nepeaade 3NeKTPUYECKOM sHeprum, NpeaycMoTpeHHble 3aKoHOA4aTeNbCTBOM Poccuiickomn
depepaunm;

nopAAOK Noadayn 3aABKM Ha TeEXHOJ/I0TMYECKOe npncoeanHeHmne, OCHOBHbIE 3Tanbl €e PaCCMOTPEHNA U UX CPOKH, CBeAEHUNA, KOTOpPble AO0J/1XKHbl COAepPXKaTbCA
B 3aABKe Ha TeXHO/10rm4eckoe npncoegmnHeHune, 1 TPEGOBBHMH K npunaraembim K HeWn AOKYMEHTaM, CbOprI 3aABOK A4 3ano/IHeHUA FIOTpEﬁI/ITeI'IeM;

nopAAOK BbINMO/IHEHUA TEXHOZTOTMYECKOro npncoegmnHeHuA, atanbl TEXHO/IOTMYECKOTO NpucoeanHeEHNA U X CPOKH;

NOpPsAAOK pacyeTa NaThl 338 TEXHO/OTMYECKOE NPUCOEANHEHNE A/1A BCEX FPynn noTpebutenei, Konuu peleHnin opraHa UCNoIHUTENbHOM BNACTM cybbeKTa
Poccuiickoit Pegepauymn B 061acTU rocyAapCTBEHHOTO pPeryivMpoBaHusa ueH (Tapudos) o6 ycTaHOBAEHMM NaaTbl 3@ TEXHOOMMYEcKoe npucoeamHeHue B
OTHOLLEHMM TepPPUTOPMaNbHbIX CETEBbIX OPraHM3aLUMiA, a TaKXKe Konua pelleHna ¢eaepanbHOro opraHa MCNONHMTENbHOW BAacTM B 061acTU rocyaapcTBeHHOro
peryanpoBaHua uUeH (TapudoB) MO YCTAaHOBAEHUIO MAaTbl 33 TEXHONOTMYECKoe npucoeguMHeHuMe B OTHOLWEHWM OpraHM3auuu No ynpaBAeHUIo eanHOWM
HalLMOHanbHOW (0BLLEPOCCMIACKON) DSNEKTPUYECKOW CeTblo, NOPAAOK OnaaThl MO A0roBopy 06 OCYyLLeCTBAEHUMM TEXHO/NOTMYECKOro MpPUCOeaMHEHUA K
3/1EKTPUYECKNM CETAM, 0COBEHHOCTN BHECEHWA MAaTbl OTAE/bHbIMM Fpynnamu noTpebuteneil, npeaycMoTpeHHble 3aKoHoAaTeIbcTBOM Poccuiickoit Peaepaumy;
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NnopsAoK pacyeTa NnaThl 3@ OKasaHWe yCayr No nepeaaye 3N1eKTPUYECKON SIHEPTUN AN BCEX TPYNn NoTpebuTenei, Konmm peLleHmini opraHa UCNoJIHUTEIbHOM
B/lacTM cybbeKkTa Poccuiickon deaepaumm B 061acTM rocygapCTBEHHOro peryanpoBaHua ueH (Tapudos) 06 yctaHoBAeHUM TapudoB Ha ycayrv no nepegave
3N1eKTPUYECKOM SHEPTUN B OTHOLLEHUM TePPUTOPUAbHBLIX CETEBbIX OPraHM3auuii, a TaKKe Konuu peweHnin deaepasbHOro opraHa MCNOAHUTENIbHOW BNAcTU B
obnactM rocyaapcTBeHHOro peryanpoBaHua LeH (Tapudos) o6 ycTaHOBAEHUM TapuPoB Ha YCAYrM MO nepefaye 3/1eKTPUYECKOW 3Hepruu B OTHOLLEHWUU
OpraHM3aumm No ynpaBieHUIo eauMHON HaLMOHaNbHOW (06LLEPOCCMIACKON) 3/1IEKTPUYECKOM CETbIO, MOPALOK OMNaThbl MO A0roBopy 06 OKasaHWK ycayr no nepegaye
3/IEKTPUYECKON SHEPTUK;

NMOPSAAOK OCYLLECTB/IEHNA KOMMEPYECKOTO y4yeTa CETeBbIMM OPraHM3aLMamMKM, B TOM yucie TpeboBaHMA K MeCTamM YCTaHOBKM MPUOOPOB yyeTa, CXembl
NOOKNIOYEHUS U METPOJIOTMYECKME XapPaKTEPUCTUKN NpubopoB ydyeTa 6e3 yKasaHMA TOBaPHbIX 3HAKOB, 3HAKOB 0O6C/NYKMBaHMWA, GUPMEHHbBIX HAMMEHOBAHWN,
MaTeHTOB, MOJIE3HbIX MOAENelN, MPOMbIWIEHHbIX 06pPa3uoB, HAMMEHOBAHWIA MECT MPOUCXOXKAEHUA NPUOOPOB y4yeTa WM HAMMEHOBAHWI MpoussBoauTenei
npubopoB y4eTa;

HanmeHoBaHWMe I'IpM60pOB y4y€eTa, YCTaHOBKY KOTOPbIX OCYLWECTBNAET CeTEBAA OpraHn3auna, X CTOMOCTb 1 CTOMMOCTb pa60T NO UX YCTAaHOBKE,

NMPUYMHBI U CPOKW MNAAHOBbLIX NEPepbiBOB B Nepegaye 3NEKTPUYECKOW SHEPTUM, NPeKpalleHUa MW OTPaHWYEHUA PEXMMa Mnepeaayn 3NeKTPUUEcKoM
3Hepruu, B TOM Yyncie npeasaputesnbHan MHGOPMaLMA O CPOKAX OrpaHMUYeHMsa pexkuma noTpebaeHmsa 3NeKTPUYecKo aHeprum (MoLWHOCTH) noTpebuteneit B CBA3N
C NpoBeAeHUEM PEMOHTHbIX PaboT Ha 06bEKTAxX 3/1EKTPOCETEBOIO X03AMCTBa CETEBOM OpraHn3aLMm, BKAKOYEHHbIX B FOA0BOM (MecaYHbIN) rpaduK peMOHTa;

pacyeTHble AaTa W BpemMs BOCCTAaHOBJ/IEHUA 3/IEKTPOCHAOMKEHUA B C/lydae BBEAEHMSA BHEMIAHOBOIO OrPAaHUMYEHUA peXrMma NoTpebneHus 3/1eKTpuyecKom
sHeprnm (MoLLHOCTH);

YacTo 3aZaBaeMble BONPOChI, BO3HMKaOLWME y NOTpebutenen, n 0TBETbI Ha HUX;

aKTyasibHble M3MeHeHMA 3aKoHoAaTebCcTBa Poccuiickoin Peaepauumn B OTHOLEHMM NPOLEAYP OKa3aHUA YCAYT CETEBbIMW OPraHn3aLmMamu;
yTBEPKAEHHbIe rpadrKM aBapMIMHOTO OrpaHUYeHus;

nacnopTa ycayr (MpoL,eccoB) ceTeBo OpraHmn3aLmy;

NopsAOK paboTbl B IMYHOM KabuHeTe noTpebuTens, BKAOYAA NOJyYeHUe NepBOHAYaNbHOMO AOCTYNa K JIMUHOMY KabMHETY, PEerucTpaumio U aBTopusaumio
notpebutens.

34. NHpopmauma, yKasaHHas B ab3ale oAMHHAALATOM NyHKTa 33 HacToAWMX EAMHBIX CTaHAAPTOB, NOANEXUT oNnybAMKOBaHUIO He No3aHee yem 3a 7 gHew
[0 AaTbl NNaHOBbIX MePepbIBOB Nepeaayn 31eKTPUUYECKON sHepruu.

35. UHdopmauumsa, ykasaHHasa B ab3ale TPUHAAUATOM NyHKTa 33 HacToAwmx EAMHbIX CTaHAAPTOB, NOANEKUT ONy6AMKOBAHUIO He pee OAHOro pasa B



KBapTa/s Ha OCHOBE aHa/in3a NOCTyNnMBLUNX 06pau.|,eHm7| B CETEBYIO OpraHm3auuio.
36. CeTeBan OopraHunsauma O6eCI'IeLIMBaET, B TOM YMCNE C UCMONb30BaHMEM NMYHOTO KabMHeTa ﬂOTpEGMTEﬂﬂ, TEXHUYECKYIO BO3MOKHOCTb!

a) HanpaBfeHMA noTpebutenem obpallleHWn, B TOM 4YMCAe COAEep’KallMX Kanobbl U 3aaBKU (3aaBfeHMA) Ha OKasaHue ycayr (npoueccos), cornacHo
npunokeHnto N 5 K HacToAwmMm EguHbIM cTaHgapTam B Gopme 3/1eKTPOHHOrO AOKYMEHTa NyTem 3ano/IHeHMA 3KpaHHbIX dopm Beb-nHTepdeiica oduumanbHOro
caitTa ¢ 06sA3aTeNIbHOM A8 3aNOJ/IHEHUSA KOHTAaKTHOW MHopMauueint 1 npeanovtTuTebHbiM cnocobom nosiydeHns oTeeTa. B skpaHHbIX popmax Beb-nHTepdeinca
odnuManbHOro canta obecneynBaeTcss BO3MOXKHOCTb NPUKPennsaTb ¢alinbl ¢ matepuanammu no obpawieHuio. Mpy HanpaBaeHMM 06paLLeHMA Yepes yKasaHHbIM
UHTepdelic noTpebuTtensb AomKeH 6biTb YyBeAOMAEH O NAAaHOBbIX CPOKaX PACCMOTPEHMA 06pallleHMA C YKa3aHMeM perMcTpaLmoHHoOro Homepa obpatlleHus;

6) 3anosHeHWA NocpeacTBOM 3KpPaHHOW Gopmbl Beb-MHTepdeiica opuuManbHOro caiTa aHKeTbl NOTpebuTens AnA Oonpoca C Le/blo OLEHKM KayecTBa
OKa3blBaeMbIX YCAYr CETEBON OpraHn3aumm n obcnynBaHus notpebutens;

B) NnonyyeHua notpebutenem cBeeHNin 0 CTaTyce paccmoTpeHmsa obpalleHmns, HarnpasieHHOro B CETEBYIO OPraHM3aLmio;

r) Boga noTpebuTenem TeKkyLLMX NoKasaHMi NPMBOPOB yHeTa 3NEKTPUUYECKON SHEPTUNK;

[) HanpasieHuna notpebuTesiem yBeaoM/IEHUA B CETEBYIO OpraHmn3aLmio 06 UCNOHEHNN UM MEPOMPUATUIA, MPEAYCMOTPEHHbIX TEXHUYECKMMU YCN0BUAMM;
e) npegocTaBneHus noTpebutenam:

CBe,CI,EHMI‘;I O CTaTyCeé pPaCCMOTPEHNA 3aABKU (3aF|B}'IEHVIFI) I'IOTpe6MTe/'IF| Ha OKa3aHwme YyCchyr, I'IO,CI,aHHOﬁ B CeTeBylO OpraHusauuto, C yKasaHMeM AaTbl
NnoCTynneHmnA 3aABKU U ee PerncTtpaynoHHOro Homepa, Aatbl HanpasaeHUA 3aABUTENO NOANNCAaHHOIO ceTeBOM opraHmsaumeVl Aorosopa 06 oKazaHuu ycnyru;

CBe,CI,EHMﬁ O CTaTyCe UCNOJZIHEHMA A0roBOpPa OKa3aHUA YCNYrn C YKasaHMeEM NJ1IaHOBbIX CPOKOB UCMNOJ/IHEHUA, 3a UCKZTIDYEHUEM A0TOBOPOB Ha OKasaHue ycnyrm
no nepenayve BHEKTDMHECKOVI Heprun. CsegeHuAa no Aaorosopam 06 ocyuwectBieHnn TEXHOIONMYEeCKOoro npncoeanHeHnAa A0/1XKHbl BK/1KOYATb VIHd)OpMaLI,VIIO O Aate
3aKn1lo4eHnAa Oorosopa, xoae BbINOJIHEHUA ceTeBoM Opl'aHI/I3aLl,l/IEI‘/‘1 TEXHUYECKUNX ycnosmﬁ, d)aKTVI‘-IeCKOM npuncoeamHeHnn, CocCrtaBieHnn mn noanncCaHum
AOKYMEHTOB O TEXHO/I0ONrM4YEeCKOM nNpucoeamHeHnu;

CYHETOB Ha OonAaaTty ycayr no TexHo/10rm4eCckomy npncoegunHeHuLo;

cBeAeHMI 0 NoKasaHuAx NpMbOopPoB yyeTa Mo TOYKaM yyeTa 3/1eKTPUYECKOM aHeprum noTpebutens n cTaTUCTMKe NoTpebaeHUA 3N1eKTPUUYECKON IHEpPrumn Ha
MOMEHT MOCNAeAHEro CHATUA CETEBOM OpraHM3aLmeit Takux NoKasaHuii v BBeAeHMA NokasaHuii npnbopa yyeTta notpeburenem camocToATENbHO;

cBeAeHMI 0 cTaTyce pacCMOTPeHUn obpalleHns, HanpaBAeHHOTO B CETEBYHO OPraHN3aLUMIo B 31EKTPOHHOMI popme.

37. [ocTyn K AMYyHOMy KabuHeTy noTpebuTens ocylwecTBAseTcs Nnocsie BBoAa notpebutenem CBOUX UAEHTUPUKALMOHHBLIX AAHHbIX: UMEHW (nornHa) u



naponsa un (Mam) no perucTpauMoHHOMY HOMEpPY 3aABKM Ha OKasaHue ycayr (oTAenbHbIX Npoueayp) v Napontko, KoTopble BblaakoTcs NnoTpebuTento:
a) Npy 0O4HOM 06pallleHMM B CeTEBYIO OpPraH13aLmio;
6) No nMcbMeHHOMY 3anpocy noTpebuTens;
B) noc/ne 3anosHeHns notTpebuTtenem skpaHHol ¢opmbl Beb-nHTepdeica opuLManbHOro caliTa CeTeBO OpraHn3aLmMm perucTpaLumu.

38. Pasgen "Motpebutenam" oduuManbHOro caiita CeTeBOM OpraHM3aLMM PeKoMeHAyeTcAa paspabaTtbiBaTb B COOTBETCTBMM C NpuaoxkeHnem N 6 K
HacToALWMM EAMHbIM CTaHOapTam.

IV. Mpuem n paccmoTpeHre obpalleHuii noTpebutenei
39. MoTpebutenam obecneunBaeTcs paccCMoTpeHe 06paLLeHNiA B yCTaHOBNEHHbIE CPOKMU.

40. CeTteBana opraHM3auMa MNpU PacCMOTPEHUU obpalleHuit notpebutenelr obecneynmBaeT MNpPUEM M PErncTpaumio NOCTYNMBLUErOo B agpec CeTeBow
opraHMsaumm obpatyeHus notpebutensa (B NMCbMEHHOW, SN1EKTPOHHOM, YyCTHON dopme, ¢ Mcnonb3oBaHMem TenedoHHoW cBasn). Mpu perucTpaumm obpalleHus
dUKCUpyeTcs KOHTAKTHas MHopMauus noTpebuTtens, AaTa NOCTyNAEHUS 06paLLEeHUA M BXOAALWMNI PEerncTPaLMOHHbIN HoMep obpaLleHums.

41. CeTeBasA opraHM3aLmMa HanpasaseT NnoTpebuTento OTBET NO CYLLECTBY Ha ero obpalleHune B CleAyioLLmMe CPOKMU:

a) OTBET Ha NUCbMeHHOoe obpalleHne noTpebuTenn Ha BymarKHOM HocuTese - B TedeHue 30 AHel Co gHA perncTpaumm obpalleHms ceTeBoi opraHusaumen, B
C/ly4Yae eciv MHOe He NpPeayCMOTPEHO 3aKoHoAaTeNbcTBOM Poccuiickoin Peaepauuuy;

6) obpalleHMe noTpebuTens, HanpaB/leHHOe C UCNO/Nb30BaHMEM OdUUMANBHOIO caiTa B Gpopme 3/1EKTPOHHOrO AOKYMEHTA, - B CPOKW, YKasaHHble B
npunoxeHmm N 5 K HacToAwmm EAnHbIM CTaHA4apTam;

B) OTBET Ha o6pau.|,eHV|e I'IOTpEﬁI/ITeI'IFl C ncnosib3oBaHNEM Teﬂed)OHHOVI CBA3N npenocraBadeTcAa HenocpeacteBeHHO B MOMEHT O6pal.l.l,eHMﬂ I'IOTpE6MTe}'l‘r'I. B
C/lydae HEeBO3MOXKHOCTU npenocCtaBuTb OTBET B MOMEHT O6paLLI,eHI/IF| I'IOTpe6I/ITEJ'I’r'I paGOTHVIK ceTeBom OpraHn3aunn 3anmncbiBae€T KOHTAKTHYHO MHd)OpMaLI,I/II-O
I'IOTpe6l/ITeﬂF| M He no3gHee 4 4acoB C MOMEHTA perncrtpauunm 06pau.|,eH|/|ﬂ npenocTtaBaAET OTBET I'IOTpEGVITe.ﬂIO;

r) ecnv obpalleHne noTpebuTens ¢ UCNonb3oBaHMeM TenePoHHOW CBA3U COAEPMKUT Kanoby u GaKTbl, U3NOXKEHHbIE B TaKoW Kanobe, TpebyloT aHannsa
maTtepuanoB no obpaiweHuno notpebutens, paboTHUK ceTeBOM OpraHM3auMK, NPUHABLINI TenedoHHbIN BbiI30B, odopmaneT Kanoby B dopme 3/1eKTPOHHOro
OOKYMEHTa, KOTOpPbIN pernctpupyeTca B ycTaHOBNEHHOM nopsaake. CpoK oTBeTa noTpebuTtento No TakoW Kanobe He gonkeH npesbiwaTtb 30 gHel co AHA
pervcTpauumn obpaleHus;

) OTBEeT Ha ycTHoe obpauleHne notpebutens B odpuc obcaymaHua notTpebuTenel NpeaoCcTaBAAeTCa HEMOCPEACTBEHHO NpUM NoceleHUn noTpeburtenem



oduca. B cnyyae HeBO3MOXKHOCTM NPeAoCTaBNeHUs OTBeTa Ha obpalleHne nNoTpebuTens Npu ocywecTBAEHUN OYHOTO 06CNYXKUBAHUA NOTPEOUTENA, A TaKKe ecn
obpalleHre noTpebutenn coaepuT *Kanoby n dakTbl, U3N0KEHHbIE B TAaKOW Kanobe, TpebyloT aHanM3a maTepuasoB Nno obpaleHuto notpebutens, paboTHUK
CETEBOWN OpPraHU3aLMmn A0/KEH NPEANOKUTL NOTPEOUTENIO HAMPABUTb B CETEBYIO OPraHM3aumMio NMMCbMeHHoe obpaleHne nan opopmuTb obpalteHne B opuce
obcnymBaHMA Ha TMNoBoM 6naHKe. Mocne 3anosHeHUs U nognucaHna notTpedbutenem bnaHka obpalleHMA Takoe obpalleHune pernctpmpyetca. Cpok oTBeTa Ha
TaKoe obpalleHme He Jo/KeH npeBbliwaTth 30 AHeN co AHA perncTpauumn obpalleHus.

42. B cnyyae ecam U3NoXKeHHble B 06palleHnn NoTpebutena BONPOoChl HE OTHOCATCA K KOMNETEHLMKN CETEBOI OpraHM3aumm, paboTHUK CEeTeBOn opraHn3aumm
He nosgHee 5 paboumx AHeW co AHA perncTpaumm obpauieHus mHbopmupyeT noTpebuTens o HEeBO3MOMHOCTM MPeAoCTaB/eHUA emy OTBeTa Mo CYLecTBy
N3/10)KeHHbIX B 06paLleHnn BOMPOCOB U COOBLLLGET KOHTaKTHYIO MHGOPMALLMIO OPraHn3aLUmii, K KOMNETEHLMN KOTOPbLIX OTHOCATCA Takne BOMpocChI.

43. ObpalleHne noTpebuTena o npeaocTaBNeHUU CMPaBOYHON MHPOPMALUM U (MAN) KOHCYNbTALUMKU CYMTAETCA PacCMOTPEHHbIM, ecnM noTpebutento
Hanpas/eH (NpeaocTaBneH) OTBET C 3anpalnsaemoi Hbopmaumnen.

44, ObpaueHne noTpebuTens, coaepsKalyee }Kanoby, cuMTaeTca PaCCMOTPEHHbIM CETEBOW OpraHU3aumen, ecnu:

a) YCTaHOB/1EHA 060CHOBAHHOCTb (HEO6OCHOBaHHOCTb) 3aAB/IEHNA O HApPYyLWeEHNUN NpPaB NN OXpPaHAEMbIX 3aKOHOM UHTEPECOB I'IOTpE6VIT€/'IFI, B TOM 4uncne o
npeaocCrtaBneHnn ycnyr HeHaaneXawero Ka4yecrtea,

6) B cnyyae HeobxoAMMOCTM Mo 0BOCHOBAHHLIM Kanobam onpeaeneHbl MepPONPUATUA, HaNpPaBNeHHble Ha BOCCTAaHOBAEHME HapyLIEHHbIX NpPaB WMAW
OXPaHAEMbIX 3aKOHOM UHTEPECcoB NoTPebuTens (aanee - KOPPEKTUPYIOLLME MepbI);

B) HanpaBsaeH (NpeaocTaB/ieH) oTBET NOTPebUTENIO NO 06PaLLEHMIO:

B C/ly4ae NpuU3HaHUA *anobbl HEO6OCHOBaAHHON B OTBETE npeaocCTaBaATCA aprymeHTUpoBaHHbIE Pa3bACHEHNA B OTHOLWLEHUU OTCYTCTBUA OCHOBaHWI ana ee
YO0BNETBOPEHUA,

B Cny4yae npwu3aHaHuA »Kanobbl 06OCHOBAHHOW B OTBETE I'IOTpe6MTe}1PO YKa3blBalOTCA, KakKMe npaBa WU/IN 3aKOHHble MHTepeChI I'IOTpe6MTe}1F| noanexart
BOCCTAHOB/IEHUIO N B KaKOM nopAgKe. Ecan no kanobe HEO6XO,£I,VIMa peannsaumna KOppEeKTUpyruwmnx mep, B OTBETE I'IOTpE6I/ITEI'IIO YKa3blBa€TCA HﬂaHMDVEMbIﬁ
CPOK ux peannsaumun.

45. PaccmoTpeHue obpallieHuns He Npon3BoanTca (C yBeaomieHnem o6 aTom NoTpebutens) B cayyasx:
a) ecnm obpalleHne coaepRUT HeleH3ypHble IMB0 0CKOPOUTE/IbHbIE BbIPAXKEHWUS;

6) ecnn B obpalleHUN COAEPKUTCA BOMPOC, Ha KOTOPbIA AaHHOMY noTpebuTento ycayr yxe 6bln nNpeaocTaBneH OTBET MO CyWecTBy B CBA3SWM C paHee
HanpasAEHHbIMKW 06paLLEHUAMM, U MPM 3TOM B 06paLLEHNM HE MPUBOAATCA HOBbIE A0BOAbI AN 0BCTOATENLCTBA;



B) €C/1M OTBET NO CYLLECTBY NOCTaBAEHHOIO B 06paLLeHNM BONPOCA HE MOKET bbiTb AaH 6e3 pasriaweHns CBeAeHUM, COCTaBAIOLWMX KOMMEPYECKYHO TalHy
WY UHYI0 OXPaHAEMYI0 3aKOHOM TaliHy.

46. PaccmoTpeHue obpauweHua (6e3 ysBegomneHus notpebuTens) He NPOU3BOAMUTCA B CAydYaax, €CNM TEKCT MUCbMeHHOro obpalleHus He noggaercs
MPOYTEHUIO UK B 0BPaLLLEHNM OTCYTCTBYIOT KOHTAKTHbIE AaHHble, HEObX0AMMble 414 HanpasAeHUA OTBeTa.

V. OcobeHHOCTM 0b6CcnyKMBaHMA NoTpebuTenei Nnpu okasaHum
YCNIYT MO TEXHOJ/IOrMYECKOMY NPUCOeANHEHUIO
47. CeTeBas opraHusaums obecneumsaeT noTpebutenam - GpU3MYECKMM NMLAM, MaKCUMa/bHaA MPUCOEAMHEHHAs MOLLHOCTb 3HEepPronpuHUMAaOLMX
YCTPOWCTB KOTOPbIX COCTaBAAeT A0 15 KBT BKAOUNTENBHO (C y4eTOM paHee NpUcoeaMHEHHbIX B AaHHOM TOYKe NPUCOeANHEHUSA SHEPTONPUHUMAIOLWMX YCTPOKCTB),
BO3MOHOCTb:

a) BbICTaBNEHMA cYeTa Ha ONaaTy yCAyrm No TEXHO/NOTMYECKOMY NPUCOeAMHEHMI0 cnocobamu, OOMYCKAlOWMMM BO3MOXKHOCTb MX YAANEHHON nepenayn
(nouTa, ceTb MHTEpPHET), NO *KenaHuwo noTpebuTens;

6) BHeceHMA nnaTbl N0 JOroBopy 06 OCyLLEeCTBAEHUN TEXHOIOTMYECKOTO NPUCOEANHEHMA K SNEKTPUYECKMM CeTAM 6€e3 0MnaaTbl KOMUCCUN.
MpunoxeHune N 1
K EAVHbIM CTaHAapTam KavecTsa
06CNyKMBaHMA CETEBBIMMU OpPraHMU3aLUAMM
notpebuTeneit ycayr ceTeBblX opraHu3aumi

MACIOPT YCJIYTM (IIPOLIECCA) CETEBOM OPTAHN3ALINA

HauMMeHOBaHMe yCJyI'u (npolecca)

Kpyr sasaBuresnenm <1>: .
PasmMep mJjaTeH 3a NpenocTaBJIeHMe yCJyru (Ipolecca) M OCHOBaHME €€ B3MMaHMUA:

YcJioBMSa oOKazaHusa yCayTu (mpouecca) <2>:
PesynbTaT oOKa3aHMUA yCayI'm (mpolecca) : .
ObmmMM Cpok oOKaszaHusa yCjayI'u (mpolecca) : .

CocTaB, NOCJEOOBaATEJIBHOCTE M CPOKM OKA3aHMUA YCIyI'U (npouecca):

N dtan | CogeprkaHune/ycnosua stana dopma Cpok Ccblnika Ha
n/n npeaocrasneHmns NCNOSIHEHUA HOPMaTUBHbIM




NpaBoOBOM aKT

KounrakTHasa mHOOpMaLMsa IOJig HalpaBlieHUd obpaueHuy <3>:

<1> YKa3bIBalOTCA INLLA, KOTOPbIE MOTYT NMOJTYYUTb AAHHYH YCAYTY.

<2> OnucaHue yCc/loBUIM, MPU KOTOPbIX OKasaHue ycayru (Mpouecca) CTaHOBUTCA BO3MOKHbIM (MpefocTaBieHne Bcex HeobXo0aMMbIX LOKYMEHTOB, Haiuuune

dU3NYECKON BO3MOKHOCTM OKasaHWUA ycayru (npouecca) v ap.).

<3> YKa3blBalOTCA KOHTAKTHblE AaHHbIE 1L, KOTOPble MOTYT AaTb UcUYepnbiBatoLyo MHGopMaumio 06 oKasbiBaemon ycayre, NPUHATL Kanoby Ha AencTBUA
(6espeitcteue) noapaspeneHua (paboTHWKA) CETEBOW OpraHuW3auMu, 3aHATONO B OKa3aHWW YCAYrM, YNOJIHOMOYEHHOro opraHa WCNONIHUTENbHOM BAACTH,

ocyuwecrsaAOWero Haa3opHblie (byHKLI,MM 3a AeATE/IbHOCTbIO ceTeBoOW OopraHnsauunn.

MpunorkeHune N 2



K EQWHbBIM CTaHAapTam KayecTBa
06CNyKMBAHUA CETEBBIMU OPraHM3aLMAMM
notpebuTeneit ycnyr ceteBbix opraHu3aumi

TPEEOBAHUA
K OPTAHU3ALMM ODPUCOB OBC/TYKUBAHUA MOTPEBUTENEN
CETEBbIMU OPTAHU3ALUMAMU

1. MNpun obopynoBaHMM LEHTPOB O6CNYKMBAHWUA MOTpebuTeneir B KAMEHTCKOM 3aje Mpou3BOAMUTCA 30HWPOBaHME MoMelleHMs, obecrnedynBatollee ero
pasgeneHue Ha ABe 30Hbl: KIMEHTCKYIO U 30HY pasMeLleHns paboTHUKOB, OCYLLECTBAAIOLWMNX 0bC/y»KMBaHWe noTpebuTtenei.

2. LleHTpbl 06cnyKMBaHMA noTpebutenei cHabxaoTca MHPOPMaLMOHHbIMU TabanYKamm (BbiIBECKaMK) C IOrOTUNOM CETEBOW OpraHU3aLuu:

a) Ha BXo4e B 3J4aHWE pPa3MeLLaeTca BblBECKA C MHpOpmauMen: HaMMeHOBaHWE CETeBOM OpraHM3auMu, NOYTOBLIA agpec, rpaduk paboTbl LEeHTpa
o6CcNyKnBaHUA noTpebutenei, agpec 3NEKTPOHHOM NoYTbl, TenedoH LEeHTpPa 0bCayKMBaHUA NOTPebUTENe U ropaYeit IMHUK NO BOMNPOCaM 3NEKTPOCHabKeHUA
ceTeBOM opraHMsauuuy;

6) B NomeLLeHNN - BbIBECKM C 0603HaAYEHMEM MECT O4YHOro npuema notpebuteneit, cayebHbix NOMelLeHUI, He npeAgHasHaYeHHbIX A8 O4YHOro npuema
notpebutenei;

B) B K/NIMEHTCKOM 3a/1e - BbIBECKM Ha OKHax 06CNyKMBaHMA NoTpebuTteneit okoso pabouymx Mect paboTHUKOB.

3. B KAMeHTCKOM 3ane LLeHTPa OGCHY)KI/IBaHI/I’FI I'IOTpe6MTe}'IEﬁ OpraHn3yeTcA 30Ha OXnagaHuA OnAa ﬂOTpE6MT€I’I€l7I, Nno3BO/1IAOWaA pa3smMecCTuTb FIOTpe6VIT6ﬂef;1 B
NMUKOBbIE OHU (LIaCbI) npuema. Naowaab 30HblI OXKMAAHUA COCTABAAET HE MeHee 4 KBajpaTHbIX MeTPOB Ha O4HOro pa6OTHMKa, o6cny>1<MBa|ou.|,ero I'IOTpe6VITe!'IF|
(OAHOI’O OKHa O6Cl1y)KVIBaHVIH). B 30He oXnaganma obecneumBaerca Haanume mebenm AnAa ncnonb3oBaHUA I'IOTpe6VITe}'IFIMM BO BpeMA OXXNAaHUA: HE meHee O4HOro
cngAadvyero mecrta Ha oAHOro pa6OTHMKa, O6C!'Iy)KMBaIOLLI,eI'O I'IOTpe6VITel1F| (OAHOFO OKHa O6C}1y)KMBaHVIFI), Heé BK/IOYaA cngavyme mMmecCta HenocpeacTtBeHHO AnA
npmnema n0Tpe6MTene171, OTAENbHOIO CTONA U CTyNa ANAa OCI)OpMﬂeHMFI AOOKYMEHTOB BO BpeMA OXXNAaHNA, KaHUENAPCKUX I'IpMHa,CI,}'IE)KHOCTEﬁ.

4. 30Ha OXWMAAHWA KAMEHTCKOro 3a/1a OCHallaeTcs MHGOPMALMOHHbIMKU CTeHAAMW C HeobxoamMmoin ana notpebutens nHbopmaumein B COOTBETCTBUM CO
CTaHAapTaMM PacKpbITUA MHOOPMALLMM CYyOBEKTaMM ONTOBOIO M PO3HUYHBIX PbIHKOB 3/1IEKTPUYECKON SHEPTUN, YTBEPKAEHHBIMU NOCTaHOBAEHMEeM MMpaBUTENbCTBA
Poccuinckoit ®epepaumm ot 21 aHBapa 2004 r. N 24, a TaKKe co cnegytowein nHbopmaLmnen:

4.1. rpaduK paboTbl odpuca obcnyknBaHUsA noTpebuteneit;

4.2. NoYTOBLI afpec M 3NEKTPOHHbIM agpec oUUMaNbHOrO caliTa CeTeBOM OpPraHM3auMu, agpec 3/JeKTPOHHOW MouTbl, TenedoHHble HOMepa LUeHTpa
ob6cnyKnsaHua notpebutenein u ropadveint IMHUN NO BOMPOCAM 3/1EKTPOCHABKEHNA CeTeBOM opraHmM3aLmMm, Mo KOTOPbIM OCYLLECTBAAETCA 3a04HOe 06CNYKMBaHMeE


consultantplus://offline/ref=EDD0B01F88D0333F8603D39F72AF750206BB57A6D81CEEE97601BE7E2E96915726E6608EA06D6531F4A5C29E9B2B15D84BF9999A9393FDB8T6Z1D

notpebutenei, TeppuUTopus 0b6CYKNUBAHMA CETEBON OpraHM3auunuy;

4.3. nopagoK NoJauyn M pPaccMoTpeHusa obpalleHuit noTpebutenei, cofepsKawmx Kanobbl Ha AEWCTBUA CETeBOM OpraHM3aLMu, C YKasaHMem CPOKOB
paccmoTpeHun obpalleHnit M NpeaocTaBieHns OTBeTa;

4.4, nopagoK M CPOKU 3aK/AloYeHWa JoroBopa 06 oOKasaHMM yCayr no nepegaye 3/EKTPUYECKOW 3SHEepruu, npeaycMOTPeHHble 3aKOHO4ATeNbCTBOM
Poccuiickoin epepaumm;

4.5. NOpAAO0K NoAayn 3aABKN Ha TEXHOOTMYECKOe NpUcoegmHeHe, OCHOBHbIE 3TarMbl U CPOKM ee PacCMOTPEHUS, CBeAeHUA, KOTOPbIE A0/IKHbI COAEPKaThCA
B 3asBKe, TpeboBaHMA K NpuaaraembiM K Hell JOKYMeHTaMm;

4.6. Tapudbl Ha yCIyrv No nepegaye 3N1eKTPUYECKON IHEPTMM Ha TEKYLLMIM Nepuoa peryiMpoBaHua ¢ yKasaHMeM UCTOYHUKA oduuManbHOro onybiMKoBaHMA
pelleHna opraHa UCNoJIHUTEIbHOM BAacTh B 061aCTW rocyAapCTBEHHOIO peryiMpoBaHua Tapudos cybbeKkTa Poccuiickoin ®eaepaunm;

4.7. Tapndbl Ha TEXHONOTMYECKOE NPUCOEANHEHNE HA TEKYLLMIA Nepuos peryimpoBaHma ¢ yKasaHMem UCTOYHMKA 0dULManbHOro onyb6MKoBaHNA peLleHns
OpraHa UCNONHUTENbHOM BAacTK B 061aCTM rocy4apCTBEHHOMO peryamposaHma Tapndos cybbekTa Poccninickoit ®epepaumm;

4.8. 61aHKM TUMNOBbLIX LOKYMEHTOB MO TEXHO0MMYECKOMY NPUCOEAUHEHMIO, HA OKa3aHMe YCayr No nepeaaye d1eKTPUYECKOo SHeprumn U npoyee;

4.9. nopAAoOK OCylwecTB/1IeHNA KOMMePYECKOTro y4yeTa ceTeBbiMU OpraHnsaumnamm, B Tom 4ymcne Tpe6OBaHMFI K MeCTaM YCTaHOBKU I'IpVI60pOB yyeTa, CXeMbl
NOAKNKOYEHNA N METPOSTIOTNYECKNE XaPaAKTEPUCTUKN I'IpM60pOB yyeTa,

4.10. HauMmeHOBaHWe NPUBOPOB y4eTa, YCTAaHOBKY KOTOPbIX OCYLLLECTBASET CETEBAs OPraHU3aLMsa, UX CTOMMOCTb M CTOMMOCTb PaboT NO UX YCTAHOBKE;

4.11. EaMHble CTaHAAPTbl KayecTBa 06CNYKMBaAHMA CETEBBIMU OPraHM3aLMAMMN NOTPebUTeNel ceTeBbIX OpraHM3auni;

4.12. nacnopT ycayr ceTeBoi opraHusaumu;

4.13. KHUra }anob n npeasioKeHumn.

5. Mpu HeObXOAMMOCTU B LIeHTpe 06CNYKMBaHMA NoTpebutenelt obecneynBaeTca HaMumMe NAATEXKHOIO TEPMUHANA A5 ONIATbl YCAYr CETEBOWM KOMMaHUMU.

6. ECn B KNMeHTCKOM 3ane obcayusaHme ocyulecteanetcsa 6onee yem 4 paboTHuKamu (6osee yem 4 okHa 06CNy»KMBaHKA), 30Ha OXuAaHMA obopyayeTca
3/IEKTPOHHOW CUCTEMOW YynpaBaeHWs oyepesblo, KoTopas MpeAHasHayeHa ONTUMM3MPOBaTb MOTOKM noceTuTenei. MHCTPYKLMSA Mo 3KCnyaTauun CUCTEMbI
yNpaB/ieHUsA oYepesblo U CXeMa PasMeLLatoTCs Ha MHPOPMALMOHHOM CTeHAE.

7. TMomelLeHne UeHTpa o0b6CnyKMBaHUA noTpebutenei obopyayeTca NPOTUBOMOMKAPHOM CUCTEMOW, CpeacTBaMM MOXKAPOTYWeHMsA, a TaKxke
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LI,eHTpaIIM3OBaHHOl7I cucTemoi onoseweHnA nocetTutenemn un pa6OTHMKOB LEeHTpa OGCﬂymMBaHMﬂ O nNoXape n apyrnx KPpU3ncCHbIX CUTyaumnax.

8. B nomeLeHmn UeHTpa O6Cﬂy>KMBaHMFI I'IOTpEGMTEJ'IEVI obecneuynBaeTcsa HaAnuMe NUTLEBOM BOAbl, aNTEYKMH.

9. B ueHTpe obcnyxumBaHMa notpebuteneit obecneunsaetca b6esonacHocTb noTpebuteneit u paboTHUKOB.
10. B 34aHuu LeHTpa obcayXuBaHUA notTpebutenen obecneumsaeTca A0CTYN NOCETUTENEN B CaHY3/bl.

11. B OTHOLWEHUM NYHKTOB 0OC/YXMBaHUA NOTpPebUTeNen ceTeBas opraHM3auma obecneymsaeT TpeboBaHUA NMYHKTOB 2, 4, 8, 9 HACTOALLETO NPUNOXKEHMUA K

EAMHBIM CTaHaapTam.

Kpome TOro, B NyHKTE 06C!1y)KMBaHMﬂ obecneunBaeTcs HanMune mebenu Aana ncnonb3oBaHUA I'IOTpE6MT€!1F|MM BO BpeEMA OXWNOAHUA. HE MeHee OAHOro

CMOAYero Mecta Ha ogHoro paboTHUKA, obcay:KuBalowero notTpebutens (0AHOrO OKHa OBCAYKMBAHMA), He BK/AOYAsA CMAAYME MECTa HenocpeacTBEeHHO AnA
npvema notpebutenein, ctona u cTyna 4na opopmaeHna AOKYMEHTOB BO BPEMA OXNAAHUA, KAHLENAPCKMX NPUHAANEKHOCTEN (pydYKK, Bymara gns 3anucei).

MpunorkeHune N 3

K EANHBbIM CTaHZapTam KayecTBa
06CNYKMBaAHMA CETEBBIMMW OPraHM3aLUAMM
notpebuTenen ycnyr ceTeBblX OpraHM3aLmii

OCHOBHbIE ENCTBMA
CETEBOW OPTAHWM3ALIMM MPWU OCYLLLECTBNEHWUM OYHOTO OBC/TYKUBAHKA
NOTPEBUTENIEN B O®UCAX OBCNYXKUBAHUA NOTPEEUTENEN

N OCHOBHble AeMCTBUA CETEBOW OpraHM3aLLMm NPU OCYLLLECTBAEHUN OYHOTO 06CNYKMBAHUA
notpebuTeneit B opucax obcnymaHua notpebutenei

1 Mpvem U perucTpauma o4yHOro obpalleHua noTpebuTens, pPerucTpaums KOHTAKTHOWM
MHPopMauun NoTpebutens, NPoBepKa KOPPEKTHOCTU 0POPMIEHNA 3asiBOK HAa OKasaHUe ycayr,
KOMMN/IEKTHOCTU AOKYMEHTOB M MOJIHOTHI CBeAEeHUIA B 3aABKe B COOTBETCTBUM C TpeboBaHUAMU
HOPMaTMBHbIX NPaABOBbIX AaKTOB:

1.1 npuem ¥xanobbl NoTpedbuTtens B nMcbMeHHOM dopme

1.2 npuem 3anaBKMK/3aABeHNA Ha OKa3aHMWe yCayr B NMCbMeHHOM Gopme, B TOM Yncne:

1.21 3aABKM Ha TEXHO/I0rMYecKoe npucoeguHeHune

1.2.2 obpauwieHma noTpebuTens o NPOAJEHUM CPOKA AEUCTBMA paHee BbIAAHHbIX TEXHUYECKUX




ycnoBui

1.2.3 3afB/IeHMA O BOCCTAaHOBNEHMW paHee BblAAHHbIX TEXHUYECKMX YCNOBMUI, yTpaTa KOTOPbIX
HACTyNuAa B CBA3W C IMKBMAALMEN, peopraHM3aLmen, NpekpaLleHnem AeaTelbHOCTU NPeXKHero
Bnagenbla (3assuTens), npoaarkeit 06BEKTOB U MO MHbIM MPUYMHAM

1.2.4 yBEeAOMIEHUA O 3aK/IOYEHNN COTNALLEeHUA O NepepacnpeseneHnm NpucoesMHEHHOM MOLLHOCTH

1.25 3aMB/1IeHMA Ha 3aK/lo4eHMe goroBopa 06 OKasaHMM yCcIyr No nepegaye 31eKTPUYECKON sHeprum

1.2.6 3aMpoca O COMNacoBaHUM MecTa YCTaHOBKM npubopa y4yeTa, cxeMbl NOAKNOYeHUA npubopa
yyeTa U WHbIX KOMMOHEHTOB MW3MepuUTe/IbHbIX KOMMJJIEKCOB W CUCTEM YyyeTa, a TaKxe
METPOJIOrMYECKUX XapaKTEPUCTUK Npnbopa yyeTa

1.2.7 3aABKM 0 HEOBXOAMMOCTM CHATUA NMOKA3aHUI cyLLecTBytowero npnbopa yyeta

1.2.8 3aABKM Ha OCyLLEeCTB/IEHME A0NYCKa B 3KCNayaTaumto npmubopa yyeta

1.2.9 3aAB/IeHMA Ha 06opyAOBaHWE TOYKM NOCTAaBKU NpUbopamm yyeTa

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

1.3 npuem coobuieHnin o 6e3goroBopHom (6e3y4eTHOM) NOTPeBEHMUM INEKTPUYECKON IHEPTUN, O
XMLLEHMM OOBEKTOB 3/1EKTPOCETEBONO XO3AMCTBA

2 Mpuvem noKasaHui NpMbOpPOB yyeTa SNEKTPUYECKON SHEePrun

3 MpepocTaBneHmMe CNpPaBoYHON WMHOOPMALMM O [eATe/IbHOCTM CeTeBOW OpraHusaumu no
BOMPOCAaM OKa3aHWA yCayr CeTEBOM OpraHM3aumm, B TOM YMCae NpeaocTaBieHne TUNosbix Gopm
OOKYMeHTOB

4 MpepocTaBneHme KOHCyAbTaL MM MO BOMNPOCAM OKa3aHMA YCAYT CETEBON OpraHM3aLuu.

B cnyyae otcytcTBMA MHOOpMAUMKM Yy pabOTHMKA, OCYLLECTBAAIOWLENO OYHbIM NpUem, AAS
NpeaocTaBNeHNA KOHCYAbTaLMU PabOTHUK perncTpupyet nucbMeHHoe obpalleHue, OTBET Ha
KOTOopoe npeaoctasnnetca B TeyeHune 30 aHen




MpepgoctaBneHve MHGOPMALMM O CTATyCce UCNOJIHEHMA 3aABKM Ha OKasaHMe ycayr (npouecca),
[OroBOpa OKasaHWUA ycayr, pacCMOTPeHNUs obpalleHns, CoAePKaLLero *Kanoby

Bblgaya AOKYMEHTOB NOTPebUTENAM, B TOM YMC/Ie AOTOBOPOB Ha OKasaHMe YCAYr, KBUTAHLUN,
cyeToB-paKTyp Ha onnaty ycayr, AOKYMEHTOB NO pe3yabTaTaM OKasaHuA ycayr (aKToB), akToB
6e3yuyeTHOro (6e340roBOPHOro) NoTPebAEHNA SNEKTPUYECKOWN SHEPTrMK

MpepoctaBneHve MHOOPMALMM O NPUUYMHAX M CPOKAx MNAAHOBbLIX MNEPEepbIBOB nepenayn
3/1eKTPUYECKOW 3HEePrmm, NpuYMHax HecobaoaeHnsa TpeboBaHUI K NapaMeTpam ee KayecTsa, O
JaTe M BPEMEHM BOCCTAaHOBNEHMA Nepeaaym 31eKTPUYECKON 3HepPruK, a TakKe 06 obecneyeHunm
COOTBETCTBMA KauecTBa 3/1EKTPUYECKON IHEPTUM TpeboBaHNAM 3aKOHOAATENbCTBA.

Mpn oTcyTcTBMM MHPOPMaLUMN Y PAaBOTHMKA HA MOMEHT MOCeLLEHNs PaboTHUK NpeaocTaBaAeT
oTBeT noTpebuTtenio He nosgHee 4 YacoB C MOMEHTA PErncTpauMm obpalLeHUs C 3anpocom.
Ecnn obpalleHne coaepKuT Kanoby U nsnoxkeHHble GpakTbl TPebYIOT aHaAn3a maTepManos, TO
paboTHMK npegnaraet noTpebuTento HanpaBuUTb B CETEBYHD OPraHM3auUMi0 MNUCbMEHHOE
obpaweHne B dopme 3/EKTPOHHOrO AOKYMeHTa wman odopmuTb obpalieHWe Ha TUNOBOM
671aHKe NpuY NoceLLeHnn, oTBET NpeaocTasaseTcs B TeueHne 30 aHew

Mprem nnaTtexkel 3a okasaHWe ycnyr (B LLeHTpax ob6cnyKkunsaHus notpebuteneii)

Bblgaya MHAWMBMAYANBHOIO IOTMHA W NapoAs ANA AOCTYNa B IMYHbLIA KabuHeT noTpebutens

10

HDOBE,CI,GHVIE ueneBbix 0OnpocoB, aHKeTUpoBaHWUA I'IOTpGGI/ITe.ﬂeﬁ anAa  OUueHKUM KayecTtBa
OKa3blBaembIX yCnyr un O6C!'Iy)KVIBaHVIF|




Mpunoxenue N 4

K EAMHBbIM CTaHOapTam KayecTsa
06CNYKMBaAHMA CETEBBIMMW OPraHM3aLUAMM
notpebuTtenen ycnyr ceteBblX OpraHM3aLmi

OCHOBHbIE AENCTBUA
CETEBOW OPTAHWU3ALIMM MPU OCYLLECTBNEHWUM 3A0YHOIO OBC/TYKUBAHUA
MOTPEBUTENEN C UCNO/Ib3OBAHUEM TENEDOHHOW CBA3U

OCHOBHble AeNCTBUA CETEBOM OpraHU3aL MM NPU OCYLLECTBIEHUN 3304HOTO 06CTYKUBAHUS
notpebuTeneit nocpeacTsom TenepoHHOM CBA3N

Mpuem, peructpaums, obpaboTKa BXOAALLMX BbI30BOB MOTpebuTenelt ¢ 3anpocom CrnpaBoOYHOM
MHPOpMaLMK, Mo BOMPOCAaM NPeAOoCTaB/eHUA OTBeTa NOTPEebUTeNto M 3anucu notpebutenei Ha

npvem B od1C 06CyKMBAHMA NO BONPOCAM:

11

ocyuwecrtB/sieHnA TeXHoN0rm4eCcKoro npncoegnHeHunA




1.2

OKa3aHuA ycnyr no nepegaye 3I'IEKTpMHECKOﬁ IHEpPrnmn

1.3

OpPraHU3aLLMn y4eTa 3NeKTPUYECKOM IHEePTUn

1.4

obcnymBaHma notpebutenei

15

NoJly4YeHNa KOHTaKTHOM MHpOPMaLMKM CeTEBOWM OpraHM3aumMmn 1 opraHusaumin, paboTatowmx B chepe
3HEepPreTMKN Ha TEPPUTOPUN AEATENbHOCTM CETEBOW OpraHMU3aLmm

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

Mpuvem MoOKasaHuii NPUOOPOB y4YeTa 3/EKTPUYECKOW 3SHEPrMM B CAyvasx, MNpesyCMOTPEHHbIX
OCHOBHbIMW MONOXKEHUAMN GYHKLUMOHUPOBAHUA PO3HUYHDBIX PbIHKOB 3NEKTPUYECKON 3HEprum,
YyTBEPKAEHHbIMW NocTaHoBAeHUeM MpasuTenbcTsa Poccuiickon Peaepaumm ot 4 man 2012 r. N 442

Mpuem, perucTpauus, o6paboTKa BXOAAWMX BblI30BOB MNoTpebuteneir c coobuieHnem o
6e3n0roBopHom M 6e3yyeTHOM NOTPEBAEHMU INEKTPUUECKOM SHEPTUM, a TaKKE O XULLEHUU
06BbEKTOB 3/1EKTPOCETEBONO X03ACTBA CETEBOI OpraHM3aLmm

4.1

Mpuem, pernctpaumus, obpaboTka BXoAAWMX BbI3OBOB MoTpebutenen c coobuweHnem o
HECOOTBETCTBMM KauyecTBa JS/IEKTPUYECKOM 3SHEpPruM TEeXHUYECKMM perfiameHTam U UHbIM
obsszatenbHbIM TpeboBaHUAM. [lepefaya YyKasaHHbIX COOBWEHU onepaTUBHOMY NepcoHany
ceTeBoW opraHmsauun (Npyu HeobxoANMMOCTH)

4.2

Mpuem, perucTpaums, o6paboTKa BXOAAWMX BblI30BOB MoTpebuteneir c coobuieHnem o
NpeKkpalleHnn nepegaynm  31eKTpudeckon 3sHepruu. [lepegaya  yKasaHHbIX  COOBLLEHWUI
onepaTMBHOMY NepCcoHany ceTeBoi opraHusauum (npu HeobxoaMMoCTH)

Mpuem, permuctpaums, obpaboTKka BXOAALLMX BbI3OBOB notpebuteneit ¢ 3anpocom uHGopmaumm o
NAaHUPYyeMbIX CPOKax BOCCTAHOB/IEHUA MNepedayn 3/1eKTPUUYECKOM 3HeprMu, Mo Bonpocam
obecneyeHNs COOTBETCTBUA KauyecTBa 3/N1€KTPUYECKON SHEePrun TeEXHNYECKUM pernaMmeHTam u MHbIM
obna3aTenbHbIM TpeboBaHMAM

OcyuiecTeneHme NCXoAALLMX BbI30OBOB A1A yBeAOMAeHNA noTpebuTtenen 06 aBapuitHbIX CUTYaLUAaX B
SNEKTPUYECKUX CETAX, PEMOHTHbIX U nNpoduaakTMyeckmx pabotax B MOPAAKE UM CPOKM,
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YCTaHOBJ/IEHHbIE OTOBOPOM Ha YCNyru no nepegadve 3}'IEKTpM‘-IeCKOﬁ IHEPrnmn

OcyuwecTBneHMe UCXOAALWMX BbISOBOB AN YBELOM/IEHUA NoOTpebutenelt MNpu OCYLLECTBAEHUM
TEXHOJIOTMYECKOro MPUCOeaNHEHMA, OKa3aHMA yCIyr Mo nepegade 3/eKTPUUYECKON SHeprnn u npu
OCYLLLECTB/IEHNUN KOMMEPYECKOTO yYeTa 3/IeKTPUYECKOMN IHeprum

OCVIJ.I,eCTBI'IEHMe ncxogAawmx Bbl3oBOB 414 OTBETA I'IOTpGGMTenﬂM Ha 06pa|.|.l,eHMﬂ, 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

MHd)OpMaLI,MOHHOE BBaMMOAeVICTBMe C onepatnBHbiM MNMePCOHA/IOM ceTeBoOM opraHusaunn npu
nocrynneHnnm O6paLLI,EHMﬁ no BONMpoCam HEeCOOTBETCTBUA KaA4ecCTBa 3I'IEKTpVILIECKOI7I HEeprumn
TEXHUYECKMM pernameHTam U UHbIM 0b6A3aTeNbHbIM Tpe6OBaHMﬂM, nepepbisos, npeKpaweHnA
nepegayvn aﬂeKTpMLIECKOﬁ HEprnm VIHd)OpMaLl,MM aBapMVIHbIX M NNaHOBbIX OTKAKOYEHUNAX
3/1EKTPO3HEPTUN

11

MpoBefeHMe UeneBblX OMNPOCOB, aHKETMPOBaHMA MoOTpebuteneit [ANA OLEHKM  KayecTsa
OKa3blBaeMbIX YCAYT U 06CAYKMBAHUA




NOTPEBUTENEN C UCNONb30OBAHUEM CETU UHTEPHET

OCHOBHbIE ENCTBMA
CETEBOW OPTFAHU3ALMM MPU OCYLLECTBNEHUN 3A04HOTO OBC/TYKMUBAHUA

OCHOBHble AeNCTBUA CeTEeBOW OPraHM3aLLmMm npu
OCYLLECTB/IEHMM 3304YHOTO 0BC/YKUBAHMUSA
nortpebutenei B cet NHTepHeT

NHTEepaKTUBHbIN
cepBuc

CpOK NUCNOJIHEHUNA

MpunoxkeHne N 5

K EAMHbIM CTaHAapTam KayecTBa
06CNYKMBaAHMA CETEBBIMMU OPraHMU3aLUAMM
notpebuTenelt ycnyr ceTeBblXx opraHu3aumi



1 Mpuem obpalLeHuit noTpebutenei ¢ 3anpocom B TeueHue 15 gHei
CnpaBoYHON MHOPMALMM Yepe3 UHTEPAKTUBHbDIE CO OHA
3NEeKTPOHHble GopMbl, NPEAOCTaB/EHME OTBETA oTnpas/ieHuA
noTpebuTento 1 3anucb NnoTpebutenen Ha Nnpuem B obpaleHun
oduc obcnyRMBaHUA MO BONPOCAM:

1.1 OCYLLECTB/IEHNA TEXHO0INMYECKOro NpucoeanHeHmsa

NHTepHeT-npuemHas,

1.2 OKasaHuA ycayr no nepeade sNeKTpuyYecKom JINYHBIA KabuHeT
aHeprum notpebutens

13 OpraHM3aLunmM yYeTa IEKTPUYECKON IHEepPTrumn

1.4 obcnyKMBaHUA NnoTpebuTenei

1.5 KOHTAKTHOM MHOPMaL MM ceTeBOM OpraHnsaLmm u
opraHusaunin, paboTtatowux B chepe sHepreTUKm

2 Mpuem obpaleHnin noTpebutenelt No Bonpocam NHTepHeT-npuemHan, |B TeueHune 15 gHein
KOHCY/IbTALMMN Yepes3 MHTEPAKTUBHbIE INEKTPOHHbIE | IMYHBIN KabUHET CO AoHA
dopMmbl 1 NpeaocTaBieHne OTBETA NOTPebUTENIO notpebutens oTnpaBieHuA

obpaleHun

3 Mpuem kanob notpebutenelt yepes MHTEPaAKTUBHbIE | UHTepHeT-NpuemHas, |B TeyeHue 30 gHel
3NEKTPOHHbIe popMbl U NpeaocTaBeHMe OTBETA JINYHbI KabuHeT CO AHA
notpebutento notpebutens oTnpas/ieHuA

obpalLeHun

4 Mprem 3anaBKK/3aABNEHNA HA OKa3aHMWe yCayr yepes B TeyeHune 1 gHAa co
WHTEPAKTUBHbIE 3/IEKTPOHHbIE GOPMbI, B TOM YMCAIE: OHA oTnpaBaeHuA

obpauieHua B

4.1 33ABKMW Ha TEXHOIOTMYECKOE NPUCOeANHEHMNE K JNInyHbIN KabuHeT cnyyae

3N1eKTPUYECKMM CeTAM notpebutens KOMMAZIEKTHOCTU
N OOKYMEHTOB U
4.2 33ABKM O HEOHBXOAMMOCTUN CHATUA MOKA3aHWU

cyuiecTeytowero npubopa ydyeta

NOJZIHOTbI CBGAEHMﬁ




4.3

3a1BKM Ha OCYLLLeCTB/IEHME AOMNYCKa B 3KCMAyaTaumio
npubopa yyeta

B
3aﬂBKE/3aﬂBIIEHMM

4.4 3aAB/eHMA Ha obopyoBaHME TOYKM NOCTABKM
npmubopamm y4yeTa
4.5 3aABKM Ha YCTAHOBKY, 3aMeHY 1 (MAK) aKCnAyaTaumto
npubopoB y4eTa
5 Mprem yepes NHTEPAKTUBHbIE 3N1EKTPOHHbIE popmbl | UHTepHeT-npuemHasn, |B TeueHue 1 aHA co
coobuieHnit o besaorosopHom (6esyyeTHoM) JINYHbLIN KabuHeT [HA oTNpaBneHun
noTpebaeHUN 3IEKTPUYECKON SHEPTUN, XULLLEHUN noTpebutena obpalleHun
06BbEKTOB 3N1EKTPOCETEBONO XO3AMCTBA
6 Mprem NoKasaHW NpMbOpPOB yyeTa SNEKTPUYECKON | JINYHBIN KabuHeT B TeueHune 1 gHA co
3Heprum notpebutens OHA oTnpaBneHuA
obpaleHun
7 MpepocTtaBneHne MHPopmaLmMm o cTaTyce JInyHbIN KabuHeT B TeueHune 1 gHA co
WCMNOJIHEHWSA 3asiBKM Ha OKasaHue ycayr (npouecca), |noTpebutens OHA oTnpaBaeHun
[,0roBOpPa OKAa3aHUA ycayr obpalLeHun
8 MpepocTaBneHne MHPopmaLmm o cTaTyce NHTepHeT-npuemHasn, |B TeueHune 1 gHA co
paccMOTpPeHMsA 06paLLleHMA, COAEPKALLETO Kanoby | ANYHbIN KabUHeT OHA oTnpaBaeHuA
notpebuTens obpalleHun
9 MpenocTaBieHne 31eKTPOHHbIX KOMUN OKYMEHTOB | JIMYHbIN KabuHeT B TeueHue 15 gHeit
notTpebutenam no pesynbtaTaM OKa3aHWA ycayr notpebutens CO AHA
(akTOB), aKkTOB HE3yYeTHOrO (6€340r0BOPHOrO) oTnpas/ieHnn
noTpebieHNs 3NeKTPUYECKOM SHEPTUM obpalLeHus
10 Bblaaya nHaMBMAYANLHOIO IOFMHA M Napona gnA UHTepHeT-npuemHaa |B TeyeHune 1 aHA co

[0CTyNa B /INYHbIN KabMHET noTpebutens

[AHA 3ano/iHeHun
perncTpauyoHHoM

dopmbl




11 YaaneHHbIn gocTyn K NnoKkasaHmMam npmubopa yyerta JIN4yHbIN KabuHeT Mpwn 3anpoce
Mo TOYKAM yyeTa 3/1eKTPO3Heprnmn noTpebutens, notpebutens
CTAaTUCTMKe NoTpebneHna (Npu HAAUYUKU CUCTEMDI
yyeTa C yaaneHHbIM c6opom AaHHbIX)
12 MpepocTaBaeHMe CYETOB Ha onaaTy yCayr no JINYHbIM KabuHeT B TeyeHue 15 gHen
TEXHO/I0TMYECKOMY NPUCOeANHEHUIO notpebutens CO AHA
OTnpassieHns
obpalLeHua
(n. 12 B pea. MNpurKaza MuHaHepro Poccun ot 06.04.2015 N 217)
13 MposegeHune LLeneBbiX ONPOCOB, AaHKETUPOBAHUA NHTepHeT-npuemHan, |Ha noctosHHOM
notpebuteneit Ana OLLEHKN KayecTBa OKa3blBAaEMbIX | IMYHbIN KabuHeT oCHoBe
YCAyr n ob6cnyKmBaHms notpebutens
141 MpepocTasneHne MHPoOpPMaLMK O NPUUNHAX U JIN4HbIN KabuHeT B TeueHune 1 gHA
CPOKax N/IaHOBbIX (BHENIAHOBbIX) OrPaHUYEHUAX notpebutens
pexmMma noTpebneHnn sNeKTpUYEecKoin aHeprum
(mowHoCTM) noTpebuTenel, a TakxKe o gaTte u
BPEMEHWN BOCCTAHOB/IEHUSA 3N1EKTPOCHAbKEeHNSA
14.2 MpeaoctaBneHne MHGOPMaLMKN O NPUYMHAX B TeueHue 15 aHen

HecobntoaeHus TpeboBaHMIA K NapameTpam
KauyecTBa 3/1eKTPUYECKOM SHEPTMMU, O MEPONPUATUAX
n pabotax, HeobxoaMmbIx ana obecneyeHus
COOTBETCTBUA KAUYeCTBa 3/IeKTPUUYECKOM SHEprm
TpeboBaHMAM 3aKOHOAATENLCTBA

CO AHA
oTnpasaeHus
obpateHua. Ecam
N3/10XKEHHbIE
daKTbl TpebytoT
aHanu3a
MaTepuanos, To
CPOK
npeaocTaBaeHnn
oTBETa MOXKET bbITb
npoaneH go 30
aHen
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CTPYKTYPA
PA3ZE/IA "NOTPEBUTENIAM" O®ULIMASIBHOTO CANTA
CETEBOW OPTAHM3ALINK

HanmeHoBaHue CopepaHue OnwucaHune
nogpasgena
Tepputopua O6uLan nHdopmaumsa MepeyeHb 30H AEATE/NbHOCTU CEeTeBOM OpraHM3auum C
obcnymnBaHua JeTanv3aumein No HaceseHHbIM MyHKTam W paiioHam

ceTeBom OopraHunsauumun

ropoaos, onpeagendaembiXx B COOTBETCTBUU C TPaHULUAMU
6anaHcoBow NPUHAONENKHOCTU 91EKTPOCETEBOIO
XO3ﬂﬁCTBa, HaxogAauweroca B cobCTBEHHOCTHU cbmnwana
W npuHagaexawero emy Ha WMHOM 33aKOHHOM
OCHOBaHUU

TexHnyeckoe cocToAaHne

ceten

CBedeHMss O TEeXHUMYECKOM COCTOAHWW ceTel, B TOM
yucne:

1) cBoAHble AaHHble 06 aBapUMHbLIX OTKAKOYEHUAX B
MecAl, Mo  rpaHvMuam  TeppuTopuanbHbIX  30H
OeATeNbHOCTM OpraHusaumn, BbI3BaHHbLIX aBapUAMM

MpunoxkeHne N 6

K EAMHbIM CTaHAapTam KavecTsa
obcnyKmMBaHMA ceTeBbIMM OPraHU3aLLMAMM
noTpebuTenein ycayr ceTeBbiX OpraH13aumim



WAW  BHEMNAHOBbIMU  OTK/OYEHUAMM  O0OBEKTOB
3/1eKTPOCETEBOrO  XO3AMCTBA, C YyKasaHMem AaTbl
aBapUMHOroO OTK/IIOYEHUA OBBLEKTOB 3/1EKTPOCETEBOTO
XO3AMCTBA U BK/OYEHMA MX B paboTy, NpUUYNH aBapuii
(no nToram paccnenoBaHWsA B YCTaAHOBAEHHOM NOPSAAKE)
N MEPONPUATUIA MO UX YCTPAHEHMUIO;

2) 06bem HeaoMNOCTaBAEHHOW B pe3yabTaTe aBapUnHbIX
OTKNIOUYEHMWI 31EKTPUYECKON SHEPTUK;

3) BBOA, B PEMOHT M BbIBOZA U3 PEMOHTA 3/1EKTPOCETEBbIX
06BEKTOB C YKa3aHMEeM CPOKOB (cBogHaA MHdopmaLms)

MNepepaya
3IeKTPUYECKOMn
aHeprum

O6wan nHpopmauymsa o
nepegave
3/1EKTPUYECKOI IHEPTUN

MHPopmauma o nepepaye 3/7EKTPUYECKOW 3Heprum,
CXema B3aMMOJENCTBMA Y4aCTHUKOB MO nepegade
3NEKTPO3HEPrMU

HopmaTusHble
OOKYMEHTbI

MepeyeHb aKTya ibHbIX HOPMATUBHbIX OKYMEHTOB

Macnopta ycnyr
(npoueccos)

MepeyeHb MacnopToB Bcex ycayr (npoueccos),
OKa3bIBaeMbIX (ocywecTBnsiemblx) ceTeBoM
opraHusaumen notpebutenam  npu nepegaye

3N1EKTPUYECKOI SHEepPrnm

Tunosble ¢popmbl
[OKYMEHTOB

(DOprI TUMNOBbIX O0roBopoB Ha OKa3aHue ycayr no
nepegadve 3}'IeKTpVI‘-IECKOI‘/JI HEpPrum

Tapuodsbl Ha ycayrv no
nepegave
3/1EKTPUYECKOI SHEePrum

Tapudbl Ha ycnayrm no nepepade 3NEKTPUYECKOM
SHEPrMM Ha TEKYWWA nepuos peryampoBaHua C
YyKasaHMemM MCTOYHUKa oPuuManbHOro onybamMKoBaHMs
pelleHns opraHa WCNONHUTENbHOW BAacTM B obnactu
rocyaapcTBEHHOrO perynMpoBaHuns TapudoB cybbekTa
Poccuiickoin Pepepaumm

BanaHc anekTpuyecKoi
3HEeprum 1 MOLLHOCTU

1. OTNycK 3NEeKTPUYECKOW 3HepruM B CeTb U OTMYCK
3/1EKTPUYECKOW 3HEepPrum 13 CeTM CeTeBOM KOMMaHWUM No




YPOBHAM HanpAXKeHUNn, MCNo/b3yembim ans
LeHoobpasoBaHUs, NOTPebUTEeNaMm  3NEKTPUYECKOM
3HEpPrMn 1 TePPUTOPMA/IbHLIM CETEBLIM OPraHU3aLUAM,
npucoeiMHEHHbIM K CETAM CETEBOM OpraHU3aunm.

2. 06bem nepeaaHHOW 31EKTPO3HEPrMM Mo AOroBopam
06 OKasaHMM ycaAyr nNo nepefaye 3NEKTPUYECKOM
3HeprMnM notpebutenam CceTeBOM OpraHuWsaumMmM B
paspese ypoBHEW HaNpPAXKEHWUA, WCNOob3yembiX aNSA
LueHoobpasoBaHuA.

3. MoTepu 3NEeKTPUYECKOM IHEPrUM B CETAX CETEBOW
opraHvsaumm B abCONMIOTHOM W  OTHOCUTE/IbHOM
BbIPAXKEHMM NO YPOBHAM HaMpPAMKEHMA, UCNOJIb3YEMbIM
AnA ueneun ueHoobpasoBaHusA

3aTpaTbl Ha onnaty
notepb

1. 3aTpaTbl ceTeBOW OopraHM3aLMM Ha NOKYMNKY NoTepb B
COBCTBEHHbIX CETAX.

2. YpoBeHb HOPMATMBHbLIX MOTEPb 3NEKTPUYECKON
3HEPrMM Ha TEKYLWMIA Nepuosd C yKasaHMeM MCTOYHMKA
onybAMKoBaHMA pelleHns 06 YCTaHOBAEHMM YPOBHA
HOPMaTMBHbIX NOTEPD.

3. MNepeyeHb MeponpUATUIA MO CHUKEHUIO Pa3MepoB
noTepb B CETAX, a TaKKe O CPOKaX WX MCMONHEHMA U
WCTOYHMKaxX GUHAHCUPOBAHWA.

4. 3aKynka CceTeBOW oOpraHuMsauumeln 3S1eKTPUYecKom
3HEpPrMM gasa KOMMeHCauMn MoTepb B CETAX U ee
CTOMMOCTH.

5. Pasmep ¢aKTUYeCKMx noTepb, OMIa4yMBaEMbIX
MOKyMaTensaMyM Mpu  OCYLLEeCTBJIEHUM pPacyeToB 3a
3N1EKTPUYECKYIO SHEPTUIO MO YPOBHAM HAMPAKEHUS

TexHonornyeckoe
npucoegnHeHmne

O6uwan nHpopmauua o
TEXHOJIOrMYEeCKOM
npucoeamHeHum

MHdopmauma o  npouedype  TEXHONOTMYECKOro
npucoeanHeHuna. Cxema B3aMMOAEWCTBMUA YYaCTHUKOB
npouecca




HopmatuneHble
OOKYMEHTbI

I'Iepequb dKTya/IbHbIX HOPMATUBHbLIX OOKYMEHTOB MO
TEXHO/I0OrM4eCKomMmy npncoeamnHeHUo

Macnopta ycnyr
(npoueccos) npoueccos

MepeyeHb ycayr (npoueccos), OKa3blBaeMbIX
(ocyuiectenaembix) ceTeBom opraHusaumem
I'IOTpe6VITeJ'IHM npu TeXHOION'M4YEeCKoOM npumucoeamHeHnmn

MopAafoK BbINOJHEHUA
MEePONPUATUNA,
CBA3AHHbIX C
npucoeamHeHneMm K
ceTam

MopAAOK BbIMOAHEHUA TEXHONOMMYECKUX, TEXHUYECKMX
W APYrMX MeponpUATUA, CBA3AHHbIX C TEXHONOMMYECKUM
nNpucoeavHEHNEM K 3/IEKTPUYECKMM CETAM, BK/KOYasA
nepeyeHb MEepPONpPUATUN, HeobxoauMMbIX  ONA
OCYLLECTBNIEHUA TEXHOJ/IOTMYECKOTO MPUCOeAUHEHMA K
3N1EKTPUYECKMM CeTAM, U MOPALOK BbINOJHEHUA 3TUX
MEpPOMNPUATUIA C YKasaHMEM CCblIOK HAa HOPMAaTUBHblE
NpaBoBble aKTbl

Tunosble ¢popmbl

TunoBsble ¢GOpMbl AOKYMEHTOB Ha TEXHO/OrMYecKoe

[ OKYMEHTOB npucoeiMHEHME MO Kax Aol rpynne 3aasutenen

Tapuodsbl Ha Tapudbl Ha TexHONOrMYEeCcKoe MpUCOedMHEHWE Ha
TEXHO/IOTUYEeCcKoe TEKYLWMA Nepuos, PeryiMpoBaHWa C  YKasaHuem
npucoeanHeHne WCTOYHMKA oduuManbHOro onybanMKoBaHMA pelleHus

opraHa  MUCMNO/IHUTENbHOW  BnactTM B obnactu
rocy4apCTBEHHOro peryanposaHua TapudoB cybbekTa
Poccuiickoit ®epepauymm

CsefeHunA 0 Hanunm
MOLLHOCTH, cBOBOAHOM
A8 TeXHO/I0TMYECKOoro
npucoeanHeHuns

CBegeHvs O Haanumm obbema cBobogHoW AanA
TEXHO/IOTMYECKOTO  NpUcoeanHeHna  notpebuteneit
MOLLHOCTM Ha 0ObEKTaX 3/1eKTPOCETEBOrO X03AMCTBA C
YKasaHuem Tekyuwero o6bema MOLLHOCTM Ha TaKux
06beKTax (0TAeNbHO NO KaXKA0oMy 06BbeKTY)

CBefieHus 0 NOAaHHbIX
3aABKax Ha
TexHo/orMyeckoe

1. CBegeHMA O KoanMyecTBe 3aABOK W obbeme
MOLWHOCTH, HGO6XOAMMOM AnAa nX yaooBneTBopeHuA.
2. CBegeHnAa o Konnyecrtse AdHHY/IMPOBAHHbIX 3aABOK Ha




npuncoeanHeHue,
3aK/TIOYEHHbIX
Aorosopax un
BbIMOJ/IHEHHDbIX
npmncoeanHeHnNAxX

TEeXHO/IoTUYecKoe npucoeguHeHue.

3. CBefleHMss O BbIMO/HEHHbIX MNPUCOEAUHEHUAX WU
obbeme NpucoeanHEeHHOW MOLLHOCTH.

4. CsBeleHMs O 3aK/JOYEHHbIX gorosopax 06
OCYLLECTBNEHNUN TEXHONOMMYECKOro MpUcoeanHeHUA K
3NEKTPMYECKMM  CceTAM C  YKasaHMem obbema
npucoeamMHAEMON MOLLHOCTM, CPOKOB W nMnaThl MO

Ka*K4oMy 4OroBopy.
Kommepyecknin yyetr | Obwan nHbopmaums Obwas wWHPopmaumMa O MopALKe OCYLLECTBAEHUA
3NEKTpUYECcKon KOMMEPYECKOro yyeTta
aHeprum
HopmaTtueHble MepeyeHb aKTyasbHbIX HOPMATUBHbIX AOKYMEHTOB MO
AOKYMEHTbI OCYLLECTB/IEHMIO YYETa 31EKTPUUYECKON IHEPTUM
MacnopTa npoueccos MepeyeHb BCeX ycayr (MpoLeccoB), OKasbiBaeMbIX
(ocywecTBnsembix)  ceTeBoW  opraHuMsaumelr  no
KOMMEpPYECKOMY yUeTy
Tunosble Gpopmbl Tunosble GOpPMbl LOKYMEHTOB
[OKYMEHTOB
TpeboBaHusA K TpeboBaHMA K MecTaM YyCTaHOBKM npubopos yueta,
opraHM3aumm yyeta cxeme noaKto4eHNA " METPO/IOrNYECKUM
XapaKTepuctMkam npubopoB yyeta 6e3 yKasaHus Ha
TOBApPHblE 3HAKW, 3HAKM OOCAY)KMBaHWUA, GUPMEHHbIE
HaMMeHOBaHMA,  MaTeHTbl,  MOAEe3Hble  MOAEeNu,
NPOMbIWAEHHble  06pasubl, HaUMEHOBaHWA  MecCT
NPOUCXOXKAEHUA NPUOOPOB y4eTa MAM HAMMEHOBAHMSA
npoussoguteneli npnbopos yyeta
O6cnyRnBaHue Oducbl obenyxkmeaHma | 1. NoutoBble agpeca U rpadmK paboThbl
notpebutenei notpeburenei odurcoB o0bcayKMBAHUS NoTpebuTene.

2. TenedpoHHble HOMeEpa 3a0YHOrO OOCAYKMBAHWA MO
BOMpOCam TEXHOJIOTUYECKOTO npucoeamHeHwus,




nepesayn 3NeKTPUYECKON SHEPrMM U OCYLLECTBAEHUA
KOMMEPYECKOrOo y4eTa.

3. DNeKTPOHHbIN ajpec ceTeBOM oOpraHM3aumMm ans
Hanpas/eHuA obpaleHui notpebuTenei no
3NEeKTPOHHON popme.

4.  damuauun,  MHAUMANBI  OOMKHOCTHbIX  JKL,
OTBETCTBEHHbIX 33 06CNyXMBaHWe noTpebuTenei
CeTeBOM OpraHM3aLnm.

5. dopma 3anucuM Ha O4YHbIM npuem B oducC
obcnyuBaHus

3ao4yHoe obcnyKnBaHme
nocpeacTsom
TenedoHHOM CBA3MU
(EAMHBIA UeHTp
06paboTKK BbIZOBOB)

TenedoHHble HOMEpa 3a04YHOro OO6CAYXKMBAHUA MO

BonpoCam SJ'IEKTpOCHa6)KEHMﬂ, ocyuwecrtsaieHnAa
TEeXHO/NI0rn4yeckoro npucoeanHeHwuMA, nepegayu
3!'IEKTpMLIECKOl71 IHEeprun n ocyuwecTtsaieHnAa

KOMMEPYECKOro yyeTa.
MepeyeHb BONPOCOB, NO KOTOPbIM NOTPEOUTENb MOMKET
NONYYMTb CMPABOYHYIO MHOOPMALMIO M KOHCYNbTaLUMIO
npu o6palleHnm No yKasaHHbIM TeNiedpOHHbIM HOMepam

NHTepaKkTuBHaA
obpaTtHas cBA3b
(MHTepHeT-NpuemHas)

B pybpuke pa3smellatoTcs NHTEePaKTUBHbIE
3NEeKTPOHHble GOpMbI C 06A3aTeNbHOM ANA 3aN0/IHEHNA
KOHTaKTHOM WHbopmauMen U  npegnodYTUTENbHbIM
cnocobom nonyyeHus oteeTta. [pu HanpasneHwun
obecneynmBaeTca BO3MOXHOCTb MPUKpenaaTb ¢ainnbl c
MaTepuanamm no obpaLleHmto.

INeKTpOHHble GOopMbl NpeaycMaTpMBatloT cieaytolme
KaTeropum obpalyeHunit:

1) 3anpoc cnpaBo4YHON MHPOPMALMU/KOHCYAbTaUMW;

2) obpalleHune, coaeprkalliee *Kanoby;

3) coobuieHne o 6HesporoBopHom (6e3syyeTHOM)
noTpebAeHUN 3NEKTPUYECKON IHEepPruu;

4) onpoc notpebuTenei (aHkeTa noTpebutens).

B pybpuke obecneymBaeTca BO3IMOMKHOCTb MOJyYEHUSA




notpebutenem cBeaeHWU O CTaTyce pPACCMOTPEHMS
obpalleHnn, HanpaBAEHHOTO B CETEBYHO OpraH13aumio B
3/1eKTPOHHON dopme

HopmatuBHble
OOKYMEHTbI

1. [lepeyeHb HOPMATMBHbLIX MPABOBbIX  AKTOB,
peryavpyowmx npoueaypy okasaHua (ocylecTBaeHus)
ceTeBou opraHusaumei ycayr (npoueccos)
nortpebuTenam.

2. WHPopmauma o nopsake nodadym M CPoKax
paccmoTpeHus obpalleHnin noTpedbuTtenen, npu 3Tom
CPOKM  pacCMOTpeHus obpalleHWs He  OO0J/IKHbI
NpPeBbIlaTb CPOKM, OnpeaeseHHble AencTBYIoWUMn
HOPMaTMBHbIMM MPABOBLIMW aKTaMMU.

3. Mopaaok paboTbl B AMHHOM KabuHeTe noTpebutens

JINYHbIN KabuHeT
notpebutens

JNnyHbI KabuHeT noTpebutens

npepocTasnaeT afpecHyto nHdpopmaumio
notpebutensam, B Tom uucie uHGoOpmaumioo 0 xoae
NPOXOXKAEeHUA 3Tanos paccmoTpeHus 3aABKM
noTpebutens u McnosHeHWa forosopa (nocrynieHve
3aABKM, Bblgaya TEXHUYECKUX YCIO0BWUW, 3aKNtOYeHue
[OroBopa, WCNofHeHWe  gorosopa, daKTnyeckoe
npucoeauHeHwue)

Bonpocbl 1 oTBeTbI

B pybpurKe pasmeLlaloTcsa 4acTo 3a4aBaemble BOMPOCHI,
BO3HMKalowue y notpebuTenei, u oTBETbI Ha HUX







MpunoxkeHne N 7

K EAnHbIM CTaHAapTam

KauyecTBa 06CNYKMBAHUA CETEBLIMMU
opraHuMsauuamm notpebutenen
YCAYT CETEBbIX OpraHM3aumin

CnNMCOK U3MEHAIOLWMX AOKYMEHTOB
(sBepeHo Mpukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

VHbopMauMsa O KadeCcTBe OOCJYyXMBaHUA NOTpebuTresen
yCcayr 3a Ton

(HauMeHOBaHME CeTeBOM OopTraHM3aluMn)
1. O6bwan nHbopmaLms 0 CeTeBON OpraHM3aLmnm

1.1. KonnyecTtBo notpebuteneit ycnyr ceTeBol opraHusaumu (ganee - notpebutenu) ¢ pasbuBKOM MO YPOBHAM HaMpPAMKEHWUS, KaTeropusam HageKHOCTU
notpebutenein n Tuny notpebutenein (duUsmMyeckme UM LOPUANYECKME /MUA), @ TaKXKe AMHAMMKa MO OTHOWEHWIO K rody, NpealecTBYoWwemMy OTYETHOMY,
3aMnoHAEeTCA B NPOM3BOAbHOM dopme.

1.2. KonnyecTBo ToYeK MOCTAaBKM BCEro M TOYEK MOCTaBKWU, 060pYyA0BaHHbLIX NPUBOPaMKM yYeTa INEKTPUYECKON dHepPrum, ¢ pasbuekoi: dpuanyeckne nuua,
IopuANYEecKMe AnUA, BBOAHbIE YCTPOWCTBA (BBOAHO-pacnpenenuTesibHoe YCTPOWCTBO, [NaBHbIA pacnpeAenuTeNnbHbld WKMT) B MHOFOKBapTUPHblE A0Ma,
b6ecxo3aiiHble 06bEKTbI 3/1EKTPOCETEBOrO X03AMCTBA, NPUBOPLI yYeTa C BO3MOMKHOCTbIO AUCTAHUMOHHOTO cbopa AaHHbIX, a TaKkKe AMHAMMKA MO OTHOLIEHWMIO K
roay, NpeaLecTsyoWwemMy OTYETHOMY, 3aN0IHAETCA B NPON3BO/IbHOM dopme.

1.3. MHdopmaumsa 06 06bEeKTaxX 3N1EKTPOCETEBOrO X03AMCTBa CETEBOW OpraHM3auuu: AMHa BO3AYLWHbIX MHUA (aanee - BJ1) n KabenbHbIX TMHKUI (aanee - K/)
C pa3buBKOW MO YPOBHAM HanpsxKeHus, Koamyectso noactaHumin 110 kB, 35 kB, 6(10) KB B gMHaMnKe OTHOCWUTENbHO roAa, NPeALIEecTBYHOLLErO OTYETHOMY,
3aMoJIHAETCS B NPOU3BOJIbHOMN dpopMme.

1.4. YpoBeHb pM3MYECKOro M3HOCa OOBEKTOB 3/1IEKTPOCETEBOrO XO3AMCTBA CETEBOW OpraHM3auuu C Pa3bUBKOM NO YPOBHAM HANpPsMKeHWA M Mo TUnam
060pyf0BaHNA, a TaKKe AMHAMMKA MO OTHOLLEHWUIO K rody, NpeawecTByoLWeMy OTYETHOMY, 3aMO/IHAETCA B MPOU3BOJIbHOM GOPME U BbIPAXKAETCA B NPOLEeHTax no


consultantplus://offline/ref=EDD0B01F88D0333F8603D39F72AF750204B251A8DC19EEE97601BE7E2E96915726E6608EA06D6532F2A5C29E9B2B15D84BF9999A9393FDB8T6Z1D

OTHOLLEHMIO K HOPMATUBHOMY CPOKY C/Y*K6bl 06EKTOB.

2. UHdopmaLma o KayecTse ycayr No nepegade
3NEeKTPUYECKOM 3HEPTUN

2.1. NoKasaTenn KayecTBa yc/ayr No nepegaye 3/JeKTPUUYECKON SHEPrMn B LLeJIOM NO CETEBOW OpraHM3auuu B OTYETHOM Mepuoge, a TakKe AMHaMWKa No
OTHOLLIEHUIO K roay, NpealiecTsyol,emy OTYETHOMY.

N MokasaTtenb 3HayeHue NnoKasartens, rogbl
N-1 N AnHamuka
(TERyWMI | U3MeHeHUs
roa) noKasarens
1 2 3 4 5
MokasaTenb cpeAHel  NPOAO/IKUTENbHOCTM  MPEKpaLLeHUit
1
nepeaayn 3N1eKTPUUYECKON SHEPTUn (HSAIDI )
1.1 BH (110 KB u Bbiwe)
1.2 CH1 (35 - 60 kB)
1.3 CH2 (1 -20kB)
1.4 HH (mo 1 kB)
MoKasaTenb cpeAHel 4acToTbl  MpeKpalleHuid  nepegauu
2
3/1EKTPUYECKOI SHEePrnm (HSAIFI )
2.1 BH (110 KB u Bbiwe)
2.2 CH1 (35 - 60 kB)
2.3 CH2 (1 -20kB)




2.4

HH (oo 1 kB)

MNokasaTenb cpeaHel  MPOAO/IKUTENbHOCTU  MpeKpalleHWU
nepeaayun 3NeKTPUUECKON SHEPrun, CBA3AHHbLIX C NPOBeAEHUEM
PEMOHTHbIX pPaboT Ha 0ObEKTax 3/IEKTPOCETEBOrO XO3AMCTBA
ceTeBOW oOpraHM3auuu (CMeXHOW CeTeBOW OopraHmsaLmn, WHbLIX

BNafenbLeB 06beKTOB 3/1eKTPOCeTEeBOro X03aicTea) ( HSAIDI, s )

3.1

BH (110 KB u Bbiwe)

3.2

CH1 (35 - 60 kB)

3.3

CH2 (1 - 20 kB)

3.4

HH (mo 1 kB)

MokasaTenb cpeAHer YacToTbl  MpeKpaleHuin  nepegayu
3NEKTPUYECKOWN SHEPTrUU, CBA3AHHbIX C MPOBEAEHMEM PEMOHTHbIX
paboT Ha o0ObeKTax 3/IeKTPOCETEBOr0 XO3ANCTBA CETEBOM
opraHuMsaumm  (CMeKHOW  CeTeBOM  OpraHusauuu,  WMHbIX

BNafenbLeB 06beKTOB 3/1eKTPOCeTeBOro X03ancTea) ( HSAIFI, man )

4.1

BH (110 KB u BbIwe)

4.2

CH1 (35 - 60 kB)

4.3

CH2 (1-20kB)

4.4

HH (oo 1 kB)

KonnuecTBo cayyaeB HapyweHMsi KayecTBa 3NEKTPUYECKOW
aHeprum, NoATBEPKAEHHbIX aKTamu KOHTPONPYOLWMX
OpraHu3aunn n (MNKn) peleHnamm cyaa, WTyKK

5.1

B TOM uyuMcne KOAMYeCTBO C/ly4aeB HapyweHWA KadecTsa




3NeKTpUYecKoi

dHEPrMM nNo BUHE

ceTeBou opraHmnsauuu,

NOATBEPKAEHHbIX aKTaMW KOHTPO/IMPYIOLLMX OpraHusaumii u
(nnn) pewenHunsamu cyaa, WTYKK

2.2. PENTUHI CTPYKTYPHbIX €AMHWL, CeTEBOW OpraHM3alLuu Mo KayecTBy OKasaHMA YCAyr Mo nepegaye 3/EKTPUYECKOW 3HEPruu, a TaKxkKe Mo KayecTsy

3/1EKTPUYECKO SHEPrnn B OTYETHOM Nepuroae.

MoKasaTtenb cpeaHen

MNoKasaTenb cpeaHemn

lMoKasaTesnb KayecTsa

MNnaHnpyemsbie

CtpyktypHas | [MokasaTenb cpegHen MNMokasaTtesnb cpegHe
eguHuLa NPOAO/IKUTENBHOCTM | YAaCTOTbl MPEKPALLEHUA | NPOAOC/IKUTENBHOCTU | YaCTOTbl MPEKPaLLEHN OKasaHusa ycayr no MmeponpuaTus,
ceTeBoW npeKkpaweHuin nepegaum npeKpaweHui nepegaum nepegavye Hanpas/iIeHHble
opraHusauuu nepeaaun 3N1eKTPUYECKOM nepeaaun 3N1eKTPUYECKOM 3/IeKTPUYECKOM 3HEePruM | Ha NoBsbillieHne
3/1eKTPUYECKomn SHeprim, |} A 3NeKTpUYECcKomn SHepPrun, CBA3aHHbIX C (oTHOWeHMe obuero KauecTBa
SHeprim, |} . SHEpPrun, cBA3aHHbIX C npoBeaeHeM yncna OKasaHusa ycayr
nposeaeHvem PEMOHTHbIX paboT Ha 3aperncTpupoBaHHbIX no nepepave
PEMOHTHbIX paboT Ha obbeKTax C/ly4aeB HapyLWIeHWs | 3NEeKTPO3HEepruun,
obbeKTax 3N1EeKTPOCETEBOrO KauyecTBa 3/IeKTPUYECKOM | € yKa3aHMem
3N1eKTPoCeTeBOro X03AlACTBa ceTeBOM 3Heprum no BuHe CPOKOB
X0381ACTBa ceTeBoM opraHmsaumm ceTeBoW opraHmM3aLUmnm K
opraHusaumm (cmexkHol ceTeBoM MaKcMmanbHoOMy
(cmexkHoM ceTeBol opraHM3aumnn, UHbIX KoaundecTsy
opraHuM3aumn, UHbIX | BAagenbles 06beKTos notpebutenen,
BNafenbles 06beKToB 3/1eKTPOCETEBOrO 06CNy>KMBaEMbIX TaKOM
3N1EeKTPOCEeTEBOrO X0381CTBa), CTPYKTYPHOM eamHMLEei
X03A1ACTBa), ]‘[SAIFI’ i CeTeBOW OpraHusaLmnm 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




n |Bcero no
ceTeBoM
opraHusauum

2.3. MeponpuaTUs, BbINO/IHEHHbIE CETEBOW OpraHM3aLmnen B LEnax NnosblleHMA KauecTBa OKa3aHUa yCayr no nepeaave 3/1eKTPUYECcKoi SHEePrMn B OTYETHOM
nepuoge, 3ano/iHAeTcA B NPOM3BO/IbHOM dopme.

2.4. MNpoyaa nHpopmMauma, KOTOPYIO CceTeBas OpraHM3auUma CYMTAET LenecoobpasHon A1A BK/AOYEHMA B OTYET, KAacaloWLaaca KayecTBa OKasaHMs yCayr no
nepegaye 31eKTPUYECKOM SHEPrUK, 3anoNHAETCA B NPOU3BO/IbHOMN dopme.

3. UHdopmaLma o KayecTse ycayr
Mo TEXHOI0rMYECKOMY NPUCOEANHEHUIO

3.1. MUHdopmaumMsA O HAANUYMKN HEBOCTPEHOBAHHON MOLLHOCTM (MOLLHOCTU, ONpPeaensiemMoi Kak pasHOCTb MeXAY TPaHCHOPMAaTOPHON MOLLHOCTbIO LLeHTPOB
NUTaHUA U CYMMAPHOMN MOLLHOCTbIO SHEPrONPUHUMAIOLLMX YCTPOMCTB, HEMOCPEACTBEHHO (MM ONOCPEAOBAaHHO) NPUCOEAMHEHHDBIX K TaKMM LLEHTPaM MUTaHuA, u
SHEpPronpMHMMAIOWMNX YCTPOMCTB, B OTHOLIEHUW KOTOPbIX MMEIOTCS 3aABKM Ha TEXHOJIOTMYECKOe MNPUCOEAUHEHWE) ONA OCYLLECTBAEHUA TEeXHOJIOrMYecKoro
npucoeamMHeHUs B OTYETHOM MepUoae, a TaKKe O MPOrHo3ax ee yBe/lMdYeHUA C Pa3bMBKOM NO CTPYKTYPHbIM eAUHULAM CEeTeBOM OpraHuM3auumn M no YpPOBHAM
HanpsXeHna Ha OCHOBAaHWM MHBECTULLMOHHOW NPOrpaMmbl TAKOM OpraHM3aL MK, 3anoHAETCA B NPOU3BOJIbHOW dpopme.

3.2. MeponpuATUs, BbINOJIHEHHbIE CETEBOM OpraHM3aumelt B LensX COBePLIEHCTBOBAHMA AeATeNIbHOCTM MO TEXHONOTMYECKOMY NPUCOEAUHEHMUIO B OTYETHOM
nepuogae, 3anosHAeTCcs B MPOU3BOJIbHOMN dopme.

3.3. I'Ipoqaﬂ VIHd)OpMaLI,Wr'I, KOTOPYKO ceTeBaA OpraHumsauunAa CHUTaeT u,enecoo6pa3Hoﬁ ANnAa BKIKOYEHUA B OTYET, KaCakowaAcAa npenocrasaeHnAa ycayr no
TeXHo/orm4eckomy npncoeamnHeHuo, 3anN0JIHAETCA B npomssoanoﬁ d)oprv\e.

3.4. CBefeHMA 0 KavecTse YCAyr no TexHo/sormn4yeckomy npncoeamnHeHMo K aNeKTpnu4eCknum cetam ceTeBoM OopraHunsauunun.

N MokasaTtenb KaTeropus npucoeamHeHua notTpebutenei ycayr no nepeaade 3NeKTPUUYECKON S3HEPrumn B pasbmBeke Nno MoLLHOCTH, | Becero
B AMHaMMKe No rogam




no 15 kBt cBbiwe 15 KBT 1 go cBbiwe 150 KBT n He meHee 670 KBT 06beKTbl N0
BK/IIOYNTENBHO 150 kBt meHee 670 KBT npoun3BoacTBY
BKJIIOYMTE/IBHO 3NEeKTPUYECKO
SHeprum
N-1 N OnHam | N-1 N OnHam | N-1 N OnHam | N-1 N OunHamn | N-1 N AnHammn
(Teky | wuKa (Tery | wuKa (Tery MKa (Tery Ka (Tery Ka
WM | NI3MeHe WM | nIsmeHe WMA | U3MeHe WMA | usmeHe WM | usmeHe
rog) HUA rog) HUA rog) HUA rog) HUA rog) HUA
noKasar noKasar nokasar noKasar noKasar
ensa, % ena, % ensa, % ensa, % ena, %
2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
Yncno 3aABOK Ha
TeXHO/I0rn4yeckoe
npucoeguHeHwue,
NOAQHHbIX

3aABUTENAMMU, LLUTYKU

Yuncno 3aABOK Ha
TeXHO/I0rn4yeckoe
npucoeguHeHue, No
KOTOpPbIM HanpaBaeH
NPoEeKT forosopa 06
OCYLLECTB/IEHUHN
TEXHO/I0TMYECKOro
npucoeguHeHuna K
3/IEKTPUYECKUM
ceTaMm, WTYKMK

Yuncno 3aABOK Ha
TexHosiornyeckoe
npucoeguHeHmne, no
KOTOPbIM Hanpas/eH




NpoeKT gorosopa o0b
OCyLecTBNEHUN
TEXHO/IOTMYECKOTO
npucoeanHeHns K
3/1EKTPUYECKUM
ceTam c
HapyweHem
CPOKOB,
NoATBEPKAEHHbBIM
aKTamm
KOHTPONPYHOLLMX
opraHvsauni u (unm)
peleHnaMM cyaa,
LUTYKK, B TOM Ynucne:

3.1

Nno BUHE ceTeBow
opraHusauuu

3.2

Nno BMHE CTOPOHHMUX
g,

CpegHsas
NPOAO/IKMUTENIbHOCTb
NOAroTOBKU U
Hanpas/ieHuA
npoekTa Aorosopa
06 ocylecTBneHUM
TEXHO/I0TMYEeCKoro
npucoegmHeHus K
3NEeKTPUYECKUM
ceTam, gHel

YMCNO 3aKNIOYEHHDbIX
A0roBopos 06




ocyuwecrtsieHnmn
TEXHO/I0rN4eCKoro
npuncoeanHeHnA K
SNEKTPUNYECKUM
CeETAM, WTYKHN

Yncno MCNoAHEHHbIX
aorosopos 06
OCYLLECTB/IEHUN
TEXHO/I0TMYECKOro
npucoeagmMHeHuns K
3/IEKTPUYECKUM
CeTAM, LUTYKM

YMCcNo MCNONHEHHbIX
[orosopos 06
OCyLLEeCTBIEHUU
TEXHOJIOrMYeCcKoro
npucoeamMHeHus K
3NEKTPUYECKUM
CeTaMm, Mo KOTopbIM
npou1soLwno
HapyLleHWe CPOKOB,
noATBEPXKAEHHOE
aKTamu
KOHTPOIMPYIOLLMX
opraHusauuit n (unu)
peleHnamm cyaa,
LWUTYKM, B TOM Ymcne:

7.1

Nno BMHe ceTeBol
opraHusaumum

7.2

no BUHe 3aABUTENA




8 |CpeaHas
NPOAOIKUTENBHOCTb
NCNOJIHEHUA
[0roBopoB 06
OCYLLECTBNEHNN
TEXHOJIOrMYECKoro
npucoeamMHeHns K
3NEKTPUYECKUM
ceTam, gHen

3.5. CToMMOCTb TEXHO/IOTMYECKOro npucoeanHeEHNA K aINEKTPUHECKUM CETAM ceTeBoM opraHnsauunu (He 3aNOJIHAETCA, B CQiy4ae Han4nA Ha Od)MLI,Ma!'IbHOM
caitTe ceTeBoM OopraHnsauunn B Ccetn MHTepHET MHTEPAKTUBHOIO MHCTPYMEHTAQ, KOTOprVI NO3BOJIAET aBTOMATUYECKN PaACCYUTBIBATb CTOMMOCTb TEXHO/IOTUYECKOTO
npmncoeanHeHMAa Npu BBOAE NapamMeTpoBs, NpeaAyCMOTPEHHbIX HACTOALWMM I'IyHKTOM).

MOLWHOCTb 3HEPrONPUHMMAIOLLMX YCTPOMCTB 15 150 250 670
3aAaBuTens, KBt
Kateropwua HapgexHoCTH -1l i -1l i -1l 11 -1 1l
Pacctosnune go | HeobxoammocTtb | Tun AMHUK
rpaHuL, CTpouTeNnbCTBa
3emesibHoOro noacTtaHUMu
y4yacTKa
3aaBUTENA, M
KN
500 - cenbckas Aa .
mecTHocTb/300 -
ropoackas KN
MECTHOCTb Het
B/
750 [a KN




B/
KN
Het
B/
KN
[a
B/l
1000
KN
Het
BN
KN
Ja
BN
1250
KN
Het
BN

4. KauecTBo 06CNyXMBaHMA

4.1. Konunyectso obpalyeHuin, NOCTYNMBLUNX B CETEBYIO OpraHu3aLmio (Bcero), obpalieHnii, cogepKallmx Xanoby u (Mnm) obpalleHunin, cogepalumx 3aaBKy
Ha OKasaHue ycAyr, NOCTYNMMBLUMX B CETEBYHOD OPraHM3aumio, a TaKXe KOoAu4ecTBo obpalleHuit, No KOTOopbiM BblIM 3aKNoueHbl A40roBopbl 06 OCyLLEeCTBAEHUM
TEXHO/IOTMYECKOro npucoeamHeHna u (Mam) gorosopbl 06 OKasaHUKM yCayr No nepeadye 31EKTPUYECKOW SHEPTUM, a TaKXkKe Mo KOTOPbIM BbiAn yperynmposaHsl
»anobbl B OTYETHOM Mepuoae, a TaKkKe AMHAMMKa MO OTHOLLEHWIO K rody, NpeALlecTByowemy OTYETHOMY.

N KaTeropuu dopmbl 06cnyKMBaAHUA
obpalLeHui
notpebutenei OuHasa popma 3aoyHasa opma c | dneKTpoHHaa popma | MucbmeHHan Gopma ¢ Mpouee
MCNoNb3oBaHMEM | C MCMO/b30BaHMEM Mcnonb3oBaHMem

TenedoHHOM cBA3K cetn NHTepHet NMOYTOBOM CBA3M




N-1

(Tery

LN
roa)

AdnHamm
Ka
n3MeHe
HUA
nokasar
ena, %

N-1

(Tery

Wwmm
roa)

OnHam
MKa
n3MeHe
HUA
nokasart
enqa, %

N-1

(Tery

wmm
roa)

AdnHamm
Ka
n3MeHe
HUA
noKasar
ena, %

N-1

(Tery

wmm
roa)

AnHamu
Ka
n3MeHe
HUA
nokasar
enqa, %

N-1

(Tery
LN
roa)

AnHamm
Ka
n3meHe
HUA
noKasar
ena, %

2

5

8

10

11

12

13

14

15

16

17

Bcero obpatueHui
notpebutenei, B Tom
yucne:

11

OKasaHwue ycayr no
nepegaye
3NEeKTpUYEeCcKoi
aHeprum

1.2

OCyLLLeCTB/IEHME
TEXHOI0FMYECKOrO
npucoeanHeHUs

13

KOMMEpPYECKNT
yYyeT 3/1eKTPUYECKOoM
sHepruu

14

KayecTBo
obcnyKmMBaHus

1.5

TEXHUYECKoe
obcnyKuBaHme
3NEeKTpoCeTEBbIX
06beKToB

1.6

npouyee (yKasaTb)




*anobwl

2.1

OKasaHue ycayr no
nepegade
3/IeKTPUYECKOM
3HeprmM, B  TOM
yucne:

2.11

KayecTBo ycayr no
nepegave
3/1IeKTpUYECcKOomn
aHeprum

2.1.2

KayecTBo
3NEeKTpUYEeCcKoi
aHeprum

2.2

ocyuwecrsneHue
TeXHO/I0rn4yecKkoro
npmncoeanHeHnA

2.3

KOMMepPYECKUIA
yyeT 3/1eKTpUYEeCcKoM
aHeprum

2.4

KayecTBo
obcnyKmMBaHMs

2.5

TexXHU4YecKoe
obcnyxKumBaHue
06bekToB
3/1eKTPOCETEBOrO
X03A1CTBa

2.6

npouyee (yKasaTb)




3 | 3anABKa Ha OKasaHue
ycnyr

3.1 no

TEXHO/I0rMYeckomy
npUCoOeaHEHUNIO

3.2 Ha 3aKnYeHne

[orosopa Ha
OKasaHue ycayr no
nepepadve
3/1IeKTPUYECKOMn
sHeprum

3.3 opraHusauma

KOMMepYeCcKoro
yyeTa
3NEeKTpUYEecKom
3Heprum

3.4 npoyee (yKasatb)
4.2 Hdopmaumsa o aeAatenbHOCTU 0PUCOB 06CNYKMBaHUA NoTpebuTenen.

N Oduc Tun Anpec Homep Pexxum |lMpepoctas | Konnuvectso | CpegHee CpeaHee Konnyectso
obcnyKmBaHma | oduca | MectoHaxo | TenedoHa, | paboTbl | Nsaemble | noTpebuTene | Bpems Ha Bpems CTOPOHHUX
notpebutene XAeHuA agpec ycayrm n, 06CNYKMBaA | OXKUAAHMUSA OpraHusaLmin Ha

3NIEKTPOHH 06paTUBLLMXC Hue notpebuten | Tepputopun oduca
Ol NOYTbI A OYHO B notpebure 8B obcnykuBaHua (npu
OTYETHOM NA, MUH. oyepeau, Ha/IM4YnM yKasaTb
nepuoge MWH. Ha3BaHWA
opraHusaumit)
1 2 3 4 5 6 7 8 9 10 11




2
4.3. MHdopmauma o 3a04HOM 0B6CNYKUBAHUKN NOTPedbUTenel nocpeacTBom TelepOHHON CBA3W.
N HanmeHoBaHue EanHnua
n3mepeHuns
1 |MepeyeHb HomepoB TesiehOHOB, BblAENEHHbIX A/1A Homep
obcnyKuBaHuA notTpebutenei: TenedpoHa
Homep TenedoHa no Bonpocam sHeprocHabKeHus:
Homepa TenedoHoB uUeHTPOB 06paboTkM TenedoHHbIX
BbI3OBOB:
2 | Obuiee yncno TenedpoHHbIX BbI3OBOB OT NOTpebutenei no eaMHULbI
BblAe/IeHHbIM HOMepam TesiepoHOB
2.1 | O6uiee umcno TenedoHHbIX BbI3OBOB OT NoTpebuTenei, Ha eaMHULbI
KOTOpble OTBETU/1 ONEPATOp CETEBOM OpraHM3aLmm
2.2 | Obuwee uncno TenedoHHbIX BbI3OBOB OT NOTpebUTenel, eauHULbI
06paboTaHHbIX aBTOMATUYECKM CUCTEMOWN MHTEPAKTUBHOIO
ros10COBOro MeH0
3 | CpegnHee Bpema OXuAaHUA OTBETa NOTpebuTenem npu MWH.
TenepOHHOM BbI3OBE Ha BblAe/IeHHble Homepa TenedoHOoB 33
TeKyLWMiA nepuog,
4 | CpepaHee Bpems 06paboTkM TenepoHHOro Bbi30Ba OT MMH.

noTpebuTenn Ha BblaeneHHble Homepa TesiepOHOB 3a TEKYLLUI
nepuos

4.4. Kateropusa obpalleHnil, B KOTOPOI 3aperncTpupoBaHo Haubonbliee

yncno obpauleHmMin Bcero, obpalleHMn, codeprKalnx Kanoby, obpalieHui,



coAep:KaliMx 3anBKY HA OKasaHue yCAyr, MOCTYNMBLUMX B OTYETHOM MNepuoge, B COOTBETCTBMM C NyHKTom 4.1 WMHbopmaumm o KayectBe 0BCAYKMBAHMSA
notpeburenen ycnyr.

4.5. OnncaHne AOMNONHUTE/IbHBIX YCAYT, OKa3blBAEMbIX NOTPEObUTENIO, MOMMMO YCAYT, YKasaHHbIX B EAMHBIX cTaHAapTax KayecTBa 06CYKUBaAHUS CETEBbIMU
opraHmMsaunammn notTpebuteneit ceTeBblx OpraHM3aLnii.

4.6. MeponpuaTtus, Hanpas/ieHHble Ha paboTy C coUuManbHO YA3BUMbIMU TPynnamu HaceneHus (NeHCMoHepbl, NHBaAUAbl, MHOTOZETHbIE CEMbU, YYaCTHUKK
BOB n 60€eBbix AEMCTBUI Ha TEPPUTOPUAX APYIMX rOCYAapCcTB B COOTBETCTBUM ¢ PeaepanbHbiM 3aKoHOM OT 12 AHBapsa 1995 r. N 5-d3 "O BetepaHax" (CobpaHue
3aKoHogaTtenbcTBa Poccminckom ®epepaumm, 2000, N 2, cT. 161; N 19, c1. 2023; 2001, N 1, cT. 2; N 33, cT. 3427; N 53, c1. 5030; 2002, N 30, cT. 3033; N 48, cT. 4743;
N 52, ct. 5132; 2003, N 19, cT1. 1750; 2004, N 19, cT1. 1837; N 25, cT. 2480; N 27, c1. 2711; N 35, c1. 3607; N 52, c1. 5038; 2005, N 1, cT. 25; N 19, c1. 1748; N 52, cT.
5576; 2007, N 43, cT. 5084; 2008, N 9, c1. 817; N 29, c1. 3410; N 30, cT. 3609; N 40, cT. 4501; N 52, cT. 6224; 2009, N 18, c1. 2152; N 26, cT. 3133; N 29, cT. 3623; N
30, cT. 3739; N 51, c1. 6148; N 52, cT1. 6403; 2010, N 19, cT. 2287; N 27, c1. 3433; N 30, c1. 3991; N 31, cT1. 4206; N 50, cT. 6609; 2011, N 45, c1. 6337; N 47, CT. 6608;
2012, N 43, c1. 5782; 2013, N 14, c1. 1654; N 19, cT. 2331; N 27, c1. 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, YYaCTHUKN NTMKBUAALMM aBapuKn Ha YepHobbinbckol ASC M NpuMpaBHEHHbIE K HUM KaTeropuu rpa*kaaH B COOTBETCTBMU C 3aKOHOM Poccuinckoi
depepaunn ot 15.05.1991 N 1244-1 "O coumanbHOM 3alLnUTe rpaxKaaH, NoABeprinxca BO34eNCTBMIO pagmaumm BcieacTBme KatacTpodbl Ha YepHobbinbekoit A3C!
(Bemomoctn Cbesna HapoaHbix aenytatoB PCOPCP n BepxosHoro Coseta PCOCP, 1991, N 21, ct. 699; Bespomoctn Cbesaa HapoAHbIX AenyTaToB Poccuiickoin
depepaunn n BepxosHoro Coseta Poccuiickoint deaepauymm, 1992, N 32, ct. 1861; CobpaHue 3akoHogaTenbcTBa Poccuinckoit ®epepaummn, 1995, N 48, c1. 4561;
1996, N 51, c1. 5680; 1997, N 47, cT1. 5341; 1998, N 48, cT1. 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, c1.4929; N 53, ct. 5030; 2002, N 52, c1. 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, c1.3410; N 30, cT.3616; N 52, cT. 6224; N 52, cT. 6236; 2009, N 18, cT. 2152; N
30, cT.3739; 2011, N 23, c1. 3270; N 29, cT.4297; N 47, cT. 6608; N 49, cT. 7024; 2012, N 26, cT. 3446; N 53, cT. 7654; 2013, N 19, cT. 2331; N 27, cT. 3443; N 27, cT.
3446; N 27, ct.3477; N 51, cT. 6693; 2014, N 26, cT. 3406; N 30, cT. 4217; N 40, cT. 5322; N 52, cT. 7539; 2015, N 14, cT. 2008).

4.7. Tembl 1 pe3ynbTaTbl ONPOCOB NOTpebuTenei, NPOBOANUMbIX CETEBOM OpraHM3aLMen A5 BbISBNIEHUA MHEHUA NOTPebuTenei o KayecTse 06CyKMBaHUA,
B PaMKax UCMosHeHUn EQUHbIX CTaHAAPTOB KauecTBa 06C/yKMBAHMA CETEBbIMU OPraHN3aLMAMM NOTPebUTeNEl YCAYT CETEBbIX OPraHM3aLuii.

4.8. MepOﬂpMﬂTMﬂ, BbINOJIHSIEMblE CETEBO opraHmsaumeﬁ B LLeNnAX noBbilUEHNA Ka4eCTBa 06CJ'Iy)'KMBaHMFl I'IOTpe6MTe.I'IEVI.

4.9. UHdopmauma no obpaleHnam notpebutenei.

NaoeHT
nouka
LMOHH
bIA
Homep
obpauy
eHun

[aTta obpalueHus Bpems dopma obpalieHus Ob6paleHus O6palueHus notpebuteneit, co,
obpaleHmn
A
OyHoe 3aoyHoe 3ao4Hoe MucbmeHHo | lMpouee OkasaHue Ocyuwectene | Kommepuec Kavectso TexHnyeckoe | lNMpoyee Kavectso Kauectso Ocyuwects | Komm
obpalyeHn | obpalieHune | obpauieHne e ycayr no Hue KWid yuet obcnyxmea | obcnykmBaHu ycayr no 3NEKTPUYECKO nexve YecKu
e nocpeacTso | nocpeacTso | obpauieHue nepegaye TEXHONIOTWNY | NEKTPUYECcK HUA e nepegaye 1 aHeprum TeXHoNorn yyer
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M M cetu nocpeacTso 3/71EKTPUYECKO ecKkoro oVt aHeprun | notpebuTe | anekTpocetes 3/1IEKTPUYECKO YecKoro | 3neKT
TenedoHHOM | WMHTepHeT | m noytoBou 1 aHeprum npucoeanHe nem bIX 06BHEKTOB 1 aHeprum npucoegn | 4Yecko
cBA3N cBA3N HWA HeHuA 3Hepr!
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