Mpuka3 MuHuctepcTa aHepreTnkn PO ot 15 anpena 2014 r. N 186
"O EguHbIX cTaHgapTax kadectBa 06CcnyXnBaHus ceTeBbIMU OpraHM3aunamm
noTpedutenemn ycnyr ceTeBbiX opraHmM3aumnn’

C U3MeHeHNAMU 1 JOMNOJIHEHUSAMMU OT:

6 anpensa 2015 .

B cootBeTcTBUM C nyHKTOM 3 [1paBun HeAUCKPUMUHALMOHHOIO JOCTYyNa K ycnyram
no nepegade 3reKTPUYECKOM 3JHEPrMM W OKasaHUA 3TUX YCNyr, YTBEepPXOEHHbIX
noctaHoBneHuem lNpasutenbctea Poccuiickon ®enepaumnm ot 27 aekabps 2004 r. N 861
(CobpaHnue 3akoHogatenbctBa Poccurickon degepaunmn, 2004, N 52, c1.5525; 2013,
N 31, cT. 4226), npuKkasbiBato:

1. YTtBepauTb npunaraemble EOuHbIe cTaHgapTbl KavecTtBa 0OCnyXvBaHUA
CeTeBbIMU OpraHusaumsmm notpebutenen ycnyr ceTeBblX OpraHn3aumi.

2. Hactosawwmn npukas BCTynaeT B CWNYy B YCTAHOBJIEHHOM rnopsake, 3a
ncknodeHnem rmae Il n Il EguHbIX cTaHOapToB kKayecTBa OOCNyXuMBaHUS CETEBbIMU
opraHmsauusimm noTpedutenen ycnyr ceTeBblX OpraHuM3auun, BCTynawwmx B cuny no
NCTEYEHUN LECTN MecALEB CO AHS BCTYNSIEHUSA B CUIYy HACTOSALLEro npukasa.

MuHucTp A. HoBak

3apernctpupoBaHo B MuHiocte P® 18 uoHsa 2014 r.
PernctpauymoHHbin N 32761

EauHble cTaHpapThl
KayecTBa o6CnyXuBaHUsl ceTeBbIMU OpraHusauusimm notpebuteneun ycnyr
ceTeBbIX OpraHM3auuvmn
(yTB. npukaszom MuHuctepctTBa aHepreTukm P® ot 15 anpens 2014 r. N 186)

C U3MeHeHunsiMu n AOMNOJIHEHUAMMU OT:

6 anpena 2015 .
|. ObLWwKne nonoxeHus

1. Hactoswuwe EpaumHble cTaHgapTbl KadecTBa 0OCnyxvmBaHUA  CeTEBbIMU
opraHmsauusimn noTpebuTenen ycnyr ceTeBblX opraHMsauuni yctaHaBsnmatoT TpeboBaHus
K 0B6CNyXnmBaHUIO CeTEBbIMW OpraHM3aunsaMn nuy, SBAAOLWKMXCS noTpebutenamu ycnyr
CeTeBbIX OpraHM3aumin No nepegade anNekTPUYECKon IHEPrnn (3a NUCKNIYEHNEM CETEBLIX
opraHmsaummn, aHeprocObITOBbIX OpraHusauuMin 1 rapaHTUpPYHLNMX MOCTaBLWKOB), B TOM
yucne  obcnyxmBaemblX — 3HEpProcObbLITOBOM  opraHMsauuen W rapaHTUpPYLWUM
NOCTaBLUMKOM, N NnL, 0BpaTMBLUMXCS B CETEBYH OpraHM3auuio C LEenbl 3aKnioYeHus
aoroBopa 06 okasaHuu ycnyr no nepegave 3rneKkKTpudeckon SHEPrnn UNn OCyLLLECTBIIEHNN
TEXHOMOMMYECKOro NPUCOEONHEHNSA K ANTEKTPUYECKUM CETSM (3a UCKITIOYEHNEM CETEBbIX
opraHmsaumm, 3HeprocbbITOBbLIX OpraHn3auui U rapaHTMpyrLWMX NOCTaBLWMKOB) (aanee -
noTpedbutenu, TEXHONOrMYEeCKOe NPUCOEaNHEHNE).

2. CeteBad opraHmsauuss obecneumBaeT  pacCMOTpeHue  obpalieHuin



noTpedutenemn, NOCTYNUBLLUMX B YCTHOW, MUCbMEHHON hopMe unm B oopMe 3NIEKTPOHHOIO
OOKYMEHTA.

B3aumopgencteue ceteBon opraHmsauum ¢ notpedbutensamm B Yactu paspeLleHus
BOMPOCOB, COAepXaluMxca B oOpalleHusax noTpedbutenen u npeaocTtaBneHnuss UM
BO3MOXHOCTWU peanusauuu npas, NpeayCMOTPEHHbIX 3akoHogaTenbCcTBoOM Poccuimnckon
depnepaunn (ganee - obcnyxmneaHue notpebutenen), ocyLecTBNAeTcss B COOTBETCTBUN C
TpeboBaHMAMN HACTOALWMNX EQnHBIX cTaHOapTOB.

3. B uensax okasaHus ycnyr no nepefade 3neKkTpUYecKom IJHeprum ceTeBast
opraHunsaums npy ob6enyxMBaHMM NoTpedbuTenen ocyLLEeCTBASET:

a) 3akroyeHne gorosopa 06 okasaHUKM ycnyr No nepegade afeKkTpuy4eckon aHepruu;

6) BHeceHWe W3MEHeHMrM B [oroBop 00 oOkasaHuu ycnyr no nepegade
9NEKTPUYECKON SHEPTUU;

B) pacTopxeHue poroBopa 006 okasaHUM ycryr MO nepefade anekTpudeckon
SHEepruu;

r) MHOPMUPOBaHME notpebutens 06  aBapuiHbIX  CUTyauusix B
pacnpenennTenbHbIX 3NeKTPUYECKMX CeTAX CeTEBOWM oOpraHmsauumm, PEMOHTHbIX W
npodunakTnyecknx paboTax, nMaHOBbIX OrpaHUYEHUAX pexuma noTpedbneHus
9NEKTPMUYECKON BHEPrun, BIUKAIOWMX Ha WUCMOfIHEHME 00s3aTenbCcTB No AoroBopy 06
oKasaHuu yCrnyr no nepegade anekTprUYecKon aHeprum;

A) OOonyck YMNONTHOMOYEHHbLIX npeacTaBuTenen notpebutena ycnyr B MNYHKTb
KOHTPONS M ydeTa KONM4ecTBa N KadecTBa ANIEKTPUYECKON IHEPINKM B NOPSALKE N cnydvasx,
YCTaHOBJIEHHbIX 4OrOBOPOM 00 OKasaHuKM yCnyr rno nepegayve afekTpu4eckon aHeprum;

€) cornacoBaHuMe MecTa YCTaHOBKM MNpubopa yyeTa IMeKTPUdeckom ISHEeprum
(MoLwHOCTK) (manee - npubop y4veTta), CxeMbl NOAKMNIOYEHUA npubopa yvyeTa U WHbIX
KOMMOHEHTOB M3MEePUTENbHbIX KOMIMIEKCOB U CUCTEM Yy4deTa IfEeKTPUYECKON SHEpPruu
(MOLHOCTH), a TaKKe METPONOrMYECKNX XapakTepuCcTuKk npubopa yyeTa;

) AONycK B 3Kcnnyatauuo npubopa yyera;

3) CHATME KOHTPOMbHbIX NOKa3aHui Npnbopos y4eTa;

1) NpnemM nokasaHum npmbopos yyeTa OT noTpedbuTens;

K) MPOBEPKY, B TOM 4UCNEe CHATME MoKasaHuW, npubopa y4yeta nepen ero
AOEMOHTaXeM AS151 PEMOHTA, NOBEPKN UIN 3aMEHbI;

n) pacyeT obbema nepegaHHOM dNEKTPUYECKOM IHEPTNN NOTpebuTenio;

M) KOHTpOSfb MOKasaTefien KavecTBa INIEKTPUYECKON SHEprm B  TOYKax
NPUCOEONHEHNSA SHEPTONPUHUMAIOLLMX YCTAHOBOK NOTPEBUTENSA 3NEKTPUYECKON SHEPTUN
K 9NEeKTPUYECKMM CETSIM CETEBOWN OpraHu3auuu;

H) KOHTPOSIb 3HA4YeHWA COOTHOLLUEHUS MNOTPEeONeHMs akTUBHOWM W pPeakTUBHOWN
MOLLIHOCTH ana OTAESbHbIX 3HEepronpuHNMaoLLINX YCTPOUCTB (rpynn
SHEepronpvHMMaloLLnX YCTPOMUCTB) NoTpebuTens;

0) nposegeHne KOHTPOJbHbIX, BHeoYepeaHbIX U MHbIX  3aMepoB
noToKkopacnpeneneHus, Harpy3ok U ypoBHEN HanNpsKeHUs Ha obbekTax notpebutensa u
oObeKTax aneKkTpoCceTEBOro X03AMCTBa CETEBOMN OpraHM3auunu;

n) nonHoe (4acTMYHOE) OrpaHuYeHne pexmnmma noTpebneHns SNeKTPUYEeCKon
SHeprum B nopsiake, YycTaHoBneHHoM [lpaBunamu nonHoro u (MNKM) 4YacTU4HOro
orpaHM4YeHnss pexmma noTpebrneHna SnNeKTPUYeCcKOM SHEPruKn, YTBEPXKOAEHHbIMMU
noctaHoBneHuem [lpaButensctBa Poccurickon depepauum ot 4 mas 2012r. N 442
(CobpaHue 3akoHogatenbcTea Poccuiickon degepaunn 2012, N 23, ct. 3008; 2013, N 1,



cT.68; N1, ct.45; N5, cT.407; N31, cT.4226; N 32, cT.4309), n [lNpaBunamwm
pa3paboTkn U NpUMeEHeHUs rpacmnkoB aBapUMHOIO OrpaHMYEeHnsa pexmnma notpebneHus
9NEKTPUYECKON 3HEePrm (MOLLHOCTM) N UCMNOSb30BaHUS NPOTUBOABapPUNHON aBTOMAaTUKMK,
yTBEPXOAEHHbIMU  npukazom MwuHaHepro Poccum ot 6 wumwoHa 2013r. N 290
(3apeructpmposaH MuHioctom Poccumn 9 aBrycta 2013 r., pernctpaunoHHbii N 29348);

p) cocTaBneHMe W npenocTaBneHne noTpedutento aktoB 6e3yyeTHOro w
6e340roBopHOro NOTPEBNEHUs SNEKTPUYECKON SHEPTUM;

C) COCTaBJfIEHNE aKTOB COrfiacoBaHMsl TEXHONOMMYECKOM U (MNKn) aBapunHOM BPOHWN;

T) BblJa4yy JOKYMEHTOB, NpeyCMOTPEHHbIX B paMKaxX OKasaHus ycrnyr rno nepegaye
9NEKTPUYECKON IHEPTUN U TEXHOSOMMYECKOMY NPUCOEANHEHUIO, B TOM YMCIIE KBUTAHLMN,
CYeTOB, CHETOB-(aKTyp.

4. B pamMkax TexHOSIOrM4ecKoro npucoeauHeHus ceTeBas opraHusauma npu
obcnyxmBaHun noTpedbuTenen okasbiBaeT cnegywowme  ycnyrm - (ocywectBnsieT
npouecchl):

a) TexHosrornyeckoe npucoednHEHne K  JNEeKTPUYECKMM CEeTSM  CeTeBOMU
opraHunsauuu;

6) TexHonormyeckoe nPUCOEAUHEHNE K JNEKTPUYECKMM CEeTaAM CeTeBOW
opraHusauum nocpenCcTBOM nepepacnpenesieHns MakCMMasribHOM MOLLHOCTU  Mexay
IOPUANYECKMMN NULAMW U MHOMBUAYANbHbIMU npeanpuHumatenamMmm (B TOM  4ucne
ornocpegoBaHHoOE NpUcoeanHeHne);

B) TEexXHOnormdeckoe npucoeauHeHne K ONeKTPUYEeCKUM CeTsaM  CeTeBOW
opraHusauum no MHaMBMOyanbHOMY MPOEKTY;

) BPEMEHHOE TEXHONOIMMYeCcKoe NpucoeanHeHne K afIeKTPUYECKUM CeTAM CeTEBOM
opraHunsauuu.

5. B pamkax obcnyxuBaHus noTpedbutenen ceteBasa opraHmsaumst No 3asiBlIEHNIO
noTpedbuTensa Takke okasblBaeT cneayrowme ycnyr (ocywecTBnsaeT npoLeccol):

a) Bblgayvy CnNpaBoOK U JOKYMEHTOB (MX KOMWI), NOATBEPXKAAIOLWMX TEXHOSOrM4yecKoe
npucoegvHeHne K CeTaAM CEeTEeBOW oOpraHudaumm (akT pasrpaHuyeHns ©GanaHcoBon
NPUHAONEXHOCTU ONEKTPUYECKUX CeTen, akT pasrpaHuyeHns SKcrnryaTtauMoHHOMN
OTBETCTBEHHOCTU CTOPOH, akT 06 OCYyLLECTBEHUN TEXHONIOrMYECKOro NPUCOEaNHEHUS U
aKT cornacoBaHnsa TEXHOMOMMYECKOW 1 (M) aBapuMHON BPOHK);

6) BOCCTaHOBEHWE paHee BblgaHHbIX [JOKYMEHTOB O TEXHOMOrm4yeckom
npucoegmHeHnn NnMbo Bblaady HOBbIX AOKYMEHTOB O TEXHOSIOMMYECKOM NPUCOEUHEHUN
NpY HEBO3MOXXHOCTU BOCCTAHOBIEHUS paHee BblAaHHbIX TEXHUYECKUX YCITOBUN;

B) YCTAHOBKY, 3aMeHY W (Mnn) aKcnnyatauuio npubopos yyeTa.

6. O6cnyxuBaHue noTpebuTenen B pamkKax oOKasaHus ycryr no nepegade
9NEKTPUYECKON IHEepPrMm OCYLLECTBISETCA Ha OCHOBaHMM obpalleHuns notpebutensa B
CeTeBYyl0 OpraHu3auuio, ecnu 3akoHogaTenbcTBoM Poccuinckon ®degepauum He
npegycMoOTPEHO OCYLLLEeCTBNEHNE npoLuecca No nHuumMaTuee gpyrux nuu,.

7. MNMpun obenyxmBaHnn notpebutenen (OCyWeCcTBNEHMM OTAENbHbLIX MPOLECCOB)
ceTeBas oOpraHuMsaumsa He [osmkHa TpeboBaTb OT noTpebutensa npegocTaBneHus
AOKYMEHTOB, @ Takke OCyLlecTBneHus notpebutenem OenNCTBUr, HE NPeayCMOTPEHHbIX
3akoHogaTenbcTBoM Poccuinckon degepaumn.

MHdopmaumsa 06 n3MeHeHusX:

lMpukazom MuHsHepao Poccuu om 6 anpens 2015e. N 217 6 nyHkm 8 @HecCeHbI
U3MEeHeHUs



CmM. mekcm nyHKma e npedbidyuel pedakuyuu

8. CetTeBas opraHu3aums packpblBaeT B coOOTBeTCTBMM co CraHpaptamu
packpbITUA MHOPMaUMM CyGbekTamum OMNTOBOrO M PO3HMYHLIX PbIHKOB 3N1EKTPUYECKON
9Hepruu, yTBepXaeHHbIMU noctaHoBrieHnem [lpasutensctBa Poccunckon depepaumm
oT 21 aHBaps 2004 r. N 24 (CobpaHue 3akoHoaaTenbcTBa Poccurckon ®epepaumm, 2004,
N 4, cT. 282; 2005, N 7, cT. 560; 2009, N 17, cT1. 2088; 2010, N 33, cT. 4431; 2011, N 45,
CT. 6404; 2012, N 4, c1. 505; N 23, cT. 3008; 2013, N 27, c1. 3602; N 31, cT. 4216; N 36,
cT. 4586; N 50, cTt. 6598; 2014, N 8, c1.815; N9, c1. 907, 919; N 19, cT. 2416; N 25,
cT. 3311) (panee - CtaHOapTbl packpbITUS MHOpMaUuK), CrieayoLwyo NHPOPMaLM O
nacrnopTtax ycnyr (npoLeccos):

Kpyr 3asiButenen;

pa3mMep nnaTtbl 3a OoKasaHue ycnyrm (OCywecTBneHus npouecca) U OCHOBaHUA ee
B3UMaHus;

yCrnoBUA oKasaHus ycnyru (ocyLLecTBieHns npouecca);

pesynbTaT oka3aHusi ycnyrm (OCyLLeCTBNEHNSA npoLecca);

oBLwmin CpoK okasaHus ycnyru (ocyLecTBneHnsa npouecca);

COCTaB M aTanbl OKa3aHus ycnyru (OCyLLEeCTBIEHUSA npoLecca), BKIoYyas ceefeHns
0 coaepxaHun n (unn) ycrnoBusix aTtana, popma okasaHus ycnyrm (ocyLecTBreHus
npouecca).

MacnopT ycnyrn (Npouecca) COCTaBnsieTCs B OTHOWEHUW KaXkOou ycnyru
(npouecca), oka3blBaeMOW CETEBOW oOpraHusauuen, fno pekoMmeHagyemomy obpasuy
cornacHo npunoxeHuto N 1 K HacToawmm EanHeim ctaHgapTam.

MacnopTta ycnyr (npoueccoB) CETEBON oOpraHu3aumm nyonmukytoTcsa CceTeBown
opraHusauMen B COOTBETCTBYWOLIEM pasgene Ha oduumanbHOM canTe CeTeBOW
opraHmsaumm B MHOPMaLNMOHHO-TENEKOMMYHUKALMOHHOW ceTu HTepHeT (panee - ceTb
MHTepHET), a Takke pasMeLliarnTcss Ha MHPOPMAaUMOHHbBIX CTeHOax B oducax ceteBown
opraHu3auuu, npefgHasHayeHHbIX NS npuema notpedutenen NoO BONPOCaM OKa3aHuUs
yCIyr no nepenaye aneKkTpuyeckon aHEPrnm, TEXHONOrMYECKOMY NMPUCOEONHEHMIO U UHBIM
BOMpOCaM, CBA3aHHbIM C [OEeATENIbHOCTbI0 CEeTEBOW opraHusauun (ganee - oduc
obcnyxnBaHus notpebutenen).

9. MNpn BHECEHUN N3MEHEHUN B HOPMATMBHbIE MPABOBbLIE aKTbl, PeErynvpyoLimne
NopsiAoOK OKasaHuUa YCryr no nepegadve 3neKTpUYEcKorM HEeprum M TEXHONOrm4yeckomy
npucoeguHeHno, nacnopTt ycnyru (npouecca) NpuBOAUTCA CETEBOW OpraHusaumen B
COOTBETCTBME YKa3aHHbIM W3MEHEHUsSIM B TeuyeHue pfecatm paboumx AHen nocne
BCTYNSIEHUS B CUNMY YKa3aHHbIX NU3MEHEHU.

WHdopmaLmsi 06 M3MeHeHusIX:
lpukazom MuH3Hepeo Poccuu om 6 anpens 2015 2. N 217 8 nyHkm 10 8HeceHbl
U3MEHeHUs

CmM. mekcm nyHkma e npedbidyuw,el pedakyuu

10. CeTeBasi opraHusauns He pexxe OAHOro pasa B rog obecnedvnBaeT NnpoBeaeHne
ONpoCoB MOTpedbuTenen c Uenbio BbIBNEHUS MHeEHUs noTpebutenenm O KayecTse
obcnyxmnBaHna. ExerogHble OT4eTbl 006 MTOrax WM3yyYyeHUst MHeHUsa notpebutenen o
KayecTBe obcnyxuBaHus nNyonukyoTca Ha oduumnanbHOM caTe CeTeBON OpraHu3auun B
ceTu VIHTepHeT He no3gHee 1 mapTa rofda, creaylollero 3a rogoM, B KOTOPOM
NPOBOANINNCL COOTBETCTBYIOLLNE OMNPOCHI.

CeTeBas opraHM3aums B COOTBETCTBMM cO CTaHaapTamum packpbiTnsa MHdopmauum



obecneymBaeT packpbiTUe MHpopMaLUKM O KayecTBe 0OCyXMBaHNA NOTpeduTenen ycnyr
CEeTEBOW oOpraHuMsauuuM 3a npeflecTBYOWNA o4 cornacHo npunoxeHutwo N7 K
HacToaWwmMM EOnHbIM cTaHgapTaMm Ha odpmunanbHOM canTe cCeTEBOW opraHM3aummn Unmn Ha
MHOM odmumanbHoM cante B ceTn WHTepHeT, onpegensiemom [1paBUTENBCTBOM
Poccuinckon degepaunn.

* B cooteBetctBUM € nyHkToMm 11(6) CranHgapTtoB pacKkpbITUa MHMOpMaumnu
cybbekTamMn ONTOBOrO M PO3HUYHOINO PbIHKOB 3NIEKTPUYECKON IHEPTUN, YTBEPXKOEHHbIX
noctaHoBneHuewm [pasButensctBa Poccuiickon ®egepauum ot 21 aHBaps 2004 r. N 24.

FTAPAHT:

maga ll BCTynaeT B CUINYy No UCTeHYEHUUN LLIEeCTU MecCALEB CO IHA BCTYyNJIeHUA B CUny
HaCTOdLLEero npukasa

Il. OpraHu3saumsa oYHOro o6cnyXxnBaHus

11. lMonoxeHus HacTosiwen rnaebl 06 opraHM3auun UEHTpanbHbIX 0OdUCOB
obcnyxmBaHna notpebutenen wn opraHuMsauum OBCNyXMBaHMST B Takmx odomcax
pacrnpoCcTpaHATCS Ha TeppuUTopmarbHble CETEBbIE OpraHM3aumu.

12. O6cnyxuBaHMe noTpedbutenen nocpeacTtBOM IIMYHONO KOHTakTa paboTHMKa
CeTeBOW opraHu3aumm c notTpebuTtenem (ganee - o4MHoe 06CnyXMBaHME) OCyLLLECTBNSAETCS
B odmcax obcnyxuBaHus notpebutenen, a Takke B cnyvasX, nNpesycMOTPEHHbIX
3akoHogaTtenbcTBoM Poccuiickon degepaumun, ¢ Bble3goMm K notpebutento paboTHuka
ceTeBOM opraHn3auunu.

13. Odwmcbl obcnyxmBaHna notpebutenen nogpasgenarTcss Ha  LeHTpb
obcnyxmBaHna notpedbutenen (ganee - LEHTPbI 0OCNYXMBaHNA NOTPEOUTENEN) U MYHKTbI
obcnyxmBaHna notpebutenen, opraHn3oBaHHble B 060COBGMEHHbIX MNogpas3aeneHnsax
ceTeBOW opraHu3auum (ganee - NyHKTbl 06cnyxunsaHna notpebutenen).

Odoncbl obcnyxmBaHua notpebutenen [OMKHbI obecneyvMBaTb OpraHU3aumio
O4HOro obcnyxmBaHusa NnoTpedbuTenen, NCKNYatoLero HeobxoaAMMOCTb B3aMMOAENCTBUSA
noTpebutens ¢ WHbIMKM nNoApasfdeneHusiMM CeTeBOW opraHm3aumm (NPUHUMN “"OOHOro
OKHa").

14. CeTeBas opraHusaumsa pasmeLlaeT odpucbl obcnyxmBaHua notpedutenen Ha
TeppuTopusix cybbektoB Poccurickon denepaumm, B rpaHuLax KOTOPbIX PacnosiOXeHbl
0ObEKTbl 3NEeKTPOCETEBOro XO3AWCTBA CETEBOW OpraHu3aumm (ganee - Tepputopus
9KCnryaTauMoHHON OTBETCTBEHHOCTM).

MHdopmaumsa 06 naMeHeHusX:
lMpukazom MuHsHepzao Poccuu om 6 anpens 2015e. N 217 8 nyHkm 15 eHeceHbl
U3MEHEHUS

CmM. mekcm nyHKkma e npedbidyu,el pedakyuu
15. CeTeBada opraHusauus pasMmellaeT He MeHee OHOro LeHTpa obcnyXuBaHus
notpebutenen ycnyr B MyHUUMNanbHbIX 06pa3oBaHMsX (MyHUUMNANbHbIX panoHax,
FOPOACKMNX OKpYrax) YMCNEHHOCTbIO HAceneHus He MeHee OBYXCOT TbICAY YerioBeKk U B
agMVHUCTPaTMBHBIX LUeHTpax cybbektoB Poccuiickon depepaumm B cnyyae, ecnu
KONM4ecTBO nNoTpebuTenen ycnyr CeTeBOW OpraHu3auuu, SHepronpuvHMmaloLmne
YCTPOWCTBA KOTOPbIX HENOCPEACTBEHHO NPUCOEANHEHBI K CETAM CETEBOW OpraHusauunm, B



Taknx MyHULMNAnNbHbIX 00pa3oBaHUAX (MyHMUMNAMbHBLIX paoHaXx, rOPOACKNX OKpyrax) un
aAMWHUCTPATMBHbIX LeHTpax cybbekToB Poccuiickon degepaumm cocTaBngeT He MeHee
NATUAECATU ThiCAY YenoBeK. B MHbIX cnyyasx ceTeBasi opraHmsaunsa pasMmeLlaeTt NyHKTb
obcnyxmBaHna noTpedutenen.

CeTteBass opraHusaumsa obecneumBaeT obcnyxmBaHue noTpebutenen ¢
cobniogeHmem TpeboBaHUM K oOpraHudaumm oduUCoB OOCNyXMBaHMA NoTpedbuTenen,
NpeaycMOTPEHHbIX npunoxeHmem N 2 K HacToAWwmMM EanHbiv cTaHaapTam.

16. CeTeBas opraHmnsaumsi obecrneymBaeT o4HOe 0OCnyXMBaHMe noTpeduTenen:

B LeHTpax obcnyxmnBaHust notpebutenen ceTeBon opraHmsaunm He meHee 45 yacos
B HEAeno;

B MyHKTax obcrny>xmBaHna noTpebutenen ceteBon opraHn3aumm He meHee 25 yacos
B Heaento.

17. O4yHoe obcnyxmBaHMe noTpedbutenen B ogmcax obcnyxmBaHms notpedutenen
BeAeTCsa B nopsigke >XUBOW oOyepean C  UCMONb30BaHMEM CUCTEMbI  3NIEKTPOHHOMO
ynpaBneHusi ovepenbio (Mpu HanMymMm Takom cMCcTeMbl) U Mo NpeaBapuTeNbHOM 3anncu rno
TenedoHy nnn Ha opuumnanbHOM canTe cCeTeBOW opraHm3auuun.

18. O6cnyxumBaHue notpebutenen [OMKHO OCYLEeCTBAATbCA B ftobom odumce
obcnyxmBaHna notpebutenen BHe  3aBUCMMOCTM OT MeCcTa  pacrnonoXeHus
9HEpPronpMHUMaloLWLMX YCTPOMUCTB MNOTPebutena Ha TeppuTtopum 3IKcnnyaTaunoHHOM
OTBETCTBEHHOCTM CETEBOW OpraHn3auunn.

19. CeteBaa opraHuMsaumsa npu  OCYLLUECTBIEHMM O4YHOro  OBCnyXuBaHUA
notpedbutenen B oducax obcnyxmBaHua noTpedbutenen obecrneymBaeT COBeEPLUEHUE
AENCTBUIN NO NepeyHto cornacHo npunoxeHuto N 3 K HacToswmMm EguHbIM cTaHgapTam.

20. OO6Gwee Bpemsa oxugaHus noTpebuTens B odepean U 0bBCNYyXMBaHMUS
noTpedbutens paboTHMKOM oduca obcnyxmBaHna notpebutenen 4OMKHO COCTaBNATb HE
6onee 30 MmuHyT. PaboTHuknm ocumca obcnyxmBaHus notpebutenen obsizaHbl HOCUTb
NNYHbIE HarpyaHble NAeHTUMPUKALMOHHbBIE KAPTOYKM C yKa3aHNEM HaMEeHOBaHNSA CETEBOM
opraHu3awumu, AOSPKHOCTU, UMEHU, OTYeCTBa U paMmnnum paboTHMKa.

21. PaboTHMK ceTeBOW opraHuMsauuu, npubbiBlLUMA K noTpebutento Ansa
OCYLLIECTBIIEHMSI OMHOIO OBCNYXMBaHUs, coobLlaeT NnoTpebuTento cBou amununio, nms,
OTYECTBO, AO/MKHOCTb, HAMMEHOBAHNE CETEBOM OpraHM3aunn, a Takke MPUYMHY U Lenb
npubbITHs. Mo TpeboBaHUo NoTpedbutens paboTHUK LOIMKEH NPeAoCTaBUTb CryXebHoe
yAOCTOBEPEHME NMMOO MHOW AOKYMEHT, NOATBEPXAAIOLWMIA NOSTHOMOYNSA paboTHuka. MNpu
obpalueHun notpebutensa k paboTHMKY CETEBOW OpraHusauuMm no BOMpOCaM OKal3aHus
yCrnyr no nepegaye 3neKkTpuyYeckon 3Heprum 1 TeXHOMNOMMYECKOro NPUCOeANHEHNS, HO He
CBA3a@HHbIM C MNPUYMHOM U Uenbio NpubbiTMs, npubbiBlLUMA  paboTHMK coobuiaeT
noTpebuTento KOHTaKTHY0 MHOPMaLMIO CETEBOM OpraHu3auuu, pasbaAcHSAeT, Kyaa U B
KakoM nopsiake emy criegyeT obpaTuTbCs.

22. [ata un BpemMa Bbledga paboTHMKaA CETEBOW OpraHu3auum K notpebutento
cornacosbiBatoTCs ¢ notpebutenem. Npn HeobxogmMmMocTn gaTta u Bpems NpubbITUS MOTyT
KOPPEKTMPOBATbLCS Kak CeTeBOW opraHuM3aumen, Tak n notpedburtenem, npym 3Tom ceteBas
opraHu3auus:

a) yBegomndeT notpebutena o gate M BpeEMEHU 3aniaHMpPOBaHHOIO MNPUBLITUS
paboTHUKa He no3gHee YyeM 3a 5 paboumx AgHen Ao AaTbl NNaHUpyemoro npubbiTnd, a B
Crny4ae CpOYHbIX Bbl€30B - HENOCPEACTBEHHO Nepes Bble3qoM;

6) B criydae nsMeHeHusi BpeMeHu coobliaet 06 9ToM He No3gHee YeMm 3a 2 Yaca Ao



paHee cornacoBaHHOro BpeMeHu NpubbITUsS paboTHUKA.

B cnyyae HeobxogMMOCTW  NUKBMOALUMM  TEXHOMOIMMYECKUX  HapYLLUEHWH,
yrpoxatoLimnx paboTocrnocobHOCTN 00opyaoBaHUA MU NpeaoTBpalleHns (NUMKBuaaumm
nocneacTBU) HecdacTHbIX CrlydaeB, MpuObITME K MoTpebuTento paboTHMKa CeTeBoWn
opraHu3aumm MOXeT He COrnacoBbIBATLCS.

FAPAHT:

maga Il BCTynaeTt B CUJ1y No Ucte4eHnn LecTn MmecsdLeB CO AHA BCTynJieHnAa B CUny
HaCTO4LLEero npukasa

lll. OpraHn3saumus 3a04HOro o6cnyXmBaHusa (¢ ncnosib3oBaHMemM TernedoHHON CBA3U
n cetu UHTepHeT)

23. CeteBasa opraHumsauusi obecneuymBaeT obcnyxuBaHue notpedbutenenm c
MCNoONb30BaHNEM Tene(OHHOM CBA3KM, MOYTOBOM CBA3M U ceTn WHTepHeT (manee -
3a04HOe obcnyxnBaHue).

24. CeteBas opraHusaums obecneumBaeT npuem u 06paboTky TenedoHHbIX
obpalleHu noTpebuTtenen no Bonpocam:

a) OCyLEeCTBNEHUS TEXHONOMMYECKOro NpUcoegNHEHNS;

6) okasaHus ycnyr no nepenave 3MneKTpudeckon aHeprum;

B) opraHm3aunm y4yeTa afeKTprUYeCcKon aHEPTUM;

r) opraHusaumm o6cCnyXuBaHuUs noTpebuTenen, npeaocTaBnNeHUss KOHTAKTHOWM
NHpopMaL MM 0UCOB OBCNYXMBaHMUS NOTpebuTenen, 3anmcn Ha OYHbIA NpPUeM, a Takxe
Nnosfib30BaHUsl MIHTEPAKTUBHBIMWN CepBUCaMn OpuLmanbHOro canta cCeTeBoM opraHmMsaumm
B ceTn VIHTepHeT;

) HECOOTBETCTBUS KayeCTBa ANIEKTPUYECKON IHEPTUN TEXHMYECKUM perfnamMmeHTam
N UHBbIM 06s3aTeNbHbIM TPeEOOBaHUAM;

€) nepepbiBOB B nepefayvye IreKTPUYecKon SHeprun, npekpalleHuss unm
OrpaHuUYeHnsa pexuma nepenadn 351eKTPUYecKon aHepruu.

25. [na 3ao4yHoro obcnyxuBaHMa noTpebutenen ceTeBast OpraHu3auus
obecneumBaeTr BO3MOXHOCTb BbIMOMIHEHUST AEWUCTBUA MO MNEPEYH  COorfacHo
npunoxeHuto N 4 K HactToawmnm EgnHeiM cTaHaapTam.

26. 3ao4Hoe obcnyxmBaHme noTpedbuTtenen ¢ UCNOMb30BaHNEM TENE(OHHON CBA3N
Nno BoOMpocaMm, ykasaHHbIM B noanyHkrax "a" - "r'" nyHkra 24 HacTtosawmx EanHbIX
CTaHOapToOB, CeTeBas oOpraHuM3auusi OCYLLECTBNSET 4epe3 UeHTpbl 006paboTku
TenedoHHbIX BbI3OBOB B paboyee BpeMsa ohmncos obenyxmsaHms notpebutenen. Homepa
LeHTpoB 00paboTkM TenedOoHHbLIX BbLI3OBOB CETEBOW OpraHM3auun no YKasaHHbIM
BOMpocaMm pasmMmeliarTcs Ha oduuuanbHOM calTe CeTeBOW opraHmsaumm B CeTu
NHTepHeT 1 B odmcax obcnyxmBaHusi noTpedbutenen.

27. O6cnyxmBaHue notpedbutenen no Bonpocam, ykasaHHbIM B noAanyHkTax "a" u
"e" nyHKTta 24 HacTodAwwux EAnHbIX cTaHOapToB, OCYLWECTBAETCA B pexume ropsyemn
NnHUK (ganee - ropsyas NMHUSA No BONpocam 3f1eKTPOCHABXEHNS) KPYrOCYTOYHO.

TenedoHHbIN HOMEP ropsiyer NIMHUN MO BOMNPOCaM 3f1EKTPOCHABXEHNSA sIBNAETCS
eanHbiM 1 6ecnnaTtHbiM Ong  noTpedutenen Ha TeppuTopumn 3IKCniyaTaunoHHOM
OTBETCTBEHHOCTM CETEBOW OpraHmsaumn. He gonyckaeTcsi MCMOMb30OBaHWE B KadecTBe
TenedoHHOro HoMepa ropsavYen NMHUKM NO BONPOCAM 3NEKTPOCHABXEHNA TenedOHHbIX



HOMEpPOB onepaTUBHOIO NepcoHarna ceTeBown opraHn3aumu.

TenedOoHHbIN HOMEpP ropsiYen NUHUKM MO BOMNPOCaM 3NEKTPOCHAOXEHUS CeTeBOW
opraHusauum goBoauTcs Ao notpebutenen, aHepronpuHMUMatowme yCTpomcTBa KOTOPbIX
HenocpenCTBEHHO MNPUCOEAUHEHbl K OObeKkTamM 9neKTpoCceTeBOro X03ANCTBa CEeTeBOW
opraHusauumM, B TOM 4uCrie MyTeM €ero BKIKOYEHUs B [OroBoOpbl 3HeprocHabxeHus,
pasMelleHns Ha odomunanbHOM canTe CeTEBOW opraHusaumm B ceTu MHTepHeT u B
odmcax obcnyxuBaHus notpebutenen.

28. CeTeBas opraHu3auuMsi nNpu OCYLIECTBIIEHUM 3a04HOr0 0BCNYyXMBaHMUSA
notpebutenen c ncnonb3oBaHnem TenedoHHOM cBSA3M obecnednBaer:

Hanuyme 6ecnnaTtHbIX TeNegOHHbIX KAHANoOB CBA3M MEeXOy CETEBOW opraHusaumen
n notpebutenamu;

npyem n obpaboTKky Bcex BXOoAAWMX TernedOHHbIX BbI30OBOB MoTpebutenen B
ceTeBylo opraHmsaumto. Bpems oxugaHus notpebutenem otBeta no tenedoHy ceTeBon
opraHu3aumMm C MOMEHTa coeaumHeHusa (B cnyyae obcnyxmBaHus notpebutenen c
MCNOJSIb30BaHNEM CUCTEMbI WMHTEPAKTUBHOIO FOMIOCOBOrO MEHI0 - C MOMeHTa Bblbopa
notpebutenem kateropum "coeauMHeHust ¢ paboTHMKOM oOpraHusaumm” B CUCTEME
WHTEPAKTMBHOINO rOSIOCOBOr0 MEHK) [0 MOMeEHTa oOTBeTa paboTHMKa ceTeBow
opraHusaumm He JOMKHO npesblwaTtb 5 MUHYT. Bpemsa o6paboTku Bbi3oBa (TeniedpoHHOro
pasroBopa notpebutens ¢ paboTHNKOM) He OOSIKHO MpeBbIWaTh 5 MUHYT;

OCYyLLECTBIIEHNE UCXOOAWMX TerlePOHHbIX BbI3OBOB [Af9  MH(OPMMPOBaHUS
notpebutenen n npegocTaBneHns MHpopmMaumm no obpalleHnam notpedbutenen;

BeeHne ayamosanmcu Bcex BXOASLLMX N UCXOASLLMX pa3roBOPOB € NoTpebuTtenem,
0 4YeM noTpedbuTenb yBeOaOMNsSieTCA B Hadane pasroBopa C paboTHMKOM CeTeBOW
opraHunsauuu;

AOCTYMHOCTb N HaAEXHOCTb paboTbl TeNneOHHbIX KaHanoB CBA3W;

perncTpaumio BXOAAWNX N UCXOASALLNX BbI3OBOB COMMACHO MYHKTY 42 HaCTOSALWMX
EOnHbIX cTaHgapToB.

29. CeTeBas opraHmsauus ocyLecTBngeT 3ao4Hoe obcnyxmBaHue notpebutenen c
MCNosib3oBaHMEM CBOEro oduumnanbHOro canWta B ceTu VIHTepHeT, coaepkallero
MHdOpPMaLMIO 0 OeATENLHOCTU CETEBOW OpraHM3aunn (ganee - opuumarnbHbIN CanT).

30. B cnyyae Bo3HUKHOBEHMS nepeboes B paboTe odumLmanbHOro canta, BlekyLmx
HEBO3MOXHOCTb JOCTyna K coAepXallencs Ha HeMm uHdopmauumn (cepBucam), ceTeBast
opraHusauusi B Te4yeHme 2 4acoB C MOMeHTa BO30OHOBIEHMS JOCTyNa K odouumansHOMY
canTy, pasMellaeT Ha HeM MHGOPMAaUMIO O MPUYUHE, AaTe U BPEeMeHU MpeKpalleHus
AOCTyna, a Takke 0 AaTe U BpeMeHM BO30OHOBEHMS AOCTyNa K oduLmManbHOMYy CanTy.

MoTpebutenn [OSMKHbI MMETb BO3MOXHOCTb O3HaKOMSIEHUA C WHopmaLmen,
pasMeLLleHHOM Ha oduunansHOM canTe, C UCMNOSIb30BaHMEM pPaCrpOCTPaHEHHbIX
Beb6-obo3peBatenen. [lpu 3TOM He [OMKHA npegycMmaTpuBaTbCA YCTaHOBKA Ha
KOMMNbOTEPbl NoTpebuTtenen crneumanbHO CO34aHHbIX A NpocMoTpa odumumanbHbIX
CanTOB NPOrPaMMHbIX U TEXHONOMMYECKNX CPeacCTB.

CyMmapHas onmTenbHOCTb NepepbiBoB B paboTe odmumnanbHOro canta He SOMmKHa
npesblWaTb 4 4YacoB B MeCSL.

31. MHdopmauus, pasmewaemada Ha opuumanbHOM cante, AomKHaA BbIThb:

AOCTyMNHa Ans aBTomaTmnyeckomn obpaboTku;

KPYrfIOCyTOMHO [JOCTynHa noTtpebutensam 6e3 uCNONb30BaHMA MNPOrpaMMHOro
obecneyeHunsi, yCTaHOBKa KOTOPOro Ha TexHMYeckume cpenctsa notpedbutensa Tpebyet



3aKMOYEHNS  NIMUEH3MOHHOIMO WKW MHOFO  corfaweHna Cc  npaBoobnagarenem
nporpammMHoro obecnedeHuns, npeaycmaTpmBaloLLero B3umMaHme ¢ notpebutens nnarthbl;

AoctynHa 6e3 B3vMaHus nnatbl.

32. HaBuraumsa oduumanbHOro camTta [OSMKHA COOTBETCTBOBATb CreaytoLmm
TpeboBaHUAM:

BCSA pa3MeLLEeHHas Ha ouumanbHOM canTe MHdopmaums OomkHa ObiTb 4OCTYyNHA
notpebutenam nyteMm nocrnegoBaTenbHOro nepexoga no runepccbinikam HavvHast ¢
rnaBHOW CTpaHuULbl odouunansHoOro camta. KonnyecTBo Taknx nepexonoB Nno KpaTdyaunen
nocnenoBaTenbHOCTU JOTKHO ObITb HE Donee NATK;

noTpedbuTento OomkHa NpeaocTaBnNATbCA HarnsgHas MHopmaumst O CTPYKType
odomumanbHOro canTa n 0 MECTOHaXOXAEHUN OTOBpakaeMon CTpaHuLbl B 3TOM CTPYKTYPE;

Ha Kakgow cTpaHuue oduumanbHOro camta AOMKHbl ObiTb pasmelleHbl: rnaBHoOe
MEHI0, CCbIfIKa Ha rMaBHYK CTPaHWULY, CCbISIka Ha KapTy omunanbHOro camTa;

3arofiloBKM M NOAMUCM  Ha CTpaHuuax [OOSKHbl  OMUCbIBaTb  coaepaHue
(Ha3Ha4yeHne) TakonW CTpaHuLbl, HAMMEHOBaHWE TEKyLWero pasgena u otobpaxaemoro
OOKYMEHTa;

HauMeHOBaHWe CTpaHuULbl, ONucbiBaKLee ee cogepXaHue (HasHayeHue), OOIMKHO
oTobpaxaTbCH B 3arofioBke OkHa Beb-obo3peBartens;

TEKCTOBbIN agpec B ceTu VMHTepHeT (YHMBepcanbHbIn ykasatenb pecypca, URL)
KaXkOon CTpaHULbl AOSMKEH OTOBpaXkaTb €€ MONoXKeHMEe B JIOrMYECKON CTPYKTYpe canTta m
COOTBETCTBOBATb €€ CoAepKaHMIo (Ha3Ha4yeHuo), a TakKe B TEKCTOBOM aZpece LOSMKHbI
ObITb MCNONb30BaHbl CTaH4APTHbIE NPaBuia TpaHCcnMTepauuu;

Ha rnMaBHOW CTpaHuue oduumanbHOro camta U B OTAENbHOM pasgene (nanee -
NNYHBbIN KabuHeT noTpebutens) pasmellaeTcsas HOMEpP ropdyYer NiMHMKM No BOMpocam
9NEKTPOCHADXeHUs, rMnepcebinka Ha WHGOpMauMo, NPeayCMOTPEHHYD ab3auem
oAMHHaAUaThbIM N ABeHaauaTtbIM nyHkKTa 33 HacToawmx EANHBLIX CTaHOapTOB, a Takke
CCbINKM-6aHHEpPbI HA UHOPMALIMOHHbIE MHTEPAKTUBHbLIE CEPBUCHI CETEBOW OpraHM3auuun.

33. B uensax obecneveHna onepatnMBHOro Aoctyna notpebutenen K nHgopmaymm
00 okasblBaeMblx ycriyrax u obCnyXuBaHMM CETEBOW OpraHM3auun B MaBHOM MEHHO
ouumManbHOro camTta CeTeBOW opraHmsauun Bbigensietca pasgen "loTtpebutenam”. B
yKasaHHOM pasfere pasmelaetcsa WHJopMaumsa B COOTBETCTBUM CO CTaHgapTamu
packpblTUs MHGOpPMaUnn cybbekTamm ONTOBOrO U PO3HUYHLIX PbIHKOB 3S1IEKTPUYECKON
9Hepruu, a Takke cnegyrowme ceegeHus:

MOYTOBLIN adpec CeTeBOM oOpraHu3auuu, agpeca wm rpadcduk paboTbl ogucos
obcnyxmnBaHnsa notpebutenen, Homepa TenedOHOB, MO KOTOPbIM OCYLLECTBMSETCS
obcnyxmBaHne notpebutenen, agpec odumumnanbHOro canta CeTeBOM opraHM3aunu;

NOPsSAOK MNogayn u paccMoTpeHust obpalleHnn noTpebutenen, copepxalimx
Xanoby Ha [OencTBus CeTEeBOW OpraHu3auuu, C yKa3aHMEM CPOKOB PacCMOTPEHUS
obpalleHui n NnpegocTaBreHnsa oTBeTa;

nopsiooOK WM CPOKW 3akmn4veHus poropopa 06 okasaHuM ycnyr no nepepadve
9fIeKTPUYEeCKon  SHeprnn, nNpegycMOTPEHHble  3akoHogaTenbCTBOM  Poccumnckon
depepaumm;

nopsaoK Nofaym 3asiBKM Ha TEXHOMOMMYeCKoe NpucoegmHeEHNe, OCHOBHbIE 3Tanbl ee
pacCMOTPEHUS N UX CPOKW, CBELEHUS, KOTOpble OOSMKHbl COAEpPXaTbCA B 3asiBKe Ha
TEXHONOrM4Yeckoe NnpucoeanHeHne, n TpeboBaHMa K npunaraeMbiM K HEW OOKyMEHTaMm,
dopMbl 3a8BOK 4719 3anofIHEHUS noTpebutenewm;



nopsiaoK BbIMOSIHEHUS TEXHOJTOrM4YeCKoro npucoeguHeHns, aTan.l
TEXHOOrM4YeCcKoro NPUCoOeaNHEHUs N NX CPOKU;

nopsaoK pacyeta nnaTtbl 3a TEXHOSIOrMyeckoe npucoeguvHeHne Ond Bcex rpynn
noTpedutenemn, KONMM peLLEHNn opraHa NCNONHUTENBbHOM Bnactn cybbekta Poccuinckon
depepaumm B 0obnactM rocygapCTBEHHOrO  perynupoBaHus uUeH (TapudoB) 06
YCTAHOBMEHUM nriatbl 3@ TEXHOMOrM4yeckoe npucoeduHeHne B OTHOLUEHUU
TeppuTopuanbHbIX CeTeBbIX OpraHuM3auun, a TakkKe KOonusa pelleHna degepanbHOro
opraHa WCMOSHUTENBbHON BNacTm B 06MacTM rocygapCTBEHHOro perynmpoBaHus LEeH
(TapundoB) No yCTaHOBIIEHWUIO NNaTbl 3@ TEXHONOMMYeCcKoe NpUcoeNHEeHNE B OTHOLLUEHUN
opraHu3aLumu no ynpasneHuio eauHOM HaunoHanbHON (06LLEPOCCUINCKON) 3NEKTPUYECKON
ceTblo, MOPAAOK onnatel MO AoroBopy 06 OCYWECTBNEHUM TEXHONIOMMYECKOro
NPUCOEONHEHNSA K 3NEKTPUYECKUM CETSIM, OCOBEHHOCTM BHECEHUS NriaTbl OTAENbHbIMU
rpynnamm notpebutenen, npeoycMoOTpeHHble  3akoHogaTenbCcTBOM  Poccuiickon
depepaumm;

nopsaoK pacyeTa nnathl 3a OKasaHue YCrnyr rno nepegave af1eKTpUYeCcKon aHeprnm
Ans BCex rpynn notpeduTtenen, KOMMM peLleHUn opraHa WCMNONHUTENbHOW BRacTu
cybbekta Poccuiickon depepaumm B ob6nactv rocyaapCTBEHHOrO PErynmpoBaHus LEH
(TapudoB) 06 ycTtaHOBRNEHUN TapndOB Ha yCNyrn No nepenayvye afNekTpU4eCcKon aHeprm B
OTHOLLUEHUN TeppuUTOpMarnbHbIX CEeTeBbIX OpraHusauuMi, a Takke KOnuu peLleHun
defepanbHOro opraHa MCMOMHUTENbHOM BRacTm B obnactm rocygapCTBEHHOrO
perynupoBaHus LeH (Tapudgos) 06 ycTtaHoBReHUn TapudoB Ha ycrnyrn no nepenade
9NEKTPUYECKON JHEPrMM B OTHOLLEHUW OpraHMsauuuM Mo YNpaBfeHuU eauHOoMn
HaunoHarnbHoON (06LLEePOCCUNCKON) INEKTPUYECKON CETbIO, MOPSAO0K onnaTbl N0 AOrOBOPY
00 okasaHuK ycrnyr no nepegadve afeKTPUYEeCcKon IHepPrnm;

NopsAOK OCYLLLECTBIIEHUS KOMMEPYECKOIO yYeTa CeTEBLIMU OpraHu3aumamm, B TOM
yucne TpeboBaHMS K MecTaM YCTaHOBKM NPMOOPOB y4yeTa, CXeMbl MNOLKOYEHUS U
METPONOrMYeckne xapakTepucTukm npubopoB yveta 6e3 ykaszaHWA TOBApPHbIX 3HAKOB,
3HaKoB 0OCnyXuBaHusa, OUPMEHHbLIX HaMMEHOBAHWW, MATEHTOB, MOME3HbIX MOAENewn,
NPOMbILLMIEHHbIX 06pa3L0oB, HAMMEHOBAHUA MECT MPOUCXOXAEHUS NPUBOpPOoB ydeTa mUnu
HanMeHOBaHWI NponssoauTenen Nnpnbopos y4eTa;

HanmeHoBaHWe npubopoB YyyeTa, YCTAHOBKY KOTOPbIX OCYLLECTBMSET ceTeBas
opraHmsaumsi, X CTOUMOCTb U CTOMMOCTb paboT No UX yCTaHOBKE;

NPUYNHBI U CPOKM MNSIAaHOBLIX MEPEPLIBOB B nepefayvye 3NeKTPUHECKON IHEepruu,
npekpaLleHnst Unn orpaHNYeHns pexxmma nepenaym 3NeKTpuYecKon aHeprum, B TOM Yucne
npeaBapuTenbHaa WHOPMaUMA O CpoKax OrpaHuvyeHus pexmma notpebneHus
ANEKTPMUYECKON SHEPTrUM (MOLLHOCTN) NOTpedbuTenen B CBA3U C NPOBEAEHNEM PEMOHTHbIX
paboT Ha obbeKkTax ANEKTPOCETEBOrO XO35NMCTBA CETEBOM OpraHm3auunun, BKIHOYEHHbIX B
rogoBou (Mecsi4HbIN) rpadouK PEMOHTA;

pacyeTHble AaTa 1 BpeMsi BOCCTAHOBMEHUS 9NEKTPOCHA0XEeHUS B cnyvyae BBe4EHUS
BHEMSIAHOBOIO OrpaHnNYeHmnst pexnmMma noTpedbneHns aNneKkTpmYeckomn aHeprn (MOLLHOCTI);

4YacTo 3agaBaeMble BOMPOCHI, BO3HMKaOLWMe y noTpebutenen, n OTBeTbl Ha HUX;

aKTyarnbHble UBMEHEHUs 3aKoHoAaTenbcTBa Poccurckon ®egepaumnm B OTHOLLEHUN
npoueayp okasaHus ycryr ceTeBbIMU OpraHn3aunamu,;

yTBepXAEeHHble rpadrku aBapuMHOro orpaHnNYeHus;

nacnopTta ycnyr (npoueccoB) CeTeBOW opraHM3auumu;

nopsgok paboTbl B JIMMHOM KabuHeTe noTpebuTens, BKMYasi MonyyeHue



nepBoHayaribHOro Aoctyna K JIMYHOMY KabuHeTy, perucTpaumio u asBTopu3auuio
noTpedurens.

34. NHgopmaums, ykasaHHas B ab3aue oguHHaguaTtoM nyHKTa 33 HaACTOSALWMX
EaovHbIx cTaHaapToB, NOANEXUT ONyOGrMKOBAHUIO HE NO34Hee 4Yem 3a 7 gHen 4o AaThl
NnyaHOBbLIX NepepbIBOB Nepenayn anekTpu4eckon SHeprun.

35. MHgopmaumsa, ykasaHHast B ab3aue TpuHaguatoMm nyHkTa 33 HaCTOSALWMX
EomHbix cTtaHgapToB, NoanexuT onybGrmMKOBAHUIO HE pexe OOHOro pasa B KBapTasn Ha
OCHOBE aHanmsa NocTynMBLUMX ODpaLLEHNI B CETEBYO OpraHM3aLumio.

36. CeTeBas opraHmsaumnsa obecneymBaeT, B TOM YMCIie C UCMNONb30BaHUEM JIMYHOTO
KabuHeTa NnoTpebunTens, TEXHNYECKYIO BO3MOXHOCTb:

a) HanpaBneHus noTpebutenem obpaLleHnn, B TOM YMCIie coaepaLumx xanobbl 1
3a8BKN (3adBnNeHusl) Ha okasaHue ycnyr (npoueccoB), cOornacHo npunoxeHuto N5 K
HacTosWwmMM EQMHbIM cTaHgapTaMm B popme 3MEKTPOHHOIO AOKYMEHTa NyTeM 3anofiHEHNUS
9KpaHHbIX dopm Beb-uHTepdenca oduunanbHOro camta ¢ obssaTenbHon AOns
3anosfiHEHUSI KOHTaKTHOM WHQopMauMen M npeanodTuTenbHbiM CNocobomMm nonyyvyeHus
oTBeTa. B akpaHHbIX dhopmax Beb-uHTepdenca oduunanbHOro canta obecnednsaerca
BO3MOXHOCTb NPUKpennaTb dannbl ¢ maTepuanammu no obpailieHuto. Mpun HanpaBneHun
obpalleHns Yepes3 ykasaHHbI MHTepdenc notpebutenb OOMmKeH ObiTb yBeOOMSIEH O
NNaHOBLIX CPOKax paccMoTpeHns obpalleHusi ¢ ykasaHnemMm perncTpaumoHHOro Homepa
obpalueHus;

6) 3anonHeHns NocpeacTBOM 3KpaHHOM (hopMbl BEG-UHTepdenca oduumnanbHOro
canTa aHKeTbl NoTpebuTtens ana onpoca C Lenbl OLEHKN KayecTBa OKasblBaeMblX yCryr
CEeTeBOW opraHmsauum n obecnyxmneanus notpebutens;

B) nonyyeHuss notpebutenem cBedeHUM O cTaTyce paccMoTpeHusa obpalleHus,
HanpaBnNeHHOro B CETEBY OpraHn3auuio;

r) BBoO4a MOTpebuTenemMm TeKywmux MoKasaHun npubopoB yyeTa INEeKTPUYECKOn
aHepruu;

O) HanpaBneHusi noTpedbutenem yBeOOMIEHUS B CETEBYK opraHmsauuto ob
NCNOSTHEHUM UM MEPONPUATUIA, NPEeAYCMOTPEHHbIX TEXHUYECKMMWN YCINOBUSAMU,;

€) npeaocTaBreHus notpebutensm:

CBeLEHWI O cTaTyCce pacCMOTPEHNS 3asBKM (3aaBneHnd) notpebutens Ha okasaHue
ycnyr, NnogaHHOW B CETEBYIO OpraHn3auuio, C ykasaHMeM faTbl MOCTYNIIEHUS 3a8BKU N ee
perMcTpauymMoHHOro Homepa, AaTbl HanpasBneHus 3adaBuTento MNoLMMCAaHHOrO ceTeBou
opraHunsaumen gorosopa 06 okasaHun ycrnyru,

CBeOJeHUN O cCTaTyce WCMOSIHEHNS O0roBopa oOKasaHuA YCNnyrm C ykKa3aHuem
NSaHOBbLIX CPOKOB MCIMOSIHEHUSA, 3a UCKITIOYEHMEM [OroBOPOB Ha OKasaHwe ycnyrm no
nepegaye oanekTtpuyeckom asHeprmn. CeegeHust nNo goroBopam 06 OCyLECTBEHUU
TEXHOSTOMMYECKOro NPUCOeaNHEHNS OOSHKHbI BKOYaTbh MHopMaLmMio O AaTe 3aKnovYeHns
[OoroBopa, XoAe BbIMOMIHEHUA CeTeBOWM oOpraHu3auuen TEXHUYECKUX  YCIOoBUM,
pakTU4ecKOM  MNPUCOEeANHEHUWN, COCTaBfIEHUMM W NOAMNUCAHUN  OOKYMEHTOB O
TEXHOSTOMMYECKOM NPUCOEeaANHEHNN;

CYETOB Ha onsiaty ycnyr no TEXHOSIOrMYECKOMY MPUCOEANHEHMIO;

CcBeZleHUI 0 NokasaHMsIX NPUBOopPOB yveTa MO TOYKaM ydeTa ANeKTPUYECKON IHEPTUN
noTpedbutensa un CcTaTUCTUKE NOTPEeONeHnss JNEKTPUYECKOM SHEepPrMm Ha MOMEHT
nocneaHero CHATUA CETEBOM OpraHmsaumen Takmx rnokasaHuin unm BBeLEHUS NOKasaHumn
npubopa yyeTta noTpebutenem caMoCTOATENLHO;



CBEAEHUN O CcTaTyce paccMoTpeHusa obpalleHusi, HanpaBfieHHOro B CETEBYIO
opraHusaumio B 95IEKTPOHHON hopMe.

37. JocTtyn K nuyHOMYy KabuHeTy noTpebuTensa ocyliecTBnseTcs nocne BBoAa
noTpedbutenem CBOUX MAEHTUMUKALMOHHbBIX JaHHbIX: UMEeHU (STornHa) u napons u (unun) no
perncTpaumMoHHOMY HOMEpPY 3asiBKM Ha OKasaHue ycnyr (OTAeNbHbIX NpoLeayp) 1 naposnto,
KOTOpbl€ BblgatoTca notpebutento:

a) Npy O4HOM obpalleHnn B CETEBYIO OpraHn3auuio;

6) No NnMCbMeHHOMY 3anpocy noTpebutens;

B) nocne 3anofHeHus noTpedbutenem skpaHHoW opmbl Beb-MHTEpdenca
odnumanbHOro canta ceTeBon opraHmsaunm perncTpaunu.

38. Paspen 'loTtpebutenam” oduumanbHOro canta CEeTEBOW OpraHusaumm
pekomeHayeTcs paspabaTbiBaTb B COOTBETCTBMM C npusoxeHuem N 6 K HacToswmm
EovHbim cTaHgapTam.

IV. Mpuem u paccmoTpeHue obpalleHMn noTpedutenen

39. MNoTpebutensm obecneunBaeTca pacCMOTPEHNE 0OpaLLEHNI B YCTAHOBMEHHbIE
CPOKMW.

40. CeTeBasi opraHusaumsa npu paccMOTpeHun obpalleHnn noTpebutenen
obecneumBaeT nNpuemMm M perucTpauuio NocTynmMBLLEro B agpec CeTeBOW OopraHusauuu
obpaweHns notpebutenda (B MNUCbMEHHOW, ONEKTPOHHOW, YyCTHOW dopme, C
ncnonb3oBaHnemMm TenedoHHon cBasn). lNpu pernctpauumn obpalweHna dgukcnpyeTcs
KOHTaKTHas WHgopMaums notpedbutens, gata NOCTynfeHnsa obpalleHna N BXoOALnin
perncTpaLmoHHbI HOMep obpalleHuns.

41. CeTeBas opraHusauust HanpaensieT NoTpeduTento oTBET MO CYLECTBY Ha €ro
obpalleHune B crieaytoLmne CpoKu:

a) oTBET Ha NUCbMeHHoe obpalleHne noTpebutensa Ha GymakHOM HocuTene - B
TeyeHne 30 gHEN cO AHA perucTpaumm obpalleHuss CeTeBOW OpraHu3auunen, B crnyyae
€CIn HOE He NpeayCcMOTPEeHO 3akoHoaaTenbCcTBOM Poccurickon denepaunu;

6) obpalleHne noTpebuTens, HanpaBfleHHOE C MCMNOSb30BaHMEM OdULMANBHOro
canTa B popMe 3NEKTPOHHOrO JOKYMEHTA, - B CPOKM, yKa3aHHble B npunoxeHmm N 5 K
HacToawmMM EguHbiM cTaHgapTawm,

B) OTBET Ha obpawieHne noTpedbutenss ¢ mMcnonb3oBaHWEM TenedOHHON CBA3N
NpeaocTaBnsieTCa HenocpeAcTBEHHO B MOMEHT obpalleHnsa notpebutens. B cnyvae
HEBO3MOXXHOCTU MpPeaocTaBUTb OTBET B MOMEHT obpalleHuss notpebutens paboTHUK
CEeTEBOW OpraHu3aLmn 3anmcbiBaeT KOHTAKTHYH MHdbopMaLmio noTpebutena u He nos3gHee
4 YyacoB C MOMEHTa perucTpauumn obpalleHms npeaocTaBnsaeT oTBeT noTpebutento;

r) ecnu obOpaiweHne noTpebutens ¢ wucnonb3oBaHWEM TenedOoHHON CBA3MN
COOepXnUT xanoby u akTbl, W3NOXeHHble B Takon xanobe, TpebywT aHanuaa
mMaTtepuarnoB rno obpatieHno notTpedbutens, paboTHMK CeTEBOW OpraHn3aLnn, NPUHSBLLUNA
TenedOoHHbIN BbI30B, OhopMIiseT xanoby B hopmMe 3NEKTPOHHOIrO JOKYMEHTA, KOTOPbI
perncTpupyetca B ycTaHoBreHHOM nopsgke. Cpok oTBeTa noTtpebuTento no Takown
Xanobe He gomkeH npesblwaTtb 30 gHEN COo AHA permcTpaumm obpalleHns;

A) OoTBeT Ha YycTHoe obpalweHne noTtpedbutenda B oduc obcnyxusaHus
notpebutenen npenocTtaBnsieTCAd HENOCpPeACTBEHHO Mpu noceleHun noTpebutenem



oduca. B crnyvyae HEBO3MOXHOCTM NpeaocTaBneHns oTeeta Ha obpalleHne notpebutens
MPpY OCYLLECTBIIEHMM OYHOrO obBCnyxmBaHus noTpebutens, a Takke ecnu obpalleHune
notpebutena cogepXut xanoby u akTbl, U3NOXeHHbIe B Takon xanobe, TpebyioT
aHanuM3a martepuanoB no obpaiieHuo notpebutensi, paboTHUK CETEBOW OpraHusauumm
AOIDKEH NpeanoXmnTtb NoTpebuTento HanpaBuTb B CETEBYK OpraHM3aumio NUCbMEHHOE
obpalueHne mnn opopmntb obpalleHme B oduce o6CNyXMBaHMUS Ha TUMNOBOM OraHke.
[Mocne 3anonHeHusa n nognucaHna notpebutenem 6naHka obpalleHnsa Takoe obpalleHne
pernctpupyetcs. Cpok oTBeTa Ha Takoe obpalleHne He AomkeH npesbiwaTb 30 AHen co
OHS1 pernctpauumn obpatlleHus.

42. B cnyyae ecnu wusnoxeHHole B obpalleHMn noTpebutensa BOMNPOCbl He
OTHOCSITCA K KOMMNETEHUUN CETEBOW opraHu3auuu, paboTHMK CEeTEeBOW OpraHmsauumn He
nosgHee 5 paboymx gHen co aHNA pernctpaumm obpalleHmns nHdopmMmmpyeT notpebutens o
HEBO3MOXHOCTW NPeAoCTaBieHMs eMy OTBEeTa MO CYLLECTBY U3NOXEHHbIX B 0bpalleHnn
BOMPOCOB 1 COOBLLAEeT KOHTAKTHYO MHPOPMaLMIO OpraHn3aumi, K KOMANETEHLNN KOTOPbIX
OTHOCSITCA Takue BOMpPOCHI.

43. ObpalleHne notpebutens o npegocTtaBreHUN CnpaBOYHOM MHGOpPMaUUK U
(M)  KOHCyNMbTaUUM CUYMTAETCA PACCMOTPEHHbIM, €Cnv MNoTpedbuTento HanpaeneH
(npegocTaBneH) OTBET C 3arnpalimMBaeMon nHpopmaLmen.

44. ObpawieHne noTpebuTtens, cogepxatiee xanoby, cuntaeTcss pacCMOTPEHHbIM
ceTeBOM opraHusaunen, ecnu:

a) yctaHoBrieHa o60CHOBaHHOCTb (HEOBOCHOBAHHOCTL) 3asiBMEHUS O HapyLleHUK
npaB WM OXPaHSIEMbIX 3aKOHOM WHTEpecoB mnoTpedbutens, B TOM 4ucne O
nNpeaocTaBreHnn yCnyr HeHagnexallero Ka4yecTBa;

6) B cnyyae HeobGxogMmocTm no o6ocHOBaHHbIM anobam onpenenexsbl
MeponpuaTUS, HanpaBfeHHble Ha BOCCTAHOBMNEHWE HApYLUEHHbIX NpaB UM OXpaHAeMbIX
3aKOHOM MHTEpecoB NoTpebutens (ganee - KOPPEKTUPYOLLME Mepbl);

B) HanpaeneH (NpeaocTaBneH) OTBET NOTPeOUTENo NO 06paLLEHNIO:

B Cnyyae npusHaHWa xanobbl HeobOoCHOBaHHOM B OTBETE MNpPenoCcTaBnAlTCSs
aprymeHTUpOBaHHbIE pPa3bsCHEHUS B OTHOLWUEHWM OTCYTCTBMSA OCHOBaHWM Ons ee
YAOBITETBOPEHNS;

B Cryyae npusHaHus xanobbl 060CHOBaHHOM B OTBETE NOTPebuUTEeNio ykasbiBatoTcs,
KakMe npaBa WM 3aKOHHbIE MHTEpPeChbl NOTpedbutensa nognexaT BOCCTAHOBMEHUIO U B
kKakoM nopsigke. Ecnu no xanobe Heobxoanma peanusauusi KOPPEKTUPYIOLWNX Mep, B
oTBETE NOTPebUTENto yKasbiBaeTCA NNaHMPYEMbIA CPOK UX peanu3aLmm.

45. PaccmoTpeHune obpauweHns He npousBoautcs (C yBegomreHumem o6 3Tom
noTpeduTens) B cnyyasx:

a) ecnu obpalleHne CoOaepPXMT HELEH3YPHbIE NMNMOO OCKOPOMTENbHbIE BbIPaAXEHUS;

6) ecnu B obpalieHnn COAEPXKUTCSA BOMPOC, HA KOTOPbLIN AaHHOMY noTpebutento
ycnyr yxxe Obln npegocTaBrieH OTBET MO CYLECTBY B CBA3M C paHee HanpaBneHHbIMU
obpaweHmsamn, M npu 3ToM B OOpalleHun He npuBOoAATCA HOBble O0BOAbI UMK
00CTOATENbCTBA;

B) €CniM OTBET MO CYLLECTBY NOCTaBfIEHHOro B 0OpalleHnm Bonpoca He MOXET BbITb
AaH 6e3 pasrnaweHusi CBEAEHWUN, COCTaBMSKOLWMX KOMMEPYECKYD TaWHy WU UHYIO
OXpaHAEeMYL0 3aKOHOM TanHy.

46. PaccmoTpeHune obpalleHus (6e3 yegomneHus notpebutens) He Npon3BoanTCs
B Cry4asix, ecnvM TeKCT MUCbMEHHOro obpalleHna He noagaeTca MNPOYTEHUD MU B



O6paLLl,eHVIVI OTCYTCTBYIOT KOHTaKTHbl€ laHHbIE, Heobxoaumble Ans HarpasJlieHnAa oTBeTa.

V. OcobeHHOCTU 0OCnyXnBaHuA NoTpedbuTenen Nnpum okasaHum ycnyr no
TEXHONOrM4eCKoMy NpucoeauHeHUo

47. CeTeBasi opraHusaumsa obecneumBaeT noTpedbutenam - pusmyecknm nuuam,
MakCumManbHasi NPMCOeANHEHHAs MOLHOCTb SHEPronpUHMMAalOLLNX YCTPOMCTB KOTOPbIX
coctaBnseT Ao 15 kBT BkNOUNTENBLHO (C Y4€TOM paHee NPUCOEANHEHHbIX B AAHHOW TOYKe
NpUCoOeaNHEHNS SHEPTONPUHMMAKOLWLMX YCTPOMUCTB), BO3MOXHOCTb:

a) BbICTaBMNEeHUs cvyeTa Ha onnaTy YCnyrn no TEXHOMOMMYECKOMY MPUCOEOVNHEHMIO
cnocobamu, OonyckawwWmMMM BO3MOXHOCTb WX YyOaneHHoW nepegaym (no4rta, ceTb
NHTepHeT), no xenaHuo notpebutens;

6) BHeceHMa nnaTbl NO [OOroBopy 0O OCYWECTBMEHUN TEXHONOrMYEeCKoro
NPUCOEeaNHEHNS K 3rneKTpudeckmum cetam 6e3 onnatbl KOMUCCUN.

MpunoxeHne N 1

K EAUHBLIM cTaHOapTam KadecTBa
ob6cnyxXmnBaHnsa ceTeBbIMU OpraHM3auusaMmn
noTpeduTteneun ycnyr ceteBbIX opraHu3aumm

MacnopTt
ycnyru (npouecca) ceTeBoM opraHmM3auum

HauMeHoBaHue ycnyru (npouecca)

Kpyr zasBurejeir”: .
PasMep MJIaTH 3a& MNpelnocCTaBjieHMe yciyru (mpolecca) M OCHOBAHME ee B3UMAaHUA!

YcnoBua okazanmsa yciyru (mpouecca) **:
PesysibTaT okaszaHuda yciuyru (npouecca):
OBumii cpok okaszsaumsa yciayru (mnpouecca):

CocTap, [OCJENOBATEJILHOCTE M CPOKM OKazaumsa ycayru (mpolecca):

N n/n Otan | CogepxaHunel/ycnosus dopma Cpok Cchbinka Ha
aTana npefocTaBrieH | UCMOMHEHN | HOPMAaTUBH
na A bIn
npaBoBOW
akT
1
2
KoHTakTHas NHpopmaLms ans HanpaBneHus

obpalleHnn***:




* YKasblBalOTCA N1ua, KOTOpble MOTYT NOYYUTb AAHHYIO YCyry.

** OnucaHwe ycrnoBUIW, MpW KOTOPbIX OKasaHwe ycnyru (mpouecca) CTaHOBUTCSA
BO3MOXHbIM (NpefocTaBneHne BCeX HEOOXOAUMbIX AOKYMEHTOB, Hanuyne uandeckomn
BO3MOXXHOCTU OKasaHus ycnyru (npouecca) n ap.).

*** YKa3bIBalOTCH KOHTAKTHbIE JAHHbIE NNL, KOTOPblE MOTYT AaTb UCYEPMbIBAOLLYIO
nHpopmaumio 06 okasbiBaeMon ycnyre, NpuHATL xanoby Ha agencteusa (6esgencrame)
nogpasgeneHnsa (paboTHMKA) CEeTEeBOW OpraHuM3aumn, 3aHATOrO0 B OKasaHuW YCryru,
YNOSTHOMOYEHHOK OpraHa WCMNOMHUTENbHOM BNACTW, OCYLLECTBNAIOLWEro Haa30pHbIe
YyHKUMN 32 AeATENbHOCTBIO CETEBON OpraHM3aLmm.

MpunoxeHne N 2

K EAMHbIM cTaHpaapTam KavyecTBa
o6CcnyX1MBaHUA ceTeBbIMU OpraHM3auusamMm
noTpebuteneun ycrnyr ceteBbIX OpraHu3aumum

Tpeb6oBaHus
K opraHusaumm ocpucoB ob6CrnyKMBaHUA NoTpeduTenen ceTteBbIMMU OpraHn3aLuamMm

1. Npun obopyaoBaHUM LLEHTPOB 0BCNYXMBaHUS NoTpebutenen B KNMEHTCKOM 3are
NpoOn3BOANTCA 30HMPOBaAHWE MOMELLEHUS, obecnednBaloLllee ero pasgerieHne Ha aBe
30HbI: KNWEHTCKYK N 30HY pasMeLleHns paboTHUKOB, OCYLLECTBRALWNX 0O6CnyKmMBaHme
notpeburenen.

2. UeHTpbl obcnyxuBaHus notpebutenen cHabxarwTcsa WMHEGPOPMAaALNOHHBLIMN
Tabnuykamun (BbiBECKAMM) C NTIOrOTUNOM CETEBOM OpraHn3aumm:

a) Ha BXo4e B 3[aHMe pasMellaeTcs BbiBecka C MHGOpMaunen: HammeHoBaHune
CEeTEBOW oOpraHuMsauuu, MNoYTOBbIM agpec, rpadumk paboTbl LeHTpa obBCnyKMBaHUS
notpebutenen, agpec SNEeKTPOHHOW MoyTbl, TenedoH uUeHTpa obcnyXneaHus
noTpedutenemn n ropsyen NMHUN No BONPOCaM 3NEKTPOCHabXeHs1 CETEBOWN opraHM3auunu;

6) B NOMeLLEHNN - BbIBECKN C 0B603HAYEHMEM MECT OYHOro Npuema notpebutenen,
CNYXeBHbIX MOMELLEHNI, HE NpeaHa3HaYeHHbIX AN OYHOro npuema notTpebutenen;

B) B KIMMEHTCKOM 3are - BbIBECKM Ha OKHax OBCnyxmBaHus noTpebutenen okoro
pabovnx mect paboTHUKOB.

3. B knueHTCKOM 3ane ueHTpa obcnyxmnBaHusa notpebutenen opraHnM3yeTcs 30Ha
oXngaHua ans notpebuTtenen, no3esonsoLllan pasMecTuTb NnoTpebutenen B NMKoOBbIE OHU
(4acbl) npuema. MNnowaab 30HbI OXXNMOaHUA COCTaBnaAeT He MeHee 4 KBagpaTHbIX METPOB
Ha ogHoro paboTHuMKa, obcnyKMBatoLero noTpebutens (ogHoOro okHa obenyxmeaHug). B
30He oxuaaHusa obecneumBaeTcs Hanuyune medenu Ans UCnonNb3oBaHUs NoTpebutenamm
BO BpEMS OXWOAHUA: HE MeEeHee OAHOro Cuasiyero mecrta Ha OaHoro paboTHMKa,
obcnyxmBatowero notpebutena (o0AHOro okHa o6CNyXMBaHUS), He BKIOYas cuasyme
MecCTa HernocpenCcTBEHHO ANS npuema noTpedutenen, oTaenbHOro crtona u ctyna ans
0hOpPMMEHNA JOKYMEHTOB BO BPEMSA OXUAAHUS, KAHLENAPCKUX NPUHAONEXHOCTEN.

4. 30Ha O0XXnagaHus KNMEHTCKOro 3ana ocHalwlaeTcss UHPOPMaLMOHHBIMU CTEHOAMM C
HeobOxogumon Ona notpebutena wmHdopmauuen B cooTBeTCcTBUM co CtaHpgaptamu
packpbiTUs MHGOPMaUnM cybbekTamym ONTOBOrO U PO3HUYHLIX PbIHKOB 3S1IEKTPUYECKON
9Hepruu, yTBEpXXAEHHbIMM nocTtaHoBreHnem [pasutenbctBa Poccunckon depepaumm



oT 21 auBapsa 2004 r. N 24, a Takke cO crneaytoLlen nHpopmauymen:

4.1. rpadouk paboTbl ohuca obcnyxusaHna notpebutenen;

4.2. NOYTOBbIN agpec W 3NEeKTPOHHbIN agpec oduunanbHOro canTa CeTeBOw
opraHusauuu, agpec aMneKTPOHHOW MoYyTbl, TenedoHHble HoMepa LeHTpa obcnyxmBaHUs
notpebutenen n ropsyen NMHUM NO BONPOCaM 3EKTPOCHabXeHNs ceTeBOn opraHmnsaunm,
MO KOTOPbIM OCYLLECTBASIETCA 3a04yHOe obcnyxmBaHue noTpedbutenen, TepputTopus
obcnyXnBaHna ceTeBon opraHnsaumnu;

4.3. NnopsaoK nogaym u paccmoTpeHus obpalleHun notpebutenen, cogepxalimnx
Xanobbl Ha OEeNCTBUA CETEBOW OpraHu3aumu, C YKasaHMEM CPOKOB pPacCMOTPEHUS
obpalleHni 1 npeaocTaBeHns OTBeTa;

4.4. NOPsSAOK M CPOKU 3aKn4veHus gorosopa o6 okasaHuM ycnyr no nepegade
SNEeKTPUYECKON  3Hepruu, npedycMOTpeHHble  3akoHogaTenbcTBoOM  Poccumnckon
depepaumu;

4.5. nopagok nofayv 3asiBKM Ha TeXHOSIormyeckoe rnpucoeauHeHue, OCHOBHbIE
aTanbl U CPOKM €e pPacCMOTPEHUSA, CBeEHUS, KOTopble JOIMKHbI CoaepXaTbCs B 3asiBKe,
TpeboBaHMs K npunaraeMblM K HEN JOKYMEHTaM;

4.6. Tapudbl Ha ycnyru no nepegaye areKTpUYECKoOn 3HEPrnmn Ha TekyLwmin nepuos,
perynupoBaHns C YyKasaHMemM WCTOYHWKa oduumnanbHOro onybriMkoBaHUa pelleHus
opraHa MCNonHUTEsbHOW BriacTn B 06nacTu rocygapCTBEHHOrO perynmpoBaHusi TapndoB
cybbekTa Poccuiickon ®epepaunm;

4.7. Tapudbl Ha TexHONOrMyeckoe MnpUCOeaVHEHNE Ha TeKylWun nepuos
perynupoBaHns C YyKasaHMemM WCTOYHWKa oduumnanbHOro onybriMkoBaHua pelleHus
opraHa MCMNoNHUTENbHON BriacTn B 06acTu rocygapCTBEHHOIO perynmpoBaHmst TapndoB
cybbekTa Poccuiickon ®epepaunm;

4.8. 6raHkM TUNOBbLIX AOKYMEHTOB MO TEXHOSIOrMYeckoMy MpUCoeuHEHUI0, Ha
oKasaHue ycnyr rno nepegave afekTpudeckon aHeprum un npoyee;

4.9. nopsALOK OCyLWEeCTBNEHMUSS KOMMEPYECKOro yyeta ceTeBbiMU OpraHM3aunamm, B
TOM uyucne TpeboBaHMs K MecTaM YCTaHOBKM NPUOOPOB y4deTa, CXeMbl NOAKIOYEHUS U
MEeTPOrorMyeckme xapakTepucTmku npubopos yyeTa;

4.10. HaumeHoBaHue NpMbopoB y4veTa, YCTAaHOBKY KOTOPbIX OCYLLLECTBIISIET ceTEBas
OopraHu3aumsi, UX CTOMMOCTb 1 CTOMMOCTb paboT No UX yCTaHOBKE;

4.11. EguHble cTaHgapTbl kayecTBa O6GCMNyXMBaHUSA CeTeBbIMW OpraHu3aunamu
notpebutenen ceTeBblX OpraHn3auun;

4.12. nacnopT ycnyr ceTeBon opraHn3auuu,

4.13. KHUra »xanob n npeanoXxeHunin.

5. MNMpn HeobxoanmocTh B LeHTpe obcnyxunsaHna notpedbutenen obecneynsaeTcs
HanuMyme nnaTexHoro TepMnHana ang onsiatbl yCnyr ceTeBon KOMMNaHuW.

6. Ecnu B KknneHTCckOM 3ane obcnyxumBaHuMe ocyulecTBnsaetcsa 6onee uvem 4
paboTHukamm (6onee 4em 4 OKHa o0OCnyXMBaHWs), 30HaA OXuaaHus obopyayeTtcs
SNEKTPOHHOW  CUCTEMOW  ynpaBrieHMst  odepenbito,  KoTopas  npefHasHayeHa
ONTMMU3MPOBATb MOTOKM noceTutenen. WHCTpykUMa no  SKcnsyaTaumm  CUCTEMbI
ynpaBneHus o4epeabio U cxema pasmeLLarnTcs Ha MHPOPMaLMOHHOM CTeHAE.

7. TlomeweHne ueHTpa  obcnyxuBaHna  noTpebutenen  obopyayeTtcs
NPOTUBOMNOXapPHOW CUCTEMOU, CPeLCTBAMU MOXAaPOTYLLUEHUS, a TaKKe LieHTparnn3oBaHHOM
CMCTEMOM OMOBELLEHNSA NoceTuTenen n paboTHMKOB LeHTpa 0B6CNyXnBaHus 0 noxape u
OPYrUX KPU3UCHBIX CUTyauUsX.



8. B nomeweHun ueHTpa obecnyxusaHma notpebutenen obecneumaeTca Hanmumne
MMTbEBOWN BOAbI, anTEYKW.

9. B ueHTpe obcnyxumBaHus notpebutenen obecneumBaeTcs 6e3o0macHOCTb
notpeburtenen n paboTHNKOB.

10. B 3pgaHunm ueHTpa obcnyxuBaHus notpebutenen obecneuvvmBaeTcs OOCTYnN
noceTuTenien B CaHyssbl.

11. B oTHOWeEHUN NYHKTOB OBCNyXmBaHus notpebutenen ceteBas opraHusauus
obecneumBaeT TpeboBaHUA NyHKTOB 2, 4, 8, 9 HacTosAwero nNpunoxeHuss K EouHbIM
cTaHgapTam.

Kpome Toro, B nyHkte obcnyxmBaHua obecneymBaeTcs Hanuume mebenu ans
MCNONb30BaHNA NOTPEBUTENAMMN BO BPEMS OXMAAHUSA: HE MEHEE OAHOr0 CMASYEro MecTa
Ha ogHoro paboTHuKa, obcnyxmBatoLero noTpebutena (0gHOro okHa obCnyXnBaHusl), He
BKMOYas cnasume mMecta HenocpeacTBEeHHO Ans npuema notpebutenen, ctona u ctyna
Ans oopmneHnss JOKYMEHTOB BO BPEMSI OXWAAHMSA, KaHLUENSPCKUX MPUHaANEeXHOCTEN
(py4kn, bymara ans sanumcen).

MpunoxeHne N 3

K EAMHbIM cTaHaapTam KavyecTBa
o6cnyXMBaHUA ceTeBbIMU OpraHM3auusamMm
noTpebuTenen ycnyr ceteBbIX OpraHu3aumum

OCHOBHbIe AeNCTBUSA CeTeBOW opraHusauum npu ocyLecTBNeHMn O4YHOro
obcnyXuBaHuAa notpedbuTtenen B opmucax oocnyxmBaHus notpeodutenen

N OCHOBHbIE ENCTBUSA CETEBOWN OpraHn3aumm npu ocyLecTBIEHNN O4YHOIo
obcnyxmBaHma noTpedutenen B opucax obenyxmsaHna notpedurenen
1 Mpuem n pernctpaums o4HoOro obpalleHns noTpedutens, permcrtpauus

KOHTaKTHOW MHpopMaLmM NoTpebuTens, NpoBepka KOPPEKTHOCTU
0ohopMIeHUs 3aABOK Ha OKasaHue YCryr, KOMMNNEKTHOCTM JOKYMEHTOB U
MONHOTbI CBEIEHUI B 3aAiBKE B COOTBETCTBUM C TPeOOBaHUAMU
HOPMAaTMBHbIX MPABOBbIX AKTOB!

1.1 npuem xanobbl noTpebutens B nMCbMeHHON hopme
1.2 npuem 3aaBKW/3adaBNEHNsS Ha OKa3aHue ycnyr B MMCbMEHHON hopMme, B
TOM YuCne:
1.2.1 3a8BKM Ha TEXHOMNOrn4Yeckoe npucoeanHeHue
1.2.2 obpalueHus notpebutensa o NpoaneHnn cpoka AENCTBUS paHee
BblJaHHbIX TEXHWUYECKNX YCITOBUN
1.2.3 3adBNneHnsa 0 BOCCTAaHOBNEHNN paHee BblAaHHbIX TEXHUYECKUX YCNOBUN,

yTpaTa KOTOpbIX HAacTynuna B CBA3W C NUKBMAALMEN, peopraHu3aumnen,
npekpalleHeM AesaTenbHOCTN NpeXHero Bnagensua (3assutens),
npoaaxen 06BHEKTOB U MO MHLIM NPUYMHAM

1.24 yBeOOMJIEHUA O 3aKITloYeHUN cornalleHnsa o nepepacnpegeneHum
npucoeanHEHHON MOLLHOCTH
1.2.5 3asiBMEHNS Ha 3aKntoYeHne gorosopa 06 okasaHuu ycnyr no nepegade

3JIEKTPUYECKON SHEPTUM




1.2.6

3anpoca o corfacoBaHun MecTa yCTaHOBKU npubopa y4yeTa, cxembl
noaKnoYeHnsa npubopa yyeTta n MHbIX KOMMNOHEHTOB N3MEPUTESbHbIX
KOMIMIEKCOB M CUCTEM y4eTa, a TakKe METPOSOrMYEeCKNX XapakTepUCTUK
npnbopa yyeTa

1.2.7

3as1BKM 0 HEOH6XOQMMOCTN CHATUA NOKa3aHUK CyLecTByoLero npmbopa
yyeTta

1.2.8

3adBKM Ha OCYyLLEeCTBJIEHNE O0MNYyCKa B SKCMJiyaTayunto rlpM6opa ydqyeTa

1.2.9

3aaBreHns Ha 0bopyaoBaHNE TOYKM NOCTaBKN Npubopamu yyeTa

1.2.10

3asBKM Ha YCTAHOBKY, 3aMeHY 1 (Mnn) akcnnyaTauuo npubopos y4eTa

1.3

npuem coobLieHnn o 6e3noroBopHoM (6e3yyeTHOM) NoTpebneHnm
3NEKTPUYECKON IHEPTUMU, O XULLLEHUN OOBHEKTOB ANIEKTPOCETEBOIO
X0381CTBa

MpveM nokasaHuih NpBoPOB y4eTa INEKTPUYECKON SHEPTUM

WIiN

lMpenoctaBneHne cnpaBoO4YHOW MHOPMaLUKM O OEATENBHOCTUN CETEBOM
opraHusauum no Bornpocam okasaHud ycryr ceTeBon opraHuMsaumm, B TOM
yucne npegocTaBieHne TMNOBbIX OPM JOKYMEHTOB

[MpenocTaBneHne KOHCYyNbTauuim No Bonpocam okasaHusa yCryr ceTeBomn
opraHusayuu.

B cnyyae otcytcTBUMS MHopMauum y paboTHMKA, OCYLLECTBNSAIOLErO
OYHbIN NpUeM, ANna NpeaoCcTaBeHns KOHCYNbTaunn paboTHUK
perncTpmpyeT NMCbMeHHoe obpalleHne, OTBET Ha KOTOpPOe
npegocTasnsercsa B TedeHue 30 gHen

MpepocTaBneHne nHpopmaumm o ctatyce UCMNONHEHUS 3asiBKM Ha
okasaHue ycnyr (npolecca), 4oroBopa OKasaHus ycnyr, paCCMOTPEHUS
obpallieHusi, cogepxawero xanoby

Bblgaya gokyMeHTOB noTpebutensam, B TOM YMCre JOrOBOPOB Ha
oKasaHue ycnyr, KBUTaHUuin, cHeToB-(hakTyp Ha onnaty yCcnyr,
AOKYMEHTOB MO pe3ynbTatamM oka3aHus ycnyr (akToB), akToB 6e3y4eTHOro
(6e3goroBopHOro) NOTpebneHnst ANEKTPUYECKON IHEPrum

MpepocTaBneHne nHpopmaunm o NpUYMHax N CPoKax MraHoBbIX
NnepepbIBOB Nepeaayn 3r1eKTPUYECKOM SHEPTX, NPUYMHAX
HecobniogeHus TpeboBaHUn kK NapaMeTpaM ee ka4yecTBa, O AaTe U
BPEMEHM BOCCTAHOBNEHUS Nepeaaydn 3anekKTpuYeckon aHeprum, a Takke
06 obecneyvyeHnn COOTBETCTBUSA Ka4yeCcTBa ANEKTPUYECKON SHEPIUN
TpeboBaHMAM 3aKOHO4ATENLCTBA.

Mpun OTCYTCTBMM MHpOPMALMKN Yy pabOTHUKA HA MOMEHT NoCeLLeHNs
paboTHMK NpeaocTaBnseT OTBET NOTpebuTento He No3gHee 4 4acoB C
MOMEHTa perncrpauunmn obpalleHus ¢ 3anpocom. Ecnun obpalueHue
COAEPXKUT Kanoby 1 nanoxeHHole dakTbl TPEOYIOT aHann3a maTtepuarnos,
TO paboTHWK NpeanaraeT NOTpebuTento HanpaBWTb B CETEBYHO
opraHm3aumio NMCbMeHHoe obpalleHne B hopMe 3NEeKTPOHHOTO
AOKYMEHTa unm oopM1Tb obpalleHne Ha TUMNoBOM GriaHke npu
noceLleHnun, oTBeT npegocTtaenseTca B TedeHme 30 gHen

Mprnem nnaTtexen 3a okasaHue ycnyr (B LeHTpax ob6CcnyKmBaHms
notpeburenen)

Bblgaya nHOnBMnayasnbHOro J1IorMHa v napongd Aand goctyra B NNYHbIN




kabuHeT noTpebutens

10

MpoBeaeHue LieNeBbIX ONPOCOB, aHKETUPOBaHUSA NoTpebutenen ans
OLIEHKM KayecTBa OkasblBaeMbIX YCNyr U 06CnyKMBaHUS

MpunoxeHune N 4

K EAUHBLIM cTaHOapTam KadecTBa
o6Cny>XUBaH1A ceTeBbIMU OpraHn3aumusimMu
notpebuTenen ycrnyr ceteBbIX OpraHu3aumum

OCHOBHbIe AeNCTBUSI CeTeBOW OpraHu3auum npu ocyLecTBNeHMU 3a04YHOro
o6cnyXuBaHua noTpedutenen ¢ Mcnosnib3oBaHmem TesiehOHHOM CBA3MU

N

OCHOBHble AeICTBUSA CeTEBOW OpraHn3aLun Npu OCyLLLECTBNEHUN 3a04HOMO
obcnyxusaHua notTpebuTener nocpeacTBOM TenedOHHOW CBSA3U

1

Mpuem, pernctpaund, obpaboTka BXOASLLMX BbI3OBOB NoTpebutenen ¢
3anpocom crnpaBoYHOM MHGOpMaLMK, No BoNpocamM npeaocTaBreHunst
oTBeTa notpebutento n 3anucu notpebutenen Ha npvem B opuc
obCcnyXnBaHusi No BONpPocam:

1.1

ocyLlecCTBlieHNAa TeXHOIOrm4eCckoro npucoegnHeHmnA

1.2

OKa3aHusA yCJiyr no nepepgade ANEeKTPUYECKON IHEPTUM

1.3

opraHu3aumm y4eta aneKkTPU4eckom aHeprum

1.4

obcnyxmBaHna noTpebutenen

1.5

MONy4YeHNss KOHTaKTHON MHAOPMaLUN CETEBOW opraHm3aummn u
opraHusauuii, paboTarLLnx B cdhepe SHepPreTUKM Ha TeppUTopun
[eATenbHOCTN CETEBOW OpraHn3aLum

Mpuem, peructpauns, obpaboTka BXOASALLMX BbI3OBOB NOTpeduTenei no
BOMPOCaM KOHCYNbTaLuWi U NpefocTaBneHus OTBeTa NoTpeduTento

Mprem nokasaHuin NpnBOPOB ydeTa MNEKTPUYECKON IHEPTUN B Criyvasix,
npeaycMoTpeHHbIX OCHOBHLIMM MOSIOXKEHUAMU PYHKLMOHNPOBAHUS
PO3HUYHbBIX PbIHKOB 3NIEKTPUYECKON SHEPTUMN, YTBEPXKOAEHHbBIMM
nocrtaHoBneHuem lNpaButenbctea Poccunckon deagepaunm ot 4 mas
2012 r. N 442

Mpuem, pernctpauns, obpaboTka BXoasLLMX BbI3OBOB NoTpeburtenemn c
coobLieHnem o 6e340roBOpHOM U 6esyyeTHOM noTpebneHum
3MEKTPUYECKON IHEPIUM, a TaKKe O XULLEHUMN OOBEKTOB ANIEKTPOCETEBOIO
X034NUCTBa CETEBOW OpraHn3ayumm

4.1

Mpuem, pernctpaund, obpaboTka BXOASLLMX BbI3OBOB NoTpebutenen ¢
coobLLeHeM O HECOOTBETCTBUM KayeCcTBa dNEKTPUYECKON SHEPrm
TEXHUYECKUM perfiaMmeHTam 1 HbIM obsa3atenbHbiM TpeboBaHNAM.
lMepepava ykaszaHHbIX COOOLLEHMI OnepaTUBHOMY NepcoHany ceTeBou
opraHmsauum (npm Heob6xXoaMMoCTH)

4.2

Mpuem, pernctpauus, obpaboTka BXoasaLLNX BbI3OBOB NotTpebutenemn c
coobLeHMeM O NpeKpaLLeHns nepegadn aneKTPMYeCcKomn SHEPruu.
[Mepenaya ykasaHHbIX COOOLLEHUI onepaTUBHOMY NepCcoHany CeTeBOM
opraHmsaumm (npm1 HeobxoaMMoOCTH)




5 MpueM, pernctpaums, o6paboTka BXOAALLMX BbI30BOB NoTpebuteneii ¢
3anpocoM MHopMaLuK O NaHNPYEMbIX CPOKaxX BOCCTAHOBIEHUS
nepeaaydn aneKTpUYecKor aHeprum, no Bonpocam obecneyeHms
COOTBETCTBUSA Ka4ecTBa 3MEeKTPUYECKON SHEPrUM TEXHUYECKUM
pernameHTam v UHbIM 0653aTenbHbIM TpeboBaHMAM

6 OcylLLecTBNEHME UCXOASLLMX BbI30BOB ANsl yBeAOMIeHUst noTpebutenei
006 aBapuiiHbIX CUTyaLUSIX B SNEKTPUYECKNX CETSX, PEMOHTHbIX U
npodmnakTnyecknx paboTtax B NopsiaKe U CPOKM, YCTAaHOBIEHHbIE
[IOrOBOPOM Ha yCryru no nepenade anekTpu4eckon aHeprm

7 OcylLiecTBNEHNE UCXOAALLMX BbI30BOB A1 yBeAOMIEHUs NoTpedutenei
MPW OCYLLECTBIEHNM TEXHOINOIMYECKOTO NPUCOeANHEHUS, OKa3aHUs ycnyr
Mo nepegave aNeKkTPUYECKOM SHEPTUN U NMPU OCYLLIECTBIEHUN
KOMMEPYECKOro y4yeTa aneKTpUYecKon aHeprum

8 OcyuiecTBreHme ncxoasmx BbI30BOB Af1s1 OTBETa NOTpeduTensm Ha
obpalleHns, Ha KOTopble He BbINo BO3MOXHOCTU NPeAoCcTaBUTb OTBET
HEenocpeaCTBEHHO NpU NOCTYNNeHnn obpalleHus

9 Mpuem, pernctpauns, obpaboTka BXoasLMX BbIZOBOB NoTpeburtenen,
cogepxXxalumnx xanoby, n npegocTaBneHne oTeeTa NnoTpebuTento
10 MHdopmaumnoHHoe B3anMogencTene ¢ onepaTuBHbIM NepPcoOHanom

ceTeBOW opraHusaumm npy NocTynneHn obpalleHnin No Bonpocam
HECOOTBETCTBUS Ka4ecTBa NEKTPUYECKOM SHEPTUN TEXHUYECKUM
pernameHTam v UHbIM 06s13aTeNbHbIM TpeboBaHMAM, NePEPLIBOB,
NpeKpalleHns nepenaydm areKkTpUYeckon aHeprm nHopmaumm
aBapPUNHBIX 1 NNAHOBbLIX OTKIMIOYEHNSIX NEKTPOIHEPTUM

11 MpoBeaeHue LieNeBbIX ONPOCOB, aHKETUPOBaHUSA NoTpebutenen ans
OLIEHKM KayecTBa okasblBaeMbIX YCNyr U 06CnyKMBaHUS

MHdopmaumsa 06 n3MeHeHusX:

lMpukazom MuHsaHepeo Poccuu om 6 anpens 2015 e. N 217 8 npusoxeHue 8HeCEeHb!
U3MeHeHUs
CmM. mekcm npusoxxeHus 8 npedbidyuw,el pedakuyuu
MpunoxeHne N 5
K EAUHBLIM cTaHOapTam KadecTBa
o6cnyX1MBaHUA ceTeBbIMU OpraHM3auusamMm
noTpebuteneun ycnyr ceteBbIX OpraHu3aumum

OcCHOBHbIe AeNCTBUSI CeTeBOW OpraHu3auum npu ocyLecTBNeHMU 3a04YHOro
o6cnyXuBaHuAa notTpedutenen ¢ ucnosnb3oBaHMem cetu UHTepHeT

C U3MeHeHnsiMU n AOMNOJIHEHUAMMU OT:

6 anpena 2015 .

N OcHoOBHble OeNCTBUS CETEBON NHTepaKkTnBHLIN Cpok ncnonHeHus
opraHusauum npu cepBuc
OCYLLECTBJIEHUN 3a04YHOIO




obcnyxmBaHna notpebutenen B
cetn NHTepHeT

1 Mpnem obpalyeHunn NHTepHeT-npuemH | B TeyeHue 15 gHen
notpebutenen c 3anpocom asi, JIMYHbIN CO OHS
CrnpaBoYHON MH(popMaLmm Yyepe3 | kabuHeT oTnpasrieHns
WHTEePaKTUBHbIE 3JTEKTPOHHbIE notpebutens obpaLyeHus
dopMbl, NpeocTaBneHne oTeeTa
notpebutento un 3anucb
noTpebutenen Ha npuem B ochuc
obcnyXunBaHnga No Bonpocam:

1.1 OCYLLEeCTBEeHUs
TEXHOSOrM4yeCcKoro
npucoegnHeHns

1.2 oKasaHus ycrnyr no nepefaye
9J1IEKTPUYECKOWN SHEPTUU

1.3 opraHusauum yyeta
SNEKTPUYECKON IHEPrum

1.4 obcnyxunBaHna notpebutenen

1.5 KOHTaKTHOW MHdopMaLmnm
CeTeBOW opraHu3auum un
opraHusauui, paboTtarowmx B
chepe aHepreTukn

2 Mpuem obpaweHnn NHTepHeT-npuemMH | B TeueHue 15 gHen
notpebutenen no sBonpocam asi, NMNYHbIN CO OHA
KOHCYNnbTauun 4yepes KabunHeT oTrnpaBneHus
NHTEPaKTUBHbIE SNEKTPOHHbIE notpebutens obpaLleHus
dopMbl U NpefocTaBneHne
oTBeTa notpeburtento

3 Mpuem xanob notpedbutenen NHTepHeT-npuemH | B TeueHue 30 gHen
yepes UHTepPaKTUBHbIE asi, JIMYHbIN CO OHS
9NEeKTPOHHbIE (POpMbI U KabunHeT oTrnpaBneHus
npegocTaBlfieHne oTBeTa notpeburens obpalleHus
notpebutento

4 [Mprnem 3aaBku/3aaBneHns Ha
oKasaHue ycnyr yepes
NHTEPaKTUBHbIE SNEKTPOHHbIE B TeyeHne 1 gHA co
dopMbl, B TOM YMCne: OHSA oTNpaBneHns

4.1 3a8BKN Ha TexXHoIorn4eckoe obpalleHuns B
MPUCOEANHEHVE K 3NEKTPUYECKUM | o o oo | CITYYae
ceTaMm KOMMNNEKTHOCTH

notpebutens

4.2 3as1BKM O HEOHXOANMOCTU CHATUSA AOKYMEHTOB U1
NnokKasaHuM CyLLeCTBYIOLLEero NOSNTHOTbI CBeAEeHUN
npubopa yyeta B

4.3 3asiBKM Ha OCYyLLeCTBreHune 3asiBKe/3asiBreHnn

Aonycka B aKcnnyataumto
npubopa yyeta




4.4 3asBrieHns Ha obopyaoBaHue
TOYKM NOCTaBKM Nnpudopamm
yyeTta

4.5 3a8BKW Ha YCTaAHOBKY, 3aMEHY U
(unn) akcnnyaTtauuto npnbopos
yyeTta

5 [Mpnem yepes NHTepPaKTUBHLIE NHTepHeT-npueMH | B TeyeHune 1 gHs co
9I1EKTPOHHbIE POPMb asi, MNYHbIN AHS OTNpaBneHns
coobueHni 0 6e300roBOPHOM KabuHeT obpaLeHus
(6esyyeTHOM) NnoTpebneHum notpebutens
ANEKTPUYECKON SHEPTUM,

XULLLEEeHN 0O BEKTOB
9J1IEKTPOCETEBOIO X03ANCTBA

6 Mpuem nokaszaHum npmbopos JInyHbIN KaBUHET B TeyeHne 1 gHA co
yyeTa 3f1eKTPUYECKON 3HEPTUm notpeburens OHS1 OTNpaBneHns

obpalleHus

7 MpenoctaBneHne nHgpopmaunm o | JinyHbin KabnHet B TeyeHune 1 gHA co
cTaTyce UCMOSTHEHUS 3adBKN Ha notpeburens OHS OTNpaBneHuns
okasaHwue ycnyr (npouecca), obpalleHus
JOroBopa oKkasaHus ycrnyr

8 [MpenocTtaBneHne nHpopmaumm o | MHTepHeT-npnemH | B TeyeHne 1 gHA co
cTaTyce pacCMOTPEHUS asi, NMUYHbIN OHS OTNpaBfeHns
obpalleHus, cogepxallero kKabunHeT obpalleHus
xanoby noTpebutens

9 [MpenocTtaBneHne aNeKTPoHHbIX | JInYHbIN KabuHeT B TeueHune 15 gHen
KOMUM JOKYMEHTOB notpeburens CO OHs
noTpeduTenam no pesynbtatam oTnpaBneHus
OKasaHus ycnyr (akToB), akToB obpalleHus
6e3y4deTHOro (6€340roBopHOro)
noTpebneHns ANeKTpn4eCcKon
9Heprum

10 Bblgava nHgmeBmngyanbHoOro NHTepHeT-NpuemH | B TeyeHne 1 gHs co
NOrMHa 1 Napons ans goctynas | as OHS 3anofnHeHns
NNYHbBIN KabMHET NoTpedbuTens perncTpaumoHHOM

doopmbl

11 YpaaneHHbI 4OCTYyN K NOKa3aHUAM | JIMYHbIN KabuHeT [Mpu 3anpoce
npubopa yyeTa no Toukam yyeta | notpeburtens
9NEKTPO3HEPrnn noTpedurtens,
cTaTuctmke notpebnenus (npu
HanM4yMmM CUCTEMbI ydeTa C
yAaneHHbIM CO0pOM AaHHbIX)

12 [MpenoctaBneHne cHeTOB Ha JInYHbIN KAOUHET B Teuenune 15 gHen
onnarty ycnyr no notpebutens CO OHS
TEXHOMOrM4eckomy oTnpaBneHus
NPUCOENHEHNIO obpalleHus

13 [MpoBegeHue uenesbix onpocosB, | MHTepHeT-npuemMH | Ha nocTosiHHOM




aHKeTMpoBaHus noTpebutenen
OS5 OLEHKWN KavecTBa
oKa3blBaeMbIX YCIyr u
obcnyxmBaHus

as, NUYHbIN
KabuHeT
notpebutens

OCHOBE

14.1

[MpepocTaBneHne nHgopmaumm o
MNPUYMHAXxX N cpoKax MiaHOBbIX
(BHEMMNAHOBbLIX) OrPaHNYEHNAX
pexuma notpebnenuns
9NEKTPUYECKOWN SHEPTUN
(MoLHOoCTKN) NoTpebutenen, a
Takke 0 AaTe N BpeMeHu
BOCCTaHOBIIEHMS
9NEKTPOCHAabXeHus

JINYHBbIN KabuHeT
notpebutens

B TeueHne 1 gH4a

14.2

[MpenocTtaBneHne nHgpopmaummn o
npuYMHax HecobnogeHus
TpeboBaHui K NnapameTpam
KayecTBa 3NeKTpU4ecKon
SHEPrnn, 0 MeponpUATUNAX U1
paboTax, Heob6xoaumMbIx Ans
obecneyeHuns COOTBETCTBMS
Ka4yecTBa 3N1EKTPMUYECKON SHEPTUM
TpeboBaHMAM 3aKOHOAATENLCTBA

B Teuenue 15 gHen
CO [HS
oTnpaBneHus
obpauieHus. Ecnu
N3MNOXEHHbIE PaKTbl
TpebyloT aHanm3a
mMarepuanos, TO
CpOK
npenocTaBneHuns
oTBeTa MOXeT ObITb
npoanexH go 30
OHen

MpunoxeHne N 6
K EAMHbLIM cTaHgapTaMm KavyecTBa

o6cnyXMBaHUA ceTeBbIMU OpraHM3auusamMm
noTpebuTenen ycrnyr ceteBbIX OpraHu3auum

CTpykTtypa

pasgena "lMoTtpedbutenam” odumumnanbLHOro canta ceTeBon opraHmsauum

HavnmeHoBaHue CopnepxaHue OnucaHue
nogpasgena
TeppuTtopus O6uas MepeyeHb 30H AeATEeNbLHOCTN CETEBOM
obcnyxunsaHus MHpopMaLns opraHusauuu ¢ getanvsaumen no
ceTeBoW HaceneHHbIM MyHKTaM 1 paoHam ropoos,
opraHusauum onpeaensieMblX B COOTBETCTBUM C

rpaHnLamMmn 6anaHcoBoi NPUHAANEXHOCTU
3MNeKTPOCEeTEeBOro Xo3AncTBa,
Haxodllerocs B CO6CTBEHHOCTU ununana
UMW NpUHaanexatllero eMy Ha MHOM
3aKOHHOM OCHOBaHUK




TexHun4yeckoe
COCTOSIHME ceTen

CBefleHNsa 0 TEXHUYECKOM COCTOSIHUM
ceTen, B TOM Yucre:

1) cBogHbIe AaHHbLIE 06 aBapUHbIX
OTKINIOYEHNAX B MECAL, NO rpaHuuam
TeppuTopuanbHbIX 30H AeATENLHOCTU
opraHuMsauum, Bbi3BaHHbIX aBapuUsiMn Unu
BHEMMAHOBbLIMU OTKMIOYEHNSMUN 0O BHEKTOB
9NEeKTPOCEeTEBOro XO35MCTBA, C YKasdaHMeM
AaTbl aBapMMHOro OTKIOYEHUS 00BHEKTOB
3M1IEKTPOCETEBOr0 X0O341MCTBA U BKITOYEHUS
nx B paboTy, NpuYnH aBapun (No ntoram
paccnegoBaHus B yCTaHOBMEHHOM
nopsagkKe) 1 MeponpusTU No nx
yCTpaHeHuo;

2) o6beM HeOMOCTaBNEHHON B pe3yrnbTaTte
aBapUHbIX OTKIMIOYEHUN 3IEKTPUYECKON
3Hepruu;

3) BBOZ B PEMOHT U BbIBOL U3 PEMOHTA
3NeKTpoceTeBbIX OOBbEKTOB C YyKazaHneMm
CPOKOB (cBOgHas Hopmaums)

MNepenava
aneKkTpuyeckomn
3Heprum

Ob6was NHdopmauus o nepegaye anekTpruyeckon
NHopMaLms O 3Heprum, cxema B3anMoaenCcTBmS
nepenaye YYaCTHUKOB MO Nnepegaye anekTpo3Heprum
aneKkTpu4eckomn

3Heprum

HopmaTuBHblE lMepeyeHb akTyarnbHbIX HOPMATUBHbIX
AOKYMEHTbI AOKYMEHTOB

MacnopTa ycnyr [MepeveHb nacnopToB BCEX yCNyr
(npoueccos) (npoueccoB), okasblBaeMbIX

(ocywecTBngeMblX) ceTeBOW opraHu3aunen
noTpebutenam nNpu nepegayve
3ANEKTPUYECKON SHEPTUM

Tunosble opMbI
OOKYMEHTOB

®opMbl TUMOBbLIX AOFOBOPOB Ha OkasaHue
yCnyr no nepegaye aNekTpuYecKom 3Heprmm

Tapudbl Ha ycnyrm
Nno nepepave

Tapudsbl Ha ycrnyru no nepenave
3NEKTPUYECKON SHEPTUM Ha TEKYLL M

3NEKTPUYECKON nepuon perynnmpoBaHus C ykasaHnem

3Heprum NCTOYHMKA OhbmumanbHOro onybnmkoBaHms
peLlleHns opraHa UCMONHUTENbHOW BlaCcTu
B 0611acTu rocyaapcTBEHHOIO
perynupoBaHust TapudoB cybbekTa
Poccuinckon depepaummn

banaHc 1. OTNycK 351IeKTPNYECKON IHEPTUN B CETb U

3NEKTPUYECKON OTMYCK ANEKTPUYECKON SHEPTUM U3 CETU

3Heprum n CETEBOW KOMMAHNN NO YPOBHAM

MOLLHOCTU HaNPs>KeHUN, NCNONb3yeMbIM AN




LeHoobpa3oBaHuA, NoTpedbuTensam
3IEKTPUYECKON SHEpPrum u
TeppuTopuanbHbiM CETEBLIM
opraHmsauusim, NPUCOeMHEHHbIM K CETAM
CEeTEBOW opraHmMsauum.

2. O6bem nepegaHHON SNEKTPOIHEPTUN MO
AoroBopam o6 okasaHuu ycnyr rno
nepefaye afekTpu4eckon aHeprum
noTpebutensam ceTeBon opraHnsauuun B
paspese YPoOBHEN HaNPSXKEHUN,
ncnonb3yemMblX aAns LueHoobpasoBaHus.

3. [NoTepn aneKkTpu4eckom aHEPTNN B CETHX
ceTeBOW opraHmsaumm B abCONOTHOM U
OTHOCUTENBHOM BbIPaXXEHUM MO YPOBHAM
HaNpPsKEHUS, NCMONb3yeMbIM 4SS Lenen
LLeHoobpa3oBaHuUs

3aTpaTtbl Ha
onnaTy noTepb

1. 3aTpaTtbl ceTeBOM OpraHu3auunmn Ha
MOKYMNKY NOTEPb B COOCTBEHHbIX CETSIX.

2. YpoBeHb HOPMATUBHbIX NOTEPb
3IEKTPUYECKON SHEPrUM Ha TEKYLL M
nepuopg C ykazaHMeM UCTOYHMKA
ony6nvkoBaHua pelueHuns ob
YCTaHOBEHUN YPOBHSA HOPMATUBHbIX
noTepb.

3. lNMepeyeHb MeponpuUATUN MO CHMKEHWUIO
pa3MepoB NoTePb B CETHAX, a TaKKe O
CpoKax UX UCMNOSTHEHUSI N UCTOYHMKAX
doMHaHCMPOBaHUS.

4. 3aKynka ceTeBoW opraHm3aumnen
3MEKTPUYECKON IHEPTUM AN KOMMNEeHcaumn
noTepb B CETAX U €e CTOMMOCTM.

5. Pa3smep paktnyeckux nortepso,
onnadynBaeMblx NOKynaTensmu npu
OCYLLECTBIEHNN PacYeTOB 3a
3NEKTPUYECKYHO SHEPIUIO NO YPOBHAM
HanpsHKeHus

TexHonornyeckoe
npucoeanHeHne

Obwas NHdopmauus o npoueaype

MHGOpMaLKs O TEXHONOrMYecKoro npmucoeanHeHms. Cxema
TEXHONOIMYECKOM | B3aMOAENCTBUS Y4aCTHUKOB MpoLecca
NPUCOEeANHEHUM

HopmaTnBHble MepeyeHb akTyanbHbIX HOPMATUBHbIX
[OKYMEHTbI [IOKYMEHTOB MO TEXHOJOTMYECKOMY

npncoeanHeHuo

MacnopTa ycnyr
(npoueccos)
npoLeccos

MepeyeHb ycnyr (npoueccos),
OKa3blBaeMbIX (OCYyLLECTBNSEMbIX) CETEBON
opraHusauumen notpebutenam npu




TEXHOJIOTrM4YeCKOM rnpmncoegnHeHnmn

Mopsagok
BbIMNOJSTHEHUS
MEPONpUATUN,
CBSI3aHHbIX C
npucoeguHeHnem
K ceTsim

MopsiAoK BbINONTHEHUS TEXHONOMMYECKUX,
TEXHUYECKUX N APYTUX MEPONPUSATUN,
CBSI3@HHbIX C TEXHOJTOTMYECKNM
NpucoeanHEHEM K 3NTEKTPUYECKUM CETSAM,
BKINtoYas nepeyvyeHb MeponpusiTun,
HeobXoaMMbIX OJ1S1 OCYLLECTBIEHUS
TEXHOMNOrMYECKOro NPUCOeAMHEHNS K
3MNEKTPUYECKNM CETSIM, U NOPSOOK
BbIMNOSTHEHNSI 3TUX MEPOMNPUATUI C
yKa3aHWeM CChISTOK Ha HOPMaTMBHbIE
NpaBOBbI€ aKTbl

Tunosble OpMbI

TunoBble POPMbI JOKYMEHTOB Ha

AOKYMEHTOB TEXHONOrn4Yeckoe NpmMcoeanHeHne no
KaXkgow rpynne 3agasuteniemn
Tapudbl Ha Tapudbl Ha TEXHONOrMYeckoe
TEXHOMOrM4yeckoe | NPUCoOeAnHEHME Ha TEKYLLMIA nepuos
npucoeanHeHne perynmpoBaHus C ykazaHMeM UCTOYHMKA
odmumanbHOro onyonmMKkoBaHus peLLeHns
opraHa UCrnonHUTENbLHOM BNacTu B obnactu
rocygapCTBEHHOro perynmpoBaHus
Tapudos cybvekTa Poccuinckon
depepaumn
CeeaeHunsa o CBeaeHunsa o Hannimnm odobema cBoboaHOM
Hann4yum AnNsi TEXHONOrMYEeCcKoro NpUcoeanHeHNs
MOLLIHOCTM, noTpebuTenen MoWHOCTN Ha 06beKTax
cBobogHom ansd 3MEKTPOCETEBOIO X0O35MCTBA C yKa3aHMEM
TEXHOSOMMYECKOro | TekyLero o6bema MOLHOCTU Ha TaknUX
npucoeanHeHns obbekTax (0TAEeNbHO NO KaXXA0MYy OOBEKTY)
CsepgeHusi o 1. CBegeHunsa o Konm4yecTse 3asiBOK U

NodaHHbIX 3asiBKax
Ha
TEXHOOrM4Yeckoe
npucoeanHeHue,
3aKIOYEHHbIX
[l0roBOpax u
BbINOSTHEHHbIX
NpPUCoeaNHEHUSX

obbeme MOLLHOCTU, HeoBXoANMOM ANA UxX
yOOBNETBOPEHMUA.

2. CBeeHunsa 0 KonmyecTae
aHHYNMPOBaHHbIX 3asiBOK Ha
TEXHONOrN4Yeckoe NpMcoeanHeHue.

3. CBegeHunst 0 BbINOSTHEHHbIX
npucoeanHeHnsx n obbeme
NpPUCOeaANHEHHOW MOLLIHOCTW.

4. CBeaeHUs 0 3aKIoYeHHbIX gorosopax 0o
OCYLLIECTBNEHNN TEXHONOIMYECKOIO
NPUCOEANHEHNS K NTEKTPUYECKUM CETAM C
yKaszaHneM obbema npucoegnHaeMomn
MOLLIHOCTW, CPOKOB W NaTbl MO KaXXgoMmy
A0roBopy.

Kommepueckuin
yyeT

Obwasn
NHpopMaums

Ob6was nHdopmauus o nopsiake
OCYLLECTBIIEHNSA KOMMEPYECKOro yyeTa




aneKkTpuyeckomn
3Heprum

HopmaTusHble
AOKYMEHTbI

[MepeyeHb akTyaribHbIX HOPMATUBHbIX
AOKYMEHTOB MO OCYLLECTBIIEHUIO y4eTa
3JIEKTPUYECKON SHEPTUM

MacnopTa
npoueccosB

MepeyveHb BCcex ycnyr (npoueccos),
oKasblBaeMblIX (OCYLLEeCTBNAEMbIX) CETEBON
opraHu3aumen N0 KOMMepPYECKOMY yyeTy

TvnoBble dopMbI
AOKYMEHTOB

TunoBble POPMbl JOKYMEHTOB

TpeboBaHus K
opraHusaumm
yyeTa

TpeboBaHusa K MeCTam YCTaHOBKMU
NpuBOopOoB y4eTa, cxeMe NOAKMYEHUSs U
METPOSIOMMYECKNM XapaKTePUCTUKAM
npnbopoB y4eTa 6e3 ykasaHus Ha
TOBapHbIE 3HAKK, 3HAKN 0OCNyXMBaHUS,
hbMPMEHHbIE HAMMEHOBAHWS, NATEHTHI,
nonesHble MoAEeNu, NPOMbILLSIEHHbIE
obpasupbl, HaMMeHOBaHNA MECT
npoucxoxaeHns npubopos yyeTa nnm
HaMMeHOBaHUSA NpounsBoanTenen npndopos
yyeTa

O6cnyxnBaHune
notpebutenen

Odwucebl
obcnyxmBaHug
notpebutenen

1. MNMoyToBbIE agpeca n rpacuk paboThbl
oduncos obcnyxusaHna notpebutenen.

2. TeneoHHbIE HOMepa 3a04YHOro
obcnyXmnBaHMs nNo Bonpocam
TEXHONOrM4YeCcKoro NpucoeanHeHns,
nepegayvn areKkTpPMYECcKon IHEPTnnN n
OCYLLECTBIIEHUSA KOMMEPYECKOro yyeTa.

3. ONEeKTPOHHbLIN agpec ceTeBon
opraHusauuu ans HanpasneHus
obpaLleHunn notpedbutenen no
31eKTPOHHON dhopMme.

4. damMunuu, nHMumansl JOSMKHOCTHbIX Nn,
OTBETCTBEHHbIX 3a 00cnyxusaHune
notpebutenen ceteBon opraHMsaunmn.

5. dopma 3anncu Ha OYHbIN NpUem B opuc
obcnyxmBaHmsg

3ao4Hoe
obcnyxmBaHue
nocpencTBOM
TenedoHHOM
cBa3n (EouHbIn
LeHTp 0bpaboTku
BbI30BOB)

TenedOHHbIE HOMEpa 3a04HOro
obcnyxmBaHMa No Bonpocam
3MEeKTPOCHabXeHUs1, OCYLLLECTBEHNSA
TEXHONMOMMYECKOro NPUCOEaNHEHMS,
nepegadun afeKTPUYEeCKon 3HEPIrUm n
OCYLLECTBIIEHNSA KOMMEPYECKOro yyeTa.
[MepeyveHb BONPOCOB, MO KOTOPbIM
noTpedUTENDb MOXET MOMYYNTb CNIPaABOYHYIO
NHOPMAaLMIO N KOHCYSbTaUMio Npu
obpalleHnn no ykasaHHbIM TeriePOHHbIM
HOMepam




NHTepakTnBHas
obpaTtHas cBs3b
(MHTEpHeT -
npnemMHas)

B pybpuke pasmeLaoTcs MIHTEPaAKTUBHbIE
3MEKTPOHHbIE hopMbI C 06dA3aTenbHOM Ans
3arofiHeHUs1 KOHTaKTHOW MHJDOpMaLNEN U
npeanoyTUTenbHbIM CNocoboM NosnyvyeHns
oTtBeTa. [1pn HanpasneHun
obecneymBaeTcsi BO3MOXHOCTb
NPUKPeNnsaTb oannbl ¢ MaTepmuanamm no
obpalleHuio.

OIeKTPOHHbIE hopMbl NpegycmaTpuBaloT
cnegyowme kateropmm obpalleHui:

1) 3anpoc cnpaBoOYHOM
NHOPMaUUU/KOHCYNbTaUMWK;

2) obpauieHne, cogepxallee xanoody;

3) coobuieHne o 6e300roBopHOM
(6esyyeTHOM) noTpebneHnn
3MEKTPUYECKON IHEPTUM;

4) onpoc noTpedbutenen (aHkeTa
notpebutens).

B pybpuke obecneymBaeTcs BO3MOXHOCTb
nony4yeHnsa notpedbutenem ceeaeHun o
cTaTtyce paccMoTpeHust obpalleHus,
HanpaBfIEHHOrO B CETEBYH OpraHn3aumto B
3J1IEKTPOHHON dhopme

HopmaTusHble
AOKYMEHTbI

1. NepeyeHb HOpMATUBHbLIX NPAaBOBbIX
aKToB, perynmpyroLwmx npoueaypy
OKasaHus (OCyLLEeCTBIIEHNS) CETEBOM
opraHusauuen ycnyr (npoLeccos)
noTpeburtensam.

2. MHdopmauuns o nopsake nogayvm u
CpoOKax paccMoTpeHns obpaLleHnn
noTpebuTenen, Npm 3TOM CPOKn
paccMOTpeHus obpalleHnst He JOMMKHbI
NpeBbILAaTb CPOKKU, ONpeaeneHHble
AENCTBYHOLWMMM HOPMaTUBHbLIMU
NPaBOBbIMU aKTaMW.

3. Nopsigok paboTbl B NMIMYHOM KabuHeTe
notpeburens

JInyHbIN KabnHeT
noTpeburtens

JInyHbIN KABUHET NoTpebuTtens
npeaocTaBnseT agpecHyo nHopmaumo
noTpebutensam, B TOM Ymcne nHpopmaumto
0 X04€e NPOXOXOEeHMs 3TanoB
paccMOTpeHus 3asBkM NoTpedutens n
NCNonHeHust gorosopa (NocTynreHne
3asiBKW, BblAavya TEXHUYECKNX YCIOBUN,
3aKIIlo4eHne 4oroBopa, UCMNoNHeHne
aorosopa, haktmyeckoe NpucoegnHeHue)




Bonpocbl 1 oTBETHI | B pybpurke pasmeluatoTcs 4acTo
3aJaBaeMble BOMPOCHI, BO3HMKAIOLINE Y
noTpebuTenen, n OTBETbI Ha HUX

MHdopmaumsa 06 naMeHeHusX:

lMpukazom MuH3Hepao Poccuu om 6 anpensa 2015 e. N 217 EOuHble cmaHdapmbl
Kadecmea OO0rMoJIHEeHbI MpuioXeHUem 7

MpunoxexHne N 7

K EAMHbIM cTaHaapTam KavyecTBa

ob6cnyxXnBaHusa ceTeBbIMU

opraHusauusamMmum notpedutenen ycnyr

ceTeBbIX OpraHM3auum

UHdopmaumsa o kauecTtBe 06CnyXKMBaHUA notpedutenen ycnyr

3a roq
(HaMmMeHoBaHVe CeTeBO opraHMU3aLmn)

1. O6wan nidopmauma o ceTeBOM opraHusaumm

1.1. KonuyectBo noTpebutenen ycnyr ceTteBoM oOpraHusaumm (ganee -
notpebutenu) c pasbuBKOM MO YPOBHAM HaNpPsHKEHUS, KaTeropmsam HageXHOCTH
notpebutenen n tTuny notpebutenen (pusnyveckne unu rpUanHeckne nuua), a Takxke
ONHaMMKa MO OTHOLUEHWIO K rofy, npejlecTByloleMy OTYETHOMY, 3anofiHaeTcs B
NPOM3BOSIbHON hOpPME.

1.2. KonuyectBo TO4YEK MOCTaBKM BCEro M TOYEK MOCTaBKW, OBOPYAOBaHHbIX
npubopamMm yyeTa OInEKTPUYECKOM SHepruu, C pasbuBkon: usnyeckne nuua,
topugmyeckme nuua, BBOAHblIE ycTponcTBa (BBOAHO-pacnpenenurenibHoe YCTPOWCTBO,
rMaBHbIA pacnpeaenuTesibHbIA WNT) B MHOMOKBapTUpHble AoMa, 6ecxo3siiHble 06beKTbI
SNEeKTPOCeTEeBOro X03aMcTBa, NPUbopbl y4eTa ¢ BO3MOXHOCTbIO AUCTaHLMOHHOro cbopa
AaHHbIX, @ TakkKe OMHaMMKa MO OTHOLWIEHUIO K rofdy, npewecTByroLlweMy OTYETHOMY,
3anornHsaeTcs B NPON3BOSIbHOM (bopMe.

1.3. WHdopmauma o006 obbekTax 9neKkTpoceTeBOro  XO35AWCTBa CeTeBOW
opraHmsauuu: anvHa Bo3gyLHbIX NuHUA (ganee - BI1) n kabenbHbIx nuHuin (ganee - KI) ¢
pa3burBKOM NO YPOBHSAM HanpshKeHusi, KonmyectBo noactaHuun 110 kB, 35 kB, 6(10) kB B
OWHaMuKe OTHOCUTENbHO roda, npeflecTBYOLWEro OTYETHOMY, 3arofiHAeTCcd B
Npon3BoNbLHON hopme.

1.4. YpoBeHb (h1M3M4eCKOro n3Hoca 0O bEKTOB 3MEKTPOCETEBOrO X034MCTBa CETEBOW
opraHu3aumm ¢ pa3dbrBKON MO YPOBHSAM HaNPsKEHUS MU MO TMNam o0opyaoBaHUs, a Takke
OWHaMuMKa MO OTHOLUEHWIO K roay, npeawecTByoweMy OTYEeTHOMY, 3anosfiHAeTCs B
NPON3BONbHON OpMe M BblipaXkaeTcs B NPOLEHTax MO OTHOLEHUD K HOPMaTUBHOMY
CPOKY CnyX6bl 06 bEKTOB.

2. UHdbopmauma o ka4yecTBe ycryr no nepenaye 3fieKTpPNUYECKOU aHeprum



2.1. NokasaTtenu ka4yecTBa ycnyr rno nepenade anekTpMyYecKom aHeprum B LLIENOM Mo
CeTeBOW OpraHusauum B OTYETHOM Nepuoe, a Takke AMHAMMUKA MO OTHOLLEHWUIO K roay,
npeaLwecTByOLEMY OTYETHOMY.

N lNokasaTtenb 3HaveHune nokasaTtens, roapl
N-1 N OnHamunk
(TekyLum a
nron) N3MeHeH
ns
nokasarte
ns
1 2 3 4 5
1 MokasaTenb cpegHen NpPoaAOIIKUTENBHOCTU

NpeKkpalleHn nepegadn  dNeKTpuy4ecKon
aHeprmumn \!lsai

1.1 BH (110 kB u BbILWwe)
1.2 CH1 (35-60 kB)
1.3 CH2 (1-20 kB)
1.4 HH (go 1 kB)

2 NokasaTenb cpeaHen YacToThl

NpeKkpalleHn nepegadn  dNeKTpuy4ecKon
smeprim (Msur

2.1 BH (110 kB u BbIWwe)
2.2 CH1 (35-60 kB)
2.3 CH2 (1-20 kB)
2.4 HH (go 1 kB)

3 [MokasaTenb cpefHen NMpoaoIHKUTENBHOCTU

NpekpalwleHnn nepegadn  ANeKTPU4EeCcKou
3HEepruM, CBSA3AHHbIX C  MPOBEAEHMEM
PEMOHTHbIX paboT Ha obbekTax
3IEKTPOCETEBOrO0  XO35MCTBA  CETEBOM
opraHmsauum (cmexHon ceTeBou
opraHmsauum, MHbIX BrnagenbLueB 06bEKTOB

NIEeKTPOCETEROro X03siicTaa) (sl )

3.1 BH (110 kB u BblLWwe)
3.2 CH1 (35-60 kB)
3.3 CH2 (1-20 kB)
3.4 HH (go 1 kB)

4 NokasaTenb cpeaHen 4acToThl

NpekpalleHnn nepefadn  AreKTPUYECKou
9HEprnMn, CBA3AHHbIX C  MNpOBEeAEHNEM
PEMOHTHBbIX pabot Ha obbekTax
3MEeKTPOCETEBONO  XO38MCTBA  CETEBOW
opraHmsauunm (cMmexHoW ceTeBou




opraHmsauum, UHbIX BragenbueB 06bEKTOB
3r1EKTPOCETEBOIO XO3AMNCTBA)

(HSAIFI,rmaH)
4.1 BH (110 kB u BbILWwe)
4.2 CH1 (35-60 kB)
4.3 CH2 (1-20 kB)
4.4 HH (go 1 kB)
5 KonuyecTtBo crnyyaeB HapylleHus KavecTsa

3IEKTPUYECKON 3HEepPrun, noaTBepXOeHHbIX
aKTaMy KOHTPONUPYIOLWKMX OpraHnsauum wu
(Mnu) pelweHns MK cyaa, LTYKKU

5.1 B ToM uucne Komm4ectBO  criyyaeB
HapylleHna  KadecCTBa  3IEeKTPUYECKOU
3HeprMm no BWHE CEeTEBOW OpraHu3auum,
NoOTBEPXOEHHbIX aKTaMU KOHTPONPYOLLINX
opraHmsauum wn (unn) pelleHnaMmn cyaa,
LUTYKW

2.2. PeNTNHr CTPYKTYpHbIX €OUHUL, CeTEeBOM OpraHusauum no KadecTBy OKasaHus
ycrnyr no nepegade SNeKTPUYECKOW SHEPruu, a TakkKe Mo KadeCTBY JNeKTpuyeckom
SHeprnum B OTYETHOM Nepuoae.



N CTpyKkTypHa NokasaTenb cpegHen NokasaTenb cpegHen NokasaTenb cpegHen NokasaTenb cpegHen [MokasaTenb KayecTBa [MnaHnpyem
s eguHnLa NPOAOIMKUTESNTBHOCTY 4acTOoTbl NpeKkpaLLleHnmn NPOAOIMKUTESNTBHOCTY 4acTOoTbl NpeKkpaLLleHnmn OKasaHus ycrnyr no ble
ceTeBoOm npekpaLleHnn nepegaym | nepenayvn dNeKTpuyeckon npekpaLleHnn nepegaym nepegayu anekTpmyeckomn nepenade MepPOnpUATH
opraHmsaum | 9NeKTPUYECKOn SHepPruu, aHeprun, sar ANEKTPUYECKON IHEPTUM, 3HEeprum, CBA3aHHbIX C ANEKTPUYECKON SHEPTUM 4,
n Hsaipy CBsI3aHHbIX C NpoBeAEHNEM | NPOBEeAEHNEM PEMOHTHbIX (oTHOLWEHKNE obLuero HanpaBrieHH
PEMOHTHbIX paboT Ha paboT Ha ob6bekTax yucna ble Ha
obbeKTax anekTpoceTeBOro 3M1EKTPOCETEBOIO 3aperncTpmpoBaHHbIX NoBbILLIEHNE
X03ANCTBa CETEBOM X038MCTBa CETEBOM cny4yaeB HapyLleHus KayecTBa
opraHusayum (CMexHou opraHu3auum (CMeXHOW | KadecTBa 3NIEKTPUYECKON |  OKa3aHus
CeTeBOM OpraHn3aunu, NHbIX | CeTeBOM OpraHu3auunuy, 9HEeprnmn no BuHe ycnyr no
BnagenbueB 00 beKTOB WHbIX BnagenbLes CEeTEBOW opraHmsauum K nepepaye
3M1EKTPOCETEBOIO obbekToB MakcumasnbHoOMy 9NEKTPO3HE
X0351CTBA), 3r1IEKTPOCETEBOIO Konn4ecTBy prum, ¢
TsaIDI, nnan XO3AMCTBA), SAIF, man notpeburenen, yKasaHnem
BH | CH1 | CH2 | HH BH | CH1 | CH2 | HH BH CH1l | CH2 | HH BH |[CHl1| CH2 | HH 06C”y>'<MBa?MbIX TaKOlZ' CpoOKoB
CTPYKTYPHOW eanHuLen
ceTeBOW opraHu3auum B
OTYETHOM nepuoae)
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
1
2
n Bcero no
ceTeBOn
opraHusauu

"




2.3. MeponpusTus, BbINOSIHEHHbIE CETEBOW OpraHu3auuen B Lensix NnoBbllLeHUs
KayecTBa OKasaHus YyCryr no nepefade aneKkTpudeckon 3Heprum B OTHETHOM nepuoae,
3arnornHsaeTcs B NPOU3BOSIbHOM (bopMe.

2.4. Tlpoyas wuvHdOpMauus, KOTOPYyH ceTeBas opraHusauus cuuTaet
uenecoobpasHon 0N BKIIHOYEHUS B OTYET, Kacalwllasacs KadecTBa OKasaHus ycnyr no
nepenaye aneKkTpu4ecKkon aHeprum, 3anosTHAeTCs B NPOMU3BOSIbHON hopMe.

3. UHchpopmauusa o kayecTBe ycnyr No TeXHONOrMYeCKOMY NPUCOEeAUHEHUI0

3.1. WHdopmauma O Hanuuum HeBOCTpeOOBaAHHOM MOLUHOCTU (MOLLHOCTH,
onpeaensieMon Kak pasHoCTb Mexay TpaHCPOopMaTOpPHOM MOLLHOCTLIO LIEHTPOB NUTaHUSA
M CYMMapHOW MOLLHOCTbIO QHEPronpUHMMAlOLLMX YCTPOMCTB, HENnocpenCcTBEHHO (Mnn
ornocpeaoBaHHO) NPUCOEANHEHHbIX K TakKUM LieHTpaM MUTaHUS, U SHEPronpuHUMaroLLmx
YCTPOMUCTB, B OTHOLIEHUM KOTOPbIX MMEKTCA 3adBKM Ha TexHonormyeckoe
npucoeguHeHne) Ons OCYLLECTBIIEHNA TEXHOMOMMYECKOro NpUcCoeguHEHNS B OTYETHOM
nepuoae, a TaKkke 0 NPOrHo3ax €€ yBenuyeHusi ¢ pas3dbmBkon NO CTPYKTYPHbIM €ANHMLAM
CEeTeBOM OpraHu3auumM M no YPOBHSAM HaMpsPKEHUst Ha OCHOBAHUM WHBECTULMOHHOW
nporpamMmmbl Takon opraHM3aLmn, 3anosiHAETCS B NPOM3BOSIbHON dOpMe.

3.2. Meponpuatusi, BbINOMHEHHbIE  CETEBOW  OpraHmM3aumen B Uensx
COBEPLUEHCTBOBAHUS OEATENBHOCTU NO TEXHOMNOMMYECKOMY MPUCOEONHEHUIO B OTYHETHOM
nepuoae, 3anofHAeTCs B NPOU3BONIbHON hopMe.

3.3. [lpoyass wuHGoOpmauusi, KOTOpPYK ceTeBad oOpraHu3auma cumtTaeTt
uenecoobpasHor ANs BKKOYEHMS B OTYET, Kacawwascs npenocTaBfieHus ycnyr rno
TEXHOSTOrMYECKOMY NMPUCOEMHEHMIO, 3aMOSTHAETCHA B NPOM3BOSIbHON DOpPME.

3.4. CBegeHMss O KayecTBe YCnyr Mo TEXHONOrM4YeckoMy MpUCOEOUMHEHNIO K
9IEKTPUYECKNUM CETAM CETEBOW OpraHmn3aunu.



N MNokasaTenb KaTteropua npucoegnHeHns notpebutenen ycnyr no nepegaye anekTpmuyeckon aHeprum B pasbuske No MOLWHOCTK, B AMHaMuKKe no rogam | Bcero
0o 15 kBT BKNOYMNTENBHO cBbiwe 15 kBt u oo cBbilwe 150 kBT n meHee He meHee 670 kBT 06BbEeKTbI MO
150 kBTt 670 kBT npou3BOACTBY
BKJTHOYNUTESIBHO SMIEKTPUYECKON SHEPTUN
N-1 N OunHa | N-1 N OnHa | N-1 N OnHamuk | N-1 N [uHa N-1 N [nHamuk
(Tekywn | muka (Teky | MuKa (Tekym a (Tekywn | muka (Teky a
" ron) N3MeH WM | N3MeH n ron) N3MEHeH nron) N3MeH WU | U3MEHEH
eHuns rog) | eHus ns eHuns rog) ns
nokas nokas nokasat nokas nokasarte
arensq, arensq, end, % arensq, nsa, %
% % %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
1 Uucno  3asBOK  Ha
TexHonorn4yeckoe
npucoeavHeHune,
NOJAaHHbIX
3asBUTENSAMU, LUTYKK
2 Uucno  3a9BOK  Ha
TEXHOSorn4yeckoe
npucoeanHeHne, no
KOTOpbIM HanpaereH
NpoekT pgorosopa 06
OCYLLECTBNEHUMN
TEXHOMNOrM4ecKoro
npucoeanHeHuns K
3MEKTPUYECKUM
ceTaMm, LTYKU
3 Uucno  3a9BOK  Ha
TEXHOSorn4yeckoe
npucoeanHeHne, no
KOTOpbIM HanpasereH
NpoekT pgorosopa 06
OCYLLIECTBIIEHNN
TEXHOMNOrM4YecKoro
npucoeanHeHuns K
3EKTPUYECKNUM CETAM
C HapyLleHneM
CPOKOB,
noaTBepPXaeHHbIM
aKkTamm
KOHTPOMMPYHOLLINX
opraHusauum un (unwm)
peLeHnamMm cyaa,
LUTYKKW, B TOM YUCHE;
3.1 no BWUHE CETEBOMN

opraHusaumm




3.2

Mo BMHE CTOPOHHUX
nmy,

CpenHss
NPOAOIMKUTENTBHOCTb
NOArOTOBKU n
HanpaBneHnsa npoekTa
aorosopa 00
OCYLLECTBNEHUMN
TEXHONOrM4ecKoro
npucoegMHeHns K
3MEKTPUYECKUM

ceTam, AHEN

Yucno 3akmnyeHHbIX
AOroBOpPOB 00
OCYLLECTBNEHUMN
TEXHONOrM4Yeckoro
npucoeguHeHns K
3NEKTPUYECKNUM

ceTaMm, LWTYKN

Yncno MCNoOnHEeHHbIX
AOroBOpPOB 00
OCYLLECTBNEHUMN
TEXHONOrM4yeckoro
npucoeguHeHns K
3NEKTPUYECKNUM

ceTaMm, WTYKN

Ynucno MCNOsHEeHHbIX
AOroBOpPOB 00
OCYLLECTBNEHUMN
TEXHONOrM4YeCcKoro
npucoeanHeHuns K
3NEKTPUYECKNUM
CeTdMm, MO KOTOpPbIM
NpPoM30LLII0
HapyLlleHne  CpPOKOB,
noaTeBepXaeHHoe
aKkTammu
KOHTPOMMPYHOLLINX
opraHmsauum un (unn)
peLeHnsaIMn cyaa,
LUTYKKW, B TOM YUCHE;

7.1

no BUHE  CEeTeBOWu
opraHusayum

7.2

Nno BUHE 3adBUTESIA

CpeaHss
NPOAOIMKUTENBHOCTb




NCMNOJTHEHUA

AOroBOpoOB 00
OCYLLIECTBIEHUM
TEXHOJOrM4YecKoro
npucoeauHeHUs K
3NEeKTPUYECKNM

ceTam, OHeun




3.5. CTOMMOCTb TEXHONOrMYeckoro MpUCOeOMHEHUS K OSNEeKTPUYECKUM CeTaM
CeTeBOM oOpraHusaumm (He 3anosiHAeTCs, B CryyYae Hanmuma Ha oduumnanbHOM caunTte
CeTeBOW opraHuMsauum B ceTu WHTepHeT WHTEepPaKTUBHOIO WHCTPYMEHTA, KOTOPbIn
NO3BOMSAET aBTOMaTUYECKN paccYnUTbIiBaTb CTOMMOCTb TEXHOMNOMMYECKOro NpucoegmHeHNs
npv BBOAE NapameTpoB, NPeayCMOTPEHHbIX HACTOALLMM NMYHKTOM).

MoLLHOCTb 3HEpPronpMHUMAaoLLNX 15 150 250 670
YCTPOWUCTB 3asButend, kBT
KaTeropus HageXHoctu -1 [l -1 [l -1 Il -1 Il
PacctosiHne | Heobxopn Twun
00 rpaHuy UMOCTb | JIMHUK
3eMenbHOro | cTtpoute
yvyacTka nbcTBa
3aaBuUTEnNsa, M | noactaH
LN
500 - [a KJl
cenbckas BJ1
MECTHOCTb/ HeTt KIl
300 - BJ1
ropoackas
MECTHOCTb
750 [a KJ1
BJ1
HeTt KJ1
BJ1
1000 [a KJ1
BJ1
HeTt KJl
BJ1
1250 [a KJ1
BJ1
HeTt KJ1
BJ1

4. KayecTBO 06CnyXuBaHus

4.1. KonunyectBo obpalleHnin, NOCTYNUBLUMX B CETEBYK OpraHusauuio (BcCero),
obpalleHui, cogepxalumnx xxanoby n (unu) obpalleHnin, cogepkalmx 3asdBKy Ha okasaHue
ycnyr, NMOCTYNMBLUMX B CETEBYH OpraHM3aumio, a Takke KonmyecTBO oOpalleHun, no
KOTOPbIM  ObINM  3aKMNOYEHbl OOroBOpbl 00  OCYLLECTBMAEHUM  TEXHOJOrMYECKOro
npucoegvHeHnss 1 (MnuM) OoroBopbl 06 OKa3aHMM ycrnyr No nepedade 3feKTPUYECKOM
SHeprnn, a Takke Nno KOTOPbIM ObiNnN yperynmpoBaHbl Xanobbl B OTYETHOM nepuoae, a
TakkKe AMHaMMKa MO OTHOLLUEHUIO K roAdy, NpeaLwecTByOWEMY OTYETHOMY.



Kateropumu
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noTpedurenen

dopmbl 06CcnyxmBaHua

OuyHas copma

3ao4Has hopma ¢
NCNosib30BaHNEM
TenedOHHON CBA3N
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%
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17

Bcero obpaweHnn
notpebutenen, B TOM
ynucne:

11

oKasaHwe ycnyr no
nepegave
3NeKTprUYecKkomn
9Heprum

1.2

OCyLLECTBNEHNE
TEXHOMOIMMYECKOro
NnpucoegnHeHus!

13

KOMMepYEeCKnin
3NeKTprUYecKkomn
9Heprum

yyqyeT

1.4

KayecTBO
obcnyxmBaHus

15

TEeXHN4eckoe
obcnyxumsaHne
3MNeKTPOCETEBbIX
06bEKTOB

1.6

npoyee (ykasatb)

YKanoObbl

2.1

oKasaHue ycnyr no
nepenaye
aneKkTpun4eckoun
aHeprum, B
yucne:

TOM

2.1.1

KayecTBO ycnyr no
nepegave
3NeKTprUYeckomn
SHeprum

2.1.2

Ka4yecTBO
9NEeKTPUYECKON
SHeprum

2.2

ocyulecTBiieHne




TEXHONOrMYECKOro
NpUcoeanHeHUs!

2.3

KOMMepYeCKUI
aneKkTpunyeckoun

aHeprum

yyeT

2.4

Ka4yeCTBO

obcnyxmBaHus

2.5

TEXHN4YEeCKoe

obcnyxmBaHne

00bekToB

ANeKTpoceTeBoro

X03aKncTBa

2.6

npoyee (ykasatb)

3asiBkKa Ha oOkasaHue

ycnyr

3.1

No TEXHOJIOTMYECKOMY
npncoeamHeHuno

3.2

Ha 3aKrn4yeHne

Aorosopa

OKa3aHune ycnyr

nepenave

9IIEKTPUYECKON

SHEPrmn

Ha
no

3.3

opraHusauus

KOMMEpPYECKOro y4yeTa
aneKkTpuyeckomn

SHEPrmn

3.4

npoyee (ykasatb)

4.2. Hhbopmauus o aeatenbHOCTU 0oMCoB 0BCyXMBaHNA NoTpedbutenen.

N Oduc Twvin Anpec Homep Pexunm lNpepocTaBnsemsl KonuyectBo CpenHee Bpemsa | CpegHee Bpems KonuyectBo
obcnyxmsaHu odumca MeCTOHax | TenedoHa, | paboThbl e ycnyru noTpedutenen, Ha oXngaHus CTOPOHHMUX
S OXOeHuns agpec obpaTtumBLUNXCA obcnyxnBaHme notpebutens B opraHmsauum Ha
notpebutene 9NIEKTPOHH OYHO B OTYETHOM notpebutens, oyepeaun, MUH. Tepputopumn ocuca
n OM NOYThI nepuoae MUH. obcnyxmsaHna (npu
Hann4uu ykasaTtb
Ha3BaHWS
opraHmsauum)
1 2 3 4 5 6 7 8 9 10 11
1




4.3. WNHdopmauma o 3a04HOM obcnyxmBaHuM notpebutenen nocpencTsom
TenedoHHOM CBSA3N.

N HanmeHoBaHune EanHnua
N3MEpPEHNS
1 MepeyeHb HOMepOoB TenegoHos, HOMeEp
BblAEeSIEHHbIX ang obcnyxmBaHusa | TenedoHa
notpebutenen:
Homep TenedoHa nNo  Bonpocam
3HEeprocHabXeHus:

Homepa TenedoHOB LEeHTPOB 06paboTku
TenedOHHbIX BbI3OBOB:

2 Obuwee ymcno TenedoHHbIX BbI3OBOB OT eanHuUbI
notpebutenen no BblAENEHHbIM
HoMepam TenedoHOB

2.1 Obuwee ymcno TenedoHHbIX BbI3OBOB OT eanHuLUbI
notpebutenen, Ha KOTOpble OTBETUN
onepaTop CeTeBon opraHmsaumnm

2.2 O6uwee ymcno tenedoHHbIX BbI3OBOB OT eanHuUbI

notpeburtenen, obpaboTaHHbIX
aBTOMATMYECKM CUCTEMOMN
NHTEPAaKTMBHOIO r0yI0OCOBOIr0 MEHH

3 CpegHee BpemMs oxugaHust oOTBeTa MWH.

notpebutenem npu TeneoHHOM Bbl30BE
Ha BblaeneHHble HoMepa TenedoHoB 3a
TEKYLLUMN nepuos

4 CpeaHee Bpems obpaboTku MUH.
TenedoHHOro BbI30Ba OT MNoTpedbutens
Ha BblaeneHHble HoMepa TenedoHoB 3a
TeKyLwMn nepmnon

4.4. Kateropusa obpalieHnin, B KOTOPOW 3aperMcTtpupoBaHO HambornblUee 4MCIo
obpalleHunn Bcero, obpalleHnin, cogepxalumx xanoby, obpaweHnin, cogepxalumnx 3asaBky
Ha oKasaHwe ycnyr, NoCTynMBLUMX B OTYETHOM Nepuoae, B COOTBETCTBMN C MYHKTOM 4.1
NHdopmauum o kavyectBe o6CnyxmBaHus noTpebuTtenen ycnyr.

4.5. OnucaHue [ONOMNHUTENbHbLIX YCNyr, OKa3blBAaeMblX NOTpebutento, NoOMMMO
ycnyr, ykasaHHbiXx B EOMHBbIX cTaHpgapTtax KadectBa o06OCNyXuBaHus CeTEBbIMU
opraHmsaumsimmn notpebutenen ceTeBbix OpraHn3auuin.

4.6. MeponpuaTtus, HanpaeneHHble Ha paboTy C coumanbHO YA3BUMbIMU Fpynnamm
HaceneHusi (NeHCUOHepPbI, UHBaNMAbl, MHOrogeTHble ceMbM, ydacTHMkM BOB n 60eBbIx
OENCTBMA Ha TeppuTopuUsX OpYyrMx rocygapctB B COOTBETCTBUM C DepeparnbHbIM
3akoHoM OT 12 gaHBapsa 1995r. N 5-93 "O BeTtepaHax” (CobpaHue 3akoHogaTenbCTBa
Poccuinckon depepaumn, 2000, N 2, cTt. 161; N 19, ct. 2023; 2001, N 1, cT.2; N 33,
cT. 3427; N 53, cT. 5030; 2002, N 30, cT. 3033; N 48, cT. 4743; N 52, c1. 5132; 2003, N 19,
cT. 1750; 2004, N 19, cT1. 1837; N 25, cT1.2480; N 27, cT1.2711; N 35, cT1.3607; N 52,
cT. 5038; 2005, N 1, cT. 25; N 19, cT1.1748; N 52, cT1. 5576; 2007, N 43, ct. 5084; 2008,



N 9, cT. 817; N 29, cT. 3410; N 30, cT. 3609; N 40, cT1. 4501; N 52, cT. 6224; 2009, N 18,
cT. 2152; N 26, cT. 3133; N 29, cT. 3623; N 30, c1. 3739; N 51, cT. 6148; N 52, cT. 6403;
2010, N 19, cT. 2287; N 27, cT. 3433; N 30, cT. 3991; N 31, cT. 4206; N 50, cT. 6609; 2011,
N 45, cT. 6337; N 47, cT. 6608; 2012, N 43, cT. 5782; 2013, N 14, cT. 1654; N 19, cT. 2331,
N 27, cT. 3477; N 48, cT. 6165; 2014, N 23, cT. 2930; N 26, cT. 3406; N 52, cT. 7537; 2015,
N 14, c1. 2008), MaTepn-o4MHOYKN, YH4aCTHUKM NNKBMAALUKN aBapun Ha YepHobblnbCcKown
AJSC 1 npupaBHEHHbIE K HUM KaTeropum rpaxxgaH B COOTBETCTBUM C 3akoHOM Poccumckom
depepaumn ot 15.05.1991 N 1244-1 "O coumanbHOW 3alunTe rpaxgaH, noaBepriumnxcs
BO34EMCTBUIO paanaumm BCneacTame katactpodbl Ha YepHobbinbckon AQC" (BegomocTtun
Cvesga HapogHbix genytatoB PCOCP n BepxoBHoro Coseta PCOCP, 1991, N 21,
cT. 699; Bepgomoctn Cwbesga HapogHbix pgenytatoB Poccuiickon depepauum u
BepxoBHoro CoBeTta Poccuinckon Pepepaummn, 1992, N 32, ct.1861; CobpaHue
3akoHogaTenbcTBa Poccunckon ®egepaumn, 1995, N 48, ct. 4561; 1996, N 51, cT. 5680;
1997, N 47, cT. 5341; 1998, N 48, cT. 5850; 1999, N 16, cT. 1937; N 28, cT. 3460; 2000,
N 33, cT. 3348; 2001, N 1, cT. 2; N 7, cT. 610; N 33, cT. 3413; 2002, N 30, cT. 3033; N 50,
cT. 4929; N 53, cT1. 5030; 2002, N 52, cT. 5132; 2003, N 43, cT. 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, cT1. 5285; 2007,
N 46, cT. 5554; 2008, N 9, c1. 817; N 29, cT1. 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, cT. 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, cT1.3446; N 27, c1.3477; N 51, cT. 6693; 2014, N 26, cT. 3406; N 30,
cT. 4217; N 40, cT. 5322; N 52, c1. 7539; 2015, N 14, cT. 2008).

4.7. TemMbl W pesynbTaTbl ONPOCOB MOTpebutenen, npPoBOAMMbBIX CETEBOW
opraHmsaumen AOns BbISIBIEHUA MHEeHMs notpebutenenm o kadectBe oOCnyxumBaHus, B
pamkax WucnonHeHuMss EgumHbIX cTaHgapToB KadecTBa OOCNy)XMBaHMA CeETEBbIMM
opraHmsaumsimn notpebutenen ycnyr ceTeBbIX opraHnsauuin.

4.8. MeponpuaTtus, BbINOSHAEMble CETEBOW OpraHmsaumen B LENsX MOBbILLEHUS
KayecTBa obcnyxusaHusa notpebutenen.

4.9. ndopmaums no obpalieHusam notpedbutenen.
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