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Mpuka3 MuHaHepro Poccum ot 15.04.2014 N 186
(pea. ot 06.04.2015) [JokymeHT npeaocTtaBneH KoHncynbTaHTIOC
"O EAMHBIX CTaHAapTaxX KayecTBa 06Cy>XMBaHUSI CETEBLIMM OpT ... Hata coxpanenns: 11.07.2018

3apeructpupoaHo B MuHtocte Poccum 18 nioHs 2014 r. N 32761

MUHUCTEPCTBO SHEPIETUKU POCCUACKOW ®EQEPALINK

NPUKA3
ot 15 anpens 2014 r. N 186

O EAMHbIX CTAHOAPTAX 5
KAYECTBA OBCITYXXUBAHUA CETEBbIMUA OPITAHU3ALIMAMU MOTPEBUTEJIEU
ycnyr CETEBbIX OPTAHU3ALIUA

Cn1coK N3MeHSLWNX JOKYMEHTOB
(B pea. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)

B cootBeTcTBUMM ¢ nyHKTOM 3 [NpaBun HeAUCKPUMMHALMOHHOIO OOCTYNa K ycrnyram no nepegadve anekTpuyeckon
3HEpPrMM N oKasaHusl 3TUX YCNyr, YTBEPXAEHHbIX nocTtaHoBnenuem [lpasutensctBa Poccunckon depepaumm ot 27
nekabpst 2004 r. N 861 (CobpaHue 3akoHopgaTenbcTBa Poccunckon depepaumm, 2004, N 52, cr. 5525; 2013, N 31, cT.
4226), npukasbliBato:

1. YTBepauTb npunaraemble EOuHble cTaHOapTbl KavyecTBa OOGCINYXMBaHWS CETEBbIMW  OpraHusaumsiMu
noTpebuTenei ycnyr ceTeBblX OpraHu3aLiuii.

2. Hactosuwun npukas BCTyrnaeT B CUMy B YCTaHOBMNEHHOM nopsake, 3a ucknodeHuem rmas Il n Il EguHbIX
CTaHOApTOB KayecTBa OOCMNYXWBAHWS CETEBbIMM OpraHu3auusMy noTpedbutenen ycnyr ceTeBbiX OpraHusauun,
BCTYNaoLLMX B CUIY MO NCTEYEHUN LLECTU MECSILIEB CO AHSI BCTYMIIEHUS B CUIMY HACTOSILLIEro nNpukasa.

MuHucTp
A.B.HOBAK

YTBEpPXKOEHDI
npukazom MuHaHepro Poccuu
ot 15 anpena 2014 r. N 186

EAMHbIE CTAHOAPTDI .
KAYECTBA OBCIYXXUBAHUA CETEBbIMU OPITAHU3ALMAMU NMOTPEBUTEJIEU
YCNyr CETEBbIX OPTAHU3ALIUA

Cnuncok N3MeHsIIoLLMX JOKYMEHTOB
(B pea. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

|. O6bwue nonoxeHns

1. Hactosiwme EguHble cTaHAapTbl kayecTBa OOCHYXMBaHWUA CeTeBbIMW OpraHusaumammn notpebutenen ycnyr
ceTeBblX OpraHv3auuin yctaHaenueawT TpeboBaHWs K 06CNyXMBaHUIO CETEBbIMU OpraHM3aunsaMn nul, SBMASIOWUXCH
notpebutensamMmn ycnyr ceTeBbIX OpraHv3auui no nepegadve INEKTPUYECKOW 3JHEeprum (3a WCKMYEHMEM CeTeBbIX
opraHu3auuin, 9HeprocOLITOBBIX OpraHu3auMn WM rapaHTUpYLWKUX MOCTaBLMKOB), B TOM u4ucrie obcnyxunBaemblx
3HeprocObLITOBOWM OpraHu3auuein U rapaHTMpyoLWUM NOCTaBLLMKOM, M Nnl, oOpaTMBLUMXCS B CETEBYK OpraHu3auuio ¢
LUenbilo 3aknoyveHns goroBopa OO0 oOKasaHMM ycnyr no nepegayve 9neKTPUYECKOW 3SHEpPrum WM OCYLLECTBMEHWUM
TEXHONOrMYECKOro NPUCOeANHEHNS K SMEKTPUYECKUM CETAM (3a UCKIIOYEHNEM CeTeBbIX OpraHM3aumnin, 3HeprocobITOBbIX
OpraHusauui 1 rapaHTUPYOLLIMX NOCTaBLUUKOB) (fanee - NoTpebuTenu, TEXHONOrMYeckoe NpUCoeanHeHne).
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2. CeTteBasl opraHusaumss obecrneudMBaeT paccMOTpeHne obpalleHun noTpebutenen, NOCTYNUBLLUMX B YCTHORM,
NMCbMEHHOW doopMe unm B popme 3NeKTPOHHOIo AOKYMeHTa.

B3aumopgencTBne ceteBoil opraHusaumm ¢ nNoTpeduTensiMyM B 4acTu paspeLleHus BOMPOCOB, COAepXalUMXcs B
obpalleHnsax noTpebuTener u nNpedoCTaBneHUs MM  BO3MOXHOCTM  peanu3auum npae, npeaycMOTPEHHbIX
3akoHogartenbcTBoM Poccuiickorn ®epepauumn (ganee - obcnyxuBaHue noTpeduTenen), OCYLIECTBMSETCS B
COOTBETCTBUM C TPeOOBaHNAMM HACTOAWMX EQNHBIX CTaHAApTOB.

3. B uensx okasaHus ycnyr no nepepade SJ'IeKTpVI‘-IeCKOIZ QHEPIrmn ceteBad opraHmn3auuna npu 06CJ'Iy>KMBaHI/II/I
I'IOTpe6VITeJ'Iel7I OocyLlecTBnAeT:

a) 3aknoyeHne gorosopa o6 okasaHWK YCNyr Mo nepeaave anekTpUYecKon aHEPru;
6) BHECEHME M3MEHEHWI B OroBOp 06 OKa3aHWUM YCiyr Mo nepeaaye areKTpUYecKoin SHepriu;
B) pacTopXXeHWe AoroBopa 06 okasaHuW yCryr no nepefade aneKTpUYeckon aHeprum;

r) mHdopmMmpoBaHue noTpebutens o6 aBapuiHbIX CUTyauusx B pacnpefenuTenibHbIX SMeKTPUYEcKUX ceTsax
CeTeBOW OpraHv3auMun, PeMOHTHbIX U MpodunakTnyecknx paboTax, MAaHOBbIX OFPaHWYEHUsIX pexrMma noTpebneHns
3MNEKTPUYECKON SHEprnu, BAUSAIOLMX Ha MCNOMHeHue obasaTenbCTB MO AOrosopy o6 okasaHuu ycnyr no nepepaye
ANEKTPUYECKON IHEPTUM;

4) OOMNyCK YNOSTHOMOYEHHbIX NpeAcTaBuTernen noTpeduTens ycnyr B MyHKTbl KOHTPOMS U y4yeTa KONu4ecTsa M
KayecTBa 3NEKTPUYECKON SHEPIMM B NMOPSAKE U Cryyasix, YCTaHOBIEHHbIX AOrOBOPOM 00 Oka3aHuM yCcnyr no nepegave
ANEeKTPUYECKON IHepruu;

€) cornacoBaHWe MecTa yCTaHOBKM NpMbopa yYeTa anekTpUYecKon aHeprum (MoLHOCTH) (aanee - npubop y4yeta),
CXEMbl MOAKMIOYEHNS MpuGopa y4yeTa WM MHbIX KOMMOHEHTOB W3MEPUTENbHBIX KOMMMEKCOB W CUCTEM Yy4deTa
SMEKTPUYECKON 3HEPTN (MOLLHOCTH), @ TaKkKe METPOIIOTMYECKUX XapaKTEPUCTUK Npubopa yyeTa;

) JOMycK B aKcnnyaTauuio npubopa yyeTa;
3) CHAATUE KOHTPOJSIbHbIX NMOKa3aHUn NpMOOpPOB y4eTa;
1) NpMeM nokasaHuin NnpubopoB y4eTa OT NnoTpebutens;

K) MPOBEPKY, B TOM YWCME CHATME MOKasaHuii, npubopa yyYeTa nepen ero AeMOHTaXKOM Afis PEMOHTA, MOBEPKM
Unn 3ameHbl;

n) pacyeT oGbema nepeaaHHON aNeKTPUYECKOo SHEPTMN NOTPeBUTEN!H;

M) KOHTpOnb MokasaTenein kayecTBa SIEKTPUYECKON SHEpruyn B TOYKaX MPUCOEAUHEHUSI SHEPronpUHUMALOLLMX
YCTaHOBOK MOTPEOUTENS SMEKTPUYECKOW SHEPTUN K NIEKTPUYECKMM CETSM CETEBOI OpraHusauum;

H) KOHTPOSb 3HAYeHW COOTHOLUEHUS MNOTPEONEeHWs akTUBHOW W PEeaKkTUBHOM MOLLHOCTM ANS OTAENbHbIX
3HEPronpUHMMALOLLMX YCTPOUCTB (FPyrn 3HEPronpUHNMALOLLMX YCTPOWCTB) NoTpebuTens;

O) nposefeHne KOHTPOJIbHbIX, BHeo4YepeOHblX U UHbIX 3aMepoB NOoTOKopacnpeneneHua, Harpy3ok u ypOBHeIZ
Hanpsa>XeHna Ha obbekTax FIOTpe6l/|TeJ'I$'-| 1 obbekTax ANEeKTpoceTeBOro X035IMCTBa CETEBOM opraHun3auuu;

M) NofnHoe (YacTU4HOE) orpaHuyeHne pexnma noTpebrneHns anekTpMYEecKon aHeprum B nopsigke, yCTaHOBNEHHOM
[MpaBunamm MOAHOIO M (MAM) YACTUYHOTO OFPaHUYEHUS pexmma noTpebneHnsa 3NEeKTPUYECKOW 3Hepruu,
yTBEPXXAEHHbIMM NocTaHoBneHnem [paBuTtensctBa Poccuiickon Pepepaummn ot 4 mas 2012 r. N 442 (CobpaHue
3akoHogaTtenbcTBa Poccuiickon ®epepaunn, 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 [paBunamu pas3paboTku M MPUMEHEHUSA TPadMKOB aBaAPUMHOIO OrPaHUYEHUst pexuma
notpebneHuss  aMeKTpUYEeCcKoW  3Heprum  (MOLUHOCTM) W WCMONb30BaHUSA  MPOTMBOABAaPUMHOW  aBTOMAaTUKW,
yTBEpXAeHHbIMM npuka3om MuHaHepro Poccum oT 6 moHa 2013 r. N 290 (3apeructpmpoBaH MwuHioctom Poccumn 9
asrycta 2013 r., peructpaumoHHbin N 29348);
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p) COCTaBreHue u npeaocTaBrieHne noTpeduTtento akToB 6e3yvyeTHoOro M 6e340roBOpHOro noTpebnenuns
ANEeKTPUYECKON IHepruu;

C) COCTaBriEHNE aKTOB COrMacoBaHWs TEXHOTOMMYECKONM U (UNN) aBapuUnHO GpoHM;

T) BblAayy OOKYMEHTOB, MPEAYCMOTPEHHbBIX B paMkax OKasaHusl YCryr no nepefade 3MeKkTpUYEecKOn SHeprumn u
TEXHOIMOrMYECKOMY NPUCOEANHEHMIO, B TOM YMCIIE KBUTAHLIUIA, CHETOB, CYETOB-hAKTYP.

4. B pamKkax TEexXHOJIOTMYEeCKOro NpUCOedVHEeHUs ceTeBasl opraHusauus npu obCnyXuBaHuv noTpebutenein
OKa3sblBaeT crieaytoLime ycnyrm (oCyLecTBASET NPOLECChI):

a) TeXHonorn4yeckoe npncoeanHeHme K anekTpn4eckmm cetam ceTeBoM opraHusauunu;

6) TexHorornyeckoe mMpUCOEAVHEHME K 3MEeKTPUYECKUMM CEeTsSIM CEeTeBOW  OpraHv3auuv  NocpeacTBOM
nepepacnpefeneHuss  MakcumanbHOW  MOLYHOCTM — MeXZdy HopUAMYECKUMM  NMuamu U MHAVBKAYaNbHbIMUI
npeanpuHMMaTensmu (B TOM YKcne onocpenoBaHHoe NPUCoeauHeHue);

B) TEXHOJSIOrMYECKoe MPUCOEdMHEHNE K 3MEeKTPUYECKUM CETSIM CEeTEeBOW opraHv3auuv Mo WHAMBUAOYyanbHOMY
MPOEeKTY;

F) BpeMeHHOEe TeXHOIorn4eckoe npncoeamHeHmne K anekKTpu4eCknum cetdam ceTeBou opraHusauunn.

5. B pamkax obcrnyxuBaHusi noTpebuTenei ceTeBasi opraHm3aums No 3asiBieHno NoTpebutens Takke okasbiBaeT
cnepytoLLme ycrnyru (ocywecTenseT NpoLecchl):

a) Bblgayy CrpaBOK U OOKYMEHTOB (MX KOMWI), NMOATBEPXAalLWMX TEXHONOormyeckoe npucoeguHeHne K ceTam
CeTeBOW OpraHusaummn (akT pasrpaHudeHns 6anaHcoBOW MPUHALNEXHOCTW SMEKTPUYECKMX CeTel, akT pasrpaHnyeHuns
3KCNyaTauMOHHON OTBETCTBEHHOCTM CTOPOH, akT 00 OCYyLUEeCTBMEHWM TEXHOMOrMYeCcKOro MpUCOeAUHEeHNs WU akT
COrfiacoBaHus TEXHONOrM4eckon n (Mnu) aBapunHon 6poHu);

6) BOCCTaAHOBIEHNE paHee BblAaHHbIX JOKYMEHTOB O TEXHONOrMYeCcKOM MPUCOEAMHEHMM NMOO Bblgavy HOBbIX
OOKYMEHTOB O TEXHONMOMMYECKOM MPUCOEANHEHUN MPU HEBO3MOXHOCTU BOCCTAHOBIIEHUS paHee BblgaHHbIX TEXHUYECKMX
YCroBuI;

B) YCTaAHOBKY, 3aMeHy 1 (Unun) akcnnyaTaumio npubopos yyeTa.

6. O6cnyxvBaHve noTpebuTenein B paMKax OKasaHus YCnyr nNo nepefaye SMeKTPUYECKOW SHeprum
OCYLLECTBMSAETCH Ha OCHOBaHWM oObpalleHus notTpedbutens B CeTEBYH OpraHM3auumio, ecnv 3akoHodaTenbCTBOM
Poccuinckon ®egepauum He NnpegyCMOTPEHO OCyLLeCTBNEHUE npoLuecca Mo UHMumMaTnee Apyrmux nu.

7. lMpu obGcnyxuBaHum notpebutenen (OCyLWEeCTBNEHMM OTAENbHbIX MPOLECCOB) CETeBas OpraHu3auus He
JormkHa TpeboBaTb OT NOTPebuTENA NpegocTaBneHnss AOKYMEHTOB, a TakkKe OCYyLLEeCTBIEHNs noTpeburenem AencTeun,
He NPeayCMOTPEHHbIX 3aKkoHoAaTeNnbCTBOM Poccunckon ®enepauun.

8. CeTeBas opraHu3auusi packpbiBaeT B COOTBETCTBMU cO CTaHaapTamu packpbiTus MHopmaunm cybbekTamm
ONTOBOrO W PO3HUYHBIX PbIHKOB 3MEKTPUYECKON 3HEPrnW, YTBEPXOEHHbIMW MOoCTaHoBneHneMm [lpaBuTenbcTBa
Poccuiickon ®epepauun ot 21 aHapa 2004 r. N 24 (CobpaHue 3akoHogaTenbcTBa Poccuickon degepaumm, 2004, N
4, ct. 282; 2005, N 7, cT1. 560; 2009, N 17, c1. 2088; 2010, N 33, cT. 4431; 2011, N 45, cT. 6404; 2012, N 4, c1. 505; N
23, c1. 3008; 2013, N 27, c1. 3602; N 31, cT. 4216; N 36, cT. 4586; N 50, cT. 6598; 2014, N 8, cT. 815; N 9, cT. 907, 919;
N 19, ct. 2416; N 25, ct. 3311) (nanee - CraHgapTbl packpbiTUS MHOPMaLUK), CreayoLlylo MHOopMauui o
nacnopTax ycnyr (npoLeccoB):

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

Kpyr 3asiButenem;
pa3Mep nnatbl 3a Oka3aHue ycryru (OCyLLEeCTBIIEHMS MpoLecca) u OCHOBaHWS ee B3VIMaHUs;

YCINOBMSI OKa3aHus ycnyru (ocyLwecTBeHms npouecca);
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pe3ynbTaT okas3aHus YCnyru (OCyLLECTBIEHMS NpoLecca);
06LLMI CPOK OKa3aHust ycryru (OcyLLecTBNeHUs npouecca);

COCTaB M 3Tanbl OKasaHusl ycryrm (OCYyLLEeCTBIIEHMSI MpoLecca), BKIYas CBeAEeHWUst O cogepXaHum u (Mnm)
ycrnoBusax 3Tana, choopma okasaHusl ycryru (ocyLLecTBReHWs npolecca).

MacnopT ycnyrn (npouecca) cocTaBnseTcd B OTHOLUEHUU KaxKAoW ycnyrn (mpolecca), okasblBaeMow ceTeBOW
opraHu3sauuven, No pekomeHgyemomy obpasuy cornacHo npunoxenuto N 1 k HacToswmM EgnHbIM cTaHgapTam.

MacnopTa ycnyr (NpoLeccoB) ceTeBOW OpraHM3aumm nyornKyTCs CETEBON OpraHusaumen B COOTBETCTBYOLLEM
pasgene Ha oduuManbHOM calTe CeTeBOW opraHv3auum B UHMOPMaLMOHHO-TENEKOMMYHUKALUMOHHON ceTn VHTepHeT
(nanee - ceTb WHTepHeT), a Takke pasmMeLLaloTCa Ha MHPOPMALMOHHbBIX CTeHgax B oducax CEeTeBOW OpraHusauuu,
npegHasHaveHHbIX And npuema notpebutener no Bonpocam oKasaHusa yCnyr no nepegave SMeKTpUYecKon aHepruu,
TEXHONOTMYECKOMY NMPUCOEAMHEHUIO N UHBIM BONPOCaM, CBA3aHHbIM C AeATENbHOCTLIO CETEBOW OpraHvusaummn (ganee -
odmc obenyxunsaHuns notpebutenen).

9. lMpn BHECEHUN U3MEHEHWUI B HOPMaTMBHbIE MPABOBbLIE aKTbl, PErynupyloLimMe Mopsaok okasaHust yCryr no
nepefade SreKTPUYECKON SHEPTMM M TEXHONOrMYECKOMY MPUCOeaMHEHUIo, nacnopT ycnyru (npouecca) NpyMBOAUTCS
CeTeBOW OpraHusaumein B COOTBETCTBME YKasaHHbIM U3MEHEHUSIM B TEYEHUE OECATU paboyumx AHeW nocre BCTYNeHUs
B CUIY YKa3aHHbIX U3MEHEHUN.

10. CeTeBas opraHu3auMs He pexe OOHOro pasa B rog obecrnevvMBaeT NPOBEAEHUE OMNPOCOB NoTpebutenen c
Lenblo BbISBMEHUS MHEHUs noTtpebutenen o kadectBe obcnyxuBaHus. ExerogHele oTyeTbl 00 wTOrax M3ydeHus
MHEHUS NoTpeduTenen o kKayecTBe 0b6CNyXmMBaHUst MyONMKYOTCA Ha oMLManbHOM caiTe CETEBOWN OpraHM3aLmm B CETU
WHTepHeT He no3gHee 1 MapTa roga, cnegyoLLero 3a rogqom, B KOTOPOM NPOBOAUNNCE COOTBETCTBYIOLLME ONPOCHI.

CeTeBas opraHusauus B COOTBETCTBUM cO CTaHaapTaMu packpbiTus MHdopMauumn obecnednBaeT packpbiTue
MHdopMaLMM O KadecTBe OOCNyXuWBaHWs noTpebuTenenm ycryr ceTeBOW OpraHuM3auun 3a MNpeLlecTBYHOLMA o4
cornacHo npunoxeHunto N 7 K HacToawmm EQuHBIM cTaHAapTam Ha oduLmMansHOM canTe CETEBOM OpraHM3aumm Unm Ha
WHOM odhmumansHoM cante B ceTu MHTepHeT, onpenensiemoM NpasutensctBom Poccuiickon degepaumm.

(ab3au BBeaeH [pukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

<*> B cootBeTcTBUM C nyHkTOM 11(6) CTaHgapToB pacKkpbITMa MHpopMauun cybbekTamm OnTOBOro U PO3HUYHOMO
PbIHKOB 3NEKTPUYECKOW 3Hepruu, yTBepXAeHHbIX noctaHoBneHveM [lpaButensctBa Poccuiickon depepauumm ot 21
aHBaps 2004 r. N 24.
(cHocka BBegeHa [pukasom MuHaHepro Poccum ot 06.04.2015 N 217)

KoHcynbTaHTlnt0C: npumMmevaHume.
maBa Il BcTynaet B cuny ¢ 17 dpespans 2015 roga.

[I. OpraHusaunsi o4HOro 06CNyXMBaHMA

11. MonoxeHns HacTosiLen rnaeBbl 00 OpraHu3auMu LUeHTpasnbHbIX O0UCOB OBCyXMBaHMSA MOTpebuTenen u
opraHu3aumm obCcnyxmBaHus B Takux opmcax pacnpocTpaHsitoTCA Ha TeppuTopuarbHble CETEBbLIE OpraHM3aunn.

12. O6cnyxuBaHne noTpebuTtener MNOCpeacTBOM INWYHOMO KOHTakTa paboTHMKa CeTeBOW oOpraHusauum c
notpebutenem (ganee - o4Hoe obCcnyxmnBaHMe) OCyLLEeCTBNAETCHA B odmcax obcnyxmBaHust notpebutenen, a Takke B
cryyasx, npegycMOTpPeHHbIX 3akoHogatenbcTtBoM Poccunckon ®Pepepaumu, ¢ Bble3goMm K notpebutenio paboTHuka
CETEBOWN OpraHmn3auumn.

13. Odpucel obcnyxuBaHns notTpebutenen nogpasaenstoTca Ha LeHTpbl obenyxuBaHusa notpebutenen (ganee -
LEeHTpbl 06CnyXnBaHUa noTpebuTtenen) n nNyHKTbl obcnyxunBaHusa notpebutenen, opraHMsoBaHHble B 060COBMNEHHbIX
noapasfeneHusix ceTeBor opraHm3auum (ganee - NyHKTbl 06CcnyxvBaHusa notpedbutenen).

Odwmcel obcnyxuBaHust noTpebuTenem [OmkHbl obecneumBaTb OpraHM3auMld  OYHOro  obCnyXmnBaHus
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noTpebutenen, ucknovamLwero Heob6xoaMMOCTb B3avMOLENCTBMA NOTPebUTENs C UHBIMWM NoApasaerneHnaMn CeTeBou
opraHu3aumm (npuHUmMn "ogHoro okHa").

14. CeTeBasi opraHusauusi pasmellaeT oducbl OGCNyXMBaHWUA NOTpebuUTenein Ha TeppuTopuAX CyObEKTOB
Poccuiickoin ®epgepaunn, B rpaHuLax KOTOPbIX pacrnofiokeHbl OOBLEKTbl 3MeKTPOCETEeBOro XO3AWCTBA CETEBOW
opraHusaumu (ganee - TeppuUTOpUsl SKCMyaTaUMOHHON OTBETCTBEHHOCTH).

15. CeteBas opraHu3auus pasmellaeT He MeHee OfHOro ueHTpa obcnyxmBaHus notpebuTtenen ycnyr B
MYHULMNAnbHbIX 06pasoBaHusAX (MyHUUMNANbHbIX paioHax, rOPOACKUX OKpyrax) YACNEeHHOCTbI0 HaceneHus He MeHee
OBYXCOT TbICAY YeNnoBeK W B aAMWHUCTPATMBHbIX LEeHTpax cybbektoB Poccuiickon depepauum B criyyae, ecnu
KOnn4yecTBo noTpebuTenen ycnyr ceTeBon opraHusauunm, SHepronpuHMMaroLLme yCTponcTBa KOTOPbIX HEMOCPEACTBEHHO
npucoeuHeHbl K CeTAM CETEeBOM OpraHmsauuun, B TakUX MyHUUMNanbHbIX obpas3oBaHusx (MyHMUMNANbHbIX panoHax,
ropofAcknx OkKpyrax) M agMUHUCTPATUBHBLIX LEHTpax cybbektoB Poccuiickon ®degepaumm cOCTaBnsieT He MeHee
NATUAECATM ThiCAY YernoBek. B uHbIX cnyyasx ceTeBas opraHu3auus pasmMeLLaeT nyHKTbl o6cnyxuBaHusa notpebutenen.
(B pea. pukasa MuHaHepro Poccuu ot 06.04.2015 N 217)

CeteBass opraHusaums obecneumBaeTr obcnyxumBaHue noTpebutenen ¢ cobnogeHnem TpeboBaHUMM K
opraHusaumm ocucoB 0bcnyxmBaHusa NoTpedbuTenen, NpegycMoTpeHHbIX npunoxeHnem N 2 Kk Hactoswum EanHbim
cTaHgapTam.

16. CeTeBas opraHmsaums obecnevmBaeT o4Hoe obCrnyXnBaHue notpedurtenen:
B LleHTpax obcnyxmBaHus noTpebuTenen ceTeBor opraHn3aLmm He MeHee 45 yacoB B Heaento;
B MyHKTaX ob6CcnyxmuBaHusi NoTpebutener ceTeBon opraHm3auumn He meHee 25 YyacoB B HedernHo.

17. OuHoe obcnyxmBaHue noTpebutenel B odumcax obcnyxmBaHua notpebuTenen BeaeTcs B NOPSIAKE XKUBOW
ovepean C UCMONb3OBaHMEM CUCTEMbI 3MEKTPOHHOrO YNpaBreHWs odepedbio (Mpy HanmuuuyM Takonm CUCTEMbI) U MO
npegBapuTenbHON 3anvcuK no TenedoHy unu Ha oduumManbHOM canTe CeTeBOW opraHunsaumm.

18. O6cnyxunBaHne noTpebuTtenen JOMKHO OCYLLECTBNAATLCH B Mobom odmce obecnyxuBaHusa notpeburtenen BHe
3aBMCUMOCTM OT MeCTa pachnonoXeHUs  JHEeprornpuHMMarolmMx YCTPOWCTB noTpebutens Ha  TeppuTopun
3KCNNyaTauMoHHON OTBETCTBEHHOCTU CETEBOWM OpraHn3auum.

19. CeTeBas opraHm3aums npu OCyLLEeCTBNEHMN OYHOro obcnyxunBaHns notpebutenen B ogpucax obcnyxmnsaHns
notpebutenen obecnevnBaeT coBepLlEeHNE AENCTBMI NO NEpPeYHto cornacHo npunoxeHutio N 3 kK HacToswum EgmHbim
cTaHgapTam.

20. Obuwiee Bpemsa oOxuaaHus noTpedbutenst B odepean n obcnyxuBaHus notpebutensi paboTHUMKOM odmca
obecnyxmBaHua noTpebutenen [OomkHO cocTaBnsaTe He 6Gonee 30 MuHyT. PaboTHukm odmca obenyxmBaHus
n0Tpe6V|Tene17| 065s3aHbl HOCUTb TNUYHbIE HarpyaHble M,quTMd)MKaLlMOHHbIe KapToO4kn C yKasaHnem HanmmMmeHoBaHUA
CceTeBOW opraHM3aumn, JOMMKHOCTA, UMEHUN, OTYECTBa U haMmunnm paboTHUKa.

21. PaboTHUK CeTeBOW opraHu3auumn, npubbIBLUMA K NOTPEOUTENIO ANS OCYLLECTBIIEHNST OYHOrO 0b6CnyXnBaHus,
cooblaeT noTpebuTtento ceom Gamunmio, UMs, 0TYECTBO, AOMMKHOCTb, HAMMEHOBaAHNE CETEBOW OpraHmnsauum, a Takke
npuuavHy w  uenb npubbitnsa. [lo TpeboBaHuio noTpebutens paboTHUK [JOMKEeH npefocTaBuTb CriyxebHoe
yAOCTOBEPEHNE NNOO MHOW OOKYMEHT, noaTBepXaatowwmii nonHomoumsa pabotHuka. Mpu obpalueHnn notpebutens k
paboTHUKY CeTeBOW oOpraHuM3aumMM Mo BOMPOCaM OKa3aHWs ycryr Mo rnepefadve  3MeKTPU4eckoh SHeprum u
TEXHOJIOMMYECKOrO MPUCOEANHEHUS, HO HE CBSA3aHHBbIM C MPUYMHOM W Lenbio NpubbITUSA, MpUOLIBLLIWMI PabOTHMK
coobLaeT NoTpedbuTento KOHTAKTHY MHOPMALIMIO CETEBOW OPraHu3aummn, pasbscHSAET, Kyda U B KakoM Mopsake emy
cnenyet obpaTtuThes.

22. [lata v BpeMs Bble3ga paboTHUKA CeTeBOM opraHM3aunm K NoTpebuTento cornacoBbiBaloTCs ¢ NOTpeduTenem.
Mpn HeobxoOAMMOCTM [OaTa W Bpemsi MpubbLITUST MOTYT KOPPEKTUPOBAaTbCA Kak CETeBOM oOpraHusauuen, Tak U
noTpebutenem, Npy 3TOM ceTeBasi opraHM3auus:

a) yBegomMmnaeT n0Tpe6v|Ten;| O Aate 1 BpemMeHu 3anjiaHmpoBaHHOIo I'Ipl/l6bITI/IF| pa6OTHMKa He nosgHee 4yem 3a 5
pa60qu OHen Oo aatbl nrnaHnpyemoro I'Ipl/|6bITl4$|, a B Clty4ae CpO4HbIX Bble30B - HeNnocpenCcTtBeHHO nepen Bble30oM;
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0) B cnyyae M3MeHeHusi BpeMeHu coobaeTt 06 3TOM He Mo3gHee YeM 3a 2 4aca OO0 paHee COrnacoBaHHOrO
BpeMeHu npubbiTns paboTHuKa.

B cnyyae HeoGXogMMOCTWM TNUKBMOALUMW TEXHONOMMYECKUX HapYLUEHWA, Yrpoxarolwmnx paboTocnocoGHOCTM
obopynoBaHusl UnNu NpedoTBpalleHns (NMMKBUAAUMU NOCNEeACTBMI) HecYacTHbIX cryyYaes, NpubbiTe K noTpebuTerntio
paboTHMKa CETEBOI OpraHM3aLun MOXET He COrnacoBbIBATLCS.

KoHcynbTaHTlINt0C: npumMmeyaHme.
maB.a lll Bctynaet B cuny ¢ 17 goespans 2015 roga.

Ill. OpraHusaumsa 3a04HOro o6cnyxmBaHus (C UCNONbL30BaHMEM
TenedgoHHoOM cBA3N U ceTn VIHTEpHET)

23. CeTteBas opraHu3aums obecneunBaeT obcnyxmBaHue noTpebuTtenen ¢ ncnornb3oBaHMEM TenedOHHOM CBS3M,
NMoYTOBOW CBSA3N U ceTn MHTepHeT (ganee - 3a04HOE 00CnyXnBaHME).

24, CeteBas opraHusauus obecnedvBaeT npuem n obpaboTky TenedoHHbIX obpalleHuin notTpedbutenen no
BOMpocam:

a) OCyLLECTBNEHNA TEXHOMOIMYECKOro NPUCOeAMHEHUS;
6) okasaHusi ycnyr no nepegave aneKTpU4eckon aHEPTuK;
B) opraHm3aumm yyeTa anekTpu4eckon sHeprum;

r) opraHv3aumm oOCNyXuBaHWsi MOTpedOuTenen, npPeaoCTaBneHNss KOHTAKTHOM WHdopmaumm  oducos
obcnyxmMBaHMs MnoTpeduTenen, 3anMcyM Ha O4YHbI NMPUEM, a TakkKe MONb30BaHUA WHTEPAKTMBHLIMU CepBUCaMU
odmumansHOro canmTa ceTeBon opraHnsauum B cetn IHTepHeT;

) HECOOTBETCTBUSI KayecTBa JIEKTPUYECKOW BHEPTMU TEXHUYECKMM perfnameHTam U MHbIM 00si3aTernbHbIM
TpeboBaHUsM;

€) MepepbiBOB B MNepegaye IMeKTPUYECKOM 3SHEeprum, MPEeKpalleHus UM OorpaHUyveHust pexuma nepegayu
3MNEeKTPUYECKON IHEPruun.

25. [na 3aoc4Horo obcnyxuBaHusi NOTpebuTenenm ceTeBass opraHu3auuss obecrneunmBaeT BO3MOXHOCTb
BbIMNOMMHEHUSA OENCTBUIA MO NepeyHto cornacHo npunoxeHuto N 4 K HacToAwmMM EanHelv cTaHgapTam.

26. 3ao4yHoe obcnyxmBaHMe NOTpebuTenen ¢ Ucnonb3oBaHMeM TenedOHHOM CBA3M NO BOMPOCaM, yKasdaHHbIM B
nognyHktax "a" - "r" nyHkta 24 HacTtodwmx EQnHbIX cTaHOapToB, ceTeBas opraHusaums ocyLLecTBseT Yyepes LeHTpbl
006paboTkn TenedgoHHLIX BLI3OBOB B paboyee Bpems ouCOB oGCNyxuBaHusi noTpebutenen. Homepa uUeHTpoB
006paboTkmM TenedoHHbIX BbI30BOB CETEBOW OpraHu3auum rno ykasaHHbIM BOMPOCaM pasMeLlarTcs Ha oduumnanbHOM

camnTe ceTeBou opraHusaumm B cetu MiHTepHeT n B odmcax obcnyxmeaHusa notpebutenen.

27. ObcnyxvBaHne noTpebuTenen no BOMpocaM, ykasaHHbIM B nognyHkTax "g" u "e" nyHkta 24 HacToswmx
EAvHbIX CcTaHAapToB, OCYLECTBNSAETCA B pexuMe ropsyerd nNuHUKM (Qanee - ropsyas NMHUS No  BOMpocam
3MEKTPOCHABXEeHWsT) KPYroCyTOYHO.

TenemoHHbLIN HOMEpP ropsYen NUHUK MO BOMPOCaM 3MEKTPOCHaBXKeHUs ABNAeTca eauHbIM U GecnnaTHbiM AN
notpebutenein Ha TEPPUTOPUM SKCMMyaTaLMOHHOM OTBETCTBEHHOCTM CETeBOW opraHusauuu. He gonyckaetcs
UCMONb30BaHWE B KayecTBe TEnegOHHOro HoMepa ropsyeit NMHWKM Mo BOMPOCaM 3MEKTPOCHABXEHMSI TenedOoHHbIX
HOMEPOB OMepaTUBHOIO NepcoHarna ceTeBon opraHn3aLmmn.

TenedoHHbI HOMEpP FopsYel NIMHUM MO BOMPOCaM 3reKTPOCHabXeHMs CEeTEBOW opraHu3aumMmM OoBOAUTCS 40
notpebutenen, 3HepronpuHMMaroLmMe YCTPOMCTBA KOTOPbIX HEMOCPEACTBEHHO MNPUCOEAMHEHbI K OObekTam
3MEKTPOCETEBOrO X03AMCTBa CETEBOW OpraHM3aumm, B TOM YnCre MyTeM ero BKIYEHMS B JOrOBOPbI SHEPTrOCHaXeHWs,
pasmelleHnss Ha oduumanbHOM canTe CeTeBOW opraHum3aumm B cetu WHTepHeT M B ocdmcax obcnyxuBaHus
notpeburenen.
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28. CeTeBasd opraHu3auus Mpu OCYLLECTBIIEHMM 3a04YHOrO OOCMyXuBaHWS MNOTpebuTenem c MCNonb3oBaHUEM
TenedoHHOM CBSA3M obGecneyvnBaeT:

Hanuune GecnnaTHbIX TeJ'Ie(bOHHbIX KaHarioB CBA3N MexXxay ceTeBoM opransauMePl n ﬂOTpe6MTeﬂﬂMM;

npuvem M obpaboTky Bcex BXOAAWMX TenedOoHHbIX BbI30OBOB notpebutenen B ceTeByl opraHusauuto. Bpewms
oxugaHus notpebutenem otBeTa Mo TenedoHy CETEeBOW OpraHv3auMm C MOMEHTa coeauvHeHus (B crydae
obcnyxnBaHus notpebutenen ¢ UCNOMNb30BaHNEM CUCTEMbl MHTEPAKTMBHOMO rofloCOBOrO MEHI0 - C MOMeEHTa Bblbopa
notpebutenem kateropun "coegmHeHns ¢ paboTHMKOM OpraHmnsaumm” B CUCTEME MHTEPaKTUBHOIO rofIoCOBOr0 MEHI0) 40
MOMeHTa oTBeTa paboTHMKa CeTeBOW OpraHvM3auMu He AOSKHO MpeBbiwaTtb 5 MuHyT. Bpems obpaboTkm BbizoBa
(TenedoHHOro pasroopa noTpebutens ¢ paboTHMKOM) HE AOSMKHO NMpeBbiwaTh 5 MUHYT;

OCYLLECTBMNEHNE UCXOAALMX TenedoHHbIX BbI30BOB ANA MHMOPMUPOBAHUA MoTpebutenein n npenocTaBneHus
nHpopMaLMm No obpalleHnsam notTpebutenei;

BeOeHWe ayaoumos3anucu BCeX BXOASALWMX W UCXOOSALWMX pas3roBOPOB C MnoTpebutenem, o 4yem noTpedutens
yBeOOMISIeTCSA B Hayane pasroBopa ¢ paboTHMKOM CETEBOW opraHu3auuu;

OOCTYMHOCTb U HAAEXHOCTb paboTbl TeNedgOHHbIX KaHaNoB CBA3W;

perncTpaLmio BXOASLMNX U UCXOOALLMX BbI3OBOB COMMACHO NYHKTY 42 HacToAWmUX EAMHbIX cTaHgapToB.

29. CeTeBas opraHu3auusi OCyLLEeCTBMseT 3aoyHoe oOcnyxXvBaHue noTpebuTenernt ¢ UCNOfb30BAaHNEM CBOErO
oduumanbHOro canta B cetm MIHTEpHET, coaepKallero MHopMaumio 0 OeATeNbHOCTM CeTEBOW opraHM3aumm (ganee -
odouumanbHbIN CanT).

30. B cny4ae Bo3HUKHOBEHUSA nepeboeB B paboTe oduLManbHOro canTa, BMEKyLUMX HEBO3MOXHOCTb AOCTyna K
cofepxailenca Ha Hem WHdopmauum (cepBucam), ceTeBasi OpraHu3auMs B TedyeHue 2 4YacoB C MOMEHTa
BO30OHOBINEHNSA OOCTyna K oduumanbHOMYy CaWTy pasmellaeT Ha HeM WHgopMauuio O npuuvHe, AaTe U BPEMEHMU
npekpaLleHnss 4OCTyna, a TaKkke 0 AaTte U BpeMeHU BO30OHOBNEHNS AOCTyNa K ohuumanbHOMy CanTy.

MoTpebuTtenu OoMmKHbI MMETb BO3MOXHOCTb O3HaKOMIIEHUSI ¢ MHOPMaLMeN, pasMeLLeHHON Ha oduLmnanbHOM
canTe, C WUCMOMb30BAaHWEM pacnpocTpaHeHHbIX Beb-obo3peBaTenei. [pu 3TOM He [orkHa npegycMaTpuBaTbCs
YCTAHOBKA Ha KOMMbIOTEPLI MNOTPeOMTENnen cneuuanbHO CO34aHHbLIX AN NPOCMOTpa  oduuManbHbIX CanToOB
NPOrpaMmMHbIX Y TEXHOMNOMMYECKUX CPEACTB.

CymmapHas onuTenbHOCTb NepepbiBOB B paboTe oduumnansHOro canta He JOMKHa nNpeBbiwaTth 4 YacoB B MeCsL,.

31. UHdopmaums, pasmellaemasi Ha opmumanbHOM canTe, LOMKHa ObITh:

OOCTyrMHa Ansa aBToMatudeckor o6paboTku;

KPYrnocyTO4YHO AOCTYMNHa notpebutenam 6e3 ncnonb3oBaHMs NporpaMMHOro obecneyeHunsi, yctaHoBKa KOTOporo
Ha TexHudeckne cpeactea notpebutenss TpebyeT 3aKMOYEeHUs JNUUEH3MOHHOMO MMM WMHOrO  CornalleHus ¢
npaBoobnagaTenem NporpaMMHOro obecneyeHns, npegycMaTpuBatoLLEro B3uMaHme ¢ NoTpebutens nnatbl;

AocTynHa 6e3 B3uMaHus nnarhbl.

32. HaBuraums ocmumansHoro canTa AomKkHa COOTBETCTBOBATL CeAYOLWNM TpeboBaHUSM:

BCA pasmellleHHass Ha odumuManbHOM canTe WHgopMaumsi OoImkHa OblTb OOCTyrnHa noTpebutenam nytem
nocrnegoBaTesibHOro nepexofa Mo rMnepcehblyikaM HavyvMHasi ¢ rmaBHOW CTpaHuubl oduumansHoro camta. KonmnyecTtso
Takux NnepexonoB Mo KpaTyanwen nocneaoBaTeNbHOCTU AOMKHO BbITh He Bonee naTy;

noTpebutento AormkHa NpedoCcTaBnATbCA HarnsaHas MHOpMauusi O CTpyKType oduumanbHoro cailta M o
MECTOHaXOXAEHNM OTOBpakaeMol CTpaHULbl B 3TOW CTPYKTYPE;

Ha Kaxxgomn CTpaHuue Od)I/ILI,I/IaJ'IbHOFO canta O0MMKHbl ObITb pa3melleHbl. rmaBHOe MEeHH, CCblJlka Ha rTMaBHYH
CTpaHuuly, CCblfika Ha KapTy ocbmu,maanoro canTa;
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3aronoBkM M MOAMUCKU Ha CTpaHuUax OOIMKHbI ONUCbiBaTb coAepXaHue (HasHayeHue) TakoW CTpaHulbl,
HanuMeHoBaHWe TEKYLLEro pasaena u otTobpaxaemoro OOKyMeHTa;

HauMeHOBaHWe CTpaHuUbl, ONUCLIBaKOLLEE ee coaepkaHue (HasHadeHue), [OIMKHO oTobpaxkaTbCs B 3aronoBke
OKHa Beb-o0603peBaTens;

TEeKCTOBbIN agpec B ceTu VIHTepHeT (yHuBepcarnbHbl ykasatenb pecypca, URL) kaxgon cTpaHuubl OOMMKEH
oTobpaxaTb ee NonoXeHne B NOrMYECKON CTPYKType calTa U COOTBETCTBOBATL €€ COAEPXKaHUIO (HasHa4yeHuio), a Takke
B TEKCTOBOM agpece OOMKHbl ObITb UCNOMNb30BaHbl CTaHAAPTHbIE NpaBua TpaHcnMTepaumu;

Ha rnaBHOM CTpaHuLe oduumnanbHOro canta U B OTAENbHOM pasgerne (ganee - nuYHbIn KabuHeT noTpebutens)
pasMellaeTcs HOMep ropsyen NMHMM N0  BOMPOCaM  3NEKTPOCHAbXeHus, runepccbinika Ha MHgopmauuio,
NnpegycMoTpeHHyto absauem oguHHaguaTeiM M ABeHaguaTbiM nyHkTa 33 HacToswmx EOuHbIX CTaHOapToB, a Takke
CCbINKN-6aHHepbl HA MHPOPMALMOHHbIE MHTEPAKTUBHBLIE CEPBUCHI CETEBOI OpraHM3aLui.

33. B uensx obecnedyeHus onepaTMBHOrO AoCTyna notpebutenen Kk MHgopmauum o6 okasblBaeMbIX ycrnyrax u
obcnyxmBaHUM CETEBOW OpraHM3auun B rMaBHOM MEHK oduuUManbHOro camTa CeTeBOM OpraHuMsauvu BblaensdeTca
pasgen "MMoTtpebutenam”. B ykasaHHOM pasgene pasmellaetcsi MHgopmauusi B COOTBETCTBUM CO CTaHgapTamu
packpbITUS MHopMaunyn cyGbekTammn OMTOBOTMO U PO3HMYHBLIX PbIHKOB 3NEKTPUYECKON 3HEPIUK, a Takke crnegyolue
cBefeHus:

MOYTOBbLIN agpec CeTeBOW opraHusauuu, agpeca u rpaduk paboTtbl ocducos obcnyxmuBaHus noTpebutenen,
HoMepa TenedOHOB, MO KOTOPbIM OCYyLLlecTBnsieTcs obcnyxuBaHve notpebutenen, agpec odwmumanbHOro camnta
ceTeBOW opraHv3aumu;

NMOpsiAOK nogadn M paccMOTpeHust obpalleHui noTpebutenen, copepxalwmux xamnoby Ha LeNCTBUS CEeTEeBOW
opraHusaumm, ¢ ykasaHmemM CpOKOB pacCMOTPEHUs obpalleHnin n NpeaocTaBneHus oTBeTa;

nopsgoK M CpOKM 3akmioveHust JoroBopa 00 oOKasaHuM ycnyr no nepefadve  SrekTpUYECcKON 3HEepruu,
npeaycMoOTpeHHble 3akoHoaaTenbCcTBoM Poccunckon ®egepaunm;

nopAaoK nogadvn 3adBKUM Ha TexXHOoJ1orm4eckoe npmcoegmnHeHne, OCHOBHbIE 3Tarbl €e PacCMOTPEHNUA U UX CPOKHU,
CBeleHnA, KOTOopble [OOJIKHbl COAepXaTbCA B 3adBKEe Ha TEXHOJNIorm4eckoe npucoegnHeHune, w” Tpe6OBaHVI$'-| K
npunaraemMmbiM K Hen OOKYyMEeHTaMm, CbOprI 3aABOK OJ14 3anoJIHEHUA HOTpGGVITeJ'IeM;

nopAAoK BbIMNOJTHEHUA TEXHONOINrM4YeCcKoro npucoeamnHeHnd, atanbl TEXHONOrMYeCKoro npncoeguHeHmna N nx CpoKu;

nopsgoK pacyeTa nnatbl 3a TEXHOMNOrMYeckoe NpUcoeauHEHNE ANA BCeX rpynn noTpeduTenen, Konmu peLueHni
opraHa ucrnosiHuTenbHoM Bnactn cybbekta Poccuickon ®egepauun B 06nacT rocyaapCTBEHHOIO perynmpoBaHunst LieH
(TapndpoB) 06 ycTaHOBMEHUU MMaThl 3a TEXHONOMMYECKOE MPUCOEANHEHME B OTHOLLEHUN TEPPUTOPUArbHbIX CETEBLIX
opraHu3auum, a Takke Konusa pelleHns dedepanbHOro opraHa MCMONHUTENbBHOM BracTu B 0bnacty rocy4apCTBEHHOMO
perynupoBaHus LeH (TapudoB) NO YCTAaHOBMEHWO NnaTbl 3a TEXHOMOrMYeckoe npucoeguHEeHWe B OTHOLLEHMU
opraHusaumm no ynpasfieHVUIO eOUHOW HauMOoHAanNbHON (OOLLEPOCCUIACKON) SMEKTPUYECKON CETbIO, NMOPAKOK onnaTtkl no
JoroBopy 06 OCyLLECTBMEHUN TEXHONOMMYECKOro NMPUCOEAMHEHNS K JNIEKTPUYECKMM CETSIM, OCOBEHHOCTN BHECEHWS
nnaTbl OTAENbHBIMK FpynnaMm noTpebutenen, NnpegycMoTpeHHbIe 3akoHoAaTenbcTBOM Poccuiickon depepaumu;

NMOpsiAOK pacyeTa nnaTbl 3a OKasaHue YCnyr no nepegadve 9nekTpudeckorW 3JHeprum Ang Bcex rpynn
notpebutenen, KonMM peLUeHVIn OpraHa MCMOMHUTENbHOW Briactu cybbekta Poccuiickon Pepepaummn B obnactu
rocygapCTBEHHOIO perynupoBaHus LeH (Tapudos) 06 ycTaHOBNEHMM TapndoB Ha yCcryru No nepegade aneKTpudeckomn
3HEpPruM B OTHOLUEHUN TeppUTOpMAaribHbIX CETEBbIX OpraHM3auun, a Takke KOMMW pelleHun dedeparnbHOro opraHa
NCNOSTHUTENBHOM BNacTn B 0bnacTu rocygapCTBEHHOrO perynupoBaHmns LeH (TapudoB) 06 yctaHoBNeHMM TapndoB Ha
ycnyrm no nepefade 3NeKTpUYecKom 3HEpPruM B OTHOLLEHMM OpraHuM3auuu no ynpasneHuto €4MHOW HauMOHanbHOW
(oBLLEepOCCMINCKON) 3NEKTPUYECKON CeTblo, MOPSAAOK onnaTtel NO [oroBopy 00 okasaHum ycryr no nepegade
3NEKTPUYECKON SHEPTUN;

NOPSIAOK OCYLLECTBIEHUS KOMMEPYECKOr0 yyeTa CeTEBbIMM OpraHu3auusiMi, B TOM Yucrie TpeboBaHus K MecTam
YCTaHOBKM NPMOOPOB y4yeTa, CXeMbl MOOKMIOYEHNUS U METPOSIOrMYECKME XapaKTepUCTUKM NpMbopos yyeTa 6e3 ykasaHus
TOBapHbIX 3HAKOB, 3HAKOB OOCMYXMBaHWS, (UPMEHHbIX HaMMEHOBaHWW, NaTeHTOB, MOMEe3HbIX Moaenen,
NPOMbILLUMEHHbIX 06pasuoB, HaMMEHOBAHUA MECT TMPOUCXOXKAEHUS NpUMOOPOB yyeTa MMM HaMMEHOBaHWIA
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npovsBoamnTener NnpubopoB y4yeTa;

HanmveHoBaHune I'IpI/I60pOB y4yeTa, YyCTaHOBKY KOTOpPbIX OCYyLlEeCTBAeT ceTeBad opraHum3auuna, nx CTOMMOCTb U
CTOMMOCTb pa60T Nno UX yCTaHOBKE;

MPUYUHBI U CPOKM MNaHOBbLIX MEPEPLIBOB B Nepedave SMeKTpUYEcKon 3HEprnv, npekpawleHus unmn orpaHnyeHns
pexuma nepefadn 3NeKTPUYECcKOW 3HepruuM, B TOM 4ucne npefBaputenbHas MHOpMauus O cpokax OrpaHuMyeHus
pexvnma noTpebrneHus anekTpmuyYeckon aHeprum (MOLLHOCTK) NoTpebuTenen B CBA3M C NPOBEAEHNEM PEMOHTHLIX paboT
Ha oObeKTax 3neKTPOCeTEBOro XO3ANCTBA CETEBOW OpraHuM3auun, BKIKOYEHHBIX B rO4OBOM (MECAYHbIA) rpaduk
PEMOHTa;

pacyeTHble AaTa U Bpemsi BOCCTAHOBIIEHNS 3NEKTPOCHaBXeHUs B cryyae BBeAeHWs BHEMNNaHoBOro orpaHMyeHus
pexurMa noTpeGneHns aneKTPUYEecKon aHeprum (MOLLHOCTK);

4acCTo 3aJaBaeMble BOMpPOCHI, BO3HUKaKLWHNe y I'IOTpe6VITeJ'Iel7I, N OTBETbI Ha HUX;

aKTyallbHbleé M3MEeHEeHUA 3akoHOoOaTelbCTBa Poccuiickon d>ep,epau,vu4 B OTHOLWEeHUN npouenyp OKalaHuAa ycnyr
ceTeBbiMUN OpraHmn3aumnamm;

yTBepXAeHHbIEe rpadduKu aBapuUNHOro orpaHNYeHus;
nacnopTa ycnyr (NpoLeccoB) ceTeBOW opraHu3auuu;

nopsigok paboTbl B MMYHOM KabuHeTe noTpebutens, Bkroyas nornyvyeHne nepBoHavyanbHOro AocTyna K fIMYHOMY
kabuHeTy, perncrtpauuio n asTopusaumio notpeburens.

34. Vludopmaums, ykasaHHas B ab3aue oavHHaguatoM nyHkTa 33 HacTosAwmx EAmHbIX cTaHOapToB, MOANEXUT
onybnMKoBaHMIO HE NO3AHee YeM 3a 7 OHeW A0 AaThl NITaHOBbLIX NEPEpPbIBOB Nepeaayn areKkTpUYeCcKon SHeprum.

35. VIHopMaumsa, ykasaHHast B ab3aue TpuHaguaTtoMm nyHkta 33 HactoAwmx EauHbIX cTaHgapToB, NOANEXWT
onybnMKOBaHUIO He peXe OAHOro pasa B KBapTall Ha OCHOBE aHanu3a MOCTYNMBLUMX OOpalleHUuin B CETEBYH
opraHusaumio.

36. CeTeBasa opraHusaums obecneymBaeT, B TOM YMCME C UCMONMb30BaHMEM NUYHOrO kabuHeTa noTpebutens,
TEXHUYECKYI0 BO3MOXHOCTb!

a) HarnpaBneHus noTtpebutenem obpalleHun, B TOM 4YUCIEe COAEpXalux >Xanodbl u 3asiBKM (3asiBNEHUs) Ha
okasaHwue ycnyr (npoueccos), cornacHo npunoxeHuto N 5 k HacToswmM EgnHbIM cTaHgapTam B popMe 3NeKTPOHHOMO
OOKyMeHTa nyTeM 3anofHeHUs 3KpaHHbIX opMm Beb-MHTepdperica oduumanbHOro canta ¢ obsa3aTtenbHoOM Ans
3aMoNIHEHNs1 KOHTaKTHOW mMHdopMaumen 1 npeanoyTUTeNnbHbIM CNocoboM MnonydeHnss oTBeTa. B akpaHHbIX dopmax
BeO-nHTEpbenca odmumanbHOro canTa obecrneynmBaeTcs BO3MOXHOCTb MPUKPENnsTb hannbl ¢ maTtepuanamu no
obpatuenunto. MNpu HanpaBneHun obpalleHns Yepes3 ykasaHHbI MHTepdenc NnoTpebuTens AOMmKeH ObiTb YBEOOMIIEH O
NNaHoBbIX CPOKax paccMOTpeHMs obpalleHns C yKasaHUeM perncTpaunuoHHOro Homepa obpalleHuns;

6) 3anofnHeHns NOCPeACTBOM 3KpaHHOW ¢hopmbl Beb-UHTepdhenica odumumansHoro canmTa aHkeTbl NoTpedbuTtens
NS onpoca ¢ Lenbio OLEHKN KadecTBa OkasblBaeMbIX YCIYr CETEBOW OpraHn3auum 1 obcnyxmBaHmsa noTpednTens;

B) nmony4veHus notpebutenem cBeAeHUM O cTaTyCce pacCMOTpeHust obpalleHusi, HanpaBreHHOro B CETEBYHO
opraHu3auuio;

F) BBOAA I'IOTp66VITeJ'IeM TeKyLmnx nokasaHui ﬂpVI60pOB yyeTa SﬂeKTpVIHECKOVI SHEPIrnn;

4) HanpaBneHus notpebutenem yBeOOMIIEHWS B CETEBYK OpraHuM3aumio 06 MCMOMHEHUUM UM MepOonpuUATUN,
NpeayCMOTPEHHbIX TEXHUYECKMMU YCIOBUAMU;

€) NpeAocTaBneHns NnoTpedbuTenam:

cBefeHun o CcTaTtyce paCCMOTpPEHUA 3aABKU (SaﬂBJ'IeHI/IFI) n0Tpe6|/1Ten;| Ha OKa3aHue ycnyr, noaaHHoOM B CeTeByto
opraHun3auuio, C yKa3aHmem Aatbl MNOCTYMNJIeHUA 3adaBKM U €€ perncTpaumMoHHOro HomMepa, AaTtbl HanpaelieHUA
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3aaBUTENIO NOANUCAHHOTO CETEBON OpraHM3auueit goroBopa o6 okasaHuu ycnyru;

cBedeHun o cTtatyCce UCNOJIHeHUA OOoroBopa OKa3aHWA YCIyrn C ykadaHuem niaHOBbIX CPOKOB UCMNOJIHEHUA, 3a
NCKNK4YeHnemM O0roBopoB Ha OKa3aHue YyCIyrn no nepenaqe SJ'IeKTpVI‘-IeCKOﬁ SQHEPIrnn. CseneHusa no gorosopam 06
OCyLLEeCTBJIEHUN TEXHOJIOrM4eCkoro npucoeanHeHna OOJKHbl BKITKOYaTb I/IHd)OpMaLI,VIIO O AaTte 3aKrn4eHuda gorosopa,
XO4€e BbINOSIHEHNA CeTeBOW opraHmaauMeﬂ TEeXHNYECKNX ycnosvu7|, C*)aKTVI‘-IECKOM npmucoegnHeHmnn, coctaBlieHUn U
noanncaHnMnm AOKYMEeHTOB O TEXHOJIOrM4YeCKoOM npucoeguHeHunn;

CYETOB Ha oriaTty ycnyr no TeXHOJ10rmM4eCKomMy npncoegnHeHuo;

CBEAEHMI O MOKa3aHUAX NpMOOPOB ydeTa No ToYKam yyeTa INEKTPUYECKON 3Heprum notpebutensa n cratuctmke
notpebneHns aNeKTPUYECKON SHEPTMN HA MOMEHT MOCMEAHEro CHATUS CETEBOW OpraHumsaumelnt Takmx NMoKasaHun unm
BBeAEHMS NokasaHui npubopa ydyeta noTpebrtenem camocTosaTeNbHO;

CBefeHW O cTaTyce paccMOTpeHus obpalleHusl, HanpaBfieHHOr0 B CETEBYK OpraHusauuio B 3NEKTPOHHON
dopme.

37. [octyn Kk nMYHOMYy KabuHETy noTpebuTens OocyllecTBnsieTcss Nocre BBoAa MOTpebuTenem CBOUX
NOEHTUDUKALMOHHBIX AAHHBIX: UMEHW (SIOTMHA) U Mapons U (M) No PEerncTpaLMoHHOMY HOMEpPY 3asiBKM Ha OkasaHue
ycnyr (oTaernbHbIX Npoueayp) U Naporto, KOTopble BblAATCA NOTpebuTento:

a) Npy 04HOM obpalLeHM B CeTEBYIO OpraHM3aLmio;
6) No NUCbMEHHOMY 3anpocy NnoTpebutens;

B) nocrne 3arnofHeHust noTpebuTenem akpaHHOM opMbl Beb-mHTepderica oduumnansHOro canta CeTeBOM
opraHusaumm permctpauum.

38. Pasgen "MoTpebutensm" oduumanbHOro camTa CETEBOW OpraHu3auMm pekoMmeHayeTcs paspabaTbiBaTb B
cooTtBeTCcTBUM C NpunoxeHmeM N 6 K HacToswmum EgmHbiM cTaHgapTam.

IV. Mpuem 1 paccmoTpeHne obpalleHuii noTpebutenen
39. MNoTpebutenam obecneunBaeTcs paccCMOTpeHUe obpalleHnin B yCTAHOBSIEHHbLIE CPOKN.

40. CeTeBas opraHu3auusa nNpu paccMoTpeHun obpallieHnin noTpebuTeneli obecneymBaeT NpMeM 1 perucTpauumio
NOCTYNUBLLETO B afpec CeTeBoi opraHM3aunm obpalleHnst NoTpedutens (B NMCbMEHHOW, SNEKTPOHHOM, YCTHOMN dhopMme,
C Wcronb3oBaHMEM TenedqoHHOW cBa3u). lMpu pernctpauum obpalleHust (UKCUPYETCS KOHTaKTHasi MHdpopMaumst
noTpebuTens, AaTa NocTynneHnst obpalLeHnst U BXOAALWNIA PercTpaLmoHHbIn HoMep obpalleHust.

41. CeTeBasi opraHusauusi HanpaensieT noTpeGuTento OTBET MO CyLWEeCTBY Ha ero obpalueHve B criedyrolime
CPOKU:

a) OTBeT Ha NMUCbMEHHoe obpalleHne noTpebuTtens Ha OymaHOM HocuTene - B TeyeHne 30 gHeM co OHSA
peructpaumm obpalleHus CeTeBOW opraHu3auuein, B clyvae eciiv UHOe He NpeayCcMOTPEHO 3aKkoHO4AaTerbCTBOM
Poccunckon degepaumu;

0) obpalleHne noTpebutens, HanpaBneHHOe C UCMONb30BaHNEM OULMANbHOrO canta B oOpMe 3NEKTPOHHOTO
OOKYMEHTa, - B CPOKMU, yKasaHHble B npunoxeHun N 5 k HacToawmm EanHeim ctaHaapTam;

B) oOTBeT Ha obpalweHve notpebutens C UCMNONb3oBaHMEM TeNnedOHHOW CBA3WM  NpefdocTaBnsieTcs
HenocpeacTBEHHO B MOMEHT obpalleHns notpebutens. B cnyvyae HEBO3MOXHOCTM NpegocTaBUTb OTBET B MOMEHT
obpauleHns notTpebutens paboTHUK CETEBOW OpraHmM3aumm 3anucbiBaeT KOHTAKTHYHO MHopMaumio notTpebuTtens n He
nosgHee 4 4acoB C MOMEHTa perMcTpauum obpalleHns NnpeaocTaBnseT OTBET NOTpebuTento;

r) ecnu obpallieHne noTpedbutens C MCNOMb3oBaHMEM TenedOHHOW CBA3WM COOEPXUT xanoby un dakTol,
N3MNOXEHHbIe B Takon >xanobe, TpebylT aHanu3a matepuanoB no obpaieHutio notTpebutensi, paboTHUK ceTeBoOW
opraHusaumm, NpUHSBLLMIA TenedgOoHHbIN BbI3OB, 0opMnsieT Xanoby B ¢opMe SMNEKTPOHHOrO LOKYMEHTAa, KOTOPbIf
perncTpupyeTcs B yCTaHOBIMEHHOM nopsigke. Cpok oTBeTa NOTpebuTento No Takon xanobe He JormkeH npesbiwaTtb 30

KoHcynbTanTlNKoC

www.consultant.ru Crpanuua 10 u3 38
HaeXHas npaBoBas noaaepXxkKa



http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru

Mpuka3 MuHaHepro Poccum ot 15.04.2014 N 186
(pea. ot 06.04.2015) [JokymeHT npeaocTtaBneH KoHncynbTaHTIOC
"O EAMHBIX CTaHAapTaxX KayecTBa 06Cy>XMBaHUSI CETEBLIMM OpT ... Hata coxpanenns: 11.07.2018

[OHEeW co OHS perucTpauum obpalleHus;

O) OTBeT Ha ycTHoe obpalleHve noTpebutenss B oduc obcnyxuBaHust notpebutenen npenocTaBnseTcs
HenocpeACTBEHHO MNpu noceweHnn notpebutenem odwuca. B criyyae HEBO3MOXHOCTM MpenoCcTaBieHUs OTBeTa Ha
obpalleHne noTpebutens npu OCYyLLEeCTBIIEHMU OYHOro OOCMyXMBaHWs NOTpebuTens, a Takke ecnv obpalleHue
notpedutenst cogepXxuT xanoby un ¢akTbl, U3NOXEHHble B Takon >anobe, TpeOykwT aHanu3a marepuanoB Mo
obpalueHnto notpebuTens, paboTHMK CETEBON OpraHM3aumMn SOIMKEH NPeasoXuTe NoTpebuTento HanpaBuTbL B CETEBYHO
OopraHmsaumio NUCbMeHHoe obpalleHne unu odopmnte obpalleHne B odmce OB6CnyXMBaHUA Ha TUMOBOM OriaHke.
Mocne 3anonHeHuWss M nognucaHus notpebutenem 6naHka obpalleHusi Takoe obpalleHve pernctpupyetcsa. Cpok
oTBeTa Ha Takoe obpalleHne He JoSmKeH npeBbiwaTth 30 AHen co AHA permcTpaumm obpalleHums.

42. B cnyyae ecnu M3noxeHHble B obpaleHum notpebutensd BoNpochbl HEe OTHOCATCHA K KOMMETEHLMU CeTEeBOM
opraHusauum, paboTHWK CeTeBOW opraHusauum He nosgHee 5 pabounx OHeW CO AHA perucTpaummn obpallieHus
NHOPMUPYET NOTpebMTENS O HEBO3MOXHOCTU NPEeOCTaBlEHNsI EMY OTBETA MO CyLLECTBY U3MNOXEHHbIX B 0bpaLLeHnm
BOMPOCOB N COOBLLAET KOHTaKTHYI0 MH(POPMaLMIO OpraHM3auUmni, K KOMNeTEHLUN KOTOPbIX OTHOCATCS Takne BOMNPOChI.

43. ObpalleHne notpebutens o npegocTaBneHnn CNpaBOYHON MHGOpMauun u (Mnn) KOHCYNbTaumum cyMTaeTcs
paccMOTPEHHbIM, ecnv NoTpebutento HanpasneH (NpegocTaBneH) OTBET € 3anpaluMBaeMon UHopmaLmen.

44, O6palueHne noTpebuTens, cogepxatlee xanoby, cunTaeTcsi pacCMOTPEHHBIM CETEBOW OpraHu3auuen, ecnu:

a) yctaHoBneHa o60CHOBaHHOCTb (HEOBOCHOBaHHOCTL) 3asABIEHNS O HAPYLLEHWUN NPaB UM OXpaHAEMbIX 3aKOHOM
WHTepecoB NoTpebuTerns, B TOM Y1cne O NpeaoCTaBeHUN YCNyr HeHaanexallero kKa4ecTBa;

06) B crny4yae HeobGXxoAMMOCTM MO OBOCHOBAHHLIM >Xanobam ornpefeneHbl MeponpusaTUs, HanpabfieHHble Ha
BOCCTAHOBMEHWE HApYLUEHHbIX NPaB UMM OXPaHsieMbIX 3aKOHOM MHTepecoB noTpebuTtens (ganee - KOppeKTMpyoLme
Mepbl);

B) HanpasrieH (NpegocTaBneH) OTBET NOTpebuTento No obpalLeHunio;

B Cryyae npusHaHus xanobbl HE0OOOCHOBaHHONM B OTBETE NPEAOCTaBMATCA apryMeHTUPOBaHHbIE Pa3bsCHEHNS B
OTHOLLEHMWN OTCYTCTBUSI OCHOBaHWIA NS ee YA0BNETBOPEHHUS;

B Clly4ae npuaHaHus xanobbl 0GOCHOBaHHOM B OTBETE MOTPEOUTENIO YKa3bIBAOTCS, KakMe npaBa Uin 3aKOHHbIe
MHTepeckl NoTpebuTens nognexaTt BOCCTAHOBMEHUIO U B KakoM nopsake. Ecnv no xanobe HeoGxoavmMa peanusauus
KOPPEKTUPYIOLLIMX Mep, B OTBETE NOTPeBUTENI0 YKasbiBAETCA NMNaHUpyeMblii CPOK UX peanusavmi.

45. PaccmoTpeHue obpalleHns He npon3BoanTCs (C yBegomneHmeM ob 3ToM noTpebutens) B cnyyasx:
a) ecnv obpalleHne COAePXNT HeLeH3YpHble TGO OCKOPOUTENbHBLIE BbipaXXeHWUs;

6) ecnn B obpalleHn cogepXXmUTcs BOMPOC, Ha KOTOPbIA JAHHOMY MOTpedbuTento ycnyr yxe Obin npegocTaBneH
OTBET MO CYLECTBY B CBA3WN C paHee HanpaBfieHHbIMW 00paLeHnaMu, u npu 3ToM B obpalleHnun He NPUBOASTCS HOBblE
[0BOdbl NN 0OCTOATENBLCTBA;

B) €Clin OTBeT NOo CywecTBy NOCTaBlIEHHOINO B o6pau.|,eH|/||/| BOMpoca He MOXeT OblTb OaH Oe3 pasrnaweHunsa
CBEeEHUIN, COCTaBNAOLLMX KOMMepP4Y€eCKyHo TaVIHy I NHYO OXpaHAEMYH 3aKOHOM Tal7|Hy.

46. PaccmoTpeHue obpalleHus (6e3 yBegomneHuss notpebuTtens) He NPOM3BOAMTCA B CriyyasiX, €Crim TeKCT
NMMCbMEHHOro obpalleHuss He nogaaeTcsl MpPouTEeHMI0O MM B obpalleHWM OTCYTCTBYIOT KOHTaKTHble [aHHbIE,
HeobxoavMble ANs HanpaBneHusl OTBETA.

V. OcobeHHoCcTU obCcnyXmnBaHus notTpedbuTtenen npy okasaHum
YCNyr N0 TEXHONOMMYEeCKoMY NPUCOeaUHEHUIO

47. CeTeBad opraHunsauunsa obecneunBaeT I'IOTp66I/ITeJ'IF|M - Cbl/l3|/l‘-IeCKI/IM nnuam, MakcnMaribHaa npuncoegnHeHHasa
MOLLWHOCTb 3HEpPronpmHnMmarLmnx yCTpOIZCTB KOTOPbIX COCTaBid€T A0 15 kBT BKNIOUYUTENBHO (C y4yeToM paHee
npuncoeanHeHHbIX B [aHHOW TOuYKe npuncoeanHeHna aHepronpmHnmMmarLmx yCTpOVICTB), BO3MOXHOCTb:
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a) BbICTaBMEHWs1 cyeTa Ha onnaTy YCIyrM Nno TeXHOSIOrMYeckoMy NMpUCOeaUHEHUIO cnocoGamMu, OonycKaloLWmMm
BO3MOXHOCTb UX yAaneHHon nepegayn (noyta, cetb IHTEpHET), NO XenaHuio noTpebuTens;

6) BHeCEeHUA nnatbl N0 4OroBopy (o]] OCyLLEeCTBINMEHNN TEXHONOINM4YECKOro npucoegnHeHns K 3N1IeKTpu4eCKMM ceTam
©e3 onnaTbl KOMUCCUN.

Mpunoxexne N 1

kK EAvHbIM cTaHgapTam kavecTBa
obcnyXMBaHUSA CETEBbIMU OpraHM3aLMsIMm
notpebutenen ycnyr ceTeBbIX OpraHM3aLmm

MACIOPT YCJYIYM (IIPOIECCA) CETEBOW OPTAHUBAIMU

HavMeHOBaHMe yCJyI'um (mpolecca)

Kpyr smasaeurenen <l1>: .
PasMmep mnjaTH 3a NPenoCTaBJIEHME yCJIyI'M (Ipolecca) M OCHOBAaHME €€ B3UMaHUA:

YcJoBMSa OKa3aHMa yCJyru (mopouecca) <2>:
PesysnbTaT oOKaszaHMsa yCJyIM (mpolecca):
ObumM Cpok okaszaHusa ycJayI'm (HIpoliecca) :

CocTaB, [IOCJIENOBATEJIbBHOCTL M CPOKM OKa3aHMUsa yCJyI'um (mpolecca) :

N n/n| Otan | CogepxaHue/ycnosus atana dopma Cpok Ccbinka Ha
npefocTaBneHns NCMNOSHEHNS HOPMaTUBHbI
NpaBoOBOW aKT

KoHTakTHas mHOOpMAlIMS OJIsS HaNpaBJieHUs oOpameHmit <3>:

<1> YkasbiBatoTcs nuua, KoTopble MOryT NMOMyYnTh JaHHYH YChyry.

<2> OnucaHve ycrnoBun, NpM KOTOPbIX OKasaHue ycnyru (npouecca) CTaHOBUTCS BO3MOXHbIM (NpefocTaBneHne
BCEX HEOOXOANMbIX JOKYMEHTOB, Hannyne uanyeckor BO3MOXHOCTM OKa3aHus ycryru (mpowecca) u ap.).

<3> YKa3blBalTCA KOHTaKTHble [aHHble §uL, KOTOopble MOryT [OaTb McHepnbiBawlyl uHdopmauuio 06
oKasblBaemMow ycnyre, MpuHATbL xanoby Ha pgenctBua (6esgenctsve) nogpasgenexHvs (paboTHuka) ceTeBon
opraHm3auumn, 3aHATOro B OKa3aHWUU ycnyru, yrnosiIHOMOYeHHOro opraHa MCNOMHUTENBHON BNnacTtu, ocyulecrtendrowero
HaZ30pHble (DYHKLUN 3a AeATEeNbHOCTbIO CETEBO OpraH13aLui.

Mpunoxexue N 2

K EAMHbIM cTaHgapTam kavecTBa
obcnyXnBaHns ceTeBbIMW OpraHM3aunsiMm
notpebuTtenen ycnyr ceTeBbIX OpraHM3aL i
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TPEBOBAHNA 5
K OPTAHUBALIMN OPNCOB OBCITY>XKVBAHWA MOTPEBUTENEN
CETEBbIM OPIAHU3ALMAMU

1. I'Ipvl O60py,EI,OBaHMM LIEHTPOB O6CJ'Iy)KMBaHI/I$| n0Tpe6|/|Tene|7| B KITMEHTCKOM 3alie Nnpon3BoanTCA 30HMpOBaHME
nomelleHusi, obecneuymnBarollee ero pasgeneHne Ha [OBe 30Hbl: KIMMEeHTCKYH0 U 30HY pas3MelleHus pa60THI/IKOB,
OCyLLEeCTBIALWNX 06CJ'Iy)KVIBaHI/Ie r|0Tpe6|/|Tene|7|.

2. UeHTpbl 06cnyxuBaHua notpebutenen cHabxalTcd WHPOPMAUMOHHBIMKM Tabnuykammn (BbiBECKaMu) C
NOroTUNOM ceTEBOWN OpraHu3aunu:

a) Ha BxoAe B 3OaHne pasMmellaeTcs BbiBeCcka ¢ MHhopMaumeit: HaMMeHOBaHNe CETEBON OpraHn3aunm, NOYTOBbIN
agpec, rpaduk paboTbl LeEeHTpa OOCNyXuBaHWs noTpebuTenen, agpec 3MeKTPOHHOM MouThl, TenedoH UeHTpa
obcnyxmMBaHusa NOTpebuTenen n ropsyemn NMHUM No BONpocaM 3MNeKTPOCHabXeHWs ceTeBoW opraHmM3aumy;

6) B NOMELLEHNM - BbIBECKM C 0603Ha4YEeHMEM MECT OYHOIro Mpuema notTpebutenen, cnyxebHbiX NOMeLLeHWn, He
npeAHasHavYeHHbIX Ar1sl 04HOro npvema notTpebutenen;

B) B KITMEHTCKOM 3arlie - BbIBECKM Ha OKHaXx O6CJ'Iy)KI/IBaHMF| n0Tpe6v|Tene|7| OKoJ10 pa6oq|/|x MecCT paGOTHMKOB.

3. B knnMeHTCKOM 3ane ueHTpa obcnyxmBaHusa NnoTpebutenen opraHN3yeTcsa 30Ha OXuaaHus ans notpebutenen,
no3BonsoLlas pasMecTuTb NoTpedbutenen B NMKOBbIE AHU (Yackl) npuema. MNnowaab 30HblI OXKMAaHUSA COCTaBNSAeT He
MeHee 4 KBagpaTHbIX METPOB Ha ogHOro paboTHuka, obcnyxusaroLlero notTpedbutens (ogHoro okHa obenyxmeaHus). B
30He OxuaaHus obecneumBaeTcsi Hanuyume mebenu AnNs UCNOMb30BaHWsi NOTpebUTENsMU BO BPeEMS OXWAAHWUSA: He
MeHee OOHOro cuasyero Mecta Ha ogHoro paboTHuka, obcnyxumBatoliero notTpedbutens (0O4HOro OkHa OBCMyXMBaHWS),
He BKMOYas cuadyMe MecTa HenocpeACTBEHHO Ans npvema noTpebutenew, OTAenbHOro crona W CcTyna Aans
ohopmMneHns JOKYMEHTOB BO BPEMS OXMAAHWSA, KaHLENSAPCKNX NPUHaANeXHOCTEN.

4. 30Ha OXWOAHWS KMMEHTCKOrO 3ana oOcHallaeTcs MHPOPMALMOHHBbIMW CTeHdamMu C Heobxoaumon ans
notpebutens wnHpopmauven B COOTBETCTBMM cO CTaHOapTamMu packpbiTUs MHGPOpMauMM cyObekTamu OMTOBOrO U
PO3HUYHBIX PbIHKOB 3MEKTPUYECKON 3HEPrUW, YTBEPXKAEHHbIMU MocTaHoBneHvem [lpaBuTensctBa Poccuiickomn
depnepaumm ot 21 aHBapa 2004 r. N 24, a Takke co criegytoLlen MHopmaumnen:

4.1. rpadmk paboTbl odunca obcnyxmnBaHns NnotTpebutenen;

4.2. NOYTOBbIV agpec M 3MEeKTPOHHbIM agpec ouLManbHOro carta CeTeBon opraHusauuun, agpec 3NeKTPOHHOM
noytbl, TenedoHHble HOMepa UeHTpa obcnyxuBaHus noTpebutenem un ropsderr NUHUM NO  BOMpOCam
ANEeKTPOCHabXeHNs1 CETEBON OpraHusaumm, no KOTOPbIM OCYLIECTBNAETCHA 3ao4yHoe obcnyxuBaHue noTpebutenen,
TeppuTopusi 06CNyXMBaHMS CETEBOW OpraHM3aumy;

4.3. nopsaoK nogaym U paccMmoTpeHust obpalleHun noTpebuTenen, cogepXalimnx xanobbl Ha 4eACTBUS CETEBOMN
opraHusaumm, ¢ ykasaHmemM CpOKOB pacCMOTPEHUs obpalleHnin n NpeaoCcTaBneHns OTBETa;

4.4. nNopsAgoK M CPOKM 3akmyeHus goroBopa 06 oKasaHuM ycnyr no nepepade 3MeKkTPUYEcKOW 3HEpruu,
npeaycMoTpeHHbIe 3akoHoaaTenscTBoM Poccunckon degepaunn;

4.5. nopAaAoK nogayn 3adBKM Ha TexHolnorn4deckoe npucoeamHeHmne, OCHOBHbIE 3Tarbl U CPOKM ee paCCMOTpEeHUA,
CBeleHnA, KOTOopble AO0JMNKHbI COAepXaTbCA B 3aABKeE, TpeGOBaHMﬂ K npunaraemMbiM K Hen OOKYMEeHTaM;

4.6. Tapubl Ha ycnyr no nepegaye 3neKTPUYECKON SHEPINN HA TEKYLLMIA NEPUOL PErysiMpoBaHus C yKasaHMeEM
NCTOYHMKA oULManbHOro onybnMKoBaHWS peLleHuUst opraHa WUCMOMHUTENbHOW BnacTn B obnactu rocygapCTBEHHOMo
perynuposaHusa Tapudos cybbekta Poccunckon ®egepaumu;

4.7. Tapubl Ha TEXHOMNOrMYECKOE NPUCOEAMHEHME HA TEKYLLMI NEPUOA PErYNINPOBaHUSA C yYKasaHNEM UCTOYHMKA
odmumansHoOro onybnMkoBaHUs peLleHuMs opraHa MWCMOMHWTENbHOM Bnactm B obnactm  rocygapCTBEHHOMO
perynupoBaHusi Tapudos cybbekta Poccuiickon ®epepauuu;

4.8. GnaHkn TUNOBbLIX OOKYMEHTOB MO TEeXHOJ1I0rm4eCKkomy npucoegnHeHuto, Ha OKasaHue ycnyr no nepegade
SJ'IeKTpVI‘-IeCK0l7I QHEPIrn n npoyee;
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4.9. NopsifoK OCYLLECTBINEHNS KOMMEPYECKOrO y4YeTa CeTEBbIMW OpraHu3auusiMu, B TOM 4ucrie TpeboBaHus K
MecTaM YCTaHOBKW NPUGOPOB yYeTa, CXEMbI MOAKIHOYEHUS U METPONOMMYECKUE XapaKTepPUCTMKM NPUMBOoPoB y4eTa;

4.10. HaumeHoBaHue I'Ipl/l60pOB yyeTa, yCTaHOBKY KOTOPbIX OCYLLUECTBNAET CceTeBad opraHn3auund, nx CTOMMOCTb U
CTOMMOCTb pa60T Nno UX yCTaHOBKE;

4.11. EpuHble cTaHgapTbl KkavecTBa OOCHYyXMBaHUS CeTeBbIMW OpraHu3aumsiMuM notpebutenen ceTeBbIX
opraHusaumi;

4.12. nacnopT ycrnyr ceTeBon opraHmMsaumm;
4.13. kHura xanob v npeanoxeHun.

5. Tpn HeobxogumocTM B LeEHTpe obcnyxuBaHus noTpebutenen obecneymBaeTcd HanuuMe nNIATEXHOTO
TepMuHana gns onnatbl YCryr ceTeBon KOMMaHuu.

6. Ecnu B knveHTCKOM 3ane oGcnyxuBaHue ocyliecTBnsieTcs Gonee yem 4 paGoTHukamu (Gonee Yem 4 okHa
obcnyxkuBaHns), 30Ha OXuWaaHus oGopyayeTcsl 3MEeKTPOHHOW CUCTEMOW  YMpaBrieHUs o4epenblo, KoTopas
npegHasHavyeHa ONTMMM3MPOBATL MOTOKM noceTuTene. WHCTpyKUMs no  akcrnnyatauuum CUCTEMbl  YrpaBreHus
o4yepenbio U cxeMa pasMeLLarTcs Ha MHPOPMaLMOHHOM CTEHAE.

7. MNomelleHne LeHTpa obcnyxuBaHUs noTpebuTenein oGopyayeTcs NPOTUBOMNOXAPHON CUCTEMON, cpeacTBamu
NOXapoTyLIEHNs,, a Takke LEHTParnvM3oBaHHOW CUCTEMOW OMOBELLeHMs noceTutenei u paboTHMKOB LeHTpa
0o6CnyXMBaHUS O NoXape U APYrMX KPU3UCHBIX CUTYaLMSIX.

8. B nomelLeHnn LueHTpa obcnyxmnBaHns notpebutenen obecnevmBaeTcs HanmymMe NUTLEBOW BOAbI, anTEYKU.
9. B ueHTpe obcnyxmanusa notpedbutenen obecneymBaetcsa 6e3onacHoCTb NoTpedbuTenen n paboTHMUKOB.
10. B 3gaHuu ueHTpa obcnyxmnBaHua notpebutenen obecnevmBaeTcs 4OCTYN NOCETUTENEN B CaHy3bl.

11. B oTHOWeEHMM NyHKTOB OGCMyXMBaHUSA noTpebuTenen ceteBast opraHusaums obecneumBaeT TpeboBaHMS
NyHKTOB 2, 4, 8, 9 HacTosdLero npunoxeHusa K EQnHeIM ctaHgapTam.

Kpome Toro, B nyHkTe ob6cnyxuBaHus obecneumBaeTtcs Hanmune mebenu Ans Mcnonb3oBaHusl NoTpebutensamm Bo
BpeEMS OXWAAHUSI: HE MeHee OOHOro CUASYEro Mecta Ha ofHoro paboTHuka, obcnyxusatoLlero notpebuTens (ogHoro
OKHa 0BCnyXVBaHWSA), He BKIOYasi CUAAYME MecTa HeMocpeACTBEHHO ANns npuema notpebutenei, ctona v cryna ans
0hopMIEHNST LOKYMEHTOB BO BPEMS OXUAaHWS, KaHLENSAPCKUX NpuHaanexxHocTen (pydku, bymara ons 3anvcein).

Mpunoxexne N 3

K EQuHbIM cTaHgapTam Kkadectsa
obcnyxnBaHMsa ceTeBbIMU OpraHu3aunsimm
noTpebuTenel ycnyr ceTeBbix opraHn3aLmii

. OCHOBHbIE JENCTBWA
CETEBOW OPTAHU3ALIW MPU OCYLLECTBIIEHM O4YHOIO OBCITY>KUBAHUA
MOTPEBUTENEN B OPUCAX OBCITYXUBAHUA NMOTPEBUTEIIEN

N OcHOBHbIe AENCTBUSA CETEBOW OpraHvM3auny Npy OCyLLEeCTBIEHUN OYHOTo 0bCnyXnuBaHns
notpebutenen B ochmcax obecnyxmBaHma notpeburtenen

1 Mpuem wn perncTpaumsi O4YHOro oOOpalweHusa noTpebuTens, perncTtpaumsi KOHTAKTHON
MHopMaLMmM NoTpedbunTens, NpoBepka KOPPEKTHOCTU OOPMIIEHMST 3asIBOK HA OKasaHue YCnyr,
KOMMNEKTHOCTU OOKYMEHTOB U MOJIHOThI CBe,EleHMVI B 3adBKe B COOTBETCTBUU C Tpe6OBaHI/IF|MVI
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HOPMaTMBHbIX NMPaBOBbIX aKTOB:

1.1 npuem xanobbl NoTpebntens B NCbMeHHON opme

1.2 npueMm 3asiBKu/3asiBNEHNs1 Ha OKasaHue ycnyr B MMCbMEHHON hopmMe, B TOM vucne:

1.21 3asiBKM Ha TeXHOMorn4eckoe npucoeanHeHne

1.2.2 o6pamgHMﬂ notpebutenss o npoaneHnn cpoka AEWCTBUS paHee BblOAHHbLIX TEXHUYECKUX
yCnoBun

1.2.3 3asBfeHNss O BOCCTAHOBMEHUW paHee BbiAAHHbIX TEXHUYECKUX YCMOBWUW, yTpata KOTOpbIX

HacTynuna B CBA3U C nuKBMZaUmMen, peopransaumeM, npeKkpaweHnemMm neAaTernbHOCTU NnpexXHero
Bnagenbua (3aﬂBVITeJ'IF|), npop,a>|<e|7| 0OBEKTOB U MO MHbIM npu4ynHam

1.2.4 yBEOOMIEHUS O 3aKNYEeHUN cornalleHnsa o nepepacnpegeneHnn npucoegnHeHHON MOLLHOCTH
1.2.5 3asBIEHNsI HA 3aKroYeHne JoroBopa o6 oka3aHMK yCryr no nepegade anekTpUYeCcKon SHeprm
1.2.6 3anpoca O COrfacoBaHWM MecTa YCTaHOBKM Npubopa y4veTa, CXembl MOAKIHYEHUs npubopa

yyeTa UM WHbIX KOMMOHEHTOB M3MepUTErbHbIX KOMMMEKCOB M CUCTEM Yy4deTa, a Takke
MeTPONOrM4Yecknx XxapakTepucTuk npuéopa yyeTa

1.2.7 3as1BKM 0 HE0HXOQMMOCTU CHATUS NMOKa3aHU CyLLEeCTBYHOLLEro npmubopa yyerta
1.2.8 3as1BKM Ha OCYLLLECTBIEHME JOMycKa B 3KcnnyaTauuto npubopa ydeta
1.2.9 3asBneHnst Ha obopyaoBaHMe TOYKM NOCTaBkM Npubopamm ydeTta

1.2.10 3as1BKM Ha YCTaHOBKY, 3aMeHy W (UNnn) aKkcnnyataumio npubopos yveTa

1.3 npuem cooblueHnin o 6e30oroBopHOM (6e3ydeTHOM) NoTpedrieHnn 3NEKTPUYECKON SHEPrMn, O
XULLLEHMN OOBEKTOB 3NIEKTPOCETEBOIO X0O3ANCTBA

2 Mpuem nokasaHun NpubOpPoB y4eTa aNeKTPUYECKON SHEPTUM

3 MpepoctaBneHne cNpaBOYHOM WHOpMaUMM O AedATeNnbHOCTU CeTeBOW opraHuMsaumm no
BOMPOCaM OKa3aHWs YCryr CETEBON opraHv3aLMm, B TOM YMCne NpeaocTaBneHme TUnoBbIX hopm
OOKYMEHTOB

4 MpepocTaBneHne KOHCyNbTaLnin No BONpOCaM OKasaHus yCryr CeTEBOM OpraHmn3auuu.

B cnyyae otcytcTBMs MHoOpMauun y paboTHUKA, OCYLIECTBASANOLWEro O4YHbIA MNpueMm, Ans
npegocrtaBneHna KOHCynbTaunun paGOTHl/IK perncTtpupyet nmcbMeHHoe 06pau.|,eH|/|e, OTBEeT Ha
KOoTOopoe npeaocTaenseTcs B TedeHne 30 gHen

5 lMpegocTaBneHne MHGoOpMaUMM O cTaTyce UCMOJTHEHUS 3asiBKM Ha okasaHue ycnyr (mpouecca),
A0roBopa okasaHus ycryr, pacCMOTpeHUs obpalleHns, cogepXallero xanoby

6 Bblgava AokyMeHTOB NoTpebuTensm, B TOM YMCrie JOrOBOPOB HAa OkasaHue YCryr, KBUTaHLMWNA,
cyeToB-hakTyp Ha onmnaTy ycnyr, AOKYMEHTOB MO pes3ynbTaTaM OKa3aHUs YCryr (aKTOB), akTOB
6esyyeTHoro (6e300roBopHOro) NOTpedneHnst SNeKTPUYECKON SHEPTrK

7 MpepoctaBneHne uHGOPMaUMM O MPUYMHAX W CpOKax MraHOBbIX MNepPepbIBOB Nepeaayn
3MEKTPUYECKOW SHEprun, nNpuimMHax HecobnoaeHus TpeboBaHWI k NnapamMeTpaMm ee KavyecTea, 0O
AaTe U BpeMEeHU BOCCTaHOBMEHUS Nepefayn anekTpuyeckon aHeprum, a Takke o6 obecneveHun
COOTBETCTBMSA Ka4eCcTBa 3NeKTpUYeckomn aHeprum TpeboBaHnsaM 3akoHOA4ATENbCTBA.

Mpu oTcyTCTBUM MHGOPMaUMK Y paboTHMKA HAa MOMEHT MocelleHus paboTHUK NpefocTaBnsieT
oTBeT noTpebuTento He nosgHee 4 4acoB C MOMEHTa perncTpaumu obpalleHnsi ¢ 3anpoCOM.

KoHcynbTaHTINOC

www.consultant.ru Crpanuua 15 13 38
HaeXHas npaBoBas noaaepXxkKa



http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru

Mpuka3 MuHaHepro Poccum ot 15.04.2014 N 186
(pea. ot 06.04.2015) [JokymeHT npeaocTtaBneH KoHncynbTaHTIOC
"O EAMHBIX CTaHAapTaxX KayecTBa 06Cy>XMBaHUSI CETEBLIMM OpT ... Hata coxpanenns: 11.07.2018

Ecnu obpalueHve cogepxuT xanoby u nanoxeHHble daktbl TpebyloT aHannsa maTtepuarnos, To
paboTHMK npeanaraeT noOTPeOUTENO HanpaBWTb B CETEBYH OpraHM3auuio MMCbMEHHOE
obpalleHne B oopMe 3MEKTPOHHOIO AOKYMEHTa Ui opopM1Tb obpalleHne Ha TUMOBOM GriaHke
npu nocelleHumn, oTBeT npegocrtasndeTtcs B TedeHne 30 gHen

8 Mpuem nnaTtexen 3a okazaHue ycnyr (B LeHTpax obcnyxmBaHusa notpedbuTenei)
9 Bblgaya nHanBmayansHOro norMHa 1 napons Ansd Aoctyna B NMYHbIN kabuHeT noTpebutens
10 lMpoBeneHne uUeneBbIX OMNPOCOB, aHKETUPOBAHUA nOTpebutener AN OUEHKU KayecTsa

OKa3blBaeMbIX yCcnyr 1 OGCJ'Iy)KVIBaHVIFI

Mpunoxexue N 4

K EAMHbIM cTaHgapTam kavecTBa
obcnyXnBaHns ceTeBbIMU OpraHM3aunsiMm
notpebuTtenen ycrnyr ceTeBbIX OpraHU3aLmi

3 OCHOBHbIE JENCTBWA
CETEBOW OPTAHU3ALUN INMPU OCYLLECTBIIEHNN 3AOYHOIO OBCITYXXMBAHUA
NMOTPEBUTENEN C NCMNOJIb3BOBAHVMEM TEJIE®OHHOW CBA3U

N OCHOBHbIE AENCTBUSI CETEBOW OpraHM3aumm Npy OCyLLEeCTBIIEHUN 3204HOIO 06CNYXXMBaHWSA
notpebutenei nocpeacTBOM TeNedOHHON CBS3U

1 Mpuem, pernctpaums, obpaboTka BXoOsALMX BbI30BOB NOTpebuTenen C 3anpocom CrpaBOYHOM
nHdopMaLMK, No BOMpocaM NpeaocTaBrieHVMs OTBeTa noTpedbuTento u 3anucu notpebutenen Ha
npuem B odhnc ob6CnyxnBaH1s No Bonpocam:

1.1 OCYLLIeCTBMEHUS TEXHONOMMYECKOro NpUcoeanHeHUs

1.2 OKa3aHud ycnyr no nepenadve SJ'IeKTpVI‘-IeCKOIZ SHEPIrnn

1.3 opraHusaumm yyeTa aneKkTpu4ecKkon aHeprmm

1.4 obcnyxvMBaHusa noTpebutenen

1.5 NonyyYeHnst KOHTaKTHOM MHAOpPMaLMM CETEBON OpraHM3auumn 1 opraHnsaumi, paboTtaroLwmx B cepe
3HepreTUKN Ha TEPPUTOPUUN OEATENBHOCTN CETEBOW OpraHu3aumm

2 Mpvem, perncTpaumsi, 06paboTka BXOASLLMX BbI3OBOB NOTpebuTenel no Bonpocam KOHCYrbTauuin 1
npedocTaBneHus oTBeTa noTpebuTenio

3 Mpuem nokasaHui NpUMOOPOB y4yeTa SNEKTPUYECKON 3JHEpPrUM B Cry4vasix, NPedyCMOTPEHHbIX
OCHOBHbIMX  [ONOXEHUAMY (DYHKLUMOHUPOBAHMS PO3HUYHBIX PbIHKOB 3NIEKTPUYECKOA 3HEpruu,
yTBEPXAEHHbIMU NocTaHoBreHneM [NpasuTtenbctBa Poccunckon ®egepauum ot 4 mas 2012 r. N 442

4 Mpuem, pernctpaumsi, obpaboTka BXOAAWMX BbI3OBOB MoTpebutenem ¢ cooblieHnem o
©6e340roBopHOM 1 6e3y4eTHOM NOTPEDBNEHNN SMEKTPUUECKON IHEPTUN, @ TAKKE O XULLEHNN OOBEKTOB
3NEKTPOCETEBOIO X0O35IMCTBA CETEBOW OpraHmn3aLmm

4.1 Mpuem, peructpaums, obpaboTka BXOAAWMX BbI30BOB noTpebutenen ¢ coobuieHnem o
HecooTBeTCTBUN Ka4decTBa SHeKTpMHeCKOVI QHeprmm TexXHU4YeCKMMm pernameHtTam wu UHbIM
obssatenbHbiM TpeboBaHuaM. [lepegada ykasaHHbIX COOOLLEHWA OnepaTMBHOMY NEpPCoHany

KoHcynbTaHTINOC
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CETEBOW opraHunsauum (npyu HeobxoanMocTH)

4.2 Mpuem, peructpaums, obpaboTka BXOAAWMX BbI3OBOB noTtpebutenen ¢ coobuieHnem o
npekpalieHum nepegadv anekTpnyeckon aHeprun. Nepegaya ykasaHHbIX COOBLLEHUIA onepaTUBHOMY
nepcoHany ceTeBon opraHusauum (npy HeobxoanMMocTn)

5 Mpuem, peructpauusi, obpaboTka BXoASALMX BbI30BOB MOTpebuTenen ¢ 3anpocom uHdgpopmaumm o
nnaHnpyembiX CpOKaxX BOCCTaAHOBNEHUA nepenadu 3]'IeKTpI/I‘~IeCKOl7I aHeprmy, no Bonpocam
obecnevyeHnss COOTBETCTBUSA KayecTBa SJ'IeKTpVILIeCKOVI QHEeprnn TexHn4eCkmm pernameHTam m UHbIM
ob6s3aTenbHbIM TpeboBaHNSM

6 OcyllecTBrneHne UCXOOSALLMX BbI30BOB ANA yBeAOMIeHUs notpebuteneii o6 aBapuiiHbIX CUTYaLUsX
B OrEKTPUYECKMX CEeTAX, PEMOHTHbIX M npodunakTuyeckux pabotax B MOpSOKE U CPOKM,
YCTaHOBIEHHbIE IOrOBOPOM Ha YCIyr No nepenade arekTpuy4eckon aHeprum

7 OcyllecTBreHe WUCXOOSLMX BbI30BOB AN YBEAOMIIEeHUsI MoTpebutenen npu OCyLLeCTBNEHUM
TEXHOJIOTMYECKOrO MPUCOEAMHEHNS!, OKa3aHWsl YCIyr Mo nepefave 3/eKTPUYecKo SHEprMn v npu
OCYLLECTBMNEHUN KOMMEPYECKOrO yYeTa aMeKTPUYECKO aHeprum

8 OcyLIJ,eCTBﬂeHVIe nexogAawmx Bbl3OBOB OJ1A OTBETA I'IOTp66VITeJ'IF|M Ha o6pau.|,eH|/|9|, Ha KOTOpble HE
ObINT0 BO3MOXHOCTHU npenoctaBnTb OTBET HENOCPEOCTBEHHO NpU NOCTynfeHnn 06paL1J,eHVIﬂ

9 Mpuem, peructpauus, obpaboTka BXOAALIMX BbI3OBOB MNOTpebuTenen, copepxawmx xanody, u
NnpefocTaBreHne oTBeTa NoTpebuTenio

10 MHopmaLmMoHHOe B3aMMOLENCTBME C OMNepaTMBHbLIM MEPCOHANIOM CEeTEBOW oOpraHuMsaumm npwu
NoCTynneHun obpalleHnn Mno BOMPOCaM HECOOTBETCTBUS KayecCTBa 3SNEKTPUYECKON 3SHEprum
TEXHNYECKMM pernamMmeHtTam " WHbIM obsa3aTenbHbIM TpeﬁoBaHMﬂM, nepepbIBOB, MNpekpalleHna
nepefayn 9OnekTpu4eckonm aSHeprum MHOPMAaLMM  aBapUMHbLIX W MMAHOBLIX  OTKITHOYEHUSIX
3NEKTPO3HEPIUN

11 lMpoBeoeHne LeENeBbIX OMNPOCOB, aHKETUPOBaHWA noTpebutenenm and OUEHKM KayecTBa
oKasblBaeMbIX yCnyr n obcnyxmBaHus

MpunoxeHne N 5

K EOvHbIM cTaHgapTam KadecTsa
O6CJ‘Iy>KI/IBaHI/IF| ceTeBbIMU OpraHmnsaunamm
noTpebutenen ycnyr ceTeBbIX OpraHn3aLuin

. OCHOBHbIE JENCTBWA
CETEBOW OPIrAHU3ALNN 1NPU OCYLLECTBIEHNN 3AOYHOIO OBCITY>KUBAHUA
MOTPEBUTENEWN C NCMNOJIbBOBAHVMEM CETU MHTEPHET

CnncoK N3MeHsLWNX JOKYMEHTOB
(B pea. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)

N OCHOBHble OENCTBUSI CETEBOW OpraHM3auun npu MHTepaKTUBHLIN CpoK ncnonHeHus
OCYLLECTBIEHUN 3a04HOTO 0BCNYXMBaHWSA CepBuC
notpebutenen B cetn NHTepHeT
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1 Mpuem obpalleHnn notpebutenen ¢ 3anpocom B TeyeHune 15 gHen
CnpaBoYHON MHAOPMAaLIMN Yepes3 MHTEPaKTUBHbIE CO AHsA
3NEKTPOHHbIE POPMbI, NPefoCTaBMNeHNE OTBETA OTnpaBneHus
notpebuTtento n 3annce NnotTpebutenen Ha Nnpvem B obpalleHnst
odmc obcnyxnBaHnst No Bonpocam:

1.1 OCYLLECTBMEHUSA TEXHOMNOrMYECKOro NPUCoeanHeHNs

WHTepHeT-npremMHas,

1.2 oKasaHusa ycnyr no rnepegade anekTpuyeckomn NNYHBIN KabWHeT
3Heprum notpeburens

1.3 opraHusauuy yyeTa anekTpu4ecKkon aHeprum

1.4 obcnyxmBaHusa noTpebuTtenen

1.5 KOHTaKTHOM MH(popMaLmm CETEBON OpraHu3aumm n
opraHusaumi, paboTatoLmx B cchepe aHepreTuku

2 Mpuem obpalieHnn notpebutenen no Bonpocam WHTepHeT-npuemHas, | B TeyeHne 15 gHen
KOHCYNbTaLMN Yepe3 MHTEPAKTUBHbIE SMEKTPOHHbIE | TUYHbIN KabuHeT CO AHsA
dhopMbl U NpegocTaBneHne oTBeTa NOTpeduTENto notpebutens OTnpaBneHus

obpalyeHus

3 Mpurem xanob notpebutenen Yepes MHTepakTuBHble | HTepHeT-npuemHas, | B TeueHne 30 gHen
ANEKTPOHHbIE HOPMbI U MpeJocTaBreHne oTeeTa NWYHBIN KabuHeT CO AHsA
notpeburento notpebutens OTnpaBneHus

obpalyeHus

4 Mprem 3asBKW/3asBNEHNSI HA OKasaHue ycnyr Yepes B TeueHue 1 gHsa co
WHTEPaKTUBHbLIE 3MEKTPOHHbIE POPMbI, B TOM YUCTe: OHS OTnpaBneHus

obpalleHus B

4.1 3asiBKM Ha TEXHONOMMYECKOe NpMcoeguHeHne K cnydae

ANEKTPUYECKNM CETAM KOMMEKTHOCTH
OOKYMEHTOB U

4.2 3asBKM O HEOOXOAMMOCTM CHATUS MOKa3aHUn NOSNIHOTbI CBEAEHUN

cyliecTBytoLLero npubopa yyeta _ B
JinHbIiA KabuHeT 3asBKe/3aABNEeHNN
notpedutens

4.3 3a8BKM Ha OCYLLECTBIIeHNe AomMnycKa B 3KCcnnyaTauuio
npubopa y4yeTa

4.4 3asBneHnss Ha 0bopyaoBaHNE TOUKM MOCTaBKM
npubopamu yyeta

4.5 3as1BKM Ha YCTaHOBKY, 3aMeHy U (Mnu) akcnryaTtauumio
npnbopoB y4eTa

5 [Mprem yepes MHTepakTUBHbIE 3NEKTPOHHbIE opMbl | UIHTepHeT-NpuemHas, | B TeveHune 1 gHa co
coobLeHunn 0 6e30oroBopHOM (6e3y4eTHOM) NNYHBIN KaBUHeT OHS OTNpaBneHns
noTpebneHnmn aneKkTpU4eckon aHEPINA, XMULLEHWN notpebutens obpalleHust
OOBEKTOB 3MEKTPOCETEBONO XO3ANCTBA

6 Mprem nokasaHuii NpubopoB yyeTa anekTpudeckon | JInuHbin kabuHeT B TeueHune 1 gHsa co
3Heprum notpebutens OHS oTnpaBreHns

obpalleHus
KoHcynbTaHTIINIOC
Yy www.consultant.ru
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7 MpepocTasneHne nHpopmauum o cratyce JInyHbIN KabuHeT B TeyeHune 1 gHa co
NCMNOSHEHUs 3asiBKM Ha Oka3aHue ycnyr (npouecca), |notpebutens OHS OTnpaBneHus
[0oroBopa okasaHus ycnyr obpalLeHust

8 [NpegocraBneHne HGopMauumn o ctatyce WHTepHeT-npuemHas, | B TeuyeHne 1 gHA co
paccMoTpeHus obpalleHus, cogepxallero xanoby | nUYHbIN KabuHeT OHSA oTnpaBneHus

notpebutens obpalleHust

9 MpepocTaBneHne SNEKTPOHHbBIX KOMUIM OKYMEHTOB | JInyHbIN KabuHeT B TeyeHne 15 gHen
notpebuTensam no pesynbrataMm OKa3aHusi yCrnyr notpedurens CO OHs
(akTOB), akTOB HGE3y4eTHOro (6€340roBOPHOro) OoTnpaBneHus
noTpebneHns aneKkTpu4eckon aHeprum obpalleHust

10 Bblgaya nHamBmayaneHOro forMHa u napons ans WHTepHeT-npuemHasn | B TedeHne 1 gHa co
[OCTyna B NMUYHbIN KabnHeT noTpebuTens OHSA 3anosTHeHUs

perMcTpaumnoHHon
dopmbl

11 YaaneHHbIn JOCTyN K Noka3aHusiM npubopa yyeTta no | JInyHbIi kKabuHeT Mpwu 3anpoce
TOYKaM y4eTa SMeKTPoIHepPrun notTpeburens, notpedurens
cTaTucTuke noTpebneHuns (Mpu HanNMyYUM CUCTEMBI
y4yeTa ¢ yaaneHHbIM c6opoM JaHHbLIX)

12 [NpenocraBneHne c4eTOB Ha onnaty ycnyr no JIn4HbBI KAOUHET B TeyeHune 15 gHen
TEXHOMOrM4Yeckomy NpucoegMHeHnto notpedurens CO OHs

OoTnpasneHus
obpalleHus

(n. 12 B pea. Mpukasza MuHaHepro Poccum o1 06.04.2015 N 217)

13 [NpoBeneHne LieneBbiX ONPOCOB, aHKETUPOBAHUS WHTepHeT-npuemHas, | Ha nocTosiHHOWR
notpebutenen Ansa OLEHKN KayecTBa OKa3blBaEMbIX | FIMYHBIN KaOUHET ocHoBe
ycnyr n o6cnyxmBaHusi notpedurens

141 MpepocTtaBneHne HopmaLum o NpUINHax n JI4HbIN KabuHeT B TeueHue 1 gH4a
CpOoKax MaHoBbIX (BHEMAHOBbLIX) OrPaHNYEHUAX notpebutens
pexvmMa noTpebrieHns aNeKTPUYECKON IHEPTUn
(MoLLHOCTM) NoTpebuTenen, a Takke 0 garte u
BPEMEHN BOCCTAHOBIIEHUS 3IEKTPOCHABXEHUsI

14.2 lNpenocraBneHne nHcbopmMaLnmn o NpUINHaxX B TeueHune 15 gHen
HecobnoaeHusa TpeboBaHWi K TapamMeTpam CO OHSA
KayecTBa 3IIeKTPUYECKON SHEPTNU, O MEPONPUSATUSIX OoTnpaBneHus
n paboTtax, HeobxoaumbIX Ansi obecneveHns obpauenus. Ecnu
COOTBETCTBUS Ka4yeCTBa 3NEKTPUYECKON SHEPTUU N3IOXEHHbIE
TpeboBaHMAM 3akoHO4aTENbLCTBA akTbl TPebyOT

aHanusa
maTepuanos, TO
CpoK
npegocTaBneHnst
oTBeTa MOXeT ObiTb
npoarneH oo 30
aHen
KoHcynbTaHTINOC
www.consultant.ru
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Mpunoxexne N 6

K EOVHBIM cTaHgapTaM KavecTBa
06CnyXMBaHUS CETEBLIMU OpraHn3aLusiMu
noTpebuTenei ycnyr ceTeBblX OpraHnsaLmit

CTPYKTYPA

PASLENA "MOTPEBUTENIAM" OPULINATIBHOIO CANTA
CETEBOW OPIrAHMN3ALMN

ceTeBoOM opraHunsauunmn

HanmeHoBaHue CopepxaHne OnucaHue
nogpasgena
Tepputopus O6wasn nHdpopmauus lMepeyeHb 30H OEATENbHOCTU CETEBOW OpraHu3auum c
obcnyXxmBaHus JetanusaumMen no HacerneHHbIM MyHKTaM W parioHaMm

ropofoB, OfnpeaensemMbiXx B COOTBETCTBUM C rpaHULIamu
BanaHcoBoW NPUHAANEXHOCTU 3MEeKTPOCeTEBOro
X03AiCTBa, Haxo4sALleroca B COBCTBEHHOCTM dmnmana
UMM MpUHaanexallero eMy Ha WHOM  3aKOHHOM
OCHOBaHUK

TexHuyeckoe cocTosiHMe
ceTen

CBefeHns O TEeXHWYECKOM COCTOSHUWM CeTel, B TOM
yncne:

1) cBoAHble AaHHble 06 aBapUMHbLIX OTKIHOYEHUSX B
Mecsl, MO rpaHuuam  TepputopuanbHbIX — 30H
AEeATEeNbHOCTM OpraHM3aumu, Bbi3BaHHbIX aBapuaMu unm
BHEMMaHOBbIMYU OTKIMHOYEHNAMU 06beKToB
SMEeKTPOCeTeBOr0  X035MCTBa, C yKa3aHuem AaTbl
aBapUNHOrO OTKMIOYEHNS OOBLEKTOB 3MEKTPOCETEBOrO
XO3ANCTBa U BKIOYEHUS X B paboTy, NpuyvH aBapui
(no nToram paccnegoBaHus B yCTaHOBNEHHOM MOPSIAKe)
N MepONpPUATUIA NO UX YCTPaHEHWIO;

2) o6beM HegoNoCTaBMNeHHON B pe3ynbTaTe aBapUnHbIX
OTKIMOYEHWI INIEKTPUYECKON SHEPTUN;

3) BBOA B PpPEMOHT MW BbiBO4 U3
3NeKTpoceTeBbIX OOBLEKTOB C  yKasaHuem
(cBOogHast MHAopmaums)

pemMoHTa
CPOKOB

Mepenava O6wasn nHpopmaums o | MIHpopmaumss o nepepade I3NEKTPUYECKON SHEpPruu,
ANEKTPUYECKON nepegave cXxema B3auUMOAEWCTBUS Y4YaCTHWKOB MO nepepade
3Heprum ANEKTPUYECKON IHEPIUMN | ANEKTPOSHEPrum
HopmaTtuBHble [MepeyeHb akTyanbHbIX HOPMaTUBHbIX JOKYMEHTOB
OOKYMEHTBI
MacnopTa ycnyr [MepeyeHb nacnopToB BCex ycnyr (npoueccos),
(npoueccos) OKa3sblBaeMbIX (ocywecTBnAeMbIX) ceTeBoW
opraHu3aumen notpebutenam npu nepegave
3MEKTPUYECKON IHEPTUN
TunoBble hopMbl ®dopMbl TUMOBBLIX [JOrOBOPOB Ha OKadaHue ycnyr no
OOKYMEHTOB nepegave aneKTpU4ecKon aHeprm
Tapudbl Ha ycnyrmn no Tapudbl Ha ycnyrm no nepefade  dneKkTpu4eckom
nepegave SHEPrMM Ha TeKyWwun nepuoa perynupoBaHusa C
3MNEeKTPUYECKON IHEPrMN | ykazaHWeM WCTOYHMKa OoduMumanbHOro onybnmkoBaHus
peLLeHnst opraHa WMCMONHUTENbHOW BMactu B obnacTtu
rocygapCTBEHHOIO perynupoBaHus TapndoB cybbekTa
Poccuiickon depepaumm
KoHcynbTaHTINOC
www.consultant.ru
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banaHc anekTpnyeckomn
SHeprmm n MOLWHOCTU

1. OTnycKk SneKTpuMYecKon SHeprum B CETb WM OTMYCK
3AMEKTPUYECKON IHEPrun U3 CeTU CeTeBor KOMMaHUN Mo
YPOBHAM HanpsHKeHun, NCNosb3yembim ans
LueHoobpa3oBaHusl, MNOTpPebuTensam  anNeKkTpPUYecKon
3HEepruM N TeppuTopuarnbHbiM CeTEBbIM OpraHM3auusim,
NpUcoeanHEHHbIM K CEeTAM CeTEeBOW opraHusaumu.

2. O6bem nepenaHHON SMEKTPOSHEPTUN MO AOroBOpam
06 oKkasaHuM ycnyr no nepegade AneKTPUYECKOn

3Heprum noTpebuTensam CceTeBOM OpraHus3auum B
paspe3e YpPOBHEW HanpsXXeHWh, WUCNOoNb3yemblIX AN
LeHoobpasoBaHusl.

3. lMoTepn 2NeKTPU4ECKON IHEPrun B CETAX CETEBOM
opraHm3aumm B  abCONMIOTHOM U OTHOCUTENBbHOM
BbIP@XXEHUN MO YPOBHAM HanpsKeHWs, UCMNONb3yeMbiM
ans uenen ueHoobpasoBaHust

3atpartbl Ha onnarty
notepb

1. 3aTpaTbl ceTEBON OpraHM3auun Ha NOKYMKy noTepb B
CODCTBEHHbIX CETAX.

2. YpoBeHb HOPMaTMBHbLIX MOTEPb JNEKTPUYECKOM
SHEPrMM Ha TeKyLMN nepuon C yKasaHWeM WUCTOYHMKa
onybnvkoBaHusi pelleHnss o6 YCTaHOBMEHWM YPOBHS
HOPMaTUBHbIX NOTEPb.

3. lNepeyeHb MeponpuUsTUA MO CHMXEHUIO pa3MepoB
noTepb B CETAX, @ TaKKe O CPOKax WX WCMOMHEHUs U
WCTOYHMUKaX hMHAHCUPOBaHUS.

4. 3akynka CeTeBOM OpraHusauuen 3dneKTpuyeckon
SHeprMn Ons KoMneHcaumm noTepb B CETAX U ee
CTOMMOCTMW.

5. Pasmep (akTuyecknx noTepb, OnfavnBaemMbix
nokynaTensamMu npuv OCYLIECTBMEHUM pacyeToB 3a
3NEKTPUYECKYIO IHEPTUIO MO YPOBHAM HaMNpsiKeHUs

TexHonornyeckoe O6wasn nHdpopmaums o | Mudpopmaums o] npouenype  TEXHOMOrMYecKoro
npucoeguHeHne TEXHOJI0rMYECKOM npucoeguHeHusd. Cxema B3aMMOLEWNCTBMS YYaCTHUKOB
npucoeanHeHUN npouecca
HopmaTtuBHble lMepeyeHb akTyanbHbIX HOPMATMBHbLIX OOKYMEHTOB MO
OOKYMEHTBI TEXHOMNOrM4YeCKOMY NPUCOELUHEHMIO
[MacnopTta ycnyr MNepeyeHb ycnyr (npoueccos), OKasblBaeMblX
(npoueccos) npoueccoB | (OCyLLeCTBNAEMbIX) ceTeBon opraHu3aumen
noTpebuTensam npm TEXHONOrMYECKOM NPUCOEANHEHNN
Mopsaok BeINOMHEHUS Mopsaok BbINOMHEHUSI TEXHOMNOTMYECKUX, TEXHUYECKMX U
MepPONPUATUNA, APYrMX MeponpusaTUA, CBS3AHHbLIX C TEXHOMOMMYEeCKUM
CBSA3aHHbIX C NpUCOeOUHEHNEM K 3JNEKTPUYECKUM CeTAM, BKYas
npucoeguHeHneMm K nepeveHb MepOonpUATUNR, HeobXoaAMMbIX ans
ceTam OCYLLECTBMEHUSA TEXHOJOTMYECKOTO MNPUCOEOUHEHUS K
3NEKTPUYECKMM CETSIM, U MOPSOOK BbIMNOMHEHUS 3TUX
MEpONPUSTUA C yKas3aHWEM CCbIIOK Ha HOPMAaTMBHbIE
npaBOBbIE aKThbl
Tunosble hopmbl TunoBble OpPMbI JOKYMEHTOB Ha TEXHONOrm4eckoe
OOKYMEHTOB NpMcoeauHEHNE Mo KaXX4on rpynne 3asiBuTenemn
Tapudbl Ha Tapudbl Ha TexHonornyeckoe mnpucoeanHeHne Ha
TexHonornyeckoe TEeKyWMN nepuong  perynupoBaHus C  yKasaHueMm
KoHcynbTanTlNKoC
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npucoeguHeHne WCTOYHMKA OduLManbHOro onyornMkoBaHUS peLleHus
opraHa  WCMOMHUTENbHOW  BRactu B obnactu
rocygapCTBEHHOrO perynupoBaHus TapudoB cybbekTa
Poccuiickon degepaumm
CefeHns 0 Hanmumm CeepeHnsas o0 Hannumm obbema cBoOGOAHOW  Ans
MOLLIHOCTW, CBOOOOHOW | TEXHOMNOIMYECKOTO  MPUCOEAMHEHUS  MOTpebuTenen
AN TEXHONOIMYECKOro | MOLLHOCTM Ha OObekTax 3MeKTpOCEeTEBOro X03AWCTBa C
npucoeauHeHus yKasaHnem Tekywero obbema MOLHOCTM Ha Takux
obbekTax (0TAenbHO Mo KaXaoMy OObeKTy)
CeepeHnsi o nogaHHblx | 1. CBegeHuMss O konuyecTBe 3asiBOK M obbeme
3asBKax Ha MOLLIHOCTU, HEOBXO0ANMOM ANSA UX YAOBNETBOPEHUS.
TexHonormyeckoe 2. CBefeHnst 0 KONMYECTBE aHHYIMPOBAHHbIX 3asIBOK Ha
npucoeauHeHne, TEXHOMOorMyeckoe nNpucoeamHeHue.
3aKIHYEHHbIX 3. CepeHusi O BbIMOMIHEHHbIX MNPUCOEOUHEHUSAX U
Jorosopax u 06bemMe NpUCOeAMHEHHON MOLLHOCTW.
BbINOSHEHHbIX 4. CsefeHuss O 3ak/lOYEHHbIX JoroBopax 06
NprUcoeguHEHNsAX OCYLLECTBMEHUN TEXHOJIOMMYECKOrO MNPUCOEOUHEHUS K
9NEeKTPUYecCKMM  CeTaM C  yKkasaHumem  obbema
NpUCOEaNHAEMON MOLLHOCTM, CPOKOB W nnaTtbl Mo
Kaxaomy J0orosopy.
Kommepueckun yuet | ObLuasi Hpopmaums Obwaa uvHdopmauus o nopsgke OCYLLECTBIIEHUS
ANEKTPUYECKON KOMMEpPYECKOro yyeTa
3Heprum
HopmaTtuBHble MepeyeHb akTyanbHbIX HOPMATUMBHBLIX JOKYMEHTOB MO
OOKYMEHTBI OCYLLECTBMEHUIO y4eTa INEKTPUYECKON SHEPTN
MacnopTa npoueccos [MepeyeHb Bcex ycnyr (NpoueccoB), OKasblBaeMbIX
(ocywectBnsaemblx)  ceTeBOM  OpraHusaumen no
KOMMEPYECKOMY y4eTy
TunoBble popmbl Tunosble popMbl JOKYMEHTOB
OOKYMEHTOB
TpeboBaHus K TpeboBaHua K MecTam yCTaHOBKM MpMOOpPOB Yy4eTa,
opraHu3aumm yyeta cxeme NOAKITHYEHNS " METPONOrMYECKNM
Xapaktepuctukam npubopoB ydeTa 6e3 ykasaHus Ha
TOBapHble 3HaKW, 3HaKku OBCnyxuBaHus, (UPMEHHbIE
HanMeHOoBaHUS, naTeHThbl, nonesHole Moaenu,
NPOMbILLIIEHHbIE  00pasubl, HaMMEHOBaHUA  MecT
NPOUCXOXAEHNsT NpUBOpPOB yveTa WM HauMEHOBaHWS
npoussoguTenemn Npmbopos y4eTa
O6cnyxunBaHne Odumcel obenyxmearusa | 1. MNoyToBble agpeca u rpacduk paboThl
notpebutenein notpebutenen odmcoB obcnyxmBaHus NoTpeduTenen.
2. TenedoHHbIE HOMEpa 3a04YHOro OOCMYXMBAHWUS MO
BOMNpocam TEXHOMNOrMYECKOro NpMcoeauHeHus,
nepegayn aMNekTPUYECKON 3HEPrMn WM OCYyLLEeCTBIEHUS
KOMMEPYECKOro y4yeTa.
3. OneKkTpoHHbIN agpec CeTeBOW OpraHusauuu ans
HanpaeneHns ob6palleHnii notpebutenen no
3MEKTPOHHON hOpME.
4.  damunun,  uvHMUMAnNbLlI  OOIDKHOCTHBIX N,
OTBETCTBEHHbIX 3a 0OcnyxuBaHue noTpebuTenen
CeTeBOWN opraHm3aLmm.
5. dopma 3anucM Ha OYHbIKW NpuveMm B oduc
KoHcynbTanTlNKoC
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obcnyxnBaHus

3ao4yHoe obcnyxusaHne | TeneoHHble HOMepa 3a04yHOro O06CnyXMBaHUA nO

nocpencTBoMm BOnpocam 3ANEKTPOCHabXeHus, OCYLLECTBIEHMS
TenedoHHON CBA3N TEXHOMNOIrMYEeCKOro NpPUCoeanNHeEHNs, nepenaiu
(EQnHBIN LeHTp 3MEKTPUYECKON 3Hepruu " OCYLLLeCTBMNEHMUS
06paboTKM BbIZOBOB) KOMMEPYECKOro y4eTa.

lMepeyeHb BONPOCOB, NO KOTOPbIM NOTPEOMTENb MOXET
NOMy4YnTb CNPaBOYHYI MHOPMAaUMIO N KOHCYMNbTaLuio
npu obpalyeHnmn nNo ykasaHHbIM TenedoHHbIM Homepam

VHTepakTnBHas B pybpuke pa3meLLalnTca MHTEPAKTUBHBIE SMEKTPOHHbIE
obpaTHas cBs3b dopmMbl ¢ 06A3aTenbHONM ON1S 3anOSIHEHUS] KOHTaKTHOM
(MHTepHeT-NpremHas) WHGpopMaUmMen 1 NPeanoyYTUTENbHLIM  CNOCOGOM
nonyyeHus oteeta. [1pu HanpasneHun obecneyvmBaeTcs
BO3MOXHOCTb MPUKPENNSATb (ainbl ¢ Matepyanamm no
obpalleHuto.

OnekTpoHHble hOpMbI MpegycMaTpuBaloT criegyrolime
KaTeropum obpalleHuii;

1) 3anpoc cnpaBoYHOM MHGOPMALMU/KOHCYbTaLNN;

2) obpalleHune, cogepxallee xanooy;

3) coobweHne o 6GesgoroBopHoM  (6e3yyYeTHOM)
noTpebrneHnn aneKkTpu4eckon sHepruu;

4) onpoc notpebutenen (aHkeTa noTpedbutens).

B pybpuke obecneumBaeTcsi BO3MOXHOCTb MOJTyYEHUsI
noTpebutenem cBeAeHWA O cTaTyce pacCMOTPEHUS
o6pallleHnsi, HanpaBNEHHOro B CETEBYH OpraHM3aLmio B
3ANEKTPOHHON hopme

HopmaTuBHbIE 1. TllepeyeHb HOpPMATUBHLIX MNPAaBOBbIX  aKTOB,

OOKYMEHTbI perynupyowmnx npoueaypy okasaHus (OCyLiecTBrneHus)
ceTeBon opraHusaumen ycnyr (npoueccon)
notpebutensam.

2. WHdopmaums o nopsgke nogayM M cpokax
paccMmoTpeHust obpalleHnin noTpeduTtenen, nNpu 3TOM
CPOKM  paccMOTpeHust  obpalleHuss He  OOKHbI
npeBbillaTb CPOKW, ONpPeAeneHHble AeNCTBYLWMMM
HOPMaTUBHbLIMW NPABOBLIMU aKTaMW.

3. Mopsigok paboTbl B NIMYHOM KabuHeTe noTpebutens

JInYHbBI KAOUHET JInyHbIN KABMHET NoTpebuTens

notpebutens npegocTasnseT agpecHyto nHopMaLmio
notpebutenam, B TOM 4ucne MWHOPMaLUIO O Xoae
NPOXOXAEHMS aTanos paccMOTpeHHUs 3asBKU
noTpebuTenss n MUCMonHeHus gorosopa (NOCTynneHue
3asiBKM, Bblgava TEXHUYECKMX YCIOBWUIA, 3aKrodeHune
[OroBopa,  UCMOMHEHWe  JoroBopa,  gakTudeckoe
npucoeguHeHue)

BOI'IpOCbI N OTBETHI B py6pV|Ke pa3MeLllarTcAa 4YaCcTo 3agaBaeMble BOMpPOCHI,
BO3HUMKaKWOLLne y I'IOTpe6l/ITeJ'Iel7I, N OTBETbl HA HNX

MpunoxeHne N 7
kK EAvMHbIM cTaHgapTam
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KayecTBa 0BCyX1BaHNA CeTeBbIMM
opraHusauusiMm notpebutenen
YCIyr CETEBbLIX OpraHM3aLuii

Cn1coK N3MeHSLWNX JOKYMEHTOB
(BBeaeHo [Npukasom MuHaHepro Poccum ot 06.04.2015 N 217)

VHbopMaumss O kauecTBe OOCIyXMBaHUSA NOTpebuTresnen
yCayr 3a Ton

(HaMMeHOBaHMEe CeTeBOM opTaHM3aLuM)
1. O6wasn nHdopmaumsa o ceTeBor opraHusaumm

1.1. KonunuyecTtBo noTpebutener ycnyr ceTeBow opraHusauum (ganee - notpeburtenu) ¢ pasbrBKON MO YPOBHSIM
HanpsKeHUs, KaTeropusaM HagexXHoCTn noTpebutenen n Tuny notpebutenen (pusnyeckne nnu pugmyeckne nuua), a
TaKkKe AMHaMKMKa NO OTHOLLEHMIO K rOAy, NpeaLlecTByOWeMy 0TYETHOMY, 3aMOSNHAETCS B NPOU3BOSbHON dopme.

1.2. KonnyecTBo TOYeK MOCTaBKU BCEro M TOYEK MocTaBku, 06opyAoBaHHbIX npubopamun yveTta 3neKkTpuyecKkom
3Hepruu, ¢ pas3buBkon: dusmyeckme nuua, puanyYeckme nuua, BBOAHbIE YCTPOWCTBA (BBOAHO-pacnpefenuTernbHoe
YCTPOWCTBO, [MaBHbIA pacnpegenqTenbHbli LWWT) B MHOTOKBapTMPHbIe AOMa, 6eCcx03siiHble 06 bEeKTbI 3NEKTPOCETEBOIO
X0341CTBa, NPMOOPbI yyeTa C BO3MOXHOCTbIO OMCTAHUMOHHOIO cbopa AaHHbIX, a TakKe AUHaMUKa MO OTHOLLEHMIO K
rogy, NnpeLecTByoWemMy OTHETHOMY, 3arnofHAETCS B NPOM3BOSIbHON hopMe.

1.3. NHbopmaums 06 obbekTax aneKTpoceTeEBOro X03sIMCTBA CETEBOW OpraHu3auuun: ArvMHa BO34YLUHbLIX JIMHWNA
(nanee - BI) n kabenbHbix NuHUA (ganee - KI) ¢ pasbuBKoi NO YPOBHSAM HaMpsbKeHWs, KOnmM4ecTBO noacTtaHumi 110
kB, 35 kB, 6(10) kB B gMHamunke OTHOCWUTENBHO rofa, NPEALIECTBYHOLLEr0 OTYETHOMY, 3aMOSHAETCS B MPOU3BOSIbHOW

dopme.

1.4. YpoBeHb PU3NYECKOro N3HOCA OOBEKTOB SMEKTPOCETEBOIO X035MCTBA CETEBOW OpraHM3auumn ¢ pa3dmBekom no
YPOBHSIM HarnpsbKeHUss 1 no Tunam obopyaoBaHusl, a Takke AMHAMMKA MO OTHOLLEHMIO K rody, npealecTBylowemy
OTYETHOMY, 3aMnoSHSIETCS B MPOM3BONbHOM (DOPME U BbipaXXaeTcsi B NMPOLEHTax No OTHOLUEHUIO K HOPMaTMBHOMY CPOKY
Cny0bl OOBbEKTOB.

2. IHbopmaums o kayecTBe ycnyr no nepegade
3ANEKTPUYECKON IHEPTUM

2.1. lMNMokasatenun kavecTsa ycnyr no nepepade SﬂeKTpMHeCKOVI dHEeprmn B UeNnom no ceTeBom opraHunsauunn B
OTYEeTHOM nepunoae, a Takke AMHaAMUKa Mo OTHOLUEHUIO K rogy, npealecTByolleMy OT4HETHOMY.

N lNokasaTtenb 3HayeHune nokasaTtens, rogpl
N-1 N OuHamunka
(Tekywmmn | nameHeHus
roq) nokasaTens
1 2 3 4 5

MNMokasaTenb cpegHel  MPOAOIDKUTENBHOCTM  MpeKpalleHun
nepenaun snektpudeckomn aHepriv (Ilsymr)

1.1 BH (110 kB v BblILweE)
12 CH1 (35 - 60 kB)
KoHcynbTaHnTlnoc www.consultant.ru Crpanuua 24 u3 38
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1.3 CH2 (1 - 20 kB)
1.4 HH (zo 1 kB)
lMokasaTenb cpegHerW 4acTOTbl  MpekpalleHMn  nepegayu
2 anektpuyeckoit aHeprum (Ils 4z )
21 BH (110 kB v Bbiwe)
2.2 CH1 (35 - 60 kB)
2.3 CH2 (1 - 20 kB)
24 HH (zo 1 kB)
MokasaTenb  cpegHel  MPOAOIMKUTENBHOCTU  MpPeKpaLleHui
nepegayvn 3neKTpUYECcKOW 3HEPruu, CBsI3aHHbIX C MPOBEOEHUEM
3 | PEMOHTHBIX paboT Ha obbekTax 3NeKTPOCETEBOr0 XO3SAWCTBA
CETEeBOW opraHmM3aumm (CMeXHOW CEeTeBOW oOpraHmsaumu, WHbIX
BnagenbLeB 06bEKTOB 3N1EKTPOCETEBONO X0O35MCTBA) (Hi ATDL romzs: )
3.1 BH (110 kB v BblILwE)
3.2 CH1 (35 - 60 kB)
3.3 CH2 (1 - 20 kB)
3.4 HH (mo 1 kB)
lMokasaTtenb cpegHenm  4acToTbl  MpeKpaleHun  nepegayuv
3NEKTPUYECKON 3HEPTUN, CBA3AHHbIX C NPOBEAEHNEeM PEMOHTHbIX
4 paboT Ha O0ObeKkTax afeKkTPOCEeTEBOr0 X034WCTBA CETEBOM
opraHu3aumm (CMeXHOW CEeTEBOIM OpraHM3aunmy, NHbIX BnagernbLes
00BHEKTOB 351EKTPOCETEBOIO XO35MCTBA) (Hg_m ez )
4.1 BH (110 kB v Bbiwe)
4.2 CH1 (35 - 60 kB)
4.3 CH2 (1 - 20 kB)
4.4 HH (zo 1 kB)
KonnyectBo crny4yaeB HapylleHWsi Ka4yecTBa 3NIEKTPUYHECKON
5 | aHeprum, NOATBEPXKAEHHbIX aKTamm KOHTPOMMPYHOLLMX
opraHm3auui u (Unn) peLeHnsiM1 cyaa, LUTYKK
B TOM uucrne KONMMYEeCTBO CryvyaeB HapylleHusi KkadecTea
5.1 3NEKTPUYECKO 3HEpPrMm no BMHE CETEeBOW oOpraHusauumu,
"' | noaTBEpPXKOEHHBIX aKTaMM KOHTPOSNUPYIOLLMX OpraHmu3auui u (mnm)
peLLeHnaMUN Cyaa, WTYKN

2.2. PelTUHr CTPYKTYPHbIX €eOuHWL, CeTeBOW opraHuM3auuy MO KayecTBY OKasaHUs YCryr no nepegave
3M1EKTPUYECKO SHEPTUK, A TAKKE MO KAYeCTBY SIEKTPUYECKON IHEPTUM B OTYETHOM MNepuoge.

KoHcynbTaHTINOC
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N | CtpykTypHas | MNokasaTtenb cpegHen | MNokasatenb cpegHen | MNokasatenb cpegHen | MNokasatenb cpegHen | MNMokasatens kavectsa | [naHnpyemble
eanHuua yacToThbl NPOAOMKNUTENBHOCTH yacToThbl okasaHus ycnyr no MeponpusaTUs,
ceTeBoW NPOAOIMKUTENBHOCTHU npekpaLleHuii npekpaLleHuii npekpaLleHuii nepepave HanpaBlieHHble

opraHusauum npekpaLleHuin nepegayn nepegayv nepegayu 3NEeKTPUHECKOmn Ha noBbILLEHNe
nepegayu 3NeKTprYecKom 3NeKTprYecKom 3NeKTprYecKom 3Heprum (OTHOLLEHNe KayecTBa
3NeKTprYEecKom aveprim, le 3HEpIrnu1, CBA3aHHbIX | 3HEprum, CBA3aHHbIX obuwero yicna oKasaHusi ycnyr
sveprmn, ey C npoBefeHneM C npoBefeHneMm 3aperMcTpupoBaHHbIX | No nepegaye
PEMOHTHbLIX paboT Ha | PEMOHTHLIX paboT Ha | CnydYaeB HapyLUEHUS | SNEKTPO3HepPTU
obbekTax obbekTax KayecTBa W, C yKasaHnem
3NEeKTPOCETEROrO 3NEeKTPOCETEROrO 3NEeKTPUHECKOmn CpOKOB
XO35NCTBa CETEBOMN XO35IICTBa CETEBOW 3Heprum no BuUHe
opraHusaumm opraHusaumm CETEBOW opraHM3auun
(cmexHon ceTeBoOM (cmexHon ceTeBoOM K MakcumarbHOMY
opraHM3auum, UHbIX | OpraHusauun, UHbIX Konu4yecTBy
BnagensLeB BnagenbLeB notpeburtenen,
obbekToB obbekToB o6cnyXnBaembix
3NEKTPOCETEROTO 3NEKTPOCETEROIO TaKoW CTPYKTYpPHOW
X0341icTBa), X034icTBa), eavHuLen ceTeBomn
II. B II. _ opraHvsauuu B
SATL mmzs SAIFL e OTYETHOM nepuoae)
BH |CH1|CH2| HH | BH |[CH1|CH2| HH | BH |{CH1|CH2| HH | BH [CH1|CH2| HH

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

1

2

n | Bcero no

ceTeBoun
opraHusaumm

2.3. MepoanﬂTMﬂ, BbIMOSIHEHHbIE CETEBON opransaumeﬁ B LeN1AX NoBbllWEeHUA Ka4eCTBa OKa3aHud ycnyr no nepegade SﬂeKTpM‘-IeCKOVI QHEprmn B
OTYETHOM Nnepunone, 3arnoJyiIHAETCA B l'lpOI/I3BOJ'IbHOl7I q)opme.
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2.4. Mpoyas nHdopmaLusi, KOTOPYIO ceTeBasi opraHu3aumsl cuuTaeT LenecoobpasHoi AN BKIOYEHUS] B OTYET, Kacalollascs KayecTBa oKasaHus
yCryr Mo nepefave 3NeKTPUYECKo SHEPrun, 3arofHAETCS B NPOU3BOSIbHON dhopme.

3. Hdopmaumsa o kayecTtse ycnyr
Mo TEXHOMNOrMYeckomy NpUcoeauHeHno

3.1. VlHdopmaumsa o Hanmumm HeBOCTPeOOBAHHOM MOLLHOCTU (MOLLHOCTM, ONpeaensieMol Kak pasHOCTb MeXAy TpaHCOPMaTOpPHOM MOLLHOCTLIO
LEHTPOB MUTAHUS U CYMMapHOW MOLUHOCTbIO 3HEProNpUHMMAIOLLMX YCTPOWCTB, HEMOCPEeACTBEHHO (UMM OMoCPedoBaHHO) MPUCOEAMHEHHBLIX K TaKuM
LeHTpaM MUTaHus, U 3HEpPronpuMHUMaloWmnX YCTPOMUCTB, B OTHOLUEHUM KOTOPbIX MMEHTCH 3asiBKM Ha TEXHONOrMyeckoe mnpucoeanHeHne) ans
OCYLLIECTBIMNEHNST TEXHOMOMMYECKOro NpUCOEaANHEHNS B OTYETHOM NEPUOAE, a Takke O NPOrHo3ax ee yBenmyeHnsi C pa3buBkom MO CTPYKTYPHBIM eauHULLAM
CEeTEeBOW OpraHMsaumm U MO YPOBHSIM HaMNpPsXeHUs Ha OCHOBAHWWM WHBECTULIMOHHOW MpOrpamMMbl TAKOW OpraHu3auuu, 3anofiHAETCH B NPOU3BOMbHOWN
cdopme.

3.2. MeponpusaTus, BbINOMHEHHbIE CETEBON OpraHM3auunen B Liensx COBEpLUEHCTBOBAHUSA AeATENIbHOCTU MO TEXHONOrMYECKOMY NMPUCOEAUNHEHNIO B
OTYETHOM Mepunoae, 3anosiHAETCA B NPOM3BOMbHON hopMe.

3.3. I'Ipoqaﬂ VIH(bOpMaLI,I/IFI, KOTOPYIO ceTeBad OpraHnsauund cHmtTaeTt uenecooGpaaHon 4ONnA BKIMKYEeHUA B OTHET, KacakLwadacda npenocrtaBiieHnd yecnyr
No TeXHOJ10rM4eCkoMy npncoegnHeHuto, 3arnoJjiHAeTCA B ﬂpOVI3BOJ'IbHOl7I q)opme.

3.4. CBefeHus O KayecTBe ycnyr no TexHonorn4eCkomMmy npncoegnHeHMo K 3NeKTpnu4eCknM ceTam ceTeBoW opraHusauun.

Hape)XHas npaBoBas noaaepXKa

N MNokasaTtenb KaTeropusi npucoeguHeHns notpebutenein ycnyr no nepeaayve anekTpuyeckon aHeprum B pasbmeke no MowHocTu, | Beero
B AMHaMMKe No rogam
no 15 kBt cBbllle 15 kBT n go cBbllle 150 kBT 1 He meHee 670 kBT obbekThl No
BKIMIOYUTENBHO 150 kBt meHee 670 kBT npons3BoACTBY
BKITIOYUTENBbHO ANEKTPUYECKOn
3Hepruu
N-1 N | AuHamum | N-1 N | AuHamum | N-1 N | OvHamu | N-1 N OuHamn | N-1 N OuHamn
(Tekywy ka (Tekyw| ka (Tekywy Ka (Tekywy Ka (Teky Ka
WA | NsMeHe WA | nsmMeHe Wi rof)| nsmeHe u rog)| usmeHe LKA | M3MeHe
roq) HuA ron) HuA HUS HUS roq) HUS
nokasat nokasat nokasat nokasat nokasat
ens, % ens, % ens, % ens, % ens, %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
KoHcynbTaHTINOC
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[okymeHT npepnoctasneH KoncynbTaHTtAOC
[aTta coxpaHeHus: 11.07.2018

Unucno 3asBOK Ha
TexHonorn4yeckoe
npucoeanHeHune,
nogaHHbIX
3aABUTENSIMU, LUTYKU

Yuncno 3asaBoK Ha
TexHonornyeckoe
npucoeauHeHne, no
KOTOPbIM HarnpaBneH
NpoeKT gorosopa 06
OCYLLeCTBINEHMN
TEXHOJTOrMYEeCcKoro
npucoeauHeHns K
ANEKTPUHECKUM
ceTsiM, LUTYKK

Yucno 3asBok Ha
TexHororm4yeckoe
npucoeauHeHve, nNo
KOTOPbIM HanpasneH
npoekT gorosopa 06
OCYLLECTBMNEHUN
TEXHOIOrM4ecKoro
NpUCOeaNHEHUS K
3MNEeKTPUYECKUM
ceTsaM ¢
HapyLleHem
CPOKOB,
NoATBEPXKAEHHBIM
akTamu
KOHTPONMPYHOLLNX
opraHvsauui n (Mnm)
pelueHusIMU cyaa,
LUTYKW, B TOM Yucne:

3.1

Nno BUHE CETEBOMN
opraHusaumm

KoHcynbTaHTINOC

Hape)XHas npaBoBas noaaepXKa
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[aTta coxpaHeHus: 11.07.2018

3.2

MO BUHE CTOPOHHUX
nu,

CpegHss
NPOAOIKUTENBHOCTb
MOArOTOBKU M
HanpaBneHusi
npoekTa Joroesopa
06 ocyLlecTBneHnn
TEXHOMNOrMYEeCcKoro
npucoeauHeHus K
3NEKTPUYECKUM
ceTam, oHen

Yuncno 3akoyYeHHbIX
AoroBopoB 06
OCYLLeCTBINEHMN
TEXHOIOrM4YecKoro
npucoeanHeHns K
ANEKTPUHECKUM
ceTsiM, LUTYKK

Yncno McnonHeHHbIX
porosopoB 06
OCYLLECTBINEHUU
TEXHOMNOrMYeCcKoro
npucoeauHeHus K
3NEKTPUYECKUM
CeTsaM, LUTYKM

Ymcno UcrnonHeHHbIX
AoroBopoB 06
OCYLLeCTBINEHMN
TEXHOITOrM4YecKoro
npucoeauHeHns K
ANEKTPUHECKUM
CeTsM, Mo KOTOPbIM
Npon3oLWo
HapyLleHne CPOKOB,
NOATBEPXKAEHHOE

KoHcynbTaHTINOC
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akTamu
KOHTPONMPYHOLLNX
opraHusauui n (Mnm)
pelueHusIMU cyfaa,
LUTYKW, B TOM Yucne:

7.1

Nno BUHE CETEBOMN
opraHusauum

7.2

No BMHE 3aABUTENA

CpegHss
NPOAOCIMKUTENBHOCTb
NCMONHEHNS
aoroBopoBs 06
OCYLLEeCTBINEHMU
TEXHOI0orM4ecKoro
NpUCcoeanHeHNst K
3ANEKTPUYECKUM
ceTsam, OHEN

KoHcynbTaHTINOC

Hape)XHas npaBoBas noaaepXKa
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3.5. CToUMOCTb TEXHOMNOrMYECKOro MPUCOEANHEHUS K INEKTPUYECKMM CETSIM CETEBOM opraHu3aumm (He
3anofiHAeTCs, B Clyyae Hanuuna Ha oduuManbHOM CcanTe CeTeBOM opraHusaumm B ceTu MHTepHer
MNHTEPaKTNBHOIO MHCTPYMEHTA, KOTOprI7I no3BondeT aBToMaTu4yeckn paccynTbiBaTb CTOMMOCTb
TEXHONOrMYEeCKOro NPUCOeaNHEHNs Npy BBOAE NapameTpoB, NPeayCMOTPEHHbIX HACTOALLUM MYHKTOM).

MoLLHOCTb 3HEepronpMHUMarloLLMX YCTPONCTB 15 150 250 670
3aaButens, kBT
KaTteropust HagexxHocTun -1 11 I-1 1 -1 1l -1 11
PaccTtosiHne go | HeobxogumocTts | Tun NuHUMK
rpaHuy CTpouTENbLCTBA
3eMenbHOoro noacTaHuumn
y4yacTka
3aaBuUTENS, M
Kn
500 - cenbckas fa BN
mMecTHocTb/300 -
ropoackasi
MECTHOCTb KN
Het
Bn
Kn
Ja
BN
750
Kn
Het
BN
Kn
Ja
BN
1000
Kn
Het
BN
Kn
Ja
BN
1250
Kn
Het
BN

4. KayecTBO 06CNyXMBaHWA

4.1. KonuyectBo obpalleHunin, NOCTYNUBLUMX B CETEBYHD OpraHu3auumio (BCero), obpalleHuni, cogepxaLumx
Xanoby u (Mnu) obpalleHnii, cogepKallmx 3asBKy Ha okasaHWe ycnyr, MOCTYNMBLUMX B CETEBYIO opraHM3auuto, a
Takke KonmyecTBo obpalleHui, Mo KOTopbIM Bbinv 3aKntoYeHbl 4OrOBOPbl 06 OCYLLECTBIIEHNM TEXHONOMMYECKOrO
npucoeauHeHns n (Unn) OoroBopbl 06 OKazaHUMM YCRyr No nepedadve 3NeKTPUYeckoW 3Hepruu, a Takke Mo
KOTOpbIM ObINM yperynupoBaHbl kanobbl B OTYETHOM Mnepuode, a Tawkke AMHamuKa No OTHOLUEHMIO K rogy,
npegLlecTsyoLLEMY OTYETHOMY.

KoHcynbTaHTINOC
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N Kateropun ®opmbl 06CnyxMBaHMA
obpalueHnin
notpebutenen OuHaga cdopma 3aoyHas cdopma ¢ OneKkTpoHHas MucbmeHHas dopma Mpouee
NCronb3oBaHMEM dhopma ¢ C UCMONb30BaHNEM
TenedOHHON CBA3N Ncnonb3oBaHMeM NOYTOBOM CBA3N

cetn NHTepHeT

N-1 N | OuHamn | N-1 N | AuHamum | N-1 N | OAuHamum | N-1 N OuHamm | N-1 N OnHamn

(Teky Ka (Teky Ka (Tekywy Ka (Tekywy Ka (Teky Ka
WMn | nsmeHe Wun | nameHe un n3mMeHe Wi rog)| nsmeHe WMn | nameHe
rog) HUs rog) HUS rog) HUA HUS rog) HUA
nokasar nokasar nokasart nokasar nokasar
ens, % ens, % ens, % ens, % ens, %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17

1 | Bcero obpalieHun
notpebutenein, B
TOM Yucne:

1.1 oKasaHue ycnyr rno
nepepave
3ANEKTPUYEcKomn
aHeprnn

1.2 ocyLlecTBrneHve
TEXHONOrMYECKOro
NpUCcCoeanNHEHNSs

1.3 KOMMepYeCcKnn
yyeT SneKkTpuYecKon
3Heprum

14 Ka4yecTBO
obcnyxumBaHust

1.5 TeXHN4eckKoe
obcnyxuBaHune
3IEKTPOCETEBLIX

KoHcynbTantlntoc www.consultant.ru CrpaHnua 32 u3 38
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ob6beKkToB

1.6

npoyee (ykasaTb)

>Kanobb

2.1

oKasaHue ycnyr no
nepegave
3NeKTpMYEecKom
3HepruM, B  TOM
yucrne:

KayecTBO YCIyr no
nepegave
ANEKTPUYEcKomn
3Heprumn

KayecTBO
3NeKTpMYEecKom
3Hepruu

2.2

OCyLLECTBIEHME
TEXHOMNOMMYeCcKoro
npucoeauHeHus

23

KOMMeEpPUECKNi
yyeT 3NeKTpuYecKomn
3Heprum

24

KayecTBO
o6cnyXnBaHus

25

TexHu4eckoe
obcnyxuBaHune
obbekToB
3NEeKTPOCETEBOIO
XO35ICTBA

KoHcynbTaHTINOC

Hape)XHas npaBoBas noaaepXKa
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2.6

npoyee (ykasaTb)

3

3agBka Ha okasaHue
ycnyr

3.1

no
TEXHONOrm4ecKkomy
npuncoeanHeHunto

3.2

Ha 3aKnyeHne
gorosopa Ha
oKasaHwe ycnyr no
nepepave
3ANEKTpUYEcKomn
aHeprnn

3.3

opraHusaums
KOMMepYeCcKoro
y4yeTa
3ANeKTpuyeckomn
3Hepruun

3.4

npoyee (ykasatb)

KoHcynbTaHTINOC
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[okymeHT npepnoctasneH KoncynbTaHTtAOC

[aTta coxpaHeHus: 11.07.2018

4.2 Nndbopmanms o gesaTenbHOCTM ohmcoB obcnyxmnBaHns notpebutenen.

Odonc Twn Anpec Homep Pexum |lMpepoctae | Konuyecteo | CpegHee CpenHee Konnuyectso
obcnyxmBaHua | oduca | mecTtoHaxo | TenedoHa, | paboTtbl | nsemble | noTpebuTene | BpemMs Ha BpeMs CTOPOHHMX
notpebutenen XaeHus agpec ycnyrm n, obcnyxuBa | oxugaHus opraHvsauui Ha

3MEKTPOHH obpaTtuBLLMXC Hue notpedute | Tepputopun oduca
ON NOYTHI S1 OMHO B notpebute naB obcnyxumBaHus (npu
OTYETHOM nsi, MUH. ovepean, HanMuun ykasatb
nepuoge MWH. Ha3BaHus
opraHm3aummn)
1 2 3 4 5 6 7 8 9 10 11
1
2
KoHcynbTaHTINOC
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[JokymeHT npegoctasneH KoHcynbTaHTINOC

[ata coxpaHeHnus: 11.07.2018

4.3. udbopmauums o 3a04HOM 0OCcnyXnBaHUM NoTpebutenen nocpeacTBOM TenedOHHOM CBA3M.

N HanmeHoBaHue EgvHnua
n3mepeHusi
1 | lNepeveHb HoMepoB TenedOHOB, BblAENEHHbIX NS HOMeEp
obcnyxnBaHua notpebutenei: TenedoHa

Homep TenedoHa no Bonpocam aHeprocHabxeHus:
Homepa TenedgoHOB UeHTpOB 06paboTkM TenedgoHHbIX
Bbl30OBOB:

2 | Obuee yncrno TenedoHHbIX BbLI30BOB OT NOTpebutenein no eanHULBbI
BblAeneHHbIM HoMepaM TernedoHOB

2.1 | OBwee umcno TenedoHHbIX BbI3OBOB OT NoTpebuTtenen, Ha eanHuLBbI
KOTOpble OTBETUN OnepaTop CETEBOM OpraHM3aunn

2.2 | O6uwee yncno TenedoHHbIX BLI3OBOB OT NOTpebuTenen, eavHuLbI
0bpaboTaHHbIX aBTOMaTUYECKN CUCTEMON NHTEPAKTUBHOIO
rofI0COBOr0 MEHH0

3 | CpegHee Bpewmsi oxugaHusa oteeTa notpebutenem npu MUH.
TenedoHHOM BbI30BE Ha BblAefleHHble HoMepa TenedoHOoB 3a
TEeKyLUn nepuon

4 | CpenHee BpeMsi 06paboTku TenedoHHOro Bbi3oBa OT MWUH.
noTpebuTens Ha BblgerneHHble Homepa TenedOoHOB 3a TEKYLLMiA
nepvoa

4.4. Kateropusi obpalleHurn, B KOTOPOW 3apernctpupoBaHO Haumborbliee 4dmcrio obpalleHuin Bcero,
obpalleHnin, cogepxalmux xanoby, obpalleHun, coaepXallimMx 3asiBKy Ha okKasaHue ycnyr, MOCTYNUBLUMX B
OTYETHOM nepuoae, B COOTBETCTBUMM C NyHKTOM 4.1 UHdopmaummn o kayectBe obcnyxmBaHusa noTpebutenen

ycnyr.

4.5. OnucaHne OONOMHUTENbHbLIX YCIyT, OKa3biBaeMbIX MOTPEBUTENO, MOMUMO YCIYT, YKa3aHHbIX B EAMHbIX
cTaHgapTax kayecTBa 0BGCMyXMBaHUSA CETEBbIMY OpraHM3aLmMsaMy NnoTpeduTeneil ceTeBbiX opraHM3aLmii.

4.6. MeponpusaATus, HanpaBneHHble Ha paboTy C couuwanbHO YS3BMMbIMU TpynnamMy HaceneHus
(neHcunoHepsbl, NHBaNWAbl, MHOroAeTHblIE ceMbW, ydacTHUKM BOB 1 6oeBbix OeNCTBUIA Ha TEPPUTOPUSAX APYrMX
rocyaapctB B cooTBeTcTBMM ¢ PenepanbHbiM 3akoHoOM oT 12 gHBapa 1995 r. N 5-03 "O BetepaHax" (CobpaHue
3akoHogartenbcTBa Poccuickon ®egepaumm, 2000, N 2, ct. 161; N 19, cT1. 2023; 2001, N 1, cT. 2; N 33, cT. 3427;
N 53, c1. 5030; 2002, N 30, c1. 3033; N 48, cT. 4743; N 52, c1. 5132; 2003, N 19, cT1. 1750; 2004, N 19, cT. 1837,
N 25, c1. 2480; N 27, cT. 2711; N 35, c1. 3607; N 52, cT. 5038; 2005, N 1, cT. 25; N 19, cT. 1748; N 52, cT1. 5576;
2007, N 43, c1. 5084; 2008, N 9, c1.817; N 29, cT. 3410; N 30, cT. 3609; N 40, cT1. 4501; N 52, cT. 6224; 2009, N
18, c1.2152; N 26, cT. 3133; N 29, cT1. 3623; N 30, cT. 3739; N 51, cT1. 6148; N 52, cT. 6403; 2010, N 19, cT. 2287;
N 27, c1. 3433; N 30, cT1. 3991; N 31, cT. 4206; N 50, cT. 6609; 2011, N 45, cT. 6337; N 47, cT1. 6608; 2012, N 43,
cT. 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, cr. 7537; 2015, N 14, ct. 2008), maTepu-oAMHOYKW, YYaCTHWKW NWKBMAALMW asBapum Ha
YepHobbinbckon AQC 1 npupaBHEHHblE K HUM KaTeropuu rpaxaaH B COOTBETCTBMM C 3akoHOM Poccumckon
degepaumm ot 15.05.1991 N 1244-1 "O coumanbHON 3alumnTe rpaxkgaH, NoABEPrIMXcs BO3AENCTBUIO pagnauum
BCcneacTBue katactpodbl Ha YepHobbinbckorn ASC" (Begomoctn Cbesga HapogHbix genytatoB PCOCP wu
BepxoBHoro Coseta PCOCP, 1991, N 21, cTt. 699; Begomoctn Cbesga HapogHbix genyTtatoB Poccuimckon
depepaumm n BepxoeHoro Coseta Poccunckon ®epepauun, 1992, N 32, ct. 1861; CobpaHue 3akoHogaTenbCcTea
Poccuiickon ®epepauun, 1995, N 48, ct. 4561; 1996, N 51, c1. 5680; 1997, N 47, ct. 5341; 1998, N 48, cT.
5850; 1999, N 16, c1. 1937; N 28, cT. 3460; 2000, N 33, cT. 3348; 2001, N1, cT. 2; N 7, cT. 610; N 33, cT. 3413;
2002, N 30, cT1. 3033; N 50, cT. 4929; N 53, c1. 5030; 2002, N 52, cT1. 5132; 2003, N 43, cT1. 4108; N 52, cT. 5038;
2004, N 18, cT. 1689; N 35, cT1. 3607; 2006, N 6, c1. 637; N 30, cT. 3288; N 50, cT. 5285; 2007, N 46, cT1. 5554;

KoHcynbTanTlNKoC
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2008, N 9, c1. 817; N 29, ct. 3410; N 30, ct1. 3616; N 52, cT. 6224; N 52, cT. 6236; 2009, N 18, cT. 2152; N 30, cT.
3739; 2011, N 23, c1. 3270; N 29, c1. 4297; N 47, c1. 6608; N 49, cT. 7024; 2012, N 26, c1. 3446; N 53, cT. 7654;

2013, N 19, c1. 2331; N 27, cT. 3443; N 27, c1. 3446; N 27, cT. 3477; N 51, cT. 6693; 2014, N 26, cT1. 3406; N 30,
CT. 4217; N 40, cT. 5322; N 52, cT. 7539; 2015, N 14, cT. 2008).

4.7. TeMbl 1 pe3ynbTaTbl ONPOCOB NOTpebuTenen, NPOBOAUMLIX CETEBOM OpraHM3auuen Onsi BbiSBIIEHUS
MHeHus1 noTpebuTener o kavectBe OOCNyXMBaHUSA, B pamMKax MCMonHeHuMs EAMHbIX cTaHOapToB kadvecTBa
o6CcnyXMBaHMs ceTeBbIMU OpraHu3aumsamMmn noTpebuTenen ycnyr ceTeBbiX OpraHu3auni.

4.8. Meponpusitusi, BbINOSHSIEMbIE CETEBOW OpraHuM3aunen B LENsX NMoBbllWEHUS KavyecTBa 06CnyKnBaHus
notpeburtenen.

4.9. Nndopmaums no obpalleHmsam notpedbutenei.
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Mpwukas MuHaHepro Poccnn ot 15.04.2014 N 186

(pea. ot 06.04.2015) JokyMeHT npepoctasrneH KoHcynbTaHTlnroc
"O EAMHbIX CTaHAApTax KayecTBa 06C/y>XMBAHWUSA CETEBLIMM OpT ... HAata coxpanenns: 11.07.2018
N UgenT|Oat|Bpe| ®dopma obpaleHus O6paLeHus O6paLeHusa notpedbutenen, O6paweHus dakT Meponp
udukal a | Ma copepxallme xanoby notpeburtenen, | nonyyeHus naTna

LIMOHH |06p|0bp copepxawme | notpebutene no
bil |aw |awe 3asiBKy Ha M oTBeTa pesynbT
HOMep|eHu|HKA oKasaHue ycnyr atam
a obpaule
obpauy, HUS
eHus

OuyH([3aou[3aou|luck| MNp |Okas | Ocy | Kom [ Kau | TexH [[p|Kadve | Kade [Ocy| Ko |Kau|TexH| Mp [[Mo| 3akn |Opr{lp|3ans|3ass| O6 |Bein|Mna
oe | Hoe | Hoe | MeH |o4e|aHue | Lec | Mep |ecTB|MYecK| 04 | CTBO | CTBO (LLIEC| MM |eCT|Myec|oye|Tex|oueH |aHn| oY |uTen|uTten| pa (onHe| Hup
06p [o6pajobpal Hoe | e |ycnyr[TBne|ueck| o | oe |ee|ycnyrfenekT|TBN|ep4|Bo | koe | € |HO| We [3aujee| em | eM |Lie |HHbI|yem

alle|LweH | weH |obpa no |Hue| un |o6c |oben no |pwuye |eHmn|eck|obcloben norjgoros| ns Obin | Obin [HME| e | ble
Hue| ne | ne |weH nepe |TexH|y4eT|nyx|yxus nepe|ckon| e |wui|ny |yxums n4y| opa |[kom nony|nony|oct | Mep [Mep
nocp|nocp| ue Jade |onor|anek| uea |aHve Jade [aHepr| Tex |yye| xu [aHne eck| Ha |[me YeH | YeH |aBn|onpwu|onp
efct|eqct|nocp ANEKT|MYEC|TPUY| HUS [aneKT|  [anekT| um [Hon| T |BaH OM [oKa3alpye ncye|ncye [eHo|aTns| nart
BOM | BOM eacT puye | Koro |ecko|noTp| poce puue orndlane| us |anek y | HMe [cko prbiB|pnbiB|6e3| no | us
Tene|ceTn| BoM ckou [npuc| 1 |[ebuT|TeBbl cKom €CK [KTp [noT|Tpoc np |ycnyr| ro aloL |atowy |oTe|pesy| no
doH noyt BHeprioeu|aHep|ene| x SHepr, oro |n4yelpeb|etes uc| no |yye Un | un |eta|nbTalpesy
How |HTe|oBON UM |HeHu| mm | n |obbe uun npu|cko|ute| bix oe|nepe| Ta oTBe|0TBe Tam | nbT
CBSI3|pHET|CBA3 A KTOB coe| 1 [nenjobbe au |pnave |ane TB| TC 06pa| aTta
n n OVH|3He KTOB He [aneKT|KTp ycTa|Hapy WeH| M
eHun|(pru HW | PO3H |03H HOBI| LLEH na |obp
a|m 0 [eprvv|epr|  |eHHbI| nem awe
nmm e |cpok HUS
CpoK| oB
"
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