Mpuka3s MuHucTepctBa aHepreTukn PO ot 15 anpens 2014 r. N 186
"O EanHbIX cTaHaapTax kadecTBa 00CNy>XMBaHUS CETEBLIMU OpraHu3aumamm notpebutenen
ycnyr ceTeBblxX opraHusaumn”

B cooTtBetcTBMM C nyHKTOM 3 lMpaBun HeAUCKPMMMHALMOHHOIO AOCTyNa K ycrnyram no
nepegave dMeKTpMYEeCcKOn IHEPTNN U OKa3aHUS ITUX YCNYr, YTBEPXKAEHHbIX NOCTaHOBEHNEM
MpaButenbctBa Poccunckon ®epepauun ot 27 pgekabps 2004 r. N 861 (CobpaHue
3akoHopaTtenbctBa Poccurckon depepaumn, 2004, N 52, c1. 5525; 2013, N 31, cT. 4226),
npuKasbiBato:

1. YTBepauTb npunaraemble EanHble cTaHOapThl KayecTBa OOCNY>XMBaAHUA CceTEeBbIMU
opraHusaunammn notpebutenen ycnyr ceTeBbiX OpraHmM3aLmn.

2. Hactoswmn npukas BCTynaeT B CUIy B YCTAHOBSIEHHOM MOpPSAKe, 3a UCKITHOYEHUEM
mas Il n Il EguHbIX cTaHgapToB KayecTBa O6OCnyXmBaHMA CeTEBbIMW OpraHu3aunsamm
notpebutenen ycnyr ceTeBblX OpraHuM3auui, BCTynawlWMX B CUMY MO WUCTEYEHUU LUECTU
MeCsILIEB CO AHS BCTYMMEHWS B CUIYy HACTOSLLEro npukasa.

MuHucTp A. HoBak

3apeructpupoBaHo B MunHiocte P® 18 nioHs 2014 .
PernctpauyunoHHbin N 32761

EauHble cTaHaapThbl
KayecTBa o6CnyXuBaH1MA ceTeBbIMU OpraHM3auusiMm notTpedbuteneun ycnyr ceTeBbIxX
opraHmsauum
(yTB. npukazom MuHuctepcTBa aHepreTukmn P® ot 15 anpensa 2014 r. N 186)

. O6wWwme nonoxeHun

1. Hactoawme EpuHble cTaHgapTbl KadectBa  ob6CnyXuBaHWsa  CceTEeBbIMU
opraHusaunamun notpebutenen ycnyr ceTeBblX OpraHM3aumi yctaHaBnmBaloT TpeboBaHus K
OBCNYy>XMBaHMIO CETEBbIMW OpraHM3auMsaMmn nuy, ABNALWMXCA noTpebutensamu  ycnyr
CeTeBbIX OpraHu3aunin no nepefave 3NEKTPUYECKOM IHEPruM (3a MCKMYEHUEM CeTEBbIX
opraHusaunin, 3HeprocbbITOBbLIX OpraHM3aLmi 1 rapaHTUPYHOLLMX NOCTaBLLMKOB), B TOM YuUCne
obCcnyXmMBaemMbIX 9HEProcbbITOBON OpraHM3aument U rapaHTUpPYOLWMM NOCTaBLLUMKOM, U NUL,
0o6paTUBLLMXCA B CETEBYIO OpraHM3aumio C Liefblo 3aknioveHns gorosopa o6 okaszaHuu ycnyr
no nepefade  OnNeKTPUYECKOW  SHEpPrMM WM OCYLLECTBMEHUM  TEXHOSTOMMYECKOro
NPUCOEOMHEHUS K 3NEKTPUYEeCKUM ceTaM (3a WCKMIOYEHMEM CeTeBbIX OpraHusauum,
9HEeprocObbITOBLIX OpraHM3auMi U rapaHTUpYyOLWMX MOCTaBLUMKOB) (Qanee - notpebutenu,
TEeXHOMormMyeckoe nNnpucoeguHeHune).

2. CeTteBasi opraHu3aumst obecneymBaeT paccMoOTpeHne obpalleHuin noTpeburtenen,
NMOCTYNUBLLMX B YCTHOW, MMCbMEHHOM bopMe nnn B opMe 3NEKTPOHHOIO LOKYMEHTA.

B3anmogencrteme ceteBoM opraHu3auuMuM C noTpebuTtensmum B 4acTu paspeLleHus
BOMPOCOB, coAepXalmxca B obpalleHnsx notpebutenen wn nNpegocTaBleHns UM
BO3MOXHOCTM peanu3auum npaB, MNpeayCMOTPEHHbIX 3aKoHOOAaTeNnbCcTBOM Poccuinckon
depnepaumn (ganee - obcnyxuBaHue noTpedbuTenen), oCyLecTBNAeTCsS B COOTBETCTBUMU C
TpeboBaHNAMUN HacToAWmMX EQMHbIX cTaHaapToB.

3. B uenax okasaHma ycnyr no nepegadve 3nekTPUYECKOW 3Heprum ceTtesast
opraHusauna npu obcnyxmBaHum noTpebutenen ocyLecTBnseT:
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a) 3aknyeHne goropopa 06 okasaHuK ycnyr no nepegave 3NeKTpuYeckon aHepruu;

0) BHECEHNE M3MEHEHUN B JOroBop 06 OokasaHuM ycnyr No nepegadvye anekTpuyeckon
Hepruu;

B) pacTopxeHue gorosopa 06 okazaHuuM ycriyr no nepegade anekTpu4eCcKon aHepruu;

r) nHcpopmmpoBaHme notpebutens 06 aBapuUNHbIX CUTyauusax B pacnpenenvrenbHbIX
9NEKTPUYECKUX CeTAX CEeTeBOM OpraHu3auuu, PeMOHTHbIX W npodunakTnyeckmx pabotax,
NNaHOBbLIX OrPaHUYEHUSX peXMma NoTPebneHus SNEeKTPUYECKOW IHEPrUW, BIMSIOLMX Ha
ncnosiHeHne obssaTenbCTB MO JOroBopy 06 OKasaHuM ycrnyr No nepegadve 3nekTpu4eckon
SHepruu;

A) OONYCK YrNOMHOMOYEHHbIX NpeAcTaBuTenen notTpedbuTens ycnyr B NyHKTbl KOHTPOSS
M ydeTa KONMMYECTBaA W KayecTBa ONEKTPUYECKOW 3JHeprMm B MNopsgke u  cnyvasx,
YCTaHOBMEHHbIX A0roBOPOM 06 OKasaHuW ycnyr no nepegaye 3NeKTpuyeckon aHepruu;

€) cornacoBaHme MecTa YCTaHOBKM npubopa yyeTa 3NEeKTPUYECKOW 3SHeprum
(MowHocTN) (panee - npubop y4yeTa), CXeMbl MNOLKMOYEHMST MNpubopa ydeTa U UHbIX
KOMMOHEHTOB M3MEPUTESbHbIX KOMMSIEKCOB W CUCTEM Yy4veTa JNeKTPUYECKON SHEpruu
(MoWHOCTHN), a TakKe METPOSIOMMYECKNX XapaKTepUCTUK Npmubopa yyeTa;

) gonyck B akcnnyaTauuio npubopa y4vera;

3) CHATME KOHTPOJIbHbLIX NOKa3aHnn NPUbopoB y4eTa;

1) Npuem rnokasaHum npmbopos yyeTa oT NoTpedbuTens;

K) NpOBEpKy, B TOM YUCIEe CHATUE nokasaHui, npubopa yyeTa nepen ero 4EMOHTaXeM
AN pEMOHTA, MOBEPKN UM 3aMEHbI;

n) pacyet obbemMa nepegaHHON ANEKTPUYECKON IHEPTrUK NOoTpedbuTenio;

M) KOHTPOJIb NoKasaTenen kayecTsa dMeKTPUYECKOM 3HEPTnN B TOYKaxX NpUcoeguHeHns
9HEPronpuMHMMalOLLMX YCTaHOBOK MOTPEOUTENSA SMNEKTPUYECKON JHEPTUU K INEKTPUYECKUM
CeTsIM CETEBOM OpraHm3auuu;

H) KOHTPOSIb 3HAYEHNN COOTHOLLEHMSI NOTPEBNEHNA aKTUBHOW N PEAKTUBHOW MOLLHOCTU
AN OTAENbHbIX 3HEPronpMHMMaloLWMX YCTPONCTB (rpynn SHEPronpUHUMAOLLNX YCTPOMCTB)
notpedurens;

0) nposeaeHne KOHTPOJbHbIX, BHEOYepeaHbIX n NHbIX 3aMepoB
noTokopacnpeneneHnsi, Harpy3ok W YpPOBHEW HarnpsbkeHusi Ha obbekTax noTpebutens wu
0O6bEeKTax aNEeKTPOCETEBOro X03AMCTBA CETEBOM OpraHn3auuu;

n) NOSIHOE (YaCTUYHOE) OrpaHNYEHNE peXnMa NOTPEBNEHNS SNEKTPUYECKON IHEPTUN B
nopsiake, ycTaHoBneHHoMm [lpaBunamu MOMAHOrO U (MM) YaCTUYHOrO OrpaHUYEHUs pexuma
noTpebneHnsa anNeKkTpUYECKONn IHEepruu, YTBEpPXKOAEHHbIMU rnocTaHoBrneHvem [paButenbcrea
Poccunckon ®egepaumm ot 4 mas 2012 r. N 442 (CobpaHue 3akoHogaTensctBa Poccumnckon
depepaumn 2012, N 23, ct. 3008; 2013, N1, c1. 68; N 1, cT. 45; N 5, cT. 407; N 31, CT. 4226;
N 32, c¢1.4309), n [lpaBunamu pa3paboTkm U NPUMEHEHNA rpacMKOB aBapuUMUHOIo
OrpaHNYeHns pexmma noTpebneHnsa anekTpu4eckon aHeprn (MOLLHOCTU) U UCMOSb30BaHMUS
NpOTMBOABAPUNHOM aBTOMATUKKN, YTBEPXAEHHbIMU Npuka3zom MuHaHepro Poccum oT 6 moHs
2013 r. N 290 (3apeructpupoBaH MuHioctom Poccum 9 asrycta 2013 r., permctpaunoHHbIv
N 29348);

p) cocTaBneHMe W npegocTaBneHne noTpebutento aktoB 6Ge3yyeTHOro mu
©e300roBOpHOro NOTPebNeHns 3aNeKTPUYECKON SHEPIN;

C) coCTaBreHne akToB COrnacoBaHNs TEXHOMNOMMYECKON 1 (Mnn) aBapunHomn 6PoHN;

T) Bblda4yy OOKYMEHTOB, NPeayCMOTPEHHbIX B pamMKax oKasaHus ycryr no nepegadve
9NEKTPUYECKON JHEPTMM U TEXHONOIMYECKOMY MPUCOEOMHEHUIO, B TOM 4YUCIE KBUTaHUWA,
CYETOB, CYETOB-(PAKTYP.

4. B pamkax TexHONOrM4yeckoro npuUcoOeaMHEHUs CeTeBas opraHusauusa npu
obcnyxmBaHUM NoTpedbuTenen okasbiBaeT cnegyrowme ycnyrm (ocyLwecTBnsieT npoLuecchbl):

a) TEXHONOrMYeCcKoe NPUCOeANHEHNE K ANIEKTPUYECKNM CETSIM CETEBOW OpraHm3auuu;
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6) TexHonornyeckoe NPUCoeanHEHNEe K ANEeKTPUYECKMM CEeTAM CeTeBOW OopraHusauuu
nocpeacTBoM nepepacnpeferieHns MakCuMarbHOW MOLLHOCTU  Mexay Hopuanyecknmu
aMuamMn M MHAMBMAyanbHbIMKM - NpegnpuHuMatensMm (B TOM  4UCne  onocpefoBaHHOe
npucoeauHeHmne);

B) TEXHONOrM4yeckoe npuUcoeuHeHNe K 3NeKTPUYEeCKUM CeTaM CeTeBOW opraHu3auuu
no NHANBUAYaNbLHOMY MPOEKTY;

r) BpeMEeHHOe TEXHOMNOrMyeckoe npucoeanHeHne K INeKTPUYECKUM CeTsIM CeTeBOW
opraHusauum.

5. B pamkax obcnyxuBaHusa notpebuTenen ceTeBas OpraHusauusi No 3asiBEHUIO
noTpeduTena Takke okasblBaeT criegyrowime ycnyrm (ocywecTBnsieT Nnpouecchl):

a) Bblga4vy CnpaBoOK U JOKYMEHTOB (MX KOMWM), NOATBEpPXOatoLiMX TEXHONorm4yeckoe
npucoeguHeHne K ceTaAM CeTeBOM opraHuMsaumm (akT pasrpaHuyeHnsa BGanaHcoBoOu
NPUHAONEXHOCTN  SMNEeKTPUYEeCKUX  CceTer, akT  pasrpaHuMdeHust  JKcrnryaTauuoHHOM
OTBETCTBEHHOCTU CTOPOH, akT 06 OCyLLEeCTBNEHUN TEXHOMNOrMYECKoro NPUCOeaMHEHNS U aKT
CorrnacoBaHus TEXHONOrMYeCcKon n (Mnn) aBsapuinHom 6poHn);

06) BOCCTaHOBMEeHWEe paHee BblOaHHbIX JOKYMEHTOB O  TEeXHOMOrMyeckom
npucoeavHeHnn Nnbo Bblgavy HOBbIX JOKYMEHTOB O TEXHOMOIMMYEeCKOM NPUCOEANHEHUN MpU
HEBO3MOXXHOCTN BOCCTAHOBMNEHNA paHee BblAAaHHbIX TEXHUYECKMX YCIOBUN;

B) YCTaHOBKY, 3aMeHYy 1 (1nu) akcnnyataumio npnubopos yyeTa.

6. O6cnyxuBaHne noTpebutenen B pamkax oOKasaHua Yycnyr no nepegade
9NEKTPUYECKON 3JHEeprun OCYLLEeCTBRASeTCS Ha OCHOBaHuUM obpalleHus notpebutens B
CeTeBYylD OpraHusauumio, ecnm  3akoHogartenoctBoM  Poccumckon  depepaumm  He
npeaycMOTPEHO OCyLLEeCTBEHME NpoLecca No MHUUnaTmMee Apyrux nuu,.

7. Tpu obcnyxumBaHuM noTpebutenenn (OCyWEecTBNEHNUN OTAENbHbIX MNPOLECCOoB)
ceTeBas opraHuMsauus He JommkHa TpeboBaTb OT NoTpebuTens npeaocTaBneHnss AOKYMEHTOB,
a TakkKe  OCyllecTBneHws  norpebutenem  OEWCTBUMWA, He  NpPeayCMOTPEHHbIX
3akoHogartenbcTtBoM Poccuickon ®eagepaunn.

MHdopmaums 06 nameHeHusix:
lNpukazom MuH3Hep20 Poccuu om 6 anperns 2015 2. N 217 6 nyHKm 8 eHeCeHbl USMEeHEeHUSs

CmM. mekcm nyHkma & rpedbidywed pedakyuu

8. CeTeBas opraHusaumsi packpbiBaeT B COOTBETCTBUM co CTaHOapTamu pacKpbITUSA
UHpopmauumn cybbekTamm ONTOBOrO M PO3HUYHBLIX PbIHKOB 3NEKTPUYECKON 3SHEprum,
yTBepXaeHHbIMU noctaHosrieHnem [NpasutensctBa Poccunckon depepaumm ot 21 aHBaps
2004 r. N 24 (CobpaHue 3akoHopatenbctBa Poccunckon ®depepaumn, 2004, N 4, cT. 282;
2005, N 7, ct. 560; 2009, N 17, cT. 2088; 2010, N 33, cT. 4431; 2011, N 45, cT. 6404; 2012,
N 4, c1.505; N 23, cT.3008; 2013, N 27, c1.3602; N 31, cT.4216; N 36, cT. 4586; N 50,
cT. 6598; 2014, N 8, cr1.815; N9, ct.907, 919; N 19, cT. 2416; N 25, cT. 3311) (ganee -
CtaHgapTbl packpbiTUst WHGOPMauuKM), creayruwyo MHpopmMaumio O nacnoptax ycnyr
(npoueccos):

Kpyr 3aaButenen;

pasmep nnatbl 3a OKa3aHWe ycryrn (OCyLleCcTBieHUs npouecca) U OCHOBaHUA ee
B3VIMaHWs;

YCIOBUSA OKasaHus ycnyr (OCyLecTBreHuns npowuecca);

pes3ynbTaT OKasaHus ycnyru (OCyLecTBreHus npowuecca);

obLWKIn cpok okasaHusa ycnyru (ocyLwecTBneHms npowuecca);

COCTaB W 3Tanbl okasaHusi ycnyrn (OCyLecTBEeHMS npoLuecca), BKYasa cBegeHus o
cogepXxaHun n (Unu) ycnosusix atana, oopma okasaHus ycnyru (OCyLLeCTBNEHNSA npoLecca).

MacnopT ycnyrm (npouecca) cCocTaBnseTcs B OTHOLUEHUM Kaxaow ycnyri (npouecca),
oKa3blBaeMOW CETEBOM OpraHu3aLumen, o pekomeHgyemomy obpasuy CornacHo rnpuoxeHuto
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N 1 k HacToAWwmMM EgmHbiM cTaHaapTam.

Macnopta ycnyr (nNpoueccoB) CceTeBOW oOpraHu3auuMm nyoenukyloTca ceTeBon
opraHu3aumnen B COOTBETCTBYIOLLEM pasfene Ha oduumanbHOM canlTe CeTeBOW opraHu3auum
B WMHOPMALMNOHHO-TENEKOMMYHUKALUMOHHON ceTn WMHTepHeT (nanee - cetb WHTepHeT), a
TaKke pasMeLlalTcss Ha MHAOPMALMOHHbIX CTeHaax B odmcax ceTeBOW oOpraHuMsauumu,
npegHasHa4YeHHbIX ANna npuema notpebutenen no Bonpocam oOkasaHusa ycryr no nepegade
9NEKTPNYECKON IHEPTUN, TEXHONOMMYECKOMY MPUCOEANHEHNIO N MHBIM BONPOCaM, CBA3aHHbIM
C AeATenbHOCTbIO CETEBOW opraHM3aunn (ganee - ocmc obenyxneaHusa notpedutenen).

9. lMNpn BHECEHMM M3IMEHEHMN B HOPMATUBHbIE MPABOBbIE aKTbl, Perynupyolme
NOpsSiAOK OKasaHus Yycnyr no nepegadvye 3rekTPU4ecKOW SHeprm u TEXHONOrm4yeckomy
npucoeuHeHnto, nacnopT ycnyrn (npouecca) NPUMBOAMTCS CETEBOW oOpraHu3aunen B
COOTBETCTBME YKa3aHHbIM U3MEHEHUAM B TedeHue OecCaTu paboumx AHen nocne BCTYMMeHUs
B CUITY YKa3aHHbIX N3MEHEHUN.

MHdopmaumsa 06 nameHeHusx:

[Mpukazom MuHsHepao Poccuu om 6 anpens 20152. N217 e nyHkm 10 eHeceHbI
U3MEeHEeHuUs

CmM. mekcm nyHKkma 8 rpedbidywed pedakuuu

10. CeTeBas opraHM3auusi He pexxe OOHOro pasa B rog obecneumBaeT npoBeaeHue
ONpocoB NOTpebuTenem C UENbl BbISBIEHUS MHEHUs notpebutenen O KayecTBe
obcnyxmBaHua. ExxerogHble oT4eTbl 06 UTOorax nlyvyeHust MHeHMsa notpebutenen o KavyecTee
obcnyxuBaHua nyonukyroTca Ha oduumanbHOM calTe CeTEeBOW OpraHuM3aumm B CETU
WMHTepHeT He no3gHee 1 mapTta roga, crnefylouwero 3a rogom, B KOTOPOM MPOBOAUSUCH
COOTBETCTBYHLLME OMNPOCHI.

CeTeBas opraHusaumss B COOTBETCTBMM cO CTtaHaapTamn packpbiTust MHopmaumm
obecneunBaeT packpbiTue MHpopmMaumm o KadecTBe O6CnyxuBaHus noTpebutenen ycnyr
CeTEBOW OpraHusauumn 3a npeflecTBYOLWWN rog CorfiacHo npunoxeHuto N 7 K HacToawmum
EovHbIM  cTanHgaptaMm Ha oduumanbHOM calTe CeTeBOM opraHuMsauuMm UM Ha WHOM
odvumanbHoM cante B ceTun WHTepHeT, onpegensemom [lpaButensctBoMm Poccumnckom
depepaumn.

* B cootBeTcTBUM C nyHKTOM 11(6) CTaHgapToB packpbITUa MHpopMaumm cybbektamm
ONTOBOr0 M PO3HUYHOIO PbIHKOB 3fIEKTPUYECKON 3HEPrnn, yTBEPXKAEHHbIX MOCTaHOBIEHUEM
MpasutensctBa Poccuickon ®epepaumnm ot 21 auBaps 2004 r. N 24.

FAPAHT:

maBa Il BcTynaet B cuny NO WCTEYEHUWM LUECTM MECSILEB CO OHS BCTYMNIEHUS B CuUIy
HacTosILLEero npukasa

Il. OpraHnsaumsa o4Horo oo6cnyxmBaHus

11. TlonoxeHnss HacTosAwen rnaBbl 06 oOpraHM3auun LEHTpanbHbIX 0¢UCOB
obcnyxmBaHna noTpebutenen wn  opraHmMsaumm OOCNYyXMBaHUA B Takux odmcax
pacnpoCTPaHATCA Ha TEPPUTOPMAanbHble CETEBLIE OpraHn3aLnm.

12. O6GcnyxuBaHne noTpebuTenen mnocCpeacTBOM JMYHOMO KOHTaKTa paboTHMKa
CeTeBOM OpraHusauumn ¢ notpebutenem (ganee - ovyHoe obCrnyxMBaHME) OCYLLECTBMSETCA B
oducax obcnyxkmBaHuss noTpebuTenen, a Takke B Chnyvasix, nNpeayCcMOTPEHHbIX
3akoHogaTenbctBoM Poccuiickon Pepepaumm, € Bble3goM K notpebutento paboTHuka
CeTeBOM opraHuM3auun.

13. Odwmcbl obcnyxmBaHna noTpedbutenen noapasfendalTcs Ha  LeHTpb
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obGcnyxmBaHna noTpebutenen (ganee - UeHTPbl OBCNYyXMBaHUA noTpebuTenen) n NyHKTbI
obcnyxusaHusa notpebutenen, opraHn3oBaHHble B 060COBNEHHbIX Noapa3aeneHnsx ceTeBom
opraHusauun (ganee - NyHKTbl 06CnyxmnBaHma notpedutenen).

Odomcbl obenyxmnBaHna notpedutenen OomMkHbI obecneumBaTb OpraHu3auuio OYHOro
obcnyxmBaHna  notpebutenen,  UCKMYawwero  HeobxogMMOCTb  B3aMMOAEWNCTBUS
noTpeduTensa ¢ MHbIMN NoApa3aeneHnsa MmN ceTeBon opraHmsauumn (MpuHUKUN "ogHoro okHa").

14. CeTeBasd opraHumsaums pasmellaetr oducbl 0BCnyxumBaHua noTpebutenen Ha
Tepputopmusax cybbektoB Poccuickon degepaumm, B rpaHuuUax KOTOPbIX pPaCnofOXeHbI
OOBbEKTbI 3MEKTPOCETEBOrO0 XO3AMCTBA CETEBOW OpraHusaumm (ganee - TeppuTopus
3KcnnyaTaunoHHOW OTBETCTBEHHOCTH).

MHdopmaums 06 naMeHeHusix:

lNpukaszom MuHsHepao Poccuu om 6 anpensa 20152. N 217 e nyHkm 15 6HecCeHbI
U3MEHEHUS

CmM. mekcm nyHkma 8 rnpedbidywed pedakyuu

15. CeTeBas opraHmsaums pasMellaeT He MeHee OJHOro ueHTpa obcnyxunBaHus
notpedbutenen ycnyr B MyHUUMNAnNbHbIX 06pasoBaHUAX (MyHUUMNANbHbLIX panoHax,
ropoAckuUX OKpyrax) YMCNEHHOCTbID HaceNneHns He MeHee [OBYXCOT ThiCAY 4YeroBek U B
afMUHUCTPATUBHBIX LeEeHTpax cybbektoB Poccuinickon ®Pepepauumn B cnyyae, ecnu
KONMYecTBO noTpedbutenen ycnyr ceTeBOW OpraHu3aumu, 3HepronpuHMMarolmne ycTtponcraa
KOTOPbIX HEMOCPEACTBEHHO MPUCOEOUHEHbI K CEeTsAM CeTeBOM oOpraHu3auuu, B Takux
MyHUUMNAnNbHbIX 06pa3oBaHUAX (MyHUUMNANbHbIX  paMoHax, rOPOACKMX OKpyrax) W
aAMUHUCTPATUBHBIX UeHTpax cybbektoB Poccuiickon ®Pepepaumm coCTaBnsieT He MeHee
NATUAECATU ThicAY 4YenoBek. B MHbIX criyyasx ceTeBas opraHvsauus pasmelwiaeT MNyHKTb
obcnyxusaHusa notpedutenen.

CeTteBas opraHusaums obecneumBaeT obcnyxuBaHue notpebutenen ¢ cobnogeHnem
TpeboBaHUN K opraHuM3aumm oducoB 0OCnyxmBaHUs noTtpebutenen, npenycMoTPEeHHbIX
npunoxexHnem N 2 K HacTosawmM EgmMHbIM cTaHgapTaMm.

16. CeTeBasi opraHmsaunsa obecneumBaeT o4Hoe ObCnyXmBaHue notTpebutenen:

B LIEHTpax obcnyxmnBaHna notpebutenen ceTeBon opraHm3aumm He meHee 45 yacos B
Hefeno;

B MyHKTax ob6CcnyXxmnBaHusa Notpebutenen ceTeBon opraHm3aumm He MeHee 25 4yacoB B
Hegento.

17. O4Hoe obGcnyxmBaHue noTpedbutenen B odmucax obenyxmBaHusa noTpedutenen
BeAeTCsa B MOPsSAKE XXMBOW Ovepeamn C UCNOSIb30BaHMEM CUCTEMbI SNIEKTPOHHOIO yrNpaBreHus
odepenpto (MpY HanNMYUKU TakoM CUCTEMbI) U MO NpeaBapuTENbHOM 3annucu No TenedoHy nnm
Ha ohnumanbHOM canTe ceTeBOW OpraHM3auuu.

18. O6cnyxuBaHMe noTpedbuTenen AOOMKHO OCYyWecTBAATbCA B nobom odwmce
obcnyxumBaHna  noTpebutenem  BHe  3aBMCMMOCTM  OT  MeCTa  PacronOXeHus
9HEPronpuMHMMaloLWLmMx YCTPOWCTB NOTpebutena Ha TeppuTopuMM  SKCMnyaTaumoHHOW
OTBETCTBEHHOCTM CETEBOM OpraHu3auuu.

19. CeTeBas opraHu3aumns npu OCyLLECTBIIEHUN OYHOIO OBCNYXMBaHUA NOTpebuTenen
B ohmncax obcnyxmeaHus notpebutenen odbecnevymBaeT CoBepLUEHNE OENCTBUN MO NEPEYHI0
cornacHo npunoxennto N 3 K HacToAwmMM EanHblM cTaHgapTam.

20. Obuee Bpemsa oXxngaHus noTpedbutenda B odepeaun n obcnyxmsaHus notTpedutens
paboTHMKOM odhmnca obcnyxuBaHusa noTpedbuTenen OOMKHO cocTaBnATb He bonee 30 MUHYT.
PaboTHukn odmca obcnyxmBaHuss notpebutenen obsi3aHbl HOCUTb JUYHbIE HarpygHble
NOEHTUMUKAUMOHHbIE KAapTOYKM C yKa3aHMEM HaMMEHOBAHUSA CETEBOW OpraHusauuu,
AOIMKHOCTU, UMEHW, OTYecTBa 1 hamunumn paboTHUKA.

21. PaboTHMK ceTeBOM oOpraHuMsaumm, nNpubbIBLUMIA K noTpebutento  angd
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OCYLLIECTBMEHNST OYHOro obGCnyXuBaHus, coobliaeT noTpedbuTento cBoM amunuio, UM,
OTYEeCTBO, [LOMKHOCTb, HAaMMEHOBaHWE CETEBOW OpraHu3auuun, a TakkKe MPUYnHY U Lenb
npunbbiTns. Mo TpeboBaHuio noTpebutens paboTHMK AOMKEeH NpefoCTaBUTb ChyxebHoe
yOoocTtoBepeHne nmbo MHOM [OKYMEHT, MOATBEPXAAKLWMA MNosiHoOMouna paboTHuka. [pu
obpaLyeHnn notpedbutens Kk paboTHUKY CETEBOW OpraHmsaumm nNo BONPOCaM OKa3aHWs ycnyr
no nepefaye areKkTPUYECKOM SHEPrMM U  TEXHOMOMMYECKOro npucoeuHEeHus, HO He
CBSI3aHHbIM C NPUYMHOM W Lienbto NpubbiTvs, NpMbbIBLLIMIA paboTHUK coobuiaeT noTpebuTento
KOHTaKTHY MHpopMaunio ceTeBOW OpraHn3aunn, pasbAcHAET, Kyda U B KAKOM nopsgke emy
cnenyet obpaTUTbCA.

22. [Nata n BpemMsa Bble3ga paboTHWKa CeTeBOW oOpraHu3auuMm K noTpebuTento
cornacoBbiBaloTca ¢ notpebutenem. MNpn HeobxogmMmocTn gata M BpeMsi nNpubbiTua mMoryT
KOPPEKTUPOBATLCH Kak CeTeBOM OpraHusaumen, Tak u notpebutenem, npu aToM ceTeBas
opraHusaums:

a) yBegomnsieT notpebutens O gaTe M BPEMEHU 3annaHMpoBaHHOIO MNpUbLITUSA
paboTHMKa He nosgHee 4Yem 3a 5 paboumx gHen OO0 AaTbl NNAHMPyemoro npubbiTns, a B
Crny4ae CpOoYHbIX Bble340B - HENOCPELACTBEHHO Nepes Bble34oM;

6) B cnyyae nsmeHeHns BpemeHn coobuiaeT o6 3TOM He nosgHee yem 3a 2 yaca Oo
paHee cornacoBaHHOro BpeMeHu nNpmbbiTnst paboTHMKa.

B cnyyae HeobGxoaMMOCTM NUKBMAAUUN TEXHONOMMYECKUX HaPYLLUEHUN, YrpOXKatoLmx
pabotocnocobHocTn obopyaoBaHuss wunuM nNpeaoTBpalleHns (NukBngaumMm nocrneacTeum)
Hec4acCTHbIX cry4aeB, NpMbbITUE K NoTpebutento paboTHUKA CETEBOW OpraHM3aumm MOXeT He
cornacoBbIBaTbCA.

FAPAHT:

maBa Il BcTynaet B cuny no UCTEYEHUM LUECTU MecsUeB CO OHS BCTYMNSIEHUA B CUNY
HacTosLLero npukasa

lll. OpraHmnsaumsa 3ao4HoOro o6cnyxnBaHms (C ncnonb3oBaHneM TeneoOHHON CBA3U U
cetn UHTepHeT)

23. CeteBas opraHusaumsi obecneumBaeT obcnyxumBaHne noTpedbutenen ¢
NCrnonb30BaHMEM TeNedOHHOW CBA3WU, NMOYTOBOM CBA3U U ceTn NHTepHeT (ganee - 3ao4yHoe
obcnyxusanue).

24. CeteBass opraHusauuss obecneumBaeT npuem u 00paboTKy TenedOHHbIX
obpallueHnin noTpebuTenemn Nno Bonpocam:

a) OCYLLECTBIIEHUS TEXHOSOMMYECKOrO NPUCOEANHEHNS;

0) okasaHusa ycnyr no nepegaye anekTpUYeCcKon saHepruu;

B) OpraHu3auumn ydeta anekTpu4ecKom aHepruu;

r) opraHusaumm oOBCnyxumBaHua noTpedbuTenen, npeaocTaBfeHNs KOHTAKTHOWM
nHpopmauun odumcos obcnyxmBaHus noTpedbuTenen, 3annucu Ha O4YHbLIM NPUEM, a Takxke
NoNb30BaHUA WHTEPAKTMBHbIMU CEpBMCaMU OPULMANBLHOIO canWTa CeTeBOM OpraHu3auumn B
cetn VIHTepHeT;

) HECOOTBETCTBUSA KayecTBa 3NEKTPUYECKON IHEPIMM TEXHUYECKUM pernameHTam u
WHbIM 065s3aTenbHbIM TPEOOBaHUAM;

€) NepepbiBOB B Nepegaye 3nekTpu4ecKkon IHEPrnn, NpekpawleHnsa unmnm orpaHnYeHus
pexuma nepegadn aneKkTpU4eCcKom aHEPIrmu.

25. [1ns 3ao04HOro obenyxnBaHna notpedburenen cetesas opraHmsaunsa obecneunsaeT
BO3MOXHOCTb BbINOSIHEHNSI AEACTBUIA NO NEPEYHIO COrnacHo npunoxeHnto N 4 K HaCTOALUM
EovHbiM cTaHgapTam.

26. 3ao4yHoe obecnyxmBaHne notpedbutenen ¢ MCNonb3oBaHMEM TeneOHHON CBA3M NO
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BOMpocaM, ykasaHHbIM B nofnyHktax "a" - "r* nyHkra 24 HacTtoawmx EAuHbIX cTaHOapToB,
ceTeBas opraHmsauusi OCyLLEeCTBASET 4Yepe3 LEeHTpbl 06paboTkm TenedoHHbIX BbI3OBOB B
paboyee Bpemsi ocumcoB obcnyxuBaHus noTpebutenen. Homepa ueHTpoB 06paboTku
TenegoHHbIX BbI3OBOB CETEBOM OpraHM3aumm Mo yKasaHHbIM BOMpPOCaM pasMmeLlaroTcs Ha
odunymnanbHOM canTe CeTeBOW opraHmsaumm B cetu MHTepHeT n B odmucax obcnyxmBaHus
noTpedurtenen.

27. O6bcnyxuBaHne notpebutenen no Bonpocam, ykasaHHbIM B nofnyHkrax "g" n "e"
nyHKkTa 24 HacTtoAwmux EOMHBLIX cTaHOapToB, OCYLLUECTBMASETCA B pPeXuMe ropsden nuHUm
(Banee - rops4as MMHWS NO BONpOCaM 3MeKTPOCHABXeHNS ) KpYrnoCyTOYHO.

TeneOHHbIN HOMEp ropsAYer NMHMM MO BOMPOCaM 3JNEKTPOCHabXeHus sBnsieTcs
eouHbiM - 1M BecnnatHeiM  Ana  notpebutenem Ha TeppuUTOpPUM  SKCMNyaTauMOHHOM
OTBETCTBEHHOCTU CETEBOW oOpraHuM3aumn. He pgonyckaetcs MCNofib3oBaHWE B KayecTse
TeneOoHHOro HOMepa ropsyYen INMHMKM MO BOMPOCaM 3feKTpocHabXeHns TenedgOoHHbIX
HOMEpPOB ONepaTUBHOIO NepcoHana ceTeBon opraHmM3aunu.

TenedoHHbIN HOMEpP ropsiyen NUHMKM NO BOMPOCAM 3JMEKTPOCHADXEHUs1 ceTeBown
opraHuMsaumn [oBOAMTCA A0 NOTpebuTenen, 3HepronpuvHMMarowme YCTPOMCTBA KOTOPbIX
HenocpeacTBEHHO MNPUCOEANHEHbI K OObeKTaM 3MeKTPOCeTeBOro XO3AWCTBA CETEBOW
opraHuMsaumm, B TOM 4UCNEe MNyTEM €ro BKAOYEHUA B [JOroBOPbl 3HEProcHabXeHus,
pasmelleHna Ha odumunanbHOM canTe CeTeBOM opraHu3aumm B ceTn IHTepHeT n B odmcax
obcnyxusaHusa notpedurenen.

28. CeTeBas opraHmsauusi nMpuv  OCYLLECTBIIEHMM  3Aa04HOrO0  OBCNyXMBaHUA
noTpedbuTenen c NCnonbL3oBaHNEM TeNedOHHOW CBSA3M obecneymBaer:

Hanuune GecnnaTtHbIX TeNegOHHbIX KaHarnoB CBA3M MeXdy CEeTEBOW OopraHu3aumen u
noTpedurenamu;

npuemMm n 06paboTKy BCcex BXOOALWMNX TenedOoHHbIX BbI30BOB NoTpedbutenen B ceTeByto
opraHmsaumio. Bpemsa oxungaHus notpedbutenem oteeTta no tenedoHy CeTEBON OopraHu3aumm
C MOMEHTa coefuHeHunsa (B cryvae obcnyxmBaHua notpebutenen C MCNosib3oBaHUEM
CUCTEMbI MHTEPAKTMBHOIO royI0OCOBOrO MEHIO - C MOMEHTAa Bblibopa noTpebutenem kateropmm
"coeauHeHus ¢ paboTHUKOM opraHu3aummn” B CUCTEME MHTEPAKTMBHOIO rOSI0OCOBOrO0 MEHI0) 40
MOMEHTa OoTBeTa paboTHMKA CETEBOW OpraHM3aunm He OOSMKHO npeBbilwatb 5 MUHYT. Bpems
obpaboTkn BbI3oBa (TenedoHHOro pasroBopa notTpebutens ¢ paboTHUKOM) He LOSMKHO
npeBbIWaTh 5 MUHYT;

OCYLLIECTBMIEHNE  UCXOAAWMX TenedOoHHbIX BbI3OBOB AN  MHAOPMUPOBAHUS
notpebutenen n npegocTasneHnst MHopmaumm no obpaweHsam noTpebutenen;

BeJeHMe ayamo3anucu Bcex BXOOALWMX N UCXOOAWMNX pa3roBOPOB C noTpedbutenem, o
yeMm noTpebuTens yBeaoMMsSeTCA B Ha4ane pasrosopa ¢ paboTHMKOM CETEBOW OpraHmM3auuu;

AOCTYMNHOCTb U HAAEXHOCTb PaboTbl TENEOHHbIX KaHaNoB CBA3W;

perncTpauuio BXOOALWMX U UCXOOALWMX BbI3OBOB COMMACHO MyHKTY 42 HacTOALWMX
EOuvHbIX cTaHgapToB.

29. CeTeBas opraHusauus OCyLlecTBnsieT 3aovHoe obcnyxuBaHve notpebutenen c
NCronb30BaHMEM CBOEro oduumanbHOro camta B ceTu WHTepHeT, coaepawero
NMHopMauuio 0 OeATENBHOCTU CETEBOW OpraHu3auuun (ganee - opmumanbHbIn CanT).

30. B cnyyae BO3HMKHOBEHUS nepeboeB B paboTe ouumanbHOro camta, BREKyLmX
HEBO3MOXHOCTb [JOCTyna K cogepXxalwencs Ha Hem uHdopmauumn (cepBucam), ceTeBas
opraHuMsaumsa B TeyeHue 2 4acoB C MOMEHTa BO30OHOBMEHUs OocTyna K oduumanbHOMY
canty, pasmMellaeT Ha HeM WHdopMauuio O NpUYUHE, OaTe W BPEMEeHU MpekpalleHus
A0CTyna, a Takke 0 gate n BpeMeHn BO30O6HOBNEHUS JOCTyNa K oouumanbHOMY CanTy.

MoTpebutenn [OMmKHbI WMMETb BO3MOXHOCTb O3HAKOMIIEHUSS C  MHAOPMaUMEN,
pasmelleHHOW Ha oduunanbHOM canlTe, C  MWCNOMb30BaHMEM  PaACMPOCTPAHEHHbIX
Be6-0603peBaTenen. Npn 3TOM He JOMKHa NpeaycMaTpuMBaTbCA YCTaHOBKA Ha KOMMbIOTEPDI



noTpeburtenen cneynanbHO CO34aHHbIX ANs NPOCMOTpa oduUManbHbIX CauToOB NPOrpaMMHbIX
N TEXHONOMMYECKNX CPEACTB.

CymMMmapHast onuTenbHOCTb nepepbiBOB B paboTe oduumanbHOro camta He AO0SbKHa
npesblaTth 4 YacoB B MeCHLL.

31. MHdopmauus, pasmellaemas Ha omumnanbHOM canTe, A0IMKHA ObITh:

AOCTyMNHa Anst asBTomaTuyeckon ob6paboTku;

KPYrnocyTOMHO [OCTynHa noTpebutenam 6e3 UCNonb3oBaHWs  NPOrpamMHOro
obecnevyeHns, ycTaHOBKa KOTOPOro Ha TeXHMYeckue cpeactsa notpebutens Tpebyet
3aKMYEHNS NULEH3MOHHOIO UIM MHOrO cornalleHuss ¢ npaBoobnagartenemM nporpaMMHOro
obecneyveHuns, npegycMmaTpmuBaroLLero B3nMaHme ¢ notpedbutens nnathbl;

AocTynHa 6e3 B3MaHua nnathbl.

32. Hasurauma oduumanbHOro camta [OfMKHaA COOTBETCTBOBATbH CreayroLmm
TpeboBaHUAM:

BCA pa3MelleHHas Ha oduuManbHOM canTe WHdopMauus OOfmkHa ObiTb AOCTYyMHA
noTpedbutenam nytem nocrieoBaTeNbHOro nepexoga no runepccblyikaM HaynHas C rfaBHON
CTpaHuubl ouumanbHoro cauta. KonmyecTtBO TakuMx MNepexoqoB MO KpaTyauiwien
nocnegoBaTenbHOCTN JOMKHO ObITh HE Bonee NATK;

noTpedbutento AomKHa NpenoCcTaBNATbCA HarnsgHaa uHopmaumsa O CTPYKType
odoMUManbHOro canTa n 0 MECTOHaXOoXaeHUn oTobpakaeMon CTpaHuLbl B 3TON CTPYKTYpPE;

Ha Ka)XOow CcTpaHuue oduumanbHOro camTa LOSMKHbl OblTb pasMeLleHbl: rMaBHOE
MEHI0, CCbIfiKa Ha rMaBHY CTpaHuLy, CCbifika Ha KapTy ouunanbHOro canTa;

3arofioBKM M NOAMNUCKU Ha CTpaHULAX AOSMKHbI ONUCbIBATb CoAepXaHue (HasHa4vyeHue)
Takon CTpaHULbl, HAMUMEHOBaHWe TekyLlero pasgena n otobpaxaemoro JOKYMEHTa;

HaMMEHOBaHWE CTpaHuuUbl, OMNMUCbIBaKLlee ee coaepXaHue (HasHayeHue), AOSMKHO
oTobpaxaTbCs B 3arofioBKe OKHa Beb-0603peBaTtens;

TEKCTOBbI agpec B cetn WHTepHeT (yHuBepcanbHbii ykasatenb pecypca, URL)
KaXXOoW CTpaHuUbl OOIMKEH oTobpaxaTb ee MorfoXeHue B NOrM4Yeckon CTPYKType cauTa U
COOTBETCTBOBATb €€ CoAepXaHuK (Ha3Ha4YeHW0), a Takke B TEKCTOBOM agpece AOSDKHbI
ObITb MCNONb30BaHbl CTaHAAPTHbIE NpaBuna TpaHcanTepauuu;

Ha rmaBHOWM CTpaHuue ouumansHOro canmTta u B OTAENbHOM pasferne (aanee - NUYHbIN
KabuHeT noTpebuTensl)) pasmewlaeTcs  HOMeEp  ropsiden  fiMHMM NO  BOMNpocam
3MEKTPOCHAOXEHNs, TMnepccbifika Ha  MHpopmMaumo, NpeayCcMOTPEHHy  absauem
oAVHHaguUaTbiM M ABeHaguaTbiM nyHKTa 33 HacTtoAwmx EAuHbIX cTanHgapToB, a Takke
CCbINKN-6aHHepbl Ha MHPOPMALMOHHBIE MHTEPAKTUBHbBIE CEPBUCHI CETEBOW OpraHM3aumn.

33. B uensax obecnevyeHna onepatMBHOro JocTyna notpebutenen K nHgpopmaumm ob
OKasblBaeMbIX ycnyrax u oOCnyXuBaHMM CETEBOW OpraHM3aumMm B T[NTABHOM MEHKO
oduumanbHOro canta CeTeBOW opraHu3auumn BblaenseTca pasgen "lotpebutenam”. B
yKazaHHOM pasfene pasmellaeTca WHgopmauma B COOTBETCTBMM CO CTaHgapTamu
packpbiTUs WHOPMaUUK CybbekTamm ONTOBOIO U PO3HUYHLIX PbLIHKOB 3SIEKTPUYECKON
3HEpPrnn, a Takke crnegylowmne cBegeHus:

NnoyToOBLIM adpec CeTEeBOW oOpraHu3auuu, agpeca u rpaduk pabdoTbl oducos
obcnyxueaHua notpebutenen, Homepa TenegoHOB, MO KOTOPbIM OCYLLECTBNSAETCS
obcnyxusaHue notpedbutenen, agpec ouumanbHOro canta ceTeBon opraHmM3aunm;

nopsiaoK Nogayn M paccMoTpeHust obpalleHnn notpebutenen, cogepXxalumx xanoby
Ha OEencTBMs CETEBOM OpraHuMsauuun, C ykasaHMeM CPOKOB pacCMOTpPeHUs obpalleHuin u
npegocTaBneHna oTBeTa;

nopsigoK WM CPOKM  3akniyeHust goroBopa 06 okasaHuM ycnyr no nepegadve
3MEeKTPUYECKON IHepPrun, NpeaycMoTPEHHbIE 3akoHo4aTeNnbcTBOM Poccuickon ®epepaumm;

nopsiAoK nogayvn 3asiBKM Ha TEXHOSOrM4yeckoe NpucoeguvHeHue, OCHOBHbIE 3Tanbl ee
PacCMOTPEHUS N UX CPOKW, CBELEHUS, KOTOPble [OOSMKHbl cogepXaTbCA B 3asiBKE Ha



TEXHOMorMyeckoe npucoeanHeHne, n TpeboBaHUA K npunaraeMbiM K HEW [OOKyMeHTawm,
dopMbl 3a8BOK 4115 3anoNIHEHNA noTpebuTtenewm;

NnopsoOK BbIMOMHEHUSA TEXHOSIOrMYECKOro NpuCcoednHEHUs, aTarbl TEXHOMOMMYECKOro
npucoeguHEeHUs N NX CPOKK;

nopsgoKk pacdeta nnaTtbl 3a TEXHOMOrMYEeCKoe MnpucoeauHeHne Ans Bcex rpynn
noTpeduTenen, KONuM peLleHnn opraHa WCNOSIHUTENbHOM Bnactu cybbekta Poccumnckon
depepaumm B 0651acT rocyaapCTBEHHOrO perynmpoBaHus LeH (Tapudgos) 06 ycTtaHoBREHUM
nnaTtel 3a TEXHOMOMMYeckoe nNpUcoedMHEHNE B OTHOLUEHUUM TeppuTopuanbHbIX CeTEBbIX
opraHuMsaumn, a Takke Konua pelleHna gegepanbHOro opraHa WCMOMHUTENbHOM BRacTu B
obnactu rocygapCTBEHHONO perynmpoBaHusa LeH (TapudoB) MO YCTaAHOBMNEHUIO nnaTthl 3a
TEXHOSIOrMyeckoe npucoeguMHeHne B OTHOLUEHUW OpraHu3auuMm Mo yrnpasreHuto eauHoun
HauMoHanbHoOM (OBLLEPOCCUNCKOM) ANEKTPUYECKON CETbLIO, NOPSLOK onnaTbl MO JoroBopy 06
OCYLLIECTBMEHNN TEXHONOTMYECKOro NPUCOEOMHEHUSA K INEKTPUYECKMM CETAM, OCOBEHHOCTM
BHECEHNS nnaTbl OoTAENbHbIMU rpynnamm notpebutenen, npeayCMOTpPEHHbIEe
3akoHogartenbcTBoM Poccuickon ®eagepaumm;

NnopsiAoOK pacyeTa nnatbl 3a okasaHue ycryr no nepegave anekTpnuyeckon aHeprum ans
BCeX rpynn notpebutenen, KONMM pelleHUn opraHa WCMOMHUTESNIbHOWM Bractu cybbekTta
Poccunckon depepauum B ob6nactu rocyaapcTBEHHOrO perynmpoBaHuns LeH (TapudgoB) o6
YyCTaHOBMEHUN TapuoB Ha ycnyrM no nepefade a3fEKTPUYECKOM SHEpPrMm B OTHOLLEHUU
TeppuTopmarnbHbIX CETEBbIX OpraHn3aunin, a Takke Konuu pelueHnn dpeaepanbHOro opraHa
NCMONHUTESNbHOW BRacTu B obnactn rocygapCTBeHHOro perynmpoBaHunsa ueH (Tapudgos) o6
yCTaHOBMEHUM TapudoB Ha ycnyrm no nepefadve 3MeKTPUYECKOW 3SHEeprMn B OTHOLLEHWUU
opraHuMsaumm no ynpasfieHUI0 €AMHOW HauuoHanbHOM (0OLLEepPOCCUNCKON) 3MEeKTPUYEeCKOm
ceTblo, NMopsagoK onnaTtel NO AoroBopy o6 okasaHWWM ycnyr no nepefade arnekTpuyecKom
3Hepruu;

NOpPsSiAOK OCYLLECTBNEHNA KOMMEPYECKOro yyeTa CeTEBbIMU OpraHusauusamu, B TOM
ynucne TpeboBaHMA K MecTaM YCTaHOBKM MpuBOpPOB y4veTa, CXeMbl MOAKMIOYEHUA U
METPOSIOrMYECKNE XapakTePUCTMKN NpMbopoB ydeTa 6e3 ykasaHnsa TOBapHbIX 3HAKOB, 3HAKOB
obcnyXkunBaHnsa,  PUPMEHHbIX  HaMMEHOBaHWUMN, naTeHToB, NONes3HbIX  Moaenewn,
NPOMbILNEHHbIX 06pa3sLoB, HaVMEHOBaHMM MECT MPOUCXOXAEHUA NpubopoB yveTa wunu
HanMeHOBaHW Npon3soauTenen NPUBopPoB yyeTa;

HanmeHoBaHMe nNpuBOPOB YyyeTa, YCTAHOBKY KOTOPbIX OCYyLLeCTBnsieT ceTeBad
opraHusaums, nX CTOUMOCTb U CTOMMOCTb PaboT MO NX YCTAHOBKE;

MPUYMHBLI U CPOKM MMaHOBLIX MNEpepbIBOB B Nepefade dreKkTPUYECcKOM IHepruu,
npekpaLleHns UM orpaHnYeHnsa pexuMma nepefayn dNeKTPU4ecKkon 3Heprun, B TOM 4ucne
npegBaputenbHas  MHGOpPMaUMa O CpOKax OrpaHuMyeHnsa  pexuma  notpebneHuvs
3NEKTPMUYECKON 3Heprun (MOLLHOCTKU) noTpebutenen B CBA3M C NPOBEOEHMEM PEMOHTHbIX
paboT Ha obbekTax 3NeKTPOCEeTEBOro XO035MCTBa CETEBOW OpraHu3auuu, BKIIOYEHHbIX B
rogoBoun (MecsivHbIN) rpadouK PEMOHTA;

pacyeTHble JaTa U BPeEMSI BOCCTAHOBMEHUSA 3NEKTPOCHabXeHUs B crnyyae BBeOeHUS
BHEMMAHOBOIO OrpaHnyeHus pexmnma notTpebneHns anekTpuyeckon aHeprm (MOLLHOCTN);

4YacTo 3ajaBaeMble BONPOCHI, BO3HMKAKOLWME y NoTpebutenen, n oTBETbI Ha HUX;

aKTyanbHble M3MeEHeHUs 3akoHopaTtenbcTBa Poccuiickon degepaumm B OTHOLUEHWUN
npoueayp okasaHus ycryr ceTeBbiMU OpraHn3aumsmu;

yTBEPXAEHHbIE rpacomkn aBapuNMHOro OrpaHNYEHNS;

nacnopTa ycnyr (NpoueccoB) CETEBON OpraHu3aumnu;

nopsgok paboTbl B NWMYHOM  KabuHeTe noTpedbuTend, BKMAYasi nosfyvyeHue
nepBOHavyanbHOro [OCTyna K JIMYHOMY KabWHeTy, pernctpauuio  u  aBTopM3auuio
notpeburtens.

34. MHdopmaums, ykasaHHas B ab3aue ogvHHaguatom nyHkta 33 HacTosawmux EamHblx



CTaHAapTOB, MOANEXWUT OnybnmMKoBaHUIO He no3gHee 4em 3a 7 AHeW OO0 [aTbl MiaHOBbIX
nepepbiBOB Nepeaayn aneKTpuyYecKom aHeprumn.

35. Hbopmaums, ykasaHHasa B absaue TpuHaguatom nyHkta 33 HacToswmx EanHbIX
CTaHAapTOB, NOASNEXMUT ONyOrMKOBaHWUIO HE pexe OL4HOro pasa B KBapTasi Ha OCHOBe aHanusa
NoCTyNuBLLMX OBpalLLeHnIn B CETEBYHO OpraHn3aumio.

36. CeTeBasa opraHusauusa obecneymsaeT, B TOM 4YuCfe C UCMNONb30BAHNEM JTIUYHOIO
KabnHeTa noTpebuTens, TEXHNYECKYIO BO3MOXHOCTb:

a) HanpasneHnsa noTpedbutenem obpalleHuin, B TOM 4YUCne coaepxalumx xanobbl un
3asBKM (3asdBreHns) Ha okasaHue ycnyr (mpoueccoB), corfiacHo rpunoxeHnto N5 K
HacToAWwmMM EAuHbIM cTaHgapTam B (hopme 3NeKTPOHHOro JOKyMeHTa nyTemM 3anofiHeHUs
3KpaHHbIX popM Beb-UHTepdenca oduumanbHOro camta ¢ obasartenbHON Ons 3anonHeHns
KOHTaKTHOW MH(popMaumen 1 npeanoyTuTenbHbIM CNocobom nosnyyeHnst oteeTa. B akpaHHbIX
dopmax Beb-uHTepdenca oduumanbHoro camta obecrneymBaeTcad  BO3MOXHOCTb
npukpennaTb dannsl ¢ matTepmanamum no obpaweHuto. Npu HanpaBneHun obpalleHnsa Yyepes
yKasaHHblh UHTepdenc notpebutens pomkeH OblTb yBEAOMMEH O MSIAaHOBbLIX CpoOKax
paccMoTpeHns obpalleHns ¢ ykazaHMeM permcTpaumoHHOro Homepa obpaLleHns;

0) 3anonHeHMst NocpeacTBOM 3KpaHHOW (popMmbl Beb-uHTepdenca oduumnanbHoOro
canTa aHKkeTbl NoTpebuTens Ons onpoca C Lenbl OUEHKM KadecTBa OKasblBaeMblX YCMyr
CeTeBOWN opraHmnsaumm n obcnyxmBaHua notpebutens;

B) nonyvyeHus notpebutenem cBedeHWA O cCTaTyce pacCMOTpPeHusi obpalleHus,
HanpaBSiEHHOro B CETEBYIO OpraHM3auuio;

r) BBOAA MNOTpeOMTENEM TeKyWMX Mnoka3aHuMrM nNpubopoB y4deTa INEKTPUYECKOMN
SHepruu;

A) HanpaeneHuss notpebutenem yBeOOMMEHUSI B CETEBYK oOpraHu3aumio o6
NCNOSTHEHUN UM MEPONPUATUIN, NPEAYCMOTPEHHbBIX TEXHNYECKUMN YCOBUAMM;

€) NnpefocTaBneHus notTpedbmrensam:

CBeEHUN O cTaTyce pacCMOTPEHUS 3adaBKM (3asBneHus) notpebutens Ha okasaHue
ycnyr, NoAaHHOM B CETeBYH OpraHu3auuio, C ykasaHuem AaTtbl MOCTYNNEeHUsa 3asBKU U ee
pPErmcTpauuMoHHOro HoMepa, fAaTbl HanpaBfeHus 3asiBUTEN0 MNOoAMNMCAHHOTO CETEBOM
opraHusauuen gorosopa 06 okasaHun ycnyru;

CBeeHUN O cTaTyce UCMOSTHEHNA OOroBopa OKa3aHUs YCIyrn C ykasaHueMm MiaHoBbIX
CPOKOB WCMOJSIHEHUS, 3a WCKMIOYEHMEM [OrOBOPOB Ha OKasaHwe ycrnyrm no nepegadve
anekTpuyeckon aHeprun. CBegeHust No gorosopam 06 OCYLLECTBIIEHUN TEXHOMOMMYECKOro
NpUcCoeoVHEHUA OOSKHbl BKMOYaTb WHGOpMaUMIO O AaTe 3akryeHua [oroBopa, xone
BbIMNOJSTHEHUSI CETEBOW OpraHM3aumen TEXHUYECKUX YCrOBUN, (DakTU4YECKOM MPUCOEANHEHWUMN,
COCTaBMEeHUN 1 NOANUCAHUN AOKYMEHTOB O TEXHONOrMYeCKOM NPUCOEeANHEHWM;

CYETOB Ha onnary ycrnyr N0 TEXHONOMMYeCKoOMY NPUCOEANHEHMUIO;

CBeLEeHMN O NokasaHusaX NpubOpoB yvyeTa Mo ToYKaM yyeTa ANEeKTPUYECKON HEeprum
noTpeduTena n cTaTUCTUke NoTpebrneHna 3NeKTPUYECKOW 3HEPrMM Ha MOMEHT nocrnegHero
CHAITUSI CETEBOW OpraHM3aumMen Takux NnokasaHur unv BBEAEHUS MokasaHun npubopa yyeta
noTpedutenemMm caMmoCTOATENbHO;

cBefeHMM O CcTaTyce paccMOTpeHus obpaleHus, HanpaBfeHHOro B CETEBYHO
OpraHn3aumio B 3NIEKTPOHHOM hopme.

37. [Hoctyn K nuyHomy kKabuHeTy noTpebuTens ocywecTBnseTcs nocrne BBoAa
notpebutenem cBoMx MAEHTUMOMUKALNOHHBIX AAHHbLIX: UMEHM (nornHa) n napons un (Mnu) no
perncTpaunuoHHOMY HOMEpPY 3asdBKM Ha OKasaHue ycnyr (oTAenbHbIX npouenyp) v naponto,
KOTOpble BblaatoTcsa NoTpeduTtento:

a) Npy OMHOM OBpaLLeHNn B CETEBYIO OPraHMU3aLmIo;

0) N0 NCbMEHHOMY 3anpocy noTpeduTtens;

B) nocne 3anonHeHua notpebutenem aSkpaHHoW opmbl  BEG-UHTepdelica



odmumanbHOro canta CeTeBOW opraHn3aummn permctpaumn.

38. Pasgen '"lMoTpebutenam" oduumanbHOro canWta CETEBOW OpraHuM3auum
pekomeHayeTcs paspabaTtbiBaTb B COOTBETCTBUM C npurnioxeHnem N 6 K Hactosawmum EgmHbim
cTaHgapTaMm.

IV. NMpuem n paccmotpeHune obpalieHMn noTpeduTtenen

39. lMoTtpebutenam obecneuymBaeTca pacCMOTpPeHWEe obpalleHun B YCTaHOBMEHHbIE
CPOKM.

40. CeTeBass opraHmsauusi nOpu  paccMOTpeHun obpaweHun noTpedutenen
obGecrneunBaeT npuem W permcTpaumio MNOCTynNUBLLErO B afpec CEeTEBOW OpraHu3auuun
obpalueHna notpebutens (B NMCbMEHHON, 3NEKTPOHHON, YCTHOW (hopme, C MCNOSb30BaHNEM
TenedoHHon cBasn). [Npu pernctpauun obpalleHna uKCUpyeTcsl KOHTakTHast MHpopmMaums
notpebutens, pgata noctynneHns obpalleHns u BXOOSAWWUA PerucTpaumoHHbIN  HOMEpP
obpaweHus.

41. CeTeBad opraHusauusi HanpasnseT noTpebuTento OTBeT MO CYLeCTBY Ha €ero
obpalleHune B cnenyoLime CpoKu:

a) OTBET Ha NUCbMEHHOe obpauieHne noTpebutens Ha OGymaxkHOM HocuTene - B
TeyeHne 30 gHen co gHA pernctpaumm obpalleHnsa ceTeBOW opraHu3aumen, B criydyae ecnm
MHOE He NpeayCcMOTPEeHO 3akoHoaaTenbCcTBOM Poccumnckon denepaunu;

0) obpalleHne noTpebuTtend, HanpaBneHHoe C UCMOfb30BaHNEM OMLMaNbLHOIO canta
B (bOpMe IANEKTPOHHOrO AOKYMEHTA, - B CPOKU, yKasaHHble B npunoxeHnn N 5 K HacToswmum
EovHbiM cTaHgapTam;

B) oTBeT Ha obpalleHne noTpedbutenss ¢ ucCNonb3oBaHWMEM TenedgOHHON CBA3MU
npegocTaBnseTcss HenocpeaCcTBEHHO B MOMEHT obpauweHus notpebutensa. B cnyyae
HEBO3MOXXHOCTU NPeaoCcTaBUTb OTBET B MOMEHT obpalleHus notpebutens paboTHUK ceTeBon
OopraHu3auumn 3anuncbiBaeT KOHTAKTHY nMHdopMaumio notpedutens n He no3gHee 4 Yacos C
MOMEeHTa permctpaumm obpalleHmsa npegoctaBnsaeT oTBeT NoTpebutento;

r) ecnn obpaweHue notpebutens ¢ Mcnonb3oBaHNEM TenegOHHON CBA3N COOEPXUT
Xanoby un dakTbl, U3NOXEHHble B Takowm >anobe, TpeOywT aHanmM3a marepuanoB no
obpallieHnto notpebutensi, pabOTHMK CeTeBOWM oOpraHuM3auuun, MNPUHABLLUMA  TenedOHHbIN
BbI30B, 0QOpPMIISET Xanoby B hopMe 3NEKTPOHHOrO AOKYMEHTA, KOTOPLIN PErMcTpupyeTca B
ycTaHoBrneHHoM nopsgke. Cpok oTBeTa noTpebuTento nNo Takon xanobe He [O0SmKeH
npesblwaTtb 30 AHEN CO AHA perncTpaunmn odbpalleHuns;

) OTBET Ha yCTHOe obpalleHne notpedutensa B oduc obcnyxusaHua notpebutenen
npegocTaBnseTcsa HenocpeAcTBEHHO Mpu nocelweHun notpebutenem ocdwumca. B cnyyae
HEBO3MOXXHOCTU NpeaocTaBneHnsa oTeeTa Ha obpalieHne noTpedbuTens Npu ocyLecTBEHNN
O4YHOro obcnyxuBaHus noTpebutens, a Takke ecnu obpalleHue noTpebutens cooepxut
Xanoby u dakTbl, U3NOXeHHble B Takon anobe, TpebylT aHanu3a martepuanoB Mo
obpawieHnto notpebutens, paboOTHUK CETEBOM OpraHu3aumMm [OOJDKEH MNpPeasioXuUTb
notpebutento HanpaBuTb B CETEBYH OpraHn3auuio NMcbMeHHoe obpalleHne unm 0oPopMUTb
obpaLyeHne B oduce obcnyxmBaHms Ha TMNOBOM BGnaHke. Nocne 3anonHeHna n NognuMcaHus
notpebutenem OnaHka obpaweHus Takoe obpalleHue peructpupyetcs. Cpok oTBeTa Ha
Takoe obpalleHne He JormkeH npesbiwaTtb 30 AHEN CO OHA perncTpaunn obpalleHus.

42. B cny4ae ecnu nanoxeHHble B obpalleHun notpebutenst BONpoChkl HE OTHOCATCSA K
KOMMNeTEeHUMM CETEBOW OpraHm3aumm, paboTHMK CETEBON OpraHu3aunm He nosgHee 5 pabounx
OHEN co OHA peructpaumm obpalleHnss uHdpopmmupyeT noTpeduTens O HEBO3MOXHOCTU
npegocTaBneHns emy OTBeTa MO CyLWeCTBY MW3MOXEHHbIX B obpalleHun BOMpPOCOB U
cooOLLaeT KOHTAKTHYH MHAOPMaUM0 OpraHuM3auui, K KOMMETEHUMW KOTOPbIX OTHOCSTCS



Takue BOMpOCHI.

43. ObpalleHne notpebutenss o npeaocTaBneHnn cnpaBovYHOM MHAOpMauun n (Unum)
KOHCYmnbTauUn CYMTaAETCA PacCMOTPEHHbIM, €CNN NOTpPebuTento HanpaeneH (NpeaocTaBneH)
OTBET C 3anpalunsaemon NHpopmawmen.

44. O6paweHne notpebutensa, cogepxailee xanoby, cymTaeTcss pPacCMOTPEHHbLIM
ceTeBOM opraHusaumnen, ecnu:.

a) yctaHoBrneHa 060CHOBAHHOCTb (HEOBOCHOBAHHOCTb) 3asiBfIEHUSI O HapYyLUEHUN nNpaB
NN oXpaHseMblX 3aKOHOM MHTepecoB NoTpebutens, B TOM Yucne 0 NpeaocTaBfeHun ycnyr
HeHaanexallero Ka4yecTsa;

0) B cnyvyae HeobxogmMmocTn No 060CHOBaHHLIM anobam onpeneneHbl MeEPONPUATUS,
HanpaBneHHble Ha BOCCTAHOBMEHWE HapPYLEHHbIX MNpaB WM OXPaHSEMbIX 3aKOHOM
MHTepecoB NOTpebuTens (ganee - KOPPEKTUPYHOLLME MEPbI);

B) HanpasneH (NpegocTaBnieH) oTBeT notpebutento no obpaleHunio:

B Cfny4ae npusHaHua Xanobbl HeobOOCHOBaAHHOW B OTBeTe MNPeaoCTaBNATCA
apryMeHTUPOBaHHbIE pPa3bACHEHUS B OTHOLIEHWW OTCYTCTBMS OCHOBaHWA Ana ee
yAOBMNETBOPEHUS;

B Cryyae npusHaHus xanobbl 0O60CHOBaHHOW B OTBeTe NoTpebuTento ykasbiBakoTCs,
Kakue npasa Unun 3akoHHble MHTepechbl NoTpebuTtens noanexart BOCCTAHOBMEHUIO U B KaKOM
nopsgke. Ecnm no xanobe HeobxoouMma peanusaums KOPPEKTUPYHOLMX Mep, B OTBETE
notpebutento ykasblBaeTcs NnaHUpyeMbl CPOK UX peanusaumu.

45. PaccmoTpeHne obpauieHuss He npousBoauTcsa (C  yBegomsieHMem o6 3ToMm
noTpeburtens) B cnyyasx:

a) ecnu obpaLleHne CoaepXXmT HeLeH3ypHble NTIMGO OCKOPOUTENbHbBIE BblpaXXeHUS;

0) ecnu B obpalleHnn cogepknTcst BONPOC, Ha KOTOPLIN AaHHOMY NoTpebuTento ycnyr
yXke Obln npegocTtaBneH OTBET MO CyWeCTBY B CBA3WM C paHee HanpaBfeHHbIMU
obpaweHnamn, M npu 3ToM B oObpalieHun He npuBOAATCA HOBble [A0BOAbI UMK
0bCTOATENLCTBA;

B) ecnu OTBET MO CyLWEeCTBY MNOCTaBMEeHHOro B obpalieHnm Bonpoca He MOXeT ObITb
AaH ©6e3 pasrnalweHnss CBeAEeHWW, COCTaBASOWMX KOMMEPYECKYD TanHy WAM  UHYIO
OXpaHsIEMYI0 3aKOHOM TanHy.

46. PaccmoTpeHne obpalleHus (6e3 yBegomneHus notpedbutens) He Npons3BoauTCs B
crny4asix, ecnm TeKCT MMCbMEHHOro obpalleHnss He nogaaeTcs NPOYTEHUIO N B obpalleHum
OTCYTCTBYIOT KOHTaKTHbl€ AaHHble, HeOOX0AMMbIE AN HaNpaBneHus oTBETA.

V. OcobeHHOCTH 06CnyXKMBaHMA NOTpebuTenen npm okasaHum ycnyr no
TEXHOJIOrM4YeCKOMy NpucoeauHeHUIo

47. CetveBass opraHmsauusi obecneumBaeT noTpedbuTenam - U3MYECKMM IMuaM,
MaKkcMManbHas MpUCOeANHEHHAst MOLLHOCTb SHEPronpUHUMAKOLLMX YCTPOMCTB KOTOPbIX
coctaBnseT 0o 15 kBT BKMAOUMTENBHO (C y4ETOM paHee NPUCOEAMHEHHbIX B AaHHOW TOYKe
npucoeauHEeHNs SHEePronpUHNMaIOLLNX YCTPOUCTB), BO3MOXHOCTb:

a) BbICTaBMNEHWS cyeTa Ha onnaTty YCnyru no TEeXHONOrMyeckoMy MNpUCOeaVHEHMIO
cnocobamu, gonyckarwLwmMMmn BO3MOXHOCTb MX yaaneHHon nepegaymn (noyra, cetb MIHTepHeT),
Mno >XenaHut noTpedurtens;

6) BHeceHuss nnaTbl NO [OroBopy 00 OCyWECTBEHMM TEXHONOrMYeCcKoro
NPUCOEONHEHUS K SNEKTPUYECKUM ceTam 6e3 onnaTtbl KOMUCCUN.

MpunoxeHne N 1
K EOnHbIM cTaHgapTam KavyecTtBa



ob6cnyxuBaH1a ceTeBbIMU OpraHM3aumusaMm
noTpeouTenen ycnyr ceteBbIiX opraHu3aumm

Macnopt
ycnyru (npouecca) ceteBon opraHM3saumm

HanMeHoBaHue ycnyru (npowecca)

Kpyr BagBuTesen* :
PasmMep mJjaTH 3a NPenoCTaBJIEHME YyCJyI'M (IIpolecca) M OCHOBAaHME €€ B3MMaHUA:

YCJIOBMSA OKazaHMAa yCJayIu (mnpouecca) **:
PesynbpTaT oOka3aHMA yCJayI'm (mpolecca):
ObuMy CpOK OkKa3aHusa yCJyI'm (npolecca):

CocTar, IOCJIEOOBATEJIBHOCTE U CPOKM OKa3aHMA YyCIIyI'u (npouecca):

N n/n OTan CopepxxaHue/ycnosus dopma Cpok Ccbinka Ha
aTana npenoCcTaBnNeHn | UCMOSNTHEHUS | HOPMAaTWUBHbI
A " NnpaBoBOW
akT
1
2
KoHTakTHas NHd opMauma ans HanpasneHus
obpaweHnn***;

* YKasblBalOTCS NMua, KOTopble MOryT NONYYNTb AAHHYO YCNyry.

** OnncaHuMe YyCrnoBuK, NPU KOTOPbIX OKasaHue ycnyrn (npouecca) CTaHOBMUTCA
BO3MOXHbIM (NpefocTaBneHne BcCeX HeobXoauMMblX AOKYMEHTOB, Hanuune ¢U3an4eckon
BO3MOXXHOCTM OKa3aHus ycnyru (npouecca) n ap.).

*** YKasblBalOTCA KOHTAKTHbIE OaHHble NuL, KOTOpble MOryT AaTb UCYEPnbiBaOLLYH
nHdopmauuio 06 oOkasbiBAaeMOW ycrnyre, NpuHATbL Xanoby Ha pgencteua (6es3gencreme)
nogpasgenexHvss (paboTHuMKa) CceTeBOM oOpraHmsauuu, 3aHATOro0 B OKa3aHuMM  YChyru,
YMNOJTHOMOYEHHOK OpraHa MCMOMHUTENbHOM BNACTW, OCYLLIECTBIAIOLWEro Haa3opHble hyHKUUK
3a 0eATeNbHOCTbIO CEeTEBON OpraHn3auum.

MpunoxeHune N 2

K EQVHbIM cTaHOapTam KayecTBa
o6cnyXnBaHusa ceTeBbIMU OpraHM3aumamm
noTpeouTenen ycnyr ceteBbIiX OpraHu3auum

TpeboBaHus
K opraHmsauum ocpucoB o6CnyXuBaHUA NoTpedbuTenen ceTeBbiMU OpraHM3aLuAMm

1. Mpn obopymoBaHun LEHTPOB OOCNYXMBAHUA NOTPebUTENnen B KIAMEHTCKOM 3arne
NPOM3BOANTCH 30HMPOBaHME MoMeLLeHus, obecneunBarolee ero pasgerneHne Ha ABe 30HbI:



KNMMEHTCKYI0O W 30HY pasMelleHuss paboTHMKOB, OCYLECTBAKWMX 0bcnyxmBaHue
noTpedurenen.

2. UeHtpbl obcnyxuBaHuss notpebutenen cHabxatoTca  MHPOPMaUMOHHLIMU
Tabnuykamu (BbiBECKaMK) C IOFOTUNOM CETEBOW OpraHM3aumnu:

a) Ha Bxode B 3[aHWe pasMellaeTcsl BblBecka C MHGOpMauuen: HanmMeHoBaHue
CEeTEBOM OpraHu3aumu, MOYTOBbLIN agpec, rpaduk paboTbl UeHTpa obcnyxmBaHus
notpebutenen, agpec aNeKTPOHHOM NOYThl, TeNedoH LeHTpa obcnyxunsaHms notpebutenen
N ropsiven NIMHUK NO BOMpOCaM 3f1eKTPOCHabXeHNs1 CeTeBOW OpraHnsaunm;

6) B NnomMeweHnn - BbIBECKM C 0BO3HAYEHMEM MECT OYHOro npuema notpedburtenen,
Cny>keBHbIX NOMELLEHUIN, He NpeaHa3HaYeHHbIX 419 OYHOro npuemMa notpebutenen;

B) B KIMMEHTCKOM 3ane - BbIBECKM Ha OKHax oOOBCnyxumBaHWa notpebutenen okosno
paboymnx mect paboTHUKOB.

3. B knueHTCKOM 3ane ueHTpa obcnyxumBaHus noTpebuTenen opraHu3yeTcs 30Ha
oXuaaHua Ona notpebuTtenen, nos3sBonswowas pasMecTuTb notpebutenen B NUKOBbIE OHU
(4acbl) npuema. MNnowagb 30HbI OXMAAHUSA COCTaBNAET HE MeHee 4 KBaapaTHbIX METPOB Ha
ogHoro paboTHuka, obcnyxusatwero notpebutena (ogHoro okHa obcnyxuBaHus). B 3oHe
oXxuaaHua obecneunBaeTca Hannume mebenun ons MCnonb3oBaHWA NOTPedUTeNs M1 BO BpeEMS
OXMAAHUSA: HE MeHee OOHOro cmaayero Mecrta Ha ofHoro paboTHuka, OBCnyXMBaloLLEro
noTpedbutensa (ogHOro okHa obCnyXMBaHuUsl), HE BKMOYasi cCUAsiMMe Mecta HenocpeacTBEHHO
Ansa npyvema notpebutenen, oTaenbHOro ctona v ctyna ans oopMieHns OOKYMEHTOB BO
BPEMS OXNOAHUSA, KaHLENSIPCKUX NPUHAANEXHOCTEN.

4. 30Ha OXmOaHWA KIMEHTCKOro 3ana ocHawaeTcs MH(OPMaUNOHHBIMU CTeHOAMMU C
HeobxoaumMmon onga noTpedbutena nHpopmMmaumen B cCOoTBeTCTBUN co CTaHgapTamu packpbITUS
WHpopmauun cybbekTamm ONTOBOrO M PO3HUYHBIX PbIHKOB 3MEKTPUYECKON 3SHEepruu,
yTBepXaeHHbIMU noctaHoBneHnem [lpaButensctBa Poccuickon degepaumm ot 21 aHBaps
2004 r. N 24, a Takke co crnegyoLen nHopmaLunen:

4.1. rpacuk paboTbl ohuca obcnyxmBaHus notTpebutenen;

4.2. noyToBbIN agpec W ONEKTPOHHbIN agpec oduunanbHOro canTa CceTeBown
opraHuMsauun, agpec 9feKTPOHHOM MNo4YTbl, TenedoHHble HOMepa LeHTpa obcnyxmBaHus
noTpeduTenen n ropsayen NMHUK NO BONPOCaM 3NIEKTPOCHABXEHNSI CETEBOW OpraHM3aumm, no
KOTOPbIM  OCyLLEeCTBNSIeTCs  3ao4HOe  obcnyxuBaHwe  notpebutenen, TeppuTopus
obcnyXMBaHNSA CeTEBOW OpraHu3auuu;

4.3. NopsgoK nogadnm m paccMmoTpeHusa obpalleHnin noTpebutenen, cogepXxawmx
Xanobbl Ha [OenCcTBMS CeTeBOM OpraHu3auuu, C YKa3aHMeM CPOKOB pPacCMOTPEeHUs
obpalleHnin n npegocTaBneHnst OTBETA;

4.4. NOpPsSAOK WM CPOKW 3akryeHns JoroBopa o6 oOkasaHuM ycnyr no nepepade
3NEKTPUYECKOM 3Heprum, NnpeaycMoTpeHHble 3akoHoaaTeNnbcTBoM Poccunckon degepaunn;

4.5. nopagoK nogayun 3asBKM Ha TEXHONOrM4Yeckoe npucoeamHeHne, OCHOBHbIE aTanbl U
CPOKM ee pacCMOTPEHUS, CBEAEHUS, KOTOPblE AOIMKHbI COAEPKaTbCS B 3asiBKe, TpeboBaHus K
npunaraembiM K HEV AOKYMEHTaM;

4.6. Tapudbl Ha ycnyrn no nepegadve aneKkTpUYecKOM IHEPrMn Ha TEeKywun nepumog
perynmpoBaHnsa C ykasaHMeM MCTOYHMKA ouumanbHOro onybrimkoBaHust peLleHust opraHa
NCMNONHUTENbHOW BNacTM B 0bnactu rocy4apCTBEHHOroO perynmpoBaHnsa TapudgoB cybbekTta
Poccuinckon ®epgepaunu;

4.7. Tapubl Ha TexHonorMyeckoe npuUcCoeauHEHNe Ha TeKywuri nepuos
perynmpoBaHnga C ykasaHMeM MCTOYHMKA ouumanbHOro onybrimkoBaHWUs peLleHust opraHa
NCMNONHUTENbHOW BflacTM B obnacty rocyaapCTBEHHOro perynupoBaHus TapudoB cybbekta
Poccuinckon ®epgepaunm;

4.8. 6GnaHkM TUMNOBbLIX [OOKYMEHTOB MO TEXHONOrM4eckoMy npUCOeOMHEHUI0, Ha
oKasaHue ycrnyr no nepegave areKTpUYecKon 3Heprum 1 npoyee;
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4.9. nopsgoK OCyLLEeCTBNEHMS KOMMEPYECKOro yyeTa ceTeBbIMN OpraHM3aumsiMmm, B TOM
yucre TpeboBaHMA K MecTaM YCTaHOBKM NPUOOPOB YyyeTa, CXeMbl MOAKMYEHUS U
METPOSIOrM4YEeCKNE XapaKTePUCTUKM NPUOOPOB y4eTa;

4.10. HanmeHoBaHMe NpuOOPOB y4yeTa, YCTAaHOBKY KOTOPbLIX OCYLLUECTBMSET ceTeBasi
opraHusaums, X CTOMMOCTb M CTOMMOCTb paboT No ux yCTaHOBKE;

4.11. EpuHble cTaHgapTbl KadecTBa OOCHY)XMBaHUS CETEBbIMW OpraHM3aumsamu
notpebutenen ceTeBbiX OpraHM3auunn;

4.12. nacnopT ycnyr ceTeBon opraHusauunu;

4.13. kHura xanob n npeanoXxeHun.

5. MNpu HeobGxoauMocTn B LEHTpe obcnyxmBaHus notpebutenen obecnevmBaeTcs
Hanu4yne NNaTexHoro TepMmMHana ansa onnartbl YCNyr CETEBON KOMMNaHUN.

6. Ecnu B KnneHTCckoM 3ane obcnyxmBaHue ocyulectsnsetcs ©onee 4vem 4
paboTHukamn (6bonee 4Yem 4 okHa o6cnyxmBaHusA), 30Ha OXuaaHus obopyayeTcs
9NEKTPOHHOM CUCTEMOWN ynpaBfieHUs oyepenbto, KoTopas npegHasHayeHa onTMMU3MPOoBaTb
NMoTOKM noceTutenen. MHCTpyKuMa NO 3SKchfyaTauum CUCTEMbl yNpaBrieHUst ovepenbto U
cxema pasmMeLlarnTcs Ha MHPOPMaLNOHHOM CTEHAE.

7. MomeweHne LueHTpa obcnyxusaHus notpebutenen obopyanyeTcs
NPOTMBOMNOXXapPHOW CUCTEMOM, CpPeaCTBaMU MOXAPOTYLLUEHUHA, a Takke LeHTpanM3oBaHHOMU
CUCTEMOWN OMOBELLEHMA noceTuTenen n paboTHUKOB LieHTpa obCnyXumBaHMA O MoXxape wu
APYTMX KPUBUCHBIX CUTYaLUSIX.

8. B nomeweHnn ueHTpa obcnyxuBaHus notpebutenen obecneymBaeTcss Hanuudme
NUTbEBOW BOAbI, anTeYKu.

9. B ueHTpe obcnyxuBaHus notpebutenen obecnevnsaeTca 6e30nacHOCTb
notpedutenen n paboTHUKOB.

10. B 3gaHum ueHTpa obcnyxmBaHna notpebutenen obecnevmBaetcsa [[OCTYN
noceTuteneun B CaHyssbl.

11. B OTHOWeEHMM NYHKTOB OOCNyXuBaHUA noTpebutenen ceteBas opraHv3auus
obecneunBaet TpeboBaHua nyHkTOoB 2, 4, 8, 9 HacToAwero npunoxeHus K EanvHbIM
cTaHgapTam.

Kpome TOro, B nyHKTEe o0OCnyxuBaHus obecneumBaeTca Hanuune mebenun ans
NCNonb3oBaHMA NOTPedMTENsIMN BO BPEMS OXUAAHUS: HE MEHEe O4HOro CMasidero MecTta Ha
ogHoro paboTHuka, obcnyxmBarowero notpebutensa (O4HOro OkHa O6CnyXuBaHUSA), He
BKMNOYaa cuasiine mMecrta HenocpeacTBEHHO Ans npuemMa notpebutenen, ctona v ctyna ans
ohOpMIEHNS OOKYMEHTOB BO BPeEMS OXWMAAHUS, KaHUENAPCKUX NPUHAANEXHOCTEN (py4Ku,
Oymara ans sanucen).

MpunoxeHune N 3

K EAvHbIM cTaHgapTam KavyecTBa
o6cnyXnBaHusa ceTeBbIMU OpraHM3aumamm
noTpeouTenen ycnyr ceteBbIiX OpraHu3aumm

OCHOBHbIe AeNCTBUSA CeTeBOMN OpraHu3auum npum ocyLecTBIeHUN O4YHOro
obcnyxmnBaHmna noTpedbutenen B opmucax obcnyxmBaHmsa notpedburtenen

N OcCHOBHble OeNCTBUSA CETEBOW OpraHM3aLmm Npu ocyLLeCcTBIEHNN OYHOro
obcnyxmBaHna notTpeburtenen B odpmncax obcnyxmsaHusa notpeburenen
1 Mpuem n pernctpaunsa o4Horo obpatleHust noTpebutens, perncTpauns

KOHTaKTHOW MHopMaumn notpedbuTtens, NpoBepka KOPPEKTHOCTU OCPOPMIEHMS
3as1BOK Ha oKa3aHue ycrnyr, KOMNAeKTHOCTU JOKYMEHTOB M NOMHOThI CBEAEHWI




B 3adABKe B COOTBETCTBUUN C Tpe6OBaHI/IFIMI/I HOPMATUBHbLIX MPaBOBbIX aKTOB:

1.1

npuem xanobbl noTpebutens B NTMICbMEHHON hopme

1.2

npuem 3asBKW/3a8BNEHNSA HA OKa3aHue yCcnyr B NMMCbMEHHOM (bopme, B TOM
ynucne:

1.2.1

3aABKU Ha TEXHOJ1I0IM4YeCKoe npuncoeanHeHne

1.2.2

obpaleHunsa notpedbuTtens o NPoaeHMM Cpoka ENCTBUS paHee BblOaHHbIX
TEXHUYECKUX YCITOBUN

1.2.3

3asiBNeHNs 0 BOCCTaHOBIEHUM paHee BblAaHHbIX TEXHUYECKUX YCIOBUMN,
yTpaTta KOTopbIX HAacTynuna B CBs3N C NIMKBMAALNEN, peopraHm3aumen,
npekpaLleHnemM AeaTenbHOCTN NpeXxHero Brnagensla (3asasuTtens), npoaaxen
06BbEKTOB M MO MHBIM NPUYMHAM

1.2.4

yBeOMIIEHNS O 3aKITHOYEeHUM CorfalleHuns 0 nepepacnpeneneHnum
npucoeanHeHHON MOLLIHOCTH

1.2.5

3asiBNeHNs Ha 3akroyeHne gorosopa ob okasaHun ycnyr rno nepegaye
3J1IEKTPUYECKON AHEPTUN

1.2.6

3anpoca O corfiacoBaHMM MecTa yCTaHOBKM npubopa yveTa, Cxembl
NOAKIIYEHMS Npmbopa yvyeTa 1 NHbIX KOMMOHEHTOB U3MEPUTESbHBIX
KOMMEKCOB M CUCTEM YYeTa, a Takke MeTPONOrM4YeCcKNX XxapakTepucTuk
npunbopa yyeta

1.2.7

3asiBKM 0 HE06XOAMMOCTM CHATUS! NOKa3aHMI CyLLlecTBYOLWEro npubopa yyeta

1.2.8

3asiBKM Ha OCYyLLIeCTBIIEHME JoMnycka B 3KcnyaTaumio npubopa yyeTta

1.2.9

3asiBneHus Ha obopygoBaHNE TOYKM MNOCTaBKM Npubopamu yyeTa

1.2.10

3asiBKM Ha YCTAHOBKY, 3aMeHy 1 (Mnn) akcnnyaTtaumo npubopos yyeTa

1.3

npuem coobuieHni o 6esgoroBopHom (besyyeTHOM) noTpebneHnm
9NEKTPUYECKON SHEPTUM, O XMLLEHNUN OOBHEKTOB ANIEKTPOCETEBOIO X03ANCTBA

N

Mprem nokasaHu NpnbopoB ydeTa INEKTPUYECKON SHEPTUN

MpepoctaBneHne cnpaBo4YHON MHpOpMaLMK O OEATENBHOCTM CETEBOM
opraHuM3auumn no Bonpocam okasaHus YCryr CeTeBOM opraHusauumn, B TOM
yucne npegocrasieHne TUNOBbIX (POPM AOKYMEHTOB

MpenocTaBneHne KOHCyNbTaLUWiA MO BONPOCAM OKa3aHWUs yCryr CeTeBon
opraHusauuu.

B cnyyae otcyTcTBUS MHGOPMaUMKM y paboTHMKA, OCYLLECTBISOLENO OYHbIN
npuem, ans NpegocTaBneHns KOHCYNbTauun paboTHUK perMcTpupyeT
NMCbMeEHHOe obpalleHne, OTBET Ha KOTOPOe NpeaocTaBnsieTcs B TedeHne 30
aHen

lMpenocTtaBneHne nHopmMaLmmn o ctatyce UCMOMHEHNS 3asIBKU Ha OKasaHue
ycnyr (npouecca), 4oroBopa oka3aHus YCryr, pacCMOTPEHNSA obpalleHus,
cogepkallero xanoby

Bblgaya oOoKyMeHTOB NOTpebuTensam, B TOM YMCIie JOTOBOPOB Ha OKa3aHue
ycnyr, KBUTaHUMI, CHETOB-GPaKTyp Ha onnaTy ycnyr, JOKYMEHTOB Mo
pes3ynbTatam okasaHus ycnyr (aktoB), aktoB 6e3yveTHoro (6e340roBOpHOro)
noTpebneHns aNeKTPUYECKON SHEPrm

MpenocraBneHue nHdopmaLmm O NPUYMHAX U CPOKax MNaHOBbLIX NEPEPLIBOB
nepenayun anekTPUYeckon aHeprum, NpMYnHax HecobnogeHs TpeboBaHnn K
napamMmeTpam e€e KayecTBa, O AaTe U BpEMEHM BOCCTAaHOBIMEHUS nepenayn
3NEeKTpMYEcKon aHepruu, a Takke o6 obecneveHmn COOTBETCTBUS KayecTBa
SNEeKTPUYECKON 3Heprun TpeboBaHMsM 3aKOHO4ATENbLCTBA.

Mpwn oTcyTCTBUN MHpOPMaLUKN Yy paBOTHMKA HAa MOMEHT NoceLLeHnst paboTHUK
npenocTtaBnseT oTBET NOTpebuTento He no3gHee 4 4YacoB C MOMEHTA




permcTpaummn obpalleHns ¢ 3anpocoM. Ecnv obpalleHre coaepxut xanoby u
N3rnoXeHHble akTbl TPEOYOT aHanM3a maTepuarnos, To paboTHUK NpeanaraeT
noTpebuTento HanpaBuTb B CETEBYHO OpraHn3aLuio NMCbMeHHoe obpalleHune B
dopme 31eKTPOHHOIO AOKYMeHTa unm opopmnTh obpalleHme Ha TUNOBOM
GnaHke Npu nocelleHnn, oTBET NpedocTtasnsieTcs B TedeHne 30 aHel

8 Mpuem nnatexen 3a okasaHue ycnyr (B LeHTpax o6cnyXnBaHns
notpeburenen)

9 Bblgaya nHameBuayansHOro norvMHa U naponst 4ns ocTyna B MUYHbIN KabnHeT
notpeburens

10 MpoBeneHne LeneBbiX ONPOCOB, aHKETMPOBaHNSA NOTpebuTenen Ans OUeHKN

Ka4yecTBa OKa3blBaeMbIX YCryr u obcnyxvmBaHus

Mpunoxexune N 4

K EAvHbIM cTaHgapTam KavyecTBa
obcnyXuBaHua ceTeBbIMU OpraHM3auusaMm
noTpedGuTtenen ycnyr ceteBbIiX opraHu3auum

OCHOBHbIe JEeNCTBUSA CETeBOW OpraHu3auum npm ocyLecTBNeHUn 3a04HOro
ob6cnyxmnBaHusa notpedbuTtenen ¢ ucnosiboBaHnem TerieoHHOU CBA3N

N OCHOBHble JeNCTBUSA CeTEBOW OpraHM3aLmMm Npu ocyLLEeCTBEHUMN 3a04YHOIo
obcnyxuBaHusa notpebutenen nocpegCcTBOM TeneOHHON CBA3N
1 Mpuem, pernctpaums, obpaboTka BXOASALLNX BbI3OBOB NOTpebUTenemn c

3anpocoM crnpaBoYHON MHOpPMaLMn, NO BONpocamM NpeoCTaBneHms oTBeTa
noTpeduTento n 3anucm NnoTpedbutenen Ha npuem B oomc 0B6CnyxnBaHus no

BOMpoOCaM:
1.1 OCYLLECTBIEHNA TEXHOJIOMMYECKOro NpucoegnHeHna
1.2 OKasaHus ycrnyr no nepegaye afekTpUYeckon aHeprum
1.3 OopraHu3auumn y4eTa 31IeKTPUYECKON IHEPTUN
1.4 obcnyxusaHusa notpedburenen
15 NOSTy4EeHUs1 KOHTAKTHOW MHGOPMaLMK CETEBOW OpraHM3aunm n opraHn3aummn,
paboTaloLlmx B chepe 3HEPreTUKM Ha TeppUTOpUnN AeATENbHOCTU CETEBOM
opraHMsayuu
2 Mpuem, pernctpaums, obpaboTka BXOAALLMX BbI3OBOB NOTpebuTenen no
BOMpPOCaM KOHCynbTaUun 1 NpeaocTaBneHns oTeBeta notpebutento
3 Mpuem nokasaHui NpnbopoB ydeTa INEKTPUIECKON SHEPTUN B CrydasX,

npeaycMoTpeHHbIX OCHOBHLIMMY MOMOXKEHUAMN PYHKLMOHUPOBAHNA PO3HUYHBIX
PbIHKOB 3SIEKTPUYECKON IHEPTUN, YTBEPXKOEHHBIMU NOCTAHOBIIEHNEM
MpaButenbctBa Poccuickon ®egepaunm ot 4 maa 2012 r. N 442

4 Mpuem, pernctpauns, obpaboTka BXO4ALLMX BbI3OBOB NoTpebutenen ¢
coobLeHnem o 6e340roBopHOM 1 6e3y4eTHOM NOTPebNeHNn ANEKTPUYECKON
SHEepruu, a Takke O XULWEHUN OO BEKTOB ANEKTPOCETEBOrO X03AMCTBA CETEBON
opraHusauum

4.1 Mpuem, pernctpauns, obpaboTka BXO4ALLMX BbI3OBOB NoTpebutenen ¢
COO06LLEHNEM O HECOOTBETCTBMM KayeCcTBa ANEKTPUYECKON IHEPTUN
TEXHUYECKUM pernameHTam n uHoiM obasatenbHbiM TpeboBaHusMm. MNepegaya
yKa3aHHbIX COOOLLEeHNI onepaTMBHOMY NepCoHany CeTeBon opraHnsaumm (npu
Heo6xo4MMOoCTH)

4.2 Mpuewm, pernctpaums, obpaboTka BXxogsLmMx BbI3OBOB NoTpedutenemn c
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HeobxoaMMOoCTH)

coobLleHeM o NpekpaLLeHns nepeaayn anekTpuyeckon sHeprun. MNepenava
yKa3aHHbIX COOBLLEHMIN OnepaTUBHOMY NepcoHarny ceTeBor opraHusauum (npu

TpeboBaHUAM

Mpuem, pernctpaums, obpaboTka BXOAALLMX BbI3OBOB NOTpebuTenemn c

3anpocoM nHdopMaumm O NNaHMpyeMbIX CpOKax BOCCTaHOBMEHUS nepeaaydn
SNEKTPUYECKON 3HEPrumn, No Bonpocam obecneveHns COOTBETCTBUS KayecTBa
9NEKTPUYECKON IHEPTUN TEXHUYECKUM perfiaMeHTam 1 MHbiM 06s13aTenbHbIM

OcyllecTBneHne ncxoaswmnx BbI30BOB ANs YBeAOMIEHUs noTpebutenen ob
aBapUIHbIX CUTYaLUSIX B SNEKTPUYECKUX CETSX, PEMOHTHbIX U
npodmnakTuyecknx pabotax B NOPSAKE U CPOKM, YCTAHOBINEHHbIE JOFOBOPOM Ha
yCnyru no nepegade anekTpuy4ecKon aHeprm

3ﬂeKTpW-Ie0KOI7I QHEPIrnn

OcyuiecTBneHne MCXoasaLWwmnX BbI3OBOB A1 yBEAOMIEHUS NOTpebuTenem npu
OCYLLIECTBINEHMMN TEXHOSOMMYECKOrO NPUCOEANHEHUS, OKa3aHWs YCryr no
nepenade aneKkTPUYECKON 3HEPTMM U NPU OCYLLECTBIIEHMM KOMMEPYECKOro yyeTa

OcyuiecTBneHne cXxoasWwmx BbI30OBOB 41151 OTBeTa NOTPebutensm Ha
obpallieHus1, Ha KoTopble He GbINo BO3MOXHOCTU NpeaoCcTaBUTb OTBET
HernocpeacTBEHHO NpW NOCTYNNeHN obpalleHms

Mpuem, pernctpaums, obpaboTka BXOAALLNX BbI3OBOB NOTpebuTtenen,
cogepxawmx xanoby, n npegocTtaBreHne oTBeTa NOTpPedMTENO

10

ANEeKTPOIHEPrnm

NHdopmaumoHHoe B3aumoaencTBne ¢ onepaTuBHbIM NeEPCOHarioMm ceTeBomn
opraHusauun Npu NocTynsieHnn obpatLeHnii No Bonpocam HeCOOTBETCTBUS
KayecTBa 3MEKTPUYECKOW SHEPTUM TEXHUYECKUM PErflaMeHTam U MHbIM
ob6s13aTenbHbIM TpeboBaHWsIM, NepPepbIBOB, NPeEKpaLLeHns nepeaaym
3MEeKTPUYECKOW 3HEPrnM MHAOPMALIMK aBapUIAHbIX U NIAaHOBbIX OTKIHOYEHMSIX

11

MpoBeneHVe LeneBbiX ONPOCOB, aHKETUPOBAHUS NOTPebUTenen ans oLeHKN
KayecTBa OKa3sblBaeMbIX YCryr n obcnyxunBaHus

MHdopmaums 06 naMmeHeHusix:

lNpukaszom MuHaHepao Poccuu om 6 anpens 2015e. N 217 e npurioxeHue 6HECEHbI
U3MEeHeHuUs

Cm. mekcm ripurnoxeHus 8 npeodbidywel pedakyuu

MpunoxeHne N 5

K EOnHbIM cTaHOapTam KayecTBa
ob6cnyXuBaHus ceTeBbIMU OpraHU3aLuAMm
noTpeouTenen ycnyr ceteBbIiX opraHu3aumm

OcHoOBHbIe feUCTBUSA CeTeBOM OpraHM3auum npu ocyLecTBleHUN 3a04YHOro
obecnyxxuBaHma notpedburtenen ¢ ucnosnb3oBaHnem cetm UHTepHeTt

N OcCHOBHble oeNCTBUSA CETEBOM NHTepakTnBHbIN CpoK ncnonHeHus
opraHMsauumn Npu ocyLecTBAEHUN cepsuc
3a04HOro obcnyxmBaHus
notpeburtenen B cetn MHTepHeT
1 Mpuem obpaluenunn notpedbutenen ¢ | IHtepHeT-npuemHa | B TeueHne 15 gHen

3anpocoM CnpaBOYHOM

A, NMNYHbIN KabuHeT

CO OHA oTnpaBneHnda
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MHOpPMaUUKM Yepes3 UHTEPaKTUBHbIE
3EKTPOHHbIE (hOpMblI,
npegocrasneHne oTeeTa
noTpeduTento n 3anucb
notpeburtenen Ha npuem B ocuc
obcnyXnBaHusa no Bonpocam:

11

ocyuwlecTBiieHnAa TeXHONMOrmM4eckoro
npncoegnHeHunA

1.2

oKasaHus ycnyr no nepegade
3NEKTPUYECKON SHeprum

1.3

opraHusaLun yyeTa areKTpuyeckom
3HEeprum

1.4

obcnyxuneaHna notpeburtenen

15

KOHTaKTHOW MHbOpMaLnn ceTeBom
opraHu3aummn 1 opraHmsauui,
paboTarLmnx B cpepe aHepreTukm

notpebutens

obpalueHus

Mprnem obpalueHnn notpedbutenen
Mo BONpOCaM KOHCyMnbTauun yepes
WNHTEPAKTMBHbIE 3MIEKTPOHHbIE
dopmMbl U NpeaocTaBneHne oTeeTa
noTpedurtento

MNHTepHeT-npnemHa
A, NMNYHbIN KAabuHeT
notpebutens

B TeyeHmne 15 gHen
CO OHSA OTnpaBfeHus
obpalueHus

Mpuem xanob notpebutenen Yyepes
WHTEPAKTUBHbIE 3NIEKTPOHHbIE
dopmMbl U NpeaocTaBneHne oTeeTa
noTpeduTento

NHTepHeT-npnemHa
4, NMUYHBbIN KabuHeT
notpeburtens

B teuenmne 30 gHen
CO AHS1 OTnpaBneHuns
obpauieHna

Mpuem 3asBKu/3aaBNeHUs Ha
oKasaHue ycnyr Yepes
WHTEPAKTUBHbIE ANTIEKTPOHHbLIE
dOpMbl, B TOM YMCIE:

4.1

3aABKN Ha TEXHOOIrm4yeckoe
npuncoegunHeHmne K arnekTpn4eCcknm
ceTam

4.2

3as8BKM 0 HEOBXOANUMOCTU CHATUS
nokKasaHun cyLecTBYHOLLLEero
npubopa y4yeta

4.3

3asBKM Ha OCYLLEeCTBeHMe aonycka
B aKcnnyaTtaumio npubopa yyeTta

4.4

3asBneHns Ha obopygoBaHNe TOYKU
nocTaBKu Npubopamm yyeta

4.5

3as1BKM Ha YCTaHOBKY, 3aMeHyY "
(vnn) akcnnyaTtaumo npubopos
yyeTa

JINYHBIV KabuHeT
notpeburtens

B Teuenmne 1 gHa co
OHS OTNpaBneHns
obpalleHuna B criydae
KOMMJIEKTHOCTM
OOKYMEHTOB 1
NOJSIHOTbI CBEOEHNI B
3asBKe/3aaBNeHnmn

Mprem yepes MHTEpPaKTUBHbIE
3NEKTPOHHbIE (POPMbI COOBLLEHUI O
©e340roBoOpHOM (6e3y4eTHOM)
notpebneHnn anekTpu4eckom
3HEprnn, XumweHnm oo bLEKTOB
ANEKTPOCETEBOrO X03AMUCTBA

NHTepHeT-NnpnemHa
A, INYHbIN KabuHeT
notpeburtens

B Teuenmne 1 gHa co
OHS OTNpaBneHns
obpawieHns

[Mpnem nokasaHum NpnbopoB yyeTa

JINYHBbIN KaOuHeT

B Teyenmne 1 gHa co




SJ'IeKTpVIHeCKOﬁ SHEpPrmmn

notpebutens

OHS OTNpaBreHns
obpalleHuns

7 lMpepoctaBneHne nHgopmauum o JInyHbIN KabnHeT B TeyeHue 1 gHA co
cTaTyce UCNOMHEHNS 3as8BKM Ha notpebutens OHS oTnpaBneHns
oKasaHue ycnyr (npouecca), obpaleHus
J0roBopa okasaHus ycnyr

8 lMpenoctaBneHne MHGPOpPMaLUnn o MHTepHeT-NpueMHa | B TeyeHne 1 gHA co
cTaTyce paccMOTpeHusi obpalleHust, | s, NMMYHbIA KaBUHET | OHS OTnpaBfeHns
cogepxallero xanoby notpebutens obpaleHus

9 lMpenoctaBneHne 3neKkTPOHHbIX JInyHbIN KAOMHET B TeueHne 15 gHen
KOMNN LOKYMEHTOB NoTpedbuTensam notpebutens CO OHS oTnpaBneHns
no pesynbTartam oka3aHus ycrnyr obpaLeHus
(akToB), akTOB HE3y4eTHOro
(6e3poroBopHoOro) noTpebneHuns
3NEKTPUYECKON SHeprum

10 Bbligaya nHamemayaneHoro nornHa | IHTepHeT-npuemHa | B TedeHne 1 gHs co
N napons Ans gocTyna B NNYHbIN S OHS 3anosiHeHUs
KabuHeT noTpebutens perMcTpaunoHHoOm

dopmbl

11 YaaneHHbIn 4OCTyN K NoKa3aHUsM JInyHbIN KabnHeT Mpwn 3anpoce
npubopa y4yeTa no Toukam yyeta notpebutens
3NEKTPO3Heprun notpedburens,
cTaTuctuke notpebnenus (npu
HanMynMm CUCTEMbI yyeTa C
yaaneHHbIM c60poM AaHHbIX)

12 lMpepoctaBneHne cyeToB Ha onnaty | JIM4YHbIN KabuHeT B Teuenune 15 gHen
yCnyr no TeXHONOrM4eckomy notpebutens CO OHSA oTnpaBneHns
NPUCOEaNHEHUIO obpalleHuns

13 [MpoBeaeHne LieneBbIX OMNPOCOB, MHTepHeT-NpueMHa | Ha NoCTOAHHOM
aHKeTUpoBaHua noTpedutenen ansa | 9, NNYHbIN KAOMHET | OCHOBE
OLIEHKM Ka4yeCTBa OKa3blBaeMbIX notpebutens
ycnyr n obcnyxmBaHus

14.1 lMpenoctaBneHne MHGoOpMaLnmn o JIn4HbIN KabuHeT B Teuyenune 1 gHAa
NpUYNHAX U cpoKax MiaHoOBbIX notpebutens
(BHENMAHOBBIX) OrpaAHNYEHNSAX
pexuma noTpebneHuns
3NEKTPUYECKOn aHeprum
(MowHocTN) noTpebutenen, a Takke
O JaTe 1 BpeMeHU BOCCTaHOBEHNS
ANEKTPOCHAbXEeHUS
14.2 lMpepoctaBneHne nHdopmauum o B TeyeHue 15 gHen

npuyrHax HecobngeHus
TpeboBaHun K NapameTpam
KayecTBa 351EKTPUYECKON IHEPTUn, O
MeponpuaTusx n paborax,
HeobxoaMMbIx Ans obecneyeHns
COOTBETCTBUA KayecTBa
3MEeKTpUYeCcKon aHeprum
TpeboBaHNAM 3aKOHOAATENbLCTBA

CO OHS OTnpaBneHns
obpauueHuna. Ecnn
N3NoXeHHble daKTbl
TpebytoT aHanuaa
mMaTepuarnos, TO CPOK
npenocTaBneHus
oTBEeTa MOXET BbITb
npoaneH ao 30 gHen




MpunoxeHne N 6

K EOnHbIM cTaHgapTam KavyecTBa
ob6cnyXxuBaH1A ceTeBbIMU OpraHM3auusamMm
noTpeouTenen ycnyr ceteBbIiX OpraHu3aumm

CTpykTypa
pasgena "lMoTpedbutenam” ochmumanbHOro camta ceTeBom opraHm3sauum

HaumeHoBaHue
nogpasgena

CopepxaHue

OnucaHue

Tepputopus
obcnyxuBaHus
ceTeBom
opraHmsauuu

O6was
NHdopMaums

MNMepeyeHb 30H AeATEeNbHOCTM CETEBOM
opraHvsauuun ¢ getanunsaumen no HaceneHHbIM
MyHKTaM 1 paioHaM ropofoB, onpeaensieMbixX
B COOTBETCTBUU C rpaHMLamMm GanaHcoBOM
NPUHaONIEXHOCTUN 3NEKTPOCETEBOro
X03AMCTBa, HaxoasLerocsa B COGCTBEHHOCTU
dvnmana nnu npvHagnexalliero emy Ha UHOM
3aKOHHOM OCHOBaHUMU

TexHun4eckoe
COCTOSIHME ceTen

CBeneHunst 0 TEXHUYECKOM COCTOSIHUM CeTen, B
TOM YuUcne:

1) cBOAHbIE JaHHbIE 00 aBapUNHbBIX
OTKIMOYEHUSIX B MECAL, N0 rpaHuLam
TeppuTopmarnbHbIX 30H AeATENbHOCTH
opraHmsauuu, Bbi3BaHHbIX aBapuaMm Nnu
BHENMNAHOBbLIMU OTKMIOYEHNAMN OOBHLEKTOB
3MEKTPOCETEBOrO X03ANCTBA, C YKa3aHNEM
AaTbl aBapUNHOIro OTKITHOYEHNSI 0O BbEKTOB
3MEKTPOCETEBOrO X03AMCTBA N BKIHOYEHNSA NX
B paboTy, NpU4mMH aBapui (Mo ntoram
paccrnenoBaHns B yCTaHOBMEHHOM MOPSIAKE) U
MEepPONPUATUA MO UX YCTPAHEHWNIO;

2) 06beM HegoMOCTaBNEHHON B pe3ynbraTte
aBapPUNHbIX OTKITHOYEHUIN INIEKTPUYECKON
3Hepruu;

3) BBOA B PEMOHT 1 BbIBO, U3 PEMOHTA
3NEeKTPOCETEBbLIX OOBHEKTOB C YKa3aHNEM
CPOKOB (CBOAHasA MH(opmauns)

Mepepnava
3ANEKTPUYECKON
3Heprnn

Obwas
nHdopmMauus o
nepepade
ANEeKTPUYECKON
3Heprum

NHdpopmauma o nepenaye anekTpnyeckomn
3Hepruun, cxema B3anMoAeNCTBUS Y4aCTHUKOB
no nepenaye aNeKTPOIHepPrnm

HopmaTusHble
OOKYMEHTbI

MepeyeHb akTyanbHbIX HOPMaTUBHbIX
[OKYMEHTOB

MacnopTa ycnyr
(npoueccos)

[MepeyeHb nacnopToB BCeX ycnyr (MpoLeccos),
OKa3blBaeMbiX (OCYLLIECTBMSIEMbIX) CETEBOM
opraHusauuen notpebutensam npu nepegaye
3I1IeKTPUYECKON SHEPTUmn

Tunosble popmbl

CDOprI TUNOBbIX OOroBOPOB Ha OKa3aHne




OOKYMEHTOB

ycryr no nepeaaye anekTpruyYeckon aHeprum

Tapudbl Ha ycnyru
no nepepadye

Tapudbl Ha ycnyru no nepenaye
3MEeKTPUYECKON 3HEePrun Ha TekyLLMn nepuog

3NEeKTpNYECKon perynupoBaHns ¢ ykasaHnem UCTOYHMKa

3Hepruu oduumanbHOro onybnmkoBaHus peLleHns
opraHa UcnosiHMTernbHOW BnacTn B obnactu
rocygapCTBEHHOro perynmpoBaHnsa Tapudos
cybbekTa Poccurickon ®epgepaumnm

BanaHc 1. OTNyCcK 3aneKkTpn4eCcKom 3Heprm B ceTb U

3r1eKTpuyeckomn OTMYCK 3NEeKTPUYECKON SHEPrun n3 ceTtu

SHEepruun u CeTeBOM KOMMaHUU NO YPOBHSIM HaNpPs>KeHUMN,

MOLLHOCTM ncnosnb3yemMbliM AN ueHoobpasoBaHus,

noTpebutTensam anekTpUYECKon aHepPrnm n
TeppuTopuanbHbiM CETEBbIM OpraHM3aLumsaMm,
NPUCOEANHEHHbIM K CETAM CETEBOM
opraHusauuu.

2. O6beM NepenaHHON INEKTPOIHEPTUM MO
porosopam 06 okasaHuu ycnyr no nepegaye
3NEeKTPUYECKON 3Heprun notpedbuntenam
ceTeBOM OpraHMsauumn B paspese ypOBHEN
HaNPs>KeHUM, NCNOSb3yeMbIX ANs
LueHoobpasoBaHus.

3. [NoTepun anekTpruyYeckon aHeprum B CeTsx
ceTeBOW opraHmnsaumm B abCONMOTHOM U
OTHOCUTESbHOM BbIpaXXEeHUN NO YPOBHSM
HaNpsHKeHWs!, MCNonb3yeMbiM AN uenen
LeHoobpa3oBaHus

3aTtpaTbl Ha onnaty
notepb

1. 3aTpaTbl CETEBOW OpraHn3aLmm Ha NOKYMKy
noTepb B COBCTBEHHbIX CETSIX.

2. YpoBeHb HOPMATUBHBbIX MNOTEPb
SNEKTPUYECKON SHEPTMM Ha TeKyLLNA Nepuos C
yKasaHWeM UCTOYHUKa onybnnkoBaHus
peLleHns 06 yCTaHOBMEHUN YPOBHS
HOPMaTUBHbIX NOTEPb.

3. [NepeyeHb MeponpuUsTUA MO CHUXKEHNIO
pa3mMepoB NOTEPb B CETSX, a TAKKe O CPpOKax
NX UCNOJSTHEHUST N UICTOYHUKAX
dnHaHCMpoBaHUS.

4. 3aKynka ceTeBoW opraHusaumemn
3NEeKTPUYECKON IHeprun ana KomneHcauuu
noTepb B CETAX U ee CTOMMOCTW.

5. Paamep grakTtnyeckux notepo,
onnayvBaeMbIX NokynaTtensamMm npu
OCYLLIECTBINEHNN pac4EeTOB 3a 3NEKTPUYECKYIO
9HEPruto Nno YpPOBHAM HaNPsSHKEHUS

TexHonorn4yeckoe
npucoeanHeHne

O6was NHdopmaums o npouenype TeXHONOrMYeCcKoro
nHdopmauus o npucoeavHenuns. Cxema B3aMMoaencTeus
TEXHOJOTMYECKOM Yy4YaCTHUKOB Mpouecca

NpucoeaHeHNN

HopmaTuBHbIe MepeyeHb akTyanbHbIX HOPMATUBHbIX




OOKYMEHTbDI

OOKYMEHTOB MO TEXHOJTOTMYECKOMY
npncoegnHeHno

[MacnopTa ycnyr

[MepeyeHb ycnyr (npoueccoB), Oka3biBaeMblX

(npoueccos) (ocywecTBnsieMbiX) CeTEBOW opraHM3aumnemn

npoLeccoB notpebutensm nNpu TEXHONOrMYECKOM
NpUCOeaHEHNN

Mopsgok MopagoK BbIMOMHEHUS TEXHONOMMYECKUX,

BbINOSIHEHMS TEXHUYECKUX U OPYrMX MEPONPUATUN,

MEPONPUATUN, CBSI3aHHbIX C TEXHOSTOMMYECKNM

CBA3AHHbIX C
npucoegnHeHneMm K
ceTam

NPUCOEAMHEHNEM K SNIEKTPUYECKUM CETSAM,
BKITHOYas nepeyeHb MeponpusaTUi,
HeoOX0oAMMbIX ANsl OCYLLECTBNEHUS
TEXHOMNOrMYECKOro NPUCOEaNHEHUS K
3NEKTPUYECKUM CETSAM, U NOPSO0K
BbIMNOSTHEHMS 3TUX MEPONPUSATUI C yKasaHeM
CCbINTOK Ha HOPMaTWNBHbIE NPABOBbLIE aKThbl

TunoBble hopmbl

TunoBble popMbl JOKYMEHTOB Ha

AOKYMEHTOB TEXHONOrMyeckoe NpucoeguHeHne no Kaxxaomn
rpynne sasButenemn

Tapudbl Ha Tapudbl Ha TexHonornyeckoe npucoeguHeHne

TexHonornyeckoe Ha TeKyLLMI nepuopg perynmpoBaHns ¢

npucoeguHeHue yKa3aHMeM UCTOYHUKa omumanbHoro
onybrnnkoBaHUA peLLeHns opraHa
NCNOSNTHUTENbHOM BNacTn B obnactu
rocyapCTBEHHOIO perynmpoBaHnsa Tapudos
cybbekTa Poccurckon ®egepauunm

CsepgeHus o CsepaeHus o Hann4yum obbema csobogHOM Ans

HanU4yMmM MOLLHOCTH,
cBobogHowm ons

TEXHOJTOrM4Yeckoro NpucoeanHeHns
noTpeduTenen MOLLHOCTN Ha OObeKTax

TEXHONOIMMYecKoro 9NEKTPOCETEBOrO XO3ANCTBA C yKazaHMeM

npucoeanHeHns TekyLero o6bema MOLHOCTU Ha TaKuXx
obbeKkTax (OTAEeSNIbHO NO KaXAoMy OOBHEKTY)

CsepgeHus o 1. CBegeHuns o Konm4yecTBe 3asBOK U obbeme

noAaHHbIX 3asBKax
Ha
TexXHonornyeckoe
npucoeanHeHwue,
3aKITHOYEHHbIX
[loroBopax u
BbIMOMHEHHbIX
NPUCOeAMHEHNSIX

MOLLHOCTW, HEODXOoAMMOM ANa UX
YyAOBMNETBOPEHUS.

2. CBegeHns 0 KonmyecTBe aHHYNMPOBAHHbIX
3as1BOK Ha TEXHONOrM4Yeckoe NpucoeauHeHune.
3. CBeaeHuns 0 BbIMNOSHEHHbIX
npucoeanHeHnsax n obbLeme NpMcoeanHeEHHOM
MOLLHOCTW.

4. CBegeHuns 0 3aKITYEHHbIX goroBopax 0o
OCYLLIECTBNEHNN TEXHONOMMYECKOro
NPUCOEONHEHUS K SNEKTPUYECKUM CETAM C
ykasaHnem obbema npucoeanHsemMon
MOLLHOCTW, CPOKOB 1 MraTtbl N0 KaXgomy
A0roBopy.

Kommepueckun yyet
3ANEKTPUYECKON
3Hepruu

Obwas
nHdopmMauus

O6wasn nHpopmaumsa o nopsiake
OCYLLIECTBIIEHMS KOMMEPYECKOro yyeTa

HopmaTuBsHble
OOKYMEHTbI

I'Iepequb aKTyalibHbIX HOPMaTUBHbIX
OOKYMEHTOB MO OCYLLECTBJIEHUIO y4HeTa




SJ'IeKTpI/I‘-IeCKOIZ QHEPIrmmn

MacnopTa
npoweccos

[MepeyeHb Bcex ycnyr (npoLeccos),
OKa3blBaeMbIX (OCYLLIECTBMNSAEMbIX) CETEBOM
opraHvsauuen no KOMMepPYeCKoOMy yyeTy

Tunosble popmbl
OOKYMEHTOB

Tunosble PopMbl JOKYMEHTOB

TpeboBaHus K
opraHusauuu yyeta

TpeboBaHust K MeCTaM yCTaHOBKM Npnbopos
yyeTa, CXeme NOAKITHYEHMS 1
METPOJSIOrMYECKNM XapakTepucTmkam
npnbopoB yyeTa 6e3 ykasaHns Ha ToBapHbIe
3HaKW, 3HaKK ob6cnyxmMBaHUs, PUPMEHHbIE
HaVMeHOBaHWs!, NAaTEeHTbI, NONEe3HbIE MOAENN,
NPOMbILLNEHHbIE 06pa3sLbl, HAMMEHOBaHMS
MECT NPOMCXOXOEHMS NPMOOPOB yyeTa nnm
HanmMeHoBaHWs Npou3BoanTenen Npnbopos
yyeTa

O6cnyxuBaHue
notpeburtenen

Odmceol
obcnyxuBaHus
notpebutenen

1. MNMoyToBbIE agpeca u rpaduk padboThl
odmcoB obcnyxmBaHna noTpebutenen.

2. TenedoHHbIE HOMEpPA 3a04YHOr0
obcnyxuBaHusa No Bonpocam
TEXHOJSIOrMYEeCcKoro NpucoeanHeEHNs, nepegayn
3NEKTPUYECKON SHEPIUM U OCYLLLECTBNEHUS
KOMMEPYECKOro yyeTa.

3. ONeKkTpPOHHbIN agpec CeTEBOW opraHn3aumnm
Ana HanpaeneHnsa obpalleHu notpebutenen
Nno 3NEKTPOHHOU hopme.

4. dammnumn, nHuumanbl 4OJHKHOCTHbIX L,
OTBETCTBEHHbIX 3a 00CnyxnsaHune
noTpebuTenen ceTeBon opraHn3aumm.

5. ®opma 3anmcu Ha O4YHbIN NpMem B opuc
obcnyxmBaHus

3ao4Hoe
obcnyxuBaHue
nocpeacTBoM
TenedOHHOW CBA3N
(EoVHBIN LeHTpP

TenedoHHblE HOMepa 3a04YHOro
obcnyxuBaHusa No Bonpocam
3NEeKTPOCHabXeHUs, OCyLLEeCTBIEHUS
TEXHOMOrM4YeCcKoro NpucoeauHeHns, nepegayn
3NEKTPUYECKON SHEPTMM M OCYLLIECTBNEHNS

obpaboTkn KOMMep4ecKoro yyeTa. [lepeyeHb BONpoOCOB,

BbI30BOB) Nno KOTOPbIM NOTPeOUTENb MOXET NONYYNTb
CMPaBOYHY MHPOPMALIMIO U KOHCYIbTaLM IO
npun obpaLLeHnn No ykasaHHbIM TENEOHHbLIM
HOMepam

NHTepakTBHas B pybpuke pasmeLLaloTcs MHTEPAKTUBHbIE

obpaTtHas cBA3b 3NEKTPOHHbIE POPMbI C 06A3aTeENbHOM ANd

(MHTEpHeT - 3anosIHeHNsA KOHTaKTHOW HdopMaunen n

npuemHas) npeanoyTUTENbHBIM CNOCOBOM NOMNy4YeHUs

oteeTa. [1pn HanpaBneHun obecnevnBaeTcs
BO3MOXHOCTb NPUKPennATbL hannbl C
MaTepuanamu rno obpalyeHuio.
OneKTpOHHbIE hOPMbI MpeaycMaTpmBaloT
cnegyroLmne Kateropmm obpaLleHni:




1) 3anpoc cnpaBoYHON
NHOPMaLNN/KOHCYNbTaLNK;

2) obpalleHne, cogepallee xanooby;

3) coobLueHne o 6€340roBOPHOM
(6e3yyeTHOM) NOTpebNEeHNN aNeKkTpu4ecKom
aHepruu;

4) onpoc notpebutenen (aHkeTa
notpedurtens).

B pybpuke obecnednBaeTcsi BO3MOXHOCTb
nonyyeHunst notpeburenem ceeaeHni o
cTaTyce paccMOTpeHusi obpalleHus,
HanpaBneHHOro B CETEBYO OpraHn3aLmio B
31IEKTPOHHOM (hopme

HopmaTuBHble
AOKYMEHTbI

1. MNepeyeHb HOpMaTMBHbIX MPaBOBbLIX AKTOB,
perynupyowmx npoueaypy okasaHus
(ocywiecTBneHus) ceTeBor opraHnsaumnen
ycnyr (npoueccoB) notTpebutensam.

2. IHdopmauma o nopsigke nogadm n cpokax
paccMoTpeHus obpaweHnin notpebutenen,
npy 3TOM CPOKM pacCMOTpeHus obpalleHus He
AOIMKHbI NPEBbILWATL CPOKN, ONpeaeneHHbIe
AENCTBYIOLLMMN HOPMATUBHBIMW NPaBOBbIMU
aKTamu.

3. Nopsagok paboTbl B NIMYHOM KabuHeTe
notpeburtens

JINYyHbIV KaOUHeT
notpeburtens

JInyHbIM kKabnHeT NoTpebuTtens
npegocTaBnseT agpecHyo NHopMaLmio
noTpebutensim, B TOM Yynucne MHopmaumo o
X04e NPOX0OXAEeHUs 3TanoB pacCMOTPEHMS
3asBKN NOTPEOUTENST N UCNONHEHMS JOrOBOpa
(nocTynneHne 3asiBKW, Bblgada TEXHUYECKMX
YCINOBUI, 3aKIMOYEHNE JOrOBOPaA, UCTMONHEHNE
Aorosopa, akTmyeckoe NpucoeamHeHne)

Bonpockl n oTBETHI

B pyOpuke pasmelyaroTcs 4acTo 3agaBaemMble
BOMPOChHI, BO3HUKaKLWue y notpebutenen, un
OTBETbl HAa HUX

MHdopmaums 06 naMeHeHusix:
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K EOnHbIM cTaHgapTam KavyecTBa
o6cnyXnBaHus ceTeBbIMU
opraHusauusimu notpedurteneun ycnyr
ceTeBbIX OpraHusauumu

UHdopmauma o kavyecTBe ob6CnyKMBaHMA noTpedbutenen ycnyr

3a ron
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(HaMmeHoBaHMe ceTeBOW opraHM3aunn)
1. O6wasn uHcpopmaumusa o ceTeBOW opraHusaLum

1.1. KonuyectBo noTpebuTtenen ycnyr ceTeBon opraHuauun (ganee - notpeburenu) ¢
pa3buBKOM MO YPOBHAM HanpsiKeHWsi, KaTeropusiM HaOeXHOCTUM noTpebutenen u Tuny
notpebutenen (usmyeckne unu LpManyeckme nuua), a Takke guHamMmmKa no OTHOLLEHMIO K
rogy, npegLlecTsyloLeMy OTYETHOMY, 3arofHAeTCS B NPOM3BOISIbHOM bopMme.

1.2. KonnyecTBO TOYEK MOCTaBKM BCEro M TOYEK MOCTaBkM, 0OOpPyAOBaHHbIX
npubopammn yyeTa 3MEKTPUYECKON IHEpPruu, ¢ pas3dmBkon: duamyeckme nuua, ropunguyeckme
nuua, BBOAHble  yCTpoWcTBa  (BBOAHO-pacnpegenuTenibHoe  YCTPOWCTBO,  MaBHbIN
pacnpegenuTenbHbldi  WKWT) B MHOFOKBapTUMpHble Aoma, 6ecxo3siiHble  OObeKThbl
3NEeKTPOoCeTeBOro X03sMCTBa, Npubopbl yd4eTa C BO3MOXHOCTbIO AUCTaHUMOHHOro cbopa
AaHHbIX, a Takke AMHaMMKa MO OTHOLIEHWIO K rogy, npeawecTByOWeEMY OTYETHOMY,
3anornHaeTcs B NPou3BoSibHON hopMme.

1.3. Hdbopmaums 06 obbekTax anekTpoCeTEBOro X03sMCTBa CETEBOW OpraHM3aunmn:
ANVHa BO3OyLWHbIX NHUA (ganee - BJ1) n kabenbHbix nuHun (ganee - KIl) ¢ pasbuskon no
YPOBHSAM HanpshkeHusi, konudectBo noactaHumn 110 kB, 35kB, 6(10) kB B amHamwuke
OTHOCUTESbHO roga, NpeawecTBYOLLEero OTYETHOMY, 3anofHAETCs B NPOM3BOSIbHOM (hopme.

1.4. YpoBeHb (hM3MYECKOro M3HOCa OOBLEKTOB 3NIEKTPOCETEBOrO XO35MCTBA CETEBOW
opraHuMsaumm ¢ pasbuBKOW NO YPOBHAM HarpsbkKeHWs u no Tunam obopyaoBaHus, a Takke
ANHaMMKa MO OTHOLWUEeHWIO K rofdy, MpeawecTByowemMy OTYEeTHOMY, 3anosiHaeTcs B
NPOU3BOJSIbHOW (hOopME U BblpaxaeTcs B NpoLeHTax rno OTHOLWEHUIO K HOPMaTUBHOMY CPOKY
cnyx6bl 06BHEKTOB.

2. UHcpopmauums o kauyecTBe yCryr no nepegaye 3feKTPUYECKOM IHEpPrum

2.1. lMNMokaszaTenn kadectBa ycnyr no nepegade aMeKTPUYECKOM IHEPrMn B LEroM Mo
CeTeBOM OpraHu3auuMm B OTYETHOM Nepuode, a Takke AMHaAMMKa MO OTHOLLUEHUIO K roay,
npeawecTByoLEMY OTYETHOMY.

N lMokaszaTenb 3HayeHne nokasartens, rogbi
N-1 N OuHamuka
(TEKYLLMIA | NBMEHEHM
roq) A
nokasaren
5
1 2 3 4 5
1 lNokaszaTens cpeoHen MPOLOIHKUTESbLHOCTHU

npekpaLLeHnn nepenaym ANeKTpU4eckomn

aHeprum Hsaipi

1.1 BH (110 kB v Bbiwwe)
1.2 CH1 (35-60 kB)
1.3 CH2 (1-20 kB)
14 HH (8o 1 kB)
2 lNokasaTenb cpegHen 4acToTbl MpeKpalleHumn

nepenadn anekTpUYecKkon sHeprum (HSA'F'




2.1 BH (110 kB v BbILwWe)

2.2 CH1 (35-60 kB)
2.3 CH2 (1-20 kB)
2.4 HH (go 1 kB)
3 lMokasaTtenb cpegHen NPOAOIHKUTENBHOCTU
npekpaLleHnn nepegayn 3rEeKTPUYECcKomn
SHepruu, CBSAA3aHHbIX c nposegeHneM
PEMOHTHbIX paboT Ha ob6bekTax
3I1eKTPOCEeTEBOrO X03a1cTBa ceTeBon

opraHusauumn (CMexHou ceTeBOW opraHu3aumm,
WHbIX BragenbLeB OO6bEeKTOB 3f1EKTPOCETEBOrO

5 11 )
X03aicTBa) ( SAIDI, nnan

3.1 BH (110 kB v BblILwe)
3.2 CH1 (35-60 kB)
3.3 CH2 (1-20 kB)
3.4 HH (go 1 kB)
4 MokasaTenb cpegHen 4acTtoTbl NpeKpalieHun

nepenayn 3neKTPUYECKON 3HEPrumn, CBA3aHHbIX
C npoBedeHMEM pPEMOHTHbIX paboT Ha
0ObeKTax aMeKkTpPOCEeTEBOro X035MCTBa CETEBOM
opraHumsauumn (CMexHou ceTeBOW opraHu3aumm,
WHbIX BnagenbLeB OObEKTOB 3NEKTPOCETEBOrO

X03A1CTBA)
( l_ISAIFI, IU1aH )
4.1 BH (110 kB v BblILweE)
4.2 CH1 (35-60 kB)
4.3 CH2 (1-20 kB)
4.4 HH (go 1 kB)
5 KonuyectBo crnyyaeB HapylleHMs Ka4yecTBa

SMNEeKTPUYECKON  3SHeprun, NnoATBEepPXKOEHHbIX
aKkTamMun KOHTPONUPYHOLWMX opraHusaumi n (unu)
pelleHnsMu cyaa, WTYKu

5.1 B TOM uyncne KonnyecTBo cnyyaeB HapyLUEHMUS
KayecTBa 3neKTPUYECKOW SHEPrMm Mo BUHE
CeTeBON  opraHu3auuun,  MNOATBEPXKAEHHbIX
aKTaMn KOHTPONMMPYHOLMX OpraHmM3aumn n (Mnm)
peLLeHnaMM cyaa, LUTYKK

2.2. PENTUHT CTPYKTYPHbIX €AMHULL CETEBOW OpraHM3aummn Nno Ka4ecTBy OKasaHUs ycnyr
Nno nepegade 3NEKTPUYECKON SHEpPrun, a Takke MO KayecTBY INEKTPUYECKON 3IHeprun B
OTYETHOM Nepuoae.



[MokasaTenb cpeaHemn

[MokasaTenb cpeaHewn

NokasaTenb kayecTBa

MnaHnpyemsl

opraHvsauum

N CTpykTypHasa lMokasaTenb cpegHemn lMokasaTenb cpegHen
eavHuua NPOAOIPKUTENBHOCTU 4YacToTbl NpeKpaLLeHni NPOAOIPKUTENBHOCTU 4YacTOTbl NpeKpaLLeHni oKasaHus ycryr rno e
ceTeBoOu npeKkpaLleHnin nepegaym nepegayv aneKTpnyeckon npekpaLeHnin nepegaym nepeaayun aneKkTpuyYecKon nepegave aneKkTpuyeckon | MeponpuaTus
opraHusauuu SNEKTPUYECKON SHEPTUM, SHEPIMM sa SNEKTPUYECKON SHEPTUM, 3Hepruu, CBA3aHHbIX C 3Heprum (oTHoLEHME :
ITsaiD! ’ CBSI3aHHbIX C NpOBEe4EHNEM NpoBeAEHNEM PEMOHTHbIX obLero ymcna HanpaBneHHbI
PEMOHTHbIX paboT Ha o6bekTax paboT Ha obbekTax 3aperncTpupoBaHHbIX € Ha
9NEKTPOCETEBOrO XO3ANCTBA | ANIEKTPOCETEBOrO X0O3ANCTBA Crny4yaeB HapyLleHNs noBbILLIEHNE
ceTeBOM opraHusauum ceTeBOM OpraHusauum KadecTBa 3neKTpuYeCcKon KadecTBa
(cmexHon ceTeBom (cmexHon ceTeBOM 3Hepruu no BUHe ceTeBOM oKasaHus
opraHu3auuu, UHbIX opraHusauuu, UHbIX opraHusaunm K ycnyr no
BnagenbueB 06beKTOB BnagenbLeB 00beKToB MaKCMManbHOMy nepepave
9NEeKTPOCETEBOrO XO35NCTBA), 3NEeKTpoCceTeBOro KONn4ecTBy 9NEKTPO3IHepPr
HSAIDI, TUTaH XOS;”ZCTBa) HSAIFI, IUIaH nOTpe6MTeneM’ . W, ¢
) obcnyxmBaeMbliX Takown yKasaHnem
BH CH1 | CH2 | HH BH CH1 | CH2 | HH BH CH1 | CH2 HH BH | CH1 | CH2 HH CTPYKTYPHOM eanHu1LeNt CPOKOB
ceTeBOM opraHuMsauum B
OTYETHOM Nepunoae)
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
ceTeBoM




2.3. MeponpusaTtus, BbINOMHEHHbLIE CETEBOW oOpraHuM3auMen B LEensxX MOBbIWEHNS
KayecTBa oOKasaHus yCcrnyr no nepefaye 3EeKTPUYECKOM 3HEeprum B OTYETHOM nepuoae,
3anosiHseTCs B MPOU3BOSIbHON dhopMe.

2.4. Mpoyasa nHdopmaLms, KOTOPYH ceTeBasd opraHusaumsi camTaeT LenecoobpasHomn
ANS  BKMAKYEHUS B OTYET, Kacawlwasca KadecTBa OKasaHud ycryr no nepegade
3MEKTPUYECKON SHEepPrum, 3anonHAeTCa B NPOU3BOSIbHOW hopMe.

3. MH(bOpMaLWIFI O Ka4yecTBe yCIiyr no TexHos§iormn4eckomy npumcoeguHeHUIo

3.1. WHdopmaums o0 Hannumm HeBocTpeboBaHHOM  MOLLHOCTM  (MOLLHOCTH,
onpeaensseMon Kak pasHOCTb Mexay TpaHCHOopMaTOPHOW MOLLHOCTLIO LEHTPOB MUTaHUS U
CYMMapHOM  MOLLHOCTbIO  3HEPrornpuMHMMAlOLLMX  YCTPOWCTB, HENOCPEeACTBEHHO  (Mnun
ONnocpefoBaHHO) MPUCOEOAMHEHHbBIX K TakUM LEeHTpaM MNUTaHUs, U 3HepronpuHMMaroLmnx
YCTPOWCTB, B OTHOLUEHUWN KOTOPbIX MMEKTCHA 3asBKM Ha TEXHOMNOrMYecKoe npucoeanHeHue)
ANS OCyLLEeCTBIIEHUST TEXHOMNOMMYeCKoro NpUCcoeanHEHns B OTYETHOM Nepuoge, a Takke O
NporHo3ax eé yBenuyeHusi ¢ pasbnBkom NoO CTPYKTYPHbIM eAMHMLaM CETEBOM OpraHn3aumm u
No YPOBHSAM HarnpsipKeHUst Ha OCHOBaHUN MHBECTULIMOHHOW MpOrpamMMbl TakoW opraHu3auumu,
3anosnHseTcs B NPon3BosibHON hopMme.

3.2. MeponpuaTtus, BbINOJSTHEHHbIE ceTeBom opraHusaumen B uenax
COBEPLUEHCTBOBAHUA [OeATENbHOCTU MO TEXHONOMMYECKOMY MPUCOEANHEHNIO B OTYETHOM
nepuoae, 3anofHseTcs B NPOM3BOSIbHOM hopme.

3.3. lMpoyasa nHdopmaums, KOTOPYH ceTeBasd opraHu3aumsi cumTaeT LenecoobpasHom
ANS BKMAYEHUS B OTYEeT, Kacawwasca npefocTaBfieHuUs yCcnyr Mo TEeXHOSI0rMyeckomy
NPUCOeaNHEHWIO, 3arOfHAETCA B NPOU3BOSIbHOM (hopMme.

3.4. CBefeHuss O KadecTBe YyCnyr no TEeXHOMOMMYEeCKoOMY MNPUCOEOUHEHUIO K
3NEKTPUYECKUM CETAM CETEBOW OpraHM3aLmu.



N MNokasaTenb KaTteropusa npucoeanHeHns notpebutenen ycnyr no nepegadve anekTpnu4eckon aHeprum B pasbmeke No MOLHOCTU, B AMHAMUMKE NO rogam Bcero
0o 15 kBT BkntounTenbHoO cBbiwe 15 kBT 1 oo cBbiwe 150 kBT n meHee He meHee 670 kBT 00beKTbl N0 NPON3BOACTBY
150 kBt 670 kBT 3NEeKTPUYECKON 3HEPrum
BKITHOYMUTESIbHO
N-1 N OuHam | N-1 N OunHam | N-1 N AnHamuk N-1 N OnHam N-1 N [OnHamuk
(Tekywmin nKka (Teky nKka (TekyLwmin a (TekyLwmin nka (TekyL a
roq) N3MeH WA | U3MEH rog) n3mMeHeH rog) n3mMeH nn N3MeHeH
eHunsa roq) eHunsa nsa eHusa roq) nsa
nokasa nokasa nokasare nokasa nokasarte
Tens, Tens, na, % Tens, nsa, %
% % %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
1 Yncno 3a4BOK Ha
TexXHomnorm4yeckoe
npucoeanHeHue,
NoAaHHbIX
3asBUTENSAMMU, LUTYKM
2 Yncno 3asBOK Ha
TexHonorm4yeckoe
npucoeanHeHne, no
KOTOpbIM HanpasrieH
npoekt pgoroeopa 06
OCYLLECTBEHUN
TEXHOMNOrM4YeCcKoro
NpUcoeanHeHns K
3NIEKTPUYECKMM  CETAM,
LUTYKN
3 Yncno 3a4BOK Ha
TexHonorm4yeckoe
npucoeanHeHne, no
KOTOpbIM HanpasreH
npoekt pgoroeopa 06
OCYLLECTBEHUN
TEXHOMNOrM4YeCcKoro
npucoeanHeHus K
3NEKTPUYECKMM CETSM C
HapyleHnemM  CpPOKOB,
NOATBEPXKAEHHbIM
akTamu
KOHTPOSTMPYHIOLLINX
opraHuzauum un  (unu)
peLleHnamm cyaa,
LUTYKWN, B TOM YuCne:
3.1 no BUHE ceTeBoun
opraHusaumm
3.2 Nno BUHE CTOPOHHUX NNL|
4 CpeaHss
NPOAOITKNTENBHOCTb
NOArOTOBKM n
HanpaBneHnuss NpoekTa




aorosopa 06
OCYLLIECTBNEHNN
TEXHOMNOIM4YecKoro
npucoeanHeHns K
SNEKTPUYECKUM  CETSM,
OHen

Yncno 3aKJTIOYEHHbIX
[0roBopoB o6
OCYLLIEeCTBNEHNN
TEXHOMNOIM4YeCcKoro
npucoeanHeHus K
SNEKTPUYECKUM  CETSAM,
LUTYKMN

Yucno NCMOJSTHEHHbIX
[0roBOpoB o6
OCYLLECTBMNEHUN
TEXHOMNOMM4YeCcKoro
npucoeanHeHns K
SNEKTPUYECKUM  CEeTAM,
LUTYKN

Yumcno MCNOJTHEHHbIX
[OroBopoOB o6
OCYLLIEeCTBNEHNN
TEXHONOIMYECKOro
npucoeanHeHns K
SNEKTPUYECKUM  CETSM,
MO KOTOPbIM MPOM30LLSIO
HapyLleHve CPOKOB,
noATBepPXXaeHHoe
akTamu
KOHTPOMMPYIOLLMX
opraHmsauum  un (1nn)
peLueHnaMm cyna,
LUTYKWN, B TOM YMChE:

7.1

no BUHE ceTeBou
opraHmsauuu

7.2

Nno BNHE 3aABUTEINA

CpepHss
NPOLOIMKUTENBHOCTb
MCNOSTHEHUSI OOroBOPOB
06 OCYLLECTBMEHNN
TEXHOS0rM4YecKoro
NPUCOeAVHEHNS K
SMNEKTPUYECKUM  CETSM,
aHen




3.5. CTOMMOCTb TEXHOMNOIMMYECKOro NMPUCOEOMHEHNS K ANIEKTPUYECKUM CETSM CEeTEeBOW
opraHuMsaummn (He 3anofiHseTcs, B Cryvyae Hanuuma Ha oduumanbHOM canTe CceTeBOu
opraHmsaumm B ceTu VIHTepHeT WHTEpPaKTUBHOIO WHCTPYMEHTA, KOTOpbIM MNO3BONdAeT
aBTOMaTU4YECKM pacCYMTbiBaTb CTOMMOCTb TEXHOMOMMYECKOro npucoeuMHeHus npu BBOAE
napamMmeTpoB, NPeayCMOTPEHHbIX HACTOALLMM NMYHKTOM).

MoLWWHOCTb 3HEPronpUHUMaoLLNX 15 150 250 670
YCTPOWNCTB 3aaButens, KBt
KaTteropus HagexXHocTn I-11 "I I-11 I I-11 Il [-11 "l
PaccrosiHune Heobxop Twn
00 rpaHuy, MMOCTb NUHUK
3eMefbHOro | cTpouTen
y4yacTtka bCTBa
3aaBuUTEnNs, M | NoAcCTaHL
um
500 - Ha KN
cenbckas BJ1
MECTHOCTb/ Het KI
300 - BJ1
ropockas
MECTHOCTb
750 [a KN
BJ1
Het Kn
BJ1
1000 [a Kn
BJ1
Het KJ1
BJ
1250 [a KJ1
BJ
Het KJ1
BJ

4. KayecTBO 06CNyX1BaHUA

4.1. KonuyectBo obpalleHunt, MNOCTYNMBLUMX B CETEBY OpraHuM3auuio (BCero),
obpalyeHunin, cogepxawux xanoby n (Mnv) obpalleHunn, cogepxawmnx 3asBKy Ha okKasaHue
yCnyr, NOCTYNUBLLMX B CETEBYH OpraHM3aumio, a Takke KOnmM4ecTBo obpalleHuin, no KoTopbim
ObInn 3aKkNYeHbl 4OroBOPbl 06 OCYLLECTBNEHUN TEXHONOMMYECKOro NPUCOEANHEHNS U (UNK)
AoroBopbl 06 OkasaHUM ycryr No nepefade ANEeKTPUYECKOM SHEPIUKM, a Takke Mo KOTOPbIM
ObINM yperynmpoBaHbl anobbl B OTYETHOM Nepuoae, a Takke AMHaAMUKA MO OTHOLLEHWUIO K
rogy, NpeaLlecTByOLEMY OTYETHOMY.



KaTeropumn obpaiyeHmn
notpedurtenen

dopmbl 06CNyKMBaHNS

OyHas dopma

3ao4Hasga hopma ¢
Ncnosnb3oBaHMeM
TeneOHHOW CBA3N

OnekTpoHHasi opma ¢
NCNONb30BaHMEM CETH
NHTepHeT

MncemeHHas popma ¢
MCNonb30BaHMEM NOYTOBOW
CBA3N

lMpoyee

N-1

N [OdnHamuk
(TekyLm a
nrog) | u3amMeHeH
ns
nokasaTte
na, %

N-1 N OnHam
(TekyLum nka
nrog) | M3MeH
eHus
nokasa
Tens,
%

N-1 N AnHamuk
(TekyLum a
nrod) | u3ameHeH
ns
nokasaTte
nsa, %

N-1 N OnHam
(Tekyum nKka
nrog) | n3meH
eHus
rnokasa
Tens,
%

N-1

N

(TekyLwm
n roa)

OnHamu
Ka
N3MEHEH
ns
nokasat
ens, %

[EEN

2

4 5

6 7 8

9 10 11

12 13 14

15

16

17

Bcero obpalueHuin
notpebutenen, B TOM
yucne:

11

oKasaHue
nepepaye
ANEeKTpUYecKom
3HEeprum

ycnyr  no

1.2

ocyulecTtBrieHne
TEeXHOINOrm4ecKkoro
npncoegunHeHn4

1.3

KOMMeEpPYECKNM
3NEeKTpUYEeCcKom
3HEeprumn

yyeT

1.4

KayecTBO
obcnyxuneanus

1.5

TEeXHMUYecKoe
obcnyxuBaHue
3NEKTPOCEeTEBLIX
006BHEKTOB

1.6

npo4ee (ykasaTb)

YKanobbl

2.1

oKasaHue
nepegaye
ANEeKTpUYeckomn

3HEeprnmn, B TOM Yncne:

ycnyr  no

211

KadecTBO  ycrnyr o
nepegaye
ANeKTpUYeckomn
3HEprnm

21.2

KayecTBO
ANeKTPU4eCcKon
aHeprum

2.2

ocyulecTtBrieHne
TEXHOINOINNM4eCcKoro
npncoegnHeHmnd

2.3

KOMMepYeCKnn
ANEeKTPNYECKon

yyeT




3HEeprum

2.4

KayecTBO
o6cnyxmBaHns

2.5

TexHu4yeckoe
obcnyxmBaHue
0b6bEeKTOB
3M1EKTPOCETEBOIO
X0391CTBa

2.6

npoyee (ykasaTtb)

3asiBKa Ha okasaHue
ycnyr

3.1

no TexHOoJIor’mM4eckomy
npncoegunHeHuno

3.2

Ha 3aKroyeHne
AOroBopa Ha okasaHue
ycnyr no nepepaye
3NeKTpuyeckomn
3Heprumn

3.3

opraHusauus
KOMMEpYeCcKoro y4yeta
3NeKTpuyeckomn
3Heprumn

3.4

npo4ee (ykasaTb)

4.2. NHdbopmaums 0 aeaTenbHOCTM 0hncoB obcnyXnBaHusa notpedurenen.

N Odpnc Tun oduca Appec Homep Pexum MpepoctaBngemble KonnyectBo CpenHee Bpems Ha | CpegHee Bpemsi KonnyecTtBo CTOPOHHUX
obcnyxueaHus MECTOHaxo | TenedoHa, paboThl ycnyru notpedurenen, obcnyxusaHue OXnaaHus opraHuMsauun Ha
notpebutenen XaeHuns agpec 00paTUBLLMXCSA OYHO | NOTpPedbuTens, MUH. notpebutena B TepputTopun oguca

9NEKTPOHHO B OTYETHOM oyepeau, MUH. obcnyxmBaHuna (npm
M NOYTbI nepuoae HanMyuu ykasatb
Ha3BaHWSA OpraHn3awmmn)

1 2 3 4 5 6 7 8 9 10 11

1

2




4.3. WHpopmauna o 3a04HOM obcnyxuBaHun noTpebuTtenen nocpeacTBOM
TenegOHHON CBA3M.

N HanmeHoBaHune EanHnua
n3mMepeHns
1 lMNepeyeHb HOMepoB TenedoHoB, HOoMep
BblAEMNeHHbIX ans obcnyxmBaHusa | TenedoHa
notpedutenen:
Homep TenegoHa no BOMpocam
9HeprocHabxeHus:

Homepa TenedoHOB UeHTpoB 06paboTku
TenedoHHbIX BbI30BOB:

2 O6uwee u4ucno TenedoHHbIX BbI3OBOB OT eanHNLbI
notpebutenenn no BblAENeHHbIM HOMepam
TenegoHoB

2.1 Obwee uucno TenedoHHbIX BbI3OBOB OT eaunHNLbI
notpebutenen, Ha KOTOpble  OTBETUN
ornepaTop CeTeBon opraHnsaumm

2.2 O6uwee uucno TenedoHHbIX BbI3OBOB OT eanHNLbI
notpebutenen, 0bpaboTaHHbIX
aBTOMAaTU4YECKN CUCTEMOW WHTEPaKTUBHOIO
rofIoCOBOro MEHH

3 CpenHee BpEMSI  OXMUOAHUS oTBeTa MUH.
notpebutenem npu TenedoHHOM BbI3OBE Ha
BblAENEHHbIE  HOMepa TenedoHOB  3a
TEKYLLNA nepuog

4 CpenHee Bpemsi 06paboTkum TenedoHHOro MV/H.
Bbl30OBa OT NOTpPebuTens Ha BblOeNEeHHble
HOMepa TeneOHOB 3a TEKYLMI Nepuos,

4.4. Karteropus obpalleHuin, B KOTOPOM 3aperucTtpupoBaHo Hambornbllee 4YMCIo
obpalleHnn Bcero, obpalleHnin, cogepkalmx xanoby, obpalleHnn, cogepkalmx 3asBKy Ha
oKkasaHue ycnyr, MNOCTYNuBLUMX B OTYETHOM nepuoae, B COOTBETCTBUM C MyHKTOM 4.1
NHpopmaumm o kadecTBe obcnyxmBaHus notpebutenen ycnyr.

4.5. OnncaHne AOMOMHUTENBHbIX YCIYr, OKasblBaeMbIX NOTPEOMTENO, MOMUMO YCAyT,
yKasaHHbIX B EavHbIX cTaHgaptax kadecTBa OOCNyXMBaHUSA CETEBbIMM OpraHm3aumsiMm
notpebutenen ceTeBbiX OpraHM3auunn.

4.6. MeponpusTus, HanpaBneHHble Ha paboTy C couunanbHO YA3BMMbIMW Fpynnamu
HaceneHus (NEHCUOHepPbl, WHBaNWAbl, MHOMOAETHble CeMbW, yyacTHUKM BOB un 60eBbix
AENCTBUA Ha TeppuUTOpUSX Apyrmx rocyaapcTs B cOOTBETCTBUM ¢ PepeparbHbiM 3aKOHOM OT
12 auBaps 1995r. N 5-®3 "O BetepaHax" (CobpaHue 3akoHogaTenbcTBa Poccumnckon
depepaumn, 2000, N2, ct.161; N 19, ct.2023; 2001, N1, c1.2; N33, cT.3427; N 53,
cT. 5030; 2002, N 30, ct. 3033; N 48, c1.4743; N 52, cT. 5132; 2003, N 19, cT. 1750; 2004,
N 19, cT1.1837; N 25, cT1.2480; N 27, c1.2711; N 35, c1. 3607; N 52, c1.5038; 2005, N 1,
cT. 25; N 19, ct1.1748; N 52, ct.5576; 2007, N 43, ct.5084; 2008, N9, ct.817; N 29,
cT. 3410; N 30, ct. 3609; N 40, cT. 4501; N 52, cT. 6224; 2009, N 18, cT1. 2152; N 26, cT. 3133,
N 29, cT.3623; N 30, ct. 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, cT1.5782; 2013, N 14, cT. 1654; N 19, cT. 2331; N 27, c1. 3477; N 48, cT. 6165;
2014, N 23, c1.2930; N26, cT.3406; N52, ct.7537; 2015, N 14, cTt.2008),
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MaTepU-OANHOYKKN, YYaCTHUKM NUKBMAAuMM aBapum Ha YepHoObinbckon A3C u
NPUPaBHEHHbIE K HUMM KaTeropum rpaxgaH B COOTBeTCTBMM C 3akoHom Poccuickon
®epepaumm ot 15.05.1991 N 1244-1 "O coumanbHOW 3awimTe rpaxgaH, noaseprmnxcs
BO3JENCTBMIO paguaumm Bcreacteue katactpodbl Ha YepHobbinbckon AIC" (BegomocTtu
Cbesga HapogHbix genytatoB PCOCP n BepxosHoro Coseta PCOCP, 1991, N 21, cT. 699;
Benomoctn Cwesga HapoaHbix genytatoB Poccunckon ®epepaumm n BepxoBHoro CoseTa
Poccuiickon ®epepauunn, 1992, N 32, ct. 1861; CobpaHue 3akoHogatenscTBa Poccuiickon
®epepaumn, 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, cT1. 3460; 2000, N 33, cT1. 3348; 2001, N1, cT.2; N 7,
cT. 610; N 33, cT. 3413; 2002, N 30, cT.3033; N 50, cT1.4929; N 53, ct.5030; 2002, N 52,
cT. 5132; 2003, N 43, cT.4108; N 52, cT. 5038; 2004, N 18, cT. 1689; N 35, c1. 3607; 2006,
N 6, ct. 637; N 30, cT. 3288; N 50, cT. 5285; 2007, N 46, cT1. 5554; 2008, N 9, cT. 817; N 29,
cT. 3410; N 30, cT1. 3616; N 52, cT. 6224; N 52, cT. 6236; 2009, N 18, cT. 2152; N 30, cT. 3739;
2011, N 23, cT1. 3270; N 29, cT.4297; N 47, cT. 6608; N 49, c1. 7024; 2012, N 26, CT. 3446;
N 53, cT. 7654; 2013, N 19, c1. 2331; N 27, cT. 3443; N 27, cT. 3446; N 27, c1. 3477; N 51,
cT. 6693; 2014, N 26, cT. 3406; N 30, cT.4217; N 40, cT.5322; N 52, cT1. 7539; 2015, N 14,
cT. 2008).

47. Tembl W pesynbTartbl OMNPOCOB noTpebutenen, nNpPOBOANMBLIX CETEBON
opraHusaunen anga BbISIBIEHMS MHEHUA noTpebutenen o kavyectse obCnyxnBaHus, B paMkax
nucnonHeHns EOuHbIX cTaHOapToB KavecTBa OOCAYy)XUMBAHWS CeTEBbIMM OpraHu3aumsMu
notpebutenen ycnyr ceTeBblix OpraHu3aLumm.

4.8. MeponpusiTus, BbINOSIHAEMbIE CETEBOW OpraHu3aumen B LEensxX MoBblLEHNA
KadecTBa obcnyxmBaHna notpebutenen.

4.9. Hdopmaums no obpalleHnam notpebutenen.
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