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

MUHUCTEPCTBO 3HEPIETUKM POCCUNUCKON
OEOEPALIAN

NMPUKA3
ot 15 anpensa 2014 r. N 186

O EAUHbLIX CTAHOAPTAX
KAYECTBA OBCNYXXMBAHUA CETEBbIMU
OPrAHU3ALMAMU NOTPEBUTENEN
YCNYI CETEBbIX OPFTAHU3ALIUKA

Cnncok N3MeHsILWUX AOKYMEHTOB
(B pea. [pukasza MuHaHepro Poccum ot
06.04.2015 N 217)

B  cootBetctBUM ¢ nOyHktom 3 [lpasun
HEeOUCKPMMMHALUMOHHOIO AOCTyna K ycrnyram no nepepade
3MNEeKTPUYECKON 3HEePrMM U OKasaHWst  3TUX  YChyr,
YTBEPXOEHHbIX NOCTaHOBMNEHNEM MpaBuTenscTBa
Poccunckon ®epepauun ot 27 pekabpsa 2004 r. N 861
(CobpaHne 3akoHogaTtenbctBa Poccuiicko Pepepaumm,
2004, N 52, ct. 5525; 2013, N 31, cT. 4226), npukasbiBato:

1. YTBepauTb npunaraemble EguHble cTaHgapThl
KayecTBa OOCMyXvMBaHUS  CETEBbIMW  OpraHvM3auusiMu
notpebuTenen ycnyr ceTeBbIX OpraHn3aLni.

2. Hacroawwumn npukas BCTynaetr B cuny B
yCTaHOBNEHHOM Mopsake, 3a uckniodeHnem mas Il v
EavHbIX cTaHOapToB KayecTBa OOCHYyXUBaHWS CETEBbIMU
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opraHunsauunamum n0Tpe6v|Ter|e|7| ycnyr CeTeBbIX
opraHM3au,|/||7|, BCTynawwmnx B CUNy nNo UCTeYeHUn LecTun
MecdueB CO AHA BCTYNNIEeHUA B CUITy HacTodwero npukasa.

MuHucTp
A.B.HOBAK

YTBEepxaeHsol
npuvkaszom MuHaHepro Poccumn
ot 15 anpensa 2014 r. N 186

EOWHBIE CTAHOAPTDI
KAYECTBA OBCITY>KUBAHUA CETEBbIMU
OPrAHU3ALMAMU NOTPEBUTENEN
YCNYI CETEBbIX OPFTAHU3ALIUA

Cnncok N3MeHSAILWNX JOKYMEHTOB
(B pea. MNpukasa MuHaHepro Poccum ot
06.04.2015 N 217)

|. O6Lme nonoxeHust

1. Hactoswuwe EguHble cTaHgapTbl Kadvectsa
obcnyxuBaHua ceTeBbIMW OpraHm3aumamu notpeburtenen
yCnyr ceTeBbIX OpraHvM3auuin ycTaHaBnmBaroT TpeboBaHus K
obcnyxunBaHuto ceTeBbIMU opraHuMsauusmm nuu,
ABNALNXCA NOTPebuTenamMm ycnyr ceTeBbiX OpraHM3auum
no nepegave 3feKTPUYECKON 3JHEpPrum (3a WUCKMYEeHVEM
CeTeBbIX OpraHM3auuii, 3HEProcObLITOBLIX OpraHM3auuin wu
rapaHTUpYLLMX MOCTaBLLMKOB), B TOM uucne
obCcnyxuBaemMblX  9HEprocObLITOBOM  opraHu3auuer U
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rapaHTVpyLMM MOCTaBLUMKOM, W Nuu, obpaTuBLUMXCS B
CeTeBYI0 OpraHuM3auunio C Lienbio 3aknoveHns gorosopa o6
oKasaHuK ycnyr Mo nepepave 3reKTPUYECKOW SHEPrun Unm
OCYLLECTBIIEHUN  TEXHONOMMYECKOrO  MPUCOEAMHEHUS K
SMEKTPUYECKUM  CeTAM (3@  MCKITHOYEHMEeM  ceTeBbIX
opraHusauumn, 3HEpProcoObITOBbLIX opraHusauum 7]
rapaHTVpyoLWmMX MOCTaBLUMKOB) (manee - notpebuTenu,
TEXHOMOrn4yeckoe npucoeanHeHne).

2. CeteBas opraHusauus obecneumBaeT
paccMoTpeHne obpalleHunin noTpebuTenen, NOCTYNMBLLNX B
YCTHOW, NMUCbMEHHOW ¢opme unu B popme 3MeKTPOHHOro
OOKYMeHTa.

Bs3anmopeincteume ceTeBon opraHusauum [
notpebutenamMm B 4acTU  paspeLleHuss  BOMPOCOB,
codepxawmxcsa B obpaueHusx — notpebutenen  wu
npeaocTaBneHnss MM  BO3MOXHOCTWM peanusauuv npas,
npeaycMOTPEHHbIX 3aKoHOAaTEeNbCTBOM Poccuickon
depepaunm (panee - obGcnyxuBaHve notpebuTenen),
OCyLlecTBNsieTCss B COOTBETCTBUM C  TpeboBaHUsIMM
HacTosimux EAMHbIX cTaHOapToB.

3. B uensAx okasaHus ycnyr no nepepade
SMEKTPUYECKON SHeprum CceTeBasl opraHusauus  npwu
obcnyxuBaHuu notTpebutenei ocyLecTBnsET:

a) 3aknoveHve foroBopa 06 OKasaHUM YCryr Mo
nepenave aneKkTpuYecKoil Heprum;

6) BHeceHue M3MeHeHWW B OoroBop 06 oOkasaHwum
yCnyr no nepefaye anekTpuyeckon aHepruu;

B) pacTopxeHue foroBopa o6 okasaHwuu ycryr no
nepenave aneKkTpu4eckoil Heprum;

r) nHcdopmupoBaHue noTpebutens ob aBapuiiHbIX



cUTyauusix B pacnpefenuTenbHbIX 3MeKTPUYECKUX CeTsX
CETEBOW OpraHuMsaunun, PEMOHTHbIX M MPOUNIaKTUYECKMX
paboTtax, MnaHoBbIX OrPaHUYEHUsIX pexuma noTpebneHus
SMEKTPUYECKON 3HEPrMW, BRAUSIIOWIMX HA  UCMOMHeHWe
obsA3aTensCTB No pgoroBopy 06 oOkasaHuu ycnyr no
nepegaye aneKTPUYECKON SHEPruu;

4) [onyck  YMOSIHOMOYEHHbIX — NpencTaBuTeneit
noTpebuTenss ycrnyr B MNyHKTbl KOHTPONst W yyeTa
KONMYECTBA W KayecTBa 3NEKTPUYECKON 3HEPTMN B Nopsiake
W Cryyasix, yCTaHOBNEHHbIX JOroBOPOM 06 OKka3aHuu ycryr
o nepegaye aneKkTpUYEcKon SHepruu;

€) corrmacosaHve mecTa ycTaHoBku npubopa y4veta
3MNeKTpUYecko aSHeprum (MowHocTM) (ganee - npubop
yyeTa), CXeMbl MOAKMYEeHMs npubopa yveTa WU WHbIX
KOMMOHEHTOB N3MepUTENbHBLIX KOMMIIEKCOB U CUCTEM yyeTa
3NEeKTPUYECKON 3Heprum (moLHoCTH), a TaKxe
MeTPONOrMyecknx xapakTepncTuk npubopa yyeTa;

) 4onyck B aKkcnnyaTtayuo npubopa y4era;
3) CHSITUE KOHTPOJbHbIX NMOKa3aHWi NpMOOpPOB y4eTa;

W) npueM nokasaHuhn npubopoB yyeTa  OT
norpebutens;

K) NpoBepKy, B TOM 4WCINE CHSATWE ToKasaHWu,
npubopa ydyeTa nepen ero AEMOHTAXOM AN PEMOHTa,
MOBEPKM MU 3aMeHbI;

n) pacyeTr obbema nepeaaHHOW SNEKTPUYECKON
3Heprum notpebutenio;

M) KOHTPOJIb MOKa3aTenen KayecTBa 3IeKTPUYECKOmn
SHeprnn B TOYKax MpucoeanHeHna JHepronpuHmmMatrowmnx



YCTaHOBOK n0Tpe6V|Ten9| SJ'IeKTpVILIeCKOVI SHeprmnm K
ONEKTPUYECKUM CETAM ceTeBom opraHmnsauunu;

H) KOHTPOMnb 3HaYeHU COOTHOLUEHMS NoTpebneHus
aKTMBHOW W pEeaKkTMBHOW MOLLHOCTM Ans  OTAEeNbHbIX
3HEepPronpuHUMaroLLmX YCTPOWCTB (rpynn
3HEepronpmHMMatoLLmMX yCTPONCTB) NoTpebutens;

0) npoBedEeHUe KOHTPOSbHbIX, BHEOYEpPEeAHbIX U
MHbIX 3aMepOB NOTOKOpacNpeAeneHns, Harpy3oK 1 ypoBHeN
HanpsbkeHns Ha obbekTax mnoTpebutenda u  obbekTax
3MNEeKTPOCETEBOrO XO3MCTBa CETEBOWN OpraHn3aLuu;

n) nonHoe (4acTUYHOE) OrpaHuyYeHne pexuma
noTpebneHnss  aneKTpuU4eckoW SHeprum B MNopsiake,
yCTaHOBNeHHOM [lpaBunamu MonHoro u (Mnm) YacTU4HOro
OrpaHNYEHNa  pexnma  noTpebneHus  AneKkTpU4ecKon
3Hepruu, YTBEPXOEHHBIMM NnocTaHOBNEHNEM
MpasutensctBa Poccuinckon depepaumm ot 4 maa 2012 r.
N 442 (CobGpaHue 3akoHopaTenbcTBa Poccuickon
Penepaunm, 2012, N 23, cr. 3008; 2013, N 1, c1. 68; N 1,
cT. 45; N 5, ct. 407; N 31, ct. 4226; N 32, c1. 4309), 1
[paBunamy pa3paboTkm U1  NpUMEHEHWs  rpadmkoB
aBapuHoro orpaHvyeHuns pexuma notpebnexns
3MNEeKTPUYECKON 3Heprum (MOLLHOCTU) U  UCMNOMb30BaHWSA
NpoTNBOABAPUNHOWN aBTOMaTUKW, YyTBEPKOEHHbLIMU
npukasom MuHaHepro Poccumn ot 6 uoHa 2013 r. N 290
(3apeructpupoaH MwuHioctom Poccumn 9 aerycta 2013 r.,
permctpauuoHHbin N 29348);

p) cocTaBneHve W npeaocTaBrieHve noTpebuTento
akToB Oe3yvyeTHoro u 6e3g0roBopHOro  noTpebneHus
3MNEKTPUYECKON IHEPTUMK;

c) cocTaBrieHne aKkToB cornacoBaHus
TEXHOIOIMYeCKon 1 (Unn) aBapuiiHon 6poHu;
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T) BblAayy JOKYMEHTOB, NPEAYCMOTPEHHBIX B paMKax
oKasaHus ycryr no nepefave 3MeKTPUYECKOW IHeprun wm
TEXHOMOrMYeckoMy  npucoeaMHeHuto, B TOM  4uchne
KBUTaHLWIA, CHETOB, CHETOB-(hakTyp.

4. B pamkax TexXHOMOrM4yeckoro npucoeanHeHns
ceTeBas opraHmsaumsa npu obcnyxusaHuum noTpebutenen
oKasblBaeT crnefytoLume ycnyru (ocyLiecTBnseT npoLecchl):

a) TexXHoJ1orn4eckoe npucoegnHeHune K
ANEKTPUYECKUM CETAM ceTeBom opraHmnsauunu;

6) TexHornorn4yeckoe npucoeavHeHve K
3MNEeKTPUYECKMM CETAM CETEBOW OpraHvM3aumu nocpeacTsom
nepepacnpefeneHnus MakCMmarnbHON MOLLHOCTU  Mexay
ropuaNYECKUMU nvuamm " VHANBMAYaNbHLIMM
npegnpuHMaTensamMm (B TOM 4ucne OnMocpefoBaHHOE
npucoeavHeHue);

B) TexHornorn4yeckoe npuncoegnHeHune K
ANEeKTpn4eCKnum ceTdam ceTeBou opraHunsauuu no
MHONBMAOYanbHOMY NPOEKTY;

r) BpEMEHHOe TEeXHOMorMyeckoe npucoeanHeHne K
3MEKTPUYECKNM CETSIM CETEBOW OpraHM3aLmu.

5. B pamkax obcnyxuaHus notpebutenen cetesas
opraHM3auusi No  3asiBReHulo  noTpebutens  Takke
OKasbiBaeT creaytoLme ycrnyru (OCyLLecTBMAET NpoLecchl):

a) Bblgayy CMpaBOK W [OKYMEHTOB (MX KOMnui),
NoATBEPXKAAMLWMNX TEXHOMOINMYECKOE MNPUCOEAUHEHME K
CeTdAM  CeTeBOM  OpraHusaumm (akT  pasrpaHuveHus
6anaHcoBOV MPUHAANEXHOCTU JMEKTPUYECKUX CeTen, aKT
pasrpaHuyeHuss  JKCMnyaTauMOHHOM  OTBETCTBEHHOCTU
CTOPOH, akT 00 OCyLeCTBMEHUN TEXHOMNOrNYeCcKoro



NpuUcoeanHEHN N akT COrfacoBaHUs TEXHOMOTMYECKON u
(vnn) aBapwuiiHoON 6poHN);

6) BOCCTaHOBIEeHNe paHee BblOaHHbIX JOKYMEHTOB O
TexHonornyeckom npuncoegnHeHnmn nnéo Bblda4vyy HOBbIX
OOKYMEHTOB O TEeXHONOrm4eckom npucoeanHeHnn npu
HEBO3MOXXHOCTU BOCCTaHOBJ1EHUA paHee BblAa@HHbIX
TeXHUYEeCKnUX yCJ'IOBI/II7I;

B) YCTaHOBKY, 3aMeHy U1 (unu) 3Kcnnyartauuio
npubopoB yyeTa.

6. OO6cnyxuBaHve noTpebuTenen B  pamkax
OoKasaHus ycrnyr no nepegayve 3reKTPUYECKOW 3Heprum
OCYLLECTBMAETCA Ha OCHOBaHWM obpalueHusi notpebutens
B CeTeBYylD OpraHusauuio, ecnu 3aKoHOAATENbCTBOM
Poccwiickon denepaunmn He npegycMOTpeHo
OCyLLeCTBIeHMe npoLecca No MHMumuaTMee Apyrux nu.

7. Mpun obcnyxnBaHum notpebutenen
(ocywiecTBneHun  OoTAEnbHbLIX  NPOLECCOB)  ceTeBas
opraHusaums He pformkHa TpebosaTb OT noTpebutens
npefocTaBneHnss OOKYMEHTOB, a Takke OCYLLEeCTBMEHWs
notpebutenem Aencteumn, He npeayCcMOTPEHHbIX
3aKkoHogaTenbcTBOoM Poccuinckon ®enepauuu.

8. CeteBas opraHusauus packpbiBaeT B
cooTBeTCcTBMM co CTaHaapTamy packpbiTUst MHdOpMaLmm
cybGbekTamMmm ONTOBOMO N PO3HUYHBIX PbIHKOB 3J1EKTPUYECKOW
aHeprum, YyTBEPXOEHHbLIMU NocTaHOBMNEHNEM
MpaButensctBa Poccuickon ®Pepepauumn ot 21 sHBaps
2004 r. N 24 (CobpaHue 3akoHopaTenbcTBa Poccuiickomn
depepaunn, 2004, N 4, cT. 282; 2005, N 7, c1. 560; 2009, N
17, cT. 2088; 2010, N 33, cT. 4431; 2011, N 45, cT. 6404;
2012, N 4, ct. 505; N 23, cT. 3008; 2013, N 27, c1. 3602; N
31, c1. 4216; N 36, cT. 4586; N 50, cT. 6598; 2014, N 8, cT.
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815; N 9, ct. 907, 919; N 19, ct. 2416; N 25, cT. 3311)

(nanee - CrvaHpapTbl  packpbliTs  MHdopmaumu),
creayoLLyo nHopMaLmIo o] nacrnopTrax ycnyr
(npoueccos):

(B peq. Opukaza MuHaHepro Poccum ot 06.04.2015 N 217)
Kpyr 3asiBuTenen;

pa3Mep nnatbl 3a okaszaHue ycrnyru (OCyLLeCTBREHNS
npouecca) 1 OCHOBaHWs ee B3VMaHus;

YyCNoBUsi  OKasaHus  ycnyru  (OCyLLeCTBIEHMS
npouecca);

pesynbTaT  OKas3aHWsi  ycnyrn  (OCyLLECTBMNEHUS
npouecca);

obwunin  cpok oOkasaHusa ycnyru (OCyLLeCTBEeHUs
npouecca);

COoCTaB W 3Tanbl OKa3aHus ycrnyru (OCyLLeCTBNEHUs
npouecca), BKIioYasi CBeAEHUst O cofepXaHum u (unwm)
yCrnoBusx atana, gopma okasaHus ycryru (OCcyLLeCcTBNeHNs
npouecca).

MacnopT ycnyrm (mpouecca) COCTaBnsieTcss B
OTHOLUEHNM Kaxadon ycnyrn (npouecca), OKasblBaeMOon
CeTEBOW OpraHusauuen, no pekomeHgyemomy obpasuy
cormacHo npunoxeHmto N 1k HacToswum EfuHbIM
cTaHZapTaMm.

MacnopTa ycnyr (npoueccoB) CETEBOW OpraHu3auum
nybnukyloTCA CEeTEeBON OpraHusauuen B COOTBETCTBYHOLLEM
pasgerne Ha oduuManbHOM caviTe CETEeBON opraHusauuv B
MHOPMaLMOHHO-TENEKOMMYHMKALMOHHOW ceTn WHTepHeT
(nanee - ceTb MVHTepHeT), a Takke pasmellalTca Ha
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MHOPMALMOHHbLIX ~ CTeHOgaxX B odmcax  CeTeBon

opraHusaumu, npeaHasHaYyeHHbIX ans npvema
notpebuTenei No BonNpocam okasaHus yCrnyr no nepegade
3neKTpUYecKoii 3Hepruuy, TEXHOMOrUYECKOMY

NpUCOEAMHEHNIO U WHBIM  BOMPOCaM, CBA3aHHbIM C
DeATenbHOCTbI0O CEeTEeBON oOpraHusaumm (ganee - odwc
obcnyxuBaHusa notpeburtenen).

9. lpv BHECEHWM U3MEHEHWN B HOpPMaTUBHbIE
npaBoBble aKTbl, PErynupylolmne nopsagok okasaHusa ycryr
no nepegade 3NEKTPUHECKON IHEPrMN N TEXHONOTMYECKOMY
NpUCOeaMHEHNIO, NAcMnopT yCnyrn (npouecca) npuBoauTCS
CeTeBOW oOpraHu3auvenn B COOTBETCTBME YKa3aHHbIM
M3MEHEHMAM B TeyeHne pfecatn paboumx AHenm nocne
BCTYMINEHNSA B CUMY YKa3aHHbIX U3MEHEHWI.

10. CeTeBas opraHusauuMsa He pexe OL4HOro pasa B
rog obecneunBaeT npoBedeHVWe ONpocoB noTpebutenen c
LUenblo BbISBNEHNS MHeHus noTpebuTenenn o kayecTtse
obcnyxuaHusa. ExerogHble otyeTbl 06 uTOrax M3yveHus
MHeHus noTpebutenen o KayecTBe  OOCNYXWBaHWA
nybnukytotca  Ha  oduuManbHOM  caWTe  CeTeBOM
opraHusauum B cetn MHTepHeT He nosgHee 1 mapTa roaa,
crnepylowero 3a rogoMm, B KOTOPOM  NPOBOAMIUCH
COOTBETCTBYHOLLME OMPOCHI.

CeTeBas opraHvsaumss B COOTBETCTBMM  CO
CraHgapTamu packpbiTus  uHGopMaumm obecnedvBaeT
packpblTe UWHopMauum O KadecTBe OOCMYXMBaAHUS
notpebutenen  ycnyr  ceTeBoWw opraHusauum 3a
npeawecTBYyOWUn rog cornacHo npunoxeHnto N 7 K
HacTosawmum EguHbIM cTaHgapTam Ha oduumanbHOM cante
CeTeBOW OpraHu3auum unuM Ha MHOM oduunanbHOM canTe B
cetm  WHTtepHeT, onpegensemMom  [1paBUTENbCTBOM
Poccunckon ®epepaumm.

(ab3au BBepgeH [lpukasom MwHaHepro Poccum ot
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06.04.2015 N 217)

<*> B cootBeTcTBMM ¢ nOyHkToM 11(6) CtaHgapToB
packpblTust  MHpopMauum  cybbekTamm  ONTOBOTO U
PO3HMYHOIO pbIHKOB ANeKTpU4ecKom 3Heprum,
YTBEPXOEHHbIX NnocTaHOBMNEHNEM MpaButenbcTBa
Poccuiickon ®epgepauun ot 21 auBaps 2004 r. N 24,
(cHocka BBepeHa [lpukaszom MwuHaHepro Poccun o1
06.04.2015 N 217)

KoHcynbTaHnTlNtoC: npumeyaHue.
nasa |l Bctynaet B cuny ¢ 17 despans 2015
roga.

II. OpraHmnsaums 04HOro 06CnyXnBaHMs

11. MNonoxeHus HacTosWwen rnaebl 00 opraHn3aumm
LeHTpanbHbIX ocurcoB obcnyxuBaHnsa notpebutenen u
opraHusauum obcnyxuBaHus B Takux oducax
pacnpoCTpaHaAlTCs Ha  TeppuTopuarnbHble  CeTeBble
opraHusauum.

12. O6cnyxuBaHne noTpebuTener nocpeacTBoMm
JINYHOTO KOHTaKTa paboTHMKaA CETEeBOM OpraHusaumm ¢
notpebutenem (oanee - o4yHoe  obcnyXuBaHue)
ocyllecTBnsieTcst B odmcax obecnyxusaHmsa notpebutenen,
a Takke B crnyyasix, NpeayCMOTPEHHbIX 3aKOHOAATENTbCTBOM
Poccuiickonn depgepaummn, c Bble3goM K noTpebutento
paboTHMKa CeTeBO opraHM3aunm.

13. Odoucel obcnyxuBaHus notpebutenen
noapasfensoTcs Ha LeHTPbl 06cnyxnBaHus notpeburtenen
(Banee - ueHTpbl 06CnyXMBaHWUA NoTpebuTenen) n NyHKTb
obcnyxuBaHus  noTpebutenen,  OpraHU3oBaHHble B
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060co0neHHbIX Mnoapas3feneHnsix CeTeBOW OpraHusaumm
(oanee - nyHKTBI 06CNYyXMBaHWA NoTpebutenen).

Odmcbl  obecnyxuBaHua  noTpebutenent  OOMKHbI
obecneuvBaTb  OpraHu3auuMld  O4HOro  obcnyxuBaHUs
notpebutenen, WCKITHOYaIoLLLEro HeobxoanmocTb
B3aUMOAENCTBUS notpebutens c WHBIMA
noapasgeneHvsaMyn  CeTeBOW  opraHu3auumn  (NpyHLMN
"ogHOro okHa").

14. CeteBaa opraHusauus pasmellaetr oduchl
obcnyxuBaHusi noTpebutenen Ha TeppuTopusix cybbeKToB
Poccuickon degepaunn, B rpaHuuax KOTOPbIX
pacrnonoxeHbl OOBLEKTbI  3MNEKTPOCETEBOrO0  XO3sNCTBa
ceTeBow opraHusauum (nanee - Tepputopus
3KCNyaTaunoHHON OTBETCTBEHHOCTH).

15. CeTeBas opraHusauus pasmellaeT He MeHee
OOHOrO LeHTpa obcnyxuBaHua noTpebutenen ycnyr B
MyHULMNanbHbIX 06pa3oBaHnsX (MyHULMNAnbHbIX panoHax,
ropoACKMX OKpyrax) YMCREHHOCTbIO HacerneHus He meHee
ABYXCOT ThbICAY YernoBeK U B agMUHWUCTPaTMBHBIX LieHTpax
cybbektoB Poccuiickorn ®depgepauumn B cnydae, ecnu
KOnunyecTBo noTpebuTenen ycnyr ceTeBoW oOpraHusaumm,
3HepronpuHMmatoLmne yCTpONCTBa KOTOPbIX
HEMoCPeACTBEHHO MPUCOeAUHEHbl K CEeTAM  CeTeBOM
opraHusaumm, B TakMx MyHMUMNanbHbiXx 0BOpasoBaHUsiX
(MyHMUMManbHbIX — paloHax, TFOPOACKMX  OKpyrax) W
aAMVHUCTPATMBHBIX  LEHTpax cybbektoB Poccuiickon
defepaumm CoCTaBnssieT He MeHee NATMAECATU ThicaY
YyernoBek. B wMHBIX cnyyasx ceTeBas oOpraHv3aums
pasmeLLaeT NyHKTbl 06CcnyxmBaHusa notTpebutenen.

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

CeTeBas opraHmsauus obecneunBaeT
obcnyxuBaHue notpebutenen c cobnogeHnem
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TpeboBaHWA K opraHu3auum OodUCOB  OOCMYXMBaHWSA
notpebutenemn, nNpeaycMOTPEHHbIX npunoxeHnem N 2 K
HacToswum EguHelm cTaHgapTam.

16. CeteBas opraHusauus obecneuymBaeT O4HOE
obcnyxuaHue notpebutenei:

B LeHTpax obcnyxuBaHus notpebutenen ceteBon
opraHusauum He MeHee 45 yacoB B Hefento;

B NyHKTax obGcnyxuBaHus notpebutenen ceteBon
opraHusauum He MeHee 25 4yacoB B Hefento.

17. OyHoe obcnyxuBaHue notpebutenen B ogucax
obcnyxuBaHusi notpebuTene BegeTcs B NOPSAKE XUBOW
ovyepean C WUCMOMb30BAHWEM CUCTEMbl  3NIEKTPOHHOIO
ynpaBneHnsa odepeabio (Npy HanMyMm Takow CUCTEMBI) U MO
npegsaputensHoW  3anuc  no  TenedoHy UM Ha
odmumanbHOM canTe CeTEBOM OpraHusauum.

18.  Ob6cnyxuBaHue  noTpebuTenerr  OOMKHO
ocywlecTBnaTbcss B nobom  oduce  obcryxuBaHUs
notpebutenen BHe 3aBMCMMOCTM OT MECTa PacroNOXeHUs!
3HEpPronpuHMMarLWmnx  YCTPOMCTB notpebutens Ha
TEPPUTOPUM IKCMNyaTaLMOHHON OTBETCTBEHHOCTU CETEBOMN
opraHusauun.

19. CeTeBasi opraHusaumsi npu OCYLLECTBIEHUN
O4yHoro obcnyxuBaHus  notpebutenerr B odmcax
obcnyxuBaHusi noTpebutenen obecneunBaeT coBepLUeHNe
OEeNcTBMN NOo nepedHo cornacHo npunoxeHunto N 3 K
HacToAwmnm EanHbIM cTaHgapTam.

20. O6wee Bpemsi oxugaHuss noTpebutens B
oyepean wun obcnyxuBaHus noTpebutens paboTHUKOM
ochuca obecnyxmeaHua noTpebuTenent JOMKHO COCTaBNATh



He ©Oonee 30 MuHyT. PaboTHukM oduca obcnyxmBaHus
notpebutenenn 00a3aHbl HOCUTb JIMYHbIE HarpygHble
NAeHTUDUKALNOHHBbIE KapTO4KM c ykasaHuem
HaMMeHOBaHNA CeTEBON OpraHv3auun, OOIMKHOCTU, UMEHM,
oT4yecTBa 1 pamunun paboTHuMKa.

21. PaboTHMK ceTeBOW opraHusauum, npubbIBLUNA K
notpebuTento AN OCyLLEeCTBIEHUS O4YHOro 06CnyXnBaHus,
coobuaeT notpebuTtento ceou amununio, UMs, OTYECTBO,
[OIMKHOCTb, HAMMEHOBAHWE CETEBOW OpraHv3aunm, a Takke
npuyvHy 1 uenb nNpubeitns. Mo TpeboBaHmio notpebuTens
paboTHMK OOMKeH npeaocTaBnTb cnyxxebHoe
yaocTtoBepeHvue nnbo MHOM JOKYMEHT, NMOATBEPXKAaroLwmi
nonHomouns pabotHuka. lNMpu obpaweHun notpebutens k
paboTHMKY CeTeBOW opraHusauuM Nno BOMpocaMm OKas3aHus
ycnyr no nepegade  OMEKTPUYECKOW  3Heprum U
TEXHOMOIMYECKOro MPUCOEOUHEHNS, HO He CBSA3aHHbIM C
NPUYMHOM W Uenblo NpubbITUSA, NPUOLIBLUMA  PabOTHUK
cooblaeT noTpebuTento  KOHTaKTHyl  MHAOPMaLuio
CeTeBOW OpraHusauun, pasbsaCHAET, Kyda M B KaKoOM
nopsigke emy crnegyet obpaTutbes.

22. [ata n Bpems Bble3ga pabOTHMKA CeTEBON
opraHusaumm K  MNOTPebuTeno  COornacoBbIBAlOTCA  C
notpebutenem. [lpu HeobxogumocTn pfata M BpeMms
npubbITUS  MOTYT  KOPPEKTUPOBAaTbCA  KaKk  CeTeBOW
opraHusauuen, Tak 1M notpebutenem, npu 3TOM ceTeBas
opraHusauusi:

a) yBedomnsieT noTpebutens o gate U BpeMeHu
3annaHNpoBaHHOrO NPUBLITMA paGoTHUKA He Mo3gHee Yem
3a 5 pabouunx gHen 0O AaTbl NIIAHUPYEMOro NpubbITUS, a B
crlyyae CpOYHbIX BbIE3LOB - HEMNOCPeACTBEHHO Mepep,
Bble3J0M;

6) B crniyyae nameHeHusi BpeMeHun coobLiaeT 06 aTom



He nosgHee 4Y4eM 3a 2 Yaca [0 paHee COrnacoBaHHOro
BpemeHun npubbiTns paboTHuka.

B cnyvae HeobxoauMocTH nuksmaaumm
TEXHOOMMYECKMX HapyLleHui, yrpoXxaroLmx
paboTocnocobHOCTM 06opyaoBaHNUa unvM npegoTBpaLleHus
(nvkBMpgauMM  nocneacTBMA) - HECYacTHbIX  Crydvaes,
npubbiTve Kk  noTpebutermto  paboTHuKa  ceTeBOM
opraHu3aumm MOXeT He COrfiacoBbIBaTbCS.

KoHcynbTanTlNtoc: npumeyaHme.
maea Ill Bctynaet B cuny ¢ 17 despana 2015
roga.

[ll. OpraHu3aums 3ao4Horo obcnyxuBaHus (c
Mcnonb3oBaHMeM
TenedoHHON cBA3N N ceTn MIHTepHeT)

23. CeTeBas opraHmsauus obecneumBaeT
obcnyxuBaHve  noTpebuteneir  C  UCMOMb30BaHWEM
TenedoHHON CBS3M, MOYTOBOM CBA3M U ceTn WHTepHeT
(nanee - 3ao4Hoe obcnyxrBaHue).

24. CeTeBas opraHusauusi obecneumBaeT npuem u
obpaboTky TenedoHHbIX obpaleHuii noTpebutenen no
BOMpocam:

a) OCYLLECTBMNEHNS TEXHOMOMMYECKoro
npucoeanHeHus;

0) okasaHusa ycnyr no nepepadve SnNeKTPUYECKON
aHepruu;

B) OpraHu3aumm yyeTa SMeKkTpuyYecKon aHeprum;



r) opraHusauum obcnyxuBaHusi noTpebuTenen,
NpeaoCcTaBneHNst  KOHTAKTHOM  MHdopMaumMm  0ucoB
obcnyxuBaHusi noTpebuTenen, 3anucy Ha OYHbIA Npuem, a
Takke Nnonb30BaHus MHTEPaKTUBHbLIMM cepBucamm
ouumManbHOro Ccamta CeTeBOM OpraHusauMm B CeTu
UHTepHeT;

[) HecoOTBETCTBMSI  KayecTBa  3NEKTPUYECKOM
3Hepruu TEXHUYECKUM pernameHTam " NHbIM
obszaTenbHbIM TpeboBaHMAM;

€) nepepbiBOB B Nnepefaye aNeKkTpu4eckon aHeprum,
NpekpalleHnss WM  OrpaHUYeHUs pexuma nepejayu
3MNEeKTPUYECKON 3IHEPTUN.

25. [Ons 3ao4Horo obGcnyxuBaHusa noTpebutenen
ceTeBas  opraHu3aumsa  obecneymBaeT  BO3MOXHOCTb
BbINOMHEHUS AENCTBUIA NO MEPEYHIO COrMacHO MPUINOXEHWIO
N 4 k HacToAwmMM EanHbiM cTaHgapTam.

26. 3aouvHoe o6cnyxuBaHue noTpebutenenn c
ncrnonb3oBaHMeM TenedOHHOW CBSA3W NO  BOMpocam,
yKkasaHHbIM B noAnyHkTax "a" - "r" nyHkta 24 HacTosLwwmx
EaunHbIX cTaHOapToB, ceTeBas opraHnsaums ocyLlecTsnset
Yepe3 LUeHTpbl 06paboTkn TenedoHHbIX BbLI3OBOB B
pabouyee BpemsaA OMUCOB oO6CNyxMBaHUA noTpedbuTenen.
Homepa ueHTpoB 006paboTkn TenedoHHbIX BbI3OBOB
CeTeBOW  opraHuM3auumM Mo  ykasaHHblIM  BOMpocam
pasmeLwiaroTca  Ha  odmumanbHOM  caniTe  CeTeBOW
opraHusaummn B cetn VNHTepHeT 1 B odmcax obcnyxuBaHus
notpebutenen.

27. O6bcnyxuBaHne noTpebuTenein no Bonpocam,
yKasaHHbIM B noanyHkTax "g" v "e" nyHkta 24 HacToswwmx
EOuWHbBIX CTaHAapTOB, OCYLLECTBIISIETCSA B PEXMME ropsyven

nMHUKM  (ganee - ropsyas NMHUS MO Bomnpocam



3NeKTPOCHaBXeHMUS1) KPYTMOCYTOUHO.

TenedOoHHbIN HOMEpP ropsYen NUHMK No BOMpocam
3MeKTpoCcHabXeHns SBnseTcs eauHblM 1 BecnnaTHeIM As
notpebutenen Ha  TeppuTopUM  3KCMryaTauVMoHHON
OTBETCTBEHHOCTM CeTEeBOW opraHusaumu. He pgonyckaetcs
ncnosnb3oBaHne B kayecTBe TeneoHHOro Homepa ropsyen
NVHUM MO  BOMpOCaM 3reKTpocHabxeHnss TenedOHHbIX
HOMEPOB OMepaTUBHOIO NepcoHarna ceTeBon opraHM3aumu.

TenedOHHbIN HOMEpP ropsYen NUHMK No BOMpocam
3NeKTpoCcHabXeHNs1 CeTeBOW oOpraHv3auuM [OBOAUTCA [0
notpebuTenen, aHepronpyHMMaloLLMe YCTPONCTBa KOTOPbIX
HEenocpeaCcTBEHHO npucoeavHeHbI K obbekTam
3MNeKTPOCETEBOrO XO3ANCTBA CETEBOW OpraHusauuv, B TOM
yucne nytem ero BKIHOYEHNS B [0rosopel
3HeprocHabeHusi, pasmeLLeHnss Ha oduumanbLHOM cante
ceTeBOW oOpraHmsaumm B cetn WHTepHeT u B odumcax
obcnyxuBaHusa noTpebutenen.

28. CeteBas opraHusauus npu OCYLLECTBEHUU
3a04HOro obcnyxmBaHus noTpebuTenel ¢ NCNONbL30BaHNEM
TenedOHHOW CBA3N obecneyvmBaeT:

Hanuume GecnnaTHbIX TenedgOoHHbIX KaHanoB CBSA3M
Mexay CETEeBOM opraHusaumen n notpeburenamu;

npuem n obpaboTky BCeX BXOAALWMX TenedOHHbIX
BbI3OBOB MOTpeOuTENen B CeTeByl opraHusauuto. Bpems
oxupaHusi notpebutenem oTBeTa no TenedoHy CceTeBOW
opraHMsauMm C MOMEHTa COoefuHeHuss (B  criyyae
obcnyxuBaHus notpebutenen ¢ UCNONbL30BAHNEM CUCTEMDI
MHTEPaKTMBHOIO TOMOCOBOMO MEHI0 - C MOMeEHTa Bblbopa
notpebutenem karteropuv "coeauMHeHUs C PpabOTHUKOM
opraHusauumn" B CUCTEME WHTEPAKTMBHOIO rOMOCOBOrO
MEHI0) OO0 MOMeHTa oOTBeTa paboTHUKa ceTeBOW



OopraHusauMM He [OIDKHO MpeBbiwaTb 5 MuHYT. Bpewms
0bpaboTku Bbi3oBa (TeNedOHHOro pasrosopa noTpeburens
C pabOTHMKOM) He JOMKHO MpeBbIaTh 5 MUHYT;

OCYLLECTBMEHNE WCXOAAWMX TenedOHHbIX BbI30OBOB
Ans uHgopMMpoBaHWs noTpedbutenen n nNpeaocTaBneHns
nHdopmauum no obpaiyeHnsm noTpedbutenen;

BeJeHve ayamo3anmcu Bcex BXOOALWMX U NUCXOOALLMX
pasroBopoB C noTpebutenem, o0 4YeM MOTpPebUTenb
yBEeOOMIISIETCA B Ha4ane pas3roBopa ¢ paboTHMKOM ceTeBow
opraHunsauunu;

OOCTYNMHOCTb U HaAeXHOCTb paboTbl TenegOoHHbIX
KaHarnos cBA3K;

perucTpaumio  BXOASALIMX M UCXOASILUMX Bbl30BOB
COrnacHo NyHKTy 42 HacToawmx EQnHbIX cTaHaapToB.

29. CeTeBas opraHuM3auus OCYLLECTBMSET 3a04HOe
obcnyxuBaHue notpebutenen ¢ UCNOMb30OBaHMEM CBOEro
ochuumanbHoro camta B ceTu VHTepHeT, copepxallero
MHdOpMaLMIo O [eATEeNbHOCTM CeTEeBOM  OpraHu3aumm
(nanee - odmymaneHbIN canT).

30. B cnyyae BO3HMKHOBEHWsi nepeboeB B paboTte
ochuumanbHOro cavTa, BreKyLMX HEBO3MOXHOCTb AOCTyna
K copepxallencs Ha HeM wuHdopmauum (cepsucam),
ceTeBas opraHu3auuss B Te4vyeHMe 2 4acoB C MOMeEeHTa
BO306HOBNEHMsT JocTyna K  oduumanbHOMYy  canTy
pasmellaeT Ha HeMm UWHOpPMaUMO O MpuyMHe, fate u
BpEMEHM MpeKkpaweHns [ocTyna, a Takke O JdaTte u
BpeMeHn BO306HOBNEHNS AOCTyNa K odmumansHOMy CanTy.

MoTpebutenn  OOSMKHbI UMEeTb BO3MOXHOCTb
O3HaKoMMeHnss ¢ uHdopmauven, pasmelleHHoW Ha



ocuumansHom cawite, c UCMosb30BaHNEM
pacnpocTpaHeHHbix Beb-obo3peBatenen. [pu 3ToM He
JOJDKHa npedycMaTpmBaTbCA YCTaHOBKA Ha KOMIMbIOTEPbI
noTpebuTenei crneumanbHO CO34aHHbIX AN NpocMoTpa
0(*)I/IU,I/IaJ'IbeIX canTtoB nporpamMMHbIX N TeXHONOrn4yecknx
cpencTs.

CyMmapHas AnUMTENbHOCTb NepepbiBOB B paboTte
oduumManbHOro cawta He AOorkHa npesbllwaTtb 4 4YacoB B
MecsiLl.

31. UHdopmaums, pasmelaemasa Ha oduLmansHOM
canTe, 4OMKHa ObITb:

[OOCTynHa Ans aBTomatnyeckon obpaboTku;

KPYrMOCYyTOMHO  AOCTynHa  noTtpebutenam  6es
MCMosb30BaHMs NporpammHoro obecneveHusi, yCTaHOBKa
KOTOPOro Ha TexHu4yeckue cpefctsa notpebutens Tpebyet
3aKIOYEHNS NIULIEH3VOHHOMO WU MHOFO COrnalleHusl ¢
npaBoobnagarenem nporpaMmmMHoro obecneyeHus,
npeaycmaTpuBaioLLero B3uMaHue ¢ noTpebutens nnarbl;

OOCTYyMnHa 6e3 BaumMaHus Nnathbl.

32. Hasurauus odmumanbHOro canTta [AOMKHa
COOTBETCTBOBaTHL cneAylownm TpGﬁOBaHVIFlMZ

BCA pasMelleHHas Ha odwuuymanbHOM  caunTe
MHdOpMauuss JomkHa OblTb AocTynHa noTpebuTensm
nyTeM nocrnefoBaTenbHOro nepexoga Mo TrMNEPCChIKam
HauMHas C T[MaBHOM CTpaHuubl oduMunanbHOro canTta.
KonnyectBo  Takux  nepexonos no KpaTyanien
nocrenoBaTenbHOCTM AOMKHO ObITh HEe bonee nNATY;

noTpebuTentio JosmkHa NpeaoCcTaBNsaTLCS HarnsgHas



MHpopMauua o CTpykType odwmumaneHoro camta M o
MECTOHaxoXaeHun oTobpaxaemMon CTpaHuubl B 3TON

CTPYKTYypeE;

Ha KaXXgow CTpaHuue ouumanbHOro canta AOMKHbI
ObiTb pasMeLLEeHbl: MaBHOE MEHI, CChIIka Ha [MaBHYH
CTpaHuLy, CCbinika Ha KapTy oduumManbHOro canTa;

3arofoBKM M MOAMUCKM Ha CTpaHMLaxX [OOSIKHbI
onucbiBaTb codepaHue (HasHayeHue) Takoi CTpaHuubl,
HavMeHOBaHMe Tekyllero pasgena u otobpaxaemoro
[AOKYMEHTa;

HaMMEHOBaHMe  CTpaHuubl, OMucbiBawlliee ee
cogepxaHue (HasHayeHue), [OOMKHO oOTobpaxaTeCa B
3arofioBke okHa Beb-obo3peBaTens;

TEeKCTOBbIV afpec B ceTn VIHTepHeT (yHmBepcarnbHbIn
ykaszaTenb pecypca, URL) kaxgon cTpaHuubl [OJDKEH
oTobpaxaTb ee MONoXeHne B NIOrMYecKon CTPYKType canTta
M COOTBETCTBOBATb €€ coAepXaHuto (HasHaveHuo), a
TaKKe B TEKCTOBOM agpece [OIMKHbl ObiTb MCNOMb30BaHbI
CTaHAapTHbIE NpaBuna TpaHcnMTepaumy;

Ha rnaBHOW cCTpaHuue odmumanbHoro camta M B

oTAenbsHOM pasgene (ganee -  NWYHBIA - KabuHeT
notpebutens) pasmeliaeTcs HOMep ropsyerd NUHUKM Mo
BOMpocam 3MeKTpoCcHabXeHus, rMnepccbinka Ha

MHpopMauuio, NPeayCMOTPEHHYI0 ab3auemM ognHHaguaTbiM
M ABeHaguatblM  nyHkTa 33  Hactoawwux  EgmHbIx
CcTaHOapToB, a Takke CCbINKN-6aHHepbI Ha
MHOPMAaLMOHHbIE  UHTEPaKTMBHbIE CEPBUCLI  CETEBOM
opraHusauum.

33. B uenax obecneyeHuss onepaTUBHOro JOCTyna
notpebutenei Kk nHdopmaumnm o6 okasblBaeMbIX yCryrax u



obcnyxmBaHUM CeTEeBOW OpraHM3auuum B [NABHOM MEHH0
oduumManbHOro camta CeTeBOW OpraHu3auumn BblaensieTcs
pasgen "lMoTpebutenam". B  ykasaHHom  pasgene
pasmeliaetca  uHdOpMauMs B COOTBETCTBMM  CO
cTaHgapTaMu  packpblTua  MHopmauun  cybbektamm
ONTOBOIO U PO3HUYHBIX PLIHKOB 3MEKTPUYECKOW 3HEepriun, a
TaKKe crnegyrowmne ceegeHus:

MOYTOBLIV aApec CEeTeBON OpraHusauuu, agpeca u
rpacdmk paboTbl oducoB oOCRyxMBaHWA noTpebuTenen,
HoMepa TenegoHOB, MO KOTOPbIM  OCYLUECTBRSIETCS
obcnyxuBaHue notpebutenen, agpec oduuManbHOro
canTa ceTeBOW opraHmsauuu;

nopsidoK rMogayM W paccMoTpeHusi obpalleHui
noTpeGuTenen, coaepxalimx xanoby Ha AelcTBUA ceTeBoM
opraHusauuMM, C YyKazaHWEeM CPOKOB  pPacCMOTPEHUs
obpalLeHunii 1 NpegocTaBneHNs OTBETA;

nopsiiok M CPOKM  3akrodeHuss poroopa 06
oKasaHun ycnyr no nepegade IneKkTpUYECKonW SHepruu,
npesycMOTpPEHHbIE 3aKOHOaTEeNbCTBOM Poccuiickoi
depepauny;

MOpsSiAOK MoJauu 3asiBKM  Ha  TeXHonormyeckoe
npucoeavHeHne, OCHOBHbIE 3Tamnbl €€ PaCCMOTPEHUSI U UX
CpOKM, CBELIEHUS, KOTOpPblE JOIKHbI COAEPXKATLCS B 3asiBKE
Ha TexHomnornyeckoe npucoeauHexue, n TpebGoBaHUsSI K
npunaraemblM K Hel [OOKyMeHTaMm, (hopMbl 3asiBOK Ans
3anonHeHuns notpeburenewm;

nopaanok BbIMNOJIHEHUA TEeXHOoJ1orn4eckoro
npuncoegnHeHunsa, atanbl TEXHONOrM4YeCckoro npucoegnHeHus
N NX CPOKWU;

nopAanoK pacdeta nnartbl 3a TexHornorm4yeckoe
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npucoeavHeHne AnA BCex rpynn noTpebutenen, Konuu
pelleHuin opraHa WCMONHWUTENbHOM BRacTn cybbekTa
Poccuiickon ®epepaumm B 06nact rocyaapCTBEHHOrO
perynupoBaHus LeH (Tapndos) 06 ycTaHOBNEHWUM nnaThl 3a
TEXHOMOornyeckoe npucoeavHeHue B OTHOLLEHWM
TeppuUTOpUanbHbIX CETEBbIX OpraHM3auuin, a Takke Konus
peleHns cdedepanbHOro opraHa UCMOMHUTENbBHOW BRactu
B obractm rocygapCTBEHHOrO  perynupoBaHus  LeH
(TapndoB) No yCTaHOBMEHWIO NNaTbl 3@ TEXHONOrMYecKoe
npucoeavHeHne B OTHOWEHWW  OpraHusaumMn Mo
YyNpaBneHnio eavHOM HauuoHanbHOW (0OLEepOCCUiCKon)
3MNEeKTpUYEeCcKoW CeTbio, MOPSAOK onnaTbl Mo AoroBopy o6
OCYLLECTBIIEHNN  TEXHOSOrMYECKoro MpUCOeduHEHNs K
3MNEeKTPUYECKMM CeTaAM, OCODEHHOCTM BHeceHus nnaThbl
oTAenbHbIMM rpynnaMmu notpebutenei, nNpegycMoTpeHHbIe
3aKkoHogaTenbcTBoM Poccuickon ®enepauuu;

nopsiJoK pacyeTa nnaTbl 3a OKasaHue ycnyr mno
nepegaye SMeKTPUYECKOW SHepru Ans  Bcex rpynn
notpebutenemn, KONMM peLieHn OopraHa WCMOSNTHUTENbHOM
Bnactm cybbekta Poccunckon ®Pegepauum B obnactu
rocyfapCTBEHHOro perynuposaHust LUeH (Tapudos) 06
yCTaHoBneHun TapudoB Ha Yycnyrm no nepepade
3MNEKTPUYECKOW SHEPrMn B OTHOLUEHWM TeppUTOpUanbHbIX
CeTeBbIX OpraHMsauuii, a TawkKe KOMUM  peLueHun
denepanbHOro opraHa UCMOSHUTENBHON BnacTn B obnactu
rocyfapCTBEHHOro perynupoBaHusi UeH (TapudoB) 006
yCTaHOBNeHnM TapudoB Ha ycryrm Mo nepefdade
3MNEeKTPUYECKON 3JHEeprum B OTHOLUEHUWM OpraHusauum no
yNpaBreHnlo eauHOW  HauMoHanbHOW  (OOLLIEepPOCCUACKON)
3MEeKTPUYECKon CeTbilo, MOpPSAOK onnaTbl Mo [orosopy 06
oKasaHuK ycnyr no nepegave anekTpu4eckon SHepruu;

MOPSIAOK OCYLUECTBMEHUS KOMMEpPYECKOro y4yeTa
CeTeBbIMM OpraHvM3auusimm, B TOM 4ucne TpeboBaHus K
MecTaM yCTaHOBKM NpUBOPOB y4yeTa, CXeMbl NMOOKIOYEHNS



N METPONornyeckne xapakTepucTukm npnbopos yyeta 6e3
yKa3aHusi TOBapHbIX 3HAaKOB, 3HAKOB OOCNyXmBaHus,
PUPMEHHbBIX HauMeHOBaHWUN, NaTeHToB, NonesHbIX
Mogenewn, NPOMbILLNIEHHbIX 00pa3LoB, HAUMEHOBaHUA MeCT
npovcxoxaeHms npubopoB ydeta WM  HaUMEHOBaHWM
npoussoauTenen npubopos y4eTa;

HavMeHOBaHWe NpMBopoB y4eTa, YCTaHOBKY KOTOPbIX
OCYLLUECTBMNSIET CeTeBas OpraHusauusi, WX CTOMMOCTb U
CTOMMOCTb PaboT MO UX YCTAaHOBKE;

MPUYMHBI N CPOKU MNIaHOBbLIX NMEPEPLIBOB B Nepeave
3MEKTPUYECKOW 3HEPrnv, NPEeKpaLLeHUs UM orpaHuyYeHus
pexvma nepefadu 3MNeKTPUYECKOW 3Hepruu, B TOM 4ucne
npeagaputenbHas MH@OPMaUMa O CpoKax OrpaHu4eHus
pexuma noTpebneHns aneKkTpu4eckon aHeprnm (MOLLHOCTH)
notpebutenen B CBA3M C NPOBEAEHNEM PEMOHTHbIX paboT
Ha obObeKkTax 3NeKTpoCeTeBOro  XO3fWCTBA  CETEBOW
opraHu3auum, BKITIOYEHHbIX B rOA0BOM (MecsAYHbIN) rpaduk
pPEeMOHTa;

pacyeTHble fgata U BpeMs  BOCCTAHOBMEHWS
3MEeKTPOCHabXeHMs1 B Cry4ae BBeAEHWsI BHEerMaHOBOro
OTPaHUYEHUs  pexuma  MNoTpebreHust  3NEeKTPUYECKON
3Heprumn (MoLLHOCTK);

YyacTo 3aJaBaeMble BOMPOCHLI, BO3HMKAKOLWME Y
noTpebuTeneit, u OTBETbI Ha HUX;

aKkTyanbHble N3MEHEeHUsI 3aKkoHogaTenbcTBa
Poccurnckon ®egepaLumm B OTHOLIEHUN NpoLeayp OKa3aHus
YCIyr CeTEBbLIMU OpraHn3auusamu;

yTBEPXKAEHHbIEe rPaduK aBapUMHOTO OrpaHNYeHNs;

nacnopTa ycnyr (MpoLieccoB) CeTEBOWN OpraHn3aunu;



nopsaok paboTbl B NMMYHOM KabuHeTe noTpebutens,
BKItOYAs MOSlyYeHne nepBoHaYvanbHOro AOCTyNna K IMYHOMY
KabuHeTy, perncTpaumio 1 asTopusaumio notpedutens.

34. NHbopmauums, yKasaHHas B absaue
oavHHaguatoM nyHkTa 33 HacTosiwmx EanHbIX cTaHaapTos,
noanexuT onybnvkoBaHUio He nosgHee YeM 3a 7 OHEN [0
OaTbl MNMaHOBbIX MEPEepbiBOB Nepedayn  3reKTpU4eckomn
3Heprum.

35. NHbopmauums, yKasaHHas B absaue
TpuHaguatoM nyHkTa 33 HacToswmx EgnHbIx cTaHOapTos,
NoAnNeXxuT onybrMKOBaHUIO HE pexe OOHOro pasa B KBapTan
Ha OCHOBE aHanusa MoCcTynMBLUMX OOpalleHuin B CETEBYHO
opraHusauuio.

36. CetveBas opraHmusauus obecneymBaeT, B TOM
4yucne C ncnonb3oBaHnMemM nNUYHOro KaGI/IHeTa I'IOTpe6I/ITeJ'IH,
TEXHUYECKYIO BO3MOXHOCTb:

a) HanpaeneHus noTpebutenem obpalleHuin, B TOM
yucre cogepXalmx xanobbl M 3asfBkM (3asBNeHus) Ha
oKasaHue ycnyr (NpoLeccoB), cornacHo npunoxeHuto N 5 k
HacToAwmMM EauHbiM cTaHgapTam B (hopme 3neKTPOHHOro
AOKYMEHTa  MyTeM  3anofiHeHWs  3KpaHHbIX  opm
BebO-uHTEpPdherica oduumanbHOro camta ¢ obsizatenbHOn
ana 3anonHeHus KOHTaKTHOW HdopMaumen "
npeanoyTuTensHelM  cnocobom nonyyeHns oTeBeTa. B
3KpaHHbIX hopmax Beb-uHTepderica oduymansHoro canta
obecneumBaeTcA BO3MOXHOCTb MPUKpPennsaTe dhainsl C
matepuanamm no obpaweHuio. [lpu  HanpaBneHwun
obpalleHus yepes ykasaHHbI UHTepdenc noTpebutens
pormkeH OblTb  yBedOMIIEH O  MMaHOBbIX  CpoOKax
paccMoTpeHns obpalyeHns c yKkasaHmem
permcTpaLuoHHOro Homepa obpatleHus;



6) 3anofiHeHUst MNOCPEACTBOM 3KPAHHOW  hopMbl
Beb-uHTEpdElica odmumanbHoro canTa aHKeTbI
notpebutens Ans onpoca C LENbl OLEHKA KadvecTBa
oKa3sblBaeMbIX ycnyr ceTeBoW opraHusaumu "
obcnyxuBaHusa noTpebutens;

B) nonyyeHusi notpeGuTenem cBefeHuwit o cTaTyce
paccMOTpeHVsi 0BpalleHnsi, HanpaBfieHHOr0 B CETEBYHO
opraHusauuio;

r) BBoAa noTpebuTenem TeKyLMX noKasaHun
npubopoB yyeTa 3NeKTPUYECKON aHeprum;

O) HanpasneHus notpebuTenem yBeOOMMEHWS B
ceTeByl0 opraHusauuio 06 MCNOMHEHWN MM MepOnPUSATUN,
npeayCMOTPEHHbIX TEXHUYECKUMU YCIOBUAMM;

€) NpefocTaBrneHnst NOTpebuTensim:

CBeeHu O cTaTyce pacCMOTPEHUs  3asiBKu
(3asiBneHuns) noTpebuTens Ha okasaHwe ycnyr, NnogaHHON B
CeTeBYl0 OpraHuM3aumio, C ykasaHueM AaTtbl MOCTYMneHus
3a9BKM M ee  PerucTpaumMoHHOro  Homepa, AaThbl
HanpaeneHus  3asBMTEN0  MOAMUCAHHOTO  CEeTEBON
opraHusauvei gorosopa 06 oka3aHumn ycnyru;

CBeJeHn O cTaTyce WCMOMHeHWs  [orosopa
OoKasaHWa ycrmyrm C  yKasaHWem NNaHoBbIX  CPOKOB
UCMOSIHEHUs, 3a WCKIOYEHWeM [OroBOPOB Ha OKasaHue
ycnyru no nepegaye anekrpudeckon aHeprum. CeegeHus no
poroBopaMm 006  OCYyLEeCTBMEHUW  TEXHOMOMMYecKoro
NpucoeavHEeHNs OOMKHbl BKMYaTe MHOpMauuo o aare
3aKMIOYeHMs  JoroBopa, Xode  BbIMOMIHEHUS  CETEBON
opraHusauuern  TeXHWYECKMX  YCIOBUW,  (paKTUYEeCKOM
NpUCcoeaVHEHNN, COCTaBNEHUN U NOAMUCAHUN LOKYMEHTOB
O TEXHONOrMYECKOM NPUCOEANHEHUN;



C4YeTOB Ha onnaty ycnyr no TexXHONorm4eckomy
npncoeanHeHnto;

CBEJEHNI O NokasaHuax NpubopoB yyeTa Mo Toukam
yyeTa 3MeKTPUYECKON SHEPrumn noTpedutens u cratuctuke
notpebneHns  SNeKTPUYECKOW  SHEprMn Ha  MOMEHT
nocrnegHero CHATUSI  CETEBOW  OpraHusaumen  Takux
nokasaHuii WnNu BBeOEHWs MoKasaHuh npubopa yyeTta
notpebmTenem camocTosITENbHO;

CBeOeHWi O cTaTyce paccMOTpeHus obpalleHus,
HanpaBfeHHOro B CETEBYID OPraHW3auuio B 3NEKTPOHHON
copme.

37. Doctyn Kk nunyHOMYy kabuHeTy noTpebutens
ocyllecTBfseTca rnocne BBoga notpebutenem CcBOMX
MOEHTUPUKALMOHHBIX AAHHBLIX: UMEHM (NTOTMHA) U Napons u
(vnn) nNo perncTpauMoHHOMY HOMEpPY 3asiBKM Ha OKasaHue
ycnyr (OTAenbHbIX Mpouedyp) W Maposnt, KoTopble
BblgaroTCcsa noTpedbuTento:

a) Npyn o4HOM OBpaLLieHN B CETEBYIO OpraH13aumio;

6) No nMcemMeHHOMY 3anpocy noTpebutens;

B) Mocrne 3anorfHeHust noTpebutenem 3SKpaHHOWM
dopmbl BeG-uHTEpderica oduumanbHOro cawta ceTeBOu
opraHusauum permcTpaumm.

38. Pasgen "MNoTtpebutenam” oduumanbHOro camta
CeTeBOW OpraHuM3auun pekomeHgyeTcs paspabaTbiBaTbh B
cooTBeTCTBMU C npunoxeHveMm N 6 k HacToawwmM EgnHbim

cTaHaapTam.

IV. Mpuem n paccmoTpeHne obpalleHnii notpebutenen



39. MoTtpebutensam obecneumBaeTcss paccMOTpeHune
obpalleHuii B yCTaHOBMEHHbIE CPOKU.

40. CeteBasa opraHu3auus npuv pPacCMOTPEHUN
obpawleHun noTtpebutenen obecneunBaeT Mpuem WU
permctpauuto  MOCTyNMBLUErO B agpec  CeTeBOM
opraHusaumm obpalleHns noTpebutens (B NUCbMEHHOW,
3NEKTPOHHOW, YCTHOW copme, C  UCMNOMb30BaHNEM
TenedoHHon cBAsm). [lpy pernctpaumm obpalleHns
buKcupyeTcs KOHTaKkTHast MHopMauusi notpebuTens, nara
nocTynneHns obpalleHs U BXOASILUMA PEerncTpaLMoHHbIN
HOMep obpaLlleHus.

41. CeTteBast opraHusauus HanpaenseT
notpebuTtento OTBET MO CyLEeCTBY Ha ero obpalleHue B
crefyoLmne CpoKu:

a) OTBET Ha NMUCbMeHHOe obpalleHve notpebutens
Ha OymaxHOM Hocutene - B TeyeHue 30 OHel co AHS
permcTpauun obpalleHusi cCeTeBoOM opraHu3aumen, B cnyvae
ecnm VHoe He nNpeaycMOTPeHO  3aKkoHoAaTellbCTBOM
Poccunckon ®egepaumu;

0) obpaweHne noTpebuTtens, HanpaereHHoe C
ucnonb3oBaHuem  oduuManbHoro cavWta B dopme
3MNEKTPOHHOrO [JOKYMEHTa, - B CPOKW, YKasaHHble B
npunoxenun N 5 k HacTosILMM EQuHbIM cTaHaapTam;

B) oTBeT Ha obpalweHne notpebutens c
MCMomnb30oBaHneM TenegoHHOM CBA3M NpefocTaBnseTcs
HenocpeacTBEHHO B MOMEHT obpalleHus notpebutens. B
crnyyYae HeBO3MOXHOCTWM MPefoCTaBUTb OTBET B MOMEHT
obpauleHusa notpebutenst paboTHMK CETEBOM OpraHuM3auum
3anuCbiBaeT KOHTAKTHYO MHOpMaUMio NoTpebuTtens un He
nosgHee 4 4acoB C MOMeEHTa peructpauuu obpalleHus
npefocTaBnseT oTBET NoTpebuTento;



r) ecnu obpalleHue notpebutens c
MCcnonb3oBaHeM TenedOHHOWN CBSA3M COOEPXUT xanoby u
haKTbl, M3MOXEHHbIe B Takow xanobe, TpebyT aHanu3a
mMaTepuanoB no obpalweHnto noTpebutens, paboTHUK
CEeTEeBOV OpraHv3auun, NPUHSBLUUIA TenedOHHbIN BbI3OB,
ochopmnseT xanoby B ¢hopmMe 3MEeKTPOHHOro AOKYMEHTa,
KOTOpbIV PErMCTPUPYETCH B yCTaHOBNEHHOM nopsake. Cpok
oTBeTa noTpebutentdo no Takon >xanobe He [OoImKeH
npesblwaTtb 30 AHeNn co AHA perucTpauuy obpalleHus;

O) OTBeT Ha YycTHoe obpalleHne notpebutens B
ocuc obcnyxvBaHua noTpebutenen npegocTaBnsieTcs
HenocpeAcTBEHHO MpW MocelleHMn noTpebuTtenem odwmca.
B cnyyae HEBO3MOXHOCTW NpedoCTaBneHus OTBeTa Ha
obpalyeHne noTpebutens npu OCYLWECTBIEHUN OYHOIO
obcnyxuBaHus notpebutens, a Takke ecnu obpalleHune
notpebutens cogepXuT xanoby u akTbl, N3MOXEHHbIE B
Takon kanobe, TpebyloT aHanuM3a MmartepuanoB Mo
obpatueHuto noTpebuTens, paboTHVK CEeTEBOW OpraHm3aumm
JOIKEH NpeanoXvTb NOTPebuTento HanpaBuTb B CETEBYHO
opraHusauuio nucbMeHHoe obpalleHne unu odopMUTL
obpalyeHue B ocuce obecnyxmeaHMA Ha TMNOBOM GraHke.
Mocne 3anonHeHus v nognucaHusa notpebutenem GnaHka
obpawleHuss Takoe obpalleHue peructpupyetcs. Cpok
oTBETa Ha Takoe obpalleHve He AOoMmkeH npesbiwaTb 30
OHen co AHS permcTpauun obpalleHums.

42. B cnyyae ecnu UW3noXeHHble B obpalieHun
notpebuTens BOMPOCbI HE OTHOCATCH K KOMMETEeHLMM
ceTeBOW opraHu3aummn, paboTHUK CETEBON OpraHvM3auum He
nosgHee 5 pabouynx AHen co AHA perucTpauun obpalleHns
MHpopmMupyeT notpeburens o] HEBO3MOXHOCTH
npefocTaBneHnss emy OTBeTa Mo CYLUECTBY W3MOXEHHBLIX B
obpallieHun  BOMPOCOB UM COOOLLAET  KOHTaKTHYH
MHOPMaUMIo  opraHu3auuii, K KOMMETEHUUN KOTOpbIX
OTHOCATCS Takune BOMNpocChHl.



43. OO6palleHne noTpebutens o npegocTaBneHUn
CrMpaBoOYHON  MHOpMauuM 1 (UnNn)  KOHCYnbTaumm
cunTaercs pPacCcMOTPEHHbIM, ecnu notpebutento
HanpaeneH (MpefocTaBreH) OTBET C 3anpallvuBaemon
MHdopMaumen.

44. OG6paweHve notpebutens, coaepxallee
»anoby, cuuTaetcs pacCMOTPEHHbIM ceTeBou
opraHusauuen, ecnu:

a) yCTaHOBJEHA 000CHOBaHHOCTb
(HeoBOCHOBAHHOCTL) 3asiBMEHWSI O HapylleHUW MpaB Wnu
OXpaHsieMbIX 3aKOHOM WHTepecoB noTpebuTens, B TOM
yncne o NpeaoCTaBeHN YCNyr HEeHaanexallero Ka4yecTBsa;

6) B cnyyae HeobxooumoctTu Mo 0OOCHOBaHHBLIM
Xano6am onpegeneHbl MepPONpUATUS, HamnpaBleHHble Ha
BOCCTaHOBMEHME HapyLUEeHHbIX MNpaB WM  OXPaHsieMbIX
3aKOHOM NHTEepecoB notpebutens (manee -
KOPPEKTUPYHOLLME MepbI);

B) HanpaBneH (NpegocTaBfeH) oTBET noTpebuTento
no obpaLleHuio:

B Cnyyae npu3HaHusa >anobbl HeobOoCHOBaHHOW B
oTBeTe npefocTaBnaoTCs apryMeHTUpOBaHHbIE
pa3bsiCHEHUS1 B OTHOLLEHWUU OTCYTCTBWSI OCHOBaHMWiA Ans ee
YAOBMNETBOPEHUS;

B Clnyyae npu3HaHus >anobbl 0OOCHOBaHHOW B
oTBeTe NOTPebWTento YykasbiBalOTCs, Kakue npaBa Wnu
3aKOHHblEe WHTepechI notpebutens noanexar
BOCCTaHOBMNEHWIO M B kakoM nopsigke. Ecnu no »xanobe
HeobxoauMa peanuaaumsi KOppekTUPYLWMUX Mep, B OTBETE
noTpebuTento  ykasbiBaeTcs  MraHUpyembll  CPOK  UX
peanusauuu.



45. PaccmoTpeHne obpalleHunsi He npou3BoanTcs (C
yBegoMIeHnem o6 aTom noTpeduTens) B cnyvasx:

a) ecnn obpalleHne coaepXUT HeueH3ypHble nubo
OCKOpPOUTENbHbIE BbIpaXXEHUS;

6) ecrnm B oOpalleHnn copepKUTCcs BOMPOC, Ha
KOTOPbIA  daHHOMY noTpebutento  ycnyr yxe  6bin
npenocTtaBrneH OTBET MO CyLEeCcTBy B CBSI3W C paHee
HanpaBneHHbIMX 0OpaLLEHUsAMA, U NPU STOM B obpalleHnn
He NPUBOAATCS HOBble AOBOAbI UM 06CTOATENLCTBA;

B) €cnu oTBeT MO CyLeCTBY TOCTaBMNEHHOIO B
obpawleHun Bonpoca He MoxeT ObiTb pgaH 6es
pasrnaweHus CBeAeHWN, COCTaBMSIOWUX KOMMEPYECKYHO
TaHy UNN MHYIO OXPaHSIEMYIO 3aKOHOM TaWiHy.

46. PaccmoTtpeHne obpalieHusi (6e3 yBegomneHus
noTpebuTtens) He NPOW3BOAUTCSH B Cryyasix, €Cnn TeKCT
nMcbMeHHoro obpalleHns He NoaaaeTcst MPOYTEHUIO UM B
obpatlyeHum OTCYTCTBYIOT KOHTaKTHble OaHHble,
HeobXxoAuMble ANsi HaNpaBreHWs OTBeTa.

V. OcobeHHOCTM 06CnyxumBaHWs noTpebuTenei npu
oKasaHum
YCIyr Mo TEXHONOMMYECKOMY NPUCOEAUHEHMIO

47. CeTeBas opraHusaums obecneynBaeT
norpebutensam - U3NYECKMM NMUaM, MaKCcuMarbHasi
npucoeavHeHHas MOLLHOCTb 3HEepPronpuHUMaoLLMX

YCTPOWCTB KOTOPbLIX cocTaBnseT Ao 15 kBT BknwountenbHO
(c yyeTomM paHee nNpPUCOEAMHEHHbIX B [AHHOW TOYKe
npucoeavHeHns 3HEepronpuHUMaroLLmX YCTPOWCTB),
BO3MOXHOCTb:

a) BbICTABMEHWs CYeTa Ha onnaty Ycnyru no



TEXHOMOrN4YecKomy npucoeanHeHnto cnocobamu,
OONycKawLlWMMU BO3MOXHOCTb WX YAAneHHOW nepegayn
(nouta, ceTb VIHTepHeT), No xenaHuto noTpebutens;

0) BHeceHus nnaTtbl N0 A4OroBopy 06 OCyLleCcTBNeHnn
TEeXHONorn4eckoro npucoegmnHeHus K ANeKTpU4eCKum
ceTam 6e3 onnaTtbl KOMUCCUMN.



Mpunoxenne N 1

K EOVHBIM cTaHaapTam kayecTBa
o6CcnyXnBaHWsa CeTEBbIMM OpraHM3aumsamm
notpebuTenen ycnyr CeTeBbIX OpraHn3auni

MACIIOPT YCJIYIY (IIPOLECCA) CETEBOM OPTAHUBALNNA

HauMMeHOBaHMe yciyIu (mnpouecca)

Kpyr BasasBurenen <1>: .
PasMep IJIATH 3a NpeNocTaBJIeHMe yCJyTM (mpolecca) M OCHOBaHME ee B3VMaHMUA:

YcnoBusa okKasaHuMs yCJayTM (mpouecca) <2>:
PesynepTaT okKaszsaHmuA ycCiyIu (mpouecca):
OBumit CpOK OKas3aHMA ycCJyrm (mpouecca) :

CocrTaB, MNOCJIeHOBATEJIBHOCTbE U CPOKM OKas3aHusda yCIyrmn (Hpouecca):

N |3tan| CogepxaHuel/ycnoBus dopma Cpok Ccblinka Ha
n/n aTana NPeLOCTaBMNEHUS | UCMONMHEHNST | HOPMATUBHBIN
NpaBoOBOW aKT




2

KonTakTHaa mHOOpMauMs IJIA HalpabBJieHMsa obpameHuin <3>:



<1> YkasblBalOTCA nuvua, KOTopble MOryT MOMy4uTb
OaHHyl0 ycnyry.

<2> OnucaHve yCnoBWW, NPV KOTOPbIX OKasaHue
ycnyrm (npouecca) CTaHOBUTCA BO3MOXHbIM
(npegoctaBneHne  BceX  HeoBXOAWMbIX  OOKYMEHTOB,
HanuMuMe U3NYECKON BO3MOXHOCTU OKa3aHWs YyCnyru
(npouecca) u ap.).

<3> VYKasblBalOTCA KOHTAKTHble [AdaHHble §uL,
KOTOpble MOryT AaTb MCYepnbiBaKoLLy WHpopMaumio o6
oKasblBaeMol ycnyre, NpuHATb >kanoby Ha pencTBus
(6espenctene) nogpasgeneHus (paboTHMKA) ceTeBOW

opraHusaumu, 3aHsATOro B okKasaHuu ycnyru,
YNONHOMOYEHHOTO ~ OpraHa  WCMOMHUTENbHOW  BRACTW,
OCYLLIECTBISAOLLETO Haa30opHble pyHKLMM 3a

[eATenbHOCTbIO CETEBOMN opraHunsauuu.

Mpunoxenne N 2

kK EAVMHBIM cTaHAapTaMm kavecTea
o6CcnyXnBaH1sa CeTEBbIMM OpraHM3aumsamm
notpebuTenen ycnyr ceTeBbiX OpraHnsaumi

TPEBOBAHWA
K OPFAHN3ALIMN ODNCOB OBCITYXMBAHUA
MNOTPEBUTENEN
CETEBbIMWX OPTAHU3ALINAMU

1. Tpu obGopyaoBaHMM LEHTPOB 0bGCHYyXUBaHUS
notpebutenen B  KIMEHTCKOM  3ane  Npou3BOAUTCS
30HMpOBaHWe nomeLLeHns, obecneumBatolLee ero



pasgeneHne Ha ABe 30Hbl: KITMEHTCKYH0 U 30HY pa3MelleHns

paboTHMKOB, OCYLLLECTBMSAIOLLNX obcnyxusaHue
notpebutenen.

2. LleHTpbl o6cnyxuBaHus notpebutenen
CHabxatoTcs VMHOPMaLNOHHBIMA Tabnmykamu

(BbIBECKaAMWM) C NOrOTUNOM CETEBOW OpraHM3aLmn:

a) Ha BXOAe B 3[aHuWe pa3mellaeTcs BbiBecka C
MHdOpMaUmnen: HaMMeHOBaHWE CeTEBOW OpraHusaumu,
noYToBbIN agpec, rpaduk paboTbl LeHTpa obCnyXunBaHuA
notpebutenen, agpec 3NEKTPOHHOM MoYThl, TenedoH
LueHTpa obcnyxuBaHns notpedutenen n ropsyen NUHUK no
BOMpOCaM 3M1eKTPOCHabXXeHns ceTeBOn opraHmsaumm;

6) B nomeLleHnn - BbIBECKM C 0DO3HAYeHMeM MecT
OYHOro Npuema noTpebuTenen, cnyxebHbIx NOMeLLEeHUN, He
npegHasHayYeHHbIX ANA O4HOro Npuema notpebutenen;

B) B KIMEHTCKOM 3ane - BbIBECKM Ha OKHax
obcnyxunBaHuss notpebutenen okono pabounmx Mect
paboTHMKOB.

3. B knneHTcKOM 3ane ueHTpa obCnyXvBaHus
notpebutenen opraHuM3yeTcsi 30Ha OXuAaHus  Ans
notpebutenen, nossonswlas pasmMecTuTb NoTpedbutenen
B MWKOBbIE AHM (Yacbl) npuema. MNnowanb 30HbI OXMOAHUS
COCTaBnsieT He MeHee 4 KBafpaTHbIX METPOB Ha OLHOro
paboTHuka, obcnyxuBatoLlero notpebutens (OAHOro OKHa
obcnyxuBaHust). B 30He oxumpgaHuss obecneymBaeTcs
Hanmuve meGenu Ans MCrnonb3oBaHWUs NoTpebuTensiMu Bo
BPEMSI OXWMOAAHUSA: HE MeHee OfHOro CuUAs4ero Mecra Ha
ogHoro  paboTHuka, obcnyxuBatowero noTpeburtens
(ogHoro okHa obcnyxuBaHUst), He BKIOYas cuasume mecrta
HenocpeACTBEHHO ANns npuemMa noTpebuTtenen, oTaensHoro
cTona u crtyna Aanst ohopMneHns OOKYMEHTOB BO Bpems
OXUAaHUS, KaHLENSAPCKUX NPUHaAANEXHOCTEN.



4. 30Ha OXMOAHWUS KIMEHTCKOro 3ara OcHallaeTcs
MH(POPMALUMOHHBIMK  CTEHOAMM C  Heobxoaumon  Ans
notpebutenss  uMHdopmauuen B COOTBETCTBUM  CO
CraHgapramMu  packpbiTsi  uHdopMauum  cybbekTamm
ONTOBOIO M PO3HUYHbIX PbIHKOB 3MEKTPUYECKOW 3IHEeprum,
yTBEPXOEHHbLIMU NocTaHOBNEHNEM MpaButenscTBa
Poccuinckon ®epepaummn ot 21 auBaps 2004 r. N 24, a
Takke Co crneayoLen nHgpopmaumen:

4.1. rpadmk paboTel odmca obGCnyxuBaHUA
notpebutenen;

4.2. no4vTOBbLIA agpec W 3INEKTPOHHbLIN agpec
ouumManbHOro caWTa CeTeBOM OpraHv3auumn, agpec
9MNEKTPOHHOW  MOYTbl, TenedoHHble HoMmepa LeHTpa
obcnyxuBaHua noTpebuteneir u  ropsyerd  NMHAM MO
BOMpPOCaM 3NeKTPOCHabXeHns CeTeBON OpraHusauuu, no
KOTOpPbIM ~ OCYLLECTBMSIeTCH  3ao4yHOoe  obcnyxuBaHue
notpebutenen, TeppuTOopuA  OBCMYXMBaHWA  CETEBOM
opraHusauuu;

4.3. nopsigok noaayn U paccMoTpeHust obpalleHui
notpebutenen, coaepxawmx kanobbl Ha OencTeus
CeTeBOV opraHu3aumm, ¢ ykazaHMem CpOKOB pacCcMOTpeHUs
ob6palleHuin 1 NpeJoCTaBNeHns OTBETA;

4.4. nopsipoK WM CPOKW 3akrouveHus gorosopa 06
oKasaHWM ycryr no nepedade SMeKTPUYECKOW 3Hepruu,

npeaycMoTpeHHbIe 3aKOHOaTeNbCTBOM Poccuickon
depepauuu;

4.5. nopsipoK Mofayn 3asiBKM Ha TexXHorlormyeckoe
npucoeAvHeHNe, OCHOBHble 3Tanmbl M CPOKM  ee
paccMOTpeHUs!, CBEEHUS, KOTOPblE OOMMKHbI COAepXaTbCs
B 3asBke, TpeboBaHUs K npunaraemMbiM K Hel JOKYMEHTaM;
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4.6. Tapudbl Ha ycnyrn No nepefayve snekTpuyeckomn
3HEprun Ha TEeKYLUMI Nepuop peryrnmpoBaHus C ykasaHuem
UCTOYHMKA  oduumanbHOro  onyGruKOBaHWs  peLLeHUs
opraHa UCMONHUTENBHON BMacTtu B obnactu
rocy4apCTBEHHOro perynvpoBaHus TapudoB cybbekTa
Poccunckon ®egepaumu;

4.7. Tapudbl Ha TEXHOMOrMYeckoe NpUcCoedvHeHne
Ha TeKylWMWA nepuops perynMpoBaHuMsi C  yKasaHuem
UCTOYHMKA oduumanbHoro  onybrvMKoBaHWs  peLLeHus
opraHa NCMONMHUTENBbHOMN BnacTtum B obnactu
rocyjapCTBEHHOrO  perynvpoBaHusi TapudoB cybbekTa
Poccuinckon ®epepauuu;

4.8. 6naHku TUMOBbIX [OKYMEHTOB no
TEXHOMOIMYEeCKOMY NPUCOEAMHEHNIO, Ha OKa3aHue yCryr no
nepegaye aMNeKTpUYECcKon IHEPrum 1 Nnpoyee;

4.9. nopsdoK OCyLLECTBNEHNS KOMMEPYECKOTO y4YeTa
CeTeBbIMM OpraHvM3auusimm, B TOM 4ucne TpeboBaHus K
MecTaM yCTaHOBKM NpUBOPOB y4yeTa, CXeMbl MOOKIOYEHNS
N METPOSIOTMYECKME XapaKTEPUCTUKM NPUBOPOB yyeTa;

4.10. HanmeHoBaHMe npuOOPOB yyeTa, YCTAHOBKY
KOTOpbIX  OCYLLECTBMNSET ceTeBas oOpraHusauusi, ux
CTOMMOCTb Y CTOMMOCTb PaboT MO UX YCTAHOBKE;

4.11. EavHble cTaHoapTbl KadecTBa 0GCnyXuBaHWSA
ceTeBbIMM  OpraHmMsauusamm  notpebutener  ceTeBbiX
opraHusauui;

4.12. nacnopT ycnyr ceTeBOWN opraHnsauuu;

4.13. KHura xanob 1 nNpeanoxXeHWi.

5. Mpu HeobxogumocTn B UeHTpe obcnyxuBaHus



notpebutenein obecneuvMBaeTcs HanuWuMe MRATEXHOro
TepMuHana ans onnatbl YCryr ceTeBOo KOMMNaHuu.

6. Ecnn B knmeHTckom 3ane  obcnyxuBaHue
ocyulectBngaetca 6onee yem 4 pabotHukamu (6onee yem 4
OkHa obcnyxuBaHus), 30Ha oOxugaHus obopyayeTtcs
SMEKTPOHHON CUCTEMOW ynpaBfeHus odepenbto, KoTopast
npefHasHayeHa oOnTUMM3MPOBaTb MOTOKM MOCETUTENEN.
WHCTpykuMs no  akcniyaTauumM CUCTEeMbl  yrnpaBrieHus
ouyepenplo M cxema pasMeLlaloTcsl Ha MHAOPMaLMOHHOM
cTeHae.

7. MNomelueHne LeHTpa obcnyxuBaHus
notpebutenen obopyayeTca NpOTMBOMOXAPHONW CUCTEMOW,
cpeacTBamMy MoXapoTyLUEHUs!, @ Takke LEeHTpannu3oBaHHON
CUCTEMOM OMNOBELLIEHMS MOCeTUTENEN 1 paboTHMKOB LIeHTpa
o6CnyKMBaHMs 0 Noxape U Apyrmx KPU3UCHbLIX CUTYaLUSIX.

8. B  nomelleHun  uUeHTpa chnyWBaqu
notpebutenen obecneunBaeTca HanuuMe NUTLEBOW BOAbI,
anTeudku.

9. B ueHTpe obcnyxuBaHua noTpebutenen
obecneumBaeTcs 6e3onacHoCTb notpebutenen "
paboTHUKOB.

10. B 3gaHum ueHTpa obcnyxuBaHusi noTpebutenen
obecneyvBaeTcs fOCTYN NOCeTUTENEeR B CaHy3nbl.

11. B oTHoweHunm nyHKTOB  0BCNyXUBaHUS
notpebutenen ceteBas opraHu3auus  obecnedvBaeT
TpeboBaHUs NyHKTOB 2, 4, 8, 9 HAcCTOALLEro NPUIOXEHUs K
EouHbiM cTaHgapTam.

Kpome TOro, B NyHKTE ob6cnyxuBaHms
obecneuymBaeTca Hanuune mebenu AOns  UCMONb3oBaHUSA



noTpebuTensMn BO BPEMS OXMAAHUS: HE MeHee OfHOro
cnasiyero Mecta Ha ogHoro paboTHuka, obcnyxuBaroLwero
notpebutens (ogHOro okHa obCnyXuBaHWs), He BKIoYas
cuasuMe  Mecta  HemoCpefcTBEHHO  Ans  npuema
notpebutenen, crtona wu cTyna ana odopmreHns
OOKYMEHTOB  BO  BpeMsl  OXuOaHus,  KaHUEensipcKux
npuHaanexHocTew (pyyku, bymara ans sanucen).



Mpunoxenve N 3

K EOVHBIM cTaHaapTam kayecTBa
o6CcnyXnBaHWsa CeTEBbIMM OpraHM3aumsamm
notpebuTenen ycnyr CeTeBbIX OpraHn3auni

OCHOBHBIE OENCTBWA
CETEBOM OPIAHU3ALIN TMTPU OCYLLECTBIEHNA O4YHOIO OBCNYXKBAHWA
MOTPEBUTENEW B O®UCAX OBCNYXXUBAHUA MOTPEBUTENEN

OcCHOBHble AENCTBUSA CETEBOW OpraHM3aunm Npu OCyLLEeCTBNEHUN OYHOTO
obcnyxmBaHusa noTpedbuTtenen B odoucax obcnyxmaHus notpedbutenen

Mpuem n permctpauuss o4Horo obpalleHuss notpebutens, perucrTpaums
KOHTaKTHOW  MHopMauun  notpebutens, npoBepka  KOPPEKTHOCTU
odhopMIeHUs 3asiBOK Ha OKasaHWe YCNyr, KOMMMNEKTHOCTU AOKYMEHTOB W
MOnMHOTbI CBeAdeHWA B 3asiBke B COOTBETCTBUM C TpeboBaHUSMM
HOpPMaTMBHbIX NPABOBbIX aKTOB:

npuem xanobbl NoTpebutens B NCbMEHHOW hopme




1.2

npuem 3as1BKu1/3as8BNeHNs Ha okasaHue ycnyr B NUCbMEHHOM (bopme, B TOM
vyucne:

1.2.1 | 3asiBKM Ha TEXHOJIOTMYECKOE NPUCOeaNHEHNE

1.2.2 | obpaleHus noTpedbuTtensi 0 NPOANieHUM CpoKa OENCTBUS paHee BblOAaHHbIX
TEXHUYECKNX YCITOBUM

1.2.3 |3asBnNeHna O BOCCTaAHOBMEHMM paHee BblAAHHbLIX TEXHUYECKUX YCIOBUWA,
yTpata KOTOpbIX HacTynumna B CBA3W C NUKBMAALMEN, peopraHusaumen,
npekpawieHneM [OesTeNbHOCTM MNpPeXHero Bragenbua (3asButens),
npogaxen o6 beKTOB M MO UHBIM MPUYNHAM

1.2.4 |yBegoMneHus O 3aKkriOYEeHUW CcornaweHus o nepepacnpegeneHmn
npUcoeanHeHHON MOLLIHOCTH

1.2.5 |3asBneHns Ha 3aknveHMe JoroBopa 00 okasaHuMM ycnyr no nepegade

AMNEKTPUYECKON IHEPruu




1.2.6 |3anpoca O cornacoBaHUM MecTa YCTaHOBKM npubopa yyeTa, CXembl
MOAKMOYEHNss npubopa y4vyeTa U MHbIX KOMMOHEHTOB W3MepPUTENbHbIX
KOMMIIEKCOB U CUCTEM Yy4eTa, a Takke METPOSIOMMYECKUX XapaKTepUCTUK
npubopa y4yeTa

1.2.7 |3asBKM O HEOOXOAMMOCTU CHATUS MoKasaHMK cyllecTBylolero npubopa
yyeTa

1.2.8 | 3asiBKM Ha OCYLLECTBIIEHME OOMNYCKa B 3KCNnyaTauuio npnbopa yyeTa

1.2.9 |3aaBneHns Ha oGopyaoBaHe TOYKM NOCTaBKM Npubopamu yyeta

1.2.10 | 3as1BKM Ha YCTaHOBKY, 3aMeHy U (Mrn) akcnyaTtaumo npubopos yyeTa

1.3 npuem coobueHun o 6e3goroBopHoM  (6esyyeTHOM) noTpebneHum
3MEKTPUYECKON SHEPIrUK, O XULLEHUN OO BEKTOB 3NEKTPOCETEBOrO XO35UCTBA

2 Mpuem nokasaHui NpnBOPOB yyeTa INeKTPUYECKON SHEPrm




MpepoctaBneHne cnpaBoYHOW WHoOpMaUMM O OeATenbHOCTM CeTeBOW
opraHu3aumm no BOMpOCaM OKasaHWsl YCNyr CeTeBOW OpraHusauun, B TOM
yncne npegocTaBieHne TUMOBLIX POPM LOKYMEHTOB

lMpepocTaBneHne KOHCyMbTauMi MO BOMNPOCAM OKasaHWs YCryr CeTeBOu
opraHusauum.

B cnyuae oTtcyTcTBMA MHopMaummn y paboTHUKA, OCYLLECTBNSIOLLIENO OYHbIN
npueMm, AnNd nNpegocTaBfeHns KOHCynbTauum paboTHMK perucTpupyet
nMcbMeHHoe obpalleHne, OTBET Ha KOTOpoe MnpefoCcTaBnseTcs B TeyYeHune
30 gHen

MpepocTtaBneHne nHopmaummn o cTatyce UCMONMHEHUS 3asiBKU Ha OkasaHue
ycnyr (npouecca), A0roBopa OkasaHWst YCryr, pacCMOTpeHns obpalleHus,
cogepxkallero xarnoby

Bblgaya 4OKyMeHTOB noTtpebuTtensm, B TOM 4MCre JOroBOPOB Ha OKasaHue
yCnyr, KBWT@HUMKW, CYETOB-(PaKTyp Ha onnaTty Ycnyr, [OOKYMEHTOB MO
pesynbTataM okasaHus ycryr (akToB), akToB 6e3y4eTHoro (6e3goroBopHoro)
noTpebneHns anekTpu4eckon aHeprum




MpenoctaBneHne MHopMaLMmn 0 NPUYNHAX U CpoKax NaHOBbIX NePepbIBOB
nepegayvn areKTpUYEecKon aHepruu, npuumHax HecobnogeHus TpeboBaHui
K NnapaMeTpaM ee kayecTsa, O AaTe U BPeMEHW BOCCTaHOBIMEHUS nepegaydn
3MNEeKTPUYECKON 3Hepruu, a Takke ob obecrnevyeHnn COOTBETCTBUS KayecTBa
ANEKTPUYECKON aHeprum TpeboBaHMAM 3aKoHO4aTeNbCTBA.

Mpu oTtcyTcTBUM wMHGPOPMauMM y paboTHMKA Ha MOMEHT MoceLeHus
paboTHUK npegocTaBnsAeT oOTBeT noTpebutento He nosgHee 4 4acoB C
MOMEHTa peructpaumm obpaweHms ¢ 3anpocoM. Ecnu obpaiyeHune
COLEPXUT Xarnoby 1 n3noXxeHHole gakTbl TPeOyOT aHann3a maTepuanos, TO
paboTHUK MpegnaraeT NoTpebuTento HanpaBUTb B CETEBYH OpraHvM3aumio
NUCbMEHHOe obpalleHne B OpPME IMEKTPOHHOro OOKyMEeHTa unu
oopmuTb oObpalleHne Ha TunNoBoM 6naHke npuM noceweHun, oTBeT
npenocTtaengaeTcsd B TedeHue 30 gHen

MpueM nnatexel 3a okasaHWe ycnyr (B UeHTpax obcnyxmBaHus
notpeburtenein)

Bblgava uHoMBMAOyanbHOro forMHa W naponst Ans AocTyrna B JMYHbIN
kabunHeT noTpebutens
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MpunoxeHune N 4

kK EAvHbIM cTaHgapTam kadecTBa
o6cnyXuBaHWs CeTEBbIMM OpraHM3aumsMm
noTpebuTenen ycnyr CETEBbIX OpraHn3auni

. OCHOBHBIE JEMCTBUA
CETEBOW OPTAHUSALINK MNP OCYLLECTBIEHU 3AOYHOI O OBCITYXXMBAHKA
NOTPEBUTEJIEN C NCTMONb30OBAHNEM TENE®OHHOU CBA3U

OcCHOBHble AeNCTBUSI CETEBOW OpraHn3aumm npu ocyLEeCTBNEHUN 3a04HOMO
obcnyxuBaHus noTpebutenen NnocpeacTBoM TernieOHHON CBA3M




Mpuem, peructpauusa, obpaboTka BXOAALMX BbI3OBOB noTpebutenen c
3anpocoM CnpaBoOYHOW MHpopMauumM, No BoMpocamM NpPeLoCTaBMeHUsA OTBETA
notpebutento n 3anvcu notpebutenen Ha npuem B ocumc obCryxmBaHus no
BOMpocam:

1.1 | ocywecTBNeHns TEXHONOrMYECKOro NpucoeanHeHns

1.2 | okasaHua ycnyr no nepegaye an1ekTpudeckon aHeprum

1.3 | opraHmnsaumm yyeTa anekTpu4eckon aHeprum

1.4 | obcnyxuBaHus notpeburtenen

1.5 | nonyyeHuss KOHTAKTHOM MHAOPMALUN CETEBOW OpraHu3aLuu U opraHusauuin,
paboTaloLwmx B cdepe SHEepreTukM Ha TeppuTopuu OesATEeNbHOCTU CEeTEBOW
opraHusaumm

2 Mpuem, peructpaums, obpaboTka BXOOSALWMX BbI3OBOB MOTpebutenen no

Bonpocam KOHch'IbTaLLI/Iﬁ M npegoctaBlieHna oTBeTa I'IOTpe6MTeJ'IIO




Mpyvem nokasaHu NpMOOPOB YyyeTa IJMEKTPUYECKON IJHEeprun B cryyasx,
npefycMoTpeHHbIX OCHOBHbLIMW OONOXKEHUAMU (DYHKLIMOHUPOBAHMSA PO3HUYHbIX
PbIHKOB  3MNEKTPUYECKON  3HEPrUW,  YTBEPXKOEHHLIMW  MOCTaHOBMEHUEM
MpaeutenbctBa Poccuiickon Peagepaumm oT 4 mas 2012 r. N 442

Mpuem, peructpauusa, obpaboTka BXOAALMX BbI3OBOB noTpebutenen c
coobuieHnem o 6e300roBOpHOM M Ge3y4yeTHOM NOTPEBNEeHNN 3NEKTPUYHECKON
3HEprum, a TaKke O XMLEeHUM ODBbEKTOB 3NEKTPOCETEBOrO XO35MCTBa CETEBON
opraHusaumm

4.1

Mpuem, peructpauusa, obpaboTka BXOAALMX BbI3OBOB noTpebutenen c
coobLleHnemM O HeCOOTBETCTBUM  KayeCcTBa  SMEKTPUYECKOM  SHEeprum
TEXHUYECKUM pernaMmeHTam u nHbiM obsizatenbHbiM TpeboBaHuaM. Nepegava
yKa3aHHbIX COOOLLEHMI onepaTUBHOMY MepcoHany CeTeBon opraHmsauun (npu
HeobxoaMMoCTH)

4.2

Mpuem, pernctpauus, obpabGoTka BXOAALIMX BbI30BOB MoTpebutenen ¢
cooO6LLIEHMEM O MpeKpalleHnn nepenayn anekTpudeckon aHeprun. Mepenava
yKasaHHbIX COOGLLEHMI onepaTUBHOMY MepcoHarny CeTeBol opraHnsauumn (npu
HeobxoaMMOoCTH)
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Mpuem, peructpauusa, obpaboTka BXOAALMX BbI3OBOB noTpebutenen c
3anpocoM MHcpopMauum O NaHMpPyeMbIX CPOKax BOCCTAHOBIIEHMSA MNepenayu
3NEKTPUYECKON 3HEPrum, No Bonpocam obecrneyeHms COOTBETCTBMSA KavecTBa
ANEKTPUYECKON SHEPINM TEXHUYECKUM pEerfiaMeHTaM M MHbIM 0bs3aTeribHbIM
TpeboBaHusIM

OcylecTBrneHe UCXOOsLIMX BbI30BOB ANA yBeOOMIeHusi notpebutenein o6
aBapUiHbIX ~ CUTyauusix B 3NIEKTPUYECKMX  CETSAX, PEMOHTHbIX U
npodunakTnyeckmx paboTax B NMoOpsiake U CPOKM, YCTAHOBIEHHbIE JOrOBOPOM
Ha ycnyru rno nepegave aneKkTpu4eckon SHeprmm

OcylecTBrneHe UCXOASLWMX BbI30OBOB Al YBEAOMIeHUs noTpebutenei npu
OCYLLECTBIIEHUN TEXHONOMMYECKOrO MPUCOEAUHEHUSl, OKasaHus YCnyr ro
nepegaye 3MeKTPUYECKON 3SHEPTMM U MPU OCYLLECTBIIEHUM KOMMEPYECKOIOo
yyeTa 3reKTPUYECKon aHeprum

OcylecTBrneHe UCXoOsALWMX BbI30BOB [ANs  OTBeTa MNOTPeGutensam Ha
obpalleHnsi, Ha KoTopble He 6bllo BO3MOXHOCTM MNpedocTaBuUTb OTBET
HernocpeaCTBEHHO MpY MOCTYMNEHUM 0bpalLeHus]




9 Mpuem, pernctpaums, ob6paboTka BXoOAWMX BbI3OBOB NoOTpebutenen,
copepxalmx xxanoby, n npegocraBnexHve oTeeta noTpedbutento
10 | VIHbopmaumnoHHOE B3aMMOLEWCTBME C OMEepaTMBHbIM MEPCOHANOM CETEBOW

opraHu3aumMmM npu MNocTynneHun obpalleHuint no BOMpocaM HeCOOTBETCTBUS
KayecTBa 9neKTPUYECKON SHEeprum TEXHUYECKUM pernamMeHTam U MHbIM
obsi3aTenbHbiM  TpeboBaHWAM, MNepepbiBOB,  NpekpalleHus  nepegayu
3MNEKTPUYECKON SHEPTUM MHOPMALIMN aBapUHBLIX M MNAHOBbLIX OTKIHOYEHUSX
3NEKTPOIHEPTUM

11
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MpunoxeHune N 5
kK EAvHbIM cTaHgapTam kadecTBa
o6cnyXuBaHWs CeTEBbIMM OpraHM3aumsmMm



notpebuTenen ycnyr ceTeBbiX OpraHnsaumi

. OCHOBHBIE OENCTBWA
CETEBOW OPTAHV3ALIMN TTPN OCYLLECTBINEHNN 3AOYHOIO OBCITY>KUBAHUA
MNOTPEBUTENEW C NCMNONBb30OBAHMEM CETU MHTEPHET

Cnmncok N3MeHsLWNX JOKYMEHTOB
(B pea. MNpukasza MuHaHepro Poccum ot 06.04.2015 N 217)

N OCHOBHblE OeNCTBUSI CETEBOW MHTepaKTMBHbIV Cpok
opraHusauunn npu ocywecrteieHnn cepsuc ncnonHeHunsa
3a04HOro obcnyxmBaHus noTpebutenemn
B ceTu NHTepHeT

Mpuem obpaweHnn notpedbutenen c WHTepHeT-npuem | B TeyeHne 15
3anpocoM CrpaBo4YHON MHopMaLmm Hasi, NUYHbIN [JHen co OHSN
Yyepes3 MHTEePaKTUBHbIE 3NEKTPOHHbIE kabuHeT oTnpaBreHus
dopMbl, NpegocTaBneHne oTBeTa notpedbutens | obpaleHus

noTpebuTento 1 3anuce noTpebutenen
Ha npuem B odurc 0BCnyKMBaHNS Mo
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BOrnpocam:

BOMPOCAaM KOHCYIbTaLun Yepes
MHTEPaKTMBHbIE 3N1EKTPOHHbIE (DOPMbI 1
npeaocTaeneHne oTeeTa noTpeduTento

Hasd, NMNYHbIN
KabuHeT
notpedurens

1.1 OCYLLIECTBINEHUS TEXHONOMMYECKOro
npucoeanHeHUs

1.2 OKasaHus ycrnyr no nepegade
3AMEKTPUYECKON SHEPTUN

1.3 opraHusaLum yyeTa anekTpu4eckon
3Heprnn

1.4 obcnyxuBaHusa notpebutenen

1.5 KOHTaKTHOW MHpOopMaLMn CeTEBON
opraHm3aumm u opraHnsauumn,
paboTalLLmx B chepe SHepreTnkm

2 Mpuem obpalleHnin notTpedbutenen no UHTepHeT-npuem | B TedyeHue 15

JHeNn co aHsA
OTnpaBreHuns
obpaleHns




Mpuem xanob notpebutenen yepes

WHTepHeT-npmem

B teuenwne 30

WHTEPaKTUBHbIE 3NEKTPOHHbIE POPMbI U | HasA, MUYHBIN AHEN co OHs
npegocTaeneHue oteeTta notpebutento | kabuHeT oTnpaBneHus
notpeduTens obpalleHus
4 Mprem 3asBKW/3aaBNEHNST HA OKa3aHue B TeueHue 1
YCNyr Yepe3 MHTEpPaKTUBHbIE OHS1 CO OHs
3NEKTPOHHbIE HOPMbI, B TOM YuCrE: oTnpaBneHus
obpalleHus B
4.1 3as1BKM Ha TEXHOMNOrnMyeckoe cnyyae
NpucoeanHEHME K SNEKTPUYECKMM CETAM KOMMIEKTHOCT
TNNYHbIN kabuHeT | 1 AOKYMEHTOB
4.2 3asBKN O |:|eo6xo,u,|/|M00Tv| CHATUSA notpe6utens | Y NOMHOTbI
nokasaHun cyLLecTBytoLLero npubopa cBefeHul B
yyeta 3asBKe/3asBne
HUK
4.3 3asBKM Ha OCYLLECTBIEHWE JoMNycKa B
akcnnyaTaumio npnbopa yveta
4.4 3asBneHnst Ha obopyaoBaHNE TOYKM




NOCTaBKN an6opaMM yyeTa

4.5 3asBKM Ha YCTaHOBKY, 3aMeHy U (1nwu)
akcnnyaTauuo Nnpubopos yveTa
5 Mprem yepes MHTEpPaKTUBHbIE WHTepHeT-npmem | B TeueHune 1
3NEKTPOHHbIE (POPMbI COOBLLEHNI O Hasd, NMNYHbIN JHSA CO OHSA
6e300roBopHOM (6e3y4eTHOM) KabunHeT OTnpaBfeHus
noTpebneHnn anekTpuYeckom aHeprum, notpeburens obpalyeHns
XULLEHNN OOBEKTOB 3NEKTPOCETEBONO
X0341cTBa
6 Mpuem nokasaHui NpubopoB yyeTa JInyHbIN KAOUHeT | B TeueHue 1
3ANEKTPUYECKON IHEPrUM notpeburens OHS CO OHS
oTnpaBneHus
obpalleHns
7 lMpepocTasnenne nHpopmauum o JInyHbIn kabuHeT | B TeyeHue 1
cTatyce UCNOMHEHNs 3a8BKM Ha notpeburens OHS CO OHS
okasaHwue ycnyr (npovecca), Aorosopa oTnpaBneHus
oKasaHwusi ycnyr obpalleHns




8 MpepocraBneHme nHpopmaumm o WHTepHeT-npuem | B TeueHmne 1
cratyce paccMoTpeHus obpalleHus, Hasi, NMUYHbIN OHSA CO OHSA
coaepxallero xanoby kabuHeT oTnpaBneHns

notpeduTens obpalleHus

9 MpepnocTaBneHne aNeKTPOHHbBIX KOMUIA JInyHbIN KAbUHET | B TeueHune 15
OOKYMEHTOB noTpebutensm no notpeburens OHen co aHA
pesynbTaTaM OKa3aHusi yCnyr (akToB), oTnpaBneHns
akToB 6e3yyeTHOro (6e3a0roBOpHOIO) obpalleHns
noTpebneHns aNeKTpU4EecKon aHeprnm

10 Bblgaya nHanBmayansHOro normHa u UHTepHeT-nprem | B TeueHwne 1
naponsi 4ns AocTyna B NNYHbIA KaOUHET | Has [HS CO OHS
notpeburens 3anorHeHns

pervcTpaumoH

Houn hopMbl




11

YaaneHHbIn JOCTYN K NOKa3aHUsM
npubopa y4yeTa no To4Kam yyeTta
3NEeKTPO3Heprum noTpeburtens,
cTaTuUCTMKe NoTpedneHns (Mpy HanmMunm
CcUCTEMbI y4eTa C yaaneHHbIM cbopom
OaHHbIX)

JINYHbIN KabUHeT
notpeduTens

Mpwn 3anpoce

12 lMpenocraBneHne cYeTOB Ha onnarty JINYHbI KabuHeT | B TeueHune 15
yCNnyr N0 TEXHONOrMYECKOMY notpebutens OHEN COo OHs
NpUCOeNHEHMIO oTnpaBneHus

obpalleHuns

(n. 12 B pea. [pukasa MuHaHepro Poccun ot 06.04.2015 N 217)

13 lMpoBeneHue LeneBbix ONPOCoB, WHTepHeT-npuem | Ha
aHKeTUpOBaHWsA NoTpebuTenen ans Hasi, INYHbIN NOCTOSIHHON
OLIEHKM KayecTBa OKa3blBaEMbIX YCNyr U | kabuHeT ocHoBe

obcnyxmBaHus

notpeduTens
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14.1

MpepocTaBnenne MHpopmauum o
NnpUYnHaXxX U CpoKax NiaHoBbIX
(BHEMMAHOBLIX) OrPAHNYEHUAX PEXMMA
noTpebneHns aNeKTpU4EecKon aHeprnm
(mowwHocTn) noTpebuTtenen, a Takke o
Aarte n BpeMeHu BOCCTaHOBIEHUS
AneKTpocHabXxeHus

JINYHbIN KabUHeT
notpeduTens

B TeyeHune 1
OHsA

14.2

MpepocTaBneHne nHopmMaunm o
npu4MHax HecobnwaeHnst TpeboBaHMIM K
napamMeTpam Ka4yecTBa 3/1eKTPUYeCKom
3HEprnn, o MeponpusTUsxX 1 paborax,
HeobxoaMMbIX Ansg obecneyeHms
COOTBETCTBMSA Ka4eCcTBa 3N1EKTPUYECKON
3Heprum TpeboBaHMAM
3aKoHoAaTenbLCcTBa

B Teuenne 15
JHEeNn co aHsA
oTnpaBneHus
obpalueHus.
Ecnun
M3NOXEHHble
dakTbI
TpebytoT
aHanmsa
MaTepuanos,
TO CpOK
npegocTaeneH




us oTBeTa
MOXeET ObITb
npoanien oo 30
OHewn




Mpunoxenne N 6

kK EOUHBbIM cTanaapTam kavecTBa
ob6cnyxMBaHUsi CETEBLIMU OpraHn3auusMm
notpebutenen ycnyr ceTeBbIX OpraHn3auumn

CTPYKTYPA

PA3OENA "MOTPEBUTENIAM" OPULIMATIBHOIO CANTA
CETEBOW OPIAHU3ALIN

HanmeHoBaHune CopepxaHne Onucanue

nogpasgena
TeppuTopus O6was lMepeyeHb 30H [OeATENbHOCTM CETEBOM
obcnyxnBaHns WHdopmaums opraHusaumm c getanusaumen no
ceTeBoOm HaceneHHbIM MyHKTaM M panoHam ropogos,

opraHusauum

onpenendaemMbiX B COoOTBETCTBUMN Cc




rpaHvLamMmn GanaHcoBoOW MNPUHAANEXHOCTH
3MNeKTPOCeTEeBOro XO3ANCTBA,
Haxopgswerocss B cobCTBEHHOCTU chunuana
UM nNpuHaanexallero eMy Ha WHOM
3aKOHHOM OCHOBaHMK

TexHun4eckoe
COCTOSIHME ceTen

CBegeHnsi 0O TEXHUYECKOM  COCTOSIHUK
ceTeun, B TOM vucne:

1) cBogHble paHHble 006 aBapuiHbIX
OTKMIOYEHMAX B Mecsdl Mo rpaHuuam
TeppuTOpuanbHbiX  30H  OEATEeNbHOCTU
opraHu3auuuv, BbI3BaHHbLIX aBapusiMuU WMx
BHEMNAHOBbIMM  OTKIMOYEHUAMN OOBHEKTOB
3NEKTPOCETEBOr0 XO35IMCTBA, C YyKaszaHuem
[aTbl aBapuUMHOrO OTKIMOYEHUA OOBLEKTOB
3ANEKTPOCETEBOr0 XO3AWCTBA U BKMOYEHUS
ux B paboTy, Mpu4MH aBapui (Mo utoram

paccnenoBaHusi B yCTaHOBJIEHHOM
nopsoke) WM MEeponpuaTMA Mo UX
YCTPaHEHWI;

2) 06bem HeaonoCTaBMEHHON B pe3yrbTaTe




aBapUiHbIX  OTKITIOMEHUN  3NEKTPUYECKOMN
3Heprum;

3) BBOA B PEMOHT W BbIBOL W3 PEMOHTA
ANeKTpoceTeBbIX OOBLEKTOB C YyKaszaHUeMm
CPOKOB (CBOAHAas UHopMaLnS)

MNepenava
AMeKTpMUYeckomn
3Heprum

Obwas MHdopmauma o nepepade SneKkTpuyecKomn
MHd opMauusa o 3Hepruum, cxema B3anMoaencTand
nepegave YYaCTHUKOB NO Nepegaye 3NeKTPo3Heprum
ANEKTPUYECKON

aHeprnm

HopmaTtnBHbie lMepeyeHb  akTyanbHbIX  HOPMAaTUBHbIX
OOKYMEHTHI [OKYMEHTOB

MacnopTa ycnyr
(npoueccoB)

I'Iepequb nacnopTtoB BCEX ycnyr

(npoueccos), OKa3blBaeMbIX
(ocyLlecTBnsAeMbIX) CETEBOW OpraHusaumen
notpeburensm npu nepenaye

3]'IeKTpI/ILIeCKOIZ QHEeprn




Tunosble bopMbl
OOKYMEHTOB

CDOprI TUNOBbLIX O0OroBOpoB Ha OKa3aHue
ycnyr no nepegade SJ'IeKTpVI‘-IeCKOIZ QHEPIrnn

Tapudbl Ha ycnyrm
no nepegadye

Tapudbl Ha ycnyrm  no  nepegade
ANEKTPUYECKOW  JHEeprMm Ha  TeKyLwun

aAneKTpuyeckom nepuoa  perynupoBaHMs C  yKaszaHuem

aHeprnm WCTOYHMKA OumLManbHOro onyonvkoBaHus
peLleHns opraHa WMCMNONMHUTENbHOW BMNAacTu
B obnactu rocyaapCTBEHHOIO
perynnposaHus Tapudos cybbekTa
Poccuinckon ®egepauun

banaHc 1. OTNyCK 3MeKTPUYECKON SHEPTNM B CETb U

3ANeKTpuyeckomn OTMYCK 3IIeKTPUYECKOM SHEpPrMn un3 CcCeTu

3HEPrnn 1 ceTeBon KOMMaHun no YPOBHSIM

MOLLHOCTU HanpsKeHUNn, Ncnosb3yembiM ans
LeHoobpasoBaHus, notpebutensam
3NEKTPUYECKOMN 3Heprum "
TeppuTOopUanbHbIM CeTEBbIM

opraHun3aumnam, npucoegmHeHHbIM K ceTdaMm




CETEBOW OpraHmnsaLuun.

2. Obbem nepenaHHOW 3MEKTPO3HEPrun Mo
Jorosopam 06 oka3aHuu ycnyr no nepegaye
ANEKTPUYECKON  3HEprMm  noTpedutenam
CEeTeBON OpraHv3aumuM B paspese ypOBHeW
HanpshKeHun, NCMNomnb3yembix ans
ueHoobpa3oBaHus.

3. loTepn aneKkTpUYecKon 3Heprum B ceTax
CeTeBON oOpraHu3aumm B abConTHOM U
OTHOCUTENbHOM BbIPaXXEHWU MO  YPOBHSIM
HanpshKeHusl, MCNomnb3yeMblM Ans Lenen
LeHoobpa3oBaHus

3arpatbl Ha
onnary noTtepb

1. 3aTtpatbl ceTeBOW oOpraHuM3auumn Ha
MOKYMNKY NOTepb B COBCTBEHHbLIX CETAX.

2. YpoBeHb HOPMaTUBHbIX noTtepb
ANEKTPUYECKOW  SHEprMM Ha  TeKyLwun
nepuog c yKasaHuem NCTOYHNMKA
onybnnkoBaHusi pelleHnst 06 yctaHOBNEeHUN
YPOBHSI HOPMATUBHbIX NOTEPb.

3. lepedyeHb MeponpuATUA MO CHKEHUIO




pasmepoB MOTepb B CeTHAX, a Takke O
CpOKax WX WCMOMHEHVUA W  UCTOYHMKaX
dmHaHCcUpoBaHuS.

4. 3akynka ceTeBOM  opraHusauumen
3MNEeKTPUYECKON 3HEeprum AN KomneHcauuu
noTepb B CETHAX U €e CTOMMOCTM!.

5. Paamep drakTU4eCcKnx noTepsb,
onnaynBaembIx nokynarensimm npm
OCyLLEeCTBMNEHUN pacuyeToB 3a

3MNEKTPUYECKYD  SHEPrMi0 N0 YPOBHSAM
HanpsixeHust

TexHonorn4yecko
e
I'IpI/ICOGp,I/IHeHI/Ie

Obwas NHdopmaums 0 npoueanype
nHgpopMaums o TEXHOMOrM4Yeckoro npucoeauHeHus. Cxema
TEXHOMOrM4YeckoM | B3aMMOLENCTBMS y4acTHUKOB npoLiecca
NpUCOeLNHEHNM

HopmaTuBHble MepeyeHb  akTyanbHbIX  HOPMAaTMBHbIX
AOKYMEHTBI OOKYMEHTOB no TEXHOMOrNYECKOMY

npucoegnHeHuto




MacnopTta ycnyr

MepeyeHb ycnyr (npoueccos),

(npoueccos) oKasblBaeMbIX (OCYLLECTBSIEMbIX) CeTEeBOW
npouLeccos opraHu3aumew notpebutensam npu
TEXHONMOrMYEeCKoM NpUcoeanHEHUN
Mopsgok MopsaoK BbIMNONMHEHUS  TEXHOMOrMYeckux,
BbIMOSHEHNS TEXHUYECKUX U [PYrUX  MeponpusTuid,
MEepONpUATUN, CBS3aHHbIX c TEXHONOrM4YeCcKnM
CBSA3aHHbIX C NPUCOEAMHEHNEM K INEKTPUYECKMM CeTaM,
NPUCOeAMHEHNEM K | BKIOYas nepeyeHb MepOoNpPUATUN,
ceTam HeobXxoaMMbIX ans OCyLLeCTBMNeHNs
TEXHOMNOMNYECKOro npucoeanHeHus K
ANEKTPUYECKUM  CETAM, n  nopsgok

BbIMOJTHEHNA ATnX MepOﬂpMﬂTMVI Cc
YKa3aHnem CCbIJTIOK  Ha HOpMaTuBHbIE
npaBoOBbl€ aKTbl

Tunosble hopmbl
OOKYMEHTOB

Tunosble dopmbl JOKYMEHTOB Ha
TEeXHosormyeckoe npucoeguHeHne no
KaXKgown rpynne 3asButenen




Tapudbl Ha Tapudbl Ha TexHorornyeckoe
TEXHONOrMYECKOe | NPUCOEAMHEHME Ha  TeKylwMhA  nepuoa
npucoeguHeHne perynupoBaHusl C YyKa3aHMeM WCTOYHUKA
oduumnanbHoOro onybrnmkoBaHUs peLleHus
opraHa MCNOfHUTENbHOW BriacTu B obnactum
rocyaapCTBEHHOIO perynupoBaHus
TapudoB cybbekTa Poccuiickon
depnepaumm
CsepneHusi o CefeHns o Hanumymm obbema cBoboaHoM
HanM4num Ona TEXHONMOrMYeCcKoro  NpUcoeauHeHust
MOLLIHOCTH, notpebutenem MOLHOCTM Ha obbekTax
cBoboaHom ans 3NEKTPOCETEBOrO X035IMCTBA C YyKa3aHUEM
TEXHOJOTMYECKOro | TeKylero obbemMa MOLIHOCTM Ha TaKux
npucoeanHeHnst o0bekTax (0ToerbHO Mo KaXaoMy 00bekTy)
CsepneHusi o 1. CBegeHMa O KONMYecTBe 3asBOK U

NoAaHHbIX 3asABKax
Ha
TexHosrnorn4yeckoe

o6beMe MOLLHOCTU, HeobxoouMoM Ans KX
YAOBIETBOPEHNS.

2. CepfeHus o Konun4yecTtse




npucoeguHeHne, aHHYNMPOBaHHbIX 3asBOK Ha
3aKIMOYEHHbIX TEXHOJOrMYeCcKoe NpUcoeanHeHNe.
Aorosopax u 3. CeepneHus o BbINOSTHEHHbIX
BbINOJTHEHHbIX npucoegunHeHnAx n obbeme
NPUCOEOMHEHMSAX | NPUCOEOUHEHHOW MOLLHOCTM.
4. CBefeHUs1 0 3aKIYEHHbIX JOroBopax 0b
OCYLLEeCTBMNEHUN TEXHOJOrMYECKOro
NPUCOEeOVHEHNS K 3MNEKTPUYECKMM CETAM C
ykasaHvem obbema  npucoeguHsemown
MOLLHOCTK, CPOKOB WM nnatbl MO KaXXOoMy
[oroBopy.
KomMmmepueckun O6uwas Obuwasn NHopmaums o nopsiake
yyet WHdopmaums OCYLLECTBMEHUSA KOMMEPYECKOIO y4eTa
ANEKTPUYECKOMN
3Heprum HopmaTuBHble MepeyeHb  aKkTyanbHbIX  HOPMAaTUBHbIX
OOKYMEHTHI OOKYMEHTOB MO OCYLLECTBMEHUIO Yy4eTa
ANEKTPUYECKON IHEPTUN
MacnopTa lMepeyeHb Bcex ycnyr  (NpoLeccos),
npoLeccoB OKasblBaeMbIX (OCYLLECTBMSIEMbIX) CETEBOW




opransaLwlePl Nno KOMMep4YeCKoOMY y4eTy

Tunosble bopmbl
AOKYMEHTOB

Tunosble popMbI AOKYMEHTOB

TpeboBaHus K
opraHu3saumu
yyeTa

TpeboBaHMs K MECTaM YCTaHOBKU NpnbopoB
yyeTa, cxeme NOAKMYEHNS "
MeTpPOoNiormn4eCcknum XapakTepucTtukam
npubopos yyeta 6e3 ykasaHus Ha
TOBapHble 3HaKW, 3HaKWM OBGCnyXXMBaHUS,
VpPMEHHbIE  HAWMEHOBAaHWUSl,  NaTEHTbI,
nonesHble mMoZenu, NPOMbILUNEHHbIE
obpasubl, HauMeHOBaHWs mecT
npouvcxoxaeHus npubopoB yvyeta unu
HaVMeHOBaHUS NPOM3BOAMTENEN NPUOOPOB
yyeTa

O6cnyxnBaHue
notpebutenen

Odouchl
obcnyxumBaHus
noTpeburtenen

1. MNouTtoBble agpeca n rpadmk padboTol
oducos obcnyxmnBaHusa notTpedbutenen.
2. TenedoHHbIe HOMepa 3a04HOro
obcnyxnBaHus no BOnpocam




TEXHOJOTMYECKOro npucoeuHeHs,
nepefavm  SneKTPUYECKOW  3HEprMn 1
OCYLLECTBMEHUSA KOMMEPYECKOIO y4yeTa.

3. ONEeKTPOHHbIN agpec ceTeBon
opraHusaumm ans HanpasneHns
obpalleHnii noTpeduTener No SNeKkTPOHHOM
dopme.

4. damnnun, nHMUManbl JOIMKHOCTHBIX UL,
OTBETCTBEHHbIX 3a obcnyxvBaHne
notpebutenen ceTeBow opraHM3aunm.

5. ®opma 3anucuK Ha O4YHbIN Npuem B ouc
obcnyxnBaHus

3ao4Hoe
obcnyxuBaHue
nocpencTsom
TenedoHHOWN CBA3MN
(EAVHBIV LeHTp
obpaboTkn
BbI30BOB)

TenedoHHble Homepa 3a04HOro
obcnyxnBaHus no Bornpocam
ANEKTPOCHabXeHus, OCyLLEeCTBMEHNS
TEXHOJOTMYECKOr0o npucoeuHeHs,

nepegayn  areKTpPUYecKkoin  aHepruv U
OCYLLECTBIEHMSI KOMMEPYECKOIO yyeTa.

MepeyeHb  BOMPOCOB, MO  KOTOPbLIM
noTpebuTens MOXET MOMYyYUTb CMPaBOYHYIO




MHOPMaLMIO UM KOHCyNbTauuio  MNpu
obpalleHnM no ykasaHHbIM TenedOHHbIM
Homepam

WHTepakTnBHas
obpaTHas cBS3b
(MHTEpHEeT-NpuemMH
as)

B pyGpuke pasmeLLarTca WHTEPaKTUBHbIE
3MNEeKTPOHHbIE hopMbl C 0bsi3aTenbHOM Ans
3anofiHEHNA KOHTAKTHOM WHdopMaumnen u
NpeanoYTUTENbHBIM CMOCOBOM  MOMyYeHus
oTtBeTa. [pu HanpaeneHun obecnevmBaeTcs
BO3MOXHOCTb ~ MPUKPennaTe  dannbl  C
MaTepuanamu no obpatleHuto.
OnekTpoHHble opMbl  MpedycMaTpuBaoT
crnegyowue kateropuy obpaLleHuii:

1) 3anpoc CnpaBoYHON
WHOPMaLMK/KOHCYNbTaUnW;

2) obpalleHue, cogepxallee xanoby;

3) coobLuleHne 0 ©e300roBOpHOM
(6e3y4yeTHOM) NOTPEONEHNN INEKTPUYECKON
3Heprum;

4) onpoc notpeburenen (aHkeTa
notpeburtens).




B pybpuke obecneunBaeTcsi BO3MOXHOCTb
nonyyeHnss notpebutenem cBegeHWn o
cTaTyce paccMoTpeHus obpalleHus,
HanpaBfEHHOro B CETEBYK OpraHuM3aLuvio B
ANeKTpoHHON dhopme

HopmaTtueHble
OOKYMEHThI

1. TllepeyeHb HOPMaTUBHbLIX MPaBOBbIX
aKTOB, perynupyloLmx npouenypy okasaHus
(ocyLlecTBneHnst) ceTeBOW oOpraHusaumen
ycnyr (npoueccoB) NoTpedbutensim.

2. WHdopmauma o nopsigke nogavn u
cpokax paccMoTpeHus obpalueHnii
notpedurenen, npu 3TOM CpOKMU
paccMoTpeHus obpaleHns He  OOJIKHbI
npeebIWaTh CpOKMU, onpeaeneHHble
OEeVCTBYOLWMMUY HOPMaTUBHbLIMU
NpaBoOBbIMW aKTaMMm.

3. MNopsgok paboTel B NMYHOM KabuHeTe
notpedurens

JInYHbIN KabuHeT

JInyHbIV KABUHET NoTpebuTens




notpeburens

npedocTaBnsieT agpecHyld WHdopMauuio
noTpebuTensiM, B TOM yncrie MHGOpMaLuo
o xope NPOXOXAEHUS 3TanoB
paccMOTPeHUs 3asBKM MNoTpebuTtena u
ucrnonHeHnss  gorosopa  (MOCTynneHue
3aABKM, Bbldaya TEXHUYECKUX YCIIOBUNA,
3akrnoyeHne ZJoroeopa, UcnorHeHne
ZJoroBopa, hakTuyeckoe npucoeanHeHue)

Bon pOCbI N OTBETbI

B pybpuke pa3meLLarTcs YyacTto
3aJaBaemMble BOMPOCHI, BO3HMKaKLINE Y
notpebutenen, n oTBETHI HA HUX




Mpunoxenne N 7

kK EanHbIM cTaHgapTam

KayecTBa 0bCnyXMBaHUsi ceTeBbIMU
opraHvsauusiMm notpedutenen
YCINyr CETEBbLIX OpraHun3auni

Cnncok N3MeHsaILWUX AOKYMEHTOB
(BBeaeHo [pukasom MuHaHepro Poccum ot
06.04.2015 N 217)

UHGOPMALMA O KAYECTBE OBCIYXMBAaHWA NMOTPeGMTENe
yenyr sa ron

(HaMMEeHOBaHME CeTEeBOM OpTaHM3auuu)
1. O6was nHdopmauusi 0 CeTeBOW OpraHnsaunm

1.1. KomnuyecTtBo noTpebutenen ycnyr ceTeBOn
opraHuzauum (ganee - noTpebutenu) ¢ pasbuBkon Mo
YPOBHSM HanpspKeHus, KaTeropusm HaZeXHoCTH
notpebutenen n Tuny notpebutenen (dusnyeckne wnm
lopuanyeckne nuua), a Takke AnHamuKa no OTHOLUEHMIO K
rogy, npeaLwecTByOLEMY OTYETHOMY, 3arofiHSeTcss B
NPOU3BOSbLHON hopMeE.

1.2. Konn4yectBo TO4YEK MOCTaBKM BCEro M TOYeK
NoCcTaBKw, obopynoBaHHbIX npubopamu y4yeTa
3MNEeKTPUYECKON 3Heprumn, ¢ pasbuskon: usmyeckne nuua,
topuanyeckmne nvua, BBO/HblE yCTpoWicTBa
(BBOOHO-pacnpenenuTensHoe YCTPOWCTBO, rnaBHbIN
pacnpefenqTenbHbIA  WNT) B  MHOIOKBApPTMPHbIE A0Ma,
bGecxossifiHble  OOBLEeKTbl  3NEeKTPOCeTEBOro  XO35IMCTBA,
npmnbopbl y4eTa C BO3MOXHOCTbH AMCTAHLUMOHHOIO cbopa
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AaHHbIX, @ TaKkKke AuHamuKa Mo OTHOLWIEHWIO K rogy,
npeLlwecTsyoLLEMy OTYETHOMY, 3anonHseTcs B
npou3BosbHON hopme.

1.3. NHdopmaumus o6 obbekTax aMneKTpoceTeBoro
X03AMCTBa CETEeBOW oOpraHuMsauuu: AnvHa BO34YLUHbIX
nuHuia (oanee - BJT) n kabenbHbix nuHui (ganee - K ¢
pasbuBKOM MO  YPOBHAM  HamnpspkeHusl,  KONMYecTBO
nogctaHumn 110 kB, 35 kB, 6(10) kB B AnMHamuke
OTHOCWUTENMbHO  rofda, MPeALEeCcTBYIOWEr0o  OTYETHOMY,
3anonHseTCs B NpOU3BOsibHON hopme.

1.4. YpoBeHb U3NYECKOro M3HOCA OOBLEKTOB
3MNeKTPOCEeTEBOr0  X03AMCTBA CETEBOW OpraHusaumm C
pa3buMBKOM MO YPOBHAM HAMpsikeHUss M NO  Tunam
obopydoBaHus, a Takke AMHAMUKA MO OTHOLLUEHWIO K roAy,
npeLlwecTsyoLLEMy OTYETHOMY, 3anonHseTcs B
Npou3BOSbHON (OPME W BbIpaXaeTcsa B MpoLeHTax Mo
OTHOLLEHWIO K HOPMaTMBHOMY CPOKY CITy>KObl 06 bEKTOB.

2. NHbopmauus o kavecTse ycnyr no nepegaye
3MEeKTPUYECKOW SHEPrMn

2.1. TlokasaTenu kayecTBa ycnyr no nepegaye
3MEeKTPUYECKOW 3HEepruM B LIeSIOM MO CEeTeBOW OpraHm3aumm
B OTYETHOM Mepuoge, a TaKkke AUHaMUKa MO OTHOLLEHUIO K
rogy, NPeALecTBYOLLEMY OTHETHOMY.



MokasaTenb 3HaueHne nokasartens,
rogpl
N-1 N OuHamnk
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Mokaszartenb cpeaHen NPOAOIKUTENBHOCTM

npekpaLleHnin nepegaym anekTpu4eckon aHeprum (

Hi—",]DI )




1.1

BH (110 kB v Bblwwe)

1.2 CH1 (35 - 60 kB)
1.3 CH2 (1 - 20 kB)
1.4 HH (go 1 kB)

MokasaTenb cpegHer 4YacToTbl  NpeKpalleHuin

2 nepeaaumn anektpudeckoii aHeprim (s ym )
2.1 BH (110 kB n BbILwe)
2.2 CH1 (35 - 60 kB)
2.3 CH2 (1 - 20 kB)
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HH (go 1 kB)

lNokasaTenb cpegHen NPOAOIMKNTENBHOCTHU
npekpaLleHnn nepegavn dNeKTpU4ecKom 3Heprum,
CBA3aHHbIX C npoBedeHneM PEeMOHTHbIX pa60T Ha
oObeKTax oneKkTpPoCETEBOro XO3\NCTBaA CETEeBOW

3 opraHusaumm (CMeXHOW CceTeBOM OpraHusauuun,
WHbIX BragenbleB OOLEKTOB 3reKTPOCETEBOro
xo3acTBa) (Msamr me)

3.1 BH (110 kB v BbILweE)
3.2 CH1 (35 - 60 kB)
3.3 CH2 (1 - 20 kB)
34 HH (go 1 kB)




MokazaTenb cpedHer 4YacToTbl  NpeKpalleHuin
nepefayn SMneKTPUYECcKOW 3IHepruu, CBA3aHHbIX C
NPOBEAEHUEM PEMOHTHbIX paboT Ha obbekTax
3EKTPOCETEBONO X035IMCTBa CETEBOW OpraHMsaumnm

4

(cmexHon ceTeBOM opraHumsauuu, WHbIX
BnagensLes obbekToB 3r1eKTPOCEeTEBOIO

x03siicTBa) (s am mes )
4.1 BH (110 kB v Bblwwe)
4.2 CH1 (35 - 60 kB)
4.3 CH2 (1 - 20 kB)
4.4 HH (go 1 kB)
KonnuectBO  criyyaeB  HapylleHUs  KayecTBa
5 | anekTpmnyeckon sHeprumn, NoATBEPXKOEHHbIX akTamu

KOHTPONMPYIOLLMX OpraHu3auni n (Unu) peLeHnamm




cyaa, WTyku

B TOM uucne KOnMMYecTBO Crny4vaeB HapyLlUeHus
KayecTBa 3MEeKTPUYECKOWN SHEPrnm no BMHE CETEBON

5.1 | opraHusauuu, noaTBepPXKAeHHbIX aKTamu
KOHTPONUPYIOLLMX OpraHn3aumin 1 (nu) peleHnsamm
cyaa, WTYKK

2.2. PeWTUHr CTPYKTYPHbIX €4MHUL CeTEeBOM opraHu3auuy No KayecTBy OKasaHusl yCnyr
no rnepegaye SreKTPUMYECKON SHepruM, a Takke MO KayecTBY ONeKTPUYECKON 3Heprun B
OTYETHOM nepuoge.

N| Ctpyk | MokasaTen | MNMoka3aten | Nokasaten | MNokasaten | MNokasaten | MnaHup
TypHa | b cpegHen | b cpedHen | b cpedHen | b cpeaHen | b kadecTBa | yemble

A NPOAOIMKUT | YaCTOTbl | NPOJOSKUT | YacTOTbI oKasaHust | meponp
€0VHN | enbHOCTU | Mpekpalle | enbHOCTWM | Mpekpalle | ycnyr no naTuS,

ua npekpatye HUIA npekpatie HUIA nepegadve | Hanpas
ceTes HUWA nepegayu HUA nepegayn | anekTpuyec | NeHHble
on nepefayun | anekTpude | nepegaynm | anekrpude Komn Ha

opraH | anektpuye cKkow anekTpuye ckomn 3Heprum MOBbILLI
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2.3. MeponpuaTtus, BbIMOSTHEHHbIE ceTeBou
opraHuMsauuen B Lensax MOBbILIEHUS KavyecTBa OKasaHus
ycnyr no nepepaye 3neKTPUHECKON 3HEeprum B OTYETHOM
nepuoje, 3anonHAeTCcs B MPOM3BONbHOW chopMe.

2.4. Tlpoyas wuHdoOpMauns, KOTOpyl ceTeBas
opraHusauusa cumTaeT LenecoobpasHon AN BKMAYEHUS B
OTYeT, KacalwLascs Ka4ecTBa okasaHus yCnyr no nepegade
3MNEKTPUYECKON 3JHEPrUM, 3anosiHAEeTCH B NPOU3BOSIbHON
copme.

3. NHdopmauus o kavecTse ycnyr
MO TEXHONOrNYECKOMY NMPUCOEANHEHMIO

3.1. WHdopmaums o Hanmuuum HeBocTpeboBaHHOM
MOLLHOCTM  (MOLLHOCTW, OMpeAensieMoii Kak pasHOCTb
mMexay TpaHcOpMaTOpPHOW MOLLHOCTBIO LIEHTPOB NUTaHWSA
" CyMMapHom MOLLHOCTbIO 3HEPronpuHMMAaroLLMX
YCTPOWCTB,  HENOCPEeACTBEHHO (MNM  OMoCpedoBaHHO)
NPUCOEAVMHEHHbIX K TakuM  LUEHTpaM NuUTaHus, |
3HEPronpuHYMaloLWmnX YCTPONCTB, B OTHOLLUEHWUM KOTOPbIX
MMEITCA 3asiBKM Ha TEXHONOrmyeckoe NpUcoeguHeHne) ans
OCYLLECTBMNEHUST  TEXHONOTMYECKOro MNpUCOEdVMHEHUS B
OTYETHOM Nepuode, a Takke O NPOrHo3ax ee yBernyeHus ¢
pa3buBkOM N0  CTPYKTYPHbIM  €dMHMLaM  CeTeBOn
opraHmsauMmM M no YPOBHAM HanpsXKEHUss Ha OCHOBaHWM
MHBECTULMOHHOMW  MporpamMmmbl  TakoW  opraHusaumu,
3anonHseTcs B MPOU3BOSbHON dhopMme.

3.2. MeponpusTus, BbIMONHEHHbIE  CETEBOW
opraHusauvei B Liensix COBepLUEHCTBOBAHNSA AeATENbHOCTM
No TEXHONOrMYECKOMY MPUCOEAUHEHNIO B  OTYETHOM
nepuoge, 3anonHAeTCcs B MPOU3BONbLHOM hopme.

3.3. Tlpoyas wuHcopmauusi, KOTOpyl ceTeBas
opraHusaumsi cuuTaeT LenecoobpasHon Ans BKMYEHUS B



OTYeT,  Kacawlasca  npegocTaBrieHuss  ycrmyr — no
TEXHOMOTMYECKOMY  MPUCOEAMHEHUIO,  3anorHaeTcs B
npou3BosbHON hopme.

3.4. Ceepenusi o) KayecTse ycnyr no
TexXHOoNorm4eckomy npucoeanHeHUr K  3NeKTpU4eCKnm
CETSAM CETEBOW OpraHu3aLmm.



N

lNokasaTten
b

KaTteropusa npucoeguHeHusa notpebutenent ycnyr no nepegade |Bce
3NEKTPUYECKON 3HEPrM B pa3bmBke MO MOLLHOCTU, B AUHAMUKE | TO
no rogam
no 15 kBT | cBblwe 15 | cBbiwe 150 | He meHee | 06beKTbl NO
BktounTen | kBT u go KBt n 670 kBT
bHO 150 kBT | meHee 670 npoun3BoacT
BKNOUUNTEN kBT BY
bHO anekTpuyec
Kon
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3.5. CTOMMOCTb TEXHOMOMMYECKOr0 NPUCOEAMHEHUSI K 3MEKTPUYECKUM CETSIM CETEBOM
B ClNyyae Hanuuuss Ha oduuManbHOM CcanTe CceTeBoW

opraHusaumMu (He 3arnosHsieTcs,

opraHusauum

ceTn

WHTepHeT

MHTEPaKTUBHOIO
aBTOMaTuU4eCKn paccynTbiBaTb CTOMMOCTb TEXHONIOrM4eckoro npucoegnHeHna npu BBoAOe

napameTpoB, NPeayCMOTPEHHbIX HACTOSALLMM MYHKTOM).

WHCTPYMEHTa,

KOTOpbIN

nossonder

MOLLHOCTb 3HEPrONPUHUMAIOLLIMX
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4. KauecTBO 06CnyxuBaHus

4.1. KonuyectBo oOpalleHuit, MOCTYNMBLUMX B CETEBYH oOpraHu3auuio (Bcero),
obpalleHuin, cogepxalumx xanoby un (Mnu) obpalleHui, coaepXalux 3asiBKy Ha okasaHue
yCnyr, NOCTYNUBLLUMX B CETEBYIO OpraHu3aumio, a Takke KONMYecTBO oGpalleHuit, Mo KOTopbIM
ObINM 3aKnYeHbl JOroBOpbl 06 OCYLLECTBIEHUM TEXHOMOMMYECKOro NPUCOEAUHEHUST U (MnK)
[oroBopbl 06 0KasaHuK ycnyr no nepefave areKkTpUYeckon aHeprum, a Takke no KoTopbiM Gbinu
yperynupoBaHbl xanobbl B OTYETHOM Nepuofe, a Takke AMHAMUKA MO OTHOLLEHMIO K rody,



npeguwecTteytolieMy OT4HETHOMY.

N | Kateropun dopMbl 06CNyKMBaHWS
obpaLyeHun
notpebute OuyHas 3aoyHaa | OnekTpoHH | MNucbemeHHa MNpoyee
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4.2 NHdopmauusi o AeaTenbHOCTM 0ucoB obCcnyXuBaHUst NoTpebutenein.
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4.3. ViHdhopmaumsa o 3aouHOM obcnyxmBaHum notpebutenen nocpenctsom TenedoHHOM
CBA3N.

N HavnmeHoBaHue EgouHuua
n3mepeH
ns
1 | lMepeyeHb HOMepPOB TenedOHOB, BblAENEHHbIX HoMmep
ansa obenyxveaHusa notpeburtenei: TenedoH
Homep TenedgoHa no BOnpocam a
3HEpProcHabxeHwust:
Homepa TenedgoHoB LeHTpoB 06paboTku
TenegOHHbIX BbI3OBOB:




O6bLee uncno TenedoHHbIX BbIZOBOB OT
notpebutenen no BblgeNeHHbLIM HOMepam
TenedoHoB

eaUHNLbI

21

Obwwee yncno TenedoHHbIX BbISOBOB OT
noTpebutenei, Ha KOTOpble OTBETUN onepaTop
CeTeBoW opraHnsaumm

eONHULbI

22

O6ee uncno TenedoHHbIX BbI3OBOB OT
notpebutenen, o6paboTaHHbIX aBTOMATUYECKM
CUCTEMOWN NHTEPAKTUBHOIO rONOCOBOr0 MEHHO

eauHNLbI

CpefaHee BpeMsi oXXvaaHus oteeTa
noTpebutenem npu TenegoHHOM BbI30BE Ha
BblAeNeHHble Homepa TenedOoHOB 3a TEKyLLWIA
nepuopg

MWH.

CpegHee BpeMsi 06paboTkM TenedOHHOro

Bbl30Ba OT I'IOTpeﬁl/ITeJ'IFl Ha BblerieHHble HoMepa

TenedgoHOB 3a TekyLMi nepmog

MWH.




4.4. KaTteropusa obpalleHui, B KOTOpOW
3aperncTpmMpoBaHo Hambornbluee Yncno obpalleHuii Bcero,
obpaLleHuit, coaepaLimx xanoby, ob6paLleHuit,
cofepXaluMx 3asiBKy Ha okasaHue ycnyr, MocTynuBLUMX B
OTYETHOM Mepuode, B COOTBETCTBUM C MyHKTOM 4.1
WHdopmauun o kadecTBe obcnyxuBaHus notpebutenen

ycnyr.

4.5. Onucanve AOMOSTHUTENbHbIX ycnyr,
oKasblBaeMblXx MOTPebUTENto, MOMMMO YCNyr, yKas3aHHbIX B
EavHbIX cTaHgapTax kKadectBa OOCNyXMBaHWUSA CETEBbIMU
opraHusauusamu noTpebutener ceTeBblX OpraHU3aLuii.

4.6. Meponpuatusa, HanpaeneHHble Ha paboTty ¢
coumnanbHo YSI3BUMbIMU rpynnamm HaceneHus
(neHcroHepbl, MHBaNWAbl, MHOTOAETHbIE CEMbW, YY4aCTHUKM
BOB wu 6o0eBbix [elCTBAA Ha TeppUTOpUSAX APYrux
rocygapcte B cooTBeTcTBuM ¢ PefepanbHbIM 3aKOHOM OT
12 auBapst 1995 r. N 5-®3 "O BetepaHax" (CobpaHue
3akoHopaTenbcTBa Poccuiickon ®epepaumm, 2000, N 2, cT.
161; N 19, ct. 2023; 2001, N 1, cT1. 2; N 33, cT1. 3427; N 53,
cT. 5030; 2002, N 30, cTt. 3033; N 48, cT. 4743; N 52, cT.
5132; 2003, N 19, cT. 1750; 2004, N 19, cT. 1837; N 25, cT.
2480; N 27, ct. 2711; N 35, cT. 3607; N 52, cT. 5038; 2005,
N 1, cT. 25; N 19, c1. 1748; N 52, cT. 5576; 2007, N 43, cT.
5084; 2008, N 9, cT. 817; N 29, ct. 3410; N 30, ct. 3609; N
40, cT. 4501; N 52, c1. 6224; 2009, N 18, c1. 2152; N 26, cT.
3133; N 29, cT. 3623; N 30, cT. 3739; N 51, cT. 6148; N 52,
cT. 6403; 2010, N 19, cr. 2287; N 27, ct. 3433; N 30, cT.
3991; N 31, ct. 4206; N 50, cT. 6609; 2011, N 45, cT. 6337;
N 47, cT. 6608; 2012, N 43, ct. 5782; 2013, N 14, cT. 1654;
N 19, c1. 2331; N 27, c1. 3477; N 48, cT. 6165; 2014, N 23,
ct. 2930; N 26, ct. 3406; N 52, ct. 7537; 2015, N 14, cT.
2008), maTepu-O4MHOYKWN, YYaCTHUKM NUKBMOALMU aBapuvu
Ha YepHobbinbckot ASC 1 NnpMpaBHEHHbIE K HAM KaTeropmm
rpaxpgaH B cooTBeTCcTBMM C  3akoHoMm Poccuickon
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depgepaunm ot 15.05.1991 N 1244-1 "O coumanbHom
3almTe rpaxagaH, NOABEprumnxcs BO3LENCTBUIO pagvauum
BCneacTBMe katactpodbl Ha YepHobbinbckon A3C"
(Begpomoctn Cbesga HapogHbix pgenytatoB PCOCP wu
BepxoBHoro Coeta PC®CP, 1991, N 21, cTt. 699;
Begomoctn Cwbesga HapogHbix genyTtatoB Poccuiickon
degepaunn 7] BepxosHoro CoBeTa Poccuiickon
Oepgepaumn, 1992, N 32, cr. 1861; Cobpanve
3akoHogaTenocTtBa Poccuiickon ®epepaunn, 1995, N 48,
cT. 4561; 1996, N 51, cT. 5680; 1997, N 47, cT. 5341; 1998,
N 48, c1. 5850; 1999, N 16, cT. 1937; N 28, cT. 3460; 2000,
N 33, ct. 3348; 2001, N 1, cT. 2; N 7, cT. 610; N 33, cT.
3413; 2002, N 30, cT. 3033; N 50, cT1. 4929; N 53, cT1. 5030;
2002, N 52, ct. 5132; 2003, N 43, c1. 4108; N 52, cT. 5038;
2004, N 18, cT. 1689; N 35, cT. 3607; 2006, N 6, cT. 637; N
30, cT1. 3288; N 50, cT. 5285; 2007, N 46, cT. 5554; 2008, N
9, c1. 817; N 29, c1. 3410; N 30, cT. 3616; N 52, cT. 6224; N
52, c1. 6236; 2009, N 18, cT. 2152; N 30, cT. 3739; 2011, N
23, c1. 3270; N 29, cT1. 4297; N 47, cT. 6608; N 49, cT.
7024; 2012, N 26, cT. 3446; N 53, cT1. 7654; 2013, N 19, cT.
2331; N 27, cT. 3443; N 27, cT1. 3446; N 27, cT. 3477; N 51,
CcT. 6693; 2014, N 26, ct. 3406; N 30, cT. 4217; N 40, cT.
5322; N 52, cT. 7539; 2015, N 14, cT. 2008).

4.7. Tembl 1 pesynbTaTbl ONPOCOB NoTpebuTenen,
NPOBOAMMBIX CETEBOW OpraHusauuen pAns  BbISBNEHWS
MHeHUs noTpebuTenein O KayecTBe OOCNYXMBaHUS, B
pamkax ucrnonHeHus EAuMHbBIX  CTaH4ApTOB  KayecTsa
o6CnyxuBaHUa CeTeBbIMW OpraHm3aumamu notpeburtenen
yCnyr ceTeBbIX OpraHv3auui.

4.8. MeponpuaTus, BbIMOSIHAEMbIE  CETeBOWN
opraHusauuen B UensX  MNOBbIWEHNS KayecTBa
obcnyxuBaHusa noTpebutenen.

4.9. Hdopmaums no obpalleHusim notpebutenei.
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