Mpuka3s MuHucTepctBa aHepreTukn PO ot 15 anpens 2014 r. N 186
"O EamHbIX cTaHgapTax kayecTBa 06CnyXnBaHUsi CETEBbIMU OpraHM3aunamMmn notpebutenen
ycnyr ceTeBblxX opraHusaumn”

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

1. YTBepauTb npunaraemble EAnHble cTaHOapThl KayecTBa 0OCNY>XMBaAHUA CeTEBbIMU
opraHusaunammn notpedbutenen ycnyr ceTeBbiX OpraHmM3aLumin.

2. Hactoswmn npukas BCTynaeT B CUIy B YCTAHOBIEHHOM MOpPSAKe, 3a UCKITIOYEHNEM
mas Il n Il EguHbIX cTaHgapToB KayecTBa O6GCnyXmBaHMA CeTEBbIMW OpraHu3aunsamm
notpebutenen ycnyr ceteBblX OpraHuM3auui, BCTyNawWmMX B CWUMY MO UCTEYEHUWN LIECTU
MeCsILIEB CO AHSI BCTYMIEHWS B CUIY HACTOSLLEro npukasa.

MuHucTp A. HoBak

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

EauHble cTaHaapThbl
KayecTBa 06CNy>XMBaHMUA ceTeBbIMU OpraHU3auusimMm notTpedbutenen ycnyr ceTeBbixX
opraHmsauum
(yTB. npukazom MuHuctepcTBa aHepreTukmn P® ot 15 anpensa 2014 r. N 186)

. O6wWwme nonoxeHun

1. Hactoawue EpguHble cTaHgapTbl KadecTBa  obGCnyXuBaHWs  CceTeBbIMU
opraHmsaumsamMm noTpedbuTenen ycnyr ceTeBbiX OpraHM3auuin yctaHaBnuBalT TpeboBaHUA K
OBCNy>XMBaHWIO CETEeBbIMW OpraHM3aumsaMmn nuy, ABNALWMXCA noTpebutenamu  ycnyr
CETEBbIX OpraHM3aumin no nepegade SNeKTPUYECKON 3Heprumn (3a MCKNKYEHUEM CETEBbIX
opraHusaunin, aHeprocbbITOBbIX OpraHM3aLumi N rapaHTUPYIOLLMX NOCTaBLUMKOB), B TOM YuUCre
obcnyXmMBaemMbIX aHEProcObITOBON OpraHM3aumen U rapaHTUpPYOLWMM NOCTaBLUMKOM, U NUL,
o6paTUBLLMXCSA B CETEBYH OpraHM3aumio C Lenblo 3aknioveHns goroeopa o6 okaszaHum ycnyr
no nepefade  OnNeKTPUYECKOW  SHEPrMn UM OCYLLECTBIIEHMM  TEXHONOrMYEeCKOro
NPUCOEOMHEHUA K 3NEKTPUYEeCKUM ceTaM  (3a WUCKMIOYEHMEM CeTeBbIX OpraHusauum,
9HEeprocObbITOBLIX OpraHvM3auuMi U rapaHTUpPYOLWNMX MOCTaBLUMKOB) (danee - notpebutenu,
TEeXHOMormMyeckoe nNnpucoeguHeHune).

2. CeTeBas opraHusauus obecneymBaeT paccMmoTpeHue obpalleHun noTpedbutenen,
NMOCTYNUBLLMX B YCTHOW, MMCbMEHHOM bopMe nnn B opMe 3NEeKTPOHHOIO LOKYMEHTA.

B3anmogencrteme ceteBon opraHvsaumMmM C noTpeduTensaMum B 4acTu paspeLueHus
BOMPOCOB, coAepXawmxca B obpalleHuax notpebutenen wn nNpegocTaBneHns UM
BO3MOXHOCTM peanu3aumn npas, MNpegyCMOTPEHHbIX 3akoHoOaTenbCcTBOM Poccuickon
depepaummn (oanee - obenyxmBaHme noTpebuTenen), oCyLecTBAsSeTC B COOTBETCTBUM C
TpeboBaHNAMKN HacToAWmMX EQMHBbIX cTaHaapTOoB.

3. B uenax okasaHua ycrnyr no nepefadye 3reKkTpuUyeckom SHeprum ceTeBast
opraHusaunsa npu obcnyxmBaHum noTpebutenen ocyLLecTBnseT:
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a) 3aKnyeHne goropopa 06 okasaHum ycnyr no nepeaayve 3NeKTpuYeckon aHepruu;

0) BHECEHNE M3MEHEHUI B JOroBop 06 OkasaHuM ycnyr no nepegadve aneKkTpu4eckon
Hepruu;

B) pacTopxeHue gorosopa 06 okaszaHuuM ycryr no nepegade anekTpu4eCckon aHepruu;

r) nHcpopmmnpoBaHme notpebutenss 06 aBapuUNHbLIX CUTyaLMaX B pacrnpeaenntenbHbiX
9NEKTPUYECKUX CeTAX CEeTeBOM OpraHu3auuun, PeMOHTHbIX U npodunakTudecknx pabortax,
NNaHOBbLIX OrPaHUYEHUSX peXMma NoTPebneHus SMNEeKTPUYECKOW IHEPTUW, BRMSIOLMX Ha
ncnosiHeHne obsasaTenbCTB MO JOroBopy 06 OKasaHuW ycnyr no nepegadve 3neKkTpu4eckomn
SHepruu;

A) OONYCK YrNOMHOMOYEHHbIX NpeacTaBuTenen notTpedbuTtens ycnyr B NyHKTbl KOHTPONS
M ydeTa KOMMYECTBaA W KayecTBa OINEKTPUYECKOW 3JHeprMm B nNopsgke u  cnyyasx,
YCTaHOBMEHHbIX JOroBOPOM 06 OKasaHuW ycnyr no nepegayve aNeKTpu4eckon aHepruu;

€) cornacoBaHme MecTa YCTaHOBKM npubopa yyeTa 3NeKTPUYECKOW 3SHeprum
(MowHocTN) (manee - npubop ydeTa), CXeMbl NOAKMYEHMST Npubopa ydeTa M UHbIX
KOMMOHEHTOB M3MEPUTESbHbIX KOMMSIEKCOB W CUCTEM Yy4veTa JNeKTPUYECKOW SHEpruun
(MoWHOCTHN), a TakKe METPOSIOMMYECKUX XapakTePUCTUK npnbopa yyeTa;

) gonyck B aKkcnnyaTauumio npubopa yyeTa;

3) CHATME KOHTPOJIbHbLIX NOKa3aHnn NPUbopoB y4eTa;

1) Npuem rnokasaHum npmbopos yyeTa oT NoTpedbuTens;

K) NpOBEpKy, B TOM YUCIe CHATUE NoKasaHwun, npubopa yvyeTa nepe ero AeMOHTaXeM
AN pEMOHTA, MOBEPKN NN 3aMEHbI;

n) pacyet obbemMa nepeaaHHON ANEKTPUYECKON IHEPTrUK NOTpebutenio;

M) KOHTPOJIb NokasaTenen kayecTBa dMeKTPUYECKOM 3HEPrnn B TOHMKaxX NpucoeguHeHns
9HEPronpuMHMMalOLLMX YCTAaHOBOK MNOTPEOUTENSA SMNEKTPUYECKON JHEPTMM K IANEKTPUYECKUM
CeTsIM CETEBOM OpraHu3auuu;

H) KOHTPOSb 3HAYEHNN COOTHOLLEHMS NOTPEBNEHNA aKTUBHOW N PEAKTUBHOW MOLLHOCTU
AN OTAENbHbIX 3HEePronpMHMMaloLWMX YCTPONCTB (rpynn SHEPronpuHUMaloWmx YCTPOWUCTB)
notpedurens;

0) nposeaeHue KOHTPOJbHbIX, BHEOYepeaHbIX n NHbIX 3aMepoB
noTokopacnpeneneHnsi, Harpy3ok W YpPOBHEW HarnpsbkeHusi Ha obbekTax noTpebutens wu
0O6bEeKTax aNEeKTPOCETEBOro X03aMCTBA CETEBOM OpraHn3auuu;

n) NofIHoe (YacTUYHOE) OrpaHNYEHNE pexnma NnoTpebneHnsa aNeKTPUYECKoONn 3HepPrum B
nopsiake, ycTaHoBneHHoMm [lpaBunamu MOMAHOrO U (MM) YaCTUYHOrO OrpaHUYEeHUs pexuma
noTpebneHnsa anNeKkTpUYECKONn IHEpPruu, YTBEPXKOAEHHbIMU nocTaHoBrneHvem [paButenbcrea
Poccunckon ®egepaumm ot 4 maga 2012 r. N 442 (CobpaHue 3akoHogaTensctBa Poccumnckon
depepaumm 2012, N 23, ct. 3008; 2013, N 1, cT. 68; N 1, cT. 45; N 5, cT. 407; N 31, CT. 4226;
N 32, ¢1.4309), n [lpasunamu pa3paboTkm U NPUMEHEHNA rpadMKOB aBapPUNHOIO
OrpaHNYeHns pexmma noTpebneHnsa anekTpu4eckon aHeprn (MOLLHOCTU) M UCMONb30BaHMUS
NpOTMBOABAPUNHOM aBTOMATUKKN, YTBEPXKAEHHbIMU Mnpuka3om MuHaHepro Poccum oT 6 moHs
2013 r. N 290 (3apeructpupoBaH MuHioctom Poccun 9 aerycta 2013 r., permctpaunoHHbIv
N 29348);

p) cocTaBneHMe W npegocTaBneHne noTpebuTtento aktoB 0Ge3yyeTHOro mu
©e300roBOpHOro NOTPEDNEHNS ANEKTPUYECKON SHEPTUN;

C) coCTaBreHne akToB COrnacoBaHNsa TEXHONOMMYECKOM 1 (M) aBapumHON GPOHY;

T) Bblda4yy OOKYMEHTOB, NPeayCMOTPEHHbIX B pamkax OKa3aHus ycryr no nepegade
9NEKTPUYECKON JHEPrMM U TEXHONOrMYEeCKOMY MPUCOEOUHEHUIO, B TOM 4YUCIE KBUTAHLMWW,
CYETOB, CYETOB-(PAKTYP.

4. B pamkax TexHOSMOrM4eckoro npuUCOedMHEHMA CeTeBas oOpraHusauusa npu
obcnyxunsaHun notpedbutenen okasbiBaeT cnegytowme ycnyrm (OcyLecTBnsieT NpoLecchbl):

a) TEXHONOrM4YeCcKoe NPUCOeANHEHNE K ANIEKTPUYECKNM CETSAM CETEBOWN OpraHn3auum;
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6) TexHonornyeckoe NPUCoeanHeEHNe K INEKTPUYECKUM CEeTSM CeTEBON OpraHu3aumm
nocpeacTBoM nepepacnpegeneHns MakCUManbHOW MOLLHOCTU  MexXay Hopuanyeckumm
aMuamMn M MHAMBMAyanbHbIMKM - NpegnpuHuMatensMm (B TOM  4UCne onocpefoBaHHOEe
npucoeauHeHune);

B) TEXHONMOrM4Yeckoe MpUcoeauHEHNE K INEKTPUYECKUM CETAM CeTEBOW OopraHusauumu
no NHANBUAYaNbLHOMY MPOEKTY;

r) BPpeMEeHHOe TEXHOMNOrMyeckoe npucoeanHeHne K INeKTPUYECKUM CeTsiM CeTeBOW
opraHusauum.

5. B pamkax obcnyxumBaHus notpebuTenen ceTeBas opraHusauus Mo 3asiBMEHUIO
noTpeduTens Takke okasblBaeT crieqyolime ycnyrm (ocyLwecTBngeT npouecchl):

a) Bblga4vy CnpaBoOK U JOKYMEHTOB (MX KOMWM), NOATBEpPXOatoLMX TEXHONorm4yeckoe
npucoeguHeHne K CceTdM CeTeBOW opraHusaumm (akT pasrpaHudeHunss 6HanaHcoBon
NPUHAONEXHOCTU  JMNEeKTPUYEeCKUX CeTer, akT  pasrpaHvyeHus  3KCchnyaTauMOoHHOW
OTBETCTBEHHOCTU CTOPOH, akT 06 OCYyLLECTBNEHUN TEXHOMNOrMYECKoro NPUCoOeaMHEHN U akT
corrnacoBaHus TEXHONOrMYeCcKon n (Mnn) aBsapuinHom 6poHn);

06) BOCCTaHOBMEeHWEe paHee BblOaHHbIX JOKYMEHTOB O  TEeXHOMOrMyeckom
npucoeavHeHnn Nnbo Bblgavy HOBbIX JOKYMEHTOB O TEXHOSIOMMYEeCKOM NPUCOeanHEHUN npu
HEBO3MOXXHOCTN BOCCTAHOBMNEHNA paHee BblAAaHHbIX TEXHUYECKMX YCIOBUN;

B) YCTAHOBKY, 3aMeHY W (1nu) aKcnnyaTtauunio npnubopos yyeTa.

6. O6cnyxuBaHne noTpebutenen B pamkax oOKasaHua ycnyr no nepegaye
9NEKTPUYECKON 3HEeprun OCYyLLEeCTBNSEeTCS Ha OCHOBaHUW obpalleHus noTtpebutens B
ceTeBYylD OpraHusauuio, ecnm  3akoHogartenoctBoM  Poccumnckon  depepaumm  He
npeaycMOTPEHO OCyLLeCTBIIEHME NpoLecca No MHUUMaTMBe ApYrnx nuu,.

7. Tpu obcnyxmBaHmn noTpebutenen (OCyWECTBEHUN OTAENbHLIX MNPOLECCOB)
ceTeBas opraHvMsauus He JommkHa TpeboBaTb OT NoTpebuTens NnpeaocTaBneHnss AOKYMEHTOB,
a TakkKe  OCylleCTBNeHWs  norpebutenem  OeWCTBUMWA, He  MPeayCMOTPEHHbIX
3akoHogartenbcTtBoM Poccuickon ®eagepaunn.

MHdopmaums 06 namMeHeHusix:
lMpukazom MuH3Hep20 Poccuu om 6 anperns 2015 e. N 217 6 nyHKm 8 eHeCeHbl USMeHEeHUSs

CmM. mekcm nyHkma & rpedbidywed pedakyuu

8. CeTeBas opraHusaumsi packpbiBaeT B COOTBETCTBUM co CTaHOapTamu pacKpbITUSA
UHpopmauumn cybbekTamm ONTOBOrO M PO3HUYHBLIX PbLIHKOB 3MNEKTPUYECKON 3SHEeprum,
yTBepXaeHHbIMU rnoctaHosrieHnem [NpasutenbctBa Poccunckon depepaumm ot 21 aHBaps
2004 r. N 24 (CobpaHue 3akoHopaTtenbctBa 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, ct.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, ct.815; N9, cT1.907, 919; N 19, cT1.2416; N 25, ct. 3311) (nanee -
CtaHgapTbl packpbiTUs WHOpMauuK), creayrLwyo MHpopMaumio O nacnoptax ycnyr
(npoueccos):

Kpyr 3aaButenen;

pasmep nnaTtbl 3a OKa3aHue ycryrn (OCyLleCcTBieHUs npouecca) U OCHOBaHUA ee
B3VIMaHWs;

YCIOBUSA OKasaHus ycnyru (OCcyLecTBneHuns npowuecca);

pesynbTaT oKasaHusa ycnyru (ocyLwecTBeHns npouecca);

oBLWKN cpok okasaHus ycnyru (ocyLwecTBneHms npouecca);

COCTaB M aTanbl OKasaHus ycnyrn (OCyLLEeCTBEHUS Npouecca), BKIYas CBeaeHus O
copepXaHun 1 (unu) ycnosusx aTtana, opma okasaHus ycnyru (OcyLlecTBNeHns npowecca).

MacnopT ycnyrn (npouecca) COCTaBnsieTCA B OTHOLUEHMM KaXaown ycnyru (npouecca),
OKa3blBaeMOW CeTeBOW OpraHusaumen, no pekoMmeHgyemMmomy obpasuy COrfacHO MpUoXeHUo
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N 1 k HacToAWwmMM EgmHbiM cTaHaapTam.

Macnopta ycnyr (NpoueccoB) CeTeBOW oOpraHu3aumm nybnukyloTcs CceTeBou
opraHu3auunen B COOTBETCTBYIOLLEM pasfene Ha oduumanbHOM canlTe CeTeBOW opraHm3auunm
B WMHOPMALMNOHHO-TENEKOMMYHUKALUMOHHON ceTn WMHTepHeT (nanee - cetb WHTepHeT), a
TaKke pasMeLlalTcs Ha MHGOPMALMOHHbIX CTeHAax B odmcax ceTeBOW opraHusauum,
npegHasHa4YeHHbIX Ana npuema notpebutenen no BONpocam OKasaHWsA ycnyr no nepepade
9NEKTPUYECKON IHEPTUN, TEXHONOMMYECKOMY MPUCOEANHEHNIO U MHBIM BONPOCaM, CBA3aHHbIM
C AeATenbHOCTbIO CETEBOW opraHM3aunn (ganee - omc obcnyxneaHusa notpedutenen).

9. lMNpn BHeECeHMM M3MEHEHMA B HOpPMaATUBHbIE MNPABOBbIE aKTbl, PeErynupytoume
NOpsiAOK OKasaHus ycnyr no nepejadvye 3rekTPUYEecKOW SHEeprm u TEXHONOrm4yeckomy
npucoeguHeHno, nacnopT ycnyrm (npouecca) NpPUMBOOMTCS CETEBOW OpraHusaunen B
COOTBETCTBME YKa3aHHbIM U3MEHEHUSM B TedeHne AeCATU pabounx AHeWn nocne BCTYNNeHns
B CUITY YKa3aHHbIX N3MEHEHUN.

MHdopmaumsa 06 nameHeHusx:

lMpukazom MuH3Hepao Poccuu om 6 anpens 2015e. N 217 e nyHkm 10 6HeceHbI
U3MEeHEeHuUs

CmM. mekcm nyHkma e rnpedbidywed pedakuuu

10. CeTeBas opraHuMsauusi He pexe 0OHOro pasa B rog obecneymBaeT npoBedeHue
ONpocoB NOTpebuTenem C UENbl BbISBIEHUS MHEHUs notpebutenen O KayecTBe
obcnyxmBaHua. ExxerogHble oT4eTbl 06 UTOorax M3yvyeHuss MHeHus notpebutenen o KadvecTse
obcnyxuBaHua nyonukyroTcAa Ha oduuManbHOM calTe CeTEeBOW OpraHM3aumm B CETU
WMHTepHeT He no3gHee 1 mMapTta roga, crnegyluwlero 3a rogomMm, B KOTOPOM MPOBOAUIUCH
COOTBETCTBYHOLLME OMNPOCHI.

CeTeBas opraHusaumss B COOTBeTCTBMM cOo CTtaHaapTamn packpbiTusi MHopmaumm
obecneunBaeT packpbiTue MHpopmMaumm o KadectBe O6CnyxuBaHus notpebutenen ycnyr
CeTeBOW OpraHusauumn 3a npeflecTBYOLWUN rog cornacHo npunoxeHuto N 7 K HacToAwmum
EovHbIM  cTanHgaptaMm Ha oduumanbHOM calTe CeTeBOM opraHuMsauuMm UM Ha WHOM
oduuymanbHoM cante B ceTun WHTepHeT, onpegensiemom [lpaBuTenbCcTBoOM Poccuickon
depepaumn.

* B cootBeTcTBUM C nyHKTOM 11(6) CTaHgapToB packpbITUa MHpopmaunm cybbektamm
ONTOBOr0 M PO3HUYHOIO PbIHKOB 3NIEKTPUYECKOWN 3HEPrUn, YTBEPXKAEHHbIX MOCTaHOBIEHUEM
MpasutensctBa Poccuickon ®epepauum ot 21 aHBapsa 2004 r. N 24.

FAPAHT:

maea |l BCTyrnaetT B CUJly MO UCTeYeHUU LWeCTn mMecdaueB CO OHA BCTYINJiIeHUdA B CUIly
HacCToALLero rnpukasa

Il. OpraHnsaumsa o4Horo oo6cnyxmBaHus

11. TlonoxeHnss HacTosAwen rnaBbl 06 oOpraHM3auun LEHTpanbHbIX 0¢UCOB
obcnyxumBaHna noTpebutenen un opraHMsaumm OOCNYXMBaHUA B  Takux ocdpmcax
pacnpoCTPaHATCA Ha TEPPUTOPManbHblE CETEBLIE OpPraHn3aLnn.

12. O6GcnyxuBaHne noTpebuTenen nOCpeacTBOM JMYHOMO KOHTaKTa paboTHMKa
CeTeBOWN opraHusauum ¢ notpeburtenem (ganee - oyHoe obcCnyXxmnBaHME) OCYLLIECTBMSETCA B
odmucax obcnyxkmBaHuss noTpebutenen, a Takke B ChyyYasX, MpPeayCMOTPEHHbIX
3akoHogartensctBoM Poccuinckon ®depepaumm, ¢ Bble3goM K notpedutento paboTHuKa
CeTeBOM opraHmM3auun.

13. Odwmcbl obcnyxmBaHna noTpedbutenen noapasfendalTcs Ha  UeHTpbl
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obcnyxmBaHna noTpebutenen (ganee - UEHTPbl OOCNYXXMBaHUA MoTpeduTenemn) u NyHKTbl
obcnyxusaHusa notpebutenen, opraHM3oBaHHble B 060COBNEHHbIX Noapa3aeneHnsx ceTeBom
opraHusauun (ganee - NyHKTbl 06cnyxmnBaHma notpedbutenen).

Odomcbl obenyxmnBaHna notpedbutenen OomkHbl obecrneynBaTb OpraHU3aLmMlo OYHOro
obcnyxmBaHna  notpebutenen,  Ucknvarowero  HeobxoguMOCTb  B3aUMOAEWCTBUS
noTpeduTensa ¢ MHbIMM NoApa3aeneHnsaIMn ceTeBon opraHmsaunn (MpuHUKUN "ogHoro okHa").

14. CeTeBasa opraHmsaums pasmelliaet oducbl 0BCNyxmMBaHUA noTpebutenen Ha
Tepputopusax cybbektoB Poccuickon degepaumm, B rpaHULAxX KOTOPbIX PaCnoOSIOXeEHbI
OOBbEKTbI 3MEKTPOCETEBOrO0 XO3AMCTBA CETEBOW OpraHusaumm (ganee - Tepputopus
3KcnnyaTaunoHHOW OTBETCTBEHHOCTH).

MHdopmaums 06 naMeHeHusix:

[Npukazom MuHaHepao Poccuu om 6 anpensa 20152, N 217 e nyHkm 15 6HecCeHbI
U3MEHEHUS

CmM. mekcm nyHkma 8 rnpedbidywed pedakyuu

15. CeTeBas opraHusaums pasMellaeT He MeHee OJHOro ueHTpa obcnyxunBaHus
notpedbutenen ycnyr B MyHUUMNANbHbIX 00pasoBaHMsX (MyHUUMNAnbHbIX panoHax,
ropoACKUX OKpyrax) YMCNEHHOCTbIO HaceNneHus He MeHee [ABYXCOT ThbICAY YerioBeK U B
afMUHUCTPATUBHBIX LeEeHTpax cybbektoB Poccuinckon ®Pepepauumn B cnydae, ecnu
KONMYecTBO noTpedbutenen ycnyr ceTEBON OpraHu3auuu, 3HEepPronpuHMMaroLme ycTponucTea
KOTOPbIX HEMOCPEACTBEHHO MPUCOEOUHEHbI K CeTsAM 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 ceteBasi opraHuMsauusi pasmelaeT MyHKTb
obcnyxusaHusa notpedutenen.

CeTteBas opraHusaums obecneumBaeT obcnyxuBaHue notpebutenen ¢ cobnogeHnem
TpeboBaHUN K opraHuM3aumMm oducoB o0OCnyxmBaHua noTpebutenen, npenycMoTPEHHbIX
npunoxexHnem N 2 K HacTosawmM EguMHbIM cTaHgapTaMm.

16. CeTeBasi opraHmsaumnsa obecnevmBaeT o4HOe ObCnyXmMBaHue notpebutenen:

B LIEHTpax obcnyxmBaHna notpebutenen ceTeBon opraHm3aumm He MeHee 45 yacoB B
Hefeno;

B MyHKTaxX ob6CcnyXxmnBaHus notpedbuTtenen ceTeBon opraHM3aumm He MmeHee 25 4yacoB B
Hegento.

17. O4Hoe obGcnyxmBaHue noTpedbutenen B odmucax obcnyxkmBaHua noTpedutenen
BeAeTCsa B NOPsSAKE XXMBOW ovepeamn C UCNOSNb30BaHMEM CUCTEMbI SNIEKTPOHHOIO ynpaBneHns
odepeapto (Mpy HaANMYUKU TakoM CUCTEMBbI) U MO NPeaBapUTENIbHON 3anncu No TenedoHy Unun
Ha odomumanbHOM canTe CeTEBOM opraHu3aumn.

18. Ob6cnyxuBaHne notpebutenen [OMKHO OCYWECTBNATLCA B nobom oduce
obcnyxumBaHna  noTpebutenem  BHe  3aBMCMMOCTM  OT  MeCTa  pacrofioXeHus
9HEPronpuMHMMaloLWmMx YCTPOWCTB noTpebutena Ha Tepputopunm  SKCMyaTaunoHHOM
OTBETCTBEHHOCTM CETEBOM OpraHn3auumn.

19. CeTeBas opraHu3aumnsa npu OCyLLECTBIIEHUN OYHOIO OBCNYXMBaHUA NoTpebuTenen
B ochmncax obcnyxumBaHus notpedbutenen obecnevnBaeT CoBepLUEHNE OENCTBUN MO NEPEYHI0
cornacHo npunoxennto N 3 K HacToAwmMmM EanHblM cTaHgapTam.

20. ObLee Bpemsa oXngaHus noTpedbutensa B ovyepeaun n obecnyxmeaHna notpebutens
paboTHMKOM odhmnca obcnyxmuBaHus nNnoTpedbuTenen OOMKHO cocTaBnATb He 6onee 30 MUHYT.
PaboTHukn odmca obcnyxmBaHuss notpebutenen obsi3aHbl HOCUTb JUYHbIE HarpygHble
NOEHTU(UKAUMOHHbIE KAapTOYKM C yKa3aHMEM HaMMEHOBAHUA CETEBOW OpraHu3auuu,
AOIMKHOCTU, UMEHW, OTYeCTBa 1 hamunumn paboTHUKA.

21. PaboTHMK ceTeBOM oOpraHuMsauumn, npubbiBLIMIA K noTpebutento  ana
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OCYLLIECTBMEHNST OYHOro OobGCnyXuBaHWs, coobliaeT noTpedbuTento cBoM amunuio, MM,
OTYECTBO, [OMKHOCTb, HaMMEHOBaHWE CETEBOW OpraHu3auuun, a Takke MPUYUHY U Lenb
npunbbiTna. Mo TpeboBaHuio noTpebuTensa paboTHMK AOSMKEH npenocTaBuUTb CryxebHoe
yOoocTtoBepeHne nmbo MHOWM [OKYMEHT, MOATBEPXAAlLWMA nosiHoMouna paboTHuka. [pu
obpaLyeHnn notpedbutens Kk paboTHUKY CETEBOW OpraHm3aumm nNo BONPOCaM OKa3aHus ycnyr
no nepepaye O3reKTPUYECKOM SHEPrMM U  TEXHOMOMMYECKOro npucoeduvHEHUs, HO He
CBSI3@HHbIM C NPUYMHOM W Lenblo NpnbbiTUsA, NpMbbIBLLMI paboTHMK coobwaeT noTpebuTento
KOHTaKTHY MHpopMaunio ceTeBOM OpraHn3aunn, pasbAcHAET, Kyda U B KAKOM nopsgke emy
cnenyet obpaTUTbCS.

22. [ata u Bpems Bble3ga paboTHMKA CETEBOW oOpraHusauum K notpebutento
cornacoBbiBaloTCa ¢ notpebutenem. Mpn HeobxogumMocTn gaTta u BpemMs NpubbLITUA MOryT
KOPPEKTUPOBATLCH Kak CeTeBOM OpraHusaumen, Tak u notpebutenem, npu aToM ceTeBas
opraHusaums:

a) yBegomnsieT notpebutens 0 gaTe M BPEMEHU 3annaHMpoOBaHHOIO MNpUbLITUSA
paboTHMKa He nosgHee 4Yem 3a 5 paboumx gHen OO gaTbl NIAHMPyemMoro npubbiTus, a B
crny4ae CpOoYHbIX Bble340B - HENOCPELACTBEHHO Nepes Bble34oM;

6) B cnyyae nsMmeHeHns BpemeHun coobuiaeT 06 3TOM He no3gHee YeM 3a 2 yaca go
paHee cornacoBaHHOro BpeMeHu nNpubbiTust paboTHMKa.

B cnyyae Heo6xoaMMOCTM NUKBMAAUMM TEXHOSOMMYECKUX HapPYLUEHUN, YrpoXatoLmx
pabotocnocobHocTn obopyaoBaHua wnu npegoTBpaweHus (NukBngaumm nocnencTeumn)
Hec4acTHbIX cry4aeB, NpMbbITUE K NOTpebutTento paboTHMKA CETEBOW OpraHn3aumm MOXET He
cornacoBbIBaTbCA.

FAPAHT:

maBa Il BcTynaet B cuny no UCTEYEHUM LLIECTU MecsueB CO OHS BCTYNSIEHUA B CUNY
HacTosLLero npukasa

lll. OpraHmnsaumsa 3ao4HoOro o6cnyxnBaHus (¢ ucnonb3oBaHnem TernedOHHON CBSA3U U
cetn UHTepHeT)

23. CeteBas opraHusaumss obecneumBaeT obcnyxmBaHne noTpebutenen c
NCronb30BaHMEM TeNedOHHOW CBSA3WU, NMOYTOBOM CBA3U U ceTn NHTepHeT (ganee - 3ao4yHoe
obcnyxusaHue).

24. CeteBas opraHusdauuss obecneumBaetr npuem u 00paboTKy TenedOHHbIX
obpalleHnin noTpedbunTenen no Bonpocam:

a) OCYLLECTBIIEHUSI TEXHOSOMMYECKOrO NPUCOEANHEHNS;

6) okasaHusa ycnyr no nepegayve aNeKTpuYeckon aHepruu;

B) OpraHusauumn ydeta anekTpu4ecKom aHepruu;

r) opraHusaumm oOCnyxumBaHus noTpedbuTenen, nNpeaoCcTaBfeHNa  KOHTAKTHOM
nHpopmauun odmncos obcnyxmBaHus NnoTpedbuTenen, 3annucu Ha O4YHbLIM NPUEM, a Takxke
NoNb30BaHUA WHTEPAKTMBHbIMU CEpBMCaMU OPULMANBLHOIO carWTa CeTeBOM OpraHu3auuun B
cetn VIHTepHeT;

[) HECOOTBETCTBUSA KayecTBa 3NEKTPUYECKON IHEPTUN TEXHUYECKUM perriaMmeHTam wm
WHbIM 06s3aTenbHbIM TPeOOBaHUAM;

€) NepepbiBOB B Nnepegayve anekTpU4eCcKon IHEpPrun, nNpekpaweHnsa unm orpaHnyeHns
pexuma nepegadn aneKkTpU4eCcKon aHepPIrmu.

25. [1na 3ao4Horo obcnyxumeaHusa notpeburtenen cetesasi opraHusauusa obecneynBaet
BO3MOXXHOCTb BbIMOSIHEHUA OENCTBUA MO NEPEYHIO COrnacHo npunoxennto N 4 K HacToAwmnm
EonHbiM cTaHpapTam.

26. 3ao4yHoe obecnyxmBaHne notpedbutenen ¢ MCNonb3oBaHneM TenedOHHOM CBA3N MO
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BOMpocaM, ykasaHHbIM B nofnyHkrax "a" - "r* nyHkra 24 HacTtoawmx EAuHbIX cTaHOapToB,
ceTeBas opraHuMsauus OCyLLeCTBNSeT 4yepes3 LEeHTpbl 06paboTkn TenedoHHbIX BbI3OBOB B
paboyee Bpemsi ocumcoB obcnyxuBaHus noTpebutenen. Homepa ueHTpoB 06paboTku
TenedOHHbIX BbI30OBOB CETEBOW OpraHu3auun Mo yKasaHHbIM BOMpPOCaM pasMeLlarnTcs Ha
odunymanbHOM canTe ceTeBon opraHmsaumm B cetn UHTepHeT n B odmcax obenyxmBaHus
noTpedurenen.

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

TeneOoOHHbIN HOMEp ropsaAYvYern NMHMM NO BOMPOCaM 3NEKTPOCHabXeHus siBnsieTcs
eouHbiM - 1M BGecnnatHeiM  Ana  notpebutenen Ha  TeppuTopuM  IKCNIyaTauMOHHOM
OTBETCTBEHHOCTU CeTeBOW opraHusauuu. He pgonyckaetca ucCnonb3oBaHME B KavecTBe
TenedOoHHOro HoMepa ropsiyYer JMHMKM MO BOMPOCaM 3feKTpOoCHabXeHnss TenedgOoHHbIX
HOMEepOB OMepaTMBHOrO NepcoHana ceTeBon opraHm3aumu.

TeneOoHHbIN HOMEp ropsiyer JfMHUKM MO BOMPOCaM 3fIEeKTPOCHabXeHUsi ceTeBOon
opraHusauum [OOBOAUTCHA OO noTpebutenen, 3HeprornpuHUMaroLme YCTPOMCTBA KOTOPbIX
HenocpeacTBEHHO MNPUCOEAMHEHbI K OObeKTamM 3MeKkTPOCeTeBOro XO03AWCTBaA CEeTEBOW
opraHusauum, B TOM 4ucrie MyTeM €ero BKIIYEHUA B [OOroBOpPbl 3HEProcHabXeHwus,
pasMeLleHna Ha odmumnanbHOM canTe CeTeBOW opraHusaumm B cetn MIHTepHeT n B odmcax
obcnyxusaHusa notpedurenen.

28. CeTeBas opraHmsaumsi nMpuv  OCYLLECTBIIEHMM  3Aa04HOrO0  OBCNyXnBaHUA
noTpeduTtenen c ncnonb3oBaHMEM TenedOoHHOM CBA3MN obecneymBaer:

Hanuune GecnnaTtHbIX TeNegOHHbIX KaHarnoB CBA3M MeXdy CEeTEBOW OopraHu3aumen u
noTpedurensamu;

npuemMm n 06paboTKy BCcex BXOOALWMX TenedOoHHbIX BbI30BOB NoTpebutenen B ceTeByto
opraHusaumto. Bpemsa oxmngaHus notpebutenem oteeTa no TenedoHy CeTeBON opraHu3aumm
C MOMEHTa coefuHeHus (B criydae obcnyxmBaHua noTpedbutenen C MCNoNb3oBaHUEM
CUCTEMbI MHTEPAKTUBHOIO rOfIOCOBOrO MEHIO - C MOMEHTa Bblbopa noTpebutenem kateropmm
"coeguHeHuns ¢ paboTHUKOM opraHu3aumn” B CUCTEME MHTEPAKTUBHOIO rosIoCOBOro MEHK) A0
MOMeHTa oTBeTa paboTHMKa CETEBOW OpraHM3aLMu He OOMKHO npesbiwaTb 5 MUHYT. Bpems
obpaboTkn BbI3oBa (TenedoHHOro pasroBopa notTpebutens ¢ paboTHUMKOM) He LOSMKHO
npeBbIWaTh 5 MUHYT;

OCYLLIECTBMIEHNE  UCXOAALWMX TenedOHHbIX BbI3OBOB ANA  WUH(OPMUPOBAHUS
notpebutenen n npegocTasneHmst nHopmaumm no obpawieHmam noTpebutenen;

BeJeHMe ayamo3anmcu BCcex BXOOALWMX N UCXOOALWMNX pa3roBOpOB C noTpedbutenem, o
yeMm noTpebuTens yBeAOMMSIETCA B Ha4ane pasrosopa ¢ paboTHMKOM CETEBOM OpraHM3auuu;

AOCTYNHOCTb N HAAEXHOCTb paboTbl TeNedOHHbIX KaHanoB CBSA3M;

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

29. CeTeBas opraHusauus OCyLleCcTBNsSieT 3aodHoe obcnyxuBaHwe notpebutenen c
NCMonb30BaHMEM CBOEro odumuMmanbHOro camta B ceTu  WHTepHeT, coaepxawero
NMHpopMauuIo 0 OeATENBHOCTN CETEBOW OpraHu3auuun (ganee - opmumanbHbIn CanT).

30. B cnyyae BO3HMKHOBEHUS nepeboeB B paboTe oduuymnanbHOro camta, BREKyLmX
HEBO3MOXHOCTb [JOCTyna K cogepxalwencsa Ha Hem WHdopmauuun (cepBucam), ceTeBas
opraHuMsaumsa B TeyeHue 2 4acoB C MOMEHTa BO30OHOBMEHUs OocTyna K oduumanbHOMY
canTy, pasmMelaeT Ha HEM WHMOpPMaUMIO O MNpUYMHE, AaTe U BPEMEHU MpekpalleHus
AOCTyna, a Takke 0 Aate 1 BpeMeHu BO30OHOBNEHNSA A0CTyna K ouumnansHoOMy camnTy.

MoTpebutenn [OMKHbI WMMETb BO3MOXHOCTb O3HAKOMIIEHUSS C  MHAOPMaUMEN,
pasmeleHHoOn Ha oduumanbHOM canTe, C WCMNOfb30BaHMEM pPacnpOCTPaHEHHbIX Beb-
obospeBartenen. [pn 3TOM He AOMKHA MNpeaycMaTpuMBaTbCA YCTAHOBKA HA KOMMbHOTEPDI



noTpeburtenen cneymnanbHO CO34aHHbLIX ANsi MPOCMOTPa oduLManbHbIX CauToB NPOrpaMMHbIX
N TEXHONOMMYECKNX CPEACTB.

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

31. MHdopmauus, pasmeltaeMmas Ha opuumanbHOM canTe, OMKHA ObiTb:

AOCTyMNHa Anst asBTomaTuyeckon ob6paboTku;

KPYrnocyTOMHO JOCTynHa noTpebutensam 6e3 UCNonb3oBaHWs  NPOrpamMmMHOro
obecnevyeHns, ycTaHOBKa KOTOPOro Ha TeXHMYeckue cpeactsa notpebutens Tpebyer
3aKMYEHNS NULEH3MOHHOIO UIM MHOrO cornalleHns ¢ npaBoobnagarenemMm nporpaMMHOro
obecneyveHuns, npegycMaTpmuBaroLLero B3MaHme ¢ notpedbutens nnathl;

AocTynHa 6e3 B3MaHua nnathbl.

32. Hasurauma oduumanbHOro camta [AOfKHa COOTBETCTBOBATH CleayrLnm
TpeboBaHUNAM:

BCA pa3MelleHHas Ha oduumanbHOM canTe mHdopmauust AomkHa ObiTb AOCTYyMNHA
noTpedbutenam nytem nocriegoBaTeNbHOro nepexoga no runepccbiyikaM HaynHas ¢ rfaBHON
CTpaHuubl ouumanbHoro cauta. KonmyecTtBO TakuMx MNepexooB MO KpaTyauiwien
nocnegoBaTenbHOCTN JOMKHO ObITh HE Bonee NATK;

noTpedbutento AofmKkHa nNpPenoCcTaBNATbCA HarnggHas uHdopmaumMss O  CTPYKType
odoMUManbHOro canTa n 0 MECTOHaXOXaeHUn oTobpaxkaeMon CTpaHULbl B 3TON CTPYKTYpPE;

Ha Ka)XOow CcTpaHuue oduumanbHOro camTa LOSMKHbl OblTb pasMeLleHbl: rMaBHOE
MEHI0, CCbIflka Ha rfaBHY CTpaHuLy, CCbifika Ha KapTy ouumanbHOro camTa;

3arofioBKM U NOAMNUCKM Ha CTpaHMUAxX AOSMKHbI ONUCLIBaTb coAepXaHne (HasHayeHue)
Takon CTpaHULbl, HAMUMEHOBaHWe TeKyLlero pasgena n otobpaxaemoro JOKYMEHTa;

HaMMEHOBaHWE CTpaHuuUbl, ONMUCbIBaKLWlee ee coaepXaHue (HasHa4yeHue), AOIMKHO
oTobpaxaTbCs B 3arofioBke OkHa Beb6-0603peBaTtens;

TEKCTOBbI agpec B ceTn WHTepHeT (yHuBepcanbHbii ykasatenb pecypca, URL)
KaXXOoW CTpaHuubl OOIMKEH oTobpaxaTb ee MorfioXKeHue B NOrM4Yeckon CTPYKType cauTa U
COOTBETCTBOBATb €€ COoAepXaHUK (Ha3Ha4YeHW0), a Takke B TEKCTOBOM agpece AOSTKHbI
ObITb MCNONb30BaHbl CTAaHAAPTHbIE NpaBua TpaHcnMTepauuu;

Ha rmaBHOW CTpaHuue ouumansHOro camTta u B OTAENbHOM pasferne (aanee - NUYHbIN
KabuHeT noTpebuTensl)) pasmewlaeTcs  HOMeEp  ropside  fiMHMM NOo  BOMpocam
3MEKTPOCHAOXEHNs!, ruMnepccbifika Ha  MHgopmaumo, NpeaycCMOTPEHHy  absauem
oAVHHaguUaTbiM M ABeHaguaTbiM nyHKTa 33 HacTtoAwmx EfuHbIX cTanHgapToB, a Takke
CCbINIKN-6aHHepbl Ha MHGPOPMALMOHHBIE MHTEPAKTUBHbLIE CEPBUCHI CETEBOW OpraHn3aumu.

33. B uensax obecnevyeHna onepatMBHOro JocTyna notpebutenen K nHgpopmaumm ob
OKasblBaeMbIX ycnyrax u oOCnyXuBaHMM CETEBOW OpraHM3auMm B [NTABHOM MEHK
odmumanbHOro canta CeTeBOW opraHu3auun Bblgensietca pasgen "loTtpebutensm”. B
yKazaHHOM pasfene pasmellaeTca WHgopmauma B COOTBETCTBMM CO CTaHgapTamu
packpbiTUs WHOpMauUn CcybbekTamm ONTOBOIO M PO3HUYHLIX PbLIHKOB 3NEKTPUYECKON
3HEpPrnn, a Takke crnegylowmne cBegeHuns:

NnoyTOBLIM adpec CeTeBOW opraHusauun, agpeca u rpaduk paboTel oducos
obcnyxuBaHua notpedbutenen, Homepa TenegoHOB, MO KOTOPbIM OCYLLECTBNSETCS
obcnyxusaHue notpedbutenen, agpec ouumanbHOro canta ceTeBon opraHmM3aunm;

nopsiaoK Nogayn M paccMoTpeHust obpalleHnn notpebutenen, cogepXxalumx xanoby
Ha OEencTBMs CEeTEBOM OpraHmMsauuun, C ykas3aHMEM CPOKOB pPacCMOTpeHus obpalieHuin u
npegocTaBneHna oTBeTa;

nopsigoK WM CPOKM  3akniyeHus goroBopa 06 okazaHuM ycnyr no nepegadve
3NEeKTPUYECKOM 3Heprum, npeaycMoTpeHHble 3akoHoaaTenbcTBoM Poccunckon denepaunn;

nopsaoK Nofayn 3asiBKM Ha TEXHONOrmyeckoe npucoeuMHeHne, OCHOBHbIE aTarbl ee
PacCMOTPEHNS N MX CPOKW, CBELEHUS, KOTOPble [OOSMKHbl cogepXaTbCA B 3asiBKE Ha



TEeXHOMormyeckoe npucoeanHeHne, n TpeboBaHUA K npunaraeMbiM K Hen [OOKyMeHTam,
dopMbl 3a8BOK 115 3anofiHeHUsA notTpebutenewm;

NOpsSiAOK BbIMOSTHEHUS TEXHOMOMMYECKOro NpUCOeUHEHUS, 3Tanbl TEXHONOMMYECKOro
npucoeguHEeHUs N NX CPOKK;

nopsiaoK pacyeTa nnaTbl 3a TEXHOMOIMMYECKOe MpuUcoeavHeHue Ana Bcex rpynn
noTpedbuTenen, KONUM peLleHnn opraHa WCNoSIHUTENbHOM Bnactu cybbekta Poccumnckon
depepaumm B 0651aCTM rocygapCTBEHHOMO perynmpoBaHus LeH (TapudoB) 06 ycTaHOBMEHMM
nnaTtel 3a TEXHOMOrMYeckoe npucoeavHeHMe B OTHOLUEHUUM TeppuTopuanbHbIX CeTEBbIX
opraHusaunn, a Takke KOnusa pelueHus doegeparnbHOro opraHa MCNOMHUTENbHOM BRacTu B
obnactu rocygapcTBEHHOrO perynmpoBaHus LeH (TapudoB) MO YCTaAHOBMEHMIO MNnaTbl 3a
TEXHOMOrM4yeckoe npUCoeaNHEHNE B OTHOLUEHUW OpraHu3auun Mo ynpasBfeHuto eaunHOn
HauMOoHanbHoOM (OBLLEPOCCUNCKOM) ANEKTPUYECKON CETbIO, NOPSAOK onnaTtbl Mo goroBopy 06
OCYLLECTBMEHNUN TEXHONOMMYECKOro NPUCoeguHEHUsT K ANEeKTPUYEeCKUM ceTsM, 0COBeHHOCTH
BHECEHNS nnaTtbl oTAENbHbIMU rpynnamm notpebutenen, npegycMoTpeHHbIe
3akoHogartenbcTBoM Poccuickon ®eagepaumm;

NnopsiAoOK pacyeTa nnatbl 3a okasaHue ycryr no nepegave anekTpnuyeckon aHeprum ans
BCeX rpynn notpebutenen, KOMMM pelleHUn opraHa WCMONHUTENbHOM Bractu cybbekTta
Poccunckon depepauum B ob6nactu rocyaapCTBEHHOrO perynmpoBaHmnsa LeH (TapudgoB) o6
YyCTaHOBMEHNM TapudoB Ha ycnyrm no nepedave 3neKTPUYECKOW SHEPrMn B OTHOLLEHWUN
TeppuTopmarnbHbIX CETEBbIX OpraHn3aunin, a Takke KONuu pelleHnn dpegeparnbHOro opraHa
NCNOSNTHUTENbHOW BNacTn B obnactn rocygapCTBEHHOrO perynupoBaHust LeH (Tapudos) o6
YyCTaHOBMEHUM TapudoB Ha ycnyrm no nepefadve 3MeKTPUYECKOW SHEeprMn B OTHOLLEHWUU
opraHuMsauMm no ynpasfeHU0 eAVHOW HauuoHanbHOM (0BLEPOCCUNCKON) 3EKTPUYECKOM
ceTblo, NMoOpsgoK onnaTtbl NO AoroBopy o6 okasaHuW ycnyr no nepegadve dnekTpu4eckomn
SHepruu;

NOpPsSiAOK OCYLLECTBNEHNA KOMMEPYECKOro yyeTa CeTEBbIMU OpraHusauusamu, B TOM
yucne TpeboBaHMA K MecTaM YCTaHOBKM NPUOOPOB YyyeTa, CXeMbl MOAKMYEHUS |
METPOSIOrMYECKNE XapakTepUCTMKN NpMbopoB yyeTa 6e3 ykasaHnsa TOBApPHbIX 3HAKOB, 3HAKOB
obcnyxmBaHnsa,  (OUPMEHHbIX  HaMMEHOBaHUN, naTeHToB, nonesHbix  Moaenemn,
NPOMBbILINEHHbIX 06pa3sLoB, HaVMEHOBaHMW MECT NPOUCXOXAeHUA npubopoB yveTa wnu
HanMeHOBaHWM Npon3soauTenen NPUbopPoB yyeTa;

HanmeHoBaHWe npuOOPOB YyyeTa, YCTAHOBKY KOTOPbIX OCyLleCTBnseT ceTeBas
opraHusaums, nX CTOUMOCTb U CTOMMOCTb PaboT MO NX YCTAHOBKE;

MPUYMHBI U CPOKM MMaHOBLIX MNEpepbIBOB B Nepefade dreKkTpUYECcKOn IHepruu,
NpeKpaLweHns NnNn orpaHNYeHns pexmnma nepegayvm aNeKTpuyYeckon 3Heprun, B TOM 4ucne
npegBaputenbHas  MHGOpMauMa O  CpOKax OrpaHuMyeHns  pexuma  notpebneHus
9NEKTPUYEeCKONn 3Heprmn (MoLLHOCTU) noTpebutenen B CBA3N C NPOBEAEHVMEM PEMOHTHbIX
paboT Ha obbekTax 3NeKTPOCEeTEBOro XO35MCTBa CETEBOW OpraHu3auuu, BKIIOYEHHbIX B
rogoBoun (MecsivHbIN) rpadouK PEMOHTA;

pacyeTHble JaTa U BpeMS BOCCTAHOBMEHUS 3NEKTPOCHAbXeHUa B crnydae BBeOeHUSA
BHEMMAHOBOIO OrpaHuYeHust pexmnma notTpebneHns anekTpuyeckon aHeprm (MOLLHOCTN);

4YacTo 3ajaBaeMble BONPOCH!, BO3HMKAKOLWME y NoTpebutenen, n oTBEThbl Ha HUX;

aKTyanbHble M3MeHeHUs 3akoHogaTenbcTBa Poccuickon degepauum B OTHOLLEHUU
npouenyp okasaHus ycrnyr ceTeBbIMM OpraHn3aunsamu;

yTBEPXAEHHbIE rpachkn aBapUNHOrO OrpaHUYEHNs;

nacnopTa ycnyr (NpoueccoB) CETEBOW OpraHM3aumny;

nopsgok paboTel B  NMYHOM  KabuHeTe noTpeduTend, BKMAYasi nosfyvyeHue
nepBoHavyanbHOro [ocTyna K JIMYHOMY KabuHeTy, perncrpauuio wu  aBTOpU3aumio
notpeburtens.

34. MHpopmaums, ykasaHHas B ab3aue oavHHaguatom nyHkra 33 HacTosawmux EanHblx



CTaHAapTOB, MOANEXUT onybnmuKoBaHMIO He no3gHee 4eMm 3a 7 AHeW OO0 AaTbl NfaHOBbIX
nepepbiBOB Nepefayn aneKTpuYeckom aHeprumu.

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

36. CeTeBasa opraHusauusa obecneymBaeT, B TOM 4YuUCfe C UCMNONb30BaHUEM JIMYHOIO
kabuHeTa noTpebuTens, TEXHNYECKYI0 BO3MOXHOCTb:

a) HanpasfeHnsa noTpedbutenem obpalleHuin, B TOM 4YUCne coaepxalumx xanobbl un
3asBKM (3as8BneHns) Ha oOkasaHue ycnyr (nmpoueccoB), corfiacHo rnpunoxeHuto N5 K
HacToAWwMM EAuHbIM cTaHgapTam B (hopme 3NeKTPOHHOro JOKyMeHTa MnyTeM 3anofiHeHUs
3KpaHHbIX hopMm BeOG-UHTepdenca oduumanbHOro camta ¢ obasartenbsHoOn Ans 3anosiHeHUs
KOHTaKTHOWM MHopMaLmen n npeanoyTuTeNbHbIM Crnocobom nonyyvyeHnst oteeTa. B akpaHHbIX
dopmax Beb-uHTepdenca oduvumanbHOro camta  obecneymMBaeTcsi  BO3MOXHOCTb
npukpennaTb dannsl ¢ matepmanamm no obpaweHuto. Npu HanpaBneHun obpalleHnsa Yyepes
yKasaHHblh UHTepdenc notpebutene pomkeH ObiTb yBeAOMSEH O MSIAaHOBbLIX CpOKax
paccMoTpeHns obpalleHns ¢ ykasaHuemM permctpaLmMoHHOro Homepa obpalleHus;

0) 3anofnHeHuMst NOcpeacTBOM 3KpaHHOW (popMmbl Beb-uHTepdenca oduumnanbHoro
canTa aHKeTbl NOTpebuTens Ons onpoca C Uenbl OUEHKM KadecTBa OKasblBaeMblX YCNyr
CeTeBOWN opraHmnsaumm n obcnyxmBaHma notTpebutens;

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

r) BBOAA MNOTPEOMTENEM TeKyWmuX noka3aHur npubopoB y4deTa INEKTPUYECKOMN
SHepruu;

A) HanpaeBneHuss notpebutenem yBeOOMMEHUS B CETEBYK OpraHusdaumio o6
NCNOSTHEHUN UM MEPONPUATUIN, NPEAYCMOTPEHHbLIX TEXHUYECKUMN YCOBUSMM;

€) NnpefocTaBneHus notTpedburensam:

CBeEHUN O cTaTyce pacCMOTPEHUSA 3adBKM (3asiBNeHusl) noTpebutensa Ha okasaHue
ycnyr, NoAaHHOM B CETeBYH OpraHu3auuio, C ykasaHuem AaTtbl MOCTYNNEeHUsA 3asiBKU U ee
pPEermcTpauuMoHHOro Homepa, fgaTbl HanpaBfeHus 3asiBUTEN0 MNOAMNMCAHHOIO CETEBOM
opraHusauuen gorosopa 06 okasaHun ycnyru;

CBeEHUN O cTaTyce UCMOSTHEHUSA O0roBopa okKasaHus YCIyrn ¢ ykasaHueM MiaHoBbIX
CPOKOB WCMOJSIHEHUSA, 3a WCKMNIOYEHMEM [OroOBOPOB Ha oOKasaHuWe ycrnyrm no nepegade
anekTpuyeckon aHeprun. CBefeHust No gorosopam 06 OCYLLECTBIIEHUN TEXHOMOMMYECKOro
NpucoeouHEeHUa OOIKHbl BKMOYaTb WHGOPMaUMIO O AaTe 3akryeHud [oroBopa, xoae
BbINOJSTHEHNSA CETEBOM OpraHM3aumen TEXHUYECKMUX YCIOBUN, PaKTUYECKOM NPUCOeaMHEHUMN,
COCTaBfEeHN 1 MOANNCAHUN AOKYMEHTOB O TEXHONOrMYEeCKOM NPUCOEANHEHWM;

CYETOB Ha onnary ycrnyr N0 TEXHONOMMYeCKOMY NPUCOEANHEHMUIO;

CBeLEHMIN O MoKasaHuAX NpubOpPOB yyeTa MO TOYKaAM ydeTa ANEeKTPUYECKOW IHeprum
notpebutens M ctatucTuke NOTpPebreHns 3NeKTPUYECKOM 3HEepPrMm Ha MOMEHT MocnefHero
CHSITUSI CETEBOW OpraHM3aumMen Takux nokasaHun UnuM BBEAEHUS NMokasaHuh npubopa yyeta
noTpedutenemMm caMmoCTOATENbHO;

cBeeHMM O CcTaTyce pacCMOTpeHMs oOpalleHus, HanpaBfieHHOro B CETEBYHO
OpraHn3aumio B 3r1IEKTPOHHOM hopme.

37. [Hoctyn K nuyHomy KabuHeTy noTpebuTens ocywecTBnseTcs nocrne BBoAa
notpebutenem cBoMx MAEHTUMOMUKALNOHHBIX AAHHbLIX: UMEHM (nornHa) n napons un (Mnu) no
perncTpauoHHOMY HOMEpPY 3asiBKM Ha oOKasaHue ycrnyr (OTAenbHbIX npoueayp) v naporsnto,
KOTOpble BblaalTca NnoTpebuTtento:

a) Npy O4HOM OBpaLLeHNn B CETEBYIO OpraHnU3aLmIo;

0) N0 NCbMEHHOMY 3anpocy noTpeduTens;

B) nocrne 3anofnHeHuss notpebutenem akpaHHoOW ¢opMbl  Beb-MHTEepdenca



odomumanbHOro canta CeTeBOWM opraHn3aummn permctpauunn.

38. Pasgen '"lNoTpebutenam" oduumanbHOro canta CETEBOW OpraHuM3auum
pekomeHayeTcs paspabartbiBaTb B COOTBETCTBUM C npurnioxeHnem N 6 K HacToswmum EguHbim
cTaHgapTaMm.

IV. NMpuem n paccmotpeHune obpalleHMn noTpeduteneun

39. lMoTtpebutenam obecneuymBaeTca pacCcMOTpeHWe obpalleHuin B yCTaHOBIEHHbIE
CPOKM.

40. CeteBass opraHmsauuss npu  paccMoTpeHum obpalwieHnn notpebutenen
obGecrneunBaeT npuem W permcTpaumio MNOCTynNUBLLErO B afpec CEeTEBOW OpraHu3auuun
obpalueHnsa notpebutensa (B NMCbMEHHON, 3NEKTPOHHON, YCTHOW bopMe, C UCMNOSIb30BaAHNEM
TenedoHHon ceasun). MNpu pernctpauun obpalleHna pUKCMpyeTcs KOHTakTHas MHdopmMauus
notpebutens, pgata nOCTynfeHus obpaleHus W BXOAAWMWA PerMcTpaumoHHbI HOMep
obpaweHus.

41. CeTeBad opraHusauusi HanpasnseT noTpebuTento OTBeT MO CYLEeCTBY Ha €ero
obpalleHne B cnenyoLime CpoKu:

a) OTBET Ha NUCbMEHHOe obpauieHne noTpebutenss Ha OymaxHOM HocuTene - B
TeyeHne 30 OHen Co OHA perncTpaumm obpallieHns ceTeBOW opraHu3auuen, B crnyyae ecrnuv
MHOE He NpeayCcMOTpPeHO 3akoHoaaTenbcTBoM Poccunckon depepaunu;

0) obpalleHne noTpedbuTens, HanpasfieHHOe C UCNONb30BaHNEM OuLUMansHOro canTta
B (bOpMe INEKTPOHHOrO AOKYMEHTA, - B CPOKU, yKasaHHble B npunoxeHnn N 5 K HacToswmum
EaovHbiM cTaHgapTam;

B) OoTBEeT Ha oOpalleHne noTtpedbutens € MCNonb3oBaHMEM TenNegOHHON CBA3N
npegocTaBnseTcs HenocpeacTBEHHO B MOMEHT obpaweHus notpebutena. B cnyyae
HEBO3MOXXHOCTU NPeaoCcTaBUTb OTBET B MOMEHT obpalleHus notpebutens paboTHUK ceTeBon
OopraHusauumn 3anuncbiBaeT KOHTAKTHY MHGopMaumo notpedutens n He no3gHee 4 4acoB C
MOMEHTa permctpaumm obpalieHnsa npegocTaBngeT oTBeT noTpebuTtento;

r) ecnn obpaweHne notpebutens ¢ ncnonb3oBaHMeM TenegOoHHON CBA3N COAEPXKUT
Xanoby un dakTbl, U3NOXEHHble B Takowm >anobe, TpeOywT aHanmM3a marepuanoB no
obpawleHunto notpebutensi, paboTHWK CceTeBOM oOpraHu3auuun, MNPUHABLUMKA  TeneOHHbIN
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 noTpedbutensa B oduc obcnyxmBaHusa notpedbutenen
npegocTaBnsaeTcsa HenocpeacTBEHHO Npu noceweHun notpebutenem odwuca. B cnyyae
HEBO3MOXXHOCTU NpeaoCcTaBneHnsa oTeeTa Ha obpalieHne noTpedbuTenst Npu ocyLecTBEHNN
O4YHOro obcnyxmBaHua noTpebutens, a Takke ecnu obpaweHue noTpebutensa cooepxuT
Xanoby u dakTbl, U3NOXeHHble B Takon anobe, TpebylT aHanu3a martepuanoB Mo
obpawieHnto notpebutens, paboOTHUK CETEBOM OpraHu3aumMm [OOJDKEH NpPeasioXuTb
notpebutento HanpaBuTb B CETEBYK OpraHU3auuio NMCbMeHHoe obpalleHne nnn opopmMnTb
obpaLyeHne B oguce obcnyxmnBaHms Ha TMNOBOM GnaHke. [Nocne 3anonHeHnsa n nognucaHus
notpebutenem OnaHka obpaweHus Takoe obpalleHune peructpupyetcs. Cpok oTBeTa Ha
Takoe obpalleHne He JormkeH npesbiwaTtb 30 AHEN CO OHA perncTpaunn obpalleHus.

42. B cny4ae ecnu nsnoxeHHole B obpalleHnn notpedbutens BONpoCkbl HE OTHOCATCA K
KOMMNeTEeHUMM CeTEBOW OpraHu3aumm, paboTHMK CETEBON OpraHn3aumm He nosgHee 5 pabounx
OHEeNn cOo OHA peructpaumm obpalleHns uHgopMmmupyeT noTpeduTens O HEBO3MOXHOCTU
npegocTaBneHns emy OTBeTa MO CyLWeCTBY M3MOXEHHbIX B obpalleHnn BOMNpPOCOB U
cooOLLaeT KOHTaKTHY WHGOPMaUnlo opraHvsauui, K KOMMNETEHUUN KOTOPbIX OTHOCSATCS



Takue BOMpOCHI.

43. ObpalleHne notpebutenst o npeaocTaBneHnn cnpaBovYHOM MHAOpMauun n (Unum)
KOHCYMnbTauUUn CYMTaAeTCsa pacCMOTPEHHbIM, eCnn noTpebutento HanpasneH (NpeaocTaBreH)
OTBET C 3anpalunsaemon NHpopmawmen.

44. O6paweHne notpebutensa, cogepxaulee xanoby, cymTaeTcsa pPacCMOTPEHHbLIM
ceTeBOM opraHusaumnen, ecnu:.

a) yctaHoBneHa 060CHOBAHHOCTb (HEOBOCHOBAHHOCTb) 3asiBMIEHMS O HapyLUEHMM NpaB
NN oXpaHseMblX 3aKOHOM MHTepecoB NoTpebutens, B TOM Yucne O NpeaocTaBfeHnn ycnyr
HeHaanexallero Ka4yecTsa;

0) B cnyvyae HeobxogmMmocTn No 060CHOBaHHLIM anobam onpeneneHbl MeEPONPUATUS,
HanpaBneHHble Ha BOCCTAHOBMIEHME HApYLUEHHbIX MpaB WM OXPaHSEMbIX 3aKOHOM
MHTepecoB NoTpebuTens (ganee - KOPPEKTUPYHOLLME MeEPbI);

B) HanpaBneH (npegocTaBrneH) oTBET NoTpedbutento no obpalleHunto:

B Cry4ae npusHaHus Xanobbl HeobOOCHOBaHHOW B OTBeTe MNPeaoCTaBAITCH
apryMeHTUPOBaHHbIE pPa3bACHEHUA B OTHOLWIEHWM OTCYTCTBMSA OCHOBaHMA AnNa ee
yAOBMNETBOPEHUS;

B Cnyyae npusHaHus >xanobbl 060CHOBaHHOW B OTBeTe MOTpebuTento ykasbiBatoTcs,
Kakue npasa Unun 3akoHHble MHTepechbl NoTpebuTtens noanexart BOCCTAHOBMEHUIO U B KaKOM
nopsigke. Ecnm no xanobe HeobxoouMma peanusaumsa KOPpPEKTUPYOLWMX Mep, B OTBeTe
notpebutento ykasblBaeTcs NnaHUpyeMblii CPOK UX peanmsaumu.

45. PaccmoTpeHne obpaueHuss He npousBoauTcsa (€ yBegomsieHMem o6 3ToMm
noTpeburtens) B cnyyasx:

a) ecnu obpalleHne coaepXXnUT HeLleH3YpHbIe NIMB0 OCKOpPOUTENbHbIE BblpaXKEeHUS;

0) ecnu B obpalleHnn cogepXnTcst BONPOC, Ha KOTOPLIN AaHHOMY NoTpebuTento ycnyr
yXke Obln npefnocTtaBneH OTBET MO CyWeCTBY B CBA3NM C paHee HanpaBfieHHbIMM
obpaweHnamn, m npu 39ToM B obpalieHMn He npuBOAATCA HOBble [[0BOAbI WU
0bCTOATENLCTBA;

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

46. PaccmoTpeHne obpalleHus (be3 ysBegomreHus notpebutens) He Npon3BoauTCcs B
crny4asix, ecnm TeKCT MMCbMEHHOro obpalleHnst He nogaaeTcs NPOYTEHUIO N B obpalleHum
OTCYTCTBYIOT KOHTaKTHbl€ AaHHble, HEOOX0AMMbIE AN HanpaBneHus oTBETA.

V. OcobeHHOCTH 06Cny)XMBaHMA NOTpebuTenen nNpm okasaHum ycnyr no
TEXHOJIOrM4YeCKOMY NpUcoeauHEHUIo

47. CeteBass opraHmsauusi obecneumBaeT noTpeduTeENnaM - PU3MYECKMM IMuaM,
MaKkcMManbHas MpUCOeAMHEHHAst MOLLHOCTb SHEPronpUHUMAKOLLNX YCTPOMCTB KOTOPbIX
coctaBnseT 0o 15 kBT BKMOUMTENBHO (C Yy4€TOM paHee NPUCOEANHEHHbIX B OAHHOW TOYKe
npucoeguHEeHNs SHEPronpUHNMaIOLLNX YCTPOUCTB), BO3MOXHOCTb:

a) BbICTaBMNEHWS cyeTa Ha onnaTty YCnyru no TEeXHONOrM4yeckoMy MNpPUCOeaVHEHMIO
cnocobamu, gonyckarLwmMMmn BO3MOXHOCTb UX yaaneHHon nepegayn (noyta, cetb NHTepHeT),
Mno >XenaHut noTpedurtens;

6) BHeceHMss nnatbl NO [[oroBopy 00 OCyWECTBNEHUM TEXHONOMMYECKOro
NPUCOEONHEHMS K SNEKTPUYeckumM cetam 6e3 onnaTtbl KOMUCCUN.

MpunoxeHne N 1
K EOnHbIM cTaHgapTam KavyecTBa



obcnyxuBaHua ceTeBbIMU OpraHM3aumuamMm
noTpeouTenen ycnyr ceteBbIX opraHu3auum

Macnopt
ycnyru (npouecca) ceteBov opraHM3saumm

HanMeHoBaHue ycnyru (npouecca)

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

YCJIOBMSA OKazaHMAa yCJayIu (mnpouecca) **:
PesynbpTaT oOka3aHMA yCJayI'm (mpolecca):
ObuMy CpOK OkKa3aHuUsa yYyCJyI'M (npolecca) :

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

N n/n OTan CopepxxaHue/ycnosus dopma Cpok Ccbinka Ha
aTana npenoCcTaBnNeHn | UCMOSNTHEHUS | HOPMATUBHbI
A " NpaBoBOW
akT
1
2
KoHTakTHas MHdopmMauus ans HanpasneHus
obpaweHnn***;

* YKasblBalOTCS Nvua, KOTOpble MOTyT NONYyYNTb AaHHYO YCAyry.

** OnucaHMe YyCroBuK, NpPU KOTOPbIX OKasaHwe ycnyru (npouecca) CTaHOBUTCS
BO3MOXHbIM (NpefocTaBneHne BcCeX HeobXoauMMbIX AOKYMEHTOB, Hanuune ¢U3n4eckon
BO3MOXXHOCTM OKa3aHus ycnyru (npouecca) n ap.).

*** YKasblBalOTCA KOHTAKTHbIE OaHHble N1L, KOTOpble MOryT AaTb WUCYEepnbiBaOLLYH
nHdopmauuio 06 okasbiBAaEMOW ycnyre, NpuHATbL Xanoby Ha pgencteBua (6espencreume)
nogpasgenexHvst (paboTHMKa) CeTeBOM oOpraHmsauuu, 3aHATOro B OKa3aHuMM  YChyru,
YNOMHOMOYEHHOK OpraHa UCMOSTHUTENbHOWN BNACTU, OCYLLECTBASOWEro Haa30pHble PyHKUMn
3a 0edATeNnbHOCTbIO CETEBON OpraHm3aunn.

MpunoxeHune N 2

K EQVHbIM cTaHOapTam KayecTBa
ob6cnyXnBaHnsa ceTeBbIMU OpraHM3aLmamm
noTpeouTenen ycnyr ceteBbIiX OpraHu3aumum

TpeboBaHus
K opraHmsauum ocpucoB o6CnyXMBaHUA NoTpedbuTenen ceTeBbIMU OpraHM3auuAaMm

1. Mpn obopymoBaHun LEHTPOB OOCYXMBAHUA NOTPEOMTENEN B KIMEHTCKOM 3ane
NpOu3BOANTCA 30HMPOBaHWE NomelleHnd, obecnevmBatoLlee ero pasgeneHme Ha ABe 30Hbl:



KNMMEHTCKYI0O W 30HY pasMelleHnss paboTHMKOB, OCyLLEeCTBRSWMNX obcnyxnBaHme
noTpedurenen.

2. UeHtpbl obcnyxuBaHuss notpebutenen cHabxatoTca  MHPOPMaUMOHHLIMU
Tabnuykamu (BbiBECKaMK) C IOrOTUNOM CETEBOW OpraHM3aLmnu:

a) Ha Bxode B 3[aHWe pasMmellaeTcsl BblBecka C MHGOpMauunen: HaumeHoBaHue
CEeTEBOM oOpraHusauuu, MOYTOBbLIN agpec, rpaduk paboTbl uUeHTpa obcnyxmBaHus
notpebutenen, agpec aNeKTPOHHOM NOYThbl, TeNedoH LeHTpa obcnyxunsaHms notpebutenen
N ropsYen NiMHMKM No BOMpOCaM 3reKTpoCHabXeHns1 CeTeBON opraHnsaunm;

6) B NnomelleHnn - BbIBECKM C 0BO3HA4YEHMEM MECT OYHOro npuema notpedutenen,
Cny>keBHbIX NOMELLEHUIN, He NpeAHa3HaYeHHbIX 419 O4YHOro npuemMa noTpebuTenen;

B) B KIMEHTCKOM 3ane - BbIBECKM Ha OKHax oOBCnyxXmBaHWA noTpebutenen okorno
paboymnx mect paboTHUKOB.

3. B knueHTCKOM 3ane ueHTpa obcnyxuBaHus noTpebuTtenen opraHmsyeTca 30Ha
oXuaaHus Ona notpebutenen, nos3Bonswowas pasMecTuTb notpebutenen B NUKOBbIE OHU
(4acbl) npuema. lNnowaab 30HbI OXMOaHUS COCTaBMSET He MeHee 4 KBagpaTHbIX METPOB Ha
ogHoro paboTHuka, obcnyxuBatwero notpebutens (ogHoro okHa obcnyxuBaHus). B 30He
oXxmaaHusa obecnednBaeTca Hanuume mebenu ang ncnonb3oBaHWs NOTpebuTensiMm Bo BpemMs
OXMAAHUSA: HE MeHee OOHOro CUAsMero Mecrta Ha ofHoro paboTHMKa, obcnyxuaroliero
noTpedbutensa (0QHOro okHa ob6CnyXMBaHWs), HE BKMOYas CUAsMMe MecTa HenocpeacTBEHHO
Ansa npuema notpebutenen, otaenbHOro ctona u cryna and oopMieHns LOKYMEHTOB BO
BPEMS OXNOAHUSA, KaHLENSIPCKUX NPUHAANEXHOCTEN.

4. 30Ha OXmOaHWA KITMEHTCKOro 3ana ocHawiaetcs MH(OPMaUMOHHBIMU CTeHOaMU C
HeobxoaumMmon onga noTpedbutena nHpopmaumen B cooTBeTCTBUN co CTaHLapTamu packpbITUS
UHpopmauun cybbekTamm ONTOBOrO M PO3HUYHBIX PbIHKOB  JNIEKTPUYECKOW 3HEpruu,
yTBepXaeHHbIMKU noctaHosneHnem lMpaButensctea Poccuickon degepaumm ot 21 aHBaps
2004 r. N 24, a Takke co cnegywowen nHgpopmMaumnen:

4.1. rpacuk paboTbl ohuca obcnyxkmBaHus notTpebutenen;

4.2. noyToBbIN agpec W ONEKTPOHHbIN agapec oduunanbHOro canta CceTeBow
opraHuMsaumn, agpec 9NeKTPOHHOW MNouThl, TerieOoHHble HOMepa LeHTpa obcnyxmBaHus
noTpeduTenen n ropsyen NMHUK NO BOMPOCaM 3NIEKTPOCHABXEHNSI CETEBOW OpraHmM3auum, no
KOTOPbIM  OCyLLEeCTBNSieTCs  3ao4HOe  obcnyxuBaHue  notpebutenen, TeppuTopus
obCcnyXMBaHNSA CeTEBOW OpraHu3auuu;

4.3. NopsigoK nogadnm M paccMmoTpeHuns obpalleHun noTpebutenen, cogepxawmx
Xanobbl Ha [enCcTBMS CeTeBOM oOpraHu3auuu, C YKa3aHMeM CPOKOB pPacCMOTPEeHUs
obpalleHnin n npegocTaBneHnst OTBETA;

4.4. NOpsSAOK M CPOKM 3akniudeHuss gorosBopa o6 okasaHum ycnyr no nepegadve
3NEKTPUYECKOM 3HEepPrum, NpeaycMoTpeHHble 3akoHoaaTenbcTBoM Poccunckon degepaumm;

4.5. nopagoK Nnogayun 3asBKM Ha TeXHONOrmyeckoe npucoegmHeHne, OCHOBHbIE 3Tanbl U
CPOKM ee pacCMOTPEHUS, CBEAEHNS, KOTOPble AOSMKHbI COAEpXKaTbCS B 3asBke, TpeboBaHus K
npunaraembiM K HEW JOKYMEHTaM;

4.6. Tapudbl Ha ycnyru no nepegadve aneKkTpU4ecKoM IHEPrMn Ha TEeKyWun nepuog
perynmpoBaHnsa C ykasaHMeM MCTOYHMKA oduumnanbHOro onybriMkoBaHWS pelueHus opraHa
NCMNONHUTENbHOW BNacTM B 00nacTu rocyfapCTBEHHOIO perynupoBaHus Tapudos cybbekta
Poccuinckon ®epepaunu;

4.7. Tapubl Ha TexHornorMyeckoe npucoeauHeHne Ha TeKywuri nepuoa
perynmpoBaHna C ykasaHMeM MCTOYHMKA oduumnanbHOro onybriMkoBaHWS pelueHus opraHa
NCNOSTHUTENbHOW BriacTn B obnactu rocyaapCTBEHHOINO perynupoBaHusa TapudoB cybbekTa
Poccuinckon ®epepaunu;

4.8. 6GnaHkM TUMNOBbLIX [OOKYMEHTOB MO TEXHONOrMyeckoMy npuCOeouMHEHUIO, Ha
oKasaHue ycrnyr no nepegave 3reKTpUYeCcKon 3Heprum 1 npoyee;
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4.9. nopsgoK OCyLEeCTBIIEHMS KOMMEPYECKOro y4eTa CeTeBbIMN OpraHM3aumsiMm, B TOM
yucre TpeboBaHMA K MecTaM YCTaHOBKM NpUOOPOB YyyeTa, CXeMbl MOAKMYEHUS U
METPOSIOrM4YEeCKNE XapaKTePUCTUKM NPUOOPOB y4eTa;

4.10. HanmeHoBaHMEe NpPUOOPOB y4yeTa, YCTAHOBKY KOTOPbIX OCYLLECTBNAET ceTeBas
opraHusauus, Mx CTOMMOCTb U CTOMMOCTb paboT Mo MX YCTaHOBKE;

4.11. EpuwHble cTaHaapTbl kKayectBa OOCHYXMBaHUS CETEBbIMU OpraHu3aumsiMm
notpebutenen ceTeBbiX OpraHM3auunn;

4.12. nacnopT ycnyr ceTeBon opraHn3saunu,

4.13. kHura xanob n npeanoXxeHun.

5. MNpu HeobGxoauMocTn B LEHTpe obcnyxmBaHus notpebutenen obecnevmBaeTcs
Hanu4ne NNaTexHoro TepMmHana ansa onnartbl YCNyr CETEBON KOMMNaHUN.

6. Ecnm B «knueHTckoM 3ane obcnyxmBaHue ocyllecTBnsetca 6Oonee 4vem 4
paboTHukamn (bonee 4Yem 4 okHa o6cCnyxMBaHMA), 30Ha OXuaaHus obopyayeTcs
9NEKTPOHHOW CUCTEMOWN ynpaBfeHns oyepenbto, KoTopas npegHasHayeHa onTMMU3MPOBaTb
NMoTOKM noceTutenen. NHCTpykuMst No SKchyaTauunm CUCTEMbl YNpaBneHUs oYepenbto U
cxema pasMeLlarnTcs Ha UHPOPMALMOHHOM CTEHAE.

7. MomeweHne LueHTpa obcnyxusaHus notpebutenen obopyanyeTcs
NPOTMBOMNOXapPHOW CUCTEMOM, CpPeaCTBaMWU MOXAPOTYLLUEHUA, a Takke LeHTpanvM3oBaHHOMU
CUCTEMOWN OMOBELLEHMA noceTuTenen n paboTHUKOB LieHTpa OOCNy)XMBaHUA O noxape U
APYTMX KPUSUCHBIX CUTYaLUSX.

8. B nomeweHnn ueHTpa obcnyxuBaHua notpebutenen obecneumBaeTcss Hanuudme
NUTbEBOW BOAbI, anTeYKN.

9. B ueHTpe obcnyxuBaHus notpebutenen obecnevmsaeTca 6e30nacHOCTb
notpebutenen n paboTHMKOB.

10. B 3gaHum ueHTpa obcnyxmBaHua notpebutenen obecnevmBaeTcs [OCTynN
noceTuteneun B CaHyssbl.

11. B OTHOWeEHMM NYHKTOB OOCNyXuBaHUA noTpebutenen ceteBas opraHv3auums
obecneunBaet TpeboBaHua nyHkTOoB 2, 4, 8, 9 HacToAwero npunoxeHus K EauvHbIM
cTaHgapTam.

Kpome TOro, B nyHKTEe o0OCnyxuBaHus obecneumBaeTca Hanuune mebenun ans
MCNonb3oBaHMsa NOTPeduTensiMmn BO BPEMS OXMAAHUSA: HE MEHEEe OLHOro cuasadero Mecrta Ha
ogHoro paboTHuka, obcnyxmBarowero notpebutensa (O4HOro OkHa O6CnyXuBaHUSA), He
BKMOYasa cuasdme mMecta HeNocpeacTBEHHO ANnd npuvema notpebuTenen, ctona u ctyna ans
ohOpMIEHNS OOKYMEHTOB BO BPeEMSI OXWMAAHWUS, KaHUENAPCKUX NPUHAONEeXHOCTEN (pyyku,
Oymara ans 3anucen).

MpunoxeHne N 3

K EAvHbIM cTaHgapTam KavyecTBa
ob6cnyXnBaHnsa ceTeBbIMU OpraHM3aLmamm
noTpeouTenen ycnyr ceteBbIiX OpraHu3aumum

OCHOBHbIe AeNCTBUSA CeTeBOW OpraHu3auum npum ocyLecTBlIeHUn O4HOro
obcnyxmnBaHmna noTpedbutenen B opmucax obcnyxmBaHmsa notpedburtenen

N OcCHOBHble OeNCTBUSA CETEBOW OpraHM3aumm Npu ocyLLeCcTBIEHNN OYHOIro
obcnyxmBaHna notTpebuTtenen B odpmcax obcnyxmBaHua notpeburenen
1 Mpuem n pernctpaumsa o4HOro obpatleHus notTpebutens, permcrTpauns

KOHTaKTHOW MHopMaumn notpedbutens, NpoBepka KOPPEKTHOCTU OCPOPMIEHMS
3a51BOK Ha oKasaHue ycryr, KOMMAEKTHOCTM AOKYMEHTOB M NOJSTHOTbI CBEAEHWUN




B 3adBKe B COOTBETCTBUUN C Tpe6OBaHI/IFIMI/I HOPMaTUBHbIX MPaBOBbIX aKTOB:

1.1

npuem xanobbl noTpebutens B NMICbMEHHON hopme

1.2

npunem 3asBKW/3a8BNEHNSA HA OKa3aHne ycnyr B NMMCbMEHHOM (bopme, B TOM
ynucne:

1.2.1

3aABKU Ha TEXHOJ1I0IrM4YeCKoe npucoeanHeHne

1.2.2

obpaleHunsa notpedbuTtens o NPoaeHMM Cpoka ENCTBUS paHee BblOaHHbIX
TEXHUYECKUX YCITOBUN

1.2.3

3asiBNEHMs 0 BOCCTaHOBIEHUM paHee BblAaHHbIX TEXHUYECKUX YCIOBUMN,
yTpaTta KOTopbIX HAacTynuna B CBA3W C NMKBMAAUMEN, peopraHn3aumen,
npekpaLleHnemM AeaTenbHOCTU NPeXHero Bragenbua (3assutens), npoaaxen
06BbEKTOB M NO MHBIM NPUYMHAM

1.2.4

yBeOMIIEHNSA O 3aKITHOYEeHUM COorfalleHuns o nepepacnpeneneHnum
npucoeanHeHHON MOLLIHOCTH

1.2.5

3asBNeHNs Ha 3akrtoyeHne gorosopa ob okasaHum ycnyr no nepegade
3J1IEKTPUYECKON IHEPTUN

1.2.6

3anpoca O corfiacoBaHMM MecTa yCTaHOBKM npubopa y4veTa, Cxembl
NOAKIIYEHMsA NpmMbopa yvyeTa 1 NHbIX KOMMOHEHTOB U3MEPUTESbHBIX
KOMMIEKCOB M CUCTEM Y4eTa, a Takke MeTPONOrMYEeCKUX XapakTepUCTUK
npunbopa yyeta

1.2.7

3asiBKM 0 He06XOAMMOCTU CHATUS! NOKa3aHMI cylLlecTBYoLWEero npubopa yyeta

1.2.8

3asIBKM Ha OCYLLIECTBIIEHME JoMnycka B 3KcnyaTaumio npubopa yyerta

1.2.9

3asBneHns Ha obopygoBaHNE TOYKM MNOCTaBKM Npubopamu yyeta

1.2.10

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

1.3

npuem coobuieHnn o 6esgoroBopHom (bedyyeTHOM) noTpebneHnm
9NEKTPUYECKON IHEPTUMN, O XMLLEHUN OOBHEKTOB 3N1EKTPOCETEBOIO X0O3ANCTBA

N

Mprem nokasaHu NpnbopoB ydeTa INEKTPUIECKON SHEPTUN

MpepocTaBneHne cnpaBo4YHON MHpOPMaLMK O OEATENBHOCTM CETEBOM
opraHuMsauumn no Bonpocam okasaHus YCryr CeTeBOM opraHnsauumn, B TOM
yucne npegocrasieHne TUNoBbIX (POPM JOKYMEHTOB

MpenocTaBneHne KOHCyNbTaLUWiA MO BONPOCAM OKa3aHWUs yYCryr CeTeBON
opraHusauuu.

B cnyyae otcyTcTBUS MHGOPMaUMKM y paboTHMKA, OCYLLECTBISOLENO OYHbIN
npuem, ans NpegocTaBneHns KOHCYNbTauun paboTHUK perMcTpupyeT
NMCbMEHHOe obpalleHne, OTBET Ha KOTOpOoe npeaocTaensieTcs B TedeHune 30
aHen

MpepocTtaBneHne MHopMaLmmn o cTaTyce UCNOMHEHUS 3asiBKU Ha oka3aHue
ycnyr (npouecca), 4oroBopa oOka3aHus ycryr, paccMoTpeHnst obpalyeHus,
copepallero xanoby

Bblgaya gokymMeHTOB NOTpebutensiM, B TOM Yncrie OroBOPOB Ha OKasaHue
ycnyr, KBUTaHUMI, CHETOB-GPaKTyp Ha onnaTy ycnyr, JOKYMEHTOB Mo
pes3ynbTatam okasaHus ycnyr (aktoB), aktoB 6e3yveTHoro (6e340roBOpHOro)
noTpebneHnss aNeKTPUYECKON SHEPTrm

MpepocraBneHue nHdopmaLmm 0 NpUYMHaAX U CpoKax NIiaHOBLIX NEPEPLIBOB
nepenayun anekTPUYeckon aHeprum, NpMYnHax HecobngeHmus TpeboBaHnn K
napamMmeTpam e€e KayecTBa, O AaTe U BpEMEHM BOCCTAaHOBIMEHUS nepenayn
3NEeKTPUYECKON 3Hepruu, a Takke ob obecnevyeHnn COOTBETCTBUS KayecTBa
SNEKTPUYECKON 3Heprum TpeboBaHNAM 3aKoHO4aTENbCTBA.

Mpwn oTcyTCTBUM MHpOPMaLUKM Yy paBOTHUKA HAa MOMEHT NoceLLeHnst paboTHUK
npenocTtaBnseT oTBET NOTPedbUTEN0 He Nno3gHee 4 4YacoB C MOMEHTA




permcTpaummn obpalleHns ¢ 3anpocoM. Ecnv obpalieHre coaepxut xanoby v
N3noxeHHble hakTbl TPEOYIOT aHanM3a MaTepuanos, TO paboTHUK NpeanaraeT
noTpebuTento HanpaBuTb B CETEBYIO OpraHn3aLuio NMCbMeHHoe obpalleHune B
dopme 31eKTPOHHOIO AOKYMeHTa unm opopmnTh obpalleHre Ha TUNOBOM
GnaHke Npu noceLeHnn, oTBET NpeaocTaBnsieTcs B TedeHne 30 aHen

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

9 Bblgaya nHameBuayansHOro norMHa U naponst 4ns ocTyna B NMUYHbIN KabnHeT
notpeburens

10 MpoBegeHne LeneBbiX ONPOCOB, aHKETMPOBAHWS NOTpebuTenen Ans OUeHKN

Ka4yecTBa OKa3blBaeMbIX yCryr u obcnyxmBaHus

MpunoxeHue N 4

K EAvHbIM cTaHgapTam KavyecTBa
obcnyXuBaHua ceTeBbIMU OpraHM3auusaMm
noTpedGuTteneun ycnyr ceteBbIiX opraHu3auum

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

N OCHOBHble JeNCTBUSA CeTEeBOW OpraHM3aLmm Npu ocyLLeCTBAEHUMN 3a04YHOIo
obcnyxusaHusa notpedbutenen nocpegcTBoM TeriePOHHON CBA3M
1 Mpuem, pernctpaums, obpaboTka BXOAALLMNX BbI3OBOB NOTpebUTenemn c

3anpocoM crnpaBo4YHOWN MHGOPMaLNK, Mo BONpocam NpeaocTaBeHnst oTBeTa
noTpeduTento n 3anucm noTpebutenen Ha npuem B oomc oB6CnyxnBaHus no

BOMpoOCaM:
1.1 OCYLLECTBIEHNA TEXHOJIOMMYECKOro NpucoegnHeHna
1.2 OKasaHus ycrnyr no nepegaye afekTpuyYeckon aHeprum
1.3 OopraHu3auumn y4eTa 31IeKTPUYECKON IHEPTUN
1.4 obcnyxuBaHusa notpedburenen
15 NOJSTy4EeHUs1 KOHTAKTHOW MHGOPMaLMK CETEBOW OpraHM3aunm n opraHm3aummn,
paboTaloLlmx B chepe 3HEPreTUKM Ha TeppUTOpUnN AeATENbHOCTU CETEBOM
opraHMsayuu
2 Mpuem, pernctpaums, obpaboTka BXOAALLMNX BbI3OBOB NOTpebUTENEn no
BOMpPOCaM KOHCyNbTaUUn 1 NpeaocTaBneHnst oTBeTa notpebutento
3 Mprem nokasaHun NpnbOPOB yyeTa INEKTPUYECKON IHEPTUN B CriyyasiX,

npeaycMoTpeHHbIX OCHOBHLIMY MOMOXEHUAMN PYHKLMOHUPOBAHNSA PO3HUYHBIX
PbIHKOB 3IEKTPUYECKON SHEPTUU, YTBEPKAEHHBIMU NOCTAHOBIIEHNEM
MpaButenbctBa Poccuinckon ®egepaunm ot 4 maa 2012 r. N 442

4 Mpuem, pernctpauns, obpaboTka BXOAALLMX BbI3OBOB NoTpebutenen ¢
coobueHnem o 6e340roBoOpHOM 1 6e3y4eTHOM NOTPebNeHNN ANEKTPUYECKON
SHEepruu, a Takke 0 XULWEeHMM OO BEKTOB INIEKTPOCETEBOrO X0O3A1MCTBA CETEBON
opraHusauum

4.1 Mpuem, pernctpauns, obpaboTka BXO4ALLMX BbI3OBOB NoTpebutenen ¢
co0bLLEeHEM O HECOOTBETCTBUM KavyeCTBa ANEKTPUYECKON IHEPTUN
TEXHUYECKUM perfnameHTam u uHbim obasatenbHbiM TpeboBaHuam. MNepenava
yKa3aHHbIX COObLLEHMI onepaTUBHOMY NepcoHarny ceTeBon opraHusaumm (npu
HeobxoaMMoCTK)

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

coobLleHeM o NpekpaLLeHnst nepeaayn anekTpuyeckon sHeprun. Nepenava
yKa3aHHbIX COOBLLEHMI OnepaTUBHOMY NepcoHasny ceTeBoW opraHnsauum (npm

TpeboBaHUAM

Mpuem, pernctpaums, obpaboTka BXOAALLMX BbI3OBOB NOTpebuTenemn c
3anpocoM nHdopMaumm O NNaHMpyeMbIX CpOKax BOCCTaHOBIIEHUS Nepeaayn
SMNEKTPUYECKOWN 3HEPruKn, No Bonpocam obecneveHns COOTBETCTBUS KayecTsa
9NEKTPUYECKON IHEPTUN TEXHUYECKUM perfiaMeHTam 1 MHbiM 06s13aTenbHbIM

OcyLuecTBneHre ncxoaswmnx BbI30BOB ANs yBeAOMIEHUs noTpebutenen ob
aBapUIHbIX CUTYyaLMSIX B SNEKTPUYECKUX CETSX, PEMOHTHbIX U
npodmnakTmyecknx pabotax B NOPSAKE U CPOKM, YCTAHOBINEHHbIE JOFOBOPOM Ha
ycnyru no nepegade anekTpuy4eckon aHeprum

SHGKTqueCKOIZ QHEPIrnn

OcyuiecTBneHe CXoaSLWMUX BbI3OBOB 41151 YBEAOMIIEHUSI NOTPeduTenen npu
OCYLLIECTBINEHMMN TEXHOOMMYECKOrO NPUCOEANHEHUS, OKa3aHWs yCryr no
nepenade aneKkTPUYECKON SHEPrUM U NPU OCYLLLECTBNEHNM KOMMEPYECKOro yyeTa

OcyuiecTBneHne McXoasLWwmx BbI30BOB 45151 OTBeTa NoTpebutensm Ha
obpallieHus1, Ha KoTopble He ObINo BO3MOXHOCTU NPeaoCcTaBUTb OTBET
HernocpeacTBEHHO NpW NOCTYNNeHN obpalleHms

Mpuem, pernctpaums, obpaboTka BXOAALLNX BbI3OBOB NOTpebuTtenen,
cogepxawmx xanoby, n npegocTtaBrieHne oTBeTa NOTpPedUTENo

10

ANEeKTPOIHEPInM

WNHdopmaumoHHoe B3aumMoaencTemne ¢ onepaTMBHbIM NEPCOHaNoM ceTeBom
opraHusaLumn Npu NocTynsieHnn obpatleHnii No Bonpocam HECOOTBETCTBUS
KayecTBa 3M1EKTPUYECKOW SHEPTUM TEXHUYECKUM perflaMeHTam u MHbIM
ob6s3aTenbHbIM TpeboBaHNSIM, NepPepbIBOB, NPEKpaLLeHns nepeaaym
3MNEeKTPUYECKOW 3HEPrnM MHOPMALIMN aBaPUNHBLIX U MAAHOBbIX OTKIOYEHUSX

11

MpoBeneHne LeneBbiX ONPOCOB, aHKETUPOBAHUS NOTPebUTenen ans oLeHKn
KayecTBa OKa3sblBaeMbIX YCryr u obcnyxmeaHums

MHdopmaums 06 naMmeHeHusix:

lNpukaszom MuHaHepao Poccuu om 6 anpens 2015e. N 217 e npurioxeHue 6HECEHbI
U3MeHeHUs

Cm. mekcm ripurnoxeHus 8 npeodbidywel pedakyuu

MpunoxeHne N 5

K EOnHbIM cTaHgapTam KavyecTBa
obcnyxuBaHuA ceTeBbIMU OpraHM3auusmMm
noTpeoGuTenen ycnyr ceteBbIiX opraHu3auum

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

N OcCHOBHble JeNCTBUSA cETEBOM NHTepakTnBHbIN CpoK ncnonHeHus
opraHusauumn nNpu OCyLLECTBNEHUN cepsuc
3a04HOro 0bcnyxmBaHus
notpeburtenen B cetn HTepHeT
1 Mpnem obpalueHun notpedbutenen ¢ | IHTepHeT- B TeueHne 15 gHen

3anpocomM CrpaBoYHOMN

npUeMHasi, NIM4YHbIN

CO OHA oTnpaBneHnda
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MHdOpPMaUUKN Yepe3 UHTEPaAKTUBHbIE
3MEKTPOHHbIE hOpMbI,
npegocrasneHne oTeeTa
noTpeduTento n 3anucb
notpeburtenen Ha npuem B ocumc
obcnyXnBaHusa no Bonpocam:

11

ocyuwlecTBiieHnAa TeXHONMOrmM4eckoro
npncoegunHeHnA

1.2

oKasaHus ycnyr no nepegade
3NEKTPUYECKON SHEpPrum

1.3

opraHusaLun yyeTa areKTpuyeckom
3HEeprum

1.4

obcnyxuneaHua notpeburtenen

15

KOHTaKTHOW MHbOpMaLnn ceTeBom
opraHu3aummn 1 opraHmsauui,
paboTarLmnx B chepe aHepreTukm

kabunHeT
notpebutens

obpalueHus

Mprnem obpalueHnn notpedbutenen
Mo BONMpOCaM KOHCyMnbTauun yepes
WNHTEPAKTUBHbIE 3MIEKTPOHHbIE
dopmMbl U NpeaocTaBneHne oTeeTa
noTpedurtento

NHTepHeT-
npuemMHasi, NMMYHbIN
KabuHeT
notpeburtens

B TeyeHune 15 gHen
CO OHSA OTnpaBfieHus
obpalueHus

Mpuem xanob notpebutenen Yepes
WHTEPAKTUBHbIE 3NIEKTPOHHbIE
dopmMbl U NpeaocTaBneHne oTeeTa
noTpedurTento

NHTepHeT-
NpUeMHasi, NIMYHLIN
KabuHeT
notpeburtens

B teuenmne 30 gHen
CO AHs1 OTnpaBneHuns
obpawieHnsa

Mpuem 3asBKu/3asaBNeHns Ha
oKasaHue ycnyr Yyepes
WHTEPAKTUBHbIE 3NTIEKTPOHHbIE
dOpMbl, B TOM YuCIIE:

4.1

3aABKN Ha TEXHOJNIOIrnM4yeckoe
npuncoegnHeHmne K anekTpn4eCcknm
ceTam

4.2

3as8BKM 0 HEOBXOANUMOCTU CHATUS
nokKasaHun cyLecTBYHOLLLEero
npubopa y4yeta

4.3

3asABKN Ha OCyLUEeCTBI1IEHNE O0MyCcKa
B SKCrJiyatauuko r|p|/|6opa yyeTa

4.4

3asBneHns Ha 0b6opyaoBaHNE TOYKU
nocTaBKu Npubopamm yyeta

4.5

3as1BKM Ha YCTaHOBKY, 3aMeHy n
(vnn) akcnnyaTtaumo npubopos
yyeTa

JINYHBIV KabuHeT
notpeburtens

B Teuenmne 1 gHa co
OHS OTNpaBneHns
obpalleHuna B criyvae
KOMMTEKTHOCTM
OOKYMEHTOB 1
NOMNHOTbI CBEAEHUN B
3aaBKe/3aaBNeHnn

Mprem yepes MHTEpPaKTUBHbIE
SNEKTPOHHbIE hopMbl cOOBLLEHUI O
6e3noroBopHom (6e3y4eTHOM)
notpebneHnn anekTpu4eckom
3HEeprun, xuwieHnn obbekToB
ANEKTPOCETEBOrO X03AMNCTBA

NHTepHeT-
NPUeMHasi, NIMYHbLIN
KabuHeT
notpebutens

B Teuenmne 1 gHa co
OHS OTNpaBneHns
obpawieHns

[Mprnem nokasaHum NnpnbopoB yyeTa

JINYHBIV KabuHeT

B Teuenmne 1 gHsa co




SHGKTpMHeCKOﬁ SHEPrmn

notpebutens

OHS OTNpaBreHns
obpalleHuns

7 lMpepoctaBneHue nHdgopmaumm o JInyHbIN KabnHET B TeyeHue 1 gHa co
cTaTyce UCNOJSTHEHUS 3asBKN Ha notpebutens OHS OTnpaBneHuns
oKasaHue ycnyr (npouecca), obpaleHus
A0roBopa okasaHus ycnyr

8 MpenoctaBneHne HGopmMauum o NHTepHeT- B TeueHne 1 gHa co
cTatyce pacCMOTpPeHUst obpalleHus, | NpuemMHas, NMUYHbIN | OHS OTNpaBneHus
coaepxallero xanoby kabunHeT obpaLeHus

notpeburtens

9 lMpenoctaBneHne aneKTPOHHbIX JIn4HbIN KabuHeT B TeyeHnune 15 gHen
KOMu AOKYMEHTOB noTpebutensam notpebutens CO OHSA oTnpaBreHns
no pesynbTaTtam okasaHus ycnyr obpaLyeHus
(akToB), akTOB HE3y4eTHOro
(6e3porosopHoOro) notpebneHus
ANIEKTPUYECKON IHEPrum

10 Bblgava nHansmnayaneHOro nornHa NHTepHeT- B Teyenune 1 gHA co
1 napons Ans gocTyna B NIMYHbIN npuemMHas OHSA 3anosiHeHus
kKabuHeT notpebutens perncTpaunoHHON

dopMmbl

11 YaaneHHbIn 4OCTYN K NOKasaHUaM JInyHbIN KAOMHET Mpun 3anpoce
npubopa ydeta nNo To4kam yyeta notpebutens
3NEeKTpo3Heprumn notTpebutens,
cTaTuctuke notpebnenus (npu
HanNU4MM cucTeMbl yyeTa c
yaaneHHbIM c60poM AaHHbIX)

12 MpepoctaBneHune cyeToB Ha onnaty | JIMyHbIn KabuHeT B TeyeHnmne 15 gHen
yCrnyr no TeXHONorM4eckomy notpebutens CO OHS oTnpaBreHnsd
NPUCOEANHEHUIO obpalueHuns

13 lMpoBeaeHne LeneBbix ONPOCOB, NHTepHeT- Ha noctosiHHOM
aHKeTUpoBaHUA noTpebutenen ana | NPUeMHas, fiMYHblA | OCHOBE
OLIEHKM KayecTBa OKa3blBaeMblX KabuHeT
ycnyr n obcnyxmBaHus nortpeburtens

14.1 MpepoctaBneHne nHgopmauum o JInyHbIN KAOMHET B TeyeHune 1 gHsa
NpUYNHaX U cpoKax MaHoBbIX notpebutens
(BHENNaHoBbIX) OrpaHNYEeHUsIX
pexuma notpebnexms
3MEeKTPUYEeCcKon aHeprum
(MowHocTN) NnoTpebuTenen, a Takke
0 JaTe 1 BpeMeHU BOCCTaHOBMEHNS
3NEKTPOCHABXEHUS
14.2 lMpenoctaBneHne MHopmaLnmn o B TeyeHune 15 gHen

npuynHax HecobngeHus
TpeboBaHU K NapameTpam
KayecTBa 3N1EKTPUYECKON SHEPIUN, O
MeponpuaTuax u paborax,
HeobxoauMbIx ona obecnevyeHns
COOTBETCTBUSA KayecTBa
3EKTPUYECKON 3Hepruun
TpeboBaHNAM 3aKoOHO4ATENbLCTBA

CO OHSA OTnpaBneHns
obpaweHunsa. Ecnn
N3IOXEHHbIE (PaKTbl
TpebyloT aHanuaa
MaTepuanos, TO CPOK
npegocTaBneHns
oTBeTa MOXeT ObITb
npogneH ao 30 gHen




MpunoxeHune N 6

K EQWHBLIM cTaH4apTam KayecTBa
obcnyXuBaHua ceTeBbIMU OpraHM3auusiMm
noTpeouTeneun ycnyr ceteBbIiX opraHusauum

CTpykTypa
pasgena "lMoTpebutenam” ohmumanbHOro camta ceTeBom opraHm3sauum

HanmeHoBaHue
nogpasgena

CopepxaHue

OnucaHune

Tepputopus
obcnyxuBaHus
ceTeBoOm
opraHuMsauuu

Obwas
MHopMauumsa

[MepeyeHb 30H OeATENbHOCTN CETEBOW
opraHusauuu ¢ getanumsaumen no HaceneHHbIM
NyHKTaM 1 panoHam ropogos, onpeaensemMbix
B COOTBETCTBUM C rpaHMLaMmmn 6anaHCcoBOW
NPUHALMNEXHOCTN 3NIEKTPOCETEBOIO
X034A1CTBa, HaxoasLeroca B COGCTBEHHOCTU
dunmana nnm npuHagnexawero emy Ha MHOM
3aKOHHOM OCHOBaHUMU

TexHudeckoe
COCTOSIHME ceTen

CeefieHnst 0 TEXHUYECKOM COCTOSAHUM CeTEN, B
TOM Yucne:

1) cBOAHbIE AaHHbIE 06 aBapUNHbBIX
OTKIMIOYEHUSIX B MECAL, MO rpaHuLam
TeppuTopuanbHbIX 30H AeATENbHOCTU
opraHu3auuu, Bbi3BaHHbIX aBapusiMu Unm
BHEMNMaHOBbIMU OTKIIOYEHMAMU 06 BbEKTOB
9MNeKTPOCEeTEBOro X035NCTBA, C yKasaHnem
AaTbl aBapUNHOTrO OTKITHOYEHNS 0O BbEKTOB
9MNEeKTPOCETEBOrO XO3ANCTBA U BKIOYEHUS UX
B paboTy, Npn4mMH aBapui (No ntoram
paccrnefoBaHus B yCTaHOBNEHHOM Mopsiake) u
MEPONPUATUIA MO UX YCTPAHEHWNIO;

2) o6bem HegonocTaBneHHoOW B pesyrnbTaTe
aBapUNHbIX OTKITIOYEHUIN 3NTEKTPUYECKON
SHepruu;

3) BBOA B PEMOHT 1 BbIBOA 13 pEMOHTa
aneKkTpoceTeBbIX OOBEKTOB C YKa3aHWeM
CPOKOB (CBOAHAasi MHopmaLms)

MNepenava
31IEKTpUYECKomn
3Heprmn

Obwas
MHdopMauus o
nepepaye
3r1eKTpUYecKom
AHeprum

NHdopmaumsa o nepenaye anekTpnuyeckomn
3HEeprmmn, cxema B3anMoaencTBns y4acTHUKOB
no nepefaye aneKTpoaHeprum

HopmaTuBsHble
OOKYMEHTbI

I'Iepequb aKTyalibHbIX HOPMaTUBHbIX
OOKYMEHTOB

MacnopTa ycnyr
(npoueccos)

[MepeyeHb NacnopToB BCEX YCnyr (MpoLeccos),
OKa3blBaeMbIX (OCYLLIECTBMSAEMbIX) CETEBOM
opraHusauuen notpebutenam npu nepenade

3NEKTPUYECKON IHEPTUN




Tunosble popmbl
OOKYMEHTOB

q)OprI TUNOBbIX AOroBOPOB HAa OKa3aHune
ycnyr no nepepade SJ'IeKTpVI'-leCKOIZ QHEPIrnn

Tapudbl Ha ycnyru
no nepepgave

Tapudbl Ha ycrnyrn no nepegaye
3IEKTPUYECKON SHEPTUM Ha TEKYLLNN Nepunos,

3NeKTprUYeckomn perynmpoBaHnsa ¢ ykasaHnem UCTOYHUKA

3Heprum odouumanbHoOro onybnmkoBaH1s peLleHus
opraHa UcnosiHMTenbHOW BnacTn B obnactu
rocyapCTBEHHOro perynmpoBaHnsa Tapudos
cybbekta Poccunckon ®egepauymm

BanaHc 1. OTNyCcK aNeKTpUYEeCKOMN 3HEPTN B CETb U

3NeKTprUYeckomn OTMYCK 3NEeKTPUYECKON aHeprnm n3 cetu

3HEeprnn un ceTeBOM KOMMaHUN NO YPOBHAM HaMpshKeHun,

MOLLHOCTH ncnonb3yemMbiM 455 LeHoobpa3oBaHus,

noTpedunTensam aNeKTPUYECKON IHEPTUN U
TeppuTopmnarnbHbIM CETEBBIM OpraHM3auUnsm,
NPUCOEANHEHHbIM K CETAM CETEBOM
opraHusauuu.

2. O6bemM nepenaHHOM ANEKTPOIHEPTUMN MO
porosopam 06 okasaHwuw ycnyr no nepegaye
3NEKTPUYECKON 3HEPruK noTpedbutenam
CeTeBOW opraHn3aumm B pa3pese ypoBHEN
HaNPS>KeHWN, NCNOSb3YyEMbIX ANS
LeHoobpa3oBaHus.

3. [NoTepun aneKkTpny4eckomn aHeprum B CETAX
ceTeBOu opraHM3auum B abConoTHOM n
OTHOCUTENBbHOM BbIpaXXEHUN NO YPOBHSM
HaNpPsHKEHWs1, MCNoNb3yeMbiM AN Lenen
LeHoobpasoBaHus

3aTtpaTbl Ha onnaTty
noTepb

1. 3aTpaTbl cCeTEBOW OpraHn3aLmm Ha NOKYMKy
noTepb B COBCTBEHHbIX CETAX.

2. YpoBeHb HOpPMaTUBHbIX NOTEPb
31IEKTPUYECKON SHEPTUM HA TEKYLLUNN Nepunos C
yKaszaHnem UCTOYHMKa onybrnnkoBaHns
pelleHns o6 ycTaHOBMNEHUU YPOBHS
HOPMaTUBHbIX NOTEPb.

3. [NepeyeHb MepornpuUsaTUA MO CHUKEHNIO
pa3mepoB MOTEPb B CETSX, a TaKKe O CpoKax
NX UCMNOJSTHEHUS U NCTOYHUKAX
PUHaHCMpoOBaHUS.

4. 3aKynka ceTeBoWn opraHusaumemn
3NEKTPUYECKON IHEPrUN ANA KoMNneHcauum
noTepb B CETAX U €e CTOMMOCTM.

5. Pasamep graktnyeckux nortepb,
onnayvBaemMsbIX NokynaTtenamu npu
OCYLLECTBMNEHNN pacC4ETOB 3a 3NEKTPUYECKYIO
9HEPruro Nno YPOBHAM HaNpPsXKeHUs

TexHonorn4yeckoe
npucoeanHeHne

Obwasn
MHdopMauusa o
TEXHOMNOrM4YeCckom
npucoeanHeHnm

NHdpopmauma o npouenype TeXHONOrMYeCcKoro
npucoeanHeHnsa. Cxema B3anMogencTBus
Yy4aCTHUKOB npouecca




HopmaTuBHble
[OKYMEHTbI

I'Iepequb aKTyallbHbIX HOPMAaTUBHbIX
JOKYMEHTOB MO0 TEXHOJTOTMYECKOMY
npncoegnHeHno

MacnopTa ycnyr

[MepeyeHb ycnyr (NpoLeccoB), Oka3biBaeMbIX

(npoueccos) (ocywecTBnsieMblxX) ceTeBOW opraHM3aumnen

npoueccos noTpeduTensam npu TEXHONOMMYECKOM
NpUCOeaNHEHUN

Mopsgok [MopAaoK BbIMOSTHEHUSA TEXHONOMMYECKMX,

BbINOJTHEHUS TEXHUYECKUX MU APYTUX MEPONPUATUN,

MEpPONpPUATUN, CBSA3aHHbIX C TEXHOMNOMM4YECKNM

CBA3aHHbIX C
npuncoegnHeHnem K
ceTam

NpUcCoeanHEeHNEM K 3NEKTPUYECKUM CETSM,
BKJtOYAsi NepeyeHb MeponpUsTUi,
Heo6XoaNMbIX AN OCYLLECTBINEHUS
TEXHOMOMMYECKOro NPUCOEANHEHMS K
3MEKTPUYECKUM CETAM, U MOPSAOK
BbIMNOSTHEHMS 3TUX MEPONPUSATUI C yKasaHeM
CCbIJIOK Ha HOPMaTUBHbIE NPAaBOBbLIE aKTbI

Tunosble popmbl

Tunosble (pOpMbl JOKYMEHTOB Ha

AOKYMEHTOB TEXHOMNOrM4YeckKoe nNpucoeanHeHne no Kaxxaom
rpynne sasiButenemn

Tapudbl Ha Tapubl Ha TeXHONOrMYeckoe NpucoeanHeHne

TexHonornyeckoe Ha TeKyLuIn nepuog perynmpoBaHuns ¢

npucoeanHeHne yKkaszaHnem UCTOYHMKa ohmumanbHoro
onybnMKoBaHUs peLlleHns opraHa
NCMNONHUTENbHOW BNacTu B obnacTtu
rocygapCTBEHHOI0 perynmpoBaHnsa Tapudos
cybbekTa Poccurickon ®egepauunm

CsepgeHusa o CsepneHus 0 Hann4yum obbema cesobogHOM Ans

HanM4YNN MOLLHOCTM,
cBobogHom ons

TEXHOMNOrM4YecKoro NpucoeanHeHns
notpebutenen MowHOCTM Ha oObeKTax

TEXHONOrM4YecKoro 3MEKTPOCETEBOrO X03AMCTBA C YKa3aHNEM

npucoeanHeHns Tekylero o6bemMa MOLHOCTM Ha Taknx
obbekTax (OTAENbHO NO KaXXAoMy OOBEKTY)

CepeHusi o 1. CBegeHuns o Konn4yecTBe 3asBOK 1 00beme

nodaHHbIX 3asBKax
Ha
TeXHoNornyeckoe
npucoeauHeHue,
3aKIH0YEHHbIX
[oroBopax u
BbINOMHEHHbIX
npucoeauHeHnax

MOLLHOCTU, HEOBXOAMMOM AN UX
YOOBMNETBOPEHMS.

2. CBefileHNsl 0 KONMMYecTBe aHHYNMMPOBaHHbIX
3as1BOK Ha TEXHOMNOrMYecKkoe npucoeanHeHue.
3. CBeaeHus 0 BbINOMHEHHbIX
npucoeanHeHUax n obbeme NpUcoeauHeHHOM
MOLLIHOCTM.

4. CBefieHus 0 3aKmno4YeHHbIX JoroBopax o6
OCYLLECTBINEHNM TEXHONOIMYECKOrO
NpUcoeanHeHNs K 3NeKTPUYECKUM CeTAaM C
ykaszaHueM obbema npucoeamHsieMom
MOLLHOCTW, CPOKOB M NnaTbl MO KaXaomy
[10roBOpY.

Kommepueckun yyet
3IEKTPUYECKOmn
SHeprum

Obwasn
nHopmMauma

Ob6was nHdpopmaumsa o nopsagke
OCYLLIECTBNEHNSA KOMMEPYECKOro yyeTa

HopmaTtunsHbie

I'Iepequb aKTyallbHbIX HOPMAaTUBHbIX




OOKYMEHTbDI

AOKYMEHTOB MO OCYLLIECTBIIEHUIO yyeTa
3I1IEKTPUYECKON AHEPTUMU

MacnopTa
npoueccoB

[MepeyeHb Bcex ycnyr (npoweccos),
OKa3blBaeMbIX (OCYLLECTBNAEMbIX) CETEBOW
opraHusauuen no KOMMepP4eCcKoMy yyeTy

TunoBble hopmbl
OOKYMEHTOB

TunoBble PopMbl JOKYMEHTOB

TpeboBaHus k
opraHusauum yyeta

TpeboBaHus K MeCTam yCTaHOBKM NpmMbopoBs
yyeTa, CXeme NOAKITHYEHUS U
METPOSIOrMYECKNM XapakTepucTmkam
npubopos yyeTa 6e3 ykasaHus Ha TOBapHbIe
3HaKW, 3HaKM 0BCNYXMBaHUSA, PMPMEHHbIE
HaVMeHOBaHWs, NaTeHTbl, NONIe3HbIE MOAENN,
NPOMbILLNEHHbIE 06pasLbl, HAUMEHOBaHUS
MECT NPOMCXOXAEHMSA NpMOOpPOB yyeTa nnm
HanmeHoBaHWs NpoussoanTenen Nnpnbopos
yyeTa

O6cnyxuBaHue
notpebutenen

Oduchbl
obcnyxmBaHus
notpeburtenen

1. MouToBbIE agpeca u rpaduk padoTbl
odmcoB obcnyxmBaHusa noTpebutenen.

2. TeneoHHbIE HOMEpPa 3a04HOrO
obcnyxuBaHusa Nno Bonpocam
TEXHOMOrMYeCcKoro NpUCOeaNHEHNs, nepeaayn
9NEKTPUYECKON SHEPTUM M OCYLLLECTBINEHNS
KOMMEpP4Y€EeCKOro y4yeTa.

3. ONeKTPOHHbIN agpec CETEBOW OpraHn3aumm
Ansi HanpaeneHus obpalieHnn notpebutenen
Nno 3fIEKTPOHHOMU hopMme.

4. damunuun, nHUUManbl JOIMKHOCTHbIX N,
OTBETCTBEHHbIX 32 06CnyXmMBaHue
noTpebuTenen ceTeBon opraHnsaumm.

5. ®opma 3anmcu Ha OYHbIN NpMemM B opuc
obcnyxuBaHus

3aoyHoe
obcnyxuBaHue
nocpeacTBoM
TenegoHHoW cBA3n
(EAVHBI LueHTp

TenedoHHbIE HOMepa 3a04HOro
obcnyxuBaHusa No Bonpocam
3NEeKTpOCHabXeHUs, OCcyLLeCTBEHUS
TEXHOSIOrMYeCcKoro NpucoeavHeHnd, nepegayn
3NEeKTPUYECKON 3HEPrUn U OCYLLLECTBNEHUS

obpaboTkn KOMMep4ecKoro yyeTa. [lepeyeHb BONpPOCOB,

BbI30BOB) Mo KOTOPbIM NOTPebUTENDL MOXET NONYYNUTb
CMPaBOYHYO MH(POPMALNIO U KOHCYSbTaLMIO
npv obpalleHmm No ykasaHHbIM TeneOHHbIM
HOMepam

NHTepakTnBHas B pybpuke pasmeLLatoTcs MHTEPAKTUBHLIE

obpaTtHas cBA3b 3NEKTPOHHbIE OPMbI C 0Bs13aTENbHOM A5

(MHTEpHeT - 3arnofHeHNA KOHTaKTHOM MHpopMaLmnen n

npuemMHasi) npegnoyYTUTENbHLIM CNOCOBOM MONyYeHUs

otBeTa. [pn HanpaBneHun obecnevnBaeTcs
BO3MOXXHOCTb MPUKPENNATb hannbl ¢
MaTepuanamm no obpaLleHuto.
ONEKTPOHHbIE OPMbI NpeagycMaTpmuBatoT




crneayroLmne Kateropmm obpaLleHni:

1) 3anpoc cnpaBoYHON
MHOpMaUUU/KOHCYNbTauuK;

2) obpalleHne, cogepxallee xanoby;

3) coobuieHne o 6e300roBOPHOM
(6e3y4eTHOM) NOTPEONEHUN IANEKTPUYECKOM
SHepruu;

4) onpoc noTpebuTtenen (aHkeTa
notpebutens).

B pybpuke obecnevmBaeTcsa BO3MOXHOCTb
nony4eHnst noTpebutenem cBeaeHni o
cTaTyce paccMOTpeHust obpalleHus,
HanpaBfeHHOro B CETEBYIO OpraHM3aumio B
3I1EKTPOHHOM (hopme

HopmaTuBHble
AOKYMEHTbI

1. NepevyeHb HOPMATUBHbIX MPABOBbIX aKTOB,
perynupyoLmx npoueaypy okasaHus
(ocywiecTBneHus) ceTeBomn opraHnsaumnen
ycnyr (npoueccoB) notTpebutenam.

2. MHdopmaums o nopsiake nogadm n cpokax
paccMoTpeHnsa obpalleHun notpebutenen,
npy 3TOM CPOKM pacCMOTpeHus obpalleHns He
AOMKHbI MPEBbILWATL CPOKN, onpeaeneHHble
AEVNCTBYIOLLMMN HOPMATUBHBIMW NPaBOBbIMU
akTamu.

3. Nopsagok paboTbl B NMYHOM KabuHeTe
notpeburens

JINYHBbIV KaOUHeT
notpeburtens

JInyHbIn kKabnHeT NoTpebuTens
npegocTaBnsAeT agpecHyro MHopMaL Mo
noTpedbutensam, B TOM yucne nHgopmawmio o
Xo[e NpoxoXaeHns aTanoB pacCMOTPEHUS
3asiBKM NoTpedbuTensa n cnosnHeHnsa gorosopa
(noctynneHue 3asBKW, Bblgada TEXHUYECKUX
YCNoBWiA, 3aKrnoYyeHne oroBopa, UCNoHeHne
Aoroesopa, akTmuyeckoe NpucoeauHeHne)

BOI'IpOCbI M OTBEThbI

B pyGpuke pasmeLyatoTcs 4acTo 3agaBaeMble
BOMPOChI, BO3HMKAlOLLME Y noTpebutenei, u
OTBETbl Ha HUX

MHdopmaumsa 06 nameHeHusx:
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K EAvHbIM cTaHgapTam KavyecTBa
o6cnyXuBaHus ceTeBbIMU
opraHuMsaumsiMm noTpedurteneun ycnyr
ceTeBbIX OpraHu3sauumn

MHcopmauus o kauecTBe 06CcnyKMBaHUA noTpebuTtenen ycnyr
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3a roq
(HaMmeHoBaHMe ceTeBOW opraHM3aunn)

1. O6wasn nHcpopmauma o ceTeBOU opraHusaLum

1.1. KonnyecTtBo notpebutenen ycnyr ceTeBon opraHusauum (ganee - notpedurenmn) c
pa3buBKOM MO YPOBHAM HaMpshKeHWsl, KaTeropusiM HaOeXHOCTM noTpebutenen u Tuny
notpedutenen (pusndeckne nnu Lpuandeckme nuua), a Takke AMHaMuMKa N0 OTHOLLUEHWUIO K
rogy, npeaLwecTByloLEMY OTYETHOMY, 3aMOfHAETCA B NMPOM3BOSIbHON hopme.

1.2. KonnyectBO TOYEK MNOCTaBKM BCEro M TO4YEK MocTaBku, 060pyaoBaHHbIX
npubopammn yyeta areKTPMYECKON IHEpruu, ¢ pa3busBkomn: usmyeckne nuua, opuanyeckme
nvua, BBOAHblE  yCTpoWcTBa  (BBOAHO-pacnpedenuTenbHoe  YCTPOWCTBO,  FMNaBHbIN
pacnpegenuTenbHbld  WKWT) B MHOFOKBapTUMpHble goma, 6ecxo3sdHble  O6beKThbl
3NEeKTPOCeTEBOro X034MCTBa, Npubopbl yd4eTa C BO3MOXHOCTbIO AUCTaHLMOHHOro cbopa
AaHHbIX, a TaKke AMHaMWKa MO OTHOLUEHWIO K roay, npeawecTBYOLWEMY OTYETHOMY,
3anosiHseTCcs B NPOn3BoSibHON hopMme.

1.3. IHdopmaumsa o6 obbekTax 3feKTPOCETEBOrO X0O35MCTBaA CETEBOM OpraHu3auuu:
ANVHa BO34YLWHbIX NuHWin (ganee - BJl) n kabenbHbix nuHui (ganee - KIl) ¢ pasbuskon no
YPOBHAM HanpskeHusi, konudectBo noactaHumn 110 kB, 35kB, 6(10) kB B AauHamwuke
OTHOCUTESbHO roa, NpeALlecTBYOLEero oT4eTHOMY, 3arnofiHAETCA B NPOU3BOSIbHON (hopMe.

1.4. YpoBeHb (hpM3NYECKOro M3HOCa OOBLEKTOB INEKTPOCETEBOro XO35MCTBA CETEBOW
opraHusauum ¢ pa3dbuBKOW MO YPOBHSIM HaMpsbKeHUs M no Tunam obopynoBaHus, a Takke
AMHaMMKa MO OTHOLWUEHWIO K rody, NpeawecTByoWeMy OTYETHOMY, 3anosiHseTcs B
Npon3BONbHON POpME N BblpaXaeTcs B MPOLEHTaX N0 OTHOLIEHUIO K HOPMAaTUBHOMY CPOKY
cnyx6bl 06BHEKTOB.

2. UHdbopmaumsa o KavyecTBe ycnyr no rnepegave 3NeKTPUY4ecKom aHeprum

2.1. MNokaszaTenu kayecTBa yCnyr rno nepegade 3feKTPUYECKON 3HEpPrun B LIESIOM MO
CEeTEBOM OpraHu3auMm B OTYETHOM MNEpMoAe, a TaKKe AMHaAMMKa MO OTHOLLEHUKO K roay,
npeglwecTByOLWEeMY OTYHETHOMY.

N lMokasaTtenb 3Ha4veHne nokasartens, rogbl
N-1 N [nHamuka
(TEKYLLMA | NBMEHEHM
roq) S
nokasaTten
f
1 2 3 4 5
1 [MokasaTtenb cpegHen NPOAOIMKUTENBHOCTH

npekpalleHuin  nepefayn  aneKTPUYECKOM
aHeprim \sapi

1.1 BH (110 kB v Bbiwe)
1.2 CH1 (35-60 kB)
1.3 CH2 (1-20 kB)
14 HH (go 1 kB)

2 lNokaszaTenb cpegHen 4acToTbl MpeKkpalleHui




nepegaqn aNeKTPUYEeCKon aHeprum (Msare )

2.1 BH (110 kB v BbliLwe)
2.2 CH1 (35-60 kB)
2.3 CH2 (1-20 kB)
2.4 HH (oo 1 kB)
3 lMokasaTenb cpegHen NPOLOIMKUTENBHOCTU
npekpaLleHnn nepegayn 3reKTPUYECKomn
SHepruu, CBSAA3aHHbIX c nposegeHneM
PEMOHTHbIX paboT Ha ob6bekTax
3I1IeKTPOCETEBOrO X03A1CTBa ceTeBoM

opraHusauuun (CMexHou CeTeBOW opraHu3aumm,
WHbIX BragenbLeB OObEeKTOB 3f1EKTPOCETEBOrO

X03ANCTBA) (HSAIDI, maﬂ)

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 4acToTbl NpPeKpalleHun

nepenayn 3feKTPUYECKON 3HEPrumn, CBA3aHHbIX
C npoBedeHMEM pPEMOHTHbIX paboT Ha
0ObeKTax aNeKkTpoCeTEBOro X035MCTBa CETEBOM
opraHmsauumn (CMexHou ceTeBOW opraHu3aumu,
WHbIX BnagenbLeB OObEKTOB 3NEKTPOCETEBOrO

X0391CTBA)
( HSAIFI, nman )
4.1 BH (110 kB v BbIwe)
4.2 CH1 (35-60 kB)
4.3 CH2 (1-20 kB)
4.4 HH (oo 1 kB)
5 KonunyectBo cny4aeB HapylweHus KayecTBa

9NEKTPUYECKON  3HEeprun, NOATBEPXKAEHHbIX
aKTaMn KOHTPONMMPYHOLMX OpraHmM3aumm n (Mnm)
peLLeHnaAMM cyaa, LTYKK

5.1 B TOM uucne konuyectso criydaeB HapyLleHUs
KadecTBa ONeKTPpUYecKon 3Heprum no BUHE
CeTeBON  opraHusauuu, NOATBEPXKAEHHbIX
aKTaMn KOHTPOMMPYHOLLMX OpraHmM3aunin n (Mnm)
peLleHnaMu cyaa, LTYKK

2.2. PENTUHr CTPYKTYPHbIX €ANHUL, CETEBOW OpraHu3aLmm no KayecTBy OKasaHus ycryr
no nepefade 3MEKTPUYECKOM JHEPTUKU, a TaKkKe MO KaYecCTBY IEKTPUYECKOW 3JHEprun B
OTYETHOM nepuoae.



[MokasaTenb cpeaHen

[MokasaTenb cpegHen

lNokasaTenb KayecTBa

lMnannpyemsl

opraHvsauum

N CTpykTypHasa MokasaTenb cpegHen lMokasaTenb cpegHen
eavHuua NPOAOIPKUTENBHOCTU 4YacToTbl NpeKpaLLeHni NPOAOIPKUTENBHOCTU 4YacTOTbl NpeKpaLleHni oKasaHus ycnyr no e
ceTeBomn npekpaLleHnn nepegayu nepenayu anekTpuyeckomn npekpaLleHnn nepegayu nepeaayun aneKkTpuyYecKon nepegave anNeKkTpuyeckon | MeponpuaTus
opraHusauuu SNEKTPUYECKON SHEPTUM, aHeprum, sarr 3NEKTPUYECKON SHEPTUM, 3Hepruu, CBA3aHHbIX C 3Heprun (oTHOLLEHME :
Hsaipi CBSI3aHHbIX C NpOBEeAEHNEM NpoBeAEHNEM PEMOHTHbIX obLero ymcna HanpaBneHHbI
PEMOHTHbIX paboT Ha o6bekTax paboT Ha obbekTax 3aperncTpupoBaHHbIX € Ha
3MEeKTPOCETEBOrO X0O39MUCTBA | 9NEKTPOCETEBOro X034MCTBa Crny4yaeB HapyLleHns noBbILLIEHNE
ceTeBOM OpraHusauuu ceTeBOM OpraHusauum KadecTBa 3NneKTpruYeCcKon KadecTBa
(cmexHon ceTeBom (cmexHon ceTeBoOM 3Hepruu no BUHe CeTEBOW oKasaHus
opraHusauuu, UHbIX opraHusauuu, UHbIX opraHusaunm K ycnyr no
BnagenbueB 06beKTOB BnagenbLeB 00beKToB MakCuManbHOMY nepenave
9NEeKTPOCEeTEBOro XO39NCTBA), 3NeKTpoCceTeBOro KONn4ecTBy SNEKTPO3IHepr
HSAIDI,I‘IJ‘IaH XO3F||ZCTBa), HSAIFI,HJ‘IaH n0Tpe6|/|Tene|7|, . un, ¢
BH CH1 | CH2 | HH BH CH1 | CH2 | HH BH CH1 | CH2 HH BH | CH1 | CH2 HH OGC”y”(“Ba?Mb'X Takou ykasaHuem
CTPYKTYPHOW eanHNLIEN 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
ceTeBOn




2.3. MeponpusaTtus, BbINOMHEHHbLIE CETEBOW oOpraHuMsauMen B LEensxX MOBbIWEHNSA
KayecTBa oOKasaHus YCnyr no nepefade 3MekTpU4eCcKOM 3JHepruM B OTYETHOM Mepuoae,
3arnonHaeTcs B NPOU3BOSIbHON hopMme.

2.4. Mpoyasa nHdopmaLms, KOTOPYH ceTeBasd opraHu3aumsi cumtaeT LenecoobpasHom
ONA  BKMAKYEHUS B OTYET, Kacawlwasca KadyecTBa oOKasaHud ycryr no nepegade
3MEKTPUYECKON SHEeprum, 3anonHAeTCca B NPOn3BOSIbHON hopMe.

3. MH(*)OpMaLWIFI O Ka4yecTBe yCIiyr no TexHos§iormn4eckomy npucoeguHeHuIo

3.1. WHdopmaums o Hanuumm HeBocTpeboBaHHOM  MOLHOCTM  (MOLLHOCTH,
onpeaenseMon Kak pasHOCTb Mexay TpaHCOpMaTOPHOW MOLLHOCTLIO LEHTPOB NUTaHUS U
CYMMapHOM  MOLUHOCTbIO  3HEPrornpuMHMMAlOLLMX  YCTPOWCTB, HENOCPEeACTBEHHO  (Mnu
ONoCcpefoBaHHO) MPUCOEOAMHEHHbBIX K TakUM LEeHTpaM MnUTaHus, U 3HepronpuHMMaroLmnx
YCTPOWCTB, B OTHOLUEHUWN KOTOPbIX MMEKTCHA 3asBKM Ha TEXHOMNOrMYeckoe npucoeanHeHue)
AN OCyLLEeCTBIIEHUST TEXHOMNOMYeCKoro NpUCcoeanHEHNa B OTYETHOM Nepuoge, a Takke O
NporHo3ax eé yBenuyeHnsi ¢ pasbuBkom NO CTPYKTYPHbIM eanHULAM CETEBOW OpraHnsaumm u
NO YPOBHAM HanpsKeHUst Ha OCHOBaHWN MHBECTULMOHHOW MpOrpamMMbl TakoWM opraHu3aumm,
3anosiHseTCcs B NPOn3BoSibHON hopMme.

3.2. MeponpuaTtus, BbINOJSTHEHHbIE ceTeBoOM opraHusauuen B uensax
COBEPLUEHCTBOBAHUA [OeATENbHOCTU MO TEXHOMOMMYECKOMY MPUCOEANHEHNIO B OTYETHOM
nepuoae, 3anofnHsaeTcs B NPOM3BOSbHOM hopme.

3.3. MNMpoyasa nHdopmaLms, KOTOPYH ceTeBas opraHu3aumsi cumtTaeT LenecoobpasHom
ANS BKMAYEHUS B OTYEeT, Kacawwasca npenocTaBfieHUs yCnyr Mo TEeXHOSIorMyeckomy
NpPUCoOeaNHEHMIO, 3arOfHAETCA B NPOM3BOSIbHOM (hopMme.

3.4. CsefeHuss O KadecTBe YycCnyr no TEeXHOMOMMYeCcKoMy MNPUCOEOUHEHUIO K
3NEKTPUYECKUM CETSM CETEBOW OpraHM3aLumu.



N [MokaszaTtenb KaTeropusa npucoeanHeHns notTpebutenen ycnyr no nepegadve aNekTpu4eckon aHeprum B pasbmeke No MOLHOCTU, B AMHAMUKE NO rogam Bcero
0o 15 kBT BknounTenbHoO cBbiwe 15 kBT 1 oo cBbiwe 150 kBT n meHee He meHee 670 kBT 00beKTbl N0 NPON3BOACTBY
150 kBt 670 kBT 3NEeKTPUYECKON IHEPrum
BKMOYMTEITbHO
N-1 N OuHam | N-1 N OunHam | N-1 N AnHamuk N-1 N OnHam N-1 N [AnHamuk
(Tekywmin nKka (Teky nKka (Tekywmin a (TekyLwmin nKka (TekyL a
roq) N3MeH WA | U3MEH roa) n3mMeHeH rog) n3mMeH nn N3MeHeH
eHunsa roq) eHunsa nsa eHusa roq) nsa
nokasa nokasa nokasare nokasa nokasare
Tensd, Tens, na, % Tens, na, %
% % %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
1 Yucno 3a8BOK Ha
TexHosiornyeckoe
npucoeguHeHue,
nogaHHbIX
3a89BUTENAMMN, LUTYKM
2 Yucno 3asBOK Ha
TexHonornyeckoe
npucoeanHeHve, no
KOTOPbIM HanpasneH
npoekTt pgoroeopa 06
OCYLLIeCTBNEHNN
TEXHOSI0rM4eckoro
npucoeauHeHns K
ANEKTPUYECKUM  CETAM,
LUTYKW
3 Yucno 3as1BOK Ha
TexXHonornyeckoe
npucoeanHeHve, no
KOTOPbIM HanpasneH
npoekt pgoroeopa 06
OCyLLleCTBNEHNN
TEXHOJIOrM4ecKkoro
npucoeanHeHns K
3NEKTPUYECKUM CETSM C
HapylleHVeM  CPOKOB,
noaTBEPXAEHHBIM
akTamm
KOHTPOSIMPYIOLLINX
opraHmsauum  un  (Mnn)
peLleHnaMm cyaa,
LUTYKWN, B TOM YuCne:
3.1 no BUHE ceTeBoOM
opraHuMsauuu
3.2 Nno BUHE CTOPOHHUX NKL,
4 CpenHsis
NPOOOIMKUTENBHOCTD
NnoaroTOBKU n
HanpaBneHus npoekTa




Aoroeopa 06

OCYyLLECTBNEHUN
TEXHOMNOIrM4YECKOro
npucoeanHeHns K
SNEKTPUYECKUM  CETAM,
aHen

5 Yucno 3aKMOYEHHbIX
AOroBOpoOB o6
OCYLLIEeCTBNEHNN
TEXHONOMM4YeCcKoro
npucoeanHeHus K
ANEKTPUYECKUM  CETAM,
LUTYKW

6 Yucno NUCMOJSTHEHHbIX
AOroBOPOB 06
OCYyLLECTBNEHUN
TEXHOMNOIrM4YECKOro
npucoeanHeHns K
SNEKTPUYECKUM  CETAM,
LUTYKN

7 Yncno NCNOMHEHHbIX
AOroBOpoOB o6
OCYLLIECTBNEHNN
TEXHOOrM4YeCcKoro
npucoeanHeHus K
9NEKTPUYECKUM  CETAM,
Mo KOTOPbLIM MPOWU30LLSO
HapyLleHne CPOKOB,
noaTBepPXXAeHHOoe
akramu
KOHTPOMMPYIOLLINX
opraHmsauum  un  (Mnn)
peLleHnaMm cyaa,
LUTYKWN, B TOM YuncCne:

7.1 no BUHE ceTeBon
opraHmsauum

7.2 no BMHE 3asaABUTENS

8 CpeaHss
NPOOOIMKUTENBHOCTb
NCMONHEHNs [0roBOpPOB
o6 OCYLLECTBMEHNN
TEXHOMNOIrM4YeCcKoro
npUcoeanHeHns K

3MEKTPUYECKMM  CEeTAM,
aHen




3.5. CTOMMOCTb TEXHOMNOMMYECKOro NPUCOEOMHEHUS K ANTIEKTPUYECKMM CETSIM CETEBOM
opraHuMsaumm (He 3arnofHseTcsl, B Criydae Hanuuma Ha oduumanbHOM canTe CeTeBOM
opraHumsaumm B ceTu WHTepHeT WHTEepPaKTUBHOIO WHCTPYMEHTa, KOTOpbIM MNO3BONdAeT
aBTOMATUYECKN pacCUMTbiBaTb CTOMMOCTb TEXHOMOIMMYECKOro MNpUCOEANHEHUS MNpU BBOAE
napamMmeTpoB, NPeayCMOTPEHHbIX HACTOALLMM MYHKTOM).

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

4. KayecTBO 06CNyX1BaHUA

4.1. KonudectBo obpalleHuint, MNOCTYNMBLUMX B CETEBY OpraHusauuio (BcCero),
obpalueHnin, cogepxawmx xanoby n (unu) obpalieHnin, cogepXxalumnx 3asiBKy Ha OkasaHue
yCnyr, NOCTYNUBLUMX B CETEBYIO OpraHM3aumio, a Takke KOnM4ecTBO o6paLleHnin, No KOTopbIiM
ObINn 3aKkNYeHbl 4OroBOPbl 06 OCYLLIECTBNEHUMN TEXHONOMMYECKOro NPUCOEANHEHNS U (UNK)
AoroBopbl 06 OkasaHuM ycnyr No nepegade 3NEeKTPUYECKOM SHEPIUKM, a Takke Mo KOTOPbIM
ObINn yperynupoBaHbl Xanobbl B OTYETHOM MNepuoae, a Takke AMHAMMKA MO OTHOLLEHUIO K
rogy, NpeaLecTByOLEMY OTYETHOMY.



KaTeropumn obpaiyeHmn
notpedurtenen

dopmbl 06cnyxunBaHus

OyHas dopma

3ao4Hasga hopma ¢
ncnonb3oBaHMeM
TeneOHHOW CBA3N

OnekTpoHHas oopma ¢
NCNONb30BaHMEM CETH
NHTepHeT

MncemeHHas popma ¢
MCNonb30BaHMEM NOYTOBOW

CBA3N

lMpoyee

N-1

N

(TekyLm
n roa)

JnHamuk
a
N3MEHEH
ns
nokasarte
nsa, %

N-1 N OnHam
(TekyLum nka
n ron) n3MeH
eHns
nokasa
Tens,
%

N-1 N AnHamuk
(TekyLum a
nroad) | u3ameHeH
na
nokasaTte
nsa, %

N-1

N

(TekyLum
n roa)

OnHam
nka
N3MeH
eHus
nokasa
Tens,
%

N-1

N

(TekyLwm
n roan)

OnHamu
Ka
N3MEHEH
ns
nokasat
ens, %

[ERN

2

5

6 7 8

9 10 11

12

13

14

15

16

17

Bcero obpalueHuin
notpebutenen, B TOM
yucne:

11

oKasaHue
nepepaye
ANEeKTpUYecKomn
3HEeprum

ycnyr  no

1.2

ocyulecTtBrieHne
TEeXHOINOrm4ecKkoro
npncoegunHeHn4

1.3

KOMMepYeCKUm
ANEeKTpUYECcKomn
3HEeprum

yyeT

1.4

KayecTBO
obcnyxuneanus

1.5

TeXHMUYecKoe
obcnyxusaHue
3NEKTPOoCEeTEBLIX
006BHEKTOB

1.6

npo4ee (ykasaTb)

YKanobbl

2.1

oKkasaHue
nepegave
3NeKTpUYeckomn

3Hepruu, B TOM Yucne:

ycnyr  no

211

KayectBo ycnyr no
nepegave
3NeKTpuYeckomn
3Hepruu

21.2

KayecTBO
ANeKTPU4eCcKon
aHeprum

2.2

ocyulecTtBrieHne
TEXHOIOINrM4eCcKoro
npncoegunHeHn4

2.3

KOMMepYeCKnn
ANeKTPU4eCcKon

yyeT




aHeprum

2.4

KayecTBO
o6cnyxmBaHns

2.5

TexHu4yeckoe
obcnyxmBaHune
0b6bEeKTOB
3M1EKTPOCETEBOrO
X0391CTBa

2.6

npoyee (ykasaTtb)

3asiBKa Ha okasaHue
ycnyr

3.1

no TexHOoJI0r’m4eCckomy
npncoegnHeHno

3.2

Ha 3aKrnoyeHne
AOroBopa Ha okasaHue
ycnyr no nepepaye
3reKTpuyeckomn
3Heprumn

3.3

opraHusauus
KOMMEpYeCcKoro y4yeta
3reKTpuyeckomn
3Heprumn

3.4

npo4ee (ykasaTtb)

4.2. NHdbopmaumst 0 AeaTenbHOCTM 0pncoB obCnyXnBaHusa notpedurenen.

N Oduc Tun oduca Anpec Homep Pexum MpenoctaBnsemMble KonunyectBo CpeaHee Bpemsi Ha | CpegHee Bpems KonnyecTtBO CTOPOHHMX
obcnyxusaHus MEeCTOHaxo | TenedoHa, paboThl ycnyru notpebutenen, obcnyxusaHue oXnaaHus opraHuMsauumn Ha
noTpebutenen xXoeHus agpec obpaTmMBLLMXCS OYHO | NOTPedbuTens, MUH. notpebutena B TepputTopun oguca

3NEKTPOHHO B OTYETHOM oyepeamn, MUH. obcnyxusaHus (Npwm
M NOYTbI nepuoae HanMyuu ykasatb
Ha3BaHWSA OpraHn3awmmn)

1 2 3 4 5 6 7 8 9 10 11

1

2




4.3. WHdpopmauna o 3a04HOM ob6cnyxuBaHum noTpebuTtenenm nocpeacTBOM
TenegOHHON CBA3M.

N HanmeHoBaHune EaonHnua
n3mepeHns
1 lMNepeyeHb HOMepOoB TenedgoHoB, HOMep
BblAEMNEeHHbIX ans obcnyxmBaHusa | TenedoHa
notpedutenen:
Homep TenegoHa no BOMpocam
9HeprocHabxeHus:

Homepa TenedoHOB UeHTpoB 06paboTku
TeneoHHbIX BbI30BOB:

2 O6uwee uucno TenedoHHbIX BbI3OBOB OT eanHnLbI
notpebutenen no BblAENEHHbIM HOMepam
TenegoHoB

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

2.2 O6uwee uucno TenedoHHbIX BbI3OBOB OT eaNHNLbI
notpebutenen, 0bpaboTaHHbIX
aBTOMATU4YECKNM CUCTEMOW MHTEPaKTUBHOIO
rofI0COBOro0 MEHH

3 CpenHee BpeMS oXnaaHus oTBeTa MUH.
notpeburtenem npu TenedoHHOM BbI3OBE Ha
BblAeNeHHble  HOMepa TenedoHOB  3a
TEeKyLLNA nepuos

4 CpenHee Bpemsi 0bpaboTkum TenedoHHOro MUH.
Bbl30OBa OT NOTpebuTtens Ha BblOENEeHHble
HOMepa TeneOHOB 3a TEKYLMI Nepuos,

4.4. Karteropus obpalleHuin, B KOTOPOM 3apeructpupoBaHo Hambornbllee 4MCro
obpallueHnin Bcero, obpalleHnin, cogepkalmx xanoby, obpalleHnin, cogepkalmx 3asaBKy Ha
oKkasaHue ycnyr, MNOCTYNuBLUMX B OTYETHOM nepuoae, B COOTBETCTBUM C MNyHKTOM 4.1
NHbopmaumm o kavecTBe obcnyxmBaHus notpebutenen ycnyr.

4.5. OnncaHne AOMOMHUTENbBHbIX YCIYr, OKasblBaeMbIX MNOTPEOUTENO, MOMUMO YCHyT,
yKa3aHHbIX B EavHbIX cTaHgapTtax kadecTBa OOCNyXMBaHUSA CETEBbIMM OpraHm3aumnsiMm
noTpeduTenen ceTeBbiX OpraHn3aumnin.

4.6. MeponpusTusa, HanpaBneHHble Ha paboTy ¢ coumanbHO YSA3BMMbIMW rpynnamu
HaceneHus (NEeHCUOHepbl, WHBaNWAbl, MHOrOAETHble CeMbMu, yyacTHUKM BOB u 60eBbix
AENCTBUA Ha TEPPUTOPUSX APYrMX rocyaapcTs B cOOTBETCTBUN ¢ PepeparbHbiM 3aKOHOM OT
12 auBaps 1995r. N 5-®3 "O BetepaHax" (CobpaHue 3akoHogaTenbcTBa Poccuinckon
depepaumn, 2000, N2, ct.161; N 19, ct.2023; 2001, N1, cT1.2; N33, cT.3427; N 53,
cT. 5030; 2002, N 30, ct. 3033; N 48, c1.4743; N 52, cT1. 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, cr1.1748; N 52, cr.5576; 2007, N 43, ct.5084; 2008, N9, ct.817; N 29,
cT. 3410; N 30, cT1. 3609; N 40, c1. 4501; N 52, cT. 6224; 2009, N 18, cT. 2152; N 26, cT1. 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, c1. 3991; N 31, cT1. 4206; N 50, cT. 6609; 2011, N 45, cT. 6337; N 47, cT1. 6608;
2012, N 43, c1.5782; 2013, N 14, cT. 1654; N 19, c1. 2331; N 27, cT1. 3477; N 48, cT. 6165;
2014, N 23, ct.2930; N 26, ct.3406; N52, cr.7537; 2015, N 14, cT1.2008), maTtepu-
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OLMHOYKM, YH4aCTHUKN NUKBMAaumMmM aBapum Ha YepHobbinbckon ASC 1 npupaBHEHHbIE K HUM
KaTeropun rpaxgaH B cooTBeTcTBUMM C 3akoHom Poccuinckon ®epepaumm ot 15.05.1991
N 1244-1 "O coumwanbHOW 3awuTe rpaxgaH, NoABEeprwmMxca BO3LEUCTBMIO pagnaumm
Bcrneacteme katactpodpbl Ha YepHobbinbckon AJC" (Begomoctu Cbesga HapoAHbIX
penytatos PCOCP n BepxosHoro Coseta PCOCP, 1991, N 21, cT1. 699; Begomoctn Cresga
HapoaHblx genytatoB Poccuiickon ®epepaumm u  BepxoBHoro Coseta Poccunckon
depepaumn, 1992, N 32, ct. 1861; CobpaHue 3akoHogaTenbcTBa Poccuickon denepaumn,
1995, N 48, cT. 4561; 1996, N 51, cT. 5680; 1997, N 47, cT. 5341; 1998, N 48, c1. 5850; 1999,
N 16, cT1. 1937; N 28, c1. 3460; 2000, N 33, c1.3348; 2001, N1, c1.2; N7, ct.610; N 33,
cT. 3413; 2002, N 30, ct. 3033; N 50, cT.4929; N 53, cT. 5030; 2002, N 52, cT1. 5132; 2003,
N 43, cT. 4108; N 52, cT. 5038; 2004, N 18, cT1. 1689; N 35, c1. 3607; 2006, N 6, cT. 637; N 30,
cT. 3288; N 50, ct.5285; 2007, N 46, cT.5554; 2008, N9, cT1.817; N 29, c1.3410; N 30,
cT. 3616; N 52, c1.6224; N 52, cT. 6236; 2009, N 18, cT. 2152; N 30, cT1. 3739; 2011, N 23,
cT. 3270; N 29, cT1. 4297; N 47, cT. 6608; N 49, cT. 7024; 2012, N 26, cT. 3446; N 53, cT. 7654,
2013, N 19, cT. 2331; N 27, cT. 3443; N 27, c1. 3446; N 27, c1.3477; N 51, cT. 6693; 2014,
N 26, cT. 3406; N 30, cT. 4217; N 40, cT. 5322; N 52, cT. 7539; 2015, N 14, cT. 2008).

47. Tembl W pesynbTatbl OMNpPOCOB noTpebutenen, nNpPOBOANMBLIX CETEBOW
opraHuMsaumen Ons BbisIBNEHNA MHEHUS NOoTpebutenen o kadectse 06CNyXMBaHUS, B pamKax
nucnonHeHns EOuHbIX cTaHOapToB KavecTBa OOCMAYy)XMBAHWS CETEBbIMM OpraHuM3aumsiMu
noTpeduTenen ycnyr ceTeBbIX OpraHn3auunim.

4.8. MeponpusiTus, BbINOSIHAEMbIE CETEBOW OpraHu3aumen B Uensx MOBbILEHUS
KayecTBa obcnyxmBaHua notpebutenen.

4.9. Hpopmaums no obpatlleHnam notpebutenen.
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