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

MWHUCTEPCTBO SHEPIETUKU POCCUNCKOW ®EQEPALINU

NPUKA3
ot 15 anpens 2014 r. N 186

O EOUHBIX CTAHOAPTAX .
KAYECTBA OBCNYXXWUBAHUA CETEBbIMU OPIAHU3ALIUAIMU NOTPEBUTEIEN
YCNyr CETEBbIX OPFTAHU3ALIMA

B cootBeTrctBMM ¢ nyHkTom 3 [lpaBun HEOWCKPUMMHALMOHHONO AOCTyna K Yycrnyram no nepejaye
3NEKTPUYECKON SHEPrMn M OKasaHus 9TUX YCnyr, YTBEPXKOEHHbIX nocTaHoBreHnem [lpasutensctBa Poccuiickon
depepaumm ot 27 gekabps 2004 r. N 861 (CobpaHne 3akoHogaTenbctea Poccunckon ®epepauum, 2004, N 52, cT.
5525; 2013, N 31, cT. 4226), nprkasbiBato:

1. Y1Bepautb npunaraemble EguvHble cTaHgapTbl kadecTBa OOCHYXMBaHMS CETEBbIMM OpraHM3aumsmMm
notpebuTtenen ycnyr ceTeBbIX OpraHvM3auui.

2. Hactodawwmn npukas BCTynaeT B CuUny B YCTaHOBIEHHOM nopsake, 3a uckntodeHnem rmas |l v Il EgnHbix
CTaHOapTOB KayecTBa OOCMNyXWBaHWs CETEBbIMW OpraHu3auusMu noTpedbuTenert ycrnyr cCeTeBbIX OpraHusauum,
BCTYMALLMX B CUIY MO UCTEYEHWNM LLECTUN MECSALIEB CO OHSI BCTYMNSIEHMS B CUITY HACTOSLLErO NprKasa.

MwuHucTp
A.B.HOBAK

YTBEPXOEHDI
npukasom MuHaHepro Poccum
ot 15 anpensa 2014 r. N 186

EOWHbIE CTAHOAPTbI .
KAYECTBA OBCJTYXUBAHUA CETEBbIMU OPIrAHU3ALUUAMU NOTPEBUTENIEN
YCNYI CETEBbIX OPFAHU3ALIUA

|. O0LKMe nonoxeHus

1. Hactoawme EpauHble cTaHgapTbl KadecTBa OOCNyXMBaHWS CeTEeBbIMM OpraHusaumsmu notpebutenen
yCNyr ceTeBbIX OpraHu3auun yctaHaBnuBalT TpeboBaHus K OBCRYXMBAHMIO CETEBLIMW OpraHm3auuaMmn nuu,
ABMSOWMNXCA noTpedbutensiMm ycrnyr CeTeBblX OpraHusauun Mo nepejade dMekTpuyeckom dHeprum (3a
NCKIMIOYEHNEM CETEBbIX OpraHv3auui, 3HeprocObITOBbIX OpraHM3auuii 1 rapaHTUPYOLWMX MOCTaBLUMKOB), B TOM
yncne obcnyxuBaeMbix 3HEprocObITOBOV opraHM3aunen 1 rapaHTUPYIOLWMM MNOCTaBLUUKOM, U N1y, obpaTnBLLMXCS
B CETEBYID OpraHM3auuio C Lenbilo 3aknoyveHuss AoroBopa 06 OkasaHWM ycryr no nepegadve 3dneKTpuyeckomn
9HEPrMN VMM OCYLLECTBMEHUN TEXHONOMMYECKOro NPUCOeOMHEHUS K 3MEeKTPUYECKUM CEeTAM (3a WCKIIYEHMEM
ceTeBbIX OpraHv3auuWi, 9HeprocObITOBLIX OpraHM3aLunii U rapaHTUMPYOLWMX MOCTaBLLMKOB) (danee - notpebutenu,
TEXHOMNOrM4eckoe NpucoeanHeHne).

2. CeTeBas opraHmnsauus obecnevmBaeT paccMoTpeHne obpalleHun notTpedbuTtenemn, NOCTYNMBLLMX B YCTHOW,
NMCbMEHHON hopme Unu B opMe 3NEKTPOHHOTO AOKYMEHTA.

B3anmopencTBme ceTeBOn opraHmM3aumm ¢ noTpedbutensMm B YacTy paspeLleHnss BONPOCOB, COAEPKaLLMXCS
B obpalleHusax notpebutenen v npenocTaBneHWss MM BO3MOXHOCTU peanu3auum npas, NpeayCMOTPEHHbIX
3akoHogartensctBoM Poccuiickonn Pepepauun (ganee - obcnyxvBaHue noTpebutenen), ocywecTBnseTcs B
COOTBETCTBUM C TpeboBaHMAMN HacToAWwmMX EAMHbIX cTaHAapTOB.

3. B uensx okasaHusa ycnyr no nepegade aneKTPUYECKOW 3HEPrMn ceTeBas opraHnsaums npu obcnyxmBaHmnm
noTpebutener ocywlecTBnseT:

a) 3akntoyeHne gorosopa 06 okazaHuM YCryr o nepegave aneKkTpuYeckon aHeprum;

KOHCYH bTaHTIIOC www.consultant.ru CrpaHvua 2 us 22

HafiéXXHasa npaBoBasA noaoAepXXKa


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

Mpuka3 MuHaHepro Poccun ot 15.04.2014 N 186
"O EAvHbIX CTaHdapTax kayecTBa 06CNy>XMBaHWS CETEBbIMW OpraHM3aumsmMm
notpeéuren...

[JokymeHT npepoctasneH KoHcynbTaHTI0C
[aTta coxpaHerus: 30.11.2014

©) BHECeHWe n3amMeHeHun B 40roBop 06 okasaHum ycnyr no nepegade anekTpuyeckon aHepruu;

B) pacTtop)eHue gorosopa 06 okasaHum ycnyr no nepegaye aneKkTpu4eckon dHeprum;

r) uchopmupoBaHue notpedbutens ob aBapuHbIX CUTYaLMAX B pacnpedenutenbHbIX 3NEKTPUYECKUX ceTax
CEeTEeBOW OpraHu3auuy, PEMOHTHbIX W NPOPUNAKTUYECKMX paboTax, NNaHOBbIX OrPaHUYEHUSX pexuma
noTpebneHns anekTpM4EeCcKon SHeprun, BNUSIOLWMX Ha ucnonHeHne obssatenscTB N0 AOroBopy 06 okasaHwuu ycnyr
no nepegade aMeKkTpUYECKON SHEPruuy;

A) OOMNYyCK YNONTHOMOYEHHbIX NPeACTaBUTENEeN NOTPednUTeNs yCnyr B MyHKTbl KOHTPOMNS U y4eTa KonnyecTsa u
KayecTBa 3M1EKTPUYECKON 3SHEPrMM B MOpSOKE U Cny4vasx, YCTAHOBIIEHHbIX AOroBOpoOM 06 oOKasaHwu ycnyr no
nepegave aneKTpU4eckon aHepruu;

€) corrnacoBaHMe MecTa YCTaHOBKM Mpubopa y4yeTa SNeKTpUYecKom 3Heprum (MoLuHocTK) (ganee - npmudop
yyeTa), CXeMbl MOAKITHOYEHUs Npubopa y4YeTa U MHbIX KOMMOHEHTOB M3MEPUTENbHbLIX KOMMIEKCOB M CUCTEM y4yeTa
ANEKTPUYECKON 3Heprum (MOLLHOCTH), a Takke METPONOrMYecKnx xapakrepucTuk npubopa y4yera;

X) JoMycK B akcnnyaTtaumio npubopa y4eTa;

3) CHATME KOHTPOSbHbIX NMOKa3aHn NpMbopoB y4eTa;

1) NpyeM nokasaHum Nnpmbopos yyeTa oT noTpebutens;

K) NnpoBepKy, B TOM 4uCNe CHATWE MokKasaHuh, npubopa ydeTa nepen ero AEMOHTaXOM ANs PEMOHTa,
NMOBEPKN UMW 3aMeHbI;

n) pacuyeT obbema nepeaaHHOW 3MEKTPUYECKON SHEPTMU NOTPEOUTENIO;

M)  KOHTPONMb MoKasaTene’W KadecTBa  9SMNEKTPUYECKOM  3HEprum B TouKax  NPUCOEeAMHEHWUS
3HEProNpUHMMAIOLLNX YCTAHOBOK MNOTPEOUTENS SMeKTPUYECKON 3JHEepruM K INEKTPUYECKMM CEeTsIM CeTeBOW
opraHu3auuu;

H) KOHTPOSb 3HAYEHUIN COOTHOLUEHUSA NOTPEONEeHMs aKTMBHOM WM PEaKTMBHOW MOLLHOCTWU ONS OTAefNbHbIX
3HEProNPUHMMAOLLNX YCTPOWCTB (rpynn SHEPronpMHMMAIOLLMX YCTPONCTB) NOTpebuTens;

0) NpoBeAeHNe KOHTPOMbHbIX, BHEOUYEpeOHbIX M UHBIX 3aMepoB NnoTokopacnpeneneHuns, Harpy3ok U ypoBHen
HanpsXxeHus Ha obbekTax NnoTpebutens n obbekTax ANEeKTPOCETEBOrO X03AMCTBa CETEBOW OpraHM3auny;

n) MoOfnHoe (Y4acTMYHOE) OorpaHudeHne pexmma noTpebreHnsa 3NEeKTPUYECKOW 3SHeprun B MNopsiake,
ycTaHoBneHHoM [MpaBunamu nonHoro m (Unu) 4YaCcTUYHOrO OrpaHUYeHUs pexuma noTpebneHms anekTpuyeckon
3Hepruu1, yTBepXaeHHbiMn noctaHoBneHnem lpasutensctBa Poccuinckon depepaumm oT 4 maa 2012 r. N 442
(CobpaHue 3akoHogaTensctBa Poccuiickon ®epepaumm, 2012, N 23, ct. 3008; 2013, N 1, cT. 68; N 1, cT. 45; N 5,
cT. 407; N 31, ct. 4226; N 32, ct. 4309), n lNpaBunamun pa3paboTkn U MPUMEHEHUSA rPadUKOB aBapUNHOIO
OrpaHMYeHUs pexrMma NoTpPebneHns aneKTPUYECKON aHeprum (MOLLHOCTU) M UCMNOSb30BaHNSA NMPOTMBOABaPUIAHOWM
aBTOMaTWKK, YTBEpPXOEHHbIMU npukazoM MwuHaHepro Poccun ot 6 wmoHa 2013 r. N 290 (saperunctpupoBaH
MuHiocTom Poccumn 9 asrycta 2013 r., peructpaumnoHHbeii N 29348);

p) COCTaBfneHue W npeaocTaBrieHne noTpedbuTtento akToB Ge3y4yeTHOro M 6e30oroBOPHOrO NOTPebneHus
3NEKTPUYECKON 3IHEPIUM;

C) coCTaBrieHNe aKTOB COrnacoBaHMs TEXHOMOTMYECKOM 1 (UNKn) aBapuUnHOn 6poHu;

T) Bblgavy OKYMEHTOB, MPegyCMOTPEHHbIX B pamMKax oka3aHus YCnyr no nepegave anekTpuyeckon aHeprum
N TEXHONOTMYECKOMY NPUCOEANHEHNIO, B TOM Y/CIE KBUTAHLMI, CHETOB, CHETOB-(DaKTyp.

4. B pamkax TEXHONOrMYeCcKoro NpuMcoeanHeHns ceTeBas opraHusaums npu obcnyxusaHun notpebutenen
oKasblBaeT cneaytoLume ycnyru (ocywecTsnseT NpoLeccsl):

a) TeXHOMNorM4eckoe NpucoeanHeHne K ANeKTPUYECKUM CETSIM CETEBOWN OpraHn3aLuuy;

0) TexHonorvyeckoe nNPUCOEAVHEHWE K 3MEKTPUYECKMM CETAM CETEeBOM OpraHu3auum nocpeacTtBoM
nepepacnpegeneHmss MakCumarnbHOW MOLLHOCTU MEXAYy IOpUAMYECKUMU NMuaMu M MHOVBUAYaNbHBIMU
npegnpvHumMaTensiMi (B TOM Y1cre onocpesoBaHHOE NPUCOEAMNHEHME);

B) TEXHOMOMMYECKOE NPUCOEONHEHNE K SMEKTPUYECKUM CETSIM CETEBOW OpraHu3auun no UHAMBUAyarnsHOMYy
NpPOEKTY;

) BPEMEHHOE TEXHOMOrMYEeCckoe NPUCOeANHEHNE K ANEKTPUYECKNM CETSM CETEBOW OpraHvM3aunm.

5. B pamkax obcnyxuBaHusa notpebutenen ceTteBasd opraHu3auus No 3asBrEHU0 NoTpebuTtensa Takke
OKasblBaeT cneayoLme ycnyru (ocywecTBnseT NpoLecchl):

a) Bbi4ayy CnpaBoK N JOKYMEHTOB (MX KOMWI), MOATBEPXKAAMOLLMX TEXHONOrMYEecKoe NpucoeguHeHne K cetam
CeTEeBOW oOpraHu3auumn (akT pasrpaHnyeHns 6anaHCcoBOW MNPUMHALMEXHOCTU JIEKTPUYECKUX CETEen, akT
pasrpaHuyeHnss SKCnyaTauMoHHOMW OTBETCTBEHHOCTM CTOPOH, akT 00 OCyLEeCTBMEHUN TEXHOMOMMYECKOro
NPUCOEOUHEHUS U aKT COrNacoBaHUS TEXHONOIMYECKON U (Mnn) aBapuiiHoN OpoHN);

0) BOCCTaHOBMNEHWE paHee BblAaHHbIX OOKYMEHTOB O TEXHOMOrMYECKOM MpuUcoeanHeHun nubo Bbloady
HOBbIX LOKYMEHTOB O TEXHOMOMMYECKOM NPUCOELMHEHMMN MPU HEBO3MOXHOCTWU BOCCTAHOBIIEHUS paHeEE BblOaHHbIX
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TEXHUYECKNX YCIIOBUM;

B) YCTaHOBKY, 3aMeHy ¥ (unun) akcnnyatauuio npubopos yyeTa.

6. O6cnyxvBaHue noTpebuTenenm B pamkax oOKasaHus YCNnyr no nepegadye 9SMneKkTPUYECKOnW 3JHepruu
OCYLLECTBMNAETCA Ha OCHOBaHMM obpalleHns noTpebuTens B CEeTEeBYO OpraHv3aumio, ecrim 3akoHOAaTeNbCTBOM
Poccuiickon depepaummn He NpeaycMOTPEHO OCYLLEeCTBIEHNE npoLecca No MHULMaTUBE APYrnx nuu,.

7. Tpwn obcnyxmBaHum noTpedbuTtenen (OCyWwecTBNEHMN OTAENbHbIX NMPOLLECCOB) CeTeBas OpraHM3auus He
JormkHa TpeboBaTb OT noTpebuTens npedocTaBrneHUs OOKYMEHTOB, a TakkKe OcCyllecTBrieHus notpebutenem
OEencTBui, He NPeayCMOTPEHHbIX 3akoHOoA4aTeNnLCTBOM Poccuinckon degepauumn.

8. CetveBas opraHmsauus packpbiBaeT B cooTBeTcTBMM co CraHgapTamu packpbiTus MHopmauun
CcyObeKkTamMu ONTOBOIO U PO3HWUYHBIX PbIHKOB 3MEKTPUYECKON 3HEPrun, YTBEPXKAEHHbIMU MOCTaHOBIEHNEM
MpaButenbcrtBa Poccuiickon deagepaumm oT 21 sHeapsa 2004 r. N 24 (CobpaHue 3akoHogaTenscTBa Poccuickon
®epepaumu, 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; 2012, N 23, ct. 3008; N 27, c1. 3602; N 31, cT1. 4216; N 31, c1. 4226), cneaytoLyto
nHdopmaumio 0 nacnoprtax ycnyr (Mpoueccos):

Kpyr 3asiButenemn;

pasmep nnatbl 3a okasaHue ycnyru (OCyLLecTBNeHNs NpoLecca) 1 OCHOBaHWS ee B3VMaHus;

yCnoBus OKasaHust ycrnyru (OCyLLLeCTBNeHWs npouecca);

pe3ynbTaTt okasaHus ycnyru (ocyLLecTBNeHMs npouecca);

0o6LLMIA CPOK OKa3aHust ycnyru (OCyLLECTBNEHMS NpoLecca);

COCTaB M 3Tanbl Oka3aHusa ycrnyru (OCyLLecTBNeHMs npouecca), BKoYasi CBe4eHMS O cogepXaHum u (unu)
yCINoBusAX 3Tana, opma okasaHus ycryru (ocyLecTBneHus npowecca).

MacnopT ycnyrm (Nnpouecca) cocTaBnseTcsi B OTHOLLEHUM KaXaow ycnyru (npowecca), oka3blBaeMOW CEeTEBOM
opraHu3aumen, no pekomeHgyemomy obpasuy cornacHo npunoxexuto N 1 kK HacToawmum EguHbim ctaHgapTam.

Macnopta ycnyr (npoueccoB) CceTeBOM oOpraHuMsaumMmM nyoGrnuKylTCs CEeTeBOW opraHu3auven B
COOTBETCTBYIOLLEM pasgene Ha oduumanbHOM caunTe ceTeBon opraHmsaumm B
NHOPMALIMOHHO-TENEKOMMYHUKaLMOHHON ceTu VIHTepHeT (ganee - ceTb VIHTEpHET), a Takke pasmeLLaroTcs Ha
NMHOPMALIMOHHBIX CTEHAAX B omcax CEeTEBOW OpraHu3auumu, npegHasHavyeHHbIX Ans npuema notpebutener no
BONPOCaM OKasaHWs ycnyr no nepepave dMnekTpuyecKon 3Heprumn, TEXHONOrMYeCKoOMY NPUCOEAMHEHMIO U WHBIM
BOMNPOCaM, CBSA3aHHbIM C AeATENbHOCTLIO CETEBOW OpraHu3aumm (ganee - oguc obcnyxmnBaHunst notpebutenen).

9. MNpw BHECEHUN U3MEHEHUI B HOPMaTUBHbIE NPABOBbLIE aKTbl, PEMYNMPYHOLLME MOPSAOK OKa3aHUs ycnyr no
nepegave 9neKTPUYECKOM SHEprum U TEXHOMOMMYECKOMY MPUCOEOUHEHMIO, NacnopT ycnyru (npouecca)
NPMBOAWTCA CETEBOW OpraHu3aumein B COOTBETCTBUE YKa3aHHbIM M3MEHEHUSAM B TEYEHWE AecsTu pabounx gHew
nocre BCTYNMEHUS B CUIY YKa3aHHbIX MU3MEHEHUN.

10. CeTeBasi opraHnsauusl He pexe ogHOro pasa B rog obecneymBaeT NpoBefeHNe ONpocoB nNoTpebuTtenen
C Uenbio BbISIBMEHUA MHEHUS noTpebutenen o kadectse obcnyxmBaHus. ExxerogHsle otyeTbl 06 UTOrax n3yyYeHus
MHeHus noTpebutenen o kayecTse obCnyxmMBaHMsA Ny6GNMKYOTCA Ha oduLmnanbHOM canTe CeTeBOW opraHvM3auum B
cetn VIHTepHeT He nosgHee 1 mapTa roga, crneylooLlero 3a rogom, B KOTOPOM MPOBOAMIMCL COOTBETCTBYIOLLMNE
onpockl.

KoHcynbTaHTlM0C: NpumMeyaHue.
maBa Il BCTynaeT B cuny no ucteyeHum 6 MecsueB CO AHA BCTYNMEHUS B CUMY AAHHOTO AOKYMEHTa (MyHKT 2
OaHHOTO JOKYMEHTa).

[I. OpraHm3aunst o4HOro 06CnyXMBaHUS

11. NMonoxeHus HacTosiLLel rnaebl 06 opraHM3aunm LeHTpanbHbIX 0UCOB 0OCNYXNBaAHUSI NOTpPeduTENen 1
opraHu3aumm obcnyxmBaHMs B Takux oprcax pacnpoCcTpaHsIloTCA Ha TeppuTopuarnbHble CETEBLIE OpraHn3auun.

12. ObcnyxuBaHue notpebutenen NOCpeacTBOM JIMYHOIO KOHTaKTa paboTHMKa CEeTEeBOM OpraHuMsauun c
notpeburtenem (ganee - o4Hoe oOGCNyXUBaHME) OcyllecTBnAeTca B odmcax obcnyxkmBaHus notpebutenen, a
Takke B cnyvasx, NpedycMOTPeHHbIX 3akoHodaTenbcTBom Poccuiickon ®egepauun, ¢ Bble3goM K noTpeburento
paboTHMKa ceTeBOW OpraHM3auum.

13. Odwmckl obcnyxuBaHua noTpebutenen noapasgensoTcs Ha LeHTpbl 06cnyxmBaHus notpebutenen
(banee - ueHTpbl OGCNyXuBaHMA MOTpebuTenen) n nNyHKTbl obcnyxuBaHus noTpebutenen, opraHN3oBaHHbIE B
06ocobneHHbIX NoApasaeneHnsax ceTeBov opraHm3aumm (ganee - NyHKTbl o6cnyxmBaHusa notpebutenen).
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Odwmcbl obcnyxmBaHua notpebutenen [omkHbl obecneumBaTb OpraHM3aLMil O4HOro obcnyXmnBaHus
notpebutenen, ucknioyawLwero HeobxoAMMOCTb B3aMMOZEWCTBUS noTpebutens C WMHbIMKW noapasfeneHusaIMun
ceTeBOW opraHusauum (NpUHLMN "ogHOro okHa").

14. CeTeBada opraHusauusi pasmellaet oucbl 06CNyXMBaHUA NOTpedbuTENen Ha TeppUTopuUsX CYyOBEKTOB
Poccunckon depepaunn, B rpaHmuax KOTOPbIX PacnonoXeHbl OOBLEKTbl 3MEKTPOCETEBOro0 XO3sINCTBA CETEBOM
opraHmsaumu (ganee - TeppuTOpUs AKCNITyaTaUMOHHON OTBETCTBEHHOCTHN).

15. CeTeBas opraHusauusi pasMellaeT He MeHee OfHOro LeHTpa obcnyxuBaHus noTpebuTtenen B
MyHULMNAnNbHbIX OOpPa30BaHWAX YWUCIEHHOCTbH HaceneHWss He MeHee [ABYXCOT ThiCAY 4YenoBeK U B
agMUHUCTPaTUBHBIX LieHTpax cybbektoB Poccuiickon Pepepaumm B cryyae, €Cnv KONMMYecTBO noTpebuTenen
CETEBOWN OpraHv3auuy, SHepronpvHUMaloLmMe YCTPOWCTBA KOTOPbIX HEMOCPEACTBEHHO MPUCOEAMHEHblI K CETAM
CETEBOW OpraHusauuu, B TakKMX MyHWUUMNanbHbiXx 0Opa3oBaHUSX W agMUHUACTPATMBHBIX LEHTpax CyObekToB
Poccunckon degepaumm coctaBnsieT He MeHee NATUAECATUN TbICAY YETIOBEK.

CeteBasa opraHu3dauusa obecneumBaeT obcnyxuBaHue noTpebutenen c cobrniogeHnem TpeboBaHWM K
opraHmsdaumm odmcoB obcnyxuBaHusa notpebutenen, nNpeaycMOTpPeHHbIX npunoxeHnem N 2 Kk HacToAwum
EgunHbiM cTaHgapTam.

16. CeTeBas opraHusauus obecneunaeTt o4Hoe obcnyxuBaHue noTpedbutenen:

B LieHTpax 0bcnyxnBaHusa notpebutenen ceteBon opraHu3aumm He meHee 45 4acoB B HeAenio;

B MyHKTax ob6CnyxvMBaHWsa NOTpeduTenen ceTeBon opraHn3aumumn He MeHee 25 yacoB B HeZernto.

17. O4yHoe obGcnyxuBaHvMe noTpebuTenen B oducax obcnyxumBaHus noTpebutenen BeneTcs B Nopsigke
XMBOW oO4vepean C WUCMNOMb30BaHWEM CUCTEMbI 3MEKTPOHHOrO yNpaBreHusl odepenbto (MpyM HanMyum Takon
CUCTEMBbI) U MO NpeABapuUTENBHON 3anncy No TenedoHy UM Ha oduLManbHOM canTe CETEBOM OpraHn3aLmu.

18. O6cnyxnBaHue noTpebuTenen JOMKHO OCYLLLECTBATLCS B Ntobom odumce obcnyxmaHus notpebutenemn
BHE 3aBMCMMOCTU OT MeCTa pPacnofioKeHUS 3HEepPronpuMHUMaroLmnx YCTPONCTB NOTpebuTenss Ha TeppuTopum
3KCnyaTauMOHHOW OTBETCTBEHHOCTY CETEBOWN OpraHmn3aLumn.

19. CetTeBas opraHusdaums npuv OCYLLECTBNIEHMM O4YHOrO ObCnyxmBaHWs noTpebutenen B oducax
obcnyxumBaHus notTpebuTtenen obecnednBaeT COBepLUEHME AEUCTBMIA MO NepeyvHto cornacHo npunoxeHuio N 3 k
HacToAwmMM EanHeim cTaHgapTam.

20. O6wee Bpemsa oxmnaaHus notTpebutensa B odepean n obenyxmBaHusa notpeburtens paboTHUKOM odumca
obcnyxuBaHua noTpedbuTenen OOMKHO cocTaBnsaTb He 6onee 30 MuHyT. PaboTHukM odmca obcnyxmBaHus
notpebutenen o6s3aHbl HOCUTb NUYHbLIE HArpyaHble MOEHTUMUKALMOHHBIE KaPTOYKM C yKa3aHMEM HavMEHOBaHWUS
CETEBOW OpraHun3auun, 4OMMKHOCTU, UMEHN, oT4ecTBa U hammnum paboTHUKa.

21. PaboTHWMK CceTeBOM oOpraHusauuu, npuobbLIBLUMIA K NOTPeOWUTento [nns  OCYLECTBIIEHUS O4YHOMO
obcnyxmBaHusa, cooblwaeT notpebutento cBoM hamMunnio, UMSA, OTHECTBO, OOIMPKHOCTb, HaUMEHOBaHWE CETEBOWN
opraHu3aumm, a Tawkke npuduHy u uenb npubbitus. o TpeGoBaHuto noTpedbutens paboOTHUK OOMKEH
npegocTaBuTb crnyxebHoe ygocToBepeHne NMbo MHOM JOKYMEHT, MOATBEMKAAILLMI NONHOMOYMSA paboTHuKa. Mpu
obpaweHnn notpebutena Kk pabOTHUKY CETEBOW OpraHu3auum Mo BOMpOCaM oOKasaHus YCNnyr no nepegadye
3NEKTPUYECKON SHEPTUN U TEXHOMNOIMYECKOTO NPUCOEAMHEHUS, HO HE CBA3AHHBIM C MPUYUHOW U LeNbo NpubbITHS,
NpubbIBLLIMIA PabOTHUK coobLLiaeT NOTpednTEN0 KOHTAKTHYK MHAOPMAaLUUI0 CETEBOW OpraHusauunm, pasbaACHSET,
Kyda 1 B KaKOM nopsiake eMmy cnegyet obpaTtuTbes.

22. [lata n BpemMs Bble3ga paboTHMKA CeTeBOW OpraHu3aumMm K noTpebuTento cornacoBbIBalOTCA C
notpebutenem. [llpu HeobOxogumocTn pfata M Bpemsa MpuObLITUS MOTYT KOPPEKTUPOBATbLCA Kak CETEBON
opraHu3aumen, Tak u notTpeduTtenem, npyn aTOM ceTeBasi OpraHN3auus:

a) yBegoMnsieT noTpebuTensi o gaTe U BPpEMEHMU 3anfiaHMpoBaHHOro NpubbiTusS paboTHMKA He NO3gHee YeM
3a 5 pabounx gHen Oo AaTthbl NAaHUpyeMoro npubbiTus, a B cnyvae CPOYHbIX BblE3A0OB - HEMOCPEACTBEHHO Nepep,
BblE310M;

0) B cnyyae uameHeHus BpeMeHu coobliaet o6 3TOM He no3agHee Yem 3a 2 yaca 40 paHee COrfacoBaHHOMO
BpemMeHn npubbiTus paboTHuKa.

B cnyyae HeobGXx0AMMOCTU NMKBUOALMM TEXHOIOTMYECKMX HapyLUeHWn, yrpoxarwwmnx pabotocnocobHoCcTu
obopygoBaHuss unu npefoTBpalleHns  (MMKBMAuuM NOCNeAcTBMI) HEecHacTHbIX ChnydaeB, npubbiTve K
notpebuTento paboTHMKa CETEBON OpraHM3auumn MOXET HE COrTacoBbIBATbCS.

KoHcynbTaHTlntoc: npumevaHune.
maga lll BCTynaeT B cuny No ucreyeHumn 6 mecsaues Co AHS BCTYMMEHUS B CUITYy AAHHOIO JOKYMeHTa (MyHKT 2
OaHHOTO JOKYMEHTa).
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[ll. OpraHu3auus 3a04HOro 06CnyxmMBaHUa (C UCNONb30BaHMEM
TenedOHHOW CBA3M U CeTU VIHTEpHET)

23. CeTeBag opraHusauusi obecneumBaeT obcnyxumBaHne notpebutenen ¢ ucnonb3oBaHMeM TenedgoHHON
CBS3M1, MOYTOBOW CBA3U U ceTu VIHTepHeT (Aanee - 3ao4Hoe obcnyxunsaHue).

24. CeTteBasi opraHu3auus obecneumBaeT npuem n ob6paboTKy TenedoHHbIX obpalleHnin noTpebutenen no
BOMpoOCaMm:

a) OCYyLLEeCTBMNEHNSA TEXHONOMMYECKOro NPUCOEANHEHNS;

©0) okazaHus ycnyr no nepegave aneKTpu4eckon aHEPruu;

B) OpraHm3aLmun y4yeTa 3neKTpU4ecKon aHepruu;

r) opraHusdaumm obcnyxmBaHuA noTpebuTenen, npenocTaBneHUst KOHTAKTHOW MWHopmauum oducoB
obcnyxmBaHus notpebutenen, 3anMcn Ha OYHbIA MPUEM, a TakkKe MOoMNb30BaHWS UHTEPaKTUBHbIMW CepBUCaMU
oduumanbHOro canta ceTeBon opraHm3auumn B cetn IHTEpHET;

[) HECOOTBETCTBUS KayeCTBa INEKTPUYECKON SHEPrMU TEXHWYECKMM perfiameHTaM v MHbIM o6A3aTenbHbIM
TpeboBaHuAM;

€) nepepbLIBOB B nepefade 3MnekTpyYecKOn SHepruu, npekpaweHus Unm orpaHnyeHust pexuMa nepegaydv
3NEKTPUYECKON IHEPTUN.

25. Ona 3ao4vHoro obcnyxuBaHua noTpebutenen ceTeBas opraHu3aumsi obecneymBaeT BO3MOXHOCTb
BbINOMHEHNSA OENCTBUI MO NepeyHto cornacHo npunoxeHuto N 4 k HacToswmM EgnHbiv ctaHgapTam.

26. 3ao4dHoe obOcnyxuBaHne noTpedbuTenen c wucnonb3oBaHWeM TenedOHHON CBSA3M MO BOMpPOCaMm,
yKasaHHbiM B noanyHktax "a" - "M nyHkta 24 Hactoawmx EOuHbIX CcTaHgapToB, ceTeBasi oOpraHm3aums
ocyLlecTBNAeT 4yepe3 LEeHTpbl 00paboTkm TenedoHHbIX Bbi30BOB B paboyee Bpemsi oducoB oOCnyxMBaHUSA
notpebutenen. Homepa ueHTpPoB 00paboTkM TenedOHHbIX BbI3OBOB CETEBOW OpraHM3auMmM Mo YyKa3aHHbIM
BONpOCaM pasMeLlalTcs Ha oduumnanbHOM canTe CeTeBOW opraHusauum B ceTu VIHTepHeT m B odumcax
obcnyxmBaHusa noTpeburtenen.

27. ObcnyxunsaHvne notpebutenen no Bonpocam, ykasaHHbIM B noanyHkTax "g" u "e" nyHkra 24 HacToswmx
EOuHbIX CTaHOapToB, OCYLLECTBMSETCA B peXuMe ropsyen nuHuu (ganee - ropsdas nvHMS NO BOMpocam
3NEKTPOCHabXeHMs) KpYrnoCyTOYHO.

TenedoHHbI HOMEpP TopsAYen NMHMKU MO BOMPOCaM 3NEKTPOCHAOXEHUS ABMSETCA eanHbIM 1 GecnnaTtHbIM
anst notpebutenen Ha TeppUTOPUN IKCNITyaTaLMOHHOM OTBETCTBEHHOCTU CETEBOW OpraHusauuun. He gonyckaetcs
ncnonb3oBaHWe B Ka4ecTBe TeNneOoHHOro HoOMepa ropsyen NMMHUM NO BONPOCaM 3reKTpocHabXeHns TenedoHHbIX
HOMEpPOB ONepPaTUBHOIO NepcoHara ceTeBoW opraHM3auun.

TenedoHHbIV HOMEP ropsiYert NMIMHUK MO BOMPOCaM 3f1eKTPOCHAbXeHMS CeTEBON OpraHn3auumn JOBOAUTCS A0
noTpebutenen, sHepronpvHMMalwLMe YCTPOMCTBA KOTOPbLIX HEMOCPEACTBEHHO MPUCOEAMHEHbI K OOBbekTam
3MNEKTPOCETEBOr0 XO35MWCTBa CETEBOW OpraHv3auuM, B TOM YMCMe NyTeM ero BKYEHUS B OOroBOpbI
3HEprocHabxeHusi, pasMeLleHns Ha oduuMansHOM CanTe ceTeBOW opraHu3aumm B cetn UHTepHeT n B odmcax
obcnyxmBaHusa noTpeburtenen.

28. CeTeBas opraHusauusi Mpu OCYLLECTBIIEHUM 3a04YHOrO 06CnyXMBaHUA NoTpedbuTenern ¢ MCnonb30BaHNEM
TenedoHHOW CBA3N obecneyvnBaeT:

Hanuyne BecnnaTHbIX TeNedOHHbIX KaHaNoOB CBA3N MexXdy CEeTEBOW OpraHm3aumen n notpebutensmu;

npvem 1 o6paboTky Bcex BXOOsALLMX TenedOoHHbIX BbI30OBOB NOTpebuTENel B CETEBYIO opraHusauuto. Bpems
oXugaHua notpebutenem oteBeTa No TenedoHy CETEBOW OpraHM3auum C MOMEHTa COoeAuHeHusa (B crny4ae
obcnyxmBaHua notpebutenen ¢ UCNOMNb30BaAHWEM CUCTEMbI WMHTEPAKTUBHOIO TONIOCOBOMO MEHK - C MOMEHTA
BblObOpa noTpebutenem kaTteropum "coeAuHEHUSs C PabOTHUKOM oOpraHmsauumn” B CUCTEME WHTEPaKTUBHOIO
rofloCoBOr0 MEHK) A0 MOMeEHTa OTBeTa paboTHUKA CETEBOM OpraHM3auny He JOIMKHO NpeBbiaTe 5 MUHYT. Bpemsi
00paboTkm BbI3oBa (TenedgoHHOro pasroBopa notTpedutens ¢ paboTHNKOM) HE OOIMKHO NPEBbIWATb 5 MUHYT;

OCYLLECTBMEHNE  UCXOAALMX TenedOHHbIX BbI3OBOB ANA  MHQOpPMUMpOBaHWs notpebutenen w
npegocTaBneHnss Hopmauum no obpalleHmsam notTpeburenen;

BeAEeHNe ayaMo3anucu BCeX BXOASALUMX U UCXOASALIMX pa3roBOpOB C notpebutenem, o 4eM nortpebutenb
yBeJoMIIAeTCs B Havarne pasroBopa ¢ paboTHMKOM CETEBOW OpraHm3aumy;

AOCTYMHOCTb U HAaAEXHOCTb paboTbl TenegOoHHbIX KaHanoB CBA3W;

pervcTpaumio BXogsaLWwmnx N UCXoasaLmx BeI30BOB COMNAcHO NyHKTY 42 HacToswmx EQnHbIX cTaHgapToB.

29. CeTeBasl opraHuM3auus OCYLLECTBMSIET 3aoyHoe obcnyxuBaHue noTpebutenen c UCNoOfb30BaHUEM
CBOero oduumanbHOro canTa B CeTU VIHTEpHeT, cogdepxawero uHoOpMauuio O AOeATenbHOCTU CeTeBOW
opraHusauuu (ganee - opuumanbHbIA CauT).
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30. B cnyyae Bo3HuMKkHOBeHUsi nepeboeB B paboTe odumuManbHOrO canTta, BREKYLMX HEBO3MOXHOCTb
AOCTyna K cogepxalleincs Ha HeM MHopMauun (cepBrucam), ceTeBasi OpraHmM3auns B TedeHne 2 4acoB C MOMEHTa
BO306HOBNEHMSA JocTyna K odulmnanbHOMYy CanuTy pasMeLlaeT Ha HeEM MHOPMaUMo O NPUYUHE, JaTe U BPEMEHU
npekpalleHns AocTyna, a Takke 0 AaTe U BpEMEHU BO30OHOBNEHNS AOCTyna K ouumMansHOMY CaunTy.

MoTpebutenu [OMKHbBI UMETb BO3MOXHOCTb O3HAaKOMMeHMs C UMHdopMauveln, pasMelleHHOW Ha
odmuMansHOM canTe, C WCMNONb30BaHWEM pacnpocTpaHeHHbIX Beb-obospeBaTenei. [lpy 3TOM He [oMmKHa
npegycMaTpuBaTbCsl YCTAHOBKA Ha KOMMbIOTEpPbl noTpebutenen crneuunanbHO CO3[aHHLIX AN nNpocmoTpa
odmLUmanbHbIX CanTOB MPOrPaMMHbIX U TEXHOSTOTMYECKUX CPEACTB.

CymmapHas onuTenbHOCTb NepepbiBOB B paboTe oduuManbHOro camta He OOIKHa npeBbiwaTtb 4 4acoB B
mecsiL.

31. iHdbopmaums, pasmellaemasi Ha opulmanbHOM cante, A0SHKHA ObiTb:

OOCTyNHa Ans aBToMaTtudeckon o6paboTku;

KPYrnocyTo4dHO AOCTynHa notpebutensm 6e3 uCnonb3oBaHUS NporpaMMHOro obecneyeHus, ycTaHOBKa
KOTOPOro Ha TeXHUYeckMe cpeacTea noTpedbuTtens TpebyeT 3aknoveHns NULEH3NOHHOTO UKW MHOTO CorfalleHns ¢
npasoobnagaTtenemM nporpaMmMHOro obecneyeHus, npegycMmaTpmsaloLLero B3nmaHve ¢ notpeburens nnartol;

AocTynHa 6e3 B3umMaHus nnarhbl.

32. HaBuraums ocumumnansHOro canta AormKkHa COOTBETCTBOBATL CreayoLwwmm TpeboBaHNsM:

BCH pasMeLlleHHas Ha oduuManbHOM canTe MHgopMauus AormkHa ObiTb AOCTyNHa noTpebuTensMm nytem
nocriefoBaTenbHOrO nepexoda NoO TMNepcchbiikam HayvHas C [MaBHOWM CTpaHuubl OoduuManbHOro canTta.
KonunyecTtBo Takux nepexofoB Mo KpaTyawnilen nocrnenoBaTenbHOCTU A0MMKHO ObiTh He Bonee nsaTy;

notpebutento AomKkHa NPefocTaBNATbCA HarnsagHas MHPOpMaums O CTPYKType oduuManbHOro canta u o
MECTOHaXOXAEeHNN 0TODpaXXaemMow CTpaHWLbl B 3TON CTPYKTYPE;

Ha Kaxxgon cTpaHuue ourumanbHOro canta AOIMKHbI OblTb pa3meLLeHbl: TMaBHOE MEHI0, CCbISIKa Ha rMaBHYH
CTpaHuuy, CCbifika Ha KapTy odumLmManbHOro canTa;

3arofioBKM U MOANUCU Ha CTpaHuuax AOMXHbl ONUCbIBaTb cogepXaHue (HasHadeHue) Takom CTpaHuubl,
HavMeHOBaHue TeKyLlero pasgena u otobpakaemoro JOKyMeHTa;

HaMMeHOBaHMe CTpaHuLUbl, OMMCbiBaKLLEe ee coaepXaHwe (HasHayeHue), OOMKHO oTobpaxaTbCca B
3aronoBke okHa Beb-obo3peBaTens;

TEKCTOBbIV agpec B ceTn VIHTepHET (yHMBepcanbHbI ykasaTens pecypca, URL) kaxgon cTpaHuubl JOMmKeH
oTobpaxaTb ee MONOXeHNe B JIOTMYECKOW CTPYKType caiTa U COOTBETCTBOBATb €€ COAEepXaHuUto (HasHayeHuo), a
TakKe B TEKCTOBOM apece LOIMKHbI ObITb MCMOMb30BaHbl CTaHAAPTHbLIE NpaBuMia TpaHcnMTepauuuy;

Ha rMaBHOM CcTpaHuue oduuManbHOro calta M B OTAENbHOM pasgene (Janee - NUYHbIA  KabuHeT
notpebutens) pasmellaeTcss HOMEpP TropsYel NWHMUM MO BOMPOCaM 3NEKTPOCHAOXEHWs, runepccbifika Ha
nHdopMaLmio, NpeaycCMOTPEHHYD ab3auem ofuHHaguaTbiM W ABeHaguaTbiM nyHkTa 33 HacToswmx EfuHbIX
CTaHOapTOB, a TakkKe CCbIfNKN-6aHHepbl Ha MHPOPMALIMOHHbBIE UHTEPAKTUBHBIE CEPBUCHI CETEBOW OpraHM3aunm.

33. B uensax obecneveHns onepaTtMBHOro AocTyna notpebutenen Kk nHpopmaunn o6 okasbiBaeMbiX ycryrax
n oBCnyXvBaHWM CETEBOW OpraHusauMm B [NaBHOM MeEHK oduumansHOro camta ceTeBOW OpraHu3auum
Bblgensetca pasgen "lMotpebutenam”. B ykasaHHOM pasgene pasmellaetcs MHGoOpmauuss B COOTBETCTBMU CO
CTaHAapTamu packpblTUS MHPOPMaLMM CyObekTaMy ONTOBOIMO M PO3HUYHBIX PbIHKOB 3NIEKTPUYECKOW 3Hepruun, a
Takke crnegylolne cBegeHus:

NMoYTOBbLIA agpec CETEBOW OpraHu3auumu, agpeca u rpaduk paboTbl 0pUcoB obCnyxmMBaHUSA NnoTpebuTenen,
HoMepa TenedgoHOB, MO KOTOPbIM OCYLLECTBISAETCS OOCNyXnBaHWe noTpedbuTtenen, agpec oduymnansHOro canra
CETEBOW OpraHusauuu;

nopsigoK Nnodadm M pacCcMOTpPeHUs obpalleHui noTpedbutenen, cogepxallmx xanoby Ha 4eNcTBMSA CeTEBOM
opraHu3aumm, ¢ ykazaHMeM CPOKOB PacCMOTPEHMS 0OpaLLeHUn 1 NpeaoCTaBeHNs OTBETA;

nopsigoK M CpOKWM 3aknioyeHuss goroBopa 0O oOka3aHuu ycnyr Mo nepefade 3MeKkTPUYECKOM 3JHEepruu,
npeayCcMOTPEHHbIe 3aKkoHoaaTenscTBoM Poccunckon ®enepauum;

nopsgoK nodaynm 3asiBKM Ha TEXHONMOrMYeckoe MpUCOedMHEHMEe, OCHOBHbIE 3Tarnbl €e PacCMOTPEHUS U UX
CPOKM, CBeAEHMS, KOTOpble OOJKHbI COAepXaTbCs B 3adBKe HA TEXHOMOrMYeckoe npucoeanHeHne, n TpebosaHms K
npunaraeMblM K Hen JOKyMeHTaMm, (popMbl 3asBOK Afs 3anofiHEHMS noTpebuTtenem;

NopsigoK BbIMOMTHEHNSI TEXHONOTMYECKOro NPUCOEAMHEHMWS, 3Tanbl TEXHONOMMYECKOro MPUCOEANHEHNS N UX
CPOKU;

nopsgok pacyeta nnaTtbl 3a TEXHOMOMMYECKoe MNpUCOeaUHEHUE AN BCeX rpynn notpedutenen, Konuu
peLleHMn opraHa MWCMOSIHUTENBHOW Bnactn cybbekTa Poccuiickon dPepepaumm B 06nactu rocygapcTBEHHOro
perynupoBaHusi LeH (TapudoB) o6 ycTaHOBMNEHMU MnaThbl 3a TEXHOMOrMYeckoe MpPUCoeguHEHME B OTHOLLEHWUU
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TeppuTopManbHbIX CETEBbIX OpraHM3auuin, a Takke KOnusa pelleHus deaepanbHOro opraHa WCMOMHUTENbHON
BnacTm B 06nacTm rocygapCTBEHHOrO perynupoBaHuMs UeH (TapudoB) MO yCTaHOBMEHUIO nnaTbl  3a
TEXHOMNornyeckoe mnpucoeanuHeHne B OTHOLUEHUW OpraHusauuu Mo  YNpaBAeHU eOMHOW HauWOHarbHOM
(oBLLepoccHiACKOI) aNEKTPUYECKON CeTblo, NOPSAOK onnaTtbl MO AOroBOpY 06 OCYLLECTBMEHUN TEXHONOrMYeCcKoro
NPUCOEOUHEHUS K SNEKTPUYECKUM CETAM, OCOBEHHOCTU BHECEHMS NNaTbl OTAENbHLIMKU rpynnamMun noTpeburtenen,
npegycMoTpeHHble 3akoHoAaTeNnbcTBoM Poccuinckon degepauuu;

NnopsiioK pacyeTa nnatbl 3a oOKasaHMe YCnyr no nepefadve aneKkTpUYECKOW 3SHeprum Ans Bcex rpynn
notpebuTenen, KONUN peLleHniA opraHa UCNONHUTENBHOW BnacTn cybbekta Poccuiickon degepaumm B obnactm
rocy4apCTBEHHOIO perynupoBaHus LeH (TapudoB) o6 ycTaHOBREHWM TapudoB Ha ycnyrm no nepepadve
3NEKTPUYECKON 3HEPrMn B OTHOLLUEHUM TeppuTopuarnbHbIX CETeBbIX OpraHuM3auun, a TakkKe KONUW peLLeHun
dhegepanbHOro opraHa UCMOMHMUTENBHOW BNacTu B 0611acTu rocygapCTBEHHOro perynupoBaHms LeH (Tapudgos) ob
YCTaHOBMNEHUN TapudOB Ha yCcnyrm nNo nepegave 3NEeKTPUYEeCKOW 3HEpPrum B OTHOLUEHUW OpraHusaumu no
ynpaBneHnto eguHon HauuoHarnbHOM (0BLLEPOCCUNCKON) INEKTPUYECKON CEeTbIo, MOPSAOK OnnaTtbl Mo Aorosopy o6
oKasaHuW ycnyr no nepegave anekTpu4eckon aHeprum;

NnopsigoK OCYLLECTBIEHNS KOMMEPYECKOro yveTa CeTeBbIMWM OpraHusauusMy, B TOM uyucne TpeboBaHus K
MecTaMm yCTaHOBKM MPMBOPOB y4yeTa, CXeMbl MOAKIIOYEHNS U METPONOrMYecKkme XxapakTepucTukm npmbopos yveTa
6e3 ykasaHus TOBapHbIX 3HAKOB, 3HAKOB OOCMNYXMBaHWS, (PUPMEHHbIX HAVMEHOBaHWW, NaTEHTOB, MOME3HbIX
MoZenew, NPoMbILLIIEHHbIX 00pa3LOB, HAMMEHOBaHUIN MECT MPOUCXOXAEHMS NPUOOPOB ydeTa UM HauMeHOBaHWN
npoussoguTenern NpubopoB y4eTa;

HavMeHoBaHue NpMbOpPOB ydeTa, YCTaHOBKY KOTOPbIX OCYLLECTBISAET CETEBAsA OpraHn3aLms, UX CTOUMOCTb U
CTOMMOCTb paboT MO MX YCTAHOBKE;

NPUYMHBI U CPOKM TMFaHOBbIX NEpPepbiBOB B MNepedaye 3SMNeKTPUYECKOW 3Heprun, npekpalleHus wunm
OrpaHUYeHUs pexmMa nepefayun AnNekTpuyYeckon SHeprumn, B TOM Yucne npeapaputenbHas MHopMaumnsa o cpokax
orpaHM4eHus pexrnma notpebneHns anekTpuyYeckon aHeprum (MOLWHOCTK) noTpebuTtenen B CBA3N C NPOBEAEHUEM
PEMOHTHBIX paboT Ha oObeKTax 3NEKTPOCETEBOr0 X035AWCTBA CETEBOW OpraHu3auuu, BKITHYEHHbIX B rog0BOM
(Mecs4HbIN) rpadnK PEMOHTa;

pacyeTHble faTta M BpPeMs BOCCTaHOBMEHUS 3NEKTPOCHabXeHWss B criydae BBEOEHWs BHEMNNaHOBOro
orpaHM4yeHns pexuma noTpedbneHns dNeKkTpuyYeckon aHeprumn (MOLLHOCTHN);

YacTo 3ajaBaemble BONPOCHI, BO3HUKAKOLLME Y NOTpebutenen, n oTBETHI Ha HUX;

aKTyanbHble U3MeHeHWs 3akoHopatenbcTBa Poccuiickon ®Pefepauumn B OTHOLIEHUM Npouenyp okKasaHus
yCryr ceTeBbIMU OpraHM3aLmsamu;

yTBEepPXAEHHble rpadukM aBapunHOro orpaHNYeHus;

nacnopta ycnyr (NpoLeccoB) CETeBOW OpraHusauuu;

nopsgok paboTbl B NUYHOM KabuHeTe noTpebutens, BKNoYas NONydYeHue nepBOHAYanbHOro gocTtyna K
NMYHOMY KabuHeTy, perncTpaumio u asTopm3aumio noTpebutens.

34. Wndopmauusa, ykasaHHas B absaue ogmHHaguatoM nyHkta 33 HacToawux EAuWHbIX cTaHaapTos,
NoANeXunT onybrnkoBaHMIO He No3gHee Yem 3a 7 AHeWn A0 AaTbl NNaHOBbIX NepepbiBOB Nepeaayun aneKkTpuyeckon
3HEpPruu.

35. iHbopmaums, ykasaHHas B ab3aue TpuHaguaTom nyHkTa 33 HacToAwmnx EqMHbIX cTaHgapToB, NOANEXUT
onybrnMKoBaHMIO He pexe OAHOro pasa B KBapTan Ha OCHOBE aHanv3a NoCTynuBLUMX OOpalleHuMn B CEeTeBYHO
opraHusauumio.

36. CeTeBas opraHu3aumnsi obecrneumBaeT, B TOM YUCIE C UCMONb30BaHMEM NTIMYHOMO kabuHeTa noTpedbuTens,
TEXHUYECKYIO BO3MOXHOCTb:

a) HanpaBneHus NoTpedbuTenem obpalleHnii, B TOM YUCIE coaepXaluux Kanoodbl 1 3as8BkK (3asBNeHUs) Ha
okasaHue ycnyr (npoueccoB), cornacHo npunoxeHuto N 5 k Hactoswum EpuHeliM cTaHgaptam B copme
3MEKTPOHHOIO0 AOKYMEHTa MyTeM 3arnofiHEHMst 3KpaHHbIX ¢opM Beb-mHTepderica odmumanbHOro cawta c
0bs3aTenbHON NS 3anofHEeHNs KOHTaKTHOW MHpopmMauuen n npeanoyTuTenbHbiM cnocobom nonyyeHns oteeTa. B
3KpaHHbIX hopMax Beb-nHTepdenca oduumnansHoro canta obecnedrBaeTcss BO3MOXHOCTb NPUKpPENnsaTb dannbl ¢
MaTepuanamu no obpauwieHuto. [Npu HanpaeneHun oOpalleHuns Yepes3 yKkasaHHbI WHTepdenc noTpedbuTens
JormkeH OblTb yBeAOMIMEH O MNMaHOBbIX CPOKax PacCMOTPeHus obpalleHWss C yka3aHueM permcTpauyvoHHOro
Homepa obpalleHus;

©) 3anonHeHuMsi NOCPEACTBOM 3KpaHHOW opMbl  Beb-uHTepdenca oduuManbHOrO camta aHKeTbl
noTpebuTtens ons onpoca ¢ Uenbi OLEHKU Ka4yecTBa OKa3blBAaeMbIX YCIyr CETEBOM OpraHM3aunm 1 o0cnyXnBaHms
notpebutens;

B) Morny4yeHunss noTpebutenemMm ceegeHuit o ctatyce pacCMOTPEHUst 0bpalleHnsi, HarnpaBfNeHHOrO B CETEBYHO
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opraHu3aumio;

r) BBoAa noTpebuTtenem TeKyLnx nokasaHnn NnpubopoB yveTa aNeKTPUYECKON SHepru;

[) HanpaBneHus notpebutenem yBeAOMNEHNS B CETEBYIO OpraHmM3aunio 06 NCNONHEHUM UM MEPONPUATUNA,
NpeayCMOTPEHHbIX TEXHUYECKUMMN YCIOBUSIMU;

€) NnpegocTaBneHus notTpeburenam:

CBeJEeHMIN O CTaTyce pacCMOTPEeHWs 3asiBKM (3asdBrieHusi) notpebutens Ha okasaHue ycnyr, nogaHHoW B
CETEBYID OpraHmM3auuio, C yKasaHMem [JaTbl MNOCTYMNMeHMs 3asfBKM WM ee PperucTpaumoHHOro Homepa, Aathbl
HanpaBneHusi 3asiBUTENIO NOAMMCAHHOIo CETEBOW OpraHm3aumen gorosopa ob okasaHuu ycnyru;

CBeJEeHWIN O cTaTyce UCMOSMHEHUs] OroBOpa OKasaHWsi YCryru ¢ yKasaHMeM MaHOBbIX CPOKOB MCMOSHEHMUS,
3a UCKIIOYEHNEM JOrOBOPOB Ha OKa3aHWe YCryrv no nepegadve anekrpuyeckon aHeprun. CBeaeHusa no AoroBopam
00 OCYyLLECTBIEHMMN TEXHOJIOTMYECKOIO NPUCOEAMHEHNS OOMKHbI BKMOYaTh MHAOPMaLMIo O OaTe 3aKoveHust
JOoroBopa, xode BbINOMHEHNS CETEBOW OpraHm3auuen TEeXHUYEeCKUX YCNOBUW, (PaKTUYECKOM MPUCOEANHEHMM,
COCTaBMEeHUN 1 NOANUCaHUN AOKYMEHTOB O TEXHONOIMYECKOM NPUCOeaUHEHUN;

CYEeTOB Ha onnarty ycnyr No TEXHONOMMYeCKOMY MPUCOEANHEHWIO;

CBeJEeHVMN O MoKa3aHuax npubopoB yyeTa MO TOoYKaM y4vyeTa JNEKTPUYEecKonW 3dHeprum notpebutensa u
cTaTUCTMKe NOTPebneHnsa aNeKTPUYECKON SHEPTMN HA MOMEHT NMOCMEAHEro CHATUSA CETEBOM OpraHmsaumen Takmx
nokasaHun unv BeegeHns nokasaHun npubopa ydeta notpebutenem camocToaTeNbHO;

CBeEeHWIN O cTaTyce pacCMOTpeHns obpalleHns, HanpaBneHHOro B CETEBYIO OPraHmM3auuio B 3MEKTPOHHOM
dopme.

37. Ooctyn k nuyHOMy KabuHeTy noTpebutens OCyLLEeCTBRSETCS Mnocre BBoga MNoTpebuTenem CBOMX
NMOEHTUMVKALUMOHHBIX AAHHBIX: UMEHM (MOrMHAa) M naponst u (unu) No perncTpauuMoHHOMY HOMEpPY 3asiBKM Ha
oKasaHwue ycnyr (oTAenbHbIX NPoLeayp) U Napornto, KOTOpbIe BbIAAKTCA NOTpebuTento:

a) Npy O4HOM ObOpalLLEeHNN B CETEBYHO OPraHmn3auuio;

©) N0 NMCbMeHHOMY 3anpocy noTpebuTens;

B) mocne 3anornHeHus notpebutenem akpaHHow dopmbl Beb-uHTepderica oduumansHoOro canta ceTeBoun
opraHm3aumm permctpaumu.

38. Pasgen "MMoTpebutenam" oduumnanbHOro canta cCeTeBON opraHusauum pekomeHgyeTcs paspabatbiBaTb
B coOoTBeTCTBUM C nNpunoxeHnem N 6 K HacToswmMM EgMHbIM cTaHgapTam.

IV. Mpuem 1 paccmoTpeHne obpalleHuin noTpebutenen

39. NoTpebutensm obecneynBaeTca paccMoTpeHne obpaLleHnn B yCTaHOBMNEHHbBIE CPOKM.

40. CeTeBas opraHv3aumMsi Mpu paccMOTpeHuM obpalleHunii noTpedbuTtenen obecneumBaeT npueMm wu
perMctpauuio MNOCTYMMBLLUErNO B agpec CETEBOM OpraHu3aumm obpalleHuns notpebutens (B NUCbMEHHOW,
9MNEKTPOHHOW, YCTHOW dopmMe, C ucnonb3oBaHneMm TenedoHHon cBA3n). [lpyu peructpaumm obpalleHus
dmKcMpyeTcs  KOHTakTHas wuHdopmauus notpebutensd, p[gata MOCTynNneHWs obpalieHns U1 BXOASLWUA
permcTpaumoHHbIn HoMep obpalleHus.

41. CeTeBasi opraHm3auus HanpaenseT noTpebutento OTBET MO CYLLECTBY Ha ero obpalleHne B cneayoLime
CPOKM:

a) oTBET Ha NMMCbMEHHOe obpalleHne noTpebuTtena Ha GymaxHOM HocuTene - B TedyeHne 30 gHen co OHA
pervctpaumm obpalleHnsi CeTeBOM opraHu3auuen, B Criydae ecnv MHOe He NpedyCcMOTPEHO 3aKOHOAATENbCTBOM
Poccuinckon ®egepaumm;

0) obpaweHne noTpedbuTens, HanpaBneHHOE C WUCMOMb30BaHWEM OdWUMaNbLHOrO camta B d¢opme
3ANEKTPOHHOIo AOKYMEHTa, - B CPOKY, yKa3aHHble B npunoxeHun N 5 k HacTtoswum EanHbiM cTaHgapTam;

B) oTBeT Ha obpalleHve noTpedbutens ¢ WCNonb3oBaHMEM TenedoHHOW CBA3M MpefocTaBnseTcs
HenocpeAcTBEHHO B MOMEHT obpalleHusa notpebutens. B cnyyae HEBO3MOXHOCTY NPeAoCTaBUTb OTBET B MOMEHT
obpaleHnst noTpebutens paboTHUK CETEBOM OpraHn3aumm 3anmcbiBaeT KOHTaKTHYO MHOPpMaLMIo noTpedutens u
He nosgHee 4 4YacoB C MOMEHTa perncrpauun obpalleHusa npeaocTaBnsaeT OTBeT NOTpedbuTento;

r) ecnn obpallieHne notpebutens C Mcnonb3oBaHMEM TenedOHHOM CBA3N COAepPXUT xanoby n dakTbl,
N3NOoXeHHbIe B Takom xanobe, TpebyloT aHanu3a MmaTtepuanoB no obpalleHuto notTpebutens, paboTHUK ceTeBown
opraHm3aumu, NPUHABLUNIA TenedOoHHbIN Bbi30B, odhopMiseT xanoby B hopme 3NEeKTPOHHOIO JOKYMEHTa, KOTOpbIN
perucTpupyeTcs B ycTaHOBNIEHHOM nopsiake. Cpok oTBeTa NOTpebuMTENto MO Takon xanobde He JOMKEH NpeBbILaTh
30 gHen co gHsA perncTpaunn obpalleHus;

[) OTBET Ha ycTHoe obOpalleHne noTpebutens B oguc obcnyxuBaHus noTpebutenen npegoctaBnsieTcs
HenocpeaCcTBEHHO Mpu noceLleHnn noTpebutenem oduca. B cnyyae HEBO3MOXHOCTU NPeLOCTABIEHNS OTBETA HA
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obpalleHne notpebutens Npu OCyLLecTBNEHNN OYHOro obcnyxmnBaHus notpebutens, a Takke ecnu obpalleHve
notpeburtena cogepXxut xanoby m dakTbl, U3NOXEHHbIE B Takon xanobe, TpebyT aHanu3a marepuanoB Mo
obpalueHnio notpebuTtensi, paboTHUK CETEBOW OpraHu3auuu AOIMKEH NPEeanoXuTb NoTpebuTtento HanpaBuTb B
CeTEeBYIO OpraHusaumio NMCbMEHHOE obpalleHue unu oopmuTb obpalleHue B odmce ob6CNyKUBAHUA HA TUNOBOM
OnaHke. [locne 3anonHeHMss W noanucaHusa noTpebutenem OnaHka obpaweHus Takoe obpalweHne
pernctpupyetca. Cpok oTBeTa Ha Takoe obpalieHve He JomkeH npesblwaTte 30 OHeW co OHA perncrTpauuun
obpalleHus.

42. B cny4ae ecnu u3noXeHHole B obpalieHum notpebutens BOMpOChbl HE OTHOCATCA K KOMNETeHuuu
CETEBOWN oOpraHusauum, paboTHUK CEeTeBOW OpraHuW3auum He no3gHee 5 pabounmx OHeW Co OHSA permcTpauuu
obpalleHnss uMHopmupyeT noTpebuTenss O HEBO3MOXHOCTU NpefoCTaBleHUs €eMy OTBeTa MO CyLIecTBy
N3MNOXEHHbIX B ODpalleHny BOMPOCOB M COO6LLaeT KOHTaKTHYH WMHGOPMAaUMIO OpraHu3auui, K KOMMeTeHLMU
KOTOPbIX OTHOCATCH Takne BOnpochl.

43. O6paweHve noTpebutens o npegocTaBneHMM crnpaBoYHOM wHAOPMauMm u (MNKM) KOHCYMNbTauum
cyMTaeTCcd pacCMOTPEHHbIM, ecnv noTpebuTento HampaeneH (npedocTaBneH) OTBeT C  3anpalvBaemMou
nHdopmaumen.

44. ObpalyeHune notpebutens, cogepxallee xanoby, cunTaeTcss pacCMOTPEHHBIM CETEBOWN OpraHunsaLmen,
ecnu:

a) yctaHoBneHa 0b6OCHOBaAHHOCTb (HEOOOCHOBaHHOCTL) 3asBMEHUS O HapYLUEHWM NpPaB MM OXpaHSEeMbIX
3aKOHOM MHTEPECOB NoTpebuTens, B TOM Yncre O NpeaoCTaBeHUM YCNyr HEHaANexallero Ka4ecTBa;

0) B crniyyae HeobxogmMMocTu no ob6oCHOBaHHLIM xanobam onpefeneHsl MeponpuaTUs, HanpaBlieHHbIE Ha
BOCCT@HOBIIEHNE HapYLUEHHbIX MpaB WM OXPaHSEMbIX 3aKOHOM WHTepecoB notpebutens (ganee -
KOppEKTUpYyoLLMe Mepbl);

B) HanpaBreH (NpeaocTaBneH) OTBET NoTpebuTento Nno obpatlLeHunto:

B Crnydae npusHaHWs Xanobbl HeOoBOCHOBaHHOMW B OTBETe MNpPedoCTaBMAATCA apryMeHTUPOBaHHbIE
pPa3bSACHEHUS B OTHOLLEHNW OTCYTCTBMS OCHOBAHWIN AN ee YAOBNEeTBOPEHUS;

B cny4ae npu3HaHusa xanobbl 0b60CHOBaHHOW B OTBETE MOTPebUTENio yKasbiBalOTCH, Kakue npasa umu
3aKOHHbIE MHTEPECHI NOTPedbUTENSA noanexaT BOCCTAHOBMNEHMIO N B KakoMm nopsake. Ecnu no xxanobe Heobxoanma
peanu3auns KOppeKTUpYLWmX Mep, B oTBEeTE NOTPebMTento ykasblBaeTCs NnaHMpyembld CPOK UX peanunsauuu.

45. PaccmoTpeHue obpalleHus He npoussBoautcs (C yBegoMneHnem ob 3ToM notpedutens) B criyyasx:

a) ecnv obpalleHne cCooepXuUT HeLleH3ypHble NTMB0 OCKOPOUTENbHbIE BbIPAXEHWS;

0) ecnn B oOpalleHWM COAEPXUTCA BOMPOC, HA KOTOPbLIM OaHHOMY MOTpPebuTento ycnyr yxe Obin
npenocTaBreH OTBET MO CYLLECTBY B CBA3M C paHee HanpaBfieHHbIMW OOpaLleHnsaMu, 1 Npyu 3TOM B oOpaLLeHnn He
NPMBOAATCA HOBbIE JOBOAbI UM OOCTOATENBCTBA;

B) ecnu OTBET MO CyLLECTBY NOCTaBMEHHOro B obpalleHnn Bonpoca He MoXeT ObiTb AaH 6e3 pasrnalleHus
CcBefleHNIN, COCTaBNAOLLMX KOMMEPYECKYIO TaNHY UM UHYIO OXPaHAEMYI0 3aKOHOM TalHy.

46. PaccmoTtpeHne obpalyeHns (6e3 yBegomneHns notpebutens) He NPOM3BOAMTCA B Cnydasx, €Cnm TekCT
NMMCbMEHHOro obpalleHns He noggaeTcs MPOYTEHUI0 MMM B OBpalleHMM OTCYTCTBYKT KOHTaKTHble OaHHble,
HeobOxoaMMble ANs HanpaBneHus oTeeTa.

V. OcobeHHOCTM obcnyxuBaHus noTpedbutenen npm okasaHum
YCIyr N0 TEXHONOIMYECKOMY NPUCOEANHEHUIO

47. CetveBas opraHusauusa obGecrneuymBaeT noTpedutTensam - QU3MYECKUM nuLaM, MakcuMarnbHas
npucoeanHeHHasi MOLLHOCTb SHEPronpUHMMALOLLMX YCTPOUCTB KOTOPLIX cocTaenseT Ao 15 kBT BknountensHo (c
y4eTOM paHee MPUCOEAMHEHHbIX B [AHHOW TOYKe MPUCOEAMHEHUS SHEPronpUHUMAOLLMX YCTPOMCTB),
BO3MOHOCTb:

a) BbICTABMEHUSI cyeTa Ha onfaty YcrnyrM Mo  TEXHOMOMMYeckoMy npUcoednHeHunto  criocobamu,
O0onycKaLWMMN BO3MOXHOCTb UX YOaneHHoN nepegaym (nodta, cetb VIHTEpPHET), No XenaHuo notpebuTens;

©) BHeceHus1 Nnatbl N0 4OroBopy 06 OCYLLECTBNEHUN TEXHOMOMMYECKOrO NPUCOEAMHEHUST K 3NEKTPUYECKUM
ceTam 6e3 onnaTtbl KOMUCCUMN.
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Mpunoxexue N 1

K EouHeim cTaHgapTam kayecTtsa
obcnyxmBaHusi CeTEBbLIMIU OpraHM3aunsamm
notpeburenen ycnyr ceTeBbix OpraHu3aLum

MACIOPT YCJIYTM (IIPOLIECCA) CETEBOV OPTAHM3ALNA

HaMMeHOBaHMe yCJyI'M (mnpolecca)

Kpyr BasaBurejyeym <1>: .
PasMep njaTe 3a NPenoCTaBJlIeHME YCJHayIM (Ipolecca) M OCHOBaHME ee B3UMaHMUA:

YcJioBMSa oOKazaHus yCayIu (mnpouecca) <2>:
PesynbTaT OKaszaHMsa yCJIyIuM (Hopouecca) : .
ObmmMM CpOoK OKaszaHMusa yCcJayIu (mpolecca): .

CocTaB, IMOCJEIOBATEJIbHOCTL M CPOKM OKa3aHusa yCJayIu (mpouecca) :

N | Otan | CogepxaHue/ycnosus atana dopma Cpok Ccbinka Ha
n/n npegocrasneHuns MCMNOMNHEeHnA HOpMaTUBHbIN
npaBOBOW aKT

KounrakTHasa mHOoOpMaLMsa IOJjig HalpaBjieHUd obpauleHuy <3>:

<1> Yka3sblBatoTCs NnLa, KOTOpble MOryT NONYyYUTb AaHHYIO YCIyry.

<2> OnucaHue YCNOBMIW, MNpPW KOTOPbIX OKasaHwe ycnyrm (mpouecca) CTaHOBUTCA BO3MOXHbIM
(npepoctaBneHve BCeX HEOOXOOUMbIX OOKYMEHTOB, Hanuuue (u3ndeckon BO3MOXHOCTM OKasaHus Yycnyru
(npouecca) n gp.).

<3> YKka3blBalOTCH KOHTaKTHble AaHHble fuL, KOTOpble MOryT AaTb McYepnbiBalowyw wuHdopmauuio o6
oKasblBaeMow ycrnyre, NpuHATL Xkanoby Ha pencrteusa (6esgencTtBue) nogpasgeneHvs (paboTHuka) ceTesown
opraHm3aumu, 3aHATOro B OKasaHWW  YCryru, YMOfIHOMOYEHHOro OpraHa MWCMOSMHWUTENbHON  BriacTw,
OCYLLEeCTBNAIOLLEro Haa30pHble (PyHKUMM 3a AESATENbHOCTBIO CETEBOWN OpraHM3auun.

Mpunoxexne N 2

K EQuHbIM cTaHgapTam kayecTtea
obcnyxmMBaHNsi CETEBBIMIU OpraHM3aunsmMm
notpebuTenen ycnyr ceTeBbiX OpraHu3auum

TPEBOBAHNA 3
K OPIFAHUSALINM OPUCOB OBCNYXMBAHUA NOTPEBUTENEN
CETEBbIMN OPIAHU3ALMAMU

1. MNpn obopygooBaHMM LEHTPOB OOGCHyxuBaHWA noTpedbuTenen B KIMEHTCKOM 3ane Mnpou3BOoAMTCH
30HMPOBaHWe MnomelleHns, obecneumBatollee ero pasgeneHne Ha ABe 30Hbl: KMMEHTCKYI0 U 30HY pasMelleHus
paboTHUKOB, OCYLLEeCTBNALMX 06CnyXMBaHue notTpedbutenen.

2. UeHTpbl 06cnyxuBaHusa noTpebuTtenen cHabxalTca MHgopMaunoHHbIMKM Tabnunykamu (BbiBeCkamum) C
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NOroTUNOM CeTEBOW OpraHu3aunm:

a) Ha Bxode B 34aHMe pasmellaeTcsl BblBecka C MHdOpMauuen: HaumeHoBaHWE CeTeBOW opraHm3auuu,
NnoYTOBbIN aapec, rpaduk paboTbl LeHTpa obcnyxmBaHus noTpedbuTtenen, agpec ANeKTPOHHOW MNOYThl, TenedgoH
LeHTpa obcnyxmBaHus noTpebutenen n ropsyen NMHMM NO BONPOCaM 3NeKTPOoCcHabXeHns ceTeBoWn opraHm3auuu;

©) B nomeLLeHnn - BbIBECKN C 0B603HAYEHNEM MECT OYHOro npuema notpebutenen, crnyxebHbix NOMeLLEHWHN,
He npegHa3Ha4YeHHbIX 419 OYHOro Npuema noTpebuTenen;

B) B KIIMEHTCKOM 3arie - BbIBECKM Ha OKHax 00CcnyxusaHusi notpebutenen okono paboumx mect paboTHUKOB.

3. B «knueHTcKOM 3ane ueHTpa obcnyxuBaHua noTpebutenen opraHuM3yeTcs 30Ha OXuaaHus Ans
notpebutenen, nossondwLwas pasmMecTUTb noTpebutenern B NuUkoBble AHWM (4ackl) npuema. [nowagb 30HbI
OXMOaHWA COCTaBMsieT He MeHee 4 KkBagpaTHbIX METPOB Ha OOHOro paboTHMKa, obcnyxuBatowero noTpedutens
(ogHoro okHa obcnyxumBaHus). B 3oHe oxugaHua obecneunBaeTca Hanuvyune mebenun Ons MCnonb30BaHWS
noTpebutensammn BO BpeMs OXMAAHUSA: HE MEHee OQHOro CUAAYEro MecTa Ha ogHoro paboTHuka, obcnyxusatoLero
notpeburtena (OQHOro OKHa OOCMYXUBaHMA), He BKMOYaa CuasvMe MecTa HenocpeacTBEHHO Ans npuema
notpeburtenen, oTAENbLHOro cTona M ctyna ans oopMreHns OOKYMEHTOB BO BpeMS OXMAAHUs, KaHLEMNsIPCKUX
NPUHaANEXHOCTEN.

4. 30Ha oXmAaHMsA KNMEHTCKOro 3ana ocHalwaeTcs WHMOPMAaLMOHHbIMU CTeHgamu ¢ Heobxogumon Ans
notpebutensa nHgpopmauuern B cootseTcTBumn co CtaHgaptTaMmu packpbiTua nHpopmauun cybbektamm onToBOro U
PO3HUYHBIX PbLIHKOB 3NEKTPUYECKOW 3JHEepruun, yTBepXXAeHHbIMW nocTaHoBneHuem [lpaBuTtensctBa Poccuiickon
depepaumm ot 21 aHBapsa 2004 r. N 24, a Takke co crneayrowen nHpopmaumen:

4.1. rpachmk paboTbl oduca obcnyxmBaHUs NoTpeduTenen;

4.2, NOYTOBbIN agpec M INEKTPOHHbIN agpec oduumanbHOro canTa CeTEBOM oOpraHuMsaumn, agpec
3MNEKTPOHHOW MOYThI, TeNegOoHHbIE HOMepa LeHTpa 06CcnyXmMBaHMsa NoTpedbutener 1 ropsvyen nMHUM No Bonpocam
3NeKTPOCHabXeHNs CeTEBOW OpraHM3aunmy, Mo KOTOPbIM OCYLLECTBISETCS 3a04HOe obcnyxuBaHue notpeburtenen,
TeppuTopus 06Cny>KMBaHUSA CETEBOM OpraHn3aumu;

4.3. nopsiAoKk nogayM u paccMoTpeHusa obpaleHun noTpebutenen, cogepxalimx xamnobbl Ha OENCTBUS
CeTeBON opraHu3auun, ¢ ykasaHmem CPpOKOB pacCMOTpeHns obpalleHuin u npegocTaBneHns oTBeTa;

4.4. nopagoK M CPOKWM 3aKkmoyeHnsa foroBopa 06 okasaHuy ycryr no nepefade dMeKkTPUYEeCKOW 3IHepruu,
npeaycMOTpPEHHbIe 3aKkoHoaaTenscTBoM Poccuickon depepauny;

4.5. nopagok nodayn 3asiBKM Ha TexXHONormdeckoe mnpucoeanHeHue, OCHOBHble 3Tanbl U CPOKU ee
paccMOTPEHUsI, CBEAEHWsi, KOTopble [OOIMKHbI CoAepXaTbCA B 3asiBke, TpeboBaHWs K npunaraembiM K Hem
OOKYMeHTawMm;

4.6. Tapudbl Ha ycnyrm no nepefaye 3NeKTPUYECKOW SHEPrnn Ha TeKyLMW nepuon perynupoBaHus C
yKa3aHMeM WCTOYHMKA ouuManbHOro onybrvMKOBaHWS peELLEeHWUs opraHa WUCMNOMHUTENbHOW BracTu B obnacTtu
rocy4apCTBEHHOro perynmpoBaHusi TapudoB cydbekTa Poccuiickon ®eaepaunu;

4.7. Tapubl Ha TexXHOMNOrM4yeckoe mnpucoeauMHeHNe Ha TeKylurh nepuos perynupoBaHuUs C yKasaHUeM
UCTOYHMKA oduumnanbHOro onybnuKoBaHUA  pelleHMst OpraHa UCMONHMTENbHOW BnactTm B obnactu
rocy4apCTBEHHOro perynupoBaHunsa TapudoB cybbekta Poccuiickon epepauuu;

4.8. BraHKn TUNOBbLIX AOKYMEHTOB MO TEXHOMOMMYECKOMY NPUCOEAMHEHMIO, HA OKasaHwe ycrnyr no nepegadye
3NEKTPUYECKON SHEPTUM N MPOYEE;

4.9. NopsgoK OCyLLEeCTBNEHNA KOMMEPYECKOro yyeTa ceTeBbiMM OpraHM3aumsamMmn, B TOM yucrie TpeboBaHus K
MecTaMm yCTaHOBKM NPMOOPOB y4eTa, CXeMbl NOAKMOYEHUS 1 METPOSIOrMYECKNE XapaKTEPUCTUKN NPMOOPOB y4yeTa;

4.10. HavMeHOoBaHWe MpuOOPOB Y4eTa, YCTAHOBKY KOTOPbLIX OCYLLECTBMSAET ceTeBas opraHusauus, ux
CTOMMOCTb U CTOMMOCTb PaboT Mo UX yCTaHOBKE;

4.11. EpuHble cTaHgapTbl kadyecTBa OOCMNyXWBaHWS CETEBLIMU OpraHusauusamu notpebutenen ceTeBbixX
opraHusauui;

4.12. nacnopT ycnyr ceTeBon opraHusauumu;

4.13. kHura xanob 1 npeanoxeHuin.

5. MNpn HeobGxoaMMOCTU B LEHTpe obcnyxuBaHus noTpebuTtenen obecnevyvMBaeTcs Hanuune nnaTexHoro
TepMuHana gns onnatbl YCryr CEeTeBOMN KOMMaHuu.

6. Ecnn B knneHTCckoM 3arne obcnyxumBaHune ocyllectensaeTcs 6onee yem 4 pabotHukamm (6onee yem 4 okHa
obcnyxuBaHus), 30Ha OXxugaHus obopyayeTcs SMNeKTPOHHOW CUCTEMOW YMNpaBlieHus oyepedblo, KoTopas
npeaHasHadyeHa ONTMMU3MPOBATbL MOTOKM noceTtuteneh. MHCTpyKUMs MO SKkcnnyaTauuu CUcTeMbl yrnpaBneHus
oyepenblo U cxema pasmeLLaTcs Ha MHPOPMAaLMOHHOM CTEHE.

7. TomelyeHne uUeHTpa oOcnyxuBaHMa noTpedbuTtenen obopyayeTcs MNPOTMBOMOXAPHOW CUCTEMOW,
cpencTBaMu MOXapPOTYLUEHUS, @ Takke LeHTpanvM30BaHHOW CUCTEMON OMOBELLEHUA MoceTuTernen n paboTHUKOB
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LeHTpa obcnyxmnBaHns o noxape v ApPYrnx KPU3NCHbIX CUTYyaLnsIX.

8. B nomelweHun ueHTpa obcnyxuBaHua noTpebutenen obecneymBaeTcs HanuMyune nNUTLEBOW BOAbI,
anTeyku.

9. B ueHTpe obcnyxmnsaHusa notpebutenen obecneumsaetca 6e3onacHocTb notpedburenen n paboTHUKOB.

10. B 3gaHum ueHTpa obecnyxmBaHusa notTpebutenen obecneunBaeTca AOCTYN NoceTUTENen B CaHyanbl.

11. B OTHOLIEHNM MYHKTOB 06CNYyXMBaHWsA NnoTpebutenen ceteBas opraHmsaums obecneunBaeT TpeboBaHus
NyHKTOB 2, 4, 8, 9 HacTosLwero npunoxenunst K EanHeiv ctaHgapTam.

Kpome TOro, B nyHKTe obcnyxuBaHuss obecnedvBaeTcs Hanuune wmebenu Ans  UCMNONb30BaHMWSA
noTpebuTensammn Bo BpeMs OXNAAHUSA: HE MEHee OHOr0 CUAAYEro MecTa Ha OgHoro paboTHWKa, 06CnyXMBatoLero
notpebutensa (ogHOro OkHa oO6GCNyXXMBaHWUS), He BKMNOYas cuasyMe MecTa HenocpedcTBEHHO And npuema
notpebutenen, crona u cTyna Ansa o0QOPMIIEHMS [OOKYMEHTOB BO BpeMsl OXWAaHUS, KaHUEenapCKux
npuHagnexHocTen (pyvkun, bymara ana sanucen).

MpunoxexHne N 3

K EAvHBIM cTaHgapTaM kavecTBa
06CnyXMBaHWSA ceTEBBIMW OpraHM3aunsamMm
noTpebuTenen ycnyr ceTeBblX OpraHvM3auni

3 OCHOBHbIE JENCTBWA
CETEBOW OPIrAHN3ALINN MPU OCYLWECTBJIEHN O4YHOIO OBCNYXNBAHUA
MOTPEBUTENEW B O®VCAX OBCNYXXMBAHWA MOTPEBUTENEN

N OcCHOBHble 4eNCTBUSA CETEBOW OpraHM3aunm npy oCyLeCTBAEHUN OYHOro 0BCNyXUBaHNS
notpebutenen B omcax obcnykmBaHmsa notTpebutenen

1 Mpvem w© perucTpauusi O4HOro obGpalleHust noTpebuTens, perncTpauus KOHTaKTHOW
uHpopMaummn noTpebuTens, NpoBepka KOPPEKTHOCTU OPOPMIIEHUS 3asIBOK HA OKa3aHWe YCryr,
KOMMMEKTHOCTN [OKYMEHTOB U NMOMHOTLI CBEAEHWI B 3asiBKE B COOTBETCTBMU C TpeGoBaHusMU
HOPMaTUBHbIX MPaBOBbLIX aKTOB:

11 npvem xanobbl NoTpebutens B NMCbMEHHOW chopme

1.2 npvem 3asiBKW/3asiBNEeHWs Ha OKasaHue ycnyr B MMCbMeHHON hopMe, B TOM YuChE:

121 3asdBKM Ha TexHonornyeckoe npucoegmHeHue

122 obpalleHns notpebuTens O MpoaneHnn cpoka AeWCTBMSA paHee BblAaHHbIX TEXHUYECKUX
ycrosum

123 3asBMeHNss O BOCCTAHOBIEHWM paHee BblAAHHbIX TEXHWYECKUX YCMOBWW, yTpaTa KOTOPbIX

HacTynuna B CBA3W C NUKBUAAUMEN, peopraHnsaumen, npekpalleHmeM AesTeNbHOCTU MPEXHero
Brnagenbua (3asBuTens), npodaxkei 06GbEKTOB M MO UHLIM NPUYUHAM

1.2.4 yBEOMIIEHMS O 3aKIMOYEHMM CornalleHns o nepepacnpeseneHnmn NpucoeanHEHHON MOLLHOCTH
1.2.5 3asBIEHNs Ha 3aKrYeHre JoroBopa o6 oka3aHuK ycryr no nepeaaye anekTpUYeckon aHeprum
1.2.6 3anpoca O COrflacoBaHMM MecTa YCTaHOBKM npubopa y4yeTta, CxeMbl MOAKMoYeHusa npubopa

yd4eta U WUHbIX KOMMOHEHTOB W3MEPUTESIbHbIX KOMMIIEKCOB W CUCTEM Yy4eTa, a TaKxe
MEeTPOJIOTNMYECKUX XapakKTepuUCcTuk an60pa ydyeTa

1.2.7 3as1BKM 0 HEOOXOOUMOCTM CHATUS NMOKa3aHWUi cyulecTtBsyrowiero np|/|6opa yyeTa
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notpeéuren...
1.2.8 3as1BKM Ha OCYyLLeCTBNEeHWe Aonycka B aKcnnyartauumo npubopa yyeta
1.2.9 3asaBreHns Ha 06opyaoBaHMe TOYKM NOCTaBKN npnbopamu yyeta

1.2.10 | 3asiBKV Ha YCTaHOBKY, 3aMeHy 1 (Unun) akcnnyaTtauuio npubopos yyeTa

1.3 npuem cooblueHnin o 6e300roBopHOM (Oe3y4eTHOM) MOTPEBNEHNN 3MEKTPUYECKON 3HEPIUU, O
XULLEHUN OOBEKTOB 3NEKTPOCETEBOIO X035MCTBA

2 Mpviem nokasaHui NPUGOPOB y4YeTa 3MEKTPUYECKOW SHEpPrum

3 MpepoctaBneHne cnpaBoYHOM WHAOPMaAUUM O AEATENbHOCTM CETEBOW OpraHusauum no
BOMpPOCaM OKa3aHusi YCnyr CeTeBOW opraHusauuu, B TOM 4ucCne npeaocTaBrieHue TUMNOBbIX
¢opM LOKYMEHTOB

4 lMpenocTaBneHve KOHCYMNbTaUMI NO BOMPOCaM OKa3aHWs YCryr CETEBON opraHmM3aunm.

B cnyyae otcytctBua mHdopMaumMm y pabOoOTHUKA, OCYLLECTBMSKOLWEro OYHbIM MpueM, Ans
NpefoCTaBNeHUs KOHCYmNbTaumMn paboTHUK perncTpypyeT NUCbMEHHOE oOpalleHue, OTBET Ha
KoTopoe npegocTtaBnsaeTcs B TedeHne 30 aHen

5 MpenocTaeneHve MHOpPMaLMKU O cTaTyce UCMOMHEHUS 3asBKM Ha okasaHue ycnyr (npolecca),
[IOroBOpa OKa3aHWsl ycIyr, paccMoTpeHusi obpalleHns, cogepkallero xanoby

6 Bblgaya 4OKYMEHTOB NoTpebutensim, B TOM YMcrie JOTOBOPOB HA OKasaHue YCHyr, KBUTAHLWNA,
CcYeTOB-(haKTyp Ha onnaTty ycrnyr, JOKYMEHTOB MO pe3yrbTaTaM OKasaHWusi YCNnyr (akToB), akTOB
Desy4yeTHOro (6e300roBopHOro) NoTpebneHns aneKTpPUIECcKon aHeprnm

7 lMpenocTtaBneHne uWHMOpMauuM O MpUYMHAX M CpoKax MNaHOBbIX MEPEPbLIBOB MNepeaaym
SMNeKTPUYECKON 3Heprun, npuynHax HecobnogeHusa TpeboBaHM K NapameTpaM ee KkavyecTsa, O
AaTte u BpeMeHW BOCCTAHOBIEHUSI Nepeaaydn 3NeKkTpU4ecKon aHeprm, a Takke o6 obecneyeHmm
COOTBETCTBMS KAa4eCcTBa ANEKTPUYECKON SHEPrMM TpeboBaHUAM 3aKoHO4ATENbLCTBA.

Mpu oTcyTCTBMU MHGOPMaLMM y paboTHMKA Ha MOMEHT mnocelleHns paboTHUK NpegocTaenseT
OoTBET NOTpebuTento He No3gHee 4 4acoB C MOMEHTa pervcTpauuyM obpalleHusi ¢ 3anpocom.
Ecnu obpalueHne cogepXut xanoby u U3noxeHHble dakTbl TPeOYOT aHann3a martepuanos, TO
paboTHUK npegnaraeT noTpebutentio HanpaBUTb B CETEBYID OpraHusauuio MNMCbMeHHoe
obpalleHne B opme IMEKTPOHHOro AOKYMEeHTa unvM 0opMuTb ObpalleHMe Ha TUMNOBOM
©OnaHke nNpu noceleHun, OTBET NpeaocTaensieTca B TedeHne 30 gHen

8 lMpuem nnaTtexen 3a okazaHue ycnyr (B LeHTpax obcnyxuBaHus notpebutenen)
9 Bbligaya nHaMBMAyanbHOro norMHa v napons Ans AocTyna B MUYHbIN kabuHeT noTpebuTens
10 MNpoBeadeHve LUeneBbiXx OMPOCOB, aHKETUPOBaHWA noTpebutenen AONS OUEeHKM KavecTsa

OKa3blBaeMbIX yCrnyr 1 06CJ'Iy)KVIBaHI/IFI

Mpunoxexne N 4

K EQuHbIM cTaHgapTam kayecTtea
obcnyxmMBaHWsi CETEBBIMIU OpraHM3aunsmMm
notpebuTenen ycnyr ceTeBbiX OpraHu3auum

OCHOBHBIE AENCTBUA
CETEBOM OPTAHM3AUKMN MNMPU OCYLLECTBIEHNN 3AOYHOIO OBCITY>KMBAHUA
NMOTPEBUTENEN C NCMNONb3OBAHMEM TEJIE®@OHHOW CBA3N
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notpeéuren...
N OcCHOBHbIe ENCTBUSA CETEBOW OpraHM3aunm Npy ocyLLeCcTBNEHUN 3a04HOTO 06CNYXMBaHWS
noTpebuTenen nocpeacTBoM TenedoHHOM CBA3N
1 Mpuem, peructpaumns, obpaboTka BXOAALUMX BbLI3OBOB MOTpebuTenen C 3anpocoM CnpaBOYHOW

WHpopmaummn, No Bonpocam npefocTaBneHus oTeeTa noTpebutento v 3anucu notpedbutenen Ha
npuem B opnc 0BCny>xMBaHns No BONpocam:

1.1 OCYLLIECTBMNEHUA TEXHONOMMYECKOro NpnucoeamHeHuns

1.2 | okasaHus yCrnyr no nepegaye aneKTPUYECKO aHeprum

1.3 | opraHMsaumu y4yeTa afEeKTPUYECKON IHEPTUM

1.4 | obcnyxuBaHus noTpebutenen

1.5 | nony4yeHus KOHTaKTHOW MHGOPMaLUMM CETEBOW OpraHnsauumn n opraHusaumi, pabotawowmx B cdepe
SHEPreTuKN Ha TEPPUTOPUN AeATENbHOCTN CETEBOW OpraHn3aumm

2 Mpuem, pernctpauns, obpaboTka BXoAALMX BbIZOBOB NOTpedbuTenern no Bonpocam KOHCYnbTauun 1
npegocTaBneHus oTBeTa noTpeburentio

3 Mpuem nokasaHun npubOPOB y4eTa ISMNEKTPUYECKOM IJHEPrMM B CriyyasiX, NpegyCMOTPEeHHbIX
OCHOBHbIMWN  MOMNOXEHNAMU  (DYHKLMOHUPOBAHUS PO3HUYHBIX PbLIHKOB 3MEKTPUYECKON 3HEepruu,
yTBepPXXAeHHbIMM nocTaHoBneHnem [Npasutensctea Poccunckon ®egepaumm ot 4 masa 2012 r. N 442

4 Mpuem, pernctpaumsi, obpaboTka BXOOAWMX BbI3OBOB NOTpebuTenenm ¢ coobllieHnem o
©e300roBopHOM U Ge3y4eTHOM MOTPEONEeHNN INEKTPUYECKOW 3SHEpPrnM, a Takke O XULLEeHUU
00BHEKTOB 3MEKTPOCETEBOIO X03ANCTBA CETEBON OpraHM3auum

4.1 Mpuem, peructpaums, obpaboTka BxoAsAWMX BbI30BOB noTpebutenen ¢ coobuieHnem o
HECOOTBETCTBMM KadecTBa OMEeKTPUYECKOM 3JHEeprmM TexXHUYEeCKUM pernameHtam u  UHbIM
obsasaTencHbiM TpeboBaHuAM. [lepegaya ykasaHHbIX COOOLLEHWA oOnepaTUBHOMY MepcoHany
ceTeBONn opraHunsauum (Npyn Heob6xoanMocTH)

4.2 Mpuem, peructpaums, obpaboTka BxoOAWMX BbI30OBOB MOTpebutenen ¢ coobweHnem o
npekpaLleHnn nepegadn anekTpnyeckon aHeprum. Nepegada ykazaHHbIX COOOLLEHU OnepaTUBHOMY
nepcoHany ceTeBol opraHusauum (npy HeobxoanMocTH)

5 Mpuem, perncrtpauus, obpaboTka BXOAALWMX BbI3OBOB Notpedbutenen ¢ 3anpocom MHpopMaumm o
NnaHMpyembliX CpOKax BOCCTAHOBMEHWUS Mepedayn drekTpuYecKkonm 3JHepri, Mo  Bornpocam
obecneyeHns COOTBETCTBUA Ka4yecTBa ANEKTPUHECKON SHEPrMN TEXHUYECKMM pernaMmeHTam v UHbIM
o6sa3aTensHbIM TpeboBaHNSM

6 OcyLuecTBnNeHNe UCXOASALLMNX BbI30OBOB Afsi yBeAOMIEHNs NoTpebutene o6 aBapunHbIX CUTYaLUaX
B 9NEKTPUYECKMX CETSX, PEMOHTHbIX W nNpodunakTudecknx pabotax B MOPsiAKE M CPOKM,
yCTaHOBIEHHbIE JOrOBOPOM Ha YCIyru no nepefave anekTpU4eckon sHeprum

7 OcyuecTBreHne UCXoasWMX BbI3OBOB ANsl yBEOOMIIEHUSI NoTpebutener npu OocyLLecTBIeHUN
TEXHOOrMYEeCKoro NpucoeanHeHusl, okasaHusl ycnyr no nepegadve 3NeKkTpUYeckor SHeprum u npu
OCYLLIECTBEHNMN KOMMEPYECKOIO y4eTa SMeKTPUYECKOW SHeprum

8 OcyLecTBneHEe NCXOOALINX BbI3OBOB AN1si OTBETa NoTpedutensmM Ha obpalleHusi, Ha KoTopble He
©OblN10 BO3MOXXHOCTU NpeocTaBUTL OTBET HEMOCPEACTBEHHO MPU NOCTYNNEHNM obpalleHns

9 Mpuem, peructpauunsa, obpaboTka BXOAALIMX BbLI3OBOB MNOTpebOMTEnNEen, copepXawmx xanoby, u
npegocTaBneHne oTBeTa NoTpedburento

10 MHdopmaumoHHoe B3anMMogencTBne C onepaTMBHbLIM MEepPCOHanoM CEeTEBOW opraHusauum npu
nocTynneHnn obpalleHnn no BOMNPOCaM HECOOTBETCTBUSA KayecTBa IJNEKTPUYECKON 3SHEeprum
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TEXHUYECKUM PEernaMeHTam U WHbIM o0bs3aTenbHbIM TpeboBaHUsIM, MepepbLIBOB, MNpPeKpaLleHus
nepegavn 3NeKTPUYECKOW 3JHeprum UHGOPMaUMM  aBapuHbIX W MMAHOBbLIX  OTKIMIOYEHUAX
3MNeKTPO3HEPrnn

11 lMpoBeneHne LeneBbIX OMNPOCOB, aHKETUPOBaHMA MOTpebutenem And OLUEHKM KavecTBa
oKasblBaeMbIX YCnyr n obcnyxmnsaHus

Mpunoxexne N 5

kK EouHbIM cTaHgapTam Kkadectsa
obcnyxuBaHusi ceTeBbIMI OpraHu3auusiMm
notpebutenen ycnyr ceTeBbIX OpraHu3aLuii

3 OCHOBHbIE JENCTBWA
CETEBOW OPIrAHU3ALUNN MNMPUN OCYLLECTBINEHNN S3AOYHOIO OBCNY>XXNBAHWA
MOTPEBUTENEW C NCMONb3OBAHVEM CETV MHTEPHET

N OcCHOBHbIE AeNCTBNS CETEBOW OpraHM3auuv npm NHTepakTuBHbIN Cpok ncnomnHeHus
OCYLLIECTBIEHMNM 3a04HOro 06CcnyXmBaHus cepBuc
notpebutenen B cetn MHTepHeT

1 Mpuem obpalleHnn notTpebutenen ¢ 3anpocomM B teyenune 15 gHen
CnpaBoOYHON MHOPMaLKN Yepes3 UHTEPaKTUBHbIE CO AHA
3NEKTPOHHbIE hOPMbI, MpegocTaBneHne oTeeTa oTnpaBneHus
notpebuTento u 3anncek noTpebutenen Ha npuem B obpalleHus

ochuc o6enyxmMBaHUs Mo BOMpOcaM:

1.1 OCYLLECTBIEHNA TEXHOMNOIMYECKOro npucoegmHeHnsa
UHTepHeT-npuemHas,
1.2 oKasaHus ycnyr no nepefaye areKkTpn4eckon NWYHbIN KabnHeT
3Hepruun notpeburens
13 opraHmsauum yyeTa aneKTpu4ecKon aHeprum
14 obcnyxnBaHua noTpebutenen
15 KOHTaKTHOM MHbopmaL MM ceTEBOW OpraHu3aumm m

opraHusauui, paboTalLmx B cpepe aHepreTuku

2 Mpnem obpaleHnn noTpebuTenen no Bonpocam UHTepHeT-npuemMHas, | B TeuyeHne 15 gHen
KOHCYNbTaLMmn Yepes3 MHTEPaKTUBHLIE 3NIEKTPOHHbIE | NIUYHBIN KaOUHET CO OHSA
dhopMbl 1 NpegocTaBneHne oTeeTa NoTpedbuTento notpeburtens oTnpasneHus
obpalleHus
3 Mpuem xanob notpebutenen Yepes UHTepakTuBHble | MIHTepHeT-npuemHas, | B TeuyeHune 30 gHen
3NEeKTPOHHbIe POPMbI U NpeaocTaBneHme oTBeTa NNYHBIN KAaOUHET CO OHSA
notpeburento notpeburtens oTnpasneHus
obpallenus
4 Mprem 3asBkn/3asBNEHNS HA OKasaHue ycnyr Yepes B TeueHue 1 gHa
WHTEPaKTUBHbIE 3NTIEKTPOHHLIE (DOPMbI, B TOM YMCIE: JM4HbIN KaBUHET CO OHA
notpeburens oTnpaBneHns
4.1 3as1BKM Ha TEXHOMNOrM4Yyeckoe nNpucoeanHeHme K
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ANEKTPUYECKNM CETAM obpalleHus B
. cny4vae

4.2 3asBKM O HEODXOAMMOCTU CHATUSA NOKa3aHWi KOMMNEKTHOCTU

cywiecTByloLero npnbopa yyeta [IOKyMEHTOB 1
MOMHOTbI CBEAEHWI

4.3 3as1BKM Ha OCyLlecTBreHne gonycka B B

akcnnyaTaumio npnbopa yveta
yarau pubopa y 3asBKe/3aABMEHNN

4.4 3asBreHnst Ha 0bopygoBaHUE TOYKU MOCTaBKU
npmbopamu yyeta

4.5 3asBKM Ha YCTaHOBKY, 3aMeHy 1 (Mnn) aKcnnyaTauuio
npnbopoe. yyeTa

5 Mprem yepes NHTepaKkTUBHbIE 3NEKTPOHHbIE hopMbl | IHTepHeT-npuemHas, | B TedeHue 1 gHA
coobLeHun o 6e300roBOpHOM (6e3y4eTHOM) NWYHbINA KabuHeT CO OHSA
noTpebneHnn aneKTpU4ECKon IHEPTNN, XMULLEHWN notpeburtens oTnpasneHus
0O BEKTOB 3MEKTPOCETEBOrO XO35AMCTBA obpalleHns

6 Mprem nokasaHuii NPUBOPOB y4yeTa anekTpu4eckon | JInYHbIN KabuUHeT B TeyeHune 1 gHs
3Heprum notpeburtens CO OHA

oTnpaBneHus
obpalleHus

7 MpenocraBneHne uHopmaumm o cratyce JInyHbIN KabnHeT B TeueHue 1 gHa
NCMOIHEHNA 3asiBKM Ha OKasaHue ycnyr (npouecca), | notpebutens CO OHA
JoroBopa okasaHus ycnyr oTnpasneHus

obpalyeHns

8 MpenoctraBneHne uHopmaumm o cratyce WHTepHeT-npmuemHasd, | B TeuyeHne 1 gHsa
paccMOTpeHUst obpalLeHnsi, cogepkallero xanoby | NUYHbIN KabuHeT CO OHSA

notpeburens oTnpaBsneHus
obpalleHus

9 MpepocTaBneHne aNeKTPOHHbIX KOMWUI JOKYMEHTOB | JIdHbIN kabuHeT B teyeHune 15 gHen
noTpebuTtenam no pesynbrataM okasaHusi ycnyr notpeburens CO AHSA
(akToB), akTOB 6E3y4eTHOro (6€340roBOPHOro) oTnpaBsneHus
noTpebneHns aNeKkTpPU4EeCcKon SHeprum obpalleHus

10 Bblgava vHavMBMAayansHOro nornHa v naponsa ang WHTepHeT-npuemHas | B TeueHune 1 gHa
JoCTyna B NMNYHbIN KaBMHET noTpebuTens CO [HSA 3arnofiHeHus

pernctpaumoHHoOn
¢opmbl

11 YpaneHHbIi 4OCTYN K NOKa3aHusM npubopa yyeta JInyHbIN KabuHeT Mpu 3anpoce
Mo TOYKaM y4eTa SNEKTPO3HEeprun notpedurens, notpedurtens
cTaTucTuKe noTpebnenns (Mpu HamM4YnM CUCTEMBbI
yyeTa ¢ yaaneHHbIM cOOpOM OaHHbIX)

12 MpegocTtaBneHne cyeTa Ha onnaTty ycnyr (no JINYHBIV KabUHET B TeyeHue 15 gHen
TEXHONOrM4YeCKoOMy NPUCOeaUHEHNIO NS N, ¢ notpeburtens CO AHSA
3HEPronpUHNUMAaIOLLIMMKN YCTPONCTBaAMMU OTnpaBfeHus
MakcuMarnbHOM MoLHocTbo Ao 670 kBT obpalleHus
BKIMOYUTENBHO C Y4€TOM paHee NPUCOEANHEHHbIX B
OaHHOW TOoYKe NpucoeguHeHns
3HEepPronpUHMUMaroLLNX YCTPONCTB)

13 lMpoBeneHune LieneBblX ONPOCOB, aHKETUPOBaHUSA WHTepHeT-npuemHas, | Ha noctosiHHoOM

KOHCYHbTaHTnnI-OC www.consultant.ru Crpanuvua 17 u3 22

HafiéXXHasa npaBoBasA noaoAepXXKa



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

Mpuka3 MuHaHepro Poccun ot 15.04.2014 N 186

"O EAvHbIX CTaHdapTax kayecTBa 06CNy>XMBaHWS CETEBbIMW OpraHM3aumsmMm

notpeéuren...

[JokymeHT npepoctasneH KoHcynbTaHTI0C
[aTta coxpaHerus: 30.11.2014

notpebuTenen Ans oueHKM KadecTBa OKa3blBaeMbIX
yCryr 1 o6CcnyxmBaHus

JNINYHBIN KabuHeT
notpeburens

OoCcHOBe

14.1 MpepoctaBneHne nHopmMaunm o NpUINHaXx u
CpoKax nnaHoBbIX (BHENMAHOBbIX) OrPaAHUYEHNAX
pexuma notpedbneHns anekTpu4ecKon aHeprum
(MowHoCTK) noTpebuTenen, a Takke o gaTe u
BPEMEHW BOCCTAHOBINEHMWS 3NEKTPOCHAbXEHNS

JINYHbIN KabuHeT
notpeburens

B teyeHne 1 gHsa

14.2 MpenoctaBneHme nHopmaumm o npudnHax
HecobntoaeHus TpeboBaHUM K napameTpam
KayecTBa 3NeKTPUYECKON SHEPTnn, O MEPONPUATUSIX
n paboTtax, HeobxoaumbIx ons obecnedeHns
COOTBETCTBMS KA4eCTBa INIEKTPUYECKON SHEPTUU
TpeboBaHMAM 3akoHOAATENbLCTBA

B TeueHune 15 gHen
CO OHA
oTnpaBseHust
obpalenus. Ecnu
N3NOXXeHHbIe
dakTbl TpebytoT
aHanusa
mMaTepuanos, TO
CpOK
npeaocTaBneHus
oTBeTa MoXeT
ObITb NpPOASEH OO0
30 gHen

Mpunoxexune N 6

kK EOVHBIM cTaHgapTam kavecTBa
obcnyxuBaHusi ceTeBbIMI OpraHu3aLusiMm
notpebutenen ycnyr ceTeBbiX OpraHu3aLuii

CTPYKTYPA

PA3LOEJA "MOTPEBUTENTIAM" O®ULINAIIBHOIO CANTA
CETEBOW OPIrAHN3ALINNA

HanmeHoBaHue CogaepxaHne OnwncaHune
nogpasgena
Tepputopus O6wasa nHdopmaums lMepeyeHb 30H OEATENbHOCTM CETEBOW OpraHusauuun C
obcnyxmBaHust Jetanusaumen No HacerneHHbIM MyHKTam W paroHam

ceTeBOW opraHusauuu

ropoaoB, onpeaenseMbiXx B COOTBETCTBUN C rpaHULamMu
BanaHcoBo NPUHAANEXHOCTH AMeKTPoCceTeBoro
X03AiCTBa, HaxoasaLlerocs B COBCTBEHHOCTM dununana
WM  npuHagnexaiwiero eMy Ha WHOM  3aKOHHOM
OCHOBaHUK

TexHunyeckoe cocTosiHUe

ceTen

CBefieHUs1 0 TEXHUYEeCKOM COCTOSHUM CeTel, B TOM
yucne:

1) cBogHble AaHHble 00 aBapUMHbLIX OTKIIOYEHUAX B
Mecal ~No  rpaHMuaMm  TeppuTopuanbHbIX — 30H
OEeATeNbHOCTU OpraHM3auuKn, BbI3BaHHbIX aBapUsSIMU
unm BHeMNMaHoBbIMU OTKIOYEHUAMU obbekToB
3MEKTPOCETEBOrO  XO35ANCTBA, C YKa3aHWem Aarthbl
aBapUMHOIO OTKITHOYEHNST OOBEKTOB 3NEKTPOCETEBOMO
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X0349MCTBa WM BKMNOYEHUSA MX B paboTy, NpuyMH aBapun
(no utoram paccnegoBaHnsi B yCTAHOBIIEHHOM NOPSAKE)
N MEPONPUSTUI NO NX YCTPAHEHUIO;

2) 06beM HeJOMOCTaBNEHHON B pe3ynbTaTe aBapunHbIX
OTKIIOYEHUIN ANEKTPUHECKON IHEPTUY;

3) BBOO B PpPEMOHT W BbIBO4 W3 peMOHTa
9MNeKTpOoCeTEBbIX OOBEKTOB C  yKa3aHWeM CpOKOB
(cBOAHast MHpopmauus)

Mepepava
ANEKTPUYECKON
aHeprnm

O6was nHdpopmaums o
nepenave
3NEKTPUYECKON SHEPIK

MHdpopmaums o nepepave aneKkTpuHECKOM 3JHeprum,
CXemMa B3aMMOLEWCTBMS YYaCTHUKOB MO nepepadve
3MNeKTPO3HEpPInn

HopmatueHble
OOKYMEHTHI

I'Iepequb akKTyalibHbIX HOPMaTUBHbIX JOKYMEHTOB

Macnopta ycnyr
(npoueccon)

MepeyeHb nacnopToB BCEX YCnyr
OKa3blBaeMbIX (ocywecTBnsieMbIX)
opraHusaumen noTpebuTensm npu

SﬂeKTpM‘-IeCKOIZ SHEPIrnn

(npoueccos),
ceTeBou
nepegave

TunoBble opmbl
OOKYMEHTOB

q)OprI TUNOBbLIX OOroBOpoB Ha OKa3aHwe ycnyr no
nepegade SJ'IeKTpVI‘-IeCKOl7I QHEprmn

Tapudbl Ha ycniyru no
nepegave
3MeKTPUYECKON 3HEpPrun

Tapudbl Ha ycnyrm no nepegade  dneKkTPUYECKON
SHEpPrMM Ha TeKyWMn Nepuos perynupoBaHusa C
yKasaHvem MCTOYHMKa oduuManbHOro onybnukoBaHus
pelleHnss opraHa MCNOMHUTENbHOW BriactM B obnacTtu
rocyaapCTBEHHOro perynupoBaHust TapudoB cybbekTa
Poccuinckon degepaumm

BanaHc anekTpuyeckom
3HEPTUN U MOLLIHOCTM

1. OTnyck 3anekTpuyeckonm 3Heprun B CeTb U OTMYCK
3MNEKTPUYECKON 3HEPTUN U3 CETU CETEBOWN KOMMaHMKU No
YPOBHSAM HanpshKeHun, NCcnonb3yembiM ans
LeHoobpa3oBaHusa, MOTpPebuTenaM  3NeKTpUYEeCcKon
3HEprum n TeppuTopManbHbIM CETEBLIM OpraHu3auusim,
NPUCOEUHEHHBIM K CETSAM CETEBOW OpraHm3auum.

2. O6bemM nepegaHHON 3MNEKTPOIHEPTUU NO SOroBopam
00 okazaHuM ycnyr no nepedadve INEKTPUYECKOm
3Heprum noTpebutensam CceTeBOW OpraHu3auun B
paspe3e YpPOBHEN HaMpsKeHWA, MCNONb3yeMbIX AN
LeHoobpa3oBaHus.

3. MNoTepn 3NEKTPUYECKON IHEpPrum B CETAX CeTeBOW
opraHmsaumm B  abCOMTHOM W OTHOCUTESIBHOM
Bblpa)XEHUN MO YPOBHAM HarnpshKeHUsl, UCMONb3yeMbIM
Ansi uenewn LieHoobpas3oBaHus

3aTtpartbl Ha onnaTy
norepb

1. 3aTpaTbl ceTeBOM opraHM3aLunmn Ha NOKyrnKy NoTepb B
COOCTBEHHbIX CETSIX.

2. YpoBeHb HOPMATUBHbLIX MNOTEPb 3NEKTPUYECKOMN
3HEPrMM Ha TEeKylWWA Nepuod C yKasaHMeM WCTOYHMKA
onybnunkoBaHusi pelleHus 06 YCTAHOBMNEHUM YPOBHS
HOPMaTUBHbIX NOTEPb.

3. lNepevyeHb MeponpuUATUN MO CHMXKEHUIO pa3MepoB
noTtepb B CETAX, @ TAKKe O CpPOKax WX WCMONHEHUS U
WCTOYHMKaX (PUHAHCUPOBAHUS.
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4. 3akynka ceTeBOW OpraHusaumen 3neKTPU4ecKomn
3Heprunm pans KomneHcauum noTepb B CETSX U ee
CTOMMOCTW.
5. Pasmep daktnyecknx nortepb, onnadYnBaemblx
nokynatensaMuM npuv OCYLLEeCTBMEHUM pacyeToB 3a
3NEKTPUYECKYIO SHEPTUIO MO YPOBHSAM HaMNpshKeHUs
TexHonornyeckoe O6wasn nHpopmaums o | MIHpopmaums 0 npouenype  TEXHOMOrMYEecKoro
npucoeanHeHne TEXHOJTOrMYECKOM npucoeauHeHnsi. Cxema B3anMMOOENCTBUS Y4aCTHMKOB
npucoeanHeHnn npowecca
HopmaTtueHble [MepeyeHb akTyanbHbIX HOPMAaTMBHbLIX OOKYMEHTOB MO
OOKYMEHTbI TEXHOMOrM4Yeckomy NpUcoeguHEeHNo
Macnopta ycnyr MepeyeHb ycnyr (npoueccos), OKa3sblBaeMbIX
(mpoueccoB) npoLeccoB | (OCyLeCTBASIEMbIX) ceTeBom opraHusauuen

I'IOTpe6I/ITeJ'IF|M npu TeXHOJNIOrM4eCKoOM npncoeanHeHnn

Mopsgok BeINONHEHUS
MeponpusTUi,
CBSA3aHHbIX C
NpMCcoeauHEHNEM K
ceTsam

MopsnoK BbINOMHEHUS TEXHOMOMMYECKUX, TEXHUYECKMX
1 Opyrmx MeponpusTUi, CBA3aHHbIX C TEXHOMOMMYECKNM
NPUCOEAMHEHUEM K SMNEKTPUYECKUM CeTAM, BKIo4Yas
nepeveHb MeponpusTUIA, HeobxoanMbIX ans
OCYLLECTBMEHUSI TEXHOMOrMYECKOro MNpUCOedUHEHUs K
AMEKTPUYECKNM CEeTAM, M MOpSA0K BbINOMHEHUS 3TUX
MepPONpUSATAA C YKa3aHWeM CCbITOK Ha HOpPMAaTuBHbIE
npaBoBble aKTbl

TunoBble opmbl

Tunosble ¢>0pr| OOKYMEHTOB Ha TexHosorn4yeckoe

OOKYMEHTOB npucoeguHeHMe Mo KaXaown rpynne 3assuTtenem

Tapudbl Ha Tapudbl Ha TexHonorndeckoe npucoegmMHeHne Ha
TexHonormyeckoe TEeKyLWMA nepuog  PerynupoBaHus C  yKasaHWeM
npucoeguHeHne WCTOYHMKA oOdpMLmanbHOro onyGrmMKoBaHMS peLleHus

opraHa  MCMoOnHWTENbHOW  BnactTm B obnactu
rocygapCTBEHHOro perynvpoBaHusa TapudoB cybbekTa
Poccuiickon ®egepauun

CsefgeHus 0 Hanu4mum
MOLLHOCTU, cBOOOAHOMN
angda TexHonorn4eckoro
npucoeauHeHus

CeegeHnsas o Hanuumm obbema cBobGogHow Ans
TEXHOMOIMYECKOro  MpucoeauHeHus  noTpebutenen
MOLLIHOCT Ha 0bGbeKTax 3MeKTPOCETEBOro X03sIMCTBA C
yKkasaHmem TeKkywero obbema MOLLHOCTM Ha Takux
o6bekTax (0TAenbHO NO Kaxxaomy 06bekTy)

CBeaeHust 0 nogaHHbIX
3asBKax Ha

1. CBeOeHWs O KOMMYEecTBe 3asBOK U obbeme
MOLLIHOCTU, HEOBXOONMOM AMs UX YO0BMNETBOPEHUS.

TexXHornormn4yeckoe 2. CBe,quvm O KonnyecTBe aHHYINMMPOBAHHbIX 3aABOK Ha
npucoegnHeHue, TexXHosnorn4yeckoe npucoeanHeHue.
3aKIMH4YeHHbIX 3. CBe,EI,eHI/Iﬂ O BbINOJIHEHHbLIX NpucoeanHeHUAax wu

gorosopax un
BbIMOJIHEHHbIX
npucoegunHeHnax

obbeme NPUCoeanHEHHOW MOLLIHOCTH.

4. CaefeHNas O 3aKMo4yeHHbIX jJorosopax 06
OCYLLECTBMIEHUN TEXHOSOrMYECKOro MNpuUcoeauHEHNa K
3MNEeKTPUYeckUM CceTAM C  ykasaHueM obbema
NPUCOEAMHAEMON MOLLIHOCTM, CPOKOB W nnaTbl MO
KaKIOMY [0roBopy.

Kommepueckuin yuet
ANEKTPUYECKON

O6wasn nHdopmaums

O6waa wuHdopmMauua o ropsake OCyLWEeCTBNEeHUs
KOMMEepPYECKOro yyeTa
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aHeprum HopmaTnBHble MepeyeHb akTyanbHbIX HOPMAaTUBHbLIX OOKYMEHTOB MO
OOKYMEHTHI OCYLLECTBMNEHUIO y4eTa ANEKTPUYECKON SHEPIUM

MacnopTa npoueccos lMepeyeHb Bcex ycnyr (NpoLeccoB), OKa3biBaeMbIX
(ocywlecTBnNgembix)  CeTeBOW  opraHu3auuen no
KOMMEpPYECKOMY yyeTy

TunoBble hopmbl TunoBble hOpPMbl JOKYMEHTOB
OOKYMEHTOB

TpeboBanus k TpeboBaHus Kk MecTam YyCTaHOBKM NpMOOpOB y4eTa,
opraHmsaumm yyeta cxeme NOAKIIOYEHNS " MEeTPONOrM4ecknm
xapaktepuctnkam npubopoB yyeta 6e3 ykasaHus Ha
TOBapHbIE 3Hakw, 3Haku oBcnyxuBaHWs, (UPMEHHbIE
HaVMeHOBaHws, naTeHTHhl, nonesHole  Mopgenwu,
NPOMbILLNEHHble  0bpasubl, HauMeHoBaHWs  MecT
NPOUCXOXAEHNS NpuBOpPOB yyeTa UNM HauMeHOBaHMWSA
npounssoanTenen npnbopos yyeTa

O6cnyxumBaHne Odmcel obenyxkmBanmsa | 1. MNoutoBble agpeca u rpacduk paboThbl

notpebutenen notpebutenen odhmcos obcnyxusaHusa notpedbutenen.

2. TenedoHHble HOMepa 3a04HOro 0GCNyXMBaAHUS MO
Bonpocam TEXHONOrNYEeCKOro npucoeanHeHuns,
nepefavn SrnekTpUYECKONn SHEpPrum n OCYLLECTBIEHUS
KOMMEpPYECKOro yyeTa.

3. OneKTpOoHHbIA agpec CeTeBOW opraHuM3auun ans
HanpasneHuns obpaLleHuii noTpebutenen no
3MNeKTPOHHOW hopMme.

4.  ®damunuu,  MHAUManNbl  OOIDKHOCTHBLIX N,
OTBETCTBEHHbIX 3a 0OcnyxuBaHve notpebutenen
ceTeBOW opraHusayuu.

5. ®dopma 3anucu Ha O4YHBIA nNpuem B OoduUc
o6cnyxmBaHus

3aoyHoe obcnyxusaHune | TeneoHHble HOMepa 3a04HOro O0b6CnyXMBaHWA MO
nocpeacTsom Bonpocam 3NEeKTPOCHabXeHus, OCYLLIECTBMNEHMS
TenedOoHHO CBSI3U TEXHONOrM4Yeckoro npucoeanHeHus, nepegauu
(EANHBIN LEeHTp 3ANEKTPUYECKON 3Hepruu " OCYLLIeCTBNEHMS
06paboTKN BbIZOBOB) KOMMepPYeCKOoro yyeTa.

lMepeyeHb BOMPOCOB, MO KOTOPbIM NOTPEOUTENL MOXET
Nnony4nTb CNPaBOYHYH MHGOPMALMIO U KOHCYNbTaLMio
npv obpaLleHnm No ykasaHHbIM TeNegOHHBIM HOMepaMm

WHTepakTMBHas B pybpuke pasMeLlalTcs WHTEPaKTUBHbIE
obpaTtHas cBA3b 3MNeKTPOHHbIE hOpPMbI C 06A3aTENBHOW ANs 3aMnOfHEHNS
(MHTEepHeT-npuemHas) KOHTaKTHOM uHdOopMauMern u  NpeanodTUTENbHbIM
cnocobom nonyyeHus oTeBeTa. [lpn HanpaeneHum
obecneynBaeTca BO3MOXHOCTb MPUKpennATb hannbl ¢
mMaTtepuanamu no obpaileHmio.

OneKkTpoHHble hopMbI NpeaycMaTpyBaloT crnegyloLime
KaTeropum obpaLlleHui:

1) 3anpoc cnpaBo4HOM MHOPMALUU/KOHCYNbTaLWK;

2) obpalleHune, cogepxallee xanooby;

3) coobweHne o ©Oe3goroBopHoM (De3y4eTHOM)
noTpebneHnn aneKkTpUYEeCcKon aHePTnK;

4) onpoc noTpebutenen (aHkeTa noTpedbutens).
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B pybpuke obecneumBaeTcs BO3MOXHOCTb MONYyYEHUS
notpebutenem cBegeHUMN O cCTaTyce pacCMOTPEHUs
ob6palLeHnsi, HanpaBreHHOro B CETEBYIO OpraHM3auuto B
3NEeKTPOHHON hopme

HopmaTtuBHble 1. TlepevyeHb HOpMaTMBHbLIX NPABOBbIX  aKTOB,
OOKYMEHTHI perynupyoLlimx npoueaypy okasaHus (OCyLLEeCTBMNEHMWS)
ceTeBon opraHusauuen ycnyr (npoueccoB)
notpeburenam.

2. WHdopmauma o nopsigke nogadm Mo CpoKax
paccMoTpeHus obpalleHuin notpebutener, nNpu 3ToOM
CPOKM  pacCcMOTpeHMsi  obpalleHus He  OOJIKHbI
npeBbilaTb CPOKW, OnpedeneHHble  AeNCTBYOLWMMM
HOPMaTUBHbIMW MPaBOBLIMW aKTamMu.

3. Mopsigok paboTbl B NIMYHOM KabuHeTe noTpebutens

JINYHbIN KabUHeT JInYHbIN KAOUHET NoTpebuTens

notpeburtens npegocrasnseT a[lpECHYI0 nHdopmaumo
notpebutenam, B TOM 4ucne uHgopmMauuio o xoge
NPOX0oXaAeHus aTanos paccMOTpeHus 3a5BKM
notpebutens uM MCNonHeHus gorosopa (MocTynneHve
3asiBKM, BblJaya TEXHWYECKUX YCIOBWUM, 3aKnoueHue
JOroBopa, WUCMOMHeHWe  Jorosopa, akTuyeckoe
npucoeanHeHne)

Bonpocbl 1 oTBETHI B pybpuke pa3smeLlatoTca 4acTo 3agaBaemMble BOMPOCHI,
BO3HMKaloLLMe y noTpedbuTtenen, n oTBeTbl HA HUX
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