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1. O0mue moJI0KEHUS

1.1. O6n1acTh NpUMEHEHHS
1. Hacrosimumit CTaHmapT sBISeTCS HOPMATHBHBIM TOKYMEHTOM, YCTaHABIIMBAIOIMM 0a30BBIE
TpeGOBAHMA O B3aUMOJEHCTBHIO C [IOTPEOUTENAMH IIPH OKa3aHW| yCIyT B chepe AJIEKTPOCHAOKEHU S,

a TaKJKe MOTOTHATEIBHBIX YCIyT, mpegoctapisieMbix OO0 "AbakansseprocOrit" (qanee O6IIECTBO).

2. CragmapT TmpemHasHayeH JUII [PHUMEHEHHS COTPYOHUKaMH BCEX  CTPYKTYPHBIX
moapasaenenuit O61ecTsa.

1.2. Ilesin m 3aga4u

1. Ilemblo OAHHOrO CTAHapTa SBISETCS YCTAHOBJIEHHE €IMHBIX TpeOOBaHWM K KadecTIBY
0GCILy)KHBAHUS, TOPSAKA B3AUMOLEHCTBHS C IIOTPEOHTENAMH, ONTHMH3ALMS U (QopMamu3anus
TIPOIIelyp B3aUMOIEHCTBIS COTPYAHIKOB OOIIECTBA C TOTPEOUTEIISIMH.

2. Cramgapr oTpaxaer TpeGOBaHWs K  KadecTBYy OOCTyXHBAaHHS  [OTpeOHTENeH,
IpeIyCMOTpPEHHbIEe JeHCTBYIOMUM 3aKOHOAATeNbCTBOM Poccuiickoit denepallii ¥ PEriaMeHTHPYET
TpeOoBaHHUs:

— K IOPSAKY O4HOTO ¥ 3209HOTO OOCITy/KMBaHHSA HOTPEOUTEIICH;
— Kk obecreueH 0 HHGOPMUPOBAHHOCTH OTPEOUTENEH;

— K pearupoBaHHMIO Ha XKaI00b! 1 o6pamenus, 00eCIeUeHH IO «00paTHON CBA3MY;

— K CO3JaHMIO KOMQOPTHBIX YCIOBHH M JOOpOXKENATENBHOrO  OTHOIICHHS K
TOTPEOUTENIO;

— K CO3JaHHMIO y MOTpebHuTeNell JKeNnanus IpoI0KaTh COTPYAHIYECTBO ¢ OOIIECTBOM;

— X (QOPMHpPOBAHHIO U TMOIUIEPKAHUIO IOJOKUTENBHOT0 MMHMka OOIecTBa B Tiaszax
OTpeOUTENeH U COTPYAHUKOB.

1.3. HopmaTuBHBIE CCBLIKH

1. B Cranmapre yuTeHBI TpeOOBaHUS CIEAYIOIIMX HOPMAaTUBHO-MPABOBBIX aKTOB H
HCIIO/IB30BAHBI HOPMATHBHBIE CCHUTKY Ha CIEAYIOIIUE 3aKOHOAATEIbHbIC i HOPMAaTHBHBIC aKTHIL:

— TI'paxpanckuit Kogeke Poccuiickoit @enepanny,
— JKumunaerit koxeke Poceniickoit @enepaiuy;
— 3akon Poccuiickoit ®enepanuu ot 26.03.2003 Ne35-D3 «OO6 31eKTpOIHEPIETHKEY;

— 3akon Poccuiickoit ®emeparmim ot 27.12.2002 Nel84-®3 «O TexHMUYECKOM
PETYJIUPOBAHULY;

— IlpaBuna mpenoCTaBICHUS KOMMYHAIBHBIX YCIYI COOCTBEHHHKaM H IIOJb30BATEIISAM
[TOMEIEHH B MHOTOKBAPTHPHBIX JOMaX U JKHJIBIX JIOMOB, YTBEPXKICHHBIE
[Tocranosnenuem [IpaButensctea PO ot 06.05.2011 1. Ne 354;



— Tlocranosienue IIpaBuTensctBa Poccuifckoit ®emepanuu ot 04.05.2012 Nedd2 «O
(GYHKIIMOHUPOBAHNK DPO3HUUYHBIX PHIHKOB JJIEKTPHYECKOM IHEPTHH, IOIHOM H (wrn)
YACTUYHOM OIPaHUUECHUH PEKUMa ITOTPEOIEHHS JEKTPHICCKON SHEPI U]

— IlpaBuma HeJMCKPEMUHALMOHHOTO JOCTYIA K yCIyram IO Tepefade SIeKTPHYEeCKOH
SHEPTUM W OKasaHusd OJTUX ycuyr; [lpaBuyia TEXHONOTHYECKOTO MPHCOCAUHEHUS
SHEPTONPUHUMAIOIIKX YCTPOMCTB (IHEPTETHYECKUX YCTAHOBOK) OPHAMYECKHX U
du3MgeCKMX JMI K OJEKTPHYECKMM CETsAM, yTBepXKAeHHbIC IlocTaHoBIeHHEM
[IpaBuTenscTsa Poccuiickoit @eneparnuu ot 27.12.2004 Ne861;

— Hnawle HOPMAaTHUBHO-IIPABOBLIC aKThI.

2. CTaHIapT NEpecMaTpPUBACTCS. Pa3 B TPH IOJIA, IPH HEOOXOAUMOCTH BHOCSTCS H3MEHEHUS.

1.4. PaGoune onpeae/ieHHsi TEPMHHOB, TPpHMeHsieMbIX B CTanaapTe

[IpumenuTensHo K HacrosmeMy CTaHmapTy HCIOTB3YIOTCA —CICAYIOIIME TEPMHUHBI U
OTpENeIICHHUS:

T'apaHTHpYIOIMIi MOCTABIIMK DJIEKTPHYECKOM OHEPrUM — KOMMEpHECKas OpraHu3allnd,
00s3aHHAS B COOTBETCTBHHM c @elepabHBIM 3aKOHOM WM  HOOPOBOJNBHO — NPHUHATBIMH
0653aTeIBCTBAME 3aKIIOUHTh JOTOBOp KYIUIH-TIPOJAKH O3JIEKTPUYECKOW OHEPIHM WM JOTOBOD
SHEProcHaOXeHHs ¢ JIOOBIM  OOpaTHBIIMMCS K  HeMy I[OTpeOuTeneM B OTHOIICHUH
SHEPrONPUHUMAIONIUX  YCTPOMCTB,  PACNONIOKEHHBIX B TIPaHMNAX  30HBI  JICATCIBHOCTH
rapaHTUPYIOLIETO IIOCTABIIHKA.

IloTpe6urenr — Gu3MYECKOe HIM FOPUIWYECKOE JIHIO,  3aKIMOYUBIIEE  JIOIOBOP
sHeprocHabkeHus ¢ [apaHTHPYIOMMM HOCTABIUKOM | (HIJIK) JOTOBOP Ha OKa3aHMUE JOMOTHUTENBHBIX
yCIyT.

Kamoba — mHampasieHnoe mnorpebuteneM B aapec OOmecTBa HIX JODKHOCTHOIO JIKIA
OGImecTBa NHCHMEHHOE WM YCTHOE 3asBIECHME O HapyLIEHHW [paB WM OXPaHIEMBIX 3aKOHOM
MHTEPECOB MOTPEOUTENs; IPSTEH3Us O IPENOCTABIECHUM YCIYyTH HEHAJNIeKAIEro KauecTBa U
COOTBETCTBYIOLIEM YMEHBIIEHUH €€ CTOMMOCTH H T.II.

Ounoe o0cay:KABaHHEe — OOCTYXHUBaHHE IOTpPeOHUTENEH MOCPEACTBOM IMYHOTO KOHTAKTa C
corpynuukamu OOIecTBa, OCYIIECTBIAETCS B IMOAPA3IEICHUAX U TEPPUTOPUANIBHBIX OTHEICHUIX
O61mecTaa.

3aouHoe oOCTy:KMBaHHe — OOCTy)XUBaHWE MOTpeOuTened 6€3 JHYHOTO KOHTaKTa ¢
cotpynuykamu OOMLIECTBA, B TOM WHCIE IO Tene(oHy, I0YTE, IEKTPOHHOU IOYTE, MOCPEACTBOM
KOpIIOpaTHBHOTO caiita ObiecTsa, mu4Horo xabunera [lorpebuTers.

JasBiieHHe HA W3MEHEHHE YCIYyr — oOpameHue moTpeOHTeNns ¢ IeNblo HM3MEHEHHd 00bema
HOJTy4aeMBIX YCITYT, IPOBEPKH IIPUOOPOB YUETa U IIpoUee.

O6pamenne — HampaBjieHHOe HoTpeduTeneM B aapec OOmiecTBa WM OJIKHOCTHOTO JIMIA
O6ImecTBa MHCHMEHHOE WM ycTHoe 3asBienue. OOpamenne B agpec OOmecTBa ¢ OQUIHATEHEIM
3aIIPOCOM O MPEIOCTABICHAN HHOOPMAIMK HAIIPABIIAETCS TOJIBKO B IHCEMEHHOM BHIE.

Cnenmanuer — pabortauk OOmecTtsa, B Xofe CBOeH IPOQECCHOHABHON IEeATEIBHOCTH
OCYIECTBIISIFOIIHUI B3aUMOIEHCTBUE C IIOTPEOUTENIEM.

2. IlpyHUMIIBI 1 OCHOBHBIE KPUTEPUH H APpaMeTPhI
B3aHMO/IefiCTBHSA C MOTPeOUTEIAMH

1. OcHOBHEIMM IpHHIHWNAaMH B3auMozekcTBus OOmecTBa ¢ MOTPeOHTENAMU SBISIOTCS
KAYeCTBEHHOEe ¥ HAaJEKHOE OJIIEKTPOCHAaOXKEHHWE M JOCTYIHOCTh OOCIY)XKMBAaHHSA, IOJX KOTOPOH
MMOHUMAEeTCSI:



TeppuTopuaibHas XOCTYIHOCTh - MOTPEOUTENSIM TapaHTHPYETCd KadeCTBEHHOE
06CITyKUBaHKE U ONIEPATUBHOE PACCMOTPEHHE O0pallieHr# HE3aBUCHMO OT yIaJlCHHOCTH
MECTa PACIIOI0KEHHS.

WHdopManHoHHAs TOCTYNHOCTH - IONHAs ¥ JOCTOBepHas MHQoOpmamus o000 BcexX
mponexypax BszamMozedcTBhs ¢ OOmecTBOM HOCAT MyONMYHBIE —XapakTep K
IpefocTaBIseTcss B HOCTYmHOM ¢opme. [lorpeburenn Hammexamum obpasom
MHPOPMUPYIOTCS O CTOMMOCTH YCIYT, TOpsAKe (OPMHUPOBAHHSA M PasMepe LEH A
OIIATH TIOTPEONEHHOM BIEKTPOIHEPTHH, a TakKe, NP HEOOXOJUMOCTH, O MOPAIKE
[EHO00Pa30BaHs HAa PO3HUYHOM PEIHKE 3JIEKTPOIHEPTIUHL.

IIpuHLHN «06PaTHON CBA3M» - OCYIIECTBICHHE H3MEHEHUH B nesTensHocTH OOmecTBa
B OTBET Ha IMOTPEOHOCTH TOTPEOUTEIEH.

Ipusuun  106GpocoBecTHOCTH moTpeduTeneil - mnoTpebuTensiM obecneInBacTes
0GBEKTHBHOE M HENPENB3ATOE PACCMOTPEHHE OOpameHud ¥ Kajuod B yCTaHOBICHHBIE
CPOKH, €CITH B yCTAHOBJIEHHOM 3aKOHOM IIOpSITIKE HE YCTAaHOBJIEHO 0OpaTHOE. Cnenyer
OTMETHTb, YTO IPU PACCMOTPEHHH OOpalleHuil IoTpeOuTeNel-rpaXkiaH yIUTIBACTCH,
YTO y JAHHOW TpYNIBl HOTPeOUTENEH 3a4acTyi0 HET IOPHAMYIECKHMX H TEXHHICCKHX
3HAHW 110 BOITPOCAM 3JIEKTPOCHAOKEHHUS.

3amura INePCOHANBHBIX JAHHBIX - IOTpebuTensam obecrednBacTCs —3alluTa
IIEPCOHANBHBIX HaHHBIX. OOMECTBO HKCIONB3YET IIOTYyYEHHYHO OT notpebureneit
[IEPCOHANBHYIO HH(BOPMALHIO, TAKYIO KaK UM M (hamuimus, anpec, agpec AJEeKTPOHHOH
mouts, Homepa TenedoHa u (daxca, MCKIFOYATENBHO C IENBIO OpraHH3aluy
snexTpocHabkerust. [lomydenHas uHQOpManus HE TOMNCKHT PpasINAlCHAO 32
HCKJTIOUCHHEM CIIydaeB, MPEeLyCMOTPEHHBIX 3aKOHOATeNbcTBOM PO, W Ha OCHOBAHHH
THCHMEHHBIX 3aIPOCOB JOJKHOCTHBIX JIMI] KBATH(DHIMPOBAHHBIX OPTaHOB.

2. Db eKTUBHBIN IPOLECC B3aUMOJEHCTBHS € MOTPEOUTEIIME XapAKTEPU3YETCA CIIEYIOMIUME
mapameTpaMu:

emuHOOOpasWe TpeOOBaHMH K KaueCTBY IIPEJOCTABJICHUS YCIyr, COOIOICHHE
YCTAHOBIIEHHBIX CPOKOB II0 BCEM IIPOILELYPaM B3aNMOICHCTBHS;

WH/IMBHLYAIBHBIN [OIX0/ K MOTPEOUTENAM, HOTPEOUTEIAM-TPaKIaHaM;
MUHHMMHU3aIMA BpeMEHH MOTPeOUTeNs, 3aTpaueHHOr0 Ha [0TyYeH)e YCIyTr'H, B TOM YHCIe
[OCPENCTBOM MWHHMH3AIUK OUYHBIX KOHTAaKTOB MOTpeOuTeNne#f U COTPYIHHKOB

KOMIIaHUY;

OIEPaTHBHOCTh PEardpoOBaHMUs Ha JKAJIOOBl M YCTPAHEHMS BBIIBJICHHBIX HEJOCTATKOB B
paboTe ¢ moTpeOUTEIAIMH;

IOITHOTA, aKTYaAILHOCTE U JIOCTOBEPHOCTh HHPOPMAIIUH;
HHGOPMATUBHOCTH IPEIOCTaBICHNA HHPOPMALIKH;

HHPOPMAIMOHHAs JIOCTYIHOCTh. [lomHas u JocToBepHas wMHGOpMamus o060 Bcex
nporenypax B3aumojeiictBus ¢ OOIIECTBOM HOCHT IIyONMYHBIA —XapakTep Wu
IIPEAOCTABISIETCS B TOCTYITHOU hopme.



3. TlorpebutensM obecmeynBacTCS BO3MOXKHOCTH ONEPATHBHOIO OTBETA HA BOMPOCH C
BO3MOJKHOCTBIO PEIIEHHS BOIPOCca OTPEOUTEN 3a OHO 0OpalllEHHE.

4. KmrouyeBrMU KPUTEPHUAMH OLCHKH KadeCTBa B3aHMOJICHCTBUS C HOTpe6HT€H${MH Ipu
OKasaHWH yCJIyT 3H€pFOCH86)K€HI/IH SABIIAKOTCA:

OfecrieueHre KadecTBa OHEPrOCHAOKESHHA: C LENpI0  OOecleueHHs KadecTBa
anexTpocHabkenus B OOIIeCTBE OpraHM30BaH Mpolecc IpueMa OobOpalneHui
notpebuTenei 1Mo BOIpOcaM IIOCTaBKH OJIEKTPUYECKOH OSHEPTHU HEHAIJIEKAaIlero
KayecTBa WJIM IIPEKpaIleHMs] MOCTaBKH 3JIEKTPUYECKOM JHEPrdH, a TaKXkKe IIpoIlecc
noBeneHns MH(GOpMamud m0 TmoTpeOuTeNed O MpUYMHAX IIOCTABKM HEKa9ECTBEHHOM
3TEKTPHIECKOW SHEPIHH WM MPEKPAINEeHUs ITOCTaBKM DJIEKTPHYeCcKOo sHepruu. llpn
5TOM TapaHTUPYIOIIXH MOCTaBINUK B COOTBETCTBHHU C 3aKOHOMATENBCTBOM Poccuiickoi
Qezepalliii UMEET TpaBo OOpaTHOTO TpeOOBaHHA K JHI@M, B TOM YHCIIC CETEBBIM
OpraHU3alusIM, 3a JeUCTBUS KOTOPBIX OH HECET OTBETCTBEHHOCTh IIEPEN IOTpeOUTEneM
110 JIOTOBOPY 3HEPrOCHAOKEHUS;

KadecTBO KIMEHTCKOrO OOCITy)KHBaHHS OOECIICUMBAETCS 3a CUET 3aKIIOYCHUS WU
HCIIONHEHHUS JOrOBOPOB 3HEProcHabKeHus (IOroBopa KyIUTH — IPOAaKH dIEKTPUIECKOH
5Hepruu (MOIIHOCTH)), @ Takke HHGDOPMHPOBaHMSA HOTpebuTENed IO BOIpOCaM,
CBA3aHHEIM C MPOLECCOM OHEPrOCHAGKEHWsS B COOTBETCTBMH C TpeOOBaHHAMH
JEUCTBYIOIIETO 3aKOHOJATENIbCTBA.

3. OpraHu3anuoOHHO-HOPMAaTHBHOE o0ecreyenne

1. Cuctema obcmyxuBanus notpeburesneit B OOiecTBe OpraHU3yeTcsl TakuM 00pa3oM, 9ToOBI
00ECIeunTh ONTHMANBHEIN YPOBEHh KAuecTBa, YIOBICTBOPSAIONIIMI 3alpocaM IOTPEOHTENEH, H
COOTBETCTBYIOMIU#H TpeGoBaHUIM 3aKoHOaTeNbcTBa Poccniickot Denepallvu U yCIOBUSAM J0TOBODA.

2. O6IIECTBO MPENOCTaBISET MOTPEOUTEISIM BO3ZMOXKHOCTh CBOGOJHOrO BBIOOpA JIFOOOr0 THIIA
KaHaJI0B WH()OPMAIIMOHHOTO B3aHMOJEHCTBHUS (OYHOTO, 320YHOI0, HHTEPAKTHBHOIO) B 3aBUCHMOCTH
OT WHAMBUIYaIbHBIX BO3MOKHOCTEH U IPEIIOYTEHUH TOTpeOUTENs A1 0OpaleHui U KOHCYIbTallii
II0 BOIIPOCAM JHEPrOCHAOKEHUS U IPEJOCTABICHHUS YCIIYT.

3. OGciyXuBaHWEe MMPOU3BOJUTCS B LEHTPAaX OYHOIO OOCITyKMBaHMS NOTpeOuTened B ropoie
Ab6axane 1o cienyromum aapecam: yi. Coserckas, gom 25, ymn.Jlepmontosa, 18, mom.156H-157H,
yi1. YepTriramesa 9 «ay.

4. Jlna cos3maHuMs W ToadepkaHus SGhGEKTHBHOW CHCTEMBI OOCTYKHBaHUSA INOTpeOHTENeH
OO6mecTBO 0OECTIEUNBACT HATTHUHE!

KBATU(HUIMPOBAHHBIX  CIIEIIMAINCTOB, OTBETCTBEHHBIX 32 B3aUMOJECHCTBHE H
OpraHu3anuio 00Ty KUBAHUS IOTPEOUTENEH;

TIOMEIICHUH IS TpreMa IOoTpeOnuTeNeH;

KOMITBIOTEPHOI'O 060py,ZIOBaHI/I5{ U mIporpaMMHOIO obecreueHNs HJIsT  pEeTUCTpanuy,
06paboTku obpaineHuit noTpedurteneit 1 GopMUPOBAHUSI OTUETOB;



—  hOpMAITH30BAHHBIX B COOTBETCTBYIOIIEH DPETIAMCHTHPYIOMIEH TOKyMEHTALUH OuzHec-
porieccoB B3ammoercTBrst OOIIECTBa ¢ TOTPEOUTEIAMH;

—  IHCTaHIMOHHBIX CEPBHCOB OOCITYXWBAHWs M OILIATH HOTPEOIEHHOH OIEKTPHIECKOH
SHEPTUH.

5. C Y49E€TOM HACTOSAMICTO CT&HILapTa pa3pa6aTBIBa}OTC$I CIEAYIOIHEC OpraHu3alliOHHO-
pacrIopAaUuTEIILHBIC JOKYMCHTHI:

—  TIOJIOKEHHE O IeSTeTbHOCTH OCHOBHBIX IozpaspencHuit OOimecTBa, TEPPUTOPHATBHbIX
OTHEJCHUI;

—  JOJKHOCTHBIE HHCTPYKIHH COTPYIHAKOB, OOCITY/KHBAIOIIMX MIOTPEOUTEICH.

6. Jlas opraHM3anMd B3aMMONEHCTBHA C MOTPEOUTEISIMH HCIONB3YIOTCS  CICHYIOMIHE
UH(OPMAIMOHHO-TEXHUYECKHE CHCTEMBL

- TocynmapcrBennas wHGOPMAIMOHHAS CHCTEMa KUIHIIHO-KOMMYHATIBHOIO xossicrea (IIC
KKX);

- ®enepanpHas cucteMa «I'opomy;

- CaiiT abakanenergo.ru;

- [TpuéM mokasaHuil Yepe3 BIEKTPOHHYIO ouTy meter@abakanenergo.ru;

- TInatexusiit arear 000 «HTK ITmocy (caifT 1 MOGHUIBHOE TIPHIIOKEHHE);

- CoepbaHk OHIIANH;

- TonocoBoit TeaedOHHEIH POOOT MO IpHEMY ITOKa3aHHH.

Hanmure #HOOPMAIMOHHO-TEXHHIECKHK CHCTEM HaeT 3QQeKT Ha BCEX CTaluiX paboThl ¢
HOTpeOUTENAME — HaudHas OT CKOPOCTH 00pabOTKH JMaHHEIX, obopMIIEHHSA JOrOBOPOB H HX
WHIUBHIyAIM3alldl, ¥ 3aKaHIMBasg aOCOMFOTHON IPO3PAYHOCTBIO A OTpeOUTENSI IPOU3BEICHHBIX
pAcUeTOB W BBICOKOM CTENEHBIO MOOWIIBHOCTH TIPH peah3aliy TpeOyeMbIX MM H3MEHEHHH.
Pean30BaHHBIE MOIY/IH IOCTOSHHO JOPabaTBIBAIOTCSA B TEKYIIEM PEKMME BCICACTBHES H3MEHECHWH
TpeGoBaHHil PHHKA ¥ 3aKOHOLATENhCTBA. PasBuTHE eIMHOH HH(OPMAIMOHHOW CHCTEMBL 1acT
BO3MOJKHOCTD NIAJBHEHIIEr0 PAa3BUTHS CEPBUCHBIX YCIIYT, OKAa3bIBAEMBIX MOTPEOHTEIAM, HAIPUMED,
gepes cuctemy ACKYD, W CHWXACT HX 3aTpaThl Ha IEPCOHAN, 3aHUMAFOUIMHCA BOIPOCAMH
OpraHu3alliy SHEProcHa0KEHH NoTpeduTene.

4. Opranu3amusi 04HOT0 00CTy;KHBAHUSI

4.1. OpraHu3anus npueMa norpeduTeei

1. TpreM moTpebuTENel IPOM3BOAUTCS B KAXKIOM To1pas/ie/leHuu (OTAeNe, rpymme) ObmecTBa
B OTBEJICHHOE JIJISI 3TOrO BPEMSL.

[ToTpeOUTENIM, HAXOISIIAMCS B COCTOSHUY aJIKOTOJIBHOT0, HAPKOTHIECKOTO HJIH TOKCHISCKOTro
OIbSHEHHUS, IPOSBJISIONIAM arpecCHBHOE MOBEIEHNUE I10 OTHOLICHMIO K CIENUATACTaM O6mmecTBa U
IPYTEM TIOCETHTENSAM, & TakKe YIOTPeOJIAIOMUM OOCLEHHYIO JIGKCHKY H YIpPO3bI, MOXKCT OBITE
OTKa3aHO B OOCIyXUBaHUH.

2. OOImecTBO IpPENOCTABISIET BO3MOXXKHOCTh ~IOTPEOHMTENIO IOMYyYHTh KOHCYJIBTAIUIO
CIIELHANICTA, IPU 3TOM CPOK OTBETa Ha 00paIleHus OT IOTpeOUTeNIs He NOJDKEH IIPEBBIIATh 30 gHewn.

3. B OGImecTBe YCTAHOBIEHEL CIEAYIONINE MapaMeTPhl CPEAHEH MPOMOKUTEIBHOCTH OYHOTO
B3aMMOJIEUCTBUS C IOTPEOUTEISAMH:

— OXHIaHME B ouepeau - He Oonee 20 MUH.



— ofcaykuBaHUe TOTPEOUTEN:
—  KoHCyIbTanus (B TOM 4HCIIe IpU 0OpaIlieHuH 3a yCiIryroi) - 20 MuH.
— BbIga4a cuyeT-QakTyp - 5 MUH.

— IlpueM [OKyMEHTOB IS 3aKIIOYEHUS (M3MEHEHHs, PACTOPXKEHHUS) HOroBopa (B TOM
qpcye mo yeiayram) - 20 MuH.

O611ee BpeMs 06CTyXuBaHHs TOTpebuTeNs - He Oonee 60 MuH. MHRaMMAE (ManOMOOUIILHEIE
TpYIIE FpakaaH) 0OCITyKHBAIOTCS BHE OYEPENH, IIPU 3TOM 0OCITyKHBAHHE HE MOKET MpeBbILaTh 20
MuHYT. IIpH Heo6XomuMmocTH OOCIy)KMBAHHE HHBATHIOB (MAlTOMOOMIBHBIX TPYII TPakIaH)
OCYIIECTBIISETCS HEMOCpencTBEHHO B 3ame (xomre) momemenuit OOO «AbakaHOHEProcOBIT 32
CIeIMaIbHO YCTaHOBJIEHHBIM CTOJIOM.

Jns paspelleHys BOIPOCOB, HAXOISAIIMXCS B KOMIIETEHIUH HHBIX CIELUANMCTOB (OTACIOB
OO0 «AGaxaH3HEProcOBITY), COOTBETCTBYIOUIMM CHELHANKCT IMPHUIJIAINACTCS COTPYAHUKOM
o011ecTBa, HAXOAAIIUMCS B 3aJie (XOJLIE).

4.2. TpeGoBanusi K MOMeIeHHSIM 151 IPHeMa NoTpeduTe/Iei
[ToMeImensst TOJKHBI OOecIednBaTh OECIpPENATCTBEHHBIM MOCTYI IoceTHTeneil B pabodee
BpeMs (Jackl PHEMa), B TOM YHCIIe TPaXkIaH-I0TpeOuTENeH ¢ OTpaHMICHHBIMI BO3MOXKHOCTAMH.
HeobxomuMmo pasMelmeHne HHOOPMAIMOHHBIX —yKasaTened, OQOPMIICHHBIX B EIHHOM

KOpIOpaTuBHOM CTHIIC:

— y HEHTPaIBHOrO BXOJa B MOMEINCHHE BEIBECKH C HauMeHoBaHueM OOImectBa H
uHdopMmaruei o pexxume paboTsl;

—  II0 IyTH K IIOMENIEHUSIM st IIpreMa oTpebuTerel (ykasaTeny Ipoxo/a);

— y BXOJa B KaXJ0€ U3 BHYTPEHHHX IIOMEUIEHWH - TabinWyka C HAMMEHOBAaHUEM
nmoxapazaeneHust O6mmecTsa.

B nenax 6e30macHOCTH COTPYIHHKOB ¥ OTpeOuTENeH moMerneHns o0opyayroTces:
— IPOTHUBOIIOKAPHOM CHCTEMOH M CPEACTBAMH IOKAPOTYIIECHHS,;

— CHCTEMOM OIIOBEINECHHS O BO3HHUKHOBEHMM 4Ype3BBYAMHOM CHTyalldd, TPEBOXKHON
KHOIIKOH;

— BXOJ U BBIXOA (BKJIIOUAS aBapWHBINA) M3 NOMEINEHWS IOJKHBI OBITH 000pYIOBAHEI
yKa3aTeJsIMA ¥ UCTOYHUKAMU aBapUHHOTO OCBEIIEHHUS.

3ai O6CHY)I(I/IBaHHH HOTPGGHTCHGI:'I JOJIKEH COOTBETCTBOBATE CIICAYIOIINM Tpe6OBaHI/I$IMZ

— paboune MecTa CHEIHATACTOB, OCYIIECTRILIIOIIUX IPUEM IOTPEeOUTENEH, BEIIIOTHEHE! B
BHJIE OOIIEH CTORKH ¢ OKHAMU VIS IpHEMa IIOCETUTEIIEH;

— OKHO KacCChl JOJIZKHO COOTBETCTBOBATH Tp66OBaHI/I$[M 6630H&CHOCTH, HO OBITH y1106HI>IM
A TIEpEaaqy IIATECIKHBIX JOKYMCHTOB,



06s3aTeIbHO Hadre HHGOOPMAIHOHHOTO CTEH/IA, PACIIOIOKEHHOTO Ha BUIHOM MECTE.
[Tox CTeHZOM HEOOXOMMMO pa3MEIIEHHe CTOWKM WM CTOJNHMKA JJIA IIOTpeOHTeNneH,
000pPYIOBaHHBIX MUIIYIIAMH PyUKaMu B OyMaro;

XOJIJI OCHAILEH MECTaMH I CUACHU .

Bce mOMeEIIEHHs JODKHBI yIOBJIETBOPSTH TPEOOBAHUAM H 00A3aTEIBCTBAM, YCTAHOBJICHHBIM
JeHCTBYIONIMM 3aKOHOIATEIbCTBOM, IIOCTOSIHHO MOANEPKUBATECA B XOPOLIEM COCTOSHUH.

OTBETCTBEHHOCTD 3@ YHCTOTY ¥ TOPSIOK B OQHCHOM IIOMEIICHHN HECET HEMOCPENCTBEHHBIN
PYKOBOIUTENE MOAPA3IENCHHS, HAXOSIIErocs B JaHHOM ITOMEIICHAH.

[ToMemmenye Uit OYHOTO OOCTYXKHBaHWsS OOECIeYMBAacT OECHPENATCTBEHHBIA  JIOCTYI
IIOCETUTEIEH.

TumoBoe 060pyIOBAHKE IOMEIICHHS 171 09HOT0 00CITY)KUBAHHS BKITIOUALT:

Paboure MecTa CIEIUAIUCTOB - IIOMEINeHNe (CTOMKa - IpHeMHas C OKHOM I IIpHeEMa
moceTuTeNneit), 06OpyNOBAHHOE  OTACNBHEIME — TeNeQOHHBIMH  ammapaTaMd U
TIepPCOHATBHBIMA KOMIIBIOTEPAaMH, KOIHPOBAIbHO-TIEYaTHEIMU YCTPOHCTBAMH;

Kacca, 06OpyZOBaHA JKENE3HOW [BEPBIO, CHTHANHM3AINMEH W OKHOM, YHZOOHBIM i
mepesadr JOKyMEHTOB;

Kopumopsl / Xomiel UL OXHOaHWA OOOpYZOBAaHBl MECTaMH JUIAd  CHJCHHS,
HHGOPMAITHOHHBIME CTEHIaMH, & IIPEIKACCOBBIA XOJUT OCHAIEH CTOXKaMI/CTONAMH s
3armoJTHeHus Oymar.

4.3. TpeGoBaHus K MepPCOHAY, OCYILIECTBJIAIONIEMY NpHeM noTpebuTe TeH

1. TpeGosamuss K COXEPKAHMIO pabOYero MecTa COTPYIHHKOB, HEMOCPENCTBCHHO
B3aHMOZEHCTBYIOIUX ¢ MoTpebuteneM Ha pabouem MecTe (TpeGoBaHWS HE PACIHPOCTPAHSAIOTCSA Ha
TEXHUUECKHH U pabounii mepcoHal):

KaKIblil COTPYIHMK JOIDKEH IOJUIEPKMBATH YHCTOTY M IHOPANOK Ha CBOEM pabodeM
MECTE U CJIEIUTE 38 IOPSIKOM B OHCHOM IIOMEIEHHUH;

Ha paGodyeM MeCTe 3ampelleH pHeM IHINH, HCKIOYEHHE COCTABJISIOT HAIMTKA (Yai,
kode, BoJa) ¥ KOHAUTEPCKHE H3Ieus (KOH(DETEL, IEIEHBE U TIP. );

He MONYyCTHMO JepKaThb Ha pafodeM MecTe: pEKIaMHYIO IIPOAYKIHUIO —(upm-
KOHKYPEHTOB, XYI0KECTBEHHYIO JIUTEPATyPy, KyPHAJIb], Ta3€Thl, He HMEIOLIYIO IIPSMOTo
OTHOILIEHUS K CITyKeOHOU NesITeIbHOCTH, OJEKILY, IOCYY, KOCMETHKY;

o60py)1013aHHe, Ha KOTOpOM pa60TaeT COTPYAHHUK, CJICAYET COACPIKATh B YUCTOTEC,

IpoBOJa OT KOMIBIOTEPOB, IIPUHTEPOB, CKAHEPOB, TENE(MOHOB, MO BO3MOKHOCTH,
JIOJIKHEI OBITH CKPBITHL, THO0 aKKypaTHO CIIOKEHEI,

MECTO COTPYIHHKa, pabOTAroOmero ¢ MOTPEOHTENAMH, AOKHO OBITH CBOOOAHO OT
IIOCTOPOHHMX BEILEH, 3aTPyAHSIOMIX IIPOIece O0CITyKUBAaHUs NOTpeOuTeNd (B T.4. OT
[IBETOB Ha CTOJIE).
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2. TpeOoBaHus K BHEIIHEMY BUIY COTPYAHHMKA!

BHEIHM BUJ cOTpyHMKa OBIecTBa He HOIDKEH OBITh BBI3BIBAIOIIMM HIIM HEOPEKHEIM;

COTPY/HHKH TOTIKHBI TIOJUTEPKHBATD AEIOBOR CTHIIB, KOTOPBIH CO3ZACT MONOKHUTEIBHBIH
JIEIOBOM HUMUK, CTHIb ONEXKILI JETOBON (KITACCHYECKHH), JUIL MYKYMH — KOCTIOM,
OproKd ¢ pyOalIkoi/mKeMIIepoM, Ui XKEHIMUH — KOCTIOM, ILIAThe, Oproku/rodka ¢
611y30if; B XOTOITHOE BPEMs IOIYCTHMBI IIyJIOBEPHI, KUIETHL, BofoNasky. HexomycTumo
IPUXOIUTE Ha PaGOTy B CIIOPTHBHOM, INIIKHOM OJEXKTE, & TAKKE B U3IUIIHE OTKPBITOH U
BBI3EIBAIOIIEH;

B 3UMHEH ¥ MEKCE30HHBIM TIEpHOJ COTPYIHWKH IOJDKHEI MMETh Ha pabodeM MecTe
YHCTYIO CMEHHYIO 00yBb (KEIaTeIbHO KIACCHYECKAX MOZENCH);

HEJIONMyCTHMO HAaxOIHUTHCS Ha pabodeM MeCTe B BEPXHEH ONEXKIE, a TAKKE B IOJIOBHBIX
ybopax.

COTpyIHHKH, SBEBIIHECS Ha PaGOTy B HEOIPATHOM BUIIE W HECOOTBETCTBYIOIIEH ONEXK/E, MOTYT
OBITH He JOMYINEHB! K paboTe B 3TOT JA€Hb HEMOCPEACTBCHHBIM PYKOBOJAUTENICM.

4.4. JTHKeT 00LIEeHHs] ¢ MOTPEeOUTEeNAMHU

1. IpunuMast moTpeOUTENs, COTPYAHHUK 0OS3aH:

Tepe;] HauanoM paboTsl BKIIOUHTE KOMIIBIOTED, 3arpy3uTh HEOOXOMMMBIE IPOT PaMMBL;
OTJIOJKHUTDH TEKYIIYIO paboTy;

06IIATECS JINIOM K JIUITY ¢ HOTpeOHTENneM;

yIIBI0ATHCS;

IIePBHIM TIPOM3HOCUTh MHUIMATHBHOE IpuBeTCTBHE: «JloOpEIH meHby, «Ciymaio Bacy,
«3mpaBcTBYyiiTe, uTo Bac uHTEpECyeT?»;

TIPEIOKHTE OTPEOUTEITIO IPUCECT (110 BO3MOKHOCTH);

IPECTABIATECA [0 MMEHU ¥ B OTBET y3HaTh MM ToTpeburend: «Mens 30yt Cepreit
(Cepreii FBaHOBHY)Y;

BHUMATCIIBHO BRICIIYIIATH HOTpeﬁI/ITeJBI;

OTBeYaTh HA BONPOCHl MOTPEOUTENSI BEXKIUBO M JOOPOXKENIATENHHO, B KOPPEKTHOM
hopwme;

BBIIOJIHUTE HEOOXOIMMYFO Ul peIIeHHs BoIpoca paboTy, BEXIHMBO IOMPOCUB
moTpebuTeNs IMONOXKIATh, WM UYETKO, IPaMOTHO H JOCTYIHO OOBACHHTBL CIOCO0
peleHus BOIpoca;
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— IIpH HEBO3MOKHOCTH PCIHIMTH BOIIPOC Ha MECTE IIEPEHECTH CPOK €ro pemeHus, IIpH
HeoOX0IUMOCTH 3allpOCHTh HEIOCTaroIue CBCACHMI. HeBo3M0KHOCTH pemcHuA
BOIIpOCa B X0IC Oecenbl © HOTpC6HTeHeM JOJIKHa OBITH apryMEeHTHPOBAaHA,

— OCYIICCTBJIATH HHI[HBHI[Y&JIBHHﬁ IIOAXOO K KIWEHTaM, B TOM YHCJIIE K HWHBaJIUIAM
(MEUIOMO6I/IHBHBIM KaTeropusam rpa‘)K,uaH), BEeTEpaHaM M COUHUAIBHO YSI3BUMbIM
KaTeropusM HACEJICHUS COTJIACHO YTBEPKIACHHBIX HHCprKHHfI;

— He IOBBINATh IOJIOC, HE IMPOSBIATH TOPOIIMBOCTh, HE BBICKa3bIBATbL HETCPIICHIS,
n36eraTh HEMOHATHLIX IS IMOTpeOWTENs TEPMHMHOB, HE JOIyCKaTb B pasroBope C
OTpeGHTENEM HENPUATHBIE Ul HEr0 HMHTOHAIWMY, HE MPOSBIITH Oe3pasiuyus K
mpoGieMaM OTpeOUTEN,

—  TIpH HeOOXOMMMOCTH [IPOBOXKATH MM HANpPABIATh OTPEOUTENA B APYroe CTPYKTYPHOC
TI0/Ipa3/IeNIeHHUE;

— @OraroJapuTh 3a COTPYIHUYECTBO,
— B KOHIIE IOMHTEPECOBATHCA: «Y Bac OCTANHCH EIIE BOIIPOCHI?»;

— mpomartses: «Cracu6o, uto Bel o6patuiucs k Ham», «Pansr Gynem Buners Bac cHoBay,
«Bcero mobporo!», «lo cBuIaHug! ).

2. Ilpu mpmeMe OT TOTpeGHTENsS MHCBMEHHOro OOpaIeHns COTPYAHHK, HaleleHHbIH
COOTBETCTBYIOLINMH MTOJTHOMOYUAMH, 005A3aH:

— BHUMAaTCJIBbHO U3YIHUTH €TO;

— @pu HemocTaTKe MH(OPMAIUH, W3N0XKEHHOH B OOpAIlCHHH, BELICHUTB Y moTpebuTens
HEIOCTAIONIYIO HH(OPMALUIO;

— H3BECTHUTH HOTpe6I/IT€J'[$I O CpOKE€ OTBETA,

— ofecreunTh pErMCTPAllMI0 [HCBMEHHOrO oOpameHns, TpeOyromero BPEMEHH M
MpopaGoTKM ¥ TOATOTOBKM OTBETa, C YBEJOMJEHHEM MOTPEOHTENST O CPOKax ero
HaIPaBJICHUS.

3. COTp}’I[HI/IK, Ha/eJIeHHBIN COOTBETCTBYIOIIMMH IIOJITHOMOYHUSAMH, KOHTPOIHPYCT HCIIOJTHCHHUC
O6paH_IeHI/I${ HOTpe6I/ITeJ'[H U OTBET Ha HCTO, HepeHaHHLIﬁ JJISL UCIIOJIHCHUS B APYro€ moapa3acICHHEC
O6HICCTB8., K KOMIOETEHIINH KOTOPOro OTHOCUTCSA PEUICHUE ITOCTAaBJIEHHOI'O HOTp66I/ITeHeM BOIIpoOCa.

4. HpI/I IPOBEACHUN KOHCYJIBTAlUU COTPYHAHHK HYCTKO H JOXO0AYUBO OTBEYACT Ha BOIPOCHI
HOTp€6I/ITeJIH, npu HEOOXOIUMOCTH KpaTKo H3JIaraeT CyTb B MHUCBMEHHOM BHJC HJIIH Jac€T EMY
BO3MOJKHOCTh CaMOMY 3alliCaTb OCHOBHBIC OTBETHL.

5. B YCTHBIX MM IIHCHMEHHBIX OOpAlleHHSX K MOTPEOUTENIM II0 BO3MOXKHOCTH HEOOXOIUMO
n30eraTh KaTErOPUYHBIX BBIDAKCHUM, Takux Kak: «Bel oOs3ame», «BaM mnpeanuceBaeTCsy,
«SIButhCsy, «IIpenpsSBUTE» M T.I. YKa3aHHBIE BHIPAXEGHUS JOIYCKAKOTCA B OOpalleHduH C
HOTp@6HT€J’IﬂMI/I TOIBKO B ClIydasax, TIpeayCMOTPEHHBIX 3aKOHOOaTreJbCTBOM H  IOOI'OBOpPaMH
5HEprocHaGKEHHUs, TPH 3TOM COTPYAHHUK IODKEH 3HATH U, IPU HEOOXOIUMOCTH, 0053aH COCIaTECs Ha
KOHKDPETHBIM ITYHKT HOPMATHBHOTO JOKyMEHTa U (WJIK) IOTOBOPA.
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6. Kareropuueckn 3ampemiaetcs B IIPUCYTCTBHH NOTPEOUTENEH MOPOYUTH —PEILyTALHIO
O6IIecTRa, BECTH TIOCTOPOHHHE PAa3TOBOPEI, OTIy4aThCsl, IPUHUMATE MUY BO BPEMs 00CITyKUBaHMA
notpeGuTeNs. B ciydae, ecnd BO BpeMs pasroBopa ¢ MOTPEOHTENEM BOSHHKIIA HE0OX0IUMOCTh
IIpepBaTh PasTOBOP, HEOOXOIMMO BEKITMBO IIPEyIPEUTD ero 00 STOM ¥ IIONPOCHTH MOAOXKIATE.

7. Ilpy BBHIABIEHHH OIMOOK, IOIYIIEHHBIX CO CTOpOHBI OOmiecTBa, HEOOXOMMO MPUHECTH
TIOTPeOUTENIO U3BUHEHKS 32 IIPHYMHEHHEIE HEYT00CTBA.

8. IIpu BBIABIEHWM OIIXOOK, TOMYIIEHHBIX IOTpeOUTENEM, 3aIPEINaeTCs BhICKA3bIBATE EMY
nperersun. CIeyeT BeXIMBO U JOCTYITHO 0OBACHUTD HOTPEOHTEITO IPABMIIBHBIH IOPAIOK JeUCTBHN.

9. Ilpu OGCIyKWBaHHE TOTpeOHTEINs, IOJNABIIEr0 anoly, HEOOXOTMMO MpPHIEPKHUBATHCS
CIIEYIOIINX METONOB PabOTHI:

— GBITH K NOTPEOMTENO OCOGEHHO BHMMATCIBHBIM, JakKe €CITH JKaloda KaKeTcs
HECYINECTBEHHOM HITH abCypaHOH,

— IIOMO4Yb HOTpGﬁI/ITeJTIO U3JI0KUTH CBOIO >Kano6y, oaTb BO3MOXKHOCTH CIIOKOMHO
BBICKA3aThCs, YTOUHUTH CYTh )KaJIO6bI;

— TpeGyeMas OT IIOTPeOUTENS, JOKYMEHTAIMS JOJDKHA OBITh MHHHUMAIIBHOM;
— pemath npoblieMy B KpaTya#inme CpoKH;

—  AHOHWMHBIE *aNoObl He PAacCMATPHBAIOTCS, OOPATHBIIMICS NOJKEH COOOIIUTH CBOH
xouTakTHEIe nanHble (OHO, TenedoH (axpec)).

10. TIpu ycramoBnenuy (GaxToB rpyGoro oOpamleHus NepcoHala ¢ IOTPEOUTENeM, OKasaHus Ha
Hero HeoOOCHOBAHHOTO IABJIEGHUS M YIPO3 BPEMEHHOTO IIPEKPAIlCHHs IOAaYX 3HEPrHH, BHHOBHBIC
coTpyauuku O6IIecTBa NPUBNEKAIOTCS K NUCIUIUIMHAPHONH OTBETCTBEHHOCTH B YCTAHOBICHHOM
TIOPSIZIKE.

5. Opranu3amnusi 3a04HOT0 00C/IyKHBAHUSI

CricTeMa 3a09HOT0 00CITyKUBaHus 00eCIIednBaeT CBA3b MEK/Y TapaHTHPYIOIMM ITOCTABIITAKOM
U OTpeOHTENIEM U BKIIIOUAeT B CeO:

—  obcmyxkuBaHMe depes VIHTEpHET (IIOCPENCTBOM DaseNioB KOPIOPATHBHOTO —CalTa
«oBpaTHas CBS3b», KBOIPOC-OTBETY, IMUHBIA KaOUHET»);

— 3JEKTPOHHYIO IIEPENHCKY;
—  IIOYTOBYIO IIEPEMHUCKY (B TOM 4HCIE haKc);
— TenedoHHOE 00CTYKUBAHHUE.

5.1. Ilopsaok 3a04HOr0 00C/yKHBAHHS
noTpeduTesIel NOCPeACTBOM MePEeNnUCKH
[TuceMeHHOe O0OpalleHHe MOXeT OblTh HAmpaBleHO MoTpebutenem (B T.4. dbakcom u
3TEKTPOHHOM mouToi) 1o anpecy ObImecTsa MO0 MPECTABICHO IUYHO B IPUEMHYIO, CIICLHATICTAM
1o gokyMeHToo6opoty ObmmecTsa.
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Bce muchbMeHHBlE oOpamenus, mocrymaromme B aapec OOmecTBa, PETHCTPUPYIOTCA H
obpabatsIBaroTcs.
TUOBOM aIrOPUTM 320YHOTO OOCIIYKMBAHHUSA 10 [TOYTE!

1) INocne perucTpaiuy MHCEMEHHOE OOpamieHHe paccMaTpUBAETCA PYKOBOACTBOM H
HAIIPABISETCS. B COOTBETCTBYIOIIEE CTPYKTypHOe Tojpasnenenue Obmectsa. B
CTPYKTYPHOM  TOZpA3NCICHUH HA3HAYAeTCs OTBETCTBCHHBIM  HCIOJHATENL 34
IOJITOTOBKY OTBETA Ha KaXKI0€ KOHKPETHOE oOpalreHue.

2) TIuceMeHHOE obpalneHne HOTPeOUTeNs JOIDKHO OBITh PacCMOTPEHO CICHHAIKMCTaMHU
O6mectBa B TeweHnme 30 (paboumx) mHed, eciau Golee KOPOTKHH CpOK OTBETa HE
YCTAaHOBJIEH NEHCTBYIOIUM 3aKOHOATENbCTBOM Poccuiickolt Denepanun.

3) OtBeT Ha NHCBMEHHOE OOpalleHHe MOTPeOHUTENT NO/DKEH COMEpPKaTh KOHKPETHYIO
HHGOPMALEIO O CyTH Bompoca, 3aganHoro mM, ®.M.O. u TenedoH HUCIOMHUTENT H
[OAIHKCAH YIIOMHOMOYEHHBIM Ha TO JOJUKHOCTHBIM JIUIIOM.

JleifcTBHS [0 PACCMOTPEHHOMY 3asBIEHHUIO HE IIPOM3BOJITCS B CIIydasX:

— eClOM TIHCHMEHHOE OOpalleHHWe COMEPXKUT HEeLEeH3ypHBIE JH00 OCKOPOHTEIBHEIC
BBIPAJKEHHs, YTPO3BI XKHU3HH, 3JOPOBBIO U HMYIIECTBY COTpyAHKHKa OOIIECTBA, a TaKKe
YJICHOB €T0 CEMBH;

— €CJIM TeKCT MACbMEHHOI0 o6pameHH5{ HE MoAacTCs MPOYTCHUIO,

— €CJId B TIHCBMCHHOM OGpElII[eHI/II/I HOTp€6I’ITCJ'I}I COINEPKHUTCA BOIIPOC, Ha KOTOpBIﬁ eMy
YK OBLT IpeaoCTaBJiICH OTBET MO CYLIECTBY B CBA3M C PAHES HampaBJICMbIMH
O6an_I6HI/IHMI/I, U IIpH 3TOM B O6paHIeHI/H/I HE TIPHBOOATCA HOBBIE HOBOABI HIJIH
00CTOSTENBCTBA. HOTp@ﬁI/ITGHIO HalpaBIgeTCS YBEIOMIIEHHE O IIPENOCTaBICHHOM paHee
OTBETE Ha JaHHBIN BOITPOC,

—  ©CIIM OTBET IO CYIIECTBY MOCTABIEHHOrO B 00pAIleHHH BOIIPOCA HEe MOKET OBITh NaH 6e3
pasTiallleHysl CBENEHWH, COCTABILIONIMX KOMMEpYecKyro TakiHy. IlorpeGureno
HaIIpaBIISIETCs YBEAOMICHHE O HEBO3MOKHOCTH IIPEOCTaBUTh OTBET Ha AaHHBIA BOIIPOC.

3agBieHye MOTPeOUTENST HE PacCMaTpHBAeTCs M OTBET Ha oOpalleHHe HE IaeTCsi TONBKO B
ClIy4asx, €CJId B IICHMEHHOM 00paIeHUH He yKa3aHbl KOHTAaKTHBIE JaHHbIE.

Odopmienne oTBeTa B MeyaTHOM Buae Ha dupMmeHHoM Onmanke OOIIECTBA MOIIMUCHIBACTCS
JOJIKHOCTHEIM JIMIIOM, OTBETCTBEHHBIM 3a paboTy ¢ MOTPeOUTENIMH, CONEPKUT KOHTAKTHBIC TaHHBIC
HCTIOTHUTEIISL.

5.2. Ilopsinok 3a04HOro 00C/Iy:KHBaHUSA NOTpeOHuTe el
MOCPEeACTBOM TeJsie()OHHOH CBA3H

[ToTpeOuUTENs MOJKET BOCIONB30BATHCS CIEHYIOUIMMHE BHIAMH TENE(DOHHOW CBA3W: IPAMON
TeNteOHHBINA KOHTAKT, ropsdast TUHUS, (Bakc.

Bce TenedonHble HOMEpA, IO KOTOPBIM OCYIIECTBIIETCS TeledOHHAs CBA3b C MOTPEOUTEIAMH,
YKa3bIBAIOTCSL:

— B INIATCKHBIX JOKYMCHTAX]

— Ha WHGOPMAIMOHHEBIX CTEHIAX, pa3MEIIeHHBIX B 30aHuK OOIIecTBa;
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— Ha caitte O01ecTna.

B ciayuae obpamieHus motpebutens mo TenedoHy A MpAMOro TeneOHHOro KOHTAaKTa 3a
roTydeHreM HH(pOpPMAIuH, oo pabotHik OOImecTsa 00S3aH TOMPHBETCTBOBATH IOTPEOUTEN I
IIPeJICTABHTHCSA, TEM CaMBIM Ha3BaB CBOXO (DaMUIIMIO, 3aHMMAEMYFO JI0JUKHOCTb U HasBaHue ObIecTsa.

ITo TenedonaM s IPSMOTO TelIeGOHHOr0 KOHTAKTa MOTPEOUTEE B MOMEHT pasroBOpa BIPaBe
[IOJIy9HTh OTBET Ha CBOM BOmpOC. B cirydae eciu crienuanycT, OTBETHBINAN Ha Tele(OHHBLI 3BOHOK
MOTpeOUTENA, HE MOKET NaTh IIONHBIA OTBET, NOTPEOUTENO COOOINACTCS O COSIMHEHMH €ro ¢
HEeOOXOIAMBIM CIIEIHATHACTOM I IOTyYEHHUs] TOYHON U MONHON HHGOPMALUH.

B ciyuae, ey CHELHUAINCT, OTBETUBIINN Ha TeIe)OHHBIH 3BOHOK OTPEOUTENIS, HE MOXET 1aTh
MIOJHBIA OTBET B MOMEHT pa3roBOpa, HJIM IOATOTOBKa HHGbOpPMAIMH IIi MOTpeCHTeNs Tpedyet
HEKOTOPOTo BpeMeHH (Goniee 2 MHHYT), HOTpebuTemo coolmaercs 00 9TOM, YKaskIBAaeTCA 1aTa H
BpeMs, KOTJa MOJKHO TEpE3BOHHTH JUIS MOJNY4eHHS TOYHOH M MONMHOM MH(OpMAlMH (BO3MOXKEH
BapHMAHT, KOTJIA 110 COTJIACOBAHMIO C IOTPEGHTENEM MIEpE3BaHUBaET COTPyAHIK OOIMecTBa).

B cioyuae obpammenus NOTpeGUTeNs MO TenedoHy A MPSMOTO TEICe(OHHOrO KOHTAakKTa 3a
MONydeHHeM HHOPMAIMHM O COCTOSHHM DacdeToB WM HMHOH HH(OpMAlUH, KOTOpas HOCHT
KOH(HICHIMATBHEL XapaKTep, TOTPEOUTEN0 HEOOX0MMO [IPEACTaBUThCS, Ha3BaTh HOMED JIUIEBOTO
cueta W ajpec, WiM (AMHIMIO, MM W OTYECTBO. B ciydae, €ClIM MOTPEOUTENh OTKA3HIBACTCA
BBINTOJIHUTG BBIIEyKa3aHHble TpeGoBaHMs, creruanicT OOIIecTBA MMEET NPaBO OTKa3aTh €My B
IpeIOCTaBIEHIH 3apaluBacMoll HHGOpMAaIUH.

B ciyuae, eci obparmeHre MOTPeOUTENS CONSPIKAT HEIEH3yPHYIO Opaib, OCKOPOICHHUS HIIH
yrpossl B azpec creimanucra OGIIecTBa WIM OpraHusaluy, creruanict OOIecTsa HMEST NPaBo
IIPEKPATUTH Tele(hOHHBI KOHTAKT, IPEPBAB pasroBop.

ITo OKOHUYAHHIO pa3roBopa crenuaauct OOmecTBa 0043aH MOMPOIIATHCS.

VY cTaHABIMBAIOTCS CIEAYIONIHE TapaMeTPHI NeATeIbHOCTH ropsYeH THHUH:
— 3BOHOK 6ecrnared Jyis aDOHEHTa CTallMOHAPHOH CBs3H, 38 HCKITIOYCHUEM CITy4acB, KOraa
abGOHEHT HAXOOUTCA 33 MpENeiaMH TEPPUTOPHM BHYTPH30HOBOTO TENE()OHHOTO

COCIUHCHHA,

—  OCYIIECTBIISIETCS 3aIMCH IIEPETOBOPOB, O YeM IOTPEOHMTEND MPEIYIPEKAACTCSI B Hadasle
TeNeOHHOTO PasroBopa.

Y cTaHaBIHBAKOTCA CICOYIOIINE THIIOBBIC IapaMeETpPhL CpeJIHCfI IIPOOOIIKUTCIIBHOCTH
B3aHMOJICHCTBHUA C HOTp€6I/ITeH€MI

TenedoHHOe 0OCITy)KHBaHNe TOTPEOHTEN OLIEPATOPOM:

— BpeMs okumanus orera - 40 cex.;

—  3ampoc ¥ Mouck HHbOpMaIuy o noTpebutese - 45 cex.;

— IpenocTaBieHUe HHPOPMAIHH II0 3aIIpOCy - 5 MHH.,

— mocTtobpaboTka oOpaleHus - 5 MHUH.;

— TenedoHHOE 0OCTYy KIUBAHUE no~rpe6men51 CIICIIHAITICTOM
— COeIHHEHHE cO crenuanucToM - 40 cex.;

— IpemoCTaBlicHHE HHPOPMALUHU CIIEIUATIUCTOM - 5 MUH.
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5.3. JlesioBoii 3THKET NPH TeJIe(QOHHBIX eperoBopax

TeneOHHBIE IEPETOBOPHI  SBISIOTCS BAXHEIM  JIIEMEHTOM KOPIOPATHBHOH  KYJBTYPBI
O61ectBa. COTPY/IHHMK, OTBEUAIONIHH Ha TeNe(OHHEIH BBI30B, (POPMUPYET COOTBETCTBYIOMMH UMUK
O6mecTBa y TOTpedbUTENEH U TAPTHEPOB.

[Tpu BXOAAIIEM 3BOHKE COTPYIHHUK:

— Ha3plBacT HAHMCHOBAaHUC OOmmecTBa " IpEACTaBJACTCs, HA3BaAB nmoapasaeiieHue, CBOIO
IOJKHOCTD U MM, 3I0POBACTCS M BBIPaXXacT TOTOBHOCTD BBICITYIIATH 06pameHHe;

— mocie OIpeNeleHHs BOMpOca, IO KOTOPOMY 3BOHMT TIOTPEOHTENb, COTPYIHUK
IPHHAMAaeT PelleHre MPOKOHCYIBTHPOBATh (MM PEMUTH BONPOC) CaMOCTOATENBHO MK
nepeagpecoBaTh. [Ipi 3TOM COTPYIHMK IIPOCHT y TOTPCOMTENA KOHTAKTHBIC JAHHBIC
(ecnm OH TOTOB HX IPEJOCTABUTE);

— TIOCTe pelleHHs. BOIpOCa, COTPYJAHHK 3aBepIIacT pasroBOp M - MPOMAcTes ¢
notpebuteneM.

HpH COBCPIICHWH HCXOIAINIEro 3BOHKa COTpYAHHUK:

— 3J0pOBacTCd, Ha3bIBacCT HauMmeHoBanue OOmecTBa H OpEACTABIIACTCA, Ha3BaB
IoApasaeyiCHUE, CBOKO JOIIKHOCTD U UM,

—  YTOYHSIET, MOKET JI TOTPEOUTEND Ceifdac pasroBapiBaTh (eCiu MOTPEOUTENb Ha TaHHBIA
MOMEHT HE TOTOB pa3roBapuBaTh, PaOOTHMK CIIPAINMBAECT, KOTTA MOXKHO II€PE3BOHHMTDH
WITH OCTaBJIAET CBOM KOHTAKTHEIN Telne(oH);

— mocjie OKOHYAaHMS pasroBopa OJarofaphT MHOTpeOHMTeNs 3a YACICHHOE BpEMA H
[IPOIIAeTCH.

ITepeanpecanus TOTpeOUTEN Ha JPYTOro COTPYIHUKA:
— IpemymnpexaaeT moTpeOuTeNd O Iepeapecaliy 3B0HKa;

— IIEpEeBOJS 3BOHOK, HOXMIAETCA OTBETA COTPYAHHKA, Ha KOTOPOr'o IIEpEaapeCOBBIBACTCA
3BOHOK, O3BY4YHUBacT UM HOTpe6I/ITCJISI, IIeJb 3BOHKA M YIOCTOBEPACTCI, YUTO JIaHHBIA
COTPYAHHMK MOXKET OTBETUTH Ha BOIIPOC l'IOTp€6HTCJIH;

— TIOCJIE MOJIOKUTEJIBHOTO OTBETA IICPEKIIFOIacT HOTp€6I/ITeJIH.

[Ipy OCYIECTBIEHMH HMCXOMAIIETO BBI30BA COTPYIHMKY HEOOXOIMUMO IPEKPATUTH IIOIBITKH
BBIATH Ha CBS3b IIOCIIE IIECTOTO CUTHAJIA TEIE(POHHOrO0 anmapara.

U3-3a ocobeHHOCTEH TeNeOHHON CBSI3U COTPYAHMKY HEOOXOIUMO YETKO BBITOBAPHUBATH CJIOBA,
9TOOBI TOTPEOUTETH XOPOILIO €0 CHIBIIANT U IIOHUMAIT.

CoTpyIHHKY CIIeIyeT CIeIUTh 33 CBOEH PEUbIO, TaK KaK CIMIIKOM MEJUICHHAs MK CIIHIIKOM
OBICTpast pedb 3aTPYAHSIOT OOIIEHHE.

Ecii COTPYIHMK He YBEPEH, UTO MPABHIIBHO PACCIBINAN YTO-TH00 B TeNepOHHOM cOO0IICHNH,
eMy HeoOXOMMMO TepeclpoCHTs NOTpeOuTens, BO wu3bekaHHe HENOTOHUMAHHS. TeneOHHBIA
pasroBOp JOJDKEH IIPOJOIKATECS He 0ojiee 5 MUHYT.
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COTpYIHHK JOTKeH OBITh JIAKOHWYCH, YCTOK B H3TOXKEHHM MH(OpMAIWH, HE YHOTPEOMIATH
JWIMHAX CJIOB, HE MONYCKAaTh IIPOJOIUKATENBHBIX Iay3. TeleOHHEI pasroBop MOIDKEH OBITE
KpaTKUM, HO COJEPKATEIIbHEIM.

Ecii cOTpyIHHK He MOYKET cpa3y OTBETHTH Ha BOIPOC IIOTPEOHTENS, PEKOMEHIYETCS 3alucaTh
Homep Teredona u OUO motpebutens ¥ COOOIIUTE €My BPEMEHHON HHTEpBai, 4epe3 KOTOPBIM
COTPYIHHK ITEPE3BOHUT.

COTpPYIHMKY 3aIlpelmeHo MOCBAIATh TeNe@OHHOTO COOECEeHIKA B JieNa U POOIeMBI KOJIIET,
KOMMEHTUPOBATE UX JEHCTBHUA.

He pekoMeHIyeTCs BECTH II€PETOBOPEI 110 TPOMKOM CBSI3HL.

Ecnu moTpeOuTeNb JKAET Ha JMHWH, COTPYJHHK HE JOJDKSH pasroBapuBaTh C JPYTHMH
COTPYAHUKaMH, JIHO0 TOTpeOUTENsIME B O(HuCe.

B ciydae, Korga COTpPYIHHK, y KOTOPOTO 3BOHMT TeNE(OH, 0OCIY)KABAET MPHCYTCTBYIOIIErO
IOTpe6uTENs, Ha TeIeOHHBIA 3BOHOK JOJDKSH OTBETHTBH KTO-TO U3 KOJUIET: Tele()OHHEIA 3BOHOK HE
JOJDKEH OBITH OCTaBJIeH 6e3 BHUMAaHHUI.

5.4. Opranusauus oocay:xuBanus 4epes Uurepuer
5.4.1. Opranusanus uHGpacTPyKTYphI 06cTy:kHBaHUsA Yepe3 MHTEpHET
UnTepakTuBHOE  0OCTyXMBaHMe  opraHusyercs Ha  Oase  BeO-cafita  Obmectsa

(http://www.abakanenergo.ru). B memax ymoGcTBa oOCTyXXHBaHHS JIOAEH €O CIabbIM 3pEHHEM,
peanusoBana Bepcus Beb - calita O6mecTBa 11 CIadOBUAAIIHX.

5.4.2. Opranuzanys o0paboTku oOpameHH
O6cenyxuBanue gepe3 MIHTEpHET BEIETC 110 IByM HalPaBICHUIM:
— IIpeoCTaBIICHUE CIPABOYHON HHOPMALUH;
— IOATOTOBKA M HAIpaBIIEHHWE OTBETA Ha 3JIEKTPOHHOE 0OpAIleHHE OTPEOUTEIIS.
THIIOBOM aNTOPUTM UHTEPHET 00CITy)KUBAHUS:
1. [ToTpebuTens MOKET NOIYYUTh CIIPaBOYHYIO HHGOPMAITHIO CIIETYFONIIMHE CTIOCO0aMH:

= C&MOCTOHTGHBHO, IIOCMOTPEB I/IH(I)OpMaIII/IIO B paszeiiax KOpIopaTuBHOTO calTa v B paszneiie
«BOHpOC-OTBeT», COZCp KaIlEeM OTBETHI HA 9aCTO 3a1aBacMbIC BOIIPOCHI;

- 3a/1aB BOIIPOC, Kacarouiica SHEProcHaOKeHHs, B pasiele «3a1aTh BOIPOCY.

2. CaMOCTOSTEIBHBIN TOUCK HHTEPECYIONIEH HHPOPMAIIUH OCYIIECTBIIETCS IOTPEOUTENEM:
- Bpyunyro, METO0M IPSIMOTO IIPOCMOTpPA BCEX BOIPOCOB U OTBETOB, MPEICTABJICHHBIX B
pasnmene «Bompoc-oTBeT» HNIHM B JAPYrHX pasfenax cadTa, COACPKAIUX CIPaBOYHYIO
uH(OpPMAIIHIO.

3. Ecmu moTpeGuTens He CMOT HAMTH HHTEPECYIOINYIO €ro HHGOPMALHUIO Ha KOPIIOPATUBHOM

caifTe, OH MOJKET OTIIPABUTL BOMPOC, KACAIOIIMICS SHEProcHaOXeHus, crmemuamucTy OOmecTsa B
paszene «3amaTb BOIIPOCY.
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4. Jlis Toro, uTobH 3aMaTh Bompoc cremuammcty O6IiecTBa, MOTpEOHTEIO Tpebyercs
3aII0JTHUTH ABTOMATH3UPOBAHHYIO QOpMY.
Iastee mporecc 06paGoTKe oOpaleHus IoTpeOUTENs TPOKCXOIUT CIIEYIOIIHM oOpa3oMm:

1) Creumammct, OTBedaroluii 3a 0OpPabOTKY SIEKTPOHHBIX OOpAIlCHMH, EKETHEBHO
IPOBOIUT MOHUTOPUHT IIOCTYIIHMBIIKUX BOIIPOCOB;

2) B ciydae IOCTYIIEHHS BOIIPOCA, HAXOIAMIETOCS B €0 30HE KOMIICTEHIIMH, CTICLAAIHCT B
Teuenne 1 paboduero AHA TOATOTABIMBACT OTBET M HANPABIAET [OTPEOUTENIO IO
SJIEKTPOHHON mouTe (B Cilydae HEOOXOIMMOCTH IIPOM3BONHMTCS TEIC(OHHBIH 3BOHOK
IIOTpeOUTENIO WiIM IIOATOTABIMBAETCA MHCHMEHHBIA OTBET 33 IOJIHMCHI0 PYKOBOJACTBA
OGectsa). [lapaimensHO HAIPAaBICHHBIA OTBET OTOOpakkaeTcs B IJIEKTPOHHOM
OTYETHOH hopMme;

3) B ciryudae IIOCTYIUIGHHS BOIIPOCA, HAXOAIIETOCS HE B 30HE KOMIICTCHIMH CIICLHATINCTA,
B TeueHHe 2-X paboumMx JHel CHENUAaIHCT IOATOTABIMBAET CIIY)XEOHYIO 3aIUCKy H
HaIpaBJseT e B COOTBETCTBYIOLIMH OT/ICT;

4) B teuenme 10-tm paboumx OHEHA OTBETCTBEHHOE IIOJpA3JENCHHE, B KOTOPOS OBLT
HAIIpaBIeH BONPOC, [OATOTABIMBAET OTBET W HANPABIACT €ro CICHMATUCTY M
3aIOTHEHHs OTBETA B JEKTPOHHON OTYETHON (HOpMe M HAIPaBIECHHS TOTPEOUTEIIO O
3JIGKTPOHHOM 11OYTE;

5) 3a paGoTOii CIEUATUCTOB II0 OTBETAM Ha IOCTYIHBINHE BOIPOCH B Pasiene «3anaTh
BOIPOCY OCYIIECTBIAETCS IIOCTOSHHBIN KOHTPOIIb.

OTBeT Ha OOpalleHHEe MOCPEICTBOM 3NEKTPOHHOM IOYTHI JOJDKESH COIEPKATh KOHKPETHYIO
MHMOPMAIIIIO O CyTH BOIIPOCA, 33JJaHHOTO MOTPEOHTEIEM.

6. Cnennduka B3auMOAEHCTBHA C
NOTPEOUTESIMU NMPU OKA3AHHH YCJIYyT

6.1. TpeboBanusi M0 B3aNMOJeCTBHIO C OTPeOHTETSIMH
NpPH OCYIIeCTBJIEHHH YHEProcOLITOBOI IeITeIbHOCTH

1. CHab:xeHue HoTpeOHUTENEH AMEKTPUUECKON SHEPTUEN PETIAMEHTUPYSTCS 3aKOHOAATEIbCTBOM
Poccuiickoit @eneparyn 1 PeciyOnuky Xaxacus, a Tak)Ke OpraHU3allMOHHO — PaCIOPAIATEIbHBIMU
IOKyMeHTaMH rapantupyromero nocrapmuka OO0 "AGakansHeprocosIT".

2. Ha xopmoparuBHoM cafite OOmecTBa B CBOOOIHOM [IOCTYNC DPasMEMIAIOTCA OCHOBHBIC
TpeGoBaHMsS K JOKYMEHTAIWH, HEOOXOAMMOM JUIA 3aKIIOYEHHs JOroBOpa SHEProCHaOKeHHA U
pecypcocHabkenus. Turosle GOPMBI JOTOBOPOB SHEProcHa®KeHMs (KyIIA-TPOAAKH (TToCTaBKHM)
IIEKTPUYECKON SHEPTHH (MOIIHOCTH)) Pa3MeIlaloTes Ha KOPIIOPaTHBHOM CalTe.

PasMelmeHHble ¥ OOyOIMKOBAHHBIE TakuM 00pa3oM (OPMBI JOTOBOpa OSHEProCHAOKEHHUs
(KyTIUTH-TIpofiaky (IIOCTABKH) BIEKTPHYECKOH 3HEPruM (MOIIHOCTH)) SBILIIOTCSA MPOSKTOM JOTOBOPA,
[IpeIAraeMOr0 TapaHTHPYIOIMM [IOCTABIIMKOM K 3aKIOYEHHIO C MOTPEOHTEISAMM, M MOTYT OBITH
HCIIONB30BAHEl NOTPeOUTEIEM, UMEIOIIUM HAMEPEHHE 3aKIIIOYUTEH C rapaHTHPYIOIIUM IIOCTaBIIHKOM
COOTBETCTBYIOMIUH JIOTOBOp WM BHECTH M3MEHEHHS B paHee 3aK/IFOYCHHBIM TOTOBOP, IPH MONA4e
TapaHTHPYIOMIEMY [IOCTABIMUKY JOKYMEHTOB, HEOOXOMHMMEIX B COOTBETCTBUM C HACTOSIIMM
JTOKYMEHTOM, JIJISl 3aKJIOYEHHs] JOTOBOPA MM BHECEHHUS H3MEHEHUH B paHee 3aK/IF0UCHHbIH I0r0BOD.
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6.2. OcHOBHbIE TpeGoBaHHsl, IPeIbsB/seMbIe K 00C/Ty’KHBAaHHIO B

paMKax 0roBopa 3HeprocHa0KeHHsl OPHINIECKHX JIHI H
HHIMBHAYAJbHBIX NPeANPHHUMATE/IEH

1. HpI/IeM 3agBJIEHUA Ha 3aKJIFOYCHHC JOTrOBOpPa 3H€pI‘OCHa6)KeHI/ISI OT HOBBIX HOTpe6HT€HefIZ

1)

2)

3)

4)

5)

PerucTpanus mHCbMEHHOro ofpameHns mnotpebutens (¢ IPUIOXKEHHEM IIONHOTO
makeTa JOKyMeHTOB) B ampec OOmecTBa, ¢ IpOChOOH O 3aKIFOYCHHM JI0TOBOPA
SHEpProcHAOKEHMs - B TeUeHue 1 pabodero JHs.

[TuceMeHHOE YBeNOMJIEHHEe MHOTpeOuTens o0 OTKase OT 3aKIIOYEeHHs JOrosopa C
yKa3aHpeM IPUYMH 0TKa3a - B TedeHue 5 pabounx JHel o MHs MoMydeHns 00pameHus
noTpebuTens (B ciydae OTCYICTBHS  TEXHOJOTHYESCKOrO  IIPHCOENMHEHHS B
YCTAHOBIGHHOM  TOPSUIKE  OHEPrONPHHEMAIONMX — YCTPOHCTB — MOTpEOMTENS K
SNEKTPUYECKUM CETAM WJIM/M HAaXOXICHMS TOYEK IMOCTABKU MOTPEOUTENs BHE 30HBI
IESTeIBHOCTH FapaHTHPYIOIIET0 TOCTABIIUKA).

[TrcbMeHHOe YBEIOMIIEHHE TOTPEOUTeNs 0 HEOOXOMUMOCTH IIPEAOCTABUTE JOKYMEHTHI,
IOATBEPIK/AIOIINE BBIOJHEHNE yCIOBUH, HEOOXOMUMBIX IS 3aKIIIOYEHHs JOTOBOPA
SHEProcHaOKEHHA - B TedeHHe 5 paboumx JHEH cO JHS TOIydYeHHs OOpaIleHH:
moTpeOuTens.

IIpemocTaBnenre MOTPEOUTENIO IIOAMAUCAHHOTO CO CBOCH CTOPOHBI IPOEKTA JOrOBOPA
SHEprocHabKeHus - B Tedenue 30 nHel co JHA MOTydIeH s 00paIeHus TOTPEOHTEN,

PaccMOTpeHHE MPOTOKONA PA3HOTIACHM K IIPOEKTY [OrOBOpPA, IIOCTYIHBIIETO OT
noTpebuTens - B Tedenue 10 pabouux JHEH co THA IOTyYeHHs IPOTOKOIIA Pa3sHOTIACHH
OT moTpebuTens.

2. BzauMoeicTBrE ¢ IOTpeOUTENEM B PaMKax AeHCTBYIOMIEr0 JOr0BOPA SHEPrOCHAGKEHHL:

1)

2)

3)

BHeceHre U3MEHEHHH B JOTOBOP YHEProCHA0XKEHHUA 110 HHUIIMATHBE rapaHTUPYIOLIEro
IIOCTABINNKA C yKa3aHWEM OCHOBAHUM (NPUYWH) JUIS BHECEHHs W3MEHEHHH B JJOTOBOP
IIyTeM HAIpaBlIeHHs JMIOMOJHUTEILHOrO COTTAIEHHA K JOTOBOpPY JHOO IHChMa-
[IPEIIOKEHNS - B IFOOOH CPOK B IEPHOJ ICUCTBHS JOTOBOPA.

BreceHHe H3MEHEHHH B JOrOBOpP JHEProCHaOKCHHs IO WHUIMATHBE HMOTpEOUTENs
IlyTeM HAIpABJIEHHS] HOBOTO IIPOEKTa IOTOBOPA, MOMOJHUTEIBHOTO COTJAIIEHHS K
JIOTOBOPY, THCHEMA-OTBETA C COTVIACHEM C IIPEIUIOKEHNEM IOTpeOUTes, MO0 0TKa30M
OT BHECEHHS M3MEHEHHUI B JOTOBOp ¢ 00OCHOBAHHEM NIPUYMH OTKa3a - B 30-IHEBHBIH
CPOK CO [HS MONy4eHHs oOpalleHHs NOTpeOUTENs, €CIH HWHOW CPOK HE yKaszaH B
06palleHrH TOTPeGUTENSL HITK He YCTaHOBIIEH JOTOBOPOM SHEPrOCHA0KEHHUSL.

IIpenocTaBiieHue IAHOBEIX 00BEMOB IOTPEOIEHUS IEKTPHIECKON SHEPIUH II0 JacaM
CYyTOK IIOTpeOHTENsM, BBHIOPABIIAM JUI IIPOBEICHHS pPacdyeToB S5 - 6 LECHOBYIO
KaTeropuo - TmoTpebuTens 00g3aH coo0IaTh TIapaHTHPYIOIIEMY IIOCTaBIIUKY
IeTaIM3aldi0 IUIAHOBOr0 00beMa MOTPeONEeHMs 3NIEKTPUYECKOH JHEPIHH II0 Yacam
CYTOK, 3a 2 JHS [0 CyTOK, Ha KOTODBIE OCYIIECTBILIETCS INIAHUPOBAHUE HMOTPEOICHNUS,
7m0 9 uacoB sToro mHS (IO MOCKOBCKOMY BpPEMEHHM) C IIPaBOM CKOPPEKTHPOBATh
COODIIEHHBIE IIAHOBEIE 00BEMBI ITOTPEONEHUS 3TEKTPUUECKON SHEPIHH 110 BCEM HIIH
HEKOTOPHIM YacaM CyTOK IIyT€M HX YMEHBINEHHS 3a OJUH JEHb IO CYTOK, Ha KOTOpBIC
OCYIIECTBISETCS [IaHMPOBaHUe MOTpebieHns, 10 9 4acoB 3TOro IHA, MPH YCIOBHH



4)

5)

6)

7)
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O60py110BaHI/I$I TOYEK IIOCTaBKH IIO JOr'OBOPY HpI/I6DpaMI/I y4y€Ta, NO3BOJIIOMMMH
H3MEPATH II0YACOBBIC 00BeMBI HOTpe6.TICHI/I${ 9J'ICKTpH‘-I€CKOI71 SHCPIruu.

OcyImecTBIEHHE KOHTPOIIS HAJl CPEACTBAMH ydyeTa JJIEKTPOIHEPIUHM - IPH MOCCIICHUH
NOTPeGHTENS HECTIEKTOPOM, HO HE Yallle 1 pasa B MECAIl; JUTA TpaXIaH-IoTpeduTeneH -
He garre 1 pasa B 3 Mecsna.

HpOBElICHI/Ie CBEPKH pacucTOB - OOHUH pa3 B KBapTall, a TaKXe 10 3arpocy HOTpGﬁHTeJUI.

Hampasnenne 3ampoca B 3NEKTPOCETEBYIO OPraHW3allMi0 [UI BBIACHEHUS MPHIAH
mepeprIBa 6ecriepeboitHOrO 9IIEKTPOCHAOKEHH (HapyIIeHusA Ka4ecTBa
SIIEKTPOSHEPTHH) - B TeUeHWe 5 THEH ¢ MOMEHTa [IONydeHHUs oOpameH s oTpeOuTes.

WadopmupoBaHue  morpeburens O  OpHYMHAX — [EPEPBIBA 6ecriepeboiHOrO
3IEKTPOCHAGKEHHS (HAPYIIEHHS KadecTBa JJIEKTPOIHEPTHH) - B TeUCHHE 5 IHEH C
MOMEHTA [OIYYEHHS OTBETA 3IEKTPOCETEBOM OpTraHHU3aliH.

3. OpFaHI/ISaI_II/ISI paGOTBI C HOTpe6I/IT€J'IeM B CiIy4JaC¢ HCHUCIIOJIHCHUS HIIHN HEHaIJICKAIICT O
WCIOJIHEHHS UM 003aTEIbCTB 110 JOroBOpy 3H€pI‘OCHa6)K6HI/I5{Z

1)

2)

3)

VBemoMIIeHHE IOTPeOUTENI O BO3MOXKHOM YaCTHYHOM OrPaHUYCHUH PEKUMa
9NEKTPOIIOTPEOIEHHs W O IIOJHOM OIPaHHYEHHH SJIEKTPONOTPeOIeHAs B CIIydasX,
yKa3aHHBIX B JOTOBOPE JHEProCHAO)KEHWsS; OrpaHWYCHME, IPEKpAlICHAC U
BO30OHOBIJIEHHE CHAOKEHHS DICKTPUUECKONA DHEPIHU - B COOTBETCTBHU C YCIIOBHAMH
JOroBOpa  DHEProCHaOXEeHHHA, HOPMATHUBHO-NIPABOBBIMH  aKTaMHu Poccutickoit
desepanyu ¥ BHyTPEHHIMHE JoKyMeHTamu OOmmecTsa.

Hauncienue, penbaBieHne, BocTpeGoBanue (B T.4. B CyfeOHOM IOpSIKe) IUIATHl 33
HOTPeOIEHHYIO 3IEKTPHYECKYIO SHEPTUIO (MOIIHOCTE) - B COOTBETCTBUM C YCIIOBHAMU
JOTOBOPAa  JHEProcHa0XEHWs, HOPMATHBHO-TIPABOBBIMM  aKTamu  PoccuickoH
denepanun.

Hauncienue, mpeabaBlenne, BoctpeboBanue (B T.4. B CyAeOHOM IOPS/IKE) HEYCTOCK - B
COOTBETCTBHH C YCJIOBHUSAMH [JOTOBOPa 3HEProCHaOKEHHs, HOPMATHBHO-IPABOBBIMH
axTaMu Poccuiickoit Denepanui.

4. KoHTponpHOE CHSTHE IIOKa3aHWi IpHOOPOB ydYeTa ONEKTPOIHEPTHHM IIPOM3BOIHUTCA
YIIOJHOMOYEHHBIM TipezcTaBuTeaeM OOmecTBa (CETEBOH OpraHU3allii) B COOTBETCTBUH C YCIOBUAMU
JI0TOBOPA SHEProCHAGKEHMs 1 HOPMaTHBHO-IIPABOBBIMH aKTaMu PO.

JleWcTBHS IPEICTABUTENS [IPY KOHTPOJIGHOM CHATHH IOKa3aHUH MPHOOPOB yueTa:

1)

2)
3)

4)

[Ipencrapisercs ¥ NPEIBSBIET: YIOCTOBEpeHHME (B 0OA3aTENBHOM  IMOPSIIKE
comepxaiee: (Gortorpaduro, HammeHoBaHue Ob6mectBa, MO, HOMWKHOCTH, TEYaTh U
nmoauch pykooautens OOIIecTsa).

[Tpou3BOAMT BU3YaATIBHEIN OCMOTP IPHOOPOB ydeTa U IPOBEPSAET UX [[ENOCTHOCT.

CHuMaeT moKa3zaHusi IpuOOopoB ydeTa.

BuocuT uHGOpMALUIO B BEJOMOCTH CHSATHS NOKa3aHUHM mpubopa ydera, B KOTOpPOM
OTpakaeT:

— IIOJIHOC HAUMCHOBAHHEC U aapeC HOTp€-6I/IT€H5I;
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—  HOMep, THII, pa3psIHOCTh, MECTO YCTAHOBKU Ipubopa y4eTa;

—  JaTy, BpeMs CHATHUS II0KA3aHU,

— KOHTDOJIbHBIC TOKA3aHNU;

— BBIABJICHHBIC HapyLICHHUS,

— IpUMEYaHHe.
[Ipy BBHIABJIEHWH HAPYIICHHWH OKCIUIyaTalldidi NPUOOPOB ydeTa COCTABJIACT akT o
Ge3yqeTHOM MNOTPEGICHHH JNEKTPHYECKOH OSHEPIrHH. AKT 3aBEpSCTCA MOINUCIAMA

HHCIIEKTOPA 1 ITOTPEeOUTENS.

BHocuT nH(OpMAIHIO B 001IyI0 623y JaHHBIX.

5. Tlpuem noka3aHUH IPUOOPOB yUeTa AIEKTPOIHEPTHHU:

Ipu HemocpeCTBEHHOM obpalneHnu motpebutens B oraenenus ObmecTsa - B MOPAIKE
¥ CPOKH, YCTAHOBJICHHBIE JOTOBOPOM H (WJIH) AEHCTBYIOIIUM 3aKOHOAATEIECTBOM.

Ipu 3a09HOM OOpalleHHy HOTpebuTeNs - B moboe ynodHoe Ml IOTPEOUTENS BpPEMA C
Y4ETOM YCIIOBHUi JOTOBOPA SHEPrOCHAGKEHHUSL.

6.3. OcHOBHBIE TPeGOBaHUS, NPEAbABIsIEMbIe K 00CTy’KHBAaHHIO B pAMKaXx

Jorosopa 3HepFOCH367KeHlfIﬂ (l)HSI/I'—IeCKl/IX JINII

(mOTpeOHTE M KOMMYHAIBHON YCIyTH MO 3JIeKTPOCHAGKEHHIO - COOCTBEHHHKH H 10/1b30BaTe/N

MmoMeIleHu B MHOTOKBApPTHPHBIX JOMaX H *KHJIBIX IIOMOB)

1. 3axIFOUeHHe JOrOBOpa SHEPTOCHAOKEHHUS B 30HE NCHCTBUSA rapaHTUPYIOMIEro MOCTaBIIHKA!

1)

2)

3)

IIpuem 3asBIeHHs NpH OOpalleHHH HOTpedHTeNns B OpUC OYHOrO OOCIYKHBAHHS Ha
IpeAMeT 3aK/IOYEHHs JOrOBOpPAa 3HEProcHaOMKEHWs C IMPEJOCTaBICHHEM BCEX
HEOOXOAUMBIX JOKYMEHTOB - 15 MUHYT;

VYBegoMIiieHUE HOTpeﬁI/ITGHﬂ (o) HEBO3MOXHOCTH 3aKJIIOYCHUA JOroBopa
3HepI‘OCHa6)K€HI/IH, C yKazaHHMEM IPUYMH OTKa3a - B TCHCHHC 5 pmHEM ¢ MOMEHTa
IIOJIYYCHHUS 3aIBJICHUA,

IIpenocTaBneHre MOTPeOMTENIO IOAMNHCAHHOTO — JOTOBOPA  SHEPrOCHAOKEHHS  C
IPUIIOKEHUAMHE K HeMy. IIpefocTaBienre H0roBopa OCYINECTBICTCA KakK IPH JIAYHOM
obOpamennn noTpeduTeNst B 0QUC 0YHOIrO OOCITYKUBaHUSA, TaK U IO IOYTE MM HHBIM
criocofoM. 3aKIIFOUeHHe JOroBopa OCyImecTBiseTcs B TedeHHe 10 paboumx mHed ¢
MOMEHTA TI0TyJIEHHUs 3asABJICHHUS, [IPH IIPEIOCTaBICHUH BCEX HEOOXOMUMBIX IOKYMEHTOB
IS 3aKITFOYEHHUS J0TOBOPa B COOTBETCTBHH C ISHCTBYIOIINM 3aKOHOAATENBCTBOM P .

2. HepeperHCTpaunﬂ JIAIICBOTO CUCTA B CBA3H CO CMEHOM OTBETCTBEHHOI'O KBapTHUPOCHEMIIIHKA!
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— O6painenue motpeduTess B 0hHC 0YHOro 00CIyKUBAHKS Ha MPEAMET IIEPEPErUCTPaluy
OTBETCTBEHHOTO KBAPTHPOCHEMINKMKA C IPEHOCTABICHHEM BCEX HEOOXOMMMBIX
TOKYMEHTOB - 20 MHHYT;

— TIpuHsTHE OT MOTPeGHUTENS 3asBICHUS Ha OTKPHITHE/IIEPE0GOPMIIEHHE JIUIIEBOTO CYLTa -
20 MUHYT;

— O6pamenne mnOTpeOUTENST dWepe3 calT MM OJEKTPOHHYIO IIOYTYy HA IPEIMET
[IepEpEernCTpallid  OTBETCTBEHHOTO  KBAPTHPOCBhEMINMKA €  [IPEIOCTABICHHEM
3IEKTPOHHBIX KOIUH BCeX HEOOXOAUMBIX JIOKYMEHTOB - B TEUEHHE 2-X paboyumX THEH.

3. 3aKro4YeHue corIalneHus 00 omaTe 3a10KeHHOCTH:

— O6pamenune motpeduTens B oQHC 0IHOro OOCTYKMBAHKS HA NPEIMET 3AKIOYCHHA
COTJIAIIEHHS O PACCPOUKE IUIATeXka C IPEJOCTaBIEHHEM NOKYMEHTOB, IIOATBEPKIAIOIIHIX
TSIKENIOe MaTEPHAIBHOE TIONIOKEHIE, JIHO0 APYTUe IPUYKHEL, SBISIONMECS OCHOBAHUEM
7S 3aKITFOUEHHUS COTTIaInenus 00 oIuiare 3a{0JKSHHOCTH - B TedeHre 30 MUHYT.

— PaccMoTpeHHe TPEIOCTaBICHHBIX IOTPEOHTENEM NOKYMEHTOB U IPUHATHE PEIICHUA O
IPEIOCTABIICHHH pACcCPOYKM JIHOO YBEIOMIIEHHE noTpeOUTeNsT O HEBO3MOKHOCTH
3aKJTIFOUCHUS C HUM COTJIaIleHns - B TeueHue 30 MUHYT.

— TIIpemocraBienue MOTPeOUTENIO IOAIMCAHHOTO COTIAINEH s 00 OILIaTe 3aI0KEHHOCTH -
B TeueHue 30 MUHYT.

4,  Tlpum obpamenuu motpebutesns (6bIToBOE MOTpeOIEHHE - IPENOCTABICHAES KOMMYHAIBHOU
YCIYTH IO DIEKTPOCHA0XEHWIO) BBIIABATH CBEIEHMSA O IHOTPEOICHHH JJICKTPUYCCKOM IHEPrHH 3a
IIEPHOJ JI0 TPEX JIET C MOMEHTa IIOCTYIUICHHU 3aIIpoca MOTPEOHTEL.

5. Brlean cmemmamucta OOmecTBa IJIA OCYINECTBIEHHS BHEIUIAHOBOM OIIOMOMpPOBKH /
pacIIoMOUPOBKY IPUOOpa yIeTa YCTAHOBIEHHOIO B MHOTOKBAPTHPHOM JIOME:

1) Ilpuem 3asBku Ha cHiTHe WiomMObl OOmecTBa IyTeM oOpameHus B O(QHC OYHOTO
obciykuBanus, 10 110 TefehoHy CIIpaBOYHO-HHOOPMAIMOHHOM CITyKOBI - 5 MAHYT.

2) Bele3] CHENHaIUCTa LI IPOBEPKH MPABHIFHOCTH IIOIKIIOUEH s HarPy3KH 110 IIpubop
ydera U CHATHE TIOMOEI (B cirydae HEOOXOAUMOCTH) - B Te4EHHE 5 pabounX AHEH.

3) Brle3n cHenuanucTa Jis BHEILIAHOBON OIUIOMOMPOBKH NpubOOpa ydeTa - B TEUEHHE 5
pabounx gHEH.

6. Opranmzanus paboTel ¢ moTpeduTENeM B CiIydaec HEHCIONHEHMS HIM HEHAUICKAIIETO
HCIIOJTHEHUS UM 0043aTeNIECTB IO JJOTOBOPY SHEPrOCHAOKEHNUS.

MepompusaTiss 110 TPHOCTAHOBIEHWIO IIPEAOCTABIECHUS KOMMYHAIBHOH  yCIyrd  II0
DJIEKTPOCHAOKEHHUIO TPOBOMITCS IPU HAIWYUM 3aJ0/DKEHHOCTH II0 OIUIaTe 3a NOTpeOIeHHYIo
SNIEKTPUYECKYIO JHEPTHUI0 B pa3Mepe, IMPEBBILAIONEM CYMMY 2 MECSUYHBIX pPa3MEpOB IUIATHI 3a
KOMMYHAJIBHYIO YCIIYTY TI0 3JIEKTPOCHA0KEHUIO, UCUHUCICHHBIX MCXO/sS M3 HOpPMAaTHBa MOTpeOIeHUs
KOMMYHAQJIBHOH yCIYrH IO 3JEeKTpOCHaOXEeHNHIO (HE3aBHCUMO OT HaJIW4YUS WM OTCYTCTBHUS
WHIUBUIYATHPHOTO WM 00Imero (KBapTHpHOro) mpubopa ydera) W Tapuda Ha DIEKTPOIHEPIHIO,
NEHCTBYIOIIMX Ha JIGHb IPUOCTAHOBJICHHWS IPENOCTABICHHS KOMMYHAIBHOM  YCIyTH 1O
SNEKTPOCHAOKEHHMIO, TPH YCIOBUH OTCYTCTBHS 3aKJIIOUYEHHOTO MOTpeOHTENeM-I0DKHIKOM C
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ACIONHATENEM COTJIALIEHHAS O IOTAIlleHWH 3aJ0/DKSHHOCTH X (WIM) IPH  HEBBIIOIHEHUH
OTPeOUTENEM-T0DKHIKOM YCIOBHH TAKOr0 COTIAIICHHU.

OrpapuyeHye WM IIPUOCTAHOBIICHHE IIPEIOCTABICHUS KOMMYH&JIFHOM  yCIyTH IIO
JIIEKTPOCHAOKEHUIO ~ OCYLIECTBIISIETCS B [OpSKE, MPEIyCMOTPEHHOM  JIEHCTBYIOUIHM
3aKoHOAaTeNLCTBOM Poccutickoit Denepariuy.

7. CunThBaHWE IOKa3aHHM ¢ TMPHOOPOB ydeTa MOTPEOUTENeH, a TakKe MpoBepKa pabodero
(yHKIMOHMpOBaHUs [pUOOpa ydeTa, Hamuuus TUIOMO X OTCYTCTBHA CJICIOB MaHUITYJIALANA
SNEKTPHYECKOM HSHEpruM Npom3BomuTCs mpencraButeneM O6mectsa. IIpoBepka IOCTOBEPHOCTH
MOKa3aHWi HIEKTPHUECKOr0 CUETUHKA (Jaliee CHITHE KOHTPONBHBIX TOKA3aHWS) OCYIIECTBIACTCS Y
notpeGuTeNel - QUIMUECKUX JIMI, HaXOIAMMXCA Ha pacderax ¢ OOMIECTBOM M IPOXKMBAKONIMX B
JoMax HMHIHBHAYaIbHON 3acTpOMKH, MHOTOKBApPTHPHEIX JOMax C HENOCPEICTBEHHOH bopmoit
yIIPaBIEHHUS.

[1naHOBOE MepolpusTHe - He damie 1 pasa B 3 Mecsra.

Jle#icTBUS IPEACTAaBUTEIS:

1) TlpencraBnsgercs U MIPENOCTABIISIET YAOCTOBEPEHHE;

2) TIpou3BOAUT BU3YaIBHBIM OCMOTP HPUOOPOB yUeTa ¥ IIPOBEPAET UX LETOCTHOCT;

3) CunThIBaeT [OKa3aHUSA C IPHOOPOB yUeTa;

4) Brocut uHbOpPMAIHIO B IHCT 06X01a (PEECTp), B KOTOPOM OTPaKacT:

— TIOTHOE HAaUMEHOBAHUE ¥ aJIpeC MOTPEOUTEN;

—  HOMeEp, THII, pa3psIHOCTh, MECTO YCTaHOBKH IpHbopa yueTa;
— [aTa, BpeMms;

— KOHTPOJBHBIE IIOKA3aHHUS,

— BBIIBIICHHBIC HApyILIECHUS,

— TpUMEYaHue.

5) Ilpu BBIABIEHMH HApYIICHWH OSKCILUIyaTallMd MHPHOOpPOB ydYeTa COCTABIACT AKT O
Ge3ydeTHOM TMOTPeOIeHHH OJNeKTPUYeCKod OSHeprud (AKT 3aBepseTcs HOAMTHCSME
IpeICTaBUTENS W HOTpeOUTeNs), AKT (HKCAlMy BBIXOJA M3 CTPOS MM OTCYTCTBHUA Y
IOTpeOUTENs HHIMBHAYAIBHOTO MpuOOpa ydeTa B HOTPEONEHHH UM 3JICKTPHYECKOH
SHEPIWU IIPU WCIIOJB30BAHUE 3EMENBHOIO y4YaCTKa ¥ PACIONOXEHHBIX Ha HEM
HAJBOPHBIX MOCTPOEK (aKT 3aBepseTCs MONNHCAMH IPENCTABUTENS, CBUACTENCH X
MOTPeOUTEI).

6) Bmocut undopmanuro B 00myto 6a3y JaHHBIX.

8. IIprem mokazanuii mpubOPOB yUeTa.
[ToTpeOuTENs HMEET MPAaBO EXEMeCSdIHO coobmare OOmecTBY (akTHIeCKHe MOKa3aHUA

3IEKTPUUYECKOr0 CIETUMKA JIFOOBIMA yAO0OHBIMHE I TIOTPEOUTENA CIOCO0aMH, B T.Y. [IOCPEICTBOM:

— coofImeHmeM omepaTopy IIYHKTa IpHeMa IUlaTekedf B MOMEHT OIUIaThl - B pabodee
BpeMS;
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— VHrepHeTa (B pasnene «IMYHBIM KaOHHET» Ha odunuambHOM cadite OOmecTsa) -
KPYTJIOCYTOYHO;

— TenedOHHOM CBS3M - B pabodee BpeMs;

—  CIeLUANHCTa 10 00CIYKHBAHUIO HACSNICHUS - B pabodee BpeMs;
—  CHCTEMBI CaM0o00CITyKIUBAHHUS,

— E-mail — xpyriocyTo4Ho.

O61ecTBO 00s3yeTca B CPOK 10 1 9HClIa KaKIOro Mecsana GopMUPOBATE INIATEKHBIM JOKYMEHT
IUIS  OIIaThl KOMMYHANBHOW YCIyrH IO  2JIeKTPOCHaO)KeHWI0, Ha OCHOBAaHHH JaHHBIX,
IIPeIOCTARNEHHBIX IOTPEOUTENEM B COOTBETCTBHE C YCIIOBHSMHE 3aKIF0YeHHOro Jlorosopa. B ciyuae
He TIepeladd TIOKA3aHMM, pacyeT IPOM3BONUICA B  COOTBETCTBHH C  IEHCTBYIOIIMM
3aKOHOJATENbCTBOM.

[lotpeGutens obs3an omnauuBaTh OOMECTBY TONyYeHHBIH OOBEM  3JIEKTPOIHEPIHH,
eKEeMECSUHO B Cpok 10 10 umena Mecsna, CIEAYIOIEro 3a pacueTHBIM MECAIIEM.

9. UrdopMUpOBaHHE TOTPeOUTENS O 32I0JDKEHHOCTH II0 OILIATEe JIEKTPHYECKON SHEpruH, 00
M3MEHEHHSX TapudoB, a TaKKe I[IPEeIOCTaBIeHME MHOH WHpOpMAIUK MPOU3BOJUTICHA, KpOME
IIpa3IHUYHBIX B BOCKpecHBIX aHelt, ¢ 08:00 mo 18:00- cremyromumu criocobamu 1o (hakTy IOSIBICHUS
uHOpMAaH:

myTeM JOCTaBKH HU3BEIIEHUM 0 He0oOXOUMOCTH OTIJIATHI SHCKTquCCKOﬁ OHECPIUuu,
— TIOCPEACTBOM Teﬂe(i)OHHOfI CBA3H,

— mocpenctBoM MuTepHeT (B pasierie «IMUHBIE KabuHeT» Ha OQHUIMANbHOM caiTe
O61mecTBa);

— IOCPEACTBOM CHCTEM CaMOOOCTy KUBaHMUS,
—  HHBIM CI0c000M, IPEeTYCMOTPEHHBIM NEHCTBYIOIIMM 3aKOHOAATEIECTBOM.
Wupopmuposanre 06 M3MEHEHUSX TapH(QOB MPOM3BOJUTCS UYEPe3 DIEKTPOHHBIC M II€UATHEBIC
CpEICTBA MaccoBOH HHMOPMAIHH, B IEHTPaX OYHOTO OOCITYXKMBAaHHS, Ha HHTepHET-caliTe O6InecTBa,

60 1o Tenedory.

10. IIpemocTaBieHue CIPaBKA 00 OTCYTCTBHHM 3aJ0/DKEHHOCTH TPH BBIIHCKE OTpeOUTENS B T.
Afaxkane:

1) TlpueM 3asBKM Ha NpPEINOCTABICHHE CIPAaBKH ITyTeM oOpamieHus B O(HUC OYHOro
obcmyxuBanus, Tub0 1o TenehoHy CIPaBOUHO-UHDOPMALMOHHON CIyXKObI - 5 MUHYT;

2) Brlesn crenuanucta sl 0cMOTpa Ipudopa ydeTa U BhIIa4YH CIIPABKH:
— CpOYHBIH - B Te4eHHE 3-X paboduX THEH;
— He CPOYHBIH — B TeueHue 15 pabounx THEH.

11. MadopmupoBanre moTpeOUTEINS II0 BOIIPOCaM CHAOKEHHUS DIIEKTPUYESCKON SHSPrHen:
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1) TlocpemctBoM TeedOHHOMN CBSI3U — B pabodee BpEMS;

2) Tocpencteom MHrepHer (B pasfene «IMUHBIH KabuHeT» Ha opuIMaNbHOM caiTe
O6mmecTBa);

3) B ueHTpax OYHOTO OOCTy/KHBaHHs B I.AGaKaHe - B COOTBETCTBAM C PEKUMOM paboTHI

oducos.
12. TpaxnmaHe - TOTPEOUTENH DJIEKTPHYECKOM OHEPIrUM, 32 MHCKIIOUYCHHEM TIpaXIaH

(moTpebuTenelt KOMMYHAIBHON yCIyTH IO 3NEKTPOCHAOKEHMIO — COOCTBEHHAKOB M IOJIB30BATENICH
MOMEIIeHHHI B MHOTOKBAPTUPHBIX JOMaX H JKHJIBIX JOMOB), W TpaXIaH, OCYIIECTBIIAIOMIAX
IpeIIPUHUMATENCKYIO IeSTENbHOCTD, IPHOOPETAIOT OJJIEKTPHYCCKYIO SHEPIHIO Ha OCHOBAHWH
JIOTOBOPOB SHEPrOCHAGKEHHS, 3aKIIF0YAeMBIX B COOTBETCTBAM C ACHCTBYIOIIUM 3aKOHOAATEIBCTBOM
Poccuiickoit @enepanuu.
7. Opranusanusi o6paTHOH CBSI3H ¢ MOTPeOHTEIAMH
ITo otHOmEeHUsM moTpebutens u ObmecTBa 0OpaTHas CBA3b MOJPA3NENACTCA Ha!

—  aKTHBHYIO (BRIPAXaeTcs B CAMOCTOSTEILHOM IIPOSIBICHUH HHALIMATUBEI IOTPEOUTETIEM B
IIPENIOCTABICHAN CBOEr0 MHEHHS O KadecTBe OOCIyXMBaHWS, COONIIOACHWM IIpolecca
ob6enyxuBanus B OO1IeCTBE);

— maccuBHylo (O6mectBo ofpamaeTcss K IIOTPEOMTENIO [Jisi BBUICHEHHS CTEICHH
YIOBJIETBOPEHHOCTH 00CITy/KHBAHHEM).

ITo croco6y BeIpakeHUs 00paTHas CB3b MOAPa3IC/IACTCS Ha!

— %kaJo0sr;

—  TpemIOKEHHS;

—  OT3BIBBI O IESITEIBHOCTH.

O6parHas CBsI3b OCYLIECTBIIAETCA 110 CIEAYIOIIMM KaHajlaMm CBS3H:

—  YCTHBIE U ITUCBMEHHBIE 00paIeHNs IOTPeOUTENeH;

— TenehoHHEIE 06pAlEHNUS IO IPSIMEIM TeTeQOoHaM M IO Teje(OoHaM «ropsuedt THHUKY, B
TOM uHcIe 00paleHus, HalpaBlIeHHbIe (aKCHMHUILHON CBS3BIO;

— obcmyxupanue depes MurtepHer (pasmen «oOpaTHas CBA3b) Ha OQUIMAIBHOM CanTe
O6mecTBa);

S3JICKTPOHHAA I104Ta.

AxTuBHag oOpaTHas CBSI3b BBIPAXACTCA B CAMOCTOSTEBHOM TIPOSIBICHUH HHUIMATHBE
noTpeGuTeNel B IPEOCTABIEHHE CBOSTO MHEHHS O Ka4ecTBe 00CTy KuBaHHUsI, COONIOICHHH TIpoLecca
obcyxuBanus B O0IIECTBe.
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OGparnenne TOTpeOUTeN 0 JIHOOBM KaHanaM CBs3U B ajpec OOImecTsa SBISETCS OECINTATHRIM
co ctopoHs! ObmmecTna. '

Crnemuamuctsl  OOImecTBa  CHCTEMATH3UPYIOT W aHAIM3HPYIOT BCE  HAIPABICHHBIC
MOTPEeOUTEISIMH KAJIOOBI, IIPEIIOKEHUSA W OT3BIBEIL.

Jns TpenocTaBieHHs OTBETAa KCIONB3YETCS YKasaHHBIM MOTpeOWTENeM KaHal CBS3H, €CIIH
3aKOHOJIATEIbCTBOM HE IIPEAYCMOTPEHO HHOE.

VCTaHABIMBAIOTCS CIEAYIONTHe TpeOOBaHHsS K BPEMEHHBIM IapaMeTpaM Il pasiuuHbX (popMm
B3aUMOJIEUCTBHS C TOTPEOUTEIAMH:

1) ouHoe oOCiIyKHBaHHUE:
— ycTHOE (04HOE) obparenye (aKTHBHAs HAIPaBIeHHOCTh) — 30 (pabounx) IHEH;

— IHCEMEHHOE o0palneHre (aKTHBHAs/IIacCUBHASL HarpasieHHoCTh) — 30 (pabounx)
IHEH;

2) 3aouyHOE 00CIyKUBaHHE:

—  SIIWKY IJTA Kanob M IpeIoyKeHWH (aKTHBHAS HAIPaBIEHHOCTH) - 30 (pabounx)
JHEH;

— TenetoHHOE O6pantenue (aKTHBHAS HAIPaBIeHHOCTD) — 30 (pabouux) HHEH;
—  mouToBOe obpamenue (aKTHBHAS HAIIPaBIeHHOCTH) — 30 (paboumx) JHeH;

— obpamesne depes MHTepHeT (aKTHBHAs/IIACCHBHASA HANPaBIEHHOCTH) — 30
(paboumx) THEH.

Coenmaymctel  OOmecTBA  CHCTEMATH3WPYIOT U AHAJIM3UPYIOT BCE  HAIpPaBIICHHBIC
HOTPEOUTENISIME KaOOBI, IPEJUIOKEHUS U OT3BIBEL.

OTYeThl [0 HTOTaM M3y4YeHHs CTEICHH YIOBIETBOPEHHOCTH IIOTpeOHMTENCH MOBOAATCA [0
cBenenus pykosonacTsa ObmecTsa.

[To BBIGOPY MOTpeOHWTENs OTBET Ha €ro Xanoby, MpemnoxkeHue, oOpalieHHe HaNpaBIACTCs
IIOCPECTBOM TFO6O0T0 yKa3aHHOro UM KaHana CBS3H (1o4ra, TeinedoH u T.1.). [Ipi 3ToM CPOKH OTBETa
Ha Kano0y, IpemiokeHue, obpaleHue MOTPeOUTEN COOTBETCTBYIOT BBIIICYKa3aHHBIM CPOKaM
HOATOTOBKH OTBETOB Ha 0OpaleHue NoTpeOnuTENL.

8. UudopmannonHoe odecnedeHue NoTpeduTe e
MHbOpMAaIMOHHOE B3aUMOIEHCTBHE ¢ TOTPEOUTEISIME HMEET CIIENYIOIHe QOPMEL:
— MacCoBOC€ I/IH(I)OpMaLII/IOHHOe B3aHMOHCﬁCTBHC;
—  HMHIWBHIyaTbHOE HHPOPMAIIMOHHOE B3aHMOIEHCTBHE 110 3aIIpOCy;

— IHpeaoCTaBJICHUC HH(bOpMaHHI/I 10 HWHUIIKMATUBC OOmecTBa WM B COOTBETCTBHUHU C
Tp€6OBaHI/ICM 3aK0OHOOaTCJILCTBA.

MaccoBoe HHDOPMAIHOHHOE B3aUMOIEHCTBIE 3aKII0YaeTCsl B IPOBEIEHUH pa3HOoOpasHeX PR-
KaMIIaHWM, HAaMpaBleHHBIX Ha WHQOPMHUPOBAHUE INMUPOKOM OOIMECTBEHHOCTH (HACTOALIME U
HOTEHLHAILHBIE TOTPeOUTENH, apTHEPEI U COTPYOHMKH) O AesTeabHOCTH OOIecTBa, BO3MOMKHBIX
KaHaJlax CBs3H.



26

Ba3oBEIf MHCTPYMEHT MAacCOBOTO HHGOPMAIMOHHOTO B3aMMOJEHCTBHS C ayIUTOPHEH -—
cpencTea mMaccosoit uadopmaruu (ganee — CMH). C nomometo CMU perarotes He TONBKO 3a1a4H
IpenocTaBnends HWHpopMaimu 1o ycayram OOmecTBa, HO M IOBBIMICHAS «IHEPrETHIECKOH
rPaMOTHOCTH MOTpeOuTeNeH, pa3bsICHEHUA OCHOBHBIX H3MCHECHHH, IPOUCXOAAIINX B OTPACIIH.

Kanans! #HOOPMAIMOHHOTO B3aUMOJEHCTBHSA NIPH HPENOCTABICHUY KOHCYIbTALUN: OYHBIC H
3a09nble. OYHBIE KOHCYIBTAIUH MPEIOCTABIIIOTCS MOTpeOuTeAM B oTAeneHusx O0IecTsa, 3a04HbIC
KOHCY/IBTAIUH TIPENOCTABISIOTCS IOTPEOUTEIIIM 0 TIOUTE, TTOCPE/ICTBOM KOPIIOPATHBHOTO CalTa M 110
TenedoHy.

WHnuBuyanbHoe HWHGOPMAIIMOHHOE B3aUMOJICHCTBHE 3aKIIO4YacTcs B IIPEJOCTaBICHUM
KOHCYNbTaluit mo 3ampocy morpeburtens. Mudopmanus, #Mmeromas MOPSIMOE OTHOIICHHUE K
OKa3BIBAEMBIM TIOTPEGHTENIO YCIyTaM, T0JDKHA IPEJOCTABISTECA B YIOOHOH /s moTpebuTerst Gopme.
[To ununuatuee OB6MmecTBa IOTPEOUTENSIM [IPEIOCTABISETCS BA THIIA HH(DOPMAIIUK:

1) cmpaBouHast mHGOpMAaLUs, K KOTOPOH OTHOCSTCS:

CPOKH BEIITONHEHUS IEHCTBUM, BXOJIAIIMX B KOMIICTECHIHIO O0mmecTna;

—  CTOMMOCTb EJMHHMIIBI DIEKTPUUECKON SHEPIUH (LIEHA);

—  TIepedHH JOKYMEHTOB, HEOOXOIMMBIX A BBINOIHEHHS ICHCTBHHN, BXONAIIUX B
KOMIIETEHIIHIO COTpyAHNKOB O0IecTsa;

—  KOMILUIEKTHOCTE (JIOCTATOYHOCTH) IIPEACTABIEHHEIX HOKYMECHTOB, HEOOXOIUMBIX
JUIS BBITOJTHEHMS AeHCTBHM, BXOJAIINUX B KoMmeTeHIo ObmecTsa;

—  JCTOYHHUK IIONYYEeHHS JOKYMEHTOB, HEOOXOIMMBIX JUIS BBHIIOJIHEHUS ICHCTBUH,
BXOISIIMX B KommereHrumio OOmecTBa (opraH, OprafHusanuss # HX
MECTOHAX0XKICHHE);

— BpeMs IIpreMa U BbIIaud JOKYMEHTOB,

— 06pasusl 0hopMITEHHS TOKYMEHTOB B TPEOOBAHUS K HUM,

— W3BJIEYEHMsA M3 3AKOHONATEGHBIX W WHBIX HOPMAaTHUBHEIX IIPABOBBEIX aKTOB,
COJEPIKAIIMX HOPMBI, PEryIUPYIOIIHe NesTenbHocTh O0ImecTBa,

— wHacrosmui CrangapT;

—  MecTOpacIojioxkenne, rpaduk (pexuM) paboTel, HOMepa TenedoHOB, ampeca
VHTepHET-CaliTOB M 3JIEKTPOHHOW IOYTHI OPraHOB, B KOTOPHIX IIOTPEOHTENAM
IPENOCTABIIOTCS TOKYMEHTBI, HEOOXOZMMBIE MJId BBINOJHEHHS ICHCTBUH,

BXOIAINKX B KoMeTeHnuio ObmecTna;

— CXeMa pachojoKeHWs U pekuMma paboTbl CTIPYKTYPHBIX IOApa3deIeHUH
O611ecTBa, B3aUMOICHCTBYIOIINX C MOTPEOUTEIIMY;

—  MOPSAIOK IONyYeHUsI KOHCYJIbTallui;

— MOpAHOK O0KalOBaHWA PEIICHUH, NeHCTBHH HIH Oe3AeHCTBHA COTPYAHHKOB,
HCIIONTHSIOMUX 0053aHHOCTH, BXOAAIINE B X KOMIIETEHIIUIO.

2) yBEIOMJICHUS:



27

— 0 HAJIWYHH 330JIKSHHOCTH;

— 0 BBOJIE OTPaHUUEHHUS peKUMa OTPEOIEHNs TIEKTPOSHEPTUH;

— 0 mpuOIMKEHUN CPOKa OILIATHI IIPEOCTABICHHBIX YCITYT;

— 0 BHECEGHMH H3MEHEHHMH B yCIIOBHS JOTOBOPOB 110 HUIMaTHBEe OOmECTBRa;
— 00 u3MeHeHHH Tapu()OB WK IIPABHII IPEIOCTABIECHHUS YCIIYT.

C mnenpro uHGOPMUpOBaHHS IOTpeOUTENed IO BONPOCAM, CBS3aHHBIM C TIPOLECCOM
snexTpocHaOxerms, OBINECTBO pasMelaeT B LEHTpaX OYHOTO OOCTyXuBaHHS W (WIH) Ha
ohHIHaTEHOM calite www.abakanenergo.ru cleAyronnyro HHYOPMAIIHIO:

—  IepedeHb JOKYMEHTOB, HEOOXOMMMBIX IS 3aKJIFOUEHHsS JOTOBOPA JHEPTOCHAOKCHHS
(kymmE-mpojaxy (MOCTABKY) 3ICKTPHYECKOM JHEprHH (MOIIHOCTH)), IOPSIOK €ro
3aKTIOYEHUS, 4 Takke IOPANIOK MONydeHHsS HHGOpPMAalMh O COCTOSHHUH Tpolecca

3aKJIIOYCHH J0Tr0BOpa C HOTpe6HTeJIeM;

— (OpPMEI JIOrOBOPOB OHEProCHAOXKEHUs (KYIUTH-TIPOfaXH (IIOCTAaBKH) OICKTPHYECKOH
SHEPru (MOLIHOCTH));

— paspaboTanHble ¥ BHepeHHble CTaHIapThI KA9ECTBa 0OCITy KUBAHHS [IOTPEOHTEICH;

— IOpSIOK M YCJIOBHS BHECEHHs IUIATEXKEH II0 JIOTOBOPY SHEpProcHabKeHWs (KyIUId-
Ipofaxu (ITOCTABKU) SJIEKTPUUECKON SHEPIUH (MOIIHOCTH));

— IOpPANOK M YCJIOBHS IpHeMa IOKa3aHHH IPUOOpPOB ydyeTa W IOCICIHCTBHS BBIBOJA M3
CTpos MpubOpPOB yueTa JIHO0 OTCYTCTBHS IPUOOPOB yUETa,

— BO3MOXHBIC IIOCICACTBUA HAPYIICHU A 0053aTeILCTB MO OIJIATE BHGKTpHHGCKOﬁ OHEPIrun
B BHAC BBCIACHHS IIOJIHOTO H (I/IJ’II/I) JaCTHYHOT'O OTpaHHYCHHA PEKHUMA HOTp€6.TI6HPIH

SHCKTpHHGCKOﬁ OHECPIUH,

—  pa3sMep ¥ MOPAIOK PacyeTa CTOMMOCTH 3JIEKTPHIECKOI SHEPIUH, NeHCTBYIOMME Tapr(bl
Y JITOTEL;

— pexuM pabOoThl IEHTPOB OYHOIO W 3a0YHOTO OOCIY)KHBaHHSA IIOTPEOMTENCH, a TaKKe
azpeca U TesieOHBI YKa3aHHBIX LIEHTPOB;

— TOpANOK mojauw obpalneHuid, IpeTeH3uH M Jkajod Ha NEHCTBUS TapaHTHPYIOIIETro
MTOCTAaBIIUKA;

—~  uHGOPMAIIHIO O JOTIOMHATEIBHBIX YCIyTaX, OKasbBaeMbIx OOIECTBOM;

— HHEIC, HauboJllee YacTo 3aJaBacMble BOIIPOCHI, BOSHUKAIOIIUE Y IIOTpe6I/ITCJI€I7I, " OTBCTHI
Ha HHX.

Ounoe WHOOPMUPOBaHHE BKIFOUAeT WH(OPMALMOHHBIE CTEHABI, PACIOJIOKEHHBIE B IEHTPaX
obcy)kuBaHus oTpedbutenei, GyKiIeTsl U OPOIIIOPEL, PACIIPOCTPAHAEMEIE TaM XKeE.
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9. IMopsinok aeficTBuUii nepconasa OoumecTsa Mpu MoCemEeHUH
norpeduTest

1. ITpu mpubbITin HA 00BEKT (IPEIPUATHE, OPIaHU3AIKMIO K T.II.) CIIEIHAIUCT JOTDKEH:
1) mpencTaBUTBCS U NPEABABUTH YIOCTOBEPEHHUE;

2) o6o3HauwWTh IleNIb BH3UTa (IIPOBENEHHE OOCIENOBAHHMS OHEPrOyCTAHOBKH, 3aMEHA
CYETYHKOB, MPOBEPKA MPUOOPOB ydeTa, IPOBEPKA CXEMBI SHEPrOCHAaOKEHHUsI, KOHTPOIb
COBJIIOIEHHS PeKIMa SHEPTOMOTPEOICHNS 1 MAKCHMYMa Harpy3KH U T.I1.).

2. [Tpy mIaHOBBIX PaboTax, He TPEOYIOIIMX BHE3AIHOM IPOBEPKU PEKUMOB JHEPrONOTPEOICHNUS
¥ IpUOOpOB ydeTa, MOTpeOHMTeNs WU3BEIIAIOT O JaTeé M BPEMEHH HamedaeMOH padOTHI ¢ IOMOIIBIO
nrceM, TeaeOHOrpaMM, aKTOB — IIPE/IIIUCAHNH, TeIerpaMM, TeNepOHHBIX IEPEroBOPOB.

3. Ha teppuropuu o6bekra moTpeburens cmenuamuct OOmecTBa HOMKCH HaXOJAWUTBCA B
COIIPOBOYICHHUH JODKHOCTHOTO JIHLA — IIPEACTABUTENS IOTpebuTens (pPyKoBomUTeNs 00BEKTa HIH
JIMIIa, OTBETCTBEHHOTO 33 SHEPrOX03SUCTBO, WK JIUIA, €r0 3aMEIIarOLIETO).

4. Bce IIPOBOJAUMBIC CIICTUATTHCTOM O61ecTBa OeHCTBUS JOJKHBI UM KOMMEHTHPOBATHCA.

5. Bpems mHaxoxaenus crenuanucrta OOIiecTBa Ha TEPPUTOPHH OOBEKTA IOTPEOHTENA
OTPaHMYUBAETCA BPEMEHEM, HEOOXOIUMBIM eMY I BBIONHEHHS paOOTHL.

6. ITpu BemonHenun pabot crneruanuct O6IIecTBa JODKEH COONMOAATH IpaByia BHYTPEHHETO
TPYIOBOIO PACIOPSIIKA, OXPAHBI TPyJa OpPraHMU3aLM{ ¥ MPEANPUSITHI, Ha TEPPUTOPUM KOTOPHIX OH
HAXOIHUTCS, a TAK)KE TEXHUKY O€30IIaCHOCTH.

B pesympTaTe moceleHus crenpanictoM OfIrecTBa MOTpeOMTENs, NODKEH ObITh COCTAaBICH
[IHCHMEHHBIA JOKYMEHT (aKT O CHATHH KOHTDOJIBHBIX [IOKa3aHHi MPHOOPOB yUeTa, akT O Oe3ydeTHOM
HIOJIb30BAHAH JHEPIHH, aKT OCMOTpa yCTaHOBKH M T.X.). CHENMamucT MOIKEH NMPOKOMMEHTHPOBATh
COCTaBJIEHHEIN B PE3YIIBTATE OCCIIEHHS TOTPEOUTENS JOKYMEHT.

10. IpuHuMIBI yperyJupoBaHusi KOHGINKTOB U MOPAIOK AeHCTBUH
nepconaja O6mecTsa B KOHPIUKTHBIX CHTyalUsIX

Henomymmenre BO3HUKHOBEHHS KOH(IIMKTA SBIJETCA BAXKHBIM YCIOBHEM Uil O0SCICUCHUT
3aIUTEI HKHTEPEcOB moTpeduTeneit u ObmecTna.
Bo m36exanne KoHQIMKTHBIX CHTyarmi coTpy UKy OOImecTBa 00A3aHbL:

—  CTpeMHTHCH NeHCTBOBATEL B HHTEPECaX MOTpeOUTEIs, He yemias uaTepecos O6ImecTsa,
YMETh PacIo3HaBaTh ¥ W30€raTh CHTYalllt, KOIJa MOXKET BOSHUKHYTH KOH(IIUKT;

— He JONycKaTh BO3HHKHOBEHWE CHTYalllid, IIPH KOTOPOH B KOHQIMKT MOTYT OBITH
BOBJICYEHBI APYTHE IIOTPEOUTENH;

— cobmonmarh IIPAHIAII KOHQ)HHGHHI/IEUIBHOCTH.

COTpYIHHKM IOJKHEI IPOSBISTH TEPHUMOCTH K (hakTaM HEKOPPEKTHOTO C HHUMH OOpaIleHH
norpeburenedf, crpemsch OOeCIHeduTs INOTPEOMTENEH  HAWIyYIlMM  CEpBHCOM, TaK  Kak
TIpeIyIpeUTeNIbHOE OTHOIIEHNE K IOTPEOHTENIM, CO3IaHie Hanboee GIIaronpisaTHRIX YCIOBHH 1Id
HUX, SIBJIAETCS 3aJI0rOM JUTHTEIBHBIX TApTHEPCKUX OTHOIICHHUH.
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[Ipm paspemenny KOHGIMKTHBIX CHTyalui C TOTPEOHMTENSIMH JACHCTBHSA COTPYIHHKOB
O61ecTBa, BKIIIOYas IIPUHEMAEMBIE MU PEIIEHHs, HE JOJIKHBI IPECIIeIOBATE THIHBIC HHTCPECHL
B ciry4yae BOSHUKHOBEHHUsI KOHMDIMKTHBIX CHTyallui HEOOXOIMMO:

1) BHHMATENBHO BBICIYIIATh HOTPEOUTEN.
2) V6emuThes, UTO MpUYMHA HEIOBONBCTBA TOYHO oOmperencHa. Ecmm Her, HE0OX0AUMO
3a1aBaTh OTPEOUTENIO BOIIPOCH! TaK, YTOOBI YETKO ONPENENUTh MPOOIeMy U IPUIHHY

HEOBOJIBCTBA MTOTPEOUTENA.

3) IlpucoequMHHUTHCS K UyBCTBaM cobecennuka (MOTpeOMTENt), HO HE COITAmaThCs C
KPUTHKOM, eci 000CHOBAaHHO CUMTAETE, YTO OHA HECIIPABEVINBA.

4) OtpetuTh 1O CymecTBy. [IpofomkaTe paboTarh 0 TOr0 MOMEHTA, KOTJa nmoTpeOuTens
COIVIACHUTCS, YTO MMpobiieMa pasperieHa.

a) B CIIydae HECIPABEIIMBOM KPUTHKH CO CTOPOHBI COOCCEIHUKA (moTpeburens)
BEJKJIMBO OOBSCHUTH cobecenuuky (morpeburento), B 4éM 3aKJIIOYaeTCs
OMHUGOUHOCTS €r0 KPUTHKH, YUMTBIBAs, YTO y IOTpeOMTeNs MOMKET He ObITh
FOPHIMYECKIX U TEXHUYECKIX 3HAHHIT 10 BOIIPOCAM DIIEKTPOCHAOIKEHHS.

b) B clIydae CIpaBeTHBOM KPUTUKK CO CTOPOHBI cobeceIHUKa (OTpeduTes):

—  IIPH BO3MOJKHOCTH Y L[€I€CO0OPa3HOCTH YCTPAHUTH IPHINHY KPUTHKH;

— [pH HCBO3MOXKHOCTH yCTPAaHCHHUSA IIPUYUHBI KPUTHKH!

— TNPHHATE OTBETCTBCHHOCTD, COTJIaCUBIOHUCE C TEM, 4YTO HpOGJ’ICMHaﬂ
cuTyanusa uMejia MeCTo,

—  0OBSACHUTH MIPHUYHHEL, II0 KOTOPBEIM 3TO IIPOHU30IIIO;
— II0 BO3MOXHOCTH IIPUHECTH U3BHHCHUS, IPOSABUTL COTYBCTBHC,

— OOBACHHTH, UYTO MPEANPHHATO UL TOTO, YroOBl CHUTyalus He
IIOBTOPUJIACh B OyAyIIEM;

—  BEICHYIIATh MPEIOKEHHUS IOTPEOUTENS U 3aBEPUTH €r0, YTO OHH
00s13aTeapHOo OyIyT PACCMOTPEHEL

5) Tlo6maromaputh MOTpeOUTENS 3a KPUTHKY. Byer ydrne, eciu 9ta 61arofapHOCTh Oyner
CBS3aHA C KOHKPETHOM IONB30#, KOTOPYIO CBOEH KPHTHUKOH MOTpeOHTENb IPUHEC
OOriecTBy.

B ciiyuae BO3HUKHOBEHHUS 0OCTOSTENBCTB, KOTOPBIE, 0 MHEHUIO COTPYAHMKA, MOTYT IIPHBECTH K
HepaspelnMoMy KOH(JIMKTY, OH 00sS3a8H CPOYHO IOCTAaBHTh B HM3BECTHOCTH 00 ITOM CBOETO
HEIIOCPEICTBEHHOTO PYKOBOJUTENS, KOTOPBIN TOIDKEH IPUHATH MEPBI K yPEryIHPOBAHAIO BOSHUKINCH
CUTYallUH.
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11. KoHTpoJIb H aHAJH3 Ka4yecTBa 00CTyKMBAHMS MMOTPeONTEIEkH

Jlnsg KOHTpOJIS KadecTBa OoOCTy:XKHUBaHUS moTpeduTened B OOmecTBe MPOBOIATCS CIIEAYOLIHE
MEPOTIPHSITHUS:

— TlpoBeneHne OMPOCOB, KOTOPbIE IPOU3BOITCS PYKOBOACTBOM U IIEPCOHANIOM (DHIIHAIIOB
U TPOU3BOJACTBEHHBIX YYaCTKOB UL KOHTPOJSA COOTBETCTBHA MOMEIIEHHM [UIA IIpHeMa
notpebuteneit HacTosmeMy Crannapry;

— Ounpli opoc mMoTpeduTeNeH Mo Ka4ecTBY 00CIyKUBAaHUS,
— B mecrax ofciyKuBaHUS MOTpeOMTENed Ha KaXIOM NPOH3BOJACTBEHHOM Yy4YacTKe LA
IIOCTOSHHOTO MOHUTOPHHIE PACIIONAraroTCs SIMUKK U KOPPECIIOHACHIUH, B KOTOPBIX

IMOCETUTENb MOXKET OCTABUTH CBOU IIPEIJIOAKCHUA H 3aME€UYaHusd (aHOHI/IMHO);

— TlepHonMdecKy TMPOBOISTCS KOHTPOIBHBIC 3BOHKH I ONEHKH KadecTBa OOMICHHS C
MOTPEOUTETISIMH.



