HopmaTuBHbIE JOKYMEHTbI

1. [MepeyeHb HOPMATUBHbLIX MNPaBOBbLIX AaKTOB,
perynupyoumx npouepypy okKa3aHua (ocywecTBlieHUA)
ceTeBOW oOpraHusauumenm ycnyr (npouyeccoB)
norpeburtenam

Mpuka3 MwuHsHepro Poccum ot 15.04.2014 N 186 «0 EpuHbIX
CTaHOapTax KayecTBa o0O6CNyxuBaHus CeTeBbIMA OpraHuM3auusamu
notpebuTtenen ycnyr ceTeBbiX OpraHu3auum»

2. WHPopmaumsa o nopspkKke nopaym U cCpokKax
paccmoTpeHus obpaweHun notpebutenen

CeTeBasd OpraHu3auus npu paccMoTpeHuMn obpaweHun noTpebutenen
obecneynBaeT npueM M perucTpauumi NOCTYNUBWErOo B afgpec CeTeBOu
opraHu3auun obpaweHus notpebutens (B NUCbMEHHOW, 3/1EKTPOHHOWN,
yCcTHOM ¢opMe, C wucnonb3oBaHuMeM TenepoHHon cBaA3u). pwu
perncrtpaumn obpaweHna OGUKCUpyeTCcss KOHTaKTHasa wHpopMmauunsd
notpebutena, paTta noctynneHus obpaweHus wn BXOQAWUN
perncTpaumoHHbLIn HOMep obpauweHus.CeTeBad opraHu3auna Hanpasnsert
notpebuteni oTBeT NO CywecTBy Ha ero obpaweHue B crepywowue
CPOKM:

*a) OTBET Ha NUCbMeHHOoe obpaweHne notpebutens Ha GyMaxHOM
HoOCuTene — B Te4yeHune 30 pgHem CO [OHS perucTpauuwu
obpaweHns ceTeBOW OpraHuM3auuen, B Clydyae eCcnMm UHOe He
NpeaycMoOTPEHO 3aKOHoOaTenbCTBOM Poccumckon Oepepauuu;

»6) obpaweHne notpebutens, HanpasseHHOE C WCNONIb30BaHUEM

opuMuManbHOro cauta B (OopMe 3/IeKTPOHHOro OOKYyMeHTa, — B
CPOKM, YyKa3aHHble B npunoxeHun N 5 kK HacTtodwuMMm EOWHBIM
cTaHpapTaM;

»B) oTBeT Ha obpaweHue noTpebutens C UCNONb30BaHMEM
TenepoHHON CBA3M NpPenocTaBNsAeTCcs HEeNnoOCPeaACTBEHHO B
MOMeHT oOpaweHusa noTpebutensa. B cnyyae HEBO3MOXHOCTH
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npegoocTaBuTb OTBET B MOMeHT obpaweHus notpebutens
pabOTHMK CeTeBOW OpraHu3auuMum 3aNUCbIBAET KOHTAKTHYI0
nHpopMauuiw notpedbutens nm He nosgHee 4 4yacoB C MOMeHTa
perncTpaunn obpaleHus npegocTaBnseT OTBET notpebuteno;

") ecnu obpaweHune noTpebutTens Cc WUCNONb30BaHUEM
TeneQpoHHON CBA3M copoepXxuT Xanoby M daKTbl, M3JIOKEHHbIE B
Takon xanobe, TpebywT aHanu3la MaTepuanoB no obpauweHuo
notpebutensa, paboTHMK CeTeBOM OpPraHuM3auuum, MNPUHABLKN
TenepoHHbIN BbI3OB, odopMnsieT ¥anoby B PopMe 3NEKTPOHHOrO
OOKYMEeHTa, KOTOpPbin perncrpupyetrcs B YCTaHOBJIEHHOM
nopsgoke. Cpok oTBeTa noTpebuteni no Takou xanobe He
0ONXeH npesblwatb 30 gHEW CO [OHA perucTpaumu obpaweHusd;

»0) OTBEeT Ha YyCTHoe obpaweHne noTpebutens B odpucC
obcnyxmesaHua notpebutenewu npepocTaBnaeTcH
HENoOCpeaCTBEHHO NpuM noceweHun notpebuteneMm odpuca. B
cflyyae HEBO3MOXHOCTW NpenocTaBfeHns oTBeTa Ha obpaweHwue
notpebutens npu oOCywecTBAEHUW OYHOro ob6CAyXmBaHUS
notpebutens, a Takxe ecnu obpaweHue noTpebutens CopepxuT
¥anoby u ¢akTbl, WU3NO0OXeHHble B Takon xanobe, TpebywT
aHanu3a MaTtepuanos no obpaweHuw notpebutens, paboTHUK
CeTeBOW oOpraHuM3lauuMum p[ONXEeH TnNPennoxXutb notpebutento
HanpaBuTb B CETEBYI OpPraHuM3auui NUMcCbMeHHoe obpalweHue wunu
opopMntb obpaweHume B opuce obCNyxMBaHMA Ha TUNOBOM
6naHke. T[locne 3anofnHeHUs M nopnucaHua notpebutenem
6bnaHka obpauweHuna Takoe obpaweHne peructpupyetcsa. Cpok
oTBeTa Ha Takoe obpaweHune He ponxeH npesblwaTb 30 OHEW CO
OHA perucTtpauun obpaweHusd.

B cnyyae ecnu wu3noxeHHole B obOpaweHun notpebutensa BOMNPOCH He
OTHOCATCHA K KOMMeTeHUMM ceTeBOW opraHu3auummn, paboTHUK ceTeBOU
opraHu3auun He no3nHee 5 pabouux pgHeW CO [HA perucrTpauuu
obpaweHna uHPopMupyeT noTpedbuTenas o0 HEBO3IMOXHOCTMH
npenocTaB/feHMs eMy OTBeTa MO CYyWecTBY W30XeHHbIX B obpaweHuu
BONPOCOB M coobwaeT KOHTaAKTHYW WHPOPMaLWIO OpraHuM3auummnm, K
KOMNeTeHUUNn KOTOPbIX OTHOCATCA Takue BOMPOCHI.

ObpauweHne notpebutens o npenocTaBfIEHUM CNPaBOYHOW WMHHOPMaLUM U



(MNM) KOHCynbTaUMM CYMTAETCA PaCCMOTPEHHLIM, ecnu notpebutenio
HanpasneH (nNpepocTaBfeH) OTBET C 3anpawvBaeMon WMHHOpMauuewn.

ObpaweHne noTpebutens, copepxawee xanoby, cuumTaeTcs
PaCCMOTPEHHbBIM CEeTeBOW oOpraHuM3launen, ecnu:

=a) YycTaHoBneHa o6ocHoBaHHOCTb (He0BOCHOBAHHOCTbL)
3afBNEeHNMa O HapyWeHUu npaB WAN OXPaHSEMbIX 3aKOHOM
MHTepecoB noTpebutens, B TOM 4Yucne 0 NpenocTaBiEHUU
yCnyr HeHap/iexaWwero KadecTBa;

»6) B cnyyae HeobxogmMocTum no o6OCHOBaHHLIM Xanobam
onpepeneHbl MeEponpusaTUa, HanpaBieHHble Ha BOCCTaHOBJIEHME
HapYyWeHHbIX MNpPaB WX OXPaHAEMbIX 3aKOHOM WHTepecosB

notpebutena (panee — KOppekTupywuwme Mepsbl);
=B) HanpaBieH (nNpepocTtaBfieH) oOTBeT noTpebuTtenw no
obpalleHmio:

= B C/ly4yae npu3HaHua xanobol HeoboCHOBaHHOW B OTBeTe
NpenocTaBNAnTCSA apryMeHTMpPOBaHHble pa3biAsCHEHUS B
OTHOWEHMM OTCYTCTBUSA OCHOBAHMWM [na ee
YyOOBNETBOPEHUS;

B C/ly4Yae rnpu3HaHua xanobol obocHoBaHHOW B OTBETE
noTpebutenio ykKa3blBawTCA, KakKuMe MnpaBa WM 3aKOHHble
MHTepecbl noTpebuTtenda nopgnexat BOCCTaHOB/IEHU W B
KakoM nopagke. Ecnum no xanobe Heobxopuma

peann3lauuna KOppekTupywwmx ™Mep, B oOTBeTe
notpebuteni yka3biBaeTCd MNNaHUPYeMbM CPOK WUX
peanu3auum.

PaccMoTpeHune obpaweHus He npoussoguTca (C yBegoMneHueM 06 3ToM
notpebutena) B cny4dasx:

a) ecnun obpaweHne copepXuT HeueH3ypHble nubo
oCcKopbutenbHble BblpaxeHus;

»6) ecnu B obpaweHWMm copep¥xuTCca BONPOC, HaA KOTOPLIU
OaHHOMy noTpebuten ycnyr yxe 6bin1 npepocTaBfieH OTBET MO
CywecTBy B CBfi3M C paHee HanpaBJleHHbMU oOOpaweHusaMu, wu
npum 3ToM B obpaweHMn He nNPUBOQATCH HOBbIE OOBOAObLI WK
obcTofTeNnbLCTBA;



*B) ecnM OoTBEeT N0 CywecTBY MNOCTaB/NEeHHOro B obpaweHuu
BONpoca He MoxeT ObiTb fgaH 6e3 pa3rnaweHus CBeQEHUN,
COCTaBNAWWMX KOMMEPYECKYI TaWHy MWNW WHYI OXPaHAEMYK
3aKOHOM TaWHy.

PaccMoTpeHue obpaweHuns (6e3 ysepgomMneHus notpebutens) He
Npon3BOONTCSH B CNy4yasax, €CAU TeKCT MUCbMeHHOro obpaiweHusa He
nogoaeTcCca MPOYTEHUWw wunum B obpauweHunm OTCYTCTBYWT KOHTAKTHbIEe
OaHHble, HeobXxoouMble ONA HanpaBfieHUMs OTBeTa.

3. Mopapok paboTel B NU4YHOM KabuHeTe notpedburtens

WHcTpykuma pns paboTel B MYHOM KabuHeTe
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