NopaaoK nogaumn u paccMmoTpeHus obpalueHuii notTpebuteneit, cogepKalmx Kanobbl Ha gencTena
ceTeBOi OopraHusauum

O6Lwue nonoxeHus

1. CeTeBas opraHu3auma obecrneymBaeT paccMmoTpeHue obpalleHunii notTpebuTteneit B yCTaHOBAEHHbIE
OEeNCTBYHOLWMM 3aKOHOAATENbCTBOM CPOKM. [0 TEKCTY HAaCTOALLErO AOKYMEHTA NOJ, BbIPAarKEHUEM
«ceTeBan opraHusauma» noHMmaetrca OO0 «INeKTPOLUUTY - DHEepProceTb».

Mopagok noaaumn obpawieHus

1. CeTeBas opraHu13aLma Npy pacCMOTPEHUN 0bpalleHuid NoTpebutenei obecneunsaer npuem u
perncTpaumio NocTynMBLIEro B afpec CEeTeBOW OpraHM3aL MM obpalleHus noTpebuTens B yCTHOM U
nMcbMeHHOM Gopmax, B Gopme 3/1eKTPOHHOIO AOKYMEHTA U C UCMO/Ib30BaHNEM TeslepOHHOM CBA3MW.

2. Npu pernctpaumm obpaleHna GUKCUPYETCA KOHTaKTHan MHpopmauma noTpebutens, aata
NocCTynaeHua obpaLLeHns 1 BXOAALLMUIMA PErMCTPALMOHHbIN HOMep 0bpaLLeHns.

Mopagok paccmoTpeHusa obpawieHus

1. CeTeBas opraHu13aLma HanpasaseT NOTpebuTeNto OTBET MO CYLLECTBY M3/10XKEHHOTO B 06paLleHum B
cneaytolLme CPOKM:

a) OTBET Ha NMCbMeHHOoe obpalleHne noTpebuTens Ha BymarKHOM HocuTesne - B TedeHue 30 gHel, co
[AHA perncTpaumm obpalleHns B CeTeBYI0 OpraHM3aLmio, B C/lyyae eciv MHoe He NpeayCMOTPeHo
3aKoHogaTenbcTBOM Poccuiickolt dPeaepaumuy;

6) oTBeT Ha obpalleHMe NoTpebuTena HanpasJeHHOE C UCMO/Ib30BaHWEM oduMLMaNbHOro canTa B popme
3/IeKTPOHHOr0 AOKYMeEHTa - B TedyeHue 30 gHel, co AHA oTnpasBneHus obpauweHuma (IV Mpukas
MuHucTepcTBa dHepreTukn Poccuiickoin Pepepauymm ot 15.04.2014 r. Ne186. 3aperncTpnupoBaHo B
MuHtocte PO 18.06.2014 r. Ne32761. Bctynuno 8 cuny ¢ 17.08.2014

B) B OTBET Ha 06paLLeHne NoTpebuTens c UCnoib3oBaHem TenedpoHHON CBA3WM NpeaocTaBaseTcA
HenocpeacTBEHHO B MOMEHT obpalleHus notpebutens. Ecam nsnoxkeHHble ¢pakTbl, TPEOYIOT aHaNn3a
maTepmranos no obpalleHnto NoTpebutensn, paboTHUK CeTEBOM OpraHM3aumn, NPUHABLLMIA TenepoHHbIN
BbI30B, 0GOpPMAAET Kanoby B Gopme 31eKTPOHHOIO JOKYMEHTA, KOTOPbIN PEFUCTPUpPYETCA B
ycTaHoBNeHHOM nopaake. Cpok oTBeTa NOTPebuTento no Takon Kanobe He AonXKeH npesblwaTth 30 AHeN
CO AHA perncrpaumm obpalleHma (MM paboTHUK CeTEBOM OpraHM3aLnmn A0MKEH NPEASOKUTb
noTpebuTento HanpPaBUTb B CETEBYIO OPraHM3aLMio MMCbMeHHOe obpalleHne nam obopmMmnTb
obpaleHue B opuce obcnymMBaHUs Ha TUNOBOM BiaHKe);

r) oTBeT Ha ycTHOe obpalleHue notTpebutens B opmc obcnyKnBaHuA noTpebuteneit npeaocTaBafeTcs
HenocpeacTBEHHO NpU NoceLweHnn notpedbutenem opuca. B cnyyae HEBO3MOKHOCTU NPeAOCTaBNEHUS
oTBeTa Ha obpalyeHne NoTpebuTena NPU OCyLLECTBIEHUN OYHOTO OOCNYKMBaAHMA NOTPEOUTENSA, @ TaKKe
ecnu GpaKTbl, U3NOKEHHbIE B Kanobe, TpebyloT aHann3a maTepmasioB No obpalleHnto notTpeburens,
pabOoTHMK CETEBOWN OPraHM3aLUMN AOKEH NPEasIOKMTL NOTPebUTEN0 HaNpPaBUTb B CETEBYHO
opraHM3aumo NncbMeHHoe obpalyeHne nnm opopmnTs 0bpaLLeHne B opuce ob6CcNyRMBaHUA Ha



TMnoBom baHKe. [ocse 3anon- HeHMA K NoAnucaHua notTpebutenem 6a1aHKka obpalleHma Takoe
obpaleHue pernctpupyerca. Cpok oTBeTa Ha Takoe obpalleHne He A0KeH npeBbiwaTtb 30 AHEN co gHA
pernctpaumnm obpalieHus.

2. ObpauieHne noTpebuTens, cogeprKallee }anoby, cuntaeTca pacCMOTPEHHbIM CETEBOW
opraHusaumen, ecau:

a) YCTaHOB/1EHA 060CHOBAHHOCTb (HEO60CHOBaHHOCTb) 3aABJ/IEHNA O HAapyLWeHUN NpaB NN OXPaHAEMbIX
3aKOHOM MNHTepecosB I'IOTpE6MTe}1ﬂ, B TOM 4Yucne o npeaocCrtaBneHnn ycnyr HeHagnexaulero Ka4yecrsa,

6) B cnyyae HEObX0AMMOCTM MO 06OCHOBAHHBIM Kaobam onpeaeneHbl MEPONPUATAA, HaNPaBAEHHbIE
Ha BOCCTAHOB/IEHME HAPYLUEHHbIX NPaB WM OXPaHAEMbIX 3aKOHOM MHTepecoB noTpebutena (aanee -
KOppeKTMpytoLme Mepbl);

B) HanpasaeH (NpeaoctasneH) oTBeT NoTpebutento no obpalleHuio:

Bl) B C/1iy4ae Npu3HaHuUA »Kan06bl HEO6OCHOBAHHOM B OTBETE npeanocTaBaIAOTCA aprymeHTUpOBaHHbIE
pPa3bACHEHNA B OTHOLWEHUN OTCYTCTBUA OCHOBaHUI Aana ee ygoBneTsopeHUA;

B.2) B C/ly4ae NpM3HaHUsA *Kanobbl 060CHOBaHHOW B OTBETE NOTPEOUTENIO YKa3bIBAOTCA, KakMe NpaBga
NN 3aKOHHbIE MHTEPECHI NOTPebUTeNs NoAaNesKaT BOCCTAHOBEHUIO U B KaKoM nopsiake. Ecam no
)anobe HeobxoaMMa peanmsaLmsa KOPPEKTUPYIOLWMX Mep, B OTBETE NOTPEOUTENIO YKa3bIBAETCA
nAaHUPYyeMbli CPOK UX peanusaummn.

3. PaccmoTpeHue obpalleHuns He nponssoamTca (c ysegomneHnem o6 sTom notpebutens) B cayyanx:
a) ecnu obpallleHne coaepHRUT HelleH3ypHble M60 0CKOPBUTENbHbIE BblpaKeHNs:

6) ecnn B 06paLLEHNN COAEPHKUTCA BOMPOC, HA KOTOPbIN AaHHOMY NOTPEBbUTENtO YCAYT yiKe Obin
npegocTaBaeH OTBET NO CYLLECTBY B CBA3M C paHee Hanpas/ieHHbIMWU 06palleHMAMM, U NPU 3TOM B
06palleHUn He MPUBOAATCA HOBbIE A0BOAbI MAN 06CTOATENLCTBA;

B) eC/11 OTBET NO CywecTtBy NOCTaB/1IEHHOIO B 06pa|.l.l,eHMVI BOMPOCa HE MOXKET 6bITb AaH 6es
pa3rnaweHunAa CBE,CI,GHMVI, COCTaBNAWNX KOMMEPYECKYIO TaﬁHy NN NHYHKO OXPaHAEMYIO 3aKOHOM Taley.

4. PaccmoTpeHue obpalleHus (6e3 yseaomaeHuns notpebuTtens) He NPon3BOAUTCA B CyYanX, €CN TEKCT
NMCbMeEHHOro o6palleHms He NoAAaeTCA NPOYTEHUIO AN B 06PaLLEHMM OTCYTCTBYIOT KOHTaKTHbIe
[AaHHble, HeobXoAMMble ANA HanpaB/ieHua oTeeTa.



