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ITOJIOKEHHUE
0 NopsiiKe paccMOTPeHUs 00paleHHii moTpedHTeNelH YCIyrH PerHoHaJLHOro onepaTopa

1. O0uMe MoI0KEeHU

l1.1.Hacrosimee [lonoxxenne o rmopsijike paccMoTpeHus oOpaileHui notpebuTeneii ycnyru
peruoHajibHOro omneparopa (namee - Ilomosxkenne) pazpaboraHo B COOTBETCTBHH €
MenepanbHbiMi - 3akoHamu  oT  24.00.1998 No 89-d3 «OG oTxomax rMpou3BOACTBA M
norpebaenus», [locranosnenuem [lpasutenscrsa Poccuiickoii @epepaunn ot 12.11.2016 No
1156 «O6 obpalleHun ¢ TBEPAbIMH KOMMYHAIbHBIMH OTXOJaMH H BHCCCHHH HM3MCHEHHs B
nocranosnenue [papurenscrsa Poccuiickoi denepannn o1 23 asrycra 2008 1. No 641+,
1.2.Hactosimiee [lonoxxenue ycranasnupaeT TpeboBanus u nopsiaok padborst OO0 «CT-TEO» ¢
YCTHbIMH M THCbMEHHBIMH ODOpalLUEHUSIMH NOTPEOHUTENEH YCIyrH PErHoHallbHOrO Oreparopa
(nanee -O0LECTBO).

1.3.B  nacrosiiem [lonoeHUM HUCMONB3YIOTCS CIEIYIOIIHE TEPMUHBLI W OMPEJIENeHHUsI: -
norpebuTeny - (GusMyYeckue M IOpUIMYECKHe JIMIa (COOCTBEHHHMKHM TBEPABIX KOMMYHAIbHBIX
OTXOJOB U I[IPUPABHEHHbBIX K HUM OTXOJ0B WJIM YHIOJHOMOYEHHbBIE MMM JIMUA). 3dKIIOUHBLINE
MM 00si3aHHbIE 3aKIOYUTH JIOroBop ¢ OOIIECTBOM Ha OKa3aHME YCHYIrH PErHOHAlbHOIO
oreparopa; - obpalieH’e MoTpebuTeNs - obpaiueHne GU3NUECKOTO H/HAH IOPHIHYECKOrO JIMLa
(MHAUBHAYQJIBHOMO TIPEANPUHUMATEIIS), HapaBieHHoe OOLIECTBY B MUCHLMEHHOM (hopme HITi B
(popmMe IEKTPOHHOrO JOKYMEHTA. COJAEPIKALLEE MPETOKEHIC. 3asBICHHE WLl KaJoOy. a TaKkKe
ycTHOE oOpatieHue. MHble NOHSATHS, HCIIOJIb3YeMble B HACTOsILLEM 11oNI0KeH K, IPUMEHSIOTCS B
3HAYCHMSIX, ONPEIC/IEHHbIX 3aKkoHoMaTesbeTBOM Poccuiickoi Deepalimu.

2. Ilpuem obpamenuii norpeduTeeii

2.1.Hanpasnenne  oOpaiuieHuii  mnorpebuTesneif, MOJaHHBLIX B MHCLMEHHOWH  (opme.
OCYILECTRIISETCs: - To mouToBomy aipecy O6mectBa: 660022. Poccus. r. Kpacnosiper. yi.
AdpoBok3aibHas. 1. 22, cTpoeHHe 3. nomelieHne All: - 1o aapecy 3neKTPOHHOH MOYUTDHI
Obuuecrsa: infoi , - uepe3 ¢opmy oOparnoil cpsazu na caiitc OduiecTia
www, ST-TBO.RU
2.2.Hanpasnenue ycTHBIX obpaiuieHuil noTpebuTeseil ocyllecTBisieTes MmyTem obpalueHis B
AucneTdepekyto ciyxby Obuectsa o rejedony: 8§(391) 2090971,

2.3.0¢guumaneupiii caiit ObimecTBa B HHPOPMAIHOHHO-KOMMYHHKALMOHHOH cCTH «MHTepHET !
hip:/. www.ST-TBO.RU/ . Aapec anektpoHHOH mouTkl Obuiectsa: infoiy i Tpuem
MUCBMEHHBIX M YCTHBIX obpawmenuii ocyiectisiercss ObuiectBom B padouce Bpemst ¢
HoHedeibHuKa no natuuuy - ¢ 08:00 mo 12:00 1 ¢ 13:00 o 17:00. no agpecy ICKTPOHHOI
noyThbl 6€3 orpaHHYeHUi N0 BPEMEHH.

2.4.B obpauenny notpebGuTeNs - (pU3MYECKOTO JHLA JODKHBI OBITL YKa3aHbl: (paMHIHsIMs.
OTUECTBO (MM HANMYKH), PeKBU3MTBI JOTOBOpA, 3aKIH0UeHHOro noTpednrenem ¢ OdiecTeom. 2
MOYTOBBLIH afpec, Mo KOTOPOMY AOJIKEH OBbITh HAMPABACH OTBET. aPEC HIEKTPOHHOH MOUTLL. B
cllydae eciin 00pallleHHe OCYLUECTBISIeTCs B IEKTPOHHOR (opme. CYLIECTBO HPEIOKCHHS.




sadBiiCld WK sKkano0a, JiuHas noanucsh, Aara. B oOpawenun norpeduress - l0puAHIccKolo
avna  (MHAWBHIYallbHOrO  MPEANpPUHUMATENs!) JOMKHBI  OBITH  YKa3aHbl:  HAHMCHOBAHHC
opranmzaimn  (P.M.O.  HMHAMBHIYATBEHOTO  OpENNPUHUMATENs).  PEKBHAHUTLI  OrOBOPA.
3AKJIOYEHHOTO  noTpeburesieMm ¢ OOLUECTBOM. [OYTOBBIH aipec W/HIIH MECTO HAXOAICHHHA
TaKOro IOPUIMYECKOro JiMia (MHAMBHIAYAJBHOIO MPEeIIpHHUMATENSI), MO0 KOTOPOMY A0JIKEH
OBITb HaNpaBJIeH OTBET, aIPEC IEKTPOHHOM MOUTLIL. B Cilyyae eClii 0OpalleHHe OCYLICCTRISCTCS
B 2JIEKTPOHHOH (hopMe, NOAMUCH PYKOBOJIMTENS MK YIIOJHOMOUYEHHOIO JIHLA. JlaTd.
2.5.Cpelienus 0 mecte HaxoxueHust OOLecTBa, KOHTAKTHBIX JaHHbIX, PEAKMME PabT bl U IPY1 dsi
HeoOXxomumas norpebuTento MHGOpMALMs pasMELIAOTCs Ha HH(YOPMALMOHHbLIX CTEH/IAX.
YCTAaHOBJIEHHBIX B nomeweHusax  OOwectBa, a Takike Ha  OQHLUMAILHOM  caiiTe
O0uwectBa B MHQOPMALMOHHO-TEICKOMMYHUKALHOHHOI ceti «MHTepHery.

3. PacemoTpeHHe YCTHBIX 00palleHHii

3.1.B cnyuae moctynieHus B amcrnerdepckyio ciyxOy O6mwectsa no Tene (OHY YCTHOrO
oOpaliieHns HOTPeOUTENs COTPYIHHK JCHieTdepekoi cilyaObl OOLEeCTBA. HPUHSBILKI TaKoe
obpalleHne. OCyLIECTBIsET CIeAYIOUIHe ACHCTBHA: - PETMCTPUPYET OOpalleHHe B KypHase
oOpatennii aucneryepekoi ciyxObl OOLIECTBa ¢ yKazaHHEM HaThl U BPEMEHM [1OCTYILIEHMSI
obpaienus, azmpeca M TeiledoHa NOTPEOUTENS, PEKBH3UTOB JOrOBOPA. 3aKIIOUEHHOrO ¢
OOLiecTBOM: - YTOUHSIET Y NOTPeOUTEIsl XapaKkTep U CoAepiKaHHe 0OpaLLleHHsL.

3.2.B cnyd4ae. ecnmu COTpYIHHK IUCHETYEpCKOi ciysxObl OOLIECTBA CAMOCTOATENLHO MOKCT
OTBETHTb HA TMOCTABJICHHLIA B OOpalLEHHM BOIMPOC, OH MPEAOCTABMSCT MOTPEOHTEIO
HH(OPMALIMIO HE3AMETHTEIBEHO. O YeM JENaeT 3aluch B JKypHaile oOpalieHuii aucreTyepekoi
cayx6sr ObmectBa. B ciyuae, ecim coTpymuuk mucrerTvepckoi cayx6nr Obuiectna e
pacrionaraet HeoOX0aMMON HH(pBOpPMaIIHEeH, OH co0bTIaeT MOTPEOHTETIO O TOM. UTO OTBET HA €10
obpaiicHue TpeOYeT MOArOTOBKH M OYACT €My MPCAOCTABACH B CPOKH. TMPCIAYCMOTPCHHDBIC
nynxToM 4.4 nacrosiuiero Ilonosxkenus.

3.3.CoTpyIHHK JHMCIETYEPCKOH CIIyxKObl, 3aperucTpupoBaBiuki obpaiuerue B popme KaloObl
(IPETCH3MM ), MPUHUMAET MEPLI Ul BBLICHEHMs [PUYMH, IOCIY/KHBIUMX OCHOBAHHEM I
oOpallieHHus. U B TeueHHe 24 4acoB MPeJOCTaBISIET OTBET 3asABUTEMNO. B cllyuae HEBO3MOKIOCTH
IPEOCTABJIICHUSI OTBETA B YKa3aHHBIA CPOK 3asBUTENIO TPEAIAraeTcsi HarpaBUTh MHCbMEHHOE
oOpauienue.

3.4.Corpyanuk aucrierdepckoit caysxopr ObuecTBa GUKCHPYET AaTy W BPeMs [PEIOCTABICH s
OTBETa Ha OOpallleHHe 3asBUTENs] WM CBEICHHs O JAHHOW pEeKOMEHIAlMH O HarpaBienuu
MUCBMEHHOTO 3ampoca B )XypHasle oOpallleHHi AucreTyepckoi ciyxoel ObiecTna.

4. THopsgok pacemorpeHusi 00paLeHnil, OJAHHBIX B ITHCcLMennoii popme

4.1. Corpyunui OOLLECTB, OCYLIECTBISIOWMUA HPUEM OOPAILECHHM I, HOMAHHBIX B 1IHCLMCHHOI
(bopme. ycranaBaMBaeT mpeaMeT 0BpalIeHUs M PErMCTPUPYET €r0 B KypHAIC PCrHCTpallii
obpatienuii. npucBanBaeT oOPALICHHIO PErHCTPALMOHHLI HOMEP M MPOCTARIAET OTMETKY O
JIaTE H BDEMEHH €ro MOCTYIMJICHMS.

4.2. Tlocne peructpanun obpaiieHust coTpyaHUK OOGLIECTBA. OCYLIECTBSIONMN MpHEM
obpaiueHui,  HampaBusieT — oOpallleHWe i PACCMOTPEHMS  PYKOBOAMTE/IEM  MilK
YMOJHOMOYCHHBIM Ha 3TO JuoM O6ectBa. ObpalueHust, coaepsKamme Kanodel (TPeTeH3ui)
o BONpOCaM  HEOKa3aHHs  (HECBOEBPEMEHHOIO  OKa3zaHus)  yCAYTH [0 BbIBO3Y
(tpancnopruposanuio) TKG — perucTpupyiotes u  HanpaBisioTcs [l PACCMOTPCHMS
PYKOBOJIMTEJIEM MJIM YIOJHOMOYEHHbIM Ha 3T0 juuoMm O6iiecTa HeszaMe THTe LHO. Mubie
oOpallueHuss PEerucCTpUPYIOTCS M HANpPABJAIOTCS Il PACCMOTPEHMSI PYKOBOAMTEIEM  HIH
YMOJHOMOYEHHBIM Ha 3T0 nuioM ObmmecTsa B TedeHue | pabouero jiHs.

4.3. Pyxosojnrens O6mEcTBa MM YIOTHOMOUYEHHOE UM JIMILO: - PACCMATPHBACT OOPAIIEHHE 1
OpujaraéMple K HEMy JMJOKYMCHTBI, - OINpeleiseT XapakTep obpauicnust (3asBicHuc.



IPCIIOIKCHHUE, Kaj100a); - ONPEACSET OTBETCTBEHHOIO HCIHOJILTC;s (MCHOJHMUTCCH) jLiisi
[IOAArOTOBKH OTBETA HA OOpALIEHHUE; - YCTAHABIUBAET CPOK LISl paccMoTpenus obparuensl.

4.4. OGpawenus. nocrynusmie 8 OBLIECTBO. NOLICHKAT PACCMOTPCHHIO B CHCAYIOULHE CPOKH: -
XKajloObl (NPEeTEeH3HH) MO BONPOCY HEoKa3aHus (HECBOCBPEMCHHOIO  OKA3AHMA) YCIVIH 110
BLIBO3Y (TpaHcnoprupoBanuio) TKO - s CPOK He ro3zHee 24 4acoB ¢ MOMEHTA MOCTYIIeHHs
obpaiuenns B OGLIECTBO; - MPEMIOKEHHS 11O BOIIPOCY MOHTaKa ([IEMOHTAsKa) KOHTEIHEPHbIN
MJIOMIA0K. TEXHHUYECKOr0 M CaHHTAPHOIO COCTOSHHSI KOHTEHHEPHBIX MIOIATOK M HILIM
aHaJIOrHYHEIM BOTIPOCAM - B CPOK He T037Hee 4 pabouux aHeil ¢ 1aThl MOCTYIIIEHUs] oOpatienus
B OOLLeCTBO; - 3asBJIEHUS O 3AKIIOYEHUH Wi 06 M3MCHEHHM YCIO0BHH 3AKIIFOYEHHBIX J0I0BOPOB
1 TIO MHBIM aHAJIOTHYHBIM BOIIPOCAM - B CPOK HE MO3/Hee 3 pabounx gHel ¢ HaThl MOCTYMACHHS
obpamenns B OOIIECTBO: - MO HHBIM BOMpocaM - B Teuenuwe 4 pabouux aHeil ¢ aaThl
nocrynieHus obpatuerus B Obuiectso. OTReT Ha obpalenue, nocrynusiiee 8 O0UECTBO B
(hopme dnekrponnoro goxkymenTa, HAMPABJIACTCS B (hOPME DICKTPOIHONO A0KYMCHTA 110 aapecy
DJICKTPOHHOMN TIOYTLI, YKA3aHHOMY B OGPALLCHHH, HIH B MHCLMCHIOILN (hopaie Mo nouTtonoay
aipecy. ykasaHHoMy B obpatuenuu. [lo skenanuio TMOTpeGHTENs OTRET. MOIFOTORTCIIILI B
MHCHMCHHON (hopMe. MOKET GBITL RpyUCH CMY JIMYHO B PYKH.

4.5.B xone pacemorpenus obpaiernust 3asBuTENs COTpyaHukH O6mecTa B pamkax
YCTAHOBJIEHHBIX MOJIHOMOYMI OCYLIECTBISIOT POBEPKY (HAKTOB H OCHOBAHHMIT U1 HanpasieHs
KajoObl, NPeNNOKEeHHs, 3asBNCHHS U MOArOTABIMBAIOT npeext orsera. [lpu noarsepuacaciiim
(baxToB, mH3MOKEHHBIX B Kan0Ge, OBILECTBOM HE3aMEJIMTRIIbHO MPUHUMAIOTCS MEpbl 10
YCTPAHCHHIO MPUYKH, MOCITYKUBIINX OCHOBAHHEM ISl Ka00bl, O YeM COOBLIACTCS 3asBHTEIO.
4.6.B ciyuae, eciiu (akThl, H3T0MKEHHDBIE B oOpalleHnu, He HALLIH CBOEro NOATBEPIKJICHHSI. HIIH
IPE/UIO’KCHUS, HApaBieHHble B aapec OOliecTBa, He MOIYT GbITh NPUHATLL. 3a4BUTENO B
YKA3QHHLIC CPOKH HANpaBJsCTCs MOTHBHPOBAHNLII OTBET O [He MOATBEPIKICHHIT 10BO10B
KAIO0OLL, HEBO3MOIKHOCTH PEANIM3ALIMH 1IPEIOIKELIMS 3a5IBITC)LSL.

4.7.00pawlenus NomIexaT ocTapienuio Ges PaccMOTPCUMsl B CIACAYIOLMX COyUUAN: - I3
MHCbMEHHOM O0pallleHHH He yKa3aHbl HAUMEHOBAHHUE (15 IOPUAMYECKHX JIHLL (hamMuiIus. HMsl.
OTHUECTBO MHAMBUAYANLHBIX MPEANpPHHUMATENei)). GaMUIHA HMs. OTUECTBO (/15 hH3nuecknx
L) noTpebuTens. HanpaBUBLIEro obpalleHie. WM MOYTOBLIIL Qapec. 1o KOTOPOMY J0JKell
ObITb HAIPABIEH OTBET; - B OOpALLCHHM COAEPIKATCS HELEH3YPHble JIMO0 OCKOPOUTElLHbIE
BbIDQKCHUSL,  yIrpO3bl JKM3HW, 310POBbIO, UMYyLuecTBY paboTHUKOB OO0LuecTsa (11pH - 210M
norpeburento, obpartuBiieMycs B yCTHOM (opme wnm  Hanpasusuiemy oGpaiichne B
[IMCbMEHHOH (popMe, COOBLIAETCS O HENONyCTHMOCTHU 3710yNOTPeO/IEHUsT TIPaBOM); - TeKCT
oOpaleHus, MOJaHHOTO B MNHCHMEHHOM (popme, He mopmaeTcs npo uTCHWIO (OTBET Ha
oOpallleHHe He JaeTcs, 0 YeM B TeuyeHHe 4 pabouux amed co QHS perucTpanuu obparcHus
coobLuaercs  10TpedHuTeN0, HalpaBUBLIEMY obpailleHHe. eciid ero HauMeHOBaHWe (s
IOPHAMYECKUX  JIML  ((paMMIMs. MMs. OTYECTBO MHIMBUAYAILHbIX HpeilpuHuMareicii)).
(bamMuang. UMS. OTYECTBO (7S (UIMYCCKUX THID). TOYTORDIN aapec TOLIAIOTCS MPOYTCHHIO! -
oOpalleHue CONEPAHUT BOIPOCKL, HA KOTOPbIE NOTPEOUTENIO HEOIHOKPATHO AABATUCH OTBEThI [10
CYILECTBY B CBA3H C paHEE HamNpaBsICMbIMH OOpAalICHHSMH, MPH ITOM B OBpAlleHHH He
NIPUBOSTCS HOBBIE I0BO/IbI ¥ OOCTOATENLCTBA [0 JAHHOMY BOIIPOCY.



