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POCCUNCKAA ®EOEPALUSA
UPKYTCKAS OBJIACTb
AOMUHUCTPALINS
MYHULUMUMNANBbHOIO OBPA30OBAHUSA
«KENE3HOIMOPCK-UJIMMCKOE rOPOCKOE NMOCENEHUE»

NMOCTAHOBJIEHUE

006 yTBEpPXAEHUN aAMUHUCTPATUBHOIO pernaMeHTa fno
npeaocTaBNeHUI0O MyHULMNanbHoi ycnyru «<PaccmoTpeHue xanob
notrpebuteneil, KOHCYNLTMPOBaHUE MUX MO BONpPocaM 3aluTbl
npae noTpe6urtenen»

oT 27 nioHa 2011 1. N 206

B cootBetcTBUM ¢ DenepanbHbimM 3akoHoMm oT 27 wons 2010 roga N 210-d3 «06
opraHv3aa-Lymn npefoCcTaBneHns rocyAapCTBEHHbIX U MyHULMNANbHbIX ycayr», deaepanbHbiM
3akoHoM oT 06 okTsi6psa 2003 ropa N 131-D3 «O6 06LLMX NPUHLMNAX OPraHU3aLmMm MeCTHOro
camoynpasnexust B Poccuiickoit Pepepauyn», NOCTAHOBAEGHVEM aaMUHUCTPALMN MYHULIN-
nanbHoro obpasosaHns «<XenesHoropck-Mnumckoe ropoackoe noceneHve» ot 11 dpespans
2011 ropa N 40 «O6 yTBepxaeHun nopsigka pa3paboTkv 1 yTBEPXAEHUS aAMUHUCTPATUB-
HbIX PErNIaMEHTOB MPefOCTaBNEHUS MyHULMMANbHBIX YCAYT MYHULMNANLHOrO 06pa3oBaHus
«)XenesHoropck-Mnumckoe ropoackoe noceneHve», YCTaBoM MyHULMNanbHOro o6pasosa-
Husi «KenesHoropck-Mnmmckoe ropoackoe nocenieHne», agMUHUCTPALMS MyHULMMNANIBHOTO
o6pa3zoBaHusi «KenesHoropck-UnumMckoe ropoackoe nocenexHune»

MOCTAHOBJISET:

1. YTBEPANTHL aAMUHUCTPATUBHBIN PErNAaMEHT NO NPEeLOCTaBAEHMIO MYHULIMNANIbHON yCy-
rn «<PaccmoTpeHue xanob notpeduteneii, KOHCYILTUPOBAHME VX MO BOMPOCAM 3aLLu1Thbl NpaB
notpebuteneit» (Mpunoxexwve).

2. Hacrtosiiee nocTtaHoBneHue ony6nvkoBaTh B rasete «BecTHuk ropoackoi Jymbl v
aaMU-HUCTPALMN MyHULIMNANBLHOrO 06pa3oBaHus «KeneaHoropck-Mnumckoe ropoackoe no-
ceneHune».

3. KOHTpOsb 32 UCNOMHEHMEM HACTOSALLErO NOCTAHOB/IEHNS OCTaBAAD 32 COOON.

MMaea MyHuuMnanbHOro o6pa3soBaHns
«XXenesHoropck-Unumckoe ropoackoe rnoceneHue»
10.U. WecTepa

MpunoxeHve K NOCTaHOBAEHNIO aAMUHUCTPALMN MYyHULMNANBHOMO 06pa3OBaHMﬂ «KeneaHoropck-Mnumckoe ropoackoe noceneHne»

oT 27 vioHs1 2011 . N 206

AOMUWHUCTPaATUBHBINA PEerfnamMeHT Mo NPeAoCTaBIEHUI0 MYHULMMNANbHON yCnyru
«PaccmoTpeHue xanob notpeduTteneil, KOHCYIbTUPOBaHME UX MO BONpPOcaM 3aluTbl NpaB norpedurenein»

1. OGme NonoXxeHus

1.1. HacToawmin aMUHUCTPATUBHBIV PErNaMeHT UCNONHEHNS MYHULMNANbHON yenyru aj-
MUHUCTpaumei ropoaa >XenesHoropck-Mnnmcknii no paccMoTPeHuIo xanob notpedutenei,
KOHCYNBTMPOBAHVE KX MO BOMPOCaM 3aLuThl MpaB notpebuTeneit (aanee — PernameHT) pas-
paboTaH B LieNIsiX COBEPLLEHCTBOBaHWS GOPM 1 METOL0B paboThl ¢ 06paLLeHsMu noTpebuTe-
Neit, onepaTBHOrO PaCCMOTPEHUS Xanob, NPeaoCcTaBNeHNs HANBUAYAbHbIX KOHCYbTaLUmi
1 0Ka3aHvisi NTOMOLLM B cly4ae obpalLeHysi noTpebuTenein B cyaebHbe MHCTaHLWN.

MoTpebutens — rpaxaaHnH, MeoLLMI HamepeHue 3akasdaTb Unn npuobpecTtu, MMB0o 3aka-
3bIBAOLLMIA, NPUOBPETAaOLLMIA MV UCMIONL3YIOLLMA TOBaPbI (PaboTbl, YCYrn) NCKIIOYUTENBHO
O INYHBIX, CEMEVHBIX, AOMALLUHUX U WHBIX HY>X[, HE CBSI3AHHBIX C OCYLLECTBIEHNEM Mpes-
ﬂpMHMMaTeﬂbCKOVI NEeATEeNbHOCTbLIO.

1.2. MNpegocTasneHne MyHUUMMNANbHOM YCyr No pacCMOTPEHUIO oBpalLeHnin 1 xanob
rpaxzjaH rno BOMpOCY 3aluTbl NpaB notpebuteneit (aanee — MyHuumMnanbHas ycayra) ocy-
LeCTB/IIeTCS B COOTBETCTBMM CO CNneayoummMm HOpMaTUBHO-MPaBOBbIMU akTaMn:

— KoHcTtuTyuma Poccuiickoin Denepaumm ot 12 aekabps 1993 roaa;

— 3akoH P® ot 07 despana 1992 roga Ne 2300-1 «O 3awmte npas notpedbuteneit»;

— 3akoH P® o1 02 mas 2006 roga Ne 59-dD3 «O nopsiake paccMOTpeHus 06paLLeHunin rpax-
naH Poccuiickon ®epepaumn»;

- MocTaHoeneHue MpasuTtenscTsa Poccuiickon Pepepauum ot 19 sHeaps 1998 rona Ne 55
<06 yTBEPXAEHUM NPABU NPOAAXMN OTAENbHBIX BUAOB TOBAPOB, NEPEeYHs TOBApPOB JJINTESb-
HOrO MOJIb30BAHMSI, HA KOTOPbIE HE PACMPOCTPaHaeTcs TpeboBaHue nokynartesnsi 06 6e3803-
Me34HOM MNpeaocTaBieHnn eMy Ha nepuos peMoHTa Uan 3aMeHbl aHasiorMyHoro Toeapa, un
repeyHst HENPOA0BOILCTBEHHbIX TOBAPOB HA/LIEXaLLEero ka4ecTsa, He NoJiexallyx BO3Bparty
1N 06MeHy Ha aHaNor1YHbIN TOBap APYrx pasmepos, Gopmsbl, rabaputa, pacoHa, pacLseT-
KU nnn KoMmnaekrTaunm»;

— MocTaHoBneHwue MpasutenscTea Poccuiickoit Penepaunn ot 15 asrycta 1997 ropa Ne
1036 «O6 yTBEPXAEHWUM NPaBU/ OKa3aHWs yCIyr OOLLECTBEHHOIO NUTAHNUS»;

— MocTaHoBnexue Mpasutensctea Poccuiickoin deaepaumm ot 15 asrycta 1997 rona Ne
1025 «O6 yTBEpXAEHMM NpaBun GbITOBOro o6enyxunBaHnsa HaceneHvsi B Poccuiickon depe-
pauumn».

1.3. HacTosyio MyH/UMNanbHYIO YCNyry OCYLLECTBASET OTAeN Nno passBuTuio Manoro u
cpepnHero 6usHeca agMUHUCTpaLmm ropoaa >XenesHoropck-nmnmckuii

(panee — Otoen).

1.4. Mpu ncnonHeHuu HacTosLen MyHULMNanbHOM yCnyrn OTBETCTBEHHBIM CNELMAnMcTOM
OTaena ocyLLEeCTBASIETCS B3aMMOLENCTBIE:

— C XO39CTBYIOLLMMMN CyObekTamn, paboTaiowmmn B chepe NoTpebuTenbCKoro peiHKa;

— C TeppUTOPUaAbHLIMN CTPYKTYpamun dbefepanbHbiX OPraHoB VCMOTHUTESbHOM BNacTy;

— C opraHamMmu BHYTPEHHUX AeN 1 APYrMMM OpraHM3aumnsaMmn U NPpeAnpPUSTUSMIA, B KOMIETEH-
L0 KOTOPbIX BXOAST BOMPOCHI, C KOTOPbIMW 06paLLalTCs rpaxaaHe.

1.5. HacTosiwmin aaMUHUCTPATUBHBIN pernaMeHT paspaboTaH:

— AN MONy4YeHUs rpaxaaHamyi NPaBOBOV KOHCYNbTALMW B OTHOLLEHWSX, BO3HMKAIOLLIMX
Mexzay noTpedbuTensiMmn ycayr 1 N3roToBUTENSMU, CTIONHUTENSMU, NPoJaBLIAMM NPy Npoaa-
>Ke TOBapOB (BbIMOSHEHNM PaboT, Oka3aHWu yCIyr);

— NS OKa3aHWsi NOMOLLY B COCTaBIEHUV NPETEH3UIA, 3asBNEHUIA, UCKOBbIX 3asiBNEeHUI ANns
YA0BNIETBOPEHMS 3aKOHHbIX TPeBGOoBaHUIi NOTPeGUTENs K NPoAaBLyYy, N3roTOBUTESIO U UCMON-
HUTENIO YCIYIY B LIEIsSIX Pa3peLLeHns BO3HMKAIOLLMX CMIOPOB 1 MPOTUBOPEYUIA.

2. MopapoK UCNoNHEHUS HacToswWwein MyHuuMnanbHoOW ycnyru

2.1. O6paLueHus noTpeduTenen MoryT NocTynaTh B NMMCbMEHHOR hopme, B GOpMe YCTHOTO
obpalleHuns K 0TBETCTBEHHOMY cneuuanncty Otaena Bo BpeMsi Npuéma, no TenedoHy.

2.1.1. OcHoBaHWeM A1 PaCCMOTPEHNS NOCTYNUBLLIEr0 NMCbMEHHOr0 06GpaLLeHns rpaxaa-
HVHAa AIBNIsieTCst obpalleHne, 3aperncTpMpoBaHHOE B aAMUHUCTPaLMKY ropoaa XXesie3Horopek-
Mnumcknii n HanpasnenHoe B OTaen Ans NpUHATUS Mep MO CyLLEeCTBY 0003HAYEHHbIX B HEM
BOMPOCOB.

2.1.2. NucbMeHHOE o6palleHne NoJaeTcs B NPon3BosbHON Gopme. B obpalieHun yka-
3blBaeTCA Gamunnsi, Msi, OTYECTBO W MOYTOBLIV aApec rpaxaaHuHa. Mianaraetcs cyTb 06-
paLleHuns nnm xanobhl, a Takke npuiaraioTcs (Npy HE06XOAUMOCTY) KOMUN NMEIOLLNXCS [10-
KYMEHTOB, MOATBEPXAAIOLLMX MOKYTKY (BbINOSIHEHME paboTbl UK OKa3aHWe yCyru), CTaBuTcs
NINYHas NOAMUCH rpaxaaHvHa 1 ata obpaLleHus.

2.1.3. B cnyyae nocTtynneHus obpalleHvs B agMuvHUCTpauvio ropoda KenesHoropck-
Wnumckuii n Hanpaenexus ero B agpec Otaena Ans pacCMOTPEHMS U MPUHATUS MEP MO Cy-
LLLeCTBY anobbl OHO CHUTAETCS Pa3PELLIEHHBIM, €C/IM PACCMOTPEHbI BCE NMOCTaBMIEHHbIE B HEM
BOMPOCHI, MPUHSITbI HEOOXOAVMbIE MEPbI, MOTPEOUTENIO faH OTBET B NCbMEHHOI dpopme. B
ciydqae nocTyrneHns obpatleHns (xanobbl) B MMCbMEHHOW WKW YCTHOW dopme, Henocpea-
CTBEHHO B OT,D,eﬂ FIOTpe6I/ITeJ'Ib BMpaBe 0TKa3aTbCHA OT Hanpas/eHNs eMy MMCbMEHHOro OTBe-
Ta, 0 4EM OH JienaeT 3anunchb B 3asiBIEHUN.

2.1.4. Mpu nuyHoM obpaLLieHn 3a Noy4eHeM KOHCYbTaLMmM No BONPOCaM 3aLmTbl Npas
notpebutenein pnanyecknm ¢GakTom, KOTOPbIM 3aKaHYMBAETCS WCMOSIHEHME HACTOALLEN
MyHULMNANLHOM yCcnyru, SIBASIETCS NOJy4eHne rpaxaaHNnHOM YCTHBIX PasbsCHEHWI, a Takxke
nony4eHve NOMoLLY B 0POPMIEHUM NPETEH3UN, 3aSBNIEHNS K XO3AACTBYIOLLEMY CyObEKTY, Ha-
pyLwmBLLIEMY HOPMbI 1 TpeboBaHus 3akoHa P® ot 07 despans 1992 roga Ne 2300-1 «O 3a-
LMTe NpaBs noTpeduTeneli», ICKOBOro 3asiBNieHUst B CyAeOHbIe OpraHbl.

2.1.5. YcTHas xanoba rpaxaaHuHa no TenedoHy perucTpupyeTcs B XypHanax perucrpa-
LMK o6palLeHnii NoTpebuTener no Bonpocam 3alyThel Npas noTpebuTenen no HanpasieHusaM
nestensHocTn OT1aena (MpunoxeHue K HacTosLeMy PernameHTy).

2.1.6. Npwv o6paLleHnm 3a NONyYEHNEM KOHCYNbTaLMM No TenedoHy No BONPOCY 3alnTbl
npae notpebuTenelt lopuanHecknuMm GakToM, KOTOPbIM 3akaH4MBaETCS UCMONHEHNE HACTOoS-
wer MyHuumMnanbHOM ycnyru, SBAseTca nosyyeHne rpaxaaHMHOM YCTHBIX PadbsCHEHWUIA MO
BOMPOCaM AeVCTBYIOLLEro 3aKOHOAATENbCTBA U APYrIM HOPMATUBHO-MNPABOBbLIM akTam, pe-
rYIVPYIOLLMM B3aUMOOTHOLLEHWSI NOTPebuTenst 1 NpoaasLa (M3roTOBUTENs, UCMOMHUTENS
ycnyru).

2.1.7. icnonHeHue HacTosLen MyHuumnaneHol yenyru aenseTcs 6ecnnaTHon Ans 3asasu-
Tenen.

2.1.8. MonyunTb MyHUUMNANBHYIO YCIIYTy MOXHO No agpecy: MpkyTtckas o6nacTb, ropos,
KenesHoropck-Unumckuia, 8 keaptan, a.19, ka6.402:

— noHeaenbHuK-NaTHUUA ¢ 9.00 — 17.00, nepepsbis 13.00 — 14.00;

— cy660Ta, BOCKPECEHLE — BbIXOAHOM AEHb.

TenedoH/dakc Otaena: (39566) 3-24-59.

2.2. Cpok npepocTaBieHns HacTosLen MyHUUmMnanbHom yenyru:

2.2.1. Bpewmsi oXvaaHuis 3asiBUTENs, 06paTVBLIErocs 3a MoJly4eHNEeM KOHCYbTaLMK MO BO-
npocam 3aLuThbl NpaB NoTpebuTenen, Ha IMYHOM NPUEME He A0MKHO NpeBbiluaTh 30 MUHYT.

2.2.2. MakcvMasibHO [oMNyCTUMbIE CPOKW UCTMONHEHWS HAcTosALLEen MyHULM-NanbHOM yCny-
1 MPU IMYHOM 06 PaLLIEHNN 3asiBUTENIS 3@ MOJTy4EHNEM KOHCYNbTALMN He JOKHbI MPEBbILATL
30 MUHYT.

2.2.3. Cpoku UCNONIHEHWSA HacToAWwEe MyHULMNANbHOM yciyri npu obpatueHun (xanobe)
rpaxaaHyHa NCHUCASIIOTCS C MOMEHTa perncTpaumm obpalleHnst o OHS pa3peLleHus Bcex
3aTPOHYTHIX B Xanobe BONPOCOB, B TOM YUCE A0 BbIHECEHUS CyAeOHOro peLleHns no KOoH-
KpeTHOMy obpatueHmnio. B cnydae He06XxoAMMOCTU NOTPEOUTENtO JAETCSH MPOMEXYTOUHbI
OTBET.

2.2.4. TICbMEeHHbIe U YCTHbIE Xanobbl PerMcTprpyoTCs B TEYEHWE OQHOMO paboyero AHs ¢
MOMEHTa NOCTyrnieHns obpaLleHus NoTpebuTens B XypHanax pervcTpauuy no HarnpasneHu-
am peatenbHocTn Otaena (MpunoxeHve k HacTosiLeMy PernameHTy).

2.2.5. O6patueHve, codepxalliee BOMPOCHI, PELUEHNE KOTOPbIX HE BXOAWUT B KOMMETEH-
uvio OTaena, HanpasSiETCs B TEYEHNE CEMU IHel CO AHS PEerncTpaLmy B COOTBETCTBYIOLLMIA
opraH Wan COOTBETCTBYIOLLEMY JO/DKHOCTHOMY /ML, B KOMME-TEHLMIO KOTOPbIX BXOAUT pe-
LIieHMe NOCTaB/IEHHbIX B 06paLLeHN BONPOCOB. [paxaaHnHy HanpasnisieTcs yBeJoMIEHNE O
nepeagpecauun obpatleHns.

2.3. WcnonHenue HacTosien MyHuLmnanbHoi ycnyru npuocTaHaBivBaeTcs B Cryyae
ecnu:

— B MCbMEHHOM 06paLLEeHN OTCYTCTBYIOT paMunvsi noTpebuTtensi, Hanpa-BuBLLEro 06-
paLleHve, 1 NoYTOBLI aapec, Mo KOTOPOMY A0MXKEH OblTb HANPaBNEH OTBET;

— obBpatueHne, coaepXxnT NpocbOy NoTpedutens o6 o6xanosaHUn cyaeGHOro peLleHns;

— TeKCT MUCbMEHHOro obpallleHns He NoAAAETCS MPOYTEHMIO, @ GaAMUINS U MOYTOBbIN
aapec obpaTuBLuerocs Yntaemsl. Motpebutento cooblyaetcs nHdpopmaums 0 HeBO3MOXHO-
CTV PAaCCMOTPEHVISi ero 06paLLeHns;

— B NMCbMEHHOM 06palLLeHnV NoTpedrTeNs CoAePXUTCS BOMPOC, HA KOTOPLIV EMY HEOAHO-
KpaTHO [aBasMCh NMCbMEHHbIE OTBEThI MO CYLLECTBY B CBSI3V C paHee HanpasiseMbiMu 06-
paLLEHVSIMI, U NPY 3TOM B 06PALLEHNI HE MPUBOASITCS HOBbIE AOBOAbI U 06CTOSATENbCTBA;

— B oOpalleHun coaepXaTcs HeLeH3ypHble MO0 OCKOPOUTENbHbIE BbIPAXEHUS, Yrpo3bl
>KU3HW, 3,0POBbIO 1 MMYLLEECTBY JO/KHOCTHOMO LA, @ TakKe YJIEHOB ero cemMbu (obpalleHue
ocTaéTcsa 6e3 0TBeTa Mo CyLLECTBY NMOCTAB/IEHHbIX B HEM BOMPOCOB, rPaXAaHVHyY, HanpaBmB-
wiemy obpallieHre, coobLiaeTcs 0 HeAOMyCTUMOCTM 3n0ynoTpebaeHNns Npasom);

— obpaLleHve He perynupyeTcs 3akoHom P® ot 07 dpespana 1992 roga

Ne 2300-1 «O 3awwumTe npas noTpeduTteneii».

2.4. MNomeLLeHne, B KOTOPOM OCYLLECTBASETCS NPUEM rpaxaaH, A0/MKHO obecneymsaThb:

— KOMOPTHOE PACMONOXEHNE NOTPeBUTENSi U OTBETCTBEHHOr O crieuvanucta Otaena;

— Hanm4ve TenedOoHHOM CBSA3N 1 BO3MOXHOCTb KOMMPOBAHWSi AOKYMEHTOB;

— [OCTYN K HOPMAaTUBHBLIM MPaBOBbLIM akTaMm, PerynvpyloLwmmM noTpeduTtesb-ckoe 3akoHO-
[ATeNbCTBO U UCMOSTHEHUE HAcTosLLEen MyHULIMNanbHOM yCnyru.

3. ABMUHUCTPaTUBHbIE NpoLeAypPbl

3.1. MpoBeaeHne npuéma noTpedmuTens OTBETCTBEHHbLIM cnieumnanictTom Otoena:

3.1.1. Bo Bpems npuéma rpaxaaHnH MOXeT clienaTtb yCTHOe 3asiBieHne nnbo oCcTaBUTb
nucbMeHHoe obpatleHune (xanoby, 3asBneHne) No Bonpocam 3almThl Npas notpebutenei B
cdepe noTpedrTeNbLCKOro phiHKa.

3.1.2. OTBeTCTBEHHbIN cneuvanucT OTaena, oCyLecTBASIOWMI NPUEM rpax-aaH, Gukcu-
pyeT B XypHasne perncrpauum xanob (MpunoxeHue k HacToswemy PernameHTy) obpatieHvie
noTpebuTens, B KOTOPbIN 3aHOCHT:

— MOPSIAKOBLIN HOMEP Xanobbl (HyMepaLuvsi HauHaeTCsl B Ha4ase KaneHOapHoro roga u
3akaH4MBaeTCs nocneaHM pabounm AHEM KaneHaAapHoro roaa);

— jarty obpateHusi;

— paMunuIo 1 HUUManbI NOTPebuTens, ero aapec, KOHTaKTHbIN TenedoH (Npu Hanuuum);

— KpaTkoe cofepxaHne obpaLleHuns;

— cBefieHust 0 cyObekTe NoTPebUTeNbCKOro phiHka, Ha KOTOPbIA MocTynuna xanoba (3a-
sBNeHne) noTpeduTens.

3.1.3. OTBETCTBEHHbIN cneunanuct OTaena, OCyLLEeCTBAAIOWMA NPUEM, aHaNM3NPyeT BCe
uMeloLmecs y notTpebuTenst 4OKyMeHTbI, MOATBEPXAaloLLmMe MoKynky ToBapa (UCMosIHeHVe
ycnyru, BbiNosiHeHne paboTsi).

3.1.4. Ecnu B X04€ NIMYHOMO NPrEMa BbisiBJIEHBI HAPYLLEHNS NOTPEOBUTENBCKOrO 3aKkoHoAa-
TeNbCTBA U B pe3ynbTate TenedoHHOro 06LLEHUs C PYKOBOAUTENEM NPEeANPUSTS He JOCTHr -
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