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FOCT P 54888—2011
Mpegucnosune

Lienn n npuHumnel cTaHfapTm3auun B Poccuiickoin Pefepaunmn ycTaHoBneHbl defepanbHbiM 3aKOHOM OT
27 pekabps 2002 r. Ne 184-d3 «O TeXHMUYECKOM perynnpoBaHnMmn», a npasunia NpUMEHEHUs HaunoHaNbHbIX
cTtaHgapToB Poccuiickoin depepauyun — FOCT P 1.0—2004 «CTtaHgapTusauua B Poccuiickoli ®egepauun.
OCHOBHbIE MOSTOXEHNA»

CBejeHusi o cTaHgapTe

1 PA3BPABOTAH ABTOHOMHOW HEKOMMEpPYECKOI opraHusaunein «Poccuincknii MHCTUTYT NnoTpebuTenb-
CKMUX ucnbitaHuii» (AHO «PUMN»)

2 BHECEH TexHuyeckum komuTeToM no cTaHgaptusauum TK 111 «3awmTa npasB notpebutenein Ha
OCHOBE KOHTPO/I NPOAYKLNM Ha CTafmnsax obpalleHns 1 Npu okasaHuy yciyr»

3 YTBEPXJEH W BBEJIEH BEWCTBUE Mpukasom ®efepanbHOro areHTcTea No TEXHUYECKOMY pery-
NpOBaHMIo 1 MeTponornu ot 22 aekabps 2011 r. No 1660-cT

4 BBEJEH BMNEPBbIE

MHdopmauua 06 M3MEHEHNSAX K HACTOsILLEMY CTaHAapTy Ny6/nkyeTCs B eXerofHo u3jaBaemMom
MH(OpPMaLMOHHOMYKa3aTe e «HauuoHanbHble cCTaHAapTbi», a TEKCT U3MEHEHUI NMoNPaBoK — B eXeMe-
CSYHO U3AaBaeMbIX UHPOPMALMOHHbIX YKasaTensax «HaunoHabHble cCTaHgapThi». B ciyyas nepecMoTpa
(3aMeHbI) MM 0T MeHbl HACT OSILLEr0 CTaHAApTa CooTBe TCTBYlOLLee yBeJoM/eHue 6yaeT ony6/MKOBaHO
B ©XXEMECSYHO M34aBaeMoM MH(OPMaLOHHOM ykasaTene «HaunoHanbHble cTaHaapThi». COOTBETCTBY-
loLLasn MHpopmaums, ysefoMIeHe U TeKCTbl pa3MeLan T e Takke B MH(OPMaLMOHHO cucTemMe o6LLero
no/sib30BaHUsi — Ha ouLManbHOM caiiTe ®efepasibHOro areHTCTBa N0 TeXHUYECKOMY PErYIMPOBaHUI0 U
MeTposiorun B ceTu HTepHeT

©CrtaHpgapTtuHpopm, 2013

HacToswuii cTaHAapT He MOXEeT GbITb NOJIHOCTLIO UM YACTUYHO BOCMPOU3BEAEH, TUPAXXMPOBAH 1 pac-
MPOCTPaHEH B kKauecTBe ohuLManbHOro UsgaHus 6e3 paspelleHns ®efepasbHOIO areHTCTBa No TEXHUYECKO-
MY perysiupoBaHuio 1 MeTposiorum
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BeBepneHune

HacToAwmini ctaHgapT npefHasHayeH Ana O0OWecTBEHHbIX O6beAuHEeHW noTpebuTeneli Bcex
TUNOB — Kak 60/1bLINX, TaK N MasibIX, UMEKLWMX Kak 60raTblli ONbIT A4eATE/IbHOCTU, TaK N pa3BuUBatOWMUXCA 1
BHOBb CO3Jal0LLNXCsl. Bce OCHOBHbIE MOMIOXEeHWA AaHHOro CTaHaapTa NPYMEeHUMbI A5 KaXA0ro o6LLecTBeH-
HOro 06beAnHeHUss NoTpe6uTesnei, Npy 3TOM He BCE YacTW HACTOSLLEro cTaHAapTa O4MHAKOBO NOMNe3Hbl Asst
pasHbIX TMNOB opraHu3aymii. OnpegeneHune Toro, YTo NPUMEHNMO A1 KOHKPETHOrO 06, EeCTBEHHOro 06beau-
HEHMA U HA YTO eMy BaXKHO pearmpoBaTb, OCYLLECTBASETCA NyTeM CaMOCTOATE/IbHOTO aHanu3a, guanora c
3aMHTEPECOBAHHbLIMM ML AMM U ABNSIETCH OTBETCTBEHHOCTLI laHHO opraHusauum.
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HALULMWOHANBHBIN CTAHAAPT POCCUWNCKOWN GENLEPALUMN

PYKOBO/ACTBO MO JOEPOCOBECTHOW MPAKTUKE ONA OPTAHU3ALNIA
Mo 3AWMNTE MPAB MOTPEBUTENEN

Guidelines on diligentpractice for consumers rights protection organizations

farta eBegeHns — 2013—01—01

1 O6nacTb NpUMEHeHUs

1.1 HacTtosAwwuii cTaHAAPT ycTaHaBnMBaeT CBOA NPaBw/ 1 NPoLeayp, BbiABNEHHbIX HA OCHOBE Nyuluei
npakTvkn, cobnAeHne KoTopbIX o6ecneunBaeT NPUOPUTET MHTEPECOB HEOMpPeeIeHHOro Kpyra notpebuTe-
neii B AeATeNbHOCTY 06LLLECTBEHHbIX 06beANHEHW NoTpebrTenel B COBPEMEHHbIX COLMaibHO-3KOHOMUYeC-
KMX YCNOBUSIX.

1.2 HacTtoswuii ctaHgapT Takke MOXeT 6bITb MPUMEHEH 415 OL,eHKM 40O6POCOBECTHOCTH AeliCTBUIA KOM-
MepYecKMX U HeKOMMepYecKnx opraHusauuii, feicTBuii, feknapupyemMbix kak HeKoMMepyeckas feATenb-
HOCTb, COBepLUIaeMas UCK/TYNTEsIbHO B MHTepecax notpebuteneii.

2 HopmaTunBHbIE CCbINKN

B HacTofLwem cTaHAapTe UCMONb30BaHbl HOPMATUBHbIE CChIIKU Ha CrieyioLie cTaHfapThbl

FOCT P MCO/M3K 17025—2006 O6Lve TpeboBaHUS K KOMNETEHTHOCTY UCMbITATENbHbIX U Kannbpo-
BOYHbIX aboparopuii

FOCT P 54884—2011 lobpocoBecTHas NpakTuka B 061acTy 3alunTbl NpaB noTpebutesnein. TepMUHbI 1
onpegesneHuns

NMpumeyaHune — MNpn NONb30BAHNN HACTOALWMM CTaHAAPTOM Lienecoo6pasHo NpoBepuTh AeiicTBUE CCblnoy-
HbIX CTaH4apTOB B WH(OPMALMOHHOW cucTEMe OO6LLEero nofb30BaHWs — Ha oduumanbHoM caiite ®egepantHoro
areHTCcTBa No TEXHUYECKOMY PEry/IMPOBaHNI0 W METPONIOTUN B CETWU VIHTEPHET UK NO eXerogHo n3paBaeMomy MHopma-
LIMOHHOMY yKa3aTento «HauunoHanbHble CTaHAapPThI», KOTOPbIA ONy6IMKOBAH N0 COCTOSIHUI0 Ha 1 HBAps TEKYLLEro roaa, v
N0 COOTBETCTBYHLMM EXEMECHYHO U3AaBaEMbIM MH(DOPMALMOHHBIM yKasaTensm, ony6/MKOBaHHbIM B TEKyLLEM rogy.
Ecnu ccbiNouHbIii cTaHAAPT 3aMeHeH (M3MEHEH), TO NPU NO/b30BaHUMN HACTOALMUM CTaHAAPTOM CleayeT pykKoBOACTBO-
BaTbCs 3aMeHSALWUM (MW3MEHEHHbIM) CTaHAapToOM. Ecnn cCbiNoYHbI cTaHfapT OTMEHEH 6e3 3aMeHbl, TO NOJIOXEHNe, B
KOTOPOM JaHa CCblfika Ha HETO, MPUMEHSAETCS B YaCTH, HE 3aTParnuBatoLLeil 3Ty CCbIIKY.

3 TepmuHbl nonpeaeneHns

B HacTosilem cTaHgapTe NpUMeHeHbl TepMUHbI 1 onpegenenus no FOCT P 54884—2011 v cnepytowwnii
TEPMUH C COOTBETCTBYIOLL MM ONpeaesieHnem:

3.1 pgonxHasa npegycMoTpuTenbHOCTL: Co3HaTeNbHbI U MeTOANYECKNI YYeT U MAHUMU3aumsa puc-
KOB C Lieflbl0 He [ONYCTUTb HeXenarteslbHblX HeraTuBHbIX NMOCNEACTBUI PeLUeHns B paMKkax UMEIOLMXCa Ha
MOMEHT NPUHATUSA peLlleHns nHopmaLum, onbiTa n pecypcos.

M3paHne ouynanbHoe
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4 O6wune npuHUMNbI ob6ecnevyeHnss LO6POCOBECTHOM NPaKTUKN

4.1 O6uwecTBeHHOMY 06beAMHEHNIO NOTPeBUTENe cneayeT 6bITb NPO3paYHbIM B peLleHnax ngeaTenb-
HOCTW. KOTOpPbIE OKa3blBalOT BO3/eCTBYE Ha UHTepeckl noTpebuTenein. O6beAnHeHNe AOKHO PackpbiBaTb B
MOHATHOM, TOYHOI 1 NOSTHON hopMe, B Pa3yMHOI M 40CTAaTOYHOM CTENEHN CBOM CTpaTEruio (MUCCHI0), peLleHns
N AeaTenbHOCTb. 3Ta nHhopmaums (ycTaBHble LOKYMEHTbI; MPUHUMMbLI AeATeNbHOCTH; COCTaB PyKOBOAALLMX
OpraHoB; NPOTOKOJ/IbI cCObpaHuii (3acegaHuit), NpeayCcMOTPEHHbIX yCTaBOM; CBeAeHUs (0T4eTbl) 06 MCnosb30-
BaHWM UMyLLECTBA W T. N.) LO/MKHA GbITb OTKPLITON M NOHATHOWN 418 TEX. HA KOr0 AeATeNbHOCTb OpraHnsaLmmn
MOXeT OKa3blBaTb CyLeCTBEHHOE B/IMAHME (NOTpebuTenu, NpousBoaMTENN, UCNIONHUTENN, MPOAABLbI).

4.1.1 OpraHu3aumMm pekoMeHAyeTcs NpefocTaBiATb B OTKPbITbIA A4OCTYN CTaHA4apTbl U KpUTEpuu, no
KOTOPbIM OHa OLleHUBaeT pe3ynbTaTbl CBOEN AeATeNbHOCTU. BbileykazaHHas nHhopmaLmsa fomkHa 6biTb CBO-
€BpPEeMEHHO. 0OCHOBAHHOW Ha hakTax, NnpeAcTaBeHHOl B 06beKTMBHON hopme, 4TOObI AaTh 3aMHTEPeCcOBaH-
HbIM /MUAaM BO3MOXHOCTb OLEHUTb BAWAHWE AelCTBUA W pelleHnii 06LLeCTBEHHOr0 06beauHeHus
noTpebuTenei Ha X NHTEpechI.

4.1.2 B cny4yae BO3HUKHOBEHUA KOHIMKTA MHTEPECOB NPU OCYLLECTBNEHNUN AeATENbHOCTH, y4acTun B
peanusauun NporpamMm ¥ NPoekToB 06L,eCTBEHHOMY 06beANHEHNI0 NoTpebuTeneli pekoMeHayeTca usBec-
TUTb 06 3TOM YHACTHUKOB NporpamMm v (M) NPOEKTOB.

4.2 O6LwecTBeHHOEe 06befMHeHNe NnoTpebuTenein 0683aH0O yunTbiBaTh MHTEPECHI APYTMX CY6BHEKTOB B
chepe BMSAHNA 06beguHeHVa NnoTpebuTtene, a Takke CTPeMUTLCA K NpeAoTBPaLLeHNI0 KOH(IMKTOB BHYTPY
coobuecTBa.

4.2.1 O6uwecTBeHHOe 06beanHeHne noTpebuTeneil U ero OTAeNbHble NPeAcTaBUTENN He AO/MKHbI
JonyckaTtb BbiCKa3blBaHW OT UMEHW BCEro coobLLecTsa, He MMes Ha 3TO NOJIHOMOYUWIA.

4.2.2 XapakTepusys CBO AeATesIbHOCTb, 06LeCcTBEHHOe 06befnMHeHUe noTpeduteneli He AO0/MKHO
MCNoJb30BaTb TEPMUHBI «JTYHLLNA», «[N1aBHbI», «@AUHCTBEHHbIN», «Camblii».

4.2.3 O6lecTBEHHOE 06bEAVHEHNE NOTPEBUTENEN [OMKHO OKa3biBaTb COAENCTBUE APYIMM O6LLECT-
BEHHbIM 06beMHEHNAM NoTpebuTenen, B TOM Yucie nytem o6MeHa OnbITOM B 06/1aCTV OpraHu3auny u npak-
TUKN AeATENbHOCTH.

4.2.4 O6uwecTBeHHOE 06beANHEHNe NoTpebuTeneli AOMKHO nsberatb AEWCTBUIA, NopoYaLLMX APYruX
4/IeHoB co06LLecTBa Kak NyTeM YCTHbIX BbiCKa3blBaHWii B Ny6/IMYHbIX MecTax, Tak 1 B CpeAcTBax MaccoBOW
nHdopmaLmu.

4.2.5 O6wecTBeHHOMY 06beAVHEHMI0 NoTpebuTenein pekomeHayeTcs nsberatb Ny6ANYHON KPUTUKN B
dopme, KoTopas morna 6bl HAaHeCTH yllep6 kak NOTPebuTeNbCKOMY COO6LEeCTBY B LLe/IOM, Tak 1 ero oTAe/lb-
HbIM uneHam. Mpexae Yem NepeHocuTb cnop B Ny6nMyYHylo cdhepy, HEO6XOANMO B MakCUMasibHOl CTeneHn
1CMNoNb30BaTh COracuTesbHble NpoLeaypsbl.

4.2.6 OO6LEeCTBEHHOMY 06bEANHEHWIO NOTPEOUTENE pEKOMEHAYETCS paspabaTtbiBaTh NpoLeAypy pac-
CMOTPEeHWA Xan06, NocTynarwLwmnx oT noTpebuTtenein nnn npegctaButeneii Apyrux o6LLecTBEHHbIX OpraHm3a-
LuiA. Ha AeCTBMA 1 peLleHns 06LLeCTBEHHOro 06 beAnHeHNs NoTpebuTeneil n ero CoTpyAHVKOB.

4.3 OG6LeCTBEHHOMY 06beAVHEHUID NOTpebuTeneli cnegyeT UCXOAUTb M3 MpPUOPUTETA WMHTEPECOB
noTpe6uTeneii, HoO yunTbiBaTb 060V 3aCNyXMBaKOLWUA BHUMaHUA MHTEpPeC Apyrux vy, (rpynn).

4.3.1 Tlpw pelleHnmn BONpPOCoB 06LLECTBEHHOIO 3HA4YEeHMA HEO6X0AMMO BbISIBNSATh A4pYTUe 3anHTepeco-
BaHHble nuua (rpynnbl) v Npu3HaBaTh pUAMYEcKme npasa n MHTepechl 4pyrnx auL,.

4.3.2 O6LWecTBeHHOMY 06beMHEHNI0 NoTpebuTeneil pekoMeHayeTcs MHhopMUpoBaTb 3anHTepeco-
BaHHbIX L, 0 MOTMBAxX CBOMX AEACTBUI U NPUHUMAEMbIX PeLLUeHWi, 0COBEHHO B cyyasx, Koraa UHTepechl
noTpe6uTeneli He coBnagalroT C UHTepecamu Apyrux auy, (rpynn).

4.4 O6LlecTBEHHOE 00befuHeHne noTpebuTeneli peanmsyeT B CBOEN feATEeNbHOCTM NPUHLMN BEPXO-
BEHCTBA 3aKkoHa, cob/104an Bce NPUMeEHAEMble 3aKOHbl 1 HOPMATUBHbIE MPaBOBbIe akTbl. ITO 03HAYaeT, B TOM
yucne, 4To obLLecTBeHHOE 06beANHEHNE NPUHUMAET cnelmnasbHble Mepbl A1 TOro, YTo6b! 6bITb OCBELOMNEH-
HbIM O NPUMEHSLEMCA (WM CYLLEeCTBYIOLWEeM) 3aKoHoAaTebCTBE, MHEhOPMUPOBaTbL COTPYAHNKOB 06beam-
HeHus 0 TpeboBaHNAX HOPMATUBHBIX NPABOBbLIX aKTOB U KOHTPOMPOBAaTL UX CO6N0AEHVe.

4.4.1 O6wecTBeHHOMY 06beAUHEHNIO HEOBX0AMMO:

- cobntoaatb Tpe6oBaHMA 3aKOHOB U HOPMATUBHBLIX aKTOB BO BCeX cthepax, rae o6beguHeHve ocylue-
CTB/IAET CBOIO AEATE/IbHOCTh:

- COOTBETCTBOBAaTb COGCTBEHHOMY YCTaBy, BHyTPEHHUM MpaBuiam 1 npoueaypam U npuMeHaTb UX YecT-
HO 1 6ecnpucTpacTHo.

O6LecTBEHHOMY 06 beAMHEHWIO C/leayeT NoAAEPXKMBATbL MHGOPMUPOBAHHOCTL O BCEX CBOUX NMPABOBbIX
06s3aTeNbCTBax, Nepmoanyeck aHanM3npoBaTb COOTBETCTBME CBOEN AeATe/IbHOCTM TpeboBaHUsAM HOpMa-
TUBHbIX Y BHYTPEHHUX AOKYMEHTOB.



FOCT P 54888—2011

5 OcCo6eHHOCTV opraHmM3auny NoTPebUTENbCKUX UCTbITAHWA
M NOTPEeGUTENIbCKOTO MOHUTOPUHIA

5.1 MMpu npoBefeHUN NOTPEeOUTENLCKUX NCNbITaHW 1 NOTPEOUTENLCKOrO MOHUTOPUHIA 06LLECTBEHHOMY
06beAVHeHNo NoTpebuTenein He06xX0ANMO CO3AaBaTh YC/I0BUS A1 NONYYEeHNA 06 BEKTUBHOIO pe3yibTara.

5.1.1 WcnbiTaHnA fO/MKHbI TPOBOAUTLCA C 06€31nMYeHHbIMY 06pasuamm npoaykuumn (6es Hakeek, map-
KMPOBOK. Neiibn10B), 3a UCKNIOYEHNEM CyYaeB, Korga 06e3nnunBaHne HeBO3MOXHO 6e3 yuwepba Ans Npoayk-
uun.

5.1.2 O6uiecTBeHHOe 06beAnHeHe NoTpebuTeneli Bnpase BNIOTb 40 MOJyYEHUSI COOTBETCTBYIOLLMX
3anpocoBs (Tpe6oBaHuiil) N3 cyaebHbIX UM NPaBOOXPaHUTENbHbIX OPraHOB He packpbiBaTb MHhopmauuio o
na6opartopuu u cneymanncTax, NPOBOAUBLLUNX UCTIbITAHUS.

5.2 3akntyeHne no pesynbtatam NOTPeO6UTENbCKNX UCTbITAHWIA AOMKHO OCHOBLIBATLCA HA NOIOXEHU-
AX, faloL X BO3MOXHOCTb MPOBEPUTL 060CHOBAHHOCTb BbIBOAOB Ha 6a3e HayUHbIX U MPaKTUYECKUX AaHHbIX.

5.2.1 MoTpebuTenbckre UCNbITaHNS AO/KHbI MPOBOAUTLCA MO pa3paboTaHHOW MeToauke, B KOTOPOWA
onucbIBalOTCA NpeAMeT, MeTOA U 06beKTbl UCCNef0BaHNs, Tpeb6oBaHNSA HOPMATUBHbIX NPaBOBbIX aKTOB, aTak-
Xe Apyrue xapakTepucTukun, B COOTBETCTBUM C KOTOPbIMU NMPOBOAATCS UCTbITAHNS.

5.2.2 3akoueHve no pesynbTatam NOTpebUTENbCKUX UCNbITAHUIA [,0/XHO OCHOBbLIBATLCA HA MPOTOKO-
Nle UCMbITaHWi 1 APYruX NePBUYHbLIX AOKYMEHTaX, NO3BONALWMX NPOBEPUTL akT MPOBEAEHNA UCTbITaHW 1
[lOCTOBEPHOCTb MHhopMaLun, NCNOIb30BAHHON NPU COCTaBEHUN 3aK/THOYEHUSI.

5.2.3 O6LecTBEHHOMY 06beAnHeHN0 noTpebuTenei Npyu Belbope UcnbiTaTeNbHbIX yupexaeHuid ans
npoBeAeHns NoTpebuTeNbCKUX UCTIBITAHNI peKOMeHAyeTCcs co6/1104aTh NONOXKEHUS HALMOHAIbHbIX CTaHAap-
TOB. OMUCbIBAIOLLMX COOTBETCTBYIOLLNE METOAMKN, ECIN OHWN COTIacyoTCA C LeniaMun 1 3agadamu notpebure-
NbCKWX UCNbITAHUIA.

6 Bs3ammogeiicTBMe 06LLECTBEHHOIO 06beANHEHUS NOTPpe6uTeneli c opraHamu
rocygapcTBeHHOI BlacTu

6.1 O6LLecTBEHHbIM 06beauHeHUAM notpebuteneii Heo6XoAMMO B3aMMofelcTBOBaTb C OpraHamu
rocy4iapCTBEHHOW BNaCTV N MEeCTHOIo camoynpas/ieHns No BONpocam, 3aTparmealoLum nHTepecsl notTpebute-
nei. TpeboBaTb OT OPraHoOB B/1ACTU UCMOJSIHEHUS 0653aTeNbCTB MO OTHOLIEHUIO K MOTpebuTensam, sawmwarb
notpe6utenei oT HapyLleHWiA KX NpaBs, eC/IM OHN [ONycKalTCsA opraHamy BAacTy Npu NPUHATAN HECOOTBET-
CTBYIOLUMX PELIEHNA N HOPMATUBHbLIX AOKYMEHTOB (B TOM 4MC/le NPU OKasaHuu [OCYyAapCTBEHHbIX W
MYHULMNANBbHBIX YCAYr).

6.1.1 BsaumopgeiicTBue C opraHamu rocyapCTBEHHON BAACTM U MECTHOTO camoynpaBieHns LO/HKHO
OCYLLEeCTBAATLCA MO KOHKPETHLIM NOBOAAM M MOXET 6bITb HANpPaBEHO Kak Ha NOAAEPXKY AeliCTBUIA opraHoB
B/1ACTW MO KOHKPETHOMY BOMPOCY, TaK 1 BONPEKN 3TUM AeACTBUSAM.

6.1.2 BsaumogeiicTBre c opraHamu rocyjapcTBEHHOW BNACTN U MECTHOTO CaMOoynpaB/ieHNs He [LO/HKHO
NPMBOANTb K CO3JaHWI0 YCNOBUIA, OrpaHnyMBaloLL X 06LLecTBEHHbIE 06 beAMHEHNS NOTPpebUTeNeln B npeabaB-
NeHNn K opraHam BacTu NpeTeH3unii, CBA3aHHbIX C HapyLUeHneM npas noTpebuTeneil.

6.1.3 OO6LlecTBEHHblIE 00befuHEHNA MNoTpebuTeneil AOMKHbI He3ameanuTesnbHO WHhopMupoBaTb
opraHbl rocyapCTBEHHOW B/1ACTY O BbISIBNIEHUN HA PbIHKE NPOAYKLMK (PaboT, ycnyr), cogepxalymx noTeHuu-
aNbHYI0 0NacHOCTb A9 XXU3HW Y 3[0POBbA rpaKaaH.

6.1.4 O6LiecTBEHHble 06beAVHEHUSI NOTPEeGUTENE AOMKHbI Yy4acTBOBaTb B 06CYXAEHUN HOPMATMB-
HbIX NPaBOBbIX aKTOB, yCTaHaBNUBAIOLLUX 06513aTeNbHble TPe60BaHUS K NPOAYKLUN U yCayram.

6.1.5 [lna obecneyeHns MHTepecoB noTpebuTeneli 06l eCcTBEHHbIM 06beANHEHUsM noTpebutenei
pekoMeHAyeTCa HanpaBiATb CBOMX NpefcTaBMTeneil BCOCTaB OPraHoOB MECTHOTO CaMoynpaB/ieHuUs], a Takke B
COCTaB KOMUCCUIA, KOMUTETOB, pabouunx rpynn uApPYrux CTPyKTyp.

6.1.6 O6LlecTBEHHblIE 06beANHEHNSA NoTpebuTeneli MOryT ycTaHaBiMBaTh 3anpeT Ha NpucyTcTBue B
PYKOBOAALLMUX OpraHax o6LLecTBEHHbIX 06beANHEHN NoTpebuTeneli rocygapcTBeHHbIX YAHOBHWNKOB, Y/1IEHOB
3aKoHofaTesbHbIX U NpefCcTaBUTe IbHbIX OPraHoB BNACTY.

6.1.7 O6LLEeCTBEHHbIM 06BbEAVHEHUSIM NOTPEBUTENEN pEKOMEHAYETCS TPE6OBATL OT OpraHa rocyaap-
CTBEHHOW BNacTu WM opraHa MeCTHOr0 caMoynpaB/ieHNs PacCMOTPeHns o6paLleHnii o haktax nnm yrposax
HapylleHus npas noTpebuteneli nNpUHATAS 3PP EKTUBHBLIX Mep B MpeAenax CBoeli KOMNeTeHL N, B TOM Yice
nyTem o6xanoBaHus B yCTaHOB/IEHHOM NOpsAAke AeiicTBuii (6e34eMCcTBUS) OpraHoB rocy4apCTBEHHON BNacTm
1 MECTHOr0 CamMOynNpaBAeHUs U NX AO/HKHOCTHbBIX UL,
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7 B3aumopeiicTBue 06LLECTBEHHOIO 06beanHeHNA NnoTpebuTenei
C Npon3BOANTENSAMU TOBAPOB, PaboT unun ycnyr

7.1 O6uwecTBeHHbIe 06beauHeHNa NoTpebrTeneit co3fatoT ycnoBna 418 B3aMMOoAelicTBMA C NPOM3BO-
AvnTensamu ToBapos, paboT 1 ycnyr nyTeM CO3A4aHns UK UCMO/b30BaHNSA NePeroBOPHbIX MI0LWaA0K («KpYribixX
CTO/I0B», CEMVWHAPOB, KOHAEPEHLMIA, AUCKYCCUIA 1 Ap.).

7.2 ObwecTBeHHble 06beAnHeHUss NnoTpebuTenei MoryT 06bLeAMHATLCA B OAHO OPUANYECKoe /Lo C
opraHusaumamu 6usHeca B ciyyasx, Korga yCTaBHOW Liesiblo HOBOTO 06beJMHEHNA ABNSETCSA NOMCK 6anaHca
WMHTEPEeCOB Y4aCTHUKOB Ha TOBAPHOM pPbiHKe. Takoe 06beMHEHE BO3MOXHO INLLL NPU YCNOBUKN 06ecneyveHns
paBHbIX NPaB Y4acCTHVKOB B CUCTEME «MOTPebuTenn — 6UsHec».

7.3 O6LecTBEHHbIE 06beAMHEHNA NOTPpebuTeNeli B3aumMo4eincTBYOT C NpeAnpUHMMAaTENbCKUMMN U KOM-
MepYeCcKMMMN OpraHn3aunsamMmn Ha yCI0BMSAX paBHONPaBHOro napTHepcTBa.

7.3.1 TNpwv BbIABNEHUN HapYLUEHWU NpaB noTpebuTenein obwecTBeHHbIe 06beaMHEHNA NOTpebuTenei
[OMKHBI UHOPMMPOBATL PYKOBOAMTENA KOMMEPYECKOI OpraHu3aLunn o BbIIB/IEHHbIX HApYLLUeHUaX 1 Tpe6o-
BaTb yCTPaHEHNA HapyLLeHWi B pa3yMHbIA CPOK.

7.3.2 BbInonHeHve paboT uan okasaHue ycnyr A4ns KOMMepUYeCcknx opraHm3aunii obwectTseHHoe obbe-
AVHeHWe noTpe6uTeneii ,0M1XHO OCYLLeCTBAATL HA OCHOBAHUM A0r0BOPa, BKOTOPOM YETKO onpeaesieHbl npes-
MeT u ueHa. O6uiecTBeHHOe 06beauHeHne noTpebuTeneii 4o/mMKHO obecneyrBaTb Ny6NYHOCTL JOTOBOPOB C
KOMMepYeCckUMu opraHnu3auusiMun, B TOM yucse nyTem oTkasa oT BKIHOYEHUS B ,OTOBOP YCNOBUIA O KOHDUAEH-
LManbHOCTU. 3a UCKNIOYEHNEM CyyaeB, Korga KoHmaeHLManbHOCTb BbiTEKaeT U3 cyllecTsa f0rosopa n He
HapylaeT nHTepechl noTpebutenei.

7.3.3 [JoroBopbl Mexay 06LeCcTBeHHbIMY 06 beAVHEHNSIMW NOTPe6UTENEl N KOMMEPYECKMMUN OpraHm3a-
LMsMY MOTYT coAepXaTb yCnoBne 06 NCNoNb30BaHmn JOCYAe6HbIX NpoLeayp yperynmpoBaHus KOHQIMKTOB.

7.3.4 OO6LLeCTBEHHbIM 06bEANHEHUSIM NOTPeGUTENeil pekoMeHAyeTCs MHPOPMUPOBaATL KOMMeEpYec-
Kne opraHv3aLmm 0 ToM, 4TO 3ak/oHeHne AoroBopa Ha BbiNo/IHEHNE paboT Un oka3aHue yCnyr He MoOXeT Tpak-
TOBaTbCH KAKOTKa3 0T NpeAbsABNEHNS NPETEH3UI K 4aHHO OpraHn3alym Npy HapyLLueHun npas notTpebuTtenei.

7.3.5 O6LecTBEHHbIM 06beUHEeHNAM NoTpebuTeneli pekoMeHayeTcA NPUHUMATL Mepbl, YTOObI UCK0-
4YnTb M3bpaHne B COCTaB CBOMX PYKOBOSALLMX OPraHOB PyKOBOAUTENE KOMMEPYECKNX OpraHn3aLnii.

7.3.6 YcTaBbl 06LECTBEHHbIX 06beAMHEHNI NOTPeBUTENen MOryT coAepXaTtb 3anpeTbl Ha NPUHATAE
[JEeHEeXHbIX CPeACTB OT KOMMEPYECKNX OpraHn3aLmii B kKadecTBe 61aroTBOPUTESbHbIX UM CMOHCOPCKMX B3HO-
COB, aTakxe B KauecTse onnarthbl 3a peknamy.

8 B3aummogeiicTBue c NoTpedbutTenammn

8.1 O6uiecTBeHHble 06beMHEHNA NOTpebuTenein NHAOPMUPYIOT rpaxaaH 06 nx npasax 1 cnocobax nx
3aLWuTbl, NPOBOAAT NOTPEOUTENBCKME UCTNbITAHUS TOBAPOB, paboT v yCNyr, OKa3biBaloT COAECTBIE B 3aLiuTe
HapyLLEeHHbIX NpaBs, BbIABASAIOT U NPecekaloT HapyLLEeHNA Npas HeonpeAeieHHOro Kpyra notpebuteneii, aHanu-
3UPYIOT fieiicTBYOLL e 3aKOHO4aTe1bCTBO B chepe 3alluThl NpaB NoTpebuTeneii n BolpabaTtbiBaloT Npesioxe-
HVA MO ero CoBepLUEHCTBOBAHMIO.

8.1.1 OO6uwecTBEeHHble 006beANHEHNS MNoTpebuTenein [O/HKHbI pasmellaTb B CpeAcTBax MacCOBOW
nHdopmaummn nybavkaLuy o npaBax noTpebuTenei, yyactsosaTb B Tene- U pagumonporpaMMax, pasmeLlarb
NHgopmaLmio 0 Npasax noTpebuteneli B cetn NIHTepHeT.

8.1.2 O6LecTBEHHble 06bEAVHEHUSI NOTPEOUTENEN AO/KHbI NPeAbABNAATL UCKW B CyAbl B LIENsiX npece-
YeHua HapyLleHuii NpaB OTAebHbIX NOTPebuTeneil, a Takke HeonpeaeIeHHOro kpyra notTpebutenei.

8.1.3 O6LecTBeHHbIM 00beJMHEHNAM NOTPebuTeneli pekomeHayeTca co3gasaTb CNyXObl KOHCYNbTU-
poBaHusa NnoTpe6uteneii, B TOM Ynicne Yyepes CO6CTBEHHbIE MHPOPMALMOHHbIE pecypcbl B ceTu IHTepHeT.

8.1.4 OG6LiecTBeHHbIM 06beAnHEeHNAM noTpebuTeneil pekomeHgyeTcs paspabartbiBaTb npouenypbl
paccMoTpeHus obpalyeHuii 1 xanob noTpebuTeneil, BkavatoLwme o6s3aTtesibHOe NpegocTaB/ieHne MOTUBY-
poBaHHOro oTBeTa Mo CyLecTBy obpatleHus notTpebuTens.

9 B3aumogeiictBme co CMU v wmpokoe nHopMmrupoBaHue notpebutenei

9.1 O6uiecTBeHHble 06BbEANHEHNS NOTpebuTesneil CTPEMATCS K MakCUMaslbHOW Ny6/IMYHOCTU CBOEl
[esATeNbHOCTN, MHhopMMpoBaHUto NnoTpebuTeneli 060 BCEX 3HAYUMMbIX /151 HUX BONPOCax, UCMoNb3ys 415 3T0-
ro BCe BO3MOXHblE KaHa bl CBSA3W.

9.1.1 O6uecTBeHHble 06beANHEHUS NOTPEONTENEN O/MKHBI CTPEMUTBLCA NY6/IMKOBaTh MOJTHYI MHop-
MaLmio. MONYyYEeHHYIo B pe3ynbTaTte BCEX aCNeKTOB AeATeNbHOCTH, BKIOYas NpoBefeHne noTpebuTenbCckux
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MCMbITaHWUI U MOHUTOPUHTA, B TOM YMc/ie nHdopMaLmio o ToBapax (ycnyrax), NonyyYnBLINX HA3KNE OLEHKN B
X0Ze NoTPebUTENbCKUX UCTbITaHWI (MOHUTOPUHTA).

9.1.2 O6uLecTBEHHbIE 06bEANHEHNS TOTPEOUTENEI, OCYLLECTBASALINE AeATENbHOCTb N0 NPOBEAEHUID
noTpebuTeNbCKUX UCMbITAHUA, HE A0MKHbI NYy6/IMKOBaTb peknamy B CBOMX nsganuax. MNy6nukauus pesynbra-
TOB NOTPE6UTENBLCKUX UCNbITAHWI HEe SABNSIETCA PeKnamol.

9.1.3 MpwupacnpocTpaHeHun nHopmauny 06LecTBEHHOMY 06 beANHEHNIO NOTPebuTeNel pekoMeHay-
eTcs obecneunTb cobnogeHne 6anaHca MHTEpecoB NoTpebuTeneil nyTem COOTHECEHUS MHTEPECcoB nocTpa-
[aBLuero noTpebuTens c MHTepecamu HeonpeaesieHHOro Kpyra noTpebuTeneil.

10 MpepocTaBrieHNe peKoMeHaauni

10.1 PekomeHgaumu (0f06peHUst) 06LECTBEHHOIO 06beAUHEHUs MOTpebuTenen [OMXHbI OblTh
HanpaB/fieHbl Ha peanusaluio npasa NoTpebuTens Ha MHopMaL Mo U CBOGOHbI BbIGOP TOBAPOB, a Takke
obecneynBaTtb NPMOPUTET MHTEPECOB NOTPebUTENEN.

10.1.1 PekomeHAaLun 06LLECTBEHHOIO 06bEeAUHEHUA NOTPebUTENein A0/KHbI GbiTb OCHOBaHbI Ha
pesynbTaTax UcnbiTaHWin (MOHUTOPWHIOB), MaTepuasibl KOTOPbIX He AO/HKHbI OTHOCUTLCA K KOHMAEeHUnanb-
HOI MHChopMaL MK, a Takke Ha NOATBEPXAEHHbIX Xanobax noTpebuteneli, CONPOBOAUTENLHOW JOKYMEHTALMM
Ha ToBap (NamsTKW, aHHOTaLuUN, MHCTPYKLMN).

10.1.2 PekomeHAaLuun 06LECTBEHHOrO 06beAMHEHNA NoTpebuTeneli AO/MKHbI KacaTbCd KOHKPETHOM
npoaykuun (ToBapa) NM60 KOHKPETHbIX AeCTBUIA N3roToBUTENSA (MpoAaBLa, UCNOMHUTENS) NO OTHOLLEHWIO K
notpeb6utento. HegonycTMMo nNpefocTaB/ieHne peKoMeHAaLmMm 06LLecTBEHHOTO 06beAnHeHUS NoTpebuTenei
KOHKpEeTHOMY lopuanyeckomMy nuuy (MHAMBUAYanbHOMY NpeAnpuHMMaTento) BOTHOLWEHUNETO AeATETbHOCTY B
Lesnom.

10.1.3 O6uiecTBeHHble 06beAVHEHNS MOTPebuTeNeli He f0/KHbI CO34aBaTb NPenATCTBUIA (B TOM yncie
(hMHaAHCOBOroO Xapakrtepa) A8 UCM0/b30BaHUs KOMMEPYECKMMU opraHu3aunsaMmu nidopmanmmn 06 yyactum
NPOAYKLMUN AaHHOI opraHu3auny B NoTPebUTeNbCKMX UCTbITAHUAX, HO BNpaBe TpeboBaThb yKa3aHns Ha UCTou-
HVK ONy6/IMKOBaHWSA CBEAEHWI 0 pe3y/ibTaTtax 3TUX UCMbITAHUIA B NPeA/I0KEHHON 1 YyTBEPXXAEHHOW pefakyun.

10.1.4 OG6LecTBEHHblE 06beAMHEHUS NOTPebuTeNeli MoryT yctaHaBnnBatb Ny6anyHbIe Npoueaypbl
npefocTaB/ieHMs NpaBa UCMNoJib30BaHnsa MHpopMaLumn 0 NnobeanTenax NoTPebUTeNbCKUX UCMbITAHUIA, B TOM
yucne nyTem yTBepXAEHUS cnelmanbHbIX 3HakoB. MNpoueaypbl MOTYT 6biTh CBA3aHbI C B3VIMaHUEM AEHEXHbIX
CPeACTB M A0MKHbI ObITh €AMHBIMU /151 BCEX YY4ACTHUKOB UCMbITAHUIA.

11 3amHTepecoBaHHOCTb (KOH(P/IUKT NHTEPECOB)

11.1 KOHM/MKTbl UHTEPECOB MOTYT 6bITb SIMYHBLIMU, KOMMEPYECKUMU, NOUTUHECKUMU UM (DUHAHCOBbI-
Mu. O6LecTBeHHOE 06beANHEHNe NoTpebuTeneli 40/MKHO 40O6POBONLHO packpbiBaTb MHhOpMaLuo 0 CBOEl
3aMHTEPEeCOBAHHOCTYN B OTHOLLEHNY AeliCTBYIOLLMX HA PbIHKE KOMMEPYECKMX KOMMaHWi, a Takke NHyt MHAop-
MaLuio, KOTopasi MOXeT NOBNUSATL HA 06 bEKTUBHOCTb MPUHUMAEMbIX PELUEHWA.

11.1.1 YneHbl 06WECTBEHHOIO 06beANHEHUS NOTPpebuTeneli 1 ero COTPYAHNKN A0KHbI 4OOPOBOSIBHO
3asBNSITb 06 06CTOATENLCTBAX, KOTOPbIE MOTYT NOB/IMATL HA 06 BEKTUBHOCTL MPUHUMAEMbIX PELUEHUIA.

11.1.2 Cnoco6 packpbITusi UHhOPMAL MK O KOHPSIMKTE MHTEPECOB A0/KEH 06ecneynTb ee OCTYNHOCTb
ANA N6bIX 3aMHTEPECOBAHHbIX /UL,

11.1.3 Jlwua, 3aABMBLUNE O HANNUYNY KOHDIMKTA MHTEPECOB, HE f0/TKHbI yHacTBOBAaTb B NPUHATUM pelLue-
HWA (ro10COBaHUK) NO BONPOCY, B OTHOLLEHNN KOTOPOTrO 3asBeH KOHMNKT.

11.1.4 O6wecTBEHHOMY 06bEeVHEHUI0 NOTpebuTeneil pekoMeHAyeTCs YeTKO 06 BACHUTL NoTpebuTe-
NAM, B YEM 3aK/104aETCA KOH(INKT MHTEPEeCOoB, faxe NPU HAJIMYNM COMHEHWIA B €70 aKTyaslbHOCTH.

11.1.5 O6uiecTBeHHOMY 06beAMHEHMNIO NOTPEBUTENE peKOMEHAYETCA 06bACHUTb, KaKUMK cnoco6amu
UCK/TI0YeHa BO3MOXHOCTb BAVAHNA Ha pe3y/bTaTbl eATe/IbHOCTY L. 3aABUBLUNX O KOH/INKTE MHTEPECOB.

12 lMpoBeAeHne KOHTPO/IbHbIX MeponpuaTui(NpoBepokK)

12.1 O6uecTBeHHble 06befuHEHMA noTpebuTeneid B pamkax MOMHOMOYNIA, NpPeAoCTaBEHHbIX
OEeNCTBYIOLLMM 3aKOHOA4ATETbCTBOM, NPOBOAST MPOBEPKU COG04EHUSA NPaB NoTpebuTenei, npasuna TOproeo-
ro 1 6bITOBOrO U MHbIX BUAOB 06CNY)XMBAHUSA B LLE/IAX MOHUTOPUHIA COGNI0AEHNSA NPaB NoTpebuTeneit B KoH-
KpeTHbIX cpepax, yCTpaHeHuWs fI0KasbHOro (e4MHNYHOTO) HapyLLUeHUsl NpaB noTpebutenein Nn6o yctpaHeHus
CUCTEMHOrO (MaccoBOro) HapyLUEeHUS.
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12.1.1 MMpwn npoBefeHNV NPOBepkn 06l ecTBEHHOE 06beAuHeHne noTpebuteneil moxeT TpebosaTtb
npefocTaB/eHNs CBEAEHWIA 1N AOKYMEHTOB B 06bemMe, OnpefeneHHOM 3aKoHOAaTe/bCTBOM OTAENbHOMY
notpebuTtento.

12.1.2 Mo pe3ynbTaTam NPOBEPKM COCTABMSETCA akT M60 MHOW AOKYMEHT, B KOTOPOM OTpaxaeTcs
nHhopmaumsa o nnuax, NPOBOAMBLLMX NPOBEPKY, OMUCLIBAOTCA METOAbl NPOBEPKM, a Takke MKCupyrTes
BbISIB/IEHHbIE B XO/ie NPOBEPKM HapyLUEeHWS.

12.1.3 Tpw BbIABIEHWMN B XOA€e NPOBEPKM HapyLleHuii npaB noTpebuTenei obuecTtBeHHoe o6beanHe-
HVe noTpe6uteneli B 3aBNCYMOCTY OT BUAA BbISBIEHHOTO HapyLUEHUS:

- HanpaBnseT OKYMEHT, COCTaBfIEHHbI NO pe3ynbTatam MNPOBEPKW, B YNONHOMOYEHHbIV OpraH rocy-
[apCTBEHHOr0 KOHTPONS N Hag3opa.

- npeabsABNSAET B CyA UCK B 3aLUTY KOHKPETHOro noTpebutens nnbo HeonpegeneHHoro kpyra notpebu-
Tenei:

- UHOpPMUPYET 0 pe3ybTaTax NPOBEPKM OpraHbl MECTHOTO camoynpaB/ieHns;

- UHOPMUPYET O BbISBIEHHOM €AUHNYHOM (10Ka/IbHOM) HapyLlUueHWn npogasLa (CO6CTBEHHVKA KOM-
MepYecKoro npeanpuaTnA) No6bIM AOCTYNHLIM CNOCOBOM, Hanpumep, NyTeM COCTaB/IEHWSA 3aMUCU B KHUre
Xanob 1 npeanoxeHunii (6o HanpaeneHns Tpe6oBaHNA 06 yCcTpaHeHnW HapyLweHuii n ap.

12.1.4 O6uwecTBeHHOMY 06beMHEHWNIO NOTpebuTeneli pekoMeHayeTCs BECTU yyeT NPOBEAEHHbIX KOH-
TPOJIbHbIX MEPONPUATUIA NO CNeAYLWUM XapakTepUCTUKaM:

- MEecTO 1 BpeMs NpOBEAEHNS NPOBEPKU:

- BWA W HOMEp JOKYMeHTa, COCTaB/IEHHOr0 No pe3ysibTaTaM NpoBepKu:

- Mepbl, NPUHATLIE N0 pe3ynbTaTaM NPOBEPKK.

12.2 O6LecTBeHHble 06beANHeHNA noTpebuTeneli NPOBOAAT MOHUTOPUHIY C LENbio N3yYeHnsa npes-
nouTeHunii noTpebuTeneil, BoISBNEHNS NPO6GIEM, C KOTOPbIMU CTaNIKUBAKTCS WU MOTYT CTa/IKMBaTbCA NOTpe-
6utenu.

12.2.1 MOHWTOPUHI NPOBOAMTCA MO 3apaHee pa3paboTaHHOW nporpaMmMe C UCMOb30BaHNeM METOL0B
aHOHVMMHOW 3aKyNnKu, BU3yasibHOro HabNoAeHNS, a TakKe U3yYeHUst [OKYMEHTOB 1 MaTeprasios.

12.2.2 Pe3ynbTaTbl MOHUTOPUHIA AO/KHbI 6bITb AOCTYNHbI Kak NOTpebuTenam, Tak 1 KOMMEpPYECKUM
opraHu3auusaM, AeATe/IbHOCTb KOTOPbIX MPOBEPSAIACh B XOAe MOHUTOPUHTA.

12.2.3 Mo pe3ynbTataM MOHWTOPUHra 06L,ecTBEHHOe 06beMHeHe noTpeduTeneii NpMHUMaeT Mepbl
[ANA yCTpaHeHWs BbISIBMIEHHbIX HAPYLLIEHWI MHTepecoB NOTpebuTenei, B TOM Ynucie nyTem:

- pa3paboTku NpeanoXeHuii No COBEpPLLEHCTBOBAHMIO 3aKOHO4aTe1bCTBa:

- pa3paboTku NpeanoXeHnin No CoOBEPLUEHCTBOBaHMIO NpoLeayp npefocTaBneHus ycnyrn (0Co6eHHo B
chepax ycnyr, npefocTaBiseMbiX Cy6bekTaMn MOHOMNONIA NN OpraHamu BfiacTtu);

- HanpaB/ieHVs pe3ynbTaToB MOHUTOPUHIA B YNOSIHOMOYEHHbIE OpraHbl rOCYAapCTBEHHON BnacTu Ans
npeceyeHns BbIABNEHHbIX HapyLLeHWUii Npas noTpebutene,

- MPUHATMA Mep 4N NPUBAEYEHNA K OTBETCTBEHHOCTW UL, BUHOBHbIX B HAPYLLUEHWUN npas notpebute-
nei.

12.3 Bcnyuvae BbIIBNEHUS B X0A€ NPOBEPKM HAPYLLEHN CUCTEMHOTO XapakTepa (MacCoBbIX HapyLLIEeHW
npas UIN MHTEpPecoB NoTpebuTeneli) o6lecTBeHHOe 06beAnHeHNe NnoTpebuTeneii paspabaTbiBaeT u peanu-
3yeT nnaH MeponpuaTWii N0 YyCTPaHEHNIO BbISBNEHHbIX HAPYLLIEHWIA, BKNIOYAIOLLWIA:

- WKpoKoe NHOPMMpPOBaHUE NOTpebuTenen o BbISSBNEHHON Npo6neme;

- paspaboTky pekoMmeHgauuii gna notpedutenei:

- pa3paboTky Tpe6oBaHW K KOMMEPYECKM OpraHn3aunam rno ycTpaHeHuo AONYLLEHHOTO HapyLUEHUS:

- pa3paboTky NnpeaoXeHnii No coBepLUIEHCTBOBAHNIO HOPMATVBHOMO PeryIMpoBaHns B COOTBETCTBYI0-
e cgepe.

13 [encTtBmua No NnpeaoTBpaLlLeHuo yrpo3

13.1 [pu BbISBEHUUN B XOL4€ KOHTPOJIbHbIX MEPONPUSATUIA ONACHOCTU A/19 XU3HW, 340POBbA WU NUMY-
LwecTBa noTpebuTenei obuwecTBeHHoe 06befuHeHNe noTpebuTenei NpHUMaeT He3aMeaanTeNbHble Mepbl
AN MAHUMK3ALMN PUCKOB 1 NPeoTBpaLLeHns NPUYMHEHN Bpeda notpebuTensam.

13.1.1 OG6uiecTBeHHOe 06befuHEHME NOTpebuTenei AO/MKHO He3aMed /IMTeNbHO WH(OpMMpPOoBaTb
YNO/IHOMOYEHHbIE OpraHbl FoCyAapCTBEHHON BNACTH O BbIABMIEHHbIX OMACHOCTAX 1 TpeboBaTb NPUHATAA Mep
MO NPUOCTAHOB/IEHUNIO AEATENbHOCTM, CO3AaloLL el Yrpo3y XNU3HW, 340P0OBbI0 N UMYLLECTBY NoTpebuTenei.

13.1.2 O6uiecTBeHHOe 06beANHEHNE NOTPeBUTENER 4OMKHO HanpaBnTb B CPeCTBa MaccoBOW NHAOp-
mMaumn cBefieHns O BbISB/IEHHOW yrpo3e, a Takxe 0 AeliCTBUAX, KOTopble He06XxoAMMO NpeAnpuHUMaTh A1s
npefoTepaLLeHns NpuYNHeHns speaa.
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13.1.3 ObuwecTBeHHOe 06beauHeHe noTpebuTeneii A4O/MKHO NPOMH(OPMMpPOBaTb NPOM3BOAUTENEN
(NpogaBsLoB, NCNOMHUTE/E) 0 TOM. YTO B pe3ynbTaTte UX eCTBUI BO3HMKIA Yrpo3a NPUYMHEHNA Bpeaa Xus-
HW. 34,0POBbI0 VNN UMYLLLEECTBY NOTpPebuTenei.

13.1.4 O6uiecTBeEHHOE 06beANHEHNE NOTPeGUTENE MOXET NPeaoKMTL NPOM3BOANTENSM (NpoAaB-
LiamM. UICNONMHNUTENAM), & TakKe YNOo/THOMOYEHHbIM OpraHam rocyiapcTBEHHOV BNacTu paspaboTaTb nporpaMmmy
JeicTBuiA No NpefoTBPALLEHNIO YTPO3bl NPUUMHEHNSA BpeAa NoTpebutensaMm, a Takxe no sbipaboTke npoueayp
BO3MELLEHUSA NMYLLLECTBEHHOTO yllep6a, NPUYNHEHHOTO NOTPEBUTENSAM BCeACTBUE NPMOBPEeTEHNS OnacHo
npoaykuun (pabor, ycnyr).

13.1.5 O6wecTBeHHOE 06beAUHEHME NOTPEOUTENEN MOXET TPE6OBaThL YCTPAHEHUS YrPO3bl NPUYNHE-
HWA Bpefa B cyAebHOM nopsaake.

14 Y4yeT nHTepecoB rpynn notpedutenen

14.1 [eiicTBNS 06LLECTBEHHOTO 06bEANHEHUS NOTPEOUTENEN B MHTEPECAX KOHKPETHOrO NoTpebuTens
[OMXHbI 6bITb COOTHECEHbI C UHTEPECaMM HeonpeAe/IeHHOro Kpyra notTpeéureneii.

14.1.1 O6uiecTBeHHOE 06beANHEHNE NOTpebuTeneli 4OMHKHO NPOBECTM aHann3 NocNeAcTBUA 4eCTBIIA
B MHTepecax OTAe/IbHOro NoTpebuTens Ha NpegMeT UX COOTBETCTBUSI MHTepecam HeonpeaeNieHHOro kpyra
notpebutenei.

14.1.2 O6uwecTBeHHOE 06beANHEHNE NOTPebMTENeR f,0/MKHO MH(DOPMUPOBaTL MOTpebuTenei o cnyya-
AX, KOTAa MHTEPEeChl 0TAE/bHOr0 NOTPebUTeNa He coBNaAaloT C UHTEpecaMy HeonpeaeNeHHoro kpyra noTpe-
6uTenei.

14.1.3 Pa3mep BbiCTaBAsSeMbIX WTPAGOB M UHbIX HENPSAMbIX YObITKOB HE [0/HKEH CO34aBaTth CUTyauuio,
npu KOTOPOI NOTpebunTenun, CTONKHYBLUNECS C aHaNOrMYyHol NPo6a1eMoid, 6yAyT NMLWEHbI BO3MOXHOCTU NOJy-
YUTb KOMMNEHCALMIO NPAMBIX YObITKOB.

15 ®unHaHcupoBaHue 06ULeCTBEHHbIX 06beAUHEHMIT NOTpebuTenei

15.1 ®uHaHcMpoBaHMEe OOLLECTBEHHOTO 006beAMHEeHWA noTpe6uTenell AO/MHKHO OCHOBLIBATLCA Ha
MCTOYHMKaX, 06ecneymBaLLMx He3aBUCMMOCTb eliCTBUI 1 peLleHnli B OTHOLLEHUN CYOHEKTOB pbiHKA.

15.1.1 O6uecTBeHHOe 06beAVHEHNEe NOoTpebuTeneli AO/MKHO ob6ecneunTb AOCTYN K MHopmauum 06
MCTOYHUKAX (hrHAHCMPOBaHNS CBOEN AeATENBHOCTU, a Takke NHopMaL Mo 06 MCNONb30BaHUMN MNOMYYEHHbIX
[EeHEeXHbIX CPeacTB.

15.1.2 Tpu3akioyeHny 4OroBOPOB Ha BbINO/IHEHME PaboT 1 OKa3aHue ycayrobLiecTBeHHoe 06beuHe-
HVe noTpebuTeneii 4OMKHO n3beraTb BK/IOUYEHUS B A0TOBOP YC/I0BUi O KOH(UAEHLMANBHOCTH.

15.1.3 O6uwecTBeHHble 06begMHEHNSA MOTPebrTeNen He JOMKHbI 3aKN04YaTh JOrOBOPOB, OrpaHnynBato-
LMX 06LLEeCTBEHHOE 06bEAVHEHNE NOTPEOUTENEl B BbISIB/IEHUW U NPECEYEHUN HapyLLeHW npaB noTpebuTe-
neli B KOHKPETHOW cchepe uAn No OTHOLIEHMNIO K KOHKPETHOMY HOPUANYECKOMY NULY WU UHAWBUAYASIbHOMY
npeanpuHUMaTento.



FOCT P 54888—2011

YK 006.85 OKC 03.120

KntoueBble crnoBa: 06LLeCTBEHHOE 06beanHeHe noTpebuteneid, 4o6pocoBecTHAs NpakTuka, 3aluTa npas
notpe6uTeneii, notpebutenbckasn akcnepTnsa

Pepaktop M.B. I'puropbeBa
TexHuveckunii pepgaktop H.C. NlpuwaHoaa
KoppekTtop W.A Koponesa
KomnbloTepHas BepcTka A H. 3onoTapesoit

CpaHo o Ha6op 01.04.2013 MoanucaHo B neyaTb 10 04.2013. dopmar 60 k 84", FapHutypa flpuan.
Ycn. ney. n. 1,40. Yu.napg. n. 1.00. Tupa* 138 aks. 3ak. 378.

Oryn « CTAHLOAPTUH®OPM», 123995 MockBa. FpaHaTHblii nep .4
90s1Inf0.ru mfo@ gostmfo.ru
Ha6paHo Bo ®TYMNM «CTAHAAPTUH®OPM* Ha M3BM.
OTnevaTtaHo B hunuane ®rymn «CTAHAAPTUH®OPM » «— Tun. «MoCKOBCKWii meyaTHUK». 105062 MockBa. /ianuH nep., 6


http://www.mosexp.ru#
http://files.stroyinf.ru/Index/534/53430.htm

