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MNMpeaucnosue

Llenu n npuHuunel ctaHgapTmsawmm B Poccunckon ®enepauuun yctaHosneHsl degepansHbiM 3aKOHOM OT
27 pekabps 2002 r. Ne 184-03 «O TexHU4EeCKOM perynmpoBaHuny, a npaBuna NpMMEHEHNsT HAaUNOHambHbIX
ctaHgapTtoB Poccuiickon ®egepaunm — FOCT P 1.0—2004 «CtaHgaptmnsaums B Poccunckon ®egepauuu.
OCHOBHbIE MOMNOXEHUSA»

CBepeHusA o cTaHaapTe

1 PA3BPABEOTAH ABTOHOMHOW HEKOMMEPYECKOI OpraHunsaumen « POCCUACKMI MHCTUTYT NOTpedunTenb-
ckux ucnoitTaHuny (AHO «PUTMW»)

2 BHECEH TexHunyeckum koMmuTeToM no ctaHgaptu3aumm TK 111 «3awuTa npaB notpebutenen Ha
OCHOBE KOHTPOJIS NPOAYKLMM Ha CTaansax obpaLLeHns 1 Mpu OKa3aHUmM yernyr»

3 YTBEPXIEHWBBEJEH B JEVCTBWE Mpukasom PeaeparnbHOro areHTcTBa No TEXHUYECKOMY pery-
nMpoBaHuIo U MeTponorum ot 22 aekabps 2011 r. Ne 1660-cT

4 BBEJEH BINEPBbIE

UHopmayusi 06 usMeHeHUsIX K Hacmosuwemy cmaHdapmy nybnukyemcs 8 exe200H0 u3dasaeMom
UHGhopMaUyUOHHOM yKka3amerie « HayuoHarnbHbie cmaHdapmbl», @ MeKcm U3MeHeHUU U Mornpasok — 8 exxeme-
CSIYHO u30asaeMbix UHGhOPpMaUUOHHbIX yKka3amernsx «HayuoHanbHbie cmaHdapmably. B cnyvyae nepecmompa
(3aMeHhbl) unu ommeHbl Hacmosiuw,eao cmaHOapma coomeemcmeyroujee ygedomeHue 6ydem onybriukogaHo
8 exxeMeCcsI4YHO u30asaeMoM UHGhopMayUuoOHHOM yKkasamerie «HayuoHanbHbie cmaHdapmei». Coomeemcmey-
rowast uHghopmauyusi, yeeOoMIIeHUE U MEKCMbl pa3mMewaromcs makxe 8 UHghopmayuoHHoU cucmeme obuje2o
rosib308aHusi — Ha ogbuyuansHom catime @edeparnbHO20 ageHmcmea o MexXHUYeCKOMYy peayiuposaHuio U
Memporsoauu 8 cemu IHmepHem

© CraHgapTtmnHdopm, 2013

HacTtoswumn CTaHOapT HE MOXeET ObITb MONTHOCTLIO U YACTUYHO BOCMNpoun3BeaeH, TMpaxmnpoBsaH n pac-
NPOCTpaHEH B Ka4yecTBe Od)VILI,I/IaJ'IbHOFO nsnaHus 6e3 pa3peLueHnsa dJe,qepaanoro areHTcTBa Nno TeXHN4YeCckKo-
MYy perynmpoBaHuio 1 METPOJIOrnmn



FOCT P 54888—2011

CopepxaHue

1 OBNAaCTb MPUMEHEHUSI. . . . . o o o i e e i e e e e e e e e e e e e e e e e e e e e e 1
2 HOPMATUBHBIE CCBITKM . . . . v v o i e e e i e e e e e e e e e e e e e e e e e e e e e e e s e 1
3 TEePMUHBI MOMPEAETIEHNMS . . . o . o it i e e e e e e e e e e e e e e 1
4 O6Lme NprHUMNbl obecnevyeHnst AOOPOCOBECTHOM MPAKTUKM . . . . . . o o v v et e e e e e e et e 2
5 OcobeHHOCTM opraHM3auumn NoTpebuTenbCKUX NCNbITAHUI U MOTPEOUTENBCKOrO MOHUTOPUHIA . . . . . . . 3
6 Bsaumopgencraue obLlecTBEHHOro 06beamHeHus noTpebuTenen ¢ opraHamy rocygapCTBeHHON BNactu. . . 3
7 BsaumopelicTBue o6LeCTBEHHOIo 00beaMHEHNS NOTpedbuTenen ¢ Npons3BoaMTeNsIMM TOBapoB, paboT

UMM YCIIYT L o o e e e e e e e e e e e e e e e e e e e e 4
8 B3auMOOENCTBUE CMOTPEOUTEIIAMM . . . . . . v o i i o e i e e e e e e e e e e e e e e e e e e e 4
9 Bsaumopgericteue co CMU 1 lUMpoKoe MHPOPMUPOBAHNE NOTPEOUTENEN . . . . . . . v o v v oo e e o 4
10 TNpenoCTaBNEHNE PEKOMEHAALMM . . . o v v v v v e e e e e e e e e e e e e e e e e e e e e e 5
11 3arvHTepecOBaHHOCTb (KOHMMAUKT MHTEPECOB). . . .« v v v vt v e e i e e e e e e e e e e e e 5
12 TNpoBeaeHne KOHTPOSbHBLIX MEPOMPUATUNA (MPOBEPOK) . .« « v v v v v e e e e e e et e e e e e e e s 5
13 [encTBusA No NPeOOTBPALLEHMIO YTPOS & o v v v v v v v e e e e e e e e e e e e e e e e e 6
14 Y4eT MHTEPECOB IPYMM MOTPEOUTENEM . . . . . o o v o i i e e e e e e e e e e e e e e e e e e 7

15 duHaHcupoBaHMe OOLLIECTBEHHBIX OOBbEANHEHNA MOTPEOUTENEN . . . . . . . . . . o i i it e e e e 7



rOCT P 54888—2011
BBepeHue

HacToawmit crtaHgapT npeaHasHavyeH AnA  O6GLLUECTBEHHbIX O0O6beauMHeHuit noTpebuteneit Bcex
TUNOB — Kak BonbLUMX, Tak U ManbIX, UMEILLUX Kak 6oraTblil OnbIT AeATENbHOCTU, TaK U PasBUBAIOLLNXCA U
BHOBb co3fatolLmxcs. Bce 0oCHOBHbIE MONOXEHUs AaHHOro cTaHaapTa NpUMEHMMbI NS Kaxaoro obllecTBeH-
HOro o6beANHEeHNs NOTpebuTenei, Npu 3TOM He BCe YacTU HACTOSALLEro cTaHaapTa 0AUHaKOBO MNomneaHbl AN
pasHbIX TUMOB opraHuaauuit. OnpeneneHune Toro, YTo NPUMEHUMO AN KOHKPETHOro 06LLEeCTBEHHOro 06beau-
HEHUS 1 Ha YTO eMy BaXHO pearmpoBaTb, OCYLLECTBMAETCA NyTeM CaMOCTOATENbLHOIO aHanuaa, avanora ¢
3anHTepPecoBaHHbLIMM NLAMU U ABMAETCA OTBETCTBEHHOCTbLIO AaHHOW opraH13aLuum.
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HAUMWOHANBbHBIA CTAHOAPT POCCUUCKOMNW SGEOEPALUUM

PYKOBOACTBO MO AOEPOCOBECTHOW NPAKTUKE AJ11 OPTAHU3ALIUA
Nno 3ALWMTE NPAB NOTPEBUTENEN

Guidelines on diligent practice for consumers’ rights protection organizations

Hara BBegeHusa — 2013—01—01

1 O6bnacTb NnpUMeHeHus

1.1 HacTtoswun ctangapT ycTaHaBnmMBaeT CBOA Npasun 1 npoueayp, BbIABNEHHbIX HA OCHOBE My4Llen
npakTukn, cobniogeHre KoTopbix obecnevymBaeT NPUOPUTET NHTEPECOB HEOMpPELENeHHOro Kpyra notpebure-
nen B eATeNbHOCTN 00LWEeCTBEHHbIX 00 beaUHEHUI NOTPebuTenen B COBPEMEHHLIX COLManbHO-3KOHOMUYeC-
KMX YCITOBUSIX.

1.2 HacTtoswun cTaHgapT Takke MOXeT ObITb NPUMEHEH A151 OLEeHKM OOPOCOBECTHOCTU AENCTBUIN KOM-
MEepYECKMX N HEKOMMEPYECKUX OpraHu3aunin, 4eACTBUIA, OeKnapupyeMblx Kak HeKomMepyeckasa gesTerlb-
HOCTb, COBepLLaeMasi UCKINIOYUTENbHO B UHTEPECcaxX NoTpebuTenen.

2 HopmaTuBHbI€e CCbINKK

B HacTosiLeM cTaHAapTe NCnonb30BaHbl HOPMAaTUBHBIE CChINIKM Ha criefytoLwmne ctTangapTbl

FOCT P MCO/M3K 17025—2006 O6Lme TpeboBaHNst K KOMNETEHTHOCTM UCTbITaTENbHbLIX U Kannmbpo-
BOYHbIX NNabopartopuii

FOCT P 54884—2011 [JobpocoBecTHasi NpakTnka B 00nacTu 3awwmTbl npaB notpebutenen. TepMnHbl 1
onpegeneHus

MpunmedyaHune—Tpnnonb30BaHUN HACTOSALLNM CTAHLAPTOM Ll,enecoo6pa3Ho nNpPoBEPUTb AENCTBME CCbINOY-
HblX CTaHAapTOB B MHGOPMALMOHHON cucteme obuwero nonb3oBaHWUst — Ha ocmumansHom cante PepepanbHOro
areHTCcTBa no TeXHN4YeCKoMy perynmpoBaHuio 1 MeTposiormm B CeTun WHTepHeT unm no exerogHo n3gaBaemMmomy UHdopma-
LWOHHOMY yKasaTtentko «HauunoHankeHble cTaHAapTbI», KOTOPbIN OHyGJ'IMKOBaH Nno COCTOSAHMIO Ha 1 sHBapS Tekyuleroroaa, u
No COOTBETCTBYHOLLNM eXeMeCA4YHO n3gaBaemMbiM MHOPMaLIMOHHbBIM yKasaTtenam, 0I'Iy6]'IVIKOBaHHbIM B TeKyLlem roay.
Ecnu ccbinoyHbIi cTaHgapT 3amMeHeH (I/I3MeHeH), TO Npu NoJib30OBaHMN HACTOALWLMM CTaHOAPTOM crieayeT pykoBOACTBO-
BaTbCA 3aMeHALWNM (M3M6HeHHbIM) ctaHgapToM. Ecnn cebinoyHbIn cTaHaapT OTMEHEH 0e3 3ameHbl, TO NOJIoXKeHME, B
KOTOPOM AaHa CCblJ1Ka Ha Hero, npuMmeHdaeTcd B 4YacTu, He 3anarMBarom,e|7| 3TY CChbIJIKY.

3 TepMmuHbI M onpeaeneHns

B HacTosilem cTaHAapTe npuMeHeHbl TepMuHbl v onpefeneHusi no FOCT P 54884—2011 v cnefyrolwwmii
TEPMWH C COOTBETCTBYIOLLMM ONpeaeneHNEM:

3.1 ponxHasa npepycMoTpuTenbHOCTb: CO3HATENbHbLIN U METOAMYECKUI YYeT U MUHUMU3aUNs puc-
KOB C LIENbl0 HEe A0MYCTUTb HexenaTerbHbIX HeraTUBHbIX NOCMEACTBUMA pelleHust B pamKkax UMELNXCs Ha
MOMEHT MPUHATUSA peLLEHNS UHOPMaLMK, ONbITa N PpeCypCoB.

U3paHue ocbnumanbHoe
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4 OO6wWwme NpMHLUMNbI 0becneYyeHnA 4OO6POCOBECTHOM NPAKTUKK

4.1 O6uwecTtBeHHOMY 06beanHeHMo NoTpebutenen cnenyeT 6bITb MPO3pPaYHbIM B PELLEHUSIX U AeATENb-
HOCTW, KOTOpblE OKa3bIiBalOT BO3ENCTBME Ha MHTepeckl noTpebutenen. O6beanHeHne JOMKHO packpbiBaTh B
NMOHATHOW, TOYHOW U MOSTHOW hopMe, B padyMHOWN 1 JOCTAaTOYHOW CTENEHM CBOW CTPaTErMIo (MUCCUIO), peLLeHus
N 0eATenbHOCTb. JTa MHOPMaLMs (YCTaBHbIE LOKYMEHTbI; NPUHLMMBI 4EATENbHOCTU; COCTaB PyKOBOASALLMX
OpraHoB; NPOTOKOIbI COOpaHuii (3acegaHuin), NpefyCMOTPEHHbIX YCTaBOM; CBeAeHUS (0TYeTbI) 06 Mcnonb3o-
BaHMWN MMYLLIECTBA M T. N.) OJKHA ObITb OTKPLITON 1 MOHATHOM 4118 TEX, HA KOro AeATENbHOCTL OpraHn3aLmm
MOXET OKa3bIBaThb CYLLECTBEHHOE BMUSHUE (NOTPebuTenn, Npon3BoaMTENN, UCNONHUTENN, NPOAABLbI).

4.1.1 OpraHu3aunm pekoMeHayeTCsl NPeaoCcTaBnATb B OTKPbITbIN AOCTYN CTaHA4ApPTbl U KpUTEPUK, No
KOTOPbIM OHa OLIeHMBaET pe3ynbTaThbl CBOEV AeATeNbHOCTU. BiilleykadaHHast MHopmMaunsa 4omkHa ObiTb CBO-
€BPEMEHHOW, OCHOBaHHOW Ha dhakTax, NpeAcTaBneHHON B 00beKTUBHON hopme, YTOObI AaTb 3aMHTEPECOBAH-
HbIM §MUaM BO3MOXHOCTb OLEHWUTb BIUSHWE [OEWCTBUA U pelleHun obLiecTBeHHOro obbeanHeHus
notpebutenei Ha UX UHTEPECHI.

4.1.2 B cny4vae BO3HUKHOBEHWSI KOHPIMKTA MHTEPECOB MPU OCYLLIECTBNEHNU AEATENBHOCTH, y4acTum B
peanusauum nporpaMm 1 NPoOeKkToB 0bLLeCTBEHHOMY 0OBbeaUHEHUIO NOTPebuTenen pekomeHayeTca n3Bec-
TUTb 06 3TOM Y4aCTHUKOB NPOrpamMm u (Unm) NPOEKTOB.

4.2 O6uwecTBeHHOe 00beamHeHMe noTpebutenen 06a3aHo yunTbiBaTh MHTEPECHI OPYTMX CYOBbEKTOB B
chepe BNusiHMA 00beaMHEHMS NoTpebuTenen, a Takke CTPEMUTLCS K NpefoTBPaLLEHMIO KOHAITMKTOB BHYTPH
coobulecTsa.

4.2.1 ObuwecTBeHHOe 00beANHEHUEe NoTpebutenen U ero oTAernbHbIE NMPeAcTaBUTENU HE OOJIKHbI
O0MyCcKaTb BbICKa3blBaHUIM OT MMEHM BCETO COOOLLECTBA, HE UMES Ha 3TO MOSTHOMOYMNA.

4.2.2 XapakTepusys CBOK AeATeNIbHOCTb, 0bLecTBEHHOE 00beANHEHNE NOTPEOMTENEN HE LOIMKHO
NCMorb30BaTbh TEPMUHbI «JTYULUNAY, «TNABHbINY , «€AUHCTBEHHbINY, «CAaMbIN».

4.2.3 ObuwecTtBeHHOe 06beanHeHMe NoTpebuTenen AOMKHO okasbiBaTb COAENCTBME APYTnM 00 ecT-
BEHHbIM 06 beaANHEHUsIM NOTpebuTenein, B TOM Yncre nytem obMeHa onbiToM B 0611acTy opraHm3saLmm 1 npak-
TUKN OESATENBHOCTMU.

4.2.4 Ob6uiecTBeHHOE 0ObeaNHEHNE MOTPEebUTENen OOMKHO n3beraTb AEUCTBUIA, NOpPOYaLLNX OPYIUX
4YrieHoB coobLLEeCcTBa Kak NyTEM YCTHbIX BbiCKa3bliBaHWI B MyOIIMYHBIX MECTax, Tak U B CpeacTBax MacCOBOM
NHopMaLun.

4.2.5 O6LecTBEHHOMY 0ObEANHEHNIO MOTPEOUTENEN pekoMeHayeTCcsa n3deratb NyOITMUYHOM KPUTUKN B
dopme, KoTopasi Morna 6bl HaHeCTM yLepd Kak NoTpebuTenbCcKkomy CoOOLLECTBY B LIESIOM, Tak U ero oTAenb-
HbIM ynieHam. [pexage yem nepeHoCcUTb cnop B NyOnnyHyto cdepy, HeobxoanmMo B MakCUMarnbHOM CTEeNeHu
NCnonb30BaTh COrnacuTenbHbIe NPoLeaypbl.

4.2.6 OO6LiecTBEHHOMY 00bEANHEHMIO MOTPEOUTENEN pekomeHayeTcs pa3pabaTtbiBaTb NpoLEAypY pac-
CMOTpeHus xanob, nocTynawLwmux ot noTpebutenen nnv npeacraBuTenemn Apyrmx o6LeCTBEHHbIX OpraHm3a-
LW, Ha 4ENCTBUS U peLleHns 00LweCcTBEHHOro 06 beanHeHns NoTpebruTenemn n ero COTpyaHMKOB.

4.3 OO6uecTBEHHOMY OObLEAMHEHUIO NOTPebMTENen crieqyeT UCXOOAUTb M3 MpUoOpUTETA MHTEPECOB
notpebutenem, HO y4nTbIBaTb N0OON 3acnyXMBatoLLMI BHUMaHUSA MHTEPEC APYruX nuy, (rpynn).

4.3.1 [Mpu peLleHnn BoNpocoB 0OLEeCTBEHHOrO 3Ha4YeHs He0bXoaMMO BbISIBNATb ApYyrMe 3auHTepeco-
BaHHble nuua (rpynnbl) U NpU3HaBaTh lopuaMdeckme npaea u UHTePeChl APYrnxX N,

4.3.2 Ob6LecTBEHHOMY 0ObeAUHEHNIO MOTPEbUTENEN pekomeHayeTcs MHPOPMMPOBaTb 3aMHTEPECOo-
BaHHbIX NIUL, O MOTMBAaxX CBOMX OENCTBUI U MPUHMMAEMbIX peLleHuid, OCOBEHHO B criyyasix, Korga MHTepechl
notpebutenen He coBnagaloT C UHTepecamMu Apyrux nuu (rpynmn).

4.4 OO6uecTBeHHOe 0O0beauHeHue NoTpebuTenen peanmayeT B CBOEN AESATENBHOCTM NMPUHLNUM BEPXO-
BEHCTBa 3akoHa, cobnoaas Bce MpUMEHsAEeMble 3aKOHbI M HOPMATKBHbIE NPAaBOBbIE aKTbl. TO O3HAYaET, B TOM
yncne, YTo obLecTBeHHOE 0O beANHEHNE NPUHMMAET crneuuanbHble Mepbl 4115 TOro, YHTOObI ObITb OCBE4OMITEH-
HbIM O MPUMeHsIoLLEMCS (MK CYLLIECTBYHOLLLEM) 3aKoHOA4ATeNbCTBE, MH(POPMUPOBATL COTPYAHMKOB 00bean-
HeHuWs o0 TpeboBaHMAX HOPMATHBHbBIX MPABOBbLIX aKTOB 1 KOHTPONMPOBAaTh NX cobniogeHve.

4.4.1 O6wecTBeHHOMY 06beMHEHNIO HEOBXOaUMO:

- cobntogaTb TpeboBaHNA 3aKOHOB 1 HOPMATMBHbIX aKTOB BO BCEX cdepax, rae obbegmHeHue ocyle-
CTBMSIET CBOIO AEATENBHOCTb;

- COOTBETCTBOBaTb COGCTBEHHOMY yCTaBY, BHYyTPEHHUM MpaBmiam 1 npouenypam v NPUMEHSITb X YeCT-
HO 1 GecnpucTpacTHo.

OOuwecTBeHHOMY 0ObeAVMHEHMIO cneayeT NoAAEPXKUBATb MH(POPMMPOBAHHOCTb O BCEX CBOMX MPaBOBbIX
obasaTrenbCcTBax, NEPUOaANYECKN aHanmM3npoBaTb COOTBETCTBUE CBOEN AeATENbHOCTM TpeboBaHNSAM HoOpMa-
TMBHbIX M BHYTPEHHUX JOKYMEHTOB.
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5 OcobeHHOCTM OpraHu3auum NOTPeobnUTeNnbLCKUX UCNbITAaHUN
M NOTPEeOMUTENbCKOro MOHUTOPUHrA

5.1 Tpw npoBeaeHNM NOTPEBUTENBCKNX UCNBITAHWUI N NOTPEBUTENBCKOrO MOHUTOPUHIa O6LLLECTBEHHOMY
006beanHeHNI0 NOTpebuTenen HeobxoanMo co3gaBaTb YCNOBUS A58 NONyYeHUss 06bEKTMBHOMO pesynbTara.

5.1.1 VcnbiTaHnst AOMKHBI NPOBOANTLCS C 06€3nMyYeHHbIMK 06pa3uamm npoaykumum (6es Hakneek, map-
KMPOBOK, Nenbnos), 3a UCKNOYEHNEM CryYaeB, korga obes3nuynBaHne HEBO3MOXHO 6e3 yuepba ang npoayk-
unn.

5.1.2 ObuwecTtBeHHOe 0b6beamHeHVe noTpebuTenen Bnpase BNAOTb A0 MNOMYyYeHNsi COOTBETCTBYHOLLMX
3anpocos (TpeboBaHuin) N3 cyaebHbIX NN NPaBoOXPaHUTENbHbLIX OPraHOB He pacKkpbliBaTb MH(OpPMaLMIO O
nabopartopum 1 cneuuancTax, NpoOBOAUBLLMX UCTbITAHMUS.

5.2 3akntoyeHve no pesynbTatam NoTpebuTenbLCKMX NCMbITaHWUA AOMKHO OCHOBbLIBATLCS Ha NOMOXEHU-
AX, JalOLLMX BO3MOXHOCTb MPOBEPUTbL 0OOCHOBAHHOCTL BbIBOAOB Ha 6a3e HayyHbIX 1 MPaKTUYECKMUX AaHHbIX.

5.2.1 MNoTpebuTtensbckme ncnbiTaHUs AOMKHbI MPOBOAUTLCS MO pa3paboTaHHOW MeToauKe, B KOTOPOWM
onncblBalOTCA NpegMeT, MeToA U 00 beKTbl ccneaoBaHus, TpeboBaHNsi HOpMaTMBHBIX MPABOBbIX aKTOB, a Tak-
e Apyrne xapakTepUCTUKKN, B COOTBETCTBUM C KOTOPbIMU NMPOBOAATCS UCTIbITAHUS.

5.2.2 3akntoveHne no pesynbTaTtam NOTPeOUTENbCKUX UCMbITAHWUIA AOIMKHO OCHOBBLIBATbCS Ha MPOTOKO-
e UCMbITaHUA 1 APYrnX NEPBUYHBIX OKYMEHTaX, MO3BOMNSIOLLMX NPOBEPUTL haKT NPOBEAEHNS UCMbITaHWUI 1
AOCTOBEPHOCTb MHpOpMaLIMK, NCMONb30BaHHOWN NMPU COCTaBIEHUN 3aKIMOYEHUS.

5.2.3 Ob6uiectBeHHOMY 06beanHeHMI0 NoTpebuTenen npy BblIbope UchbITaTeNbHbIX yUpeXaeHUA ans
npoBeAeHnsa NOTPebUTENbCKMX UCTbITaHNA pEKOMEHAYeTCsA cobnogaTh NONOXEHNs HAaLMOHanbHbIX CTaHAap-
TOB, ONMCbLIBAIOLLIMX COOTBETCTBYHOLLME METOAMKN, ECIIN OHM COTMNacyrTCd C LensaMmu 1 3agadamu notpebure-
NbCKUX UCTIbITAHNIA.

6 B3aumopencrtBue obLWEeCTBEHHOIO 00 beAMHEHUA NOTpebuTenen c opraHamu
rocyaapcTtBeHHOMW BNacTu

6.1 Ob6LiecTBEHHbIM 00beaMHEHMAM NOoTpebuTenen HeobxoaMMO B3aMMOAENCTBOBaTb C OpraHamu
rocyapCTBEHHOW BNacT! M MECTHOIO CamMoyrpaBiieHnsi o BONpocam, 3aTparmeatoLnum nHTepeckl notpebure-
nen, TpeboBaTtb OT OPraHOB BRAaCTU UCMOMNHEHNS 00513aTENbCTB MO OTHOLLEHUIO K NOTpebuTensMm, 3awmwaTb
notpebutener oT HapyLUEHMI NX MpaB, eCrv OHW AOMYCKaTCA opraHaMy BnacTu Npu NPUHSATMN HECOOTBET-
CTBYHOLLUMX PELUEHUA W HOPMATMBHbIX AOKYMEHTOB (B TOM YMCME MNpU OKasaHUM rOCyaapCTBEHHbIX M
MYHULMNAMNbHbIX YCIyr).

6.1.1 BsaumopgencTsmne ¢ opraHamu rocygapCTBEHHOM BNacTM U MECTHOIO camoyrnpaBfeHUs AOSMKHO
OCYLLIECTBNATLCS MO KOHKPETHBIM MOBOAAM M MOXET ObITb HAanpaBeHO Kak Ha NogaepKKy 4eNCTBUIA OpraHoB
BIACTM NO KOHKPETHOMY BOMPOCY, Tak 1 BOMPEKN STUM AENCTBUSM.

6.1.2 BaaumopgencTeue c opraHamm rocygapCTBEHHON BNACTN M MECTHOIO camoynpaBfeHunst He AOSMKHO
NPUBOANTL K CO34aHUI0 YCIIOBUIA, OFpaHNYMBaOLLNX 0OLLECTBEHHbIE 00 begMHEHUSA NOTPeOUTENEN B NpeabsiB-
TNEeHUN K opraHam BrnacTu NPeTEH3UI, CBSA3aHHbIX C HApYyLLEHMEM MNpaB NoTpebuTenen.

6.1.3 OO6uwiecTBeHHble 0bbeanHeHUs1 nNoTpebutenen [OIMKHbI He3amennMTeNnbHO WH(OPMUPOBATL
opraHbl rocyfapCTBEHHON BNACTU O BbISIBNIEHUN HA pbiHKE NpoayKumm (paboT, ycrnyr), coaepalmx noTeHum-
arnbHYK ONAaCHOCTb ANSA XU3HU 1 300POBbS rpaXaaH.

6.1.4 OOLiecTBeHHble 00beaMHEHMA NOTpedbuTenen OMKHbI y4acTBOBaTb B 06CYXAEeHUN HOpMAaTUB-
HbIX NPaBOBbIX aKTOB, yCTaHaBNUBaLWLMX 0b6a3aTenbHble TpeboBaHMs K NPOAYKLMM U yCIyram.

6.1.5 [Ina obecneyeHns nHTepecoB notTpebutenen obLleCTBEHHbIM 0ObeaANHEHNSAM noTpebutenen
peKoMeHayeTCs HanpaBnATb CBOUX NPeACcTaBUTENEN B COCTaB OPraHOB MECTHOIO CaMOYMpaBIieHuns, a Takke B
COCTaB KOMUCCUI, KOMUTETOB, paboumx rpynn u pyrux CTPYKTyp.

6.1.6 ObLiecTBeHHble 06beanHeHNa NnoTpebutenen MoryT yctaHaBnNuBaTb 3anpeT Ha NpUCYTCTBUE B
pyKOBOASLLMX OpraHax obLeCcTBeHHbIX 00 beanHEHUN NoTpebuTenen rocygapCcTBEHHbIX YAHOBHUKOB, YNIEHOB
3aKkoHoOaTeNbHbIX U NpeACcTaBUTENbHbIX OPraHOB BNacTy.

6.1.7 O6LiecTBEHHbIM 00BbeaMHEHUAM NOoTpebuTenen pekomeHayeTcst TpeboBaTb OT opraHa rocygap-
CTBEHHOW BracTu Unm opraHa MECTHOro caMoynpasrfeHnss pacCMOTPeHNs obpalleHnin o hbakTax Unu yrposax
HapyLUeHWsi paB NnoTpebuTene n NPUHATUA 3 EKTUBHBLIX MeEp B NPeAenax CBOE KOMMNETEHLMM, B TOM YnCne
nyTem o6xanoBaHusi B yCTaHOBEHHOM NopsifKke AelcTBMIN (6e34eNCTBNSI) OpraHOB rocyJapCTBEHHOW BacTy
N MECTHOI0 CaMoynpaBneHns U NX JOSDKHOCTHBIX NNLL.
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7 B3anmopgencrTBue oOLEeCTBEHHOIo 06 beAnHeHUs noTpedbuTtenen
C npousBoAUTesNIsSiIMM TOBapoB, paboT unu ycnyr

7.1 O6LiecTBeHHblE 00beAMHEHMSA NOTPEOMTENEN CO34at0T YCINOBUS A5 B3aMMOOENCTBUSA C NPON3BO-
anTensamm ToBapoB, paboT 1 yCryr nyTem co34aHus UM UCNOSb30BaHUA MEPEroBOPHbIX MIOLLAA0K («KPYTIIbIX
CTONOBY», CEMUHAPOB, KOH(PEPEHLUNA, ANCKYCCUI 1 Ap.).

7.2 O6LiecTBeHHblE 06BbEOUHEHUSA NOTPpebuTenemn MoryT 00beanHATLCA B OQHO HOPUAMYECKOE NULO C
opraHusaumamm 6musHeca B cnyyasx, Koraa yCtaBHOM Lenbio HOBOro o6beanHeHns aBnsaeTca nouck 6anaHca
WHTEPECOB y4aCTHNKOB Ha TOBApHOM pbiHKe. Takoe 06beanMHeHMe BO3MOXHO MNULLIL MPU YCNoBun obecneyeHuns
paBHbIX MPaB Y4aCTHMKOB B CUCTEME «MOTPEOUTENN — BU3HECY.

7.3 ObLwecTBeHHble 00beanHeEHUA NoTpedbuTenen B3aMMOAENCTBYIOT C NPeANnPUHNMATENLCKMN U KOM-
MepYeCKUMM OpraHn3aLmnsiMm Ha YCroBUSAX paBHOMPaBHOIo NapTHEPCTBA.

7.3.1 Tpwu BbIABNEHUN HapyLleHWn Npas NnoTpedutenen obLecTBeHHble 06beanHeHns noTpebuTtenen
OOIDKHbI MHPOPMUPOBATb PYKOBOAMTENS KOMMEPYECKOW OpraHn3aLuumn O BbISIBIIEHHbIX HApYLLUEeHUsiX U Tpebo-
BaTb YCTPaHEHWS HapyLLUEHUIN B pa3yMHbIN CPOK.

7.3.2 BbinonHeHue paboT nnm okasaHwme ycnyr 4ns KoMmmep4eckux opraHnsaLmmn obLiectseHHoe obbe-
OVHeHWe noTpebutenen 4OMKHO OCYLLEeCTBATbL HA OCHOBaHWUM JOroOBOpa, B KOTOPOM YETKO onpeaeneHbl npea-
MeT u LeHa. O6LlecTBeHHOe 06beauHeHMe noTpebuTenen JOMmKHO obecneymBaTtb NyGIMYHOCTL JOTOBOPOB C
KOMMEpPYECKMMM OpraHn3aunsiMi, B TOM YMCrie NyTeM OTKasa OT BKIIIOYEHUS B JOrOBOP YCIOBUA O KOHUOEH-
LManbsHOCTK, 3a UCKITOYEHMEM CIyYaeB, koraa KoHMaeHUNaneHOCTb BEITEKAET M3 CyLLLECTBa AOroBopa U He
HapyLuaeT MHTepeckl noTpebuTtenen.

7.3.3 [oroBopbl Mexay 00LeCcTBEHHBIMY 06 beAMHEHNSIMY NOTPEOUTENEN 1 KOMMEPYECKUMU OpraHn3a-
LMAMM MOTYT coepKaTb ycrioBue 00 ncnonb3oBaHum gocyaebHbix npoueayp yperynmpoBaHnst KOHITMKTOB.

7.3.4 Ob6LiecTBEHHbIM 0O6beAMHEHNSIM NOTPEOMTENEN pekomMeHayeTCc MHAOPMUPOBATL KOMMeEpYeC-
Kve opraHu3aumm o TOM, YTO 3aKIoYeHre JOroBopa Ha BbINMOMHEHUE paboT Unu okasaHue yCryr He MOXeT Tpak-
TOBaTbCS KaK 0TKa3 OT NPeAbABNEHUSA NPETEH3WI K AaHHON OpraHM3auum Npy HapyLLeH1 npae notTpedutenen.

7.3.5 O6LecTBEHHbIM 00 bEANHEHNAM NOTPEOUTENEN PEKOMEHAYETCS MPUHNMATE MEpPbI, YTOObI CKITHO-
4YNTb N3bpaHue B COCTaB CBOMX PYKOBOASLLMX OPraHOB pyKoBOAMTENEN KOMMEPYECKMX OpraHn3aLmin.

7.3.6 YcTtaBbl 00LLEeCTBEHHbIX 00bEANHEHUI NOTPeOMTENEN MOryT cogepXaTb 3anpeTbl Ha MPUHSATUE
OEHEXHbIX CPEACTB OT KOMMEPYECKMX OpraHn3aLumii B ka4ecTBe 611aroTBOPUTENbHbIX UITM CIOHCOPCKNX B3HO-
COB, a TaKKe B Ka4eCTBe ONnnaThl 3a peknamy.

8 B3aumopencrtBue c noTpedbutenamm

8.1 O6LiecTBeHHbIE 06bEANHEHNS NOTPEBUTENEN MHPOPMUPYIHOT rpaxkaaH 0b Ux npaBax u cnocodax nx
3aLLMTbl, NPOBOAAT NOTPEOUTENLCKME UCTbITAHNS TOBApOB, paboT 1 yCryr, Oka3blBaloT COAENCTBME B 3alumnTe
HapyLUEeHHbIX NpaB, BbISABNSAIOT Y NPeCceKatoT HapyLLIEeHUS NpaB HeonpeaeneHHoro Kpyra notpebutenen, aHanm-
31pYIOT AENCTBYIOLLIEE 3aKOHO4ATENBCTBO B Chepe 3aLnTbl npas noTpebutenen n sbipabartbiBaloT Npeanoxe-
HWSI NO ero COBEPLLUEHCTBOBAHMIO.

8.1.1 O6LiecTBeHHble 00BbEAUHEHUA NoTpebuTenen OOMKHbI pas3MellaTb B CpPeAcTBax MaCCOBOW
nHopmauun nybnvkauum o npasax notpebutenen, yyactsoBaTtb B Tefne- U pagnonporpaMmmax, pasmeluarb
NHopmauuto o npaBax noTpebutenen B cetn MHTepHeT.

8.1.2 ObwecTBeHHble 06beaNHeEHUA NoTpebuTenen AoMmkHbI NPpeabABNATL UCKM B CyAbl B Lensax npece-
YeHVs HapyLLEeHWU NpaB OTAENbHbIX NOTpebuTenen, a Takke HeonpeaeneHHoro Kpyra notpedutenen.

8.1.3 ObLecTBeHHbIM 06beanHeHNAM NOTpebrTenen pekomeHayeTcsa co3fgaBath CryX0Obl KOHCYNbTU-
poBaHus noTpebuTtenen, B TOM Yncne Yepes cobCTBEHHbIE MHAPOPMAaLIMOHHbIE pecypchl B ceTu IHTepHeT.

8.1.4 ObuwecTBeHHbIM 00beAnHEHUAM noTpebuTenen pekomeHayeTcs pasdpabatbiBaTb npouenypbl
paccmoTpeHnsa obpalleHnin u xanob notpebuTenen, BkroyaoLwme obsasaTensHoe NnpeaocTaBneHne MoTMBK-
pOBaHHOro OTBETa Mo CyLecTBy obpalleHnsa noTpebutens.

9 Bsaumopencrteue co CMU n umpokoe nHpopmmnpoBaHue noTpedburtenen

9.1 O6LiecTBeHHble 00beaMHEHU NOTpebuTenen CTpemMaTcs K MakCumarbHON NyOnmyHOCTU CBOEW
OeSATenbHOCTU, HPOPMUPOBaHUIO NOTpebuTener 060 Bcex 3HaYMMBbIX 4151 HAX BOMPOCaXx, UCNosb3ys Ans aTo-
ro BCE BO3MOXHbIE KaHarlbl CBSI3W.

9.1.1 ObLecTBeEHHbIE 0ObeAMHEHNSI TOTPEBUTENEN AOMKHBLI CTPEMUTBLCS NYONMKOBaTL NOSHYI MHAOP-
Mauuto, NOMyYeHHy0 B pe3yrbTaTe BCEX aCMNeKTOB AEATENBHOCTU, BKITOYasi NPOBeAeHNEe NOTPEOUTENBLCKNX

4



FOCT P 54888—2011

NCNbITAHUA U MOHUTOPUWHIa, B TOM YMCre MHpopMaLMio 0 ToBapax (ycnyrax), NonyyYmBLUMX HU3KNE OLEHKM B
XoZe NoTpebunTenbCKUX UCMbITaHW (MOHUTOPUHTA).

9.1.2 O6uiecTBEHHbIE 00bEeAMHEHMSA MOTPEOMTENEN, OCYLLIECTBNSALLME OEATENBHOCTL MO NPOBEAEHNIO
noTpebuTENbCKUX NCMbITAHUIA, HE O0IMKHbI NYONMKOBaTb peknamMy B CBOMX udgaHusax. MNybnukauusa pesynbTa-
TOB NOTPEBUTENBCKNX UCTIBITAHWUI HE SABMSIETCS PEKITAMOWN.

9.1.3 TNpwu pacnpocTpaHeHnn MHpopMaLmm obLecTBEHHOMY 06 beMHEHMIO NOTPEBUTENEN pEKOMEHAY-
eTcsa obecneunTb cobntogeHne 6anaHca MHTEPECOB NOTPeOMTENEN NyTEM COOTHECEHMS UHTEPECOB MOCTpa-
OaBLIero noTpebuTens c HTepecamMmm HeonpeaeneHHoro Kpyra notTpeduTenen.

10 lMpepocTaBneHne pekoMeHAaUUN

10.1 PekomeHpauun (ogobpeHunsi) obLiecTBeHHOro obbefuHeHust NoTpebutenen [OSMKHbI ObITb
HanpaBreHbl Ha peanuaauuio npasa NoTpebuTensa Ha MHpopMaL Mo n cBOOOAHLIN BLIGOP TOBAPOB, a Takke
obecneymBaTb NPUOPUTET MHTEPECOB NOTPEOUTENEN.

10.1.1 PekomeHgauum oOLLECTBEHHOTO O0ObeAMHEHUsI NOTpeduTenen AOMMKHbI OblTb OCHOBaHbI Ha
pesynbTaTax UcnbiTaHui (MOHUTOPUHIOB), MaTepuarbl KOTOPbIX HE AOMKHbI OTHOCUTBCS K KOH(MAaeHUane-
HOW MHopMaLMK, a Takke Ha NOATBEPXAEHHbIX Xanobax noTpebutenen, conpoBoANTENBHOM AOKYMEHTALNN
Ha ToBap (NamMATK1, aHHOTaLMU, UHCTPYKLNN).

10.1.2 PekomeHaauun obLLeCTBEHHOroO 06beanHeHMs1 NoTpebuTenen OOMKHbI KacaTbCsl KOHKPETHOM
npoayKummn (ToBapa) NnMbo KOHKPETHbLIX 4eNCTBUIA 3rOTOBUTENSA (NpodaBLa, UCMONHUTENS) MO OTHOLLEHUIO K
notpebutento. HegonycTMMo NnpegocTaBneHre pekomeHaaunm obLecTBeHHOro 00 beauHeHMs noTpeduTenen
KOHKPETHOMY IOpUAMNYECKOMY NULY (MHOMBMAYANbHOMY NpeanpUHMMAaTESNO0) B OTHOLLEHWMN €10 AEATENBHOCTU B
uenom.

10.1.3 ObLiecTBeHHble 0O0beANHEHUSA NOTpebuTenen He AOMKHBI CO34aBaTh NPENATCTBUMI (B TOM Yncne
(PbUHAHCOBOro Xapakrepa) Ans UCMNofnb30BaHUA KOMMEPYECKMMN OpraHm3aumsamMm uHgopmaumm ob ydactum
NPOAYKLMMN SAHHOW OpraHu3auumn B NoTpebnTenbCKnxX NCMbiTaHMsX, HO BpaBe TpeboBaTh yKasaHusi Ha UCTOY-
HWK ONyBnMKOBaHWsi CBEAEHWI O pe3ynbTaTax 3TUX UCMbITaHUIA B NPESSIOKEHHON U YTBEPXKAEHHOW pefakunm.

10.1.4 O6uwiecTBeHHble 0O6beaMHEHNsT NOTpedbuTenen MoryT ycTaHaBnvMBaTh NyOGnvyHble npoueaypsbl
npegocTaBfeHns NpaBa NCNonb30BaHNSA MHpopMaLmmn o nobeauTensix NoTPednTENbLCKMX UCMbITaHWI, B TOM
yucrne nyTem yTBepXaeHus cneumanbHbIX 3HakoB. [poueaypbl MOryT ObiTb CBA3aHbl C B3MMaHUEM AEHEXHbIX
CPEACTB 1 JOITKHbI ObITb €ANHBIMW A1151 BCEX Y4AaCTHUKOB UCMbITAHWUNA.

11 3anHTepecoBaHHOCTbL (KOH(PSIUKT UHTEpPEeCcOoB)

11.1 KOH®MAMKTbI UHTEPECOB MOTYT ObITb NIMYHLIMU, KOMMEPYECKUMU, MOSTUTUHYECKUMM UITN PUHAHCOBBI-
mMu. OBLecTBeHHOE 06beaMHEHWE NOTPebMTENen OMKHO 4OOPOBOIIbHO packpbiBaTh MHOPMALIMIO O CBOEW
3aMHTEPECOBAHHOCTM B OTHOLLEHUMN AENCTBYIOLLMX HA PbIHKE KOMMEPYECKUX KOMMaHUN, a Takke NHYI0 HAOp-
MaLMto, KOTopas MOXET NOBNUATbE HA 00 BEKTUBHOCTL NMPUHNMAEMbIX PELLEHUIA.

11.1.1 YneHbl 06LEeCTBEHHOrO 06 begMHEHNSA NOTPEOUTENEN U Er0 COTPYOHNKM OOSMKHEI 40OPOBOMBHO
3aaBnsTb 00 06CTOATENBLCTBAX, KOTOPbLIE MOTYT NOBMMATE HA 0O BEKTUBHOCTE NPUHUMAaEMbIX PELLEHUIA.

11.1.2 Cnocob packpbITnsa MHGPOpMaLmm 0 KOHPITMKTE MHTEPECOB LOMKEH 06ecneYnTb ee A4OCTYMHOCTb
A5 NoObIX 3aMHTEPECOBAHHbIX NNLL.

11.1.3 Jlvua, 3aaBMBLUNE O HANUYUK KOH(PNKTA UHTEPECOB, HE AOIMKHbI y4aCcTBOBAaTb B NPUHATUY peLle-
HKUA (ronocoBaHMM) NO BOMPOCY, B OTHOLLEHUU KOTOPOro 3asiBfieH KOH(PIUKT.

11.1.4 O6LwecTBEHHOMY 00beaMHEHMIO NOTPebUTENEN peKkoMeHAYEeTCA YEeTKO OO BbACHUTL NOoTpebute-
NAM, B YEM 3aKIT4YaeTcs KOHIUKT MHTEPECOB, AaXe NMPU HanNn4mMm COMHEHWI B €70 akTyaribHOCTU.

11.1.5 Ob6LiecTBEHHOMY 06beANHEHNIO NOTPpebuTenen pekoMeHayeTCst 06 bACHUTb, KakMMy cnocobamu
NCKIT0YeHa BO3MOXHOCTb BNSAHUS Ha pe3ynbTaTbl 4eATENbHOCTY NUL, 3asIBUBLUNX O KOH(IIUKTE MHTEPECOB.

12 lNMpoBeaeHWe KOHTPOSILHbLIX MEPONPUATUM (MPOBEPOK)

12.1 ObuwecTBeHHble 0bObeanHeHWst noTpebutenem B pamkax MOMHOMOYMMKA, MNPeAOCTaABEHHbIX
OEeVCTBYIOLWNM 3aKOHOA4ATENbCTBOM, NPOBOAAT NPOBEPKM COBM0AEHUA NpaB NnoTpebuTenemn, npasun TOProso-
ro 1 66ITOBOrO N MHLIX BUOOB OB6CMYXMBaHNS B LIENSAX MOHUTOPUHIa cobrnoaeHus npas notpebutenemn B KOH-
KpeTHbIX cdrepax, yCTpaHeHUs NoKanbHOro (€AMHUYHOr0) HapyLLeHUsi MpaB noTpebutenen nMbo ycTpaHeHus
CMCTEMHOro (MacCoBOr0) HapyLUEHUS.
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12.1.1 Mpwn npoBefeHUN NpoBepkM obLLeCTBEHHOE 0ObeauHeHVe NoTpebutenen mMoxeT TpeboBaTb
NpeaocTaBeHNst cBeOeHUA U OOKYMEHTOB B 0Obeme, onpeferieHHOM 3aKkoHO4aTeNbCTBOM OTAENbHOMY
notpebutento.

12.1.2 To pesynbTaTam NPOBEPKM COCTaBNAETCS akT NMMOO MHOM OOKYMEHT, B KOTOPOM OTpaXaeTcs
MHopMauusa o nmuax, NPOBOAUBLUMX MPOBEPKY, OMUCHIBAOTCA METOAbl MPOBEPKN, @ Takke (OUKCUPYIOTCS
BbISIBIIEHHbIE B XO4€ NPOBEPKN HAPYLLEHNS.

12.1.3 Tlpu BbisBNEHUN B X04€ NPOBEPKN HApYLLUEHWI NpaB noTpebuTenen obLecTBeHHOe 00beanHe-
HWe noTpebuTenen B 3aBUCUMOCTY OT BUAA BbISBIIEHHOIO HapyLLUEHUS:

- HanpasnsieT JOKYMEHT, COCTaBMEHHbIA N0 pesynbTaTam NPOBEPKU, B YNOTHOMOYEHHbIV OpraH rocy-
OAapCTBEHHOro KOHTPOISA M HaA30pa;

- NpeabsaABNSAET B CyA UCK B 3aLLUTY KOHKPETHOro notpebutens nubo HeonpeaeneHHoro kpyra notpebu-
Tenewm;

- MHGOPMUPYET O pesyribTaTax NPOBEPKM OpraHbl MECTHOIO CaMOYMNPaBIEHNUS;

- MHPOPMUPYET O BbIABIIEHHOM €OUHNYHOM (NOKanbHOM) HapyLlleHun npogasua (CoO6CTBEHHNKA KOM-
MEepYecKoro nNpeanpusaTrs) fobbiM AOCTYMHbIM CNOCOOOM, Hanpumep, NyTeM COCTaBIIEHUS 3anvCcu B KHUre
»anob v npegnoXxeHnn nnbo HanpaeneHUst TpeboBaHUsA 06 yCTpaHEHWUM HapYLLUEHWIA 1 Ap.

12.1.4 O6LwwecTBEHHOMY 06bEeANHEHMIO NOTPEOUTENEN PEKOMEHAYETCSA BECTU YYET NPOBEAEHHbIX KOH-
TPONbHbLIX MEPOMPUATUN NO CrEeAYOLWUM XapakTepUcTnKam:

- MEeCTO ¥ BpeMms NpoBeAeHNs NPOBEPKU;

- BWA M HOMEpP AOKYMEHTa, COCTaBIEHHOro Mo pesynbTaTtam NPoBepKY;

- Mepbl, NPUHATbIE NO pe3ynbTaTtam NPOBEPKU.

12.2 OO6uecTBeHHbIE 06beAMHEHNSI NOTPEOMTENEN NMPOBOAST MOHUTOPUHIU C LENbO U3YyYeHus Npea-
noyTeHW NOTpebuTenen, BbiBNEHNS NPobeM, C KOTOPbIMM CTANKMBAKOTCS UM MOTYT CTankMBaTbCs NoTpe-
outenu.

12.2.1 MOHUTOPWHI NPOBOAUTCSA MO 3apaHee pa3paboTaHHOW NporpamMmMe C UCNoSib30BaHMEM METOAOB
aHOHMMHOW 3aKyMKu, BU3yaribHOro HabnwaeHus, a Takke n3yvyeHns JOKYMEHTOB U MaTepuaros.

12.2.2 Pe3ynbTaTbl MOHUTOPUHIa OOMMKHbI BbITb AOCTYMHbI KAk NOTpebutensiMm, Tak 1 KOMMEPYECKUM
opraHusaumnsam, 0edTenbHOCTb KOTOPbIX MPOBEPSiach B X04e MOHUTOPUHTa.

12.2.3 To pesynbTataMm MOHUTOPMHra obLecTBeHHOe 06beanHeHNe noTpedbuTenen NpuHMMaeT Mmepbl
ANsi yCTpaHeHWs BbISBNEHHbIX HApYLLEHWI MHTEPECOoB NoTpebuTenei, B TOM YACHE NyTEM:

- pa3paboTku NpeanoxeHuii No COBEPLLEHCTBOBAHMIO 3aKOHOAATENbCTBA;

- pa3paboTku NpeanoXeHni MO COBEPLLEHCTBOBAHMIO NpoLeayp NpegocTaBneHms ycnyrn (0cobeHHo B
cdepax ycnyr, npegocTtaBnsieMbiX CyObekTaMy MOHOMOMWIA UM OpraHaMu BNnacTn);

- HanpasrneHus pe3ynbTaToB MOHUTOPMHIA B YNOTHOMOY€EHHbIE OpraHbl rOCyAapCTBEHHOW BNacTh Ans
npeceyeHns BbiSIBNEHHbIX HAPYLLEHWI NpaB noTpebuTenen;

- MPUHATMSA Mep A8 NPUBMEYEHNs K OTBETCTBEHHOCTY ML, BUHOBHbIX B HApyLLEHUM Npas noTpebuTe-
nen.

12.3 Bcny4ae BbiSiBreHns B Xo4e NPOBEPKN HAPYLLEHNN CUCTEMHOIO XapakTepa (MacCoBbIX HapyLUEHWI
npas Unn nHTepecoB notpebuTenen) obLecTtBeHHoe ob6beauHeHne noTpebuTtenen paspabaTbiBaeT n peanu-
3yeT nraH MepOonpUATUIA MO YCTPAHEHMIO BbISIBIIEHHbIX HAPYLUEHWUIA, BKITHOYaKOLLNIA:

- Wmpokoe nHopMupoBaHue NoTpeduTenen o BbisiBNIeHHON npobneme;

- paspaboTky pekoMmeHgaLumin onsa notpedutenei;

- paspaboTky TpeboBaHU K KOMMEPYECKUM OpraHn3auusam nNo yCTpaHeHMo A0NYLEHHOTO HapyLLEHNS;

- pa3paboTKy NpeaioXeHnn Mo COBEPLLIEHCTBOBAHNIO HOPMaTUBHOMO PErYIMPOBaHNS B COOTBETCTBYHO-

Len cpepe.
13 [JencTtBus No NnpeaoTBpaLLEHUIO YIPO3

13.1 TNpwu BbISIBNEHMM B X04€ KOHTPOJIbHLIX MEPONPUATUIA ONACHOCTU AN XU3HW, 300POBbS U NMY-
LLecTBa noTpebuTernen obLecTBeHHOE 00beanHeEHME NOTPpebUTenen NpMHMMaeT He3aMeaANUTENbHbIE MepbI
A7 MUHMMM3aLUUmM PUCKOB Y NPEeAOTBPALLEHNSA MPUYNHEHNS Bpeada NoTpedbuTensm.

13.1.1 O6wecTtBeHHOe obObeanHeHne noTpeduTenen OO0SMKHO He3aMeanuTenbHO WH(OPMUpOoBaTb
YMNOSTHOMOY€EHHbIE OpraHbl FOCYAapPCTBEHHOM BNACTU O BbISIBMIEHHbLIX ONMACHOCTAX U TpeboBaTb NPUHATUS MEP
Mo NPUOCTAHOBIEHWIO AEATENBHOCTU, CO34at0LLEN YrPO3Y XN3HU, 340POBbLI0 UM UMYLLIECTBY NOTpebutenen.

13.1.2 O6uwecTBeHHOE 06beanHeHMEe NOTpebUTENen AOMKHO HaNpaBUTb B CpeacTBa MacCoBOW MHAOP-
Mauun CBEJEHMS O BbISIBNIEHHOW Yrpo3e, a Takke 0 AENCTBUSIX, KOTOpble He0BX0aUMO NpeanpuHNUMaTh A4S
npenoTBpaLleHnst NPUYMHEHUS Bpeaa.
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13.1.3 OO6LiecTBeHHOE 0ObeANHEHUE NOTPEOUTENEN AOMKHO NPOMHAOPMUPOBATL NPOM3BOAUTENEN
(NpoAaBLOB, UCMOMNHUTENEN) O TOM, YTO B pe3yrbTaTte Ux AeACTBMIA BO3HMKNA Yrpo3a NPUYNHEHNs Bpeaa Xns-
HW, 300POBbIO UM UMYLLIECTBY NOTPEbUTENEN.

13.1.4 O6LwecTBeHHOE 0ObeaUHEHNE NOTPEOUTENEN MOXKET NPEANOXUTL NPoM3BOAUTENAM (MpoadaB-
Liam, UCMONHUTENSIM), a TakXKe YNOoNHOMOYEHHbIM OpraHaM rocyapCTBEHHON BNnacTy pa3paboTaTtb nporpaMmmy
OENCTBMI NO NpeAoTBpaLLEHNIO YrpOo3bl TPUYNHEHNUSI Bpeaa NoTpebuTensM, a Takke Mo BbipaboTke npoueayp
BO3MELLEHMSA UMYLLIECTBEHHOTO yLlepba, NpUYMHEHHOrO NOTPebUTENaM BCNeACTBNE NPUOBPETEHNSI ONAaCcHON
npoaykuum (pabor, ycnyr).

13.1.5 O6uwecTBeHHOE 00begMHEHNE NOTpebuTenen MoxeT TpeboBaTb YCTPaHEHUS Yrpo3bl NPUYMHE-
HWsi Bpeda B cyaebHoM nopsigke.

14 YyeT uHTEpecoB rpynnnotpedutenen

14.1 [JencTtBusi o6LLECTBEHHOrO 06 BbEeaMHEHUSA NOTPEBUTENEN B MHTEPECAX KOHKPETHOIO NOTPebuTens
OOJIDKHbI ObITb COOTHECEHBI C UHTEPECaMM HEOTNPEAENEHHOrO kpyra notTpebuTenen.

14.1.1 O6wecTBeHHOE 06beANHEHNE NOTPEOUTENEN AOMKHO NPOBECTN aHaNM3 NOCNeACTBUA 4ENCTBUN
B MHTepecax OTAENbHOro NoTpebuTens Ha NpegMeT UX COOTBETCTBUA MHTEpPecaM HeonpeaerieHHoro Kpyra
notpebutenen.

14.1.2 O6LwwecTBEHHOE 00BbEaMHEHNE NOTPebuTenen 4OMKHO MHPOPMUPOBATL NOTPebUTENen o crnyya-
AX, KOrga HTepeckl OTAENbLHOro NOTPebUTENA He COBNaaaroT C MHTepPecaMu HeonpeaeneHHoro Kpyra noTpe-
outenen.

14.1.3 Pa3smep BbiCTaBnsAeMbIX LUITPAGOB U MHbIX HEMPSAMbIX YOBITKOB HE JOJKEH CO34aBaTb CUTYaLMIO,
NPy KOTOPOW NOTPEBUTENM, CTOMNKHYBLUMECS C aHanorMyHom npobnemon, OyayT NuLIEeHbl BO3MOXHOCTM MOJy-
YMTb KOMMEHCALNIO NMPSIMbIX YObITKOB.

15 ®unHaHcupoBaHue o6l eCTBEHHbIX 06beANHEHNN NOTpeduTenen

15.1 ®uHaHcupoBaHMe OOLWECTBEHHOrO 0ObeAMHeHUs NOTpebuTenen OOMKHO OCHOBLIBATLCS Ha
NCTOYHUKax, obecneyvmBatoLL X HE3aBMCMMOCTb JENCTBUI U PELLEHNI B OTHOLLEHWM CYOBEKTOB pbiHKA.

15.1.1 Ob6wiecTBeHHOE 0ObEANHEHME NOTpebuTENen JOMKHO obecnevnTb OCTYN K nHdopmaunm ob
NCTOYHMKaxX (PUHAHCMPOBAHNS CBOEN AEATENbHOCTH, a Takke MHopMaumio 06 NCNorb30BaHMM NOSyYEHHbIX
OEHEXHbIX CPEACTB.

15.1.2 Tpwu 3aKnOYeHNN 4OrOBOPOB Ha BbINOSTHEHNE paboT 1 oka3aHue ycnyr obuecTtBeHHoe obbeanHe-
Hue noTpebuTenen JOMKHO n3beraTb BKIMOYEHUS B OTOBOP YCIOBUN O KOHMAEHUNANBHOCTH.

15.1.3 O6LwecTBeHHbIE 0ObeANHEHMA NOTPEOMTENE He AOMKHbI 3aKNio4aTh 4OrOBOPOB, OrpaHnYmnBato-
LWmx obLiecTBeHHoe 06beanHeHMe NOTpebuTenen B BbIBNIEHUN U MPEeCeYeHNN HapyLLEeHUI npaB notTpebuTe-
new B KOHKPETHOW cdepe UMM No OTHOLLEHMIO K KOHKPETHOMY HOpUANYECKOMY NULY WU UHAUBUOYANbHOMY
npeanpuHUMaTento.
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