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Mpepgncnosue
CsefleHus o cTaHjapTe

1 PA3BPABOTAH ABTOHOMHOII HEKOMMEpPYECKOI opraHusaunein «Poccuinckuii MHCTUTYT noTpeduTenb-
CKuX mcnbitanuii» (AHO «PUMA»)

2 BHECEH TexHu4eckum KOMWTETOM Mo cTaHgaptusauum TK 111 «3awmta npasB noTpebutenein Ha
OCHOBE KOHTPO/A NMPOAYKLUMN Ha cTagusax obpalleHuns v npu okasaHum ycayr»

3 YTBEPX/JEH W BBEJEH B AEVCTBUE MMpukasom PeaepasibHOTO0 areHTCTBa MO TEXHUYECKOMY
perynnpoBaHuio n MetTponorum ot 22 aekabps 2011 r. Np 1656-cr

4 BBEJEH BMNEPBbIE

5 MEPEN3OAHUE. Asryct 2018 r.

MpaBuna NpUMEHEHNS HACTOSILLEro CTaHAapTa yCTaHoB/EHbl B CTaTbe 26 deaepasbHOro 3akoHa
oT 29 moHA 2015 r. No 162-®3 «O cTaHgapTwusauun B Poccuiickoin ®egepaunmn». MHdopmauus ob
N3MEHEeHNAX K HacTosALeMy cTaHaap Ty ny6nkyeTCs B eXXerogHom (Mo COCTOSHMI0 Ha 1aHBapsa TekyLero
roga) MHopMaUMoHHOM ykasaTesne «HauuoHanbHble CTaHAapThi», a ouuManbHblii TEKCT U3MEHEeHWi
M NONpaBOK — B €XeMeCsiYHOM WHCOpMaLMOHHOM yKasaTene «HaunoHasbHble cTaHaapThi». B cnyvae
nepecMoTpa (3amMeHbl) AN OTMEHbI HACTOSILLEr0 CTaHAapTa CooTBeTCTBYyLee yBefoMm/eHe byaeT
ony6/IMKOBaHO B GMXaiLLEM BbINYCKE €XEeMeCs4HOro MH(OPMALMOHHOIO yKasaTensa «HauuoHabHble
cTaHfapThi». COOTBETCTBYyWLWAsA MHpopMauns, yBefOMIEHME U TeKCTbl pasMelialnTcs Takke B
MHOPMaLMOHHOW cucTeme 06LLero nob3oBaHNa — Ha oduumanbHOM caiTe PefepasbHOro areHTcTaa
Mo TEexXHUYEeCKOMy PeryimpoBaHuto 1 MeTposioruv B ceTun HTepHeT (Www.gost.ru)

© CraHpgapTuHdopM. odpopmieHue. 2018

HacToswuii ctTaHgapT He MOXEeT 6bITb MOTHOCTHIO UM YACTUYHO BOCMPOM3BELEH, TUPAXMPOBAH U pac-
NPOCTPaHEH B KAUECTBe OIULMANILHOTO N3aaHua 6e3 paspelleHnst defepasbHOro areHTCTBa No TeXHUYecko-
My peryMpoBaHvio U MeTposIorumn
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HALUMWOHANBbHBLIMN CTAHOAPT POCCUMUCKOW SGELEPALWUMU

OOBPOCOBECTHAS MPAKTUKA B OBJIACTU 3ALLWTbI NPAB MOTPEBUTE/EN
TepMuHbl 1 onpeaeneHns

Diligent practice in the field of consumers'rights protection. Terms and definitions

Oata BBefeHus — 2013—01—01

1 O6nacTb NpUMEHEHUS

1.1 HacToswwuii cTaHgapT ycTaHaB/IMBaeT TEPMUHbLI U ONPEeAEeHUsi OCHOBHbIX NMOHATWI B 06n1acTu 3a-
WMTbI NpaB noTpebutenei.

1.2 TepMuHbl, YCTaHOB/IEHHbIE HACTOSILLMM CTaHAAPTOM, 0653aTe/bHbI 4151 NPUMEHEHUsI BO BCEX CTaH-
fapTax B 061acTv 3aluTbl NpaB notTpe6uTenei.

2 TepMUHBbI U onpeaenieHns

B HacTosiLeM cTaHapTe NPUMEHEHb! ClieyloLive TEPMUHbLI C COOTBETCTBYIOLLMMU ONpeaeNieHNsiMu:

2.1 noTpe6uTenbckaa npoaykuusi: ToBapbl, paboTbl WAW YCAYrU, 0GbIYHO UCMOMb3YeMble ANA Iy-
HbIX, CEMEHbIX, LOMALUHNX U UHbIX HYX/[ FpaXzaH, HE CBSI3aHHbIX C OCYLLECTBAIEHWEM NpeanpuUHUMATESb-
CKOii aesiTenbHOCTW. K MoTpe6uTenbckoli NpoayKuuyM He OTHOCSTCA TOBapbl, paboTbl UM YCNyru, KOTopble
XOTSI U1 MOTYT Npro6peTaTbes rpaxkaaHaMu gs ykasaHHbIX HyXz, HO Takue NpuoGpeTeHns SBASIOTCS PeakuM
UCK/TIOYEHNEM, @ CaMi TOBapbl, Pa6oTbl AN YCAYTN 0GbIYHO UCMOMb3YHTCS ANA WUHbIX Leneil.

2.2 3asiBfIeHHble CBOICTBa NOTPe6GUTEeNbCKOM NpoAyKuUn: KauyecTBeHHble W KONIMYECTBEHHbIE Xa-
PaKTepUCTMKN. yKasaHHble Npou3BoguTeNneM (UCNOMHUTENEM) UM 06si3aTe/IbHbIE B COOTBETCTBUAN C HOpMa-
TUBHbLIMU [OKYMEHTaMW. YKasaHue XapakTepucTuk NpoayKLMU MOXET 6biTb CAEaHO B COMPOBOAUTENbHOM
[OKYMEHTaLMKM, Ha ynakoBke, B pekiaMe W Apyroii ny6nanyHoii v conpoBoxgatolleii ToBap MHopMaLuu.
XapakTepuCcTMKM MOTyT GbiTb YKasaHbl B TOM UMC/Ie CCbINIKOW Ha CTaHAApT. YKasaHWeM MUHUMAasIbHOTO Ha-
60pa 06LLEN3BECTHLIX XapakTEPUCTUK NPU3HAETCA U UMEHOBAHWE NPOAYKLMM 06LLEYNOTPEBUTENIbHBIMU TEP-
MUHaMW.

I'Ipmmep —_ V|3,qu'IVIe, MWMEeHOBaHHOE 06u.|,eyn0Tpe6v|Teanb|M TEPMUHOM «CBE€TMU/bHUK», NMPU3HaAeET-
cA nMewuwnm 3adaB/ieHHOe CBOWCTBO B Buae 06U.|,eVI3BeCTHOl7I XapakTepucTukn «CMOCOBGHOCTM NOBbIWATb
0CBELEHHOCT b ».

2.3 cnMuuTenbHble UCMbITaHWA: McnbiTaHus OAMHAKOBbIX 06pasLOB MO OAMHAKOBLIM NapameTpam
pasHbIMK MCNbITATE/IbHBIMY LLEeHTpamu 1 1a6opaTopusiMU B LIE/IIX CPABHEHUsSI Pe3ynbTaToB U onpeaeneHnst
KauecTBa YCNyr 3TUX UCMbITaTe/IbHbIX LLEHTPOB 1 1abopaTopuil.

2.4 KOHTPO/IbHbIE UCMbITAHUA NOTPE6UTENLCKOW NpoAyKUUK: WCNbITaHWst ANs NPOBEPKU COOTBET-
CTBUSI NOTPEeBUTENBCKON NpoAyKumn, Haxoasuielics B 060poTe, ee 3asiB/IeHHbIM CBOCTBaM.

2.5 Npo3payvyHoCTb opraHusauun: OTKPLITOCTb OpraHM3aLuun B OTHOLIEHUWM OBCTOSITENBLCTB, BAUSIO-
LUX UM MOTYLLMX OKa3aTb B/USHME Ha 6eCNPUCTPACTHOCTb PELLEHWIA U AeiCTBUI opraHm3aLmm.

2.6 noTpe6uTenbcknue MUCMbITaHUA: KOMMNEKCHbIE MCMbITAHWSA MOTPeGUTENbCKOW NpoAyKuMKM Ansi
onpefenieHnsl CTENEHN ee COOTBETCTBUSI MHTepecaM NoTpe6uTeneil, B TOM yucne 3asBMEHHbIM CBOMCTBaM,
06bIYHO NpeAbABNSEMbIM TPE6OBAHUAM, OXUAAHUAM U NPEANOUYTEHUSAM NOTpebuTeseil, a Takke ny4ylum o06-
pasuam Takoro poga npogyKuum.

M3paHue oduymansHoe
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2.7 cpaBHUTeNbHble NOTpebuTenbckMe ucnbiTaHusa: MoTpebuTtensckme WCNbITaHUA Tpynnbl aHa-
NIOTUYHBIX TOBAPOB C Le/bl0 BbIBUTb COOTHOLLUEHWE WX XapakTepuCTWK MO 3HauMMbiM ANS noTpebuTeneit
nokasaresnsm.

2.8 NOTPE6UTENbCKUIA MOHUTOPUHTI: HabnogeHne ¢ TOUKM 3peHns MHTepecoB noTpebuTeneii 3a ns-
MEHEHMEM BO BPEMEHU XapakTepuCTUK NOTpebnTenbCKon NpoAyKLMW, NPOLLeCCOB ee NPOM3BOACTBA U NPaKTH-
K1 npom3soguTeneli 1 NpofasLiOB.

2.9 nHopMaunoHHas cucTtema onoBeleHns noTpedutenein (MCOM): NHdopmaymoHHas cuctema
Poccuiickoii ®epepaumn nnv oTaeNnbHOro ee cybbekTa, co3faBaemasn v nogaepxunsaemas no 3afaHuio KoH-
TPO/IbHO-HAA30PHbIX FOCYAAaPCTBEHHbIX OPraHoB v NpeAHa3HaveHHas A1A CBOEBPEMEHHOr0 nNpeaocTasieHns
rpaxpgaHam MosiHol 1 fOCTOBEpPHOI MHopmaumm 06 onacHol NoTpebuTenbekol NPoayKUMKU, a TakkKe WHOI
nonesHoi nHhopmauum B 061acTu 3alnTbl NpaB noTpeduteneil.

2.10 nHdopmaLuuoHHas cuctema npeTeHsuii notpebutenen (MCIM): MHdopmMaymoHHas cuctema
Poccuiickoii Pepepaumun nnv oTAeNbHOro ee cybbekTa, co3faBaemMas U nogaepxmBaeMas KOHTPOSIbHO-HAL-
30pPHbIMU TOCYAAPCTBEHHBIMU OpraHaMu 1 npegHasHadeHHas gna cbopa u aHanusa xanob notpebutenei,
nogaBaemblX B pasHble OpraHbl 1 OpraHu3auuy B Lensix BbIABAIEHNA OMAacHON NoTpebuTenbCKon NpoayKumMn B
060pOTe M UHbIX C/TyYaeB HapyLUEHW NpaB HeonpeaeneHHoro Kpyra noTpeburenei.

3 0O603Ha4vyeHns 1 cokpaleHus

NCOMM — nHgopmMaLoHHas cucteMa onoBeLLeHUs NoTpebuTeneil.
WCIMM — nHdopMaLnoHHasa cnuctema npeTeHsunii notpebuteneil.
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KnioueBble cnoBa: 3aluta npasB notpe6utesnei, TepMUHbl U onpeaeneHusl, NoTpebuTenbCckue UCTbITaHus,
noTpe6bUTeNbCKNIA MOHUTOPUHT, MH(OPMALMOHHAS CUCTEMA OMOBELLEHNUsI NOTpebuTeneil, NHopMaLMoHHas
cucTeMa npeTeH3unit notpeduTenei
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