IMamaTka ais noceruresie Kage ¥ pecCTOPaHOB: KaK OTCTOATH CBOU NPaBa

Bbl npuiim B 3aBe/ieHue OOIIECTBEHHOTO MUTaHUS U OCTAIMCh HEJIOBOJIbHBI
oOCiy>KMBaHMEM WM KauecTBOM efbl? PacckaspiBaeMm, Kakue mpaBa €CThb Yy
MOTPEOUTENS B TAKON CUTYAIIHH.

Ha xakue 3aKOHBI CChUTATHCA

OTHoueHus B 00JaCTH 3alllMTHl MPaB MOTpeOUTENIe MPU OKa3aHUM YCIIyT
OOIIIECTBEHHOTO MUTAHUS PETYIUPYIOTCS ['paxxnanckum
koaekcoM P®, 3akonom PP ot 07.02.1992 Ne 2300-1 «O 3amnute npaB
norpedutenei» (mamee — 3akoH o 3aUMTE TMpaB noTpeduteneil), [IpaBunamu
OKa3aHMsI YCIYr OOIIECTBEHHOTO NUTaHUs, yTBepKIAeHHbIMU [locTaHoBIeHHMEM
[TpaButenscTBa PD o1 15.08.1997 Ne 1036 (nanee — IIpaBuina).

[IpaBo Ha UHpOpPMaLIKIO

Bce mnpeanpusitvs OONIECTBEHHOTO TMHTAHUS TMOJPA3ACISIIOTCS Ha MATh
TUIIOB: pecTopaH, 6ap, kade, cToraoBas, 3aKyCO4Hasl.

B cBoto ouepenb, pecTopaHbl U 6apbl IO YPOBHIO OOCITYKHUBAaHUS U MIEPEUHIO

MPEAOCTABISAEMBIX yCIyT MOAPA3AEISAIOTCS Ha TpHU
KJIacca: JIOKC, BRICIIMI U niepBbIil. Kade, CTo/I0OBbIE U 3aKyCOYHBIE Ha KJIACCHI HE
MOJIPA3JIETSIOTCS.

Ha BpiBecke opranm3amuu OOIIECTBEHHOTO MHUTAaHUS  pa3MelIaeTCs
cienyomas uHpopMmaiusa: GUPMEHHOE HaWMEHOBAaHHE OpTaHHU3AINH;, MECTO €€
HaxO0XJICHUS (aapec); TUII, KJIACC U PEXKUM PaOOTHI.

WuauBuayanbHbIl  OpeANpUHAMATENh TakkKe JODKEH  IPEeIOCTaBUThH
UH(GOPMAIUIO O TOCYAapCTBEHHOM perucTpauuy 1 HAMMEHOBAHUU
3aperucTPUPOBABLIETO €TO OpraHa.

Ecnn nesaTenbHOCTh MCHOJHUTENS MOUIEKUT JHULEH3UPOBAHUIO (PO3HUYHAS
npojaka ajJKOTOJbHOM MPOAYKIMH), TO OH 00s3aH JOBECTH 10 MOTpeOUTEINs
uH(pOpMaIMIO O HOMEpPE, CPOKE JCHCTBUS JIMIIEH3UH, a Takke 00 oprase, ee
BbI/IaBILIEM, KOTOpPast pa3Merniaercs B y100HbIX s O3HAKOMJICHUS
MecTax (0ObIYHO B JIFOOOM Kade WM PEeCTOpaHe €CTh YroJIOK MOTpeOuTens, rue
MPEICTaBICHBI BCE TOKYMEHTHI).

Hcnonuutens  00s3aH B HATJISIHON U JOCTYNMHOM  ¢dopMe  JOBECTU 10
CBEJICHHUS TOTpeOUTEeNel HEeOOXOIUMYIO U JOCTOBEPHYIO HH(popMaiuio 00
OKa3bIBa€MBIX  yCIyrax, 00eCreynBaronlyl0 BO3MOXXHOCTh WX MPaBHIBHOTO
BBIOODA.

HNudopmanust oMKHA COAEPKATD:

o IEPEUYCHB YCIIYT U YCIIOBUS UX OKA3aHUS;

¢ [ICHBI B PYOJIIX M YCJIOBUS OIUIATHI YCIIYT;

¢ HAUMEHOBAHHWE  MpeJlaraeMod  MNPOAYKUUMHU  OOIIECTBEHHOTO
NUTAHMS C YKA3aHUEM CIIOCOOOB MPUTOTOBJICHUS OJIOA M BXOJSAIIUX B HUX
OCHOBHBIX UHTPEAUEHTOB;

o CBEJICHUSA O Bece (00beMe) MOpIUid  TOTOBBIX  OJNIOJ  TPOIYKITUU
OOIIIECTBEHHOTO THTAaHUs, EMKOCTH MOTPEOUTETHCKON Taphl MpeiaraeMoin
AJIKOTOJILHOU TTPOYKIINH U 00beMe €€ MOPIINY;

¢ CBEJICHHSI O TIMIIIEBOM  IIEHHOCTH  MPOAYKIMH  OOIIECTBEHHOTO
nuTaHus (KaJOpUMHOCTH, COJEPKAHUM OEIKOB, )KHUPOB, YIJIEBOJIOB, a TAKXKe



BUTAMHHOB, MaKpO- W MHKPOJIJIEMEHTOB MpPHU TOOABJICHUH WX B IIPOIleCce
MPUTOTOBJICHUS] TMPOAYKIIMH OOIIECTBEHHOTO IUTaHUs) M COCTaBE (B TOM
yyclie  HAaUMEHOBAHHE  MCIOJb30BAHHBIX B MIPOLIECCE  M3TOTOBJICHUS

MUIIEBBIX 100aBOK, OMOJIOTHYECKHU aKTUBHBIX
100aBOK, MH(pOpMaLIKs O HATMYUU B MPOIYKTAX MUTaHUS
KOMITOHEHTOB, MOJYYEHHBIX C IPUMEHEHUEM Te€HHO-UHKEHEPHO-
MOAU(PUIIUPOBAHHBIX OPTaHU3MOB);

« 0003HAYCHUS HOPMAaTUBHBIX JTIOKYMEHTOB, 00s13aTEIbHBIM

TpeOOBaHMSIM  KOTOPBIX  JIOJDKHBI ~ COOTBETCTBOBATh  MPOAYKITHS
OOIIECTBEHHOTO MMUTAHUS U OKa3bIBacMas yCIIyra;
o TIpaBUJIa OKA3aHUS YCIYT OOIIECTBEHHOTO MTUTaHUSI.

[ToTrpeOuTens BOpaBe TOMYYUTH JOTOJHUTEIBHYIO HWHGOPMAIHIO 00
OCHOBHBIX TIOTPEOUTEIIBCKUX CBOMCTBAX M KAUECTBE IMPEAIaracMoil MPOIYKITUU
OOIIIECTBEHHOTO MUTAHUS, a TaKkKe 00 YCIOBHUSAX MPUTOTOBJICHUS OO, €ClId 3TU
CBEJICHUS HE SIBJISIFOTCS KOMMEPUYECKOU TAHOM.

Kak nomxna ObITh opopmiieHa 31a nHdopmaus

Nudopmarnus o npoaykuuu 1 00 yciyrax  JOBOJUTCA 10  CBEACHUS
noTpeduTeNe Ha pPYCCKOM SI3bIKE€ TMOCPEACTBOM MEHIO, MPEUCKYPAaHTOB HIIU
WHBIMH  CHOCOOaMu, MPUHSATHIMA ~ TPU  OKa3aHUM Takux  ycuyr. [Ipuuem
NOTpeOUTENh JOJDKEH HWMETh BO3MOXKHOCTh O3HAKOMHTHCS C  HMH(pOpManuen
KakK B 3aJI€, TaK U BHE 3aj1a 00CITyKUBaHUSI.

B MeHto (BUHHON ~ KapTe) UCTHOJHUTENIEM  YKa3bIBAlOTCSI  HAaMMEHOBAHUE
aJKOTOJIbHOM MPOAYKIIMU, 00BEM U 1ICHA aJIKOTOJIbHOU
MPOAYKIIUU B MOTPEOUTETHLCKON Tape, €ClIM UCIIOTHUTENh MPeiaracT U peaanus3yer
AJIKOTOJIbHYIO TMPOAYKIIUIO B TOTPEOUTENHCKOM Tape, W (WJIu) HaMMEHOBAHUE
QJIKOTOJIBHOW TPOJIYKIMHU, 00BEM U LIeHa 32 MOPLHI0, HE MpeBbIaIyto 1 nurpa
QJIKOTOJIbHOW TPOAYKIWMU (00BbEM TOPIMK YCTAHABIUBACTCS IO YCMOTPEHHIO

HCTIOJIHUTETIS).

[Topsanok oka3zaHust yciayr

Oxka3zatb YCIYTY VICIIOJIHUTEIb o0s13aH JTr000My
NOTPeOUTENI0, OOpaTUBIIIEMYCS] K HEMY C HAMEPEHHUEM ee 3aKa3arh, Ha

YCIJIOBHSIX, COTJIACOBAHHBIX CTOPOHAMU.

[Ipy 3TOM HCIONHUTENH BIPABE CAMOCTOSTEIBHO YCTAaHABIMBATH B MECTaX
OKa3aHMsl YCIYT IpaBuiia MOBEICHUS JJIsl TOTpeOuTeNel (3anpeT KypeHus, 3amnper
Ha HaXOXICHHUE B BEpXHEW OJEeXKIe U Apyrue MpaBWiIa, HE NPOTUBOPEYAILNE
3aKoHOAAaTENLCTBY PD).

3a4acTylo MpU BXOJE B HEKOTOpPHIE 3aBEICHUS OOILIECTBEHHOTO MUTaHUs
MOXHO BCTPETUTh OOBSBIEHUE O MPAaBE OXpaHbl OTKa3aTh B MOCEIICHUH 0e3
O0OBACHEHHUS MPUYUH. DTO, B CBOIO ouepeb, OrpaHUYUBAECT npasa
norpedureseil, Beap 3aBeieHHe 00s3aHO MPEAOCTaBIATh CBOU YCIYTHU JIOOOMY
oOpaTuBLIEMYCsI TOTPEOUTEINIO, IPUYEM YCIOBUS JOHKHBI ObITh OJMHAKOBBI IS
BCEX.

K oMy e moceTuTenh WMEeT MpPaBO HA TOJYYCHHE BCEW HEOOXOIUMOMN
uHbOopMaIuy, B T. Y. U 110 YCIIOBHSIM Ipoxo/1a B 3aBefeHue. Takum
oOpa3zom, popMynupoBKa «0e3 OOBSCHEHUS MNPUUYHH» IPOTUBOPEUUT HOpMaM



3akoHa. MHpopManus  AomkHAa  OBITH  TIOJIHOM M HE  JOJDKHA  HOCHUTH
TUCKPUMHHHUPYIOIIUN XapaKTep.

[TpenBapuTENIbHBIN 3aKa3 CTOINKA

Bo Bcex opram3anusax OOMIECTBEHHOTO MHUTAHHUS €CTh BO3MOXKHOCTH
OCYIIECTBUTh TIPEIBAPHUTEIBHBI 3aka3 crosa — [IpaBuna oka3aHHs yCIyT
OOIIIECTBEHHOTO MUTaHUSI MO3BOJISIIOT 3TO chaenaTh. OH MOXeT ObITh OQopMIIeH
MUCHBMEHHO JINOO MOCPECTBOM TeNePOHHOM, FIMEKTPOHHON WU WHOW CBsizH. Eciu
3a «OpOHUPOBAHMUE» B3UMAIOT JE€HBI'H — OTO HE MPOTUBOPEUHT
3aKOHO/IATEIbCTBY, HO BIOCIEACTBUM 3Ta CyMMa JOJDKHA OBITh 3a4TEHA B CUET
OIJIaTHI 3aKa3a.

[IpenBaputenbHbIii 3aka3 oGOPMISIETCS JAOKYMEHTOM, COACPIKAINM TaKHe

HEOOXOIUMBIE CBEICHUS, KaK: a) HaHMEHOBaHHUE HUCIIOJTHUTEIS; 0)
®UO notpebutensi; B)BUJ yCIYTH, €€ 1I€HA U YCIOBUSA  OIUIAThl; T) JaThl
npremMa 1 UCIIOJTHEHUS 3aKas3a; 1) YCIOBUS BBITIOJIHEHUS YCIIyTH;

€) OTBETCTBEHHOCTb  CTOPOH;  3K) JOJDKHOCTH  JIMIIA, OTBETCTBEHHOTO  3a
npueM 1 opopmiIeHHE 3aKas3a; 3) MOJANUCH JIUIA, MPUHSBIIETO 3aKa3; W) Apyrue
CBEJCHUS.

MowmeHT 1 ciocob6  orutatel  yciuyr (IpeaBapuTenbHasi, mociie  otbopa
Omon, mocjie  mpuemMa MHWINM, C aBaHCOM WM 0€3 Hero, HUIMYHBIM  UIu
Oe3HAIMYHBIN pacyueT) ONPEILIISIIOTCS COTIAICHUEM CTOPOH.

[Tpu omJiarte 3aKasa MOTPEOUTEITIO JTOJDKHEI BBIIATH
JIOKYMEHT, MOJTBEPKIAIOIINI BHECEHHUE ICHET (KACCOBBIM YEK, CUET WUJIU JAPYTHue).
Yenyru HEMPEMEHHO JTOJKHBI OBITH OKa3aHbI

NOTPEOUTENIO B CPOKH, COIIACOBaHHbIE ¢ HUM (1. 18 IIpaBmi).

[TpaBo moTpedbuTesns Ha OTKA3 OT YCIyT

[IpaBo moTpebuTENns Ha OTKA3 OT 3aKa3aHHOW WM YCIYTH 3aKpPEryIeHO B CT.
32 3akoHa o0 3amuTe mnpaB moTpeduTenet m m. 27 [lpasBwn. [Ipu orTkaze ot
3aKa3aHHOW YCIYTM TOTpeOuTenh 00s3aH OIUIaTUTh TOMY K€ PEeCTOpaHy
(baKkTHYeCKN TTOHECEHHBIC PACXOJIbl, CBSI3aHHBIE C UCTIOJHEHUEM 00s3aTEIhCTB T10
JIOTOBOPY.

Takum o00pa3zoM, mpy 3aKIIOYEHUH JIOTOBOpa 00 OKa3aHWUM YCIYyTr 10
OpraHu3alliy U MPOBEJICHUIO 0AHKETOB MPEANPUATHS OOIIECTBEHHOTO TUTAHUS HE
BIIPABE BKJIIOYATh B €T0 TEKCT YCJOBHUE O TOM, UTO MPU OTKA3e MOTPEeOUTENsT OT
JAHHBIX yCITyT BHECEHHAas cyMMa IIPEIOTUIATHI BO3BpaTy HE
NOJJICKUT. MIcoHUTETh ~ MMEeT MpaBO  MPETEeHAO0BaTh pPOBHO Ha Ty
CYMMY, KOTOpasi TIOKPBHIBAET €ro (PaKTUUECKHE PACXOJbI B CBSI3U C HCIIOJTHEHUEM
naHHOTO jgoroBopa. [Ipmuem Bce pacxonbl JOMKHBI OBITH  TOATBEPKICHBI
JTIOKYMEHTAJIBHO.

[IpaBo yrounuTth Bec Ot01a

Hcnonautens 00s13aH MPEAOCTABUTh MOTPEOUTENI0 BO3MOXKHOCTH TIPOBEPUTH
o0wveM (Maccy) mpemyiaraemoit emy mnpoaykmuu (m. 21 Ilpaswin). [lns mpoepku
noTpeOuTEIeM TPaBUILHOCTH  MEPHI M Beca MpUOOpeTeHHOTo OJroja  Ha
JIOCTYITHOM MECTE JOJHKHO OBITh YCTAHOBJIEHO COOTBETCTBYIOIIEE U3MEPUTEIHHOE
o0opynoBaHue (BECHI).

Ecnu HapyiieHns! mpaBa moTpeOuTeNs



[Tpu HapyLIeHNHN CPOKOB MCIIONHEHHUS MTPEIBAPUTENBHOTO 3aKa3a Ha OKa3aHHe
yCIIyI' TOTpeOuTENb BIpPaBE MO CBOEMY BBIOOPY: a) HA3HAYMTH HCIOJHUTEIIO
HOBBIM  CpOK; 0) mOTpeOOBaTh  YMEHBIUIEHUST  IEHbl 32  OKa3bIBaEMYIO
YCIIYTY; B) OTKa3aThCsl OT UCIIOIHEHUS JOroBopa 00 OKa3aHUM YCIYTH.

Ecniu notpebutenb OOHapy>KUT HENOCTATKU OKAa3aHHOM  YCIYTH, TO
OH B CHJIy 11.26 [IpaBun BIIpaBe 1o CBOEMY BBIOODY
noTpedoBaTh: a) 6€3BO3ME3THOTO yCTpaHEHHUS HEJI0CTATKOB OKa3aHHOMU
YCIIYTH, BKJIIOYas MPOAYKIMIO 00menuTa; 0) yMEHBIIEHUS II€Hbl OKa3aHHOU
YCIIYTH, BKITIOYas  MPOAYKIMIO  OOIIenuTa; B) 0€3BO3ME3IHOTO  IMOBTOPHOTO
U3TOTOBJICHUS IPOYKIIUH OOIIENUTa Ha/lJIe)KaIIero KauecTBa.

Tak, ecinu B Orozie ObLIH 0OHapyKEHbI IOCTOPOHHHE
peaMeTHl (HampuMep, MyXHd, CTEKII0), TO  MOTpeOUTeNs BIpaBe MOTpeOOBAThH
MOBTOPHO OECTIaTHO MPUTOTOBUTH OJIFOI0 HAJJIEKAIIETO KauecTBa.

Ecnu ena mpocTo mpUroToBiieHa HEKAY€CTBEHHO, TO HA OCHOBAHMH II. M. 2 II.
26 [IpaBun MoxkHO TOTpeOOBaTh OE3BO3ME3HOIO YCTPAHEHUS HEIOCTATKOB
OKa3aHHOMN YCIIYTH, BKIIOYast POTYKITUIO OOIIECTBEHHOTO
nuTaHus (HampuMmep, pa3orperhb, OXJIAJAUTh, TOCOIUTh, JOKAPUTH, TOBAPUTH hi (0]
TOTOBHOCTH H T. II.).

Kpome Bcero mpouero, moTpeOUTEIh BIpPaBE OTKA3aTbCSd OT MCIOJHEHUS
noroBopa 00  OKa3aHMM  YCIYTH U MOTPeOOBAaTh  IMOJHOTO  BO3MEIIEHUS
yOBITKOB, €CITU B YCTAHOBJIEHHBI ~YKa3aHHBIM JOTOBOPOM CPOK HEJOCTaTKU
OKa3aHHOW YCIYI'M HE YCTpaHeHBl ucronHutereM. [loTpeduTens Takke BIpaBe
OTKa3aThCsl OT UCTIOTHEHHS JOTOBOpa 00 OKa3aHUM yCIYTH, €CIIA UM OOHAPYKEHBI
CYIIECTBCHHBIC HEJOCTATKH OKa3aHHOW YyCIyrd WIM HWHBIE CYIIECTBEHHBIC
OTCTYIUICHHSI OT YCIOBUU JOTOBOPA.

Heo06xoiuMO  MOMHUTH, UTO  HUCHOJHHUTENL  00s3aH  UMETh  KHUTY
OT3BIBOB U MPEUIOKEHUHN, KOTOpasi MPEIOCTABISIETCS MOTPEOUTENI0 IO  €ro
TpeOOBaHUIO, a MoTpeOuTeINIO clenyeT MOJIYYUTh Y UCTIOJTHUTEIIS
JIOKYMEHT, TIOTBEPKIAIOIIHI OTJIaTy OKa3aHHBIX yCIyT (KaCCOBBIN YEK U T. I1.).

[IpeTeH3uu K UCTIOTHUTENIO YCIYT Jydlie BCero o(GopmMiIsiTh MHUCHMEHHO,
B JIBYX JK3EMIUISIpax, Bpydas OJWH W3 HHUX HCIOJHUTENIO TOJ POCHHUCH (MO0
HaIpaBJIsis 10 MOYTE 3aKa3HBIM MUCHMOM C YBEIOMJICHHEM U OINMCHIO BIOKEHUS).

Kyna oGpatuthcs ¢ sxanobou

JroOo¥i moTpedutesnb B ciiydyae HapylIeHHs €ro MpaB MpU MPEeAOCTaBICHUU
yCIIyT OOIIECTBEHHOTO MUTAHUS MOXKET 00paTUThCS ¢ MMCHbMEHHON
X000 B COOTBETCTBYIOIINE HA30PHBIC OPTaHbI:

« YrpaBnenue PocnorpebHanzopa (TeppuTOpUaIbHbIE OTIEbI) 110
PCO-Ananus

o [Ipokyparypa PCO-Ananus (Hamzop 3a COOJII0/IEHuEM
3aKoHOAaTeNbCTBA PD).

Youll AMC MO Ilpuroponssiii paiioH



