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1. O6wue NONOKEHUA

1.1. Hacrosiwee [lonoxeHne o nopsagke pacCMOTPEHWUs obpalleHus rpaxaaH
pa3paboTaHo B COOTBETCTBUM C:

v depepanbHbiM  3akoHoM oT 29.12.2012 Ne 273-03 «O6 o6pasoBaHuu B
Poccuitickon enepauuny,

v depepanbHbiM 3akoHoM oT 02.05.2006 Ne 59-®3 «O nopsake pacCMOTPEHUs
obpalueHus rpaxaaH Poccuiickon Pepnepauumy,

v deneparnbHbIM  3akOHOM OT 27.07.2006 Ne 149-03 «O6 uHcopmaLmu,
NHPOPMALIMOHHBIX TEXHONOTMAX U O 3aLUUTE UHOPMALIMKY;

v Ycrasom MAY 10O «CLU r. Wwnmar

1.2. NpeamMeToM perynupoBaHus HacTosLLero nopsiaka ABnNAeTcA opraHu3auua B MAY
0O «CW r. Wwuma» (panee VYupexpeHue) obecneyeHuss CBOEBPEMEHHOrO
paccMOTpeHus obpalLeHuii rpaxaaH ¢ YBeAOMNEHNEM 3asiBUTENEN O NPUHATUM NO HUM
peLLeHU 1 HanpaBIieHWUsi OTBETOB B YCTAHOBIIEHHbI 3aKOHOAATENLCTBOM P® cpok.
1.3. TlonoXeHus HaCTOSALLUEro nopsAKa PacnpoCTPaHATCA Ha Bce obpalleHus
rpaxaaH, NocTynueluMe B YupexaeHue (yCTHble W NWUCbMEHHbIE obpalyeHus, no
TenedoHy, No 3NeKTPOHHOIK noyTe).

1.4. OBpalleHns rpaxaaH NocTynaloT B BUAE NPeanoXeHNN, 3aaBneHun, xanob.

v MNpeanoxenue - obpalleHwe rpaxaaH, HanpaBneHHoe Ha  yny4llieHue
NEeATENbHOCTU YUYpexaeHus,

v 3aaBneHue — obpalleHne B Lenax peanusauvn npae U 3aKOHHbLIX UHTEpECOB
rpaxkaaH;

v »ano6a — obpallueHne ¢ TpeboBaHWEeM O BOCCTaHOBMEHUW MPaB U 3aKOHHbLIX
WHTEpEecOoB rpaXAaH, HapyLUeHHbIX AeUCTBUAMWU (bespencTBUAMU) UNUA pELLEHUAMU
pabOTHUKOB YUYpexXaeHus.

1.5. PaccMOTpeHuUio nognexaT obpalleHus, B KOTOPLIX FpaxaaHuH B 0bssaTenbHOM
nopsaoke ykasbiBaeT HauMEHOBaHWE oOpraHa, B KOTOpoe HanpasnsaeT MUCbMEHHOE
ob6palleHve, 6o haMunuio, UMs, OTHECTBO COOTBETCTBYIOLLEro AOMKHOCTHOrO nuua,
nnB0 OOMKHOCTb COOTBETCTBYIOLLEro nuua, a Talke CBOK (hamunuio, ums, OTHECTBO
(nocnegHee - NpyU Hanu4uu), aapec 3NEeKTPOHHOW MOYThl, €CNU OTBET AOIKEH ObITb
HanpaBneH B (hopMe 3NEKTPOHHOrO JOKYMEHTa, NOYTOBbLIA aApec, Mo KOTOPOMY AOIKEH
6bITb HAaNPaBNeH OTBET, U3naraeT CyTb NPEANIOKEHUA, CTaBUT NTM4HYI0 NOANUCH U AaTy.

2. UHdopMupoBaHUe rpaxaaH 0 pacCMOTpeHUM obGpaleHum

2.1. ins nonyd4eHus MHGOPMaLMK O MOPSAKE PacCMOTPeHUs obpalleHWiA rpaxaaqe
obpauwjatoTes:

v NUYHO B Y4YpexaeHue,

v no TenegoHy;

v Mo 3NEKTPOHHOW NouTe.

2.2. CBeaoeHUs 0 MecTe HaxoXAeHWUsi YupexXKaeHusi, NoYTOBOM ajpece, TenedoHHbIX
HOMepax W afpece 3NEKTPOHHOW MOYThI AN HanpaeneHus obpalleHni pasMeLLeHbl Ha
odhuumansHOM caiite YupexaeHus B ceTn UHTepHeT.

3. Cpok paccMoTpeHus obpalleHun
3.1. Bce nocTynuelMe B YuypexaeHue obpalleHusa rpaxaaH U AOKYMEHTbI, CBA3aHHbIe

C WX PaCCMOTPEHUEM, PEerucTpupyloTcs B TeyeHue 3-x pabouux AHEN W nepepatoTcs
OVPEeKTopy YUpexXaeHUsi Ha pacCMOTPEHHE.



3.2. OBbpalleHue, NocTynuelLee B Y4pexaeHne B COOTBETCTBUM C €ro KoMneTeHUuen,
nognexuT obaszaTtenbHOMY pacCMOTPEHWIO.

3.3. MucbMeHHoe obpalleHne, cogepxallee Bonpochl, pelieHne KOTOpbIX HE BXOANT B
KOMNETEHLMIO YUpEXAEHNs, HanpaBNseTCs B TeYEHNe CEMN AHEW CO AHA perucTpaiuu
B COOTBETCTBYIOLUMW OpraH WNW COOTBETCTBYIOLIEMY [AOSDKHOCTHOMY nuuly, B
KOMNETEHLMIO KOTOPbIX BXOAWUT PELUEHWE NOCTaBNeHHbIX B obpalueHnu BOnpocos, C
yBEJOMMNEHMEM TpaXciaHuHa, Hanpaeuswero oOpalleHue, O nepeaapecauuu
obpauyeHuns.

3.4. B cny4yae ecnu pelleHue NocTaBneHHbIX B NUCbMEHHOM obpaLleHun Bonpocos
OTHOCUTCSI K KOMMETEHLUUU HECKONbKMX OpraHoB WNW [OOIMKHOCTHbIX N, KOMuA
obpallleHMss B Te4YeHMe CeMu [HeW CO AHA peructpauuu Hanpasnaerca B
COOTBETCTBYIOLLME OpraHbl UM COOTBETCTBYIOLLUM JOMMKHOCTHBIM NULIAM.

3.5. Mpu vHAMBMAYANbHOM YCTHOM WHGOPMMPOBAHWU rpaxpaaH (no TenedoHy unu
MUYHO) COTPYAHUK YypexaeHus, OCYLLECTBNSAWWA UHPOPMUPOBaHUE, AaeT OTBeT
CaMOCTOSITENbHO Npu  obpalleHun rpaxaaHuHa. Ecnu  COTPYAHMK, K KOTOpOMY
06paTUNCA rpaXaaHWH, He MOXeT OTBEeTUTb Ha BOMPOC CaMOCTOATENbHO, TO OH
npeanaraeT rpaxaaHuHy obpaTtuTbcs B NUCbMEHHON dopme nubo HasHauuTb Apyroe
yao6Hoe Ans rpaxaaHuHa BpeMs Ans nonyveHus nHopmauuu. '

4. MNpaga rpaxaaH u 06513aHHOCTU AOJHKHOCTHLIX NULL
YypexaeHusi Npu pacCMOTPeHun obpaiieHui

4.1. TpaXaaHWH Ha CTaguMM paccMOTpeHus ero obpalleHus B YupexaeHnn umeet
npaeo: '

v npeacTaBnATb [OOMNOJSIHUTENbHbIE DOKYMEHTbI W mMaTepuansl no
paccmaTpveaeMoMy obpatlienuto nubo obpallartbes ¢ npocbboit 06 ux uctpeboeaHuu,
B TOM YMCE B SNEKTPOHHOI hopme;

v 3HAKOMWTBCA C [OKYMEHTaMU M MaTepuanamu, KacarlolUMUCA PpacCMOTpeHWs
obpallieHuns, ecnu aTo He 3aTparBaeT npasa, cBo6OAbI U 3aKOHHLIE NHTEPECH! APYTUX
nULL M €CNM B YKasaHHbIX AOKYMEHTax W marepuanax He coAepXartcA CBEeASHUS,
COCTaBNAOLWME FOCYAAPCTBEHHYIO WUNMU MHYIO OXpaHaemylo deaepanbHbiM 3aKOHOM
TanHy;

v nonyyaTtb NWCbMEHHLIA OTBET NO CyWecTBy MNOCTaBMEeHHbIX B obpalueHun
BOMNPOCOB, 3@  WCKMIOYEHWEM  CMyyaeB, NPefyCMOTPEHHbIX  [AEACTBYIOLIMM
3aKoHOAATENbCTBOM,;

4 o6palLaThCa ¢ 3aSBNEHUEM O NPEKPaLLEHNN PaCCMOTPEHUS obpalLLieHus.

4.2. lomKHOCTHbIE Nuua YupexaeHus obecneunsaroT:

06bEKTUBHOE, BCECTOPOHHEE M CBOEBPEMEHHOE PacCMoTpeHne obpalleHni rpaxnaH, B
criyyae HeobGXoAUMOCTM - C y4aCTUEM rpax/aaH, HanpaeuBLLMX ObpaLLeHus,

NPUHATME Mep, HarnpaBneHHbIX Ha BOCCTAHOBNEHWE WNW 3aALUUTY HapyLleHHbIX npas,
cB060 U 3aKOHHbLIX UHTEPECOB rpaXKAaH.

4.3. KoHcuaeHumanbHble CBEAEHWA, CTaBlUME W3BECTHbIMA AOMMKHOCTHBLIM NvUam
YUpexaeHUA Npu paccMoTpeHun obpalleHWi rpaxkaaH, He MoryT GbiTe UCMONB30BaHDI
BO BpeA 3TUM rpaXaaHam, B TOM YMCne, ecrivi OHU MOTyT NMOoBMeYb ylemneHue Yectu 1
[OCTOMHCTBA rpaxaaH.

4.4. OCHOBHbIMU TPe6OBAHNAMU K KAYECTBY PAaCCMOTPEHUsi obpalleHuii B YupexaeHun
ABNAOTCA:

v [IOCTOBEPHOCTb  NPEAOCTaBNsAeMOW  3asBUTENAM WHopMaLuM O Xxope
paccMoTpeHus obpalleHus;

v YETKOCTb B U3NOXEeHUn nHopmaLiuu;

v NONHOTa MHCOPMUPOBAHMUS 3anABUTENEN O XOAE PAaCCMOTPEHNs 0OpaLLeHns.



5. Mopsaaok paccCMOTPeHUs OTAeNbHbIX BUAOB OOpalleHnH

5.1. B cnyyae ecnu B nNUCbMeHHOM OGpalleHUW He yKa3aHbl hamunusa rpaxaaHuHa,
HanpaBuBLLUEro obpalleHue, MoYTOBbIA afpec UnNu agpec 3NEKTPOHHOW MOYThl, No
KOTOPOMY AOMKEH ObiTb HanpaereH oTeBeT, oTBeT Ha obpalleHve He paeTcs. Takue
obpalLeHns Npu3HalTCA aHOHUMHBLIMMU.

5.2. Ecnu B ykasaHHOM oOpatLieHun coaepXaTcs cBeAeHWs O NoAroTae/iMBaeMoM,
COBEpPLUAEMOM WNW COBEpLUEHHOM NPOTUBOMPABHOM [AesHWKW, @ Takke O nuue, ero
NOArOTABIMBAIOLLEM, COBEpLUAIOLIEM WM COBEpLUMBLUEM, OBpalleHue noAnexuT
HanpaBNEeHWIO B rOCYAAPCTBEHHbIA OpraH B COOTBETCTBUM C €r0 KOMNETEHLUEN.

5.3. YypexaeHue npu noslyyeHuM NUCbMEHHOro obpalleHusl, B KOTOPOM coAaepXartcs
HeueH3ypHble NM60 ockopbuTEnbHbIE BbIPAKEHUS, YrPO3bl JKWU3HW, 34OPOBbIO U
MMYLLIEECTBY [OOSDKHOCTHOrO nuua, a Takke YNEeHOB ero Cembyu, Bnpase OCTaBWTb
obpalyeHne 6e3 oTBeTa No CyL|ECTBY MOCTaBNEHHbIX B HEM BOMNPOCOB U coobLmTL
rpaaaHuHy, HanpaBuBleMy ofpalleHue, O HefonyCTUMOCTM 3noynoTpebneHus
npaBomM.

5.4. B cny4ae ecnv TEKCT NUCbMEeHHOro obpalleHna He NoAAAeTCA NPOYTEeHUIo, OTBET
Ha obpalleHue He JaeTcA, U OHO HE NOANEXWT HanpaereHWI0 Ha pacCMOTpeHue B
opraH WnU [AOMKHOCTHOMY fULy B COOTBETCTBUM C WX KOMMETEHLMEH, O 4eMm
cooblyaeTcs rpaxaaHuHy, HanpaBuBlemy obpalieHue, ecnu ero gamunua
MOYTOBbLIV agpec NoAAAITCA NPOYTEHUIO.

5.5. B cny4yae ecnu B NUCbMeHHOM obpallieHuu rpaxaaHnuHa COAepXUTCA BOMpoc, Ha
KOTOPbIi €My MHOTOKpaTHO AaBanuCb NUCbMEHHbIe OTBETbI MO CYLIECTBY B CBA3N C
paHee HanpaensembiMu obpalleHusMW, 1 npu 3ToM B obpallieHun He NpUBOAATCH
HOBble OOBOAbI UnK OBCTOATENLCTBA, AUPEKTOp YypexaeHus nubo ynonHoMo4YeHHoe
Ha TO NWLIO BNpaBe NPUHATL pelueHne o 6e3ocHOBaTENLHOCTH oYepeaHoro obpalleHuns
1 NpeKpaLLeHUN Nepeniucku C rpaXaaHNHOM No AaHHOMY Bonpocy. O AaHHOM pelleHuu
yBEJOMNNAETCA rpaXkaaHuH, HanpasuBLLWA obpalleHue.

5.6. B cnyyae ecnu Npu4MHbI, NO KOTOPbIM OTBET MO CyLECTBY NOCTaBMEHHbIX B
obpallileHun BONPOCOB He Mor 6biTb faH, B nocneaylwem Obinn ycTpaHeHs!,
rpaXaaHuH Brpase BHOBb HanpaBuTb obpalleHue B YupexaeHue.

6. PaboTa ¢ yCTHbIMM OGpalleHUsAMH

6.1. Ha ycTHble obpalleHus rpaxaaH [aeTcs YCTHbI OTBET B TOM cryyae, ecnu
WanNoXXeHHble 3asBuTenemM dakTel U OBCTOATENbCTBA O4YEBUAHBLI U He TpebyioT
NpoOBEepKN N U3YYEHUS. -

6.2. MpueM ycTHbiIx oBpaLleHnii Mo KOHTaKTHbIM TenedoHam BeaeTca paboTHUkamm
YypexpeHus.

6.3. YCTHbIE oDpaLleHus:

v Tpebylowme onepaTMBHOrO BMelLaTenbCTBa MMM OKasaHua nomouwm B
ClIOXWBLUEWCA  CUTyauuuM  OOBOASTCA OO  AVpeKTopa  YYpexaeHua  vunu
YNOMHOMOYEHHOTO nuua ANA NPUHATUA PELLEHUs U OCYLLeCTBNEHWA KOHTpons 3a ee
paspeLLeHuem;

4 cogepXallme KpUTUYEecKUe 3ameyvaHus B agpec YUpexxaeHus, COTPYAHWKOB
YUpexaeHus Wunv no ynyyweHWio UX [eATenbHOCTM [AOBOAATCA A0 AupekTopa
YJupexaeHusa nnu ynonHoMoveHHoro nuua.

v

7. CpoKM pacCMOTPEeHUsi NMCbMEHHOro obpalleHusn

7.1.Cpok paccMoTpeHusa obpalleHuit:



v CPOK PacCMOTPEHMs MUCbMEHHOTO obpalleHuns rpaxaaH cocTaensieT He Gonee
TPUALIATY KaneHaapHbIX AHEl C MOMEHTa NocTynneHus obpalleHuns;

v B cnyyasx, TpeOywlwmux AnA paspeLueHns BOMPOCOB, NOCTaBNEHHbIX B
obpalleHunsx, NPOBEAEHUs CrieLuanbHoi NpoBepku, nctpeboBaHUA AONONHUTENbHLIX
MaTepuarnos, NPUHATUS APYTUX Mep, CPOKN pacCMOTPEHUs obpallieHni rpaxaad moryT
BbiTb NPOANEHbI AUPEKTOPOM YupexnaeHua He Gonee Yem Ha TpuauaTb kaneHAapHbIX
AHell, yBeflOMAB O NPOANIEHUW CPOKa €ro PacCMOTPEHUs rpaxiaaHuHa, HanpaBuBLLEro
obpalyeHue;

v paccMOTpeHVe 3asBneHuidi W xanob, Kkacaloluxcs BOMPOCOB 3alMThl Npas
pebeHKa, a Taloke NPeANoXeHNs No NpefoTBPaLLEHINI0 BO3MOXHbIX aBapu, KaTacTpod
M MHbIX YpesBblyaliHbIX CUTyauuid HauuHaeTca GesoTnaraTenbHO M [OMKHO ObITb
3aBepLUEHO He No3AHee, YeM B NATHAALATUAHEBHBIA CPOK.

8. lluyHbIA NpueM rpaxaaH

8.1. JI4HbLIA npuem rpaxkaaH OCYLUECTBNAETCA AUPEKTOPOM YupexaeHusa (unu) ero
3aMecTUTEeNnsiMM B COOTBETCTBUU C rpacdukom paboThbl, YTBEPXAEHHbIM AUPEKTOPOM
Yupexaenus. Mpaduk paBoTbl pasMeLaeTca Ha ocuumuanbHom caire YypexaeHus u
Ha MH(OpPMaALMOHHOM CTEHAE.

8.2. MpW NUYHOM NMpUEME FPaXOaHWH NPEAbABNAET AOKYMEHT, YAOCTOBEPSAIOLLNA ero
NNYHOCTL (NacnopT, BOEHHbIW GuneT, a Takke MHbIE AOKYMEHTbI, yAocToBepsolne
MUYHOCTb, B COOTBETCTBUM C 3aKOHOAAaTeNbLCTBOM Poccuitckoin denepaunn).

8.3. Bo BpeMsi IMYHOTO Np1ema rpaxkaaHuH Aenaet ycTHoe sasBrieHne nubo octasnset
nucbMeHHoe obpalleHue no CyllecTBy 3aAaBaembiX MM BOMPOCOB, B TOM 4ucne B
LUensix MPUHATUA Mep MO BOCCTAHOBMEHWIO WNKU 3awuTe €ero wunu notpeburens,
OKasbiBaeMblX YuYpeXAEHWeM YCNyr, HapylleHHbIX npaB, CBOGOA U  3aAKOHHbIX
uHTepecoB. CoaepxaHne oBpaLLeHnsi 3aHOCUTCA B XXypHan peructpauun sasBneHui,
obpalleHuit 1 xanob rpaxaaH. B cnyyae ecnu U3NOXeHHble B YCTHOM obpaLeHun
dhaKkTbl U 0BCTOATENbCTBA SABNSAIOTCA OYEBMAHLIMU U He TpebyioT OONONHUTENBHON
NpOBEpKU, OTBET Ha ObpaLLeHWe C COrnmacua rpaxaaHuHa MOXET ObiTb A@H YCTHO B
Xofe NUYHoro npvema. B octanbHbIX cnyvasx AaeTca NUCbMEHHbIA OTBET NO CyLeCTBY
nocTaBneHHbIXx B obpalleHun BonpocoB. OTBeT Ha oOpalleHve, nocTynuelliee B
YypexaeHun B OpMe INEKTPOHHOro AOKYMEHTa, HanpasnseTcsi YnonHOMOYEHHbLIM
nuuoM B hopMe 3NEKTPOHHOTO AOKYMEHTA MO afpecy 3MEKTPOHHON NoYTbI, ykasaHHOMY
B OOpalleHun, WM B NMUCbMEHHOW ¢popMe MO NOYTOBOMY ajpecy, ykasaHHOMY B
obpalueHun.

8.4. B cnyyae ecnu B o6pallieHUn coaepXaTcs BONpoCk!, PeLIeHUe KOTOPbIX HE BXOAUT
B KOMNETEHUMIO YUYpexaeHus, rpaxaaHuHy AaeTcsa pasbACHeHWe, KyAa U B KakoMm
nopsiake emy crnegyet obpaTuThLCS.

8.5. B xoQe NWYHOTO NMpUeMa rpakaaHuHy MOXeT ObiTh OTkasaHO B AanbHeilleM
paccMOTpeHun obpalleHus, ecnu emy paHee Obin AaH OTBET MNO CyllecTsy
nocTaBMNEeHHbIX B o6palleHnn BonpocoB.

9. Pe3ynbTaThl pacCCMOTPEHUA oGpalleHni rpaxaaH

9.1. KoHeYHbIMU pesynbTaTamu paccMoTpeHUs obpalleHuns ABNATCA:

v OTBET Ha BCE NocTaBrneHHbIe B o6palyeHnmn (YCTHOM, B NMMCbMEHHOR hopme unn
B hopMe 3NEeKTPOHHOro AOKYMEHTa) BONPOChl UNW yBeAOMINEeHVe O nepeaapecoBaHun
obpalleHnss B COOTBETCTBYIOLLYIO OpraHvu3auuio unu oprad, B KOMNETEHLUI0 KOTOPOro
BXOAWUT peLleHWe NocTaBNeHHbIX B 06palleHun Bonpocos;

v OTKa3 B pPacCMOTPeHWu obpalueHus (YCTHOro, B MUCbMEHHOW copme unu B
¢hopMe 3NEeKTPOHHOro AOKYMEHTA) C U3NOXEHUEM NPUYUH OTKasa.



9.2. MNpoueaypa paccMoTpeHUA obpalleHna 3aBepLlaeTCA NyTeM HanpaeneHusa oTeeTa
WNM oTkasa no cyujectBy obpalleHus 3asBUTENs W NONyYEHUs rpaXaaHUHOM
pesynbTaTa paccMOTpeHus oGpalleHUs B MWUCbMEHHOW unu yCTHOW opme wnu B
chopme 3NEKTPOHHOro AOKYMEHTA.

10. KOHTPONbL M OTBETCTBEHHOCTb 3a HapylieHue
MonoxeHUs 0 NOpsAKe pacCMOTPEHUA obpalieHus rpaxaaH

10.1. KoHTponb 3a MOMHOTOW U Ka4yecTBOM paboTbl NO PacCMOTPEHWIo obpaLleHuii
rpakgaH BkniovaeT B cebs BbiABNEHWE W yCTpaHeHue HapyLleHWiA npas rpax;gaH,
pPacCMOTPEHNE, NPUHATAE PEeLUeHWH U NOATrOTOBKY OTBETOB Ha obpalleHua rpaxaaH,
copepxaiiue xanobbl Ha pelleHUs, [eAcCTBUS (6espeitcTBne) OOIMKHOCTHBIX N,
KOHTPONb 3a coGMIOAEHNEM MocneaoBaTenbHOCTU AGACTBUA WU NMPUHATMEM peLueHuni
OCYLLECTBNSAETCA AUPEKTOPOM.

10.2. [Oupektop YupexaeHus HeceT [OUCLUNNUHAPHYI0 OTBETCTBEHHOCTb 34
NpaBUnNbHOCTb ONPEAENEeHNs UCNOSIHATENs MO PacCMOTPEHUIo obpalyeHns, Hanuuue
OCHOBaHWIl AN MPUHATUA pelleHuss o6 octaeBneHuu obpalleHus Ges oTeeTa unu
npekpalleHuM nepenucku, cobrniogeHMe CpoKoB — pacCMOTpeHws obpatleHus,
cofep)XaHue nognucbiBaeMoro oTeeTa.

10.3. WCNONHUTENW HEecyT AMCLMNNWHAPHYI OTBETCTBEHHOCTb 38 OOLEKTUBHOCTL U
BCECTOPOHHOCTb PacCMOTpeHUst obpalleHns, cobniofgeHne CPOKOB pacCMOTPEHUA
obpalleHus, coaepaHue NoAroToBNEHHOro oTeeTa.
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