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MWHUCTEPCTBO TPYAA N COLUATNBHOW 3ALLUTLI POCCUNCKOWN ®EOEPALMN

NMPUKA3
ot 30 aBrycta 2013 r. N 391a

O METOAMYECKUX PEKOMEHOALINAX
Mo NPOBEAEHUIO HE3ABUCUMOW OLEHKU KAYECTBA PABOTbI
OPIrAHU3ALIUA, OKA3bIBAIOLLMX COLUUATBHBIE YCINYTU B COEPE
COLUMUAJIbHOIO OBCINYXXUBAHUA

B uensx peanusaumm nognyHkta "k" nyHkta 1 Ykasa NpesngeHta Poccuiickon ®egepaunm ot 7 mas 2012 r.
N 597 "O mepax no peanusauuu rocygapCTBEHHOW COLMANbHOM NOMUTUKK", B COOTBETCTBUM C MOCTaHOBIIEHUEM
MpasuTtensctBa Poccuiickon ®Pepepaumm ot 30 mapta 2013 r. N 286 "O cdopmmnpoBaHMn He3aBUCMMON CUCTEMbI
OLEHKN KavecTBa paboTbl OpraHuM3auui, OKasbiBalLWUX coumanbHble ycnyru" u nnaHoM MeponpusaTMin Mo
¢$HOpMMPOBaHMIO HE3aBUCUMOM CUCTEMbI OLEHKM KayecTBa paboTbl OpraHusauuin, okasblBaloLMX couunasnbHble
ycnyru, yTBepxaeHHbIM pacnopsikeHmem lNpasutensctBa Poccuiickon Pegepaumm ot 30 mapta 2013 r. N 487-p,
np1KasbIBalo:

1. YTBepauMTb METOAMYECKME PEKOMEHAALMU MO NPOBEOEHUIO HE3aBMCMMOW OLIEHKM KadecTBa paboThl
opraHu3auui, okasblBalLWMUX coumanbHble yenyrm B cdepe couuansHoro obenyxumeaHua (ganee - Metoanyeckme
peKkomMeHaaLmMKn), COrnacHoO MPUNOXKEHUIO.

2. [enaptameHTy gemorpadvyecKkon NOnuUTUKA U coumanbHon 3awmTbl Hacenenust (O.B. CamapuHa) u
JdenapTaMeHTy KOMMMEKCHOrO aHanu3a u nporHosvpoBaHusa (B.®. KonbaHoB) ocywlecTBNATbL MeTOOUYECKOE U
NHOPMALIMOHHOE COMNPOBOXAEHVNE [AEATENbHOCTU MO MPOBEAEHNI0 HEe3aBUCUMOW OLEHKM KadecTBa paboThbl
opraHm3aumi, okasbiBalLMX counanbHble YCnyrn B cpepe coumanbHOro obcnyxmBaHus.

3. PekomeHgoBaTb opraHam UCMONHUTENbBHOM BNacTu cybbekTtoB Poccuinckon Pegepaumm:

npumeHatTb MeToaumyeckune pekoMeHpgauuMM npu MpoBeSEeHUM HE3aBWCUMOM OLEHKM KadecTBa paboTbl
opraHm3aumi, okasblBatoLmMX couunanbHble YCnyrm B cpepe coumanbHOro o6cnyxmBaHus;

OCYLLECTBMATb MOHUTOPUHI BBEOEHUS HE3AaBUCUMOW OLEHKN KayecTBa paboTbl opraHm3aumi, oKasbiBatoLmMX
coumnanbHble ycryru B cdoepe coumnanbHOro o0cnyxnBaHusi, B COOTBETCTBUM C npukazom MuHTpyaa Poccum ot 31
masa 2013 r. N 234a.

4. KoHTponb 3a MCMOSIHEHMEM HacCTOSILLEro npukasa BO3MOXWUTb Ha 3amecTtutena MwuHucTpa Tpyda wu
counanbHon 3awmTbl Poccunckon degepaumm A.B. BoBYEHKO.

MwuHncTp
M.TOMWUNWH

MpunoxeHune
Kk npukasy MuHTpyaa Poccumn
ot 30 aBrycta 2013 r. N 391a

METOAOMYECKUE PEKOMEHOALINU
Mo NPOBEAEHUIO HE3ABUCUMOW OLIEHKU KAYECTBA PABOTbI
OPIrAHU3ALIUA, OKA3bIBAIOLLUX COLUUATIBLHBIE YCINTYTU B COEPE
COLUMAJIbHOIO OBCIYXXUBAHUA

1. MeToguyeckne pekomMeHOauun no NpPOBEOEHUI0 HE3aBUCMMOWM OLIEHKM KayecTBa paboTbl opraHu3auum,
0OKasblBaKLLMX coumarnbHble ycrnyrn B cdepe coumanbHOro obcnyxmpaHus HaceneHust (ganee COOTBETCTBEHHO -
opraHu3aumm coumnansHoro obcnyxmeaHus, Metogmdeckme pekomeHgaumm), pa3paboTaHbl B Lensx obecneyeHus
€e[MHbIX NoaxonoB M TpeboBaHW K (PYHKLMOHMPOBAHMIO HE3aBUCUMOW OLIEHKM KadecTBa paboTbl opraHusauuii
coumanbHoro obcnyxuBaHusa (fanee - He3aBUCMMasi OLIEHKA), a Takke okasaHus MeToANYEeCKON NOMOLLU OpraHam
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ncnonHUTensHon BnacTn cydbektoB Poccuiickon ®epepauun, obLLecTBEHHbIM COBETAM NPU yKasaHHbIX opraHax,
OTBETCTBEHHbLIM 3a NPOBEAEHNE HE3ABUCUMOW OLIEHKM (Oanee - obLweCTBEHHbIE COBETHI).

2. MNop, He3aBMCUMON OuUEeHKOoW B Lenax MeTtoguueckmx pekoMmeHaaLuumi NOHUMaeTCs OLeHKa OeATernbHOCTU
opraHusaumi couuanbHOro obCcnyXuBaHWsi B COOTBETCTBUM C  KPUTEPUSIMU U MOKA3aTENsiMU  OLLEHKM,
onpeaeneHHbiMM OBLEeCTBEHHbIM COBETOM B YCTAHOBIIEHHOM MOPSAKe, M COCTaBfeHWe PENTUHIOB KadecTBa
paboTbl OpraHM3aumin counanbHoOro obcnyxmBaHus (ganee - PENTUHT) HA OCHOBE CreAYOLWNX NPUHLUMOB:

3aKOHHOCTb;

OTKPbITOCTb M NYBNIUYHOCTb;

[0OpPOBOMBHOCTb y4acTUsi 06LLECTBEHHbIX OO beANHEHWI;

HE3aBNCUMOCTb MHEHUI FpaXKaaH, 3KCMepToB, 00LLEeCTBEHHbIX 00beANHEHWI;

NonHoTa MHopMaLuKn, UCNOoNb3yemMon ANa NpoBeeHUs OLLEHKMU;

KOMMNETEHTHOCTb 1 NpoeccnoHann3m YneHoB obLEeCTBEHHOIO COBETA.

3. YyacTHMKamMun He3aBUCKMMOW OLIEHKN SABMISKOTCS:

006LLEeCTBEHHbIE COBETHI;

noneuymTenbckune (obwecTBeHHble, HabnwaaTenbHbIe) COBETLI OPraHn3aLmn coumnanbHOro obCnyKuBaHus;

BCEPOCCUICKME, peruoHanbHble U MyHUUMNanbHble ObLeCTBEHHblIE 0ObeanHeHMs B cdepe coumnarnbHOro
obcnyxumBaHus;

opraHusaumm coumnanbHOro obCcny>xmBaHus;

rpaxgaHe - nonydaTenu coumarnbHbIX YCryr B cdepe coumanbHoro obCnyXmBaHusl, UX POACTBEHHUKU U
yrieHbl CeEMbW, 3aKOHHbIE NPeACTaBUTENN;

3KCNnepTHOE COOOLLECTBO;

penTUHroBble areHTCTBa, CpeacTBa MaccoBon MH(opmaumu.

4. Tlog opraHuMsaumsiMM coumanbHOro obcnyxumBaHua Ans uenev MeTogudeckux pekoMmeHgauum
MOHUMAIOTCH TOCYAAPCTBEHHbIE (MyHMUMNAmMbHbIE) yYpexaeHus, OKasblBaloWMe couunanbHble YyCnyrn B cdepe
counanbHOro obcnyxuBaHuWsi, a Tawke opraHusaumm uHblXx GOpM COBCTBEHHOCTM, OCYLUECTBRSOLWMe
AeaTenbHOCTb MO NPeAoCTaBNeHNIo coumanbHbIX YCyr B cdhepe coumanbHOro ob6cnyKmBaHus.

5. HesaBucumas oueHka npoBoguTcAd B obs3aTenbHOM MoOpsgke B OTHOLWEHWMM TOCYAapCTBEHHbIX
(MyHUUMNAnNbHbIX) yYpeXaeHUi, OKkasbiBalOLWMX coumarnbHble YCNyru B cpepe coumanbHOoro 06cnyxmeaHums.

6. K rocygapcTBeHHbIM (MyHMLMNANbHLIM) YyYpexaeHusM, OKasbiBalolWuM coumanbHble ycrnyrn B cdepe
coumanbHoro obCnyXMBaHUSA, OTHOCSTCA: KOMMJIEKCHbIE LEHTPbl COLMAnbHOrO OOCMYXMBaHWUSA HaCENeHus;
TeppuTOopuarnbHble LEHTPbl COLUMANbHOM MOMOLLM CEMbE W [AETAM; LEHTpbl CcouuanbHOro 0oOCNyXUBaHUS;
coumnanbHo-peabunMTaumoHHbIE LEHTPbI ANS HECOBEPLUEHHONETHUX; LIEHTPbI MOMOLUU OEeTAM, ocTaBwmMcs 6e3
nornevyeHnss poauTenen; couunanbHble MPUIOTHI NS AeTerd M NOAPOCTKOB; LIEHTPbl MCUMXOMOro-nearornyeckon
MOMOLLUM HaCeNeHuIo; LEHTPbl 3KCTPEHHOW MCUXOMOrM4Yeckorn MNOMOLUM MO TenedoHy; UeHTpbl (oTAeneHus)
counanbHOW NOMOLLM Ha AOMY; AOMa HOYHOro npebbiBaHus; cneumanbHble AoMa AN OAMHOKUX MpecTapernbiX;
CTaLMOHapHbIE YYPEXOAEHUS CouManbHOro 06CnyXMBaHWs (OOMa-UHTEpHaTbl ANs npecTapenbiXx UM WHBANWMAOB,
NMCUXOHEBPOOrMYecKkne NHTEpHaThbl, AETCKME LOMa-UHTEPHATbI 415 YMCTBEHHO OTCTanbIX A€TEN, JOMA-UHTEPHATbI
Ans geten ¢ PuU3M4eCckUMmn HegocTaTkamMm); FePOHTONOMMYECKME LEHTPbI, @ TakKe MHbIE YY4pexaeHns coumanbHOro
obcnyxmBaHuUst HaceneHus.

7. OpraHusaumy uHbIX (POpM COOCTBEHHOCTW, OCYLLECTBASIOWMNE [EATEeNbHOCTb MO NpegoCTaBreHUto
coumanbHbIX ycnyr B cdepe coumanbHOro obcnyxuBaHusi, BnpaBe Ha [OOPOBOMbHOW OCHOBE y4acTBOBaTb B
npoBefeHUN He3aBUCMMOW OLIEHKN N MPeoCcTaBnsaTb MHAOPMALUIO O CBOEW AeSATENbHOCTU AN BKMOYEHUS UX B
nepeyveHb OopraHu3aLuin coumanbHOro OOCNyXMBaHWUS ONs NPOBEeOEHNs He3aBMCMMOMN OLLEHKN M hOpMUPOBAHNS
penTuHros (ganee - lNepeyeHsb).

B cny4yae noateepxaeHns 4OGPOBONBLHOMO y4acTUs TakMxX OpraHM3aunii B NpoBEeAEHNN HE3AaBUCUMOW OLEHKM
Ha HWUX pacnpocTpaHdAlTca BCe TpeboBaHuMAa no obecnevyeHMio NpoBedeHVs HEe3aBMCMMOW  OLIEHKM,
npeabsaBnseMble K rocygapCTBEHHbIM (MYHULMMANbHBIM) YUYpEeXOEHNsIM, OKa3blBaloLMM COUMarnbHble YCNyru B
ccepe coumanbHOro 00CNyXMBaHWS.

8. OpraHusauuio npoBefeHNs HE3aBUCUMOWN OLEHKM B cybbekTe Poccuiickon depepaumm ocCyllecTBnsieT
opraH UWCMonHWTEnNbHOM Bnactn cybbvekta Poccuiickon ®egepauun, YNOMHOMOYEHHBIM Ha nNpoBedeHue
He3aBMCMMOM OLEHKM (ganee - YNonHOMOYEHHbIV OpraH), Ha KOTOpbIN BO3naraeTcs:

obLee opraHusaLmoHHoe obecrneveHne NpoBeaeHNst HE3aBUCUMOW OLIEHKM;

MOHUTOPWHI NPOBEAEHUS HE3aBUCUMOW OLIEHKN Ha PermoHanbHOM YPOBHE;

obecneyeHne TEXHUYECKON BO3MOXHOCTU BbIPAXEHUS MHEHMI MOTPeOMTENAMU coumanbHbIX YCNyr o
OeATenbHOCTU OpraHuM3auui coumarnbHOro obCnyXMBaHUA W yOOBMETBOPEHHOCTM pesynbTataMmy CoumaribHOro
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obcnyxumBaHus Ha oduumanbHOM cante YNONHOMOYEHHOrO OpraHa B UH(OPMaLMOHHO-TENEKOMMYHUKALIMOHHOM
cetn "UHtepHeT" (ganee - cetb "UHTepHeT") n odulmnanbHbIX cavTax opraHusauni coumansHoro obCnyxmnBaHus,
HaxoOsALWMXCA B BeAeHUN YNIONMHOMOYEHHOro opraHa (npu Hanu4ium).

9. B uensax cogencTsvs NpoBeAEHUI0 HE3aBUCMMOMW OLIEHKU YMNONHOMOYEHHbIM OpraHom dopmMupyeTcs
00LecTBEHHbIN COBET.

10. O6LWecTBEHHbIE COBETbI:

dopmupytoT MNepeynu;

OnpenensoT KpUTEPUN 1 NokasaTenu kadectsa paboTbl OpraHn3aLmn coumnanbHOro 0bCNy>XMBaHUS;

yCTaHaBNMBalT NOPSAOK MPOBEAEHNs] HE3aBUCUMOW OLIEHKM OpraHu3auuin couuanbHOro obCnyXnBaHusi Ha
OCHOBaHUM NPUHATBIX MNOKa3aTenen kavectBa paboTbl OpraHW3auun couManbHOrO OOCMYXMBaHWS, C y4eTOM
NyHKTOB 21 1 22 MeToan4YEeCKNX pekoMeHaauuni;

opraHusyloT paboty no mayyeHumto, ob6obLieHno N aHanu3y obLEeCTBEHHOrO MHEHMS O KayecTBe paboThbl
opraHmsaumi coumanbHoro obCcnyxunBaHWs, B TOM yucre CHOPMUPOBAHHOIO OBLLECTBEHHLIMW OpraHM3auusamu,
npodeccnoHanbHbIMU COOBLLECTBAMU N MHBIMU HE3ABUCUMbIMU SKCNEepTamMu, aHanu3y penTUHIOB;

HanpaBnslT B YMNONMHOMOYEHHbLIN OpraH MHgopMaumnio O pesyrnbTaTax He3aBUCUMOW OLEHKW, a Takke
NpeanoXeHnst MO OpraHM3auun He3aBMCUMOW OLEHKM, YIydLEeHW0 kadecTBa paboTbl opraHu3aumin coLmanbHOro
obcnyxmBaHus U 4OCTyNa nony4vaTtenen coumarnbHbIX YCNyr K MHOpMaLMn O HUX;

OCYLLECTBMAKT WHble yHKUUKN, onpegensemble  YMNONHOMOYEHHbIM OpraHoM B  MONoXeHun o6
0o6LLecTBEHHOM COBETE.

11. CocraB ob6ulecTBEHHOrO coBeTa opmupyeTcs K3 uucna npeacTaBuUTENEN  BCEPOCCUINCKUX,
pervoHanbHbIX M MyHUUMNAnbHbIX OOLECTBEHHbIX O0beaVMHEHW B cdepe coumanbHOro obcnyxuBaHus,
obpasoBaTternbHbIX OpraHv3auui BbICLLEro obpasoBaHuMs, NpodeccuoHarnbHbIX O0Opa3oBaTenbHbIX OpraHM3auumn,
OPYrMX  3aUHTEPECOBaHHbIX OpraHu3auMim W  He3aBUCMMbIX 3kcnepToB. [lpy  dopmmpoBaHuMM cocTaBa
obuiecTBeHHOro coBeta HeobxoouMmo obecnednte NPeACcTaBUMTENBCTBO OT  OOLWECTBEHHbIX OObEANHEHWHN,
NpeAcCTaBnsLWNX NHTEPEChI BCEX KAaTEropui HaceneHusl, nony4varLwmx coumanbHble YCnyrn B yupexgeHusax. MNpu
3TOM criegyeTt obecneynTb OTCYTCTBME KOH(PIMKTA MHTEPECOB B OTHOLLEHUM YNIEHOB OOLLLECTBEHHOIO COBETA.

12. YNonHOMOY€eHHbIN opraH obecnevvBaeT pasmelleHne nHdopmaumm o6 obLecTBeHHOM coBeTe, B TOM
yucrne nonoxeHns ob obLecTBEHHOM COBETE, CBEAEHUA O €ro cocTaBe, MPOTOKOSOB 3acefaHun 0bLLECTBEHHOMO
coBeTa Ha odhmumnanbHOM canTte YNosHOMOYEHHOro opraHa B cetu "MIHTepHeT".

13. Mpu npoBeaeHnn 3acegaHnii 06LLECTBEHHOIO coBeTa obecnevmBaeTcs UX OTKPbITOCTb U NyBNNYHOCTL, B
TOM 4ucCre NocpeacTBOM NPUBIIEYEHUS] CPEeACTB MAcCOBON MHGOPMaLMM Ha 3acedaHusl 06LLeCTBEHHOIO COBeTa,
OH-NalH TpaHCnAuMiA 3acefaHnii, Nyonukauumn pesynbTaTtoB AeATeNbHOCTM OOLWEeCTBEHHOIO COBETA 3@ OTHETHBIN
nepuog.

14. TepeyvHn pekoMeHayeTCa OnpefensaTb B COOTBETCTBMM C PEECTpamMm NOCTAaBLLMKOB COLMANbHbIX YCIYT C
Yy4ETOM:

TUNOB OpraHM3auun (opraHu3auum CTauuoHApPHOro, NOMYCTauMOHAPHOro (HecTauMOoHapPHOro) coumarnbHOro
obcnyxMBaHNs 1 opraHnsaumm HagOMHOIO COLManbHOro 06CNyXMBaHNS);

BMOOB OpraHunsaunmn, onpegeneHHblx B cyobekte Poccuiickon degepaumy;

BMOOB COLManbHbIX YCIyr, OKasblBAEMbIX OpraHu3auusMu couunanbHoro obcnyxmuBaHus B cybbekTe
Poccuiickon depepaumu;

KaTeropumn nonyyartenen coumanbHbIX YCNyr.

15. PeNTvHIrM opraHusauumin coumanbHoro obcnyxusaHus oopmMmupyoTcst B COOTBETCTBUM € lMepeyvHem npwm
HanMuMMm B HEM He MeHee 5 opraHuM3auumi coumanbHOro OOCNYXUBaHUSA, a Takke peKoOMeHOAUUsMU,
npeaycMOTPEHHbIMU NYHKTOM 14 MeToamyecknx pekoMmeHaaumm.

16. B uensx dopmnpoBaHMsa penTUHra OpraHusauuin coumanbHOro OoBCNYyXUBaHUS MCNonb3yeTcs
aecatnbannbHas cMcTema OLEHKU, KOTopas yTBEPXXAAaeTCcsa 00 EeCTBEHHbIM COBETOM.

17. lNpoBegeHne He3aBMCUMOM OLEHKN U hOpMUPOBaHME PENTUHIA PEKOMEHAYETCH OCYLLECTBNATL HE pexe
OAHOro pasa B rog.

18. YNonHOMoOYeHHbIM oOpraH onpegenseT opraHu3auuio-onepaTtopa no MpoBeAeHU0 MOHUTOPUHIa
OEATEeNbHOCTU  OpraHusaumMm couuanbHoro obcnyxmBaHua gna  OpMUMpPOBaHWUS  PEWTUHIOB  (ganee -
OopraHusauusi-onepaTop) B COOTBETCTBMM C 3akoHoZaTenbcTBOM Poccuiickon ®epepauum 0 pasmelleHnn 3akasoB
ONsl TOCYAapCTBEHHbIX M MyHUUMNAnNbHbIX HyXA. MNMpyv 3TOM YNOMHOMOYEHHBLIA OpraH obecrneymBaeT y4vactue
06LLeCTBEHHbLIX COBETOB B ONpeAeneHun opraHMsauumn-onepatopa.

19. OpraHusauus-onepatop NPOBOAUT HE3aBMCMMYK OLEHKY B COOTBETCTBUM C NyHkTamun 28 - 33
MeToanyeckux pekomeHaauni.
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MpenoBaputenbHble pesynbTaTbl NPOBEAEHMS HE3aBMCUMOW OLEHKM OpraHusauuen-onepatopoMm, B TOM
yucre nNpPoeKTbl PENTUHIOB, METOAMKA UX POPMMPOBaHMA M OBOCHOBaHWE pe3ynbTaToB PEWTUHroBaHWs (ganee -
WHTepnpeTaunsa perMTUHroB), noanexar 06s13aTeNbHOMY PAaCCMOTPEHMIO OOLLECTBEHHBIM COBETOM.

PesynbTtatbl npoBefeHUs HE3aBUCMMOW OLIEHKM OpraHu3auuven-onepaTtopom, B TOM 4MCNE PEUTUHIH,
MeToauka ux OpMUPOBaHUS U UMHTepnpeTauusi PenTMHrOB, pasMellalTcs Ha oduunansHOM canTte
YNONHOMOYEHHOIO opraHa B cetu "MIHTepHeT", B TOM dncne B oopmMaTe OTKPbITbIX AaHHbIX (Xml, csv), B TeueHue
Tpex pabounx AHen ¢ MoMeHTa ux ogobpeHns obLLEeCTBEHHLIM COBETOM.

20. HesaBucuMMyl0 OUEHKY MOryT MPOBOAUTH TaKKe WHble HOPUANYECKME §MLUa HEe3aBUCMMO OT MX
OpraHM3aunoHHO-NPaBoBoON (OpMbl, WHAMBWAYanbHbIE NPEANnpUHMMATENU (Janee - WHble OopraHu3auuu,
OCYLLECTBMSAIOLLME HE3ABUCUMYIO OLIEHKY).

PesynbTaTbl HE3aBUCUMOW  OLUEHKW, MNPOBEOEHHOW WHBIMW  OpraHu3auusiMu,  OCYLLECTBISIOWMMM
He3aBUCKMMYIO OLIEHKY, Moanexart obs3aTeNnbHOMY pacCMOTPEHMUIO OOLLECTBEHHBIM COBETOM.

WHdopmauus o pesdynbtaTax NpoBEAEHUS HE3aBUCUMOW OLIEHKW, npegocTaBnsemMas B YMNOMHOMOYEHHbIN
OpraH WHbIMW OpraHuM3auusiMu, OCYLLECTBIISIOWNMN HE3aBUCUMYKO OLEHKY, [OOJDKHA codepXaTb PENTUHIK,
onucaHne MeToamkM ux YOPMUPOBAHUSA N MHTEPMNPETALMIO PENTUHIOB, KOTOPbIE pasMmeLLalTcs Ha odumLManbHOM
cante YNONHOMOYEHHOro opraHa B ceTn "WHTepHeT" B TedeHMe pecAtu paboyumx AHEeW C MOMEHTa MX
npeacTaBneHns B YNOMHOMOYEHHbIN OpraH.

21. Ans npoBedeHUs! HE3aBUCUMOW OLEHKM pPEKOMEHAYeTCs MCMOoNb30oBaTb MoKasaTenu KadecTtBa paboThbl
opraHm3aumi coumanbHoro o6CnyXmMBaHUs HacemneHnsi, xapakTepuayoLime:

1) OTKPBLITOCTb U AOCTYMHOCTb UHpOpMaLMK 06 opraHn3aLun:

YpOBEHb pPENTMHra Ha cante www.bus.gov.ru (ot 0 go 1);

MofHoTa, akTyanbHOCTb M MOHATHOCTb MHGOPMauMM 00 opraHmsauuu, pasmeLlaemMor Ha oduuManbHOM
cante (bannbl);

Hanuyne u JOCTYMHOCTb CNOCcOb0B 06paTHOM CBA3M C NnonydarensMm coumnansHbix yenyr (6ann);

OONSA Nuu, KOTOpble CUYUTalT MHGOPMUPOBaHME O paboTe opraHuM3auuu u nopsiake npenocTaBneHuns
coumanbHbIX YCAYr 4OCTATOYHbIM, OT YMcna onpoLleHHbIX (%);

2) KOM(OPTHOCTb YCINOBUIA N OOCTYMHOCTb MOMNYyYEHUsI COLManbHbIX YCyr, B TOM 4Yuicne Ans rpaxgaH c
OrpaHU4YEHHbIMU BO3MOXHOCTSIMU 340POBbS:

CTeneHb BbIMOTHEHMS YCIOBUIA AOCTYNHOCTM AN MHBaNWAoB (B TOM Yucne AeTen-uHBanugos) U ApYyrux nu,
YYUTBIBAKOLLUNX OrPaHMYEHUS UX XKU3HEOEATENbHOCTU NPW NPefoCTaBEHMN COUManbHBIX YCyr B OpraHm3auusx
(6annb);

COOTBETCTBME Mrowaien XurbiX MOMELLEHUN OpraHn3auuii yCTaHOBMEHHBIM CaHUTAPHO-TUITIMEHNYECKUM U
CaHUTapHO-3aNUAEMMUONIOrMYECKUM HOpMaM U HOpMaTUBaM B pacyeTe Ha ogHoro ob6cnyxmeaemoro (%);

YLOOBINETBOPEHHOCTL YCoBMAMU (MOMeLleHne, uMmetolleecs obopyaoBaHue, mebenb, MSArkuiA UHBEHTapsb,
XpaHEeHWe NMUYHBIX BELLEN 1 T.MN.) NpefoCcTaBneHuns coumanbHbix yenyr (%);

3) BpeMsi OXXmaaHusa B o4epean npuy nosyvyeHnmn counanbHOm yCnyru:

cpeaHee Bpems OXugaHus NonyvyeHns ycnyr B opraHnsaumm coumansHoro obcnyxunsaHms (aH.);

Jonda nonyyaTtenem YCnyr, OLEHMBAKLWINX BPEMsS OXWOAHUSA MNOMYYEeHUss couManbHbIX YCNyr Kak
He3HauuTeneHoe, OT YMcna onpoLleHHbIX (%);

4) nobpoXxenaTenbHOCTb, BEXITMBOCTb M KOMNETEHTHOCTb PabOTHMKOB OpraHu3aLum:

JONs  nonyyatenen ycnyr, KOTopble BbICOKO OLEHMBAKOT [0OpoXenaTtenbHOCTb, BEXNMBOCTb W
BHMMATENbHOCTb COLMAanbHbIX U UHBLIX KAaTEropuin paboTHUKOB OpraHmM3auuii, OT Ynucna onpoLueHHbIX (%);

Jons nonyyatenen ycnyr, KOTopble BbICOKO OLEHMBAKT KOMMETEHTHOCTb COLManbHbIX U MHbIX KaTeropumn
pabOTHWKOB OpraHM3auui, oT Yucna onpoLleHHbIX (%);

5) yooBneTBOPEHHOCTb Ka4eCTBOM OOCIY>KMBaHUSA B OpraHn3aLmn:

Oonsa nonyyatenenm ycnyr, yOooBIETBOPEHHbIX KayeCTBOM OOCMyXuBaHMS B OpraHu3auun, OT u4ucna
onpoLueHHblx (%);

OOons nonyyatenen coumarbHbIX YCIyr, YAOBETBOPEHHbIX YCIOBUSMU MPOXMBAHUS B OO4HO-, OBYX-, TPeX-
U YETbIPEXMECTHBIX XWUIIbIX KOMHaTax OpraHumsauui CTauMOHApPHOro CouManbHOro obcnyxuBaHus, OT 4ducna
onpoLueHHblx (%);

Jonga nony4yaTenem coumanbHbIX YCIyr, KOTOpble TrOTOBbl PEKOMEHAOBATb OPraHuM3auuio  Apy3bsM,
POACTBEHHMKAM, 3HAKOMbIM, OT YMCIa ONpPOLUEHHBIX (%);

JONs nonyyatenen couuanbHbIX YCIyr, OXBAYeHHbIX CcouuanbHbIMKA YCryramMM B COOTBETCTBUU C
WHAMBUAOYaNbHBIMW NporpaMMamMm peabunuraumm, ot obLiero yicna nonyyatenen yenyr (%);

yncrno obOCHOBaHHbLIX Kanob nonyvatenen couuanbHbIX YCAYr Ha KayecTBO YCNyr, NpeaoCTaBreHHbIX
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opraHmsauuen (xanob Ha 100 nonyyatenen ycnyr);

YAOBMNETBOPEHHOCTb KayecTBOM nutaHus (%);

YAOBMETBOPEHHOCTb  KAYeCTBOM  MPOBOAMMBLIX  MEPONPUATUMNA,  UMEKLWUX  TPYNNoBOM  XapakTep
(03m0poBUTENBHbBIX, 4OCYTOBbIX, NpocunakTuyeckmx u np.) (%).

22. [JononHuTenbHO K MokasaTensam, ykasaHHbIM B nyHkTe 21 MeToamdeckux pekoMeHpauun, MoryT
MCNONb30BaTbLCSH MHbIE MOKa3aTenw.

23. [nsa pacdeTta nokasaTefnien, ykasaHHbIX B MyHKTe 21 MeTtoguyeckmx pekoMeHgauumn, C y4yeTom
0COOEHHOCTEN [OEeSATEeNbHOCTM OpraHM3auuyM  COouManbHOro OOCMYXMBAHUSA pPEKOMEHAYEeTCS WCMOoMb30BaTb
crnepgywoLme UCTOYHUKM MHpopmaumn, HeobXxoanMOoKn ANs NPOBEAEHUS HE3aBUCUMOW OLIEHKM:

1) pesynbTaTbl aHanusa HOPMAaTWBHbIX MPaBOBbIX aKTOB, YCTAHABMMBAKLINX 3HAYEHUS pacCMaTpuvBaeMbIX
napameTpoB AeATENbHOCTU OpraHM3aunii coLmanbHOro 06CnyXnBaHus;

2) pesynbTaTbl aHanu3a CTaTUCTMYECKOM MWHOpMaLun OpraHoB WCMOMHUTENBHOW Bnactn CyObekToB
Poccuiickon degepauum n opraHMsaummn coLumanbHOro 00CNyXMBaHus;

3) pesynbTaTbl onpoca (rnybuvHHOe n opmanus3oBaHHOe, MONydOpMann3oBaHHOE WHTEPBbLIOMPOBAaHWE,
WHTEPBbLIO, MPOBOAMMbIE B MOpsake camoobcrnenoBaHWs OpraHvM3auui, aHKeTupoBaHue, nposedeHve
dokyc-rpynn):

nonyyarenen coumanbHbIX YCNYr;

paboTHUKOB OpraHv3auui;

pyKoBOAWTENEN OpraHn3auui o KayecTee padboTbl NOCTABLLMKOB COLMAnbHbIX YCIYT;

npegcrtaBuTenen obLecTBeHHbIX 00beAMHEHNIA, AKCNIEPTHOro coobLecTsa.

Mpn HeobxogumocT MOryT ObiTb WCMOMb30BaHbl TaKMe€ WCTOYHWMKU MHOpMauuK, Kak pesynbTaThbl
NPOBEAEHUS KOHTPOSbHBIX 3aKYNoOK, BKIKOYEHHOE CTPYKTYpupOBaHHOE HabniogeHMe B MecTax OKasaHus
coumanbHbIX YCNyr, pe3ynbTaTbl 3KCNEPTHbIX OLLEHOK.

24. B kayecTBE AOMOMHUTENbBHbBIX MCTOYHUKOB MHhOpMaLun LienecoobpasHo NCnonb30BaTh:

pes3ynbTaTbl NPOBEAEHHBIX MOHUTOPUHIOB B cdhepe coLmanbHOro o6CcnyxmBaHus;

MHpopmaLno obLLEeCTBEHHbIX 06beanHEHUN;

UHdopMaumio nonednTenbckmx (obLecTBeHHbIX, HabnogaTenbHbIX) COBETOB OpraHu3auui CoumarnbHOro
obcnyxumBaHus;

MHGOPMAaLIMIO SKCNEPTHOrO COOBLLIECTBA, PENTUHIOBLIX areHTCTB, CPeACTB MacCOBOW MHpopMauuu.

25. B uenax nHdopmaumnoHHoro obecnedeHnsa NpoBeeHNst HE3aBUCMMOWM OLEHKU M pacdeTa nokasaTenewn,
yKka3aHHbIX B NMyHKTe 21 MeToamyeckux pekoMeHOaLlui, opraHu3auusM couuanbHOro o6CnyXMBaHUA C y4eToM
0COBGEHHOCTEN UX AeATenbHOCTM pekoMeHAayeTcs obecneyntb (QOPMMPOBaHUE OTKPbITbIX MH(OPMALMOHHBIX
pecypcoB, coAepXalmx WHOpMaLni O [OeATENbHOCTM OpraHM3auum couuanbHOro obCnyXuBaHus, B
COOTBETCTBUMU C NepeyHeM, npeaycMoTpeHHbIM npunoxerHneMm N 1 k MeTtognyeckum pekoMmeHaaumsm, u JOCTyn K
TakMM pecypcam MOCPEACTBOM pa3MeLLeHUs MX Ha WMHAOPMAaLMOHHbLIX CTEeHAAx B MOMELLEHWUsX OpraHm3aumm
coumanbHOro o0CnyxmBaHus, cpeacTeax MaccoBomn uHpopmaumm, cetn "MIHTepHeT".

26. NHdpopmaunio 0 4eATeNnbHOCTM OpraHn3aummn coumnanbHOro obecnyxmBaHusa pekoMmeHagyeTcs pasmeluatb
Ha odmumanbHOM canTe opraHusaumu coumanbHOro obcnyxmnsaHus B cetn "VIHTepHeT", B TOM uucrne B popmaTte
OTKPbITbIX AAHHbIX (Xml, CSV).

27. TlpoBefeHne He3aBMCMMOW OLIEHKM MokasaTenen kadectBa paboTbl OpraHusaumi couunanbHOro
0o6cnyXMBaHUA peKkOMEHYETCS OCYLLECTBIATL NOCNeAoBaTENbLHO B 4 aTana.

28. Ha nepBom "opraHu3sauMoHHOM" aTane OCyLLeCTBNATCA creayoLlime MeponpusaTums:

1) onpegenexue (Npyu HeobxoaMMOCTK JoNonHeHNe) MNepeyHs B TeKyLLEM NepPUOE;

2) yTOYHEeHWe (JononHeHuMe) npu  HeobxoOAMMOCTM nokasaTenen kavectBa paboTbl opraHusauum
coumansHoro obcnyxmBaHus;

3) onpepeneHne metodoB cbopa MepBUYHOM MHGOPMAUUM U YTOUHEHME TpeboBaHMI K MeToAuKam MnX
NPUMEHEHNS.

29. Ha BTOpOM "noarotoBuTENbLHOM" aTane:

1) npoBoauTCs aHanu3 HOpMaTUBHO-NPaBoOBOM 0a3bl O counanbHOM OBCHYKMBAHUW, MHEHWUI JKCMEPTOB,
npegcraBuTenen nonyvartenen coumanbHbIX YCIyr, OTKPbITbIX MCTOYHMKOB WH(OPMAaULWMK C LENnbl COCTaBMNEeHUs
npegBapuTENbHOro NepeydHs Nnpobnem ans nsyyeHus;

2) ocyulecTBrnsieTcst pa3paboTka METOAMK U MHCTPYMeHTapus cbopa nepBUYHON MHopMauun, B TOM Yucre
pekoMeHaauu nHTepBbloepam (nocrefoBaTenbHOCTb 3ajaBaeMblX BONPOCOB, ONncaHne BapnaHToB NoBeAeHUs B
3aBMCUMOCTU OT OTBETOB pecnoHAeHTa, Mopsaok onpoca), hopM ANd perucrpauum nepBUYHON MHOopMauuu,
aHKeT (NpuMepHbI obpasel, aHkeTbl MO aHanNu3y yaoBrEeTBOPEHHOCTN KA4YECTBOM OKa3aHUs counanbHbIX YCryr B
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opraHusaumsix counanbHoro obcnyxusaHmsa npuseaeH B npunoxeHnn N 2 k Metoamyeckum pekomeHaaumnsam).

30. Ha TpeTtbem "cbop nepBuYHOM MHOpMaLUKN" 3Tane pekoOMeHOYEeTCS OCYLLEeCTBNAATL:

1) aHanM3 HOpMaTMBHBLIX MPAaBOBbLIX aKTOB, PErynupylolwmx AesTeNbHOCTb OopraHuM3auui coLuManbHOro
obcnyxmBaHusl, C Uenblo onpedeneHnss UnuM YTOYHEHWs, yyeTa AMHaMUKU HOPMaTUBHO YCTaHaBNUBaeMbIX
3HaYeHW oueHMBaeMbIX NapaMeTpoB 1 NokasaTenemn AedTenbHOCTU OpraHn3auum;

2) npoBefdeHue "MomeBoro atana" wuccrnegoBaHuss - cOOp NEepBUYHbIX OaHHbIX M ux obpaboTka B
COOTBETCTBMU C pa3paboTaHHbIMM MEeTOAaMu, BbiOpaHHbIMW UK pa3paboTaHHbIMU MeToANKaMU;

3) cbop CTaTUCTUYECKMX AAHHbIX;

4) npoBefeHNe aHKeETMPOBaHMWS (ONpPoCoB);

5) He3aBUCUMBIN BbIGOPOYHbIA KOHTPOSb UCMIONTHUTENEN, OCYLLECTBNAOLWMX COOp NEPBUYHOM MHpOPMaLINK;

6) d¢opmupoBaHME WUTOrOBbIX MAacCMBOB [aHHbIX, 3arofiHeHWEe OT4YeTHbIX (OpM MpeacTaBneHns
nHdopmauumm.

31. Ha 4yeTtBepTOom "aHanu3 n oueHka KayecTtBa paboTbl opraHusauunin coumanbHOro ob6cnyxmsaHma" atane
pekoMmeHayeTcsa obecneymnTnb:

1) cuctemaTtmsaumio BeisiBNEHHbIX MPOGNeM AeATENbHOCTM OpraHn3aL MM coLmanbHOro 06CnyXnBaHus;

2) conocTaBrneHne MakTNYEeCKNX 1 HOPMATMBHO YCTAHOBIIEHHbIX 3HAYEHMIN UccrnegyemMbIx napameTpos;

3) BbIBNEHWE TeppuTOpManbHbIX W WUHbIX OCODEHHOCTEN WCCredyeMblX MNapaMeTpoB AEeATENbHOCTU
opraHm3auui counanbHoOro obcnyxmBaHus;

4) aHanu3 gMHaAMWUKN 3HAa4YEHUI Nccneayemblx NapameTpoB 1 NokasaTenew;

5) conocTtaBneHne HOPMaTUBHO YCTAHOBMEHHbIX 3HAYEHWA WUCCrefyeMbIX MapameTpoB AeATEernbHOCTU
opraHu3aumi coumanbHOro OOCNYyXMBaAHWS C BbISIBNIEHHbIMX NpobnemMaMyv U OXugaHusamu nonydarenen
coumnanbHbIX YCIyr;

6) pacyeT WHTerpanbHOMW OLEHKM KadecTBa paboTbl oOpraHu3auuii coumarnbHOro ObOCHyXMBaHMA 1
dhopmMmnpoBaHNE penTuHra;

7) obwectBeHHOe obCcyxaeHne pes3ynbTaTOB HE3aBMCUMOM OLEHKM B OTYETHOM nepuoge u paspaboTka
npeanoXKeHu No ynyyLleHunio kayectTsa paboTbl opraHnsauunin coumanbHOro o6Ccny>KMBaHus;

8) nybnukaumio pesynbTaToB HE3AaBUCUMOWN OLIEHKM, B TOM YMCNE PEATUHIOB.

32. PenTuHr dopmupyeTca nyTem ynopsgouMBaHUSA  MPUCBOEHHBIX  OpraHuM3auusM  couuanbHOro
o6cnyX1MBaHMsa NOPSOKOBLIX HOMEPOB.

Kaxxgon opraHusaumm coumanbHoOro obcnyxuBaHus, Boweawen B MNMepeyveHb, npucBamBaeTcs NOPSOKOBLIN
HOMEp MO Mepe YMEHbLUEHWS 3HAYEHWUs MHTErpanbHOW OLUEHKU KadvecTBa paboTbl. OpraHusauum coumanbHOro
06CcnyXMBaHWs, MONMYYMBLLEN HAMBBLICLLYIO MHTErparnbHY0 OLEHKY kayecTBa paboTbl, npuceanBaeTcs 1-11 HOMep.

MHTerpanbHas oueHka KadecTBa paboTbl opraHusaumm coumanbHoro obcnyxusaHus Mk paccumTbiBaeTcst Mo
cnepytollein popmyne:

I/IK:Z " w, %k, roe:

10 . .
ki - 3HaueHue nokasatens K; no pecaTuBannbHoil Wkane (MepedeHb pekoMeHAyemblx nokasaTenei

OLEHKM KayecTBa paboTbl opraHuMsauum coumanbHOro obcnyxuBaHus npuBoguTcs B npunoxenun N 3 K
MeToanuyeckum pekomeHaauunsam);

W, - 3HaueHue BECOBOro koadduumeHTa nokasatena K, , npy aTom cymma Bcex BeCOBbIx KO3pULMEHTOB

n
=W =1.

3HaveHus BecoBbiX KOIPMULUMEHTOB MokasaTenewn ki yCTaHaBMMBalOTCA OOLECTBEHHBIM COBETOM

METOOOM 3KCNEepTHbIX OUEHOK C y4eTOM peKomer,yeMOVl 3Ha4YMMOCTK MoKasaTenemn ki no pecaTubannbHom

LKkane B cooTBeTcTBUM C npunoxeHvem N 3 k Metoanyeckum pekomeHgaumam. MNpu STOM 3HaYEHUs] BECOBbIX
KO3(p(PMLMEHTOB PEKOMEHAYETCH YCTaHaBNMBaTb C y4eTOM 00Len 3Ha4YMMOCTM Habopa nokasartenen no odLwum
Kputepusam:

O0wmn KpuTepun 3Ha4YMMOCTb
OTKpbITOCTb M AOCTYMHOCTb  MHopMauunm 06 0,1
opraHv3saumu coumanbHOro 06cnyKusaHus
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KoM@OopTHOCTb YyCNoBMi U [OCTYNHOCTb MNOMyYeHns 0,2
coumanbHbIX YCnyr, B TOM u4ucrne Ansa rpaxnaH c
OrpaHnYeHHbIMN BO3MOXHOCTSIMU 340POBbS

Bpema oxugaHua B ouyepeau npu NOMAyvYeHMU 0,05
coumanbHbIX ycnyr

[obpoxenaTenbHOCTb, BEXINBOCTb U KOMMETEHTHOCTb 0,1
paboTHMKOB OpraHM3auumn coumanbHOro 06cnyxmBaHust

YAOBNETBOPEHHOCTb  KayecTBOM obCnyxmBaHua B 0,55

opraHmn3auunmn coumaribHoro 06CJ'Iy)KVIBaH N4

33. anBeﬂeHMe nokasaTtenen kKayecTtsa paGOTbI opraHunsauunm coumnanbHOro O6Cﬂy)KVIBaHVIFI K
COMOCTaBUMbIM 3HAYEHUSM NO AecAaTUOannbHONM LWKane peKkoMmeHayeTcA npomn3BognTb cregyrownmm crnocobamu:;

1) Ons nokasaTtenewn, yBenn4yeHne 3Ha4YeHun KOTOPbIX XapaKkTepulyeT noBbilleHne KadecTBa pa6OTbI
opraHunsauunm couunarnbHOro O6CJ'IY)KI/IBaHVIF|, onpegendaeTca MakcumalibHoe (Ll,eneBoe) 3Ha4YeHMEe B UCXOOHON
eaunHunue namepeHnd, KoOTopomMy CoOOTBETCTBYET 10 6annoB no gecaTMbanbHON LWKane u MMHUMarnbHoe (xyp,Luee)
3Ha4YeHne nokasatens B UCXOOHOW eauHuLe N3MepeHna, KOTOpoMy COOTBETCTBYET 0 6annoe no aecATndannbHoN

10 o
wkane. B aTtom cnyydyae 3Ha4deHudA ki no oueHmBaembiM oOpraHm3aunam paccHmUTbiBAKOTCA MO crneayluen
dopmyne:

k_lO_ ki — k;"‘"“

i T | makc MHH
ki - ki

x 10, roe:

K, - sHaueHue nokasaTens B MCXOAHOW eaMHULIE U3MEPEHNS;
K™ - makcumanbHoe (LeneBoe) 3HaueHue nokasaTternsi B UCXOAHOM ANHULIE U3MEPEHUS;

K™ - MuHMManbHoOe (XyALee) 3HaueHWe nokasaTensi B UCXOAHON eAUHULIE U3MEPEHUS.

[na nokasatenen, yBenndyeHune 3Ha4YeHun KOTOPbIX XapaKTepusyeTt CHUXEeHNEe KadecTBa pa6OTbI
opraHunsauunm couunarnbHOro O6CJ'IY)KI/IBaHVIF| HacelneHua, onpeaendaeTtcda MUHMMalribHOe (u,eneBoe) 3Ha4yeHne B
NCXOOHOW eauHuLe N3MepeHnd, KOTOpOMY COOTBETCTBYET 10 GannoB no pgecatTMbannbHOM LWkKane wu
MaKcumaribHoe (xyp,Luee) 3HayeHWe nokasaTenss B UCXOO4HOW efuHuLe n3mMepeHnd, KOTopomMy COOTBETCTBYET 0

o 10
GannoB no pgecsatubannbHOM LWkane. B aTom Clnyqae 3Ha4YeHudA ki no oueHnBaemMmbiM oOpraHm3aynam

paccunTbiBalOTCA MO cnegyowen popmyne:

klo _ kl _ k;\’laKC

=—!' 1 _ x 10, rge:
I k;vmn—x _ k;v[axc

ki - 3Ha4YeHme nokasaTensa B UICXOOHON eamHuLe N3MepeHns;

K™ - MuHMManbHOe (LeneBoe) aHaueHne NokasaTens B MCXOAHON eAMHULE U3MEPEHNS;
K™ - makcumanbHoe (xyalee) 3HaueHe nokasaTensi B UCXOAHON eAUHWLIE M3MEPEHNS;

2) aecatnbannbHas WwkKana B 3aBMCUMOCTU OT 3HAYEHUI nokasartenen ki B UCXOOHOW eauHuLe n3mMepeHua

ycTaHaBnMBaeTcs obLeCTBEHHBIM COBETOM METOAOM 3KCMEPTHBLIX OLEHOK.

34. YNONHOMOYEHHbIN OpraH COBMECTHO C OOLeCTBEHHbIM COBETOM OpraHu3yeT KOHTPOfb 3a cobnogeHnemM
opraHmsaumen coumanbHoro obcnyxmBaHust - onepatopoMm MeToguuyecknx pekomeHgauumi npu nNpoBedeHuM
HEe3aBNCMMOW OLEHKN.

35. Mo nToram npoBeAeHWs1 HE3ABUCUMOWN OLEHKM OBLLECTBEHHbIN COBET pa3pabaTtbiBaeT u npeacraBnsaet
OLEeHVBaeMbIM OpraHM3aumsaM couuanbHOro ob6CnyxMBaHns NpeanoXkeHns no ynyyweHno KayecTBa nx paboTsl.

36. [Mo npeacrtaBneHHbIM OOLLECTBEHHBIM COBETOM  MPEANOXEHWsIM  OpraHvM3auuyM  CouMarbHOro
obecnyxuBaHua paspabaTbiBaloT UM yTBEPXOAKT NiiaHbl MEponpuAaTUA MO YNy4leHWo KadyecTBa CBoew paboTbl
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(oanee - NnaHbl MepPONPUATUIA) B COOTBETCTBMU C NPUMEPHOM POPMON NnaHa, npeaycMoTpeHHon npunoxeHvem N
4 k MeToaMYECKMM pekoMeHOaunaM.

37. OpraHusauun coumanbHOro obcnyknBaHusa pasmeLlarT nraHbl MeponpuATUA Ha CBOUX ouLIManbHbIX
cauntax B cetu "MHTepHeT" (Npy HanM4um cantos) n obecneunsaroT UX BbINOHEHNE.

38. B nnaHe meponpuaTuin pekoMeHayeTcsa npegycMaTpuBaTb MEPONPUSTUS, peannsaums KOTopbIX:

HenocpeaCTBEHHO MOXET MOBNUATb Ha pelleHne npobnem, B TOM YMCIE Ha yCTpaHeHne 1 NpeaoTBpalleHme
HapyLleHMI HOPMaTUBHO YCTaHOBIEHHbIX TpebOBaHWI, BbISIBMEHHBIX MO UTOraM HE3AaBUCUMOW OLIEHKN;

NMO3BOMUT MOBLICUTL YPOBEHb YAOBMNETBOPEHHOCTM Mofy4vaTenen coumanbHbIX YCNyr KOMGOPTHOCTbIO
NPOXUBaHUS B OpraHW3auum coumnanbHOro OOCMHYXXUBAHWS, BEXIMBOCTBIO UM KOMMNETEHTHOCTbIO PabOTHUKOB,
pesynbTataMu NpegoCTaBNeHUs CoLManbHbIX YCIYT;

obecneunTt peannsauuio OXMAaHUMA NonyvaTenen coumanbHbIX YCyr B chepe coumanbHOro 0bCnyKuBaHusl.

39. PesynbTaTthl NnpoBeAeHUSA HE3aBUCKMMOW OLEHKMN HanpaBneHbl Ha:

obecneyeHve nonyyatenen couuanbHbIX YCNyr OOMOMHUTENbHOM WHGOpMauMen o KayecTse paboThbl
opraHm3aumi coumanbHOro obcnyxunBaHus, B TOM 4nucne nytem ooOpMMpoBaHNS PENTUHIOB, B LENAX peanusaumu
npuMHagnexawero nonyyatensm couuanbHbIX YCNyr npasBa Bblbopa KOHKPETHOW OpraHv3auum coumarnbHOro
obcnyxmBaHus ANS NOMy4YeHUs counanbHbIX YCIyT;

onpegeneHne pesynbTaTMBHOCTU OEeATENbHOCTUM OpraHvM3aumyM CoumanbHOro OBCNyXuBaHWS U NPUHSATUE
CBOEBPEMEHHbIX Mep MO MOBbILEHNIO 3PDEKTUBHOCTU UMK MO ONTUMU3ALUN ee OeATENbHOCTY;

CBOEBPEMEHHOE BbISIBIIEHNE HEraTUBHbIX (PaKTOPOB, BIUAKOLLMX HA KAYECTBO NPeAoCTaBeHns coumnarnbHbiX
ycnyr B cdepe coumanbHOro o6cnyXnBaHns, U ycTpaHeHNe UX NPUYUH NyTEM peanu3auimun niiaHoB MeponpusaTUm,
a TaKke OCYLIECTBMEHUE CTMMYNMPOBaHUS pyKoBOOUTENEN W pabOTHMKOB OpraHvM3auui couumanbHOro
obcnyxmBaHus.

Mpunoxexne N 1

K METOOUYECKNM pPEKOMEHAALMAM

no NpoBeAEHMIO HE3ABUCUMOW OLLEHKU
KayecTBa paboTbl opraHu3auum,
OKa3blBaloLLMX COoLManbHbIE YCIyrn

B cdhepe coumanbHOro o6cnyxunsaHums,
yTBEPXXAEHHBIM Npuka3oMm MuHTpyaa Poccum
ot 30 aBrycta 2013 r. N 391a

NMEPEYEHb
NHOOPMALIMN N OOKYMEHTOB, PEKOMEHAYEMbIX K PABMELLEHWIO
OPIrAHMN3ALUMAMKN COLUMNATIBHOIO OBCITY>KUBAHNA HA MHOOPMALMOHHbBLIX
CTEHOAX, B CPECTBAX MACCOBOW MH®OPMALIN, CETU "MHTEPHET"

1. MHdopmauus:

a) 0 pJdaTte co3fgaHus, ydpegutene (ydpegouTensix), MecTe HaxOXOeHus, pexume, rpacuke paboThbl,
KOHTaKTHbIX TenedoHax ¥ agpecax 3MEeKTPOHHOW MOYTbl OpraHuM3auumM couManbHOro o6CnyXuBaHUA U ee
dunmanos (Npu Hanu4um);

©) o cTpykType n 006 opraHax ynpasfieHusi OpraHn3aumm coumnansHoro obcnyxXnBaHms;

B) 0 dpopmax coumanbHOro o6CnyXMBaHUA U BUOaxX coLMarnbHbIX YCNYr, NPpegoCTaBsieMbIX OpraHusaumnen
coumanbHOro ooCnyXxmBaHus;

r) O YNCIEHHOCTU Mofy4vaTtenen coumanbHbIX YCnyr no ¢opmam couunanbHOro obCrnyXuBaHust U BUOAM
coumanbHbIX YCNyr 3a cyeT BIIKETHbIX accurHoBaHui bogxkeToB cybbekTtoB Poccuiickon depgepaumm, MeCTHbIX
OOKETOB 1 MO AOroBOpaM 3a CHET CPeAcTB PUINYECKMX U (UNTN) KOPUANYECKUX JTNLL;

4) O PpyKoBOOWUTENE OpraHMsauum couuanbHOro OoOCMyXKMBaHWS, €ro 3aMecTUTENsX, PYKOBOAUTENSX
unmnanos opraHMsauum coumanbHOro 06cnyXnBaHnsa (MpU X HanU4uMu);

€) 0 nepcoHanbHOM cocTaBe pabOTHMKOB OpraHvM3auuy CoumanbHOro obCnyXMBaHUA C yKasaHWEM YPOBHS
obpasoBaHus, kBanudukaLum n onsitTa paboThi;
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X) O MaTepuanbHO-TEXHMYECKOM obecneveHun npenocTaBreHns coumanbHbIX ycnyr (B TOM 4ucne o
HanMunm obopyaoBaHHbLIX NOMELLEHWI ANS NPefoCTaBNeHNs coumnanbHbIX YCnyr No BUaaMm coumarnbHbIX YCnyr, B
TOM 4yucne 6ubnmoTek, o6bEKTOB crnopTa, CPeAcTB 0B0ydYeHus U BOCNUTaHWUS, 06 YCMNOBMAX NUTaHUS U OXPaHbl
300pOBbs  Monyyatenem  counanbHbIX  ycrnyr, O  JocTyne K  WMHPOPMAUMOHHbIM  CUCTEMaM ¥
NHOOPMALIMOHHO-TENEKOMMYHUKALUOHHBIM CeTsiM, 06 SMNeKTPOHHbIX pecypcax, K KoTopbiM obecnedvBaeTcs
AOCTYN nonyyartenen coumanbHbiX YCyr);

3) O KonuuyecTBe CBOBOAHBLIX MeCT AN mnpvema nonyvaTenel coumanbHbIX YCRyr no Kaxpow dopme
coumanbHoOro obcnyxmBaHWA MO BMAaM couManbHbIX YCRyr Ha MecTa, MHaHCMpyemble 3a cyeT BoaKeTHbIX
accurHosaHunm GrogxeToB cybbekToB Poccuiickon Pefepaumn, MecTHbIX OlogKeToB, NO [OroBopaMm 3a cyet
cpeacTs MU3NYECKMX U (MNK) IOPUANYECKNX NNL;

n) 06 obbeme AeAaTenbLHOCTV NO NPeAOoCTaBNEHMI0 CoLManbHbIX YCnyr, (huHaHcoBoe obecneyeHne KOTopoWn
OCyLLecTBMAeTCA 3a cyeT OlmKeTHbIX accurHoBaHui BrogxkeToB cybbekToB Poccuickon depepaumm, MECTHbIX
6roOKeTOB, MO JOrOBOpaM 3a CHeT cpeAcTB DU3NYECKMX U (UITN) IOPUONYECKMX NKLL;

K) O NOCTYNMeHNN PUHAHCOBLIX Y MaTepuarnbHbIX CPEACTB M 06 MX pacxogoBaHuM MO ntoram UHaAHCOBOro
roaa;

n) uHasa uHdopmaums, Heobxogmmas ANa pacyeTa 3Ha4YeHUN nokasaTtenew kadectea paboTbl opraHusauum
coumnansHoro obcnyxmBaHums.

2. [1OKyMEHTbI:

a) Konusa ycTaea opraHusaummn coumasnbHOro 06CnyKnBaHms;

6) KonNuM nNMUEeH3u (NpyM HanuuuM) Ha ocyllecTBrieHne obpas3oBaTenbHOW AeATEeNbHOCTW, MeAULMHCKON
AEATEeNbHOCTM (C NPUIOXEHNAMM);

B) KOMWS nnaHa (PUMHAHCOBO-XO3SIMCTBEHHOW AEATENbHOCTU OpraHvM3auMn coumanbHOro obcnyxvBaHus,
YyTBEPXOEHHOro B YCTaHOBMEHHOM 3akoHoAaTenbcTBoM Poccuickon ®epgepaunn nopsgke, nnm 6104xeTHON CMeTbl
opraHm3aumm counansHOro obcnyxmBaHus;

r) KOMMM npaBun BHYTPEHHEro pacrnopsgka nornydatenen coumanbHbiX YCryr, npasBun BHYTPEHHEro
TPYOOBOro pacnopska, KOnneKTMBHOro 4oroBopa;

A4) KonNuM [OKyMeHTa O nopsgke NpedocTaBrieHus couuvanbHbIX yCernyr 3a nnaty, B TOM uucne obpasey
JoroBopa O MpefoCTaBfeHnyn couuanbHbIX YCAyr 3a nnaty, [AOKyMeHTa 06 yTBepXaeHun CTOMMOCTM
npefocTaBneHns coumanbHbIX YCNyr No BUAaM coumarnbHbIX YCAyr;

€) KOnuMn npeannucaHuii opraHoB, OCYLLECTBMSAKLWMX FOCYAapCTBEHHbIN KOHTPOMNb B cdepe coumanbHOro
obcnyxnBaHns, 0T4eTOB 06 MCNOMHEHUN TaKMX NpeanmcaHnin.

3. VHaa wHdopmMauMs W [OOKYMEHTbl, KOTOpble pasMeLlatoTcs, OnybrMKOBbIBAIOTCA MO  peLueHuto
opraHuMsaumMm couunanbHoOro obcnyxuMBaHus wu (Mnn) pasMelleHne, onybnukoBaHWe KOTOPbIX SBMASKOTCA
ob6sA3aTenbHbIMM B COOTBETCTBUM C 3aKOHOAaTenbCcTBOM Poccuiickon ®epepaumn.

Mpunoxexune N 2

K METOONYECKUM pekoMeHaaLmnsam

no NpoBeAEeHUIO HE3aBUCUMOM OLIEHKN
kavecTBa paboTbl OpraHn3auun,
OKasblBatoLLMX coLnanbHble yenyru

B cchepe coumanbHOro obcnyxmnsaHms,
yTBEPXAEHHbLIM npukasoMm MuHTpyaa Poccun
ot 30 aBrycta 2013 r. N 391a

MpumepHbIN 06pa3seL

AHKETA
10 aHalu3y YINOBJIETBOPEHHOCTM KadyeCTBOM OKaBaHUA
COLMAaJIbHEIX YCJIYyI' B opraHmsauM;{x COLMaJIBHOIT'O O@CJ‘[y)KMBaHMF{
(B 3aBMCHMMOCTM OT TMUIa OpPITaHM3aALUMU
COLMAaJIbHOTO OODCIIYyXMBAHMSA)
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Mu1 XOTVM yY3HAaTb, KakK BH OllIeHMBaeTe KauecTBO pPaboTH OpTaHM3alumn
COLMAJILHOTO OOCHIYyXMBAHMSA, B KOTOPOM BaM OKa3BBAKT COLMAJIbLHEE YCIYyIU.
lIpocuM Bac ¢ T[OHMMAHMEM OTHEeCTMCH K AaHKEeTUMPOBAHMI U BHUMATEJILHO

OTBETUTH Ha 3alaBaeMule BOINPOCH. BrfepuTe OOMH M3 BapMAHTOB HAa KaXIbld
BOIPOC.

Ilpy ©5TOM He HYXHO YKasHBaTh CBOe wuMsd, Bal JIMUHEIE OAHHBIE HUIOE HE
Ipo3ByYaT.

Bame MHeHMe HaM OdYeHb BaXHO M OyHeT ydTeHO B HaljibHeuwel paboTe.

1. B KOTOpPHM pa3 Bu 00paTuUIMCh B OpTaHM3ALMIOD COLMAJILHOTO OOCIIYXMUBAHMUA
3a MNOJIyUeHMEM COLMAJIbHEIX YCJIYyT :

[J BIIEPBHE
[] IIOBTOPHO

2. Kakx Bu oOlLeHMBaeTe CBOO MHPOPMUPOBAHHOCTE O paboTe OpTaHM3aLUM U
IopSOKe MNPEeNOCTaBJIEHMS COLMAJIbHEIX YCJYyTI':

xopowo MHQOPMUPOBAH (a)
cnabo MHQOPMMPORBRAH (a)

He MHOOpMMPOBAH (a)

3. VY@moBJeTBOPSAOT JM Bac ycJoBusa (IIoOMelleHMe, MMellleecsa oDopymoBaHUe,
Mefbelb, MADKMY MHBEHTApb U Ip.) IpeloCTaBJIeHMS COLMAaJIbHEIX YCJIyI'? BaMm s3Iechb
KOMPOPTHO:

MMOJIHOCTHIO

YaCTUUHO

YCJIOBUS He YIOBJIETBOPAIT (yxkasars, yTo VIMEHHO He
YIOOBJIETBOPSAET)

4. Bur YIOBJIE TBOPEHH KOMIIETEHTHOCTBIO IIepcoHajla (nIpodecCcroHaJIbHOM
I'PaMOTHOCTLIO) opu HOpenocTaBjieHuM Bam ycuayr? JoBOJbHEL JM Bel paboTou

pa@OTHMKOB OpraHM3alunm:

]
7 e

5. Cumraere s Bel, 4UTO Pa®OTHMKM OPTAHM3ALMM BEXJIMBE M HOOPOXEJaTeJIbHE :
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oa, BceTma M B JOOOM CUTyalUu

ckopee, HeT

abCOJIIOTHO HEeT

6. Kak Bwl olLeHMBaeTe nepmon OXMIaHMA IIOJIYUYEeHMA YCIyI':

odepellb Ha IIoJIydeHMre YyCJIyI' OTCyTCTBYyeT

HEe3HA4YMUTEJIbHE Nepuon npebeBali(a) B odepenn

Inepmon OXMIaHMA B odepenn OJIUTEJIbHBIM

7. YJIOBJ'IeTBOpF[eT I Bac xauecTBO NUTAHUA:

ITOJIHOCTBIO

YaCTUMYHO

He YHOOBJIETBOPSET

8. VYIOoBJIeTBOPSALT JM Bac kauecTBO YyOOPKM IIOMeleHUlM, B KOTOPEX BEL
HaxomouTechb, OQOpPMJIEHME M OCRBElleHME KOMHAT, TEMIEPATYPHBIM PEXMM :
IIOJIHOCTBIO
YaCTUYHO
He YIOOBJIETBOPAIT (yxasarsb, 4uTo VIMEHHO He
YIOOBJIETBOPSAET)

9. YnmoryeTBOpseT JM Bac, KakK XpPaHATCS Bamu JIMUHBEIE BEIM:

IIOJIHOCTBIO

JaCTUYHO

HEe YyIOOBJIETBOpPAET

KoHcynbTaHTINIOC
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10. VYpoBjeTeBopseT JM Bac KaueCcTBO [IPOBOAMMEIX MEPOIPUATHMINI, MMEOIMX
TPYNNOBOM xXapakTep (0O3OOPOBUTEJNILHEIX, HOCYT'OBEIX, NPOOMUIAKTUUECKMX UM IIpP.) :

IIOJIHOCTBIO

JaCTUUHO

He YyIOOBJIETBOpPAET

11. I[TocoBeTyeTe Jn Ber CBOMM POOCTBEHHNMKAM 1 3HAKOMBIM O6pa'I‘I/I'I‘I:CF[ B
OJAaHHYI OPTIaHM3alMK 3a IIO0JIydYeHMEM COLMAaJIbHEIX YCJIYyI':

a

HeT

ITIOKa He 3Hak

Bamy nOpenjioxeHms, I[OXeJIaHMa I[I0 YJYUIIeHMI0O KadecTBa I[IpeloCTaBJISeMbIX
COLUMAaJIbHBEIX YCJyI':

IDaTa =amnojgHeHms " " 20 T.

BJIATOJIAPVM BAC 3A YUYACTUE
B HAIIEM OIIPOCE!

MpunoxexHne N 3

K METOOANYECKUM pekoMeHaaumnsam

no NpoBeAeHMNI0 HE3aBUCUMOWN CUCTEMbI
OLEHKU KayecTBa paboTkl opraHusaLmn,
OKa3blBaloLLMX CoLManbHble yCrnyru

B cchepe coumanbHoro obenyxnBaHus,
yTBEPXAEHHbIM Npuka3om MuHTpyaa Poccun
ot 30 aBrycta 2013 r. N 391a

) MEPEYEHb )
MOKASBATENEM OLIEHKW KAYECTBA PAEOTbI OPFAHU3ALINI
COLMAIIBHOT O OBCTYXXVBAHUA

HanmeHoBaHWe nokasaTensi McToYHMK 3Ha4yMmMocTb
nMHcopmaunm nokasarens,
6annbl (Makc =
10)
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[lokyMeHT npefoctaBneH KoHcynbTaHTloC

[ata coxpaHeHus: 07.11.2013

1. OTKPbLITOCTb ¥ AOCTYMHOCTb MHGOPMaUnM 06 opraHnsaLuu:

1) ypoBeHb penTuHra Ha cante www.bus.gov.ru (o1 0 go 1)

www.bus.gov.ru

~

2) NonHoTa, aKTyanbHOCTb W MOHATHOCTb MHopmMauun o6
opraHusaumm coumnanbHOro obcnyxmeBaHus, pasmeLLlaemMon Ha
odmumansHom cante (bannol)

AHanus canTtoB

3) Hanuume u [OCTYNHOCTb crnocoboB obpaTHOM CBA3W C
nonyyaTensMu coumnanbsHblx ycnyr (6ann)

AHanus canTtos

4) pona nud, cuvTalWwmMx wHpopmMmupoBaHne o paboTte
opraHusaummM couuanbHoro obcnyxuBaHuss U nopsiake
npegocTaBneHns coumanbHbIX YCNyr 4OCTaToYHbIM (OT YMcna
OMNPOLLEHHBbIX, %)

Onpoc  rpaxaaH
nonyyarenen
coumanbHbIX ycnyr

2. KoMhopTHOCTb YCMOBUIA U AOCTYMHOCTb MONYYEHNS YCIyr, B TOM Yucre ANns rpaxaaH ¢ orpaHUYeHHbIMM

BO3MOXHOCTAMM 300POBbA:

1) cTeneHb BbIMNOMHEHWS  YCMOBWA  AOCTYMHOCTM AN
nWHBanNMAoB (B TOM uucne geTen-uHBanuMaoB) W ApPYrux nuu ¢
OrPaHNYEHHBIMN BO3MOXHOCTAMW 3[40POBbS, YYMTbIBAOLLMX
OrPaHMNYEHNs UX XKU3HEAEeATEeNbHOCTU MpU MNpeaoCcTaBreHun
coumarnbHbIX YCNyr B CTaUMOHAPHBIX MW MONyCTaLMOHaPHbIX
ycnosusix (6annbl)

HeBkntoyeHHoe
HabntoaeHve

10

2) COOTBETCTBUE nnoLlaaen KUNbIX nomeLeHnn
YCTaHOBIEHHbIM CaHUTapHO-TUIMEHNYECKUM "
CaHUTapHO-3MMOEMUONIOrMYECKMM HOPMaM W HopMaTuBam B
pac4yeTte Ha ogHoro obcnyxnsaemoro (%)

CratucTuka

10

3) yAOBNETBOPEHHOCTb YCIOBUSMN (MOMELLEHNE, UMEIOLLEeEeCs
obopygosaHue, wmebenb, MArKMA WHBEHTapb, XpaHeHue
NMYHBIX BELLEN 1 MpoY.) NpeoCTaBeHns counarnbHbIX yCryr
(%)

Onpoc rpaxgaH -
nonyyarenen
coumanbHbIX ycnyr

3. BpeMFI OXnaaHua B ovepenn npu nonyvyeHumn counarnbHbIX YCIyr:

1) cpegHee Bpemsi  OXuOAHUA  MONyYeHUs
opraHusaumu coumasnbHoro obenyxusaHus (OH.)

ycnyr B

Onpoc rpaxaaH -
nony4arenemn
coumanbHbIX ycnyr

2) ponsa nonyyartenemn ycnyr, OLeHVBaLWMX BPEMS OXnaaHus
MONy4YeHNs CoumarnbHbIX YCNYr Kak He3Ha4yMTenbHoe, OT Yucna
onpoLleHHbIX (%)

Onpoc rpaxaaH -
nony4arenen
coumanbHbIX ycryr

4. ,D,O6pO)KeJ'IaTeJ'IbHOCTb, BEXJTIMBOCTb N KOMIMETEHTHOCTb pa6OTHl/IKOB opraHnsauunu:

1) gona nonyyartenen ycnyr, KOTOpble BbICOKO OLIEHMBAIOT
,EI,OﬁpO)KeJ'IaTeJ'IbHOCTb, BEXIMNBOCTb n BHUMATEJIbHOCTb
coumanbHbIX U WHbIX KaTeropum paboTHUKOB OpraHu3aumm
coumanbHoro obcnyxmeanus (%)

Onpoc rpaxgaH -
nony4arernen
coumanbHbIX ycryr

2) pons nonyyatenenm ycrnyr, KOTOpble BbICOKO OLEHUBAOT
KOMMETEHTHOCTb CoLuMarnbHbIX U UHbIX KaTeropuii paboTHUKOB
opraHunsaumm coumansHoro obenyxmsanus (%)

Onpoc rpaxpgaH -
nonyyartenemn
coumanbHbIX ycryr

5. YO0BNEeTBOPEHHOCTb Ka4eCTBOM OBCNYKMBaAHWUS B OpraHv3auum:

1) gons nonyyaTenen ycnyr, YOOBIETBOPEHHbIX Ka4yeCTBOM
obCcnyxmMBaHMa B OpraHm3auum coumanbHOro obcnyXmnBaHus
(%)

Onpoc rpaxpgaH -
nony4arenemn
coumanbHbIX ycnyr

10

2) gons nonydatenen ycnyr, yAOBMETBOPEHHbLIX YCMNOBUSAMU
NPOXWBAHUS B OAHO-, OBYX-, TPEX- WK YETbIPEXMECTHbIX
XUIbIX KOMHaTax CTalMOHapHbIX OpraHusaLluii couuanbHoro
obcnyxveaHus (%)

Onpoc rpaxaaH -
nony4arenemn
coumanbHbIX ycryr

3) nons nonyyatenewn ycnyr, KOTOpble rOTOBbI PEKOMEHA0BATH
opraHusaumio  coumanbHOro  oBCnyXuBaHUsS  ApY3bsM,
pPOACTBEHHMKaM, 3HakoMbIM (%)

Onpoc rpaxaaH -
nony4arenemn
coumanbHbIX ycnyr

4) ponsi nonydyatenien YCnyr, OXBa4Ye€HHbIX COLManbHbIMU

OdwmuymanbHas

10
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a

"O MeToANYECKMX pEKOMEHAALMSX MO MPOBEAEHMIO HE3ABUCMMOI OLIEHKM
KayecTBa paboTbl OpraHM3aLmii, okasbiBatoLLMX coLmarbHble ycnyru B cchepe
coumanbHoro obcnyxmBaHns"

[JokymeHT npepoctasneH KoHcynbTaHTI0C
[ata coxpaHeHus: 07.11.2013

ycrnyramm B COOTBETCTBUM C WHAMBUAOYarNbHbIMU KapTamu
peabunutaumm (%)

CTaTUCTUKa

5) umcno obocHoBaHHBLIX >anob nonyvatenen ycnyr Ha
KayecTBO ycnyr, npenocTaBneHHbIX opraHu3aumen
coumansHoro obcnyxuBaHua (kanob Ha 100 nonyyatenen
yenyr)

OdwmumansHas 8
cTaTtucTumka

6) yaoBneTBOpeHHOCTb KayecTBOoM nutaHus (%)

Onpoc rpaxaaH - 9
nonyyarenen
coumanbHbIX ycnyr

7) YOOBNETBOPEHHOCTb Ka4yecTBOM MPOBOANMBIX
MepONPUSATUIA, UMeLLMX rPynnoBo Xapaktep
(0300pPOBUTENBHBIX, [OOCYrOBbIX, MPOMUIAKTUYECKMX M Tp.)
(%)

Onpoc rpaxgaH - 8
nonyyartenemn
coumanbHbIX ycryr

Mpunoxexune N 4

K METOOUYECKUM pekoMeHaaumnsam

no NpoOBEAEHUNIO HE3ABUCUMOM OLEHKN
KayecTBa paboTbl opraHM3saLmn,
OKa3blBaloLLMX coLmanbHble ycnyrm B cdpepe
coumanbHoro o6cnyXMBaHmsa HaceneHus,
yTBEPXXAEHHBIM Npuka3om MuHTpyaa Poccum
ot 30 aBrycta 2013 r. N 391a

dopma
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Mpuka3s MuHTpyaa Poccum ot 30.08.2013 N 391a
"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3AaBUCMMOM OLIEHKM KayecTBa paboTbl OpraHu3aLmid,
OKa3bIBaOLWMX COLManbHble yCnyr B cepe coumanbHoro obcnyxunBaHms”

[okyMmeHT npepoctasneH KoHcynbTaHTIt0C

[ata coxpaHenusi: 07.11.2013

HaumeHoOBaHUE OopraHM3anmuy COoLMaJIbHOI'O

Ilrnan

MEPONPUATUN 10 YJIYyUNEeHMIO KadecTBa paboTe OopraHM3almuu

COLMAaJIbHOTO OOCIYXUBAHUS

ODCITYyXMBAHUA :
N HaumeHoBaHne OcHoBaHue Cpok OTBETCTBEHHbIN PesynbTtar [Nokasartenu,
n/n MepOonpusaTUs peanusaunn peanusauuu Xapakrtepuaytowme
(pesynbTaT peaynbTaT BbINOSIHEHWS
HEe3aBNCMMON MEpPONpUATUSA
OLIEHKM KayecTBa)
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