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MWHUCTEPCTBO TPYOA U COLMAIIbHOW 3ALLINTLI POCCUACKOW ®EQEPALINU

NPUKA3
ot 30 aBrycta 2013 r. N 391a

O METOAMYECKMX PEKOMEHOALUAX
Nno NPOBEAEHUIO HE3ABUCUMOW OLIEHKN KAYECTBA PABOThHI
OPrAHU3ALIMA, OKA3BIBAIOLUNX COLUATIBHBIE YCNYTU B COEPE
COLMAIIbHOIO OCNYXXUBAHUA

B uenax peanusaumn nognyHkta "k" nyHkta 1 Ykasa lNpesmageHta Poccunckon ®epepaumm ot 7 maa 2012 r.
N 597 "O mepax no peanusaLuu rocygapcTBEHHOW CoUMAnbHOW NOMUTUKA", B COOTBETCTBUM C NOCTAHOBMEHUEM
MpaButensctea Poccuiickon ®eapepaumm ot 30 mapta 2013 r. N 286 "O cdopmmpoBaHMM HE3ABUCUMOWN CUCTEMBI
OLEHKN KkavecTBa paboTbl OpraHuM3auui, OKasbiBalOWMX CouManbHble ycryrm" v nAaHoM MepPONnpUSTUA Mo
(HPOPMMNPOBAHNIO HE3ABUCMMOM CUCTEMbI OLIEHKM KadecTBa paboTbl OpraHv3auui, OKasblBalOWMX CouManbHble
ycnyru, yTBepXaeHHblM pacnopskeHnem lNpasutensctBa Poccuiickon ®epepaunn ot 30 mapta 2013 r. N 487-p,
nprKasbIBalo:

1. YTBepauMTb METOAMYECKME PEKOMEHAALMU MO NPOBEOEHUI0 HE3aBMCMMOW OLIEHKM KadecTBa paboThbl
opraHm3auui, okasblBaloLMUX coumanbHble ycnyrm B cdepe couunansHoro obenyxmeaHua (ganee - Metoanyeckme
pekoMeHaaLumm), COrfacHo NPUNOXEHMIO.

2. [OenaptameHTy gemorpadvyeckon MOAUTMKM M coumanbHOW 3awmuTbl HaceneHwus (O.B. CamapuHa) m
JdenapTaMeHTy KOMMMNEKCHOro aHanu3a u nporHosvpoBaHus (B.®. KonbaHoB) ocywecTBNATb MeToau4eckoe u
WH(OPMAaLIMOHHOE COMPOBOXAEHNE [OEATENbHOCTM MO NPOBEAEHMIO HE3aBUCUMOM OLEHKM KayecTBa paboTbl
OopraHusaumi, OkasbliBaOLLUX coLManbHble YCryru B cdhepe coumnansHoro obcrnyxmeaHums.

3. PekomeHgoBaTb opraHaM UCMNOSHUTENbHOM BnacTu cyobektoB Poccuiickon epgepauuu:

npuMeHATb MeToauyeckme pekomMeHdauuu Mpu NpoBeAeHWWM HEe3aBWCUMOW OLEHKM KavecTBa paboTbl
opraHu3auui, okasbiBatoLLMX coumarnbHble YCnyrn B cpepe coumanbHOro 00CnyxmBaHus;

OCYLLECTBMNATb MOHUTOPUHI BBEOEHNS HE3aBUCUMOW OLEHKN KayecTBa paboTbl OpraHM3aumi, oKasbiBatoLmX
coumnaneHble ycryru B cdepe coumnansHOro obcnyxXmnBaHnsi, B COOTBETCTBUM € Npuka3dom MuHTpyaa Poccum ot 31
masa 2013 r. N 234a.

4. KOHTpomnb 3a MCMOSIHEHMEM HACTOSALWEro npukasa BO3MOXWTb Ha 3amectutens MwuHucTpa Tpyaa u
coumnansHon 3awmTel Poccuiickon ®egepaunn A.B. Bos4yeHko.

MwuHncTp
M.TOMWUNWH

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

METOAWYECKME PEKOMEHOALIUU
Mo NPOBEAEHUIO HE3ABUCUMOM OLIEHKN KAYECTBA PABOThI
OPrAHU3ALIMA, OKA3BIBAIOLUNX COLUATIBLHBIE YCINYTU B COEPE
COLMANBbHOI O OBCIYXXUBAHUA

1. MeToguyeckne pekomMeHOauun no NpPOBEOEHUI0 HE3ABMCUMOW OLIEHKM KavecTBa paboTbl opraHusauum,
OKa3bIBaKOLWMX coumarnbHble ycnyrn B cdepe coumanbHOro obcnyxmpaHus HaceneHus (ganee COOTBETCTBEHHO -
opraHusaumm coumansHoro obcnyxmnBaHus, Metognyeckne pekomeHgaumm), paspaboTaHel B Liensax obecnevyeHus
€[VHbIX MOAX0A0B U TpeboBaHUA K (PYHKLMOHMPOBAHMIO HE3ABMCUMOWM OLEHKM KadecTBa paboTbl opraHv3auun
coumanbHoOro obcnyxuBaHus (ganee - He3aBUCKMMasi OLIEHKA), a Takke oKasaHUs MeToAMYECKON NOMOLLU OpraHam
ncnonHuTenbHon Bnactu cybbektoB Poccunckon ®egepauun, obLLECTBEHHBIM COBETAM MPU yKa3aHHbIX OpraHax,
OTBETCTBEHHbLIM 32 NPOBEAEHNE HE3ABUCUMOW OLIEHKM (Oanee - 0OLeCTBEHHbIE COBETHI).

2. lNMoa He3aBUCMMOWM OLLEHKOM B Lenax MeTtoandecknx pekomeHaaunin NoOHMMaeTCs OUEeHKa AeATeNbHOCTU
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opraHmsaumi coumanbHOro obcnyxmBaHUA B COOTBETCTBUM C  KPUTEPUAMW U MoKasaTensaMm OLEHKN,

onpeaeneHHbIMM OBLEeCTBEHHbIM COBETOM B YCTAHOBIIEHHOM MOPSAKe, M COCTaBfeHWe PENTUHIOB KadecTBa

paboTbl OpraHM3aumi counansHOro obecnyxmeBaHus (ganee - PENTUHT) Ha OCHOBE CNeAYLWNX NPUHLMMNOB:
3aKOHHOCTb;

OTKPbITOCTb U NYBNUYHOCTb;

A0BPOBOMBHOCTL Y4aCTUs OOLLECTBEHHbIX 00 beANHEHNI;

He3aBUCHMOCTb MHEHWUI rpaxaaH, 3KCnepToB, 06LLEeCTBEHHbIX 06 beANHEHNN;

nornHoTa MHgopMaLun, UCNonNb3yeMon AN NPoBeAeHNS OLIEHKM;

KOMMETEHTHOCTb 1 NPodeCccCnoHan1M3m YneHoB obLLEeCTBEHHOro coBeTa.

3. YyacTHMKamMn He3aBMCUMOW OLLEHKN ABNSAIOTCS:

0bLLEeCTBEHHbIE COBEThI;

noneymTensckne (obwecTBeHHble, HabnwaaTenbHbIe) COBETLI OPraHn3aLmin coumnanbHOro obcnyxuBaHus;

BCEPOCCUNCKNE, pernoHarbHble U MyHUUMnanbHble obwecTBeHHble obbeauHeHns B cdepe coumanbHOro
obcnyxumBaHus;

opraHusaumm counanbHOro obcnyxmBaHus;

rpaxgaHe - nonydaTenu coumarnbHbIX YCRyr B cdpepe coumanbHOro obCny>KMBaHUs, MX POACTBEHHUKU K
YneHbl CeMbM, 3aKOHHbIE NpeacTaBuTeny;

3KCnepTHOe coobLEecTBO;

PEenTUHroBbIE areHTCTBa, cpeAcTBa MaccoBOM UHopMaLIK.

4. Tlog opraHusauMsmu coumanbHOro obcnyxuBaHus Ana uenen MeToamyecknx pekoMeHZauuin
MOHMMAIOTCA FOCYAapPCTBEHHblE (MyHMUMNAnbHbIE) YYpeXOeHUs, OKasblBalolue coumarnbHble ycryrn B cdepe
coumanbHoro obcnyxkvBaHus, a TakKe opraHusaumm UWHbix OpM COBCTBEHHOCTW, OCYLLEeCTBAsSIOWMe
AeATenbHOCTb MO NPeAOCTaBNEHUIO COLManbHbIX YCNyr B cdhepe coumanbHOro o6CnyKuBaHums.

5. HesaBucumas oueHka npoBoguTcAd B obs3aTenbHOM MOpsAke B OTHOWEHWMM TFOCYAapCTBEHHbIX
(MyHVMUMNANbHbIX) YYPEXAEHUA, OKa3biBaloLLMX coumarnbHble YCyrn B cpepe coumanbHOro obcnyxuBaHums.

6. K rocygapCTBeHHbIM (MyHMUMNANbHLIM) yYpexgeHusM, OKasblBalLWMM couuanbHble ycnyrn B cdepe
coumanbHOro obCnyXmMBaHUSA, OTHOCATCSA: KOMMIEKCHbIE LEHTPbl COUManbHOro OBCMYXMBaHWUS HaceneHus;
TeppuTopuanbHble LEHTPbl COUManbHOM MNOMOLWM CeMbe WM AEeTAM; LEeHTPbl coumanbHoro obcnyxuBaHus;
coumanbHoO-peabunMTaumMoHHbIe LEeHTPbl ANS HeCOBEPLUEHHONETHMX; LeHTPbl NOMOLWM AeTAM, ocTaBlummcs 6e3
noneyeHns poauTenen; counanbHble NPUITbl ANA AeTed U NOAPOCTKOB; LIEHTPbI MCUMXONOro-neaarornyeckomn
MOMOLUM HACeNeHWto; LEeHTPbl 3KCTPEHHOW MCMXOMIOrMYeckon nomowM Mo TenedoHy; UeHTpbl (oTaeneHus)
coumanbHOW MOMOLLM Ha AOMY; OOMa HOYHOro npebbiBaHWs; cneumanbHble AoMa AN OAMHOKUX MpecTapernbix;
CTauMoOHapHble Yy4pexaeHus couuanbHOro obCnyxuBaHus (QOMa-wHTepHaTbl ANA npecTapenbiX U MHBanuaoB,
NCUXOHEBPOJSTOMMYECKUE UHTEPHATbI, AETCKME AOMa-UHTEPHATLI AN YMCTBEHHO OTCTanblX AeTen, JoMa-UHTepHaThI
Ans geten ¢ PuU3M4eCcKUMmn HegocTaTkamMm); FePOHTONOMMYECKME LEHTPbI, @ TakKe MHbIE YYpexaeHns coumanbHOro
obcnyxmBaHuUst HaceneHus.

7. OpraHusaumm uHbIX (POopmM COBCTBEHHOCTW, OCYLLECTBAAKOWME AeATeNnbHOCTb MO MNPeaoCTaBMAEeHUIo
coumnanbHbIX yCnyr B cdepe coumanbHOro obcnyxuBaHus, Bnpase Ha JOOPOBOMbHOW OCHOBE y4yacTBOBaTb B
NpoBeAEeHUN HE3AaBMCMMOW OLIEHKM U MpefocTaBnaTb UHOPMaLMIO O CBOEN AeATENbHOCTN ANS BKIOYEHUS UX B
nepeyveHb opraHusauun coumanbHOro obCcnyXuBaHus Ans NPOBEAEeHUS HE3aBUCUMOW OLEHKM U hOPMUPOBaHUS
penTuHros (ganee - lNepeyeHsb).

B cnyyae noaTBepxaeHns AOOPOBOMIbHOIO y4acTus TakMx opraHn3auui B NpoBeAeHNN He3aBUCUMON OLIEHKU
Ha HUX pacnpocTpaHstoTcs Bce TpeboBaHuss no obecneyeHuo NpoBedeHUss He3aBWCMMOMW  OLEeHKM,
npeabsBnseMble K rocyfapCTBeHHbIM (MyHUUMMANbHLIM) YYPEXAEHUSM, OKasblBalOLWMM couuarnbHble YCryru B
cchepe coumnanbHOro obcnyXnBaHus.

8. OpraHu3aumio npoBefeHNs He3aBUCUMOW OLEeHKM B cybbekte Poccunckon degepaummn ocyliecTBnseT
opraH ucnonHuWTenbHom Bnactn cybbvekta Poccuiickon ®egepaunn, YNONHOMOYEHHbIM Ha nNpoBedeHue
He3aBMCMMOM OLEHKM (ganee - YNonHOMOYEHHbIV OpraH), Ha KOTOpbIN BO3naraeTcs:

obuee opraHM3aunoHHoe obecneyeHne NPoBeAEHNST HE3ABMCUMOW OLIEHKM;

MOHWUTOPWHI NPOBEAEHNS HE3aBMCMMOWN OLIEHKM Ha PErMOHanbHOM YPOBHE;

obecneyeHne TEXHUYECKON BO3MOXHOCTU BbIP@XEHWS MHEHUN MoTpeduTenamm coumnanbHbIX YCIyr O
AeATEeNbHOCTM OpraHvM3auMin coumanbHOro obCnyXMBaHWA W yOOBNETBOPEHHOCTWM pe3ynbTaTaMu CoumaribHOro
obcnyxunBaHMa Ha oduumanbHOM canTe YNOSIHOMOYEHHOro opraHa B MHOPMaLMOHHO-TENEKOMMYHMKALMOHHOM
cetn "IHTepHeT" (ganee - cetb "VIHTEpHET") U odULManbHLIX CanTax opraHu3auuii coumnansHoro obcnyxmBaHus,
HaxoasLmxcs B BeAeHU YNOMHOMOYEHHOro opraHa (npy Hanuyum).
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9. B uenax cogencTsvs NpoBeAEHUIO HE3aBUCMMOW OLIEeHKU YMONMHOMOYEHHbIM OpraHoMm ¢opmMmupyeTtca
00LLecTBEHHbIN COBET.

10. OBLLecTBEHHbIE COBETHI:

dopmupytoT MNepeyHu;

onpeensioT KpuTepun 1 nokasateny kadecTsa paboTbl opraHu3aunin counansHOro obcnyxmeaHus;

yCTaHaBNMBalT NOPSAOK MPOBEeAEHNs] HE3aBUCUMOW OLIEHKM OpraHu3auMin couuanbHOro obecnyxmBaHus Ha
OCHOBaHUM NPUHATBIX MOKas3aTenen kavectBa paboTbl OpraHuW3auun couManbHOrO OOCMYXMBaHWS, C y4EeTOM
nNyHKTOB 21 1 22 MeToan4eCcKnx pekomeHgauunmy,;

opraHu3yloT paboTy no mayyeHuo, 0606LLEeHNI0 N aHanm3dy ObLLIECTBEHHOIO MHEHUSA O KadecTBe paboTbl
opraHm3aumi coumanbHoro obCcnyXuBaHWsi, B TOM 4Yucre cOPMUPOBAHHOIO OOLLECTBEHHBIMU OpraHM3auusMu,
npodeccroHanbHbIMM COOOLECTBAMU N MHBIMWU HE3ABUCUMbBIMW 3KCNEPTaMu, aHanu3y PevTUHIOB;

HanpaensT B YMNOMHOMOYEHHbIN OpraH WMHMOpPMaunMio O pesynbTaTaX HEe3aBUCMMOW OLEHKM, a Takke
npeanoXeHnst MO opraHM3auun He3aBMCUMOW OLEHKM, YrydleHUo kayecTBa paboTbl opraHu3aumin coLmarnbHOro
obcnyxmBaHus U 4OCTyNa nonyyaTtenen coumarnbHbIX YCAyr K MHhOpMaLuum 0 HUX;

OCYLLEeCTBAAKT WHble YyHKUMK, onpegensdemble  YNONHOMOYEHHbIM OpPraHoM B MOMOXeHuu 00
0o6LLecTBEHHOM coBeTe.

11. CocraB ob6uiecTBeHHOro coBeTta dopMupyeTca K3 4ucna npeacraButene  BCEPOCCUMNCKUX,
pervoHanbHbIX M MyHUUMNarnbHbIX OOLECTBEHHbIX 00beauMHeHWM B cdepe coumanbHOro obcnyxmBaHus,
obpasoBaTernbHbIX OpraHvM3auui BbICLLEro obpasoBaHuMs, NpodeccuoHarnbHbIX O0Opa3oBaTenbHbIX OpraHM3auumn,
OPYrux 3auMHTEpPeCcOBaHHbLIX OpraHM3auMi W Hes3aBUCUMMbIX 3KkcnepToB. [lpu  dopmupoBaHuMM  cocTasa
obLlecTBeHHOro coBeTa Heobxogmmo obecneynTb NPeAcTaBUTENbCTBO OT OOLLECTBEHHbIX OObeAMHEHWN,
npeacTaBnsalLWUX NHTEPEChl BCEX KaTeropuin HaceneHus, nony4varLwmx coumarnbHble yenyrn B yupexaeHusax. MNpu
3TOM cneayeT obecneynTb OTCYTCTBUE KOH(ITUKTA MHTEPECOB B OTHOLLEHMM YNIEHOB OOLLIECTBEHHOIO COBETA.

12. YNonHOMO4Y€eHHbIN opraH obecneyvvBaeT pasmelleHne uHdopmaumm o6 obLiecTBEHHOM COBeTe, B TOM
yncne nonoxeHns o6 obLiecTBEHHOM cCoBeTe, CBEAEHMS O ero cocTtaBe, NPOTOKONOB 3acefaHunii obLLEeCTBEHHOTO
coBeTa Ha oduumanbHOM cante YNorHOMOYEHHOro opraHa B cetu "UHTepHeT".

13. Mpwn npoeBegeHnn 3acegaHnii 06LLECTBEHHOIO coBeTa obecneymBaeTcs MX OTKPLITOCTb U Ny6NNYHOCTb, B
TOM 4mucre NOoCpeacTBOM MpUBIEYEHNsT CPEACTB MAacCOBOW MHpopMaumm Ha 3acedaHnsi 00LeCcTBEHHOro CoBeTa,
OH-NalrH TpaHCnAuMiA 3acefaHnii, Nyonukauumn pesynbTaTtoB AeATeNbHOCTM OOLWEeCTBEHHOIO COBETa 3a OTYETHLIN
nepuvog.

14. MNepeyvHn pekoMmeHayeTCs onpeaensaTb B COOTBETCTBUM C peecTpamMu NOCTaBLUMKOB coLManbHbIX YCIyr ¢
yyeToMm:

TUNOB OpraHu3auun (opraHusauum CTauuoHapHOro, NonycTauMoHapHOro (HecTalMoHapHOro) coumarnbHOro
obcnyXmMBaHMA 1 opraHM3auun HagoOMHOrO couuarnsHOro obCnyXXMBaHus);

BMOOB OpraHunsauumn, onpegeneHHblx B cyobekte Poccuiickon degepaumy;

BMOOB COLManbHbIX YCIyr, OKasblBAEMbIX OpraHu3auusiMu couunanbHoro obcnyxmuBaHus B cybbekTe
Poccuiickon ®epepaumu;

KaTteropun nony4arenemn coumanbHbIX YCnyr.

15. PentnHrn opraHusauummn coumansHoro obcnyxusaHus opmMupyoTcs B cOOTBETCTBUM C [MepevHem npwm
HanUuMM B HEM He MeHee 5 opraHuMsauui couuanbHOro OOCNyXXMBaHWS, a TakkKe peKoMeHAaUunsMU,
npeaycMOTPEHHbIMU NYHKTOM 14 MeToamyecknx pekoMmeHaaumm.

16. B uensx dopmnpoBaHMsa peNTUHra OpraHn3auuin coumanbHOro OoBCNYyXUBaHUS MCnonb3yeTcs
aecsatubannbHas cMcTeMa OLEHKN, KOTopas yTBepXXAaeTcs 00LeCTBEHHbIM COBETOM.

17. NpoBeaeHne He3aBUCMMOM OLIEHKN U (DOPMUPOBaHNE PENTUHIA PEKOMEHOYETCS OCYLLECTBIATb HE pexe
OIHOro pasa B rog.

18. YNonHOMOYEHHbIN oOpraH onpefensieT opraHusalui-onepartopa no MNPOBEAEHUIO MOHUTOPUHra
OEATEeNnbHOCTU  OpraHusaumm couuanbHOro  obcnyxmBaHua ana  oOpMMpOBaHWUS  PEWTUHIOB  (ganee -
OopraHusauusi-onepaTop) B COOTBETCTBUM C 3akoHogaTenbcTBoM Poccuiickon ®enepauun 0 pasmMeLleHnn 3akasoB
0N TOCYAApPCTBEHHbIX M MYHUUMNANbHbIX HyXAd. [py 9TOM YNONMHOMOYEHHbIA opraH obecrnedmBaeT y4yactue
00LLEeCTBEHHbBIX COBETOB B ONpeaeieHnn opraHu3auun-onepaTopa.

19. OpraHusauus-onepaTop NPOBOAUT HE3aBUCMMYK OLEHKY B COOTBETCTBUM C nyHkTamun 28 - 33
MeTogmyeckmx pekomeHgauni.

MpeaBaputencHble pesynbTaTbl NPOBEAEHMS HEe3aBUCUMOW OLEHKM OpraHusauuen-onepaTopoMm, B TOM
yucne NpoekTbl PENTUHIOB, MeETOAMKA UX (DOPMUPOBaHUST U1 0OOCHOBAHME pe3ynbTaTOB PEWTUMHIOBaHWSA (danee -
WHTepnpeTaumsa pedTUHroB), NoanexaT 06a3aTenbHOMY PacCMOTPEHUID OOLLIECTBEHHLIM COBETOM.
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PesynbTtatbl npoBefeHUs HE3aBUCMMOW OLIEHKM OpraHu3auuven-onepaTtopom, B TOM UMCNE PEUTUHIH,
MeToauka ux OpMUPOBaHUS U UMHTepnpeTauusi PenTUHrOB, pasMellalTcs Ha oduunansHOM canTte
YNonHOMOYEeHHOro opraHa B cetu "VIHTepHeT", B TOM 4ncne B popmaTe OTKPbITbIX AaHHbIX (Xml, CSv), B TeueHune
Tpex pabounx gHen ¢ MOMeHTa Ux ogobpeHnsa obLLEeCTBEHHBIM COBETOM.

20. HesaBucuMylo OUEHKY MOryT MPOBOAUTL TaKkKe WHble OpUandYeckMe nuua Hes3aBUCMMO OT MX
OpraHM3aunoHHO-NPaBoBoON (OpMbl, WHAMBWAYaNbHbIE NPEANpPUHMMATENU (Janee - WHble OpraHv3auuu,
OCYLLECTBMSAIOLLME HE3ABUCUMYIO OLIEHKY).

PesynbTaTbl HE3aBUCUMOW OUEHKW, MNPOBEAEHHOW WHBIMWA  OpraHM3auusiMu,  OCYLLECTBISOWMMM
He3aBMCHMMYIO OLIEHKY, noanexart oba3aTenbHOMY pacCMOTPEHUIO OOLLECTBEHHLIM COBETOM.

Wudopmauus o pesynbtatax NpoBEAEHUS] HE3AaBUCUMOW OLIEHKW, npedocTaBngemMasi B YMNOMHOMOYEHHbIN
OpraH WHbIMW OpraHM3auMsMK, OCYLLECTBASIOWMMM HE3aBUCMMYKO OLIEHKY, OOIDKHA CoAepXaTb PEenTuHIN,
onncaHve MeToaukM ux opPMMPOBAHUSA U UHTEPNPETaLn0 PEUTUHIOB, KOTOPbIE pasMeLLarTcs Ha oduumnanbHOM
cante YNONHOMOYEHHOro opraHa B ceTun "WHTepHeT" B TeueHne pgecaAtn paboymx OHEW C MOMEHTa uX
npeacTaBneHns B YNOTHOMOYEHHbIN OpraH.

21. [Ina npoBefeHUs HE3aBUCUMOM OLEHKM peKOMeHOyeTCs UCNoNnb3oBaTb NokasaTenu kadectsa paboThbl
opraHm3aumi counanbHOro obCcnyxMBaHMs HaceneHns, xapakrepusyoLme:

1) OTKPBLITOCTb U AOCTYMHOCTb UH(POPMaLMK 06 opraHnsaLun:

YpPOBEHb penTMHra Ha cante www.bus.gov.ru (ot 0 go 1);

MofHoTa, aKkTyanbHOCTb M MOHATHOCTb MHGOPMauMM 00 opraHmsauuu, pasmeLlaemMor Ha oduuManbHOM
cante (bannebl);

Hannyne n OOCTYMNHOCTb CNOCOO0B 06pPaTHONM CBS3N C Nony4YaTensiMy couunarnbHblx yenyr (6ann);

JONs Nnuu, KOTopble cuyMTalT WHGOpMUpoBaHMe O paboTe opraHM3auuuM K Mnopsigke npeaocTaBreHus
coumanbHbIX YCNyr 4OCTAaTOYHbIM, OT YMCMa OnpoLleHHbIX (%);

2) KOMOPTHOCTb YCMOBUA M AOCTYMHOCTb MOMYYEHUS couMarnbHbIX YCIyr, B TOM 4YucCre Ans rpaxgaH C
OrpaHM4YEeHHbIMU BO3MOXXHOCTAMMW 300POBbS:

CTeneHb BbIMONIHEHWS YCIOBUI AOCTYNHOCTM A4S MHBaNWAoB (B TOM Yncne geTen-uHsanugos) U ApYrux nu,
YYNTBIBAKOLLUNX OrPaHMYEHUsT UX XU3HEeZeAaTenbHOCTU NpW NPeaoCcTaBnNeHun coumanbHbIX YCyr B OpraHu3aumsx
(6annb);

COOTBETCTBME Mrowagen XurbiX MOMELLEHUN OpraHn3auuii YCTaHOBMEHHBIM CaHUTAPHO-TUTMEHNYECKUM U
CaHUTapHO-aNUAEMUONIOrMYECKMM HOpMaM U HopMaTUBaM B pacyeTe Ha ofgHoro obcnyxmsaemoro (%);

YOOBNETBOPEHHOCTL YCoBUAMU (MOMeLleHre, uMetolleecs obopyaoBaHue, mMebernb, MSATKUN MHBEHTapb,
XpaHeHue NUYHbIX BeLLEen 1 T.N.) NpeaocTaBneHus coumarnsHbix yenyr (%);

3) Bpemsi oxXugaHus B o4epeam npu nonyyeHum coumnansHom YCnyri:

cpefHee BpeMsi OXuaaHus NonyyYeHus ycnyr B opraHmM3aumm coumanbHoro obcnyxmeaHms (gH.);

Aons nonydarenem ycnyr, OUEHMBaOWMX BPEMS OXUOAHWA MNOMNYYEHUS CcoumManbHbIX YCIyr Kak
He3HauuTenbHoe, OT YMcna onpoLleHHbIX (%);

4) pobpoxenaTenbHOCTb, BEXMNBOCTb M KOMMETEHTHOCTb PaBOTHNKOB OpraHM3aunm:

Aons  nomnyyatenem ycnyr, KOTOpble BbICOKO OUEHMBAKT AobpoxenaTtenbHOCTb, BEXMUBOCTbL MU
BHUMAaTENbHOCTb COLMAanbHbIX U UHbIX KATEropuin paboTHNKOB OpraHn3auui, oT Yncna onpoLueHHbIX (%);

Aons nonyyatenemn ycnyr, KOTopble BbICOKO OLEHMBAKOT KOMMNETEHTHOCTb COUManbHbIX U WHbIX KaTeropun
pabOTHWKOB OpraHM3auui, oT Yncna onpoLleHHbIX (%);

5) yooBneTBOpeHHOCTb Ka4eCTBOM OOCIY>KMBaHUSA B OpraHn3aLmu:

Jons nonyvatenewm ycnyr, yOOBMETBOPEHHbIX Ka4yeCTBOM OOCMyXMBaHWs B oOpraHu3aumu, OT 4ucna
onpoleHHbIX (%);

AONs nonydartenen couunanbHbiX YCMyr, YOOBNETBOPEHHbBIX YCIOBUAMMW NMPOXWBAHWUA B O4HO-, ABYX-, TPEX-
WUNN YeTbIPEXMECTHbIX XMWIbIX KOMHATax OpraHmsauuin CTauuoHapHOro coumanbHOro obcnyxuBaHus, OT uucna
onpoLeHHbIX (%);

JONs nomnyyaTenen couuanbHbIX YCIyr, KOTOpble TFOTOBbl PEKOMEHOOBaTb OpraHusauuio Opy3bsM,
POACTBEHHMKAM, 3HAKOMbIM, OT YMCMa ONpoLlEHHbIX (%);

AONs noryyatenen couuanbHbIX YCIyr, OXBaYeHHbIX COUManbHbIMKA YCryramMuM B COOTBETCTBUM C
MHOUBMAYaNbHLIMU NporpamMmmMamMm peabunurauum, ot obuiero Yncna nonydarenen yenyr (%);

yncno obOCHOBaHHLIX Xanob nonyyatenen couuanbHbIX YCIyr Ha KadyecTBO YCNyr, NpPefoCTaBMNEHHbIX
opraHusauuen (xanob Ha 100 nonyyatenen ycnyr);

YOOBNETBOPEHHOCTb KayeCcTBOM nuTaHus (%);

YOOBMNETBOPEHHOCTL  KA4YeCTBOM  MPOBOAMMBIX  MEPOMPUSTUA,  UMEKLWUX  FPYNMNoOBOA  XapakTep
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(03m0poBUTENBHbBIX, 4OCYTOBbIX, NpotunakTuyeckmx u np.) (%).

22. [JononHuTenbHO K MokasaTensam, ykasaHHbIM B nyHkTe 21 MeToamdeckux pekoMeHpauun, MoryT
NCMNOnb30BaTbCA MHbIE NokasaTenu.

23. [na pacdeTa nokasaTenew, ykasaHHbiXx B nNyHkTe 21 MeToamyecknx pekoMeHdauun, C Yy4eToMm
OCOBEHHOCTEN [OEeATEeNbHOCTU OpraHuM3auuM CouManbHOro OBCNyXuBaHWS pPeKoOMeHOyeTcd  UCMoNb30oBaTb
cregyoLme UCTOYHUKM MHdopMaummn, HeobxoauMon N5 NPOBEeAEHNSA HE3aBUCMMOW OLIEHKM:

1) pesynbTaTbl aHanu3a HOpPMaTMBHbLIX NPaBOBbIX aKTOB, YCTaHABNMBAIOLLMX 3HAYEHMS paccMmaTpuBaeMblX
napaMeTpoB AeATeNbHOCTM OpraHu3auuin coumnanbHoro obcnyxmeaHns;

2) pesynbTaTbl aHanusa CTaTUCTUYECKOW WHGOPMaLMM OpraHoB MWCMOMHUTENbHOW BracTu CyObeKkToB
Poccuiickon ®degepaumm n opraHMsaumin coLumanbHOro 00CNyKMBaHS;

3) pesynbraTbl onpoca (rnybvHHoe u dopmann3oBaHHOe, nonydopmManM3oBaHHOE WHTEPBbIOUMPOBaHME,
WHTEPBbLIO, MPOBOAMMbIE B MOpsake camoobcrnenoBaHWs — OpraHuM3auui, aHKeTupoBaHue, nposedeHue
dokyc-rpynn):

nonyyaTenemn counanbHbIX YCNyr;

pabOTHMKOB OpraHu3auui;

pykoBoauTenen opraHnsauun o kayectse paboTbl MOCTaBLUMKOB COLMarbHbIX YCYT;

npeacrtasuTenen obLecTBeHHbIX 06beaMHEHWIN, aKCnepTHOro coobLyecTaa.

Mpn HeobxoaMmMocTM MOryT ObITb WCMONb30BaHbl TakMe WCTOMHUKM WHAOPMauuW, Kak pesynbTaTbl
NpoOBEAEHUs] KOHTPOMbHbLIX 3aKyroK, BKIIOYEHHOE CTPYKTYpupoBaHHOE HabmniogeHne B MecTax oOkasaHus
coumanbHbIX YCNyr, pedyrnbTaTbl SKCNepPTHbIX OLIEHOK.

24. B kavecTBe AONOMHUTENbHbIX MICTOYHMKOB MHOPMaunM LenecoobpasHo NCnofb30Bath:

pesynbTaTbl NPOBEAEHHbLIX MOHUTOPWHIOB B Cbepe coLmnanbHOro ob6cnyXmBaHus;

nHdopMaumIo 06LLEeCTBEHHbIX 00 beANHEHNI;

WHopMaumio nonednTenbckmx (obwecTBeHHbIX, HabnogaTenbHbIX) COBETOB OpraHusauuin coumanbHOro
obcnyxumBaHus;

WH(OPMALIMIO SKCNEPTHOrO COOBLLIECTBA, PENTUHIOBLIX areHTCTB, CPeACTB MacCcoBOW MHopmauun.

25. B uenax uHdopmaunoHHoro obecnedyeHns npoBeAeHNs He3aBNCUMOM OLEHKU 1 pacyeTa nokasartenen,
yKka3daHHbIX B nyHkTe 21 MeToamyeckux pekomeHgaluun, opraHusaunsM coumanbHOro OBCMyXMBaHWA C y4eToM
ocobeHHOCTEN WX [eATenbHOCTM pekomeHayeTcs obecneuntb opmMMpoBaHME OTKPbITbIX MHEOPMAaLMOHHBIX
pecypcoB, COAepXalux WHOPMaUMI0 O [AeATEeNbHOCTM OpraHM3aumM coumanbHoro obcnyxvmBaHus, B
COOTBETCTBMU C NepeyHeM, npeaycMmoTpeHHbIM npunoxeHnem N 1 k Metoauveckum pekoMeHpauunsm, u JocTyn K
TakMM pecypcam MOCPEeACTBOM pasMelLeHUss UX Ha MHAOPMAaLMOHHBLIX CTeHAax B MOMELLEHUSAX opraHusauum
coumnaneHoro obcnyxmBaHus, CpeacTBax MaccoBon MHgopmaumm, cetn "MiHtepHeT".

26. ViHdhopmaumio o0 AeaTeNbHOCTU OpraHnsaumny coumanbHOro obcnyxmBaHns pekoMeHayeTcs pasMellaTb
Ha odmumanbHOM canTe opraHmsaunmn coumansHOro obcnyxmsaHusa B cetn "MiHTepHeT", B TOM yucne B hopmarte
OTKPbITbIX AAHHbIX (Xml, CSV).

27. TlpoBefeHne He3aBMCUMOW OLIEHKM MokasaTenen kadectBa paboTbl oOpraHusaumi couunanbHOro
0obCcnyXMBaHWS pekOMeHAYeTCs OCYLLEeCTBIATbL NOCNeAoBaTensHO B 4 aTana.

28. Ha nepBom "opraHusaumMoHHOM" aTane ocyLeCcTBRAAITCS creayowmne MeponpusaTus:

1) onpegenexune (Npyu HeobxoanMocTK AononHeHne) NepeyHs B TekyLleM nepunoae;

2) yTOo4HeHWe (JononHeHve) npu  HeobxoAMMOCTM nokasaTenen kadectBa paboTbl opraHusauum
coumanbHOro obcnyXmBaHus;

3) onpegeneHve meTodoB cbopa nepBUYHON MHOpMauuM M yTouHeHue TpeboBaHW K MeToaukam WX
NPUMEHEHUS.

29. Ha BTOpOM "noarotoBuTenbHOM" aTane:

1) npoBoAuTCs aHanu3 HopMaTUBHO-NPaBoOBOM 0a3bl O couuanbHOM OBCHYKMBAHUW, MHEHUI JKCMEPTOB,
npegcraBuMTenen nonyvartenen coumanbHbIX YCNyr, OTKPbITbIX MCTOYHMKOB MHAOPMAaUMM C Lenbio cocTaBrieHus
npegBapuTENbHOro NepeydHs Nnpobnem ans n3yyeHus;

2) ocyulecTBrnisieTcs pa3paboTka METOAMK U MHCTPYMeHTapus cbopa nepBuYHON MHopmMauun, B TOM 4ucre
pekomeHaaLumMn HTepBbloepam (MocneaoBaTenbHOCTb 3a4aBaeMbIX BONPOCOB, ONMCaHMe BapuaHToOB NMOBEAEHUS B
3aBMCUMMOCTM OT OTBETOB PECMOHAEHTA, MOpPSAOK onpoca), hopM ANS perucTtpauumn nepBuYHON MHGOpMaL MK,
aHkeT (MpMMepHbIN 0bpa3eL aHKeTbl NO aHanu3y yAOBNETBOPEHHOCTM KA4YeCTBOM OKa3aHMs COUMarbHbIX YCnyr B
opraHu3auumsax coumarnbHoOro obcnyxunsaHusa npusegeH B npunoxeHun N 2 k Metoamyeckum pekomeHgaumsm).

30. Ha TpeTbeM "c6op nepBuMYHON MHGOpMaLMK" aTane pekoMeHayeTCsl OCYLLECTBATD!

1) aHanu3 HOpMaTMBHbLIX MPaBOBbLIX aKTOB, PErynUPYlLNX AeATEeNbHOCTbL OpraHu3auMn coumanbHoro
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obcnyxmBaHus, C Uenblo OnpedeneHns unM YTOYHEHWs, ydyeTa AMHAMWKM HOPMATUBHO YCTaHaBMMBaEMbIX
3HaYeHuWI OLeHMBaeMbIX MapaMeTpOoB 1 NokasaTenen AesaTenbHOCTU opraHmM3auuu;

2) npoBegeHve "noneesoro aTana" wuccnegoBaHus - cOOp MNEepBUYHBLIX OaHHbIX U uX obpaboTka B
COOTBETCTBMM C pa3paboTaHHbIMU METOAAMMU, BbIGPaAHHBIMW UK pa3paboTaHHbIMU METOANKAMU;

3) c6op CTaTUCTUYECKMX AaHHbIX;

4) npoBefeHNe aHKETUPOBaHMWS (ONpPoCOoB);

5) He3aBUCUMBIN BEIBOPOYHbIA KOHTPOSb UCMIONTHUTENEN, OCYLLECTBNSAOLMX COOp NEPBUYHON MHpOPMaLNK;

6) d¢opmupoBaHMe WUTOrOBbIX MAacCMBOB [aHHbIX, 3anofiHeHWEe OT4YeTHbIX (OpM MpeacTaBneHns
MHopMaunn.

31. Ha 4yeTBepTOM "aHanu3 1 oueHKa kavyecTBa paboTbl opraHM3auuin coumarnbHoro obcnyxueaHus" atane
pekomeHayeTcst obecneynThb:

1) cnctemaTmnsaumio BbISIBIIEHHbIX Npobnem AeATenbHOCTM OpraHn3aLm coLumanbHoro 0bCnyxnBaHus;

2) conoctaBneHne hakTUYeCKNX 1 HOPMaTMBHO YCTAHOBMNEHHbIX 3HAYEHUI UCCneayeMbiX NapamMeTpoB;

3) BbIsIBNeHWe TeppuTopmanbHbIX W UHbIX OCOBEHHOCTEN wuccnefyemMblX napameTpoB AeATenbHOCTU
opraHusauui coumnansHoOro obcnyxmBaHums;

4) aHanu3 AVHaMUKM 3Ha4YEHUI uccregyembix napameTpoB U nokasartenen;

5) conocTtaBneHMe HOPMATUBHO YCTAHOBIIEHHbIX 3HAYEHWA UCCrefyeMbiXx MapaMeTpoB [AEATENbHOCTU
opraHu3aumi coumanbHOro OOCNYXMBaAHWS C BbISBMIEHHbIMM NpobrnemMaMmyn 1 OXuMAaHUsIMKM  nonyyaTenen
coumnanbHbIX YCIyr;

6) pacuyeT uWHTerpanbHOW OLEHKM KadyecTBa paboTbl OpraHvM3auumi coumarnbHOro OOCMyXMBaHWUS U
dopMnpoBaHNE PENTUHTA;

7) obiectBeHHoe obCyXaeHWe pes3ynbTaTOB HE3aBUCUMOM OLIEHKM B OTYETHOM nepuoge W paspaboTka
NpeanioXeHni No yny4yLleHno Ka4ecTBa paboTbl oOpraHn3aLmin coumnanbHOro o6CnyXuBaHusi;

8) nybnukaumio pesynbTaToB HE3aBUCUMOWN OLIEHKM, B TOM YMCIE PEATUHIOB.

32. PentuHr dopmupyeTca nyTtem  ynopsgouMBaHUS  MPUCBOEHHbLIX OpraHusauusm  coumanbHOro
obcnyxmBaHusi NOPAAKOBbLIX HOMEPOB.

Kaxxgon opraHusauum coumanbHOro obcnyxmeaHus, sowedwen B NepeyeHb, npucsanBaeTcd NOPAOKOBbIN
HOMEp MO Mepe YMEHbLUEHUS 3HAYEHUs] MHTErpanbHOM OLUEHKM KadyecTBa paboTbl. OpraHmsaumm coumanbHOro
06CcnyXMBaHWs, MONMYYMBLLEN HAMBBLICLLYIO MHTErpanbHY0 OLEHKY kadyecTBa paboThbl, npucBanBaeTcs 1-i HOMep.

WHTerpanbHas oueHka KadecTBa paboTbl OpraHnsaLmmn coumansHoro odcnyxmnsannst Ik paccumTbiBaeTcs no
cnegytouien cdopmyne:

k=Y w,xk{", rae:

10 - o
ki - 3Ha4YeHne noKasartend ki no gecatnbannbHOM LiKane (nepequb pekomMeHayeMblX NoKasaTtenen

OLEHKM KayecTBa paboTbl opraHuMsauum coumanbHoro obcnyxuBaHus npusoauTcs B npunoxedmn N 3 K
MeToguyecknum pekomeHgaumsiv);

W; - 3HauyeHne BeCcoBOro KoadduuneHTa nokasarens ki , NpY 3TOM CyMMa BCEX BECOBbIX KO3 PULUNEHTOB

n
=W =1.

3HaueHns BecoBbix KoappuuMeHToB nokasaTeneit K, yctaHaenmBatoTcs OBLIECTBEHHBIM COBETOM

METOAOM 3KCMEePTHbIX OLEHOK C Y4eTOM PEeKOMEHAYEMOW 3HAa4YMMOCTM NokasaTenen ki no aecsitubannbHom

Wwkane B cooTBeTcTBUM C npunoxeHnem N 3 k Metognyeckum pekomeHgauusm. [py 3TOM 3HaYeHWs BECOBbIX
K03(P(PULMEHTOB PEKOMEHIYETCS YCTaHaBnMBaTb C y4eToM obLuel 3HauMmocTn Habopa nokasaTenel nNo o6LMM
KpUTEPUSAM:

O6wmn kpuTepun 3HaunmocTb
OTKpbITOCTb U [JOCTYNHOCTb  MHGopmaumm 06 0,1
opraHu3auumm counanbHOro obcnyxmeBaHms
KoMopTHOCTE yCnoBMW WM LOOCTYMHOCTb MOMy4YeHus 0,2
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counanbHbIX ycnyr, B TOM 4ucne Aanda rpaxaaH C
orpaHn4eHHbIMN BO3MOXXHOCTAMU 300p0OBbA

Bpemss oxugaHus B odepean npu  NonyvYeHun 0,05
coumarbHbIX yCryr

[obpoxenaTenbHOCTb, BEXIMBOCTb U KOMNETEHTHOCTb 0,1
paboTHUKOB OpraHM3aunM coLmanbHoro 06enyxmeaHms

YOOBNETBOPEHHOCTb  Ka4yecTBOM 0OOCNyXuBaHusi B 0,55
opraHusaumm counanbHOro obcnyxmBaHms

33. [llpuBedeHne nokasatenen kadvectBa paboTbl OpraHusauuyM couuanbHOro obcnyxmBaHus K
COMOCTaBUMbIM 3HAYEHMAM MO AecATMOanIbHON LWKane pekomeHAyeTCs Npon3BoAMTb crneayLwwmMm cnocobamm:

1) Oons nokasaTenen, yBenMYeHWEe 3HaYeHWW KOTOPbIX XapakTepusyeT MoBbllueHWe KayecTBa paboTbl
opraHmsaumm coumanbHOro obcnyXuBaHus, onpedenseTcd MakcumanbHoe (LeneBoe) 3HayeHue B MCXOQHON
eaunHuLe nsmepeHus, kotopomy cootesetcteyeT 10 6annos no gecAaTnbannbHONM LWKane u MruHMMarnbHoe (Xyalee)
3HayeHve nokasaTens B MCXOOHOW edvHuue n3mepeHus, Kotopomy cootseTcTByeT 0 6annos no gecatubannbHom

10 o
wkane. B aToM cnydae 3HayeHus K, no oueHMBaEMbIM OpraHu3auMsiM PaCCUMTLIBAIOTCS MO CriefyloLLet
dopmyne:

kim:& x 10, roe:
k;\/laKC _ inVIMH

K, - sHaueHue nokasaTens B MCXOAHOW eaMHULIE U3MEPEHNS;
K™ - makcumarnbHoe (LeneBoe) 3HauYeH1e nokasaTersi B UCXOAHOM eANHULIE N3MEPEHNST;

K™ - MuHMManbHoe (xyawee) 3HaYeHWe NoKasaTens B UCXOAHON eANHULE U3MEPEHNSI.

Ona nokasaTenen, yBeNUYEHUE 3HAYEHWIN KOTOPbLIX XapaKTepusyeT CHIKeHWe KadecTBa paboTbl
opraHuMsaumMm coumnanbHoOro obCryXMBaHWA HaceneHus, onpeaensieTcss MUHMManbHoe (LeneBoe) 3HadeHune B
NCXOOHOW eauHuLe UW3MepeHusl, KoTopoMmy cooTBeTcTByeT 10 6GannoB no AecatvbanibHOM LiKane u
MakcMMarnbHoe (xygllee) 3HauyeHue nokasaTens B UCXOLHOW eduHuue U3MepeHusi, koTopomy cooTBeTcTByeT 0

o 10
GannoB no pecAtMbannbHOM LWkane. B atom cnydae 3HayeHus ki Nno oOueHVBaeMblM OpraHu3aumam
paccunTbiBalOTCA MO cnegyowen popmyne:

k;_|_0: ki _ k:v{axc
1 k:\/ll/lH _ k;\’laKC

x 10, roe:

ki - 3Ha4YeHme nokasaTensd B UCXOOHOWN eguHuLe N3MepeHnd;

K™ - MuHUMarnbHOe (LeneBoe) 3HauYeHWe NokasaTers B UCXOAHOM eANHULE N3MEPEHVST;
K™ - makcumanbHoe (XyALlee) sHaYeHne nokasarernsi B UCXOAHOM eAUHNLE N3MEPEHUS;

2) pecatBannbHas WKana B 3aBUCMMOCTY OT 3HaueHuit Nokasateneit K, B ucxoaHoit eanHuLe M3mepenms

ycTaHaBnMBaeTcs obLeCTBEHHBIM COBETOM METOAOM 3KCMEPTHBLIX OLEHOK.

34. YNONHOMOYEHHbIN OpraH COBMECTHO C OOLLEeCTBEHHLIM COBETOM OpPraHM3yeT KOHTPOIb 3a cobnogeHnemM
opraHu3aumen coumanbHoro obcnyxuBaHust - onepatopoM MeToguveckux pekoMeHZauui npu npoBeaeHUM
HEe3aBNCMMOW OLIEHKW.

35. Mo uToram npoBeAeHUst HE3ABNCUMOWN OLEHKN OBLLIECTBEHHBIV COBET pa3pabaTtbiBaeT u npeacraBnsaet
OLlEHMBAEMbIM OpraHM3auusM CoLManbHOrO OOCNYXMBaAHUS NPEAIOXEHMS MO YIYYLEHUIO KayecTBa nx paboThbl.
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36. [llo npenctaBneHHbIM OOLIECTBEHHbIM COBETOM MPEANOXEHUsM OpraHuMsauMmM  counanbHOro
obcnyxumBaHus paspabaTtbiBalOT M yTBEpXOalT NiaHbl MEPONPUATUA NO YMy4LLEeHU0 KavyecTBa cBOoen paboThbl
(oanee - NnaHbl MepPONPUATUIA) B COOTBETCTBMU C NPUMEPHOM POPMON NaHa, NpeaycMoTpeHHon npunoxeHvem N
4 x MeToanyeckum pekomeHgaunsam.

37. OpraHusauun coumanbHOro obcnyknsaHmsa pasmeLlaroT nraHbl MeponpuATUA Ha CBOMX ouLManbHbIX
cantax B cet "MiHTepHeT" (Npy HanMuum cantoB) n obecneynBaroT UX BbINOSTHEHNE.

38. B nnaHe meponpuaTuiA pekoMeHayeTcs npeaycmaTpyBaTb MEPONPUATUS, peanu3aunst KOTOpbIX:

HenocpeaCTBEHHO MOXET MOBNUATb Ha peLleHne npobnem, B TOM Yucre Ha yCTpaHeHue 1 npefoTBpalleHne
HapyLleHM HOPMaTUBHO YCTaHOBIEHHbIX TpeboBaHWI, BbISIBMEHHBIX MO UTOraM HE3aBUCUMOW OLIEHKN;

NMO3BOMUT MOBLICUTL YPOBEHb YOOBMETBOPEHHOCTM MofyyaTenen couunanbHbIX YCNyr KOMJOPTHOCTbIO
NMPOXUBaHUS B OpraHuM3auum counanbHOro OOCMYXXMBAHWS, BEXIMBOCTBIO WM KOMMETEHTHOCTbIO PabOTHUKOB,
pesynbTataMmy NpegocTaBneHnsa coumnanbHbIX YCyr;

obecneunTt peanusauunio OXMaaHU nonyvaTenen coumarnbHbIX YCryr B cpepe coumanbHOro obcnyxnsaHums.

39. PesynbTaTthl NpoBEAEHMS HE3AaBMCUMOW OLIEHKN HanpaBrieHbl Ha:

obecnedyeHrne nonyyatenem coumanbHbIX YCNYr OOMNOMHUTENbHOM WHOpMaunenh o Kayvectse paboThbl
opraHmsaumi coumanbHOro obcnyxunsaHns, B TOM Yucne nytem oOpMMpPOBaHUSA PEVTMHIOB, B LeNsX peanvsauuv
npvHaanexailero nonyvyatensam couunanbHbiX YCNyr npaBa Bblbopa KOHKPETHOW OpraHusaumm coumanbHOro
obcnyXmMBaHMsa AN NonyyYeHus coumarnbHbIX YCRyr;

onpegerneHne pesynbTaTUBHOCTU OEATENbHOCTU OpraHuM3auuyM coumanbHOro obCnyXuBaHUS U NPUHATUE
CBOEBPEMEHHbIX Mep MO MOBbILEHNIO 3PDEKTUBHOCTU UMK MO ONTUMU3ALUN €€ OeATENbHOCTY;

CBOEBPEMEHHOE BbISIBIIEHNE HEraTUBHbIX (PaKTOPOB, BIUSAKOLLMX HA KAYECTBO NPeAoCTaBeHns coumnarnbHbiX
ycnyr B cdepe coumanbHOro o6cnyXmnBaHuns, U ycTpaHeHNe nx NpuYnH NyTeM peanvaaunv nnaHoB MeponpusTUi,
a TaKke OCYLECTBMEHNE CTUMYNMPOBaHUS pyKoBoOUTENENn W pabOTHUKOB OpraHmsauun CcouMarnbHOro
obcnyxmBaHus.

Mpunoxexne N 1

K METOOANYECKUM pekoMeHaaumnam

no NpoBeAeHMN0 HE3aBNUCUMOWN OLEHKM
KayecTBa paboTbl opraHu3auun,
OKa3sblBatoLLMX counanbHble yenyru

B cdhepe coumanbHoro obenyxmnBaHus,
yTBEPXAEHHbIM npukasom MuHTpyaa Poccun
ot 30 aBrycta 2013 r. N 391a

MEPEYEHb
NHOOPMALIMN N OOKYMEHTOB, PEKOMEHAYEMbIX K PABMELLEHWIO
OPIrAHMN3ALUMAMKN COLUNATIBHOIO OBCITY>KUBAHNA HA UHOOPMALIMOHHbBLIX
CTEHOAX, B CPEQCTBAX MACCOBOW MHO®OPMALIMN, CETU "MHTEPHET"

1. Mudopmauus:

a) o pJdaTte co3faHus, ydpegutene (ydpeguTensix), MecTe HaxOXOeHus, pexume, rpadcuke paboThl,
KOHTaKTHbIX TenedoHax U agpecax 3NeKTPOHHOW MOYTbl OpraHM3auumM couManbHOro OGCHyXMBaHUS U ee
dunnanos (Npy Hanu4mu);

©) o cTpykType n 006 opraHax ynpaBfieHNsa opraHn3auum counanbHOro obcnyxmBaHus;

B) 0 hopmax coumanbHoro obcnyxvmBaHust U BUAax couunanbHbIX YCRyr, NpeaocTaBnsieMblX OpraHusaumen
coumanbHOro ooCcnyXxmBaHus;

r) O YMCMEHHOCTM MonyvaTenen couuanbHbIX YCNyr no ¢opmaMm CcoumanbHOro OBCNMyXMBaHWS U BUMAAM
coumanbHbIX yCryr 3a c4eT GHKeTHbIX acCUrHoBaHUI GrogKeToB cyObekToB Poccuickon denepaumm, MECTHbIX
6rooKETOB 1 MO JOroBopaM 3a CHET CPEACTB (hM3NHECKUX U (UNN) OPUANYECKMX NNLL;

4) O pyKoBOOWUTENE OpraHMsauum coumanbHoro oOCHyXMBaHUSA, €ro 3amMecTUTEnsX, PYKOBOAMTENSIX
unmnanos opraHnsauum coumanbHOro 00CNyXMBaHns (MpU X HanU4MK);
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a
"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3ABUCMMOM OLIEHKHM
KayectBa pabo...

[JokymeHT npepoctasneH KoHcynbTaHTI0C
[ata coxpaHeHusi: 23.04.2015

€) 0 nepcoHanbHOM cocTaBe pabOTHMKOB OpraHuM3auuy CoumanbHOro O6CMYXMBaHUSA C yKasaHWEM YPOBHS
obpasoBaHus, kBanudukauum n onsitTa paboThl;

X) O MaTepuanbHO-TEXHMYECKOM obecneveHnn npenocTaBneHns counarnbHbIX Ycrnyr (B TOM 4ucrne o
HanuuMmM obopyAOBaHHbIX MOMELLEHMI ANs NPeaoCTaBNeHNss CoumanbHbIX YCNYr No BMAaM couunarnbHbIX yCnyr, B
TOM 4yucne 6ubnmoTek, 06bEKTOB crnopTa, CPeAcTB OBydYeHus U BOCMUTaHWUS, 06 YCMOBUSIX MUTAHUSA U OXPaHbl
300pOBbs  nonyvatenend  couuanbHbIX  ycnyr, O  gocTyne K MHAOPMAUMOHHbBIM  cucTemMaMm MU
NH(OPMALIMOHHO-TENEKOMMYHUKALNOHHBIM CeTsM, OO 3MeKTPOHHbIX pecypcax, K KoTopbiM obecnednBaeTcs
OOCTyn nony4vaTenen counanbHbIX YCIyr);

3) O KonuyecTBe CBOOOAHBIX MECT ANS MnpvemMa nonyyartenen couuanbHbIX YCNyr Mo Kaxgow dopme
coumanbHoro obcnykmMBaHMs MO BMAaM coumarnbHbIX YCNyr Ha MecTa, (PUHaHcuMpyemble 3a cyeT OXKeTHbIX
accurHoBaHu GromxkeToB cybbekTtoB Poccunckon ®depepaunmn, MecTHbIX OHOOKeTOB, MO [OroBopaMm 3a cyer
cpeacTB PUINYECKMX U (MNKN) IOPUONYECKUX NNLL;

n) 06 obbeme AeATenbHOCTM MO NPegoCTaBNEeHUI0 couunanbHbIX YCnyr, uHaHcoBoe obecneyeHne KOTopown
OCYLLECTBMSIETCS 3a CYeT OIMKETHbIX acCUrHoBaHun GrogxeToB cyObekToB Poccuickonn degepaumm, MECTHbIX
OlooKeTOB, MO AOroBOpaM 3a CHET CPeACTB PUINYECKUX U (UNN) IOPUANYECKUX NNLL;

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

n) uHaa nHdopmaums, Heobxogmmas ANnsg pacyeTa 3Ha4YeHUIN nokasaTenen kadectBa paboTbl opraHnsauum
coumnaneHoro obcnyxmBaHus.

2. [1OKyMEHTbI:

a) Konus ycTaBa opraHn3aLmmn coumanbHOro obCcnyXuBaHus;

0) KOMMM NWLEH3NA (NpW HanNUuuMKM) Ha OCyLLecTBreHne obpas3oBaTenbHOW OEATENbHOCTU, MEAWULMHCKON
OeATENbHOCTY (C NPUIOXEHUAMMN);

B) Konmus nnaHa (PMHAHCOBO-XO3ANCTBEHHOW AEATENbHOCTU OpraHusauum coumansHoro obcnyxunBaHus,
YTBEPXOEHHOIO B YCTAHOBNEHHOM 3akoHoAaTenbCTBOM Poccuiickon deagepaumm nopsagke, nnm 610gkeTHOW CMeThbI
opraHm3aumm counansHOro obcnyxmBaHus;

r) KOMuMW MpaBun BHYTPEHHEro pacnopsifka nonyyaTenen coumanbHbIX YCryr, MnpaBuil BHYTPEHHErO
TPYOOBOro pacnopsiaka, KOnneKTMBHOro AOroBopa;

4) KonNuM [OKyMEHTa O mnopsiake NpedoCTaBfeHUs couvanbHbIX yCrnyr 3a nnaTty, B TOM uucre obpa3seuy
JoroBopa O MpefoCTaBfeHUM couManbHbIX YCNyr 3a nnaty, [AOKyMeHTa 00 YTBEepXAEHUM CTOMMOCTM
npeaocTaBneHns coumarbHbIX YCyr Mo Buaam coumanbHbIX YChyr;

€) Konuwu npeanucaHuin opraHoB, OCYLLECTBSAIOLWMX FrOCYyJapCTBEHHbLIN KOHTPOMb B cdepe counanbHoro
o6cnyx1BaHus, 0TYETOB 06 UCMIOMHEHNN TaKUX NPEANUCaHNUi.

3. WHas wHcbopmaumsa u  OOKYMEHTbl, KOTOpble pasMeLlalTcsl, OnybrMKoBbLIBAOTCA MO  PELUEHUIO
opraHm3aumm coumanbHOro obcnyxmBaHus u  (MnM) pasmelleHue, OonybrMkoBaHME KOTOPbIX SBMSAKTCS
obsa3aTenbHbIMKM B COOTBETCTBUM C 3aKoHOAaTenbcTBOM Poccuiickon degepaumm.

Mpunoxexne N 2

K METOOANYECKUM pekoMeHaaumnam

no NpoBeAeHMN0 HE3aBNUCUMOWN OLEHKM
KayecTBa paboTbl OpraHu3auum,
OKa3blBaloLLMX CoLManbHble yCnyru

B cdhepe coumanbHoro obenyxmnBaHus,
yTBEPXAEHHbLIM nNpukasoMm MuHTpyaa Poccun
ot 30 aBrycta 2013 r. N 391a

MpumepHbIN 06pa3seL
AHKETA

10 aHaJIn3dy YIOOBJIETBOPEHHOCTM KadeCTBOM OKas3aHmu4Aa
COLUMAaJIbHEIX YCJIYT' B OpIraHM3alMAax COLMAaJIBHOI'O O@Cﬂy)KMBaHMF{
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a
"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3ABUCMMOM OLIEHKHM
KayectBa pabo...

[okymeHT npegoctasneH KoHcynbTaHTI0C
[ata coxpaHeHusi: 23.04.2015

(B 3aBMCUMOCTM OT THUIA OPTaHM3ALUN
COLUMAaJIbHOTO OBOCIYXMBAHMA)

Mel XOTMM y3HAaTb, Kak B OlleHMBaeTe KaueCTBO paboTuH OpTaHu3aLuu
COLMAJILHOTO OBCIIYyXMBAHUSA, B KOTOPOM BaM OKA3HBAKT COLMAJIbLHBE YCJIYIH.
llpocuM Bac ¢ T[IOHMMAHMEM OTHECTMUCH K AHKEeTHMPOBAHMI U BHUMATEJBLHO

OTBETUTL Ha BalaBaeMble BOIPOCHE. BrBepure OIMH M3 BAPMAHTOB Ha KaXIB
BOIPOC.

Ipy 5TOM He HYXHO YyKasHBATL CBOe UM, Bamu JIMUHBIE OAHHBEIE HUTIE He
IpoO3ByYaT.

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

1. B xOTOpEM pa3 Bu oBpaTmiMcChb B OpPTaHM3AlMIO COLMAJIBHOTO OOCIIYyXMBAaHMS
3a I[OJIyYEeHMEM COLMAJIbHEIX YCIIYI:

[] BIIEPBHIE
[] IIOBTOPHO

2. Kax Bw oOlLeHMBaeTe CBOO MHPOPMMPOBAHHOCTE O paboTe opTraHM3aLUM U
IopsanKe MNPenoCTaBJIEHMS COLMAaJIbHBIX yCJyTI':

XOpowo MHOOPMUPOBAH (a)
cnabo mHbOOpMMPOBAH (a)

He MHOOpMMpPOBAH (a)

3. VYnoejneTBopsaoT JM Bac ycinoBua (NoMelleHMe, MMenlleecsa oOopynoBaHue,
MeOelsb, MATDKMY MHBEHTApPbk M NP.) OPeIoCTaBJIeHMd COLMAaJIbHEIX YyCHIyI'? BaMm 31ecs
KOMPOPTHO:

[IOJIHOCTBIO

YaCTUYIHO

YCJIOBUSA He YIOBJIETBOPAIT (ykasars, 4To VIMEHHO He
YIOOBJIETBOPSAET)

4. Ber YIOOBJIE TBOPEHEL KOMIETEHTHOCTBIO TIIepcoHajla (npobdeccruoHaIbHOM
I'PaMOTHOCTBI) opy HOpenocTabBleHuM Bam ycayr? JIOBOJIBHEL JM Bel paboTou

PabOTHMKOB OpPTaHM3aLUn:

] o
7 e
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a

"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3ABUCMMOM OLIEHKHM AokymeHT npefoctasner KoncynbtaHTintoc
kauecTea pabo... [ata coxpaHeHnus: 23.04.2015

5. Cumraere s Bel, 4UTO PaBOTHUKM OPTAHM3ALMY BEXJIMBE M HOOPOXEJAaTEeJIbHE:

oa, Bcerma M B JIOOOM CUTyaLUM

ckopee, HeT

abCoJIOTHO HEeT

6. Kakx Brl oOlLEeHMBaeTe MNeprold OXMIAHMUS MOJIYUEeHUS YCIyT:

ouepelb Ha IMOJIyUyeHMe YCJyD OTCYTCTBYeET

HesHAUMUTEeJIbHE Iepuon npebrBaji(a) B odepenn

Inepmon OXMIaHMA B oOodepenn OJIUTEeJIb HBIM

7. YooBmeTBopsaeT Ju Bac KauyeCTBO MNUTAHUA:

ITOJIHOCTBIO

YaCTUYHO

He YyZoBJiIeTBOpAeT

8. VYmoeneTeBopsAoT JM Bac kadecTBO yOOpKM IIOMelmeHMM, B KOTOPEIX BH
HaxoIUTeCh, OQOpMIIeHME M OCBElleHME KOMHAT, TEeMIEePaTyPHHEMN PEeXMM:
[IOJIHOCTBIO
YaCTUYIHO
He YIOBJIETBOPAIT (yxaszars, 4dTo VIMEHHO He
YIOOBJIETBOPSAET)

9. yJIOBJ'IeTBOpF.[eT I Bac, kak XpaHnAarcHd Bamm JIMuHEIE BEUM:

|:| IIOJIHOCTBIO
|:| YaCTUMYHO

HEe YyIOOBJIETBOpPAET

KoHcynbTaHTINIOC
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a
"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3ABUCMMOM OLIEHKHM
KayectBa pabo...

[JokymeHT npepoctasneH KoHcynbTaHTI0C
[ata coxpaHeHusi: 23.04.2015

LI

10. VYmoryseTBOpsgeT JM Bac KayeCcTBO IMPOBOAMMEIX MEPONPUATUM, WMEIOMMX
TPYNIOBOM XapaKTep (O03IN0POBUTEJIBHHX, INOCYT'OBHX, NPOOMIAKTUUECKMUX U IIpP.) :

IIOJIHOCTHBIO

YaCTUYHO

He YyIOBJIETBOpPAET

11. [locoBeTyeTe Jn Brr CBOMM POOCTBEHHNMKAM 1 3HAKOMBIM O6pa‘I‘M‘I‘bCH B
OJAaHHYI OPTIaHM3alMi 3a IIO0JIydYeHMEM COLMAaJIbHEIX YCJIYyI':

a

HeT

ITOKa He 3Haw

Bamm InpenJjioxeHmsd, ITOXeJIaHMA I10 YITydlI€e HMIO KaduecTBa npenocraBJIgdeMbIX
COLUMAaJIBHEIX YCJIyI':

IHaTa 3anojHeHusa " " 20 T.

BJIATOIAPVM BAC 3A YUACTUE
B HAIIEM OIIPOCE!

Mpunoxexune N 3

K METOOUYECKNM pekoMeHaaLmnsam

no NpoBeAeHWIO He3aBUCMMOMN CUCTEMBI
OLIeHKM KayecTBa paboTbl OpraHn3aunm,
OKa3blBalLWMX coumasbHble yCryru

B chepe coumanbHOro obcnyxnsaHus,
yTBEpXAeHHbIM npukazom MuHTpyaa Poccuu
ot 30 aBrycta 2013 r. N 391a

NMEPEYEHb
MOKASATENEW OLIEHKN KAYECTBA PABOTbI OPTAHV3ALINN
COUUAINBHOIO OBCITYXXNBAHUA

HanmeHoBaHmne nokasaTtens NcTOYHUK 3Ha4YMmMocTb
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"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3ABUCMMOM OLIEHKHM
KayectBa pabo...

[lokyMeHT npefoctaBneH KoHcynbTaHTloC

[ata coxpaHeHusi: 23.04.2015

MHdopMauun nokasartens,
6annbl (Makc =

10)
1. OTKPBITOCTb U JOCTYMHOCTb MH(OPMaLMM 06 opraHn3aumm:
1) ypoBeHb penTuHra Ha cante www.bus.gov.ru (o1 0 go 1) www.bus.gov.ru 7
2) nonHoTa, akTyanbHOCTb U MOHSATHOCTb MHdopmauun o0 | AHanM3 canToB 7
opraHusaumm coumanbHOro obcnyxnBaHns, pasmeLlaeMon Ha
oduumnanbHoM cante (6annbl)
3) HanuuMe u AOCTYMHOCTb crnocoboB obGpaTHOWM CBA3WM C | AHanM3 canToB 8
nony4arensiMmn coumnanbHbix yenyr (6ann)
4) pona vy, cuyuTalwmx uHdopmupoBaHve o pabote | Onpoc  rpaxgaH 8
opraHusauuMm couuwanbHoro oOCnyXvMBaHuMa W Mnopsigke | nonyyYatenen

npefocTaBneHns coumarnbHbIX YCNyr 4OCTaTOYHbIM (OT Yucna
ONpPOLLEHHBIX, %)

coumnanbHbIX ycnyr

2. KomhopTHOCTb YCMOBUIA U AOCTYNHOCTL MONyYEHNUS YCIyr, B TOM Ynce AN rpaxaaH ¢ orpaHnyYeHHbIMU

BO3MOXHOCTAMM 300pPOBbA:

1) cTeneHb BbINOMHEHMSA YCMOBWMA  AOCTYMHOCTW  ANS
WHBanNMaoB (B TOM uucne AeTen-wHBanNUAOB) M APYrMX nuy, C
OrPaHNYEHHbIMN BO3MOXHOCTAMMW 300POBbS, YYUTbIBAKOLLMX
OrpaHVYeHNs UX XU3HeAeATEeNbHOCTU MPW NpefoCTaBfieHnn
coumanbHbIX YCAyr B CTauUOHAapPHbIX UAM NONYyCTauMOHaPHbIX
ycnosusx (6annbl)

HeBkntoueHHoe
HabnogeHne

10

2) COOTBETCTBME nnowagen KUTbIX NOMeLLIEHU
YCTaHOBMEHHbIM CaHUTaPHO-TUTMEHNYECKUM "
CaHWUTaPHO-aNNOEMUNOSIOTMYECKUM HOPMaM U HopmaTuBaMm B
pac4yeTe Ha ogHoro obcnyxmnsaemoro (%)

CTtatucTtuka

10

3) YOOBNETBOPEHHOCTb YCNOBUAMM (MOMELLEHNE, NMEIOLLIEECS
obopynoBaHue, mebenb, MArkMN WHBEHTapb, XpaHeHue
NNYHBIX BELLEN M NPOY.) NPEeAOCTaBNEHMS CoLMarnbHbIX YCryr
(%)

Onpoc rpaxaaH -
nonyvareneu
coumanbHbIX ycnyr

3. Bpemsi oxvaaHusa B odepean npuv nonyyYeHny coumanbHbiX YCnyr:

1) cpeoHee Bpems OXuAaHUs  MOMy4YeHUN
opraHu3aumm coumnanbHoro obenyxmeaHus (gH.)

ycnyr B

Onpoc rpaxaaH -
nonyvareneu
coumanbHbIX ycnyr

2) pong nonyyartenen ycnyr, oLueHMBaLNX BPeEMS OXnOaHus
nonyyYeHns coumnanbHbIX YCAyr Kak He3HadynTensHoe, OT Yyncna
onpoLleHHbIX (%)

Onpoc rpaxaaH -
nonyvareneu
coumanbHbIX ycnyr

4. NobpoxenaTenbHOCTb, BEXITMBOCTb Y KOMMETEHTHOCTb PAbBOTHUKOB OpraHv3auum:

1) gons nonyyaTtenen ycryr, KOTOpble BbICOKO OLEeHMBAlOT
nobpoxenaTtenbHoCTb, BEXMBOCTb W BHUMAaTENbHOCTb
coumanbHbIX U WHBIX KaTeropui paboTHMKOB OpraHM3aumm
coumanbHoro obcnyxmanus (%)

Onpoc rpaxaaH -
nonyvareneu
coumanbHbIX ycnyr

2) pons nonyyaTenen ycnyr, KOTOpble BbICOKO OLIEHMBAOT

Onpoc rpaxaaH -

KoHcynbTaHTINIOC
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a
"O MeToaNYECKUX PEKOMEHAALMSX MO NPOBEAEHUIO HE3ABUCMMOM OLIEHKHM
KayectBa pabo...

[lokyMeHT npefoctaBneH KoHcynbTaHTloC

[ata coxpaHeHusi: 23.04.2015

KOMNETEHTHOCTb coumarnbHbIX U MHbIX KaTeropuii paboTHMKOB
opraHusauum coumnanbHoro obcnyxmsanms (%)

nonyyatenen
coumnanbHbIX ycnyr

5. Y,EI,OBJ'IeTBOpeHHOCTb Ka4yeCTBOM 06CJ'Iy)KVIBaHVIFI B OpraHun3auunu:

1) pons nomnydyatenen ycnyr, YOOBNETBOPEHHbIX KayecTBOM
obCnyXMBaHUA B OpraHuMsauuy coumanbHOro oGCnyXMBaHWS
(%)

Onpoc rpaxpgaH -
nonyyarenemn
coumanbHbIX ycnyr

10

2) pona nonyyartenen ycnyr, yooBNETBOPEHHbIX YCIOBUSAMU
NPOXWBAHUS B OOHO-, ABYX-, TPEX- WM YeTbIpeXMECTHbIX
XUINbIX KOMHaTax CTauMOHapHbIX OpraHusauui couuanbHOro
ob6cnyxmBaHms (%)

Onpoc rpaxpgaH -
nonyyarenemn
coumanbHbIX ycnyr

3) gons nonyvarenew ycnyr, KOTopble roToBbl peKOMeHA0BaTb
opraHusauuto coumanbHoro  obcnyxmBaHua — Opy3bsaM,
pPOACTBEHHMKaM, 3HakoMbIM (%)

Onpoc rpaxpgaH -
nonyyatenen
coumanbHbIX ycnyr

4) pons nonyyaTtenen ycrnyr, OXBa4eHHbIX couManbHbIMU
ycrnyramu B COOTBETCTBUM C WHAMBMAYalNbHbIMW KapTamu
peabunutaumm (%)

OdmumanbHas
cTaTtucTuka

10

5) umcno obocHoBaHHbIX Xanob nonyyarenen ycnyr Ha
KayecTBO ycnyr, npeaocTaBrneHHbIX opraHmsaumen
coumanbHoro obcnyxmeaHua (kanobd Ha 100 nonydaTenen

ycnyr)

OdmumanbHas
cTaTtucTuka

6) yaoBneTBOpeHHOCTb KayecTBoM nutaHus (%)

Onpoc rpaxagaH -
nonyyatenen
coumanbHbIX ycnyr

7) yAOBNETBOPEHHOCTb Ka4yeCcTBOM NpPOBOANMbIX
MeponpuUATUR, UMeoLmnX rpynnoBson xapakrep
(0300poBUTENBHBIX, AOCYrOBbIX, MPOMUNAKTUYECKMX W Mp.)
(%)

Onpoc rpaxagaH -
nonyyarenen
coumanbHbIX ycnyr

Mpunoxexne N 4

K METOONYECKUM peKoMeHAaLmnAM
Nno NpoBeAeHUI0 HE3aBUCUMOM OLIEHKU
KavecTBa paboTbl OpraHnsauun,
OKasblBatLLMX coLunarnbHble yenyru B cdpepe
coumarnbHOro obcnyXMBaHUsi HaceneHus,
yTBEPXAEHHbIM nNpukaszoMm MuHTpyaa Poccun

ot 30 aBrycta 2013 r. N 391a

dopma

KoHcynbTaHTINIOC

HafeXxHaa npaBoBan noaAepXXkKa
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Mpuka3s MuHTpyaa Poccum ot 30.08.2013 N 391a
"O MeToaNYECKUX PEKOMEHAALMSIX MO NPOBEAEHUIO HE3ABMUCMMOM OLIEHKM KadecTsa pabo...

[okyMmeHT npepoctasneH KoHcynbTaHTIt0C

[ata coxpaHenusi: 23.04.2015

HaumeHoOBaHUE OopraHM3anmuy COoLMaJIbHOI'O

Ilr1an
MEPONPUATUM 10 YJIYUIEHMI0 KayecTBa pab®oTH OpIraHMB3aluMn

COLMAaJIbHOTO OOCIYXUBAHUS

ODCITYyXMBAHUA :
N HaumeHoBaHve OcHoBaHwne Cpok OTBETCTBEHHbIN PesynbTar MokasaTtenu
n/n MeponpuaTns peanusaunu peanusauuu XapakrepusyoLme
(pesynbTat pes3ynbTaT BbINOMHEHUS
He3aBMCMMON MeponpusaTus
OLLEHKM Ka4ecTBa)
KOHCV" bTaHTlnK0C www.consultant.ru CrpaHuua 16 u3 16
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