Mpuka3 MuHuctepcTtBa Tpyaa n coumnansHon 3awmuTbl PO ot 30 aBrycta 2013 r. N 391a
"O MeToaMYEeCcKMX pekoMeHAaunsax no NpoBeaeHNI0 HE3aBMCUMOM OLEHKN KayecTBa paboThbl
opraHusaunin, okasblBaloLLMX couunarnbHble yCryrn B cdoepe coumanbHoro obcnyxmsaHns"

B uenax peanusauum nognyHkta k" nyHkta 1 Ykasa [MpesngeHta Poccurckon
®epepaumm ot 7 maa 2012 r. N 597 "O mepax no peanusauumn rocygapCTBEHHOW coumanbHOM
nonnTukK", B COOTBETCTBMU C noctaHosreHnem lNpasutensctBa Poccunckon degepauumm ot
30 mapta 2013 r. N 286 "O chopmMmpoBaHMMN HE3ABMCUMOW CUCTEMbI OLIEHKN KadecTBa paboTbl
opraHusauun, okasbiBalLWMX couuanbHble ycrnyrn" W NnaHoMm  Meponpuatum  no
dOpMMPOBaHMID  HE3aBMCUMOW CUCTEMbI OLUEHKM KadectBa paboTbl opraHusauum,
OKasblBalLWKNX couMnanbHble YCNyru, YTBEpXAEHHbIM pacnopsbkeHvem [lpaBuTenbcTBa
Poccunckon ®epepaunn ot 30 mapta 2013 r. N 487-p, npukasbiBato:

1. YTBEpAUTb MeToaM4YecKMe pekoMeHaaumm no npoBeOeHMI0 HE3aBMCUMOW OLEHKM
KayecTBa paboTbl OpraHu3auui, okasbiBaloLMX coumarbHble YyCnyrm B cdepe counanbHOro
obcnyxusaHus (ganee - Metoguyeckme pekoMeHgaumm), CorfacHo NnpuoKeHuo.

2. [denapTaMeHTy gemorpaduyeckorn MOMUTUKM U cOuuanbHOM 3alUmMTbl HaceneHus
(O.B. CamapuHa) wn [JenaptaMeHTy KOMMMEKCHOrO aHanmM3a WU NPOrHo3MpoOBaHUS
(B.®. KonbaHoB) ocyuectBnAaTb MeToandeckoe U MHGOPMaUMOHHOE COMPOBOXAEHUE
AEeATEeNnbHOCTU MO MNPOBEAEHUID HE3aBMCUMMOW OLEHKM KayecTBa paboTbl opraHu3aumm,
OKa3blBaloLMX coLumanbHble ycnyrm B ccpepe coumanbHOro obenyXxnBaHus.

3. PekomeHpoBaTb oOpraHam WCMOMHUTENBHOW Bractu cybbektoB Poccuickon
depepauymm:

npumeHaTb MeToanyeckme pekomeHaauuy npyv NpoBEeAEHUM HE3aBUCUMOW OLEHKU
KayecTBa paboTbl OpraHu3auuMi, okasblBaloLWMX coumarnbHble ycnyrn B cdepe coumanbHOro
obcnyxuBaHus;

OCYLLECTBNATb MOHUTOPUHI BBELEHMSI HE3aBMCUMOW OLIEHKM KayecTBa paboTbl
opraHuMsaumin, okasbiBalOLLMX coumanbHble ycrnyrn B cdepe coumnanbHOro obenyxmnBaHus, B
cooTBeTCcTBUM C npukasom MunTtpyaa Poccun ot 31 mas 2013 r. N 234a.

4. KOHTpOmnb 3a WCMNOSIHEHMEM HACTOSLLEro npukasa BO3MOXUTb Ha 3aMecTuTens
MwuHucTpa Tpyaa un coumansHon 3awmTsbl Poccunckon ®epepaunn A.B. BoBYeEHKO.

MwuHucTp M. TonunuH

MpunoxeHune

K npuka3dy MMHucTepcTBa Tpyaa
M coumanbHoOM 3awmTbl PO

ot 30 aBrycTta 2013 r. N 391a

MeToaunueckne pekomeHgauum
no NpoBeAeHUI0 He3aBUCMMOMN OLLEHKU KayecTBa paboThbl OpraHM3auun, okasbiBaroLWmMX
coumanbHble ycrnyru B cdpepe couuanbHOro oocnyxmBaHus

1. MeTtogumyeckune pekomeHgauuMum Mo nNpPOBEAEHUI0 HE3aBUCUMMOW OLEHKM KadecTBa
paboTbl OpraHu3auuin, OkKasbiBalOLWMX couuarnbHble Yycrnyrm B cdepe CcoumanbHOro
obcnyxmBaHUa HaceneHust (ganee COOTBETCTBEHHO - OpraHuMsaumm  coumarnbHOro
obcnyxumBaHusa, MeToguyeckne pekomeHgauumm), paspaboTaHbl B uensax obecneveHus
eduHbIX noaxodoB U TpeboBaHUM K PYHKLUMOHMPOBAHUIO HE3AaBMCUMOW OLIEHKM Ka4vecTBa
paboTbl OpraHM3aunn coumanbHOro obcnyxmeaHna (ganee - He3aBUCKMMAs OLEHKA), a Takke
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oKasaHWs METOAMYECKON MOMOLLM opraHam UCNONTHUTENbHOW BRacTu cybbekToB Poccumnckon
depepaummn, obLeCTBEHHbBIM COBETaM MNpU  yKas3aHHbIX OpraHax, OTBETCTBEHHbIM 3a
npoBeaeHne He3aBUCMMOW OLIEHKW (aanee - obLiecTBEHHbIE COBETHI).

2. lNoag He3aBUCMMOW OLEHKOW B uensax MeTtoguyeckux pekomeHgaumin noHMMaeTcs
OUeHKa [eATeNlbHOCTM oOpraHmMsaunn coumansbHoro obecnyxmBaHWMA B COOTBETCTBUM C
KpUTeEpUSMM 1N nokKasaTensiMu  OUEHKW, onpeaeneHHbiMM obLecTBEHHbIM COBETOM B
YCTaHOBMEHHOM MOpsAKe, W COCTaBfieHWe pPeNTUHIoB KayecTBa paboTbl opraHu3auumn
couunanbHoro obcnyxmuBaHus (ganee - penTUHr) Ha OCHOBE crneayLWmnX NPUHLKMNOB:

3aKOHHOCTb;

OTKPbLITOCTb M MNYBSINYHOCTb;

A06pPOBOMNBHOCTL y4acTusi 0OLLECTBEHHbBIX 00 beANHEHUN;

HEe3aBUCUMOCTb MHEHUI FpaXKaaH, KCNepToB, OOLLECTBEHHbIX OObeANHEHWI;

NosIHOTa MHOpMaLIUN, UCMONb3yeMOW OS5 NPOBEAEHNSA OLEHKH;

KOMMNETEHTHOCTb 1 NPod)eCCMOHann3m YreHoB 0bLEeCTBEHHOrO coBeTa.

3. YyacTHMkaMmn He3aBMCMMOW OLIEHKN SIBNAIOTCS:

obLecTBEHHbIE COBETDI;

nonevntenockme  (ObOLeCTBEHHble, HabnogaTenbHble) COBETbl  OpraHu3auumn
coumnanbHOro obcnyxmBaHus;

BCEPOCCUNCKNE, permoHanbHble U MyHUUMNanbHble 0o0LecTBEHHble O0ObeaUHEHUS B
chepe coumanbHOro ob6CnyXnBaHus;

opraHmsauumn coumnanbHOro oocnyXnBaHus;

rpaxkgaHe - nonyvatenu coumanbHbIX YCnyr B cpepe coumanbHOro o6CnyxmBaHus, nx
POACTBEHHUKWN M YNEHbl CEMbM, 3aKOHHbIE NpeacTaBUTENy;

3KCnepTHOE COooBLLECTBO;

PENTUHIOBLIE areHTCTBa, cpeacTBa MaccoBon UHopmauun.

4. [log opraHuMsaumammu coumanbHoro obcnyxuBaHus ana uenen MeTogmyeckmx
pekomeHaaumm NOHUMaKTCS rocy4apcCTBeHHbIE (MyHVMUMNanbHbIE) yupexaeHus,
oKasblBaloLne couuanbHble YCnyrm B cdepe coumanbHoOro o6CnyxumBaHus, a Takke
opraHmsaumm  UHbIX (OpM  COOCTBEHHOCTM, OCYLIECTBAAOLWMNE AOEATENbHOCTb MO
npefoCTaBIEHUIO coLManbHbIX YCNYr B chepe coumnanbHOro obcnyXmBaHus.

5. HesaBucmmasa oueHka npoBoauTcs B 0643aTenibHOM MOpsiAke B OTHOLLEHUN
rocygapCTBEHHbIX (MYHULMNANbHbIX) YYPEXOEHUA, OKa3blBaloLWMX couMarnbHble YCryrn B
chepe coumanbHOro obcny>KuBaHus.

6. K rocygapctBeHHbIM (MyHULMNAMNbHbBIM) YYPEXOAEHNAM, OKa3biBaKOLLMM COLManbHbIE
ycnyrm B cdepe coumanbHOro oOCnyXuBaHMsl, OTHOCATCS: KOMMSEKCHbIE  LIEHTPbI
coumnanbHoro obcnyxmBaHUs HaceneHus; TeppuTopuanbHble LEeHTPbl CounanbHOM MOMOLUM
CEMbE W [OEeTsaM; LEHTPbl CcouManbHOro 0OCnyXuBaHUS; couManbHO-peabunMTaunoHHbIe
LEHTPbl ANs HECOBEPLLUEHHONETHUX; LIEHTPbl NOMOLLM OETAM, OoCcTaBlmMMca 6e3 noneyeHus
poauTenen; counanbHble NpuoTbI ans peten " NnoapOCTKOB; LEHTPbI
NCUXONOro-nearormyeckon NOMOLLM HACENEHWIO; LIEHTPbl 3KCTPEHHOW MCUMXOSIOrMYECcKomn
nomMoLLM no TenedoHy; LeHTpbl (0TAENEHNS) coumanbHON NOMOLLUM Ha AOMY; LOMa HOYHOrO
npebbiBaHUSA; crneumanbHble AoMa ANg OOUHOKUX NpecTapenbiX; CTauMOHapHbIe y4peXxaeHus
coumnanbHoro obcnyxmBaHus (OOMa-uHTEpHaTbl AN NpecTapenbix WM UHBaNMaoBs,
NCUXOHEBPOJSIOrMYECKNE MHTEpPHATbl, OETCKME OOMa-UHTEPHaTbl ANS YMCTBEHHO OTCTasbIX
aeTen, AoMa-vHTepHaTtbl Anst Aeten ¢ PU3NYECKMMM HepocTaTkamu); repoHTONornm4eckmne
LEHTPbI, @ TAKKE NHbIE YYPEXOEHNSA COLMANbHOro 06CNyXnBaHNA HaceneHus.

7. OpraHusaumm MHbIX OPM COOCTBEHHOCTM, OCYLLECTBRSKOLWNE OEATENbHOCTb MO
npenoCTaBMEHNIO couManbHbIX ycnyr B cdepe coumanbHoro obcnyxmBaHud, BrpaBe Ha
Ao06pPOBONBHOM OCHOBE y4acTBOBaTb B NPOBEAEHMM HE3ABUCMMOW OLIEHKM U NPeaoCTaBnATb
MHoOpMaUMIO O CBOEN [esATeNbHOCTU [ONA BKIIYEHUS MX B MNepeyeHb OpraHu3aunn



coumanbHoro obcnyxuBaHust NS NPOBEAEHMS HE3aBMCMMOW OLEHKU U (POPMUPOBAHMS
penTuHros (ganee - [NepeyeHnb).

B cnyyae noareepxaeHns 4o06pOBONBHOrNO y4acTusi Takux oOpraHm3auumi B NpoBeaeHnn
HE3aBUCMMOM OLEHKM Ha HUX pacnpocTpaHalTcs Bce TpeboBaHMsa Mo obecnevyeHuto
npoBefeHNs HE3aBMCUMOM OLIEHKU, NpeabsBrisieMble K rocyAapCTBEHHbIM (MyHUUUNANbHBIM)
yuypexneHusiM, okasblBaloLmMM coumarnbHble YCIyrn B cdpepe coumanbHOro obcnyxmBaHus.

8. OpraHuzaumio npoBedeHNd He3aBUCMMOW OueHKn B cybbekte Poccumnckon
degepaummn  ocywecTBnsgeT oOpraH WUCNOSHUTENbHOW Briactm cybbekta Poccunckon
degepaumn, YNONMHOMOYEHHbLIM Ha MpoBedeHWEe He3aBUCUMOM oOueHku (danee -
YNOMHOMOYEHHbIN OpraH), Ha KOTOpbIN BO3NaraeTca:

obLee opraHm3aunoHHoe obecneyeHne NpoBeaeHUs1 HE3aBUCUMOW OLIEHKN;

MOHUTOPWHT NPOBEAEHUS HE3aBUCUMOM OLIEHKM HA permMoHaribHOM ypPOBHE;

obecnevyeHne TEXHUYECKON BO3MOXHOCTU BbIPaXXEHUST MHEeHUN noTpedbutensmu
coumnanbHbIX Yycrnyr O [OesTeNnbHOCTU OpraHuM3aumn coumanbHoro obcnyxmBaHua u
yOOBMETBOPEHHOCTU pe3ynbTaTamu couunanbHoro obcnyxumBaHust Ha oduumanbHOM canTe
YNONHOMOYEHHOro opraHa B WHGOPMAaLMOHHO-TENTEKOMMYHUKaUMOHHON ceTn "HTepHeT"
(nanee - cetb "WHTepHeT") ©n oduumanbHbIX CcalTax oOpraHuMsauun  coumnanbHOro
00Cny>XnuBaHus, HaxXoOALWMXCH B BeAEHUN YNOSTHOMOYEHHOro opraHa (Npu Hanuyum).

9. B uensax cogenctBusi nNpoBEOEHUIO HE3aBUCMMOM OLEHKM YNONMHOMOYEHHbLIM
opraHom dhopmMmupyeTca obLeCcTBEHHbIN COBET.

10. Ob6LecTBEHHbIE COBETbI:

dopmupytoT MNepeynu;

OonpeaensiioT KpuTepun n nokasatenu kadvectsa paboTbl opraHM3aunin coumanbHOro
obcnyxuBaHus;

yCTaHaBnNuBalT MOPSAOK NPOBEOEHMSI  HE3aBUCMMOW  OLIEHKM  opraHusaumm
coumnanbHoro o6CnyXMBaHMS Ha OCHOBaHMM MPUHATBLIX MNoKalaTenen kadectsa pabdoThl
opraHuMsaumn coumanbHOro oOcCnyXuBaHus, C y4eTom nyHktoB 21 uM 22 MeTtognyeckux
pekomeHaaumm;

opraHmsyrT paboTy no mayvyeHuno, 0600LLeHNI0 N aHanM3y OBLLECTBEHHOIO MHEHMUS O
KayectBe paboTbl opraHu3auMm  coumanbHoro  obcnyxuBaHusi, B TOM  4ucne
cthopmMmpoBaHHOro O6LLECTBEHHLIMW OpraHn3aunsaMm,

npodeccuoHanbHbIMM CoobLLECTBAMM N MHBIMW HE3ABUCUMbIMW 3KCNepTamMu, aHanmsy
PENTUHIOB;

HanpaenslT B YNOTHOMOYEHHbIN opraH MHopMauuo o0 pesyrbTatax He3aBMCUMOW
OLIEHKM, a TaKKe NpeasioXKEeHNsa No opraHM3aumm He3aBUCMMOWM OLIEHKN, YINYULLEHUIO KayecTBa
paboTbl OpraHusauui coumanbHOro obcnyxmBaHWa W OOCTyna nonydatenen coumanbHbIX
ycnyr K UHGopMauum O HUX;

OCYLLECTBNAT MWHble YHKUUK, onpeaensemMble YMNONHOMOYEHHbIM OpPraHom B
Noro)xeHnn od odbLEeCcTBEHHOM COBETE.

11. CoctaB o6wecTBeHHOro coBeTa QopMUMpyeTcss U3 u4ucna npeacraBuTeENen
BCEPOCCUMNCKNX, PEMMOHAIbHbLIX U MYHUUMNAnNbHbIX OOLWECTBEHHbIX 00beanHeHU B cdepe
coumnanbHoro obcnyxuBaHus, obpasoBaTenbHbIX OpraHu3auuMi Bbicllero obpasoBaHus,
npodeccuoHanbHbiX  ob6pasoBaTenbHbIX  OpraHusauumn,  Opyrmx  3avHTEPECOBaHHbIX
opraHmM3aumin n HesaBUCUMbIX 3KcnepToB. lMpu dopmmpoBaHun cocTtaBa OO6LLECTBEHHOIO
coBeTa Heobxogmmo obecneunTb NPeacTaBUTENBCTBO OT OOLWECTBEHHbIX 00BLEANHEHUN,
NpPeacTaBnALWLNX MHTEPECHI BCEX KATETOPUN HaceneHuns, nonyyarLwmx counanbHble ycnyrm
B yupexaeHusix. [pn aTom cnegyet obGecneynTb OTCYTCTBME KOH(PNMKTA MHTEPECOB B
OTHOLUEHMM YNEHOB OBLLIECTBEHHOIO COBETA.

12.  YNONMHOMOYEHHbLIN opraH obecneunBaetr pasmeweHne uHdopmaumm o6
00LLEeCTBEHHOM COBETE, B TOM YMCIeE NonoxeHust 06 obLecTBEHHOM COBETE, CBEAEHUSA O €ro



coCTaBe, MNPOTOKOSNIOB 3acedaHun oOWEeCTBEHHOro coBeTa Ha oduuuanbHOM canTe
YNonHOMo4YeHHOro opraHa B cetn "MIHTepHeT".

13. Tllpu npoBegeHuM 3acegaHuin ob6LIECTBEHHOro coBeTa obecnevmBaeTca UX
OTKPbLITOCTb U MYBSIMYHOCTb, B TOM 4uCrie NOCPeACTBOM MNPUBIIEYEHUS CPenCTB MacCOBOM
nHdopMauum Ha 3acedaHusi oOLLECTBEHHOrO COBETa, OH-NTaWH TPaHCMsAUMA 3acefaHun,
nyénukauumm pesyrnbTaToB AeATeNbHOCTU OOLLEeCTBEHHOrO CoOBeTa 3a OTYETHLIN Nepuoa.

14. MNepeyvHn pekoMmeHayeTcsa onpeaensaTbs B COOTBETCTBUM C peecTpaMn NOoCTaBLLMKOB
coumnanbHbIX YCyr ¢ y4eTOM:

TUNOB opraHu3auum (opraHusauum CTaLMOHapHOrO, nonycTaunoHapHOro
(HecTauMoHapHOro) coumnanbHOro OBCMYXMBaHUSA U OpraHu3auun HagOMHOrO COLManbHOro
obcnyxmBaHus);

BWOOB OpraHu3aunn, onpegerieHHbIX B cyobekTe Poccuickon degepaumu;

BMOOB  couManbHbIX  YCRyr, OKa3blBAaeMblX  OpraHu3aumMamu  couuanbHOro
obcnyxusaHus B cybbekte Poccunckon ®epepaunu;

KaTeropum nonydaternen coumanbHbIX YCAyr.

15. PeutnHrn opraHusauui coumnanbHOro obcnyxmBaHus  opmupyloTca B
COOTBETCTBUM C [lepeyHeM Npu HanmmMymMmM B HEM He MeHee 5 opraHusauui coumanbHOro
obcnyXuBaHus, a Takke pekoMeHgauusiMn, npeaycMoTpeHHbIMU ryHKToM 14 MeTtognyeckux
pekoMeHaaunn.

16. B uendax ¢opmupoBaHus penTuHra opraHusauumn coumanbHOro obCcnyXuBaHUS
ncrnonb3yeTcss gecatubansbHas cuctemMa OLUEHKU, KoTopasi yTBepxaaeTcsi 0OLeCTBEHHbIM
COBETOM.

17. MNpoBegeHne He3aBUCUMOW OLIEHKM U (POPMUPOBAHUE PEUTUHra PEKOMeEHOyeTCs
OCYLLECTBNATL HE peXe OOHOro pasa B roj,.

18. YNONHOMO4YEHHbIN OpraH onpegensieT opraHuM3auuio-oneparopa no nNpoBeAeHUto
MOHUTOPUHra OeATeNbHOCTN OpraHu3aumm coumnanbHOro obcnyxuBaHus ona opmMmpoBaHus
PENTMHIOB (Janee - oOpraHu3auusi-onepaTop) B COOTBETCTBUM C 3aKOHOAATESILCTBOM
Poccunckon degepaumm o pasMeLLeHnn 3aKka3oB Af1s1 rOCyJapCTBEHHbIX U MyHMUMNANbHbBIX
HyX4. IMpn 3TOM YNONHOMOYEHHbIM opraH obecneymBaeT yvyacTue obLecTBEHHbIX COBETOB B
onpeneneHun opraHmsaumm-oneparopa.

19. OpraHusaumsi-onepatop nNPOBOAUT HE3aBUCMMYKD OLIEHKY B COOTBETCTBUM C
nyHkTamu 28 - 33 MeToanveckmux pekoMmeHgauunn.

MpeaBapuTernbHble pe3ynbTaThbl nposeaeHus He3aBMCUMOW OLEHKM
opraHusaumen-onepaTopom, B TOM YMCre NPOEKTbl PENTUHIOB, METOAMKA UX (POpMUPOBaHUS
n obocHOBaHME pe3ynbTaTOB pPEUTUHIOBAHWUA (Janee - WHTepnpeTaums pPemnTUHIOoB),

nognexar oba3aTenlbHOMY pacCMOTPEHUO 06LLECTBEHHLIM COBETOM.

PesynbTatbl npoBegeHNA He3aBUCMMOW OLIEHKW OpraHmsauuen-onepatopomMm, B TOM
4yucre penuTuUHIKM, MeToamka ux OPMUPOBAHNA N MHTEpNpeTaLnsa PenTUHIOB, pasMeLLaTca
Ha odwmumanbHOM canTe YMNOSIHOMOYEHHOro opraHa B ceTn "IHTepHeT", B TOM 4ucne B
dopmaTte OTKPbITbIX AaHHbIX (Xml, csv), B TeyeHne Tpex paboumx AHENn C MOMEHTa UX
onobpeHunst 00LLECTBEHHBIM COBETOM.

20. HesaBucuMMylo OLEHKY MOryT MpOBOAUTbL TaKXKe WHble topuanyeckne nuua
He3aBMCUMO OT MX OpraHM3aLMOHHO-NPaBoBOM YOPMbI, MHAMBUAYANbHbIE NPeAnpUHMMaTENn
(Banee - MHble opraHn3aunn, OCyLLECTBIAIOLINE HE3AaBUCUMYIO OLEHKY).

PesynbTatel He3aBUCUMOW  OLEHKW, MPOBEAEHHOW  WHBbIMA  OpraHu3auusiMu,
OCYLLECTBNALWNMN HE3AaBUCUMYIKO OLEHKY, nognexar oba3aTtenbHoMy pacCMOTPEHUIO
06LEeCTBEHHbIM COBETOM.

NHdpopmauna o pesynbtartax NnpoBeeHUS HE3aBUCMMOW OLIEHKK, nNpeJocTaBnsemas B
YNONMHOMOYEHHbIN OpraH MHbIMW OpraHn3aunamMu, OCyLLIECTBIISIOLLMMN HE3ABUCUMYIO OLLEHKY,
JOJDKHa cofepXaTb PeruTUHIN, OnucaHue MEeTOAMKU UX POPMUPOBAHUA N UHTeprnpeTaumto
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PENTUHIOB, KOTOpPbIE pas3MeLLalnTcss Ha oduuManbHOM canTe YMNOSTHOMOYEHHOro opraHa B
cetn "WHTepHeT" B TeyeHue p[ecatm paboymx OHENW C MOMEHTa MX MpeacTaBfeHuss B
YNOSTHOMOYEHHbIV OpraH.

21. [lns npoBeaeHns He3aBMCUMOWN OLEHKN pEKOMEHAYETCA UCMONb30BaTh NokasaTenum
KayecTBa paboTbl OpraHM3aumi coumanbHoro o6Cny>xMBaHnsa HaceneHns, xapakrepuaytowme:

1) OTKPBLITOCTb U AOCTYMHOCTb MHpOpMaLnn 06 opraHMsaunu:

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

NONHOTa, akTyanbHOCTb M MOHATHOCTb MHGOpMauun 06 opraHmM3aumu, pasmeLlaemon
Ha ouumnansHom cante (6annsl);

Hanuune M OOCTYMHOCTb CNOCOBGOB OGpaTHOM CBSA3M C MNofydaTensiMm couunanbHbIX
ycnyr (6ann);

AONsA nuu, KOTopble cuyMTalT MHGOPMUpOBaHME O paboTe opraHmMsaumMm u nopsiake
npegocTaBfeHns coumanbHbIX YCyr 4OCTAaTOYHbIM, OT YMcna onpoLleHHbIX (%);

2) KOM(POPTHOCTb YCIOBWUA 1 JOCTYMHOCTb NOSTYYEHUS CoLManbHbIX YCNyr, B TOM Yncne
ANSA rpaxgaH ¢ orpaHNYeHHbIMM BO3MOXHOCTAMW 300POBbS:

CTeneHb BbIMNOMHEHMUS YCMOBUW AOCTYNHOCTU ANs WMHBanNuaoB (B TOM 4ucne
AeTen-MHBanuaoB) U ApYrnx nnu, yYMTbIBalOLWMX OrPaHUYEHUsT X XKU3HEAEATENbHOCTU Npu
npegoCcTaBfieHMM coumanbHbIX YCNyr B opraHm3aunax (bannbl);

COOTBETCTBME NNOWAAeNn >KUMbIX MNOMELLEHWA OpraHuM3auum  YyCTaHOBIIEHHbLIM
CaHUTapPHO-TUIMEHNYECKUM W CaHUTAPHO-3MNMAEMMUONONMYECKMM HOpMaM M HopMaTvMBam B
pacyeTe Ha ogHoro obcnyxusaemoro (%);

yOOBMETBOPEHHOCTb YCMOBUAMM (MOMeLleHne, umetweecs obopyaosaHue, mebens,
MSAMKUA UHBEHTapb, XpaHEeHWe fWYHbIX Belwen U T.n.) NpedocTaBneHns coumnarnbHbIX YCnyr
(%);

3) Bpemsa oXxngaHusa B odepean npy nory4YeHmn coumnanbHOm YCnyru:

cpedHee BpeMs OXuOaHua MOfyYeHuss YCnyr B OpraHuMsaumMmM  coumanbHOro
obcnyxusaHus (gH.);

Aonsa nonyvatenen ycnyr, OLEeHUBaKLWMX BpeMs OXUOaHUSA MNOSyYeHUsa coumnanbHbIX
YCIyr Kak He3HauuTernbHoe, OT Yncna onpoLueHHbIX (%);

4) nobpoxenaTenbHOCTb, BEXMMBOCTb N KOMNETEHTHOCTb PabOTHUKOB OpraHn3aumm:

Aonsa nosiyyaTtenen ycnyr, KOTOpble BbICOKO OUEHMBAKT [06poxenaTtenbHOCTb,
BEX/IMBOCTb M BHUMATENBHOCTb COLMAIIbHbIX M UHbIX KaTeropuin paboTHUKOB OpraHusaumm,
OT Yncrna onpoLeHHbIX (%);

Aonsa nonyvartenen ycrnyr, KOTopble BbICOKO OLlEeHMBAIOT KOMMETEHTHOCTb CoLUMnaribHbIX
N UHbIX KaTeropum paboTHUKOB OpraHu3aunin, oT Yynucna onpoLleHHbIX (%);

5) yooBneTBOPEHHOCTb Ka4eCTBOM 06CnyXnBaHMS B OpraHu3aLmm:

Jonsa  nonyyaTtenen ycnyr, YOOBIETBOPEHHbIX KayeCTBOM OOCnyXvBaHUA B
opraHusauum, oT Yymcna onpoLleHHbIX (%);

Aonsa nonyyatenen coumanbHbIX YCNYr, YAOBNETBOPEHHbIX YCNOBUAMU NPOXUBAHUS B
OLHO-, ABYX-, TPEX- UMM YETbIPEXMECTHbIX XUIbIX KOMHATax opraHu3auumn CTaunmoHapHOro
coumanbHOro o6cnyxmBaHus, OT Yncna onpoLueHHbIX (%);

Jonsa  nonyyatenem coumanbHbIX  YCRyr, KOTOpble TrOTOBbl PEKOMEHAOBAaTb
opraHmsaumio Apy3bsaM, POACTBEHHUKAM, 3HAKOMbIM, OT YMcna onpoLeHHbIX (%);

Aonsa nonyyaTtenen coumnasnbHbIX YCAYr, OXBaYeHHbIX couManbHbIMK ycryramu B
COOTBETCTBUM C MHAMBMAYaANbHbIMW MporpaMMamun peabunuraumm, OT obwero 4ucna
nonyyatenen ycnyr (%);

4ncrno oBOCHOBAHHbBIX Xanob nonydartenen coumanbHbIX YCIyr Ha KayecTBO YCHyT,
npenocTaBfieHHbIX opraHmsaumen (kanob Ha 100 nonyyaTtenen ycnyr);

yOOBNETBOPEHHOCTb Ka4yeCcTBOM nuTaHus (%);

yOOBNETBOPEHHOCTb KA4YeCTBOM MPOBOAUMBIX MEPONPUATUA, UMELMNX FPYnnoBOM
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Xapaktep (0300pOBUTENBHbIX, 4OCYrOBbIX, NpodunakTuyeckmx n np.) (%).

22. [ononHWTENbHO K nokasaTtensam, YKasaHHbIM B MyHKTe 21  MeToanyeckmx
pekoMeHgaumm, MOryT UCNOSb30BaTbCH MHbIE NOKa3aTenwu.

23. [Ana pacyeTa nokasaTtenen, ykasaHHbIX B nyHkTe 21 MeTognyecknx pekomeHaauun,
C Yy4yeToM OCOBEHHOCTEN [AEeATEeNbHOCTU OpraHuM3auuMmM coumanbHoro obcnyXnBaHus
pEKOMEHOYETCS MCMNONb3oBaTb Crefylowme WUCTOYHMKM WHopmMauun, Heobxogumown aOns
npoBeaeHNss He3aBMCUMOW OLIEHKM:

1) pesynbTaTbl aHanM3a HOPMaTUBHbIX MPaBOBbIX aKTOB, YCTAHABMMBAKOLMNX 3HAYEHUS
paccmaTpmBaeMblX NapaMeTpoB AEATENbHOCTU OpraHmn3aumi counanbHOro obcnyxXmBaHms;

2) pesynbTaTbl aHanu3a CTaTUCTUYEeCKOM MHGOPMaLMM OpPraHOB WCMONHUTENBHOM
Bnactn cybbektoB Poccunckon degepaumm n opraHnsalmi coumanbHOro oocnyxnsaHus;

3) pesynbTatbl onpoca (rnybuHHoe u opmann3oBaHHOe, MnonycgopmanM3oBaHHOe
WHTEPBbLIOUPOBaHME, NHTEPBbLIO, NPOBOAMMbIE B Mopsake camoobcrneaoBaHUs opraHusaunin,
aHKeTUpoBaHue, npoBeaeHne oKyc-rpynn):

nonyyatenen coumanbHbIX YCNyT;

pabOTHMKOB OpraHM3aLni;

pykoBoaguTENen opraHnsaumi o kadectse paboTbl NMOCTaBLUMKOB COLMarbHbIX YCYT;

npeacraButTenen odLecTBeHHbIX 00beanHEHUI, 3KCNEePTHOro coobuecTea.

Mpn HeobxogMMOCTN MOryT BbITb MCMONb30BaHbl TakKMe UCTOYHMKM MHAOPMAaLMK, Kak
pes3ynbTaTbl MPOBEOEHUS  KOHTPOSIbHbIX  3aKyMoK, BKIOYEHHOE  CTPYKTypupoBaHHOE
HabnoaeHne B MecTax okasaHus coumarnbHbIX YCNyr, pedynbTaTbl 3KCNEePTHbIX OLEHOK.

24. B «ka4yectBe [OOMOSHUTENbHbIX WCTOMHMKOB MWHpopMaumm uenecoobpasHo
NCMNonb30BaTh:

pesynbTaTbl NPOBEAEHHBIX MOHUTOPUHIOB B Cdhepe coLmanbHOro 06CcnyxmBaHus;

nHdopmMaumo obLecTBEHHbIX 0O beaNHEHWUN;

WHGOpMaUMIO  noneynTenbCcknx (0B eCTBEHHbIX, HabntogaTenbHbIX) COBETOB
opraHusaumin coumnanbHOro o6cnyXnBaHus;

MHGOPMAaLMIO 3KCNEPTHOro coobLlecTBa, PENTUMHIOBLIX areHTCTB, CPeACcTB MacCOBOW
MHOpMaLU.

25. B uenax mHdopmaumoHHOro obecnedeHns nNpoBeneHnUs HE3aBUCMMOW OLIEHKU Y
pacdyeTa nokasaTtenew, YKasaHHbIXx B nyHkTe 21 MeToguyecknx  pekomeHzauummn,
opraHuMsaumsam coumanbHOro o6CnyXMBaHMUSE C y4EeTOM OCOBEHHOCTEN WX AEATENbHOCTU
pekomeHayeTca obecneyntb (POPMUMPOBaAHME OTKPbITbIX MHMOPMALMOHHBIX PECYpPCOB,
cogepxawmx mHdopmaumio o AeATENbHOCTM OpraHu3auMmM coumarnbHOro obcCnyXuBaHus, B
COOTBETCTBUM C MNEpPeYHEM, NpeaycMOTpeHHbIM rpunoxeHnem N1 kK Metogmyeckum
pekoMeHgaumsiM, M OOCTyn K TakMM pecypcam MOCPeaCcTBOM pasMELLeHNd UX Ha
WHOPMALMOHHbLIX CTEHAAX B MOMELLEHUAX OpraHu3aumm coumnanbHoro o6cnyXMBaHus,
cpeacTBax MaccoBon MHGopmaumn, cetn "UHTepHeT".

26. WNHdopmaumio O [OeATenbHOCTU OpraHu3aumm coumanbHOro obcCnyXuBaHus
pekoMeHayeTca pasmewaTtb Ha oduuManbHOM CcanTe opraHu3auuMm  coumnarbHOro
obcnyxusaHusa B cetn "MIHTepHET", B TOM vncrne B opmaTe OTKPbITbIX AaHHbIX (Xxml, csv).

27. lNpoBeneHne HE3aBMCUMOW OLIEHKM MoKasaTenen kayectBa paboTbl opraHu3aumm
coumnanbHOro obcnyxMBaHMs PEKOMEHAYETCS OCYLLECTBNAATb NOCNenoBaTeNbHO B 4 3Tana.

28. Ha nepBom "opraHusauuoHHOM" 3Tane OCYLIECTBMAKTCA cregywoume
MEpPONPUATUSA:

1) onpegenexHune (nNpu HeobxoaMMoCTN JononHeHue) NepeydHs B TEKyLLEM Nepuoae;

2) yTOuHeHue (JOoMnonHeHue) npu HeobxoaMMOCTM nokasatenen kadyectsa paboThbl
opraHmsaumin coumnanbHOro o6cnyxnBaHus;

3) onpefgeneHne mMeToaoB cbopa NepBUYHON MHAOPMALMK N YTOYHEHME TpeboBaHUN K
MeToAuKam UX NPUMEHEHUS.



29. Ha BTOopom "nogrotoButenibHOM" aTane:

1) npoBOAMTCA aHanM3 HOPMAaTMBHO - NpaBoBOW 6asbl O coumnanbHOM 06CYKMBaHUW,
MHEHUA 3KCMepToB, MNpeacTaBUTeNern nosiydatenen coumanbHbIX — YCNyr, OTKPbITbIX
NUCTOYHMKOB MHOOPMaUUKM C LIeNbo COCTaBNeHUs npenBapuTenbHOro nepeyvHs npobnem ans
N3yyeHuns;

2) ocyuwectBndetca paspaboTka MeTOAMK W MHCTpyMeHTapusa cbopa nepBUYHON
WHOpMauuKM, B TOM 4UCMe peKkoMeHZauuh uHTepBbloepaM (nocrnegoBaTesibHOCTb
3ajaBaeMblX BOMPOCOB, OMWCaHWe BapuaHTOB MOBeAEHWA B 3aBUCMMOCTUM OT OTBETOB
pecrnoHaeHTa, nopsiAok onpoca), opMm ANa perucrpaumm nNepBUYHOM UMHAOPMaUNN, aHKeT
(NpymepHbIM  ObBpaseL, aHKeTbl MO aHanuady YOOBMETBOPEHHOCTU KavyeCTBOM OKa3aHus
coumnarnbHbIX YCryr B OpraHm3auusx coumaribHOro obCcnyXnBaHua NpuBEOEH B MPUITOXKEHUN
N 2 kK MeToguyeckum pekomeHaauunsm).

30. Ha Tpetbem "cbop nepBUYHOM UHGOpPMauuK" 3Tane pekoMeHayeTcH
OCYyLLEeCTBNATb:

1) aHanu3 HOpMaTMBHbIX MNPAaBOBbIX aKTOB, pPeErynupylowmx OesTenbHOCTb
opraHuMsaumn coumanbHOro oBCnyXuBaHUA, C Lenblo onpeaeneHns Unn yTouHEHus, ydyeTa
OWHAMWKN  HOPMATMBHO YCTaHaBfIMBaAeMbIX 3Ha4Ye€HUW OLEHMBAEMbIX MNapaMeTpoB U
nokasaTenemn gesaTenbHOCTU OpraHu3aumm;

2) npoBefeHue "nonesoro aTtana" mccnegoBaHus - COOp NEPBUYHBIX OAHHbLIX U KX
obpaboTka B COOTBETCTBMM C pa3paboTaHHbIMM  MeTodamK, BblIOpaHHbIMU UK
pa3spaboTaHHbIMXU METOAUKAMMU;

3) cbop CTaTUCTUYECKUX AAHHbIX;

4) npoBefeHNEe aHKeETUPOBaHNA (ONPOCOB);

5) He3aBUCMMBbIN BbIOOPOYHBLIN KOHTPOSIb WCNOMHUTENEN, OCyLlecTBNAWnX cbop
nepBUYHON MHPOPMaUuK;

6) dopMmMpoBaHME UTOrOBbIX MACCUMBOB [aHHbIX, 3anoSfIHEHWE OTYETHbIX OopM
npegcrasrieHns nHpopmauun.

31. Ha yeTtBepTOM "aHanu3 n oueHka kayecTtBa paboTbl OpraHu3auumn coumanbHOro
obcnyxuBaHua" atane pekomeHayeTcst obecneyunTb:

1) cuctemaTtmsaumio BbisIBNIEHHbIX NPOGneM AesTenbHOCTM opraHM3aumnm CoumnanbHoro
obcnyxuBaHus;

2) conocTtaBrneHne aKTU4eCkKUXx U HOPMATUBHO YCTAHOBIMIEHHbLIX 3HAYEHUN
nccnenyemMblx napameTpos;

3) BbISIBNEHWE TeppuTOpuanbHbIX U MHbIX OCOBEHHOCTEN uccnegyemblx napameTpoB
AEeATeNbHOCTU OpraHn3auunn coumanbHoro obecnyxmneaHus;

4) aHann3 gUHaMMKN 3HA4YEHUIN UccregyemMbix NnapaMeTpoB 1 NoKasaTenen;

5) conocraBneHne HOpMaTUBHO YCTAHOBIIEHHbIX 3HAYEHUIN UCCreayeMbIX NapamMeTpoB
AEeATeNnbHOCTM OpraHu3auui coumanbHoro obcnyXmBaHMa C BbISiBNEHHbIMW npobnemamu un
OXnAaHMsaMU nonyyvatenen counanbHbIX YCIyr;

6) pacyeT uHTerpanbHOW OLEHKM KayecTBa paboTbl oOpraHu3auui coumanbHOro
obcnyxusaHua 1 GOPMNPOBAHNE PENTUHTA;

7) obuiectBeHHOoe obcyxaeHne pe3ynbTaToB HE3aBUCUMOW OLEHKM B OTYETHOM
nepuoge wn paspaboTka NpeanoXeHWn Mo YNydlWeHUo KavecTBa paboTbl OpraHu3auun
coumanbHOro 06cnyXmMBaHus;

8) nybnukauuto pe3ynbTaToB HE3AaBUCMMOM OLIEHKN, B TOM YNCIE PENTUHIOB.

32. PentuHr doopmupyeTtcs nyteM YnopsgouMBaHUA MPUCBOEHHbLIX OpraHu3aumsam
coumanbHOro o6cnyxMBaHUsA NOPALKOBBIX HOMEPOB.

Kaxxgon opraHusauum coumanbHoro obcnyxuBaHus, Boweawen B [lepeyeHb,
npuceavBaeTCca NopsaKoBbIN HOMEP N0 Mepe YMEHbLUEHUS 3HAaYEeHUS UHTerpanbHOM OLEHKN
kKayectBa paboTbl. OpraHusaumm couumanbHOro O6CnyXMBaHUS, MNONYYUBLUEN HAMBbICLLYHO



WHTEerpanbHyo OLEHKY KadecTBa paboTbl, NpuceBaneaeTcs 1-i HoMep.
WHTerpanbHas oueHka kayectBa paboTbl opraHusauuyM coumanbHOro 06CnyXMBaHUS
Nk paccuntbiBaeTcs no crieaytowen opmyne:

— 10
I/IK_ZELl\Ni x kl , roe:

10

k.

' - 3HayeHMe nokKasaTtend ki no pgecsatnbannbHoOM WKane (nNepeveHb
pekoMeHOyeMbIX MokasaTenen oLeHKM KadecTBa paboTbl OpraHusauum coumasibHOro
obcnyxusaHus npmBoanTcs B npurioxkeHun N 3 k MeTogmMyecknm pekoMeHgaumsim);

W .
| - 3HayeHWe BecOBOro KoapduuneHTa nokasaTens k' , Npyn 3TOM CyMMa BCeEX

n —
BECOBbIX KO3 PULMEHTOB i Wi =1 .
3HayeHna  BeCOBbIX  KO3MUMEHTOB  MokasaTenen . yCcTaHaBMBalTCA
OOLLECTBEHHbIM COBETOM METOAOM 3KCMEPTHbIX OLEHOK C Yy4eTOM pPEKOMEHOYEMOWN

3HaYMMOCTM MokasaTenen . no gecATMbannbHOW LKane B COOTBETCTBUWN C MPUITOXEHNEM
N 3 k MeTtoandeckum pekomeHgaumsm. pu 3TOM 3HaAYeHUs BeCOBbIX KO3dhduUneHToB
pekoMeHOyeTCs yCTaHaBnMBaTb C y4eToM oOuwer 3HauYMmocTu Habopa nokasaTtenen no
oOLLNM KpUTEPUAM:

O6bwmn KpuTepumn 3HauYMMOoCTb
OTKpbITOCTb M AOCTYNHOCTb MHGOpMaLmm 06 0,1
opraHmsaummn coumnanbHOro obcnyxmeaHus
KoM opTHOCTb yCNoBM N OCTYNHOCTb 0,2

noJiydeHnd counarnbHbIX yCInyr, B TOM 4YKUCIne and
rpaxgaH ¢ orpaHM4eHHbIMN BO3MOXXHOCTAMU

340p0oBbs
Bpemsa oxungaHua B ovepeam npu nonyyYyeHum 0,05
coumnanbHbIX ycnyr

HoBpoxenaTtenbHOCTb, BEXIIMBOCTL U 0,1

KOMNEeTEeHTHOCTb pa6OTHI/IKOB opraHmnsauunm
counanbHOro O6CJ'Iy)KVIBaHI/IF|

Ya0BNeTBOPEHHOCTb kKayecTBOM obcnyxmBanms B | 0,55
opraHusaumnm coumarnbHOro obcnyxXmBaHus

33. [llpuBegeHne nokasatenen kadectBa paboTbl oOpraHM3aunm coumanbHOro
00CNyXMBaHUSA K COMOCTaBMMbIM 3HAYEHMAM MO OeCATMOannbHOW LiKane pekoMeHOyeTcs
Npon3BOANTb creayloLwmnmm cnocobamu:

1) ons nokasaTenewn, yBEeNMYEeHWEe 3HAYEHUA KOTOPbIX XapaKTepuayeT MOBbILLEHNE
KayecTBa paboTbl OpraHM3auun coumanbHOro obcnyxmnBaHus, onpegenseTca MakcumarnbHoe
(ueneBoe) 3Ha4YeHNEe B UCXOOHOW eOuHMLE N3MEPEHUs, KOTOpoMy cooTBeTcTByeT 10 Gannos
no gecatmbannbHOM LKane M MMHUMarnbHOe (Xydllee) 3HayeHue nokasaTtensi B MCXOLHOM
eavHuue m3MepeHusi, kotopomy cooteeTcTByeT 0 6annoB no gecstmbannbHon wkane. B

10
K:
9TOM cnyyae 3HaueHuss !

cnegywowen opmyne:

no oueHnBaemMbiM OpraHm3aunamMm paccyUTbIBAOTCA NO
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1 Makc , MUH

, roe:

ki - 3Ha4yeHne nokasartesnisi B UICX0QHOW eanHuLe N3MepeHnd;

kMaKC
' - MakcumanbHoe (LeneBoe) 3HayeHue MokasaTenss B MCXOOHOW eavHuue
N3MepeHns:;
MHWH
ki .
- MUHUManbHoe (Xydllee) 3HayeHue MokasaTens B WCXOOHOM eauHuLe
N3MepeHus.

[na nokasatenewn, yBenWYeHWEe 3HAYEHUN KOTOPbIX XapakKTePU3yeT CHUXKEHUE
kayectBa paboTbl OpraHM3auuMn coumanbHOro OBCRYyXMBaHUSA HaceneHus, onpenenseTcs
MUHUManbHoe (UeneBoe) 3HayeHWe B WCXOOHOW eAuHULE U3MEepPeHusi, KOTOPOMY
cootBeTcTBYyeT 10 6annoB no gecsatn 6annbHONM LWKane u MakcumarbHoe (Xyalwee) 3HavyeHue
nokasaTensi B UCXOOQHOW eAVHuLE U3MepeHus, KoTopomy cooTseTcTByeT 0 6annos no gecatu

10

GannbHoit Wwkane. B aTtom cnyyae 3HauveHus !

paccuyMTbiBaOTCA NO crneaytoLwen gopmyne:

no oueHnBaeMbiM OpraHn3aunam

10 ki_klivlaKC
ki i Mach10

ST
. roe:

ki 3Ha4YeHue nokasaTens B UCXOQHOW eanHULE U3MEPEHNS;

kMI/IH
| - MWHMManbHoe (LeneBoe) 3HayeHWe nokasaTens B WCXOAHOW eauHuue
N3MepPEHMS;
MaKcC
ki 3
- MakcuMmanbHoe (Xydlee) 3HayeHwe nokasaTens B WCXOOHOW eduHuue
N3MepPEHMS;

2) pecatnbannbHasga LWKana B 3aBUCUMOCTW OT 3HAYEHWUN NoKasaTenen g B MCXOOHOM
eQuHuLEe MW3MepeHus yCTaHaBnvBaeTCs ObLeCTBEHHbIM COBETOM METOOOM 3KCMEepPTHbIX
OLLEHOK.

34. YNONHOMOYEHHLIN OpraH COBMECTHO C OOLLECTBEHHbIM COBETOM OpraHu3yet
KOHTPONb 3a cobniogeHneMm opraHusaumen couuanbHOro obcnyxmBaHust - onepaTtopoM
MeToguyeckmux pekomeHgauum rnpy nposeeHnn He3aBUCMMOWN OLIEHKN.

35. [llo wtoram npoBedEHUs HE3aBUCMMOW OLEHKM OOLWECTBEHHbLIA COBET
paspabaTtbiBaeT 1 NnpeacTaBnsieT OueHMBaeMbIM OpraHM3aumsaM coumanbHOro obcnyxmeaHus
NpeanioXXeHns no ynyyLeHunto kayectea nx paboTbl.

36. Mo npeacrtaBneHHbIM OOLECTBEHHBIM COBETOM MNPEASIOKEHUAM OpraHusaumm
coumanbHoro obcnyxmBaHus paspabaTbiBalOT W YTBEPXAAKT MfaHbl MeponpuaTMn no



ynyyleHo KayecTBa cBoeW paboTbl (Janee - nnaHbl MeponpusaTui) B COOTBETCTBUM C
npumMepHown opmor nnaHa, npegycmoTpeHHon npunoxeHnem N4 k  MeTtogudeckum
pekoMeHOaLMaM.

37. OpraHusauun coumnarnbHOro obcnyxvMBaHUs pas3MeLlaroT nnaHbl MEpPONpUATUA Ha
CBOMX odpuumarnbHbIX cantax B cetn "MHTtepHeT" (Npu Hanuyun cantoB) n obecnevmsalroT UX
BbIMOSTHEHME.

38. B nnaHe wmeponpuAaTMA pekoMeHAyeTca npegycmaTpuBatb  MepOonpuaTUS,
peanusauus KOTopbIX:

HenocpeaCcTBEHHO MOXEeT [MOBIMMATbL Ha pelleHne npobriem, B TOM 4ucne Ha
yCTpaHeHne 1 npefoTBpalleHne HapyLleHUA HOPMAaTMBHO YCTaHOBMEHHbIX TpeboBaHuM,
BbISIBSIEHHbIX MO UTOraM He3aBUCMMOW OLEHKM;

NO3BOMUT MOBBLICUTbL YPOBEHb YAOBMNETBOPEHHOCTU Monyvatenen couuanbHbIX ycryr
KOM(OPTHOCTBIO MPOXMBAHUA B OpraHu3auum coumanbHOro ob6cny>xmBaHusi, BEXIMBOCTLIO U
KOMMNETEHTHOCTbIO pabOTHUKOB, pe3dynbTaTamMu NpegoCTaBreHns coumanbHbIX YCNYT;

obecneunT peanus3aumio OXuaaHuA nonyyatenen couuanbHbIX Yycnyr B cdepe
coumnanbHOro obcnyxmBaHus.

39. PesynbTaTbl NpoBeAeHNS HE3aBMCUMOW OLEHKN HarnpasneHbl Ha:

obecnedyeHne nonyvatenen coumasnbHbIX YCNyr AOMNOSHUTENbHOW MH(pOpMaumMen o
KayectBe paboTbl oOpraHM3auum coumanbHoOro obcnyxuBaHWA, B TOM 4ucChe nNyTem
bopMMPOBaHNA PEWTUMHIOB, B LENAX peanu3auuMuM npuHagnexawero nonyyartensm
coumanbHbIX yCnyr npasa BblIbOpa KOHKPETHOW opraHuvsaumm coumanbHoro obcnyxunBaHus
ANSA NonyyYeHns couunarbHbIX YCyr;

onpegerneHve  pesynbTaTUBHOCTM  OEATENbHOCTM  OpraHmsaumm  couunaribHOro
00CNyXMBaHUA N NPUHATUE CBOEBPEMEHHBLIX Mep MO MNOBbIWEHUIO 3PMEKTUBHOCTM UMK NO
onTUMU3auumn ee OEATENBHOCTY;

CBOEBPEMEHHOE BbISIBNIEHNWE HeraTuMBHbIX (PaKTOpPOB, BUAKOLWMX Ha KavyeCcTBO
npegocTaBieHnsa coumarnbHbIX YCNYr B cpepe coumnanbHOro obcnyxmBaHus, n ycTtpaHeHme nux
NPUYMH NYTEM peanusaunn NNaHoB MepOrnpUATUA, a TakKe OCyLLeCTBNeHNne CTUMYNMPOBaHUS
pykoBoautenen n paboTHUKOB opraHmM3aLmi coumnanbHOro 06CnyxmBaHus.

MpunoxeHne N 1

K METOLMYECKMM pekoMeHaaumnsam

no npoBeAeHU0 He3aBUCUMOW OLIEHKN KayecTBa
paboTbl OpraHM3auunn, okasbiBaloWmMX couuarnbHble
ycnyrun B cchepe couuanbHOro oocnyxumBaHus,
yTBepXaeHHbIM npukasom MuHTpyaa Poccum

ot 30 aBrycta 2013 r. N 391a

MepeyeHb
MHdOpMaLUN U AOKYMEHTOB, PeKOMEHAYEMbIX K pa3MeLleHU0 opraHu3auusamm
coumanbHOro o6cnyxnBaHmsa Ha MUHhOpPMaLMOHHbIX CTEHAAX, B CpeAcTBaX MacCoOBOWM
nHcdpopmauuum, cetn "UHTepHet"

1. MHdopmauma:

a) O paTe co3faHus, ydpeauTtene (yvypeauTtensix), MecTe HaxXOXAEHWs, pexume,
rpacpmke paboTbl, KOHTaKTHbIX TenedoHax W agpecax 3MEeKTPOHHOW MOYTbl OpraHu3auun
coumanbHOro obcnyxmBaHusa n ee omnmanos (Npy HaNU4uuK);

0) o cTpykType n 06 opraHax ynpasreHns opraHm3auum coumnanbHOro oocnyxmBaHus;

B) 0 dopmax coumanbHOro obcnyxmBaHMa W BuAax coumasnbHbIX — YCAYT,



npegocTaBnsieMblX OpraHn3aumnen coumanbHOro o6cnyxmBaHms;

r) O YWUCMEHHOCTU norydaTtenen couunanbHbIX Yycrnyr no dopmam couuanbHOro
obCcnyXmMBaHUA 1 BUAaM coumanbHbIX YCNyr 3a cveT OLaXKeTHbIX acCUrHOBaHUM GHOAXKETOB
cybbekToB Poccuickon denepaumm, MeCTHbIX BOKETOB M MO JOroBopamM 3a CYeT cpeacTB
PU3NYECKUX 1 (UNK) IPULNYECKNX NNLL;

4) O pyKoBoaAuTeNne opraHuMsaumm coumnasnbHOro OBCyXMBaHUSA, ero 3amecTuTensx,
pyKoBOAUTENAX hUnNnanos opraHn3aunm counanbHOro obcnyxmBaHmsa (Mpy nx Hanuyum);

€) O NnepcoHasnibHOM cocTaBe pPabOTHUKOB OopraHM3aunm coumnanbHOro obcnyxmBaHus ¢
yKasaHueM ypoBHS obpa3oBaHus, kKBanudukaumm n onbita paboTsl;

X) 0O MaTepuarnbHO-TEXHMYECKOM obecrneyeHun npeaocTaBneHnsa coumnanbHbIX yenyr (B
TOM 4YuUcne o Hanuydnm obopyaoBaHHbIX NOMELLEH A9 NpefoCTaBeHNs CouManbHbIX yCnyr
no BMAaMm coumanbHbIX YCAyr, B TOM yucrie bubnmotek, o0 bekToB cnopTta, CpeacTs obyyeHus
1 BOCnUTaHMA, 06 yCroBUsIX MUTAHNA U OXPaHbl 300POBbA NofyYaTenen counarnbHbIX YCIyr, O
AocTyne K WHPOPMAUUOHHBIM CcUcCTEMaAM U UHAOPMALMOHHO-TENEKOMMYHMKALMOHHBIM
ceTaMm, 00 ONEeKTPOHHbIX pecypcax, K KOTopbiM obecneumBaeTcs AOCTyn nofnyyaTtenen
coumnanbHbIX yCnyr);

3) 0 KonuyectBe cBOOOAHLIX MECT ANdA Npuema nonyvatenen coumnanbHbIX YCryr no
Kaxgon doopme couumanbHoro obcnyxuMBaHMS MO BMAaM coumarbHbIX YCNyr Ha MecTa,
PUHaHCUpyemble 3a cyeT OHAKETHbIX accurHoBaHun OGrogkeToB cybbekToB Poccumnckon
degepaummn, MecTHbIX GHOAXKETOB, MO OOroBopaMm 3a CYET cpeacTB usmyecknx n (unwu)
IOPUONYECKUX NNLL;

n) 06 obbeme OeATenbHOCTU MO NPEeAOCTaBMEHUIO CouMarbHbIX YCnyr, (PMHaHCOBOE
obecnevyeHne KOTOPOWM OCYLLECTBNSIETCA 3a cyeT OHIKETHbIX acCUrHoBaHwn 6roaxKeToB
cybbekToB Poccuickon degepaumm, MeCcTHbiX GHOAXKETOB, NO AOroBopaM 3a CYeT CpeacTts
PU3NYECKMX N (MNKN) FOPUANYECKNX NNLL;

K) O NOCTynfneHnn (PMHaHCOBLIX U MaTepuanbHbIX CpeacTB U 00 MX pacxo4oBaHUU MO
nToram oMHaHCOBOIO roaa;

n) uHas nHdopmMauus, Heobxoagnmas Onsi pacyeTa 3Ha4YeHUn nokasaTenen KadecTsa
paboTbl OpraHmM3auumn counanbHoOro obCnyXmBaHus.

2. [1oKyMeHTbI:

a) Konusa ycrtasa opraHusaunm coumarnbHOro obcnyxnBaHus;

0) koMMM JnMUEH3uMn (NpWM HanuMuuu) Ha OocyllecTBreHne obpasoBaTesibHON
AEeATEeNbHOCTU, MEOULMHCKON OEATENbHOCTU (C NPUMNOXEHUSMN);

B) KONUSA nnaHa UHaAHCOBO-XO35IMCTBEHHON AEATENbHOCTU OpraHM3auumn coumanbHoro
obcnyxuBaHus, YTBEPXKOEHHOrO B YCTAHOBSIEHHOM 3akoHoAaTenbCcTBOM Poccuickon
depepaunn nopagke, unu GIOLAXKETHOM CMETbl OpraHM3aLmm CoLmnanbHOro 06CnyXMBaHus;

) KONUM NpaBuST BHYTPEHHEro pacnopsgka nonyyatenen coumnanbHbIX yCryr, npasBun
BHYTPEHHEro Tpy4oBOro pacnopsiika, KonnekTMBHOro 4OoroBopa;

A) Konun OOKyMeHTa O NopsiAke npefocTaBlieHns couuManbHbIX YCNyr 3a nnaty, B TOM
yucne obpasel goroBopa O NpeaocTaBfeHMM coumanbHbIX YCryr 3a nnaTy, AOKyMeHTa o6
yTBEPXAEHUN CTOMMOCTM NPeLOCTaBeHNs coumanbHbIX YCNYr No Buaam coumnasnbHbIX YCyr;

e) Konuu npeanucaHnini OpraHoB, OCYLLECTBIISIOWNX FOCYy4apCTBEHHbLIN KOHTPOSMb B
cchepe coumanbHOro o6CnyXmBaHUs, oT4eTOB 06 NCNONHEHUN TaKMX NPeanucaHun.

3. NHas nHpopmMaumsa n OKYMEHTbI, KOTOpblE pasmeLlarTcs, onyonmkoBbIBaOTCA NoO
PEeLUEeHNIO OpraHu3aumm coumanbHOro obcnyxmBaHua u (Mnn) pasmelleHne, onybnukosaHme
KOTOpbIX ABNAOTCA 06s13aTenbHbIMWU B COOTBETCTBMM C 3aKoHOAATenbCTBOM Poccumnckon
depgepaumnn.

MpunoxeHue N 2
K METOAMYECKMM pPeKkOMeHAaUNsSM No NPoBeAeHUto



He3aBMCUMOW OLeHKM KayecTBa paboTbl opraHusauum,
OKa3bliBaloLWMX coumnanbHble ycnyru B cchepe
coumanbLHOro oo6cnyxnBaHus,

yTBepXXAeHHbIM nprkazom Muntpyaa Poccun

ot 30 aBrycta 2013 r. N 391a

[lpuMepHET o6paser

AHKETA
IO aHaIM3y YIOOBJIETBOPEHHOCTM KadYeCTBOM OKaBaHMsI COLMAJNIBLHEIX YCIyT
B OpPr'aHMBalMUsIX COLMAJILHOI'O O6CIyXMBaHMSI
(B BaBMCHMMOCTHM OT TMIA OpPTraHMBaALMM COLMANBLHOI'O OOCIYXMBaHMS)

Mel XOTMM y3HAaThb, KakK Bel OleHMBaeTe KadeCcTBO pab®oTE OpIr'aHu3aluun
COLMAJIBHOTO OOCIIyXMBaHMUSA, B KOTOPOM BaM OKAaBHBAKT COLMAJIBHEIE YCIYyTH.

[IpocuM Bac ¢ NOHMMaHMEM OTHECTMChb K A4aHKEeTMPOBAHMIO WM BHMMATEJBLHO
OTBETUTH Ha 3aImaBaeMble BONPOCEH. BeOepMTe OOMH M3 BapMaHTOB Ha KaXIbll

BOIPOC.
HpM S5TOM He HYXHO YKa3EBaATb CBOE UMSHA, Bamm smdHEBIE IOaHHBIE HUTIoe He

IpoO3ByYaT.
Bame MHeHMe HaM OUeHb BaXHO M OyIeT YyUTeHO B HaJjibHeluel paborTe.

1. B KOTOpHM pas Be oOpaTuIMChb B opTaHM3alMIio couMaJIbHOT'O
OOCITyXMBaAHMUSA 3a I[OJIyYeHMEM COLMAJIbHEX YCJIyI':

[J BIIEPBHE
|:| TIOBTOPHO

2. Kak Bul olleHMBaeTe CBOK MHOOPMMPOBAHHOCTL O pafoTe opraHM3aLmMmM U
nopanke MNpPenoCTaBJIEHMS COLMAJBHEX YCIyT:

XOpOoImo MHOOPMMPOBAH (a)
cinabo mHbopMMpPOBaH (a)

He uHOOPpMUPOBAH (a)

3. YOoBJIETBOPSAKT JM Bac ycJjoBusA (IOMelleHMe, uMewlleecsa oOopyIoBaHUE,
Mebenb, MATKUM MHBEHTaAphb M IIp.) [OIpeloCTaBJIEHMS COLMAJIbHBIX YCJayT'? Bawm
30eCcb KOMOOPTHO:

|:| IIOJIHOCTBLIO
|:| YaCTUMYHO

1



| | YCJIOBUS He YIOBJIETBOPSAT (yxasarhb, uTo VMMEHHO He

YIOOBJIETBOPSAET)

4. Bel yIOOBJIETBOPEHH KOMIIETEHTHOCTBIO IIepcoHajla (npodeCCruOHAaJIbHOM
TPaMOTHOCTBK) NPpM NpemocTabjieHuM Bam ycayr? [JoBoOJbHEL JM Be paboTon
PabOTHMKOB OpTraHM3alUN:

]
7 oo

5. CumrTaere M Be, UYTO pPaOOTHMKM OpTaHM3ALUUU BEXJIMBEL U
DOOpOXeJaTe b HE

oa, Bcerma M B JIOOOM CUTyaLUN
CKOpee, HeT

abCoOJIIOTHO HEeT

6. Kax Bu OlleHMBaeTe MNepMoOl OXMIOAHUSA I[OJIYUEeHMUS YCJIyT:

ouepenb Ha IMOJIydeHMEe YyCJIYyTD OTCYTCTBYET

He3HAUMTEJIbHEM IIepuot npebuBaj (a) B ouepeln

nepmon OXMIaHMSA B ouepelnn OJINTEJIb HEIM

7. yHOBﬂeTBOpHeT JM Bac kKayecTBO IIMUTAHUA:

IIOJIHOCTBIO

YaCTVMYHO

He YyZOoBJIETBOPAET

8. YHOBJIETBOPAKT JM Bac KadeCcTBO yDOOpPKM I[IOMEUEeHMM, B KOTOPHEIX BE
HaxoIurechb, OQOPMIIEHME U OCBEUIeHMEe KOMHAT, TEMIEPATYPHBIM DPEeXMM:

|:| IIOJIHOCTBIO

YaCTUYHO



L
[J He YIOBJIETBOPST (ykaszsarTsh, uTo VIMEHHO He

YyIOOBJIETBOPSET)

9. VmomyeTBOpsSeT JM Bac, kKakK XPaHATCS Bamy JIMUHBIE BEUN:

IIOJIHOCTBIO

JaCTMYHO

HEe YyIOOBJIETBOPAET

10. YmooBJeTBOPSAET JIM Bac KaduecTBO NPOBOOMMEIX MEPONPUATMNI, MMEOLUN
TPYIHIIIOBOM XapakTep (O3OOPOBUTEJIBHEX, IOCYT'OBEIX, MNPOOMIIAKTUMUYECKMX U IpP.) :

IIOJIHOCTBIO

YJaCTVMYHO

HEe YIOOBJIETBOPHAET

11. TlocoBeTyeTe JM BEH CBOMM POICTBEHHMKAM UM 3HAKOMBEIM OOpPaATUTHCS B
OAaHHYID OPTaHMB3alLMi 3a I[IOJIyUeHMEeM COLMAJIbHEIX YCJIyTI:

Ioa

HEeT

IIOKa He 3Hak

Bamm nOpenjioxeHMus, NOXeJIaHMsa [0 YJIYUINeHUI KadecTBa IpeloCTaBJISEeMHX
COLIMAJILHEIX YCJIYyT:

HDaTa zanojyiHeHus " " 20 T.
BJIATOJAPVM BAC 3A YUACTUE
B HANEM OIIPOCE!




MpunoxeHue N 3

K METOANYECKMM PEKOMEHAALNAM
no npoBeAeHNI0 He3aBUCUMOW
CUCTEMbI OLIEHKUN Ka4yecTBa paboThbl
opraHuM3auumn, okasbiBarLWMX coumanbHble ycrnyrm
B cchepe coumanbHOro obcnyxuBaHus,
yTBepXAeHHbIM nprkaszom MuHtpyaa Poccun
ot 30 aBrycta 2013 r. N 391a

MepeyeHb NokasaTenen oLeHKM KayecTBa paboTbl opraHM3aLmii counanbHOro o6cnyXxmuBaHus

HanmeHoBaHuMe nokasartens McTouHMK nHdopmaumum 3HaunmMocTb
nokasatens, 6annol
(makc=10)
1. OTKPbITOCTb M AOCTYMHOCTb UHPOPMaLUK 06 opraHu3auuu:
1) ypoBEHb penTunHra Ha cante www.bus.gov.ru (ot 0 go 1) www.bus.gov.ru 7
2) NOfIHOTA, aKTyasnbHOCTb U NOHATHOCTb MHGOpMauum 06 opraHu3aumm coumansHoro | AHanu3 canTtos 7
obcnyxuBaHus, pasMmeLlaemMon Ha ocuumnansHomM cante (bannbl)
3) HannyMe 1 AOCTYMNHOCTL CnocoboB 06paTHOM CBA3N C NonyyaTensaMm coumanbHbiXx | AHanuM3 canTtos 8
ycnyr (6ann)
4) gonsa nuu, cynTarLwmx MHpopMmpoBaHme o paboTe opraHmsauumn coumnanbHOro Onpoc 8

o6cnyXnBaHuA 1 nopsigke NpefoCcTaBNeHNs coumnanbHbIX YCyr 4OCTaTOUHbIM (OT
yucra onpoLUeHHbIX, %)

rpaxgaH-nonyyarenem
coumanbHbIX ycnyr

2. KoMghopTHOCTb YCNOBWIA U AOCTYNHOCTb MNONyYEHUS YCNyr, B TOM YWCIe ANs rpaxaaH ¢ orpaHNYeHHbIMU BO3MOXKHO

CTAMU 300POBbA:

1) cTeneHb BbIMNONIHEHUS YCINOBUIA AOCTYNHOCTU Ast UHBANUAoB (B TOM YMcne HeBknioyeHHoe 10
AeTen-UHBanNnAoB) U OPYrMX f1L, C OrpaHNYeHHbIMM BO3MOXHOCTSIMU 3[0PO0BbS, HabnoaeHve

YUYUTBIBAIOLLMX OFPaHUYEHUS UX XKU3HEAEeATENbHOCTM NPy NpegoCcTaBeHNm

coumarnbHbIX YCNyr B CTaLMOHapHbLIX UK NonycTaumoHapHbIX ycrnoBusx (6annbl)

2) cOOTBETCTBUE NNOLLAAEN XKUIbIX MOMELLEHWUIA YCTaHOBIEHHbIM CaHUTAPHO - CraTuctuka 10

TMIMEHNYECKUM N CaHUTapHO-3MMAEMNONOrMYECKMM HOPMaM 1 HopMaTvBam B
pacyeTe Ha ogHoro obcnyxumeaemoro (%)



garantf1://890941.13378/
garantf1://890941.13378/

3) yooOBnNEeTBOPEHHOCTb YCNOBUAMM (MOMeELLEHNE, nmetroeecst obopyaoBaHue, Onpoc 8

mebenb, MArk1Min UHBEHTapPb, XPaHEHNE NUYHbIX BELLLEN N NPOY.) NpeaoCTaBeHNs rpaxkgaH-nonyvarenem

coumanbHbix yenyr (%) coumnarnbHbIX ycnyr

3. Bpems oxmagaHus B oMepean npuy NonyYeHnn coumanbHbIX YCNyr:

1) cpegHee Bpems OXngaHusa nonyyYeHns ycnyr B opraHn3aunm coumanbHOoro Onpoc 7

obcnyxmBaHus (4H.) rpaxgaH-nonyvarenem
coumanbHbIX yCnyr

2) ponsa nonyyatenen ycnyr, oueHMBatoLWmMX BpEMsI OXXMAAHNS NONyvYeHus Onpoc 8

coumnanbHbIX YCyr Kak He3HauYnTerbHoe, OT Ynucna onpoLleHHbIX (%) rpaxkgaH-nonyyarenem
coumanbHbIX ycnyr

4. [lobpoxenaTenbHOCTb, BEXITMBOCTb 1 KOMMNETEHTHOCTb PAabOTHUKOB OpraHmn3aLmm:

1) Bons nonyyartenemn ycnyr, KOTopble BbICOKO OLIeHMBAIOT OOpoXKenaTenbHOCTb, Onpoc 9

BEXIIMBOCTb Y BHUMATENbHOCTb COLMarbHbIX U UHbIX KaTeropuin paboTHNKOB rpaxkgaH-nony4varenem

opraHusaunmn coumnanbHoro oocnyxunsanus (%) coumnanbHbIX ycnyr

2) nonga nonyyatenen ycnyr, KOTopble BbICOKO OLleHMBAKOT KOMMETEHTHOCTb Onpoc 9

coumanbHbIX U MHbIX KaTeropui paboTHMKOB OpraHu3auumn coLmanbHoro rpaxgaH-nonyvarenem

obcnyxumsaHus (%) counarnbHbIX ycnyr

5. Y0oBNeTBOPEHHOCTb Ka4eCTBOM 0BCNyXMBaHUSA B OpraHmM3auunu:

1) ponsa nonyyaTenen ycnyr, yaoBneTBOPEHHbIX KaYeCTBOM 0OCNyXMBaHUSA B Onpoc 10

opraHusauumn coumanbHoro obcnyxunsanus (%) rpaxkgaH-nonyyareneu
coumanbHbIX ycnyr

2) ponsa nonyyatenen ycnyr, yaoBneTBOPEHHbIX YCNOBUSAMU NPOXMUBAHUSA B OAHO-, Onpoc 9

ABYX-, TPEX- UMW YETbIPEXMECTHbIX XWIbIX KOMHaTaxX CTalMOHapHbIX OpraHn3auumn rpaxgaH-nonyvarenem

coumanbHoro obcnyxmsaHus (%) counarnbHbIX ycnyr

3) oonsa nonyyatenen ycnyr, KOTopble roToBbl peKOMeHA40BaTb OpraHn3auuio Onpoc 8

coumanbHOro o6cnyxmBaHusa apy3bam, poACTBEHHUKAM, 3HAKOMbIM (%) rpaxkgaH-nonyyarenem
coumanbHbIX ycnyr

4) ponsa nosnyyaTernien ycnyr, OXBadeHHbIX coumanbHbiMK ycriyramm B cooTBeTcTBum ¢ | OdmumaneHasa ctatuctuka | 10

nHOnBMAyanbHbIMK KapTammn peabunutauuu (%)

5) uncno obocHoBaHHbIX Xanod nonyyaTtenen ycnyr Ha Ka4eCcTBO YCNyr, OdmumnansHasa ctatuctuka | 8

npenoCTaBEHHbIX OpraHn3auuen coynansHoro oécnyxmeanms (kanob Ha 100
nonyyarenen ycnyr)




6) yOOBIEeTBOPEHHOCTb Ka4ecTBOM nuTtaHus (%) Onpoc 9
rpaxgaH-nonyvarenem
coumanbHbIX ycnyr

7) YOOBNETBOPEHHOCTb KAa4eCTBOM MPOBOAUMbBIX MEPONPUATUI, UMeroLMX rpynnoson | Onpoc 8
Xapaktep (0300pOBUTENBHbIX, AOCYrOBbIX, NpodunakTuyeckmx n np.) (%) rpaxkgaH-nonyyarenem
coumanbHbIX ycnyr

MpunoxeHue N 4

K METOQNYECKUM pekoMeHaaunamMm no npoBeaeHUIo
He3aBMCUMOM OLIEHKN KayecTBa paboTbl
opraHusauumn, okasbiBalOLWMX counanbHbie yCryru
B cchepe coumanbHOro o6CcnyxuBaHUA HaceneHus,
yTBepxaeHHbIM npukasom MuHTpyaa Poccum

ot 30 aBrycTta 2013 r. N 391a

$opma
IInan MepOHpMH'I'MIZ[ 10 YJNy4dUIeHMI0 KadecTBa paﬁo'rm opra:-msar.mn COIIMAJIBHOTI'O oﬁcnymsam/m
HammenoBaHue OopraHmM3alv COLMaJIbHOTI'O
OOCITyXMBaHMA &
N n/n HanmeHoBaHue OcHoBaHue Cpok OTBETCTBEHHbIN Pesynbtar lMokasaTtenu,
MeponpuaTUs peanusauuu peanusauuu XapaktepuaytoLime
(pesynbTar pesynbTart
He3aBMCUMOWN BbIMOSTHEHUS

OLIEHKW Ka4yecTBa) MeponpUaTUS
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