W/ HagexHas npaBoBas NogaepHKa

[pnka3 MunHTpyaa Poccmmn ot 30.08.2013 N 391a
"O MeToanYecKnx pekoMeHaaumsX rno
NpOBEAEHNIO HE3ABUCMMOU OLIEHKN Ka4yecTBa
paboTbl OpraHn3aLmmn, OKa3bIBaOLLIMX
coumanbHble YCnyru B cdepe coumanbHoro
obcnyxusaHus"

[lokyMeHT npeaocTtasneH KoncynbraHTNOC

www.consultant.ru

[ata coxpaHeHus: 31.03.2016


http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru

Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a

"O MeToAMYECKUX PEKOMEHAALIMSX MO NPOBEAEHUIO HE3aBUCUMON [JokymeHT npegoctasneH KoHcynbtanTaoC
OUEeHKM KayecTsa pabo... [ata coxpaHeHus: 31.03.2016

MWHUCTEPCTBO TPYOA N COLUMATIbHON 3ALMUTLI POCCUNCKOW ®EQEPALIMA

NMPUKA3
ot 30 aBrycta 2013 r. N 391a

O METOAUYECKMX PEKOMEHOALUAX
Mo NPOBEAEHUIO HE3ABUCUMOW OLIEHKU KAYECTBA PABOTbI
OPIrAHU3ALIUA, OKA3bIBAIOLLMX COLUATBHBIE YCITYTU B COEPE
COLUMNAIIbHOIO OBCNY>XUBAHUA

B uensax peanusauumv noanyHkTa "K" nyHkTa 1 Ykasa MNpesmaeHta Poccunckon ®egepaumm ot 7 maa 2012 r. N
597 "O mepax no peanusauum rocyfapCTBEHHOW couuanbHOW MNOMUTUKM", B COOTBETCTBUM C OOCTAHOBNEHWUEM
MpaeutenbctBa Poccuiickon depepaumm ot 30 mapta 2013 r. N 286 "O ¢opmmnpoBaHUM HE3aBUCMMOW CUCTEMBI
OUEHKM KadecTBa paboTbl OpraHM3auui, OKasblBALWMX couuManbHble YycnyrM' W OOaHOM MEeponpusaTMn No
hOpPMMPOBaHUIO HE3ABMCMMOW CUCTEMbI OLIEHKWN KavyecTBa paboTbl OpraHu3auuin, OKasbiBalLMX COLMarnbHbIe YCMyru,
yTBEpXaeHHbIM pacnopsbkeHneM Npasutensctea Poccuickon ®egepauun ot 30 mapta 2013 r. N 487-p, npukasbiBato:

1. YTBepauTb MeTOAMYECKME peKOMeHZauun Mo MpPOBEAEHU0 He3aBUCMMOW OLEeHKU KadecTBa paboTbl
opraHu3auui, okasblBaloLMX coumarnbHble ycrnyrn B cdepe coumwansHoro obcnyxueaHusa (ganee - Metogudeckue
pekomMeHaLmMm), COrfacHoO MPUIOXEHMIO.

2. [enapTtameHTy gemorpacuyeckon MONUTUKM W coumanbHon 3awmTtbl Hacenewuss (O.B. CamapuHa) un
[lenapTamMeHTy KOMMIEKCHOro aHanmsa u nporHosupoBaHus (B.®. KonbaHoB) oOcCyLLecTBNSATbL MeToanveckoe Wu
WH(OPMALIMOHHOE COMPOBOXAEHNE [AEATENbHOCTU MO MPOBEAEHUIO HE3aBMCUMOW OLEHKM KavecTBa paboTbl
opraHusauui, okasbiBaloLLMX coLmarnbHble YCNyru B cepe coumansHoro obcnyxmsaHus.

3. PexomeHaoBaTb opraHam UCMONHUTENbHOW BNacTu cyobektoB Poccuickon Pepepaumu:

npuMeHaTb  MeToamyeckMe pekomeHgauuMu Mpu MNPOBEOEHUN HE3aBUCUMOW OLEHKM KadecTBa paboThl
opraHu3aumi, okasbiBalLUX coumnarnbHble YCryr B cpepe coumanbHOro 00CnyXnuBaHums;

OCYLLECTBMSATb MOHUTOPUHI BBEAEHWUS HE3aBMCMMOW OLEHKM KadecTBa paboTbl OpraHuM3auui, OKasblBaroLLMX
coumarnbHble ycnyrn B coepe coumanbHOro 00CnyxmBaHns, B COOTBETCTBMM € OpukasoM MuHTpyaa Poccum ot 31 mas
2013 r. N 234a.

4. KoHTpOnb 3a UCNONMHEHNEM HACTOSLLEro npurkasa BO3MNoXmnTb Ha 3amectuTtens MuHucTpa Tpyga u coumarnbHom
3awmTbl Poccuiickon ®egepaunn A.B. BoBYeHKO.

MuHucTp
M.TOMUINH

MpunoxeHune
K npukady MuHTpyaa Poccun
ot 30 aBrycta 2013 r. N 391a

METOANYECKUE PEKOMEHOALIUA
Mo NPOBEAEHUIO HE3ABUCUMOW OLIEHKU KAYECTBA PABOTbI
OPIrAHU3ALIUA, OKA3bIBAIOLLMX COLUUATBLHBIE YCITYTU B COEPE
COLUMUAIIbHOI o OBCNYXUBAHUA

1. MeTogmyeckne pekomeHOauun Mo NPOBEOEHW0 HEe3aBUMCMMOM OLEHKM KadecTBa paboTbl opraHusauun,
oKasblBalLMX couunanbHble ycnyru B cdepe coumanbHoro obcnyXMBaHUS HacerneHus (ganee COOTBETCTBEHHO -
opraHusaumm coumansHoro obcnyxuBaHusi, Metogmnyeckue pekomeHgaumm), paspaboTaHbl B Uensx obecneyeHus
€[VHbIX NoaxoAoB U TpeboBaHUM K (PYHKLMOHMPOBAHMIO HE3aBMCMMOW OLIEHKM KavecTBa paboTbl opraHusauumin
coumanbHoro obecnyxmnBaHus (oanee - He3aBMCMMas OLIEHKA), a TaKkKe OKasaHus MEeTOAMYECKOW MOMOLLM OpraHam
ncnonHuTeNsHoOW Bnactn cyowbektoB Poccuiickon ®epepaumy, oOLLECTBEHHBIM COBETaM MPWU yKa3aHHbIX OpraHax,
OTBETCTBEHHbLIM 3a MPOBELEHNE HE3ABUCUMOW OLIEHKM (danee - OOLLEeCTBEHHbIE COBEThI).

2. lNoa HesaBMCUMOW OUEHKOW B Lenax MeTogudeckux pekoMeHOauumi MOHMMAEeTCs OLeHKa OeATeSlbHOCTU
opraHusauui coumanbHOro obcny>XMBaHMs B COOTBETCTBUN C KPUTEPUSIMU M NMOKa3aTensMuM OLEHKW, OrnpenerieHHbIMU
0o0LecTBEHHBIM COBETOM B YCTaHOBMIEHHOM MOPSAKEe, U COCTaBMEHWE PEWTMHIOB KadecTBa paboTbl opraHv3auun
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coumanbHoro obcnyxmeaHus (ganee - peATUHI) Ha OCHOBE CriefyLNX MPUHLIMNOB:

3aKOHHOCTb;

OTKPbITOCTb U NYyBITMYHOCTb;

006POBONBHOCTb Y4aCTUS OOLLECTBEHHbLIX 00 BbEANHEHWIA;

HE3aBMCMMOCTb MHEHUIN rpaXaaH, 9KCNepToB, 06LLECTBEHHbIX 00 bEANHEHWIA;

nonHoTa nHdopmaLuun, NCNonNbL3yemMon Ansa NpoBeaeHNs OLEHKN;

KOMMETEHTHOCTb M NpodeccMoHann3am YneHoB obLLECTBEHHOIO COBETA.

3. YyacTHMKamMun He3aBUCMMOW OLIEHKN ABMSIOTCS:

00OLLIECTBEHHbIE COBETHI;

noneuntenbckme (0O ecTBeHHbIe, HAbMAaTeNbHbIE) COBETHI OpPraHn3aLmii CouManbHOro 06CnyXnBaHus;

BCEPOCCUINCKNE, PErnoHanbHble U MyHUUMNanbHble OOLLEeCTBEHHble 00beauHeHns B cdepe coumarnbHOro
obcnyxumBaHus;

opraHu3aumm coumansHoro obcnyxmBaHus;

rpaxkgaHe - nonyyatenuy coumnarnbHbIX yCnyr B coepe coumanbHoro obCcnyXvMBaHUs, UX POACTBEHHWKU U YreHbl
CeMbM, 3aKOHHbIe NpeaACcTaBUTENM;

3KCnepTHoe COobLLECTBO;

PEerNTUHrOBbIE areHTCTBa, CpeacTBa MaccoBOM UHGOPMaLUK.

4. MNop opraHusaumsamm couunansHoro obcnyxueaHusa ana uenen Metogmyeckux pekoMeHOauun noHUMalTCs
rocyfapCTBeHHble (MyHULMMNanNbHbIE) YYpexaeHus, oOkKasbiBalliue couumanbHble Yycryru B cdepe coumanbHoro
obCcnykvMBaHusl, a Takke OpraHM3auum UWHbIX ¢OpM COOCTBEHHOCTW, OCYLLECTBASKLWINE OEATENbHOCTb MO
npenocTaBfieHNIO coumarnbHbIX YCNyr B cpepe coumanbHoro obecnyxnBaHus.

5. HesaBucumas oueHka npoBoouMTCs B 0O0si3aTeNbHOM Mopsigke B OTHOWEHWW  roCydapCTBEHHbIX
(MyHVUMNanbHbIX) yYpexxaeHni, okasbiBaloLmMX coLuarnbHble YCryru B cpepe coumanbHOro obcnyxmBaHus.

6. K rocygapCTBeHHbIM (MyHUUMMNAMNbHBLIM) YYpPEXOEHUSM, OKasblBalLLMM coumanbHble ycnyrm B cdepe
coumanbHoro  obCnyXMBaHUS, OTHOCATCHA: KOMIMIIEKCHbIE LIEHTPbl  COLMAnbHOIO  OOCNyXMBaHUS  HacerneHus:;
TeppuTOpuanbHble LIEHTPbl COUManbHOW MOMOWM CeMbe W OeTAM; LUEeHTpbl couuanbHoro  obCnyxuBaHus;
coumarnbHO-peabunMTaLMOHHbIE LIEHTPbI AN HECOBEPLUEHHONETHMX; LIEHTPbl MOMOLUM AeTsaM, ocTaBwmMmcs 6e3
noneyeHnss poauTenen; coumanbHble NPUITLI ANd AeTe U NOAPOCTKOB; LEHTPbI MCUMXOSIOro-neaarormieckon noMoLm
HaceneHuio; LEHTPbl SKCTPEHHOW NCMXOSOrMYECKON NOMOLLM MO TenedoHy; LEeHTPbl (0TAeNeHns) counanbHOW MNOMOLLM
Ha JOMY; AoMa HOYHOro NpebbiBaHus; crnelmanbHble AoMa ANA OAMHOKMX MpecTapernbliX; CTalMOoHapHbIE YyypeXaeHus
coumanbHoro o6cnyXknBaHus (4oMa-nHTepHaThl ANst NpecTapenbiX U MHBaNMOoB, NCUXOHEBPOSIOTMYECKUE MHTEPHATHI,
JeTckme [AoMa-uHTepHaTbl AN YMCTBEHHO OTCTanblX [JeTer, AoMa-UHTepHaTbl Ans OeTen € (PU3NYECKMMU
HegocTaTKaMn); repOHTOSIONMYECKNE LIEHTPbI, @ TAKKE UHbIE YYPEXAEHUS coLManbHOro o6CnyXMBaHmsi HaceneHus.

7. Opranmsaumm uWHbIX OPM COOCTBEHHOCTW, OCYLUECTBIISIOWMNE OEATENbHOCTb MO  NpedoCTaBfiEHUIO
coumarnbeHbIX ycnyr B cdepe coumanbHOro obcnyxuBaHus, BrpaBe Ha [O0OPOBOMbLHOW OCHOBE Yy4yacTBOBaTb B
NpoBeAEHUN HE3aBUCMMOW OLIEHKM WU MpefoCcTaBnaTb MHAOPMaUUI0 O CBOEW AEeATENbHOCTU ANSA BKIOYEHUS UX B
nepeyvyeHb OpraHu3auui couumanbHoOro o6CnyXvMBaHWUA ONS MPOBEAEHWUS HE3aBUCUMOWM OLEHKM U  hopMupoBaHuMsA
pevTUHIroB (ganee - lNMepeyeHsb).

B cnyyae noaTeepxaeHust LOGPOBONBHOIO y4acTUs Takux opraHn3aumii B NpOBeAEHUN HE3aBUCMMOW OLEHKU Ha
HUX PacnpoCTpaHATCA BCe TpeboBaHMSA MO 0OecrneyeHuno MpoBedEeHNs HE3aBMCUMOW OLEHKW, MpeabsBrsieMble K
rocyaapCTBEHHbIM (MyHUUMNAMBHBbIM) YYPEXOAEHMAM, OKasblBalOLWMM coumanbHble ycrnyrm B cdepe coumnanbHOro
obcnyxumBaHums.

8. OpraHusaumio NpoBeAeHUs HE3aBMCMMOW OLIEHKN B cyObekTe Poccuiickon ®Pegepauum OCyLWECTBNSAET OpraH
ncnonHuMTeNbHOW BnacTun cybbekta Poccunckon ®Penepaumm, ynonHOMOYEHHBIN Ha NPOBEAEHME HE3aBUCMMOW OLIEHKM
(oanee - YNONHOMOYEHHbIV OpraH), Ha KOTOpbI BO3faraeTcs:

obuee opraHM3aLMOHHOE obecneyeHne NpoBeaeHNss HE3aBUCUMOWM OLLEHKM;

MOHUTOPUHI NPOBEAEHUS HE3ABMCMMOW OLIEHKU HA PErMoHarbHOM YPOBHE;

obecneyeHne TEeXHUYECKON BO3MOXHOCTU BbIPaXEHUA MHEHUM noTpedbuTensamMu couuanbHbIX yCryr o
OEeATEeNbHOCTU OpraHM3aumii  coumanbHOro OOCNYXXMBaHWST M YAOBNETBOPEHHOCTW pes3ynbTataMyM  CoumanbHOro
obcnyxmMBaHMsa Ha oduUManbHOM caiTe YNONIHOMOYEHHOTO opraHa B WHGOPMaLMOHHO-TENEKOMMYHUKALUOHHON ceTn
"MiHTepHeT" (manee - ceTb "WMIHTepHeT") M oduumanbHbIX calTax oOpraHM3auun couumanbHOro OOCNyXXMBaHWS,
HaxoOALWMXCS B BeAeHMM YNONMHOMOYEHHOrO opraHa (mpu Hanu4mm).

9. B uenax copenctBusa MpoBEOEHWMIO HE3aBMCUMOW OLEHKM YMNOSIHOMOYEHHBIM OpraHoM opMUpYyeTCs
0oOLLECTBEHHbIV COBET.

10. O6LLECTBEHHbIE COBETHI:

dopmupytoT MNepeynu;

onpenensiT KpUTEPUN 1 NokasaTenn kadecTsa paboTbl opraHM3auunin coumanbHOro 06CnyXmBaHus;

yCTaHaBMMBaKOT MNOPSAOK MPOBEOEHUA HE3aBMCUMOW OLEHKM OpraHm3aumi  coumarnbHOro OOCnyXMBaHUSA Ha
OCHOBaHWUM NPUHATBIX NOKa3aTenen kadecTsa paboTbl OpraHn3aLmn coumanbHOro obCcnyxmBaHus, ¢ y4eToM MyHKToB 21
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n 22 MeTtoan4ecknx pekoMeHgaumi;

opraHm3ytoT paboTy Mo usyveHuto, obobLLeHN0 M aHanuM3y OoOLEeCTBEHHONO MHEHWst O kadecTBe paboThbl
opraHu3auui coumanbHOro obcnyxuBaHus, B TOM 4ucrie COPMUPOBAHHOIO OOLLECTBEHHBIMW OpraHM3aumsamu,
npodeccuoHarnbHbIMU COOBLLEeCTBaMM U MHBIMW HE3AaBUCMMbIMW 3KCMEPTaMu, aHanu3y penTUHIOB;

HanpaensloT B YMNOMHOMOYEHHbIN OpraH WHMOPMauUMio O pesynbTaTax HEe3aBUCUMOW OLEHKM, a Takke
NpeanoXeHna no opraHuM3aLmyM He3aBUCMMOW OLIEeHKW, YryylleHuo KadecTBa paboTbl opraHusauui coumanbHOro
obcnyxmMBaHMsA 1 gocTyna nonyyarenen coumanbHbIX YCyr K UHPOopMaLmm O HUX;

OCYLLECTBNSAOT NHble OYHKUMM, onpegensieMble YNOSIHOMOYEHHBIM OPraHoOM B MOSIOXeHUN 06 o6LecTBEHHOM
coBeTe.

11. CocTaB 06LLeCcTBEHHOrO coBeTa OPMMPYETCS U3 YnCra NpeacTaBuTenien BCEPOCCUNCKNX, PErMOHAarbHbIX U
MyHULMNanbHbIX 06LLEeCTBEHHbIX 0ObeanHEeHN B cdhepe coumanbHOro o6cnyxmBaHms, obpasoBaTernbHbIX OpraHM3auni
BbiCLLlero obpasoBaHuda, npodeccMoHanbHbix 0b6pasoBaTenbHbIX  OpraHu3auui, OpYyrux  3avHTepecOBaHHbIX
opraHu3auui U HesaBUCUMbIX 3kcnepToB. [lpy dopmMupoBaHuM cocTaBa oOOLLECTBEHHOrO coBeTa Heobxoanmo
obecneuntb NpeacTaBUTENBCTBO OT OOLIECTBEHHbLIX OObEeOUHEHWUN, NPEACTaBMSAWNX WMHTEPEChl BCEX KaTeropun
HaceneHus, NONy4vawLLMX counanbHble yCryrn B yupexageHusx. [Npu aTom cnegyet obecneynTb OTCYTCTBME KOH(MKTa
WHTEPECOB B OTHOLLEHMM YI1EHOB OOLLIECTBEHHOMO COBETA.

12. YnonHomMo4eHHbIN opraH obecneynBaeT pasmeLleHne nHgopmarmm o6 obLecTBEHHOM COBETE, B TOM YUCIE
nonoxeHuns o6 obLecTBEHHOM COBETE, CBEEHUSA O ero coctaBe, MPOTOKONOB 3acefdaHui 0oOLeCTBEHHOro coBeTa Ha
odmumanbHoOM canTte YNONHOMOYEHHOro opraHa B cetn "HTepHeT".

13. MNpun NnpoBeaeHUn 3acegaHnii 06LLECTBEHHOIO coBeTa 06ecneYnBaeTcsa X OTKPbITOCTb M NYGNIMYHOCTL, B TOM
yncne NocpeacTBOM NPUBIIEYEHUSA CPEACTB MAacCoBOW MHpopMauun Ha 3acefaHusi obLLEeCTBEHHOrO COBETa, OH-NalH
TpaHcnAuMIn 3acegaHun, nyonvkaumm pesynbTaToB AesTENbHOCTN OOLECTBEHHOrO CoBeTa 3a OTYETHbIV NEPUOA.

14. NepeyHn pekomeHayeTcs onpenenaTb B COOTBETCTBMM C peECTpaMy MOCTABLUMKOB COUMArbHbIX YCNYr C
y4yeToM:

TMNOB OpraHu3auuin (opraHmsaummM CTauMOHapHOro, MoMycTauuoHapHoro (HecTauMoHapHOro) CcoumansHOoro
o6CnyXMBaHMsA N OpraHM3aummM HagoOMHOIO CoLManbHOro 06CnyXnMBaHus);

BMAOB OpraHun3auuii, onpegeneHHblx B cyobekTe Poccuiickonn Pegepaumu;

BMAOB CoUMarnbHbIX YCMYr, OKa3blBaeMbIX OpraHu3auusMm coumanbHoro obcnyxmsanma B cybbekte Poccuickon
depepauuy;

KaTeropuin nony4artenemn coumanbHbIX YCnyr.

15. PeWTuHr1 opraHusaumin coumanbHOro obcnyxuBaHus OpMUPYHOTCA B COOTBETCTBUM C [lepevHem npu
HanMMuMM B HEM He MeHee 5 opraHuMsauui coumanbHOro OOCNYyXXUBaHUSA, a Takke pPeKoMeH4AUUAMU,
npegycMOTPEHHbIMU NYHKTOM 14 MeTogMyeckux pekomeHaaunin.

16. B uensax ¢opMmMpoBaHNA peWTUHra OpraHM3auuin  couManbHOro  OOCNyXMBaHWS  MCMOMb3yeTCs
pecatnbannbHasi cMcTema OLEHKM, KOTopas yTBepXaaeTcs obLLeCTBEHHbIM COBETOM.

17. NpoBeaeHe He3aBUCUMOW OLIeHKU U (hOpMUpPOBaHUE perTMHra PEeKOMEHAYETCH OCYLIECTBNATb He pexe
OLHOro pasa B rof.

18. YNONMHOMOYEHHbBIN OpraH onpefensieT opraHM3auuto-onepaTopa no NpoBeAEHUI0 MOHUTOPUHIA OEATENBHOCTU
opraHusaumm coumanbHoro obcnyxmBaHusa Anst hOPMUPOBaAHUS PEWTMHIOB (Jamee - opraHusauus-onepaTtop) B
COOTBETCTBMM C 3akoHogaTenbctBom Poccuiickon degepaumy O pasMelleHMn 3akas3oB AN FOCYAapCTBEHHbIX U
MyHUUMNanbHbIX Hyxgd. [py 3TOM YNOMHOMOYEHHbIM opraH obecneynBaeT ydacTMe OOLWECTBEHHbIX COBETOB B
onpeeneHun opraHmsayuun-oneparTopa.

19. OpraHusauus-onepaTop NPOBOAUT HE3ABUCUMYIO OLIEHKY B COOTBETCTBMM C nyHKTamu 28 - 33 Metoanyeckux
pekomMeHaauunn.

lMpenBapuTenbHbie pe3ynbTaTbl NPOBEAEHUS HE3aBUCUMOW OLEHKU OpraHumsauuen-onepatopom, B TOM 4ucre
MPOEKTbl PEeNTUHIOB, MeToAaMKa WX (OPMMPOBaHWS W OOOCHOBaHWE pe3ynbTaTOB pPEenTUHroBaHuWs (ganee -
WHTEepnpeTauus penTrHroB), nognexaT ob6a3aTenbHOMY PacCMOTPEHMIO OOLLECTBEHHBIM COBETOM.

PesynbTatbl NnpoBeAeHMs HE3aBUCMMOWM OLIEHKN OpraHu3auuen-onepaTopom, B TOM YACHE PENTUHIA, METOAMKA UX
dopMUPOBAHMA U MHTEPNPETaLMSa PENTUHIOB, pasMeLLalTca Ha oduuManbHOM canTe YNONHOMOYEHHOro opraHa B
ceTn "MIHTepHeT", B TOM 4Mche B hopmaTe OTKPbIThIX AAHHBIX (Xml, CSv), B Te4eHue Tpex pabovmx gHeNn C MOMeEHTa WX
0n0b6peHns oOLEeCTBEHHbIM COBETOM.

20. HesaBucumyto OLEHKY MOryT MpPOBOAMTb TaKkKe WHbIe puMaUYeckMe Jnvua He3aBUCUMO OT  MX
OpraHn3auMoHHO-NPaBoBOM  POPMbI, WHAMBMAYyaNbHble MpeanpuHMMaTenuM (ganee -  MHble  opraHusauuu,
OCYLLECTBASOLLNE HE3AaBUCUMYIO OLIEHKY).

PesynbTaTbl HE3aBUCUMOW OLEHKW, MPOBEAEHHOW WHbIMW OpraHu3auusamu, OCyLLEeCTBISIOWNMN HEe3aBUCUMYIO
OUEHKyY, noanexat obs13aTenbHOMY pacCMOTPEHNIO OOLLLECTBEHHBIM COBETOM.

Mudopmaums o pesynbtaTax NpoBeAEHUS HE3aBUCMMOW OLIEHKW, NpedocTaBngeMas B YMNOMHOMOYEHHbIA OpraH
WHBIMW OpraHn3aLmnsamm, OCyLLLECTBASIOWMMY HE3aBUCUMYHO OLIEHKY, AOMMKHa CoaepXaTb PENTUHIN, ONMCAHNE METOONKM
nx oOpMMPOBaAHNS U MHTEPMNPETALMIO PENTUHIOB, KOTOPbIE pa3MeLLalnTca Ha oduumanbHOM canTe YMNOHOMOYEHHOMO
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opraHa B ceTu "MIHTEpHET" B TeYeHne AecaTn paboumx gHEN C MOMEHTa UX NpeacTaBneHNs B YNONHOMOYEHHbIA OpraH.

21. Ona npoBefeHWNs HE3aBUCUMOW OLIEHKM PEKOMEHAYeTCsl MCMoNnb30BaTb MNOKa3aTenu KadyectBa paboTbl
opraHu3auui counanbHOro obCnyXXMBaHWS HacerneHnsi, XxapakTepuayoLme:

1) OTKPBLITOCTb M AOCTYNHOCTb MHApOpMaLun 06 opraHmsauuu:

YPOBEHb PENTUHra Ha cante www.bus.gov.ru (ot 0 go 1);

MOMHOTA, akTyanbHOCTb U NOHATHOCTb MHGOpMaLMM 06 opraHusaluu, pasmellaemMon Ha oduunanbHOM canTte
(6annbi);

HanMymne 1 JOCTYMNHOCTb CNOCO60B 06paTHOM CBA3N C MoNyyaTensamMmu coumanbHbix yenyr (6ann);

OOMs1 NnL, KOTopble CYNTaT MHAOPMUPOBaHUE 0 paboTe opraHM3auny 1 Nopsigke NpefocTaBeHns counanbHbIX
yCInyr 4OCTaTOYHbIM, OT YMcna onpoLeHHbIX (%);

2) KOMOPTHOCTb YCMOBUM N AOCTYNMHOCTb MOSTYYEHUA CouManbHbIX YCNyr, B TOM u4ucne fAns rpaxgaH c
OrpaHNYEeHHbIMU BO3MOXHOCTSIMU 340POBbS:

CTeneHb BbINOMHEHWS YCNOBUIA OCTYNHOCTU ANA MHBanNuAoB (B TOM yucne AeTer-UHBanuvaoB) U Apyrnx nuu,
YUUTBIBAKOLUMX OrpaHNYEHUST UX XWU3HEAEATENbHOCTM NPy MNPELOCTaBMEHUN COLMANbHbIX YCNYyr B OpraHun3auusx
(6annbl);

COOTBETCTBME MNMOWAAEN XWMbIX MOMELLEHNA OpraHu3auMin YCTaHOBIIEHHbIM CaHUTapPHO-TMIMEHNYECKUM U
CaHUTapPHO-3aNMAEMUNONOTMYECKUM HOPMaM 1 HOpMaTMBaM B pacyeTe Ha ogHoro obcnyxumeaemoro (%);

YOOBMNETBOPEHHOCTL YCroBusiMn (NomelleHne, uMmerolleecss obopyaoBaHue, mebenb, MArkKMW WHBEHTAapb,
XpaHeHWe NMUYHbIX Bellen 1 T.M.) NpefocTaBneHuns counansHbix yenyr (%);

3) Bpemsi oxXugaHmsa B odepean npu nostydeHun coumanbHOM YCyru:

cpefHee BpeMsi OXuaaHus NonyyYeHus yeryr B opraHM3aumm coumanbHoro o6enyxmeanms (oH.);

Oonsi nony4vaTenemn ycnyr, OLEeHNBaILWMX BPEMST OXXnAaHWs NOMy4YeHUs CouManbHbIX YCNYr Kak He3HaduTenbHoe,
OT Yncna onpoLleHHbIX (%);

4) nobpoxenaTenbHOCTb, BEXITMBOCTb U KOMNETEHTHOCTb PabOTHMKOB OpraHu3aunmn:

O0nsi nony4aTenen ycnyr, KOTopble BbICOKO OLEHMBAIOT 40OpOXeNnaTenbHOCTb, BEXIIMBOCTb M BHUMATENbLHOCTb
couManbHbIX U MHbIX KaTeropuii paboTHUKOB OpraHM3auui, oT Yncra onpoLUeHHbIX (%);

Oonsi nony4vaTenen ycnyr, KOTOpbl€ BbICOKO OLEHMBAOT KOMMETEHTHOCTb COUMarnbHbIX M WUHBIX KaTeropun
paboTHUKOB OpraHv3auui, OT Yncra onpoLUeHHbIX (%);

5) yooBNeTBOPEHHOCTb KA4eCTBOM OOCNYXMBaHUSA B OpraHn3aLmm:

Jonsa nonyvartenen ycnyr, yaoBneTBOPEHHbIX Ka4eCTBOM 0B6CMYXKMBaHUS B OpraHM3aLmun, oT Yncna OnpoLUEHHbIX
(%);

Oonsi nony4vaTenemn coumanbHbIX YCIyr, YO4OBNETBOPEHHbIX YCNOBUAMW MPOXMBAHUA B OOHO-, OBYX-, TPEX- Un
YeTbIPEXMECTHbIX XWUIbIX KOMHATaxX OpraHn3aumin CTauMoOHapHOro CoumanbHOro ob6Cny>XMBaHUS, OT YMcna OMPOLLUEHHbIX
(%);

Jonsa  nonyvartenen coumanbHbIX  YCNyr, KOTOpble T[OTOBbl pPEKOMEHAOBATb  OpraHuM3auuio  Apy3bsM,
pOOCTBEHHMKAM, 3HAKOMbIM, OT Yncra onpoLLeHHbIX (%);

Jons nonydaTtenen couuwanbHbIX YCIYr, OXBa4Y€HHbIX CcoUuWanbHbIMW ycriyramMym B COOTBETCTBUM  C
WHAMBUAYanbHbIMW NporpaMMamMm peadbunuTaumm, ot obLlero yicna nonydatenen yenyr (%);

yncno 0OOCHOBaHHbBIX >kanob nonydarenem couuanbHbIX YCIYr Ha KayecTBO YCMyr, NpedoCTaBfEHHbIX
opranusaumen (xanob Ha 100 nonyyaTtenen ycnyr);

yAOBNEeTBOPEHHOCTb KayecTBoM nutaHus (%);

YOOBMNETBOPEHHOCTb KA4eCTBOM NMPOBOANMbBIX MEPONPUSATUI, UMEIOLLUX FPYNNOBOK XapakTep (0300POBUTENbHbIX,
00CyroBbIX, npodunakTudeckux u np.) (%).

22. [ononHUTenbHO K rMokasaTensM, YykasaHHbiM B nyHkte 21 MeTtogmyecknx pekoMeHpauun, MoryT
NCMNoMb30BaThbCs UHbIE MOKasaTenw.

23. [Ins pacyeTa nokasaTtenemn, ykadaHHbIX B NyHKTe 21 MeTtoanyeckmx pekoMeHaaummn, ¢ ydeToM ocobBeHHoCTewn
0eATeNnbHOCTM OpraHmM3aumMmM coumanbHOro oBCMY)XMBaHMA PEKOMEHAYEeTCA WCMOoNb30BaTb CrEeAYoWmMe UCTOYHUKM
UHpopmaLmm, Heobxoanmon Ana NpoBegeHUA HE3aBNUCUMOWN OLLEHKMU:

1) pesynbTaTbl aHanu3a HOPMAaTMBHLIX MPABOBLIX AaKTOB, YCTaHaBNMBAKOLIUX 3HAYEHUS paccMaTprvBaeMblX
napameTpoB AeSATENbHOCTN OpraHM3aunii coLumanbHOro 06CnyXnBaHus;

2) pe3ynbTaThbl aHanu3a cTaTucTM4Yeckon nHopMaL MM OpraHoB UCMNONHUTENBLHOW BNacTn cybbekToB Poccumnckonm
depepaumm n opraHmsaLmii coumanbHOro 06CnyXnBaHus;

3) pesynbTaThl onpoca (rnybuHHoe u dopmanu3oBaHHoOe, NonygopMann3oBaHHOE WHTEPBBLIOMPOBAHME,
WHTEpPBbIO, MPOBOAUMbIE B Nopsake camoobcrnefoBaHnsa opraHu3aunin, aHkeTMpoBaHue, npoeaeHune okyc-rpynn):

nonyyarenen coumanbHbIX YCNyr;

pabOTHWKOB OpraHv3auuii;

pyKOBOAWTENEWN OpraHM3aunii 0 KayecTse paboTbl MOCTABLLMKOB COLMArbHbIX YCIYT;

npeacTaBuTenen obLecTBEHHbIX 00bEeANHEHUIA, SKCMEPTHOIO COobLLECTBA.

Mpn HEO6XOAMMOCTIN MOTYT ObITb UCMONb30BAHbI TAKUE WCTOYHUKM MHGOPMAaLMK, Kak pesyrnbTaTbl NpOBeAeHUs
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KOHTPOJSbHBIX 3aKYMOK, BKMOYEHHOE CTPYKTYPUPOBaHHOE HabniogeHve B MecTax OKasaHus CcouuMarnbHbIX YCIyr,
pe3ynbTaTbl 3KCNEPTHBLIX OLEHOK.

24. B kayecTBe OOMNOMHUTENBHBIX MCTOYHMKOB MHOpMaLMK LenecoobpasHo MCnonb3oBaTh:

pes3ynbTaTbl MPOBEAEHHbIX MOHUTOPUHIOB B chepe coumnanbHOro obCcnyxmBaHus;

NMHpopmaumio 0bLLEeCTBEHHBIX 06 beaMHEHUN;

WMHpopMaLMlo  nonevnTenbCcknx (OBLLeCTBEHHbIX, HabnwaaTenbHbIX) COBETOB OpraHvM3auun  coumanbHOro
obcnyxmBaHus;

NHGOPMALIMIO SKCMIEPTHOrO CO0bLLIECTBA, PENTUMHIOBLIX areHTCTB, CPEACTB MAacCOBOW MHpopmaumn.

25. B uenax uHdopmaumoHHoro obecneyeHuss MpPoOBeAEeHWUs HE3aBWCUMOM OLEHKU WM pacyeTa nokasaTenew,
yKas3aHHbIX B nyHkTe 21 MeTtogmdeckux pekoMeHdauui, OpraHusauusmM coumnanbHOro ObCnyXMBaHUA C  y4EeTOM
0COBEHHOCTEN X AEATENBbHOCTU peKOMeHayeTcs obecneunTb POPMUPOBAHNE OTKPBITHIX MHPOPMALIMOHHBIX PECYPCOB,
cofepxalLmx nHdopmMaLmio 0 AeATENbHOCTU OpraHM3auumn coLmanbHOro o6CnyXnBaHus, B COOTBETCTBUN C NEpPeYHEM,
npeaycMmoTpeHHbiM npunoxeHveMm N 1 k MeTogmyeckum pekoMmeHaaumsm, 1 AOCTYN K TakMM pecypcam nocpeacTBOM
pa3MeLleHns X Ha MHPOPMALMOHHBIX CTEHAAX B MOMELLLEHUSAX OpraHn3auum coumanbHOro obCcnyXuBaHWsi, cpeacTBax
MaccoBoK nHopmaumm, cetn "IHTepHeT".

26. NIHpopmaumio 0 oeATenbHOCTU OpraHn3aumMm coumnanbHOro 00CnyXXMBaHWUS PEKOMEHAYETCH pasMellaTb Ha
odmumanbLHOM canTe opraHM3aumm counansHoro obenyxmeaHms B cet "VIHTepHeT", B TOM uucrne B hopMate OTKPbITbIX
OaHHbIX (xml, csv).

27. TlpoBegeHne He3aBUCMMOW OLIEHKM TMoKas3aTenen kadectBa paboTbl OpraHuMsauui  coumanbHoOro
o6CnyXMBaHMA pEKOMEHAYETCS OCYLLECTBIATL NOCNeAoBaTENbHO B 4 aTana.

28. Ha nepsoM "opraHnsauynoHHOM" aTane OCyLEeCTBISITCA creyowme MeponpuaTus:

1) onpegenexne (Npyn HeOOXOANMMOCTU OONONHEHNE) NepeyHs B TEKYLLIEM NEPUOLE;

2) yTOYHeHue (QononHeHne) npu HeobxoaMMOCTM MnokasaTenen kavectsa paboTbl opraHmsauuin coumanbHOro
obcnyxumBaHus;

3) onpepenenne MeTodoB cbopa NEpBUYHOM MHAOPMaLUM U YTOYHEHWE TpeboBaHMI K MeTogukam WX
NPYMEHEHNS.

29. Ha BTOpOM "nogrotoButTeNbHOM" aTane:

1) npoBoaMTCsl aHanM3 HOpPMaTUBHO-NPaBOBOM 0asbl O couuanbHOM O6CHyXMBaHUM, MHEHUM 3KCNepToB,
npegcraBuTenen nonyyatenen coumnanbHbIX YCIYr, OTKPbITbIX WMCTOYHMKOB MHOPMaLUM C LeNblo  COCTaBreHMUs
npeaBapuTENbHOro nepeyvHs Npobnem Ans 3yyeHus;

2) ocyuiecTBnseTca pa3paboTka MeTOOUK M UHCTpYMeHTapusi cbopa NepBUYHON MHOpPMaLuK, B TOM 4ucre
pekomMeHOauMin uHTepBbloepaM (MOCNefoBaTENbHOCTb 3a4aBaeMbIX BOMPOCOB, OMUCAHWE BapWaHTOB MNOBEAEHUS B
3aBMCMMOCTU OT OTBETOB PECNOHAEHTA, NOPSIAOK onpoca), opM ANs perucTpaumy nNepBUYHON MHAOPMAaLMK, aHKeT
(MnpumepHbIN  0Bpasey, aHKeTbl MO aHanu3y yAOBMEeTBOPEHHOCTW KayeCTBOM OKa3aHus couuanbHbIX yCnyr B
opraHm3aumsax counanbHoro obcnyxmeaHums npusegeH B npunoxeHunm N 2 k Metognyeckum pekomeHgauusm).

30. Ha TpeTtbem "cbop nepBuyHON UHpopMaLmMnN" aTane pekoMeHayeTCs OCyLLeCTBATh:

1) aHanua HopMaTMBHLIX MNPABOBbLIX AaKTOB, pPerynupyrlnx OeaTenbHOCTb OpraHuM3alui  coumanbHOro
o6CnyXMBaHuWs, C LENbIO onpeaenerHns Unn yTodHEHUs, y4eTa AMHAMWUKM HOPMaTUBHO YCTaHaBMUBAEMbIX 3HAYeHUN
OLEeHVBaeMbIX NapaMeTpoB U NokasaTenen OeATeNnbHOCTU OpraHn3auuu;

2) npoBefeHue "noneBoro atana" nccrnegoBaHus - c6op NeEpPBUYHLIX JaHHbIX U X 00paboTka B COOTBETCTBUM C
pa3paboTaHHbIMK MeTO4aMU, BblIOpaHHbIMUK UIK pa3paboTaHHbIMWU METOAMKAMU;

3) cbop CTaTUCTUHECKUX AAHHbIX;

4) npoBefieHMe aHKeTMPOBaHUs (OMPOCOB);

5) He3aBUCUMBIV BbIGOPOYHBIN KOHTPOSb UCMONTHUTENEN, OCYLLECTBALMNX COOp NEPBUYHON MHAOPMaLMW;

6) dhopmmpoBaHME NTOTOBLIX MAaCCMBOB AaHHbIX, 3aMOfIHEHNE OTYETHBIX (POPM MpeacTaBneHnss Hpopmaumn.

31. Ha yetBepTOM "aHanm3 n oLeHKa kadecTBa paboTbl OpraHu3auum coumanbHOro obcnyxmuBaHua" aTane
pekomeHayeTca obecneyvnTb:

1) cuctemaTmsaLmio BbisiBNEHHbIX MPOGneM AeaTenbHOCTU OpraHM3aumnmn coLmManbHOro 06CnyXmBaHus;

2) conocTaBneHne akTUYeCcKnx 1 HOpMaTUBHO YCTaHOBMNEHHbIX 3HAYEHUI UCcneayeMblX NnapaMeTpos;

3) BbIABNEHWE TEPPUTOPUArbHBIX U MHBIX OCOBEHHOCTEN NcCneayeMbIX NapameTpoB AeATENbHOCTM OpraHu3aumn
coumanbHoro o6cnyXnBaHus;

4) aHanu3 gUHaAMUKM 3HAYEHWI UCCneayeMbiX NapaMeTpoB U NokasaTenewn;

5) conocrtaBneHMe HOPMATUBHO YCTAHOBMEHHbIX 3HAYEHUN UCCredyemMblX NapamMeTpoB AesATENbHOCTU
opraHusauui coumansHOro o6CcnyXnBaHus C BbISIBIIEHHbIMU NpobnemMamMn n oXugaHuaMu nonyvatenen coumanbHbIX
ycnyr;

6) pacyeT MHTErpanbHOM OLEHKM KayecTBa paboTbl OpraHu3aumi counanbHoro obcnyxmeaHusa M opmMmpoBaHne
pPEenTUHra;

7) obuecTBeHHOe obCyxaeHue pe3ynbTaTOB HEe3aBMCUMOW OLEHKM B OTYETHOM nepuode U paspaboTka
NpeanoXeHNn Mo yny4dlleHno KayecTea paboTbl OpraHM3auuin coumanbHOro 06CnyXMBaHus;
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8) nybnvkaumo pe3ynbTatoB HE3aBMCMMOWN OLIEHKN, B TOM YNCIE PENTUHIOB.

32. PerTUHr doopmMmpyeTcsa nyTeMm ynopsiaounMBaHns NPUCBOEHHBLIX OpraHu3auMsm couunanbHoro obcnyXunBaHus
NnopsiaKOBbIX HOMEPOB.

Kaxxgon opranHmsaumm coumnanbHOro obcnyxumeanums, Bowweawen B lNepedeHb, npucBanBaeTcs NOpPsiAKOBbLIA HOMEpP
Nno Mepe YMEHbLUEHUSA 3HaYEHUST MHTErpanibHOM OLEeHKM KavyecTBa paboTbl. OpraHusauum coumnanbHOro obcnyxuBaHus,
NonyYmBLLEN HaMBbLICLLYIO MHTErpanbHyl0 OLEHKY kayecTBa paboTsl, npucBanBaeTca 1-i Homep.

MHTerpanbHas oueHka kKadecTBa paboTbl opraHu3aumMm coumarnbHoro obcnyxuBaHusa MK paccuntbiBaeTca no
cnepytowen opmyrne:

1 10
He=3% Liwixk | rpe:

10 . .
kl - 3Ha4yeHune nokKasartend kl no gecaTnbannbHOW LKane (nepequb pekomMmeHayeMbIX MnokKadaTtenen OLEeHKU

KayecTtBa paboTbl OpraHM3auMu coumanbHOro oOcnyXuMBaHus npuBoauTcs B npunoxeHun N 3 k MeTogmnyeckum
peKkoMeHaaunam);

W; - 3HayeHue BecoBOro KoadhuUMeHTa nokasaTens k-l, npuv 3TOM CyMMa BCEX BECOBbIX KO3(DULMEHTOB

no
aw=1

3HayeHns1 BeCOBbIX KO3(hMLMEHTOB MnokasaTenemn k-L yCTaHaBMNMBaKTCA OOLECTBEHHBIM COBETOM METOAO0M

OKCTIEPTHBIX OLEHOK C YYETOM PEKOMEHAYEMOW 3HauYMMOCTW nokasaTtenei K; no pecstubannbHoW lkane B

COOTBETCTBUM C NPUNIOXKEHNEM N 3 k MeToandeckum pekoMmeHaaunam. I'Ipvl 9TOM 3Ha4YeHNA BECOBbIX KOS(*)(bI/ILI,I/leHTOB
pekomMmeHayeTcqa yCTaHaBMBaTb C y4eTOM obLen 3Ha4YMMocCTun Ha6opa nokasaTenen no oowmm KpUTEPUAM:

Obwmn kpuTepun 3HaunmocTb

OTKpbITOCTb M AOCTYMHOCTb  WH(popmauun 06 0,1
opraHv3aummn coumanbHOro 06cnyxmBaHms

KOMMOpTHOCTb YCroBuMM M AOCTYMHOCTb MNOMyYeHus 0,2
coumanbHbIX ycnyr, B TOM 4ucne AaOnda rpaxaaH cC
orpaHn4eHHbIMU BO3MOXHOCTAMU 300PO0BbA

Bpema oxugaHua B odepean  Npu  NosyveHun 0,05
coumanbHbIX yCryr

,D,06pO)KeJ'IaTeJ'IbHOCTb, BEXIMNBOCTb 1 KOMMNETEHTHOCTb 0,1
pa6OTHI/IKOB opraHusaunmn coumnanbHOro O6Cﬂy>KMBaHI/I‘i|

YOOBNEeTBOPEHHOCTL  kayecTBOM obcnyxuBaHus B 0,55
opraHv3aummn coumarnbHOro 06CnyxmBaHms

33. NpuBeneHne nokasartenen kadectsa paboTbl OpraHvM3aumMy CoUManbHOro OOCNYXUBaAHWUS K COMOCTaBUMbIM
3Ha4YeHMAM No gecaTubannbHOM LKane pekoMeHAYeTCsa NPOU3BOANTL CEAYIOWMMIU crnocobamu:

1) 4nst nokasaTtenen, yBenmyeHne 3Ha4eHnIn KOTOPbIX XapakTepmnayeT NOBbILLEHNE KayecTBa paboThbl opraHM3aumm
coumanbHoro obcnyxmnsaHus, onpeaensaeTcs MakcumanbHoe (LeneBoe) 3HadYeHMe B MCXOOHOW eOuHULE U3MepeHus,
koTopoMy cooTBeTcTBYeT 10 6annoB no gecatubannbHOW WKane 1 MMHMManbHoe (Xydllee) 3HavyeHue nokasaTtens B
NCXOOHOW eauvHWLE U3MepeHusi, KoTopoMy cooTtBeTcTByeT 0 GannoB no pecatubannbHOW Lwkane. B atom cnydvae

10 y
3HaueHus K; no ouLeHMBaeMbIM opraHMsaLysM paccUnTLIBAOTCS NO criedytolleil popmyne:

o— K — kK™

M=_1 i w10 :
! k:-u: _ k:m , rae:

k'l - 3Ha4YeHue nokasaTens B UICXO0OQHON eanHuLe N3MepeHnd;
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MIEET o
ki - MakCcnmarlsibHoe (Ll,eJ'IEBOG) 3Ha4YeHne nokasarenda B ICXoA4HOU eNHULIE NUSMEepPEHNA,

MIHE o
ki. - MMHMaribHOe (xyp,mee) 3Ha4YeHne nokasarTesid B MICXOOQHOU eaANHNLE N3MEPEHUA.

[ns nokasartenemn, yBenuyeHme 3Ha4YeHUn KOTOPbIX XapakTepusyeT CHWXKEHWe kavecTBa paboTbl opraHv3auuu
coumanbHoro obcnykMBaHusi HaceneHus, onpeaensieTcd MUHMManbHOe (LeneBoe) 3HaYeHue B MCXOOHON eauHuLe
n3mepeHusi, KoTopomy cooTseTcTByeT 10 6annoB no AecATMOanNnbLHOW LiKane W MakcumanbHoe (XyAllee) 3HauyeHue
nokasaTensl B UCXOAHOW eMH1LE U3MepPeHus, KoTopoMy cooTBeTcTByeT 0 6annoB no gecatnbannbHow Lwkane. B atom

10 y
cryyae 3HaveHns k; no oLeHMBaeMbIM opraHM3aLmaM paccuMTLIBAIOTCA MO crieaytolen hopmyne:

k; - sHaueHve nokasaTensi B MCXOQHOI EAMHULIE N3MEPEHUS;
SHHE -

k; - MuHumansHoe (LeneBoe) 3HauYeHWe nokasaTenst B UCXOAHON eANHULIE U3MEPEHUS;
SLEET o

k™ - makcumanbHoe (Xyalee) 3HaueHne nokasaTens B UCXOAHOM eANHNLIE U3MEPEHUS;

2) pecatnbannbHasi WKana B 3aBMCMMOCTU OT 3HAYeHWI MnokasaTenen k-l B UCXOOHOW eduHULE U3MepeHus

yCcTaHaBnMBaeTCsi 0OLLECTBEHHBIM COBETOM METOLO0M 3KCMEPTHbLIX OLEHOK.

34. YNONHOMOYEHHBIA OpraH COBMECTHO C OOLLECTBEHHbIM COBETOM OpraHvM3yeT KOHTPOSib 3a COoOnoaeHuem
opraHusauuen coumanbHOro ob6cnyXuBaHua - onepatopom MeToauMyeckux pekoMeHdauunm npu  NpoBedeHMU
HE3aBMCMMOW OLIEHKN.

35. Mo wtoram npoBeAeHWs HE3ABMCUMOW OLIEHKM OOLLECTBEHHbLIN COBET pas3pabaTbiBaeT W npeacTaBnseT
OLeHMBaeMbIM OpraHM3auusam coLmanbHOro 06CnyxmBaHna nNpeanoXeHus no ynyyleHuo kavyecta nux paboThbl.

36. No npeacTaBneHHbIM OOLLECTBEHHLIM COBETOM MPEeaSIoKEHUAM OpraHMsauum coumanbHoro obcnyXuBaHus
paspabaTtbiBaloT M YTBEPXKAAKT MIaHbl MEPONpPUSATUIA MO YNydlleHWo KadecTBa cBoen paboTbl (ganee - nnaHbl
MEpPONPUATUIA) B COOTBETCTBUN C NMPpUMEpPHON hopMoin nnaHa, npegycMmoTpeHHon npunoxeHnem N 4 k MeTtoanyeckum
pekomMeHAaunsm.

37. Opranmzauun coumanbHOro obCnyxmBaHUS pasmeLLaroT MnaHbl MeponpuATUA Ha CBOUX OduuManbHbIX
cavtax B cetu "UHTepHeT" (Npy HanMyumn canTtos) n obecneynBaroT UX BbINOMHEHMWE.

38. B nnaHe meponpuaTuin pekoMeHayeTcq npegycMaTpuBaTb MeponpusaTus, peanmsaums KoTopbIX:

HenocpeacTBEHHO MOXET NOBNUSATL HA pelleHne NpobnemM, B TOM 4YWCNE Ha YCTpaHeHMe W npefoTBpalleHue
HapyLlEeHWI HOPMaTUBHO YCTAHOBIMEHHbIX TPEOOBaHWUI, BbIIBMEHHbBIX MO UTOram HE3AaBMCHMMOWN OLIEHKY;

MO3BOMUT MOBBICUTb YPOBEHb YOOBMETBOPEHHOCTM MONlydaTenen counanbHbIX  YCNyr KOM(OPTHOCTbIO
NPOXMBaHUA B OpraHMsaumMmM CcoumanbHOrO OOCNYXMBaHWUA, BEXIIMBOCTbO W KOMMETEHTHOCTbO PabOTHUMKOB,
pesynbTatamun NpefoCTaBneHns counanbHbIX YCIyr;

obecneunt peanusaumio OXXMaaHUM nony4dartenen coumanbHbIX YCryr B chepe coumanbHOro obcnyxmBaHus.

39. PesynbTaTthl NpoBeAeHMs HE3aBUCMMOW OLIEHKN HanpaBneHbl Ha:

obecneyeHve nonyyaTtenen couuanbHbIX YCAyr [OOMOSHUTENbHOW WHGOpMauMen o kavectBe paboTbl
opraHu3auui counansHOro o6CryXuMBaHMsA, B TOM 4ucre nytemMm (GOpPMUPOBAHUS PEWTUHIOB, B LENAX peanu3auum
npuHaanexaiiero nonyyatenam couumanbHbiX yCryr npaBa BblOOpa KOHKPETHOW OpraHusaumm coumnanbHOro
obcnyxmBaHUs ANg nonyYyeHns counanbHbIX YCyr;

onpefeneHne pesynbTaTUBHOCTU AEATENbHOCTM OpraHM3aumM CcouManbHOro OOCMYXMBAHWA W MPUHATUE
CBOEBPEMEHHbIX MEp MO MOBbILLIEHNIO 3¢PHEKTUBHOCTU MK NO ONTUMMU3ALUN ee OeATENbHOCTY;

CBOEBPEMEHHOE BbISIBNIEHWE HEraTMBHbIX (DAKTOPOB, BIIUSAIOLMUX Ha Ka4yeCcTBO MpegoCTaBIieHWUst CoumanbHbIX
ycnyr B cdhepe coumanbHOro 00CnyXnBaHus, U yCTpaHeHne MX MPUYUH NyTeM peanu3aumy nnaHoB MeponpuaTui, a
TakKkKe OCyLLEeCTBIIEHNE CTUMYNMPOBAHUA pyKoBoguTenen n paboTHMKOB OpraHn3aumin coumnansHoro obcnyxmsaHms.

Mpunoxexne N 1

K MeToOu4eCcKnUM pekoMmeHaaLmnsam

Nno NpoBeAeHUI0 HE3aBUCUMOM OLEHKN
KayecTBa paboTbl OpraHusaumn,
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a

"O MeToAMYECKUX PEKOMEHAALIMSX MO NPOBEAEHUIO HE3aBUCUMON [JokymeHT npeaoctasneH KoHcynbtanTaoC
OUEeHKM KayecTsa pabo... [ata coxpaHeHus: 31.03.2016

OKasbIBaloLLMX CoLMarnbHbIe YCyrn

B chepe coumarnsHoro o6enyxumBaHms,
yTBEPXKAEHHBIM NpukasoM MuHTpyga Poccum
ot 30 aBrycta 2013 . N 391a

MEPEYEHb
NHOOPMALIN N JOKYMEHTOB, PEKOMEHAOYEMbIX K PASMELLEHUIO
OPIAHMBALMAMN COUMANBHOIO OBCITYXMBAHUA HA MHOOPMALIMOHHBLIX
CTEHOAX, B CPEACTBAX MACCOBOU MH®OPMALIMN, CETU "MHTEPHET"

1. Mndopmaums:

a) o gate cosfaHus, yupegutene (yypeourensax), Mecte HaxoXOeHus, pexunme, rpaduke paboTbl, KOHTaKTHbIX
TenedoHax n agpecax 3f1eKTPOHHONM NOYThI OpPraHn3aumm counansHoro obcnyxmeaHusa n ee ounuanos (NpyY HaNU4YMK);

6) 0 cTpyKType 1 06 opraHax ynpasfeHunsi opraHn3aummn coumanbHOro ob6CcnyxmBaHus;

B) 0 dhopmax coumanbHOro OGCHyXMBaHMS M BMAAX COUMANbHbIX YCNyr, MpedoCcTaBnseMblX OpraHusaumen
coumanbHoro 06cnyXnBaHus;

r) O YMCNEHHOCTWU Mony4vaTenemn couumanbHbiX YCryr no ¢opmam couuanbHOro obCcrnyXuBaHMS W BUAaMm
coumanbHbIX YCNyr 3a cYeT OHLKEeTHbIX accurHoBaHui OromkeToB cybbekToB Poccuiickon depepaumn, MeECTHbIX
OloKETOB 1 MO JOrOBOpaM 3a CHET CPeacTB U3MYECKUX U (UNN) IOPUONYECKMX NNLL;

[) O pyKoBOAMTENE OpraHn3aummn counanbHOro obCnyXMBaHUS, €ro 3amMecTUTENAX, PYKOBOAUTENAX unnanos
opraHu3aumm couunanbHOro obcnyxmBaHus (Npy UX HanNU4yum);

€) O MnepcoHanbHOM cocTaBe pPabOTHMKOB OpraHm3auuu CouMarnbHOro OBCMyXMBaHWS C yKa3aHWeM YpPOBHSA
obpasoBaHus, KBanMdpukaumm 1 onbita paboTsl;

X) 0 MaTepuarnbHO-TeEXHUYECKOM obecneyeHun npeaocTaBneHms coumanbHbiX ycnyr (B TOM 4Yucre O Hanmyuu
060pyaoBaHHLIX MOMELLEHWI AN1S NpefoCcTaBNeHNst coumanbHbIX YCnyr Mo BuAam coumanbHbIX YCryr, B TOM 4uche
OumbnuoTtek, 0OBHEKTOB CnopTa, CPeAcTB OOy4YeHWst U BOCMUTAHWS, OO0 YCMOBUSIX MWUTAHUS W OXpaHbl 340pOBbS
nonyyatenen coumanbHbIX yCIyr, o] gocrtyne K NHGOPMALIMOHHBIM cuctemam 7
NMHOPMALMOHHO-TENEKOMMYHUKaLMOHHBIM CeTsIM, 006 3MEeKTPOHHbLIX pecypcax, K KOTOopbiM obecrneymBaeTcs 4OCTyN
nonyyarenen coumanbHbIX YCNyr);

3) 0 kOonMyecTBe CBOBOAHBIX MECT Ans Nnpuema nonyvarenen coumanbHbIX YCNyr no kaxaon gopmMe coumanbHoro
obcnykMBaHMsa MO BMAAM COLMAlbHbIX YCIyr Ha MecTa, (PUHaHCMpyeMble 3a CYeT OOXKETHbIX aCCUrHOBaHWUIA
OropkeToB cydbekToB Poccuickon Pefepaumm, MECTHbIX OlOpKeTOB, MO AOroBopam 3a CYeT CPeACTB (hM3NYECKUX U
(nnn) ropuamyecknx nuu;

n) 06 obbeme OEeATENbHOCTM MO MPEAOCTAaBIEHUIO coLUManbHbIX yCnyr, doMHaAHCOBOEe obecrneyeHne KoTopou
OCYLLECTBMSIETCA 3a cyeT OKeTHbIX accurHoBaHuMn OrogkeToB cybbektoB Poccuickon degepaumm, MECTHbIX
BlookeToB, MO 4OroBOPaM 3a CYET cpeacTB PU3NYECKMX U (MTN) KOPUONYECKNX NnL;

K) O NOCTynneHMn hMHaHCOBbLIX M MaTepuarbHbIX CpeacTB M 06 X pacxogoBaHMU No uToram hHaHCOBOTO FrOAa;

n) uHast uHdopmaumsi, HeobxoamMmasa AN pacyeTa 3HAYeHWI MnokasaTenen kavectBa paboTbl OpraHusaumun
coumanbHoro o6cnyXuBaHus.

2. JOKyMEHTb!:

a) Konus ycTaea opraHM3auumn coumanbHOro 06CnyxmBaHus;

0) KonuW nuUeH3nn (Npu HanuuuMm) Ha ocyllecTBneHne obpasoBaTenbHON [eATenbHOCTU, MeAULMHCKON
0edATenbHOCTU (C NPUMNoXeHUIMK);

B) KOMMA MraHa (UHAHCOBO-XO3SINCTBEHHOW [OEATENbHOCTM OpraHM3auum coumnanbHOro  oBCnyXuBaHus,
yTBEPXXOEHHOIO B YCTAHOBIIEHHOM 3akoHodaTenbCcTBoM Poccunckon Pepepaumun nopsigke, unu GOMKETHOW CMEThb
opraHu3aumm coumnanbHOro obCcnyxmBaHus;

r) KONMM NpPaBun BHYTPEHHEro pacnopsigka norfydarenen coumanbHbIX YCryr, NpaBuil BHYTPEHHEro TPyOoBOro
pacnopsgka, KonnekTMBHOro 4oroBopa;

4) Konuu JoKyMeHTa O Nopsigke NpeaocTaBneHns coumanbHbiX YCNyr 3a nnarty, B ToM yucrne obpasey gorosopa o
NpefoCTaBNeEHUN coUumarnbHbIX YCyr 3a NnaTy, 4OKyMeHTa 06 yTBEepXKAEHUM CTOMMOCTM NPEeAOCTaBNeHns coumarnbHbIX
yCnyr no B1gam coumarbHbIX YCAyT;

€) KOMuMM MPEeanucaHuii OpraHoB, OCYLUECTBIIAOWUX FOCYy4apCTBEHHbIN KOHTPONb B cdepe coumanbHOro
o6CcnyxmMBaHWs, OTYETOB 06 UCMOMHEHNW TaKMX NPeAnuCcaHni.

3. iHas uHdopmaumsa 1 OOKYMEHTbI, KOTOpble pa3MeLlarnTcs, onybnuMKOBbLIBAOTCSA MO PELLUEHUI0 OpraHu3auuu
coumanbHoro obcnyxuBaHus u (Mnu) pasMelleHne, onybrnukoBaHMe KOTOpbIX SABMsOTCS obs3aTenbHbiMM B
COOTBETCTBUWN C 3aKoHoAdaTenbCTBOM Poccuinckon ®eagepaunn.
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a

"O MeToANYECKMX PEKOMEHAALMSIX MO MPOBEAEHMIO HE3aBUCUMOIA [lokyMeHT npefocTasnieH KoncynbTanTnoc

OUEeHKM KayecTsa pabo...

[ata coxpaHeHus: 31.03.2016

Mpunoxexne N 2

K METOOANYECKMM PEKOMEHOALMNAM

Nno NPOBEAEHMIO HE3ABUCUMOW OLEHKM
kayecTBa paboTbl opraHu3aLmim,
OKa3bIBaKOLLMX coLMarbHbIe YCnyru

B chepe coumanbHOro 00CnyXnBaHus,
yTBEPXXAEHHbLIM NpukazoM MuHTpyaa Poccun
ot 30 aBrycta 2013 . N 391a

MpumepHbIN obpa3seL

AHKETA
10 aHaJIM3y YOOBJIETBOPEHHOCTM KadveCTBOM OKa3aHUuA
COLMAaJIBHBEIX YCJIYyI' B OpTaHM3alMAX COLMAaJIBHOI'O OGCHy)KMBaHMH
(B 3aBUCVIMOCTNM OT THMIIa OpIT'aHM3alVM
COLUMaJIBHOT'O O6CJ'Iy>KMBaHMFI)

Mer XOTMM y3HaTb, KakK BH OlLeHMBaeTe KkaueCcTBO paboTE OpraHM3alumn
COLMAaJIbHOTO OOCIIYyXMBaHMS, B KOTOPOM BaM OKa3HBAKT COLMAJIbHEE YCIYTH.
IpocuM Bac Cc [OHMMaHMEM OTHEeCTMCH K AaHKEeTUMPOBAHUMI U BHUMATEJILHO

OTBETUTL Ha 3amaBaeMble BONPOCH. BrfepuTe OOMH M3 BapMAHTOB Ha KaXIbIA
BOIIPOC.

[Ipy STOM HE HYXHO YyKaseBaTb CBOe wuMs, BammM JMYHBE OaHHBIE HUTIOE He
npo3Bydar.

Bame MHeHMe HaM OUYeHb BaXHO UM OyImeT ydTeHO B IajibHeymey paboTe.

1. B xOTOpHM pas3 Be oBpaTmUiMCh B OPTaHMBALMIO COLMAJILHOTO OOCIIYXMBAHUSA
3a MOJIyUeHMEM COLMAJIbHEIX YCJIYT :

[] BIIEPBEHIE
[] IIOBTOPHO

2. Kak Bel oueHMBaeTe CBOL MHOOPMMPOBAHHOCTL O pafoTe OpraHM3aluu U
IIopAnKe IMNpenoCTaBJIEHMA COLMAJIBHEIX YCJIYyI':

xopowo MHOOpMHUPOBAH (a)
crnabo mHOOPMMPOBAH (a)

He MHOOPMMPOBAH (a)

3. VY@morJjeTBOpPSOT JM Bac ycjoBusa (IIOMelmeHue, uMenmeecs o0opyIoBaHMe,
mMebesib, MATKUM MHBEHTAPb M IOpP.) IpenNoCTaBJIEHMS COLUMAJIbHEIX YyCJIyI'? Bam 3mechb
KOMQOPTHO :

l] IIOJIHOCTBIO
l:| JYaCTUYHO

1
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a

"O MeToAMYECKUX PEKOMEHAALIMSX MO NPOBEAEHUIO HE3aBUCUMON [JokyMeHT npepocTaBneH KoHcynbrauTlnroc
OLIEHKM KayecTBa pabo... [ata coxpaHeHus: 31.03.2016
L_J YCJIOBUA He YIOOBJIETBOPAT (yxkazarso, YTo VIMEHHO He
YIOOBJIETBOPSAET)
4. B YIOOBJIE TBOPEHEL KOMIIETEHTHOCTLIO IIepcoHalla (npodeccroHalbHOM
TPaMOTHOCTBIO) opu nNpelocTaBJIeHMM BaM ycayr? JIOBOJIBHEL JiM BeH paboTon

PabOTHMKOB OpTaHMU3aLun:

] =
] s

5. CumraeTe M Brl, 4TO PabOOTHUKM OpPTaHMU3ALMM BEXJIMBE M HOODPOXeJiaTeJIbHH :

ma, Bcerma M B JIOOOM CUTyaLUMu
cKopee, HeT

abCoOJIOTHO HEeT

6. Kax Brl OLEeHMBaeTe NepuOd OXMIAHMUS I[OJIYUEHUS YCIyT:

ouepenb Ha IMOJIydeHMEe YCJyI' OTCYTCTBYeT

HEe3HAUUTEJbHEM [Iepuon NpebOuBal(a) B odepeln

Ineprmoll OXMIaHMA B OodUepenn OJIUTEJIb HEIN

7. YoomyeTBOpAeT JIM Bac KaueCcTBO NMTAHMUA:

ITOJIHOCTBLIO

YaCTUYHO

He YyOOBJIETBOpPAET

8. VY@moeneTBOpPAKWT JM Bac kKadecTBO YyOOpPKM I[IOMELIEHUN, B KOTOPHBIX BEI
HaxoIUTeCh, OQOPMJIEHME M OCBElleHME KOMHAT, TEMIEPaTyPHEM PEeXMUM:
IIOJIHOCTBIO
YaCTUYHO
He YIOOBJIETBOPAKT (yxazars, 4To VIMEHHO He
YIOOBJIETBOPSET)
KoHcynbTaHTINIOC
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OUEeHKM KayecTsa pabo... [ata coxpaHeHus: 31.03.2016

9. VnmormerBOpseT JM Bac, Kak XpaHATCS Bamm JIMUHBE BEIM :

IIOJIHOCTBIO

YACTUYHO

He YyIOOBJIETBOpPAET

10. VYmoeseTeBopseT JM Bac KauecTBO INPOBOAOMMEIX MEPOIPUATUN, MMEOIMUX
TPYIHNIIOBOM XapakKTep (O03O0POBUTEJIbHEIX, IOCYTOBHIX, NPOOUIIAKTUUECKMUX M IIP.) :

IIOJIHOCTBIO

YAaCTUYHO

He YyIOOBJIETBOpPAET

11. TIlocoBeTryeTe JM Bl CBOMM pPOINCTBEHHMKAM M 3HAKOMEIM OOpPaTUTLCS B
OaHHYIO OpTaHM3alMi 3a II0JIydeHMEM COLMAaJIbHBIX YCJyTI':

a

HEeT

IIOKa He 3Hal

Bamm NnpenjoXeHnd, IIOXeJIaHMA 1o YIIYy4dlIe HUIO KayvyecTBa npengocTraBJigEeMBIX
COLMAaJIbHEIX YCIIYyI':

ODaTa =3amnojiHeHmsa " " 20 T.

BJIATOIAPVIM BAC 3A YUACTUE
B HAIIEM OIIPOCE!

Mpunoxexne N 3

K MeToan4eckmm pekomeHgaumam

no NpoBeAEHMNI0 HE3aBUCUMOW CUCTEMBI
OLLEHKM KayecTBa paboTbl opraHM3auui,
OKa3sbIBaLWMX coLMarnbHbIe YCIyru

B chepe coumanbHOro 00CnyXnBaHus,
yTBEpPXXAEeHHbIM npukazom MuHTpyga Poccum
ot 30 aBrycta 2013 r. N 391a
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Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a
"O METOANYECKMX PEKOMEHAALMSIX NO NPOBEAEHNIO HE3aBUCMMOM
OUEeHKM KayecTsa pabo...

[okyMeHT npepoctasneH KoHncynbranTntoc

[ata

coxpaHenus: 31.03.2016

) MEPEYEHb )
MOKASATENEN OLIEHKN KAYECTBA PAEOTbI OPTAHN3ALNI
COLIMATNBHOIO OBCNYXXNBAHUS

NpegoCcTaBneEHNs coumanbHbIX YCIyr 4OCTATOYHBIM (0T 4Yucna
ONpOLUEHHBIX, %)

coumarnbHbIX yCryr

HavnmeHoBaHue nokasatens McToYHUK nHdopmaumm 3Ha4YMmMoCTb
nokasarens,
6annbl (Makc =
10)

1. OTKPBLITOCTb M 4OCTYNHOCTb MHGOPMaLmMmn 06 opraH3aunm:
1) ypoBeHb peinTuHra Ha cante www.bus.gov.ru (ot 0 go 1) www.bus.gov.ru 7
2) nonHoTa, akTyanbHOCTb W MOHATHOCTb WHdopMauun 06 | AHanus cantos 7
opraHu3aumm coumansHOro obcnyxmBaHus, pasmellaeMon Ha
ochmumansHom canTe (b6annbl)
3) HannumMe u [OCTYMHOCTbL cnocoboB obpaTHOM CBA3M C | AHanM3 canToB 8
nonyyarensmm coumnanbHbiX yenyr (6ann)
4) pgona nud, cuYMTalWwmMx WHdopmupoBaHve o pabote |Onpoc  rpaxaaH 8
opraHuM3aumMu coumanbHoro obcnyxvMBaHus W nopsigke | nonyvaTtenen

BO3MOXHOCTAMM 300pPOBbA:

2. KOM(bOpTHOCTb yCJ'IOBVIVI M OOCTYNHOCTb Nnofy4vyeHuna ycnyr, B TOM Yucrne and rpaxgaaH ¢ orpaHnYeHHbIMU

1) cTeneHb BLINOMHEHWUS  YCMNOBMWA  OOCTYMHOCTM  Ans
WHBanNMaoB (B TOM uucne AeTen-uHBanuaoB) u Apyrux nuy, ¢
OrPaHNYEHHbIMM BO3MOXHOCTSIMUA  3[00POBbSi, YYUTbLIBAOLLMX
OrPaHNYEHUS UX XU3BHEAEATENbHOCTU MpU NpeaocTaBneHnn
coumarbHbIX YCNyr B CTaUMOHAPHbIX UKW MNOMyCTalMOHapPHbIX
ycnosusx (6annbl)

HeBkntoyeHHoOE
HabnogeHne

10

2) COOTBETCTBME nnowanemn KUTbIX nomeLleHnn
YCTaHOBIMEHHbIM CaHUTaPHO-TUTMEHNYECKUM "
CaHWUTapPHO-3aNMAEMUNOSNIOTMYECKMM HOpPMaM M HopMaTuBam B
pac4yeTe Ha ogHoro obcnyxnsaemoro (%)

CraTtucTtuka

10

3) yOoBneTBOpPEHHOCTb YCINoBUSMM (NMOMELLEHNE, UMEtoLLeecs
obopynoBaHue, MebGenb, MATKUMA WHBEHTapb, XpaHeHue
NMYHBIX BELLEN U MpoY.) MPeAOCTaBNEHUst coumarnbHbIX YCryr
(%)

Onpoc rpaxaaH -
nonyyareneu
coumanbHbIX yCryr

3. BpeMﬂ OXnaaHua B odepenn npu noriy4eHnmn coumnarnbHbIX yC

nyr:

1) cpegHee BpeMs OXXMAaaHUs NonydYeHus ycnyr B opraHMsauum
coumansHoro o6ecnyxmeaHus (aH.)

Onpoc rpaxpgaH -
nonyyartenen
coumarnbHbIX ycnyr

2) ponsa nonyvatenen ycnyr, OLEHVBAaKLWMX BpEMS OXUOaHUS
nonyyYyeHns coumnanbHbIX YCIyr Kak He3HavymTenbHoe, OT 4yucna
onpoLeHHbIX (%)

Onpoc rpaxpgaH -
nonyyartenemn
coumanbHbIX ycnyr

4, ,El,06po>|<enaTeanoc:Tb, BEXIMMBOCTb N KOMNETEHTHOCTb paGOTHVIKOB opraHnsauuu:

1) pons nomyyaTtenemn ycrnyr, KOTopble BbICOKO OLEHWUBaloT

Onpoc rpaxagaH -

KoHcynbTaHTINIOC

HafeXxHasa npaBoBan noaAepXXkKa

www.consultant.ru

CrpaHuua 12 u3 14


http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru
http://www.consultant.ru

Mpuka3 MuHTpyaa Poccum ot 30.08.2013 N 391a
"O METOANYECKMX PEKOMEHAALMSIX NO NPOBEAEHNIO HE3aBUCMMOM
OUEeHKM KayecTsa pabo...

[okyMeHT npepoctasneH KoHncynbranTntoc

[ata coxpaHeHus: 31.03.2016

AobpoxenaTtenbHOCTb, BEXMMBOCTb M BHUMATENbHOCTb
coumarnbHbIX MU MHbIX KaTeropui paboTHWKOB OpraHusauuu
coumarnbHoro obcnyxmeanus (%)

nonyyartenen
coumnanbHbIX ycryr

2) ponsa nonydvaTtenemn ycnyr, KOTopble BbICOKO OLEeHMBaoT
KOMMNETEHTHOCTb COLManbHbIX U UHbIX KaTeropui paboTHWKOB
opraHu3aummn coumansHoro o6cnyxuanms (%)

Onpoc rpaxpgaH -
nonyyartenen
coumarnbHbIX ycnyr

5. YO0BNeTBOPEHHOCTb KAYeCTBOM O6CIYXMBAHUSI B OpraHun3aly

nn:

1) gons nonyyaTenen ycnyr, yOOBMETBOPEHHbIX KauyeCTBOM
o6CnykuBaHWa B OpraHuW3auuMu couuManbHOro oGCnyXuBaHuS
(%)

Onpoc rpaxgaH -
nonyyareneu
coumarnbHbIX ycryr

10

2) ponsa nonyyatenen ycnyr, yooBreTBOPEHHbIX YCIOBUSAMU
NPOXUBaHUSA B OOHO-, ABYX-, TPeX- WM YeTblpeXMECTHbIX
XWIMbIX KOMHAaTax CTauMOHapHbIX OpraHusauuin coumanbHOro
obcnyxvsaHua (%)

Onpoc rpaxpgaH -
nonyyartenen
coumarnbHbIX ycnyr

3) oonsa nony4artenemn ycnyr, Kotopble roToBbl peKOMeHAOBaTb
opraHvM3auMio  CouManbHOro  ODOCMyXMBaHWA  ApY3bsM,
poACTBEHHUKaM, 3HakoMbIM (%)

Onpoc rpaxpgaH -
nonyyartenen
coumarnbHbIX ycnyr

4) ponsa nonyvatenen YCnyr, OXBa4Y€HHbIX couunanbHbIMU
ycnyramm B COOTBETCTBMM C UWHAMBUOYAINbHbIMW KapTamu
peabunutaumu (%)

OdmumanbHas
cTaTucTuka

10

5) umcno obocHoBaHHbLIX anob nonydatenen ycnyr Ha
KayecTBO ycnyr, npeaoCcTaBneHHbIX opraHu3aume
coumnansHoro obcnyxuBaHusa (kanob Ha 100 nonydvaTenen

ycnyr)

OdmumanbHas
cTaTtucTuka

6) yooBneTBopeHHOCTb KayecTBoM nutanus (%)

Onpoc rpaxpgaH -
nonyyartenemn
coumanbHbIX ycnyr

7) Y[OBNETBOPEHHOCTb Ka4yecTBOM NPOBOAUMBIX
MepOoNpUATUN, MMEOLLINX rpynnoBown xapakTep
(o3gopoBuUTEnbHBIX, 4OCYrOBbIX, NpodunakTnyieckmx u np.) (%)

Onpoc rpaxpgaH -
nonyyartenemn
coumanbHbIX ycnyr

Mpunoxexune N 4

K MeToan4eCckmum pekomeHagaumam

no npoeeneHuo HEe3aBUCHMMOW OLIEHKN

KayecTBa paboTkl OpraHusaLui,

OKa3blBaloLLMX coumarnbHble ycnyrm B cdepe
coumanbHoro obcnyXMBaHns HaceneHus,
yTBepXaeHHbIM npukasom MuHTpyaa Poccum

ot 30 aBrycta 2013 r. N 391a

dopma
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MNpukas MuHTpyaa Poccun ot 30.08.2013 N 391a
"O MeToAMYECKUX peKoMeHAaUMsIX No NPOBEAEHMIO HE3aBUCUMOW OLIEHKW KadyecTBa pabo...

[JokyMeHT npepoctasneH KoHcynbraHTntoc

[ata coxpaHeHnus: 31.03.2016

HamveHoOBaHUE OopraHM3anmy COoLMaJIbHOI'O

Ilran

MEPONPUMATUN I10 YJIyYIEeHMIO KadecTBa paboTe opraHM3almum

COLMAJILHOTO OOCJIyXMBAaHMS

ODCITYyXMBAHUSA :
N HaumeHoBaHne OcHoBaHue Cpok OTBETCTBEHHLIN Pesynbtar MNokasaTtenu,
n/n MEepOonpuUATUS peanusauuu peanusauuu XapakrepusyioLume
(pesynbTaT pe3ynbTaT BbINOSIHEHMS
He3aBUCHMMOWN MepOonpUATHS
OLLEHKM Ka4ecTBa)
KoHcynbTaHTI/0C

Hape)XHas npaBoBas noaaepXkKa

www.consultant.ru
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