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3apeructpuposaHo B MuHtocte Poccum 19 anBapsa 2015 r. N 35579

MWHUCTEPCTBO TPYOAA U COLIMATIBHON 3ALLUTBLI POCCUUCKOW ®EAEPALIUU

NMPUKA3
ot 8 nekabpsa 2014 r. N 9951

OB YTBEPXAEHWUM NOKA3ATENEN,
XAPAKTEPU3YIOLLMX OBLUME KPUTEPUN OLIEHKW KAYECTBA OKA3AHUA
ycnyr oprAHU3ALMAMU COLUMUATIbBHOIO OBCITYXXUBAHUA

B uensx npoBedeHMs HE3aBMCUMOM OLIEHKM KadecTBa OKa3aHUs YCNyr opraHu3auusMu coumarnbHOoro
obCcnyXMBaHUS N B COOTBETCTBUM C YacTblo 6 ctatbk 23.1 ®egepanbHoro 3akoHa ot 28 aekabpsa 2013 r. N 442-03
"O6 ocHoBax couuarnbHoro obcnyxmnBaHus rpaxgaH B Poccunckon ®epepaunn” (CobpaHme 3akoHoaaTesnbCTBa
Poccuickon ®egepauun, 2013, N 52, ct. 7007; 2014, N 30, cT1. 4257) npukasbiBato:

YTBEpAUTb Mpunaraemble MnokasaTenu, XapakTepusyloline oduime KpUTEPUM OLEHKM KavecTBa OKa3aHus
YCNyr opraHn3auusMmn coLmarnbHOro 00CnyXMBaHusl.

MwuHucTp
M.ATONMUITNH

YTBEPXOEHDI
npukasom MuHTpyga Poccun
oT 8 nekabps 2014 r. N 995H
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NMOKA3ATENMWN,
XAPAKTEPU3YIOLUME OBLWWUE KPUTEPUN OLIEHKU KAYECTBA OKA3AHUA
ycnyr oprAHU3ALUMAMU COLIMAITIBHOIO OBCNYXUBAHUA

N n/n lNokasaTtenu EavHnua 3HayeHue lMprmeHeHne nokasaTenen Npu oLeHKe KayecTBa
n3MepeHusi nokasartens B 6annax | okasaHusi yCnyr opraHusauusMy coumanbHOro
(xapakTepucTuka) obecnyxnsaHns
nokasarens
CTaunoHapHOW | nonycTaumoHa HagOMHOM
dopmbl pHOW OOpPMbI dopmbl
obcnyxmBaHus | obcnyxmBaHu | obcnyxnBaHus
S
|. MNokasaTenu, xapakTepuayrLLMe OTKPLITOCTb U AOCTYNHOCTb MHAOPMaLMn 06 opraHM3auum coLmanbHoOro 06cnyxnsaHms

1. MonHoTa u akTyanbHOCTbL MHpopMaumm 0b MakcumanbsHoe aa na aa
opraHm3aumm coumanbHoro o6cnyXxmBaHus, 3HauyeHve 3 6anna
pasMeLlaeMon Ha 06LLEeaOCTYMHbIX (cymma 3HayeHun
WMHPOPMaLIMOHHBIX pecypcax (Ha nokasatenen 1.1 -
NMHEOPMALMOHHBIX CTEHAAX B MOMELLEHUM 1.3)
opraHu3aumm, Ha oduumanbHbIX canTax
opraHusaumm coumansHoro obcnyxmeaHms,
OpraHoB UCMOSTHUTENbHOM BNacTu B
NHEOPMALIMOHHO-TENEKOMMYHUKaLMOHHON
cetn "MHTepHeT" (nanee - ceTb "MIHTEpHET"):

1.1. |"OTKPbITOCTb 1 NPO3PaYHOCTb 6annsbl otr0 01 ha ha ha
rocy4apCTBEHHbIX U MyHULMNANbHbIX
yupexaeHun" - nokasaTternb peuTuHra Ha
odmumanbLHOM canTe Anst pa3MmeLleHns
NHdOpPMaLMM 0 rocyaapCTBEHHbIX U
MYHULMNANbHBIX YYPEXAEHUSIX
(www.bus.gov.ru) B cetn "MIHTepHeT"

1.2. |cooTBeTcTBUE MH(OPMALMM O AeATENBHOCTU | MeHee YeM Ha 10% 0 ha ha ha
opraHumsaumm coumansHoro obcnyxmeaHms,

ot 10 go 30% 0,3
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pa3MeLLEeHHOM Ha ounlmanbHOM canTe
opraHm3aumm coumanbHoro o6ecnyxxmBaHms B
cetn "HTepHeT", NOpsAKY pasMeLLeHns
MHdopMaUnn Ha oduLManbHOM canTe
MoCTaBLLMKa COLMarnbHbIX YCITYr B CETU
"IHTepHeT", yTBEpPXXOAaeMOMy
YNOJSTHOMOYEHHbIM heiepanbHbIM OpraHoM
WCNONHUTENBHON BNACTU COrMacHo Yyactu 3
ctatbu 13 degepanbHOro 3akoHa ot 28
pekabps 2013 r. N 442-d3 "O6 ocHoBax
coumanbHOro obcnyxmnBaHus rpaxaaH B
Poccuiickon ®epepayunmn”

o1 30 0o 60%
o1 60 8o 90%

o1 90 no 100%

0,6

0,9

1.3.

Hanuyne nHdopmMaLum o AeATenNbHOCTH
opraHm3aumm coumansHoro obcnyxmnsaHums (B
TOM YuChe O NepeyHe, NopsaKke 1 yCrnoBusaxX
npegocTaBneHnst coumnanbHbIX yenyr, Tapudax
Ha coumanbHble YCnyrn) Ha MHPOPMaLMOHHbIX
CTeHAax B NOMeLLEHUAX opraHu3aumm,
pa3smelleHmne ee B 6poLutopax, byknerax

palHetr

1/0

na

aa

na

Hanuuune anbTepHaTMBHOW Bepcun
odmumansHOro canrta opraHmsaunm
coumanbHOro 06CnyxmBaHUs B CETU
"MIHTepHeT" onst MHBaNMOOB NO 3PEHUI0

palHetr

1/0

na

aa

na

Hanuune gmuctaHUMOHHBIX cnocoboB
B3aMMOAENCTBUA OpraHu3aumm n nonyyatenemn
coumanbHbIX ycnyr (nonyyeHne nHgopmMaumu,
3anuncb Ha npuem 1 ap.):

MakcumanbsHoe
3Ha4veHue 2 banna
(cymma 3HauyeHun
rnokasartenen 3.1 -

3.2)

na

aa

na

3.1

TenegoH

palHetr

1/0

na

aa

na

3.2.

3MEKTPOHHAN No4Ta, 3MEKTPOHHbLIE CEPBUCHI
Ha odpuuManbHOM canTe opraHnsauumn B CETH
"MIHTepHeT"

na/Hetr

1/0

na

Ja

na
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4. PesynbTatMBHOCTbL ObpaLleHuin npu MakcumansHoe na aa na
NCMNOMb30BaHWUM OUCTAHLUMOHHBIX cnocoboB 3HauyeHwue 2 6anna
B3aMMOAENCTBUA C nonydaTensamm (cymma 3HauyeHun
coumanbHbIX YCIyr OnA nonyyeHnsd nokasarenen 4.1 -
HeobxoouMOI MHpOPMaLINK; 4.2)
4.1. |ponsa pesynbTaTUBHbLIX 3BOHKOB MO TenedoHy % ot 0 go 1 6anna; ha aa ha
B OpraHn3auuio counansHoro obecnyxmsaHums 3HaveHue
ans nony4yeHus HeobxoaMMon MHdopmauuu nokasarens (8 %),
OT YmMcna KOHTPOSIbHbIX 3BOHKOB nenexHHoe Ha 100
4.2. |pons pesynbTaTuBHbIX obpalleHui B % ot 0 go 1 6anna; ha ha ha
opraHmsaumio coumansHoro o6ecnyxmeBaHus no 3HaveHue
3NEKTPOHHON NOYTE NN C NOMOLLbIO nokasatens (B %),
3NEKTPOHHbIX CEPBMCOB Ha oULMansHOM neneHHoe Ha 100
cante opraHusaumm B cetn "MHTepHeT" ans
nony4yeHus HeobxoamMmMon nHdopmaumm ot
yncna KOHTPOJTbHbIX 0bpaLleHni
5. Hannume BO3MOXHOCTW HanpasneHus MakcumansHoe ha aa ha
3asABreHns (kanobbl), NpeanoxXeHnn n 3HayeHwue 3 6anna
OT3bIBOB O Ka4yecTBe NpeaocTaBneHus (cymma 3HaueHumn
coumarnbHbIX yCnyr: nokasatenewn 5.1 -
5.3)
5.1 JIMYHO B OpraHMsauuio coumnansHOro BO3MOXHOCTb 1/0 aa aa aa
obcnyxmBaHus nmeetcs/
oTcyTCTBYET
5.2. B 3M1EKTPOHHOM (bopme Ha oduLmMansHOM BO3MOXHOCTb 1/0 aa na aa
canTe opraHm3auuy coumanbHoro nveetcs/
obcnyxumBaHus B cetu "MHTepHeT" OTCyTCTBYET
5.3. | no TenedoHy/Ha "ropsuyto nuHu" BO3MOXHOCTb 1/0 ha ha ha
YNOMHOMOYEHHOr0 UCMOMHUTENBbHOrO OpraHa nveetcs/
rocygapCTBeHHON BnacTu B cipepe oTCcyTCTBYET
coumanbsHoro o6ecnyxmeaHms
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6. Hannune nHopmaumm o nopsake nogaydm MakcumansHoe ha aa ha
»anobbl Mo BONpocam KayecTBa OKa3aHusi 3HaveHue 3 banna
coumnanbHbIX YCIyr: (cymma 3HayeHun
nokasatenewn 6.1 -
6.3)
6.1. |B 0OBLWEOOCTYMHbLIX MECTAxX Ha otcytcTeyeT/ 0/0,5/1 ha ha ha
WMH(POPMAaLIMOHHBIX CTEHAAX B opraHu3aLmm npegcrasneHa
coumnansHoro obecnyxmeaHums yacTu4Ho/
npencraeneHa B
nonHom obbeme
6.2. |Ha odmumanbHOM carTe opraHusauum otcytcTeyeT/ 0/0,5/1 ha ha ha
coumnansHoro obcnyxMBaHus B ceTu npeacTaBneHa
"MIHTepHeT" YacTunyHo/
npeacrtasneHa B
nornHom obbeme
6.3. |Ha oduumanbHOM canTe YynorHOMOYEHHOIro otcytcTeyeT/ 0/0,5/1 ha ha ha
WCNONHUTENBHOrO opraHa rocygapCTBEHHON npegcrasneHa
BNacTu B cpepe coumanbHOro obenyxmnsaHus yacTu4Ho/
B ceTn "MHTepHeT" npegcrasneHa B
nonHom obveme
7. Hons nonyyaTtenen coumanbHbIX  YCIyr, % ot 0 go 1 6anna; aa na aa
YAOBIIETBOPEHHBIX Ka4YeCTBOM, MOSTHOTOM MU 3HauyeHve
OOCTYNHOCTBIO  MHopmauun  (MpyU NIMYHOM nokasatens (B %),
obpalleHnn, no TenedoHy, Ha oduunansHOM neneHHoe Ha 100
cante opraHusauum coumanbHoro
obcnyxumBaHus) o pabote  opraHusauuu
coumanbHoro obcnyxuBaHusi, B TOM 4ucne o
nepeyHe ©  nopsagke  NpeaocTaBneHus
coumanbHbIX  ycnyr, oOT obuwero 4ucna
OMPOLUEHHbIX
Il. NMokaszaTenu, xapakTepusytoLume KOMPOPTHOCTb YCIOBUI NPefoCTaBNeHNs couuanbHbIX YCryr U AOCTYNHOCTb UX NOMyYeHus
1. [ocTynHocTb ycroBun 6ecnpensTCTBEHHOrO MakcumarnsHoe
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JocTyna k o6bekTam 1 ycnyram B
opraHusaumm coumanbHoro obenyKuBaHus
Ans HBanuAaoB (B TOM Yucre
AeTen-UHBanuaoB) 1 Apyrux
ManoMoBUbHbIX FPYMN noslyYaTenei
coumarnbHbIX YCIyr:

3Ha4veHue 4 6anna

(cymma 3HauyeHun

nokasartenen 1.1 -
1.4)

1.1.

obopynoBaHue TeppuTOpUK, NpUNerarLLen K
opraHm3aumm coumansHoro obcnyxmeaHus, ¢
yyeToMm TpeboBaHWiA JOCTYNHOCTW ANS
ManioMoOWIbHbIX Nonydarenen ycnyr (nuy, ¢
HapyLleHMeM yHKUMI Cnyxa, 3peHuns 1 nuu,
NCMNOMNb3YOLWUX AN1S NepeaBKeHNs
Kpecna-Kornsicku)

obopynosaHa/
4YacTUYHO
obopynoBaHa/He
obopyaoBaHa

1/0,5/0

na

Ja

HeT

1.2.

o6opyaoBaHMe BXOAHbLIX 30H Ha 0GbeKTax
OLIEHKW A1 MarioMoGUITbHBIX Py
HaceneHusi

OOCTYMHbI/HaCTUYHO
[OCTYNHbI/HE
OOCTYMHbI

1/0,5/0

na

aa

HeT

1.3.

Hannyne cneynanbHO oGopy,u,oaaHHoro
CaHUTapHO-TUrmeHn4Yeckoro noMmeLleHnA

OOCTYNHO/4acTUYHO
OOCTYMHO/He
OOCTYMHO

1/0,5/0

na

aa

HeT

1.4.

Hanuyve B NOMEeLLEHUSIX opraHn3aLmm
coumanbHOro o6¢nyxvBaHusl BUAEO-,
ayanonHgopMaTopoB ANs NnL, ¢
HapyLleHMeM YHKLWIA cryxa 1 3peHus

(ecTb/HeT)

1/0

na

aa

HeT

[onsa nonyyatenen ycnyr (B TOM 4nicrne
WHBaNMAoB U APYrMX ManoMoOuWbHbIX rpynn
nonyyatenemn ycnyr), cHMTalroLwmx ycroBusi
oKasaHusi ycnyr AOCTYMHbIMK, OT obLero
yncna onpoLUEHHbIX

%

ot 0 go 1 6anna;
3Ha4YeHne

nokasatens (B %),

neneHHoe Ha 100

na

aa

na

Hannume obopynoBaHHbIX NOMELLEHWI aAns
NpeaocTaBreHns coumnanbHbIX YCnyr B
COOTBETCTBUM C NMEPEYHEM COLMANbHbLIX
yCryr, NpeAocTaBsieMbIX B AaHHOW

(ecTb/HeT)

1/0

na

Ja

HEeT
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opraHu3aumm coumanbHoro o6cnyxmneaHms
4. YKOMMNEeKTOBaHHOCTb OpraHmn3auum % OT LUTaTHbIX ot 0 go 1 6anna; aa na aa
coumansHoro obecnyxmeaHms euHnL, 3HayeHne
cneumanmcTamm, OCyLLLECTBISAOLLUMN YCTaHOBMEHHbIX B nokasarens (B %),
npegocTaBneHne coumarnbHbIX YCryr WTaTHOM AeneHHoe Ha 100
pacnmcaHum
5. [ons nony4atenen counanbHbIX YCAyr, % ot 0 go 1 6anna; aa na HeT
OLeHMBarLWmMX 611aroycTponcTBO U 3HauyeHve
coAepxaHue NomeLLeHns opraHnsaumm nokasatens (B %),
coumanbHOro obcnyXxmnBaHusa n TeppuTopun, neneHHoe Ha 100
Ha KOTOPOW OHa pacnonoXeHa, Kak xopoLuee,
OT 06Lero Yyncna onpoLLEeHHbIX
I1l. MokasaTenu, xapakTepusyoLine BpeMs OXnaaHusa npegocTaBneHns coumnanbHOn yenyrm
1. [dons nonyyaTenen coumnanbHbIX YCyr, % ot 0 go 1 6anna; HeT aa ha
KOTOpble OXuaanu NpeaocTaBrieHne ycryru 3Ha4yeHne
B OpraHusaumm coumnansHoro obcnyxmeaHus nokasatens (B %),
Oornblle cpoka, YCTaHOBINEHHOro npwu neneHHoe Ha 100
HasHayeHWW JaHHOW ycnyru, oT obLero
yncna onpoLUEHHbIX
2. CpefHee BpeMs oxXugaHusa npuema K 6onee 30 MUHYT 0 HeT aa na
cneumanucTy opraHmsaumm coumanbHoro
obcnyxmBaHus Npu NUYHOM obpalleHun oT 15 go 30 MuHyT 0,5
rpaxkgaH ons nonydeHust nHopmaLlmm o
paboTe opraHM3aLmMmn coLnanbHOro meHee 15 MuHyT 1
obcnyXvMBaHus, Nopsake NpegocTaBneHns
coumanbHbIX YCnyr (Cpeay onpoLLEeHHbIX
notpebuTenen coumanbHbIX YCNyr)

obcnyxumBaHus

IV. MNokaszaTtenu, XapakTtepusywLine ,D,O6pO)KeJ'IaTeJ'IbHOCTb, BEXIMMBOCTb, KOMMETEHTHOCTb paGOTHMKOB OpFaHI/I3aLI,I/Il71 couunanbHoro

1. Honsa nonyyaTtenen coumanbHbIX ycnyr (nmbo
NX POOCTBEHHUKOB), KOTOPbIE BbICOKO

%

ot 0 go 1 6anna;
3HaveHue

na

aa

na
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oLeHumBaT JobpoxenaTensHOCTb, nokasatens (B %),
BEXNMBOCTb U BHMMATENbHOCTb PabOTHUKOB aeneHHoe Ha 100
opraHm3aumm coumanbHoro o6cnyxxmBaHus,
OT 0bLero Yncna onpoLLEHHbIX
2. [dons nonyyaTenen coumnanbHbIX YCyr, % ot 0 go 1 6anna; ha aa ha
KOTOpblEe BbICOKO OLIEHMBAIOT 3HaveHue
KOMMNEeTEeHTHOCTb paboTHUKOB opraHunsaLum nokasatens (B %),
coumanbHoro obcnyxmBaHus, ot obuiero neneHHoe Ha 100
yncna onpoLUEHHbIX
3. Jons paboTHuKoB (Kpome % ot 0 go 1 6anna; ha ha ha
aAMUHNCTPATMBHO-YNPaBreH4YeCcKoro 3HaveHue
nepcoHana), npoLueaLmnx noBbilLeHne nokasatens (B %),
KBanudpukaunm/npoeccmoHarnbHyo neneHHoe Ha 100
nepenoaroToBKy No Npocumno CoLnansHoOm
paboTbl UM NHOWN OCYLLLECTBIISEMON B
opraHm3aumm coumanbHoro o6cnyxXnsaHms
OeATenbHOCTM 3a NocrneaHne Tpu roga, oT
obuero yicna paboTHMKOB
V. MNokasatenu, xapakTepusyLlne yaoBNeTBOPEHHOCTb KAYECTBOM OKa3aHus ycryr
1. [ons nony4atenen counanbHbIX YCAyr, % ot 0 go 1 6anna; aa na aa
KOTOpbl€ MONOXUTENbHO OLeHNBaIOT 3HauyeHve
N3MEHeHVe Ka4yeCTBa XN3HU B pesynbTaTe nokasatens (B %),
nony4YeHus coumnanbHbIX YCNyr B AeneHHoe Ha 100
opraHusauum coumnansHoOro obcnyxmeaHus,
OT Yncna onpoLleHHbIX
2. [ons nony4atenen counanbHbIX YCAYT, % cpegHeapudmeTudec aa na aa
YAOBIIETBOPEHHbIX YCITOBUSMMU Kasi Benm4ymHa
npegocTaBneHnst counanbHbIX YCIyr, OT 3Ha4YeHUN
yucria onpoLleHHbIX, B TOM Yucne nokasarenen 2.1 -
yOOBNETBOPEHHbIX: 2.13 B 6bannax
2.1. |XunblM NOMELLEHNEM % ot 0 go 1 6anna; aa na HeT
3HauyeHve
KOHCyanaHTn"mC www.consultant.ru CrpaHuua 9 u3 12
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nokasatens (B %),
aenexHHoe Ha 100

2.2.

Hannynem O60pyD,OBaHI/IF| ana
npenocrtaBiieHnA coumalnbHbIX YCIyr

%

ot 0 oo 1 6anna;
3HaJYeHune

nokasatens (B %),
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2.9. |nopsgkom onnatbl coumanbHbIX yCnyr % ot 0 go 1 6anna; ha aa ha
3HauyeHve
nokasatens (B %),
nenexHHoe Ha 100
2.10. |koHMAEHUNANLHOCTLIO NpeaoCcTaBneHus % ot 0 go 1 6anna; ha ha ha
coumanbHbIX ycnyr 3HayeHne
nokasatens (B %),
neneHHoe Ha 100
2.11. |rpacvkomM noceLweHnin poacTBEHHUKaMuU B % ot 0 go 1 6anna; aa na HeT
opraHu3aumm coumanbHoro o6cnyxneaHms 3HayeHne
nokasatens (B %),
neneHHoe Ha 100
2.12. | nepuvoauYHOCTbLIO NpUxoda coumanbHbIX % ot 0 go 1 6anna; HeT HeT aa
paboTHMKOB Ha AOM 3Ha4yeHune
nokasatens (B %),
neneHHoe Ha 100
2.13. |onepaTMBHOCTbLIO pELLEHMsT BONPOCOB % ot 0 go 1 6anna; aa na aa
3HauyeHve
nokasatens (B %),
aenexHHoe Ha 100
3. [dons nonyyaTenen coumanbHbIX YCyr, % ot 0 go 1 6anna; ha ha HeT
YAOBINETBOPEHHbIX KAYECTBOM MPOBOAUMbIX 3HayeHne
MEPONPUSATUIN, UMEIOLLINX FPYMNMOBON nokasatens (B %),
xapakTep (0340POBUTENBHbIX, LOCYrOBbIX), neneHHoe Ha 100
OT obLero Yncna onpoLLEHHbIX
4. KonuyecTtBo 3aperncTpupoBaHHbIX B 6onee 5 xanob 0 na aa na
opraHu3aumm coumanbHoro o6cnyxneaHms
Xanob nony4arenen counanbHbIX YCrnyr Ha meHee 5 xanob 0,5
KayecCTBO yCryr, NpefoCTaBEHHbIX
opraHusauunen B ot4eTHOM nepuoge Ha 100 xanob He 1
nonyyatenemn coumnanbHbiX YCNyr (B TedeHne | 3aperncTpupoBaHo
roga):
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5. Hons nonyyaTenen coymnanbHbIX YCIyr, %
KOTOpble FOTOBbI PEKOMEHA0BATb
opraHM3aumio coumanbHoro o6enyXneaHms
POACTBEHHMKAM U 3HAKOMbIM, HyXXOaloLwumcs
B coLManbHOM OOCNyXMBaHUK, OT 0OLLEero
yncna onpoLlEeHHbIX

ot 0 oo 1 6anna; na na
3Ha4YeHune

nokasatens (B %),

aeneHHoe Ha 100

na
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