MWHWUCTEPCTBO TPYJA U COLIMATIEHON 3ALLUNTLI POCCUACKON EOEPALINK

NMPUKA3
oT 23 masa 2018 . N 317H

OB YTBEPXXOEHUW NOKA3ATETNEWN,
XAPAKTEPU3YIOLWMX OBLUME KPUTEPUU OLLEHKU KAYECTBA YCINOBUN
OKA3AHUA YCNYTI OPTAHU3ALWUAMU COLUATIBHOIO OBCITYXUBAHUA

WU ®EQEPANbHbLIMA YYPEXOEHUAMU MEOUKO-COLIMANIBHOW 3KCNEPTU3bI

B uensax npoeefeHUs He3aBUCUMMOW OLEHKM KadecTBa YC/IOBWMWA  OKasaHua  ycnyr
opraHusaumsMu couWanbHoro obcnyuBaHUA U denepanbHbIMU - YUYPEXKAEHUAMM MeaWKO-
COLManbHOW 3IKCNEepPTU3bl B COOTBETCTBMU C YacTbio 6 cTaTbM 23.1 PepepanbHoOro 3akoHa oT 28
Aekabps 2013 r. N 442-03 "O6 ocHoBax couMmanbHOro obcnyxueaHws rpaxzaaH B PocCUIACKOR
Q®epepaunn" (CobpaHue 3akoHogatenocTea Poccuickon ®epepauwmm, 2013, N 52, cr. 7007;
2014, N 30, c1. 4257; 2017, N 50, ct. 7563) » co cTtatbein 8.1 denepanbHOro 3akoHa oT 24
Hosbpa 1995 r. N 181-®3 "O couwanbHOM 3awWMTe WHBanuaoB B Poccuiickon Pepepaumm”
(CobpaHue 3akoHopaTenbcTBa Poccuiickon ®epepauun, 1995, N 48, cT. 4563; 2017, N 50, cT.
7563) npukasbiBark:

1. YTBEpAUTb MoKasaTenu, XxapakTepuayowue obuMe KPpUTEPUM OLEHKW KavyecTBa yC/10BKiA
0Ka3aHWs YCIyr opraHm3aumaMm coumanbHoro obcnyxmeanmns U deaepanbHbiMU YUpeXaeHUsIMH
MeMKO-CoLUManbHOM 3KCNepTU3bl COrMAacHO MPUTOXEHUIO,

2. MNpu3HatTbe yTpaTWMBLWMM CuUy npuka3 MuHucTepcTBa Tpyda W couUManbHOW 3aluTbl
Poccuiickori ®epepaumm oT 8 naekabpa 2014 r. N 9954 "O6 yTBepxaeHMM nokasaTenew,
XapaKkTeEpPU3YIOLIMX OBWKWe KPUTEPWUW OLEHKW KauvyecTBa OKasaHus Yycnyr OopraHusauvsamu
coumanbHoro obcnyxueaHus" (3aperucTpMpoBaH MMHWCTEPCTBOM  HOCTMUMKM  POCCMIACKOW
Qenepaunm 19 aHeapsa 2015 r., peructpaumoHHbliin N 35579).

MWHKUCTP
M.A. TOMUNNH

MpunoxeHue
K npukasy MuHTpyaa Poccuu
oT 23 Masa 2018 r. N 317H

MOKA3ATENMW,

XAPAKTEPU3YIOLUME OBLUME KPUTEPUU OLIEHKU KAYECTBA
YCINOBUWN OKA3AHUSA YCIYT OPTAHU3ALIMAMU COLIMANBHOIO
OBCNYXWUBAHUWA U ®EOEPANBbHbLIMU YYPEXOEHUAMM
MEOWKO-COLMANBHOM 3KCMEPTU3bI <*>

N n/ Mokasarenu

I. MokasaTenu, xapakTepm3yrLmMe OTKPLITOCTb U AOCTYNHOCTh MHbOpMaumnm
06 opraHmsauun (yupexaeHuu)




1ods

CooTBETCTBME WHPOPMALMKM O AEATENBHOCTM OpraHu3aummn (yupexaeHus),
pasMeweHHon Ha obWwenocTynHbIX WMHDOPMAUMOHHBLIX  pecypcax, ee
copgepxaHuwo w1 nopagky  (dopMme)  pa3MelleHus,  YCTaHOBJIEHHbLIM
HOPMaTMBHBLIMKU MPaBOBbIMKU aKTaMK <**>;

Ha MHMOPMALMOHHbBIX CTEHAAX B NMOMELLEHUN OpraHu3aumm (YYpexKaeHusa);

Ha oduunanbHOM caiTe opraHusauuu (y4dpexaeHus) B WHGOPMaLMOHHO-
TENEKOMMYHUKALWOHHOW ceTn "WHTepHeT" (panee - oduuManbHblid caWT
opraHusaumm (ydpexgeHus).

1.2,

Hanuuue Ha opuLManbHOM calTe opraHmMsaumm (yupexaeHus) nHhopMauum o
AUCTaHUMOHHLIX  cnocobax obpaTHOW CBSA3M M B3aWMMOAEWUCTBUA  C
nosydatensamu ycnyr u ux @yHKUMOHUpOBaHUE:

TenedoHa;
3NEKTPOHHCM MOYThI;

3NEKTPOHHbIX cepBucos (dopMma 48 Noaadn 3AeKTPOHHOro obpalleHus
(*anobel, npeanoxeHwusa), MONyYEeHME KOHCY/NbTAUMKM MO OKA3bIBAEMbIM
ycnyram m np.);

pasgena "YacTo 3agaBaemMblie BONpPOCH!";

TEXHMYECKOW BO3MOXHOCTM BbIpaXXeHWsi rMofydYaTeneMm Yycnyr MHEeHWA o
Ka4ecTBE YC/I0BUIM OKasaHua ycnyr opraHmsauvei (yupexaeHwem) (Hanmuue
aHKeTbl A/1s1 onpoca rpaxaaH Wan rmnepccbiikM Ha Hee).

1.3

[ons nonyyaTtenel ycnyr, YAOBMETBOPEHHbIX OTKPbLITOCTBH, MOMHOTON W
AOCTYMHOCTbIO MHMOPMaLUK O AeATeNnbHOCTU OpraHusauum (ydpexaeHus),
pasMelleHHon Ha WHGMOPMaUMOHHBIX CTeHAaxX B MOMELleHUM opraHu3auunm
(yupexaeHusa), Ha obuuManbHOM caiiTe opraHnsaunn (yupexaeHus) (B % ot
obLlero 4ymucna onpoLUeHHbIX MoaydYaTenen ycnyr).

11. Nokasarenn, XxapakTepuayrLwme KOMPOPTHOCTb YCTOBMI NMPeAOCTaBAEHUS
YCIyT, B TOM YMC/le BPEMSA OXMAAHUS NPeAOCTaBeHUs YCIyr

2.1,

Obecneyenne B opraHusaunm (yupexpeHmu) KoM@pOpTHBIX YCIOBUIA 4N
NpefoCTaBaeHUs ycayr:

Hasmyme KoOMMOPTHOW 30HbI oTAbIXa (0XXMAaHWsA), obopyaoBaHHOM
COOTBETCTBYIOLLEN Mebenblo;

Ha/IM4YME M MOHATHOCTb HaBUraLuny BHYTPW OpraHu3aunm (YYpexaeHus);
HaM4Yne U JOCTYNMHOCTL NMUTEEBOW BOAbI;

HaNAUYME M AOCTYMHOCTb CAHUTAPHO-TUIMEHNYECKNX NMOMELLEHWNA
CaHUTapHOe COCTOSAHWE MOMELLEeHUA OpraHn3aunia;

TPaHCMopTHas AOCTYMNHOCTL (BO3MOXHOCTL J0eXaTb 40 OpraHusaumm
(yupexzaeHuns) Ha obWecTBEHHOM TPaHCMOPTe, HaNu4yne NapKoBKK);
AOCTYMHOCTb 3anncK Ha nosy4vyeHue ycnyru (no trenedoHy, Ha obuumMansHOM
caiTe opraHusauunn (yypexaeHus), nocpeacteoM EguHoro noprana
rocyAapCTBeHHbIX U MYHUUMNANbHbIX YCAYr, NpU TMYHOM MOCELLEHUN B
permcfpaType WK Y Ccneunanucra opraHu3aummn (yyupexaeHus) u np.).

2.2,

Bpema oxunaaHna npeaocTaBneHns ycnyru (CBOEBPEMEHHOCTb
NMPefoCcTaBneHns YCIyrn B COOTBETCTBMM C 3aMUCLIO Ha NPUEM K CreumanncTy
opraHusaunmn (yypexaeHusa) ana nonyyeHus ycnyru, rpadpukom npuxoaa
coumnanbHoro paboTHMKa Ha AOM W np.).
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Aons nonydaTtenei ycnyr, yaoBNeTBOPEHHbIX KOMMOPTHOCTLK YC/IOBUIA




npeAocTaBneHna ycnyr (B % OT 06Lero Ynucsa onpoLleHHbIX nonyyaTenei
ycnyr).

ITI. MoKkasaTenu, xapakTepmsyloLwmne AOCTYNHOCTL YCIYr ANS UHBANUAOB

3.1.

O6opynoBaHWe NOMELWEHWIA OpraHn3aumny (Y4pexaeHms) v npunerawwent K
opraHusaunin (yupexaeHuio) TEpPUTOPMK C YYETOM AOCTYMNHOCTW Ans
MHBaNWAoOB:

obopynoBaHue BXOAHbIX rpynn naHAaycamu (NogbeMHbiMK nnathopmamn);
Hanu4yue BblAeNeHHbIX CTOAHOK A/19 aBTOTPAHCNOPTHbLIX CPEACTB MHBANWAO0B;
Hanu4yue aaanTUpPOBaHHbIX TUATOB, MOPYYHEN, PACLUMPEHHbIX ABEPHbIX
NpoemMoB;

Hanu4yMe CMEHHbIX Kpecefl-KONACOoK;

Hannyue cneymanbHO O60pyﬂ,OBaHHbIX AnA MHBannaoB CaHUTApHO-
TMrMEeHUYECKUX NOMeLLEHUHA,

i

ObecnedyeHne B opraHnsaumnn (y4YpexaeHuun) ycnoBuin AOCTYNHOCTH,
NO3BONAKLWMX UHBANNMAAM MOAYYATb YCNYIW HAapaBHe C APYr1MMK, BKAOYAA:
Ay6nupoBaHue Ana MHBaNWAOB MO CIYXY W 3PEHMIO 3BYKOBOW U 3pUTENbHONM
nHbopMauum;

AybnupoBaHue HaanMcen, 3HaKoB U MHOW TEKCTOBOM U rpaduyecKom
MHMOPMaALUK 3HAKaMU, BbINOHEHHbLIMU PenbedHO-TOUEYHbLIM LPUHTOM
Bpanns;

BO3MOXHOCTb NMPeAOCTaBAEHUA MHBANWAAM MO CNyxy (CIYXY U 3PEHUIO) YCNyr
cypgonepesofyuKka (TUdnocypaonepesoaumka);

Hanu4me anbTepHaTUBHOW BEPCUM OPULMANbLHOIO CaliTa opraHmMsauum
(yypexxneHmsa) ons WHBanuLoB No 3peHuIo;

NoMOLLb, OKasbiBaeMasa paboTHUKaAMKN opraHusaumm (yupexaeHus),
npoweAwnMn Heobxoamnmoe obydyeHne (MHCTPYKTUPOBaAHME) MO
COMPOBOXAEHMIO MHBANMAOB B MOMELLEHUAX OpraHu3auunm (yupexaeHms) v Ha
NpWIErarLLen TEPPUTOPKH;

Hanuymne BO3MOXHOCTW NpefoCTaBNeHUst YCNyru B AUCTaHUMOHHOM pexume
MNKU Ha aomy.

3.:3:

Aona nony4atenen ycnyr, YAOBNETBOPEHHbLIX AOCTYMHOCTBIO YCAYr AN
MHBaNUAoB (B % oT oblero Yyncna onpoLleHHbIX nonydYaTenen ycnyr -
WHBaNMa4oe).

IV. lNokaszartenu, xapakrepuayollne 406poXenaTenbHOCTb, BEXINMBOCTb
paboTHMKOB opraHunsaumnmn (yypexaeHus)

4.1.

Aona nony4artenew ycnyr, yAOBNETBOPEHHbIX 406POXENaTeNbLHOCTLIO,
BEXJIMBOCTbLIO PabOTHUKOB OpraHu3aumun (ydpexaeHus), obecneymeatowmnx
NEPBUYHBIA KOHTaKT M MH(OPMUPOBaHME monyyaTens ycnyru (paboTHUKK
perucTpaTypbl, CNpaBoYyHOM, NPUEMHOrO OTAENEHUS U MPOYUE PABOTHUKN)
npwv HenocpeacTBeHHOM obpaleHnn B opraHunsaumto (B % ot obuiero ymcna
OMPOLUEHHbIX nony4vatenein ycnyr).

4.2.

Honsa nony4artenew ycnyr, yA0OBNeTBOPEHHbIX A406poXKenaTenbHOCTbH,

BEX/TMBOCTLIO paboTHMKOB opraHusaunn (yuypexaeHus), obecrnedmBatowmx
HENOCPeACTBEHHOE OKa3aHue ycnyrun (coumnanbHble paboTHUKK, paboTHMKN,
OCYLLECTBASAIOWME IKCNEPTHO-PeabnnvTalMOHHYH AMAarHOCTUKY, WU Npodue




paboTHWKKM) Npu obpalleHnn B opradusaunio (yupexaenue) (B % oT oblwero
yucna ONpoLUeHHLIX nofy4dartenen ycnyr).

4.3. | donsa nonyyaTenei ycnyr, yLOBNETBOPEHHbLIX A40OPOXKENaTeNbHOCTbIO,
BEXNINBOCTbI PabOTHUKOB opraHu3aunm (YYpexaeHus) npu UCnosb3oBaHum
ANCTAHUMOHHBIX QOpPM B3aMMoaencTemns (No TenedoHy, No 3M1eKTPOHHO
noYyTe, C MOMOLLbIO 3MIEKTPOHHbLIX CEPBUCOB (NoAaum 3M1eKTPOHHOMO
obpaulenna (kanobbl, NpeanoXeHus), NoNyYeHUe KOHCYIbTauuu no
OKa3blBaeMbIM yciyram v np.) (B % oT o6Lero Yncna onpoLleHHbIX
nonyyartenen ycnyr).

V. MNokaszaTenu, xapakTepusyioLlme yA0BNETBOPEHHOCTL YC/IOBUSMM OKa3aHus
ycnyr

5.1. | Jonda nonyyatenei ycnyr, KOTOpble roTOBbl PEKOMEHAO0BAThL OpraHusaumio

(yypex/eHune) poACTBEHHWKAM W 3HAKOMbIM (MOrNKM 6bl €8 PEKOMEHA0BaTh,
ecnu 6bl 6blna BO3MOXHOCTL Bblbopa opraHusauuu (yupexaeHnus) (8 % ot
obulero Yyncna onpoLleHHbIX nonydvaTenei ycnyr).

5.2. | fona nonyyatenen ycnyr, yA0BNETBOPEHHbIX OPraHM3alMOHHbIMMW YCI0BUAMM
oKasaHud ycnyr - rpadurkoM paboTel opraHusaumnm (yupexaeHms)
(noapaspeneHuns, oTAeNbHbIX CNeunanncToB, rpaduMkoM npuxoaa
couuanbHoro paboTHUKa Ha AoM un 4p.) (B % oT 0bliero Yyucna onpoLleHHbIX
nonyyarenemn ycnyr).

5.3. | Qons nonyyatenen ycnyr, yAoBNeTBOPEHHLIX B LIEIOM YCNOBUAMU OKasaHms
YCNyr B opraHusauumm (yupexzaeHuu) (B % oT o6ulero yucna onpoleHHbIX
nony4artenen ycnayr).

<*> [lanee COOTBETCTBEHHO - OpPraHn3aums, yuypexaeHue.

<**> Cratba 13 ®epepanbHoOro 3akoHa ot 28 gekabps 2013 r. N 442-®3 "O6 ocHoBax
coumansHoro obcnyxuBaHus rpaxaaH B Poccuiickoin ®eaepaumnun" (CobpaHue 3akoHoAaTeNbCTBa
Poccuiickon ®eaepaunn, 2013, N 52, ct. 7007; 2014, N 30, cT. 4257); cTatea 8 ®eaepansbHoro
3aKkoHa oT 24 Hosbpa 1995 r. N 181-®3 "O couManbHOW 3awuWTe WMHBAAWAOB B Poccuitckol
®epepaunn” (CobpaHue 3akoHopaTenbcTBa Poccuiickoin ®epepauuu, 1995, N 48, cr. 4563;
1999, N 29, cr. 3693; 2002, N 22, cT. 2026; 2003, N 2, ct. 167; N 43, cT. 4108; 2004, N 35,
ct. 3607; 2008, N 30, cT. 3616; 2011, N 30, cT. 4596; 2012, N 29, cT. 3990; 2013, N 27, cT.
3460; 2014, N 49, cr. 6928, 2016, N 1, cT. 14; 2017, N 24, cTt. 3485); npmMka3 MuUHUCTepcTBa
TpyAa M counanbHOW 3aluTel Poccuiickon Pesepaumn oT 17 Hoabpsa 2014 r. N 886H "06
yTBEpXKAEHUM opAaaka pasMeledns Ha oduuManbHOM caiTe NOCTaBLUMKA COUManbHbIX YCIyr B
MHMOPMALMOHHO-TENIEKOMMYHUKALIMOHHON ceTu "UHTepHeT" M o06HOBNEHUs uHdbopMauum 06
3TOM nocTaBuike (B TOM YWUC/le COAEpKaHWUS YKalzaHHOW WHdbopMaumu u  dopMbl  ee
npefocrasnexHnd)" (3aperucrtpmpoBaH MWHWCTEPCTBOM HOCTMUMKM Poccuiickoin ®dedepauunn 2
nAexkabps 2014 r., peructpaunoHHeldi N 35056); npwkas MuHucTepcTBa TpyAa M CoUManbHoM
3aWwmnTel Poccuickon Pegepaummn oT 28 deBpana 2018 r. N 122aH "0O6 yTBepXAeHWUM
TpeboBaHMi K coAepxaHuio W QopMe MpeaoCTaBNEHMA WMHOOPMaUWM O [AeATeNbHOCTU
efepalbHbIX YYpEKAEHWA MeAnKo-CoLManbHOW 3KCNEPTU3bl, pasMeLlaeMoi Ha oguunanbHbIX
calTax eaepanbHbIX YYPEXAEHWA MeAMKO-COUManbHOW 3KCNepTUsbl B  MHMOPMALMOHHO-
TENEeKOMMYHUKauUMoHHON ceTn  "WHTepHer" (3apeructpupoBaH MUHUCTEPCTBOM  KOCTULIMK
Poccuitckor Geaepaumm 18 mas 2018 r., permcTpaumorHbiil N 51121).



