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MokasaTtenwu,
XapakTtepusylouwme obLime KpUMTepmmn oLeHKN KayecTBa OKa3aHUs yCnyr opraHu3aumsiMm counanbHOro oocnyxmBaHumsa
(yTB. nprvkasom MuHucTepcTBa TpyAa u coumanbHon 3awmntbl PO ot 8 aekabpsa 2014 r. N 995H)

N n/n [NokasaTenu EonHnua 3HavyeHne lMpumMmeHeHWe nokasaTenen nNpu oueHke
n3mepeHus nokasatens B 6annax | KayecTBa Oka3aHwsi yCnyr opraHM3aumsamm
(xapakTepucTuka) coumanbHOro o6cnyxmBaHus
nokasaTens cTauuoHap | nonycraum HaJOMHOW
Hon oopMbI OHapHON dopmbI
obecnyxuBa dopmbl obcnyxumBaHu
HUSA obcnyxuea S
HUSA

l. MokasaTenu, XapakTepusyrwuwme OoTKPbITOCTb U A4OCTYNHOCTb m-lq)opmau,uu 06 opraHuniauuvmn counarnbHoOro O6Cﬂy)KMBaHM$|

1. MonHoTa un akTyanbHOCTb MHpopMaumm 06 MakcumanbsHoe aa aa aa
opraHusaLmm coumanbHOro obcnyxmnsaHus, 3HadveHue 3 6anna
pa3mMeLlaemMon Ha obLLeoCTYMHbIX (cymma 3HaueHun
MHAOPMaLMOHHLIX pecypcax (Ha nokasatenen 1.1 -
NMHOPMAaLIMOHHBIX CTEHAAX B NOMELLEHNMN 1.3)

opraHusaumm, Ha ogomumarnbHbIX canTax
opraHu3saLmm coumarnbHOro obcnyxmnsaHus,
OpraHoB UCNONHUTENbHOW BNacTu B
WHOPMaLIMOHHO-TENEKOMMYHUKALIMOHHOW CEeTU
"UHnTepHeT" (ganee - cetb "UHTepHeT"):

1.1. "OTKPbLITOCTb M NPO3PaYHOCTb rOCYAapPCTBEHHbIX U Bannobl ot 0 go 1 na aa na
MyHULMNAnNbHbIX y4pexgeHnn” - nokasarternb
penTuHra Ha ogomumnanbHOM canTe ang
pasmMeLLeHnsa nHopmMaLumn o0 rocygapCTBEHHbIX U
MyHULMNAnNbHbIX ydpexgeHnsx (www.bus.gov.ru)
B ceTu "UHTepHeT"

1.2. COOTBETCTBME UHOPMaLMK O OEeATENBHOCTHU MeHee 4YeM Ha 0 aa aa aa
OopraHmsaumm coumnanbHOro obcny>KmBaHus, 10%
pasMeLLeHHON Ha oduumnansHOM canTte
opraHu3aLmm coLmanbHOro o6cnyXnBaHus B CeTu ot 10 go 30% 0,3




"MHTepHeT", nopagkKy pasmMeLLeHns nHgopmaumm

Ha odunumanbHOM canTe NOCTaBLLMKA CoOLManbHbIX o1 30 no 60% 0,6
ycnyr B ceTn "UIHTepHeT", yTBepXxgaeMomy
YNONMHOMOYEHHbIM doeaeparnbHbIM OpraHoM ot 60 8o 90% 0,9
WMCNOMHUTENbLHOW BNACTW COrNacHo vactu 3
crtatbu 13 PegepanbHOro 3akoHa oT 28 gekabps oT 90 o 100% 1
2013 r. N 442-93 "Ob6 ocHoBax coLuanbHOro
obcnyxunBaHus rpaxagaH B Poccuiickon
depepayunn”
1.3. Hann4ne nHdopmaLmm o AesaTeENbLHOCTU pa/Het 1/0 aa aa aa
opraHusaumm coumnanbHoro obcnyxmeaHns (B TOm
yucre o nepeyHe, NoOpsaKe N yCroBUsixX
npeAoCcTaBneHns counanbHbIX YCnyr, Tapugax Ha
coumanbHble YCnyrn) Ha HPOPMaLIMOHHbIX
cTeHdax B NOMELLEHUAX OpraHm3aumu,
pasmelleHne ee B GpoLutopax, byknertax
2. Hanunune anbTepHaTMBHON BepCUU ohULManbHOMO nalHetr 1/0 na na ha
canta opraHMsaumm coumarnbHOro ob6cnyxMBaHus
B ceTn "MIHTepHeT" ans nHBanngoB Nno 3peHNo
3. Hanuuyne ancrtaHunoHHbIX cnocoboB MakcunmanbHoe na na na
B3aMMOLENCTBUS OpraHM3aLmm 1 nonyvartenemn 3Ha4yeHune 2 banna
coumanbHbIX ycnyr (nonyvyeHne nHdopmawmu, (cymma 3Ha4eHun
3anuncb Ha npuem v ap.): nokasaTtenemn
3.1-3.2)
3.1. TenedoH pa/Het 1/0 Ja aa Ja
3.2. 3MNEeKTPOHHas rnoYTa, 3IEKTPOHHbIE CEPBUCHI Ha palnet 1/0 aa aa aa
odmumnanbHOM canTe opraHusaumm B ceTu
"NIHTepHeT"
4. PesynbTaTMBHOCTbL OBpaLLeHnin npm MakcumanbHoe aa aa aa
MCMNOJTb30BaHUM AUCTAHLMOHHbLIX CNOCO00B 3HayeHue 2 6anna
B3aMMOLENCTBUS C NonyyaTensamMm coumnarnbHbIX (cymma 3HayeHun
ycnyr onsi nony4yeHnsi HeobxoanmMom nokasatenemn 4.1-4.2)
WHdopMaLmK:
4.1. 00rs pesynbTaTMBHLIX 3BOHKOB NO TernedoHy B % ot 0 go 1 6anna; aa aa aa

opraHn3auuio coumnanbHOro O6CJ'Iy)KI/1BaHI/I$| anda

3Ha4YeHne nokasartend
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nony4yeHnst HeobxoAnMon MHopMaunn oT Ymcna
KOHTPOJIbHbIX 3BOHKOB

(B %), AeneHHoe Ha
100

4.2. Aons pesynbTaTUBHbIX 06paLleHnin B % ot 0 no 1 6anna; aa aa aa
opraHuM3aLmio coumanbHOro o6cnyxmBaHus no 3HayeHue nokasartens
3IEKTPOHHOWN NOYTE UMK C NMOMOLLLIO 3MNEKTPOHHbIX (B %), eneHHoe Ha
CepBMCOB Ha odmUMansHOM canTe opraHu3auum B 100
cetn "MHTepHeT" Ans nonyyeHns Heob6xoaumon
MHAOPMaLMM OT YMcia KOHTPOSbHbIX 0bpaLleHni
5. Hanuune BO3MOXHOCTU HanpaeneHus 3asBrieHns MakcumanbHoe aa aa aa
(kanobbl), NpeanoXeHnn 1 oT3bIBOB O KayecTBe 3HayeHue 3 6anna
NpeAoCTaBneHNs coumarnbHbIX YCyr: (cymma 3HaveHun
nokasatenen
5.1-5.3)
5.1. NINYHO B OpraHmn3aumio coumarnbHOro BO3MOXHOCTb 1/0 aa aa aa
obcnyXxnBaHus nmeetcs/
OTCYTCTBYET
5.2. B 9NEeKTPOHHOM dhopMe Ha odmumanbHOM canTe BO3MOXHOCTb 1/0 na na na
opraHm3aLmm coumanbHOro obcnyXnBaHus B CeTu nmeetcsa/
"NHTepHeT" OTCyTCTBYET
5.3. no TenedgoHy/Ha "ropsyyo nmHu" BO3MOXHOCTb 1/0 aa na aa
YNONMHOMOYEHHOIO UCNOSTHUTENBHOIO OpraHa nmeetcs/
rocygapcTBeHHON BNnactu B ccoepe coumnanbHOro oTCyTCTBYET
obcnyxuBaHus
6. Hanuuue nHdopmauunm o nopsgke nogaym MakcumanbHoe aa aa aa
»anobbl N0 BONpocaM kadecTBa OKasaHus 3HayeHue 3 banna
coumanbHbIX YCIyr: (cymma 3Ha4eHun
nokasatenen
6.1-6.3)
6.1. B 06LLe0OCTYMHbIX MecTax Ha MHAPOPMALMOHHBIX otcytcTeyeT/ 0/0,5/1 Ja aa Ja
CTeHAax B opraHm3auumn counanbHOro npeacTaeneHa
obcnyxmeBaHus YacTtuyHo/
npeacraeneHa B
nofiHOM obbeme
6.2. Ha odmumnanbHOM canTe opraHmsaumm otcytcTByeT/ 0/0,5/1 aa aa aa
counanbHoro obcnyxusaHunsa B cetn "HtepHeT" npeacrasreHa




yacTuyHo/
npeacTaeneHa B
NnornHomMm obbeme

6.3. Ha ohuumanbHOM canTe YyNnoTHOMOYEHHOIo otcyTcTeyeT/ 0/0,5/1 ha na ha
NCNONHNTENBbHOrO OpraHa rocygapcTBeHHON npeacTasreHa
BnacTu B cdoepe coumnanbHoro obcnyxmBaHus B YacTuyHo/
cetn "IHTepHeT" npencrasreHa B
nofnHoMm obbeme
7. [onsa nonyyatenen coumanbHbIX YCIyr, % o1 0 gpo 1 6anna; aa aa aa
YyAOBMNETBOPEHHbIX KAYE€CTBOM, MOSIHOTON M 3Ha4yeHve nokasaTens
AOCTYNHOCTLIO MHCpopMaLumm (Mpu FIMYHOM (B %), eneHHoe Ha
obpauleHum, no TenedoHy, Ha odrumnanbHOM 100
caunTe opraHu3auumn coumnanbHoro ob6cnyxmBaHns)
0 paboTe opraHu3auum counanbHOro
o6cnyXuBaHWs, B TOM YUCTe O NepeyHe n
nopsiake NpefocTaBneHns coumanbHbIX yCrnyr, OT
00LLEero Yncna onpoLLEHHbIX
Il. Moka3saTenu, xapaktepu3syrwme KOMPOPTHOCTb YCIIOBUNA NpeaoCcTaBNeHMA coumnanbHbIX YCNYr U 4OCTYNHOCTb UX NOMNyYeHUs
1. [ocTynHocTb ycnosuin 6ecnpensiTCTBEHHOIoO MakcunmansHoe
AoCTyna K 06bekTam 1 ycrnyram B opraHusaumm 3HadveHue 4 6anna
coumarnbHOro obcnyxueaHusa Ans nHeanuaos (B (cymma 3HaveHun
TOM YuUcne geTen-uHBanvMaoB) 1 Apyrnx nokasarenem
MarnioMoOuIbHLIX TPYNN nonyvaTtesnen coumanbHbIX 1.1-1.4)
yCnyr:
1.1. obopynoBaHue TeppuTopun, NpuUneraroLLen K obopynoBaHa/ 1/0,5/0 aa na HeT
opraHu3saLmm coumanbHOro obcnyxmsaHus, ¢ 4acTUYHO
yyeTom TpeboBaHUn AOCTYNHOCTM ANg obopynoBaHa/He
MarioMobunbHbIX Nony4YaTenen ycnyr (nuy ¢ obopynoBaHa
HapyLleHnem yHKUMIA crnyxa, 3peHus n nuu,
NCNONb3YOLWMX ANs NepeaBMmKEHUN
Kpecrna-Konscku)
1.2. obopynoBaHue BXOOHbIX 30H Ha 00beKkTax OLEHKM AOCTYMHbI/ 1/0,5/0 na na HeT
A8 ManoMooBunbHbIX rpynn HaceneHus 4YaCTUYHO

AOCTYNHbI /




He OOCTYNHbI

1.3. Hanuuune crneumanbHO 000py40BaAHHOMO AocTynHo/ 1/0,5/0 Ja aa HeT

CaHNTapPHO-TUIMEHNYECKOTO NOMELLEHUS YaCTUYHO
OOCTYMNHO
/He OOCTyMHO

1.4. HanMune B NOMELLLEHNSIX OpraHn3auun (ecTb/HET) 1/0 aa aa HeT
coumanbHoro obcnyxmBaHusa BUaeo-, ayano-
MHdOPMaTOPOB 4S5 UL, C HapyLUueHnemM OyHKL MM
cnyxa u 3peHust

2. [onsa nonyyatenen ycnyr (B TOM yncne % ot 0 no 1 6anna; aa aa aa
WHBanNVAOB U APYrMX ManoMoOusbHbIX rpynn 3HayYeHne nokasartens
nony4arenemn ycnyr), CHMTatoLLmx yCrioBns (B %), oeneHHoe Ha
oKasaHus ycnyr 4OCTYMNHbIMK, OT 00LWero Yncna 100
ONPOLLUEHHbIX

3. Hanuune o6opynoBaHHbIX NOMeLLeHnr Ans (ecTb/HeT) 1/0 aa na HeT
npegocTaBreHnst coumnarnbHbIX YCNyr B
COOTBETCTBMMN C NEPEYHEM COLMANbHBLIX YCNYT,
npeaocTaBnsieMbIX B JAHHOW opraHu3auum
counanbHoro obcnyxmBaHmns

4, YKOMMMEKTOBAHHOCTb OpraHmn3aunm coumansHoro % OT WTaTHbIX ot 0 po 1 6anna; na na na
obcnyXuBaHusa cneumnanucTamm, eavHuL, 3HayYeHue nokasartens
OCYLLECTBIAIOLLMMN NpegocTaBneHne YCTaHOBJEHHbIX B (B %), AeneHHoe Ha
coumanbHbIX yCryr LWTaTHOM 100

pacnucaHum

5. [onsa nonyyatenemn coumanbHbIX YCIyr, % ot 0 po 1 6anna; Ja aa HeT
oLeHMBaKLWKMX 61aroyCTponcTBO 1 cogepxaHune 3Ha4yeHune nokasartens
NOMELLIEHNST opraHmn3aLmm coumanbHOro (B %), beneHHoe Ha
obcnyXxnBaHns U TEPPUTOPUM, HA KOTOPOWN OHa 100
pacrnonoXeHa, Kak xopollee, oT obLero Yncna
OMNPOLUEHHbIX

lll. Noka3saTenu, xapakTepusyLwwme BpeMs OXUAaHMA NpeaocTaBiieHMA coumanbHON ycnyru
1. [onsa nonyyatenen counanbHbIX YCNyr, KOTOpble % o1 0 po 1 6anna; HeT aa Ja

oXuaanu npegocTaBneHne ycnyrn B opraHm3awmm
coumanbHoro obcnyxueaHmsa 6onbLle CPoKa,

3HayveHune nokasarens
(B %), oeneHHoe Ha




YCTaHOBMEHHOIO NPY Ha3Ha4YeHUN JAHHOW yCnyri,
0T 06LLEero Ymcra onpoLLEHHbIX

100

CpeaHee Bpems oXXngaHusa npmema K
crneumanucTy opraHmsaumm coumanbHOro
obcnyxunBaHns Npu NMYHOM obpaLLeHmn rpaxgaH
ANsa nonyyYyeHnsa nHgopmaunm o paborte
opraHusaLmm coumanbHOro obcnyxmeaHus,
nopsiake nNpegocTaBneHns coumnanbHbiX YCnyr
(cpenu onpoLleHHbIX NoTpebutenen counanbHbIX

ycnyr)

6onee 30 MUHyT
ot 15 no 30
MUHYT MeHee 15
MWHYT

0,5

HEeT

na

na

IV. Nokasartenu, Xapakrtepusyruwue I4ﬂ06p0)l(el1aTeI1bH0CTb, BEe€XINMNBOCTb, KOMMNETeHTHOCTb pa6OTHI/IKOB OpFaHVI3aL|I/Il7I couuanbHoOro

ob6cnyXuBaHus

[onsa nonyyatenen coumanbHbiX yenyr (nMmbo mnx % ot 0 po 1 6anna; na na na
POACTBEHHMKOB), KOTOPbIE BbICOKO OLE€HNBAIOT 3HayeHue
nobpoxenaTtenbHOCTb, BEXINBOCTb U nokasartens
BHMMATENbHOCTb PabOTHMKOB OpraHn3aumm (B %), oeneHHoe
coumanbHoro obcnyxuBaHus, ot obLero ymcna Ha 100
ONPOLLUEHHbIX
[onsa nonyyaTtenen couyunarbHbIX YCNYr, KOTOpbIE % ot 0 po 1 6anna; aa aa aa
BbICOKO OLIEHMBAOT KOMMETEHTHOCTL PAbOTHMKOB 3Ha4yeHne
opraHu3aLmm coumanbHOro obcnyxmBaHus, ot nokasartens
obLLero yncna onpoLLeHHbIX (B %), nenenHoe

Ha 100
[onsa paboTHukoB (kpome % o1 0 po 1 6anna; Ja aa Ja
agMVHUCTPATUBHO-YMNPaBeHYeCcKoro nepcoHana), 3HayeHune
npoLueawmnx noBbileHNe nokasatens
KBanudpukaumm/npodeccnoHanbHyo (B %), eneHHoe
nepenoaroToBKy Mo NPOdUmo coumanbHON Ha 100

paboTbl MM NHOW OCYLLIECTBNSEMON B
opraHusaumu coumarnbHOro obcnyxmeaHus
AeATenbHOCTN 3a nocregHue Tpu roga, ot obLuero
yncna paboTHNKOB

V. lNokasaTenw, Xapakrepusyrwuwue yaqoerieTBOpeHHOCTb Ka4eCTBOM OKa3aHUA ycnyr




1. [onsa nonyyatenen counarnbHbIX YCNyr, KOTOpble % o1 0 go 1 6anna; aa aa aa
NONOXWUTENBHO OLEHMBAIOT N3MEHEHUE KayYecTBa 3Ha4yeHne
XWU3HW B pe3ynbTaTe NofyYeHnsa coumnanbHbIX nokasaTens
ycryr B opraHusaumm coumanbHoro (B %), oeneHHoe
obcnyXunBaHusi, OT YMCa ONPOLLEHHbIX Ha 100
2. [ona nonyyaTtenen counanbHbIX YCNyr, % cpeaHeapudmeTyec na na na
YyAOBMNETBOPEHHbIX YCIOBUAMU NPEAOCTABEHUSA Kasi Benu4ymHa
coumarnbHbIX YCNyr, OT YACHA OMPOLUEHHbIX, B TOM 3Ha4YeHun
yucne yaoBneTBOPEHHbIX: nokasatenen 2.1 -
2.13
B 6annax
2.1. KUIbIM NOMELLEHNEM % ot 0 po 1 6anna; aa aa HeT
3Ha4YeHue nokasartens
(B %) oeneHHoe Ha
100
2.2. HanMunem obopyaoBaHuA s NpeaocTaBneHnst % ot 0 po 1 6anna; aa aa HeT
coumanbHbIX ycnyr 3Ha4yeHue
nokasatens (B %),
penenHoe Ha 100
2.3. nUTaHnem % ot 0 po 1 6anna; aa aa HeT
3Ha4YeHue nokasaTtens
(8 %), neneHHoe Ha
100
2.4. mebenbto, MArkMM UHBEHTapeM % o1 0 po 1 6anna; Ja aa HeT
3Ha4yeHue
nokasatens (B %),
penenHoe Ha 100
2.5. npeaocTaBreHnemM coLunarnbHO-ObITOBbLIX, % o1 0 po 1 6anna; Ja aa HeT
NapuvKMaxepcknux U rMrmeHNYecKnx ycnyr 3Ha4YyeHue nokasaTtens
(8 %), oeneHHoe Ha
100
2.6. XpaHEHNEM NNYHbIX BELLEN % o1 0 po 1 6anna; Ja aa HeT

3HayeHue nokasarens
(8 %), neneHHoe Ha
100




2.7.

060opyaoBaHHbLIM ANs MHBaNMOoB
CaHUTapHO-TUrMEHNYECKMM NOMELLEHNEM

%

o1 0 go 1 6anna;
3Ha4yeHue
nokasartend
(B %), AeneHHoe
Ha 100

aa

aa

HeT

2.8.

CaHUTapHbIM cogepXaHnem
CaHUTapPHO-TEXHN4YECKOro O60py,EI,OBaHVIFI

%

ot 0 po 1 6anna;
3HauyeHue
nokasaTens
(B %), AeneHHoe
Ha 100

na

na

HEeT

2.9.

nopAAKOM onnaTtbl counanbHbIX yCNyr

%

ot 0 no 1 6anna;
3HayeHue
rokasartens
(B %), oeneHHoe
Ha 100

na

na

na

2.10.

KOH(pMAEHUNANbHOCTLIO NPeAoCTaBneHus
coumarnbHbIX ycnyr

%

ot 0 po 1 6anna;
3HayeHue
nokasartens
(B %), oeneHHoe
Ha 100

aa

aa

aa

2.11.

Fpad)I/lKOM noceLlueHnmn poacTBEHHNUKaMn B
opraHm3auun coumarnbHOro O6Cﬂy)KI/IBaHVIFI

%

ot 0 po 1 6anna;
3Ha4YyeHue nokasartens
(8 %), neneHHoe Ha
100

na

na

HEeT

2.12.

NepMOAMYHOCTBIO NpMXo4a coumnanbHbIX
pabOTHMKOB Ha AOM

%

o1 0 po 1 6anna;
3Ha4YeHue nokasartens
(8 %), neneHHoe Ha
100

HEeT

HEeT

na

2.13.

onepaTtnBHOCTLIO peLleHnAa BOnpocoB

%

ot 0 po 1 6anna;
3HavyeHue nokasatens
(8 %), nenexHHoe Ha
100

na

na

na

[onsa nonyyaTtenen counanbHbIX YCNyr,
YAOBNETBOPEHHbLIX KAYECTBOM NPOBOANMbBIX
MEPONPUATUIA, UMEIOLLMX IPYNNOBOM XapakTep

%

o1 0 go 1 6anna;
3HayeHue nokasarens
(8 %), neneHHoe Ha

aa

na

HeT




(o3g00poBUTENBHbLIX, AOCYrOBbIX), OT 06LIEero yicna
ONPOLUEHHbIX

100

KonnyecTBo 3aperncTpupoBaHHbIX B OpraHn3aLmm
couunanbHoro obcnyxuBaHus xanob nonyvarenen
coumanbHbIX YCIyr Ha Ka4ecTBO yCnyr,
npeaocTaBeHHbIX OpraHn3aumnen B OTYETHOM
nepuofe Ha 100 nonyyatenen coumanbHbIX yCryr
(B TEeYeHue roga):

oonee 5 xanob
MeHee 5 xanob
»arnob He
3aperncTpmpoBaHo

0,5

na

na

na

[ona nony4yarenen coumanbHbIX YCNyr, KOTOpble
roToBbl pEKOMEHA0BAaTL OpraHn3auuio
coumanbHOro o6cnyXMBaHMsa poACTBEHHUKAM 1
3HaKOMbIM, HYXOaloLWMMCH B coumanbHOM
o6cnyXnuBaHmm, oT 0bLero Ymcna onpoLLEeHHbIX

%

o1 0 gpo 1 6anna;
3Ha4yeHve nokasaTens
(B %), eneHHoe Ha
100

aa

aa

aa




