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3apeructpupoaHo B MuHiocte Poccum 14 norst 2018 r. N 51346

MWHUCTEPCTBO TPYOA U COLUMAIIBHON 3ALLUTLI POCCUACKOW ®EQEPALINA

NMPUKA3
ot 23 masa 2018 r. N 317H

OB YTBEPXXOEHWUM NOKA3ATEJEW,
XAPAKTEPU3YIOLWMX OBLUUE KPUTEPUM OLLEHKU KAYECTBA YCIIOBUN
OKA3AHUA yCnyr OPrAHU3ALUNAMU COLIMATIBHOIO OBCITYXKUBAHUA

W ®EQEPAIIbHbIMU YYPEXOEHUAMU MEAUKO-COLUMANBHOW 3KCNEPTU3bI

B uenax npoBegeHMs HE3aBUCMMOM OLIEHKM KayecTBa YCMOBUA OKa3aHUA YyCnyr opraHusauuamu
coumanbHoro obcnyxuBaHmsa u pegepanbHbIMU YYPEXOEHNAMN MEANKO-COLManbHON SKCNEPTU3bl B COOTBETCTBMU
€ yacTtbto 6 ctatbm 23.1 depepanbHoro 3akoHa ot 28 gekabpsa 2013 r. N 442-03 "O6 ocHoBax coumanbHOro
obcnyxuBaHusa rpaxgaH B Poccuiickon ®epepaumn” (CobpaHue 3akoHopaTenbctBa Poccuiickon deaepaunn,
2013, N 52, c1. 7007; 2014, N 30, cT. 4257; 2017, N 50, cT. 7563) 1 co ctatben 8.1 ®PenepanbHOro 3akoHa oT 24
Hosbps 1995 r. N 181-®3 "O coumanbHoM 3awute uHBanmMaooB B Poccunckon ®epepauun” (CobpaHue
3akoHopartenbcTBa Poccuinckon ®egepauun, 1995, N 48, ct. 4563; 2017, N 50, cT. 7563) nprkasbiBato:

1. YTBepanTb nokasartenu, xapakrepuayLime obLmne KpUuTepun OLEHKU KavyecTBa YCNOBUN OKasaHUs ycnyr
opraHmsaumsamm coumansHoro obcnyxusaHus n pegepanbHbIMU yUpeXgeHUaIMU MeanKo-coLmanbHON aKcnepTu3bl
COrNacHO NPUNOXEHUIO.

2. lNpusHaTtb yTpatmBwuMm cuny npuka3 MuHuCTepcTBa Tpyda M coumanbHon 3awmtbl Poccunckon
depepaummn ot 8 gekadbpsa 2014 r. N 995H "O6 yTBepXXAeHMM NoKasaTenen, XxapakTepmayowmx obLimne kputepum
OLEHKN KayeCTBa OKasaHuWs YyCryr oOpraHusauusMy  coumanbHoro  obcnyxuBaHus"  (3apernctpuposaH
MuHucTtepcTBom toctuumm Poccuinckon ®egepauun 19 ausaps 2015 r., peructpaumonHbsin N 35579).

MwuHucTp
M.A. TOMUITINH

MpunoxeHune
K npukasy MuHTpyaa Poccumn
oT 23 mada 2018 r. N 317H

NMOKA3ATENMWN,

XAPAKTEPU3YIOLUME OBLUUE KPUTEPUN OLLEHKN KAYECTBA
YCNOBUMN OKA3AHUSA YCNYT OPFAHU3ALIMAMU COLIMATIBHOIO
OBCINYXUBAHUA U PEOEPAJIbHBIMU YYPEXOEHNAMU
MEOWKO-COLMAIIbHOW 3KCMEPTU3bI <*>

N n/n MNokasaTtenu

I. MokasaTenu, xapakTepusytoLume OTKPbITOCTb U AOCTYMHOCTb MHpopmaLuun o6
opraHusaumm (yupexgeHun)

1.1. |CooTBeTcTBME MHOPMALIMK O OAeATENBHOCTM OpraHu3aumn (yupexaeHus), pasmeLleHHon Ha
06LlefoCTyNHbIX MH(POPMAaLMOHHBIX pecypcax, €e CoAaepXaHuio U nopaaky (dopme)
pa3MelLeHus], yCTaHOBNEHHbIM HOPMAaTUBHbLIMW NPABOBLIMU aKTaMmn <**>:
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Ha MH(POPMALIMOHHbIX CTEHAAX B NMOMELLEHMM OpraHu3aumm (yupexaeHus);

Ha  odwuumanbHOM  caWTe  opraHu3aumm  (ydpexgeHuws) B MHGOPMaLUOHHO-
TENEeKOMMYHUKaLMOHHON ceTn "VIHTepHeT" (ganee - odvumanbHbIA CaWT opraHusaumm
(yypexaeHus).

1.2. |Hanuune Ha oduuymanbHOM cante opraHusaumm (ydpexgeHust) uHdopmauum o
ANCTaHUMOHHBIX crnocobax obpaTHON CBA3WM U B3aMMOAENCTBUSA C NONyvaTensamm yenyr un nx
PYHKLUNOHNPOBaHHME:

TenedoHa;

3MNEKTPOHHOW NOYTHI;

9MNEKTPOHHbIX cepBMCOB (chopma OnNd nopavm  SfekTpoHHoro obpaweHns  (kanobbl,
NpeanoXeHns ), NoNy4YeHNe KOHCYNbTauumn Mo oka3biBaeMbIM yCryram v np.);

pasgena "YacTto 3agaBaemble BONpoCh!";

TEXHUYECKOW BO3MOXHOCTU BbIP@XEHWUsI nony4vaTenem ycryr MHEHUSI O KayecTBe YCIOBUN
OKasaHus ycryr opraHusauven (yYypexgeHuem) (Hanuume aHkeTbl Ans onpoca rpaxgaH unm
rMNepCCbINKM Ha Hee).

1.3. |dona nonyyatenei ycnyr, yOOBNETBOPEHHbLIX OTKPbITOCTbIO, MOMHOTOW WM OOCTYMHOCTLHO
UHopMaUMM O  AesITENbHOCTM  OpraHuMsaumMn  (YYpexaeHusl), pasMelLleHHON  Ha
MH(OPMALIMOHHbIX CTEHAAaxX B MOMELLEHUN OpraHusauum (yupexaeHust), Ha oduumansHOM
canTe opraHu3aumm (yydpexgeHus) (B % oOT obliero yucna OnpoOLUEHHbIX Monydartenewn

ycnyr).

Il. MokasaTtenu, xapakTepusyLine KOMPOPTHOCTb YCIOBUIA NPeSOCTaBNEHNS YCryr, B TOM
yncne BpeMs OXuaaHus npegocTaBneHns yenyr

2.1. |ObecneyeHune B opraHnsaumm (yupexageHun) KoMmOopTHLIX YCAOBUI A8 NpegocTaBneHns
ycnyr:

Hanuune KOMOPTHOW 30HbI OTAbIXa (0XugaHusa), 060pyAOBaHHOW COOTBETCTBYHOLLEN
mebenblto;

Hanvyne n NOHATHOCTb HaBUrauum BHYTPY OpraHn3aumm (yupexageHus);

Hanuyne u OCTYNHOCTb MMTbEBOW BOAbI;

Hanu4yme 1 JOCTYNHOCTb CAHUTAPHO-TMIMEHNYECKMX NOMELLEeHNI;

CaHWTapHOe COCTOsIHWE MOMELLEHWIN OpraHn3auni;

TpaHcnopTHasa AOCTYMHOCTb (BO3MOXHOCTb AoexaTb 40 opraHm3auun (yuypexaeHus) Ha
obLecTBEHHOM TpaHcMNopTe, HanM4me NapkoBKM);

AOCTYMHOCTb 3anucu Ha nonyyeHune ycnyru (no Tenedory, Ha odumumansHOM cavite
opraHu3aumu (ydpexaeHus), nocpeactsom EanHoro noptana rocyaapCTBEHHbIX U
MYHUUMMANbHbLIX YCAYr, NPY MMYHOM NOCELLEHUN B permctpaTtype unmy cneuyuanucra
opraHusaumm (yupexgeHus) u np.).

2.2. BpeMFI OXnaaHua npenocrtasiieHnd yenyru (CBoeBpeMeHHOCTb npenocTtaBfieHunsa ycryrm B
COOTBETCTBUM C 3alNMNCb0 Ha Npuem K cneynanncTty opraHmsaumn (yqpem,quMﬂ) ansa
nony4yeHusa ycryru, I'pa(bl/IKOM npmuxoga counarnbHOro paGOTHMKa Ha AOM U I'Ip.).

2.3. | Jonsa nonyyaTenen ycnyr, yA0BNeTBOPEHHbIX KOM(POPTHOCTLIO YCIOBUIN NPeaoCcTaBneHuns
ycnyr (B % OT obLLero Yvncna onpoLleHHbIX nosyyaTenen ycnyr).

I1l. Mokaszarenu, Xapaktepusywiwine oCTynHOCTb yCnyr Anda niBanngos

3.1. | ObopynoBaHMe NOMELLEHNI OpraHn3auun (y4pexneHus) u npunerarLen K opraHmsaunm
(y4pexneHuio) TeppMTopumM C Y4E€TOM JOCTYMNHOCTM 4118 UHBaNWaoB:

o6opynoBaHne BXOAHLIX rpynn naHgycamu (NogbeMHbIMU NnaTtgopmamMm);

Hannyune BblAENEHHbIX CTOSHOK ANs aBTOTPAHCMOPTHbLIX CPEACTB UHBANUAOB;

Hannyne aganTUpPOBaHHbLIX NMMATOB, MOPYYHEN, PaCLUMPEHHBIX ABEPHbIX MPOEMOB;
HanMyne CMeHHbIX KPeCeN-KoNsACoK;
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Hanuuyne cnewmanbHO 060pyaOBaHHbIX ANS MHBANMA0B CAHUTaPHO-TMIMEHNYECKUX
MOoMeELLEHNN.

3.2. | ObecneyeHune B opraHnsaumm (y4pexaeHun) ycroBum AOCTYNHOCTU, NO3BONSAIOLLNX
WHBanuaam nonyvartb yCrnyriu HapaBHe C ApYrMMu, BKNOYas:

aybnvpoBaHue Ang MHBanuAoB NO CNyXy 1 3pEHMI0 3BYKOBOWN U 3pUTENbHON MHbopMaLumy;
aybnvpoBaHue Hagnucen, 3HaKOB N MHOW TEKCTOBOW M rpadon4eckomn MHopmaumm aHakamu,
BbINOMTHEHHBIMU penbedHO-TOYEYHbIM WpUdTOM bpanns;

BO3MOXHOCTb NPeaoCTaBeHNss MHBanugam no cryxy (Cnyxy u 3apeHuto) ycnyr
cypaonepeBoymka (TngnocypaonepeBoaynKa);

Hannyne anbTePHATMBHON BEPCUMU OPULNATMBHOIO canTa opraHu3aumm (yupexaeHns) ans
WHBanNuOoB Mo 3peHuIo;

nomMoLlpb, OKa3biBaemasi paboTHUKaMmM opraHusaumm (y4pexaeHus), npoweawmmm
HeobxoammMoe obyyeHne (MHCTPYKTUPOBaHUE) NO CONMPOBOXAEHMIO UHBANUOOB B
NOMeLLEHMAX OpraHn3aLmnm (y4pexaeHusi) N Ha npureraroLwen TeppuTopum;

Hanvyne BO3MOXHOCTW NpegoCTaBrneHns yCcnyru B ANCTaHLUMOHHOM PEXMME UM Ha OOMY.

3.3. |Hons nonyvatenein ycnyr, yAOBNeTBOPEHHbIX AOCTYMHOCTLIO YCNyr Ansa uHeanuaos (B % ot
o6LLero YMcna onpoLLeHHbIX nonyyaTternen ycnyr - UHBanuaos).

IV. MNokasaTtenu, xapakrepusyioLime JobpoxenaTenbHOCTb, BEXITMBOCTb PaboTHUKOB
opraHmsaumm (yupexageHus)

4.1. |Jonsa nonyyartenen ycnyr, yaoBneTBOPEHHbIX JOOPOXenaTenbHOCTbO, BEXUBOCTbLIO
paboTHMKOB opraHM3aumu (ydpexaeHus), obecneunBaroLLMx NEPBUYHbIA KOHTaKT U
MHOPMUPOBaHME NoryyaTtens ycnyrn (paboTHUKN perncTpaTtypbl, CIPaBOYHON, NPUEMHOrO
oTaeneHns 1 npoyne paboTHMKM) NpM HenocpeacTBEHHOM ObpalleHnn B opraHmnsauuio (B %
OT obLero Yncna onpoLLEHHbIX NonyYaTenen ycnyr).

4.2. |Jonsa nonyyartenen ycnyr, yaoBneTBOPEHHbIX JOOPOXenaTenbHOCTbO, BEXUBOCTbLIO
paboTHMKOB opraHu3aumu (ydpexageHus), obecneumsaoLwmnx HENOCPEACTBEHHOE OKasaHue
ycnyru (coumanbHble paboTHUKKM, pabOTHMKN, OCYLLIECTBISAIOLLME 3KCMEePTHO-
peabunuMTauMoHHYI0 AMarHOCTUKY, U Npoyvne paboTHWKK) Npyu obpalleHn B OpraHnsaumto
(yupexaeHue) (B % oT 06LLero Yicna onpoLLleHHbIX NonyvaTenen ycnyr).

4.3. |[Oonda nony4artenewn ycnyr, ygoBneTBOPEHHbIX JOOpoxenaTenbHOCTbIO, BEXNBOCTBLIO
paboTHMKOB opraHM3aumu (Y4pexaeHns) npyM Ucnonb3oBaHMM AMCTaHLNOHHBIX hopm
B3anMoaencTBus (No TenedoHy, No 3NIEKTPOHHOW NOYTE, C MOMOLLIO ANEKTPOHHbIX
CepBUCOB (NoJdayvmn ANEKTPOHHOro obpalleHus (xanobbl, NPeanoXeHns), NonyyeHne
KOHCynbTaumMu Mo okasbiBaeMbIM ycryram v np.) (B % OT 06LLero Yvicna onpoLleHHbIX
nonyyarenewn ycnyr).

V. MNMokasaTtenu, xapakTepusyroLime yaoBNeTBOPEHHOCTb YCIOBUSMMU OKa3aHWs yCcnyr

5.1. |Oons nony4aTenew ycnyr, KOTOpble rOTOBbl PEKOMEHAOBATL OpraHM3aunio (y4pexaeHue)
POACTBEHHMKAM W 3HAKOMbIM (MOrnn 6bl ee peKoMeHA0BaTb, ecnv Gbl Oblfla BO3MOXHOCTb
BblOOpa opraHmnsaumm (ydpexaeHusi) (B % OT obLLero ymcna onpoLUEHHbIX Nonyyarenen

ycnyr).

5.2. | Hons nony4atenen ycnyr, yaooBNeTBOPEHHbIX OpraH13auMoHHbIMI YCIIOBUAMU OKasaHUs
ycnyr - rpadomkom paboTbl opraHM3auum (yupexaeHus) (noapasgeneHus, oTaenbHbIX
cneunanuncToB, rpadovkom nprxoda coumnansHoro paboTHuka Ha aoM 1 ap.) (B % oT obuiero
yncna onpoLLEHHbIX nosyyartenei ycnyr).

5.3. |[dons nonyyaTenen ycnyr, yAOBIETBOPEHHbIX B LIENIOM YCNOBUSMU OKa3aHUs YCNyr B
opraHu3aumu (ydpexageHumn) (B % oT obLuero ymcna onpoLLeHHbIX noflyyatenem ycnyr).
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<*> [lanee COOTBETCTBEHHO - OpraHun3aLms, yuypexaeHue.

<**> CraTtbs 13 PepepanbHoro 3akoHa oT 28 gekabps 2013 r. N 442-d3 "O6 ocHoBax couunanbHOro
obcnyxuBaHus rpaxgaH B Poccunckon ®epepaunn” (CobpaHne 3akoHogaTenbcTBa Poccuickon depepauum,
2013, N 52, ct. 7007; 2014, N 30, cT1. 4257); ctatbsa 8 ®enepanbHoro 3akoHa oT 24 HosA6ps 1995 r. N 181-93 "O
coumanbHon 3awmTte uHBanuaoB B Poccuiickon Pepepaumn” (CobpaHue 3akoHogaTenbcTBa Poccumnckon
depepaumu, 1995, N 48, cT. 4563; 1999, N 29, ct. 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, cT1. 4596; 2012, N 29, cT1. 3990; 2013, N 27, cT. 3460;
2014, N 49, ct. 6928, 2016, N 1, ct. 14; 2017, N 24, c1. 3485); npukaz MuHucTepcTBa Tpyaa U coumansHON
3awutbl Poccunckon ®epepauun ot 17 Hosbpa 2014 r. N 886H "O6 ytBepxaeHun opsgka pasmelleHns Ha
oduumanbHOM canTe MocTaBLMKa couunanbHblX ycnyr B MHPOPMALMOHHO-TENEKOMMYHUKALMOHHON CeTu
"MHTepHeT" n 0BHOBNEHnsa nHgopmauymm o6 9ToM nocTasBLLmKe (B TOM YMCIE COAepKaHUS yKa3aHHOW MHdopmauum
n popMbl ee npegocTaeneHus)" (3apernctpuposaH MuHucTepcTeom toctuumnmn Poccuiickon ®epepaumm 2 gekabps
2014 r., peructpaumoHHbin N 35056); npukaz MwHucTepcTBa Tpyaa W coumanbHon 3awutbl Poccuiickon
depepaummn ot 28 deBpansa 2018 r. N 122an "O6 yTBepxaeHun TpeboBaHMM K cogepaHulo u dopme
npegocTaBneHnss MHopMaLn o0 OeATENbHOCTU dedepanbHbIX YUYPEXKAEHUA MeOUNKO-COLManbHONW 3KCMepTu3bl,
pasmeliaemMon Ha oduumanbHblXx canTax deaepanbHbIX YYpPeXOeHUn MeaMKO-CoLManbHOM 3KCNepTu3bl B
MHOPMALIMOHHO-TENEKOMMYHUKAUMOHHON ceTn  "UHTepHeT" (3aperMctpupoBaH MuHUCTEPCTBOM  tOCTULMK
Poccuinckon ®egepauun 18 masa 2018 r., pernctpaumoHHein N 51121).
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