
IIPH,IIOXEHZE Ns 9

YTBEPXAEH
nporoKoJroM o6IqecrseHHofo coBera npn
Mr4Hr,rcTepcTBe rpyAa H coquaJlbHoro
pasBurrrrs. Kpacno,4apcroro Kp{rf, or 10

ncr6pr 2016 roaa Ns 3

IIOP'AOK
IlpoBeAeHilfl, HegaBI/IcI{Mofi cncTeMbl oIIeHKLI KarIecTBa oKa3aHI4rI ycJlyr

opf aHI,I3aIIpIfl MIiICOqUanbHOroo6cilyx:vrBa]glvrfl '

1. O6ruze rIoJIo)I(eHLIt

1.1. Hacrorqr4fi rroprAoK [poBeAeHur He3aBkIc]IMoft cncreMbl oIIeHKI4

KaqecrBa oK€BaHItt ycnyr opraHV3aIIr4flM{vr coquzlJlbHoro o6cnyxllBaHiv[

Kpacno4apcKoro Kpar (aanee -llopx4or) pa3pa6oraH B coorBercrBvrv c
(De4epanrHbrM 3aKoHoM or 28.12.2013 J\b 442-@3 <<06 ocnoBax coqll€ulbHoro

o6cnyxuBaHvrfl. rpzuKAaH e PoccuficKofi @elepaqvn), OeAepaIIbHbIM 3aKoHoM or

2I.07.2014 J\b 256-03 (O BHeceHur4 r3MeHeHrrfi e orAerbHble 3aKoHoAareJlbHbre

aKTbr Poccnficroft @e.qepa\uvr rro BorrpocaM npoBeAenufl. He3aBrlcuMofi oueHKLI

KaqecrBa oKa3aHr,rfl ycnyr opFaHr,r3awflMvr B cQepe Kynbrypbl, coqu€LnbHoro

o6cnyxraBanvrfl, c-(paHbr 3AopoBbr z o6pa:onanvut>>, [pLIK€x]oM MnurlcrepcrBa rpyAa
yr coquurJrbHoro pasBnrvfl. Kpauro4apcKoro Kpa{ or 24.03.2016 Ne 410 (06

o6qecreeHHoM coBere rrpu MtrHkrcrepcrBe rpyAa u coqn€LnbHoro pa3Burus.

Kpacno4apcKoro Kpar>, c rplrKa3oru MunrplAa Poccrau or 08.12.2014 Ns 995H (06

yrBepxAeHlrlr rroKznarenefi, xapaKTepr.r3yroqux o6que Kpurepzpl oIIeHKLI KarlecrBa

o Ka3 aHI4{ ycnyf opIraHLI3 aII I4fl}jt.4LI C O qU ZLn bH O f O O O C JIy)KLTBaHkIfl>> .

| .2 . Hacr o rot\utrt nop.a.{ oK o np eA e Jlter M exaHLI3M

cuTcreMbr oIIeHKr{ KaqecrBa oKa3aHl4.fl ycnyr (Aalee

coqu€urbHoro o6cnyxnBaHurs. Kpacno4apcKoro Kpas
Kpurepr{u u rroKa3areJrr4 Kaqecrna pa6orbl oplaHl4zagui1 gTarIbI rlpoBeAeHus HOK,

rropflAoK QopvrupoBaur4fl, ty6ru,rvnrrx pefiruuroB I,IX Ae.f,TeJlbHocrtl, ycranaBnllBaer

TLrrrbI vr [epeqeHb opraHrI3aIII4Ll, o6uecteeHHofo MHeHu.f,, B ToM qHcJIe

rtoJryqaTelefi coqllanbHblx ycnyr o KaqecrBe pa6orrr opranusaqufi.

1.3. HOK ocyqecrBrrflercfl. o6ulecrseHHbrM cosbroNa rIpH MLIHI{crepcrBe

Tpyla v coqu€urbHoro pa3Brrrnrr Kpacno4apcKoro Kpa{ (4anee --o6ulecrseHHrrfi

coeer).
1.4. HegaBncr4Mafl. orIeHKa KaqecrBa pa6oru opraHLI3aqzfi nponoAnTct B

o6qsarerbHoM rropflAKe B orHorueHzla rocyAapcrBeHHhrx opranueaqufi,

oK€r3brBarcurx corlr{aJrbHbre ycnyflr. HOK [poBoA]ITct B orHo rrrenuvr opranusaqzfi ,
ocyulecrBys4srTluX cBoro AerrenbHocrr 6olee roAa. flo4 opraHusa\vflv-.rl AIIr
qenefi [opsAKa, rroHtrM€lK)Tcf, KpaeBbre rocyAapcrBeHHue 6roAxerHble (rasenHue)

opraHr€arlr4u rocyAapcrBeHHoft Soprrarr co6creeHHocrr4, co3AaHHbre Ant oKa3arlur

ycnyr e cS epe coquEulFHoro o6 cny )KvrBanvrfl. HaceJIeIrHrI.

rrp o B eAeH Lrfl . lne3aBvtc zu ofi
HOK) opraHlI3allvrflMvr

(4anee -opraHu3aryuu),



1.5. O6qecrBeHHblfi coeer yracrByer n eu6ope opraHu3alluuI-oreparopa.
l.6.Oprauv3arrufl-oreparop ocyqecrBJrrer c6op, o6o6Iqenue, u aHurur3

nnQoprvraqvrvr o KarrecrBe oKa3aHlrr ycnyr opraHlrcallnflMvr coqv€LllbHofi cQepu;
rrpoBoAlrT orrpocbl I{ aHKeTupoBaHLTe o KaqecTBeycnyr, a raKx(e [peAcraBnf,er

KaqecrBa oKzl3aHl|lf, ycJlyfnn$oprvraquro o pe3ynbrarax MoHI,IToprIHra
opraHlr3arlvrfll.avr coqualrHofi cQepu, upoeKT pefirunron HX AetrenbHocrfi B

o6qecrseHnrrfi coBer.
I.7. flpone4enue HOK tr SopnrupoBaHue pefirunra opranusaqufi

ocyulecrBrrflercfl, He qarqe oAHoro pa3a B roA rr He pex(e.reNa I pa3 B TpI4 roAa.
1.8. Pesynbrarbl rpoBeAeHus HOK HarlpaBneHbr Ha:
- o6ecneqeHrre nonyuarereft coqlr€urbHbrx ycJlyr orKpblTocrblo vr

AOCTyIHOCTbTO UnfrOprr4arlLtu O KaqeCTBe OK€BaHr{rr ycnyr opfaHLI3aIIvIflMvt, B ToM

rrlrcJre rryTeM S"iprr,rnpoBa:clLrs, pefirunron opranusaqufi, B Ilentx peaiII,I3aIILtLI

nprrHaAne)Karrlero [oJrfrareJrf,M corluaJrbHbrx ycnyr [paBa nsl6opa ronxperHofi

opraHr{3arlLtu coqu€rrrbHoro o6cnyxuBanus. Ans noJryrqeHllfl coIII4€uIbHbIx ycJlyr;
- onpeAeJreHrre pe3ynbrarLrBHocrr{ AetreJlbHocrl4 opraHusaqzfi

npLrHrrlre cBoeBpeMeHHbrx Mepbr rro rroBhrrrreHlalo e$$errzeHocrut nilLr

onrr,rMlr3arlulr AerreJrbHocrlr opraHLr3arlufi c 1^leroM rlpoBeAeHnofi HOK ;
cBoeBpeMeHHoe BbrsBJreHI{e HerarLIBHsIx QarropoB, BJII,IflTIqI{x Ha

KalrecTBo npeAocTaBneEkrfl corl[€rJrbHbrx ycnyf , 14 ycTpaIIeIIvs. ux IIpuqEH [yTeM
peawr3allvrv rrlranoB Mepolputruit, a raKlre ocyilIecrBlreutrfl, crprMynupoBaHl4q
pyKoBoAurenefi u pa6otunKoB oprauI,Ieaqufi .

1.9.flo Lrror€rM rrpoBeAeHns HOK o6ulecreensrrfi coBer paspa6arblBaer LI
npeAcTaBrrer orIeHIrBaeMbrM opfaHr{3aur{rrM coquaJlbHofo oocJry)KllBaHufl
[peAJroxeHvrfl, no ynrllneHrllo KarIecTBa Iax paooTbl.

1.10. IIo rpelcraBJreHHbrM o6ulecrneHHbrM coBeroM npeAJIoxeHI{flM
opraHlr3arluu coqualrbHoro o6cnyxuBaHtrs, paspa6aruBaror lI yrBepx(Aillor rrJraHbl
vreponpnrrzfi rro ynyqrueH[ro KarrecrBa csoefi pa6orrr no corJlacoBaHrlrc c
Mt4r,rr4crepcrBoM TpyAa u coqpr€rJrbHoro pa3r;rtTur, Kpacno4apcKoro Kpat u
p€BMerrl€rrcT Ha cBoHX ofiuquanbHbrx cafrrax B ceru <<I4nrepner>> (npu Harwt..ruvr
cafiron) ra o6ecuequBarcT LIX BbInoJIHeHLIe.

2. Kprarepvu v rloKa3arerll KaqecrBa
p a6 oru opraHr{3arlu fi c o qu an bH oro o 6 uty xuva:rtut

HOK opraHrr3aqufi coqra€urbuoro,o6cnyxz Banilfl, itpo"o4"t c fl. Ha ocHoBaHl4rr
KplrrepueB rr rroK€r3arerefi KaqecrBa, yrBeplKAeHnbrx rrplrK€tsoM Munrpy4a Poccuu
or 08.12.2014 J\b 995H <06 yrnepx(AeHr4r{ rroKa3arerefi, xapaKrepu3yrcqux o6qlle
Kp[Tepu[ orIeHKr4 KaqecTBa oKa3aHr4r ycnyr opfaHl43allvrflMvr colll{uulbHofo
o6cnyxuBannfl>>) a raKxe Ha ocHoBaHuu AononHLrreJIbHbIX KprITepHeB,
yrBep)KAeHHbrx o6ulecrneHHbrM coBeroM.

2.1. [ouoJrHureJrbHbre KplrrepLTrr HOK opranusaqnfi coqrlaJlbHoro

vl

IIo

o6crryxuBaHkrs (upunoxenze J\b 1 rc lloprary).
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3. Sraurr rpoBeAeHus HOK opraHusaqnfi
coqu€rnbHoro o6 cry >KvrBartlafl,

3.1. HOK uorca3arerefi KaqecrBa pa6oru opraHr{3arlun npoBoAurc.f,
rrocJre.rloBareJrbHo s 4 grara.

3. 1 .1 . Ha nepnoM (opraHu3arlr4oHHoM>) grarre ocyqecrBJrrrorc-rr cneAyurlr4e
Mepolpr{rTr4r:

orrpeAeJreHue (upu neo6xo4nMocrpr,qononHeHue) llepeqHs opranusaqufi n
reKyqeM rrepuoAe;

yroqHeHr4e (4ononnenze) rtpu neo6xo.{uMocrr.r uorasarerefi KaqecrBa
pa6oru opranzsaqufi;

olrpeAeneHl{e MeroAoB c6opa nepnuunofi un$opuaqnz v yrorrHeHue
rpe6onanzfi r ueroAprKaM ux rrpr{MeHenurfl,.

3.1.2. Ha nropoM ([oAroroBlrreJrbHoM) grane:

rrpoBoAlrrcr aHurv3 HopMarLrBHo-npanonofi 6asu o coquurnbHoM
o6clyxnBanvrvr, uneuufi gKcneproB, rrpeAcraszrerefi nonf{arenefi coqu€LrrbHbrx
ycnyr, orKpblTbx I{crorrHr4KoB un$oprvraquz c qenbro cocraBJreHr4rr
rrp eABap urenb Horo rlep eqHfl np o 6r err,r Anfl n3y Lrelr^trfl1'

ocyqecrBJrrercr paspa6orKa MeroAr4K rr r{HcrpyMeHTapr4r c6 opa uepwrurofi
r,rnQoprraaqvrr4, B'roM qucJre peKoMenqa\uit rrHTepBbroepaM (nocne4oBareJrbHocrb
3aAaBaeMbrx BorrpocoB, ollr1caHue Bapr4aHToB noBeAeHIdfl.B3aBvrcprMocru oT oTBeToB
pecnoHAeHTa, [opf,AoK orrpoca), Sopu AJUr perucrparlnvr uepBr4rrHofi unQoprraarlvrur,
aHKerbr (uprarraepnufi o6pa:erl aHKerhr rro aHarrLT3y yAoBnerBopeHHocrlr KarrecrBoM
oK€BaHLrrr coqnaJrbHhrx ycnyr B opraHr,r3arllrri corllr€IJrbHoro o6cnyxuBar.vfl
rrplrBeAeH B npunoxeHnlr J\rs 2 rc llopa4ry)n coornercrBvrvr c $opuaun coquaJrbHoro
oocJTvxklBaIIIdfl.

3.1.3. Ha rperbeM erane npu c6ope uepnuvnofi un{oprvraqura
ocyqecrBJrf,ercr:

AononHprrenrnrrfi anaanvr3 HopMarurBHbrx rrpaBoBbrx aKToB,
peryJrerpylo[ryrxAerTeJrbHocTb opfaHu3arlr4rr corlr{€ubHofo oocJryxuBaHufl, c rleJrbro
onpeAeneHvfl. ulrvr yToqHeHnfl, YleTa ALTHaMLTKLT HopMaTLrBHo ycTaHaBJrr{BaeMhrx

sHa.reHlafi orleHkrBaeMbrx [apaMerpoB r4 rroKasarerefi AerreJrbHocrlr opraHr43arlr4r,r;

rrpoBeAeHr,re ([oJreBoro grarra>) zccneAoBanvfl, -c6op [epBr4rrHbrx AaHHbrx rr
ux o6pa6orKa B coorBercrBlru c pa:pa6oraHHbrMkT MeroAaMH, nrr6panHbrMlr LrJrlr
paspa6oraHHbrMlr MeroAr{KaMr{ ;

c6op crarkrcrvrqecKLrx AaHHbrx; ilpoBeAeHue aHKerrrpoBanus, (oupocon);
npoBeAeHr,l.J rpy[noBbrx onpocoe; npoBeAeHvre r4H4uBrrAy€rJrbHbrx oflpocoB;
npoBeAeHLIe sKcIIepTHbIX onp ocoB ; IIpoBeAeHue uHTepBbIoLIp oB a}Iklfl;
nesaeucr.rl,rsrfi nrr6opouuufi roHTponb ucnonHrdrerefi, ocyqecrBnrroutrux

c 6op repBuqHofi zuQoprr,r a\vvr;

Qoprr,rupoBaHlre LrroroBbrx MaccuBoB AaHHbrx, 3a[oJrHeHLre orrrernux Qoprra
rrpeAocraBJreHur unQoprraaqzu.

3.1.4. Ha qerBeproM orarre rtpu aHEUrr43e vr orIeHKe KarrecrBa pa6oru
oplaHlr3arlzfi o6ecrrerrLrBaercr :

cIICTeMaTU3AIILIfl. BbItBJIeHHbIX [pOOneM ,4e-f,TenbHOCTLI OpraHU3aIJI4Vr;



corrocraBJreHlre Samnvecrzx v HopMarr4BHo ycraHoBneHHbIX sHa.IeHzfi
uccJreAyeMbrx [apaMeTpoB;

BbrrBJreHue repprrropuarrbHbrx u r{Hbrx oco6enuocrefi uccneAyeMhrx
rrapaMeTpoB AerTenbHocTrr opfaHlr3a\vft;,

aHaJru3 ArrHaMLrKpr sHa.reHlrfi nccneAyeMbrx [apaMerpoB H norca":arerefi;
c orrocTaBJreHLr e HopMaTrrrBHo ycTaHoBJreHHbrx sHaq eHufi rlccneAyeMblx napaMeTpoB

AesrenbHocrLt opraHusaqzfi c BbrrBJreHHbrMLr upo6nenaarvrn v oxoIAaHI{rMLr
roJrfrarerefi coquarrbHbrx ycnyr;

pacqer vHTerp€rJrrqofi orIeHKLr KarrecrBa pa6orrr opraHusaquft kr

QoprvrupoBaHlre p':firuura;

rrepr4oAe v\
opraHrr3aL\r4Vt;

o6qecrseHHoe o6cyxAenue pe3ynbraroB He3aBlrcul,rofi oqenKr4 B orqerHoM
pa:pa6orra rpeAnoxenufi, ro yJrfr[IeHulo KarlecrBa pa6oru

uy6nuraqur pe3ynbraroB He3aBuclrvrofi oqenKLr, B ToM rrrrrcJre pefirunron.

4. Arropzrrr,r npoBeAeHus HOK
pa6oru opraHlr3arlzfi coqzaJrbHoroo 6cnyxuyauux

4.1. O6qecrBeHHbrfi coeer olpeAeJrrer orBercrBeHHbIX r4cnoJlHuTerefi Ans .

rrpoBeAeHzf, orleHKr,r KarrecrBa pa6oru opraHrr3arl uit co\uastbHoro o6clyxu BaHufr.
Ha ocHoB anr4n Hacrofl rrlero llopr4ra.

4.2. OueuKa Kaqecraa pa6orrr opraHu3arlufi uponoAvrrcfl. rro r/rroraM raaa u
3aHocrrrcs s CsoArryro ra6nvrly He3anuczrvrofi orleHKrr Kar{ecrBa oKa3aHlrf, ycJlyr
opf aHrl3arll1lfliN'{vrcoql4€urbHof ooocnylKllBalJlds.

4.3. Pac,rer cBoAHofi HOK oKa3aHr4r ycnyr opraHlr3arJurflMvr corlr{€ulbHoro
o 6 clyxu Banvrfl , rrp oLr3BoA vrr c fl , u o @ op vryn e :

MQ: St]MQi +N,
IAC.

- MQ- cpeAHee Koruqecrno 6arron;
- Qi- KolLrqecrso 6anroB rro KDKAoMy rr3 rroKa3arenefi rcprarepvfl;

- N- rornqecrBo 6amos no AorronHLrreJrbHbrM Kplrrepuf,M.

4.4. Ha ocHoBaHulr csoAHofi ra6rurqsr HOK oKa3aHn r ycJryr
opraHrr3arlvrflMvr coqrraJrbHoro o6cry)KuBaHvfl. Qoprranpyerca pefirrlHr opraHnsatluir,

A€rJree opraHlr3arluu paz6uBarorcr Ha rlrrrbr yqpex(AeHu\, pefirvtHr BblcrpaT Baercfl
OAHLTM Crrr{cKoM no KaxAoMy Tlrny yqpe}KAeHvlfl, r4e I4M IIpI4cBavIBaIoTcfl HoMepa

corJracHo cyMMe Ha6pannrrx 6arros.

5. (DoprvrnpoBaHr{eny6rnunrrxpefirznroBAef,TeJrbHocrLt oprauusaquft

5.1. HOK opraHueaqrEfi pr ny6rzvnrre pefirnnrla r4x AetreJlbHocrkl
KoMrrneKT)fiorcf, no Qopuarvr corlr4€LJrbHoro o6cnyxzBalavIr^) yrBep)KAeHHbIe
o6qecrseHHbrM coBeroM (upnnoxeHue Nq 3 x lloprAKy).

5 .2. IIy6trllrrHbre pefirunrz BKJrroqalor :
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- pefiTrHr oprarrrsaqraft c BbIAeJIeHTIeM Jlfrruero )rqpexleHr.rf, B cQepe

o6crryxuBaHLrfl;

- pefirnur oprannraqrEft no Qopnaarr,r coquaJrbHoro o6crryxuBaHvrs., c
BbrAeJreHr.reM Jrrrlnefi rpynuu.

O6rqecrsennrrfi coBer rrMeer npaBo c freroM co6crseHHoro anaJru3a
g6qecrneHHoro MHeHrrfl u pefirznroB o KaqecrBe pa6oru opraHn3arlnfi oqenraru
pa6ory xax4ofi oprturra3arlur,r. B orrax rleJrrx o6qecrneunrrfi coBer Mox(er
Ao6asutr K orleHorrHoMy 6auy opraHu3arlvu or 1 ao 5 6arrrlos.


