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IHoJi0:xeHue
0 J0JZKHOCTHOM KOHTPOJIE
I'BY KIHCOH /lyopoBckoro paiiona

1. OOmue moJI0KeHNus
[Tonoxenue o pomxHoctHOoM KoHTposie B I'BY KIICOH Jly6posckoro
paiiona (nmanee nmo tekcty — [lonoxkeHnue) pa3zpaboTaHO B COOTBETCTBHH C
YcTaBoM yupekIIEHHS] U PErIaMEHTHPYET OCYIIECTBIECHHUE HOJIKHOCTHOIO
KOHTPOJISL.
1.1.JI0O>KHOCTHOM KOHTPOJIb — OCHOBHOM MCTOYHHMK WH(OpMauu Juis
aHalM3a  COCTOSIHMSL  COIIMAJIBHOTO  OOCIYXXMBAaHHS  KJIUMEHTOB,
JIOCTOBEPHBIX PE3YyJIbTATOB JICSITEIHLHOCTH YYaCTHUKOB MpoIlecca.
1.2.JIOJOKHOCTHOM ~ KOHTPOJIb — 3TO  NPOBEACHUE  JTHUPEKTOPOM
VUPEKICHUS, €ro  3aMECTUTENIEM, 3aBEAYIOIIUMH  CTPYKTYPHBIX
noApaszaeiaeHuid HaOmoAeHUN, 00CIIeIOBaHUMN, OCYIIECTBISIEMbIX B
MOPSAKE PYKOBOJICTBA U KOHTPOJIS B TMpeJiesiax CBOCH KOMIIETEHIIMU 3a
coOJIoIcHuEeM paOOTHUKAMHU 3aKOHOJIATENIbHBIX M MHBIX HOPMATHUBHBIX
aktoB Poccuiickoit ®deneparuu, bpsiHckol 00JacTH MO CONMAIBHOMY
00CITY>KUBAHUIO HACETICHHUSI.

2. 3ajauM JOJKHOCTHOTO KOHTPOJISI
2.1.IlonyyeHne 0OBEKTUBHON HMHGPOPMAIIMH O COCTOSIHUM COIMATIBLHOTO
00CTy>KWBaHUS KJIIUEHTOB B YUPEKICHHUH.
2.2.CoBepIIIeHCTBOBAHNE OPTaHU3AIMH COITUATLHOTO OOCTYKUBAHMSI.
2.3.AHaIM3  JOCTIKEHUH B  COLMAIBHOM  OOCIYXKUBaHUU TSt
MIPOTHO3UPOBAHUS MEPCIICKTUB PA3BUTHS YUPEKICHUS.
2.4.CBOEBpEMEHHAST  KOPPEKTUPOBKA  HAIPABJICHUW  JESITEIBbHOCTH
YUPEKICHHUS.

3. OYHKIUH T0JKHOCTHOTO JIMIIA, OCYIIEeCTBJISIIOIIEr0 KOHTPOJIb

3.1. [IpoBepsier  BeiaeHUE  COTPYOHUKAMU  YCTAHOBJICHHOU
JIOKyMEHTAITUH.

3.2. Koopaunupyer  COBMECTHO C  TPOBEpPAEMBIM  pabOTHUKOM
WHUBUTyAJIbHBIE MJIaHBI, MPOTPAMMBI COITMATBHON peaduIUTaIIuN

KJIMCHTOB, OOBEM, TIEPHOAUYHOCTh (POPMBI  MPETOCTABICHHUS €My
COIMAIBHBIX YCIYT.

3.3. KonTponupyer cocCTOsSHME, TOMNOJHEHHE U  HCIOJb30BaHUE
METOJMYECKOT0 00SCIIEYCHHS TPOIIecca COMMATBHOTO 00CITY)KUBAHUS.

3.4. IlpumeHseT pa3IudYHBIC TEXHOJIOTHMM KOHTPOJIS KadecTBa OKa3aHHS
COIMAITBHBIX YCITYT.



3.5. ToroBurca Kk mpoBeAeHHIo TmpoBepku. llpu HeoOxoauMoCTH
KOHCYJBTHUPYETCSI CO CIeUUaIiucTaMu, pa3pabaThiBaeT IUIaH-33aJaHHUe
IIPOBEPKH.

3.6. TlpoBoauT mpeaBapUTEIbHOE coOeceqoBaHUE C PAOOTHUKOM 10
TEMAaTHUKE TPOBEPKH.

3.7. 3anpamuBaer HHPOpMALKUIO y paOOTHUKA O BBINOJIHEHUH €ro
JOJKHOCTHBIX 00S13aHHOCTEH.

3.8.KonTpoaupyert paboTy CreIuaaInucToB.

3.9.Kontponupyer co3naHue paObOTHUKOM O€30MacHbIX YCIOBHM st
OKa3aHMsI COLUATBHBIX YCIIYT.

3.10.0¢opmisier B YCTAHOBJEHHBIE CPOKH JOKYMEHTAIMIO aHajIu3a
MPOBEICHHON MTPOBEPKH.

3.11. Oxka3bIlBaeT WM OPraHU3yeT METOAUYECKYIO0 MOMOIIb PabOTHUKY B
peanu3anuy NpeaoKeHU U pEKOMEHJA Ui, JaHHBIX BO BPEMsI IIPOBEPKH.
3.12. TIpoBOOWT HOBTOPHBIA KOHTPOJIb IO YCTPAHEHUIO HEIOCTATKOB,
3aMEYaHUU.

4. IlpaBa
[IpoBepstonmi UMEET MpPaBo:

4.1. VI36upath METO/IbI MPOBEPKU B COOTBETCTBUU C TEMATUKON U 00BEMOM
MIPOBEPKH.

4.2. Ncnonb30BaTh TECTHI, AHKETHI, COTJIACOBAHHBIE C IICUXOJIOTOM.

43I0 wroraMm mNOpPOBEPKM BHOCUTH MPEIJIOKEHUS O MOOIIPEHUH
paboTHHKA, O HAMIPABJICHUH €r0 Ha KypChl TTOBBIIICHUS KBATU(PUKAIINH.

4.4 PexomMeHI0BaTh MO UTOTaM MPOBEPKH M3y4deHUE U 00OOIIEHHE OIbITa
paboThl CrieNHAIUCTA JJIsl TAJIbHEHIIIEro HMCIOJIb30BaHUSI B paboOTe JPyrux
pabOTHUKOB.

4.5.1lepeHectu cpoku MPOBEPKU MO MPOCchOE MPOBEpsieMOro, HO He OoJiee,
YeM Ha  OJIMH MeCHIl.

5.0TBeTCTBEHHOCTH NPOBEPHAIOILETO
[IpoBepstomui HeceT OTBETCTBEHHOCTb 34!
5.1.TakTnyHOE€ OTHOIIIEHHE K TIPOBEpsieMOMYy pPAOOTHUKY BO BpeMs
MPOBEJEHUS] KOHTPOJIbHBIX MEPOIPUSITUH.
5.2.03HaKOMJICHME€ C WTOraMd TMPOBEPKU paOOTHUKA JIO BBIHECEHUS
pe3ybTaToB Ha IMIUPOKOE 00CYKICHHE.
5.3.CpbIB CPOKOB MPOBEACHUS TPOBEPKH.
5.4.KauecTBO NpoOBe/ICHUS aHAN3a JIEATEIbHOCTH PAaOOTHHKA.
5.5.Cob6monenrie KOHMOUICHIUATBHOCTH P OOHAPYKEHUH HEJOCTATKOB B
paboTe Mpu  yCJIOBHUM YCTPAHEHUS UX B MPOLECCE IPOBEPKH.
5.6.J10ka3aTenbHOCTD BBIBOJIOB 10 UTOTAM IIPOBEPKHU.
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HOJIOKEHHUE
0 NPOBEJICHUHU MCCJICJOBAHNS CTEIEHH YI0BJIETBOPEHHOCTH NOTpeduTe1eH

KaveCTBOM NpeaocraBJasi€eMbIX YCIYT
1. OO6muue noynoxxeHust
1.1. Tlopsanok wuccnenoBaHHMs CTENEHM YAOBJIETBOPEHHOCTH IOTpeOMTENed KauecTBOM
IIPEIOCTABIIIEMBIX YCIYT (Jajlee — UCCIIEOBAHMSI) BBOJUTCS C LIENIbIO ONPEAEICHUSI OCHOBHBIX
TpeOOBaHUN K COJCPKAHUIO M IOCIEIOBATEIBHOCTH JEHCTBUH CIELUAIUCTOB YUPEKICHUN
COLMAIBHOTO OOCTY)KMBaHUsI HaceNeHHs (Hajiee — yUpexJACHUI) B X0Je ONpeeNCHHs CTECHH
YJIOBJIETBOPEHHOCTH NOTPEOUTEIICH KaueCTBOM COLIMATIBHBIX YCIYT.
1.2. 3amaum npoBeIeHUs UCCIICIOBAHUS:
- OmIpefelieHHEe HeMaTepHaJbHONH pPEe3yNbTaTUBHOCTH KadyecTBa IPEAOCTABISEMbIX YCIYT,
ABJISAIOLIEHCS COCTAaBHOM 4YacThlO MOKa3aTesel, XapaKTepU3yIOIIMX KauyeCcTBO MPEI0CTABIIAEMbIX
YCIIYT (OnpeodeneHHbIX 0N YUPesHcOeHUs 8 20Cy0apcmeeHHOM 3a0aHUU HA npeoocmasieHue
COUUAIbHBIX YCIIY2 HACETIEHUI));
- OIIpe/ieIeHne OCHOBHBIX HAIllpaBJICHUH MOBBIIIEHUS KaueCTBa MIPEJOCTaBISEMBIX YCIIYT.
1.3. IlnaHoBble TOKa3aTeJd CTENEHU YAOBJIETBOPEHHOCTH MOTpeOUTENEH KayecTBOM
COLMAIBHBIX YCIYr OINpENesIoTcd B TOCYJapCTBEHHOM 3aJJaHMM Ha IPeO0CTaBJICHUE
COLIMATIBHBIX YCIYT U PyKoBOACTBE 110 KauecTBY.
1.4. IlpuMepHbIe CPOKU NMPOBEACHUS UCCIIEAOBaHMs, 00BEM U OTBETCTBEHHBIN OINpPENEIIAIOTCS B
3aa4ax MOJIMTHKHN B 00J1ACTH KAa4ecTBa.

OcHogHble noHAmMUA U onpedeeHus

Pecnondenmul — uCmoOuHUKU UCKOMOU UHGOpmayuu (KiueHmol yupedcoeHus, ube MHeHUe O
Kayecmee NONYYEHHbIX 6 YUpedtCOeHUU COUUATbHBIX YCIye U3YYaemcs 6 Xooe Npo8edeHUs
uccnedosanus).

Buibopra — npoyenmnuliii nokazamens xKoauvecmea nompedoumenei, 4vbe MHeHue O Kauecmee
HONYYEHHBIX 8 VUPENCOeHUU COYUATILHBIX YCIYe U3YHaemcs 8 Xo0e NPo8edeHUsl UCCIe008aHUs, OM
0bujeco KonU4ecmea KiueHmos, NoayUanuux COYUaibHble VCIAYeU 8 VUPeHCOeHUU 8 MmeKyujem
200).

AHnKema — nepeyeHb B60NPOCO8, C NOMOWDBIO KOMOPLIX MONCHO ONnpedenums Kauecmeo
npeodoCmassaemMblx COYUAIbHBIX YCYe.

Monumopunz — ¢oopma opeanuzayuu ucciedo8anull, obecneuusaoujas NOCMosHHoe NOyYeHUe
ungopmayuu 0 cmeneHu y0081emeopeHHOCmU nompedumesnel Kaiecmeom yciye.

2. MeTo/bI IPOBEICHUS UCCIICIOBAHUS

2.1 Metoabl IpOBEACHUSI UCCIIEIOBAHUS:

- aHAJIN3 JIOKYMEHTOB;

- HaOJIIOAEHHE;

- ompoc.

2.1.1. AHanu3 10KyMEHTOB.

B xojie aHanmm3a JOKyMEHTOB MOTYT TIPOBEPATHCS:

- MIUCbMEHHBIE JOKYMEHTHI, JAIOIINE OIICHKY KaueCTBY MPEIOCTABISIEMBIX YCIYT CO CTOPOHBI
NOTPEOUTENS (KHU2A HCAN0d, «ROUmMA 006epusn», RUCbMEHHblE 0M3bl8bl 0 NPOBEOCHUU
Mmeponpuamuii u np.);

- BHJICO-, ()OTO-, ayIUO3aITNCH, PUKCHPYIONTUE IMPOIIECC OKA3aHUS COIMMATBHBIX YCITYT.

2.1.2. Habmtonenwue.



Habéniwoenue — memod cbopa nepsuyHol ungopmayuu 06 uzyuaemom obvekme nymem
HeNnocpeoCmeeHHO20 BOCHPUAMUSL U NPSAMOU pecucmpayuu 6cex ¢Hakxmopos, Kacaroujuxcs
u3yuaemo2o 06veKma u 3HaYUMbIX ¢ MOYKU 3PeHUs Yeaell UCCIe008aAHUSL.

[lpoBomuTCcST B  peaqbHOW CUTYallMd MPEJOCTABJICHUS  YCIYTH  IMOTPEOUTEIO/TpyIIe
norpeduteneil. CrnenuanucT/Tpynna CrenuairucToB, MPOBOIAIINE UCCIEOBAHNE, HAOIIONAET CO
CTOPOHBI IPOUCXOISIINE POLIECCHI, HE BMEIIUBASCh B X X0/, HE 33/1aBasi HUKAKUX BOTIPOCOB.
Habmronenue ucnonb3yeTcs mpu:

- MOJTBEPKACHUU PE3yJIbTAaTOB, TOJYYCHHBIX JPYTHMMH METOAaMHU (HAallpuMep, B XOJIe aHaIH3a
JIOKYMEHTOB);

- cOope MHPpOpPMALIUHU, HEAOCTYITHOM JIJISl TTOJTYYSHHSI IPYTUMH METOIaMH .

2.1.3. Ompoc.

Onpoc — 5mo memoo NOAyYeHUs: UHGOPMAYUU, OCHOBAHHBIU HA YCMHOM UMU NUCbMEHHOM
obpawenuu K ucciedyemMol CO80KYNHOCHU JH00ell C BONpOCaMU, COOEPAUCAHUE KOMOPbIX
npedcmasisiem npooemy uccied08aHus.

OcHOBHBIE BUIBI OITPOCA:

- aHKETHPOBAHUE — 3alIOJTHCHUE PECIIOHJICHTOM 3apaHee 3arO0TOBJICHHBIX OJJAHKOB aHKET O]
IPUCMOTPOM CIICIUAIIUCTA;

- HHTEPBBIO — 3aIMIOJHEHHUE CIICIUAIMCTOM, IIPOBOJISIIIIUM UCCIIEI0BaHUE, OJIaHKa BOITPOCHHUKA Ha
OCHOBAHMHU YCTHBIX OTBETOB, MTOJYYSHHBIX OT PECIIOHJICHTA B X0JI¢ CBOOOAHOI Oece bl

2.2. BpiOop Merona TpOBEIEHHS HWCCICAOBAHUS 3aBHCUT OT KAaTErOPHM TOJydaTresei
yeiyr (Oemu 0owkonbHo20 603pacma, uHeaIudvl, npecmapenvie u np.) 1 GopMbl OKa3aHUs
VCIIYT (8ble30Has — CMAYUOHAPHASA, UHOUBUOVAIbHAS — 2PYNNoseas, no menegony, npu
noceweHUuU Yupedcoerus u np.).

3. TlopsitoK MPOBECHHS UCCIICTOBAHHUS

3.1. CocraBnenue Ilnana npoBeneHus ucciea0BaHusI.

B Iliane npoBeieHHS UCCIICTIOBAHHS YKA3bIBAIOTCS:

- JIOKYMCHT, Ha OCHOBAaHHMH KOTOPOTO OyIeT MpOBOIUTHCs wuccienoBanue ([lian nosviuienus
Kauecmea Ha 04epeoHoll K8APMAail, YMEEpIHCOCHHbLL NPUKA30M PYKOBOOUMEINS YUPEHCOCHUSL),

- uenb  mpoBeaeHHs — ucchenoBaHus («Onpedenenue — cmenenu  YO08IemMEOPEHHOCU
nompebumeneu Kaiecmeom COYUaiIbHblX YCiyey),

- MpeIMET HCCIIEOBAaHUS: OLEHKA CTENEHHM YJIOBJIETBOPEHHOCTH IOTpeOUTENIeH KaueCcTBOM
MPEOCTABIISIEMBIX YCIIYT;

- OOBEKT HCCIICJIOBAHMUS (Onucvl8aemcs ma Kame2opusi KIUEeHMO8, Ybe MHEeHUe o Kauecmee
NOJIYUEHHBIX 8 YUPEHCOCHUU YCIIYe USYUAEMCsl 8 X00e NPOB8e0eHUsl UCCIe008AHUS);

- KOJIMYECTBO ONpauiu8aemvlx (Onpeodensiemcs 6 3a8UCUMOCMU OM  GblOPAHHO20 —8UOA
yenye). Ipu cnaowHom uccnedosanuu u3yyaemcs MHeHue 6cex nompeoumenetl, NOLYUAIOUUX
yenyeu  Ipu 8b160pOUHOM UCCICO08AHUU — U3YHAEMC — MHeHue  uacmu — nompedoumernetl,
noayuarowux ycayeu Ilpu évibopounom ucciedo8anuu HeoOXo0uMo yuumvléams, 4mo 6bl00pKa
odoaxcua cocmasnams ve menee 10 % u uem b6onvute gvibopra, mem docmosephee pesyibmamuol
uccne0o8anus,

- CPOK IPOBEJICHHSI UCCIIE0OBAHUS;

- MECTO MPOBEJCHUS UCCICOBAHUS («HA DA3e YUpedcOeHUs» Uil «8 X00e NPo8edeHUs 8ble30HbIX
MEPONPUSIMUILY U np.),

- CHIeTMAJIMCT/TPYIIA CIIEHHAINCTOB, OTBETCTBEHHBIN 32 TIPOBEICHUE UCCIICTOBAHMS.

- [Inan 3aBepsieTcs MOAMUCHIO PYKOBOAUTEINS YUPEKACHUS.

3.2. Pa3paboTka BoIpocHUKa

BormpocHuk, B 3aBUCUMOCTH OT MIOCTaBJICHHBIX 1€, MOKET BKIIOUYaTh B €051 BOTPOCHI,
MO3BOJISIOIINE OICHHTH!

- (axkToppl, BIUAIOINIME HAa KAaueCTBO NPEIAOCTABISAEMBIX YCIYT (VCI06UA pa3smeujeHus
VUpes#coOeHusi U e20 MexXHUYeCKoe OCHAUeHUe, pedcum pabomol, npopecCUoHalbHblll YPOBEHD
Cneyuanucmos, COCmosanue uHghopmayuu 0 npedoCmasisiemMoll yciyee u np.);

- UCTIOJTHEHUE TpeOOBaHUH CTaHAAPTOB COIMAIBHOTO OOCITY)KHUBaHUS HACEIICHUS WITH IPYTUX
HOPMATUBHBIX JOKYMEHTOB, HA OCHOBAaHHH KOTOPBIX 3TH YCIYTH MPEAOCTABIISIFOTCS;



- OCHOBHBIC KPUTEPHH OIICHKH KauecTBa, B TOM YHCIE: MOJHOTA YCIYTH, CBOCBPEMEHHOCTH
NPEIOCTABICHUS, PE3YIBbTaTUBHOCTD (OONYCKAEMC 6 HEKOMOPbIX CAYHaAsAX He YUUmvléamby
Makou Kpumepui, Kax pe3yibmamueHoCmy, 6 C6A3U C meM, UYMo e20 UHO20A CIONHCHO
onpeoenumn);

u 1p.

[Tpu hopmMupoBaHUM BOTIPOCHHUKA JTOJKHBI YUUTHIBATHCS:

- BO3pPACTHbIE, COITUATBHBIE, TOJIOBBIE OCOOEHHOCTH PECIIOH/ICHTA;

- YCJIOBUS TIPOBEACHUSI UCCICIOBAHUS (8 yupedicOeHul, Ha evle3de, no mene@omny, Ha yiuye, 6
HebOoNbUIOM NOMeujeHUuU, 8 60NbUOM 3aie U np.),

u op.

OcHosHble mpebosanus K 0pOpMAeHUIO 60NPOCHUKA.

- UBJI0JICEHUEe BONPOCO8 HA SI3blKe, NOHAMHOM DEeCHOHOEHMAM, OMCYMCMeue CHeyudibHbiX
MepMUHO8,

- ohopmieHue anKem ¢ yY4emom 803pAcma PeCcnOHOEHMO8 (011 NONCUILIX U CAADOBUOAUUX —
KpYnHwlll wpughm, 015 Oemell — KAPMUHKU U NP.);

- Konuuecmso eonpocos - om 3 0o 12. Tpu sonpoca wawe 6ceco UCnoab3yOMcs npu NPoBedeHuUU
onuy-onpocos. Ecau 60rvuiou 0b6vem ucciedo8anus, mo OHO UIU MOJCem NpPOBOOUMbCS 6
HeCKOIbKO 3Manoé uiu Onpauusaromcs opyeue KIUeHmbl, OMHOCAUUECs K IMOU e
Kamezopuu.

B xo0e nposedenus uccredosanuii  HeoOXO0OUMO  BbIAGIAMbL HE  MOAbKO  CHEeNneHb
Y0081emeopeHHocmu  nompeoumenei  NPedoCmasiaemMblMu COYUANbHBIMU VCIYeaMU, HO U
nompebHocmos nompebumenell 8 VIYYUICHUU UX KAYecmea (Hanpumep, 6 KOHye GKIUUND
sonpoc: «4mo 6v1 Bl xomenu ... (npednodxcums, usmeHum», 0ONOJIHUMb, OMMEHUMb, 686eCMU,
ROIYYUMb U 1P.)? »).

3.3. Peanu3anus [1nana mpoBeaeHus UCCIIEIOBAHUS

B xoze npoBeneHUs UCCIIEI0OBaHUS BO3MOKHO BHECCHUE HE3HAYUTEIbHBIX MU3MEHEHHH B TEKCT
BOIPOCHUKA, HAIIPABJICHHBIX Ha MOJIy4eHHE O0JIee JOCTOBEPHOM HH(OPMAITHH.

3.4. O600611eHNE pe3yabTaTOB UCCIICIOBAHMS

[Ipexe yeM aHAIM3UPOBATh U MHTEPIPETUPOBATH MOJIYYCHHBIC JaHHbIC, HEOOXOMMO BHAYale
MEPECMOTPETh KaXKIbIi  3allOJIHCHHBIA BOMPOCHUK HA TMPEAMET BBIABICHUS OIIMOOK,
HETOYHOCTEH U BCAKOTO PO/a MOTPEIIHOCTEH:

- UCNOIL308AHA He MA POpMaA 6ONPOCHUKA (NPU HATUYUU HECKOTbKUX),

- ONpOULeH He Mom PecnoHOeHN,

- OMCYMCcmeyom omeemuvl Ha HeKOMopble BONPOChHl,

- HESICHO 3ANOJIHEHbl BONPOCHUKU,

- UMEIOMCSL I02UYeCcKUe NPOMUBopeyUs 8 Omeemax,

- He8ePHO NOHSM BONPOC PECNOHOCHNOM.

Eciii HeT BO3MOXHOCTH IOBTOPHOTO OOpAaIlIEHUS K PECIOHJCHTY C IEJBI0 HUCIPaBICHUS
OIMOKK, TO MPHUHUMAETCS peIIeHHe OO0 MWCKIIOUEHUH JaHHOW aHKeThl W3 JaibHeuIei
00paboTKH.

Crnenyronuii stan - omucanue (YCTAaHOBIIEHHWE 3aKOHOMEpHBIX cBsizel). Llenp omucanus —
MIPHUBE/ICHNE TTOJYUYECHHBIX JAHHBIX K TOMY BHY, B KOTOPOM OHU OKA3bIBAIOTCS JOCTYITHBIMH JIJIS
00BSICHEHUS.

[lepBoHayanbHO HEOOXOAUMO OOOOIIMTH MONY4YEHHbIE JaHHbIE, T. €. OCYLIECTBUTh
npeoOpazoBaHre COOpaHHON MH(POPMAITUH B UUCIIOBHIE TaHHBIC.

s 3mozo HeobdXo0umMo noOCHUmMamy, CKOIbKO 4el08eK U KAKOU 6apuaHm omeema ulopaiu
(ecnu 6 ankeme OvLIU NpeOCmMasienbl albmepHamugsl omeemos). Kasxcoomy eapuanmy omseema
He0bX00UMO Npuceoumsv Oal ONs1 Mo2o, 4mobbl NOMOM ObLIO Jlecdue Onpedeiums CMmeneHb
yoosiemeopeHHocmu. B ciyyae c60600H020 8apuanma omeemos Heooxooumo npuceoums Oabl
KOHKPEMHbIM OMBEEemanm.

B xo00e npogedenuss MmoHumopunea Heob6Xo0UMO npo8oOUMs AHAIU3 NOTYYEHHBIX PE3VIbmMamos,
8bIABIIASL NPUHUHBL PE3K020 U3MeHeHus nokazameneu. Eciu uzmenenue noxkazameneu c8513aHO ¢
nogvluleHuemM cmenenu yO00o81emeopeHHOCMU, MO HA OCHOBAHUU NOJYYEHHbIX OAHHbIX MONCHO
BHOCUMb NPEONIOJNCEHUS, 8 MOM HUCle U O NPeMuposanuu cneyuanucmos. Eciu uzmeneHue



nokazamenell C643aHO C PEe3KUM CHUINCEHUeM CMmeneHu y0081emeopeHHOCU, MO HeoOX00UMO
NPUHUMANb CPOYHBLE MEPLL NO BbIX00Y U3 CILONCUBULELICS. CUMYAYUU.

3.5. [loaroroBka oT4eTa O MPOBEIECHUHU UCCIEIOBAHUS

3.5.1. Utoru uccnenoBanus 0hOPMIIIOTCS B BUJIE OTYETa, B KOTOPOM:

U3JIaraloTCsl OCHOBHBIE MOJI0XkeHUs 111ana npoBeaeHus ucciaenoBanus, nepeunciaeHusie B 1.3.1
HacTtosuero [lonoxenus;

naercss MHQOpPMANuUs O CTENEHH YIOBICTBOPEHHOCTH MOTPEOUTENEH (no  603ModHcHOCHU
VKa3bl8aemcsi KOHKPemHo, yem nompeoumenu y0081emseopeHvl U uem He Y0081emeopeHbyl),
JAIOTCS PEKOMEHIAIMH 110 MOBBIIICHUIO YPOBHS YIOBJIETBOPEHHOCTH MOTPEOUTENEH KauyecTBOM
MPEIOCTABIIIEMbIX COLIMANBHBIX yCIyr. PexomeHmanuu NpeacTaBisiOT coOOW  mHepeyeHb
OCHOBHBIX NIPEJUIOKEHHUM, BBITEKAIOMX W3 aHalIM3a MOJIYYEHHBIX JaHHBIX, U HOCAT Cyry0o
YTBEpIUTENIbHBIN XapakTep. B pekoMeH1aiuu BHOCUTCS TOJIBKO TO, YTO MOJUIEKUT BHEAPEHUIO B
IIPAKTUYECKYIO AESTEIBbHOCTD.

3.5.2. B mpwiokeHHSX K OTYETy JAIOTCS MaTepualbl, WUIIOCTPUPYIOUIUE IMpeajaraeMble
BBIBOJIbI M IOJTBEPKJAIOLIUE M3JI0KEHHBIE B OTUETE PEKOMEHJAlMM, BKJIOYas 0OOCHOBaHUE
BBIOODKM M €€ KayeCTBEHHbIE XapaKTEepPUCTUKH, a TaKxke HH()OPMAMOHHO-METOAUYECKUE
MaTepHalbl, 10 KOTOPBIM IPOBOIMIOCH HccienoBanue (u(poBbie, rpaduueckue, TabauyHbe U
IpoYHe MoKa3aTeu, a Takxke Bce (pOpMbl, aHKEThI, OJTAHKU, TECTHI U T. I1.).

3.5.3. OT4eT NoANUCHIBACTCS CIEIHATUCTOM/TPYIIIION CIIEIUAINCTOB, KOTOPHIE IPOBOIUIN
HCCJICIOBAHKE U MTPEIOCTABIISCTCS OTBETCTBEHHOMY 33 CUCTEMY KauecTBa B YUPEIKACHHUM.



[Tpunoxxenue 5

YT1BepKAECHO

NPUKa30M JUPEKTOPA

I'BY KIICOH [dy6poBckoro paiiona
ot 11.01.2016 r. Ne51

MOPAJOK
paccMoTpeHusi oopaneHuii morpeduTesiei COMUAIBLHBIX YCIYT
I'bY KIHCOH [lyopoBckoro paiioHa

1. O01IMe MOJIOKEHUS

Hacrosimum [opsinkom perynupyeTcsi B3auMOOTHOIICHUST MEKy MOCTABIIIMKOM U
noTpeduTeneM (WM €ro 3aKOHHBIM MPEICTABUTEIEM) COLMAIBHBIX YCIYT I10
OCYILIECTBJICHUIO €ro ImpaBa Ha oOXajloBaHUE JeUCTBUM (Oe31elCcTBU)
CTEIMAITUCTA, OKA3bIBAIOIIETO COIMAIBHBIC YCIYTH, U MOMydYeHHuEe OPHUIHATIBHOTO
OTBETa OT PYKOBOJCTBA YUPEHKICHUSI.

2. IIpaBo rpaxaaH Ha oOpalleHue

2.1. [loTpedbuTenn COUMAIBHBIX YCIYT UMEIOT MPABO 00pAIIAThCS JIUYHO, a TAKKE
HANpaBIsATh WHAWBUAYAJIbHBIE W KOJJICKTUBHBIE OOpAaIIEHUS PYKOBOAUTEIIO
YUPEXKICHUS.

2.2. TloTpebuTenu peaausyloT MpaBo Ha oOpalleHre CBOOOJHO U JOOPOBOJIBHO.
OcyuiecTBiieHHE NMOTPEOUTENAMU IIpaBa Ha OOpalleHue He JOHKHO HapyllaTh
mpaBa ¥ CBOOOIBI JPYTUX JIUII.

3. OcHOBHBIE TEPMUHBI, UCIIOJIBL3YEMbIE B HacTosAweM [lopsake

B Hactosiem Ilopsiake HCHOab3yOTCs CIEAYIOINE TEPMUHBL:

- oOpamenue mnorpeduTesss (maigee - oOpailleHWE) -  HaIpaBJICHHbBIC
PYKOBOAMTENIO YUYPESKICHUS WIM B BBIMICCTOSIINNA OpPTraH NHUChbMEHHBIC WIIH
YCTHBIE TPEIOKEHNE, 3asBIICHUE WITH jKalo0a.

- NpeaJioKeHHe - PEKOMEHJIAIUs MOTPEOUTENs YCIyr MO COBEPIICHCTBOBAHUIO
MOpsIKA, TIEPEYHs U YCIOBUH MPEOCTABICHUS COIIMANBHBIX YCIIYT;

- 3asiBJIEHHe - TIPOchOa MOTPeOHUTeNs YCIYr O COICHCTBHHM B peau3allid €ro
KOHCTUTYIIMOHHBIX TPaB ¥ CBOOO/ MJIM KOHCTUTYIIMOHHBIX MIPaB U CBOOOJ APYTUX
JU1, TUO0 COOOIIEHHE O HAPYIICHUHM 3aKOHOB W MHBIX HOPMATHUBHBIX MPABOBBIX
aKTOB, HEJOCTaTKax B paboTe yupexXIeHus JMOO KPUTHKA JEATEIbHOCTU
YUPEXKICHUS;

- kajno0a - mpockba mMmOTpeOUTeNnss O BOCCTAHOBICHWU WM 3aIlUTE €ro
HapYIIEHHBIX MpaB, CBOOOJ WJIM 3aKOHHBIX MHTEPECOB JIMOO TpaB, CBOOOJ WITU
3aKOHHBIX UHTEPECOB APYTUX JIUII.

4. TlpaBa noTpeOUTeNst yCIyT MPU PACCMOTPEHUHU O0paIeHUs

[Ipu paccMoTpeHun oOpalieHusT PYKOBOJUTENIEM YUPEXKICHUS MOTPEOUTENh
UMEET MPaBo:

1) mpeAcTaBIATh AOMOJHUTENbHBIE JOKYMEHTHI U MaTepHalibl TH00 00pararbes C
pocb00it 00 uX UCTpeOOBaAHUY;

2) 3HaKOMUTBHCS C JOKYMEHTaMH W MaTepuaiaMH, KacaloIUMHUCS PacCMOTPEHUS
oOpareHusi, eciiM 3TO HE 3aTparuBaeT MpaBa, CBOOOIBI M 3aKOHHBIE WHTEPECHI



JPYTUX JUI[ U €CIUM B YKa3aHHBIX JOKYMEHTAX W MaTephalax HE COJepKaTcs
CBEJICHMUSI, COCTABJISIIOIINE TOCYAapPCTBEHHYIO WIIK UHYIO TaliHY;

3) mosiy4ath MHCHMEHHBIM OTBET TO CYIIECTBY IOCTABJICHHBIX B OOpaIlCHHUH
BOIIPOCOB, 3a HCKJIIOYEHHEM CIIy4yaeB, yKa3aHHbIX B paszzaene 10 Hacrosuiero
[Topsinka, yBemoOMIIEHHE O TMepeajpecallu NUCbMEHHOTO oOpallleHusl B APYrue
Oprasbl, B KOMIIETEHIIUIO KOTOPBIX BXOJUT PEUICHUE MOCTaBICHHBIX B OOpallleHUH
BOIIPOCOB;

4) oOpamarbcs ¢ JXKaJIo00OM Ha MPUHATOE IO OOPAICHHIO PEIICHHE WM Ha
nericteue  (Oe3deiicTBME) B CBS3M € PAacCMOTPEHHEM  oOpallieHus B
aIMUHUCTPAaTUBHOM W  (WJIK) CyIeOHOM TIOpAJIKE B  COOTBETCTBUU C
3aKOHOAaTebCTBOM Poccuiickon denepanuu;

5) oOpamaThcsi ¢ 3aBICHUEM O IPEKPAIIEHUH PACCMOTPEHUS 0OpaIleHUSI.

5. NapanTun 6€30MacHOCTH MOTPEOUTEIIS B CBSI3H C €r0 0OpalieHneM

5.1. 3anpemaercss mpecienoBaHUE MOTPEOUTENsI B CBS3U C €ro OOpallleHHEeM K
PYKOBOJHUTEIIO YUPEKICHUSI.

5.2. Ilpu paccmoTpeHun oOpalieHusi He JOMYCKaeTcsl pas3rjialleHUue CBEICHUH,
COJIEp KalllUXCs B OOpallleHUH, a TaKKE€ CBEJCHUM, KACaIOIIUXCS YaCTHOM KU3HU
notpedutens, 0e3 ero cormacus. He dABnseTcs pasrianieHUEM CBEICHUM,
coJlep Kalluxcss B OOpallleHHH, HalpaBiIeHUE MUCbMEHHOTO OOpallleHus B WHOU
opraH, B KOMIIETCHIIMIO KOTOPBIX BXOJUT PELICHUE MOCTaBJICHHBIX B OOpallleHUH
BOIIPOCOB.

6. TpeboBaHUs K TUCbMEHHOMY OOPAILEHUIO

6.1. [loTpeOuTenr B CBOEM MUCHMEHHOM OOpallleHUH B 00SI3aTEIHLHOM MOPSIKE
yKa3bIBaeT JIMOO HAMMEHOBAHUE YUPEXKACHHs, JUOO (aMUINIO, UM, OTYECTBO
COOTBETCTBYIOIIETO JTOJDKHOCTHOTO JIMIA, JIMOO JOKHOCTH COOTBETCTBYIOIIETO
JuIa, a Takke CBOM (haMIIMIO, UMsI, OTYECTBO, MOYTOBBIM aApec, MO KOTOPOMY
JIOJKHBI OBITh HaIpaBJICHbl OTBET, YBEIOMIICHHE O Tepeajapecaivi oOpaiieHus,
U3JIaraeT CyTh MPEJIOKEHMUS, 3asIBJICHUS WU KaJl00bl, CTABUT JIMYHYIO MOJMKUCH U
JaTy.

6.2. B ciyuae HE0OXOAMMOCTH B MOATBEPKIACHUE CBOMX JIOBOJOB MOTPEOUTETH
npujaraeT K MUCbMEHHOMY OOpallleHUIO0 JOKYMEHThl M MaTepuajbl JHOO HX
KOITHH.

6.3. OoOpamenne 10 HWHGOPMAIIMOHHBIM CHCTEMaM OOIIEro IOJIH30BaHMS,
MOJIEKUT PACCMOTPEHHUIO B MOPSAJKE, YCTAHOBJICHHOM HacTosiuM [lopsakom.

7. Peructpatiysi TMCbMEHHOTO OOpaIieHus

7.1. TluckmenHnoe oOpalieHue MOMJICKUT 00A3aTETHLHON PErucTpalud B TEUCHUE
TpEeX JAHEN C MOMEHTA MOCTYIUIEHUS B YUPEXKICHUE.

7.2. TluceMeHHOe oOpaleHue, CcolepiKallee BOMPOCHI, PEIICHUE KOTOPBIX HE
BXOJUT B KOMIICTCHITUIO YUPEXKCHHUS, HATIPABISAETCS B TCUCHUE CEMHU JHEHN CO JTHS
perucTpalyu B COOTBETCTBYIOIINM OpraH UM COOTBETCTBYIOIIEMY JOXKHOCTHOMY
JIUILY, B KOMIIETCHIIUIO KOTOPBIX BXOJUT PEIICHUE MOCTABJICHHBIX B OOpaIieHUuU
BOIIPOCOB, C YyBEJOMJICHMEM KJIMEHTa, HaIlpaBHBIIEro oOpalieHue, o
nepeaapecaudd oOpamieHusi, 3a HUCKIIOYEHUWEM ciyyas, yKazaHHoro B p.10
HacTtosero llomoxenus.

7.3. B cnydae, eciu pelIeHHE TIOCTABJICHHBIX B IHUCHMEHHOM OOpaIIeHUH
BOIIPOCOB OTHOCHUTCSI K KOMIIETCHITMN HECKOJIBKUX OPTaHOB, KOMHUS OOpaIlleHUs B



TEYEHUE CEMH JHEW CO JHS PErucTpalydyd HaNpaBISIETCS B COOTBETCTBYIOIIHE
OpTraHbl WX COOTBETCTBYIOIIUM JOJKHOCTHBIM JIUIAM.

7.4. YupexieHue py HapaBiIeHUH MUCbMEHHOTO OOpallleHHs] Ha pACCMOTPEHHE B
JIPYroil OpraH MOET B CiIyyae HEOOXOJIMMOCTH 3aIlpallluBaTh Y HETO JOKYMEHTHI
U MaTepHuabl O pe3yabTaTax pacCMOTPEHHUSI MUCEMEHHOTO 0OpaIIeHHUS.

7.5. 3anpemaeTcs HaNMpaBIATh Kallo0y Ha pacCMOTPEHHE B OpraH, peuieHUue HId
nericteue (0e31elcTBIE) KOTOPBIX 00KaTyeTCHl.

7.6. B cmydae, eciii B COOTBETCTBUM C 3aIllpeTOM, MNPEAYCMOTPEHHBIM M.7.5,
HEBO3MOYKHO HAIpaBJIEHUE >KaJI00Obl HA PACCMOTPEHHE B OPraHbl, B KOMIIETCHIIUIO
KOTOPBIX BXOJMT pEIICHHUE IIOCTABJICHHBIX B OOpAIEHUU BOIPOCOB, Kajnoba
BO3BpAILlAETCA TMOTPEOUTENNI0 C  pPa3bsCHEHHEM €ro ImpaBa 00KaloBaTh
COOTBETCTBYIOIIME pEIlIeHHE Wi AeiicTBue (Oe3nelcTBre) B YCTaHOBICHHOM
NOPSJIKE B CY/I.

8. O0s13aTeNIbHOCTD MPUHATHS 0OpAIIeHHS K PACCMOTPEHHIO

8.1. OOparieHue, MNOCTYNUBIIEE B YUPEKICHUE, MOIJEKUT O0A3aTECILHOMY
PacCMOTPEHHUIO.

8.2. B ciyyae HEOOXOJMMOCTH YUPEKICHHS MOXKET 00€CHEUYUTh PacCMOTPEHUE
oOpallleHHUsI C BBIE3/IOM Ha MECTO.

9. Paccmotpenue oOpatieHust

9.1. PykoBoIUTEINb YUPEKICHUS:

1) obecrieunBaeT OOBEKTUBHOE, BCECTOPOHHEE M CBOEBPEMEHHOE PACCMOTPEHHUE
oOpallieHus, B cy4yae HEOOXOAUMOCTH - C yYaCTHEM NOTPEOUTENsI, HAIPABUBILIETO
oOpailieHue;

2) 3ampammBaeT HEOOXOJMMBIE JIJIi PacCMOTPEHHUS OOpalleHus JOKYMEHTBhI U
MaTepuajibl B APYrUX OpraHax M JIOJDKHOCTHBIX JIHI, 32 WCKJIIOYEHUEM CYIOB,
OpraHoOB JIO3HAHUS U OPTaHOB MPEABAPUTEILHOIO CIEICTBUS;

3) mnOpuHMMAeT Mephl, HANpPaBICHHbIE HAa BOCCTAHOBJICHHE WM 3allUTY
HapYILIEHHBIX MPaB, CBOOOJ U 3aKOHHBIX HHTEPECOB NOTPEOUTES;

4) naeT NMCbMEHHBIN OTBET MO CYUIECTBY MOCTABICHHBIX B OOpAIEHUH BOIIPOCOB,
3a UCKJIFOUCHHUEM CIIy4yaeB, yKa3aHHbIX B p.10 HacTosimero opsaka;

5) yBepomiisier OTpeOUTENS O HAIIPABICHUH €r0 OOpaIIeHUs] Ha PACCMOTPECHUE B
JPYro¥ OpraH Wiv JOJKHOCTHOMY JIMILY B COOTBETCTBHH C MX KOMIIETEHIIUEH.

9.2. OTBer Ha oOparieHHEe MOJIMUCHIBACTCA PYKOBOAMUTENIEM YUPEKACHHUS JIHOO
YIOJIHOMOYEHHBIM Ha TO JIUIIOM.

9.3. OtBer Ha oOpamieHUE, TOCTYIUBIIEEC PYKOBOJUTETIO YUPEKICHUS TIO0
UH(OPMAITMOHHBIM CHCTEMaM OOIIEro MOIb30BaHUS, HAMPABIIAETCS O IOYTOBOMY
azipecy, yka3aHHOMY B oOpallleHuH.

10. ITopsimok pacCMOTPEHUS OTACIBHBIX 00paIIeHUI

10.1. B cinydae, ecaiu B NUCbMEHHOM OOpalleHMM HE YKa3aHbl (QaMuiIus
noTpeOuTeNsl, HAaIpaBUBIIErO OOpallleHWe, U TOYTOBBIM aapec, MO KOTOPOMY
JIOJIKEH OBITh HAIlpaBJeH OTBET, OTBET Ha OOpallleHUe HE JaeTCsl.

10.2. Ilpu mnonayyeHUH NHCHBMEHHOTO OOpalIeHusi, B KOTOPOM CoJepKaTcs
HELEH3YpHbIE OO0 OCKOPOUTENbHBIE BBIPAXKEHMS, YTPO3bl KU3HHU, 37J0POBBIO U
MMYILECTBY JOJKHOCTHOTO JIUIIA, & TAK)KE YIEHOB €r0 CEMbH, YUPEXKICHHUE BIPABE
OCTaBUThH oOpaieHue 0e3 OTBETa MO CYIIECTBY IOCTaBJIECHHBIX B HEM BOIPOCOB
WM COOOIIUTh TPaXKJAaHWHY, HAMpPABHBIIEMY OOpalieHHue, O HEJOIMyCTUMOCTH
37I0YTIOTPEOICHUS TTPABOM.



10.3. B cnyyae eciiyd TEKCT MUCbMEHHOTO OOpaIlleHUs] HE MOJIAeTCs MPOYTEHHUIO,
OTBET Ha OOpallleHre HEe JAeTCA U OHO HE MOJICKHUT HAMPABICHUIO PYKOBOINUTEIIO
YUPEXJIEHUS, O YeM COOOIIaeTCsl MOTpeOUTeNI0, HalpaBUBIIEMY oOpalleHue, eciu
ero (haMuIMs ¥ TOYTOBBIN apec NOAJAI0TCS POYTEHHIO.

10.4. B cnydae ecin B TUCBMEHHOM OOpalleHHH TOTPEOUTENSI COIAEPKUTCS
BOIIPOC, HA KOTOPBI €My MHOTOKPAaTHO JaBaJUCh NHCbMEHHBIE OTBETHI IO
CYLIECTBY B CBSI3M C paHEe HANpaBISIeMbIMH OOpAIIEHUSIMH, U TPU 3TOM B
oOpalleHl! HE MPHUBOJAATCS HOBBIE JIOBOJABI WM OOCTOSATENHCTBA, PYKOBOJIUTEND
yupexaeHus: OO0 YIMOJIHOMOYEHHOE Ha TO JIMIO BIPABE MPUHATH PEIICHHE O
0€30CHOBATEIbHOCTH OYEPEAHOr0 OOpallleHUs U MPEKPaAlICHUH TMEePErucKu C
noTpeduTeneM Mo JaHHOMY Bompocy. O JaHHOM pEIICHUU YBEIOMIISIETCS
NOTpeOuTENb, HAPABUBIIHMKA 0OpalleHue.

10.5. B cnydae eciiv OTBET O CYIIECTBY MOCTABJIECHHOTO B OOpaIleHNUH BOIPOCa HE
MOXET OBITh JJaH 0e3 pa3rialleHusl CBEACHUM, COCTaBIISIIONINX TOCYIapPCTBEHHYIO
WIM MHYIO TailHy, MOTpeOUTENt0, HalpaBUBIIEMY OOpalieHHe, cOooOlaeTcs o
HEBO3MOKHOCTH JIaTh OTBET IO CYIIECTBY MOCTABJIEHHOIO B HEM BOIIPOCA B CBS3U
C HEIOIYCTUMOCTBIO pa3IJIalliEeHUs] YKa3aHHBIX CBEJCHUH.

10.6. B cimydae ecni npu4MHBL, IO KOTOPBIM OTBET IO CYIIECTBY ITOCTABJICHHBIX B
oOpallleHu! BOMPOCOB HE MOI OBbITh JlaH, B MOCIEAYIOLIEM OBLIM YCTPAaHEHBI,
noTpedUTENb BIPaBe BHOBb HAIIPABUTh 0OpaIleHUE PYKOBOAUTEIIO YUPEKICHHUS.
11. Cpoku paccMOTpeHUsI MMCbMEHHOTO 00pallieHus

11.1. IluceMeHHOE oOOpaleHue, MOCTYNUBILIEE PYKOBOAUTENIO YUPEXKICHUS B
COOTBETCTBHMHM C €ro KOMIIETEHLIUEH, paccMaTpuBaeTcs B TeueHne 10 gHeit co nHsA
perucTpanyy NuCbMEHHOTO OOpaIeHHUs.

11.2. B HCKIIOYMUTENBHBIX CIy4YasX pPYKOBOJWTENb  YUPEKIACHUS WU
YIOJHOMOYEHHOE Ha TO JIMIO BOPABE MPOJJIUTh CPOK PACCMOTPEHUST 0OpalleHus
He Oonee yeM Ha 30 gHEH, yBEJOMHUB O MPOJJIEHUH CPOKa €ro pacCMOTPEHHS
KJIMEHTA, HAalIPaBUBILIEr0 0OpalieHue.

12. JInunbIi npueM rpaxian

12.1. JInuHblii pHEeM TpakJaH MPOBOJUTCA PYKOBOJUTEIEM YUPEKICHUS W/UIU
YIOJHOMOYEHHBIMU Ha TO juuamu. MHbopmamms o Mecte mpuema, a Takxke o0
YCTaHOBJIEHHBIX JUUIS IpUEMa JHSAX U yacaxX JOBOJUTCS /10 CBEACHUS MOTpeOuTeNnen
(pa3MemiatoTcsi Ha HMH()OPMAIMOHHBIX CTEHAAX YUPEXKACHUS, HaXOIAUIMXCA B
JOCTYMHBIX JIJIsl TOTpeOuTENel MecTax).

12.2. Tlpu nuyHOM OOpallleHUH TOTPEOUTETh TNPEIBSABISET JOKYMEHT,
YAOCTOBEPSIOLINM €r0 JIMYHOCTb.

12.3. Conepxkanue yCTHOrO oOpaiieHuss notpedutenss 3aHocutcs B JKypnan
oOpareHuii rpaxaan. B ciydae eciu U310KEHHbBIE B YCTHOM OOpaiieHuu GakThl U
O00CTOSITENIbCTBA SIBJISIIOTCS OYEBUJHBIMM W HE TpeOYIOT JIONOJHUTEIHHOU
MIPOBEPKU, OTBET Ha OOpaIleHue C Corylacusi MOTpeOUTeNsE MOXKET ObITh JaH YCTHO
B XOJi¢ JIMYHOTO Npuema, 0 ueM jenaercd 3anuch B JKypHane oOpauieHui
rpaxaaH. B ocTanbHBIX Ciy4yasix JaeTcsi MUCbMEHHBIM OTBET IO CYIIECTBY
MOCTaBJICHHBIX B 00OpaIlleHUH BOPOCOB.

12.4. TluceMeHHoe oOpallleHHe, MPUHITOE B XOJI€ JUYHOTO MPUEMa, TMOJJICHKHUT
perHCcTpallid M PACCMOTPEHUIO B IMOPSAKE, YCTAHOBJIEHHOM HAaCTOSAIIUM
[Topsakom.



12.5. B ciydae ecnu B oOpalieHuu coAepkaTcsi BOMPOCHI, PEIIEHUE KOTOPBIX HE
BXOJUT B KOMIETECHIIUIO YUPEXKIECHUS, TOTPEOUTEIIO TaeTCsl pa3bsCHEHUE, Kyaa U
B KaKOM TOPAJKE €My CIeIyeT OOpaTUThCS.

12.6. B xome muyHOTO mpuUeMa TMOTPEOUTETI0 MOXKET OBITh OTKa3aHO B
JANbHENIIEM pPAacCMOTPEHUM OOpalieHus, €ClIM €My paHee Obul JIaH OTBET I10
CYILIECTBY TIOCTABJICHHBIX B OOPAIIEHUH BOIIPOCOB.

13. KoHTpo:ab 3a coOI0/IeHHeM MOPsAKA PACCMOTPEHUsT 0OpalieHui
PykoBonuTtenb yuypexkAEHUsS B MPEAEIaX CBOEW KOMIIETEHIIMM OCYIIECTBISET
KOHTPOJIb 3a COOJIIOJICHUEM TMOpsiAKa PACCMOTPEHUs OOpallleHUd, aHATIU3UPYET
coJiep KaHue MOCTYNAOUMX OOpalieHul, MPUHUMAET MEPhI 10 CBOEBPEMEHHOMY
BBIIBJICHUIO W YCTPAHCHHUIO TNPUYMH HAPYUIEHUA TOpsSAKA M YCIOBUU
o0cCITy>KUBaHUS TTOTPEOUTENCH.
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Y1BepxkaecHO

MIPUKA30M JUPEKTOpa

I'bY KIICOH JlyopoBckoro paiioHa
ot 11.01.2016 1. Ne51

Opranusanus 00paTHON CBSI3U € TPAKAAHAMM,

MOPAIOK NMPOBEPKU 000CHOBAHHOCTH K100 IPaskIaH HA KAYeCTBO YCJIYT
B 00J1aCTH COLHAJIBHOI0 00CIYKMBAHUS HACEJICHUSI B COOTBETCTBHH €
(penepanbubiM 3aKk0HOM 0T 02.05.2006 roxa «O nmopsiake paccMOTpPeHUs
oOpamenuii rpa:xknan Poccuiickoit ®@enepaunm)

B I'BY KICOH Jly6poBckoro paitoHa uMeetrcsi KHura oOT3bIBOB U
nokenaHui rpakaad.  KadecTBeHHBIN ypOBEHb MPETOCTABISIEMBIX COIMATBHBIX
yCIIyr B OOJaCTH COIMAIBHOTO OOCITYKMBAHUSI OIpEACNIeTCs Ha OCHOBAaHUU
pe3yiabTaTOB MOHUTOPHUHTA, KOTOPHIN TPOBOJUTCS KOMUCCHEH.

3.1.00patHasi cBA3b C TpaxaaHaMHU - MOTPEOUTENIMH YCIyT B 00JacTH
COLIMAJIBHOTO OOCTY>KMBAaHHSI HACENEHUs TOJICPKUBACTCS B YUPEKICHUU B
o0s3aTeNbHOM MOpsAKe B (opMme OOpallleHHid TpaxkJaH, MOJTYYUBIIUX JaHHYIO
YCIIYTY, € KaJIO00H W MPEAJIOKEHUEM K JOJDKHOCTHBIM JIMIAM, B KOMIIETEHIIUIO
KOTOPBIX BXOJUT pa3peiIeHNe MOCTaBICHHBIX B 00OpAIEHUSIX BOIIPOCOB.

3.2.00palieHus rpaxiaaH MpeACTaBISIOTCS B TUCbMEHHOM BHJIE U JOJIKHBI
COJIep’KaTh HAMMEHOBAHUE U aJPEC OpraHa WM JIOHKHOCTHOTO JIMIA, KOTOPBIM
OHM aJIpECOBaHbI, U3JIO’KEHHE CYIIECTBA OOpalleHus], ykazaHnue (paMuiuuv, UMEHHU,
OTYeCTBa OOPATUBIIUXCS TPaXkIaH, JAHHBIE O MECTE >KUTEIbCTBA, paOOThl WM
y4eObl, JaTy COCTaBJICHHsS OOpalleHuss ¢ JIMYHYI0 TOAMUCH (TIOAIMHUCH)
oOpaTHUBIITHXCS.

3.3.Kano6a (mpemyiokeHue) A0HKHBI ObITh 3apETUCTPUPOBAHBI HEMEJICHHO
MPU MOCTYIUICHUH B JKypHAJIe PETUCTPAIIUH KAJI00 U MPEJIIOKEHUH.

3.4. 5xano0bl ¥ MPEITIOKEHUS pacCMaTpUBAIOTCS B CpOK He Oosiee 10 qHEl co
THS WX perucTpanud. B ciaydae HEOOXOAMMOCTH TPOBEACHHS CIICIHATBHON
MIPOBEPKH, HUCTPEOOBAHUS JOMOJHHUTEIBHBIX  MaTEepPHaIOB, JOMOJHUTEIHLHOTO
U3YUYCHUS TIPEIJIOKEHUN JTMOO MPUHATHS APYTHX MEP CPOK I PACCMOTPEHUS
Kajo0 MOXKET OBbITh B MOPSIKE UCKITIOUCHHUS TTPO/IJICH.

3.4.1.B ciy4yae mpoAJICHHs] CPOKOB PacCMOTpPEHHsI OOpallleHHi, opraH Wu
JOJDKHOCTHOE JIMIIO, TPUHSBILEE PEIICHHWE O MPOJUIEHHH CPOKOB M3BEHIAIOT 00
ATOM OOpaTUBIIMXCS TPaKAaH B TPEXIHEBHBIN CPOK CO JTHS MPUHATHS PEIICHUS O
MIPOJIJICHUH CPOKA.

3.4.2. B pe3ynbTaTe pacCMOTPEHUS OOpAIICHHI Ipak/iaH JOKHOCTHOE JUII0
MPUHUMAET OJTHO U3 CICAYIONUX PEIICHUN:

-0 TIOJTHOM WJIM YaCTUYHOM YJIOBJIETBOPEHUHU OOpaIeHUs;
-00 O0TKa3e B yIOBJIETBOPEHUH OOpAICHHUS,;
-0 Pa3bsACHEHUH T10 BOTIPOCAM, TTOCTABICHHBIM B OOpAIlIEHUH.



3.43. MW 3n0xkeHue peuieHuss MO0 MNPEMIOKEHUSIM  JOJDKHO  OBITh
MOTHUBUPOBAHHBIM.

3.4.4. UznoxeHue perieHus 1o xajaode JOMKHO ObITh MOTUBUPOBAHHBIM CO
CCBUIKOM Ha KOHKpETHbIE cTaThu (efepaibHbIX 3aKOHOB M  3aKOHOB
CTaBpoOIoONbCKOTO Kpasi, coaepkaTb HHGPOPMAIUI0O O KOHKPETHBIX MeEpax IIo
BOCCTAHOBJICHUIO HApYIICHHBIX JACHUCTBUSMU (O€3l€UCTBHEM) U PEHICHUSIMU
OpraHoOB WJIM JOJKHOCTHBIX JIUIL ITPAB UJIM 3aKOHHBIX HHTEPECOB IPaXkKIaH.

3.4.5. O peuieHuy, NPUHITOM [0 MPEAJIOKEHUIO WM Kallobe rpakIaHuHA,
eMy, a TaKXe JUIy, YbM JeHcTBUA ( Oe3eHCTBUE) WM PEIIeHUE O0XKATYyIOTCs
JTIOJKHO OBITh COOOIIEHO B TEYEHUE ECSITH JIHEH CO JIHS MPUHSATHUS PEIICHHUS.

3.4.6. JI0JKHOCTHOE JIMIIO, TIPUHSBILIEE PEIICHUE MO 00palieHUsIM rpak/iaH,
UCIIOJIHSIET WX, JlaeT COOTBETCTBYIOIIME  PACHOPSIKEHUS B MOPSIKE
MO TYMHEHHOCTH.

3.4.7. Kanmoba He cuuTaeTcs paspenieHHOW 0 MOMEHTa HCIOJHEHUS
NPUHATOTO TO0 HeW pemeHusa. Ecnm pemieHne HEe MOXKET OBITh  HCIOJHEHO B
YCTaHOBJICHHBIE CPOKH, HCTIOJIHHUTENh JaeT MUCHMEHHBIH OTBET JOJIKHOCTHOMY
JWILY, TIPUHSBIIEMY PEIICHHE O jKajo0e, ¢ YKa3aHHeM MPUYUHBI 33JIEP>KKH U CPOKa
OKOHYATENIbHOTO HWCHONHEHUsT pemieHusa. OTBET MCHOJHUTENs CTaBUTCS Ha
KOHTPOJIb JI0 [TOJIHOTO OCYLIECTBJICHUS HAMEUEHHBIX Mep.

34.8. Ecmm xanoba yAOBIETBOpEHA IMOJHOCTHIO WM YaCTUYHO,
JOJDKHOCTHOE JIMIO, MPHUHSBIIEE pelIeHHe 1o kajiobe, 00s3aHO MPUHATH B
COOTBETCTBUH CO CBOEH KOMIIETEHIIMEN HEOOXOAUMBIE MEPHI 10 BOCCTAHOBJICHUIO
HApYIIEHHBIX MPaB IPaK/IaH.

3.4.9.pemienne 1O  OOpallleHUAM TpakJaH HE MOTYT CUUTAThCA
UCIIOJJHEHHBIMU HAa OCHOBAaHMUU JIOKyMEHTa, B KOTOPOM COOOILIAeTcsl O
MpEeoiaraéMbIX Mepax Mo UX peaTn3alii.

3.5.be3 cornacus TpaxaaH, OOpPATUBIIMXCS K JOJKHOCTHBIM JIMIIAM,
3allpelnaeTcsl pasriamaTrh CBEJEHUS U PacCIpOCTPaHATh HHPOPMAIIMIO O YACTHON
KU3HU TPaKJaH, CTABIIMX W3BECTHBIMU STUM TOJDKHOCTHBIM JIMIIaM B CBSI3U C
paccMoTpeHreM oOpaleHui TpakiaH.

3.5.1. Tlo mpocrbe oOpaTUBIIETOCS rpaXJaHuHA HE TMOJIeKAT
pasrialieHuIo CBEJCHHUS O ero (haMuiInM, UMEHHU, OTYECTBE, MECTE YKUTEJIbCTBA
WM MECTe paboThl, yueObl U HBIC TaHHBIC.

3.6.Hapymienue mopsika U Cpoka MHUCBMEHHOTO OTBETa Ha OOpalleHus
rpaXjaaH BJ€YET JUCHUIUIMHAPHYI0O W aJMUHUCTPATUBHYIO OTBETCTBEHHOCTH
JOJDKHOCTHBIX JIMLI B COOTBETCTBUU C (efepalbHbIM 3aKOHOAATEIbCTBOM U
3aKOHOJIaTEIHLCTBOM bpsiHCKOM 00acTu.



IIpunoxenue?

YTBepxkaeHO

MIPUKa30M JUPEKTOpa

I'BY KIICOH Ay6poBckoro paiioHa
ot 11.01.2016 r. Ne51

Hepequb AOKYMECHTOB YIPC/KIACHUSA 110 KOHTPOJIIO
KavdYeCTBa OﬁCJ’Iy)Kl/IBaHl/Iﬂ

1. Ilpukaz 00 yTBEpXKIEHUH JTOKYMEHTOB CHCTEMbl KOHTpOJISI KadyecTBa
MPEAOCTABISEMBIX YCIIYT.

2. Ilpuka3 o co3gaHuM CIyKObl KOHTPOJISL 32 JIEATENbHOCTBIO MOpa3eeHU U
OTJIEJIbHBIX COTPYJHUKOB MO OKA3aHUIO COLUUAIBHBIX YCIYI U UX COOTBETCTBUIO
HallMOHAJIbHBIM  cTaHgaptam  Poccuiickoin ®dexepaunn 100  COLMATIBHOMY
00CITy>KUBaHMIO.

3. IlonuTtHka yupexxaeHus B 00JaCTU Ka4eCcTBa 0OCTYKUBAHUS.

4. PyKOBOJICTBO IO KAYECTBY OOCITYKUBAHHUS.

5. PyKoBOACTBO MO OpraHu3aluy padOThl CUCTEMBI KOHTPOJIS KauecTBa.

6. T'omoBoi maH paboOThl YyuypexkAeHUS B O00JACTH KOHTPOJIA KadecTBa
COI[MAJILHOTO OOCITY>KUBaHUS.

7. T'onoBbie rpadvKy TIIIAHOBBIX M MEPEKPECTHBIX MPOBEPOK.

8. Ciucok BOMpOCOB ISl TPOBEAEHUS MPOBEPOK.

9. T'onoBoi#t aHanu3 paboThl YUPEKIEHHUS B 00JIACTH KayeCcTBa MPEIOCTABIISIEMbIX

YCIIYT.

IlepeyeHb TOKYMEHTOB CTPYKTYPHOIO MOAPAa3/ieJIeHUs M0 KOHTPOJIIO
Ka4ecTBa 00CIyKMBAHUS

1. IInan pa®oThl MoApa3aeneHus B 00J1aCTH KauecTBa MPEJOCTABISIEMBIX YCIYT.

2. I'paduk mpoBepok KauecTBa NPeJOCTABISIEMBIX YCIIVT.

3. [lnan MeponpusTHil IO YCTPAHEHHUIO HEJJOCTATKOB (MPU BBISIBJICHUN TaKOBBIX).
4. KypHan KOHTpOJS KauyecTBa YCIYT, MPEIOCTaBISIEMbIX OTAelieHreM (B hopme
COLIMAJIBHOTO 00CITY>)KMBaHUS HA JOMY).

5. Ilonoxxenue o0 OTAENIEHUN.

6. [IpaBuna, HHCTPYKIIMHU, METOAUKHN PAOOTHI C MOTYYaTEISIMU COLIUATIBHBIX YCIIYT.
7. IlopsAtOK NPEIOCTABICHUS YCIIYT.

8. T'omoBoit ananmu3 pabOThl OTAEICHUS B OOJACTH KadecTBa MPEIOCTABIISIEMbIX

YCIIYT.



