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Henb. UccnenoBanne HampaBieHO Ha aHAIM3 COBPEMEHHBIX MOJIXO/IOB K OIICHKE KauecTBa MPE0CTABICHHUS TOCYIap-
CTBEHHBIX YCIIyT Ha MPHMEpE CYOBEKTOB YpanbCcKoro eepasbHOTO OKpyTa.

MeTtonoaorust u MeToabl. [IpoBeneH CpaBHUTEIBHBIA aHAIN3 COBPEMECHHBIX MTOJIX0OI0B K OIICHKE KauecTBa Ipe-
JIOCTABJICHUSI TOCYIaPCTBEHHBIX YCIYT CYOBEKTOB YPalIbCKOTO (peiepaibHOro OKpyra, B TOM YHCIIC 110 TAKUM Iapa-
MeTpaM KaK METOJBI U IMOKA3aTeNId OICHKU, IEPUOAUIHOCTD OLIEHKH, TOCTYITHOCTh PEe3yJbTaToB. B oCHOBY aHanm3a
MTOJIOKCHBI HOPMATUBHEIE MTPABOBBIC JOKYMEHTHI M OHUIIHAIBHBIC OTYCTHl OPTAaHOB UCIIOJIHUTEIBHON BIACTH CYyObh-
eKTOB PD.

Pe3yabTaThl U 00JacTh NPpUMeHeHNsl. B TaHHOM HcCIeI0BaHUH paCCMOTPEHBI COBPEMEHHbBIE TEOPETHUECKUE TTO-
XOJIBI K OIIEHKE Ka4eCTBa MPEI0CTABICHHUS TOCYIaPCTBEHHBIX YCIYyT. B 4acTHOCTH, pacKphITO COAep KaHNEe TaKOro KOM-
IJIEKCHOTO METO/1a KaK MOHUTOPUHT. J[aHa XapaKkTepuCTUKa OpraHu3allid MOHUTOPUHTAa KaueCTBa MPEI0CTaBICHUS TOCY-
JAPCTBCHHBIX YCIYT B CYOBCKTaX YPaIbCKOTO (he/iepaibHOTO OKpYTa. BBIABICHBI IPOOIEMbI OpraHU3aIiy U TPOBEIACHUS
MOHUTOPHHTA, B TOM YHUCJIE CBSI3AHHBIE C MPUMEHEHUEM METOJIOB M MHCTPYMEHTApHs OIIEHKH, TOCTYITHOCTH HH(pOopMa-
IUH O pe3ybTaTaX MOHUTOPHHTA U JIp.

Hayuynas HoBu3Ha. HayuHast HOBH3HA 3aKJIFOYAETCs B UCCIICIOBAHUN OCOOCHHOCTEH OpraHU3aIliy OIICHKU KaueCcTBa
MIPEI0CTABJICHHUS FOCYIaPCTBEHHBIX YCIYT B CyObeKTax YpaiabCcKoro enepaabHOro OKpyra.

Karouesvie cnosa: TocynapCTBEHHBIE YCIYTH, KAUECTBO NPEAOCTABIEHHSI TOCYIaPCTBEHHBIX YCIIYT, OLIEHKA Ka4eCTBa,
VYpanbckuii (penepanbHbIii OKPYT.
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Purpose. The study aims to analyze the current approaches to assessing the quality of public services by the exam-
ple of the Ural Federal District.

Methodology and methods. A comparative analysis of modern approaches to the assessment of public services’ qual-
ity in the Ural Federal District, including such parameters as methods and assessment indicators, frequency of assess-
ment, availability of results. The analysis is based on legal documents and official records of the executive authorities of
the Federal subjects of the Russia.

Results and application. This report examines current theoretical approaches to assessing the quality of public ser-
vices. In particular, author disclosed content of such a complex method as monitoring. Author characterized quality mon-
itoring organization of public services in the Federal subiects of the Ural Federal District. The problems of organization
and monitoring, including those connected with the use of methods and evaluation tools, the availability of information
on the results of monitoring were revealed.
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Scientific novelty. The scientific novelty of the study is to assess the quality characteristics of the public services orga-

nization in the Federal subjects of the Urals Federal District.
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[epexox cucTeMbI TOCYIapCTBEHHOTO yripapicHus PO
Ha MPEeJ0CTaBIEHUE TOCYIaPCTBEHHBIX YCIYT Ha4Yall OCYy-
MIECTBISITHCS OOJiee NNEeCATH JIET Ha3aj MOCie MPUHATH
Vka3za IIpe3unenta PO ot 09.03.2004 . Ne314 «O cucreme
U CTPYKTYpe (eaepaibHbIX OPraHOB HCIIOTHUTEILHON Blla-
CTH», B KOTOPOM BIIEpBbIC OBUIM YCTaHOBIICHBI (DYHKIIUU
TOCYJapCTBEHHBIX OPTaHOB TI0 OKa3aHUIO TOCYIapCTBEH-
HBIX yCIIyT. BakHEHWIIUM 3TarmoM peryaupoBaHHs MPO-
1ecca OKa3aHus TOCYAapCTBEHHBIX YCIYT CTAJIO TPHHS-
te @enepanbHoro 3akoHa Pocculickoit denepauuu ot
27.07.2010 . Ne210-®3 «O06 opraHU3aIHH IPEIOCTABIIC-
HUS TOCYIapPCTBEHHBIX U MYHHUITUIIAIBHBIX YCIyT» (anee
210-®3), B KOTOPOM 3aKPEIIAIOTCS TPeOOBaHUS KO BCEM
JTaraM Tporecca OKa3aHus yCiIyru. B To xe BpeMs B 1aH-
HOM IIPAaBOBOM aKTE BOMPOCHI KaueCTBa MPEIOCTABICHUS
FOCYJapCTBEHHBIX YCIYI HE HAIUIM CBOETO OTPAXKECHHUS.
B 210-®3 nanHOe MOHATHE YIOTPEOISIETCS TOTBKO OJUH
pa3 B cTathe 14, onmchIBaroIIeH TpeOOBaHUS K CTAHAAPTY
MIPEeI0CTABICHUSI TOCYAapCTBEHHBIX ycuyT [1]. OnHum u3
pa3menoB CTaHAapTa BRICTYMAIOT «II0KA3aTeNN JOCTYITHO-
CTH ¥ Ka9eCTBa TOCYIapCTBEHHBIX YCIYyT», HO UX COEpIKa-
HUE B 3aKOHE HE PACKPBITO.

3a mporieame co BpEMEHH MPUHATHS 3aKOHA TOJIbI
TIOHSATHE KauyeCTBa IIPEeI0CTABICHNS TOCYIaPCTBEHHBIX YCIYT
IUTOTHO BOIILIO B JICSITENIFHOCTD (DeACPaTbHBIX M PErHOHATh-
HBIX OPTaHOB UCIIOJIHUTENLHOM BIIACTH, CTaB OTHUM M3 BaXK-
HEUIMX KPUTEPHUEB OIEHKH MX paboThl. B TO ke Bpems
MOYXHO TOBOPHTH O HAJMYHH psija MpodieM B 3Toi chepe
KaK TEOPETHYECCKOTO, TAK M IPAKTUICCKOTO XapaKTepa.

Heo6xoauMo OTMETHUTh HEIOCTATOYHYIO MPOpPado-
TaHHOCTBH BOIIPOCOB OIICHKH KauecTBa MPEI0CTaBICHUS
TOCYIapCTBCHHBIX YCIIYT B COBPEMEHHOW OTCYCCTBCHHOM
Hayke. XOTsl MCCJeA0BaHUE KauecTBa MPEN0CTaBICHUS
TOCYIapCTBEHHBIX YCIYT HAIJIO CBOE OTPAXXCHHE B Psizie
paboT oTedYeCTBEHHBIX aBTOpOB, Takux kak H.C. Mup-
30s1H, B. IlleBueHKO, OJHO3HAYHOTO OMPEICICHUS TOHSITUS
Y CYIIIHOCTH JIAHHOTO SIBJICHUS AaHO He ObuT0 [2,3]. Takxke
HEOOXOIUMO OTMETHTH HCCIEIOBAaHU, MOCBSIICHHBIC
OTJCIBHBIM aCIleKTaM KadecTBa TOCYCIyT — CTaHIapTaM
kauectBa (O.A. JlomoBuea, O.U. Hlenpuna, f. Kaiinp
[4,5]), noBeiennto kauectna (B. B. Oxpenwmiios [6]). [Tpo-
OJneMa OIICHKH Ka4ecTBa U JJOCTYITHOCTH TOCYAapCTBEHHBIX
U MYHHIMITAIBHBIX YCIYT OTPaKeHa B HMCCICIOBAHHSIIX
A.H. Jlynesa u H.b. Ilyrauesoii [7]. IIpu aToM mpaxTu-
YECKH HE M3YYCHHBIMH OCTAIOTCS BOMIPOCHI OIIEHKH Kade-
CTBa TOCYIAPCTBEHHBIX YCIYT HA PETHOHATHHOM YPOBHE.

B cBsi3u ¢ HEOOXOMUMOCTBIO DOJIee TTOAPOOHOTO H3Y-
YeHHUs MPOOIIeM OICHKH KauyeCTBa rOCYIapCTBEHHBIX YCIIYT,
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B TOM YHCJIC HA PETHOHAIEHOM YPOBHE, LIEJIBIO JJaHHOTO
HCCJIeI0BAaHUS BBICTYNMJI aHAJINU3 COBPEMEHHBIX MOAXO-
JIOB ¥ IPOOJIEM OLIEHKU KauecTBa IPET0CTABICHHS TOCy-
JTAPCTBEHHBIX YCIYT Ha IIpUMEpe CyObEKTOB YPaIbCKOTO
(enepanbHOro OKpyra.

CoBpeMeHHbIe MOAX0AbI K OIpeIe/eHHIO
MOHSATHS M CYIIIHOCTH KayecTBa
OKa3aHMsI FOCYAAPCTBEHHBIX YCJIYI.

Kak TeopeTnueckyro OCHOBY aHaJIN3a KauecTBa rocy-
JApCTBEHHBIX YCIYI, Ha Hall B3DJISAL, MOXKHO HCIIOJIB30-
BaTh IOJXO/BI MEHEKMEHTA KayecTBa, a TAK)Ke MEHe.l-
*MeHTa cepsl yeryr. HecMoTpst Ha ycToW4MBBIN HHTEpEC
KakK HayKH, TaK M NMPaKTUKU K 9TOH npoliieme, onpenese-
HHE MOHATHS KauecTBa yCIyr IO CUX IIOp He SBISETCA
OJTHO3HAYHBIM M ycTosiBIIMMcs. Cpeny Hanboiee U3BECT-
HBIX MOXXHO BBIICJIMTB OIpPEICICHHS, JTaHHbIC B Pa3Iny-
HBIX cUCTeMax craHaaprusaiuu. Tak, B MexayHapoaHoM
crarnapre LCO 8402-94 «VmpasrieHue Ka94ecTBOM H 00e-
cnieyeHne kauecta. ClloBapb», KauecTBO YCIyT MOHUMa-
€TCsl KaK CTEICHb YIOBIECTBOPEHUSI OXKHMIAHUN TIOTPEOH-
teneit [8]. B TOCT P 50646-2012 «Ycmyru HaceneHHIO.
TepMUHBI 1 ONIpeAEICHIUs» Ka9eCTBO YCIYTH ONPEIEIISIOT
Kak OOIIYI0 COBOKYITHOCTh TEXHHYECKHX, TEXHOJIOTHYE-
CKHX M 9KCIUTyaTallMOHHBIX XapaKTePHCTHK, HOCPEICTBOM
KOTOPBIX yCITyTa Oy/IeT OTBeUaTh HyKaaM rmotpeduress [9].

PaccMOTpUM OCHOBHBIE TEOPETHUYECKHE MOXOJIBI
K OIpE/IeNIEHUI0 CYIIHOCTH Ka4yecTBa yciyr. MHorue
HCCIIeIOBATENN BBIACISAIOT TaKWe COCTABIIAIOLINE Kade-
CTBa YCIYT'M KaK Ka4eCTBO pe3ylibTaTa M KauecTBO 00CITy-
xuBanus (cepsuca) [10]. IIpu 5T0M KOHEUHBIE Pe3yIIbTaThI
YCIIyTH U CaM MPOoLecc 00CIyKUBAaHUS pacCMaTPHBAIOTCS
KaK B3aMMOCBSI3aHHBIC U SBJISIOTCS COCTABHBIMH JJIEMCH-
TaMU TOHSTHS «Ka4eCTBO YCIyTH», a TAaKXKe yIOBJIETBO-
peHHocTH notpeduTenei [11].

Crenuduka ornpeiesieHns KauecTBa yCIyrH SBISSTCS
MIPOM3BOTHOM OT 0COOEHHOCTEH caMoil yCIIyTH — ee HeMa-
TEPUAIBHOIO, a 3a4acTyi0 U HEOoCsA3aeMOro XapakTepa,
HECOXPaHAEMOCTH, HEIOJITOBEYHOCTH, HEOTACIHUMOCTH
MPEIOCTABICHHS OT MOTPEOICHUS, 3aBUCUMOCTH OT KOH-
KPETHOT'O UCIIOJIHUTEIIS U JIp.

B oTHOlIEHMHU rocyqapCcTBEHHBIX YCIYT Mpodiema
KadecTBa MpHoOpeTaeT eme Ooyiee CIOKHBIN XapakTep,
T.K. pE3YyJIBTaThl NPEIOCTABICHHON YCIYTH OYECHb CIICIH-
(UYHBL: 3TO MOXKET OBbITh MH(OPMAIIUS, YCTAHOBIICHUE HITH
HOATBEPIKIICHHE IIPaBa, MaTepHanbHOE 00eCcIeueHHE IpaBa.
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3a4acTyro pe3ysbTaT roCy1apCTBEHHOH YCIIyTH He SBISeTCS
KOHEYHBIM 3TallOM yIOBJIETBOPEHUS IMMOTPEOHOCTH 3asIBH-
TEJs, a TOJILKO MPEIOCTABISIET BO3MOKHOCTD YIOBIETBOPE-
HUSI Pa3JIMYHBIX TIOTPEOHOCTEH B lasibHEHIIIEM (HarTpumep,
MOJTy4eHHE yIOCTOBEPEHUS MHBAJIMIA TACT IPABO Ha COIH-
aNbHBIC TBTOTH). [[03TOMY 0 KadecTBe pe3yibTara rocyaap-
CTBEHHOM YCIIyTU TOBOPHUTH JOCTATOUHO CIIOAKHO.

Eme oquH moaxoa K KadecTBY yCIyT Mpeanojaraet
BBIZICICHIE KauyecTBa WCIIONHEHHUS YCIYyTH W KadecTBa
obcmyxxuBaHus. B pamMkax NaHHOTO MOAXOAa KadeCTBO
MTOHUMAETCS KaK CTENeHb COOTBETCTBUS MOTPEOUTEIBCKUX
CBOWCTB YCIIYyTHM KOHKPETHOU OOIIECTBEHHOW MOTpeOHO-
CTH, TIPY STOM Ka9e€CTBO HUCITONHEHUS YCIYTH XapaKTeph-
3yeTcs €e COOTBETCTBHEM KaK TPEOOBaHUSM JICHCTBYIOIICH
HOPMAaTHUBHO-TEXHUYECKOM TOKYMEHTAIUH, TaK U MOXKea-
HUSM KOHKPETHOTO TIOTPEOHTENS YCIYTH, COTTIAaCOBAHHBIM
IIpH TpUEME 3aKa3a; a Ka9eCTBO OOCITY)KUBAaHUSI — COBO-
KyIHOCTBIO YCJIOBHH, METOJIOB M CPEJIICTB, 0OeCreynBa-
IOLIMX KOHKPETHOMY MOTPEOUTENI0 BO3MOKHOCTD IMOJY-
YeHUs yCIYTd C MHUHHUMAJIbHBIMH 3aTpaTaMH BPEMCHH
1 BBICOKOHM KYJIBTYpOH OOCITY>KUBAaHUS MPH ONTUMAaIbHBIX
COLIMAIEHO-)KOHOMHYECKUX PE3yJIbTaTax 00CIy)KUBaHUS
[12]. Ha Ham B3MI/1, JAHHBIA TTOIXO B IIEJIOM IPUMEHUM
OTHOCHUTEIIPHO Ka9eCTBa MPEIOCTABIICHUS TOCYIapCTBEH-
HBIX YCIIYT, IPU ATOM KaueCTBO HCIIOJIHEHHSI MOXET OBbITh
OIICHEHO KaK COOTBETCTBHE yCIyTH TPEOOBaHUAM aIMHU-
HUCTPAaTUBHOTO periaMeHTa W 3aKOHOJATEIFCTBA B JaH-
HOH cepe, a KauecTBO 00CITy)KHBaHUS — Kak oOecrieueHne
YCIIOBHH MOJTy4eHHS YCIIYTH, @ TAK)KE COOTBETCTBHS OKa3a-
HUS YCIIyTH YCTAaHOBICHHBIM HOpMaM BPEMCEHHU.

He menee BakHOI M HEpEIIEHHON HAyYHO-NPAKTH-
YeCcKOM MpOoOIEeMOil SIBIISIETCSl yCTaHOBICHHE HOMEHKJIA-
Typhl IOKa3arenel kayecTBa yciyr. B pamkax noaxona,
orpaxeHHOTro B 'OCT, BBIACTAIOT HECKOIBKO OCHOBHBIX
IpyNII MoKa3aTesiell KayecTBa yCIyT 10 XapaKTepusye-
MBIM MMM CBOMCTBAaM YCIyT: Ha3HaYCHHs, 0€30IIaCHOCTH,
podeCcCHOHATBHOTO YPOBHS IEpCcOHaja, HaIeKHOCTH,
KOTOpBIE B CBOIO OYEPENb COCTOSIT U3 IPyMI MOKa3aTenei
[9]. OnHaxo naHHBIA NepedeHb HOCUT OOIIUil XapakTep,
B CBSI3W C YE€M PAIOM OTEUECTBEHHBIX aBTOPOB IPEIIPH-
HUMAFOTCS TIOTTBITKA €T0 aJanTaIliy K CIieI(HUKe OTAeTb-
HBIX Cc(hep OKa3aHUs yCIyT.

BriepBbie 11eneBble TOKa3aTean KauecTBa MPeIoCTaB-
JICHWS TOCYIapCTBEHHBIX YCIYT OBUIA YCTaHOBICHBI YKa-
3oM IIpesunenra PO B.B. Ilytuna ot 07.05.2012 roga
Ne 601 «O6 OCHOBHBIX HalpaBlIEHHUSIX COBEPIIECHCTBOBA-
HUS CHCTEMBI TOCYIapCTBEHHOTO yIIpaBieHHus». CormacHo
€My B IIeTIX JalTbHEHUIIeT0 COBEPIICHCTBOBAHMUS CHCTEMBI
rocyapcTBeHHOTO yripasienus [IpaBurensctBy Poccuii-
ckoit denepanuu HEOOXOAMMO 00ECIICUUTh TOCTHIKCHUE
CIeNyIOIIMX IOKa3aTemnei:

1) ypoBEHb YNOBIETBOPEHHOCTH TrpaxjgaH PP
KayeCcTBOM IPENOCTaBICHUSA T'OCYJapCTBEHHBIX YCIyT
k 2018 romgy momxkeH coctaBisATs He MeHEe 90 %;
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2) ne menee 90% rpaxnaan k 2015 romy HOMKHBI
WMETh JOCTYII K ITOJIYYEHUIO TOCYTapCTBEHHBIX yCIYT IO
TIPUHIIAITY «OIXHOTO OKHA)» TI0 MECTY MPEOBIBaHUS, B TOM
yucie B MOI;

3) ue menee 70% rpaxgan k 2018 romy OymyT
HCIIOJIF30BAaTh MEXaHU3M ITOJIYICHHS TOCYIapCTBEHHBIX
¥ MYHUIIUITAJIBHBIX YCIYT B AJICKTPOHHOH (opme;

4) cpeaHee YKCIO OOpallleHUl MpeacTaBuTeNeH Om3-
Hec-coo0IIecTBa B OpraH roCyIapcTBEHHOH BiIacTu PO
IUISL TIOMYYCHHSI OJHON TOCYHapCTBEHHOW YCIIYTH, CBS-
3aHHOW €O cepoii PeANPHHUMATEIBCKON EATSILHOCTH
k 2014 rogy 10KHO COKPATHTHCS 70 2;

5) BpeMms OXHIaHUS B OUepeNr TIPpH OOpaICHUN 3as-
BHTEJIS B OpraH rocynapcTBeHHOM Biactu PO mis momyye-
HUS TOCYJapCTBEHHBIX ycayT kK 2014 rony T0MKHO COKpa-
TUThCA 10 15 munyT [13].

JlaHHBIC TTOKA3aTeNN OBLTH MCIIONB30BAHBI B KAYCCTBE
KJTIOUEBBIX MPU OIEHKH KayecTBa MPEIOCTABICHHUS TOCY-
JTApCTBEHHBIX YCIYT KaK Ha (efepaqbHOM, TaK M HA PeTu-
OHAJHHOM YPOBHSX.

TToxxoanbl K olleHKe KayecTBa
NMpeaoCcCTaABIeHHsI TOCYIAPCTBEHHBIX YCJIYT.

B Hactosiee BpeMms B cdepe yciayr NpUMEHSASTCS
HECKOJIBKO HamboJjee pacrnpoCTPAaHEHHBIX KOHIICTIITHH
OLICHKH KauecTBa YCIYTH: JIByX M Tpex(paKTopHas MOJIEIIN
OLIGHKHM KayecTBa; ISTUCTYyINEHYaTas MOJEIb KayecTBa
ycnyra. B TpexdakTopHOW MOIEIN KadeCcTBO YCIyTH
OILICHUBAETCS KaK MaTepualbHOE KaueCTBO (OpPrTexXHUKa,
31aHue, OQUCH U T.JI.), HHTEPAaKTHUBHOE KayecTBO (ypo-
BEHb OOCIYXHBAHNS B MOMEHT B3aUMOJACHCTBHSI KIHCH-
TOB C TEPCOHAIOM (PUPMBI) M KOPIOPATUBHOE KAaYECTBO
(MMUK M 1e10Bast HICTOPHS KOHKPETHOH (upmsr). TTsTH-
CTyIIeHYaTass MOJIeIb KadecTBa YCIYT'H WM MOJAEIH pac-
XOXKJICHHUS KadecTBa YCIyTH, pa3paboTaHHas aMepHu-
KaHCKUMH yueHbIMH B. 3elitamns, A. [Tapacypamanom
u JI. beppu ( 1985 1.), B kKayecTBe UHCTPYMEHTA OIIEHKU
KadecTBa ycnyru npemnoxuia meronnky SERVQUAL
[14]. Monenu u METOIUKH OIEHKH KauyecTBa W WX TPO-
nomxenust (SERVQUAL, SERVPERF u ap.) ocHoBaHbI
Ha aHKETHMPOBAaHUU MOTpeOMTENel yCIyr Mo BOIPO-
caM, CTpyNNHPOBAaHHBIM IO TApaMETPaM UX HaJIS)KHOCTH
(reliability); oT3pIBUMBOCTH (responsiveness); yOeauTeIb-
HoCTH (assurance); couyBCTBHIO (empathy); ocs3aeMocTu
(tangibles) ycmyr. B kauecTBe OCHOBHOTO HETOCTATKA JIaH-
HOTO TIO/IXO/Ia NCCJICAOBATEIN OTMEUAIOT CYOhEKTHBH3M
M0JIy4aeMbIX OIIEHOK, a 3a4acTyl0 M HpPEJpelIeHHOCTh
MIPUHUMAEMOTO Ha WX OCHOBE pernenus [11].

OreHKa KauecTBa yCIYTH MOXET OBITh OCYIIIECTBICHA
C TOYKHM 3pEHUs BHENIHEH MO0 BHYTPEHHEH 110 OTHOIIe-
HUIO K IIpOLIeCCy MPEJOCTaBICHUs Cpelbl. BHyTpeHHs s
OLIEHKA paccMaTpHUBAET Ka4eCTBO YCIYTH C TOUKU 3PEHUS
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HCTIOJTHUTEIIA B BUAC COBOKYITHOCTU Ka4€CTBAa BHYTPEHHUX
MIPOIECCOB, a BHEIIHSS OLIEHKA MPEICTaBIAeT COOOH MHe-
HHUE 0 Ka9eCTBE C TOUYKH 3PCHUS TIOTPEOUTEINS KaK CTEIICHb
YIOBJICTBOPEHHOCTH YCIYTOH, T.e. COPMUPOBAHHOCTH
y IOTpeOUTENS BOCTIPUATHS MOTYUYEHHOTO 00CTYKUBAHUS
KaK COOTBETCTBYIOIIETO €T0 TPeOOBaHUAM (OKUIAHUSAM).

JlaHHBII 1TOIXO]T HAIIIEN CBOE OTPAXKCHHE B COBPEMEH-
HBIX CUCTEMax OIICHKHM KauecTBa MPEJOCTaBICHUS TOCY-
IapcTBeHHBIX ycuyr. K Hacrosmemy BpeMeHH AaHHas
CHUCTEMa COCTOUT M3 HECKOJIBKUX HE3aBHCHMEBIX JJIEMCH-
TOB WJIM CUCTEM OLICHKH:

1. MOHHUTOPUHT Ka4eCcTBa MPEIOCTaBICHUS TOCyIap-
CTBEHHBIX YCIIYT TOCYJapCTBCHHBIMU OPTaHAM;

2. OrueHka KayecTBa NMPEA0CTaBICHNUs TOCYIapCTBEH-
HBIX YCJIYT MHOTO(YHKIIMOHAILHBIMH IICHTPAMH;

3. HesaBucumas orjeHKa Ka4ecTBa MPEI0CTABICHAS
TOCYIapCTBEHHBIX YCIYT TOCYIAPCTBEHHBIMHU yUpexKIc-
HUSIMU;

4. Cucrema HE3aBUCHMOW OIIEHKH KadeCTBa TPEJOo-
CTaBIICHUS TOCYIAPCTBECHHBIX YCIYT OTPEOUTENAME Yepe3
JJIEKTPOHHBIE CEPBUCHI, B TOM YHCIIe O(UIINAIBHBIE CAHTHI
rOCYJapCTBEHHBIX OPTraHOB, mopTai «Bamr KOHTpoIb) ap.

st Hagama paccMOTpUM MOHHUTOPHHT Kak ONHY H3
HanOoJee MEIOCTHBIX CHCTEM OIICHKH KadecTBa MPe.o-
CTaBJICHUSI TOCY/IapPCTBEHHBIX YCIIyT. MHUHUCTEPCTBO KO-
HOMHU4YecKoro pa3Butusi P pazpaborano psj MeToanye-
CKHX JOKYMEHTOB, IIPU3BaHHBIX MTOMOYb (erepatbHbBIM
opranam u cyorekram PO B opraHm3anuy OlCHKH Ka4eCTBa
rocyciyr. B Meronuueckux peKoMeH1auusx 110 OpraHusa-
WY TIPOBEICHNS MOHIUTOPHHTA KaueCTBa IPEI0CTABICHUS
TOCYIapCTBEHHBIX (MYHUIHITANBHBIX) YCIYT, COIepKa-
mmxcst B [lucbme MuHHCTEpCTBa 9KOHOMHUUECKOTO Pa3BH-
st PO ot 29.04.2011 roma Ne 8863- OD/J109, comeprkarcs
TpeOOBaHMS KO BCEM 3TaraM ero nposeaeHus. OCHOBHBIMU
LIEJISIMU TIPOBENICHHUSI MOHUTOPUHTA BBICTYIIAIOT:
BBISIBJICHUE, aHAJIM3 U OLI€HKAa HOPMATHBHO YCTAHOB-
JIEHHBIX U (PaKTHUECKUX 3HAYCHUH OCHOBHBIX M JOIIOJI-
HUTEIBHBIX MapaMEeTPOB, XapaKTCPHU3YIOIMIUX KAaueCTBO
1 JOCTYITHOCTDb NPEAOCTABIICHUSA IOCYAapCTBEHHBIX YCIIYT,
MOCJeAyIoNee ONpeelieHne U peann3annus Mep
10 YITYYIICHUIO BBISBICHHBIX 3HAUCHUH MCCIIEIOBAHHBIX
rapaMeTpoB KayecTBa U JIOCTYITHOCTH TOCYIapCTBEHHBIX
ycuyr;

e KOHTPOIb TMOCIEAYIONCH TUHAMUKHA HCCIECIOBAH-
HBIX [TAPAaMETPOB Ka4eCTBA U JIOCTYITHOCTH IOCYapCTBEH-
HBIX YCIIYT, PE3yJABTaTUBHOCTH MEP TI0 UX yaydiieHuo [15].

Taxke UI1 OIIEHKU KadecTBa MPEI0CTaBICHUS TOCy-
JMapCTBEHHBIX YCIYT MPEANOIAraaoch HCIIONh30BaHHE
B Ka4eCTBE OJJHOTO U3 METOOB ITPOBEJCHUE COILIOJIOTHYE-
CKHUX HCCIIEIOBAHUH IO OL[CHKE Y/IOBJIETBOPEHHOCTH I'PakK-
JIaH KaueCTBOM TIpeocTaBieHus yeuyT. s 6onee rpdex-
TUBHOTO PEIICHUs JaHHOH 3a7adu MUHIKOHOMPa3BUTHUS
Poccun coBmecTHO ¢ Poccuiickoli akagemMuein HapoJHOTO
X0341CTBA ¥ TOCYIapCTBEHHOU CiIykObI mpu [Ipesunente
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Poccuiickoii @enepanuu OblIa pa3paboTaHa METOIUKA
MIPOBECHUS COIIMOIOTMYECKOTO UCCIEI0BaHNS U OLIEHKU
YIOBJIETBOPEHHOCTH TrpaxkaaH P® kauecTBoM mpeno-
CTaBJICHUS FOCYaPCTBEHHBIX U MYHUIUTAIBHBIX YCIYT,
HanpaBieHHas B cyOrekTsl PO IIncemom ammapata Ilpa-
BuTenbcTBa PO ot 04.02.2014 1. Ne I116-4808. I'maBHOiA
LEJIBIO COLIMOJIOTUYECKOTO UCCIIEOBAHUS TOJIKHO BBICTY-
MaTh BHISBJICHUE, aHAIN3 U OIIEHKA JOCTHUKEHHUS YCTaHOB-
neHHBIX Yka3oM [IpesumenTta Ne 601 meneBpIX 3HAUCHHMA
TIOKa3aresiei, B TOM YMCIIe BBISBIEHHE BOCTPEOOBAHHOCTH
W JIMHAMHKa BOCTPEOOBAHHOCTH YCIIYT, 3HAY€HHE YCTaHOB-
JICHHBIX IIOKa3aTesiel, a TakkKe MPoOIeMbl, C KOTOPbIMU
CTAJIKNBAIOTCS TPaKIaHe U IPEJICTABUTENN ON3HEC-c000-
HIecTBa NpH MOyuyeHUH ycayru [16].

JlaHHbIE TOKYMEHTBI OPUEHTHPOBAHEI B OOJIBIIIEH CTe-
MIEHU Ha OLICHKY AEATEIbHOCTH UCTIOTHUTEIBHBIX OPTaHOB
rocylapcTBeHHOH BiacT. i1 MHBIX CyOBEKTOB IMpeo-
CTaBJICHUS TOCYAAPCTBEHHBIX YCIYT NMPEeTyCMOTPEHBI APY-
T'e METOIMKH OLIEHKH JOCTVDKCHUS IOKa3aTelIe KauecTna.
Tak, ans MHOTO(YHKIIMOHATIBHBIX IEHTPOB IPEAOCTAB-
JIEHUs TOCYJapCTBEHHBIX yclIyr BrepBble IlocTaHoBIE-
HueMm IIpaButensctBa Poccuiickoit @enepariuut oT 3 OKTS-
6pst 2009 1. No 796 «O HEKOTOPBIX Mepax I10 TOBBIIICHHUIO
KauyecTBa MPEJOCTABICHUS TOCYJapCTBEHHBIX (MyHHIIN-
MaJIbHBIX) YCIIYT Ha 6a3¢ MHOTO(YHKIIMOHAJIBHBIX IIEHTPOB
MPEJOCTABIEHHUS TOCYAaPCTBEHHBIX (MYyHHIIUIIAIbHBIX)
YCIIyT» yCTaHOBJIEHBI TPeOOBaHMS K CTaHIAPTy KOMQOPT-
HOCTH IpeAocTaBieHus ycayr. OHM paccMaTpUBaOTCA
KaK IOKa3aTelyu KadecTBa U JOCTYIMHOCTH MpeaoCTaBIe-
HUS TOCYIapCTBEHHBIX ycuyT [17] B IpUHATOM MO31HEE
ITocranosnenuu [IpaButenscrBa Poccuiickoit @enepanyu
ot 22 nekabps 2012 1. N 1376 «O06 yrBepxkacauu [Ipasun
OpTaHM3aIMH JIESITEIbHOCTH MHOTO(QYHKIIMOHAIBHBIX LIE€H-
TPOB MPEAOCTABICHNS TOCYIAPCTBEHHBIX U MyHHUIUIIAIb-
HBIX yciryr» [18].

MunskoHoMpa3BuTHsl Poccun Takke co3mnaH UHCTPY-
MEHT 00paTHOH CBSI3H, TIO3BOJISFONIIIA TpaXKIaHaM OIICHUTD
KaueCTBO MPETOCTABIECHUSI TOCYJapCTBEHHBIX U MyHHIIH-
MAJIBHBIX YCIYT, — MyOnuyuHas cucremMa «Bail KOHTPOJIb
(UudopmanroHHO-aHATUTHYECKAss CHCTEMa MOHHTO-
puHra KadecTBa rocynapcTBeHHbIX ycayr uiau ANC
MKI'Y). MAC MKT'Y opranu3oBaHa Kak enquHas 0aza 1aH-
HBIX MaTepHalOB MOHUTOPHHIA KayeCcTBa TOCYyIapCTBEH-
HBIX U MyHHIUIAJIBHBIX YCIIYT, MOCTYHAIONINX U3 pa3ind-
HBIX UCTOYHUKOB, PaCIIMPEHUsI BO3MOXKHOCTEH aHanIHU3a
U COINOCTAaBJIEHUS JaHHBIX MaTepHalOB, a TAaK)Ke CO3/a-
HUS CUCTEMBI OOpPaTHOM CBSI3M C MOTPEOUTENSAMHU yCITyT
Y TIOBBILICHUS] THYOPMHUPOBAHHOCTH OOIIECTBA O PE3yIlb-
TaTaX MOHUTOPUHIA KauyeCTBa TOCYJapCTBEHHBIX U MYHU-
UMaNbHBIX yeyT [19].

Hns popmupoBaHus MexaHU3Ma OOpaTHOH CBSI3H
OT OpPTaHOB BJIACTH Ha COOOMIECHMS I'paXkJiaH, MOCTYIIHB-
mue B anekTpoHHoM Buje B UAC MKI'Y na caiite «Bam
KOHTPOJbY», MUHIKOHOMpa3BuTus Poccun pazpaboTanbl
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Ta6ﬂuua 1. CpaBHﬂTeJ’leblﬁ AHAJIM3 OPraHUu3allui MOHUTOPUHI'A Ka4YeCTBA NpeJoCTaB/JICHUs IroCy1apCTBEeHHBIX YCJIYyT

B cy0bekTax Yp®O
Xapakrepuctuku | CepasioBekast Yensounckas
P P P Kypranckas 00.1. | TiomeHckast 00.1. XMAO SIHAO
MOHHUTOPHHIA 00.1. 001
Bueurnuit Monu-
1 pa3 B rog, He pexe
IlepuogmaHOCTH TOPHHT — €XKe-
1 pa3 B kBapTa; |a Takke Mo Mepe 1 pa3 B rozg 1 pa3 B rog OJTHOTO paza
MOHHUTOpPUHTA TOIHO, BHYTPEH-
HEOOXOIMMOCTH N B rojt
HUIl — OCTOSTHHO
Meron ananusa
B ocHoBHOM —
JIOKYMEHTAITb-
aHallu3 BHYTPH- . AHanm3 oT4yeT-
HBIX UCTOYHUKOB;
BE/IOMCTBEHHBIX HBIX JJOKyMEH-
METOJI OTIpoca
HOPMATHBHBIX TOB MCIIOJIHHU-
B TCXHHUKE aHKETH- .
TIPAaBOBBIX aKTOB, B ocHOBHOM Tenel ycuyr,
poBaHus: 1) rpax- Conmono-
aHaN3 MOTy4EeH- N .. |ompoc (aHKeTH- 9 crieMabHbIe
MeTob! npoBe- OCHOBHOM METOJ — | 1aH —3asBUTEIIECH; THYECKUN
HBIX JJAHHBIX 10 . poBaHue) npu OIIPOCHI (aHKe-
JICHHUS orpoc 3asiBUTeNeH |2) TOIKHOCT- orpoc Hace-
(hakTy oxazaHuUs BHEITHEM MOHHU- THPOBAHUE)
HBIX JIUL OPTaHOB JICHHSA "
YCIYTH, BHYTpH- . | Topunre 3asBUTENEH,
o HCIIOJIHUTCIIbBHOU
BEIOMCTBCHHBIN KOHTPOJIbHBIC
BJIACTH, OPTaHOB
COIL.OMIPOC TPaxK- MEPOTIPHATHUS
MECTHOTO CaMoy-
JaH-TIoJTyyare- IO TIPOBEPKE
o npasienus Kyp-
Jiel roc. yciyr .
TaHCKOI oOnacTw;
DxcnepTHas
OpraHu3aIys
(B COOTBETCTBUHU
OpraHbl NCTIOJHU- | C 3aKITI0YaEMBIM
HWcnomnaurens- . | TETBHOM BIACTH | ©KETOIHO TOCY-
Y10THOMOYEHHBIN .
HBIE OPraHBbl ODIAH. OPIaAHbL Kypranckoii obna- | zapcTBEHHBIM HezaBucumas
CyOBeKTHI IPOBE- | TOCYAapPCTBEH- HEHOH’HHI;GHLHOﬁ CTH, OCYLIECTBIISI- | KOHTPAKTOM) — opraHusa- OtpacneBbie
TICHUS HOM BIIaCTH IOLIMX OTPACICBOE | BHEITHUI MOHH- | IUSl B paMKaX | OpraHbl BIacTH
. | Bmactu YensaOuH-
CBepUI0BCKOM 100 MEKOTpac- | TOPHUHI, HCHOIHHU- | TOCKOHTPAKTa

obnactu, MOI]

CKOI1 o0acTu

JIeBOE yIpaBJie-
mue, [BY «M®I»

TEJIbHbIE OPraHbl
rOCyIapCTBEHHOMH
BJIACTH 00J1acTH —
BHEITHUH MOHH-
TOPHHT

Hawnbonee macco-
BBIE M COLIMAIBHO
3HAYUMBIE, TIpe-
JI0CTaBIIIEMEIC
IOp.JIUIIaM, B OTHO-

CTH

LIEHUH KOTOPBIX Bce yciyrn,
Kommaectso 3a()KCHPOBAHBI 10 KOTOPBIM
Haubonee mac- u P 10 yemyr mst Bce rocymap- P
YCIYT, O KOTO- xano0sl. [epe- YTBEPKICHBI
COBBIE U COLIU- 46 ycnyr B 2014 . | BHEIIHETO MOHH- | CTBEHHBIE
PBIM IIPOBOJIUIIOCH YeHb 0100psI- CTaH/apThI UX
aJIbHO 3HAYUMBbIE . TopuHra [21] yclIyru
HCCIIeOBaHNE etcst Komuccueit TIpeocTaBie-
TI0 TIOBBILIEHHIO HUS
KayecTBa rocyap-
CTBEHHBIX U MyHH-
LUNAIBHBIX yCITyT
B UensiOnHckon
obmacti
JocTtynHsl Ha
ounMamTbHEIX OCTYIHBI Ha
JloctynHocTh q)v 5 JoctynHsl Ha Hocty
caiiTax UCIo- JlocTynHbI cBOA- o o(uInaTBHBIX
pEe3yJbTaToB Ha caifre [lemap- | .
HUTEJBHBIX He noctymHbt HBIE OTYETHI Ha He noctymHbt caliTax UCITOJ-
o(unnamTbHEIX - TaMEeHTa KO-
. OpraHoB IOCy- | B CBOOOZHOM caiite [IpaButens- | B cBOOOTHOM HUTENBHBIX
caliTax opraHoB M o HOMHYECKOTO
. | mapcTBeHHOMN THIOKCKE crBa Kypranckoit | nmoucke OpraHoB rocy-
FOCYRAPCTBEHHON | o actn Cae )i obnmactu DasBHTIA JApCTBEHHOM
BIIACTH . Bep XMAO P
JIOBCKO# 00mna- BIACTH
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U yTBEepKJIeHbl MeTonndecKkue peKOMeHIalu1, COTIIaCHO
KOTOPBIM OLIEHKA Ka4eCTBa rOCYyAAPCTBEHHBIX YCIyT IPO-
BOAMUTCS MO TaKUM KPUTEPHSIM, KAaK BpeMs OXKHIAHUS
B OUepe/, BEXIUBOCTh COTPYAHUKA, KOM(OPTHOCTbH YCIIO-
BH, JOCTYIHOCTh MH(MOPMAIIMH O TOPSAKE MOTYICHHS
YCIIyTHU H T.JI.

AHAJIN3 CHCTEMbI OLIEHKH KayecTBa
MPeI0CTABIEHUS TOCYIaPCTBEHHbBIX
YCJIYT B cy0BbeKTaxX YpaJibcKOro
(enepanbHoro okpyra.

Cy06bexTsl PO caMoCTOSTEIBHO OPraHNu3yIOT CUCTEMY
OLICHKH JIOCTH)KEHUS YCTAaHOBJICHHBIX YKa3oM [Ipe3unenra
P® Ne 601 moxa3zateneif, T.e. BEIOHpAIOT (HOPMY, METOMIBI
1 TIEPUOANIHOCTD TIPOBEJICHUS OLICHOYHBIX MTPOLIEAYP.

CornacHO pesynbTraTaM HCCIEJOBaHUSA, MPOBEICH-
HOTO AHaJIUTHYECKUM LIeHTpoM Tipu IIpaButensctBe PO
B 79 cyOnekrax PO, B 62 pernonax pa3paboTaHbl die-
MEHTBHI OLeHKH AedarensHocTd ML, B psine ciydaes pas-
paboranbl cucteMbl peiiTuHroBanuss M®L], ocHOBHBIM
METOAOM TPOBEIEHUS] MOHUTOPHHTA BBICTYIAET OIpPOC,
MIPOBOAMMEIH JTNOO0 corpynHukamu M®LI, mubo HezaBH-
CUMBIMH WHTEpBBIOEpamu [ 18].

PaccmoTpuM opraHu3anuio CHCTEMBI OLIEHKH KaueCcTBa
IPEI0CTABICHHS TOCYAAPCTBEHHBIX yCIIyT cyObekTamu PO,
BXOJISIIIMU B YPAJILCKUi (e/iepalibHbIA OKPYT.

[Ipexxne Bcero, HEOOXOAMMO OTMETHThH pa3iu-
Yusi B HOPMaTHBHO-IIPABOBOM OOECIIEUCHUH OpraHH3a-
IM1 MOHMTOPHMHTA KaueCTBA TOCYJapCTBEHHBIX YCIYT.
B Csepasnoscxoii, Yensionnckoit, Kypranckoit, TroMmeHcKo#
obnactsax u IHAO nocraHOBIEHUSMH BBICIINX WCIIOJIHU-
TEJBHBIX OPraHOB OBUIM MPUHATHI OTIEIBHBIC MOPSIAKH
MPOBEACHUS MOHUTOPHUHIa KauecTBa MPEJOCTABICHUS
rOCYIapCTBEHHBIX YCIIyT B TaHHBIX cyObekTax. B XMAO
OTZAETBbHBIN MPAaBOBOM AKT MPHUHAT HE OBLI, IIPU MPOBEC-
HUU MOHHUTOPUHTIA MPEATNONAraeTcsl pyKOBOACTBOBATbCS
COOTBETCTBYIOIIMM (he/iepaibHbIM JOKYMEHTOM.

AHanu3 mokaszan, 4TO CcO3JaHHBIE B CyOBeKTax
CHUCTEMBI OIICHKM KaueCTBa MPENOCTAaBICHUS TOCynap-
CTBEHHBIX YCIIYT CYIIECTBEHHO pasznudarorcsi. Hamu Obutn
MPOaHAIM3UPOBAHBI TAHHBIE CHCTEMBI I10 TISITH ITOKa3aTe-
JSIM — TIEPHONIHOCTD, METO/IBI IPOBEICHHS, CYOBEKTHI
MPOBEJEHUS, IEPEUEHb YCIYT, O KOTOPBIM MPOBOAUTCS
OLICHKA Ka4eCTBa, OTKPBITOCTh PE3YJIHTATOB (AaHHbIE Ipe/-
ctaBieHsl B Tabm. 1).

B ocHOBHOM, MEpHOIUYHOCTH MOHHUTOPHHTA COCTAB-
asier 1 pa3 B rox, kpome CBepasioBCKOM obiactw, rue
MOHHMTOPHHT IpoBoauTcs 1 pa3 B kBapran. Takas mepu-
OIMYHOCTH MO3BOJISIET 1aTh OLCHKY JOCTIDKEHHS TTOKa3a-
TeNel KauecTBa, HO He MO3BOJISET, HA Halll B3IV, PEIIUTh
TaKue 3aJja4M, KaK OTCJIeKUBAaHHE TUHAMUKU KadecTBa s
TIPUHSTHUS PELICHUH O MEpax M0 €0 COBEPILICHCTBOBAHUIO.
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[Ipencrapnsier uHTEpec ombIT TrIOMEHCKOW o00ma-
CTH, B KOTOPOH MIPEIyCMOTpPEHa JOCTATOYHO CIOXKHAs
CUCTEMa OIIEHKHU Ka4ecTBa MPeI0CTaBICHIS TOCYIapCTBECH-
HBIX YCIIYT, KOTOPasi BKJIIOYAET HECKOJIBKO MEPOIPUSITHI
C pa3JInYHON NEPUOANYHOCTBIO IPOBEICHUS: BHYTPEHHUI
MOHHTOPHHT Ha MPEIMET JOCTIDKCHUS TUIAHOBBIX 3HAYE-
HUIl TIOKa3aresel, KOTOPbI MPOBOAUTCS HCIIOJHUTEIb-
HBIMU OpraHaMH I'OCYJapCTBEHHON BIACTU IOCTOSHHO;
BHEIIHUN MOHUTOPHUHI, NPOBOJSIIUNCS €XKETOAHO 3KC-
MIEPTHON OpPraHU3alNCH B COOTBETCTBHUH C 3aKIF0YaEMbIM
rOCyIapCTBEHHBIM KOHTPAKTOM; OLIGHKY 3asBUTEIISIMU
KauecTBa MPEO0CTaBICHUS CIIOTHUTEIBHBIMEI OpraHaMH
TOCyIapCTBEHHOW BiIacTH TIOMEHCKOW 00IacTh rocymap-
CTBEHHBIX YCIIYT, ITOJYYEHHYIO C UCIIOJIb30BaHHUEM KOPOT-
KHUX TEKCTOBBIX coobmeHuit (SMS) [20].

Hawnbonee gacTo mpuMEHSEMBIM METOJOM OIICHKH
Ka4eCcTBa MPEIOCTABICHHS TOCYCIyT B pernoHax Yp®dO
BBICTYIIAET COLMOJIOTUYECKUN OMpOC HaceleHus (MmoJy-
garenel yciyr). Takxke B psge pernoHoB (CBepaoBcKas,
Tromenckas obmacts, AHAO, XMAO) npenycMoTpeH aHa-
JIU3 TOKYMEHTAJIbHBIX HCTOYHHKOB, OTYETHOCTH HCIIOIHU-
TeJlel yCIyT.

Ipo6i1eMbl OLEHKH KAa4eCTBA MPEI0CTABIEHUSI
roCyapcTBEHHBIX YCJIYT B cyobekrax Yp®dO.

[To pe3ynpraTam aHanu3a CyMIECTBYIOIIUX CHUCTEM
OIICHKM Ka4yecTBa MPEAOCTaBICHUS TOCYAapCTBEHHBIX
yeayr B cyObekTax Yp®PO MOXKHO BBIICTUTH HECKOIBKO
HanboJIee 3HAYUMBIX MIPOOIIEM:

1. OrpaHMYeHHOCTH TOCYAAPCTBEHHBIX YCIIYI, KOTO-
pBIE TIOMATAloT MO/ OLEHKY KadecTBa. B 0CHOBHOM, 3TO
TaK Ha3bIBaCMbIC «HANOO0JIee MAaCCOBBIC U COIMAIHHO 3HA-
quMble yciyrn». Ilpu aToM mois yciIyr, monagaromux
MOJ] 3TO OIIpejeSieHUe, JOCTATOYHO BapbHPYETCs: Tak,
HalpuMep, OHa MOXKET cocTaBIATh oT 50 % (mpu mpose-
JICHUU OTJICIbHBIMH OpraHaMy TOCYAapCTBCHHOW BIIACTH)
10 100% (mipu mpoBeAEHUH COLMOJIOTUYECKUX OMPOCOB
B XMAO).

2. HomeHnxkiaTypa OTCIeXHBaeMBIX IOKa3aTe-
JIel KauecTBa MPEe0CTaBICHHs TOCYIapCTBEHHBIX YCIIYT.
B ocHOBHOM MoKa3aTeny KauecTBa Mpe0CTaBICHHUS TOCY-
JTAPCTBEHHBIX yCIyT B cy0bekTax Yp®dO cOOTBETCTBYIOT
TEM 3a/1a4aM, KOTopble ocTaBiieHsl B Ykase [Ipe3nnenra
[14]. Hampumep, B MoruTopuHre CBep/uIoBCKoil obmactu
oTciexuBaercs 13 mokaszareneil, KOTOpbIe COOTBETCTBYIOT
ykasy [Ipesunenra PO Ne601: Bcero oOpameHnit; Komnde-
CTBO 3aIPOCOB, MOCTYNMUBINUX ¢ EquHoro noprana rocyc-
JIyT; KOJTMUYECTBO JKaJI00 3asiBUTEIICH, 00YCIOBICHHBIX TIPO-
OrmemMaMu, BOSHUKAIONIIIMH Y 3asBUTENICH TPH TOTYICHUH
TOCYAapCTBEHHON YCIIyTH (BCEro 1 000CHOBAHHBIX ); KOJIH-
YECTBO MOCEIIEHUN 3asBUTENS B OpraH UCIIOJIHUTEIbHON
BJIACTH JUIS TIOJTyYEHHSI OMHOM yCIyTH (HOpMaTUB U (aKT);
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cpeqHee BpeMs OKUIAHUS B OUepeaH IpU OOpaIlieHuH 3as-
BHTEJIEH 3a yCIIyrol (HOpMaTuB U (aKT); CPOK MPETOCTaB-
JIeHUs yCIIyTH (HOpMaTuB, (akT, OIS yCIIyT, OKa3aHHBIX
C HapyIlIeHHEM HOPMaTHBHOIO CPOKa); CTOMMOCTD T10JTY-
YCHHS PE3YJbTATOB KaXIOH yCiiyru (HOpMAaTuB U (akT).
[Ipu mpoBeAeHUH COLMOIOTHYECKUX ONPOCOB OOBIYHO
OTCJICKHBAETCs OOJIbIIEee KOIMYECTBO MIOKa3areliei, B TOM
qyciie Mpo0aeMbl, BO3HUKAIOIINE Ha Pa3IMYHBIX dTarax
MIPEeIOCTABICHUS yCIyT (TI0/1a4a 3asiBICHUs, HHPOPMHPO-
BaHHE, CPOKH OKUIaHus U T.1.). Hanpumep, B Kyprauckoit
o0JslacTu B X0J1e aHKETHPOBAHUS 3asiBUTEIICH OLIEHUBACTCS
18 moka3zareseil, Mpu aHKETHPOBAHUN HCIIOTHHUTENIEH rocy-
JIApCTBEHHBIX YCIyT — 25 moka3arelsiei, KOTOpble Xapak-
TEPU3YIOT B OCHOBHOM YCJIOBHS IIPEJOCTABICHUS YCIyTH
(Hannuue MHOOPMAIMK O MECTOHAXOKICHUH OpraHa, rpa-
(huke paboThI, MOPSIIKE MIPETOCTABICHAS YCIYTH, TIEPEUHE
JOKYMEHTOB M JPYTHX OOS3aTeIbHBIX XapaKTEPHUCTH-
Kax yCIIyTH COTJIACHO TPEOOBAHUSIM aIMUHUACTPATHBHOTO
periaMeHTa Ha pa3iIMYHbIX HOCUTEISIX — HH(OPMALNOH-
HBIX CTEHJaX, opuIHambHOM caiite, [loprane rocymyr;
BO3MOXKHOCTB TTOJIy4eHus1 yciyru uepe3 M®PLL; namuune
MapKOBOK, MECT IJid CUACHUA B MECTaX OXXHUJaHUA, YKa-
3arenei Ha KaOMHeTaX, YIaJeHHOCTh OT OOIIECTBEHHOTO
TPaAHCIIOPTA; a TAaK)Ke HAJM4YUE TOBTOPHBIX OOpalieHUH
1 5Kajo0).

3. OrpaHu4eHHOCTh METOJIOB OIICHKH KadeCcTBa Ipe-
JIOCTABJICHUSI TOCYIapCTBEHHBIX ycnmyr. Hamboree pac-
MIPOCTPaHEHHBIM METOJIOM B cyObekTax Yp®dPO BwICTyNHI
COLIMOJIOIMYECKUI OIPOC MOJIydaTenel ycayr ¢ NepUoany-
HOCTBIO 1 pa3 B roa. be3ycia0BHO, OH MO3BOJISIET BBISIBUTH
MHEHHE HACEJCHMS B IIEJIOM O IPEAOCTABICHUU TOCyC-
JIYT, HO HE JaeT MH(opMannu 0 BHYTPEHHHX MpobieMax
IpoIiecca OKa3aHus yCIIyTH B TOCYJapCTBEHHOM OpraHe,
U B MITOTE 3TO HE AT BO3MOXKHOCTH ITPUHATH 000CHOBaH-
HBIE PEIICHNS 110 COBEPIICHCTBOBAHHIO TAHHOTO MPOIIecca.
JlocTaTouHO 9acTO BOSHUKAIOT MPOOIEMBI C HHCTPYMEHTA-
pHEM MPOBEEHHS COIHOIIOTHYECKUX OMPOCOB 10 OI[CHKE
KauecTBa roCy/lapCTBEHHbIX ycuyr. Tak, Hanpumep, B Kyp-
TaHCKOM 00J1aCTH aHKeTa OIpoca YTBEPIKAAETCS €KET0/HO,
U HE BCE [TOKA3aTENHN SBIISIOTCS COIOCTABUMBIME (KOPPEK-
THPYIOTCS (POPMYITHPOBKH BOIPOCOB, MEHSETCSI CITHCOK
BorpocoB). He Bcera MOJKHO TOBOPUTH O KOPPEKTHOCTH
(hOopMyYITMPOBOK BOITPOCOB aHKET JJIsl IPOBEICHHUS OTIPOCOB
3asBUTENEH U UCTIOIHUTEIEH C TEOPETHKO-METONOIOTHYE-
CKOW TOYKM 3pPEHHUS, YTO MPUBOIUT K HETOUHOCTH TIOITY-
YCHHBIX PE3YyJIbTAaTOB.

4. TpynHOIOCTYIHOCTH WJIH OTCYTCTBHE HH(pOpMa-
IIMU O pe3ylbTaTax MOHUTOPHHIA KAauecTBa MPEIOCTaB-
JIEHHsI TOCYIapCTBEHHBIX yCiIyr. B ocobenHOcTH nanHas
npobinema mposiBisieTcss B Yensiouackord u TIOMEHCKOM
obnacTsax, rae JaHHbIE MOHHUTOPHHTA NMPAKTHYECKH HE
JnocTynHsl B cetd MHTepHET. JlocTaToqHOo 4acTo Ha O(HIH-
aJIbHBII CaliTaX OPraHOB UCIIOJIHUTEIBHOMU BIIACTH, KOTO-
PBIe JOIDKHBI pa3MeIiaTh JaHHYI0 HH(OPMAIINIO, OHA JTHO0

OTCYTCTBYET, JIM0O0 MPH €€ TIONCKE BO3HUKAIOT 3aTPYAHEHUS
(HET COOTBETCTBYIOIIETO pa3iena JIN00 CCHUIKH Ha HETO).

B uTOore MOXXHO TrOBOPUTH O TOM, YTO JAJEKO HE
Bcerza B cyobekTax PD gocTurarorcst Takue 1ein MpoBe-
JICHUS] MOHUTOPHHTA, KaK OIpE/IeJICHUE U Pean3alus Mep
IO YJIy4LICHHIO BBISIBJICHHBIX 3HAYCHUIl HCCIICIOBAHHBIX
rapaMeTpoB KauecTBa; KOHTPOJIb MOCIEAYIOUIeH AuHA-
MHUKH pe3yJbTaTUBHOCTH Mep IO UX yimydileHuro. Onu-
caHHBIE TIPOOJIEeMBI TPeOYIOT KOMIUIEKCHOTO PEelIeHUs,
KOTOPOE€ JOJDKHO OBITH CBS3aHO, IPEKAE BCETO, C COBEP-
LIEHCTBOBAaHUEM METO/0JIOTMYECKOT0 U HOPMaTHUBHOTO
MPaBOBOTrO 00ECIIEYCHHS OLIEHKH KauecTBa MpeloCTaBie-
HUS TOCYJapPCTBEHHBIX YCIIYT.
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