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BapeructpupoBaHo B MuHocte Poccum 20 Hosi6pst 2018 1. N 52726

MWHUCTEPCTBO TPYOA U COLMAIIbHON 3ALUTLI POCCUANCKOW ®EQEPALIMA

NMPUKA3
ot 30 okTA6psa 2018 r. N 675H

OB YTBEPXXAEHMN METOOWKA
BbIABJNIEHUA U OBOBLLEHNA MHEHUA TPAXAOAH O KAYECTBE
YCINOBWUW OKA3AHUA YCNYT OPTAHU3ALIUAMU B COEPE KYJbTYPb,
OXPAHbI 300POBbA, OBPA3OBAHUA, COLMAINIBHOIO OBCITY>KUBAHUA
U ®EQEPAJIbHbIMU YYPEXOEHUAMU MEOAUKO-COLMATIBHON 3KCNEPTU3bI

B cootBeTcTBMM C nognyHkTOM "I nyHkTa 4 MNpasun cbopa n 0606LweHns nHpopmauum o kKa4ecTse yCrioBum
oKasaHus ycrnyr opraHusaumsmMm B cdepe KynbTypbl, OXpaHbl 300pOBbsi, 06pa3oBaHWs, COLMANbHOrO
obcnyxkmBaHms U dedepanbHbIMU - YUPEXOEHUAMU  MEOUKO-COLMAanbHOM  SKCNEepTu3bl,  YTBEPXKOEHHbIX
nocrtaHoBneHnem [lpaButensctBa Poccuiickon ®egepauum ot 31 maa 2018 r. N 638 (CobpaHue
3akoHogartenbcTBa Poccuiickon ®epepauun, 2018, N 24, ct. 3527), nprkasbiBato:

YTBepanTe npunaraemyto MeToauky BbISIBEHUSS U 0BOOLLEHWS MHEHUS TpaXdaH O KayecTBe YCMoBWiA
OKasaHus YyCnyr opraHusauusimu B cdepe KynbTypbl, OXpaHbl 340POBbs, 00pa3oBaHMsl, COLMANbHOMO
obcnyxuBaHus 1 deaepanbHbIMU YYPEXAEHUSIMU MeAUKO-COLMArbHOM SKCNepTU3LI.

MwuHucTp
M.A.TOMUJINH

YTBEepxaeHa
npukasom MuHTpyaa Poccuum
oT 30 okTabpsa 2018 r. N 675H

METOAUKA
BbIABNEHUA N OBOBLWEHNA MHEHUA TPAXKOAH O KAHECTBE
YCNOBUN OKA3AHUA YCITYT OPFTAHU3ALMAMU B COEPE KYNbTYPb,
OXPAHbI 300OPOBbAl, OBPA3OBAHUA, COLUUAINIBHOIO OBCITY>KUBAHUA
U ®EOEPAIIbHLIMU YYPEXOEHUAMU MEOUKO-COLMAIIBHON 3KCNEPTU3bI

1. MeToguka BbISIBNEHNS W 00OOLIEHMS MHEHUSI TPaXgaH O KayecTBe YCNOBWUWA OKal3aHWust ycnyr
opraHuMsaumsamMy B cdepe KynbTypbl, OXpaHbl 340pOBbs, 00pa3oBaHusi, counanbHOrO 06CNyXMBaHUS W
henepanbHbIMU - YUPEXOEHUAMU  MELMKO-COLManbHOM 3KCnepTu3bl (O4anee COOTBETCTBEHHO - oOpraHu3auuu
coumaneHon cdepbl, MeToanka) paspaboTaHa B Lensax onpegeneHns yaoBneTBOPEHHOCTU rpaXaaH, SBMASOLWNXCS
nonyyarensmm ycryr, OKasblBa€MblX OpraHusaumsMm coumnanbHonW cdepbl (ganee - nonyyatenu ycnyr),
YCINOBUSIMW OKa3aHWUS YCNyr ykasaHHbIMW OpraHu3auusiMu.

2. B kayecTBe OCHOBHOro MeTOAa BbIABIEHNA MHEHUS nonyaneneVl ycnyr npuMmeHaeTcd nx onpoc, KOTOprVI
OCyLleCTBIIAETCA B criefyrLwmnx cbopmax:

1) aHKeTUpoOBaHWe nonyyaTenen ycnyr (B TOM YMCMe OHManH aHKeTMPOBaHWE - NO aHKeTe, pa3meLLeHHON B
WHPOPMALMOHHO-TENEKOMMYHUKaLUMOHHON ceTu "UHTepHeT" Ha odumumanbHOM canTe opraHusauuu coumarbHON
cepbl (ganee - oduumanbHbI CanT opraHusauuu coumansHon cdepbl), B OTHOLUEHUW KOTOPOW MPOBOAMTCA
HesaBMCHMMas OLEHKa KadecTBa YCMOBWUWA OKasaHus ycrnyr (ganee - HesaBWCUMAasi OLEHKa KayecTBa), a Takke
defepanbHOro opraHa WCMOMHUTENBHOW BNAacTW, oOpraHa WCMONMHUTENbHOW Brnactn cybbekta Poccuinckon
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®epgepaumu, opraHa MECTHOro caMoynpaBrieHunst);
2) HTepBbIOMPOBaHWE Nony4vaTenemn ycnyr;
3) TenedOoHHbIV ONPOC nonyyatenemn ycryr.

3. O6bem BbLIGOPOYHOM COBOKYMHOCTU PECMOHAEHTOB (YMCINEHHOCTb Mofydatenen ycnyr, MNoanexaimx
Onpocy) ANS BbISABMAEHUS MHEHUs rpaxgaH dopmupyeTcs Ons KaxgowW opraHmsauum coumanbHow cdepbl B
3aBMCUMOCTM OT OOLLEN YMCNEHHOCTM nonyyaTenen ycnyr B 4aHHOW opraHmn3auum B TedeHne KaneHgapHoro roga
(nanee - obbem reHepanbHOM COBOKYMHOCTW), MPEALUEeCTBYHOLLEro rogy npoBeOeHUs HEe3aBUCMMOW OLEHKM
kayectBa. B cnyyae, ecnu umHdopmauuma o6 obuien 4YMCreHHOCTU nonyyatenewm ycnyr He pasMelleHa Ha
oduumanbHOM canTe opraHu3aumm couuanbHOW cdbepbl, OHa MNpeaoCTaBnseTCsa oOpraHM3aTopy onpoca
nosny4vaTenen ycrnyr COOTBETCTBYHOLUMM YMONIHOMOYEHHbIM dedeparnbHbIM OpraHoM WCMOMHUTENBHOW BMacTwy,
opraHamu UCMOSTHUTENbHOM BrnacTu cyobekToB Poccuiickon depepauym, opraHamm MECTHOIO camoyrnpaBfieHus B
COOTBETCTBMM C T[OCYJapCTBEHHOW W BEOOMCTBEHHOM CTATUCTUYECKOMW OTYETHOCTbIO (MTOrOBblE UMK
npeaBapuTenbHble AaHHbIE).

4. PekomeHayembin obbem BbIGOPOYHOW COBOKYMHOCTM pecnoHaeHToB coctasnseT 40% oT obbema
reHepanbHOW COBOKYMHOCTU, HO He 6onee 600 pecnoHAEHTOB B O4HOWN OpraHv3aunm.

5. BoisiBneHne n obo6LieHne MHeHUSA nonydvaTenen ycrnyr peKoMeHayeTcs NpoBOAUTb B rod NpoBefeHus
HE3aBMCMMOW OLIEHKN Ka4yecTBa MO aHKeTe AN onpoca nosiydartenien ycnyr o kayecTBe YCIOBUM OKasaHUs ycnyr
opraHusaumamu couumanbHon cdepbl (ganee - AHkeTa). PekomeHayembii oGpasel, AHKETbl NpedycMOTPEH
npunoxennem k Metoguke.

B AHKeTy MOryT BHOCUTbCA W3MEHEHWUS, HanpaBfeHHble Ha KOHKpeTusauuio u (Mnv) OONOfHEeHne paHee
CcOpMynUPOBaHHBIX BOMPOCOB, HeOOXoauMble Ans obecrneyeHns OOCTUXKEHUSI Uenu BbIIBNEHUs U 0600LweHus
MHEHUS nonyyaTenen ycnyr.

6. BbigBreHne MHeHMs nonyyatenem ycnyr MpoBOAMTCA B COOTBETCTBMM C  MoKasaTensamu,
XapakTepusylwmnummn obLumne Kputepun OLEHKM KayecTBa YCIOBWMI OKa3aHus yCryr opraHusaumsiMu coumarbHON
chepbl, yTBEPXKAEHHBIMA HOPMATUBHLIMW MPABOBbIMW akTaMX  YMOSTHOMOYEHHBbIX defeparnbHbiX OpraHoB
WCMOSTHUTENBHOM BNacTU B YCTAHOBMEHHON cdepe AeATenbHOCTU <1>, NMOpPsiAOK pacyeTa KOTOPbIX YCTaHOBIEH
npukasoM MuHucTepcTBa Tpyga v coumansHon 3awmtbl Poccuinckon ®epepauun ot 31 mas 2018 r. N 3441 "O6
yTBEpPXAeHUNn EamHOro nopsigka pacdeta nokasatenewn, Xapakrtepusylowmux oblumMe KpuTepum OLEHKM KadyecTsa
YCINOBUI OKasaHus yCnyr opraHu3aumsamu B cdepe KynbTypbl, OXpaHbl 340p0Bbsi, 06pa3oBaHUs, CoLManbHOro
obecnyxmBanma 1 degepanbHbIMU - YUPEXOEHUAMU  MELUKO-COLManbHOM  3KCnepTuabl”  (3apeructpupoBaH
MuHucTepcTBoMm tocTuummn Poccuiickon ®epepauum 11 oktabpsa 2018 r., pernctpaumnorHsii N 52409).

<1> Tpukas MwuHucTepcTBa kynbTypbl Poccuiickon ®epepauumn ot 27 anpensa 2018 r. N 599 "O6
yTBEpPXOEHNM NoKasaTenen, XapakTepusylowmx oblumMe KpuTepuu OLEHKM KayvecTBa YCIOBWUWA OKa3aHus ycnyr
opraHusaumsMu KynbTypbl (3apeructpmpoBaH MuHuctepctsom toctuuumn Poccunckon depepaumm 18 masa 2018 r.,
pervctpaumoHHbii N 51132); npuka3 MunuctepcTBa 3gpaBooxpaHeHus Poccuinckon depepaumm ot 4 mas 2018 r.
N 201H "O6 yTBEpPXAEHUN MOKa3aTenemn, XxapakTepmayoLLnx obLLne KPUTEPUN OLIEHKM KavyecTBa YCINOBUIN OKa3aHus
yCcnyr MeauUMHCKUMW  OpraHv3aumMsiMM, B  OTHOLUEHMM KOTOPbIX MNPOBOAWUTCS  He3aBucuMasi oueHka"
(3apeructpupoBaH MwuHuctepcTBoM toctnumm Poccuiickon ®egepaumm 23 mas 2018 r., permctpauuoHHbin N
51156); npmnka3 MuHucTepcTBa obpasoBaHust u Hayku Poccuiickon ®epepauum ot 5 aekadbpsa 2014 r. N 1547 "O6
YTBEPXKOEHUN MoOKasaTenewn, XxapakTepuaylowmx oblime Kputepum OueHku KadecTBa oObpasoBaTenbHOM
OEATENbHOCTU  OpraHvM3auui,  OCYLLUECTBRAKWMX  obpas3oBaTenbHyl  OeATENbHOCTL"  (3aperMcTpupoBaH
MuHucTtepcTBom toctuumm Poccuinckon ®epepaunm 2 cespana 2015 r., peructpaumonHsin N 35837); npukas
MuHucTepcTBa Tpyga M coumanbHon 3awmtbl Poccuickon ®depepaumm ot 23 mas 2018 r. N 317H "O6
yTBEPXOEHUWN NoKasaTenen, XapakTepusylolmx obluMe KpuTepur OLEHKM KayecTBa YCIOBWUWA OKa3aHus ycnyr
opraHus3aumMsamMu  coumarnbHoro obcnyxmBaHus W defepanbHbIMU - YYPEXKOEHUSIMU  MELMKO-CoLmarnbHOM
akcnepTusbl" (3apeructpupoBaH MwuHucTepctBoMm toctuuum Poccuiickon depepaumm 14 uoHa 2018 r.,
pervctpaunoHHbin N 51346).
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7. YOOBNETBOPEHHOCTb MofyyaTeneil YCryr YCroBMSIMM OKasaHWs YCryr opraHusauusiMu coumanbHom
cthepbl onpedensieTcsa MO MOMOXUTENbHBIM OTBETAM PECNOHAEHTOB Ha BOMPOCbI 06 YOOBNETBOPEHHOCTU
YCINOBUSIMU OKa3aHusl YCIyr, codepkalumecs B AHKeTe.

8. Mo wutoram o0606LeHna AaHHbIX, MOMNYYEHHbIX B XO4Ee Onpoca nonydaTtenen ycnyr, OpMUPYIOTCS
NPeAnoXeHNs Mo yny4yLleHUIo Ka4ecTBa YCroBUIN OKasaHWs YCryr Mo KaKOow opraHnsaumu coumnansHon cdepsl, B
OTHOLUEHMU KOTOPOMN NPOBOAUTCSA HE3aBMCMMas OLIEHKa KavyecTsa.

MpunoxeHue

k MeToguke BbisiBreHUst n 0606LLeHns
MHEHUS rpaxgaH O KavyecTBe
YCNOBUI OKa3aHus ycnyr
opraHusaumsmn B ccoepe KynbTypbl,
OXpaHbl 300poBbs, 06pa3oBaHus,
coumanbHoro o6cnyxmeaHms

1 cbegepanbHbIMU YYPEXOEHUSAMUN
MeOUKO-CoLMarnbHON 3KCNepTUsbl,
YTBEPXKAEHHOW NPUKA30M
MuHTpyaa Poccum

oT 30 okTabpsa 2018 r. N 675H

PekomeHngyembili obpasey,

AHkeTa
Ons onpoca nony4vaTtenen ycnyr o KayecTse YCrOBUA OKa3aHUS
ycnyr opraHusaumnsamm coumnansHomn cdepsl

YBaxkaeMmblin y4acTHUK onpocal

Onpoc npoBoaMTCS B LENAX BbIABMAEHWS MHEHUSI rpaxaaH O KavecTBe YCMOBWWA OKasaHusl ycnyr
opraHuMsaumsaMy coumanbHON cdepbl (WKOMbI, TeaTpbl, My3eW, KynbTYpHO-OOCYroBble LEHTPbl, B60nbHULbI,
MOMUKMUHMKW, OpraHM3auumn coumanbHoro obcnyxmBaHns, AeTckme caapl, 610po Meauko-coumanbHOM SKCnepTu3bl
1 NpoYmne opraHmsaumm).

I'IomanyﬁCTa, OTBETbTE Ha BOMNPOCblI aHKEeTbI. Bawe MHeHune nossonut ynyywnTb pa60Ty OpFaHI/I3aLI,I/Il71
coumnansHon C(bepbl M NOBbICUTb Ka4€CTBO OKa3aHuA yCcrnyr HacerneHuio.

Onpoc npoBoauTCs aHOHMMHO. Bawwu damunus, MMsi, OTYECTBO, KOHTaKTHble TernegoHbl YKasblBaTb
Heobsa3aTenbHO.

KoHmaeHUMansHOCTb BbiCKazaHHOrO Bamu MHeHMst O KayecTBe YCroBMI OKa3aHWs ycryr opraHusaumMsamMu
coumanbHon cdepbl rapaHTUpyeTCs.

1. Mpu nocelleHnM opraHnsaumMm obpallannuck N Bbl K MHMOpMaLUM O ee OeATEeNbHOCTU, pasMeLLeHHON Ha
MHMOPMALIMOHHBIX CTEHAaX B MOMELLEHUSAX opraHM3aLmumn?

Oa
HeT (nepexop k Bonpocy 3)

2. YpoBneTBopeHbl N Bbl OTKPbITOCTBIO, NOFHOTOM M JOCTYMNHOCTLIO MH(bOpMaLMK O AeATENbLHOCTM OpraHn3auuu,
pa3MeLLEHHON Ha MHPOPMALIMOHHBIX CTEHAAX B NMOMELLEHWUM OpraHn3aumm?

Oa
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Het

3. [lMomnb3oBanuce nu Bbl oduumanbHbIM CanToM opraHusauum, 4YTobbl NONyYUTb MHGOPMALMIO O ee
nesarenbHoCcTn?

Oa
HeT (nepexog k Bonpocy 5)

4. YnoBneTBopeHbl N Bbl OTKPbITOCTLIO, NOMHOTOM U AOCTYNHOCTBIO MHGOPMAaLMN O AeATEeNbHOCTU OpraHusaummn,
pasmeLlLeHHON Ha ee oumLmManbHOM canTe B MHPOPMAaLMOHHO-TENEKOMMYHUKaUNOHHOM ceTu "IHTepHeT"?

[a
Het

5. CsoeBpemeHHO nn Bam 6Obina npepgoctaBneHa ycnyra B opraHusauum, B koTopylo Bbl obpatunuce (B
COOTBETCTBMM CO BpEMEHeM 3anucu Ha npuvem K cneumanucty (KOHCynmbTaumio), ¢ AaTon rocnutanusaumm
(amarHocTMyeckoro  uccnegoBaHws), CO  CPOKaMW,  YCTAHOBMEHHBIMW  MHAMBWAYanbHOM  MPOrpammoMn
NpegoCTaBNeHNs coumanbHbIX YCIyr, 1 npoyee)? <1>

<1> [ns nony4artenen ycnyr opraHum3auun B cdepe OxpaHbl 340POBbsl, COLMANbHOrO OGCMAY>XMBaAHUS U
deaepanbHbIX yYpexxaeHnuin Meanko-counanbHON SKCNepTu3bl.

[a (ycnyra npegoctaBneHa CBOEBPEMEHHO UMW paHee YCTaHOBIIEHHOMO CPOKa)
HeT (ycnyra npegocraeneHa ¢ onosgaHnem)

6. YpoBnetBopeHbl N Bbl KOMOPTHOCTBIO YCMOBWMIA NPEeaoCTaBMEHWUs YCIyr B oOpraHvsauuun (Hanuuune
KOMOPTHON 30HbI OTAbIXA (OXMAAHWS); HANMYMe N NOHATHOCTb HaBUrauMM B MOMELLEHUN OpraHu3aummn; Hannine
W OOCTYMHOCTb MUTLEBOW BOAbI B MOMELLEHUN OpraHn3auun; Hanmyine U AOCTYMHOCTb CaHUTAPHO-TUTMEHNYECKNX
noMeLleHWn B oOpraHusauuu; YOOBMNEeTBOPUTENbHOE CaHWTapHOE COCTOSHME MNOMELLEHUA  OpraHvsauuu;
TpaHCNopTHas AOCTYNHOCTb opraHnsauumn (Hanuume obLEeCTBEHHOrO TpaHCcnopTa, NapKoBKM); AOCTYMHOCTL 3anncu
Ha nomnyyeHve ycnyrm (no TenedoHy, Ha oduumansHOM canTe opraHusauuu, nocpeactsoMm EguHoro noprana
rocy4apCTBEHHbIX U MyHUUMNANbHLIX YCNyr, Mpu fWYHOM MOCELeHnN B perncrTpaTtype unu y cneumanucra
opraHusauum) u npoyune ycrnosus)?

[a
Het
7. imeeTe nu Bbl (Mnu nuuo, npegcraBnTenemM KOTOporo Bel sBnseTech) yCTaHOBMNEHHYHO rpynny MHBaNUgHOCTW?
Oa
HeT (nepexog k Bonpocy 9)
8. YpooBneTBopeHb! v Bbl 4OCTYNHOCTBLIO NpeaoCTaBneHns yCnyr Ans MHBanNuaoB B opraHu3aumnm?
Oa
Het

9. YpoBneTBopeHsbl Ny Bbl obpoxenaTenbHOCTbIO U BEXIMBOCTLIO paboTHMKOB opraHusauun, obecneynsatoLmx
NEePBUYHBIA KOHTAKT C NOCETUTENSAMU M MHopmupoBaHme o6 ycryrax npu HemnocpeacTBeHHOM obpalleHun B
opraHusaumio (paboTHWKM perucTpaTypbl, CNPaBOYHOW, MPUEMHOr0 OTAENEHUs, KacChl, NPUEMHON KOMWUCCUU U
npo4yne paboTHUKK)?
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Da
Het

10. YooBneTBopeHbl N Bbl 4obpoxenaTenbHOCTHI0 Y BEXIMBOCTLIO paboOTHMKOB OpraHu3auum, obecneunsaroLmx
HenocpeacTBEHHOE OKasaHwWe ycnyrn npu obpalleHun B opraHusauuio (Bpauu, coumarnbHble paboTHUKM,
paboTHUKM, OCYLLECTBAAIOWME  SKCMEPTHO-peabunmMTaLMOHHYI0  AMArHoCTMKY, npenogaBaTenu, TpeHepsl,
WHCTPYKTOpPbI, BnbnmMoTekapu, 3KCKypCcoBOAbI U Npoyne paboTHMKN)?

Oa
Het

11. lMonb3oBanucb N Bbl kKakMMnW-NMOO AMCTAHUMOHHBIMK Cnocobamu B3auUMOLEWNCTBUSA C  OpraHusauunemn
(TenedoH, aNEeKTpoOHHAA MoyTa, SMEKTPOHHBIN cepBUC (hopma Ans NoAayun 3NeKTPoHHOro obpaiyeHus (kanobsl,
NPeanoXeHns), nonydyeHne KOHCynbTauuMu NO OKasbiBaeMbiM ycnyram), pasgen "4acto 3agaBaemble BOMpOChH!”,
aHKeTa Ang onpoca rpaxaaH Ha cante n npo4ve.)?

Da
HeT (nepexog k Bonpocy 13)

12. YpooBneTtBopeHbl N Bbl 106pokenaTenbHOCTbIO M BEXIMBOCTbIO PaGOTHUMKOB OpraHusauun, ¢ KOTOPbIMU
B3avMMofeicTBoBanv B AUCTaHLUMOHHOK cdhopme (No TenedoHy, Mo 3NEKTPOHHON MoYTe, C MOMOLLbLIO 3NIEKTPOHHbIX
CEepBUCOB (AN Modayn SNEeKTPOHHOro obpalleHus (kanobbl, MPeasioKeHUs), MONyYeHUs KOHCyNbTauuu Mo
OKa3blBaeMbIM ycriyram) U B MpoYMX QUCTAHUMOHHbLIX hopmax)?

Oa
Het

13. MoToBLI N Bbl pekomMeHOoBaTb AaHHY OPraHu3auvio POACTBEHHUKaM U 3HAKOMbIM (M Mornm Obl Bbl ee
pekomeHAoBaThb, ecnu Obl Hbina BO3MOXHOCTb Bbibopa opraHusaummn)?

[a

Het
14. YpoBneTBopeHbl Nu Bbl oOpraHvM3aumMOHHBIMKM YCNOBUSIMM MpegocTaBrienHnst ycnyr (rpacumkom paboThbl
opraHusaumm (nogpasgeneHusi, oTaenbHbIX CneunanicToB, NEPUOLMYHOCTBIO NPUXoAda couuanbHoro paboTHUKa
Ha OOM W MNPOYUE); HaBUrauvem BHYTPWU oOpraHusauum (Hanuyine MHPOPMALMOHHLIX Tabnuyek, ykasaTenewn,
CurHanbHbIX Tabno, nHomaTtoB 1 npoyee)?

[a

Het
15. YooBneTBopeHbl N Bbl B LENOM YCNOBUSIMW OKa3aHWs YCIyr B OpraHmM3auumn?

Oa

Het

16. Bawwm npeanoXeHus no ynyyleHno YCNOoBUIA OKasaHus YCNyr B 4aHHOW OpraHn3aumm;

Coobuwure, noXanymncra, HeKoTopble CBeAeHUs O cebe:
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06 yTBEepXAEHUM MeToAMKM BbISIBNEHNS N 0606LLEHNS MHEHWS rPpaXkAaH O [laTa coxpaHenys:: 27.02.2020

Kauectse yc/l...

17. Baw non
My>xckon
YKeHckumn

18. Baw Bo3pacTt (ykaxknte ckornbko Bam nomnHbIx neT)
brnarogapvum Bac 3a yyacTtue B onpoce!
3anonHseTcs opraHM3aTopoM onpoca Ui aHKETEPOM.

1. Ha3BaHune HaceneHHoro NYyHKTa, B KOTOPOM npoBeeH onpoc (HaﬂI/ILIJI/ITE)

2. lonHoe HasBaHWe opraHusauum coumanbHOW cdepbl, B KOTOPOW NpPOBEAEeH Onpoc nonyvarenen ycnyr
(HanuwwuTe)
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