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BBeaeHnue

Couuonormnyecknin onpoc Obin NpoBedeH B nepuog € aeBrycta no okrtsopb 2018 roga. B ero
pamkax Oblnl BbINOSIHEH aHKETHbIM OMNpPOC noTpebuTenen ycnyr, NPoBeAeHbl rNyOVHHbIE
WHTEPBbLIO C NOTPEOMTENSAMM M NOCTaBLLMKAMW YCNyr, HaOMNOeHUss MeToOOM  «TarlHOro
nokynaTensa», a Takke pag OoKyCc-rpynnoBbIX AUCKYCCUNA.

B 2018 rogy aons npoBegeHus nccrnegoBaHnsi B OOLLECTBEHHbBIA MOHUTOPUHT Obifo BKHOYEHO
37 ycnyr ueHTparnbHbIX rOCOpPraHoB 1 23 yCryrn MeCTHbIX UCMONTHUTENbHbLIX OPraHoB.

Yecnyrm  otbupanuce  Haubonee MaccoBble, npo6riemHble, couuanbHo-3Ha4YMmble,
BocTpeboBaHHble. HeobxogmMma Takke npencTtaBneHHOCTb YCryr BCeX rocopraHoB. 1o aTown
NpUYnHE B AAHHOM MepeyHe NpUCYTCTBYHOT He Bcerga pacnpocTpaHeHHble N BOCTpeboBaHHbIe
YyCNyrn Ans HaceneHusi, Ho, TEM He MeHee, BaXHble ANsi TOro 4Tobbl UMEeTb NpeacTaBreHne o
kayecTBe n 6onee peakmx ycnyr. YHMKanbHOCTb 4aHHOTO UCCNEeAOBaHNS B TOM M 3aKroyaeTcs,
4YTO MOXHO OLEHUTb YPOBEHb YAOBMNETBOPEHHOCTW yCryrononyyatenen kayecTBoM OKasaHus
Takux ycnyr kak Beidaya nameHma Ha uzobpemeHue n Peaucmpauyus nuy, uwyuux pabomy,
Kayecmee be3pabomHozo, HasHauyeHue nocobuli Ha poxdeHue pebeHka w Ammecmauyusi
UHGhopMaUUOHHOU cucmeMbl 20cydapCcmeeHHO20 opeaHa Ha coomeemcmeue mpebosaHusiM
UHgopmauuoHHou be3ornacHocmu.

MeToao/10rUs 06]J.leCTBEHH01"O MOHUTOPHHTIA

YpoBeHb YAOBNETBOPEHHOCTN KAa4eCTBOM OKa3aHWSA rocygapCTBEHHbIX YCryr onpegensncs no
cpegHemy 6anny (natubannbHas LwKana oueHKn).

Ycnyra oueHvBanacb Ha 5 6annos, ecnu nonyyatenb Obln NOMHOCTHIO YOOBMETBOPEH, Npw
OKa3aHUM yCnyrv Ha BbICOKOM YpoBHe. [JoCTynHasi U MOHATHasA MHGOopMaUMsa (He BaXKHO, Npw
MONyYeHWM YCnyrm cpasy WnuM npeaBapuTenbHO YernoBeK XOTern MNOCMOTpPeTb/y3HaTb
MHpOpMaLMI), NPeAoCTaBNeHNEe YCMyrm B CPOKW, OTNMYHOE OOCNyXMBaHWE (BEXIUBOCTb,
KOMMNETEHTHOCTb, ONepaTUBHOCTb NepcoHana), 4OKYMeHTbl 6e3 olnboK, KOMJOpPTHLIE YCrOoBUS
M T.4. ABMSOTCA TEMM acrnektamMu kayectBa YCryru, Kotopble OpMUPYIOT Yy nonydaTens
oLLyLLieHNe YOOBMNEeTBOPEHHOCTU PE3YNbTaTOM YCIyTi.

B pamkax nccnegosaHus 6bin npoBegeH aHkeTHbIn onpoc 10 000 ycnyrononyyaTtenen Bo Bcex
pernoHax KasaxctaHa no 60-Tu rocygapcTBeHHbIM ycnyram (Tabnuya 1). Ana npoBeneHus
onpoca MCMNonb30Banuncb CMMCKM Monyvatenen ycnyr 3a nepuvog sHeapb-utoHb/aBryct 2018
roga, npegocTaBneHHble rocyaapCcTBeHHbIMM — opraHamu.  Onpoc  ycriyronosnyyatenem
npoBOOUNCA Takke Ha MecTe nonyydyeHusa ycnyru. CriegyeT OTMETUTb, YTO CIOXHOCTU CO
cnuckamu  ycriyrononyyaTtenenm Takke WUMeNnM  MecTo, OTCYTCTBME  KOHTakToB UMK
HeJOCTOBEpPHbIE AaHHbIe MO KOHTaKTaM ycriyrononyyarenem.

Tabauua 1. BoibopKa uccnenoBaHusA, KOJIMUECTBO PECNOHOEHTOB

FocopraH Ne | HammeHoBaHue rocycnyru N

BC 1 AnocTuUnMpoBaHue ouumanbHbIX JOKYMEHTOB, UCXOAALLUMX U3 CyOebHbIX opraHoB 148

Bblaaya apXxvBHbIX CNIpaBoOK U/UMKW KOMUIA apXMBHbIX JOKYMEHTOB B Npefenax apx1MBoB
m 2 KomuteTa no npaBoBoW CTaTUCTUKE U CcrieumanbHbIM ydeTam eHepanbHou npokypaTypbl PK n 200
ero TepputopuarnbHbIX ynpaBneHun

KHB 3 Bblgaya paspelueHusi Ha HeogHOKpaTHOe nepeceyveHne focyaapCTBEHHOWN rpaHnLbl 88




Focopran | Ne | HaumeHoBaHue rocycnyru N
Pecny6nuku KasaxcTtaH kasaxcTaHCKUMM cyAamuv Ans BeAeHWst MPOMbICITOBON AeATENbLHOCTU B
TeppuTopuanbHbIX Bogax (Mope), BHyTPEHHWX BOAAX W HA KOHTUHEHTaNbHOM Lwenbde
TecTupoBaHue rocyaapCTBEHHbIX CyXalUuX, NPeTEHAEHTOB Ha 3aHATUE BakaHTHON
4 aAMVHUCTPaTUBHOW rOCYyAapCTBEHHON AOMKHOCTU U rpaxaaH, Brepsble NOCTynaLmX Ha 208
AOrCrK NpaBoOOXPaHUTENbHYIO CryXOy
5 Mprem Ha obyyeHne B Akagemuio rocyaapCTBEHHOrO ynpasneHns npu MpeavaeHTe 166
Pecnybnuku KasaxctaH.
6 MocTaHoBKa 1 CHATUE C BOMHCKOTO y4eTa BOEHHOOOS3aHHbIX U NPU3bIBHUKOB 199
MO 7 Bblaaya BOeHHbIX 6UneToB 1 ux AybnukaToB (BPEMEHHbIX YA0CTOBEPEHW B3AMEH BOEHHbIX 201
6uneToB) ocuuepam 3anaca
8 MocTaHoBKa Ha y4yeT rpaxaaH Pecnybnukv KasaxcrtaH, NOCTOSHHO M BPEMEHHO MPOXUBAKOLLMX 201
M1 3a npegenamun Pecnybnuku
9 OdbopmneHne cBnaeTensCcTBa Ha BO3BpaLleHne 201
10 | Peructpauus HanoronnartesnbLnKos 201
Mo
11 | Bosspar Hanora Ha [o6aBreHHy0 CTOMMOCTb U3 BlogxeTa 201
MprcBoeHMe CNopTMBHBIX 3BaHWIA: «3acnyXeHHbIi MacTep cnopta Pecny6nvkn KasaxctaHy,
«MacTep cnopTta MexayHapoaHoro knacca Pecnybnukn KasaxctaH», «mactep crnopta
Pecnybnukn Kasaxctan», «3acnyxeHHbii TpeHep Pecnybnukun Kazaxctan» n
12 KBanMUKaLMOHHBIX KaTEropuii: TpEHEep BbICLLEro YPOBHS KBanudukaLumy BbICLLEN KaTeropumn, 201
MKC TPEHep CpeaHero ypoBHS KBanudmyKaumm BbICLLEN KaTeropumn, METOAMCT BbICLLENO YPOBHS
KBanudukaLumm BbICLLEN KAaTEropumn, METOANCT CPEAHErO YPOBHS KBanudvKaLmm BbICLLEN
KaTeropum, UHCTPYKTOP - CMIOPTCMEH BbICLLErO YPOBHS KBanudukaumm BbICLLEN KaTeropuw,
HaLMOHanbHbIN CNOPTUBHBIN CYAbS BbICLLEW KaTeropuu, HaLuMoHasbHbI CMIOPTUBHBIV Cyabs
13 | Bblgada npokaTHOro yaoctoBepeHusi Ha punbm 35
14 | lNpepocTaBneHne 3Konorm4eckon nHgpopmaumm 7
M3
15 | ATTectauus nepcoHarna, 3aHATOro Ha 06beKTax UCMONb30BaHNSA aTOMHOW SHEPrn 35
16 | MNpusHaHue n HocTpUdukaumsa AOKyMeHTOB 06 obpasoBaHun 201
MOH
17 | AxkkpeguTaums CyObeKTOB HAay4YHOM U (MnN) HAyYHO-TEXHUYECKOW AeATeNbHOCTH 65
18 | Bblgaya nateHTa Ha nsobpeTteHne 108
MIO 19 [ocypapcTBeHHas nepeperncTpauusi OpUaNYECKUX nuu, y4eTHas nepepermcrpaums nx 201
vnnanos 1 NpeacTaBUTENbCTB
20 | MNpoaneHwve n Bbiga4a Bble3AHbIX BU3 201
VB[ Bblaaya apxuBHbIX CNpaBOK U/MNn KOMWIA apXMBHBIX JOKYMEHTOB B NMpeAenax crneumanbHoro
21 | rocygapcTBeHHoro apxmea MuHuctepcTBa BHyTpeHHUX aen Pecnybnuku KasaxctaH u ero 202
TeppuTopuanbHbIX NoapasaeneHni
29 BkritoueHne un ncknioyeHne n3 MocyaapCcTBEHHOro permcTpa CybbeKToB eCTECTBEHHbIX 94
MH2 MOHOMoNMn
23 | Bblgava nuueH3mMmn Ha UMMOPT 1 (MNK) SKCMOPT OTAENbHBIX BUAOB TOBapoB 56
24 Bblgaya pa3pelueHns Ha 3KCrnopT, MMMOPT U TPaH3UT nepemMellaemMbix (NepeBo3nMbIX) 208
MCX 06BEKTOB C YHETOM OLIEHKM 3MM300TUYECKON CUTYaLIMM Ha COOTBETCTBYHOLLEN TEPPUTOPUN
25 Bbigaya dmtocaHutapHoro ceptudukarta Ha BbIBO3 NMOAKapaHTUHHON NPOAYKLMM 3a npeaensl 204
Pecnybnukn KasaxctaH
26 MopTBepxaeHve yBeAOMIIEHUs O BanioTHOM onepaumny unmn ob oTKpbITUM 6aHKOBCKOro cyeTta B 49
HE MHOCTpaHHOM 6aHke
27 Bblaava nHopmaumm o COCTOSAHNM NEHCUOHHbBIX HAKOMMEHNN (C y4eTOM UHBECTULIMOHHOTO 208
fAoxofa) Bknagyvka (nonyyatens) e4MHOro HakKonMTENbHOrO NEHCUOHHOTO hoHAA
28 AKKpeauTaums tpuandYeckmX Ny, OCyLLECTBIIAILWMNX TEXHUYECKUI HAA30p U TEXHUYECKoe 161
MUP obcnepoBaHne No 06bEKTaM NepBOro U BTOPOrO YPOBHEW OTBETCTBEHHOCTU
29 ATTecTauus akcnepTa-ayauTopa no rnoaTBePXAeHVNI0 COOTBETCTBUSA, ONpeaeneHunio CTpaHbl 131
NPOVCXOXAEHNS TOBapa, cTaTyca ToBapa TaMOXEeHHOro Cor3a Ui MHOCTPaHHOro ToBapa
30 | Bblgaya paspelueHns Ha Mcnonb3oBaHVe paamMoyacToTHoro cnektpa Pecnybnvku KasaxcraH 119
MUK 31 Bblgaya paspelueHns Ha akcnnyaTaumio paarMoaneKTPOHHbIX CPEACTB U BbICOKOYACTOTHbIX 82
YCTPOWCTB
32 | HasHauyeHue NeHCUOHHBIX BbIMnaT No Bo3pacty 208
MTCS3H —
33 | HasHaueHwue nocobuii Ha poxaeHve pebeHka 1 no yxoay 3a pebeHKom 203
[ocypapcTBeHHas permctpauusi unu nepeperucTpaums NpoaykToB AETCKOro NUTaHNs, NULLEBbIX
M3 34 1 Brornormyeckn akTUBHbIX 06aBOK K NKLLE, FeHeTUYECKU MOaNMULIMPOBaHHbLIX OO LEKTOB, 89

KpacuTeneii, cpeacTB Ae3nHMEKLMW, Ae3MHCEKLUM U fepaTh3aunm, MaTeprasioB U U3genui,
KOHTaKTUPYIOLLMX C BOZOW M NMPOAYKTaMMW MUTaHUS, XMMUYECKUX BELLECTB, OTAENbHbIX BULOB




FocopraH

HanmeHoBaHue rocycnyru

npoaykumm n BelecTs, OKa3biBalOWKMX BpeaHoe BO3[eNCTBUE Ha 300POBbLE YeroBeka

M3

35

[onyck MHOCTpaHHbIX CNeUManncToB K KNMHUYECKON NPaKTUKe, 3a UCKITIOYEeHNeM nul,
npurnaweHHbIX K OCYLLEeCTBNEHMIO NPOdECCUOHANbHON MEANLIMHCKON AeATENbHOCTY B
HaumoHansHom xonauHre B 06racty 34paBoOXpaHEHUsI U €70 JOYEPHUX OpraHn3auumsix, a
Takke HasapbaeB YHvBepcUTETE UMK Er0 MEAULMHCKMX OpraHn3auusix, MeaLMHCKUX
opraHusauusax YnpaeneHnus Jenamu MNpesugeHta Pecny6nukun KaszaxcraH

98

MOP

36

[MpoBegeHWe penurnoBeg4eckon aKCNepTn3bl

41

MOATIM

37

ATTecTtauust MHOOPMALMOHHOW CUCTEMbI, MHOPMALMOHHO-KOMMYHMKALMOHHOW NNnaTtdopMbl
"9NeKTPOHHOr0 NpaBUTENLCTBA" U MHTEPHET-pPeCypca rocyaapCTBEHHOrO OpraHa Ha
CcooTBeTCTBMNE TPeboBaHNAM MHOPMALMOHHON B6e3onacHOCTU

25

MMNO

38

Bblgava y,D,OCTOBepeHVIVI Ha NpaBo ynpaBneHna TpaktopamMu U U3rotoBneHHbIMU Ha UX 6ase
CaMOXO4HbIMW LLIACCU U MEXaHU3MaMm1, CaMOXOOHbIMU CENbCKOXO3ANCTBEHHBLIMM,
MennMopaTuBHbIMU N [JOPOXKHO-CTPOUTENbHbIMU MallMHaMU U MeXaHU3MaMu, a TakxKe
crneumanbHbIMY MallMHaMM NOBbILLEHHOW MPOXOAUMOCTHU

200

39

HasHaueHue rocygapCcTBeHHOM agpecHo coLmarnbHON NoMOoLLM

208

40

YTBepxaeHne kagacTpoBou (OLLEHOYHOM) CTOMMOCTU KOHKPETHBIX 3EMEeSbHbIX YHacTKOB,
npoJaBaeMbIX B YaCTHYI0 COGCTBEHHOCTb rOCyAapCTBOM

209

41

YTBepxaeHVe 3eMeyCTpoUTENbHBIX MPOEKTOB N0 (hOPMMPOBAHNIO 3EMENbHBIX Y4aCTKOB

209

42

MpnobpeTeHre npaB Ha 3eMenbHbIE YHaCTKW, KOTOPbIE HAXOAATCA B roCyAapCTBEHHOM
COBCTBEHHOCTU, He TpebytoLee NpoBeAeHNs TOProB (KOHKYpCOB, ayKLIMOHOB)

205

43

Bblgaya pelueHnst Ha peKOHCTPYKLUMIO (MepennaHnpoBKy, nepeobopyaoBaHve) MOMELLEHWI
(oTOEenbHbIX YacTewn) CyLLECTBYIOLLIMX 30aHWN, HE CBA3AHHBIX C U3MEHEHUEM HECYLLMX U
OrpaxkgatLLmMX KOHCTPYKLMI, MHXEHEPHBIX CUCTEM 1 060pyAoBaHMA

209

44

Bbigaya gybnvkaToB AOKYMEHTOB O TEXHUYECKOM 1 NpodheccroHansHOM obpa3oBaHmm

208

45

Bblaaya cnpaBkv 0 HanuMumMm (OTCYTCTBUM) B MOCTOSIHHOM MOMNb30BaHWN XUnuLLa 13
KOMMYHaIbHOIO XWUMULLHOTO POHAA WMWY XUNWLLA, apeHA0BAHHOIO MECTHBIM UCMOMHUTENbHBIM
OpraHoOM B YaCTHOM XWUMULLHOM choHAe, rpaxaaHaM, HyXXAAKLWMMCS B XXUMULLE U3 XXUMULLHOTO
choHaa rocyaapCTBEHHOO NPeAnpUATAS NGO rocy4apCTBEHHOMO yYpeXaeHUs

209

46

MpenocTaBneHve 3eMenbHOrO y4acTka Anst CTPOUTENbLCTBA 0OObeKTa B YepTe HaceneHHoro
nyHKTa

209

47

MepeBoA 1 BOoCCTaHOBNEHME 0BYyYatoLLMXCs B OpraHu3auusix o6pasoBaHusi, peanuayoLmx
obpasoBaTenbHblE MPOrpaMMbl TEXHUHECKOMO U MPOECCMOHaNbHOMO, NOCNECPEAHEro
obpa3zoBaHus

206

48

OkasaHne KOHCyJ'II:TaTVIBHOVI NMOMOLLM CEMbSIM, BOCMUTLIBAIOLLMM OETEN C OrpaHN4YeHHbIMU
BO3MOXHOCTAMU

202

49

Onpe,u,eneHme OenMMoCcTn N HegenMMoCTN 3eMerbHbIX Y4aCTKOB

206

50

OdhopMrieHne JOKYMEHTOB Ha UHBaNUAOB AN NPefoCTaBeHns MM NPOTe3HO-0pToNeaNYeCcKom
noMoLL

209

51

O(’bOpMJ’IeHVIe OOKYMEHTOB Ha MHBanuaoB ANnA npeaocTtaBleHns UM ycrnyru HauBuayanbHOro
NOMOLLHNKa Ana nHBannaos ﬂepBOI;I rpynnbl, UMeLWKUX 3aTpyaHeHWe B nepeaBuXxXeHnun, n
cneuuanuncTa XecTtoBOro A3blka anda MnHBanmnaos No Cnyxy

209

52

npl/lBaTVI3aLl,I/1$| Knnul n3 rocygapCTteeHHOro XnnuuHoro CbOH,Cla

203

53

I'IpvneM AOKYMEHTOB U BblAa4a Hal'lpaBJ'leHVIVI Ha npegocTtaBlieHne oTAblxa OeTaM U3
ManoobecneyeHHbIX ceMel B 3aropoAHbIX N NPULLKOSbHbIX narepsax

209

54

[MocTaHoBKa Ha oyepeab AeTen AOLWKONbLHOro Bo3pacTa (Ao 7 neT) ANs HanpaBfeHns B AeTCKue
[AOLLKONbHbIE OpraHm3aumm

203

55

Cy6cuampoBaHme No BO3MELLEHMIO YaCTW PACXOA0B, MOHECEHHBIX CYBbekTOM
arponpOMBLILLIIEHHOTO KOMIIIEKCA MPU UHBECTULIMOHHBIX BIIOXKEHMSX

201

56

MpuKpenneHe K MEAULIMHCKOM OpraH13aLmi, OKasblBatoLLEn NepBUYHYI0 MeOMKO-CaHUTapHYo
MoMOlLLb

209

57

[MocTaHoBKka Ha YYeT U o4epeHOCTb, a TaKkke NPUHATUE MECTHbIMU UCNOJTHUTENbHbIMU
opraHamu pelleHua o npeaocTaBieHUN Xunuiula rpaxxaaHam, Hyxxgarolwnmcs B Xunuue ns
rocyaapCTBE€HHOro XUnuuwHoro d)OH,qa nnn xunuuie, apeHaoBaHHOM MeCTHbIM
NCNONMHUTENbHbIM OpraHomMm B 4aCTHOM XUIULLHOM (bOHFle

209

58

PerucTtpaums nuu, nwywmx paboTy, B kadectse 6e3paboTHOro

212

59

Bblgaya pernctpaumoHHoro 4okymMeHTa (aybnvkara) 1 rocyAapCTBEHHOTO HOMEPHOTO 3Haka Anst
TPaKTOPOB Y U3rOTOBNEHHbIX HA UX 6a3e CAMOXOAHbIX LACCU Y MEXaHU3MOB, NPULIENOB K HUM,
BKIH0Yas NpuULenbl CO CMOHTUPOBaHHBIM creuuansHbIM 060pyA0BaHNEM CaMOXOAHbIX
CEMNbCKOX03SMCTBEHHbIX, METNIMOPATUBHbIX U JOPOXXHO-CTPOUTESbHBLIX MaLLMH, @ Takke
cneumanbHbiIX MaLlvH NOBbILIEHHOW NPOXOAMMOCTU

207

60

rOCy,D,apCTBeHHaFl perncrTpauua 3anora (CHFlTI/Ie C perI/ICTpaLlI/II/I) TPAKTOPOB U NU3roTOBJ1EHHbIX
Ha 1x 6ase CaMOXOAHbIX LUAaCCh U MEXaHN3MOB, npuuenoB K HUM, BKIMKOYaa npulenbl Co

203




FocopraH | Ne | HaumeHoBaHue rocycnyru N

CMOHTMPOBaHHbLIM CcneunanbHbIM oGopy,qoaaHmeM, CaMOXOAHbIX, CEMbCKOXO3ANCTBEHHbIX,
MeJNmMopaTUBHbLIX U AOPOXKHO-CTPOUTESTIbHbIX MallNH N MEXaHU3MOB, a Takke cneunanbHbIX
MaLLWH NOBbILLEHHOW NPOXOANMOCTHU

Bcero 10000

Bbino npoBegeHo 25 wccnegnoBaHW METOAOM «TaWHOrO MnokynaTtens», 4tobbl OUEHWUTb Ha
MecTe nopsiAoK okasaHus ycnyrn. [ns BbisiBNeHUs npobrnem okasaHWsi rocygapCTBEHHOM
YCRNyru, Ux NpUYMH 1 POPMyrMpPOBaHMUS KOHKPETHbBIX NPeasIOKEHUN NO yny4yleHno nopsaka nx
okasaHusa 6bino nposegeHo 60 okyc-rpynnoBbIX AUCKYCCUIA C y4acTMeM nornyyatenen ycnyr.
He no Bcem ycnyram BO3MOXHO npoBedeHne OKyC-rpynnoBbIX AUCKYCCUA, MNO3TOMY
NpeayCMOTPEHbl Takue KavyeCTBEHHble MeTOAbl UCCrefoBaHus Kak rnybvHHble uHTepBblo. C
LUenbio MNnonyyeHuss MHEHUW npeacTaBuTenen Leneson ayouTopuu, 3KCMEepToB B [aHHOW
OTpacnu co CTOPOHbI Nony4yaTenen ycnyr u ycnyrogatenen obino npoeneHo 28 rnyObuHHbIX
WNHTEPBLIO.

PesynbTaTbl uMccrnegoBaHusi M peKkOMeHZauuMn MO MOBbILWEHWIO KayecTBa OKal3aHUs
roCy4apCTBEHHbIX YCNyr B JAHHOM OTYeTe NpeAcTaBrieHbl No ycnyre, B LENOM Ansi MECTHbIX U
LleHTpanbHbIX FOCY4ApPCTBEHHLIX OPraHOB MO OTpaciieBOM HaMpaBfeHHOCTM, a Takke C
pasrpaHM4YeHneM MeXay rocyaapcTBeHHbIMM opraHamu u fockopnopaumei.

CornacHo pekomeHaaunsiM rocopraHoB, y nonyvarerns ycnyrn 6biia BO3MOXHOCTb OTMETUTL B
aHkeTe, Kyga oH obpaliancsa B npouecce nonyveHuns gaHHom ycnyrm (LLOH, 3oHa egov.kz B
LIOHe, BeG-noptan egov.kz u elicense.kz, rocopraH). osTomy ycnyronony4yatenb WMeEn
BO3MOXHOCTb OTMETUTb CBOE B3aMMOOENCTBME BO BpPeMsi Nogavv AOKYMEHTOB, MOSyYeHus
pesynbTata W KOHCynbTauuu, He TONbKO MeCcTO nonyyeHnus ycnyrn. Ecnm B npouecce
nonyveHusa ycnyrn 6binm obpalleHms B rocopraH v fockopnopauuvio, peCnoHAEHTbl OLEHWUN
CBOE B3auMMOAEWNCTBME C COTpPyAHMKamu rocopraHoB u [ockopnopauun. Ho kavectBo
YOOBNETBOPEHHOCTM YCMYrM B LIeIOM OLEHMBANock OOHOM OLEHKOW No 5-Tn 6annbHOM Likane
(Bonpoc: «OueHume 6 uesiom Kadecmeo ripedocmassieHusi ycrlyau, HacKobKo Bbl
ydoernemeopeHbl Pe3ynbmamom rosy4eHust ycryau rno 5-mu 6annbHou wkane?»).

Bornee petanvanpoBaHO nokasaTb pe3ynbTaTbl UCCNEAOBaHWsS, TO €CTb YCMyry B paspese
PErMOHOB MIN rOCOPraHoB, He NpeacTaBnsaeTcss BO3MOXHbIM. [laHHbIe Mo pe3ynbTatam onpoca
11-14 pecnoHOEHTOB SABMSAIOTCA CTATUCTMYECKM HeOoCTOBepHbIMW. B pamkax aaHHoOro
nccneaoBaHUs, MOXHO NpeacTaBuTb AaHHble no yenyram (1), no LFO (2) 1 MUO (3).

KonnyecTtBeHHble pe3ynbTaThl UCCNEA0BaHNS (CTAaTUCTUYECKN JOCTOBEPHbIE) CONMPOBOXAAITCS
KOMMEHTapuaMN y4aCTHUKOB UccnefoBaHusA. KommeHTapum no ycryram otpaxaroT npobnemsi,
He CBA3aHHble C KOHKPETHbIM PErMoHOM, a npexae BCero, XapakTepHble Anst AaHHOW YCIyru.
OTbupanuce 6Gonee KOHKPETHO CHOPMYNMPOBaHHbIE BbICKa3biBaHWUA YCnyronosnyyarenen.
MoaTtomMy HeBepHO genatb MO HWUM BbIBOAbI OTHOCUTENBHO OTAENbHO B3ATOrO MECTHOro
MCMNOSTHUTENbBHOro opraHa unu pernoHa (no ycnyram LIrO).
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Pe3y/ibTaThl 0611€CTBEHHOTO0 MOHUTOPHUHIA O rocoOpraHam

PeHATHUHT rocyAapCTBEeHHBIX YCIYT

YOoBNEeTBOPEHHOCTb  KayeCTBOM OKa3aHUsA rOCYAapCTBEHHbIX YCryr no peaynbtatam
obwecTtBeHHOro moHuTopuHra 2018 r. coctaBnseT 72,4% ycnyrononyyarenen unu B cpegHem
4,66 6annos.

AHanM3 nonyyeHHblX AaHHbIX CBUOETENbCTBYET 006 ynyyweHun yaoBNeTBOPEHHOCTU
ycnyronony4dartenen otHocuteneHo 2017 r. (Ha 6,5%).

Tabauua 2. Ya0BNeTBOPEHHOCTb Ka4eCTBOM OKa3aHUA rocycnyr B pamKax obwectseHHOro MoHuTopuHra 2014-2018 rr.

Y00BNeTBOPEHHOCTb BbiGopKa Kon-80 yenyr
CpepHee %
2018r. 4,66 72,4 10000 60
2017 r. 4,57 65,9 9517 55
2016. 4,59 72,8 9082 50
2015r. 7,9 8327 39
2014r. 8,7 8923 33

Mo pesynbTatam 06LLECTBEHHOrO MOHUTOPUHIa 60 rocyaapCTBEHHbIX YCryr Hanbonee BbICOKYHO
OLIEHKY B PENTUHIe MONy4nnn Takme ycnyru Kak:

e [logTBepxaeHne yBe4OMMEHUS O BarnoTHOW onepauum unm o6 OTKpbITUM GaHKOBCKOMO
cuyeTa B MHOocTpaHHOM 6aHke (HaubaHk PK);

e [lonyCcK MHOCTPaHHbLIX CMELVanncToB K KIMMHUYECKON MpPaKTUKe, 3a UCKMIYEHWeM N,
NpurnaweHHbIX K OCYLLECTBEHNIO NPOdeCcCUoHanbHON MeOULMHCKON OeATeNbHOCTU B
HaunoHanbHOM xonavHre B 06r1acty 34paBoOXpPaHEHUS U €ro 4OYEPHUX OpraHM3aumsx,
a Takke HazapbaeB YHuBepcuTeTe Unu ero MeAMUUHCKMX OpraHmM3aumax, MeamuuHCKMX
opraHunsauuax Ynpasnenua denamu Mpesungenta PK (M3 PK);

e TecTupoBaHMe roCyAapCTBEHHbIX CRyXalluMx, NPeTeHAEHTOB Ha 3aHsTWe BaKaHTHOW
agMUHUCTPaATUBHOW roCy4apCTBEHHOW LAOIMKHOCTU W rpaxaaH, BnepBble NOCTynaroLmx
Ha npaBooxpaHuTensHyto cnyxby (AAIC MK);

e Bblgaya wuHdOpMauUMM O  COCTOSIHUM  MEHCUMOHHBIX  HaKkoMmeHwh (C  yd4eTom
WHBECTULMOHHOIMO [A0X04a) BKMaguuka (nomyyatensl) €eOuHOro  HakonuTenbHOro
neHcmoHHoro coHaa (HaubaHk PK);

¢ [lpepoctaeneHune akonorndeckon nigopmauun (M3 PK).

Mo gaHHbIM ycnyram yaoBneTBOPEHHOCTb COCTaBnsieT Ha ypoBHe 4,86-4,92 Ganna wunu 6onee
85% pecnoHAEHTOB, BbICOKO OLIEHUBLLMX KaY€CTBO NpeaoCcTaBneHunst YCryr.

Ycnyra [lodmeepxdeHue ysedomrieHUss O eamomHdol onepayuu unu o6 OomKpbimuu
baHKoBCKO20 c4Yema 8 UHOCcmpaHHOM 6aHKe He MaccoBasd, MWHMManbHOE KONM4ecTBO
AokymeHTOB. OnpegendawwMMm  SBNANOCbL TO, YTO  PECNOHAEHTbl O4YE€Hb  JOBOMbHbI
pasbsCHEHUAMMN ycryrogaTensi, ero HebesydacTHoCTbo. BTopas ycnyra HaubaHnka Beidava
UHGbopMayuu 0 COCMOSIHUU MEeHCUOHHbIX HakoraeHul bonee maccoBas, HO JOBOSIbHO NpocTas
no npoueaype. [lpuyem No faHHOW ycnyre Kpome nopTana «3feKTPOHHOro npaBUTENbCTBa»
€CTb BO3MOXHOCTb MONYyYnTb YCryry B fIM4HOM KabuHeTe Ha nopTtane EHIM®, yepes mobunsHoe
npunoxeHue, a Takke B camom EHIM®. Ycnyra MuHucTepctBa 3gpaBooxpaHeHus [foryck
UHOCMpPaHHbIX Creyuanucmos K KIUHUYEeCKOU fpakmuke Takke He SBMseTcs MacCoBOW U
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npeagocTaBnseTca Afs MHOCTPaHHbIX CMeuManucToB, KOTOpble JOBOSMBbHO JTIOANBHO NOAOLMAN K
OLeHKe KavecTBa npepoctasrieHusa ycnyru. [lpedocmasrneHue skorocudeckol UHghopmauyuu
MuHucmepcmea sHep2emuKu MOXHO OTHECTM K peakMMm, B Hawem cnucke 6bino 10
ycnyrononyatenen wn npepgoctaensetca PIT1 "MHdopMauMOHHO-aHanUTU4YeCkun  LEeHTp
OXpaHbl OKpyxatwen cpeabl". o ycnyre TecmupogaHue 20cy0apCmeEeHHbIX CryXaujux
npakTnyeckn Bce oTpaboTaHo, ycryra YacTMYHO aBTOMaTu3npoBaHa. ECTb nuwb 3amevaHus
OTHOCUTENBbHO KayecTBa TECTOB Ha Ka3axCKOM SA3blKe.

HW3Kknin penTnHr yooBneTBOPEHHOCTM MO CreayLwmnm ycnyram:

e [lpnobpeTteHune npaB Ha 3emernbHble ydacTkn (MUO);

e ATTectauusa akcnepTta-aygutopa no MNOATBEPXKOEHUIO COOTBETCTBUSA, OnNpedeneHuto
CTpaHbl NPOUCXOXAEHUA ToBapa, CcTaTyca ToBapa TaMOXEHHOro cow3a unu
nHoctpaHHoro Toeapa (MNP PK);

e Bblgaya paspelieHns Ha HeodHOKpaTHoe nepecedyeHne [0ocyaapCTBEHHOW rpaHuLbI
(KHB);

e YTBepXaeHue KagacTpoBor (OLEHOYHOW) CTOMMOCTIN KOHKPETHbLIX 3eMeNbHbIX Y4acTKOB,
npogaBaeMblX B YaCTHYK cobGCTBEHHOCTL rocygapcteom (MUO);

¢ Bblgava npokaTtHoro yaooctosepeHus Ha dounbem (MKC);

e Bblgaya apxuBHbIX crnpaBok KomuTeTa Mo npasBoBOW CTaTtUCTMKe U [eHnpokypaTtypbl
().

KauecTBo BblIlEe yKa3aHHbIX YCIyr oLeHnBaeTca Xxopowo — Bbiwe 4 6annos (4,37-4,49 6anna).
Ho, TeM He MeHee, OHM HaxogATCA B AaHHOM penTuHre Ha 6onee HU3KMX MNO3MLMAX
OTHOCUTENBLHO APYINX YCIyr.

Ycnyra KHB Bbidauya paspeweHusi Ha HEOOHOKpamHoe nepecedyeHue [ocydapcmeeHHoU
epaHuubl npegocTaBnsieTca B MaHrucraycko obnactn n CoBepLUEHHO HE OpPUEHTMPOBaHa Ha
notpebHocTn ycnyrononyyaTtens. o MHEHWIO PECNOHAEHTOB, K NyylleMy KayecTBO YCrnyru He
MEHSETCS, XOTA yOAOBNETBOPEHHOCTb OTHOCUTENbHO MpoLunoro roga yesenunyunacb ¢ 30% Ao
64,8%. PecnoHaeHTbl XOTAT BUAETb YETKO U SICHO MPOMNMCAHHBLIN anropuTM LAHHOW YCNyrn c
y4yeToM NoTpeBbHOCTEN pa3HbIX KaTeropuin nonyyvyaTenen ycnyr.

OcHoBHble npobnembl No Bbidade npokamHo20 ydocmoeepeHusi Ha burbM  CBS3aHbl C
TPYQHOCTSIMM NMoJayn OOKYMEHTOB Ha mopTan 3MeKTPOHHOrO MpaBUTENbCTBA. TEXHUYECcKue
HeaoopaboTkm Ha nopTane HeraTMBHO OTPa3WIUCb Ha YAOBMETBOPEHHOCTW KayeCTBOM
npegocTaBnennst ycnyru. 3asiBka He NPUKPENNAeTCsl, pes3ynbTaTt B UCTOPMM He OTobpaxkaeTcs,
B MOMEHT 3anofiHEHMS BCEX JaHHbIX NOSABNSAETCSA COOOLEeHne 0 HeQOCTYNMHOCTU cepBepa.

Ammecmauus aKkcriepma-ayoumopa o rnoomeepxx0eHur coomeemcmeus, onpedesieHuro
cmpaHbl  MPOUCXOX0eHUsi ~moeapa, cmamyca mogapa TaMOXeHHO20 cor3a  unu
UHOCMpaHHo20 moeapa oOkasblBaeTcd KOMUTETOM TEeXHUYECKOro peryrimpoBaHus MU
meTporiornm MuHuctepcTBa no uvHBectTMumsamMm n passutuio PK.  HecmoTpsi Ha To, 4TO ecTb
BO3MOXHOCTb MONb30BAaTLCA YCIYyron B 3NEKTPOHHOM dhopmaTe, 60NbLUNMHCTBO pPeCcrnoHAEHTOB
ncnonb3yet BymaxHbI popmMaT nogaynm OOKYMEHTOB. Tak Kak eCTb orpaHu4eHus no obbemy
npukpennsemMblx ¢annos, a nakeT AOKYMEHTOB AOSKeH ObITb OTrnpaBneH OAHWM hansiom.
Takke HeQoOBOMLCTBO Yycryrononyyatenen Bbi3BAaHO HEOOOCHOBAHHbIMU, MO WX MHEHWUIO,
oTKa3amu B Morly4yeHumn atrecTara.

Huskne YpPOBEHb yAOBNETBOPEHHOCTU MO apXUTEKTYPE N 3E€MEJIbHbIM OTHOLLUEHUAM U HE TOJ1bKO
no ycnyram, YykKa3aHHbIM Bbllle, a TaKke HpeaocmaeneHue 3emMesibHO2O y4acmkKa onsa
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cmpoumenibcmea obbekma 8 4epme Hace/eHHo20 [MyHkma, Bbidaya peweHus Ha
PEKOHCMPYKUUI0 MoMeweHul cywecmesyrowux 30aHud.

Ona nonydyeHuna ycnyrm YmeepxdeHue kadacmpogol (OUeHOYHOU) cmouMocmu KOHKPEeMHbIX
3eMesribHbIX  y4acmkos, rpodasaeMbiX 8 4YacmHyr cobCcmeeHHOCmb 20cydapcmeom
Heobxoaumo nonyyuntb AKT 06 onpeaeneHnn kKagacTpoBOM CTOMMOCTU, @ AN 3TOro AKTa HyXeH
apyron  AkT BblGOpa 3emenbHOro yydactka. A B CBOKO ouyepeab YmeepxoeHue kadacmposol
cmMoumMocmu SBNSETCA OOHMM M3 3TanOB APYrMX YCNyr. «3a4emM cmorbKo uHcmaHyul? MoxHo
)Xe sce 8 0OHOM Mecme cdenamby, «HekomMnemeHmMHble compyOHUKU Ha4YUHaKMmM 20HsIMb Mo
myda, mo croda. MHe He HyxXHa 8eX/u8oCmb, MHE HYXHO 4mobbl pabomHuku 6biIu
2paMoOmMHbIMU U MO2/1U MOJIKO8O pa3pewiums my Unu UHYK cumyauuroy.

YmeepxxdeHue 3emrieycmpoumeribHbIX MPOeKmos rno hopMupo8aHUr0 3eMeslbHbIX y4acmKoe—
9TO OAWH wn3 3TanoB, Hanpumep, [lpuobpemeHuss rnpae Ha 3eMerlbHble y4acmKu,
pasdeneHusi/06bedUHEHUST y4acmKo8 W OOIMKEH MpPedoCTaBNATbCA B KOMIMIIEKCE C 3TUMM
ycnyramu. «3adem Halo HeCKOJIbKO pa3 nodagsame OOKyMeHmbI?! bes MeHs1 He mo2ym Oarnbuie
nepedame 1o cxeme?»

Mo paHHbIM ycnyram BO3MOXHO €CTb HeO6XOD,VIMOCTb BBEOEHUS KOMMO3UTHOM ycnyru,
npuHUMNa ogHoOro 3asaBrieHnA.

B uenom nonyyeHue ycnyru lNpedocmasneHue 3eMesibHO20 y4dacmka Orisi cmpoumersibcmea
obbekma 8 yepme HacesieHHO20 ryHKma Takke TpebyeT onpeaeneHHbIn 3HaHWK, YCUNum m
3aTpaTt (3emernbHO-KagacTpoBble paboThbl). Ycnyrononydatenu nosnyyatoT HeoOOCHOBaHHbIE
OTKasbl. HeynoBnNeTBOPEHHOCTb YCMYron Bbl3BaHa OTCYTCTBMEM pPa3bsCHEHMMA MO LOaHHOW
ycnyre.

Mo ycnyre BbiGavya apxu8HbIX CripasoK u/unu Konud apxueHbix OOKyMeHmos 8 rpedenax
apxueoe Komumema o rnpagogol cmamucmuke U creyuarnbHbiM ydemam [eHeparbHoU
npokypamypbl PK ocHoBHasa npobnema cBsidaHa No AnuTeribHbIM CpoKam MOfy4YeHUs yCryrm u
HecobnioOeHN0 AaHHbIX CPOKOB rocopraHom. Ectb HeobxogmmocTb B uugposusauunm
apxMBHbIX MaTepuanoB [eHepanbHOM MPOKypaTypbl. YcnyronosyvaTenu no HEeckonbko pas3
MOryT nogaBaTb 3asBKW U HE MOSy4nTb OTBEThLI HA CBOM 3anpochl.

Tabauua 3. PeiTUHT rocyAapCcTBEHHbIX YCAYT NO pe3y/ibTaTam 06L,ecTBEHHOr0 MOHUTOPUHTA

HanumeHoBaHue rocycnyru CpenHuit
6ann %
1 MonTBepxaeHne yBegoMIeHUs: O BaNOTHOM onepauum unn 06 oTKpbITUK 492 959
©aHKOBCKOro cyeTa B MHOCTPAHHOM OaHke ' '
2 [lonyck MHOCTPaHHbLIX CMeLnanmncToB K KITMHNYECKOW NpakTuke 4,89 90,8
3 TecTupoBaHue rocyaapCTBEHHbIX CyXKaLlmx 4,88 89,4
4 Bblgaya nHdopmaumnmn o CoOCTOAHUN NEHCUOHHBIX HAaKoNeHnn Bknagynka EHMN® 4,86 86,1
5 [penocTtaBneHne akonornyeckon nHopmaumum 4,86 85,7
6 OdbopmneHune cengeTenbCcTBa Ha Bo3BpaLLeHne 4,83 86,1
7 [Mprvem goKyMeHTOB U Bbiaaya HanpaBneHun Ha NpegocTaBneHne oTabixa AeTsaMm 4,83 84,7
8 Bblgava oybnukatoB JOKYMEHTOB O TEXHUYECKOM U NPOGECCUOHANBHOM 481 856
obpasoBaHun ' '
9 Bbigava putocaHnTapHoro ceptudmkaTa Ha BbIBO3 NOAKapaHTUHHOW NPOAYKLMM 481 828
3a npegensl PK ' ’
10 Bblgaya paspelueHnst Ha akcnnyaTauuio paamoaniekTPOHHbIX CPeACTB U 4,79 82,9
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HavmeHoBaHue rocycnyru

CpeaHun

Gann %
BbICOKOYACTOTHbIX YCTPONCTB
1 O6y4eHne no npodeccroHanbHbLIM NporpaMMaM NocrneBy30BCKOro obpa3oBaHusi 477 83,1
B Al'Y
12 ::;zcr:;juvm nepcoHarna, 3aHAaToro Ha 00bLEKTaX UCMONb30BaHNS aTOMHOM 477 82.9
13 Bbloaua paspelueHnst Ha ncnonb3oBaHWe paguoyvactoTHoro cnektpa PK 4,77 80,7
14 Bbloaya nateHTa Ha n3obpeteHune 4,75 78,7
15 Bblgaya ygoctoBepeHuin Ha NpaBo ynpasreHns TpakTopamu 4,75 76,5
16 MpucBoeHne CnopTMBHbLIX 3BaHWIA: «3acnyXeHHbIi MacTep cnopTa PKy, 474 781
«3acnyxeHHbIn TpeHep PK» n kBanud. kateropun ' '
17 MoctaHoBKka Ha yueT rpaxxgaH Pecnybnukn KasaxcrtaH, NOCTOSAHHO U BPEMEHHO 473 796
npoxueatoLwux 3a npegenamm Pecnybnvkm ' ’
18 OkasaHune KOHCYNbTaTUBHOM NOMOLLM CEMbSIM, BOCNUTLIBAIOLLMM AeTEN C 473 777
OrpaHMyYeHHbIMU BO3MOXHOCTSIMU
19 MpoaneHuve v Bbiaaya Bble3aHbIX BU3 4,72 76,6
20 [MepeBoa 1 BoccTaHOBNEHME 06y4vaoLMXCa B opraHM3aunsix obpa3oBaHus, 471 762
peanuaytoLmx nporpammel TUMO ' '
21 [NocTaHoBKa Ha ovepeab AeTen AOLKONbHOro Bo3pacTta 4,70 75,4
22 Pernctpaums HanoronnaTenbLMKOB 4,69 74,6
23 Bblgaya cnpaBky 0 HaNVUYMK XUnuLia N3 KOMMYHaNbHOMO XWUMULLHOro hoHAa unu 4,68 74.6
xXunuwa, apesgosaHHoro MO
24 Ha3sHayeHne NeHCMOHHBIX BbIMNMaT No Bo3pacTy 4,68 73,1
25 [MocTaHoBKa M CHSATUE C BOMHCKOTO y4eTa BOEHHOOOS3aHHbIX U MPU3bIBHUKOB 4,68 71,9
26 HasHauyeHne nocobuii Ha poxaeHue pebeHka 1 no yxoay 3a pebeHKoM 4,67 73,4
57 MpukpenneHve K MeaNLIMHCKON OpraHn3auny, okasblBaloLen NEPBUYHY0 MeONKO- 4.67 73,2
CaHUTapHY0 NOMOLLb
28 [MpuBaTU3aUMNA KUMKULL N3 roCyaapCTBEHHOTO XUIULLHOro hoHaa 4,67 71,4
29 [poBeaeHne pennrmoBegyeckon akcnepTuabl 4,66 78,0
30 Axkpegutaums KOJ1 ocylecTBNSOWMX TEX HAA30P U TEXHUYECKoe obcrneaoBaHme 466 708
no o6bekTam 1-2-ro ypoBHeN OTBETCTBEHHOCTHU ' !
31 Bblgava BoeHHbIX 6UNeToB 1 nx gy6nukaToB (BpEMEHHbIX YAOCTOBEPEHMWN 465 726
B3aMeH BOEHHbIX 6uneToB) oduLiepam 3anaca ' !
32 [ocynapcTBeHHasi nepeperncTpanms lpuanyYeckux nuy, y4eTHasi 465 706
nepeperucTpaums ux gunmanos ' ’
33 [oc. peructpauus 3anora (CHsTUe C perucTpaumm) TpakTopoB 4,65 69,5
34 Bbigava pernctp. gokymeHTa (gybnvkarta) n roc. HOMEPHOro 3Haka Afis TPaKTopoB 4,65 69,1
35 BosBpaT Hanora Ha [o6aBneHHy CTOMMOCTb U3 GroaxeTa 4,64 69,7
36 Bbligava pa3pe|.HeHv|9| Ha 3KCMopT, UMMNOPT NepemMeLLaeMbix 0OBEKTOB C y4ETOM 463 72.1
3MM300TUYECKOM CUTyauum
37 MocTaHoBKa Ha y4eT n o4epeaHOCTb, a Takke npuHaTve MUO pelleHus o 463 67.0
NPeAOoCTaBEHNM XUNULLIA rPaXXAaHaM, HY>KAAKLLMMCS B XUNuLLEe
38 OnpepenexHve 0enMMocTu N HeJENTMMOCTUN 3EMESbHBIX Y4aCTKOB 4,62 68,9
39 Odopmnenne ﬂ?KyMeHTOB Ha MHBaNMAOB AN NPeOoCTaBNEeHNss UM NPOTE3HO- 462 67.9
opToneanMyYeckon NoMoLLm
40 AkkpeanTaums cyobeKkToB Hay4HOM 1 (MNK) HayYHO-TEXHUYECKON AeATENbHOCTH 4,62 66,2
41 Pernctpaums nuu, nwywmx paboTy, B kayectse 6e3paboTHOro 4,61 70,8
42 Cy6emampoBaHue No BO3MELLEHMWIO YacTh pacxoaoB 4,61 65,7
43 OdhopmrieHne JOKYMEHTOB Ha MHBaNVAOB AN NPeAOCTaBEHNS UM YCIyTn 4.60 68.9
VMHAMBMAYANbHOrO NOMOLLHUKA
a4 I‘ocy,qapCTBeHH?ﬂ perncTpauus unu nepeperncrpaums npoaykToB OKasblBatoLLMX 4.60 67.4
BpeAHOE BO3OENCTBME HAa 300POBbE YenoBeka
45 Bbigava apxuBHbIX CnpaBok 13 cnew.roc apxvesa MB[ 4,59 72,8
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HavmeHoBaHue rocycnyru

CpeaHun

6ann %

46 Bblgava nuueH3umn Ha MMNopT U (MNK) 3KCNOPT OTAENBbHbBIX BUAOB TOBApOB 4,59 64,3

47 HasHa4yeHne rocygapCcTBeHHOW aapecHON couuanbHON MOMOLLIN 4,58 63,9

48 ,::;c;::mposawe orLmanbHbIX JOKYMEHTOB, UCXOAALLMX U3 CyAeOHbIX 457 73.6

49 ATTectaunsi UHOPMaLMOHHBLIX CUCTEM Ha COOTBETCTBUE TPEOOBaAHUAM UH. 4.56 68.0
©6e3onacHocTU

50 Bblgaya pelueHns Ha peKOHCTPYKLUMIO NOMELLEHNI CYLLLECTBYIOLWMX 30aHN 4,56 62,7

51 MpepocraBneHne 3eMenbHOMO y4acTka ANsa CTPoMTENbCTBa 06beKTa B YepTe 453 62,2
HaceneHHoro nNyHKTa

52 Mpu3HaHWe 1 HocTpudukauusi 4JOKyMeHTOB 06 06pa3oBaHum 4,53 61,7

53 BkntoueHwne n mcmmqum? n3 ocyaapcTBEHHOrO perucTpa cyobekToB 451 60.6
€CTECTBEHHbIX MOHOMOMUIA

54 YTBepXaeHne 3eMneyCcTpouTernbHbIX MPOEKTOB N0 (POPMUPOBAHNIO 3EMESbHbIX 451 56.5
y4acTKoB

55 MprobpeTeHne npaB Ha 3eMenbHbIE YYaCTKM 4,49 60,5

56 ATTecTaums akcnepTa-aygmTopa no NOATBEPKAEHNIO COOTBETCTBUS, 4.45 60.3
onpeneneHnto CTpaHbl NPOUCXOXAEHNS ToBapa

57 E&pl:ﬂa:ilpa3pemeHMﬂ Ha HeoOHoKpaTHoe nepeceveHne ocyaapCTBEHHON 4.44 64.8

58 YTBepXaeHne KagacTpoBON CTOMMOCTM 3eMESIbHbIX Y4acTKOB, NPOAABaEMbIX B 444 56.5
YacTHY COBCTBEHHOCTb rOCyapCTBOM ' '

59 Bblgava npokaTHOro yaoctoBepeHus Ha unbm 4,40 57,1

60 Bbloaya apxvBHbIx cnpaBok Komuteta no npaBoBon ctatuctuke eHnpokypaTtypbl 4,37 59,5
Bcero 4,66 72,4

B uenom ecnu cyauTb No napameTpam KadecTBa okasaHus ycryri, To Hambonee npobnemHble
CTOPOHbl CBSI3aHbl C BPEMEHHbIMW MOKa3aTensAMM — 3TO CPOKM OKasaHWs  YCnyru,
onepaTUBHOCTb UM KOMMNETEHTHOCTb COTPyAHMKOB. O4HUM M3 napamMeTpoB YCIyru, KOTOpPbIN
nmeeT 6ornee HU3KUIA YPOBEHb YAOBMETBOPEHHOCTM — 3TO onnara.

Ounarpamma 1. YA0BNeTBOPEHHOCTb OCHOBHbIMU XapaKTepUCTUKAMM KauecTBa OKa3aHuA ycayr

468 463 468 469

4,69
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Mo Bcem napameTpaM KayecTBa OKa3aHWsl YCyru Bbllle YPOBEHb YAOBETBOPEHHOCTU MO
ycrnyram LeHTpasnbHbIX FOCY4APCTBEHHbIX OpPraHOB B CPaBHEHUWM C YCnyramMuM MECTHbIX
MCMOSNHUTENbHbLIX OpraHoB. Wb Mo onnaTte ycnyr yOOBNETBOPEHHOCTb BhIlE NO ycryram
MECTHbIX UCMOMHUTESbHBLIX OPraHoB.

KonuyectBo xano6 coctaBuno 3,1%, u3 Hux 0,6% - B nucbMeHHon copme. PakTbl
KOPPYNUWOHHbBIX NpaBOHapyLUeHWA npu MOnyYeHun ycnyr Takke umeno wmecto. 0,6%
OMpPOLUEHHbIX  ycriyrononyyaTtenen ganu  HeoduumanbHoe  BosHarpaxgeHue. 1,3%
PEeCrnoHAEHTOB OTMETWUMO WCMOMb30BaHME JIMYHbIX CBA3en npu nonyyvyeHun ycnyrn. Yactb
pecnoHaeHToB (19,5%) npu3HaeT WUCNONb3OBaHWE NUYHBLIX CBA3EW, HeoduuManbHOro
BO3HarpaxgeHus no cesoen wuHuunatmee M B 23,4% cnydaeB uHULMATMBA ucxoguna oT
ycnyrogatens. OKono nonoBuHbI ycryrononyyaTenen He OTBETUNY Ha AaHHbIN BOMPOC.

YCJIyr‘I/I IHEHTPAJIBHBIX N'OCYAAPCTBECHHbIX OPraHoOB

B paHHOM pelTuHre no yaoBnNEeTBOPEHHOCTM KAyeCTBOM OKa3aHWsi rocycryr npeacTaBreHbl
yCnyru, KoTopble OkasblBatoTCs rocopraHamu u vepes [ockoprnopauunto «lpaBuTenbCTBO Anst

rpaxgaH».

Mo pesynbTatam O6LECTBEHHOrO MOHMTOPUHra OblN CHOPMUPOBAH PENTUHT LieHTparbHbIX
rOCOpraHoB Mo HanpaBEHWIO TOCYCIyT.

HauunoHnanbHbein Gank u  AOICIIK, senaiTcs nuoepamm B pPeWTUMHre OOLLECTBEHHOIO
MOHMWUTOPUWHra rocycnyr (cpegHui 6ann Ha ypoBHe 4,8 n 6onee).

Xopowunin penTuHrosble nos3vuun y MuHuctepcTsa aHepretvkn, MmHucTepcTBa MHOCTPAHHbLIX
aen, MuHuctepctBa uWHOpMauUMM M KOMMyHUKauun, MuHUCTEpCTBa 34paBOOXPaHEHUS U
MuHUCTEpCTBa CENbCKOrO XO3ANCTRA.

OTHOCUTENBHO OpYyrMx rocopraHoB, 6onee HU3KUW PEWTUMHr NO ycryram B paMkKax
00LWeCcTBEHHOr0O MOHUTOPUHra (y4OBNETBOPEHHOCTb Ha ypoBHe 4,54-4,37 6annoB) No Takum
rocopraHam Kak:

e  MuHNCTEPCTBO HaLMOHAaNbHON 9KOHOMUKMU;

e KomuTeT HaumoHanbHom 6e30nacHoCTU;

e [eHepanbHas npokypaTypa.

CnegyeT oTMETUTL TaKKe Takme rocopraHbl kKak MMHucTepcTBo ocTuummn, MMHMCTEpCTBO TpyAa
N coumanbHOWM 3alnTbl HaceneHusi, KomuTeT HauuoHanbHOM ©e30nmacHOCTN, KOoTopble
3HaYUTENbHO YNyYLIUYM YOOBNETBOPEHHOCTbL OTHOCUTENBLHO MPOLLMOro roaa.

Ta6bauua 4. Ya0BNETBOPEHHOCTb YC/IyraMM Mo rocopraHam (AaHHble no 2014-2016 B MpunoxkeHun)

2017 ropg, 2018 ropg, AdvHamuka
CpepgHuii CpeaHunn CpepHui
["ocopraH Gann % 6ann % 6ann %
1 HauuoHanbHbIn BaHk 4,71 74,6 4,87 87,9 0,16 13,3
2 ALOrC nK 4,76 79,6 4,83 86,6 0,07 7,0
3 MWUHMCTEPCTBO SHEPrETUKM 4,52 63,0 4,78 83,3 0,26 20,3
4 MWHUCTEPCTBO MHOCTPaHHBIX Aen 4,93 94,2 4,78 82,8 -0,15 -11,4
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2017 rop, 2018 roa AdnHamuka
CpegHuii CpeaHun CpegHun

["ocopraH Gann % G6ann % Gann %
MwuHncTepcTBO MHOPMaLUK U

5 KOMMYHUKaLWMIA 4,32 51,6 4,78 81,6 0,46 30,0

6 MWHUCTEPCTBO 30paBOOXPaHEHNs! 4,50 61,0 4,75 79,7 0,25 18,7
MuHucTepcTBO CenbcKoro

7 X035CTBa 4,51 55,8 4,72 77,4 0,21 21,6

8 MWHUCTEPCTBO KynbTypbl 1 criopTa 5,00 100 4,69 75,0 -0,31 -25,0

9 MUWHUCTEpPCTBO HCTULIMK 4,24 45,5 4,69 73,5 0,45 28,0
MWHUCTEPCTBO TPyAa M

10 coLuanbHOM 3aWmnTbl HaceneHms 4,48 59,7 4,68 732 0,20 13,5

11 MWHUCTEPCTBO 0GOPOHDI 4,58 67,9 4,67 72,3 0,09 4,4
MwuHucTepcTBO 06LLECTBEHHOIO 4.66 78.0

12 pasBuTUs

13 MuHUCTEpCTBO (hMHAHCOB 4,75 79,2 4,66 72,1 -0,09 -7,1

14 MWHUCTEPCTBO BHYTPEHHUX Aen 4,58 66,2 4,65 74,7 0,07 8,5

15 BepxosHbint Cya 4,54 65,0 4,57 73,6 0,03 8,6
MWHUCTEPCTBO MO UHBECTULMSM U

16 pasBUTHIO 4,53 63,9 4,57 66,1 0,04 2,2
MuHucTepcTBO 0B6OPOHHON M
a3pPOKOCMUYECKOM 5,00 100 4,56 68,0

17 NPOMBbILUSIEHHOCTH -0,44 -32,0
MuHKUCTepCTBO 06pasoBaHus U

18 Haykil 4,59 68,8 4,55 62,8 -0,04 -6,0
MuHucTepcTBO HaumMoHanLHON

19 SKOHOMVIKM 4,62 65,2 4,54 62,0 -0,08 -3,2
KomuteT HaumoHanbHom

20 Ge3onacHoCTH 3,90 30,0 444 64,8 0,54 34,8

21 leHeparnbHas NpokypaTypa 4,56 62,4 4,37 59,5 -0,19 -2,9
Bcero 4,57 65,9 4,66 69,8 0,09 3,9

Ecnun paccmoTpeTb pucyHOK 1, TO MOXHO cAenaTtb BbiBOAbI, YTO Mo ycrnyre BepxoBHoro cyaa
OTHOCUTENBHO MPOLUIIOrO roda B XyAWYK CTOPOHY (HE3HaAYMTEeNbHO) WM3MEHWUCh Takue
napamMeTpbl KayecTBa YCNyrM Kak KOMMNETEHTHOCTb COTPYAHWKOB M Mofdaya OOKYMEHTOB. JTO
ObINO CBSI3aHO C [OeueHTpanu3auuen okasaHus ycnyrm ArmocmusnuposaHue oguyuasibHbIX
00KyMeHmos, ucxodsauwux u3 cy0ebHbix op2aHos.

Mo ycnyre KHB wu3aMeHeHM cCyulleCcTBEHHbIX MO npoueaype nogadn [OKYMEHTOB MO
pesynbTaTamMm uccrnegoBaHus He Habnganock, HO cregyeT OTMEeTUTb YTO Hambonee BbICOKUIA
YpOBEHb MO3UTUBHOW AWHAMUKM MOKa3blBaeT O MpoBedeHHOW paboTe pasbACHUTENBHOro
XapakTepa no cbopy v nogave JOKYMEHTOB.

Ecnvu no onepaTvBHOCTU COTPYAHMKOB MO ycrnyram MuHWCTepcTBa 3HepreTukn Hambornblias
nonoxuTenbHas AuHamMuka, TO No ycnyram MuHUCTepcTBa HaUMOHANbHON 3KOHOMWUKN —
oTpuuartenbHas.

Mo MwuHUCTEpPCTBY HOCTMLMM OTMeYaeTCcs Haumbonbluas AMHaMuKa no yO40BNETBOPEHHOCTU
cpokamu okasaHus ycnyri, no MuHMCTEpPCTBY CENbCKOro XO3ANCTBA — MO Cpokam MU
NPOCTOTE/NOHATHOCTU cOopa 1 Nogayn AOKYMEHTOB.

Mo ycnyram MOAI Hanbonbllee CHUXeHWe yOoBNeTBOPEHHOCTN NO ACHOCTU U AOCTOBEPHOCTH
MHdopMaLmN.
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Taknm 06pa30M, Kaxabln rocopraH MOXeTt caenaTtb BblBOAbI, MO KAKMM KOMMOHEHTaM KavyecTBa
ycnyrun npomsowsni SMeHeHna OTHOCUTESIbHO NMpoLioro roga n Hago NoOHMMaTb NPU 3TOM, YTO
yCcnyru B pamMmKkax 0o0bLLIEeCTBEHHOIO MOHUTOPUHIa eXerogHo MeHAKTCA.

PucyHok 1. iItHamMKa KauecTBa OKa3aHUA YCAyrM OTHOCUTENbHO npoworo roaa (Lro)*

BC m KHE ANMC MK MO Mg M
YOOBENETEOPEHHOCTE YEMyTon i 0,03 . -0,20 -54 ] 0,08 ! 0,08 l -0,15 ‘ -0,09
KoMNeTEHTHOCTE COTPYOHKEA E -0,02 l -0,10 45 l 0,10 . 0,22 E -0,04 E -0,02
OnepaTMEHOCTE COTPYOHKMEA ; 0,03 ‘ -0,19 -7 1 0,06 .G,ls l -0,07 l -0,08
BesnNWBOCTL COTPYOHWKS i 0,06 ‘ -0,07 -52 ] 0,08 !D,lﬁ E -0,02 ‘ -0,07
OOCTYNHOCTE W OTEPLITOCTE MH. l 0,08 E -0,05 .0,32 l 0,10 ’ 0,10 ’ -0,01
ACHOCTE W QOCTOBEPHOCTE MH. i 0,02 ‘ -0,08 A8 ! 0,10 ] 0,11 ! ﬂll 0,00
Mogadya ooKyMeHTOR ‘ -0,06 [ -0,11 _ ] 0,09 ] 0,09 i -0,04 i -0,05
CpoKW OKa3aHWA Yoy l 0,09 ! -0,08 l? 1 0,06 ] 0,06 .0,22 -0,01
fdoeepWe yonyrogaTen ! 0,11 ' -0,20 ! 0,14 0,01 E -0,02 i 0,05 l -0,10

MKLC M3 MOH MHD MBL MHZ MCX
¥O0BNETEOPEHHOCTE YCYTON . -0,31 .0,28 i -0,04 ',M ] 0,07 ‘ -0,08 . 0,21
KOMNETEHTHOCTE COTPYOHKEA . -0,30 .0,29 [ -0,12 .),3? E -0,02 . -0,30 .D,EE
COnepaTtMBHOCTE COTRYAHUKE . -0,30 -,513 ‘ -0,11 .G,BE i ﬂ,{lﬁ. -0,44 .D,Zﬁ
BeXnWBOCTE COTPYOHWES [ -0,19 ’D,z? E -0,04 ’G,Z? ] 0,07 ' -0,33 ’ 0,18
OOCTYNHOCTE W OTEPLITOCTE MH. ‘ -0,18 ‘ -0,21 [ -0,04 .0,35 l 0,13 ‘ -0,15 .D,24
FACHOCTE W OOCTOBEPHOCTE MH. ‘ -0,17 i 0,05 -0,01 .'D,EEI ] 0,09 ‘ -0,15 l 0,17
Mofaya AoKyMeHToR i 001 Mo29 | -o03 Moz Moz [E-019 b8
CpoKK OKazaHua yonyri . -0,29 E -0,01 0,00 .},43 ‘ 0,14 0,00 .:»,40
fdoeepWe yCnyrogaTent l -0,16 l -0,07 0,00 .D,BD l -0,04 ! -0,10 l 0,15

HE MIP MIAK MTC3H M3 MOP MOAN
YA0BNETROPEHHOCTE YCMYTONA ! 0,15 ! 0,03 .,45 'ﬂ,zﬂ 'DZS ! {I',D:l. -0.44
KOoMNEeTEHTHOCTE COTRYOHWER ! 0,15 ] 0,05 . 0,18 l 0,09 . 0,20 ‘ -0,22 . -0,28
CnepaTMEHOCTE COTRYOHWKE ] 0,08 l 0,14 l -0,05 l 0,12 .GES l -0,17 . -0,28
BexnuBoCTE COTPYOHMKA E -0,03 ] 0,07 ! -0,09 1 0,04 .GZS ! -0,10 . -0,24
OOoCTYNHOCTE W OTKPRITOCTE MHE. ] 0,09 .0,29 .0,32 ] 0,09 'GZE l -0,18 . -0,29
FACHOCTE M OOCTOBEPHOCTE MH. ; 0,03 .0,29 .D,ED ] 0,10 .'DZS ! —D,DE. -0.46
Mogaya AOKyMeHTOE Mo2 Ho17 Woar Wo1s WMozz 024 | -004
CpoKW 0K33aHUA YCnyru l 0,19 l 0,20 ] 0,09 l 0,19 . 0,22 l -0,09 . -0,239
JoBepWe yCnyrogaTenio l 0,04 E -0,03 .G,BZ l 0,05 l 0,18 ‘ -0,17 ! -0,09

*Peaynbmamb/ cm. 8 lNpunoxeHuu

YCJIYI‘I/I MECTHBIX UCITIOJTHUTEJ/IBHBIX OPTaHOB

Jingepamn B penTuMHre MNO KayecTBy OKasaHus ycnyr sensitoTca BocTouHo-KasaxctaHckas,
Koctananckas un CeBepo-KaszaxctaHckas obnactu. [locnegHue nosvumm  3aHUMaloT
MaHrunctayckasi, ATbipayckas n >Kamobinckast obnacru.

CnegyeTr OTMETUTb 3HAYUTENbHOE YNydllEeHWEe YPOBHA YAOBMETBOPEHHOCTUM Ka4yecTBOM
okasaHus ycnyr B KaparaHguHckon, AnmaTtuHckon, TypkectaHckon, MaHrmctayckom obnactsx u
r. ArimaTtbl B cpaBHeHuu ¢ pesynbTatamu 2017 roga.
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B Takux permoHax kak ATblpayckasi u »Kambbinickas 3HaunTENbHOW MOMOXKUTENBHON OUHAMUKM
He HabntogaeTcs.

Tabnuua 5. Ya0BAETBOPEHHOCTb NO YCAYram MeCTHbIX UCMOIHUTE/IbHbIX OPraHoB (AaHHble 2014-2016 cm. B MpunokeHnu)

2017 rop, 2018 rog AnHamuka

CpegHee % CpepHee % CpenHee %
1 | BKO 4,65 69,4 4,90 92,0 0,25 22,6
2 | KocrtaHaiickas 4,76 79,1 4,88 90,0 0,12 10,9
3 | CKO 4,98 97,8 4,80 86,3 -0,18 -11,5
4 | AKMOMMHCKas 4,83 83,7 4,79 80,7 -0,04 -3,0
5 | AkTioBMHCKas 4,83 84,8 4,78 81,3 -0,05 -3,5
6 | KaparanauHckas 4,48 58,5 4,75 80,3 0,27 21,8
7 | KbisbinopauHckas 4,77 80,4 4,70 75,1 -0,07 -5,3
8 | MNaBnopapckas 4,74 78,5 4,68 73,0 -0,06 -5,5

9 | WbIMkeHT 4,64 70,8

10 | Anmarthl 4,47 64,7 4,64 74,0 0,17 9,3
11 | AcTaHa 4,61 72,8 4,58 66,7 -0,03 -6,1
12 | TypkecTaHckasn 4,40 54,5 4,58 62,5 0,18 8,0
13 | 3KO 4,71 77,6 4,49 55,0 -0,22 -22,6
14 | AnmaTtuHckas 4,25 36,6 4,48 56,5 0,23 19,9
15 | Xamb6binckas 4,41 51,9 4,48 53,3 0,07 1,4
16 | ATblpayckas 4,44 57,2 4,41 47,3 -0,03 -9,9
17 | MaHrucrayckas 3,88 23,0 4,23 38,3 0,35 15,3
Bcero 4,58 67,5 4,64 69,8 0,06 2,3

[onyctum, no ActaHe yooBMeTBOPEHHOCTb yCryraMmu npakTUYeckn Ha ypoBHE MpoLUSioro roaa
NPU MONOXMTENbHON AMHaMMKe MNpPaKTUYecKU No BCEM KOMMOHEeHTam kadectBa ycnyrn. Ho
cnenyeT obpaTuTb BHUMaHWME Ha nokasaTenb [AOBEPWUst YCnyrogaTento, KOTOpPbIN Toxe
npakTU4eckn He mameHuncs. Mo Kbi3binopanHckon obnacTt HabnoaaeTcs CHMKEHUE LoBepust
ycnyrogarento.

Ecnu B AkTHOOMHCKOM obnactm Hambornbluasi oTpuuaTenbHass AMHaMUKa Mo onepaTuMBHOCTU
COTPYAHMKOB M CpoKam okasaHua ycnyru, To B BKO — Hambonbliaa nonoxurenbHas gnHamuka.

B Atblpayckoii 0GracT CHUMXeHVe YAOBNEeTBOPEHHOCTU MO XapakKTepucTukam rnepcoHana u
[0BEpUIo ycriyrogaTernto.

B MaHrucrayckon obnactu ycnyrononyyateny oueHUNN MONOXUTENbHbIE COBUMM MO CPOKaM,
MOHATHOCTU/MPOCTOTE npouecca nonyvyeHns ycnyrm 6narogaps 6onee  KayeCTBEHHON
MHOPMALIMKN, HO YPOBEHb KOMMETEHTHOCTM, ONEPaTUBHOCTN COTPYAHMKOB Ha NPEXHEM MecCTe.

WHpopmauus no AvHaMuke yAOBNETBOPEHHOCTU KOMMOHEHTaMW KayecTBa OKasaHus ycryr
MECTHbIX UCMOMHUTENbHbIX OpraHoB 6onee MHGOPMaTMBHAsS U KpacHOpeunBasi B CpaBHEHUU C
LLeHTpanbHbIMU rOCYAapCTBEHHBIMU OpraHamu, NOTOMY YTO HecyT B cebe MHdopmaumo no 23
ycrnyram, HO B CPaBHEHMM C MPOLLIbIM FOAOM UX COCTaB B GOSbLUMHCTBE CBOEM U3MEHMIICS.
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PUCyHOK 2. lUHaMMKA KayecTBa OKa3aHUA YC/Iyru OTHOCUTEIbHO npowworo roaa (MUO)

L = % E § %‘ E

2 : s g : 2 o 5

s y = = s "y m x
YOOBNETEOPEHHOCTE YCNyron I -0,03 16 E -0,04 i -0,05 _-,24 E -0,03 -25 I 0,07
KOMNETEHTHOCTE COTPYIHNKa b7 W@z | ooo HE-o2z1 Hou Eoo1z WEEs | o0
CNepaTMBHOCTE COTPYOHWUKS _.,22 -4 0,00 - -0,28 [ -0,05 ‘ -0,08 - -0,07
BexnWBOCTE COTPYOHWES _-,20 -25 0,01 . -0,21 ] 0,06 ‘ -0,11 -} .16
[oCTyMHOCTE W OTEPRITOCTE MHE. .0,13 _-2? E -0,04 . -0,17 .0,12 I 0,03 -? ‘ -0,13
FACHOCTE M OOCTOBEPHOCTE MH. .},18 _-!1 E -0,04 ‘ -0,14 E -0,01 E -0,02 -3 14
Monaya AoKyMEHTOR Hoos B2 f[-002 BE-o16 Mo | o000 Rz ,18
CPOKW OKa3aHNA Yyt Boos EBa | o002 HE -0 15 Hoos G d 005
[l0BEpWE YCYTOAaTeni 1005 @2 [-001 E-009 §oo03 E-011 W62 ,14

= @
= = o

o = 5 2 = = o =

5 g g 2 = C S =
YOOBNETEOREHHOCTE YCNYTOR ' -0,21 -25 _.0,12 i -0,07 -5 i -0,06 . -0,18 -),18
KoMNeTEHTHOCTE COTPYOHWKS ' -0,17 .3 15 E -0,03 0,00 E -0,02 . -0,15 l 0,00
CNepaTMBHOCTE COTPYOHWMKS ‘ -0,14 -29 18 i -0,05 0,00 I 0,08 ' -0,15 .0,12
Be¥NWBOCTE COTRYOHWES ‘ -0,08 -24 0,15 [ -0,09 '0,12 'O,DS . -0,12 i 0,03
Oocynwocte wotkpeocte k. B -0,10  #M@27 o005 Hooe Hoos o001 E-o06 o1
Acvocts n poctoseprocte wid.  [E-0,00  MB24 Mooz E-007 WMoz Jooz F-o0s {004
Monava AoKkyMEHTOS B o5 @oos Hdoos E-o0a 820 [-o04 EB-oos 006
CpoKW OKa3aHWA Yoryr . -0,17 !D{rﬁ ! 0,06 I 0,04 _.),18 ‘ -0,15 . -0,24 i -0,06
Iosepue ycnyroarento oz o {oo2 -0z EF-005 F-o05 E-01a HMon

*Peaynbmambl cm. 8 lNpunoxeHuu

Ycayru I'ockopnopanyu M nopraJjia «3JIeKTPOHHOE IPAaBUTE/IbCTBO»

OcHoBHasg ngeqa cosgaHuna LIOH ato obecneyeHne KOMMOPTHBIX U KAYECTBEHHbIX YCNOBUIA ANs
OKa3aHUsA HaCeneHur rocydapCTBEHHbBIX YCMyr NO MApUHUMNY "OAHOro OKHa". OneKTpPoHHOe
npaBUTENLCTBO ObIO HeobxoaMMo Ansa Toro, 4YToObl caenatb paboTy opraHoB Bnactu 6onee
3(P(PEKTMBHON, OTKPLITON M OOCTYMNHOW ANdA rpaxaaH. BHegpeHue gaHHbIX cMcTemM MO3BOMMIO
BO MHOIOM YMNpPOCTUTb MpoLiecChl B3anMOAENCTBUS HaceneHus ¢ rocygapCTBeHHbIMU opraHamu.

B 3aBucumoct OT cneumdwukn  yCrnyru pecrnoHAEHT MOr MonyYuTb yCryrm 4yepes
lockopriopaumio, Beb-nopTan «3MeKTPOHHOro npaBUTENbCTBa», a Takke B 30He Egov B
LleHTpax obcnyxuBaHmsa Hacenenus (LLOH).

B pamax gaHHOro uccnegoBaHusa pecrnoHgeHTbl, obpaTmeLunecs B [fockopnopaumio, cocTaBuim
42,6%, B rocopraH (ycnyrogatenioo) — 52,7%. [ons pecnoHoeHToB, obpaliaBlumxcs depes
nopTan «3neKkTpoHHOro npaBuTenbLCcTBa» coctasuna 8,9% u 3oHy Egov.kz — 4,5%.
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Onarpamma 2. PacnpepeneHue BbIGOPKM No mecTy obpalueHuns
52,7%

locopraH, N=5270 LOH, N=4264 Beb6-noptan, N=885 3oHa Egov.kz B LlOHe,
N=446

PecnoHAeHTbI 04EeHb XOPOLLO OLIEHWUNN NOMyYEeHME yCryr OHNanH — Yyepes Beb-noptan Egov.kz,
elicense.kz (4,74 6anna), 3oHe Egov.kz B LIOHe (4,76 6anna).

Bonee BbLICOKYK OLIEHKY MOMyYunu YCryrm 4acTU4HO aBTOMAaTU3MPOBAaHHbIE, MOJTyYEHHbIE B
rocopraHe u 30He «31eKTPOHHOro npaesuTenscTBa» B ockopnopauumn — 4,82 6anna.

B uenom, kayectBo ycnyr npu nonydyeHun yepes [ockopnopauuio (4,64 6anna) Hwke B
CpaBHEHWM C Yycnyramu, MoflyYeHHbIMM B rocopraHe (4,67 6Ganna). bonee nogpobHas
UHdOopMaLms B rnasax no ycnyram.

He coBcem OOBOMbHbLI ycnyrononyyarenu ycrnyramu, nonydeHHeiMm Yepes LIOH n rocopraH —
4,49 6anna.

Anarpamma 3. Mecto obpaLieHUa U yA0BNETBOPEHHOCTb YCNYroii

locopraH, 30Ha Egov.kz B LLOHe, N=121 4,82
3oHa Egov.kz B LJOHe, N=271 4,76
Beb-noptan, 3oHa Egov.kz B LLlOHe, N=19 4,74
Beb6-noptan Egov.kz (elicense.kz), N=568 4,74
lfocopraH, N=4492 4,67
Egov.kz, rocopraH, N=265 4,66
LIOH, N=3823 4,64
LIOH, rocopraH, N=392 4,49
Beb6-noptan, LLOH, N=22 4,36
LUOH, 30Ha Egov.kz, N=27 4,33

Bcero, N=10000 4,66

Mo ycnyram, nonyyeHHbIM Yepes3 Beb-noptan u 3oHy Egov.kz B LIOHe, Be6-noptan n LIOH,
30Ha Egov.kz n LIOH pecnoHgeHToB HeOCTaTOYHO, YTOObLI AenaTh Kakne-To BbiBOAbI.
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Y 10B/IETBOPEHHOCTh KAa4€CTBOM OKa3aHMA rocyJapCTBEHHbIX YCAyT
1. AnoctunupoBaHue opuULUNaANbHBIX AOKYMEHTOB, UCXOAALUNX U3 CYAebHbIX OpraHoB

O61masa nHdopmanusa o rocycayre

FocypnapcTBeHHas  ycnyra okasbiBaetcs  [denaptameHtom  no  obecneyeHuto
pedatrenoHocTn cypoB npu BepxoBHom Cype Pecnybnuku KasaxcTtaH, TepputopuanbHbiMU
opraHamu B obnacTtsx, ropogax ActaHe n AnmaTbl.

lMpuem 3asBneHMss M Bbldaya pesynbTaTta OKasaHuUs roCy4apCTBEHHOW yCryru
ocyllecTBnseTcsa vepes: kaHuensputo yenyrogatena n HAO «lfocygapctBeHHas kopnopauus
«lMpaBuTenbLCTBO AN rpaxaaH» (ganee — Nockopnopauums).

Cpoku oOkasaHusa rocygapCTBEHHOM ycnyru: ycnyrogatenio — 1 paboumi geHb, B
dunuanel Mockopnopaumm, pacrnonoXxeHHole B ropoge ActaHe — 1 pabounn geHb; Ana opyrnx
dunmanos Nockopnopauun — 5 pabounx gHen.

dopma okasaHunsa rocygapCTBEHHON ycnyrn: OymaxkHas.

PesynbTaT oKasaHusi rocyapCcTBeHHOM ycrnyru: OOKYMEHT c
NPOCTaBMNEHHbIM anocTuUeM — crneumanbHbIM LWITAaMNOM, YAOCTOBEPSOWMM MOANNHHOCTD
noanvcu nuua M NOATBEPXAAKLWMM €ro NOfIHOMOYMS, a TakKe MNOANMHHOCTb meyvyatyn unu
LUTaMna, KOTOPbIMX CKPENnSieH 3TOT AOKYMEHT.

dopma npegocTaBneHns pesynbTaTa OkazaHus rocygapcTBeHHON ycnyru: BymaxHas.

"ocypapcTBeHHas ycryra okasblBaeTcs nnaTHO PU3NYECKUM U IoOpUaANYECKUM NMLaMm.

OCHOBHBbIE pe3yJibTaThbl HCC/IeJ0BaHUS

YOOBNETBOPEHHOCTb  KAa4YeCTBOM  OKasaHus  ycnyru  AnocmurnuposaHue — oguyuarnbHbIX
00KyMeHmo8, ucxodsuux u3 cyOebHbix opeaaHos cocTtasuna 73,6% wnu 4,57 Gannos B
cpeaHeM. KayecTBO oOkasaHMsi ycryrm OTHOCUTENbHO MPOLUNOro roga nonydateny OueHWUnn
Bblwe (65,0%, 4,54 6anna B 2017r.)

Ta6m4u,a 6. OueHkun YAOB/NETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBeHHbIX YCNYr No pe3y/ibTaTamM oGu.q,echeHHoro
MOHUTOPUHra

1 6ann 2 6anna 3 6banna 4 6anna 5 6annoB
[onsa pecnoHaeHTOB 2,0% 1,4% 7,4% 15,5% 73,6%
KonunyectBo 3 5 11 23 109
pecnoHaeHToB, N

Mo paHHowm ycnyre 6bino onpolweHo 148 pecnoHAEeHTOB. YcnyrononyaTtenu npeMmMmyLeCTBeHHO
obpawanncs B Nockopnopaumto — 89,9%, B rocopraH — 12,2%.

Hanbonee BbICOKMIM ypOBEHb YA0OBNETBOPEHHOCTM MO Ka4yecTBy UHopMaLmm:
e  [OCTYMHOCTb, OTKPbLITOCTb (82,9%, 4,73 6anna);
e ACHOCTM M goctoBepHOCTb (81,4%, 4,69 6anna).

«MHoe0a HeMHOo20 HernoHsIMHo», Anmamel; «B cripagoyHoOU 8ce20 2 KOHCyrbmaHma, K HUM
02pPOMHbIe o4epedu», Arimamsl.
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Cpokamu ycnyrn goonbHbl 81,1% pecnoHaeHToB (4,68 Ganna), 4To sBNSeTCA A4OCTATOYHO
BbICOKMM YpOBHEM yaoBneTBopeHHoCcTU. [ns cpaBHeHua — B 2017 r. yAOBMETBOPEHHOCTb MO
AaHHoMy KpuTepuio Obina Ha ypoBHe 4,59 6anna n coctaBnsana 68,6%. Tak ycnyrononyyarenm
oTpearMpoBanu Ha CoKpallleHUe CPOKOB NpeaoCTaBneHus yCryru.

OxupgaHve B ovepegu nNpu nogadye [OOKYMEHTOB B cpegHemM coctaBndet 18 MuH., npwu
nonyyeHumn pesynbtata — 10 MyH. BcTpeyaroTca 4acTo KOMMEHTapum O AOMTOM OXWOAHWUM B
odepeaun: «CHayana K modepamopy MUHym 5 rnpocmoss, nomom K crieyuanucmy muHym 30-
40. 15 okowek mam ecmb, HO pabomaem 3-4 okowka. [Oe ocmarnbHbie crieyuanucmsl
Anmamei?», «B LJOHe HyxHO ompezynupogsamb o4dyepelb. Bce ocmanbHoe HopmaribHo. U
yCKOpeHue MOXHO bbirio 6b1 egsecmu. 51 crnipawuearna, ckal3asiu Hesb3s, MoMmMoMy 4Ymo 4Yepe3
AcmaHy».

Auvarpamma 4. OcHOBHbIe NoKasaTtenu no ycayre
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Y[0oBNeTBOPEHHOCTb yCnyron 6ornbLue KoppenupyeT ¢ npoueccom cbopa 1 nogayn JOKyMEHTOB
74,0% (4,59 6annoB), KOMNETEHTHOCTbIO (72,4%, 4,52 6anna) n onepatuBHOCTLIO (75,2%, 4,58
G6anna). 3710 Te HanpaBneHusi, KoTopble TpebyT 60nbllero BHMMaHMA CO CTOPOHbI
ycnyrogaTensi.

«He komnemeHmMHbI, HeAocmamo4Hoe 8r1adeHue 53bIKOM obpaweHusi (kasaxckul)», AcmaHa;,
«lpobriem He 6bIIO, MOMUMO mMoe20, 4Ymo wmednumernbHble compydHuku LIOHa», BKO;
«PabomHuk L|OHa ckasarn, 4mo OoKyMeHmMbI HernpasusibHble, npuwsiocs obpamumscsi 8 cyo,
Komopeblli nodmeepdun npasusibHOCMb O0KymMeHmos. bbinu nomepsiHel 14 OHeli», BKO;
«CompyOHUK HenpasusibHO MPOUHOPMUPOBas, u3-3a 3amoeo bbina donyweHa owubkay,
AkmornuHckas 06r1.; «M3-3a HekoMrnemeHmMHocmu compyOHUKO8 MpuwsioCs Mompamums MHO20
Jlu4Ho20 epemeHu», KapazaHda; «Ogopmnsanu u onnadueanu no 2 unu 4 pasa Kaxoyro
cripasky 0nsi ogbopmneHus 8 ['epmaHuro no suHe pabomHuka L{OHa. To neyams nnoxasi, mo
00HO, mo dpyeoe... pybo omeeyvanu. CnnowmHas Hepsomperika», Xambbirckas o0671.;
«CHavana ckasarnu, Ymo Hado e AcmaHy obpawambcs, MOmMoM, 4mo MOXHO U 8 Anmamel
nonyqyums OaHHyto ycnyeay», Anmamel; «[lpuxodumcs cOasamb OOKymeHmMbI 8 CmernHo20pckKe,
a 3abupamb e AcmaHe», AkMoruHckas 065.: «PabomHuku He 3Hanu o daHHOU ycriyze»,
KapazaHOa; «BexnvBble COTPYAHUKN, HO HErpaMOTHbIE», AsiMambl.
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BexxnMBoCTb COTPYOHWKOB MPWU NOMYYEHWUM AAHHOW YCNYrn PEeCnOHOEHTbl OLEHMNU nydwe —
4,68 6anna (82,1%). Ho BcTpe4vaoTcst U HEraTMBHBIE KOMMEHTAPUN:

«Kavyecmeo obcnyxusaHusi ocmasrnsem xenambe nydwe2o. Ha pecenwH eoobuje cmoum
epybusiHka, y KomopoU 4mo He Ccrpocu, oHa omeeyaem, Ymo «Bbi camu O0/mKHbI 3Hamb, 3a4em
8bl ctola udemel», BKO; «bbimb nosexnugel compyOHUKaM, Komopble Oarom KOHCYfbmauyuu
8 xosne Ha yn. [Nasnosa 48» ([Nasnodapckas 0611.)

MonyyaTenen 4epes rocopraH HeOOCTATOMHO ANSA OLEHKM KayecTBa OKasaHus YCnyru, Ho
CyLleCTByOLWME TEHOEHUUN NONyYeHHble AaHHble oTpaxatoT. [Mpu nonyyvyeHun ycnyrn depes
rocopraH oueHka Ha ypoBHe 4,87 6annoB, NOBbILLAETCS.

Aunarpamma 5. YA0BNETBOPEHHOCTb YC/IYroM N0 MeCTy NONyYeHUs YCayru, cpegHuii 6ann

5,00

4,87

LOH, N=130 lfocopraH, N=15  LIOH, rocopraH, N=3 Bcero

74,1% pecnoHOeHTOB cuuTaeT onnaty npuemnemon (4,57 6anna). Tem He MeHee,
ycnyronony4yarenu oTMe4atoT 0 Heo6xoANMOCTM YMEHbLUWUTL Onnary 3a ycryry.

«Hado cokpamumb cymMmy ornnamel 3a ycryay», «Ecnu oduH OOKyMeHm HopMarsibHO, HO ecriu
17 OokymeHmos — 0opoeo. Ha 6onbwoe konudecmeo OOKYMEHMO8 HY)XHO yCcmaHOo8UMb
ckudky», «llnama ebicokas, A UHeanud, MOXHO Onsa makux Jsiodel coenampb J1Ib20MHYIO
onniamy», «5 nosy4aro amy ycryay 4acmo, rno3amomy Hy>XHO YMEeHbWUMb CyMMYy 3a ycriyay unu
019 MOCMOSIHHbBIX roslydamernel Ha3HadYumb MUHUMarnbHyto cymmy», «Ornnama 3aeblueHa,
MOXHO U Huxe cdenamby», «Ornnama ebicokasi, 0CO6eHHO, Ko2da MHO20 OOKYMEHmMOo8», «Y
MeHsi 3apnnama Hebornbwas, noamomy Orsi MeHs 3moO 8bICokasi ornamax», «Cmoumocmb
ycriyau MOXHO HEMHOXKO YMEHbWUMb».

Mo paHHOM ycnyre He ObINO cnyyaeB Adavv HeoUUMAnbHOTO BO3HArpakgeHus cpeau
ONPOLLEHHbIX PECMOHAEHTOB, OOUH Cry4aln MCNOMb30BaHUSA NMYHBIX CBS3en, 3HakoMcTB (0,7%).
Hong xanob coctasuna 1,4%. PecnoHgeHTbl obpalianvce B NUCbMEHHON POpME U OLEHUNU
pesynbTaT obpaleHus ¢ xanobon Ha 3 6anna.

CnegyeT OTMETUTb BbICOKUIA YpPOBEHb [OBepust ycriyrogaTento — Ha ypoBHe 4,71 6anna wnu
81,1% onpoLUeHHbIX PpeCNOHOEHTOB NPOSIBASET AOBEPME YCryrogaTento.

BeIBOABI U PEKOMEHAal U 10 ycJiyre

Mo yooBRNeTBOPEHHOCTM AaHHOW yCryron Habnogaetca nosautmBHas avHamuka. OTmevaeTcs
Gonee gocTynHasa, AOCTOBEpHasi MHpopmaums no ycryre n 6onee BbICOKUIA ypPOBEHb AOBEPUSA
ycnyrogatento. Cpokamu NnpeaocTaBreHns ycryrm AOBOSbHbI yCryrononyyaTenu.

Mo MHeHuo ycnyrononyyaTenen, MonogbiM COTpyAHUKaM Heobxoammo 6biTb  6Gonee
BHUMATENbHbIMU, HE JOMYCKaTb OLUMOOK NPV BHECEHUWN AaHHbIX.
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Tak kKak ycnyra npegocraensetca 4epe3 [ockoprnopauumio, akTyanbHOW  OCTaeTcs
HeobXoAMMOCTb MNOBLIWATL KBaNUMUKaLMIO MU KOMMETEHTHOCTb COTPYAHWMKOB, MNPOBOAUTL
o6yyeHne coTpyaHukoB H6onee Ka4yeCTBEHHO «OHU 3HaKM MOJIbKO 3/1eMeHmapHble 8ewu, a 8
ocmarnbHoOM HadyuHarom beeameb u cripauwiueams Opye y Opyeax.

Mo npouenype pekomeHayetTcAa pacCMOTpETb BO3MOXHOCTb YCKOPEHHOIo noJjtiydeHnd ycrnyru 3a
OONOoNHUTEeNbHYIO onnaty, a B UeJioM CTOMMOCTb YCIYT YMEHbLUNUTb.

2. Bblgaya apXMBHbIX CMPABOK U/MUIU KONUIA apXMBHBIX O0KYMEHTOB B Npeaenax
apxuBoB KomuTteTa no npaBoBOI CTAaTUCTUKE U celuasibHbiM yyeTam FeHepanbHOIA
npoKypatypbl PK 1 ero TepputopmanbHbIX ynpaBaeHUn

O61masa nHdopmanusa o rocycayre

[ocymapcTBeHHasa ycnyra okasblBaeTcd KomMuTeTOM MO MpaBoOBOM CTAaTUCTUKE W
cneumanbHbiM  yvyeTam [eHepanbHOM npokypaTypbl Pecnybnuku KasaxctaH wun ero
TeppuTopuanbHbIMU opraHamu.

Mpvem [OOKYMEHTOB W Bblgaya pesynbTata OKa3aHUs rocyAapCTBEHHOW YCryru
ocyLecTBNATCA Yepes lockoprnopauuio, KaHLenspuo ycnyrogatens.

Cpok okasaHusi rocygapctBeHHon yenyrn — 30 KaneHgapHbIX AHEN.

dopma okasaHunsa rocygapCTBEHHON ycnyru: OymakHas.

PesynbTaT OkasaHWsa rocygapCTBEHHOW YCRyrM — Bbldada apXuBHbIX CNpaBoOK W/unu
KOMUI apXMBHbIX JOKYMEHTOB.

dopma npegocTaBneHns pesynbTaTa OKkazaHus rocygapCTBEHHON ycnyru: bymaxHas.

CocymapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTHo.

CornacHo maTepuanaMm Ha oduuuanbHOM nopTane rocopraHa® B Hosibpe 2018r.
npegycmMoTpeHa onTuMmsauus  npoueaypbl  OaHHOW  YCRyrn:  COKpalleHWe  CPOKOB
npegocTtasnenus ycnyrm go 10 gHen, nonyyeHne ycnyru Yepes ycrnyrogaTens UcknoyaeTcs.

OCHOBHBbIE pe3yJibTaThbl HCC/IeJ0BaHUS

Y[ooBneTBOPEHHOCTb ycryrom Bbidaya apxugHbix Cripagok u/umnu Konul apxueHbix OOKYMeHmo8
8 npedenax apxueoe Komumema no rnpasogol cmamucmuke U creyuasbHbIM ydemam
leHepanbHOU nipokypamypbl PK u e2o meppumopuaribHbix ynpasneHuli coctasndet 59,5%
nnn 4,37 6anna B cpegHeM. OTO OAMH U3 HU3KUX NOKa3aTenen B peNTUHre ycnyr.

TaGnMu,a 7. OLI,EHKVI YAOB/NIETBOPEHHOCTU KAa4e€CTBOM OKa3aHUA rocy4apCTBEHHbIX YCYT NO pe3y/ibTaTam 06U.I,ECTBeHHOr0
MOHUTOPUHra

16ann

2 6anna

3 6anna

4 6anna

5 6annos

[onsa pecnoHAeHTOB

4,0%

3,5%

4,0%

29,0%

59,5%

Konunyectso pecnoHaeHTos, N

8

7

8

58

119

Mo paHHom ycnyre O6bino onpoweHo 200 pecnoHgeHToB. [lonoBuHa pecnoHOeHTOB
obpawanacb 3a nonyyeHnem ycnyrm B ockopnopauno (51,5%), gpyras nonoBuHa — B cam
rocopraH (53%) v N1LWb HEMHOTME U3 HUX — B FOCOPraH 1 Fockoprnopaumtio.

! http://prokuror.gov.kz/rus/gosudarstvennye-uslugi/vydacha-arhivnyh-spravok-iili-kopiy-arhivnyh-dokumentov-v-
predelah-arhivov
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Y[OoBNeTBOPEHHOCTb NMapaMeTpamMu KadecTBa OKasaHusi ycryrn coctasnsieTr He 6onee 65%.
Cpokamu okasaHusi ycnyrm goBoOfbHbl 63,7% (4,42 ©annoB) pecrnoH4eHTOB. PecnoHOeHTbI
CYMTaloT, YTO CPOKM HeobXoOuMO COKpaTUTb MO [LAHHOW Yycnyre. «Yckopumb pouyecc
rony4deHus ycnyauy, «HyxHo cokpamumpb cpoku», «Hado cokpamume cpok, 30 OHel x0amb
cruwkom 0os120», « Cokpamume CPOKU Haroio8UHYy».

MonyyaTtenu ycnyrm He COBCEM [AOBOSIbHbI KA4eCTBOM MNpenocTaBfeHHOW uHdopmauumn —
oueHKa Ha ypoBHe 4,47 - 4,48 6annoB. 61,1% pecnoHOEHTOB AOBOSIbHbI AOCTYMHOCTLIO U
OTKPbITOCTbIO MHbOpMaLmn 1 64,2% - [OCTOBEPHOCTbLIO MHAPOPMaLUU.

«Cka3zanu noseoHsm. [Npowno 1.5 mec, npuwen 8 LJOH — ewe He 20mogo»; «ApxusHbie
OoKyMeHmMbI (Mamepuaribi paccriedosaHusi) He dasanu 058 03HakomseHus. Koala ckasas, 4mo
8bl He 3Haeme 3akoHoOamesibcmea U 51 6ydy xanoeambcsi, Hadyan ycmexambcs. OH He Mo2
MOJIKOM pa3bsCHUMBb, noYemMy Henb3sx»; «llpuwnocb camomy examb 8 2. Tapa3, mak Kak
moponurscsi ¢ nony4eHuemM amoeo 0okymeHma», «Omeem 6 CPOK rpulwiesi, Ho 6e3 Hy>XHbIX
ceeleHuli», «XKdana omeema mecsau, 8 umoae — npocmo omrnucka», Xambeirickas obs.; «He
00 KOHUa 0bbsiCHUMU, Kakue O0KyMeHmMbI Mo2ym rnompebosamby», AcmaHa; «He moanu Hatimu
apxueHble OaHHble Moe20 omua», «loHsanu myda-ctoda, eoobuwe rnnoxoe obcrnyxuesaHue 8
opeaaHax u LJOHe», «He danu moyHyto uHopmayuro no ycryee, npuwinock 0eaxobl exams 8
LIOH», AcmaHa; «Kak 8bIsiCHUIOCh 03Xe, HYXHO bbino He 8 apxus 2. AriMambl cOasameb, a 8
apxuse AnmamuHckol obnacmuy, Anmamel, «PaHbwe palioH omHocusics Kk Kokyemasckod,
rnomom — CKO. lNoamomy pe3dynbmamsi ¢ CKO He npuwiniu», AKMOIUHCKas 0611.

CoOTBETCTBEHHO MPOCTON M MOHATHOW CYMTalOT npoueaypy no cbopy v nogadve LOKYMEHTOB
Tonbko 58,8% onpoLueHHbIX nonyyaTtenen ycnyru (4,45 6anna).

Ounarpamma 6. OCHOBHble NOKa3saTenu no ycnyre
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B cpegHem okono 60% pecnoHOAEHTOB [OBOSIbHbI YPOBHEM KOMMETEHTHOCTWU (4,45),
onepaTtmBHocTK (4,35) n Bexxnneoctn (4,53) COTPyAHNKOB.

«CompyOHUKU He 3Halm 3aKOHO8 U HernpasusibHO 0b6bscHsom», AcmaHa; «CompyOHUK
HerpasusibHO Haripaegus 3anpoc Ha Heobxodumbili OokymeHmy», Kocmawal; «HyxHO 6bimb
bosiee ornnepamugHbIMU, 8HUMameibHbIMUy, XKambbirickas 06i1.
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PecnoHOeHTbl HWXe oueHWnu ycnyru rocopraHa — 4,27 6anna, Yyem ycnyry, nonyyYyeHHyl B
LIOHe. ELie Hmwxe oueHKM ycnyrononyvarenen, KOTopbiM NpULLINIOCh obpalaTbCsa B rocopraH 1
B LIOH - 3,33 6anna.

Ouarpamma 7. YA0BNeTBOPEHHOCTb YC/IYrO N0 MECTy NOoJIy4eHUA YCAyru, cpegHuii 6ann

5,00 426 4,27 4,37
4,00 3,33
3,00
2,00
LLOH, N=94 locopran, N=97 LLOH, rocopraH, Bcero, N=200
N=9

Mo gaHHOM ycnyre pecnoHAEeHTbl COTPYAHMKOB rocopraHa u LlOHa oueHunu Ha ogHOM ypOBHe.
Mo BeXnMBOCTM COTPYAHWKM rocopraHa (4,47 6Ganna) yctynatoT coTtpygHukam LIOHa 4,52
6anna.

Anarpamma 8. YA0BNETBOPEHHOCTb Ka4ecTBamMmu COTPYAHUKOB NPU NOJlyYEHUM YCAyru, cpeaHuii 6ann

4,60 4,52
450 4,47

4,39 4,40
4,40

4,30
4,20
4,10

locopraH LLOH

B KoMneTeHTHOCTb = OnepaTMBHOCTb Bexnmsoctb

BcTpeyvatoTes crniydam uUcnonb30oBaHUA NNYHbIX cBA3en, 3HakoMcTB (0,5%). Mo gaHHom ycnyre
He ObINo cnyyYaeB Aadv HeodumumanbHOro Bo3HarpaxaeHus. [onsa xanob coctaBuna 2%.
PecnoHaeHTbl obpalLanmcb B MMCbMEHHOW 1 YCTHOW hopme.

Mo pesynbTtatam onpoca 62,9 % ONPOLEHHbIX PECNoOHAEHTOB MNPOSABMAIT AoBepue
ycnyrogatento (4,47 6anna).

KommeHTapum pecnoHaeHToB:

«[JokymeHm s mak u He nonydus, 0ea pa3a nucasn 3aseneHusi, mpemul pa3 Hanucan. [ea
pasa yepes LIOH nodasan u no mecsayy x0Oan, menepb mpemul pa3 X0y — Hanucan 8
eHepanbHyr0 npokypamypy. Podumernu penpeccuposaHHsie bbiiu, 1 ¢ 1954 200a poxxOeHus,
A moxe nornadato nMod amy cmamblo, maKkylo MHe cripasky Hado bbino. Ha podumenel s
rnony4usn, MHe menepb Ha cebs Hado 6bIro ...»,

«5 xomen cOenampb cripasky Ons Mamepu, 4mo OHa peabunumuposaHa. Y MeHs He
nony4qunocb. Tam 6 obwem o4eHb MHO20 ripobnem. 5 e LJOH xolun — OHU cKasanu, 4mo
M0380OHAIM, MakK U He [038OHUMU. Y MeHs1 OOKyMeHmbl HopMasibHble Obiniu, s ece coarl.
lMonzoda Hazad nodan! 51 mak amy cripasKy u He MOfy4ur, yXe pyKu Orycmusuchk, 8oobuwe
HUYe20 He XOo4y».
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«51 obpawarncsa e Komumem no npagoeoli cmamucmuke u criey, ydemy [eHnpoKypamypsbl, Mbl
myda nucanu. Cmbic cripasku makos, koeda e 1944 200y 6binu perpeccuu u moezo deda
pernpeccuposanu. B mo epems Hauyuw HernpasunbHO 3anucarnu, Mbl camMu MypKu, a Hac
3anucanu Kak azepbalidxaHubl, KO20-mo Kak basikapup! 3anucanu, bbina ama Hepasbepuxa.
Xomen Hayuro nonpasums, 4Ymobbl y demel yxe ece HOpMasibHO bbirio. be3 amol cripasku
MHe Hayuro He nepedesiarom. [Jeaxdbl yxe obpamursics».

BbiBOABI U PEKOMEHAalHH 110 ycjiyre

Mo paHHoW ycnyre ocHoBHasA npobrnema cesisaHa No ANUTENbHLIM CPOKaM MOMYYEHUsT YCryru 1
HecoOno4eHNI0  daHHbIX CPOKOB rocopraHoMm. EcTe HeobxogumocTb B LudpoBusaumum
apxMBHbIX MaTepuanos ['eHepanbHOWM NpoKypaTypbl.

Cpeawn noxenaHum co CTOPOHbI ycrnyrononyyarenen npeaocTasnaTb 6onblwe nHpopmaumm no
npoueaype nomnyveHus ycnyrn. [ns aToro Heob6xoaumo npeaycmoTpeTb NPorpammbl, YTOObI
cotpyaHukn LJOHa noHnmanu anroput ganbHenwmnx 4eNCTBUN B COOTBETCTBMM C 3aNpPOCOM.
«bonbwe onepamusHocmu u 6HUMamersisHocmu 8 pabome c¢ apxusom», «CompyOHUKU
OO/MKHbI MOHUMamb U yKa3bleéamb Ha PUCKU [pU MOSydeHuU ycryau» - PeKoOMeHOyHT
ycnyrononyvartenmu.

PaboTaTb ¢ coTpyoHUKamun Ansi NOBbILIEHUS KayecTBa NpeaocTaBneHus ycnyru, pabotaTtb Hag
cobntogeHnem cnyxebHomn aTUKN.

3. Bblaaua paspelwieHUA Ha HeO4HOKpPaTHOe nepeceyeHue MFocyaapCcTBEHHOM rpaHULbI
Pecny6aunkn KasaxctaH Ka3axcTaHCKMMM cygamu ANA BeeHUA NPOMbICIOBOA
AEeATeNbHOCTU B TEpPUTOPUANBHDLIX Bogax (Mope), BHYTPEeHHUX BOAAX U Ha
KOHTMHEHTA/IbHOM wWenbde

061masa nHpopmManmsa o rocycayre

locypapcTBeHHas ycnyra okasblBaeTCsl BOMHCKUMU YacTamu [lorpaHudHon cnyx6bl
KomuTteTa HaumoHanbHon 6e3onacHocTy Pecnybnvkn KaszaxcTaH.

Mpuem 3agBneHUn U Bbldaya pes3ynbTaTOB OKas3aHWA rocyfapCTBEHHOW YCryru
OCYLLIECTBNAETCA Yepes cekpeTapuar ycnyrogatens.

Cpoku okasaHus rocyfapCTBEHHOW YCryrn - AONA Ka3axCTaHCKMX Cy[oB, 3KMnax
KOTOPbIX YKOMMMEKToBaH Tonbko rpaxgaHamu PK — 20 pabounx gHen; Ans kasaxcTaHCKuX
CyA0B, 3KMNaX KOTOPbIX YKOMMMEKTOBaH NMHOCTPaHHbIMU rpaxgaHamu — 25 pabouunx gHen.

dopma okasaHusi rocyaapCTBEHHOW ycnyru: BymaxHas.

PesynbTaT oOKkasaHus rocydapCTBEHHOM YyCcryrm — Bbljaya paspelleHus Ha
HeogHOKpaTHoe nepeceyeHve [ocydapcTBeHHoM  rpaHuubl  Pecny6nuku  KasaxcTtaH
KasaxCTaHCKMUMX cydamMn Ons BeAEeHUS NPOMbICIIOBOWM AEATENbHOCTU B TeppuTopuaribHbIX
BoAdax (Mope), BHYTPEHHUX BOAAX U HA KOHTUHEHTanbHOM Luernbge.

dopma npegocTaBneHns pesyrnbTata oka3aHus rocyaapCTBEHHON ycnyrn: GymaxHas.

ocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnatHo (OU3NYEeCKUM W Iopuan4ecKknm
nvuam.
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OcHOBHBIE pe3yJbTaThl UCC/IeJ0BaHUA

Ycnyra Beidaya paspelweHuss Ha HeOOHOKpamHoe riepecedeHue locydapcmeeHHOU epaHuUbl
npegocrtaenseTca B MaHrncrayckom obnactn. Y4oBneTBOPEHHOCTb YCNYyron Ha ypoBHe 4,44
6anna unu 64,8%. Mo gaHHon ycnyre 6bino onpoleHo 88 pecnoHAeHTOB.

Tabnuua 8. OueHKN yAOBNEeTBOPEHHOCTU Ka4eCTBOM OKa3aHWs rocyAapCTBEHHbIX YCIYr No pe3ynbTatamM o6LecTBeHHOro
MOHUTOpPUHra

16ann | 26anna | 36anna | 4 6anna 5 6annos
[onsa pecnoHgeHToB 3,4% 1,1% 8,0% 22, 7% 64,8%
KonunyecTtBo pecnonaeHTos, N 3 1 7 20 57

Ot 70% po 80% pecnoHOeHTOB yAOBNETBOPEHbI Ka4eCTBOM WHGOPMaLUK, BEXITMBOCTLIO U
npodeccmnoHanbHoOM 3TUKOW ycnyrogaTens, npoueccomMm cbopa u nogadn JOKyMEHTOB.

MHorne BbiCkasblBalOT CBOE HELOBOSMLCTBO MpOLEeaypor AaHHOW YCryrn, HO B TOXe Bpems
OLIEHMBAIOT MONOXKUTENBbHBIMU OLEHKaMKn Ha «4» 1 «5» 6annos: «Bce-maku KHE opaaHusauus
cepbesHas. OHU 8bIMOTHSAOM €800 DYHKUUI, OHU 06513aHbl 8CE MPOBEPSIMb Y.

«Y MeHs1 mosibko oOHa npobriema - HEOOCMamoYHO UHGhopMayuu, USIU MOXHO cKalamb
800bwe Hem. Nosecbme CrucoK HyXHbIx OOKyMeHmMo8, 4Ymobki modu nodxodusnu, cMmompenu u
3Hasnu Kakue OOKYMEHMmbI HYXXHO cobupamby, «MHghopmayuro uckame Hado. 5 koz2da uckarl,
efie Hawen e uHmepHeme. Tam He HarnucaHo, 4mo Hado mak robezamey», «lloyemy He
UHbopmupyrom, Kkoeda 20moebl OOKyMeHmbI Uflu 4Ymo He Xxeamaem KaKux-mo OOKyMeHMmOS.
Udewsb 3abupamsb, a 8bIXO0UM — 4MO paspeweHus Hemy», «Xomersochb bbi, 4mob compydHUKU
Oaeasnu bonbwe uHgopmayuu. He zoeopssm eceli uHpopmauuu rno nepeyHio OOKYMEHMO8»,
«[NoepaHu4yHUKU cpa3y He cka3asu Kakue O0KyMeHmbl HyxHbl. OKka3bleaemcs, Hy>HO rnoimu 8
akumam, nomom 8 LJOH, a nomom yxe k Hum. 5 1,5 mecauya nomepsn rnoka oghopMrisny,
«OyeHb HedoegorieH yciiyeol, HoMb nocmasus bbiy.

MpoBOAUNUCH MHTEPBBIO C NIOABMW, KOTOPbIE MOSyYaloT AaHHYK YCryry u3 roga B rog, no ux
MHEHWIO, OMHAMMKA B CTOPOHY YnydlleHus ycnyrn He Habnwopaetcs: «Cnuwkom MHO20
paspeweHul Hado, u3 200a 8 200 MObLKO Xyxe. 5 cam cmapalcb Ux He cobupamb, S
yesriogeka ceoe20 omripaens. Hado Oaxe paspeweHue ¢ adMuHucmpauuu eopoda usu
obnacmu, ripu Yem 30ecb OHU», «3ma ycriyea epemeH decsimurniemdel dagHocmu. YiydweHul
Hem!», «Bpode umo-mo denarom, cobuparom cogellaHusi, HO 8Ce pasHo rnpobriema ¢ aMum
8bixoOoMm 8 mope. Yem mym doeorbHbiM 6bimb? To, YmMO Mbi, Kak cobaku 53blKU 8bICYHYS,
bezaem? Ymo-mo ebl mamM MOHUMOpPUMe-MOHUMOopUMe, a moJsiky om 3moeo Hukakoeo. Kak
6b110, 8CE HA MOM Xe Mecme mak u cmoum. Teicsida byMaxeK HEeHYXHbIX, Kax0Obll 200 00HU U
me e nrodu pabomarom, Kaxobili 200 00HU U me xe bymaau cobupaem, xomb 6pocal ece
amo 0desno», «Bpode 8bixod 8 Mope 07151 MEeHsI Kak mypu3m, 51 daxe He pblby 1108UMb 8bIXOXY,
Hu4ea2o0 makoz2o He Oenaro. pocmo ebiimu ¢ cembel, ¢ Opy3bamu. bonbwas npobrema
Mo1y4umb pas3peweHuey.

«Masio mozo, ymo He 3Haewb amux hamunul HadasibHUKO8 8CeX, Yy K020 Hado OOKYyMEeHMbI
rnodnuckigamb, OHU KaxOblli pa3 MeHsiomces. [lonydyeHue paspeweHus, 3mo Kakas-mo
6ezomHs», «Cmonbko O0KyMeHmos! Omo xoxoeHue no mykam. Mbl 4mo npecmyrnHuKkos8 Ha
pabomy HaHuMaeM, y Hac ecmb ochuyuanbHoe paspeweHue Ha pabomy. CKOIbKO MOXHO
rpo8epsimb U 4YmoO rpPO8ePsItoMm, MOosIbKO mak ¢hopmMarnibHOCmMb 00Ha. [lpuxoduwb ¢ amumu
bymaxkamu. Kaxdolu cmpykmype O6ymaxky Oau. Kmo komy OeHez OO/XeH, Yy K020
3ado/mKkeHHOCMb 8 baHKe, Mbl MO fpu Kakux denax!y.
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YcnyrononyyaTenu CYATalT, Y4TO NOMy4MTb AAHHOE pa3speLleHne Tsxkenee U3nyeckum nuuam:
«Celiyac, Ymobbl nony4ums amy ycriyay, HY)XHO rornacms e bpuzady pbibakos, mozda mabl
nonyquws ycnyay. A ecnu nolidewsb Kak YacmHoe fuyo, mo mebs 3aMmydarom ecemu 3mumu
bymacamu», «3adyemM s MpPaHCIOPMHYK CIyXK0y NPOXOXY, CIUUWKOM MHO20 6ce20 Oris
MasnieHbKoU pe3uHo8oUl /10004KU. 51 CMOIbKO 8 MOpe He 8bIXOXY. 51 mam rnoHumMaro kamepa,
SXMbl, OHU XOMb KaKyto-mo npubbifib UMEom, a y MEeHS rpocmo MarneHbKas Jlo004ka, a
MPOXOXXY 8Ce UHCMaHUUU HapasHe ¢ kamepamuy.

MeHee Bcero goBOMbHbI pECNOHAEHThI cpokamu yenyrn — 4,41 6anna (68,4%). «3a 200 eceeo
0sa pasa ebixoxy. Ymobbl oghopmumb 6bixod e mope, npobrem Ha 1,5 mecsaya. [loka
OOKyMeHMbI osyYullb, y)Xe Ce30H 3akaH4yusaemcs», «[Jjonzo oghopmrsromcs OOKyMeHMbI,
4mobebl ebitimu 8 mope. Ymobbi nosums peiby, amo o4eHb 0os20. Bo sce cmpykmypbl claelib
00OKyMeHmMbI, 80 8CeX CmMpyKmypax o4eHb 0oseo ece Oenaemcs. Bom epode Hado pbiby
J108UMb, pbibHbIL CE30H Ha4yuHaemcs 8 mapme. Mbr Ha4uHaem derramb QOKYMEHMbI 3a Mecs,
u Oaxe 6onbwe», «[ee Hedenu — noka 0OuH nodnuwem, 0se Hedenu — rioka Opyaoul
pacnuwemcs...», «CaMmoe arnasHoe KOHeYHO, amo cpokuly, «5 bonbwe mecsya e3duna myda-
ctodal», «He msaHymb co cpokamu, paHbwe xoyewb ece clampb U rpucmynumse K pabome. A
Hem, 20e-Hubyob 4mo-HUbyob ebinedem...», «lloepaHU4YHUKU paccMmampusaom OOKYMeHMbI
10 dHel, akumam — 10 OHel, KHE —15. Ckonbko epemeHu yxodum enycmyrwol», «Ha ece 1,5
mecsiya yxooum Kak MUHUMYM»

Aunarpamma 9. OcHOBHbIe NOKasaTtenu no ycnyre

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHnin 6ann

4,90 85
78,2 79,3

4,80
4,70
4,60
4,50
4,40

4,30

KomMneTeHTHOCTb COTPYAHMKOB rocopraHa ycrnyrononydarenu oueHunun Ha 4,65 6anna (70,6%)
onepatMBHOCTb — Ha 4,6 6Ganna (67,4%). «He xeamaem eexnugocmu HEKOMOPbIM
compyOHukam», «C mMomeHma cbopa ecex nacriopmos, ecex OaHHbIX MPoWsio 2 mecsaya.
Ckonbko pabombl MOXHO Obi1o cOenamb 3a 3amo epems. Cmornbko model, pbibakos
ymbosiam, 2080psim, 4MO «OH 8 OMITYCKE», «Hemy», «rpuxoou 8 rMoHeOesIbHUK», «puxoou
3asempa» U mak ece epeMsi».

O6 wucnonb3oBaHWM IMYHBIX CBA3€r, 3HAKOMCTB oTMeTurno 2,3% u gadm HeouumnanbHOro
BO3HarpaxaeHus — 1,1% pecnoHOEeHTOB: «XOpowo Mbl 4Yepe3 3HaKoMbiX Oenaniu, a Kak
YyacmHuUKku — s He npedcmasernsan. Kak monbko doxodum 300 ro2paHUYHUKO8 Ha4dyuHaem
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mopmosumsb, bykcosamb Ha o0HOM mecmex». [donsa xanob coctaBuna 1,1%. PecnoHaeHThl
obpalannce B yCcTHOM dhopMe.

Mo pesynbTatam onpoca 61,3 % (4,44 6ann) onpoLleHHbIX PECNOHAEHTOB NPOSABASET AoBepue
ycnyrogatento. «Kaxdbil dosmkeH 3aHUMambCs c8OUMU (hYHKUUOHarIbHbIMU 0653aHHOCMSAMU,
rnoepaHUYHUKU OOJMKHbI 2paHuyy OXpaHsmb, a He cemu npoeepsimb — OGOKoMasnuchb, HO £
0oburnics pesynbsmama. Exe2od0Ho makue npobrnemsi», «lloyemMy rnozspaHUYHUKU po8epsitom
cemu, amy e byHKUUK 8bInosiHgem pbibHad3op, npupodooxpaHa U ewe Kakue-mo
opaaHu3ayuu. [Modyemy nozpaHU4YHUKU eopytom Hawu cemu, ocobeHHo, Koz0a wmopMm. B
wmopM Mbl He 8bIXOOUM 8 MOpe, a OHU Ha CeouX Kamepax rnodxodsm u 3abuparom cemu
CrokKoliHo, 3ameM ripodarom pbibakamy.

BbiBOABI U PEKOMEHAalHu 110 ycjiyre

O4eHb MHOrO MPETEH3UIA CO CTOPOHbI ycryrononyyatenei. 1o MHEHUIO PECTIOHAEHTOB, HUYEro
He wu3MeHunocb. OuyeBMOHO, YTO Mpoueaypy MOMyYeHUst AaHHOW ycnyrn Heobxoaumo
YNPOCTUTL: « YkKacHo npodymarHasi cucmema, « IckyccmeeHHO co30aHHbIe MpobremMbi».

Heobxooumo cokpalleHne CpPOKOB MoslydyeHust ycryr. Ha nonydeHue ycrnyrmu c yy4eTom
NoaroToBKM HEOOXOAMMbIX OKYMEHTOB yXOAUT NpumepHo 1-2 mecsita. B uenom nepecmoTpeTb
M ONTUMU3NPOBATL BECb MPOLECC MOMyYeHUs OaHHOW ycryri. VCKniouuTb cornacoBaHue c
aKMMaTOM, HUKTO He MOHMMAET Aflsi Yero 3TO HYXKHO. B CBSi3M ¢ 3TMM, B pamkax onTumusauum
cyMTaeM HeobXxoouMbIM BKIHOYEHME MpoLeayp COornacoBaHWs B GU3Hec-npouecc okasaHust
[laHHOW rocyaapCTBEHHON YCryr1 Ha OCHOBaHWM OOHOTO 3asiBNEHUs.

Ycnyra okasblBaeTcsl BOMHCKUMKU  YacTamu  [orpaHuyHon cnyxObl, rae ycnosust AOns
npeaocTaBneHust ycnyr Ansi HaceneHust HegocTaTtovHo OGnaronpusitHele. oatomy Gonee
LLenecoobpasHbiM GyaeT BHeAPEHUE NpUHLMMNA «OOQHOrO OKHa» Ans MNONy4YeHust yCcryru, To ecTb
npefocTaBnsATb ycnyry Yepes fockoprnopaumio, Be6-nopran «35ekTpoOHHOro NpaBUTENbCTBaY.

PaccMoTpeTb BO3MOXHOCTb pasrpaHMyeHnss TpeboBaHuin B 3aBUCMMOCTM OT Tuna CydHa, Mo
BUAY OEATENbHOCTU — TypU3M, pblibHas NoBns, NOGUTENbCKUIA Bbixod B Mope 1 Ap. B uenom no
[laHHOW ycrnyre He NpeaycMOTpPeHbl MOTPeBHOCTM yenyrononyyartens. YeTko U icHO nponucaTtb
anroputM JaHHOW YCRyru, y4nTbiBasi pasHble kaTeropuv nonyyartenemn ycnyr.

4. TecTupoBaHMe rocygapCTBEHHbIX CAYXKALWMUX, MPETEHA,EHTOB Ha 3aHATUE BaKAHTHOM
AAMUHUCTPATUBHOI rocyAapCTBEHHOW A0NXKHOCTU U FPaXKAaH, Bnepsblie
NOCTYNaKLWMX HA NPAaBOOXPAHUTE/NIbHYIO CYKOY

O6masa uHdopmalmsa o rocycjayre

ocypapcTBeHHas ycnyra okasbiBaeTca AreHTCTBOM W ero  TeppuTopuanbHbIMU
opraHamu no obnactam, ropogam ActaHbl n AnmaTbl.

Mpuem 3asBrneHnsa ocyulecTBndeTcs Yyepesd [ockoprnopaumio 1 noptan «3NeKTPOHHOro
npaeBuTenbcTBay. lNogava 3asBneHns OCTyNHa Takke Yepe3 MobunbHoe npunoxeHue Egov.
K TectmpoBaHuio pgonyckatwoTcs nuvua, vMmelowme npu cebe [LOKYMEHT, yOO0CTOBEpPSIHOLLMM
NNYHOCTb rpaxgaHuHa Pecnybnukn KasaxctaH, cogepxawmin NAH.
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CpoK oOKasaHusi rocyaapCTBEHHOW YCRyrn: TecTMpoBaHME MpPOBOAUTCS He paHee
OQHOro0 KaneHaapHOro AHs CO [OHSA noJayv 3asiBNEeHusl, U He Mo3gHee AHS U BPeMEHU
TECTUPOBaHUS, BbIGPAHHOMO yCryronony4yaTenem.

dopma oKasaHus rocyaapCTBEHHOW YCRyru: 3MEeKTPOHHas (4acTnyHo
aBTOMaTU3MpPOBaHHas) U/unu GymaxHasl.
PesynbTaT okasaHWs roOCygapCTBEHHOW ycnyrM — ceptudukatr no  uToram

TECTUPOBAHNA Ha OLEHKY JNIMYHbIX Ka4eCcTB KaHanaaTa Ha JOMMKHOCTb Kopnyca "bB" v rpaxaaH,
BMepBble NOCTYMNalLWMX Ha NPaBOOXPAHUTENbHYI CNyxby, NMGO cnpaBka O MPOXOXAEHMU
TECTMPOBAHUS C pe3yfibTaTaMn HUXE MOPOroBbIX 3HAYEHWIA.
dopma npegocTaBneHns pesynbTarta Okas3aHUsa rocyaapCTBEHHOW ycnyrn: BymaxHas.
ocymapcTBeHHas ycnyra okasbiBaetca 6ecnnaTtHo.

OcHOBHbBIE pe3yjabTaThbl HCCZIEA0BAHUA

Mo ycnyre TecmuposaHue eaocydapCmeeHHbIX CryXawux, npemeHOeHmMo8 Ha 3aHsamue
gakaHmMHoU adMuHuUcmpamueHol eocydapcmeeHHol OormKHocmu U epaxdaH, erepebie
rocmynarowux Ha npasooxpaHumersbHyto cryxby 89,4% pecnoHOEHTOB BbICOKO OLIEHWUNN
Ka4yeCTBO OKaszaHusa ycrnyri. YpoBeHb YOOBMAETBOPEHHOCTU yCryrononyyarenen gaHHoOn ycnyre
coctasun 4,88 6annoe. B nccnegoeanumn npuHanmn ydactue 186 nonyyartenen gaHHOW yCnyru.

Ta6nuu,a 9. OU,EHKVI YAOB/I€TBOPEHHOCTU KAa4€CTBOM OKa3aHUA roCcyA4apCTBEHHbIX YCNYr MO pe3y/ibTaTamMm OGI.LI,ECTBEHHOFO
MOHUTOPUHIA

16ann | 26anna | 36anna | 4 6anna 5 6annos
[onsa pecnoHgeHToB 0,0% 0,0% 1,4% 9,1% 89,4%
KonunyecTtBo pecnongeHTos, N 0 0 3 19 186

BoNbWNHCTBO MpeTeHOEHTOB Ha rocyaapCTBEHHYK cnyxOy nogatoT 3asBKy Ha MoryyYeHue
ycnyrm depes [ockoprnopaumio (39,4%) n 3oHy egov.kz B LUOHe (46,2%). CamocTosiTensHO
Yyepes nopTan «dNeKTPOHHOro NpaBuTenbLCTBa» — noganu 3aseky 22,1% pecnongeHTtos. Cpeam
nonyyatenen ycnyrn 6onee nonynspHbl obpalleHms oHnanH (68,3%).

lMpouecc nogauM [OOKYMEHTOB ANs  ycnyrononyvatenen HecrnoxHeld. K TecTupoBaHuio
AornyckalTes nuua, umelwme npy cebe OKYMEHT, YAOCTOBEPSOLWMIA NMYHOCTb rpaXaaHuHa
Pecnybnukn KasaxctaH, cogepxawwmn WWH. Ha canTte rocopraHa poctynHa nogpobHas
WHCTPYKUMS NO 3anucu Ha npobHoe TeCTUpOBaHWE CO BCeMU pekBuaMTamu ans onnatbl (3600
TeHre), KOHTaKTbl 1 agpeca pervoHasnbHbIX 3anoB TecTuposaHunsa. CooTBeTCTBEHHO Havbornee
BbICOKMN YpPOBEHb YOOBMETBOPEHHOCTU MO npouedype nogadu u cbopy OOKymeHToB — 4,87
6annos unun 87,9% oueHuBLINX ycnyry Ha 5 6annos.

Ana 81,6% onpoLlleHHbIX pecnoH4eHTOB UHopMaLmsa no ycnyre Gbina MakcMManbHO MOHATHA
W goctoBepHa. Takasa e [ons ycnyrononyvarenen oTtMedaeT AOCTYMHOCTb U OTKPbITOCTb
nHcopmaLmu.

Mpouecc nogayn AOKYMEHTOB obnerdyeH BO3MOXHOCTbIO MNoAaTb 3asBKy OHNaWH. Ycnyra
4YacTU4YHO aBTOMaTtusuMpoBaHa. [lpakTudecku y MONoBWHbI pecrnoHaeHToB (55,5%) ecTb
BO3MOXHOCTb NMONY4UTb YCNyry OHManH (NnoaaTh 3asBKy AOMa unu Ha pabore).
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86,3% ycnyronony4artenen yaooBNeTBOPEHO CPOKaMW OKasaHUs YCryrn, CpedHsas OueHKa
coctasuna 4,82 6anna. Mo MHeHMO ycrnyrononydartenen oveHb GOMbLIOW MepepbiB Mexay
OBYMS 3Tanammn TectupoBaHust — 3-4 yaca un 3To kpaHe HeyaobHO aAng noaen.

«He scem cnyxawum s3mo yO0obHo, mak Kak ece pabomarom u He y 8cex ecmb 803MOXHOCMb
omcymcmeogamb CMosbKo Ha Mecme pabomsi. Mexdy mecmamu docmamoyHO repepbiea Ha
15-20 mMuHym, ocmasasicb 8 00HOM pumme, mak cka3amb. [rs cdarowux mecmupogaHue 3mo
6b1510 661 HeMHO20 neede. [Nepepbie okono 3-4 yacos, amo HeydobHO u co3ddaem mpydHoCmuU»
(3KO).

Aunarpamma 10. OcHOBHble NoKasaTenu no ycayre
89,4 B [onA oueHMBLWKX HA 5 6annos, %2 == CpeaHuin 6ann
4,95 87,9 90,0
4,90
4,85
4,80
4,75
4,70

4,65

B xoge dpokyc-rpynnoBbix AUCKyccuii Gbina BoisiBrieHa npobnema, cBsidaHHasi C TeCTUPOBaHMEM
Ha Ka3axckoMm si3blke. JTO OfHa M3 NPUYMH BbIBOpa PYyCCKOro si3blka Ha Npu caadve TECTOB.

«TpyOHocmu 6binu ¢ nepesodoM Ha Kalaxckuli A3bik. Ho amo He npobnema npouedypsbi
mecmuposaHusi. MI3HadasibHO 80rpPOCkl M0 3aKOHaM 803MOXHO (YOPMUPOBAsIUCh Ha PYyCCKOM
SA3blKe, @ NomoM rnepesodusIuCb Ha Kasaxckul s3blKk. Tam ecmpedaromcsi makue crioga Ha
Ka3axcKoM $i3blKe, KOmMOpble O4YEeHb CII0OXHO repesecmu Usu MOHAMb CMbIC/T 3MOo20 Crio8a.
Haxe Ham, 2oopsawUM c80600HO Ha Ka3axCKOM s3bike mpPYOHO MOHSIMb HEKOMOopbIe criosa.
lMoamomy s cOasasnm mecmuposaHue Ha pycckom s3sbike» (3KO).

OcHoBHas 4acTb Y4aCTHMKOB Bcex (DOKYyC-rpynmnoBbiX AWCKYCCUMA MNOAaBanv 3asiBNeHne Ha
yyactme B TeCTUPOBaHWM JNEKTPOHHO: «3aserieHue S Hanucana u npedocmasuna 8
3/1eKMPOHHOM 8ude. Omo bbifio 04eHb yOObHO u bbicmpo. B amom xe OeHb MHe npuwina
uHgopmayus, ede u Koeda cocmoumcsi mecmupogaHue — IKOHoOMUS gpemeHuy (3KO). «Becb
rnpouecc Ha ce200HAWHUU OeHb 31eKMPOHHbIU. MoxHo ckazamb, ymo Ha 100% uyughposoe.
3asienieHue nodaewb IMEKMPOHHO, MecmuposaHue Mpoxoouwb caMm, pe3yrbmamal
asmomamuyecku 8bIxo05im mam xe. To ecmb omcymcmeyem Yenosedeckuli gpakmopy (3KO).
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Bonee BbICOKMIN YpOBEHb YOOBNETBOPEHHOCTM MpU Nogadye AOKYMEHTOB OHMaNH — Yyepe3 30HY
30Hy egov.kz B LIOHe (4,94 6anna) n camocTosTenbHO 4vepe3 Beb-noptan «3MeKTPOHHOro
npasuTenbscTBa» (5 6annos).

Anarpamma 11. Y40BNeTBOPEHHOCTb YCAYroii MO MeCTy NOoAyYeHUA YCAyru, cpeaHunii 6ann («rocopraH», He3aBUCUMO OT TOrO
rae HaxoAuUTCA 3a1 TECTUPOBAHMA)

>/00 4,94

4,88
4,76

LOH, rocopraH, Egov.kz, rocopraH, [ocopraH, 30Ha Bcero, N=208
N=82 N=37 Egov.kz B LJOHe,
N=89

YOOBNETBOPEHHOCTb  TakMMW  KOMMOHEHTaMM  KayecTBa YCNyrM Kak  KOMMETEHTHOCTb,
OnepaTMBHOCTb M BEXITMBOCTb COTPYAHMKOB rocopraHa Ha ypoBHe 4,79-4,73 6anna (80,8-
77,7%). YdyacTHMKM OKYC-TpynnoBbIX AWCKYCCUI OCTanucb HeOoBOSIbHbIMK  paboTon
cotpyaHukoB LOHa: «KomnemeHuyusi compyOHUKO8, cpa3y HY)XHO cKa3amb He
ydosrnemeopsiem — rioka Ha mpu!» (lasnodap).

Y[OoBNeTBOPEHHOCTb COTPYAHMKaMM rocopraHa Bbiwe, Yyem B LIOHe. Mo guarpamme Huxe
MOXHO CyOuUTb O TOM, YTO Yy COTPYAHMKOB rocopraHa HwxXe OLEeHUBAEeTCs BEXIIMBOCTb, Yy
coTpyaHukoB [Fockoprnopaunm — onepaTMBHOCTb.

Anarpamma 12. Y40BneTBOPEHHOCTb KauecTBaMU COTPYAHMKOB NpU NOAYYEHUU YCAYrU, cpeaHuii 6ann («rocopraH»,
HEe3aBUCMMO OT TOrO, r4e HaXo04UTCA 3a/1 TECTUPOBaHUA)

5,00 4,88
484 480 4,79

4,80 470 474
4,60 4,48
4,39 4,37
4,40
4,20
4,00
LLOH

[ocopraH 30Ha e-gov B LLIOHe

B KOMneTeHTHOCTb W OnepaTnBHOCTL Bexknunsoctb

YcnyrononyyaTenu WCKMOYalT BO3MOXHOCTb MCMOMNb30BaHUS NWYHbIX CBA3EW, a Takke
HeoUMUManbHOrO BO3HArpaxgeHus npu  nonydeHun padHon yenyrn: «Cuduwbs neped
KOMIMbOmMepPoOM POBHO, He dsuz2aelWbCs, €c/lu 207108y 08epHyn 8 O0HY CMOPOHY, denarom
rnepegoe 3ameyaHue, pu MOBMOPHOM 3ameMm [pPocmo 6bl20OHSM. Ecmb makue, komopsbie
rnpocmo cudsm, He omeeyarom Ha 80rpochl», «30ecb omcymemeayem Jesiogedeckull hakmop,
mosibko mbl U KoMmrbromep, 6ornbwe Hukoeo. Kak ¢ KoMrbromepom 002080puUWbLCS, MaK U
b6ydem» (3KO).

Mo pesynbTatam aHkeTHoro ornpoca 1% pecnoHAEHTOB OTMETWUNO WMCMONb30BaHUE FUYHbIX
cBaAszen (2 4venoseka). B ogHom cnydae uHuumatMea 6Gbina CO CTOPOHbLI ycryrogaTtens, BO
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BTOPOM Criy4ae — pecrnoHAEeHT oTKasarncsi 0TBeyaTb Ha AaHHbIN Bonpoc. XXanob B NMCbMEHHON
dopmMe npakTU4eckn HeT, B YCTHOW dopme obpalleHme c xanobown coctasuno 0,5%.
PesynbTtaTtom o6xanoBaHusi pecnoHAeHT Obin yaoBneTBopeH Ha 4 6anna.

BBIBObI M peKOMEHAAIUM T10 YCyTe

Mo paHHOM ycnyre pesynbTaTbl  WUCCNEAOBaHWS  MOKas3blBAOT  BbICOKUA  YPOBEHb
YO,OBNETBOPEHHOCT!.

Mo npouenype TECTUPOBAHUS MOXHO MPUHSATH BO BHUMaHWE MOXENaHUs PEecroHOEHTOB
nepecMoTpeTb  NPOJOIKUTENbHOCTL  MepepbiBa  MeXay TecTMpoBaHMEM Ha  3HaHue
3akoHoaaTtenobctBa PK 1 oLeHKy NNYHbIX Ka4yecTB.

Onsa npoeeneHnda TeCtnpoBaHuUA rocygapCTtBeHHbIX ClyXallnx HeobxoanmMo NPUMEeHATb 3HaHUA
no d)OpMVIpOBaHVII'O TECTOBbLIX 3aJaHun. npOBOD,I/ITCFI I 3KCnepTun3a 3a4aHU Ha Ka3axCKom
A3blKe, N3y4aloTCcAa 11 pe3ynbTaTbl TECTUPOBAHUA B MJaHEe UX KadecTBa. B HacTosiLee BpemM4A
CyleCTByYOT MEeTOOMKN pacHeToB MO pe3dyribTataM anpo6au,vm, BbiABNALOLWNE HEKAYEeCTBEHHO
COCTaBJ1€EHHbIE, HEKOPPEKTHbIE BOMPOCHI TECTA.

5. MMpuem Ha obyuyeHue B AKafaemMuio rocyfapcTBeHHOro ynpasaeHus npu NpesmnpeHTe
Pecny6aunkn KasaxcraH.

0O61masa nHdopmanusa o rocycayre

locypapcTBeHHaa ycnyra okasbiBaetca PIrKIM  "Akagemusi rocyaapcTBEHHOrO
ynpasneHnus npu MNpesngeHte PK".

Mpuem 3asBneHua ¢ npunaraemMbiMn JOKYMEHTaMu U Bblgaya pesynbTata OKa3aHWus
rocyapCTBEHHOM YCNyru OCyLLEeCTBAETCA Yepes: ycnyrogatend, seb-noptan www.egov.kz.

Cpok okasaHus ycrnyrm B TedeHmnn 29 KaneHaapHbIx AHEN.

dopma okasaHusa rocyaapCTBEHHOW YCNyrn: aNeKTPoHHasa u/unm GymaxkHas.

PesynbTaT OkasaHusi rocygapCTBEHHON YCMyru: BbINMCKA U3 npukasa ycnyrogartens o
3auncrieHm B 4ucrno obyvalwmxcs no nporpammMamMm  NocrneBy30BCKOro obpasoBaHus
(marucTtpaTypa, OOKTOpaHTypa); yBeAOMIIEHME O He3ayucneHun B 4ucrio oby4varowwmxca no
nporpamMmmam nocneBy30BCKOro obpa3oBaHust (Maructpartypa, JOKTOpaHTypa).

dopma npepocTaBneHWa  pesynbTata  OKasaHUs  rocygapCTBEHHOM  YChyru:
3NeKkTpoHHas/bymaxHas.

CocymapcTBeHHas ycnyra okasbiBaeTcs (omM3myecknum nuuam 6ecnnaTtHo.

OcHOBHbBIE pe3yJjbTaThbl HCC/IEA0BAHUA

YOoBNEeTBOPEHHOCTb KayeCTBOM oOkasaHusa ycnyru [lpuem Ha ob6ydeHue 6 Akademuro
eocydapcmeeHHo20 yrnipasneHus npu Mpe3udeHme Pecrnybnuku KaszaxcmaH Ha ypoBHe 4,77
Gannos, JoNs NOSIHOCTLIO YAOBNETBOPEHHbIX ycnyron — 83,1% pecnoHOeHToB.
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Tabaunuya 10. OueHKM ya,0BNeTBOPEHHOCTU KAaYeCTBOM OKa3aHUA roCcyAapCTBEHHbIX YCYT MO pe3yibTaTam 06LwecTBEHHOro
MOHWUTOPUHIa

1 6ann 2 banna 3 6banna 4 6anna 5 bannos
[onsa pecnoHaeHToB 0,0% 1,2% 3,6% 12,0% 83,1%
KonuyectBo 0 5 5 20 138
pecnoHaeHToB, N

Bcero ©Obino onpoweHo 166 pecnoHgeHTa. HecmoTps Ha TO, 4TO ycnyra 4acTuUdHO
aBTOMaTM3MpoBaHa Tonbko 7,8% pecnoHgeHToB obOpawanucb 3a ycnyron oHnamH (6es
Aetanusauummn Yyepes Beb-noprtan ycnyrogatenst Unn «3NeKTPOHHOro npasuTenbcTea»), 95,2% -
Yyepes rocopraH. HYactb U3 HUX oTMeTuna obpalleHre Yyepes Beb-nopTan 1 rocopraH.

YaoBneTBOpeHbl AOCTYMHOCTBIO U OTKPbITOCTbIO MHGopmauun yenyrm 78,3%, B cpedHem Ha
4,73 6anna. AICHOCTbLIO N OOCTOBEPHOCTLIO MHAOPMAaLMM NMOSHOCTbIO yaoBneTeBopeHbl 80,1%
pecnoHaeHToB (4,75 6anna). Bcs HeobxoguMmass MHpopmaumst OOCTynHa Ha oduumanbHOM
caiiTe Akagemun?: Kak nocTynuTb, TpebGoBaHWs, NOPSAOK NPOBEAEHUS KOHKYPCa, TEXHOMOrms
npoBegeHns cobecegoBaHnss wn aOp. Bo3amoxHO, He Bce npeTeHAEeHTbl MOMb3ylTCA
WHpopmaLmen Ha canTe Akagemuun. YOOBMETBOPEHHOCTb MO KayecTBy MHAOpPMaUUKU HUxXe
Apyrnx napameTpoB KayecTBa ycnyrn. «HedocmamoyHo docmynHa UHopMayusi Ha
2ocydapcmeeHHOM [3biKke (04eHb Maro). bbiriu mpyOHocmu». ECnn noCMOTPeTb Ha CTPaHUYKY
«Kak noctynutb» Beb-noptana Akagemum, To cebinka « TpeboBaHUsA», KOTopas eCTb B PyCCKOW
BEPCUU, OTCYTCTBYET B KA3axCKOW, TakkKe He akTMBHAa B Ka3axCKOW BEPCUWN CCbIflka Ha OHs1alH-
3a56Ky Ha NoCTynneHue.

B cnyyae BO3HMKHOBEHUS BONPOCOB MOXHO MO3BOHUTb MO TernedoHaMm, yKasdaHHbIM Ha canTe.
«CompyOHuku Akademuu gce nodpobHo pasbsicHsom». B call ueHTp no Homepy 1414 HUKTO He
obpawaetcs. Mo cnoBam pecnoHaeHToB, Akagemusi cobnogaeT BCe CPOKM MO KOHKYpCY-
aTanam (BCe 3Tanbl, UTOMM KOHKYpCa BOBpPEMsi pasMellalT Ha cante). Takke HekoTopble
PECMOHAEHTbI YKa3anu, YTO Y3HaT O BO3MOXHOCTM 00y4YeHUs1 B MarnucTpaType U OKTOpaHType
Onarogaps KpaTKOCPOYHbIM CEMUHAPaM.

«[lo ecem amanam nipuxodum pacchlfika-ornoseweHuUe rno anekKmpoHHou noymey; « ObpamHoli
peakyuu He bbIr10, MPUXo0uIoCbL caMuM 380HUMb, y3Hag8amb».

B pesynbtate wuccnegoBaHua 81,2% ONPOLWIEHHbIX pPeCcnoHAEHTOB ObifiM  MOSIHOCTBIO
yOOBNETBOPEHbI CpoKkaMu OkasaHus ycnyrmu n B 84,3% cnydadax - cOoOpoM U MOArOTOBKOW
AOKyMeHTOB. MHorne pecnoHOeHThbl 3HaOT O TOM, YTO AOKYMEHTbI MOXHO MOAaTb OHMalnH, HO
UM npowe oTaaTb OOKYMEHTbl HapoyHo [lpueMHOW KOMMCCUM B CBS3W C OTCYTCTBUEM
oyepenen, HebOMbLWNM NaKeTOM LOKYMEHTOB, OOCTYMNHOCTbIO MecTa npuema JOKYMEHTOB («8
00HOM 20p0o0dey, «8 COCEOHEM 30aHUUY), «Cr1abbiM» UHTEPHETOM Ha paboyem MecTe.

BONbLWMHCTBO  OMPOLUIEHHbIX Adanu  Xopowue OT3biBbl O  KayecTBe  0b6CnyxunBaHuS
ycnyrogatenen. KoMneTeHTHOCTL COTPYAHMKOB BbICOKO oueHunn 86,2% ycnyrononydarenen
(4,83 ©Ganna). BexnuBocTb coOTpygHuKoB  ygosneTtsopuna 86,9%  pecnoHOEeHToB,
yOOBMNETBOPEHHOCTb Ha YpOBHe 4,83 6anna. OnepaTnBHOCTbIO COTpYAHMKA
yaosneTtsopeHbl 85,5% pecnoHgeHTtoB (4,82 6Ganna). 87,2% pecnoHAEHTOB LOBEPSIOT
ycnyrogaTento, cpeaHss oueHka coctasuna 4,83 6anna.

2 https://www.apa.kz/postuplenie/kak-postupit/
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Awnarpamma 13. OcHOBHble NOKa3aTenu no ycayre

4,88 I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann 872 90

86,9 38
86,2 85,5
84,3 86

4,83 84

4,86

4,84
4,82
4,80
4,78
4,76
4,74
4,72

PecnoHaeHTbl yka3biBalOT Ha TO, YTO Mpoueaypa noaayn AOKYMEHTOB 3a nocnegHue 1-2 roga
3aMeTHO ynpocTunach 1 yny4dwunacb. BctpevaloTcs KOMMeHTapumy, KOTopble CBUOETENbCTBYHOT
O TOM, 4YTO MMEK MEeCTO HeaopabOoTKM OpraHM3auMOHHOIO XapakTepa npu MNpPOBEAEHUM
9K3aMeHOB:

«lpu cOaye aHenutlicko2o sA3bika donzo x0anu 1,56-2 uvaca, 6bin bapdak — He 3Hanu Kyda
uémuy, «llpobnema 6bina npu cdadye aHenulCKo20 £3blKa, [1/1I0Xas opaaHu3auus»,
«TecmuposaHuem He y008/1eMBOPEHbI, HE yKa3aHO 8peMsi — Ha4ana mecmuposaHus. C ympa
x0anu. [lpoxdanu uenbil OeHb u rnomom cdaesanu», «llpobrema Mo CpPoKoMm ebidadyu
pe3ynbmamosy, « TpydHocmu rpu cdaqyu OOKyMeHmMo8 Ha rnopmarl 8 3/1IEKMPOHHOM 8U0e»

Mo pesynbTatam onpoca cnydaeB HeoMUUManbHOro BO3HarpaXgeHus M MCMNonb30BaHUA
NUYHBIX CBA3EA W 3HAKOMCTB He oOTMmevarTcd. 1o MHEHMIO pecrnoHOeHTOB, B CBHA3N C
NPO3paYHOCTLIO M MPOCTOM MNPOLEAYypPON NOA4ayYn [OOKYMEHTOB HeT HeobxoaMmocTn B
NCNONb30BaHNM NNYHbBIX CBA3en unun gade B3sTkn. [Jong xanob B yctHon dpopme — 0,6%.

15% pecnoHOeHTOB COCTaBUNM PECMOHAEHTbI, MNONyYMBLUME OTpULATENbHbIN pe3ynbTar.
«[JokymeHmbi cdar, HO He rpowest ombop. Momusuposganu mem, Ymo HernpasusibHO Hanucarsl
acce. CrieyuarnbHo 3aganunu», «AHenuuckul He npowra. bapdak, OOHUM Crl080M»,
«Ynyqwums opeaHu3sayuto mecmos. lNpuwnock 5 yacoe npoxdamey, «[lpu cOaye mecmos no
aHenulckomy 53biKy npoxdanu 4 yaca», «He nocmynus, cobecedosaHue He ripowern. He moe
Halimu memamuky Onsi Mod20moseKu K 3K3ameHaMm», «He cmoz nocmynums, emopoli 200
rnodaro OoKymeHmbl», «ObpamHasi C€853b, KOHKPEMHO yKa3amb 10 KakoU MpuyuHe He
riocmynur, KOHKpemHo ykazams 6ann. [pocmo ysedomunuy.
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BbIBOABI M peKOMEeHJalMu 110 ycjiyre
Cpean npegnoXeHWn NO  ynyyweHWo KavyecTBa OKasaHUA  yCcryrM CO  CTOPOHbI
ycriyrononyyarenen:

e pasmelleHue UHopMaLmm B coLMnanbHbIX CETAX;

* YNYyYWWUTb MHTEP(ENC canTa Ha NpUMEpPE NHOCTPAHHbIX YHUBEPCUTETOB,

e OTBeYaTb MO KOHTAKTHOMY HOMepy TernedoHa;

e [aTb BO3MOXHOCTb NepecaaTb 9K3aMeH.

Heobxogumo oTpaboTaTb npouedypy CAayuM 9K3aMEeHOB B  OpraHu3auMOHHOM MnaHe.
AnuTenbHble OXWAaHWA Ha4Yana ak3aMeHa CHWXaloT YA0BMNEeTBOPEHHOCTb YCryrononyyaTenei.

Becb npouecc coaum 3k3ameHoB, cobecenoBaHWe OOMKHbI ObiTb MakCMMarbHO MPO3padHbl.
Utobbl y ycnyrononyvatenem He BO3HMKANO COMHEHUA OTHOCUTENBHO OOBLEKTUBHOCTHU
peLleHnin NpUeMHOM KOMUCCUN.

EcTb HeoGXxoaAMMOCTb MOBbIWATL MH(POPMMPOBAHHOCTb FOCCHYXKAaLMX O BO3MOXHOCTM
obyyeHusi B AkagemMun rocyqapCTBEHHOro YrpaBrieHusl, NposiBNATb 3aMHTEPECOBAHHOCTb CO
CTOPOHbl pykoBOACTBa B 0Oy4eHMM nepcoHana W obpallaTb BHMMaHWE Ha Hanuuine
MHpOPMALIMN Ha FOCYAapCTBEHHOM SA3bIKE.

BaxHo Takke npegocTaBnsTb MOMHYK MHGOPMauUMilo MO  pesynbTatam  9K3aMeHOB,
cobecefoBaH/A KaXgoMy NPeTeHAEeHTY Ha nocTynneHve B Akagemuto, ocobeHHo, ecnu aToT
pesynbTaTt oTpuLaTenbHbIN.

6. lMocTtaHOBKa U CHATUE C BOUHCKOrO yyeTa BOEHHO06A3aHHbIX U NMPU3biIBHUKOB

0O61masa nHdopmanusa o rocycayre

BouHCkMN y4eT BOEHHOOOSA3aHHbLIX U MPU3bIBHUKOB OCYLLECTBNAETCA MO MECTy MX
XUTENbCTBa WM BPEMEHHOro npebbiBaHUA (Ha CPOK CBbilLE TPeEX MeCSAUEB) MECTHbIMMU
opraHamu BOEHHOro ynpasneHus (ganee - MOBY) panoHoB (ropoga o6nacTHOro 3Ha4yeHus).
B HaceneHHbIX NyHKTax, rae otcytcteytoT MOBY, BOMHCKUI yyeT obecnevnBaloT akumbl Cen,
NMOCEKOB, CEIbCKMUX OKPYroB (ganee - akumbl).

Mpn NpnbbITUM BOEHHOOBS3aHHBLIX B HACENEHHbIN NYHKT (a4MUHUCTPATUBHbLIN PanioH)
Ha NOCTOSIHHOE MECTO >XMUTEeNbCTBa MM MECTO BPEMEHHOro npebbiBaHus (Ha CPOK CBbille
Tpex MecsueB), a Takke B CnyxebHble KOMaHAMPOBKKU, Ha y4eby, B OTNYCK UM Ha neyvyeHue
(Ha cpok cBblle Tpex MecsdueB), B TedyeHun cemu paboumx gHen obpawatotcs 8 MOBY no
MecTy NpubbITUS ANSA NOCTAHOBKN HA BOMHCKWUIA y4eT.

Mpn noctaHoOBKe Ha BOMHCKUA y4eT: CTaBUTCHA OTMeTKa O NpuMemMe MX Ha BOUHCKUN
y4yeT, NpU CHATUK TaKKe NPON3BOANTCA OTMETKA LUTAaMMOM O CHATUN C BOMHCKOTO yyeTa.

Ycnyra moxeT ObiTb CBA3aHa Takke C Bble3QOM 3a rpaHuuy Ha ONUTENbHbIN CPOK,
YBONMbHEHMEM C BOMHCKOM Cnyx0bl B 3amac, a Takke nNpu YBONbHEHUU U3
NPaBOOXPaHUTENbHbLIX OPraHoB, y4ebon (CTyAeHTbI) 1 T.0.
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OcHOBHBIE pe3yJIbTaThl UCCJIeJOBAaHUA
YO0BnNeTBOPEHHOCTb KA4eCTBOM OKa3aHus ycryrn [locmaHoeka u CHmue ¢ 80UHCKO20 yYema
Ha ypoBHe 4,68 6annos unu coctaenset 71,9 %.

Tabnuua 11. OueHku YAOBIIeTBOPEHHOCTU Ka4eCTBOM OKa3aHuUA rocyfaapCTBeHHbIX yCcnyr no pe3ynbTtaTam o6LWwecTBEHHOro
MOHUTOPUHIra

16ann | 26anna | 36anna | 4 6anna 5 6annos
[onsa pecnoHgeHToB 0,0% 0,0% 3,5% 24,6% 71,9%
KonunyecTtBo pecnongeHTos, N 0 0 7 49 143

Mo paHHoM ycnyre 6bino onpoweHo 199 pecnoHaeHTOB. PecnoHAeHThl Yalle Bcero y3HatoT
nHcopMaLmio No cbopy 1 nogaye JOKYMEHTOB Yepe3 BOEHKOMAT, T.€. OHV BHa4ane npuxogsaT B
BOEHKoMaT 1 notom mx HanpaensaoT B LUIOH. 75,1% pecnoHaeHToB obpawanuce B LIOH, 31,2%
- B rocopraH (MOBY).

81,1% nonyyaTenen ycnyrm oTMeTUnm, 4To npouecc cbopa n nogayum JOKYMEHTOB MPOCTON U
MOHATHBLIA.  [1aHHBbIN KOMMOHEHT KayecTBa OKasaHusl YCNyrM nosiyymn Hauboree BbICOKYH
OLeHKy — 4,78 Ganna.

73,7% pecnoHAEHTOB CYMTAET CPOKU OKasaHus ycrnyrn npuemnembiMu (4,64 6anna). Ecnu B
ogHOM cnyyvae TalHbIl roKynamesib [OCTaToOvHO ObICTpo nonydun ycnyry B r. CapaHu
KaparanguHckon obnactm (28 ceHTsiOpsi — coan JoKyMeHThl, 1 okTabpsa — nonyuunn pesynbTaT),
B OPYrom crny4yae — B CBSA3M C AOCTWXeHMeM 28 neT (MpunnucHoe CBUAETENbCTBO HE AENCTBYET)
BO3HMKNa HEOOGXOAMMOCTb OTNpaBneHnst 3anpoca u3 ActaHbl B Apyro ropoa. Bonpoc gomkeH
ObIn pewntbca B TeveHne 3 mMecdueB. OuyeHb gonrum cpok. lNpuyem cratyc 3anpoca MOXHO
YTOYHUTb TOSIbKO Ha MEeCTe B rocopraHe.

OTO cny4vawn, Korga pecrnoHAEHT caM pewnn noexaTtb W pewnTb Bonpockl: « TpydHocmu 6binu,
ko2da e riepebili pa3z omkasanu. [Npuwiock examb 8 AcmaHy, 20e 5 8bINUChbI8arsics, U x0amb
pesynbmama 2 Hedenu», XXambbirickas 0b11.

OTO roBOpUT TOM, YTO B rOCOpraHe CyLLEeCTBYHOT CIOXHOCTM C Y4€TOM BOEHHOO0O6S3aHHbIX. He
HanaxeHa egnHas 6asa mexay LLOHom n MOBY.

BhlisiBrieHbl Takne HpOGJ’IeMbI, C KOTOpPbIMUK CTalnKmnBaroTCA ycrnyronony4yartenu:

e HeT ycnosui ycnoBui ana oxmaaHusa B rocopraHe: «llpucecms Heade, HO npemeH3ul K
3MOMy HE UMEHK, 3MO B80€HKOMam, CMOsiMb HY)HO M0 CMOUKE CMUPHO»;

¢ HeobxogmmocTb nonyyeHust HopmMaumm B sBOYHOM nopsigke «/Ipuxodumcs e30ums 8
80€HKOMam, m.K. 3anpeuweHo pasanawamb UHGOPpMayUto 1o meseghoHy»;

e  OueHb OnumernbHbIe CPOKU 3arpocos8, omrnpassieHHbIX 8 Opy20U peauoH (20p0o0).

72,5% ONpOLUEHHbIX CYMTaOT, YTO MHAOPMaUMS NO SaHHOW ycnyre AOCTynHa u oTkpbiTa (4,70
6anna). 77,5% pecnoH4eHTOB OTMeYaeT SACHOCTb M AOCTOBEPHOCTb MHApopmaumn (4,76 6anna).

«Y3Has 8 8oeHKoMame 4mo ycnyay MOXHO nosydums e L|OHe, 3Hayum uHgopmayus ewe
HedocmyrnHa» AKMOMuUHCKas obn.; «He e Kypce 4ymo ecmb 803MOXHOCMb OSy4UMb yCriyay
yepes LIOH, no cmapuHke nowén eoeHkomMamy AnmamuHckas ob6n.; «llpu cHamuu ¢
BOUHCKO20 y4yema 8 20pode He npedynpedusu 4ymo Hado 8 ornpedesieHHbIU CPOK cmamb Ha
B8OUHCKUU y4yem rno mecmy npubbimusi», KbisbinopduHckas obn.; «Obecriedumbs docmamoyHoe
Konu4yecmeo wabrioHo8, UHGbOPMaUUOHHbIX JIUCMOBOK Ha 08yX s3blkax», AcmaHa; «[oneo
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x0an. He npuwno cmc-onoseweHue. [lpuwrnocs examb caMOMy U y3Hasamb 8CEy,
Kbi3birnopduHckas obi.

Auarpamma 14. OcHOBHbIe NoKa3saTtenu no ycayre

4,82 N [lons oueHmBLINX Ha 5 6annos, % —o—Cpep,g?Vl16ann 85

’

77,3

4,77

4,72

4,67

4,62

Mpun oueHke KayecTB nepcoHana, Hanbonee HM3Kasa oLeHKa Mo onepaTUBHOCTM COTPYOHUKOB —
4,64 6anna (70,4%). He coBcem OOBOMbHbI yCriyrononyyateny KOMNeTEHTHOCTbIO COTPYAHUKOB
(4,72 6anna, 74,1%). BexxnnBoCTb pecnoHAEHTbI OLeHnnM Ha ypoBHe 4,76 6anna (77,3%).

«BaxHOo Hanucame rpasusibHO 3asiefieHue, 3mo 3asucum om compyOHuka L|OH. CompydHuku
cnabo enaderom uHghopmayuel, Kak 3aserieHue nucams. 380HUMU C 80OEHKOMama, YmoYHsIu
OaHHble», Ambipay; «B LJOHe compyOHuk mpebosasn medocmomp, a e20 He HYXXHO 6biio. S
nomepsina epemMs U OeHbau», [lasnodap; «Mol 80eHHbIl  6unem  romepsinu,
6esomeemcmeeHHble compyOHuku. K0an 10 OHeli», KbidbinopduHcKkas 0b1i.

PecnoHgeHTbl 6onee OoBONbHLI ycnyron nonyveHHon vepes LIOH (4,75 6anna), 4yem yepe3s
rocopraH (4,65 6anna). bonee HM3KkN ypoBEHb YOOBNETBOPEHHOCTN, KOrA4a ycnyrononyyarento
Npuxoaunocb B3aumogencTsoBaTb C rocopraHom u LIOHom pgna nonydvenus ycnyrm (4,14

6anna).
Ounarpamma 15. Y40B1eTBOPEHHOCTb YCAYroi No MecTy NoAyYeHUs yCayru, cpegHuii 6ann

5,00 4,75 4,65 4,68

4,50
4,00
3,50
3,00
LOH, N=137 lFocopraH, N=48 LLOH, rocopraH, Bcero, N=199
N=14

Mo gaHHOWM ycnyre pecrnoHAEHTbl OueHMnn Bblle coTpyaHukoB LIOHa no BexnuMeBoctu U
KOMMETEHTHOCTN, COTPYAHNKOB rocopraHa — no onepaTtuBHOCTW.
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[Ounarpamma 16. Y40B/1e€TBOPEHHOCTb KQUeCTBaMM COTPYAHMKOB NMPU NONYYEHUM YCAYTU, CPpeaHUit 6ann

4,75 4,72
4,69 4,70
4,65 ’
4,60
4,55
4,50
locopraH LLOH
® KomneTeHTHOCTb = OnepaTMBHOCTb BerknusocTb

TaltiHoeo noKynamersnsi [aHHOW ycnyrn Oonbllero BCEro BO3MyTUNIM OTCYTCTBME rpadmka
pabotbl LIOHa n o4yepeab: «Ouepedu He opeaHu308aHbl, HemM Harnpasswux auHUl
(nuHelHbIl 6apbep). Jllodu 8 cymamoxe Hadanu morkame Opya Opyaa u Kpudambs. KoHe4yHo,
roeesrno, 4mo amo euwe b6bina cybboma u nodeli b6bI10 HE mak MHO20. B camom Hayvarne Ha
ynuue 6bina 6osibwasa odyepedb, He bbiio uHopmayuu o epaghuky pabomsl L{OHa (4acki
pabomel), He MOHSIMHO Kakasi 0sepb sedem 8 LIOH» (AcmaHa).

BcTpevatotca eaguHW4Hble cnyyYan MCNOMb30BaHUSA NUYHbLIX CBA3EW, 3HAKOMCTB (2%) wn
HeoduumnanbHoro Bo3HarpaxgeHus (1,5%). Xots  GonblUMHCTBO OTMevaeT: «Hem
Heobxodumocmu 8 UCrofib308aHUU JUYHbIX c8s3el unu oOadye e3smku». [donsa xanob
coctasuna 0,5% B ycTtHon chopme.

Mo pesynbTatam onpoca, 67,4% OnNpoLIEHHbIX PECNOHAEHTOB OOBEPSAIOT rocopraHy (cpeaHui
B6ann 4,64). 3TO CpaBHUTENbHO HU3KMIK NokasaTenb. B Lenom pecnoHAeHTbl OTMEeYaloT, YTo
HUKaKNX 3aTPYAHEHMIN Y HUX HE BO3HWUKIIO MPU MOMy4YEHUN OAHHOW YCIyru.

BBIBO/IbI M pEKOMEH AWM IO YCayre

Bornee wnpoko pacnpocTpaHaTe MHOPMaUMIo AN nonyyaTtenen ycnyru npyu BBeAeHUN Kakux-
nMBo  M3MEHEHWI, UCMoMnb3ys couunanbHble ceTu, BebG-nopTan rocopraHa, MeCTHbIX
MCMONHUTENbHbLIX OpraHoB. He oTpabGoTaHa cucTema oOnoBelleHuint O cTaTyce obpalleHus
ycnyronony4daTensi — Ha CEroAHsILLHUA AeHb CMC-OMOBeLLeHNe UCMOMNb3YT MHOMME rocopraHbl,
MPOCTO MO3BOHUTbL W MOCTaBUTb B u3BecTHocTb. MOBY noka ¢ TpyaoMm npuHMMaeT
HeobXoAMMOCTb NpeaAnpUHMMaTL Mepbl Ans 6onbliero komdopTa ycrnyrononyyarens.

O6yyatb, MoBbIWATb MPaMOTHOCTb COTPYAHWKOB [Ockoprnopauuv no npoueaype mnonyvyeHus
ycnyru.

MpoBecTn paboTy MO CMHXPOHU3AUMWM LOAHHOW YCNyrn C agpecHow cnpaskon. [MpeonpuHATb
Mepbl, CNOCOOCTBYIOLLME COKPALLEHMIO BPEMEHHbIX 3aTpaT Ha BbIMNOMHEHUE 3anpoCOB BHYTpU
rocopraHa.
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7. Bbiaaya BOeHHbIXx 6uneToB n ux Ay61MKaToB (BpemMeHHbIX yA0CTOBEpPEeHUi B3ameH
BOeHHbIX 6unetos) opuuepam 3anaca

Oo61masa nHdopmanmsa o rocycayre

focymapcTBeHHas ycriyra okasbiBaeTCs MECTHbIMW OpraHamu BOEHHOro YrnpaBrieHus
MwuHuctepctBa 060poHbl Pecnybnuku KaszaxcraH.

Mpuvem 3asBneHns W Bblgaya pesynbTata OKal3aHus
ocyLecTBnATCA Yepes [fockoprnopauuto.

Cpok okasaHusi rocyaapCTBEHHOW YCnyru: B cTonuvue, ropoge pecnybrnmkaHCKoro
3HayeHns 1M obnacTHbiX LeHTpax — 20 pabounx gHen; B ApYrux HaceneHHblx nyHktax — 30
paboumnx gHen.

dopma okasaHusa rocyaapCTBEHHOW yCryrn: GymakHas.

PesynbTaT okasaHusA rocygapCTBEHHOW YCNyrM — Bblgava BOEHHbIX OMMETOB U UX
AybnukatoB (BpEMEHHLIX YOOCTOBEPEHMA B3aMEH BOEHHbLIX OwuneTtoB) odmuepam 3anaca
nnbo MOTMBMPOBAHHLIN OTBET 06 OTKase.

dopma npegocTaBneHnst pesdynbTarta oka3aHus rocy4apCTBEHHON ycnyrn: BymaxHasi.

CocymapcTBeHHas ycnyra okasbiBaeTcs (omM3myeckum nuuam 6ecnnaTtHo.

rocyapCTBEHHOW yCryru

OCHOBHbBIE pe3y/abTaThbl HCCZIEA0BAHUA

Ya0oBnNeTBOPEHHOCTb YCnyron Beidada 80eHHbIx bunemoes u ux dybrukamoe coctaBndaeT 72,6%
unu 4,65 6annoB B cpeaHeM.

Ta6nuua 12. OueHKU yaoBNeTBOPEHHOCTU Ka4eCTBOM OKa3aHUsl rocyfapCTBEeHHbIX YCIyr No pe3yrbTaTaMm o6LeCcTBeHHOro
MOHUTOPUHra

16ann | 26anna | 36anna | 4 6anna 5 6annos
Jons pecnoHaeHToB 0,5% 0,5% 5,0% 21,4% 72,6%
KonnyectBo pecnongeHTos, N 1 1 10 43 146

Mo paHHom ycnyre 6bino onpoweHo 201 pecnoHaeHT. [lpakTudeckn BCe PECNOHAEHTHI
obpaTunuck 3a nonyyeHnem ycnyrn B [ockoprniopauuio (94%), 25,4% ycnyronony4artenen — B
rocopram.

Bonbwe Bcero nonyyatenu ycnyrm He [OBOSbHbI
yOOBMNEeTBOPEHHOCTb Ha ypoBHe 4,56 6anna.

CpoKaMu MonyyeHust ycnyrm —

«[locne HanucaHus 3asieneHus u 00 nosyYeHUss BOEHHO20 buriema rnpowsio 4-5 mecsues u amo
rno euHe soeHkomama. Bce epemsi 6e3 8oeHHO20 bunema MOU CbiH HE MO2 ycmpoumcs Ha
pabomyl!y, BKO; «Cokpamumpe cpoku 0o 10 OHel, npuxodumcs 0osizo x0amb 20moebll
dokymeHm», Masnodap; «30 OHeli — o4eHb OnumersbHbIU CPOK. Hado cokpamumb 6 2 pasay,
lNasnodap

«Cpok MOxHO cokpamumb. 30 OHel criuwkom 0oneo», Ambipay; «Xomenock 6bl, 4mobbl ama
ycnyaa bbina o cpokam meHbwe. XKdan okonno 2-x mecsyes», AKobuHckast; «Ho cpoku! Omo
ymo-mo! U 9 He noHsn U HUKMO He O06bsCHU, nodyemy mak donzo npuwiniocs x0amey», BKO;
«XKdan eoeHHo20 bunema noymu 200. lNocrie nodaqyu 3as6eHUs MPUMEPHO Yyepe3 3 mecsua
MHEe [03680HUSIU U CKa3asnu, 4mo ebldada bunema 3adepxueaemcs U Oarniu 6pPeMEHHYH
cripasky», BKO; «3anpoc e AcmaHy udem 14 OHel. B coeemckoe gpemsi nucbmo u3 'epmaHuu
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wirio 5 dHel! A soeHKoMmam 3amo eoobuie kak omoesnbHoe 2ocydapcmeo. Tam ceou nopssdKkuU u
cpoku! 3ayem moeda 3akoHbl PK?!», BKO.

Tem He wMmeHee, 67,8% pecnoHOEHTOB YOOBNETBOPEHbl CPOKaMM OKasaHus  YCNyru:
«okymeHmel npuwiniu Ha 0OUH OeHb paHbwe, 3mo xopowo», CKO; «Bcé 3amedyameribHO,
emecmo 30 dHel, oKymeHmbI bbiriu 2omoebi 3a 20 dHel», CKO.

72,5% pecnoHaeHToB Obinv yooBNETBOPEHbI TEM, YTO npouecc cbopa M nogayn AOKYMEHTOB
NPOCTOWN M NOHATHBLIW, CPEOHNASA OLeHKa cocTaBuna 4,70 6annos.

«PabomHuk L|OHa dana obpa3sey 3asierieHuUsi cepxaHmos, a MHe HyxeH bbin ocuuepckud. 5
rnomepsina epemsi, rIomom ece nepedesnbiganuy, lNasnodap; « CompydHuk LJOHa HenpasuibHO
omnpasusl 3arnpoc 8 80eHKOMam, 8 pe3ynbmame Mnpuwiock 08ax0kl nucame 3aserieHue»,
AkmornuHckasi; «lpu ogpopmreHuu ycryau compydHuku LIOHa HenpasunbHO yka3anu 3saHue,
Hy u3-3a 4Yee20 OOKYMEHMbI 8EPHY/UChb U MpuUWrsocb nosmopHo cdasamsb. B uenom ecezda
none3ytocb ycrnyeamu LIOHa. O6cnyxueaHue omiu4Hoe. 3mo edOuHCMEEHHbIU criydal»,
Akmobe; «)Kanoba Ha HeKOMNemeHMHOCMb COMPYOHUKOB8, OGhOPMIIABUIUX OOKYMEHMbI Ha
rnony4eHue B0€eHHO20 bunema. WM3-3a amozo npouyedypa 3amsiHynacb, HECKOIbKO pa3
OOKyMeHmbI 8o3epawjanucb. Tombko npu obpaweHuu K HadanbHuky LIOHa u eeo
HeriocpedcmeeHHOM y4acmuu QoKymeHmbl rosnyyuna. Cdana 6 ¢bespane, nosyduna e
aszycme»,  AKmoOUHCKas, «[JnumenbHoe  oxudaHue  u3-3a  HEeKOMMemeHmMHocmu
compydHukos. [Mpuwisiocs obpawambscss K Opyaomy compyOHuKy. B uenom LJOH - ydobHoe
mecmo 0ns eocycnya», Amebipay; «[eaxdbi beean mexdy LIOHom u eoeHKOMamom.
lMepenucekiean 3aseneHue, x0an 3anpocbi ¢ Acmanblly, BKO; «llymHo e L|OHe, Hem
yKazamersisi — K KOMy rnepeomy obpawambscsi», Ambipay.

KoMneTeHTHOCTbI0 COTpyAHMKA YyOoBNeTBOpeHbl 76,7% pecrnoHOeHTOB, cpefHAsd oOueHka
coctasuna 4,74 6anna. 73,6% ygooBneTBopeHbl BEXINBOCTbIO cOTpyaHuKa (4,70 6annos).

YOoBNeTBOPEHHOCTb OMEpPaTMBHOCTBID Hwke — 4,65 6annos (68,9%.) Tak oguH w3
pecnoHaeHToB nocTtasun 2 6anna. MNMonyyatens ycnyrn 4 yaca B TedeHve ABYX AHEN noTpaTun
Ha TO, 4TOOblI AokasaTb coTpyaHukam LIOHa ceowo npaBoty: «/[lea OHs Heobxodumo bbiio
compyOHukam L|OHa 4mobk! noHsSmMb, YmMo S He MOWEHHUK U Yy MeHsi ecmb 6pam-6ru3Hey,
Komopbii 8 mom xe OeHb obpawanca e LOH. Ha pykax umenucb OOKyMEHMbI,
ydocmosepsitouwue u4HoCMb!»

Mo paHHOWM ycnyre AOCTYNHOCTBID W OTKPBITOCTBIO MHOpMauun yaosreTBopeHbl 68,5%
PEecrnoHOEeHTOB, CpedHss OueHka cocTaBuna 4,68 6GannoB. FACHOCTbO MHAOpMauMn Obinn
yaosneTtsopeHbl 71,9% pecnoHAEHTOB, CpeaHas oueHka cocTasuna 4,72 6anna.

«BbisicHUnockb, Ymo 8 nepeyHe He bbisl ykaszaH 0OUH QOKYMEHM U XOpOWO, 4Ymo €20 MOXXHO
66110 nony4yums Ha mecmey, AcmaHa; «Ob6 ycryee pacckasasu 8 B0eHKoOMame U omrnpasusu 8
LIOH», XKambbinckas; «[Jo KOHUa He 3Hatom ycryay, UMEeHHO no OoKymeHmamy», «B Havane
xomen nosnydumsb 6 L|OHe a. AcmaHbl, HO mamM MHE MOJIKOM HOPMalbHO He OOBSCHUIIU.
lMpuwnoce examb k cebe Kokwemay u ece rosnyy4unocby, AKMOUHCKas.
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Ownarpamma 17. OcHOBHble NOKa3aTesnu no ycayre

4,80

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann 80
76,7

4,75

4,70

4,65

4,60

4,55

Mo anarpamme HUMXE MOXHO CyauTb, YTO ycnyrn nony4veHHble Yepes LIOH ycnyrononydartenu
oueHunu Bblwe (4,71 6Ganna), 4Yem uyepe3 rocopraH (4,58 6anna). Korga npuxogutcs
o6pawartbesa B LLOH 1 rocopraH, oueHka cHmwkaeTcsa o 4,44 6anna.

Ouarpamma 18. Y40BNeTBOPEHHOCTb YC/IYroit N0 MecTy NoJlydeHus ycnyru, cpeaHuin 6ann

4,80 471 458 4,65

4,60
4,40
4,20
4,00
LOH, N=150 [ocopraH, N=12 LLOH, rocopraH, Bcero, N=201
N=39

HecmoTpss Ha MHOrMe 3amevaHusi, pecrnoHAeHTbl kK coTpyaHukam LlJOHa oTHocsaTca Gonee
NOSINbHO — OLEHKM BhiLLE B CPAaBHEHMMU C FOCOPraHoM.

Onarpamma 19. Y40BNeTBOPEHHOCTb Ka4eCcTBamMM COTPYAHMKOB NPU NOAYYEHUMU YCAYrU, cpeaHuii 6ann

5,00
4,81 4,77 4,80
4,80
4,59
4,60
4,39 4,43
4,40
4,20
4,00
[ocopraH LLOH
® KomMneTeHTHOCTb = OnepaTMBHOCTb Bexxnunsoctb

Mo pesynbTaTam onpoca, 69,3% onpoLEeHHbIX PECNOHAEHTOB OOBEPSAIOT rocopraHy (cpegHui
6ann 4,67). «Kak mMoxHO dogepsimb 20copaaHy, ecsiu OHU MHEe MOJIOXUIU 8 KOHeepm Yucmbil
B80€HHbIU 6unem. MHe npuwrnocb 6e2amb K HUM U y HUX 3anofHaImMe», KapacaHduHckas obr1.
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BcTpeyawTca cnyyaM MCNoONb30BaHUSA JMYHBIX  CBSA3EW, 3HAKOMCTB M HeoduumanbHOro
Bo3HarpaxgeHus (no 0,5%). donsa xanob coctasuna 1% B ycTHOW hopme.

BBIBObI M peKOMEHAAIUM TI0 YCayTe

OcHOBHble pekoMeHZauuu ycnyronosyyartener OTHOCUMNIUCL, Npexae BCero, K Cpokam
npegocTtaenexHus ycnyrn. Heobxogumo paccMOTpeTb BO3MOXHOCTb COKPALLEHUSI CPOKOB
npesocTaBneHnst 4aHHOW yCnyri.

[ocopraHy npeanpuHsATbL  Mepbl
npoweaype ycnyru.

No MOBbLIWEHUIO TrpaMOTHOCTU coTpyaHukoB LIOHa no

LindppoBble TEXHOMOMMU eLle He A0CTAaTOYHO 3PEKTUBHO NPUMEHSIIOTCSA NPU NPeaoCTaBneHnm
ycnyr rocopraHa. Ycnyra gormkHa 6biTb YaCTU4HO aBTOMaTU3MpOBaHa.

I'ocopraH ABNAeTcA HeaoCTaTO4YHO OTKPbITbIM WU KITMEHTOPUEHTUPOBAHHbIM, Heobxoauma

paboTa B 3TOM HanpaBfeHUMN.

8. TMocTtaHOBKa Ha yyeT rpaxkaaH Pecny6amkm KasaxcraH, NOCTOAHHO U BpEMEHHO
NPoXXMBAKOLWMX 3a npeaenamu Pecnyb6amnku

Oo61masa nHdopmanmsa o rocycayre
locymapcTBeHHada  ycnyra
KasaxcraH.
MNpuem [OKYMEHTOB W Bbldaya pesynbTata oOKasaHus
OCYLLeCTBNATCA Yepes ycnyrogaTtens.
Cpok okasaHusa rocyaapCTBeHHOW ycrnyrn — 3 paboymnx aHs.
dopma okasaHusA rocyaapCTBEHHOW yCryrn — BymaxkHas.
PesynbTaT okasaHWs rocygapCTBEHHOW yCryrn — BKMablll K NacrnopTy rpaxpaHuHa
Pecnybnukn KasaxcTtaH, crnpaBka O NOCTaHOBKE Ha y4yeT (COCTaBneHHas B MPOW3BOSbHOW
dopme) nMbo MOTUBMPOBAHHBLIN OTBET 06 OTKa3e.
dopma npegocTaBneHns pesynbrTara okasaHusa rocy4apCTBEHHOW ycrnyrn: BymaxHas.
CocypapcTBeHHas ycnyra okasbiBaeTcsa becnnatHo ycrnyrononyyarensm.

OKasblBaeTcs  3arpaHyudpexaeHusammu  Pecnybnuku

rocyaapCTBEHHOW YyCryru

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YaoBneTBOpeHHOCTb ycnyron [locmaHoska Ha ydyem epaxOaH Pecnybnuku KaszaxcmaH
coctaenseT 79,6% wnn 4,73 6anna B cpegHem. Mo gaHHon ycnyre Obino onpoweHo 201
PECMNOHAEHT.

Ta6nuua 13. OueHku YAOB/I€TBOPEHHOCTU Ka4eCTBOM OKa3aHUA rocygapCTBeHHbIX yCIyr no pesyribTatamMm o6LWwecTBEHHOrO
MOHUTOPUHIa

16ann | 26anna | 36anna | 4 6anna 5 6annos
[onsa pecnoHgeHToB 1,0% 0,0% 4,0% 15,4% 79,6%
KonnuyecTtBo pecnongeHTos, N 2 0 8 31 160

80,5% pecnoHOeHTOB cuuTaloT npouecc cbopa u nogadnm OOKYMEHTOB LOBOSbHO MPOCTbIM U
MOHATHBIM, cpeaHun 6ann Ha yposHe 4,74 6annoB. BcTpeyaloTca KOMMEHTapMM OTHOCUTENBHO
rpadoumka paboTbl KOHCYNbCTBA, OXUAAHUS B 04epean.

«B noconbcmee 6bi10 wWymMHO, cymamoxa. He 3Han k komy obpamumbcsi», «[lpuwiiock
3aHuUMamb o4epedb 00 OmKpbImMusi KOHCynbcmea», «Omcymcemeue npedsapumeribHoU
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3anucu», «C 6 ympa 3aHumarn odyepedb 8 KOHCYnbCcmeox, «[Jor2o cmosina e o4yepedu Ha
ynuuey», «Henb3s 6bino cOename Konukw OGOKyMeHma 8 riocosiscmee», «bbinu Hebosbuwiue
pasHozanacusi ¢ KOHcyrnomy, «XK0anu ceorw oyepedb Ha ynuuey, «[oneo xdanu ovyepedb Ha
ynuye», «Heobxodumo, ymobbl modu oxudanu ceorw o4vyepeldb 6Hympu 30aHusl, a He Ha
ynuue», «lo onpedeneHHbIM OHsM (Yemeepe) ckarnnueaemcsi 6osnbwas odepedsb U oxudameb
npuxodumcs Ha ynuue. Heobxo0umo amo kak-mo ucrpasumsy, « CompyOHUKU KOHCyrbcmea
OormkHbl bbimb boriee 8eX/UBbIMU 3arlyckame oxudarowux eHympb 30aHusi», «Hukakux
npobnem He 6bI10, NO3MOMYy 8ce ycmpausaem, 8ce o04eHb Obicmpo, npedsapumeribHO
380HUMNU U M.0.», «Xomesniock bbl, Ymobbl compydHUKU Yawe omeeyasnu Ha 380HKU U Oblrio
gexrugoe obpawjeHue».

Mo MHeHuo ycnyrononyyatenewn, nHopMaumsa 4alle BCEro OOCTOBepHas, NoHaATHas (4,92
6anna, 92,5%), HO He Bceraa OTKpbITa U gocTynHa (4,68 6annos, 78,5%).

«Ha calime 6bin ykasaH HemHO20 Opyzol repedeHb», «llocmagume 8 KOHCY/IbCm8o ewie
00HO20 compyOHUKa Ons KOHCynbmupogaHusi epaxdaH», «[llpuwrnocbs obpawambscsi 6
KOHCYnbCmMeo, m.K. Ha calime He Hawa UHpoOpMauur O repeyHe HeobxoOuMbix
0oKymMeHmos», «Heso3MoXHO 00380HUMBLCS MO0 MmesniegoHy OO0 KOHCYrbecmeay, «Yrydwums
calim kKoHcynbcmea», «Calm rocosiscmea He coecemM yOO6HbIU, MpUWIIOCL €examb 8
KOHCynbcmeo, 4mobbl y3Hamb Kakue Heobxodumbl OOKymMeHmbl», «Koada 380HUMU 10
menegoHy, KOHCyn omeeydars, Ymobbl Mbl CMOMPEsU 8Ct0 UHGOPMaUur O NocmaHoeKe Ha
ydyem Ha calme KOHcynbcmea u 6pocan menegoH», «TpyOHO Obino O0380HUMBCS 8
KOHCYnbCmeo, 4mobbl MPOKOHCYbmupogambcsi o 1o8ody MocmaHo8KU Ha ydem», «Ha
catime g criuckax Heobxodumbix AoKyMeHmMoe 0515l IoCMaHO8KU Ha y4Yem He yKasaHbl pasmepbl
gomoepacbuu, npuwisiocb nucames Ha 3/1EKMPOHHYO MO4YMy 8 KOHCyrbcmeoy, «Ob6Ho8UMb
O0aHHble u cOenlamb uUx boree MOYHLIMU Ha calime KOHCYrbcmea KacamesibHO OOKyMeHMmMos
0r151 NocmaHo8Ku Ha ydemy, « CompyOHUKU KOHCYIbcmea QOIMKHbI Yawe omeedyamb Ha 380HKU
no menegoHy», «Calim KOHCyfibcmea 3arymaHHbll, UHGhopMayuro rno nocmaHoeke Ha ydyem
He Hawen. [Npuwnocb 3860HUMb MO MesieghOHy 8 KOHCYNbCMEO U y3Hagamby, «J/1€KMPOHHOE
yseOomrieHUe 0 moM, Ymo rnocmaesrsieHa Ha y4em OO/MKHO npuxoOumb 808peEMSI, Kak HarnucaHo
Ha calme. Ycnyey nonydana OHMAalH, OOHAKo KOHCynbmupoeanack o meneoHy ¢
pabomHUKOM KOHCyrnbcmea», «Xomesiocb 6bl, 4mobbl compydHUK rocosibemea 6bin
8HUMamersieH, docmyrnHel 0b6bsicHAN yenu 0aHHOU ycriyau, Kakue O0KyMeHmMbl HeobXxo0uMbl U
Kak npasusnbHO 3anonHsamey», «llpu pa3zoeope Mo mesneghoHy ornepamop KOHCyrbcmea Oar
HErosHy UHQopMauur o Heobxolumbix OOKyMeHmax Ors [MOCMaHOBKU Ha ydemy,
«Hanucana Ha 3nekKmpoHHyr0 nodymy KoHcynscmea PK 6o ®paHkgpypme o nogody
Heobxo0umbix OOKyMeHmMo8, HO omeem He npuweny, «4mobbi y3Hamb, Kakue OOKYMEeHMbI
Heobxo0umbI 01 MOCMaHoBKU Ha ydem 380HUsa No mesie¢hoHy 8 KOHCYbcmeo. TpyOHO 6birio
00380HUMbLCS, COMPYOHUKU CcCbinanucb Ha calm, 6biiu He coecem eexnuebl. Ha calm
3axoodurna, Ho He cMoarna pa3obpambCsy.

KomMneTeHTHOCTbIO COTpyaHUKa yaoBnetBopeHbl 79% pecrnoHOEHTOB, CpedHsisl OueHKa
coctasuna 4,67 6annos. 78,5% ycnyrononyyatenen yAOBNETBOPEHbl OMNEpPaTUBHOCTLIO
coTpyaHuka (4,66 6annos). BeXXnuBoCTb COTPYAHUKOB OLIEHUNN peCcrnoHAeHThl Bhilwe 4,7 banna
(82,5%).

«losbicumb KOMIeMeHMHOCMb CompydHUKO8 U Xxomersiockb bbl bosiee 8exrug8o20 obpawieHuUs
¢ epaxdaHamu», «CompyOHUKU KOHCYnbcmea OOMKHbI bbimb 605ee 8exnuebiMu 3arycKkamb
oxudlarwux eHympb 30aHusi». [logobHble KOMMEHTapuyM BCTPEYaloTCsl Yy PecrnoHOEHTOB,
NOMyYMBLLMX YCYTK U B APYrMX CTpaHax.
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Awnarpamma 20. OcHOBHble NOKa3aTenu no ycayre
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88,5

MHorvne pecnoHOeHTbl yAOBNEeTBOPEHbI CpokaMu okadaHus ycnyri oeinun 88,5% pecnoHaeHToB
(4,85 6annos.). Mony4atenu, TeM He MeHee, XoTenn Gbl NoNy4aTb YCNyry B 0AHO obpalieHne un
MO BO3MOXHOCTU MCKMIOYMTb MoceleHne KoHcynbcTBa. Cpean pecnoHOEeHTOB BCTpevaloTcs
PeCrnoHAEeHTbI, KOTOpble MOoNny4alT pe3dynbTaT ycnyrm no nodvre. PecnoHAeHTbl npeanaratoTt
coenatb MOOUNBHOE MPUIOXEHWE AN MOCTAHOBKM Ha KOHCYNbCKUA YYeT, C BO3MOXHOCTbIO
NPOBEPKM NOCTABMEH Ha y4eT UMK HerT.

«lpuwirocsb npoexams 6onbwoe paccmosiHue 0o lNMapuxay», «lNpuwnocs exams 8 Ommasy u3
Opyao20o 2opodar, «Xomesiocb 6bl YMobbl MHO2UE YCrlyau MOXHO bbifio rnosy4Yame OHAalH uniu
xoms 6bl ocmaensame 3as6KU, makK Kak rnocosibcmeo Haxooumcsi 8 dpyaom eopode. 1o daHHoU
ycnyee ece ycmpausaemy, «Xomesiocb bbi, Ymobbl ycriyea oka3bleanacb 8 00HO obpaujeHuey,
«Y3Hana kakue 0oKymMeHmbl Heobxo0uMbl U MOMoM omripasursia rnoymosou cryxéou, obpamHo
nacropm c eknadbiweM npuwen o4yeHb bbicmpo!». Takne KOMMEHTapum CBUAETENBLCTBYIOT O
Heo6XxoaUMOCTM MOMHOCTLI0 aBTOMAaTM3NPOBaTh NOMyYeHWe AaHHOW YCyrn Npu NocTaHoBKe Ha
KOHCYNbCKUI YYeT, BPEMEHHO MPOXMBAIOLLMX, M YACTUYHO, NOCTOSIHHO MPOXUBAKOLWMNX rpaXaaH
3a npegenamun PK.

Ycnyra HocuT [OGpPOBOMbHBIM XapakTep, NO3TOMY He BCerga ycryronosnyyarenn XopoLuo
BnagelT nHdopmaumen o gaHHoun ycnyre. Xots Ha Beb6-noptane MnHuctepcTBa MHOCTPaHHbIX
pen PK MOXHO BCTaTb Ha KOHCYNMbCKMA yyeT 3MEKTPOHHO® W MOMyunTb yBEAOMMEHWe O
MOCTAHOBKE Ha y4yeT nMbo CHATUM ¢ yyeTa. W, Kak yka3aHo Obino BbIWe, yCryrononyyarenm
MOryT MOMYyYUTb YCMyry NOYTOBOW CBA3bIO, MO ANEKTPOHHOW noyTe. COTPYAHUKM KOHCYNbCTBa
cTapalTca MOWTU HaBCTpeuyy rpaxgaHam. «[1o oka3aHuto ycryau ece ycmpaugaem, HO
xomesiocb b6biI bonbwe 6HUMaHus epaxldaHam PK co cmopoHbl noconbcmea. Ymobbi
rnocmaHoska Ha yd4em ocyuecmernsnacb He HarnpacHo», «Paboma compydHuka noconscmea
OYeHb roHpasunack, ece bbicmpo u ornepamugHo». MHorme nonyvaTenu OaHHOW YyCnyrn B
pasHbIX CTpaHax AOCTATOYHO BbICOKO OLeHUnu paboTy 3arpaHy4dpexaeHunin PK.

He BcTpevaloTcs cnyyanm WMCMONb30BaHUS NMYHBLIX CBA3€N, 3HAKOMCTB M HeoduuMansHOro
BO3HarpaxaeHusl. «[Jaxe He 3Haio, Kakas 30ecb Moxem O6bimb Koppynuyusi». Mo ycnyre

% http://mfa.gov.kz/ru/registration/index
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BbICOKWA ypoBeHb foBepus — 4,98 6anna (97,5%). [ons »xanob coctasuna 1,5% B yCTHOM
dopwme.

BBIBObI M peKOMEHAAIUM TI0 YCayTe

B 3arpanyupexgeHusx PK oyeHb MHOro obuwux npobnem. B oTgoenbHbIX crydasx ecTb
NpeTeH3nn No BEXNNBOCTU COTPYAHNKOB KOHCYNbCTB PK.

Ectb npobnema c oTBeTamMuM Ha TenegoHHbIE 3BOHKW, MNUCbMa. BoO3MOXHO, HeobGxoanm
aBTOOTBETYMK MO Hanbonee 4yacTo 3agaBaeMbiM BONpOCcaM, CTPaHU4YKa Ha canTe ¢ BOonpocamu-
oTBeTamn. Heobxoammbl NpegycMOTPETL B AEATENBHOCTU KOHCYNIbCKOW CNy0Obl MeponpuaTus,
4yTO6bI NONyYaTenb yCnyrin Mor onepaTMBHO NOMYYUTb OTBETbI HA CBOU BOMPOCHI.

HenoBonbCTBO BbI3blBaeT OXuAaHue B oyepeam Ha ynuue. Heobxoammo aBTOMaTU3MpoBaThb,
nonyyeHne [[aHHOM YCryrm Mpu MNOCTAHOBKE HAa KOHCYNbCKMA y4eT [Ans  BPEMEHHO
NPOXMBAKLWWMX, W YaCTUYHO aBTOMATU3MPOBATb — AN MNOCTOSHHO MPOXMBAKOLWMKX 3a
npeaenamm PK.

9. OdopmneHue cenaeTenbCcTBa Ha BO3BpaLLeHUe

0O61masa nHpopmManmsa o rocycayre

FocypapcTBeHHas  ycnyra  okasbiBaeTcs  3arpaHydpexaeHusamu  Pecny6nuvku
KasaxcTaH.

Mpuem [OOKYMEHTOB W Bblgaya pesyrnbTata OKa3aHUs rocyaapCTBEHHOW YCIyru
OCYLLIECTBNAOTCA Yepes ycryrogaTens.

Cpok okazaHus rocygapCTBEHHOW YCMNyru: nNpuv HanuyMm OpuruHana OoOJHOro w3
AOKYMEHTOB, YAOCTOBEPAILWMX FIMYHOCTL — 2 paboymx AHSA, Npu OTCYTCTBUM OpurMHana
OAHOrO U3 AOKYMEHTOB, yOOCTOBEPSAIOLWNX NTMYHOCTb — 10 pabouunx aHewn.

dopma okasaHUsA rocyaapCTBEHHOW yCryrn — BymaxkHas.

PesynbTaT OKasaHus rocyfapCTBEHHOW YCNyru — CBMOETENbCTBO HA BO3BpalLEeHue,
nnMbo MOTMBMPOBAaHHLIN OTBET 06 OoTKa3e.

dopma npegocTaBneHns pesynbTarta okasdaHus rocyJapCTBEHHOW ycrnyrn: bymaxkHas.

locypapcTBeHHas ycrnyra okasbiBaeTcs (OU3NYECKUM Nnuam Ha nraTHOW OCHOBE.

OcHOBHBIE pe3yJibTaThl UCC/IeJ0BAaHUSA

YOoBNeTBOPEHHOCTb KavyeCcTBOM okasanus ycnyrn OcgpopmrieHue cguldemerniscmea Ha
gosgpauwjeHue Ha ypoBHe 4,83 6anna, 4onsa NONHOCTLIO YAOBNETBOPEHHbIX ycryron — 86,1 %
pPeCcrnoHAEHTOB. OTO O4HAa M3 YCNYr C BbICOKUM YPOBHEM Y40BNETBOPEHHOCTMW.

Tabnuua 14. OueHKM yAOBNEeTBOPEHHOCTM Ka4YeCTBOM OKa3aHUsl rocyAapCTBEHHbIX YCIyr Mo pe3yrnbTaTaM o6LecTBEHHOro
MOHUTOPUHra

1 6ann 2 banna 3 banna 4 6anna 5 6annos
Hons pecnoHaeHToB 0,0% 0,5% 2,0% 11,4% 86,1%
KonunyecTtBo pecnoHaeHToB, N 0 1 4 23 173

Bcero 6bino onpoweHo 201 pecnoHaeHT. Bce pecnoHOeHTbl nonyyanu  ycnyry B
3arpaHyypexaeHusix, ycriyra He aBToMmaTu3npoBaHa.
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MpakTnyeckn Bce JOBOSMbHBI Cpokamum nonyyveHust yenyrn 93,5% (4,91 6anna). Mo Bcem apyrum
napameTpam KayecTBa OKa3aHWsi YCnyru yaoBrneTBOpeHHOCTb Boiwe 4,8 6anna (6onee 80%).

Auvarpamma 21. OcHOBHbIe NoKasaTenu no ycayre

5,00 I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHuin 6ann 97,2 100
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Hwuxe npuBegeHbl KOMMEHTapun pecnoHOeHTOB, KOTOpble BbiCKa3alin CBO€ MHEHUE 1o
Ka4vyeCTBY OKa3aHua ycnyr n o TpyaHOCTAX, C KOTOPbIMUA OHU CTOJIKHYNNCb nony4yatesnn yCryru.
OTO MOXeT NoMoYb YNy4HWUTb Ka4eCTBO YCIyru.

Mo kadectBy uwHGopmauun: «llonHocmbo UHOpmayuo He doHocsm, nomozanu b6bi Mo
803MOXHOCMU», «Xomesnock 6bl, YmobbI f1toby0 UHbopMayusi MOXHO b6birno 6bl MosTyHumsb
yepe3 KoMrbomep Ha mecme, a He dep2amb COmMpPYOHUKO8 0 KaxXxOomy eornpocy», «bonbwe
uHgopmuposams epaxdaH o 3akoHax PKy», «lpu obpaweHuu He danu rosHy UHGOpMayuro.
He 6bino xenaHusi nomoyb», «Ha calime KOHCcynbcmea He Hawesl UuHgopmMayur O rnepeyHe
0okymeHmos. [ns nonydyeHusi ycryau obpamursics JIUYHO 8 KOHCY/IbCmeOo U MHe pacckasarnu
ece nodpobHox», «Obpawasncs NUYHO 8 KOHCYbCcmeo, Ymobbl y3Hamb, Kakue Heobxodumo
cOamb OOKyMeHmMbl, 1o mesieghoHy He 00380HUMbCS», «Cmosii OKO/Io 2 Yacos 8 o4epelu,
UmobbI Mosy4ums KOHCYynbmauyuro U makxe rpu rnodadye 0oKymeHmos. Ha caim He 3axodusn u
He 380HUI», «Ha anemeHmapHbie 80MpPockLl He MO2ym omeemumb COmMPYOHUKU KOHCY/bCcmea.
lMobornbwe 661 obyyanu uxy», «llpu nepeom obpaweHUU bbina He 0o8osibHa obcCryKugaHUeM,
Oaeasiu He 4emkue omeemsni», «B npouecce nonyyeHus ycrnyau He b6biio docmamoy4HoU
UHghopmayuuy.

«[JokymeHmMbI 20mosunuck 04eHb 007120, 5 Xus mecsy 8 TawkeHmey, «XKOanu mecsy. A mak
0cobo npobriem He b6bino», «[lpuwnocb oxuldame Hedeso, 4mobbi nonydums CHB», «5
cyumas, 4mo He OO/KeH Maamumbe 3a 3my ycryey, oHa O0o/kHa npedocmasisgmscs
becrinamHo. Onnama 3a amy ycrnyay oOopozas. Ymobbl onnamumb 6 6aHKe npuwisioch
npocumsb epaxdaH beriopyccuu, mak Kak Hawux OOKyMeHmos Hem»x. «TpyOHocmu bbiniu 8
mom, Ymo fnpuWIoCk npuexams ¢ Opy2o20 2opoda 8 [lekuH», « TpyOHOCMU 803HUKIIU U3-3a
mo20o, Ymo HyXHO bbifio examb 8 KOHCyrnbcmeo PK & Opyeaoli 20pod», «HeydobHbil epaghuk
pabombl KOHCynbCmea, a UMEHHO Hebornbwue d4acbkl rnpuema OOKyMeHmos u bonbwas
oyepeldb», «bonbwas odyepedb, oxudana Ha ynuuye», «onz2o 360HuUNa 6 deepb, He Moerna
rnonacms 60 8HymMphb».
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«Xomersnock 6bl, Ymobbl yripocmunu rnpoyecc mnosydeHus ycryeu», «O6Hosumbs calm
nocosiscmea PK e KaHade (He coscem yOO0b6HbIU U MOHAMHBIU), yeenu4yume 4Yacbl rpuema
OOKYyMEeHMmo8».

EcTb u Takne kommeHTapumn: «KoHcyn moe 6bl 6bimb U nogexrnueel — om4yumarsn MeHs, Kak
MasieHbko2o pebeHka. Ho s ece amo ripoenomuna, mak Kak xomersna eepHymbscsi domou. U s
emMy o4eHb briazodapHa 3a nomowb». (Ycnyry okasanu B asponopry).

Cny4aeB HeoMUManNbHOro BO3HarpaxaeHus He HabnogaeTcs, MMeeT MecTo BOCEMb Cry4vaes
NCNOMb30BaHNA NMNYHLIX CBA3EN U 3HAKOMCTB (4%). PecnoHaeHTbl 0 koppynunn: « Okasaswuch
8 CJIOXHOU XU3HEeHHOU cumyauuu, firo0u, 803MOXHO, Ha4YUHarm 380HUMb 10 8CEM 3HAKOMbIM.
Ho koHcyn moxem cdennambs mMosibKO Mo, Ymo 8 ripedesiax e2o KomrnemeHyuu, He 6oseey, «3a
OMJIUYHYIO oriepamugHyro pabomy compyOHuUKa xomesn ombriazodapumb, HO OH OmKa3aJsicsiy.
OO6paLleHuns ¢ xanobor Ha Ka4eCTBO OKa3aHWs YCrnyru BCTpedarTcsl oveHb peako — 0,5% (B
YyCTHOWN dhopme)

BbIBOIbI M pEKOMEHAALMH 110 YCIyTe

B uenom ycnyroii pecrnoHAeHTbl [OBOMbHbI, GnarogapsT 3a oOkasaHHyl MOMOLb Mpu
BO3HUKHOBEHMUN CMOXHbIX >XKWU3HEHHbIX CUTyauui, HO Heobxoaumo obpaTuTb BHMMaHWe Ha
Gonee koppekTHoe noBeAeHWe OTAENbHbIX COTPYAHUKOB KOHCYIbCTB.

Mcnonb3oBaTtb pa3nnyHble MHCTPYMEHTbI ANA NOBbILLIEHNA I/IHd)OpMI/IpOBaHHOCTI/I rpaxpnaH PK.

OkasblBaTb AaHHY ycnyry 6ecnnartHo, Tak Kak rpaxaaHe HaxoAsTcs 3a npeaenamu CBOeM
CTpaHbl.

3HaunTenbHO ynyywmno Obl yaOBNETBOPEHHOCTb LAHHOW YCIyron cokpalieHune cpokoB. [ns
aToro Heobxogumo obecneunTb [OCTYN K uMHGoOpmauuoHHon cucteme MBI PK gns
onpeaeneHns rpaxgaHcTea nvu, 06paTMBLUMXCA 3a YCIYron.

MpeaycmoTpeTh B CTaHAapTax nosy4YeHune ycryru no npeasaputenbHon 3anucu.
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10. Perucrpauuma HanoronsateNblUKOB

Oo61masa nHdopmanmsa o rocycayre

ocypapcTBeHHas ycnyra oOkasblBaeTCcs TepputopuanbHbiMM opraHamu KomuTeTa
rocygapcTBeHHbIX OX0A0B MuHuCTepcTBa No panioHam, ropogam U pavioHam B ropogax, Ha
TeppuTopumn cneunanbHbIX SKOHOMUYECKNX 30H.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs rocy4apCTBEHHOW ycnyru
OCYLLeCTBNATCA: ycnyrogaTtenem, yepes [fockopnopaumio, Yepes Beb-noptan www.egov.kz.

Cpoku oKkasaHusi rocygapCTBEHHON YCryrn — B Te4eHne 3 paboumx gHen.

dopma oKasaHus rocyaapCTBEHHOM ycnyru: 9NEeKTpOHHas (4acTnyHo
aBTOMaTM3npoBaHHas) n (nu) bymaxHas.

PesynbTatom oKasaHus rocyaapCcTBeHHOM ycnyrm aBnseTcs Bblga4va
pPerucTpaunMoHHOro cBuAeTeNnbCTBa, [OOKYMEHT, MOATBepXAalowmn npuem  HaroroBoro
3a8BNEHNA O CHATUM C PErncTpauuoHHOro yyeTta WNM LOKYMEHT o6 oOTka3e B npueme
HaNoroBoro 3asiBNeHNs O CHATUN C PErMCTPaLMOHHOrO y4yeTa.

dopma npegocTaBneHnst pedynbTata okazaHusa rocygapcTBEHHON ycnyrn: GymakHas

[ocypapcTBeHHas ycnyra okasblBaeTcss Ha OecnnaTtHOM OCHOBE (OU3MYECKM U
IOpUANYECKUM NULaM.

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA
Y[O0BNeTBOPEHHOCTb Ka4yeCTBOM OKa3aHusa ycrnyrn Pesucmpauyusi Haroz2ornnamernbuwukog Ha
ypoBHe 4,69 6annos, 4ONA NOMHOCTLIO YA0BNETBOPEHHbIX ycryron — 74,6% pecnoHaeHTOoB.

Ta6nuua 15. OueHKN yaoBneTBOPEHHOCTU Ka4eCTBOM OKa3aHUsl rocyfapCTBEeHHbIX YCIyr No pe3yrbTaTaMm o6LeCcTBEeHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Hons pecnoHaeHToB 0,0% 1,0% 4,0% 20,4% 74,6%
KonunyectBo 0 5 8 A1 150
pecnoHaeHToB, N

Bcero 6bino onpoweHo 201 pecnoHAeHT. BonbWWHCTBO M3 HMX obpallanocb B rocopraH —
74,6%. 18,4% pecnoHaeHToB obpawanuck B Nockopnopaumto. Okono 6% nony4unu ycnyry B
30He Egov.kz B LIOHe v Takas e gonga yepes Beb-noptan Egov.kz.

Ycnyra asTtomaTusmpoBaHa. 41,5% ycnyrononydaTened MMeT BO3MOXHOCTb MOMYYnUTb
AaHHYKO yCryry OHManH (B 9NeKTPOHHOM BuAe) AoMa unu Ha paboTte. Tem He MeHee,
B6onbwMHCTBO obpawaetca B HanoroBbin KOMUTET. STOMY €CTb [BE MPUYUHbI: 1) HE3HaHMEe O
BO3MOXHOCTW pErncTpaumm OHMamH; 2) KpamHe CroXHbIA N He NOHATHbIM nHTepdenc canta —
«Camomy crnoxHo pazobpamscsi. Xopowo compyOHuku L|OHA nomoearom. Ho ux x0ampb Hado
dosieo, 38amb. [Tomomy Ymo OHU 3a nocemumersiel camu ece Oenarmy.

Te, KTO nonyyanu ycnyry OHManH OOBOMbHbLI, HO Takke roBOPAT O NNOXOM WHTepdeince: «He
ece Obifio MOHAMHO, MPUWIIOCh 380HUMb Opy3bsaM. Ho e umoze 3apeaucmpupos8asniucb He
8bI1x0051 u3 doma o AUI, kpymo!»

KayectBo uHOpMauunm MHOMMX He yaoBneTBopsieT. YOOBNETBOPEHbI OOCTYMHOCTbIO U
OTKPbITOCTbIO  MHGOpMauun ycnyrm 64,3%, B cpegHem Ha 4,56 6anna. FACHOCTbIO U
AOCTOBEPHOCTBIO MH(POpMauMM MNOMHOCTbIO yAoOBneTBopeHbl 67,4% pecnoHaeHToB (4,62
6anna).
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B pesynbtate uccnegoBaHust 72,4% OMPOLUEHHBbIX PECMOHAEHTOB BbICOKO OLEHWUNN CPOKU
okasaHus ycnyrm u B 72,1% cnydasx — npouecc c6opa 1 NoaroToBKM JOKYMEHTOB.

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 71,1% ycnyrononydatenen (4,65 6annos).
Bexnueocte cotpyaHukoB yaosneTtsopuna 70,2% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,65 6annoB. OnepaTMBHOCTbIO COTPYAHWKA yaoBNeTBOpeHbl 62,3% pecnoH4eHTOB
(4,53 6anna). 76% pecnoHAEeHTOB AOBEPAOT ycnyrogaTento, CpeaHss oueHka coctasuna 4,68
6annos.

Auvarpamma 22. OcHOBHbIe NoKasaTtenu no ycayre
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YposneTtBopeHHoCTb npu obpaweHnn B LIOH Bbiwe 4,79 6anna, yem npu obpallieHun B
rocopraH. 7 pecrioHA4eHTOB, Nony4YnBLUKX ycryry B 3oHe egov.kz LiIOHa, oueHunu ycnyry Bbile
(4,71 6anna) B cpaBHeHUn ¢ 10 pecnoHAeHTaMu, NONYYUBLUMMUN YCIYry CaMOCTOSITENbHO Yepes
Beb-noptan egov.kz (4,6 6anna). Ho ecnu nm npmuxogunocs ewe n B rocopraH obpaiatscs (4
pecnoHAeHTa), TO yAOBNEeTBOPEHHOCTb CHUXaeTcsa Ao 4,25 6anna.

Anarpamma 23. Y4,0BNeTBOPEHHOCTb YC/Yroii N0 MeCTy NoAyYeHUA YCAyru, cpeaHunii 6ann
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N=10 N=3 LOHe, N=7  LOHe, N=3
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Ycnyrononyvatenu goBosbHbl 6onblue cotpygHmkamm LlOHa, yem rocoprana.
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[Ounarpamma 24. Y,0B/1e€TBOPEHHOCTb KaUeCTBaMM COTPYAHMKOB NPU NONYYEHUM YCAYTU, CpeaHUii 6ann
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®m KomneTeHTHOCTb ™ OnepaTMBHOCTb BexnumBocTb

Puck koppynumu npu  nonydeHum ycnyrm  oTcytctByeT. CrnyyaeB HeodumumanbHOro
BO3HarpaxgeHuss He HabnwpaeTcs, MMeeT MeCTO YeTblpe Cryyas WUCNONb30BaHWUS NUYHbIX
cBazen n 3HakomcTtB (2,0%). OTmevatoTca obpaleHnss ¢ xanobon Ha KadecTBO OKasaHus
yenyrn — 2,5%. Jons xanob B ycTHow doopme.

TalHbIl noKynamesib CTONKHYNCA ¢ npobnemMon TexHn4eckoro xapakrepa: «[lpu peaucmpayuu
HanozonnamesnbWuka uUMesiu Mecmo mexHu4deckue Heronaldku (cucmema 8 orepayuoHHOM
3ane He pabomarna, npuwsiock xd0amb 6osiee 50 MuHym), epyboe omHoweHue compyOHUKO8
L{OHa. He cobnodeHue 3anekmpoHHOU o4yepedu (Homepa odepedeli ebiceemusiucb Ha 20
MUHyme y MHO2UuX ycrlyaornoslydamerneli K 0OHOMYy Ccmosly, 3ameM 8ce amu 100U CMOoSsu 8
Xueoli oyepedu, roka ux He nepeHanpassm K Opyaum compyOHukam. OueHb b6ornbwas
o4yepedb 8 Kaccy Kasnodymbsl. Mecm Ons cudeHusi c80600HbIX npakmu4yecku He 6b1io, 6biro
o4yeHb OyWwHO». YnpaBneHne rocyaapCTBeHHbIX A0X040B ANMAaTUHCKOro panoHa r. AcTaHbl He
CNpaBnsanock C HansbIBOM HanoronnaTenbLlMKoB, onnadyneaBwmnx Hanorm 3a 2018 rog. Takum
o6pasom, BbisiBUNacb npobnema, He OTHOCALLAACS K OaHHOW ycryre — HecrnocoOHOCTb unu
HeXXenaHve MHOrMxX HanoronnaTenblUKOB MCMNoNb30BaTh Apyrne crnocodbl onnaTtbl Hanoros
(TepMmuHanbl onnatbl yenyr, MHTepHeT-6aHkmHr, PKO 6aHkoB).

TalHbIt noKynamess No 1. AnMaTtbl OTMETUN crnejylollee oTHOCUTENbHO AaHHon ycnyrn: «K
coxarneHuro, He cobnodaemcsi cmaHOapm okasaHusi ycryeu: e Hanozoeom komumeme
Typkcubckoeo palioHa omka3anu 6 peaucmpauyuu, Hanpasus 6 LIOH (npu amom o4yeHb
KOPPEeKmMHO omeemusiu Ha 8Ce B80rpoChl, MOMO2/U 3arnofHUMb ¢opMy y8edOMIIeHUS,
06bsicHunu 4mo 3anonHams). B LJOHe u3-3a Hanu4usi ydocmoegepeHusi cmapoao obpasua
omka3anucb ebi@agamb OLl, ckazae eepHymbcsi C rewkou. lNpu omnpaeneHuu
ysedomrieHus 06 omkpbimuu UM 6e3 nomowu compydHuka LJOH eoobuwe He 803MOXHO bbirio
pa3zobpambcs, uHmMepgelc co8EPUWEHHO HE MOHAMHbIU, MHO20 8peMEHU rnomepsina, fbimasch
pasobpambcs camocmosimesibHO. Takum obpa3om, npuuinocs xodume mpuxdbl (Hamnozoeas,
LIOH, LJOH), xoms paHbwe MOXHO 6b1510 06pamumbCs 8 Hasl0208yH0 U 8ce 0ghopMuMmb 3a pas,
McC ewe u nameHm cpasdy OmKpbIMb, a MaK Momom MPUWIIOCh ewe U 8 Hamoz208yo udmu,
rnameHm omkKpbi8amb».

KOMMeHTapVII/I pecnoHOeHTOB O Ka4eCTBe OKa3aHuA ycnyru:

«B 30He camoobcnyxueaHus o4yeHb bornbwas o4yepedb, MOCMOSHHO 3asucaem KOMIbomep,
Kak mosibko ece pabomaem mo He xeamaem compyOHUKO8», «Cmoum O0OUH CMON Ha HeM,
00uH komnbromep. OAOuH compyOHUK, KOmopbIt epybum, uHgopmayuel He ernadeemy,
Manaucmayckas; «KoHcynbsmauyuu no mesnegoHy CII0XHO rony4ums, 6onbwas npobrema
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nony4ums UHgopmauyuto rno menegoHy», «B Kadecmee roxenaHusi xomesiocb bbl, 4mobbi
UHgopmayuss ob yrname Hasnoza obpabameiganuck He 3 OHSA, a xoms 6bl 1 OeHb. Harnoe
3annamuwb U x0ewb 3 OHA noka oH ynadem», >ambebirnckasi;, «O4depedb, nepcoHas He
OpyxentobHbIl, cmapble KOMMbOMepbl, Mano compyodHUKO8», AcmaHa; «YxacHoe
obcnyxueaHue, compyOHUKU He KomnemeHmHbl. Kozda s npuwiia cucmema Oana cbod.
lMomom x0danu Kakyto ma degouky. OHa ripuwina, compydHuku obcyxdanu ceou nu4yHbIe dena.
U ece amo npu KnueHmax», «bonbwas npocbba! Yéepume mypHUKem C nepeo2o amaxa.
Cneyuanucmel o 2 Yaca crnyckaromcsi 8HU3. Bce npobnembi ¢ Kakumu rnpuxo0um ocmaromcs
Ha yposHe nepgoz2o smaxa», Akmobe; «Cneyuanucmsl L|OHa OormkHbl 68 cosepuieHcmee
enademb 0syms ssbikamu», BKO; «Hopmanusoeams pabomy cepeepos, uHoz0a 3asucaem
npoepammay, Arimamsl. «Xomesiock bbl Ymobbl bbiniu exXypHbie, Ymobbl MOXHO bbIf10 rocre
20:00 obpawambcs, xoms 6bi 00 23:00», >Kambebinckasi;, «VIHbopMauuUOHHbIE cucmMeMsbl
xpomarom, becriopsi0ok — OaHHbIe Mo2ym yumu», AcmaHa.

BBIBOIbI M pEKOMEH AWM IO YCayre
YaoBneTBOPEHHOCTb Ka4eCTBOM NpefoCcTaBrneHns yCrnyrn He JOCTaTOYHO BbICOKas.

MmeeT wmecTto crnaboe uHGOOPMALMOHHOE OCBELLEHUNE, TSDKENO HeobXxoaAnmyt0 HauTh
MHpopmaumio, MHOPMAUUA Ha CcanWTe HanucaHa Cyxum, OHpPOKPaTMYECKUM SI3bIKOM U
BbI3blBaeT TPYAHOCTU C MOHWUMaHWEM WHopmauun y MNpoCcToro HaceneHusi. B aton cBasu
HeobXxoaMMOo ynydweHne uHTepdenca camta, 4Tobbl NGO 4YenoBek, 3arasi Ha Hero mor
WHTYUTMBHO TMOHATb, Kak M 4YTO Heobxogumo caenatb, 4YTOObl 3aperMcTpupoBaTbCs.
PaspaboTaTb cxembl. bonee Wwnpoko oceelatb 0 BO3MOXHOCTM OHJaWH pernctpauun.

Mpy nogaye AOKYMEHTOB OHMAWH 4acTO BO3HMKAKOT TEXHUYECKME OLLUMOKKU, MO3TOMY BaXKHO
yOenuTb BHUMaHue paboTe caiTa v cepsepa.

Bbioenuts Gonbllee KONMMYecTBO COTPYAHWKOB B 30HY egov.kz. Bbloenutb COTpyaHWKa
Hanorosoro komuTteTa, KOTOpbIM 6bl KOHCYyNbTUpPOBan B 30He egov.kz no Bonpocam
NnpeaoCcTaBneHns oHnanH-ycnyr Hamnoroeoro komuteTa.

BmeHnTb B 0643aHHOCTM cOTpyAHUKa HamnoroBoro opraHa nomoratb OMOpMIATb ycnyry
«Pernctpauma HanoronnaTtenbLnKOB» B 30He caMoobCnyXmBaHus B HanoroBom komuteTe npu
Hanuuuu y 3aasutensa L.

11. Bo3BpaTt Hasora Ha [06aBAEHHYI0 CTOMMOCTb U3 6loa KeTa

O6masa uHdopmalmsa o rocycayre

[ocypapcTBeHHas  ycnyra okasblBaeTCsl TeppuTopuanbHbiMuM - opraHamun Komuteta
rocyaapCTBEHHbIX AOXOOO0B NO paMoHaMm, ropoAaMm M panoHam B ropogax, Ha TeppuTopuun
crneumanbHbIX 3KOHOMUYECKUX 30H.

Mpuem 3asBneHuMn w Bblgava pesynbTata oOKasaHWs roCyapCTBEHHOW YCIyru
OCYLLLEeCTBNAITCA Yepes: ycnyrogatens, seb-noptan www.egov.kz.

Cpoku okasaHusi rocyaapCTBEHHOM YCNyrM oTnu4alTca no Bugam Bossparta oT 15 go
180 kaneHgapHbIX OHEN.

dopma oKasaHus rocyaapCcTBeHHOM ycrnyru: 9NeKTpoHHas (4acTnyHo
aBTOMaTtu3upoBaHHast) M 6GymaxHasa. PesynbTaToM oOKa3aHUS rocyaapCTBEHHOW YCnyru
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ABNSeTCs 3a4yeT npesbiweHns cymmbl HOC. ®opma npegoctaBneHns pesynbTata OKka3aHus
rocy4apCTBEHHOW YCAyrn: afNeKTpoHHasa 1 (Mnu) GymaxHas.

FocymapcTBeHHas ycnyra okasblBaeTcsl Ha ©OecnnaTHOM OCHOBE (OU3NYECKUM W
IOPUANYECKUM NULLAM.

OCHOBHBIE pe3yJibTaThbl HCC/IeJ0BaHUS

Y[OoBNeTBOPEHHOCTb Ka4yecTBOM OKal3aHust ycnyrm Bosepam Hanoea Ha 00baenieHHyr
cmoumocme U3 brodxema Ha ypoBHe 4,64 Gannoe, OOMS MNOSHOCTBIO YOOBNETBOPEHHbLIX
ycnyron — 69,7% pecnoHOeHTOoB.

Ta6bauuya 16. OLeHKM yA0BAETBOPEHHOCTU KaueCcTBOM OKa3aHUA rocyAapcTBEHHbIX YCAYr MO pe3yabTaTam 06LecTBeHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Honga pecnoHaeHToB 1 0 8 52 140
Konmuectso ,5% 0,0% 4,0% 25,9% 69,7%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 201 pecnoHaeHT. bonee nonoBMHbLI peCcnoHAEHTOB obpallanuch B
rocopraH  (71,1%). Ycnyra 4acTM4MHO — aBTomMaTusuMpoBaHa. [loaTomy  nonosuHa
ycrniyronony4dartenen obpailianach Yepes Beb-nopran «3dfeKkTpoHHOro npaeutenscrea» (51,7%),
5,5% - yepes 30Hy Egov.kz.

55,2% ycnyrononyyatenen WMeT BO3MOXHOCTb MOMYYUTb [LaHHYK YCryry OHNanH (B
9NEKTPOHHOM BMAE) AOMa Unu Ha paboTe. PecnoHaeHTbl OTMeYatoT, YTO JaXe B TeX cry4asx,
Korga MOXHO o006paTuTbCa 3a YCAyrom W MomyyYuTb pe3ynbTaT OHManH, BO3HMKaeT
Heob6XoaNMOCTb AOMONHUTENBHOrO NOCELLEHNS rocopraHa.

YOoBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTbIO MHGopMaummn ycnyrn 75,8%, B cpegHeM Ha
4,76 6anna. ACHOCTbIO M OOCTOBEPHOCTbIO MHGOPMaUUK MOMHOCTLI0 yAO0BMNeTBopeHbl 78,8%
pecnoHgeHToB (4,75 6anna). NpumepHO Ha 3TOM Xe YPOBHE YAOBNETBOPEHHOCTb COHOPOM U
nogayen JokymeHToB — 4,76 6anna (77,4%).

MeHee ynoBneTBOpeHbl ycryronony4arenn cpokamu okasaHus ycnyrn — 4,7 6anna (73,3%).
«Ha paccmompeHue obpauwieHue ebidesnisiemcs 144 OHs, 0OHaKO 3akpbigarom paHbule CPOKa.
lMposepsitom He cpasy, 6bino nod koHeuy. [lomomy 4mo He ece opaaHbl ycriegarom
omeemumsb», AcmaHa; «Bce O0enaemcsi o4eHb MEOJIEHHO U HE CO8CEM MOHSMHO», ACMaHa;
«3adepxka u3-3a ecmpeyHbIX nposepok. Mupamuda ebisersem nodpss0HUKO8, KOMOpPbIe He
gcez0a 0obpocosecmHbl», «[oneue cpoku eosspama HAC (180 OHel) - cokpamumb!y,
Amesipayckas; «[Jonzo udem nposepka, yxodum 2,5 unu 3 mecsaya», «lpobriema 6o03HUKaem 8
KOHue 200a, m.K. npuxodum pe3ynbmam, 4mo Hem deHee 8 brodxeme. A HaM HYXHO rniamuma
Hanoauy, Xambebinckas, «Hado yckopumb npouyedypy, ynpocmums, 0osi20», «Cokpamume
CPOKU», «Pacwupume 803MOXHOCMU COKpaW,eHUSI CPOKO8 OKa3aHus ycryau», AcmaHa; «Xoms
CPOKU 8038pama cpedcme u3 brdxema Hapywarmcs, HO He bydewb xe cyOumbcs C
eocydapcmeomy, BKO; «Komrnbromepbl TOCMOSHHO 3asucarom, o4eHb MedrneHHO pabomaromy,
KapazaHOuHcKas.

He coBcem goBonbHbI ycnyrononyyarenu paboton nepcoHana. KoMneTeHTHOCTb COTPYAHWUKOB
BbICOKO oueHunun 68,5% ycnyrononyyatenen (4,62 6anna). BexnuBocTb COTPYOHWKOB
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yposnetBopuna 72,2% pecrnoHOEeHTOB, YAOBMETBOPEHHOCTb Ha YypoBHe 4,69 6anna.
OnepaTBHOCTbIO COTPYAHMKA yaoBneTBopeHbl 65,0% pecnoHgeHTos (4,59 6anna).

«CnabeHbKul nepcoHari, Moxem u3-3a moa2o, 4mo MHo20 HadymaHo 2ocydapcmeomy, «llycmeb
compyOHUKU Moebiarom C80t0 Keanugukayuo u anybxe usydyarom 3akoHOOamesibCmeoy,
Anmamel; «Hedocmamo4yHo KoMmrnemeHmHbIe, KeanuguuyupogaHHOCMb compyOHUKU», «Marno
Ha KasaxcKoMm 2080psuUx compyOHUKO8», «HyxHO yckopumb pabomy compyOGHUKO8, O4YeHb
medneHHO pabomarom», «CompyOHUKU MOSIKOM He OOBbSCHAM, OHU HEe KOMMIemMeHMHbI»,
Acmana; «He noHpasunock npedessimoe OMHOWeEHUE, HE OYEHb criewam romMoYby, Tapas.

Aunarpamma 25. OcHOBHbIe NoKasaTtenu no ycnayre

85

4,82 I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHuin 6ann
78,8

77,4 80

4,77
75
4,72 70

65
4,67

4,67
4,62

4,57

Y[OOBNEeTBOPEHHOCTb KayeCTBOM YCIyrM MOXET pasnuyatbCAa B 3aBUCUMOCTM OT MecTa
noflyyeHns ycnyrm npu aHanmse MaccuBa AaHHbiX. [lpy obpaweHun 4Yepes nopTtan
«3NEKTPOHHOIO  MpaBUTENbCTBA»  YPOBEHb  YAOBMETBOPEHHOCTW  ycriyrononyyartenen
nosblwaeTca — 4,77 6anna. YA0BNeTBOPEHHOCTb YCNYron npu nofyvYeHun yepes rocopraH —
4,64 6anna. Ewe Hwxe oueHMBaeTcsa ycrnyra, Korga pecnoHAeHTy npuxoamtcsa obpawaTtbes B
yepes Beb-noptan u rocopraH — 4,47 6anna.

Tabnuua 17. Ya08n1eTBOPEHHOCTb MO MECTY NONYYEHUA YCAYrK1, cpeaHnii 6ann

3oHa Egov.kz B LIOHe, N=10 5,00
Be6-noptan Egov.kz (elicense.kz), N=48 4,77
[ocopraH, N=88 4,64
Egov.kz, rocopraH, N=55 4.47
Bcero, N=201 4,64

Cny4aeB HeodumLManbHOro BO3HarpaxgeHuss He HabniogaeTcd, MMeeT MecTO OOUH criyyamn
MCnonb3oBaHua nNu4YHbIX cBA3ern u 3HakomcTB (0,5%). OgHako oTmevatoTcs obpaleHus ¢
Xanobon Ha KayecTBO okasdaHus ycnyrm — 5,5%, u3 Hux B nucbmeHHon copme — 4,0% n B
yCcTHOM — 1,5%. 72,4% pecnoHOeHTOB AOBEPAT yCcrnyrogatento, CpeaHasl OueHka cocTaBuna
4,67 6anna.
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KommeHTapum pecnoHgeHToB Mo ycnyre:
«lMycmpb 6onee nodpobHO pacriuwym fpuvyuHbl pacxox0eHus U omkasa 6 eosspame H/C u

orepamusHoO rpoeodsm ecmpeyHble rnposepku», «OmKpbimocmu U  [po3payHocmu
UHgopmMayuu Hem, 2ogopsim, 4mo go3zepam HLC Hee803MOXeH, HO MpuU 3MOM HUYEM 3MO He
apaymeHmupytom», «He dopabomaHHoe 3akoHoOamersibcmeo, ece 0805iko», MaHaucmayckas,
«Cdenampb boriee NMOHAMHOU UHCMPYKUUIO, Mpog8odums UHCMpPyKmaxy», «HyxHo pacwupums
KOHCYrbmaUuuoHHble 803MOXHOCMU Onisi ycryeononydamenel», AcmaHa; «He moz2ym cpasy
060 8cem SCHO U KOHKpemHO ckazamb, rpuxodumcs no 100 pa3 360HUMb U cripawiugamby,
TypkecmaHckasl.

«3asucarom ripoepammbi, Hecem Ha bymaxkHOM Hocumersie, nomom Oybriupyemy, «1oOpsdquKu
nodsodsim, 3amsiausarom ripedocmaesrsieHue OOKyMeHmo8», Ambipayckas; «[lodaya 3as6neHusi
oKa3bleaemcsi 8 3/IeKMPOHHOM 8ude, HO  OOMOJIHUMErIbHbIe  OOKYMEHMbl  HY)XHO
npedocmasume 8 bymaxkHoM eudex», XKambbirickas, «bonbuwoe Konu4ecmeo GOKYyMEHMOS,
rnosioeuHa HeHyXHbIx. XenamesnbHO COKpamumb Konudecmeo OOKyMeHmos», AcmaHa;
«Ynpocmumb rnepedyeHb OOKyMeHmMo8», Anmamsl; «Pabomaem ¢ uHocmpaHyamu, KOMraHusi
mexOyHapoOHas, eamoma Oosnnapbel. [losmomy npedocmaernsem  O0rosIHUMEsbHbIE
0okymeHmbl», Ambipayckasi; «5 cmornkHynacs ¢ HAC e nepesil pas, rnosamomy HeMHO20 Oris
MeHSI 6bI/I0 CIIOXHO CcopueHmuposambcsi 80 8cex OokymeHmaxy», BKO; «OOuH u mom xe
MYHKM 3aKoHa Mbl C HUMU UHMeprpemupyemM ro-pasHoMmy, Moxem cmoum repecmompems
3aKoH, Ymob Mbl mym He rymarnucbk», TypKkecmaHcKasl.

«CHayvana 0enarom eosspam HLC, nomom mpebyrom obpamHO 8epHymMb, HO Mernepb yXKe ¢
rneHel», MaHaucmayckas,

«Kak MblI mMoxem um Oogepsimb Mocrie mMo20, KaKk OHU CaMu XXe Ha OCHOBE C80UX aKmos
Oenatom go3zepam H/LC, a nomom mpebyrom obpamHo, da ewe u ¢ neHel», MaHaucmayckas,
«OmmeHUMb 8cmpeyYHble MPOBEPKU MOCMAasWUKO8, KOMOpbIe MPUMEHSIIOM 31eKMpPOHHbIE
cyem-ghakmypbl. B cnyyae Hecoznacusi ¢ aKmom, He noonucbigaeM, HO o0bxanoeamb
rpakmu4yecku Heg803MOXHO. Ecru pacxoxdeHusi no omyemy (nupamuda), mo obsizamesibHO
8cmpeyHasi npoeepka rno ecem riocmaswjukam. M3-3a amoeo He cobnrodaromcsi cpoku», «Cbop
OoKkymeHmog ycmaHoeneH e 180 OHel, ecnu He ycriegaeM, MO Hasazaemcs MneHu»,
Amebipayckasi; «4mobbl He 63aumoldelicmeogamb C 20copaaHamu [Mpu MOsyYeHUU ycrya»,
XKambebinckas, «Ecmb momeHmbl, 20e Mbl HE coafiacHbl. BcmpeyHasi nposepka OCHOBHO20
nodpsidyuka nposedume be3 Hac, Hawu rpemeH3uu usHopupytomcs. Hem xopowezo u
dobpoxxenramernibHO20 OMHOWEHUS Haro208UK08», Ambipayckas; «[lposepku 8 xo0e so3gpama
obsi3amerbHbl. Bece 3agucum om 6yxeanmepuu op2aHu3ayuu, ecsiu 8ce YeCmHo, Ha 3aKOHHOM
OCHO8aHUU, MO rposepka Mnpoxodum 6bICMpPOoy, «BcmpeyHbie nposepku mopmo3sm
npouedypy», Ambipayckas.

BbIBOABI M peKOMEeHJallMu 10 ycJiyre

YOOBNETBOPEHHOCTb MO  [AHHOM YCNyre HuXe CpegHero YpoBHA. YAOBNETBOPEHHOCTb
nonyyaTtenen ycrnyrm CHWXaeTcs Mo pasHbiM npudnHaMm. Ho OCHOBHbIMW SBASIOTCS CPOKM
NPeaoCTaBneHns ycnyrn, KOMMETEHTHOCTb, OMEepPaTUBHOCTb COTPYAHMKOB. «[Iposepka o
gornpocy HAC npoxodum He kayecmeeHHO, HeobocHosaHHO omkasbiearom e HAC. A npu
go3gpame HC yepe3 Hekomopoe spemsi rpuxodum Opyaol pabomHuk u coobuwaem o0 mom,
ymo eo3epam bObin npouszeedeH owuboyHO u mpebyrom deHbau 8 brodxem, HO yxe C rneHed.
3mo npoucxodum nodymu Kaxobili kKeapmars» (AKmay).
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M0 MHeHVIO pecnoHOEeHTOB, MMEKT MeCcTO HefopaboTkM B npouedype LaHHOW YChyru.
PecnoHaeHTbl yka3biBaloT Ha OOMbLlIOe KONMMYECTBO HEHYXXHbIX AOKYMeHTOB. [lonyyas ycnyry
OHITaMH, 4acTo MNpPUXOAUTCHA BCE paBHO oOOpawaTtbCs B rocopraH — HECTM OOKYMEHTbl B
OymaxkHon ¢hopme. Heobxoaumo HaBecTU NopsgoK B caMOW Mpouenype MonyyYeHus yenyru,
nmbo [ocTynHo Ans nonyyaTtenen ycnyrin paspabotatb OGU3Hec-npouecc OaHHOW yCnyru.
Moka3aTb Npy BO3HMKHOBEHUWN KakuX YCroBUIM, HEOOXOAUMbI Kakne AencTBus.

12. MpucBoeHne CcNOPTUBHDLIX 3BaHWUI: «3acnyXKeHHbld mactep cnopta Pecnyb6auku
KasaxcraH», «mactep cnopta MeXKAyHapoaHoro Knacca Pecnybauku Kasaxcran»,
«mactep cnopta Pecnyb6numkm Kasaxctan», «3acnyeHHblii TpeHep Pecny6amku
KasaxctaH» #  KBaAMPUKALMOHHDLIX KaTeropmii: TpeHep BbICLIEro YPOBHA
KBannduKauum BbIClIEid KaTeropuu, TpeHep cpegHero ypoBHA KBanudukauum
BbICLUEI KaTeropmm, MeToaucCT BbiCLUEro ypoBHA KBaiMdUKaLUM BbICLLEN KaTeropum,
MeTOAUCT CpeaHero ypoBHA KBaAMPUKALMUKM BbICLUEN KATeropuu, WUHCTPYKTOpP -
CNOPTCMEH BbICLIEro YPOBHA KBaAMPUKALMKU BbiCLUEW KATeropuu, HaLMOHANbHbIA
CMOPTUBHDIN CyabA BbiCLUEN KaTeropuu, HaLMOHaJIbHbIA CNOPTUBHDbIN Cyabs

0O61masa nHdopmanmsa o rocycjayre

locypapcTBeHHas ycrnyra okasbiBaeTcss KomuteToM no genam crnopta u om3nyeckon
KynbTypbl MuHuctepcTea.

Mpuem 3asBneHns W Bblgadya pesynbTata oOKasaHWs rocyJapCTBEHHOW ycnyru
ocylecTBnAwTCA Yepes: [lockopnopauuio, Beb-nopTan www.egov.kz.

Cpok okasaHus rocygapctBeHHon ycnyrm — 30 kaneHaapHbIX AHEN.

dopma oKasaHus rocyaapCTBeHHOM ycnyru: SNeKTpoHHas (4acTnyHo
aBTOMaTM3npoBaHHas) u (unun) bymaxHas.

PesynbTaTomM rocyaapCTBEHHOW YCryrn sBNAeTcs YAOCTOBEPEHME O MNPUCBOEHUN
CMOPTMBHOIO 3BaHUs, yOOCTOBEPEHME O MPUCBOEHMM KBannUKaLMOHHOW KaTeropum, Konus
npuvkasa O MPUCBOEHWM CMOPTUMBHOINO 3BaHWA, KBanudukaunmoHHOM Kateropun, nubo
MOTUBMPOBAHHLIN OTBET 06 OTKase.

dopma nNpegocTaBneHns pesyrnbTata okazaHus rocy4apCTBEHHON ycryru: BymaxHas.

FocynapcTBeHHas ycryra okasbliBaeTcs pusmyeckum nuuam 6ecnnatHo.

OcCHOBHBIE pe3yJjabTaThbl HCC/TIEAJ0BAHUA

Y[OOBNEeTBOPEHHOCTb KayeCTBOM oOKasaHusa  ycnyrn [lpuceoeHue CcropmuHbIX 38aHull:
«3acnyxeHHblli  macmep  cnopma  Pecnybnuku  KasaxcmaH», «macmep  criopma
Mex0yHapoOHo20 knacca Pecnybnuku KaszaxcmaHy», Opyaux KeanugukayUOHHbIX Kameaopuli
Ha ypoBHe 4,74 6annos, 40N NOMIHOCTLIO YAOBNETBOPEHHLIX ycryron — 78,1% pecnoHOeHTOoB.

Ta6bamua 18. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHUA roCyAapCTBEHHbIX YCAYr NO pe3y/ibTaTam o6LecTBeHHOro
MOHWUTOPUHra

1 6ann 2 banna 3 banna 4 6anna 5 oannos
[ons pecnoHgeHToOB 0 1 6 37 157
Konmuectso 0,0% 5% 3,0% 18,4% 78,1%
pecnoHaeHToB, N
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Bcero 6bino onpoweHo 201 pecnoHAeHT, 13 H1x 95% nonyyanu ycnyry yepes [fockoprnopaumtio.
6% pecnoHOEeHTOB MOMAYYWUNW YCAyry OHManWH — CaMOCTOATENbHO Yepe3 Beb-nopTan
«3NEKTPOHHOro npasuTenbcTBa» nmMbo 3oHy Egov.kz B LIOHe. 8% pecnoHaeHToB obpalanuch
B rocopraH.

Ycnyra yactnyHo astomatmsmpoBaHa. Jinwe 20,7% ycnyrononyyatenen MMeoT BO3MOXHOCTb
NONy4YnTb JAHHYIO YCIyry OHMalrH (B 3NIEKTPOHHOM BUAE) AOMaA UK Ha paboTe.

YpoBneTBOpeHbl AOCTYNHOCTbIO UM OTKPbITOCTLIO MHGOopMauun ycnyrn 86,1%, B cpegHeM Ha
4,82 6anna. AICHOCTbIO U OOCTOBEPHOCTbIO MHAOPMALMM MOSHOCTBIO yaoBneTBopeHbl 87,1%
pecnoHaeHToB (4,83 6anna). 86,2% ycnyrononyyarenen OOBOSIbHbI COOPOM U NOLTOTOBKOW
AokymeHToB (4,83 6anna).

MeHee ynoBneTBOPEHbI MosfiydaTenu YCryrm cpokaMm OKasaHuda ycryru — Ha ypoBHe 4,47
6anna (79,9%).

«Ewe o0Ha npobrniema, o cpokam rpuceoeHUsi CriIopMuUBHbIX 38aHULl, OH OO/TKEH, 8 meYyeHue
dsyx mecsiyes cOamb OOKYyMEHMbI, Ha MO20 Xe macmepa criopma, 3mo O4YeHb Marsibil CPOK,
nomomy 4mo 4ersiogek rpuexasna ¢ 4YemruoHama KazaxcmaHa, Oonycmum, u cpa3y Hayar
20mosumabCs K YemruoHamy Asuu, eMy Hekoz0a, e2o mpeHepy Hekoz2da Xxo0umb OOKYMEHMbI
cdasamb», AcmaHa;, «QOueHb OnumernbHbIl CcpoK 1 Mecsu, xenameslbHO COKpamume
rnonyqyeHue GaHHoU ycnyauy, lNasnodapckas; «oeopsm mecsu x0amb, HO bbieaem U paHbLIE
cMc npuxodum 0 20mosHocmu», AcmaHa.

C ynoBneTBOPEHHOCTLIO YCMYron KOppenupyloT Takke nokasaTenu Mo KOMMeTEHTHOCTU U
onepaTMBHOCTN COTPYOHUKOB. KOMNETEHTHOCTbL COTPYOHUKOB OoueHUNn Ha yposHe 4,73 6anna
(78,8%), onepatuBHocTb — 4,85 Banna (78,2%). BexnuBocTb COTPYAHWKOB yOoBneTBopuna
88,3% pecnoHaeHTOB, yOOBNETBOPEHHOCTb Ha ypoBHe 4,85 6anna.

«M3 compyOHuko8 Mano Kmo oceedomsieH O repeyHe OOKyMeHmos», Anmamsl;
«HekomnemeHmHocme compyOHukos. CompydHUKU HE MO_2ym KOHKPEMHO cKa3amsb o eudam
CrIopmueHbIX 38aHuUl, epaMOMmHO KOHCynbmupogamb», «5 Havan crpawusams Kyda
omnpasunu. 3mo 4Yepe3 Mecsy S MPUXOXY, OHU e2osopsm - He myda omnpasusnu. Hy,
omnpaensatime Kyda Hado. OHu 2ogopsm — a Kyda Halo omnpaenamb? [lomom Ha4vanu
cmapuieao ebi3bieamb. Hukmo, e npuHuune, moada ewe He 3Has, Kyda Hado ux omrnpaessnsme.
B obwem, mpu-yembipe pasa 80 8ce uHcmaHyuu omnpasusiu. B umoze 8 obwem, kyda Hado
amu doKymeHmbl npuwinuy, «[lompebosanu cripagky 0 mom, 4mo S 8 CrIucKe HauyuoHasibHOU
KomaHObl yXxe KakK 3 200a, HO makoe 8 cmaHOapme He yka3zaHo», «CompydHuku L|OHa
HeripasuribHO nodaesarsiu OOKyMeHMbI 8 20CopaaH, Mo3MmMoMy rnpuwiocs 3 Mecsaya ckumambcs u
Hos8bIl nakem dokymeHmMoes cobpames», AcmaHa
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Awnarpamma 26. OcHOBHble NOKa3aTenu no ycayre
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B 3aBucmmocTn ot mecTta nonyvyeHuna ycnyru, yoosneTtBOpeHHOCTb I'IOJ'Iy‘-I&TGJ'IGVI mMeHsieTcs. Ho
Aana cpaBHeHUA AaHHbIX He4OCTAaTO4HO,

Tabnuua 19. YA0BNETBOPEHHOCTb MO MECTY NOJIyYeHUsA YCayru

LIOH, N=174 4,76
LIOH, rocopraH, N=10 4,60
LIOH, 3oHa Egov.kz, N=1 4,00
3oHa Egov.kz B LIOHe, N=4 4,50
Be6-noptan Egov.kz, rocopran, N=1 5,00
Be6-noptan, LJOH, N=6 4,83
[ocopraH, N=5 4,40
Bcero, N=201 474

CnyyaeB HeoMUManNbLHOrO BO3HarpaXxaeHuss He HabnwogaeTcs, MMeeT MeCcTO OAMH Ccriyyan
NCNONb30BaHNs NNYHbIX cBsi3en n 3HakoMcTB (0,5%). OTmevaeTcsa obpalleHus ¢ xanobon Ha
KayecTBO oOkasaHus ycnyrm B yctHom copme — 1,0%. 88,0% pecrnoHaeHTOB [oBepsieT
ycnyrogaTtento, cpegHsas oueHka coctasuna 4,86 6anna.

MonyyeHnem gaHHOWM ycnyrn 3a4acTylo 3aHMManUCb HEe CamMu CMOPTCMEHbI, @ METOAUCTbI UNn
TpeHepa CMopTMBHON opraHmn3aunn. JInyHble cBsa3M U HeodmumanbHble BO3HArpaaeHUst HUKTO
HEe WCMonb30Ban M3 Y4YaCTHUKOB (OOKYC-TpynnoBbIX AucKyccuin. Kpome ykasaHHbIX Bbille
npobnem, oTMeYaeTcs HegocTaTok MHdopMauun O [MPUCBOEHUN 3BaHWUN, KaTeropumn
«npoueHmos 40 He 3Harom 0 rPUCBOEHUU», «MPEHEPA HE 3HAIOM, KaKasi Kameaopusi».

Mpouenypa gaHHOW yCNyrM He AOCTATOYHO npopymaHa, TpebyeT gopaboTku. Y nonyyartenen
yCrnyru MHOro NPeTeH3ni No A4aHHOW ycnyre:

«Bud cnnopma, komopbil 0ormKkHbI npuceoums «bopbba Ha rnosicax» omcymcmeoear 8 CrilucKe
npedocmasnsgemMbix ycrye. Ha mom mMomeHm ewe He eHeOpunu amom 8ud criopma 8 CrucoK
npedocmassnseMbix ycriye. lMpuwnoce noGasamb 3asierieHue Ha Opyeaol eud criopma
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«KaszaKkwakypec». Ha camom derie amo epybeliwas owubka 3ameHsmb 00uH eud criopma Ha
Opyaol, HO ebibopa He 6bino», LlbiMkeHm; «Ha kax0o20 criopmcmeHa npuxodumcs
3anosiHImb omoesibHoe 3asiefieHue u cobupamb ece OOKyMeHmbl, a omeem C AcmaHbl
npuxodum ¢ odHol bymMmaxkkol U HarucaHbl mam 8ce CroPMCMEHbI, MO €CMb XO0mesiocb bbl
yrnpocmumse rodady OOKyMeHmoe», AnMmambl; «He npedocmasunu opmy 3aseneHuss o
npuceoeHue wmacmepa crnopmay, [lasnodapckas; «B crnucke HauuoHarbHOU KOMaHOb!
criopmcmeH OormkeH bbimb 3 200a, HO makoe 8 cmaHdapme He HarucaHo, 80mM makue ecmb
npomueopeyue ¢ 3akoHOM (Komumem criopma nompeboegars) 6binu Koada nodaeasnu Ha
3acnyxeHHo2o mpeHepa PK», AcmaHa; «Ybpamb 3arnpem mpeHepam rnodasamb 3asi8Ku Ha
npuceoeHusi paspsida 0Ons ceoux cropmcmeHos», KapaecaHOuHckas; «[lpu mnodaye Ha
rnpuceoeHue pasdesiums rno kameaopusm - macmep, MCMU, KMC omdenbHo u sud criopma He
8 O0OHOU OducyunniuHe, a omoesibHO Kaxdyr, He o0bobwamb», 3KO; «B sHeape cdan
OOKyMeHmbI, rnonydun depe3 4-5 mecsaues. [llpuduHy 3adepxky mosikom He noHsn. [llpu
obpauweHuu 8 L|OH sece spemsi omknadbigasnu 68 ces3u ¢ omcymcmeuem 002080pEHHOCMU C
Komumemom criopma», AcmaHa; «lloxenaHue: xomesniock bbl, Ymobbl cdenanu mak, 4mo
MOXHO 6b1/10 bbI cpa3y eOuHbIM nakemom O0KYMEeHMOo8 0ghopMUMb Cpa3y 8CeX CrIopMCMeHOS8 -
8 00HOM 3asiefieHuUU C¢ OOHUM briaHKOM, a Ha Kax0020 CriopmcmMmeHa ebinucbigasiu brnaHk
3aseneHus», Anmamsi; «llpu ogopmneHuu KMC Hac Hanpasunu 6 YnpaerneHue criopma.
Okasarnocb Mbl Q0rmKHbI bbinu Harpasume 8 MuHUCmMepcmeo Kyrbmypbl U criopmay, AcmaHa;,
«CnopmusHbIli KOMumem He rocmasusn nevYame (3abbiniu) u3-sa 4yeao OOKYMeHMbI
8epHyrnucby, Akmobe; «3my ycryey He dosmkeH okasbieameb L|OH», AcmaHa; «XKenamerbHo
ymob criopmcmMeHamu 3aHuUMmarsnucb omaoersibHo», lNasnodapckas.

BbIBOABI U PEKOMEHAalUH 110 ycjiyre

Mpouenypa paHHon ycnyrn TpebyeT nepecmoTtpa ctaHgapToB. COKpaTUTb CPOKM OKasaHus
ycnyrn. Bo3moXXHOCTb nmogaun OOKYMEHTOB Ha MPUCBOEHWE CMOPTUBHOIO 3BaHUSA B TEYEHUU
LeCTn MecsaueB, Tak Kak CrMopTCMEeHbl MOryT He ycneBaTb B KOPOTKME CPOKM 3aHMMaTbCA
[AOKYMEHTMPOBAHNEM CBOVX JOCTWKEHUIN MEXAY COPEBHOBAHUSAMMU.

O6y4yaTtb, nosblwaTb rpamoTHOCTbL cneumanuctoB LIOHa no npouegype OaHHOW YCnyru.
YperynupoBaTtb B3aumogenctane mexagy rocopraHom n LilOHom.

OTcnexuBaTb CBOEBPEMEHHOE MOfyYeHNe YBEOOMIEHUS O TOTOBHOCTU [OKYMEHTOB,
Ay6nmpoBaTb Ha 3MEKTPOHHYIO MOYTY.

[ormkeH nn nony4YeHMeM 4aHHOW YCNyrn 3aHMMaTbCst cCam CNopTCMEH, NOATBEPAMBLLMIA CBOUMM
AOCTMDKEHVSIMUN KaTeropuio, 3BaHue, keanudukauno. OH yxe NPUNoXur MakCUMyM YCUIUIA,
AOCTUrHYB YPOBHS, HE0BX0AMMOrO 4115 NPUCBOEHUS 3BaHWS, KaTeropuu, paspsga v 1.4.

Bonee TOro, korga ycnyrononyyatenamun aBnatTcs aetn, «Podumenu ¢ mpydom udym e LJOH
Ons ogopmrieHuss paspsda Ons ceoux Oemelin, «Y omdernbHbix podumenieli 803HUKaom
mpyOHocmu ¢ oghopmeHueMm. Hem 3HaHul 8 amoul obnacmu, uHo20a cpedcme (mpaHcriopm u
m.rn)».

BoamoxHo, cam yl'lOJ'lHOMO‘-IGHHbII?I opraH [OOofmkKeH opraHm3oBaTb [OOKYMEHTUpOBaHUE
AOCTWKEHWI cnopTCcMeHa (anCBoeHme CNOpPTUBHOIO 3BaHUA, KBaJ'IVI(*)I/IKaLI,I/IOHHbIX KaTeropvn7| n

T.4.).
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13. Bbigaya NPOKaTHOroO ya0cToBepeHuns Ha puabm

Oo61masa nHdopmanmsa o rocycayre

locypapcTBeHHass  ycnyra okasbiBaeTcd MMHUCTEPCTBOM  KynbTypbl M cropTa
Pecnybnukn KasaxcrtaH.

MNpuem 3asBneHMs W Bbldaya pe3ynbTata oOKa3aHWs roCy4apCTBEHHOW YCryru
OCYLLeCTBNAETCA Yepes: KaHLensputo ycryrogaTtens, seb-noprtan www.egov.kz.

Cpok okasaHus rocyaapCTBEHHOW ycnyrn — 7 paboymx gHen.

dopma oKasaHus rocyaapCTBEHHOM ycnyru: 9NEeKTpOoHHas (4acTnyHo
aBTOMaTU3MpOBaHHas).

PesynbTaT rocygapcTtBeHHON YyCryrn — npokaTHOe yaocToBepeHue Ha dunbm, nnbo
MOTUBMPOBAHHLIN OTBET 06 OTKase.

dopma npegocTaBneHus  pesynbTata  OKasaHMA  roCyAapCTBEHHOW  YCRyru:
9NEeKTPOHHas.

ocypapctBeHHas ycrnyra okasbiBaeTcs 6ecnnaTHO (OU3NMYECKMM U IOpUANYECKUM
nvuam.

OCHOBHbBIE pe3y/abTaThbl HCCZIEA0BAHUA

YA0oBNeTBOPEHHOCTb KAYeCTBOM OKasaHWusa ycrnyru Bbidada rpokamHo20 yOoCmoeepeHuUsi Ha
¢unbm Ha ypoBHe 4,40 GannoB, AONS MNOMHOCTbIO YOOBIETBOPEHHbIX ycnyron — 57,1%
peCrnoHAEHTOB.

Ta6auua 20. OuEeHKM YA0BAETBOPEHHOCTM Ka4eCTBOM OKa3aHWUA FOCYAAaPCTBEHHbIX YCAYT NO pe3ysbTaTam 06LLecTBEHHOro
MOHWUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 1 4 10 20
KonnyectBo
0,0% 2,9% 11,4% 28,6% 57,1%
pecnoHaeHToB, N

Bcero 6b1no onpoleHo 35 pecnoHaeHToB, U3 HUx okono 100% nonyvanu ycnyry Yepes nopTtan
«3NEKTPOHHOrO NPaBUTENbLCTBAY. YCryra aBTomaTM3npoBaHa.

YOoBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTbIO MHGopMauuun ycnyrn 87,1%, B cpegHeM Ha
4,84 6anna. SCHOCTbIO U OOCTOBEPHOCTbIO MHGOPMaUUK MOMHOCTLIO yAoBneTBopeHbl 87,1%
pecnoHgeHToB (4,84 6anna).

YcnyrononyyaTtenu He COBCEM [OBOSIbHbI CPOKaMU MONYYEHUS YCRyrM 1 nogadent AOKYMEHTOB.
Mo pesynbTaTtam onpoca cpokamu ycrnyri yaoBneTBopeHbl 68,6% OMpOLLEHHbIX PeCNOHOEHTOB
(4,74 6anna). «MakcumanbHO COKpamumb CPOKU paccMompeHusi», «B cpedHem Ha O0OHO
3asereHue yxooum okosro 60 MUH. 3nekmpoHHasi nodaya rpasusibHasi, Ho OHa HeyOOobHasi»
AcmaHa.

YaoBneTBOPEHHOCTb npoueccoM cbopa M nogaynm OOKYMEHTOB Ha ypoBHe 4,69 Ganna wnu
74,3% pecnoHAEeHTOB yaOBNETBOPEHbI Ha 5 6annos.

«B crniyyae Heobxodumocmu (HC) Oamb 603MOXHOCMbL MoAydUMb yciyey 6 OymaxkHoU
opmer, «lpobnema c cepsepom. Hanpumep: [lpu nodaye OOKyMeHMO8 3asieka He
npukpennsemcsi. 3amemM 3asigeka nocmyrnaem 8 20copeaaH U 8bldaemcsi y0oCcmoeepeHUe, HO
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pesynbmam 8 ucmopuu He omobpaxaemcs. Npuxodumcs obpawamscs 8 MuHucmepcmeo ¢
npockbol rpedocmasums ydocmosepeHue 8 aeKmMpoHHOM sudey, «lopmasi pabomaem He
KOPPEeKmMHO, mo ecmb 8 MOMEHM 3ariofiHeHuUsi ecex OaHHbIX 6bIXOOUm, 4YmoO Cepsuc He
docmyneH. Takum obpa3om, ripuxodumcs 3aHO80 8ce OOKyMEHMbI 3azpyxamb 8 ropmarl.
Bboigaem, nopman 2-3 OHA 3agucaem, a y Hac 3gupHoe epems. M3-3a Ooneoz2o rnpouyecca
rnodayu 3asierieHUs1 meseKkaHar rnoHecem OOMOSIHUMEsbHbIE (hUHaHCOo8bIE 3ampambl, MOMoMy
ymo amo acbup 3apaHee pacriucaH», «llpu 3azpy3ke OoKymeHmMos cucmema e0pya He
docmynHa u rnpuxodumcsi ece C Hyns 3azgpyxamb. B pe3dynbmame 00HO 3asigreHue
nocmyrnaem 8 20copeaH HECKOMIbKO pa3. 3azgpyxaewb OOKYMEHmMbI U 3mO HUKak
omobpaxaemcs. M3-3a 3mozo mMbl 6e3 KoHUa 3agpyxaem 0OHO U MO Xe 3as8/1eHUe HECKO/IbKO
pas. [lomom 380HSIM C 20copa2aHa U OMKIIOHSIM me 3asi8/1eHusi, Komopable npodybnuposaHsbi.
3mo 3aHumaem epemsi y Hac U y aocopaaHa», «M3-3a Ooneol nodadyu OOKYMEHMmMOs,
CHU)Xaemcsi Kadecmeo ycriyeu. B uenom meHsi ycmpausaem, ewe pa3 rosmoproCb Kpome
pabombi nopmanay», «ns nodaqyu 3asi8nieHUs Hy>KHO 8 riopmairl 3agpy3ums 8ce OOKyMeHMbI
o0HoMm PDF ¢baune. meemcsi oepaHudyeHue ro pasmepy c¢padna. lNpumepHo 50 cmpaHuy
6ydem e o0Hom PDF ¢padne. 3mo o4eHb 6onbwol pasmep, [N03MOMy cpasy He
3aespyxaemcsi».

«B JIK cmosin cmamyc 3aseneHue 8 obpabomke yesnbit mecsy. lNomom Mbl Hadarsnu 360HUMb 8
1414. Ham omeemuru, 4mo Hawezo 3as16/1eHUs Hem U He 6bI/10, YMO Mbl HE mamM CMOMPUM U
He mo Oenaem», «C hopmamuposaHuem daHHbIX bbinia cepbe3Has rpobrema, msxesno bbiio
3aepy3ume Ha riopmar».

Ounarpamma 27. OcHOBHble NOKa3aTenu no ycnyre

B [onna oueHMBLWKX HA 5 6annos, % == CpeaHuii 6ann
4,95 95

87,1 87,1

4,85
85

4,75
75
4,65
65
4,55

4,45 55

4,35 45

CoTpygHuKM rocopraHa oveHb Tepnenumebl U Bexnuebl. CKONbko Obl Npobnem He BO3HMKarno,
OHW OYeHb YBaKUTESNbHO OTHOCATCA K HaMm. 82,4% pecnoHO4EeHTOB OOBEPSIOT ycnyrogatento,
cpenHssa oueHka coctaBuna 4,74 6anna.

Cny4aeB HeodumLManbHOro BO3HarpaxaeHwss He HabniogaeTcsi, MMeeT MEeCTO OAWMH cryyaw
MCNONb30BaHUSA NUYHBLIX CBA3EN M 3HAKOMCTB (2,9%). OTMevatoTcs obpalleHus ¢ xanobon Ha
KayecTBO okasaHusa ycnyrn — 11,4%, n3 Hux B nuceMeHHon opme — 5,7% un B ycTHON — 5,7%.
Y[0BNeTBOPEHHOCTb pe3ynbTatoM obxanosaHua — 3 6anna.
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KommeHTapun ycnyrononydatenen no ycnyre: «[lpednazato paszdenumb OaHHytO ycryay Ha
dse: ydocmosepeHue Ha ¢unbM u ydocmosepeHue Ha menecepuar. Tak Kak Ha menecepuarn
Ha4YuHaewb roGagamb OOKyMeHMbl rapasnesibHo €O CbeMKoU», «[JonosHumernbHble
OOKYMEHMbI HY>XHO yKasbieamb 6 cmaHdapme. Harnpumep, aHHoOmauusi K uibmMy»,
«lpodneHue npas npederibHO yrpocmums. VHopmayus o ¢unbme umeemcsi 8 b6ase, 8
CKpernku npuknadbieame 002080p O fnNpoldreHuUU 0oz2oeopa ¢ rnpasoobradamernem, U 3mMo20
66110 661 docmamoyHoy, «AHHOMauusi ¢hurnbMma ¢ redambto. CKaHUPOBAHHbLIU eapuaHm
nompebosasnu. He noHumaro, 3a4eM 3mMoO HYXHO 3asepsimb rnedameto. Mbl Xe He sensemcs
npouseodumernem. Mbi npocmo ogopmsem npokamHoe ydocmoeepeHuey, «amb
B803MOXHOCMb yKa3amb CmpaHy-npou3eodumerisi npou3eedeHUsT 8Py YHYIO»

BbIBOABI U PEKOMEHAalUH 110 ycjiyre

OcHoBHble NpobGnemMbl CBsA3aHbl C TPYAHOCTAMU MOA4AYM AOKYMEHTOB Ha mopTarn 3NeKTPOHHOro
npaButenbcteBa. Bce TexHuyeckne HenopaboTkM Ha nopTane AOMKHbI OblTb YCTPaHEHbI.
3akpenuTb oguUManbHO BO3MOXHOCTb MPUHSATUS OOKYMEHTOB B OymaxHou dopme npu
HegopaboTaHHbIX MHPOPMAaLMOHHBIX CUCTeMax rocopraHa.

BakHO, 4TODObI BECb MpoLecc nonyyYeHns ycrnyri 6bin npospadeH. Ycnyrononyyatenb OOMKEH
BUOETb CTATyC C MOMEHTa OTMNpaBky AOKYMEHTa 40 MOMEHTa rOTOBHOCTU JOKYMEHTa: «4mobbl
MOXHO 6bifl0 Mpociedums cmamyc 3asiefieHus], Harpumep, 3asiefieHue MpuHSIMo, 3asiefeHue
nepedaHo 8 20copaaH, 3asieieHue paccMampusaemcsi U mak daneex.

PaccmoTpeTb NpeanoXeHust ycrnyrononyyaTternen, Hackoribko OHW LienecoobpasHbl U MPUHATb
Mepbl A1 COBEPLUEHCTBOBAHUSI M ONTMMU3aLMM NpoLeaypbl JaHHOW yCrnyri, B TOM Y1Che U Mo
Cpokam NpeaocTaBneHns yCryriu.

14. NpepaocraBneHne 3KoNOrM4ecKon nHpopmauum

061asa nHpopmManmsa o rocycayre

[ocypapcTBeHHas  ycnyra okasbliBaeTcs  PecnybnukaHCKMM  rocygapCTBEHHbIM
npeanpusTMeM Ha npase XO39NCTBEHHOro BegeHns "MHpopMaunoOHHO-aHaNUTUYECKUA LIEHTP
OXpaHbl OKpyXatoLen cpeabl”.

Mpuem [OKYMEHTOB M Bblgada pe3ynbTaToB OKa3aHMs roCydapCTBEHHON yCnyru
OCYLLLECTBNATCA Yepes: [ockopnopaumio, KaHUEnNsapuio yenyrogatens.

Cpok okasaHus rocygapctBeHHon yenyrn — 10 paboumnx gHen.

dopma okasaHusi rocyaapCTBEHHOW ycnyru: GymaxHas.

PesynbTaT oka3aHusa rocygapCcTBEHHOW yCNyru: akonorndyeckas nHgopmaums.

dopma npegocTaBneHus pesynbTaTa okasaHusa rocygapCTBEHHON ycnyrn: BymaxHas.

FocymapcTBeHHas ycrnyra okasbiBaeTca Ha 6ecnnaTHOM OCHOBe, (bu3Myeckum wu
IOPUANYECKUM NnLam

OCHOBHBIE pe3y/abTaThbl HCCTIEA0BAHUA

YaoBNeTBOPEHHOCTb  KayecTBOM  okasaHua  ycnyrn  [IpedocmaesnieHue  3Kosioaudeckol
UHghopmayuu Ha ypoBHe 4,86 6annos, AoNs NOMHOCTLIO YOOBMNETBOPEHHbIX ycnyron — 85,7%
PECMOHAEHTOB.
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Ta6nuua 21. OueHKU yAOBNeTBOPEHHOCTU Ka4eCTBOM OKa3aHUA rocyfapCcTBEHHbIX YCNyr No pe3ynbTaTam o6LwecTBeHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHToB 0 0 0 1 6
Konunyectso 0,0% 0,0% 0,0% 14,3% 85,7%
pecrnoHaeHToB, N

Ycnyronony4artenen no gaHHOW ycnyre kpanHe mano. bbino onpoleHo 7 Yenosekx.

Mpouenypa nNo [AaHHOW Yycnyre Ans PEecrioHOeHTOB [OOCTaTOYHO MpocTa M MOHATHA.
COOTBETCTBEHHO MO JaHHOMY KPUTEPUIO MAKCMMarbHO BbICOKMI YPOBEHb YAOBNETBOPEHHOCTU
— 5 6annoB. KoMneTeHTHOCTb, ONeEpPaTUBHOCTbL M BEXIMBOCTbL NMepcoHana ycrnyrononyyarenu
OLeHUNN JOCTAaTO4HO BbICOKO - 4,86 6anna (85,7%).

[oBONbHbLI PECNOHAEHTBI 1 JOCTOBEPHOCTLIO NONy4YeHHoW nHdopmMauun — 4,86 6anna (85,7%).
Mo AOCTYNHOCTM MHpOPMaLIMM OLLEHKN YyTb HKe — B cpeaHem 4,42 6anna (71,4%).

«MHpopmayusa 6bin GocmyrnHa Ha calume, 4Yepe3 HeKkomopoe 8pemMs rpornana, fpuusioch
examb U y3Haeamb Ha Mecmey», «)KenamesnbHo ygedoMmssimb O 20mMOB8HOCMU OOKyMeHma.
Mamepuaribi Mou bbinu 20moebl paHbWe».

CpeagHun 6ann no cpokam nonydexHus ycnyrm — 4,28 6anna (57,1%). Cpeaun noxenaHun
pPecnoHOEHTOB — COKpaLLleHe CPOKOB NPeAOCTaBMNEeHUs YCNyru.

Ounarpamma 28. OcHOBHble NOKa3aTenu no ycnyre

I [onna oueHMBWKX HA 5 6annos, % == CpeaHuii 6ann
100 100

5,20
5,10
5,00
4,90
4,80
4,70
4,60
4,50
4,40
4,30
4,20

85,7 85,7 85,7 85,7

Puck koppynuum npu  nonydeHum ycnyrm  otcytctByeT. CnyyaeB  HeodumumanbHOro
BO3HarpaxgeHns W WCMOMb30BaHMSA JIMYHbIX CBSI3€M U 3HAKOMCTB HE OTMeuvalTcs.
MakcumanbHbIN YpOBEHb JOBEPUSA MO AAaHHOW ycryre B OTHOLWWEHMM yenrogatens (5 6annos).

BbIBO/bI M peKOMEH/Jaluu 10 yciyre
Ycnyra goctaTtoyHo npocTa M AOCTynHa Ans ycnyrononyyartenein. Ho ecTb Heo6xooMMoCTb

paccMoTpeTb BO3MOXHOCTb COKpalleHUA CPOKOB, yYUTbiIBad TO, YTO ycnyrononyaneneﬁ no
faHHom ycnyre orpaHn4eHHoe Konn4ecTBoO.
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dopma npenocTaBfeHnst 3KONorMyeckon MHopMaumm no craHgaptam B OymaxHow dopwme.
HaHHyto ycnyry Heo6xoauMOo NOMHOCTBIO aBTOMaTU3NPOBaTh U NPefoCTaBNATb B SNIEKTPOHHOM

dopme.

XenatenbHo He xaaTtb 10 gHew, yBegoMNsTb yCnyronosyyartens o FoTOBHOCTU MaTepuaros.

15. AtTectauma nepcoHana, 3aHATOro Ha obbeKTax ucnonb3oBaHUA aTOMHOM dHeprumn

O61masa nHdopmanusa o rocycayre

ocypapcTBeHHas ycrnyra okasbiBaeTcss KoMUTETOM aTOMHOrO W SHEepreTuyeckoro
Hag3opa n KoHTponst MuHuctepcTea aHepreTukm Pecnybnvkm KasaxcTaH.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs rocy4apCTBEHHOW ycnyru
OCYLLIECTBNSAETCA Yepes KaHLensapuio ycnyrogatens.

Cpok okasaHus rocygapcTBeHHon yenyrn — 30 KaneHgapHbIX AHEN.

dopma okasaHusi rocyaapCTBEHHOM yCnyru: BymaxHas.

PesynbTaT oOKasaHua  rocydapCTBEHHOW  ycryrm —  Bblgaya  npoOTOKOna,
yAOCTOBEPSAIOLLEro pesdynbTaTbl MPOXOXAeHUsa atTectauumm, MMbo MOTUBMPOBAHHbLIA OTBET 06
oTKase.

dopma npegocTaBneHns pesynbTarta OkasaHUs rocyaapCTBEHHOW yCcrnyrn: GymakHas.

FocypnapcTBeHHas ycriyra okasblBaeTcs Ha 6ecnnaTtHOM OCHOBE (PU3MYECKMM Nnuuam
(oanee — ycnyronony4arenb).

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YOoBNEeTBOPEHHOCTb KayeCTBOM OKa3aHus ycryru Ammecmauyus repcoHarna, 3aHsimoz20 Ha
obbeKkmax UcCrosib308aHUsI amoMHOU 3Hepauu Ha ypoBHe 4,77 6annoB, Oonsi MONMHOCTLIO
yaoBneTBopeHHbIx ycnyron — 82,9% pecnongeHToB. Beero 6bimno onpolleHo 35 pecnoHAeHTOoB.

Tabnuua 22. OueHKu YAOBJIeTBOPEHHOCTU Ka4eCTBOM OKa3aHUsA rocyfgapCTBeHHbIX yCIyr no pesyribtTatam o6LWwecTBEHHOrO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ona pecnoHaeHToB 0 1 0 5 29
Konunuectso 0.0% 2.9% 0,0% 14,3% 82,9%
pecnoHaeHToB, N

PecnoHaeHTbl OBOSbHBI CaMON MPOLIECCOM NOAayuM LOKYMEHTOB, CPOKaMM NOSTy4YEeHUs YCNyrn.
B pesynbTate uccneposaHusa 85,7% ONPOLLEHHbIX PECNOHAEHTOB yOOBNETBOPEHbI CPOKaMm
oKasaHusa ycnyru, oueHuB ycnyry Ha 4,86 6anna B cpegHem. 85,3% ycnyrononydareneu
A0BONbHbI COOPOM K NOAroTOBKOM AOKYMeHTOB (4,85 Ganna). XoTa BCTpedvalTcsa crydawm,
Korga B [OOKyMeHTax fonyckaiwT ownbkn. «Owubku b6biiu e OoKymeHmax. HenpasurnbHO
Harnucanu umMs U om4ecmeo»

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 82,9% ycnyrononydatenen (4,83 6anna).
BexxnnBocTb coTpydHukoB ygosneTBopuna 88,6% pecnoHAEeHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,86 6anna. OnepaTMBHOCTbIO COTPYAHUKa YyAoOBNeTBopeHbl 82,9% pecnoHaeHToB
(4,83 6anna). «CompydHuUKu Monodubi, ece 0bbsiCHSlom, 20e, Koz20a, CKO/IbKO 6PEeMEHU,
ecmpeyvarom Ha exode»

MeHee [OBOMbHbI ycnyronony4yaTeny OCTYNHOCTbIO U OTKPLITOCTBIO MHAOPMaLMN — OLEeHWUNn
B cpegHem Ha 4,76 6anna (76,5%). SACHOCTbIO M [OOCTOBEPHOCTbI MHOpMaLun
ypoBneTBopeHbl 82,4% pecnonaeHToB (4,79 6anna).
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80% pecrnoHaeHTOB [0BepsaIoT ycnyroaaTtento, CpeaHsas oLeHka coctasuna 4,8 6anna.

Ounarpamma 29. OcHOBHble NOKa3aTenu no ycayre

5,00 B [onna oueHMBLWKX HA 5 6annos, % == CpeaHunii 6ann 95

4,95 88,6 90
85,7

4,90 853

4,85
4,80
4,75
4,70

4,65

Cny4yaeB HeoMLUManbHOIrO BO3HArpaXXaeHns 1 UCMornb30BaHUS NINYHBIX CBA3EN U 3HAKOMCTB He
oTMevatoTcs. XKanob, crnyvyaes HeoUUMANbHOrO BO3HArpaXKaeHUst U UCMOMNb30BaHUA NINYHbIX
CBA3el U 3HAaKOMCTB He HabnoaaeTcs.

BbIBOJbI M peKOMEH/JaluM 10 ycayre

Ycnyry B LenomM pecrnoHAeHTbl oueHuny xopowo. o aaHHon ycnyre cywectsyeT npobnema c
KauyecTBOM MHpOpMaLIMM 1 ee AOCTYMHOCTLIO.

BaxxHo obecneunTtb AOOCTYNHOCTb MaTepuanos Anda NnoAroTtoBkM K atrectauunn.

16. Mpu3sHaHue n HocTpudpmrKaumna A0OKymeHTOB 06 06pa3oBaHUmU

061masa nHpopmManmsa o rocycayre

locypapcTBeHHaa ycnyra okasbiBaeTcd KoMuTeToM NO  KOHTponw B cdepe
obpasoBaHua n Haykm MwuHucTepctBa obpasoBaHus u Haykm PK, PecnybnukaHckoe
rocyfapCcTBeHHOe MpeanpuaTue Ha npaBe XO3dWCTBEHHOro BefeHus "LleHTp BonoHckoro
npowecca n akagemmdeckorn mobunbHoctn" MuHucTepcTea obpasoBaHus n Hayku PK.

Mpuem 3asBneHns w Bblgadya pesynbTata oOKasaHWs rocygapCTBEHHOW ycnyru
ocyulecTBnATCA Yepes fockopnopauuio.

Cpokn okasaHus rocygapCTBEHHOW ycnyru: Bapbupyetca B npegenax ot 15 go 45
pabo4mx gHen.

dopma okasaHusa rocygapCTBEHHOW ycnyrn: bymaxkHas

PesynbTaT oOKkasaHus rocyAapCTBEHHOM YCrnyrM — yAoCTOBEpeHue O npusHaHum/
HOCTpudUKauumn JokymeHToB 06 o6paszoBaHum unu ero gybnukart.

dopma npegocTaBneHns pesynbTarta OkasdaHUsa rocygapCTBEHHOW ycrnyrn: GymaxkHas.

CocymapcTBEHHas ycnyra oka3blBaeTCs Ha NNaTHOW OCHOBE (PU3NYECKUM NULAM.
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OcHOBHBIE pe3yJbTaThl UCC/IeJ0BaHUA

YO0BnNeTBOPEHHOCTb Ka4eCTBOM OKasaHus ycnyru [pudHaHue u Hocmpugukayusi OOKyMeHmos
06 obpasosaHuu Ha ypoBHe 4,53 Gannos, OONSA MOMHOCTbIO YAOBMETBOPEHHbIX YCNYyrom —
61,7% pecnoHaeHToB. Becero 6bimno onpolweHo 201 pecnoHaeHTa.

Ta6bauua 23. OLueHKM yA0BNETBOPEHHOCTU KaueCcTBOM OKa3aHUA rocyAapcTBEHHbIX YCAYr MO pe3yibTaTam 06LecTBeHHOro
MOHUTOPUHrA

1 6ann 2 banna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHToB 1 1 12 63 124
Konmectso 5% 5% 6,0% 31,3% 61,7%
pecnoHaeHToB, N

66,5% pecnoHOEHTOB yOOBMNETBOPEHbI AOCTYNHOCTLIO N OTKPLITOCTBIO UH(pOpMaLmMK No ycnyre,
B CpedHEM oueHka coctaBuna 4,56 6anna. ACHOCTbIO M OOCTOBEPHOCTBLIO MHGOPMaUUN B
NOMHOW Mepe yaosreTBopeHbl 67,9% pecnoHOeHTOB. YYacTHUKM Onpoca OUEHWNN AaHHbIN
KpuTepui Ha 4,58 6anna.

69,2% nony4aTtenewn ycnyru yaoBneTBopeHbl COOPOM 1 NOAroTOBKOW AOKYMEHTOB (4,62 6anna).

PesynbTaTbl MccnegoBaHus nokasanu, YTo pecrnoHAEeHTbl He COBCEM yOO0OBNETBOPEHbI CPOKaMm
oKasaHus ycnyru, oueHmB Ha 4,5 6anna gaHHbIi kputepun (64,5%). 1o MHEHMIO MHOMMX
PECMNOHAEHTOB CPOKM HEOBXOANUMO COKPaTUTbL, €CTb NpeasioxeHnst — oo 20 gHen.

«lo moel crneyuanbHocmu MHO20 6bi10 dokymeHmos. [Toamomy ckasanu 8 me4veHue 4-x
mecsiues 6ydem eomoe omeem», 3KO, «Ha Hedeno 3adepxanu rno cpokam. Ckasanu o
MEeXHUYECKUM rnpuquHam, npu 3mom MHe 0380HUNU U rpedynpedunu», AKMonuHckas; «onzo
oxudan pesyrnbmam ycriyau, OKono 2 mecsayes», Ambipay, « CpoKu o4eHb dorizue. Bce-maku
x0amb 45 OHel, amo mHO20», «Camu 380HUM, 4mobbl ydocmosepumbcs, Oowiu Jiu
OOKYMEHMbI».

HeBbicokne Gannbl No xapakTepuctnkam nepcoHana. KoMneTeHTHOCTb COTPYAHUKOB OLIEHUNN B
cpegHeM Ha 4,55 6anna (64,1%). Y40OBNETBOPEHHOCTbL BEXITMBOCTLIO COTPYAHUKOB Ha YPOBHE
4,62 6Ganna (67,5%). OnepaTMBHOCTbLIO COTPYAHWKA YyaoBneTBopeHbl 62,0% pecnoHOeHTOB
(4,51 6ann).

«[ocmynHo Hu4ee2o He obwbsicHsom. Moeym ka3amb «CKornbKO MOXHO 380HUMb!» 3KO;
«CmorskHyrncs ¢ pagHodywiuem u 2pybbiM omHoweHuem», «[leaxdbl Harpasisin OOKYMEHMbI»,
Ameipay; «CompyOHUKU He 8epHO 0ghopMusiu nakem OOKyMeHmos8. 3amemue 3mo Mo380HUU
u u3zsuHunuck. B ces3u ¢ amum npuwnock x0ame He 30 OHell, a 60 OHeli», KocmaHalicKkas,
«CompyOHUKU 380HUMU U y3Hasanu y Opyaux Kak [MPUHSMb U [pasusibHo 0gopMUMb
O0KyMeHmMbI. ImMo 3aHAMo ornpedeseHHoe speMs», « OOuH O0KyMeHm 08a pa3a 3anpawusanuy,
Acmana; « CompydHUKU He pasfudarom fpusHaHue u Hocmpucgukayuror, BKO.
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Awnarpamma 30. OcHOBHble NOKa3aTenu no ycayre

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann
4,68 69,2

67,5 67,9
66,5

69,8 71

4,63

4,58

4,53

4,48

Hanbonee HU3kmn Gann nosyyeH NoO yAOBMETBOPEHHOCTU onnarton u coctasun — 3,85 6anna.
Tonbko 35,1% ONpoOLIEHHbIX PECNOHAEHTOB OTMETUMNN YOOBMETBOPEHHOCTL onnaTon. Huskun
YPOBEHb YOOBMNETBOPEHHOCTU CTOMMOCTBIO YCMyrM, BO3MOXHO, CBSI3aH C TEM, YTO MHOrvMe
ycrnyrononyyatenu SBRSOTCA MOMoOAbIMUA CleunanncTaMy, TOSNbKO OKOHYMBLUMMW BbICLUME
yyebHble 3aBeaeHus. «Hy, okorno 25 meicay meHee. Ho ece pasHo, amo bbem no KapmaHy,
mem 6oniee 0nsi Monodoeo crneyuanucmay, «HyxHo cHuzumb cmoumocms ycriyau. 15000
meHae — s cyumaro, 4mo amo dopoz2o», Animamsl;, «He coenacHa ¢ onniamodu. 5enssce
epaxdaHuHoMm PK He coenacHa ¢ mem, Ymo Hado ornaqyueamse 0aHHyr ycryay», BKO;
« YMeHbwumb ornnamy u CPOKU, maK Kak rnocrie y4ebbl MHo2ue He mpydoycmpoeHbl», AcmaHa.

[pyrve KOMMeHTapun pecnoHAeHTOB: « Creyuanucm mpaHCcrnopmHol MEeXHUKU U MEeXHOI02uu,
xoms bonbwe nodxo0um opeaaHu3auus rnepeeol3ok. Hy, a He cmas ¢ amum criopumey;
«lpobnema 8 mom, ymo emecmo Hocmpugukayusi OOKYMEHMO8 MHE yKa3asu Mpu3HaHue, a
MHe He HYXHO npusHaHue», BKO; «B npouecce Hocmpucbukayuu bbiria npuceoeHa Opyeas
keanugpukauyusi»,  KbisbinopduHckas,  «[ns  cneyuanucmoe — ¢hapmauesmos  Hem
Heobxodumocmu rnpu3HaHus OokymeHmos 06 obpa3zosaHuu u 06 3amoM Hem HuKaKkoul
uHgopmayuu», BKO; «Mompebosanu nepenucky ¢ yHueepcumemom. He L|OH, a aocopaaH»,
AcmaHa.

[onsi pecnoHaeHTOB, JoBepAWNX ycnyrogaTento coctasuna 69,8%, cpegHas oueHka - 4,59
6anna. PesynbTaTbl uMCCNegoBaHMA MokKasanu, YTO Mpu  MONYYEHUW [OAHHOW  YChyrw,
BCTpeyalTcsa crnyyvyanm HeodumumansHoro BosHarpaxgeHus (0,5%) u ncnonb3oBaHUA MUYHbIX
cBAsen n 3HakomcTB (1,5%). [ons xanob B ycTHon popme coctasuna 2,5%.

BBIBObI M peKOMEH/AAIUM 110 yCyTe

NHdopmauus no npoueaype nosydeHnst YCnyru, KOHTakTHas MHGopMaums pa3MelleHa Ha Be6-
noptane ycnyrogaTens, HO TeM He MeHee, Yycnyrornonydyatens OTMeYalT HeOoCTaTok
nHpopmaummn. HeoGXxoanMo MCNoNb30BaTh PasnnYHblE KaHarbl Ans NOBbILWEHUS FPaMOTHOCTM
camux ycnyronony4dartenen, Becti hopyMbl Ans 06CyaeHus.
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PaspaboTtatb nogpobHbIA anropMTM npoueaypbl okasaHusa ycnyrm ansa cotpygHukos LJOHa.
TpeboBaTb 0T paboTHukoB LIOHa Bcex HaHCOB MO NPU3HAHWIO/HOCTPUdUKALUN OOKYMEHTOB
HeT cMmbicrna. Ycnyrononyyarenu gofmkHbl ObiTb 6onee rpamoTHbIMKM B 3TUX Bonpocax. 1 B aTom
3akntovaeTcsa 3agada ycnyrogatens.

PaccmoTpeTb BO3MOXHOCTb COKpaLlEHUs CPOKOB NpeaoCTaBneHus YCrnyrm u  onnatbl.
O6ecneuntb NpPo3padHOCTb BCEX 3TAMOB Mpoueaypbl OkasaHus gaHHow ycnyru: «[lpouedypy
Hado cdenameb omkpbimol. Heobxoduma rnpo3padyHocme, 4Ymobbl MOXHO Obi10 omcsiedume
cmamyc 8bIrofIHEHUS 3arnpocay.

BHeapuTb anekTpoHHy0 hopMy nogadm AOKYMEHTOB.
17. AKKpeauTaumua cy6beKToB HayyHOW U (M1n) HayyHO-TeXHUYECKO AeATeNbHOCTH

O61masa nHdopmanusa o rocycayre

FocymapcTBeHHast  ycnyra  okasbiBaetca  KomuteTom MuHucTepcTBa
obpasoBaHusa 1 Haykn Pecnybnukmn KasaxcrtaH.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs rocy4apCTBEHHOW ycnyru
OCYLLIECTBNAOTCA Yepes: kKaHuensputo ycnyrogatens, fockopnopauuto.

Cpokn okasaHus rocygapCTBEHHOM ycnyru: topugudeckne nuua — 30 KaneHgapHbIX
AHen; dusundeckne nuua — 10 kanenHgapHbIX AHEN; B Cryvyae U3MEHEHUs hamunmm, UMeHu,
oTyectBa (pu3mMyeckoro nuua u (MNK) HaMMEHOBaHMA W MecTa HaxoxgeHua — 20
KaneHgapHbIX OHERn; B cnyyae yTepu cBugetenbctBa o6 akkpegutauum — 15 kaneHgapHbIX
OHEN.

dopma okasaHunsa rocygapCTBEHHON ycnyru: OymakHas.

PesynbTaT okaszaHusa rocygapCTBEHHOWN yCnyrm — cCBUAETENbCTBO 06 akkpeamTaumm.

dopma npenocTaBneHns pesynbTarta OkasaHUsa rocy4apCTBEHHOW yCryrn: GymakHas.

FocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnatHO (PU3MYECKUM U HOPULMNYECKUM

nuuam.

HayKku

OCHOBHbBIE pe3y/abTaThbl HCCZIEA0BAHUA

Ya0BNeTBOPEHHOCTb Ka4eCTBOM OKasaHus ycnyrn Akkpedumauyus cybbekmoe Hay4yHoU u (unu)
Hay4yHO-mexHu4Yyeckol desmenibHoCmMu Ha YypoBHe 4,62 6Gannos, [ONAsS MNOMHOCTbIO
yOOBMETBOPEHHbIX ycryron — 66,2% pecnoHaeHToB. Becero 6bino onpoweHo 65 pecrnoHaeHTa,
NpaKkTUYeCKn BCe NOMy4nnn ycnyry 4epes rocopraH.

Ta6bauua 24. OueHKU yA0BNETBOPEHHOCTM KaueCTBOM OKa3aHUA rocyAapCTBEHHbIX YCAYr No
pe3ynbTatam 06LLECTBEHHOIO MOHUTOPUHrA

1 6ann 2 banna 3 6banna 4 6anna 5 bannos
Honsa pecnoHOeHTOB 1 0 0 21 43
Konmuectso 1,5% 0,0% 0,0% 32,3% 66,2%
pecnoHaeHTos, N

[OCTYNHOCTBIO U OTKPBLITOCTBI MHpOpMaLMK yCnyru yaoBneTBopeHbl 72,3% pecnoHAeHTOB, B
cpegHeM Ha 4,70 Ganna. SACHOCTbIO M OOCTOBEPHOCTbI  WMH(OpMaLMM  MOMHOCTLIO
yaosneTtsopeHbl 69,2% pecnoHaeHToB (4,67 6anna).
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«Calim 3anymaHHbIl. Yumaewb OOKyMeHmMbI, a nomom 8uduulb, 4mo OHU ycmapernu yxe — a
mam Hado rnepexodumb MO CCbifike, 4YMobbl yeudempb HO8ble OOKYMeHMbI. MHO20 HeHyxHoU,
ycmapeswel uHgopmayuu. CompyOHUKU 20CydapCmeeHHbIX op2aH08 OO/MKHbI criedumb 3a
calimom, 4ymobbl Ham rnocodelicmeosamsb, YmMobbl Ham bbIo fieaye, MOMOYb KaK-mox.

B pesynbTaTe uccrnegoBaHusa yAOBNEeTBOPEHbI CPOKaMM OokasaHus ycrnyrn 65,6% v npoueccom
cbopa 1 nogaym gokymeHToB 59,4% OnNpoOLLEeHHbIX PeCNOHOEHTOB.

«3Omo oueHb Kporniomauebii mpyd. Cobpamb Heobxo0umo O4YeHb 6onbwol nakem
OoKymMeHmauuu: ece do2o8opa, ece AOKyMeHMbI, Kornuu. XKenamesibHo 6b110 6b1 yripocmuma»,
«3-4 Kopobku bymaz yxoOum Ha Koruu OOKYyMEHMOo8».

YcnyrogaTento cTout ob6paTuTb BHUMAHUE Ha Tpebyemble AOKYMEHTbI NS NOMYYEHUs YCryru,
TaK Kak camasi HM3Kasi y4OBMeTBOPEHHOCTb ycnyronosnyyartenein Obina oTMedeHa MMEHHO Mo
AaHHOMY KpuTeputo. WHoraa oTkasbl B MOMYYEeHWM YCryr, MO CrioBam pPEecrioHAEHTOB,
BO3HMKaIOT TONbKO M3-3a HECOOTBETCTBUSA B HA3BaHUSIX OKYMEHTOB. [1OKyMEHTbI NPUHUMAaKTCS
cornacHo ornpefeneHHbIM CcTaHgapTam. Hanpumep, cornacHo cTaHgapTy, HeoGXoAMMO
NPEAOCTaBUTb «OTYET», a Yy YCrnyrononyyatensi AaHHblN JOKYMEHT Ha3biBaeTCs «3aKIoUYeHme».
HecmoTpsi Ha To, YTO codepXaHue OOKYMEHTOB OOMHaKOBOE, opraHu3auusi nonyyaeT oTkas B
NpenocTaBneHnn AaHHOW YCNyrn ¢ OTMETKOM «HEecoOTBEeTCTBME B AOKYMeHTax». TO eCTb He
yuynTbiBaeTCs cneumdmrka esTeNnbHOCTU OpraHn3aUmn.

«Cymb 00Ha 0oKymeHmos. HasgaHusi pasHbie. Cpa3y nuwym — Hecoomeemcmeue»

66,1% ycnyrononyyatenen BbICOKO OLEHWUM KOMMNETEHTHOCTb COTPYAHMKOB, YTO B CpegHeMm
coctaBuno 4,55 6anna. BexnuMBocTb COTpPyAHMKOB Ha ypoBHe 4,52 6anna ygosnetBopuna
64,3% pecnoHaeHToB. KpuTeprnem onepatuMBHOCTb COTpPyAHWKa, Habpaswum 4,52 6Ganna,
yaosneTBopeHbl 60,7% OnpoLUeHHbIX ycryrononyyaTenen.

71,9% pecnoHaeHTOB AOBEPSAIOT yCryrogaTernto, CpeaHsasa oueHka coctasvna 4,68 6anna.

Ounarpamma 31. OcHOBHble NOKa3aTenu no ycnyre

4,80 B [onAa oueHMBWKX HA 5 6annos, % == CpeaHuii 6ann
4,75 72,3 71,9 73

4,70 70
) 4,68
4,65 65

4,60
60
4,55
55
4,50

4,45 50

4,40 45

B xopme npoBegeHus nccnepoBaHUs HU Y KOrO M3 OMPOLLEHHbLIX PECMOHAEHTOB, MOMYyYMBLUNX
OaHHyl0 ycnyry, He Obino nosBoga Ansa »xanob. Takke He Habnwoganocb criyyvyaes
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HeodmUManbHOro Bo3HarpaxaeHus. OpHako, Obin OTMeYeH OAUH Cnyvan UCNOSfb30BaHUS
NNYHBIX cBsi3en n 3HakomcTB (1,5%).

YyacTHMkaMmm OOKyC-rpynnoBbIX AUCKYCCUMM Obllo OTMEYEHO BBEOEHWE [AaHHOW ycnyrn B
nepeyeHb ycnyr, npegocrasnsemsix LLOHamu. o MHeHuto yyacTHukoB O aTo oveHb yao6Ho.
«[aHHyro ycrnyey He mak OasHo esesu 8 LJOH. 3mo HamHoz20 ydobHee, 0o amoz2o obpawasnuck
8 Yro/IHOMOYeHHbIe opeaaHbl. [axe ydusunucb, 4mo 6bicmpo cdanu. CmosibKo epems
cobuparnu dokymeHmMebIl, a cama rpouedypa npowna beicmpo. [oeonsHa pabomod LIOHax.

BBIBObI M peKOMEHAAIUM IO YCayTe

Mo MHEHWO PEeCMNOHAEHTOB CyLLECTBYET HEOOXOAMMOCTL COKpaLLeHUs TpebyeMbiX JOKYMEHTOB.
YnpoctuTtb npoueaypy nonyvyeHust ycnyru.

ABTOMAaTM3NpOBaTb YCNyry, BHeAPUTb 3NEKTPOHHbIM chopmaT Nnogayvn JOKYMEHTOB.

YuutbiBaTh cneundumky opraHusaumm. CMOTpeTb copepxaHve [OOKYMeHTOB. [1o MHeHuto
ycnyronony4yaTenei aenatb 3akniOYeHWEe O HEeCOOTBETCTBUW M3-3a Ha3BaHWUsl [OKyMeHTa
HenpaBunbHO. COOTBETCTBEHHO 3TO OTpaXKaeTcsl Ha YA0BNEeTBOPEHHOCTM YCryronony4yaTenei.

Ycnyrogatenb OOSKEH cCneauTb 3a CoaepXaHWem CBOEro MHTepHeT-pecypca. MHdgopmaumio
HeobxogMmMo OGHOBNSTb. YcnyrononyyaTenb He [OMMKEH WCMbITbIBATb 3aTpyAHEHUA Ans
nony4eHus nHgpopmauumn Ha Beb-nopTane ycnyrogartersi.

18. Bbigaua naTteHTa Ha nsobpereHue

061asa nHpopmManmsa o rocycayre

FocypapctBeHHas ycnyra okasbiBaeTca MwuHuctepctBoM toctuumm  Pecny6nuvku
KasaxcTtaH.

Mpuem 3asBneHns w Bbligada pesynbTata oOKasaHWs roCy4apCTBEHHOW ycnyru
ocyuwiecTBnseTca vepes: PecnybnvkaHckoe rocygapcTBeHHoe npeanpuatue "HaunoHanbHbIN
WHCTUTYT MHTEnneKkTyanbHon cobcTBeHHoCcTM" MuHucTepcTBa; Beb-noptan www.egov.kz.

Cpok okasaHusa rocygapcTBEHHON ycnyru: no ncteveHmn 18 (BocemHaguaTtn) mecsues,
a MOTUBMPOBaHHLIN OTBEeT 006 OTKase B OKasaHWM YCNyrM HarnpasngeTcs paHee
YyCTaHOBMEHHOro CPOKa.

dopma OKasaHus rocygapCTBEHHON yenyru: 3NeKTpoHHas (4acTnyHo
aBTOMaTu3npoBaHHas) u (unun) bymaxHas.

PesynbTaT okasaHuA rocygapCTBEHHOW YCNyrm — naTeHT Ha wusobpeTeHue, nnbo
MOTUBMPOBAHHLIN OTBET 06 OTKase.

dopma npepocTaBneHuss  pesynbTaTa  OKa3aHUA  rOCyAapCTBEHHOM  YCNyru:
3NeKTpoHHas, bymaxHas.

CocypapcTBeHHas ycnyra okasblBaeTcs yCcryronosiyyaTernto Ha niaTtHoOM OCHOBE.

OCHOBHBIE pe3y/abTaThbl HCCTIEA0BAHUA

Ona  nonydyeHua  ycnyrm  HaceneHve  obpawanocs B HaumoHanbHbIA  MHCTUTYT
WHTEeNneKTyanbHOM cCO6CTBEHHOCTN. YAOBNETBOPEHHOCTb KA4€CTBOM OKa3aHus ycnyr Beidaya
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nameHma Ha u3obpemeHue Ha ypoBHe 4,75 GannoB, OONsl MOMHOCTbK YOOBMETBOPEHHbIX
ycnyron — 78,7% pecnoHO4EeHTOB.

Ta6m4u,a 25. OueHKN YA0BNETBOPEHHOCTM KAaUeCTBOM OKa3aHUA roCcyAapCTBEHHbIX YCAYT NO pe3yabTaTam OGIJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annoB
[ons pecnoHOeHTOB 0 0 4 19 85
K
0OnMyecTBo 0.0% 0,0% 3,7% 17,6% 78,7%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 108 pecnoHgeHTa. Ycnyra 4acTU4HO aBTomaTtuaupoBaHa. EcTb
BO3MOXHOCTb NogaTb 3asiBKy OHManH 4Yepe3 Beb-noptan WHCTUTYTa WHTENNeKTyanbHOW
cobetBeHHocTu. 30,3% ycnyrononydaTeneri MMeKT BO3MOXHOCTb MOMNYYMTb OAHHYK YCryry
OHNawH (B 91EKTPOHHOM BMAE) AOMa unum Ha paborTe.

Y [aHHOW yCryrm XOpowun penTuHr. Bce KOMMOHEHThI KadecTBa OKasaHusa YCNyru nmeroT
HEMNMOXMe OLEHKWN. YOOBMETBOPEHblI LOCTYMHOCTbIO W OTKPbITOCTbIO MHOPMaUUK YCIyru
77,8%, B cpeaHem Ha 4,80 Ganna. ACHOCTbIO U OOCTOBEPHOCTBIO WMHOPMALMM MOMHOCTLIO
yposneTtBopeHbl 75,0% pecnoHaeHToB (4,80 6anna).

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 77,8% ycnyrononyyatenen (4,75 6anna).
BexnuBocTb coTpygHukoB yposreTsopuna 78,5% pecnoHAeHTOB, YAOBNETBOPEHHOCTb Ha
ypoBHe 4,76 6anna. OnepaTMBHOCTb COTPYAHMKA PECMNOHAEHTbl OLEHUNN YyTb HUxe — 4,66
Ganna wvnn  gona yOOBIMETBOPEHHbIX  PECMOHOEHTOB  coctaBuna 68,8%. 76,9%
ycnyronony4aTtenen 40BOMbHbI COOPOM M NOArOoTOBKOM JOKYMeEHTOB (4,73 6anna).

Cneundukon faHHOW ycnyrn SBNAETCH OnUTeNbHble CPOKM OKadanus ycnyrm — 1,5 roga.
CoOTBETCTBEHHO OTHOCUTENIbHO HU3KWMA YPOBEHb YAOBNETBOPEHHOCTb CPOKaMu YyCnyrm B
cpaBHeHMM C apyrumu napametpamu — 4,31 6anna: «[oneo paccmampuganu — nonmopa
200a», «OyeHb donezo npuxodumcs xdamb, Ha0o cokpamumaby», «Cpokn BonbLume, aKcrnepTr3a
3 mecsua. A ocTanbHOM NpPoLEecC 3aTArMBaeTCcs OYeHb CUIbHOY», «[IpedroxeHue cokpamume
CPOK Oka3aHusi ycriyeu 0o mpex mecsues. [Mpouyecc 8 200 daem nomepro akmyarbHOCMU
npoekma. YMeHbwums CyMMy ornfamsl 3a ycryey», «llameHm Ha wmamMm MUKPO608 HyXHO
ebidasampb beccpoyHbil, 8e0b MUKPObOLI He MeHsromcsa», «XKdem pesynbmam o dea 200a,
uHoeda mpu eoda. MoxHo nu cokpamume cpokuy. 52,8% OnpoLleHHbIX PecnoHAEHTOB Gbinu
YAOBMNETBOPEHbI CPOKaMM oOKasaHus ycryrm Ha 5 6annoB. Tem He MeHee, Mbl BUOUM, 4YTO
BONbLIMHCTBO C MOHMMaHWEM OTHOCATCA M Bomnee TOro: «Y HuX ecmb 8 rmpuHyune u
YCKOPEHHbIU PEXUM, MaamHbIl».

[loBONbHO BbICOKUI YpOBEHb AoBepusa ycnyrogatento (4,86 6anna). 87,1% pecnoHOeHTOB
AOBEPSAIOT ycnyrogartento.

Mo paHHOM ycnyre npedycMoOTpeHbl onnaTta 3a nateHT B pasmepe 1 MPI1 n 3a akcnepTusy B
COOTBETCTBMM C MPENCKYPAHTOM LEeH. YOOBNETBOPEHHOCTb onsiatonm Ha ypoBHe 4,39 Ganna
(49,5%). «OueHb 8bicokasi cymma ornambl, cHu3ums Ha 30%», «Xomesnocb 6bl, 4mobbi
CHU3UMuU CcyMMmy onnamsl Ons u3nuy U XermamesibHO onjiadueams ocne Mosy4YeHust
nameHmay.
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Awnarpamma 32. OcHOBHble NOKa3aTenu no ycayre
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Cny4yaeB HeomuManbHOro BO3HArpaXxgeHus He Habniogaetca, MMeeT MeCcTo  cryyau
MCMOSIb30BaHUS NUYHBIX CBA3en 1 3HakoMcTB (1,9%). OTMevatoTcs obpaleHns ¢ xanobon Ha
Ka4yeCcTBO OKasaHus ycnyru B nucbMeHHon dopme — 0,9%. YOOBNEeTBOPEHHOCTL pe3ynbTaTtoMm
obxanoBaHua — 4,00 6anna

KOMMeHTapVII/I pecnoHOeHTOB:

«Y lhcmumyma uHmennekmyarnbHol cobcmeeHHOCMU HeMHO20 He yO0bHbIU caum, o Hemy
HeyO0bHO Halmu Hy)XHyK UHgopMayuto. MIHgbopmayus nonHas, npocmo Haumu ee msixesio.
Xomenock bbl, Y4mobbl 661510 yOOBHO 0515l MONIb308aHUST».

TpakunHr 3asBkn — 4TObbl BblNa BO3MOXHOCTb BMAETb CTaTyCc 3asBku. «B6un Homep ceoel
3as6KuU U 8UOHO 20e Haxodsmcsi QOKyMeHMmMbl: Ha pacCcMOMmpPeHUU, Ha akcriepmu3se... 30ech
mako20 Hemy, KaK YepHbIl AWuUK, cOaelb U ece xoewb, Moxem bbimb e20 daxe He Havanu
paccmampugams. Ecriu 6b1 6binu yka3aHbl euwe 8peMeHHbIe paMKu, mo bbiio bbl neayex.

«HyxHa aemomamu3sayusi camol nodadyu dokymeHmos. [lo onname makxe — 4mobbl He Hado
6617710 UM HECMU YeK U 1pocmo Ompasumb CKaHUPOBaHHYIO 8€PCUIO».

«Bbicblnamb He mMonbKO Ha nmoYymy pe3ysbmam ycriyeu, HO U Ha 3J1EKMPOHHbLIU adpec.
XKenamenbHo, 4mobbl yeedomnsanu o6 omnpaske nameHmay, «KoMrnemeHmHocms
pabomHuka He ycmpoursno. Budumo Oegywika HO8EHbKasi Ha amom mecmey, «TpydHocmel
Hem. Ecmb paboyue MoMeHmbI, KOmopble pewarnu coobuwa»

«C 1 Hos6ps 2018 200a xomsam 3akpbimb chunuan 6 Anmame. Bbi rnoHumaeme, 4mo
bonbwuHecmeo uccriedosamernel Haxo0simes 8 Animame?», «Henb3s 3akpbigamb cbunuasn 8
amom 20pode, rnpocmo Henbss! Omo npuseedem K KOppynuuu, K meHesou rnoaumuke. 3mo
makol mskensil criydat», «80% u3obpemeruli — anmamuHckue. OcmarnbHblie 20%
packudaHbl no KasaxcmaHy. He pe3oHHO 3akpbieamb chunuan mam, 20e 8 HeM Hyxxodaromcs
bonbwe scezox», «Omnpaska 0oKymeHmos Kasroumou deweso, HO 00/120. A HaM O4YeHb 8aXXHO
spems. Kypbepckue crnyxbbl — 6bicmpo, HO o4yeHb 0opoz2o. [Noamomy He Hado 3akpbieamb
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anmamuHckul ¢unuan UWHcmumymay, «Tam cudsam oO4YeHb BbICOKOK8anuguuyupo8aHHbIe
crieyuanucmsl, € MHo2oemHuM cmaxem. Bceeda nodckaxym 4umo OJdenamb. Takux
crieyuanucmoes riomepsom, rnoHumMaeme ?»

MogoBoas UTOrM MO KayecTBY OKa3aHUSA YCryrM, MOXHO MPMBECTU BbiCKa3blBaHWe OOHOM0 M3
y4aCTHUKOB (POKyC-rpynnbl: «Bo epemsi obcyxO0eHuUs1 MHe 8 207108y MPUWIIO — ecrlu 8 UesloM
6pamb, mo ece HopmarnibHO! A me MOMEHMbI, KOMOopble Mbl yKa3aru eblue — KakK rMoxesnaHusi
uoymny.

BBIBObI M peKOMEHAAIUU TI0 YCyTe

OnekTpoHHbIN tracking 3asBknW, «4mobbl MOXHO 6bII0 MOHUMamb cmamyc 3asieku» C
yKaszaHMeM BPeMEHHbIX PaMOK KaXK4oro atana pacCMOTPEHNS 3asiBKU.

He Bce ycnyrononyyatenu BnagelT vHoOpMaumen o BO3MOXHOCTM MOAAYN 3asiBKM OHIaWH.
Heobxoanmo npoBect paboTy NO MOBbILEHUIO UHPOPMUPOBAHHOCTW MONydaTenen ycnyru.
Tak Kak cpean pekoMeHZauun Nno COBEPLUEHCTBOBAHUIO ycnyrn Obinn: «YOobHee 6biio Obi,
ecnu ycnyza 6bina b6bl 6 OHNalH pexumey», «4Ymobbl asmomamu3uposanu ornnamy
20CIMoWIUHbI U orniamy 3a 3KCrnepmusy».

Beb6-noptan WHcTuTyTa WHTENnNEKTyanbHOW COOCTBEHHOCTM cpaenatb 6ornee ynobHbIM B
MCNONb30BaHMK, ObINO Kak NoXenaHue OT ycryrononyyaTenen.

19. NlocypapcTBeHHanA nepeperncTpanmsa KPULUYECKUX 1L, y4eTHaA nepepernctpauma ux
dunmanos u npeaCcTaBUTENHLCTB

0O61masa nHdopmanusa o rocycayre

ocypnapcTBeHHas ycnyra oKasblBaeTcs MuHucTepcTBOM tocTUUmnn 7
TepputopuarbHbIMU OpraHaMu KCTULUN.

MNpuem 3asBneHMs W Bblgaya pe3ynbTata OKa3aHWsi roCy4apCTBEHHOW YCryru
ocyulecTensaeTcs Yyepes: [lockopnopauuto, Beb-nopran www.egov.kz.

Cpoku okasaHus rocyaapCTBEHHOM YCMyru: OTHOCAWMecs K Ccybbektam 4acTHOro
npeanpuHumartensctea — 1 paboynn aeHb; He OTHOCcAWMecs K CybbektaM YacTHOro
npeanpuHumatensctBa — 10 pabounx gHenm (MO MecTy HaxoxaeHus ycnyrogatens), 15
pabounx OHen (He NO MeCcTy HaxOXOeHws  ycnyrogatens); rocygapcTBeHHas
nepepervcTpaumns nonUTUYECKUX naptTnm — 1 mecsd.

dopma okasbiBaeMOW rocygapCTBEHHON YCMYrn: ANEeKTPOHHas.

PesynbTaT oOkasbiBaeMoW rocyJapCTBEHHOW YCnyru: crpaBka/yBegoMiieHne o
rocyfapcTBeHHOW nepepeructpauumn puanyeckoro nuua, nmbo MOTUBUPOBAHHBLIN OTBET 06
oTKase.

dopma npegocTaBneHus  pesynbTata  OKasaHUMA  rOCyAapCTBEHHOW  YCRyru:
3NEKTPOHHas.

ocypapcTBeHHas ycnyra okasbiBaeTcs NnaTHo.
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OCHOBHBIE pe3yJibTaThbl HCC/IeJ0BaHUS

YOoBnNeTBOPEHHOCTb KayeCTBOM OKa3aHus ycnyrn [ocydapcmeeHHasi riepepeaucmpayusi
fopuduyeckux Iuy, yd4emdas repepeaucmpauyusi ux cpunuanos u rnpedcmasumesibcme Ha
ypoBHe 4,65 6annos, 4oNA NOMHOCTLIO YA0BNETBOPEHHbIX ycnyron — 70,6% pecnoHaeHTOoB.

Ta6bauua 26. OLeHKM yA0BNETBOPEHHOCTU KauecTBOM OKa3aHUA rocyAapcTBEHHbIX YCAYr No pe3yibTaTam 06LecTBeHHOro
MOHUTOPUHrA

1 6ann 2 banna 3 6anna 4 6anna 5 6annos
[ons pecnoHOeHTOB 0 0 11 48 142
K
OnNUHIecTso 0,0% 0,0% 5,5% 23,9% 70,6%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 201 pecnoHaeHTa, n3 HuUx okono 45,3% pecnoHOEHTOB Yykasanu
ob6pawieHne B Nockopnopaumio n 51% — yepes nopTan «3neKTPOHHOro NPaBUTENBLCTBa» (B TOM
yncrne 4vepes 30Hy egov.kz B LUJOHe). 17% pecnoHgeHToB obpawanucb Takke B rocopraH.
dopma okasaHusA ycrnyru 9nekTpoHHas, 56,2% ycnyrononyyatenem MMEKT BO3MOXHOCTb
NOMy4YMTb AaHHYIO YCIyry OHMarH (B 9NEKTPOHHOM Buae) Aoma unm Ha pabore.

Mo napameTpam KayecTBa OKkal3aHwWs ycnyru ycnyrononydatenu 6onblue YyAOBNEeTBOPEHbI
cpokamun. 71,0% ONpOLIEHHbIX PECNOHAEHTOB ObiM MOMHOCTLIO YAOBMNETBOPEHLI CPOKaMU
OoKasaHus ycnyru, oueHuB Ha 4,67 6anna.

Hanbonee 3HaunmbIM ANst peCroHAEHTOB npouecc cbopa 1 nogayn AOKYMEHTOB, KOTOPbIA OHU
oueHunun Ha 4,65 6anna (67,5%).

«lpobnembi 6biu npu cdaye OOKymMeHmos, 0020 npuHumanu. CompyOHUKU He enadesnu
cmaHOapmamuy», Akmobe; « CHa4ana He cka3sasu rpo 002080p apeHObl, a MOMOM 8bISICHUIIOCH,
Uumo OH HyXeH», Anmamsbl, «YcmasHoU Kanumas U KOo/lu4ecmeo y4acmHUKO8 He
pedakmupyromcs, noamomy rnpuxodumcsi cOagamb OOKyMeHmMbl 8 6ymaxHoU opmer,
Anmamel; «Tpeboeanu paspewumesibHble OOKYMEHMbI, CB8S3aHHbIMU C ornepauyusMmu ¢
Hed8WXUMbIM UMywecmeom», «Hem uHgopmayuu omHocumesnbHO 8Cex acriekmos, ro
KomopbIM Moxem 6bimb omka3daHo», MaHaucmayckas, «llepepeaucmpayus denaem 1o
dosepeHHocmu y4dpedumenel. Bosspam 6binn dgax0bl. Kyda cmompen pabomHuk L|OHa,
KomopbIl npuHumaem OOKyMeHMbI», «bblio Hecoomeemcmeue peecmposbix OOKYMEHMO8y,
«lMbimanuce nodame 3as6Ky Ha repepeaucmpayuro oHnalH. Ho ecmb npobriema ripu nodaye
3aseneHue Ha onpedesieHHOM waze, 8 Uumoee 8ce ocmaHasenueaemcss U HEe803MOXHO
pabomamb», Ambipayckas, «Ecmb Hecmbikoeku 8 3akoHOOamesiscmee. [lpu peopeaHusayuu
ropududeckue nuya denarom omaoesibHbIlU MpUKas 0 peopaaHu3ayuu, Ho ocmasssem ezo cebe,
Kak eHympeHHUl OOKyMeHm. A HaM moxe HyxeH, 4mobbl e20 nory4ums yxooum Mecsy»,
Amebipayckasi.

Y[oBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTLIO MHGOpMauun ycnyrn 65,5%, B cpegHeM Ha
4,62 6anna. AICHOCTbIO U OOCTOBEPHOCTbID MHAIOPMALMM MOSHOCTBIO yAoBNeTBOpeHbl 66,5%
pecrnonaeHToB (4,63 6anna).

«He ece 0OokymeHmbl 6biniu 038y4YeHbl, Heobxodumble Onisi MofydYeHUss OaHHOU ycriyaux,
lMasnodapckas; «llo bymazam He A0 KOHUa OOBSCHUMU, 4YMO U Kak HY)XHO cobpamby,
MaHeucmayckasi; «B KOHmMakm ueHmpe He gcezda ornepamusHbl U KomrnemeHmHbl. OHu
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MMOCMOSIHHO MepeKYaom Ha Opyaux ornepamoposy, AKMOMUHCKas, «B cry4ae 3ameHbl
yuypedumeneli 803HUKaOM CIIOXHOCMU C MOofyYeHuUeM uHgopmayuu», «HeodHO3Ha4yHas
cumyayus ¢ y4ypedumensiMu, HO Mofy4Yums pPas3bsiCHEHUsI om pabomHUKO8 oCmMuyuU CrI0XHO.
K Hum Hem donycka», Ambipayckasi, «Om compyOHukoe L|OHa u rocmuuyuu Hem rosHo20
omeema. Tak KaK uHgopmayusi npedocmassissemcsi He NoIHOCMbHO, MPUXoOuUmMbCcsi omoenam
X00UMb HECKOJIbKO pa3», AmbipayckKas.

KomneteHTHOCTb (4,59 6anna) n onepatuBHocTb (4,50 Ganna) COTPYAHMKOB HECKOMBbKO HUXKE
oueHUnK. Bexnusoctb COTPYAHWKOB yaoBneTsopuna 64,7% peCcnoHAeHTOoB,
yOOBMNETBOPEHHOCTb Ha ypoBHe 4,59 6anna.

«He keanuguyuposaHHbIli U He cosceM KomriemeHmHbIU rnepcoHan», «O4yeHb mnIoxoe
OMHOWweHue K modsam, cmouwb Kak 6ydmo e oyepedu 8 Maza3uHe», MaHaucmayckas,
«lodasanu 3as6Ky 0ea pasa. Peaucmpauuro — yepes rocmuyuro, nepepeaucmpayuio — 4epes
LJOH. Mo rocmuyuu npobnem He bbino, 8 LJOHe compydHuku He KomrnemeHmHbI. [lepcoHarn
Mosnodoli — nocmosiHHo beezarom, cripawugarom, 380HSM 8 HOCMULUUK KOHCY/1bMuUpOoB8ambCsy,
Axkmobe; «HeksanuguyuposaHHbIli nepcoHan», Kocmaxatickasi; « CompyOHuku He enaderom
rnonHod uHgopmayuel», «KoHmakm ueHmp He [oAHocmbeo ernaderom uHgopmayuel »,
Anmamel; «OxpaHa He rporiyckaem & omolern, Hanpasnsem 6 LJOH. Ho mom cnabsie
KOHCYrbmaHmbl», Ambipayckasi.

71,1% pecnoHOEeHTOB [OBEPSAIOT ycryrogaTternto, CpedHss oueHka coctasuna 4,68 6Ganna.
YpoBneTBOpeHHOCTb onnaton — 65,9% Ha yposHe 4,57 6anna.

Ounarpamma 33. OcHOBHble NOKa3aTenu no ycnyre

B [onna oueHMBWKX HA 5 6annos, % == CpeaHuii 6ann 75

4,73 70,6 71 71,1
67,5 ,68 70

66,5

4,68 647 655
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4,58 55

4,53 50

4,48 45

Mpu oGpalleHnn Yepes nopran «3MeKTPOHHOIo NPaBUTENbCTBA» YPOBEHb YAOBIIETBOPEHHOCTH
ycnyrornosny4yarternei nosbilaeTcs.

Tabnuua 27. Y00Bn1eTBOPEHHOCTb MO MECTY NOAYYEHUA YCAYyrn

O6palieHune yepes LIOH, N=82 4,63
Fockopriopatyio LIOH, rocoprat, N=7 4,00
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Be6-noptan Egov.kz (elicense.kz), N=36 4,78
3oHa Egov.kz B LIlOHe, N=45 4,69
Be6-noptan, 3oHa Egov.kz B LIlOHe, N=2 4.00
ObpalueHue oHnaitt LIOH, 3oHa Egov.kz, N=1 5,00
Be6-noptan, LIOH, N=1 5,00
Egov.kz, rocopraH, N=2 5,00
locopraH, 3oHa Egov.kz B LJOHe, N=14 4,64
O6paLueHure B rocopraH ocopraH, N=11 4,64
Bcero, N=201 4,65

Cny4aeB HeodumuManbHOro BO3HarpaxaeHuss He HabnwgaeTcs, UMEKT MeCcTo  crnyyau
NCNonb30BaHNA NNYHbIX cBA3en n 3HakomcTB (1,5%). OgHako oTmedvaroTcs obpalleHus ¢
Xanobon Ha KayecTBO oOKasaHus ycnyrm B ycTtHom dopme — 1,5%. YooBneTBOpeHHOCTb
pe3ynbTaTtom obxanosaHus - 3,00 6anna.

PecnoHaeHTbl cTanknBanucb Takke ¢ TaKMMn TPYAHOCTSIMU:

«Omka3 e nepepeaucmpayuu KOJ1. Cpok 30 OHel, u3-3a wmpagha Hario2o08 Ha MalluHy.
Mawuny dasHo npodarnu, Hamoau dasHO orlamusu. [locrne moeao, Kak nokasarn KeumaHuuio,
CHsnu 6510Kk», AKMONUHCKasi; «HernpaguribHO KOHCYIbmuposariu, npuwsiocs mpamumb 8pemMsi U
cunbel, e30umpb 3a dornonHumersnbHbiMU OoKyMeHmamuy, «Omka3, maK Kak y4pexoeHue
0omkHUK. Ho nosicHeHut Hukakux Hem. [Npockba rporucsbigams cyMMy 0osi2a U KOMY OOITKEeH»,
Anmamel; «B koHmakm-ueHmp 1414 dsaxdbi obpawanacs. V1 oba pasa Oanu HenpasusibHyH
KoHcynbmauuro», MaHaucmayckas; «Ycmae u ycmaeHol Karnumar Henb3si pedakmuposame.
YcmaesHoU kanuman u JucrnieHHocms ydpedumerneli Oaemcs 8 bymakHOM audex», AriMamal;
«lpobriema 8 mom, 4mo nosicHeHus 8oneo x0ame npuxooumcs», Armamei.

BbIBOABI U PEKOMEHAAalUH 110 yCJiyre

Mpouenypa ycnyrn He SIBNSETCA OOCTATOMHO MPOCTOWM M MOHATHOW, Cyas MO pesynbTaram
onpoca umelT mecto HegopaboTkn. Heobxoanmo Bce HepopaboTkn B npouenype nonydeHus
YCNyrn yCTpaHuTb.

Mpy nony4eHun ycnyr yepes Fockoprnopauuio, A0MKHbI ObiTb PeLleHbl BOMPOChI OTHOCUTENBHO
KOHCYnbTaUun ycrnyrononyyaTtenen 4epes rocopraH. He ponyckaTb ycnyrononydyetenen B
rocopraH — 3TO He pelleHne Bornpoca.

CotpyaHukun LIOHa He siBnatoTca cneuynanuctaMmu no pasnuyHbiM HanpaeneHusm ycnyr. Ho y
KaXKOoro U3 HUX JOIMKHO OblTb YETKOE PYKOBOACTBO (BO3MOXHO 3aroXeHHoe B nporpamme) npu
KaKMX YCIOBUSIX NpeanpuHMMaTh Kakue AenUcTBus. A aTo npsimas 0693aHHOCTb rocopraHa.

20. NMpopaneHune n sbiaaya Bble3gHbIX BU3

O6masa uHdopmalmsa o rocycayre

locypoapcTBeHHas ycnyra oOkasblBaeTcs TeppuTopuanbHbIMU  nogpasgeneHus mu
MuHucTepcTBa BHyTpeHHUX aen Pecnybnukn KasaxcrtaH.
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Mpuem 3asiBNeHns W Bblgada pesynbTata oOKasaHUs rocyLapCTBEHHOW YChyru
OCYLLECTBNSIETCA Yepes ycnyrogaTtens.

CpoKu okasaHusa rocyaapCTBEHHOM ycnyrm — 5 paboumx gHen.

dopma okasaHusl rocygapCTBEHHON yCryrn — GymadkHasi.

PesynbTaT oOKasaHUs rocygapCTBEHHOM YCRyrM — Bblgadya wunm npoareHne Bu3
Pecnybnukn KasaxctaH nytem BKNeMBaHUSA 3anoOfIHEHHOW BM30BOW HAKMEWKW B 3arpaHUYHbIN
nacnopT MHOCTPaHHOro rocygapcrea, MO0 MHOW LOKYMEHT, YOOCTOBEPSAIOLWNMA NUYHOCTD,
nnMBo MOTMBUPOBAHHLINA OTBET 006 OTKa3se

dopma npegocTaBfieHns pesynbTaTa oOkasaHWsi FoCy4apCTBEHHOM yCNnyrn — GymakHasi.

[ocypapCTBeHHas ycryra okasblBaeTcsl Ha nnatHOW OCHoBe  (puUsn4eckum U
IOPUANYECKUM NULAM

OcHOBHbBIE pe3yabTaThbl HCCZIEA0BAHUA

YA0oBNeTBOPEHHOCTb KA4YeCTBOM OKasaHusa ycnyru [IpodneHue u ebifavya 6ble30HbIX 8uU3 Ha
ypOBHe 4,72 6annos, 40N NOMHOCTbIO YA0BNETBOPEHHbIX YCryron — 76,6% pecnoHaeHTOoB.

Ta6nuu,a 28. OU,EHKVI YAOB/IETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCrBeHHbIX yCayr no pe3ysibtatam OGLIJ,ecTBeHHOrO
MOHUTOPUHIA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Hona pecnoHaeHToB 0 0 10 37 154
K
OnMHecTBo 0,0% 0,0% 5,0% 18,4% 76,6%
pecnoHaeHToB, N

Bcero 6bino onpowweHo 201 pecnongeHTa, n3 Hux 100% nony4anu ycnyry 4yepes rocopraH.

81,3% ycnyronony4yaTernen JOBOMbHbI NpoueccoM cbopa 1 nogadv AOKYMEHTOB.
«pagpuk pabombi pacwupums (onpedenums OHU U 4ackl)», MaHaucmay; «lMoHadobusock
npedocmasumpb O0MosIHUMeIbHble O0OKYMeHMbI, Komopblie He bbinu yKka3aHbl 8 criuckey, BKO.

Y[oBneTBOpeHbl AOCTYNMHOCTBI M OTKPbITOCTbIO MHGopMauun ycnyrn 78,5%, B cpegHeM Ha
4,75 6anna. ACHOCTbIO U OOCTOBEPHOCTbIO MHGOPMaUUK MOMHOCTLIO yAOBNeTBopeHbl 78,4%
pecnoHaeHToB (4,74 6anna).

«MHo20a npuxodumbcs camuM uckamb UHGhopmauyur, 0okasbieamby, MaHaucmay; «3awna K
HayvarnbHUKy, 4mobbi 3a0amb eornpoc. OH dan coomeemcmayrouwuti omeem. MHe noHpasunock
docmynHoOCMb, MOXHO 3almu e kabuHem cripocumb», *Kambbinckas; «M3meHuUnca nakem
OokymeHmos. KoezlOa 3680HuUMU 8 Muegpauuto, ob 3mom Hu4eao He Obirlo ckaszaHox», BKO;
«Hey00bHbIl 2papuk», KapaecaHda; «HesHaHue nepedyHs OoKymeHma, omcymcmeue
uHgopmayuu. MHozaum ndsam ¢ amum npuxodumMcs cmasnkueamecs», Kambbirickas.

B pesynbtate wuccnegoBaHus 67,7% ONPOLUEHHbIX pPeCcnoHAEHTOB Obliv  NOSIHOCTLIO
YOOBNETBOPEHbI CPOKaMn okadaHusa ycnyru (4,58 6anna). 910 OAMH M3 KOMMOHEHTOB YCNyru,
KOTOpbIM yCryronosnyyaTenv MeHee A0BOMbHbI.

«MHo20a cpoku 3amseusarom 8 3asucumocmu om ce30Ha», Ambipay; «[axe ecnu eusa
2omoea, OHU ee He ebidatom. [oeopsm, Yymo cpok He rodowers. [loyemy Herb3s ebidamb Mo
eomosHocmu?», CKO,; «Cokpamumb CPOKU OKa3aHusi ycriyeu», Xambbinickas, «B Cpoku He
ynoxunucby, «4epes dee Hedenu nosnyduna eusy», AKMOSTUHCKas.
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BexxnnBocTb coTpydHukoB ygosneTBopuna 79,7% pecnoHAEHTOB, YOOBMETBOPEHHOCTb Ha
ypoBHe 4,76 6Ganna. KOMNETEHTHOCTb  COTPYOHWKOB  BbICOKO  oueHunun  72,6%
ycnyrononyyartenen (4,65 6anna). OnepaTMBHOCTBbIO COTPYAHMKA YyOoOBNEeTBOpeHbl 73,7%
pecnoHaeHToB (4,66 6anna).

«CompyOHUKU MuzpayuoHHOU nonuyuu epybosamsl, MednumeribHbl», Ambipay; «HyxHO 6bimb
bonee komnemeHmMHbIMU», KapascaHOuHckasi; «Mbi camu ¢ MoHeonuu. CompyOHUKU He
rnocyumanu HyXHbiM rpedocmasumb HaM UHGOpMayuUto Ha Ka3axckoMm s3bike. Mbl Hu4e2o He
MOHSANU, Mo3MOMy Ha Hac Hanoxunu wmpag», KapasaHOuHckasi; «Hado He 20HSMb
UHocmpaHHbIx 2pax0aH o kabuHemam, a dasameb MOJIHYO UHGhopMayur o ycryee. B
YacmHOCMU, CPOKU UCIMOJSTHEHUS, MyCMb KPYMNHbIMU B6yKeamu Hanuwym HyXHble OOKYMEHMbI,
He epybumb», XKambbirickas

YposneTtBopeHbl onnaton — 57,0% pecnoHaeHToB (4,39 6anna). «Cymma 3a eu3y 3aebilieHay,
CKO; «Onnama 3asebiweHa», BKO; «[Jopozosamoy», KapazaHOuHCKas, AfiMamuHCKasl.

Aunarpamma 34. OcHOBHbIe NOKasaTtenu no ycnyre

2,00 I [ona oueHMBLIMX Ha 5 6annos., % —O—Cpep,gliﬁé6ann
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Ycynrononyyatenu npegnaratwT «ouyughposams ycnyay, cdenamb ux O0OCMYrHbIMU Yepe3
egov.kz» (MaHrucrtay), «ucrnonb3o08ambe 311EKMPOHHYHO MOONUCHK, Nepesecmu ycryay 8 OHMalH»
(ATblpay). Takke pecnoHAeHTbl CYMTalOT HeOOXOAUMbIM BBEAEHWEe TPIKWMHra BblAayu BU3bI:
«xomersocb bbl cOamb OOKYMeHMbI 8 371eKMPOHHOM 8apuaHme u sudemb Ha KakoMm amarie
npouyedypa» (MaHructay).

81,0% pecnoHOeHTOB OOBEPSIOT ycryrogaTtento. YpoBeHb A0BEpUs ycrnyrogaTento 4OCTaTOYHO
BbICOKMA — cpefHdasa oueHka coctaBuna 4,78 6anna. Betpevatotes cnydan HeodmumanbHOro
BosHarpaxgeHus (0,5%) 1 ncnonb3oBaHusa NU4YHLIX cBA3en N 3HakomcTB (0,5%). OTmevatoTcs
obpalleHus ¢ xanobomn Ha kavyecTBO okasaHus ycnyrn — 1,5%, n3 HMX B MMCbMEHHON hopme —
0,5% un B ycTHOM — 2,5%. YOOBNETBOPEHHOCTb pe3ynbTatom obxanosaHus — 3,676anna

BBIBObI M peKOMEH/AAIUM 110 yCyTe

Heobxoaumo npeanpuHaTL Mepbl NO NOBbLILLEHUIO MHEOPMUPOBAHHOCTY rpaXxaaH O NPOANEeHNUM
1 Bblgaye Bu3bl. [10 MHEHUIO PECNOHAEHTOB, MHGOPMaLMS HeJOCTaTOMHO AOCTYMNHA U MOHATHA.
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o MHeHUO pecnoHOeHToB, HeobX04MMO NOBbIWATL KOMNETEHTHOCTb COTPYyAOHUKOB rocopraHa
no BM30BbIM BOMpPOCaM.

CobntogaTb Cpoku NpeaocTaBneHns ycnyru. PaccmMoTpeTb BO3MOXHOCTb COKpaLLLEHNSI CPOKOB,
nepeBoa yCnyru Ha areKkTPOHHbIN dhopMaT 1 BHEAPEHWUE TPIKUHIa YCryri.

21. Bblgaya apXMBHbIX CNPaBOK U/MAM KONUIA apXMBHbIX 40KYMEHTOB B npeaenax
CneLunanbHOro rocyAapcTBeHHOro apxmea MUHUCTEPCTBA BHYTPEHHUX Aen
Pecny6aunkn KasaxctaH 1 ero TepputopmasbHbiX nogpasaeneHui

O61masa nHdopmanusa o rocycayre

locynapcTBeHHass ycnyra okasbiBaeTcd MUHUCTEPCTBOM, TeppuTopuanbHbIMU
nogpasgeneHnsamun, y4ebHbimmn 3asegeHnsamn MuHncTepcrBaa.

MNpuem [OKYMEHTOB W Bblgada pe3ynbTaTOB OKa3aHWs roCyAapCTBEHHOW YCnyru
ocyLlecTBnAeTcs ycnyrogatenem.

Cpoku okasaHusa rocygapctBeHHon ycnyrn — 10 kaneHaapHbIX AHEN.

dopma okasaHunsa rocygapCTBEHHON ycnyru: OymakHas.

PesynbtaTtom oKasaHusi rocygapCTBeHHOM ycnyrm ABNAeTCS Bblgava
ycnyronony4artensam apxvBHOW CMNpaBkv W/WNW KONUN apXMBHOIO AOKYMEHTa Ha ByMaXHbIX
HOCUTENSX, 3aBEPEHHON NeYaTbio.

dopma npegocTaBneHnst pedynbTaToB OKa3aHWsi roCyAapCTBEHHOW yCnyrn: ByMmaxHas.

ocynapcTBeHHas ycnyra okasbiBaeTcd 6GecnnaTHO (OU3NYECKUM U I0pUONYECKUM
nmuam.

OCHOBHBbIE pe3yJibTaThbl HCC/IeJ0BaHUS

Y[OoBNeTBOPEHHOCTb KayeCTBOM OKasaHus ycnyrn Bbidaya apxueHbiX Cripasok u/unu Konud
apxusHbix  0OKymMeHmos 8 rpeldeniax creyuasbHoO20  20cy0apcmeeHHo20  apxuea
MuHucmepcmea eHympeHHUx Oen Pecnybnuku KasaxcmaH U e20 meppumopuarbHbIX
rnodpasdesneHuli Ha ypoBHe 4,59 6annoB, OONs MOMHOCTbIO YAOBMETBOPEHHbLIX YCMyron —
72,8% pecnoHaeHToB. Bcero 6bino onpoweHo 202 pecnoHaeHTa.

Ta6m4u,a 29. OLI,EHKVI YAOB/NIETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBeHHbIX yCayr no pe3ysibtatam O6LU,ECTBeHHOI'O
MOHUTOPUHIA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 3 5 9 38 147
Konuuectso 1,5% 2,5% 4,5% 18,8% 72,8%
pecnoHaeHToB, N

Mogava QOKYMEHTOB MO OAHHOW yCryre He CroXHasi, COOTBETCTBEHHO HaMbONbLUMIA YPOBEHDb
yOOBNETBOPEHHOCTU MO [JaHHOMY kpuTepuio. [lpoueccom cbopa M nogjayn OOKYMEHTOB
AoBOnNbHbI 79,0% pecnoHOEHTOB, B cpegHeM Ha 4,7 6anna.

YOoBneTBOpeHbl AOCTYNMHOCTbIO M OTKPbITOCTbIO MHGOpMauun ycnyrn 73,2%, B cpegHeM Ha
4,68 6anna. ACHOCTbIO M LOCTOBEPHOCTbIO MHGOPMAaLUKN MOMHOCTLIO yaoBneTBopeHbl 74,0%
pecnoHgeHToB (4,68 6anna). «Yacme uHopmayuu He Oarnu, 3acekpedeHoy, «[anu He 8cto
uHgopmauyuro, Yacme uHghopmauuu 3akpeima», CKO; «bonbwe omkpsimocmu. VIHgbopmayuu
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OO/MKHO pedocmassiimbCs 8 MOSIHOM 0bbeme, CHSMb epubbl CEKPEMHO C OOKYyMEHMO8
ouUMuUYecKu pernpeccuposaHHbix», Kambbirckas.

B pesynbtate wuccnegoBaHus 72,8% OMNPOLUEHHbIX pPeCcnoHAEHTOB OblfiM  MOSIHOCTLIO
yOOBMNEeTBOPEHbI CPOKaMM OKal3aHus ycnyrn. B cpegHem yooBneTBOPEHHOCTbL Ha ypoBHe 4,63
Ganna. «YMeHbwume CPOKU OKasaHusi ycnyau», KapaeaHOuHckas, «CoOKpamumbe CPOK U
oKazameb ycryau 8 311IeKmMpPOHHOM sude», AnimamuHckas, «K0amb doneox», BKO.

BexxnmBocTb coTpygHukoB ygoBsrieTBopuna 71,7% pecnoHAEeHTOB, YOOBMNETBOPEHHOCTb Ha
ypoBHe 4,59 6Ganna. OnepaTMBHOCTbIO COTpyaHWKa yaoBneTtBopeHbl 70,5% pecnoHaeHTOB
(4,54 6anna). MeHee OOBOMbHLI yCryronosiyd4aTenyM KOMMNETEHTHOCTbIO COTPYAHUKOB — 4,55
6anna (69,3%).

«CompyOHUKU He 3auHmepecosaHbl 8 NMOMOWU PecrioHOeHmMoMy», AnmamuHckas; «O6y4ums
compyOHuUKo8, Ymobbl dasarniu cpasy HyxHyt uHgopmayuto», lasnodapckas; «5 xodun e
apxue 3a cripaskoli ymo paboman Ao 1992 e. Ho oHu, ccbinasice Ha mo, 4mo 3mo 6biIo 8
nepuod CCCP, He Oarom cripasku. Tak eom xo4y, 4ymobbl 006pOCO8ECMHO OMHOCUMUCH K
nodsm», Xambbinckas, «bonee mpebosamenbHO K pabome OMHOCUMbLCSA, a He [pPocmo
Mecmo 3aHumamby; «[aHHble 8 Kakue eao0ax omeuy npuexan u3 Poccuu e KazaxcmaH
omcymcmesyromy, [lasnodapckasi.

Aunarpamma 35. OcHOBHbIe NoKasaTtenu no ycnyre
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HabniopaeTtcs HEBbICOKMI YpOBEHb J0BEpUS yecnyrogaTtento — 4,5 6anna. 62,7% pecnoHaeHToB
[OBepsieT ycrnyrogaTtento, cpefHsas oueHka coctasuna 4,50 6anna.

BbIBO/bI M peKOMEH/Jaluu 10 ycayre
Ectb HeO6XO,D,VIMOCTb 4YaCTUYHO aBTOMAaTU3NPOBATL YCIyry n COKpaTUTb CPOKOB OKa3aHUA.

OTCcyTCTBME  3aMHTEPECOBAHHOCTM COTPYOHMKOB rocopraHa, OTCYTCTBME MHOopMaLmK,
npenocTaBneHne HeNomnHoM MHopMaLMK Bbi3biBaeT HEJOBEPUE K FOCOPraHy.
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HepnoctaToyHO BbICOKUIA YPOBEHb 4OBEpUs ycryrogaTtento OTpaswunics Ha yAOBNETBOPEHHOCTM
Ka4yecTBOM oOkasaHusi ycnyru. PekomeHayetcs 6onblle npo3padyHoOCTM B AEATENbHOCTM
rocopraHa.

22. BKnloueHune 1 ucknroueHue us focyaapcTBeHHOro pernctTpa CybbeKkToB ecTecTBeHHbIX

MOHONONUU

Oo61masa nHdopmMmanmsa o rocycayre

locypapcTBeHHas ycnyra okasbiBaeTcss KoMUTeTOM MO perynmpoBaHUI0 eCTECTBEHHbIX
MOHOMOSMI, 3alnTe KOHKYpeHuMM K npaB notpebutenen MwuHMCTepcTBa HaLMOHANbHON
akoHoMukn PK, TepputopmanbHbiMn opraHamu KomuTteTa no perynvpoBaHU0 €CTECTBEHHbIX
MOHOMONMI, 3aliMTe KOHKYpeHuuMM n npas notpebutenen MuHuctepctBa ons cybbektos
€CTEeCTBEHHbIX MOHOMOSNNA.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs rocy4apCTBEHHOW ycnyru
OCYLLECTBNAIOTCA 4epe3 kKaHuenspuio ycnyrogatens, [ockopnopaumio wn BebG-noptan
«3NEKTPOHHOro NPaBUTENbLCTBAY.

Cpoku okasaHusi rocygapctBeHHon ycnyrn — 30 kaneHaapHbIX gHEN.

dopma okasaHusa rocyaapCTBEHHOW YCNyrn: 3NeKTPOHHAA U GymakHas.

PesynbTaT okasaHusi rocygapCTBEHHOM YCAYyrM — TMUCbMO O BKIOYEHUU Unu
ncknoyeHnn m3 ocyaapcTBEHHOro peructpa cybbekta ecTeCTBEHHbIX MOHomonuin, nnbo
MOTUBMPOBAHHbLIN OTBET 00 OTKase.

dopma npegocTaBneHns pesynbTarta OkasdaHUs rocyaapCTBEHHOW yCcryrn: GymakHas.

CocymapcTBeHHas ycnyra okasbiBaetca 6ecnnaTtHo.

OcCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YOoBNeTBOPEHHOCTb  KayeCTBOM  OKasaHusa  ycnyrn  BkrwdeHue U UCKIOYeHuUe U3
[ocydapcmeeHHO20 peaucmpa CcybbeKkmo8 ecmecmeeHHbIX MOHOMoAul Ha ypoBHe 4,51
6annos, 4ONSA NOMHOCTBLIO YAOBNETBOPEHHbIX ycnyron — 60,6% pecnoHOeHTOoB.

Ta6amua 30. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHWUA roCyAapCTBEHHbIX YCAYr NO pe3yabTaTam o6LecTBeHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 banna 4 6anna 5 6annos
[ona pecnoHaeHToB 0 0 9 28 57
K
OnUIecTso 0,0% 0,0% 9,6% 29,8% 60,6%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 94 pecnoHgeHta. bonbwas 4vacte (55,3%) obpawanucbk 3a
nonyyeHuem ycnyru B ockopnopaumto, 37,2% pecnoHOeHTOB — B rocopraH. Ycnyra 4actmyHo
aBTOMaTM3MpoBaHa W, COOTBETCTBEHHO, 4Yepe3 nopTan «3MeKTPOHHOro npaBuTeNbCTBa»
obpawanock 17% ycynrononyyartenen.

Y OaHHOW yCnyrn penTuHr yooBNETBOPEHHOCTU HE M3 NydLllMX. YOOBETBOPEHHOCTb MPOLLECCOM
cbopa n nogaym AOKYMEHTOB, Ka4eCTBOM MHGOPMauun He Bbiwe 4,5 6annos. Y40BNETBOPEHDI
AOCTYMHOCTBIO U OTKPbLITOCTbIO MHopmauun ycnyrm 57,0%, B cpegHem Ha 4,47 6Ganna.
SACHOCTBLIO M 4OCTOBEPHOCTLIO MHAPOPMaLMK NOMHOCTLIO YAOBNEeTBOpeHbl 58,1% pecnoHaeHToB
(4,43 6anna). Cbop 1 nogava OOKYMEHTOB Ha ypoBHe 4,47 6anna unn 4yTb Gone nonoBUHbI
pecnoHaeHToB (56,5%), oueHuBLUMX Ha 5 Gannos.
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«Huede e LIOHe Hem uHgbopmayuoHHbIX cmeHOo8 06 ycriyee», «[lpuxodumbcs camum
compyOHUKaMm eblmackueamb cmaHOapm U po8oOUmb UHCMPYKMax O ycryze»,
AnmamuHckas; «Pacwupumb KOHCYnbmauyuoOHHbIE 803MOXXHOCMU Or1s1 yCrly20ronydamernels,
AcmaHa; «AKmyanuaupogsame UHoOpMauuro Ha odguyuanbHbix —calmax, nopmanax
(koHMakmHas uHgopmayusi)», AcmaHa; «B patioHHbix L|OHax eoobuje daxe He 3Harom O
makol ycnyee u nepeHarnpassisom 8 20pod, apayMeHmupys mem, 4mo palioHHbie LJOHbI He
3Harom OaHHble onepayuu. M3-3a amoeo npuwrsiocb examb 8 20po0 LlbiMkeHm, mam
KOHcynbmupogams. BepHyrnuce Hasad, cobpasiu GoOKyMeHmbIl U onsimbs rioexanu 8 LlbivkeHm.
Xoms ece MOXHO bbirio cdenamb cpasy y Hacx», «5 pas xodus, cobupan OOKyMeHmbl U3-3a
moeo, Ymo HOpMasibHO HUKMO HEe MOe POKOHCYyrnbmuposamey», TypkecmaHckasi, «B LJOHe
Hem UHopmayuoHHo20 Mamepuana o6 ycnyze», AnmamuHckas, «[lo cmaHdapmy
OOKYMeHmMbI MOXHO cOasamb 8 KaHuessapuro ycryeodamens u 8 LJOH. Ho e kaHuenspuu a2oc
opeaHa omkasanu u omnpasunu 8 LIOH. lNoyemy? B cmaHOapme ykazaHO 0s8a Mmecmay,
KapazaHduHckasi;, «M13-3a moao, ymo camu cobupasiu GOKYMEHMbI U3 MEPEYHS] €goV, MpuUUIIoCh
4 pa3a nodasamb doKyMeHmMbIl», KocmaHatckasl.

B pesynbtate wuccnegoBaHus 66,3% ONPOLUEHHbIX PECNOHAEHTOB ObiiM  MOSTHOCTLIO
yOOBNETBOPEHbBI CPOKaAMKN OKa3aHWs ycryru, oueHuB Ha 4,52 6anna B cpegHemMm.

«3amsieusarom oghopmreHue O0KyMeHmMo8», Ambipayckasi; « Hy)HO cokpamumb CpOKU ycriyau,
cOenamb MmeHbwey, Xambbirickasa; «MOXHO U yckopumb CPOKU, HO o cmaHdapmy mak
rnonoxeHo», LLbimkeHm; « Cpoku 6biniu UCKYyCCMBEHHO 3amsiHymbl, MpuwWsiocs obpamumscsi 8
cyO0ebHble opeaHbl», Ambipayckas; «CrulwKoM OrnuHHbIG cpok. MoxHo cokpamume 0o 15
OHel», AKMOJTUHCKaS.

BexnueocTte coTpyaHukoB yaosrneTBopuna 63,2% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,49 6anna. YOOBNeTBOPEHHOCTL KOMMETEHTHOCTLIO M ONEPaTUBHOCTLIO COTPYAHMKOB
Hwke. KOMNETEHTHOCTb COTPYAHMKOB BbICOKO oueHunu 58,6% ycnyrononydatenen (4,45
6anna). OnepaT1BHOCTLIO COTPYAHUKA yaoBNeTBopeHbl 55,2% pecnoHaeHToB (4,34 6anna).

«lposodumeb UHOPMaUUOHHbIU cemuHap compydHukam 06 ycnyzax», «CompydHuUKu
HOpMarnbHO He Mo2ym [POKOHCYNIbmupogamb O ycnyze», AnmamuHckasi, «lloebiwampb
KOMIemeHmMHoCcmb compydHUKO8 110 ycriyaam, 1o O0KyMeHmauuu rpedocmasnisaemMol ycryauy,
UlbimkeHm,; «[llogbicumb KOMMIemeHmMHOCMb compyOHUKO8, moada MoebicumbCs U Ka4ecmeo
pabombi», AkmonuHckas; «Obpauwanucb ¢ 80rpPOCOM U 8 Komumem, 20e Hac eoobwe He
npoKoHcynbmuposganu», «CompydHuku LJOHa He oceedomrneHbl 06 ycryee», KocmaHalckas,
«HeksanuguyuposaHHble pabOmMHUKU, He 3auHmMepecosaHbl 8 Kadecmee ycryau»,
«OmaebymbonueaHue u3 kabuHema 6 kabuHem, erniedamseHuUe makoe, 4Ymo creyuanaucmsl
3amsieusarom ogpopmiieHue OOKyYMeHmos», Ambipayckasi; «dma ycrnyea Hoeas, Mosmomy
xomersiock bbl, Ymobskl pykosodcmeo L|OHa eHayane oby4unu 6bl compydHukos. [Npuwinock um
06B5ICHAMB 0 OaHHOU ycry2e», AKMOUHCKas.
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AOwnarpamma 36. OCHOBHbIe NOKa3aTenu no ycayre

4,80 I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunii 6ann 70

66,3
4,70

63,2 21 O

4,60

4,50

4,40

4,30

4,20

Cpenw ycnyronosny4aTenei noka He pacrnpocTpaHeHo MosyYeHne yCryru OHmarH, HO OLeHUIM
[OCTaTO4HO BbICOKO. KayecTBO npefocTaBneHus ycnyrm Yyepes [ockoprnopaunio pecrnoHaeHTbl

oueHunu Ha 4,37 6anna, B rocopraHe — Ha 4,67 6anna.
Tabauua 31. YA0BNeTBOPEHHOCTb MO MECTY NOJIyYeHUsA YCayru

oo sepes LoH =51
Beb6-noptan Egov.kz (elicense.kz), N=3 5,00
OGpalLeHue Yepes Be6-noprarn 3oHa Egov.kz B LJOHe, N=4 5,00
«3MNEKTPOHHOrO NpPaBUTENbCTBA» Be6-nopran, LIOH, N=1 500
Egov.kz, rocopraH, N=8 4,38
O6palueHure B rocopraH locopraH, N=27 4,67
Bcero, N=94 451

M0 KOMNETEHTHOCTU M BEXINNBOCTU COTPYOHUKOB rocopraHa pecrnoHAEHThl OLLEHUNN BbIlLe, YEM
cotpyaHukoB LIOHa. Ho onepaTuBHOCTb COTPYAHMKOB [rOCOpraHa He COOTBETCTBYET
notpebHoCTAM ycnyronony4arens.

Onarpamma 37. YA,0BNeTBOPEHHOCTb Ka4eCcTBamMM COTPYAHMKOB NPU NOAYYEHUU YCAYTU, cpeaHUiA 6ann

4,70
4,60
4,50
4,40
4,30
4,20
4,10

4,60
4,54
438 438 ¥
4,29
locopraH LLOH
® KomneTeHTHOCTb = OnepaTMBHOCTb BerknusocTb
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Xanob, cnyyaeB HeodMUMaNbHOrO BO3HArpaX4eHust M UCMOMb30BaHUS NUYHbLIX CBSI3EN U
3HaKOMCTB He Habniwogaetcs. CneayetT OTMETUTb HEAOCTATOYHO BbICOKWIA YPOBEHb AOBEPUS
ycnyrogatento. 62,1% pecnoHAEeHTOB OOBEPSIOT ycnyrogaTernto, CPeaHsss OLeHka cocTaBuna
4 53 banna.

BbIBOABI U PEKOMEHAalHH 110 ycjiyre

bonbwon npobnemor no QdaHHOW ycryre sBNSETCA OTCYTCTBME MOMHON, [LOCTOBEPHOM
nHpopmaumm. Heobxoanmo paspaboTatb MepPONpPUATUS MO MOBbLILLEHNIO MHOPMUPOBAHHOCTM
ycnyronony4varenen. «Beecmu pybpuky «rnomowb kKrueHmy», a mo Komumem u LJOH soobuje
He xomsam usnu He xenarm rnomozame todsm» (KocmaHatickas).

He Ttonbko ycnyrononydatenem Heobxogumo uHgOpMupoBaTb 06 ycnyre, HO M 00y4uTb
cotpygHukoB LIOHa. A camum coTpydHuKam rocopraHa ObiTb Gonee onepaTtMBHbBIMU WU
CBOEBPEMEHHO pearnpoBaTb Ha W3MEHMBLUMECHA YCNOBUSA NPeLoCTaBNEHUss  yCnyru.
HepnoBonbCTBO ycryronony4yatenen crano cneacTBueM HeNoAroTOBIIEHHOCTU rocopraHa.

PaccmoTpeTb BO3MOXHOCTb COKPaTUTb CPOKM UMM BBECTU Nnaty 3a YCKOPeHWe YCIyru.
«Obecriequmb 803MOXHOCMb YCKOPUMb MPOUECC Mosy4eHUs ycriyau, onaamue 3a CKopocmb»
(Acmarna).

23. Bblaaya MLEH3UM HAa MMMNOPT U (MNIK) 3KCNOPT OTAENbHbIX BUA0B TOBapoB

Oo61masa nHdopmanmsa o rocycayre

locypapcTBeHHasa ycriyra okasbiBaeTcd MUHUCTEPCTBOM HaUWOHAaNbHOW 9KOHOMMUKU
Pecnybnukn KaszaxcTtaH.

Mpuem 3aaBneHWn M Bblgaya pe3ynbTaToB OKa3aHWUs rOCY4apCTBEHHOW YCryru
ocyllecTBnsalTCA Yepes: [ockopnopauuto, Beb-noptan www.elicense.kz, www.egov.kz.

Cpoku okasaHusa rocygapCTBeHHOW ycnyru: Bbigada nuueHsmnm — 10 paboumx gHen,
Bblgada gybnukara nuueHsnm — 5 pabounx gHen.

dopma OKasaHus rocygapCTBEHHOM yCnyru: 3NEeKTPOHHAas (4acTu4yHoO
aBTOMaTu3npoBaHHasi), bymaxkHas.

PesynbTaT oOkasaHuA rocygapCTBEHHOW YCMAyrn — fIMUEH3US Ha WMNopT U (Mnn)
3KCNOPT OTAENbHbLIX BUAOB TOBApPOB NMNMHGO MOTUBMPOBAHHLIN OTBET 00 OTKase.

dopma npegocTtaBneHuss  pesynbTaTa  OKa3aHUA  FOCYAapCTBEHHOM  YCNyru:
9NEeKTPOHHas.

ocypapcTBeHHaa ycrnyra U3MYECKMM U IOPUOMYECKMM §NULAM  OKasbiBaeTcs Ha
nnaTHOWM OcHoBe: 3a Bblgady nuueHsunn 10 MPT1, 3a gybnukat nuueHaumn 1 MPI.

OcHOBHbBIE pe3yJjbTaThbl HCC/IEAO0BAHUA

Y[a0oBNeTBOPEHHOCTb Ka4yeCTBOM OKal3aHusa ycnyri Beidava nuueH3uu Ha umrnopm u (unu)
akcriopm omodersnbHbIX 8udo8 moeapo8 Ha ypoBHe 4,59 6GannoB, AoNA MNOMHOCTbIO
yO0BNEeTBOPEHHbIX ycnyron — 64,3% pecnoHOeHTOB.
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Tabauua 32. OueHKM yA0BNETBOPEHHOCTU KauecTBOM OKa3aHUA roCcyAapcTBEHHbIX YCIYT MO pe3y/ibTaTam 06LecTBeHHOro
MOHUTOPUHrA

1 6ann 2 6anna 3 banna 4 6anna 5 6annos
[onsa pecnoHaeHToB 0 0 3 17 36
K
OfnHEeCcTBO 0,0% 0,0% 5,4% 30,4% 64,3%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 56 pecnoHaeHToB. Bce ycnyrononydatenu nonyyunu ycnyry yepes
elicense.kz. 80% obpaweHunin 6110 Yepes Beb-noptan, 27% - vepes 30Hy egov.kz B LIOHe.
JononHntensHo B rocopraH obpatanuck 12,5% pecnoHOeHTOB.

B pesynbTtate uccnegosaHus Tonbko 37,0% OMpOLUEHHbIX PecrnoHAEHTOB ObINN MOSTHOCTLIO
YOOBNETBOPEHbI CPOKaMu okasaHus ycnyru (4,19 6anna).

«Ecnu ecmb owubKu, cpoku pacmsausaromces 00 mecsuar, Animamsl; « Cpoku cokpamums 9o
mpex OHel», >Xambebinickas; «Moanu 6bl yckopumb CPOK, UHoOpmauus He 6osbwasa u
3aHUMaem HEeMHO20 epeMeHU Onisi paccMompeHusi», LLbimkeHm; «Bcsi HyxxHasi uHgbopmauusi
OormkHa 6bimb 8 OmKpbImoM oQocmyne, 4mobbl He Mpuxodusiock nepesgaHueams U
nepecnpawugamb», AriMamel.

58,7% ynoBneTBOpPEHbI Npoueccom cbopa n nogaym AoKyMeHTOB (4,42 6anna).

«Cokpamumb 8peMsi ycriyau, cokpamumb rfowazosyro cucmemy. B OLI ecmb daHHbIe
KOMraHuu 3a4eM 3aH080 8800umb UX», AniMamel; «He 3anonHsimb no8mopHO, HECKOILKO pa3
npuxodumcsi 0aHHble 8HOCUMb. WM3-3a He3HayumernbHbix owubok cpa3y omka3. ObpamHo
x0ampb 10 OHed...», «Cokpamumb Kosiudecmeo OoKyMeHmoey», Mambbirickas, «B OKowke
4Ymobbi bbinu nodckasku rno ebibopy. Ymobbi 8bISCHUMBL YMO Kyda OMHOCUMCS mepsiemM MHO20
epemeHu», LbivMkeHm; «JluyeHsuro ebidatom He 8 Havane 2oda. TaHym 0o anperis-mas, a 8
amom 208y mosbKo siemom danu. A nuyeH3us mosnbko Ha 1 200 ebidaemcsi. Omo Heydo6HO.
Hanpumep, e Poccuu ece yxe e Hayane 200a HaqYuHaemcsi», «[lpuwsnocs ommnpasums o
noume. lpukpenumse ¢halinibl 6b110 He803MOXHO», « Cam rnopmar 3asucaem Ha 15-20 MuHym,
owubka 505. npuxodumcs nposepsime 1o 3-4 yaca», «bbina mexHu4yeckas npobnema, camomy
He nony4qunock pewums. 380HUNU 8 MuHUCmepcmeo», «MHoz20a He cpa3y ydaemcs
npukpenume OOKYMEHMbI», AriMama|

YaoBneTBOpeHbl AOCTYMHOCTBIO U OTKPbITOCTbIO MHGopMauun ycnyrm 62,5%, B cpegHem Ha
4,46 6anna. ACHOCTbIO U OOCTOBEPHOCTbIO MHGOPMaUUK MOMHOCTLI0 YAOBNEeTBOpeHbl 66,1%
pecnoHaeHToB (4,65 6anna).

«Hu3kul ypoeeHb KOHCynbmuposgaHusi no d0aHHol ycryze», AcmaHa; «3adaewb 80rpockl o
nopmarsy, He omeeyarom. HEe803MOXHO 0mo38amb JUUEH3UK 3NIEKMPOHHO. 380HUI,
nucarn...», «CriopHble 80rnpockbl bbiu, He xomenu omeedyamby, «CroXHO pa3obpambcs,
denato 4Yepe3 rnocpedHuka», «[Jo3eoHumbcs HeB803MOXHO. QOyesUOHO HedAocmamoYHO
crieyuanucmosy, AnmMamel.

MapameTpbl kKayecTBa yCnyru, CBA3aHHbIE C XapakTepUCTUKaMM NepcoHana, nosy4ymnun OLeHKu
ewe Hwke. BexnuBocTb  coTpyaHukoB  ygoBnetBopuna  57,9%  pecnoHOeHToB,
yOOBMNEeTBOPEHHOCTb Ha ypoBHe 4,47 6anna. KOMNEeTeHTHOCTb COTPYAHWKOB BbICOKO OLEHWMU
Tonbko  50,0%  ycnyrononydatenen (4,28 6anna). OnepaTMBHOCTbLIO  COTPYAHUKA
yaoBneTBopeHbl 26,3% pecnonaeHToB (4,05 6anna).
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«[llepcoHan MOCMOSIHHO MeHsiemcs U [03MOMYy HU3KUe 3HaHusi 1o OaHHOU ycriyeey,
lMasnodapckasi; «Hmobbi peacuposarniu bbicmpee U 8HUKasu 8 cyms rpobnemsi», Arimamal

Aunarpamma 38. OcHOBHbIe NoKasaTtenu no ycnyre
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YOoBneTBOpeHHOCTb onnaton coctaBnseT — 53,7% Ha yposHe 4,41 6ann. «[opozosamoy,
XKambeinckas; «MoxHo u nodeweene», Anmamesl; «3a ebidady nuuyeH3uu 10 MPIT mMHO20»,
AnmamuHckas; « Cymma Herpuemnemasi», AcmaHa.

CnyyaeB HeoMUManNbLHOIO BO3HarpaxaeHus He HabnwgaeTcd, UMeeT MecTo  cryyau
NCMNONb30BaHUA NUYHbIX cBA3er n 3HakoMcTB (5,4%). OTmevaeTca obpalueHune ¢ xanobomn Ha
Ka4yecTBO OKa3aHus ycnyru B ycTHom coopme — 1,8%.

CnepnyeT OTMETUTb, YTO Ha (poHE cpedHero ypOBHA KayeTcBa YCryru, OCTaTOUrHO BbICOKWIA
ypoBeHb [pgoBepusi ycnyrogatento — 4,84 ©6anna. 86,3% pecnoHOeHTOB [OoBepsieT
ycnyrogaTento.

BeiBOABI U PEKOMEHAAalUH 10 ycJiyre

YcnyrononyyaTtenu 4OBOMbHbI TEM, YTO YCryra aBTomaTM3npoBaHa, Ho Bce Npobnembl CBA3aHbI
C HegopaboTKOM MHEPOPMALIMOHHON CUCTEMbI. HEBO3MOXHOCTBIO ONEPaTMBHO Y CBOEBPEMEHHO
Nosly4yMTb OTBEThbI HA BOMPOCHI, CBA3AHHbIE C OTNPABKON JOKYMEHTOB.

Cpoku, N0 MHEHUIO ycnyrononyyartenen, HeobxoanuMo CokpaTUTb. YCnyry NpeaocTaBnaThb C
Havana roaa.

O6ecneunTb AOCTYMHOCTb U OTKPLITOCTb MHGOPMALIMK MO yCnyre.
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24. Bblgaya pa3spelueHus Ha 3KCNopT, UMMNOPT U TPaH3UT Nnepemellaembix (nepeBo3nmbix)
06bEKTOB C y4eTOM OLL,eHKM 3NM300TUYECKOM CUTYyaL MmN Ha COOTBETCTBYIOLE
Tepputopum

O61masa nHdopmanusa o rocycayre

locypapcTBeHHasa ycnyra okasblBaeTcs [NaBHbIM rocygapCTBEHHbIM BeTepUHApPHO-
CaHUTapHbIM MHcekTopom Pecnybnuku KasaxctaH unm ero samectuTtensamu.

Mpuem 3asBneHMss W Bblgaya pesynbTata OKasaHWsg rocygapCTBEHHOM YCnyru
ocyuwiectenatTca: [ockopnopaunen, yepes Beb-noptan www.egov.kz, elicense.kz.

Cpoku okasaHus rocygapCTBEHHOW YCNyrn: Ha WMMMOPT, 3KCNOPT NepeMeLlaemMoro
obbekTa — 7 paboumx gHen; Ha TpaH3uT nepemeliaembix 06bekToB — 30 pabounx aHen, Ha
NPOX0OXOEeHNE KapaHTUHA XUBbIX XXMBOTHbLIX — 60 kaneHgapHbIX OHEN.

dopma  oOKasaHMA  rocygapCTBEHHOM  yCnyrm - 3fieKTpoHHasg  (4acTUYHO
aBTOMaTM3npoBaHHas) unu dymaxkHas.

PesynbTtaT OkasaHuWs rocygapCTBEHHOM YCNYyrn — paspelleHMe Ha MMMOoPT, 3KCMOopT,
TpaH3uT nepemMeLltaemMbix (NepeBo3nMbIX) 00bEKTOB, MMOO MOTMBUPOBAHHLIN OTBET 06 OTKase.

dopma npepgocTaBneHus  pesynbTata  OKasaHUs  FOCydapCTBEHHOM  YCHyru:
3IEKTPOHHAas N bymarkHasi.

FocymapcTBeHHas ycnyra okasbiBaeTcs GecnnatHO (OUM3NMYECKMM U OPUANYECKUM
nuuam

OcHOBHBIE pe3yJIbTaThl UCCJIeJOBAaHUSA

YO0oBNeTBOPEHHOCTb KA4eCTBOM OKasaHusl ycryrn Boidaya paspelweHusi Ha 3Kcriopm, umropm
U mpaH3um rnepemewaemMbix (Mepeso3umMbix) 06bEKMO8 C y4emoM OUEHKU 3ru300muYecKkol
cumyauyuu Ha coomeemcmesyroweli meppumopuu Ha ypoBHe 4,63 6annos, 4ONS NOMHOCTbLIO
YAOBMNETBOPEHHbIX ycnyroh — 72,1% pecnoHAeHTOoB.

Ta6amua 33. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHUA roCyAapCTBEHHbIX YCAYr NO pe3y/ibTaTam 06LecTBEHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6banna 4 6anna 5 6annos
[ona pecnoHaeHToB 0 2 15 41 150
K
OnUiecTso 0,0% 1,0% 7.2% 19,7% 72.1%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 208 pecnoHOEHTOB, CBbile 65% KOTOPbIX NOMyYMnu ycnyry yepes
LIOH, 6onee 30% - 4yepes3 noptan «3MNeKTPOHHOro npasutenscTBa» (egov.kz u elicense.kz) n
okono 17% - B rocopraHe. Ycnyra 4actudHo aBToMatmampoBaHa. 44,2% ycnyrononyyatenen
yKasanu, 4To MMelT BO3MOXHOCTb MONlydaTb AaHHYI YCNyry OHMawH (B SNeKTPOHHOM BuUAE)
Aoma unm Ha paborTe.

B cpegHeM yooBneTBOPEHHOCTb AOCTYMHOCTbID UM OTKPLITOCTbIO MHGOPMauun oueHeHa 4,65
Oanna, Jons yOoBMETBOPEHHbIX KavyecTBOM ycnyrn - 76,4%. FACHOCTbIO M AOCTOBEPHOCTLIO
NHopMaLmm, oueHeHHON Ha 4,64 Ganna, NONHOCTbIO YAOBNETBOPeEHbI 75,6% pecrnoHAeHTOB.

Mo pesynbTatam wuccnegoBaHua 71,9% OMPOLWIEHHbIX PECNOHAEHTOB OblM  MOMHOCTLIO
yAOBNEeTBOPEHbI CPOKaMW OKa3aHus ycnyru, cpegHuin 6ann Ha yposHe 4,63 6anna.

«Cpoku o4eHb doseue, bbisaem rpuxodum CPOYHbILU 3aKa3 8MeCmo mMmo2o 4mobbl omrnpasums
cpady Mbl mepsieM epemsi u Oeraem paspeweHue. [loxarnylicma paccMompume CPOKUY.
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«lpowy nepecmompems cpoku. [Tomomy 4mo bbieaem CPOYHbIU 3aKa3, HO OmKasblearom U3-
3a moeo, ymo Qorneo x0amb rnpuxodumcs paspeweHusi». «bbiio 6bl xopowo, ecnu 6bi
YCKOPUIIU CPOK ObBCITyKusaHUsi Mo ycryaey.

KommeHTapum no nony4vyeHuto ycryrm B Uenom 6binv nonoxuTenbHble, XOTa U Obinu
NPOTMBOMONOXHbIMU. YacTb peCnoHAEHTOB YA0BNETBOPEHA NEPEBOAOM YCINYrN B 3NEKTPOHHbIN
dopmat n B LUOH. [pyras ke nonoBuHa NPOCUT BEPHYTb MOSTyYEHME YCAYrN B rOCOPraH, kak
370 ObINO paHee.

«3adepxka bOblla CO CMOPOHbI 8emepuHapHO20 opeaaHa, pabomHuku L|OHa monodusi,
obcnyxunu 6bicmpo. He 6bi10 HukKakux eonpocos, npobnem. [IpuHanu OOKyMeHmMbI
orniepamueHo. A 8om eem. op2aH 3adepxkasnl Cpoku Ha 3 OHs». «MHe nomoenu compyOHUKU
LIOHa, npobnem He 6bino». «Koada 360HUST 8 20COpaaH 0 KOHCY/bmauuu - OmKa3sbi8asiuch.
losopunu, ymo ecmb UHMepHem, ripasuna. Yumalime camu u paszbupatimecb»

«QOyeHb doneo npoucxodum rnpouecce, nodaqyu O0KYMEHMO8. PaHbuwe Yepe3 eemepuHapuro Mol
moanu nony4umses OaHHyro ycnyay 3a 3 0HA, a menepb nodaewsb 6 L|OHe, Kypbep 8 medyeHuUU
cymok unu 6onee omnpassissiem 8 eemepuHapuo, mam rnposepsirom u ecsu 20e-mo owubka,
mo eosgpawarom obpamHo Ha ucripasneHue. llpouyecc okasaHus ycnyau ysenu4uscs 0o 5-7
OHeli». «BepHymb 6 2ocopeaH (eemepuHapuro). Cpok ¢ 3 OHel ysenudurncs 8o 5 u 6onee dHel
yepes LIOH». «[lpobriema 8 mom, 4mo OaHHOU ycriy2ol 3aHumMmaromesi He eocopaaH (LJOH). Us-
3a oWUbBOK CPOKU OXUOaHUS pesyribmama yeenuyunuch»

He coBcem [0BOMbHbI PECMOHAEHTbLI MPOCTOTOM M MOHATHOCTLIO Mpouecca cbopa M nogaydn
AOKyMeHTOB — 4,62 6anna B cpegHeM (73,8%).

«ba3sa daHHbIx br1aHKo8 cbipasi, He dopabomaHHas», «basa daHHbIX rpu 3anonHeHuUu 6raHKos
He coomgemcmegyem HeobxodumbiM cmaHOapmam», «[pu 3anosHeHUU 6riaHKka sKkcriopma He
yqumbieaemcsi mpebogaHusi Opy2ol cmopoHbl. [Toamomy Mbi ee3em 2py3, He 3Hasi, npoldem
Mbl 2paHuuyy unu Hem. B Opysom zocydapcmee mocym 6bimb Opyaue mpebosaHusi»,
«lpoepamma He ycoseplweHcmeosaHa», «Hacmo 3asucaem 6asa e L|OHe, 6onbwue ovyepedu
u3-3a moeo, Ymo marsio compyOHUKO8», «bbieaem Yacmo 3asucaem 6asa».

«JononHumenbHo cdasana 0ogepeHHocmb U 002080p apeHObl Ha Mecmo XpaHeHus
npodykm», «Cama He Mmoasia nonydums ycryey 4depe3 egovy, «[IpoKoHCynbmuposarscs ¢
compyOHuKamu ycriyzolamerns. [Moka3an um ece OOKyMeHmMbI U OHU romoasiu coéame 4epes
8eb-nopmar».

KoMneTeHTHOCTb, BEXIMBOCTb M OMNEPaTUBHOCTb COTPYOHUKOB Obiv SOCTATOMHO BbICOKO
OLIeHEeHbl, a UMeHHO Ha 4,76; 4,81 un 4,68 GannoB COOTBETCTBEHHO. [lonsi pecrnoHAEeHTOB,
YAOBMETBOPEHHbIX [AHHBbIMW KOMMOHEHTaMW KayecTBa oOkasaHus ycnyru, coctasuna 78,3%
(koMneTeHTHOCTb), 84,1% (BexnuBoCcTb) N 71,6% (OonepaTuBHOCTD).

«5 enepsbie cdasana 6 2. KaHaoseH. Tak kak compydHuku L|OHa amozo 2opoda ewe He
npuHumanu GoKymeHmbl no daHHOU aocycriyae, mo s UM 0bbsicHuna, rokasana. OHuU b6binu
O4YeHb 8exrnusebl, bbicmpo o0by4aeMbl U OYEeHb OrepamueHbl», «H3bikogol b6apbep. Hukmo
rpaKkmu4yecku He 3Han Pycckul A3biK. Takxke He ceepsrom co cmaHdapmom. [1pocmo npuHsanu
mo, 4Ymo ecmb U omdarm Kypbepy».

HoBepstoT ycnyrogatento 75,9 % onpoleHHbIX ycnyrononydaTtenen. [JoBepue B cpegHeM
Obino oueHeHo Ha 4,70 6anna.
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Ownarpamma 39. OcHOBHble NOKa3aTenu no ycayre

4,90

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann
84,1

4,85
4,80
4,75
4,70
4,65
4,60
4,55
4,50

Y[0oBNeTBOPEHHOCTb KA4eCTBOM OKal3aHusi YCyrn B rocopraHe Hmxke (4,67 6anna, N=30), yem
yepes Nockopnopauuto (4.73 6anna, N=115).

Anarpamma 40. Y4,0BNeTBOPEHHOCTb YCYroii N0 MecTy NOAYyYeHUA YCAYru, cpeaHunii 6ann

5,00

HecmoTpst Ha TO, YTO NPV NONYyYEHUM AAHHOW YCNYrn ycnyrononyyareny B3auMoLencTByeT C
ycnyrogatensamn, B XO4e WCCneaoBaHWs He Obiflo  BbISIBIEHO HU  OOHOrO  cny4as
HeoMUManbHOro BO3HarpaXgeHus W/wunn WUCNonNb3oBaHWUA JIMYHbBIX CBA3EN W 3HAKOMCTB.
[aHHbin  bakT MOXeT cBuaeTenbCcTBoBaTb 0O OTCYTCTBUM KOPPYMUMOHHBLIX PUCKOB MNpu
okasaHum ycnyru. OgHako oTMevaroTes obpalleHus ¢ xanobomn Ha ka4ecTBO OKa3aHus ycryru B
nucemeHHon (0,5%) n yctHom (1,4%) cdopmax, B obwem, gona obpatmBmxca c xanobow
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coctaBuna 1,9%  OMNPOLLUEHHbIX  PECMNOHAEHTOB.  YOOBMETBOPEHHOCTb  pPe3yrnbTaToM
obxanoBaHusa coctasnseT — 3,67%.

BbiBOABI U PEKOMEHAalH 110 ycjiyre

Mo pesynbTaTtam McCrneaoBaHUS MOXHO BbIAENUTb HECKONbKO PEeKOMeHAAUMIN MO YryYLLEeHWHO
KayecTBa NpPeAoCTaBNsSeMON YCryru, CB3aHHbIE C COKPALLEHNEM CPOKOB.

YcoBepLeHCTBOBaTb TEXHUYECKME XapaKTEPUCTUKU MporpamMmbl, GnaHKM 3anofiHEHUs] He
BCerga CoOOTBETCTBYHOT TpeboBaHMAM.

OnTUMU3MPOBAaTL NPOLEAYPY YCIyru, yCKOpUTb B3auMoaencTeme Mmexay rocopraHom m LIOHom.

25. Bbigaua puTocaHMTapHOro ceptudmrkarta Ha BbIBO3 NOAKAPAHTUHHOMW NPOAYKLUM 3a
npeaenbi Pecny6nnku KasaxcraH

Oo61masa nHdopmanmsa o rocycayre

locypapcTBeHHas ycnyra okasblBaeTcs TeppuTopuanbHbiMU MHcnekumsamn Komuteta
rocyAapCTBEHHOW MHCMEKUMM B arpornpoMbILNIEHHOM KoMmrnnekce MuHMCTepcTBa CeribCKoro
xo3auncTtea Pecnybnukm KaszaxcraH.

Mpuem 3asBKM U Bblgada pesynbTaTa OKa3aHUA rOCyJapCTBEHHOW  yCryru
OCyLLecCTBNATCA 4epes3: ycnyrogatens; Beb-noptan www.egov.kz, www.elicense.kz;
"ockopnopauutio.

Cpok okasaHusi rocygapCTBEHHON ycryrn — 5 paboumnx gHen.

dopma okasaHusA rocyAapCTBEHHOW YCryrn: SNeKTpoHHasa unm dymaxHas.

PesynbTaT okasaHusa rocygapCTBEHHOM ycnyru: npu obpaweHun B Fockopnopauuio -
dumTOCaHMTapHbIA cepTUUKaT MMM MOTMBMPOBAHHLIA OTKa3; Ha noptane — yBeAoMMeHue o
FOTOBHOCTW pa3pelunTenibHOro AOKyMeHTa B (pOpMe 3MEeKTPOHHOIo AOKYMEHTa C yKasaHuewm
AaTbl U MeCcTa NosnyYyeHus pesyrnbTaTa OKazaHusi rocygapCTBEHHON YCNyru.

dopma npegocTaBneHns pesynbtara rocyaapCTBEHHOM yCryrn — BymaxkHas.

ocymapcTBeHHas ycnyra okasblBaeTcs Ha 6ecnnaTHOM OCHOBE (OU3NYECKUM W
topuanNYECKNUM nmuam.

OcHOBHBIE pe3yJibTaThl UCCJIeJ0BAaHUSA
Bcero 6bino onpoweHo 204 pecnoHaeHTa, nonyynBlnX ycnyry Beidava ¢humocaHumapHo20
cepmucbukama Ha 8bi803 nodkapaHMUHHOU npodyKuuu 3a rpedesnsi Pecnybnuku KazaxcmaH.

YO0oBNeTBOPEHHOCTb KayeCcTBOM OKasaHWsa YCNyrm [[OCTaTOMHO Ha BbICOKOM YPOBHE MU
coctaBuna 4,81 6anna c gonen NonHOCTbIO YAOBNETBOPEHHbIX B 82,8% pecnoHAEeHTOB.

TaGnMu,a 34. OueHKu YAOBNETBOPEHHOCTU KAa4e€CTBOM OKa3aHUA rocy4apCTBeHHbIX YCAYr No pe3y/ibTaTamMm 06LI.I,ECTBeHHOr0
MOHUTOPUHIA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 0 4 31 169
K
OnMHecTso 0,0% 0,0% 2.0% 15,2% 82,8%
pecnoHaeHToB, N
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OcHoBHasa gonsa ycnynonydyatenen Ans NonyydeHus ycnyru BOCMNOnb3oBanach ycryramu Beb-
noptana Egov.kz (59,8%) n HenocpeacTBeHHO rocopraHa (57,8%). HesHaunTtenbHasa 4yacTb
pecnoHaeHToB (14,7%) obpawanuce B LIOH.

YaoBneTBOpeHbl OOCTYNHOCTLIO M OTKPbITOCTBIO UHGopMaumn yenyrm 86,0%, n B cpegHem
coctaBuno 4,87 6Ganna. SACHOCTbIO W  [OCTOBEPHOCTbIO  MHOPMauuMM  MOSHOCThIO
yaoeneTtsopeHbl 84,4% pecnoHAEHTOB, YTO NOATBEPXKOAAETCHA AOCTATOYHO BbICOKOM OLIEHKON B
4,85 6anna no gaHHOMY KpuTeputo. «He 0cobo MOHSIMHO fuwb On MeX, Kmo erepeble
cmarnkusaricsy, LlbimkeHm.

B pesynbtate wuccnegoBaHus 84,6% ONPOLIEHHbIX PECMOHAEHTOB OblM  NOMHOCTBIO
yOOBNETBOPEHbI CPOKamMu okasaHus ycnyru (4,81 6anna).

«Bce 661510 Ha 8bICOKOM ypoeHe. Bo-repebix, 8 medeHue 1 OHSA nosydun pesyrnbmam, 60-
8mopbix He xdan o4yepeduy, «Xomesocb 6bl Ymobbl pabomarnu 8 8bIXOOHbIE M.K. [MOPOU HY)XHO
npoxdampb 8bIX0OHbIe OHU YmMObbI nosydums cepmugukam. CmosiHka Ha rnopmy rnamHas,
bornbwue pacxoldbl Ha amy cmosiHKy (1 4ac-33000 meHee)», MaHeucmayckasi, «bbiio 6bi
Xxopouwlo, ecnu bkl ro cpokam bbiro beicmpeey, « Cokpamume cpoku 0o 1 dHs», Nasnodapckas.

87,5% ycnyronony4aTenen OOBOJSbHbI NMPOCTOTOM M MOHATHOCTLIO Mpouecca cbopa 1 nogayun
JOKYMEHTOB.

«bbiganu MomeHmbI, Koeda eeb-rnopmarsn egov.kz He paboman. W npuxodunocb udmu 3a
pe3ynbmamamu 8 2ocopeaH», «MHoe0a b6bieaem He pabomaem eeb-nopmas, mozaoda
npuxodumcsi nodasameb 8 byMaxxHOM», AKMOMUHCKasl, «PaHbwe bbirio yepes LJOH. Yxe 200
Kak ogopmriseM 8 chumocaHumapHol uHcrnekuuu. lodaem 8 3neKkmpoHHOU ghopme Yepes
egov, 3amemM Mo 20mosHocmu 3abupaem C uHcriekyuu», «3asucaem cucmema uHoz0a rnpu
rnodaye OokymeHmosy», KapazaHOuHckasi, «B amom 200y He moanu cdenamsb 3as18Ky Yepes eeb-
nopmarn. lNModyemy-mo He pabomaem, npuxodumcs e30umb 8 obriacme U nodasamb 3asi8Ky 6
bymaxHou ¢popmer, AKMOSUHCKas, «Bce HopMarbHO, HO npuwsock nosydams SUIM nomom
yxe noGasamb OokymeHmebl. [losmomy obpawanucb 2 pa3sa», KapazaHOuHckas, «Kozda
3/1eKMPOHHO riodasari, cepsep He pabomarn», AcmaHa.

Hons ycnyrononyyartenemn, BbICOKO OLEHUBLUMX KOMMNETEHTHOCTb COTPYAHMKOB, TakKe BbICOKa
n coctasuna 88,2% u B cpeaHeM oLeHeHa Ha 4,86 6anna. YOoBNeTBOPEHHOCTb BEXINBOCTLIO
COTPYAHVKOB pacnonioxunacb Ha ypoBHe 4,87 6annoB u 88,6% pecnoHAeHTOB Obinu
YAOBMETBOPEHbI WX BEXNMBOCTbIO. OnepaTtMBHOCTbL COTpyAHMKa yaoBnetsopuna 84,8%
pecnoHaeHToB (4,83 6anna). «Pabomampb HEMHO20 oriepamusHee», LLibiMkeHm

89,2% pecnoHOeHTOB JOBEPAOT ycnyrogatento, cpeaHss oueHka coctasmna 4,90 6anna.
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Ownarpamma 41. OcHOBHble NOKa3aTesnu no ycayre

5,00 I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunii 6ann 100
95
4,95
88,2 88,6 87,5 89,2 %

86

4,90
4,85
4,80
4,75
4,70

4,65

Mo pesynbTaTam mccrnenoBaHua 6onee BbICOKUA YPOBEHb YAOBNETBOPEHHOCTU NPU NOSyYeHUn
ycnyru yepes LUJOH vn Be6-noptan (4,93 6anna, N=54).

Anarpamma 42. Y,0BNeTBOPEHHOCTb YCIYroii N0 MecTy NoAyYeHUA YCAYru, cpeaHunii 6ann

485 4,90 4,93 5,00 5,00 5,00
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Mo AaHHBIM MccnefoBaHUA UMENW MecTo BbiTb Criydan HeoMUUManbHOro BO3HArpaXaeHus
(1,0%) v ncnonb3oBaHUA NNYHbLIX cBA3er 1 3HakomcTB (1,5%). [ons xanob B ycTHOW hopme —
2,0%. YOoBneTBOPEHHOCTbL pesyrnbTaTom obxanosaHusa coctasuna 4,50%.

YO0BNETBOPEHHOCTb YYaCTHMKOB (POKYC TpynnoBOW OWCKYCCUM YCIyroil, ee cpokamu |
KayecTBOM paboTbl COTPYAHWMKOB B LENOM Oblna Takke [OOCTAaTOMHO BbICOKA. YYaCTHUKU
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nonyyanu ycnyry yepes egov B LIOHe n ouenunnu ycnyry Ha 5 6annos: «Yepes egov 3aseky
rodaem, 3arnosiHsaem, Hawu pebssma camu 3anonHstom dyepe3 LI ece. [Tomom moxxe 360HUM,
myda e palioH, 2080pUM Ha KakKom asfiegamope u ece. OHU camu eble3dxarom, ombuparom
rnpobnbiy.

Y4YacTHUKN OUCKYCCUWN BbIBO3UITM CBOK MPOAYKUMIO (OBOLUW, (PPYKTbl, MyKy, OTPyOW, sidMEHD,
nwexuuy) B Poccuio, YsbeknctaH, AdranHuctaH, WpaH, TamkukuctaH, AsepbangxaH
«lpemeH3ul Hem, YecmHO 2080ps, y Hac ece pabomaem omaxeHo».

OpHako ObinyM 0TMeYeHbl TEXHUYECKNe Henonaakn Ha cante egov: «boieaem 6asa 3asucHem u
gce. M3-3a amoeo Ha egov 3as8ku obpabameisaromcs o 2-3 yaca» (CKO).

BI)IBO,ZU:I H pEKOMEHJAlUuHU 110 ycayre
B uenom pecrnoHgeHTbl, NpUHSIBLUME yYacTue B UCCNEeAOoBaHWM YyOOBNETBOPEHbLI Npoueaypon
noaayun LOKYMEHTOB M NONyYeHns pesynbTara.

B kayecTBe pekomeHOaLMN MOXHO BblAENUTH PACCMOTPEHNE TEXHUYECKMX BO3MOXHOCTEN 6a3bl
[aHHbIX M MporpaMM, CBSI3aHHbIX C npegocTaBrieHnem ycnyr. 1o BO3MOXHOCTM peLumnTb
npobnemy «3aBucaHmsa» 6a3bl Npy 06paboTKe 3assBOK ycrnyronony4yaTenen.

PaccMoTpeTb BO3MOXHOCTb COKpaLLEHUSI CPOKOB.

26. NoaTBepKaeHUe yBeAOMIEHUA O BaJIOTHOM onepaumMmn uam o6 oTKpbITUK
6aHKOBCKOro cyeTa B UHOCTPaHHOM 6aHKe

0O61masa nHgopmanmsa o rocycayre

ocypapcTBeHHaa ycnyra okasbiBaetcss HauwmoHanbHbiM  BaHkom  Pecnybnuku
KasaxcraH.

Mpuem 3asBreHMn u Bblgaya pesynbTaToOB OKa3aHMA roCyJapCTBEHHOW YyCryru
OCYLLIECTBNSAETCA Yepes KaHLensapuio yenyrogatens.

CpoKu okasaHusa rocyaapCTBEHHOM ycnyrn — 7 pabouunx aHen.

dopma okasaHusa rocygapCTBEHHOM ycnyrn: BymaxkHas.

PesynbTaT Oka3aHua rocyfapCTBEHHOW yCryrn — CBMAETENbLCTBO 06 yBeJOMMNEHMN Ha
BGymaxkHOM HocuTene.

dopma npegocTaBneHnsa pesyrnbTaTa okasaHus rocygapcTBeHHON ycnyrn: bymaxHas.

CocypapcTBeHHas ycnyra okasbiBaetcsa Ha 6ecnnaTHOM oCcHOBe.

OCHOBHBIE pe3yJjbTaThbl HCC/IEAO0BAHUA
YOOBNEeTBOPEHHOCTb  KayeCTBOM  OkKadaHusa ycnyrn [lodmeepxOeHue ysedoMrieHUs O
sasiromHouU onepayuu unu o6 omkpbimuu 6aHKOBCKO20 cHyema 8 UHOCMmpaHHOM 6aHKe Ha
ypoBHe 4,92 6annos, 4ONs NOSHOCTbK YAOBMETBOPEHHLIX ycnyron — 95,9% pecnoH4eHTOoB.
Bcero 6bino onpoweHo 49 pecrnoHaeHTa.

Ta6auua 35. OLeHKM yA0BAETBOPEHHOCTU KaueCcTBOM OKa3aHUA rocyAapcTBEHHbIX YCAYr MO pe3yibTaTam 06LecTBeHHOro
MOHUTOPUHrA

1 6ann 2 banna 3 banna 4 6anna 5 6annos
[ons pecnoHaeHToB 0 0 2 0 47
K
ONnMYeCTBO 0.0% 0,0% 4,1% 0,0% 95,9%
pecnoHaeHToB, N
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Y[oBneTBOpeHbl AOCTYMNHOCTLIO U OTKPbITOCTBIO MHbopMaumm yenyrn 85,7% pecnoHAeHTOoB, B
cpegHeM Ha 4,78 0Oanna. SACHOCTbO M OOCTOBEPHOCTbHO  MHOpMauuM  MOMHOCTLIO
yaosneTteopeHbl 91,8% pecnoHaeHToB (4,86 6anna).

Hwke OTHOCMTENBHO ApYrMx nNapameTpoB KadecTBa YCNyrM YAOBNETBOPEHHOCTb CPOKaMM
okasaHua ycnyrm — 83,3% (4,79 6anna). 91,8% ycnyrononydarenen yaoBNeTBOPEHbI
NMPOCTOTOM N MOHATHOCTBLIO MpoLecca cbopa n nogaym JOKYMEHTOB.

91,5% BCEX OMNPOLUEHHbIX YCryrononyyaTenen BbICOKO OLEHWNN Cneayroline KOMMOHEHTbI
KayecTBa OKa3aHUs YCNyr: KOMMETEHTHOCTb COTPYAHWKOB (4,92 6anna), BEXIIMBOCTb
coTpyaHukoB (4,89 6anna) n onepaTMBHOCTb COTpyAHNKOB (4,89 6anna). 92,5% pecnoHaeHTOB
[oBepseT ycnyrogaTternto, B cpegHeM oueHnB goesepue Ha 4,90 6anna.

Ounarpamma 43. OcHOBHble NOKa3aTenu no ycnyre

5,00 100

95,9 B [onna oueHMBLWKX HA 5 6annos, % == CpeaHunii 6ann
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Pe3yJ'|bTaTbI nccecnenoBaHunaA nokasasnu, 4To PUCK BO3HMKHOBEHUA KOppynuun npu nonyyvyeHun
ycnyrn OTCYTCTBYET, TaK KaK B Xo[e uccnengoBaHuAa He ObIfI0 BbIABNIEHO HWM OOHOTO cny4asa
HeOCbMLl,VIaJ'IbHOFO BO3HarpaxgeHua n ncnofib3oBaHUA JNINYHbIX CBAI3e N 3HAKOMCTB. Takke HU1 Yy
KOro n3 y4aCTHMKOB UccrengoBaHUAa He BO3HUKIO NMPUYKMH AnA »anoo.

Y4yacTHUKM (POKYC rpynnoBOM LMUCKYCCUWN TakkKe yOooBNETBOPEHbl Ka4eCTBOM MpPeLoCTaBneHus
OAHHOW yCnyrn: Cpokamu, KONMM4eCcTBOM AOKYMEHTOB, npoueccoM cbopa JOKyMEHTOB, paboTon
coTpygHukoB w T1.4. B uyactHoctwn, yyactHukm O nonyyann ycnyry B dwumnmane
HaunoHanbHoro 6aHka r. ActaHa.

«Ymo kacaemcs ycnyau, cpoku Hukoz20a He Hapywanuckb. 10 OHel MOXHO 2apaHmupo8aHHO
nonydums pe3ynbmam. 5 cama 7 siem Ha 2ocydapcmeeHHoU cnyxbe pabomana. 5 6bi
cKasasia, Ymo celiyac makue rno3umueHbie cosuau ecmb, MOXHO itobol eonpoc obcyoums,
Kakue-mo rpobrieMHble 80MpPOCkl, KOMOPbIE 803HUKaOM o omyemam, rnosay4ums obpamHyro
cessb, 20e-mo, ymo-mo dopabomameb, 0cobbix rpobriem He ucnbimbigana. 5 e npuHyune,
ycrniyeol ydoeremeopeHay.

«MuHumarnbHbIlU nepedyeHb OOKyMeHMOo8, o4eHb A0CmynHO 0ObSCHSAM compyOHUKU omdena,
KOPpeKmHo, noamomy, xomesn bbI 0cobo ommemumb O0bpoXenamesnbHOCMb U
KOppekmHocmb rnepcoHana HayuoHanbHo2o 6aHka», «HyxHO ommemumb, 80mM UMEHHO
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epaMomHOCMb U makasi 4esi08e4HoCcmb Kosnee HayuoHanbHo2o 6aHka. OHU He ecmarom 8
rnosy, Hem mako2o, Ymo mosbKo 4epe3 10 OHeli coobwaom o Hedopabomkax, KOmopbie
MOXHO 6b1510 6b1 OrlepamueHo ucrpagumby.

B kauectBe BOMpOCOB, TpeGyI'OLLWIX BHUMaHWNA, MOXXHO BblAeNnTb crieayrLuimne I'IpO6J'IeMbIZ

e KayectBo paboTbl COTPYOHUKOB B pervoHanbHbix dunuanax Haubanka. HenpuatHble
BrevyaTneHns OT MOMyYeHUs YCryru OCTanucCb Y Y4aCTHUKOB (DOKyC-rpynmnbl nocre
obpaweHuns B dunmnan HauuoHanbHoro 6aHka B r. KokweTtay: «Kozda y uHeecmopos
803HUKIU mpyOHOCMU C (buHaHCUpo8aHUEM, Mbl euje, Kakoe-mo epems cdasasu
omyemsbl, nycmblWwKU. Bo3HUkna Heobxo0umMocmb PUOCMaHo8IeHUsT KoMmraHuu. B
omu4ue om 2opoda AcmaHbl, 8 20pode Kokwemay, no-pasHoMy rMOHUMarm C/1080
«rnpuocmaHossieHue», m.e., €c/fiu  Mbl  [puocmaHasnueaem  O0essmesibHOCMb,
ysedomrisieM ripasosble opaaHbl, yeedomrisiem HauuoHarnbHbIl 6aHK, COOMeemcmeeHHO
8 20pode AcmaHe HaM He HyXHO cOasamb MepuoduyvyecKkyro omyemHocmps, a 20pod
Kokwemay, no-npexHemy ee mpebosan u Oaxe O4YeHb Hacmou4yueo, ersioms 00
Haka3aHus. Onsmb obpawaemcs 8 AcmaHy 0518 pa3bsCHEHUS, HaM Pas3bsCHSAM, Ymo
3moeo Oeriampb He HY)XXHO».

e KauectBOo paboTbl canTa rocopraHa. HepgoBomnbCTBO Yy ycnyrononyyatenen 6bino
BbI3BaHO Takke canToM HaumoHanbHoro 6aHka: «/Touckosoli cmpoku Hem, a myada,
Ky@a nomom riocogemosasiu 3alimu, daxe He dozadasiuCb, YmO HYXHO 6birI0 mam
UMEHHO UCKamb Heobxolumyro uHgopmauur. Kak-mo 8om HEeMHOXKO cdenamb
r1oUCKO8YHK CMPOKY, 4mobbl MOXHO Obirio 3a6umb».

BBIBOIbI M pEKOMEHAAI[UH IO YCIyre

e B0O3MOXHOCTb Noga4YM JOKYMEHTOB M MOMy4YEHU PErmcTpPaLmMoOHHOro CBMAeTENbLCTBA
OHNawH «Ha ropmarne Ha camom Oesnie y HaubaHka, ecmb psd ycrye, Komopble
npedocmasnsromces yepe3 nopmars. bbiio 6bi xopowo u 30ecb mMoxe nony4yams
ycnyay oHnatHy», «Xo4dy, 4mobbl ece 6bi10 8 3reKMpPOHHOM eudey», «4mobbl He
e30umb u He 3abupamb opuauHan. MoxHo npuceoums yHUKarbHbIU HOMeEpP U 8ce,
KakK 8 egovy.

e CoKpalleHne cpokoB nonyveHus ycnyrn: «flo cpokam, Yyem mMeHbwe ecezda fyqule.
Mbi xe He 3HaeMm, KaKkue ycunusi 3ampadusarom compyOHUKU Onsi Mo020mosKu
amoeo ceudemersnbcmea. Ha Haw 8325180, YemM MeHbwe, mem sydwel», «Xopowo
6b1 cokpamumpb 00 5 paboyux OHel».

e KoHTponb Hap kadyecTBOM paboTbl COTPYAHMKOB B pPernoHanbHbIX dunuanax
HaumoHnanbHoro baHka.

27. Bbigaya nHpopmaummn 0 COCTOAHMU NEHCUOHHDbIX HaKoNIeHUH (¢ yueTtom
MHBECTULMOHHOIO A0X0A4a) BKAaguuMKa (nonyyatens) e4MHOro HAaKONUTENbHOro
NeHCUOHHOro ¢poHaa

O6mas uHgopmalmsa o rocycayre

FocypapctBeHHaa ycnyra okasbiBaeTcs AO «EAWHBIN HakoNUTENbHbLIN NMEHCUOHHbIV
oHOY.

Mpuem 3asBreHMn u Bblgaya pesynbTaToOB OKa3aHUA roCyAapCTBEHHOM YCNyru
ocyllecTBnsaeTcsa Yepes: ycnyrogatens, seb-noptan www.egov.kz.

Cpoku okasaHus rocygapctBeHHon yenyrn — 30 MUHYT.
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dopma  okasaHus rocyaapCcTBeHHOM yCnyru: 9NeKTpoHHas (nonHoCTbIO
aBTOMaTU3MpoBaHHasi) u (unm) dymaxHas.

PesynbTaT OkasaHWda rocygapCcTBEHHOM YCryru: nonyyeHme nHgopmaumm o COCTOSAHUN
MEHCUOHHbIX HAKOMMEeHW BKNag4YukoB (nonyyaTenen) y ycnyrogatens.

dopma npepocTaBneHWa  pesynbTata  OKasaHUs  rocydapCTBEHHOM  YCnyru:
3NeKTPOHHAag.

locypoapcTBEHHas ycriyra okasbliBaeTcsl Ha 6ecnnatHoM ocHOBE OM3NYECKUM NnLam

OcHOBHBIE pe3yJIbTaThl UCCJIeJOBAaHUSA

YOoBNeTBOPEHHOCTb KA4YeCTBOM OKa3aHus ycnyrm Bbidaya uHgopmauuu O COCMOSHUU
[MeHCUOHHbIX HaKorsieHul (C y4emoM UH8ecmuyuoHHo20 0oxoda) ekrnadyuka (rosnydyamerisi)
€0OUHO20 HaKonumMesibHo20 MEeHCUOHHO20 (hoHOa Ha ypoBHe 4,86 6GannoB, OOMs MOMHOCTbIO
YAOBETBOPEHHbIX ycryron — 86,1% pecnoHOeHTOoB.

Ta6m4u,a 36. OLeHKM YA0BNETBOPEHHOCTM KAYeCTBOM OKa3aHUA rocyAapCTBEHHbIX YCAYT NO pe3yabTaTam OGIJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 banna 3 6banna 4 6anna 5 6annos
Honga pecnoHaeHToB 0 0 1 28 179
Konudectso 0,0% 0,0% 5% 13,5% 86,1%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 208 pecnoHaeHTa. bonblMHCTBO ycnyronony4yaTtenen obpawanich B
rocopraH — 62,5%. bonblwe 20% obpallanucek Yepe3 Mockoprnopauuto n okono 20% — yepes
noptan «3MNeKTpOHHOro npaBuTenbCcTBa. Ycnyra 4acTU4HO aBToMatusvpoBaHa. 40,9%
ycriyrononyyatenen UMerT BO3MOXHOCTb MOMYyYUTb OAHHYK YCIyry OHManH (B 9NEKTPOHHOM
BMAE) oOMa unu Ha paboTe.

[lOCTYNHOCTBIO U OTKPLITOCTBLIO MHAOPMaLMK No ycnyre aosonbHbl 80,4% ycnyrononyyarenen.
B cpegHem faHHble KpuTepumn BbINKN OUEHEHbI yYacTHUKaMu uccnegosaHus Ha 4,79 6anna. MNpu
3TOM MHGOPMaLMA SABMSETCA ACHOW M LOCTOBEPHOM, NO MHeHuto 82,9% pecnoHA4eHTOoB, B
cpeaHeM oueHka coctaBuna 4,82 6anna.

88,3% OnpoLEeHHbIX PeCnoHAEHTOB MOMHOCTLIO YAOBMETBOPEHbI CPOKAMM OKa3aHWs yCryru u
92,1% - c6bopoM M NOLArOTOBKOW JOKYMEHTOB.

Kputepuii no KOMMNETEHTHOCTU COTPYAHMKOB nonyumn 4,75 6anna u Takke BbICOKO OLEHEH
79,8% ycnyrononyyaTtenen. BexnmBocTb COTPYAHMKOB OKalanacb yOoOBMeTBOPUTENbHON Ans
80,7% pecnoHOeHTOB, B cpedHem Obina oueHeHa Ha 4,80 Ganna. 4,79 6anna nony4unm
COTPYAHMKN 3a ONepaTMBHOCTb, KOTOpasi Takke oKasanacb yAOBMETBOPUTENbHOW, MO MHEHMIO
81,3% pecnoHgeHToB. [JoBepue ycnyrogatento Obino oueHeHo B cpeaHem Ha 4,77 Ganna, a
80,4% onpoLLEHHbIX PpeCcrnoHAEHTOB OTMETUNN, YTO JOBEPSET ycnyroaaTernto.
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Ownarpamma 44. OcHOBHble NOKa3aTesnu no ycayre

5,00 I CpepHuin bann e=g==/10/1 OLLEHMBLINX Ha 5 B6annos., %
91,1

4,95

4,90

4,85

4,80

4,75

4,70

Y[0oBNeTBOPEHHOCTb Ka4eCTBOM OKa3aHusa ycnyri B rocopraHe (4,86 6anna, N=127), Tak n B
"ockopnopauumn (4,88 6anna, N=42) oueHnBaeTcs Ha OAHOM ypOBHE.

CotpyaHukos LIOHa u rocopraHa pecnoHAeHTbl OLeHUIM NPUMEPHO Ha OAHOM ypoBHe. B 30He
€egoV pecnoHAeHTbl He Bceraa AoBosbHbI paboTon cotTpyaHukos LIOHa.

[Aunarpamma 45. Y40Bn1eTBOPEHHOCTb KauecTBaMu COTPYAHUKOB NPU NOYYEHUU YCAYTU, cpeaHuii 6ann

4'90 4,81 4,85 4,84 4’82
4,80 476

4,80
4,70
4,60
4,50
4,40
4,30
4,20

4,62
4,48 4,48

locopraH LOH 30Ha e-gov B LIOHe

m KomneTeHTHOCTb = OnepaTMBHOCTb Bexnmsoctb

Pesynbtatbl UccnegoBaHWsA nokasanwW, YTO NpPU  NPEeAoCTaBMNEHUM  OAHHOW  yCrnyru
KOPPYMLMOHHbIX PUCKOB HE BO3HMKAET, TaK Kak He Oblno BbIABNEHO Cly4YaeB HeouunanbHoOro
Bo3HarpaxaeHusa. OgHako 1,0% pecnoHOeHTOB OTMETUNM UCNOSb30BAHUS NUYHBIX CBA3EN U
3HakoMcTB. [Jonsi pecrnoHOEHTOB, Y KOTOPbIX BO3HMKIIM MPUYUHBI NOXanoBaTbCsl B YCTHOM
dopme, coctaBuna 2,9%. Pesynbtatom o6xanoBaHus octanucbk yaosnetBopeHbl 4,0%
nodasLUNX >Kanoby pecnoHOeHTOB.

[nsa 6onee 06bEKTUBHON OLEHKM KavyecTBa NpeaoCcTaBnssieMon ycnyru 6bin ncnonb3oBaH MeToA
«TanHoro nokynatens». Metoanka TaHOro nokynarens 6oina npumeHeHa B omnmane EHM® u
ogHom wun3 LIOHoB r. ActaHa. TawHbil nokynatenb AOMMKeH Obin OUEeHUTb KayecTBO
npenocTaBnseMon ycrnyrm no Tpem Kputepuam: 1) nouck uHgopmaumm Ha cante; 2) MoucK
WHpopMaumm Ha cTeHaax; 3) 3BOHOK B call-ueHTp.
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TarHbI NoKynaTenb OTMETUS, YTO MHJpOpPMaLMK KacaTenbHO NOMy4YeHUs yCryriu Ha cante egov
6bIN0 MHOro, 04HAKO OHa okasanacbk HernorHon. OTcyTcTBOBanNa UHopMaLms 0 BO3MOXHOCTH
nonyyYeHus aHHOW ycnyru Yyepe3 MobunsHoe npunoxexnve EHMN® n nuyHbIi kabuHeT Ha canTe
EHIM®. TanHbin nokynatenb BbICOKO oueHun cant EMNH®P, otmeTMB ygobHbIM MHTEpdeNnc,
Hanuyne Homepa Korn-ueHTpa, ObICTpbi nepexod. Ha oboux cavtax uHdopmaums 6bina
npefocTaBrieHa Ha ABYX S3blKax: Ka3axCKOM U PYCCKOM.

WHopmauusa no nonyyeHuto ycnyrm Ha cteHgax HenocpeactBeHHo B EHM® umeetcq, Toroa
kak B LIOHe — HeT.

Coseplums 3BoHOK B call-ueHTpbl (1414 n 1418), TanHbIA NOKynaTenb OLEHWIT MOMOXUTESbHO
Ka4yecTBO paboThbl KoHCcynbTaHToB call-ueHTpa EHIM®. Tak kak coeguHeHne C KOHCYrbTaHTOM
6bIN0 AOCTaTOYHO BbLICTPOE U NOMyYeHbl YEeTKUE N NOMHbIE OTBETLI HA BCE 3afaHHble BOMpPOChHI.
KoHcynbTaHT EAOMHOrO KOHTakKT-UeHTpa HEBHSATHO NpeacTaBunics, NpefocTaBuIl HEMOSHYHo
MHopmaLmo, NoccoBeToB obpatntbcsa 3a 6onee nonHon mHdopmaumen B LJOH. Mpn atom
TalHbIN NokynaTtenb Obin NepeHanpaBneH U OXuaan COeAVMHEHUS B TedeHun 8 MUHYT, nocne
Yyero 3BOHOK Oblfl copBaH. TarHbIM NokKynaTernb NOBTOPHO MO3BOHWMIIA Ha 1414 n nonpocuna
coeauHnTb ¢ coTpyaHukoM LIOHa, 3BOHOK Gbin CHOBa nepeHanpaBneH u nocrne 5-MUHYTHOro
OXuaaHus 3BOHOK Obln1 CHOBa COpBaH.

TalHbIm nokynartenem Obinn OuEeHEHbl BCe cnocobbl nonyvyeHna BbINUCKM O MEHCUOHHbIX
Ha4YNCneHnax:

e FEHI®. B uenom TalHbIA NOKynaTenb ocTarncs SOBOMEH Ka4eCTBOM YCNyru, OLEHUB ee
Ha 10 6annoe n3 10. EgMHCTBEHHOE, Ha 4TO crnegyeT obpaTuTb BHUMaHME, N0 MHEHUIO
TanHOro ycnyronony4yaTensi, 3T0 COCTOsIHME 3ana:

PucyHok 3.®ununan EHN® r. ActaHa.

«lMomeweHue Hebornbwoe, bbino dywHo, sUudHO, Ymo oghuc mpebyem
pemMoHma: rompecKaHHble MMIUMKU Ha oy, eps3Hble, obsucwue
obou». [llpu noceweHuu EHIMN® TalHbil roKkynamesns ocmarcs
dosornieH ocrnyxueaHueM nepcoHana: «Omeemuna Ha 6ce Mou
UHMepecyruwue 80rpochl U Oaxe npedrnoxuna ycryay pacchliku
UHGbOpMayuu O [EeHCUOHHbIX HaYUCIIEHUSIX Ha [oYmy, makxe
noockasarna, ymo ecmsb npunoXxeHue EHI®, rnomoerna
3apeaucmpuposambcsi» (AcmaHa).

e  MobunbHoe npunoxeHue EHIM®. O4yeHb ynobHoe, MMeeTcsi BO3MOXHOCTb OTCNEeXnBaTb
NMEHCUOHHbIE HAYMCINEHUS.

o JluyHbil kabuHem Ha calime EHI®. MNMpobnem He BO3HUKMNO, BCe YAOOHO, TakKe MOXHO
OTCrEeXunBaTb NEHCUOHHbIE HAYNCNEHMS.

e  MoburnbHoe nipunoxeHue egov. K coxaneHuto, AaHHbIN MeTog He Oblfl MCMonb30BaH B
Xoe NpoBeAEeHNs nccnegoBaHus.

e Beb-nopman «3neKmpoHHO20 Mnpasumesibcmea» Www.eqgov.kz. TarHbIi nokynaTenb
ocTancs KpanHe HeOoBOSbHbIM AaHHbIM cepBUCOM. bbiNo caenaHo 5 nonbITOK, BCe
HeygadHble. Bo Bpemsi 06paboTku 3anpoca npoucxogun TexHmnyeckmi coon. CosepLumBe
BXOA, B NUYHbIM KabuHeT yepe3 OLI, Bce paBHO ycryry nony4uMTb He CMOr, TaK Kak
naposfib He NpUHMMArCs, Kak HEBEPHbIN.
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B uenom ycnyramm EHIM® TanHbIi nokynatenb ocTancsa OOBOSIbHbIM, HO HEMPUSATHLIA OCagokK
ocTancs ot cepsuca Www.egov.kz. Tak Kak 3Ty ycryry Ha camom gene MoXHO 6bino nony4vnThb,
He BbIXoAds U3 Aoma.

Kak oTmedanochb Bbile, JaHHasa ycnyra aBTomMaTuanpoBaHa v npu Hanuuuu JLUIN nveetcs
BO3MOXHOCTb MOMYYUTb A@HHYI0 YCMyry 4epes3 nopran unu yepes nuuHbin kabuHet EHIMO.
MeTtog TanHoro nokynartensi Takke Obin NpMMEHEH 1 Npu nony4vexdnn LM,

TanHbIn nokynaTenb ocTanca HegoBosibHbiM paboTton LIOHa. lNocne nonyveHust TanoHa
COTPYAHVKN He OBBACHMNM TarlHOMY MOKynaTento, Kyda W Kak HY>XHO NMPONTW ANs Nony4yeHus
AaHHOM ycnyri. TanHoMy NoKynaTesnto NpuULoch B TEYEHUN 5 MUHYT ncKaTb Kyaa obpaTutbes,
nocrne 4ero WHgopmauus Obina nonyvyeHa OT APYrUX ycrnyrononydatenen. >KenatoLmnx
NOMyYUTb SNEKTPOHHYIO LUMGPOBYIO Noannchb GbINo goctatoyHo MHoro. MNpu nonyyvenun SLUIM
BO3HUK TeXHUYeCcKMrn cOOW, NpM KOTOPOM HOMep Ha Tabno He coBnagan CO 3BYKOBbIM
conpoBoxaeHneM. N3-3a 9Toro BO3HUKMNA NyTaHULEen ¢ o4epegHOCTbLIO.

PucyHok 4. Ouepeab B cnpaBoyHyto LLOH r. ActaHa.

«ugbpbl  o4epedu Ha mabso He coenadanu CcO 38YKOBbIM
conpogoxdeHuem . 5 nodowna kK cmony Ne 2, a mam HUKo20 He
6bi10, 3amo 6bina o4depedb u3 20 4erosek Kk cmosy 2 U 3,
MPUHUMasl MoJsibKO napeHb U3 3 cmoria 8cex, HO yXe Mo Xueol
o4yepedu, 8 komopol s cmosina 6onee 15 MmuHym. Takum obpasom,
LIOHbI cobnodarom 8bInofiHeHUe cpoka o4depedHocmu rnodadu
OOKyMeHmMOo8, 8 351IeKMPOHHOM 8UOE rOKaxkem, Ymo Mbl CMOSIU 8
o4yepedu He bonbwe 20 MuHym, a Ha camom Oerne 6onee 35 MuHym
U ewe cmosi, mosrnsicb y cmorna compyoHuka» (AcmaHa).

BblBOﬂbI U pEKOMEHJAl UM 110 ycayre
B uenom naHHas ycnyra Gbina oLeHeHa 4OCTaTOYHO BbICOKO, M 0COBbIX HApEKaHUiA CO CTOPOHbI
ycnyronony4yaTenei BbiSIBIIEHO He Obino.

Ycnyrogatenam cnegyet obpaTuTe BHMMaHWE Ha KayecTBo paboTkl coTpyaHmkoB LIOHa B 3oHe
egov, Ha paboTy OHMaWH CEepBMCOB €goV, a TaKKe Ha COCTOsHWE 3anoB, MPUHUMAIOLLMX
ycnyronony4dartenen (EHMN®).

28. AKKpeguTauma 1opuauueckux ML, oCyLLeCTBAAIOWMNX TEXHUUYECKUI Hag3op U
TeXHuYecKoe ob6cnepgoBaHue No 06bLeKTam NepBoro U BTOPOro ypoBHeun
OTBETCTBEHHOCTU

O6wmas uHgopmalmsa o rocycayre

FocypapcTBeHHas ycnyra okasbiBaeTca KomuteToM Mo fgenam  CTpPoOUTENbLCTBA,
XUINULLHO-KOMMYHaITbHOro XO341CTBa W yrpaBneHus 3emernbHbeiMn pecypcamv MuHunctepcrtea
no wmHBecTUUMAM K pasButuio Pecnybnukn KasaxctaH (Ha Be6-noptane «3nekTpoOHHOro
npaBuTenbcTBa Heobxoanmo ucrnpasute MH3OK Ha MUP).
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PucyHok 5. UHPopmaumsa Ha Beb6-nopTane «3/IeKTPOHHOrO NPaBUTENIbCTBA»
Enun uer

i
e o focynapcTBeHHble yenyr Q 1414 3BOH ATHBIA
o

n wHpopmMaums oHnalH +7 7172 701 998 3BOHOK MN/IATHBIN
Ans sapyBemniix oKt

YU MNNATEXKU OTKPbITOE MNPABUTENbBCTBO JIAYHBIA KABAHET O MNOPTAJIE nomMolib

=

AKKPEAMTEU.MR HOPHUAUYECKUX NUL, OCYLLEeCTBAALWMUX TeXHUYecKMin Haasop U TeXxHU4YecKoe ob6cnepoBsanue no
obveKkTam nepeoro U BToporo prBHEﬁ OTBETCTBEHHOCTH

{Opuanueckie niua N
¢ MepeifTi Ha cTpaHnuy. pyBpUKK

MoCTo NPeROCTABAGHHA YEAYTH

KOMMTET N0 AgNaM CTPOHTENCTES H KWAHWHO- Kak noayuure ycn B ro lAPCTBEHHOM OpraHe (HeobX01nMble IOKYMEHTbI):

KOMMYHANLHOIO X03RHCTEA i YTy B rocyaap P! ( . froKy )
1. MpU NONYUEHUM CBUAETENBCTEA 06 KKDEAUTALIMM NG OCYUIECTBNEHUKD UHKWHUPUHIOBBIX YCNYT N0 TEXHUYECKOMY HAA30PY Ha TEXHHUECKH W TEXHONOrUMECKH CNOKHBIX

CTOMMOCTE yenymi oBvekTax NEpeOro M BTOPOro YPOBHER OTBETCTBEHHOCTM:

ERcap 1. 3ansnenHne.

= 2. Mopma ceeneHwi ana opr: i ocylec o P YCNYT N0 TEXHUMECKOMY HA30DY Ha TEXHHUECKH W

EORCOKRAMMAR yCRTH TeXHONOIMUECKN CNOXHBIX OBLEKTAX NEPBOFO U BTOPOTD YPOBHE OTBETCTBEHHOCTH

15 paBouisx aneit 3, Konusi cnpasky, 3aBepenHas KaapoBoii cNyKBOMH O WTATHOM COCTABE aTTECTOBAHHbIX IKCNEPTOB.

Monnoe nammenosanve yenyru 2. MpU NONYNEHUU CBHAETENLCTES OB BKKPEAUTALIMN MO OCYILECTENEHIIO SKCNEPTHbIX PABOT N0 TEXHWUECKOMY 0BCNBAOBAHMED HAAEBKHOCTH M YCTOMMUBOCTH 3AaHWUA 1
COOPY/KEHU HA TEXHUUECKH W TEXHONOTHUECKH CROMHBIX OBBEKTaX NEPBOFO W BTOPOFO YPOBHEH OTBETCTBEHHOCTH!

AKKDEAKTALMS HOPHARIECKIX AL,

OCYWECTENRIOLIMX TEXHHMECKNT HAA30P 1 13 e

Texwnuueckoe obcnenosanie no obivexTam - SaRBnerne.

NEPEOro 1 BTOPONC YPORHEA OTRETCTREHHOCTH 2, DOPMa CBEAEHNA ANA NPOXOKAEHAA opr ) OCYLLECT 7 akcnepTHele paboTel No TeXHUMECKoMy 00CNeN0BAHHID HANBKHOCTU U YCTORMMBOCTHY

30aHUA W COOPYREHMI Ha TEXHUUECKH W TEXHONOTHMECKN CIOKHBIX 0GLEKTAX NEPBOFO U BTOPOTD YPOBHEH OTBETCTBEHHOCTH.
3. Konwa cnpaski, 3aBepeHHas kaaposoil CiyxGOM O WTATHOM COCTaBE aTTECTOBaHHbIX IKCMEPTOB M APYFMX CELMAaNHCTOB;

Crannapt rocynapcreenmod ycnyrn 4. KONMA AUNNOMA MHXEHEP-TeoAe3NCTa,
Bil MOXETE NPOBEpHTE AOKYMEHT
MocMOTPETE OBYUAIOWIHE PORHKH

AononnurensHo

PE3YNbTAT OKA3AHUA YCNYTH
CBMAETENLCTBO 06 aKKPEAMTALIMI NHBO MOTHEHPOBAHHbIK OTBET 0 OTKAZE B OKAZAHMM FOCYAAPCTBEHHOM YENYri

Mpouenypa gaHHon ycnyru pernameHTupyetcs MNpasunamn4 (ot 23 Hoabpa 2015 roga
Ne 709) u ctaHgaptamum (o1 12 cdbepanst 2016 roga Ne 72).

Mpuem 3aaBneHus 1 Bbigava pesyrbTata okazaHusa rocygapCTBEHHON yCnyrn
OCYLLECTBMAOTCS Yepes KaHUensapuo ycnyrogaTtens.

Cpok okasaHusi rocygapcTBeHHon ycnyrn — 15 paboumnx gHen.

dopma okasaHusa rocyaapCTBEHHOM ycnyri: BymaxHasa (no ctaHgapTam).

PesynbTaT okasaHWs rocyaapCTBEHHOW YCNyru — cBuaeTenbCcTBO 00 akkpeguTauumu,
nnMbo MOTMBMPOBAaHHLIN OTBET 06 OTKa3e.

dopma npepocraBneHnst pesynbTaTa okasaHusi rocy4apCTBEHHON ycnyrn: GymaxkHas
(no cTtangapTam).

FocynapcTBeHHas ycrnyra okasblBaeTcs opuanyecknm nuuam Ha 6ecnnaTtHon ocHoBe.

OcHOBHBIE pe3yJIbTaThl UCCJIeLOBAaHUS

Y[OoBNEeTBOPEHHOCTb  KayeCcTBOM  OKasaHus  ycnyrn  Akkpedumauyusi opududeckux nuy,
ocywecmernsowux mexHudeckuli Had3op U mexHu4yeckoe obcnedoesaHue o obbekmam
repgoeo U 8MmMopo2o yposHel omeemcmeeHHOCMU Ha ypoBHe 4,66 6annos, 4ons NONHOCTbIO
yAOBEeTBOPeHHbIX ycnyron — 70,8% pecnonaeHToB. Beero 6b1no onpolweHo 161 pecrnoHgeHTa.

Ta6bamua 37. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHWUA roCyAapCTBEHHbIX YCAYr NO pe3y/ibTaTam o6LecTBEHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHTOB 0,0% 0,6% 3, 7% 24,8% 70,8%
KonunyectBo 0 1 6 40 114
pecnoHaeHToB, N

YaoBneTBOpeHbl  OOCTYMHOCTbO M OTKPLITOCTBIO — MHopmauumn  yenyrm  78,1%
ycrniyrononyyartenen, OUEHVB B CpedHeM [AaHHble Kputepun Ha 4,77 6Ganna. ACHOCTb u
[OCTOBEPHOCTb WMH(popmauMM No AaHHow ycnyre Obina oueHeHa pecnoHaeHTamu Ha 4,78
Gannos, Npu 3TOM JONSA NOSHOCTLIO YAOBMETBOPEHHbIX pecnoHAeHToB cocTtasuna 78,8%. «He

4 .

I'Ipanu'la n paspewintenbHbie Tpe6OBaHMﬂ no akkpeaguTauum opraHmsaumun, ocyLecTBNALWNUX UHXUHUPUHIOBbIE YCIyrv nNo
TexXHU4YeCKOMY Ha30py U SKCNepTHble paGOTbI No TeXHU4YeCKoMy o6cne,u,oaaHmo Hage>XXHOCTU n yCTOVI‘-IVIBOCTVI SAaHMVI 7]
COOPY>KEHWUI Ha TEXHUYECKUN N TEXHOIOMMYECKN CIOXHbBIX 0OGbeKTax NepBoro 1 BTOPOro ypoBHEW OTBETCTBEHHOCTM
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MOHSIMHO, Marsio UHgopmauuu», «He ecezda MOXHO 00380HUMbLCS 00 20copaaHa unu 0020
npuxodumcs x0amb, Koeda oceobodumcs crieyuaaucmy

Bcem wusBecTtHO, 4tO KomMuTeET nO pgenam CTPOUTENLCTBA, KUIMMLLHO-KOMMYHAaNbHOro
X039ACTBA W ynNpaBfneHWs 3eMeNibHbIMU pecypcamu OTHocuTca K  MuHucTepcTBy no
WHBECTULMAM M Pa3BUTUIO M OKa3biBaeT AaHHYI YCNyry, HO Ha BebG-noprane HanmeHoBaHue
Opyroro rocopraHa BBoAUT B 3abnyxgeHune. Korga HeT 4yeTkon eguHou uHdopmauumm o6
ycrnyre, 3TO BbI3blBA€T HEKOTOPblE BOMPOCbI CO CTOPOHbI ycnyrononyvatenen. O6 atom
cBngeTenbcTByeT M Bonpoc Ha canmte MwuHuctepctea ot 10.01.18. o TOM, Kak mpognutb
akkpeguTaumio 1 B kakon gopme. Cneumnanuct, oTBevarLwmini Ha BONpPOC CCbiflaeTca Ha ABa
OokymeHTa — Ha [lpaBuna n PernameHTbl, KOTOpble NpOTMBOpeYaT Mo 4Yactu dOopMbl
npegoctaeneHnst CengeTenbcTBa: B NEPBOM Crlydae — 3MIEKTPOHHAsA, BO BTOPOM — BymarkHasi.
To ecTb y rocopraHa eCTb BO3MOXHOCTb NpU HEOOXOANMOCTM COCNaTbCA Ha OO4MH LOKYMEHT, B
OpYyrom criydae — Ha BTOpPOW.

Bonee Toro, npucyTcTByeT uYacTb pasbl: «umb N0 OGaHHOMY @Orpocy He
npedcmaesisiemcsi 803MOXHbIM». 10 AaHHOMY OTBETY (CM. PUCYHOK 4), KOTOPbIA BUCUT Ha
cainTe npakTUYeCcKn Lenon rod, MoXHO CyauTb O Ka4ecTBe NpeaocTaBnsiemon MHpopmaumm.

PucyHoK 6. Bonpoc ycayronony4yartens Ha caitte MUHUCTEPCTBa NO MHBECTULUAM U Pa3BUTUIO

[

& OPULIMANBHBLINA MHTEPHET-PECYPC TenedoHsl A0EERHA
B ( MWHWUCTEPCTBO NO MHBECTUUWMAM W PASBUTUHO & 87172 983-151
b Ja PECNYB/TMKWN KASAXCTAH BECT/IATHbIA 3BOHOK

O MMHWCTEPCTBE FOCYAAPCTBEHHBIE YCIIYTU OBLLECTBEHHBIA COBET KOMWTETbI JETMAPTAMEHTHI

1105 &

Ne: 1105 AaTa: 10.01.2018 - 09:41:31 Craryc: Answered

Bonpoc:

NoBpeli geHe. Hawa ¢yUpMa NpegocTaBNALT YOIyria No TEXHWUYECKOMY H3A30pY B CTPOWTENECTE:, 30 MapTa WCTEKAeT CpOK CBMASTENLCTES OF
AKKPEANTALMK. PA3BACHMTE NoxanyicTa Npouesypy NpogieHKA AKKDEUTALNA KPWAMYSCKNX ML, OCYLLECTENRMLWY TEXHYECKWA Haa30p No
ofbeKTam Nepeore W BTOPOro YpoBHeR oTBeTCTEEHHOCTH. NpoineHye NPoMCXoANT B 3NeKTPOHHOM GOpMaTe WK Ha ByMaskHOM HocuTene?
OTeeT:

Yeamaemeli Mrope Hukonaeeud! Mpoueaypa NpogNeHWA aKKPeAUTALMA OPraHM2anni, ocyLLecTENRAKILLME MHAWMHUDWHIOBEIE YOIy No
TEXHMUYECKOMY H3A30DY M 3KCNepTHIE paboTkl N TEXHWUECKoMY BN 0BaHMK HAAEXHOCTI M YCTORYMBOCTI 3A3HMA M COOPYXeHWE Ha
TEXHMYECKM 1 TEXHONOTMYECKM CNOXHEX 00LeKTax NEPEOro W BTOPCTO YPOBHER OTEETCTEEHHOCTH YCTaHOENEH MNPaBWAaMK 1
pa3pellnTensHEIMK TReDOBaHUAMI MO aKKPEAMTaLMA CPraHW3aLMiA, OCyLLECTENAOWWY WHXWHWPWHIOBLIE YONYTM N0 TEXHWYeCKOMY Haa3opy 1
IKCNepTHEIe padoTel NO TEXHWYECKoMY 000N A0BaHMID HAAEXKHOCT M YCTOAYMBOCTI 343HMA M COOPYKEHWA HA TEXHUYECK N TEXHONOTMYECKK
CnoxHex 06BeKTax NepECroe W BTOPOTC YPOBHER OTEETCTEEHHOCTH, YTEEPHASHHEIX NPHMKaZoM MHUHWCTPE HALWOHANEHOR IKOHOMKUKN
Pecry@nmkn KazaxcTax oT 23 HoAbpa 2015 roga Me 708, B COOTESTCTEMI C MYHKTOM 2 PErNameHTa rocy4apcTEeHHoR yonyri «AKKpeanTauma
HOPWMANYECKMX MWL, OCYLLSCTEMARLLMY TEXHMUYSCKMA HAA20p W TeXHWJYeckoe oOCNeA0BaHNe NC 0OLeKTaM NEPECTo W BTOPOrC YPOBHER
OTBETCTBEHHOCTI» YTBEPXAEHHOrC NPMKa3oM 1.0. MUHWCTPA HAaUWOHAaNEHOR 3koHoMKMKK PecnyBanki Kazaxcrad ot 12 ¢despana 2016 roga Ne 72,
$opMa 0Ka3aHMA rocyAapCcTEEHHOR yonyr ByMakHan, MTb pasbACHeHIA N0 A3HHOMY BONDOCY He MPeacTasnAeTes B03MOXHEIN, CTRONTENEHERA
[EATENLHOCTE B PecnyBamKe KazaxcTaH OCyLUeCTENAETCA B COOTEETCTEME C HOPMAaMW 3akoHa Pecnyfnmkn KazaxcTaH «00 apXMTekTypHOMA,
rpafocTPOMTENEHOR W CTPOWTENEHOR AeATensHOCTK B PecnyBnnke KazaxcTad» (4anee - 3akoH) W rocy4apcTBEHHEIMMK CTROWTENEHEIMK
HopwmaTtueamu. MNpouedypa NPoANSHWNA 3KKPeAUTaLWA OpraHMaumni, ooy WeCTENADLLME MHXWHWPWHIOBLIE YOTYTM N0 TEXHWUECKOMY H3AZ0pY W
3KCMEPTHEIE PadoTel N0 TEXHWYECKOMY 00CNEA0BaHIMID HAAEXHOCTI U YCTORUMBOCTI 243HUA 1 COODYHEHWA HA TEXHWUECKM 11 TEXHONOTMUYECKN
CNoXHbX 00bekTax NepBoro ¥ BTOPOro YpPoBHeR OTBETCTEEHHOCTH YCTAHOENeH NPaBnnamK 1 paspellvTensHeIMK TpeBoBaHUAMN No
SKKDPEAMTALMW CPraHWEaLMA, oCyLECTENADLLWY MHAMHWDUHTOBRIE YOIYTM MO TEXHWYECKOMY H3A30DY W 3KCNepTHLIE pafoTel Mo TEXHMUYSCKOMY
oBCNe OBaHWK HAAEHHOCTH M YCTORYMBOCTI 3A43HWIA M COOPYXEHWME H3 TEXHWUECKW W TEXHOMOTMYECKW CIOXHEIX 00BEeKTaxX NepECTO M ETOPOrD
YOOEHEN CTEETCTERHHOCTY, YTESPHKAEHHLIX NPUKAZoM MWHWCTPE HAUWOHANEHO M 3KOHOMMKW Pecny8nnkin Ka3axcrad oT 23 HoRbpa 2015 roga Na
709, B COOTEBETCTEWI C MYyHKTOM 2 Pernam_eHTa I'OC\-’,EI..ECTBEHHDE YOIy A «AKKEGEMT&! 114 mengmuecmx J'IHH, oczHeL—anmonx TEXHWUECKIIA
HaAsop v TexHyveckos oboneaosase No 0GLeKTaNM NepE0r0 M BTOPOMD YDOEHSN OTEETCTSEHHOCTIY YTBEDHASHHOI0 IDMKA30M 1.0, MuHWcTpa
HALWOHANEHOW 3KoHOMMKK PecnyBnnkn Ka3axcTaH oT 12 deepana 2016 roga Ne 72, $opMa OKazZaHMWA rocyAapcTEEHHOR yoryTi ByManHan,
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PuUcyHoK 7. <Dopma cBupgetenbCcrea 06 aKKpeauTaLmm COrnacHoO NpUAOXKEHUIO B cTaHaapTax v NMpasunax

Mpuncwensie 3
 Mlpagwnan 1 paspewHTensHLM
TpEBOSZHKAM N BXXDETHTSLIN

Mo cTtangaptam Mo Mpasunam

wopua

CBMAETENBCTBO OB AKKPEAWTALMH
N eeaee

HacToswee cskgeTenbcTeo o6 aKKpegMTauun BbGaHo Gapra

CEMAETEMBCTBO OB AKKPEHTALMH
N 00000
HBCTORLIEE CEMAETETRCTEO 06 IRKPELNTILENM BN

(MoumenoBanue epudu4ecKozo AULD)

(HEMHEHOSIHHE RPHIMECKIND M)

opuduveckud odpec)
s i {iopuaseckms aspec)
ORGHDHHTORLIX YCTYT 1O TEXHHHECKONY HAXIORY

UK CAOMOHMX DOBERTAY

YPORHA OTRETCTBRHKOCTH

AKKPEAMTOBAHO

& pesctp ynoAmGMouERmarG GPrana

CpoK AEACTOMA COMAETEARCTED A0

oprana
Ocu
TYPANSI” T0D3 Haifes 7 KAMTAPAAFH KATAKCTEH PECryGAMeacsl Jausiein

K KPR 363H 3REXTPOHALIK, LHOBASIK KOTaHGS

(nodnucs) (8.H.0. npu 20 woAuNuL)

7-Gaduisa 1.7 FiKBE 363D WETHI3FiTer ipaeR.
Danwsiit 20Ky

OTABCHO TYHKTY 1 CTaTsé 7 JAKOHA PECTYGNKH

«4Ymobbl cOamb OokymeHmbl 8 Komumem, HyXHO ewe cymemb 3alimu - ecmb rpobriembl
3atimu. Yacmo 4mo-mo npuxodumbcsi MeHsimb 8 OOKYMeHmax, romoMy 4Ymo MEHStomcs
mpebosaHusi ycriyzodameris, ropol Hepadbepuxa. HyxHo rnpednbsiensimbs mpebosaHusi U He
MEeHSImb UX mak 4acmox

Mo paHHbIM nccrnepoBaHus 68,8% ONpPOLIEHHbIX PECNOHOEHTOB MOSTHOCTLIO YAOBMETBOPEHbDI
Ccpokamu okasaHua ycnyrm un 73,6% - cbopom n nogaden 4OKYMEHTOB.

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 74,5% ycnyrononyvartenen co cpeaHen
oueHkon B 4,72 Ganna. YAOBMNETBOPEHHOCTb BEXIMBOCTLIO COTPYAHWKOB cocTaBunia 4,68
banna wn yposnetBopuna 74,4%  pecnoHgeHToB. OnepaTtMBHOCTBIO  COTPyOHWUKA
yaoBneTtBopeHbl 71,4% pecnoHAEHTOB, B cpefHeM oueHka cocTtaBuna 4,69 6anna. [Josepue
ycnyrogaTento Obino oueHeHo ycnyrononydatenamu B 4,71 6anna. [lons pecrnoHOeHTOoB,
KoTopble AoBepstoT ycnyrogartento coctasuna 73,3%.

Aunarpamma 46. OCHOBHbIe NOKa3saTtenu no ycnyre

4,95 B [onna oueHMBWKX HA 5 6annos, % == CpeaHuii 6ann 90
4,90 85
4,85

/ 78,1 78,8
4,80 80

4,75
4,70
4,65
4,60
4,55
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PesynbTaTtbl UccnegoBaHUs nokasanu, Y4TO PUCK KOPPYNUMM MpU MOMYyYeHUW LaHHOW YCnyru
OTCYTCTBYET, TaK Kak He Oblfl0 BbISIBIIEHO Cry4aeB WCMONb30BaHMUS JIMYHbLIX CBS3en unu
HeodMLManbHOro Bo3HarpaxkaeHusa na nonydexHus yenyru. [ons xxanob B nMcbMeHHoOW hopme
coctasuna 0,6%. YOoBNeTBOPEHHOCTb pe3ynbTatom obxanoBaHus coctaBnseT — 5,00%

KOMMeHTapI/IVI PEeCnNoOHOEHTOB:

CornacHo craHgapTy rocyaapCTBEHHOW YCNyrM CPOK OKasaHusl ycryri cocTtaensieT 15 gHen.
OpHako B 4,97% cnyyaeB ycnyronosydatenu OTMETUMNW, TO MNONyYUnn YCcnyry B Te4YeHun
mMecsaua, To ectb 30 gHen. « Cpoku He ebidepxxaHbl, smecmo 15, oxudanu 30 OHeli, makK Kak 8
Komumeme niepeHocunack dgaxo0bl 3acedaHusi kKomuccuu», «1o cpokam copeariu, nepsbil pas
- 8ePHYru, 80 8Mopol pa3 nNpomsHynu», «3eoHunu Ha 1414. HekomnemeHmHbl», «Omeedaem
He crieyuanucm, a asmoomeemdyuKk. He moanu omeemumbs 4mo HyxHO», «[locmosiHHO
riepeHarnpasnsoms.

«lpedycmompemb 803MOXHOCMbL MOJlydamb ycriyay 8 371eKmpOoHHOM eude», «Beecmu
obpamHo 8 anekmpoHHoMm eude», «[llpu anekmpoHHoU nodadye JAOKyMeHmMoe8 Cpoku 6bi
cokpamunucbk», « CDOK yCryau xefamesibHO cokpamumsb, 15 OHeli MHO20 x0amb», «2 Hedernu
x0amb doneo, xomesiock bbl bicmpeey.

«4mob6 nony4umb OaHHyK ycriyay Heobxodumo examb 8 2.AcmaHy - 3mo O4YeHb HeydObHO»,
«Hem anekmpoHHoU ¢hopmbi, rnpuxodumcss examb 6 AcmaHy, yxodum epems U OeHbaux,
«lpobriema 3akro4aemcs 8 Mom, 4mo rpuxodumcs exame 8 AcmaHy omeo3umb OOKYMEHMbI
u 3abupame ceudemernibcmeo euwe pa3 examb».

«bbinno 6b1 ydobHee 8 aneKmMpoHHOU hopmMe, Yepe3 rod4mogoe nucbmMo HeydobHo», «C 2016
2o00a obewarom nepesecmu ycriyay 8 31eKmMpPOHHbIU ¢hopmamy.

«CompyOHuKam, rony4uswum ammecmam skcriepma 8 2012 200y Ha 5 nem, npodnunu Ha
6eccpoyHbIli CPOK, HO HeKomopble npo3deeanu, 4mo um Oenamb? HyxHO Oamb UM
803MOXHOCMb MPoOiuMmb Ha 6eccpoyHbIlt» (OTHOCUTENbHO TPebOBaHUA UMETb HE MEHeE Tpex
aTTeCToBaHHbIX 3KcnepToB), «[lpodnumb akkpedumayuto», «Akkpedumauyusi npoesooumcs
KaxOble 2 200a, npednazaro cdesiamb Ha 5 niem. Vnu ¢ no0meepxdeHUeM rnpoMeEXYMOYHbIM -
beccpoyHo!»

«Jlemom nosly4usioce mak: 0O6HOBUJIU CrUCOK, 8ce OaHHble CMOSU, Yepe3 Hedeso 8bICKOYUIT
cmapbil criucok! M yacmo npoucxoOum npobrembl ¢ peecmpoM - 4YMO-mo rymarm
nocmosiHHo». «Cucmema He ompabomaHa. ObHoesseHus no dame udem, a 8 caMoM peecmpe
3abbinu  Hanucamb. Yucmo 4ernosedeckul ¢hakmop, maK Kak 3abusaemcsi 8py4HYIo.
YcosepweHcmeosamb riposepky!» «[lpobnembl ¢ peecmpom - He 0bHoensAomces daHHble 06
aKcriepmax. M13-3a amoeo npouzparsnu 8 meHoepax — riepesecmu 8 agmomMamuyecKul pexumy.

BbIBO/bI M peKOMEH/Aalu| 10 ycayre

Mo nony4YeHHbIM pesdyribTataM MOXHO BblAeNnTb crneayruwimne pekomeHgaunin:

e BHeapuTb 3NEKTPOHHYIO (hOpMY Nodayvn JOKYMEHTOB M MONyYeHUst pe3ynbTtaTa.

e CoKpaTuTb CPOK NPEAOCTaBNEHUS YCIYIN.

e ABTOMaTM3MpOBaTb CUCTEMY OGHOBMEHMsl, obGecrneunTb akTyanbHyl WHopMaLuio
CMnMcKa aTTeCTOBAHHbIX 3KCMEPTOB.

105



e [lpmBecTM K eguHbIM TpeboBaHUAM [OOKYMEHTbl, perfiaMeHTupylowme npouenypy
AaHHOW ycnyru.

e (Ob6ecneunTb [OCTYMHOCTb HeobOXoaMmoOW wHOPMauun Ana ycnyrononyyvatenem u
npoBecTn paboTy Mo yny4LleHNo Ka4ecTBa NpeaocTaBnsaemMon nHpopmalmm.

o (Obecneuntb ObOpaTHYK CBSA3b O MOSMYYEHWMM AOKYMEHTOB, BO3MOXHOCTb OTCNEAUTb
NpoLecC akkpeauTaumm.

29. ATTecTauuma aKcnepTa-ayauTopa no NOATBEPXKAEHUIO COOTBETCTBUSA, ONpeaeneHuUIo
CTPaHbl NPOUCXOXKAEHMA TOBapa, cTaTyca ToBapa TaMOXXeHHOro Colo3a Uam
WHOCTPaHHOro ToBapa

O61masa nHdopmanusa o rocycayre

ocypapcTBeHHas ycrnyra okasbiBaeTcs KOMUTETOM TEXHWYECKOro perynupoBaHus u
mMeTponorum MmHuctepcTea no MHBECTULMSM U pa3BuTuio Pecnybnnkn KasaxcraH.

MNpuem 3asBneHnsa 1 Bblgada pesynbTaTta rocygapCTBEHHOW YCMyrn OCYLLECTBASIOTCA
yepes: KaHuenspuio  ycnyrogatens, [ockopnopauuto, BebG-noptan  www.egov.kz,
www.elicense.kz.

Cpok okasaHus rocyaapCTBEHHOW YyCNyru: npv Bblgadye atrecrata akcnepTa-ayautopa
— 15 pabounx gHen; npu Bbigade aybnukata aTrecrtarta akcnepTa-aygutopa — 2 paboumx gHs.

dopma oKkasaHus rocyaapCTBEHHOM ycnyru: 9NEeKTpOHHas (4actnyHo
aBToOMaTu3MpoBaHHas) un (Mnn) bymakHas.
PesynbTaT rocygapCTBeHHOM  ycnyrm —  aTTecTtaTr  dKchnepTa-ayautopa Mo

NOATBEPXOEHNIO COOTBETCTBUSA, aKKpeauTauun, onpeaerneHnto CTpaHbl MPOUCXOXOEHMUSA
TOoBapa, ctatyca ToBapa TaMOXXeHHOro cor3a UM MHOCTPaHHOro ToBapa (ganee — aTrecrar),
aybnukat atrectata nMG0O MOTMBUPOBAHHbLIA OTKa3 B aTTecTauuMuM B KadecTBe 3JKcnepTa-
ayauvropa.

dopma npegocTaBrneHUs  pesynbTata  OKas3aHUMA  roCyAapCTBEHHOW  YCRyru:
3NEeKTPOHHas.

"ocypapcTBeHHas ycrnyra okasbiBaetcd Ha 6ecnnaTtHOn ocHOBE PU3NYECKUM NnLaM.

OcHOBHBIE pe3yJIbTaThl UCCJIeLOBAaHUS

YOoBNeTBOPEHHOCTb KavyeCTBOM OKasaHusa ycrnyrm Ammecmauusi 3Kkcriepma-ayoumopa 1o
rnoomeepx0eHu0 coomeemcmeausi, orpedesieHu0 cmpatb! MPOUCX0X0eHUs moeapa, cmamyca
mosapa TaMOxXeHHO20 coto3a unu UHOCMmpaHHo20 moseapa Ha yposBHe 4,45 6annos, fons
MOSTHOCTbLIO YAOBMNETBOPEHHbIX ycryron — 60,3% pecnoHAeHTOoB.

Ta6amua 38. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHWUA roCyAapCTBEHHbIX YCAYr NO pe3y/ibTaTam o6LecTBEHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 5 10 37 79
KonnyectBo
0,0% 3,8% 7,6% 28,2% 60,3%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 131 pecnoHaeHTa, M3 Hux 6onee 80% obpalsanucb Yepes rocopraH.
Ycnyra yactuyHo aBTomMatusmpoBaHa. 36,6% nonyy4nnu ycnyry camocTOsiTeNbHO yepes Beb-
nopTan «3neKkTpoHHOro npaBuTenbctBa» U 9,2% B 30He egov.kz. YOoBNeTBOPEHHOCTb
pecrnoHAEeHTOB Bbile npu obpaleHnn B rocopraH (4,52 6anna, N=67).
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YOoBneTBOpeHbl OOCTYNHOCTBIO WU OTKPLITOCTBIO MHopmauun ycnyrn 72,1%, B cpegHeM
oueHnMB Ha 4,71 6Ganna. SACHOCTbIO W [OCTOBEPHOCTbK WMHOpMaLUM  MNOMHOCTLIO
yaoBneTBopeHbl 68,2% pecnoHOEHTOB, 4TO, MO MHEHWUIO OMPOLUEHHbIX PEeCnOHOEHTOB,
3acnyxuBaeT 4,67 6anna. «380HUMU 10 HEKOMOPbLIM 80MpPOCaM 8 20CopaaH, OYEHb XOPOWO
pasbscHsAomM», «bornbwe KoHKpemuku, Yyemko fnpornucsbieames mpebosaHus, rnpasuna u mak
Oanee», «K ucnonHumensam crioxHO O0380HUMbLCS, UX Yacmo Hem Ha mecme», «Huzde He
HarnucaHo, 4Ymo OGOKyMeHmbI Hado 00HUM cbalnom omnpasnsamey, «[lpusebiknu clasamb 8
bymaxkHou ¢hopme o noymey.

CornacHo nony4YyeHHbIM AaHHbIM 66,4% OnpOLIEHHbIX PECNOHAEHTOB OblM  MOMHOCTbLIO
yOOBNETBOPEHbI CPOKaMW OKasaHusa ycnyri, a y 68,8% ycnyrononydyatenen He BO3HUKIO
TpygHocTen co cOopom n nogaden JOKYMEHTOB.

«15 pabo4ux OHeli o4eHb 007120, a ecriu ewe omka3s ripudem, rOMoM 3aHO80 rodasamb U
x0amb ewe 15 paboyux OHeliy, «CpoOKU OKasaHUS yCily2 MOXHO COKpamume», «Hado
ycKopumb rpoyedypy, CoKpamumb CPOKU», «QNeKMPOHHbIU 8apuaHm OOUH pa3 He Mpowersny,
«O6bbémHas uHegpopmauusi He npoxodsm. Tam mosnbko 15 MI6, a OokymeHmbl 6osbUeEY,
«Ycnyea npedocmasrnisiemcsi U a51IeKmMpPoHHO menepb. C KOMIbIOMEepPOM HEMHO20 CII0XKHOCMU Yy
MEeHS1 8 cusly sospacma, Ho Mosio0ble Kosiieau rnomozaromy, « TexHudeckue nepebou npu coaye
8 3NIeKMPOHHOU ¢hopmen, «B anekmpoHHOM ¢hopmame He CMoOaru omrpasumbs, MaK Kak He
10380/157IU PECYpPChbl CaMo20 KOMUmMema, OHU camMu 11ocoeemosasniu omrpasums 8 byMaxHoOM
sude», «TexHu4Yeckue crioxHocmu, mpyOHocmu ¢ 3az2pyskol AdokymeHmosy, «[llbimarncs 8
3M1eKMPOHHOU hopme, mo OO0UH c¢halin 3azpyxarics, dpyaol Hem, Nomom eoobuie HU OOUH
¢aln He Moz 3a2py3umbx.

KoMneTeHTHOCTb COTPYAHMKOB BBLICOKO OLEHUNW, a WMeHHO Ha 4,46 6Gannos, 56,6%
ycnyrononyyaTtenen. BexnuBocTb COTPYAHWKOB Obifla oueHeHa Ha ypoBHe 4,63 Ganna wu
yaosnetsopuna 69,1% pecnoHgeHToB. OnepaTMBHOCTBIO COTPYAHMKA C OLEHKON B CPEAHEM B
4,55 banna ynoBneTBopeHbl 62,3% OnpoLLIeHHbIX pecrnoHAeHTOoB. 68,8% Bcex pecnoHAEHTOB,
NOMyYMBLUMX AaHHYK YCRyry, OOBEpsT ycnyrogaTenio, CpedHsisl oueHka cocTtaBuna 4,64
banna.

«CompyOHUKU He ornepamueHble, NPUXO0UIOCL 380HUMb, HaroMuHamb, 4mobbl omrpasusiu
omeem Ha 3anpoc», «[llpuwen Heyemkul omka3, CCblnanuCb Ha OOHY MPUYUHY, MOMOM
380HUA 8 20COp2aH, OKa3asoch Opyaas npuduHa», «llapy pa3 nonydana omkas, o He Co8CeM
MOHSAIMHbLIM MPUYUHaM».

Aunarpamma 47. OcHOBHbIe NoKasaTtenu no ycnyre
I [lona oueHmBWKX HA 5 6annos, % == CpeaHunit 6ann
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Mo pesynbTaTtam nccrnefoBaHus cnyd4aeB HeouLmManbHOro Bo3HarpaXxaeHns 1 Ucnosb3oBaHus
NNYHBIX CBA3EN N 3HAKOMCTB BbIsIBIIEHO He Obino. OgHako 2,3% ycnyrononyyaTtenen oTMeTunu,
YTO >KanoBanuncb Ha Ka4eCcTBO okasaHus ycnyru, u3 Hux 0,8% - B nucbMeHHon u 1,5% B ycTHON
dopme. YA0BNETBOPEHHOCTb pe3dynbTaTtoMm obxanosaHus xanobbl coctasuna 2,50%.

BbIBO,[LbI H pEKOMEHJAlUuHU 110 ycayre

HecmoTpsi Ha TO, YTO €CTb BO3MOXHOCTb MOSIb30BAaTLCSA YCIYro B 3NEKTPOHHOM dopmare,
GOMbLNHCTBO PECMOHAEHTOB MCMOMNb3yT ByMaxHbIN dopMaT nodayun LOKYMeHTOB. Tak kak
€CTb OrpaHMYeHnsi No oGbeMy NpuKpennsaembiX annoB. «Xomersn noaydums 8 31eKmMpPOHHOU
¢chopme, HO BO3HUKIIU KaKUue-mo MexHUYEeCKUE C/I0KHOCMU, MO3MOMY MPUWIIOCh 8biC/iamb Mo
noyme»

Take HegoOBONBLCTBO Yycnyronoslyyatenen Bbi3BaHO HEOOOCHOBAHHBLIMM, MO WX MHEHMIO,
oTkazamu B rMonyyeHuu atrectata. Heobxoguma paboTa MO MNOBLILEHUKD  YPOBHS
MHCPOPMUPOBAHHOCTM NO NpoLEeaype AaHHOW YCNyru.

CornacHo nony4YeHHbIM pedyrnbTatam, MOXHO BblAENUTb criegyrouine MOMEeHTbI:

e YNyywmnTb TEXHUYECKME XapaKTEPUCTMKM NPOrpamMmbl, NOCPELCTBOM KOTOPOW
npuHMMaloTcsa M obpabaTbiBalOTCs JOKYMEHTbI AN NOMyYeHUs YCryru.

e CoKpaTUTb CPOKM OKa3aHWUs YCIyru.

e PaspaboTtaTb YeTkMe U MOHATHbIE KPUTEPWUM OTKa3a B Bbidade aTtTectaTa U NpoBoOAUTb
pasbsACHUTENbHYIO PaboTy ¢ ycryrononyyaTensmu, NonyyYmMBLUINMUK OTKa3.

e [loBblWwaTb KOMNETEHTHOCTb COTPYAHWUKOB yCnyroaaTens 1 onepaTtuBHOCTb.

30. Bbigaua paspelueHnsa Ha UCNO/Ib30BaHUE PAANOYACTOTHOrO cnekTpa Pecnybaunku
KasaxcraH

061masa nHpopmManmsa o rocycayre

ocypapcTBeHHaa ycnyra okasbiBaetcsd KomuTeToM rocyaapCTBEHHOrO KOHTPOns B
obnactn cBs3WM, WHdopmMaTM3auum M CPEeAcTB MaccoBon WHGopmauum MuHucTepcTBa
NHopmauumn n KommyHunkaumn Pecnybnunkmn KasaxcraH.

MNpuem 3asBneHMs W Bblgaya pesynbTata oOKa3aHWs roCy4apCTBEHHOW YCryru
OCYyLLEeCTBNAKTCA Yepes Beb-noptan www.egov.kz.

Cpok okasaHua rocygapcTBeHHonm ycnyru — 25 pabounx pgHen. B cnydae
HeobxoAMMOCTN NPoBefeHNS MeXAyHapoOoHOW KOOpAWHaLMK CPOK npoanesaeTca He Bonee
4YeM Ha YyeTbipe Mecsua.

dopma okasaHus rocyaapCTBEHHOW YCMyrn: SNeKTpoHHas.

PesynbTaT oOKa3aHwsi rocyaapCTBEHHOW YCNyru: paspelleHne Ha WCMornb3oBaHue
paguodyacToTHoro cnektpa PK, nmbo MmoTMBMpoBaHHbIM OTBET 06 OTKase.

dopma npeacTaBneHns pesynbTata rocyaapCTBEHHOW YCNyrn: 3neKTPoHHas u (unu)
OymaxHas.

[ocypapcTBeHHas ycriyra okasblBaeTCs Ha MNnaTHOM OCHOBE (OU3NYECKUM U
IOPUONYECKUM NTULLAM.
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OcHOBHBIE pe3yJbTaThl UCC/IeJ0BaHUA

Y[O0BNeTBOPEHHOCTb KayeCTBOM OKa3aHus ycnyrn Bbeidaya paspeweHusi Ha UCrofib3oeaHue
paduoyacmomHoao crniekmpa Pecnybnuku KasaxcmaH Ha ypoBHe 4,77 6annos, gons
NONHOCTLIO YAOBNETBOPEeHHbIX ycryron — 80,7% pecnoHOeHToB.

Ta6bauua 39. OLueHKM yA0BNETBOPEHHOCTU KauecTBOM OKa3aHUA roCcyAapcTBEHHbIX YCIYr Mo pe3y/ibTaTam 06LecTBEHHOro
MOHUTOPUHrA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annoB
[onsa pecnoHaeHToB 0 1 2 20 96
Konuuectso 0,0% 8% 1,7% 16,8% 80,7%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 119 pecnoHgeHTa, n3 Hux 100% nonydanu ycnyry depes3 noptan
«3NEeKTPOHHOro npaBuTenbCTBa. Ycnyra asTomatusupoBaHa. 89,5% ycnyrononyyaTenewn
MMEIT BO3MOXHOCTb MOMYyYUTb AAHHYKO YCMyry OHMawH (B 3NEeKTPOHHOM BMAE) AoMa UMK Ha
paboTe.

[OCTYMHOCTBIO U OTKPLITOCTBIO MH(popMaLMM No ycnyre yaosreTBopeHbl 81,5%, B cpeaHem
oueHnB ux Ha 4,79 6anna. AcHOCTb WM AOCTOBEPHOCTb MHopmaumm Obina oueHeHa
ycriyrononyyatensamMm  Takke Ha 4,79 ©6anna u  NonHocTbio  ygosnetBopuna  82,2%
PEeCrnoOHAEHTOB.

Cpokn okaszaHus ycnyru, no MHeHuo 60,4% pecnoHOEeHTOB, BMNOMHE YAOBMAETBOPUTENbHbIE —
4,53 6anna B cpegHem. 1o gaHHOMY KOMMOHEHTY KayecTBa YCryrm cambiii HU3KWUIA YPOBEHb
YyOOBNETBOPEHHOCTH. «Hado yckopumb npouedypy, Ooneo», «HyxHO Oonzo xd0amb,
COKpamumb CpOKU oKa3daHus ycryauy, « Cokpamumb CPOKU OKa3aHUSs yciiyau».

C6op 1 nogava AOKYMEHTOB He Bbi3Bana 3atpygHeHun y 83,9% pecnoHaeHToB. O4eHb MHOro
HapeKaHW OTHOCUTENbHO TEXHUYECKMX HeLopPaboTOK CUCTEMBI.

«B nocnedHue 200kl nopmarn 3Ha4umeribHO yrpocmusics u ycogepweHcmeosaricsi», «llopman
mopmMo3um, He 3Hak € YeM 3mo C8513aH0, HO Hado mexHu4Yecku nodpabomame e20», « EQUHbIU
KOHmMakm- uyeHmp He pabomaem no amou ycnyze. [lpu MHo204uCrIEHHOM 8x00e 8 ropmarl,
8biKkuObigaem c¢ 0OaHHO20 calimay», «bbina npobnema npu ucnonb3ogaHuu JLIM-Kknroyay,
«lMopman 4yacmo 3asucaem, amo rnpobrnema, komopasi 0aéHO ecmb U He pewaemcs,
«[JokymeHmbl Ha nopman 3azpyxatomcs om 30 MuH. U 8blwe, ecriu omxodum om
KOMrbromepa, OKHO CMmaHoB8UMCS HeaKmueHbIM, rpuxooumcs cbpoc 3azpysku Oenamb U
HayuHamb ece 3aHo80», «COenamb npospammy eeb-riopmarna npowey», «Y Hac nopmar
3asucaem, Mpuwriocb exambs co ecemu OoKymeHmamu 8 L|OH, mam omnpasuno — ywroy,
«MHo20 HeOouyemos, HO 8 CpedHeM 8ce yCcmpoursioy.

KoMneTeHTHOCTb COTPYAHMKOB 4OCTaTOMHO BLICOKO, @ MMEHHO Ha 4,83 6anna, oueHmnn 81,4%
ycnyrononyvaTtenen. BexnuBocTb coTpyaHukoB yaosneTtsopuna 74,4% pecnoHO4eHTOoB,
BEXNNBOCTb oueHeHa Ha 4,73 6anna. OnepaTMBHOCTLIO COTPYAHUKA YAOBNETBOPEHbI 74,4%
PECNOHAEHTOB U NO [JaHHOMY KpuTeputo nonyveHo 4,76 6annoB. 84,0% pecnoHOeHToB
AOBEPSAOT ycryrogaTtento, cpegHasa oueHka coctasuna 4,83 6anna.
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Awnarpamma 48. OcHOBHble NOKa3aTenu no ycayre
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Ycnyra Beidaya paspeweHuss Ha uUcronb3ogaHue paduodacmomHoz20 criekmpa Pecrybnuku
KaszaxcmaH npedocTaBnsieTCsi Ha MNaTHOM OCHOBE corfacHo craBke. [lo MHeHuto 68,8%
pecnoHAeHTOB onnata 3a Yycnyry BnonHe npuemnemas u ygosrneTtBopuTenbHas: «Onnama
adekeamHas». [Onsa ppyrux: «Cmoumocmb pacmem C KaxObiM 2000M, XXefamesibHO
3agpukcuposamsb», «Onnama HemMHo20 dopozas». OnnaTta B cpeaHem 6Gbina oueHeHa Ha 4,65
banna.

Mpn aTom cny4aeB HeoMUUMANbHOrO BO3HArpaXxaeHust U UCMNONb30BaHUSA JIMYHbBIX CBA3EN U
3HaAKOMCTB BbIsiBNEHO He 6bino. OgHako y 1,7% pecnoHAeHTOB Obiny NPUYMHBI NOXanoBaTbCA
Ha KayecTBO okasaHus ycnyru. o 0,8% ycnyrononyyartenen noganuv xanoby B NMCbMEHHON U
YCTHOM (POpMe COOTBETCTBEHHO. YJ0BNETBOPEHHOCTb pe3ynibTaTtoM 00XanoBaHUsA cocTaBnseT
—2,0%.

BbIBOAbI U pEKOMEHJAlUHU 110 ycayre

PesynbTaTbl uccnegoBaHnsa He BbiiBUNM 0CODbIX 3aTpyAHEHMI MPU NONTyYEeHUN OAHHOW YCIyru.
maBHas npobnema cBsAi3aHa C TPYAHOCTAMM MNogavvn AOKYMEHTOB Yepe3 Beb-nopTasn, Ha
pelleHne KOTopbIX HeobxoauMMo obpaTuTb BHMMaHWe ycryrogatento. « TexHu4Yecku ropmar
nodsodumy

PaCCMOTpeTb BO3MOXHOCTb COKpaLleHNA CPOKOB npenoctaBneHna ycnyru.

31. Bbiaaua paspeLweHna Ha 3KCNyaTauMio paamo3/1eKTPOHHbIX CPeACcTB U
BbICOKOYACTOTHbIX YCTPOMCTB

061masa nHpopManmsa o rocycjayre

ocypapcTBeHHaa ycnyra okasblBaeTcs TeppuTopuanbHbiMM opraHamu KomuteTa
rocyJapCTBEHHOro KOHTpons B obnactn cBA3W, WHdopmaTu3auunm u Ccpeacts MacCOBOW
nHdopmaumm MnHuctepcTea nHopmaumm n KommyHukaumn PK.
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Mpuem 3asBneHus wn Bblgada pesynbTata OKa3aHUA rocygapCTBEHHOM YCNyru
OCYLLECTBNAKOTCA Yepes Beb-nopTan www.egov.kz.

Cpok okasaHusi rocyaapCTBeHHoOM ycnyrm — 5 paboymx gHen.

dopma okasaHusa rocyaapCTBEHHOW YCMyrn: aNeKTPOHHas.

PesynbTaT okasaHWsi rocygapCTBEHHOW YCMyru: paspelleHue Ha 3JKcnnyatauuio
Pagno3NeKTPOHHbIX CPEACTB U BbICOKOYACTOTHbIX YCTPOWCTB.

dopma npeacrTaBneHus pesynbTaTa rocyaapCTBEHHOW YCIYrn: 9NeKTPOHHas u (Mnn)
BymakHas.

[ocypapcTBeHHas ycnyra okasblBaeTcsl Ha OecnnaTtHOM OCHOBE (OU3MYECKM U
topuanMYEeCKUM nmuam.

OcHOBHBIe pe3yJbTaThl HCC/IeJ0BaHUA

Y[OoBNeTBOPEHHOCTb KayeCTBOM OKa3aHusa ycryru BbiQava paspeweHusi Ha 3Kcriiyamauyuro
paduoaneKmpoHHbIX cpedCcme U 8bICOKOYacmomHbIX ycmpolcme Ha ypoBHe 4,79 6Gannos,
A0NSA NOMHOCTBIO YAOBNETBOPEHHbIX yenyron — 82,9% pecnoHgeHToB. Becero 6bino onpoleHo
82 pecnoHaeHTa

Taﬁnuu,a 40. OueHKM yA0BNETBOPEHHOCTU KaYeCTBOM OKa3aHUA roCcyAapCTBEHHbIX YCAYr NO pe3ybTaTam OGIJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[dons pecnoHOeHToB 0 1 1 12 68
Konmectso 0,0% 1,2% 1,2% 14,6% 82,9%
pecnoHaeHToB, N

Mo JaHHOM ycnyre PewWTUHr YyOOBNETBOPEHHOCTU 3HAYMTENbHO YIYYLIMIICS B CPaBHEHUM C
npownbiM rogoM. Ho npobnembl, CBsi3aHHbIE C SICHOCTbI, AOCTOBEPHOCTLIO MHGOPMaLUM U
nogayer [OOKYMEHTOB COXPaHSIOTCS, TaK Kak YAOBNETBOPEHHOCTb 3TUMW KOMMOHEHTaMM
KauyecTBa YCNyru HKe OTHOCUTENbHO APYIuX.

YOoBneTBOpeHbl AOCTYNHOCTbIO U OTKPLITOCTbI0 MHdopmaumm yenyrn 78,0%, B cpegHeM Ha
4,73 6anna. SICHOCTbIO U JOCTOBEPHOCTBIO MHGOPMaUMKM NMOMHOCTLIO yaosneTsopeHsl 70,7%
pPecnoHAEeHTOB, B CpeHEM OLIEHUB JaHHbIN KpuTepui Ha 4,68 banna.

«[Jonzo omeevarom Ha menegoHHble 380HKU», «He 6bi10 npobnem, obpawarncs 3a
KOHCynbmauyuel 8 UHCMEeKyuUto C€ed3Uu U Ha Mecme 4epe3 ropmarsn 37eKmpOHHO20
nuyeH3auposaHusi nony4un ycnyey. PaspeweHue nony4dun 4yepes nnopmarn», «MHgpopmayuu He
Ob110, HO ecmb KOHMakmHble HOMepa, 8ce OOBLSICHAOM», «3axodun Ha ropmar, He CMoe
pasobpambcs, m.e. mam He bbirio rnonHoU uHghopmauuu o ropsiOKe rosyYeHUs: pas3peuieHusl.
UHopmayuo cdumaro 3arnymarHod. lNpuwinocs 0bpamumbcs 8 UHCMEKUU0 C853U, mam ece
obbscHunu. Cobpan ece Heobxodumbie OOKyMeHmMbl U rodasn 3aseKy, 6CKope rosydusn 8
nu4YHoM KabuHeme yeedomrieHUe O pa3peweHuU Ha aKcrnyamauyuto POCy.

B pesynbtate wuccnegosaHua 81,1% ONPOWEHHbIX PECnOHAEHTOB ObliM  NOMHOCTLIO
YAOBETBOPEHbI CPOKaMU OKa3aHUs YCIyri.

Cbop 1 nogaya JOKYMEHTOB HE BbI3Bann HUKaKuUX 3aTpyaHeHun y 74,4% ycnyronony4datenen.
«MHo20a ba3a 3asucaem», «Xoms MofHbIlU nakem 6bi1 cobpaH, He Haxodusnu OOKYMeHMbI,
mpebosarnu noemopHo. Ho koada Mbl ymoYHSIU 8ce-maKu Haxoounu»
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PesynbTaTbl MccrnegoBaHWs Mokasanu, YTO AO0CTaTovHO Oonblias [ons pecrnoHAeHToB, a
nMeHHo, 82,3% - noBepsdeT ycrnyrogaTtento, cpefHsasa oueHka coctasuna 4,84 6anna.

Auvarpamma 49. OcHOBHbIe NoKasaTtenu no ycayre
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Ycnyra npegocTaBnsieTcsi B 3NIEKTPOHHOM BUAE W PUCK KOPPYNUMM MPU OKas3aHWM LaHHOW
yCcnyrn [OIbKEH OTCYTCTBOBaTb. OTO MOATBEPXKOAETCA WM MOMyYeHHbIMM AaHHbiMW. Crnydan
HeoMUUManbLHOro BO3HarpaXK4eHusl U UCMoNb30BaHUS NUYHbBIX CBA3EM U 3HAaKOMCTB TaKkKe He
oTmeyvatoTcs. OgHako 6bIro BbiABIIEHO obpalleHre ¢ xanobor Ha Ka4ecTBO OKa3aHus ycryru B
nucbMeHHon dopme, 4to coctaBuno 1,2%, p[ona yooOBNETBOPEHHbLIX Pe3ynbTaTom
obxanoBaHuga — 2,0%.

BbIBOAbI U pEKOMEHJAlUHU 110 ycayre

B uenom pesynbTatbl MCCnegoBaHUA nokasanu, YTo MnosiyYeHne JaHHOW YCNyru He Bbl3biBaeT
Kakux-nmbo TpyaHocTen Yy ycnyrononyyatenen. PenTtuHr y[ooBNETBOPEHHOCTU YCNyrow
AOoCTaTovHO xopowun. Ho coxpaHseTcs 6onee HU3KUIN ypoBEHb YOOBMETBOPEHHOCTU nogaven
JOKYMEHTOB M KadecTBa npegocTaBnsaeMon nHopmauuu.

[ocTynHoCTb MHOpMauunM, NO MHEHWUID PECMOHAEHTOB, TakkKe He Bbi3blBana TPYyOHOCTEN.
OpHako MO MNOSMyYeHHbIM AaHHbIM MOXHO caenatb BbiBO4 O TOM, YTO MHdOpMauus,
npeacTaBreHHas Ha caWTe WUnu nopTane, He COBCEM MOHATHA AN ycnyrononyyartenen. Vm
npuxoguTcs obpallatbCsi HEMOCPEACTBEHHO B TOCOPraH, rae PecrnoHAEeHTbl MonyqalT BCH
Heob6xoauMy0 MHOPMaLNIO.

EcTb Takke HeobXOAMMOCTb COBEpLUEHCTBOBATb Npoueaypy AaHHOW YCRyrn Mo KpUTepuro
npocTOTa M NOHATHOCTL Npouecca cbopa u nogayn JOKYMEHTOB.
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32. HazHauyeHMe NeHCUOHHDbIX BbINJAT NO BO3PACTy

Oo61masa nHdopmanmsa o rocycayre

[ocymapcTBeHHas ycrnyra OKasblBaeTCd TeppuTopuanbHbiMW  nogpasgeneHnsmm
KomuteTa Tpyaa, coumanbHON 3awwmTbl U Murpaumm MmuHmucTepcTsa.

Mpuvem 3asBneHns W Bblgada pesynbTata oOKasaHWs roCy4apCTBEHHOW ycnyru
ocyLecTBNAKTCA Yepes: fockoprnopaumio, Beb-noptan www.egov.kz.

Cpok okasaHus rocygapctBeHHon ycnyrn — 10 paboumx gHewn. lNMpn HeobxogmmocTu
CpOK oKasaHus npoanesaetca 4o 5 nnu 30 pabounx gHen

dopma oKasaHus rocyaapCTBEHHOM ycnyru: 9NEeKTpOHHas (4acTnyHo
aBTOMaTM3npoBaHHas) n (nu) bymaxHas.

PesynbTaT oOKasaHWa  rocygapCTBEHHOW  YCNyru: yBeJOMSeHWEe O  Ha3HavyeHuu
NEHCUOHHOW BbINMaTbl MO BO3pacTy

dopma npegocTtaBneHuss  pesynbTaTa  OKa3aHUA  rOCyAapCTBEHHOM  YCRyru:
3IEeKTPOHHAas n (Mnu) GymaxkHasi.

FocypnapcTBeHHas ycnyra okasbiBaeTcs 6ecnnatHo omM3n4eckum nuuam.

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YOoBNeTBOPEHHOCTb Ka4yeCTBOM oOKasaHusa ycrnyrn HasHavyeHue [MeHCUOHHbIX 8biraam o
go3pacmy Ha ypoBHe 4,68 Gannoe, Oonsl MOMHOCTbIO YOOBMETBOPEHHbIX ycnyron — 73,1%
PEeCrnoOHAEHTOB.

Taﬁnuua 41. OueHKM yA0BNETBOPEHHOCTU KaYeCTBOM OKa3aHUA rocyAapCcTBEHHbIX YCAYr NO pe3ybTaTam 06IJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Hons pecnoHaeHToB ,5% 0,0% 3,4% 23,1% 73,1%
KonunyectBo 1 0 . 48 152
pecnoHaeHToB, N

Bcero 6bino onpoweHo 208 pecnoHOeHTOB, M3 HUX 27% pecrnoHAEHTOB OUEHWUNM Takke
COTPYAHMKOB rocopraHa, ¢ KOTopbiM/ B3aUMOAENCTBOBANM.

MHdopmauuna no ycnyre JocTynHa u OTKpbITa, No MHeHMo 73,1% pecnoHaeHTa, n B cpeaHeM
coctaBuna 4,68 6Ganna. SACHOCTBIO W AOCTOBEPHOCTHID  MHGOPMaUUM  MONHOCTLIO
yooBnetBopeHbl 73,2% pecnoHAeHTOB, OueHka coctaBuna 4,67 6Ganna. KadectBom
NONyYEeHHON MHOPMALLMK YCIyrononydaTenu JOBOSbHbI MEHEE BCErO.

B pesynbtate wuccnegoBaHus 72,8% ONPOLWEHHbIX PECMOHAEHTOB OblM  NOMHOCTBIO
yOOBNETBOPEHbI CPoOKamMu oOKalaHusa ycnyrm u 74,6% pecnongeHTa - cbopom u nogayen
AOKYMEHTOB.

KoMmneTeHTHOCTb cOTpygHuKoB Obina oueHeHa Ha 4,69 Ganna. [donsa ycnyrononyyaTenemn,
MOMHOCTbIO YAOBNETBOPEHHbIX AaHHbIM KOMMOHEHTOM - 73,7%. BexnuMBoCTb COTPYAHMKOB
yoosnetsopuna 76,4% pecnoHOEHTOB, YAOBNETBOPEHHOCTb Ha ypoBHe 4,70 ©6anna.
OnepaTMBHOCTBIO COTPyAHWUKA YyAOBMNETBOPEHbl 73,2% pecnoHOeHTOoB. [laHHbI  KpuTepui
nonyumn 4,68 6anna. 75,9% pecnoHOEHTOB [OOBEPSAIOT yCryrogatento, CpeaHss oOueHka
coctasuna 4,71 6anna.
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Anarpamma 50. OcHOBHble NoKa3aTenu no ycayre
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PecnoHgeHTbl oueHuBatoT kavectBo ycynyrn B LIOHe Bblwe (4,72 6anna, N=152), yem B
rocopraHe (4,54 6anna, N=46). He Bce pecnoHAEeHTbl OLEHUNM KayecTBO MNpeaocTaBreHus
ycnyrn B LUIOHe, akueHTMpys BHMMaHWe Ha rocopraHe. «Hy, pabom+uku LJOHa He suHo8ambl»

(ora).

CootBeTcTBeHHO coTpyaHukammn LIOHa pecnoHaeHTbl 6onee AoBOMbHbLI. YcnyrononyyaTenu B
LIOHe ueHaT 6onblue B COTPyAHMKAX ONEPaTUBHOCTb U BEXIMBOCTb

Ounarpamma 51. Ya0BneTBOpPEHHOCTb KauyecTBamu COTPYAHUKOB B NpoLecce Noy4eHus ycayru, cpegHuii 6ann
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Mpwn obpawlennn, kak B LIOH, Tak n B rocopraH, crny4aeB HeoMUManbHOro BO3HarpaXKaeHmst He
Habnganoch, YTo roBopuT 06 OTCYTCTBUM pUCKa BO3HUKHOBEHUSI koppynuun. Mo pesynbTatam
onpoca Obin BbISIBNEH OAMH Cry4yan WCMNOMb30BaHMSA JIMYHbLIX CBA3EM W 3HAKOMCTB Mpu
obpaweHun 3a nonyveHnem ycnyrm B LUOH  (0,5%). Takke 4,8% oOnpoLWEHHbIX
ycniyrononyyarenen obpawanicb C kanobow Ha KavyecTBO OKasaHus YCryru, OAHako, B
OCHOBHOM B YycTHOM popme (3,4%). YOOBNETBOPEHHOCTbL pe3yrbTaToM obXxarnoBaHus
coctasuna 3,88%.

B pamkax wuccnegoBaHua 6binv  nposefeHbl cepuu  POKYC PYMMOBbIX OUCKYCCUA C
nonyyatensMu AaHHouW ycnyrn. Bce yuyactHukn @I ycnyry nonydanu B LIOHe.
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Heocbmu,maanue BO3HarpaxgeHna wun Jnd4Hble CBA3U And nNonyYeHua YCnyrm HUKTO He
ncnonb3osarl.

B uenom y4yacTHuMKM dorg NONOXWMTENbHO OT3biBanncb O paboTe coTpyaHukoB LIOHa, Tak
HekoTopble NPo6nembl, C KOTOPbIMU CTOSIKHYNUCh YCNyronony4areny npu nonyYyeHnun ycnyrm
Ha3HayeHue neHCUOHHbIX 8biriiam o eospacmy, He bbinn cBA3aHbl ¢ paboTon COTPYAHWNKOB
LIOHa mnu rocoprana. OgHa 13 NpuYMH — 3TO HEFPAMOTHOCTb CaMux ycnyrononyyartenen. Ho
rMaBHON MPUYUHOW HEyLOBMETBOPEHHOCTW B OAHHOM Clydae sBNAeTCs yTeps AOKYMEHTOB,
nogTBepXaarLmMX CTaX M1 HEBO3MOXHOCTb MX BOCCTAHOBIEHUS] N3-3a pa3Bara rocygapcraea u
npeaonpuatnin. «Bo-nepebix, s paHbwe pabomana e CemunanamuHcKe, a mpydoeasi KHUXKa y
MeHs1 riomepsfiacb eMecme co ecemMu OOKyMeHmamu, U 80m 80CcmaHo8uUmb 80m 8ce 3mo
Heso3MoxHO. OHU 2080psIM, Hem, 80mM, aMO 8ce, 8bl 3MO yXe He cOenaeme. 5 eom xomerna
goccmaHosumb 8ce amu OOKyMeHmbl. 1 Ha momeHm, Koz20a Mosi 0oYb rnodasasia 3a MeEHS
OoKyMeHmbI, 1 800bwe 6onena. Y1 nomom yxe, koeda 1 6Ce 3MO xomesia 80CCMaHO8UMb, 8Ce
amo rnodasampb, y MeHs1 neHcuss 32 000 meHze» (AcmaHa), «MHozue coenawaromcsi ¢
MUHUMarbHOU reHcued, MomoMy 4mo y MHO2UX Hem 803MOXHOCMU examb UcKamb 3mom
cmax ele-mo» (AcmaHa), « A me, Kmo 8bixo0um Ha [eHCUK, MHO2Ue OCMmaromcsl Ha
MUHUMabHOU reHcuu, nomomy 4Ymo um examsb Kyda-mo Ha poOuUHy 3a mpyOo8bIM cmaxeMm, 8
Hecywecmesyrowuli yxxe coexos. OHa 20e uckame 3mo 6ydem?».

OpHako no AaHHbIM AUCKyccui Bbin Takke BbisiBNEH psg nNpobnem, B pelleHuMn KOTopbIX, Mo
MHEHMIO Y4aCTHUKOB, MOrMK 6bl MOMOYb ycriyrogaTenu.

e OTCcyTCTBME 3aUHTEPECOBAHHOCTM COTPYAHMKA B pe3ynbTaTe Uin XXenaHus nomMoub.
«Hy, som ¢ 1982 200a 51 xuna e CemunanamuHcke, 0o 1989 eoda 83pkiabi bbiniu, eom 7 nem s
Xuna mam. Bom oOHuU e QOorKkHbl camu 3mo rfocyumame. 51 ke 2o08opio, bespasnu4due
rnonHedwee, ecnu bl camu He 6ydeme xo0umb, 3a 8ac HUKMO He 6ydem Hu4Ye2o0 Oenamb»
(Acmana), «Mou pekomeHOayuu — amo codyscmeue K modsiM U 4ernoeeyHocmb. Bom ece.
Coy4yscmeue u noHumaHue. lomomy 4mo 10U rnpuxo0sim He 3a MUISIUOHaMU Xe, 3mo Xe
cnesbl, 3mu 30 mbicsiy».

e HekomneTteHTHOCTb coTpyaHukos LIOHa:

«OHa nobexum y mou compyOHuyb! cripocum, nobexum y dpyaod cripocum, U OHU obwumu
yeunusiMu, Kak Kosxo3, 8bi8005Im 8 KOHUE KaKy-mo MbIC/b. A KOHKPEMHO Ye108€K, KomophbiU
cudum, Hem makoeo, npogheccuoHana. Hy, dormkeH xe bbimb KakolU-mo asizopumm O8LXKeHUs
bymaz» (AcmaHa), «OHu, noyemy-mo Oaxe cka3asu, amu OOKyMEeHMbl He HyXXHbl, demel
Hukyda He enucbiearom. Bom mam udem nepeyeHb, ckornbko demedl, makK 80m, OHU cka3anu
HU4Ye20 He HYXHO, HU nacriopm, HU yOocmosepeHue, Hu4Yez2o He exodum. Bom noyemy mo
Ko20a y Myxa cdaeasiu Ha MeHCUK, y He20 80W10 3MO, a y MeHsl He 8owsio. MIHmepecHo mak,
Yy Myxa ernucbigasniu amo, a y MeHsi He enuceiearnu» (AcmaHa), « OOHUM Crl080M, OHU Oaxke
Hu4e2o He o0bbsicHalom» (AcmaHa), «[aem HeKOPPEeKMHbIl CrIUCOK HeobXxo0uMbIX
OoKymeHmos. Ho s dymaro, amo om HeorbimHocmu compydHukos. Bedb y Hux Hebonbuwue
3apramesl, meKky4ecmb Kadpoey.

e OTcyTCTBME B3aMMOOENCTBUS MEXAY roCyaapCTBEHHbIMU OpraHaMu.
«Tak 80m OHa rnoexasia u cama U3 apxuea eblmackueana amy b6yMaxKy, a 6bl 2080pume,
Harnucamb, Mo38oHUMb. Hukmo Hu4dezo denampb He 6ydem», « Tak 8eOb amo20 He Oenaemcsi
Ke. Omo us-3a be3pasnuyus U He 3aUHmMepecosaHHOCMU ebimekaem, 3mo 8edb Hado Kyda-mo
380HUMB, KMo bydem 380HUMb Kyda-mo? Hukmo He 6ydem 380HUMb, HarNpuUMep, Ha MosIU2OH.
Bce Hanpaernsitom 8 8binnamH{ol UeHmp».
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e OTcyTCTBME NPO3PAYHOCTU B pacyeTax Npu Ha4YMCrneHum NneHcum.

«Boobuwe Ha4yucneHuUss UHmepecHbie, 0a? Y MeHs 00UH MY>KUK XO0usl HU4e20 He denar, y Heao
Oaxke HakonumersbHas MajleHbKas, S NpuHec cripasky, y MeHs 3aprnama 500 000 e mecsy,
6bina, u oH, 72000 nonyyaem, u 5 90 000. Bom pa3sHuua, da, y Hac 18 mbeicsa4y? OH goobwe
Hu4yeeo He Oenasn, a y MeHs makue gom omuyucreHusi, oH MuuypuHeu, a s naxapb, U
OOuHaKoeasi neHcusi? M soobwe, ama rneHcus no eodpacmy, 65 meicsay, amo 4ymo?», «Kozada
MHe cka3sasiu 4mo y meHs1 3a 3 eola 4 munnuoHa 200 000 3apabomHas rinama, amo 6ydem
MakcumarnbHas rneHcus. 5 obpadoearics. Ywern 0080sbHbIU. A nomomMm Koeda rpuwer, OHU
cKasasiu 4Ymo y MeHs1 KoaghghuuueHm He mom. Ymo 3a koaghpuyueHm?»(AcmaHa).

BbIBO,ZIbI H pEKOMEHJAllui1 110 yciayre

I'IpM O6paLLI,eHVII/I 3a Ha3Ha4YeHueM NeHCUOHHbIX BbliMflaT Mo BO3pacTy H606XO,EI,VIM8
pa60Ta No NOBbIWLEeHUK rPaMOTHOCTU HacelneHua npeaneHCMOHHOro Bo3pacTta, NMOMOLb AnA
nonyvyeHna OOKyMEHTOB MpU Hannydmnm TpyagoBOro Ctaxa B Opyrmx permoHax CtpaHbl U B APYrnx

rocygapcreax.

Mpo3payHOCTL pPacyeToOB HAYUCIIEHHOIO pasMepa MEHCUOHHbIX BbIMAAT WU KenaHue
NMOMOYb, 3aMHTEPECOBAHHOCTb  ycryrogaTens  SBASKTCA  OCHOBHbIMW  MOXenaHUAMU
ycnyrononyyaTenen.

33. HasHaueHuMe nocobuit Ha poxkaeHue pebeHKa 1 No yxoay 3a pebeHKom

Oo61masa nHdopmanmsa o rocycayre

[ocypapcTBeHHas ycnyra oOKasblBaeTca TeppuTopuanbHbIMKM  nogpasgeneHnamMu
KomuteTa Tpyaa, coumanbHOM 3awmTbl U murpaumm MuHmnctepcTea.

Mpuem 3asBneHnsa W Bbligadya pesynbTata oOKasaHWs rocyJapCTBEHHOW ycnyru
ocyLlecTBnAlTCA Yepes: fockopnopaumio, Beb-noptan www.egov.kz.

Cpok okasaHusa rocyaapcTBEHHOM yCnyrn - 7 paboymx gHen.

dopma okasaHus  roCydapCTBEHHOW  YCNyrM —  SreKTPOHHas
aBTOMaTU3NPOBaAHHAsA, YaCTMYHO aBTOMATU3NPOBaHHasN) 1 (unu) GymaxHas.

PesynbTaT okaszaHua rocygapcTBEHHOW yCnyru: yBeAJOMIIEHME O Ha3Ha4YeHun nocobus.

dopma npegocTtaBneHuss  pesynbTaTa  OKa3aHUA  rOCYAapCTBEHHOM  YCNyru:
3NeKTpoHHas u (unu) BymaxHas.

"ocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTtHO pu3nyeckum nuuam.

(nonHoCTbIO

OcCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

Mo ycnyre HasHauyeHue riocobuli Ha poxOeHue pebeHka u Mo yxody 3a pebeHkom 73,4%
PECNOHAEHTOB BbICOKO OLEHWUN KayeCTBO OKa3aHus YCnyru. YpoBeHb YO0BNETBOPEHHOCTU
ycrniyrononyyatenen gaHHow ycnyre coctasun 4,68 6annos. Bcero no gaHHon ycnyre 6bino
onpotueHo 203 nonyyarenemn ycnyr.

Ta6m4u,a 42. OueHKuH YAOBNETBOPEHHOCTU KAa4YeCTBOM OKa3aHUA roCyAapCTBEHHbIX YCAYT NO pe3y/ibTaTam 06LI.I,ECTBeHHOr0
MOHUTOPUHIA

16ann | 26anna | 36anna | 46anna 5 6annos
Jona pecnoHaeHTOB 0,0% 0,5% 4,9% 21,2% 73,4%
Konnuyectso pecnoHaeHTos, N 0 1 10 43 149
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bonbWMHCTBO nonyyaTenen nocobuin noJalT 3asBKy Ha MNOMyvYeHuMe ycnyrm 4epes
Mockopnopauuto (94,6%).

Mpouecc nogayn OOKYMEHTOB ANs ycnyrononydaTenen HecnoxHbeln. 3aasuTento Tpebyetcs
NpeaoCcTaBUTb YAOCTOBEPEHME JIMYHOCTM U CBUAETENLCTBO O poXaeHun pebeHka. Hawnbonee
BbICOKO OLEHUIM OOCTYMHOCTb N AICHOCTb MHbOPMAaLUUK Te PeCnoHAEHThI, YTO Nonyyanu ycnyry
yepes 30Hy egov B LIOHe (5 6annoB u3 5), Ha 4,75 oueHunn OOCTYNHOCTb MHGOpMaLnn
nonydartenu ycnyru, obpatmswmecs B LIOH. Te, kto odopmnan cam yepes noprtan OueHunm
Takke Ha 4,68. B uenom JOCTYNHOCTb U OTKPbITOCTb, ICHOCTb U AOCTOBEPHOCTb MH(popMaLmm
oLeHeHa nony4varensamu Ha 4,67.

B TO Xe Bpemsi pecnoHAEeHTbl XXanylTcs Ha To, 4To «b6asbl He pabomarom y HUX, MHO20
8peMeHU 3aHUMaemy.

71,4% nony4yaTtenen oueHunu npouecc cbopa 1 nogavm JOKYMEHTOB Kak abCoMTHO «NpOCTON
N MNOHATHbIA». [1pKU 3TOM Ha «OTMUYHO» SICHOCTb U AOCTOBEPHOCTb MH(popmaLMM No AaHHOM
ycnyre oueHunu nuwb 59,4%, a AOCTYNHOCTb U OTKPLITOCTb WH(opmaumm 62,7%. MHorve
PEecnoHAEeHTLI 0TMeYanu, YTo cendac npouenypa obopmMmIieHms Nnocodbumsi crtana HaMHOro npoLe
n ynobHee: «paHbwe 00120 bbino, a celidac o4eHb yAOOHO u 6bIcmpoy.

lMpn aTOM He BCe pecnoHAEeHTbl LOBOSIbHbI ACHOCTBI M LOCTOBEPHOCTLIO MPEAOCTaBEHHOM
UHpopmaumn: «MHe HyxHo 6biio npedocmasums IBAN Homep 6aHKoeckol kKapmbl, 8
cripagoyHoU napeHb ckasarn obsi3ameribHO HY>KHO 835imb opuauHars ¢ 6aHka Ha A4, ymo e sude
yeka u3 baHkomama He nodoldem. 5 nodowna k compydHuky MBI, oH cka3ars, 4mo MOXHO C
baHKoMama 835imb 3Mom HOMeP, U OH uM rnodoldemy (TalHbIl nokynamesib U3 2.Acmana).

Tem He MeHee, HEKOTOpble PEeCrnoHOEHTbl CTankuBanucb C TPYAHOCTSAMW MpU MOSyYeHUU
ycnyrn: «Ha Hawux OoKymeHmax cry4YalHO OMKpPbIIU 2 cyema, fosfy4Yanack MymaHuya,
06Hapyxunocb oHa, ko20a 51 cama rpuwsa rnosayd4ams OOKyMEeHMbI, COMpPYOHUKU He cesi3aslcCh
CO MHOU, u3-3a amoao npouyedypa Onunacb 3 mecauya»

Mpouecc nogayn [OKYMEHTOB obneryeH BO3MOXHOCTbIO MNodaTbh 3asBKy OHMaWH. Ycnyra
aBTOMaTM3MpoBaHa. Tem He MeHee, OHNanH nogasanu 3assky meHee 10%, 4YTO ckopee BCero
CBSA3aHO C HEeOOCTaTOYMHOM OCBEAOMIIEHHOCTbIO MofyvaTernien ycriyru O TOM, Kak MOXHO ee
NnoNyyYnTb, HE BbIXOAA UX gOMa.

KomMneTeHTHOCTb, BEXMMBOCTb U OnepaTMBHOCTb coTpyaHukos LIOHa oueHeHa pecnoHgeHTamm
Ha 4,5 6anna. 2 yenoBeka obpallanucb 3a YCnyrom B rocopraH u ganu HU3Kyto oLeHKy paboTe
COTpPYAHMKOB. Yalle Bcero pecrnoHOeHTbl B KOMMeHTapusx o paboTte cotpyaHukoB LIOHa
oTMeYanu, YTo 3amMeyaHuii HeT 1 «8ce Xopowoy». TeM He MeHee, eCcTb Te, KTO yKasblBan Ha To,
4YTO OHW He CrpPaBnATCHA C HanbIBOM NoceTUTENen: «04YeHb MHO20 stodel, compyOHUKU He
obpawatrom eHumaHue. Hukmo He npednazaem C80K MOMOWb», «04YeHb 00120 xdanu o
8peMeHU, CMOoSuU 8 o4epeduy.

Kpome Toro, nonyyatenu ycnyr xotenu 6bl, 4T0bbl coTpygHukun LIOHoB 6binu 6Gonee
KNMMEeHTOOPUEHTMPOBaHbI, 6onee BHUMAaTenbHbl: «Xomenocb 6bl, Ymobbl compyOHUKU 6biru
bonee yymkumu K npockbam nodel. 5 6bina nocre 08yx onepayul, cudemb He Moana,
npocunace 6e3 ovyepedu- He cpeazsuposarnu». Hebonbluasi YacTb OMPOLUEHHbIX »KanyeTcs Ha
KOMMNETEHTHOCTb COTPYAHUKOB: «HEKOMOPbLIM COMpYOHUKaM npogeccuoHanuama He xeamaem.
He ece scHo u noHAmMHO o0b6bsicHarom o npouedype. [Mpuxodumbcs camMoCmosmMesibHO
00rnbIMmbI8aMbCS».
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B ropoackux LlOHax yacto nonyyatenu ycnyr xanytTcs Ha OTCYTCTBME COTPYAHUKOB:

«B 3ane Ne2, e crnpasoyHomM omdene pabomaem mosibko 1 compyOHUK, 3mom compyOHUK
paszosapusaem no mesiegoHy u ece spems yxooum, epybo pazzosapusaem. MHozo paboyux
mecm, Ho compyOHukoe Hem» (LJOH Ayasosckozo palioHa, 2. AriMamel)

CotpygHukn LIOHoB nopor nonb3yloTcsi CAy)KeOHbIM MOSIOKEHMEM UM OBCNYXXMBAKT CBOMUX
3HaKOMbIX BHe ouepean: «MeHedxep eHe o4epedu obcnyxueana compyoHuuy [LBI»
(TalHbit nokynamerne u3 2.AcmaHa).

«Y nonyyamensi ycriyeu He bObi1o HoMmepa, koz20a s nodowna K Hemy. OH Monya cer,
compydHuk L{OHa ogopmuna eeo. Kozla s cnpocuna, nodyemy e2o gHe odepedu be3 masioHa
obcnyxueaem, MHe cKasanu obpamumbcsi K Havanbcmey» (TalHbil roKynamernb U3
2.AcmaHa).

Konmakm-ueHmp. 11,8% onpoLueHHbIXx obpallanmcb 3a KOHCynbTaumMen B KOHTaKT-UeHT 1414,
Pesynbtat obpalleHms oHu oueHunu Ha 4,7 6anna.

Ounarpamma 52. OcHOBHble NOKa3aTenu no ycnyre

73,4 I [ons oueHMBLIMX Ha 5 6annos, % == CpeaHnin 6ann
4,72 71,3 75

69,5

66,2
4,67 4,67 63,3 62,7

4,62
4,57
4,52

4,47

Mo pesynbTatam aHkeTHOro onpoca 1,5% pecnoHAEHTOB YTBEPXKAAT, YTO ANS MONydYeHUs
YCnyrn BOCMOMb30BaNMCh NUYHLIMK CBSA3SIMU, HO OTKasanucCb MpU 3TOM YyKasaTb MPUUUHY,
KOTOpas NOATOMKHYNa UX K 3TOMY.

3,4% pecnoHaeHToB obpawanuce ¢ xanobon (B yctHom dopme). 3,4% pecnoHOEeHTOB
OTMETUIM, YTO C HMX 3aTpeboBany JONONHUTENbHbIE AOKYMEHThI.

Yacto pecnoHaeHTbl xanytiTca Ha ovepeau B LIOHe n npeBblleHMe BpeMeHU OXuaaHus:
«Bpemsi oxudaHusi rnodayu OoKymeHmos 3aHsirio 40 muHym» (TalHblU noKynamersb U3
2.AcmaHa).

B uenom 63,5% ycnyronony4aTenen nonHOCTbIO YAOBMETBOPEHbI CPOKAMW OKa3aHWs YCryru,
cpegHasa oueHka coctasuna 4,63 Ganna. MHorve roBopsT O ToM, 4YTO XoTenu Obl Gonee
KopoTkune cpoku: «llocobue nonyduna 4epes mecsy ¢ MomeHma nodadqu OokymeHma. MoxxHO
ropaHbLe rno cpokamy. [pyrne pecnoHOeHTbl FOBOPSIT, YTO «CO CPOKaMu 8Ce XOpOoWo, ecriu He
66110 661 OocadHOU MPOBOSIOYKU CO B8peMeHeM U3-3a XOox0eHue He myda Kyda Halo».
[encTBMTENBHO, OYEHb MHOIMME XEHLLWUHbI, OCODEHHO Te, KTO poXaln He nepBoro pebeHka,

118



obpalyaloTcst B rocopraH, B TO BpeMs Kak ycryra npefocTaBnsaAeTcs Ha CErofHsAWHWA AeHb
Tonbko B LIOHe, nnbo yepes sebG-noprtan.

[nsa ynyJyweHns kayecTBa NpedoCTaBneHns ycnyr pecnoHAeHTbl npeanaratT «coenamps 6bl
omoesibHoe OKHO 0511 Mamepu u pebeHka», «Ecnu 6bi 8 Tyrikapazalckul palioH rnocmpousu
661 30aHue onsi UOHa, 6bir10 661 nyqdwe» (MaHrncrtayckas obnactb)

Kak 6bIno yke oTMeYeHO Bblle, YPOBEHb YAOBMETBOPEHHOCTU yCryrononyyarenen gaHHOW
ycniyron coctaeun 4,68 6annos. MNepesog ycnyrm B LLOH ynpoctun npoueaypy odopmneHms
nocobui (4eTKoCTb, BbICTPOTa, NPO3PAYHOCTb CAAYM AOKYMEHTOB), HO B TO € BpeMs Tenepb
3a8BUTENb HE MOXET NONYyYnTb pasbsaCHEHUA no HavmcneHnsm. CotpyaHukm LIOHoB nnbo He
BNagerT gaHHOM MHAdopmaumen, NMbo He XOTAT pasbsCHATb. B TO Bpemsi Kak B rocopraHe
paHee nonyyaTtenu coumnanbHbiX Bbinnat n3 MPCC mornm nonyynTb pasBepHyTbiA OTBET MO
TOMY Kak 1 NoYemy caenaHbl Ha4YMcneHms n kakosa 6yaet cymma Bbinnar:

«Heobxo0uma omKpbIMOCmb Ha4YUCIeHUsT — HY)XHO Oamb pa3bscHeHUe, omKyda e3s/1acb ama
cyMMa, Kakue yoepkaHus npouseodsmcsi ¢ OaHHbIX ebiriiam u m.d.»

BblBOﬂbI H pEKOMEHJAl UM 110 ycayre

Mo paHHOM ycnyre pesynbTaTbl WCCNEAOBaHWS  MOKasbiBalOT  XOPOLUMW  YPOBEHb
yOoBMneTBOPEHHOCTU. MHOrMe oTMevaloT, 4YTO C nepedaden ycnyri B 'ockoprnopauumio npouecc
odhopmneHns nocobu Ha poxaeHue pebeHka M No yxody 3a pebeHKOM ynpoCcTUncs.
OTtcytcTBME MHMOPMauuM No pesynbTataM Onpoca cpeaun ycnyrononydaternen O Hanmyuum
BO3MOXHOCTW MOMYy4YUTb YCNYry KOMMO3WUTHO C APYrMMW CBWOETENbCTBYET O HefoCTaTto4yHOM
YPOBHE MHGOPMUPOBAHUSA ycryronony4yaTenen.

EcTb Heob6X0aMMOCTb B CO3A4aHUM OTAENbHOro OKHa And matepun un pebeHka, nMbO okasbiBaTb
AaHHYKO YCNyry BHe odepenu, yuuTbiBasg TO, YTO AaHHoe nocobue odopmnaeTcs mamon C
pebeHKoM rpyoHUYKOBOro Bo3pacta u Tpebyetcsa ee nuyHoe NpucyTCcTBME AN OPOPMIIEHUS
nocobwus.

Heobxogmmo cosgatb ycnosusa ans 6onbwen MHOOPMUPOBAHHOCTU MO yCcryre B 4acTu TOro
Kyda WOTW, Kakve OOKYMEHTbl NpeaocTaBnsaATb, a Takke nonydatenu ycrnyru OOSMKHbl UMeTb
BO3MOXHOCTb MOJTY4YEHUSI KOHCYNbTaUMM No pa3mepy Nocobusi n CXembl MX HAYUCTIEHMS.

34. FocypapcTBeHHan perucTpauuma Uam nepeperncTpauma NpoayKToB AETCKOro NUTaHuA,
NULEBbIX U 6MONOrNUECKU aKTUBHDbIX A06aBOK K NuLLe, reHeTUYEeCcKu
MoanPULUPOBAHHBIX 06BEKTOB, KpacuTenen, CpeacTs ge3mHEeKUUn, Ae3nHCEKUUU U
AepaTtu3auum, MaTepuanos U U3Lennii, KOHTaKTUPYIOLWMUX C BOAOM U NPOAYKTaMM
NUTaHUA, XMMUYECKUX BELLLECTB, OTAE/bHbIX BUA0B NPOAYKLUN U BELLEeCTB,
OKa3blBaloLWMX BpegHOe BO3aeiCTBME Ha 340pOBbe YesloBeKa

O6masa uHdopmalmsa o rocycayre

ocypnapcTBeHHas ycrnyra okasblBaeTcss KOMUteTom oxpaHbl 06L,eCTBEHHOMO 340POBbS
MuHucTepcTBa 3gpaBooxpaHeHus PK.

lMpruem OOKYMEHTOB AMnS perncrpaumu ocyLlecTBNAeTcs yepes: ycnyrogatens, Beb-
nopTtan www.egov.kz.
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Cpok okasaHus rocygapctBeHHom yenyrn — 30 KaneHgapHbIX QHEN.

dopma oKasaHus rocyaapCTBEHHOM ycrnyru: 9NeKTpoHHas (4acTuyHo
aBTOMaTU3npoBaHHas) n GymaxkHas.

PesynbTtaT okasaHua rocygapCTBEHHOW YCIyru: CBUAETENbCTBO O rocygapCTBEHHOM
pernctpauumn, nmbo MOTUBMPOBAHHbLIA OTBET 06 OTKase.

dopma npepocTtaBneHust  pesynbTaTa  OKa3aHUA  rOCYAapCTBEHHOM  YCNyru:
3MEKTPOHHAas N BymarkHasi.

FocymapcTBeHHas ycnyra oOkasblBaeTcs (PU3MYECKMM W HOPUOMYECKUMM fvuaM Ha
BGecnnaTtHOM OCHOBE.

OcHOBHBIE pe3yJIbTaThl UCCJIeJOBAaHUSA

YOoBNeTBOPEHHOCTb KavyeCTBOM OKasaHusi ycnyrn [ocydapcmeeHHas peaucmpauus unu
rnepepeaucmpauusi rnpodykmoe 0emcKko20 numaHus, nuuesbix U buoro2u4ecKU aKmueHbIX
0obasok K nuwe, eeHemuyecku mooughuyuposaHHbIX 0b6BLEKMOS, Kpacumersiel, cpedcme
OesuHgekuuu, de3uHcekuuu u Oepamusayuu, Mmamepuarsios u usdesnuli, KOHMaKmupyrwux ¢
8000l u npodykmamu numaHus, XUMUu4yeckux eeuiecms, omaoersibHbIX 8udoe8 npodyKuuu u
sewiecms, okasblearouiux epedHoe eo3delicmeue Ha 300p08bEe 4YesloeeKka HeBbICOKAdA: Ha
ypoBHe 4,6 6annos, 40N NOMHOCTLIO YO0BNETBOPEHHbIX yCryron — 67,4% pecnoHAeHTOoB.

TBGHMLI,B 43. OueHKM yA0BNETBOPEHHOCTU KaYeCTBOM OKa3aHUA rocyAapCcTBEHHbIX YCAYr NO pe3yabTatam 06IJJ,ECTB€HHOF0
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHTOB 0 2 3 24 60
KonuuectBo pecnoHgeHTos, N 0,0% 2,2% 3,4% 27,0% 67,4%

Bcero 6bino onpoweHo 89 pecnoHaeHToB. Okono 40% nonyyanu ycnyry 4yepe3 Beb-noptan
«3NEKTPOHHOrO MpaBuTeNbCTBa». [pakTUYeckn BCeM MnpuxoguTcs obpalwatbcs B rocoprad
(95,5%). Yactb ycnyrononydartenen MCnonb3yeT MNOCPEeAHMYECKUE YCryrn ans nosyveHus
ycnyru.

FACHOCTBIO 1 JOCTOBEPHOCTLIO MH(POPMaLMKM NOMHOCTLIO yAoBneTBOpeHbl 83,3% pecnoHOeHToB
(4,75 6anna), a BOT OOCTYMNHOCTbIO M OTKPbITOCTLIO MHGOpMauun nuwb 75%. MybuHHbIE
uHTepBbto M DI nokasanu, 4to 6GonbWMHCTBO M3 19,1% OMPOLIEHHBIX KOMMAHUN,
obpaLlaLLmMxca K NocpegHNYeckMM opraHM3aumsM, A4enatT 370 B Lensx SKOHOMUN BpeMEHU 1
Ans Toro, 4Tobbl He cobupaTb NakeT AOKYMEHTOB, KOTOPbIA He BCerga MOHATEH: «Mbl
obpauwaemcs 8 KomnaHu, mam crneyuanucmsel rno 20-30 nem cmaxa, OHU 8ce OOKYMEHMbI
KOMIIEKMYOm, 8bINPassisiiom KayeCmeeHHO, a y Hac C HuMu 002080p, Mpo8epsitom, He
mepsiem epemsi». Bce pecnoHOEHTbl rOBOPAT O TOM, YTO CaMOCTOSITENIbHO OCYLLECTBUTbL COOp
AOKYMEHTOB [OCTATOYHO CIOXHO: «Heneako cobpamb OOKYMEHMbI, UX O4EHb MHO20», «rakem
OoKymMeHmog 6osbuwiod, ecriu He docmarom Kakue-mo OOKyMeHmbl U3 AcmaHbl 8ecb rnakem
go3gpawaemcsi, noamomMy Mbl obpawaemcs 8 KoMmrnaHuw, Komopasi obecriequeaem
aKkcriepmu3y (nabopamopHble uccriedosaHusi), Hay4yHbll omyem, a makxe cbop, Hanudue u
docmosepHOCMb OOKyMeHmMo8», «thakmu4yeckass UHgopmayus o npoyedype He scHa
4esi08eKy».

Mpouecc cbopa n nogayn mHdopmauum Tonbko Ang 63,4% pecnoHgeHTa Obln NpocTon u
MNOHATHBIA:  «Apu cbope mOMbKO MHO20 6PEeMeHU YWIo Ha 39Kcrnepmu3sbl, aHasau3bl,

uccriedosaHusi, a 8 Ue/loM 6ce Xopowoy, «B uenom, ycryaa noHsamHa, npocmo Heobxodumo
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npasunbHO cghopmuposamb 8ecb nakem OoKymeHmos. [lopol MeHstomesi Kakue-mo
3aKkoHoOameribHble akmbi, MOG3aKOHHbIE HOpMamuebl, kakue-mo mpebosaHus. Mbi He eceeda
8 COCMOSIHUU omcriexusamb 808peMsi, a KoMraHusi, K Komopol Mbl obpawaemcsi
cripaenisiemcss ¢ amumM omiu4yHo. Mbi obpawaemcsi 3a ycrlyeol Ha peayrnspHoU OCHose,
103Momy Yyepes3 Hac 0mkKa308 8 pa3sbl MeHbWE, XOms KOHeYHO bbigaromy.

K coxaneHuto, KoMnaHum, KOTopble HY)XOAlTCS B JAHHOM yCrnyre v nbiTaloWwmnecs nonyYntb ee
CaMOCTOSITENbHO, CTaNKMBalOTCA C LeNnbiM pSAoM npobrnemM: He AOCTYrNeH nepeyeHb TOBapOB,
noanexalimx perncrpauun, He NMoHsTHa Npoueaypa nodadvn U pacCMOTPEHUs! 3asiBKW, KaKOBbI
MOryT ObiTb NPUYMHLI OTKas3a, HET BO3MOXHOCTM WCMPaBWUTb OLIMOKY B [AOKyMEHTaX,
HeoGxoauMo noaaBaTh 3aHOBO.

«Tam 3Haeme, Kakas owubka y MeHs1 b6bina? Onedamka 6 o0O0HOU uugppe! Omo xe
yesioeedyeckul ghakmop. A OHU HamM omKa3s «8fienusnuy.

«B sHeape obpawanuck 3a eocydapcmeeHHol ycryeol «Pesucmpauusi moeapa», a UMEHHO
mbl0. Ham ckasanu, ymo no ¢hakmy 6 KapazaHde He npuHumarom, Hado 8 AcmaHy. Mbi
M0380OHUMU 8 KOMUMeMm, mam HaM [epeyucsunu nepevyeHb OOKyMeHmo8 u omirpasusiu
yumamb cmaHOapm ycrnyeu. Ho mak kak mMbl He 3Hanu Kak deslamb HayyHbIl om4yem u
akcriepmu3sy, Hac Hanpasunu 6 PITI Ha MNBX HayuoHanbHbIl UyeHmp aKcriepmusbl 8 AcmaHe.
Mbi 3akmoqunu dozoeop. 2563414 meHese — cmoumocmb 00HO20 ceudemesiscmea, 55800 —
Hay4yHbIl omyem, 46000 — akcriepmu3a. VIm Hy»xHO OeHbeu 3arnnamumb, OHU camu cOarom ece
OoKymeHmbI, denarom ecto pabomy 3a Hac. Ho nomom e umozae cka3sasnu, 4Ymo Hawl rnpodykm
He nodnexum peaucmpauyuu, npuwes omkas. Ecmb nucbMo u 8 nucbme HanucaHo, Ymo 3mom
npodykm He nodnexum aocydapcmeeHHol peaucmpayuu. A OeHbau He eepHynu. Omka3s
omka3om, OeHbau He 8epHyu, 8om 8 YeMm rnpobrema. A caMu usHa4vyarbHO MO2/1U XKe cKa3ameb,
4Ymo Mol npodykm He rnodnexum peaucmpauyuuy. (us ', e. Kapaza+oda)

B pesynbTtate vccnenoBaHusi Tonbko 63,3% OMPOLLEHHbIX PEeCNnOHAEHTOB Obiniv MOMHOCTLIO
yOOBMNEeTBOPEHbl CPOKaMM OKasaHus YCryru.

«Bce 8 coomeemcmeuu co cmaHdapmamu U ripasusiamu, 3amedaHul Hem, xomersiocb bkl ewe
npowe u bbicmpel, HO NMOHUMas, Ymo C8s3aHO C NuMmMaHuem u 300p08beM HacesieHus, Oymaro
3KCrepmusbl, aHanusbl U uccriedoeaHUsT Mmoxe 8aXHbl». B OCHOBHOM npeacTtaBUTENM
KOMMaHUN oTMeYanu, 4To XOoTenocb Obl CPOKM pPacCMOTPEHWUs AOKYMEHTOB cokpatuTb Ao 10
AHen, nmbo xoTs Obl No oTKasam: «xomesiocbk 6bl omka3sbl nony4ams beicmpee 3a 10 dHed, a
He 3a 30»
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Awnarpamma 53. OcHOBHble NOKa3aTenu no ycayre

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann

4,82 82
78,1

4,77 77

4,72 72

4,67 67

4,65
4,62 62
4,57

4,52

90% ycnyronony4vartenien Ha «OTIIMYHO» OLIEHUNN BEXITMBOCTb, NPOMECCMOHANbHY 3TUKY U
ornepaTMBHOCTbL  COTPYOHMKOB. KomneteHTHoCcTblo  6binn  ygosnetBopeHbl  80,0%
ycrniyrononyyarenen.

HecmoTpsi Ha TO, 4YTO GONBLUMHCTBO FOBOPUT O TOM, YTO COTPYAHWKM KomuteTa no oxpaHe
300pOBbSi OYEHb BEXIMVBbI KOHU XOMb OMeeYarom Ha 380HKU, 8€X/UBO omeeyarmy», TeM He
MeHee, BCTPEYalTCA M Te, KTO HEeOOBONEH «....mpybKu OoHU He bepym. WeHopupytom, He
omeeyarm Ha 80rpochbl U 380HKU. A ecriu Mbl 380HUM, Harnpumep, 8 Opyaue peauoHsbl,
unuanel, OoHU bepym mpybky, omeeyarom u Hu4yezo. A Anmama u AcmaHa, OHU
ueHopupyrom» (@I, Anmatel). Kpome TOro, coTpygHukam crnegyet ObiTb 6Gonee
BHUMATENbHbIMW: «B 8b10aHHbIX OOKYyMeHmMax cogepuieHbl OWUbKU 8 Ha3gaHUuu KOMaHuu».

«Xomernock bbl, YMOobbI ycriy2y MOXHO ObifI0 MOoAy4YUmMb 31EKMPOHHO», AcmaHa. pudnHomn
OymaxkHOM nogaynM [OOKYMEHTOB SBNSAETCA OTCYTCTBUE MHTErpuMpoOBaHHOW CUCTEMbl C
nHpopmaumoHHon cuctemon EAJK. MNMocne peanunsaumm TEXHUYECKNX MEPOMPUATUIA B paMKax
[opoXHOM KapTbl MOSABMTCSA BO3MOXHOCTb MoAaBaTb AOKYMEHTbl OHMNamH. 310 6yger
CNoCOBCTBOBATL YNyYLLEHUIO Ka4YeCcTBa NpeaoCTaBneHns ycnyru.

«CeedeHusi rno ebidaHHbIM ceudemeribcmeam eHocsimcs 8 EOuHbIt peecmp EASK. Nepesod e
3/1EKMPOHHbIU  ghopmMam B03MOXEH [1oc/e peanu3ayuu MexaHusma «EOuHo20 OKkHa» o
3KCrIOPMHO-UMIMOPMHbBIM OrepayusiM (omeemcmeeHHbIU 20cy0apcmeeHHbIl opeaH Komumem
2ocydapcmeeHHbIx 0oxo0o8 M® PK, komopsit Ha rnnamgopme ASYSER (FOHKTAL OOH)
ocywecmengem — asmomMamu3ayuto rnpouyecca no ebidadye OaHHO20 paspewumesibHO20
0okymeHma). o OaHHou ycriyece ymeepxOeHa [JopoxHas kapma 28 ceHmsibps 2018 200a,
CPOK peasudayuu mexHu4eckux meponpusmull dekabpb 2018 eoda», AcmaHa.

Puck koppynumu npu  nonydeHum ycnyrm oTcytctByeT. CnydaeB HeouuManbHOro
BO3HarpaxaeHus He HabntogaeTcsl, CriydaeB MCMONb30BaHWUS fIMYHBLIX CBSI3EM M 3HAKOMCTB
Takke HeT. Jona xanob coctasuna — 1,1% (B ycTHOM dhopme).

BbIBOABI M pEKOMEHALMH 10 yCJIyTe
B uenom, GonblIMHCTBO Yycrnyrononydvatenei [OOBOMbHbI TEeM, Kak BbiCTpoeHa npoleaypa
nonyyeHns ycnyru. MHOroO BpeMeHM 3aHUMaeT TofyyeHue 9KCnepTusbl M NpoBedeHune

122



nabopaTopHbIX MKccreaoBaHMi (TO ecTb COOp AOKYMEHTOB [Afsl MOfyYeHUst yCryrun), Ho
OOMbLUMHCTBO MNOHMMAOT BaXHOCTb 3TOM npouedypbl Ang obecneyeHns 6GesonacHOCTU
HaceneHus.

Ana ynydweHus kayecTBa W MOBbILEHMS YOOBNETBOPEHHOCTM YycryrornonydaTtenen cnegyet
caenatb MPOCTbIM WM OOCTYMHbIM NepeyYeHb TOBApPOB, MoANexalimx perucTpauun, nmbo
obecneunTb KOHCynbTauMu MO BOMPOCY TOTO MOAMEXWUT N TOT WU UHOW NpoAyKT/ToBap
perncrpaummu.

CoTpyaHukam crnegyeT ObiTb Gonee BHMMATENbHLIMK MPW 3anofHeHMn popm permcTpauum B
Lensix HegomnyLLEeHNs OLMGOK.

Mo BO3MOXHOCTM COKpaTUTb CPOKM PacCMOTPEHUs naketa AOKymeHToB. lNepeBog ycnyru B
3NEKTPOHHBIN bopmar.

35. lonyCK MHOCTPaHHbIX CNELMANIUCTOB K KIMHUYECKOI NPaKTUKe, 33 UCKIoYEeHUem
VL, NPUrNALLIEHHDbIX K OCYLLLEeCTBIEHUIO0 NPOPECcCUOHANBbHO MeAULIMHCKOMN
AeAtrenbHoOcTU B HaumoHanbHOM xonguHre B 061acT 34paBoOOXpaHEHUA U ero
AOYepHUX opraHM3aumnax, a Takxke Hasapbaes YHUBepcuTeTe Mam ero meguLmUHCKUX
opraHu3saumax, MeauLMHCKUX opraHusaumax YnpasneHua flenamu MNpesunaeHTa
Pecny6aukn KasaxcraH

O61masa nHdopmanmsa o rocycayre

[ocypgapcTBeHHas ycnyra oOkasblBaeTcs TeppuTopuarnbHbiMM - AenapTaMeHTamu
KomuTeTa oxpaHbl 06LecTBEHHOro 3gopoBbs MuHnctepcTea 3gpaBooxpaHeHnms PK.

Mpuem [OOKYMEHTOB W Bblgaya pesynbTaTa oOKasaHus rocygapCTBEHHOW yCnyru
ocyliecTBnsaeTcs Yyepes [flockoprnopauuto.

Cpok okasaHus rocygapctseHHon ycnyrn — 10 paboumx gHen.

dopma okasaHusa rocyaapCTBEHHOW ycnyrn: GymakHas.

PesynbTaT OkasaHua rocygapCTBEHHOW ycnyrm — ceptudumkaT cneumanucrta, nubo
MOTUBMPOBAHHLIN OTBET 06 OTKase.

dopma npegocTaBneHns pesyrnbTata okazaHus rocy4apCTBEHHON ycrnyru: BymaxHas.

"ocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTtHO pu3nyeckum nuuam.

OcHOBHBIE pe3yJIbTaThl UCCJIeLOBAaHUSA

YOoBNEeTBOPEHHOCTb Ka4yeCcTBOM OkasdaHus ycnyru [oryck UuHOCmpaHHbIX creyuanucmos K
KMUHUYECKOU Mpakmuke, 3a UCK/IYEeHUEeM Uy, [puanaweHHbIX K OCyu,ecmeneHuto
rnpogheccuoHanbHoU meduuuHckol OessmenbHocmu 6 HauuoHanbHoOM xonduHze 8 obnacmu
30pasooxpaHeHuss U e2o O0YEPHUX opaaHu3auyusix, a makxe Hasapbaee YHusepcumeme unu
e20 MeOUUUHCKUX oOpeaHu3ayusix, MeOUUUHCKUX opeaHu3ayusix YnpaeneHus [Henamu
lMpe3udenma PK Ha ypoBHe 4,89 6annoB, AOMNS MOSHOCTbIO YAOBMNETBOPEHHbLIX YCNYrom —
90,8% pecnoHgeHTOB. Beero 6bino onpolleHo 98 pecnoHaeHTa.

Ta6m4u,a 44. OueHKu YAOBNETBOPEHHOCTU Ka4eCTBOM OKa3aHUA rocyapCTBeHHbIX yCayr no pe3y/ibtatam 06LueCTBeHHOrO
MOHUTOPUHTA

1 6ann 2 banna 3 6banna 4 6anna 5 bannos
[ons pecnoHaeHTOB 0 0 2 7 89
Konmuectso 0,0% 0,0% 2.0% 7.1% 90,8%
pecnoHaeHToB, N
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Y [gaHHOW  yCcnyrM XOpOoWWW pPenTMHr B uUenoM Mo kayectBy. COOTBETCTBEHHO
YOOBNETBOPEHHOCTb NapaMeTpammn Ka4ecTBa YCryrm Takke Ha BbICOKOM YPOBHE.

YpoBneTBOpeHbl AOCTYNHOCTbIO U OTKPbITOCTLIO MHGOpMauun ycnyrn 86,7%, B cpegHeM Ha
4,83 6anna. SACHOCTbIO M LOCTOBEPHOCTBIO MHGOPMAaUUKN MOMHOCTLIO YA0BNETBOpPeHbl 85,7%
pecnoHaeHToB (4,83 6anna).

B pesynbtate wuccnegoBaHus 83,9% ONPOLUEHHbIX pPECnOHAEHTOB ObiM  MOJSIHOCTLIO
yOOBMNeTBOPEHbI CpoKamMn okasaHusa ycnyru M B 86,5% cnydasx - cbopoMm u nogadven
OOKYMEHTOB.

KomMneTeHTHOCTb COTPYOHUKOB BbICOKO oueHunu 85,4% ycnyrononyyatenen (4,87 6Ganna).
BexnuBocTte coTpyaHukoB ygosrneTtBopuna 87,5% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,89 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaoBneTBopeHbl 86,5% pecnoHaeHToB
(4,82 6anna).

Aunarpamma 54. OcHOBHbIe NOKasaTtenu no ycnyre
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87,8% pecnoHOeHTOB JOBEPSAIOT ycryroaaTento, CpeaHss oueHka coctasuna 4,87 6anna.

CnyyaeB HeohULManbHOMO BO3HArpaXaeHusa n UCnonb3oBaHnA NMUYHbIX CBA3EN N 3HAKOMCTB He
oTMevatoTca. [lons xanob B ycTHon popme — 2,0%.

KoMmmeHTa pun peCnoHOeHTOB:

« TpyOHOCMb 803HUKNa yXe, koala cepmugbukam 6bir1 20mos, oH Qo/mKeH ebidagambCs Ha 5
nem. Ho oHu clenanu owubky u cdenanu ece2o Ha 1 200», «llobonbwe 6bl 2paMOMmMHbIX
crneyuanucmosy, «lpubbina 8 Hadane mecsya, 8bidanu 8 KoOHUe mecsauya», «HyxHO Yyacmu4yHo
8 9/IeKMPOHHOU ¢hopMmen, «YMeHbwumb Kosudyecmeo QoKymMeHmosy, «OmmeHUmsb
mpebosaHus cripasku O cyOuUMOCMU, makK Kak Mbl fepecekaem 2gpaHuuy u mam 6bl Hac He
ebinycmunu u 8 mpydosol makxe ommedaromcs adMuHucmpamueHble Haka3aHus, Mbl
npedocmassnisieM mpyo0o8yto, a Crpasky He HYXHO (nuwHul AokymeHm)», «MHo20 epemeHu
nompamurna 4Ymobbl y3Hame Kyda, 8 Kakol 20cydapcmeeHHbIlU opaaH cdasamb OOKYMEHMbI, 8
LI|OHe ©6bina 2-pasa, HO OHU He cKasanu», «Ha calime He noHAMHO, He pa3obparics.
CompyOHUKU 4YemKo, SICHO O0b6bsCHUNU», «5 Heckonbko OHel npuxoduna e L|OH. bBbina
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HayuoHarsbHas OuckpumuHauus. HernpogeccuoHarnbHo. Moka s He 3awsia K Havanbcmey, mo
compyOHUKU Oaxke U nanbyeM He noweesenunu 6bl», «EOUHCMEBEHHoe 3amedyaHue, 4mo
compyOHUKU He cKa3aslu, 4mo cripasky o HecyOumMocmu U aOMUHUCMPamueHbIX HapyuweHUsIX
MOXHO 6bir1o nosydums 6 L|OHe. 5 no HesHaHuro rioexana 6 OpeHbype. NompayeHo epems,
cpedcmeay.

BbIBO,ZIbI H pEKOMEHJAllUHU 110 ycayre
Ycnyry pecnoHAeHTbl OLEeHUNN OCTAaTOYHO BbICOKO. OTMeYatoT 0 HeOBX0ANMOCTIN COKpaLLeHUs
AOKYMEHTOB, B KOTOPbIX HET HE0OX0OMMOCTU (Hanpumep, CNpaBKy O HECYOUMOCTN).

B cuny Toro, 4yto ycnyrononyyaTenu SIBASIOTCA WHOCTPaHHbLIMW CrieuuanucTaMmum BO3HUKAOT
npobrnemMbl Mo He3HaHWK Mpoueaypbl AAaHHOW YCNyru, MOMYyYEeHWUO PasfMyHbIX CMPaBOK, HO B
LLEeNIOM OYeHb IOSANbHO OTHOCHATCA MNPW OLIEHKE KayecTBa oOKasaHusi ycnyru. Bo3MoHO,
HeobXxogMMo NpeanpuHATL  AOMOMHUTENbHbIE MEpbl  Pa3bsiCHUTENBbHOrO Xxapakrtepa Mo
npoueaype OaHHOW ycnyru, 4Tobbl MHgopmaumsa Obina Gonee AOCTynHa AN MHOCTPaHHbIX
cneumanucTos.

Mocne BHeapeHusi, cornacHo [lOpOXHOW KapTe, Mep MO ONTUMU3auuM OaHHOW yCryru
BO3MOXXHO MHOr“e npobnembl 6yayT CHSATbI (aBTOMaTU3aums YCryrn, UCKMYeHne OOKYMeHTa
06 OTCYTCTBUM aAMUHUCTPATMBHbIX HAPYLUEHWUA, CPOKM 40 5 AH.)

36. MpoBepeHue penurnosea4eckon sKCNepTUsbl

Oo61masa nHdopmanmsa o rocycayre

NocypapcTBeHHasa ycnyra okasbiBaetca Komutetom no genam penurun MuHuctepcTsa
no genam penurni n rpaxgaHckoro obwectsa Pecnybnuku KasaxcraH.

Mpuem 3asBneHns W Bblgadya pesynbTata oOKasaHus rocyJapCTBEHHOW ycnyru
OCYLLLEeCTBNAETCA KaHUenapuen ycnyrogatens.

Cpoku okasaHus rocygapcteeHHon ycnyrn — 30 kaneHaapHbIX AHEN.

dopma okasaHusa rocyaapCTBEHHOW ycnyrn — BymakHas.

PesynbTaT okazaHus rocygapCTBEHHOW YCyrm — MMCbMO O 3aKMOYEHUN SKCNEePTU3bI.

dopma npegocTaBneHns pesynbrTara okasdaHUsa rocyaapCTBEHHOM ycrnyrn — GyMmaxHas.

ocymapcTBeHHas ycnyra okasbiBaeTcs 6GecnnatHo (OU3NYeCcKMM W IopUanHeCcKnM
nuuam.

OcHOBHBIE pe3yJbTaThl UCC/IeJ0BAaHUSA

YOoBNEeTBOPEHHOCTb  Ka4yeCTBOM  okadaHnus  ycnyrn  [lposedeHue  penueuogedyeckol
3Kcriepmu3sbl Ha ypoBHe 4,66 Gannos, OO NOMHOCTBIO YAOBMETBOPEHHbIX ycnyron — 78,0%
peCrnoHAEHTOB.

Ta6m4u,a 45. OueHKku YAOB/IETBOPEHHOCTU KAa4Y€CTBOM OKa3aHUA rocyaapCcrBeHHbIX YCIyr NO pe3y/ibTatam OGLIJ,eCTBeHHOFO
MOHUTOPUHra

1 6ann 2 banna 3 banna 4 6anna 5 bannos
[onsa pecnoHaeHTOB 1 1 0 7 32
KonnyectBo
2,4% 2,4% 0,0% 17,1% 78,0%
pecnoHaeHToB, N
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Bcero 6bino onpoweHo 41 pecnoHaeHT, u3 Hux 100% nonyyanu ycnyry yepes rocopraH.
Ob6pawanuce nmMbo nun4yHo, nMBO OTNpaBnsAM  OOKYMEHTbl 4epe3 MouTy, Kypbepa.
BONbWKWHCTBO WX HMX [OBOSIbHbI  KAYeCTBOM MPEefoCTaBNEHHOW YCNyrn: «Ka4yecmeo
obcriyxueaHusi (360HUMU 0 mesniehoHy) o4YeHb Xxopoweey. BcTpevanucb crniyyam, korga
obpawanncb B rocopraH (MHorga 4yepes nouty, Kypbepa), a OTBET Tepsificd, nocrne 3BOHKa B
KomuTeT, OTBET BbICbiNancsa Ha anNekTpoHHbIn agpec: «O0Hax0bl He Oowisla 3Kcrepmusa,
rpuwsock 3anpawusame CHO8a U 8 3/1eKMPOHHOM sude ronydunux». CnegyeT OTMETUTb, YTO
9TO HE CHM3UIO CTeneHb y40BNETBOPEHHOCTN KIMEHTOB.

YaoBneTBOpeHbl AOCTYMHOCTbIO U OTKPbITOCTBIO MHGopMauun yenyrm 73,2%, B cpegHeM Ha
4,61 Ganna. FCHOCTbIO M OOCTOBEPHOCTBIO MHOPMaUMM MNOSNHOCTBI YAOBMETBOPEHbI B
bonbwen ctenenun: 87,8% pecnoHOEHTOB OLEHUITM Ha «OTNANYHOY» (cpeaHui 6ann - 4,78).

BOoNbWNHCTBO PECNOHAEHTOB rOBOPAT O TOM, UTO «8CH0 UHGhopMauUK rOoyHUsiu 808PEMS, 8Ce
docmynHo, docmosepHo». PecnoHaeHTbl 0OTMe4yanu, 4YTo Ha cante Komuteta nmeercs cnmcok
nybnukaumi, npoweawmnx penurmoBeayveckyto  akcneptudy. 3To  YyAOOHO O4YeHb, HO
ycnyronosnyyaTenu npocaT novaile o6HOBNATL AaHHbIE.

Hanbonee HM3KMA YypoBEHb YAOBMETBOPEHHOCTb MO CpokKam oOkasaHus ycnyrn. 60,0%
ONPOLLEHHbIX PECNOHAEHTOB ObIfIM MNOMHOCTLIO YAOBETBOPEHbLI CPOKaMU oKasaHus ycnyru (4,6
6anna). ECTb NOHUMaHWe 1 CPOKN NpUemMneMbl Ansa Tex, KTo Ha 3KCNepTu3y oTnpaBnisieT MHOIMo
nutepaTtypbl. «)KemamernbHo 6bicmpee, 30 OHel — doneo», «[oneo x0amb, COKpamumb
cpoku», «Hado yckopumsb npouyedypy», «Cpoku ycmpausarom, mak Kak rocbliaem 60osbuioe
Konuyecmeo KHuez», «Xodyemcs bbicmpee, HO Konudecmeo fiumepamypbl 60/bwoe, nosamomy
8ce HOpMasibHO».

[oBOMbHO BbLICOKWI YPOBEHb YAOBETBOPEHHOCTN MPOCTOTON M MOHATHOCTLIO cBopa u nogayn
AokymeHToB (90,2%.) BcTpeyaloTca KOMMEHTapum, CBA3aHHble C HEAOBOSILCTBOM CpOKaMu Mo
AoCTaBKe NoYToBbIX OTNpaBneHnn (Kasnoyra).

KoMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunun 82,9% ycnyrononydatenen (4,71 6Ganna).
BexxnuBoctb coTtpyaHukoB yposnetsopuna 90,2% pecnoHAEHTOB, YOOBMETBOPEHHOCTbL Ha
ypoBHe 4,83 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaoBneTBopeHbl 82,9% pecnoHAeHTOB
(4,76 6anna). 80,0% pecnoHAEHTOB OOBEPAIOT yCryrogaTento, CpedHdas OLeHKa cocTaBuna
4,66 6banna.

Aunarpamma 55. OcHOBHble noKasarTenu no ycayre

4.90 B Jons oueHuBLIMX Ha 5 6annos, % == CpeaHunin 6ann 100
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Puck koppynumu npu  nonydeHum ycnyrm otcytctByeT. CnydaeB HeodwuumanbHOro
BO3HarpaxgeHusi 1 UCNoNb30BaHWS NMNYHbBIX CBSA3EN U 3HAKOMCTB He oTMmevatoTca. [lons xanob
B MCbMeHHoN hopme — 7,3%.

Puck koppynuuu npwu nonydeHun ycnyrum oTcytcTByeT. CnyyaeB HeoduvUManbHOro
BO3HarpaxgeHusi 1 UCNosb30BaHNS NINYHbIX CBA3EN U 3HAKOMCTB He oTMevatoTes. [lons xxanob
B NMCbMeHHoN dhopme — 7,3%.

PecnoHaeHTbl, NonyynBlUME OTKa3, CETYKT Ha TO, YTO «HE [IOHSIMHO Ha KakKoM OCHO8aHUU
omkasasnu», «meKcm omeema pa3Mbimbil, HE MOHSMHO MOXHO-HEsb3S5, rnodemy... Bce-maku
OormkeH O6bimb KakoU-mo cmaHOapm omka3a». OfuH ycnyrononyyaTtefb rOBOPUT O
NPOTUBOPEUYMBOCTM PELUEHUIN: KHUTY BbIMyCcKann paHee, M no Hen Obina aKkcneptusa c
NoONOXUTENbHLIM OTBETOM, Korga otnpaBunu «fllodapoyHsil eapuaHm KopaHa. [llony4dunu
omkas. Camy KHuU2y He eepHynu. Ha kakom ocHogaHUU omkas, 8 nucbMeHHOU hopMme mak u He
Oanu», «llocmosiHHO 803HuUKarom rpobremel ¢ amol opeaHu3ayuel (Komumem no Oernam
penuauli)»

BbIBOABI M peKOMeHJalMu 110 ycjiyre

B uenom, 6onblUMHCTBO Yycnyrononyyatenen AOBOMbHbI TEM, Kak BbICTPOEHa npoueaypa
nonyvyeHnsa ycnyrn. Ho, NoO MHEHW0 OTAEnNbHbIX PECNOHAEHTOB Heobxoanmo nepeBoauTb
YCyry Ha aNeKTPOHHbIN hopmar.

PaccmoTpeTb BO3MOXHOCTb COKpalleHUsi CPOKOB MpeAoCTaBfeHust YCrnyru, BO3MOXHO B
3aBUCUMOCTU OT 0GbeMa NuTepaTypbl, CTENEHN CIOXHOCTU NPOBEAEHMS SKCNEPTU3bI.

[na ynyyweHns kayectsa U MOBbILEHUS YAOBNETBOPEHHOCTU ycryrononyyaTtenen crnegyet B
obsizaTencHo copMe NpedocTaBnsiTb MOTUMBMPOBAHHLIN OTKas. B nucbme o 3aknioyeHun
OCHOBaHUsi 0Tka3a AOMKHbI OblTb MOHATHBI AN ycryrononyyartens.

YCcTaHoBUTL YeTkui rpadmMk OBOHOBIEHMS OaHHbIX Ha caWTe ycnyrogatens no nurepatype,
npoLueaLlen akcnepTunay.

37. Attectauua MHPOPMALUOHHON cUCTEMDI, MHHOPMALMOHHO-KOMMYHUKALUOHHOM
nnatpopmbl "31eKTPOHHOro NPaBUTENbLCTBA" U UHTEPHET-Pecypca rocyaapcTBeHHOro
opraHa Ha cooTBeTcTBUe TpeboBaHMAM MHPOPMALUOHHOU Be3onacHOCTH

061masa nHpopmManmsa o rocycayre

locypapcTBeHHaa  ycnyra  okasbiBaetca  KomutetomMm no  MHOpMaLMOHHON
6esonacHoct MuHucTepctBa M PecnybnnkaHCKMM rocyfapCTBEHHbIM NpeanpusiTueM Ha
npaBe XO35MCTBEHHOro BeAeHus "locyaapcTBeHHas TexHudeckas cnyxba" KomuteTa
HaumoHanbHon 6e3onacHocTn Pecnybnnkn KasaxcraH.

Mpuem 3asBneHWs W Bbldaya pesynbTaTta oOKasaHuUs roCydapCTBEHHOW YCryru
ocyulecTBnsaAwTCA 4Yepe3 kaHuenspuio Komuteta no umHdopmauuMoHHoM 6GesonacHoCTm
MuHucTepcTBa.

Cpok okasaHua rocygapctBeHHonm ycnyrm — 51 pabouuin pgeHb, B criyyvae
AOMNOMNHUTENBHOrO aTTecTauMoHHOro obcnegoBaHuns npoanesaetca Ao 48 paboynx gHen.

dopma okasbiBaeMon rocygapCTBEHHOW yCcrnyrn: bymaxkHas.
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PesynbTaT  oOKkasaHuMs  rocydapCTBEHHOW  yCnyru:  aTrectaT  COOTBETCTBUSA
MHGOpMaLMOHHOM CUCTEMBI, NHOpMaLMOHHO-KOMMYHUKALMOHHOM nrnaTtgopmel
"9NEeKTPOHHOro  npasuTenbCcTBa" W WHTEPHeT-pecypca  roCygapCTBEHHOro  opraHa
TpeboBaHUAM MHOPMaLNOHHOK 6e3onacHOCTU, MMBO0 MOTUBUPOBAHHLIN OTBET 06 OTKase.

"ocypapcTBeHHas ycrnyra okasblBaeTcsl Ha NnaTHOM OCHOBeE.

OCHOBHBIE pe3yjabTaThbl HCCZIEA0BAHUA

Ya0BNeTBOPEHHOCTb KA4YEeCTBOM OKa3aHuda ycrnyrm Ammecmauusi UHGbopMayUOHHOU CUCMEMBI,
UHQOPMaUUOHHO-KOMMYHUKaUUOHHOU rnamgopmMbl  "afieKmpoHHO20 npasumesniscmea” u
UHMepHem-pecypca 20Ccy0apCmeeHHo20 opaaHa Ha coomgemcmeue mpebosaHUsIM
UHQopmauuoHHoli  besornacHocmu  Ha  ypoBHe 4,56 6GannoB, [[ONA  MOSHOCTbIO
YAOBNETBOPEHHbIX ycryron — 68,0% pecnongeHToB. Becero 66110 onpolueHo 25 pecnoHaeHTa.

Taﬁnuua 46. OueHKN yA0BNETBOPEHHOCTU KaYeCTBOM OKa3aHUA rocyAapCTBEHHbIX YCAYr NO pe3yibTaTam O6IJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Honga pecnoHaeHToB 0 1 1 6 17
KonuvecTso 0,0% 4,0% 4,0% 24,0% 68,0%
pecnoHaeHTos, N

Mo pgaHHOM ycriyre BbICOKMMA YPOBEHb YOOBNETBOPEHHOCTW MO cOOopy M nogaye LOKYMEHTOB
(95,7%), a Takke cpokamu okasaHus ycnyrn (83,3%). TeM He MeHee, BCTPeYaroTCs He TOMbKO
No3NTUBHbLIE KOMMEHTaPUN: «Ycrlyea 8bICOKO20 KadYecmea, y Hux Ha caume MOAI pacnucaH
gecb bU3HeC rpouecc rosnyyYeHus ycryeuy», «bbieaem rnokasbieaem ysi36UMOCMb Y HUX U HaM
npuxodumcs doka3bieamb, 4mMo eé yxe Hemy, «CpPOKU HEMHO20 3amsiHyrucChb, MPUWIIOCh
OKor1o 3-x mecsiues x0amb pesynbmamy, «3amseausaom cpoku 0o 3 mecsues, uHozda 00 6»,
AcmaHa;

KomneTeHTHOCTb COTpyAHUKOB BbicoKO oueHunn 80,0% ycnyrononyyatenen (4,72 6anna).
BexnueocTtb coTpygHukoB yposrneTtsopuna 84,0% pecnoHAeHTOB, YOOBMETBOPEHHOCTb Ha
ypoBHe 4,76 6Ganna. OnepaTuMBHOCTbIO COTPyAHWUKA yAoBneTBopeHbl 76,0% pecnoH4eHTOB
(4,72 6anna).

«He xomsm udmu Ha Komrnpomucc, mpebytom OOKyMeHmMbl KOMOPbIX Hem 8 pearameHme,
ya2poxarom 4mo 8bIHECYmM OmKa3, HaMm npuxodumcs 3a8o00umb makolt OO0KyMeHm, KOmopozao
He cywecmeyemy, «MUK u MOAI nepekudbiganu Opyes Opyey, e umoze MWK eosnoxun
obs3zaHHocmb Ha MOAI, u oHu Oanu ammecmam 4Yepe3 2 wmecsuya. B pesynbsmame
riocmpadarnu mbi».

OTHOCHUTENBHO APYrMX nNapameTpoB YCryru ycryrononyyarenn mMeHee AOBOSbHbI Ka4yeCTBOM
NHopMaLmn. YO0BNeTBOPEHbl AOCTYNHOCTBIO U OTKPLITOCTLIO UH(popmaumm ycnyrn 75,0%, B
cpegHeM Ha 4,71 6Ganna. SACHOCTbIO W OOCTOBEPHOCTbI  MHAOPMaUUM  MOSHOCTBIO
ypoBneTBopeHbl 58,3% pecnoHaeHToB (4,54 6anna).

«Bce HopmarnbHo. Heobxodumo Hanadumb ob6pamHyro C€653b. YCKopumb rpoueccy,
«[Npuxodunocs 380HUMb UM U YMOYHSIMb HEKOMOPbIE MOMEeHMbI», «bbiriu 8ornpockl, Komopsie
He cMOo&2 MOHAMb, NPUWIIOCh 3860HUMb U nucamsb», «MHo20 6bir10 mpebosaHull, Cymb KOMOPbIX
bbinia He noHsmHa», «Hem obpamnol ces3u ¢ ['TC, npuxodunock obwambcsi MobKO Yepes
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MUK», «BosHuknu mpydHocmu, a obpamHyto ces3b Kyda rnodasamb? He okasbigaiom
MTOMOWb».

Aunarpamma 56. OcHOBHbIe NoKasaTtenu no ycayre

5,00 I lona oueHMBLWKNX HA 5 6annos, % == CpeaHnin 6ann 95,7 95,5 100
4,90 4,91 90
4,80 80
4,70 70
4,60 60
4,50 50

4,40 40

Y[0oBNeTBOPEHHOCTb PECMNOHAEHTOB onnaTon coctasnsaeTt — 62,5% (4,38 6anna). «Ecnu 6ydem
Oeweasre, 6b110 661 3amedyameribHoy», « CpoKu - HopmarsibHO. Oriiamy yMeHbWUMb».

PecnoHaeHTbl OTMeYaloT BbICOKMIK YpoBeHb AoBepus ycrniyrogatento — 95,5% pecnoHgeHToB
OO0BEpPSAIT ycrnyrogaTtento, CpeaHsas oueHka coctasuna 4,91 6anna.

XKanob, cnyvyaeB HeodMunanbHOro BO3HarpaXxaeHusi U UCNoNb30BaHMS NIMYHbIX CBA3EN U
3HaKoMCTB He HabnogaeTcs.

BbIBOABI M pEKOMEHAALUH 110 yCayre

OcHoBHas npobnema B AaHHOW ycriyre KpoeTcsi B KadectBe WHpopmauuu. VHdopmauusa
(TpeboBaHuMs) YacToO He NOHATHA ANS PeCnoHAEHTOB. YcyrononyyaTenu B npoLecce nosyvyeHus
yCryru He Bcerga MoryT nony4nmTb HEOOX0AMMbIE Pa3bACHEHUS.

HyXHO HanaguTb nNpouecc KOMMYHMKaUU Mexay ycrnyrogaTtenem Wu ycnyrononydartenem.
YTto6bl ycniyrononyyartenbe Mor o6patutbCa ¢ BONpOcamMu M NofAyYmMTb rpaMOTHbIE OTBEThI. JTO
OYeHb BaXHO, Korga nocrne TEexXHW4Yeckoro o0crneaoBaHUsA BbICTaBMAKT TpeboBaHMA MO
aopaboTke NMHPOPMaLMOHHOW CUCTEMBI/MHTEPHET-pecypca.
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38. Bbigaya ya0cToBepeHU Ha NPaBo ynpaB/ieHUA TPAaKTOPaMU U U3rOTOB/IEHHbIMU Ha UX
6a3e camoXo4HbIMM LLIACCU U MEXAHU3MAMMU, CAMOXO4HbIMMU
Ce/IbCKOXO03ANCTBEHHBIMU, ME/IMOPATUBHBIMU U A0POXKHO-CTPOUTE/IbHLIMMU
MaLIMHAMU U MeXaHU3MaMM, a TaKXKe cneuranbHbiIMU MallMHaMM NOBbILLEHHOM
NpPoOXo4uMOCTHU

O61masa nHdopmanmsa o rocycayre

ocypapcTBeHHas ycrnyra oOkasblBaeTCsi MECTHbIMU  UCMOMHUTENbHLIMW - OpraHamm
obnacten, ropogoe ActaHa n AnmaThl, paioHOB 1 rOpoAoB 0651aCTHOro 3Ha4YeHus.

Mpuem 3asiBNeHnss u Bblgada peaynbrata oOKasaHUs rocygapCTBEHHOW YChyru
OCYyLLECTBNAETCA  Yepes3:  KaHuenapuio  ycnyrogaTtens; BebG-noptan  www.egov.kz,
www.elicense.kz.

Cpoku okasaHusi rocygapCTBEHHOW YCryrn — 2 paboumx gHs.

dopma oKkasaHus rocyaapCTBEHHOM ycnyru: 9NEeKTpOoHHas (4actnyHo
aBTOMaTU3MpOBaHHAasA) Unn GymaxkHas.
PesynbTaT oOKasaHWA rocygapCTBEHHOW Yycnyrm —  ygocToBepeHue, agybnukart

yaoCcToBepeHusi, npu 3ameHe (obmeHe) ygocToBepeHus craporo obpasua, Ha HoBoe
yAOCTOBEPEHNE HaA MpaBO YNpaBfeHUs TpakTopaMy W WU3rOTOBIEHHbIMM Ha wux 6ase
CaMOXO4HbIMW  LWAacCM U MEexXaHu3MamMu, CaMOXOAHbIMW  CENbCKOXO3ANCTBEHHbLIMN,
MEenMOpPaTMBHbIMU U  OOPOXKHO-CTPOUTENbHBIMX  MallMHAMW U MexaHu3MaMu, a Takke
cneumanbHbIMM MallMHaMM NOBbILEHHOW NPOXOANUMOCTMW.
dopma npeaocTaBneHns pesynbTarta OkasaHUsa rocy4apCTBEHHOW yCryrn: GymakHas.
[locymapcTBeHHasa ycryra okasblBaeTCs Ha niaTHOM OCHOBE (PU3NYECKUM Ninuam.

OcHOBHBIE pe3yJIbTaThl UCCJIeJOBAaHUSA

Y[OoBNeTBOPEHHOCTb KayecTBOM OKa3daHus ycnyrn Bbeidada ydocmosepeHuli Ha rpaso
yrnpasneHusi mpakmopamu U U320moO8/iIeHHbIMU Ha ux 6ase caMOXOOHbIMU waccu U
MexaHu3Mamu, CaMOXOOHbIMU CEeIIbCKOXO35IUCMBEHHbIMU, MenuopamugHbIMU U OOPOXHO-
cmpoumersibHbIMU ~MalWuHaMu U MexaHu3Mamu, a makxe creyuanbHbIMU MawuHamu
rosbiweHHoU rpoxodumMocmu Ha ypoBHe 4,75 6annoB. 76,5% pecnoHOeHTOB MNOCTaBUMM
MaKcuMMarbHbI 6ann 3a ka4ecTBO NPeAoCTaBNEHNs YCyru.

Ta6m4u,a 47. OLI,EHKVI YAOBNETBOPEHHOCTU KAa4Y€CTBOM OKa3aHUA rocy4apCTBeHHbIX YCNYr no pe3y/sibTatam OGLLI,ECTBGHHOI'O
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHToB 0 1 1 45 153
KonnyectBo
0,0% ,5% ,5% 22,5% 76,5%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 200 pecnoHgeHta. M3 Hux okono 27,5% obGpawanicb 4vepes
"ockopnopaumto n okono 13% — yepes nopTan «3feKTPOHHOro npaBuTenbCcTBa (B TOM 4vucne
yepe3 30HY egov.kz). bonblle NOMOBWHLI Yycnyrononyvatenen obpawanucb B rOCOpPraH
(65,5%).

YaoBneTBOpeHbl AOCTYMHOCTBIO M OTKPbITOCTbI MHOpMauumn yenyrm 72,6%, B cpegHem Ha
4,70 6anna. SACHOCTbIO U OOCTOBEPHOCTbIO MHGOPMAaUUKN MOMHOCTLIO YAOBMNETBOPEHbI 66,8%
pecnoHaeHToB (4,64 6anna).
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«Ycniyeza docmyrniHas, He 6bino mpydHocmel», Typkecmadckas, «CHadasa y3Han 1o
UHMepHemy, Nomom rowes 8 CeflbXo3yrnpasrieHue ymo4yHume», AriMamuHcKas.

B pesynbtate wuccnegoBaHus 74,0% ONpPOWEHHbIX PECnOHOAEHTOB ObliM  NOMHOCTLIO
yOOBMNETBOPEHbI CpOKaMM oOKasaHus ycnyrm u B 76,8% cnyyasax - cbopoMm M noaroToBKOM
OOKYMEHTOB.

«lpu cbope dokymeHmMos yxodum MHO20 8peMeHU, ecnu bbl 3Harn, Hadas bbl nopaHbwe. bpan
gecHoli, Koeda yxe nosneebie pabombl Havanucby», Xambbirickas, «CruwKoM MHO20
OOKyMeHmoe8», Ambipay

KomMneTeHTHOCTb COTPYOHWKOB BbICOKO oueHunun 67,2% ycnyrononydatenen (4,65 6anna).
BexnuBocTtb coTpyaHukoB ygoBrneTBopuna 68,7% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,67 6anna. OnepaTMBHOCTbIO COTPyAHWKa yOoBNeTBOpeHbl 62,6% pecnoHAeHTOB
(4,59 6anna).

76,4% pecnoHOEeHTOB [OBEPSAIOT ycryrogaTternto, cpedHsast oueHka coctasBuna 4,75 6Ganna.
Y[ooBneTBOPEHHOCTb PECNOHAEHTOB onnartoun coctasnset — 72,7% (4,67 6anna)

Aunarpamma 57. OcHOBHble NoKasaTtenu no ycnyre
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Mpu obpalleHnn Yepes nopran «3NEeKTPOHHOro NpaBMTENbCTBa» YPOBEHb YAOBNETBOPEHHOCTU
ycnyrononyyatenen nosbiwaetca Ao 4,8/4,9 6Ganna (N=19). YAOoBNeTBOPEHHOCTb nNpwu
o6paweHnm B LLIOH Hmxe (4,68 6anna, N=50), yem B rocopraHe (4,75 6anna, N=119).

U cotpyaHukamn LIOHa pecnoHgeHThbl 6onee A0BOMbHbI.
DOunarpamma 58. Y40B/1€TBOPEHHOCTb KaUeCcTBaMu COTPYAHMUKOB NMPU NONYYEHUM YCAYTU, CpeaHuit 6ann

4,67
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locopraH LLOH
® KomneTeHTHOCTb = OnepaTMBHOCTb BexknusocTb
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CnyyaeB HeoduUManNbHOrO BO3HArpaXgeHus He HabnwgaeTcs, MMeeT MecTo ABa cnyyasi
MCNONb30BaHWSA NMYHBIX cBA3en 1 3HakoMcTB (1,0%). [ons xanob B ycTHon popme — 2,0%.

BBIBObI M peKOMEHAAIUM TI0 YCayTe

Cyasa no KonuyecTBEHHbIM pesynbTaTam UCCNeaoBaHUs ycryrornonydyaTens MeHee LOBOSbHbI
Ka4yecTBOM MHdopmauum U  paboToil  COTPYAHUKOB  ycnyrogatens. HapekaHuss y
ycnyrononyyaTtenein Bbi3biBaeT CcOOp [OOKYMEHTOB, TexHuyeckue Henonagku. [ons
ycnyronony4yaTenen, nOMyyYMBLUMX YCNyry OHNaWH OYeHb Mana. B 3ToM HanpaeneHuu
npeacTouT npoBecTu Oonbluyto paboTy Kak MO COBEPLUEHCTBOBAHUK MHAOPMAaLMOHHBLIX
cucTeM, Tak U MHPOPMUPOBAHUIO HACENEHMSI.

B kauecTtBe Mep no ynyudleHno kavyecTBa AaHHOW ycryru Gbino NpeanokeHo hopMmnpoBaHme
KMMEHTOOPUEHTUPOBAHHOCTM Yy COTPYAHMKOB, a Takke pas3BuUTUE HaBbIkOB 3(MEKTUBHOM
KOMMYHMKaLUN.

Bornee wupoko pacnpocTpaHaTb MHgopMaumio o6 ycnyre cpean HaceneHusi, UCronb3oBaTb
pasnuyHble KaHarbl Ansi NOBbILLEHUS] YPOBHS MHCOOPMUPOBAHHOCTU ycryrononyyaTenei.

39. HazHaueHMe rocyaapcTBeHHOM aapPecHOM CoLMaNnbHOU NOMOLLU

O61masa nHdopmanmsa o rocycayre

ocyoapCTBEHHaa ycrnyra okasblBaeTCs MEeCTHbIMU  UCMOSNTHUTENbHBIMKM - OpraHamm
ropogoB AcTaHbl U AnmaTbl, pPanWioHOB W rOpoAoB OONacTHOro 3HadeHus (ganee -
ycrnyrogaTens).

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs roCy4apCTBEHHOW ycnyru
ocyLlecTBNATCA 4Yepes: LIeHTp 3aHATOCTM HaceneHus; akmma nocerika, cena, CeribCKoro
okpyra (B criydae otcyTcTBuA LieHTpa no MmecTy Xutenscrea).

Cpok okasaHus rocygapCTBeHHOW ycnyrn: npu obpaweHun B LieHTp — 7 pabouunx aHen;
npu obpaLleHnn K akumMy CenbCckoro okpyra — 22 paboumnx gHs.

dopma okasblBaemMon rocyaapCTBEHHOW yCryrn: BymaxkHas.

PesynbTaT okasaHusi rocy4apCTBEHHOMW yCnyrn: yBe4OMIEeHNe O Ha3HavyeHun (0TKase B
Ha3Ha4YeHun) rocygapCTBEHHOM agpeCcHOn coLnasribHOM MOMOLLMN.

dopma npegocTaBneHns pesynbrTarta OkasdaHUs rocyaapCTBEHHOW yCcrnyrn: GymakHas.

"ocypapcTBeHHas ycnyra npegocrasnsetca 6ecnnaTtHo pusnyeckum niuam

OCHOBHBIE pe3y/bTaThbl HCC/IEA0BAHUA

YOoBNeTBOPEHHOCTb Ka4yeCTBOM OKasaHwus ycnyrn HasHayeHue 2ocydapcmeeHHoU adpecHoul
coyuarnbHoU rnomowju Ha ypoBHe 4,58 6annos, 4ONA NOMHOCTLIO YAOBNETBOPEHHbIX YCIyron —
63,9% pecnoHOeHTOB.

TaGnMu,a 48. OueHKuU YAOB/NIETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBEHHbIX YCNYr No pe3y/ibTaTamMm OGUJ,ECTBGHHOFO
MOHUTOPUHIA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 0 12 63 133
KonunyectBo
0,0% 0,0% 5,8% 30,3% 63,9%
pecnoHaeHToB, N
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Bcero 6bino onpoweHo 208 pecnoHgeHTa, U3 Hux okorno 38,9% obpalanuce B [fockoprnopaumio
n okosio 70,7% B rocopraHe.

YpoBneTBOpeHbl AOCTYNHOCTbIO U OTKPbITOCTbIO MHGopMaummn ycnyrn 67,0%, B cpegHeM Ha
4,57 6anna. «MHopmayuu mosiKkoM Hem, cOmpyOHUKU Hu4e20 He O0bbsCcHsm, Koz2da
Ha4yuHaeWwsb cripawugame, OHU MOJbKO Kpudamy» (TaliHbil rnoKynamersis).

SACHOCTbLIO M 4OCTOBEPHOCTLIO MHEPOPMALIMM NMOMHOCTLIO YAOBNETBOPEHbI 66,5% pecnoHaeHToB
(4,57 6anna). lNpegocTaBneHne HEMOMHOW M HELOCTOBEPHOW MHGOPMaUUK COTPYAHUKAMU
LleHTpa 3aHATOCTM oTMevatloT ycnyrononydatenn: « OHU 2080psim, 4moO Hu4ye20 He 0b6s3aHbl
Ham 2080pumb, a Kak /1du 6ydym y3Hasamb O 20cC.fnpospaMmmax, a ecnu y nodeli docmyna K
UHmMepHemy Hemy», «He xomsam ob6bsicHaIMb, Ko20a 0esio Kacaemcs nosly4eHUs nocobus».

B pesynbtate wuccnegoBaHus 67,8% ONPOLWIEHHbIX PECNOHAEHTOB ObiM  MOSTHOCTLIO
yOoOBMNeTBOPEHbl CpokamMn okasaHus ycnyrmn u B 60,7% cnyyasx - cbopoM M noaroToBKOM
OOKYMeHTOB. YcnynonyyaTenu, KOTOpble He COBCEM [OBOSbHblI exeKkBapTanbHbiM COOpoM
OLHUX U TEX Xe OOKYMEHTOB, OOBbACHSAIOT 3TO Tak: «[lpocmo, 3a4yem KaxObil pa3 dOKyMeHm:bI,
opueuHarnbl. Ecnu ecé e 6a3ze ecmb. ['Oe npornucaH, 20e npoxusaem? Omo ece ecmb 8 basex
(AcmaHa). Takke oTMevaloT: «Bbi 3Haeme, Ymobbl cobpampb amy aOpecHyto cripasKy y Ko2o
MHoz20 Oemel. Mbi 8 amom LJOH-e cmoum rio rnondHsi 8 odepedu. Nomom ewé mebl... Kaxobil
pebEHokK, Ons cebs, dnsa myxa. Bom s deesamb adpecHbix cripagok cdaro. [Noka s Oessimb
a0pecHbIX CrpasoK, 6bl 3Haeme 3a MHOU, Komopble modu cmosim, S cebs 4yecmeyro He
ouckomgopmHoy», «Y Hux docmyn ecmb KO ecemy. OHU e mo2ym rnocmompems, 20e Mbl
nporiucaHbl. OHU Mo2ym ecé amo cOenamb. [1pocmo, 3a4eM 20HSIMb. Mo nuwHUe OeHbau,
eblbpoc bymazu» (AcmaHa).

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunn 64,1%ycnyrononyyarenen (4,56 6anna).
BexnueocTte coTpyaHukoB yaosrneTtBopuna 59,1% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,50 Ganna. OnepaTMBHOCTbLIO COTPYAHMKA YyAoBneTBopeHbl 60,2% pecnoHOeHTOoB
(4,50 6anna). 64,8% pecnoHAEHTOB AOBEPSANOT ycrnyrogatento, CPpeaHsa OLeHKa cocTaBuna
4,56 banna.

Aunarpamma 59. OcHOBHble NOKa3saTtenu no ycnyre

I [ons oueHMBLIMX Ha 5 6annos., % == CpesHuii 6ann g7 8
67 66,5 . 68

4,64
4,62
4,60
4,58
4,56
4,54
4,52
4,50
4,48
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YaoBneTBOPEHHOCTb PECNOHAEHTOB BbIlEe Npu obpaleHnmn B rocopraH (4,60 6anna, N=127), B
cpaBHeHun ¢ [ockoprnopaunen (4,48 6anna, N=61). [llpun o6paweHun B LOH,
ycrniyrononyyatenu otmevatoT: «CompyOHUKU He 3Harom, Kakue OOKyMeHmbl Heobxodumo
npedocmasumey. [lpn nonyvyeHun ycnyrm deped [ocopraH y nonyyaTenen BO3HUKIK
cnegyowme 3ameyaHust K paborte CoTpyLHMKOB:

e Y coTpyAaHuKoB LleHTpa 3aHATOCTU HET xenaHnga nomoub: «/a, oHu ¢ makol He oxomou
npuHumarom, kak 6yGmo OHU cO ce80e20 KapmaHa Oarom OeHbauy», «Bom oHu 8o ecezo
Ookarnbisaromcs. SHaeme, 5 yxxe npuwinna 4yemeépmail pas» (AcmaHa).

e [pybGoe oTHoweHue coTpygHukoB LleHTpa 3aHaTocTU: «5 myda npuwsnia 6 LleHmp
3aHAmMocmu, Ha MeHs y)e ¢ x00y mexHu4yka Haoparsna, cpa3dy Ha 83800e Hakpudarna»
(Tadnbit nokynamens usz CKO), «Bom mak kax0bili pas, kaxobil pa3 0o cnes» (CKO).

Y[O0BNeTBOPEHHOCTb COTPYAHMKaMM rocopraHa Beiwe, yem B LIOHe.

Anarpamma 60. Y40BneTBOPEHHOCTb KauecTBaMu COTPYAHMUKOB NpU NONYYEHUU YCAYTU, CpeaHUiA 6ann

4,65 4,59
4,60

4,55
4,50
4,45
4,40
4,35
4,30

4,54

4,42

locopraH LLOH

B KOMNeTeHTHOCTb = OnepaTMBHOCTb Bexnmsoctb

Puck koppynumm npy nonyvyeHnn ycnyrn oTcyTcTByeT. BecTpevatotest cnyyam HeoduumanbHOro
Bo3HarpaxageHus (0,5%) n ncnonb3oBaHusa NUYHBLIX CBA3er N 3HAKOMCTB (2,9%). OTmeuvatoTcs
obpalleHuns ¢ xanobor Ha KayecTBO okasaHus ycnyrn — 7,2%, 3 HUX B NMCbMEHHOW dhopme —
1,0% v B ycTHOM — 6,3%.

YyacTHuKM dookyc-rpynn ycnyry nonyyanu B LieHTpe 3aHaTocT. [JokyMeHTbl ycnyronony4arenu
nogawT pa3 B TpuM Mecdua. HUKTO He wucnonb3oBan fvYHble CBA3WM U HeoduumanbHble
BO3HarpaxaeHus Ans  nonydeHusa ycnyru. HaceneHwe He y[ooBneTtBopeHo paboTon
COTPYAHWKOB LEHTPa 3aHATOCTU M3-3a UX rpyboro OTHOLEHUSA U HE3TUYHOrO nosedeHuns. MNpu
NPOBEeAEeHNN Ka4eCTBEHHbIX METOAMUK NccrneaoBaHns, Bbinn BoiBNEHbl cneaytoLme npobnemsi,
C KOTOPbIMY CTarnkMBaKTCH YCnyronony4arternu:

o [loGaBneHne pgoxoga coTpygHukamu LleHTpa 3aHATOCTW, KOTOPOro He Obino:

«Oka3bleaemcs amo 12 mbicsd yMHOXUMU Ha mpu Mecsua 3a keapmais. Y1 36 meicay ¢
MeHs rnony4yaemcsi ebicHdumanu u He 0odanu MHe. 5 3annakana, mam 2080pto: «5
Kax0Oyro KorielKy a3KOHOMII0, Kak moay. OHU om mak deslaromy» (AcmaHa).
«A celvyac 3acmaensiom npunuckieamb 29000 doxody, ymo 6ydmo 6bI 004b
3aHUMarsnacb caMo3aHsIMoOCMbIO, KaKk MUHUMaslbHas 3apabomHas nnama 28284. Smom
compyOHuk, 6epem, okpyensem Ao 29000 meHee. 3acmasunu MeHs 3amom 00x00
3anucamsb, xomsi do4ka He pabomarna amu 3 mecsya rnocre y4ebbi (uckana pabomy)»,
«A MHe Xe eblbopa HUKaKo20 He ocmaesusnu, ckasanu nubo eom mak nuwume, nubo
800bwe Hu4ez20 He rnosydume. Paszosapusarom co MHoOU, Kak 6yOmo s ¢ Ux KapmaHa
OeHbeu nipowy» (TalHbit nokynamersns u3 CKO).
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e MHorokpaTHble komuceun: «lloyemy komuccuss He odHa, riornabaem daxe dsa pasa.
3mo komuccus npuxodum u 3axodum 8 dom. Y Ha4yuHarom paccmampugame 8CH0 MeOH
mebenb» (AcmaHa).

o YaepxaHue ¢ ACI1 geHer 3a nogapku, NPoayKTbl OT CNOHCOPCKOW nomowm: « OHu Garom
mMewok puca 25 ka., 25 ke. MakapoH, 5 numpoes macna, 5 ke. caxapa. llomom, koeda 8
AHeape A npuxoxy rnodasamb OOKyMeHmMbl Ha rocobue, y meHs ydepxusatom 12-13
mebicsa4 3a amu npoldykmel», «Moro nodpyey npueanacunu, danu OmayTB, He cka3asnu
cymmy. A oHa udém rnodasame ACI1 e sHeape mecsya. U el ebicyumabiearom 12 mbicsy
3a OmayTB. OHa ecsi 8 cnezax 36oHUM. Y Heé ACIT ebiwirno 21 meicsya, U OHa riadem
u eosopum: «5 He 3Haro, 1 Omay TB He rnokKynana, HO OHO Ha PbiHKE 3-4 Mmbicsa4u
2oeopsimy» (AcmaHa).

e BwmewaTenbCTBO COTPYAHUMKOB B NUYHYKO XWU3Hb: «fPasgenacb C MyxeM, 4emeepo
Oemeli ocmarnucek, nambim 3abepemerena. Koeda oHa poduna, rnipuHecria dOKyMeHMbl,
el 2ogopsim, omkyda namabil pebEHOK rnosisuricsi. A Kakoe ux 0eno?» (Acmana).

o Komuccua penaet dotorpacdun: «MHe ckasanu, kozda npudém Komuccusl, bl
cdenalime mak, 4mobbl y 8ac HU 00uH pebéHok He ywén u3 doma. Ecnu He 6ydem Ha
gomozpaghuu 00Hoz20 pebéHka oHU 6ydym MuHycosamsb (ymeHbwamsb pasmep ACIT)»
(AcmakHa).

e Het obpaTHomn cBa3n: «lpocmo paHbwe, OHU CO38aHUBaNUCh, 2080pusuU: OOMyCmMuM,
HY>XKHO crpaeky npuHecmu usu 4mo-mo ewe. 30ecb mnonydaemcsi HU omeema, HuU
rpusema rnoka s He rpuwina» (CKO).

BBIBOIbI M pEKOMEH AWM I10 YCayre

Y ycnyrononyyartenem WMEKTCA HeOOBONbCTBA MO OTHOWEHWK K paboTe COTPYAHUKOB
rocopraHa. B yactHocTW, OTCyTCTBME KenaHusi MOMOYb, HEKOpPPEeKTHOe noBefeHune,
BMELUATENbCTBO B JIMYHYK XWU3Hb. HaceneHue TpebyeT cobniogeHne 3TMKM COTPYAHUKaMM
LleHTpa 3aHsaTocTW. [loBegeHMe COTPYAHMKOB rocopraHa, mo OT3biBaM ycriyrononydartenen,
4acTO OYeHb OCKOPOUTENBbHO. JTO OAHA M3 NPUYMH HexenaHus nonyyatb ACI1.

PecnoHAEHTbI CUMTALOT, YTO HYXXHO NMPOBOAMTL Bonee akTUBHYH MHAOPMALMOHHYHO NMOSUTUKY,
T.K. YaCTb HaceneHusl, Hy>XaawLascs B NOMOLLUM OT rocygapcTBa, He 3HaeT O TOM, YTO MOryT
nonydnts ACI. Takke y4yacTHMKamMn OOKYC-TPynnoOBbIX AUCKYCCUMMA  OblNM  BHECEHbI
npennoxeHusl, Kacawwmecsa cbopa M nogaum OoOKyMeHTOB: «Cokpamumb repedyeHs
0okymeHmos», «He HyxHa adpecHas cripaska», «[loGasgamb OOKyMeHMbI Ha OaHHy ycryey
pa3 8 6 mecsues».

Heobxoaumo ynpocTuTb npoueaypy AaHHOW ycnyru, He TpeGoBaTb Yy YycryrononyyaTens
[IOKYMEHTbI, KOTOPbI€ FOCOpraH MOXeT NoMy4YnTb cam, NOMy4YnB K HAM OOCTYn.

40. YTBepKaeHue KapactpoBo (OueHOYHOM) CTOMMOCTU KOHKPETHbIX 3eMe/IbHbIX
Y4YaCTKOB, NPOAaBaeMbIX B YaCTHYHO CO6CTBEHHOCTb roCcyAapcTBOM

O6masa uHdopmalmsa o rocycjayre

ocypapcTBeHHas ycnyra okasblBaeTCA MECTHbIMU  UCMOSTHUTENbHBIMU  OpraHamu
obnacten, rr. ActaHbl 1 AnMmaTbl, paiOHOB U ropogoB 0651IaCTHOrO 3HaYEHNS.

Mpvem  OOKYMEHTOB UM  Bbldaya  pe3ynbTaToB  rOCYAAPCTBEHHOW  yCryru
ocyLecTBnAKTCA Yepes: 'ockopnopauuio.

Cpok okasaHusa rocyaapCTBeHHOW ycnyrn — 3 paboymnx aHs.
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dopma okasaHus rocygapCTBEHHON ycnyrn: BymaxkHas.

PesynbTtaT okasaHWA rocyqapCTBEHHOM YCNYrnM YTBEPXKAEHHbIM aKT KagacTpoBOM
(OUEeHOYHOM) CTOMMOCTM 3EMESNbHOrO y4acTka, MMb6o MOTMBMPOBaHHLIA OTBET 06 OTKase.

dopma npegocTaBneHns pesynbTarta Oka3aHUs rocyaapCcTBEHHON ycnyru: bymaxHas.

FocymapcTBeHHas ycnyra okasbiBaeTca 6GecnnaTtHO (OU3NYECKMM W IOpUaNYECKUM
nuuam.

OCHOBHBIE pe3yjabTaThbl HCCZIEA0BAHUA

YO0oBNeTBOPEHHOCTb Ka4eCTBOM OKa3aHusa ycnyru YmeepxxoOeHue kadacmpoeol (oueHO4YHoU)
CMOUMOCMU KOHKPEMHbIX 3€MESIbHbIX y4acmKos, npodasaemMbix 8 YacmHyt cobcmeeHHOCMb
e2ocydapcmeoM Ha ypoBHe 4,44 6annoB, A0Nsi NOMHOCTLIO YAOBNETBOPEHHbIX ycrnyron — 56,5%
PEeCrnoOHAEHTOB.

TBGHMLI,B 49. OueHKM yA0BNETBOPEHHOCTU KaYeCTBOM OKa3aHUA rocyAapCcTBEHHbIX YCAYr NO pe3ybTaTam 06LLI,ECTBeHHOr0
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Honga pecnoHaeHToB 3 3 10 75 118
Konudecrso 1,4% 1,4% 4.8% 35,9% 56,5%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 209 pecnoHaeHTa, u3 Hux okono 80% nonyyanu ycnyry 4yepes
"ockopnopauuio.

OaHuMM 13 onpegensalwmnx KpuTepmeB KadecTBa ycnyrn SBASETCA AOCTYMNHOCTb MHGOpMaLnm
06 ycnyre. YOoBneTBOpeHbl OOCTYMHOCTbIO M OTKPbITOCTbIO MHGopmauun ycnyrn 60,9%, B
cpegHeM Ha 4,52 6anna. £ACHOCTbIO U OOCTOBEPHOCTbLIO  MHOpMauun  MOSHOCTLIO
yaosneTtsopeHbl 61,4% pecnoHaeHToB (4,52 6anna). «B 3emenbHoM Komumeme Heu38eCmHO
3a ymo onnamus 66000 meHae, komopbie Orisi MEHS KaK rneHcuoHepa u uHeasuda 2 epynnbi
bbia cywecmeeHHbIMU. Hubye2o He OOBSICHSS MosnydYunu C MeHs orsiamy 3a HErNOHSMHbIe
OOKyMeHmMbI U He 8bidarnu Hukakux noomeepxxoaroujux doKyMeHmMos», AiMamuHckas, «Hayvarna
ohopmiiamsb 8 ghesparie rpowsio2o 2oda, 0o cux nop Hem pesynbmama. Kaxobil pa3 udews 8
L|OHe eosopsm mo o00Ho20 Hem mo OQpyz20z20. 5 yxe CmonbKo 3anjamusia 3a 3mo
opopmneHue. Ycmarna yxe x0amby», TypkecmaHckas, «LokymeHmbl S nocmosiHHO 00803ur,
rnepeyeHb OOKymMeHmMo8 He bbin1 cpa3dy 038yyeH.», BKO; «OghopmneHue amozo yyacmka rnood
2apaxom - okasasiocb 00Hol bornbHoU npobremoti», BKO.

B pesynbtate wuccnegoBaHua 59,4% ONPOLWEHHbIX PECMOHAEHTOB ObliM  NOMHOCTBIO
yOOBNETBOPEHbI CpOKamMu OKkasaHus ycnyrm n B 58,1% cnydasx - cOopoM W MOArOTOBKON
AOKYMeHTOB. Bo mMHorom, npouecc cbopa JOKYMEHTOB OTpULATENBHO CKa3biBAETCA HA OLEHKEe
KayecTtBa ycnyrn:  «BomnokuTa yxacHaa Hagoena. Ngewb B kagacTtposbii, notom B LIOH,
ortyga B BTWU, n Tak no kpyry. PaHbwe xopowo 6bino, B BTU odopmnann tam xe, u
3annaTtuib, TaM 1 nony4yuwb. KavyectBo obcnyxuBaHusa yxacHoe» (TypkecTaHckas obnactb),
«XoTenocb 6bl mony4yaTb OaHHyto ycnyry 6onee ObICTpPO, B ovepeasx U B rocyypexaeHunsix
TepsieWwb MHOrO BpeMeHwuy, NMaenogapckas; «nontopa roga xagy. Ckonbko MoxHo? Passe ato
npasunbHO? KauyecTtBo nnoxoe. Besge 3a kaxayto OyMBXKY Hago nnatutb», TypkecTaHcKas;
«OueHb goporo, 37000 TeHre n Lenas nadka JOKYMEHTOB», AnmaTthl, «3amydancs e3guTtb 1
XOaTb U3 OOQHOro opraHa B Apyrov», AnmaTbl, «Y>acHO BCe, CTONbKO MHCTaHuun. Llenbin rog,
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penan [okymeHTbl», «OTkasanu, He HasBaB faxe npuunHy», Anmatbl; «3adem CTOSbKO
MHcTaHUMn? MoXHO e Bce B OAHOM MecTe caenaTtb», AniMaTbl.

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 56,5% ycnyrononyyatenen (4,44 6anna).
BexnuBocTb coTpygHukoB yposrieTBopuna 59,6% pecnoHAeHTOB, YOOBNETBOPEHHOCTb Ha
ypoBHe 4,50 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaoBneTBopeHbl 53,4% pecnoH4eHTOB
(4,38 6anna). 61,4% pecnoHAEHTOB AOBEPSAOT ycryrogatento, CpefdHssa OLeHKa cocTaBuna
4,56 6anna. «HekomrnemeHmMHble COMPYOHUKU HaYuHarom 20Hsmb mo myda, mo croda. MHe
He Hy)XHa 8eXJIU80CMb, MHE HY)XHO 4mobbl pabomHUKU 6blniu 2paMOMHbLIMU U MO2/1U MOJIKO8O
paspewumsb my unu uHyro cumyauuro», lNadnodap.

Auarpamma 61. OcHOBHble NoKasaTenu no ycayre
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Y[ooBneTBOPEHHOCTb PECMNOHAEHTOB Bbilwe npu obpaweHun B ockopnopauuto (4,47 6anna,
N=155), B cpaBHeHun c rocopraHom (4,41 6anna, N=37): «YdoenemeopeHa pabomoli L|OHa.
lMpobriema He 6 OaHHOU oOpeaHu3ayuu, a ecs npobremMa 6 yro/IHOMOYEHHbIX Op2aHax»
(LLbimMkeHm).

YposneTtBopeHHoCTb coTpyaHukammn LlOHa Bbiwe, yem B rocopraHe. PecrnoHAeHTbl cuuTatoT,
YTO MOPOW COTPYAHMKN HEOOCTAaTOYHO KOMMETEHTbl, a BEXNMBOCTb AOMMKHa ObiTb BCceraa u
Besge.

Anarpamma 62. Y4,0BneTBOPEHHOCTb KauecTBaMu COTPYAHMKOB NpU NOAYYEHUU YCAYru, cpeaHuii 6ann
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B KOMNeTeHTHOCTb

LIOH

= OnepaTMBHOCTb BexknmBocTb
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BcTtpevatotca cnyyan HeodwmumanobHoro BosHarpaxaeHus (1,4%) v Mcnonb3oBaHUSA FUYHBIX
cBsA3en n 3HakoMcTB (3,3%).OTmevatoTca obpalleHns ¢ xanobon Ha Ka4ecTBO OKa3aHUs yCnyru
—6,2%, 13 HUX B NncbMeHHon dhopme — 1,4% u B ycTHOMN — 4,8%. OQuH pecnoHAEeHT OTMeYaer,
4YTO ee TOMKalT Ha KOPPYMNUWOHHbIE AEWCTBUSA, BbIHYXAAlT AaTb B3SATKY, OHA HEe MOXeT
NOMy4YnTb aKT onpedeneHns KagacTpoBOW (OLEHOYHOM) CTOMMOCTU 3eMeNbHOro yvactka: «/o
cux rnop He moay nosny4Yyams.5 utons 1 obpamunace 8 Akumam, Onsi NOyYeHUs] PacropsiKeHus
Ha 3emeribHbIl ydacmok. 5 nucana 8 ObrnacmHol yeHmp 8 3emeribHble OMHOWeHUs, obewarnu
rnpuexams € npogepkol, HO mak u He npuexanu. A AkuMm kak 6ydmo 6bl Hamekaem MHe Ha
HeghopmMmaribHOe peweHue 8ornpoca - mosikaem MeHs Ha e3amky. Kyda ewe obpamumbcs 3a
nomowbto? Paszee mak denaemcsi 8 ceoboOHom eocydapcmee?” (BKO), «Yem meHbwe
mpyOHocmeu, memMm MeHble XefaHusi pasgecmu, 0ameb...», AiMamel.

YyacTHuku OKyC - rpynnoBbIX ANCKyCcCUin nogaBanu gokyMmeHTbl yepesd LIOH. JlnyHble cBAsn u
HeodMUManbHOEe BO3HArpaXkaAeHWe  HUKTO He UCnonb3oBan. «Y MeHsI ecmb, KOHEYHO,
3HaKOMBbIl, MOXHO BbI/I0 U YepEe3 Heao, HO 3a4eM, ama ycryea u mak docmynHa» (BKO, Yemb-
KameHoz2opckK). Bo Bpemsa npoBeaeHms OOKyC - rpynn, y4acTHUKN NoAenvnucek npobnemamu, ¢
KOTOPbIMW OHW CTOSKHYIMCb BO BPEMS NMOMYy4YEHUS YCRyru:

e [lonrme cpokM paccMOTPEHUsI [OOKYMEHTOB 3eMesibHon komuccuen: « OCHOBHbIe
rnpobriembl C YriofIHOMOYEHHbIX Op2aHo8 - 0orieue CPOKU paccMompeHue, cHadarna
darom paspewieHue Ha «KpacHyr JIUHUIO», a 3amemM OmKa3blearmy, «8 rocopraHax
Aeno 3atarnBaroTca. A He 3Haw B 4eM npobnema y HUX, HO 3TO 3aHMMaeT O4YeHb
GOonbLION CPOK».

e [lonyyeHvne akTa onpegeneHysl OLEHOYHOW CTOMMOCTM 3eMefnbHOro yvactka: «MHoz20
npobrieM 803HUKaem y HacerieHus, kKoz20a mosfy4yarom 20c.akm, ecrnu y O0aHHO20
OOKYMEHMma Herm KOPHSI».

e [lpobnembl ¢ onpeaeneHnemM «KpacHow nuHumy: «OnpedeneHue UCMUHHO20 X035UHa
3emsnu, Hem roOfUHHUKa fee2anusayuu ¢ akumama. Ecnu Hem nodnuHHUKa, uwem ¢
apxusa usnu 4epe3s cyo».

o CO6op JOKYMEHTOB: «3 AHS HUYEro He 3HAYUT, NO CPABHEHUIO C TEM, CKOSTbKO MecsLeB
TpaTuUM Ha cOOp JOKYMEHTOBY.

e HenoBONbCTBO OTHOLWIEHMEM CO CTOPOHblI FOCYAApPCTBEHHbIX chyxawmx: «[lpwn
obpalieHmm B YMNONMHOMOYEHHbIE T[OCOpPraHbl 3eMefbHble OTHOLUEHUs, KagacTp,
paboTHUKM oBpaLLaloTCa He Ha AOMKHOM YpOBHE. [1yCTb NPUMYT MepbI».

e OwwunbKM B AOKYMEHTaXx, AOMNyLEHHbIe COTPYAHMKaMMN rocyaapCcTBEHHOro opraHa: «[lpwm
B3aMMOLENCTBMM C rocopraHamu, B KagacTpe UHXEHep-TEXHUK nyTaeT KoHUrypaumio,
NPV HeNpaBUITbHOM OnpeaeneHnsa «KpacHoW NUHUMY (LLbimkeHm).

BbIBOABI U PEKOMEHAAalUH 10 ycJiyre

Bo Bpemsi npoBeaeHUsi UCCNEAOBaHUSI BbISIBUNOChb, YTO OCHOBHbIM (DaKTOPOM CHMXKarLWUM
KayecTBO ycryru siBnsieTcss cbop OOKYMEHTOB, B 4aCTHOCTWM MpobGrieMa C nosnyyeHvem akTa
onpeaeneHns OLEeHOYHON CTOMMOCTM 3eMerNbHOro y4yactka. B uensx ynyduweHus kadectsa
ycnyronony4aTensamu 6binv npeanoxeHbl criegyouime Mepbl:

e [loBbllWEHWE YPOBHS KOMNETEHTHOCTU COTPYOHUKOB

e SMS-yBegomneHne o roToBHOCTU JOKYMEHTa

o [lony4eHune ycnyrm oHnamH: « YOO06HO, KOHEYHO, bbI10 bbi 8biciiamb 8 PeXXUMe OHralH,
a rnomom yxxe 20moebit pe3ynbmam rnosay4yums Ha nodmy» (BKO).

e [logpo6HbI anropuT™™ nogayn AOKYMEHTOB U NonyyvyeHus pesynbTarta ycnyru (Cemen,
BKO).
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[na nonyyeHnsa gaHHoOW ycnyrn Heobxogumo nonyumtb AKT 06 onpedeneHun KagacTpoBOW
CTOMMOCTM, B CBOIO o4epeab Ans 3Toro AKTta HyXeH apyron AKT Bbibopa 3eMenbHOro yvacTka.
A B cBOO ovepeab YmeepxdeHue kadacmpoeoll cmoumMocmu SIBNSIETCA OOAHMM W3 3TaroB
APYrux ycnyr.

Heobxoamm nNpuHUMN «OAHOIO OKHa» U NPUHLMN «OAHOr0 3asiBIeHUsA» C YE€TKO MpOonucaHHbIM
anropuTMoM 4EeNCTBUN 1 obecrnedeHnemM nNpo3pavyHOCTN BCEX ITAMOB YCMyri.

41. YTBEpXAeHue 3eMJ1IeyCTPOUTE/IbHbIX MPOEKTOB N0 GOPMUPOBAHUIO 3EMEJ/IbHbIX
y4acTKOB

O61masa nHdopmanusa o rocycayre

ocymapcTBeHHas ycnyra okasblBaeTCsi MECTHbIMW  UCMOSIHUTENbHBIMU - OpraHamm
obnacten, ropogosB AcTaHbl 1 AniMmaTbl, paioHOB M ropoAoB 06MaCTHOro 3Ha4YeHUs.

Mprvem [OKYMEHTOB W Bblaava pes3ynbTaTOB OKa3aHWsA roCcydapCTBEHHOW YCnyru
ocyuiecTBnaTCA Yepes: Mockopnopaumto; Beb-noptan www.egov.kz.

Cpok okasaHusi rocyaapCTBEHHOW yCcnyrn — 7 pabounx gHen.

dopma oKasaHus rocyapCTBeHHOM ycrnyru: SNeKTpoHHas (4acTnyHo
aBTOMaTM3npoBaHHasi) n (Mnu) BymaxHas.
PesynbTtaTt OKasaHus rocyaapCTBEHHON ycnyru - YTBEPXKOEHHbLIN

3eMNeyCTPOoUTENbHbIN NPOEKT No OPMUPOBaAHUIO 3EMENBLHOMO y4YacTka (aanee npukas) nuéo
MOTMBMPOBaHHLIN OTBET 06 OTKase.

dopma npenocTaBrieHUss  pesynbTata  OkasaHWs  FOCY4APCTBEHHOM  yCryru:
3NEeKTPOHHas.

FocymapcTBeHHas ycnyra okasblBaeTcsi 6ecnnaTtHo (OU3MYECKUM U IOpUONYECKUM
nuuam.

OcCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YOoBNEeTBOPEHHOCTb KayeCTBOM OKa3aHua ycnyrn YmeepxoeHue 3emrieycmpoumeribHbiX
rpoekmos o opMuUpPO8aHUIO 3eMerlbHbIX y4Yacmkos Ha yposHe 4,51 6annos, pons
MOSTHOCTbLIO YAOBMETBOPEHHbIX ycryron — 56,5% pecnoHaeHToB.

Ta6amua 50. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHWUA rOCYAapPCTBEHHDIX YCAYr MO pe3ynbTaTam 06LecTBEeHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ona pecnoHaeHToB 1 1 7 82 118
Konunyects
° ecTBo ,5% ,5% 3,3% 39,2% 56,5%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 209 pecnoHAaeHTa, U3 HMX Okono 72% nonyyanu ycnyry 4depes
Mockopnopauuto n okono 30% B rocopraHe.

Y[oBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTbIO MHGOopMauuun ycnyrn 60,4%, B cpegHeM Ha
4,57 6anna. AACHOCTbIO U OOCTOBEPHOCTbID MHAOPMALMM MOMHOCTBIO yaoBneTBopeHbl 58,5%
pecnoHgeHToB (4,55 6anna).

«He 00 KOHua, HenpagusbHO bbinu UHOPMUPOBaHbI», AnMamsl;, «He 2oeopssm 4ymo danbwe
cdenamp. Ceoro pabomy cderlamb U 8Ce: @ YMO U Kak darnbuie y Hac — UM He 8axHo», CKO.
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B pesynbtate wuccnegoBaHus 62,4% ONPOLUEHHbIX pPeCcnoHAEHTOB OblfiM  MNOSIHOCTLIO
YAOBMETBOPEHblI CpoKamMn okasaHusa ycnyrm u B 60,5% cnyyasax - cbopoMm M noaroToBKOM
AokymeHTtoB. OpgHako npobnembl, BO3HUKWKME BO Bpems cbopa M nogadn [OKYMEHTOB
HeraTMBHO OTpa3vMnMcb Ha ofwem BreyaTneHun oT nonydeHusa ycnyrn: «[llpuxodunocb 2
mecsiya 5 pas npuesxampb 6 LJOH, nonyyamb OOKyYMeHMbI C M0/10XXUMESbHbIM OMeemom, C
00HO20 20cydapcmeeHHO020 opaaHa U nodasame 8 Opya20l 20cy0apCmeeHHbIl op2aH 4Yepe3
LIOH», «4Ymo-mo 8e4HO HyxHO Oblrio npuHocume u3 dokymeHmosy, CKO; «3emernbHbil
y4acmok 3emsiu pasdenume Ha 2 camocmosimesibHbiX ydacmka. Cdenamb KOPPEeKmMuUpOBKy
yqyacmkos. BTU He moazym pasdenumb», AkmonuHckasi; «CrioxHOo cobpamb OOKyMeHMbI
dononHumersbHble, 8ce 8 pasHbix Mecmax», KapazaHOuHCkas; «3a4em Hado HECKO/IbKO pa3
rnodasamb OoKymeHmMbI?! be3 meHsi He Mo2ym danbwe nepedams 1o cxeme?», Anmamei.

KomneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 61,0% ycnyrononydatenen (4,57 6anna).
BexnueocTtb coTpyaHukoB yaosrneTBopuna 64,6% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,61 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaosnetBopeHbl 60,5% pecnoHaeHTOB
(4,57 6anna). 60,0% pecnoHAEHTOB LOBEPSAOT ycnyrogaTtento, CPeaHssa OLeHKa cocTaBuna
4,57 6anna. «Ycnyza docmynHa, HoO pabomHuku He docmyriHbl. He Haldewb ux Ha Mecmey,
TypkecmaHcKas.

Aunarpamma 63. OcHOBHbIe NOKa3saTenu no ycnyre

70

I [ons oueHuBLIMX Ha 5 6annos., % == CpeaHuin 6ann
64,6

4,64
4,62
4,60
4,58
4,56
4,54
4,52

4,50

Y[oBneTBOPEHHOCTb PECMNOHAEHTOB Bbiwe npu obpaweHun B ockopnopaumio (4,55 6anna,
N=145), B cpaBHeHun c rocopraHom (4,41 6anna, N=59): «Paboma L|OHa nocmasneHa
XOPOWO, 0OCOBEHHO 2-X CMEHHbIU pexum, 4e2o0 Hem 8 2ocopaaHax», «locopzaaH eoepems He
3apeaucmpuposarn exodsawul OoKymeHm, a 068UHUIU MEHS, NMOMOM U3BUHSAUCHL, Koada ece
8bISICHUIIOCH .

CotpygHukamm LIOHa pecnoHgeHThl 6onee 4oBOMbHbI, YEM FOCOPraHoM.
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Onarpamma 64. Y4,0BNeTBOPEHHOCTb KauecTBaMu COTPYAHMKOB NPU NOSYYEHUU YCAYTK, cpeaHuii 6ann

4,80 468 469 472
4,60
4,40 4,32 4,29 4,37
4,20
4,00
locopraH LLOH
®m KomneTeHTHOCTb ™ OnepaTMBHOCTb BexxnusocTb

BcTpevatotca cnyyan HeodwmumansHoro BosHarpaxaeHus (2,9%) v ucnonb3oBaHUs NIUYHBIX
cBA3en n 3HakomcTtB (2,4%) OtmevatoTca obpalieHus c xanobon Ha KayeCTBO OKas3aHus
yenyrm — 6,7%, u3 H1X B nucbMeHHon coopme — 0,5% n B ycTHOM — 6,2%

Bo npouecce npoBegeHus ¢oKyc-rpynnoBbIX AWCKYCCUI, ycryrononyvyaTenu OTMEeTUnu, 4To
TaKkKe CTONKHYNNCb CO crneaywmumMm TpyaHOCTAMM:

o TexHun4yeckne Henonagku, criabast pabota uHTepHeta: «[a, kcmamu, 6bbiearom,uHo20a,
mexHu4yeckue Hernonladkuy, «Boobuwe y Hac e pecriybriuke 80 MHO2uUX ¢hupmax U 8 amux
yupexoeHusix uHmepHem xpomaem»» (BKO).

e HepoctynHas uvHdOpMaumna NO 3eMernbHbIM Yy4yacTkaMm: «[losyyunocs, Hado 6birio
uckamb Opyaol yd4acmokK, [omoMy 4mo [0 OaHHOMY y4YacmkKy s 0axe He Moe
uHgopmayuto nosy4ums»(BKO).

BbiBOABI U PEKOMEHAaluH 110 ycjiyre

npl/l c6ope OOKYyMEHTOB PEeCnNOHOEHTDI OTMEeTUINN TPyAHOCTU npun nonyvyeHnn
3eMIIeyCTPOUTENTbHOIO MNpOoEeKTa. ycnyrononyanenM OTMeYarT cheaywuine nencTemna ans
NoBbILLEHNA Ka4veCTBa yCrnyru:

e [loBbIlWATbL KOMMNETEHTHOCTbL COTPYAHMKOB MO AAHHOW yCrnyre

e [lpoBoauTtb paboty c ycnyronony4atensmy Mo pas3bACHEHUIO npoueaypbl
nonyyeHus ycnyru, cbopa AOKyMEHTOB, NPpeAoCTaBnAaTb MHpopMauuo JOCTYMHO
ANA nony4vaTtenen ycnyr.

e [lonyyeHne SMS-yBegoMneHna Ha TenedoH 0 roTOBHOCTU AOKYMEHTa

YmeepxdeHue 3emreycmpoumesibHbIX [POEeKmMo8 — 3TO OOWH W3 3TanoB, Hanpumep,
lMpuobpemeHusi npas Ha 3emesibHble ydacmKu, pa3desieHUss/06bedUHeHUsT y4acmKo8 U [OSDKEH
NPeaoCTaBnATLCS B KOMMMEKCE C 3TUMUN yCryramu.

42. NpuobpeTeHne Npas Ha 3emMe/ibHble YYAaCTKU, KOTOpble HAaX04ATCA B rOCyA,apCTBEHHOM
cob6CTBEHHOCTH, He Tpebylowee NpoBeaeHUA TOPros (KOHKYPCOB, ayKLMOHOB)

0O61masa nHdopmanusa o rocycayre
ocypapcTBeHHas ycnyra okasblBaeTCcsi MeCTHbIMW  UCMNOMHUTENbHBIMU - OpraHamu

obnacten, ropogos AcTaHbl U AnmaTtbl, panoHOB, ropodoB 06MacTHOrO 3Ha4YeHUsi, ropoaoB
PaMoOHHOro 3Ha4YeHUs, NOCENKOB, CEN, CENbCKUX OKPYroB.
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Mpuem 3adBneHNMn u Bblgadya pe3ynbTaToOB OKasaHUs rOCyAapCTBEHHOW YCnyru
OCYLLLECTBNAITCA Yepes KaHuensapuio ycryrogaTtens u fockopnopauutio.

Cpok okasaHus rocygapctBeHHown ycnyrn — 30 paboumx aHen.

dopma okasaHunsa rocygapCTBEHHON ycnyrn: bymakHas.

PesynbTaT okasaHus rocygapCTBEHHOW yCnyrn — pelueHne o npefocTaBneHuu npasa
Ha 3eMerbHbIN Y4acToK, MMB0 MOTUBMPOBAHHbLIN OTBET 06 OTKase.

dopma npegocTaBneHns pesynbTarta OkasdaHus rocygapCTBEHHOW yCryrn: BymaxkHas.

[ocypnapcTBeHHas ycnyra okasbiBaeTcs 6GecnnaTHO (OU3MYECKMM U HOPUOUNYECKUM
nuuam.

OcHOBHBIE pe3yJIbTaThl UCCJIeJOBAaHUSA

Y[OoBNeTBOPEHHOCTb KayeCcTBOM oOkKasaHusa ycnyrn [lpuobpemeHue rnpag8 Ha 3emMersibHble
y4acmku, Komopble Haxodsmcsi 8 eocydapcmeeHHoU cobecmeeHHocmu, He mpebyrouwee
rnpogedeHuUsi mMopao8 (KOHKYpCco8, ayKUuuoHO8) Ha YypoBHe 4,49 Gannos, AONS MNOMHOCTbIO
YAOBNETBOPEHHbIX ycnyron — 60,5% pecnoHOeHTOoB.

Ta6nuu,a 51. OU,EHKVI YAOB/NETBOPEHHOCTU Ka4eCTBOM OKa3aHUA rocy4apcCTBeHHbIX yCayr no pe3sysibtatam O6LU,ECTBeHHOr0
MOHUTOPUHIA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 3 17 61 124
Konnyects
° ecTeo 0,0% 1,5% 8,3% 29,8% 60,5%
pecnoHaeHTos, N

Bcero 6bino onpoweHo 205 pecnoHaeHTa, u3 Hux okono 41% nonyyanu ycnyry 4yepes
"ockopnopaumto 1 okono 63,9% B rocopraHe.

YpoBneTBOpeHbl OOCTYMHOCTLIO U OTKPbLITOCTLIO MHopmauun ycnyrm 67,3%, B cpegHeM Ha
4,58 6anna. ACHOCTbIO U OOCTOBEPHOCTbIO MHGOPMaUUKN MOMHOCTLI0 YAO0BMNEeTBOpeHbl 65,8%
pecnoHaeHToB (4,57 6anna). «YcmaHosume ripu exode CripagoyHbIl CcmMosuk , Ymobbi cpasy
MOXHO ObIf10 3alimu U MPOKOHCYIbmuposamsCsi», Anmvamel; «[lpu u3MepeHuUU 3emMesibHO20
yyacmka He obzosopusnu cymMMmy cpasy, sl y3Harna O IUWHUX 08yx comkax rpu rosyYeHuu
O00OKyMeHmo8 u rpexoe HyxXHO 6blrno ornamums 170000 me, y MeHs Hem makux OeHee,
rpuWIIoCb omka3amasCs Om AUWHUX 08yX COMOK U cobupamb OoKyMeHmMbI 3aH080», BKO.

B pesynbtate wuccnegoBaHus 59,5% ONpPOLWIEHHbIX pPeCcnoHAEHTOB Obiiv  MOSIHOCTBIO
YyOOBNETBOPEHbI CpoOKamMy oOkasaHus ycnyrm u B 64,5% cnydasax - cbopoMm M noaroToBKOW
AOKYMEHTOB. «Hy OdoHocunu OoKyMeHmbI, U3-3a 3moa2o cam fpouecc 3amseugarcs», CKO;
« Tpebyrom AononHumesibHbie OOKyMeHMbI, 3a ofy4eHUeM ycryau npuxoodumcs rno HeCKOIIbKO
pa3 npuxodumse», AcmaHa; «OuyeHb Oopozo, 4 mecsaua bezanu rno uHcmaruusamy», CKO;
«CosepweHcmeogaHue ycryau ¢ MOMeHma rnoda4qu 3asernieHusi 00 3a8epleHUs1 8Ce20 YuKna
cobcmeeHHuKa», Ambipay; «Cka3sanu 4mo no3eoHsim koz2da 6ydym 20moebi OOKYMeHMbI, HO
He r103680HusuU. Ycryaa bbina npedocmasieHa HEC80EBPEMEHHO», AKMOTUHCKaS .

Mpn nopaye AOOKYMEHTOB B cpedHem B ouvepeawn nposenu 14,5 MuHYT, npu nonyvyeHun
pesynbTtaTta 11,25 MUHyT.

KoMneTeHTHOCTb COTPYOHUKOB BbICOKO oueHunun 65,4% ycnyrononydartenen (4,55 6anna).
BexnuBocTb coTpyaHuKOB yaoBreTBopuna 66,8% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,60 6anna. OnepaTuMBHOCTLIO COTPYyAHMKA yaoBreTBopeHbl 60,5% pecnoH4eHTOB
(4,47 6anna). 66,2% pecnoHAEHTOB OOBEPSOT ycrnyrogaTento, cpefHss OLeHKa cocTaBuna
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4,55 6anna. «HekomrnemeHmMHocmb compydHUKO8, KaxOblili pa3 Opyaol compydHUK 2080purl,
ymo Hado euwe kakue-mo OOKymeHmbl», [lasrnodapckas; «Coobwunu HeronHbIl nepeyYyeHb
O0OKyMeHmos, u3-3a 4Ye20 Obl10 MOMEPSHO MHO20 epeMeHu», «OmHocumbCs K J1H00sM
dobpoxenamersbHee u UHhopmuposame boriee npocmeiM si3bikom», CKO.

Ounarpamma 65. OCHOBHble NOKa3aTenu no ycayre

4,70 75

B [ona oueHMBLWKX HA 5 6annos, % === CpesHunii 6ann

4,65 70

67,3
66,8 65,8 66,2

4,60

4,55

4,50

4,45

4,40

Y[oBNeTBOPEHHOCTb PECNOHAEHTOB Bhile npu obpaweHun B ockopnopaumto (4,68 6anna,

N=74), B cpaBHeHWn ¢ rocopraHom (4,36 6anna, N=121).

CotpyaHukamu LIOHa pecnoHgeHTbl 60nee 4OBOMbHLI, YeM coTpyaHukamu focopraHa: «Camm
roccrnyxaiime He 3HalT cBoen paboTbl, MONoAble AEBYLUKAM NapHU, NpUWnM He paboTatb, a
KpacoBaTbcA!».

Anarpamma 66. Y4,0BneTBOPEHHOCTb KauecTBaMU COTPYAHMKOB NPU NOAYYEHUU YCAYrn, cpeaHuii 6ann

5,00
4,79
4,80 467 469
4,60 4,48 4,48
4,40
4,20
4,00
locopraH LLOH
B KomneTeHTHOCTb = OnepaTMBHOCTb BerknuBocTb

BcTpeyvatotca cnyvan HeodumumansHoro Bo3HarpaxgeHus (2,0%) v ncnonb3oBaHUsa MUYHBIX
cBs3en u 3HakomcTB (2,4%). «Akumam Hanpasusi Hac e dauyHbili Koorepamue 3a SIKObbi
nnamdold crpaskoli o6 omcymcmeuu dAomos, 8 koornepamuee rnpocunu 60000ma. Hawm
npuwocbs obpamumbcs 8 MOSIUYUIO U NPOKypamypy, MosibKO Nocsie 3mo20 8bISICHUMIOCh, YMO
makue cripasku Oenaromcesi becrinamHo. 3Hayum, akumam 6bin 8 Kypce, Ymo amo Oeriaemcs
3a OeHbeu u HesakKoHHO», BKO; «CompydHuku epybbie u Hanpawusearomcsi Ha OeHbau»,
AnmMamuHckasi.
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OTtmevatoTca obpaweHus ¢ kanobow Ha kadecTBO okasaHusa ycnyrm — 2,4%, u3 Hux B
nncbmeHHon gopme — 0,5% u B ycTHom — 2,0%.

BbIBO,ZU:I H pEKOMEHJAllui 110 yciayre

YcnyrononyyaTtenu BblOENAT rMaBHy0 nNpobnemy — OOfrne Cpoku okasaHus ycnyrun: «3mo,
KOHeYHO, cruwkom bonbwol cpok. Llenbix 30 paboyux OHel» (BKO), «Cpok cnuwkom
6onbwol. 3mMo Kak pas u nepuod cocmassieHusi 3eMefibHO- CMpoUMmMesibHo20 Npoekma. 3mo
8ce pasHO MHO20 epeMeHU 3aHumaemy». Cpean TpyoHOCTEN Ha3Banu «BkrwYeHue 8 Criucok
Uy, Ha rosly4eHuUsi 3eMesibHO20 y4dacmka, roslydeHue peweHusi bbicmpo, HO U320moesieHue
camMoe20 pelweHus - goriokumaly.

B kauecTBe pekoMeHaaumMin onpoLLEeHHbIMU BbINo NpeariokeHo:

e CoKpaleHne cpokoB okasaHusi ycnyrn: «Cpoku cokpamumb CPOKu, xomsi 6bl 15
paboyux dHel. C 3emriell Hy>kHO OOKYMEHMO8 MHO20 cobupamb».

e [loBbllEeHME YPOBHS KOMNETEHTHOCTMU, KIIMEHTOOPUEHTUPOBAHHOCTU KaK COTPYAHUKOB
LIOHa, Tak n rocoprana.

e YBeOoMIIEHME O FTOTOBHOCTY pe3ynbTaTta ycnyru

Mpoueaypa  nonyyeHWss  OaHHOM  yCnyrm  He  BKMoYaeT  Nepuof  COCTaBfeHus
3eMI1eyCTPOMTENBHOIO NPoeKTa. ATK YCNyrn AOMKHbI NPeaoCTaBNsATLCA B KOMMEKCE.

43. Bbipaua peleHusa Ha PeKOHCTPYKLMIO (nepennaHMpoBKY, nepeobopyaoBaHue)
nomeLueHuit (0TaeNbHbIX YacTen) CyLLecTBYIOLMX 34aHUNU, HE CBA3AHHbIX C
M3MEHEHUEeM HeCyLLUX U OrPaXKAAILMX KOHCTPYKLUNA, UHIKEHEPHDbIX CUCTEM U
obopyaoBaHusn

061asa nHpopmManmsa o rocycayre

ocypapcTBeHHas ycnyra okasblBaeTCcsi MEeCTHbIMW  UCMNOMHUTENbHBIMU - OpraHamu
ropogoB AcTaHbl 1 AnmaTbl, paiOHOB 1 FOpoaoB 00NacTHOrO 3Ha4YEHUS.

Mpvem [OKYMEHTOB M Bblgava pe3ynbTaToB OKa3aHUA rocyAapCTBEHHOW yCnyru
oCyLLecTBNAITCA Yepes [Tockoprnopaumio.

Cpok okasaHusa rocygapctBeHHon ycnyrn — 15 paboumx gHen.

dopma okasaHusa rocygapCTBEHHOW ycnyrn: bymaxkHas.

PesynbTaT okasaHua rocygapctBeHHown ycnyrun — peweHne MO Ha pekoHCTPYKLMIO
(nepennaHupoBKy, nepeobopyaoBaHue), NMG0 MOTUBMPOBAHHLIM OTBET 06 OTKase.

dopma npegocTaBneHns pesynbrTara okasdaHusa rocyJapCTBEHHOW ycrnyrn: BymaxkHas.

locypoapcTBeHHas ycnyra okasbiBaeTcs 6GecnnaTHO (OU3MYECKUM U HOPUOUNYECKUM
nuuam.

OcHOBHBIE pe3y/abTaThbl HCCTIEA0BAHUA

YA0BNeTBOPEHHOCTb Ka4yeCTBOM OKa3aHus ycnyru Bbida4ya peweHUsi Ha PEeKOHCMPYKUUH
(nepennaHuposky, nepeobopydosaHue) nomeweHUll (omoesibHbIX Yacmel) Cyuw,ecmeyouux
30aHull, He C8si3aHHbIX C UBMEHeHUEeM Hecywux U ogpaxoarowux KOHCMpYyKyul, UHXeHepHbIX
cucmem u obopydoeaHusi Ha ypoBHE 4,56
6annos, 4ONSA NONHOCTLIO YAOBNETBOPEHHbIX YCryron — 62,7% pecrnoHOeHTOB.

144



Ta6nwua 52. OueHKM yA0BNETBOPEHHOCTU KaYeCTBOM OKa3aHMA rocyAapCTBEHHbIX YCAYTr NO pe3yabTaTtam OGLI.I,ecTBeHHOfO
MOHUTOPUHrA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHToOB 0 2 9 67 131
Konuyects
° ecTBo 0,0% 1,0% 4,3% 32,1% 62,7%
pecrnoHaeHToB, N

Bcero 6bino onpoweHo 209 pecrnoHaeHTa, n3 Hux okono 80% nonyyanu ycnyry 4yepes
"ockopnopauuio.

Y0oBneTBOpEHbl JOCTYMHOCTBIO M OTKPbLITOCTbI MHpopmauun yenyrm 65,9%, B cpegHeM Ha
4,62 6anna. SCHOCTbIO M OOCTOBEPHOCTBHIO MHAOPMAaUMM MOSIHOCTLIO YOOBMETBOPEHbI 65,5%
pecnoHaeHToB (4,58 6anna).
B cpegHem npu nogaye LOKYMEHTOB B oyepean CToAT - 16,34 MUWHYT, npu MOnyyYeHun
pesynbTtata -11,94 MUHYTHI.

B pesynbtate wuccnegoBaHus 63,6% ONPOLUEHHbIX pPeCcnoHAEHTOB Obiiv  MNOSIHOCTLIO
yOOBMNETBOPEHbI CpokamMn okasaHusa ycnyrm u B 63,1% cnyyasx - cbopoM M noaroToBKOM
OOKYMEHTOB.

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 65,1% ycnyrononyyatenen (4,60 6anna).
BexnueocTte coTpyaHukoB yaosrietBopuna 69,9% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,65 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaoBneTBopeHbl 68,9% pecnoHaeHToB
(4,61 6anna). 68,2% pecnoHAEHTOB AOBEPSAOT ycryrogatento, CpefHsas OueHKa cocTaBuna
4,63 6anna

Aunarpamma 67. OCHOBHbIe NOKa3saTtenu no ycnyre

4,70 B [onna oueHMBLWKX HA 5 6annos, % == CpeaHunii 6ann 75
4,68 69,9
4,66 68,9 682 70

4,64
4,62
4,60
4,58
4,56
4,54
4,52

YO0BNEeTBOPEHHOCTb Ka4yeCTBOM OKa3aHusi yCrnyrm OAMHAKOBO OLEHMBAETCsl HEe3aBUCUMO OT
MecTa NonyyeHus ycryrm Ha ogHoM ypoBHe. Ho yaoBneTBopeHHOCTb coTpyaHukamu LIOHa
BbILLE.
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[Ounarpamma 68. Y,0B/1€TBOPEHHOCTb KaUeCTBaMM COTPYAHMKOB NPU NONYYEHUM YCAYTU, CPpeaHuUii 6ann

4,70
4,65
4,60
4,55

4,50

4,66 464
4,60
4,55
locopraH LLOH
®m KomneTeHTHOCTb ™ OnepaTMBHOCTb BexnumBocTb

BcTpevatotca cnyyan HeoduumanbHoro Bo3HarpaxaeHus (1,4%) n Mcnonb30BaHUA NUYHbBIX
cBs3en M 3HakomcTe (2,4%) OTmevaroTcs obpalleHusi € kanobom Ha KavyecTBO OKa3aHus
yenyrn — 3,3%, 13 HUX B NnuCbMeHHon doopme — 0,5% n B ycTHOM — 2,9%.

[na nonyvyeHna gaHHOW ycryrn ydacTHuKammn doKyc-rpynnbl JOKYyMeHThl nogasanuck B LIOH.
HeoduunanbHblie Bo3HarpaXxgeHust v NiMyHble CBA3W HUKTO HE UCMONb30Bar, HO He UCKIYatoT
KOpPYNUWOHHble puckn: «Cama He Oagana, HO crblwara, e/si0si Ha mo, Kak 8bl2fiadum Hauwl
20p00, MOXHO CKasamb, 4YmoO KOppyrnuusi O4YeHb B8biCcOoKax». YcryrononyyaTtenu, y KOTOpbIX
BO3HWKNW TPYAHOCTWU, OHW HAaHUManu nogen ans opopMieHns ycnyru.

Mpobnembi:

HekomneTteHTHble coTpygHukn LIOHa: «OuveHb wacmo nonadaromcss HeapamMomHbie
KOHCynbmaHmbl, a Koada npuHoCcUWb OOKYMEHMbI, 2080PsiM, 4YmMO KaKoa20-mo
OoKymeHma He xeamaem», «Monodexsb cudum, paszzogapueamb He yMem»
(KapazaHda).

He cobnitogeHne pernameHTa BpemMeHu obcnyxmBanus: «Ecnu oHu He ynoxunuce 8 15
MUHYmM, mo Ha4asrbcmeo mpebytom ¢ HUx 06bACHUMErIbHYI, U OHU MPOCSM Hac 835iMb
HoebIl masioH» (KapazaHda).

HepocTtaTtok nHgopmaumm B LIOHe

HeynobHbin rpadmk npuema B rocopraHe: «[llpyem B oTAene apxuTekTypbl WU
CTpouTenbCTBa TONMbKO 2 pasa B Hedent, kKopotkoe Bpems ¢ 9.00 go 13.00»
(KapazaHoda).

Bonblune oyepean B rocopraHe, HET YCNoBMM oxuaanna: «bonbwas o4epedb 8 omdene
apxumeKkmypbl U cmpoumesiscmea, OHU fpuHuUMarom 2 pasa 6 Hedeslo, npuexana K
9.00, a nepedo wMHOU o4vyepedb 6 40 4yeroseKk, U HU O0OHO20 cuds4Yyeco
mecmay(KapazaHda).

Bropokpatus: «[lpoyedypa croxHas u HerloHssimHasi» (KapazaHoa).

MoTeps AOKYMEHTOB B akmmaTte: «3mo He rnpocmo OOKYMeHMmMbI, 3mo OOKYMeHmMbl Ha
PEKOHCMPYKUU d8yX Keapmup, opuauHarsbl Kaxool u3 komopbkix cmosm 30 mbicsy, u
amo 3aHo80 mpamumb 60 mbICsIY U3-3a MO20, YMO OHa UX NMPOCmMo rnomepsina. TonbKo
rnocre Moux y2po3 U umumauyuli 3860HKa 8 MpoKypamypy, oHa rnobexana uckambe MoOU
OoKkyMeHmbI u Hawnax» (KapaeaHoa).

HenoBonbCTBO cpokaMy OKasaHus ycryrn B akumate: «Cpoku nnaearowue, om 15
OHel», «[JomkHa bbimb Kakas-mo 0meemcmeeHHOCMb y cOmpyOHUKO8 akumama, a mo
rpuxoOuwb, a OHU 2080PsIM He 20mMoe8o U 8ce Ha smom» (KapazaHoa).
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o COop OokymeHTOB: « Tskerno cobpamb paspeuwieHue om cocedeli Ha rneperiaHuposKy»
(KapazaHda).

o «YeecenumersbHble ewWe MOXHO coefacosbleamb, HO acmepyd He Hado
coenacosbigamb ¢ Xunbyamu. CoenacogaHue He HyXHoe, s cHUmMaro, Hy>HO 8 3aKOHe
rpornucams, 4YmMo He mpebyemcs» (AcmaHa).

e PelleHne rocyaapCTBEHHbIX OPraHoB AOMKHO MMETb cuny: «Ecmeb ewie makol MomeHm,
eocopeaHbl 8bidarom Ham OOKYMEHm, €Criu Mbl OmKpbigaeM obwernum, mo u Oypaky
MOHSAMHO, 4Ymo 6e3 eeHMunsayuu OHO He Moxem cyujecmeosamb. MHe uHmepeceH
amom momeHm. [‘ocopeaHbl 8bidarom Ham OOKYMeHm, KOomopbIl paspewaem Ham 3mo
Oenlamb, HO Mpu 3MOM, UMesi 3mom OOKYMEeHmM Ha pyKax, Mbl HE MOXeM 3mo2o
cOenamb. AKm npueMKku akcrinyamauyuu. OH He ebidaem, OH peaucmpupyem 3mom
akm. Ho om amoeo dokymeHma Hem Hukakol nosib3bl abcorromHo. XKumbubl mMoa2ym
aHHynuposamb 3mMom akm, 8 pe3yfbmame MOo2ym OMMEeHUMb 3Mmo peweHuex»
(AcmaHa).

e HecoBeplLUEHCTBO aMNeKTPOHHONM 6asbl, TexHUYeckne Henonaaku: «Koada npuxoduwb 3a
3/IEKMPOHHBIMU ycrly2amu, OaHHble Kyda-mo ucdedaromy (KapazaHoa).

BBIBOIbI M pEKOMEH AWM I10 YCayre

Mo Bblaaye peLLeHns Ha PEKOHCTPYKLUMIO MOMELLIEHUI CYLLECTBYHOLLINX 30aHUA BbISCHUMOCH, YTO
He pernamMeHTUpyeTCa YCTaHOBKA BEHTUISAUMOHHBLIX LWAaxXT Ans  kKade, pecTopaHoB
B JKMIMbIX AOMax (paccmaTpvBaeTcs cnydan 6e3 HapylleHui), M3-3a KOTOPbIX KOMMaHUu
BbIHY>KAEHbl MOCTOSIHHO CyAUTbCA C BrnagenblamMu KBapTUp B AOME M B KOHEYHOM pesyrnbTaTe
OGu3Hec, N0 MHEHWIO ycnyronosny4vaTtens, B Takux criydyasx npocto 6e3sawuteH. PaspaboTatb
YyeTKne cTaHOapTbl UCMOMb30BAHUSA KOMMEPYECKMX NOMELLIEHUIA B XUMbIX AOMaXxX U NPeanoXuTb
cMArynTb TpeboBaHUS CcOrnacoBaHWA CO BCEMM Xunbuamu goma npu  obycrioBneHHOM
cobntogeHnn ycTaHOBIEHHbIX TpeboBaHui (TuwmMHa, 6e30nacHOCTb, 3CTeTuKa, couumarbHble
cTaHOgapTbl M NOMOLLb B GnaroyctponcTee v ap.

[na peleHnsa Takmx npobnem, Heo6xoanMMO YTOObI paspeLumTenbHble 4OKYMEHTbI UMENU cuny,
BO3MOXHO, MNPeayCcMOTpeTb MPOXOXAEHME IJKCNEepTM3bl UNKU pasrpaHudeHne TpeboBaHun K
npeanpuaTusamM obwennta n Apyrux 3aBedeHni (passrekaTenbHOro xapakrepa).

Bmecte ¢ Tem, ycnyrononyydartenu npegnararlot OkKalaHue OaHHOW ycnyrm B 3]'IeKTpOHHOIZ
q)opme " Od)I/ILI,I/IaJ'leOG yCKOpeHune pa3pelnTeribHbIX JOKYMEHTOB.

44. Bbipaua ay61MKaTOB AOKYMEHTOB O TEXHMYECKOM U Npo¢decCUOHaIbHOM
obpasoBaHum

O6masa uHdopmalmsa o rocycayre

FocymapcTBeHHas  ycriyra  OKasblBaeTCA  OpraHM3auusiMM  TEXHUYECKoro  ”
npogpeccuoHanbHoro obpasosaHus.
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Mpuem 3asBneHns w Bblgadya pesynbTata oOKasaHWs rocygapCTBEHHOW ycnyru
OCYLLIECTBNAIOTCA Yepes: kaHuensputo ycryrogaTtens; fockopnopauuto.

Cpoku okasaHus rocygapctBeHHon ycnyrn — 20 kaneHaapHbIX AHEN.

dopma okasaHunsa rocygapCTBEHHON ycnyrn: bymakHas.

PesynbTaT okasaHusi rocyaapCTBEHHOW yCrnyru - Ay6nukat AOKYMEHTOB O TEXHUYECKOM
N NpodeccrmoHanbHOM 0Opa3oBaHUM.

dopma npegocTaBneHns pesynbTaTa okasaHus rocygapCTBEHHON yCcrnyrn: BymaxkHas.

ocypnapcTBeHHas ycrnyra okasbliBaeTcs Ha 6ecnnaTtHon ocHoBe OU3NYECKUM Nuuam.

OCHOBHBIE pe3yjabTaThbl HCCZIEA0BAHUA

YO0BNeTBOPEHHOCTb KayeCTBOM OKasaHus ycnyru BsiOada OQybriukamog OOKyMeHmos8 o
MeXHUYeCcKOM U npogheccuoHaibHoM obpasogaHuu Ha ypoBHe 4,81 Gannos, 40N NOMHOCTbLIO
YAOBETBOPEHHbIX ycryron — 85,6% pecnoHOeHTOoB.

Ta6m4u,a 53. OueHKM yA0BNETBOPEHHOCTM KAYeCTBOM OKa3aHUA rocyAapCTBEHHbIX YCAYT NO pe3yabTaTam OGIJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6banna 3 6banna 4 6anna 5 6annos
Honga pecnoHaeHToB 0 1 8 21 178
Konudectso 0,0% 5% 3,.8% 10,1% 85,6%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 208 pecnoHAeHTa, U3 HUX OKono 65% nonyyanu ycnyry 4yepes
Nockopnopaumto n okono 37,5% B rocopraHe.

YOoBneTBOpeHbl AOCTYNHOCTbIO UM OTKPbITOCTbIO MHGopMaumn ycnyrn 84,4%, B cpegHeM Ha
4,80 6anna. ACHOCTbIO M AOCTOBEPHOCTbIO MH(pOpMaLuMM NONHOCTbIO yaoBneTBopeHbl 85,4%
pecnoHaeHToB (4,81 6anna). Yacto ycnyrononyyaTtenu npu obpawenunn 3a aybnmkatom cpasy
nayT B yupexaeHme obpasoBaHus, oTkyaa nx HanpasnsoT B LLOH n, Takum obpasom, Yenosek
TepsieT BpeMsi, ero oLlyLleHne OT KayecTBa NpefoCTaBeHHOM YCNYrn CHUXKaeTCs.

B pesynbtate wuccneposaHus 81,5% ONpPOLIEHHbIX PEecnoHAeHTOB Obinn  MOMHOCTbIO
YAOBETBOPEHblI Cpokamu okasaHusa ycnyrm n B 84,5% cnyyasix - cbopoM M noaroToBKOM
AOKYMEHTOB. Tem He MeHee, Obinn 1 Te, KTO Hyaancs B YCKOPEHHOW npoueaype 1 rotos Obin
3a 3TO 3annaTuTb, HO K WX COXAaINeHW, YCKOPEHHbI BapuaHT NpenocTaBneHust ycrnyrn He
npegycmoTpeH. OgHa pecnoHgeHTka cooblwimna, YTO el NPULINOCh e3AUTb HECKOSbKO pas:
CHayana B y4yebHoe 3aBefeHue, oTkyga ee otnpasunu B LIOH, a u3 LUOHa B y4ebHoe
3aBefeHne, TaK KaK €M HY)XXHO OblIo CPOYHO MONyYUTb OyOnMKaT NPUMOXKEHMS K AUMNOMY U
NnpocuTb 06 YCKOPEHWUMN.

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 82,2% ycnyrononyyatenen (4,76 6anna).
Bexnueocte coTpyaHukoB yposrneTtBopuna 84,5% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,79 6Ganna. OnepaTuBHOCTLIO COTpyaHMKa yaoBreTBopeHbl 80,3% pecnoH4eHTOB
(4,73 6anna). 84,2% pecnoHAEHTOB AOBEPSAOT yCrnyrogatento, CPpeaHaa OLeHKa cocTaBuna
4,82 6anna.

148



Ownarpamma 69. OcCHOBHble NOKa3aTenu no ycayre

4,90 u
’ I lons oueHUBLUNX Ha 5 6annos, % CpeaHwnit 6ann
it L o TS 2 pen,

84,5 84,4 84,5 84,2 86

85,6

4,85
4,80
4,75
4,70
4,65

4,60

YOoBNEeTBOPEHHOCTb yCriyramu, MnofyyYeHHbIMW B rocopraHe HesHauutenoHo (4,85 6anna,
N=73), Ho Bbiwe Yem B LIOHe (4,78 6anna, N=130).

Yawe pecnoHaeHTbl roBopunuM O ToMm, 4TO coTpygHukoB B LIOHax He pgocrartouHo,
HabniogatoTca odepean: «Onepamopbl yxo0sam Ha o6ed o o4vyepedu, He xgamaem
onepamoposx» (XKambelirckas), «HenpasgunbHO Ganu maroH, o4epedu». HoO MHOro u Tex, KTo
O4YeHb OOBOMEH MNPedoCTaBfIEHHOW YCINYrom: «8ce O4YeHb Xxopowo, s daxe Obina yousreHa
ornepamugHOCMbIO U MPpocmomou ycriyau He mo, Ymo paHbWey.

BcTpevanuck 3amedaHmsa no TexHMYecknm owmbkam: «B 30He egov He pabomarom npozpammbl
(komriblomep 3asucaem)», «He npuwno ysegomreHve O rOTOBHOCTWU AOKyMeHTa: 24.10.2018
3awna Ha calm egov 8 nu4yHbIl kabuHem pesynbmama ycryau Hem.26.10.2018 cHoea
npoesepurna nu4YHbIt kabuHem Ha catime u3 doma, pesynbmama Hem. 2.11.2018 nowrna e LJOH
8 6 mkp 14.10 dybnukam Ounmoma 6bi1 2omos. Bbeidanu Ha pyku nod pocrnuck. Ho
ysedomrieHUs1 Ha mesneghOH, KaK cka3asnu pabomHuKu, He bbiio 0 pesyribmame ycryau».

Ecnu y GonblimMHCTBa ycrnyrononyyartenen He BO3HWKaNO CrOXHOCTEW U OHW OblNn B LENoM
AOBONbHbI kKayecTBOM ycnyru (4epe3 LIOH), To B cnyyae nonyyeHus gybnukaTta gunnoma npu
nKBMAALUN NN NepeMMeHoBaHnM y4ebHOro 3aBeieHns BO3HMKAOT TpyaHoCcTu: «MHe cka3anu
Ha3eampb HOB0€ Ha3gaHue Kosredxa, Komopoe 51 He 3Hana. Cka3anu 6e3 H08020 Ha3eaHusl
HU4YeM fMoMoYb He Mo_ym, U He 3Harom, Kyda mHe obpamumscs. B LJOHe obpamunace ¢
3arnpocom 8 apxue 4Yepes 30Hy egov. Omeem ompuuyamenbHbil» (TalHbil MOKyrnamerls,
a.Tapas).

Ya0BNeTBOPEHHOCTb COTPYAHMKaMM rocopraHa Bbiwe, Yem B LlOHe.
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DOunarpamma 70. Y4,0B/1€TBOPEHHOCTb KaUeCTBaMM COTPYAHMKOB NPU NOJIYYEHUM YCAYTU, CPpeaHUi 6ann

4,85 4,84

4,80 4,78 4,78 4,77
4,74
4,75
4,70
4,65
4,60
locopraH LLOH
® KomneTeHTHOCTb = OnepaTMBHOCTb BerknusocTb

BcTtpevatotca cnyyan HeodwmumansHoro BosHarpaxaeHus (0,5%) v ucnonb3oBaHWUs NUYHBIX
cBs3sen n 3HakoMcTB (1,4%). PecnoHgeHThl, ykasaBlume Ha HeodmumanbHOe BO3HarpaXxaeHume u
MCNONb30BaHME JNYHbLIX CBA3EN, He COOOLWMMM MPUYMHBLI, HO MO pe3ynbTaTam rMyOUHHBLIX
WHTEPBBIO MOXHO MpeanosnioXuTb, YTO WX [Be: NepBOe — XefaHue YCKOpUTb npouecc
nofny4yeHns, BTOpPOe — Korga MOMEHSINOCh HasBaHWE TexHuKyma/konnegxa, nubo Obina ero
nUKBMAaUMNA, TO YenoBeKy TPYAHO NOHATb Kyaa obpallaTtbCs, Kak BOCCTAHOBUTbL CBOM LOKYMEHT
U OH BblHyXAeH npuberatb K nomowm. OTMeuvaroTcss obpaleHns ¢ xanobon Ha KavyecTBO
okasaHus yenyrm — 5,8%, 13 Hux B nucbMeHHon oopme — 1,4% un B ycTHOM — 4,3%.

TanHbIn NoKkynatenb nonydan gadHyto yenyry B LUIOHe, y Hero Bo3HWKNM OaHHblE 3aMeYaHns:
«3daHue LJOHa mecHoe, Hem cmosioe 0115 3arofiHeHuUss O0KymMeHmos, ybopHol Hem, cmeHObI C
UHgopmayuel Haxoldsamcs 3a cmornamu Ooriepamopos,  Hem B803MOXHocmu rodolmu,
belioxuku orepamopos OflUHHblE eecsm Ha wee, Koada OHU cudsam, Hem 603MOXHOCMU
npoYyumams uMs, m.k. 6eldXuUK Oka3bleaemcs HUXe cmosay (Xambbirickas, 2. Tapas).

BbIBO}IbI U pEKOMEHJAlUHU 110 ycayre

B uenom Gonbluaa YacTb ycnyronosyyatenieit 4OBOMbHa NPOLEAYPOii, CKOPOCTb U Ka4yeCTBOM
MonyyYeHns ycryru. Y HeKOTOpOW 4acTu PecrnoHOEHTOB MMEeeTCcs MOTPeGHOCTb B YCKOPEHUU
npoueaypbl.

He Bceraa npnuxoaoAaT CMC O TOTOBHOCTUM AOOKyMEeHTa W ycnyrononydatesnim roBOpAT, 4YTO
nony4yeHne cMC Ona HMX o4eHb BaXXHblA MOMEHT B nony4yeHunmn ycnyru. TakK OHW TOYHO yBEPEHDI
B TOM, KOrga AOKYMEHT roToB U MOXHO yXe natun 386I/IpaTb.

Heobxoamm nepeyeHb YYeOHbIX 3aBeOeHUN, KOTopble 3aKpblIMCb/NepeMMeHoBanncb C
yKa3aHneMm CTapbix/HOBbIX aApecoB, ANs TOro, 4Tobbl ycryrononyyareny Mornv onpegenutb
cBoe y4yebHoe 3aBepeHve. Kpome TOro, B 3TOM BOMNpoce cnenyet BbipaboTaTb YETKUN
anroputm OEeNCTBMK B TOM Clnyyae, Korga 4YernoBek He CMor naeHtuduumnposaTtb cBoe ydebHoe
3aBegeHve (Kyga eMy natm u K KoMy obpawatbes), 0COBEHHO B crnydasix, Korga yupexaeHue
y)Ke He cyllecTByeT.

B camunx yyebHbIX 3aBefeHMAX OTKPbITb Yroriok CaMooBCrnyXmBaHus, «4mobbl paszpy3ums
LYOHbI cmoum yeonok camoobcnyxueaHus, mam, 20e moxem mobol cmydeHm unu
npernodasamerib, YmMobbl He mpamumb epeMs U He xooums & L|OH, amy ycnyay nony4ums 8
amowm yeosike» (KaparaHga).
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45. Bbigaya cnpaBKu 0 Hannuum (oTCyTCcTBUM) B MOCTOAHHOM NO/Ib30BaHUU }KUAULLA U3
KOMMYHa/IbHOTO XXWAULWHOIO GOHAA UIUN }KUULLA, AaPEHA0BAHHOTO MECTHbIM
MCNOJIHUTE/IbHbIM OPraHOM B YaCTHOM KUAULWHOM PoHAe, rpaXKaaHam,
HYXXA3OWMMCA B }KUAULLLE U3 }KUanLWHoro poHAa rocyaapCcTBEHHOro NpeanpuaTma
Nn60 rocypsapCcTBEHHOrO yupeXKaeHus

O61masa nHdopmanmsa o rocycayre

FocynapcTBeHHas ycnyra OKasblBaeTCA MECTHbIMU  WUCMOMHUTENbHBIMU  OpraHamm
ropogoB AcTaHbl 1 AniMaTbl, pailoHOB M rOPoAOB 06N1acTHOrO 3Ha4YeHus

Mpuem 3asBneHMs W Bblgaya pe3ynbTata OKa3aHWsi TFOCyJapCTBEHHOW YCnyru
ocyLlecTBnATCA Yepes [fockoprnopauuto.

Cpok okasaHus rocyaapCTBeHHowm ycnyrn — 5 paboymx gHen.

dopma okasaHunsa rocygapCTBEHHON ycnyru: OymakHas.

PesynbTaT okaszaHusa rocyaapCTBEHHOW yCnyrn — cnpaBka O Hanuyuu (OTCYTCTBUM) B
MOCTOSAHHOM MOJSTb30BAHUN XUNULLA U3 KOMMYHArbHOTO XWMAUWHOIO hoHA4A WM Xunuuwia,
apeHOO0BaHHOrO0 MECTHbIM  WCMOMHUTENbHBIM OpPraHoOM B YaCTHOM >KUNULWHOM boHae,
rpaxgaHaMm, HyXdawwWwumca B XKunuwe U3 XunuwHoro ¢oHAa rocygapCTBEHHOrO
npeanpusaTMa nmMbo rocyaapCTBEHHOrO ydpexaeHusi, NMbo MOTMBUPOBAHHBLIA OTBET 06
oTKase.

dopma nNpegocTaBneHnst pesdynbTata okazaHus rocyaapCTBEHHON yCrnyru: BymaxHas.

FocynapcTBeHHas ycrnyra okasbiBaeTcs 6ecnnaTHo.

OcHOBHBIE pe3yJIbTaThl UCCJIeLOBAaHUSA

YOoBnNeTBOPEHHOCTb KA4eCTBOM OKaldaHus ycnyrn Beidaya cripasku o Hanu4uu (omcymemeuu)
8 MOCMOSIHHOM MO0/Ib308aHUU XUUWa U3 KOMMYHarbHO20 XUMUuWHOo20 ¢hoHOa uniu xumiuua,
apeHO0B8aHHO20 MECMHbIM UCMO/IHUMESbHbIM OP2aHOM 8 YacmHOM XXUITUUWHOM @OoHOe,
gpax0aHaMm, HyXO0arwumMcs 6 XUuJuwe U3 XuluuwHo2o ¢oHdla 2ocydapcmeeHHO20
npednipusmus nubo 2ocydapcmeeHHo20 y4pexOeHUsi Ha ypoBHe 4,68 6annos, Jons
MOSTHOCTbLIO YOOBMETBOPEHHbIX yCryron — 74,6% pecnoHAeHTOB.

Tabanua 54. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHUA roOCyAapPCTBEHHbIX YCAYr NO pe3y/ibTaTam o6LecTBEHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6banna 4 6anna 5 6annos
[ona pecnoHaeHToB 0 0 13 40 156
Konmuectso 0,0% 0,0% 6.2% 19,1% 74,6%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 209 pecnoHgeHTa. Bce pecnoHgeHTbl nonyyanu ycnyry 4depes
"ockopnopauuio.

Y[oBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTbIO MHGOpMauun ycnyrn 77,7%, B cpegHeM Ha
4,72 6anna. AICHOCTbIO U OOCTOBEPHOCTbIO MHAOPMALMM MOMHOCTBIO yaoBneTBopeHbl 79,0%
pecnoHgeHToB (4,73 6anna).

77,0% pecrnoHAeHTOB yAOBMNETBOPEHbI NPOCTOTON M MOHATHOCTBIO Mpouecca cbopa v nogayu
AOKYMeHTOB (4,7 6anna).
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Ycnyronony4yaTtenu MeHee AOBOSbHbI CPOKAMU OKasaHust ycnyrn — 4,65 6anna B cpegHem.
71,2% OMPOLUEHHbIX PECNOHAEHTOB ObiNN MOMHOCTLIO YAOBMETBOPEHbl CPOKaMU OKasaHWs
ycnyru.

«O6HOBUMBb KOMIbOMepb! Orisl Kayecmea 06CyKU8aHUS 110 YCKOPEHUIO 8 MoJly4eHUU yCrly2y»,
LLIbiMkeHm, «B3su maroH, npuwiock 0oneo xdame — uenbil Yac», MaHaucmayckasi, « Cpoku
MosnyyeHusi cripaeku cokpamuma», XXambblirckas.

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 72,6% ycnyrononyyatenen (4,66 6anna).
BexnueocTte coTpyaHukoB yaosreTsBopuna 75,6% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,70 6anna. OnepaTMBHOCTbIO COTPyAHWKA YyOOBNETBOpPEHbl 66,2% pecnoHAeHTOB
(4,56 6anna). 78,2% pecnoHAEHTOB OOBEPSAIOT ycriyrogaTternto, CpefHsAs OueHka cocTaBuna
4,75 6anna.

«CompyOHUKU OOImKHbI 6bimb 2pamomHee U KyribmypHeey, LLbimkeHm,; « CompyOHUKU OOITKHbI
6bimb 2paMoOmHbIe cO 3HaHUeM ceoux ycriye. B eocopeaHax u e L|OHe pabomarom o4yeHb
medneHHo. bezarom cnpawusarom, 4ymo omeemumsb mt00sim», Kambebinckas; «lloebicumeb
onepamusHocmb compyOHUKO8, rposecmu pabomy ¢ compyOHukamu», AKMo06OUHCKas;
«CompyOHUKU omeeyarm Ha B80rpPOoChkl MO0 HacmpoeHuto, Koz2da 3axomsmy, «CompyOHUKU
OYeHb HEKOpPeKmMHbl 8 obweHuu», «CompyOHUKU OYeHb MeOlnumerbHble, obcnyxusaHue
o4eHb HU3Koey», MaHaucmayckas; «[loebicumb ornepamugHocmb U 06bSCHUMbB compyOHUKaM O
gexnueocmuy, AkmtobuHckas, «lpuwna ¢ ynblbKkol ¢ HacmpoeHUeM, U 8blliria ¢ HeroHSIMHO C
yem», KapaeaHOuHckasl.

Aunarpamma 71. OcHOBHbIe NOKa3saTtenu no ycnyre

4,85 I [ons oueHMBLIMX Ha 5 6annos., % == CpesHunit 6ann

4,80 77,7 79 78,2

4,75
4,70
4,65
4,60
4,55
4,50
4,45

BcTpeyvatotca cnyvan HeodumumaneHoro BosHarpaxgenusa (0,5%) v ncnonb3oBaHMsA MNUYHBIX
cBasen n 3HakomcTB (1,4%). OTmedatoTca obpalieHns ¢ kanobom Ha KavyecTBO OKasaHus
ycnyrn — 5,3%, u3 HUx B nucbMeHHon dpopme — 0,5% u B ycTHOM — 4,8%.

TanHbIn NoKynaTenb LaHHOW YCMyrn CTONKHYNCA C TexXHUJeckumun Henonagkamu: «Kozda
npuwrsa 3a HoMepom, oriepamusHasi basa He pabomana. 48 muHym 51 cudena u x0ana roka
6a3a 3apabomaem. B 16.43 6a3a 3apabomarna u MHe Oanu HOMepoK» (2.AcmaHa). Takke
TanHbIn NoKynaTtenb cTan cBuaeTenem OBONHbIX ovepeden, rpyboro OTHOLWEHNS COTPYLAHMKOB

152



LIOHa n TpeboBaHnsa JOMONMHUTENbHBIX 4OKYMEHTOB, HE YKAa3aHHbIX B CUCKe. «/1s nony4yeHust
amol ycriyau mpeboegarsiocb 3asiefieHue U crpaska ¢ Mmecma pabombi, O0MNoAHUMEIbHO
nonpocunu caudemenbcmeo o bpake U ceedeHusi O cocmage CeMbuy.

BbIBOABI U PEKOMEHAalH 110 ycjiyre

Mo paHHOW ycryre, OCHOBHble HapekaHus y YycryrononyyaTenei B OTHOLWEHUU paboThbl
COTPYAHUKOB. PecnoHaeHTb! cyuTaloT, 41O HeobxoaMmo dhopmupoBaHme
KMMEHTOOPUEHTUPOBAHHOCTM Yy COTPYAHMKOB, a Takke pas3BuTME HaBblkOB 3(MEKTUBHOM
KOMMYHMKaLUN.

YcTpaHeHue TexHnyeckmx cboeB B LIOHax Takke 6yaeT cnoco6CTBOBaTh YNyULLEHWIO KayecTBa
ycnyru.

Mo gaHHOM ycrnyre cornacHo ctaHgapTam HeobxoouMo NpeacTaBuTb CNpaBky ¢ Mecta paboTbl.
Ho Tem He meHee, y nonydaTenen ycnyry BO3HWKAOT NPOOneMbl OTHOCUTENBHO Mpoueaypbl
AaHHOW ycrnyrn. [ns nOBbILWEHWUS YAOBMETBOPEHHOCTM HY)XHa nNpaBuiibHas WHGPOpMaums,
cobntogeHne aTukn Npy o6CnyXMBaHMKM ycnyrononyyaTenen.

[nsa npegocTaBneHns cnpaBkvu HeonpaBAaHHO ANUTENbHbIN CPOK OKasaHusa ycrnyrn — 5 gHen.
Heo6xoaMmo paccMoTpeTb BO3MOXHOCTb COKpALLIEHUsI CPOKOB OKa3aHWUs YCryru.

Bo3amoxHO Takke He paboTaeT MNonoXxeHue CTaHAApTOB, 4e roBOpPUTCH, 4TO «PabomHuk
locydapcmeeHHoU kopriopauyuu mnosydaem ceedeHusi 0 OOKyMeHmax, y00Cmo8epsouux
NIUYHOCMb  ycry2omnosydameris U 4YeHO8 CeMbU [OCMOSIHHO [pOXuBawumM ¢ HUM, 06
adpecHoUl cripaske, U3 coomeemcmeayruwux 20cydapcmeeHHbIX UHGOPMaUUOHHbIX cucmem
yepe3 W3 «3MIEKMPOHHO20 rMpasumenibcmea» U pacrnedyamsieaem Ha 6yMaxxHOM
Hocumerne dns nepedayu ycriyao0amersto».

46. NpepocTaBneHne 3eMe/IbHOr0 yYacTKa AN1A CTPOUTEeNbCTBa 06beKTa B uepte
HaceNeHHOro NyHKTa

061asa nHpopManmsa o rocycayre

ocymapcTBeHHas ycnyra okasbiBaeTCsi MECTHbIMW  UCNOSMIHUTENbHBIMU - OpraHamm
obnacten, ropogos ActaHbl U AnMaTbl, panoHOB, rOPOAOB OBSIACTHOrO 3HAYEHUS, akMMmamm
ropodoB paviOHHOroO 3HA4YEeHUs1, MOCENKOB, CEN, CENbCKUX OKPYroB.

Mpuem 3asgBneHUn U Bblgavya pes3ynbTaTOB OKasaHWA rocygapCTBEHHOW YCryru
ocyuwiecTBnaTCAa Yepes: Nockopnopauuto, Beb-noptan www.egov.kz.

Cpok okasaHusa rocygapctBeHHon ycnyrn: 1 — atan — 28 paboumx gHen; 2 atan — 22
paboumx OHSA; OTKa3 B pPacCMOTPEeHMM 3asBreHnd — 2 paboumx [HS; OTKas B OKasaHuM
rocygapcteeHHon ycnyrn — 14 paboumx gHen.

dopma OKasaHus rocynapCTBeHHON yCcnyru: 3eKTPOHHag (4acTuyHo
aBTOMaTu3npoBaHHas) u (unun) bymaxHas.

PesynbTaT okasaHWda rocy4apCTBEHHOW YCNyru - pelleHne o npefocTaBreHun npasa
3eMIenonb30BaHNA Ha 3eMESbHbIN Y4acToK, MO0 MOTMBMPOBaHHLIM OTBET 06 OTKase.

locypapCTBEHHasa ycryra okasbiBaeTcd NraTtHO PU3MYECKUM U IopUanyeckum nuuam
B Crlyyae corfnacoBaHus akta Bblibopa 3eMeribHOro yyacrka.
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OcHOBHBIE pe3yJbTaThl UCC/IeJ0BaHUA

Y[oBneTBOPEHHOCTb Ka4eCcTBOM oKasaHus ycnyru [pedocmasrneHue 3emMesibHo20 yJyacmka Orisi
cmpoumernbcmea obbekma 8 yepme HacesleHHO20 rMyHKma Ha ypoBHe 4,53 6annos, gons
NONHOCTLIO YAOBNETBOPEHHbIX ycryron — 62,2% pecnoHOeHToB.

Ta6bauua 55. OLeHKM yA0BAETBOPEHHOCTU KaueCcTBOM OKa3aHUA roCcyAapcTBEHHbIX YCIYr No pe3y/ibTaTam 06LecTBeHHOro
MOHUTOPUHrA

1 6ann 2 6anna 3 6anna 4 6anna 5 6annoB
[onsa pecnoHaeHToB 0 3 13 63 130
Konnuects
OnNHecTBo 0,0% 1,4% 6,2% 30,1% 62,2%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 209 pecnoHaeHTa, 6onbliasn Yactb M3 Hux (87%) obpawanuch B LIOH.
Oxkono 6% obpawanmch Yepes nopTan «3NeKTPOHHOro npasutensctea n 19% - B rocopraH.

YaoBneTBOpeHbl AOCTYMHOCTBIO U OTKPbITOCTbIO MHGopmauun yenyrm 58,3%, B cpegHem Ha
4,49 6anna. AACHOCTbLIO N OOCTOBEPHOCTLIO MHAOPMAaLMM MOSTHOCTBIO yAoBNeTBOpeHbl 57,8%
pecnonaeHToB (4,48 6anna).

«CompyoHuku LIOHa He snaderom uHghopmayuel rno 0aHHoU ycriyee», AcmaHa,; «Harnpsmyro ¢
Koppynuyuel He cmarikuearicsi, HO 8osiokumy eedym ¢ omeemom», [Naenodap; «He do KoHua
6b1710 SICHO, KaKoe UMEHHO Kosiudecmeo 00KyMeHmMoe AomkHbI bbiniu cobpamey, AfiMamuHcKasi

56,8% (4,47 ©anna) pecnoHAEHTOB YAOBMETBOPEHO MPOCTOTOM M MOHATHOCTBI Mpouecca
cbopa n nogaunm pOokymeHToB. [lo pesynbraram onpoca e€euwe MeHbLIE OMPOLUEHHbIX
pPecnoHAeHTOB Oblfin NMONTHOCTBbIO YAOBMETBOPEHbI CPOKAMKU OKasaHus ycnyrn — 48,8% (4,31
6anna).

«2 Hedenu He Moerna nodame 3aserieHue, MomoMm rnowisia 8 apxumeKkmypy U MeHs1 noxanenu u
mam npuHanu 3aseneHuey, «lpuwna e LIOH Eumnbcko2o palioHa, mam compyOHUKU U
Ha4anbcmeo He 3Hanu 06 amou ycnyze. Bbiwen ux HavyanbHUK U HadYan MeHsI moJsikamb, 51 C
HUM rolpanack. S Hanucana xanoby, HO ee Qaxe He pacCMompenu U He omeemusiuy,
AcmaHa, «50 paboyux OHeli amo O4YeHb MHO20 U nnamHas ycnyaa», AnmamuHckasi; « Cpoku
oKaszaHusi ycryau [0 803MOXHOCMU COKpamumby», Ambipayckas, «Cbop OoKymMeHmMos
JxeramesnbHO cepynnuposams 8 00HOM 30aHuu umnu pssdom», «Ecnu 6bl 3Han, 4mo CmMorsibKO
gpemeHu 3alimem ece amu rnpouedypbi, Mo 3aseKy nodasn bbl He 8 anpere, a 8 sHeape. A mak
cmpoumb 8 3moMm 200y yxe Hekoal0a, mornbko yHdameHm ycnen», [lasnodapckas;
«Heckonbko pa3 eosepauwjanu, omkasbiganuy», LUbivmkeHm, «Xomenocb 6bl nony4amb U
cO0asampb OOKyMeHmbI 8 00HO OKHO. MHO20 8pemsi yxodum Ha coanacosaHuex»», lNasnogap

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 57,7% ycnyrononyyatenen (4,49 6anna).
BexnnBocTb coTpydHukoB ygosnetBopuna 63,3% pecnoHAEeHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,56 6Ganna. OnepaTuBHOCTLIO COTPyAHMKA YyOOBMETBOpPeEHbl 55,1% pecnoHaeHTOB
(4,40 6anna). YooBneTBopeHHOCTbL onnaton coctaBnsetr — 51,1% (4,33 6anna). «Cyumaro
CyMMY Orsiambl 3a8bILIEHHOUY.

59,8% pecnoHAeHTOB AOBEPSAIOT yCryrogaTtento, CpeaHas oueHka coctasuna 4,55 6anna.
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amma 72. OCHOBHbIe NOoKasaTtenu no ycayre
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YOoBNEeTBOPEHHOCTb KayeCTBOM YCNyri BO3pacTaeT, MOcne TOoro Kak ycrnyrononyyarenu
obpaluatoTcs 3a nonydeHnem mHdopmauum no ycnyre B [ocopraH. [Npu nonyyeHun ycnyru B
LIOHe, pecrnoHaeHTbl cTankMeBanucb ¢ HekoMmneTeHuuen cotpygHukos: « CompyoHuku L{OHa He
3Harom o6 amodu ycriyee, Ymobbl npuHsimMb Mou OoKymeHmbl. Crieyuanucm coeemosarsnach C
Opyaumu compydHukamu. 5 x0an muHym 30, roka oOHa mam [POKOHCYIbMupyemcs»,
«CompyOHuku L|OHa He 3Harnu KaKyto ycriy2y MHe HYXHO rofyHumsay.

Aunarpamma 73. Y4,0B1eTBOPEHHOCTb MO MECTY NOJyYEHUA YCAYru, cpeaHnii 6ann

5,50
5,00
4,50
4,00
3,50
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4,67 4,93

LLOH,N=157 3oHa Egov.kz B Beb6-noptan [ocopran,N=14  Bcero,N=209
LUOHe,N=9 Egov.kz
(elicense.kz),N=3

CoTpyaHukamu LIOHa pecnoHaeHTbl 6onee OOBOMbHbI B 30HE «371EKTPOHHOIO NpaBUTENbCTBAY.

Ouarpamma 74. Y,0B1e€TBOPEHHOCTb KQYeCcTBaMu COTPYAHMUKOB NPU NOSIyYEHUM YCAyru, cpeaHuii 6ann

5,00
4,30
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4,00
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4,79 473 480
4,54
4,45 4,37
locopraH LOH 30Ha e-gov B LIOHe
m KomneTeHTHOCTb = OnepaTMBHOCTb Bexnmsoctb
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BcTtpevatotca cnyyan HeoduumansHoro BosHarpaxaeHus (1,0%) n mMcnonb3oBaHUA NUYHbIX
cBs3en n 3HakomcTB (1,4%). OTmevatoTcs obpalieHns ¢ kanobon Ha KavyecTBO OKasaHus
yenyrm — 7,7%, U3 HUX B nMcbMeHHon doopme — 1,9% u B yCTHON — 5,7%. YO0OBNETBOPEHHOCTb
pecnoHAeHTOB pe3ynbTaTtoM obxanoBaHusa — 3,92%

B npouecce ¢okyc-rpynnoBbIX AUCKYCCUIA yCnyrononyvatenn BblAenmnm OCHOBHblE NpobGremsl,
Ha KOTOpble€ BaXKHO 00paTUTb BHUMAHMUE:

o TexHunyeckun cbor npu nogade OOKYMEHTOB OHnawnH: «C ¢pesparns s nucas, u OHU 00
cux 8 obpabomeke, m.e. ecriu MOXHO MOCMompems 3anpoc, nepedaHHbili 8 06pabomky,
m.e., mam omeema Hem, xomsi, koeda 3arnosiHaelwb mam, namHaduame paboyux OHel
HanucaHo» (AcmaHa).

e Het obpaTHOM CBsI3M Mpu nogade OOKYMeHTa oHnawH: «[a, s eom nepuoduyecku 8
Mecsy, 00UH pa3 3axoxy, Mo8mMopHo nodaro, dymMaro MoOXem mam Kakol-mo 2/1H0K ecmb,
u cnedyrowul 6ydym paccmampugames. Ho oHu makxe 8 obpabomke», « TexHUYECKU,
0a, OoHU MHe omeemursnu, 4Ymo ece npasusibHo. OHU MHe ewe noobewarnu, 4mo
MO380OHAM KaK y3Hatom, ro4YeMy OHO He UCIMOJIHIemcs. Tak U He nepe3gsoHUsIu»
(AcmaHa).

e HecornacoBaHHaa paboTa rocyaapCTBEHHbIX OpraHoB: «Apxumekmypa u 3emesibHbie
OMHOWeEHUs, 5 UM nepecbinan ux omeemsl. OHU MOMOM omnpasusiu MeHsi 8 ['eHrnaH.
leHnnaH e2osopum, Mbl He npedocmasnsemM 3eMeribHble ydacmku, mem 6osiee ¢
usnuyamu mbl 800buwie He pabomaem. ObpamHo Hanucan 8 Akumam» (AcmaHa).

o [lpepocTtaBneHne OoTBETa HA NMMCbMO COBEPLLUEHHO APYroro YerioBeka (Ha 4yxoe umsi) ot
rocopraxa.

e HeT oduumanbHOro otBeta Ha Bonpoc: «YcmHo ckasanu mo nu e CIK uému, mo nu
0amb ayKyuoH, 4mo-mo makoe. Ho nucbMeHHo20 omeema ewie Hem» (AcmaHa).

e [lonrne cpoku paccMOTpPEHUs] AOKYMEHTOB.

e HeypoGHbIn rpadmk paboTbl rocopraHa: «He mOHAMHO, noYeMy mosibko 0ea OHS 8
Heder, YmMO OHU 8Ce ocmarslbHoe epeMs Oerlarom U HEB803MOXHO 8 3MmMO epeMs 8
Axkumam 3atimu. Tam xe He mosibko omdersia 3eMeribHbIX OmHoWweHUli 8 Akumame,
mam ewe Kakue-mo omoesibl ecmb, U maM B8€4YHO makue mosnbkl, Kouwmap!»
(Kapaea+da).

e HenpospayHocTb Bcen npouenypbl: «Boobwe HUKMO He 3Haem, 4mo Oename.
[ocopeaH He 3Haem, Kak MHe omeemumbs (38 pa3, amo obwee Kornu4ecmeo
obpaweHuli pecrioH0eHma)». MoxHO nu cornacHo cT.44-1 3emenbHOro Koaekca
NOMy4YMTb Y4acTOK 3eMfM B YepTe ropoda WM HyXXHO >KOaTb TOProB COrnacHo cr.48
3emenbHoro Kopgekca. OdumumanbHOro oTBeTa OT FOCOpPraHoB PECMOHOEHT Tak He
nony4un B TeyeHune 8 mecsaueB. (AcmaHa).

e HekomneTteHTHOCTb coTpygHukoB LIOHa: «Hu e odHom LIOHe, s obpawanace e dea,
MeHs1 0axke He npoKoHcynbmuposanu. OHU 2080psiM HanpsMyto udume unu 8 Akumam,
urnu 8 3emesibHbIlU Kadacmp, Mo ecmb mMorsibKo mak» (KapazaHda).

Mpuuyem gaHHas ycryra Ha AaHHbIi MOMEHT He JOCTYMHa AnA OTAENbHbIX PErvoHoB, a Ans
nogaun 3asBku no r.ActaHa HeoBGXOAMMO HanpaBWUTb 3anpoc B yNpaBleHWe apXUTEKTypbl W
rpagocTpoMTENnLCTBA’.

BbIBOABI U PEKOMEHAal U 10 ycJiyre

o [logpobGHbin Ou3Hec-nnaH nonydeHns ycnyrn: «bonee nodpobHyro uHghopmayuro
npednoxume, Moxem Oaxke nowazosyto uHcmpykyuro» (BKO,Cemed).

% http://egov.kz/cms/ru/services/natural_resources/e_089
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o MHamBmayanbHbI NOOXOA4 K KaxXOOMY yCryrononyyaTento, pekoMeHgauum no
obcToATenbCcTBaM.  YyacTHuue  doKyc-rpynnbl 13  ACTaHbl  OTKasbiBalwT B
npegocTaBneHu JaHHOW YCNyrn us-3a He3akOHHOW BPEMEHHOW NOCTPOMKU, B KOTOPOMU
N3-3a CNOXMBLUNXCS OOCTOATENBLCTB MNPOXMBALOT.

e YBennyeHuMe 4acoB Mpuvema B yMpaBfieHUn 3eMefibHbliX OTHOLUEHWN: «Pacwupume
epachuk omdOena 3emesibHbIX OMHOWeEHUU Akumama, 4mobbl OH b6onbwe
KoHcynbmuposgasn» (KapazaHda).

e CoKpalweHne cnucka [OOKyMeHTOB: «[lepecmompemb Criucku OOKyMeHmos 3a
npedocmassieHUe 3eM7u, MomoMy 4YmMO MHE KaXemcsi HEeKOmopble 6euu MOXHO
npocmo ybpamb. Harnpumep, Hekomopbie OQOKYMEHMbI HYXHO rfpusiazamb MOJIbKO
HoOmapuasibHO 3aB8EpPeHHbIe, U3BUHUME MEHSl, HomapuasibHO 3a8E€PEHHbIE HYXHO
nnamume. Mmak MHO20 3a 4mo niamumM, rnovyemy Mol QOSKHbI, MOMOMYy 4mo Koeda s
um rnipunazana moada, 8 3emesibHOM Kadacmpe, 51 e MoKasblgaro 80m opuauHasi, eom
Kornusi, noyemy y MeHs1 3abuparom HOomapuasbHO 3a8epPeHHble, MHE HUKMO He
go3gpalwjaem amo, 3a 3mo naamumcs, xoms 1 omoaro 07l CPAaBHEeHUsT U opuauHar, u
konuro. MHe kaxxemcs amo HernpasusibHo» (KapazaHda).

B uenom nonyyeHne gaHHOWM ycnyru Bkr4YaeT B cebsi nornyyeHne Apyrmx ycnyr, Tpebytowmx
onpefeneHHbIi 3HaHui, ycunuii u 3aTtpaTt. OTcloga BbiTEKAOT BCe NPOGNEMbl — HEMOHSTHBbIN
anroput™ gencteuin. OgHUM 3asiBNeHneM AOSKHbI COrNacoBbIBATLCS, pellaTbCsi BCe BOMPOCH,
CBsi3aHHbI€ C MOSlyYeHeM yCnyru.

YcnyrononyyaTtenu CTankuBalTCA C HapylleHWeM npoueaypbl NpefocTaBneHus ycrnyru co
CTOPOHbI rocopraHa. Heobxoammo ob6ecneuntb NPO3pavyHOCTb U OTKPBLITOCTb paboTbl rocopraHa
No AaHHOW ycnyre.

47. NepeBoa, n BOCCTaHOB/IEHUE 06yyaloLWmMXca B opraHusaumuax obpasosaHus,
peanusylowmx obpasosatesibHble NPOrpaMmmbl TEXHUYECKOTO U NpodecCMOHANbHOrO,
nocnecpegHero obpasoBaHusA

061masa nHpopmManmsa o rocycayre

FocymapcTBeHHass  ycrnyra  OKasblBaeTCA  OpraHm3aumsaMn  TEXHUYECKOro U
npodeccuoHanbHoro, nocriecpegHero obpasosaHus.

Mpuem 3asBneHus w Bblgada pesynbTata OKa3aHUA roCygapCTBEHHOM YCNyru
OCYLLIECTBNAOTCA Yepes KaHLEensapuro ycnyrogaTtens.

Cpoku okasaHus rocyaapCTBEHHOW yCnyru: ans nepesoja — B TedeHne 1 mecsaua, ans
BOCCTaHOBIIEHUS — B TEYEHMEe 2 Hedernb.

dopma okasaHusa rocygapCTBEHHON ycnyrn: BymakHas.

Pe3ynbTaToM OKasaHus rocyaapCTBEHHOW YCNyrn sIBNSETCA Mpuka3 O nepesoe wnmu
BOCCTaHOBNEHMN oby4vatomnxcs B y4ebHoe 3aBeeHne TEXHUYECKOro U NPodecCUoHanbHOro,
nocnecpegHero obpasoBaHus.

dopma npegocTaBneHns pesynbrtarta OkasaHUs rocyaapCTBEHHOW yCryrn: GymakHas.

locypgapcTBeHHas ycrnyra okasbiBaeTcss 6ecnnatHo U3nMYeckum nmuam.

OCHOBHBIE pe3y/bTaThbl HCC/IEA0BAHUA

Y[ooBneTBOPEHHOCTb Ka4eCTBOM OKa3aHus ycnyrun [lepeeod u eoccmaHosneHue obyqaroujuxcs
8 opaaHu3ayusix obpasosaHus, peanusyrouux obpasosamersibHbie npoepamMmMbl MEXHUHECKO20
U ripogheccuoHasnbHO20, riocriecpedHez2o obpasogaHus Ha ypoBHe 4,71 6annos, gons
MOSTHOCTbLIO YOOBMETBOPEHHbIX YCryron — 76,2% pecnoHAeHTOB.
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Bcero 661110 onpowueHo 206 pecnoHgeHTa, ns Hux 100% nonyyanu ycnyry Yepes obpalleHve B
y4yebHoe 3aBefeHue.

Ta6m4u,a 56. OLeHKM YA0BNETBOPEHHOCTM KAYeCTBOM OKa3aHUA rocyAapCTBEHHbIX YCAYT NO pe3yabTaTtam OGIJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHOeHTOB 1 1 6 41 157
Konnyects
° ecTBO 0,5% ,5% 2,9% 19,9% 76,2%
pecnoHaeHToB, N

YaoBneTBOpeHbl AOCTYMHOCTBIO M OTKPbITOCTbIO MHGopmauun yenyrm 81,4%, B cpeaHem Ha
4,76 6anna. AICHOCTbIO U OOCTOBEPHOCTbIO MHAOPMALMM MOSHOCTBIO yAoBneTBopeHbl 78,8%
pecnonaeHToB (4,74 6anna).

HecmoTpsi Ha TO, YTO 3HaAYMTENbHAs YacTb yCnyrononyvarenen BNOMHE LOBOSbHbI KAYECTBOM
OKasaHusa ycryr, 4acTo BCTpeyanncb KOMMEHTapun O TOM, Y4TO MHGOpMaUMsa pasnuyaeTcs: «B
pasHbix Konnedxax pasHass uHgopmauus», «llpuwnocs doeesmu cripasky ¢ mecma pabomei
podumeneli», «[locmynana e Konnedx coscem Ha Opyayto crieyuarnbHOCMb, a Koada npuwrna
yyumcsi Mecmo rnpozpaMmmucma 4yms fiu He cmosspHoe Oeno. [Npuwriock nepesecmuch C
6oemy.

B pesynbtate wuccnegoBaHua 77,9% ONPOLWEHHbIX PECNOHOAEHTOB ObliM  NOMHOCTBIO
YAOBNETBOPEHbI CpOKamMn okasaHus ycnyrm u B 73,5% cnyyasx - cbopoMm M noaroToBKOM
AOKYMEHTOB.

MHorve roBopsaT O TOM, 4YTO nNpobnem npu nepeBoge He Obino: «[llepesod ocywecmeurnu
bbicmpo, 6e3 nuwHux 3ampam no epemeHu. Cripasku cobpaHbl ece cpady». TeMm He MeHee, y
TeX, KTO NepeBOAWSICHA, 4acTO BO3HWKAKOT MPETEH3UM NO Cpokam NpeaoCTaBreHus YCnyru:
«llepebilti konnedx He omdaean OOKyMeHMbIl, 005120 He Moasa nocmynumey, «HyXHO
rnobbicmpel pewamp 80r1poc ¢ nepesodomy, « To dupekmopa Kosnnedxa He bbiio, mo neyamu
Hem, mo 4eriogeka y Ko20 Mou OOKyMeHmbl Hem, xoduna mecsuy», «He moazna 3abpamb
0oKymeHmMbI U3 Kosiiedxa, C Komopoz2o rnepesoduniacby, «5 uenbil Mecsy 4ymb Jlu HU
KaxxObll OeHb xodura, Ymobbl MEHST nepesesiuy.

Mpn BOCCTAHOBMEHMW, Kak MpaBWMO, CrOXHOCTEM He BO3HUKAET: «Bce 6bi10 6bicmpo.
BoccmaHosursics, cOan ak3amMeHbl, nosyyusi Quniomy.

Ycnyra okasbiBaeTca 6ecnnaTtHo, criydyaeB onnatbl He BCTpedanock: «[lepegod becrinamHabid.
Bbbinu ¢puHaHcosble 3ampambsl Ha nanku, ¢adnsl u m.0.», «llepesod 6ecrnamHbil, HO
MedoCMOMpP U Ha KCePOKCbI nompamusiu MHO20 OeHezay

KoMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunn 78,6% ycnyrononydatenen (4,73 Ganna).
BexnuBocTte coTpyaHukoB ygosrneTBopuna 76,6% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,70 Ganna. OnepaTuBHOCTLIO COTPyAHMKA YOOBMETBOPEHbI 76,1% pecnoH4eHTOB
(4,67 6anna). 75,1% pecnoHOEHTOB LOBEPSIOT ycryrogaTternto, CpegHsAs OueHKka cocTaBuna
4,69 6anna.

K coxaneHuio, coTpyaHuKM y4ebHbIX 3aBedeHWU He Bcerfga onepaTtvBHbl, BeXnuBbl: «/Josi20
Xx0anu compydHuka, MOCMOSHHO omesieKkanachb mo Ha jirdel, mo 8 menegoH», «A6CoMoMHoO
HezpaMOmHble U HEKOMemeHmMHble CcOmpyOHUKU. HyXHO HaHuMamb Ha 3my OOJIKHOCMb
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MOJI00bIX, 3HEPaUYHbIX, 20mo8bix pabomamsb siodeli», «[upekmopa Hem Ha mecme, 00si20
Xxoarny.

Awnarpamma 75. OcHOBHble NOKa3aTenu no ycayre

4,80
4,78
4,76
4,74
4,72
4,70
4,68
4,66

N [ons oueHMBLIMX Ha 5 6anng§,4% == CpeaHnin 6ann

BcTtpevatotca cnyyan HeodwmumansHoro BosHarpaxaeHus (1,0%) v ucnonb3oBaHWUs NMYHBIX
cBsasen n 3HakomcTB (1,0%). [ons xxanob B ycTHon popme — 0,5%.

B dokyc-rpynnoBoii guckyccum nNo  OGCYyKAEHWIO yCriyrM MPUWHSNAW  y4acTue Te, KTo
BOCMOSIb30BaNMCh YCryro Ans CMeHbl y4eBHOro 3aBefeHusi, a Takke Npu 3akpbITUM rpynnbl
Wnn cneumansHocTM. B uenom, cpokamu nomnyveHus ycnyr [oBOSbHbl. HeobxoanmocTu
AaBaTb HeodmumManbHoe BO3HarpaxaeHve Ans noryyeHus AaHHOW yCryru UM Mcnonb3oBaTb
NUYHbIE CBA3M Takke He Gbino.

Y4acTHUKM OTMeYarnu, 4To 13-3a pasHuLbl B y4eOHbIX NpOrpaMMax O4eHb CITOXXHO NepeBeCcTUCh
13 OQHOrO Konnegxa B ApYron Ha Ty Xe cneumanbHocTb 6e3 notepu kypca: «Ha mom xe Kypc
He rosy4usiocb, MOMoMy 4mo 8 mom Kosneodxe, 20e y4unucb Mbl, bbinu dpyaue npedmMemel, y
Hac nosny4unocb HecosnadeHue, U Mbl He Moau rnPodomKUMb 0by4YeHUe Ha MOM Xe Kypce»
(BKO, a.Yparbck).

Kpome Toro, BbISIBNEHO, YTO ycnyra vaile Bcero BocTpeboBaHa B NneTHbI nepuod (nepvog
NEeTHMX KaHUKYI 1 nepexoa C OJHOro Kypca Ha gpyron). Ha aTo xxe Bpemsi NpuxoamuTcs oTnycK
BonbLINMHCTBA COTPYAHMNKOB y4ebHbIX 3aBeeHui. B ntore nepeBoa MOXeT 3aHATb O4EHb MHOMO
BPEMEHW, CUIN U XOXOEHWN, TaK Kak HeT KIYeBblX COTPYAHMKOB Ha mecTe: «/[o 23 aszycma,
HeoOHoKpamHo xoduna, a OOKyMeHmbl He Moaria rnofy4Yums. Tak Kak 2080pusiu, 4mo ece 8
omnycke. Memoducm, komopsbll 8bidaem OOKyYMeHmbl, makxe 8 omrycke. TosnbKo rocre
eMewamersiscmea podumersiel, OHU 8bld0anu MHe akaleMUu4YecKyr Ccrpasky u ammecmam.
Ecnu 6b1 He nonyduna ux 23.08.20182., mo yxe s He cmoana bbl nepesecmucb 8 dpyaol
KonneOx» (TalHbIU noKynamersib U3 2.YparsbcK).

OaunH y4vacTHUK OOKYC-rpynnoBON OUCKYCCMM COOOLUMN O MO34HEM YBEAOMIIEHUN 3aKpbITUN
rpynnbl: «Mbl y3Hanu 0 mOM 4YmMO y Hac creuuanbHOCMb 3akpbleaemcsi 3a Hedesnw, U
rnonyyaemcsi y Hac 6blna mosnbko Hedersns 0nsi moe2o Ymobel cobpampb ece OOKyMeHmMbl: 1ubo
CMeHUmb crieyuanbHOCmMb, flubo ocmambcss mam xe...Bce bbinu 8 ommyckax, Obil0 OYEHb
0oneo, msixkenox»(3KO, e.Ypanbck)
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BbIBOABI M peKOMEeHJalMu 110 ycjiyre

Ha cante kaxgoro y4yebGHOro 3aBefeHusi criegyeT pasMecTUTb YETKYHD CXemy (perfameHT)
nony4veHus ycnyrmn «NepeBoa n BOCCTaHOBNEHNE 0By4valoLmnXcs B opraHm3aumnsax obpasoBaHus,
peanusyowmx obpasoBaTesfibHble  NporpammMbl  TEXHUYECKOTO U NPOdeCcCUOHanbHOro,
nocnecpegHero obpa3oBaHWsi», BO3MOXHO B BuAe WHMOrpadukm C YETKUM MNepevHeMm
HeobXoaNMbIX JOKYMEHTOB U LLAroB.

Ha nepuog neTHMX OTMYCKOB YETKO Onpenensite COTPYAHMKOB, OTBETCTBEHHbIX 3a NepeBos
CTYOEHTOB W y4almnxcsl, Kpyr Ux 06513aHHOCTEN 1 OTBETCTBEHHOCTM!.

WckniounTb npoueaypy COrnacoBaHUsi U NOAMNUCHIBAHMS [OKYMEHTOB YCIyrononyyatensiMu:
CTyOeHT/yyaluminics caan nakeT AOKYMEHTOB Ha NepeBof M A0IMKEH 3abpaThb yKe noanMcaHHble
AOKYMeHTbl Ans cpaum B gpyroe ydebHoe 3aBegeHve. CobupaTb nognucu sBnsieTcs
006513aHHOCTbIO COTPYAHMKOB Y4eOHbIX 3aBedeHWui. [Ins pelleHus 3TMX BOMPOCOB crieayeT
pa3paboTaTb pernamMeHT: MpUHSATME LOKYMEHTOB MO ONUCKU C ykasaHWem AaTbl MPUHATUS W
Bbldayen yBeOOMIIeHNsl, B KOTOPOM YyKasaHbl: [aTa MonyYeHusl JOKYMEHTOB, AaTa Bblgauu
pesynbTar.

PaCCMOTpeTb BO3MOXXHOCTb nepesona ycrnyru B SJ'IeKTpOHHbIIZ d)opmaT.

MpoBOANTL TPEHWHTN C COTPYAHMKAMM Y4eOHbIX 3aBedeHWUA MO KIMEHTOOPUEHTUPOBAHHOCTM
(BaXKHbIA MOCLIN B 3TUX TPEHWHrax — COTPYAHUKM NPEeAOCTaBNsOT YCNyru, CTYAEeHTbl M
yyalumecsi — nony4aTtenu aToun ycnyru).

48. OKasaHue KOHcy.ﬂbTaTMBHOVI nomouin cembam, BOCNMUTbiBalOLWLLUM ,D,ETEﬁ C
OorpaHN4eHHbIMU BO3MOXKHOCTAMMU

O61masa nHdopmanusa o rocycayre

"ocynapcTBeHHas ycnyra okasbiBaeTcs peabunutaumMoHHbIMU LeHTpaMu, kabnuHetamm
MCUXONOro-neaarornyeckon KoppekLumn.

Mpuem 3asBneHWss M Bblgada pesynbTaTta oOKasaHuUs rocy4apCTBEHHOW YCryru
OCYLLECTBNATCH Yepes KaHLenspuio ycnyrogatens.

Cpoku okasaHusa rocygapCTBEHHON ycnyrm — He 6bonee 60 MUHYT.

dopma okasaHusa rocyaapCTBEHHOW ycryrn: BymaxHas.

PesynbTaTomM  oOKasaHuA  rocyfapCTBEHHOW  YCNyrm  ABNSETCS  NUCbMEHHas
pekoMeHJauusa ceMbe, BocnuTbiBaoLwen pebeHka ¢ orpaHUYeHHbIMY BO3MOXHOCTAMM.

dopma npegocTaBneHns pesyrnbTata okadaHus rocyfapCcTBEHHON ycnyrn: BymaxHas.

"ocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTtHO u3nyeckum nuuam.

OCHOBHBIE pe3yJjbTaThbl HCC/IEAO0BAHUA

YOoBNeTBOPEHHOCTb KayeCTBOM oOkasaHus ycnyrm OkasaHue KOHCYrnbmamueHoU rnoMowu
cemMbsiM, eocrumsiearowum Oemel C 02paHU4YeHHbIMU B03MOXHOCMSAMU Ha YypoBHe 4,73
6annos, 4ONSA NONHOCTLIO YAOBNETBOPEHHbIX YCyron — 77,7% pecrnoHOEeHTOB.

Ta6m4u,a 57. OueHKku YAOB/IETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBEeHHbIX YCNYr No pe3y/ibTaTamMm OGUJ,ECTBGHHOFO
MOHUTOPUHra

1 6ann 2 banna 3 banna 4 6anna 5 oannos
[onsa pecnoHaeHTOB 0 1 7 37 157
KonnyectBo
0,0% 0,5% 3,5% 18,3% 77, 7%
pecnoHaeHToB, N
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Bcero 6bino onpoweHo 202 pecnoHaeHTa. YcnyrononyyaTenu npu nogayve 3asBeHns HUKaKmx
npobnem He ucnbiTbiBanu (80,9%) 1 NO3UTMBHO OTHOCATCH K peKkoMeHAaumMsM, Nofy4YeHHbIM OT
crneumanmctoB. MoXHO OTMETUTb NULWb HE4OCTaTOK MHpopMaumMm Ana ycnyrononyyatenen m
oXugaHue B oyepean (Mecsauamm).

YaoBneTBOpeHbl AOCTYMHOCTBIO U OTKPbITOCTBIO MHGopMauun yenyrn 76,0%, B cpegHeM Ha
4,71 6anna. SICHOCTbIO U OOCTOBEPHOCTBID MHAOPMAaLMKN MOSHOCTLI0 yaoBneTBopeHbl 78,1%
pecnonaeHToB (4,71 6anna).

B pesynbtate wuccnegoBaHus 73,2% ONPOLWEHHbIX PECNOHOAEHTOB ObliM  NOMHOCTLIO
YAOBMNETBOPEHblI CPOKaMu oOKasaHua ycnyrn. CpoK oOkasaHusi OAHHOW KOHKPETHOW YCnyru
orpaHuymBaeTtca 60 MUWH. no crtaHgaptaM. B gaHHOM criyyae HyXHO NOAYEpPKHYTb, YTO Ha
OLL€HKY MOBIMANO OXnaaHne odepeamn Ha npuem.

«MoxHOo bbir10 bb1 cpa3y ecmamb 8 o4epeldb, O Poxox0eHus1 criedyrouwieli KOHCYIbmauuu,
a mak ecé xopouwo», AnmamuHckasi;, «[onaosamo rnpuxodumcs x0amp 3arnucu, m.e. ceoel
oyepedu», «bonbwue 3anucu, m.e. o4epedb Ha rnpuem K creyuanucmam», «Mbi udem c
pebeHkom 8 mpemuli pas. [lepebili pa3 mbi xdanu 200, emopol pa3 — 6 mecsues. XoOum Ha
KOHCcynbmauuro kaxoble 3 mecsaua», «3anucu Ha mecsya enepedly, CKO; «OueHb 005120
npuxodumscs x0amb 3anucb Ha KOHCynbmauur», AcmaHa;, «O4yeHb 0onieo xOanu rnodanu
3asierieHuUe 8 ¢hesparie, rnonanu Ha riedeHue mosbKo 8 asaycmey, KapacaHOuHckas,; «XKdeanu
uenelli Mecsy Onsa rnorydeHUss mecma Orisi KOHCy/fibmamueHou rnomouwiu. XKenamersbHo
nonyyame mecmo bbicmpee», «Obpamurnuchk ¢ ycriyeol 8 dekabpe, a nonyqunu 8 anpersne. 4
mecsua x0anu — Oymanu, 4mo npudemcs obpawambscs K namHbiM crieyuanucmamy,
lMasnodapckas, «[oneo xO0anu pe3ynbmam, ronanu Ha KOppekyur 4depe3 2-3 mecsuyar,
KapaesaHduHckasi.

KomneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 71,1% ycnyrononydatenen (4,70 6anna).
BexnuBocTtb coTpygHukoB yposnetBopuna 73,7% pecnoHOeHTOB, yOOBMETBOPEHHOCTb Ha
ypoBHe 4,71 6Ganna. OnepaTuMBHOCTbIO COTPYAHMKA yAoBneTBopeHbl 68,8% pecnoHaeHTOB
(4,64 6anna).

«llo 6ymacam cmompsim, He obpawas eHumaHusi Ha pebeHka», Kambbinickas;, «Bce kak
nionanoly, AnmamuHckas, «Ecnu yeenuyums qucio compydHukoe PL|, 6bir0 bbi fiydwe, HO 8
uesniom Herrioxo», AkmrobuHckas, «lpuwnu Ha npuem Ha 00uH OeHb paHblie cpoka. [osenu
0o cnes, He xomenu npuHumamse», CKO.

BonbwuHcmeo pecrioHO0eHmMo8 0aem Mo/I0XXUMEsbHY0 OUEHKY: «Becb nepcoHan o4eHb
gexnuebil, 0obpoxenamerbHbil, 6HUMamerbHbIlU», Anmamsbl;, «O4yeHb OoCmyrnHO 8cé
obbscHunu. Xomernock 6bl coeduHums nozoneda, deghekmorsioaa u rcuxosioea emecme», 3KO.

74,1% pecnoHOeHTOB JOBEPAOT ycnyrogaTtento, cpeaHsis oueHka coctasuna 4,70 6anna.
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Awnarpamma 76. OcHOBHble NOKa3aTenu no ycayre

4,90 85

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann
80,9

4,85
4,80
4,75
4,70
4,65
4,60

4,55

CnyyaeB HeohULManbHOMO BO3HArpaXxaeHus n UCnonb3oBaHNA NMUYHbIX CBA3EN N 3HAKOMCTB He
oTMevatoTcs. [lons xanob B ycTHon popme — 1,5%.

YyactHuku O Bbigenunu psig BaHbIX Npobrem, Ha KoTopble Heobxogumo obpaTutb
BHMMaHue:

e [InutenbHoe oxuaaHue B odepean: «Ymobbi monacme Ha KOHCYfbmauuro, HY)XHO 3a
0sa mecsua erieped 3anucbieamscs» (AcmaHa);

e «MHo20 demok, a kabuHemos marnox», 3KO;

e MHorme cembM CTECHSIOTCA MOKasbiBaTb AeTen, ocTaBnsas ux 6e3 HeobxoaMmown
nomowum ans passutusa (3KO);

¢ HepoctatouHocTb MHMOpMauun: «MHbopmayuoHHas npobrnema ecmeb. Xomersnockb bbi
makxe nodenumscs C Opyaumu podumensamu. Yacmo rosny4aem  rone3Hyro
UHgopmayuto om dpyaux makux xe podumernel Kak Mbl», AcmaHa.

BeiBOABI U PEKOMEHAAalUH 110 yCJiyre

OCHOBHble 3ameyaHusi ycryrornosyyateneil KacaTenbHO [OCTYMHOCTM MHdopMauumM o
MONy4YeHUn YCryrm U OOCTYMHOCTV KabWMHETOB Koppekuuu. JnuTenbHoe oxuaaHue B oyvepeam
OTMEeYaloT MosyyaTenm ycryrm u3 pasHbiX PervoHoB.

B HacToswee Bpemsa Bce Gonblie OTKpbiBaeTCA KabOMHETOB KOPPEKUWUW, HO KaK MOKa3biBalOT
pesyrnbTaTbl UCCNEA0BaHMS UX NOKa HEAOCTATOYHO: «Xomesiock 6bl, Ymobbi KITK omkpsieanu
nobornbwe, celldac O4eHb MHO20 OemoK, KOmMOPbIM HyXHa rnomMowk. Ecnu paHbwe mMamoyku
XasiamHo OMHOCUSIUCHL K 3mMoMy, celidac MaMbl Yauwie cmarsnu obpawamacCs, y8enu4yurcs nomok
Mam, a KOppeKUUoHHbIx kabuHemos u MNMIIK 6onbwe He cmarno» (AcmaHa).

PerynapHoe nonyyeHue koHcynbTauunm B KIMK: «Xomenocb 6bi yYawe nonydame ycriyay.
Celivac 2o80pssm, MHO20 demuuiek cmaHo8umcs 8 o4epedb» (AcmaHa).

KoHcynbTaumm no nonyyvyeHutio JaHHOW ycnyrn no tenedoHy: «Xomesnocb, 4Ymobbl y HUX Ha
mernegoHe 4Yernosek cudesi, Komopbil HaMm KOHCynbmauuto Oasan» (AcmaHa), «Xomesock
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makxe, 4mobbl omeeyasiu Ha 380HKU, Ko20a xo4yewb 3anucameCs Ha KoHcyrnbmauuro. OHU
mersnegoHbl HEe NodHUMarom, npuxooUMCs K HUM JIUYHO €30umb U 3anucbkiéambCs, 4mobbl
mOoYHO rnonacme Ha ripuem» (Acmara).

Bbonbwe nHdopmuposate Hacenenme o geatrenbHocTn KIMIMK n PL: «Pacckazamb 06 amol
ycriyee Ha 20cydapCmeeHHbIX KaHasiax, pacrpocmpaHumbs UHGOpMauyuto rno coyuasrbHbIM
cemsam». Mcnonb3oBaTb pasfUyHble WUCTOYHUKM MHAOPMauUUM (MeponpusaTus, couumarnbHble
ceTu n ap.), Anga Toro 4tobbl JOHECTU OO0 CeMeun, BOCMUTLbIBAKOWNX AeTer C OrpaHUYeHHbIMM
BO3MOXXHOCTAIMM, O NOAOOHLIX ycnyrax.

49. OnpepeneHue AeNIMMOCTU U HEAENTMMOCTU 3eMe/IbHbIX Y4aCTKOB

O61masa nHdopmanmsa o rocycayre

[ocymapcTBeHHas ycnyra oOkasblBaeTCsi MECTHbIMU  WCNOSTHUTENbHLIMW  OpraHamu
obnacten, ropogosB AcTaHbl U AnimaTbl, paioHOB, rOPOAOB 061ACTHOrO 3HAYEHWUS.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs rocy4apCTBEHHOW ycnyru
ocyulecTtensaeTcsa Yepes [fockopnopaumio.

Cpok okasaHusi rocygapcTBEHHOM ycnyrn — 15 kaneHgapHbIX AHEN.

dopma okasaHunsa rocygapCTBEHHON ycnyru: OymakHas.

PesynbTaT oKasaHMs roCydapCTBEHHOW YCNyrm — onpefeneHne [enuMmoctu u
HeaenMMOCTUN 3eMerbHbIX Y4acTKoB, MO0 MOTMBMPOBAHHLIM OTBET 06 oTKase.

dopma npegocTaBneHns pesynbrtarta OkasaHUsa rocyaapCTBEHHOW ycnyri: GymakHasi.

ocypapcTBeHHas ycnyra okasbiBaeTcs 6GecnnaTtHo (OU3NYEeCcKMM W IopuanYecKnm
nuuam.

OcHOBHBIE pe3yJibTaThl UCC/IeJ0BAaHUSA

Y[ooBneTBOPEHHOCTb KauyecTBOM OKa3aHus ycnyrn OnpedeneHue denumocmu u Hedessumocmu
3eMeribHbIX y4acmKog Ha ypoBHe 4,62 6annoB, 4ONSA NOMHOCTbIO YAOBNETBOPEHHbIX YCIYron —
68,9% pecrnoHOeHTOB.

Ta6m4u,a 58. OueHkun YAOB/NIETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBEHHbIX YCNYr No pe3y/ibTaTamMm OGLLI,ECTBEHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 3 8 53 142
KonnyectBo
0,0% 1,5% 3,9% 25, 7% 68,9%
pecnoHaeHToB, N

Bcero 66110 onpolweHo 206 pecrnoHaeHTa, 13 HMX okono 78% obpaluanuck B fockoprnopauuto un
oKono 27% B rocopraH (ycnyronony4daTternb Mor obpalaTbCsi B rocopraH 1 B fockopnopawmio).

YaoBneTBOpeHbl AOCTYMHOCTBI M OTKPbITOCTBIO MHGopMauumn yenyrm 72,6%, B cpegHem Ha
4,65 6anna. AICHOCTbIO M AOCTOBEPHOCTbIO MH(pOpMaLUMM NOMNHOCTbIO yaoBneTBopeHbl 74,4%
pecnoHgeHToB (4,67 6anna).

B pesynbtate wuccnegoBaHua 71,1% ONPOLIEHHbIX pPecrnoHAEHTOB Oblfiv  NOSIHOCTLIO

yOOBMNEeTBOPEHbl CpoKamu okasaHus ycnyrm u B 73,9% cnyyasx - cOopoM M noaroTOBKOW
[IOKYMEHTOB.
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«CompyOHUKU He 3Harom ceou o0bsi3aHHOCMU, O4YeHb Qorizasi ycriyea riodadyu AOKyMeHmay,

3KO;

«baza 0QaHHbIX HeKoppekmHo omobpaxana uHghopmauuro,

4mo rpusesio K

00noNHUMEsIbHbIM MaHUnyaauusaM u rnomepe u4Ho2o epemeHu», BKO; «Cpoku MOXHO
cokpamums 0o 10 OHelin, Ambipay; «Hado yckopumse npouedypy», AcmaHa

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 68,6% ycnyrononyyatenen (4,63 6anna).
Bexnueocte coTpyaHukoB yposrneTtBopuna 74,5% pecnoHAeHTOB, YOOBMETBOPEHHOCTb Ha
ypoBHe 4,72 6anna. OnepaTMBHOCTbIO COTpyaHWKa yaonetBopeHbl 69,0% pecnoHaeHTOB
(4,62 6anna). 72,6% pecnoHAEHTOB OOBEPSAIOT ycryrogaTternto, CpefHsAs OueHka cocTaBuna
4,67 6anna.

«Cmornbko compyOHuKos, a pabomatom o4yeHb MedrieHHO», MaHaucmayckas; «3adaewb 00UH
goripoc, 2o08opsim — Opyzoex», AcmaHa;, «CompyOHUKU OorycKanu MHOXecmeo Oowubok 8

npouecce obpabomku OoKymeHmos», «3abbiiu nocmasums wmamn 8 OoKymeHmey», BKO

Ounarpamma 77. OcHOBHble NOKa3aTenu no ycnyre

4,74
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4,60
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4,67 68

Y[OoBNeTBOPEHHOCTb kavyecTBOM okasaHus ycnyrm B LIOHe HemHoro Bbiwe (4,63 6Ganna,
N=158), yem B NocopraHe (4,59 6anna, N=44 6anna).

YposneTBopeHHOCTb coTpyaHmkamu LIOHa Bbiwe, 4em B rocopraHe.

Anarpamma 78. Y4,0BNeTBOPEHHOCTb KauecTBaMu COTPYAHMKOB NPU NOAYYEHUU YCAYrU, CpeaHunii 6ann

4,80
4,70
4,60
4,50

4,40

4,54

4,53

4,60

[ocopraH

B KOMNeTeHTHOCTb

= OnepaTMBHOCTb

4,63

4,61

LIOH

BexknmBocTb

4,73
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Cnyyaun HeodmumanbHOro BosHarpaxageHusi coctaBunm 1,5% n ncnonb3oBaHMst NIMYHbBIX CBA3EWN
n 3HakomcTtB 1,0% OTmevatoTca obpalleHuns ¢ xanobon Ha kavecTBO okasaHusa ycnyrn — 1,9%,
13 HUX B NUCbMeHHon popme — 0,5% un B ycTHOM — 1,5%.

BblBOﬂbI H pEKOMEHJAllui 110 yciayre

Mpouecc cbopa wu nogayunm LOOKYMEHTOB He SBMSAKOTCA MNPOCTbIM M MOHATHbIM  ANS
ycniyrononyyatenen: «bezamb mo 6 3emeribHbIl - mam akm, nomom onsime 8 L|OH, mam Hado
bpamb 6ymazy c riecHo20 xo3zslicmeax. PecnoHpgeHTamm Obinn nNpeanoXeHbl criegylouine
Mepbl MO YNyYLIEHWIO Ka4yeCcTBa YCyru:

e PaspaboTtka nogpoGHOro anropytMa nonyyYeHusa ycnyrm, B 4acTHocTu cbopa
AOKYMEHTOB

o CokpaleHue cpoka okasaHuda ycnyru go 5-10 gHen;

e [lpegoctaBnTb BO3MOXHOCTb MpOCMexumBaTb dTanbl npoueaypbl NpefocTaBneHus
rocycnyru.

50. OpopmneHue [OKYMEHTOB HAa UHBAZIMAOB ANA NPeAOCTaBAEHUA UM NPOTE3HO-
opToneAuYecKkoit nomoLm

0O61masa nHpopmanmsa o rocycayre

FocynapcTBeHHas ycnyra oOkKasblBaeTCHd MECTHbIMU  WUCMOMHUTENbHBIMWU  OpraHamu
ropogoB ActaHa n Anmartbl, paioHOB 1 ropoAoB 0611acTHOro 3HayYeHus.

MNpuem 3asBneHMs W Bblgaya pesynbTata OKa3aHUA roCyAapCTBEHHOW YCnyru
ocylecTBnAwTCA Yepes: [[lockoprnopauuto, ycnyrogaTtens.

Cpok okasaHus rocygapctBeHHon ycnyrn — 10 paboumx gHen.

dopma okasaHusA rocyaapCTBEHHOW ycrnyrn — BymakHas.

PesynbTaT oOkasaHWsi rocygapCTBEHHOW ycnyrn: yBegomreHve 06 odopmMieHum
AOKYMEHTOB B MpOU3BOMbHOW OpMe Ha MpefocTaBfeHne C YyKa3aHMeM CpOKOB
npefocTaBneHNs MHBanNMAaam nNpoTe3HO-opToneaMyYecKon NOMOLLM.

dopma npegocTaBneHns pesyrnbTata okazaHus rocy4apCTBEHHON ycryru: BymaxHas.

FocynapcTBeHHas ycrnyra okasbiBaeTcs 6ecnnatHo ou3nyeckum nuiuam.

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YA0BNeTBOPEHHOCTb KadecTBOM okasaHua ycnyrn OgbopmrieHUe GOKYMEHmOo8 Ha UHeasiudos
019 npedocmasneHusi UM rnpome3Ho-opmorneduyeckol noMowu Ha ypoBHe 4,62 6annos, gons
NMONIHOCTLIO YAOBMNETBOPEHHLIX ycryron — 67,9% pecnoHOeHToB.

Ta6bauua 59. OLeHKM yA0BAETBOPEHHOCTU KaueCcTBOM OKa3aHUA roCcyAapcTBEHHbIX YCIYr MO pe3y/ibTaTam 06LeCcTBEHHOro
MOHWUTOPUHIa

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHTOB 1 0 10 56 142
Konudecrso ,5% 0,0% 4,8% 26,8% 67,9%
pecnoHaeHToB, N
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Bcero 6bino onpoweHo 209 pecnoHgeHTa, u3 HuUx okono 59% nonyyanu ycnyry 4vepes
lockopnopaumio 1 okono 43,5% B rocopraHe (nonyy4aTenu ycnyr mornu obpaiwiatbca B
rocopraH u Fockoprniopaumio).

Y[oBneTBOpeHbl AOCTYNMHOCTbI M OTKPbITOCTbIO MHGopMauun yenyrn 67,0%, B cpegHeM Ha
4,61 6anna. AICHOCTbIO M AOCTOBEPHOCTbIO MH(pOpMaLuMM NOMHOCTbIO yaoBneTBopeHbl 68,9%
pecnoHaeHToB (4,63 6anna).

«Mbi 6 L|OHe nonydanu odobpeHue Ha ripome3 u Ha Kocmbinu. C amol crpaskol udem 8
cobes, mam uHgopmayur Mosy4Yums o4eHb mMpyOHO. Bce spemsi 2080psim - Mbl HE 3HaeM»,
Amebipayckas; «XKenamenbHo, 4mobbl cobec 3apaHee npedyrnipexdan Mo menegoHy,
npucsinan cMc o0 2omosHocmu», lNasnodapckas; «B nepeyHe ecmb nedyeHue 8 bopoeom, a MHe
cKasarnu, 4mo He rosnoxeHo. Tonbko 6 bonawak unu nedyeHue 8 AcmaHey», AKMOJIUHCKaSs;
«lMpedbidywue mpu 2oda Ham omkasbieasiu 8 ycriyee. ['oeopunu Hem mpocmel 8 Hau4yuu,
moribKo 8 amom 200y nonyyunuy, KapazaHOuHcKasi;

B pesynbtate wuccnegoBaHus 65,8% ONpPOLWEHHbIX PECNOHAEHTOB ObliM  NOMHOCTBIO
YAOBMNETBOPEHbI CpPOKaMy oOkasaHust ycnyrm u B 68,8% cnydasx - cbGopom u nogadven
AOKYMEHTOB.

«lMepe4yeHb OokymeHmos danu ¢ odormkeHueM. BoamoxHo amomy nocriocobcmeosario nuyHble
obcmosimenibcmea, HO 6bIlI0 HEMHO20 HerpusmHo», «CHayana ckasasu OOUH [1ePEeYeHb
OOKyMeHmMOo8, nomom 3anpocusnu ewe» AnmamuHckasi; « Claya dokymeHmMoea 6bicmpo, MosibKo
pesynbmam xOewb 0on20, pasMmepbl He coomeemcmeyomy, AcmaHa; «CHavana
rnompebosarnu mosibko ydocmosepeHue JIUYHOCMU U 3asierieHuUe, ro3xe HYXHO bbiio ewe 4
Konuu akma O Hec4YacmHoM criydae u m.0.», AnimamuHckasi; «[JokymeHmbl cdarn, a euwe He
nonyyqun mpocmey, «XKenamesnbHO yrnpocmums rpouecc cbopa GOKyMeHmMo8, mo ecmb Mo
MeHblwe b6ezamb 10 MEOUUUHCKUM y4YpexXOeHusM», AKMOMUHCKas;, «[Jonzo npuuwinocs xoamob
rnony4eHus Kkocmelinel», «lpomes cycmaea MHe npuwnocb x0amb mpu Mmecsua», «Y MeHs
bbia npobnema us-3a cpoka. 5 3akasana npome3s epydu. Ho noka npome3s npuwen 4yepe3 4
mecsua, MHe OH yxxe He nodoweny, Kambbirckas.

HeynoBneTBOpeHOCTb MOXET ObiTb Bbl3BaHa HU3KMM Ka4yeCTBOM NPOAyKUMU: «HYXHO MeHsimb
rnocmasuwjuka obysu, mak Kkak kadyecmeo obysu Huskoe. Kauecmeo obysu He ycmpausaempy,
AcmakHa.

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 74,2% ycnyrononyyatenen (4,65 6anna).
Bexnueocte cotpyaHukoB yaosrneTtsopuna 73,9% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,66 6anna. OnepaTuBHOCTLIO COTpyaHMKa yaoBreTBopeHbl 70,8% pecnoHAEeHTOB
(4,61 6anna). 69,0% pecnoHAEHTOB OOBEPSAOT YCryrogaTento, CpenHsas oOueHKa cocTaBuna
4,62 banna.
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Anarpamma 79. OcHOBHble NoKasaTenu no ycayre

4,90 80

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann
4,85 74,2 73,9
4,80

4,75
4,70
4,65
4,60
4,55
4,50
4,45
4,40

75

Y[oBNeTBOPEHHOCTb PECNOHAEHTOB Bhile nNpu obpaleHnn B rocopraH (4,72 6anna, N=85), B
cpaBHeHun c [ockopnopauven (4,53 ©6anna, N=118). W coTpyaHukamu rocopraHa
ycnyrononyyatenu 6onblue yaoBneTBopeHbl, YeM coTpyaHukamm LJOHa.

Aunarpamma 80. Y40BN1eTBOPEHHOCTb KauecTBaMu COTPYAHUKOB NPU NONYYEeHUM YCAYTU, cpeaHuii 6ann

4,80 4,78 4,78
4,71
4,70
4,59
4,60 437 456
4,50
4,40
locopraH LLOH
B KoMneTeHTHOCTb = OnepaTMBHOCTb Bexnmsoctb

Cny4aun HeodmumanbHoro BosHarpaxgeHusi coctasunm 0,5% v ncnonb3oBaHUs NMYHBIX CBA3EWN
n 3HakoMcTB 1,0%. OTmeuvatoTca obpalleHus ¢ kanobon Ha KayecTBO okasaHus yenyrn — 4,3%,
13 HYX B NnucbMeHHon doopme — 0,5% n B ycTHOoM — 3,8%.

BbIBOBI M pEKOMEHAALUH 110 yCayre

CpegHuin 6ann yooBneTBOPEHHOCTM KavyeCcTBOM okasdaHusa ycnyrn OghopmrieHue OOKYMeHmMos8
Ha uHearnudos 0risi npedocmassieHuUss UM rnpome3Ho-opmornedudyeckol nomMouwiu Ha yposHe 4,62
6annos. [na ycnyronony4aTtenen HEMHOro 3aTpygHeH npouecc cbopa OOKYMEHTOB U Bpems
oXuaaHusa pesynbtaTa yCcnyru.

o MHeHuo pecnoHgeHToB, OCHOBHaA npo6nema He B noga4ye OOKYMEHTOB, a B A0NTNX CpOKax
OoXngaHuna npoTe3Ho-opToneanyeckmnx n3genum n nx Kkadecrtaa.

PecnoHaeHTamy Obinv NpeAnoXeHbl criedylolime Mepbl ONs YNydleHns KadyecTBa okasaHus
ycnyru:
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e BBegeHune cneumnanbHoro okHa/ctona/cneuymnanucta B LUIOHe gnsa pa6otbl ¢ nogbmun C
0cobbIMK NOTPEBHOCTAMM;

e O6cnyxuBaHme nogen ¢ ocobbiMm noTpebHocTsMn BHe ovepean B LIJOHe;

e TenedoHHOE NN SMS-yBegoMNeHNe 0 rTOTOBHOCTU HanNuuuu;

o CoKpalleHme cpoka okasaHus ycnyru;

e (CBoeBpeMeHHOE npegocTaBneHme MnpoTe3HO-OpPTONEANYECKUX U3OENWUI;

e [lpepoctaBrnieHnMe  MNPOTE3HO-OPTONEANYECKMX  MU3OENUA  CorfacHo  pasmepam
ycrnyrononyyartens;

e (CmMeHa noCTaBLMKOB MPOTE3HO-OPTONEANYECKMX MW3OENMA MPU  HU3KOM KayvecTBe
n3aenuin nnu no xanobe ot ycnyrononyyarensi.

51. OpopmneHune [OKYMEHTOB HAa UHBAZIMAO0B A/A NPEAOCTaBAEHUA UM YCIYTU
WHAUBUAYA/IbHOTO NOMOLLHUKA ANA UHBANANAOB NepBOM rpynnbl, MMEIOLLUX
3aTpyAHeHue B NepeABUKEHUU, U CNELMAINCTA YKECTOBOro A3blKa 418 MHBAIUMAOB NO

cnyxy

0O61masa nHpopmManmsa o rocycayre

FocynapcTBeHHas ycnyra OKasbiBaeTCHd MECTHbIMU WUCMOMHUTENbHLIMU  OpraHamm
ropogoB ActaHa 1 Anmartbl, paioHOB ¥ ropoAoB 0611acTHOro 3HayYeHus.

MNpuem 3asBneHMs W Bblgaya pesynbTata oOKa3aHWs roCy4apCTBEHHOW YCryru
ocyLlecTBNAKTCA Yepes: [fockoprnopaumio, ycryrogaTtens.

Cpok okasaHusi rocygapctBeHHon yenyrn — 10 paboumnx gHen.

dopma okasaHusa rocygapCTBEHHOWN yCcnyru: BymaxkHas.

PesynbTaT okasaHuWs rocygapCTBEHHOW ycnyru: yBedomnieHne o6 odopMneHun
AOKYMEHTOB B MpPOM3BOMbHOW (popMe Ha npefocTaBneHve ycnyr WHAMBUAOYarbHOro
NOMOLUHUKa ONS MHBANMAOB NEpPBOW TPynnbl, UMEKLWNX 3aTpygHEHWE B NEpPeaBMKEHUN U
creymanucTa XecToBOro A3blka Ans UHBanuaos no Cryxy.

dopma npegocTaBneHns pesyrnbTata okazaHus rocy4apCTBEHHON ycryru: BymaxHas.

"ocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTtHO U3nyeckum nuuam.

OcCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YA0BNeTBOPEHHOCTb Ka4eCTBOM okasaHus ycnyrn OgbopmrieHue GoKymMeHmMoe Ha UuHeanudos
0na npedocmassieHUss UM ycriyeu uHOugudyarnbHO20 MOMOWHUKa Onsi uHeanudos mnepeol
epynnbl, UMerWux 3ampyoHeHUe 8 nepedsuXxeHuu, U crieyuanucma Xecmoeozo si3bika 051
UHeanudos o cryxy Ha yposHe 4,60 6annos, 40ONs NOMHOCTbIO YAOBNETBOPEHHbLIX YCNYron —
68,9% pecrnoHOeHTOoB.

TaGnMu,a 60. OueHKuU YAOB/IETBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBEHHbIX YCNYr No pe3y/ibTaTamMm OGLLI,GCTBGHHOFO
MOHUTOPUHra

1 6ann 2 banna 3 banna 4 6anna 5 oannos
[onsa pecnoHaeHTOB 0 2 14 49 144
KonnyectBo
0,0% 1,0% 6,7% 23,4% 68,9%
pecnoHaeHToB, N
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Bcero 6b1510 onpoweHo 209 pecnoHaeHTa, 13 HUX okono 47,4% obpatunock B Mockoprnopauumto
n okorno 56,9% B rocopraH (nonyyatenu ycnyr mornu obpawaTtbCa B rocopraH w
"ockopnopaumto).

Y[oBneTBOpeHbl AOCTYNHOCTBIO M OTKPLITOCTbIO MHGopMauuun ycnyrn 64,2%, B cpegHemMm Ha
4,52 6anna. AICHOCTbIO M AOCTOBEPHOCTbIO MH(pOpMaLuMM NOMHOCTBIO yAoBNEeTBOpPEeHbl 62,6%
pecnoHaeHToB (4,48 6anna). «bonbwe Hado uHgopmauuu Ons uHeanudosy, LlbimkeHm;
«4Ymob nyqwe uHgopmuposanu», [lasnodapckasi; «MHO20 He MOHAMHbLIX B80rPOCO8»,
Manzaucmay.

B pesynbtate wuccnegoBaHus 67,1% ONPOLWEHHbIX PECMOHAEHTOB OblM  MOMHOCTBIO
yOoOBMNeTBOPeEHbl CpokamMn okasaHus ycnyrm u B 61,0% cnyyasx - cbopoM M noaroToBKOM
OOKyMeHTOB. «C 00HO20 pa3a He 2080psim, KaKue HyXHbl OOKyMeHMbI, KaxObll pa3
omnpassnsiom 8 Hogoe Mecmo 3a O0KyMeHmamu», TypkecmaHcKasl.

KomMneTeHTHOCTb COTPYOHWUKOB BbICOKO oueHunun 68,9% ycnyrononydartenen (4,58 6anna).
BexnueocTte coTpyaHukoB yaosrneTtsopuna 71,7% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,65 Ganna. OnepaTMBHOCTbIO COTPYAHMKA YyAoOBNEeTBOpeHbl 69,4% pecnoHOeHTOoB
(4,61 6anna). 66,0% pecnoHAEHTOB LOBEPSIOT yCryrogaTtento, CpeaHssi oueHka cocTaBuna
4,60 banna.

Auarpamma 81. OcHOBHbIe NOKa3saTtenu no ycnyre

4,80 I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHnin 6ann 80

4,75

4,70 17 ”
’ 68,9 68,9 69,4 20

4,65

4,60
4,55
4,50
4,45
4,40

Ycnyrm Heobxoaumo nepeBoauTb Ha 3MEKTPOHHbIM bopmat, 4Tobbl ycnyra Obina Gonee
poctynHown: «[llpuwnocs 0eda mackame MO 20cop2aHaM, a OH UHBanud nepeol 2pyrrbi»,
XKambbirickas; «Hem HopmaribHbix naHOycos, 8UOHO, YmMO UMU 0/1b3yomcs pedKo, no3amomy
OHU 8 yxXacHoMm cocmosiHuu», Ameipay; «[lpedocmaesneHue ycriyeu oHnalH», ArMamuHcKas;
«Cdenamb oHnalH cnyx6y», Kbi3blrnopOUHCKas.

YOoBneTBOPEHHOCTb PECMNOHAEHTOB Bbille nNpu obpalleHunn B rocopraH (4,69 6anna, N=110), B
cpaBHeHuun ¢ Fockopnopauunen (4,52 6anna, N=90).
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Mo Awnarpamme HMXE MOXHO cyauTb O TOM, 4To coTpydHukn LlOHa 6Gonee Bexnuebl, 4yem
COTpyaHuKM rocopraHa. Ho ecTb npobnembl, CBsA3aHHble C  OMEPaTMBHOCTBIO WU
KOMMETEHTHOCTbIO B CPaBHEHUN C FOCOPraHoM.

Anarpamma 82. Y40BneTBOPEHHOCTb KayecTBaMU COTPYAHMUKOB NpU NONYy4YEeHUU YCAYru, cpeaHunin 6ann

4,70 4,67
4,65 4,62 4,63

4,60 4,61
4,60
4,55
4,50
4,45
4,40

locopraH LLOH

® KomneTeHTHOCTb B OnepaTMBHOCTb BexxnusocTb

BcTtpevatotca cnyyan HeoduumanbHoro Bo3HarpaxaeHus (1,4%) n Mcnonb3oBaHUA NUYHBIX
cBs3er N 3HakoMmcTB (2,4%) OTmevaloTcs obpalleHusi ¢ xanobon Ha KavyecTBO OKa3aHus
ycnyrn — 10%, 13 H1X B nucbMeHHon oopme — 0,5% n B ycTHOM — 9,6%.

BbIBObI M peKOMEH/JaluM 10 ycayre

Ycnyronony4yatenu CTankuBatTCs C TPYOHOCTAMM, CBA3aHHbIMK C NpoLeccoM cbopa 1 nogayu
JOKYMEHTOB M Ka4eCcTBOM MHOpMaLMK Mo ycnyre.

YnydweHnto kadectBa ycnyrm 6yoyTt crnocobcTBoBaTb criedylowMe Mepbl, NPeasioKEHHbIe
ycrnyrononyyatensamu:

e [IpoBeaeHne obyyeHus coTpyaHukoB LIOHa v rocopraHa KnmMeHTOpUEHTUPOBAHHOCTY, a
TaKkke KOMMYHWKAUMOHHbIM HaBblkaM NpU B3auMOLENCTBUM C NIOAbMU C OCOBbIMK
notpebHocTAMM.

e [lpepocTtaBneHne nomnHOM WHAOPMaUUN Ha OOCTYNHOM £3blKe, Kacarowenca SaHHON
yenyrn. MHdopmaumio OTHOCUTENBbHO OaHHOW ycryrn Gonee LUMPOKO pacrnpoCTpaHATb,
NCnonb3ysi B TOM YUCHE N coLmarnbHble CETU.

e Co3gaHne COOTBETCTBYIOLUMX YCIOBMI ANs MHOPaACTPYKTYPHON AOCTYNHOCTU (YOOOHbIEe
naHaycbl, NMATbI), €CAY OHN OTCYTCTBYIOT.

e [lpegoctaBuTb anbTepHaTMBHAs BO3MOXHOCTb MOAAyM [OOKYMEHTOB 3MEeKTPOHHbIM
cnocobowm.

52. MpuBaTM3aLUA }KUAULL U3 TOCYAAPCTBEHHOIO XUauwHoro ¢poHaa

0O61masa nHdopmanusa o rocycayre

[ocymapcTBeHHas ycnyra okasblBaeTCsi MECTHbIMW  UCMNOSIHUTENbHBIMW  OpraHamm
obnacten, ropogos ActaHbl 1 ArimaTbl, paloHOB, rOpogoB 00NACTHOrO 3HaAYEHUS.

Mprvem 3asBneHuMss M Bblgada pes3ynbTaTa OKa3aHUs rOCy4apCTBEHHOW YCIyru
OCYLLECTBNSAETCA Yepes3: MeCTHble UCMONMHUTENbHbIE OpraHbl obnacten, ropogoB AcCTaHbl U
AnmaTbl, palnoHoB, ropoaoB 061acTHOro 3HavyeHus; Fockopnopaumto.
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Cpok okasaHusi rocygapCTBEHHOW ycnyru: ycnyra okasbiBaeTca B Tpu dtana no 30
KaneHgapHbIX gHeNn.

dopma okasaHusa rocyaapCTBEHHOW ycryrn: GymakHas.

PesynbTaT oKasaHWs rocyAapCTBEHHOW YCNyru: Ha TpeTbem aTane 3aknioveHue
AOroBopa O NpuBaTU3aLUM Xunuwia.

dopma npegocTaBneHns pesynbTarta Okas3aHUsa rocyaapCTBEHHOW yCcryrn: GymakHas.

focypapcTBeHHas ycnyra okasbiBaetcsa 6ecnnaTtHo.

OcHOBHBIe pe3yJibTaThl UCC/IeJ0BaHUA

Y[OoOBNeTBOPEHHOCTb  Ka4yecTBOM  oOkKasaHwust  ycnyrn  [lpueamusauusi  Xunuw, — U3
2ocydapcmeeHHO20 XKunuuwjHo2o ¢oHOa Ha ypoBHe 4,67 ©GannoB, AonNa MNOMHOCTbIO
YAOBMETBOPEHHbIX ycnyron — 71,4% pecnoHOeHTOoB.

Ta6bnauua 61. OLeHKM yA0BNETBOPEHHOCTU KauecTBOM OKa3aHUA roCcyAapcTBEHHbIX YCIYr Mo pe3y/ibTaTaM 06LeCcTBEeHHOro
MOHUTOPUHrA

1 6ann 2 6anna 3 6banna 4 6anna 5 6annos
[onsa pecnoHaeHTOB 0 1 6 51 145
KonuyectBo
0,0% ,5% 3,0% 25,1% 71,4%
pecnoHaeHToB, N

Bcero 6bio onpoweHo 203 pecnoHAeHTa, U3 HUX nornoBuHa obpallanack B fockopnopauuto u
Apyrasi NofoBMHA B rOCOpPraH.

YaoBneTBOpeHbl AOCTYMHOCTBIO U OTKPbITOCTBIO MHGopMauun ycnyrn 69,8%, B cpegHeM Ha
4,64 6anna. AICHOCTbIO M AOCTOBEPHOCTbIO MH(POpMauMM NOMHOCTbIO YAOBREeTBOpPeHbl 72,3%
pecnoHaeHToB (4,68 6anna).

«He nonyyun mo4Hyto uHghopmayuto o nepeyHe OOKYMeHmMo8 u cpokax», ambeinckas, «Hem
UHGOpMayUOHHbIX cmeHdo8 o rpusamusauuu», Anmamel; «0Obecriedumb 20MO8HOCMb
compyOHUKO8 omeemumb Ha 8ce 80rpPOChl, yoesnumb 0CMamoY4yHoe 8peMsi», ArIMamuHCKas;
«Koeda nodowen cpok, He Moz 00380HUMbLCS OO0 20C oOpeaaHa, M[pUWIIOCL CcaMoMy
examby»,AcmaHa; «MHe Hukmo He coobwun, s 6bl mak U HasepHo Xxuna oOanbue
(apeHdoearna). Ymo-mo He ycmpausaem — ebicensimecb. A mo, 4moO S eoccmaHosusia
Keapmupy — MHe HUKmo He konelku. Om ntodel y3Hana», CKO.

MeHee Bcero ycnyronorniydatenu AOBOfbHbI CPOKaMu okadaHnusa ycnyrm — 63,5% wnun 4,54
B6anna. 69,0% pecnoHOeHTOB yOOBNETBOOPEHbLI NPOCTOTOM M NMOHATHOCTBIO Npoueaypbl cbopa
1 NoAayn JOKYMEHTOB.

«Mlo amol ycriyze HuU4e20 He [OHSAMHO. He 6bi10 4yemkux uHCMpykuuli», AcmaHa;
«CompyOHUKU ebiKuOatom 80 8CEX 20COopaaHax CPOKU, HY)XHO bbicmpee ucrofiHsmb ceou
0b6s3aHHOCMU, C80E8PEMEHHO, mo2da yryHuumcs kadecmeo obcnyxueaHusi», Xambbirickas,
«CnoxHo 6 Akumame. [Joneo ouyeHb 6ce paccmampusaemcsiy, CKO; «Cpoku MOXHO
cokpamumep 8 2 pa3sa», «30 OHel KaxObil amarn — 04eHb ONUHHbIU CPOK», «Cpoku cnedyem
cokpamumbs 00 20 OJHel, C y4emoMm 803MOXHOCMeU 2aocopaaHa MPUHIMb PeLeHUE,
«Cokpamumb CpoOK Mo 803mMoxHocmu. Cripasky O CmoumMocmu Xusnbsi Mofy4Yums 00 Havarna
rnodayu 3aseneHusi», Ambipayckas; «Cyumatro, 4mo MOXHO 3a b6oree Kopomkul CpOK
npedocmasnsame ycrnyey», KocmaHatickasi, «Ecmb cripasku, komopbie b6osnbwe 10 OHeli He
delicmeumeribHbl, UX 3aH0B80 Hado cobupamb. [Moka 0OHy cripasKy rnosnyyYulb, Opyaue yxe He
OelicmeumeribHbl, makue ecmb MoMmeHmbl!y, «OHU He npedyrnpedunu. Kozda OOKymMeHmbl
ObI/IU 20mMO8bl, HUKMO He M0380HUN. U s 0380HUMBLCS HE CMO2, mesie¢hOH MOCMOSIHHO He
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pabomaem goobuwie. 51 10 pas 360HU, U pewius, Ymo Jydwe npuexams. Tam Ha mMmecme yxe
pasbuparics. 51 epemsi nomepsin», Acmaxa.

KomMneTeHTHOCTb COTPYAHWMKOB BbICOKO oueHunu 67,2% ycnyrononyyatenen (4,64 6Ganna).
BexnuBocte coTpyaHukoB ygosrneTtBopuna 70,6% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,68 Ganna. OnepaTMBHOCTbIO COTPyAHWKA YyOOBNETBOpPEHbl 66,2% pecnoHAeHTOB
(4,57 6anna). 69,4% pecnoHAEHTOB AOBEPSAOT ycryrogatento, CpefHss OueHKa cocTaBuna
4,67 6anna.

«[lonHoCcmbio He MPOKOHCYNIbMUPOBarsu, MOJIKOM COMPYOHUKU HUYe20 He 3Halom, roka He
Jowna 00 Ha4valrbHUKa - MOJIbKO moeda nosy4yuna HopMalbHy0 UHGOpMayuo O rnakeme
OoKkymeHmos», Anmamei; «MedneHHO ece Oenarom compyOHuku L|OHa. HyxHo noebiwams
KomnemeHmHocmb compyOHukos L|OHa», AcmaHa; «Pabomamb ¢ compyOHUKamu, noOHSMb
3apnnamy», «Kadecmeo pabombi HU3KOe, Haydumb COmMpyOHUKO8 amukey, «CompyOHUKU
o4yeHb MeldneHHbIe», «He cmoana noHsme npasusibHo uHgopmayu», MaHaucmay.

Aunarpamma 83. OcHOBHbIe NOKa3saTenu no ycnyre

4,80 I [ona oueHMBLIMX Ha 5 6annos., % == CpeaHunit 6ann 80
4,75 72,3 75

’ 71,4 ,
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Y[ooBneTBOPEHHOCTb PECMNOHAEHTOB Bbiwe npu obpaweHun B ockopnopauuto (4,79 6anna,
N=100), B cpaBHeHUn c rocopraHom (4,57 6anna, N=87). Bbicka3biBasiCb O rocopraHe,
OoTMeYaloT HeyaoOHbIN rpaduk paboTbl: «[Ipuem G0KyMeHmMo8 mosibko 3 pa3a 8 Hedersy.

N cotpyaoHukammn LIOHa pecnoHgeHTol ©Gonee paoBonbHbl. 10 MHEHWO PECNOHAEHTOB,
rocopraHy HyxHo 6onee aktmeHo nomoraTtb LIOHy. « TpyOHocme 6 mom, ymo 2ocopeaH u LJOH
cnabo KoopduHupytom ceor pabomy. [ocopzaaHy 60rbuwie KOHCYnbmupogamb COmMpyOHUKO8
L{OHa», «[lpobnema 8 mom, 4mo uHghopmauuro Moxem damb MOJIbLKO Crieyuanucm rio Xurbio,
komopoeo e L|OHe Hem».
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Aunarpamma 84. Y,0B1eTBOPEHHOCTb KauecTBaMu COTPYAHUKOB NPU NONYYEHUM YCAYTU, cpeaHunii 6ann

5,00
4,81
4,80 4,75
4,60 4,50
4,46 4,42
4,20
locopraH LLOH
® KomneTeHTHOCTb = OnepaTMBHOCTb BerknusocTb

Apyrne KommeHTapum pecnoHOeHToB: «KoHcynbmauyusi 0o ronydeHus ycnyau. lNpednoxeHue
o cokpaweHuto cpoka. [lonydame crnpaseKy npedeapumesibHO M0 CMOUMOCMU 8bIKyna.
CosepweHcmeogaHue pabombl eocopaaHa - MPUMeHeHUe HO8bIX mexHonoaul. 3mom eornpoc
0asHo obcyxxdaemcs, HO medrieHHO pewaemcs. [ocycrnyea eocmpebosaHHas, MOSmomMy Hado
pewums 8orpoc o docmyrne 2ocopaaHa K rpoegpammam ¢ ydemom ucmpebyembix OOKYyMEeHmMo8
u onnamel. [pobnema 8 Mom, YUMo 2ocopaaH He umeem rnpozpammy docmyna K 371EKMPOHHbIM
OaHHbIM», Ambipayckas (TU1); « Tonbko no keadpamype 8 08a pasa MeHbWe roy4qus cmapol
rnnaHUuposKku keapmupy. Bom y Hac ecmb cocnyxusubl, Komopble 8 AcmaHe rony4yarom
Keapmupy — ecnu roroxeHo cmo dsaduamb KeadpamHbiX Mempos, mo cmo 0eaduamb
KealpamHbix Garom. Y Hac Xe MHe, HarpuMep, MOfI0XKEHO CMO CeMb KeadpamHbIX Mempos,
Oanu nambdecsam 4dembipe KeadpamHbix Mempos. [NodeMy makas Oesniexka rpoucxodum?»,
CKO.

Mpn nonyyYyeHWM [aHHOW YCRyrn BCTPeYalTCs cryyvyan HeoMuuManbHOro BO3HarpaxaeHus
(2,5%) n mncnonb3oBaHUSA NU4YHBLIX cBA3ern U 3HakomcTB (2,0%). OTmevaeTtcs obpalueHue ¢
Xanobowu B yctHom popme — 3,4%

Mpn nonyvyeHun ycnyrm HUKTO M3 ydacTHukoB P[] He wucnonb3oBan HeoduUManbHble
BO3HarpaxgeHus, Ho A8 nonyyeHus MHopmaumm rno ycnyre u Ans npoasmXeHus JOKYMEHTOB
MCNONb30BanuChb fMYHbIE CBA3N: «5 380HIO MeM, Kmo MeHsi 3Haem. [osopro, bpamuwka, Hado
cdenamb, MOsKHU MOU QOKYyMeHMbI erepedy.

BBIBO/IbI M pEKOMEH AWM IO yCayre

MeHee Bcero ycnyrononyyatenu yaOBMEeTBOPEHbI CPOKaMW OKa3aHWs yCryrm M MpoLEeCCOM
cbopa, nogayn OOKYMEHTOB. HeraTMBHO OTpaxaeTcs Ha yAOBNETBOPEHHOCTU Mornyyartenei
YCNyrn TO, YTO MECTHbl€ CUCTEMbI MO HEOOXOAMMBIM AOKYMEHTaM ANs MOfyYeHUs YCnyru He
MHTErpMpoBaHbl B BEG-NOPTaNoM «31EKTPOHHOIO NPaBUTENLCTBAY.

Heobxoanmo npegnpuvHATL Mepbl ANd nepeBoda YCryrm B 3NEKTPOHHbIA - popmaT U
COBepLUEHCTBOBAaTb MH(OPMALUMNOHHbIE CUCTEMbI Kak MeECTHble, Tak W Beb-nopTtan
«3MNEKTPOHHOro NpaBUTENbLCTBAY.

EcTb HeobxoaMmMoCTb paccMOTPeTb BO3MOXHOCTb COKpAaLLEHUS CPOKOB OKa3aHus YCryru.
YnpoctuTb npoueaypy OaHHOW YCNyrM U MnoBbiWaTb YPOBEHb KOMMNETEHTHOCTU COTPYOHWKOB
"ockopriopaumm No XUNULLHBIM BONPOCaM.
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53. Mpuem [OKYMEHTOB 1 BblAaya HanpaB/ieHUI HA NpeaoCcTaB/ieHUe OTAbIXa AeTAM U3
manoobecneyeHHbIX cemeii B 3aropogHbIX U NPULLKO/IbHbIX larepax

Oo61masa nHdopmanmsa o rocycayre

FocynapcTBeHHas ycnyra OkasblBaeTCs opraHv3auusmm obpas3oBaHus, MeCTHbIMU
MCNOSTHUTENbHBIMW OpraHamu ropogoB AcTaHbl M AnmaTbl, paiOHOB M ropoaoB 06nacTHOro
3HaYeHus.

Mpuem 3asBneHMs W Bblgaya pe3ynbTata OKa3aHWsi TrOCy4apCTBEHHOM YCIyru
OCYLLIECTBNATCA Yepes: kKaHuensputo ycnyrogatens; Fockopnopauuio.

Cpoku oKkasaHusi rocygapCTBEHHON yCnyrn — 5 paboumnx gHen.

dopma okasaHusl rocygapCTBEHHON yCryrn — GymadkHasi.

PesynbTaT okasaHusi rocygapCTBEHHOW yCnyrmu — HanpaeneHue (nyteBka) B
3aropoAHble 1 MPULLKONbHbIE Narepsi, TM60 MOTUBMPOBAHHbIV OTBET 00 OTKase.

dopma npegocTaBneHns pesynbrTarta Okas3aHUsa rocyaapCTBEHHOW ycnyrn — GyMaxHasi.

FocynapcTBeHHas ycnyra okasbiBaeTcs husnyecknm nuuam 6ecnnatHo.

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YA0BNeTBOPEHHOCTb KAYECTBOM OKa3aHus ycnyru lNpuem OOKyMeHmMos U ebidada HarpasrieHul
Ha npedocmasnieHue omodbixa O0emsM U3 MarioobecrieYeHHbIX cemell 8 3a20P00HbIX U
MPUWKOIbHbIX flazepsix Ha ypoBHe 4,83 6annoBs, 4ONs NOMHOCTLIO YA0BNETBOPEHHbLIX YCIyron
— 84,7% pecnoHOeHTOB.

Ta6nuu,a 62. OLI,EHKVI YAOB/NE€TBOPEHHOCTU KA4Y€CTBOM OKa3aHUA rocy4apCTBEeHHbIX YCNYr no pe3y/sibTatam OGLU,ecTBeHHOrO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHToB 0 0 3 29 177
KonnyectBo
0,0% 0,0% 1,4% 13,9% 84, 7%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 209 pecnoHaeHTa, M3 Hux okono 41% nonyyanu ycnyry 4epes
"ockopnopaumio 1 okono 59% uepes rocopraH.

YaoBneTBOpeHbl AOCTYMHOCTBIO U OTKPbITOCTbIO MHGopmauun yenyrm 81,6%, B cpegHem Ha
4,81 6anna. ACHOCTbIO U OOCTOBEPHOCTBIO MHGOPMAaUUK MOMHOCTLI0 yAoBneTBopeHbl 82,0%
pecrnongeHToB (4,80 6anna).

B uenom ycnyrononyyatensim NOHATHO Kakne AOKYMEHTbl cobupaTtb M Kyda caaBaTb. bonblie
NOSIOBMHbI CAaBanu A4OKYMEHTbI B LUKOME 4Yepe3 coumarnbHOro negarora v OHW He UCMNbITbiBaNm
Kakux-nnbo TpyaHOCTEN. EouHcTBEHHOE, pecnoHAeHTbl XoTenn ©Obl NOHMMaTb CPOKU
noceweHua nareps: «JomkeH bbimb 2pachuk noceweHUsi riazeps, 8 Kakol ce30H pebeHok
rnonadem. A mo Mbl MOMOM HU KyOa 8blexamb He MOXeM, XO0eM lazepby.
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Tem He MeHee, B xoOe uccrenoBaHUs ObiNo BbISIBNEHO, YTO He Bcerga Ao poauTenen
MHOrofeTHbIX 1 ManouMyLLMX CeEMEN OOHOCUTCS MHAOPMaLMsA O HannM4mMn Tako BO3MOXHOCTU
ONsA ux geTen - 6ecnnaTHOro NnocelleHns nareps.

Yacto cTankuBarTcsa C TeMm, 4YTO MyTeBKa NpPeaoCTaBnsieTCs B MNOCMEAHUMM MOMEHT: «8
HeKomopbIx criydasix bbieaem, gom, 8 MAMHUYY MO380HUM, CKaXkem 8 NMoHeOesIbHUK ye3Xaem,
0oKymMeHmbl 20mosbmey (AcmaHa).

CnoxHocTn BbI3blBAaeT Mopor cbop [OOKYMEHTOB, B 4YacCTHOCTM HapekaHuss Mo cbopy
MEONLMHCKUX CnpaBoK: «Bo-riepebix, udewb 6 MOAUKIUHUKY, 4mobbl cobpamb ece amu
cripaeku, medcecmpa He Moxem mebe mO4YHO ckaslamb Kakue Hado. Mbi 6ezanu. Mbi Ose
Hedernu 6ezaarnu, Yymobel cobpampb ece amu bnaHku» (CKO).

B pesynbtate wuccnegoBaHus 76,9% ONPOLUEHHbIX pPeCcnoHAEHTOB Obifiv  MOSIHOCTLIO
yOoOBMNeTBOpeHbl CpokamMn okasaHuusa ycnyrm u B 80,4% cnyyasax - cbopoM M noaroTOBKOM
pokymeHToB. WMHdopmauuio o gaHHom ycnyre, nogadvyy OOKYMEHTOB POAUTENN OCYLLECTBIANM
yepes coumanbHbIX Negaroros B Wkone. [pyn nogaye AOKYMEHTOB Yy poauTenen npakTnyecku
TPYyOHOCTEN HEe BO3HMKANO.

KomMneTeHTHOCTb COTPYOHUKOB BbICOKO oueHunu 78,4% ycnyrononyyatenen (4,75 6anna).
BexnuBocte coTpyaHukoB ygoeneTtBopuna 80,9% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,78 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaoBneTtBopeHbl 79,3% pecnoHAEeHTOB
(4,75 6anna). 86,8% pecnoHAEHTOB LOBEPSAOT ycnyrogaTtento, CPeaHssa OLeHKa cocTaBuna
4,84 6anna.

Ounarpamma 85. OcHOBHble NOKa3aTenu no ycnyre

4,95
490 84,7
4,85
4,30
4,75
4,70
4,65
4,60
4,55

95
86,8 90
85
80
75
70
65
60
55
50

B [onAa oueHMBWKX HA 5 6annos, % == CpeaHuii 6ann

793 809  8L6 82 80,4

4,83 78,4

Y[ooBNeTBOPEHHOCTb PECNOHOEHTOB Bbilwe Npu obpalleHun B rocopraH (wkony) (4,9 6anna,
N=124), B cpaBHeHun c [ockopnopauuen (4,74 6anna, N=84). Yawe aT0 06ycrnosneHo
NNYHBIM (PaKTOPOM: B LLUKOSE LOKYMEHTbI COBMpaloTCs 1 caatoTcs Yepes counegarora, KoTopbii
Ha 100% BnageeT uWHpopmaumern o HeobxoaMmom naketTe M noackasbiBaeT. Kpome ToOro,
ycnyronony4atenu NMYHO 3HAKOT 3TOro counegarora, Tak Kak AeTu yyatcst B aTon wkone. B
LIOHe coTpyaHWKN BbIMONHAT CO0Op AOKYMEHTOB 4S9 OFPOMHOr0O KOnuyecTsa ycryr u MoryT
BbITb «HE y4acTnMBbIMUY» K AAHHOW KaTeropum HaceneHus, 4to BnedveT 6onee HU3Kne OLEeHKM
YOOBNETBOPEHHOCTMU.
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TouHO Takke yOOBMETBOPEHHOCTb COTPyAHMKamMM rocopraHa (wkonbl) Bbiwe, Yyem B LIOHe.
30ecb Takke ckopee BCEro UrpaeT JIMYHOCTHLIN hakTop.

Onarpamma 86. Y4,0BNeTBOPEHHOCTb KauecTBaMu COTPYAHMKOB NPU NOSYYEHUU YCAYTK, CpeaHuii 6ann

4,85 sgo 82 482

4,80
4,75
4,70
4,65
4,60
4,55
4,50

4,72

locopraH LLOH

B KOMNeTeHTHOCTb = OnepaTMBHOCTb Bexnmsoctb

Cny4an HeodvmumanbHoro BosHarpaxgeHus (1,0%) M MCnonb3oBaHUSA FUYHBIX CBA3EN W
3HakomcTB (1,0%) kparHe pegko, HO umetoT MecTo. OTMmevaroTcs obpaleHus ¢ Xanobon Ha
Ka4yeCcTBO OKasaHus ycnyrm — 5,7%, u3 Hux B nuceMeHHon oopme — 0,5% u B ycTHOM — 5,3%.

Ycnyra okasbiBaeTcs Ha GecnnaTtHOM OCHOBE, C HeoduMLManbHbIMU BO3HArpaXXaeHUsaM1U HUKTO
13 yyactHukoB ®I'[] He cTankuBancs.

Pooutenn OGonblue XanylTcs He Ha Npouecc NPedoCTaBleHUs MNyTeBKM, a Ha YCroBUS
npebbiBaHMA OeTen yxXe B camMoM narepe: « Tam ycriosul eoobuie Hem. B crnedyrouwem 200y s
ckasana: «Ecnu bepéska noedem, ecnu Hem — He noedemy», CKO; «[Jemu cmoanu nomMeimbscsi
morsbKo Ha 4 deHb», «A 8 amom 200y ecmb Yy HUX MOJibKO eQUHCcmeeHHbIU myasnem. OOuH
e0uHCcmeeHHbIU myarnem 8Hympu. 3mo, Kaxemcs 0r1d Masib4ukos u 0egoyek», Acmara;, «Mou
demu e2osopsim «Mama mam criamb HEBO3MOXHO», MOMOMY Ymo, 0emu rakasu, Xanoeanuch
— ocbl, Komapbl», «OU, mam yxacHo. 51 noexana 4yepes mpu OHs demel 3abpana. 3mMo He
nazepb 0ns1 Oemeli. A kak omnpaensiom xe paboyux pabomamb. Tam Oemsm 3aHUMaMbCS
Heyem», CKO. HecobniogeHue ycnosBun ana 6GesonacHOCTM JeTen NPUMBENoO K chnydalo,
3aKOHYMBLLEMYCSI TPArn4yeckn B OAHOM M3 narepent AKMOMMHCKON obnacTu.

BbIBOJbI M peKOMEH/JaluM 10 ycayre

B uenax ynydweHua ycnosui gns cbopa m nogadm AOOKYMEHTOB paspabotatb rpaduk
nNpeaoCcTaBreHns NyTeBOK.

npe}ZI,OCTaBI/ITb BO3MOXHOCTb Bbl60pa Ce30Ha, BpeMeHN noe3aku, camMoro Jfareps.

Pa3spaboTtaTe MexaHVW3M MOBbILIEHUS WMHHOPMUPOBAHHOCTU MHOTMOAETHLIX M ManouMyLLnuX
cemel 0 BO3MOXXHOCTU MOMyYeHUs NyTEBOK.

MNoxxenaHus MHOTMX ycnyrononyt-laTeneVl 3aKnk4arTCAd B yny4dlleHnn yCJ'IOBI/IVI Ona npoeegeHuna
OTAbIXa B AETCKUX Nnarepsax.
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54. MocTaHOBKa Ha ouepeab AeTei AOWKOAbHOro Bo3pacTa (4o 7 net) ana Hanpas/eHUA B
AETCKMEe OOLWKO/bHbIe OpraHu3auum

Oo61masa nHdopmanmsa o rocycayre

ocymapcTBeHHas ycnyra okasblBaeTCsi MECTHbIMW  UCMOSMIHUTENbHBIMW - OpraHamm
obnacten, ropogoB ActaHbl U AnimaTbl, panoHOB (ropogoB OONMACTHOrO 3HaAYEHUs), akMmMmamm
panoHOB B ropofe, ropofoB PANOHHOIO 3HAYEHUS!, NOCESKOB, Cerl, CENbCKUX OKPYroB.

Mpuem 3asBneHWs M Bbldaya pesynbTaTta OKasaHuUs roCygapCTBEHHOW YCryru
OCYLLECTBNAITCA 4Yepes3: KaHuenapuio ycnyrogatens; [ockopnopauuwio, Beb-noptan
www.egov.kz.

Cpoku okasaHusi rocygapcTBeHHom yenyrn — 30 MUHYT.

dopma  okasaHus rocyaapCTBEHHOW  yCnyru: 9NeKTpOoHHas (nonHoCTbIO
aBToOMaTu3MpoBaHHas) u (Mnn) GymakHas.

PesynbTaToM oOKasaHuMs rocyaapCTBEHHOW YCNyrn sBNseTca yBeAOMIeHWe O
nocTtaHoBke B o4epenb (B MNPOM3BONMbHOM (OpPME), MNpUM HanMyMnm MecTa — Bblgada
HanpaeneHnss B  OOLWUKOSbHYK  opraHusdaumio (B npousBonbHoW  dopme), nunbo
MOTUBMPOBAHHbLIN OTBET 00 OTKase.

dopma npegocTtaBneHuss  pesynbTaTa  OKa3aHUA  rOCYyAapCTBEHHOM  YCNyru:
3IEeKTPOHHAas n (Mnu) GymaxkHas.

CocymapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTtHO uUan4eckum nuuam.

OCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YOoBNeTBOPEHHOCTb KayecTBOM oOkasaHus ycnyru [locmaHoeka Ha o4yepedb Oemel
OowKorbHO20 8o3pacma (0o 7 nnem) Onsi HarpassieHus1 8 demckue GOWKObHbIE OpeaHu3auuu
Ha ypoBHe 4,70 6annoB, [oNs NOSHOCTLIO YAOBNETBOPEHHbIX ycryron — 75,4% pecnoHAeHTOoB.

Tabamua 63. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHWUA roCyAapCTBEHHbIX YCAYr NO pe3y/ibTaTam o6LecTBEHHOro
MOHUTOPUHra

1 6ann 2 6anna 3 6banna 4 6anna 5 6annos
[ona pecnoHaeHToB 0 0 10 40 153
Konmuectso 0,0% 0,0% 4,9% 19,7% 75,4%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 203 pecnoHgeHTa. U3 Hux 51,7% ob6pawanuce B LIOH. [ons
pecnoHAeHTOB, 06paTUBLUUXCA OHMaKH, cocTaBnseT: yepe3 3oHy Egov B LUIOHe — 30%, 4yepes
nopran «3JfieKTpOHHOro npasuTensctBa» — 10,3%. B rocopraH ob6pawanoce 14,3%
pPEeCnoHAEHTOB.

Yawe y Tex, KTO OueHuMn [OCTYNHOCTb W OTKPbITOCTb MHAOPMALUM KaK «XOpOLUO» W
«yOOBMETBOPUTENBHO» BO3HMKIN CMIOXHOCTU C MOHWUMAHMEM Kakne OOKYMEHTbl Heobxoaumbl
(nonagatoT N OHW B KaTEropuio NepBOOYEpPEaHUKOB), ANOS pa3peLleHnst 3TUX BOMPOCOB UM
npywnocb obpawaTtbCs B panioHHbIM oTaen obpasoBaHus, Tak kak B LLOH coTpyaHuku He
Bnagenu nHopmauunen.

PecnoHOeHTbl OTMeYanu, 4TO Ka4decTBO npegocrtaBneHna ycnyrm 3a nocrnegHue roapl

ynydwwunocsk: «llpu obpaweHuu 6 2018 20dy npobriem He 803HUKaro. B 2014 npu obpaweHuu
He rnoHsImHa 6biria UHGhopMayusi Mo roslyYeHUIo yCryau 1b20MHUKaMu».
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B pesynbtate wuccnegoBaHus 76,2% ONPOLWEHHbIX PECnOHOAEHTOB ObliM  NOMHOCTLIO
YyAOBMETBOPEHbl Cpokamu okasaHusa ycnyrm u B 77,0% cnyyasdx - cbopoM M noaroTOBKOM
OOKYMEHTOB.

PecnoHaeHTbl 4Yale roBopunu o Tom, 4To npobnem C NOCTaHOBKOM B OoYepedb HeT, ecTb
npobnembl C NPOABWXEHWEM oYepeaun: «ycryaa roflydyeHa CB80EB8PEMEHHO MOJIbKO 80m
npobnembi ¢ o4epedbro, npodsuxeHusim odepedu 8 demckuti cad»

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 74,0% ycnyrononyyatenen (4,69 6anna).
BexnueocTte coTpyaHukoB ygosneTtsopuna 75,4 % pecnoHOEHTOB, YAOBIETBOPEHHOCTb Ha
ypoBHe 4,71 6anna. OnepaTMBHOCTbI COTPyAHWKA YyOOBMNEeTBOpPeHbl 68,6% pecnoHAeHTOB
(4,61 6anna). 77,0% pecnoHOeHTOB AOBEPSAOT ycryrogatento, CpefHss OueHKa cocTaBuna
4,70 6anna: «B uenom ycnyzol ocmanacb 0080/bHa, XenaHue rnoMowb U KOMIemeHmHocmsb
compyOHUKO8 Ha 8bicleM yposHe». Ho yacTo pecrnoHAeHTbl ceTyloT Ha odepean B LIOHe un
OTCYTCTBME COTPYAHMKOB Ha paboyem mecrTe.

Camu pecnoHAeHTbl AalT pekoMeHZauMmn no ynydweHuto kavectsa obcnyxumeanusa B LIOHe:
«51 noHumaro, 4mo c HacesieHuem pabomamb MO O4YEHb CIIOXHO. Tem 6osiee pasHbll
KoHmuHzeHm nipuxodum. Celidac Oaxe neHcuto 8 LJOHe ogpopmrnsiom. U HaduHarom kadyame
ceou npasa. lNoamomy compyOHUKU OO/MKHbI bbiMb KOMMEMEHMHbI, 2paMOMHbI, 3pyOuUpPO8aHbI
u cmpecoycmoudugbl. CoomeemcmeeHHO y HUX 0omkHa bbimb xopowas 3apabomHas rnnama,
4mobbl 3mMo KoMreHcuposasnockby (AcmaHa).

Ounarpamma 87. OcHOBHble NOKa3aTenu no ycnyre

4,85 90

B [onna oueHMBLWKX HA 5 6annos, % == CpeaHuii 6ann

4,80 85

80 79,5

4,75

4,70

4,65

4,60

Mpn obpalleHnm Yepes nopTan «3MeKTPOHHOIO NpaBUTENbLCTBa» YPOBEHb YAOBETBOPEHHOCTH
ycrniyrononyyarenen nNoBblaeTcs.  YOOBNETBOPEHHOCTb npu obpalleHun B [Tockopnopauumio
Hwxe (4,65 6anna), yem B rocopraHe (4,70 6anna).

B 3oHe egov B LIOHe He goctaTtoyHo coTpyaHuKoB: « KOHCyrnbmaHm He ycregars, nooxoous mo
K 0OHOMY KOMrbromepy, mo K dpyz2omy. B pesynbmame npuwriock x0ame, 4mobbl oay4ums
uHgopMayuo Kak ucriorib3ogams LI u ecmame 8 oyepedby.
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Kpome Toro, B cBA3n ¢ Tem, 4to ¢ 2018 roga B HEKOTOPbIX pernoHax nomeHsnacb cuctema
NMOCTaHOBKM Ha ouvepefb, YCNnyrornoslyvatenyM He MOHMMAalT, MoYeMy OHM He BUAAT B KaKoW
cagvk BCTanu B odepenb: «He sudHO 8 kakoli caduk riocmasusnu 8 o4yepedb, MOJibKO 8UGCHO,
4mo cedbmbie o o4yepeduy.

Tabauuya 64. YA0BAETBOPEHHOCTb MO MECTY NOJIYy4YEHUA YCAYTU

O6pallieHne Yepes LIOH, N=94 4,65 94
["ockopriopaLuio LUOH, rocopran, N=8 5,00 8
O6palleHne B rocopraH ocopran, N=20 4,70 20
3oHa Egov.kz B LIOHe, N=58 4,76 58
Be6-noptan Egov.kz (elicense.kz), N=19 4,79 19
O6palleHna oHnamH LIOH, 3oHa Egov.kz, N=2 4,50 2
Be6-noptan, LJOH, N=1 3,00
ocopraH, 3oHa Egov.kz B LIOHe, N=1 5,00 1
Bcero, N=203 4,70 203

MmeloT MecTo eamHMYHbIe crnyvyaun HeodmumanbHoro Bo3Harpaxgenus (0,5%) n ncnonb3oBaHus
NNYHbIX cBA3en n 3HakomcTB (1,5%) OpHako oTmevatoTcs obpalleHus ¢ xanobon Ha KayecTBO
okasaHus yenyrn — 5,9%, 13 Hux B nucbMeHHon popme — 0,5% un B ycTHOM — 5,4%.

YyacTHuku hokyc - rpynnbl nonyyanu gaHHyto ycnyry depes LIOH, a Takke oHnamH yepes
3MEKTPOHHbIN  nopTanegov. Ycnyry cuutalT  OOCTYMHOW, MpoCTOM B MOSyYEHUMN.
Ycnyrononyyatenu OTMETWNW, YTO AaHHyk ycnyry yaobHee nony4nTb 4epes canT
http://e.astana.kz/: «5 dymaro, ymo npobnembl He 6ydem, amo Halo MOCMOSIHHO 3ax00umb Ha
catim e.astana.kz u mym xe foeums. Nlomomy, 4ymo demckue cadbl cpa3y xe nodarom 3as6Ku,
Ymo y Hux ocgoboxxOaemcsi Mecmo, U mbl cMompulb, Kakol mebe rno adpecy bnuxe. Thbi
cama pewaeuwb ydobcmeo Ons cebs. [nasHoe, ymobbi bbirio QLM ».

C nopgaven OOKYMEHTOB ANA MOCTAHOBKM B o4vepedb Npobrem He BO3HMKano, npobnema c
MOMCKOM HarpaBfieHust B AETCKUA cad: «AOmo Hado KaxObili OeHb cudemb U MOHUMOPUMBb.
lMoka demu marneHbKUE, 3MO HE akmyarbHO, a NoOmMoM Kaxobil 0eHb Hado 6ydem cudemb u
cmompemsb» (AcmaHa).

TexHn4yeckne Henonagkn Ha canTe NPUBOAST K TOMY, YTO YCryronosy4aTenu He MoryT BOBpeMs
odopMnUTL MECTO B AETCKUA caf, Aae MNpu ero Hanuumn. «Y Hux Obiiu MmexXHU4YecKue
HeronadKu, 3mo 8 mom MoMeHmM, Koada cambil MUK rnowes1 c80600HbLIX Mecm, 3mo Mali-UHb,
Yy HUX rpogpamMma O4YeHb Yacmo eblnemesna. [ToMHuwb, mbl My4unack, 2080puna, He Moay
eolimuy» (3KO).

MHorne pecnoHOeHTbl BbICKa3biBalOT 0OOECMOKOEHHOCTb TEM, 4YTO Tenepb odepedb He
onpegendeTca Mectom nponuckn. B aTtonm cBA3M OHM BOATBCS, YTO NMLIAKTCSA BO3MOXHOCTU
BOAWTb pebeHka B cag psaom ¢ AOMOM: «ByayT NpuBO3UTb U3 APYrMX PAanoHOB M HAM MECT He
xBatTuT». «Moxem, ymobbi He Habuparnu nuwHux awdel, a No Mecmy MPONUCKU cmMasusiu Ha
oyepelb. To ecmb, KOHKPemMHO Mo paloHy fnpoxueaHusi. Kak monukmnuHUKU, JIUWHUX Xe He
bepym, mak xe. Mbi xueem, Harpumep, a 3moM palioHe, Mbl obpawaemMcs 8 amy xe
nonuknuHuky. Ymobki ¢ dpyaux palioHoes ctoda He ripusosunuy (3KO).
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BBIBObI M peKOMEHAAIUH TI0 yCyTe

B uenom ycnyroh nocTtaHOBKM B oyepedb C [JOLIKOMbHOE YYpexaeHue pecrnoHAEHThI
yOOBMETBOPEHbl M MHOrME OTMEeYaloT, YTO 3a rnocreaHee Bpemsi npoueaypa B 3HAYUTENbHOM
cTeneHu ynpoctunacb. C TPyAHOCTSIMM CTarkuBalOTCS Kak NpaBuIio Te, KTO MMET NpaBo Ha
nepBoOYEpPesHOCTb: WM HeobXoauMmbl  LOOMOMHUTESbHbIE  KOHCYNbTauuuM MO MEepPeyHio
[IOKYMEHTOB, KOTOPbIE KaK NpPaBwUmo, Nnyylle AenaeT rocopraH.

B uensx ynyduweHna KaydecTtBa O6CJ'Iy)KVIBaHVIFI HaceneHna B 30He egoVv yBeJinyYTb Konn4ecTtBo
KOHCYINbTaTOB.

Cosgatb noptan ¢ npocCTbiIMMU CXeMaMu. K coxaneHuto, MHOrmne pecnoHOEeHTbl TOBOPAT O TOM,
4YTO cCanT €goV He Bcerga NnoHATEH U NpOCT. Heo6xop,v|M3 MHTYUTUBHO NOHATHaA HaBUrauu4.

55. Cy6cuampoBaHue No BO3MELLEHUIO YacTU PacXoAo0B, MOHECEHHDbIX CybbeKTomM
arponpoMmMbILLIEHHOTO KOMMN/IEKCA NPU MHBECTULLMOHHDIX B/IOYKEHUAX

0O61masa nHpopmanmsa o rocycayre

[ocymapcTBeHHas ycnyra okasblBaeTCsi MECTHbIMW  UCMNOSMIHUTENbHBIMW  OpraHamm
obnacten, ropogoB ActaHbl 1 AnmaTbl.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs rocy4apCTBEHHOW ycnyru
ocyulecTtensieTcsa Yepes fockopnopaumio.

Cpok okasaHusi rocygapcTBeHHon ycnyrn — 43 paboumx gHs.

dopma okasaHusa rocyaapCTBEHHOM ycnyrn — BymakHas.

PesynbTaT okasaHua rocygapCTBEHHOW yCryrn — BbIMMCKa M3 MPOTOKONAa 3acedaHus
KOMUCCUM noa npeacenatenbCTBOM 3aMecTuTens akuma obnactu, ropogoB AcCTaHbl U
AnmaTbl N0 BONPOCaM MHBECTULMOHHOIO CybCcManpoBaHusa ¢ NoANMCbI0 CekpeTapsi KOMUCCUN
N 3aBepeHHas nevatbio.

dopma npegocTaBneHns pesynbrTarta OkasdaHUsa rocy4apCTBEHHOW ycnyrn — GyMaxkHasi.

FocymapcTBeHHas ycnyra okasbiBaeTcs 6GecnnaTtHo (OU3NYECKMM W IOpUaNYECKUM
nuuam.

OcHOBHBIE pe3yJbTaThl UCC/IeJ0BaHUA

Y[OoBNeTBOPEHHOCTb KavyeCcTBOM okasaHus ycnyrn CybcuduposaHue o 803MeweHUr Yacmu
pacxodo8, roHeceHHbIXx cybbeKmMoM a2porpOoMbIWLIEHHO20 KOMII/IeKca rnpu UH8ecmuUyuoHHbIX
8/10)KEeHUSIX Ha ypoBHe 4,61 6annos, JoNA MOMHOCTLIO YAOBMNETBOPEHHbIX ycrnyron — 65,7%
PEeCrnoHOEHTOB.

Tabauua 65. OLeHKM yA0BAETBOPEHHOCTU KauecTBOM OKa3aHUA rocyAapcTBEHHbIX YCIYr Mo pe3y/ibTaTam 06LeCcTBEHHOro
MOHUTOPUHrA

1 6ann 2 banna 3 banna 4 6anna 5 oannos
[ons pecnoHaeHTOB 0 0 10 59 132
Konunyects
OMnHEeCcTBO 0,0% 0,0% 5,0% 29,4% 65,7%
pecnoHageHToB, N

Bcero 6bino onpoweHo 201 pecnoHgeHTa, M3 HUX oKosno 68,2% oTmeTunu obpalleHune B
"ockopropauumtio.
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Mo pesynbTataMm uWCCNeQOBaHMSA pPECNOHAEHTbl MeHee BCero yAOBMEeTBOPEHbI CPOKaMu
okasaHus ycnyrn — 4,42 6anna (59,4%). 73,3% pecnoHAeHTOB 4OBOSbHLI NpoueccoM cbopa u
nogayv OKYMEHTOB, OLEeHUB B cpegHeM Ha 4,7 6anna.

Y[oBneTBOpeHbl AOCTYNMHOCTbIO M OTKPbITOCTbIO MHGopMauun yenyrn 73,5%, B cpegHeM Ha
4,72 6anna. FICHOCTbIO M AOCTOBEPHOCTbIO MH(bOpMaLMM NOMHOCTBIO yaoBNeTBopeHbl 76,0%
pecnoHaeHToB (4,72 6anna).

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunu 71,9% ycnyrononyyatenen (4,68 6Ganna).
BexnueocTte coTpyaHukoB yaosrneTtsBopuna 72,9% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,71 6anna. OnepaTMBHOCTbIO COTpyaHWKa yaoBnetBopeHbl 70,9% pecnoHAeHTOB
(4,64 6anna). 70,2% pecnoHAEHTOB AOBEPSAOT ycryrogatento, CpefHsas OueHKa cocTaBuna
4,65 6anna.

Aunarpamma 88. OcHOBHbIe NoKasaTenu no ycayre
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Y[noBneTBOPEHHOCTb PECNOHAEHTOB Bbile npu obpalleHun B ockoprnopauuio (4,78 6anna), B
cpaBHeHun ¢ rocopraHom (4,41 6anna).

CotpyaHukamu LIOHa ycnyrononyyatenun 6onee A0BOSbHbI.

[Ounarpamma 89. Y0B/1eTBOPEHHOCTb KaYeCcTBaMM COTPYAHMKOB NPU NOSYYEHUM YCAYrU, cpeaHuii 6ann
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®m KomneteHTHOCTb ™ OnepaTMBHOCTb BesknmBOCTb
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BcTtpevatotca cnyyan HeoduumansHoro BosHarpaxaeHus (0,5%) n mMcnonb3oBaHUA MUYHbIX
cBssenn n 3HakomcTtB (1,0%). OTmedatoTcs obpalieHns ¢ kanobon Ha KavyecTBO OKasaHus
ycnyru B ycTHon popme — 4,0%. YOOBNETBOPEHHOCTL pe3ynbTatoM obxanoBaHus coctaBnsieT
-3,33%

YyacTHUKKM (POKyC - rpynnoBon ANCKYCCUN NodaBasnv AOKYMEHTbI Ha NosfyyYeHne aHHOW yCryru
yepes UOH: «MbI nodaem nakem dokymeHmoes umeHHo 8 LJOH. B meyYeHue HecKonbKux 0Hel ¢
L|OHa nepedarom OOKyMeHmMbI 8 yripasrieHue CefibCKoao xo3slcmea u 8 JdarnbHeluwem
Ha4YuHaemcsi paccMompeHue nakema OoKymeHma. Y1 no okoH4YaHuto 43 OHeli HamM 8bIHOCUMCS
peweHue, 000b6peHO Ham unu Hem. [lomom KpecmbsiHCKOe X035lcmeo rosydaem
cybcudupoeaHuey». Ecnn xe cybcmampoBaHMe KacaeTCsd MNEMEHHOro ckoTa, TO NO crioBam
YYaCTHUKOB AMCKYCCUWM, AOKYMEHTbl MOXHO MNOAaTb 3NEKTPOHHbIM Ccnocobom: «MMeHHO Ha
rnemMeHHoU ckom OOKyMEHMbI N0darmcs mosibKo OHialiH, Yyepes ripozspammy» (KapazaHoa).

I'Ipo6neMb|, BO3HUKaOLKME NMpu nonyyvyeHnn ycnyru:

e [laHHyl ycnyry cuyuTaloT He MPOCTOW, Tak Kak 3aTpyAHeH npouecc cbopa m nogayu
AOKYMEHTOB, 3aHMMaeT MHOro BpeMeHu. [ns ee nonyvyeHus npeanpuHumaTen
obpawialoTcs 3a NOMOLLbI K topuctam: «lomomy 4mo OOKyMeHmo8 Hado MHO20
cobupamb. 3asieka, akmbl pasfiuyHble, Yawe ecez2o Ofii HUX 3MO CJIOXHO cdeslame,
noamomy OHuU obpawaromcsi K opucmam. Hy u nodada AokymeHmos eL|OHe mHO20
8peMeHU 3aHUMaem, HY)XHO Cmosimb 8 o4epelduy, « TakxkKe y KpecmbsHCKUX X03dlcme
Hexeamka epeMeHu. B ce30HHble MOMEHMbI, Ko2da rpu Hexeamke 8PeMeHU, OHU
rnosTHocmbo 0o08epeHHOCMb  nuwym rpucmam, 4Ymobbl OHU caMu 3aHUMasnuchb
cybcuduposaHuem» «Cripagka O Haru4uu CK8axUHbl 8bidaemcsi MeCMHbIM aKkuMamom.
TonbKo enasa KpecmbsSHCKO20 X03sUcmea umeem paso 635Mb Mmakyr Cripasky.
Tonbko eMy Ha pyku ebidaemcsl ama cripagka. 3mo O0rMoIHUMEIbHbIE CITOXHOCMU».

e HepocTtaTok MHGOPMaLUN N HEJOCTATOK KOHCYNbTAHTOB: « Hekomopbie 800buwe HU4e20
no0obHo20 He cribiwanu. Crnpawusaews, omKyda y3Haniu — MHo2Ue omeeyarom, 4mo
3HaKoMble cka3asnu. Hukmo He ckasan, Ymo akumam um cka3as unu ¢ ynpaeneHusi. Om
3HaKOMOeO y3Har. A 3HaKkOMbIl OmM 3HaKOMO20 C80€20 y3Har».

e dusmyeckas HeOoOCTYNHOCTb NonydeHusa ycnyrn:  «MHoz2ue  KpecmbsiHCKUe U
gepmepcKue xossticmea Haxo0simcsi odeHb darieko Ha Ceoux 3UMoeKax. Boiexamb Hem
B803MOXHOCMU U3-3a 6e300poxbsi. [1osmomy HeKomopbie KOMMaHUU He Moaym
ycmaHo8umb CmaHyuu, KpecmbsiHe He moaym 0obpambcsi u nodamb OOKyMEeHMm»,
«Omcymcmeue cemu y ¢hepmepos. Ecmb, KOHEYHO, y KO20-mo, HO He y ecex. [axe
ces13u mernegoHHoU UHou pa3 Hem. To ecmb, 360HAM Yes108€KYy, @ OH 8HE 30HbI.

e BpeMeHHble orpaHn4YyeHns nonyyeHust ycnyri: «B ocHosHoMm nodaemcsi OOKyMeHmauusi
20e-mo ¢ KoHua aripesns - mal mecay u 0o okmsabps mecsya, noka rno2odHsle ycrioeusi
r10380/1510M».

e TpeboBaHue AononHUTENbHBLIX AOKYMEHTOB: «bbieaem makasi npobrnema. [lepeyeHb
cmaHdapmHbll ecmb, HO Koeda mnodaromcs OOKyMeHmbl, Koeda UX HaquHaem
obpabambieamb oriepamop, U OHU Mocmyrnarm 8 yrpassieHue cesflbCcKko20 xo3slcmea,
Ha ux ycMompeHue, OHU 3arnpauwusarom O0nosIHUMesibHble OOKYMEHMbI».

e lI3amMeHeHve nopsigka nogadn LOKYMEHTOB: «Q@uHaHcuposaHue Ha 3amom 200
3aKOHYUIIOCh, U Halu 3asi8KU 8 3moM 200y He nepexodsim Ha credyrouwul 200, Kak
661510 00 amoeo. To ecmb u3MeHursicsi Nopsi0oK. Ha cnedyrowul 200 Ham Hy)xHo 6ydem
3aH0B0 3as8Ky nodasamam».

e HepoBepve rocygapCTBEHHbIM nporpammam: «MHoaue eanaebl  KpecmbsIHCKUX
xossiicms, Harpumep, Oymarom, 4mo ux obmadbiearom. Kak amo, ymobsl cybcuduu
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e2ocydapcmeo Oaeasio becriiamHo, 6e3 so3meuwleHusi deHbeu Oaem?», «Hekomopbie
Oaxe 6osmcs nodasame OOKyMeHmMbI o cybcudusm, nomomMy 4Ymo OHU ece 8
Kkpedumax. OHu He Qosepsitom. OHU Oymarom, ecsiu ceddac ernoxam OeHbeu U He
CMO2ym ux 8bimauiums, Mo 3mMo cusibHO bydem 6ume UX 110 KapMaHy».

e [lpoTnBopeumBble TpeboBaHus: « Ymobbl nony4yumes cmaHyuro no 06800HEHUID, HYKHO 8
Hanu4uu umems CKOm, a eC/u OH Kynum cKom, eMmy xe Hado amom ckom roums. A
ymobbl nofydums cybcuduu Ha MOKyrnKy 3amou cmaHyuu, fosilydaemcs, ece 3mo
npomueopeyum 0Opya dpyay. U nomom 00U, Komopble Xomsm 3aHuMambCs
KpecmbSsIHCKUM X035(CmeoM, UM rpoCmo He 0arom 803MOXHOCMb».

BbIBOABI U PEKOMEHAalUH 110 ycjiyre

Mpouecc cbopa W nogayuM [OOKYMEHTOB He SBNSETCS MPOCTbIM W MOHATHbIM - Ans
ycnyrononyyatenei. [1ns ee nony4yeHus HaceneHne obpalyaeTcs 3a NOMOLLBIO K opUcTaM.

Ycnyrononyyatenu MeHee BCEro [JOBOSfIbHbl CpoOKamMu nonydeHus ycnyrn. PaccmoTpeTtb
BO3MOXHOCTb COKpaLLeHNsi CPOKOB OkaldaHus ycryrn. OnTuMmaupoBaTtb npouenypy LaHHOM
ycnyrm nytem nepeBofda Ha 3nekTpoHHbIn dopmat. ObecneynmTb BO3MOXHOCTb MOSy4eHUs
YCNyrn Ha OCHOBE OHOro 3asBneHuns. Ytobbl ycnyronony4vartens He 6eran no MHCTaHUMsSM ans
cbopa pasnuyHbIX CrPaBOK.

Mo MHEeHuIo OTAenbHbLIX PECNOHAEHTOB, ONEPATOPOM OaHHOM YCNyrn He OOmkHa ObiTb oAHa
Komnanus: «5 dymaro, 4mo ornepamop He OO/MKeH 8bicmaesiimbCs MOJbKO 0m O08HOU
KomMmmaHuu, ornofiHUmMerbHo emopas KomraHus domkHa 6bimb. Ymobbl KOHKypeHUuUs bbinax.

Heobxogumo npoBedeHne pasbsacHUTenbHOM paboTel Ana obecneveHuss AOCTYMHOCTU
WMHpopMaLMM NO AaHHOW ychyre.

56. MpuKpenneHne K MegULMHCKOM OpraHM3aLmMm, OKasblBaloLLEN NePBUYHYIO MeAUKO-
CaHUTAPHYIO NOMOLLb

061masa nHpopmManmsa o rocycayre

"ocynapcTBeHHas ycnyra oKasblBaeTcs MeaANLNHCKUMU opraHusauusamu,
OKa3sblBaKLWUMU NEPBUYHYIO MEAUKO-CaHUTaPHYHO MOMOLLb.

Mpvem 3asiBreHMn W Bblgava pes3ynbTaTtoB oOKasaHWs roCy4apCTBEHHOW YCnyru
ocyLecTBNAeTCH Yepes: ycnyrogatens; seb-nopran www.egov.kz.

Cpok okasaHus rocyaapcTBeHHown ycnyrn — 1 paboyumi geHsb.

dopma OKasaHus rocyfapCTBEHHON ycnyru: 3NeKTpoHHas (4acTu4yHo
aBTOMaTu3npoBaHHas) u (unun) bymaxHas.
PesynbTaT oOkasaHus  rocygapCTBEHHOW  ycnyru  — yBedomrneHue (TanoH) o

npukpensieHnn B GymaxHom Buae (B Npom3BonbHOM dopme) unn B hopmMe 3MEKTPOHHOO
AOKYMEHTa, NoANUcaHHON 3NeKTPOHHOM undpoBon nognuceto (aanee — SUIM) yenyrogatens.
ocypapcTBeHHas ycnyra okasbiBaetca 6ecnnaTtHo.
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OCHOBHBIE pe3yJjabTaThbl HCCTIECA0BAHUA

YOoBNeTBOPEHHOCTb  KA4YeCTBOM  OKasdaHusa  ycnyrn  [llpukpenneHue K MeduyuHcKol
op2aHu3ayuu, okasblearoweli nepsuyHyro MeOUKO-CaHUmMapHyr MOMOWb Ha YPOBHe 4,67
6annoB, 4ONSA NOMHOCTBLIO YAOBMETBOPEHHbIX ycnyron — 73,2% pecnongeHToB. Becero 6bino
ornpoLueHo 209 pecnoHaeHTa.

Ta6nuu,a 66. OUEeHKM yA0BNEeTBOPEHHOCTM KaYeCcTBOM OKa3aHWUA rocyAapCcTBEHHbIX YCAYr NO pe3y/ibTaTam 06LIJ,ECTBeHHOI'O
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHTOB 0 2 8 46 153
Konmuectso 0,0% 1,0% 3,8% 22,0% 73,2%
pecrnoHaeHToB, N

YOoBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTbIO MHGopMauun ycnyrn 78,0%, B cpegHeM Ha
4,71 6anna. SACHOCTbIO U LOCTOBEPHOCTbIO MHGOPMaLUKU MOMHOCTLI0 yAOBNeTBopeHbl 75,5%
pecnoHaeHToB (4,68 6anna).

B pesynbtate wuccneposaHus 79,2% ONPOLUEHHbIX PECNOHAEHTOB ObinnM  MOMHOCTLIO
YAOBMNETBOPEHbI CpOKaMU oKasaHus ycnyrm u B 78,6% crniyyasax - cO6opoM M noaroToBKOM
OOKYMEHTOB.

KoMneTeHTHOCTb COTPYAHWKOB BbICOKO oueHunun 71,6% ycnyrononydatenen (4,64 6anna).
BexxnmBocTb coTpyaHukoB yposnetBopuna 74,0 % pecnoHAEeHTOB, YOOBNETBOPEHHOCTb Ha
ypoBHe 4,66 Ganna. OnepaTMBHOCTbIO COTPYAHMKA YAOBNETBOPEHbl 63,5% pecnoHaeHTOoB
(4,51 6anna). 74,5% pecnoHAEHTOB LOBEPSAOT ycrnyrogatento, CpefHsas OueHKa cocTaBuna
4,66 6anna.

«Y MeHs1 Obis1 MPOCPOYeH nacropm pPOCCULCKUU U MpOnucka, M[puwiocs nucams
obbscHUMenbHYr0 U npusodume cHadvana OokymeHmbl 6 nopsidok», «Ecnu y mebs ece
0oKyMeHmMbI 8 nopsiOke, Mo Hukakux rpobrem», Kambbinckas; «He 3Haom ceorw pabomy,
oyeHb epybo paszosapusarom ¢ 0bMU», MaHaucmay; «HyXHbl KeanuguyuposaHHble
pabomHuku, komopsie mobsm ceor pabomy. OHu padu cebs pabomarom, a He padu Hacy,
AcmaHa.

Aunarpamma 90. OcHOBHbIe NOKa3saTenu no ycnyre

4,85 I o0 oueHMBLWKX HA 5 6annos, % == CpeaHunii 6ann 85
4,80 78 78,6 79,2 80
4,75

4,70
4,65
4,60
4,55
4,50
4,45
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Cny4yan HeoduumanbHoro BosHarpaxaeHus (1,4%) M MCnonb3oBaHUSA FUYHBLIX CBA3EN W
3HakomcTB (1,0%) BcTpevatoTcss pegko. OTmevatoTcs obpalieHus ¢ kanobon Ha KayecTBO
okasaHus ycnyrm — 3,8%, U3 Hux B nucbMeHHon popme — 1,0% u B ycTHOM — 2,9%.

BbIBObI M pEKOMEHAALMHU 110 YCIyTe

[aHHble onpoca nokasanu, 4YTO ycnyra [OCTynHa W MNOHATHa Anst HaceneHusi. Ectb
HeobXO4MMOCTb YNyYlMTb TakMe KayecTBa YCMyrM Kak OmnepaTMBHOCTb COTPYAHMKOB. [lo
[laHHOMY napaMeTpy HaMMeHbLLWA YPOBEHb Y0BNETBOPEHHOCTH.

yJ'Iy‘-ILueHI/IlO Ka4dyeCtBa YycCnyru 6y/:|,eT cnocobcTBOBaTh MoaepHu3aumna TEeXHUYEeCKOro
OCHalleHnA B rocopraHe (KOMI'Ibl'OTepHaFl TEXHUKa, CKOpOCTHOI7I MHTEpPHET, KOH[J,I/ILI,I/IOHepr).

57. NMocTtaHoOBKa Ha yyeT n oyepeaHoOCTb, a TaKXKe NpUuHATUuE MmeCTHbiIMU
UcNoNHUTENIbHbIMU OpraHamMmu pelweHna O NpeaocTaB/IeHUN XUamlia rpa>adHam,
HyXgalouwmnmca B XXuaumuwe U3 rocyaapCcrBeHHoro XXuinuwHoro ¢0Hp,a nnn xXxuaumuie,
dpeHA40BaHHOM MeCTHbIM UCNOJIHUTE/IbHbIM OPraHOM B YaCTHOM XUJTUWHOM ¢0Hp,e

0O61masa nHpopmManmsa o rocycayre

locypapcTBeHHas ycnyra OKasblBaeTCH CTPYKTYPHbIMW noapasfeneHnsiMm MeCcTHOro
NCMONHUTENBHOrO opraHa ropogoB AcTaHbl M AnmaTbl, paloHOB W ropogoB 00nacTHOro
3HayeHus1, OCYLLECTBIAILWNX PYHKLMM B cdrepe XKUIMULHBLIX OTHOLLEHWUN.

Mpuem 3adBneHnn u Bblgavya pe3ynbTaToOB OKasaHUs rOCydapCTBEHHOW YCRyru
OCYLLIECTBNIAIOTCS Yepes:

"ockopnopauuto, Beb-noptan www.egov.kz.

Cpok okasaHus rocygapctBeHHon ycnyrm — 30 kaneHaapHbIX AHEN.

dopma oKasaHus rocyaapCTBeHHOM ycnyru: SNeKTpoHHas (4acTnyHo
aBTOMaTu3upoBaHHas) u (unun) bymaxHas.

PesynbTaT okasaHusa rocyaapCTBEHHOW yCMyru - yBegoMIeHne O NOCTaHOBKeE Ha y4yeT
C yKasaHneM nopsiAKoBOro Homepa oyepeau, Mbo MOTUBMPOBAaHHLIN OTBET 06 OTKase.

dopma npegocTtaBneHuss  pesynbTaTa  OKa3aHUA  FOCYyAapCTBEHHOM  YCNyru:
3NEeKTPOoHHas.

"ocypapcTBeHHas ycnyra okasbiBaeTcs 6ecnnaTtHO pu3nyeckum nuuam.

OcCHOBHBIE pe3y/abTaThbl HCCZIEA0BAHUA

YOoBNeTBOPEHHOCTb KayecTBOM OKa3daHusa ycnyru [locmaHoeka Ha y4em u o4epedHocmb, a
makxe rnpuHIMuUe MecmHbIMU UCIMOMHUMEsbHbIMU Op2aHaMu peweHuss o rnpedocmasneHuu
Kunuwa epaxdaHam, Hyxdarowumcs 8 Xunuuwe u3 20cydapcmeeHHo20 XUnuuHo2o0 ¢hoHda
unu xunuuwe, apeHOo08aHHOM MeCMHbIM UCMHOIHUMErIbHLIM Op2aHOM 8 YaCmHOM XUNTUU4HOM
¢oHOe Ha ypoBHe 4,63 6annoB, OONA MNOMHOCTbI YOOBMETBOPEHHbLIX ycnyron — 67,0%
peCrnoHAEHTOB.

TaGnMu,a 67. OueHKuU YAOB/IETBOPEHHOCTU KAa4Y€CTBOM OKa3aHUA rocyaapCcrBeHHbIX YCyr NO pe3y/ibTatam OGI.IJ,eCTBeHHOrO
MOHUTOPUHIA

1 6ann 2 banna 3 6anna 4 6anna 5 6annos
[onsa pecnoHaeHToB 0 1 7 61 140
KonunyectBo
0,0% ,5% 3,3% 29,2% 67,0%
pecnoHaeHToB, N
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Bcero 6bino onpoweHo 209 pecrnoHaeHTa, u3 HMX okono 70% obpauwannck B fockopropaumtio,
11% - B rcoopraH. 1 okono 25% — yepes nopTarn «3NeKTPOHHOro NpaBuTENbLCTBA (MonyyaTenu
ycnyr mornm obpawatbcsa B rocopraH u fockopnopaumio).

YaoBneTBOpeHbl AOCTYNHOCTbIO U OTKPbITOCTbIO MHGopMaummn ycnyrn 69,4%, B cpegHeM Ha
4,67 6anna. AICHOCTbIO M AOCTOBEPHOCTbIO MH(POPMaUMM NOMHOCTbIO yaoBneTBopeHbl 68,3%
pecnoHaeHToB (4,6 5 6anna).

Mo pe3ynbTaTtaM nccnegoBaHusa ycrnyronosnyyaTeny MeHee yaoBneTBOPEHblI CPOKaMM OKa3aHus
yenyrm — 67,1% (4,63 6anna) u nNpocTOTOM M MOHATHOCTBIO Mnpouecca cbopa M nogayn
OOKYMeHTOB — 66,5% (4,65 6anna).

«Xomenock 6bI cdagamb OOKyMeHMbI C nepeoco pasa. MeHsiricsa nepedyeHb OOKYMEHMOo8 o
yecnyee. lNpuwrnioce 0sa pasa cobupamb QOKyMeHMbl, 103mMomMy 00520 xdasnu pesyrnbmamy,
lMasnodapckasi; «Hem nonyyamb OOKyMeHMbI 8 pa3HbiX Mecmax, Jlydwe rnosay4Yums 8 0OHOM
mecme», «[okymeHmauyuu O4YeHb MHO20, CIIUWKOM MHO20 8peMeHu ywio», MaHaucmay;
«Cnuwkom 6osbuwiue cpoku paccmompeHusi», CKO; «Cpok paccMompeHusi 3as16/1eHUSI OYEHb
Ooneuti», BKO.

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunn 69,6% ycnyrononyvatenen (4,66 6anna).
BexxnnBocTb cOTpyAHWUKOB yaosneTBopuna 68,4% pecnoHAEHTOB, YOOBMETBOPEHHOCTbL Ha
ypoBHe 4,66 6anna. OnepaTMBHOCTbIO COTpyAHWKa yaoBneTBopeHbl 63,9% pecnoHAeHTOB
(4,53 6anna). 68,8% pecnoHAEHTOB AOBEPSAOT ycryrogatento, CpefHsas OueHKa cocTaBuna
4,66 6anna.

Ounarpamma 91. OcHOBHble NOKa3aTenu no ycnyre

490 B [onna oueHMBWKX HA 5 6annos, % == CpeaHunin 6ann 75

4,85 73
4,80 69,6 69,4 71
475 68,4 68,3 68,8 6
4,70 67
4,65 4,66 65
4,60 63
4,55 61
4,50 59
4,45 57
4,40 55

Mpu obpalleHnn Yepes nopTan «3NEKTPOHHOro NpaBMTENBCTBa» YPOBEHb YOOBNETBOPEHHOCTU
ycnyronony4yaTtenen Boiwe (4,9 6anna).
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Onarpamma 92. YA0BNETBOPEHHOCTb MO MECTY NOAYYEHUA YCAYrn, cpeaHuii 6ann

5,00 4,90
4,90
4,80
4,70
4,60
4,50
4,40
4,30
4,20
4,10

LOH,N=135 3oHa Egov.kz B Beb-noptan locopran,N=10 Bcero,N=209
LIOHe,N=29 Egov.kz
(elicense.kz),N=21

CotpyaHunkamn LIOHa pecnoHgeHTbl 6onee A0BOSbHbI, OCOGEHHO B 30HE «3NIEKTPOHHOTO
npaBuTENbLCTBa». Y4YacTHUKM (QOKyC-rpynnbl nornydanu aadHyto yenyry yepe3 LIOH. Yactb
ycrnyrononyyartenen octanucb AOBOMbHbI paboton cotpyaHukoB LIOHa: «OHu ebinonHsom
Xopowo ceou obsizaHHOcmUu, rpu Heobxodumocmu OHU oOCKa3biearkm, MO €eCmb OHU
cmpemMsamcsi Ham rnomoyby (BKO). BcTpeTunuck 1 Te, KTO ocTancsa HefoBOMbHbIMU: «B obuwem,
y pabomHukog L|OHa Hem onepamusHocmu, uHozda He omeedyarom Ha 3aldaHHble 80rpPOChl.
(LLisimKkeHm).

CotpyaHukamn LIOHa pecnoHgeHTbl 6onee A0BOSbHbI, OCOGEHHO B 30HE «3IEKTPOHHOMO
npaBuUTENbLCTBAY.

Anarpamma 93. Y40BNeTBOPEHHOCTb KauecTBaMU COTPYAHMKOB NPU NOAYYEHUU YCNYrU, cpeaHuii 6ann

4,80 470 469
4,70 4,65 4,66 '
4,60

4,50

4,40

4,30

locopraH LLOH 3o0Ha e-gov B LIOHe
m KomneTeHTHOCTb = OnepaTMBHOCTb BexknnsocTb

BcTpeyvatotca cnyvan HeodumumaneHoro BosHarpaxgenusa (1,0%) v ncnonb3oBaHMsA MUYHBIX
cBasen n 3HakomcTtB (0,5%). OTmevatoTca obpalieHust ¢ xanobon Ha KavyecTBO OKasaHus
ycnyrn — 2,9%, n3 Hux B nucbMeHHon popme — 1,0% u B ycTHOM — 1,9%.

YyacTHuku pokyc-rpynnbl nonyyanu gaHHyro yenyry yepes LJOH. B uenom ycnyrononyyatenu
YOOBNETBOPEHbI JAHHOW YCMYron, C TPYAHOCTSIMU MPAKTUYECKN HUKTO HE CTarkuBasncs, HO OHU
HeJOBOMbHbI CPOKOM OKa3aHus ycnyrn: «Hem, 8 amom mpydHocmel HUkakux He 6b1r10. Tornbko
O00UH MOMeHm, amo dosi2oe 8peMsi HyXHO b6bi1o x0amb. A makxe 30 OHel nodymu mecsy,
HYXHO 6bI1no oxudame, cobupas Heobxolumbie OOKyMeHmMbIl. A 8 uerioMm, ece Oblio O4YEeHb
xopowo» (BKO).
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YcnyrononyyaTenu CYuTaroT, YTO BCTaTb Ha y4eT M OYEPEQHOCTb Ha XUIbe-3TO OOCTyMnHas
ycnyra, Tsbkenee BCEro oOXOaTbCA CBOEW odepean MU MNonyunTtb kunbe: «Mbi nodasanu
3asie/ileHuUe Ha OCHO8aHUU moeo, 4Ymo i senschb cupomol. M mMosi cecmpa, Ko20a MHe
ucrionHUNock wecmdaduame iem, 3amo Koada s ewe rnosyyuna y0ocmoeepeHue, oHa pewusa
rnodame 3asiefieHUe U cmamb Ha o4epeldb Ons nosnydeHust becrnnamHo20 xunbs. Mbi cobpanu
Heobxo0umbie OOKYMEHMbI, HO, K COXal/leHUK yxe Mpowsio yemsipe 200a, U 51 yxe 0agHO
Cco8epLIEeHHONemHsisl, Ho 00 cux rop Keapmupbl Hem, He nony4duna» (BKO).

BbIBObI M pEKOMEHAALMH 110 YCIyTe
Ana  ynyyweHus KkavecTBa [aHHOW Yycrnyru, ycryrononydatensmu Obinn  npeanoXeHbl
cnenytoLwmne Mepbl:

e [loBblWEHNE YPOBHS KMMEHTOOPUEHTUPOBAHHOCTU Y COTPYAHMKOB.

e /HauBmayanbHbIA NOAXOA4 K KaxaoMy — noryyartento, T.K. K OCHOBHOMY MEpeyHio
[IOKYMEHTOB OTAENbHble KaTeropum rpaxgaH npeaocTaBnaloT  OOMONHUTENbHbIE
[LOKYMEHTHbI.

e (Ob6ecneuntb AOCTYMHOCTb WMHOPMALUUW MO AaHHOW Yycrnyre M Mnpo3payvyHOCTb BceW
npoueaypbl, MCNONb3ys pasnuyHble cpeacTBa WHMOPMUPOBAHWUS, B TOM 4ucne WU
coumarnbHble CeTu.

e CokpalleHne CPOKOB PACCMOTPEHUS OKYMEHTOB.

58. Peructpauusa aumu, uiywmx paboty, B Kauectse 6e3paboTHoro

0O61masa nHpopmManmsa o rocycayre

[ocymapcTBeHHass  ycryra  OKas3blBaeTCA  KOMMYHarbHbIM  FOCyAapCTBEHHbIM
yupexaeHnem "LleHTp 3aHATOCTN HaceneHus"

Mpuem 3asBneHnsa W Bbligadya pesynbTata oOKasaHWs rocyJapCTBEHHOW ycnyru
OCYLLIECTBNAOTCA Yepes KaHLensapuio yeryrogaTens.

Cpok okasaHusa rocygapcTBeHHom ycnyrn — 1 paboyunn geHb.

dopma okasaHusa rocygapcTBEHHON ycnyru: bymaxHas.

PesynbTaT okasaHusi rocy4apCTBEHHOM YCryrn — cnpaBka O perncTpaumm B Kayectse
6e3paboTHOro B OyMaXXHOM WNU 3NEKTPOHHOM Buae, nNM60 MOTMBUPOBAHHBLIN OTBET 00
oTKase.

dopma npegocTaBneHns pesynbtara rocyaapCTtBeHHOM ycnyrn: GymaxHas.

locypapcTBeHHas ycnyra okasbliBaeTcs Ha 6ecnnaTHON OCHOBE (PU3NYECKMM SMLaM.

OcHOBHBIE pe3y/abTaThbl HCCTIEA0BAHUA

YOoBNeTBOPEHHOCTb KayeCTBOM OKasdaHus ycnyrn Peesucmpauyus nud, uwywux pabomy, e
kadyecmee 6e3pabomHo20 Ha ypoBHe 4,61 GannoB, AONS MNOMHOCTbIO YAOBMETBOPEHHbIX
ycnyron — 70,8% pecnoHgeHToB. Becero 6b1n10 onpolweHo 212 pecnoHaeHTa.

Ta6bauua 68. OLEeHKM yA0BAETBOPEHHOCTU KaueCcTBOM OKa3aHUA rocyAapcTBEHHbIX YCIYr MO pe3y/ibTaTam 06LeCcTBEHHOro
MOHUTOPUHrA

1 6ann 2 banna 3 banna 4 6anna 5 bannoB
[ons pecnoHaeHTOB 1 1 16 44 150
Konunyects
OnnMecTso 5% 5% 7.7% 20,8% 70,8%
pecnoHaeHToB, N
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Mpouecc cbopa n nogayM OOKYMEHTOB NS ycriyrononyyatenen He SBMseTCsl CrOXHbIM —
A0BOSbHO BbICOKWUI YPOBEHb YAOBETBOPEHHOCTH (4,79 6anna, 84,3%).

MeHee yooBneTBOpeHb! nomnydaTeny ycnyrm JOCTYNHOCTbIO MHGOpMaLmy U B3aUMOAENCTBUEM
C COTPYAHUKaMMW.

YaoBneTBOpeHbl AOCTYNHOCTbIO U OTKPbITOCTbIO MHopMauumn yenyrn 75,0%, B cpegHeM Ha
4,69 6anna. AICHOCTbIO M AOCTOBEPHOCTbIO MH(pOpMaLuMM NOMHOCTBIO yaOBNETBOpPEHbl 76,2%
pecnoHgeHToB (4,71 ©anna). «He ecro uHgopmauyuro no eakaHcusMm Jdaromy, «Hem
rpo3pavyHocmuy.

B pesynbtate wuccnegoBaHus 75,0% ONPOWEHHbIX PECnOHOAEHTOB ObliM  NOMHOCTBIO
yOOBMNETBOPEHbI CPOKAMMN OKa3aHUs YCIyri.

KomneTeHTHOCTb COTPYAHWKOB BbICOKO oueHunu 70,2% ycnyrononydatenen (4,64 6anna).
BexxnnBocTb coTpyaHuUKOB yposneTBopuna 69,2% pecnoHAEHTOB, YOOBMETBOPEHHOCTbL Ha
ypoBHe 4,59 6anna. OnepaTMBHOCTbIO COTPyAHWKA YyAoOBNeTBOpeHbl 67,3% pecnoHAeHTOB
(4,56 6anna). «Ycnyeoli u compyOHuKkamu S KpalHe HedoeosnbHa. 5 nemom
3apeaucmpuposganacbk, 00 cux nop KO MHe He 6bi10 HU 0OHO20 380HKA. Y MeHs npunu4yHoe
pestome, orbim, HO HUKMO He 380HUM», «[lpowro 2 mecsya ¢ MoMeHma rnodayqu 3asie/ieHus],
ewe He mpydoycmpouricsi», «He o4eHb gexrnugbie Modu 8 yrpaesreHuu 3aHImocmuy.

71,7% pecnoHAEeHTOB AOBEPSIOT yCryrogaTtento, CpeaHas oueHka coctasuna 4,58 6anna.

Aunarpamma 94. OcHOBHbIe NOKasaTtenu no ycnyre

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann 95

4,90 90
84,3

4,80

4,70

4,60

4,50

4,40

BcTpeyvatotca cnyvan HeodumumanbHoro BosHarpaxgeHusa (1,0%) v ncnonb3oBaHMsA MNUYHBIX
cBs3en n 3HakoMcTB (1,9%). [ong xanob B ycTHom hopme — 2,4%.

B xoge onpoca BcTpevanucb noan, KoTopble peErmMcTpupoBanmch B kKadectse 6e3paboTHoro, He
Ansi TOro, YTobbl YCTpOMTLCS Ha paboTy, a Ans Toro, YTobbl MONYyYUTL CNPaBKy ¥ 0POPMUTLCS
Ha nocobue, a Takke Ansa o6xo4HOro NucTa, KTo obydaeTcs B By3e.

Y4yacTHUKM (POKyC-rpynnoBbIX AUCKYCCUA obpaluanncb 3a nonyvyeHnemM LaHHOW ycryru vepes
LleHTp 3aHaToCcTW. Mo cnosam ycnyrononyyaTernen, caMm MpoLecc 3aperncTpupoBaTbCd B
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KayectBe 6e3paboTHOr0 He CrOXHbIA, Tshkernee IoasM  Nocre  perncrpauum  Hamtu
nogxoasiyto paboTty no cneumanbHOCTU B OCOGEHHOCTU MHBanugam M niogsaM BO3PacTHOM
kaTeropun oT 40 neT: «A 80om KOMYy yXe 3a COPOK MsiMb, COPOK - 8 UEHMpPE 3aHImMocmu ecmb
makue momeHmbl. OHU XXe CcMOmpPsim Kakol 803pacm, yXe ece — [I0C/le COpOKa 6ce
omceusatomcsi modu»  (MMaenodap), «Hawa cmpaHa, kak 6bl maMm Hu 6bIno,
KoppymruposaHHasi. bes koke, 6e3 bake He ycmpouwbcsi HUKyOda» (AcmaHa).

Pan npo6neM, C KOTOPbIMU CTOJNKHYITUCb yCryronony4dartenu:

Ycnyrononyyatenn  He YyOOBMETBOpPEHbl paboTton coTpygHukoB LleHTpa 3aHaTocTM:  «5
obpamunacb 8 yeHmMp 3aHamocmu HacesneHus. [lodana JokymeHmMbl, 8 MpPUHUUNe MEeHSs
npuHsnu cpasy. EQuHcmeeHHoe, 803HUK CIop, MoYeMy-mo HUKMO He Xxomersl npuHUMams, MeHs1
nuxasnu ¢ o0Hoz2o kabuHema 6 dpyaol. Ho nomom npuHsnu, esiuwen Opyaol Masnbqyuk ckasarl,
rnotidemme ko mHe u sce» (CKO), «Pe3rome ¢ owubkamu omripasssnu 8 op2aHusayuu, 4mobsi
yOanumb e2o0 3 mecsua rnpoxdana. Xomena oghopmMumecsi Ha rnocobue no 6espabomuue,
rnpedocmasunu HenpasusibHbIl CrucoK OOKYMEeHMOo8, 20HANU myda-ctoda», (U3 UHmMepsbko
Acmana), « OHu eceada ¢ makoli He oxomol Oenarom csoro pabomy» (CKO).

BcTpevanuck ycnyrononydaTtenu, Kotopble 6binv He4OBOMNbHLIMU YCOBUAMUN OXUOAHUS U3-3a
Xapbl, AyxoTbl B LleHTpe 3aHaTOCTM . AcTaHa, KTO-TO BCTpevancss C  TEXHUYECKUMM
Henonagkamu: «Komrbtomepbl y HUX Yacmo 3asucatom. Bom 51 npuexana Ha mpemul 0eHb U
Ha mpemutl OeHb 8Ce- MaKu y MEHS MPUHSIIU 3asierieHuUe u meHs nocmasunu» (CKO).

YcnyrononyyaTenu cyuTaroT, YTO HEeT obpaTHon cBA3n: «Hukmo He omcnexusaem. 51 He 6y0dy
myda xodumsb, d8a Mecsiua HUKMO He rno3goHuUm. Y Hux 6a3a, kakas-ma OosikHa bbimb, 6om
npuxodum, Aorycmum, pa3Hapsdka crieyuanucmos. Bom oHu crieyuanucmsl. OHU 3mo2o He
eedym. OHu bymaxxky Oanu, ywen u do ceudaHus. I mbl He HyxXeH mamy» (AcmaHa).

Y4YacTHUKN OUCKYCCUN HEOOBOMbHbI TEM, YTO HE MOryT HawWTM paboTy no cneuuanbHOCTW, a
Takke Tem, 4To ¢ LieHTpa 3aHATOCTM NpegnaratoT HU3KoonnavYmMBaemMyo paboTy: «Eciau mosibko
3a Kornelku mam, mam 8oobuwie musepHbie mpuduyams, 08aduams rnssmb mbicsyy, (lasnodap).

Mo MHeHuto pecnoHaeHToB, LleHTp 3aHATOCTM Takke [OrkeH BecTM paboty u C
TPYOOYCTPOEHHBIMU NOAbMU. BECTU MOHUTOPMHI NpoGnem, ¢ KOTOpPbIMM CTankMBarTCs noam
Ha HOBOM MecTe paboTbl. Co3gaTb CBOEro pofa YepHbli CNUCOK KOMMaHWK, KOTopble
NPUHYXXAAOT NtoAEN BbINOMHATb, HANPUMEP «MHTUM YCIyrny.

YcnyrononyyatensHuua n3 CKO cTonkHynach ¢ s3bIKOBbIM GapbepoM, Npu Nofy4yeHn AaHHON
ycnyrn: «A s cugena, 3anonHana atm 6ymaxkm 6e3 obpasua, oHM gaxe obpaseu He ganwu,
X0oTs A nonpocuna. MeHs obcnyxmBan Monoaon napeHs. A NOTOM He BblgepXkana u emy — Bbl
MHe xOoTa Obl obpasey ganTte. MHe ganu GnaHK Ha Ka3axCKOM SA3blKe, a si PYCCKOA3bIYHbIN
YernoBek, Kazaxckun Boobue He 3Hato» (CKO).

TarHble nokynatenu [JaHHOW YCNyrM CTOMKHYNUCb C Tem, YTO C Hux Tpebosanu
AOMNOSNHUTENbHbIE  [LOKYMEHTbI, KOTOpble MO CTaHAapTy He TpedykTcsa: TpyaoBas KHMXKKA W
crnpaBka O npuoctaHoBneHun gesatenbHoctn UMM ¢ Hanoroson (r. KaparaHga). Takke TanHbIn
nokynaTenb AaHHOW YCNyrn octanca HeJoBoneH paboTon KOHTaKT-ueHTpa 1414: «B kon-yeHmp
14-14 OQoseoHunacb cpa3y. Omeemuna Oesywka, He npedcmasunacb. Ha eonpoc o
peaucmpayuu nuy  uwywux pabomy, omeemusna, 4mO 3mom 80rpoc He 8 Hawel
KoMmremeHyuu, obpauwatimeck 8 UeHmp 3aHsmocmu, bbina epyboli» (2.KapazaHda).

TanHbIn NokynaTens AaHHon ycnyrn u3 r.Kaparangpl: «Ha uHgopmayuoHHOU OocKe yKa3aHo,
4Ymo OHU pacriosfioxXeHbl Ha 4 amaxe. 5 noOHsanacb, HO He Hawra. [lpuwriock cnpocums y
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nocemumenel, a oHU repeexanu Ha 1 amax. W 30ecb MHe rnipuwriock nobnyxdame, m.K
yKasamesib cmpesiok He 6pocaemcs 6 ena3sa. CripasKky He fosiydurna rnomomy 4mo He Obirio
mpydosol KHUXKU. CompyOHUK, KOHCYIbmupogaswuli MeHs1, bbir1 6e3 belioxukar.

JInyHble cBA3K 1 Heod)mu,maanoe BO3HarpaxageHme HUMKToO He ncnorsrb3oBar.

BbIBOABI M peKOMEeHJalMu 110 ycjiyre

Mo MHeHuo ycnyrononyvaTtenew, ycnyra siBNSeTca OOCTYMHOW ANs HaceneHus, npouecc ee
nony4eHunsa nNpoct n saceH. Ocobble HapekaHUa Bbi3blBaeT paboTa COTPYAHUKOB rocopraHa: «51
HedoeornbHa compyOHukamu. OHuU kornaromcesi 8 bymaxkkax, cosdarom sudumocms pabomsi, HO
aghgpekmusHocmu om Hux 0».

PecnoHgeHTamn Obinv NpeanoxeHbl criedylolwme mepbl Afsi MOBLILWEHUS YPOBHS KavecTsa
ycnyru:

o [lpepocTtaBneHne BO3MOXHOCTH Bbibopa paboThl (MO cneunanbHOCTK).

e  dopmupoBaHMe oTaena KOHTPons (MOHMTOPWHIA) NO pe3ynbTaTtaM TPYAOYyCTPONCTBA.

e 3aBMCMMOCTbL 3apnnartbl, NPEMUN COTPYAHUKOB LleHTpa 3aHATOCTM OT TpyaooyCTPONCTBa
ycnyrononyyartenen: «[Ja noToMy 4Tto noHumaete, emy 6e3 pasHuLbl, CKOSIbKO YenoBeK
ycTpounucb» (ActaHa).

e ba3sa gaHHbIx 6e3paboTHbIX C yKazaHMeM cneumnanbHOCTU: «TO eCTb YCTPOMUICA UK He
YyCTpPOUNCS, N0 Kakum npuymHam. YTobbl MOCTOAHHO B Kypce Oblnm mn ¢ 3aTon 6asomn
paboTtanu. Ytobbl niogen 063BaHnBanu, yCTpOUUCh UK He yCTpounuck (ActaHa).

e YBegowmrieHusi 0 cBo6oaHbIX BakaHemax (CMC, noyTta, TenedoH).

e [lonyyeHne ycnyrm B 9neKTPOHHOM Buae: «BoT TOYyHO Tak e 4yTo6 He e3auTb, CBOe
Bpems He TpaTuTb. YT06 npocTto 3anTtu Ha cant BeBecTu cson UNH, n ysuagen gaty, 4to
Tbl 4ENCTBUTENBbHO COCTOULLb Ha yYeTey.

59. Bbigaya perucTpauuoHHOro AoKymeHTa (gy6auKara) u rocygapcTseHHOro HOMepHoro
3HaKa ANA TPAKTOPOB M U3roTOBNEHHbIX Ha UX 6a3e CaMOXO4HbIX LWAcCcu U
MEeXaHU3MOB, NPULLENOB K HUM, BK/IlOYaA NpuLenbl CO CMOHTUPOBAHHbIM
cneyManbHbiM 060pyA0BaHMEM CAMOXOAHbIX CE/IbCKOXO3AMCTBEHHDIX,
MEeJINOPATUBHDbIX U A0POXKHO-CTPOUTENbHbIX MALLUUH, @ TaKXKe CrneumasibHbIX MaluH
NoBbILIEHHO’ NPOX04UMOCTHU

O6wmas uHgopmalmsa o rocycayre

ocypoapCTBeHHasa ycrnyra okasblBaeTCsi MECTHbIMU  UCMAOMHUTENbHBIMU  OpraHamMu
obnacrten, ropogos ActaHa n AnmaTthl, paioHOB 1 ropoaoB 0651aCTHOro 3Ha4YEHMS.

MNpuem 3asBneHMs W Bblgaya pe3ynbTata OKa3aHWsi TrOCy4apCTBEHHOW YCryru
ocyLecTBnAeTcs Yyepes: KaHLuensputo ycnyrogaTens; Beb-nopTan
www.egov.kz, www.elicense.kz

Cpoku okasaHus rocygapcTBeHHoW ycnyrn — 15 kaneHaapHbIX AHEN.

®opma oKasaHus rocyapCTBeHHOM ycnyru: 3NeKTpoHHas (yactTuyHo
aBTOMAaTM3NpPOBaHHas) UnNn GymaxHas.

PesynbTaToM  Oka3biBaeMOW  rocyAapCTBEHHOW  yCnyrm  sBNSeTCs  Bblgada
perncTpayunmoHHoro gokymeHTta (gybnukara) u rocyqapCTtBEHHOro HOMEPHOIO 3Haka.
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dopma npefocTaBneHns pesynbTata oka3aHusl rocy4apCTBEHHOM ycryrn: GymaxHas.
CocynapcTBeHHas ycryra okasblBaeTcsl NaTHO (hU3NYECKUM U OPUANYECKUM NULaM.

OcHOBHBIe pe3yJbTaThl UCCJIeJ0BaHUA

YOoBNEeTBOPEHHOCTb KA4yeCTBOM OKa3aHusa ycnyrn Bbeidavya peaucmpayuoHHo20 OOKyMeHma
(dybriukama) u 2ocyOapcmeeHHO20 HOMEPHO20 3HaKa 0711 mpakKmopoe8 U U320MmOoe/IeHHbIX Ha
ux 6ase caMOXOOHbIX wWaccu U MexaHU3Mo8, MPuuerno8 K HUM, 6K/4Yas npuyernsl Cco
CMOHMUPOBaHHbLIM  crieyuarnbHbiM 0bopydoeaHUEM CaMOXOOHbIX CerflbCKOX035UCMBEHHbIX,
MesnuopamueHbIX U OOPOXHO-CMPOUMESbHbIX MaWwuH, a makxe crneyuasnbHbIX MawuH
rosbIWeHHOU npoxodumMocmu Ha ypoBHe 4,65 Gannos, 4OMASA NOMHOCTLIO YAOBIIETBOPEHHbIX
ycnyron — 69,1% pecnoHAeHTOoB.

Ta6m4u,a 69. OLeHKM YA0BNETBOPEHHOCTM KAYeCTBOM OKa3aHUA roCcyAapCTBEHHbIX YCAYT NO pe3yabTaTam OGIJJ,ECTBeHHOFO
MOHUTOPUHra

1 6ann 2 6anna 3 6anna 4 6anna 5 6annos
Honga pecnoHaeHToB 0 1 6 57 143
Konuectso 0,0% 5% 2,9% 27,5% 69,1%
pecnoHaeHToB, N

Bcero 6bino onpowweHo 207 pecnoHaeHTa, U3 Hux okono 35% obpawanuce B lockoprniopauuto.

YOoBneTBOpeHbl AOCTYNHOCTbIO M OTKPbITOCTbIO MHGOopMauuun ycnyrn 77,5%, B cpegHeM Ha
4,74 6anna. AICHOCTbIO N OOCTOBEPHOCTbLIO MHAOPMALMM MOSTHOCTbIO yOoBNeTBOpeHbl 77,0%
pecnonaeHToB (4,72 6anna).

73,5% pecnoHAeHTOB yAOBNETBOPEHbI NPOCTOTON M MOHATHOCTLIO Mpouecca cbopa n nogaymn
AOKYMeHTOB (4,69 Ganna). YA0BNeTBOPEHHOCTb HMXKE MO CPOKaM OkasaHus ycnyrm — 67,6%
(4,57 6anna).

«Cokpamumsb, doneo x0em - 15 OHel», Amebipayckasi; CpoKu repeoghopmrieHusi ceecmu K
MUHUMYMY, Mbl mepsieM 8b1200y rnpu Omrpaske MexHUKU 8 Opyaue peauoHbl», « YMEeHbWUMb
CPOKU 8bidayu, meprnum ybbiImKu u3-3a cpoKkog bonbwux, nopol 00 20-mu OHel x0em»,
«YcKkopumb cpOKU paccmompeHusi 00KymeHmos, xomsi 6ol 00 3-5 OHel», Anmamebi.

KomMneTeHTHOCTb COTPYAHUKOB BbICOKO oueHunn 74,3% ycnyrononyvatenen (4,67 6anna).
BexnueocTb coTpyaHukoB yaosrneTsBopuna 76,7% pecnoHOEHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,72 6anna. OnepaTUBHOCTLIO COTPYyAHMKA YOOBMETBOpPEHbl 72,8% pecnoHAEHTOB
(4,64 6anna). 71,3% pecnoHAEHTOB LOBEPSAIOT ycryrogaTternto, CpegHsas OueHka cocTaBuna
4,67 6anna. Y4oBneTBOPEHHOCTb PECMOHAEHTOB onfiaton coctaenset — 75,1% (4,72 6anna).

«Kpome smoeo crieyuanucma, HUKMO HU4Ye20 He pasbsicHgem. Bce 3asucum om 00HO20
YuHoBHUKa», «llpuxodumcs xodume MO HECKObKUM UHCMAaHUUsaM, Xomesock bbi 8 OOHOM
mecme», « Oriiamy Hy>HO cOename OHMalH», AmbipaycKasi.
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Anarpamma 95. OcHOBHble NoKasaTenu no ycayre

I [ons oueHMBLIMX Ha 5 6annos., % == CpeaHunin 6ann 80
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Y[oBNeTBOPEHHOCTb PECTMOHAEHTOB COTPYAHWKaMK rocopraHa Bbiwe (4,72 6anna, N=207), B
cpaBHeHuu ¢ ["ockopnopaumen (4,54 6anna, N=68).

Anarpamma 96. Y4,0BneTBOPEHHOCTb KauecTBaMU COTPYAHMKOB NPU NOAYYEHUU YCNYrU, cpeaHuii 6ann
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BcTpeyvatotca cnydan HeodumumanbHoro BosHarpaxgeHusa (1,4%) v ucnonb3oBaHUsA NUYHBIX
cBfA3en M 3HaKoMCTB (2,9%). OTmevaroTcs obpalleHns ¢ xanobow Ha KavyecTBO OKa3aHus
ycnyru — 1,9%, n3 Hux B nucbMeHHon dpopme — 0,5% u B ycTHON — 1,4%.

BbIBOABI M peKOMEeHJallMu 10 ycJiyre

Mo pesynbTatam onpoca Ka4ecTBO AaHHOW YCIYr CHUXKalOT CPOKM PaCCMOTPEHNUS AOKYMEHTOB,
a Takke cbop pokymeHToB. B LIOHax oTAenbHbIX perMoHoB OTMeYaeTcs HexBaTka
crneumanmcToB/OKOH/CTONOB MO 06CNyXUBaHUIO cneutexHukn: «llo creumexHuke pabomaem
morsbKo 00HO OKOWwKo, Ornsi 6onbwoeo 2opoda 3amoz20 HedocmamoyHoy» (Anmamei). [Ons
NOBbLILIEHNSA KaYyecTBa yCnyru, pecrnoHaeHTaMm 6binn NpeanoXeHbl criegyowme Mepbl:

e CokpalleHne CPOKOB OKa3aHus ycryriu;

e [lpegocTaBneHne BO3MOXHOCTU YCKOPEHMS MOMyYEeHUst yCcrnyru 3a LOMONTHUTENbHYIO
oduLmManbHyto onnary;

e YnpoctuTb npouedypy nogayum AOKYMEHTOB W NPeAoCTaBnsiTb YCMyry OHMaWH, Kak
yKa3aHo B cTaHaapTax.
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60. FlocypapcTBeHHan perncrTpauusa 3anora (CHATUe ¢ perucTpaumnm) TPaKTopos U
M3roToB/IEHHbIX HA UX 63a3e CaMOXOAHbIX LLACCU U MEXAaHU3MOB, NPULLENOB K HUM,
BK/lOYAA NpuULenbl CO CMOHTUPOBAHHbIM CreLlManbHbiM 060pyaoBaHUEM,
CaMOXO/AHbIX, Ce/IbCKOXO3AUCTBEHHbIX, ME/IMOPATUBHbIX U AOPOXKHO-CTPOUTE/IbHbIX
MALUMH U MEXaHM3MOB, a TaKXKe CrneuuasbHbIX MALMH NOBbILWEHHOM NPOXOAUMOCTH

Oo61masa nHdopMmanmsa o rocycayre

FocymapcTBeHHast ycnyra okasblBaeTCsi MECTHbIMW  UCMNOSNHUTENbHBIMU - OpraHamm
obnacrten, ropogos ActaHa n AnmaThbl, paioHOB U ropodoB 06MacTHOro 3HaAYEHUA.

Mpuem 3asBneHns w Bblgada pesynbTata oOKasaHWs roCy4apCTBEHHOW ycnyru
OCYLLIECTBNSIETCA Yepes: KaHuensputo ycnyrogaTtens; Beb-noprtan www.egov.kz.

CpoKu okasaHus rocyaapCTBEHHOM ycnyrn — 2 paboymx gHs.

dopma oKkasaHus rocy4apCTBEHHOM yCnyru: SNEeKTPOHHas (yactTuyHo
aBTOMaTU3MpOBaHHAasA) Unn GymaxkHas.
PesynbTaT oKasaHus rocyaapCTBEHHOM ycnyru - perncrpaums n

Bblaya CBMAETENbCTBA O FOCYAapCTBEHHOW perncrtpauum 3anora (gybrnuvkaTta) TpakTopoB U
M3roTOBMNEHHbIX Ha UX Ga3e CaMOXOAHbIX LLIACCU U MEeXaHW3MOB, MPULENOB K HUM, BKIoYas
npuuenbl  CO  CMOHTMPOBAHHbIM  creuunanbHbiM  06OpyAOBaHMEM,  CaMOXOAHbIX
CerbCKOXO3SMCTBEHHbIX, MENMOPATUBHbBIX U JOPOXHO-CTPOUTENbHbLIX MaLUMH U MEeXaHW3MOB,
a Takke crneymnanbHbiX MaLLWH MNOBbILLEHHOW MPOXOANUMOCTM.

dopma npenocTaBrieHUss  pesynbTata  OkasaHWs  FOCY4APCTBEHHOM  yCryru:
3NEeKTPOHHas.

FocymapcTBeHHas ycrnyra oOkasblBaeTcs Ha nMnaTHOW OCHOBE (OU3MYECKUM U
topMaNYECKUM nrLam

OcHOBHBIE pe3yJIbTaThl UCCJIeLOBaHUSA

YOoBNeTBOPEHHOCTb KayeCTBOM OKa3daHusa ycrnyrn [ocydapcmeeHHasi peasucmpayusi 3anoesa
(CHSMue ¢ peaucmpayuu) mpakmopos U u320moserieHHbIX Ha ux 6ase camMoXOOHbIX waccu U
MexaHu3mMos8, Mpuyero8 K HUM, 6K/Yas Mpuyernsl €O CMOHMUPOB8aHHbLIM crieyuaribHbIM
obopydosaHUeM, CaMOXOOHbIX, CEJIbCKOXO35UCMBEHHbIX, MeuopamueHbiXx U OOPOXHO-
cmpoumersibHbIX MaWwuH U MexaHu3Mo8, a makxe crieyuasnbHbIX MaWwuH Mos8biueHHOoU
rnpoxodumocmu Ha ypoBHe 4,65 6annos, 4ons NOMHOCTbIO YA0BNETBOPEHHbIX ycryrom — 69,5%
peCcrnoHAEHTOB.

Tabamua 70. OueHKM yA0BNETBOPEHHOCTM KauecTBOM OKa3aHWUA roCyAapCTBEHHbIX YCAYr NO pe3y/ibTaTam o6LecTBEHHOro
MOHUTOPUHra

1 6ann 2 6banna 3 6anna 4 6anna 5 6annos
[ons pecnoHaeHTOB 0 0 9 53 141
Konmuectso 0,0% 0,0% 4,4% 26,1% 69,5%
pecnoHaeHToB, N

Bcero 6bino onpoweHo 203 pecnoHgeHTa. Okono 30% pecnoHOEHTOB OLEHUNM Takke
obpaLueHuve B Mockopnopaumio.
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YaoBneTBOpeHbl AOCTYMHOCTbIO U OTKPbITOCTbIO MHGopMauun yenyrm 71,4%, B cpegHeM Ha
4,67 6anna. SICHOCTbIO U OOCTOBEPHOCTLID MHGOPMaUMN MOMHOCTbIO yaoBneTBopeHbl 72,4%
pecnonaeHToB (4,67 6anna).

B pesynbTtate wuccnenoBaHusi 76,7% OMNPOLUEHHLIX PECMOHAEHTOB OblNM  MOMHOCTbLIO
YOOBNETBOPEHBLI CpOKaMKM okasaHusi ycnyru (4,71 6anna).

CnoxHocTM BO3HMKAKOT B rMpouecce cbopa M nogadn [OKYMEHTOB — cpegHum ©Gann
yAOBNEeTBOPEHHOCTN cocTasun 4,62 6anna (66,8%).

«B L|OHe He moenu damb cripasKky 0 moM, 4Ymo y MeHs, KaK y ¢hu3. fiuya, HU4e20 8 3asoee He
cmoum. Xomsi 3mo HUKaKko20 OMHOWEeHUST K mpaHcriopmy He umeem. B obwewm, ene-ene ymo-
mo cdOenanu, xoms camu 00 KOHUa He rnoHumarom», AcmaHa; « TpyOHoCmu 803HUKaem cpasy,
KaK mosibko 3axolOuwb. BHympb He rnyckatom Hagepx, a crneyuanucmbl cuGsam Hagepxy»,
Anmamel; « TpydHocmu npu ogopMieHUU MexHUKU ebicmasriseMmol nod 3asioe, a UMEHHO
rnonydeHue peaucmpayuu OOKymMeHma U 20C. HOoMepa Ha MexaHu3m orpedesnieHHoU
Knaccugbukauyuuy, [laenodapckas; «/[nsa cbopa yxo0um MHO20 6peMeHU, 80sIoKUmay,
XKambeinckas; «PabomHuku L|OHa He komremeHmMHb! 8 8oripocax mpaHcriopma, mem 6ornee 8
mexHuke. B 3anoe ¢ mpyOdom nony4unocb rnocmasums, 4Yepe3 3Hakomozo. Tpebosanack
cripagka 0 mMom, 4mo OaHHasi MmexHuka He cmoum Huzle bonbwe 6 3anoze, LJOH amom
OOKyMeHm He Mmoxem ebldamb, Hem 6a3sbl. [Noexan e MuHcernbxo3, mam ckasanu — ecem
3aHumaemcs menepb LJOH», AcmaHa.

KomMneTeHTHOCTb COTPYAHMKOB BbICOKO oueHunu 68,1% ycnyrononyyatenen (4,64 6Ganna).
Bexnueocte coTpyaHukoB ygosrneTBopuna 69,5% pecnoHAeHTOB, YAOBMETBOPEHHOCTb Ha
ypoBHe 4,64 Ganna. OnepaTMBHOCTbIO COTPYAHMKA YAOBNETBOPEHbI 67,5% pecnoHOeHTOoB
(4,60 6anna). 69,7% pecnoHAEHTOB LOBEPSAOT yCnyrogatento, CpefHsas OueHKa cocTaBuna
4,65 6anna. YooBneTBOPEHHOCTb onnarton coctasnset — 67,4% (4,58 6anna)

Aunarpamma 97. OcHOBHble NOKa3saTtenu no ycnyre
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Y[ooBNeTBOPEHHOCTb PECMOHAEHTOB Bbile Npu obpalleHun oHnavH. TeM He MeHee, UMmetT
MECTO HegopaboTku Beb-noptana «3nMeKTPOHHOro npaBuUTeNbCTBa»: «Xomen cdenamb ece
37IEKMPOHHO 4epes egov. [llpowen 1-biti waez u ece - Oanbwe He nowsio. [1o3eoHUN 8
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2ocopeaH, ckasanu rnpuedxalime u cOasalime Ha mecmey;, «Xomernocb O6bl rony4ams
pesynbmam ycriyau 8 351IeKmPOHHOM sudey», Anmamebl;, «Hedopabomku 6 cucmembl e-govy,
Anmameil.

PecnoHaeHTbl nocTtaBsunm 6onee BbICOKNE oueHkn coTpygHmkam LIOHa B 30He egov.

Aunarpamma 98. Y4,0B1eTBOPEHHOCTb KauecTBaMu COTPYAHUKOB NpU NONAYYEHUU YCAYTU, CpeaHunii 6ann

4,90 4,82 4,88
4,80 4,76

4,70

4,61 459 4,61

4,60

4,50

4,40

[ocopraH LOH 3o0Ha e-gov B LIOHe
® KomneTeHTHOCTb = OnepaTMBHOCTb Bexxnunsoctb

Cnyyan HeoumumanbHoro BosHarpaxaeHus (1,5%) n MCnonb3oBaHUA JNYHLIX CBSA3EN WU
3HakomcTB (2,0%) nmenn mecto cpean pecnoHgeHToB. OTmeuvaroTcsl obpalleHns ¢ xanobown
Ha Ka4yeCTBO okasaHua ycnyrn — 2,0%, u3 Hux B nncbmeHHon dpopme — 0,5% u B yctHOM — 1,5%.

YyactHuku O nonyyanu ycnyry kak OHIanH, Tak MU 4yepes rocopraH. Hacenenue, kotopoe
nosfy4ano AaHHY yCrnyry oHnanH octanock 6onee 4OBOMbHLIM MO NPUYMHAM. « MO €c853aHO C
memM, 4mo o QaHHOU ycrlyee 3Haem ewe Masoe Kosnudecmeo sodel, rnosmomy, calm
pabomaem o4yeHb Oaxke xopouwlo u bbicmpo», «Te, Kmo pabomaem 371IEKMPOHHO, MepevyeHb
OOKYyMEeHMO8 y HUX 8 pa3bl MEHbUIE YEM Y MeX, KMo rnodaem Harpsimyoy.

B uenom npobnema y HaceneHusi BO3HUKNA € NoNy4YeHneMm nHdopmMaummn no gaHHom yenyre: «51
He 6bI1 UHopMuposaH, Ymo Ons pabomHukos azpocekmopa u Ul ecme daHHas ycnyza. O
OaHHoU ycrniyee 51 y3Han 6 LJOHe. lNomom s nowen danbwe, 8 20CCMpPyKmMyphbl, 8 akumam, 8
AAMY. [lNpowen no kabuHemam, amu omrpasnsiom 8 mom kabuHem, amu 8 mom. dmu
crieyuanucmsl 3mum 3aHumaromcs, amu Hemy (Cemed).

Mo MHEHMIO OMPOLLEHHbIX PECMNOHAEHTOB, KAYECTBO OKa3aHWs YCIyru CHuxkaeT npouecc cbopa
AOKYMeHTOB: « Toxe nobezame Hado, xo0umes Hado», «[lpuwnocs 6eecamb no 4 moykam: LJOH,
AU, akumam, 6aHK».

BbIBOABI M peKOMEeHJalMu 10 ycJiyre

YYacTHUKN ANCKYCCUN PEKOMEHAYIOT npeaocTaBnsaTb 6onblie nHdopmMauun no AaHHON ycnyre:
«bonbwe uHpopmuposams, nobosnbwe crieyuanucmos, Komopbie Mogym MoMoYb 1o 0aHHOMY
goripocy». WHdopmauuio xenawT nonyyaTb uvepe3 TenesugeHue, CMW, uHTepHeT. Takxke
cunTaloT HeobXoAMMbIM MPOBOAMTL Pa3bACHUTENbHYKD paboTy N0 AaHHOW ycnyre B
OoTAaneHHbIX panoHax: «axe nydwe 6bino 6bi, 8 omdaneHHbIX paltioHax, Hanpumep, Onsl HUX
3MO caMoe Hy>XXHoe, MoMoMy 4mo mam UHmepHema Hem, u Heko20a mam ewe» (Cemel).

Mpouenoypa Qn[aHHOW ycnyrm AOfmkHa OblTb NPOCTOM W MpedernbHO  MOHATHOM  Ang
ycnyrononyyartens.

Ectb npobnembl, CBA3aHHble C NOA4ayen [OKYMEHTOB OHMnawH. Heobxoammo ycTpaHuTb
HegopaboTkm no  Beb-nopTany  «3NEKTPOHHOro  MNpaBuTENbCTBa».  Ycnyra  [OrmkHa
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npenocTaBnATbCA MO  MPUHUUMIY OAHOrO 3asiBNeHusl, 6e3 [OOMONHUTENbHBLIX XOXOEHUN
ycryronony4aTens no rocopraHam.

BbIBO/IbI M pEKOMEHAal U1

AHanm3 nony4YeHHbIX JaHHbIX N0 pe3ynbTaTam 06LEeCTBEHHOTO MOHUTOPUHIa CBUOETENLCTBYET
06 ynyylweHMM KayecTBa OKasaHus rOCycnyr. YAOBMETBOPEHHOCTb YCnyronosnyvartenen
OTHOCUTENBLHO MPOLUIIOro roga ysenuumnace o 72,4% (Ha 6,5%) nnun B cpegHem 4,66 6annos.

BbICOKMA PENTUHI MONyyYnunu ycnyrm C ygoOBNETBOPEHHOCTbI KayeCTBOM MpefoCTaBeHns
ycrnyr Ha ypoBHe 4,86-4,92 Ganna wunv korga Aonsi pecrnoHAEHTOB BbICOKO OLEHMBLUNX YCITYry
pocturana 85% pecnoHAeHToB. 3TO yCnyr  LeHTparbHbIX rOCyAapCTBEHHbLIX OPraHoB C
HebonbLIMMKN CpOKaMy NpeaoCTaBneHus.

lModmeepxdOeHue ysedomrieHUss O eantomHou onepayuu unu o6 omkpbimuu 6aHKO8CKO20
cyema 8 uHocmpaHHOM baHke. Ycnyra He MaccoBasi, MUHUMaribHOE KONMMYEeCTBO JOKYMEHTOB.
OnpegensowmMm  SBNANOCbL TO, YTO pPECNOHAEHTbl OYeHb [AOBOSbHbI  Pa3bACHEHUAMMU
ycnyrogaTtensi, ero HebesyyacTHocTbtlo. BTtopas ycnyra Haubanka Beidavya uHghopmauuu o
COCMOSIHUU MEeHCUOHHbIX HakorneHut bonee maccoBasi, HO AOBOSIbHO NpocTasa no npoueaype.
lMpryem No AaHHOW ycryre KpoMe nopTtana «3feKTPOHHOro NpPaBMTENbCTBa» €CTb BO3MOXHOCTb
nonyuntb ycnyry B EHIM® n B nnyHom kabuHeTe Ha noptane EHMN®. Ycnyra MuHuctepcTtBa
3apaBooxpaHeHus [Joryck uHocmpaHHbIX Creyuanucmos K KIUHUYeCcKoU rnpakmuke Takke He
ABNSAETCS MAacCOBOW 1 NPeAoCTaBnaeTCcsa ANs MHOCTPaHHbIX CNeLManmcToB, KOTOpble LOBOSIbHO
NOSANBbHO MOAOLWNM K OUeHKe KayecTBa NpefoCTaBfeHns yYCryru. lMpedocmasneHue
3Kosioeudeckol uHgopmauuu MuHucmepcmea 3Hep2emMuUKU MOXHO OTHECTU K peakum (6bino
onpoweHo 7 pecnoHaeHToB) u npepoctaBnsgetca PIT1 "MHdpopMaunoHHO-aHannTn4eckun
LEeHTP OxpaHbl OKpyxawwen cpeabl". [lo ycnyre TecmuposaHue 20CydapCmEeHHbIX
cryxawux npakTuyeckn Bce oTpaboTaHo, ycnyra 4acTMYHO aBToMaTu3MpoBaHa. ECTb nuiwb
3amMeydaHnst OTHOCUTENBbHO KayecTBa TECTOB Ha Ka3axCKOM Si3bIKe.

Y[OoBNeTBOPEHHOCTb MO ycriyraM C HA3KAM PEeMTUHIoM BapbupyeTcsa B npegenax 4,37-4,49
©annos, Aons oLeHuBLUMX Ha 5 6annoB cocTtaBuna ot 55-60%.

Ycnyra KHB Bbsidavya paspeweHuss Ha HeOOHOKpamHoe nepecedeHue [ocydapcmeeHHOoU
epaHuubl npegocTaBnsieTca B MaHrucrayckon obnactn n CoBepLUEHHO HE OpPUEHTMPOBaHa Ha
notpebHocTn ycnyrononyyaTtens. o MHEHUIO PECNOHAEHTOB, K Ny4lleMy KayecTBO YCnyrn He
MEHSIeTCH, XOTS YAOBNETBOPEHHOCTb OTHOCUTENBLHO Mpownoro roga ysenunuunace ¢ 30% ao
64,8%. PecnoHaeHTbl XOTAT BMAETb YETKO M SCHO MPOMNWCAHHBIN anropuTM OAHHOW YCNyru ¢
y4yeToM NoTpebHOCTEN pa3HbIX KAaTeropun ycroyrononydatenen, yunmTbiBasi pasHble kaTeropumn
nonyyatenen ycnyr. OcHOBHble npobnembl no Beidaye npokamHo20 ydocmosepeHuss Ha
unbm CBSi3aHbl C TPYAHOCTAMW NOA4AYM [OKYMEHTOB Ha MopTan  3MeKTPOHHOro
npaBuMTeNbCTBA. TexHudeckme HenopaboTkMm Ha noprane HeratMBHO OTPasvMnUCb  Ha
YAOBMETBOPEHHOCTN KAa4eCTBOM NPeAoCTaBneHnsa ycnyrn. Ammecmauusi akcriepma-ayoumopa
rno nodmeepxx0eHUw coomeemcmeusi, onpedesieHUd cmpaHbl NPOUCXOXAeHUss mosapa,
cmamyca mogapa TaMOXeHHO20 COK3a Unu UHOCMpaHHO20 mosapa  OKa3blBaeTcs
KoMUTETOM TEXHMYECKOro perynmpoBaHus u meTporniornm MuHucTepcTBa No MHBECTULMAM U
passutuio PK. HecmoTpsi Ha TO, YTO €CTb BO3MOXHOCTb MOMb30BaTLCHA YCNYron B 3N1IEKTPOHHOM
dopmaTte, 6OMbLIMHCTBO PECMOHAEHTOB UCNONb3YT ByMaxHbIn bopMaT Nogayn AOKYMEHTOB.
Tak kak ecTb orpaHudeHnst No obbemy npukpennsemMbix annos, a NakeT AOKYMEHTOB LOIDKEH
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OblTb oTnpaeneH ogHuMM dhannom. Takke HeOOBOSNbCTBO YCnyronosydatenen Bbi3BaHO He
060CHOBaHHbLIMM, MO UX MHEHWIO, OTKa3aMu B Nofny4yeHun aTTecrara.

Hu3kne ypoBeHb YAOBMETBOPEHHOCTU MO apXUTEKTYpe, 3eMefbHbIM OTHOLLIEHUSIM U HEe TOSbKO
no ycnyram, ykasaHHbIM Bblle, a Takke [IlpedocmasneHue 3eMesibHo20 y4dacmka Orns
cmpoumernbcmea obbekKma 8 4Yepme HacelleHHo20 ryHkma, Bbidaya peweHusi Ha
PEKOHCMPYKUUK nomMeweHul cywecmsyrouwux 30aHud. [na nonyydeHunsa ycnyrm YmeepxdeHue
Kadacmposol (OUeHOYHOU) CMoUMOCMU KOHKPEMHbIX 3eMeribHbIX ydacmkos, rnpodasaeMbix 8
YacmHyro cobcmeeHHoCcmb 20cydapcmeomM Heobxoaumo nonyunte AKT 06 onpegeneHun
KaJacTpOBOW CTOMMOCTU, a A411st 3TOro AKTa HyXXeH gpyron AKT Bblbopa 3eMernbHOro yyactka. A
B CBOI ovepenb YmeepxOeHue kadacmpogol cmoumMocmu SBNAETCS OOHUM U3 3TanoB Apyrux
ycnyr. YmeepxoeHue 3emreycmpoumersibHbIX M[POeKmos o opMUpPO8aHUO 3eMeslbHbIX
y4yacmkoe — 3TO OOuH M3 3TanoB, Hanpumep, [NpuobpemeHusi npas Ha 3eMersibHble y4acmKu,
pasdeneHus/06bedUHEHUsT y4acmKo8 W OOIMKEeH MpPedoCTaBNATbCA B KOMMIIEKCE C 3TUMM
ycnyramu. 1o gaHHbIM ycnyram BO3MOXHO eCTb HeobXxoOuUMOCTb BBEOEHWUS KOMMO3UTHOW
ycnyru, npuvHuUMna opgHoro 3asBneHus. [IpedocmasneHue 3eMerlbHo20 ydacmka Ornis
cmpoumernibcmea obbekma 8 Yepme HacesleHHO20 ryHKma Takke TpebyeT onpeaeneHHbINn
3HaHWA, ycunuin n 3atpaT (3emMenbHO-KagacTpoBble paboTbl). Ycnyrononyyatenu nony4aroT
HeoOOCHOBaHHbIE  OTKas3bl. HeynoBneTBOPEHHOCTb  YCryron Bbi3BaHa OTCYTCTBMEM
pasbACHEHUIW NO AaHHOW ycryre.

Mo ycnyre BbiGaya apxuHbIX CripasoK u/uniu Korul apxueHbix OOKymMeHmos & rpedenax
apxusos Komumema o rpagosol cmamucmuke U creyuasbHbiM ydemam [eHeparbHoU
npokypamypbi PK ocHOBHasi npobnema cBsidaHa C ANUTENbHbIMW CPOKaMM NOMYyYEHUS YCyrn un
HecobnioOeHN0 OaHHbIX CPOKOB rOCOPraHoM. YcryrononyyaTenu no HEecKONbKo pa3 MoryT
nogaBaTb 3asBKM M He MNONy4YnTb  OTBETbl Ha CBOWM 3anpocbl. EcTb HeobGxoamMmocTb B
undpoBmM3aLnn apxmBHbIX MaTtepuanos ['eHepansHOW NpoKypaTypbl.

Hanbonee akTyanbHble Mepbl ANA MNOBbIWEHUS YAOBMETBOPEHHOCTM KavyeCTBOM OKasaHus
ycnyrm 4BndAlTCA  aHanu3 Gu3Hec-npouecCoB KaxAoW YCnyrm C ydyetoMm notpebHocTen
ycriyronony4arenen.

1. PaspaboTaTtb KpaTkui, HO TOYHbIA BU3HEC-NPOoLECC OKa3aHnsa JaHHOW rocyaapCTBEHHON
ycriyrm B 4OCTYyrnHOM hopMe ANnsa nonyyaTenemn ycriyr.

2. BHegpuTb TpPaKMHI MOMNyYeHWA rocydapCTBEHHOM YCnyrn, KOTOpbIn obecneyunt
NPO3pavyHOCTb AEATENbHOCTU ycryrogartens.

3. AKTyanbHO MCMonb30BaTb pasHble NCTOYHUKM MHCPOPMUPOBAHUS yCryronosyyaTenen, B
TOM 4uCrie coumnanbHble CETU C aKTUBHBIM ydacTuem ycrnyrogaTens.

4. B pamkax onTMMu3auuu BKNOYaTb Npoueaypbl corfnacoBaHuMi B OusHec-npouecc
OKa3aHWUsA rocyaapCTBEHHOW YCnyrM Ha OCHOBaHUM OL4HOrO 3asiBNieHUs.

5. [MpoakTMBHO BHEOPATH MPUHLMMN OAHOrO OKHA, €Cnun Afs npuema 3asBreHnA 1 Bblgaun
pe3ynbTaToB OTCYTCTBYHOT Kakue-nubo npensatcTBUSA ONsi OKa3aHWsi rocyaapCTBEHHOM
ycnyrm yepes [flocygapCcTBeHHy0 Koprnopaumio «MpaBuTenbcTBO ANA rpaxdaH»

6. B pamkax rocygapctBeHHOM nporpammbl  «LudpoBon KasaxctaH» nposBoauTb
undbpoBm3aumnio MatepuanoB S COBEPLUEHCTBOBAHUS TFOCY4APCTBEHHbLIX YCAyr W
nepeBoauTb YCNyrn B 3NEKTPOHHbIN dhopmar.

7. OueHb xopowas uHuuMaTMBa NPenoCTaBMEHUS KOMMO3UTHBIX YCMyr Ha OCHOBaHWU
OAHOro 3asiBMEHUsI HE Nory4ymna LWMPOKOro MHAOPMUPOBAHUSA cpean HaceneHus. EcTb
HeobxoanmocTb 6onee akTMBHOM paboThbl B 3TOM HarnpasneHuu.
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8. YNONHOMOYEHHbIM opraHam o6paTuTb BHUMaHWE Ha TexHUYeckne HegopaboTkM Cco
CTOPOHbl MH(POPMALMOHHBIX CUCTEM MpU OKasaHuW ycnyr 4epes Beb-noprtan
«9NeKTPOHHOro npasutenscTea» (egov.kz; elicense.kz).

9. BaxHO 06paTtuTb BHUMaHWE Ha KOMMYyHWKaUMM Mexay ycngyrononyyarenem u
ycrniyrogaTtenem no ycnyram, npegnonaralowmm gnvtenbHble CPOKM pacCMOTPEHMS.

10. M'ockopriopauun Takke HeobxoguMMO NpeaycMOTpeTb Mepbl MO MOBbLILEHUIO YPOBHS
WH(POPMUPOBAHHOCTM  HAcerneHus npu  NpedocTaBreHun  ycnyr,  yBeAOMNATb
nonyyaTtenenm Yycnyrm O TrOTOBHOCTM pe3ynbTaTa YCNyru, BHeOPATb TPEKUHT
pPacCMOTPEHNS 3a8BKU (OTCMEeXMBaHWe 3TarnoB pacCMOTPEHNS 3anpoca, AOKYMEHTA).

11. OtpaboTatb paboTy MHPOPMALMOHHBIX CUCTEM B 3anax obcnyxmBaHus. TexHudeckme
cbon oTMeyvalTCA MOBCEMECTHO B oOpraHmsaumax [ockoprnopauun. HecoenageHue
3BYKOBOIO COMNPOBOXAEHUSA C M3obpaxeHnem Ha Tabrno, caepXxuBaHue 3NEKTPOHHOM
ovyepeaun Co3aaloT NyTaHWLy U MaccoBOe HEIOBOMbCTBO yCryronony4vaTenen.

Bnarogapsi konuyecTBeHHbIM MeToAaM WCCNEefoBaHWs MOXHO CAenatb onpegeneHHble
BbIBOAbI, KOTOPbIE NOATBEPXKAAIT BaXKHOCTb TaKMX NMokasaTenen Kak JoBepue ycnyrogaTernto 1
KOMMNETEHTHOCTb  COTPYAHWKOB, OKasbiBatowmx rocycrnyrn. OHM  MMelT  HanbonbLuyHo
KOPPENSILMOHHYIO CBSI3b C YPOBHEM YAOBMETBOPEHHOCTU KA4YECTBOM OKa3aHWs FOCYChyr.

[oBepue ycnyrogatento NoBbilIAeTCs, npexae Bcero, brnarogaps SCHOCTM U OOCTOBEPHOCTM
nony4yeHHon uHgopmaumn. MHdopmaumna no npouegype nonyyeHust ycrnyrm [ormkHa ObiTb
AOCTYMNHOM N OTKPLITON.

KoMneTeHTHOCTb COTPYOHMKOB MMEET B3auMOCBS3b B MEPBYD ovepedb C onepaTUBHOCTLIO
COTPYAHUKOB, BEXINBOCTbLIO N UX NPodhecCnoHansHoOm 3TUKON.

OTn aBa HanpaslieHnd B pa60Te rocopraHoB — noBbllLIeHNEe KOMMNETEHTHOCTU COTPYAHWKOB U
WHAOPMUPOBAHHOCTM _HaceNeHns no npoueaype rocycnyr 4aBnal0TCA KrkoYeBbIMU  O5A
NnoBbILLEHNA YPOBHA yOOBNETBOPEHHOCTU HAceneHna Ka4eCTtBOM OKa3aHUA rocycnyr. CuctemHo
pa60Taﬂ B 3TUX HanpaB1eHNAX MOXHO obecnevnTb NOCTENEHHBIN POCT OaHHOIo noka3aTens.

C opgHom CTOPOHbLI 3TO BCeM U3BECTHble UCTUHbLI, HO, TeM HEe MeHee, N0 CUX Nop 4acTo B
rocopraHax npeHe6perar0T nnn He NOHMMaKT O 3HAYUMOCTU OEeATENIbHOCTU HaﬂpaBﬂeHHOVI Ha
OTKPbITOCTb TrocopraHa, OTKPbITOCTb W AOOCTYNHOCTb I/IHCbOpMaLI,I/II/I, COBepLUEHCTBOBAHUA
mMeToaoB O6y‘-IeHVIFI M noBbllLEHUA KBaJ'II/ICbI/IKaLI,I/II/I COTPYyOHUKOB, B3aI/IMO,EI,el7ICTByPOLLI,VIX C
ycnyrononydarenamu.
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IIpunoxeHnue

Tabauua 71. BbibopKa Mo LeHTpasibHbIM rocyAapCTBEHHbIM OpraHam

Ne N
1 BepxosHbii Cya 148
2 [eHepanbHasa npokypaTypa 200
3 KomuteT HaumoHanbHon 6e30nacHOCTH 88
4 AAIC NK 374
5 MuHUCTEPCTBO OOOPOHBI 400
6 MWHNCTEPCTBO MHOCTPaHHbLIX Aen 402
7 MuHucTepcTBo huHaHcoB 402
8 MuH1CTEpCTBO KYNbTYPLI U cnopTa 236
9 MwuHUCTEpCTBO aHEPreTUKn 42
10 MuHncTepcTBo 06pasoBaHUs 1 Hayku 266
11 MwuHucTepcTBO HOCTULMM 309
12 MuHucTepCcTBO BHYTPEHHUX Aen 403
13 MuHUCTEPCTBO HaAUWOHaNbHOM 3KOHOMWKK 150
14 MuHUCTEPCTBO CeMNbCKOro Xo3ancTaea 412
15 HaumoHanbHbIN BaHk 257
16 MWHUCTEPCTBO NO MHBECTULIMSIM U PA3BUTUIO 292
17 MuH1CTEpCTBO MHOPMALIMK 1 KOMMYHUKaLWIA 201
18 MuHUCTEPCTBO TPyAa M CouMarnbHOM 3almThl HAaceneHus 411
19 MwuHucTEepCcTBO 30paBOOXpPaAHEHUS 187
20 MwuHMcTEepCTBO O6LLECTBEHHOIO pasBUTUS 41
21 MuHMcTepcTBO 06GOPOHHOW 1 a3POKOCMNYECKOW NPOMbILLNIEHHOCTU 25
Bcero 5246

Tabnuuya 72. BbibopKa N0 MeCTHbIM UCMOJIHUTENbHbIM OpPraHam

Ne N Ne N
1 AcTaHa 276 10 KaparaHguHckas 259
2 AnmaTbl 246 11 KocTaHalickas 221
3 AKMOnuHckas 275 12 KbI3blnopanHckas 309
4 AkTIOOMHCKas 273 13 Marucrtayckas 303
5 AnmaTuHckas 307 14 MaBnopapckas 296
6 ATbipayckas 259 15 CKO 320
7 BKO 348 16 TypkecTaHckasi 276
8 YKambbinckas 244 17 LLbIMKkeHT 271
9 3KO 271 Bcero 4754
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Tabnuua 73. YA0BNETBOPEHHOCTb KAYeCTBOM OKa3aHUsA rocyapcTBeHHbIxX ycnyr, 2014-2018 rr.

2018r. 2017 . 2016r. 2015r. 2014 r.
locopraH CpenHumn % CpeaHun % CpeaHun % CpeaHun | CpegHun
6ann 6ann 6ann 6ann 6ann
1 | HB 4,87 87,9 4,71 74,6 4,88 91,3 9,3 91
2 | AOrCIK 4,83 86,6 4,76 79,6 4,52 57,4 8 8,9
3 | M3 4,78 83,3 4,52 63,0 4,41 60,5 7,6 8,6
4 | MM 4,78 82,8 4,93 94,2 4,64 83,6 7,1 7,9
5 | MUK 4,78 81,6 4,32 51,6 4,45 56,8
6 | M3 4,75 79,7 4,50 61,0 4,49 69,5
7 | MCX 4,72 77,4 4,51 55,8 4,53 67,9 7,6 8,7
8 | MKC 4,69 75,0 5,00 100 4,68 78,7 7,4 8,9
9 | MO 4,69 73,5 4,24 45,5 4,69 78,4 8,5 8,8
10 | MT3CH 4,68 73,2 4,48 59,7
11 | MO 4,67 72,3 4,58 67,9 4,66 75,9 8,4 9
12 | MOP 4,66 78,0
13 | Mo 4,66 72,1 4,75 79,2 4,71 79,4 8,6 9,1
14 | MB[ 4,65 74,7 4,58 66,2 4,53 71,1 7,9 8,9
15 | BC 4,57 73,6 4,54 65,0 435 63,1 8,7
16 | MUP 4,57 66,1 4,53 63,9 4,58 72,7 7,1 8,4
17 | MOAN 4,56 68,0 5,00 100
18 | MOH 4,55 62,8 4,59 68,8 4,56 73,6 7,6 8,6
19 | MH3 4,54 62,0 4,62 65,2 4,69 75,4 8,1 8,5
20 | KHB 4,44 64,8 3,90 30,0 4,69 88,2 7,7 8,9
21 o 4,37 59,5 4,56 62,4 4,59 74,8 7,9 9,1
22 | M3CP 7,8 8,5
Bcero 4,66 69,8
Tabnuua 74. YA0BNeTBOPEHHOCTb KAUeCTBOM OKa3aHUA rocyapcTBeHHbIX ycayr, 2014-2018 rr.
2018r. 2017 . 2016r. 2015r. 2014 r.
Aknmatbl CpeaHuii % CpeaHuii % CpeaHnuii | CpegHuin | CpegHuit
6ann 6ann 6ann 6ann 6ann
1 | BKO 4,90 92,0 4,65 69,4 8,7 8,5 8,1
2 | KocraHarckas 4,88 90,0 4,76 79,1 8,0 8,4 9,0
3 | CKO 4,80 86,3 4,98 97,8 9,0 8,8 8,8
4 | AkmonuHckast 4,79 80,7 4,83 83,7 9,0 8,3 9,4
5 | AkTiobuHckas 4,78 81,3 4,83 84,8 8,4 7,8 9,2
6 | KaparanguHckas 4,75 80,3 4,48 58,5 8,5 8,1 9,1
7 | KbisbinopamHckas 4,70 75,1 4,77 80,4 8,9 7,4 7,8
8 | MaBnogapckas 4,68 73,0 4,74 78,5 8,4 8,3 8,8
9 | WbIMkeHT 4,64 70,8
10 | Anmatbl 4,64 74,0 4,47 64,7 6,7 7,3 8,6
11 | ActaHa 4,58 66,7 4,61 72,8 7,6 7,3 8,4
12 | TypkecTtaHckas 4,58 62,5 4,4 54,5 8,1 7,3 8,9
13 | 3KO 4,49 55,0 4,71 77,6 8,0 8,4 9,1
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14 | AnmaTtuHckas 4,48 56,5 4,25 36,6 6,8 7,6 8,1
15 | XXambObinckas 4,48 53,3 4,41 51,9 8,3 7.9 9,0
16 | Atbipayckas 4,41 47,3 4,44 57,2 7,5 7,5 9,1
17 | MaHrucrayckas 4,23 38,3 3,88 23 9,4 7,6 7,6
Bcero 4,64 69,8 4,58 67,5
Tabauua 75. Y4,0B1eTBOPEHHOCTb NapaMeTpaMm KayectTBa oKasaHua ycayru (Liro), 2018 r.
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BC 4,57 4,52 4,58 4,68 4,73 4,69 4,59 4,68 4,71
rm 4,37 4,45 4,35 4,53 4,48 4,47 4,45 4,42 4,47
KHB 4,44 4,65 4,60 4,72 4,63 4,65 4,61 4,41 4,44
AOrCnK 4,83 4,81 4,77 4,79 4,78 4,79 4,85 4,78 4,83
MO 4,67 4,73 4,64 4,73 4,69 4,74 4,74 4,60 4,65
MnAa 4,78 4,73 4,76 4,77 4,74 4,87 4,79 4,88 4,97
Mo 4,66 4,63 4,56 4,67 4,65 4,68 471 4,70 4,68
MKC 4,69 4,70 4,70 4,82 4,82 4,83 4,81 4,71 4,84
M3 4,80 4,58 4,64 4,56 4,39 451 4,77 4,58 4,52
MOH 4,55 4,55 4,51 4,60 4,59 4,60 4,60 4,52 4,61
MtO 4,69 4,66 4,57 4,66 4,68 4,67 4,68 4,54 4,74
MBA 4,65 4,60 4,60 4,67 4,71 4,71 4,73 4,60 4,67
MH3 4,554 4,42 4,29 4,49 4,47 451 4,45 4,40 4,64
MCX 4,72 4,81 4,75 4,84 4,75 4,74 4,74 4,72 4,79
HB 4,87 4,81 4,81 4,82 4,79 4,83 4,90 4,86 4,79
MUP 4,57 4,60 4,63 4,65 4,74 4,73 4,70 4,60 4,68
MWK 4,78 4,74 4,55 4,59 4,76 4,74 4,75 4,61 4,83
MTC3H 4,68 4,61 4,58 4,65 4,60 4,59 4,66 4,61 4,68
M3 4,75 4,76 4,73 4,84 4,71 4,73 4,77 4,66 4,77
MOP 4,66 4,71 4,76 4,83 4,61 4,78 4,83 4,60 4,66
MOAT 4,56 4,72 4,72 4,76 4,71 4,54 4,96 471 4,91
Bcero 4,68 4,67 4,64 4,71 4,69 4,71 4,72 4,65 4,73
Tabnuua 76. Ya0Bn1eTBOPEHHOCTb MapaMmeTpaMm KauecTBa oKkasaHua ycayru (Liro), 2017 r.
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BC 4,54 4,55 4,55 4,63 4,64 4,67 4,65 4,59 4,60
rmn 4,56 4,55 4,54 4,60 4,52 4,55 4,56 4,50 4,67
KHB 3,90 4,20 3,83 4,20 4,31 4,17 3,67 3,73 4,30
AOrC nK 4,76 4,70 4,72 4,71 4,68 4,69 4,76 4,73 4,82
MO 4,58 451 4,46 4,57 4,59 4,63 4,65 4,54 4,67
Mna 4,93 4,77 4,83 4,79 4,70 4,76 4,83 4,66 4,93
Mo 4,75 4,66 4,64 4,74 4,65 4,69 4,77 4,71 4,77
MKC 5,00 5,00 5,00 5,00 5,00 5,00 4,80 5,00 5,00
M3 4,52 4,29 414 4,29 4,60 4,46 4,48 4,59 4,59
MOH 4,59 4,67 4,62 4,64 4,64 4,61 4,63 4,53 4,61
MtO 4,24 4,28 4,25 4,39 4,33 4,38 4,37 411 4,44
MBA 4,58 4,62 4,55 4,60 4,59 4,62 4,53 4,46 4,70
MH3 4,62 4,72 4,73 4,82 4,62 4,66 4,64 4,39 4,74
MCX 4,51 4,57 4,49 4,66 4,51 4,57 4,35 4,32 4,60
HB 4,71 4,66 4,73 4,84 4,70 4,80 4,64 4,68 4,75
MnP 4,53 4,55 4,49 4,58 4,45 4,44 4,53 4,40 4,71
MUK 4,32 4,55 4,60 4,68 4,44 4,45 4,34 4,52 4,52
MTC3H 4,48 4,53 4,46 4,61 4,51 4,49 4,48 4,41 4,63
M3 4,50 4,56 4,49 4,59 4,45 4,48 4,44 4,45 4,59
MOP 4,62 4,93 4,93 4,93 4,79 4,86 4,59 4,69 4,83
MOA 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00
Bcero 4,55 4,57 4,53 4,62 4,54 4,57 4,54 4,48 4,66
Tabnuua 77. Ya0BNeTBOPEHHOCTb NapamMeTpamm KauecTBa oKasanua ycayru (MUO), 2018 r.
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AcTana 4,58 4,66 466 | 4,67 4,64 4,64 4,64 4,63 4,62
Anmarb 4,64 4,56 456 | 4,59 4,65 4,67 4,65 4,55 4,75
AKMOnMHCKas 4,79 4,81 481 | 484 4,76 4,76 4,79 4,84 4,86
AKTIOBMHCKas 4,78 4,64 457 | 464 4,70 4,73 4,70 4,65 4,76
AnmaTuHckast 4,48 4,40 433 | 444 4,47 4,41 4,41 4,38 4,32
ATbipayckast 4,41 4,42 438 | 444 4,51 451 451 4,41 4,50
BKO 4,90 4,89 486 | 4,89 4,94 4,92 4,92 4,92 4,95
»Kambbinckas 4,48 4,49 424 | 455 4,42 4,57 4,48 4,34 4,54
3KO 4,49 4,55 451 | 4,63 4,58 4,61 4,57 4,51 4,57
KaparaHgmHckas 4,75 4,73 4,70 4,77 4,71 4,70 4,73 4,66 4,78
KocTaHaiickas 4,88 4,89 487 | 4,95 4,92 4,95 4,88 4,83 4,91
Kbi3blnopamHekas 4,70 4,72 464 | 4,69 4,75 4,63 4,69 4,72 4,61
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Maructayckas 4,23 4,36 4,21 4,35 4,29 4,29 4,31 4,26 4,25
MaBnogapckas 4,68 4,74 4,74 4,81 4,79 4,77 4,74 4,60 4,76
CKO 4,80 4,83 4,82 4,86 4,87 4,88 4,83 4,66 4,84
TypkectaHckas 4,58 4,50 4,43 4,50 4,55 4,47 4,54 4,34 4,52
LbIMKEHT 4,64 4,49 4,46 4,56 4,61 4,57 4,63 4,59 4,62
Bcero 4,64 4,63 4,58 4,66 4,66 4,65 4,65 4,59 4,66

Tabauua 78. Y,0Bn1eTBOPEHHOCTb NapaMeTpaMm KayecTBa oKasaHua ycayru (MUO), 2017 r.
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AcTtaHa 4,61 4,48 4,44 4,46 4,50 4,46 4,55 4,55 4,57
AnmaTthbl 4,47 4,28 4,22 4,34 4,38 4,35 4,43 4,21 4,53
AKMONUHCKas 4,83 4,81 4,81 4,83 4,80 4,80 4,81 4,81 4,87
AkTIHOOMHCKas 4,83 4,85 4,85 4,85 4,88 4,87 4,86 4,87 4,85
AnmMaTuHcKas 4,25 4,30 4,39 4,38 4,36 4,42 4,25 4,23 4,29
ATblpayckasi 4,44 4,55 4,46 4,55 4,48 4,53 4,51 4,35 4,61
BKO 4,65 4,54 4,41 4,49 4,58 4,54 4,59 4,48 4,74
YKambbinckas 4,41 4,47 4,32 4,38 4,55 4,43 4,30 4,28 4,40
3KO 4,71 4,72 4,65 4,72 4,67 4,71 4,72 4,68 4,75
KaparaHguHckas 4,48 4,40 4,42 4,53 4,44 4,46 4,64 4,57 4,62
KocTtaHarickas 4,76 4,74 4,69 4,80 4,87 4,87 4,82 4,77 4,89
Kbi3binopamHckas 4,77 4,76 4,69 4,78 4,69 4,70 4,74 4,68 4,79
Marucrayckas 3,88 4,36 4,22 4,23 4,22 4,16 4,10 4,08 4,30
MaBnopapckas 4,74 4,76 4,67 4,72 4,78 4,74 4,78 4,74 4,81
CKO 4,98 4,98 4,97 4,98 4,94 4,93 4,92 4,91 4,98
TypkecTaHckas 4,40 4,44 4,31 4,47 4,44 4,43 4,48 4,40 4,42
Bcero 4,58 4,60 4,54 4,60 4,60 4,59 4,60 4,55 4,66
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