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Mpeancnoeue

1 PASPABOTAH ®enepanbHbiM rocygapcTBEHHbIM BHOIKETHBIM yupexaeHueM « POCCUACKUA UHCTUTYT
cTtaHgapTtudauuu» (OIBY «UHCTUTYT cTangapTusaumm»)

2 BHECEH TexHu4eckuM KoMuTeTOM Mo cTaHgapTusaumm TK 406 «CoumanbHoe obcnyxvBaHue Ha-
ceneHna»

3 YTBEPX/EH W BBEJEH B IENCTBWE lMpukasom ®egepanbHOro areHTCTBa No TEXHUYECKOMY pe-
rynupoBaHuio U meTtpornorum ot 6 asrycta 2025 r. Ne 851-ct

4 B3AMEH roCT P 54342—2011

MNpasuna npumeHeHUss Hacmosweao cmaHdapma ycmaHoeneHbl 8 cmamse 26 @edepansHO20 3aKOHA
om 29 uwoHsa 2015 a. Ne 162-03 «O cmandapmusauyuu e Pocculickol ®edepayuu». MHgopmayusa ob u3-
MeHeHUSaX K HacmosuwieMy cmaHdapmy rybrukyemcs 6 exezs00HOM (10 COCMOSAHUK Ha 1 AHeaps meKyuwieao
2o00a) uHghopMayuoHHOM yKazamene «HayuoHanbHble cmaHOapmeiy, a oghuyuanbHbil MmeKecm uamMeHeHul
U MONPasoKk — 8 EXEeMEeCcHYHOM UHOPMAaUUOHHOM ykazamene «HauyuoHanbHeie cmaHOapmel». B cnyyae
rnepecMmompa (3aMeHbl) Uunu ommMeHbl Hacmosuje2o cmaH@apma coomeemcmeyouwiee ygedomMneHue bydem
onybnukoeaHo 8 bruxaliweM 6bINyCKe eXeMeCsYyHO20 UHGHOPMAaUUOHHO20 ykaszamens «HayuoHanbHble
cmaHOapmsi». Coomeemcmayou,as UHGopmayus, yeedoMeHUe U mMeKcmbl pa3Mewalomcs makxe 6 UH-
hopmayuoHHOU cucmeme obue2o nob3o8aHus — Ha oguluansHoM calime @edepanbHo20 azeHmemeaa rno
MexHUYecKkoMy peaynupoeaHuro U Mempoaoauu 8 cemu MHmepHem (www.rst.gov.ru)

© OdpopmneHue. ®IBY «MHcTUTYT cTaHgapTuaayuuy», 2025

HacToawwmin ctaHgapT He MOXeT ObITb MOMHOCTLIO UMK YACTUYHO BOCMPOU3BEOEH, TUPaXXMNPOBAH U pac-
NMPpOCTpaHeH B Ka4vecTBe OCbMLI,I/‘IElJ'IbHOFO n3naHua bes pa3pelieHunsa G)e,qepaanoro dreHTCcTBa no TeXxHNn4ecko-
MYy perynmpoBaHvMi 1 METPOJIOTUA
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MpunoxeHne A (cnpasodHoe) PekomeHZaLMu Mo MPUMEHEHWIO METOL40B KOHTPOMS Kad4ecTBa coLuarnbHbIX
YyCnyr B 3aBUCUMOCTU OT BUAA COLMAMBHBIX YCITYT. « o oottt et e e e e e e e e 4

MpunoxeHue b (cnpasoyHoe) PekoMeHaaUny Mo NPUMEHEHUIO METOA0B KOHTPOMSA Ka4ecTBa rnpu oKasaHnm
COOeNCTBUA B NONyYeHUn peabunMTauMoHHOM, MEOWLUMHCKON, NCMXONOrMYecKo,
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HAULUWOHANBbHBIWA CTAHOAPT POCCUMNCKOWN PEOQOEPALULWUMK

COUMANBHOE OBCNYXWBAHWE NPAXOAH

MeTogbl KOHTpPONA Ka4vecTBa couyMuanbHbIX ycnyr

Social services for citizens. Methods of quality control of social services

Data BeepeHua — 2026—03—02

1 O6nacTtb npuMeHeHunA

HacTtoawumin CTaHOapT PacrnpoCcTpaHAeTCA Ha couMarnbHble YCINYru, npegocTtaeridaeMble rpaxiaHam npn-
ANYECKMUN NuaM He3aBNCUMO OT UX OpFaHMSElLWIOHHO-I'IpaBOBOPI CbOprI n (I/IJ'II/I) nHonBuayarnbHbIMUW NMpen-
npUuHUMaTenamMm, OCyLLeCTBNAKLWMMN ColManbHOE OGCJ’Iy}KMBEHMe (,qanee — NOCTaBLWK COUManbHbIX ycnyr).

Cou,maanoe OGCﬂy}KMBaHMe rpaxgaH, B TOM 4Mucrne nHiBanmgoB, NnpoBOognTCA B COOTBETCTBWMU C [1], KO-
TOprFI perynmpyeTt OCHOBHblI€ NPUHUWNBI, YCNOBWUA M NOPAOOK NpeaocTaBneHna counanbHbIX YCNyr, a Takxe
npaea un obsizaHHOCTKM nonyaneneﬁ M NOCTaBLMKOB YCIYT.

CTaHﬂapT yCTaHaBllMBaeT OCHOBHbIE BUAbLlI MCNOMNb3yeMbIX METOOOB KOHTPOMNA COUManbHbIX yCnyr (,u,a-
nee — ycner), npenocrtaBnsAeMblX HAceneHuw, U pekoMmeHgaunm no X npuMeHeHur.

2 HopmaTuBHbIe CCbINKK

B HacTosilLeM cTaHAapTe UCNOoNb30BaHbl HOPMATUBHbIE CCbINIKW Ha crefylolmne cTaHaapThl:

FOCT P 52143 CouwmansHoe obcnyxuBaHue HaceneHus. OCHOBHbIE BUObI COLMANbHbIX YCIyT

FOCT P 52495 CoumanbHoe oBcnyXuBaHWe HaceneHws. TepMuHbl U onpegeneHnst

FOCT P 52496 CouwmaneHoe obcnyxuBaHue HaceneHus. KoHTponb kavecTBa couManeHbix yenyr. Oc-
HOBHbIE NONOXEHUS

MpumedyaHue — lpy NONb30BaHNK HACTOALLMM CTaHAAPTOM LenecoobpasHo NpoBEPUTE AENCTBUE CCbINOY-
HbIX CTaHAAPTOB B UHCDOPMALMOHHOW cucTemMe oBLiero nonb3oBaHua — Ha ouumMansHOM cainTe ®edepansHOro areHT-
CTBa MO TEXHWYECKOMY PEryrvpoBaHUI0 U METPOIIOTAM B CETU VIHTEPHET UNu Mo exerogHoMy MHopMaLMoHHOMY ykasa-
Teno «HauWoHanbHele cTaHOapThl», KOTOPLIA 0NyBNnUMKOBaH No COCTOAHMIO HA 1 AHBapSA TEKYLLEro roga, W no BbiMyckam
eXeMecsA4YHOro MHopMaLIMOHHOrO ykazaTensa «HalunoHanbHble cTaHOapThl» 3a TeKyLUWiA rof. Ecnn 3aMeHeH CCbINMoYHBbIiA
CTaHZdapT, Ha KOTOpbIA faHa HegaTWPOBaHHAA CCbINKa, TO PEKOMEHOYETCA MCMOMb30BaTh AEACTBYHOLLYID BEPCUID 3TOTO
CTaHdapTa C Y4Y4eTOM BCEX BHECEHHBIX B [aHHYK BEPCUIO U3MEHEHUIA. ECnu 3aMeHeH CCbINOYHbIA CTaHOApT, Ha KOTOPbIi
[aHa AaTWPOBaHHAsA CChIMNKa, TO PEKOMEHAYETCA UCMONb30BaTh BEPCUID 3TOM0 CTaHAapTa ¢ yKadaHHbIM Bbie rofoM yT-
BepxaeHus (MpuHaTUA). Ecnu nocne yTBepXOeHUsi HACTOSLLEro cTaHdapTa B CChINOYHBIM CTaHAapT, Ha KOTOpbIA AaHa
[LaTUPOBaHHAas CChINKa, BHECEHO MU3MEHEHWE, 3aTParMBarLLee NonoXeHUe, Ha KOTOPOE [aHa CCbIMKa, TO 3TO NONOXeHWe
pekoMeHayeTcs NpUMEHATL Be3 yyeTa AaHHOro M3MeHeHUs. Ecnm cebinoyHbIi cTaHaapT oTMeHeH 6e3 3amMeHbl, TO Nomno-
JKEHUWe, B KOTOPOM JaHa CChiflKa Ha Hero, peKoMeHAYETCA NPUMEHATL B YACTU, HE 3aTparvBaloLLeit 3Ty CCbINKY.

3 TepMuHbI U onpeaeneHus

B HacTosiem cTaHgapTe npuMeHeHbl TepMuHbl no MOCT P 52495, a Takke cnegyowuidi TEPMUH C
COOTBETCTBYHOLMM onpefeneHnem:
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3.1 meTop KOHTpONA Ka4dyecTBa COLlHaanOFI ycnyru: COBOKyI’IHOCTb npasun, npuHUKUNoB, cpeancTe,
NMO3BONAKLWNX KOHTPONMMPOBATL Ka4eCTBO coumanbHOn yCnyru.

4 MeTtoabl KOHTpPOINA Ka4YyecTBa colManbHbIX yCnyr

4.1 O6wmMe nonoxeHUs

4.1.1 OBwwue TpeboBaHWs K opraHn3auunm NnpoLegypbl OLEHKW 1 KOHTPOMS Nokasatenen KavecTsa ycnyr
yctaHoBneHbl B FTOCT P 52496.

Mpwy oueHKe Ka4yecTBa coUManbHbIX YCyr HeobXoaAUMOo y4MThiBaTh (DOPMY UX NPEAOCTaBMNeHns (CTaumo-
HapHas, nonycTaunoHapHas, Ha oMY ), MOCKONbKY AaHHbIM (hakTop onpenensieT KMYeBble KpUTEPUA OLLEHKN
UNu onpegensieT nepevyeHb KpUTEPUER OLEHKN.

4.1.2 MeToabl KOHTPONS Ka4YecTBa yCcrnyr HanpasleHsl:

- Ha onpepeneHne COOTBETCTBUSA KadecTBa ycnyri TpeboBaHMAM HOPMAaTUBHbBIX M MPaBOBLIX aKTOB, a
TaKKe HalMOoHamNbHbIX CTAHOAPTOB, K 0BnacTh NpMMeHeHWs1 KOTOPbIX OTHOCUTCH KOHKPETHBLIA BUO YCNYTu;

- onpegeneHne COOTBETCTBUA KayecTBa yCMnyr oxugaHWaM nony4vaTtens couuanbHon yenyrm (MCY);

- ycTaHoBneHue dakTopos, BNUAKLLNX Ha JOCTMXEHWE ONTUMAaNbLHOro YPOBHA KadecTsa YCnyr,

- NpoBeAdeHUe PpeNTUHIOBaHWS BLINOMHEHWUS OQWHAKOBLIX YCITYT pa3nuyHbIMW NOCTaBLLMKaAMK MO pe3ynb-
TaTam He3aBUCUMOW OLEHKN.

MpumeyvyaHne — MNokasatenu, xapakrepuaytolme obLiMe KpUTEPW OLEHKW Ka4ecTBa YCNOoBUiA OKasaHus ycnyr
opraHusauusamn counansHoro obcnyxmMBaHus YCTaHOBNEHbI B [2].

4.2 Knaccmbm(au,vlﬂ MEeTOOOB KOHTPONA KavecTBa counanbHbIX yCnyr

4.2.1 MeToabl KOHTPONA Ka4YecTBa yCrnyr KnaccuuumpyoT No crnegyowmm npyuaHakam:

- cnocobam nony4yeHusa UHopmaymu;

- WCTOYHUMKAM nonyyeHus nHopmayuu.

4.2.2 Mo cnocobam nonyyeHus MHOOPMaLMK METOALI KOHTPONS KAa4YeCcTBa yCnyr NogpasfensioT Ha cne-
aywouive Buabl:

- aHanUTUYeCKUn — METOA OLIEHKWM, OCHOBAHHLIA Ha CpaBHEHUM hakTUYECKUX OaHHLIX O NokasaTensax
Ka4yecTBa YCryr, U3MNOXEeHHbIX B OKYMEHTALMK NOCTaBLUMWKa COLManbHOM ycryri, ¢ Hopmamu 1 TpeboBaHus-
MW, YCTAHOBMNEHHBbIMW HOPMAaTUBHBLIMW U NMPABOBbLIMK aKkTaMu, HaLWOHaNbHbIMW CTaHO4apPTaMW, TEXHUYECKUMMN
OOKYMEHTaMM.

MpumMeyaHWe — AHanNUTUYECKMIA METOL KOHTPOMS KaYecTBa YCIyr MOXKET BKMKYaTb, He OrpaHu4MBasch 3TUM,
aHanu3 cogepXaHusa AoKYMEHTOB yYpeXxaeHns (YCTae yupexaeHns, nonoxeHne 06 yypexaeHnn, pykoBoACTBa, Npasuna,
cnyxebHble MHCTPYKUKUM, MeToaukn paboTtel ¢ MNCY, JOKYMEHTEI HA CpeacTBa TEXHWYECKOrO OCHALLEHWUS, HauMoHanbHbIe
CTaHOapThbl coLManeHOro 0BCNyXMBaHUS, OTYETHO-NNaHOBas AOKYMEHTaUWsA U T. [.), KOHTPONb HanWyMsa JOKYMEHTOR, npa-
BUMbHOCTM MX 0hopMeHns, 06bEKTUBHOCTU, COOTBETCTBMUA 3a4a4aM 1 LENam YYpeaeHus, Koppekuun, peabunutauuu;
OLEeHKY NpoLiecca pas3BUTIS yYpeKaeHus; NpoBepKy Hanudimua cepTUUKaToB (Npn HeoBXoaAuMOCTI), YAOCTOBEPEHWI O NMo-
BhILUEHUW KBanudukaumm, NMUEH3WIA Ha OCYLLECTBNAEMbIE BUALI AEATENBHOCTY, 8 TAKkKe pacCMOTPEHWE M aHanua xanob
1 npeTteH3ni MNCY K kayecTBy yCnyr;

= BM3yaHbeII7I — MeTo4 OUEHKW, NMpK KOTOPOM nepBUYHas I/IHCbOpMaLI,VIF! 0 nNokKazartendx Ka4ecTtBa yc-
yr BOCNpMHUMaeTCA BMU3yallbHO JKCNepTamMu nivinm cneunanuctamMuy, NpoBOOALLIMMW OLUEHKY, noclne 4ero co-
nocTtaenAaeTca C TDESOBBHMQMM, YyCTaHOBIIE€HHBIMW HOPMAaTWBHbIMKW KW MPaBOBbIMWA akKTaMW, HalWOHalNbHbIMK
CTaHOapTaMun, TEXHNHEeCKUMW OOKYMEeHTaMW.

[MpumevyaHmne — BusyanbHblii METO4 KOHTPOMNA Ka4ecTBa couManbHbIX YCNyr MOXET BKNOYaTb, HE OrpaHu-
YyuBaACb 3TMM, OCMOTP 34AHUW, XKUMNbIX NOMELLEHWIA, MOMELLEHWA ANA OKasaHusa couunanbHbIX YCryr, Apyrnx oObeKkToB
WHPaCTPYKTYPLl YYpEXOEeHUs, CPEACTB TEXHWYECKOIO OCHALLEHWA C LENbl KOHTPOMS WX COCTOSIHWSA U COOTBETCTBUS
TpeboBaHuaM BesonacHocTK MCY 1 nepcoHana yypexneHuidi Nnpu NnpegocTaeneHuy yenyr, TpeboBaHusam noxapHon 6es-
ONAacHOCTW, CAHUTApPHO-TUIrMEHNYECKM HopMam 1 TpeBoBaHuaM K ynobeTey pasmeltenns MCY v T. n.

4.2.3 Mo WCTOYHMKaM MonyyYeHus nHopMauuy MeTodbl KOHTPOMA KayecTBa yCnyr Noapasfensior Ha
cnegywoLlme BUAbI:

- 3KCMEPTHLIA — METOA OLIEHKI, MPEeANnonaraLLMi OLeHKY NokasaTenei KauecTsa ycryr cneynanncTom
UMW TPYMMOA CNeunancToB, KOMMETEHTHbIX B PELUEHUI NOCTaBMNEHHbIX Nepea HUMK 3a4a4d, B TOM Yucne py-
KOBOOWUTENEN, MEHEMKEPOB OpraHn3aun — NocTaBLIKMKa COLUanbHON YCnyri.

2
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MpuMmeyaHus

1 Okcneptbl QOPMUPYIOT MHEHUE (CYXXAEHWE) U BLICTABMAKT KAYECTBEHHLIE W/ KONMYECTBEHHLIE OLEHKW, OCY-
LLeCTBAAT OLIEHKY NoKasaTenei kayecTea ycnyr, aHanusa YCnoBuiA 0KazaHUa YCIyr U T. n.

2 K akcnepTHOMY METOAY OLIEHKW Ka4yecTBa YCryri OTHOCAT METoq CynepBU3un — perynapHoe U CTPYKTYpUpOBaH-
Hoe obcyxaeHue CroXHbIX criyyaeB okasanua ycnyr [NCY, aHanua aheKkTMBHOCTU NPUMEHEHWNS KOHKPETHBIMW Creuu-
anvuctamy MeTOO0B W TEXHONMOrMA paboThl M OLEHKa OOCTUrHYThIX Pe3yrbTaTos;

- COUMOMOTMYECKUA — METOA OLIeHKW, BKIKYarLWLnA COBOKYMHOCTb NMPUEMOB KOHKPETHbLIX COLMNONOorn-
YECKMX NCCregoBaHuin, HanpaeneHHbIX Ha CGOp WU aHanuma asmMnmpunyecKknx gaHHblX, NO3BONAKNWNX onpeaennTtb
nokasarernn KadecTBa CoUuMalibHbIX YCITYT.

MpumeyaHue — K cOLMOMOrMYECKMM WCCMEOOBaHMAM OTHOCAT, HE OTPaHWYMBAaACh 3TUM, aHKETMpOBaHWe,
onpoc nepcoHana v MNMCY, y4eT 3anuceii B KHUre OT3bIBOB U NPEANOKEHWNA, YYET MHTEPHET-OT3LIBOB C MNOCMEAYIOWNM aHa-
NM30M MOMYYeHHbIX AaHHBIX, CPAaBHEHWE OLEHKM Ka4ecTBa npefoctaBnaemeix yupexaeHuem ycnyr NMCY u nepcoHanom
C npegnoyTeHneM oueHku yenyr MNMCY.

4.3 METO,EII:I KOHTpONA KayeCcTBa OCHOBHbLIX (baKTOpOB U Kputepues, BNMUAKKLWKWX Ha Ka4eCTBO
couManbHbIX ycnyr

4.3.1 B HacToflLEM CTaHOapTE pacCMaTPUBAKOTCS METOAbl KOHTPOMS KayecTBa NPUMEHUTENBHO Kak K
OCHOBHbIM thakTopam, ycTaHoBrneHHbIM B TOCT P 52496, Tak U KOHKPETHbLIM KPpUTEPUSAM, B 3aBUCUMOCTH OT
BMAa u cocraea ycnyr, yctaHoeneHHbiM B [OCT P 52143, cBeieHNs1 0 KOTOPbIX NPUBEAEHbI B MPUIMOXKEHUM A.

Mpn HEOOXOOUMOCTH rpaXkgaHam, B TOM YKCIe poguTensiM, onekyHam, NonevnTernsam U MHbIM 3aKOHHbIM
npencTaBMTENSAM HeCOBEPLUEeHHONMEeTHUX deTei, OKa3biBaeTcsl CO4eNCcTBME B NONy4YeHnn peabunMTaunoHHonm,
MeOULUHCKOW, NCUXONOrMYeckon, NneJarormyeckon, opuanyeckon u coluansHON NOMOLLK, He OTHOCALLENCs K
coumansHbIM ycnyram (couuansHoe conpoBoxaeHue). MeToabl KOHTPOMS KayecTBa Npu 0Ka3aHUKM YKa3aHHOoro
COOEeNCTBUA NPUBEAEHBI B NpunoxeHun b.

4.3.2 KoHTponb kadecTBa QOKYMEHTaUWUW (YCTaB yYpexOoeHus, nonoxeHue ob yvypexaeHun, pyKoroa-
CTBa, NpaBuna, cny:kebHble MHCTPYKLKMK, JOKYyMeHTaLms Ha obopyaoBaHue, npubopbl U annapaTypy, Hauuno-
HanbHble CTaH4apTbl CoLManbHOro obcnyKMBaHUA U Op.) OCYLLEeCTBNAETCA aHanMTUYeckum MeTO4oM.

4.3.3 KoHTponb KadecTBa npefocTaBneHns ycrnyr ocyLlecTBNAeTCca aHanuTuyeckuMm MeTogoM B OTHO-
LWEHWW OOKYMEHTALMW Ha 30aHUS U NOMELLEHUSA, 8 TAKKE BM3yanbHbIM B OTHOLIEHUN (haKTUYeCKOoro CocTos-
HUA caMuX 34aHUIA U NOMELLLEHWNA.

4.3.4 KoHTponb ypoBHSA obpazoBaHus, kBanudukauum m npodecCUuoHanbHOW KOMMETEHTHOCTM OCY-
LLeCTBASAETCA aHaNUTUYECKMM U 3KCMEPTHLIM MeToaaMu.

4.3.5 KoHTponb kavecTBa creyunansHoro u TabenbHoro TEXHUYeCKoro OcHaleHus (obopyaoBaHue, Npu-
©opbl, annapaTypa) OCyLLeCTBAAETCSA aHaNMTUYEeCKUM 1 BU3yalbHbIM MeTogamu.

4.3.6 KoHTponb MOMHOTBI W akTyanbHOCTW WMHopMauun o6 ydpexgeHun pasmeriaeMoin Ha oblue-
OOCTYMHbIX MHOPMaLMOHHBIX pecypcax, a Takke ee JOCTYNHOCTU (pa3mMelleHne nHgopmauum ob ydpexae-
HUW ¥ NPEOOCTABMAEMbIX YCMyrax Ha canTe, B COLMarbHbIX CETAX U T. 4.) OCYLLEeCTBNAETCH aHanMTUY4eCcKuM 1
BMU3yanbHbIM MeTo4aMNn.

4.3.7 Cuctema BHYTPEHHErO KOHTPOSA Ka4ecTBa yyYpeKaeHusa OCYLLeCTBMAETCS COLMONOrM4Yeckum Me-
TOAOM MyTEM OMNpoca PYKOBOAUTENEN U CNELMANUCTOB yUpexeHus, a TakKe aHanMTUYeckuM U BU3YarbHbIM
MeTo4amMu NOCpPeAcTBOM O3HAKOMIIEHUA ¢ UMEKLLeNcs AOKyMeHTaumen Ha aTy cucteMy (cnyx6y) n cpaBHe-
HUEM NOMNYYEHHbIX 3a00KYMEHTMPOBAHHbLIX pe3ynsTaToB.

4.3.8 KoHTponb OOCTYMHOCTM YYpeXaeHns, NpeaoCTaBnsaoLWero coynanbsHble YCnyru, oCyLLecTBnseTcs
aHanMTUYeCKUM U COLMONOrMYECKUM METOAaMM.

4.3.9 KoHTponb OOCTYMHOCTW NPedoCTaBnaeMblX YCryr OCyLecTBNAeTCH aHannTuYyeckuMm 1 CoLmnoro-
rMYeCcKUM MeTodamu.
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Bubnuorpadcun

[11 PenepanbHblit 3akoH OT 28 gekadpsa 2013 r. Ne 442-@3 «O6 ocHoBax couuanbHOro obcnyXuBaHuUa rpaxgaH B
Poccuiickon ®egepaumm»

[2] TlMpukaz MwHucTepcTBa Tpyda W coumanbHoW 3awutel Poccuiickon ®egepaumu ot 23 maa 2018 r. Ne 317H
«OB6 yTBepOeHUW MokasaTenen, XxapakTepmayloLmx oblive KpUTepuu OLEHKW KayecTBa YCrNOBWMIA OKasaHus ycnyr
opraHv3auusiMu coumanbHOro oBCnyXuBaHus U chegepanbHbIMK YYpPeKaeHUaMU MeONKO-COLManbHOW 3KCNepTu3b!»
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