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1. O01Me MoJI0KeHu s

1.1. Hensto pazpabotrkum Cranmapra «['ocymapcTBo miis OusHeca» SBISETCS
YCTaHOBJIEHWE TPEOOBaHW MO BHEIPEHUIO KJIMEHTOUEHTPUYHOTO TMOJXOoAa B
TOCYJapCTBEHHOM W MYHHIIMITAILHOM YIIPABJICHHUH MPU B3aHUMOJIEHCTBUU C CyOBEKTaMU
MPEANPUHUMATEIIBCKOM M MHOW SKOHOMHUYECKOUN JEATEIbHOCTH Ha OCHOBE [lexnapanuu
LEHHOCTEN KIIMEHTOLEHTPUYHOTO TOCYJapCTBa.

1.2. B pe3ynapTaTe AOCTWKEHMS YKA3aHHOW LEINM OXHUAAKOTCA CIEAYIOIIUE
b eKThI:

1) noBbllIEHHE YAOBIETBOPEHHOCTH MPEACTABUTENEH NPEANPUHUMATEIBCKOIO
co00I1IeCcTBa 3a CUET aJIPECHOCTU rOCyIapCcTBa MPH MPEIOCTaBICHUH YCIyT, B TOM YHCIIE
IpU MOJYYEHUH MEP TOCYNAPCTBEHHOM M MYHULMNAIbHOW MOJAEPKKH, a TAKKE B
paMKax yCTaHOBJICHHUS U OLEHKU COOJIIO/IEHUS 00s13aTeNIbHBIX TPEOOBAaHUM;

2) CHIKEHHE U3JCPKEK OM3HEeca MpH B3aWMOJCHCTBUHU C TOCYJAapCTBOM 3a CYET
OpUMEHEHHs] MHUQPPOBBIX U  IJIATPOPMEHHBIX PEIICHUH TpPU  MPEJOCTABICHUU
TOCYJAapCTBEHHBIX  (MYyHHUIIMIAIBHBIX) yCIYT W HWCHOJHEHWHW TOCYAapCTBEHHBIX
(MyHHITUTIATBHBIX) QYHKITUH;

3) mnoBblllIeHHWE TMpuUBIEKaTeIbHOCTH Poccuiickoit dexepauuu Ajig BeACHUS
onsHeca.

2. O6anacty npumenenus Crangapra

2.1. B kauectBe kimeHTa CTaHIAapT paccMaTpPUBAET HE TOJBKO ACHCTBYIOLIHUX
CcyOBEKTOB MPEINPUHUMATEIIBCKON JIEATEIILHOCTH, B3aMMOJICCTBYIOIINX c
roCy1apCTBOM MPH IMOJIYYEHUU TOCYJAPCTBEHHBIX WM MYHUUUIIAIBHBIX YCIYT, B TOM
Ypcia€ TPH TOJAYYEHHH MeEp TOCYJApPCTBEHHOM M MYHHUIMIIAILHOW ITOMIEPIKKH,
HCITOJTHEHUEM HHBIX TOCYJapCTBEHHBIX W MYHUIIMIIAIBHBIX (YHKIIWA, HO W JIMII, TOJIBKO
COOMpAIOIINXCST  3aHATHCS ~ MPEANPUHUMATENIBCKOM M HMHOM  DKOHOMHUYECKOU
JIEATEIILHOCTBIO.

Knuentamu MoryT OBITh Kak IOPUIUYECKUE JIMIA, TaK W (U3UUECKHE ITUIIA,
3aperUCTPUPOBAHHBIC B KAdeCTBE WHAMBUAYAIbHBIX MPEANPUHAMATEICH W (WJIH)
CaMO3aHATBHIX, a TaKXkKe KpecThsiHCKue ((pepmepckue) xo3siicTBa 0e3 oOpazoBaHUs
IOPUANYECKOTO JIMI[a W WHbIE 3aKOHHBIE OOBEIWHEHUs Tpa)xKJAaH, HE SBISIOIIUECS
IOPUANYECKUMH JIUIIaMHA, B TOM 4YHCIE TPO(HECCHOHATBHBIE COIO3BI, OOIICCTBEHHBIC
00BEMHCHUS, OCYIICCTBISIONING WM HAMEPCHHBIC OCYIICCTBIIATh YKAa3aHHYIO BBIIIIC
JEeSITETLHOCTD, & TAKXKE COOTBETCTBYIOIINE MHOCTPAHHBIC JIUIIA.

2.2. Cranpapt mnpuMeHseTcsd B ILeiiaX (OPMHUPOBAHUSA KIMEHTOLUEHTPUYHOTO
II0JIX0/1a B TOCYJapCTBEHHOM M MYHULIMIIAJIbHOM YIIPABJICHHUH, IT03BOJISAIOLIETO BBISBIATH
U HU3ydaThb NOTPEOHOCTH KIMEHTA, IMOCTOSHHO YIydllaTh B3aUMOJCIHCTBHE OpraHOB
BJIACTU M YIIOJHOMOYEHHBIX OpPraHM3alMi C KIMEHTOM JUIsl YJIOBJIECTBOPEHHUS €T0
noTpeOHOCTE HCXOJs W3 JKU3HEHHOM CHUTyaluu KIWEHTa, B TOM YHUCJIE€ B 4YacTH
HNOCTOSIHHOTO  YJIYYLIEHHs B3aUMOJICHCTBUSL C KIMEHTOM B paMKax COOJIIOACHUs

! Manee mo texcry CTaHmapra MOIyYeHHE Mep TOCYAapPCTBEHHON U MYHHLUMAIBHOM TOJICPKKHA PACCMAaTPHBACTCS
KaK rocynapcTBeHHas (MyHHUIMIIANBHAS) YCITyTa, Bce TpeOoBaHMs, IpeabsBisieMble CTaHIApTOM K
roCyIapCTBEHHBIM (MYHHLHMIIAIBHBIM) YCIyraM OTHOCATCS M K MeépaM TOCYIapCTBEHHON M MyHUIUIIAIBEHOMH
MOJIEPIKKH, €CTI OTCYTCTBYET OTOBOpKa 00 0OpaTHOM.
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o0si3aTeNbHBIX  TpeOOBaHUI, a TakkKe CTUMYJUPOBAaHUS  KIMEHTa  HCIIONHATH
o0s13aTenbpHbIE TPEOOBaHUS T0OPOBOIBHO.

2.3. CtanmapToM yCTaHaBIMBAIOTCS TPeOOBaHUS K B3aUMOJACHCTBHUIO TOCY1apCcTBa
C KJIMEHTAaMHU MO CIEIYIOUUM HalpPaBICHUSIM:

1) IpeaoCTaBICHUC TOCYAaPCTBCHHBIX U MYHUIIUITIAJIBHBIX YCIIYT, IIPCI0CTAaBJICHUC
HHBIX YCIYI' TOCYHAapCTBCHHBIMU W MYHUIUIIAJIBHBIMH  YUPCKIACHHUAMHA
(HpeIIHpI/IHTI/DIMI/I) U HWHBIMU OpraHnu3alusiMM Ha OCHOBAHUHU JOTOBOPOB C
opraHaMu FOCYI[&pCTBCHHOfI BJIAaCTH, OpraHaM MECTHOI'0 CaMOYIIPAaBJICHU A,

2) mpenocTaBieHUE Mep TOCYJAapCTBEHHOM M MYHUIMNAIbHOW MOIIEPKKH,
dbopmupoBanre WHGPACTPYKTYpbl TMOMJIEPKKH W CO3JIaHUE CIIeHUAIbHBIX
PEKUMOB MPABOBOTO PETYJIUPOBAHUS, BKIIFOUAs OCOObIE SKOHOMHYECKHUE 30HHI,
TEPPUTOPUHU OTIEPEKAIOIIETO COIUATEHO-DKOHOMUYECKOTO PA3BUTHUS U UHBIE;

3) ycTaHOBJIEHUE U OLIEHKA KIIMEHTaMU 00sI3aTEbHBIX TPEOOBAHMIA;

4) orleHKa coOIOICHUS 0053aTENbHBIX TPeOOBaHMI B paMKax I'OCYJapCTBEHHOTO
KOHTpoJisi  (Ham3opa), MYHHUIUMAIBHOTO  KOHTPOJIA, TPHUBIEYCHUS K
aJIMUHUCTPATUBHON OTBETCTBEHHOCTH, IMPEJOCTABICHHS JHUICH3UH U HWHBIX
pa3peleHui, akKpeIUTaluy, OUEHKA COOTBETCTBUS MPOAYKIMH, UHBIX (PopM
OLIEHKH W DKCTIEPTHU3HI;

5) mpeaocTaBieHUE CEPBUCOB NPH UCIOJHEHUU HWHBIX TOCYIapCTBEHHBIX U
MYHUIUTAIbHBIX  (QyHKIMMA, BKIO4ass  (QYHKIUMM  MPEJOCTABICHUS B
M0JIb30BAHUE TOCYAAPCTBEHHOTO U MYHHUIIMIAIBHOTO MMYIIECTBA, MOATOTOBKHU
W peanu3alMd  TPOEKTOB  TOCYJapCTBEHHO-YaCTHOTO  MapTHEPCTRBA,
MYHHIIMIAIbHO-YaCTHOTO MAPTHEPCTBA, OCYLIECTBICHUSI TOCYJApCTBEHHBIX U
MYHHIIUTAIBHBIX 3aKYTOK U Ipyrue QyHKIUH.

2.4. Crangapt sBisieTcsl  00s3aTe€NbHBIM Ui NPUMEHEHUS  OpraHamMu
rOCYJIapCTBEHHOW BJIACTH, OPTaHAMHU MECTHOTO CaMOYIpaBJIEHUs, TOCYIapPCTBEHHBIMU U
MYHUIIAMIATBHBIMA ~ YUIPEKIACHUAMH  (IPEANPHUATHIMH) W HWHBIMH OpPraHU3aIMSIMU,
YIIOJTHOMOYEHHBIMH B COOTBETCTBUM C 3aKOHOJATENBCTBOM Poccuiickon Penepaunu, B
TOM YHCJIE HA OCHOBAaHWH JIOTOBOPA, OCYILECTBISATh B3aUMOJCHCTBUE C KJIMEHTAMH IO
yKa3aHHBIM BBIIIIE HAIIPABJICHUSAM, U COACPKUT TPEOOBAHUS K:

1) BBISIBJIGHUIO M HM3YyYEHUIO TOTPEOHOCTEM KIMEHTOB B pPaMKaX >KU3HEHHOU
CUTYaIlH UCXOs U3 MPO(HIIs KIHEHTA;

2) IPOEKTUPOBAHUIO M PEHUHKUHUPUHTY YCIYT, Mep TMOIICPKKH, CEPBUCOB
B3aUMOJICHCTBUSL C KJIMEHTAMH W MEXaHH3MOB OIICHKH COONIOJCHHUS
00s13aTeNbHBIX TPEOOBAHMIA;

3) mporieccy yIOBJIETBOPEHHUS MOTPEOHOCTEH KIMEHTa IMyTEM IPEIOCTaBIICHUS
yCITyT, MEp TOAACPKKH U CEPBHUCOB TI0 YKa3aHHBIM BBIIIIE HAIIPABICHUSM;

4) B3aMMOJICUCTBUIO OPraHOB BJIACTM U YIOJHOMOYEHHBIX OpraHu3aluid B
THUMOBBIX TOYKAX B3aUMOJICUCTBUS C KJIIMCHTaMU;
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5) cepBucam 10 YCTaHOBJICHHIO U OLIEHKE KJIMEHTaMHU 00S3aTeNbHBIX TPeOOBaHUMI
1 110 00€CTIEUEHUI0 COOJIIOIEHNS KIIMEHTaMU 00s3aTENbHBIX TPEOOBAHMIA;

6) MOTHUBalIUN KIMCHTOLCHTPUYIHOI'O ITOBCIACHUA pa6OTHI/IKOB OpraHOB BJIACTHU H
YIIOJIHOMOYCHHBIX OpFaHHSaHHﬁ;

7) nokazaresnsiM KJIMEHTOLEHTPUYHOCTH;

8) mpodeccuoHaNBHON MOATOTOBKE W OOYYEHHIO CHEIUATUCTOB B cdepe
KJIMEHTOIICHTPUYHOTO B3aMMOJICHCTBHSI.

2.5. B uensx mnoBbimeHuss 3(PGEKTUBHOCTH W MOHHUTOPUHIA peanu3aliiuu
KIIMEHTOIICHTPUYHOTO TIOJXOJIa B TOCYJAAPCTBEHHOM W MYHHIIMITAILHOM YIPABICHUN
CraHgapT COJEPKHT CHCTEMY HM3MEPHMBIX ITOKa3aTesiel, IO3BOJISIONIUX IPOBECTH
OLICHKY  BHEIPCHUs  KJIMCHTOIICHTPHUYHOTO TIOJXOJa B  TOCYJAapCTBCHHOM U
MYHHIUIIAIEHOM YIIPaBJICHHUH, a TaKKe TPeOOBaHUS K CUCTEME MOTHBAIIUU, ITOJTOTOBKE
1 00yYEHUIO CTICIIUATICTOB.

3. TepMHHBI U ONIpee/ICHUsI

Jns uenedt Hacrosmero CraHmapTa WCHONB3YIOTCSA CIEAYIONIMEe OCHOBHBIC
TEPMUHBI U OTIPE/ICIICHUS

1) KIMeHT: OCYyIIECTBISAOIIEE NPEIPUHUMATEIBCKYI0 WIH UHYIO SKOHOMHUYECKYIO
NESATENbHOCTh POCCUNCKOE WJIM WHOCTPAHHOE (PU3NYECKOE WM IOPUAMYECKOE
JUL0, B3aUMOJECHUCTBYIOUIEE CAMOCTOSITEIBHO WJIM Yepe3 YMOJHOMOYEHHOTO
IPEICTABUTENS] C OpPraHaMM BJIACTU U YIOJIHOMOYEHHBIMH OpraHU3alUsIMU C
LENbI0 YJIOBIETBOPEHUS CBOMX MOTPEOHOCTEN;

2) moTpe0HOCTh KJIMEHTAa: HEOOXOJAMMOCTh JOCTHKEHHUS pe3yjbTaTa, pEIICHUS
npoOyieMbl, 3aJaud WU  BONpPOCA, peaju3dyemasi KIUEHTOM IOCPEICTBOM
B3aUMOJICHCTBUSI C OpraHaMu BJIACTH U YIIOJHOMOYEHHBIMU OpraHU3AIUsIMU;

3) KJIMEHTOUEHTPUYHBIN MOAX0A B TOCYJAPCTBEHHOM W MYHHUIIUNAJIBHOM
YHpaBJeHUM: TIOJXO0J B TIOCYJapCTBEHHOM M MYHHIMIIAJILHOM YIPAaBJICHUH,
OCHOBAaHHBIN Ha BBISBICHUM W HM3yYEHUU MOTPEOHOCTEH KIMEHTA, MOCTOSHHOM
YIY4YIICHUU B3aUMOJCHUCTBUSL OPraHOB BJIACTH U YIIOJHOMOYEHHBIX OpraHU3aluid
C KJIMEHTOM JIsl TApAHTUPOBAHHOTO YIIOBJIETBOPEHHS €T0 MOTPEOHOCTENH;

4) ycayrm: JeATeNbHOCTb, CBSI3aHHAs C peajlu3aluedl TOoCyNapCTBEHHBIX U
MYHUIMIAIBHBIX ycIyr B 3HaueHun denepanbHoro 3akoHa ot 27 urons 2010 r.
Ne 210-®3 «OO6  opraHuzauuy  NPEeAOCTaBICHUS  T'OCYJAapCTBEHHBIX U
MYHULUUOAIBHBIX YCIyT», JHOO0 HHBIX paboT W yCIyT, MPeroCTaBIsEMbIX
TOCYyIapCTBEHHBIMM W  MYHHUIMIAJIBHBIMU  YUPEKACHUAMHU, JHUOO  YCIYT,
IPEOCTaBIISIEMBIX MHBIMU OPTaHU3ANUSAMH, YTIOTHOMOYEHHBIMH B COOTBETCTBUU
¢ 3akoHojarenbcTBOM Poccuiickoit denepauuu, B TOM 4YHCIE€ HAa OCHOBAaHUU
JIOTOBOPA, IPEJOCTABIIATH YCIYTU KIUEHTY;

5) Mepbl MOAJEP:KKH: MEpbl CTUMYJIMPOBaHUSA JIEATEIBHOCTH B  cdepe
npoMbliieHHocTH B 3HaueHuun denepanbHoro 3akona ot 31 nekabps 2014 r.
Ne 488-D3 «O npOMBIIIIIEHHOW TOTUTHKE», MEPHI MOAAEPKKU CYOBEKTOB MajIOro
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U CpEIHEro MNpeAlpUHUMATENbCTBA B 3HaueHMH DenepanbHOro 3aKoHa
or 24 mronss 2007 1. No 209-®3 «O pa3BUTUM Majoro © CPEIHETro
MPEANPUHUMATENIBCTBA», MHASA AEATEIIbHOCTD, OCYILECTBIsIEMasi OpraHaMu BJIACTH
U YIOJHOMOYEHHBIMH OpraHu3alusMH B LENAX pa3BUTUA CYOBEKTOB
MPEANPUHUMATEIIBCKOW U HHOM Y9KOHOMHYECKOU JIESITEIbHOCTH;

6) cepBHUCHI: MPEIOCTABIEMbIC KIIMEHTY U(POBBIMI CHCTEMaMH OPTaHOB BJIACTH U
YIOJIHOMOUYEHHBIX OpPTaHU3alMi YCIyTH, MEphl MOAJEPKKH, UX YacTH, a TaKKe
ABTOMATUYECKHE HCIOJHSAEMbIE YacTH TOCYJApCTBEHHBIX M MYHHUIUIAIBHBIX
byHKITUH;

7) NpoOaKTHBHOE TPeNOCTABJEHHE YCJIYr, Mep MOMJEP:KKH, CEePBHCOB:
NPEOCTaBICHUE KJIMCHTY YCIYyT, Mep TOJJIEP)KKH M CEPBHCOB B paMKax
KU3HEHHOM cHUTyaluu 0e3 3ampoca KIMEHTa 10 €ro MpeABapUTEIbLHOMY
COTJIACHIO;

8) opranbl BJacTH ¥ YINOJHOMOYEHHbIE OPraHU3alMU: OPTraHbl TOCYAapPCTBEHHOM
BJIACTH, OpTaHbI MECTHOT'O caMOyTMpaBJICHUS, roCcyJJapCTBEHHbIE u
MYHULUNAIbHBIE — YUpeXKACHUS  (MPEanpusiTsa) MW  HUHBIE  OpraHu3alluu,
YIIOJTHOMOYEHHbIE B COOTBETCTBMM C  3aKOHOJATEIbCTBOM  Poccuiickoii
®enepanyii, B TOM 4YHUCJIE€ Ha OCHOBAaHUU JIOTOBOpPA, OCYIIECTBISATH
B3aUMOJICUCTBHUE C KJIUCHTAMU;

9) KM3HeHHas1 CUTyaUMsl: HaJIMYMWE WM HACTYIUICHHE OOCTOSITENIbCTB, BJIEKYIIUX
JUI KJIMEHTa BO3MOXKHOCTb WJIM HEOOXOMMOCTh B3aUMOJICHICTBOBATh C OpraHaMu
BJIACTU M OpraHU3alUsIMH;

10) y10BJIETBOPEHHOCTh KJIMEHTA: U3MEPUMOE BOCHPUITHE KIUEHTOM CTENECHH
yIOBJIETBOPEHHUS €r0 MOTPEOHOCTEH;

11) npoguap KAMEHTA: COBOKYIHOCTb CBEICHUMN 0 KIMEHTE, KOTOpbIE
UCIIONB3YIOTCS 1A ONPEACNICHUS UX MNPEANOYTEHUM C UEIbI0 YIy4llCHUS
KJIMEHTCKOTO OTIbITA;

12) npo¢uab KIMEHTCKOT0 cerMeHTa: COBOKYMHOCTh (PAaKTOB, CBEIACHUI U 0OIIUX
XapaKTEePUCTUK, IPUCYIIUX IPYIIE KIUEHTOB, CXOXKHX MO0 KAKOMY-TTHO0 MPU3HAKY
WJIH COBOKYITHOCTH ITPU3HAKOB;

13) KIMEeHTCKUIT MyTh: TIOCJIEIOBATEIbHOCTh JACHCTBUM KIHWEHTA, KOTOpPHIE OH
OCYUIIECTBJISIET OT MOMEHTa BO3HUKHOBEHHUS OXUIaHUS (MOTPeOHOCTH) 10
MOMEHTA UX YJIOBJIETBOPEHUS, B TOM YHUCJE MPHU B3aUMOJICUCTBUU C CEPBUCAMU;

14) kapTa KJIMEHTCKOr0 NMyTH: ONMCAaHUE KJIMEHTCKOrO IMyTH B BUJE AJITOPUTMOB U
CXEM B TaOJIMYHOM, rpaduuecKoi Uiiu CMEIIaHHON hopMax;

15) kIHEeHTCKUH ONBIT: U3MEpUMas OICHKA KIMEHTOM PE3yJIbTaTOB MPOXOXKICHUS
KIIMEHTCKOTO IyTH, B TOM YHCJIE €r0 OTJEIbHBIX JTAIllOB, B BUJE COBOKYITHOCTH
KOTHUTUBHBIX, OSMOIIMOHAIBHBIX, CEHCOPHBIX U TIOBEJCHUECKUX peaKIui
NOTPEOUTEIIS;



16) KIMEeHTCKUIA CHEeHapHii: MOCJIeN0BaTEILHOCTh NEUCTBUM KIMEHTOB WJIM HMHBIX
CyOBEKTOB B3aMMOJICUCTBUS B paMKaxX MPEAOCTABICHUS YCIYTH, B TOM YHCIIE TPU
B3aUMOJICHICTBUM C CEpPBHCAMH, HAMpaBIICHHAs Ha TMOJYyYCHHE OIMPEACICHHOTO
aIMUHUCTPATUBHBIMHM TIPOILIEypaMH pe3yjbTaTa MPOXOXKIEHUS OTISIbHBIX
3TaIoOB KIMEHTCKOIO MyTH;

17) IlpoexkTHBIH o¢uc: LEHTP METOJOJOTMM W  OKCHEPTU3bl  BHEIPEHUS
KJIMEHTOLIGCHTPUYHOTO  MMojAXoAa  Ha  (efepalbHOM,  PErMOHAJIbHOM U
MYHHUIIUITAJIBHOM YPOBHSX yIIPaBIICHUS;

18) ypoBeHb KJIMEHTOUEHTPUYHOCTH: HM3MEpUMas OIEHKA CTETNEHU JIOCTUKEHUS
KJIMCHTOLIGHTPUYHOTO TIOAXOJa B TOCYJAPCTBEHHOM W  MYHHUIMIAIBHOM
yIpaBIICHUU;

19) npoexkTpoBaHMe: 1€ATEIBHOCTh, OCHOBAHHAS HAa METOAOJOTUM U TEXHOJIOTHSIX,
HaIpaBJieHHas Ha pa3pabOTKy yCIyT, Mep MOAIEPKKHU U CEPBUCOB B COOTBETCTBUU
¢ TpeGOBaHUSAMU KIMEHTOLIEHTPUYHOIO MOIX0/1a;

20) peMHKMHUPHUHT: JICITEILHOCTb, OCHOBaHHAsI HAa METOJIOJOTHM M TEXHOJIOTHUSIX,
HalpaBlieHHass Ha peQopMUpOBaHHME WM TMEPENPOCKTUPOBAHUE YCIYT, MEP
MO/JICPKKH M CEPBUCOB B IIEJISIX ONTUMH3AIMH JCSITEIHHOCTH OPTraHOB BJIACTU U
YIOJTHOMOYEHHBIX OpraHu3aIui, TUTSt obecrieueHHs COOTBETCTBUS
MPEIOCTABISIEMBIX YCIYT U CEpBUCOB TpeboBaHusM Hacrosiiero Ctanmapra;

21) oGs13aTesibHBIE TPeOOBaHUsI: COAEpIKAIINECS B HOPMAaTUBHBIX MPABOBBIX aKTax
TpeOOBaHUs, CBSI3aHHBIE C OCYIIECTBICHUEM IMPEANPUHUMATENbCKON MU HHOH
SKOHOMUYECKON JEATENIbHOCTH, OILIEHKa COOIOIEHUSI KOTOPBIX OCYIIECTBISIETCS B
paMKax TOCYAAapCTBEHHOI'O KOHTpPOJs (Haa30pa), MYHULHMIIAIBHOTO KOHTPOJIS,
OpUBJICYEHUS K  aJMUHUCTPATUBHOM  OTBETCTBEHHOCTH, MPEAOCTaBIICHUS
JULEH3UA W MHBIX pa3pelleHuil, aKKpPEeAWTallUHd, OLIEHKH COOTBETCTBUS
NPOAYKILNHU, HHBIX ()OPM OLIEHKH U KCTIIEPTHU3HI;

22) o0s13aTesibHble MH(pOpMaUMOHHBbIe TpeOoBaHUsi: 00s3aTelbHbIE TPEOOBAHUS
KJIMEHTY 0 cOOpy, MOATOTOBKE M NPEJCTABICHUIO OpraHaMm IMyOJIMYHOW BIAacTU
orpeiesieHHON nHpopManuu (JJIOKYMEHTOB, CBEICHU );

23) pa3pabdoTunkm 00s13aTeIbHBIX TPEOOBAHHUII: OpraHbl FOCYJapCTBEHHOMN BIIACTH,
OpraHbl MECTHOIO CaMOYIIPABJIEHUS M OpraHu3alM, YIOJIHOMOYEHHBIE Ha
pa3pabOTKy HOPMATHUBHBIX MPABOBBIX AKTOB, YCTAHABIMBAIOIIMX 00s3aTeNbHBIC
TpeOOBaHUS;

24) ycraHoBJiIeHHe o00si3aTeIbHBIX TpPe0OBAHMIi: ONpEJeIeHUEe U  BEACHHE
YIOJIHOMOUYEHHBIM OpPTaHOM BIIACTH TIEPCOHAIBHOTO Ui KaKJOrO KIMEHTa
MCUEPIBIBAIOLIETO MepeyHs 00513aTeNbHBIX TPEOOBAHU;

25) KIMEeHTCKasi OLEeHKa 00M13aTeJIbHbIX TpeOOBaHUil: IPOBOJMMAs KIMEHTOM
OLICHKAa (PAKTHMYECKOT0 KJIMEHTCKOIO ONbITa COOJIIOJIEHUS ACHCTBYIOIIMX
o0si3aTeNbHBIX  TPeOOBAaHMN MM  TMOTEHLUUAIBHOIO  KJIMEHTCKOTO  OMbITa
COOMIOIEHUsT  TMPOEKTHPYEMBbIX  O0s3aTeNbHBIX  TpeOOBaHMH B paMKax
YCTaHOBJIEHHBIX IPOLEAYP;



26) odecrieueHue CcoOJIOIeHUsT 00513aTEJIbHBIX TPeOOBAHUWIM: JI€ATEIBHOCTD
OpraHoOB  BJIACTH ¥  YHOJHOMOYEHHBIX  OpraHM3alMid,  BKJIIOYAIONIAS
NpeOCTaBICHUE KIWUEHTaM [UIs TPUMEHEHHS Ha JOOpPOBOJIBHOH OCHOBE
CTaHAAPTHBIX AaJTOPUTMOB, BBHINOJHEHHE KOTOPBIX TapaHTUPYET COOJIOACHUE
COOTBETCTBYIOUINX 00s3aTeIbHBIX TPeOOBaHMM, U CEPBUCOB, HEOOXOIUMBIX IS
OLICHKH CcOOrofeHNsT 00s3aTebHBIX TPeOOBaHWA B paMKax TOCYIapCTBEHHOTO
KOHTpons  (Hag3opa), MYHHUIMMNAIBHOTO  KOHTPOJS,  NPHUBICYEHHUS K
aJIMUHUCTPAaTUBHOM OTBETCTBEHHOCTH, NPEIOCTABICHUS JIMLEH3UH M HUHBIX
pa3peneHnii, aKKpeauTalnuu, ONEHKM COOTBETCTBUS NPOAYKIWH, HHBIX (HopM
OIICHKH W DKCTICPTHU3HI.

4. OcHOBHBIE MOJIOKEHHS
4.1. PykoBoasinmiyue NpyuHIUIbI

B coorBercTBHM ¢ [leknapanyei HEHHOCTEW KIMEHTOLEHTPUYHOTO I'OCy1apCTBa B
Crangapre NPpUMEHSIOTCA CAEAYIOINE TPUHIINIIBL.

B uacmu pasnozo oocmyna:
4.1.1. KnueHT — B LEHTpPE ACATEIbHOCTH

['ocymapctBo obecrieunBaeT co3laHUE OJIATOMPHUATHBIX U KOM(POPTHBIX yCIOBHIMA
I pealin3alyy KIMEHTOM TPEeANPUHUMATENBCKIX W WHBIX WHUIMATHUB. [loTpeOHOCTH,
UHTEPECHl KIMEHTA SIBJISIOTCS OCHOBOM MPHU MPOEKTUPOBAHUM HOBBIX M PEUHKUHUPUHTE
CYLIECTBYIOLINX YCIyr, MEp MOAAEpKKU H cepBucoB. Ilogxox k paboTe ¢ KIMEHTOM
NEPCOHATU3UPOBAH U 00YCIOBIIEH KOHKPETHOM KU3HEHHON CUTYalUEH.

4.1.2. locTynHOCTB

ObecnieueHre BO3MOKHOCTH O€CHpENATCTBEHHOIO OOpallleHusi 3a MOJIyYeHHEM
yCIIyT, MEp MOAAEPHKKH, CEPBUCOB BHE 3aBUCHUMOCTH OT MECTa HAaXOXKICHHUS KIMEHTa U
cdeprl ero aesTenbHOCTU. [IpocToTa W MOHATHOCTH MOCIEAOBATEILHOCTH MPOLEAYD.
VYropouieHue s3blka HOPMATUBHO-IIPABOBOTO PETYJIHUPOBAHUS C II€NIbI0 OOecreueHus
NOHMMaHMsI TpeOOBaHWMII HOPMATUBHBIX TMPABOBbIX aKTOB 0e€3  CHEHalbHOTO
o0pa3oBaHMs M TPAKTUYECKOTO ONbITa B3aMMOACWCTBUS C OpraHaMM BJIAacTd U
YHOJHOMOYEHHBIMHU OPTraHU3ALMSIMH.

B uacmu s¢pgpexmuenocmu u yooocmea:
4.1.3. Y1006CTBO U CKOPOCTh

[Ipo6ieMbl KIIMEHTOB PEIIAIOTCS MPOCTO, HEOOPEMEHUTEIBHO, ¢ MUHUMAIbHBIMH
3aTpaTaMu BpEMEHU. BpicTpamBaeTcss NpPOaKTUBHOE BHJICHHUE >KU3HEHHOW CHUTyalUuu
KJIMEHTA, UCXO0IA U3 KOTOpOo (hopMupyeTcst Habop yCiIyr, Mep MOIACPKKHU U CEPBUCOB.

4.1.4. CepBucHas KyJIbTypa

OpraHbl BIacTH U YIOJIHOMOUYEHHBIE OpPTaHMU3AIMN 00eCreYnBaOT KOM(OPTHYIO,
JIPY>KECTBEHHYIO CPEAY U BBICOKYIO KYJbTYypy B3auMojencTBus. OHM 001a1at0T YETKUM
NOHMMaHHEM TOTpeOHOCTEeH KIMEHTa U JIEHCTBYIOT B COOTBETCTBUU C OTUMHU
notpeOHocTAMHU. WX COTpyAHMKH TPOSBISIOT YBaXKEHHE JEIOBOM  pemyTaluu,
OT3BIBUMBOCTh M 3a00Ty. HemomycTtumo coBepiieHune AeUCTBHA WM Oe3/elCTBUIA,
MPUHIATUE PELICHUM, BBIPAXKAIOIIUXCA B JUCKPUMHUHAIMOHHOM TMOAXOJE K KIMEHTaM.

8



BBoAUTCS MHCTUTYT NMEPCOHAIBHBIX MEHEIKEPOB ISl OJHOPOJHBIX TUIOB YCIYT, MEp
MOJJIEPKKHU U CEPBHUCOB.

4.1.5. Pe3ynpTaTUBHOCTD

Opranbl BIacTH M YHOJHOMOYEHHBbIE OpraHU3allMd OPUEHTHUPOBAaHbI HE Ha
(opMaIbHOE ~ pAacCCMOTPEHHE  BOIPOCOB, a Ha  MPEAYCMOTPEHHBI  3aKOHOM
NOJIOKUTENBHBIA  pEe3yNIbTaT, TpeOyeMbld HCXOAS U3 JKU3HEHHOW CUTyaluu, s
JOCTHKEHUSI KOTOPOTO KJIMEHTY OKa3blBaeTcsa Heobxoammoe copeiictBue. Jlroboe
NEUCTBUE, BIIEKYIlee IPUOCTAHOBJICHHME, IPEKPAILlCHUE IPENOCTaBICHUS YCIYT, MeEp
HNOJIJEPKKH,  CEPBUCOB,  COINPOBOXAAECTCS  HMCUEPNBIBAIOIIMMHU  Pa3bsCHEHUSIMH,
NO3BOJISIFOIMMU KIMEHTY TOJYyYUTh MOJIOKUTEIbHBIN pe3yibTar.

B uacmu eouncmea u yenocmuocmu:
4.1.6. [IpunsiTue penieHui Ha OCHOBE JOCTOBEPHBIX JAHHBIX

BoisiBienne u  u3yueHMe NOTPeOHOCTEH KIMEHTOB, TMPOCKTHPOBAHHE H
PEMHXUHUPUHT YCIyT, MEp MOIACPKKH M CEPBHUCOB, a TAKXKE MEXAHU3MOB OILICHKH
cobmoieHust 00s13aTeNbHbIX TPEOOBAHUI OCYIIECTBIIAETCS HA OCHOBAaHMM OOBEKTHBHBIX
JAHHBIX, a HE CTEPEOTHUIIOB.

4.1.7. IlocnenoBaTenbHOCT B IPUHATUY PEIICHUN U OCYIIECTBICHUU JEHCTBUM

AHaNOruyHbIe CUTyallud M 3alpoChl PEIIAlOTCs eAuHooOpa3Ho. M3MeneHue
NOJIX0Jla SIBJISIETCS CUCTEMHBIM, a HE pe3yJbTaTOM CIy4YallHOCTU WM CYObEKTHUBHBIX
npedepeHITnH.

B uacmu nocmosannoco nosvluienus kavecmea u npoaKmMueHOCHU:
4.1.8. OTKpBITOCTH U BOBJIEUEHHOCTD

NudopmupoBanre KIMEHTa O I€ATEIbHOCTH OPraHOB BIACTH M YIOJTHOMOYEHHBIX
opraHu3aluid IO €AWHBIM  CTaHgapTaM. BHeapeHue — OHJIAWH-OTCIIEKUBAHUS
NPOXOKIACHUS 3asIBICHUSI KIMEHTa JJisi OOeCleueHus MPO3PauHOCTH M BO3MOXKHOCTHU
MOHHUTOPUHIAa KJIMEHTOM Mpolecca MpeloCTaBiICHUs YCIyr, Mep MOIICPKKH.
ObecnieueHre OOpaTHOM CBsI3W C KIMEHTaMH, ydeT ee pe3yibraroB. Kananbel cOopa
MHUIMATUB U TIOJIY4YEeHUs OOpPAaTHOM CBSA3HM SABISIOTCSA OOIIETOCTYMHBIMH U yIOOHBIMH.
TectupoBaHue yclyr  OCYWIECTBISIETCS B  JAOOpaTOpusiX  MOJIb30BATEIBCKOIO
TecTupoBaHus. [10CTOSIHHBIE MOHUTOPUHT YJOBJIETBOPEHHOCTH KJIMEHTOB, AOCTYMHOCTh
JUI IOMCKA U UCTIOJIBb30BaHUS HH(pOPMAIIUU 00 YpOBHE YJIOBJIECTBOPEHHOCTH KIIMEHTOB.

4.1.9. Buenpenue nHHOBAIUI

l'ocymapcTBO TpUMEHSIET HOBBIE TEXHOJOTMA W JPYTHE BO3MOXHOCTU IS
yIIy4IIEHUs YCIYyT, Mep MOAAEPKKHU U cepBUCOB. HOBOBBEIeHUS MPOXOIAT 00s3aTEIHHOE
TECTUPOBAHUE U BHEJIPSAIOTCS ONEPATUBHO.

4.1.10. [IpoakTUBHOCTH

[IpoakTBHOE TIPEIOCTABICHHUE YCIYT (MCIIOJIHEHUE (QYHKIUN), MEP TIOIEPKKH U
CEPBHUCOB TIPU HATUYHH OOBCKTUBHON BO3MOKHOCTH C COTJIaCHsl KIMEHTAa B paMKax
JKU3HECHHBIX CUTYyallUi.

B uacmu obvexmusnocmu u 6ecnpucmpacmHocmu:
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4.1.11. Pa3yMHOCTb peryaupoBaHus

I'ocymapctBo oOecnieynBaeT ONTHUMAJIbHOCTh AJAMHHUCTPATUBHBIX IPOLEAYD,
00OCHOBAaHHOCTh IMPUHUMAEMBIX pEIIEHUH, NPUBOAAIIMX K OBICTPOTE U BBITOJE
coOmonenust o00s3aTenbHbIX TpeboBanui. CBefeHHS W3 WHGOPMAIMOHHBIX CHCTEM
KJIMEHTOB TIEPEatoTCsl B KOHTPOJbHBIC (HAI30PHBIE) OpraHbl, KOTOPhIE aHAM3UPYIOT U
NpeNyNpeKJaloT O BO3MOXKHBIX NpoOjeMax, puckax M HapylleHusx. ParuonanbHas
CBSI3b MEXIYy MpecieqyeMoil Ienbl0 M U30paHHBIMU CpPEACTBAMHU PETYJIHPOBAHUS
o0ecrieunBaeT JOCTM)KCHUE IIETM M COOTBETCTBHE MOTpeOHOCTAM KiueHTa. KoHTpoib
HalpaBjIeH HE Ha IPUMEHEHUE CaHKIMHA, a Ha CTUMYJHMPOBAaHUE IPABOMEPHOTO
noseneHus. locymapcTBo co3maeT yciOBUS  JUIS  MUHUMM3ALUM  KOHTPOJIBHBIX
(HaJI30pHBIX) MEPOIPUATHH.

4.1.12. HenomyCTUMOCTB BO3JIOKEHHUS U30BITOYHBIX U3IEPIKEK

TpeGoBaHusi OpraHoB BJIACTU U YIOJHOMOYEHHBIX OpTraHM3alUi K KIUEHTY
BO3JIaral0T Ha HEr0 MUHHUMYM H3JEPKEK, MPSMO BBITEKAIOMIMX U3 HEOOXOJUMOCTH HX
BBITIOJTHEHUST  (MONUIMHBL, CcOOpBI, pacxoAbl HAa TNPEIOCTABICHHE JIOKYMEHTOB U
uH(POpPMAINH, HE UMCIOIICHCS B PACTIOPSKEHUN OPTraHOB BJIACTH WIJIM YIOJIHOMOYEHHBIX
opraHu3aum).

4.1.13. CnpaBeyIUBOCTh

locynmapcTBo oOecreuynMBacT paBHBIA JOCTYN K YCIIyraM, MepaM TOJJICPIKKH,
cepBHucaM, a Takxke oOecrmeuumBaeT UX aapecHocTh. [IpodeccnonanbHBIl MOAX0T K
B3aUMOJICHCTBUIO C KIIMEHTOM obOecrieunBaeTcs o01agaHueM paOOTHUKOM OpraHa BIacTy
WIA  YIOJHOMOYCHHOW  OpTraHW3allid  HEOOXOIWMOW  KOMIICTCHIIMEH, OIBITOM,
CHelMaIn3aleil B pelieHny COOTBETCTBYIOMIMX Ipobiem. ObecnieunBaeTcst 3aKOHHOCTD,
000CHOBAaHHOCTh M OECIPHUCTPACTHOCTD PEUICHWH B paMKaxX OCYIIECTBICHHS HPOIEIyp
OLICHKU COOTIOACHHS 0053aTeIbHBIX TPeOOBaHUM.

B uacmu omkpeimocmu u npospaunocmu:
4.1.14. locToBEpHOCTH

JlokyMeHTBI W uwHGOpMANMsi, MPEJOCTABIICMbIE  KIUEHTY,  SBIISFOTCS
JOCTOBEPHBIMH,  TIOJTHOCTHIO ~ COOTBETCTBYIOT  TpPeOOBaHMSIM  3aKOHOJATEIhCTBA
Poccuiickoit  ®enepanmu, o0ecrneynMBalOT  BO3MOXHOCTH  HX  3(PHEKTUBHOTO
UCTIOJIb30BAHMSI, HE COJIEPKAT MPOTUBOPEYHA M OIMIUOOK, UCKITFOYAIOT BO3ZMOXKHOCTh HX
HETPABWIBHOTO TOHUMAHUS KIMCHTOM.

4.1.15. IlocTositHHOE COBEPILIEHCTBOBAHUE

AJIMUHUCTPATUBHBIE TIPOIECCHl MPENOCTaBICHUS YCIYr, Mep TMOIACPKKA U
CEPBHUCOB HETIPEPHIBHO YIYUIIAIOTCS HA OCHOBE PE3yJIbTATOB MOHHUTOPHHTA U OOpaTHOU
cBsi3u. JKanoObl U 0OpallleHHs] pacCMaTpUBAIOTCA KaK BO3MOXKHOCTBH YIYUIIUTH PaboTy
OpraHoOB BJIACTH M YIOJHOMOYEHHBIX OpraHu3aiuil. Buenpenue Mmexanusma «Biajienbla
YCIIYTH, MEpbI MOAAECPKKH, CEPBUCA» MPETyCMaTPUBAET OTBETCTBEHHOCTh KOHKPETHOIO
OpraHa BJacTH, YIIOJHOMOYEHHON OpraHW3alnu, pabOTHUKA 3a (hOpMHUpOBAaHUE peecTpa
JKU3HEHHBIX CHUTYAIlMH MO YCIyre, 3a KIMEHTCKUW CIIEHApUW, SBOJIOIUIO YCIYT, MEp
MOJIJIEP>KKH U CEPBUCOB.

B wacmu e3aummnozo ()oeepuﬂ u bezonacHocmu:
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4.1.16. bezonacHoCTh U KOH(DUIEHITUATHLHOCTD

Nudopmanus, mnonayuyeHHas  opraHaMud  BJacTM M YIOJHOMOYEHHBIMU
OpraHu3alus MM O KJIMEHTE W €ro JKM3HEHHBIX CHUTyallusiX, HCIOJIb3yeTCs
UCKIIIOUUTENIbHO  JJI1  MPENOCTaBICHUS  YCIAyr, Mep TMOIACPKKH, CEPBUCOB,
AQHAJIUTUYECKOW pabOThl W COBEPIICHCTBOBAHUS JEATEILHOCTH OPraHOB BJIACTH U
YIOJHOMOYEHHBIX opranuzanuii. Mudopmamus orpanuyeHHOro nocrymna 0e3yclIOBHO
3aIUIIAeTCs, €CIIM €€ PACKPBITUE HE SIBIISAETCS 00s13aTeNbHOW B CHIIy 3aKOHA, WM €CIIU
IOJIyYeHO COrJlacMe Ha €€ PACKPbITUE OT KiIMEeHTAa. VICKIIo4arTcsl HeraTuBHbIE
MOCJICJICTBUS AJI1 OXPaHSEMbIX 3aKOHOM HHTEPECOB KIIMEHTA.

4.1.17. OTBETCTBEHHOCTH

Opransl BiacTH, YMNOJIHOMOYEHHBbIE OpraHM3allMd MU HUX pPAOOTHUKU HECYT
OTBETCTBEHHOCTH TEpe] KIMEHTOM 3a HecoOmoaeHue nmpuHuuno Cranmgapra. Oprassl
BJIACTH, YTMOJTHOMOYEHHBIC OpraHHW3allii M WX pPa0OTHUKM HE BIpaBe TpeOOBaTh OT
KJIMEHTOB IPUHATUS M HECEHUs M30bITOYHONW OTBETCTBEHHOCTH, B TOM YHUCIE 32
COBEpIICHNE JAaHHBIMH OpraHaMH BJIACTH, YMOJHOMOYEHHBIMH OpTraHU3alUsIMU U UX
paboTHUKaMu JAeicTBUil (Oe3AeiiCTBUE), a TaKXKe 3a TMOCJIEACTBUS TaKUX JACHCTBUIA
(OesnetictBust). KnmeHt Bcerma moskeT oOxanoBath Jitoboe neiictBue (Oe3nericTBue)
OpPraHoB BJIACTH, YIOJHOMOYEHHBIX OpPTraHU3allui, UX COTPYJHUKOB U MpeACTaBUTENEH
Opd  HEHAJJeXKalleM KadecTBE HCIOJHEHUS TOCYNAapCTBEHHBIX (YHKIUN win
NPEIOCTaBICHNUS TOCYAAPCTBEHHBIX yCiIyr. KimeHT Bcernma moiydaeT MOTHBHUPOBAHHBIN
U MOHSATHBIM OTBET Ha KaJ0ObI U 3alpochl B pa3yMHble CPOKU. MOHUTOPUHI KadecTBa
OKa3aHHBIX YCIIYT, yCTPAaHEHUE HAPYIIECHUH MPOUCXOIUT B HEPEPHIBHOM PEXHUME.

4.1.18. MunuMu3amus KOHTPoJisa (Haa30pa)

l'ocynapctBo noBepsier kiueHTy. KOHTpoJbHbBIE (HAI30pHBIE) MEPOIPUSATUS U
UHBIE  MEPOINpPHUATUS MO  OLEHKE COONIoeHUS  00s3aTeNbHBIX  TpeOOBaHUM
OCYUIIECTBIISIFOTCS C 1I€JIbIO TTOMOIIY KJIMEHTY B COOJIOJIEHUU 00s13aTebHBIX TpeOOBaHUM
NPEUMYIIECTBEHHO 0€3 B3aMMOACWCTBUS C KIMEHTOM M HOCIT MHUHHMAJIbHO
HEOOXOUMBIN XapaKTep.

4.2. Peanu3anusi KJIMECHTOHECHTPHMYHOIO IOAXO0AA B TIOCYJAPCTBEHHOM M
MYHULIHMIIAJBHOM YIIPABJICHUHU

4.2.1. KIMEHTOUESHTPUYHBIM MOJAXOJ B TOCYJAPCTBEHHOM W MYHHUIIMIAJIbHOM
yOpaBIIEHUW  BHEAPSAETCS  IOCPEJACTBOM  BBHINIOJHEHUS  OpraHaMM  BJIacTH U
YIOJTHOMOYEHHBIMU OpraHu3anusMu TpedoBanuii CTanmapTa.

4.2.2. Opranbl BIaCTU U yIOJHOMOYEHHBIE OPraHU3AIMH €XKETOJHO JIOJKHBI:

1) onpenensite ¢ yuderom pekomeHnauuid IIpoexTHoro oduca KU3HEHHBIC
CUTyallMH JUIsl BHEAPEHUS KIIMEHTOLUEHTPUYHOIO MTOAX0/1a B FOCYAAaPCTBEHHOM
W MYHULUIIAIBHOM YIIPABIICHUY;

2) yTBepKJaTh IUTAaHBI 1O BHEIPEHUIO KIMEHTOLICHTPUYHOIO TOAXOJa B
rOCyJapCTBEHHOM M MYHUIIMIIAIBHOM YIPABIECHUU C YYE€TOM TpeOOBaHMI
Hacrosiero Crangapra u Cranpapra «l'ocygapcTBo i BHYTPEHHETO
KJIMEHTaY,;
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3) dbopmupoBaTh AJIA peald3aliy IJIAHOB Kpocc-(yHKIMOHAIBHBIE (CKBO3HBIE)
KOMaH/Ibl C TMPUBJICYECHUEM COTPYJHUKOB OPraHOB BJIACTH, MPEICTaBUTEICH
YIOJIHOMOYEHHBIX OpraHU3alliii B 3aBUCHMOCTH OT >KM3HEHHOW CHUTYallWH, a
Tak>ke OOIIECTBEHHBIX OpraHU3alluid MPeANPUHUMATENEH, YIIOTHOMOYEHHBIX 110
3alUTe TpaB NOpearpuHUMATeNeld, pa3paboTYMKOB NPOTOTUIIOB YCIYT H
CEPBHUCOB, UHBIX IKCIIEPTOB;

4) oOecneynBaTh peain3alvio IUIAHOB II0 BHCAPCHHUIO KIIMCHTOUCHTPUYHOIO
noaxoaa B roCy1apCTBEHHOM U MYHUIIUITIAJIBHOM YIIPABJICHUH,

5) oOecrieunBaTh KOHTPOJIb JOCTMKEHHS IOKa3aTeleld KIMEHTOLUEHTPUYHOCTH,
yKa3aHHBIX B pazzgene 6 Cranaapra.

4.2.3. ConpoBOXJEHHUE pealu3alMyd  KIMEHTOLUECHTPUYHOTO  IMOJXoda B
TOCYJapCTBEHHOM (MYHHUIIMIIAJLHOM) ympaBlieHnn obecrieuuBaercs [IpoekTHBIM
oducom.

4.2.4. K 3agauam [IpoekTHOro oduca oTHOCATCA:
1) BeIMoNHEHUE QYHKLIMIH onepaTopa peecTpa KU3HEHHBIX CUTYaln;

2) pa3paboTKa ¥ COBEPIICHCTBOBAHHWE CTPATEIMYECKUX M  METOAMYECKUX
JOKYMEHTOB [0 BONPOCaM BHEJAPEHHSI KIMEHTOLUEHTPUYHOTO MOJAXO0Ja B
rOCyJApCTBEHHOM M MYHUIMIIAJIBHOM YIPABICHUHU, B TOM YHCJIE PYKOBOJCTB
N0 KIWEHTOLCHTPUYHOMY JM3aliHy M IHPOTOTUIMPOBAHUIO YCIYI, MEp
MO/JIEP>)KKU U CEPBUCOB;

3) METOIMYECKOE CONMPOBOXKACHUE U KOHCYJIbTUPOBAHWE OPraHOB BJIACTH U

YIOJTHOMOYEHHBIX OpraHuzanui o BOIpOCaM BHE/IPEHMUSI
KJIMEHTOLIEHTPUYHOTO TOJXO0Ja B TOCYJApCTBEHHOM U MYHHULHUIIAJIbHOM
yIPaBIICHUU;

4) conpoBoxaeHre  (HOpPMHUPOBAHUSL  KpocC-(QYHKUMOHANBHBIX  KOMaHJ W3
IIPEACTABUTEIEH  OPraHOB  BJIACTH,  YIOJHOMOYEHHBIX  OpraHU3alui,
OOLIECTBEHHBIX OpraHU3aluil MpeJIpUHUMATENEH, YHNOJHOMOYEHHBIX IO
3allMTe MpaB NOpearpUHUMaTeNeld, pa3paboTYMKOB NPOTOTUIIOB YCIYyr H
CEPBHUCOB, UHBIX 3KCIIEPTOB;

5) BBIBJIEHHME M M3YyYEHHE MOTPEOHOCTEM KIMEHTOB [UIsl MPUOPHUTETHBIX
YKU3HEHHBIX CUTYallNH;

6) TeCTUPOBAaHUE Ha IEJIEBBIX ayTUTOPUAX MPOTOTHIIOB YCIYT, MEp MOAICPKKH U
CEpBHUCOB B IPHOPUTETHBIX J>KU3HEHHBIX CUTYyallUAX, a TaKKe MEXaHHU3MOB
OLIGHKH COOMIOACHHUA O0O0s3aTeNbHBIX TpeOOBaHMH A0 WX BBOJA B
HKCIUTyaTalHIo;

7) MOHUTOPHUHT yI0BIETBOPEHHOCTH KIHEHTOB;

8) olleHKa YpOBHEW KJIMEHTOLUEHTPUYHOCTH OPTraHOB BJIACTH U YIOJTHOMOYEHHBIX
OpraHu3aIum.
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4.2.5. [IpoeKTHBIM O(UCOM €KETOTHO OMPEEISIFOTCS TPUOPUTETHHIE KU3HEHHBIC
CUTyallUu Uil BHEAPEHUSA KIUMEHTOLCHTPUYHOIO MOJAXO0JAa B TOCYJAPCTBEHHOM H
MYHHUIIUIIAIBHOM YIMPABICHUH M JIOBOJATCS B KAyeCTBE PEKOMEHAAIMWA [0 OpPraHoOB
BJIACTU U YIIOJIHOMOYEHHBIX OPraHU3aLMi.

4.2.6. PykoBojcTBa MO KIMEHTOLEHTPUYHOMY JHM3aliHYy M MNPOTOTUIIMPOBAHUIO
yCIIyr, Mep TMOJIJEpK KA U CEepBHCOB pa3pabarbiBatorca [IpoekTHbIM oducom Ha
ocHOBaHMM TpeboBaHuii CraHaapTa, HOPMATUBHBIX U METOAMYECKUX JOKYMEHTOB IIO
IPOEKTUPOBAHUIO LIU(PPOBBIX CEPBUCOB.

4.2.7. TectupoBaHME€ NPOTOTUIOB MIPUOPUTETHBIX YCIYr, MEp MOAJIEPXKKU U
CEpPBHUCOB  JOJDKHO  OCYLIECTBIIAATBCSI HA  LEJEBBIX  AyJUTOPUAX  KJIMEHTOB
CHelMaIN3UPOBaHHBIMU TozpazaeneHussMu  I[IpoexktHoro oduca — naboparopusmu
II0JIB30BATEILCKOT0 TECTUPOBAHUS.

4.2.8. IlpoexTHsblil ouc obecrneunBaer pazpabOTKy OOyYaroOImIMX METOAMYECKHX
MaTepuaioB JUIs TOATOTOBKH KpOocC-(PyHKIMOHATBHBIX KOMaHJ OpraHOB BIIACTH H
YIIOJIHOMOUYEHHBIX OpraHHW3alui, COMPOBOXAAET Mpolecc ux oOydeHus. TpeboBaHHS K
npo¢eCCHOHANIBHON TOArOTOBKE W OOYYEHHIO KaJpOB NPEJCTAaBIEHBI B pazjaene 7
Hacrosimero Crangapra u Crangapre «['ocymapcTBo sl BHyTPEHHETO KIIHEHTA.

4.3. TpeOoBaHUs K BbISIBJCHHIO M U3YYCHHUIO OTPEOHOCTEH KIMEHTOB

4.3.1. BeisgBieHre U u3ydeHHe MOTPEOHOCTEH KIHMEHTOB IMPOBOJSATCS OpraHaMu
BJIACTH W YIOJHOMOYEHHBIMH OpPTaHU3AlUSIMH B paMKaX >KM3HEHHBIX CHUTyalludl u
JIOJIKHBI COOTBETCTBOBATH CJICAYIONIUM TPEOOBAHUSIM:

1) OCHOBBIBAaThCS Ha OOBEKTHBHBIX JIAHHBIX;

2) y4UTBIBATh OCOOCHHOCTU U HaBBIKU Ka)JOW I'PYMIbl KIMEHTOB;
3) moouIpsaTh 0OPaTHYIO CBS3H CO CTOPOHBI KIIMEHTOB;

4) pa3pACHATH KIIMEHTaM PE3yJIbTaThl IPOBEACHHBIX PadoOT.

4.3.2. BeiaBieHHe W HU3yYCHHE MOTPEOHOCTEH KIMEHTOB BKIIFOYAET CIEAYIOIINE
STaIbI:

1) cermeHTaIus KIMEHTOB;
2) pa3paboTka (aKTyanu3aius) KapT KIHCHTCKUX Ty TeH;
3) u3yueHue moTpeOHOCTEH KIUEHTOB.

PCSYJIBTaTBI BBIABJICHUA W HU3YUCHHUA HOTpC6HOCTeI71 KIIMCHTOB  SBJIAIOTCA
OCHOBAHUCM:

1) uist yIOBIETBOPEHUST MMOTPEOHOCTEH KIMEHTOB IyTEM MPEAOCTABICHUS YCIIyT,
Mep TMOMJEPKKM M CEPBUCOB OPraHOB BJIACTH UM  YIOJHOMOYEHHBIX
OpraHu3aIum;
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2) i MPOEKTUPOBAHUS HOBBIX, @ TAKXKE S PEUHKHUHUPUHIA CYIIECTBYIOLIUX
yCIIyT, Mep MOJICPKKH U CEPBUCOB, a TAK)KE MEXaHU3MOB OIIEHKH COOJIOICHHS
00s3aTeNbHbIX TPEOOBAHUI;

3) Ans MOATOTOBKM OTBETOB IO 3alPOCy KJIMEHTOB B OTHOIIEHUM MOTpPeOHOCTEN
KIIMEHTOB, YJIOBJIIETBOPEHUE KOTOPHIX B CHJIY 3aKOHOAATENbCTBA, (DMHAHCOBBIX
BO3MOXHOCTE WM HHBIX OOCTOSITENILCTB HAa MOMEHT B3aUMOJCHUCTBUS C
KJIMEHTOB HE IPEJCTaBIIACTCS BO3ZMOXKHBIM.

4.3.3. Oprasbl BIacTU M yHOJHOMOYEHHBIE OPraHU3allMK MPOBOJSAT NMEPBUYHBIN
cOOp MaHHBIX O KIMEHTaX M MX TEKYIEM KIHEHTCKOM OIbITE B paMKax >KU3HEHHOU
CUTYaIlUH.

4.3.3.1. JlanHHBIMH, HEOOXOJUMBIMH JJISI BBISBICHUS M U3Y4YEHUS MOTPEOHOCTEH
KJIMCHTOB, SBJISIOTCS:

1) nanHple O cyOBeKTax NPEANPUHUMATETLCKOM M HWHOW SKOHOMHUYECKOU
NESTENbHOCTH, a TaKKe OOE3JMYECHHbIE JIaHHbIE 00 MCTOPUU NPETOCTABICHUS
yCIIyT, MEp MOLACPKKH U CEPBUCOB, HAXOALIMECS B PACIOPSDKEHUH OPraHOB
BJIACTU U YIIOJHOMOYECHHBIX OpraHU3allMi Ha 3aKOHHOM OCHOBAHUU, BKIIIOYas
JaHHble MH(POPMALIMOHHBIX CHCTEM OpPraHOB TIOCYAAPCTBEHHOM BIIACTU H

MECTHOTO  CaMOympaBlieHHsa:  EAMHOro  rocyaapcTBEHHOrO  peecrpa
IOPUAMYECKUX JIML, EXMHOrO rocynapCTBEHHOIO peecTpa WHIUBUILYAIBHBIX
HpeAIpUHUMATENEH, Peectpa CyOBEKTOB MaJIoro u CpeaHero

MpEeINPUHUMATENIBCTBA, ENMHOrO mopraina rocylapCTBEHHBIX yciyr, Peectpa
oOs3aTeNnbHbIX TpeboBaHui, EaMHOro peecrpa KOHTPOJIBbHBIX (HAI30PHBIX)
MEpOIPUATHH, Tl'ocynapcTBenHoOM UH(OPMAIIMOHHOM CHUCTEMBI
MPOMBIIIJIEHHOCTH U UHBIX;

2) HampaBJIeHHbIE KIJIMEHTaMU OOpalleHHs MO BONpOCaM pelleHUus Mnpoliem,
NpPE/UIOKEHUST B paMKax MyOJIMYHBIX OOCYXIEHUH yBEIOMIIEHHN M NPOEKTOB
HOPMAaTHBHBIX MPABOBBIX AaKTOB, a TaKXke Heo(UIUanbHble KOMMEHTApHUH,
XKanoObl, OT3bIBBI B COLMAJIBHBIX CETSIX, TIPYyNNax B MECCEHIKepax, Ha
(popymax, mopranax U HHbIX HHPOPMALIMOHHBIX PECYPCAX;

3) naHHBIE OOIIECTBEHHBIX 00bEIMHCHUN TTPEANPUHIMATEICH;

4) nanHble JOKJIaM0B  YmoiaHomoueHHoro mnpu IIpesunmente Poccuiickoit
@enepauyii MO 3alIATE TpaB NPEANPUHUMATEICH W YIOJTHOMOYEHHBIX 10
3alIMTe MpaB NpeanpruHUMaTesiel B cyobekTax Poccuiickoit deaepamnmy;

5) OTKpBITBIE ¥  OOIIENOCTYNHBbIE JaHHbIE, TaKW€ KaK CTaTUCTUYECKHUE
WCCIIEIOBAHUS, OTYEThl, HHbIC MyOJHUKAIMU O COCTOSIHUM HKOHOMHUKH U
peANPUHUMATEILCTBA, HHBIC TaHHBIC HHPOPMAITMOHHBIX PECYPCOB OTKPBHITOTO
JOCTYIa;

6) TaHHBIE O MEPCOHATBHBIX MOTPEOHOCTSIX, HEMOCPEICTBEHHO MPEIOCTaBICHHBIE
KJIMEHTOM.

14



43.3.2 Ha ocHoBanuM aHanmu3a COOpaHHBIX JaHHBIX OpraHbl BIIACTH U
YIOJIHOMOYEHHBIE OpraHU3aluu:

1) bopMyaupyIOT TMIOTE3bl O CETMEHTALUUU KIMEHTOB U MX KIMEHTCKOM OIIbITE
[P TOJIyYEHUH YCIIYyT, MEp MOAAECPKKH U CEPBUCOB;

2) onmpenensoT METOABl TMPOBEACHUS YIIIYOJICHHBIX HCCIEIOBAHUI C IIEJIBIO
M3YUYCHHUsI KJIIMEHTCKOTO OMbITa U pa3paldaThIBalOT TUIAHBI 110 MIPOBEACHUIO TAKUX
HUCCICIOBAHNM;

3) mpOBEPSIFOT TUMOTE3bl O CErMEHTAIMW KIUEHTOB M WX KIMEHTCKOM OIIbITEe
MyTeM TPOBEACHHUS HCCICNOBAaHUM, MPUMEHSS METOAbl COIMOJIOTHYECKUX
OTPOCOB W HWHBIC, B TOM YHCJE: CKPBITBIC WU OTKPHITHIE, MAcCOBBIC WA
VHIUBUIyalIbHbIE HAOJI0ICHNUS, TIOIb30BaTEIbCKUE CAaMOHAOIIOACHNUS, ONPOCHI,
AHKETHUPOBAHMsI, TOJOCOBaHMs, (OKyc-rpynmnbl, TIyOMHHBIE HHTEPBBIO,
none3oBatenbekoe (Ul- m UX-) tectupoBanue MUQPPOBBIX PEIICHUH U IPYTHeE
c10cOObI M3YYEeHHS KITMEHTCKOTO OTIBITA.

4.3.3.3. Pe3ynpTaToM CErMEHTAlMU KJIMEHTOB SIBISETCS OTHECEHUE HM3YyYEHHBIX
TPy KJIMEHTOB K KU3HEHHON CUTYaIlMH U TPOPUISIM KIMEHTCKOTO CETMEHTA.

43.4. B unensx BBIABICHUS TOTPEOHOCTEH KIWUEHTOB OpraHaMH BIACTH U
YHOJHOMOYEHHBIMU OpraHU3alUAMH pa3pabaThIBalOTCS BIEPBHIE WM aKTyaJIU3UPYIOTCS
KapTa KJIMEHTCKOI'0 MyTH WK HECKOJIBKO TAKMX KapT HA OCHOBaHMMU:

1) nepBUYHOTO BBISBICHUS U U3YyUYCHHSI TIOTPEOHOCTEN KIIMEHTOB;
2) pe3ynbTaTOB MOHUTOPUHTIA YAOBIETBOPEHHOCTH KIMEHTOB.

43.4.1. Kapra KIMEHTCKOr0O NyTH BKJIKOYAET CIEAYIOUYD OCHOBHYIO
uHpopManuro:

1) onucanue )KU3HEHHOW CUTYAlINH;
2) onucanue npouis KIMEHTCKOTO CETMEHTa;
3) TUNOBBIE MOTPEOHOCTH KIIMEHTA;

4) neiicTBUS KJIMEHTa OT MOMEHTa BO3HUKHOBEHHS MOTPEOHOCTH JO MOMEHTa UX
YIOBJIETBOPEHNUS;

5) BubI (TUIBI) TOJTYYEHHBIX KIIMEHTAMHU YCIIYT, MEpP MOAEPKKU U CEPBHUCOB;

6) TOYKHA B3aUMOJICHUCTBUS C opraHaMmM BJIACTH W  YIIOJJHOMOYCHHBIMHU
OpraHu3alusiMu;

7) KIIMEHTCKHUM OMBIT B TOYKAX B3aUMO/ICHCTBHUSI.

B paMKax U3yUCHUS KIIMCHTCKOI'O OIIbITa B KApTy KIIMCHTCKOI'O ITyTH BKJIIOYAKOTCA
ITO3UTHUBHBIC Ha6J'II-0,Z[eHI/I$[ N THIIOBBIC Hp06JICMI)I KJIMEHTOB B TOYKAaX B3aUMOICHCTBUSI.
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4.3.4.2. Ha ocHoBaHMM pa3pabOTKHU WIHM aKTyalW3allid KapT KIMEHTCKHUX MyTeu
OTBETCTBEHHBIC 3a MPEJOCTaBICHHE YCIYr, Mep MOJJECPKKH M CEPBUCOB B paMKax
YKU3HEHHOM CUTYyaIlMu OpTaHbl BJIACTH M YIIOJTHOMOUYCHHBIC OpPTaHU3aIluN:

1) onpenensitoT TPUOPUTETHBIE YISl YIOBJIETBOPEHHUS MOTPEOHOCTEH W PEIICHUS
BBISIBJICHHBIX MPOOJEM IEJEBbIE TPYIIbl KIMEHTOB HCXOHS M3 OLICHKU HUX
YUCJICHHOCTH U CHUCTEMHOCTH BBISIBJICHHBIX MpPOOJIEM, OTrpaHUYECHHOCTH
UMEIOIIUXCS PECYPCOB;

2) pa3pabaTbIBalOT PEKOMEHIAIINH 110 TTOBBIIICHUIO Ka4eCTBA KIIMEHTCKOTO OIbITA;

3) nyOIMKYIOT Ha CBOMX O(DUIIMATBHBIX MOPTaiaX U MPEIOCTABISAIOT KIUEHTAM C
COOTBETCTBYIOIIUMH XapaKTEPUCTUKAMH KU3HCHHOW CHUTyalluu U Tpoduiis
KJIMEHTCKOTO CETMEHTA 10 BRIOPaHHBIM KaHaJlaM B3aMMOJICHCTBUS Pa3bsiCHEHUS
0 pe3yJIbTaTax BBISIBICHUS W U3YUEHUS] TUIIOBBIX MOTPEOHOCTEN KIMEHTOB.

[Ipn ¢dopmupoBaHUM peKOMEHJAIMl MO MOBBIIIEHUIO KadyecTBa KIMEHTCKOIO
ONbITa OpPraHaMM BJIACTM U YIOJHOMOYEHHBIMU OPraHU3ALMsIMU H3YYarOTCs JIY4IlHe
OTEYECTBEHHBbIE M 3apyOe)KHble MPAKTUKHU MNPEIAOCTABICHUS YCIYT, MEp MOIICPKKU U
CEpPBHCOB B paMKax >KM3HECHHBIX CUTYyalUH.

4.3.4.3. PesynbraramMu pa3paOOTKU WIM aKTyalu3allid KIUEHTCKUX TMyTeH
OopraHam¥ BJIACTU U YIIOJTHOMOYEHHBIMU OPTaHU3AIUSIMHU SBIISIOTCS:

1) KapThl KIMEHTCKUX IyTEW;
2) pekoMeHJAIMH 110 NOBBIIEHUIO KaUeCTBA KIIMEHTCKOT'O OMbITA;

3) onmyGiMKOBaHHbBIE PE3yIbTAaThl BBISBICHUS U U3YUEHUSI TUTIOBBIX MOTpEeOHOCTEN
KJINEHTOB.

4.3.5. Tlo pesynbraTam pa3paOOTKH WIM aKTyadu3aldl KapT KIMEHTCKUX IyTeil
[IpoexkTHBIM OQHCOM OpraHaMu BIIACTH M YIOJTHOMOYEHHBIMH OpTraHU3alUsIMU Ha
pEryJsipHON OCHOBE BEAYTCS DPEECTp KU3HEHHBIX CHUTyalud W TPOPUIN KIMEHTCKUX
CETMEHTOB,  HM3y4aloTCsi  NOTPeOHOCTH  KJIMEHTOB,  pa3palaThIBalOTCA WU
aKTYaJIU3UPYIOTCS KIIMEHTCKUE CLIEHApHUH.

4.3.5.1. Peectp XKu3HEHHBIX cHUTyalni Bemaercs IIpoekTHbIM oducoM Ha
OCHOBaHUHU NPEMJIOKEHUN OTBETCTBEHHBIX 3a NPENOCTABICHHS YCIYyT U CEPBUCOB B
paMKax »W3HEHHOW CUTyalldd OpPraHOB BJIACTH U YMNOJHOMOYEHHBIX OpraHU3alMil.
Peectp >KU3HEHHBIX CUTyalluil BKJIIOYaeT B ce0si cephl KU3HU, KU3HEHHBIE CUTYyaIlUU,
npoUiIu KIMEHTCKUX CETMEHTOB, KIIMEHTCKHUE CIICHAPWH, YCIYTH, MEPbI MOAJIEPKKU U
CEPBUCHI, BXOJSIIME B KJIMEHTCKHM CLEHAPHI.

4.3.5.2. Tlpodunu KIMEHTCKUX CETMEHTOB JIOJDKHBI BKJIIOYATh OOE3TUYEHHBIE
NaHHbIE O KIWEHTaX, 00 MCTOPUM MX B3aUMOJEWUCTBHUS C OpraHaMHM BIJACTU U
YHOJTHOMOYEHHBIMA OpPTaHU3ALUAMH, O THUIOBBIX TOTPEOHOCTSAX TPYII KIUEHTOB,
JIOCTATOYHBIE JIJIS Pa3pabOTKU WM aKTyadu3alud KIIMEHTCKUX CIICHAPUEB.
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4.3.5.3. [Ilpomecchl HamoONHEHHs, W3MEHEHMS, WCIOIb30BaHUS Tpoduis
KIIMEHTCKOTO CErMEHTa JOJDKHBI 00€CIeuynBaTh HEBO3MOXKHOCTh HUACHTH(PUKAIIUN
KOHKPETHOTO KJIMCHTA U CBEJICHUI O HEM.

4.3.5.4. Ins Kaxa0i AKU3HEHHOW CUTYallU U TPYMIbI KIIMEHTOB OpraHaMH BJIACTH
U YHOJHOMOYEHHBIMH OpTraHH3alUsMU HM3y4YaloTCs W aKTyaJIH3UPYIOTCS THUIIOBBIE
noTpeOHOCTH:

1) moTpeOHOCTH, KOTOPBIE MOTYT OBITh YAOBIETBOPEHBI MyTEM MPEIOCTaBICHUS
CYIIECTBYIOIIUX YCIYT, MEp MOJJIEPKKHU U CEPBHUCOB;

2) noTpeOHOCTH, B OTHOILIIEHUU KOTOPBIX BeJETCs paboTa Mo UX yAOBIETBOPEHUIO
3a CYET MPOEKTHUPOBAHUS HOBBIX, PEMH)KMHUPHUHIA CYIIECTBYIOLIUX YCIYT, MEP
MO/JIEP>)KKU U CEPBHUCOB;

3) noTpeGHOCTH, KOTOPBbIE HE MOTYT OBbITh YJIOBIETBOPEHBI B TEKYIIUX YCIOBUSIX U
B HEOOXOIMMBIE JIJIsl KITUEHTA CPOKHU.

43.5.5. Ilpu wusydeHnu mOTPEOHOCTEH JOJDKHBI YYHUTHIBATHCS MPOOIEMBI
KJIMEHTOB, CBSI3aHHbIE C COOJIOJEHUEM UM 00s3aTelbHbIX TpeOoBaHUN U (WIN)
OCYILIECTBICHUEM OpraHaMHM BJIACTH U YHOJHOMOYEHHBIMU OpPraHU3alUsIMH OLIEHKU
cOOITIO/IEHUS] KIIMEHTOM 00s13aTeNIbHBIX TPEOOBaHUIA.

4.3.5.6. Jlns mpOakTUBHOTO MPEOCTABIEHUS yCIIyT, MEp MOIIEPKKH U CEPBHUCOB
OpraHaMy BIIACTH M YIOJHOMOYECHHBIMH OpTraHM3alUsAMU pa3pabaThIBAOTCA W (WITH)
aKTyaIM3UpPYIOTCS  KJIMEHTCKHE CIEHapuH, KOTopble o0ecrneynuBaoT OecHIOBHOE
B3aUMOYBSI3aHHO€  IPOXOXJEHUE  KIMEHTCKoro myTd. KiueHTckue — cueHapuu
pa3pabaTbIBAalOTCS OpraHaMM BJIAaCTH M YIOJHOMOYEHHBIMH OpTraHU3alUsSMU Ha
OCHOBAaHHMU TPEOOBAHMI K IPOLECCY MPOAKTUBHOIO MPEAOCTABIEHUS YCIYyT U CEPBUCOB
(pazmen 4.5 Crangaprta), TpeOOBaHMI K B3aUMOJICHCTBUIO C OpraHaMH BJIACTH U
YIOJTHOMOYEHHBIMU OpraHU3allUSIMU B THIIOBBIX TOYKAX B3aMMOACWUCTBUS C KIMEHTaMH
(paznen 4.6 Crangapra), TpeOoBaHMII K cepBUCAaM IO OLEHKE U YCTAHOBJICHUIO
oOsi3arenbHBIX TpeboBanuil (pazmen 4.7. Crangapra), TpeOOBaHUN K cepBUCaM IO
COOJIIOJICHUIO KJIMEHTaMH 00sI3aTeNbHBIX TPEOOBAHUM, BKIIIOYAsi CEPBUCHI 110 MOJIEPKKE
IpU IPOBEIECHUU KOHTPOJBHBIX (HAaA30pHBIX) MepornpusaTuil (paaen 4.8. Ctanaapra) ¢
y4eTOM IoKa3aTesiel KIMEeHTOLeHTpUUHOCTH (pazaen 6 Ctangapra).

4.3.5.7. KiaueHTckue CIEHapUM aKTyaJu3upyrTCs Npu pa3paboTKe opraHaMu
BJIACTU M YIOJHOMOYEHHBIMU OpraHU3aIUsIMU HOBBIX YCIYr, MEp NOJJECPKKH U
CEPBHUCOB, PEUHKUHUPHUHTE CYIIECTBYIOIIUX YCIYT, MEp MOJJICPKKHU U CEPBUCOB.

4.3.5.8. TpeboBaHusI K TPOCKTUPOBAHUIO OPTaHAMH BJIACTH U YIOJHOMOYEHHBIMHU
OpraHu3alMsMU HOBBIX YCIyT, Mep TMOJJEPKKA U CEPBHCOB W PEUHXUHUPUHTY
CYIIECTBYIOLIUX YCIYr, MEp MOIIEPKKH M CEPBUCOB MpeACTaBiICHbl B pazaene 4.4.
Cranpapra.
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4.3.5.9. Opranbl BIacTH U YIOJHOMOYEHHBIE OpPraHU3AlUU pa3palaThIBAIOT U
BEIyT B MH(OPMAITMOHHBIX CHCTEMaX OTBETHI HA YACTO 3a/1aBaéMbI€ BOIIPOCHI KIIMEHTOB C
YYETOM CIIETYIOIINX TpeOOBaHUI:

1) oTBeTHI Ha BOMPOCHI JODKHBI OBITh JOCTYNHBI BCEM OpraHaM BIACTH H
YIOJHOMOYEHHBIM OPTraHM3alMsaM, OCYIIECTBIIIOIINM NPEJOCTABICHNUE YCIIYT,
Mep NOJAECPKKU U CEPBUCOB B paMKaX *KU3HEHHOUN CUTyalluu;

2) nast moTpeOHOCTEH, KOTOpble HENb3sl YAOBIETBOPUTH B CPEAHECPOUHOM
NIEPCIIEKTUBE, B OTBETAX HA BOIIPOCHI YKa3bIBAKOTCS MPUYUHBI, IO KOTOPBIM MX
HEJIb3s1 YIOBIETBOPUTD.

4.3.5.10. o pe3ynbraTam U3y4eHUs: TUIIOBBIX MOTPEOHOCTEN KIIMEHTOB:

1) B oTHOLIEHHWH TOTpeOHOCTEN, KOTOpPhlE MOTYT OBITH YIOBIETBOPEHBI MyTEM
NOpPEJOCTaBICHUS CYLIECTBYIOIIUX YCIyr, Mep HOJACPKKA U CEpPBHUCOB,
pa3palaThIBalOTCA WM aKTyaIM3UPYIOTCS KIMEHTCKHUE CIIEHApHH, Ha OCHOBE
KOTOPBIX OCYLIECTBISIETCS YAOBJIETBOPEHHE JAHHBIX MOTPEOHOCTEN KIMEHTOB
(pazgen 4.5 CrangapTa);

2) B OTHOIIEHUH MOTPEOHOCTEH, ISl YIOBJIETBOPEHUS KOTOPHIX CYIIECTBYIOIIUX
yCIyr, Mep TOJACP>KKH W  CEPBUCOB  HEJOCTATOYHO, MPOBOJAMUTCS
MIPOCKTUPOBAHNE HOBBIX U (WJIM) PEHMHXUHUPHUHT CYIICCTBYIOIIUX YCIyT, MEp
MOJIIEPKKH U cepBUCOB (pasnen 4.4 Ctanmapra);

3) aKTyaJlu3upPyIOTCSl OTBETHI HA YAaCTO 33a/1aBa€MbI€ BOIIPOCHI KIIMEHTOB.

4.3.5.11. KnueHT n0MKEeH UMETh BO3MOXXKHOCTh YIPABJISTH HAOOPOM JIaHHBIX, Ha
OCHOBE KOTOpBIX ONPENENAIOTCS €ro IepCcoHAJbHblE MOTPEOHOCTH C  y4eTOM
VCTOPUYHOCTHU ITUX JaHHBIX.

4.4. TpeOoBanuss K TNPOCKTHPOBAHMIO HOBBIX M PEHMHKMHUPHUHIY
CYHIeCTBYHOIIHUX YCJIAYI, Mep TMOAJEeP:KKH, CepPBHCOB W MeXaHM3MOB OLIEHKH
€00.110/1eHUA 00513aTeJIbHBIX TPeOOBaAHMIT

4.4.1. IlpoexTupoBaHHE HOBBIX WM PEUMHKMHUPUHT CYLIECTBYIOUIUX YCIYT, MEp
NOJJIEPKKH M CEPBUCOB OCYIIECTBIIAECTCSI OTBETCTBEHHBIMH 3a IPEIOCTABICHHUE YCIYT,
Mep MONIEPKKM U CEPBUCOB B pPAMKaX J>KU3HEHHOW CUTyallud OpraHaMH BJIACTH U
YIOJTHOMOYEHHBIMU OPTaHU3alMSIMHU B LENAX yIOBIETBOPEHUS MOTPEOHOCTEN KIMEHTOB.
[Iponiecc npoekTUpOBaHUS UM PEMHKUHUPHUHTA TOJKEH:

1) ocHOBBIBaTbCSI Ha pe3ysibTaTax BBISIBICHUS W HM3Y4YCHUS MOTPEeOHOCTEH
KJINEHTOB;

2) y4UTHIBaTh BO3MOXHOCTHU HCIIOJIB30BAHUSl YAOOHBIX I KIMEHTOB TOYEK
B3aUMOJICHCTBUSI C OpPraHaMu BJIACTU M YIOJHOMOYEHHBIMU OPTraHHU3aLUsIM,
TpeOOBaHUs K HUM B COOTBETCTBUH ¢ paznesioM 4.6. Ctannmapra;

3) OCHOBBIBATBbCS HA CTPATETMYECKUX OPUEHTHUPAX TOCYAApCTBA W U3YUYCHHH
1 dpoBoit HHPPACTPYKTYPHI, OPTraHU3AIUH MTPOLIECCOB MPEAOCTABIECHUS YCIIYT,
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Mep TMOAJEPKKM M CEPBUCOB B OpraHax BJIACTH M YNOJHOMOYEHHBIX
OpraHU3aIusX;

4) yyuThIBaTh HOBBIE TEXHOJOTUM W JAPYTH€ BO3MOXKHOCTH JJIS TOBBIIICHUS
NOTPEOUTENLCKONW IEHHOCTH TOCYJApCTBEHHBIX YCIYyT, Mep MOJICPKKH U
CEPBHCOB;

5) BOBIIEKaTh KJIHMEHTOB, a TaKXXE MPECTABUTENICH OOIICCTBEHHBIX OpraHU3aIfil
NpEANPUHUMATENEN W HWHCTUTYTA YIHOJHOMOYEHHOrO II0 3alllUTe IIpaB
MpeAnpuHUMATENIe B pa3paboTKy M TECTUPOBAHUE MPOTOTHUIIOB YCIYT, MEP
MOJJEPAKKHU U CEPBUCOB 10 BBOJIA UX B KCILTYATAIUIO;

6) oOecrieyMBaTh  OTBETCTBEHHOCTh  OpPraHOB  BJIACTH,  YIMOJHOMOYEHHBIX
OpraHu3alMii ¥ WX TMpeICTaBUTENEH, BKJIOYas paOOTHUKOB M  HWHBIX
NCUCTBYIOIIMX OT HMX MMEHH JIMI, 3a COBEPIICHHbIE HUMH JCHCTBHS
(be3neiicTBe) W HE JOMYCKaTh BO3JIOKEHUE (IMEPEHECEHHE) TaKou
OTBETCTBEHHOCTH Ha KJINEHTOB,;

7) IIPUBOAWTL K IIOBBIIICHHWIO KAa4C€CTBA KIMCHTCKOI'O OIIbITa, B TOM 4YHCJIC K
CHHXCHHUIO HU3JICPKCK KIIMCHTOB, CBA3AaHHBIX C B33.PIMOI[CI>1CTBPI€M C OpraHaMu
BJIACTH U YIIOJTHOMOYCHHBIMHU OpTraHU3alUAMUA.

[IpoexkTpoBaHWE HOBBIX WM PEHHXHHUPHHI CYIIECTBYIOIIMX CEPBUCOB MOXKET
OCYUIIECTBIISITHCS] B paMKaX dKCIIEPUMEHTAIBHBIX MPABOBBIX PEXKUMOB B cepe udpPOBBIX
WHHOBAIUH.

4.4.2. Tlporiecc MPOEKTUPOBAHMSI HOBBIX, PEUHKUHUPUHT CYIIECTBYIOIIUX YCIYT,
Mep MOJAJIEPKKU U CEPBUCOB BKIIIOUAET CIETYIOLINE TAIbI:

1) mOArOTOBKY K MPOEKTUPOBAHHUIO HOBBIX WJIM PEMHKUHUPHUHTY CYIIECTBYIOLINX
YCIIYT, MEP MOJIEPKKU U CEPBUCOB;

2) pa3paboTKy ¥ TECTUPOBAHUE MPOTOTUIIOB YCIYT, MEP MOAAECPKKU U CEPBHUCOB;
3) BBOJ MPOTOTHUIIOB YCIIYT, MEP MOAJIEPKKU U CEPBUCOB B SKCILTyaTALHIO.

4.4.3. OcHOBOM 151 TOATOTOBKM IIpoIiecca MPOECKTUPOBAHNUS WA PEHHKUHUPHUHTA
CYLIECTBYIOLUX YCIYT, MEP MOAIEPKKH U CEPBUCOB SIBIISIFOTCS:

1) pazpaboTaHHbIEC WM AKTYaJTM3UPOBAHHBIC KAPThI KIMEHTCKUX MyTEH;
2) peKoMeHJalMu MO MOBBIIICHUIO KaueCTBa KIIMEHTCKOTO OIbITA.

4.4.3.1. IloAroTOBUTENBHBIN ATAll NPU PEHHKUHUPHUHIE CYIIECTBYIOIIUX YCIYT,
Mep NOIJEPKKM U CEPBHCOB B PAMKAX XU3HEHHOM CUTyallMM BKIIIOYAET CIEAYIOLIHE
JTaIbl:

1) ananmu3  TpPaBOBBIX ~ HOPMATHUBHBIX  aKTOB W HMHBIX  JOKYMEHTOB,
YCTaHABJIMBAIOIINX TPEOOBAHMS K MPEAOCTABIECHUIO YCIYT, MEP MOJACPKKHU U
CEPBHCOB;
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2) aHanu3 KJIMEHTCKUX CLIEHAPUEB;

3) aHanu3 NpPaKTUKU MPEJOCTABICHUS YCIYr, Mep TNOIIEPKKH M CEPBHUCOB,
BKJIFOYAsl OLICHKY H3JEpPKEK Ha COBEPIICHUE aJIMHHUCTPATUBHBIX ICHCTBHUU
COTPYJHUKAMHU OpraHOB BJIACTM M YIIOJHOMOYECHHBIX OpraHU3alud WIH
JIeCTBU B paMKax aBTOMATH3UPOBAHHBIX MPOIECCOB HH(DOPMALMOHHBIX
CHUCTEM OPTaHOB BJIACTHU U YIIOJTHOMOYEHHBIX OpraHU3alUi;

4) onucaHue TEKYIIEro mpolecca MNPeJOCTABICHUS YCIyr, MEp MOIACPKKUA U
CEpPBUCOB (COOTHECEHHWE KapT KIHUEHTCKOTO TYTH C YTBEPKIACHHBIMU
KJIIMEHTCKUMH CIICHAPHUSIMU).

4.4.3.2. [loaroToBUTENBHBIN ITAIl IIPU TPOCKTUPOBAHUN HOBBIX U PENHKUHUPHUHTE
CYIIECTBYIOIUX YCIYT, MEP MOAAEPKKHA U CEPBUCOB B paMKax >XU3HEHHOM CUTyallUH
TAK)KE BKIIIOYAET CIEAYIOLIUE TAIbI:

1) aHanmu3 Jy4IIUX OTEYECTBEHHBIX M 3apyOeKHBIX MPAKTHK MPEIOCTaBICHUS
YCIIYT, MEP NOIIAEPKKU U CEPBUCOB B pAMKaX >KU3HECHHBIX CUTYyalui;

2) pa3paboOTKy M OIICHKY BapUaHTOB TMPEAOCTABICHUS HOBBIX YCIYT, MeEp
MO/IJIEP>)KKU U CEPBUCOB;

3) pa3zpaboTKy 1[EJIEBOTO KJIIUEHTCKOTO CLIeHapus, BKJTIOYAIOIIIETO
MOJICPHU3UPOBAHHBIA  IIEJIEBOM  TPOIECC TPEJOCTaBICHUS YCIYyT, Mep
MOJIIEP>KKH M CEPBUCOB HA OCHOBAHWM BBIOPAHHOT'O BapHaHTAa MPEJOCTaBICHUS
YCIYT ¥ CEPBHUCOB.

4.43.3. Pe3ympraramMu TOATOTOBKM K NIPOCKTUPOBAHUIO HOBBIX  WIIU
PEHH)XUHUPUHTY CYIIECTBYIOIIMX YCIYI, Mep MOAJEPKKH U CEPBUCOB SBISIFOTCS
LIEJIEBBIE KIIMEHTCKUE CLIEHAPHH.

4.44. Ha ocHOBE LENEBBIX KIMEHTCKUX CIICHAPUEB OpraHbl BJIAaCTU U
YIOJTHOMOYEHHBIE  OpraHu3aluu  OOECHEeuMBaIOT  pPa3pabdOTKy M TECTUPOBAHHE
IPOTOTHUIIOB BXOJSIINX B CLIEHAPUI YCIIyT, MEP MOAAEPKKU UIH CEPBUCOB.

4.4.4.1. Pa3paboTka W TECTHPOBAHUE BEPXHEYPOBHEBBIX MPOTOTUIIOB HOBBIX
yCIIyT, Mep NOJJIEP>KKH U CEPBUCOB BKJIHOYAET:

1) pazpaboTky TpeOOBaHUI K BEPXHEYPOBHEBOMY IMPOTOTHUIY YCIYT'H, MEpPHI
MOJJIEP)KKU Win cepBuca (abda-Bepcus) B COOTBETCTBHH C TPEOOBAHUSIMHU
pasznenoB 4.6 u 6 Crannapta, ¢ yuetom Tpeboanuit Crannapra «I'ocymapcTBo
JUTSL BHYTPEHHETO KIIUEHTAY;

2) pa3paboOTKy BEpPXHEYPOBHEBOTO MPOTOTUIA YCIYTH, MEPHI TOIICPKKH WU
cepBuca (anb(a-Bepcus);

3) ompenenieHne IIEEBbIX ayJAUTOPUN I TECTUPOBAHUS, B KOTOPBIC OJIKHBI
BXOJIMTh TPYIIIBI KIUEHTOB, OTHOCAIIUXCS K COOTBETCTBYIOIIEMY MPODHIIIO
KJIMEHTCKOTO CErMEHTA, U COTPYJHUKM OPraHOB BIACTH W YIOJHOMOYEHHBIX
OpraHu3alui;
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4) TecTUpOBaHNUE BEPXHEYPOBHEBOI'O MIPOTOTHUIIA YCIYTH, TOJAEPKKU UIH CEPBHCA
(anba-Bepcusi) Ha LENEBBIX AYAUTOPHSIX;

5) 00paboTKy pe3yJbTaTOB TECTUPOBAHUS BEPXHEYPOBHEBOI'O MPOTOTHIA YCIYTH,
HOJICPKKU MITH cepBHca (anbda-Bepcusi);

6) TOTOTOBKY B Clydae HEOOXOAMMOCTH HM3MEHEHUW B IEJICBOW KIMEHTCKUN
CLCHapHi;

7) TOATOTOBKY MPEAJIOKEHUI MO pa3paboTke U (UJIM) U3MEHEHHUI0O HOPMATHUBHBIX
MPaBOBBIX aKTOB.

4.44.2. PesynpraTamMu pa3paOOTKM M TECTUPOBAHUSA BEPXHEYPOBHEBBIX
IPOTOTUIIOB HOBBIX YCIIYT, MEP MOJICPKKH M CEPBUCOB SBIISIOTCS:

1) pe3ynbTarhl TECTHUPOBAHUS BEPXHEYPOBHEBOTO IMPOTOTUIA YCIYyTH, MEpPHI
MO/IJIEPIKKU WK cepBuca (anb(da-Bepcusi) Ha 1ENEBbIX ayAUTOPHSIX;

2) U3MEHEHHUS B LIEJIEBON KIIMEHTCKUN CLIEHAPUIA;

3) npensioxkeHuss Mo pa3paboTke U (UJIM) W3MEHEHHI0 HOPMATHBHBIX IMPABOBBIX
aKTOB.

4.4.43. Pa3paboTka M TECTUPOBAHUE JETATU3UPOBAHHOTO MPOTOTHUIA HOBBIX
yCIyT, Mep TOIACPKKHA M CEPBUCOB, PEHHKMHUPUHTA CYIIECTBYIOIIUX YCIYT, MEp
MOJIICPYKKU M CEPBHCOB BKITIOYACT:

1) pazpaboTky TpeOOBaHMI K [AETATU3UPOBAHHOMY IMPOTOTUIY YCIYTH, MEpHI
MOJICPXKKK WK cepBuca (Oera-Bepcusi) B COOTBETCTBUU C TPeOOBaHHUSIMHU
paznenoB 4.5, 4.6 u 6 Cranmapra, c ydyeroM TpeboBanuii CraHnapTa
«[ocynapcTBo Uit BHYTPEHHETO KIIMCHTa»?;

2) pa3paboTKy AETATU3UPOBAHHOTO MPOTOTHUIIA YCIYTH, MEPhI MOAJNEPKKU WIH
cepBuca (OeTa-Bepcus);

3) onpenenieHne IENEBbIX ayJIUTOPUN [JIsi TECTUPOBAHUS, B KOTOPBIC JOJIKHBI
BXOJIMTh TPYIIIBI KIUEHTOB, OTHOCAIIUXCS K COOTBETCTBYIOIIEMY MPODHIIIO
KJIMEHTCKOTO CErMEHTA, COTPYJHHKH OPraHOB BJIACTH W YIOJHOMOYEHHBIX
OpraHu3alui;

4) TecTUpOBaHKE JI€TATU3UPOBAHHOIO MPOTOTHUIIA YCIYTH, MEPHI MOJACPKKA UITU
cepBuca (0eTa-Bepcusi) Ha IEJIEBBIX Ay TUTOPHUSIX;

5) 06pa®OTKy pe3ynbTaToB TECTHUPOBAHUS JETATU3UPOBAHHOTO MPOTOTHIIA
yCIIyTH, MEphI MOAJIEPKKHU UK cepBuca (0eTa-Bepcus);

2 MMosicHenwe: IJIs PEUHKUHMPUHTA YCIIYT, MEP MOIIEPKKH U CEPBUCOB alb(a-BEPCHEH SBIAETCS NEHCTBYIOIINE
peleHns Mo MPEJOCTABIEHHUIO YCIIYT, MEP MOIAEPKKH U CEPBUCOB.
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6) 1opaboTKy TpeOOBaHWI K [ETATM3UPOBAHHOMY TMPOTOTUIY YCIYTH, MEpPbI
MOJJIEP)KKU WK cepBuca (Oera-Bepcusi) B COOTBETCTBHHM C TPEOOBaHUSIMHU
pazaenos 4.5, 4.6 u 6 Crannapra;

7) nopaboTKy JeTATM3UPOBAHHOTO MPOTOTUIIA YCIYTH, MEPhl TMOAICPIKKUA WU
cepBuca (Oeta-Bepcus);

8) MOATrOTOBKY B cCllydae HEOOXOJUMOCTH W3MEHEHUW B IIEJIEBOM KIMEHTCKUM
CIIEHapHUi, BKJIFOYAsi MHIUKATOPbI aKTUBHOCTH B TOYKAaX KIMEHTCKOTO MyTH;

9) NOArOTOBKY NPOEKTOB HOPMATUBHBIX IIPABOBBIX AaKTOB, MHBIX JTOKYMEHTOB,
HEOOXOIMMBIX I BHEAPEHUS JETATM3MPOBAHHOIO IPOTOTUIA YCIYIH,
MOAICP’KKHU WIIM CEpBHCA.

4.44.4. PesynpraramMu pa3paOOTKM W TECTUPOBAHHUS JICTAIM3UPOBAHHBIX
IPOTOTUIIOB HOBBIX YCIOYr, Me€p TMONIEPKKA U CEPBUCOB, PEUHKUHUPHUHTA
CYIIECTBYIOLIUX YCIYT, MEp MOAAECPKKHU U CEPBUCOB SIBIISIOTCSI:

1) pe3ynbTarbl TECTHUPOBAHUS JETAIM3UPOBAHHOIO MPOTOTUIA YCIYyTH, MEpPHI
MOJIIEP’KKH WK cepBuca (0eTa-Bepcusi) Ha IEJIEBBIX Ay TUTOPHUSIX;

2) U3MEHEHHUS B LIEJIEBOM KIIMEHTCKUN CLIEHAPUIA;

3) nopaboTaHHBIA MO pe3ybTaTaM TECTUPOBAHMSI JIETATH3UPOBAHHBIN TPOTOTHUIT
YCIIYTH, MEPHI TOACPKKHU WK cepBuca (0eTa-Bepcus);

4) IpOEKThl HOPMATHUBHBIX IMPABOBBIX AaKTOB, WHBIX JOKYMEHTOB, HEOOXOIMMBIX
JUIS. BHEJIPCHUS JIETATM3UPOBAHHOTO MPOTOTHUIA YCIYTH, MEPhI MOJICPIKKU KK
cepBucCa,

5) nopaGoTaHHBIN 11EJEBOI KIMEHTCKUH CIIEHApHUH.

4.4.5. BBo B ONBITHYIO U IPOMBIIIIEHHYIO 3KCIUTYyaTallMi0 MPOTOTUIIOB YCIYT,
Mep TOJIEPKKH U CEPBUCOB JOJDKEH OCYIIECTBIIATHCS B COOTBETCTBUM C TPEOOBAHUSMU,
YCTaHOBJICHHBIMH 3aKOHOJATENbCTBOM Poccuiickont @enepanumn.

4.4.5.1. Tlocne BBOJa NPOTOTHNA YCIYI'M, MEpbl MOJJEPKKH WM CEpBUCA B
IPOMBIIJICHHYIO ~ JKCIUIyaTalMl0  OpraHaMM  BJIACTH M YIIOJIHOMOYEHHBIMU
OpraHM3alUsIMH OCYIIECTBISIOTCS:

1) MOHUTOPUHT YAOBIETBOPEHHOCTH KINEHTOB;

2) MOHUTOPHHT TOKa3aTeliel KIMEeHTOLIGHTPUYHOCTH, MIPEICTABICHHBIX B pa3iene
6 Crangapra.

4.4.5.2. Pe3ynbraTamMyu BBOJIa B OIBITHYIO WU IPOMBIIUICHHYIO 3KCILUTyaTaluio
IPOTOTHIIOB YCIIYT, ME€p MOAACPKKHA U CEPBUCOB SIBIISIFOTCS:
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1) yTBepkaeHHbIE  HOpPMATHUBHBIE  NPAaBOBBIE  AKThl, HWHBIE  JIOKYMEHTBHI,
HEOOXOMMBbIE JJII BHEAPEHUS JIETATM3UPOBAHHOTO MPOTOTUIA YCIYTH, MEPhI
MOJJEPAKKHN UIIU CEPBUCA;

2) BBEICHHBI B MPOMBIIUICHHYIO JKCIUTyaTallul0 MPOTOTUIl YCIYTH, MEpPHI
MOAACP>KKHU WM CepBHCa.

4.4.6. Opranbl BJIACTH U YIOJHOMOYEHHBIE OPraHU3alMM OCYIIECTBIISIOT
IPOCKTUPOBAHUE HOBBIX M PEUHXXMHUPUHI JEHCTBYIOUIMX MEXAaHHU3MOB OLICHKU
coOumosieHus 00s13aTeIbHbIX TPEOOBAHUI, OCYIIIECTBIIIEMOM B paMKax IOCY1apCTBEHHOTO
KOHTpPOJIS (Haa30pa), MyHUIMIIAIILHOTO KOHTPOJISI, IPUBJIEUYEHUS K aJMUHUCTPATUBHOM
OTBETCTBEHHOCTH, IPEAOCTABICHUS JIMLEH3UNM W HWHBIX pa3pelCHUN, aKKpeOuTalUU,
OLICHKM COOTBETCTBHSI MPOAYKIUHU, UHBIX (DOPM OLICHKHU U SKCIEPTHU3bI, C YUETOM PUCKOB
NpUYMHEHHs Bpena (yuiepOa) oxXpaHseMbIM 3aKOHOM LIEHHOCTSM, a TAaKXXe CIEAYOLINX
TpeOoBaHMI CTaHIApTA.

4.4.6.1. IIpouecc MpOEKTUPOBAHUSA WIM PEUHKUHUPUHIA MEXAHU3MOB OLICHKU
cobroieHus 00s13aTebHBIX TPEOOBAHUN JTOJDKEH:

1) ocHOBBIBaTbCS Ha pe3yJbTaTaxX BBISBICHUS M W3Y4YEHUS MPOOJIEM KIUEHTOB,
BO3HHKAIONIUX B CBS3U C MPOBEICHWEM B WX OTHOIICHUH MEPONPUATHN TIO
OIICHKE COOJTIOJICHUS 0053aTeNIbHBIX TPEOOBAHMIA;

2) yYUTHIBATH BO3MOKHOCTH HMCIOJB30BAHUS YJIOOHBIX AJI KIMEHTOB CEPBHCOB
B3aUMOJECICTBUSI C OpraHaMH BJIACTU U YNOJHOMOYEHHBIMH OPTraHHU3allUsIM, B
TOM YHCJI€ IEPEUnCIeHHBIX B pazzene 4.8 Ctangapra;

3) OCHOBBIBAThCS Ha U3YYCHHH LHU(PPOBON HHPPACTPYKTYPhI, OpraHU3aALNN
MIPOIIECCOB TIPOBEJICHHS OIICHKH COOJIFOACHUST 00s3aTeNbHBIX TpeOOBaHMMA
OpraHam¥ BJIACTH U YIIOJTHOMOYCHHBIMU OpraHU3aIlASIMH,

4) yauTHIBaTh HOBBIE TEXHOJOTMH U JPYrHe€ BO3MOXKHOCTU JJISI CHUKCHHS
U3EePKEK KIIMEHTOB, CBSI3aHHBIX C COOMIOACHUEM 00sI3aTeIbHBIX TPEOOBAHUIA U
OCYILECTBICHUEM B HMX OTHOLICHHMHM MEPONPHUSATHH MO OIEHKE COOIIOACHHUS
00s3aTeNbHBIX TPEOOBAHUI;

5) BOBJIeKaTh KJIMEHTOB B pa3pa0OTKy U TECTUPOBAHHE MPOTOTUIIOB MEXAaHU3MOB
OLICHKU  COOJNIOJIeHUs 00s3aTeNbHBIX TpeOOBaHMII /1O BBOJAa HUX B
AKCILUTyaTalHIo;

6) MNPHUBOAWNTE K CHMKCHUIO U3JCPIKCK KIIMCHTOB, CBA3AHHBIX C IPOBCACHHUEM B UX
OTHOIIICHHUH MepOHpI/IHTI/Iﬁ 110 OLICHKC CO6J'II-OI[CHI/I}I 00s13aTENIbHBIX Tpe6OBaHHﬁ.

4.4.6.2. Dranbl mpolecca NPOEKTUPOBAHMS WIM PEUMHKWHHUPUHIA MEXAHHU3MOB
OLIEHKH CcOOMIoNeHUsI 00s3aTeNbHBIX TPEOOBAaHUM peanu3yloTCsl IO aHAJOTHH C
npoueccaMu IPOEKTUPOBAHUS WIH PEUHXUHUPUHTA YCIYT, MEp MOAJEPKKH U CEPBUCOB.

4.47. Opransl BIacTU M YINOJIHOMOYEHHBIE OPraHU3ALMHM OCYIIECTBIIAIOT
IPOEKTUPOBAHUE HOBBIX M PEUMHKMHHUPUHT JCHCTBYIOIIMX CEPBUCOB OCYIIECTBICHUS
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3aKyIlOK TOBAapoOB, paboT, yCIIyT A 00ecrevyeHus: rocyAapCTBEHHBIX U MyHHIIUIIATbHBIX
HYKJ B COOTBETCTBHUHU C YKA3aHHBIMHU BBIIIEC OOIIUMH TPEOOBAHUSAMHU K MMPOCKTUPOBAHUIO
U PEMH)XUHUPHUHTY C YYETOM CIICTYIOIIETO.

HpOHCCC IMPOCKTUPOBAHNUA U PCUHKMHUPHUHIA CCPBUCOB, HUCIIOJIb3YCMbIX
KIIMCHTAMU — YYaCTHUKAMHU 3aKYIIOK, JTOJIZKCH:

1) mpoBOAUTHCS B LIESAX 3aIUTHl KOHKYPEHLMHU, PEAOTBPAILIECHUS KOPPYNLHHA U
IPYTHUX 3JI0yNOTpedIeHu B chepe 3aKymoK;

2) yYUTBIBaTh BO3MOXKHOCTH COBEPIICHUS KIMEHTAMU TEXHHUUYECKHX OIMIMOOK MPHU
y4aCTHUH B MPOLEAYypax 3aKylOK M MPeIyCMATPUBATh BO3MOKHOCTHU HX
vcrnpaBiieHus: 6€3 BOSHUKHOBEHHS HETATUBHBIX MOCIECTBUM JIJIs1 KIIMEHTOB;

3) mpenycMaTpuBaTh YIOOHBIM JUIsi KJIMEHTOB MHCTPYMEHTapUil peau3aiiu
MPETYCMOTPEHHBIX 3aKOHOJATEIHCTBOM TMPaB W OOS3aHHOCTEH y4YaCTHUKOB
3aKyIMOK Ha BCEX CTaAMSIX OCYIIECTBICHHS 3aKyIOK, BKIIIOYAash WHCTPYMEHTHI
oOxanoBaHus JACUCTBUM WM Oe3AeCTBUS 3aKa3UMKOB M BO3MEIICHUS
MIPUYMHEHHOI'O Bpea.

4.5. TpedoBaHus K npoleccy yA0BJIeTBOPeHHs MOTPEOHOCTE KIHEHTA MyTeM
NMPeI0CTABJIEHUS YCJIYT, Mep MOJAeP:KKH U CEPBUCOB

4.5.1. IIponiecc yaoBIEeTBOPEHUS MOTPEOHOCTEH KIIMEHTOB ITyTEM IPEI0CTABICHUS
yCIOyr, Mep TOIJEpKKH M CEPBHUCOB JIOJDKEH COOTBETCTBOBATH  CIIEAYIOIINM
TpeOOBAHMSIM:

1) ocHOBBIBaTbCS Ha pe3yJibTaTaX BBISBICHUS W H3Y4YEHUS MOTpeOHOCTEM
KJINCHTOB;

2) obecrieunBath WHGOPMHpPOBAHWE H OOYyYEHHE KIHMEHTOB MPAKTUYECKOMY
UCIIOJIb30BAHMIO TIPEIOCTABIIIEMBIX YCIIYT, MEp TOJIICPIKKH U CEPBUCOB;

3) mpeaocTaBisATh KIMEHTY BHIOOP HACTPOEK B3aMMOJIECHCTBUS C OpraHaMu BJIacTH
U YINOJHOMOYEHHBIMM OPraHM3alUsIMH, BKIIOUYas IOJIYyYEHHE YCIYT, MeEp
MOJICP>KKHU MCIIOJIb30BAHUE CEPBHCOB,;

4) obecrieunBaTh MPOAKTUBHOE B3aUMOJICHCTBHUE MIPU HATUYHMH COTJIACUSI KIIMEHTA
WIM B Cily4yae, €ClM Takoe corjacue He TpeOyeTcss B CHIIy 3aKOHa Mpu
HACTYIUJICHUU OMPENIETICHHBIX COOBITHI (0OCTOSTENBCTB) KU3HEHHON CUTYaIluu
KJIMEHTA;

5) pemaTh MpoOIEMBI KIIMEHTA IIETUKOM B paMKaX *KM3HEHHON CUTYalluH;
6) oOecrieunBaTh OOPaTHYIO CBSI3b 00 YAOBJIETBOPEHHOCTH KIMEHTOB;

7) obecnieuynMBaTh BO3MOXKHOCTD ITPUBJICYEHUS OPTraHOB BJIACTH, YITOJHOMOYCHHBIX
OopraHv3aluid ¥ WX TMpeACTaBUTENeH, BKIIOYass pPaOOTHUKOB M HWHBIX
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NEUCTBYIOMIMX OT WX HMMEHH JIMI, K 3aKOHOAATEIbHO MPEeIyCMOTPEHHOM
OTBETCTBEHHOCTH 3a COBEpIICHHbIE HMH JACHCTBUA (Oe3leiicTBHE) U HE
JIOITYCKaTh BO3JIOKCHHE (IIEPCHECEHHE) TAKOH OTBETCTBEHHOCTH Ha KIIMEHTOB;

8) IIpn CcorjiaCun KJIIMCHTA oOecneynBaTh A0CTYII 06H.I€CTBGHHI>IX OpFaHHSaL{I/Iﬁ
HpC}IHpI/IHI/IMaTGJIeﬁ " YIIOJHOMOYCHHBIX IT1O 3alIUTC IIpaB HpeﬂHpHHHMaTGHCﬁ
K JaHHBIM O Ka4C€CTBC KIIMCHTCKOI'O OIIbITA,

9) obecrieunBaTh MPEUMYIIECTBEHHO MPOAKTUBHOE MPEIAOCTaBIEHUE YCIYT, Mep
MOAJCP)KKM U CEPBUCOB, a TAKXKE HCIIOIH30BAHHE YAOOHBIX ISl KJIMEHTOB
TOYEK B3aUMOJEUCTBUA C OpraHaMd BJIacTd U yIHOJHOMOYEHHBIMHU
OpraHu3aIusIM;

10) MHUHHUMH3HpPOBATh BPEMEHHBIC, (DMHAHCOBBIE M HMHBIC 3aTPaThl KIUCHTA,
00yCIIOBIIEHHBIE B3aUMOJICHCTBUEM C OpraHaMH BJACTU U YHOJHOMOYEHHBIMU
OpraHu3alUsIMU.

4.5.2. YnoBieTBopeHHE TMOTPEOHOCTEH KIMEHTOB BKJIIOYACT  CIEAYIOIINE
OCHOBHBIC JTaITbI:

1) unpopmupoBaHre KIMEHTOB 00 yCiIyrax, Mepax MOJIEPKKHA U CEepBUCAX U
MpeI0CTaBICHUE 00YUYaIOIUX CEPBUCOB;

2) yOopaBlieHHE COIJIACHEM Ha TMPOAKTUBHOE IMPEAOCTaBICHUE YCIyr, MeEp
MOJICP>KKU M CEPBUCOB B paMKaX KU3HEHHOU CUTYyallMu JJi YIAOBJICTBOPECHUS
noTpeOHOCTEN KIUEHTOB;

3) pa3paboTKa MpeaBapUTEIHLHOTO KIMEHTCKOTO CIIEHApHS,
4) noaTBepKAeHUE MTOTPEOHOCTEN KIMEHTOB;

5) yoBieTBopeHue NOTPEOHOCTEN KIMEHTOB;

6) noyueHue u 00padboTka 0OPATHOM CBSI3H OT KIIUEHTOB.

4.5.3. Opransl BiacT U YIOJIHOMOYEHHbIE OpPraHU3aIH JTOJKHBI 00ECTIeYnBaTh
UHPOPMHUPOBAHHE KIMEHTOB I10 BBIOPAaHHBIM HMH KaHaJlaM B3aUMOJEWUCTBUS O
JNOCTYIHBIX JJIi HUX W PEKOMEHJYEMBIX (CIOCOOHBIX CTaTh JOCTYNHBIMU TpHU
BBIMIOJIHEHUU KIMEHTOM BCEX HEOOXOIMMBIX JMJIsi 3TOro YCJIOBHUH) yciyrax, mepax
MOJIJIEPKKHU M CEPBUCAX C YUETOM >KU3HEHHBIX CUTyallui U poduieil KIMEHTOB, a TaKKe
NPEJOCTaBIATh OOydalole CEepBHCH B Hamboiee akTyalnbHBIX (opmarax (BUaeo-
pPOJMKHU, 4ar-O00Thl, BUPTyaJIbHbIE€ IOMOIIHUKH, BU3YyaJIN3UPOBAHHbBIE PYKOBOJCTBA
MOJIb30BaTEJIeH U UHBIE).
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4.54. OpF dHaMHM BJIACTU MU YIIOJIHOMOYCHHBIMHU OpTraHU3alHuAMU TOJIKHBI OBITH
o0ecIeUYeHBI YCIOBHA, IMO3BOJIAIOIIMUE KIHMCHTAM IIPEAOCTABIATH COIJIACHC OpraHam
BJIaCTH W YIOJIHOMOYCHHBIM OpraHu3aluvsiM Ha HPOAKTUBHOC NPCAOCTABJICHUC YCIYT,
MCP MMOAACPIKKHU 1 CCPBHUCOB B PpaMKax ’KU3HCHHOM CUTyalluu.

4.54.1. Cormacue KIMEHTAa Ha MPOAKTUBHOE IIPEAOCTABICHUE YCIYL, MEp
HOJACPKKH M CEPBUCOB B PaMKax >KM3HEHHOM CUTYyalllu NPeoCTaBisieTcs B (hopMax:

1) cornacust Ha MPOAKTUBHOE MPEIOCTABICHHUE YCIYT, MEp MOAJIEPKKU U CEPBHCOB
M0 YMOJIYaHHUIO B pPa3pe3e KOHKPETHOW >XU3HEHHOW CHUTyallMd JO0 MOMEHTA
OT3bIBa TAKOT'O COTJIAcCHs;

2) coryiacusi Ha MPOAKTUBHOE MIPEIOCTABICHUE OTAEIbHBIX YCIYT, MEP MOAAEPKKU
M CEepBUCOB (HOMEp cdYeTra /sl HAYUCICHUS (PUHAHCOBOW TOICPIKKH,
npea3aka3 yclIyr W CEpBUCOB, HaxoAdluXcsd B pa3paboTke  WiIH
PEUHXUHUPUHTE).

4.5.4.2. Tlpu npenoCTaBI€HUU COIJIacUsi OpraHaM BJIAacTH U YNOJIHOMOYEHHBIM
OpraHu3alysM Ha IPOAKTUBHOE IPEIOCTABICHUE YCIIYT, MEP MOAJEPKKH U CEPBUCOB B
paMKax JKM3HEHHOW CHUTyallMd [IOJDKHA MCIOJIb30BaThbCA YNOOHas g KIMEHTa TOYKa
B3aUMOJICUCTBUSL ¢ HUM. [lepeueHb TOuUEK B3aUMOJICHCTBUS W TpeOOBaHHMS K HUM
npeacTaBieHbl B paszjaene 4.6 Ctangapra.

4.5.4.3. Opranamul BJIaCTH W yTMOJTHOMOYCHHBIMHA OPTaHU3AIUSIMU JOKHA OBITH
obOecrieyeHa  JOCTymHasi BO3MOXKHOCTh  OT3bIBAa  COTJIaCHsi HAa  TIPOAKTUBHOE
NPEOCTaBICHNUE YCIYT, MEp MOAIEPKKHA U CEPBUCOB.

4.5.5. Jlo MoMeHTa B3aUMOJACHMCTBUS C KIMEHTOM OpraHbl BJIAcTH U
YIOJIHOMOYEHHbIE OpraHM3alliy  pa3palaThIBalOT — IPEIBAPUTEIbHBIA  KIMEHTCKHI
CLICHApUH.

4.5.5.1. Pa3paboTka mpenBapUTEIbLHOIO KIMEHTCKOTO CIEHApHs BKJIIOYAET
CIIeAYIOIINE JTaMbI:

1) oTHECEHME KIIMEHTA K KOHKPETHOM KU3HEHHOW CUTYallHH;
2) OTHECEHHE KJIMEHTa K MPO(HIII0 KIMEHTCKOTO CEerMEHTa;

3) ompesiesieHHe THUIOBBIX MOTPEOHOCTEW KJIMEHTa Ha OCHOBE WHMOpManuu 00
OTHECCHWH KIMEHTAa K JKU3HEHHOW CHUTyaluu, MpO(MII0 KIHMEHTCKOTO
CETMEHTA;

4) onpeneneHue nMoTpeOHOCTEN KJIMEHTa HA OCHOBE MCTOPUU B3aUMOJCHCTBUS C
KJIMEHTOM, €CJIM TakKas MCTOPHS B3aUMOJEWCTBUs OblIa B paMKax >KM3HEHHOU
CUTYallNH;
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5) pa3paboTKa mpeBapuTEIHHOTO KIIMEHTCKOTO CIIEHAPHS.

4.5.5.2. B pe3ynbTaTe i KIMEHTA ONPEAEISIeTC TPEABAPUTEIIbHBIN KIMEHTCKUM
CLEHApul, KOTOPBIA OpraHbl BJIACTH U YIOJHOMOYEHHBIE OpPraHu3allid TOTOBbI
NPEIJIOKUTh KIMEHTY JUIsl yAOBIETBOPEHUS €ro MOTpeOHOCTEeH B paMKax >KU3HEHHOU
CUTYaIUH.

4.5.6. Oprassl BIacTU ¥ YINOJTHOMOYEHHbIE OpPraHU3alliy MPU COTVIACUM KJIMEHTa
NPOAKTUBHO B3aUMOJICHCTBYIOT C KJIMEHTOM C ILIEJIbIO MOATBEP)KJICHUS HAIUYMS y HETO
noTpeOHOCTEN, KOTOpbIE MOTYT OBITh YJOBJIETBOPEHBI MPEABAPUTEIbHBIM KIUEHTCKUM
CLICHAPUEM.

4.5.6.1. Ilpyn Hamuuuu corjacusi Ha NMPOAKTHUBHOE IPEJOCTABICHUE YCIyT, MEp
HNOJJEPKKM U CEPBUCOB B paMKaxX >KM3HEHHOM CUTyalUU (3a UCKIIOYEHUEM CIy4yaes,
KOTJ]a TAaKO€ COTJIache B CHITy 3aKOHa He TpeOyeTcs) opraHbl BIAaCTH U YIOJTHOMOYEHHBIE
OpraHu3alMyd B3aUMOJCHUCTBYIOT C KIMEHTOM B YAOOHOM i KJIMEHTa TOYKe
B3aMMO/JICHCTBUS C OpraHaMH BJIACTU U YIIOJTHOMOYEHHBIMU OpraHU3aLUsIMU.

4.5.6.2. B cimydae oTcyTcTBHS B Ipoduiie KIWeHTa CBEACHUN 00 ymaoOHOH s
HEr0 TOYKE B3aMMOJICUCTBUSI HCIOJB3YETCS YIO0OHas JUisi TPYMNIbl KIMEHTOB TOYKa
B3aMMOJICHCTBUSA M3 MPOPWIST KIUEHTCKOTO cerMeHTa U (uiu) UUdpOBBIE TOYKU
B3aUMOJCICTBUS.

4.5.6.3. Ilpu oTCyTCTBUM corjiacHsi Ha MPOAKTUBHOE MPEAOCTABIEHUE YCIYT, MEP
HNOJIJEPKKH U CEPBUCOB B PAMKAX JKU3HEHHOW CUTYallMM NEPBUYHOE B3aUMOJEHCTBUE C
opraHamMM BJIACTU W OpraHM3alUsIMUd JJi1  YAOBJETBOPEHUS €ro mnoTpedHocTen
OCYUIECTBIISIETCS] KIINEHTOM.

4.5.6.4. TpeboBaHuUs K B3aUMOJICHCTBUIO C KIIMEHTAMHU B TOYKaX B3aMMOJICHCTBUS
npeacTaBieHbl B paszjaene 4.6 Ctangapra.

4.5.6.5. Ilpu KOHTakTe C KJIMEHTOM OpraHbl BJIACTU U YIOJIHOMOYEHHbBIE
OpraHM3alliy NOATBEPKAAIOT U (WJIM) YTOUHSIOT MOTPEOHOCTH KIMEHTA, B TOM YHUCIIE
IOATBEPKIAKOT:

1) oTHECEHHE KIIMEHTA K dKU3HEHHOU CUTYallNH;
2) oTHECeHHE KJIMEeHTa K MPOUITIO0 KIMEHTCKOTO CETMEHTA;

3) otHecenne mTOTpPeOHOCTEH KIMEHTa K THIIOBBIM MOTPEOHOCTSIM Mpoduis
KJIMEHTCKOT'O CETMEHTA;

4) cratyc, B TOM 4HCJIC AaKTyaJbHOCTh paHEE BBISIBICHHBIX IEPCOHAIBHBIX
MOTPEOHOCTEH.
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4.5.6.6. B ciyuae MpPOAKTUBHOTO B3aUMOJEHCTBUSA OPraHOB BJIAacTH U
YIOJHOMOYEHHBIX OpraHU3aluil KIMEHTY JOJKHA OBbITh MpeocTaBlieHa MH(OpMaIHs o
Corjacuu, Ha OCHOBAHMH KOTOPOI'O TAKOE B3aUMOJEHCTBUE OCYIIECTBIISAETCS.

4.5.6.7. B ciyyae OTKa3a KJIMEHTa OT MPOAOJIKEHUS B3aUMOJCHCTBUSA KIUEHTY
JOJKHA OBITh MpPENOCTaBlI€Ha BO3MOXHOCTb OT3bIBA COTJIaCHsl Ha MPOAKTUBHOE
IPEOCTaBIEHHUE YCIYT, MEP MOJIEPKKH U CEPBUCOB B PaMKax U3HEHHOH CUTYallUU 110
BBIOpAaHHOMY KJIMEHTOM KaHaJy B3aUMOJICHCTBUSI.

4.5.6.8. PesynpraToM B3aMMOAECHCTBUSA C KJIMEHTOM C LEIBIO IMOJITBEPKACHUA
HAJIMYUS Y HETO MOTPEOHOCTEH SIBISIOTCS:

1) cornacue MM OTCYTCTBHE COTJIacHs KJIMEHTa Ha B3aMMOJICUCTBUE C OpraHaMH
BJIACTH M OPTaHU3AIMSIMH B IEJISIX YIOBJICTBOPEHUS €T0 OTPEOHOCTEH;

2) cBeeHUST B HHMQPOBBIX CHCTEMaX OPraHOB BIACTH M YIOJHOMOYCHHBIX
OopraHu3aIui 0 MOATBEPKICHHBIX MOTPEOHOCTSIX KIHEHTA.

4.5.7. B 3aBUCUMOCTH OT BO3MOXHOCTH YAOBJIETBOPEHUS MOTpeOHOCTEN KIMEHTa
JOJDKEH OBbITh  OmpefeNieH MOpsSAOK, IO KOTOpoMy OyleT  OCYIIECTBISTHCS
B3aMMOJIEUCTBHUE C HUM:

1) moTpeOHOCTH MOKHO YAOBIETBOPUTH COTJACHO KIMEHTCKOMY CIICHApUIO H
UMCIOIIUMCSI B  PACHOPSOKEHUH OPraHOB BJIACTH W YINOJHOMOYEHHBIX
OpraHu3alui JaHHbIM;

2) HOTpe6HOCTI/I MOXHO YAOBJICTBOPUTL COIVIACHO KIMCHTCKOMY CICHAPHUIO, HO
OTCYTCTBYCT 4aCTb CBC}IGHI/II;'I O KJIMCHTC Ha MOMECHT BSaHMO)ICﬁCTBHH;

3) oTpeGHOCTH HENB3S yIOBIETBOPUTH COTJIACHO KIIMEHTCKOMY CLIEHAPHIO.

4.5.7.1. KnneHt yBenomMisieTcss O IPEAOCTAaBICHUHN €My YCIYT, MEP MOAAEPKKU U
CEpPBUCOB B CJIy4ya€ HACTYIUIEHUs 3aKPEIUIEHHbIX B HOPMATHUBHBIX MPAaBOBBIX aKTax
00CTOATENBCTB (COOBITHI) KUZHEHHON CUTYAIMH, IPU HACTYIUICHUH KOTOPBIX COTJIACHs
KJIMEHTA Ha UX MPOAaKTUBHOE MPEIOCTaBlIeHHe He TpeOyeTcsl.

4.5.7.2. Ecnu moTpeOHOCTH KIHEHTa MOTYT OBITh YJOBJIETBOPEHBI COTJIACHO
KJIMEHTCKAM CLEHapusM M HMMEIOUMMCSA B OpraHax BJIACTU M YIOJHOMOYEHHBIX
OpraHu3alusix JaHHbIM, TO Ha OCHOBAaHUHU MPEABAPUTEIHLHOTO KIMEHTCKOIO CIIEHApUs
ABTOMATHUYECKH OCYIIECTBISIETCS MOAOOp MEepedHs YCIYyT, Mep MOIAEPKKH U CEPBHCOB
JUI1 KJIMEHTa, TO €CTh ONpeAeNseTcs] MePCOHAIbHBIM KIMEHTCKUN CLIEHapuil U MecTo
HAXO0XJACHHSI KIIMEHTA Ha KIIMEHTCKOM IYTH.

4.5.73. Ecam B COOTBETCTBHM C KIMEHTCKHUM CIIEHapueM Tpedyercs
HETIOCPEICTBEHHOE B3aUMO/ICHCTBUE KIIMEHTAa C OpraHaMH BJIACTH U YIIOJIHOMOYEHHBIMH
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OpraHu3alus MU ISl ONpPENENICHUs MPAaBOMOYHOCTU TNPEIOCTABICHUS YCIYTd WU
cepBuca (HampuMmep, MpPOBEpKa HABBIKOB U 3HAHUW COTPYAHHUKOB KJIHEHTa, OCMOTP
00BeKTa HEABMKUMOCTH, TPAHCIIOPTHOTO CPEACTBA), JOKHA OBITh TIPOU3BE/ICHA 3aINCh
KJIMEHTa JUJIi TAaKoro BHJA B3aUMOJIEHCTBUSA Ha YJOOoOHOE IS KJIMEHTa BpeMs U3
JIOCTYITHOTO MPOMEXYTKA, a TAKKE KIUEHTY JOJDKHA OBITh MpeaocTaBieHa HHMOpMaIus
0 €ro MECTOHAXOXK/JICHUU Ha KIIMEHTCKOM Iy TH.

4.5.7.4. Ecnu HENocpeACTBEHHOE B3aMMO/IEUCTBUE KIMEHTA C OpraHaMH BJIACTU U
YIOJIHOMOYEHHBIMU OPTaHU3aLUAMU I ONIPEACIICHUS IPAaBOMOYHOCTH MPEIOCTABICHHUS
yCIyTH, Mephl MOANEPKKU WIM cepBUCa HE TpeOyeTcs M KayecTBO MPEIOCTaBICHHS
YCIYTHM, MeEpbl TMOAJECPKKM WIM CEpBUCA HE CBI3aHO MPSIMO CO BPEMEHEM,
HETIOCPEICTBEHHO HEOOXOAMMBIM /ISl KJIMEHTa, TO MEPCOHAIBHO MOJA00paHHbIE YCIYTH,
MEpbI NOJIEP>KKH M CEPBUCHI U3 KJIMEHTCKOTO CLEHAPUS JOKHBI PEAOCTABIAThCS (IpU
HAJIMYUU COTJIacusl OT KJIMEHTA) aBTOMAaTHYECKH B «OJMH KJIMK» OHJIAWH WU He Ooliee
5 MMHYT @IpUM JMYHOM B3aUMOJEHUCTBUM C COTPYJHUKAMH OPIraHOB BJIACTH WU
YIOJTHOMOYEHHBIX OpraHU3allHi, 000COOIICHHOTO YUPEKACHHUS, TJI€ B PEKUME «OIHOTO
OKHa» MPEIOCTaBISIOTCS YCIYTH, MEPHI MOIIEPKKUA U cepBUCHl kiueHTaM (MOL] «Moti
Ou3HeC», OpraHu3ai HHOPACTPYKTYPHI MOAECPHKKH).

4.5.7.5. Tlocne npeaocTaBiIeHUsl YCIyTy, Mepbl MOACPKKA WIH cepBUca (MU UX
COBOKYITHOCTH) U3 KJIUEHTCKOTO CIICHApUsl JIOJDKHA  (PUKCHPOBATHCS — OICHKA
YAOBJIETBOPEHHOCTHU KIIMEHTA.

4.5.7.6. Ecnu 1y1s1 IpUHATHUS pELIEHUs O MPENOCTABICHUHN YCIYT, MEP MOAACPKKU
WIH CEPBUCOB HEJIOCTATOYHO CBEJEHUI OT KJIMEHTAa HA MOMEHT B3aUMOJEHCTBUS C HUM,
TO OpraHaMd BJAacTH, YIOJHOMOUYEHHBIMU OpraHH3alUsIMH WIH 000COOJIEHHBIM
YUpEXKICHUEM, TIJI€ B PEXKHUME «OJIHOTO OKHa» MpPEeAOCTaBISIOTCA YCIYyTH, MeEpbl
NOJICP)KKH M CEPBHCHI KJIMEHTaM, 00eCredrBaeTcsi BO3MOXHOCTH 3amoOJHEHHUs (HopMm
JAHHBIX ¢ HeJocTaroleil nHdopmaleit o KI1eHTe.

4.5.7.7. PacueTHOE BpeMs Ha 3arnojHeHue GopM He JOJIKHO MpeBbimarh 10 MUHYT
3a CYeT ABTOMATHMYECKOIO 3alOoJHEHUs MOoJied (OopMbl CBEIEHUSIMH, KOTOPHIE paHee
BHOCHUJTUChH KJIMEHTOM M COJIEp>KaTcs B €ro ¢ poBoM npodure.

4.5.7.8. CBeneHus TOJDKHBI aBTOMATUYECKU MTONAAaTh B TPO(UITH KIIMEHTA U OBITh
JMOCTYIIHBI OpraHaM BJIaCTH M YIOJHOMOYEHHBIM OpraHU3alMsIM, YYacTBYIOIIUM B
MIPEIOCTABJICHUH YCIIYT, MEp TOIICP)KKH U CEPBUCOB.

4.5.7.9. Ilocne nmoxy4eHHus AaHHBIX OT KJIMEHTA, UX 00pabOTKH, OpraHaMU BIACTH
¥ YIIOJTHOMOYEHHBIMHU OPTaHU3aLUSIMH OCYIIECTBIISIOTCS CIEAYIOIIE TPOBEPKU:

1) aBromaTnueckas IIPOBEPKA MIPEAOCTABICHHBIX JAHHBIX Ha
HENPOTHUBOPEUMBOCTh  CBEJCHMSM, COJACpXKAIIUMCA B  HMH(DOPMALMOHHBIX
CUCTEMaX OPraHOB BJIACTH U YIIOJHOMOYEHHBIX OPraHU3aLUN;
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2) aHanu3 TPEJCTABICHHBIX JAHHBIX C TOMOIIBI0 ABTOMATHU3WPOBAHHBIX
TEXHOJIOTUH Ha MPaBOMOYHOCTb MPENOCTaBICHHS YCIYT'H, MEpbl MOJIICPKKU
WJIM CEpBHUCA.

4.5.7.10. Ilocne BBINOJHEHHS IPOBEPOK HA3HAYEHHBIE KIMEHTY IEPCOHAIBHO
YCIIyTH, MEpbl NOJJEPKKH M CEPBUCHI U3 KIMEHTCKOIO CLIEHApHs MpPeIoCTaBiISIOTCS
KJIMEHTY COTJIaCHO TPpeOOBaHUsAM, YKa3aHHBIM B myHKTax 4.5.7.2 — 4.5.7.5 Crannapra.

4.5.7.11. Ecnum mnoTpeOHOCTH KIUEHTa HeNb3sd YIOBJIETBOPUTH COTJIACHO
KJIIMEHTCKOMY CIICHapHIO, OpPTaHbl BJACTH U YIIOJHOMOYECHHBIC OPraHU3alIUN:

1) npenocTaBiIsIOT KIMEHTY WHGOpPMAIMI0 O NPUYMHAX, 1O KOTOPHIM HEJb3s
YZIOBJIETBOPUTH €0 MOTPEOHOCTH;

2) puKCUpYIOT B OTHOLUIEHUM KJIMEHTA CTaTycbl OO0 YJIOBJIETBOPEHUHU €O
OTpeOHOCTEH;

3) paccMaTpuBalOT BO3MOXKHOCTh pa3padOTKM HOBBIX WM PEUHKUHUPHUHTA
CYLIECTBYIOLIUX YCIYr, Mep MOJIEPK KM M CEPBHCOB, aKTyalIH3alUu
KIMEHTCKUX CLEHapueB B COOTBETCTBUM C TpeOoBaHusMH pasznena 4.4
Cranpapra;

4) MOoAACPKUBAIOT 06paTHYIO CBA3b C KIIMCHTOM B CJIy4dac, CCJIM BO3MOKHOCTb
YAOBJICTBOPCHUA €ro HOTp€6HOCTI/I IIOABUTCA ITIOCJIC AKTyaJIn3aluu
KIIMCHTCKOI'O CLICHAPUsA B 6y):[y1ueM.

4.5.7.12. Pe3ynpTaTOM pacCMOTpPEHUS U YJOBJIETBOPEHUS MOTPEOHOCTEH KIMEHTa
SIBJISIFOTCSI:

1) pe3ynbTarhl MPENOCTABICHUS B3aMMOCBS3aHHBIX YCIYr, MEp MOIICPKKH H
CEPBUCOB KJIIMEHTCKOTO CLICHAPUS,

2) cBefeHus B IU(POBBIX CHUCTEMax OPraHOB BJIACTH W OpPraHU3allMil O cTaryce
yJIOBJIETBOPEHUS NOTPEOHOCTEN KIMEHTa;

3) uadopmanys 0 MPUYMHAX, [0 KOTOPHIM HEJb3sl YAOBJIETBOPUTH MOTPEOHOCTH
KJIMEHTA;

4) noTpeOHOCTH  KJIMEHTa, B  OTHOUIEHMHM  KOTOPBIX  paccMaTpUBAIOTCS
BO3MOXXHOCTU pa3pabOTKM HOBBIX YCIYT U CEpPBUCOB, PEUHKUHUPHUHIA
CYIIECTBYIOLIUX YCIYT U CEPBUCOB, AKTyJIM3allUU KIMEHTCKUX CLIEHAPUEB.

4.5.8. OpraHpl BJacTH ¥ YHOJHOMOYEHHBIE OpraHU3alMu 0OECIEeUnBaOT cOOp U
00paboTKy 0OpaTHOM CBSI3U OT KIIMEHTA.

30



4.5.8.1. Knuenry aomkHa ObITh MpeAOCTaBlieHA BO3MOXXHOCTh OIICHMBAThH 4Yepe3
WHCTPYMEHTBI OOpaTHOW CBSI3W CTEINEHb YAOBICTBOPCHHOCTH KaXKIOW OTIEIHHOU
YCIIYTO#, MEPO MOJACPKKH U CEPBUCOM, a TAK)KE YJIOBJIETBOPEHHOCTH €TI0 MOTPEOHOCTH
B IEJIOM.

4.5.8.2. NnctpymeHTapuii 0OpaTHON CBSI3M JIOJDKEH COOTBETCTBOBATH TOYKAM
B3aMIMOJICHCTBUS C KJIMCHTOM H TIPEAINOJaraTh CIWHYI0 METOJUKY, ITO3BOJISIONLYIO
TIOJTyYUTh COIMOCTABUMBIC PE3yJIbTAThl BHE 3aBUCHMOCTH OT TOYKH B3aUMOJICHCTBHS C
KITUEHTOM.

4.5.8.3. Pe3ynbTaThl 00OpaTHON CBSI3U JIOJKHBI UCIIOJIB30BAThCS OpraHaMH BIacTH
Y OpTaHU3aIlMsSIMH VIS BBISBJICHUS U M3YUYCHUS TTOTPEOHOCTEH KIIMEHTA, TPOCKTHPOBAHUS
U PCHH)KUHUPUHTA YCIYT, MEp MOAJCPKKH M CEPBHCOB B IEJIAX MOBBIIICHHUS KadecTBa
KITUEHTCKOTO OTIBITA.

4.5.8.4. Knuenty nomxHa ObITh TIpeaocTaBlieHa HHGOpMAIUa 00 MCIOIb30BaHUHT
MOJIYYEHHOM OT HETO OOpaTHOM CBA3H.

4.5.8.5. O6001IeHHBIC TaHHBIC 0OpAaTHOM CBS3M, a TAKXKE MPHUHATHIC HA MX OCHOBE
pEIICHHsI OPTAaHOB BIIACTH M YIMOJHOMOYCHHBIX OPTraHU3AlHiA JODKHBI OBITh JTOCTYITHBI
HEOTPAaHUYCHHOMY KpYTy KJIHUEHTOB B pa3pe3ax >KM3HCHHBIX CHUTyallud, YCIyT, Mep
HOJIJICPIKKH M CEPBUCOB, TOUYCK B3aMMOICHCTBUS.

4.6. TpeOoBanmss K B3aUMOJCHCTBMIO ¢ OpraHaMM BJACTH H
YHOJIHOMOYEHHBIMH OPraHU3alUsIMA B THINOBBIX TOYKAX B3aMMOJAEHCTBHA C
KJIHEeHTaMH

VY kiuenra AomkeH (OpMUPOBATHCS MOJI0KHUTEIbHBIN OIBIT MPOCTOTHI U JIETKOCTH
OT B3aUMOJCHCTBHS C OpPraHaMu BJIACTU U YIIOJIHOMOYEHHBIMU OpraHU3ALUSAMU BHE
3aBUCHMOCTH OT KaHAJIa TAKOT'O B3aUMOJIECVCTBUSA:

1) undpoBrle  KaHaIBI W HUX TOYKH  B3aMMOJCHUCTBHUS:  MPOrPaMMHOE
B3auMozeiicTBue nocpeactsom API, MOOWIbHBIE NMPUIOXKEHUS, ODUITHATHHBIC
caThl (TTOpPTasbl), COMMAIBHBIC CETH, MECCEHIKEPHI, 4aT-00ThI, KOJII-IICHTPHI,
T0JIOCOBBIC TTOMOIITHHUKH;

2) opdnaitH-kaHambl W WX TOYKHM B3aUMOJCHCTBUS: OpraHbl BJAcTH U
YIOJTHOMOYEHHBIC OpraHU3aliKi, 000COOJIEHHBIE YUPEKICHUS, TJ€ B PEKUME
«OJTHOTO OKHa» MPEIOCTABIAIOTCS yCIYTH U cepBUCH kKineHTam (M®IL] «Moii
Ou3HEC», OpraHu3anuu HHOPACTPYKTYPHI TOAJEPIKKH ¥ HHBIE).

[IpenMymeCTBEHHBIMM ~ KAaHAJIAMM  B3aUMOJACHCTBHUS  JOJDKHBI  SIBJIATHCS
MporpaMMHOE B3aumojeicTBue nocpeactBoM API m oHnaliH-KaHaibl B3aUMOJICUCTBUS.
JlaHHble crOCcOOBI TUCTAHIIMOHHOTO B3aUMOJICHCTBHS SBISIOTCS COBPEMEHHOU (HopMoOii
B3aUMOJIEUCTBUS JIIOJEH, OM3Heca W rocyjaapcTBa Mexay co00il U CIOCOOCTBYIOT
pPa3BUTHIO IIM(PPOBBIX HABBIKOB OyAyHIMX TIOKOJEHUH U CHIXKEHHIO CTOMMOCTH
BHEJIPEHHUs HOBBIX YCIIYI' U CEPBUCOB.
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Bo3MoxHOCT gmOcTynma K yciayraM M CEpBUCAM  OpPraHOB BJAacTH U
YIOJHOMOYEHHBIX opraHu3auuii B odduaiiH-kaHamax JO0JKHA COXPAaHUThCS B BHJIE
aJIbTEPHATUBHBIX CIIOCOOO0B, YIOOHBIX /ISl ONPE/ICTICHHOTO TUIIAa KIIMEHTOB.

Heo6xonuMo y4uTBIBaTh OCOOCHHOCTH KJIMEHTOB C HEAOCTATOYHOU ITU(POBOI
TOTOBHOCTHIO UM JIOCTYIIOM K TIPOTPAaMMHO-TEXHHUYECKOMY OOECIEUEHUI0 M CETH
«HTEepHETY, a TAaK)KE NHOCTPAHHBIX KIUEHTOB.

Knuenty nomkHa ObITh JOCTYNHA IOJIHAS MCTOPUS B3aMMOJEHCTBUS C OpraHaMu
BJIACTU W YIIOJJTHOMOYEHHBIMH OPTaHM3alMsIMU B pa3pe3ax >KU3HCHHBIX CUTYyaluu,
IIPEAOCTABJICHHBIX YCIIYT, MEP IMOAICPKKU U CEPBUCOB, TOYEK B3aUMOCHCTBHS.

B pasacic nmpeacTaBICHBI Tp€60BaHI/ISI K BSaHMOHCﬁCTBHm C OpraHaMu BJIaCTH U
YIOOJIHOMOYCHHBIMU OPraHnu3alsIMU B TUIIOBBIX TOYKAX B3aI/IMOI[CI\/'ICTBI/I$I C KIIMCHTaMM.

4.6.1. IIporpammHoe B3auMo/ieiicTBUE nocpeactsoM API

4.6.1.1. UndopmaniioHHOE B3aMMOJICHCTBUE OPraHOB BJIACTH U YIOJIHOMOUYEHHBIX
OpraHM3alui C KIHEHTaMM, IPEANOJaralomee MNEPUOJANYECKUN HWIN  IMOCTOSHHBIN
XapakTep, JOJDKHO COIPOBOXAATHCS IMPEJOCTABICHUEM KIMEHTY IPOrPAMMHOIO
uHTepdeiica npunoxenus (API) mist monyyeHus u nepegauu HEOOXOAUMbBIX CBEICHU.

4.6.1.2. JInst mporpaMMHOTO B3aUMOJICHCTBUS JIOJKEH OBITh MPETyCMOTPEH JIETKO
U TOHATHO pealnu3yeMblil, OCHOBAaHHBI Ha E€JUHOM CTaHJAApTe IPOLECC NOIy4YEeHHUs,
YCTAaHOBKM W 3KCIUTyaTalluM HPOrpaMMHOIO OOECHEYEHHs, B TOM YHCIIE IOHSATHas
TEXHUYECKAasl TOKyMEHTALHS.

4.6.1.3. Ilpomecc NOAKIIOYEHUS  JODKEH  CONPOBOXKAATHCS  CEPBUCOM
KOHCYJITHUPOBAHUS KJIMEHTA B OHJIAWH pEeXHME TaKuM 00pa3oM, 4TOOBI CPEeTHHUI CPOK
HOJKJIIOYEHHUSI COCTABIIsUT He 00Jiee CyTOK.

[loaknrouenne K  OPOrpaMMHBIM — HHTepdeiicaM  NPUIIOKEHUH  JOJIKHO
OCYIIECTBIATbCI Ha O€3BO3ME3HOM OCHOBE M He TpeOoBaTh HCIOIb30BAHUS
JIOTIOJIHUTENIHOTO MJIATHOTO MPOTrPAMMHOI0 00eCIIeUeHMs.

4.6.1.4. HMcnonb3oBaHuE MNPOTPAMMHBIX HUHTEP(PENCOB MPHIOKEHUN JOJIAKHO
COOTBETCTBOBATh BBICIIEMY MEXKIYHApPOJHOMY YPOBHIO JOCTYIHOCTH, OBICTPOACHCTBUS
1 0€30I1aCHOCTH JITaHHBIX.

4.6.2. JlnuTenbHOE HAX0XK/IEHUE HA TEPPUTOPUSIX C OCOOBIM PEKMMOM IIPABOBOIO
peryIupoBaHus 1 HHPPACTPYKTYPHBIX 0OBEKTaX

4.6.2.1. B3aumoaelcTBUE KIMEHTOB, SBJSIONIUXCA JCUCTBYIOIIUMUA WA
NOTCHIIMAILHBIMU ~ PE3UJICHTAMU  OCOOBIX  DKOHOMUYECKHUX  30H, TEPPUTOPUUI
OTIEPEIKAIOIIETO COIMATHHO-9KOHOMHYECKOTO Pa3BUTHS HMHBIX CHEIUATBHBIX PEKUMOB
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IIPABOBOTO PETYJHMPOBAHUS, a Takke OOBEKTOB HH(PPACTPYKTYpHl TOIIEPKKH C
YOPaBJISIOMKUMH KOMITAHUSIMA M WHBIMH yYaCTHUKAMH, JOKHO OCYIIECTBIATHCS B
pamMkax MHU(PPOBON CEPBUCHOW IKOCHUCTEMBl KIMEHTCKOTO COIPOBOXKICHUS ITOJTHOTO
[IMKJIa OT MOMEHTa BO3HHMKHOBCHHS Yy KJIMEHTA IMOTPEOHOCTH CTaTh PE3UJSHTOM JI0
pean3anny 3asiBJICHHBIX LIEJICH, BKIIFOYAOIICH:

1) enMHyI0 TEXHOJIOTHYECKYIO TIaThopMy;
2) CepBUCHBIN HHCTPYMEHTAPUN yIpaBIEHUS JOTOBOPHBIMU OTHOLIECHUSMU;

3) cepBUCHl TMOKOW HAaCTPOWKH MPEIyCMOTPEHHBIX CHEIHAIbHBIX I[apaMeTpOB
peryJinpoBaHus;

4) cepBUCHI MPOAKTUBHOTO MIPEIOCTABICHUSI YCIYT, MEP TOJIEPKKH;

5) rubkuii WHCTpyMEHTapWii MOHUTOPHHTAa W KOHTPOJA 3(PPEeKTHBHOCTH U
pe3yJbTaTUBHOCTH B 3aBUCUMOCTH OT OCOOCHHOCTEH MNpOoWiIs KIWEHTa U
peau3yeMor UM JAESITETbHOCTH.

4.6.2.2. JInst KIMEHTOB JOJHKEH OBITH 00ECTIeYeH PeXUM HEeIUCKPUMHUHAIIMOHHOTO
JOCTyNa K HEOOXOJUMBIM Il OCYIIECTBIEHMS JESTENbHOCTU CcepBHcaM LU(PPOBOI
9KOCUCTEMBI, a TaKkKe 00BbEKTaM UH(PACTPYKTYPHI.

4.6.3. Ilogaua 3asBiI€HMII M HMHOE B3aUMOJEHCTBHE 4YEpPE3 MOPTaJbl OpPraHOB
BJIACTU U YIOJHOMOYEHHBIX OpraHu3alui

4.6.3.1. IlopTranbl opraHoB BJIACTU W YMOJHOMOYEHHBIX OpraHu3anui (mpajiee —
HOpTaJbl) JOJDKHBI OBITH HAINpaBlIEHbl Ha YAOBJIETBOPEHHE MOTPEOHOCTEH KIIMEHTa B
COOTBETCTBUHU C €ro npoduieM KIMEHTCKOIO0 CETMEHTa M >KM3HEHHOW cutyauuein. [lpu
NPOCKTUPOBAHUHM W pa3pabOTKe TMOPTANOB, OTACIBHBIX pa3AeioB WiH (yHKIMOHAIA
HOPTAJIOB JOJDKHBI TPOBOJUTHCS MCCIEIOBaHMs, HAIlpaBIE€HHbIE Ha BBISBICHHUE U
U3yYeHHUE MOTPEOHOCTEH KIIMEHTOB, B COOTBETCTBHH C TPEOOBAaHUSMH, ONHCAHHBIMH B
n. 4.3 Cranpapra.

4.6.3.2. Tlopransl AOMKHBI pa3padaThIBATbCS B COOTBETCTBUU C TPEeOOBaHUSMU
Hacrosimero CraHgapTa, pPyKOBOJCTBAaMHU IO KIHMEHTOLEHTPUYHOMY JHM3alHYy U
IPOTOTHIIHMPOBAHUIO YCIYT, Mep TMOJJEPKKH U CEPBHUCOB, pa3pabaTbiBaéMbIMU B
cooTBeTcTBUU ¢ TpeboBanusimMu Crangapra. Jlo MoMeHTa pa3pabOTKU U yTBEPKIEHUS
PYKOBOJCTB IO KJIMEHTOLEHTPUYHOMY JHU3aWHY W NPOTONHPOBAHUIO YCIYI U CEPBHCOB
HEOoOXO/IMMO Yy4YWTHIBaTh TpeOoBaHUsA Hacrosulero pasaena CraHaapra, a Takke
CICAYIOINX JCUCTBYIOINIMX TpeOOBaHUN HOPMATHUBHBIX IMPABOBBIX aKTOB U
METOJIMYECKUX aKTOB B OOJNACTH TMPEAOCTaBIEHUS B  DIEKTPOHHOW  ¢opMme
rOCYJJapCTBEHHBIX U MyHUIIUIIAJIbHBIX YCIYT:
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1) TpeboBaHusi K MPEIOCTABICHUIO B AJIEKTPOHHOM (OpMe rocyAapCTBEHHBIX U
MYHUIMIIANBHBIX YCIIYT, YTBEp)KACHHbIE NOCTaHOBieHHeM [IpaBuTenscTBa
Poccuiickoit ®enepanuu ot 26 mapta 2016 r. Ne 236;

2) Meronnueckue PpEeKOMEHJALUU II0 COBEPLICHCTBOBAHUIO I0Jb30BATEIBCKUX
uHTepQeiicoB (B YaCTH HaBUTALMM, MOMCKA, MPEJOCTaBIICHUS HHGMOpMAIIIM)
denepanbHOI TOCYIapCTBEHHON MH(POpPMAITMOHHON cucTeMbl « EnuHbIN mopTa
rOCYJIapCTBEHHBIX M MYHHUIMNAIbHBIX YCIyr (QYHKUMHA)» U OQUIMATIBHBIX
caiiToB (efiepajbHBIX OPraHOB MCIIOJIHUTEIBHOM BJIACTH M T'OCYAAPCTBEHHBIX
BHEOIO/IPKETHBIX ¢doH0B, UCIIOJIb3YEMBIX npu IIPEIOCTaBICHUH
TOCYAAPCTBEHHBIX YCIyTI B JJIEKTPOHHOM BHJIE, YTBEPXKICHHBIE IIPUKA30M
MuHucTepeTBa CBA3M M MacCOBbIX KOMMYHMKanmii Poccuiickonn Penepanuu
ot 16 okTsa6ps 2015 1. Ne 405.

4.6.3.3. B nensax peanu3anuu KIMEHTOUEGHTPUYHOTO MOJX0/1a UACHTU(DUKAIUA U
ayTeHTU(HKAIUS Ha TMOpTajaxX JOJDKHA MPOU3BOAMUTHCS TOCPEACTBOM (enepanbHOn
rocyJlapCTBeHHOW WH(OpManMoHHOW cucteMbl «EnuHas cucrema HISHTHU(PUKALMU H
ayTeHTU(UKanuu B MHQpacTpyKType,  oOecnedyuBaromeil  MHPOPMaLHUOHHO-
TEXHOJIOTUYECKOE B3aUMOJICHCTBUE WH(MOPMAIIMOHHBIX CHUCTEM, HCIIOJIb3yEeMbIX IS
MPEAOCTABICHUS TOCYAApPCTBEHHBIX U MYHMIIMIAIBHBIX YCIYT B AJIEKTPOHHOU (popmer
(manee — ECHA) u ABISITHCS OHOKPATHOM.

IIpr Hamuyuu aBTOpPU3aLMM KIMEHTOB, a TAK)KE B 3aBUCUMOCTH OT COCTaBa
BHECEHHbIX MM npu peructpauuun B ECHMA npanHbix oOecreynBaeTcsi BBIOJHEHUE
CJIeIyIONTNX TPeOOBaHUM.

4.6.3.4. Knuenty nI0DKeH OBITh TPeMIokeH (YHKIIMOHAT B3aWMOJEHCTBHS C
MEPCOHAIBHBIM BUPTYAJIbHBIM HUQPPOBBIM MMOMOITHUKOM, COIMPOBOXKIAIOIINM KIHUEHTA
npu paboTe ¢ MOpTaJlaMi Ha OCHOBE M3YUYEHUS U BBISBIICHUS MOTPEOHOCTEH KIMEHTa B
COOTBETCTBUM C €ro MpoduieM KIMEHTCKOTO CErMeHTa W JKM3HEHHOW CcHUTyaluel, a
TaK)K€ KJIMEHTCKUM CIIEHAPUEM.

TpeGoBaHust K BUPTYaTbHBIM IIU(GPOBBIM TOMOITHUKAM JIOJIKHBI pa3pabaTbiBaThCS
[TpoekTHBIM O(QHCOM, OpraHaMM BJIACTH W YIOJHOMOYEHHBIMH OpTaHU3AlMUSIMH Ha
OCHOBE aHaJIN3a KIMEHTCKOTO OIBITA, TOTPEOHOCTEN KIMEHTOB.

4.6.3.5. TlpoexkTupoBaHue U pa3paboTKa MOPTAJIOB JOJKHBI MPETyCMAaTPUBATH
BapUAHTHI peasIn3allii YaT-00TOB JIJIsl OTIEPATUBHOTO B3aUMOJICHCTBUSI C KIIUEHTOM.

4.6.3.6. Jlomwken ObITh obOecriedeH  MEPCOHU(PUIMPOBAHHBIA  MOIXOM,
HPEINOIaratOIIHi:

1) nmpuopuTH3aLMi0 OTOOpaKEHUSI WHIUBHUAYAJIbHO MOJIOHMPAEMBbIX, JOCTYMHBIX U
MOTEHIIMAILHO HEOOXOMMBIX ISl yJIOBJIETBOPEHUSI MOTPEOHOCTEH KIMEHTaM
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yCIIyT, MEp TOJIEPKKH M CEPBUCOB B 3aBUCHMOCTH OT MPO(HIIA KIMEHTCKOTO
CEerMEHTa U KU3HEHHBIX CUTyallul KIINEHTA;

2) HanM4Me CChUIOK Ha YCIYTHM, MEpbl MOAJEPKKH M CEPBUCHI, YKU3HEHHbIE
CUTYallMH U UHYIO HH(OPMALUIO, TOTEHIIMAIBHO MOJIE3HbIE IS KIUEeHTA.

4.6.3.7. Ilpu B3auMOJIEHCTBUH C TIOPTAJIOM HEOOXOAMMO OOECIEeUUTh MOHUMAaHUE
KJIMEHTOM, B KaKOW TOYKE KJIMEHTCKOrO CIIEHapHUsi OH HaXOJUTCS, KAaKhe Tarbl UM YXKe
NPONJICHBI 71l YAOBIETBOPEHHSI €ro MOTPeOHOCTEeM B paMKax >KU3HEHHOW CHUTyaluu, a
KaKue JeHCTBHS HEOOXOAMMO BBITIOTHUTD JaJIbIIIE.

[Tociie coBepuieHUsT KIMEHTOM KaXKJIOTO JIEMCTBHS JOJDKHO  BBIJABATHCA
ABTOMAaTUYECKOE TMOJTBEPKIACHUE YCHIEIIHOCTH WM HEYCHENTHOCTH O0paboTKH €ro
JICUCTBUN Ha IOpTaIax.

4.6.3.8. KnneHT nomkeH UMEeTh BO3MOXXHOCTh MOJYYHTh CTaTyC PELIEHUS €ro
BOIIPOCOB B JIMYHOM KaOMHETE Ha MopTalie, a TakKKe JOMOJHUTEIBHO M0 yI0OHOMY s
HEro KaHaly CBS3H.

4.6.3.9. B nensx MHUHMUMH3AIUMU 3aTPAYMBAEMOTO BPEMEHH M YCHJIHMM KIMEHTOB
IIpU 3alI0JTHEHUHU GOPM JOJKHO 00€CTIEYNBATHCA CAEAYIOLIUM:

1) MHTYUTHUBHO NOHATHBIM UHTEP(ENCOM C BCIUIBIBAIOIIMMH MOJICKa3KaMHU;

2) aBTOMaTUYECKUM 3aloJHEHUEM TIoJIed CBEICHUSIMH, KOTOpbIE paHee VxKe
BBOJIWJIMCH KIIMEHTOM U COZIEPIKATCS B €ro mpoduIe;

3) BU3yalbHBIM BBIJICJICHUEM O00S3aTeIbHBIX ISl 3alOJHEHHS TOJIeH, a TaKkxke
yKa3aHUEM IOCJEACTBUN NMPU HE3aNOJIHEHUH HEO03aTeIbHBIX;

4) HanuYMeM IMO/ICKAa30K MPU HaBECHUH HA KOHKPETHBIE MOJIst ()OPMBI;
5) peanuzanueii BbINaJalOMIMX CIUCKOB C IIOMCKOM I10 BXOXKIEHHIO;
6) peanuzanuen ro10coBOro BBoJa HHPOPMaLUK;

7) COXpaHEHHEM TPOMEXYTOUHBIX pE3yJbTaTOB 3amojHEHHs (QOopM  IMpu
IIOBTOPHOM BXO/I€ KJIMEHTA HA IIOPTAJIbI.

4.6.3.10. 1 uckiroyeHus: HEOOXOMMOCTH HAIPABJICHUS TOBTOPHBIX 3asBJICHUN
M0 TPUYUHE OMIMOOYHBIX JAHHBIX MPHU 3aMOTHEHUH UHTEP(ENCHBIX GopM HEOOXOAUMO
00eCTIeunTh HHCTPYMEHTHI (POPMATHO-JIOTUIECKOTO KOHTPOJIS:

1) BBIOOp 3Ha4YeHW W3 KOHTPOJUPYEMBIX CIIMCKOB HAa OCHOBE CTaTHYHBIX
CBEJICHUU;
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2) onucanue ¢popMara BBOJA IAHHBIX IS MAOJIOHHBIX CBEACHHIA,
3) 3ampeT Ha BBOJI HEBO3MOXHBIX JIAHHBIX.

4.6.3.11. Coobmenusi cuctemMpl 00 OmHMOKax KIUEHTA JOJKHBI COJIEP)KATh
OJHO3HAYHOE OIHCaHHWe CHOCO0OB ee wmcmpasieHus. MHbopmupoBanune 00 ommoOke
JOJDKHO COJepXaTh ee omucanue. HemomycTuMo yka3aHHE TOJBKO CHCTEMHBIX KOJOB
OLINOOK.

B ciyyae HEKOppEeKTHOro 3amojHEHHs MOJsl, HAaXOJAIIerocs B 4acTh (OpMbl
BBOJ]a, HE OTOOpaXEHHOM Ha OJKpaHe, MpH IMONBITKE OTHPAaBKU (OPMBI JIOJKEH
IIPOMCXOJUTH aBTOMAaTHUECKUH NIEPEX0] K JaHHOMY II0JIIO.

4.6.3.12. Ha mnopramax no/pkHa OBITH oOOecleueHa KpyriocyTouHas paboTa
Cryx0b1 Texaudeckor nogaepxku (nanee — CTII) s onepaTuBHOTO pearupoBaHus Ha
oOpalleHusi KIIMEHTOB B CBSI3U C BBISBJICHHEM HWMH OIIMOOK, BKJIIOYAsl MCKAKEHUE WIIU
noTepro GyHKIMOHAIBHBIX BO3MOXHOCTeH. OnepatuBHbii goctyn kK CTII nomkeH ObITh
JOCTYIIEH Ha KaXJol ctpaHuile nmoptanoB. BosmoxHocTh obpamienus B CTII momkna
OBITh OOecrieyeHa MOCPEeICTBOM 4aT-00Ta WM JIF0OOro yAoOHOTO I KIMEHTa KaHala
CBSI3U.

4.6.3.13. Tlpu orcyrctBum aBTopusanuu kiaueHta B ECHUA momkHbI OBITH
JOCTYTIHBI:

1) o6mias uabOpMaIUs O KU3ZHEHHBIX CUTYaIUsAX U OMHCAHUEM KJIMEHTOB;

2) obmass wuHpoOpManuia 00 yciayrax, Mepax TMOJJepX KA U  CepBUCAX,
MPEOCTABISIEMBIX KIIMEHTaM, a Tak)Ke MOPSIA0K U TIpaBuila UX MOTyUYCHHUS;

3) ycimyrd, Mepbl TOJJIEPKKA W CEPBUCHI, MOJYYCHHE KOTOPBIX HE Tpedyer
aBTOpHU3AIMM KIueHTa (Hanmpumep, nmpoepka MHH);

4) pa3bsCHEHHUS O Pe3yJIbTaTax BBIABJICHUS W M3YyUYEHUs TUIOBBIX MOTpPEOHOCTEHN
KJINEHTOB;

5) cnpaBouHass uH(OpMauMa Il KIMEHTOB, YacTO 3aJaBacMbl€ BOIIPOCHI,
oOyyarolmue MaTepuaibl, BKJIOYas BHJICOPOJIMKH, 0Omas HHPopMauus o
BpeMEHU 00pabOTKU 3asiBIIEHUH, KOHTAKThl OPraHMU3allUi, OTBETCTBEHHBIX 3a
IPEJOCTaBICHNUE YCIYI U CEPBUCOB, B TOM YHCIE ajpeca 0(UCOB i JINYHOIO
IpreMa KIMEHTOB, KOHTAKThI CIIy>KObl TEXHUYECKOM MOIEPHKKU.

MoOunabHbIE BCPCHUHU IIOPTAJIOB AOJIZKHBI BKJIIOYATb q)YHKHI/IOHaJ'I IIOpPTaJIOB B
II0JIJHOM 00BbeME U HE AOJDKHBI BBIHYXKIATh KIIMCHTOB IEPECXOAUTh HA ITOPTATI B CBA3H C
OrpaHUYCHUSAMHA BO3MOKHOCTEH MMOoJIyuCHuda YyCiIyr, MCp HTOAACPKKHU U CCPBHCOB
IMoCpcaACTBOM MOOMJIBHBIX Bepcnﬁ. HpI/I 5TOM B MOOHMJIBHBIX BCPCUAX HOOJIZKHBI
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pasMemiaTbCA CCBUIKU I MEPEXOJa HAa APYIrUC KaHaJIbl BSaHMOHCﬁCTBHH C OopraHamMu
BJIACTH U YIIOJTHOMOYCHHBIMHU OpTraHU3alUAMU.

4.6.4. MoOunbHBIC TIPUITOKCHHS

4.6.4.1. B3zaumoneicTBIE KIMEHTOB C OpPraHaMHU BJIACTH M YINOJIHOMOYEHHBIMHU
OpraHu3alusMU uYepe3 MOOWIbHOE MPUIOKEHUE IOHKHO OTBeYaTh TPEeOOBaHUSAM K
nopraiy coriacHo I1. 4.6.3 Crangapra U sIBJIATbCS €ro aJalTUPOBAHHON BEPCHUEM.

4.6.4.2. MobOunpbHOE TNPUIIOKEHUE JOHKHO OO0ECIeuynBaTh BO3MOXKHOCTH
COBMEIICHHS TPUJIOKEHUSI C OCHOBHBIMU TUIaMHM Tuiatdopm, Takux kak 10S, Android, a
TaKXKe agantauuu 1oj obHoBieHus rwiardopm. Ilpu amanranuu MOOWUIIBHBIX BEPCHIA
HOPTAJIOB HEOOXOJUMO YUYUTHIBATH BO3MOYKHOCTU M OIPAaHUYEHUS OCHOBHBIX THUIIOB
mwaTGopm.

4.6.4.3. Jloctyn K 3arpy3ke M yCTaHOBKE MOOWJIBHOTO TMPUJIOKEHHS OPraHoOB
BJIACTU M  YIOJHOMOYEHHBIX OpraHu3aluid JOJDKEH OBITh OOIIEeTOCTYMHBIM U
OecIIaTHBIM.

4.6.4.4. B3auMojeicTBHE KIMEHTOB 4Yepe3 MOOWIIBHOE MPHIOKEHUE HTOJIKHO
obecrnieunBaTh 0€30MACHOCTb U KOH(PUIEHIINATBHOCTh JAHHBIX KIUEHTOB.

4.6.4.5. B MOOWIbHBIX NPUIOKEHHUSIX OPraHOB BIACTH U YIMOJHOMOYEHHBIX
OpraHu3alui J0oJKHA OBITh HACTPOEHA CUCTEMa MNEepCOHANbHBIX push-yBenomiieHuil,
NO3BOJISIIOIIMX OTKPBIBATh MpuiioxkeHue. Push-yBenomieHus AOMKHBI JETUTBCA Ha
KaTE€rOpuu:

1) KOHTEHTHBIC, TPEAOCTABIAIONINE HHPOPMAIMIO 00 YyCayrax M CepBUCAX
OpPraHoB BJacCTH U  YNOJHOMOYEHHBIX OpTraHU3alMi, WHIUBUIYATBHO
noJ0UpaeMbIX,  JOCTYNHBIX W MOTCHIMAIbHO  HEOOXOAUMBIX IS
YJOBJICTBOPEHUS] TIOTPEOHOCTEH KIMEHTa B 3aBUCHUMOCTH OT €ro MpoQuiis
KJIIMEHTCKOT'O CETMEHTA M YKMU3HEHHBIX CUTYaIlui, COOOIIAIOIINE O Pa3MEIICHUH
HOBOTO OIPOCa KIIMEHTOB U JIPYTHE;

2) TpaH3aKIIMOHHbIE, OMNOBEIIAIOIINE O CcTarycax IOJIy4aeMbIX YCIyr, Mep
NOJJIEPKKU U CEPBHUCOB, YBEAOMIISIOUIME O MOATBEPKACHUU OIUIATBI U O
JIPYTUX OpraHU3aIMOHHBIX MOMEHTAX;

3) TpurrepHble, MNOOYXXJIAlOIIME KIMEHTa K COBEPLICHUIO OMPEACIICHHBIX
NENCTBUM, B TOM YUCJIE HATIOMUHAOIINE O 3alUCSIX Ha OYHBIM IPUEM B OpraHbI
BJIACTH M YINOJHOMOYEHHbIE OpraHu3aluu, 00 HCTEKAlolIeM CpPOKe Iepeaaydu
JAHHBIX B OMNPEIEJICHHBIX >XU3HEHHBIX CUTyalUsX, MpeAJiararollne OLICHUTh
Ka4yeCTBO MOJIYYEHHBIX YCIYT, MEP MOAJIEPKKH U CEPBHUCOB.
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Jlns  knueHTa JOJDKHA OBITh pealii30BaHa BO3MOXKHOCTH WHAMBHUAYaJIbHO
HACTpauBaTh YaCTOTY M KAaTErOPUHU PACCBUIKU push-yBeIOMIICHHI, a TaKX e MOJHOCTBIO
OTKJIIOYATh UX.

4.6.5. Yar-00TBI M IMCPCOHAJIBHBIC YaTbl B MCCCCHIKEpAX U COHOHUAJIbHBIX CCTAX,
T'OJIOCOBBIC ITOMOITHHUKHN

4.6.5.1. B nensix obecrieueHrss KOMMYHUKALUU C KJIMEHTaMU O YAOOHBIM st
HUX KaHajaM CBSI3M, a TaKXKe B I[ENIX ONTUMHU3AalUU pPabOTHl OPraHOB BJACTH H
YIOJTHOMOYEHHBIX OpPraHM3ali HEOOXOIUMO HCIONb30BATh BUPTYATbHBIX HU(POBBIX
MIOMOIITHUKOB, pa3paboTaHHBIX Ha 0a3e MAIIMHHOTO OOY4YEHUs, B TOM YHUCJIE 4aT-00TOB U
TOJIOCOBBIX TIOMOIITHHKOB.

4.6.5.2. C y4eToM THUNOBBIX NOTpeOHOCTEH M MpodmiIel KIMEHTCKOTO CerMeHTa
IpyY KOMMYHUKAIIMM HEOOXOAMMO HMCIOJIb30BaTh HauboIee MOIXOAIINE A1l HUX TUIIBI
U(PPOBHIX TOMOIITHUKOB: TEKCTOBBIE, TOJIOCOBBIC MIIM MX KOMOHWHAITHSI.

4.6.5.3. IudpoBeie TOMOIIHWKK JIOJDKHBI ~ 00OECIEYMBATH  BBITIOJIHCHUE
clenyromux QyHKIUI:

1) undopmrpoBaHue U KOHCYJIbTUPOBAHUE;
2) aBTOMaTU3alMsl pyTUHHBIX ONEpaLMii;
3) nonyuyeHue oOpaTHOM CBSI3U OT KIMEHTOB.

4.6.5.4. Tlpu wucnonb3oBaHuHM IMGPOBOTO TOMOIIHUKA JOJDKHA IMPOUCXOJIUTH
uAeHTU(UKALUs KIMEHTa U ero NpoQuiis KIMeHTCKoro cerMenta. Ecnu nndopmanus o
KJIMEHTE OTCYTCTBYET, MCIIOJIb3YETCSl YHUBEPCATBHBIA MPO(UIh KIMEHTAa HA OCHOBAHHUU
JAHHBIX, MOJIYYEHHBIX B pE3yJibTaTe€ aHalu3a KIMEHTCKOro ombita (pasgen 4.3
Cranpnapra).

4.6.5.5. Ecnu KIIMEHTOM BBEIEH HETUIIOBOM 3alpoC WIM KOMaHJa, TO B Cllydae
HaiileHHoro Hamboyiee MOXOMASAIIET0 BapuaHTa HEOOXOAMMO YTOYHUTH, BEPHO JIU
OIpe/ieIeH 3allpoc, B MHOM cllydae NpeAOoCTaBUTh NEpPBbIE TPU U3 CIMCKa Haubosee
BEPOSITHBIX BAPUAHTOB PELLIEHUS KIIMEHTCKOTO 3aIpoca.

4.6.5.6. Ilocne npeaoCcTaBI€HNU OTBETA KIMEHTY HEOOXOAMMO YTOYHHTD, pEelIeHa
au ero npobsieMa. B ciydae oTpuIaTeNbHOrO OTBETA CIEAYET NMPEAJIOKUTh YTOUHUTH
BOIPOC U MPEJOCTABUTH CIIUCOK MOTEHIIMAIBHO BO3MOKHBIX BAPUAHTOB.

4.6.5.7. OtBeTsl UHM(PPOBOTO TMOMOIIHUKA JIOJDKHBI TOJCTPAUBATHCS  TOJ
0COOEHHOCTHU PO KIMEHTCKOTO CerMEHTa.
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4.6.5.8. Bes unopmanus mo 3anpocaM KIHEHTa U Pe3ysibTaTaM yJIOBICTBOPEHUS
ero moTpeOHOCTe JO/DKHAa O00€3JTMYeHO COOMpaThCs IS AHAJTWUTUKH, BBISBICHUS
NPOOJIEMHBIX CUTYAIUi U IepeoOydeHHs IU(PPOBBIX TOMOIIHUKOB.

4.6.5.9. Anroputmbl paboThl TU(GPOBBIX MOMOIIHUKOB JTOJDKHBI pa3pabaThiBaThCS
Ha OCHOBE aHaiu3a MNpopuied KIUNEHTCKHMX CErMEHTOB, >KMU3HEHHBIX CHUTYallUi,
BBISIBJICHUS M H3yYEHUS MTOTPEOHOCTEH KIIMEHTOB.

4.6.5.10. Ha mo6oM sTarne B3aMMOJICUCTBUS ¢ MU(PPOBBIM MOMOITHUKOM JOJIKHA
OBITH JTOCTYyIHA BO3MOKHOCTBH TOJIyYEHHS OOpATHOM CBSI3M C OMEPATOPOM IO JIFOOOMY
yI0OHOMY JJIsl KIIMEHTA KaHaTy CBS3H.

4.6.5.11. Ilpu >xkenmaHuM KJIMEHTA TOJYYUTh OOPATHYIO CBSI3b OT oOIepaTopa B
MEPCOHAIBHBIX YaTaX MM MECCEHKEepax OTBEThl OPraHOB BJIACTH M YIOJIHOMOYEHHBIX
OpraHu3alui JTOJDKHBI OBITh M3JI0KEHBI B JIOCTYIHOM, MOHSATHOM M JIETKOW st
BOCIIpUATUS POpME.

4.6.5.12. Ilpyu KOMMYHHMKallMM C KIMEHTOM B MEPCOHAIBHBIX YaTaX B
MECCEHIKEpax  JIOMYCKAETCS  MCIHOJIb30BAHHE  CMAIIMKOB,  JEMOHCTPHUPYIOIIHNX
MO3UTHUBHBIN HACTPOU U «KHUBOE» OOIIECHUE C KIIMEHTOM.

4.6.6. CounanbHble CeTH, MyOJINYHBIE YaThl B MECCEHIKepax
4.6.6.1. B3anmopeicTBUE ¢ KIMEHTOM JIOJHKHO MHUIIMMPOBATHCS B CIIyYasx:

1) obunmanbHOrO  OOpalieHusi K MOPEACTaBUTENI0 OpraHa BIAcTU WU
YIOJIHOMOYEHHOM OpraHu3aluy;

2) yHOMHUHAHUS OpraHa BJAacTH WJIM YIOJTHOMOYEHHOW OpraHu3alli B TEKCTE
COOOIIEHNSI, KOMMEHTAPUS WU 3aIUCH;

3) KOMMEHTUPOBaHUs  OQUIMAIBHOW  3amMcH  OpraHa  BJIAacTH  WIH
YIOJIHOMOYEHHOM OpraHu3aluu.

4.6.6.2. Bpemst oTBeTa MNpEACTABUTENS OpraHa BJIACTU WJIM YINOJIHOMOYEHHOMU
OpraHu3aIuy Ha oOpalleHue KJIMEHTa B COLMANIBHBIX CETAX, YaTaX B MECCEH/DKEpax He
JIOJDKHO TIPEBBIMATh 4 49acoB Ui YIIOMHHAHHI® W 2 YacoB B ciiydae O(HIIHAILHOIO
oOpalleHrs Wi KOMMEHTapHs K 3aIUCH.

3 YrnoMuHaHHWE — CIICIMANIbHBIA TEXHHYECKHH (YHKIHOHAN, NPEIYCMOTPCHHBIH pa3padOTYMKaMU COLMAIBHBIX
ceTeil M MeCCeH/KEPOB, MO3BOJISIIOLINN OCPEACTBOM CIMTHOTO HAITMCAHHS CUMBOJIA «(@» C IMEHEM II0JIb30BATENs
YIIOMHHATh COOTBETCTBYIOLIETO ITOJIL30BATENs] B TEKCTE COOOIICHHUS, 3alHCH, CTaThbH B COLMAIbHOW CETH WIIN
MecceHKepe. TEeKCT COOOMICHUS MOXET He OBITh HampsMyl0 aJpecoBaH MONb30BATENI0 (HANpHMEp, CTaThs
aZipecoBaHa HEOTPAHWYEHHOMY KpYTy JHI, C YIIOMHHAaHHEM B HEH Moib3oBaTeis). [lomp3oBaTens MOIydaeT OT
CHCTEMBI aBTOMATHYECKOE YBEJOMJICHHE B ITPOQUIIE O HATMYNY YIOMHHAHHS O HEM.
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4.6.6.3. OCHOBHBIMM IIaraMM  B3aUMOJEWCTBUS  OPraHOB  BJIAacTH U
YHOJHOMOYEHHBIX OpPraHMU3aliil MOCPEICTBOM OTKPBITHIX KAaHAJIOB CBSI3U C KIMEHTAMU
JTOJIKHBI OBITh:

1) onepaTuBHBIN aHAINU3 TOTPEOHOCTEN KIMECHTA,

2) NOArOTOBKA JAaKOHMYHOI'O COOOUIEHHS MO CYILIECTBY 3asiBJIEHHOTO BONpOCa C
MPOSIBJIEHUEM 3aMHTEPECOBAHHOCTHU B €T0 PEILICHUU;

3) B ciiyyae HEBO3MOXXHOCTH TPEJICTaBUTh KPATKUH OTBET HANPABJICHUE KIUCHTY
MpOoCKOBl O TEpeXoie B HUHAWUBUIyATbHBIE KAaHAJIBl CBSI3M JJISI BBISICHCHHS
JIOTIOTHUTENLHON HHPOpMAIUH.

4.6.6.4. Ecnu B3auMOAEHCTBUE OPraHOB BJIACTH U YIIOJTHOMOYEHHBIX OpraHU3aluii
MOCPEJICTBOM KaHAJOB CBSI3M HOCUT WH(MOPMATHBHBIA XapakTep, MyOIuKyemas
uH(pOpMaIHs T0JKHA OBITh aKTyaIbHOU, JOCTOBEPHON U COOTBETCTBOBATH OUITUATBHON
MO3UIIMK OPTaHOB BJIACTH U YIIOJHOMOYEHHBIX OpraHU3aIUH.

4.6.6.5. OrtBeTbl OpraHoB BJIACTH U YIOJHOMOYEHHBIX OpraHM3aluil Ha
oOpalieHus] WM KOMMEHTAPHH KIMEHTOB B COLMAIBHBIX CETSIX U IMyOJMYHBIX YaTax B
MECCEHKepax JOJDKHBI OBITh W3J0KEHBI B JOCTYIHOHW, TOHSATHOW W JIETKOH IJis
BOCTIpUSITHS popMe.

4.6.7. TluceMeHHOe B3aMMOJEHCTBHE (dJEKTpOHHAs TouTa (e-mail), mHCHMO,
COOOIICHNE B TUYHOM KaOWHETE)

4.6.7.1. B3aumojeiicTBrE ¢ KIMEHTOM 4Yepe3 MMChbMEHHBIC KaHaIbl CBSI3U JOJIKHO
BKJIFOUAThH B CeO4:

1) mpoakTBHOE B3aUMOJEWCTBHE, WHUIMUPOBAHHOE OpPraHaMHM BIACTH H
YIIOJIJHOMOYCHHBIMU OpraHu3anUsIMU (pacchbUIKU-TIPEATIOKEHMS,
MPEIBOCXUIIAIOIINE MOTPEOHOCTH KIMEHTOB, B TOM YHCJIE MPH HACTYIUICHUH
OIPE/IEJIEHHBIX JKU3HEHHbBIX CUTyaluil);

2) B3aUMOJICCTBUE, WHUIMUPOBAHHOE KIMEHTaMu (oOpallleHus KJIMEHTOB B
OpraHbl BJIaCTH U YIIOJHOMOYEHHBIC OPTaHU3ALINHN ).

4.6.7.2. PaccpUlKM, MHULIMHUPOBAHHBIE OpraHaMH BJIACTH U YIOJHOMOYEHHBIMHU
OpraHU3aIUsIMH, TOJDKHBI TPOU3BOIUTHCS TOJIBKO MPU HAJTMYHMH COTJIAacHUs KIIMEHTA.

Kmuent AOJDKCH MMCETh BO3MOKHOCTb OTIIUCATHCA OT PACCBUIKM KaXJOro THUIIA, a
TAaKXXC HACTPpaUBATb 4aCTOTY UX IIOJIYUYCHUA.
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Paccpiiku  1OMKHBI  OBITH MEPCOHATIM3UPOBAHBI MOJ MPOGUIN KIMEHTCKOTO
CETMEHTa, MOJyYCHHBIEC B pe3yJIbTaTe aHAIN3a KIMEHTCKOTO OMbITA, COAEPKATh SAUHYIO
CTPYKTYPY M3TIOKEHHS U OCOOCHHOCTH TpEICTaBIeHUsT (POPMBI HH(OPMAITUH.

DJIeKTPOHHBIE PACCBUIKH JOJHKHBI BKJIIOUATh B c€0S KPATKYIO COACPIKATEIbHYIO
uH(pOpMaLIUIO ¥ ONMHUCAHHUE IIEJICBOTO JACHCTBUS KJIMEHTA, MPU 3TOM B3aUMOJCHCTBUE C
PAacCBhUIKON JTOKHO MPOU3BOJIUTHCSA B «OJHMH KJIMK» C LEJIbI0O MUHUMH3ALMUU JIEUCTBUI
KJIMCHTA.

4.6.7.3. TlucbmenHoe oOpallleHHE, WUHUIIMUPOBAHHOE KIMEHTOM M TpelOyroliee
o0paTHOI CBSI3U, JOMKHO aBTOMATUYECKU KIIACCU(PHUIIMPOBATHLCS 110 TEME, HACTPOCHUIO U
COJIep)KaHHMIO MUChMAa. B 3aBUCHMOCTH OT JaHHBIX XapaKTEPHUCTHUK, a Takxke mpoduis
KJIIMEHTCKOTO CETMEHTA JOJKHBI BBICTPAUBATHCS MPUOPUTETHI, OMPEACIATHCS CPOKHU
MOATOTOBKH OTBETA U OTBETCTBEHHBIE JIUIIA.

[Tocne mostyyeHHs MUCbMa, UHUIMMPOBAHHOTO KJIMEHTOM, B Te€ueHHE 24 4acoB
HEOOXO0IMMO TIPE/ICTABIISATh MIEPBUYHYIO OOPATHYIO CBSI3b C YBEJIOMIJICHHEM O TIOJNyYCHUU
nucbMa. OTBET JOJKEH COAEPKaTh:

1) npuBeTcTBUE;
2) GraroapHOCTb 32 MOTPAuEHHOE BpeMs;
3) cpok Ha MOATOTOBKY OTBETA U (WJIN) pelIeHUs] BOIPOCa,

4) nepBUYHBbIE PEKOMEHAAIIUU ISl KJIMEHTAa B KAYECTBE «IEPBOM MOMOIIN» s
BO3MOJKHOM JIOKAJTU3AIMH TPOOIEMBI.

21.]'[5{ NpCAOCTAaBICHUA HWCUCPIBIBAIOINICTO OTBETA HaA 06pameHHe KJIMCHTAa B
COOTBCTCTBHU C €TO HOTpC6HOCT$IMI/I nu HpO(l)I/IJ'ICM KIIMCHTCKOT'O CCrMCHTA OPraHbl BJIACTHU
151 YHOHHOMOquHOﬁ opranmu3anyvu A0JIZKHBI:

1) 3akpenuTh KOMIETEHTHOTO OTBETCTBEHHOI'O COTPYJIHUKA 3a TOAXOJSIINM
npoduiieM KIMEHTCKOTO CEeTMEHTa Ui B3aUMOJCHCTBUS C KIMEHTOM Ha
IPOTSHKEHUU BCEro NMepHrojia ero oopaiieHuit mo npooiaeme;

2) yoenutbcs B YETKOCTM  IOHUMAaHUs NOTpeOHOCTEH  KIMEHTa, IpHU
HEO0XOMMOCTH — CBSI3aThCS C KIIMEHTOM Il yTOUHEHUS CIIOPHBIX MOMEHTOB;

3) opraHu3oBaTh BbIE3[ HAa MECTO JJIS SKCTPEHHOTO YpETrYJIMpPOBAHHS BOIPOCA,
MOJTydeHus] Hemoctaromeil wHpopMmanun win Oojiee TIIyOOKOro aHaln3a
poOeMbl (TIpU HEOOXOIUMOCTH);
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4) mpoaHaIu3upOBaTh MPOPUIL KIHEHTa, UCTOPHIO €ro OOpaIlleHHH, 3aIpOCUTh
uHpopMalUi0 O KIWEHTEe WIM MpodiieMe B paMKaxX MEXBEIOMCTBEHHOTO
B3aUMOJICUCTBUS;

5 ) IIOAIrOTOBHUTL IIPOCTBIC W IIOHATHBIC OTBCTbBI HaA IIOCTABJICHHBLIC BOIIPOCHI,
MHUHUMU3HUPYSA HAIMOJHCHHUC TCKCTAa CCBUJIKAMHU Ha HOPMATUBHLBIC IIPAaBOBBLIC
AKThI.

OTBEeTHl OPraHOB BJIACTM U YMOJHOMOYEHHBIX OpraHM3alvil MpU MUCbMEHHOM
B3aUMOJCHUCTBUM JOJDKHBI OBITh HW3JI0KEHBI B JOCTYMHOW, MOHSATHOM M JIETKOW st
BocpusiTHs Popme ¢ ydeToM MpOoHIis KIMEHTCKOTO CErMEHTa U €ro MOTPEeOHOCTEH.

4.6.74. Ilpu KOMMYHUKAIIMM TIOCPEJACTBOM OJJICKTPOHHBIX CPEJCTB CBS3HU
(onmexTpoHHass mouta (e-mail), cooOmeHus B JTUYHOM KaOMHETE) JODKEH OBITh
peIycMOTpeH (PYHKITMOHAN OBICTPON OOpAaTHOM CBSI3U MOCPEICTBOM IIKATIOBOU OIEHKU
(OayubHas 1IKana, IMIKaJla CMAaHIMKOB, TEKCTOBA ILIKaJla U APYTHE).

4.6.8. TenedoH (KOMI-IIEHTP) OPTaHOB BJIACTH U YIIOJTHOMOYECHHBIX OpPTraHU3aIHiA

4.6.8.1. KnueHT MOHKEH MMETh BO3MOXKHOCTH OOpaTHUTHCS B OpraHbl BIACTH
YIOJHOMOYEHHBIE OpraHu3aluy Mo TenedoHy B Jt000e y1oO0HOE BpeMs KPYIJIOCyTOYHO
u 0e3 MmepephIBOB MPU MAaKCUMaJIbHOM YPOBHE KIMEHTOLIGHTPUYHOCTH B COOTBETCTBHH C
pazaenom 6 Cranaapra.

4.6.8.2. JlomxHbl coONonaTbcd TpeOOBaHUS K pPEUYM M HMHTOHALUUSAM IpU
Tesie()OHHOM Pa3roBOpe COTPYAHUKA C KIMEHTOM:

1) B Hayasne pasroBopa C KJIHEHTOM COTPYAHHUK JOJDKEH MONPUBETCTBOBATH
KIIMEHTa, MPEACTaBUTbCA ¢ ykazaHueM cBoux @OUO, nomwxHOCTH W
HAaUMEHOBAaHMUS OpraHa BJAacTH WJIHM YIOJHOMOYEHHOW OpraHM3aluy, a 3aTeM
YTOUYHHTH CYTh BOIIPOCA KIJIMEHTA;

2) npu pasroBope C KJIMEHTOM JIOJKHA MCIOJIb30BAThCSI POBHAS, SMOLMOHAIBHO
HeHTpaslbHAass WM IO3UTUBHO OKpAaLEHHAas pedyb C KPaTKUMH M YETKUMHU
MH(}OPMaIIMOHHBIMU (pa3aMu;

3) B rosioce COTpyJHHKA HE JOJKHBI MPOCIEKUBATHCS MHTOHAIIMU Oe3pa3iuyus,
CKYKH, YCTQJIOCTH, HE3aMHTEPECOBAHHOCTH B YJIOBJIETBOPEHUU IMOTPEOHOCTH
KJIMEHTA;

4) peub COTPYIHUKOB JIOJDKHA OBITH I'PAMOTHOI: cienyeT Hu30eraTb CIHIIKOM
OBICTPOrO WJIM  CJMIIKOM MEJICHHOTO TEMIla pPEuYd, HCIOIb30BaHUs
MEKJIOMETUH, apXau3MOB, XaprOHHOM U IPOCTOPEYHOU JIEKCUKH, S3BIKOBOM
arpeccuu, oppo3Mu4YeCcKUX OUIMOOK, TABTOJIOTUH.
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4.6.8.3. C yueroMm >KM3HEHHOW CHUTyaluu, MpoQuis KIMEHTa U CYyTH BOIpPOCa
KJIMEHTa KOJHMYECTBO MEPEKIIOYEHUN Ha APYTUX COTPYAHMKOB JiA pEUIeHHs BOIpoca
KJIMEHTA HE JIOJKHO MPEBBIIIATH ABYX.

4.6.8.4. JlomxHbI OBITH pa3paboTaHbl BEpXHEYPOBHEBBIE CKPUIITHI PA3rOBOPOB MPHU
BXOJIAIIUX M MCXOMSIIUX 3BOHKAX COTPYAHHKOB OPraHOB BJIACTU U YIMOJHOMOYEHHBIX
opraHu3auui (COTpyIHUKOB KOJUI-LIEHTPOB).

4.6.8.5. Jlornka pasroBopa JI0JKHA ObITh BBICTPOCHA C UCIIOJIb30BAHHEM TEXHUKHU
AKTUBHOTO CJIYIIAHMS: UCIOJIb30BaHKE HABOMASIIMX BOMPOCOB KIHUCHTY JUISl MTOAPOOHOTO
BBISICHEHUS €r0 OTPEOHOCTEN.

4.6.8.6. CBeneHus, MPEOCTABIISIEMBIC KJIMCHTaM, JTOJIKHEI OBITH
HCYEPNBIBAIOIIMMH, JOCTOBEPHBIMHU M COOTBETCTBOBATh IMOTPEOHOCTSIM KIIMEHTA,
OCHOBBIBaThCSI Ha 3apaHee IMOJrOTOBJICHHBIX THIIOBBIX BOINPOCAX M OTBETaX HA OTHU
TUIIOBBIC BOIIPOCHI.

4.6.9. JInuHbII pUEM B OpraHax BJIACTU U YIIOJTHOMOYEHHBIX OPTaHU3aIMAIX

4.6.9.1. K ocHOBHBIM NMpHHIHNIAM TPO(PECCHOHATBHOTO OOCTYKMBAHUS KIMCHTOB
OTHOCSITCSI:

1) BeXIJIMBOCTD U JOOPOKENATEIHHOCTh MPU B3aUMOJICHCTBUH C KIIUEHTOM;
2) 4eCTHOCTh U JJOOPOCOBECTHOCTH B paboTe;
3) obecnieueHre SMOMOHATIEHOTO KOM(OpTa KIHEHTOB;

4) BeIIepKaHHOE (KOPPEKTHOE) TIOBEACHHWE BHE 3aBHCHUMOCTH OT JHYHBIX
CUMIIATUN U aHTUIIATHUH;

5) yBaXK€HHE K MHEHUIO KJIMEHTOB;
6) OTepaTUBHOCTH M Ka4eCTBO 00CTY>KUBAHMUS,

7) couyBCTBUE M BHHUMATEIBHOCTh K JKajiobaMm (MpeTeH3HsiM) KIUEHTOB,
TOTOBHOCTh pa300paThCsl B BOSHUKILIEH CUTYaIIHH.

4.69.2. Jlna  moadepkaHWS ~ BBICOKOTO  YPOBHA  MpOo(ecCHOHAIBHOTO
00CITy’KUBaHUSI COTPYAHUK, OCYIIECTBIISIIOIINNA B3aUMOJIEHCTBHUE C KIIMEHTOM, JIOJKEH:

1) Bcerna nepBbIM MPUBETCTBOBATH KIMEHTA C J100pO’KeNIaTeIbHON UHTOHALMEH U
YJIBIOKOI;

2) noAACPKUBATH BEXKJIUBBIN TOH pas3roBopa M UCIOJb30BaTh TCXHUKY aKTHBHOI'O
CIyLIaHH:,
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3) B mpoiiecce oOmieHus: o0pamarbest K KIUEHTY IO IMEHH U OTYECTBY U Ha «Bb»
BHE 3aBHCHUMOCTH OT €r0 BO3pPacTa ¥ COLUAIBLHOTO MOJOKEHUS;

4) pa3bsiICHUTh  KIMEHTY  JCHCTBUS  COTPYJHHUKOB Ha  KaXJOM  JTale
MPEIOCTABIICHUS YCIYT U CEPBUCOB;

5) npenynpexxaaTh KJIMEHTa O HAMEPEHUU BPEMEHHO MOKUHYTh paboyee MEecCTO ¢
YTOYHEHHUEM 1I€JIM U BPEMEHU BO3BPAILCHHUS;

6) B ciaydae OOHApy>XEHHMsS KIMEHTOM OMIMOKM NPUHOCUTh W3BUHEHUS U
UCIIPaBIISTh €€;

7) comeiicTBoBaTh B pEIIEHMH MpoOieM B paMKax  JIEHCTBYIOILETO
3aKOHOJATENIbCTBA, & TAKKE MEXBEAOMCTBEHHOIO B3aUMOICHCTBHS;

8) B ciay4ae eciu KIMEHT TpeOyeT MPEeAOCTaBUTh €My KOHTAKTHI PyKOBOIUTEIS,
OPEJOCTaBIATh TelAepOH U MHbIE KOHTAKTHbIE JaHHBIE CTPYKTYPHOI'O
MOJpa3IeNICHHsI, OTBETCTBEHHOIO 32 KaUeCTBO OOCITYKHUBAHUS.

4.6.93. B cnydyae OTCYTCTBHSI TEXHUYECKOM BO3MOXXHOCTH TOJHOCTBIO
aJanTUPOBaTh OOBEKT C YYETOM TOTPEOHOCTEH KIMEHTOB C OTrpaHUYCHHBIMU
BO3MOXXHOCTSIMH ~ 37IOPOBbSI  JUII ~TAaKUX KIUEHTOB HEOOXOIMMO  00CCIeUnTh
MPEIOCTABJICHHUE YCIIYT, MEP MOJACPKKHA U CEPBUCOB IO MECTY HAXOKICHUS KIIUCHTA.

4.6.9.4. Tlpu npenocTaBIeHUN yCIyT, MEP MOAJIEPKKU U CEPBUCOB MHOCTPAHHBIM
JUIAM JIOJKHA OBITh IIPEIOCTaBIIEHa BO3MOXKHOCTh Pa3bsiCHEHUs] TPeOOBaHUM Ha SI3BIKE
MEXTYHAPOTHOTO OOIICHHS.

4.6.9.5. [lns ynoBIETBOpPEHHUS MOTPEOHOCTEH KIWEHTOB MPH MPEAOCTABICHUHU
yCIIyT, MEp TOJECPKKA U CEPBUCOB HEOOXOIUMO 3aKPEIUIITh 32 KaXKIbIM KIUEHTOM
KOHKPETHBIX COTPYJIHUKOB (MEPCOHAJIBHBIX MEHEIKEPOB), COMPOBOXKIAIOIIMX HX Ha
MPOTSHKEHUU BCErO MEpUoja MPEIOCTaBICHUS YCIYyT, MEp MOJJECPKKH U CEPBUCOB Kak
IpU JIUYHOM IPUEME B OpraHax BIACTHU U YNOJHOMOUYEHHBIX OpPraHM3allusiX, Tak U MpU
JaNbHEHIIeM B3aUMOJIEHCTBUN MTOCPEICTBOM HHBIX KAaHAJIOB CBSI3U.

[TIepconanbHbIl MEHEIKEP JOJKEH OCYIIECTBIATH B3aHMMOJCHCTBUE CO BCEMH
CTPYKTYPHBIMH MOAPA3AEICHUSIMUA OpPraHa BJIIACTH WJIM YIIOJTHOMOYEHHOW OpraHu3aluy, a
TaK)Xe MEXBEIOMCTBEHHOE B3auMOaelicTBHUE. B ero 0013aHHOCTH BXOIT:

1) momois B MPEAOCTAaBIECHUU YCIYr, MEP NOIJIEPKKHM U CEPBUCOB HCXOAS U3
NoTpeOHOCTEN KIIMEHTOB B TEKYIEH )KU3HEHHOW CUTYaIlUH;

2) non6op, uHOOPMUPOBAHWE U MPENOCTABICHHUE MOTEHIUATBHO HEOOXOAMMBIX
yCIIyT, MEp MOJICPKKHA U CEPBUCOB KIIMEHTY Ha OCHOBE aHAJIU3a €r0 MPOQUIIs.

44



VYV kimeHTta JOJIDKHa OBITH BO3MOKHOCTH CMEHHTH IICPCOHATIbHOI'O MCHCI?KEpa UIN
OTKa3aTbCA OT HETO.

HCpCOHaHBHLIfI MCHCJIKCP IOJIKCH O6J'IaI[aTB HaBbIKaMW KIIMCHTOLUCHTPUYIHOI'O
BSaHMOHCﬁCTBHH, ICPCUNCICHHBIMHA B PA3JCIIC 7 CTaHz[apTa.

4.6.10. BzanmopeicTBue yepe3 yrnoJHOMOYEHHOTO KIIMEHTOM MPEICTaBUTENA

4.6.10.1. KiiueHT nOJIKEH UMETh CEPBUCHYIO BO3MOKHOCTh YIIOJTHOMOYHUTH CBOETO
OPEACTABUTENS JJs1 B3aUMOJEHCTBUSL C OpraHaMHM BJIACTH M YHOJHOMOYEHHBIMU
OpraHu3alHUsIMU.

4.6.10.2. ITpu BBIOOpE TpECTABUTENS AJIsi OpTaHU3AIUK B3aUMOICHCTBHS T0KHA
OBITh BO3MOXXHOCThH TOAKIIOUCHUS MHGOPMAIMOHHON CUCTEMBI MPEACTaBUTENS, B TOM
YHUCJIe MpeayCMaTpUBarOIel HaTuIle UICKYCCTBEHHOTO MHTEIUICKTA.

4.6.10.3. Kmmenty pgomkHa ObITh JOCTynHa ToJHAs uWHMOpPMAMs O
B3aUMOJICHCTBUM TIPEACTaBUTENI OT HWMEHHM KJIMEHTa ¢ OpraHaMH BIJIACTH U
YIOJIHOMOYEHHBIMU OpTraHU3aIUsIMH.

4.6.10.4. KnmueHTy n0JDKHA OBITH JOCTYIHA YJ0OHAs CEpBUCHAs BO3MOXKHOCTH
CMEHBI WJIM 0TKa3a OT YCIIyT YIIOJTHOMOUYEHHOTO MPECTABUTEIIA.

4.7. TpeOoBaHHsl K CcepBHCAM II0 YCTAHOBJICHUI0 M KJHEHTCKOH OIleHKe
o0s13aTeIbHBIX TPeOOBaHM

4.7.1. Ha 06a3ze peectpa 00s3aTeNbHBIX TPEOOBAaHUW I KaKJIOro KIMEHTA
YIOJHOMOYEHHBIM OPIaHOM BJIACTU BEAETCS NEPCOHAIBHBIA UCUEPIBIBAIOIINI NIEPEUEHb
00s13aTeNbHBIX TPEOOBAaHUM, KOTOPbIE KIMEHT JODKEH COOMI0AaTh MPHU OCYIIECTBICHUU
IPEANPUHUMATEIBCKON UIIM NUHOM YIKOHOMUYECKON AEATEIbHOCTH.

4.7.1.1. Opraspl, OCYyHIIECTBISIONMIAE OICHKY COOJIOIEHUsT 00s3aTeIbHBIX
TpeOOBaHUM, JIOJDKHBI OCYIIECTBIIATh HAMOJHCHUE M aKTyalM3alldi0 CBEIACHHUI peecTpa
00s3aTeNbHbIX TPEOOBaHUI.

4.7.1.2. Peectp o0s3arenbHbIX TpeOOBaHUN JOKEH oOecreyuBaTh IS
YHOJHOMOYEHHOTO opraHa BO3MOYKHOCTD dbopmMupoBaHUS TIEPCOHATILHOTO
UCYEPITBIBAIONIETO MEPEYHS 00s3aTENbHBIX TPEOOBAHWN K KIIMEHTY NMPUMEHUTEIBHO K
KU3HEHHON CHUTyallud W TMPOQUII0 KIMEHTCKOTO CETMEHTa C YYETOM OCOOCHHOCTEH
BEICHUS IEITEILHOCTH.

4.7.1.3. HNudopmupoBaHue KIHEHTa O TMEPEYHE OOS3aTEIbHBIX TPEOOBAHMUIA,
KOTOpPBIE OH 00s13aH COOJIOIATh MPU OCYIIIECTBICHUH JCSITEILHOCTH, OCYIIECTBIISCTCS 10
yAOOHBIM KaHaJIaM CBSI3U B COOTBETCTBUH ¢ paznaeniom 4.6. Ctanmapra.
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4.7.1.4. Knuenty nomkHa ObITh oOecriedeHa BO3MOXHOCTH TOJTBEPKICHUS
yAOOHBIM CITOCOOOM OTHECEHHUSI K HEMY:

1) KU3HEHHOH cUTyaluu;
2) npoduiis KIMEHTCKOI'O CeTMEHTa;
3) o0s3aTenbHbIX TPEOOBAHUM.

4.7.1.5. Kinuenty pnomxHa OBITH JOCTYyIHa BO3MOXHOCTH JCKIApUPOBAHUS
HEMPUMEHUMOCTH JUIsl HEro 00s13aTeNbHbIX TPEOOBAHUN MO CIIEYIOIUM OCHOBAHMSIM:

1) KTMEHT HE OCYMECTBIACT NEATEIBHOCTH, HAa KOTOPYIO PACIPOCTPAHSIOTCS
TpeOOBaHUS;

2) MaTepHalibHbIE WK HeMaTepHallbHbIE OOBEKTHI, Ha KOTOpBIE
pacmpoCcTpaHsIOTCs 00s3aTeNbHbIE TPEOOBAHNS, KIIMEHTOM HE HCIIOIb3YIOTCA.

4.7.1.6. lns KIMeHTa AOJDKHBI OBITH OOECIeueHbl CEPBUCHI CaMOOOCIIEIOBAHUS U
KOHCYJIbTUPOBaHUS MO BompocaM (OPMUPOBAHHUS UM  BEJIEHUS IEPCOHAIBHOIO
MCUEPIBIBAIOLIETO MEePeyHs 005A3aTeNbHBIX TPEOOBAHMI MO YIOOHBIM ISl HETO KaHAIaM.

4.7.2. Omnepatopom Peectpa o00s3aTenbHbIX TpeOOBaHUN [OJKHA OBITH
obecrieueHa HACTpOMKa MapaMeTPOB KIMEHTCKOU OIEHKHU 00s3aTeIbHbBIX TPEOOBAHUMN.

4.7.2.1. B pamkax Peectpa o0s3arenbHbIX TpeOOBaHHM MOKHBI OBITH CO3aHbI
MHCTPYMEHTBl ~ HACTPOMKM  CIEAYIOUIMX  [apaMeTpoB  KIMEHTCKOW  OIECHKH
pa3pabaThIBaeMBbIX U IEHCTBYIOIUX 003aTeIHHBIX TPEOOBAHMIA:

1) )KW3HEHHBIE CUTYAINH;

2) BUJIbI OLICHOYHBIX MpoLeayp (OIEHKa PEeryjIupyIoLEero BO3JAECUCTBHS, OLIEHKa
(aKTHUECKOrO BO3JCHCTBHA, PACKPHITHE HHPOPMALNU, AHTHKOPPYHIIMOHHAS
9KCIEPTU3a, OLIEHKA IPABOIPUMEHEHUS U UHBIE);

3) pa3paboTunku 00s13aTeNbHBIX TPEOOBAHMUIA;

4) ypOBHM YyCTaHABJIMBAIOIIUX JOKYMEHTOB ((henepanbHbIi, pEerHOHAIbHBIIH,
MYHULUIAIBHBIN);

5) BUIBI yCTaHABIMBAIOIIMX JOKYMEHTOB (3aKOH, YKa3, IOCTAHOBJICHHUE, TIPUKA3 U
WHBIC);

6) penieBaHTHBIE YCTaHABIMBAIOIINE JOKYMEHTHI (ITOUCK);

7) KIItOUEBbIE CJIOBA U CIIOBOCOYETaHUS (PHIBTP);
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8) peneBaHTHBIE O0O0s3aTelbHBIE TpeOOBaHUS (BO3MOXKHOCTH BBIOOpa B peecTpe
00s13aTeTbHBIX TPEOOBAHUM).

4.7.2.2. Kmuentam obecrneuynBaeTcs IOCTYH K HCTOPUU OIICHUBAHUS HWMU
00s13aTeNbHBIX TPEOOBaHUM, BKJIIOUAsi IEPCOHAIbHBIE KIIMEHTCKHE OLEHKU 0053aTeIbHbIX
TpeOOBaHUM U CTATUCTUUYECKH 000OIIICHHBIC OIEHKH.

4.7.3. Opranamu BJIacTH ¥ YTOJHOMOYEHHBIMH OpPTaHU3alUsAIMU 00eCreurnBaeTCs
BO3MOKHOCTb CaMOCTOSITEJIbHON OLIEHKM KIMEHTaMU COONIO/ICHUS, YCTAaHOBJICHHBIX B
OTHOILIEHUH HUX 00s13aTEeNIbHBIX TPEOOBAHUIA.

4.7.3.1. Kinuenty nommkeH ObITh MPeNOCTaBICH MHCTPYMEHTApUIl MEPUOIUIECKOM
(B TedyeHHE MepuoJa JEHCTBUS, HO HE pPEXKE YeM €KEroAHO) OLEHKH INPUMEHEHUs
JEHCTBYIONINX B OTHOIIEHUH KIIMEHTA 00s3aTebHBIX TPEOOBAHUIA.

4.7.3.2. WucTpyMeHTapuil OLEHKH NPUMEHEHUS O005S3aTeIbHBIX TpeOOBaHUN
JOJDKEH BKJIIOYATh:

1) olileHKY MOHATHOCTH TPEOOBaHUS MO S-0aJUTHHOM IIKaJIE;
2) OLICHKY BBIITOJTHUMOCTH TpeOOBaHUS MO 5-0aTbHON IIKaIe;
3) oTMETKY 0 1yOJIMPOBaHUM OJHOTO TPEOOBAHUS IPYTUM TPeOOBaAHUEM;

4) OTMETKY O MPOTUBOPEUYMH OJHOTO TpeOOBaHUS JpyroMy TpeOoBaHUIO (C
yKa3aHUEM MPOTHUBOPEYAILNX MTOJI0KEHUN);

5) OLleHKY M3AEPKEK KIHUEHTa, CBSI3aHHBIX C COOMIOJIEHHEM TpeOOBaHUS C
MTOMOIIBIO TIEPCOHATFHOTO KAIBKYJISATOPA U3AEPKEK;

6) BOBMOXKHOCTh HAIPaBUTh OOOCHOBAHHOC TNPEJIOKCHHUE IO KOPPEKTUPOBKE
TpeOOBaHUS.

4.7.3.3. Tlo kaxaomy o0si3aTelbHOMY TPeOOBAaHUIO KIMEHTaM 00ecleuynBaeTcs
JOCTYNl K TIOJIHOM WCTOPUU OIEHHWBAHUS WMM TNPUMEHEHHUs JaHHOTO TpeOoBaHUS,
BKJIIOYAs TIEPCOHATBHBIC OICHKN KIIMEHTAMU MPUMEHEHHUS 00s3aTEbHBIX TPEOOBAHUM U
CTaTUCTHYECKH 00OOIICHHBIE OLICHKHU.

4.7.4. OpranaMu BJacTd U YNOJHOMOYEHHBIMH OPraHU3ALUSIMU JOJDKEH OBITh
o0ecrieueH IMpOLECC OLEHKH KIMEHTOM TPOEKTHUPYEMbIX B €ro  OTHOUICHHU
00s13aTeNbHbIX TPeOOBaHUM.

Knuenty nomkeH OBITh MPEIOCTAaBIIEH MEPCOHANBHBIM CEPBUC ydYacTHS B
npolenypax KJIMEHTCKOM OLEHKHM MPOEKTHUPYEMbIX 00s3aTelbHbIX TpeOOBaHUIA,
IIPEAYCMOTPEHHBIX 3aKOHOAATENBCTBOM Poccuniickoit denepannu:
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1) obcyxnenne yBeqoMIIeHUNH O pa3paboTKe HOPMATHBHBIX IPABOBBIX AKTOB —
OLICHKa TPEUMYIIECTB W  HEJAOCTAaTKOB  allbTEPHATUBHBIX  CIOCOOOB
MPOCKTUPOBAHUS W PEUHKUHUPUHTA O00S3aTeIbHBIX TpeOoBaHW B (opme
MyOJIUYHOTO 00CYKICHNUS,

2) nybnnyHOe 00CYKIeHHEe MPOEKTa HOPMATUBHOI'O MPABOBOIO aKTa — OLIEHKA
BBITOJ] U M3JEPKEK, OIPAaHUYEHUN U PHUCKOB, CBSI3AHHBIX C YCTAHOBJIICHHEM
00s13aTeNbHBIX TPeOOBaHUM, MPETyCMOTPEHHBIX IPOEKTOM COOTBETCTBYIOILETO
HOPMATHUBHOI'O MTPAaBOBOI'0 AKTA;

3) uHble BUABI MPEAYCMOTPEHHBIX 3aKOHOAATeNbCTBOM Poccuiickoit denepanyu
yOJIMYHBIX OLIEHOYHBIX IIPOLEAYD.

4.7.5. Opranamu BJIacTH ¥ yHOJHOMOYEHHBIMH OPTaHHU3AIMSAMU 00€CIIeUnBaCTCS
pO3pavyHOCTh PACCMOTPEHHSI U UCHOJIb30BAHUS PE3YJIbTATOB OLEHKU JACUCTBYIOIIUX U
IPOEKTUPYEMBIX 0053aTeIbHBIX TPEOOBAHUM.

4.7.5.1. Pe3ynbTaThl OICHUBAHUS KIUEHTOM JCUCTBYIOIIUX H TMPOEKTUPYEMBIX
00s13aTeNBHBIX TPEOOBAHUH TOKHBI TIepeaaBaThCs MO YAOOHBIM Ui KIIMEHTA KaHajlaM B
CTHEIMaTN3UPOBAaHHBIE TOCYAapCTBEHHbIE WH(POPMAIIMOHHBIE PECYpChl M0  OILEHKE
oOsi3aTenbHBIX TpeOoBaHMU (B HacTosmiee BpeMs — mopTan regulation.gov.ru) s
UCTIONIb30BaHMA pa3paboTuynKamMu 00s3aTeNbHBIX TPEOOBAHHH.

4.7.5.2. KioueHT [OMKEH HUMETh JOCTYIl K CBEACHUSIM O PACCMOTPEHUHM U
WCITOJTb30BAaHUH OIICHOK IMPOCKTHPYEMBIX M JCHCTBYIOIIMX 00SA3aTCIBHBIX TPEOOBaHUI
Mo  KaXJOoMy 00s3aTelbHOMY TpeOOBaHHI0O B  pa3pe3ax, COOTBETCTBYIOIIMX
HACTPaWBACMbIM MTapaMeTpaM, a TAKKe JIOCTYI K 0OOOIICHHBIM pPe3yJIbTaTaM OIICHKH.

4.7.5.3. Pa3pabotunku o0s3aTeNbHBIX TPEOOBaHUI MPHU MPOBEICHUU OIEHOYHBIX
MPOLIEAYP JOJKHBI TTOJIy4YaTh JOCTYN K CBEJACHUSM KJIMEHTCKUX OLICHOK B 00€3JIMUYCHHON
dbopMe WM ¢ yKazaHUEM KJIMEHTA MPH €ro COTJacHi U YYUTHIBATh 3TU CBEACHHS MPHU
pa3paboTKe COOTBETCTBYIOIIUX HOPMATUBHBIX MTPABOBBIX aKTOB.

4.8. TpeOoBanust K cepBHcaM 10 O0eCHEYEHHUIO COOJIIOJEHMS KJIMEHTAMM
00513aTeJIbHBIX TPEOOBAHUM

4.8.1. OpranamMu BJIaCTH M YIIOJTHOMOYEHHBIMH OpTaHU3AIUSMU JOJKHBI OBITh
peanu30BaHbl CEPBUCHI OIIEHKH COOJIOICHUS KJTUEHTaM 00513aTeNIbHBIX TPeOOBaHMIA.

4.8.1.1. KonTponbHble (HaA30pHBIE) OPTaHbl OCYIIECTBISIOT MPO(QUIAKTHIECKYIO
OLIEHKY COOJIIOJICHHUsSI KIMEHTaMU O0s3aTeNbHBIX TpeOOBaHUI ¢ NPUMEHEHHEM
rOCYJAapCTBEHHBIX HH(OPMAIMOHHBIX PECYpCOB M CHCTEM, 0€3 B3aUMOJEHCTBUSA C
KJIMEHTOM.
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4.8.1.2. Knumenty nommkHa OBITH JOCTynmHA HWHGOpPMANMS O HATUYUH WA
OTCYTCTBUHU B TOCYAAPCTBEHHBIX MH(OPMAIIMOHHBIX pecypcax CBeIeHUN, HEOOXOIUMBIX
KOHTPOJIbHBIM (HAA30pHBIM) OpraHaM JJjisi MOJTBEP>KJIEHUS COOTBETCTBUSA KIIMEHTA
00s3aTeNIbHBIM TPeOOBaHUSM, U3 MEPCOHATBHOTO HCUYEPIBIBAIOIIETO MEPEUHs KIMEHTA,
c(hopMHUPOBAHHOTO B COOTBETCTBHUU C TpeOoBaHusMU pazaena 4.7.1 Ctangapra.

4.8.1.3. Ha 0a3ze mnepcoHAJIbHOTO HCYEPIBIBAIOIIETO MEPEeYHs 00sM3aTeNbHBIX
TpeOOBaHUN KJIMEHTY JOJDKEH OBbITh IPEJOCTaBJIECH CEpBUC MPO(PUIAKTUKU HAPYIIECHHUH
00s13aTeNbHBIX TPEOOBAHUM, BKITIOUAIOIIIHI:

1) aBTOMaTU3UpPOBaHHOE  caMoOOCieoBaHue  COOMIOJEHUST  00s3aTeNbHBIX
TpeOOBaHUK C BO3MOXHOCTBIO TPEAOCTABICHHUS IO YAOOHBIM IS KIUCHTA
KaHaslaM WH(pOpMaIuu, HEOOXOIUMOW KOHTPOJBHBIM (HAA30PHBIM) OpraHam
JUTSL TIOATBEPKACHUS COOJTIOICHHSI KIIMEHTOM 00s13aTeNIbHBIX TPEOOBAaHUN M TS
OIICHKH JIOOPOCOBECTHOCTH KITMEHTA TIPU OTIPE/ICIICHHH KPUTCPUECB PHUCKA;

2) KOHCYJIbTHPOBAHUE KJIMEHTAa TI0 BOMPOCAM TMOATBEPIKICHUS COOTBETCTBUS
00s13aTeTbHBIM TPEOOBAHUSM;

3) MHTEepaKTUBHOE OTOOpa)X€HHWE PHUCKOBOTO TMpoduias KIHNEHTa B paspese
OCYIIECTBIISIEMBIX WM BHJIOB JCSITEIBHOCTH, O0O0s3aTeIbHBIX TpPEOOBAHMUIA,
KOHTPOJBbHBIX (Ha30PHBIX) OPTraHOB;

4) mpuMeHEeHUE Mep CTUMYJIMPOBAaHUS JOOPOCOBECTHOCTH;

5) ynajnieHHO€ 3JeKTPOHHOE B3aWMOJIEHCTBUE IO HMHBIM BONPOCAM COOJIIOJIEHUS
o0s3aTeNbHbIX TpPeOOBaHMM, B TOM 4KclIe HHOOPMHPOBAHUE KIMEHTA IO
BOIpocaM  coOmiofeHus  00s3aTenbHBIX  TpeboBaHWil,  0000meHNE
PaBONPUMEHUTENBbHON HPaKTHUKH, o0BsIBIIEHUE IPeI0CTEPEKEHU,
MpoBeIeHHE MPOPUITAKTHUECKUX BU3UTOB IO BUEO-KOH(PEPEHII-CBSI3H.

4.8.1.4. Ilpm BO3HUKHOBEHHMM Yy KIHWEHTa OO0S3aHHOCTU TMPEJICTaBUTh B
KOHTPOJIbHBIC (HAJI30pPHBIC) OpTaHbl CBEACHHS, MOJTBEPXKIAIOIINE €r0 COOTBETCTBHE
o0si3aTenbHBIM ~ TpeOOBAaHUSIM, WM CBEACHUS, HEOOXOJIMMbIC [Jii OILICHKA €ro
JTOOPOCOBECTHOCTH TP OMNpPEJCICHUHW KPHUTEPUEB PHUCKA, CEPBUCHI  JIOJKHBI
npeaycMaTpuBaTh C  Y4ETOM  JEHCTBYIOIIMX HOPMATHUBHBIX  IPAaBOBBIX  aKTOB
YCTAaHOBJIEHWE B aBTOMATHU3WPOBAHHOM pEXUME JOCTATOYHOIO CpoOKa Ha cOop u
MOJATOTOBKY COOTBETCTBYIOIIMX CBEACHUN MCXOMS M3 KU3HEHHON CUTyallud U MPOQuUs
KJIMCHTA.

4.8.1.5. IIpu ompeneneHUN KPUTEPUEB PUCKA OIICHKA JTOOPOCOBECTHOCTH KIIMEHTA
JOJDKHA  TPOBOAMWTBCS ~ KOHTPOJBHBIMH  (HAJ30pPHBIMH) OpraHaMHd C  Y4eTOM
NEPCOHATBFHOTO KIIMEHTCKOTO OIBITa COOTIOACHUS 00s3aTEIbHBIX TPEOOBAHHIA.
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4.8.1.6. J1ns kaxxaoro o0s13aTeIbHOr0 TpeOOBAHUS KIMEHTY C YU€TOM KU3HEHHON
CUTyallM1 U NPO(UIIA KIMEHTA JOJDKEH OBbITh JOCTYNEH KaK MUHUMYM OJIMH NOHSATHBINA U
peanu3yeMblii QJITOPUTM JEHUCTBHUM, BBIIIOJIHEHUE KOTOPOTO JOJKHO T'apaHTHPOBATH
coOmoieHne  JaHHOro  o0s3arenbHOro  TpeboBanHus. OAMH — alrOpUTM  MOXKET
rapaHTUpOBaTh COONIOZCHHE OJHOBPEMEHHO HECKOJIBKHUX OO0sA3aTeNIbHbIX TPEOOBAHMIA.
KineHnty pomkeH OBbITh JOCTYNEH MHCTPYMEHTApUN MOATBEPKIACHHUS BBIIOJHEHUS
YKa3aHHBIX aJITOPUTMOB.

4.8.2. OpraHamu BJIaCTU M YNOJHOMOYEHHBIMU OPraHU3ALUSAMHU JIOJKHBI OBITH
peaJii30BaHbl CEPBHUCHI MOJAECPKKH KIMEHTOB IpU TNPOBEAEHUM KOHTPOJBHBIX
(HaI30PHBIX) MEPOTIPUATHIA.

4.8.2.1. IlpoBeaeHre KOHTPOJIBHBIX (HAJ30PHBIX) MEPOINPUSATUH TOJKHO OBITH B
HEepBYIO OYepe/lb HAIPaBJIEHO Ha TMOMOIIb KIMEHTaM KaK KOHTPOJIMPYEMBIM JIMLAM B
cOOJII0ICHIH 00s3aTEIbHBIX TPEOOBAHUH.

4.8.2.2. IlpoBeneHue KOHTPOJBHBIX (HAA30PHBIX) MEPONPUATUN  JOJIKHO
OCYILECTBIATECS TOJBKO B CIIy4ae HEBO3MOXHOCTH MOATBEPXKIACHUS COOIIOACHUS
KJIMEHTOM  O0O0s3aTeNbHBIX TpPeOOBaHMH HA OCHOBE JAHHBIX TOCYJIAapCTBEHHBIX
(MyHHULMIIAJIBHBIX ) HH(HOPMAIIMOHHBIX CHUCTEM, JOCTYIHBIX KOHTPOJIBHBIM (HaJ30pHBIM)
OpraHam.

4.8.2.3. KineHty noikeH OBITh NPEIOCTABIEH CEPBUCHBIA HHCTPyMEHTapuid
HOJACPIKKH IPHU MPOBEIEHUU KOHTPOJIBHBIX (HAJA30PHBIX) MEPOIPUATHH, BKIIOUAIOLITHIA:

1) yBegomiieHuss O MPOBEACHUM KOHTPOJBHBIX (HAA30pPHBIX) MEPONPHUITHI C
MOMOIIBIO YAOOHBIX KaHAJIOB KOMMYHHKAIIUH;

2) moyly4eHHe, HaIMpaBJIeHHE JTOKYMEHTOB W OTBETOB Ha 3ampochkl B (opme
3JIEKTPOHHBIX JJOKYMEHTOB;

3) KOHCYJITUPOBAaHHE 110 BOMNPOCAM MPOBEAEHUS KOHTPOJIbHBIX (HAA30PHBIX)
MEPONPUATUH U COOTBETCTBYIOIINX UM JICHCTBUI;

4) onuuIo 03HAKOMIJIEHHS C MaTepHUajiaMU MMPOBEPKU U BO3MOKHOCTBIO MOTYUYEHUS
aKTyaJbHOU MH(OpPMAIMK O XOJ€ M pe3ysibTaTaX KOHTPOJBHOrO (HaIA30pHOTO)
MEPONPHUSITHS;

5) onuuio  OMpEAeNIeHUs] MPEICTaBUTEIbCTBA KIHWEHTA TMPU  IPOBEACHUU
KOHTPOJBHBIX (HaI30PHBIX) MEPOTIPUATHUI;

6) cepBUC, TMO3BOJISIONIMNA TMPOBOJUTH B3aUMOJICUCTBHE W OOCYXKJICHHE XOJa
KOHTPOJIBHBIX (Ha/J30pHBIX) MEPOIPHUATHI MEXy KOHTPOJIbHBIM (HaJA30pHBIM)
OpPraHOM M KJIMEHTOM B peXHME BHJICOKOH(EPEHLIMH, B TOM YHUCIIE B CIydasx
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PaCcCMOTPCHUA ’Kayio0 u 3asBICHUI KIIMCHTA, KOIraa MECTOHAXO0XKACHUC KIIMCHTA
HEC IMMO3BOJIACT NPUHATH YUACTUC HCIIOCPECACTBCHHO,

7) onuMI  MEepeHoca CPOKOB  NIPOBEAEHUS  KOHTPOJBHOIO  (HAA30pHOIO)
MEPOIPUATHUS TIPU HEBO3MOXKHOCTH MPUCYTCTBUS HA HEM KIIMEHTA;

8) JOKyMEHTHPOBAHHE B3aUMOICHCTBUS KJIMEHTA C KOHTPOJIbHBIMU (HA30PHBIMHU )
opraHamMu, B TOM YHUCJI€ MOATBEPXKACHUS (PaKTOB mepenaun WHOOpPMAIUH U
JIOKYMEHTOB;

9) cepBuc 00kamoBaHUS NEUCTBUN MPEICTABUTENICH KOHTPOJIBLHOIO (HAI30PHOTIO)
OopraHa ¥ BO3MEIIEHUsI HETPABOMEPHO NPUUYMHEHHOTO BpEa;

10) cepBuC TMpHUBICUEHHS K YYaCTUIO B TMPOBEACHUH KOHTPOJIbHBIX
(Ha30pHBIX) MEPONPUATHIA MPEACTaBUTENEH MHCTUTYTA YIIOJIHOMOYEHHOIO 1O
3alMTe IpaB NpeaIpUHUMATENEH;

11) cepBuUC OIEGHKM BPEMEHHBIX M MaTepUAIBHBIX 3aTpaT, a TaKxkKe
MOJIYyYCHHOTO  ymepba TpH  MPOBEACHUM KOHTPOJIBHBIX  (HAI30PHBIX)
MEpPONPUATHH;

12)  cepBuUC OLICHKM KayeCTBa MPETyCMOTPEHHOTO BbIIIIE HHCTPYMEHTAPUSI.

4.8.2.4. Pe3ynbTaThl OLUEHKH KIMEHTAMU BPEMEHHBIX W MaTEpHUAIBHBIX 3aTpart,
NOJYYEHHOTO yliepba NpU IMPOBEIEHUM KOHTPOJIBHBIX (HAA30pPHBIX) MEpPONPUATH,
KayecTBa YKa3aHHOI'O BbIIIE HWHCTPYMEHTapus MOLAEPKKH TIpU  IPOBEIECHUU
KOHTPOJIBHBIX (HaJ30pHBIX) MEPONPUSATHI BKIIOYAIOTCS B KIIMEHTCKUH OTBIT U SBIISIOTCS
OCHOBOM JJIs MPOEKTHUPOBAHUS HOBBIX U PEUHKMHUPHUHIA CYIIECTBYIOLIUX YCIYT, MEp
NOJJIEPKKH U CEPBUCOB B COOTBETCTBUH ¢ pazzaesioM 4.4 Ctanaapra.

5. MoTuBauus KJIMEHTOUEHTPUYHOTO MOBEICHUS

Cucrema MOTHBalIMK CyOBEKTOB BHEAPEHUS U pealH3alliy KIUEHTOLCHTPUIHOTO
HOJX0Aa B FOCY/JapCTBEHHOM U MYHHUIMIAJIBLHOM YIIPABJIEHUH JOJKHA OBITh OCHOBAaHA
Ha CJIETYIOIIMNX TPeOOBaHUSAX:

1) opranbl BIACTH M YIOJHOMOYEHHBIE OpTraHM3allMM, UX PAOOTHUKU HECYT
OTBETCTBEHHOCTh  NE€peJ  KIMEHTOM HE TOJBKO 33  HEJOCTHKECHHE
MOJIOKUTEIBHOTO PE3yJIbTaTa, IPEAYCMOTPEHHOIO HOPMATUBHBIMU IMPABOBBIMHU
akTaMd W TpedyeMoro uCXOAs |3 JKU3HEHHOM CHUTyalMH, HO U 3a
HeCOOTI0/IcHNEe PYKOBOISIIMX MpUHIUIOB (pasnen 4.1 Cranmapra);

2) OCYIIECTBISIETCSl TOOIIPEHUE 32 HAJICKHOCTh YIOBIIETBOPECHHS MOTPEOHOCTEH
KJINEHTOB;

51



3) MOTHBaLUsl COTPYIHUKOB HallpaBi€Ha K HAKOIUIEHHIO, CTPYKTYPHUPOBAHHUIO,
oOMEHy M pacHpOCTPAaHEHUIO0 3HAHWI 10 BONPOCAM IIOBBIINIEHUS KadecTBa
KITMEHTCKOT'O OMBITA, @ TAKXKE K PEIICHUIO HOBBIX, CTA00CTPYKTYPHUPOBAHHBIX H
MHHOBALlMOHHBIX 3aJad B IIpolecce KOMMYHMKAIMi Jpyr ¢ JApyroM u
¢ukcanuu ux peuieHui Ha naaTdopMe 3HAHUI;

4) ocyliecTBIs€TCS  BOBJCYEHHME  MPEACTAaBUTENEH  OpPraHoB  BIACTH U
YIOJIHOMOYECHHBIX OPraHU3alMil B IPOLECCH IIPOCKTUPOBAHUSA HOBBIX YCIYT,
Mep MOJACPKKH W CEPBUCOB, PEMHXMHUPHUHIA CYIIECTBYIOLIUX YCIyr, MEp
MOAECPIKKHU U CEPBUCOB;

5) ocyuiecTBisieTcs dbopmupoBaHue BEJIOMCTBEHHBIX CTaH/IapTOB
KJIMEHTOLICHTPUYHOCTH JJIsI IEPCOHANa;

6) obecrnieunBaeTcs CO3JaHUC N aKTUBHAA IIOAJCPIKKA COO6IJ_ICCTBa cricouaancToB-
IMPAaKTHUKOB I10 BOITPOCAaM MOBBIIMICHUA Ka4€CTBA KIIMCHTCKOI'O OIIbITA,

7) bopMmupyeTcsi  CUCTEMa  BBISBIICHHUS W TOIJCPKKH  COTPYJ/IHUKOB,
OPUEHTHUPOBAHHBIX HA pa3BUTHUE U MOJJEpPKAHUE IIpolecca Iepexona Ha
KJIMEHTOUCHTPUYHBIM MOAXOJ B TOCYAAPCTBEHHOM H MYHHUIHMNAJIbHOM
YIIPABIICHUU;

8) BHeApseTca ~ cucTeMa  Tokazareneil  9(pPEeKTUBHOCTH  COTPYIHUKOB,
OTPAXKAIOMINX UX HABBIKU KJIUEHTOLECHTPUYHOTO MOBEACHHUS, IEPEUNCITICHHBIC B
paznene 7 Crannapra;

9) ocyuiecTBisieTCsl MaTepHallbHOE CTUMYJIHpOBaHUE (IIPEMHUHU) COTPYIHUKOB,
OTJIMYMBLINXCS B pabOTE IO MOBBIIICHNIO KAYECTBA KIIMEHTCKOTO OTIBITA.

6. Iloka3zaTean KIHEHTOIEHTPUIYHOCTH

Onenka crenenu BHenpenus Crangapra ocymecTtBisercs [IpoexkTHsIM oducom B
COOTBETCTBUHU C CUCTEMOM MOKa3aTeNel KIMEHTOLEHTPUYHOCTH (Tabmuna 1).

JlomoTHUTETbHBIC ITOKa3aTelIH, OTpaXKaroIne mpoiiecc BHEJIPEHUS
KJIMEHTOLUEHTPUYHOTO MOAXO0Ja B TOCYJapCTBEHHOM M MYHUIUIIAJIbHOM YIIPaBJIEHUU,
MOTYT Tak)ke OIleHUBaThCs [IpoeKTHBIM O(HCOM Ha OCHOBE CHCTEMBI IMOKa3aTejed B
COOTBETCTBHH C TaOJIHICH 2.

Huxe B Tabnmuax mnpencTaBieHbl IMpelBapUTEIbHbIE 3HAYEHMs I10Ka3aTesei.
JIOCTM>KMMOCTh ~ 3HAYEHMM  NOKAa3aTeJe 1O  YPOBHSAM  KIMEHTOLEHTPUYHOCTH
npoBepsieTcss B nepBbiil o BHeApeHnus Crangapra. [lo uroram mpoBepku MOTyT OBITH
BHECEHbI U3MEHEHUS B IIEPEUYHN U 3HAYEHUS NI0Ka3aTeNe KIMEHTOUEHTPUYHOCTH.
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Tabmuua 1. KiroueBble mMokaszaTeld BHEAPEHHUS KIMEHTOIEHTPUYHOTO TIOJIX0/Ia B TOCYJAPCTBEHHOM U MYHHIIMIAIBHOM
YIIPABJICHUHU B pa3pe3e YPOBHEN KIIMEHTOLUECHTPUYHOCTH

Ne YpoBeHb KINEHTONEHTPUIHOCTH
IMoka3zaTenn
1 3Be31a 2 3Be3/bI 3 3Be3/bI 4 3B€3/1bI 5 3Be3x

1. OxBaT KJINEHTCKMMH CLEHAPUSIMHU 10 35% ot 35,1% 1o 50% ot 50,1% mo 70% ot 70,1% mo 90% oT 90,1% 1o 100%
(moa1s1 ycayr, Mep MOAAEPKKH H
CepPBHCOB, MPeI0CTABJISIEMbIX
KJIMEHTaM B PAaMKaX KJIMEHTCKHUX
cueHapues), %

2. IToxa3aTeab OIEHKH KJINEHTOM ot 50,1% mo 60% oneHOK ot 60,1% no 70% ot 70,1% mo 80% ot 80,1% mo 90% ot 90,1% 1o 100%
NMPOCTOTHI (110 CTENEHH «JIerko» u «Ckopee yierko» | orneHok «Jlerko» u oreHoK «Jlerxko» u o1ieHOK «JIerko» u oreHok «JIerxko» u
TPYA03aTPATHOCTH) MPOIIECCca «Cxopee Jerko» «Cxopee nerko» «Cxopee JIeTKo» «Cxopee 1erko»
YI0BJIETBOPEHHUSI €ro MOTPeOHoOCTEl B
npoiecce NPeA0CTABIEHUS eMy YCJIyT
H CEPBHCOB B PAMKAX KU3HEHHOI
cHTyauun B rpamarin: 4 — «Jlerkoy, 3 — «Ckopee nerko», 3 — «Ckopee cioxHo», 1 — «CIoxHO»

3. Joas ycjyr, Mep MOAEeP:KKU U ot 50,1% mo 60% ot 60,1% no 70% ot 70,1% mo 80% ot 80,1% 1m0 90% ot 90,1% no 100%
CEePBHUCOB, MHAEKC MOTPEONTETbCKOM
aosabHOCcTH (NPS) o koTopsimM
TOJIOKUTEIEH

4. JoJ1s1 IOBTOPHBIX 3aMPOCOB HA Menee 10% noBTOpHBIX Menee 7% nosTopHeIx | Menee 4% Menee 1% Menee 0,5%

NoJiy4yeHne yCJIyrd WM cepBuca (Ui
10JIb30BaTeJ1el, BepHyBLIeiics 32 TOi
sKe caMoii ycJIyroi B TeueHue 4 Heesib
nocjae popMUpoOBaHHUS CTaTyca B
HH(OPMAIHOHHOMH cucTeMe 00
YCIENHOM ee MoJy4eHun), %o

3aIpocoB

3aIlpoCcoB

TOBTOPHBIX 3aIIPOCOB

MOBTOPHBIX 3aIIPOCOB

MOBTOPHBIX 3aIIPOCOB
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OueHka y10BJeTBOPEHHOCTH
KJIMEHTOB TOJy4YeHHEM YCIyT H
CEPBHUCOB, KINEHTCKAMH CHIEHAPASIMH
B PaMKAaX ‘KH3HEHHBIX CATYaAN

ot 50,1% o 60% oneHOK
«Y nosnerBopén» u «Cxopee
YAOBIIETBOPEH

ot 60,1% no 70%
OLIEHOK

«Y IOBIETBOPEH» U
«Cxopee
YAOBIETBOPEH»

ot 70,1% no 80%
OLIEHOK

«Y IOBIETBOPEH» U
«Cxopee
YIOBIIETBOPEH

ot 80,1% mo 90%
OLIEHOK

«Y 10BIETBOPER» U
«Ckopee
YIOBIIETBOPEH»

ot 90,1% 1o 100%
OLIEHOK

«Y IOBIETBOPEH» U
«Cxopee
YIIOBIIETBOPEH»»

B rpaganun: 4 — «YnoBietBopén», 3 — «Cxopee ynoBineTBopén», 2 — «Ckopee He ynoBneTBOpER», | — «H

€ YIIOBJIETBOPEH»

OueHka y10B/J1eTBOPEHHOCTH
KJIHEHTOB CHUKeHHeM (0TCYTCTBHEM)
3aTpat ((PUHAHCOBBIX, BpEMEHHBIX,
JIOTHCTHYECKUX, OPTraHU3ALMOHHBIX H
T.A.) Ha BBINOJIHEHUE 00513aTeJIbHBIX
TpedOBaHUIt

ot 50,1% mo 60% oreHoK
«Y noenerBopén» u «Ckopee
YZAOBIIETBOPEHY

ot 60,1% no 70%
OIICHOK

«Y IOBIIETBOPEH» U
«Ckopee
YIOBJIETBOPEH»

ot 70,1% no 80%
OIICHOK

«Y IOBJIETBOPEHR» U
«Cxkopee
YIOBJIETBOPEH

ot 80,1% mo 90%
OLIEHOK

«Y 1OBIIETBOPEH» U
«Ckopee
YIOBIIETBOPEH

ot 90,1% mo 100%
OIICHOK

«Y IOBJIETBOPEHR» U
«Ckopee
YIOBJIETBOPEH»

B rpaganuu: 4 — «YnoBaeTBopény, 3 — «Ckxopee ynoBieTBopén», 2 — «Ckopee He ynoBIeTBOpER», 1 — «He ynoBneTBopEn»

OueHka y10B/J1eTBOPEHHOCTH
KJIMEHTOB CHHKEHHEM 3aTparT,
CBfI3aHHBIX C IPOBeJeHUEM
MEPONPHUSITHH 10 Ol[eHKe COOTI0TeHUSs
00s13aTeIbHBIX TPeOOBAHMIA

ot 50,1% mo 60% oueHok
«Y noenerBopén» u «Ckopee
YAOBIIETBOPEHY

ot 60,1% mo 70%
OIICHOK

«Y IOBIETBOPEH» U
«Ckopee
YIOBJIETBOPEH»

ot 70,1% no 80%
OIICHOK

«Y 1OBNETBOPEH» U
«Cxkopee
YIOBJIETBOPEH

ot 80,1% 10 90%
OIICHOK

«Y 1OBAETBOPEH» U
«Cxkopee
YIOBJIETBOPEH

ot 90,1% mo 100%
OIICHOK

«Y IOBIETBOPEH» U
«Ckopee
YIOBJIETBOPEH

B rpaganuu: 4 — «Y goBierBopény», 3 — «Ckopee ynoBieTBOpEH», 2 — «Ckopee He ynoBIeTBOpER», 1 — «He ynoBneTBopEn»

Tabmuma 2. JlomoJHUTENBHBIE TOKa3aTeH,
rOCyJJapCTBEHHOM ¥ MYHULIMITAJILHOM YIIPaBJICHUU

oTpaXaromuc IIpoHecCC BHCAPCHUA KIIMCHTOHCHTPUYHOIO IIOAXOIa
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Ne IToxa3arenn YpoBeHb KJIMEHTOeHTPHYHOCTH
1 3Be3na 2 3Be3/1bI 3 3Be3bI 4 3Be371BI S 3Be3n

1. Jons KJIMEHTCKUX CLeHAPHEB, IS 110 35% ot 35,1% 1o 50% ot 50,1% mo 70% ot 70,1% 1o 90% ot 90,1% mo 100%
KOTOPBIX NMpeyCMOTpeHa
BO3MOKHOCTb NIPOAKTHBHOIO
NpeAoCTaBIEHHUS YCIyT, Mep
NO/IeP>KKHU U CePBHCOB

2. Joasi KIIMEHTCKUX CLeHAPHEB, IS 1o 35% ot 35,1% 1o 50% ot 50,1% mo 70% ot 70,1% 1o 90% ot 90,1% mo 100%
KOTOPBIX NpPeayCMOTPEeHAa
BO3MO’KHOCTH B3aHMO/IeHCTBHS C
MOMOIIbIO MPOrPAMMHBIX
uHTepdeiicoB npuio:xkenui (API)

3. CreneHb yI0BJETBOPEHHOCTH ot 50,1% no 60% ot 60,1% no 70% ot 70,1% no 80% oT 80,1% 10 90% onenok| ot 90,1% mo 100%
KJIMEHTOB y4acTHeM B OlleHKe OIIEHOK « Y IOBJIETBOPEH» |OLIEHOK OIIEHOK «Y TOBIIETBOPEH» U OIIEHOK
NPOEKTHPYEMBbIX 00513aTeIbHBIX u «Cxopee «Y 1OBIIETBOPEH» U «Y IOBIETBOPEH» U «Cxopee ynoBieTBOpEH» | «Y 1OBIETBOPEH» U
TpeOOBaHUMH YAOBIIETBOPEH «Cxopee «Cxopee «Cxopee

Y 10BJIETBOPEHY YAOBIETBOPEHY YAOBJIETBOPEHY
B rpapauuu: 4 — «Y goBnetBopén», 3 — «Ckopee yioBIeTBOpEH», 2 — «Ckopee He ynoBIeTBOpEH», 1 — «He ynoBieTBopén»
4. CteneHb yA0BJETBOPEHHOCTH ot 50,1% mo 60% ot 60,1% mo 70% ot 70,1% mo 80% ot 80,1% mo 90% ot 90,1% mo 100%

KJIUEHTOB CEpBUCAMU

HH(GOPMHUPOBAHMS U 00y4YeHHS
NPaKTHYeCKOMY HCI0JIb30BAHUIO
NpeAoCTABIsAEMBIX YCIYT, Mep

NMO/IEP’KKU U CEPBHCOB

OLICHOK «Y JIOBJIETBOPEH»
n «Ckopee
YAOBIIETBOPEHY

OLICHOK

«Y HOBJIETBOPEH» U
«Ckopee
YZOBIIETBOPEHY

OLICHOK

«Y IOBIETBOPEH» U
«Ckopee
YAOBIIETBOPEH

OLICHOK

«Y IOBJIETBOPEH» U
«Ckopee
YAOBJIETBOPEH

OLICHOK

«Y IOBIETBOPEH» U
«Ckopee
YAOBIIETBOPEH

B rpaganuu: 4 — «Y noBaerBopény», 3 — «Ckopee ynoBieTBopén», 2 — «Ckopee He ynoBIeTBOpER», 1 — «He ynoBneTBopEn»
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CreneHb y10BJETBOPEHHOCTH
KJIMEHTOB KaHAJIaMH 00pAaTHON CBSI3H,
%

ot 50,1% mo 60%
OIICHOK «Y IOBJIETBOPEH
u «Ckopee
YIOBIETBOPEH

ot 60,1% mo 70%
OLIEHOK

«Y IOBIETBOPEH» U
«Ckopee

Y IOBJIETBOPEH)

ot 70,1% mo 80%
OLIEHOK

«Y 1OBIETBOPEH» U
«Cxkopee
YIOBIIETBOPEH»

ot 80,1% 1o 90%
OLIEHOK

«Y 1OBIETBOPER» U
«Cxkopee
YIOBIIETBOPEH»

ot 90,1% mo 100%
OLICHOK

«Y 1OBIETBOPEN» U
«Cxkopee
YIOBIIETBOPEH»

B rpaganuu: 4 — «YnoBietBopén», 3 — «Ckopee y1

OBIIETBOPEH», 2 — «CKOp

€€ HE YIOBJIETBOPENR», 1 —

«He ynoBneTBOpEn»

6. CreneHb y10BJI€TBOPEHHOCTH ot 50,1% mo 60% ot 60,1% 1o 70% ot 70,1% mo 80% ot 80,1% 1m0 90% ot 90,1% mo 100%
KJIHEHTOB BpeMeHeM KJIHEHTCKOIo OLIEHOK « Y IOBJIETBOPEH» [OLIEHOK OLICHOK OLIEHOK OLIEHOK
nyTH (0T BOSHUKHOBEHHUSI n «Ckopee «Y 1OBIICTBOPEH» U «Y IOBJIETBOPEHY» H «Y IOBIIETBOPEH» U «Y 1OBIIETBOPEH» H
NMOTPeOHOCTH 10 ee YIO0BJICTBOPEHHUSI), | YIAOBIETBOPEH «Ckopee «Cxkopee «Ckopee «Cxkopee
% y IOBJIETBOPEH) YIOBIIETBOPEH» YIOBIIETBOPEH» YIOBIIETBOPEH»
B rpaganun: 4 — «Y noBietBopény», 3 — «Ckropee yIoBIeTBOPER», 2 — «CKopee He yIoBIeTBOPER», | — «He ymoBieTBOpEH»
7. CHuxeHMe U3/IepPKeK CO0JII0IeHHUs] 5% 10% 20% 30% 50%
00s13aTeIbHBIX TPeOOBAHMIA
OTHOCHTEJIHHO 0230BOr0 MepHoaa
8. Joas o06s13aTeIbHBIX 10% 30% 50% 80% 100%
HH(POPMALMOHHBIX TPEOOBAHMIA,
OLIEHKA MOJTBEP:KIEHHUS BHINOTHEHHS
KOTOPBIX IOJHOCTHIO BO3MOKHA Ha
OCHOBE CBeleHHil rocy1apcTBeHHbIX
HH(OPMALIMOHHBIX PeCcypcoB
9. Joast 00s13aTeTbHBIX TPEOOBaAHMIA, B 10% 30% 50% 80% 100%
OTHOILIIEHNE KOTOPbIX c(hopMUPOBaHBI
CTATHCTHYECKH 3HAYNMBbIE OLIEHKH
H3/IeP:KeK UX COOTI0IeHHS
10. | Joust o0s13aTeIbHBIX 10% 30% 50% 80% 100%

HH(GOPMAIIMOHHBIX TPeOOBAHMIA,
NOATBep:KAeHHe CO0II0AeHHsT KOTOPbIX
KJHEHTAMHU BO3MOKHO C TOMOLIbIO
NMPOrpaMMHBIX HHTepdeiicoB
npuiaoxenui (API)
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11. | Jdonas o6s13aTeJIbHBIX TPeOOBaHMI, B 10% 30% 50% 80% 100%
OTHOLIeHHEe KOTOPBIX () OPMHUPOBAHBI
CTATHCTHYECKH 3HAYMMBbIE OLEHKH
H3/iepKeK, CBI3AHHBIX ¢ IPOBEAeHHEM
MEepPONPUSITHH 110 OL[eHKe UX
Cc00TI01eHUS
12. | JdoJjisi KJINEHTOB, 0 KOTOPHIX B 10% 30% 50% 70% 90%
rocy1apcTBeHHbIX HH(OPMAIMOHHBIX
pecypcax UMeloTcs Bce He00X0QUMbIe
cBeJeHHUs, MOATBEPKIAIOLIHE
BBINOJIHEHN e 00513aTeJIbHBIX
TpeOOBaHUI
13. | CreneHb yI0BJETBOPEHHOCTH ot 50,1% mo 60% ot 60,1% mo 70% ot 70,1% no 80% ot 80,1% mo 90% ot 90,1% mo 100%
KJHEHTOB CEPBHCOM YNPaBJIEHHS OLICHOK « Y IOBJIETBOPEH» [OIIEHOK OLICHOK OLIEHOK OLICHOK
NePCOHAJIBHBIM NPO(pHUIEM PHCKOB n «Ckopee «Y 1OBIETBOPEH» U «Y 10BIETBOPEH» U «Y 10BIETBOPEH» U «Y 10BAETBOPEH» U
YAOBIETBOPEHY «Ckopee «Cxkopee «Cxkopee «Cxopee
Y IOBJIETBOPEH) YIOBJIETBOPEH YIOBJIETBOPEH YIOBJIETBOPEH
B rpapanun: 4 — «Y nosnerBopén», 3 — «Ckopee ya0BIeTBOpEN», 2 — «Ckopee He yIoBIeTBOPEHY, 1 — «He yaoBneTBopEn»
14. | CreneHb yA0BJIETBOPEHHOCTH ot 50,1% mo 60% ot 60,1% 1o 70% ot 70,1% mo 80% ot 80,1% mo 90% ot 90,1% mo 100%
KJHEHTOB CEPBHCOM YNPAaBJIEHHS OLIEHOK « Y IOBJIETBOPEH» [OIIEHOK OLICHOK OILIEHOK OLICHOK
NpoBe/leHHeM KOHTPOJIbHBIX n «Ckopee «Y TOBIIETBOPEH» U «Y IOBIIETBOPEH» H «Y IOBJIETBOPEH» U «Y IOBJIETBOPEH» H
(HaA30PHBIX) MePONPUATHI YAOBIETBOPEH «Cxopee «Cxopee «Cxopee «Cxopee
YZOBIIETBOPEHY YAOBIIETBOPEHY YZOBIIETBOPEH YAOBIIETBOPEHY
B rpanamun: 4 — «Y noBnetBop€n», 3 — «Cropee yaoBIeTBOPEH», 2 — «Ckopee He YI0BIEeTBOPEH», | — «He yaoBneTBopEH»
15. I[OCTleHOCTL IS KJIMEeHTOB BosMmoxHOCTE 00paTuThcst  |Bo3MOXKHOCTH 00paTUTHCS |BO3MOKHOCTH Bo3M0oXHOCTE 00paTuThess  [BO3MOXKHOCTE 0OpaTUTHCS

B3aUMO/IeHCTBUS 1O Tesie)oHy

10 Tesie)OHy B YaChI
pabOoThI OPTaHOB BJIACTH H
YIIOJTHOMOYECHHBIX
opraHu3anui u
000c00IEHHBIX
oJipa3ieIeHUH,
MPEAOCTABIISIFONINX YCITYTH
B PEXKHUME «OJTHOTO OKHA»

0 Tene(OoHy B Yackl
paboThI OPraHOB BJIACTH,
YIIOJTHOMOYCHHBIX
OopraHu3alnui u
000c00IeHHBIX
o/ipa3AeIeHHH,
[PEIOCTABISFOLIHX
YCIIyTH B PEXKHUME «OIHOTO
OKHa», a B OCTAIbHOE
BpeMsi 00ecIieynBacTCs

00paTuThCs 1o TeseoHy
B 4achl pabOTHl OPraHoOB
BJIACTH,
YIIOJTHOMOYEHHBIX
OopraHu3zanuii u
000CO0JICHHBIX
1o/ipa3ieNeHuiH,
[TPEeI0CTABIIIOINX
YCIIYTH B PEXUME
«OITHOTO OKHa», a B

o TenedoHy B Jirodoe
ynoOHOe BpeMs B TedeHue 7
THEl HenenH U 24 4acoB B
CyTKH B 000c00IeHHBIE
[O/ipas/ieIeHus,
[PEIOCTABIISIONINX YCIYTH B
PEKHIME «OJTHOTO OKHA».

o TenedoHy B Ir000€
ynoOHOe BpeMs B TedeHue 7
nHei Henenau u 24 4acoB B
CYTKH B OpTraHbl BIIaCTH U
YIIOJTHOMOYCHHBIE
OpraHu3alii, B
000CO0JICHHBIE
oIpa3/cICHuUs,
MPEIOCTABIISIFONINX YCIYTH B
PEKUME «OTHOTO OKHAY.
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B3aMMO/ICHCTBHE C YaT-
60TOM U (DYHKIHS
nepe3BoHa B pabouee
BpeMs

ot 60,1% 1o 70% oneHOK
«Y 1OBJIETBOPEN» U
«Ckopee yIOBIETBOPEH)
Ka4eCTBOM TeIe(h)OHHOTO
00CITy)KUBaHUS

OCTaJBHOE BpeMsI
obecrieqrnBaeTcst
B3aMMOJICHUCTBUE C Yat-
00TOM U QYHKIUS
repe3BoHa B pabouee
Bpems

ot 70,1% 1o 80% oueHok
«Y 1OBIIETBOPEH» U
«Cxopee yZ0BIEeTBOPEH)
Ka4eCTBOM TeJIe(hOHHOTO
00CITy)KUBaHHS

Ot 80,1% m0 90% oueHok
«Y noBierBopén» n «Cropee
YIOBIETBOPEH» KaUEeCTBOM
TeJIeOHHOTO 00CITY)KUBAHUS

Caerrre 90% oneHoK

«Y noBierBopén» n «Cropee
YIOBIETBOPEH» KaUEeCTBOM
TeJIeOHHOTO
00CITy)KUBaHUS

B rpagauun: 4 — «Y nosierBopén», 3— «Ckopee yaoBIeTBOPER», 2 — «CKopee He YIOoBIeTBOPEH», 1 — «He ynoBneTBopén»
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7. llpodeccuoHabHAsA MOATOTOBKA U 00y4YeHHe

OcHoBOIl NpodeccHOHaTBLHOrO O00ECIeUYeHUs BHEIPEHUS KIMEHTOLEHTPUYHOIO
NOAX0Aa B  TOCYJIapCTBEHHOM H  MYHHIMIIAIHHOM  YIPAaBJICHUU  SIBISIETCA
pacrpocTpaHeHHE HOBOW KYJIBTYphl YIPaBJICHUS KIWEHTCKHM OIIBITOM, CBS3aHHOW C
dopMupoBaHNEM IEHHOCTEH KIMEHTOIIEHTPHUYHOTO TTOBEICHUSI.

Ha Bcex opraHm3allMOHHBIX YPOBHSIX YIPaBJIECHHUS JOJDKHA OBITH OPraHU30BaHA
CUCTEMA HENPEPBIBHOIO  COBEPIICHCTBOBAHUSA  KIMEHTOLEHTPUYHOIO  MBILIUICHUSA
COTPYIHHMKOB B 4acTH (POPMHPOBAHHS KyJIbTypbl BHUMaHUS K KiueHTy. KopnopartuBhas
KyJIbTypa, HallpaBlIeHHass Ha CO3JlaHUE MO3UTHBHOIO pabO4yero OmbiTa, MPUBOIAUT K
MOBBIIICHUIO Ka4eCTBA B3aUMOJCHCTBHUS C KIMEHTAMU.

KiroueBon COCTaBJIAIOLIEH IIporpaMm o0y4eHus po¢heCcCHOHANIOB
KJIMEHTOLICHTPUYHOIO B3aUMOJEHCTBUSA C KIMEHTAaMHU JIOJKHBI SIBISTHCA JIMYHOCTHBIE
KOMITIETEHIIUU U «MATKHUE» HaBBIKU B3aUMOJECHCTBUSL:

1) OMIIaTHA: TIOHUMAHNUEC CUTYAllUU KIIMCHTA, BBI3OB JOBCPUSA, TOTOBHOCTH IIOMOYb,
IMPOABJICHNC BHUMAHHA, OT3bIBUNBOCTD;

2) MOCTpOEHUE U TOICPIKAHUE JICTTOBBIX OTHOIICHHIA;,

3) oOmieHue ¢ JIFOABMHU C OTPAaHUYEHHBIMUA BO3MOKHOCTSIMU;
4) yOexaeHue u apryMeHTallus;

5) xomaHHas paboTa;

6) HaAIEJICHHOCTh Ha pe3yJIbTaT U KOHTPOJIb €ro JOCTUKECHUS;
7) ynpaiieHue cOOCTBEHHBIMU HEPTHEH, SHTY3UA3MOM, IMOILIUSIMH, CTPECCOM;
8) yrpaBieHne COOCTBEHHBIM Pa3BUTHEM;

9) cuTyaniioOHHOE PYKOBOJCTBO U JIUJIEPCTBO;

10)  TBOpUECKOE MPOEKTHOE MBIIIJICHUE;

11)  ynpaBieHue U3MEHEHUSIMU;

12)  ynpaBneHue oOpaTHOM CBA3BIO;

13) HacTaBHMYECTBO U MOTHUBUPOBAHUE.
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PazpaGatsiBaercs, YTBEPXKAAETCS U MIOCTOSIHHO aKTyaJIu3upyeTcs

npodeccuoHaNbHBIA CTaHAAPT KIMEHTOUEHTPUYHOCTH, B COOTBETCTBUU C KOTOPBIM

IMPOBOAUTCA 06yquI/Ie H ITOBBIIIICHHUC KBaJ'II/Iq)I/IKaI_[I/II/I COTPYIAHHUKOB.

I[J'DI obMeHa YCIICIHBIMHA IIPAKTHKAMM 110 YJIYUYIICHHUIO Ka4Y€CTBa KIMCHTCKOI'O

OTIBITA CO3/1aeTCs eArHas miaTdopma 3HaHUN 1 HABBIKOB.

8. OcHoBHBIC MeTOAMYECKHE TOKYMEeHThI BHeApeHusi CTannapra

8.1.

s BHeapenus Ctanpapra pa3pabaThIBalOTCS, YTBEPKIAIOTCA U MOCTOSHHO

AKTYAJIU3UPYIOTCA OCHOBHBIC MCTOAUYCCKHUC JOKYMCHTBI Ha MCKBCIAOMCTBCHHOM

YpOBHE:

D

2)

3)

4)

S)

6)

7)
8)
9

10)

8.2.

PYKOBOJACTBA II0 KJIMEHTOLCHTPUYHOMY JU3alHY WM IPOTOTHUIIHMPOBAHUIO
YCIIYT, MEP HNOJIEPKKU U CEPBUCOB;

IIOPSIIOK BEJEHUs peecTpa XU3HEHHBIX CHUTYyallUH, BKIIIOYas METOIOJIOTHIO
yIpaBJICHUS CTPYKTYpOH mpodus;

oOyyaromye  METOAMYECKHEe  MaTepuanbl Uil  MOATOTOBKUM  Kpocc-
(YHKIMOHAJIBHBIX ~ KOMaHJ| OpraHOB BJIACTU U YIOJHOMOYEHHBIX
OpraHu3alui;

MOopAAOK IMPOBCACHNUA MOHUTOPHUHI'a YAOBJICTBOPCHHOCTHU KIIMCHTOB,

perjiaMeHT B3auMOJIEUCTBUSI OPraHa BJIACTU U YIOJHOMOYEHHOM OpraHu3anuu
¢ [IpoexktHbIM OricoM;

METOJIMKA BBIABICHUS U N3Y4YEHUSI TOTPEOHOCTEN KIMEHTOB, BKIIIOYAS:
a) mnpaBuia coopa UHPOPMAIUU O KIIMEHTCKOM OIIbITE;
0) mpaBuWa MOCTPOEHUS KapT KIMEHTCKUX MyTeil;

B) TpeOOBaHMsS K MOJITOTOBKE PEKOMEHAAIMH IO TMOBBIIIEHUIO KayecTBa
KJINEHTCKOTO OIIBITA;

METO/IMKa pa3padOTKH U aKTyaJu3aluy KIIMEHTCKUX CIICHApUEB;
TpeOOBaHUs K MOATOTOBKE OTBETOB Ha YacTO 3a/]laBa€MbI€ BOMPOCHI KIIMEHTOB;

METOAMKA MPOECKTUPOBAHUSA HOBBIX U PEMHKUHUPHUHIA CYIIECTBYIOIIUX YCIIYT,
Mep NOJJIEPKKH U CEPBHUCOB;

METOJIMKA TPOCKTUPOBAHMS M PCHHKMHUPUHITa MEXaHHU3MOB  OIICHKHU
coOmroieHus1 00s13aTeNIbHBIX TPEOOBAHUM.

Jlns BHeapenus Ctanpapra pa3pabaThIBalOTCS, YTBEPKIAOTCA U MOCTOSHHO

AKTYAJIM3UPYIOTCA OCHOBHBIC MCTOAUYCCKUC JOKYMCHTHI Ha YPOBHC OPraHOB BJIACTH U

YIOJIHOMOYEHHBIX OPTaHU3alINii:
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1) mopsIOK BHISIBICHUS U U3yYEHUS MOTPEOHOCTEH KIIMEHTOB;

2) NOpsIIOK MPOEKTUPOBAHUSI HOBBIX M PEMHKUHUPHHIA CYIIECTBYIOLIUX YCIYT,
Mep MOAJIEPKKHU U CEPBHUCOB;

3) meToauKa pa3pabOTKU U aKTyaJIn3allii KJIMEHTCKUX CLIEHApHEB;
4) nOKyMeHTalus MPOrpaMMHBIX HHTEP(EHCOB MPUIOKECHHIA;

5) mpaBuia (CTaHAapT) OpraHa BJIACTH WM YIOJTHOMOYEHHOW OpraHu3aiuu
Tese(OHHBIX KOMMYHHKAIIHHA C KJIHCHTAMU;

6) mpaBwia (CTaHAApT) OpraHa BJIACTA WM YIOJHOMOYEHHOH OpraHu3aluu
B3aUMOJICHCTBUSI C KIIMEHTAMU B MECTax JJIUTEIHHOTO HAaXOXXICHHUS KJIMEHTOB
Ha TEPPUTOPHUSIX C OCOOBIM PEKUMOM TMPABOBOTO PETYJIUPOBAHUA U
HH(PPaCTPYKTYPHBIX 0OBEKTaX;

7) npaBuia (CTaHAApPT) OpraHa BJIACTH WM YIOJTHOMOYEHHOW OpraHu3aluu
KOMMYHHKAIIUH C KJIMEHTAMHU B COIUATIBHBIX CETSIX U MECCEHKEPaXx;

8) mpaBusia (CTaHIapT) OpraHa BJIACTM WM YIOJHOMOYEHHOH oOpraHu3anuu
MUCbMEHHOTO B3aUMOJECHCTBUSI C KIUEHTaAMU;

9) npaBwia (cTaHgapT) oOpraHa BJIacTH WM YIOJHOMOYEHHOW OpraHu3aluu
po(heCCHOHAIBHOTO 00CITY)KMBAHUS KIMCHTOB TP JINYHOM B3aUMOJICHCTBHH.

9. BHeceHue nu3MeHeHUil U JonoJHeHu B CTtanaapr

9.1. IloaroroBKka M paccCMOTPEHHUE MPOEKTOB HOPMATHUBHBIX IPABOBBIX AKTOB O
BHECEHWU H3MeHeHuN B Hacrtosimuii CTaHgapT OCYIIECTBISETCS B YCTAaHOBJICHHOM
HOPSAJIKE C yUETOM OCOOCHHOCTEH, MPEAYyCMOTPEHHBIX HACTOSIIINM Pa3/I€IOM.

9.2. IlpennoxxeHuss 0 BHeCEHUU H3MeHEHUH B CTaHIapT TOTOBSTCA HAa OCHOBE
pe3yJbTaTOB MOHHMTOPHHTA €ro BHEAPEHHUS B OpraHax BJIacTH W YIOJHOMOYEHHBIX
OpraHu3aIusX.

9.3. Buecenue Ha paccMmorpeHue B IlpaButensctBo Poccuiickoit denepaunn
MpOEKTa MPAaBOBOTO aKTa O BHECEHHM HW3MEHEHUWW B HacTosmuii CTraHgapT MOKET
OCYIIECTBIIATHCSA 10 MHUIIUATHBE:

1) I[IpoexTHOTO OHCa O KIUEHTOICHTPUYHOCTH;

2) [IpaBUTENBCTBEHHON  KOMHCCHMM TIO  TPOBEACHHUIO  aJAMHHHCTPATUBHOMN
pedopmbI;

3) [IpaBuTENHCTBEHHOW KOMHUCCUU IO HU(PPOBOMY pPa3BUTHIO, HCIOIH30BAHUIO
MH(OPMAIIMOHHBIX TEXHOJOTUN Ui YIYYIIEHHs] KadecTBa JKU3HU M YCJIOBHM
BEJICHUS NIPEIITPUHUMATEIIBCKON JeATENBHOCTH;
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4) YnonnomouenHnoro mnpu Ilpesunente Poccuiickoit @enepanuu mo 3aiure mnpan
peaIPUHUMATEIICH;

5) ¢penepanbHOrO OpraHa HUCIOJIHHUTENBHON BIIACTH, OpPraHa TrOCYAAPCTBEHHOIO
BHEOIO/KETHOrO (OHJA, TOCYJAapCTBEHHON KOpHopaluu, HaJelIeHHbIX B
COOTBETCTBUHU C (heJiepaibHbIM 3aKOHOM TOJHOMOYHSIMU IO MPEJOCTABICHUIO
rOCyIapCTBEHHBIX YCIYT B YCTAHOBJICHHOH chepe esTeNbHOCTH;

6) opraHa BJIacTH WIH yIIOJIHOMOYEHHON OpraHU3alny, OCYIIECTBISIONINX OL[CHKY
coOtoieHus 00s3aTeNbHBIX TPEOOBAHUI;

7) UHBIX OpPraHOB HCIIOJIHUTEIBHOM BJIACTM M OpraHU3aluil — IpU HaJIUYUU
cooTBeTCTByIOIMX nopydyeHuid Ilpesmgenta Poccuiickoit ~ ®enepaiumu,
MOpy4eHUn, coaepxamuxcs B aktax IIpaBurenscrBa Poccuiickoit deaepannu,
IIPOTOKOJIAX 3acelaHui [IpaBuTenscTBa Poccuiickoit ®denepanuu,
KOOPJIMHAIMOHHBIX 151 COBEIATEIIbHBIX OpraHoB [IpaBuTenbcTBa,
BosraBisieMbix [Ipeacenarenem IlpaBurensctBa Poccuiickorn denepanuu wim
ogHuM wu3 3amecturenen Ilpencemarens IIpaBurtensctBa  Poccuiickoit
@®enepanuu (B COOTBETCTBUUM €  paclpeiesieHneM  00sSi3aHHOCTEN),
3amecturenem llpencenarens — PykoBomutenem Amnmapata IIpaBurenbcrBa
Poccuiickon ~ ®epepaumu, nopyuenund lIpencemarens  IlpaBurenbcrBa
Poccuniickon @enepanyu U €ro 3aMECTUTENEH, COAEPKALIUXCS B MPOTOKOJIAX
IIPOBEJICHHBIX UMU COBEIIAHUN U B PE3OTIOLUSAX.

9.4. Buecenue Ha paccMmorpeHue B IIpaButensctBo Poccuiickoit denepannn
IPOEKTa MPAaBOBOIO aKTa O BHECEHMM W3MEHeHuM B Hacrosumii CraHpapt 1o
VMHUIMATUBE yKa3aHHBIX B Hacrosuiem paszaene CraHmapra OpraHoB W OpraHU3alul
OCYUIECTBIJISIETCSI TPU HAJIUYUU corjlacoBaHusi mnpoekrta [IpoekTHbIM oducoM Mo
KJIMEHTOLIEHTPUYHOCTH, a IPU OTCYTCTBUM TaKOI'O COIVIACOBaHUA (B cllydyae HaJIU4us
pa3HoIIacuil Mo MPOEKTY) — MPHU HAIWYMM MPOTOKOJA O MPOBEJCHUM COTJIACUTEIIBHOTO
COBEIaHMUSL.
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