YTBEPXJIEH
IIPOTOKOJIOM 320YHOT'O TOJI0COBAHHS
YJICHOB IPOCKTHOTO KOMHUTETA
(dhenepaabHOIO MPOSKTA

"KiineHToueHTpu4HOCTh"
ot 18 anpens 2022 r. Ne 1

Crangapr «I'ocynapcTBo auist Jrogein»

TpeOoBaHusI 110 BHEAPEHHUIO KJIUEHTOMEHTPUYHOTI0 MOAX0/1A
B rOCYyIapCTBEHHOM U MYHUIUINIAJIbHOM YIIPABJICHUHU NPHU
B3aUMO/ICHCTBUHU C JIOALMHA

2022 r.



OraasJjieHue

1. O0mue MOJI0KEHUS

2. O6anacte npumenenus Crangapra

3. TepMuHBI U ONIpeeJIeHUsA

4. OCHOBHbIE 0JI0KEHHS

4.1. PykoBosiiue IpUHITUIIBI

4.2. Peann3anuys KJIMEHTOLIEHTPUYHOTO MOJX0/a B TOCYAAPCTBEHHOM U MYHMIIMIIAJIbHOM
YIIPaBJICHUU

4.3. TpeboBaHUS K BBISIBICHUIO U H3YUYECHUIO TTOTPEOHOCTEH KITUCHTOB .....ecvvveeveenereenveeeneennen 10

4.4. TpeboBaHUS K MPOESKTHPOBAHUIO HOBBIX M PEUHKMHUPHUHTY CYIIECTBYIOIIUX YCIYT U

COPBHCOB ..uvveeeuireeeutreenutreesaseeesuseeasuseessseesasseesasteesaseeesaseeeanseeesseeansseesnsseesnsseesnsseessseesnnseesnnseesnnnes 14
4.5. TpeboBaHus K MPOLIECCY YAOBIETBOPEHUS TOTPEOHOCTEH KIIMEHTA IyTEM
MIPEAOCTABIICHUS YCIIYT H CEPBHUCOB...ceuuvteeutreeruteeenureeeniteeensseeesseesnsseessseesseeessseesssseessseesssseesns 18
4.6. Tpe6OBaHI/IH K B3aHMOHeﬁCTBHm C OpraHaMu BJIACTHU U YIIOJTHOMOYCHHBIMU
OopraHru3alusiMU B TUIIOBBIX TOUKAX BSaHMOHCﬁCTBHH C KIIMCHTAMMU.......cvviiniiiiinniiiiinnieiinnneninnns 23
5. MoTuBaums KIANEHTOUEHTPHUYHOTO MOBEMEHMS .......ccceevvrrreeenirrreeeeennreeeeeannneeeeeanns 40
6. IToxka3zaTe/ Il KIAMEHTOMEHTPHMUHOCT M.......cccuuvvereeernrreeeeeeninreeeesannseeeeesnnseeeessssssseesenns 41
7. IIpodeccOHATIBLHAS MOATOTOBKA M OOYUCHIIL .....ocuvvieeiiieeeiiieeeieieeeieeeeenneeennneeenns 49
8. OcHoBHBIE MeTOAUYECKHE JOKYMEHTHI BHeAPEHUS CTAHAAPTA ......c.eeveeenereennnnnn. 49
9. BHeceHne U3MeHEeHUI U TONMOJHEHUN B CTAHIAPT ......ococvveieviiiiiiiieeiieeeiiee e 51



1. O01Me MoJI0KeHu s

Lenvto paszpabotku Cranmapra «locymapcTBo uisi  JIoJel»  SBISETCS
YCTAaHOBJICHHWE TpPeOOBaHWN 1O BHEAPSCHUIO KJIMEHTOICHTPUYHOTO TMOJX0/a B
rOCYJJapCTBEHHOM M MYHHULIMIIAJIBHOM YTPABICHUH MPU B3aUMOJEHUCTBUM C JIIOJbMHU Ha
ocHoBe Jlekmapaluu 1eHHOCTEN KIIMEHTOLIEHTPUYHOTO TOCY/IapCTRa.

B pe3ynbpTrare J0CTHKEHUS yKa3aHHOM 1IeJIN OKUAAI0TCA Cieayromue 3P QexTs:

1) YAOBIETBOPEHHOCTh  JIIOJEH 32 CUeT  aJ[peCHOCTU  JIeATEIbHOCTU
rocyaapcTsa (HE3aMETHOro, KOTJla HET NOTpeOHOCTeH, W 3a00TIMBOro, KOrJa OHU
BO3HHUKAIOT);

2) NPUBJICKATEIILHOCTh CTPaHbl JUISA KW3HH, TMOCCHICHHS, PabOThI 3a CYET
HOBOM KYJIBTYpbl, OCHOBAaHHOH Ha B3aMMHOM JOBEPUH U YyBWKCHUU TpaxaaH U
rocyJapcTBa.

2. O6nacty npumenenus Crangapra

CranmapT ycTaHaBIUBaeT TpeOOBaHUS MPHU MPEAOCTABICHUU TOCYAAPCTBEHHBIX U
MYHHUIIUIAIBHBIX ~ yCIIyTr, JHuO0 HMHBIX paboOT ©  yCIyr, MpeIoCTaBIsEMBbIX
TOCYAApCTBEHHBIMH W MYHHIMITAIGHBIMH  YUPSKICHUSMH, a TaKkKe HWHBIMU
OpraHW3allisIMH, YIOJHOMOYCHHBIMH HAa TPEIOCTABICHHE YCIyr KIUCHTY B
COOTBETCTBHHM C 3aKOHOAATEIbCTBOM Poccuiickoit ®Denepanmu (B TOM 4YHCIE Ha
OCHOBAHUU JJOTOBOPA).

B kxaudectBe knmeHta CraHgapT paccMaTpUBAE€T HE TOJBKO JIUI[ M UX 3aKOHHBIX
npecTaBUTeNeii, OOpaTUBIIMXCA C 3allpOCOM O MPEAOCTaBICHUH YCIyT B 3HAUYCHUU
®enepanbHoro 3akoHa ot 27.07.2010 Ne 210-®3 «O6 opraHuzauuu NpegocTaBieHUs
FOCYapCTBEHHBIX U MYHHUIMIIAIBHBIX YCIYT», HO TaKKe M IIMPOKUU TEpPEUCHb JIMII,
00JaaroImuX MpaBOM B COOTBETCTBHHM C 3aKOHOJATeNbCTBOM Poccuiickort ®deneparuu
oOpatuTbcst 3a mpeaocTaBieHueM yciyr. K Takum nuiiam, B 4aCTHOCTH, OTHOCSITCS
rpaxaane Poccuiickoit @enepannu, HHOCTPaHHbIE TpaxkKAaHe, JULA C JBOWHBIM
TpakJIaHCTBOM, JIMIIa 0€3 rpakIaHCTBa.

Crangapt npuMeHsieTcsl B LesSX GOpMUPOBAHUS KIMEHTOLEHTPUYHOTO MOIX0/1a B
roCyJapCTBEHHOM U MYHULIMIIAJIBHOM YIIPABJICHUU, ITO3BOJIAIOLIETO BBIABIATH U U3y4aTh
noTpeOHOCTH KJIMEHTA, IMOCTOSHHO YJIydllaTh B3aMMOJACWCTBHE OPraHOB BIACTH U
YIOJHOMOYEHHBIX OpraHU3alui C KIMEHTOM Ui YAOBJIETBOPEHMs €ro MOTpeOHOCTEM,
UCXO/I U3 )KU3HEHHOM CUTYallMM U C HAMEPEHUEM ITPEB30UTH OKUJAHUS.

Crangapt sBIsiETCS 00s13aTENBHBIM JIJIsl PUMEHEHHUSI OPTaHaMH TOCY1apCTBEHHOM
BJIACTH, OPraHaMU MECTHOTO CAMOYIIPABJIEHHUSI, TOCYIAPCTBEHHBIMU Y MYHULIUIATbHBIMA
YUPSKISHUAMH (TIPEANPUATHAMHA) W HUHBIMU OPTaHU3AlMAIMH, YIOJHOMOYEHHBIMHU B
COOTBETCTBUHM C 3aKOHOJATEIbCTBOM Poccuiickoii @Penepaunv, B TOM YHUCIE HA
OCHOBAHUU JIOTOBOPA, MPEIOCTABIATh YCIYTU KIUEHTY, U COACPKUT TPEOOBAHUSA:

1) K BBISBJICHUIO U U3yUYEHHIO MOTPEOHOCTEH KIMEHTOB B PaMKax >KU3HEHHOU
CUTYyaIHH;

2) K TMPOCKTHPOBAHUIO HOBBIX M PEMH)KMHUPHHTY CYIIECTBYIOIIMX YCIyT U
CEpPBUCOB;

3) K TpoIeccy  VYAOBICTBOPEHUS  NOTpPeOHOCTEH  KIMEHTa  IyTeM

MpeaAOCTaBJICHHUA YCIIYT U CCPBUCOB;



4) K B3aUMOJCHCTBUI0O C OpraHaMd BJIAaCTU UM  YINOJHOMOYEHHBIMU
OPraHu3alMsIMHU B TUIOBBIX TOYKAX B3aUMOJICUCTBUS C KIIMEHTAMU.

Jns  meneil  moBblieHUs 3()(QEKTHBHOCTH W MOHHTOPHHTA  peaH3alliu
KJIMCHTOIICHTPUYHOTO TOJIX0Aa B TOCYJapCTBEHHOM W MYHHIIMIIAIBHOM YIIPABICHUU
CranmapT COJCPKUT CHCTEMY HW3MEPHMBIX II0Ka3aTejiei, IMO3BOJISIONIUX TMPOBECTH
OLICHKY  BHEAPEHHUS  KIMEHTOICHTPUYHOrO IMOJAX0Ja B  TOCYJApCTBCHHOM |
MYHHUIIMTIAJIGHOM YTIPABJICHHUHU, a TAK)KE TPEOOBAHUS K CHCTEME MOTHBAIIUH, ITOATOTOBKE
¥ O0yYCHHUIO CIICTIHATTUCTOB.

3. TepmuHbI U onpeAeIeHUSA

Hns neneit Hacrtosimero CTaHIapTa UCHOJIB3YIOTCS CIEAYIOIIME OCHOBHBIC
TEPMUHBI U OTIPEICIICHUS.

1) KJIMEHT: (U3HYECKOE JIMI0, SBISIONICECS 3asBUTEIEM B 3HAYCHUU
®enepanbHoro 3akoHa ot 27.07.2010 Ne 210-®3 «OO6 opraHuzamuu MpeaoCTaBICHUS
FOCYJapPCTBEHHBIX M MYHULHUNAIBHBIX YCIYTr» WIW TOTEHIMAIbHBIM 3asiBUTEIIEM,
B3aUMOJICCTBYIOIIEE CAMOCTOSITEILHO WM YEPE3 YIOJTHOMOYEHHOIO MPEICTABUTEINS C
OpraHaMy BJIACTH W YIIOJHOMOYEHHBIMH OpraHHU3aLMSIMHU C IEJIbI0 YJIOBIECTBOPEHUS
cBoux morpebHocTel. K kmmeHTam oTHocsATcs Tpaxknane Poccuiickoit ®eneparuu,
WHOCTPAHHBIC TPAKIAHE, JTUIA C IBOWHBIM IPAXKIAHCTBOM M JIMIa O€3 TPaXK/TaHCTBA;

2) NOTPe0HOCTh KJMEHTAa: HEOOXOIUMOCTh JOCTHXKEHHS pe3yJibTaTa,
pelIeHys 3a/1a4u WIK BOIPOCa, peanu3yemasi KIMEHTOM MOCPEACTBOM IOJIYyUEHHSI YCIIyT
U CEPBHCOB;

3) OKMJAHMSl  KJIMEHTa:  IpeAarnoyiaraeéMble  KJIMEHTOM  Habop u
XapaKTEePUCTUKH JECHCTBUM, B TOM YHUCIIE CBA3AHHBIX C (DMHAHCOBBIMH, TEXHHUYECKHMH,
JIOTUCTUYECKUMH, BPEMEHHBIMU U MHBIMU 3aTpaTaMu, U pe3yJbTaTOB MPEJOCTaBIICHUS
opraHamMM BJIaCTU W  YIOJIHOMOYEHHBIMU OpraHHU3alUs MU YCIYI U CEPBHCOB,
HaNpaBJICHHBIX Ha YJOBJIECTBOPEHHE MOTPEOHOCTH KIMEHTA;

4) KJIMEHTOUEeHTPUYHBIA MOAX0 B rOCyJIApCTBEHHOM W MYHUIIMIIAJIbHOM
yOpaBJIeHUM: TIOJXOJl B TOCYJapCTBEHHOM M MYHULMNAILHOM  YIPaBICHUH,
OCHOBaHHBI Ha BBIABJICHUHM U UW3YYEHUHU TMOTPEOHOCTEN KIMEHTa, TMOCTOSSHHOM
YIY4YIICHUU B3aUMOJEHUCTBUS OpPraHOB BJIACTH M YIOJHOMOYEHHBIX OpPraHU3alui C
KJIMEHTOM JIJIsS YJOBJIETBOPEHHSI €ro IMOTPEOHOCTEH C HaMEpeHHeM MPEeB30HTH €ro
OKHaHUS,;

5) YCJIYIru: ACSATEIbHOCTh, CBA3aHHAs C peaiu3alledl ToCyJapCTBEHHBIX U
MYHUIMIAIBHBIX yCIyr B 3HaueHuu PenepanbHoro 3akoHa ot 27.07.2010 Ne 210-D3
«O06 opranmuzanuu MpeAOCTABICHUS TOCYAAPCTBEHHBIX U MYHHUIIUTIATBHBIX YCIyT», JIHOO
WHBIX PabOT W YCIYyr, MPEAOCTaBISEMBIX TOCYJApPCTBEHHBIMH W MYHHUIUIIATbHBIMU
YUpEXKACHUSIMH, JIMOO  YCIOyr, TMpPEJOCTaBISIEMBIX  HMHBIMH  OpPTaHU3ALUSIMH,
YIIOJTHOMOYEHHBIMH B COOTBETCTBUM C 3aKOHOJATENBCTBOM Poccuiickon denepaunu, B
TOM YHCJI€ HA OCHOBAHHMH JOTOBOPA, MPEOCTABIISATh YCIYTH KIUEHTY;

6) CepPBHUCHI: TPEJOCTABISIEMbIE KIMEHTY IHU(PPOBBIMUA CHCTEMaMHU OpPraHOB
BJIACTU Y YIIOJITHOMOYEHHBIX OPraHU3alNN YCIYTH, UX YaCTH;

7) Opranbl BJIACTM M  YINOJHOMOYEHHBbIe OpPraHU3alMM: OpraHbl
rOCyJapCTBEHHON BJIAacCTH, OpraHbl MECTHOIO CaMOYIIPaBJIEHHS, TOCYJAapCTBEHHBIE U
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MYHUIIUTAIBHBIE yUpeXIeHUs (MIPEANPUSATHS) U UHbIE OpraHU3allid, YIIOJTHOMOYEHHbBIC
B COOTBETCTBHHM C 3aKOHOJarelbcTBOM Poccuiickoit denepanuu, B TOM YHCIE HaA
OCHOBaHWHU JIOTOBOPA, BBIMOJHATH pPaOOTHl W TPEAOCTABISATH YCIYTM U CEPBUCHI
KJIACHTaM,

8) JKM3HEHHAsl CUTyalMsi: HAJIWYUE WM HACTYIUICHHE OOCTOSTEIbCTB,
BJICKYIIMX JJIsi KJIMEHTa BO3MOXHOCTb WJIM HEOOXOIWMOCTh B3aMMOJEHCTBOBATH C
OopraHamMH BJIACTU W YIIOJIHOMOYEHHBIMU OPTaHM3AIUSIMU B IEJISIX MOJNYYEHUS YCIYT U
CEPBHCOB;

9) YAOBJE€TBOPEHHOCTb KJHMEHTA: HU3SMEPHUMOC BOCIPHATHE KIMCHTOM
CTCIICHU BBIIIOJIHCHUS €TI0 OXHI{aHHP’I;

10) npopuiab KIMEHTA: COBOKYMHOCTb CBEIACHHIA KIIMEHTE, KOTOpHhIE
UCIIONB3YIOTCS AJISI ONPEJETCHUsl TPYII KIUEHTOB, CXEM MOBEJICHUS U MPEANnOYTEeHUN
STUX TPYMI KJIMEHTOB C LENbI0 YIyUYIICHHUs] KITUEHTCKOTO OIbITa;

11) npopuab KJIMEHTCKOI0 CerMeHTa: COBOKYNMHOCTHh (DaKTOB, CBEACHUN U
o0LMX XapaKTEPUCTHK, NPUCYLIMX TPYIIE KIUEHTOB, CXOXHUX IO KakKoMy-JIu00
NPU3HAKY WIA COBOKYITHOCTH IPU3HAKOB;

12) KJIHEHTCKMH MYThb: MOCIEIOBATEILHOCTh JACHUCTBUN KIMEHTA, KOTOPbIE OH
OCYUIECTBIISIET OT MOMEHTa BO3HUKHOBEHUS OXUAaHUS (MOTPEOHOCTH) 10 MOMEHTa X
yJIOBJIETBOPEHUS, B TOM UHUCIIE€ IPU B3aUMOICHCTBUU C CEPBUCAMU;

13) kapra KJIMEHTCKOr0 NYTH: ONHCAHHE KIMEHTCKOrO INYTH B BHUJIC
AITOPUTMOB U CXEM, B TAOJIMYHOM, rpadrueckoi nin cMelanHoi gopmax;

14) kJIHEHTCKMH ONBIT: U3MEpUMas OIEHKAa KIUEHTOM pPE3yJIbTaTOB
IIPOXOXKJACHUSI KIMEHTCKOIO IIyTH, B TOM YHCIE €ro OTACNIbHBIX JTallOB B BHUJIE
COBOKYITHOCTH KOTHUTHUBHBIX, SMOLIMOHAIIBHBIX, CECHCOPHBIX U IMOBEJACHYECKUX PEaKLUN
noTpeOuTeNs;

15) KJIMEHTCKHUiIl CHeHapuii: MOCIeN0BATEILHOCTh JEUCTBUM KIMEHTOB WU
WHBIX CYOBEKTOB B3aUMOJCHCTBUS B paMKaxX MPEIOCTABICHUS YCIyTH, B TOM YHCIIE TIPU
B3aUMOJICICTBUM C CEpPBUCAMH, HAMNPABJICHHAS HA TOJYYECHHE OMNPEAECICHHOIO
aIMUHUCTPATUBHBIMUA MPOILIEAYPAMHU pPE3yJbTaTa IPOXOXKICHUS OTICIbHBIX ATaIloB
KJIMEHTCKOTO Iy TH;

16) mnpoakTHBHOe MpeIOCTABJEHUE YCJIYI M CEPBUCOB: IPEIOCTaBJICHHE
KJIMEHTY Habopa yCIyr U CEpBUCOB JJISl YAOBJIETBOPEHUS €ro norpedHocTel 0e3 nogauu
KJIMEHTOM 3alpoca Ha IMOJIyYEHUE YKa3aHHBIX YCIIyT U CEPBUCOB;

17) IIpoekTHbI o¢gHuC: [EHTP METOAOJOTUM M OSKCIEPTU3bl BHEIPEHUS
KIIMEHTOIICHTPUYHOTO TMOJX0oJa Ha (eaepalibHOM, PETHOHAIBHOM, MYHUIIUNAIBHOM
YPOBHSX YIIPaBJICHUS,

18) ypoBeHb KJIHEHTOUECHTPUYHOCTH: H3MEpUMas  OLEHKAa CTENeHHU
BHEJIPEHUS KIHMEHTOLIGHTPUYHOTO TMOAXOJa B TOCYJIapCTBEHHOM W MYHUIUIIAIBEHOM
yIpaBJICHUU;



19) npoexkTHpoBaHHWe: EATEIbHOCTh, OCHOBAaHHAs Ha METOJOJOTUU U
TEXHOJIOTUSIX, HampaBJjeHHAs Ha pa3pabOTKy YCIyr U CEPBUCOB B COOTBETCTBUU C
TpeboBaHusAMHU HacTosmero Ctanaapra;

20) PpeMH:KUHHUPHHI: JCSTEIbHOCTh, OCHOBAaHHAsi Ha METOJOJOTUU U
TEXHOJIOTUSIX, HampaBieHHas Ha pedOpPMHUPOBAHUE WU TEPENPOCKTUPOBAHUE YCIYT U
CEPBHUCOB B IEJIIX ONTUMHU3ALUU JAEITEILHOCTH OPraHOB BJIACTH M YIMOJIHOMOYEHHBIX
OopraHu3aiui, Mg 00ECIeUeHUs COOTBETCTBHUS MPEIOCTABISIEMBIX YCIYyT U CEPBUCOB
TpeOoBaHusAM Hacrosero Ctanaapra;

21) TOYKM B3aHMMOAECHCTBMS KJHEHTa ¢ OpraHamMm BJACTH U
YHOJIHOMOYEHHBIMHM OPraHM3alUsIMU: [TH(PPOBBIE TOYKU: - O(HUIMATHHBIE CAWTHI
(mopTasnbl), MOOWUJIbHBIE TPUIIOKEHHUS, COLMAIbHBIE CETH, MECCEHIKEpPHI, 4YaT-O0O0THI,
TOJIOCOBBIE TIOMOITHUKH, KOJUI-IIEHTPBI; O(QIaifH-TOUKH: - MecTa MpHeMa KJIHEHTOB B
OpraHax BJIaCTH M YIOJHOMOUYEHHBIX OpraHH3alHsIX, 000COOICHHbIE YUPEKICHUS, TJE B
peXUME «OJHOTO OKHA» MPEIOCTABIIAIOTCS yCIyTH U cepBHUCHl kineHtaM (M®PL[ «Mou
JOKYMEHTBI», LEHTPbl 3aHATOCTH HACEIEHUS, LEHTPbl MHUIPAlUd, TYPUCTUUYECKUE
LEHTPHI U IPYTHUE), MECTA JJIUTEIIbHOTO HaX0XAeHUs (ILIKOJIbI, OOJBHUIIBI U IPYTHE).

4. OcHOBHBIE MOJIOKEHUS
4.1. PykoBoasinmue NpUHITANBI

B cootBeTcTBHM ¢ Jleknaparueld HEHHOCTEN KIMEHTOLIEHTPUYHOTO TOCY/IapCTBa B
Cranpapre NpUMEHSIOTCA CIAEAYOUUE TPUHIUIIBL.

B uacmu pasnozo oocmyna:
4.1.1. Yyet 0cOOEHHOCTEN KAXKIOr0 KJIUEHTA

JIoCTyTHOCTB YCIIYT U CEPBHUCOB JUISl BCEX KIMEHTOB C YYETOM UX OCOOEHHOCTEM.
Ycrpanenue 6apbepoB, B TOM YUCIE TEXHUYECKUX, (PU3HUUECKUX U COLIMATBHBIX.

4.1.2. IlocTpoeHue yCIyr U CEpBUCOB BOKPYT MOTPEOHOCTEN KIIMEHTa

['ocymapcTBo amantupyercs ol MOTPEOHOCTH KIMEHTa, a He TpeOyeT amanTaiuu
KJIMEHTA MoJ TpeOOBaHMs TOCy1apCcTBa.

B uacmu s¢pgpexmuenocmu u yooocmea:
4.1.3. Perrenue 3a1a4 KIMEHTa BMECTO MCIIOTHECHUS (POPMAaTbHBIX (YHKITUH

l'ocynapcTBeHHbBIE YCIYTH CIOCOOCTBYIOT JOCTHXKEHHUIO KaXKIbIM KIHMEHTOM €ro
3aKOHHBIX IIEJICH.

4.1.4. Vicnonb3oBanue HanOoJIee MPOCTHIX U YAOOHBIX METOJIOB PEIICHUS 3aa41

KnuenTy npeacraBisieTcss onepaTUBHOE PeIlieHUE 3a/1aud. B uieanbHOM CUTyaIuu
3a/1aya pelraeTcs B MOMEHT oOparieHus ik 6e3 HeoOXO0AMMOCTH OOpaIeHus, y100HbIM
JUTSL KIIMEHTA CIIOCOOOM.

4.1.5. O6ecnevueHre YJKOHOMUYECKOH A(H(PEKTUBHOCTH MPOIIEAYP U MPABUIT



l'ocynapcTBOM — yCTaHaBIMBAKOTCA  MWHUMAJIbHO-ONPABJAaHHBIE  3aTpaTbl U
TpeGoBaHus 11 pemeHus 3aaad. ONTUMH3UPYIOTCS TIPOIIECCHI, YCTPAHAIOTCS TPETPaIbl,
MOBBIIIAETCS HEHHOCTh KJIUEHTA.

B uwacmu eouncmea u yenocmnocmu:
4.1.6. [IpuHsiTHE penIeHNI Ha OCHOBE JIOCTOBEPHBIX JaHHBIX

Opranuzanus IpeIoCTaBICHHs YCIyT U CEPBUCOB OCYLIECTBIISIETCSI HA OCHOBAHUU
O0OBEKTUBHBIX JJTAHHBIX, & HE CTEPEOTUIIOB. B yacTHOCTH, Cy>KIE€HHUS U BBIBOJBI O IPYIIIe
KIIMEHTOB, WX TMOTPEOHOCTSIX, OCOOCHHOCTSX U OIbBITE OCHOBBIBAIOTCS Ha aHaIu3e
0OBEKTUBHBIX JaHHBIX.

4.1.7. IlocnenoBaTenbHOCTh B MPUHATUH PELICHUN U OCYIIECTBICHUHN AEHCTBUIMA

AHaJOTHYHBIC CHUTyalldd M 3ampoChl PEIIAIOTCSA eAMHOOOpa3Ho. M3MeHeHue
HOJX0/Ia SIBJISICTCS CHCTEMHBIM, a HE Pe3yJIbTaTOM CIYyYalHOCTH WM CYOBEKTHBHBIX
npeQepeHIInii.

B uacmu nocmosinnozo nogvluenus kavecmea u npoaKmueHOCmIL:
4.1.8. Onepesxatolue JeHCTBYS, MOBBIIICHUE KAYECTBA, yCTPAHEHUE OLIUOOK

I'ocynapcTBOM BBICTpAauMBaeTCs CUCTEMA IIOCTOSHHOIO YJIY4YUIEHUS YCIYyr |
CEpPBHCOB, MOMCKA M OTIEPATHBHOTO YCTPAHEHUS OIITHOOK.

4.1.9. Buenpenue nHHOBAIUN

FOCYI[apCTBO NPpUMCHACT HOBBIC TCXHOJOIMM W JAPYruc€ BO3MOXHOCTH JJIA
YIydlICHUA YCIYT' 1 CCPBUCOB. HoBoBBeaeHus IMPpOXOJAT 00s13aTeNbHbBIC TCCTUPOBAHUA U
BHCAPAIOTCA ONICPATHUBHO.

4.1.10. [IpoakTUBHOCTh

[IpoakTHBHOE TMPEAOCTaBIEHUE YCIYT U CEPBHCOB IMPH HAIWYUU OOBCKTUBHOUN
BO3MOXHOCTHU U COTJIACUM KJIMEHTA B PaMKaXx KU3HEHHBIX CUTYaIUi.

B uacmu obvexmusnocmu u 6ecnpucmpacmHocmu:

4.1.11.  TIlpenmoctaBieHue  akTyadbHOH  HWHPOpPMAIMH,  MOTHBHPOBAHHUE
IIPUHUMAEMBIX PELICHUI

Nudopmanus o npaBuiiax, npoueaypax, npaBax KIMEHTa, IPUHITHIX PEIICHUsAX, a
TaKXK€ O CTaTyce€ KOHKPETHOIO 3ampoca IMPEIOCTaBISETCS CBOCBPEMEHHO M SIBISIETCA
JOCTYITHOM B YyJOOHBIX [UJIi KIMEHTa TOYKaxX B3aWUMOJICUCTBUS U MOTHUBHUPYETCS
JOCTYIHBIMHU ISl KITUEHTa (POPMYITUPOBKaMHU.

4.1.12. Iloompenne oOpaTHOU CBSI3U, IPU3HAHUE UMEIOIIMXCS TPOOIIEM

OOpartHasi CBSI3b CO CTOPOHBI KJIMEHTOB BOCIHPHHHMAETCS Kak IIOMOIIb B
COBEPIIIEHCTBOBAHUH YCIYT U CepBUCOB. [Ipo0IeMbl HE CKPBIBAIOTCS U HE OTPHIIAOTCSI.

B uacmu OMmMKpslmocmu u npo3pavHocmu.

4.1.13. OTKDPBLITOCTH




l'ocynapcTBO B3auMOAEHCTBYET C YEJIOBEKOM B OTKPBITOM JHAJIOTE, YUYUTHIBAET
00paTHYIO CBSI3b U IOHUMAET MOTPEOHOCTH YEIIOBEKA.

4.1.14. TIpo3padyHoCTh

[Ipouenypsl rocynapcTBa mpo3payHbl: HHPOpMALUs MPEAOCTABISAETCS B MPOCTOM
U TOHSATHOW ¢opMe, TNPUHATHIE PEIIEHUS M JOCTUTHYTHIE pE3yJbTaThl JAOCTYITHO
oOBsicHsIOTCS. JlaHHbBIE, HA OCHOBAHUU KOTOPBIX NMPHHSTHI PEIICHHUs, ITyOJINKYIOTCS.

B uwacmu 63aummnozco dosepus u bezonacnocmu:
4.1.15. Bemonxenue ooemannii

[TyOnuuHo B3sTHIE Ha ce0sl 00s3aTeNbCTBA U IUIAHBI UCHIONHSAIOTCA. B cioyuae He
JOCTH)KEHUSI HEOOXOAMMOTO pe3yibTaTa JAHHBIM (DAKT MPU3HAETCS C MOCIEAYIOUIIM
00BsICHEHUEM MTPUUHH.

4.1.16. Tapantusi 0€30HaCHOCTH B3aWMOJEHCTBUS C TOCYAApCTBOM H
KOH(HUICHIINATBHOCTH JaHHBIX

Peanuzanus yciiyr U CepBHCOB HE CO3Ja€T PUCKOB IS O€30MAaCHOCTH KIIMEHTA,
€ro 3JI0POBbS, UMYIIECTBA, a TAKXKE 3allUINAET KOHDUACHIHAIbHYI0 HHGOPMAIUI0 U
nepcoHaabHbIe JaHHbIC KIMEHTA.

4.1.17. OTBETCTBEHHOCTH

Oprassl BJacTH, YIOJHOMOYEHHBIE OpraHM3allud W WX pPaOOTHUKH HECYT
OTBETCTBEHHOCTH TEpe/i KIIMEHTOM 3a HecoOmroeHne npuHiunoB Ctangapra.

4.2 Peanu3zanusi KJIUEHTOUEHTPUYHOIO0 MOAX0AAa B TOCYJIAPCTBEHHOM U
MYHUIHMNAJBHOM yIIPaBJIeHUHU

4.2.1. KIMEHTOUEHTPUYHBI MOAXOA B TIOCYJAapCTBEHHOM M MYHUIMIAIBHOM
YOPaBJIEHUU  BHEAPSAETCS  IOCPEACTBOM  BBINOJHEHUS  OpraHaMM  BJIacTH U
YHOJHOMOYEHHBIMU OpraHu3alusIMu TpedoBanuii CTannapTa.

1) TpeOOBaHUI K BBISIBIICHUIO U U3YYEHUIO TOTPEOHOCTEN KIIMEHTOB;

2) TpeOOBaHMH K  NPOEKTHUPOBAHUIO  HOBBIX M PEUMHXHUHUPUHTY
CYLIECTBYIOLIUX YCIYT U CEPBUCOB;

3) TpeOOBaHUN K MPOIECCY YAOBIECTBOPEHHUS MOTPEOHOCTEH KIMEHTa MyTeM
NPEIOCTaBJICHUS YCIYT U CEPBUCOB;

4) TpeOOBaHMI K B3aMMOACHCTBUIO C OPTaHAMU BJIACTH M YIIOJIHOMOYEHHBIMH
OpraHM3alUsIMH B TUIIOBBIX TOYKaX B3aUMOJCHCTBUS C KIMEHTaMU.

4.2.2. OTBETCTBEHHBIE 32 MPEIOCTABICHHUE YCIyT B paMKaX >KU3HEHHOW CUTyalluu
OpraHbl BJaCTU U YIOJTHOMOYEHHbIE OPTAaHU3ALIUH €KETOAHO JTOJKHBI:

1) OMpeneNiaTh ¢ yuyeroM pekoMeHaanuii [IpoexTHoro oduca XU3HEHHbBIE
CUTyallUu JUIsi BHEAPEHUS KIMEHTOLICHTPUYHOIO IMOAX0JAa B TIOCYJAPCTBEHHOM W
MYHHULIUIIAJIBHOM YIPABJICHUH;



2) YTBEPKIAATh IUIAHBI IO BHEAPEHUIO KIMEHTOLEHTPUYHOIO IOAXO0JIa B
roCyJapCTBEHHOM M MYHHULUIIAJIbHOM YIPABJIECHHUU C YYETOM TPEOOBAHMUU HACTOSILETO
Crannapra n Cranaapra «['ocyqapcTBO i1l BHYTPEHHETO KIUEHTa»;

3) dbopMupoBaTh IS pealu3alUd  TUIAHOB  KPOcC-(yHKIIMOHAIBHBIE
(CKBO3HBIC) KOMaH/IBI C TPUBJICUCHUEM COTPYIHUKOB OPTraHOB BJIACTH U MPEJICTABUTEIICH
YIOJTHOMOYEHHBIX OpPTraHW3alliii B 3aBUCUMOCTH OT J>KM3HCHHON CHUTYallud, a TaKXkKe
OOIIECTBEHHBIX OpraHU3alMN MPEeANPUHUMATENCH, YIOTHOMOYEHHBIX IO 3allUTE IpaB
npearnpuHUMAaTENIeH, pa3paboTINKOB MPOTOTUITIOB YCIYT U CEPBUCOB, MHBIX YKCIIEPTOB;

4) o0ecrieunBaTh peayiv3allvio IUIAHOB M0 BHEJPEHUIO KIMEHTOLIEHTPUYHOTO
NO0JIX0Jla B TOCYJAapCTBEHHOM W MYHHUUMIAJIbHOM YIPABICHHUH B COOTBETCTBUU C
TpeboBanusaMu Crannapta «['ocy1apcTBO 1151 BHyTPEHHETO KIIMEHTaY;

5) obecrieunBaTh KOHTPOJIb JOCTHKEHUS nokasarenei
KIINEHTOLCHTPUYHOCTH, YKa3aHHbBIX B pasnene 6 CtaHpapra.

4.2.3. ConpoBOXJEHUE pealu3alMyd  KIMEHTOUECHTPUYHOTO  IMOJXoAa B
TOCYJapCTBEHHOM H MYHHUIIMNAIBHOM YIpaBieHUH obOecrneunBaercs [IpoekTHbhIM
oducom.

4.2.4. K 3agauam [IpoekTHOro orca oTHOCATCS:

1) BBITNIOJTHEHUE (PYHKIUH orepaTopa peecTpa >KU3HEHHBIX CUTYaIu;

2) pa3paboTKa W COBEPIICHCTBOBAHHME CTPATETHYECKUX M METOJUYECKHUX
JOKYMEHTOB IO  BONpOCAaM  BHEAPCHHS  KIMEHTOIEHTPUYHOTO  TOAXOAa B
TOCYJapCTBEHHOM W MYHHIIUMAIBHOM YTPaBIEHWH, B TOM YHCIE PYKOBOACTB TIO
KIIMEHTOIICHTPUIHOMY JTU3aiHY U IPOTOTHITMPOBAHUIO YCIIYT U CEPBUCOB;

3) METOJINYECKOE CONPOBOXKIECHUE M KOHCYJBTHPOBAaHUE OPraHOB BIACTH U
YIOJHOMOYEHHBIX OpraHu3aluid 10 BOINPOCAM BHEAPEHUS KIMEHTOLICHTPUYHOIO
M0JIX0J1a B TOCYIAPCTBEHHOM M MYHHULIUIIAJILHOM YIIPaBJICHUH;

4) COIPOBOXKJIEHUE (HOPMUPOBAHUSA KPOCC-PYHKIMOHATBHBIX KOMaHA U3
NPEJICTaBUTEICH OPraHOB BIIACTH, YMOJHOMOYEHHBIX OpTraHM3alWH, pPa3padOTYMKOB
HPOTOTHUIIOB YCIYT U CEPBUCOB, HHBIX IKCIIEPTOB;

5) BBISIBJICHUE M H3Y4YEHUE MOTPEOHOCTEH KIMEHTOB JUIsl MPUOPUTETHBIX
JKU3HCHHBIX CUTYallUH;

6) TECTUPOBAHHUE HA LEJIEBBIX AyJAUTOPUAX IPOTOTUIIOB YCIYI M CEPBUCOB
IIPUOPUTETHBIX )KU3HEHHBIX CUTYaIlMi A0 UX BBOJIA B AKCIUTYaTalMIO;

7) MOHUTOPHHTI yAOBJIETBOPEHHOCTH KJIIMEHTOB;

8) OIICHKa  YpPOBHEW  KJIMEHTOLEHTPUYHOCTA  OPraHOB  BJacTU U
YIOJIHOMOYEHHBIX OpPraHU3alni.

4.2.5. IIpoeKTHBIM O(UCOM €XKErOJHO OMPEIEISIIOTCS TPUOPUTETHBIE KU3HEHHbBIE
CUTyallUM Ul BHEAPEHHs KIMEHTOLUEHTPUYHOIO IOAXO0Ja B TOCYJapCTBEHHOM U
MYHULIMIIAIBHOM  YNPAaBIEHUUM M  JIOBOAATCS B  KA4yeCTBE PEKOMEHJAUUN  J10



OTBCTCTBCHHBIX 3a IMPEAOCTABIICHHUC YCIYTI U CCPBUCOB B paMKax JKU3HECHHOM CUTyaluu
OpraHoOB BJIACTH U YIIOJTHOMOYCHHBIX opraHmauHﬁ.

4.2.6. PykoBoxacTBa MO KJIMEHTOLCHTPUYHOMY [H3alHY W HPOTOTUIIMPOBAHUIO
yCIyr U CepBHUCOB pa3padarbiBatoTcsi [IpoeKTHBIM 0pUCOM Ha OCHOBAaHUU TPEeOOBaHMIA
Cranpapra, HOPMATHBHBIX M METOAMYECKHMX JOKYMEHTOB II0 IPOEKTHUPOBAHUIO
U (POBBIX CEPBHUCOB.

4.2.7. TectupoBaHuE€ MPOTOTUIIOB MPUOPUTETHBIX YCIYT U CEPBUCOB JOJIKHO
OCYILECTBJIITBCSL HA  LENEBBIX ayJUTOPUSAX  KIMEHTOB  CIELHAIN3UPOBAHHBIMU
nonapazaeneausmu  [IpoektHoro oduca — 1a0OpaTOPHSIMH  TOJTH30BATEIHCKOTO
TECTUPOBAHUS.

4.2.8. IlpoexTHblil odpuc obecredynBaeT pa3pabOTKy OO0YYaIOIUX METOIMYECKUX
MaTEPHAJIOB JJIsi TIOJITOTOBKH KPOCC-(PYHKITMOHANBLHBIX KOMaHJ[ OpPTraHOB BJIACTH U
YIOJHOMOYEHHBIX OpraHu3allii, COMPOBOXKIAET Mpolecc ux oOydeHus. TpeOoBaHus K
npodeccuoHaNbHOW MOJArOTOBKE M OOYYEHHMIO KaJpOB IMpPEACTABICHbI B pazzaene 7
Cranpapra u Crangapre «['ocyaapcTBO A BHYTPEHHETO KIUEHTay.

4.2.9. Ilpoexktnsnii o¢uc  obOecreunBaeT  MPOBEACHHE  MOHUTOPHHTA
yJIOBJIETBOPEHHOCTH KIMEHTOB IMyTeM: cOOpa W aHainW3a CTaTUCTHYECKUX JaHHBIX O
NPEIOCTaBICHUN YCIYT M CEPBHCOB B paMKax >KU3HEHHBIX CUTYallMid, H3yYeHUs
00paTHOM CBSI3U OT KIMEHTOB 00 YAOBIETBOPEHUU WX MOTPEOHOCTEH, BKIIOYAsl aHAIU3
xamo0, oOpalieHu#, TPEIOKCHUH KIUEHTOB, OIEHKH IOJYYCHHBIX WMH YCIYyT H
CEpBUCOB B paMKaX )KM3HEHHON CUTYaIlUH.

4.3. TpeOoBaHusl K BbISIBJCHUIO U H3YYEHHIO MOTPEOHOCTEH KIUEHTOB

4.3.1. DBeblsBIeHHE MW H3yYEHUE TOTPEOHOCTEH KIMEHTOB  MPOBOJATCSA
OTBETCTBEHHBIMH 3a MPEJIOCTaBICHUE YCIYT U CEPBUCOB B PaMKax >KM3HEHHOW CUTyalluu
OpraHaMu BJacTU U YHOJHOMOYEHHBIMU OpraHU3alMsIMH M JIOJKHBI COOTBETCTBOBATH
CJIETYIOITUM TPEeOOBaAHUSIM:

1) OCHOBBIBATLCS HA OOBEKTHBHEIX JAHHEIX '

2) YUUTBIBATh OCOOCHHOCTH M HaBBIKU KAXKIOW TPYIIBI KIMEHTOB;
3) HOOIIPSTH OOPATHYIO CBA3b CO CTOPOHBI KJIMEHTOB;

4) Pa3bACHATH KIIMEHTaM PE3yJIbTaThl IPOBEACHHBIX padoT.

4.3.2. BeigBieHue U u3ydeHUE MOTPEOHOCTEW KIMEHTOB BKIIIOYACT CIEAYIOIINE
STallbl:

1) CerMEHTAIMsI KIIMEHTOB U cOOp CBEACHUN O KIIMEHTCKOM OTIBITE;

2) pa3paboTKy (aKTyaau3amuio) KapT KIUCHTCKUX MyTeH;

! Tlon «0OBEKTUBHBIMU JAHHBIMIDY 371€Ch MOHUMACTCS MH(POPMAIIHS, COACPIKAIIASCS B HOPMATHBHBIX IIPABOBBIX U
(vnm) MHBIX OQUUIMANTBHBIX NOKYMEHTaX, WIM OTHOCAIIASCS K OQHIHAIbHOW CTAaTHCTHYECKOW MH(pOpPMAIMU, WIN
MOTy4YeHHAs: B pe3ylbTaTe HAyYHBIX M HMHBIX MCCICAOBAHMH, ONHMPAIOIIMXCS HA METOMOJOTHIO, MOANAIOIIYIOCS
TpoBepKe (BepruhUKAIIH).
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3) NPUHSITHE PEIICHHUH 110 UTOraM U3y4eHUsI MOTPEOHOCTEN KIMEHTOB.

PGSYJIBTB.TBI BbIABJICHUA W HU3YUYCHHA HOTpe6HOCT€ﬁ KIIMCHTOB  SABJIAIOTCA
OCHOBAHUEM:

a) JUIsl yIOBJIETBOPEHUS OTPEOHOCTEN KIMEHTOB IyTEM MPEI0CTaBICHHS YCIYT U
CEpPBUCOB OPTraHOB BJIACTH U YIIOJTHOMOUYEHHBIX OpraHu3alluii;

0) Ul TMPOEKTUPOBAHMSI HOBBIX U PEHMHKMHHUPUHTA CYHIECTBYIOIIUX YCIYT U
CEpPBUCOB OPTraHOB BJIACTH U YIIOJTHOMOUYEHHBIX OpraHu3alluii;

B) AJI1 IOATOTOBKH OTBETOB ITO 3aIlIpOCy KIMCHTOB B OTHOIICHHHN HOTpC6HOCTGI71,
YAOBJIICTBOPCHHUC KOTOPBIX B (927010% 3aKOHOOAaTCJIBCTBA, (bHHaHCOBBIX
BO3MO’KHOCTEH WJIM HHBIX OOCTOSITEILCTB HAa MOMEHT BBaHMOI[efICTBHH C
KIIMCHTOM HC MPCACTABIISICTCA BO3MOKHBIM.

4.3.3. Oprassl BJIacTd U YIIOJHOMOYEHHBIE OpPTaHU3aIK MMPOBOJAT COOP aHHBIX
0 KJIMEHTaX U UX TEeKYILeM KIMEHTCKOM OIbITE B pAMKax KU3HEHHOU CUTYalIUH.

4.3.3.1. JlanHbIMH, HEOOXOJUMBIMHU JUIsSl BBISIBJICHHUS U W3Y4YEHHUs NMOTpeOHOCTEN
KIJIMEHTOB, SBJIIOTCS:

1) OTKpPBITBIE M OOIIEAOCTyHBIE JIaHHbIE, B TOM YHCII€ CTaTUCTUYECKUE
UCCJICIOBAHUS, OTYETHl M MyOIuKauu O TpoOJieMax B3aWMOJACHCTBHS KIMEHTOB TIPU
MOJIYYEHUH YCIYT U CEPBUCOB;

2) KajaoObl, OOpalleHusl, COOOIIEHHUS O TOTPEOHOCTSAX, OT3BIBBI WJIU
KOMMEHTapHUH KJIMEHTOB B COLMANIbHBIX CETSIX, IPYINaxX B MECCEH/KEPaX, HA MOpTaJiax, B
MOOWJIBHBIX MPHUIOKECHUIX, B APYruX HUHPOPMAIMOHHBIX CHUCTEMaxX OPraHOB BJIACTH U
YIOJIHOMOYEHHBIX OpraHU3alnii;

3) JaHHBIE OOIIECTBEHHBIX 00bEIUHEHUN TPAXKIaH;

4) JIOKJIaIbl  YIIOJJHOMOYEHHOTO MO IIpaBaM u4ejioBeka B Poccuiickoi
denepanii ¥ YIOJHOMOYEHHBIX TIO TIpaBaM uYeloBeKa B cyOwbekTtax Poccuiickoit
®enepannu, YnoaHomodeHHoro npu [Ipesumente Poccuiickoint @enepanuu no npasam
pebeHKa 1 yIoJIHOMOYEHHBIX 1O TIpaBaM peOeHka B cyobekTax Poccuiickoit denepanum;

5) JOCTYIIHBIE O0E€3JTMYECHHbIE JaHHbIE 00 UCTOPUHU IPEIOCTABICHUS YCIYT U
CEpPBUCOB, HAXOISAUIMECS B PACHOPSIKEHHMM OPraHOB BIIACTH M YHOJHOMOYEHHBIX
OpraHu3aIum.

4.3.3.2. Ha ocHOBaHMM aHanM3a COOpaHHBIX JAaHHBIX OpraHbl BJIACTU U
YIIOJTHOMOYEHHBIE OPTaHU3aINH:

1) GbOpMyIHPYIOT THUIOTE3bl O CETMEHTAIMU KIMEHTOB W HMX KIUEHTCKOM
OMBITE TPU MOJIYYEHUH YCIYT U CEPBUCOB;

2) OTIPENICITISIOT METO/ABI MPOBEJACHUS YIIYOJICHHBIX HUCCICIOBAHUM C IICIIBIO
U3YYCHHS] KIMEHTCKOTO ONbITa M pa3palaThIBAIOT IUJIAaHBI IO MPOBEACHHUIO TaKHUX
HCCJICIOBAHMIA;

3) IIOJIyYarOT COrJlaCHe KIMEHTOB HAa W3yYEHUE KIMEHTCKOI'O OIbITa IIpU
MIPOBEICHUY UCCIIEI0BAHNU;
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4) IIPOBEPSIOT TUIOTE3bl O CETMEHTALUU KJIMEHTOB U MX KIMEHTCKOM OIIbITE
IIyTEM IIPOBEACHUS HCCICIOBAHHUM, NMPUMEHSIS METOJbl COLMOJOTMYECKUX OIPOCOB U
WHBIE, B TOM YHUCJE: CKpPBITBIE WJIM OTKPBITBIC, MAacCOBbIC€ WM WHIWBUAYAJIbHbBIC
HaOJMIOZIeHNs,  I0JIb30BaTENbCKHE  CAMOHAOIIOAEHMS,  ONpPOCHI, AHKETHUPOBAHMUS,
roJ0coBaHus, (POKyc-rpynmbsl, TyOMHHBIE WHTEPBbIO, mosb3oBarenbekoe (Ul- nu UX-)
TECTUPOBAHUE HU(POBBIX PELIEHUHN U IPYTrUue COCOObl U3YUEHUS KJIMEHTCKOTO OIbITA.

4.3.3.3. PCSYJ'II)TaTOM CCIrMCHTAlMU KIIMCHTOB ABJIACTCA OTHCCCHUC HM3YUYCHHBIX
TpyHniIr KIIMCHTOB K J)KU3HCHHOM CUTyaluu u HpO(l)I/I.HSIM KIIMCHTCKOI'O CCTMCHTA.

43.4. B muensx BBIABICHHS NOTPEOHOCTEH KIMEHTOB OpraHaMH BJIAcTH U
YHOJHOMOYEHHBIMH  OpPraHM3alUsIMU  pa3pabaThiBalOTCSl  INE€pBOHayalbHasT U B
JaJIbHEHNIIEM aKTyaJIn3UPYIOTCS KapTa KIMEHTCKOrO IMyTH WJIM HECKOJIBKO TaKUX KapT Ha
OCHOBAHHH:

1) CerMeHTalluM KJIMEHTOB U cOOpa CBEJICHUM O KIIMEHTCKOM OTIBITE;

2) pE3yabTaTOB MOHUTOPHUHIA YAOBJIETBOPEHHOCTH KIIMEHTOB.

4.3.4.1. Kapta KJIMEHTCKOIO IMyTH BKJIIOYAET CICAYIONIYI0 HH(OPMAIHUIO:

1) ONMCAHUE KU3HEHHOW CUTYyalluu;

2) ONMCAaHHUE NMPOQPUIIA KIMEHTCKOI'O CErMEHTA;

3) TUIOBbIE TOTPEOHOCTH KIINEHTA;

4) JEHCTBUS KJIMEHTa OT MOMEHTa BO3HUKHOBEHHUS MOTPEOHOCTH 10 MOMEHTA

HUX YAOBJICTBOPCHUA,

5) BU/IbI (TUIIBI) IOJIYYEHHBIX KIIMEHTaMHU YCIIyT U CEPBUCOB;

6) TOYKM B3aUMOJECUCTBUS C OpraHamMy BJIacTH M YIOJHOMOYEHHBIMHU
OpTraHU3alUAMU;

7) KJIIMEHTCKUH OIIBIT B TOYKAX B3aUMOJEHCTBHUA.

B paMKax M3Yy4YCHHUA KIIMCHTCKOTO OIIbITa B KAPTY KIIMCHTCKOI'O ITYTH BKJIFOYAKOTCA
ITO3UTHUBHBIC Ha6J'IIOJIGHI/I$I 1 THUIIOBBIC HpO6H€MBI KIIMCHTOB B TOYKax BSaHMOﬂCﬁCTBHH.

43.4.2. Ha ocHOBaHMM W3yYCHHS KJIHUEHTCKOTO OIBITA, pa3pabOTaHHBIX
(aKTyanu3upOBAaHHBIX) KapT KIMEHTCKUX IyTE€d OTBETCTBEHHBIE 3a MPEAOCTABICHUE
YCIIYT U CEPBUCOB B paMKaX >KM3HEHHOW CHUTYyallMd OPraHbl BJIACTH U YIOJIHOMOYECHHBIC
OpraHu3aluu:

1) ONpeCACIIAIOT MPUOPUTCTHBIC JUIA YIOBJICTBOPCHUA HOTpe6HOCTeI71 151
PCIICHUA BBIABJICHHBIX HpO6J’IGM rpynIibl KJIMCHTOB UCXOJA U3 OUCHKU MX YHUCJICHHOCTH
H COIHMAJIbHO-3HAYHMMOCTHU BbISABJICHHBIX Hp06HGM, OrpaHMYCHHOCTH HWMCIOIIUXCA

pecypcoB;

2) pa3pabaTbiBalOT PEKOMEHJAIMU MO TOBBIIIEHUIO KauecTBa KIMEHTCKOIO
OIIBITA;
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3) nyOJIUKYIOT Ha CBOUX OQUIMANBHBIX TMOpPTANIAX WM APYTHMM CIOCOOOM
JOBOJISAT J0 KIIMEHTOB PE3yJIbTaThl BBISIBJICHUS M H3yUCHUS MOTPEOHOCTEH KIIMSHTOB.

[Ipn dopmupoBaHuM peKOMEHJAIMl MO MOBBIIIEHUIO KayecTBa KIMEHTCKOIO
OIbITa OpraHaMU BJIACTM U YIOJHOMOYEHHBIMU OPraHM3alUsAMHU H3Y4arOTCs JIydllue
OTEYECTBEHHBIC U 3apyOE)KHbIE MPAKTUKU MPEIOCTABICHUS YCIYT U CEPBUCOB B paMKax
YKU3HEHHBIX CUTYallAM.

4.3.4.3. Pesynbraramu pa3paOOTKH WM aKTyaJdu3alud KIMEHTCKUX MyTeH
OpraHaMH BJIACTH U YIIOJIHOMOUYEHHBIMU OPTAaHU3ALUSIMU SIBIISFOTCS:

1) KApThI KJIIMEHTCKUX ITyTEH;
2) PEKOMEHAIMH 110 TOBBIIIEHUIO KAUECTBA KIIMEHTCKOI'O OIbITA;
3) ONMyOJIMKOBaHHbIE  pE3yJbTaThl BBISABIEHUS W  U3YYEHUS THUIIOBBIX

noTpeOHOCTEN KIIMEHTOB.

4.3.5. Tlo pesynbraTam pa3paOOTKH WM aKTyadU3aldl KapT KIMEHTCKUX IyTeil
OpraHaMu BJIAaCTH M YIIOJTHOMOYECHHBIMH OPTaHU3AIMSIMH Ha PETYISIPHON OCHOBE BEIYTCS
peecTp JKM3HEHHBIX CHTyalMd H TPOPUIM KIMEHTCKUX CETMEHTOB, H3y4aroTcs
noTpeOHOCTH  KJIMEHTOB, pa3paldaThIBAIOTCAd WM  AKTyalU3UPYIOTCS  KIMEHTCKHE
CLICHapHUU.

4.3.5.1. Peectp ku3HeHHbIX cuTyauud Benercs [IpoexkTHeIM oducoM Ha
OCHOBAaHHMH NPEIJIOKEHUN OTBETCTBEHHBIX 3a IIPEIOCTABIEHMS YCIyI U CEPBHCOB B
paMKax JKM3HEHHOM CHUTyallud OpPraHOB BJACTU U YIIOJHOMOYEHHBIX OpraHHU3aluil.
Peectp KM3HEHHBIX cUTyalil BKJIIOYAET B ceOsl cepbl KU3HU, )KU3HEHHbIE CUTYallUH,
npoUIN KINEHTCKUX CETMEHTOB, KIIMEHTCKHE CLIEHAPHUH, YCIYTU U CEPBUCHI, BXOIAIINE
B KJIMEHTCKHUM CLIEHAPUI.

4.3.5.2. Tlpounu KIMEHTCKOTO CEerMEHTa JOJDKHBI BKJIIOYATh OOE3MYCHHBIC
JTaHHBIC O KIWEHTaX, 00 WCTOPHM WX B3aUMOJICUCTBHS C OpPraHaMH BJIACTH U
YIIOJTHOMOUYEHHBIMU  OpTaHHU3AIMsIMH, O THIIOBBIX IOTPEOHOCTSIX TPYII KIMEHTOB,
JIOCTATOYHBIE /IS Pa3pabOTKU WM aKTyaTu3allui KIIMEHTCKUX CIICHAPUEB.

4.3.5.3. Ilpoueccbl HamoNHEHWs, W3MEHEHMs, MCIOJIB30BaHUS MNpodus
KJIMEHTCKOIO CErMeHTa JIOJDKHBI 00ecredyMBaTh HEBO3MOXKHOCTb HICHTH(UKAIUU
KOHKPETHOT'O KJIIMEHTA U CBEJEHUI O HEM.

4.3.5.4. JIns kaxxa0# )KU3HEHHOW CUTYyallM U TPYIIIBI KJIMEHTOB OPraHAMHM BJIACTU
W YMOJHOMOYCHHBIMH OPTaHU3ALMSAMU HW3YYalOTCd W aKTYAIH3HPYIOTCS THIIOBBIC
MOTPEeOHOCTH:

1) noTpeOHOCTH, KOTOPBIE MOTYT YyIOBJIETBOPATHCSA IMyTEM MPEIOCTaBICHHUS
YCIIYT ¥ CEPBUCOB;

2) noTpeOHOCTH, B OTHOLIEHHMH KOTOPBIX BeAercs pabora 1Mo UX
YIOBJIETBOPEHUIO 32 CYET MPOEKTUPOBAHUS HOBBIX W PEUHKWHUPHHTA CYIIECTBYIOIIUX
YCIIYT U CEPBHUCOB;
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3) noTpeOHOCTH, KOTOpbIE HE MOTYT OBITh YIOBJIETBOPEHBI B TEKYIIUX
YCIIOBHSIX M B HEOOXOIUMBIE JJIs1 KIIMEHTOB CPOKH.

4.3.5.5. Jlna mnorpeOHOCTEH, KOTOpPbIE MOTYT YIOBIIETBOPSTHCS MyTEM
NPEIOCTaBICHHUs] YCIYr W CEPBUCOB, OpraHaMyd BIACTH U YINOJIHOMOYEHHBIMU
OpraHu3alusIMi pa3padaThIBAlOTCA U (W) aKTyaIM3UPYIOTCS KIMEHTCKUE CIICHApUH,
KOTOpblEe O0EeCne4YnBarOT OECIIOBHOE B3aMMOYBS3aHHOE MPOXOKJIECHUE KIMEHTCKOTO
nytu. Kinentckue crieHapuu pa3pabaTbiBalOTCsl OpraHamMH BJIACTH M YIIOJTHOMOYEHHBIMU
OpraHu3alMsMi HAa OCHOBAaHWUM TPeOOBaHUU K TPOLECCY NPEIOCTABICHUS YCIYr U
cepBucoB (paznen 4.5 Crannapra) u TpeOOBaHUM K B3aUMOJACHCTBUIO C OpraHaMH BIACTH
Y YIIOJITHOMOYEHHBIMU OPTaHU3AIMAMH B TUIIOBBIX TOUKAaX B3aMMOJICUCTBUS C KIMEHTAMU
(pazmen 4.6 Cranpapra) ¢ yd4eToM IOKaszaTeslel KIMEHTOLUEHTPUYHOCTH (pazaen 6
Cranpmapra). Knuentckue cueHapuu akTyalM3upPYIOTCS TpH pa3paboTKe OpraHaMu
BJIACTU W  YMNOJHOMOYECHHBIMH  OpPraHU3alMsIMU HOBBIX YCIYT U  CEPBHUCOB,
PEUHXKUHUPUHTE CYHIECTBYIOIINX YCIYT U CEPBUCOB.

4.3.5.6. TpeOoBaHuUs K MPOSKTUPOBAHUIO OPTraHAMU BJIACTU M YIIOJTHOMOYCHHBIMU
OpraHW3alMsIMA HOBBIX W PEUHXUHUPUHTY CYIICCTBYIOIIMX YCIYT H CEPBUCOB
npeacTaBieHbl B pazjaene 4.4 Crangapra.

4.3.5.7. Opranbl BJIacTH W YINOJHOMOYEHHBIC OpraHU3alMK pPa3paldaThIBAIOT U
BEAyT B MH(POPMAIIMOHHBIX CUCTEMaX OTBETHI HA YAaCTO 3a/1aBa€Mble BOMPOCHI KIIMEHTOB C
YYETOM CIIETYIOIINX TPeOOBaHUI:

1) OTBETHl Ha BOIPOCHI JTOJKHBI OBITH JOCTYMHBI BCEM OpraHaM BJAacTH U
YIIOTHOMOYEHHBIM ~ OPTaHU3alysAM, OCYLUECTBISIOMIMM IPEAOCTABICHUE YCIYT U
CEpPBHUCOB B paMKaX )KU3HCHHOU CUTYallHH;

2) JJIA HOTpC6HOCTeI71, KOTOPBIC HCIB3A YIOBJICTBOPUTb, B OTBCTAX Ha
BOIIPOCHI YKA3bIBAIOTCA ITPUYNHBI, ITI0 KOTOPBIM UX HEJIB3s YAOBJICTBOPHUTD.

4.3.5.8. 1o pe3ynpTaTaM n3ydeHusi MOTPEOHOCTEN KIIMEHTOB:

1) B OTHOILIEHUU MOTPEOHOCTEH, KOTOPbIE MOTYT OBITh YJIOBIETBOPEHBI MMyTEM
NpPEJOCTaBICHUA CYHIECTBYIOUIMX YCIyr U  CEpPBHCOB, pa3pabaThIBalOTCA WU
aKTyaJIM3UpPYIOTCS KJIMEHTCKHE CIIEHapuH, Ha OCHOBE KOTOPBIX OCYILIECTBISAETCS
yAOBJIETBOPEHUE JaHHBIX MOTPEOHOCTEN KIMEHTOB;

2) B OTHOIIGHWH  TOTPEOHOCTEH, M  YJOBIECTBOPEHHUS  KOTOPBIX
CYILIECTBYIOLIUX YCIYT U CEPBUCOB HEAOCTATOUYHO, MPOBOJUTCS MPOEKTUPOBAHNE HOBBIX
YCIIYT U CEPBUCOB U (WJIM) PEMHXUHUPUHT CYIIECTBYIOIIMX YCIYT U CEPBHUCOB;

3) AKTYyaJM3UPYIOTCS OTBETHI HA YACTO 3a/1aBaeMbI€ BOTIPOCHI KJIUEHTOB.

4.4. TpeOoBanuss K TNPOCKTHPOBAHMIO HOBBIX M PEHMHKMHUPHUHIY
CYIIeCTBYIOLIUX YCJIYT M CEPBHCOB

4.4.1. IIpoekTupoBaHHE HOBBIX, PEHHKUHUPUHT CYHIECTBYIOIIMX YCIyT U
CEpPBUCOB OCYULIECTBIISIETCSI OTBETCTBEHHBIMM 32 MPEIOCTABICEHUE YCIYyI U CEPBHUCOB B
paMKax >KM3HEHHOW CUTyalldd OpraHaMH BJIACTH U YINOJIHOMOYEHHBIMU OpraHU3aIUsMU
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B IEJSIX YAOBIETBOPEHUS MOTpeOHOCTEH KIMEeHTOB. lIporecc mpoeKkTHpoBaHUS WU
PEUHKUHUPHUHTA JIOJIKEH:

1) OCHOBBIBATbCA Ha pe3ysibTaTaxX BBISBIECHUS W H3Y4YEHHUS MOTpeOHOCTEn
KJINECHTOB;
2) YUYUTHIBATh BO3MOKHOCTU HCIOJIb30BAHMS YAOOHBIX IJI KJIMEHTOB TOYEK

B3aUMOJICUCTBUSL C OpraHaMHM BJIACTM M  YINOJHOMOYEHHBIMM OpraHU3aLUsIMH,
TpeOOBaHMS K HUM B COOTBETCTBUU C pazaenioM 4.6 Ctanaapra;

3) OCHOBBIBAaThCSA Ha M3Y4YeHUHU LU(PPOBON MHOPACTPYKTYphl U OpraHU3aLUU
MPOLIECCOB MPEIOCTABICHUS] YCIYyT U CEPBUCOB OPraHax BIACTU W YHOJIHOMOYEHHBIX
OpraHu3aIusiX;

4) YUYUTBIBaTh HOBBIE TEXHOJOTMH U IPYTrH€ BO3MOXKHOCTH I ITOBBILICHUSA
NOTPeOUTENBCKON IIEHHOCTH TOCYIaPCTBEHHBIX YCIYT U CEPBHUCOB;

5) BOBJICKATh KJIIMEHTOB B Pa3pabOTKy W TECTUPOBAHHE MPOTOTUIIOB YCIYT U
CEpBHUCOB JI0 BBOJA UX B AKCILTyaTalHIo;

6) IMPUBOJMWTE K IMOBBIMNICHUTIO KAYCCTBAa KIIMCHTCKOT'O OIIBITA.

4.4.2. Tlponiecc NpOEKTUPOBAHMS HOBBIX, PEMHKUHUPHHT CYIIECTBYIOINX YCIYT U
CEPBHCOB BKJIIOYAET:

1) mMOArOTOBKY K MPOEKTHUPOBAHUIO HOBBIX WM PEUHKUHUPHUHTY CYIIECTBYIOIINUX
YCIIyT U CEPBUCOB;

2) pa3paboTKy M TECTUPOBAHUE IPOTOTUIIOB YCIIYT U CEPBUCOB;

3) BBOJ IPOTOTHIIOB YCIIYT' U CEPBUCOB B IKCILIYaTaLUIO.

4.4.3. OcHOBOH U1l NOArOTOBKHU MpOIecca MPOEKTUPOBAHUS WIM PEUHKUHUPHUHTA
CYLIECTBYIOLIUX YCIYT U CEPBUCOB SIBISIOTCS:

1) pa3pa60TaHHLIe HJIN aKTYAJIIU3UPOBAHHBIC KaAPThI KIIMCHTCKUX HYTGI\/’I;

2) PEKOMCHAAINU 110 IMOBBIIICHUIO KAaYC€CTBA KIIMCHTCKOT'O OIIBITA.

4.4.3.1. IloaAroTOBUTENBHBIN 3TAIl NPU MPOESKTUPOBAHUU HOBBIX YCIYT U CEPBHUCOB,
PEMHXUHUPUHIE CYIIECTBYIOIIUX YCIYI U CEPBUCOB B PAMKaxX *XMU3HEHHOH CUTyallUH
TaK)K€ BKIIFOYAET:

1) mpu peMHXUHUPHUHTE CYIIECTBYIOLIUX YCIYT U CEPBUCOB:

a) aHaJIu3 HOPMATHUBHEBIX IMIPaBOBLIX aKTOB u HHBIX AOKYMCHTOB,
YCTaHaBJIMBAIOIINUX Tpe6OBaHI/I5I K IMMPpCOAOCTABJICHUIO YCIIYI' 1 CCPBHUCOB;

0) aHanIu3 KIIMEHTCKUX CIICHApUEB;

B) aHaJIM3 MPAKTHKUA MPEAOCTABJICHUS YCIyr M CEPBHUCOB, BKIIOYAsl OLIEHKY
M3AEPKEK HA COBEPIICHUE AJIMUHUCTPATHBHBIX JCHCTBUU COTPYIHUKAMU
OpPraHoB BJIACTH U YIOJHOMOYEHHBIX OpraHU3aIui WIIK JEHCTBUN B paMKax
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ABTOMATU3UPOBAHHBIX IPOIIECCOB HH(POPMAIMOHHBIX CHCTEM OpPTraHOB
BJIACTU M YIIOJIHOMOYEHHBIX OPraHU3aLHI;

I) ONUCAaHWE TEKyLIero Ipouecca MpEeAOCTaBICHUS YCIyI M CEPBHCOB
(cooTHECEeHHME KapThl KIMEHTCKOrO MyTH C YTBEP>KIECHHBIMHU KIMEHTCKHUMHU
CLEHAPUSIMHU);

2) mpu peUHXUHHPUHTE CYIIECTBYIOUIMX YCIYT U CEPBUCOB U pa3pabOTKe HOBBIX
YCIYT ¥ CEPBUCOB:

a) aHauu3 JY4YLIMX OTEYECTBEHHBIX M 3apyOEKHBIX MPAKTUK IPEIOCTABICHUS
YCIYT ¥ CEPBHCOB B PaMKax >KM3HCHHBIX CUTYAaIlU;

0) pa3paboTKy M OIICHKY BapHaHTOB MPEJAOCTABJICHUS YCIYr M CEPBHCOB B
paMKax JKU3HEHHOW CHUTyalWd, O0OECHEeYMBAIOIIMX PELIEHUE BbISABIECHHBIX
po0JIeM MpU U3yYEHUH KIMEHTCKOTO OMbITa;

B) pa3pabOTKy IENIEBOro Ipolecca MPEAOCTaBICHUS yCIYr W CEPBHCOB Ha
OCHOBaHHUH BHIOPAHHOT'O BapPHAHTA;

r) pa3paOOTKy ONMCaHUs LEJIEeBOro Ipolecca MPEAOCTAaBICHUS YCIYyr H
CEPBUCOB (LI€E€BOI0 KJIIMEHTCKOIO CLICHAPHS).

4.4.3.2. Pe3ynpTaroM MOJATOTOBKU K MPOEKTUPOBAHUIO HOBBIX YCIYT U CEPBHCOB
WIM PENHXUHUPHUHTY CYLIECTBYIOUIMX YCIYI M CEPBHCOB SIBJISETCS OMMCAHME LIEJIEBOIO
KJIMEHTCKOTO CIIEHApU.

4.4.4. Ha ocHOBe omnucaHus LIEJIEBOTO KIMEHTCKOTO CLEHApHsl OpraHbl BIACTH U
YHIOJTHOMOYEHHBIE  OpraHu3ali  Oo0ecreuyMBarOT pa3paboTKy U TECTUPOBaHUE
MPOTOTHUIIOB BXOJSIIUX B CIIEHAPUHN YCIIYT WJIH CEPBUCOB.

4.4.4.1. PazpaboTka M TECTUPOBaHHE MPOTOTUIIOB HOBBIX YCIYI U CEPBUCOB
BKJIIOYAET:

1) pa3paboTKy TpeOOBaHMI K BEPXHEYPOBHEBOMY MPOTOTHUITY YCIYTH WIH
cepBuca (anb(a-Bepcusi) B COOTBETCTBUU C TpebOoBaHusMHU pazneioB 4.5 u 4.6 u 6
Cranmapra, ¢ yuyerom TtpeboBanuii Ctangapta «l'ocygapcTBo il BHYTPEHHETO
KITUEHTAY,;

2) pa3paboTKy BEpXHEYpOBHEBOTO MPOTOTHUIIA YCIYTH WM cepBuca (anmbga-
BepcHs);
3) OTIPEJICIICHUE TICJICBBIX ayJAUTOPHHA JJI TECTHPOBAHUS, B KOTOPHIC JOJIKHBI

BXOOUTH I'PYIIIIBI KIIMCHTOB, OTHOCAIINUCCA K COOTBCTCTBYIOLICMY HpO(i)I/IJHO KIIMCHTCKOI'O
CCIrMCHTA, U COTPYAHUKHU OPTaHOB BJIACTH U YIIOJTHOMOYCHHBIX OpFaHHBaHHﬁ;

4) TECTUPOBAHUE BEPXHEYPOBHEBOT'O MPOTOTHUIIA YCIYTH WM cepBuca (anbda-
BEPCHSs1) HA LIEJIEBBIX ayIUTOPUSIX;

5) 00paboTKy pe3yJabTaTOB TECTUPOBAHMSI BEPXHEYPOBHEBOTO MPOTOTHUIIA

YCIIYTH Wi cepBuca (anbda-Bepcus);

6) HOJIFOTOBKY B Clly4ae HEOOXOJWMOCTH M3MEHEHUH B ONUCAHUE 1IEJIEBOTO
KJIMEHTCKOI'O CLICHapHs;
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7) MOJrOTOBKY TPEUIOKEHUH 1o pa3paboTke © (WIM) H3MEHEHHUIO
HOPMAaTUBHBIX MPABOBBIX aKTOB.

4.4.4.2. PesynapTaTamMu pa3paOOTKU U TECTUPOBAHMS MPOTOTUIIOB HOBBIX YCIYT U
CEPBUCOB SIBIISIFOTCSL:

1) pe3ybTaThl TECTUPOBAHMS BEPXHEYPOBHEBOTO IMPOTOTHNA YCIYTH WIH
cepBuca (anb(da-Bepcusi) Ha IEJIEBBIX ayAUTOPHUSIX;

2) VW3MEHEHUS B OMIMCAHKE LEJIEBOT0 KIIMEHTCKOTO CLIEHAPUS;

3) NpeAJIOKEHU MO0 pa3paboTke U (WIM) M3MEHEHUI0O HOPMAaTHUBHBIX
MIPABOBBIX aKTOB.

4.4.4.3. Pa3paboTka M TECTUPOBAaHUE JETAIU3UPOBAHHOIO MPOTOTHIA HOBBIX
YCIIYT ¥ CEPBUCOB, PEHHXMHUPUHTA CYIIECTBYIONINX YCIYT ¥ CEPBUCOB BKITOYACT:

1) pa3palboTKy TpeOOBaHUI K JETaIM3UPOBAHHOMY IPOTOTHUITY YCIYTH WM
cepBuca (OeTa-BepcHsi) B COOTBETCTBUU C TpeOoBaHusiMu pazznenoB 4.5 u 4.6 u 6
Cranpgapra u ¢ yderom TpeboBanuii Crangapra «l'ocyaapcTBO [Uisl BHYTPEHHETO
KJIHUEHTa»?;

2) pa3palboTKy [eTaJM3UPOBAHHOTO MPOTOTUIIA YCIYTd WM cepBuca (Oera-
Bepcus);
3) Olpe/ieJIeHNE LIEJIEBBIX ayAUTOPUI Uil TECTUPOBAHUS, B KOTOPBIE JIOJIKHBI

BXOAUTH I'PyHIIbI KIIMCHTOB, OTHOCAIIUECS K COOTBETCTBYIOLIEMY HpO(bI/IJHO KIIMCHTCKOI'O
CECrMeHTa, COTPYAHUKH OPraHOB BJIACTU U YIIOJTHOMOYCHHBIX opraﬂnsaunﬁ;

4) TECTUPOBAHUE JCTATM3UPOBAHHOTO MPOTOTHUIA YCIYTH WK cepBuca (Oeta-
BEpCHS) Ha LIENIEBBIX ayIUTOPUSIX;

5) 00paboOTKy pe3yJIbTaTOB TECTUPOBAHUS JETATU3UPOBAHHOTO IMPOTOTHIA
yCIyTu uiu cepBuca (0eTa-Bepcus);

0) I0paboTKy TpeOOBaHMI K AETANIM3UPOBAHHOMY MPOTOTHITY YCIYTH WU
cepBuca (OeTa-Bepcusi);

7) NOpabOTKy JEeTaIM3UPOBAHHOIO MPOTOTHMA YCIYyrd WM cepBuca (Oeta-
BEpCHUs);
8) MOJIFOTOBKY B Cllydae HEOOXOJUMOCTH M3MEHEHUH B ONMUCAHUE 1IEJIEBOTO

KIIMCHTCKOI'O CLICHAPUA,;

9) IMOATOTOBKY ITPOCKTOB HOPMATUBHBIX ITPABOBLIX aKTOB, MHBIX JOKYMCHTOB,
HCO6X0,Z[I/IMBIX AJIA BHCAPCHUSA ACTAIIU3UPOBAHHOI'O IIPOTOTHUIIA YCIIYTHU HIIKN CCPBHUCA.

4.4.4.4. PesynpraramMu pa3pabOTKM H TECTUPOBAHUS JCTATU3UPOBAHHBIX
IPOTOTUIIOB HOBBIX YCIYI M CEPBUCOB, PEHMHKUHUPHUHIA CYLIECTBYIOIIMX YCIYr U
CEPBHCOB SIBIISIFOTCSL:

2 MosicHeHue: Ui PEUHXKUHUPHHTA YCIYT W CEPBHUCOB aib(a-BepCHeil SIBISCTCS NCUCTBYIOLINE PELICHHUS II0
MIPEIOCTABJICHHUIO YCIIYT U CEPBHCOB.
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1) pe3yabTaThl TECTHUPOBAHMS JAETATM3HMPOBAHHOIO IMPOTOTUIIA YCIYTH WM
cepBuca (0eTa-BepcHsi) Ha LEJIEBBIX Ay JUTOPUSX;

2) HN3MCHCHH: B OIIMCAHHC OCIICBOI'O KIMCHTCKOI'O COCHAPHUA,

3) NopabOTaHHbII 1O pe3yjbTaTaM TECTUPOBAHUSA JIETAJIU3UPOBAHHBIN
MIPOTOTHIT YCIIYTH WU cepBuca (OeTa-Bepcusi);

4) IMPOCKTHI HOPMATHBHBIX IMPaBOBLIX AaKTOB, HWHBIX AOKYMCHTOB,
HCO6X0,Z[I/IMI>IX 4JIA BHCAPCHUSA ACTAIIM3UPOBAHHOT'O IIPOTOTUIIA YCIIYTHY UJIK CCPBHUCA,

5) NopabOTaHHBIN 1IEeIeBON KIMEHTCKUN CIICHAPHiL.

4.4.5. BBoa B ONBITHYIO M NMPOMBIIIJICHHYIO 9KCIUTyaTallMi0 MPOTOTUIIOB yCIyT U
CEpBUCOB JIOJKEH OCYILECTBIISTHCS B COOTBETCTBUU C TPEOOBAHUSIMU, YCTaHOBIEHHBIMU
3aKoHoAaTenbCTBOM Pocculickoit denepannn.

4.4.5.1. Ilocie BBOZAa MHPOTOTHIIA YCIYI'M WM CEPBUCA B IPOMBIIUICHHYIO
skciutyaTanuio  [IpoekTHbBIM OoQpHCOM oOpraHamMu BJIACTH U YIOJHOMOYEHHBIMU
OpraHu3alUsIMU OCYILIECTBISETCSI MOHUTOPHUHT YIOBIETBOPEHHOCTH KIIMEHTOB.

4.4.5.2. Pe3ynpraTaMy BBOJA B ONBITHYIO M HPOMBIIUICHHYIO DKCIUTyaTallHIO
IIPOTOTUIIOB YCIIYT U CEPBUCOB SIBIISIOTCA:

1) YTBCPIXKACHHBIC HOPMATUBHBLIC IIPABOBLIC AKTBI, HWHBIC JOKYMCHTEI,
HGO6XOI[I/IMBIG AJI BHCAPCHUS JCTAJTU3UPOBAHHOI'O IIPOTOTHUIIA YCIIYTH WK CCPBUCA,

2) BBEJICHHBII B MPOMBIIUICHHYIO SKCIUTyaTallMl0 MPOTOTUIl YCIYTH WU
cepBHca.

4.5. TpeOoBaHusi K NpoleCcCy YAOBJIEeTBOPEHHUsI MOTPEOHOCTEH KIANEHTA IyTeM
NPeI0CTABJIEHUSA YCJIYT U CEPBUCOB

4.5.1. Ilpomecc mnpenocTaBiI€HUsS YCIYr W CEPBUCOB ISl YIOBJICTBOPECHUS
noTpeOHOCTEN KIIMEHTOB JIOJHDKEH COOTBETCTBOBATH CIEAYIOIIUM TPEOOBAHUSIM:

1) OCHOBBIBATBCS HAa pe3y/ibTaTax BBIABICHHMS WU H3Yy4YEHHUs MNOTpeOHOCTEH
KJIMEHTOB;

2) pemaTts npoOaeMbl KIMEHTa [ETMKOM B paMKax KU3HEHHOW CUTYaluH;

3) oOecreunBaTh MPEUMYIIECTBEHHO MPOAKTUBHOE NMPEAOCTABIEHUE YCIYT U
CEPBHCOB;

4) MUHUMU3HPOBATh HEOOXOIMMOCTh OOpallleH!s KIIMEHTa B OPraHbl BIACTU U

YIOOJIHOMOYCHHBIC Opranus3anuu, BpEMA U CIIOKHOCTH TAKOT'O BSaHMOHGﬁCTBHH;

5) obecrieurBaTh  UCIOJB30BAHME  YJIOOHBIX ISl  KJIMEHTOB  TOYEK
B3aMMO/ICHCTBHUS C OpraHaMH BJIIACTH U YIIOJTHOMOYCHHBIMUA OPTaHU3AIINSM;

6) o0ecrnieunBaTh OOPATHYIO CBSI3b 00 YIOBIECTBOPEHHOCTH KIIMEHTOB.

4.5.2. llpenocTtaBneHue yciyr U CEPBHUCOB JJIsl YIOBJICTBOPEHHUS MOTPEOHOCTEH
KJIMEHTOB BKJIIOYAET CIEAYIOIINE OCHOBHbBIE ATAIbI:
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1) YIIPABJIICHUE COIJIaCMEM Ha IMPOAKTUBHOE NPEAOCTABICHUE YCIYTI H
CEpPBHUCOB B paMKaX KU3HCHHOUW CUTYallHH;

2) pa3paboTKy KIMEHTCKOTO CIIEHAPHS,;

3) MOATBEPKICHHUE MOTPEOHOCTEH KIUEHTOB;

4) paccMOTpeHue U YJOBJICTBOPEHHUE MOTPEOHOCTEH KIMEHTOB;
5) noJTydeHre u 00paboTka 0OpaTHOM CBS3H OT KJIMEHTOB.

4.5.3. Opranamu BJacTU M YIOJHOMOYEHHBIMH OPTaHU3aLUSAMHU JOJDKHBI OBITh
o0ecrieueHbl YCIOBHsS, IO3BOJISIIOIIKAE KIMEHTaM IPENOCTaBIATh COIJAcHs OpraHaM
BJIACTU U YIIOJIHOMOYEHHBIM OpraHU3alUsAM Ha MPOAKTUBHOE NPENOCTaBICHUE YCIyI U
CEPBUCOB B paMKax >KU3HEHHOU CUTYaLUH.

4.5.3.1. Cornacue KJIMEHTa OpraHaM BJIACTU U YIOJHOMOYEHHBIM OpraHU3aLUsM
Ha TPOAKTHBHOE TPEJOCTaBICHHUE yCIYT W CEPBHUCOB B paMKax >KM3HEHHOW CHUTyaluu
IPEAOCTaBISETCS B CIASIYIOMUX popMax:

1) corjacue Ha IPOAKTUBHOE TPEIOCTABICHHE BCEX YCIYT U CEPBUCOB
YKU3HEHHOM CUTYaIlH 10 MOMEHTA OT3bIBAa TAKOTO COTJIACHS;

2) COrJIacHe Ha NMPOAKTUBHOE IPENOCTABICHUE OTACIBHBIX YCIYI U CEPBUCOB
(HOMep cueTa AJi1 HaYMCIIEHUs 1ocoOusl, Ipe3aKa3 yCIyr U CEpBUCOB, HAXOMASILUXCS B
pa3paboTKe UM PEUHKUHUPHUHTE U APYTHE).

4.5.3.2. Tlpu mpenaocTaBICHUH COTJAcUsi OpraHaM BJIACTHM U YIOJHOMOYEHHBIM
OpraHu3alusM Ha MPOAKTHUBHOE OKAa3aHHWE YCIYyI U CEPBHCOB B pPaMKaX >KU3HEHHOU
CUTyalluu JOJDKHA UCTIOB30BaThCA YI00HAS JJIS KJIMEHTA TOYKA B3aUMOJICHCTBHS C HUM.
[lepeyens ToUeKk B3aUMOACHCTBUS W TpeOOBAaHUS K HUM MpEICTaBIeHBI B pazuene 4.6
Cranpgapra.

4.5.3.3. OpranamMu BJIACTH W YIIOJJHOMOYCHHBIMHU OpPTaHU3alUSIMH JIOJDKHBI OBITh
TakKe O00eCIeYeHbl YCIOBHS OT3hIBA COTJIACHS HAa TMPOAKTUBHOE OKa3aHUE YCIyr |
CEPBHCOB.

4.54. Jlo MOMEHTa B3aWMOJEWUCTBUS C KJIMEHTOM OpraHbl BJIacTH U
YIOJHOMOYEHHBIE OpTraHW3allud  pa3padaThIBAIOT  MPEABAPUTEIBHBIN  KIMEHTCKUM
CLICHApHU.

4.5.4.1. Pa3paboTka TmpeaBapUTEIHLHOTO KIUEHTCKOTO CIIEHApPUS BKIIIOYAET
CJIEIyIOLIUE Tallbl:

1) OTHECEHUE KIINEHTA K KOHKPETHOW KU3HEHHON CUTYAallUH;
2) OTHECEHHE KJIMEHTA K MPO(UITI0 KITMEHTCKOTO CETMEHTA KITUEHTA;
3) olpe/ieJIeHHEe TUIIOBBIX MOTPEOHOCTEH KIMEeHTa Ha OCHOBE MH(OpManuu 00

OTHECEHHMH KJIMEHTA K )KU3HEHHOU CUTYaIH, MPO(UITIO KIMEHTCKOTO CETMEHTA;

4) ornpesesieHne MoTpeOHOCTEN KJIMeHTa Ha OCHOBE UCTOPUH B3aUMOJICHCTBUS
C KIIMEHTOM;
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5) pa3paboTka TPEIBAPUTENHHOTO KIMEHTCKOTO CILEHApHs IyTeM Moadopa
YCIYT ¥ CEPBUCOB IS yIOBJIETBOPEHHUS TOTPEOHOCTEH KIIMEHTA.

4.54.2. B pesynprare s KIMEHTAa ONPENEIAETCS KIMEHTCKUM CIEHapHi,
KOTOPBIM OpraHbl BJIACTH M YIOJHOMOYEHHbIE OpPraHU3allMd T'OTOBBI MPEIOKUTH IS
yJIOBJIETBOPEHUS €0 MOTPEOHOCTEN B paMKaxX KU3HEHHOW CUTYaI|H.

4.5.5. Opranpl BIaCTM M YIOJHOMOYEHHBIE OPraHU3alMM  IPOAKTHBHO
B3aUMOJIEUCTBYIOT C KJIIMEHTOM C LIEJIbI0 OATBEPKACHUS HAIUYMS Y HEro MoTpeOHOCTEH,
KOTOpPBIE€ MOTYT OBITH y/IOBJIETBOPEHBI HAOOPOM YCIIYT U CEPBHCOB U3 MPEIBAPUTEIHLHOTO
KJIMEHTCKOI'O CLICHAPHSL.

4.5.5.1. 1llpy Hanuuuu corylacusi Ha NPOAKTUBHOE MPEIOCTABICHUE YCIyT M
CEepBUCOB B paMKax >KH3HEHHOM CHUTyallud OpraHbl BJIacTH U YIOJHOMOYEHHBIE
OpPraHM3allii B3aMMOACWUCTBYIOT C KJIMEHTOM B YyIOOHOM s KJIMEHTa TOYKe
B3aMMO/JICHCTBUS C OpraHaMH BJIACTU U YIIOJTHOMOYEHHBIMU OpraHU3aLUsIMU.

4.5.5.2. B cnydae oTcyTcTBUS B Ipoduiie KIWEHTa CBEJACHUW 00 yaoO0HOH s
HEro TOYKE B3aWMOJICUCTBHS HCIOJIB3yeTCs YIO0OHAs [UIsi TPYMIBl KIUEHTOB TOYKA
B3aMMOJICHCTBUSA W3 TMPOPWIST KIUEHTCKOTO cerMeHTa u (Wiu) UU(POBBIE TOYKU
B3aMMOJIEUCTBUS.

4.5.5.3. Ilpu OTCYTCTBHM COTJIacHsi Ha IMPOAKTHUBHOE IPEJAOCTaBICHUE YCIYyT U
CEpPBUCOB B paMKaX >XM3HEHHOW CHUTyallud MNEPBUYHOE B3aUMOJCHCTBHE C OpraHaMu
BJIACTU M YMOJHOMOYEHHBIMU OPTaHU3AlMSIMH JUIsl YAOBJIETBOPEHUS €ro MOTpeOHOCTEH
OCYUIECTBIISIETCS] KIIUEHTOM.

4.5.5.4. TpeboBaHus K B3aUMOJICHCTBUIO C KIIMEHTAMHU B TOYKaX B3aMMOJICHCTBUS
npeacTaBieHbl B pazzene 4.6 Crangapra.

4.5.5.5. Ilpu KOHTaKTe C KIWEHTOM OpraHbl BJIAaCTH W YIOJIHOMOYEHHBIE
OpraHM3alyy MOATBEPKAAIOT U (WJIM) YTOUHSIOT MOTPEOHOCTH KIMEHTA, B TOM YHUCIIE
IIOATBEPKIAKOT:

1) OTHECEHHE KJIMEHTA K KU3HEHHOU cUTyanuu;
2) OTHECEHHE KJIMEHTA K MPO(UITIO0 KIMEHTCKOTO CeTMEHTA;
3) OTHECEHHE MOTPEOHOCTEH KIMEHTAa K TUIIOBBIM MHOTPEOHOCTAM HpOQuiIs

KIIMCHTCKOI'O CCTMCHTA,

4) CTaTyc, B TOM YHCJI€ aKTyaJbHOCTb DPAaHEE BBISIBICHHBIX MOTpeOHOCTEH
KJIMEHTA.

4.5.5.6. B ciyuae TMpOAKTUBHOTO B3aUMOJCHCTBUSA OPraHOB BJIacTH U
YIOJHOMOYEHHBIX OpraHU3alliii KIIMEHTY JIOJDKHA OBITh MpeocTaBlieHa WH(OpPMAIIUS O
COTJIacHH, Ha OCHOBAaHUH KOTOPOTO TaKOE B3aUMOJICHCTBHE OCYIIICCTBIISETCS.

4.5.5.7. B ciy4yae oTKa3a KJIHMEHTa OT IPOJOJDKEHHUS B3aUMOJEUCTBUS KIUEHTY
JOJKHA OBITh NPENOCTaBlI€HA BO3MOXHOCTH OT3bIBA COIJIACHsl Ha MPOAKTUBHOE
IPEJOCTaBICHNUE YCIYT U CEPBUCOB B PAMKax >KMU3HEHHOM CUTyalluu.

20



4.5.5.8. Pe3ynpTaroM B3aMMOJICUCTBUSL C KIHMEHTOM C LEIbI0 MOATBEPXKICHUS
HAJIM4Us y HETO MOTPEOHOCTEN SIBISIOTCA:

1) corjacue WIM OTCYTCTBHE COTJIacUsi KIMEHTa Ha B3aUMOJCIHCTBUE C
opraHamH BJIACTU W OPraHU3alMSAMHU B ILIEJSX YJOBJIETBOPEHUS €ro MOTPeOHOCTEH, ecliu
TAKO€ Corjacue SIBISIETCS O00sA3aTeNbHBIM B COOTBETCTBUU C 3aKOHOJATEIICTBOM
Poccuiickoit @enepannu;

2) CBCACHUSA B LII/I(I)pOBI)IX CUCTCMAX OpraHoB BJIACTH U YIOJHOMOYCHHBIX
opraHmauHﬁ O NOATBCPIKIACHHBIX HOTpC6HOCT$[X KIIMCHTA.

4.5.6. B 3aBUCHMOCTU OT BO3MOYKHOCTH YJIOBJIETBOPEHHUS MOTPEOHOCTEH KIMEHTA
JOJKEH OBITh  OMpeAeNieH TMOpPSIOK, IO KOTOpOMY OylIeT  OCYIIEeCTBISTHCS
B3aMOJIENCTBHUE C HUM:

1) NOTPEOHOCTH MOKHO YJOBJIETBOPUTH COINIACHO KJIIMEHTCKOMY CIIEHApUIO U
UMEIOIIUMCS B PACIOpPSKEHUM OpPraHOB BIACTHM M YIOJIHOMOYEHHBIX OpraHMU3alui
JTAaHHBIM;

2) NOTPEOHOCTH MOKHO YAOBIETBOPUTH COTJIACHO KIMEHTCKOMY CILIEHApHIO,
HO OTCYTCTBYET YacCTh CBEJICHHI O KIINEHTE HAa MOMEHT B3aUMO/ICHCTBUS;

3) NOTPEOHOCTH HENb35 yIOBIETBOPUTH COTIACHO KIIMEHTCKOMY CLIEHAPHIO.

4.5.6.1. Ecimm moTpeOHOCTH KIWEHTAa MOTYT OBITh YJIOBJICTBOPEHBI COTJIACHO
KIIMEHTCKUM CIIEHApUsAM M HUMEIOIIMMCS B OpraHax BJIACTH M YIHOJHOMOYEHHBIX
OpraHu3alusaxX JaHHBIM, TO Ha OCHOBAHWHU MPEABAPUTEIIBHOTO KIMEHTCKOTO CIIEHAPHUA
ABTOMATUYECKH OCYIIECTBIISACTCS MOA00p MEPEUHs YCAyr W CEPBUCOB IS KIMEHTA, TO
€CTh OIPENEISIETCA IEPCOHANBHBIA KIMEHTCKUN CLEHApUA MU MECTO HaXO0XKIACHUSA
KJINEHTA HAa KJIMEHTCKOM ITYTH.

4.5.6.2. Ecnm B COOTBETCTBUM C IEPCOHAJIBHBIM KIMEHTCKUM CIIEHApHEM
TpeOyeTcss HENMOCPEJCTBEHHOE B3aUMOJCICTBHE KJIMEHTa C OpraHaMH BJIACTU H
YHOJHOMOYEHHBIMHA OPraHU3ALMSIMU 7Sl ONPEEIIEHNUS IPABOMOYHOCTH MPEJOCTABICHUS
YCIIyTH UJIU cepBHCca (HallpuMep, MpOBepKa HABBIKOB M 3HAHUU KJIMEHTa, OCMOTP 00BbEKTa
HEJIBU’KUMOCTH, TPAHCIOPTHOI'O CPEACTBAa M JApPYrue B3auMMOAECHCTBHUSA), JOKHA OBITH
NPOM3BEJCHA 3alKCh KJIMEHTa s TaKoro BHJAa B3aUMOJCIHCTBHS Ha yO0O0HOE IJis
KJIMEHTAa BpEeMs M3 JIOCTYIHOTO MPOMEXKYTKa, a TakXKe JOJDKHa OBITh MpeaoCTaBeHA
UH(pOpMaIMsI O €r0 MECTOHAXOXACHNU Ha KIIMEHTCKOM ITyTH.

4.5.6.3. Ecnu HEenocpeACTBEHHOE B3aMMOJIEUCTBUE KIMEHTA C OpraHaMH BJIACTU U
YIOJIHOMOYEHHBIMU OPTaHU3alUAMU JI ONPEACIICHUS TPABOMOYHOCTH MPEIOCTABICHUS
YCIIYTH WJIU CepBHCa HE TpeOyeTcs, TO MePCOHATBHO T0I00paHHBIE YCIYTH U CEPBUCHI U3
KIIMEHTCKOTO CLIEHAPUS JOJKHBI MPEAOCTABIATHCS (MPU HATMYUK COTIIACUSI OT KIIMEHTA)
ABTOMATHYECKHM B «OAWH KIWK» OHJAWH wWin He Oojee 5 MHUHYT MNpU JTUYHOM
B3aUMOJICHICTBUM C COTPYAHUKAMH OPraHOB BJIACTU M YMOJHOMOYEHHBIX OpraHU3aIui
Wi 00OCOOJEHHBIX YUPEXKIECHUU, T€ B PEXKUME «OJHOTO OKHA» MPEeIOoCTaBISIOTCS
yciayru U cepBuchl knueHTaMm (M®L] «Mou JOKyMEHThI», LIEHTPHI 3aHATOCTH HACEICHUs,
LHEHTPBl MUTPALIUU, TYPUCTUUECKUE LIEHTPHI U T.11.).
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4.5.6.4. Ilocne npenocTaBiaeHusl yCIyrM WIM CEPBHCA U3 KIMEHTCKOIO CLIEHApUs
(M7 UX COBOKYITHOCTH) IOJDKHA (PUKCUPOBATHCS OIIEHKA YOBICTBOPEHHOCTH KIIMEHTA.

4.5.6.5. Eciin 1 OpUHATUS PELIEHHsS O NPENOCTAaBICHHHM YCIyI U CEPBHCOB
HE/I0CTaTOYHO CBEJEHUH OT KJIMEHTa Ha MOMEHT B3aUMOJEHCTBUSA C HUM, TO OpraHaMu
BJIACTH, YMOJTHOMOYEHHBIMU OPTaHM3AIMSIMH MM 000COOJIEHHBIM YUPEXKICHUEM, TTIE B
peXHME «OJHOTO OKHA» TNPEJOCTABISIIOTCS YCIYIM UM CEPBUCHI  KJIMEHTaM,
o0ecrieunBaeTcsi BO3MOYKHOCTb  3alOJHEHHs (OpPM  JaHHBIX C  HEJOCTarollen
uH(pOpMaIIHEH O KIUESHTE.

4.5.6.6. PacueTHoe BpeMs Ha 3amoiHEHHE POPM HE TOIHKHO NpeBbImaTh 10 MUHYT
32 CUET aBTOMATHYECKOTO 3aMOJHEHHs TOJeH (OpMBI CBEICHUSMH, KOTOpBIE paHee
BHOCWJINCH KJIIMEHTOM U COAEPKATCS B €ro HU(pOBOM IpoQHIIe.

4.5.6.7. CBenenust JOJDKHBI aBTOMATUYECKH TMOManaTh B LUGPOBON mpoduib
KJIMEHTa W OBITh JOCTYIHBI OpPTaHaM BIACTH W YIOJTHOMOYEHHBIM OpTaHHU3aIlHsIM,
yUYaCTBYIOIINM B MPEIOCTaBICHUH YCIYT U CEPBUCOB.

4.5.6.8. Ilocne monyueHus: JAHHBIX OT KJIUEHTA, UX 00pabOTKU OpraHaMu BJIAcTH U
YIOJTHOMOYEHHBIMHA OPTaHU3AIMUSIME OCYIIIECTBIISIOTCS CISAYIONINE TPOBEPKH:

1) aBTOMaTH4YeCKas IIPOBEPKA IIPEAOCTABICHHBIX JTAHHBIX Ha
HEMPOTUBOPEYUBOCTh CBEJIEHUSM, COJEpXallUMCsi B HMH(DOPMALMOHHBIX CHCTEMax
OpPraHOB BJIACTU U YIIOJIHOMOYEHHBIX OPraHU3aLINN;

2) dHaJIM3 IIPCACTABJICHHLIX OJAHHBIX C IIOMOIIBIO ABTOMATU3HUPOBAHHBIX
TEXHOJIOTUM Ha MMPaBOMOYHOCTD IMPCAOCTABJICHUSA YCIIYTH WX CCPBUCA.

4.5.6.9. Ilocne BBINOJHEHMS NPOBEPOK HA3HAYEHHBIE IEPCOHAIBHO YCIYIM H
CEPBUCHI U3 KIMEHTCKOTO CUeHapHsl (WM UX COBOKYIHOCTH) MPEIOCTABISIOTCS KIHEHTY
corjacHo TpeOOBaHUSM, YKa3aHHBIM B yHKTax 4.5.6.2 - 4.5.6.4 Crannapra.

4.5.6.10. Ecnm mnorpeOHOCTH KIMEHTa HENb3S YAOBIETBOPHUTH COTJIACHO
KJIMEHTCKOMY CIIEHapHIO, OPTaHbl BIACTH U YIIOJIHOMOYCHHBIC OpPTraHU3aIIH:

1) MPEIOCTABIISIIOT KIMEHTY MHGOPMAILUIO O MPUYUHAX, 110 KOTOPHIM HENb3s
yJIOBIETBOPUTH €r0 MOTPEOHOCTH;

2) (UKCUPYIOT B OTHOIICHHH KJIMEHTa CTAaTyChl 00 YIOBJICTBOPCHHH €r0
OTpeOHOCTEH;
3) paccMaTpHBAIOT BO3MOXKHOCTH pPa3paOOTKH HOBBIX YCIyI M CEPBHCOB,

PEUMHXMHUPHHTA CYIIECTBYIOIIMX YCIYI W CEPBHUCOB, AaKTYaJIU3allUH KIMEHTCKUX
CIICHapHEB B COOTBETCTBUU C TpeOoBaHmsiMu pa3zena 4.4 Crangapra;

4) TIOJIICP)KUBAIOT OOPATHYIO CBSI3b C KJIMEHTOM, B CITydae €CIIi BO3MOXKHOCTh
YIOBIIETBOPEHUS €ro TOTPEOHOCTH TOSBHUTCS IIOCIIEC aKTyaIn3allid KJIMEHTCKOTO
ClieHapus B OyayIeM.

4.5.6.11. Pe3ynbTaToM pacCMOTPEHUS U yJIOBIECTBOPEHHUS MOTPEOHOCTEHN KIMEHTA
SIBJISIFOTCSL:
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1) pe3yNbTaThl OKAa3aHUS B3aUMOCBSA3aHHBIX YCIYI M CEPBUCOB KJIHMEHTCKOIO
CLEHapHs;

2) CBeJlcHUS B IU(MPOBBIX CHCTEMax OPraHoOB BIIACTH M OpraHU3aluid o
CTaTyce yJIOBJIETBOPEHUS IOTPEOHOCTEN KIIMEHTA;

3) uHpopMaIMsi O TPUYMHAX, 10 KOTOPBIM HEIb3s YAOBICTBOPHTH
NOTPEOHOCTH KITMEHTA;

4) NOTPEOHOCTH  KJIMEHTAa, B OTHOLIEHUH KOTOPBIX paccMaTpUBaeTcs
BO3MOXXHOCTh Pa3pa0OTKH HOBBIX YCIYT U CEPBHCOB, PEUHXUHUPHHTA CYIIECTBYIOIIUX
YCIIYT ¥ CEPBUCOB, aKTyalnu3alluu KIIMEHTCKUX CIICHAPHUEB.

4.5.7. Opransl BIacTU ¥ YIOJHOMOYEHHBIE OpPTaHU3alMK 00E€CTIEYNBAIOT COOp U
00paboTKy 0OpaTHOI CBS3HU OT KJIMECHTA.

4.5.7.1. Knuenry aomkHa ObITh NPEAOCTaBIE€HA BO3MOXXHOCTh OLICHMBATh 4Y€pE3
MHCTPYMEHTbl OOpaTHOM CBSI3U CTENEHb YAOBJIETBOPEHHOCTH KaXKIOW OTIENbHOU
yCIyrol M CepBHCOM, a TakKXe YJOBJIETBOPEHHOCTH €ro IOTPEOHOCTH B paMKax
KU3HEHHOU CUTYyallHH.

4.5.7.2. WacTpymeHTapuii OOpaTHOW CBS3M JIOJDKEH TIPEIoJiaraTh €IUHYIO
METOJIMKY, TO3BOJISIOIIYIO MOJYYUTh COMOCTABHUMBIC PE3YJIbTaThl BHE 3aBUCHMOCTH OT
TOYKH B3aUMOJICUCTBUS C KIIMEHTOM.

4.5.7.3. Pe3ynbTaThl 00OpaTHON CBSI3U JIOJ>KHBI UCIIOJIB30BaThCS OpraHaMH BIacTH
U OpraHm3alsiMd I BBISBICHUS H  W3Y4YCHUS TOTPEOHOCTEH  KIIMECHTOB,
NPOCKTUPOBAHUS U PEUH)KUHUPHHTA YCIYyT M CEPBHUCOB B IENIAX IMOBBINICHHUS KadecTBa
KITUEHTCKOTO OTIBITA.

4.5.7.4. Knuenty noinkHa OBITH TIpeaoCcTaBiIeHa MHPOpPMANUs 00 MCTOIb30BaHUN
MOJIy4€HHOM OT HEero oOpaTHOM CBSI3U.

4.5.7.5. O6001IeHHbIC TaHHBIC 0OPATHOM CBS3M, & TAKXKE MPUHATHIC HA MX OCHOBE
pelIeHUs OpraHOB BJIACTU M YIMOJIHOMOYEHHBIX OpPraHu3aluid JOJKHBI ObITh TOCTYITHBI
HEOTPAaHUYCHHOMY KpPYTYy KJIMEHTOB B pa3pe3ax TUIIOBBIX )KU3HEHHBIX CUTYAIlUd, YCIYT U
CEpPBUCOB, TOYECK B3aUMOJICHCTBHS.

4.6. TpeOoBanuss K B3aUMOJCHCTBMIO ¢ OpPraHaMM BJIACTH H
YHOJIHOMOYEHHBIMHM OPraHM3alUsIMA B THINOBBIX TOYKAX B3aMMOAECTBHA C
KJHEHTaMH

VY knuenTa qoikeH GOpMUPOBATHCS MOJIOKHUTEIBHBIN OIBIT IPOCTOTHI U JIETKOCTU
OT B3aWMOJICHCTBUSI C OpPraHaMH BJIACTU W YIOJTHOMOYECHHBIMU OPraHU3AlMsIMH BHE
3aBHCHUMOCTH OT KaHalia (Crocoba) Takoro B3auMOICHCTBUSA:

1) u(poBbIe KaHAJIbl U UX HU(PPOBBIE TOUKU B3aUMOACHCTBUS: MOOWIbHBIC
MPWIOKEHUSI, OPUIMAIbHBIE CalThl (TIOPTaNbl), COIMAIBLHBIE CETH, MECCEHKEPhI, Jat-
00TbI, KOJUI-LIEHTPBI, TOJI0COBbIE TOMOIIIHHUKHY;

2) oddnaitH-kaHabl 1 UX 0 hIaH-TOYKN B3aMMOJICHCTBUS: OPraHbl BIACTH
¥ YIIOJIHOMOYEHHBIC OpTraHU3alud, 000COOJICHHBIE YUPEKIACHHUS, T/IC B PEKUME «OJTHOTO
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OKHa» IPENOCTaBIAIOTCA ycayru U cepBuchl kiaueHTam (MO®PL] «Mou AOKyMEHTBI»,
LEHTPHI 3aHATOCTH HACEJIEHUS, LIEHTPbl MUTPALlUi, TYPUCTUYECKUE LEHTPBI, U T.1.).

[TpenmyiiecTBEHHBIMU KaHaJaMU B3aMMOJICHCTBUS JTOJDKHBI SBJIATHCS ITUGPOBBIC
KaHajabl B3aMMOJENCTBHS, TaK KaK CIIOCOO IMCTAHIIMOHHOIO B3aMMOJECHCTBUS SIBIISIETCS
COBpeMEHHOH (popMOii B3aUMOJICHCTBUS JTIOJIEH, OM3HEeca U rocyJapcTBa MeXIy coboi u
CIIOCOOCTBYET pPa3BUTHIO ITU(PPOBBIX HABBIKOB OyAYIIMX IOKOJCHUA W CHUXCHHUIO
CTOMMOCTH BHEJPECHHS HOBBIX YCIIYT U CEPBUCOB.

BosmoxHOCT gmocTyma K yciayramMm M CepBUCaM  OPraHoB  BJIACTH U
YIOJHOMOYEHHBIX oOpraHu3auuii B og@uaiiH-kaHamax JOJKHA COXPAaHUThCS B BHJIE
aNbTEPHATUBHBIX CIIOCOOOB, YOOHBIX IS OIPEIEICHHOrO THIA KIIMEHTOB rOCY1apCTBa.

HeobxonuMo y4uThIBaTh MOTPEOHOCTH JIFOJICH C XPOHMUYECKUMH MpOoOJieMaMu CO
3I0pPOBBEM, JIFOJIEH, OTPAHUYEHHO WJIM BPEMEHHO HETPYIOCIOCOOHBIX, JIFOACH C HU3KUMHU
HaBBIKAMHU HCTOJB30BaHUsA ITU(POBBIX TEXHOJOTHI, B TOM 4YHCJI€ B CHJIy BO3pacTa, a
TaK)K€ JIIOJIEW C HU3KUM YPOBHEM 3HAHUS PYCCKOTO S3bIKa: MHUIPAHTBHI, TYPHUCTHI,
WHBECTOPBI, POKMBAIOIINE WIM Haxoasmuecs Ha teppuropun Poccuiickoint denepannn
WHOCTPAHHBIE TPAKIAHE.

B pazpaene mpencraBiieHsl TpeOOBaHUS K B3aWMOJICHCTBHIO C OpraHAMU BJIACTU U
YHOJTHOMOYEHHBIMHA OPTraHU3AIMSIMHU B THUIIOBBIX TOUYKAX B3aUMOJICUCTBHSI C KIIMEHTAMU.

4.6.1. B3aumojeicTBUE 4Yepe3 MOpTabl OPraHoOB BIIACTH M YIOJHOMOYEHHBIX
OpraHu3aun

4.6.1.1. Ilpu npoeKTUPOBAHUH U Pa3pabOTKe MOPTAJIOB, OTAEIbHBIX Pa3/1€JI0B WU
(yHKIMOHAJIAa TIOPTAJOB JOJDKHBI TNPOBOJUTHCS HCCIEAOBAaHUS, HAIpaBICHHBIE Ha
U3y4eHHE W  BBIABICHHE  NOTPEOHOCTEH  KJIMEHTOB,  BKJIIOYas  BPEMEHHO
HETPYAOCIOCOOHBIX KJIMEHTOB, KJIMEHTOB C OrPAaHUYEHHBIMUA BO3MOXKHOCTSIMU 370POBBSI:
UHBAJINJIOB 110 3PEHMIO, CIYXY, JHII ¢ 3a00JIEBaHUSIMU OIOPHO-BUTATEIbHON CHUCTEMBI,
JHII ¢ HapyIIeHueM (PyHKIUN pedH U ¢ HEBPOJIOTUIECKUMH HAPYIICHUSAMHU.

4.6.1.2. TlopTasnbl AOMKHBI pa3pabaThIBaTbCSl B COOTBETCTBUU C TPEeOOBaHUSIMHU
HacTosmero CraHgapTa, pyKOBOACTBAMH IO KIMEHTOLUEHTPUYHOMY AU3alHYy YCIyT U
CEpBHUCOB, pa3pabaThiBaeMBIMH B COOTBETCTBUU C TpeboBanusmu Cranmapra. Jlo
MOMEHTa pa3pabOTKU U YTBEPKACHUS PYKOBOJACTB IO KIMEHTOLICHTPUYHOMY IU3ANHY
yCIyI W CEpPBHCOB HEOOXOJMMO YYHUTHIBaTh TpeOOBaHUSA HACTOSILEro pas3felna
Crangapra, a Takke TpeOOBaHUS ACHCTBYIOIIMX HOPMATHUBHBIX IPABOBBIX aKTOB U
METOJIMYECKUX aKTOB B OOJNACTH TMPEAOCTaBIEHUS B  DJIEKTPOHHOW  ¢opMme
rOCYJapCTBEHHBIX M MYHUIIMITAIBHBIX YCIIyT>:

3 Tlpumevanue. B HacTosIee BpeMsi TAKMMH AKTAMH SIBJISIIOTCS:
TpeOoBaHMsT K NPENOCTABICHUIO B JJIEKTPOHHOW (OpME TOCYIApPCTBEHHBIX W MYHHIUNANBHBIX YCIYT,
yTBep:KJIeHHbIe ocTaHoBIeHHeM [IpaBurenscTBa Poccuiickoit denepanun ot 26 mapta 2016 1. Ne 236;
Meroauueckue peKOMEHJAIMK MO COBEPLIEHCTBOBAHUIO IT0JIb30BATENBLCKUX HHTEP(ENCOB (B YacTH HaBHIALlUH,
NOMCKa, NpeaocTaBieHuss nHpopMmanuu) QenepaisbHON rocyaapcTBeHHOW WMH(OpManMOHHON cucTeMbl «EnuHBIN
MOpTaN TOCY/IapCTBEHHBIX M MYHUIMIAIBHBIX YCIYT (QYHKIHMH)» ¥ OQUIIMAIBHBIX CAaTOB (heiepanbHbIX OPraHoB
WCIIOJIHUTEJIFHON BJIACTH W TOCYNAPCTBEHHBIX BHEOIOKETHBIX (DOHJIOB, HCIOIB3YEMBIX IPU MPEIAOCTaBICHUU
TOCYAApCTBEHHBIX YCIYI B 3JIEKTPOHHOM BHJIE, YTBEP)KIEHHBIE NMPUKa30M MMHHCTEpCTBA CBSI3M M MAacCOBBIX
koMMmyHuKauui Poccuiickoit @eneparuu ot 16.10.2015 Ne 405.
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4.6.1.3. HWpentuduxamuss u  ayreHTUUKAIMS HA  [OpTaliaX  JIOJDKHA
NPOU3BOANUTHCS  MOCPEACTBOM  (hemepanbHOH TrOCyIapCTBEHHON WH(POPMAIMOHHON
cuctembl «EnuHas cuctema UWAEHTUGUKALIMU U ayTeHTU(GUKALMK B UHPPACTPYKTYype,
o0ecrieunBaroIei MH(POPMAIIMOHHO-TEXHOJIOTUYECKOE B3aMMO/JICHCTBHE
UH(POPMAIIMOHHBIX CHUCTEM, HCIOJb3YEMBIX UIsI MPEIOCTABICHHUS T'OCYJAapCTBEHHBIX U
MYHHUIMIAIBHBIX YCIYT B 3JIEKTPOHHON (hOpME» U SIBISITHCSI OJJHOKPATHOM.

4.6.1.4. Knuenty nopKeH OBITh TpeaiokeH (YHKIIMOHA B3aWMOJEHCTBHS C
MEPCOHATBHBIM BUPTYAJIbHBIM IMU(PPOBBIM TTOMOIIHHUKOM, COMPOBOKIAIOIIUM KIIMEHTA
npu paboTe ¢ MOopTAIaMH KPYTIIOCYTOYHO U 0€3 IepephIBOB.

4.6.1.5. JlomxeH ObITh 00€CTICUCH TApreTHUPOBAHHBIN MOIXO, MPEAOIararoIui
IPHOPUTHU3AIIMI0 OTOOPAKEHUS HWHAMBUAYAIbHO TOJ0MPAEMbIX, HEOOXOIUMBIX IS
YIOBIIETBOPECHUS TOTPEOHOCTEH KIMEHTAM YCIyr W CEPBUCOB B 3aBUCUMOCTH OT
pO(UIIS KITMEHTCKOTO CETMEHTA 1 KU3HEHHBIX CUTYaIlMi KIIMCHTA.

4.6.1.6. Ilpu B3anMOJICUCTBUHU C MOPTATIOM HEOOXOJIMMO OOECIeYUTh MOHUMAaHUE
KJIIMEHTOM, B KaKOW TOYKE KJIMEHTCKOIO IyTH OH HAXOJUTCS, KAaKUE 3Talbl UM YXKe
IPOMJEHBI 711 YAOBIETBOPEHHSI €ro MOTPEOHOCTEN B paMKax JKU3HEHHOW CHTyaluu, a
Kakue JeWCTBUS HEOOXOAMMO BBHIMOJHHUTH ganbiie. [lociae 3aBepiieHHs KIMEHTOM
Ka)XJ0ro JEHCTBUSA, COBEPIICHHOIO Ha MOpTAJie, IOJKHO BbIJABaThCS aBTOMATHYECKOE
MOJITBEPKICHUE YCTICIITHOCTH WJIA HEYCIEITHOCTH €T0 00pabOTKH.

4.6.1.7. HeobxoauMO MHHUMH3UPOBATh 3aTpaylMBacMO€ BpeMs M yCHIIUA
KJIMEHTOB Mpu 3anojHeHuH popM. JlaHHOe TpeboBaHKE AOIKHO 00€CeYnBAThCA:

1) aBTOMAaTHYECKUM BBIBOJIOM PKPAaHHBIX ()OpM, KOTOpBIE KIHEHTY TpeOyercs
3aIOJIHATH, C YI€TOM MCTOPUH B3aUMOJCHCTBHS C yKa3aHHBIMHU (OpMaMH;

2) ABTOMATUYECKUM 3aIOJIHEHUEM IIOJIEM CBEICHUSMU, KOTOpPBIE pAHEE YxKe
BBOJIWJIMCH KJIMEHTOM U COJIEPIKATCS B €ro udpoBoM mpoduie;

3) BU3YaJIbHBIM BBIJICJICHUEM 00s13aTEIbHBIX JIJIsl 3aII0JTHEHUSI TTO0JIEH;
4) HaJIMYMEM NOJACKA30K MPH 3aI0JHEHUU TTOJIEH;
5) COXpaHEHHEM MPOMEKYTOUYHBIX PE3yJIbTaTOB 3aloJIHeHUs ¢GOopM Tpu

IMOBTOPHOM BXOJIC KIIMCHTA HA IMOPTAJIbI;

6) peanusaiueit roJI0coBOro BBOIa MH(OPMAIIIH.

4.6.1.8. JInsa ucknrovyeHus HEOOXOAMMOCTH HalpaBJIEHUs MOBTOPHBIX 3asBJICHUN
[0 MPUYUHE OIMIMOOYHBIX JAHHBIX MPHU 3aMOJTHEHUH UHTEP(ENCHBIX POopM HEOOXOAUMO
00ecreunTh HHCTPYMEHTHI (HOPMATHO-JIOIMUECKOTO KOHTPOJIA: BBIOOp 3HAUEHUH U3
KOHTPOJIUPYEMBIX CIIMUCKOB HAa OCHOBE CTATUYHBIX CBEACHUH, omucaHue (Gopmara BBOAA
JAHHBIX IS Ia0JOHHBIX CBEJICHUH, 3alpeT Ha BBOJ HEBO3MOXKHBIX TaHHBIX. COOOIICHMS
cucTeMbl 00 OmMOKax KIMEHTa JIOJKHBI COAEPKAaTh OJHO3HAYHOE OMMCAHUE CIIOCOOOB
ee wucnpasieHus. MubopmupoBanue 00 omuOKe JOHKHO CoOJepKaTh €€ OIMCaHHE.
Henomyctumo ykazaHue TOJIBKO CHCTEMHBIX KOJOB OIIHMOOK. B cirydae HEKOppeKTHOTO
3aIlOJIHEHUS TIOJIS, HAXOMAIIETOCS B YacTH (OPMBI BBOJIAa, HE OTOOpPaKEHHOW Ha dKpaHe,
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IPU TIOTBITKE OTIPaBKU (OPMBI JOIDKEH IMPOUCXOJUTh ABTOMATHYECKHHA TEPEeXol K
JTAHHOMY MOJIIO.

4.6.1.9. Knimenty nomkHa OBITH MPEAOCTaBICHA BO3MOXKHOCTH OIIEHHMBATh Yepe3
UHCTPYMEHThl OOpaTHOM CBSI3M HE TOJBKO KOHKPETHBIE YCIYTH U CEPBUCHI,
NpeJCTaBIEHHbIE HAa TOpTalaxX, HO padoTy mopTaia B neiaoM. JJomkeHn ObITh pazpaboTan
(GyHKIMOHA OBICTPOM OOpPAaTHOM CBSI3W TOCPEACTBOM IIKAJIOBOM OLEHKH (OaiibHas
HIKaja, IIKaja CMAaWJIMKOB, TEKCTOBas IKajla M Jpyrue), a Takke (yHKIUOHAN C
TEKCTOBBIM TmojieM BBoAa. C 1enpl0 MOJMy4YeHHs pa3BepHYTOM uHPopmanuu 00
Y/IOBJIETBOPEHHOCTH KJIMEHTOB PEKOMEHIYETCS pa3MellaTh Ha INopTanax akTyalbHbIE
onpockl (MoJdyyeHue OOpaTHOM CBSI3M O HOBBIX YCIyrax M cepBHcax, 00 yao0cTBe
HOJIb30BaTENLCKOTO HHTEpdeiica, 0 penu3aiiHe NOPTAJIOB U APYTHUE).

4.6.1.10. Ha mnopramax momkHa OBITH oOOecmedeHa KpyriocyTouyHasi pabora
cy>k0bI TexHudeckon nmoaaepxkku (nanee — CTII) nns onepaTBHOTO pearupoBaHUs Ha
oOpaleHusi KJIMEHTOB B CBSI3U C BBISIBJICHHMEM UMHU OIIMOOK, OTHOCSAIIUXCS K OLIMOKaM
BBICIIIETO TPUOPHUTETA, B T.4. OTKa3 B pabOTe MOPTAIOB WIM KOHKPETHBIX YCIYr U
CEpBHCOB, MPUBOASIINI K HETOCTYITHOCTH OJHOM M3 MOJCUCTEM/MOIYJIeH TOPTAIOB WIIN
K HEBO3MOXXHOCTH OKCIUTyaTallMd KJIIOYEBOTO (PYHKIMOHANA TMOPTAJNOB, IMOJIHOE WIH
YaCcTUYHOE HapylleHHe (YHKIMOHUPOBAHUS MOPTAIOB, HEBO3MO>KHOCTH BBITIOJHEHUS
orepanuii o MPEJOCTaBICHUI0 YCIYT U CEpPBHUCOB KiMEHTaM. Bompocsl Oosiee HHU3KUX
PUOPUTETOB, B T.4. HE3HAYUTEIbHAS TOTEPS (PYHKIIMOHATHFHOCTH TIOPTAJIOB, HAPYIIICHHUE
yno0cTBa paboOThl C MOpTajaM, HE BIHMAMIINE HAa MPUHIMIIHAIBHBIE BO3MOXHOCTHU
BBIMIOJIHEHUSL  ONEpaluid, OTAeNbHbIe COOM WM HapylmeHHs paboThl OOBEKTOB
UHPPACTPYKTYphl, HE OKAa3bIBAIOIIME BO3JACHCTBHS Ha OOMIyl0 paboOTy KIFOYEBHIX
dbynkuuit nopranos, noikHbI pemarbes CTII B pabouee Bpems. Kontaktel CTII nomxHbI
OBITh JOCTYIHBI Ha KaXKIOW cTpaHuIle mopTayioB. BosmoxHocTh obOpamenuss B CTII
JOJKHA OBITH 00ECTIeYeHa MOCPEICTBOM JIF0OOTO yI0OHOTO IS KIIMEHTA KaHalla CBSI3H.

4.6.1.11. TpeOoBaHus K 113aiiHy OPTAJIOB:

1) Ipyu peau3ali MOpPTajoB JOHKHA OBITh pa3paboTaHa M MCIOIb30BaHA
eAnHas BU3yallbHAs CTHIJIMCTHKA, BKIOUaromias B cels CTHiIM o(opMIIeHHS DPa3iesioB
MopTasa, IBETOBbIE CXEMbI U U300PAKECHMUS;

2) [[BETOBAas ramMMma [OpPTAJOB W YCIyr [JOJKHA OBbITh MaKCHUMAaJbHO
HEUTpaIbHON M HE JOJDKHA COAEP)KAaTh arpeccuBHbIE OTTEHKH. L[BeT ¢oHa HEe MOmKEeH
BBIHYK/IaTh HANIPSITaTh 3PEHUE U BBI3BIBATH TPYAHOCTH MPH IPOUYTEHUH TEKCTA;

3) PCKOMEHIYeTCS  peali30BbIBaTh  (YHKIMOHAT  IOJIb30BATEILCKOM
HACTPOWKKM IIBETOBOM MAJIMTPhl OCHOBHOIO TEKCTa M (POHA MOPTAJIOB IMOCPEACTBOM
BbIOOpA KJIMEHTOM BapHaHTOB, pa3pa0OOTaHHBIX HA OCHOBE M3YUYCHHS M BBISBICHUS
noTpeOHOCTEH KIIMEHTOB;

4) MopTaJl He IOJKEH COACPKaTh dJIEMEHThI HHTepderica, Murarime oosnee 3
pa3 B CEKyHY;

5) uH(popMaLMs, collepKallascs Ha moprajax, He JAOJDKHA BKIIIOYaTh B cels
TEPMHUHOJIOTHIO, TPEOYIOUIYIO0 CIEIHaIbHOTO NPOQHIBLHOrO 00pa3oBaHUs s ee
NOHUMAaHUS, UJIM UMETh popMaT, TpeOYIOIUi TONOIHUTEIHHOTO IPeoOpa3oBaHMs;
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6) otoOpaxkaeMasi ”HGOpPMAIIHS JTOJKHA COOTBETCTBOBATh CMBICIIOBOM (opMme
npencraBieHus. HemomycTMMO BBIBOJIUTH TEKCTOBYHO HHQOpMAIi0 B TpaduueckoMm
BUJIE;

7) MYJIbTUMENUUHBIA KOHTEHT JOJDKEH HMMETh COJAEPKATEIbHOE Ha3BaHUE.
NuanuunpoBaTh NPOUTPHIBAHUE MYJIBTUMEIUNHOTO KOHTEHTA JOJKEH KIIMEHT.

4.6.1.12. Hutepdeiic mMOpPTAIOB [TOJDKEH OBITh MPOCTHIM M TOHSITHBIM B
UCIIOJIb30BAHUH, Y3HABAEMBIM W MPEICKA3yeMbIM, YTO OOECIEUYMBACTCS BBITIOJHEHHUEM
CIEAYIOIINX TPEOOBAHUM:

1) JIOJDKHBI OTCYTCTBOBATh PACXOXKICHHS MEX]y aHATOTMYHBIMH JIEMECHTAMHU
uHTepdeiica, JTOJDKHBI HCIOIB30BAaThCS THUIIOBBIC MHTEPQEHChl (Hampumep, Uisi BBOJAA
aapeca (paKTHUECKOTO MPOKUBAHHUS);

2) HCO6XO,Z[I/IMO BHU3YyaJIbHO BBIICIIATH 00s13aTeNbHbBIC OIS JJIA 3alIOJIHCHU A,

3) HEOOXOIMMO BH3YaJIbHO OTJIWYaTh TOJIA, TPEOYIOIIME 3aIllOJIHCHUS, OT
ABTOMATHYECKH 3aIlOJIHCHHBIX IIOJICH CBEJCHUSIMH, KOTOPBIC PaHEE YXKE BBOIMIIMCH
KIIMEHTOM U COZEPKaTCs B €ro HU(PpoBOM mpoduiie;

4) HEOOXOJIMMO BHU3YaJbHO BBIJICIATH CCBHUIKHA, C KOTOPHIMH YK€ KIHEHT
B3aMMOJICIICTBOBAJI, @ TAKXKE IBHO YKa3bIBaTh HA3HAYEHUE CCHUIOK U 3JIEMEHTOB;

5) HEOOXOAUMO  aJanTUPOBaTh TMOAMUCH TOJEH B COOTBETCTBHUU C
TCHJICPHBIMH XapaKTEPUCTHKAMU KJIUCHTA,

6) JIOJDKHBI  MCIIOJIB30BAThCSl €IMHOOOpPAa3HbIE CIOCOOBI B3aUMOJCUCTBUS U
3JIEMEHTHI YIPABIICHHS, a TAKXKE OJIMHAKOBBIE HA3BaHUS JISl aHAJOTUYHBIX 3JIEMEHTOB;

7) HEOOXO0JIMMO COXpaHATh €IMHOOOpa3ue Ha KaXJOW CTpaHULE MopTajia o
PAcIIONIOKEHNIO, COACPKAHHIO W MEXaHHWKe paboThl Ui MHCTPYMEHTOB HaBUTAIUH,
KOHTAKTOB CIY>KOBbl TEXHMYECKOM MOJIEPKKM M KHOIOK YIIPaBJICHUS, B T.4. KHOIIKH,
BEAyUICH Ha JJOMAIIIHIOI CTPAHMILY MOPTaja, KHOIKU BXOJa-BbIX0/1a, KHOTIKHU TIEpeXo/a B
JUYHBIN KaOWHET.

4.6.1.13. TpeOyetcsi obecrneunTbh KOPPEKTHYIO pabOTy U OTOOpakeHUE TaHHBIX
0e3 UCKa)KEHWW B YCIIOBUAX W3MEHEHHS PACHIMPEHHUs SKpaHa BHINIE JOMYCTUMOTO B
320x240 nukceneyd, NOCTATAEMbIE aJANTUBHOM BEPCTKOW ITOPTAIOB U CEPBUCOB, IIPHU
WCIIOJIb30BaHUM KIIIOUEBBIX OpaysepoB: SAnaekc.bpaysep; Internet Explorer; Google
Chrome; Mozilla Firefox; Safari; Opera. HeobxogmmMo coXpaHSITh KOPPEKTHOE
O0TOOpaKEHUE JJAHHBIX B YCIOBHSIX aJallTUBHON IeYaTH CTPAHUIIBI TOPTAJIA.

4.6.1.14. TpeGoBaHus K MOUCKOBON MOJIENH JOJKHBI OBITH ONPECICHBI HA dTare
W3YUYEHUS W BBISBICHHS MOTPEOHOCTEH KIMEHTOB. B cOCTaB WHCTPYMEHTOB IOWICKA
JIOJKHBI BXOJIUTh:

1) TapreTupoBaHHBIN MOUCK JJIA MPO(IIIL KIMEHTCKOTO CETMEHTA,
2) CeMaHTHUYECKHU IMOUCK;
3) ¢uabTpamus u COpTUPOBKA;

4) cnoBapb CHHOHUMOB;
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5) KOHTEKCTHBIN MOUCK.

6) dopma moucka J10KHA:
7) MHULIUUPOBATHCS U3 JIFOOOW CTPAHMIIBI IOPTAA;

8) yuuThIBaTH MOP(}OIOrHI0 BEHIOPAHHOTO KIMEHTOM S3bIKa;

9) coxepxaTh cCIMCOK HanOoJee MOMYJIPHBIX 3alIPOCOB KIIMEHTA;
10)3amyckaTh npouecc NOoUCKa ¢ KIaBUATYpPbl U KHOIKY;
11)conepxatp 00111€€ KOJTUYECTBO CTPAHUIL C PE3yJIbTaTaMu;
12)punbTpoBaTh pe3yibTar;,

13)coxpaHsTh 115 aHATIKU3a UCTOPHUIO BCEX 3aIIPOCOB KIIMEHTA.

4.6.1.15. TpeboBaHusi K HaBUTALIMOHHON MOJIEIM JOJKHBI OBITH OIpENENeHbl Ha
JTamne BBIABICHUS W U3y4YeHMs] NoTpeOHocTe kineHToB (pasnen 4.3 Cranpapra) B
3aBHCHMOCTH OT 3aJ1a4 U MPHOPUTETOB KIMEHTOB. OCHOBHBIMH 3JIEMEHTAMHU HABHUTAIH
JIOJ’KHBI OBITh:

1) HauMeHOBaHUE MOpTana;

2) KHOIIKU OBICTPOTO MEPEX0/ia Ha TIIaBHbIE CTPAHUIII TOPTAJIOB, B TUYHBINA KaOUHET
(Tpu HAJIMYUU) U BXO/IA-BBIXO/Ia;

3) HaBUTAllUOHHOE MEHIO JJII OCYIIECTBICHUS TIEPEXOJ0B MEXIY pasjesiaMu
MOPTAJIOB;

4) 3arojIOBOK CTpaHHULIbI;
5) KHOIIKM BO3BpaTa Ha MPEAbIAYIIUI 3TAll U NEPEX0/1A Ha CIIEAYOLIU;

6) nmepcoHalbHAs HaBUTAllMOHHAs LENOYKa C OTCJIEKMBAHUEM YPOBHs Iporpecca
IIOJIyYEHUs YCIYT U CEPBUCOB;

7) MeHIo caiiTa, coepiallee ero CTpykTypy.

4.6.1.16. Ha mnoprasax 1ommkeH OBITh pa3MelleH oOydalomuid KOHTEHT,
NpPEJCTaBIEHHBIH B (OopMarax TEKCTOBBIX JOKYMEHTOB, BHUJCOWHCTPYKIMH M (WIIH)
uHporpaduky, BKIOYAs TEXHOJOTMH JUHAMUYECKOro  OOy4YeHHus, IMOILIAaroBO
JeMOHCTpUpytolye (yHKIHMOHaN mopTanoB. OOydarolue HHCTPYKIUH HE JOJKHBI
coJiepKaTh TEPMHUHOJIOTHH, TpeOyromen il MOHUMAHUsS CHEIHATbHOTO MPOQHILHOTO
o0pa3oBaHusl, HE JIOJKHBI BKJIIOYATh TEXHUYECKUE MOHATUS U HE JOJKHBI ObITh OYEHb
mHHBIMUA.  [Ipu  pa3paboTke o0Oydaromero KOHTEHTa HEOOXOJUMO YYMTHIBATh
OrpaHUYEHHbIE BO3MOXHOCTH 37I0POBbsSI OTAEIbHBIX KJIMEHTOB mopTrajoB. OOyuaromue
BUICOPOJIMKH JIOJDKHBI OBITh 00S3aTENbHBIM aTpuOyTOM MpH pa3paboTKe M BBOJE B
JKCIUTyaTallul0 HOBBIX YCIyTr U cepBUcOB. OOydaromuii Marepuan Takke I0JKEH
BKJIIOYaTh B ce0s paszznen «YHacto 3amaBaeMble Bompoch». IIpencrtaBieHHble B pasnene
BOIIPOCHl U YPOBEHb JAETAIM3ALMHM OTBETOB HA HUX JIOJKHBI 3aBUCETh OT PE3YJITATOB
BBISIBJICHUS M U3yU€HUS MOTPEOHOCTEN KIIMEHTOB.

4.6.1.17. Ha nmopranax JOJOKHBI pa3MeIaThCsl JOKYMEHTBI, PErjIaMEeHTUPYIOIINE
JeATEIbHOCTh TOpTaJia, a TAK)KE€ OPraHoOB BJIACTH U YIOJIHOMOYEHHBIX OpTraHU3alluii,
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ABJAIOINIUXCA  OII€paTopaMu  IIOPTAJIOB. Pa3z[en C JOKYMCHTAMH TaKXKX€ JOJDKCH
COACPKATh NCPCUYCHb HOPMATUBHBIX IIPABOBBLIX AKTOB, OTHOCAIIHUXCSA K YyCIyraM H
CCpBUCaM, NPCACTABJICHHBIM Ha IOpTaax. JIOKYMeHTI)I, PasSMCIICHHBIC Ha IIOpTaiax,
JOJIDKHBI CBOCBPCMCHHO aKTYAJIM3UPOBATLCA.

4.6.1.18. MoOunbHblE BEpCUU JOJDKHBI BKJIIOYaTh (YHKIIMOHAJT MOPTAJIOB B
HOJTHOM 00BbEME M HE JOJIKHBI BBIHYKAATh KIMEHTOB MEPEXOIUTh HA MOPTAJ B CBSA3M C
OrpaHUYEHHUSAMH BO3MOKHOCTEM MOJY4YEHUs YCIyr, Mep HOIIEPKKHM M CEPBHUCOB
IOCPEJCTBOM MOOMIIBHBIX Bepcuil. Ilpy 3TOM B MOOWJIBHBIX BEpPCUSX JOJIKHBI
pa3MeIaTbesl CChUIKM JUIsl MEepexoja Ha JIpyrue KaHajabl B3aUMOJAEHUCTBUS C OpraHamu
BJIACTH U YIIOJJHOMOUYEHHBIMH OpPraHU3alMsIMU.

4.6.2. MoOunbpHbIe MPUITOKEHUS

4.6.2.1. B3aumojelicTBue KJIMEHTOB C OpraHaMU BJIACTH W YMOJHOMOYCHHBIMHU
OpraHu3alusMi 4Yepe3 MOOWIBHOE TPUIIOKEHUE JIOJDKHO OTBEYaTh TPEOOBAHUSM
nyHKTOB 4.6.1.1 - 4.6.1.3, 4.6.1.5 - 4.6.12, 4.6.13-4.6.1.17 x B3auMOJECHUCTBUSIM 4YEpE3
MOPTAJIBI.

4.6.2.2. MoOuipbHOE TIPWIOKEHHWE JOJDKHO O0O0ECIeYMBaTh BO3MOXKHOCTH
COBMEIICHHSI MPHJIOKEHUSI C OCHOBHBIMU THIIAMHU TIATGOPM, a TaKKe aJanTaliyl IMOJ
oOHoBieHus miatdopm. [lpu amanTanuum MOOMIBHBIX BEpCHUW MOPTAIOB HEOOXOAMMO
YUUTBIBATh BO3MOKHOCTU ¥ OIPAaHUYEHUSI OCHOBHBIX TUIIOB IJIATGOPM.

4.6.2.3. Jloctyn Kk 3arpy3ke M YCTAHOBKE MOOWJIBHOTO MPUIIOKEHHUS OPTaHOB
BJACTH W YHOJHOMOYEHHBIX OpTaHW3alWi JODKeH OBITh OOMIETOCTYIHBIM U
OecIIaTHBIM.

4.6.2.4. B3auMmopeiicTBHe KIHMEHTOB uepe3 MOOWIBHOE NPUIIOKEHHUE HOJDKHO
obecrieunBaTh 6€30MACHOCTh U KOHPUACHIIMAIBHOCTh TAHHBIX KIIUCHTOB.

4.6.2.5. B MOOUIBHBIX MPWIOKEHUSIX OPraHOB BJIACTH M YHOJIHOMOYEHHBIX
OpraHu3alui J10JDKHa OBITh HACTpPOEHA CUCTeMa MNEepCOHANbHBIX push-yBenomiieHuil,
NO3BOJISIOUINX OTKPBIBaTh MpuiiokeHHe. Push-yBemomiieHusi JODKHBI JEMUTHCS Ha
KaTEeropuu:

1) KOHTEHTHBIC, TMpenocTaBistone MHpopMalui 00 yciayrax M cepBHcax
OpraHOB BJIACTU W YIOJTHOMOYEHHBIX OPraHU3alHi, WHIUBUIYAIbHO TMOJOMPAEMBIX,
JMOCTYIHBIX W TIOTEHIIMAIBHO HEOOXOAMMBIX IS YIOBJIICTBOPCHHS MOTpEeOHOCTEH
KJIMEHTa B 3aBUCHMOCTH OT €ro mnpoduis KIMEHTCKOIO CErMEeHTa U KU3HEHHBIX
CUTYalUii, COOOIIAIIINE O pa3MEIlIeHUH HOBOTO OIPOCa KIIMEHTOB U JIPYTHE;

2) TpPaH3aKIMOHHBIE, OIMOBEIIAOIME O CTaTycax TMOJy4aeMbIX YCIYyr U
CEpPBHCOB, YBEIOMJISIONIME O TOATBEP)KISHUM OIUIAThl U O JAPYTHUX OpraHU3aIllMOHHBIX
MOMEHTaX;

3) TPUTTEPHBIE, MOOYXKIAIOIINE KINEHTa K COBEPIICHUIO OIpPeAeTeHHBIX
JICCTBUMA, B T.4. HAIIOMUHAIOIIME O 3aIlUCSX HA OYHBIA MPUEM B OpPraHbl BJIACTH U
YIOJIHOMOYEHHBbIE OpraHu3anud, o0 UCTEKaloleM CpPOKEe TMO0Ja4yd 3asBIICHUN B
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OINPEJEJICHHBIX )KU3HEHHBIX CUTYalMsIX, IPEAJIAratolIie OLIEHUTh Ka4eCTBO MOIYYEHHBIX
YCIIyT ¥ CEPBUCOB U JPYTHE.

4.6.2.6. 1151 KITMEHTOB JOJIKHA OBITh Pealn30BaHa BO3MOXKHOCTh MHJIUBHUIyaIbHO
HacTpauBaTh 4aCTOTYy M KaTE€ropUM pacChUIKU push-yBeIOMJIEHHH, a TaKKe MOJHOCTBIO
OTKJIFOYATh UX.

4.6.3. TenedoH (KOJI-IIEHTP) OPTAaHOB BJIACTH M YIIOJTHOMOUYCHHBIX OpraHu3aIni

4.6.3.1. KinueHT AOMKEH MMETh BO3MOXXHOCTh OOpPaTUThCA B OpraHbl BIACTU M
YIOJHOMOYEHHBIE OpraHu3aluu 1o Tenedony B 1000e yaoO0HOE BpeMs KPYTJIIOCYyTOYHO
u 0e3 MmepephIBOB MPU MaKCUMAJIbHOM YPOBHE KIMEHTOIIECHTPUYHOCTUA B COOTBETCTBUHU C
pazaenom 6 Cranaapra.

4.6.3.2. C ydeTroM >XU3HEHHOW CHUTyallH, Mpoduis KJIMEHTa W CyTH BOIpoca
KJIMEHTa KOJMYECTBO IMEPEKIIOUEHUN Ha JAPYTHUX COTPYIHUKOB Ui PEIICHUS BOMPOCa
KJIMEHTA He TOJDKHO MPEBHIATh BYX.

4.6.3.3. JomxHbl coOmoaarbcsi TpeOOBaHUMS K peYM W HMHTOHAUUSAM MpU
Tes1e()OHHOM Pa3roBOpPE COTPYAHUKA C KIMEHTOM:

1) IIPU  Pa3roBOpe C KIMEHTOM [JIOJDKHA  HCIOJIB30BaTbCs  POBHAs,
SMOIIMOHAJIBHO HEUTpaJibHAs WM MO3UTUBHO OKPALLEHHAsl peyb C KPATKUMHU U YETKUMU
UH(OPMALIMOHHBIMU (Ppa3amu;

2) B TO0JIOCE COTPpYAHHMKA HE JOJDKHBI IIPOCIIECKMBATHCS HHTOHALUMU
Oe3pa3nuuMs, CKyKH, YyCTaJOCTH, HE3aMHTEPECOBAHHOCTU B  YAOBJIETBOPEHHHU
HOTPeOHOCTH KIIMEHTA;

3) peyb COTPYIHUKOB JIOJKHA OBITh TPAMOTHOM: CIEAYeT U30eraTh CIUIIKOM
OBICTPOrO0 WM CIMIIKOM MEUVICHHOTO TEeMIa pPeyHd, HCHOJIb30BaHUSA MEXKIOMETUH,
apXau3MOB, KaprOHHOM M MPOCTOPEUYHOMN JIEKCUKH, SI3BIKOBOM arpeccuu, opGhod3MUIecKux
OIIMOOK, TABTOJIOTHHU.

4.634. CaeneHus, MPEIOCTaBIISIEMbIEC KJIMCHTAaM, JOJIKHBI OBITH
HCYEPIBIBAIONIMMH, JOCTOBEPHBIMH M COOTBETCTBOBATh IOTPEOHOCTSIM KJIMEHTA,
OCHOBBIBAaTbCS Ha 3apaHee MOATOTOBJIEHHBIX THUIIOBBIX BOINPOCAaX M OTBETAX Ha 3THU
TUIIOBBIC BOIIPOCHI.

4.6.3.5. Jloruka pasroBopa J0/KHA OBITh BEICTPOCHA C MCIIOIH30BAHUEM TEXHUKHU
AKTUBHOTO CIYIIAHUS: UCIIOJIB30BAHUE HABOSIIMX BOMPOCOB KIMEHTY AJIA MOAPOOHOTO
BBISICHEHHS €TI0 MTOTPEOHOCTEM.

4.6.3.6. [omxHbl ObITH pa3pabOTaHbl CKPUIITHI Pa3roBOPOB IMpPH BXOASIIUX U
UCXOJSIIMX 3BOHKAaX COTPYIHUKOB OPTaHOB BJIACTH U YIOJHOMOYEHHBIX OpraHHU3alui
(COTpYIHUKOB KOJUI-LIEHTPOB) JUIsl OTBETOB HAa TUIIOBBIE OOPAIEHHS KIINEHTOB.

4.6.3.7. B cTpyKTypy CKpPHUIITOB BXOASIIErO 3BOHKA COTPYAHUKA MOTYT BXOJAUTH:
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1) IIPUBETCTBUE B 3aBUCHUMOCTHM OT BPEMEHHM CYTOK C YKa3aHUEM HMEHU
COTPYJHHMKA, OpraHa BJacTH WJIH YIOJHOMOYEHHOM OpraHu3alnuu, KOTOPYI OH
MPEJCTABIISET, U MPEITI0KEHUEM TTOMOIIIH;

2) YTOYHEHME JINYHOCTHU KIINEHTA,

3) BBIICHCHHE IIeJTM 3BOHKA ITyTE€M HCIIOJIb30BaHHUS HABOJSIINX BOIPOCOB JI0
MOMEHTA, 10Ka He OyJIeT BhIICHEHA MOTPEOHOCTh KIIMEHTA;

4) JEMOHCTpaIUsl MOHUMaHUS NOTPEOHOCTH KIMEHTa, B TOM YHUCJE MyTeM
nepeGopMyIUpOBaHUS BOTIPOCA;

5) JEHCTBUS AJi yAOBIETBOPEHUS MOTPEOHOCTEH KIIMEHTA ITyTEM:

a) OTBETa Ha BONpPOCHI KIMEHTA, €CIM JUIsl OTBETa Ha HEro He Tpedyercs
JOCTyll K CHOpaBOYHOM  uHMOpManuH, CBEACHUSIM 00 HUCTOpUHU
B3aUMOJICUCTBUSl KJIMEHTAa C OpraHaMH BJIacTU M YINOJIHOMOYEHHBIMU
OpraHu3alUsIMU;

0) mpochObI OcCTaBaThCsAd HA JUHUHM C (YHKIUMEH yaepKaHUs 3BOHKA, €CIIH
HEOOXOJIUM JIOCTYI K CIPAaBOYHON WMH(MOpMAINH, C YKa3aHUEM BpPEMEHH, B
TEYCHHE KOTOPOT'0 BO3MOXEH BO3BpAT HA JIUHUIO;

B) BBIXOJIa HAa JIMHUIO UM OTBETA Ha BOIPOC, €CIH YJAIOCh CHOPMYIUPOBATH
OTBET;

I') yKa3aHUs CPOKa, B TEUEHHE KOTOPOro COTPYJHUK KOJUI-LIEHTpa NEPE3BOHUT,
C MpOChOOW OCTaBUTh KOHTAKTHBIA TeJIE(POH MJs CBS3H, €CIIU HE yNAlIoCh
chopMyIMpoBaTh OTBET, BO3BpaTa Ha JMHUIO B OOO3HAYEHHBIM CPOK U
OTBETA Ha BOIIPOC.

6) OpoUlaHUEe C KJIMEHTOM B 3aBUCUMOCTH OT YJIOBJIETBOPEHUS WU
HEY/JIOBJICTBOPEHHSI €r0 MOTPEOHOCTH B MOMEHT 3BOHKA M (PUKCAIIHsI B YUETHON CHUCTEME
cTaryca yAOBJIETBOPEHUS MOTPEOHOCTEN KIUEHTA.

4.6.3.8. B CTpyKTYpy CKPHINTOB HCXOMSAIIETO TeIeOHHOTO 3BOHKA COTPYIHHKA
MOTYT BXOJIUTh:

1) IIPUBETCTBUEC B 3aBUCHUMOCTH OT BPEMEHU CYTOK C YKa3aHUEM HMMEHU
COTpYJAHUKA, OpraHa BJIACTM WIM YIIOJHOMOYEHHOM OpraHu3anud, KOTOPYIO OH
IIPEACTABIISET;

2) dbopMynHrpoBaHUE TIPOCTHIM SI3BIKOM IIEJIM 3BOHKA IYTEM HCIIOJIb30BaHUS
HABOJISIIIUX BOTMPOCOB JI0 MOMEHTA, TIOKa He Oy/IeT BBISICHEHA TTOTPEOHOCTh KITMEHTA!

a) TEpPBUYHOE B3aMMOJICHCTBUE JUIsI MPOAKTUBHOIO IMPEAOCTABICHUS YCIyTU
WJIM CEpPBHUCA B paMKaX >KU3HEHHOUN CUTYyaIluu («XOJIOJHBII 3BOHOK);

0) B3aMMOJEHCTBUE B paMKaxX pealu3alM KIMEHTCKOIO CLEHapHsl B paMKax
KU3HEHHON CUTYAIMH C IeJIbIO yIOBJIETBOPEHUS NOTPeOHOCTEN KIMEHTA.

3) YTOYHEHUE NOTPEOHOCTEN KIMEHTA MPHU «XOJIOJHOM» 3BOHKE ITyTEM:

a) BEKJIMBOTO 3aBEpLUEHUS pasroBopa, B Cclydyae €Cld KIHEHT He
3aMHTEPECOBAH B yCIyrax W CEpBHCAX OPTraHOB BJIACTH U YIIOJTHOMOUYCHHBIX
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4)

6)

OpraHu3alui, MO BO3MOXHOCTH C YTOYHEHHEM €ero mnoTpeOHocTed u
¢ukcammn wx B UWHPOPMAIMOHHOW CHUCTEME oOpraHa BIIACTH WU
YHOJHOMOYEHHOW OpraHu3alllu;

YTOYHEHUS )KU3HEHHOW CHUTyaIuu, MpoQuisl KIHEHTa, €ro MepPCOHATbHBIX
NOTpeOHOCTEN ¢ IEMOHCTpaIMel TOHUMAaHUsI ATUX MOTPEOHOCTEH;

IIOJIyYEHHUs1 COIVIaCHs Ha 3allyCK KIMEHTCKOrO CLEHapus B paMKax
KU3HEHHOM CUTYAallUH;

MOSICHEHHUSI MECTa, CPOKa, CIoco0a YIOBIETBOPEHHs MOTPEOHOCTEH M IO
BO3MOXKHOCTH  COBEpIIEHUS MEPBUYHBIX  JEHUCTBUM s 3alycka
KJIIMEHTCKOTO CIICHApHs, HapUMEp, 3alKiCh HAa TIPUEM B OpraHbl BIACTU U
YIOJTHOMOYEHHBIE OpraHu3aluu, O000COOJNEHHBIE YUYPEKIACHHUS, TIe B
pEXKUME «OJHOTO OKHa» MPEIOCTaBIAIOTCS YCIYIM M CEPBHUCHI B yA00HOE
TSl KITMEHTA BpeMs.

JOHCCCHUA OO0 KIIMCHTA CBeI[eHI/Iﬁ 0 CTaTycC pcam3allui KIUCHTCKOTO

COCHapusd B paMKax JKU3HCHHOM CUTyallun IMyTEM:

S)

a)

0)

UH(OPMHUPOBAHUSL O paHee MPEAOCTABIEHHBIX €My YCIyraXx M CepBHUCaX, C
NpoCchOOW TMOJATBEPKIACHUS KIMEHTOM CTENEHU €ro YJOBIECTBOPEHHOCTH
(TOmKHBI OBITH HMCIOJIB30BAHBl COKPAIEHHBIC TOHSITHBIC NJi1 KJIMEHTOB
Ha3BaHUS YCIYT U CEPBHUCOB);

WH()OPMUPOBAHUS O TOYKE HAXOXKJICHMS KJIMEHTAa Ha KIMEHTCKOM MyTH U
HEOOXOIUMBIX TOCIEAYIOMMUX JCUCTBUAX KIMEHTA [JIs JallbHEHIIero
MPOJIBMXKEHUS 110 3TOMY MYTH C JIEMOHCTpPAlMEe MOHUMAaHUSA U YKa3aHHEM
Ha TO, KaKue MOTPEOHOCTH MPU ATOM OYIyT YIOBIETBOPCHBL;

nHQOPMUpPOBAHUS O TMEpeYHe JCUCTBUH HEOOXOAUMBIX KIHWEHTY JUIS
JAJIbHEMIIEr0 NPENOCTABICHUS €My YCIYT M CEPBUCOB W IOMOIIM B
OCYIIECTBIICHUY MEPBBIX KIMEHTCKUX IIAroB: HAIPUMEDP, 3aMKUCh HA MPHUEM
B MO®I] «Mou 10KyMEHTBI»;

OTBETOB Ha BCE BOIPOCHI KJIMEHTA MO 3apaHee 3aroTOBJIEHHBIM IIa0JIOHAM,
amb0 yKazaHHUS CpOKa, B TEUEHHE KOTOPOTO COTPYAHUK KOJUJI-IIEHTpa
NEPE3BOHUT C OTBETAMH Ha BOMPOC, BO3BpaTa Ha JIMHUIO B 00O3HAYCHHBIN
CPOK U OTBETa Ha BOIIPOC.

npomaHuce ¢ KIUMCHTOM B 3aBUCHUMOCTH OT YIOBJICTBOPCHHA WU

HEYJIOBJICTBOPEHHSI €r0 MOTPEOHOCTH B MOMEHT 3BOHKA U (pUKCAIIsI B YUETHOM CHUCTEME
CTaTyca yIOBICTBOPEHUS KIIMEHTA.

4.6.3.9. B ckpunThl pasroBOPOB COTPYJHHMKOB MO Tele(OHY MOKHBI OBITh
BKJIFOUCHBI JIEUCTBUS TPU OCKOPOJICHUSAX U MCTIOJIb30BAHNN HEIEH3YPHOMU JICKCUKH.

4.6.3.10. PoGoTu3npoBaHHBIE TOJOCOBBIE TOMOIMHUKM B Yachkl, Korga pabora
COTPYJHUKOB KOJIJI-IIEHTPOB HE MOXKET OBITh OOecIedueHa, M0HKHBI 001a1aTh QyHKIuen
pacro3HaBaHusl peyd, a s JIML C HapyUIeHUSAMU DPEUYd JOJDKHA OBITh COXpaHeHa
BO3MO>KHOCTh PEarupOBaHMsI C TOMOIIIBIO KJIaBUATYPHI TesedoHa.
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4.6.3.11. Po6oTu3npoBaHHBIE T'OJIOCOBBIE MOMOIIHUKM JOJDKHBI OTBEYaTh Ha
TUTIOBBIC BOMPOCHI KJIMEHTOB, COOOIIATh O YacaxX pabOThl COTPYIHUKOB, KOTOPHIE MOTYT
IIPOKOHCYJIBTUPOBATH KJIMCHTA 110 TesiepoHy, U Ha3HAYaTh B yA00HOE /ISl KIIMEHTA BpeMs
NIPOBEICHUE KOHCYJIBTAIUU C COTPYTHUKOM.

4.6.4. TluceMeHHOEe B3auMOCHCTBUE (dJEKTpOHHAs mourta (e-mail), mHrCchMO,
COOOIIEHNE B INYHOM KaOUHETE)

4.6.4.1. PaccpUiki, WHULUUPOBAHHBbIE OpPraHaMy BIACTH U YMOJIHOMOYEHHBIMU
OpraHu3alUsIMU, JOJDKHBI TPOU3BOAUTHCSA TOJIBKO MPHU HAJIMYUU cOTJlacus KiveHTa. Bee
PACCBUTKH JOJDKHBI OBITh MEPCOHATM3UPOBAHBI MOJ MPO(PMIA KIMSHTCKOTO CErMEHTAa,
COJIEpXKaTh €JIMHYI0 CTPYKTYPY H3JI0KEHHS U OCOOCHHOCTU TMPEICTaBICHUS (HOPMBI
uHpopmanuu. KimeHT J0mKeH UMETh BO3MOKHOCTh OTITMCATHCS OT PACCHUIKH KaXKJI0TO
THUIIA, & TAK)KE HACTPAUBATh YACTOTY UX MOJIyYECHUSI.

4.6.4.2. [lucbmenHnoe oOpalleHHe, WHUIUUPOBAHHOE KIMEHTOM U Tpeldyroliee
00paTHOM CBSI3H, TOJDKHO aBTOMATHUYECKH KIACCH(DPHUIIMPOBATHCS MO TeMe, HACTPOCHUIO U
COJIEp)KaHHMI0 MUChMA. B 3aBUCHMOCTH OT JaHHBIX XapaKTEPHUCTHUK, a Takxke mpoduis
KITMEHTCKOTO CErMEHTa JIOJDKHBI BBICTPAWBATHCS TPHUOPHUTETHI, ONPEACIATHCS CPOKU
MOJICOTOBKH OTBETA U OTBETCTBEHHBIE JIUIIA.

4.6.4.3. Tlocne mojy4eHusi MUChbMA, MHUIMMPOBAHHOTO KJIUEHTOM, B TeueHue 24
4acoB HEOOXOJIMMO TMPEACTABIATH NEPBUYHYIO OOPATHYIO CBSI3b C YBEIOMJICHHEM O
noytydeHuu nucbma. OTBET JOJDKEH COAEPKATh:

1) MIPUBETCTBHUE;
2) 0J1aroJapHOCTh 3a MOTPAYEHHOE BPEMSI;
3) CPOK Ha MOATOTOBKY OTBETA M (WUJIM) PEIISHHS BOIIPOCa.

4.6.4.4. Jlnsg npenocTaBiIeHUs] HCYEPITBIBAIOINIETO OTBETA HA OOpaleHre KIUEHTa B
COOTBETCTBHH C €r0 MOTPEOHOCTIMH U MTPO(HIIEM KIMEHTCKOTO CErMEHTA OPraHbl BIIACTH
¥ YIIOJTHOMOYCHHOM OpraHu3aIiy JOJKHBI:

1) 3aKpEeNHUTh  KOMIETEHTHOTO  OTBETCTBEHHOT'O  COTPYIHUKA IS
B3aMIMOJICHCTBUS C KIMCHTOM Ha TPOTSHKCHUH BCETO TMEpPHOJa €ro OOpalieHHWid 1o
npobieme;

2) yOenuThcss B YETKOCTM TOHMMAHHWS TOTPEOHOCTEH KIMEHTa, TMpH
HEOO0XOAMMOCTH — CBS3aThCS C KIIMEHTOM Il YTOUHEHUS CIIOPHBIX MOMEHTOB;

3) OpraHW30BaTh BBIE3] IO MECTY HAXOXKICHHUS KJIUEHTa ISl SKCTPEHHOTO
yperyJIMpOBaHUS BOMNpPOCa, TOJMYYEHHs] HEJOCTalomei wHhopManuu Wik Oojee
rIyOOKOT0 aHan3a Mpo0aeMbl (P HEOOXOTUMOCTH);

4) MpOAHAIM3UPOBaTh MNpOGUIb KJIHMEHTa, HUCTOPUIO €ro oOpalleHun,
3anpocuTh MHMOPMAIMIO O KIWEHTE WM MpobjieMe B paMKax MeEXBEJOMCTBEHHOIO
B3aUMOJCUCTBUS;

5) IMOATOTOBUTL IMPOCTHIC W IMOHATHBIC OTBCTHI HA IMOCTABJICHHBIC BOIIPOCHI,
MHUHHUMHU3HUPYA HAIIOJITHCHUC TCKCTA CChIJIKAMUA Ha HOPMATUBHBIC IIPABOBLIC AKTHI.
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4.6.4.5. OtBeThl OpPraHoB BJACTH M YIOJHOMOYEHHBIX OpraHuU3aluid MpHU
MMCbMEHHOM B3aUMOJCHCTBUM JOKHBI OBITh M3J0KEHBI B JOCTYIHOM, MOHSTHOW U
JIeTKON g Bocmpusatus ¢GopMme ¢ ydeToM npoduiis KIMEHTCKOTO CEerMEHTa U €ro
notpebHocTel. [Ipu moAroToBKe 0OTBETOB HA OOpAIIeHHs KIMEHTOB TpeOyeTcs:

1) u3berate (popmanmuzMa M KaHIEISPUTAa TPU BBHIOOPE CTHIISA H3JI0KECHUS
(HampuMep, OTTIaroJIbHBIE CYIIECTBUTEIbHBIC, TTACCHBHBIN WM CTPAJaTeIbHBIN 3aJI0T,
paclieneHHbIe CKa3yeMble, COCTaBHbIE U IPON3BOIHBIC TIPEAJIOTH);

2) u3zberate opdorpadmveckux, MyHKTYAIIMOHHBIX, CTHWJIMCTHYECKHX U
(paKTUYECKHX OIIMOOK, apXau3MOB, KAPIrOHHOW M IPOCTOPEUHOM JIEKCHKH, S3BbIKOBOU
arpeccuu;

3) MUHUMHU3HPOBATh YMOTPEOJICHUE CIIOKHBIX TCPMHHOB W COKpAICHUH,
PENKO WCIOJNb3YEMBbIX B TOBCEIHEBHOW JKM3HH WJIM TPEOYIONIMX CIICIUAIBHOTO
npouILHOTO 00pa30BaAHUS;

4) Pa3bACHATH  CJIOXKHYK)  TEPMHUHOJIOTHIO  JOCTYMHBIM  SI3IKOM  TIpH
HEBO3MOKHOCTH €€ UCKJIIOUYEHUS U3 OTBETA, 1aBaTh ONPEICICHNUS;

5) UCIIOJIb30BaTh MPUMEPHl JJisi OOBSICHEHMS CIIOKHBIX JJI BOCIPHUSATHUS
IIPOLIECCOB;
6) HCIIOJIH30BaTh OJHO M TO € CIIOBO JIsl OMMCAHUS OJIMHAKOBBIX MPEAMETOB

HJIN IIPOICCCOB 110 BCEMY TCKCTY,

7) u30eratb MCIOJIb30BAHMS  CJIIOXHBIX CTHJIMCTHYCCKHX KOHCTPYKIIAN
(manpumep, metadop uiu Hpa3eosoru3MOB);

8) BBICTPAaWBaTh CTPYKTYPY OTBETA JIOTUYHO W ITOCIICIOBATEIBHO, TPYIITUPYS
TEMATUYECKHE OJI0KU;

9) aKLIEHTHPOBATh BHUMAaHHUE HA [EIEBYI0 HHPOPMAIINIO B COOOIICHNN;
10)  ucnonb30BaTh KOPOTKUE U JAKOHUYHBIE MPEJIOKEHUS;

11) BbicTpauBaTh MPEUIOKEHUS B  TOJOKUTEIBHOM  KItoue, u30eras
OTpHILATEIBHBIX 000POTOB;

12)  wm30erarh UCIOIL30BAHUS CIICIIHATBHBIX CHMBOJIOB;
13)  ucmonb30BaTh JETKO YNTaeMble IPUPTHI 0€3 3aceyexk;

14) wum3beraTh UCHONB30BAHHUA KypCHBa, IOAYEPKUBAHWM, pa3HbIX THUIIOB
HalNMCaHus, 3arjlaBHBIX OyKB JUIsl HalMCaHUS IEJoro cjoBa W 0coOOoro ausaiiHa
(manpumep, TeHu, 3D-3¢ddexr);

15)  wuzberaTh ucnonb30BaHUs (POHA, 3aTPYHSIONIETO MPOUYTEHUE TEKCTA.

4.6.4.6. Ilpu MakcUMaJIbHOM ypOBHE KJIMEHTOLICHTPUYHOCTH B COOTBETCTBUU C
pasznenom 6 Ctanmapta Bce chopMUpPOBAHHBIE OTBETHI IOKHBI MPOBEPSATHCS C TOMOIIBIO
pa3pabOTaHHOTO AJIrOpPUTMa aBTOMATHYECKOW OIEHKH YPOBHS CIIOKHOCTH BOCHPUSTHS
NUChMEHHOTO oTBeTa. [IpenenbHble ypoBHH st mpoduiiell KIUEHTCKUX CETMEHTOB
YCTAaHABIIMBAIOTCS B COOTBETCTBHUM C KPUTEPUSIMHU: HHIAUKATOPHI YUTAEMOCTH (IO
aHasiorun ¢ uHAuKatopamu: uHAekc @uema-Kunkeitna, wunaekc Koaman-JInay,
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ABtomMatudeckuit wuHAEKC ynobouutaemMoctd (ARI), dopmymna [ritna-Yeiina) wu
pacyeTHbIe MoKa3aTesu (HapuMep, YUCIIO 3HAKOB, OYKB, CIIOB, IPEAJIOKEHUN).

4.6.4.7. OpraHamMu BJacCTM W YIOJIHOMOYEHHBIMU OPTraHM3alUsIMHU JOJIKHBI
pa3pabaThiBaTbCsl U CBOEBPEMEHHO aKTyaJlHU3HpPOBAThCS 0a3bl 3HAHUH, COAEpIKaIlIHe
mabJIOHBl OTBETOB HAa THUIIOBBIE OOpAICHHsS KJIMEHTOB. B 1Ia0iOHBI JOMKHBI OBITH
BKJIFOUCHBI BApUAHTHI OTBETOB ISl CUTYAIlMiA, HE TPEOYIOMUX PEIICHUS: OCKOPOICHHS U
WCIIOJIb30BaHNE HEICH3YPHOW JEKCHKH, OJIarOAapHOCTH W TIOXKEJaHWs, aOCTpaKTHbBIC
COOOIIIEHHS HE I10 TEME.

4.6.4.8. Ilppu KOMMYHHMKAlMU TIIOCPEICTBOM DJIEKTPOHHBIX CPEACTB CBSI3U
(omekTpoHHass modTta (e-mail), cooOmeHuss B JUYHOM KaOWHETE) JODKEH OBITh
perycMOTpeH (PYyHKIIMOHAN OBICTPON OOpAaTHOM CBSI3U MOCPEICTBOM IIKAJIOBOUW OIEHKU
(OampHas mIKaja, IIKala CMAJIMKOB, TEKCTOBAs IIKalla U IPYyTHE).

4.6.5. ConmanpHble CETH, MyOTUYHBIC YaThl B MECCEHIKEpax

4.6.5.1. JlomxkHbl OBITH pa3paboTaHbl U YTBEPKIAEHBI MpaBWia MOJEpaluu
uH(poOpMaInH, MyOIMKyeMOl KIMeHTaMU. J[aHHbIe IpaBuiia IOJDKHBI OBITH pa3MEIEHbI B
OTKPBITOM JOCTyNE Ha O(UIHMATBHBIX CTPAHUIIAX OPTaHOB BJIACTH W YIOJHOMOYEHHBIX
OpraHu3aIui B COIUATIBHBIX CETSIX U B MyOJUYHBIX YaTaX B MECCEHKEpax.

4.6.5.2. B3aumoielicTBUE C KIIMEHTOM JOJKHO MHUIIMUPOBATHCS B CITyUasx:

1) OpUITMAIBHOTO O0paIleHusT K TMPEJCTABUTENI0 OpraHa BIACTH WA
YIIOJTHOMOYEHHOW OpraHU3alliy;

2) YIIOMUHAHHUs OpPraHa BJIACTU WM YIIOJTHOMOYEHHOM OpraHU3aluu B TEKCTE
COOOIIeHNsI, KOMMEHTapHs WIN 3alHCH;

3) KOMMEHTHUPOBaHUS  O(QUIMAIBHOM  3amUCHM  OpraHa  BJIACTH WU
YIOJIJHOMOYEHHON OpraHU3aIuu.

4.6.5.3. Bpemsi oTBeTa NpEACTABUTEN OpraHa BJIACTH WM YIOJIHOMOYEHHOU
OopraHu3alMy Ha oOpaleHre KIMEHTa B COIMAIIbHBIX CETSX, YaTaX B MECCEHIKepax He
JIOJDKHO TIPEBBIMATh 4 4acoB I YIIOMHHAaHHH* W 2 YacoB B ciiydae O(HIIHATBHOIO
oOpaieHdss WIM  KOMMEHTapusi K  3allCHM TpPH  MaKCUMallbHOM  YpPOBHE
KJIMEHTOLICHTPUYHOCTU B COOTBETCTBUU C pazzesioM 6 Crannapra.

4.6.5.4. OcCHOBHbIMM  IIaraMud  B3aUMOJECHCTBHSI  OPraHOB  BJIACTH U
YIOJIHOMOYEHHBIX OpPraHu3aldid MOCPEACTBOM OTKPBITHIX KAHAJOB CBSA3U C KIMEHTAMHU
JTOJKHBI OBITh:

1) OTepaTUBHBIN aHAIN3 MOTPEOHOCTEN KIIMEHTA;

4 YroMuHaHHE — CIEUHAIBHBIA TEXHHYCCKUH (YHKIMOHAT, MPEIyCMOTPEHHBIA pa3pabOTYMKaMH COLMABHBIX
ceTeil U MEeCCEeH/KEPOB, IMO3BOJISIIOLIMH OCPEJICTBOM CIMTHOTO HAITUCAHHSI CUMBOJIA «(@» C NUMEHEM I10JIb30BaTENs
YIIOMHHATh COOTBETCTBYIOLIETO IT0JIb30BATENsl B TEKCTE COOOIICHWUS, 3alMCH, CTaTbH B COLMAJIbHOW CETH WIIN
MecceHUKepe. TeKCT COOOHICHUs MOXET He OBITh HampsMylo aJpecoBaH MOJIb30BATENI0 (HAlpHMep, CTaThs
ajipecoBaHa HEOTPAaHWYEHHOMY KpYTy JIHMI, C YIIOMHHaHWEM B HEH moib3oBarens). [lomp3oBaTenb MOIydaeT OT
CHCTEMbI aBTOMATHYECKOE YBEJOMIICHHE B ITPO(HIE O HATMINH YIOMHHAHHS O HEM.
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2) MOJIFOTOBKA JJAKOHMYHOTO COOOIIEHHS TI0 CYIIECTBY 3asBJICHHOTO BOIPOCa
C MIPOSIBJICHUEM 3aWHTEPECOBAHHOCTH B €T0 PEIIEHNUH;

3) B ClIy4yae HEBO3MOXXHOCTU IIPEACTABUTH KPATKUM OTBET, HAIpaBJICHUE
KJIMEHTY TPOCHOBI O TMEpexo/ie B HMHAWBUAYAIbHbIC KaHANIbl CBSA3M Ui BBIICHEHUS
JIOTIOTHUTENbHON HHpOpMaLUK.

4.6.5.5. OTBeThl OPraHoOB BJACTH H YIIOJHOMOYEHHBIX OpTraHU3alMi Ha
oOpalieHusi Uil KOMMEHTApUU KJIMEHTOB B COIMAJIBHBIX CETSAX M MyOJIMYHBIX YaTaxX B
MECCEHIPKEepax JIOJDKHBI OBITh H3JI0KEHBI B JIOCTYNHOM, MOHSTHOM U JIETKOM st
BOCIIpUATUS (OPME B COOTBETCTBUU C TPEOOBAHUSIMH K TIOJATOTOBKE OTBETOB, YKa3aHHBIX
B pazzene 4.6.4 Crangapra.

4.6.5.6. Ilpy KOMMYHUKAIIMA C KIMEHTAMHU B COIMAIBHBIX CETSAX WM ITyOJMYHBIX
yaTax B MECCEH/DKEpaxX JIOMYCKAeTCs WCIOJIb30BAHME CMAMJIMKOB, JEMOHCTPHPYIOIINX
TIO3UTHUBHBII HACTPOH H «OKUBOE» OOIICHHUE C KIIMCHTaMH.

4.6.5.7. Opranamu BJIacTM M YIOJHOMOYEHHBIMH OPIraHMU3ALUSAMU JOJIKHBI
pa3pabaThIBaTbC U CBOEBPEMEHHO AaKTyalIU3UPOBAThCS 0a3bl 3HAHWM, COAEpKalUe
111a0JIOHBI OTBETOB HA TUIIOBBIE COOOIIEHNS U KOMMEHTapHUU KJIMEHTOB.

4.6.6. YUar-60Thl U NepcOHANbHbIE YaThl B MECCEH/KEPaxX U COLMUAIbHBIX CETSX,
rOJIOCOBBIE TOMOIIHUKHU

4.6.6.1. YaT-00ThI 1 MEpCOHAJIbHBIE YaThl B MECCEHKEPAX M COLMAIBHBIX CETSX,
TOJIOCOBBIE ITIOMOLTHUKH JIOJIKHBI o0ecrieunBaTh uHPOpPMUPOBAHHE u
KOHCYJIbTUPOBAaHHE, aBTOMATU3ALMIO PYTUHHBIX ONepalui, NoJydyeHne oOpaTHOU CBS3U
OT KJIMCHTOB.

4.6.6.2. Ilpu BbmonHeHWH QYHKIHUH HWHOOPMUPOBAHUS M KOHCYJIBTUPOBAHUS
MOMOUTHUK JIOJIKEH:

1) OTB€YATh HA YACTO 33/1aBAEMBbIE BOIIPOCHI KIINEHTOB;

2) NPEIOCTABISITh CIPABOYHYIO M KOHTAKTHYHO HMHQoOpmaiuioo o0 opraHax
BJIACTU M YIOJHOMOYEHHBIX OPTaHU3alUAX, PeKUMaxX ux paboThl;

3) OPEeOCTaBIATh MHGOPMALMIO O JKU3HEHHBIX CHUTyalMsX, yCIyrax u
CEPBHUCOB B COOTBETCTBUU C MPOPHUIIEM KIHEHTCKOTO CETMEHTA;

4) NPEeOCTaBIATh UH(POPMAIMIO TIO TEKYIIEMY CTAaTyCy MOJyYeHHs YCIyT U
CEpPBUCOB KIIMEHTCKOT'O CLIEHAPUS;

5) HAllOMUHATh O TEKYLIMX 3alUCSAX Ha JIMYHBIA NPHEM B OpraHbl BJIACTH U
YIIOJIJHOMOYEHHBIE OpraHU3aLuu.

4.6.6.3. Ilpu BbIMONHEHMH (YHKIUM aBTOMATH3aLUMU PYTUHHBIX ONepauuid
U(PPOBOM MOMOIIHUK JTOJIKEH:

1) OCYILECTBJISITh TAPT€THUPOBAHHBIA TMOUCK MMOTEHIMAIBHO HEOOXOIUMBIX
KJINEHTY YCIIYT U CEPBUCOB;
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2) oOecrnieynBaTh BO3MOXKHOCTH NpeaoCTaBATb MW OT3bIBATH COIJIaCHUA
opraHam BJIaCTH u YIIOJIHOMOYCHHBIMHA opraHn3anuiaMu Ha IMPOAKTUBHOC
MMpCaA0CTABIICHUC YCIIYI' U CCPBUCOB;

3) 3aIpammnBaTh COrNIacus Ha 00paboTKy MepPCOHAIBHBIX JTaHHBIX;

4) 3aMoJIHATh 3asBJIEHUS U (POPMBI MPU MOJYUYEHUU YCIYT M CEPBUCOB, MpHU
HEOOXOMMOCTH YTOUHSISI Y KIIMEHTA OTCYTCTBYIOIIYIO HH(POPMAIIHIO;

5) OTCJICKHMBAThH CTATYChI POXOXKACHUS KIIMEHTCKOTO CLIEHAPHS,;
6) 3aMMChIBaTh HA JIMYHBIN pUEM;
7) o0ecrieunBaTh OIUIATy TOCHOLUIMH M JpYyrHX IJIaTeXed B paMmkax

NOJIy4Y€HHUS YCIIYT U CEPBUCOB;
8) YBEJIOMJISITh O MOJyYEHUH YCIIYT U CEPBUCOB.

4.6.6.4. JlomkeH ObITh MpeaycMOTpeH (yHKIMOHAN OBICTPOW OOpaTHOM CBS3H
MOCPEICTBOM IIKAJIOBOM OlleHKH (OaJlibHAas IIKajia, IKaja CMailIMKoB, TEKCTOBAs IIKaJa
U JpyTrHUe), a TAKXKE pa3BEpHYTOr0 OTBETA O MPUYMHAX HEYJAOBIETBOPUTEIHLHON OLICHKH.

4.6.6.5. Ha m000M 3Tame B3aMMOJECUCTBHUSA C ITU(POBBIM MOMOIIHUKOM JOJKHA
OBITH JOCTYyIHA BO3MOKHOCTH TOJYYEHHUS OOpPATHOM CBS3M C OMEPATOPOM IO JTHOOOMY
yI00HOMY JJIsI KIIMEHTA KaHaTy CBSI3H.

4.6.6.6. JlomkHbl OBbITH pa3paboTaHbl MpaBuUiia TOJATOTOBKM OTBETOB MpHU
B3aMMOJICHCTBUH C KIMEHTAMHU B MEPCOHAIBHBIX YaTaX MM MECCEHKepax, B TOM YHCIe
B YaCTH CTHJIS M3JI0KEHUS OTBETA, JJOTHKHU MMOCTPOCHUSI OTBETA, O3UTUBHOTO HACTPOS U
«GKUBOT0» OOMICHUS C KIIMEHTaMH.

4.6.7. JInuHbIi IpUeM B OpraHax BJIACTU U YIIOJTHOMOYEHHBIX OpTraHU3aIsIX

Ha ocHoBaHMM BBISBICHHUS W W3Y4YEHHUS MOTPEOHOCTEW KIMEHTOB JOJIKHA OBITh
OINpeJeNIeHa 11eJ1IeCO00Pa3HOCTh JIMYHOTO IpHUEMa KIMEHTOB B OpraHax BIJACTU U
YIOJIHOMOYEHHBIX oOpraHu3amnusax. Huke paccMoTpeHbl TpeOoBaHHUsA, KOTIa Takas
1eJ1eCO00Pa3HOCTh MOITBEPK/ICHA BBISIBICHUEM U H3yUYE€HHUEM MOTPEOHOCTEH KIIMEHTOB.

4.6.7.1. OtneneHuss OYHOro MpUeMa JODKHBI PACIoNaraTbCs JOCTYIHO U yJI00HO
JUISL BCEX TUIIOB KIMEHTOB:

1) PEKOMEHyeMOe pacCTOSIHUE O OCTAHOBKH OOIIECTBEHHOT'O TPaHCIOPTa
— He 6osee 300 METPOB OT 3/1aHUsI OpraHa BIACTH WJIM YIIOJIHOMOYEHHON OpraHu3aIuii;

2) npuiieraroniasi TeppUTOPHUsS JIOJDKHA ObITh OOOpYAOBaHA MeCTaMu s
MAapKOBKM AaBTOTPAHCIIOPTHBIX CPEACTB KIHMEHTOB, PEKOMEHIO0BaHO He MeHee 10
MPOLICHTOB UHBAJIUHBIX MECT, HO HE MEHEE OJHOTO;

3) OeCIpensATCTBEHHBIM BXOJ U BBIXOJ, 00OPYOBAaHHBIN MaHIyCaMH, a TaKKe
CBOOOTHOE TTEPEMEIICHHE 110 TEPPUTOPHUH JI0 MECTA MPEAOCTABICHUS YCIYT U CEPBUCOB.

4.6.7.2. OtaeneHusi JIUYHOTO TpHeMa JIOJDKHBI OOECIEUUBATHCA  YIUYHOM
HAaBUTAIIMOHHOW CHCTEMOM yKkaszaTeslel u HapyKHOH pekyiamoil. Ha BXxoae HeoOXxoaumo
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pacrionararb BbIBECKHM C IIOJHBIM U COKPAILEHHBIM HaUMEHOBAHUEM OPraHa BJIACTU WIH
YIOJTHOMOYEHHON OpPTaHu3alliy, a TaKkKe ¢ HHPOpMAIHed 0 pekuMe padOTHI.

4.6.7.3. Nudopmanusi m1opKHA AyOIUPOBATHCS JJIS KIUEHTOB C OTPaHUYCHHBIMHU
BO3MOXXHOCTSIMH 3JI0POBBS.

4.6.7.4. BHeutHee u BHyTpeHHEE 0(hOpMIICHUE OTACIICHUH JOJKHO BBITIOJHSITHCS B
COOTBETCTBHM C  CIWHBIM  CTWJIEM: JCIIOBOM  JOKYMEHTAllud, PEKIAMHOM,
NOJUTpapUIECKON M CYBEHUPHOM MPOTYKITUH, IPE3CHTAIIMOHHBIX MaTEPHAJIOB, BEIBECOK,
HABUTAIIMOHHBIX MarepuaysioB. C yd4eToM eAMHOro CTWIS O(OpMIIEHHS HEOOXOAUMO
BU3YaJbHO BBIICISATH BAXKHBIC JIJISi KJIIMEHTOB 3JIEMEHTHI OTNEJICHHS, TaKHE KaK BXOI,
MECTO KOHCYJIbTAllMd W IU(PPOBBIX CEPBHUCOB, 30HA OXKHJIAHUS, 30HA OOCITYXKUBaHUS,
30Ha OIUIATHI, 30HA 0OCITY)KUBAHUS JIUI] C OTPAaHHYECHHBIMU BO3MOXKHOCTSIMU 370POBBSI.

4.6.7.5. JlomkHBl OBITH BHEIPEHBI MpaBMiia MPOPECCHOHAIBHOTO 00CTY>KUBAaHUS
KJIMEHTOB, K KOTOPBIM OTHOCSITCS: BEXJIMBOCTh M JOOPOXKENATETbHOCTb, YECTHOCTh U
N00pOCOBECTHOCTh B paboTe, oOecrnedyeHre SMOIMOHAIBLHOTO KoMdopTa KIUEHTOB,
BBIJIEpP)KaHHOE (KOPPEKTHOE) MOBEACHNE, YBAKEHINE MHEHUS KJIMEHTa, ONEPAaTUBHOCTD U
KauecTBO OOCIyKMBaHUs, COUYBCTBME M BHUMATEIBLHOCTh K ’Kajiobam (MPETEH3USIM)
KJIMEHTOB, TOTOBHOCTh pa300paThCsi B BO3HUKILEH CUTYALIUH.

4.6.7.6. lnsa obecrnieueHus MpeBAPUTENLHON 3alMKUCH JI0JDKHA OBITH peajn30oBaHa
BO3MOXXHOCTh CaMOCTOSITEJILHOM 3alMCH Ha TpUEeM B YyJIOOHOE BpeMs IOCPEICTBOM
ya00HOTO U1 KJIMCHTa  KaHajga  CBs3W. [Ipy  MakCHMalbHOM  yYpOBHE
KJIMCHTOIICHTPUYHOCTH B COOTBETCTBUM C pasnenoMm 6 CraHgapra B Cilydae 3aluch K
OTIPEJICIICHHOMY BPEMEHH, HEOOXOIMMO YBEAOMIISITh KIIMEHTA O MPEACTOSIICH 3amucu 3a
CYyTKH M 3a 2 4aca J0 Ha3HAYCHHOTO BPEMEHHU TOCPEACTBOM IOATBEPKICHUS 3aIHCH,
UCTIOJIb3YSl MPEANOYTUTEIIbHBIC KaHaIbl CBSI3U B 3aBHCHMOCTH OT MPOQWIS KIMCHTA U
YpOBHSA €ro HU(POBBIX HABBIKOB, a TaKXKe MPEJOCTaBIATh WHTYHUTHUBHO-TIOHSITHBIC
CEPBUCHI TSI pabOTHI € 3aMKChIO (M3MEHEHNE, OTMEHA).

4.6.7.7. [HomxHbl OBITb BHEIPEHbI MpaBUiia OOCIYKUBAaHUS KIUEHTOB C
OTPAaHUYEHHBIMH BO3MOXKHOCTSIMM 3JI0POBBSl, B KOTOpPbIE€ MOIYT OBITb BKJIIOUEHBI
cleyIone TpedoBaHMs:

1) IpH MOJIyYEHUH CUTHAJIa 3BOHKA, PACIIOJIOKEHHOr0 y MaHayca, COTPYAHHUK
JOJDKEH He3aMeJUIMTEIbHO BBIUTH M TIOMOYb 3asBUTENIO HPONTH WIM NPOEXaTh 10
CTOMKU MH(POPMUPOBAHUS;

2) o0ecreynTh 10MyCcK COOaKU-ITPOBOTHUKA;

3) HEOOXOJIMMO TIOCTOSTHHO TIOJJICPKUBATh TAKTUJIBHBIA WU ayIuaTbHBINA
KOHTAaKT, 0003HAYUTh ce0s KaK JIUII0, C KOTOPBIM YCTaHABIUBAETCS] KOHTAKT;

4) BBISICHUB TOTPEOHOCTH KJIMEHTAa, COTPYAHUK JOJDKEH IPelOCTaBUTh
KJIMEHTY WH(POpPMAIMIO O TOM, KTO €ro OyneT oOcCiIyXuBaTh, Ha3BaB (hDaMUIHIO, WM,
OTYECTBO COTPYAHHUKA;

5) 3aBepIIMB OOCITYy)KHUBaHWE KIWEHTA, COTPYAHUK JOJDKEH YTOYHUTH, HE
OCTaJIOCh JIMW y HEro Kakux-1udo BOMPOCOB, MOOJAroJapuTh 3a oOpalleHue,
HOMPOINATHCS U COMPOBOANTH K BBIXOAY M3 TOMELICHUS;
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6) OpOMH(POPMHUPOBATh KIUEHTAa O JOCTYIHBIX MaplIpyTax OOIIECTBEHHOTO
TpaHcnopTa (IIpyu HEOOXOAUMOCTH);

7) JIOJDKHA OBITH TPEJIOCTaBIICHa BO3MOXKHOCTh Pa3bsiCHEHHs] TPeOOBaHUH ¢
UCIIOJIb30BAHUEM JKECTOBOTO s3bIKa, BKJIOYAasi oOOecleueHue JOoMycka Ha OOBEKT
CypIOIIepeBOAUNKa, THQIIONEPEBOIIMKA JUISI KIUEHTOB C HapylIeHHEM ciyxa (Tpu
HEOOXOIUMOCTH);

8) OKa3aTb MHYI HEOOXOAMMYIO KIMEHTY I[OMOIlb B YCTPAaHEHUU U
IPEOI0JIEHNU OapbepoB, MPENATCTBYIOIINUX OJYYEHHUIO UM YCIYT U CEPBHCOB HAapaBHE C
APYTUMU KIIMEHTaMHU.

4.6.7.8. Ilpn mpenocTaBieHUH YCIyr U CEPBHCOB MHOCTPAHHBIM IpakJaHaM HIIU
aumaM 0e3 Tpa)XIaHCTBA B CIydae HEOOXOIMMOCTH W C y4eTOM Mpoduie KIMEHTCKUX
CeTMEHTOB JOJDKHA OBITh MPEIOCTaBICHA BO3MOXKHOCTH Pa3bsCHEHMs TpeOOBaHWI Ha
SA3BIKE MEXIYHAPOIHOTO OOIIEHUS (AHTJMHCKUHN SI3bIK) WM TOCYAApPCTBEHHBIX SI3BIKAX
rocyaapcte-uieHoB EDAC.

4.6.7.9. JlomkHbl OBITH pa3pabOTaHbl KPUTEPHUH OINpPEACNICHUs TPYII KIHUEHTOB,
JUISE  KOTOPBIX I1€J1ecO00pa3HO 3aKperuieHHe 3a KaKIbIM KIMEHTOM KOHKPETHBIX
COTPYJHUKOB (IEPCOHAIBHBIX MEHEIKEPOB), COMPOBOXKAAIOIIMX HMX HA MPOTSIKEHUU
BCETO MEPHOJa MPEAOCTABICHHUS YCIYyT U CEPBUCOB KaK MPH JIMYHOM MIPHUEME B OpraHax
BJIACTH M YIIOJIHOMOUYEHHBIX OpraHM3alMsIX, Tak U MPU JabHEWUIEM B3auMOJIEHCTBUU
MOCPEICTBOM MHBIX KaHAJOB CBSI3U. YCIYyTH MEPCOHAIBHOIO MEHEIXKepa JIOJKHbI
MPEAOCTABISITECA OecruiaTHO. Y KIMEHTa JOJDKHAa OBITh BO3MOXKHOCTH CMEHUTH
NEPCOHATBHOTO MEHEKEPa UM OTKA3aThCs OT HETO.

4.6.8. JInunblil npueM B 000COOIEHHBIX YUPEKACHUAX 110 MPEAOCTABICHUIO YCIYT
Y CEPBHCOB B PEXKUME «OJHOIO OKHAY.

4.6.8.1. Tlonx 000COONEHHBIMH YUPEKACHUSMU, TIAE B PEKUME «OJHOTO OKHA
NPEIOCTABISIIOTCS  YyCIyTM W CEPBHUCHl  KIMeHTaMm, mnoHuMawtces MO «Mowu
JOKYMEHTBI», LEHTPbl 3aHATOCTU HACEJICHUs, LEHTPbl MUIPAlUU, TYPUCTUUYECKUE
HEHTPHI U IPYTUE aHATIOTUYHbBIC YUPEIKICHUS.

4.6.8.2. JIuunpiii mpueM B OOOCOOJIEHHBIX YUPEKICHHUSAX IO MPETOCTABICHUIO
YCIYT U CEPBUCOB B PEXKUME «OJHOIO OKHa», B T.4. M®DIl «Mou 10KyMEHTBD», JOJKEH
OCYIIECTBISITHCS B COOTBETCTBHUH C TpeOOBaHUSAMHU MyHKTOB 4.6.7.1 - 4.6.7.8 Crangapra.

4.6.8.3. JlonogHUTENBHO B 000COOJEHHBIX YUPEXKIECHUAX A1 MHOOPMHUPOBAHUS
KJIMEHTOB HEOOXOAMMO OOECIeYHTh HaJIW4Yhe ODICKTPOHHOW CHCTEMBI YIpPaBICHUS
OuYepenplo, BKIIOYAs CHUCTEMY BH3YAIbHOTO W 3BYKOBOTO OIOBEUICHHS KJIHEHTOB,
HaJu4Iue CIIeIUATIbHO 000pyI0BaHHOTO pabouero MecTa (cToiiku)
aJIMUHHCTPATOPa/KOHCYIbTAHTA, MPEIHA3HAYCHHOTO JUIS IOMOIIY B MOJYYSHUN TalIOHOB
AJIEKTPOHHOM OYepenr U MEPBUYHOM KOHCYJIBTUPOBAHUU KIUEHTOB.

4.6.8.4. JIo)KHO WCHONB30BAThCS YAOOHOE ISl TOCEIIECHHUS KIWEHTOB BpEMS
paboTHL.
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4.6.8.5. Bpems oxumanus oOCTY>KMBaHHMS TPU OYHOM B3aMMOJCHCTBUU HE
JIOJ>KHO MPEBBIIATH 15 MUHYT.

4.6.8.6. Heobxoaumo oOecreyuTh HaMYUE OO0OpPYIOBAHHOM NETCKOM KOMHAThI
WM JIETCKOTO YTOJIKa JUIS KJIMEHTOB C JETbMH, KOTOPhIE MOTYT BOCIIOJIb30BaThCsl MU B
NepUoJI OKUIAHMUS.

4.6.8.7. Bce 000co0IeHHbIE YUPEXKIEHUS IO MPEJOCTABIECHUIO YCIYT U CEPBUCOB B
PEeXHME «OJHOTO OKHa» peKOMeHIyeTcs 000py1oBaTh rocteBoil cerbto Wi-Fi.

4.6.8.8. O00cOONIEHHBIE YUYPEKIEHUSI JIOJDKHBI JIEMOHCTPHUPOBATh KIIMEHTaAM
3a00Ty 00 OKpyKarwmeld cpeae: MaTepHhalibl, HCIOIb3yeMble B 000COOJICHHBIX
YUPEKICHUSX, TOJDKHBI OTBEYATh SKOJOTUUECKUM TPEOOBAHUAM, MJIACTUKOBBIE CTAKAHUH
KU JIJIs1 KyJIEPOB C BOJIOM B 000COOJIEHHBIX YUPEKACHUIX PEKOMEHIYETCSl 3aMEHITh Oyma
KHBIMH, B 000COOJICHHBIX YUPEKICHHUSIX PEKOMEHYETCS YCTaHABINBATH KOHTEHHEPHI T
s pa3zenbHOro cobopa Mycopa.

4.6.8.9. B 000coOneHHBIX YUYPEXKICHHUSIX JOJDKHA oOecreunBaTrhcs paboTa To
KOHCYJIbTUPOBaHUIO W (W) OOY4YEHHWIO KJIMEHTOB HAaBBIKAM TOJNYYEHHUS YCIYT U
CEPBHUCOB uepe3 UG POBBIC TOUKH B3aUMOJICHCTBHSI.

4.6.9. JlnuTenpbHOE HAXOXIAEHUE B TOCYAAPCTBEHHBIX W MYHULHNAIBHBIX
YUPEKICHUSIX TPU NOTYYSHUH YCIyT

4.6.9.1. KnMeHTOUEHTPUYHOE B3aMMOJAEHCTBUE IPU NPEJOCTABICHUU YCIYyT U
CEpPBUCOB B MECTaxX JUIMTEIBHOTO NMPEeOBbIBAHMS KIMEHTOB JIOJKHO OCYIIECTBISTHCA B
COOTBETCTBUHU ¢ TpeOOBaHUAMH MYHKTOB 4.6.7.1 - 4.6.7.7 Cranmapra.

4.6.9.2. I1o uroraM u3y4eHus U BbISIBIEHUS TOTPeOHOCTEN KIMEHTOB, B TOM YHCIIE
notrpeOHOCTEl B 0€30MaCHOCTH, JOIDKHBI OBITh MPUHATHI PEIMICHUS O IeIeCO00pa3HOCTH
000pYy/IOBaHUS YUPEKICHUM TMPOMYCKHOM CHUCTEMOM U KPYIJIOCYTOYHOM CHCTEMOM
BUJICOHAOIIOICHHUSL.

4.6.9.3. [omkHbl OBITH BHEAPEHBI IMpaBHJIa KOMMYHUKAIUWA C JIMIIAMH, HE
JOCTUTTIIUMH COBEPIIICHHOJIETHETO BO3pAcTa B IIKOJAX, JETCKUX CajlaX, AETCKUX JOMax,
OOIICKUTHSIX, MECTaX O3JOPOBHTEIBHOTO OTAbIXA JETEH, MHBIX MECTaX JIUTECIHLHOTO
npeObIBaHUs JIeTeH, MO3BOJISIONIME MPOSIBIATH 3aMHTEPECOBAHHOCTH B MpodiemMax
pebeHKka W OKa3bpIBaTh IMOMOINh B HMX PEIICHUH, TPOSBIATh HHTEPEC K YBICUCHHSIM
pebeHka, YYUTHIBAaTh BO3MOXXHOCTM M  OrpaHWUYeHHUs] peOeHKa, OCOOCHHOCTH
HOJPOCTKOBOI'O BO3pacTa.

4.6.9.4. Jlowkuel OBITh BHEAPEHBHl NpaBUia KOMMYHHKAIMA C JIMIAMH,
HaXOJSIIMMHCS B TSKEIOW >KM3HEHHOM CHUTyalluM B OOJbHULAX, Ha Kiaalumiax,
KpeMaTopusx M HHBIX MeCTax, e TpeOdyercs MopajbHas MOAJAEp)KKa TI'pak]aH,
NO3BOJISIFOIIME MPOSIBIATh AMIATHIO, YYTKOCTh M COUYYBCTBHE K KJIMEHTY, OKa3bIBaTh
NOJJIEPKKY KIMEHTY, HAacTpauBaTh KJIMEHTOB Ha IIO3UTHUBHBIA JIaJ, BBICIYIIMBATh
KJIMEHTOB M J1aBaTh UM BBITOBOPUTHCS, IPOSBIIATH TEPIICHUE U 3a00TYy.

5. MoTuBanus KJIMEHTOLEHTPUYHOTO MOBEICHUS
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Cucrema MOTUBaluU CyOBEKTOB BHEAPEHHS KIUEHTOLEHTPUYHOTO MOJXOa B
rOCy/IJapCTBEHHOM ¥ MYHHIMINAIBHOM YNPABICHUNW OCHOBBIBACTCS Ha CIIEAYIOIIUX
TpeOOBaHUSX:

1) HOOIIPSICTCST  YJOBJIETBOPEHHE TMOTPEOHOCTEH KIMEHTOB pPaOOTHUKAMU
(coTpyIHMKaMH) OpraHOB BIIACTH M YIOJTHOMOYEHHBIX OpraHHW3alii Ha YPOBHE,
HPEBOCXOSIIEM OKUIAHUS KIUEHTOB;

2) oOecrieunBaeTcs HaKOIUICHHE, CTPYKTYPHpPOBAHUE, oOMeH U
pacrpocTpaHeHHe 3HAHUH 110 BOMPOCaM MOBBIIICHUS Ka4eCTBa KIIMEHTCKOTO OIBITA;

3) OCYILIECTBJISIETCS BOBJICUCHHE TMPEACTABUTENICH OpraHoOB BJIACTH U
YIOJIHOMOYEHHBIX OPraHU3aIMi B MPOIECCHI TPOCKTUPOBAHUS HOBBIX YCIYT U CEPBHUCOB,
PEUHXMHUPUHTA CYHIECTBYIOIINX YCIyT U CEPBHUCOB;

4) OCyIIeCTBIsIETCS (POPMHUPOBAHUE CTAHAAPTOB KIMEHTOLICHTPUYHOCTH IS
nepcoHaa;
5) o0OecrieuynMBaeTcss CO3/aHME€ W  aKTUBHasg MOJAJEpKKa cooOliecTBa

CIICOHUATIUCTOB-IIPAKTUKOB I10 BOIIPOCAM IOBBIMICHHA KaYCCTBA KIIMCHTCKOI'O OITbITA;

6) dbopMupyeTrcss CUCTeMa  BBISBICHHUS W  TOMJISPKKH  COTPYIHHUKOB,
OpPUEHTUPOBAHHBIX HA pa3BUTHE W NOJJEpKaHUE Tpolecca Iepexoja Ha
KJIMEHTOLEHTPUYHBII MOJIXO0/ B TOCYJAPCTBEHHOM U MYHUIMIIAJbHOM yIIPAaBJICHUU;

7) BHEJpsIETCSl  cucTeMa TMokaszaTtesned 3()(PEeKTUBHOCTH  COTPYIHUKOB,
OTPaXKaIOLUX UX HABBIKU KIMEHTOLIEHTPUYHOIO OBEICHUS;

8) OCYUIECTBIISIETCSI MaTepUAIbHOE CTUMYJIMPOBaHUE (IPEMUN) COTPYIHUKOB,
OTJIMYMBLIMXCS B pabOTE MO MOBBIIICHNIO KAUECTBA KIIMEHTCKOT'O OIBITA.

6. IToxa3zaTe/ i KJIHEHTOLEHTPUYHOCTH

OneHKa CTENEeHH BHEAPEHUS KIMEHTOLIEHTPUYHOIO MOJIX0/1a B TOCYJapCTBEHHOM
¥ MYHHIIMITAIGHOM YIIPaBJICHUH ocyliecTBisieTcs [I[poekTHbIM 0(h)rcOM B COOTBETCTBUU C
CHUCTEMOM KIIFOUEBBIX MOKa3aTeel KIMeHTOIEHTPUYHOCTH (Tabmuna 1).

JlonoTHUTEIbHbBIE ITOKAa3aTelH, OTpakaroIIue mporecc BHEJIPCHUS
KIUEHTOIICHTPUYHOTO TOAX0/Ja B TOCYJAPCTBEHHOM WM MYHHUIIUTIATHBHOM YIIPABJICHUH,
MOTYT TakKke OICHMBAThCS [IpOCKTHBIM O(PHUCOM Ha OCHOBE CHCTEMBI IOKa3aTelield B
COOTBETCTBHH C TAOJIHIEH 2.

Huwxe B Tabnmuax mpencTaBieHbl IpeIBAapUTEIbHbIE 3HAUYEHUS IOKa3aTesei
KJIMEHTOLIGHTPUYHOCTU.  JIOCTMKUMOCTh  3HAYEHUH  NOKa3zaTeledl 10  ypOBHAM
KJIMEHTOLIEHTPUYHOCTU IIPOBEPSETCS B MEPBbI roa BHeApeHus: CraHmapTa B MWJIOTHBIX
OpraHax BJIAaCTH M YIIOJIHOMOYEHHBIX opranusanusax. [lo uroram npoBepku B NEpevHH U
3HaYeHMs ITOKa3aTenel KIMEeHTOLEHTPUUYHOCTH MOTYT OBITh BHECEHBI U3MEHEHUS.

OI_IGHKa CTCIICHU BHCAPCHUA KIIMCHTOUCHTPUYHOI'O Moaxoaa B roCyaapCTBCHHOM

N MYHUIHUIIAJIBHOM VYIIPABJIICHUH IIPOBOJHUTCSA HpOGKTHBIM O(bHCOM B OTHOIICHHH
OpTraHOB BJIACTHU U YIIOJTHOMOYCHHBIX OpI‘ElHPI?.ElIlPIﬁ HC PCIKC 4YEM OAUH pa3 B KBapTaJl.

41



Pe3ynbraThl OLEHKH SIBIAIOTCS OCHOBAaHUSIMU JJISI BBISIBICHUS TMPUOPUTETHBIX
KU3HEHHBIX CHUTYyalldid, MO KOTOPHIM HEOOXOJAMMO B IMEPBYIO OYEpeab IPOBECTH
BBISIBIICHHE U W3YUYCHHUs MOTPEOHOCTEN KIMEHTOB, pa3pabOTKy HOBBIX YCIYT U CEPBUCOB
U (MJTM) pEeMHXUHUPHUHT CYIECTBYIOUINX YCIYT U CEPBUCOB.

Pesynbrarel OLICHKHM HaANpaBisAIOTCS B OpPraHbl BJIIACTHM W YIIOJIHOMOYCHHBIE
OpraHu3alliyl U MCHOJB3YIOTCA HAuMHAasg CO BTOpPOro roja BHeapenus Cranpapra ams
IIPUHATUS PELICHUN:

1) O TMOOIIPEHUU COTPYJAHUKOB M paOOTHUKOB OpPraHOB BIACTU U
YIOJTHOMOYEHHBIX OpraHu3aIuii, O00ECIeUnBAIONINX JOCTHKEHUN COOTBETCTBYIOIINX
YPOBHEH KIMEHTOLUEHTPUYHOCTH;

2) O TMPUHSATUM COOTBETCTBYIOIIUMX MEP JUCIUIUIMHAPHOTO XapakTepa B
OTHOIICHUH PAOOTHUKOB (COTPYJAHHMKOB) B Cllydae CYIIECTBEHHOTO OTKJIOHEHUS
3HAYEHUWI IMoKa3aTelie OT 1IEJIEBBIX 3HAUECHUIA.
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Tabnuna 1. KirtoueBbie moka3aTeny BHEIPEHUS KIMEHTOLEHTPUYHOTO TTOIX0/1a B TOCYIAPCTBEHHOM M MYHHUIIUIIAJILHOM YIIPABICHUH
B pa3pe3e YPOBHEN KIIMEHTOLUEHTPUYHOCTH

YI)OBEHB KIIMEHTONCHTPUYIHOCTH

IToxa3aTean
1 3Be31a 2 3Be3IbI 3 3Be3abI 4 3Be31bI 5 3Be3x

OxBaT KJIHMEHTCKUMH 10 35% ot 35,1% no 50% ot 50,1% mo 70% ot 70,1% mo 90% ot 90,1% mo 100%
cueHapusiMu (10Jist
YCJIYT U CEpBHCOB,
NPeaoCTABIAEMbIX
KJIMEHTAaM B paMKaxX
KJIHMEHTCKUX
cueHapues), %

OneHka KJIHEeHTaMH ot 50,1% mo 60% onenok | ot 60,1% mo 70% ouenok | ot 70,1% mo 80% omenok | ot 80,1% mo 90% onenok | ot 90,1% mo 100%
npocToTsl (1o crenenn | «Jlerxko» u «Cxopee «Jlerko» u «Ckopee «Jlerko» u «Cxopee «Jlerko» u «Cxopee OLIEHOK «Jlerkoy» u
TPYA03aTPATHOCTH) JIETKOY JIETKOY JIETKOY JIETKOY «Cxopee Jerko»
npoiecca
YAOBJIETBOPEHHSI €ro B rpanamuu: 4 — «Jlerko», 3 — «Ckropee nerko», 2 — «Ckopee CloxHo», 1 — «CI0XKHOY
noTpedHOCTEl B
npoiuecce
NPEAOCTABJICHHUS eMy
YCJIYT 1 CepBHCOB B
pPaMKax *KU3HEHHOM
curyauuu, %

43



IToxa3aTean

YPOBCHI) KJIUECHTOUCHTPUYIHOCTH

1 3Be31a

2 3Be3IbI

3 3Be3abI

4 3Be31BI

5 3Be3x

Joast nOBTOPHBIX
3aMPOCOB HA MOJIyYeHHe
YCJIYI'H WJIHM CepBHCa
(17151 mMoIB30BaTe e,
BePHYBIINXCH 32 TOH
’Ke caMoii ycayroi B
TedeHHe 4 HeleJb
nocJjie popMUpPOBAHUS
cTaTryca B
HHPOPMALHOHH O
cucreme 00 yCremHoM
ee noyxy4eHunu), %o

ot 7,1% 1o 10%

ot 4,1% 1o 7%

ot 1,1% 10 4%

ot 0,5% 1o 1%

ot 0% 10 0,5%

Hoas ycayr u
CEPBHCOB, HHIEKC
NMOTPEOUTETbCKOM
aostibHOCcTH (NPS) o
KOTOPBIM
MoJI0KUTENeH, %o

ot 50,1% mo 60%

ot 60,1% mo 70%

ot 70,1% o 80%

ot 80,1% 1o 90%

ot 90,1% mo 100%

IIpn orBeTe Ha Bompoc: «KakoBa BEpOATHOCTH TOro, 4TO BbI MOpeKOMeHAyeTe IpyroMy 4eJIOBEKY, OKa3aBIIEMYCs B CXOJHOH ¢ Ballel
CUTYAIINH, TIOJIy4aTh YCIYTH U CEPBUCH B paMKax KU3HEHHOM cuTyarmu 1o mkaie ot 0 1o 107»

NPS paBeH nporeHTy CTOpOHHHKOB (BapuaHThl oTBeTa 9 u 10) 3a BEIYeTOM MpOIeHTa KPUTUKOB (BapuaHTsl oT 0 110 6)

OneHka
YI0BJI€TBOPEHHOCTH
KJIMEHTAMH N0JIy4YeHHs
YCJIYT M CEPBHCOB B
PaMKax KA3HEHHBIX
curyaumii, %

ot 50,1% mo 60% o1eHOK
«Y IOBJIIETBOPEH» U
«Ckopee yIoBIETBOPEHY

ot 60,1% no 70% omueHoK
«Y IOBJIETBOPEH» U
«Ckopee yI0BIETBOPEHY

ot 70,1% mo 80% o1ieHOK
«Y IOBIIETBOPEH» U
«Ckopee ynoBIeTBOPEH»

ot 80,1% mo 90% o1eHOK
«Y IOBIETBOPEH» U
«Ckopee yI0BIETBOPEHY

ot 90,1% mo 100%
OLIEHOK «Y JOBJIETBOPEH»
u «Ckopee
YIOBJIETBOPEH»

B rpapanun: 4 — «Y noBnerBopén», 3— «Ckopee ynoBneTBopén», 2 — «Ckopee He y1oBIeTBOpER», 1 — «He ynoBneTBopén»
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IToxa3aTean

YPOBCHB KJIUECHTOUCHTPUYIHOCTH

1 3Be31a

2 3Be3IbI

3 3Be3abI

4 3Be31BI

5 3Be3x

Jl0J151 KJIMEHTCKUX
CleHapHeB, 1A
KOTOPBIX
NnpeaycMOTpeHa
BO3MOKHOCTH
NPOAKTHBHOI0
NPeAOCTABJIEHHUS YCIyT
H CepBHUCOB, %

YTBepxaEH XOTS OB
OJIMH KJIIMEHTCKUH
CLIEHapUH, AJIs1 KOTOPOTO
MpesyCMOTpeHa
BO3MOXKHOCTD
MIPOAKTUBHOT'O
MIPEeIOCTABIICHUS YCIYT U
CEpBHUCOB

ot 20%

ot 20,1% 10 35%

ot 35,1 1o 50%

ot 51%-70%
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Tabnuna 2. JlonmoHUTETbHBIE TOKA3aTeNd, OTPAKAIOIIHE MPOIIECC BHEAPEHUS KIMEHTOLEHTPUYHOTO TI0/IX0/1a B TOCYIapCTBEHHOM

Y MyHULIANTAIBHOM YIIPaBJICHUN

YpoBeHb KJIHMEHTOHEHTPUIHOCTH

Iloxa3aTenn
1 3Be3aa 2 3Be31bl 3 3Be3abI 4 3Be31bI 5 3Be3n
1. | OxBaT KI1HEHTOB 90% 3asBUTENEH, VY TBepxAEHBI U YTBepxAEHBI U VYTBepxIEHBI U VYTBepxAEHBI U

KapTaMH KJIHEHTCKHX oOpalnaromxcs B MIOCTOSIHHO MIOCTOSIHHO MOCTOSIHHO MIOCTOSIHHO

nyteii, % OpTraHbl BIACTH U AKTYAJIM3UPYIOTCS KApThl | aKTYaJIM3UPYIOTCS KapThl | aKTyalM3HPYIOTCS KapThl | aKTyaJM3HPYIOTCS KapThl
YIIOJTHOMOYEHHBIC KIIMEHTCKUX MyTeH s KIIMEHTCKUX MyTeH U He | KIMEHTCKUX ITyTeH JuIs KIIMEHTCKUX MyTeH s He
OpraHu3alyu, OTHECCHBI He MeHee 35% npoduneit | menee 50% npodunei He meHee 70% mpoduneir | menee 100% mpoduneit
K Ipo(HiIsM KIMEHTCKUX | KIMEHTCKUX CETMEHTOB B | KIIMEHTCKUX CETMEHTOB B | KJIIMEHTCKHX CETMEHTOB B | KJIIMEHTCKHX CETMEHTOB B
CETMEHTOB B paMKax paMKax KH3HEHHBIX paMKax >KH3HEHHBIX paMKax *KH3HCHHBIX paMKax KH3HEHHBIX
JKU3HEHHBIX CUTYalLlUM. CUTYyalUH cUTyauun CUTyalUH CUTyalMH
K npodwmisam kKIneHTCKuX
CETMEHTOB OTHECEHBI
MOTEHIMATbHbIC
3asIBUTENH, KOTOpPhIE HE
o0palnaroTcst B OpraHbl
BIIACTH U
YIOITHOMOYEHHBIE
OpraHM3ax

2. | BoBie4eHHOCTH He menee 10% He menee 20% He menee 30% He menee 50% He menee 100%
KJIMEHTOB B
TeCTUPOBaHHe

NPOTOTHIIOB HOBBIX
yeayr u (i)
CEepBHCOB, YCJIYT U
CePBHCOB, MPOIIEAIINX
PeHHKUHUPHUHT, Yo

HpOHeHT MMPOTOTHUIIOB, IIPOTCCTUPOBAHHBIX HA IICJ'IGBOﬁ ayauTopun
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3. | JocTtymHocTh ISt Bo3moxHOCTH 00paTUThCS B03M0OXHOCTH 00paTUTHCS B03MOXHOCTB 0OpaTUTHCS Bo03M0OXHOCTH 00paTUTHCS B03MOXHOCTH 00paTUTHCS
KJIMEHTOB 1o tenedoHy B yackl paboThl | 1Mo TenedoHy B 4ackl paboTsl | mo TeredoHy B 4achl paboThl | 1o TenedoHy B gr0b60e 1o Tenedony B Jir0doe
B3aHMo/IeiCTBHS 110 OpraHOB BJIACTH U OpraHOB BJIACTH, OpTaHOB BIIACTH, yZ[O?HO@ BpeEMs B TeueHHe 7 y;[o§Hoe BpeMs B TeueHue 7
Tenedomy YTOHOMOYCHHBIX YTOMHOMOUEHHBIX YTOIHOMOYCHHEIX JHEH HenenH U 24 4acoB B nHeH Henenw u 24 4acoB B

OpraHu3anuii u OpraHu3anuii u OpraHu3anuii u CYTKH B 000CO0ICHHbIE CYTKH B OpraHbl BIaCTH U

000COOIEHHBIX 0060CO0TeHHBIX 0060CO0TEHHBIX noapaseIeHus, YIIOJTHOMOYEHHEIE

ToJIpa3 IeNIeHUH, MOApa3eNIeHUH, NoJIpa3IeNeHUH, MPEIOCTABISIIOIINIE YCIYTH B | OpraHHM3alyy, B

NPEOCTABISIIOIINX YCIYTH B | MPEJIOCTAaBIAIOINX YCIYTU B | MPEIOCTaBISIONIMX YCIYTH B | PEXXKUME «OIHOTO OKHAY. 0060c0o0IeHHbIe

PEXKHUME «OJJHOTO OKHA» PEeKHME «OTHOTO OKHA», a B | peKHMeE «OJHOTrO OKHay, a B HO/Ipa3/ieieH s,
0CTaJIbHOE BPEMsI 0CTaJIbHOE BPEMSI MIPEIOCTABIAIOIIUX YCIYTH B
obecreunBaeTcst obecrieunBaeTcst PEKHME COTHOTO OKHA».
B3aUMOJCHCTBHE C YaT- B3aUMOJCHCTBHE C YaT-
060TOM U QYHKIHUSL 00TOM U QYHKITHSI
nepe3BoHa B pabodee BpeMsl | Iepe3BoHA B pabouee BpeMs
ot 60,1% no 70% oneHOK ot 70,1% no 80% omeHoK Ot 80,1% 1m0 90% o1eHOK Caoimre 90% o1eHOK
«Y nosnerBopén» u «Cropee | «Ynosinersopén» u «Ckopee | «YnosnerBopén» u «Cxopee | «¥YnosiaerBopén» u «Ckopee
YIOBJIETBOPEH» KaueCTBOM yIIOBJIETBOPEH» KAaueCTBOM YIOBJIETBOPEH)» Ka4eCTBOM yIIOBJIETBOPEH» KaueCTBOM
Tene()OHHOTO Tene(OHHOTO Tene()OHHOTO Tene()OHHOTO
o0cITy)KUBaHUS obcimyKuBaHUA 00CITy)KUBaHUS oOcIy)KuBaHUS

B rpagarym: 4 — «Y nosierBopén», 3— «Ckopee ynoBIeTBOpER», 2 — «Ckopee He yIoBIeTBOPEH», | — «He ynoBneTBopEén»

4. | JocTtymHoCTH U CBOEBpEMEHHO CBOEBPEMEHHO AnroputMm Anroputm Anroput™m

NMOHATHOCTDb TEKCTOB
npyu NHCbMEHHOM
B3aUMOAeCTBUHI

akTyanmsupyercs 6aza
3HaHUM, coleprkalias
11a0JI0HBI OTBETOB Ha
THTIOBBIE OOpaIIeHUs
KJIHCHTOB B paMkax 50%
JKU3HEHHBIX CUTyalul

aKkTyanm3upyercs 6aza
3HAHUH, coleprKalas
11a0JIOHBI OTBETOB Ha
TUTIOBBIE 00paIlIeHHS
KIIMEHTOB B paMKax BCeX
JKU3HEHHBIX CUTyalui

aBTOMATHYECKOI OIIEHKHU
YPOBHS CIOXHOCTU
BOCTIPUSATHS
MMMCEMEHHOIO OTBETA
BHeapeH st 30%
JKU3HEHHBIX CUTyalul

aBTOMATHYCCKON OIICHKH
YPOBHS CJI0KHOCTH
BOCIIPUATHS
MMCHMEHHOI'O OTBETA
BHeApeH it 50%
JKU3HEHHBIX CUTyalui

aBTOMATHYECKOH OLIEHKHU
YPOBHSI CII0’)KHOCTH
BOCTIPUATHS
MMCHEMEHHOIO OTBETA
BHenpeH it 100%
JKU3HEHHBIX CUTyalui
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IToxa3aTenn
JIOSITILHOCTH KJIMEHTOB
IU(PPOBBIM TOYKAM
B3aHUMOJIEHiCTBHI:
TMOPTAJbI OPTaHOB
BJIACTH M
YIOJTHOMOYEHHBIX
OpraHu3alui,
MOOMJIbHBIE
NPUII0KEHUS, YaT-
00ThI, ApyrHe
BHPTYyaJIbHbIE
nu(ppoBbIie
MOMOIIHUKH, %o

NPS menee 5%

NPS ot 5,1% no 15%

NPS ot 15,1% 1o 30%

NPS ot 30,1% 1o 50%

NPS cBoize 50%

IIpu otBeTe Ha Bompoc: «KakoBa BEpOATHOCTH TOTO, YTO BEI HOpeKkoMeHayeTe ApyroMy 4eloBeKy, OKa3aBIIEMyCsl B CXOIHOH ¢ Balllel CUTyaIuu, MoIydaTh
YCIyTH U CEPBUCH B paMKax JKH3HEHHOH CHUTyaIuu depe3 u(poBbIe TOUKH B3anMoAeHCTBUS 1o mikaie oT 0 go 10»

NPS paBeH npoIeHTy CTOPOHHHKOB (BapraHTHI 0TBeTa 9 1 10) 3a BEIUETOM IpOIeHTa KPUTHKOB (BapHaHTH 0T 0 10 6)

6. | Bpems oTBeTa He nomxHo nmpeBbIIaTh He nomxHo npeBbIIaTh He nomxno npebimate § | He momxHo npessiiats 6 | He nomkHO npeBsimaTh 4
NpeACcTaBuTeNs oprana | 24 gaca ans ynomuHanuit | 12 vaca i ymoOMHHAHMM | 4acoB AJIS YIOMUHAHMN M | 4acoB JUIS yIIOMMHAHUM U | 4acoOB AJS YIOMUHAHUN U
BJIACTH WM u 12 yacoB B cityuae 1 6 4yacoB B cliyuyae 4 4acoB B cllydae 3 yaca B cityyae 2 yaca B cily4ae
YIOJTHOMOYCHHOM ournmansHOTO oduIHaIEHOTO ounmansHOTO odurazpHOrO oHIHATBHOTO
OpPraHu3alyuu Ha oOpameHns Wi oOpareHus Win oOpamieHns Wi oOparteHus uim oOpareHus Win
oOpaileHne KIHEHTa B | KOMMEHTapHA K KOMMEHTapHs K KOMMEHTapHs K KOMMEHTapus K KOMMEHTapHUs K
COIMAJILHBIX CETHX, oduInaTEHON odHuIHaTEHONI odunHaIEHON oduIHaTEHON odHuIHaTEHONI
NMyO0JHYHBIX YaTaX B myONMuKanuu My OnuKauu myOnuKanuu My OnuKaun My OuKanuu
MecceHIKepax

7. | Bo3aMo:KHOCTD 3amicH Peanu3oBana Peanu3oBana PeanuzoBana Peanu3oBana PeanmuzoBana
KJINEHTA HA JINYHbII BO3MOXKHOCTb 3aIIUCHU BO3MOXKHOCTbH 3aIIUCH BO3MOKHOCTD 3aIIUCH BO3MOKHOCTh BO3MOXKHOCTh

TPHEM B OPTaHbI
BJIACTH M
YIOJHOMOYEeHHbIE
OpraHU3aIiHu JJIA
HeINocpeICTBEHHOI0
B3auMO/IeliCTBHUS

KJIMEHTa Ha JIMYHEII
MpHEeM B OpTaHbI BIACTH U
YIIOJTHOMOYEHHBIE
OpraHH3aIiK KaK
MHUHUMYM OJTHUM
criocodboM

KJIMEHTA Ha JTNYHBII
IIpUEM B OpTaHEI BIACTH
U YIOJIHOMOYEHHbIE
OpraHu3aIum KaK
MHUHHAMYM OJIHUM
crocobom 24 vaca 7 aHe#
B HEJEITIO

KJIMEHTA Ha JTUIHBIH
MpreM B OpTaHbI BIACTH U
YIOJTHOMOYEHHBIC
opranuszauuu 24 yaca 7
THEW B HEAEITO JTI00BIM
YIOOHBIM AJIS1 KIIAEHTA
CrocoooM

YBEIOMIICHHSI KITUCHTA 32
CYTKH J0 HaA3HAYCHHOTO
BpPEMEHU, U3MEHEHHS U
OTMEHBI 3aIHCH YA00HBIM
IUTSL KITHEHTA CIIOCOO0M

YBEIOMIICHHS KITUCHTA 32
CYTKH U 3a 2 Jaca 10
HA3HAYCHHOT'O BPEMEHH,
HA3MEHEHHS U OTMEHBI
3aIrcH YAOOHBIM ISt
KJIMEHTa CII0CO00M
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7. llpodeccuoHabHAsA MOATOTOBKA U 00y4YeHHe

OcHoBOIl MpodecCHOHANBHOTO 00ecreyeHUs] BHEAPEHHS KIMEHTOLEHTPUYHOIO
HOAXO0Ja SBIAETCS PACIpPOCTPaHEHHE HOBOM KyJIbTYpbl YIpPAaBICHUS KIHMEHTCKUM
OTIBITOM, CBSI3aHHOU C (JOPMHUPOBAHUEM LIEHHOCTEH KIMEHTOLIEHTPUYHOTO MOBEICHUSI.

Ha Bcex opraHm3alMOHHBIX YpPOBHSIX YNpAaBJIEHUS JOJKHA ObITh OpraHM30BaHa
CHCTEMA HEINPEPHIBHOIO  COBEPILUCHCTBOBAHUS  KJIMEHTOLEHTPUYHOIO  MBIIUICHUS
COTPYJHHUKOB B 4acTU (POPMHPOBAHUS KYJIbTYypbl BHUMaHUs K kiaueHTy. KopnoparusHas
KyJbTypa, HallpaBJ€HHas Ha CO3JaHHE IO3UTHBHOIO PabOYero OmeITa, MPUBOJUT K
MOBBIIICHUIO Ka4eCTBA B3aUMOJCHCTBHUS C KIMEHTAMU.

KiroueBoit COCTaBJIAIOIICH porpaMm oOy4eHus npodeccroHanon
KJIMEHTOLIEHTPUYHOTO B3aUMOJCHCTBUSI C KIMEHTAMU JIOJDKHBI SIBJISITHCS JTUYHOCTHBIC
KOMIIETCHITUU U «MSTKHE» HABBIKH B3aHUMOICUCTBUSA:

1) OMIIATHUA: IMOHUMAHHUC CUTyallMu KIIHMCHTA, BBI3OB JOBCPHUA, TOTOBHOCTb
IIOMOYb, IIPOABJIICHUC BHUMAHUA, OT3bIBUMBOCTD,

2) MOCTPOEHUE U MOIJIEPKAHUE JETOBBIX OTHOIICHUH;

3) yOe)KeHUE U apryMeHTalus;

4) KOMaH IHas pa0boTa;

5) HAIEJICHHOCTh Ha pe3yJbTaT U KOHTPOJIb €r0 JOCTUKEHHUS;
6) ympaBjieHne COOCTBEHHOM dHEPTUeH, SHTY3Ha3MOM;

7) yIpaBlieHHe COOCTBEHHBIM Pa3BUTUEM;

8) yIpaBJeHUE CTPECCOM, IMOLIUSIMU;

9) CUTYallMOHHOE PYKOBOJICTBO U JILAEPCTBO;

10)  TBOpYEcKO€ MPOEKTHOE MBIIIJICHUE;
11)  ynpaBieHHe U3MEHEHUSIMU;
12)  ynpaBneHue oOpaTHOM CBS3BIO;

13) HacTaBHMYECTBO M MOTHBUPOBAHUE.

Pa3zpabarbiBaercs, yTBep)KIaeTcs U IOCTOSHHO aKTyaJlU3UpYyeTCcsl CTaHAApT
«l'ocymapcTBO Uil BHYTPEHHEIO KIHMEHTA», B COOTBETCTBUM C KOTOPBIM IPOBOIUTCS
oOydJeHHe U OBBIIICHNE KBATU(PUKAIINH COTPYTHUKOB.

]_—[J'IH obMeHa YCIICIMHBIMU IIPAKTHUKAMHU 110 YIIYUHICHHUIO Ka4€CTBAa KIIMCHTCKOI'O
OIIbITa CO31aCTCA €AMHAasd HnaT(bopMa 3HAHUU U HABBIKOB.
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8. OcHOBHBIEC MeTOAUYECKHE JOKYMEHTHI BHeApeHus CTanaapra

8.1. Jlns BHenpenus: CtanmapTta pa3pabaThIBAIOTCS, YTBEPKIAIOTCS M TMOCTOSHHO
AKTyaJIM3UPYIOTCS OCHOBHBIC METOJWYECKHE JIOKYMEHTHI Ha MEXBEIOMCTBCHHOM
yYpOBHE:

1) PYKOBOJCTBAa IO KJIMEHTOLECHTPUYHOMY IU3AMHY U INPOTOTUIIMPOBAHUIO
YCIIYT ¥ CEPBUCOB;

2) IOPSIOK BEACHUS PEECTPA KU3HEHHBIX CUTYyalUH, BKIKOYas METOAOJIOTUIO
yIPaBJICHUS CTPYKTYPOH PO

3) 06yqafonme MCTOAUYCCKHC  MATCpualibl I IIOATOTOBKHM  KPOCC-
q)YHKI_II/IOHaJIBHBIX KOMaH/J{ OPraHoB BJIACTU U YIIOJTHOMOYCHHBIX opraHmauHﬁ;

4) IIOPAOOK IIPOBCACHUA MOHUTOPUHI'A YAOBJICTBOPCHHOCTH KIIMCHTOB,

5) pEerNIaMEHT B3aMMOJEWUCTBUS OpraHa BJIACTU W YNOJHOMOYEHHOU
opranuzauuu ¢ [IpoekTHsM oducom;

6) METO/IMKA BBISIBJICHUS U U3YUYEHUS TIOTPEOHOCTEH KITMEHTOB, BKITFOYAS:
a) mpaBuia cOopa nHpGOpMAIKU O KIIMEHTCKOM OTIBITE;
0) mpaBumiIa MOCTPOCHUS KapT KIMEHTCKUX MyTEH;

B) TpeOOBaHMS K TOJATOTOBKE PEKOMEHJAlMM [0 TOBBIIMICHUIO KauecTBa
KJIMEHTCKOT'O OIIBITA.

7) METOJIMKa pa3pa0dOTKU U aKTyaJIu3aluu KIMEHTCKUX CLIEHAPUEB;

8) TpeOOBaHMS K IIOATOTOBKE OTBETOB Ha YacTO 3a/laBaéMble BOIPOCHI
KJIMEHTOB;

9) METOJMKA MPOEKTUPOBAHMSI HOBBIX YCIYI M CEPBUCOB, PEHMHKUHUPUHIA

CYILIECTBYIOLIUX YCIIYT U CEPBUCOB.

8.2. JIna Buenpenns Cranmapta pa3paOaThIBaIOTCS, YTBEPKAAIOTCA U TTOCTOSHHO
aKTyaJTU3UPYIOTCS. OCHOBHBIE METOJUYECKHE JTOKYMEHTHI Ha YPOBHE OPTaHOB BJIACTH U
YTIOJIHOMOUYEHHBIX OpTaHU3aIHi:

1) MOPSZOK BBISIBJICHUS U U3yUEHUS TOTPEOHOCTEH KIMEHTOB;

2) NOPSAIOK MPOEKTUPOBAHUS HOBBIX YCIYyT W CEPBUCOB, PEUHKUHUPHUHTA
CYILIECTBYIOLIUX YCIIYT U CEPBUCOB;

3) npaBwia (CTaHAApT) OpraHa BJIACTH WJIM YIOJHOMOYEHHOM OpraHu3aluu
Tene(pOHHBIX KOMMYHUKAIIMH C KIIMEHTAMU;

4) 0aza 3HaHWI, cojepikaimias IabJIOHBI OTBETOB OpraHa BJIACTH WU
YIOJTHOMOUYEHHOW OpPTaHU3alliy Ha TUTIOBBIE OOpAIICHUs KITUCHTOB;

5) npaBujia (CTaHJApPT) OpraHa BJIACTH WM YMOJHOMOYEHHON OpraHu3aiuu
MUCHbMEHHOTO B3aUMO/ICHCTBHSI C KITMCHTAMU;
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6) npaBujia (CTaHJApT) OpraHa BJIACTH WM YIOJHOMOYEHHOH OpraHu3aluu
KOMMYHHKAIIUU C KIMEHTaMU B COIMATIbHBIX CETSIX U MECCEHKEPaX;

7) npaBwia (CTaHIapT) OpraHa BIACTH WJIM YIIOJHOMOYEHHON OpraHU3aluu
pohecCHOHATBHOTO 00CITYKUBAHUS KIMEHTOB TP JIMYHOM B3aUMOJICHCTBHH,

8) METOAMYECKHE PEKOMEHAAMU TI0 O(GOPMIICHUIO OTACICHUNH JHUYHOTO
npreMa OpraHa BJIACTH U YIMOJIHOMOYEHHOW OpraHU3aiuu, 000COOIECHHBIX yUPEXKICHUN
10 TIPEOCTABIICHUIO YCIYT U CEPBUCOB B PEKUME «OJHOTO OKHa» B €IMHOM (PUPMEHHOM
CTHIJIC;

9) npaBujia (CTaHJApT) OpraHa BJIACTH WIM YHOJHOMOYEHHON OpraHu3aluu
KOMMYHHUKAIIUH B MECTaX JUTUTCIILHOTO HAXOXICHHSI KITHCHTOB.

9. BHeceHue u3MeHeHUil U qonoJHeHuit B CTanaapr

9.1. IloaroroBka M paccMOTPEHUE MPOEKTOB HOPMATUBHBIX IPABOBBIX AKTOB O
BHECEHMM H3MEHEHMH B Hactosummi CTaHzapT OCYIIECTBISETCS B YCTaHOBJIEHHOM
HOPSAKE C yUETOM OCOOCHHOCTE!, PEAYCMOTPEHHBIX HACTOSAILINM Pa3esioM.

9.2. TlpennoxeHuss 0 BHeCEHWU u3MeHeHUU B CTaHAApT TOTOBSTCS Ha OCHOBE
pe3yJIbTaTOB MOHUTOPUHIAa €ro BHEJIPEHUS] B OpraHax BJIACTU M YIOJTHOMOYEHHBIX
OpraHU3aIusaX.

9.3. Buecenue Ha paccmorpenue B IlpaBurenbctBo Poccuiickoit denepanuu
MpOEKTa MPAaBOBOTO aKTa O BHECEHMM HW3MEHEHUWW B HacTosmuii CTraHgapT MOKET
OCYILECTBIIATHCS IO UHUIIUATHBE:

1) [IpoektHoro oduca;

2) [IpaBUTENBCTBEHHON KOMMCCHMM TIO IPOBEACHUIO aJMHUHUCTPATUBHOU
pedopMsI;

3) [IpaBuUTENBECTBEHHOMN KOMMCCHUU o uudpoBOMYy Pa3BUTHIO,

HCIIOJIB30BaHUIO I/IH(i)OpMaI_II/IOHHBIX TEXHOJIOTUH JJIs YIydliCHUuA KadCCTBa KU3HHU H
YCJIOBI/Iﬁ BCACHUA HpeHHpHHHMaTCHBCKOﬁ JACATCIIBHOCTU,

4) YTo1HOMOYEHHOT 0 10 TTpaBaM 4esioBeka B Poccuiickoit denepanuu;

5) YnonnomouenHoro npu IIpesunente Poccniickont @enepanum no npasam
pebeHka;

6) benepambHOTO opraHa WCIIOTHUTEIBHOMN BJIACTH, opraHa

rOCy/JapCTBEHHOIO  BHEOIOJKETHOro  (poHAa,  roCylapCTBEHHOH  KOpIopanuw,
HAJIEJICHHBIX B COOTBETCTBUU C (eiepaibHBIM 3aKOHOM IOJHOMOYHUSIMU IO
IPEOCTaBICHUIO TOCYIAPCTBEHHBIX YCIYT B YCTAaHOBICHHOHN cdepe AeITeIbHOCTH;

7) WHBIX OPraHOB HUCIOJHUTEIbHOM BJIACTH M OpraHU3alluid — IMPU HAIWYUU
cooTBeTcTBYIOIUX mopyueHuid IIpesmnenta Poccuiickon @Penepanuu, NTOpYy4YEHUH,
cogepkamuxca B aktax [IpaBurenbctBa Poccuiickoir d@enepanuu, DTPOTOKOIAX
3acenanut  IIpaBurensctBa  Poccuiickoin  denepanuy, KOOPAWHALMOHHBIX U
copemarenbHbix opraHoB [IpasurensctBa Poccuiickonn ®enepaunu, BO3IIIABISEMBIX
[Ipencenarenem IlpaBurensctBa Poccuiickont denepanuy Wik OAHUM U3 3aMECTUTENIECH
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IIpencenatens IlpaButensctBa Poccmiickoit  ®enepanmu (B COOTBETCTBHH €
pacnpeneneHuemM oOsa3aHHoOcTel), 3amectureneM [Ipeacenarens IlpaButenbcTBa
Poccuiickoit ®enepamun — PykoBonutenem Amnmapara IlpaButenbctBa Poccuiickoii
®enepaunu, nopyuenu Ilpeacenarens IlpaBurenscrBa Poccuiickon denepauuu U €ro
3aMECTUTENEN, COAEPKAIUXCA B MNPOTOKOJAX IPOBEACHHBIX MMHU COBEIIAHUW H B
PE30TIOLIHSX.

9.3. BHecenue Ha paccmotpenue B IIpaButenbctBo Poccuiickoit ®deneparuu
IIPOEKTa IMPAaBOBOIO aKTa O BHECEHUM UW3MEHEHUW B Hacrodamuii CraHmapt 1o
WHULIMATUBE OPraHOB M OpraHM3alldid, YKa3aHHBIX B HacTosiiem pasjaene Cranpapra,
OCYILIECTBJISICTCS TPU HAJTUYMHM COTJIACOBaHHWS TMpoekTta [IpoeKkTHBIM oducom 1Mo
KJIMEHTOLICHTPUYHOCTH, a MPH OTCYTCTBUU TaKOTO COIJIACOBaHHUA (B cllydyae HaIM4Us
pa3HorjIacuii Mo MPOEKTy) — MPU HATUYHUHU MPOTOKOJIA O MPOBEICHUH COTJIACUTEIBHOTO
COBEIIAHUS.
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