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1. O0uMe MoJIoKeHus

Llensto  paspaborkum Cranpmapra «locymapcTBo Juist  JioAeil»  sABIsETCS
YCTAaHOBJIEHUE TPEOOBAHMM 1O BHEAPEHHMIO KIMEHTOLIEHTPUYHOIO IMOAXO0Ja B
rOCYapCTBEHHOM UM MYHULMIAIBHOM YIPaBICHUH IPH B3aUMOJIECHCTBUM C JIIOJbMU Ha
ocHoBe Jlexnapanuy NEHHOCTEN KIIMEHTOLEHTPUYHOTO TOCYAapCTBa.

B pe3ynbTare JOCTHKEHUS yKa3aHHOM LIEJIN OKUAAI0TCS cieqyromue 3 (eKTs:

1) yIOBIETBOPEHHOCTh  JIIOJEH 3a CUET AAPECHOCTH  JAEATEIHHOCTH
rocyjgapctsa (HE3aMEeTHOr0, KOrja HeT MNOTpeOHOocTel, M 3a00TIMBOro, KOrja OHU
BO3HUKAIOT);

2) IPUBJIEKATEIbHOCTh CTPaHbl ISl KU3HH, IOCEHIEHMs, pabOThl 3a CUeT
HOBOM KyJIBTYpPhl, OCHOBAaHHOM Ha B3aUMHOM JOBEPUM M YBAXKCHHM TIPAKIAH U
roCyAapcCTBa.

2. O0acTs npuMeHenus Ctangapra

CrangapT ycTaHaBIMBAaeT TPEOOBAHUS MPU MPEIOCTABIECHUN TOCYAAPCTBEHHBIX U
MYHULIMIAIBHBIX ~ yCIyr, Ju00 HMHBIX pabOT M YCIYr, MPeAoCTaBIsEMBbIX
rOCYJapCTBEHHBIMU W  MYHUIMNAIBHBIMU  YUYPEXKICHUSIMH, a TAaKXKE HHBIMU
OpraHu3alusiIMM, YIOOJIHOMOYEHHBIMHU HA INPEJOCTaBICHHE YCIYr KIUEHTY B
COOTBETCTBUU C 3aKoHOAATeNbCTBOM Poccuiickoit denepanuu (B TOM 4YHCIE Ha
OCHOBaHHHU JIOTOBOPA).

B xauectBe knmenta CTtaHmapT paccMaTpUBAeT HE TOJBKO JIUIl U UX 3aKOHHBIX
MpeACTaBUTENEH, OOPATHBIIMXCS C 3allPOCOM O MPEAOCTABJICHUH YCIYr B 3HAYCHUHU
®denepanbHoro 3akoHa oT 27.07.2010 Ne 210-®3 «O6 opranu3anuu MpeAOCTABICHUS
rOCyJapCTBEHHbIX M MYHULHUNAIBHBIX YCIYT», HO TaKXEe U LIUPOKUN NEpPEeueHb JIHII,
o0JasamMx IpaBoOM B COOTBETCTBHM C 3aKoHoJaTenbcTBOM Poccuiickoit denepanuu
oOpaTuThcsi 3a mpeaocTaBieHueM ycnyr. K Takum nuiiam, B 4acCTHOCTH, OTHOCSITCS
rpaxnaane Poccuiickot ®enepauuu, HHOCTpPaHHbIE TpaXkJaHe, JULA C JBOWHBIM
Ipa)IaHCTBOM, JIMIIa 0€3 rpakIaHCTBA.

CrangapT npuUMEHSIETCS B LEIsIX (POPMUPOBAHUS KIHEHTOIEHTPUYHOTO TIOIX0/1a B
roCyJIapCTBEHHOM UM MYHULIMIAJIBHOM YIPABICHHUH, ITO3BOJISIOIIETO BBISBIATh U U3y4YaTh
MOTPEOHOCTH KIMEHTa, TMOCTOSHHO YIIy4IlaTh B3aUMOJCHCTBUE OpPraHOB BIACTH U
YIIOJTHOMOYEHHBIX OpPraHHW3aIluil C KIMEHTOM IS YAOBIETBOPEHHSI €r0 MOTPeOHOCTEH,
UCXOJS U3 )KU3HEHHOW CUTYAIlUU U C HAMEPEHUEM IIPEB30MTH OKHUIAHUSA.

Crannapt siBisieTcs 00s13aTeIbHBIM 711 MPUMEHEHHUs OpraHaMK TOCYIapCTBEHHON
BJIACTH, OPraHaMU MECTHOTI'O CAMOYMPAaBJICHUS, TOCYIAPCTBEHHBIMA U MYHUIIUIIATbHBIMU
YUPEKIECHUAMH (TIPEANPUITHSAMUA) W HUHBIMH OPTaHU3AIMSAMHU, YIOJHOMOYEHHBIMU B
COOTBETCTBUM C 3aKoHomarenbCTBOM Poccuiickon Oenepanuu, B TOM 4YHCIE Ha
OCHOBAHHUU JIOTOBOPA, MPEIOCTABIIATh YCIAYTU KIMECHTY, U COACPKUT TPEOOBAHUS:

1) K BBISIBJICHUIO U U3YUYEHHIO MOTPEOHOCTEH KIIMEHTOB B paMKax >KU3HEHHOU
CUTYallWH;

2) K IIPOCKTUPOBAHUIO HOBBIX U PEHHKMHUPHUHIY CYLIECTBYIOIIMX YCIYyT U
CEpBUCOB;

3) K Ipoleccy  YIOBJIETBOPEHHS  MOTPEOHOCTEH  KJIMEHTa  IMyTeM

IIPEAOCTABIICHUS YCIIYT U CEPBUCOB;



4) K B3aUMOJICUCTBUIO C OpraHaMyd BJIIACTU U  YINOJHOMOYEHHBIMU
OPraHU3alUsIMHU B TUIIOBBIX TOYKAX B3aUMOJICHCTBHUS C KIIMCHTAMU.

Jns ueneit moBblmeHust 3((EKTUBHOCTH W MOHHUTOPMHTA  pea3aluu
KJIMEHTOIICHTPHYHOTO TOAX0/Ja B TOCYJApPCTBEHHOM M MYHUIIMIAIBHOM YIIPAaBICHUU
CTaHgapT COAEPKUT CHCTEMY H3MEPUMBIX TIOKa3aTelei, MO3BOJSIOMNX IPOBECTH
OLICHKY BHEAPEHHS KIMCHTOLGHTPUYHOTO TOAXOAa B  TOCYAapCTBEHHOM U
MYHUIIUTIAIGHOM YTIPABJICHHUH, a TaKKe TPeOOBAHUS K CHCTEME MOTHBAIIMHU, TIOATOTOBKE
¥ O0YUYEHHIO CIIELIUATUCTOB.

3. TepMUHBI U OoNIpeAeSIeHUsA

,Z[J'IH LIeJe HaCTOSIIETO CTaHz[apTa HCIIOJIB3YIOTCA CICAYIOIMEC OCHOBHBIC
TCPMHHEI U OIIPCACIICHUA.

1) KJIHEHT. (U3HYECKOE JHIO, SBISIONICECS 3asBUTEIEM B 3HAYCHUU
®enepanbHoro 3akoHa ot 27.07.2010 Ne 210-®3 «O6 opraHuzanuu MpeAOCTABICHUS
TOCYTapCTBCHHBIX W MYHHIUIAIBHBIX YCIyT» WIM TOTCHIHAIBHBIM 3asBHTEICM,
B3aUMO/JICHCTBYIOIIEE CaMOCTOSITEILHO WM Yepe3 YIOJIHOMOYEHHOIO MPEICTABUTEIIS C
OpraHaMy BJIACTH W YHOJHOMOYEHHBIMU OpraHU3AlUsIMU C IEJIbI0 YJIOBJIETBOPEHUS
cBomx moTpeOHocTe. K kimmeHTam oTHOCsATCS rpaxkaane Poccuiickoir ®Denepanmw,
WHOCTpPaHHBIC TpakIaHe, JIUIA C TBOWHBIM TPaXKIaHCTBOM U JIMIIa 0€3 rpaxaaHCTBa;

2) NOTPe0OHOCTh KJIMEHTA. HEOOXOAUMOCTb JOCTH)KEHHSI pe3yJibTara,
pelIeHrs 33aJla4ll UM BOIpOCa, peain3yeMasi KIMEHTOM MOCPEICTBOM MOJIYyYEHUs yCIyT
U CEpBHCOB,;

3) OKMJIAHWSI  KJMEeHTAa.  [peanojiaraeMble  KIMEHTOM  Habop U
XapaKTePUCTHKHU JICHCTBHUM, B TOM YHCIE CBS3aHHBIX C (DMHAHCOBBIMHU, TEXHUYECKHMH,
JOTUCTUYECKHMMH, BPEMEHHBIMH U WHBIMU 3aTpaTaMu, M Pe3yJbTaTOB MPEI0CTABICHUS
opraHamMM BJACTH U  YNOJHOMOYEHHBIMU OpraHu3alMsIMH YCIYI U CEpPBHUCOB,
HAIpPABJICHHBIX HAa y/IOBJIETBOPEHUE OTPEOHOCTU KIUEHTA,

4) KJIMEHTOLEHTPUYHBIN MOAX0J B IOCYIapCTBEHHOM W MYHHMUIMIIAJIbHOM
YIPaBJIEGHUM. TIOAXOJ B TOCYJapCTBEHHOM W MYHHUIMIAIBHOM  YIIPABIICHUH,
OCHOBaHHBI Ha BBISBICHUM M HW3YYCHHU NOTPEOHOCTEH KIMEHTAa, IOCTOSHHOM
YJIYYIICHUU B3aMMOJEHUCTBUS OPraHOB BJIACTU M YIOJIHOMOYEHHBIX OpPraHHU3alud C
KJIMEHTOM JJis YJOBJIETBOPEHMSI €ro MOTpeOHOCTe C HaMepeHHEeM MpPEeB30HTH ero
0XKHUJIAHUS,

5) YCJAYIHM: JesATEeIbHOCTh, CBSI3aHHAS C pealn3alueil TOCYJapCTBEHHBIX U
MYHHUIMIAIbHBIX yciyr B 3HaueHHM DenepanbHoro 3akona ot 27.07.2010 Ne 210-P3
«O0 opraHM3aIy MPEAOCTABICHHUS IOCYIapCTBCHHBIX M MYHHIIMIAIBHBIX YCIYTY, JTHOO
UHBIX PabOT W YCIyr, MPeIoCTaBISEMBIX T'OCYJAPCTBEHHBIMH W MYHHITUIATBHBIMHU
VUPEKIECHUAMH,  JUOO  yCIYyr, TPEAOCTABISIEMbIX  HWHBIMH  OpraHU3alMSIMU,
YIIOJJHOMOYEHHBIMU B COOTBETCTBHM C 3aKOHOJATENbCTBOM Poccuiickon denepanuu, B
TOM YHCJIE HA OCHOBAaHHUH JI0TOBOPA, IPEAOCTABIATH YCIYTH KIUEHTY;

6) CEPBHUCHI. IIPCAOCTABIISACMBIC KIMCHTY HI/I(l)pOBbIMI/I cCucréMaMu OpraHoOB
BJIACTH U YIIOJTHOMOYCHHBIX OpFaHI/ISaHI/Iﬁ YCIIYTH, UX YaCTH,

7) OpPraHbl BJACTH W  YINOJHOMOYEHHbIe OPraHM3alMU:  OpPraHbI
rOCYJApCTBEHHON BJIACTH, OPraHbl MECTHOIO CaMOYIPABJICHUS, I'OCYJAapCTBEHHBIE U
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MYHUIUIAIBHBIE YUPEKICHUs (IPEeANPUATHS) U UHbIE OpPraHU3alliy, YIOJIHOMOYEHHBIE
B COOTBETCTBUM C 3aKoHoAarenbCcTBOM Poccuiickorn @Penepauuu, B TOM 4YHUCIE Ha
OCHOBAaHHMU JOTOBOPA, BBIMNOJHATH pPabOThl W TPEIOCTABNIATH YCIYTM U CEPBHUCHI
KIINEHTaM;

8) JKM3HEHHAsl CUTyalMsi: HaJIWYMe WM HACTYIUICHHE OOCTOSTEILCTB,
BJICKYIIIUX IS KJIMEHTa BO3MOXKHOCTh WM HEOOXOAMMOCTH B3aMMOJICHCTBOBATH C
OpraHaMH{ BJIACTH W YIIOJTHOMOYCHHBIMH OPTaHU3ALMSAMU B IEIAX IOIYUYCHHUS YCIYT H
CEpBUCOB;

9) YIOBJIETBOPEHHOCTh KJIMEHTA: H3MEPUMOE BOCIPHUATHE KIMEHTOM
CTENIEHU BBIITOJIHEHHSI €T0 OKUIAHUMN;

10) npo¢uab KJIMEHTA. COBOKYITHOCTh CBEICHHIMA KJIMEHTE, KOTOpHhIE
UCIOJIb3YIOTCS JUISl ONpPEENICHUs TPYII KIMEHTOB, CXEM IMOBEACHUS W NPENNOYTEHUN
ATUX TPYNI KIUEHTOB € LENbI0 YIyYlIIEHUS! KIUEHTCKOTO OIbITa,;

11) npo¢uIb KINEHTCKOT0 CerMEHTAa: COBOKYIHOCTh (DaKTOB, CBEJCHUI U
OOIIMX XapaKTepUCTHK, NPUCYIIUX TIpyHNe KJINEHTOB, CXOXHUX I0 KaKoMy-I10o
NPU3HAKY WIN COBOKYITHOCTH IPU3HAKOB,;

12) KJIMEHTCKHIi MyTh: TOCICIOBATEILHOCTh JICHCTBUI KITUCHTA, KOTOPHIC OH
OCYIIECTBIJISIET OT MOMEHTa BO3HMKHOBEHHS OXHAaHUS (TOTPEOHOCTH) O MOMEHTa WX
YIIOBJIETBOPEHUS, B TOM YHUCIIE NPU B3aUMOJICHCTBUU C CEPBUCAMH;

13) kapra KJIHMEHTCKOr0 TWYTH: OIMCAaHHE KJIMCHTCKOTO MyTH B BHIE
JIITOPUTMOB M CX€M, B TAaOJIMYHOMN, Tpaduueckoi Wi cMemanHou popmax;

14) kJIMEHTCKHH ONBIT: W3MepuUMas OLEHKa KIMEHTOM pe3yJbTaToB
IPOXOXKIEHUS KIUEHTCKOTO IyTH, B TOM 4HCIE €ro OTAEIbHBIX 3TaloB B BHJE
COBOKYIHOCTH KOTHUTHBHBIX, YMOLIMOHAIBHBIX, CEHCOPHBIX U MOBEJIECHYECKUX PEAKIUI
noTpeouTens;

15) KJIMEHTCKHIl CIeHAPHW: MMOCIIeI0BATEIbHOCTh ICHCTBHI KIUCHTOB WIIH
WHBIX CYOBEKTOB B3aMMOJICHCTBUS B paMKaXxX MPEAOCTABJICHUS YCIYTH, B TOM YHUCJE MPHU
B3aMMOJICICTBUM C CEpBUCAMM, HAIlpAaBJIEHHAs Ha I[IOJYYEHHUE OINPEICIICHHOTO
aIMUHHUCTPATUBHBIMU IPOLEAYPAMH pE3yibTaTa MPOXOKIACHUS OTACIBbHBIX JTAIlOB
KJIIMEHTCKOTO ITYTH;

16) npoakTHMBHOe NpeAOCTABJIEHHE YCJIYT M CEPBHCOB: IPEIOCTaBICHUE
KJIMEHTY Habopa yClIyr U CEpBUCOB JJIsl YJOBJIETBOPEHUsI €ro moTpedHocTel 0e3 mojayu
KJIMEHTOM 3arpoca Ha MOJy4YeHHE YKa3aHHBIX YCIYT U CEPBHCOB,;

17) IlpoekTHbIii oduC. I[EHTP METOAOJOTHH M DKCIEPTHU3bl BHEIPCHHUSI
KJIMEHTOLIGHTPUYHOTO TMOAXoAa Ha (eaepalbHOM, PETHOHATBHOM, MYHMIIMIIATEHOM
YPOBHSX YIIPABJICHUS;

18) ypoBeHb KJIMEHTONEHTPHYHOCTH. U3MEpuUMas  OICHKA  CTCICHU
BHEAPECHUS KIMEHTOLUECHTPUYHOTO NOAXOJAa B TOCYAAPCTBEHHOM W MYHHIUMIIAJIBHOM
yYIPaBIICHUH;



19) npoexkTHpOBaHWe: JEATCIBHOCTh, OCHOBaHHAs Ha METOJOJIOTUH U
TEXHOJIOTUSIX, HalpaBJeHHAas Ha pa3pabOTKy YCIYr M CEPBHCOB B COOTBETCTBUHU C
TpeboBaHusIMU HacTosiiero CTaHnapTa,

20) peMH:KMHHMPHWHI. JIEATCIIHOCTh, OCHOBAaHHAs Ha METOJIOJIOTHH U
TEXHOJIOTUSX, HANpaBlieHHas Ha pedOpMUPOBAHHE WIH MEPENPOSKTUPOBAHUE YCIYT U
CEpPBUCOB B IEJISIX ONTHUMU3AIMHU JIEATEIbHOCTH OPraHOB BJIACTH U YIMOJHOMOYEHHBIX
opraHuzanui, uisi 00ecredYeHUs COOTBETCTBHS MPEAOCTaBIISIEMBIX YCIYT U CEPBUCOB
TpeboBaHusiM HacTosero Cranaapra,;

21) TOYKHM B3aMMOJEHCTBHSI KJIHEHTa ¢ OpPraHaMH BJIACTH H
YINOJHOMOYEHHBIMU OPraHU3aAUNMAMMU. UEGPOBBIE TOUKH: - OQUIMAIbHBIE CANTHI
(mopTtasnel), MOOWIbHBIC TNPUIOKEHUS, COIUATbHBIE CETH, MECCEHIKEPHl, 4aT-O0ThI,
TOJIOCOBBIE TOMOIIHUKH, KOJUI-LIEHTPBI; 0 (dIIaiiH-TOYKU: - MeCcTa MpHeMa KIUEHTOB B
opraHax BJIACTH M YIOJHOMOYEHHBIX OpraHu3alusx, 000COOJEHHbIE YUPEKACHUS, TJe B
PEXHUME «OAHOTO OKHa» MPEAOCTaBISIOTCS yCIyrd U cepBuchl kiueHtam (MOL] «Mowu
JOKYMEHTBI», IEHTPHl 3aHSATOCTH HACENEHUsS, IEHTPbl MUTPAIMH, TYPUCTUUYECKUE
IICHTPBI U IPYTHE), MECTA JITUTCILHOTO HAX0XICHUS (IIKOJIbI, OOJBHUIIBI U IPYTHE).

4. OCHOBHBIE MOJIOKEHHA
4.1. PykoBoasiiiiue NpUHIHAIBI

B cooTtBeTcTBHM C I[eKnapauHeﬁ LICHHOCTEH KIIMCHTOUCHTPUYHOI'O IOCyI1apCTBa B
CTaHz[apTe IIPUMCHAIOTCA CIICAYIOIIHUC ITPUHINIIBI.

B uacmu pasnozo oocmyna:
4.1.1. YyeT 0cOOECHHOCTEN KaKI0r0 KIIMEHTA

JIOCTYITHOCTD YCIIYT M CEPBUCOB I BCEX KJIMEHTOB C YYETOM MX OCOOCHHOCTEH.
YcrpaneHnue 6apbepoB, B TOM UHCIIE TEXHUYCCKHUX, (PU3UICCKUX U COIUATbHBIX.

4.1.2. T[locTpoeHue yciayr U CEpBUCOB BOKPYT MOTPEeOHOCTEN KIIMEHTa

['ocynapcTBO aganTupyeTcst moJ NOTPEOHOCTH KIMEHTa, a He TpeOyeT ajanTainuu
KJIMEHTA 10| TpeOOBaHUs TOCy1apCTBa.

B uacmu a¢pgpexmusnocmu u yoobcmea:
4.1.3. Pemenue 3a7a4 KJIMEHTa BMECTO UCTIOTHEHHS OPMATBHBIX (PYHKITUI

l'ocynapcTBeHHBIE YCIYTH CIMOCOOCTBYIOT AOCTHKEHHUIO KAXKIBIM KIUEHTOM €TrO
3aKOHHBIX LEJIEH.

4.1.4. Vicnonp3oBanue Hanbosee MPOCThIX U YIOOHBIX METOIO0B PEIICHUs 3a]1aul

Knuenty npencrapnseTcs onepaTuBHOE pelieHue 3aaaun. B naeanpHo# cuTyanuu
3a/1a4a pelraeTcsi B MOMEHT OOpatieHus uiu 0e3 Heo0X0IUuMOCTH oOpaIeHus, YI00HbIM
JUTSL KJIIMEHTA CIIOCOOOM.

4.1.5. OGecnieueHne 3KOHOMUYECKON 3 (HEKTUBHOCTU NPOILIETYP U MPABUIT



l'ocynapcTBOM — ycTaHaBIMBAIOTCS  MHUHHMAlbHO-ONpABIaHHbIE  3aTpaTbl U
TpeOoBaHus s perieHust 3aga4. ONTUMHU3UPYIOTCS IPOLECCHI, YCTPAHSIOTCS MPErpajbl,
MOBBIIIAETCS [ICHHOCTh KIIUEHTA.

B uacmu eouncmea u yenocmuocmu:
4.1.6. [IpunsTHE penIeHN HA OCHOBE TOCTOBEPHBIX JAHHBIX

OpFaHI/I3aHI/I}I IMpCaAOCTABJICHUA YCIYI' U CCPBHUCOB OCYHICCTBILACTCA HAa OCHOBAHUU
00BEKTHBHBIX AAaHHBIX, a HC CTCPCOTHUIIOB. B YaCTHOCTH, CYXXJICHHA W BBIBOJbBI O I'PYIIIIC
KIMCHTOB, HX HOTpe6HOCT$IX, 0COOCHHOCTSIX M ONBITE OCHOBBIBAIOTCA Ha aHAJIM3E
00BEKTHBHBIX JaHHBIX.

4.1.7. TlocnenoBaTeIbHOCTD B MPUHATHH PEIICHUA U OCYIIECTBICHUU JCHCTBUIA

AHaJIOTUYHBIE CHUTYallMM € 3alpoChl pPEHIaroTCs eIuHOoOoOpa3Ho. l3MmeHeHue
MOJIX0JIa SIBJISIETCS. CUCTEMHBIM, a HE PE3yIbTaTOM CIIYYaHHOCTH WM CYOBEKTHBHBIX
npedepeHIn.

B uacmu nocmosannoco nogvluenus kavecmea u npoaKmueHOCmMu:
4.1.8. Onepexaroniue JeHCTBUS, TIOBBIIIICHUE KaYeCTBa, YCTPAHCHNE OIUOO0K

['ocynapcTBOM BBICTpauMBaeTCsi CHUCTEMa IOCTOSIHHOTO YIYYIIEHHUS YCIYI U
CEPBHCOB, [TOMCKA U ONEPATUBHOTO YCTPAHEHUS OLIMOOK.

4.1.9. BHenpenue HHHOBAIUI

l'ocynapctBO mnpuUMEHSET HOBBIE TEXHOJOIMM W JPYyrH€ BO3MOKHOCTH IS
YIIY4IIeHUs! YCAYT U cepBUCOB. HOBOBBeIeHUS MPOXOIAT 00s3aTEIbHBIC TECTUPOBAHUS U
BHEAPSIIOTCS ONEPATHUBHO.

4.1.10. [IpoakTUBHOCTH

[IpoakTHBHOE TMpPEIOCTaBIECHUE YCIYr M CEPBUCOB MPH HATUYMH OOBEKTHBHOM
BO3MOYKHOCTH U COTJIACHM KJIMEHTA B PaMKax »KU3HEHHBIX CUTYaLIHi.

B uacmu obvexmusnocmu u 6ecnpucmpaCMHocmu.'

4.1.11. TIlpenocraBieHue  akTyajdbHOM  WHGOpMAIIMK,  MOTHBHUPOBAHUE
IIPUHUMAEMBIX PEIICHHUI

Nudopmanus o npaBuiiax, npoueaypax, npaBax KJIMeHTa, IPUHATHIX PELIECHUX, a
TAK)K€ O CTaTyce KOHKPETHOIO 3aIpoca IPEIOCTABIAECTCS CBOEBPEMEHHO M SIBISETCS
JOCTYITHOM B YAOOHBIX Ui KJIMEHTAa TOYKaX B3aMMOACHCTBUSA U MOTHUBUPYETCS
JOCTYMHBIMH I KITUEHTa (YOPMYINPOBKAMH.

4.1.12. Tloompenue oOpaTHOW CBSA3M, MPU3HAHKE UMEIOIIUXCS TPOoOIeM

OOpatHast CBsSI3b CO CTOPOHBI KIHMEHTOB BOCHPHUHUMAETCA KakK TOMOIIb B
COBEPIICHCTBOBAHUH YCIYT U cepBUCOB. [IpoOemMbl HE CKPBIBAIOTCS M HE OTPHUIAIOTCS.

B uacmu omgKpslmocnmu u npospadiHocmu.

4.1.13. OTKPBITOCTD




l'ocynapcTBO B3aMMOAECHCTBYET C YEIOBEKOM B OTKPBITOM JMAJIOTe, YYUTHIBAET
00paTHYIO CBSI3b M IOHUMAET NOTPEOHOCTH YEIIOBEKA.

4.1.14. Ilpo3payHOCTh

[Tponenypsl rocyaapcTBa Npo3payHbl: HH(GOPMAIHS IPEJOCTaBIsIeTCS B IPOCTON
U TOHATHOW (opMe, MNPUHATHIE PEIIEHUS M JOCTUTHYTBIE pEe3yJbTaThl JIOCTYITHO
00BsACHAIOTCS. [laHHBIE, HA OCHOBAaHUHU KOTOPBIX IPHUHSTHI PEILIEHUs, TyOIMKYIOTCS.

B uacmu 3aummnozo dosepus u bezonacnocmu.
4.1.15. BeinmonHenue oOemanui

[1yOnuuHO B3sAThIE Ha ceOsl 0043aTENIbCTBA U IUIAHBI UCIIONHAIOTCS. B ciydae He
JOCTH)KEHUs HEOOXOAMMOIO pe3yibTaTa JAaHHBIM (DaKkT MpHU3HAEeTCs ¢ MOCIEAYHOIIUM
00BSICHEHHEM IPUYHH.

4.1.16. Tapantus O0€30MaCHOCTH B3aUMOJCHCTBUS C TOCYIAapCTBOM H
KOH(DUACHIINATBFHOCTH TaHHBIX

Peanuzauus yciyr U cepBUCOB HE CO3Ja€T PUCKOB Jid O€30MacHOCTH KIIMEHTA,
€ro 3/I0pOBbsl, UMYIIIECTBA, a TAKXKe 3alIMINAeT KOH(HICHIHATBHYIO HH(DOpPMAIUIO H
nepcoHaIbHbIC JaHHBIC KIIMEHTA.

4.1.17. OTBETCTBEHHOCTD

OpI‘aHBI BJIAaCTH, YIOJIHOMOYCHHBLIC OpraHu3alvi MW HX pa6OTHI/IKI/I HECYT
OTBCTCTBCHHOCTD IICPCA KIIMCHTOM 3a HCCO6JIIOI[€HI/I€ IMPUHIHIIOB CTaH;(apTa.

4.2 Peanu3anusi KJIHNEHTOLHEHTPUYHOIO MOAX0Aa B TOCYAAPCTBEHHOM WM
MYHHUIIUNIAJTbHOM YTIIPaBJIeHHH

4.2.1. KIUEeHTOLUEHTPUYHBIA TMOAXO0J B TOCYAApPCTBEHHOM M MYHHUIMIAIBHOM
YOPaBJICHUU  BHEAPSETCS  TMOCPEJACTBOM  BBIMIOJHEHUS  OpraHaMM  BJAacTH |
YIOJIHOMOYEHHBIMU OpraHu3anusaMu TpedoBanuii CTangapra.

1) TpeOOBaHUH K BBISIBICHUIO U U3YYCHHIO TOTPEOHOCTEH KIMEHTOB;

2) TpeOOBaHMH K  TPOEKTUPOBAHUIO  HOBBIX WM PEHMHXXUHHPUHTY
CYLIECTBYIOUINX YCIYT U CEPBHUCOB;

3) TpeOOBaHUN K MPOIIECCY YIOBICTBOPEHUS MOTPEOHOCTEN KIMEHTa MyTeM
MPEIOCTABJICHUSI YCIYT ¥ CEPBUCOB,;

4) TpeOOBaHMI K B3aMMOJAEWUCTBUIO C OpraHaMH BJIACTU U YHOJTHOMOYEHHBIMU
OpraHM3alysIMU B TUIIOBBIX TOYKaX B3aMMOJEUCTBUS C KIIMCHTAMMU.

4.2.2. OTBETCTBEHHBIE 32 NIPEAOCTABICHUE YCIYT B paMKaxX KU3HEHHON CUTYyalluu
Oprassl BJaCTH M YIOJJHOMOUYEHHBIE OPraHU3AIMH €KETOJHO JOJIKHBI:

1) ompenesaTh ¢ ydeToM pekoMmeHmanui I[IpoekTHoro odwuca >XKu3HEHHBIE
CUTyallUH I BHEIPEHHUS KIMEHTOLEHTPUYHOIO IMOAXO0Aa B TOCYJApCTBEHHOM U
MYHHMIMIIAJIEHOM YIIpaBJIECHUH;



2) yTBEpPKAAaTh IUIAHBI O BHEAPEHUIO KIMEHTOLUEHTPUYHOTO MOAXOJa B
rOCy/IapCTBEHHOM M MYHHIIMIIAIBHOM YTPABIECHUU C YYETOM TpeOOBaHUN HACTOSIIETO
Crangapra u Crangapra «l'ocyqapcTBo JUisi BHYyTPEHHETO KIHMEHTa;

3) dopMupoBaTh JUIA  peaNu3alUd  IUIAHOB  Kpocc-()yHKUIHMOHAIbHbIE
(CKBO3HBIE) KOMaH/Ibl C IPUBJICYEHUEM COTPYIHUKOB OPraHOB BJIACTH U MpeICTaBUTENEH
YIOJIHOMOYEHHBIX OpraHM3aluid B 3aBUCUMOCTH OT JKH3HEHHOM CHUTYyallMM, a TaKXKe
OOLIECTBEHHBIX OpraHU3alui MpeANpUHUMATENEH, YIOJHOMOYEHHBIX IO 3alllUTe IpaB
npearpuHUMaTeiel, pa3paboTUNKOB MPOTOTUIIOB YCIYT U CEPBUCOB, MHBIX 3KCIEPTOB;

4) oOecreunBaTh pealn3alyio IUIAHOB MO0 BHEAPEHHUIO KIMEHTOLEHTPUYHOIO
NOAX0Ja B TOCYJapCTBEHHOM W MYHHIWIAIGHOM YIPaBICHUH B COOTBETCTBUHU C
tpeboBanmsmMu Ctangapra «l ocynapcTBO Uil BHYTPEHHETO KIHEHTAY;

5) obecrnieunBaTh KOHTPOJIb JIOCTUKEHUS nokasaTeneit
KIIMEHTOLIEHTPUYHOCTH, YKa3aHHBIX B pa3nene 6 Crangapra.

4.2.3. ComnpoBOXJICHHE pEaTU3alMA  KIUECHTOICHTPUYHOTO  TMOAXO0JIa B
TOCYAapCTBEHHOM ¥ MYHHUIIMIAIBHOM YIpaBiIeHUU obOecrneunBaeTcss [IpoeKTHBIM
oducom.

4.2.4. K 3amagam [IpoekTHOTO Ohrica OTHOCATCS:

1) BBITIONTHEHUE (PYHKIUI orepaTopa peecTpa KU3HEeHHBIX CUTYaIui;

2) pa3paboTKa M COBEpIICHCTBOBAHME CTPATETMYECKHMX W METOAUYECKUX
JOKYMEHTOB 1O  BOIPOCAM  BHEIPEHHs  KIWEHTOLECHTPUYHOTO  IOAXOJa B
FOCYJapCTBEHHOM M MYHHUIMIIAJBHOM YIPAaBICHUM, B TOM 4YHCIE PYKOBOJACTB IO
KIIMEHTOLIEHTPUYHOMY JIU3aliHy U IPOTOTUIIMPOBAHUIO YCIYT U CEPBUCOB;

3) METOANYECKOE COIPOBOXKICHUE W KOHCYJIBTUPOBAHUE OPraHOB BIIACTH U
YIOJHOMOYEHHBIX OpraHM3alMii 10 BONPOCAM BHEIPEHHUS KIMEHTOLEHTPUYHOTO
N0JIX0J1a B TOCY/IapCTBEHHOM M MYHULIMIIAJIbHOM YIPaBJICHUHU;

4) COMpOBOXKJeHUE (POPMUPOBAHMS KpOocC-QYHKIMOHAIBHBIX KOMaHJ U3
NpEeJCTaBUTEICH OPraHoB BIIACTH, YIMOJHOMOUYEHHBIX OpraHu3aluil, pa3pabOoTUYMKOB
IIPOTOTHUIIOB YCIYT ¥ CEPBUCOB, UHBIX DKCIIEPTOB;

5) BBISIBJICHUE M W3Y4YEHUE TOTPEOHOCTEH KIMEHTOB JUIsl MPUOPUTETHBIX
JKU3HECHHBIX CUTYalUH;

6) TECTUPOBAHMWE Ha LEJEBBIX AYAUTOPUAX IMPOTOTUIIOB YCIYI U CEPBUCOB
MIPUOPUTETHBIX KU3HEHHBIX CUTYalIMH 1O UX BBOJIA B IKCILTYaTAIUIO;

7) MOHUTOPHHT YAOBJIETBOPEHHOCTH KIIMEHTOB;

8) OIICHKAa  YPOBHEM  KJIMEHTOUECHTPUYHOCTH  OpPraHOB  BJIACTH U
YIOJTHOMOYEHHBIX OpTraHU3aI1H.

4.2.5. TIpoeKTHBIM O(PHCOM €KETOAHO OTMPEICISIIOTCS MPUOPUTETHHIE KU3HCHHBIE
CUTyallUu JUIsi BHEAPEHUS KIMEHTOLCHTPUYHOTIO IMOJAX0J4a B TOCYHAPCTBEHHOM H
MYHUILIMNIAJIBHOM ~ YOPaBJICHUUM H  JOBOJATCS B  KA4eCTBE PEKOMEHAAUUM 10



OTBCTCTBCHHEIX 3a IPEAOCTABJICHUC YCIYI U CCPBHUCOB B paMKax JKU3HEHHOM CUTyallnuu
OpraHoOB BJIACTH U YIIOJTHOMOYCHHBIX 0pFaHH3aHHﬁ.

4.2.6. PykoBOoACTBa MO KIMEHTOLICHTPUYHOMY JU3aliHYy U MPOTOTUIIMPOBAHHIO
YCIYT M CepBUCOB pa3padbarsiBatoTcs [IpoekTHhIM odricoM Ha OCHOBaHHMHM TpPeOOBaHUMA
Cranymapra, HOPMATHUBHBIX M METOAMYECKUX JOKYMEHTOB [0 MPOCKTUPOBAHUIO
U(POBBIX CEPBUCOB.

4.2.7. TecTupoBaHHE TPOTOTHUIIOB MPHOPUTETHBIX YCIYT M CEPBHUCOB JOJIKHO
OCYIIECTBIIATBCS HA  LEINEBBIX AayJUTOPUAX KIMEHTOB  CIIEIUAIN3UPOBAHHBIMU
noapaszneneHusmMu  [IpoektHoro o¢guca — 1abopaTOpUsIMM  I10JIB30BATEIBCKOIO
TECTUPOBAHU.

4.2.8. TlpoextHblii opuc obecreynBaeT pazpabOTKy OOYHYAIOUIMX METOJUYECKUX
MaTepHaliOB JUIsI MOATOTOBKM KPOCC-(PYHKIIMOHATBHBIX KOMAaHI OpPraHOB BIIACTH W
YIIOJIHOMOYEHHBIX OpPTraHU3alui, COMPOBOXKAAET Mpolecc ux odydeHus. TpeOoBaHus K
npodeccuoHaIbHONW TMOArOTOBKE M OOYYEHHMIO KaJpoB IPEACTaBIIEHbl B paszaene [
Crannapra u Crannapre «l ocy1apcTBo AJisi BHyTPEHHETO KIUEHTay.

4.29. TIlpoektHplii oduc  obecnieynBaeT  MPOBEJACHHE  MOHHUTOPHHTA
YIIOBJIETBOPEHHOCTH KIMEHTOB MyTeM: cOOpa W aHajdn3a CTaTUCTUYECKUX JAHHBIX O
NPEOCTABICHUN YCIYT ¥ CEPBHCOB B paMKax >KM3HCHHBIX CHTyallld, HW3Y4YCHUS
0o0paTHOM CBSI3U OT KJIIMEHTOB 00 yJOBJIETBOPEHUHU UX MOTPEOHOCTEW, BKIHOYAs aHAIHU3
kKanoO, oOpalleHuid, TPEIIOKEHUN KIUEHTOB, OIEHKH TOJYUYEHHBIX UMHU YCIYT U
CEPBHCOB B paMKaXx KU3HEHHOW CUTYaIiH.

4.3. TpeOoBaHusl K BHISIBJEHUIO U U3yYeHHIO MOTPeOHOCTEH KJIUEHTOB

4.3.1. BoisiBneHME © U3Yy4YeHHE TMOTPEOHOCTEH  KIMEHTOB  MPOBOISTCS
OTBETCTBEHHBIMU 32 MPEJIOCTABICHHUE YCIYT U CEPBUCOB B paMKaX KMU3HEHHOW CUTyaIluu
opraHamMH BJacTH W YIOJHOMOYCHHBIMH OPTaHHM3AIUSMHU U JIOJDKHBI COOTBETCTBOBATH
CJIEIYIOIIUM TPEeOOBaHUSIM:

1) OCHOBBIBAThCS HA OOBEKTUBHBIX JAHHBIX

2) YYHUTHIBATH OCOOCHHOCTH W HaBBIKU KaXKJOW I'PYIIBI KIIMCHTOB,;
3) MOOUIPSTH OOPATHYIO CBA3b CO CTOPOHBI KIIMEHTOB,

4) Pa3bACHATH KIIMEHTaM PE3yJIbTaThl IPOBEJACHHBIX Pa0oOT.

4.3.2. BhIsSBIICHHE W HM3yYCHHE IMOTPEOHOCTEH KIMEHTOB BKIIOYACT CIICIYIOIINE
ATAIIbI:

1) CEIrMEHTalys KIMEHTOB U C60p CBG)ICHI/If/'I O KJIUCHTCKOM OIIBITE,

2) pa3paboTKy (aKTyanu3almo) KapT KINEHTCKHUX ITyTeH;

! Tlon «0OBEKTUBHBIMY JJAHHBIMUY 3/1€Ch OHMMAETCS MH(OPMAIIHs, COAEPKAIASACA B HOPMATUBHBIX MMPABOBBIX U
(mmm) MHBIX O(UIMATBHBIX JOKYMEHTAaX, WIM OTHOCSIMIAACA K O(GHUIMATBHON CTaTUCTHYECKON HH(OPMAINH, WIH
MOJy4eHHAs! B pe3yibTaTe HAYYHBIX M WHBIX HCCIEIOBAaHWH, OMHMPAIOIINXCS HA METOHOJIOTHIO, ITOIIAIONTYIOCS
npoBepke (BepuHKaINN).
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3) NPUHSITHE PEIICHUI 110 UTOraM U3y4eHHUs MOTPEOHOCTEH KIMEHTOB.

PCSYJ'II)TaTI)I BBIABJICHUA W U3YUYCHUA HOTpe6HOCTeﬁ KIIMCHTOB  ABJIAIOTCA
OCHOBAHHUECM.

a) JUIsl yJOBJIETBOPEHUS OTPEOHOCTEN KIMEHTOB MMYTEM MIPEIOCTABICHUS YCIYT U
CEPBHUCOB OPTraHOB BJIACTH U YIOJHOMOYEHHBIX OpraHU3alui;

0) UIsl MPOEKTUPOBAHMSI HOBBIX U PEMHXKMHHUPUHIA CYIIECTBYIOLIUX YCIYI H
CEpPBHCOB OPTraHOB BJIACTH U YIIOJTHOMOYEHHBIX OpraHU3alui;

B) JUIsl IOJTOTOBKMA OTBETOB IO 3alpOCy KIMEHTOB B OTHOILIEHUH MOTPEOHOCTEH,
YVAOBJIIETBOPEHHE KOTOPBIX B CHUJY 3aKOHOJATENbCTBA, (PUHAHCOBBIX
BO3MOXXHOCTEH WM HMHBIX OOCTOSITENILCTB Ha MOMEHT B3aMMOJECHCTBUS C
KJIMEHTOM HE MPE/ICTABIISACTCS BOZMOXKHBIM.

4.3.3. Opransl BIaCTH ¥ YIIOJHOMOUYEHHBIC OPTaHU3AIMH MTPOBOJAT COOP JaHHBIX
0 KJIMEHTaX U UX TEKYILIEM KJIMEHTCKOM OIIBITE B paMKaX >KU3HEHHOW CUTYaIUU.

4.3.3.1. JlaHHBIMH, HEOOXOJUMBIMH JJISI BBISBICHHS W HM3YYCHHS IMOTPEOHOCTEH
KJIUEHTOB, SABJISTFOTCS

1) OTKPBITHIE M OOIENOCTYIHBIC JaHHBIE, B TOM YHCJI€ CTAaTUCTUYECKHE
UCCJIEIOBAHUS, OTYETHl M MyOJIMKallMd O TMpoOiieMax B3aUMOJCWUCTBHS KIMEHTOB IPHU
MOJIyYEHUU YCIYT U CEPBUCOB,;

2) KajaoObl, oOpalleHusi, COOOIIEHUS O TOTPEOHOCTSAX, OT3BIBBl MU
KOMMEHTAPHUH KJIIMEHTOB B COLIMATIBHBIX CETSX, TPYNIAaX B MECCEHIKEPAX, HA MOPTAJIAX, B
MOOUIBHBIX TPHIOKEHHSX, B JIPYTrUX HH()OPMAIMOHHBIX CHCTEMaX OpPraHOB BJIACTU U
YIIOJTHOMOYEHHBIX OpTraHU3aIui;

3) JTaHHBIE OOIIECTBEHHBIX 00bETMHEHUI TPaXKIaH;

4) JIOKJIaJIbl  YIIOJJHOMOYEHHOrO II0 TpaBaM 4YeJoBeka B Poccuiickon
@enepanii ¥ yINOJTHOMOYEHHBIX TI0 IpaBaM 4YeloBeka B cyObekrax Poccuiickoit
®enepanun, YnoiHomoueHHoro npu Ilpesmaentre Poccuiickoit @denepannu mo mnpaBam
pebeHka 1 YyIoJTHOMOUYEHHBIX M0 MpaBaM pedeHka B cyobekTax Poccuiickoit deneparuu;

5) JOCTYITHBIE O00E3JTMYCHHbIE JaHHbIe 00 UCTOPUM MPEIOCTABICHUS YCIYT U
CEpPBHUCOB, HAXOIAIIMECS B PACHOPSHKEHWH OPraHOB BIIACTH U YIOJHOMOYEHHBIX
OpraHu3aIuu.

4.3.3.2. Ha ocHoBaHuM aHaiM3a COOpAaHHBIX JI@HHBIX OpPraHbl BIIACTH U
YIIOJTHOMOYCHHBIC OpTaHU3AIINHN

1) GOpMyNIUPYIOT TUIOTE3bl O CETMEHTAlMU KIMEHTOB M HMX KIUEHTCKOM
OTIBITE NPY MOJYYEHUHN YCIYT U CEPBUCOB;

2) OTIPENICTISIIOT METO/bl MPOBEJACHUS YIIIYOJICHHBIX HUCCICIOBAHUM C IICNIBIO
W3y4YeHUs KIMEHTCKOTO OMbITa M pa3padaThiBalOT TUIAHBI MO TPOBEACHHUIO TaKUX
HUCCIIEI0OBaHUM,

3) MOJIYYarOT COTJIACME KIMEHTOB HA H3YYEHHE KIMEHTCKOTO ONbITa IpHU
MPOBEJAECHUU UCCIENOBAHUM;
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4) MPOBEPSIIOT TUIOTE3bl O CETMEHTAIUU KIMEHTOB U MX KIMEHTCKOM OIbITE
nyTeM MPOBEACHUS MCCIEAOBAHUM, MPUMEHSS METOJbl COIMOJOTHYECKHUX OMPOCOB U
UHBIE, B TOM YHCIIE. CKPBITbIE WJIH OTKPBITbIE, MAacCOBbIE WJIM HHAUBHUIYyaIbHbBIC
HAOJIIO/IEHNs,  TOJb30BaTEIbCKUE  CAMOHAONIOAECHMS,  ONPOCHl,  AHKETHUPOBAHUSA,
rojocoBanus, (pOKyc-rpymibl, TIyOUHHBIE WHTEPBBIO, monb3oBareiabckoe (Ul- m UX-)
TECTUPOBAHUE UPPOBBIX PEIICHUIN U IPYTHE CIIOCOOBI U3YUECHHS KIIMEHTCKOTO OTIbITA.

4.3.3.3. Pe3ynbraToM CEerMEHTAIlMU KJIMCHTOB SIBIISICTCS OTHECCHHE W3YYCHHBIX
TPy KJIMCHTOB K )KU3HEHHOH CUTYalluu M MPO(UIIM KIHEHTCKOTO CETMEHTA.

4.3.4. B mensx BBIBICHHUS TOTPEOHOCTEH KIWEHTOB OpraHaMd BIIACTH H
YIIOJITHOMOUYCHHBIMU ~ OpPTaHU3allUsIMU  pa3padaThIBAIOTCS  TIEpBOHAuYalbHAasE U B
JATBHEUINEM aKTyaTu3UPYIOTCS KapTa KIMEHTCKOTO ITYyTH WM HECKOJIbKO TaKUX KapT Ha
OCHOBaHHH:

1) CerMeHTalluy KIMEHTOB U cOOpa CBEICHUM O KIIMEHTCKOM OIIbITE;

2) PE3yIbTaTOB MOHUTOPHUHIA YAOBJIETBOPEHHOCTH KIIMEHTOB.

4.3.4.1. Kapra KIMEHTCKOTO MyTH BKJIFOYAET CJICAYIONYI0 HHPOPMAITHIO:

1) OIHMCaHUE KU3HEHHOW CUTYAINH;

2) ONHCaHKUE MPOQIIIST KIIMEHTCKOTO CeTMEHTA,

3) TUIIOBBIC TTOTPEOHOCTH KIIMCHTA;

4) JNCHCTBHS KIMEHTa OT MOMEHTAa BO3HUKHOBCHHSI MOTPEOHOCTH IO MOMEHTA

UX yJIOBJIETBOPEHUSI;

5) BU/IbI (TUIIBI) IOJTYYEHHBIX KIIMEHTAMHU YCIIYT U CEPBUCOB;

6) TOYKM B3aUMOJACHMCTBUS C OpraHaMHM BIIACTH U  YINOJHOMOYEHHBIMU
OpraHu3alusIMU;

7) KIIMEHTCKHUU OIBIT B TOYKAX B3aUMOJIEHCTBUS.

B paMKax M3YUYCHUA KIIMCHTCKOTO OIIbITAa B KAPTY KIIMCHTCKOI'O ITYTH BKIIIOYAIOTCA
IIO3UTHUBHBIC Ha6HIOI[eHI/IH X THUIIOBBIC HpO6HeMBI KIMCHTOB B TOYKax BBaHMO,HefICTBPIH.

4.3.4.2. Ha ocHOBaHMM W3y4€HHUS KIUEHTCKOTO OIbITa, pa3paboTaHHBIX
(aKTyanu3upOBaHHBIX) KapT KIUEHTCKUX IyTed OTBETCTBEHHBIE 3a MPEIOCTaBICHUE
YCIIYT U CEPBUCOB B paMKax >KM3HEHHOW CHUTYyallMM OPraHbl BJIACTU U YIOJIHOMOYEHHbIE
OpraHu3aluu:

1) OTPENICTSAIOT TMPUOPUTETHBIC [IJI1 yIOBIETBOPEHHUS TMOTpeOHOCTEH U
pelieHus BBISABICHHBIX MPOOJIEM TPYIIIbI KJIUEHTOB UCXOJIA U3 OLICHKU WX YHUCICHHOCTU
U COIMAIBHO-3HAYUMOCTH BBISBICHHBIX MPOOJEM, OTPAHUYCHHOCTH HMEIOIIUXCS

pecypcos,;

2) pa3pabaThIBAlOT PEKOMEHAAIMK MO TOBBIIIEHUIO KayecTBa KIMEHTCKOTO
OTIBITA;
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3) nyOIMKYIOT Ha CBOMX O(DHMIMANBHBIX IMOpPTATaX WIH IPYTHM CIIOCOOOM
JOBOJISIT JI0 KIIMEHTOB PE3YJIbTATHI BBISIBJICHUS U U3y4EHUS MTOTPEOHOCTEH KIIMEHTOB.

HpI/I (bOpMI/IpOBaHI/II/I peKOMCHI[aHI/Iﬁ II0 IIOBBIMICHHUIO Ka4dy€CTBA KIMCHTCKOI'O
OIlbITa OpraHaMH BJIACTHU W YIOJIHOMOYCHHBIMU OpraHU3allUIMU HU3Yy4darOTCA JIYy4YIIUC
OTCUYCCTBCHHBIC U 3apy6e>1<HHe IMPAaKTUKU MIPCIOCTABJICHUA YCIYI' U CCPBHUCOB B paMKax
KHU3HCHHBIX CHTyaHHﬁ.

4.3.4.3. PesynpraTamu pa3pabOTKH WIH aKTyaJIM3alld KIWEHTCKUX ITyTeH
OpraHamH BJIACTU U YIOJIHOMOYEHHBIMU OPTaHU3ALUSIMU SBIISIOTCS:

1) KapThI KJIIMEHTCKUX ITYTEH;
2) PEKOMEHIALNH 10 ITOBBIIIEHUIO Ka4eCTBA KIMEHTCKOIO OIIbITa,;
3) ONyOJMKOBaHHBIC  PE3YJIbTAaThl BBIIBICHUS U  H3YYEHHUS  THUIOBBIX

noTpeOHOCTEN KIIMEHTOB.

4.3.5. Tlo pe3ympraraM pa3pabOTKH WM aKTyaJIM3allMi KapT KIUEHTCKUX ITyTeH
OpraHaMH BJIACTH U YIIOJHOMOYEHHBIMU OPTaHU3ALMSIMU HA PETYJIIPHON OCHOBE BEYTCS
peecTp KHU3HEHHBIX CUTyallMii W TNpPOPWIM KIUEHTCKHUX CErMEHTOB, HW3Yy4aloTcs
MOTPEOHOCTH  KJIMEHTOB, pa3padaThIBAIOTCS WM  aKTYaJU3HPYIOTCS  KIUEHTCKHUE
CLIEHApUHU.

4.35.1. Peectp >XW3HEHHBIX cuTyaluid BeaeTcs [IpoekTHBIM oducoM Ha
OCHOBAaHHWH TPEIJIOKEHUH OTBETCTBEHHBIX 3a MPEIOCTABJICHHUS YCIYT U CEPBHUCOB B
pamMKax >KW3HCHHOH CHTyallili OpPraHOB BJACTH W YIOJHOMOYEHHBIX OpTaHU3AIH.
Peectp XM3HEHHBIX CUTYyaIlMil BKIIOYaeT B ceOs cdepbl KU3HU, KU3HCHHBIE CUTYaIIUH,
npodUIU KIMEHTCKUX CETMEHTOB, KJIMEHTCKUE CLIEHAPUH, YCIYTH U CEPBUCHI, BXOISIIUE
B KJIMEHTCKUW CIICHAPHUIA.

4.3.5.2. Tlpodunm KIMEHTCKOTO CErMeHTa JOJDKHBI BKIIIOYATh OOE3JTMYCHHBIE
JMaHHBIE O KIUEHTaX, 00 WCTOPHH WX B3aUMOJICHCTBUS C OpraHaMH BJIACTH U
YIIOJTHOMOYCHHBIMH OPTaHU3ANUSIMH, O THIIOBBIX TOTPEOHOCTAX TPYII KIUCHTOB,
JIOCTATOYHBIE IJIs1 Pa3pabOTKU WM aKTyaJu3alllui KIMEHTCKUX CIICHAPUEB.

4.3.5.3. [Ilpomeccyl HaMOJMHEHWS, HW3MEHEHHUS, HCIIOIb30BaHUSA  TPOQPHUIL
KIIMEHTCKOTO CEerMEHTa JOJDKHBI 00ecTedyrBaTh HEBO3MOXKHOCTh HJICHTH(UKAIIUN
KOHKPETHOTO KJIMCHTA U CBEJCHUI O HEM.

4.3.5.4. JIns xaxxaou )KU3HEHHON CUTYallUH U TPYIIBI KJIMEHTOB OPTaHaMU BIIACTH
U YINOJIHOMOYEHHBIMU OpraHU3alUsIMU HU3Y4YaloTCsl U aKTYaJU3UPYIOTCS THUIIOBbBIE
MOTPeOHOCTH:

1) NOTPEeOHOCTH, KOTOPbIE MOTYT YJIOBJIETBOPSATHCSA IYTEM MpEAOCTaBICHUS
YCIIYT U CEPBUCOB,;

2) MOTPeOHOCTH, B OTHOIIGHMH KOTOPBIX BeIeTcS pabora MO UX
YAOBJIETBOPEHUIO 33 CUET MPOEKTUPOBAHMS HOBBIX M PEMHKUHHMPUHTA CYIIECTBYIOIINX
YCIIYT U CEPBUCOB;
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3) noTpeOHOCTH, KOTOpBIE HE MOTYT OBITh YIOBJIETBOPEHBI B TEKYIIUX
YCIIOBUSIX U B HEOOXOAUMBIE JUIsl KIINEHTOB CPOKH.

4,355, Jlna moTrpeOHOCTEH, KOTOpPhIE MOTYT YJOBJIETBOPATHCS IyTEM
NPEIOCTABICHUST YCIYT UM CEPBHCOB, OpraHaMW BIACTH U  YIOJTHOMOYCHHBIMU
OpraHu3anus MU pa3palaThIBAlOTCS U (WJIM) aKTyaIU3UPYIOTCS KIMEHTCKUE CLIEHApUU,
KOTOpBhIE OO0ECHeunBalOT OECIIOBHOE B3aUMOYBS3aHHOE MPOXOXKJEHUE KIUEHTCKOTO
nytu. KiimeHTckue crieHapun pa3pabaThiBalOTCS OpraHaMU BIACTH U YIIOJTHOMOYCHHBIMU
OpraHu3alusIMA Ha OCHOBAaHUU TPEOOBAaHWUU K TIPOIECCY MPETOCTABICHUS YCIYr |
cepBucoB (paznen 4.5 Crangapra) u TpeOOBaHUN K B3aMMOJICHCTBUIO C OPTaHaMU BJIACTH
U YIIOJTHOMOYEHHBIMU OPTaHU3alUSIMH B TUIOBBIX TOYKAX B3aMMOJEHCTBUS C KIIMEHTaMU
(pazmen 4.6 Cranmapra) ¢ y4eToM IIOKa3aTelled KIMEHTOUGHTPUYHOCTH (pa3aen 6
Crangapra). KiueHTCKkHe CIEHApUU aKTyalu3upyITCsS TpU pa3pabOTKe OpraHamu
BJACTM W  YNOJHOMOYEHHBIMH OpTraHU3allMsIMH  HOBBIX YCIYI U  CEpPBHCOB,
PEUHXHHUPUHTE CYIICCTBYIOIINUX YCIYT U CEPBHUCOB.

4.3.5.6. TpeOoBaHUS K MPOCKTUPOBAHUIO OpTraHAMH BJIACTU M YIIOJTHOMOYCHHBIMU
OpraHu3allMsIMA HOBBIX M PEUHXKUHUPHUHTY CYIIECTBYIOIIUX YCIYT U CEPBUCOB
npeacTaBieHbl B pazaene 4.4 Crangapra.

4.3.5.7. Opransl BIacTH M YIOJHOMOYCHHBIC OPraHU3AIMK pPa3pabaThIBAIOT U
BEyT B MH(DOPMALIMOHHBIX CUCTEMAaX OTBETHI HA YACTO 3a/1aBaéMbI€ BOIIPOCHI KJIIMEHTOB C
Y4ETOM CIIETYIOIINX TpeOOBaHUIA:

1) OTBETHl HAa BONPOCHI JTOJKHBI OBITH JOCTYNHBI BCEM OpraHaM BJIACTH U
YIOJHOMOYEHHBIM  OPTaHM3alMsM, OCYIIECTBILIIOIIUM IPEIOCTABICHUE YCIYr U
CEpPBUCOB B paMKax KM3HCHHOW CUTyaluu;

2) JUIsi TOTpeOHOCTEH, KOTOphIE HENb3s YAOBJICTBOPUTH, B OTBETaX Ha
BOIIPOCHI YKA3bIBAKOTCS IPUYUHBI, IO KOTOPBIM UX HEb3S YIOBJIETBOPUTb.

4.3.5.8. I1o pe3ynpTaTam U3ydeHus MOTpeOHOCTEH KIIMEHTOB:

1) B OTHOILEHUU MOTPEOHOCTEH, KOTOPbIE MOTYT OBITh YJOBJIETBOPEHBI IIyTEM
NPEJOCTaBICHNs CYHIECTBYIOLIMX YCIYI UM CEpPBHCOB, pa3padaTbhlBalOTCA  WIN
aKTyaJIM3UPYIOTCS KIMEHTCKUE CLEHAapuM, Ha OCHOBE KOTOPBIX OCYLIECTBISAETCS
yJIOBJIETBOPEHHUE JTAHHBIX MOTPEOHOCTEH KIIMEHTOB;

2) B OTHOIIEGHUM  TNOTpeOHOCTEH, Uil  YAOBJIETBOPEHHS  KOTOPBIX
CYILIECTBYIOLIUX YCIYT U CEPBUCOB HEAOCTATOYHO, IPOBOAUTCS IIPOCKTUPOBAHNE HOBBIX
YCIIYT U CEPBUCOB U (MJIN) PEUHKUHUPUHT CYLIECTBYIOIIMX YCIYT U CEPBHUCOB;

3) AKTyJIM3UPYIOTCS OTBETHI HA YaCTO 33/1aBa€MbI€ BOITPOCHI KJIMEHTOB.

4.4. TpeOoBanuss K TNPOEKTHPOBAHMI0O HOBBIX M PEHH:KUHHUPHHTY
CYLIECTBYIOIIUX YCJIYI H CEPBHCOB

4.4.1. TlpoexkTupoBaHHE HOBBIX, PEUHNKUHUPUHT CYIIECTBYIOUIUX YCIYyT H
CEPBHUCOB OCYIIECTBIIETCS OTBETCTBEHHBIMHU 3a IPEOCTABICHHUE YCIYI U CEPBUCOB B
paMKax >KU3HEHHOM CUTyallud OpraHaMy BJIACTH M YIOJIHOMOUYEHHBIMU OPTaHU3aLUSIMU
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B LIENSAX YIOBIETBOPEHHUs MOTpeOHOCTe kiaueHToB. [lpoliecc mpoeKTUpoBaHUS WU
PEVHKUHUPUHTA JTOJIKEH:

1) OCHOBBIBAThCSI Ha pPE3yJIbTaTax BBISBICHUS U U3YYEHUs] MOTpeOHOCTEH
KJIUEHTOB,
2) YUUTBHIBATH BO3MOXKHOCTH HMCIOJB30BaHUS YAOOHBIX JJIsI KIMEHTOB TOYEK

B3aUMOJCICTBUS C OpraHaMd BJIaCTH M YIOJHOMOYEHHBIMH  OpraHU3alMsIMU,
TpeOOBaHUs K HUM B COOTBETCTBUH ¢ paznenoM 4.6 Crannapra;

3) OCHOBBIBAThCSl Ha M3y4YeHUH LU(POBOIl MHPPACTPYKTYpPhl U OpPraHU3AIUU
MPOIIECCOB MPEIOCTABICHUS YCIYT U CEPBUCOB OpraHax BJIACTH U YINOJTHOMOUYEHHBIX
OpraHu3aIusx;

4) YYHUTBIBAaTh HOBBIE TEXHOJOTMH U APYTrM€ BO3MOKHOCTH JUISl ITOBBILICHUS
NOTPEOUTENBCKON IEHHOCTH FOCYAapPCTBEHHBIX YCIYT U CEPBUCOB;

5) BOBJIEKATh KJIIMEHTOB B Pa3pabOTKy M TECTUPOBAHHUE MPOTOTHUIIOB YCIYT U
CEpPBHUCOB J10 BBOJA UX B DKCILIyaTalUIO;

6) IMPUBOJNTD K IIOBBIMICHUIO KAYCCTBA KIIMCHTCKOI'O OIIbITA.

4.4.2. Tlpouecc MpOEKTUPOBAHKS HOBBIX, PEMH)KUHUPHHT CYIIECTBYIOIIMNX YCIYT U
CEpPBUCOB BKJIIOYAET:

1) MOArOTOBKY K MPOEKTUPOBAHUIO HOBBIX HJIU PEHHKUHUPUHTY CYIIECTBYIOIINX
YCIIYT U CEPBUCOB,

2) pa3paboTKy M TECTUPOBAHHE MPOTOTUIIOB YCIYT U CEPBUCOB,;

3) BBOj IMPOTOTHUITIOB YCIIYT U CEPBUCOB B IKCILTyaTaIHIO.

4.4.3. OcHOBO# AJIs IOJATOTOBKY IpoIiecca MPOSKTUPOBAHUS WIIH PEUHKUHUPUHTA
CYILLECTBYIOUIUX YCIIYT U CEPBUCOB SIBIISIIOTCA:

1) pa3paboTaHHBIC WJIH AKTYaJIM3UPOBAHHBIC KAPThI KIMEHTCKUX MTyTEH;

2) PEKOMCHAAIUH I10 IOBLIIMICHNIO KAaU€CTBA KIIMCHTCKOI'O OIIbITA.

4.4.3.1. IloaAroTOBUTENBHBIN 3TAIl IPU MPOEKTUPOBAHUH HOBBIX YCIYT U CEPBHUCOB,
PEMHXWHHUPUHTE CYLIECTBYIOIIMX YCIYI U CEPBHUCOB B paMKaxX XU3HEHHOW CHUTyaluu
TaK)K€ BKIIFOYACT:

1) mpu peMH)XUHUPUHIE CYIIECTBYIOIIUX YCIYT U CEPBUCOB:

a) aHaJau3 HOPMATHBHBIX IIPaBOBBIX AKTOB M  MHBIX JOKYMEHTOB,
YCTaHABJIMBAIOIINX TPEOOBAHUS K IIPELOCTABIECHHUIO YCIYT U CEPBHUCOB;

0) aHaJIu3 KIMEHTCKUX CLICHAPHUEB;

B) aHaNu3 MPAKTUKU MPEJOCTaBICHHS YCIYI U CEPBUCOB, BKIIOYAsl OLEHKY
U3JIEPKEK Ha COBEPIICHUE AJIMUHUCTPATUBHBIX NEUCTBUN COTPYAHUKAMHU
OpPraHOB BJIACTU U YIIOJIHOMOYEHHBIX OpraHU3alui UiIu JEHCTBUM B paMKax
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ABTOMATH3UPOBAHHBIX IMPOIECCOB HMH(POPMAIMOHHBIX CHCTEM OpraHOB
BJIACTH M YIIOJITHOMOYEHHBIX OpraHU3allNii;

I) ONHMCAaHWE TEKYLEro Ipolecca IPEJOCTaBICHHUS YCIYT U CEPBHCOB
(cooTHECEHHE KapThl KIMEHTCKOTO MYTH C YTBEP>KJIEHHBIMH KIMEHTCKUMHU
CLEHAPUAMH);

2) TpU PEHH)KMHUPHHTE CYIIECTBYIOIIUX YCIYT M CEPBUCOB M Pa3paOb0TKE HOBBIX
YCIIYT U CEPBUCOB:

a) aHaJIM3 JYYIIUX OTEUECTBEHHBIX U 3apyOEKHBIX MPAKTUK MPETOCTABICHUS
YCIYT U CEPBUCOB B PaMKaXxX XWU3HEHHBIX CUTYAIUN;

0) pa3pabOTKy W OIICHKY BapHaHTOB IPEIOCTABJICHUS YCIYI U CEPBUCOB B
paMKax >KH3HCHHOW CHTYyallud, OOCCIICUMBAIOIIMX PEIICHUE BBIABICHHBIX
po0OJIeM MPH M3YUYEHUH KIIMEHTCKOT'O OIbITA;

B) pa3paboOTKy IIENEBOTO Mpollecca MPeJOCTaBICHUS YCIYr W CEPBUCOB Ha
OCHOBAaHUHU BHIOPAHHOTO BapHAHTA;

I) pa3pabOTKy ONMCAHMS LIENEBOr0 INpolecca MPEeJOCTaBICHUS YCIyr U
CEPBUCOB (1IE€JEBOr0 KIMEHTCKOTO CLIEHApHs).

4.4.3.2. Pe3ynpTaToM MOJATOTOBKM K MPOEKTUPOBAHUIO HOBBIX YCIYT M CEPBHUCOB
WIN PEMHXUHUPHUHTY CYLIECTBYIOIIMX YCIYT M CEPBUCOB SBIISIETCS ONHCAHHUE LIEIEBOTO
KJIMEHTCKOTO CLIEHApUS.

4.4.4. Ha ocHOBe ONUCaHMs IEJIEBOTO KIMEHTCKOI'O CIIEHApHsl OpraHbl BIACTU U
YIIOJIHOMOYEHHBIE ~ OpPraHu3alud  O0ECIEeuuBalOT  pa3pabOTKy M TECTHUPOBAHHE
IPOTOTHUIIOB BXOJSIIUX B CLIECHAPUI YCIIYT WU CEPBUCOB.

4.44.1. PazpaboTka M TECTUPOBAHHE MPOTOTUIIOB HOBBIX YCIYI M CEPBHCOB
BKJIFOYACT:

1) pa3paboTKy TpeOOBaHM K BEPXHEYPOBHEBOMY MPOTOTUITY YCIYTH WU
cepBuca (anmb(da-Bepcusi) B COOTBETCTBHU ¢ TpeOoBaHUAMH pas3nenoB 4.5 m 4.6 u 6
Crannmapra, ¢ ydetom TpeboBanuii Cranmapra «l'ocymapcTBo [Ii BHYTPEHHETO
KJIIMCHTa»;

2) pa3paboTKy BEpPXHEYPOBHEBOI'O MPOTOTHUIIA YCIYTH WU cepBuca (anbda-
BEpCHUs);
3) OTIpEeJICIICHNE TICNIEBBIX ayIUTOPU JJII TECTUPOBAHUS, B KOTOPHIEC JOJKHBI

BXOAUTH I'PYIIIIbI KIITMCHTOB, OTHOCAIINCCA K COOTBCTCTBYIOIICMY HpO(i)I/IJIIO KIIMCHTCKOI'O
CCIrMCHTA, U COTPYAHUKHN OPraHOB BJIACTH U YIIOJTHOMOYCHHBIX OpFaHHBaHI/Iﬁ;

4) TECTHUPOBAHNE BEPXHEYPOBHEBOTO MPOTOTHUIIA YCIYTH WIN cepBHca (aibda-
BEpPCHs) Ha [IEJIEBBIX ayAUTOPHSIX;

5) 00pabOTKy pe3ylbTaTOB TECTHPOBAHUS BEPXHEYPOBHEBOTO IPOTOTHUIIA
yCIyTH WU cepBuca (aiabda-Bepcus);

6) MOJATOTOBKY B clyyae HEOOXOIMMOCTH M3MEHEHHUI B OMHMCAaHHUE ILIEJIEBOTO
KJINEHTCKOTO CLIEHApH;
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7) HNOJATOTOBKY TMpPENJIOKEHHH 1Mo pa3paboTke u (WIM) HW3MEHEHUIO
HOPMAaTUBHBIX MTPAaBOBBIX aKTOB.

4.4.4.2. PesynpTaTamMu pa3pabOTKU U TECTUPOBAHMS MPOTOTHUIIOB HOBBIX YCIYT U
CEPBUCOB SIBJISIFOTCS:

1) pe3yNIbTaThl TECTUPOBAHUS BEPXHEYPOBHEBOTO MPOTOTHIIA YCIYTH WA
cepBuca (anb(ha-Bepcusi) Ha 1EJIEBBIX ayAUTOPHUSX;

2) W3MEHEHUS B OMKUCAHUE 1EJIEBOTO KIIMEHTCKOTO CIIEHAPHS;

3) MpEeAIOKEHU 1O pa3paboTke U (WIM) M3MEHEHUI0O HOPMAaTHUBHBIX
NIPAaBOBBIX aKTOB.

4.44.3. Pa3paboTka M TECTUPOBAaHHE JACTAIU3MPOBAHHOTO MPOTOTHUIA HOBBIX
YCIIYT ¥ CEPBUCOB, PEUHXUHUPHUHTA CYIIECTBYIOIIHNX YCIYT U CEPBUCOB BKIIIOYALT:

1) pa3paboTKy TpeOOBaHMM K JETAIM3UPOBAHHOMY MPOTOTHUILY YCIyTd HIIU
cepBuca (Oeta-Bepcusi) B COOTBETCTBUM C TpeOoBaHUsMH pazienoB 4.5 u 4.6 u 6
Crangapra u ¢ yuderom TtpeboBanuii Crangapra «l'ocymapcTBO uisi BHYTPEHHETO
KIIUEHTa»?,

2) pa3paboTKy [eTaTu3UpOBAHHOTO MPOTOTUIIA YCIYTH WU cepBuca (6era-
BEpCHs);
3) OTIpe/ICIICHNE TICJICBBIX ayIUTOPUI JIJIST TECTUPOBAHUS, B KOTOPBIC JOJKHBI

BXOAUTH I'PYIIIIbI KIIMCHTOB, OTHOCAIIUCCA K COOTBCTCTBYIOILIEMY HpO(i)I/IJHO KIIMEHTCKOI'O
CCrMCeHTa, COTPYAHWKH OPraHOB BJIACTU U YIIOJTHOMOYCHHBIX opraHmauHﬁ;

4) TECTUPOBAHUE JETATU3UPOBAHHOTO MPOTOTHIA YCIYTU WM cepBHca (OeTa-
BEpPCHSs) HA [EJIEBBIX ayAUTOPHSIX;

5) 00paboTKy pe3yabTaTOB TECTUPOBAHUS JCTAIU3UPOBAHHOTO MPOTOTHUIIA
YCJIYTH WM cepBuca (beta-Bepcusi);

6) NopaboTKy TpeOOBaHMM K JETAIU3UPOBAHHOMY MPOTOTUILY YCIYTH WU
cepBuca (6eTa-Bepcusi);

7) OopaboOTKy JETaNIM3UPOBAHHOTO MPOTOTHNA YCIYyrd WiIH cepBuca (Oeta-
BEpCus);
8) MOJIFOTOBKY B Cllydae HEOOXOIMMOCTH M3MEHEHUH B OIMCAHUE IIEJIEBOTO

KJIMEHTCKOTO CLIEHApHS;

9) IIOATOTOBKY IPOEKTOB HOPMATUBHBIX ITPABOBBIX aKTOB, UHBIX JOKYMEHTOB,
HEOOXOAUMBIX JJIsl BHEAPEHUS IETAIM3UPOBAHHOTO MPOTOTHIIA YCIYTH WITH CEpPBUCA.

4.44.4. PesynpraramMu pa3pabOTKM U TECTUPOBAHUSA JETATU3UPOBAHHBIX
MPOTOTUIIOB HOBBIX YCIYI U CEPBUCOB, PEUHXUHHUPUHTA CYLIECTBYIOIIMX YCIYyT U
CEPBUCOB SIBJISIFOTCS

2 TlosicHenuMe: Ul PEMH>)XKMHUPHHIA YCIYT U CEPBHMCOB anb(a-Bepcueill sBIseTcs AeiCTBYIOIIME PELICHHs IO
IIPEIOCTABJICHUIO YCIIYT U CEPBUCOB.
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1) pe3yabTaThl TECTHPOBAHUSA JETAIM3MPOBAHHOTO MPOTOTUIA YCIYTH WIH
cepBuca (beTa-Bepcrs) Ha LENEBBIX Ay UTOPUSIX;

2) M3MCHCHHS B OITMCAHUE 1LIEJICBOTO KIIMECHTCKOTO CLICHAPHI,

3) nopabOTaHHBIM 1O  pe3yiabTaTaM TECTUPOBAaHUSA JIETATU3UPOBAHHBIN
NPOTOTHIT YCIIYTH WU cepBrca (OeTa-Bepcusi);

4) ITPOCKTHI HOPpMAaTHBHBIX IIPpaBOBbIX adKTOB, HWHBIX AOKYMCHTOB,
HCO6XOZ[I/IMBIX JJIs1 BHEAPECHU S ACTATU3UPOBAHHOTO IPOTOTHUIIA YCIIYI' HJIM CEPBUCA,

5) JIOpaOOTaHHBIN 1E1€BON KIIMEHTCKUM CIIEHApHUH.

4.4.5. BBOJ B OMBITHYIO M TMPOMBIIIUICHHYIO AKCIUTYaTallUI0 MPOTOTUIIOB YCIYT H
CEPBHUCOB JOJKEH OCYIIECTBIATHCS B COOTBETCTBUU C TPEOOBAHUSMHU, YCTAaHOBICHHBIMHU
3aKOHOAAaTeNIbCTBOM Poccuiickoit denepanuu.

4.45.1. Tlocnme BBOAa MPOTOTHIIA YCIYTH WM CEPBHUCA B IPOMBIIIJICHHYIO
sKkcruTyatanuto  [IpoekTHBIM opUCOM OpraHaMH BJIACTH U YIIOJHOMOYCHHBIMHU
OPTraHU3alHUSIMHU OCYIIECTBISICTCS MOHUTOPUHT YIOBJICTBOPEHHOCTH KIMECHTOB.

4.4.5.2. PesynpraTaMu BBOJa B OIBITHYIO M TMPOMBIIUICHHYIO SKCILTyaTallHUIo
IPOTOTUIIOB YCIIYT U CEPBUCOB SIBJISIFOTCS:

1) YTBEPXKJACHHbIE HOPMAaTHUBHBIC IIPAaBOBBIE AKThl, WHBIC JIOKYMEHTBHI,
HeoOXO0IMMBbIE JIJIs1 BHEAPEHUS JETAIU3UPOBAHHOTO IPOTOTUIIA YCIIYTH U CEPBUCA;

2) BBEJICHHBII B MPOMBIIUICHHYIO HKCIUITyaTallMi0 MPOTOTHN YCIYTH WU
cepBuca.

4.5. TpeOoBaHusi K nmpoueccy yJ10BJIeTBOPEHUS MOTPEOHOCTEH KIMEHTA MyTeM
NpeaoCTABJIeHHS YCJIYT H CEPBHCOB

4.5.1. Ilpomecc mnpenoCTaBIE€HUS YCIAYT U CEPBUCOB U YJOBJIETBOPEHUS
noTpeOHOCTEN KIMEHTOB JIOJKEH COOTBETCTBOBATH CJIEAYIOIUM TPEOOBAHUSAM:

1) OCHOBBIBATbCS Ha pE3ysIbTaTax BBISBICHUS U U3Y4YEHUS MOTpeOHOCTEH
KIINECHTOB;

2) pemaTh NpoOIeMbl KIMEHTA LIEJTMKOM B paMKaX *KHU3HEHHON CUTYyalllu;

3) o0ecrieunBaTh MPEUMYIIECTBEHHO MPOAKTUBHOE MPEIOCTaBICHUE YCIYT U
CEPBHUCOB;

4) MUHHUMH3HPOBATh HEOOXOIMMOCTh OOpaIeHHs KIMEHTa B OPTaHbl BIACTH U

YIIOJHOMOYCHHBIC OpraHru3anuu, BpEMA U CJIIOKHOCTH TAKOTO BBaHMOﬂeﬁCTBHH;

5) obecrieunBaTh  WCIOJB30BAaHUE  yAOOHBIX  JJII  KIMEHTOB  TOYEK
B3aUMO/ICHCTBHS C OpraHaMU BJIACTH U YIOJIHOMOYEHHBIMU OpPraHU3alUsIM;

6) obecrnieunBaTh 0OPATHYIO CBSI3h 00 yIOBIETBOPEHHOCTH KIIUCHTOB.

4.5.2. IlpenocraBiaeHrue yciayr U CEPBHCOB JUIS YIAOBJICTBOPCHHS ITOTPEOHOCTEH
KJIUEHTOB BKJIIOYACT CIICAYIOIINE OCHOBHBIC ATAIIbI:
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1) YIPAaBJICHUE COTJIACHEM HA MPOAKTHUBHOE IIPENOCTABICHHE YCIYyr U
CEpPBHCOB B paMKax KM3HCHHOU CHUTYalllH;

2) pa3paboTKy KIIMEHTCKOTO CIICHAPUS;

3) MIOJITBEPIKACHNE TIOTPEOHOCTEH KIIMECHTOB;

4) paccMOTpeHHE U yIOBIETBOPEHUE TOTPEOHOCTEH KIMEHTOB,
5) noyrydeHue u 00paboTka 0OpaTHOM CBSI3U OT KIMEHTOB.

4.5.3. OpranamMu BJIaCTH WU YIOJHOMOYCHHBIMU OPTaHU3AMMSIMH JOJKHBI OBITh
oOecrieyeHbl yCIOBUS, IMO3BOJSIONIME KIMEHTaM TMPEAOCTaBISATh COTJIacHsl OpraHaM
BJIACTH W YIOJIHOMOUYEHHBIM OpraHU3allUsIM Ha MPOAKTUBHOE MPEAOCTaBIECHUE YCIYT U
CEpBHUCOB B paMKax >KM3HEHHOW CUTYaIUU.

4.5.3.1. Cornacue KJIMEHTa OpraHaM BJIACTH W YIOJHOMOYEHHBIM OpPTaHH3AIUsIM
Ha TPOAKTHBHOE TPEJOCTABICHUE YCIYT U CEPBUCOB B paMKax >KU3HCHHOH CHUTYyalluu
NPEOCTABISIETCA B CIEIYIOMUX (popmax:

1) corjjacie Ha IPOAaKTHBHOE TIPEJOCTABICHUE BCEX YCIYyI W CEPBHCOB
KU3HCHHOW CHTYallly 10 MOMEHTA OT3bIBa TAKOT'O COTJIACHS;

2) corjacue Ha MPOAKTUBHOE MPEAOCTaBIECHUE OTIENbHBIX YCIYT U CEPBUCOB
(HOMep cueTa /i HAa4KMCIIeHUs MOCcO0us, Ipe3aKa3 yCIyr U CEPBUCOB, HaXOSAIIUXCS B
pa3paboTKe WK PCHHKUHUPUHTE U IPYTHE).

4.5.3.2. Ilpu mpenocTaBIeHUH COTJIACHsl OpTaHaM BJIACTH W YIIOJTHOMOYCHHBIM
OpraHu3alusM Ha MPOAKTHUBHOE OKa3aHWE YCIYT M CEPBUCOB B paMKax >XU3HEHHOU
CUTYaIlUU JTOJKHA UCTIONB30BaThCs YAOOHAs /IS KIIMEHTa TOYKa B3aUMOJICHCTBUS C HUM.
[lepeuenb TOuek B3aUMOJEWUCTBHSI M TPEOOBAaHUS K HUM IPEACTABJICHBI B pazjaene 4.6
Cranpapra.

4.5.3.3. Opranamu BIIaCTH W YIOJHOMOYEHHBIMH OPTaHHU3AIUSMU JIOJKHBI OBITH
Tak)ke OOEeCHeYeHbl YCIOBHUS OT3bIBA COTJACUS HAa IMPOAKTUBHOE OKa3aHHE YCIYr WU
CEPBUCOB.

4.5.4. ]Jlo MOMEHTa B3aUMOJCUCTBUS C KJIMEHTOM OpraHbl BJACTH H
YIOJIHOMOYCHHBIC OpPTaHM3allud  pa3padaThIBAIOT  IMPEABAPUTEIBHBIN  KIMCHTCKHM
CLICHApUH.

45.4.1. Pa3zpaboTka NpeIBAPUTEIHHOIO KIMEHTCKOTO CIEHapHsl BKIIIOYAET
CJIEYIOIUE TaIIbL:

1) OTHECEHUE KIIMEHTA K KOHKPETHOW KU3HEHHOHN CUTYalluH;
2) OTHECEHHE KJIMEHTA K MPO(HIII0 KIMEHTCKOTO0 CErMEHTa KIUEeHTa;
3) oTpeiesieHe TUMOBBIX MOTPEOHOCTEN KIMeHTa Ha OCHOBE UH(opmauu o0

OTHECEHUM KJIMEHTA K YKU3HCHHOU CUTyalluu, HpO(i)I/IJ'IIO KIIMCHTCKOI'O CCTMCHTA,

4) oTpesiesieHne MOTPEOHOCTEH KIIMEHTa Ha OCHOBE HCTOPHH B3aUMOICHCTBUS
C KIINEHTOM,;
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5) pa3paboTKa MpeABAPUTEIHHOTO KIMEHTCKOTO CLEHapus IyTeM Hoadopa
YCIIYT U CEPBUCOB ISl YJOBIETBOPEHUS IOTPEOHOCTEN KIMEHTA.

45.4.2. B pesynbrare ais KIUEHTa ONpENEseTcs KIHNEHTCKUN CIIeHapui,
KOTOpPBIA OpraHbl BIACTH W YIOJHOMOYEHHBIE OpraHU3alliyd TOTOBBI MPEAJIONKUTH IS
YIIOBJIETBOPEHHUS €ro MOTpeOHOCTEN B paMKax >KM3HEHHOU CUTYAIIHH.

4.5.5. Opranel BJacTM W YINOJIHOMOYEHHBIE OpraHU3allMd MPOAKTHBHO
B3aUMOJICHCTBYIOT C KJIMEHTOM C II€JIbIO TTOATBEPKICHHS HATUYMSI Y HETO OTPEOHOCTEH,
KOTOPBbIE MOTYT OBITh YJIOBIETBOPEHBI HAOOPOM YCIYT U CEPBUCOB U3 MPEIBAPUTEIHLHOTO
KIIMEHTCKOTO CIICHApUS.

455.1. Tlpy HanuuuwM corjlacus Ha MPOAKTHBHOE TMPEAOCTABICHUE YCIYT H
CEPBUCOB B paMKax >KM3HEHHOW CHTYyallM OpraHbl BJIACTH W YIIOJHOMOYCHHBIE
OpraHu3allii B3aUMOJICHCTBYIOT C KIUCHTOM B YAOOHOW JUIA KJIMEHTa TOYKE
B3aMMOJICHCTBUS C OpraHaMH BJIACTH U YITOJHOMOYCHHBIMH OpTaHH3aIHsIMH.

4.5.5.2. B caygae oTcyTcTBHSA B Npodriie KIHCHTAa CBEACHHH 00 ymOOHOM s
HEr0 TOYKE B3aMMOJCHCTBHUS HCIIONB3YeTCS YOOOHAs IS TPYIIbl KIHCHTOB TOYKa
B3aUMOJCHCTBUS W3 MPOPHUIS KIUSHTCKOr0 cerMeHTa W (Wiau) HOU(POBBIE TOYKH
B3aMOJIEUCTBUSI.

4.5.5.3. Ilpu OTCYTCTBHH COIIACHS Ha IMPOAKTHBHOE IPEIOCTaBICHHUE YCIYT H
CEepPBHCOB B paMKax J>XM3HCHHOW CHTyallMd TEPBHYHOE B3aUMOJICHCTBHE C OpraHaMH
BJIACTH M YIMOJHOMOYCHHBIMH OpPTaHU3AIUSIMH ISl YAOBICTBOPEHHUS €ro MOTpeOHOCTEH
OCYIIECTBIISCTCS KIIUEHTOM.

4.5.5.4. TpeGoBaHUs K B3aUMOJICUCTBHUIO C KIMEHTAMU B TOYKaX B3aUMOJCHCTBUSA
npeacTaBiceHsl B pazzene 4.6 Cranmapra.

4.5.5.5. Ilpyu KOHTaKTe C KIMEHTOM OpPraHbl BJIACTH M YIOJHOMOYEHHBIE
OpraHM3aluy MOATBEPKAAIOT U (WIIM) YTOUHSIOT MOTPEOHOCTH KIMEHTA, B TOM YHCIIE
MOATBEPKIAIOT:

1) OTHECCHHE KIIMEHTA K )KU3HEHHON CUTYAIlUH;
2) OTHECEHHE KIIMEHTa K MPO(HIII0 KIMEHTCKOIO0 CErMEHTa,;
3) OTHECEHHE TOTPEOHOCTEW KIMEHTa K THUIIOBBIM MOTPEOHOCTAM Mpoduiis

KIIMCHTCKOT'O CCTMCHTA,

4) CTaTyc, B TOM YHCIJI€ aKTYaJIbHOCTh paHEe BBISBICHHBIX MOTpeOHOCTEN
KJIMEHTA.

455.6. B cinyyae TpOaKTUBHOTO B3aWMOJICUCTBUS OpPraHOB BJIACTH W
YIIOJTHOMOYEHHBIX OpraHW3alluii KIIMEHTY JTOJDKHA OBITh MpeocTaBlieHa WH(OopMamus o
Corjacuu, Ha OCHOBAHMH KOTOPOT'O TaKOE€ B3aUMOJECHCTBUE OCYIIECTBIISAETCS.

4.5.5.7. B cnyyae oTKa3a KJIMEHTa OT MPOAOHKCHHS] B3aUMOJIEHCTBUS KIUEHTY
JOJDKHA OBITh TPEAOCTaBI€HA BO3MOXKHOCTH OT3bIBA COTJIACHsl HA IPOAKTUBHOE
IIPEAOCTABIICHUE YCIYT U CEPBUCOB B PAMKAaX XU3HEHHOW CUTYallUH.
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4.5.5.8. Pe3ynpTaTtoM B3aMMOACHCTBHUS C KJIMEHTOM C IEIBIO IOATBEPKICHUS
HaJIUYHS y HETO TOTPEOHOCTEH SBIISIOTCS:

1) corylacué WJIM OTCYTCTBHE COIVIacUsl KIMEHTa Ha B3aUMOJCHCTBHE C
OopraHamH BJIACTU W OpraHU3alUsSMU B LEISAX YAOBIETBOPEHMS €ro MOTPEOHOCTEH, eciu
TAaKOE€ COrJacHe SBISETCS OOS3aTEIbHBIM B COOTBETCTBHHM C 3aKOHOJATEILCTBOM
Poccuiickoit denepanny;

2) CBCACHUA B I_[I/I(l)pOBBIX CUCTCMAax OpraHoOB BJIACTHM W YIIOJIHOMOYCHHBIX
OpFaHI/ISaHI/Iﬁ O MOATBCPIKACHHBIX HOTpe6HOCTHX KIIMCHTA.

4.5.6. B 3aBUCHUMOCTH OT BO3MOXKHOCTH YAOBJIETBOPEHUS MOTPEOHOCTEH KIIMEHTa
JOJDKEH  OBITh  ONpEAeNieH MOpPSIOK, MO KOTOPOMY OyJIeT  OCYIIECTBISATHCS
B3aMMO/ICHCTBUE C HUM:

1) NOTPEOHOCTH MOKHO YJIOBJIETBOPHUTH COTJIACHO KIMEHTCKOMY CIIEHAPHUIO U
UMEIOIIMMCSI B PACHOPSDKEHUH OPTraHOB BJIACTH U YIOJHOMOYEHHBIX OpraHU3aIui
JTAHHBIM;

2) NOTPEOHOCTH MOXKHO YJIOBJIETBOPUTH COTJIACHO KIMEHTCKOMY CILIEHApHIO,
HO OTCYTCTBYET YacTh CBEJIEHUH O KIIMEHTE HAa MOMEHT B3aUMOJICHCTBHUS,

3) NOTPEOHOCTH HENb35 YIOBIECTBOPUTH COTIACHO KIIMEHTCKOMY CIIEHAPHIO.

45.6.1. Eciin moTpeOHOCTH KIHMEHTa MOTYT OBITh YJOBJIICTBOPEHBI COTJIACHO
KIIMEHTCKUM CIEHApUsIM M HMEIONIMMCA B OpraHax BIAaCTH W YIMOJHOMOYEHHBIX
OpraHu3anusxX NaHHBIM, TO Ha OCHOBAaHWU IPEABAPUTEIILHOTO KIMEHTCKOIO CIIEHApHs
ABTOMAaTHYECKH OCYIIECTBISETCS MOJ00p MEpEevHsl YCIYr U CEPBUCOB JJISl KIMEHTa, TO
€CTh OIPENENACTCS MEPCOHAIBHBIN KIUEHTCKUN CLHEHapUidl W MECTO HaXOXKJICHUS
KJIMEHTA HA KIMEHTCKOM ITyTH.

45.6.2. Ecniu B COOTBETCTBHUM C TIEPCOHAIBHBIM KIHEHTCKUM CIIEHApUEM
TpeOyeTcsi HEMOCPEICTBEHHOE B3aMMOJICUCTBUE KIHMEHTa C OpraHaMH BIAcTH U
YIOJTHOMOYEHHBIMH OPTaHU3ALMSIMH JIJIS ONPEICIICHUS IPABOMOYHOCTH MPEIOCTABICHUS
YCIIYTH UJTU CepBHca (HaIpUMep, TPOBEpKa HABBIKOB U 3HAHHUM KIIMEHTa, OCMOTpP 00BEKTa
HEJIBI)KUMOCTH, TPAHCTIOPTHOTO CPEACTBA M JPYrue B3aUMOJCUCTBHUA), JOJKHA OBITH
MPOM3BE/ICHA 3aluCh KJIMEHTa JUIsl TaKOro BHAA B3aMMOJCUCTBUA Ha YIO0OHOE ISt
KIMEHTa BpeMs U3 JOCTYIHOIO MPOMEXYTKAa, a TaKke OJKHA OBbITh IMpeJaocTaBiIeHa
uH(popMaIUs 0 ero MECTOHAXOXKACHUU HA KIIMEHTCKOM ITyTH.

4.5.6.3. Ecniu HEnmocpeACTBEHHOE B3aUMO/ICHCTBUE KIMEHTAa ¢ OpraHaMU BJIACTH U
YIOJTHOMOYCHHBIMHA OPTaHU3AIMUSIMH JIJIS OTIPECIICHUS TPAaBOMOYHOCTH MPEAOCTABICHUS
YCIIYTH WIN CEpBHCA HE TPeOyeTCs, TO IEPCOHAIBHO IMOJ00paHHBIC YCIYTH U CEPBHUCHI U3
KIIUEHTCKOTO CIICHAPUS JIOJDKHBI MPEOCTABIATHCSA (MPU HATMYUKM COTJIACHS OT KJIIMCHTA)
ABTOMATHYECKH B «OJWH KIUK» OHJIAWH WIM HE Oojiee 5 MHHYT TpPH JIMYHOM
B3aUMOJICHCTBUH C COTPYJAHMKAMH OPraHOB BJIACTH M YIIOJHOMOYEHHBIX OpraHU3aIuit
WM 000COOJICHHBIX YUPSKICHHUH, TJIe B PEKHME «OJHOTO OKHAa» IPEIOCTaBISIOTCS
ycIyTH B cepBHCHI KiineHTaM (M®L] «Mou ToOKyMEHTBI», IICHTPhI 3aHATOCTH HACCJICHUS,
[EHTPBI MUTPAIUH, TYPUCTHUECKHUE IIEHTPHI U T.1I.).
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4.5.6.4. Tlocne mpemocTaBIeHUST YCIYTH WIA CEPBUCA M3 KIMEHTCKOTO CIICHAPUS
(MM MX COBOKYIHOCTH) JIOJKHA (DUKCHUPOBATHCS OIICHKA YIOBIETBOPEHHOCTH KIIMEHTA.

45.6.5. Ecnmu nis mpUHATHS peIeHUS O MPEIOCTaBICHUU YCIAYT U CEPBHUCOB
HEJOCTATOYHO CBEJACHWI OT KJIIMEHTa Ha MOMEHT B3aMMOJICHCTBUS C HUM, TO OpraHaMH
BJIACTH, YIOJTHOMOYCHHBIMU OPTaHU3ANMSIMH WM 000COOJICHHBIM YUPEKICHUEM, T/IC B
pSKHME «OIHOTO OKHA» TMPEIOCTABISIOTCS YCIYTH W CEPBHUCH  KJIMCHTaM,
o0OecrieunBaeTCsl BO3MOXKHOCTH  3alOJMHEHHA (GOPM JaHHBIX C  HEJOCTAlomen
uHpOpMaIHel 0 KITMEHTE.

4.5.6.6. PacueTHOe Bpems Ha 3amojiHeHHe GOpM HE JOJKHO MpeBbIIaTh 10 MUHYT
32 CYCT aBTOMATHUYECKOTO 3allOJHCHUsS Moyied (GOpMBI CBEICHHSIMH, KOTOpPHIC paHee
BHOCUJIUCH KIIMEHTOM U COJIEPKATCs B €ro HU(PPOBOM mpodure.

4.5.6.7. CBeneHus IOJDKHBI aBTOMATHYECKH IIONaaaTh B IUGPOBOH IPOQHIIH
KIIMeHTa W OBITh JOCTYIIHBI OpraHaM BJIAcCTH M YIOJHOMOYEHHBIM OpTaHHU3aIMIM,
YYaCTBYIOIIUM B MPEIOCTABICHUN YCIYT U CEPBUCOB.

4.5.6.8. [Tocne momydeHus JTaHHBIX OT KIMEHTA, UX 00paOOTKU OpraHaMH BIACTH U
YIIOJTHOMOYCHHBIMHU OPTaHU3AIUSIMH OCYIIECTBIISIOTCS CIICAYIONIUE POBEPKU:

1) ABTOMATHYCCKAasA IIPpOBCpPKa IpCaoCTaBJICHHBIX JaHHBIX Ha
HCMIPOTUBOPCYNBOCTL CBCACHUAM, COACPKAIIUMCA B I/IH(i)OpMaLII/IOHHBIX cucremMax
OpraHoOB BJIACTHU U YIIOJTHOMOYCHHBIX opraHmauHﬁ;

2) aHajin3 MpCACTABJIICHHBIX OAHHBIX C IIOMOINBIO ABTOMATHU3HUPOBAHHBIX
TEXHOJIOTUM Ha MMPaBOMOYHOCTDb MPEAOCTABIICHHUA YCIIYI' U1K CCPBUCA.

4.5.6.9. Tlocie BBINOJHEHUS NPOBEPOK HA3HAYCHHBIC IMEPCOHAIBHO YCIYTU H
CEPBUCHI U3 KIMEHTCKOTO CUeHapHs (WIM UX COBOKYITHOCTH) IPEIOCTABISIOTCS KIUEHTY
corjacHo TpeOOBaHUSM, yKa3aHHbBIM B MyHKTax 4.5.6.2 - 4.5.6.4 Crannapra.

4.5.6.10. Ecnu mnoTrpeOHOCTH KJIMEHTa HENb3s YIOBJIETBOPUTH COTJIACHO
KJIIMEHTCKOMY CIIEHapHIO, OPraHbl BIACTH U YIIOJHOMOYEHHbIE OpTraHU3al1NU:

1) NPEIOCTABIISIIOT KIMEHTY MH(POPMALIMIO O MPUYMHAX, IO KOTOPHIM HeNb3s
YIIOBJIETBOPUTH €r0 MOTPEOHOCTH;

2) (GUKCUPYIOT B OTHOIIEHUHM KJIMEHTAa CTAaTyChl 00 YJOBIIETBOPEHHH €TrO
MOTPEeOHOCTEH;
3) paccMaTpuBalOT BO3MOXHOCTH Pa3pabOTKHM HOBBIX YCIYT U CEPBUCOB,

PEeUMHXMHUPUHTA CYIIECTBYIOIIUX YCIYT M CEPBUCOB, AaKTyalM3alUd KIMEHTCKHUX
CLIEHApHEB B COOTBETCTBUU C TpeboBaHUsAMU pazjena 4.4 Ctanaapra;

4) MO/IICPKUBAIOT OOPATHYIO CBA3h C KIIMEHTOM, B CIy4ae €CJIM BO3MOXXHOCTh
YAOBJIICTBOPEHUSI €Tr0 TMOTPEOHOCTH TMOSBUTCA TIOCJIE aKTyalu3allid KIWEHTCKOTO
CIIEHapHs B OyAyIIEM.

4.5.6.11. Pe3ynbTaToM pacCMOTPEHHS U yIOBJIETBOPEHUS MOTPEOHOCTEH KIIMEHTa
SBIISIIOTCSL:
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1) pe3ynbpTaThl OKAa3aHUs B3aMMOCBS3aHHBIX YCIYT U CEPBUCOB KIMEHTCKOTO
CLIeHapus;

2) CBEJEHUS B LU(POBBIX CHUCTEMAax OPraHOB BJIACTU M OpraHU3alUd o
CTaTyce yJIOBJIETBOPEHUsI MOTPEOHOCTEN KIIMEHTA;

3) uHpopMalnMs O TMpPUYMHAX, IO KOTOPHIM HENb3S  YIOBJIETBOPUTH
NOTPEOHOCTHU KIIMEHTA,

4) NOTPEOHOCTHM  KJIMEHTAa, B OTHOUIEHHMM KOTOPBIX paccMaTpUBaeTCs
BO3MO>XHOCTh pa3pabOTKH HOBBIX YCIYI U CEPBHCOB, PEMHXUHUPHUHTA CYIIECTBYIOIINX
YCIIYT ¥ CEPBUCOB, aKTyaJIU3alMH KJIMEHTCKUX CLICHAPUEB.

4.5.7. Opransl BIaCTH M YIOJHOMOYEHHBIC OpPTraHM3allud 00eCIeunBalOT cOOp H
00paboTKy 00OpaTHO CBSA3U OT KJIMEHTA.

4.5.7.1. KniueHty noikHa OBITh MPEIOCTaBIIEHA BO3MOXKHOCTH OLICHHMBATH 4Yepe3
UHCTPYMEHTBI OOpAaTHOM CBS3U CTENEHb YIOBIECTBOPEHHOCTH KaXIOW OTACIbHON
YCIyTOM W CEpPBUCOM, a TaKKe€ YAOBIETBOPEHHOCTH €ro MOTPEOHOCTH B paMKax
YKU3HEHHOU CHUTYyaIuu.

4.5.7.2. WHcTtpymeHTapuii 0OpaTHOW CBS3M JOJDKEH IMpEAroiaraTh eIuHYIO
METOMKY, TIO3BOJISIONIYIO TOJYYUTh COTIOCTABUMBIC PE3YJIbTaThl BHE 3aBUCUMOCTH OT
TOYKH B3aUMOJICHCTBHS C KIIMCHTOM.

4.5.7.3. Pe3ynpTaThl 0OpAaTHOM CBSI3M JOJKHBI MCIIOJB30BATHCS OpPraHAMH BJIACTH
W OpraHu3alusMH JJI8  BBIABICHHS W  HU3YYEHHUS IOTPEOHOCTEH  KIMEHTOB,
MIPOCKTUPOBAHUS U PEUHKUHUPHUHTA YCIYT U CEPBHUCOB B IIEJSX MOBBIIICHUS KadyeCTBa
KJIMEHTCKOTO OIbITA.

4.5.7.4. Knuenry nomkHa ObITh TpeocTaBiieHa HH(popMarus 00 UCIONb30BaHUU
MOJIYYEHHOU OT HEero oOpaTHOM CBA3H.

4.5.7.5. O60011eHHBIE TaHHBIE OOPaTHOM CBSI3U, a TAK)KE MPUHATHIC HA UX OCHOBE
pElICHHsI OPTaHOB BJIACTH M YIIOJTHOMOYCHHBIX OpTaHU3allUi JIOJDKHBI OBITH JOCTYITHBI
HEOTPaHUYEHHOMY KPYTYy KJIMEHTOB B pa3pe3ax TUIIOBBIX JKH3HEHHBIX CUTYaIlUl, YCIYT U
CEpPBHUCOB, TOYEK B3AUMOJCHCTBUA.

4.6. TpeOoBanuss K B3aUMOJEHCTBHI0O C OpraHamMM BJaCTH U
YIOJTHOMOYEHHBIMH OPraHU3alMsIMH B THIOBBIX TOYKAX B3aUMOJACHCTBHA C
KJIMEeHTaMHU

VY xnmeHTa JomKeH GopMUPOBATHCS TTOJIOKUTEIBHBIN OMBIT MPOCTOTHI M JIETKOCTH
OT B3aUMOJICHCTBUS C OpPraHaMHU BIJIACTH U YIOJHOMOYEHHBIMH OpraHU3alMsIMU BHE
3aBUCUMOCTH OT KaHaja (croco0a) Takoro B3auMOJICUCTBUS:

1) nu(poBble KaHAIBl U UX HU(PPOBbIE TOUKH B3aUMOJCHUCTBHS: MOOWIbHbBIE
NPWIOXKEHUSI, OpUIIMaTIbHbIE CalThl (OPTaJbl), COLIMATIBHBIE CETH, MECCEHIKEPHhI, Yat-
OO0TBI, KOJJI-LIEHTPHI, TOJIOCOBBIE TOMOIIHUKH;

2) oddnaiin-kaHansl U X o IaliH-TOYKHA B3aUMOJEHCTBHI: OpTraHbl BJIACTH
U YIIOJIHOMOYEHHBIE OpraHU3allii, 000COOJICHHBIE YUPEKICHUS, TNIe B PEKUME «OJITHOTO
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OKHa» MPENOCTaBIISIIOTCA ycayrd U cepBuchl KiveHTam (M®L «Mou n0KyMEHThD,
LEHTPHI 3aHATOCTH HACEJIEHUS, LICHTPbl MUTPALlUH, TYPUCTUYECKUE LEHTPHI, U T.11.).

[TpenMy1eCTBEHHBIMU KaHaJlaMU B3aMMOJAEHUCTBUS JOJDKHBI SIBIATHCSA LU(POBbIE
KaHaJbl B3aUMOJEHCTBUS, TaK KaK COCO0 AUCTAHIIMOHHOTO B3aUMOJEWUCTBUS SIBISETCS
COBpEMEHHOH (hopMoOi B3aUMOAEHCTBUS JII0EH, OM3HECA U FOCYAapCTBAa MEXY co00il 1
CHOCOOCTBYET DPAa3BUTHIO LHU(POBBIX HABBIKOB OyIyIIUX IOKOJEHUH M CHI)KEHUIO
CTOMMOCTH BHEAPEHUS HOBBIX YCIYT U CEPBHUCOB.

Bo3moxkHOCTH JOCTyma K yciayraM M CEpBHUCaM OpPraHoOB BIIACTH W
YIIOJHOMOYEHHBIX oOpraHu3anuii B odQuaiiH-kaHamax [I0JDKHA COXPAHUTHCS B BHJIE
aNbTEPHATUBHBIX CTIOCOOOB, YIOOHBIX IS ONPEEICHHOTO TUIIA KIIMEHTOB rOCY/1apCTBa.

HeoOxonuMo yuuThIBaTh NOTPEOHOCTHU JIIOJIEH ¢ XPOHUYECKUMHU MPOOIEMAMU CO
310pOBbEM, JIIOJIEH, OTPAHMYEHHO WJIM BPEMEHHO HETPYIOCIOCOOHBIX, JIIOEH ¢ HU3KUMU
HaBBIKAMM MCIIOJIb30BaHUSI LU(POBBIX TEXHOJOTWH, B TOM 4YHCJIE B CHJIY BO3pacTa, a
TaKKe JIOJEH C HHU3KUM YPOBHEM 3HAHHUS PYCCKOTO SI3bIKA: MWIPAHTBI, TYPHCTHI,
MHBECTOPBI, ITPOKUBAIOIINAE WM Haxojsammecs Ha Teppuropun Poccuiickonn @enepanuun
MHOCTpPAHHBIE IPAKIAHE.

B pas3aciic npeaACTaBICHBI Tpe6OBaHI/IH K B3aMMOJICHCTBHUIO C opraHaMu BJIaCTH U
YIIOJIHOMOYCHHBIMU OpPraHU3alsIMU B TUITOBBIX TOYKAX B33,PIMOI[€ﬁCTBPI$I C KIIMCHTaMHM.

4.6.1. BzammojeiicTBHE uepe3 MOPTAbl OPraHOB BIIACTH WM YIOJTHOMOYCHHBIX
OpraHu3aun

4.6.1.1. Ilpu npoekTUpoBaHUM U pa3pabOTKe MOPTAIOB, OTJACIbHBIX PA3ACIIOB UIU
GbyHKIMOHANIA TMOPTAJIOB JOJKHBI IPOBOJUTHCA HCCIIEOBaHUS, HaIlpaBiCHHbIE Ha
U3yuYeHHE W  BBISIBICHHWE  MOTPeOHOCTEW  KJIMEHTOB,  BKJIIOYas  BPEMEHHO
HETPYIOCTIOCOOHBIX KJIMEHTOB, KIIMEHTOB C OIPaHUYEHHBIMU BO3MOXHOCTSIMHU 3/10POBBS:
MHBAJUIOB 10 3pEHUI0, CIYXY, JUI ¢ 3a00JI€BaHUSIMU ONOPHO-BUTaTEIIbHON CUCTEMBI,
JIMII ¢ HapylIeHHneM (pyHKIUH peur U ¢ HeBPOJOTHYECKUMHU HapyIICHUSIMHU.

4.6.1.2. Tloptansl AOMKHBI pa3paldaThIBATHCS B COOTBETCTBHM C TPeOOBAHHUSIMU
HacTosmero CraHmapTa, pyKOBOJCTBAMH IO KJIMCHTOICHTPHUYHOMY JAW3AWHY YCIYT U
CEpPBHUCOB, pa3pabaThlBAaCMBIMH B COOTBETCTBUM C TpeboBanusmu Cranmapra. Jlo
MOMEHTa pa3padOTKH U YTBEPXKACHHSI PYKOBOJICTB MO KIMEHTOICHTPUYHOMY ITU3aWHY
YCIYI W CEPBHCOB HEOOXOIMMO YYHUTHIBaTh TpeOOBaHUS HACTOSIIEro pas3jelna
Crangapra, a Takke TpeOOBaHUS JACHCTBYIOIIUX HOPMATHUBHBIX IPABOBBIX AKTOB U
METOJIMYSCKUX aKTOB B  00JacTHM TPEAOCTaBICHUS B  OJJCKTPOHHOH  Qopme
rOCYIapCTBEHHBIX U MyHULMIATIEHBIX YCIYT®:

% lIpumeuanne. B HacTosiee BpeMsi TAKHMH AKTAMH SIBJISIIOTCSL:
TpeOoBanus K TPENOCTaBICHUIO B JJIEKTPOHHOH (opMe TOCylapCTBEHHBIX M MYHUIMNAIBHBIX YCIYT,
yTBEpKJCHHbIE ocTaHoBIeHUeM [IpaBurensctBa Poccuiickoit denepannu ot 26 mapra 2016 r. Ne 236;
MeTtoandeckre peKOMEHAANH M0 COBEPIICHCTBOBAHUIO IOJH30BATEIBCKUX HHTEp(EHCOB (B YacTH HABHIAIWH,
MoWcKa, TpeaocTaBieHus nHpopmammn) QeneparbHON TOCYyIapcTBEHHONH MHGOPMAIMOHHONW cHCTeMbl «EnuHBIN
MOPTaJ TOCYAAPCTBEHHBIX U MYHHUIMIIAIBHBIX YCIyT ((GYHKIWH)» M OQHUIHATBHEIX CAWTOB (eepalbHBIX OPraHOB
WCTIOTHUTENIFHONW BIIACTH W TOCYNApCTBEHHBIX BHEOIOKETHHIX (OHAOB, HCIIONB3YEMBIX IPH HPEAOCTABICHUH
TOCYJIapCTBEHHBIX YCIYT B JJIEKTPOHHOM BHJE, YTBEP)KICHHBIE IMPHKAa30M MUHHCTEPCTBA CBSI3M M MAaCCOBBIX
KomMmyHHKami Poccuiickoit @eneparmu ot 16.10.2015 Ne 405.
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4.6.1.3. MWnpentudukamus u  ayreHTUPUKANMS HA  TOpTajax  JOJDKHA
NIPOU3BOJIUTLCS  MOCPEACTBOM  (penepanbHOH TOCYAapCTBEHHON —WHGOPMAIMOHHON
cucreMbl «EnuHasi cucTemMa MICHTH(PUKAIMN W ayTCeHTU(UKAIUU B WHPPACTPYKTYpE,
o0ecrieunBaronei UHGOPMAIIMOHHO-TEXHOJIOTHYECKOE B3aMMO/ICHCTBHE
WH(OPMAIMOHHBIX CHCTEM, UCIOJB3YEMBIX IS MPEIOCTABICHHUS TOCYAAPCTBEHHBIX U
MYHUITUTIATBHBIX YCIYT B 3JICKTPOHHON (OpME» U SIBIATHCS OJTHOKPATHOM.

4.6.1.4. KiimeHTY HOJDKEH OBITh NPEII0KEeH (QYHKIIMOHAT B3aUMOJCHCTBUS C
MIePCOHAJIBHBIM BUPTYAJIbHBIM ITU(PPOBBIM MTOMOIITHUKOM, COIPOBOXIAIOIMINM KIHMEHTA
pHu paboTe C mopTajaMu KpYTJIOCYTOYHO U O€3 MepephIBOB.

4.6.1.5. JlomkeH ObITh oOecIieueH TapreTUPOBAHHBINA MOAXOJ, TPEAToararonnui
MIPUOPUTH3AIMI0 OTOOPaKCHHUSI HMHIWBHUAYAIbHO IIOJOMPAEMbIX, HEOOXOIUMBIX JIS
YIOBIICTBOPCHHS ITOTPEOHOCTEH KIMEHTaM YCIYI W CEPBHCOB B 3aBUCHMOCTH OT
pOdUIIA KIUSHTCKOTO CETMEHTA 1 )KM3HEHHBIX CUTYallni KIMEHTA.

4.6.1.6. Ilpu B3auMOJIECHCTBHH C MTOPTATIOM HEOOXOIMMO OOCCIICUUTh MOHUMAHUE
KIIMEHTOM, B KaKOW TOYKE KJIMEHTCKOTO MYTH OH HAXOJUTCS, KaKHe JTalbl UM YXKe
MPONJICHBI IJIsi YAOBIETBOPEHUS €r0 MOTPeOHOCTEW B paMKax >KU3HEHHOW CHUTYyalluH, a
Kakhe JeWCTBUS HEOOXOAMMO BBHINIONHUTH Janbiie. [locnme 3aBeprieHHs KIMEHTOM
KaXXJIOTO JEHCTBUSI, COBEPIICEHHOTO HA MOpTaje, OJKHO BBIABATHCS aBTOMATHUYECKOE
MOJITBEPK/ICHHUE YCTICIIHOCTH WIIM HEYCITIEITHOCTH €T0 00pabOTKH.

4.6.1.7. HeoOxogmMOo MHHUMH3UPOBATH 3aTpayrMBacMoe BpeMsS U YCHIIHUA
KJIMEHTOB TpH 3anoiaHeHnn GopM. JJanHOE TpeboBaHME TOKHO 00eCTIeUnBaThCS:

1) ABTOMAaTHYECKHM BBIBOJIOM SKPaHHBIX (POPM, KOTOPbIE KIMEHTY TpeOyeTcs
3aMoJIHATh, C Y4€TOM UCTOPUH B3aUMOCHCTBUS C YKa3aHHBIMU (hopmMamu;

2) ABTOMATHYECKHM 3aIlOJIHCHUEM IOJICH CBEJICHUSMH, KOTOPBIC PaHEE YKe
BBOJIUJTUCH KIIMEHTOM M COJIEpKaTcs B ero nu¢poBoM npodure;

3) BU3YaJIbHBIM BbIJIEJICHHEM 0053aTeIbHBIX JUIS 3aII0JIHEHUS TOJIeH;
4) HaJIM4YMEM TOJICKA30K IPH 3aII0JIHEHUH TOJIEH;
5) COXpaHEHHEM MPOMEKYTOUYHBIX PE3yJIbTaTOB 3amojiHeHus QopM Mpu

IMOBTOPHOM BXOJIC KJIIMCHTA HA IOPTAaJIHI,

6) peayiizalyeit roIocoBoro BBo1a MHMOPMAIIHH.

4.6.1.8. JIns uckmoueHUs HEOOXOAMMOCTH HANPABICHHS MOBTOPHBIX 3asBIICHUI
10 MPUYMHE OIIMOOYHBIX JAaHHBIX MPH 3aMOJHEHUH MHTEP(EHCHBIX (HOpM HEOOXOAMMO
00eCreunTh WHCTPYMEHTHI (HOPMATHO-JIOTHYECKOTO KOHTPOJISA: BHIOOp 3HAUCHUH U3
KOHTPOJIUPYEMBIX CIIMCKOB Ha OCHOBE CTAaTHYHBIX CBEICHWH, omucaHue (opmara BBOMIA
JAHHBIX IS MIa0JIOHHBIX CBEJICHHM, 3alpeT Ha BBOJ HEBO3MOXKHBIX TaHHBIX. COOOIIECHHS
cucTeMbl 00 OMMOKax KIMEHTa JOJDKHBI COAEPKATh OJHO3HAYHOE OMHMCAHHE CIIOCOOOB
ee ucnpasieHus. MudopmupoBanue 00 ommOKe MOKHO COAEP)KaTh €€ ONHCAHHE.
Henonyctumo yka3aHue TOJBKO CHCTEMHBIX KOAOB OHMIMOOK. B ciyuae HEKOppEeKTHOTro
3aIlOJTHEHMS TI0JIsI, HaXOSIIETroCs B YacTH (POpPMBI BBOJA, HE OTOOPAKEHHON Ha HKpPaHE,
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OpU TIONBITKE OTHPABKH (OPMBI JTOMKEH MPOMCXOIUTh aBTOMATHUYECKHH TEPexo] K
JAHHOMY IIOJIIO.

4.6.1.9. KiimeHTy noJbKHA OBITH IPEIOCTaBIICHA BO3MOXHOCTH OIICHHUBATH uyepes
WHCTPYMEHTBI OOpAaTHOH CBSI3M HE TOJIBKO KOHKPETHBIE YCIYTH ¥  CEPBHCHI,
MpeJICTaBICHHBIC HA TTOpTajdaxX, HO paboTy moprajia B meyioM. [[omkeH ObITh pa3paboTaH
GbyHKIMOHANT OBICTPOM OOpaTHOM CBSI3W TOCPEICTBOM INKAJIOBOW OIEHKH (OauibHas
IIKaia, IKaja CMAWIMKOB, TEKCTOBas IKajda M JPYyrue), a Takke (QYHKIUOHAT C
TEKCTOBBIM TojieM BBoja. C 1Iebl0 TONYYEeHHS pa3BepHyToW wuHOOpManuu 00
YJIOBJICTBOPEHHOCTH KJIMCHTOB PEKOMEHAYeTCsS pa3MellaTh Ha IOopTaiax aKTyaJlbHbIC
onpockl (MOTy4eHHUE OOpPAaTHOM CBSI3M O HOBBIX YCJIyraX M CepBHCax, 00 ym0OCTBe
MOJIb30BaTEIbCKOT0 HHTEPdElica, 0 peiu3aiiHe MOPTaIOB U APYyrue).

4.6.1.10. Ha mopramax gobkHa OBITH oOOecIedYeHa KpyIJIOCyTouHas padora
cityk0bI TexHnueckon nmojaepxku (ganee — CTII) mist omepaTUBHOTO pearnpoBaHus Ha
oOpaleHns KJIMEHTOB B CBSI3M C BBISIBICHHEM UMM OIIMOOK, OTHOCSIIMXCA K OIIMOKaM
BBICIIIETO TPHOPUTETA, B T.4. OTKa3 B pabOTe MOPTAIOB WJIM KOHKPETHBIX YCIyT U
CEPBUCOB, MPUBOIAIINI K HEIOCTYITHOCTH OAHOU M3 MOACUCTEM/MOJTyJIEH MOPTAIOB UITU
K HEBO3MOXXHOCTH JKCIUTyaTallid KJIIOYEBOro (PyHKIMOHANA MOpPTAjoB, MOJHOE WU
YAaCTUYHOE HapylleHHe (DYHKIIMOHHUPOBAHUS MOPTATIOB, HEBO3MOXKHOCTH BBITIOJIHECHUS
omepalyii Mo MPEeAOCTABICHUIO YCIYT M CEPBHUCOB KiHMeHTaM. Bompockl 0osiee HU3KHX
MPUOPHUTETOB, B T.4. HE3HAYUTENIbHAS MOTEPs] (HYHKIIMOHAIBHOCTH TTOPTAIOB, HAPYIIICHUE
ynoO0cTBa pabOTHl ¢ TOpTajlaMH, HE BIMSIONIME Ha MPUHUIUINHAIBHBIE BO3MOXXHOCTH
BBITIOJIHCHUSI  Omepaluif, OTAENbHbIE COOM WM HapylmieHus: paboThl O0OBEKTOB
UHQPACTPYKTYphl, HE OKAa3bIBAIOIINE BO3JEHCTBUA Ha OOIIyI0 paboTy KIIOYEBBIX
dbynkuit nopranos, nokHb pemarbes CTII B paboudee Bpems. Kontaktel CTII gomkHbI
OBITh JOCTYNMHBI Ha KaXJ0W cTpaHuile mopraioB. BosmoxkHocTs obOpamenus B CTII
JIOJDKHA OBITH 00ecIeueHa IMOCPEACTBOM JIFOOOT0 yI00HOTO /IS KITMEHTA KaHalla CBSI3H.

4.6.1.11. TpeGoBaHus K JU3ANHY ITOPTAIOB:

1) IpU pealu3alui MOpPTaloB JOHKHA OBITh pa3pabOoTaHa M MCIOIb30BaHA
enuHas BHU3yalbHas CTHJIMCTHKA, BKIIOYarolas B ceOs cTwin opOpMIICHHS pa3iesioB
nopTasa, IBETOBBIC CXEMbI U N300pakeHus;

2) [BETOBas raMMa TMOPTAJOB U YCIAYr JIOJDKHA OBITh MaKCHMAaJIbHO
HEUTPaJbHOM M HE JI0JKHA COJEp)KaTh arpeccuBHble OTTeHKHU. LIBeT QoHa He nomkeH
BBIHYK/IaTh HANPSTaTh 3PEHUE U BBI3BIBATH TPYAHOCTH IIPU ITPOYTEHHUH TEKCTA;

3) PCKOMEHIIYEeTCS  peajM30BbIBaTh  (YHKIIMOHAJ  IOJIb30BATEIbCKON
HACTPOWKHM IIBETOBOW MAaJIMTPhl OCHOBHOIO TEKCTa M (JOHA TOPTAIOB TMOCPEICTBOM
BbIOOpa KJIMEHTOM BapUaHTOB, pa3pa0OOTaHHBIX HAa OCHOBE W3yUYCHHS M BBISBICHUS
noTpeOHOCTEN KITMEHTOB,

4) HopTaJl HEe JOJDKEH COJepKaTh 3JIEMEHTHI HHTepdeiica, Muratomue 6omnee 3
pa3 B CEKyHAY;

5) uHpoOpMaIMs, CoAepIKalascs Ha MopTanax, He JOJDKHA BKIIOYATh B cels
TEPMHUHOJIOTHIO, TpPeOYyIOIIYl0 CIEUUaIbHOr0 MNpOoPMIbHOIO 00pa3oBaHUS Uil €€
NOHUMAaHMUSI, UJTU UMETh (pOopMaT, TPeOYIOIMIA JOMOIHUTEILHOTO PeoOpa3oBaHus;
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6) otoOpaxkaeMasi ”HGOpPMAIIUS JOJKHA COOTBETCTBOBATH CMBICIIOBOI (popme
npencraBieHus. HemomycTUMO BBIBOJUTH TEKCTOBYIO HH(OpMAIuio B TpaduyecKoM
BUJIE,;

7) MYJIbTUMEAUNHBIA KOHTEHT JOJDKEH HMMETh COAEPKATEIbHOE HAa3BaHUE.
NHnnurpoBaTh NPOUTPHIBAHNUE MYJIBTUMEIUMHOTO KOHTEHTA JTOJKEH KIUEHT.

4.6.1.12. Unrepdeiic mopTanioB AOHKEH OBITH TPOCTBIM W TIOHATHBIM B
WCIIOJIb30BaHNUM, Y3HABAEMBIM U MPEACKAa3yeMbIM, YTO OOECIIEUMBAETCS BBHIMOJIHEHHEM
CIeIyIoIIX TpeOOBaHUM:

1) JIOJDKHBI OTCYTCTBOBATh PACX0KICHUS MEXKITY aHATOTUIHBIMH dJIEMEHTAMU
uHTepdeiica, JTOIKHBI HCIONIB30BATHCS THIIOBBIE MHTEpQEHCHl (Hampumep, Ui BBOJA
aapeca pakTUUECKOTO MPOKUBAHUS);

2) H606X0,Z[I/IMO BHU3YyaJIbHO BBLICIIATDH 00s13aTeNIbHBIC MOJIS JJIA 3aIlIOJIHCHU A,

3) HEOOXOJMMO BHU3YAJIbHO OTJIMYATh IOJIS, TPEOYIOIIUE 3allOJHEHUS, OT
ABTOMATHYCCKH 3aIlOJIHCHHBIX IIOJICH CBEICHUSMH, KOTOpPHIE paHee YKE€ BBOJIUIUCH
KJIIMEHTOM U COZEpKaTcs B ero nudpoBoM npodure;

4) HCO6XO,Z[I/IMO BHU3YyaJIbHO BBIACIIATL CCBIIIKH, C KOTOPBIMH YXKC KIHMCHT
BSaHMO,Z[efICTBOBaJI, a TAaKXKC JABHO YKa3bIBAThb HA3HAYCHUC CCBIIIOK U 2JICMCHTOB;

5) H606X0,Z[I/IMO aJlalITUPOBATh  IMOAIIMCH Moje B COOTBETCTBUHM C
TCHJACPHBIMH XapaKTCPUCTUKAMH KIHNCHTA,

6) JOJDKHBI HCIIOJIB30BAThCA e,[[I/IH006p33HBIe CITOCOOBI B3aUMOJICUCTBUS U
QJICMCHTHBI YIIPABJIICHHA, a TAKXKC OJMHAKOBEIC HA3BAHUA OJI AHAJTIOTHUYHBIX 3JICMCHTOB,

7) HEOOXOJIMMO COXPaHATh €IUHOOOpa3ue Ha KaXJAOW CTpaHUIlE MopTaja Mo
PaCTIONIOKEHUI0, COJCPKAHUI0 W MEXaHWKEe pabOoThl Al WHCTPYMEHTOB HAaBHUTAIIHH,
KOHTAKTOB CITy>)KObI TEXHMYECKOW IMOJJICP)KKH M KHOTIOK YIPABICHHUS, B T.4. KHOIIKH,
BeIyIeH Ha JIOMAITHIOW CTPaHUILy MOpTajia, KHOTIKK BX0J1a-BbIX0/a, KHOIIKH Iepexo/ia B
JTUYHBIN KaOUHET.

4.6.1.13. Tpebyercss obecnieunTh KOPPEKTHYIO paboTy M OTOOpa)keHHe JaHHBIX
0e3 HCKaXEHUIl B YCIIOBUSAX HM3MEHEHHUs pacIIMpeHHUs] dKpaHa BbIIIE JOMYCTUMOTO B
320x240 nwuxceney, HOCTUTaeMble AJaNTUBHONM BEPCTKOM MOPTANOB U CEPBUCOB, MPHU
UCTIOJIb30BAaHUN KIIIOUEBBIX OpaysepoB: Sumekc.bpaysep; Internet Explorer; Google
Chrome; Mozilla Firefox; Safari; Opera. Heo0XxoauMo COXpaHSATb KOPPEKTHOE
OTOOpa)KEHUE JTAHHBIX B YCIIOBHSIX aJalTUBHOM MEYaTH CTPAHUIII TOPTAJIA.

4.6.1.14. TpeboBaHus K MOUCKOBON MOJIENN JAOJHKHBI OBITH ONPE/ICTICHBI HA dTare
W3YYCHHSI W BBISIBJICHHS IOTPEOHOCTEH KIMEHTOB. B cocTaB MHCTPYMEHTOB IOHMCKA
OJDKHBI BXOIUTD:

1) TapreTHpOBaHHBII MOKUCK sl MPOGUIIS KITHSHTCKOTO CETMEHTA,
2) CceMaHTHYCCKUI MOMCK;
3) ¢uabTpanys U COPTUPOBKA,

4) cnoBapb CHHOHHMOB,
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5) KOHTEKCTHBIH MOUCK.

6) dopma momcka A0JKHA:
7) MHUIUHPOBATHLCS U3 JFO0O0H CTpaHMIIBI TOPTAIa;

8) yuuThIBaTH MOP(OIOTHIO BEIOPAHHOTO KIIMCHTOM SI3bIKA,;

9) comepkaTh CITUCOK HaHOOJIEE MOMYIISPHBIX 3alPOCOB KIIMCHTA,;
10)3amyckath mpoIecc MOMCKa ¢ KJIaBUATYPhl U KHOIIKH;
11)conepxath 00IIee KOJTHMUSCTBO CTPAHUIL C PE3yIbTaTaMU;

12) punbpTpoBaTh pe3yibTaT;

13) COXpPAaHATH AJIA aHaJIn3a UCTOPHUIO BCCX 3aIIPpOCOB KIIMCHTA.

4.6.1.15. TpeboBaHHs K HABUTAIIMOHHON MOJEIN JTOJDKHBI OBITH ONpPEICIICHBI Ha
9Tare BBIABICHUS W HW3ydeHHUs moTpeOHocTeit kimueHToB (pasmen 4.3 CraHmapra) B
3aBUCUMOCTH OT 3aj7[a4d U MPUOPUTETOB KIMEHTOB. OCHOBHBIMU 3JIEMEHTAMHU HaBUTAIIUU
JIOJKHBI OBITH:

1) HauMEHOBaHHE MMOPTAa;

2) KHOTIKH OBICTPOTO TIepeX0/ia Ha TJIABHBIC CTPAHMIIBI IIOPTAJIOB, B TUYHBIH KaOUHET
(Tpu HAJIMYUU) U BXO/1a-BBIXO/1A;

3) HaBUTAllTUOHHOC MCHIO I OCYIICCTBICHHUA IICPCXOJO0B MCKAY pasaciiaMu
IIOPTAJIOB;

4) 3aroJIOBOK CTPaHHIIbI,
5) KHOIKHK BO3BpaTa Ha MPEAbIAYIINI 3Tall U Mepexo/1a Ha CJICTYIOIIHA;

6) nepcoHasibHasi HABUTAIMOHHAS IICTIOYKA C OTCIIC)KMBAHUEM YpPOBHsI IMporpecca
IIOJIyYEHUS YCIYT U CEPBUCOB;

7) MEHIO caiiTa, coJiepiKalee ero CTpykTypy.

4.6.1.16. Ha mnopramax JIO/DKEH OBITh pa3MelleH oOydJaromuii KOHTEHT,
MPEJICTABICHHBIM B ()OpMaTax TEKCTOBBIX JIOKYMEHTOB, BUIACOWHCTPYKIMH W (WIIH)
uHporpaduKy, BKIIOYAas TEXHOJOTMH JUHAMUYECKOTO OOy4YeHUs, TOIIaroBO
JNEMOHCTpUpYIome (QYHKIMOHAN mopTasoB. OOydaromuye HWHCTPYKIUU HE JTOJDKHBI
coJiepKaTh TEPMHUHOJIOTHH, TPEOYIOMIEH ISl TOHUMAHUS CICIHAIBHOTO MPO(HIEHOTO
o0pa3oBaHusl, HE JIOJDKHBI BKIIIOUATh TEXHUYECKUE MOHSATHS U HE JOJDKHBI OBITH OYCHB
mmHEBIME.  [Ipu  paspaboTke oOydaromero KOHTEHTa HEOOXOIMMO YYHUTHIBATH
OTpaHUYCHHBIC BO3MOYKHOCTH 3JIOPOBbSI OTJCIBHBIX KIUCHTOB mMopTanoB. OOydaroiue
BUJICOPOJIUKH JIOJDKHBI OBITH 00S3aTEbHBIM aTPUOYTOM TpHU pa3pabOTKe M BBOJAC B
AKCIUTyaTallii0 HOBBIX YCIAYyr W cepBUCOB. OOydarommuii Marepuan Takke JIOJDKEH
BKJItOUaTh B ceOs pasmen «Yacto 3amaBaembie BOMPOCHI». [IpencTaBicHHBIC B pasjeie
BONIPOCHI U YPOBEHB JCTAM3AIMK OTBETOB HA HUX JIOJDKHBI 3aBUCETh OT PE3YJIBTATOB
BBISIBJICHUS M H3yUEHUS MMOTPEOHOCTEH KIIMEHTOB.

4.6.1.17. Ha nopTanax JOJDKHBI pa3MeIIaThCs JOKYMEHTHI, PErJaMeHTHPYIOIIIe
NEeSATENbHOCTh TOpTala, a TaKKe OPraHoB BJIACTH W YMOJIHOMOYEHHBIX OpraHu3aluii,
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ABJIIOIIUXCA  OII€paTOpaMHu  IMOPTAJIOB. Pa:men C JOKYMCHTAMH TaKKC JOJIZKCH
COACPKATh IICPCUCHDb HOPMATHUBHBLIX IIPABOBBIX 4KTOB, OTHOCAIOUXCA K YCIyraM H
CcepBUCaM, IPCACTABIICHHBIM Ha IIOpTaliax. ,HOI(yMeHTBI, PasMCIICHHBIC Ha IIOpTallax,
JO0JIDKHBI CBOCBPECMCHHO aKTYyaJIM3NPOBATHCA.

4.6.1.18. MoOunpHbIE BEepPCHUU JOJDKHBI BKIIOYATh (YHKIIMOHAT IIOPTAJOB B
MOJTHOM O00BhEME M HE JIOJDKHBI BBIHYXKIATh KIMCHTOB MEPEXOJAUTHh HA IMOPTAJ B CBSI3U C
OTPAaHUYCHUSMH BO3MOXXHOCTECH TOJyYeHUS YCIyT, Mep TOIIACPKKH H CEPBUCOB
TIOCPEJICTBOM MOOWJIBHBIX Bepcuil. [Ipm 3TOM B MOOWIBHBIX BEpPCHUSAX JIOJDKHBI
pa3MemiaThCsl CChUIKH ISl Tepexo/ia Ha JPYrue KaHajibl B3aWUMOJCHCTBUS C OpraHaMH
BJIACTH ¥ YIIOJTHOMOYCHHBIMU OPTaHU3AIUSIMHU.

4.6.2. MoOubHbBIE TTPUITOKEHUS

4.6.2.1. B3aumojeiicTBiEe KIMEHTOB C OpraHAMHU BJIACTH U YIIOJHOMOYCHHBIMHU
OpraHu3alusIMA Yepe3 MOOWIbHOE TMPHUIOKEHUE [OJDKHO OTBEYaTh TPEOOBAHHIM
nyHktoB 4.6.1.1 - 4.6.1.3, 4.6.1.5 - 4.6.12, 4.6.13-4.6.1.17 x B3auMOJEHCTBUAM dYepe3

HOPTAaJIbI.

4.6.2.2. MoOwibHOE TPUIOKEHUE JOHKHO oOecrednBaTh BO3MOXKHOCTH
COBMEIICHHSI MTPHIIOKEHUSI C OCHOBHBIMU THIIAMH IUIATPOPM, a TAKKE aJanTalliH IO
obOHoBneHus miatrgopm. [Ipu amantanuu MOOWMIBHBIX BEPCHH TOPTAJIOB HEOOXOIMMO
YYHUTHIBATH BO3MOXHOCTH ¥ OTPAHUYEHUST OCHOBHBIX THITOB TLUTAT(OPM.

4.6.2.3. Jloctym K 3arpy3ke W yCTAaHOBKE MOOWJIBHOTO TNPHIOKEHUS OPTaHOB
BIACTH M YIIOJIHOMOYEHHBIX OpPTraHW3alii JOJDKEH OBITh OOIIEJOCTYIHBIM |
O€CIUIaTHBIM.

4.6.2.4. B3auMojeiCTBUE KIHMEHTOB Yepe3 MOOWIHHOE MPHUIIOKEHHUE IOJDKHO
obecrnieunBaTh OE30MACHOCTh U KOHPHUACHIIMATLHOCTD JaHHBIX KIIMCHTOB.

4.6.2.5. B MOOWIBHBIX TPUIIOKEHUSX OPTaHOB BIIACTU W YIMOJTHOMOYECHHBIX
OpraHu3aluil JIOJDKHAa OBITh HACTpOCHA CHCTEMa NEPCOHAIBHBIX push-yBeIOMIICHHIA,
MO3BOJISIFOIIMX OTKPBIBATh MpHiIOkeHHe. Push-yBegoMieHuss JOKHBI JCIUTHCS Ha
KaTeropuu:

1) KOHTEHTHBIC, MPENOCTaBIsIoNIe HHPOpMAIUI0 00 yciIyrax M CepBHCax
OpraHoOB BJIACTU M YIOJTHOMOYEHHBIX OpraHU3aluil, WHAUBUIYAIbHO MOAOMPAEMBIX,
JMOCTYIHBIX W TOTEHIIMAIBHO HEOOXOMUMBIX I YAOBIETBOPEHHs MOTpeOHOCTEH
KIIMEHTAa B 3aBHCHUMOCTH OT €ro mpouis KIMEHTCKOTO CETMEHTa W YKHU3HEHHBIX
CUTYaIlUii, COOOIIAOIINE O Pa3MEIIeHUH HOBOTO OMPOCa KIIMEHTOB U JIPYTHE;

2) TPaH3AKLMOHHBIC, OIOBEIIAKIINE O CTaTycax IOJy4aeMbIX YCIyr |
CEpPBHUCOB, YBEIOMJISIOIINE O MOATBEPKIACHUU OIJIAThl M O APYIMX OpPraHU3allMOHHBIX
MOMEHTAaX;

3) TPUITEpHBIE, TOOYXKAAIOIIUE KIMEHTa K COBEPLICHHIO OINpPEAETICHHBIX
JEMCTBHI, B T.4. HAallOMUHAIOIIME O 3alUCAX HA OYHBIA MPUEM B OPraHbl BIACTU U
YIIOJTHOMOYCHHBIE OpraHM3alud, OO0 HWCTEKAIoUIeM CpOKE TOJauyd 3asBICHUN B
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OIPE/IEJIEHHBIX )KU3HEHHBIX CUTYalUAX, [IPEJIaratoiie OLUEHUTh Ka4eCTBO MOIYYEHHBIX
YCIIYT ¥ CEPBUCOB U JIPYyTHE.

4.6.2.6. ] KITMEHTOB JOJKHA OBITH peali30BaHa BO3MOXKHOCTh HHANBUIYTBHO
HACTPaWBaTh YaCTOTYy M KaTETOPUU PACCBUIKHA push-yBEeIOMIICHHH, a TaKXKe MOJHOCTHIO
OTKJIIOYATh UX.

4.6.3. TeneoH (KOJII-TICHTP) OPTAHOB BIACTH M YIIOJIHOMOUYEHHBIX OpraHU3aIuii

4.6.3.1. KimueHT JOMIKEH MMETh BO3MOXKHOCTh OOpPAaTUTHCS B OPTaHbl BIACTH U
YIIOJTHOMOYEHHBIC OpTaHU3aIlUK 10 TenedoHy B JIF000€ yI00HOE BpeMs KPYTJIOCYTOYHO
u 0e3 mepephIBOB MPU MaKCUMaJIbHOM YPOBHE KJIMEHTOLIEHTPUYHOCTH B COOTBETCTBHH C
paznenoMm 6 Ctanpapra.

4.6.3.2. C yderoM J>KHM3HECHHOH CHUTyalluu, NMpopuis KIHCHTa W CYTH BOIIpoOca
KJIHMEHTa KOJMYECTBO IMEPEKIIOYCHUN Ha APYTHX COTPYAHHMKOB JJIS PEIICHHS BOIpOca
KJIMEHTA HE JTOJDKHO MPEBHIIIATH IBYX.

4.6.3.3. JlomkHbl coOMOAaThCs TpeOOBaHWS K pEYd M HMHTOHALMAM TIPH
Tene()OHHOM Pa3roBOPE COTPYAHUKA C KITMEHTOM:

1) Opy  pa3roBOpe ¢ KIUEHTOM JOJDKHA  HCIIOJIB30BAThCS — POBHA,
IMOITMOHATBPHO HEWTpaIbHAS MJIU IMO3UTHUBHO OKpAIICHHAS pPe4Yb ¢ KPATKHMMH U YECTKUMHU
nH(popMaMOHHBIMU (ppazamu;

2) B TOJIOCE COTPYOHUKA HE JIOJDKHBI IPOCIICKUBATHCS HHTOHAIIUU
Oe3pa3nuuus, CKyKH, YyCTaJOCTH, HE3aHHTECPECOBAHHOCTH B  yJIOBJICTBOPCHUHU
MOTPeOHOCTH KIIMCHTA,

3) pedb COTPYAHHUKOB JIOJDKHA OBITH TPAMOTHOM: CJEeNyeT U30eraTh CIHUIIKOM
OBICTPOTO WJIM CIWIIKOM MEIJICHHOTO TEeMIa PEeYH, HCIIOJIb30BAaHUS MEXIOMETHH,
apXan3MOB, KaPrOHHOU M TPOCTOPEUHOMN JIEKCUKH, SI3BIKOBOU arpeccuu, ophodMUIeCKUx
OIIMOOK, TABTOJIOTHH.

4.6.3.4. CseneHus, MpeI0CTaBIIsIEMbIEC KJIAEHTaM, JIOJI>KHBI OBITH
UCYCPITBIBAIONTUMH, JIOCTOBEPHBIMH ¥ COOTBETCTBOBATH IOTPEOHOCTSIM  KJIMCHTA,
OCHOBBIBAThCS Ha 3apaHee TOJTOTOBJICHHBIX THIIOBBIX BOIPOCAX M OTBETaX HA ATH
THIIOBBIE BOIIPOCHI.

4.6.3.5. Jloruka pa3roBopa J0HKHA OBITH BBICTPOEHA C MCTIOIB30BAHUEM TEXHUKHU
AKTHUBHOTO CJIYyIIAHUS: UCIIOJIb30BAHUE HABOJSIINX BOMPOCOB KIUEHTY JJIs TOAPOOHOTO
BBISICHEHUS €T0 IOTPEOHOCTEH.

4.6.3.6. JlomkHbl OBITH pa3paboTaHbl CKPUMTHI PAa3TOBOPOB NPHU BXOANIUX U
UCXOJAIIMX 3BOHKAX COTPYJHHMKOB OPTaHOB BJIACTH M YIOJHOMOYCHHBIX OpraHU3alui
(COTPYIHUKOB KOJUI-IIEHTPOB) /ISt OTBETOB HA TUIIOBBIC OOpAIICHUS KJIMEHTOB.

4.6.3.7. B CTpyKTYpY CKPHIITOB BXOJSIIETO 3BOHKA COTPYAHUKA MOTYT BXOJUTH:
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1) IIPUBETCTBUE B 3aBUCHMOCTH OT BPEMEHM CYTOK C YyKa3aHUEM HMEHHU
COTpYAHUKA, OpraHa BJIACTM WM YIOJHOMOYCHHOM OpraHu3aluy, KOTOPYIO OH
IIPEACTABIIAET, U IPEII0KECHUEM ITIOMOLLIH;

2) YTOYHEHHE JINYHOCTHU KIINEHTA;

3) BBIICHCHUC IICJIM 3BOHKA ITYTCM HCIIOJIB30BAHHA HABOJANIUX BOIIPOCOB OO
MOMCHTaA, ITIOKa HC 6YI[CT BBISICHCHA HOTpe6HOCTB KJIIMCHTA,

4) JICMOHCTpAIUsl TIOHUMAaHHUS TOTPEOHOCTH KJIMEHTa, B TOM YHCJIE IyTeM
nepepopMyIMPOBaHHS BOIIPOCA,;

5) JEHCTBUS AJIs YAOBIETBOPEHUS MOTPEOHOCTEH KIIMEHTA ITyTEM:

a) OTBETa Ha BOIPOCHI KIMEHTAa, €CJIM JJisi OTBETa Ha HEro He TpedyeTcs
JOCTYyH K CHOpaBOYHOM  uwHGpOpManuu, CBEACHUSIM 00  HCTOpUU
B3aUMOJICHCTBUS KJIMEHTAa C OpraHaMu BJIACTH M YINOJIHOMOYECHHBIMU
OpraHU3aIUsIMU;

0) mpocbObl OCTaBaThCS HAa JMHUM C (YHKIMEH yaepKaHHs 3BOHKA, €CIU
HEoOXO0IUM JIOCTYN K CIPaBOYHON MH(pOpMallUU, C YKa3aHUEM BPEMEHH, B
TE€YeHHE KOTOPOr0 BO3MOXEH BO3BpAT HA JIMHUIO;

B) BBIXOJla Ha JIMHUIO M OTBETa Ha BOIPOC, €CIH YIaI0Ch CHOPMYIUPOBATH
OTBET;

I') yKa3aHHUs CPOKa, B TEUEHHUE KOTOPOTO COTPYAHHMK KOJUI-LEHTpa MEPE3BOHMUT,
C MpochOOM OCTaBUTh KOHTAKTHBIM TeaeOH ISl CBSI3U, €CIU HE YAAIOCh
chopMyIMpoBaTh OTBET, BO3BpaTa Ha JIMHUIO B OOO3HAUEHHBIH CPOK U
OTBETA Ha BOIIPOC.

6) MPOIIAaHUE C KIMEHTOM B 3aBUCUMOCTH OT YAOBJIETBOPEHHUS WM
HEYJIOBJIETBOPEHUS €r0 MOTPEOHOCTH B MOMEHT 3BOHKA M (DUKCAIlMs B YUETHOUW CHUCTEME
cTaTyca yJIOBJIETBOPEHUS MOTPEOHOCTEN KITMEHTA.

4.6.3.8. B CTpyKTypy CKpUIITOB HCXOJSLIETO TEIEPOHHOIO 3BOHKA COTPYAHMKA
MOTYT BXOJUTh:

1) IIPUBETCTBUE B 3aBUCHMOCTH OT BPEMEHM CYTOK C YyKa3aHUEM HMEHHU
COTpYAHUKA, OpraHa BJIACTM WM YIOJHOMOYEHHOM OpraHu3aluu, KOTOPYK OH
IIPEACTABIISET;

2) dbopMynupoBaHUE MPOCTHIM A3BIKOM LI€JTM 3BOHKA IYTEM HMCIOJIb30BAHUS
HABOJISIIIMX BOIPOCOB JI0 MOMEHTA, MOKa He OyJ1eT BbISICHEHA TOTPEOHOCTh KIIMEHTA!

a) MEPBHUYIHOC BBaHMOHGﬁCTBHC AJIA MIPOAKTUBHOI'O MPEAOCTABICHUA YCIYT'U
HJIN CEPBHCA B paMKax YKU3HCHHOM CUTyalluun (((XOHOHHBIﬁ)) 3BOHOK);

6) BSaHMO)IefICTBHC B paMKax pf€ajnm3alilii KIHMCHTCKOIO CICHApus B paMKax
JKU3HEHHOM CUuTyalnuu C LCJIbIO YAOBJICTBOPCHHUA HOTpe6HOCTeﬁ KIIMCHTA.

3) YTOYHEHHUE MOTPEOHOCTEH KIIMEHTA MPHU «XOJIO0JHOM» 3BOHKE ITyTEM:

a) BEXKJIMBOIO 3aBEPLIEHUS pasroBopa, B Clydyae €CIM KIUMEHT He
3aMHTEPECOBAH B YCIyrax M c€pBUCaxX OPraHOB BJIACTU M YIIOJHOMOYEHHBIX
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4)

0)

OpraHu3anui, MO BO3MOXHOCTU C YTOYHEHHEM €ro HOTpeOHOCTEW H
¢ukcanuu HUX B HMHPOPMALMOHHOM CHCTEME OpraHa BIAcTH WM
YIIOJTHOMOYEHHOW OpraHU3alluu;

YTOUHEHHUSI )KM3HEHHOW CUTyallud, Npouis KIHWEHTa, €ro MepCOHabHBIX
NOTpeOHOCTEN ¢ JEMOHCTpaIMell MOHUMAaHUSI 3TUX TOTPEOHOCTEH;

IIOJIyYEHUsI COIJIAaCHs HA 3alyCK KIMEHTCKOTO CLEHapus B paMKax
JKU3HEHHOM CUTYallVH;

HOSCHEHUSI MECTa, CPOKa, Croco0a yAOBIETBOPEHHS MOTPEOHOCTEH U IO
BO3MOKHOCTM  COBEpIIEHHUS IMEPBUYHBIX JEHCTBUM i1 3alycka
KJIMEHTCKOI'O CLieHapus, HallpUMep, 3alluCh HA MPHEM B OpraHbl BJIACTH U
YIOJHOMOYEHHBIE OpraHU3aluH, O000COOJEHHBIE YUpEXKICHHS, TIIe B
PEXHMME «OJHOTO OKHa» MPEOCTaBISAIOTCS YCIYTHM U CEPBHUCHI B yJ0OHOE
JUISI KIIMEHTA BpeMSL.

JIOHECEHUSI 10 KIMEHTa CBEICHHH O CTaTyCcC pcajn3anun KIUMCHTCKOTO

COCHapusd B paMKax YKU3HCHHOM CUTyallu MyTEM:

5)

a)

6)

MH(OPMUPOBAHUS O paHee MPEAOCTaBICHHBIX €MY yCIyrax M cepBHUcax, C
npoch00il MOATBEPKIEHUS KIMEHTOM CTENEHH €ro yJIOBIIETBOPEHHOCTHU
(oMKHBI OBITH HCHOJB30BAHBI COKpAILEHHBbIE MOHSATHBIE JUISI KIMEHTOB
Ha3BaHUs YCIYT U CEPBHUCOB);

HH(POPMHUPOBAHUS O TOYKE HAXOXKJCHUS KIMEHTAa Ha KIMEHTCKOM IMyTH U
HEOOXOAMMBIX TOCIEAYIOMUX JEUCTBUSAX KIMEHTA [JIs JalbHEUIIEro
MPOABMKEHUS 110 3TOMY MYTH C JEMOHCTpAle MOHUMAHUSA U YKAa3aHHEM
Ha TO, KAaK1e MOTPEOHOCTH MPU ITOM OYIYT yJAOBIECTBOPEHBI;

uHpOpMUpOBaHUS O TEpEeUYHE JCUCTBUN HEOOXOIUMBIX KIHUEHTY IS
JaJIbHEMIIEro MPEeJAOCTABICHUSI €My YCIYr U CEPBUCOB W IOMOIIM B
OCYIIECTBIICHUU MEPBBIX KIMEHTCKUX IIArOB: HAIPUMEP, 3alUCh HA MPUEM
B MO®I] «Mou 10KyMEHTBI»;

OTBETOB Ha BCE BOIPOCHI KIMEHTA MO 3apaHee 3aroTOBJICHHBIM IIabJIOHaM,
o000 yKa3zaHUA CpPOKa, B TEUEHHWE KOTOPOTO COTPYIHUK KOJUI-IIEHTpa
MEPE3BOHUT C OTBETAMM Ha BOMPOC, BO3BpaTa Ha JIMHUIO B 0003HAYCHHBIM
CPOK U OTBETa Ha BOIPOC.

npomanue C KIMCHTOM B 3aBUCHMOCTH OT YAOBJICTBOPCHHUA WU

HEY/IOBJICTBOPEHHUSI €r0 MOTPEOHOCTH B MOMEHT 3BOHKA U (pUKCAIUs B YUYETHON CHCTEME
cTaTyca yJlOBJIETBOPEHHUS KIIMEHTA.

4.6.3.9. B ckpunThl pa3roBOpOB COTPYAHHMKOB MO TenedoHY HOKHBI ObITh
BKJTIOYEHBI ICHCTBUS MPU OCKOPOJICHUAX U UCTIOJIB30BAaHUH HEI[CH3YPHOU JTIEKCHKH.

4.6.3.10. PobGoTusnpoBaHHBIE T'OJIOCOBBIE TOMOIIHUKMA B 4Yachl, Korma pabota
COTPYIHUKOB KOJII-IICHTPOB HE MOXKET OBITh OOecIedeHa, JTOJDKHBI 0071a1aTh (hyHKITUEH
pacmo3HaBaHWs PeYM, a JUIA JIMIl C HApYMICHUSMH pPEeYd JOJDKHA OBITh COXpaHCHa
BO3MOYXHOCTh PEarupoOBaHMs C OMOIIBIO KIIABUATYPHI TeneOoHa.
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4.6.3.11. PoOGoTH3upOBaHHBIC TOJOCOBBIC ITOMOIIHUKH JIOJDKHBI OTBEYaTh Ha
TUIIOBBIE BOIMPOCH! KJIMEHTOB, COO0IIATh O Yacax paboOThl COTPYAHUKOB, KOTOPHIE MOTYT
MIPOKOHCYJIBTUPOBATH KIMEHTA 110 TeJepOHY, M Ha3HAYaTh B yI0OHOE JIJIsl KIIMEHTA BPEeMs
MIPOBEACHUE KOHCYJIBTAIUU C COTPYIHUKOM.

4.6.4. TluceMeHHOe B3auMoJEHCTBHE (JIeKTpoHHAs modta (e-mail), mucemo,
COOOIIIEHNE B INYHOM KaOUHETE)

4.6.4.1. PaccpUIKM, WHUIMUPOBAHHBIC OpPraHaMHU BJIACTH U YIOJIHOMOYECHHBIMH
OpraHu3alUsIMU, JOJKHBI IPOU3BOJUTHCS TOJIBKO MPU HAJIWYUU COIJIACHs KiIMeHTa. Bce
PacChbUIKM JOJKHBI OBITh NEPCOHAIM3UPOBAHBI MO MPOGUIM KIMEHTCKOIO CErMEHTa,
coJepKaTh EIUHYI0 CTPYKTYpPY H3JIOXKEHHs U OCOOCHHOCTH MpPEJCTaBICHUS (OPMBI
uHpopmanuu. KimeHT 10mKeH UMETh BO3MOKHOCTh OTIHCATHCS OT PACCBUIKH KaXKJ10TO
THUIIA, @ TAK)KE HACTPAaUBaTh YACTOTY UX MOJy4EHUS.

4.6.4.2. TlucbMeHHOE oOOpalleHUEe, WHUIIMHPOBAHHOE KIWEHTOM M TpeOyroiee
0o0paTHOM CBSI3H, JOJHKHO aBTOMATHYECKU KIIACCH(PUIIMPOBATHCS 110 TEME, HACTPOCHUIO U
COJIep)KaHHMIO TUChMa. B 3aBUCHMOCTH OT JIaHHBIX XapaKTEPUCTHK, a TaKke Tpoduis
KJIMCHTCKOTO CETMEHTAa JIOJDKHBI BBICTPAUBATBHCS TPUOPUTETHI, OMPEICIATECS CPOKH
MOJITOTOBKH OTBETA U OTBETCTBCHHBIE JIMIIA.

4.6.4.3. Tlocie moyydeHusl MUChbMa, MHUIMHPOBAHHOI'O KIMECHTOM, B TeucHHE 24
4acoB HEOOXOAMMO MPEACTABIISITh NMEPBHYHYID OOpPAaTHYIO CBS3b C YBEIOMJICHHEM O
noydyeHuu nucbMa. OTBET JOJDKEH COAEPKaTh:

1) IPUBETCTBHE;
2) OJ1aroJapHOCTh 32 NOTPAYEHHOE BpeMS;
3) CPOK Ha MOJATrOTOBKY OTBETA U (WJIM) PELICHUS BOIIPOCA.

4.6.4.4. JIns mpenocTaBiIeHUS UCUYEPIBIBAIONIETO OTBETA Ha oOpallleHne KIMEeHTa B
COOTBETCTBUU C €TI0 MOTPEOHOCTAMHU U MTPOdHIIeM KIMEHTCKOTO CErMEHTa OpPTaHbl BIACTH
U YIIOJTHOMOYEHHOM OpraHU3aINK TOTKHBI:

1) 3aKpenuTh  KOMIIETEHTHOIO  OTBETCTBEHHOTO  COTPYAHUKA  JUIs
B3aMMOJICHCTBUSL C KJIMEHTOM Ha TPOTSDKEHWH BCErO IMEpHoJa €ro OOpalleHUui T0
npobieme;

2) yOemuThCs B UYETKOCTH IOHUMAHUS TOTPEOHOCTEH KIMEHTa, TpuU
HEOOXOJIMMOCTH — CBSI3aThCS C KIIMEHTOM JIJISl YTOYHEHHUS CTIOPHBIX MOMEHTOB;

3) OpPraHH30BaTh BBIE3] 10 MECTY HAXOXACHHS KIHCHTA I 3KCTPEHHOIO
ypEeryJIMPOBaHUS BOMPOCa, TOJYYCHHs] HEAOCTarolIed WHpopMalMu Win 0Oosee
rI1yOOKOro aHaiu3a nmpo0seMsl (Ipu HEOOXOTUMOCTH);

4) NpOaHATU3UPOBaTh MNPOPHIb KIHEHTa, HCTOPUI0 €ro  OOpalleHuH,
3alpOCUTh MH(POPMAIMIO O KIMEHTE WM MpoOJeMe B paMKaxX MEXBEIOMCTBEHHOIO
B3aUMOJICUCTBUS;

5) NMOATOTOBUTL IMPOCTBIC W TOHATHBIC OTBCTHI HAa IMOCTABJIICHHBLIC BOIIPOCHI,
MHWHUMU3UPYS HATTOJIHCHUC TCKCTA CChIJIKAMU Ha HOPMATHBHBIC ITPABOBLIC AKTHI.
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4.6.4.5. OtBeTbl OpPraHoB BJIACTH W YIOJHOMOYCHHBIX OPraHU3ANWA IPU
NUCbMEHHOM B3aUMOJICHCTBUU JOJDKHBI OBITH W3JIOKEHBI B JIOCTYIHOM, MOHATHON U
Jerkod mns BocmpusTHs (Gopme ¢ yderoM Npoduias KIMEHTCKOTO CEerMeHTa U ero
noTpeOHocTei. [Ipu moAroToBKE OTBETOB HA OOpAIllCHHS KIMEHTOB TpeOyeTcs:

1) u3zberarh (opMaiiu3mMa U KaHUEISIPUTAa TPU BbIOOPE CTUISL W3JI0KEHHS
(HampuMep, OTTJIaroJibHble CYIIECTBUTENIbHbIEC, TACCUBHBIN MM CTpajaTesIbHBIM 3aior,
paclleIuIeHHbIe CKa3yeMble, COCTaBHbIE M IPOU3BOIHBIE TIPEJIOTN);

2) n3berate opdorpaduueckux, MYHKTYaIIMOHHBIX, CTHIMCTHYCCKUX U
(aKTUYECKHUX OIIMOOK, apXam3MOB, JKapTOHHOW M TPOCTOPEYHOW JIEKCHUKH, SI3BIKOBOH
arpeccuu;

3) MUHHUMH3HPOBATh YHOTPEOJICHUE CIIOKHBIX TEPMUHOB M COKpPAIICHHIA,
PEIKO UCIOJIb3yeMbIX B TIOBCEJHEBHOW JKM3HU WIM TPEOYIOIHMX CICIHAILHOTO
npoguILHOTO 00pa30BaHUs;

4) Pa3BACHATH CJIOXXHYIO TCPMHUHOJIOTHIO AOCTYIIHBIM SA3BIKOM npu
HCBO3MOXKHOCTH €€ UCKIIIOYCHHA U3 OTBCTA, 1aBATh OIIPCACIICHMA,

5) HCIIOJIb30BAaTh IIPUMCPBI JIA OOBSCHEHHS CIIOKHBIX I BOCIIPUATHA
IIponcCCOB,
6) HCIIOJIB30BAaTb OJJHO U TO K€ CJIOBO JIA OIMHMCAHWA OJHUHAKOBLIX IIPEIMCTOB

HIJIN IIPOICCCOB I10 BCEMY TCKCTY,

7) u30eratb  MCIHOJB30BAHUS  CIOXKHBIX CTUJIMCTHYECKHX KOHCTPYKIUH
(manpumep, metadop unu Ghpa3zeooru3MoB);

8) BBICTPaWBaTh CTPYKTYPY OTBETA JIOTUYHO M TOCIEI0BATEIBHO, TPYIIIUPYS
TeMaTH4ecKue OJIOKH;

9) aKLIEHTUPOBAaTh BHUMaHHUE HA LIEJEBYI0 NHPOPMALIHIO B COOOIIEHUY;
10)  wcmonk30BaTh KOPOTKHE M JTAKOHUYHBIE TIPEITIOKCHUS;

11)  BbICTpauBaTh TMPEIJIOKEHHS B  TIOJOXKHUTEIBHOM  KJIIOYe, wH30eras
OTPHUIATENIBHBIX 000POTOB;

12)  wu30erarh UCHOJIB30BAHMS CIICIIHAIBHBIX CHMBOJIOB;
13)  WCMOJIb30BATh JIETKO YHTACMbIC IIPUQPTHI O€3 3aceUeK;

14)  w30eraTh WCIOJNB30BAaHHUS KypCHBA, ITOMYCPKUBAHHMA, pa3HBIX THIIOB
HalMCaHus, 3arjaBHbIX OyKB JUId HalUCaHMs LEJIOro CjlIoBa M 0co0oro au3aiiHa
(manpumep, Tern, 3D-3¢ddekr);

15)  wu30erartp ucnosb30BaHus (POHA, 3aTPYAHSIIONMIETO TPOUTECHHE TEKCTA.

4.6.4.6. IIlpy MakcUMallbHOM YPOBHE KJIMEHTOLIEGHTPUYHOCTH B COOTBETCTBHUU C
pazaenom 6 Crangapra Bce cpOpMHUPOBAHHBIE OTBETHI TOJKHBI IPOBEPSITHCSA C TTOMOIIBIO
pa3pabOTaHHOTO aIrOpuUTMa ABTOMATHUYECKOM OIEHKH YPOBHS CIOXHOCTH BOCIPUSATHS
nucbMeHHOro otBera. [IpenenbHble ypoBHM st mpoduiedl KIMEHTCKUX CErMEHTOB
YCTaHABJIMBAIOTCS B COOTBETCTBUM C KPUTEPUAMM: HHIUKATOPbl UYUTAEMOCTH (11O
aHanoruu ¢ uHauKaropamu: wuHaekce Onema-Kunkerna, waaexkc Konman-Jlnay,
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ABromatnyeckuii uHACKC ymoboumtaemoctu (ARI), dopmymna [Idina-Yeiina) wu
pacyeTHbIe MoKa3aTeNu (HapuMep, YUCIo 3HAKOB, OYKB, CIIOB, MPEAJIOKECHHUI).

4.6.4.7. OpranaMd BJacTH ¥ YIOJHOMOYCHHBIMH OpTaHU3AMUSIMU JIOJDKHBI
pa3pabaTbIBaThCd W CBOCBPEMEHHO AaKTyaJIM3MPOBATHCSA 0a3bl 3HAHUH, CoJepKaiue
mabJIOHbl OTBETOB HA THUIIOBBIE OOpaIeHUs KIWEHTOB. B 1ma0noHBI AOMKHBI OBITh
BKJIFOUEHBI BAPUAHTHI OTBETOB JJIsI CUTYallUid, He TPEOYIONINX pelIeHUs: OCKOPOJICeHUs U
WCIIOJIb30BAHNE HEIEH3YPHON JIEKCHKH, OJarogapHOCTH W TIOXKETaHWs, aOCTpaKTHBIC
COOOIIIEHUS HE TIO TEME.

4.6.4.8. Ilppu KOMMYHHKAIIMd TIOCPEJCTBOM DJJEKTPOHHBIX CPEJCTB CBSI3U
(omextponnas moura (e-mail), cooOiieHuss B JIMYHOM KaOWHETE) JOJDKCH OBITh
peaycMOTpeH (DYHKIMOHAN OBICTPON 0OpaTHOM CBS3U MOCPEICTBOM IIIKAJTOBOW OIEHKHU
(OayTpHas mIKaja, IMKaxa CMAHIMKOB, TEKCTOBAs IIKaJa M IPYTHE).

4.6.5. ConnanpHble CETH, MyOINYHBIC YaThl B MECCEHIKEpax

4.6.5.1. HomwxHbl OBITH pa3paboTaHbl W YTBEP)KICHBI TpaBUia MOJACPALNHI
uHpopmanuu, nyoIuKyeMon KiueHTaMu. J[aHHbie paBuia JOJKHBI ObITh Pa3MEIICHBI B
OTKPBITOM JOCTYyNE Ha O(QUIMAIbHBIX CTpaHUIIAX OPTaHOB BJIACTH M YIOJTHOMOYEHHBIX
OpraHu3aIui B COIMATIBHBIX CETSIX U B MyOJINYHBIX YaTaX B MECCEHKEPax.

4.6.5.2. B3auMoaeicTBUE C KIIMEHTOM JIOJDKHO WHUITUUPOBATHCS B CITydasX:

1) ohHUIUaILHOTO OOpalieHnsT K TNPEACTABUTEII0 OpraHa BJIacTH WA
YIOJHOMOYEHHOM OpraHu3aIuy;

2) YIOMHUHAHUS OpraHa BJIACTH WJIM YIIOJITHOMOYEHHOM OpraHU3aluu B TEKCTE
COOOIIIeHHsI, KOMMEHTapHs WIH 3alKCH;

3) KOMMEHTUPOBAaHMS ~ OQUUMAIbHOW  3alKMCH  OpraHa  BJIACTH WU
YIOJIJHOMOYEHHOM OpraHu3aIuu.

4.6.5.3. Bpemsa oTBera mpeACTaBUTENS OpraHa BJIAcTU WM YHNOJHOMOYEHHOM
OpraHu3aluu Ha oOpalleHHe KIMEeHTa B COLIMANIbHBIX CETAX, 4aTax B MECCEHJKepax He
JIOJDKHO TIPEBBINIATH 4 YacoB IS YIOMUHAHWK* M 2 4acoB B Clydae O(QUIMAIBLHOTO
oOpaimieHust WIM ~ KOMMEHTapusi K  3alUCHM INpPH  MaKCHUMajbHOM  ypPOBHE
KIIMEHTOLIEHTPUYHOCTH B COOTBETCTBUU € paznenom 6 Ctanaapra.

4.6.5.4. OcCHOBHbIMM  IlIaraMd  B3aUMOJCHCTBUSL ~ OpraHOB  BJIACTH U
YIOJHOMOYEHHBIX OPTaHMU3alMil MOCPEICTBOM OTKPBITHIX KaHAJIOB CBA3U C KIMEHTaMU
JTOJIKHBI OBITh:

1) ONEpaTUBHBIN aHAIN3 MOTPEOHOCTEN KIMEHTA;

4 VinoMuHaHHEe — CIENUAIbHBIH TEXHUUECKMH (DYHKIMOHAN, MPEAYCMOTPEHHBIM pa3paboTYuKaMK COLUAIbHBIX
ceTeil 1 MecceHIXKePOB, MO3BOIAIOIINI TOCPEICTBOM CIIMTHOTO HAIMCAHUSA CHMBOJA «(@)» C MIMEHEM MOIb30BaTENs
YIOMHHATh COOTBETCTBYIOIIETO ITIONB30BATENsl B TEKCTE COOOMICHMS, 3aIMCH, CTaTbH B COIMAIBHON CETH WIH
MecceHKepe. TekecT cooOImeHns MOXKET He ObITh HampsMYI aJpecOoBaH II0JIb30BATENIO (HAIPUMEp, CTaThs
a/ipecoBaHa HEOTPAHWYEHHOMY KpYTy JHI, C YIOMHUHAHHUEM B HEHl moib3oBaTens). [lomp3oBaTenb MOIy4aeT OT
CHCTEMBI aBTOMaTHYECKOE YBEJJOMJICHHE B MTPOIIIE O HATUINN YIOMUHAHHS O HEM.
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2) IOJrOTOBKA JJAKOHUYHOT'O COOOIIECHUS 10 CYIIECTBY 3asBIICHHOTO BOIIpOCa
C IIPOSIBJICHUEM 3aMHTEPECOBAHHOCTH B €r0 PEIICHUU;

3) B ClIy4yae HEBO3MOYKHOCTH IIPEACTABUTH KPAaTKUM OTBET, HaIpaBJICHUE
KJIMEHTY MpOoCchObl O NEPEX0/J€ B HHIMBUIyaJIbHbIE KaHajbl CBA3U JJI BBIICHEHUS
JOTIOJTHUTENBbHON HHpOpMaLuu.

4.6.5.5. OtBeTsl OpPraHoB BIACTH ¥ YHNOJHOMOYEHHBIX OpraHHW3allid Ha
oOpallleHHus Wi KOMMEHTApUU KIMEHTOB B COLMAJIBHBIX CETSAX M MyONMYHBIX YaTrax B
MECCEH/Kepax JOJDKHBI ObITh HU3J0XKEHbl B JOCTYIHOW, MOHSATHOW M JIETKOM s
BOCIIPUATHS (pOPME B COOTBETCTBUU C TPEOOBAHUSMH K IIOJIOTOBKE OTBETOB, YKa3aHHBIX
B paznene 4.6.4 Crangapra.

4.6.5.6. Ilpy KOMMYHUKallMU C KIMEHTAMH B COLMAIBHBIX CETSIX W IYOINYHBIX
gaTaXx B MECCEHIKEpax IOIYCKAETCs HCIOJIb30BAHUE CMAWJIMKOB, JHEMOHCTPUPYIOLIHAX
MO3UTUBHBIN HACTPOU U «GKUBOE» OOIIEHHUE C KIIMEHTaMHU.

4.6.5.7. OpraHamMu BJIacCTH W YIOJHOMOYEHHBIMH OPTaHU3AMMSIMHU JIOJDKHBI
pa3pabaTbIBaThCs M CBOEBPEMEHHO AaKTyalW3MpPOBAThCS 0as3bl 3HAHUM, COJEpiKalue
11a0JIOHBI OTBETOB HAa THUIIOBBIE COOOIICHHUS 1 KOMMEHTApUH KJIUEHTOB.

4.6.6. YaT-00ThI M MEpPCOHAILHBIC YaThl B MECCECHKEpaX M COIUAIBHBIX CETSX,
Tr0JIOCOBEIE TTOMOIIHUKHU

4.6.6.1. Yar-00THI ¥ IIEPCOHAJILHBIC YaThl B MECCCH/KEPAX M COIMAIBHBIX CETSX,
T'OJIOCOBEIC IIOMOIITHUKH JIOJIKHBI o0ecreunBaTh HHGOPMHUPOBAHHE U
KOHCYJIbTUPOBaHUE, aBTOMATH3AIIMI0 PYTUHHBIX OMEpaIHi, ToJydeHue 0O0paTHOM CBS3U
OT KJIMEHTOB.

4.6.6.2. Tlpu BbmonHeHuW GYHKIUKU WHOOPMHPOBAHUS W KOHCYJIBTUPOBAHMS
MOMOITHUK JOJKEH:

1) OTBCYATH HA HaCTO 3aaBaAC€MbIC BOIIPOCHI KIIMCHTOB,

2) NPEIOCTABISTh CIPAaBOYHYI0O M KOHTAKTHYIO HMHQOpManuioo o0 opraHax
BJIACTH U YIOJTHOMOYEHHBIX OpraHU3alUsaX, peKUMaX UX padboThl;

3) NPEeOCTaBIATh MHPOPMALMIO O JKU3HEHHBIX CHUTyalUsX, yciayrax u
CEPBHUCOB B COOTBETCTBUU C MPOPUIEM KIHEHTCKOTO CErMEHTAa,

4) MPEIOCTABNIATh MH(OOPMAIIMIO 10 TEKYIIEMY CTaTyCy MOJy4eHHUs yCIyTr |
CEpPBHUCOB KIIMEHTCKOTO CLIEHAPUS;

5) HAIlOMUHATh O TEKYIIMX 3alMUCAX HA JUYHBIM IPUEM B OpPraHbl BIACTH U
YIOJIHOMOYEHHBIE OPraHU3aLMH.

4.6.6.3. Tlpu BeImONHEHWHM (YHKIMHM aBTOMATHU3AIMH PYTHHHBIX OIEpaIuit
1u(POBOY TOMOIITHUK JTOJIKEH:

1) OCYIICCTBIISITh TAPTETHPOBAHHBIM TOWCK TOTEHIIMAILHO HEOOXOIUMBIX
KIIMEHTY YCIIYT' U CEpPBHUCOB;
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2) obecrieunBaTh BO3MOYKHOCTH npeaoCTaBIATL MW OT3bIBAThH  COrJiaCusAd
opraHam BJIaCTHU nu YIIOJIHOMOYCHHBIMHU opraHu3anusiMu Ha IIPOAKTHUBHOC
IMpCaAOCTABJICHUC YCIYI' U CCPBUCOB;

3) 3alrpanmBaTh corjiacus Ha 00pabOTKy NEPCOHATbHBIX JAHHBIX;

4) 3aMONHATh 3asBICHUS U (OPMBI IPU MOJYYEHHH YCIYI U CEPBHCOB, IIPU
HEOOXOJIMMOCTH YTOUHSS Y KIMEHTA OTCYTCTBYIOLIYIO MH(POPMALIUIO;

5) OTCJIEKHUBATh CTATYChI POXOKIACHUS KIUEHTCKOIO CLIEHAPHSI;
6) 3aIMCBIBATh Ha JIMYHBIN IIPUEM;
7) oOecrieunBaTh OIUIATy TOCIONUIMH M JPYrux IUIATeXe B paMKax

MOJIYYEHHUS YCIIYT U CEPBUCOB;
8) YBEAOMJISITH O MOJIYYEHUH YCIYT U CEPBUCOB.

4.6.6.4. JloookeH OBITH MPEayCMOTPEH (PYHKIHMOHAT OBICTPON OOpaTHON CBS3H
TIOCPEICTBOM IITKAJIOBOH OIEHKH (OaTbHasK IIKaja, IIKala CMaIMKOB, TEKCTOBAs IIKaJia
U JIpyTHE), a TAKKE Pa3BEPHYTOr0 OTBETA O MPUYNHAX HEYJOBICTBOPUTEIHLHOMN OIEHKH.

4.6.6.5. Ha mroO6om 3Tame B3auMOJEHCTBHS C MU(PPOBBIM IMOMOITHUKOM JOJDKHA
OBITh JOCTYITHA BO3MOXXHOCTH MOJYYEHUs] OOpAaTHOM CBS3U C OIEPaTOPOM IO JH0OOMY
yIOOHOMY JIUTSI KITMEHTA KaHATy CBSI3H.

4.6.6.6. JlomkHbl OBITH pa3paboTaHbl TIpaBWja TOJATOTOBKH OTBETOB IpHU
B3aMMO/ICHCTBUY C KIMCHTAMH B IIEPCOHAIBHBIX YaTaX WIH MECCEHIKEpax, B TOM YHCIIC
B YaCTH CTHJISA U3JIOKCHUS OTBETA, JIOTHKHU TIOCTPOCHUS OTBETA, TO3UTUBHOTO HACTPOS U
<GKHABOT0» OOIICHUS C KIIMEHTAMHU.

4.6.7. JInuHbIi pueM B opraHax BJIACTH M YIIOJHOMOUYEHHBIX OpraHU3aIUIX

Ha ocHOBaHMM BBISBICHMSI M M3Y4E€HHUS MOTPEOHOCTEH KIMEHTOB AOJKHA OBIThH
orpeneseHa 1eaecoo0pasHOCTh JIMYHOTO IpHeMa KIMEHTOB B OpraHax BJIAcTH U
YIIOJTHOMOYEHHBIX oOpraHuzanusax. Hwmke paccMoTpeHbl TpeOoBaHUS, KOTJa Takas
LIeJIECO00Pa3HOCTh MOTBEPKICHA BBIIBICHUEM U U3yYEHHEM NOTPEOHOCTEN KIMEHTOB.

4.6.7.1. OtneneHus OYHOTO MpUEMa JIOJHKHBI PACIoaratbCsi JOCTYITHO U yI00HO
JUISl BCEX TUIOB KIIMEHTOB:

1) PEKOMEHIyEMOE PAaCCTOSHHE JI0 OCTAaHOBKM OOIECTBEHHOTO TpPaHCIIOpPTa
— He Oosiee 300 METPOB OT 37aHKS OpraHa BIACTH WM YIIOJTHOMOUYEHHON OpTraHu3alui;

2) npuseraloniasi TEPPUTOpHs JODKHA ObITh 00OpynOBaHa MeECTaMH ISt
MIapKOBKM aBTOTPAHCIOPTHBIX CpPEICTB KIHMEHTOB, PEKOMEHJ0BaHO He MeHee 10
IIPOLICHTOB MHBAJIUAHBIX MECT, HO HE MEHEE OJHOTO;

3) OecTpensITCTBEHHBI BXOJ U BBIXOJ, 000PYIOBaHHBIN MaHIyCcaMH, a TaKKe
CBOOOJIHOE TIEpEMEIIIEHUE 110 TEPPUTOPHUH J0 MECTA MPEIOCTABICHUS YCIYT U CEPBUCOB.

4.6.7.2. OtpeneHuss IWUYHOTO TIpUEMa JIOJDKHBI 00€CIIeUMBATHCSA — YIHMYHOUN
HABUTALMOHHOM CHCTEMOH yka3zaTeneil M HapyKHOH pekinamoil. Ha Bxome HeoOxoaumo
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pacroJiaratb BHIBECKU C MOJHBIM U COKpAIleHHBIM HAaUMEHOBAHHEM OpraHa BIACTU WIIU
YIIOJTHOMOYEHHOW OpraHU3alluy, a TaKxke ¢ nH(opmarueit o pesxxume paboThl.

4.6.7.3. ndopmarusa HoKHA TYOIHPOBATHCS NI KIMEHTOB ¢ OTPaHUYEHHBIMU
BO3MOYXHOCTSIMH 3JI0POBBSI.

4.6.7.4. BuemHee u BHyTpeHHEE 0OPMIICHUE OT/ICJICHHUH JTOJKHO BBITIONHSATHCS B
COOTBETCTBUM C  €AMHBIM  CTWJIEM. JIeJIOBOM  JOKYMEHTAallud, pPEKIaMHOM,
noyurpaduuecKo ¥ CyBEHUPHOUM MPOIYKIIUH, MPE3EHTAMOHHBIX MaTEpPHUAJIOB, BBIBECOK,
HAaBUTAlIMOHHBIX MaTepuanoB. C ydeToM €IUHOro CTWiIg O(OpMIIEHUS HEOOXOIUMO
BU3YaJbHO BBIIENATH BaKHBIC JIJISI KJIMEHTOB 3JIEMEHTBI OTIEJICHHs, TaKue Kak BXO],
MECTO KOHCYJIbTAallUd W IUGPOBBIX CEPBUCOB, 30HA OXKHMJAHHUSA, 30HA OOCIYKHBaHUS,
30Ha OIUIaThl, 30Ha OOCITYKUBAHMUS JIUI] C OTPAHUYCHHBIMH BO3MOXHOCTSIMU 37]0POBBSI.

4.6.7.5. JlomxHBI OBITH BHEIPCHBI MpaBWIa MPO(PECCHOHATHHOTO OOCITY>KHBaHUS
KJIMCHTOB, K KOTOPBIM OTHOCSITCS: BEXKJIMBOCTh M JTOOPOXKEIATEIBHOCTh, YECTHOCTh U
JIOOPOCOBECTHOCTh, B pabore, oOecredeHue HMOIMOHAIBHOTO KOM(OpTa KIHUEHTOB,
BbIIEpKaHHOE (KOPPEKTHOE) TOBEICHNE, YBAXKCHHE MHCHHSI KIIMCHTA, ONIEPATUBHOCTh U
Ka4eCTBO OOCITY)XKMBaHMs, COYYBCTBUE W BHHUMATEIBHOCTh K ajiobaM (IIPEeTEH3UsIM)
KITUEHTOB, TOTOBHOCTH pa300paThCs B BOSHUKIIEH CHUTYaIUH.

4.6.7.6. Jlns obGecrieueHust MpeaBaApUTEILHON 3alMCH JOJKHA OBITh peain30BaHa
BO3MOXXHOCTh CaMOCTOSITEIPHOW 3allUCH Ha TNpUEeM B yA0OHOE BpEMsl IOCPEICTBOM
ynoOHOro s KJIMEeHTa  KaHajga  CBs3u. [Ipy  MakcUMallbHOM  YpOBHE
KJIMEHTOIICHTPUYHOCTA B COOTBETCTBHH C pazaenoMm 6 CraHmapTa B CiIydae 3aliCh K
OTIPEe/ICTICHHOMY BpEMEHH, HEOOXOIMMO YBEIOMIISITh KIMEHTA O MIPEJICTOAIICH 3aMncH 3a
CYTKM M 3a 2 yaca JI0 Ha3HaYe€HHOTO BPEMEHH IOCPEICTBOM MOJTBEPKICHUS 3aIUCH,
UCTIOJIb3Ysl MPEANOYTHTENbHbIE KAaHAIBl CBS3M B 3aBUCHUMOCTH OT NMpOQHIIS KIWEHTa U
YpOBHS €ro IU(POBBIX HABBIKOB, a TAaKXE MPEAOCTABIATh WHTYUTHBHO-TIOHSATHBIC
CEPBUCHI I pabOTHI C 3aMKUChIO (M3MEHEHUE, OTMEHA).

4.6.7.7. JlomxHbl OBITh BHEAPEHBI TMpaBUjia OOCIYXHBAHHUS KIHEHTOB C
OTPaHUYCHHBIMU BO3MOXKHOCTSIMU 3JIOPOBBS, B KOTOpPBIE MOTYT OBITH BKJIFOYCHBI
cleyrole TpeOoBaHMS:

1) IpH MOJIYYCHUH CUTHAJIA 3BOHKA, PACIIONIOXKEHHOTO Y MaHyca, COTPYAHUK
JOJKEH HE3aMEIUTEIbHO BBIMTH W TIOMOYb 3asSBUTENIO MPONTH WU TPOeXaTh A0
CTOWMKHN HH(POPMHUPOBAHHUS;

2) o0ecrneynTh T0MyCcK cO0aKU-MPOBOIHUKA;

3) HEOOXOAMMO TIOCTOSIHHO TOJJCPKUBATh TAKTHUJIBHBIM WIM ayaualbHbBIN
KOHTAaKT, 0003HAYUTh ce0s KaK JUI0, C KOTOPHIM YCTaHABIMBACTCS KOHTAKT;

4) BBISICHUB TOTPEOHOCTH KJIMEHTAa, COTPYIHUK JOJDKCH MPEIOCTaBHUThH
KJIMEHTY MH(POpPMAIHMIO O TOM, KTO €ro OyJeT oOCiyKHWBaTh, Ha3BaB (aMHIIUIO, UM,
OTYECTBO COTPYAHHKA,;

5) 3aBEpIIMB OOCTY)KMBAaHUE KJIMEHTA, COTPYJHUK JODKEH YTOYHHMTH, HE
OCTAJIOCh JIM y HEro Kakux-Tu0o BOIMPOCOB, MoOJIaromaputh 3a oOpalieHue,
HOTIPOLIATHCS U COMTPOBOAUTH K BBIXOLY U3 MIOMEILECHUS;
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6) IpOMH(POPMHUPOBATh KIMEHTAa O JOCTYIMHBIX MapuIpyTax OOIIEeCTBEHHOTO
TpaHcnopTa (IIpxu HEOOXOJUMOCTH);

7) JIOJKHA OBITH MPEAOCTaBIE€HA BO3MOXHOCTh pPa3bsCHEHMsI TpeOOBaHUM C
UCIIOJIb30BAHUEM JKECTOBOTO $3bIKa, BKJIIOYas oOOecleyeHue JOMycka Ha OOBEKT
Cyp/OIepeBOIUNKa, TH(IIONEPEBOIUNKA Uil KIMEHTOB C HapylleHHeM ciyxa (mpu
HEOOXOIUMOCTH);

8) OKa3aTb MHYI0O HEOOXOAMMYIO KJIMEHTY IIOMOIlb B YCTpAaHEHUU U
MPEOI0JICHUU OapbepoB, MPEMATCTBYIOIMIUX MOJIYYSHUIO UM YCIIYT U CEPBUCOB HapaBHE C
JIPYTUMH KIHEHTAMHU.

4.6.7.8. Ilpu npenocTaBieHUH YCIYr U CEPBUCOB MHOCTPAHHBIM TpakJIaHaM WU
aunam 6e3 rpaXkJIaHCcTBa B clyyae HEOOXOIWMOCTH U C YYETOM MpoQuiield KIMEHTCKUX
CEerMEHTOB JOJKHA OBITh MPEAOCTaBJICHA BO3MOXKHOCTH Pa3bsiCHEHUsS] TpeOOBaHUU Ha
SA3BIKE MEXIYHApOIHOTO OOIICHUS (AaHTJIMMUCKUN S3bIK) WM TOCYAapPCTBEHHBIX S3bIKAX
rocynapcTB-wieHoB EDAC.

4.6.7.9. JlomkHBI OBITH pa3pabOTaHbl KPUTEPUH OIPEACICHHUS TPYNN KIWEHTOB,
JUTSE  KOTOPBIX IIeJIeCO00pa3HO 3aKpPEIUICHHE 3a KaKIbIM KIMEHTOM KOHKPETHBIX
COTPYIHHKOB (TICPCOHATBHBIX MEHEKEPOB), COMPOBOXKIAIONIMX WX Ha MPOTSIKCHUU
BCETO MepHuoJia MPEJAOCTABICHUS YCIYT U CEPBUCOB KaK TP JINYHOM TIpUEME B OpraHax
BJIACTH W YITOJITHOMOYCHHBIX OPraHU3alMsIX, TaK W MPH JaTbHEHIIIEM B3aUMOCHCTBUU
MOCPEJICTBOM HHBIX KAHAJIOB CBSI3U. YCIYI'HM TEPCOHAIBHOTO MEHEKEepa TOJIKHBI
MPEIOCTABIAThCS  OecIuiaTHO. Y KJIMEHTa JOJKHA OBITh BO3MOXHOCTH CMEHUTh
NEPCOHATBFHOTO MEHEKEPA WITH OTKA3aThCsI OT HETO.

4.6.8. JInunblit mprieM B 000COOJICHHBIX YUPEKICHUAX 0 TIPEIOCTABICHUIO YCIIYT
U CEPBHCOB B PEXKHME «OJIHOTO OKHA.

4.6.8.1. Tlog 00OCOOJICHHBIMU YUPEXKICHUSMH, T/I€ B PEKUME «OTHOTO OKHA»
MPEJOCTABIISIIOTCS  YCIAYTM W CEPBUCHI  KJIMEHTaMm, TmoHumarorcss MOL[ «Mowu
JOKYMEHTBI», IICHTPhI 3aHATOCTH HACEJICHUS, IEHTPBl MUTPAIUU, TYPUCTUUYCCKUE
HEHTPHI U IPYTUE aHATIOTUYHBIC YUPEKICHHUS .

4.6.8.2. Jluunelii mpueM B 00OCOOJCHHBIX YUPEXKICHUAX IO MPEIOCTABICHHUIO
YCIYT U CEPBUCOB B PEKUME «OAHOTO OKHa», B T.4. M®DIl «Mou 1OKyMEHTB», JOJKEH
OCYIIECTBIISITHCSI B COOTBETCTBUU C TpeOOBaHUsIMHU MyHKTOB 4.6.7.1 - 4.6.7.8 Crannapra.

4.6.8.3. JlononHUTENBHO B 00OCOOJICHHBIX YUPESKACHHUIX A MHPOPMHUPOBAHHUS
KJIMEHTOB HEOOXOIUMO OOECIEeUNTh HaJMuue DdJICKTPOHHOW CHUCTEMBI YIIPABIICHUS
ouepeqplo, BKIOYAs CHUCTEMY BH3YAJIBHOTO M 3BYKOBOTO OITOBEIIECHUS KIHCHTOB,
HaJu4yue CHeIUaIbHO 000pyI0BaHHOTO pabouero MecTa (cTOliKN)
aJIMUHUCTPATOPa/KOHCYNIbTaHTA, MPEAHA3HAYECHHOTO /IS IOMOIIH B MOJYYEHUH TaJOHOB
AIIEKTPOHHOW OYepeIy ¥ MIEPBUYHOM KOHCYJIHTUPOBAHUH KIIMEHTOB.

4.6.8.4. JlomKHO HCIIONB30BATHCS yMOOHOE I TOCEIIEHUs KIUEHTOB BPEMs
paboTHL.
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4.6.8.5. Bpems oxumanus O0OCTyXUBaHHS TPU OYHOM B3aUMOJICHCTBHH HE
JIOJDKHO TPeBBINIATh 15 MUHYT.

4.6.8.6. Heobxomumo obecreunTh Hamudue OOOPYIOBAaHHOW JETCKOW KOMHATBI
WIH JIETCKOTO YTOJKa IS KIIMEHTOB C JEThMH, KOTOPBIE MOTYT BOCTIOJIB30BAaThCSI UMHU B
TICPHOJ] OXKUTAHHMS.

4.6.8.7. Bce 000cobneHHbIe yUpeKACHHUS 110 TPEAOCTABICHUIO YCIYT U CEPBUCOB B
PEKUME «OJTHOTO OKHA» PEKOMEHIyeTCs 000pyI0BaTh roCcTeBOM ceThio Wi-Fi.

4.6.8.8. OO6ocoOneHHbIEe YYpEKIEHUS HODKHBI JIEMOHCTPHPOBATH KIMEHTaM
3a00Ty 00 OKpyXaromieil cpeie: Marepuaibl, HCHOIb3yeMble B 000COOJICHHBIX
YUPSKICHUSIX, JOJDKHBI OTBEYaTh JKOJIOTHUSCKMM TpeOOBaHMSM, IUIACTHKOBBIC
CTaKaHYHKH ISl KYJIEPOB C BOAOH B OOOCOOJICHHBIX YYPESKICHUSX PEKOMECHIYETCSI
3aMEHITh OYMaKHBIMH, B 000COOJICHHBIX YUPEKICHUSX PECKOMEHIYETCSl YCTAHABIHBATH
KOHTEWHEPHI 7S pa3IeIbHOTO cOopa Mycopa.

4.6.8.9. B 000CcOONMEHHBIX YUYPESXKACHHUSIX JODKHA OOecreurMBaThCcsi padboTa Mo
KOHCYJbTUPOBAHHIO W (WIHM) OOYYEHWIO KJIMCHTOB HAaBBIKAM TIOJIYYCHHUS YCIAYT U
CEpBHCOB uepe3 MU(POBBIC TOYKH B3aUMOICHCTBHS.

4.6.9. JlnuTenbHOE HAXOXJEHHUE B TOCYAAPCTBEHHBIX M MYHUIIUTAIBHBIX
YUPEXKACHUAX TIPU MTOTYUCHUH YCITYT

4.6.9.1. KineHTOICHTPUYHOE B3aUMOJICUCTBHE IPHU TPEIOCTABICHUH YCIYyT U
CEpPBUCOB B MeCTaX JUIMTEIHHOTO MPEOBIBAHMS KIMEHTOB JIOJDKHO OCYIIECTBISITHCS B
COOTBETCTBUU C TpeOoBaHUSAMU NYHKTOB 4.6.7.1 - 4.6.7.7 Crannapra.

4.6.9.2. Tlo ntoram U3y4yeHus U BHISBIECHUS MOTPEOHOCTEN KIIMEHTOB, B TOM YHCIIE
nmoTpeOHOCTEl B 0€30IMacCHOCTH, JOJDKHBI OBITh NMPUHSATHI PEIICHUS O IEJIECO00pa3HOCTH
000pyZOBaHMS YUPEKICHUNW TPONMYCKHOW CHCTEMOW M KPYIJIOCYTOYHOM CHCTEMOU
BUJICOHAOIIOICHUSI.

4.6.9.3. JlomkHbl OBITh BHEAPEHBI NpPaBWJIA KOMMYHUKAIMH C JUIAMHU, HE
JOCTUTIIMMH COBEPIICHHOJIETHETO BO3pAcTa B IIKOJIAX, JETCKUX CalaX, AETCKUX TOMax,
OOLIEKUTHUSIX, MECTaX O3JOPOBUTENILHOIO OTIbIXa AETEH, MHBIX MeCTax JJIMTEIbHOIO
npeObIBaHUsl JIeTel, MO3BOJISAIOIIME MPOSBIATh 3aUHTEPECOBAHHOCTH B MpoOieMax
peOeHKa M OKa3bIBaTh IOMOIIb B WX PELICHUH, MPOSBIATH HHTEPEC K YBICUCHHSIM
pebeHKa, yYUTHIBAaTh BO3MOXXHOCTH M OTpaHWYEHUs peOeHKa, O0COOCHHOCTU
MOJIPOCTKOBOI'O BO3pAcCTa.

4.6.9.4. JlomxHel OBbITh BHEAPEHbI MpaBWia KOMMYHHUKaUUWA C JIHUIAMH,
HaXOMAIIMMHUCS B TSDKEIOW JKM3HEHHOM CHUTyallud B OOJIbHMIAX, Ha KJIaJ0HILIaX,
KpEMaTOpUsAX M HHBIX MecTax, rjae TpeOyeTcss MopalibHas MOAJEepKKa TIpakiaH,
MO3BOJISIIONINE MPOSIBISATh AMMATHIO, YYyTKOCTh M COUYYBCTBHE K KIIMEHTY, OKa3bIBaTh
NOJJEPKKY KIHMEHTY, HAacTpauBaTh KIWEHTOB HA IIO3UTUBHBIN Jaj, BBICIYIIMBATh
KJIMEHTOB U JJaBaTh UM BBITOBOPUTHCS, MPOSBIIATH TEPIEHHUE U 3a00TY.

5. MoTuBanus KIHCHTOUCHTPUYIHOIO MOBCIACHUA
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CucremMa MoTHMBanMHu CyOBEKTOB BHEAPEHHUS KIMEHTOIEHTPUYHOTO IOJXOAa B
rOCYyJapCTBEHHOM W MYHHUIIUIIAILHOM YIIPABJICHUU OCHOBBIBACTCS Ha CIICAYIOIINX
TpeOOBaHUSX:

1) NOOUIpSETCS yIOBJIETBOPEHUE MOTPEOHOCTEN KIMEHTOB pPaOOTHUKAMU
(coTpylHUKaMHu) OpraHoB BJIACTH U YIOJIHOMOYEHHBIX OpraHU3alil Ha YypOBHE,
IPEBOCXOAAIIEM 0XKHJIAaHUS KIUEHTOB;

2) oOecrieynBaeTcs HAKOIUICHHE, CTPYKTYpUpPOBAHHUE, oOMeH u
pacnpocTpaHeHHe 3HaHH 10 BOMpPOcaM MOBBIIICHUS Ka4yeCTBa KIMEHTCKOTO OIbITa;

3) OCYIICCTBIISIETCSI BOBJICUCHHE TMPEACTABUTENIEH OpPraHoB BIACTH U
YIIOJTHOMOYEHHBIX OpraHU3alluii B MPOIECCHl MPOSKTUPOBAHHUS HOBBIX YCIYT U CEPBHUCOB,
PEUHKUHUPUHTA CYIIECTBYIOIINX YCIYT U CEPBUCOB,

4) ocymiecTBisiercss (OpMUPOBAHUE CTAHAAPTOB KIMEHTOICHTPUYHOCTU JIJISt
nepcoHana;
5) o0OecrieynBaeTcs CO3/JaHME€ W aKTUBHAasg TMOJJEPKKa COOOIIECTBa

CIICHMUAJIUCTOB-IIPAKTHUKOB 110 BOIIPOCAM ITOBBIIICHUA KaY€CTBA KIIMCHTCKOI'O OIIbITA,

6) dbopMupyeTrcs cucTemMa BBISIBICHUS W TOAJEPXKKH  COTPYIHHUKOB,
OpPUMEHTHUPOBAHHBIX HAa pa3BUTHE © TMOJJepkKaHUe TMpollecca TMepexoja Ha
KJIMEHTOLIEHTPUYHBIN TOJIX0] B TOCY/IapCTBEHHOM M MYHUITUTIATHLHOM YIPaBICHUH;

7) BHEIpsieTCST  cucTeMa TMokazatened  3((HEKTUBHOCTH  COTPYIHHUKOB,
OTpAXKAIOIINX UX HABBIKH KIMEHTOIEHTPUYHOTO MOBEICHUS;

8) OCYIIECTBIISIETCS MaTePHAILHOE CTUMYJIHPOBaHUE (MIPEMUU) COTPYIHUKOB,
OTJIMYHMBIIMXCS B pabOTE O MOBBINIEHUIO KAY€CTBA KIIMEHTCKOTO OIBITA.

6. Iloka3zaTe/Iu KIHEHTOUEHTPUYHOCTH

OneHka cTeneHu BHEIPEHHs KIMEHTOLEHTPUYHOIO MOJAX0/1a B TOCYIapCTBEHHOM
Y MYHHUIIMIIAJILHOM YIIpaBJieHUH ocylecTBisercsa [IpoekTHbIM 0()ucoM B COOTBETCTBUU C
CUCTEMOM KIIIOUEBbIX MMOKa3aTesiel KIIMEHTOLEHTpUYHOCTH (Tabmuna 1).

JlonomHUTEIbHbBIE [TOKa3aTellH, OTpaXKaroIue porece BHEJIPCHHUS
KIIMEHTOIIEHTPUYHOTO TOAX0Ja B TOCYJapCTBEHHOM WM MYHMITUIIAJIHLHOM YIPABJICHHH,
MOTYT Tak)Ke OIeHUBAThCcH [IpoeKTHBIM O(HCOM Ha OCHOBE CHCTEMBI IOKa3aTejeh B
COOTBETCTBHH C TAOIHIIEH 2.

Hwxke B Tabmuuax mpencTaBieHbl NpeABApHUTEIbHBIC 3HAUCHHUS IOKa3zaTesen
KIIMEHTOLUEHTPUYHOCTH.  JIOCTM>KMMOCTh ~ 3HAYEHUH  IMOKa3zaTelie 10  ypPOBHIM
KJIIMEHTOLEHTPUYHOCTH IIPOBEPSIETCS B MEPBBIN roj BHeApeHus CTaHaapTa B MUJIOTHBIX
OpraHax BJIACTH M YIIOJJHOMOYEHHBIX OpraHusanusx. 110 uroram npoBepku B NEPEUHU U
3HAYEeHHU MOKa3aTeNel KIIMEHTOLEHTPUYHOCTH MOTYT OBITh BHECEHBI H3MEHEHHUSI.

OHCHKa CTCIICHU BHCAPCHUSA KIIMCHTOUCHTPHUYIHOI'O MMOAX0Aa B IrOCyJapCTBCHHOM

U MYHHLUNAIBHOM YNpaBIeHUU MpoBoauTcs IIpoekTHbIM oducoM B OTHOUICHUU
OpPraHOB BJIACTH U YIIOJIHOMOYEHHBIX OPTaHU3aLUN HE pEXKe YEM OJIMH pa3 B KBapTall.

41



Pe3ynbTaThl OICHKM SIBISIOTCS OCHOBAHWSIMU JUUISL BBISBJICHUS TPHOPHUTETHBIX
KU3HEHHBIX CHUTyalluid, TO KOTOPhIM HEOOXOIMMO B TMEPBYIO OYepeab IPOBECTU
BBISIBJICHUE U U3YYCHHS MOTPEOHOCTEN KIMEHTOB, pa3pabOTKy HOBBIX YCIYT M CEPBUCOB
U (WJTM) pEeMHXUHUPUHT CYIIECTBYIOMINX YCIYT U CEPBUCOB.

Pe3ynpTaThl OLEHKM HANpPaBIAIOTCS B OPraHbl BJIACTH U YIOJHOMOYEHHBIE
OpraHu3allMy U MCIOJIb3YIOTCA HAuWMHas cO BTOpPOro roga BHeapeHus CraHpapra ams
IIPUHATHS PELICHUMN!

1) O TOOIIPEHUU COTPYIHUKOB M paOOTHUKOB OPraHOB BIACTH U
YIOJIHOMOYEHHBIX OpTraHU3aliii, O00ECIEeYMBAIONINX JIOCTUKEHUNW COOTBETCTBYIOIINX
YPOBHEH KJIMEHTOIEHTPUUHOCTH;

2) O TMPUHATUM COOTBETCTBYIOIIUX MEp AUCHUIUIMHAPHOTO XapakTepa B
OTHOILIEHUH PAOOTHUKOB (COTPYIHHMKOB) B Clly4ae CYIIECTBEHHOTO OTKJIOHEHUS
3HAYEHMI MOKAa3aTeNIel OT LEJIEBbIX 3HAYCHUH.
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Tab6numa 1. KiitoueBbie moka3ateny BHEAPEHUS KIMEHTOIICHTPUYHOIO MOX0/1a B TOCY/IapCTBEHHOM M MYHUIIMTIAIHLHOM YIIPABICHUU
B pa3pe3e ypOBHEN KIIMEHTOLIEHTPUYHOCTHU

IToxka3aTean

ypOBeHb KJIHCHTOHCHTPUYIHOCTH

1 3Be31a

2 3Be3IbI

3 3Be3abI

4 3Be31bI

5 3Be3x

OxBaT KIMEHTCKMMH
cueHapusiMu (10151
YCJIYT U CEPBHCOB,
MpeAoCTABIsIeMbIX
KJIMEHTaM B PaMKax
KJIMEHTCKHUX
cueHapuen), %

1o 35%

ot 35,1% mo 50%

ot 50,1% mo 70%

ot 70,1% mo 90%

ot 90,1% mo 100%

OneHka KIHEeHTAMH
MPOCTOTHI (0 CTENeHH
TPYA03aTPATHOCTH)
nmpoiuecca
YIOBJIE€TBOPEHHS €r0
NnoTpedHOCTEH B
npoiuecce
NPeI0CTABJIEHUS €MY
YCJIYT U CePBHCOB B
PaMKax ’KU3HEHH O
curyamnuu, %

ot 50,1% 10 60% o1eHOK
«Jlerko» u «Cxopee
JIETKOY»

ot 60,1% mo 70% o1eHOK
«JIerxo» u «Cxopee
JIETKO»

ot 70,1% no 80% oreHOK
«Jlerko» u «Cxopee
JIETKOY»

ot 80,1% 1m0 90% o1eHOK
«JIerxo» n «Cxopee
JIETKOY»

ot 90,1% mo 100%
OlIeHOK «JIerko» u
«Ckopee Jerko»

B rpaganum: 4 — «Jlerko», 3 — «Ckopee Jerkoy, 2 — «Ckopee croxHo», 1 — «C1oxHO»
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IToxa3aTean

YpoBeHb KJINEHTOUEHTPHYHOCTH

1 3Be31a

2 3Be3IbI

3 3Be3abI

4 3Be31bI

5 3Be3x

Jl0J1s1 NOBTOPHBIX
3aMpocoB Ha MOJIy4YeHne
YCJIYTH WM CEPBHCA
(a1 moJib30BaTeJIei,
BEPHYBIIUXCSH 32 TOM
JKe caMoii ycayroi B
TeueHue 4 Hexeb
nocJje ppopMupoBaHUS
cTaTyca B
HH(}OpMaLHOHHOMI
cucreMe 00 ycremHoM
ee nosyyennn), %o

ot 7,1% mo 10%

ot 4,1% 10 7%

ot 1,1% 1o 4%

ot 0,5% 1m0 1%

ot 0% 1o 0,5%

Hoas yeayr u
CePBHCOB, HHIEKC
NOTPeOUTETbCKOM
JgosiibHocTH (NPS) no
KOTOPBIM
TOJIOKUTEJIEH, Yo

ot 50,1% no 60%

ot 60,1% 1o 70%

ot 70,1% no 80%

ot 80,1% no 90%

ot 90,1% mo 100%

ITpn otBere Ha Bompoc: «KakoBa BEpOATHOCTH TOTO, 4TO BBl MOpexkoMeHyeTe ApyromMy 4ejoBEeKYy, OKa3aBIIEMYCs B CXOIHOH C Bamied
CHUTYaIUH, TT0JTy4aTh YCIYTH ¥ CEpPBUCHI B paMKax >KU3HEHHOI cuTyanuu 1o mkaie ot 0 o 10?7»

NPS paBeH npoleHTy CTOpOHHHKOB (BapuaHThl oTBeTa 9 1 10) 32 BEIYETOM IPOLEHTa KPUTHKOB (BapuaHThl oT 0 710 6)

Ouenka
YAOBJIETBOPEHHOCTH
KJHEHTAMH MOJIyYeHHsI
YCJIYT H CEPBHCOB B
paMKax ;KH3HEHHbIX
curyanui, %

ot 50,1% mo 60% oreHOK
«Y IOBJIETBOPEH U
«CKkopee yIIoBIECTBOPEH»

ot 60,1% mo 70% o1eHOK
«Y 1OBIETBOPEH» U
«Cxopee yIOBIECTBOPEH»

ot 70,1% o 80% o1reHOK
«Y IOBIETBOPEH» U
«CKkopee yIoBIECTBOPEH»

ot 80,1% 1o 90% o1eHOK
«Y IOBIETBOPEH» U
«Cxopee yIOBIECTBOPEH

ot 90,1% no 100%
OLICHOK «Y IOBJIETBOPEH)
u «Ckopee
YIIOBIIETBOPEH»

B rpananun: 4 — «Y noBnetBopén», 3— «Ckopee ynoBIeTBOpEH», 2 — «CKopee He yAoBIeTBOPEH», | — «He ynoBineTBOpEH»
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IToxa3aTean

YpoBeHb KJINEHTOUEHTPHYHOCTH

1 3Be31a

2 3Be3IbI

3 3Be3abI

4 3Be31bI

5 3Be3x

Jloy1si KJIMEHTCKUX
CIIEHAPHEB, 1151
KOTOPBIX
peycMOTpeHa
BO3MOKHOCTH
MPOaKTHBHOIO
MPeI0CTABIEHHUS YCIYT
U cepBHCOB, %0

YTBepKIEH XOTS OBI
OJIMH KITMCHTCKUH
CLIEHapUH, AJIs1 KOTOPOTro
MpeaycMOTpeHa
BO3MOJKHOCTh
MIPOAKTHBHOTO
TIPEOCTABICHUS YCIYT U
CEpPBHUCOB

or 20%

ot 20,1% 10 35%

ot 35,1 10 50%

oT 51%-70%

45




Ta6imma 2. JIomoTHUTEIbHBIC TTOKA3aTeIH, OTPAKAIOIINE IIPOIIECC BHEAPCHHS KIIMCHTOICHTPUYHOTO ITOAX0a B TOCYAapCTBEHHOM

U MYHHUIIUIIAJIbHOM YIIPABJIICHUHA

IToxka3aTean

Yponeﬂb KJIHCHTOHCHTPUYIHOCTH

1 3Be31a

2 3Be3abI

3 3Be3anl

4 3Be3abl

5 3Be37

OxBar KJIHEHTOB
KapTaMU KJIHEHTCKHUX
nyreii, %

90% 3asgBUTENCH,
obpaarmuxcs B
OpraHbl BJIaCTU U
YIOJTHOMOYEHHbBIE
OpraHU3aI[iH, OTHECCHBI
K IPODHUIIAM KITHEHTCKUX
CErMEHTOB B paMKax
JKU3HEHHBIX CUTYAIHil.
K npodunsam kmueHTeKux
CErMEHTOB OTHECEHBI
MOTEHI[HAIbHbIC
3asABUTCIIN, KOTOPHIC HE
oOpararoTcs B OpraHsl
BJIACTH U
YIOJTHOMOYEHHbBIE
OpraHu3aIu

YTBepKIACHBI U
MIOCTOSIHHO
aKTYyalIU3UPYIOTCS KapThl
KJIMEHTCKUX IyTeu s
He MeHee 35% npoduneit
KIIMEHTCKHUX CETMEHTOB B
paMKax JKU3HEHHBIX
cUTyauuin

YTBepKaCHBI U
MIOCTOSIHHO
AKTyaJIU3UPYIOTCS KapThl
KJIMEHTCKUX IyTeH 17 He
meHee 50% mpodueit
KJIMEHTCKUX CETMEHTOB B
paMKax >KU3HEHHBIX
CUTyauui

YTBep)KaeHbI U
HOCTOSIHHO
aKTYyalIU3UPYIOTCS KapThl
KIIMEHTCKUX IIyTeH I
He MeHee 70% npoduieit
KIIMEHTCKHUX CETMEHTOB B
paMKax >KU3HEHHBIX
CUTyaluin

YTBepx)aeHbI U
MIOCTOSIHHO
AKTYaTH3UPYIOTCS KapThI
KIHCHTCKUX MyTeH i He
meree 100% mpodueit
KITMEHTCKUX CETMEHTOB B
paMKax XU3HCHHBIX
CUTyauuin

BogJiieyeHHOCTH
KJMEHTOB B
TeCTHPOBaHHUeE
NMPOTOTHIIOB HOBBIX
yeJayr u (niau)
CepBHCOB, YCJIYT H
CepPBHCOB, MPOLIEAIINX
penHKUHUPHUHT, %0

He menee 10%

He menee 20%

He menee 30%

He menee 50%

He menee 100%

IIpoueHT NpOTOTUIIOB, NPOTECTUPOBAHHBIX HA LIEJIEBOM ay IUTOPUHI
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HJocTtynHocThb auist
KJIMEHTOB
B3aUMO/IeHCTBHS 110
Tenedony

Bo3MoxHOCTH 00paTUThCS
1o TenedoHy B 4ackl paboThI
OpraHoOB BIACTH U
YIOJHOMOYEHHBIX
opraHu3anui u
000C00IEHHBIX
oipa3ieIeHUuH,
MPEAOCTABIISIONINX YCIYTH B
PEKUME «OTHOTO OKHAY

Bo3MOXHOCTH 00paTHTBCS
Mo TesieOHyY B Yachl paboTHI
OpraHoOB BJIACTH,
YIIOJIHOMOYEHHBIX
opraHu3anuii u
000C00IeHHBIX
o/ipa3ieNeHHi,
MPEJOCTABIISIFONIIX YCIYTH B
PEeXUME «OTHOTO OKHa», a B
OCTabHOE BpeMs
obecmeunBaeTcs
B3aUMOJEHUCTBUE C Yat-
60TOM M (QYHKIHUS
nepe3BoHa B pabouee BpeMst
ot 60,1% 1o 70% oneHok

«Y noBnerBopén» u «Cropee
YIOBIETBOPEH» KaueCTBOM
TeneoHHOTro

Bo3MOXHOCTH 00paTHTBCS
1Mo TesieOHyY B Yachl paboTHI
OpraHoOB BJIACTH,
YIIOJIHOMOYEHHBIX
opraHu3anuii u
000C00IeHHBIX
o/ipa3ieNeHHi,
MPEOCTABIISIFONIX YCIYTH B
PEeXUME «OTHOTO OKHA», a B
OCTabHOE BpeMs
obecmeunBaeTcs
B3aUMOJEHUCTBUE C Yat-
60TOM M QYHKIHUS
nepe3BoHa B pabouee BpeMst
ot 70,1% 1o 80% oneHok

«Y noenerBopén» u «Cropee
YIOBIETBOPEH» KaueCTBOM
TeneoHHOTro

Bo3MOXHOCTH 00paTHTHCS
o tenaedoHy B mobdoe
ya00HOE BpeMsl B TCUCHHE 7
IHel Hexenu U 24 4acoB B
CYTKH B 000CO0ICHHBIC

O Ipa3 eIICHNS,
MPEOCTABIISIONIIE YCIYTH B
PSKUME «OJTHOT'O OKHAY.

Ot 80,1% 10 90% orneHOK
«Y noenerBopén» u «Cropee
YIOBICTBOPEH» KAaueCTBOM
TeneoHHOTro

Bo3MOXHOCTH 00paTHTHCS
1o tenedoHy B mobdoe
yao0HOE BpeMs B TCUEHHE 7
IHel Heaenu U 24 4acoB B
CYTKH B OpTaHBbI BIACTH H
YIIOJIHOMOYCHHBIC
OpraHu3anuy, B
000c00IeHHEIC
MOJIpa3IeneHus,
MPEIOCTABISIOINX YCIYTH B
PEIKHUME «OJHOTO OKHAY.

Carime 90% oreHoK

«Y nosnerBopén» u «Cropee
YIOBICTBOPEH» Kaue€CTBOM
TesneoHHOro

o0cyKNBaHUS o0cyKNBaHUS 00CITyKHBaHUS 00CITyKHBaHUS
B rpanamun: 4 — «Y nosnerBopén», 3— «Ckopee ynoBiIeTBOpER», 2 — «Ckopee He ynoBieTBOpEH», 1 — «He ynoBneTBopEén»
JocTynHocTh U CBOEBpEeMEHHO CBOEBpEMEHHO Anroputm Anroputm Anroputm

MOHATHOCTH TEKCTOB
NP MHCEMEHHOM
B3aUMOJCHCTBHH

aKTyanu3upyercs 6aza
3HAaHWM, coAepIKaIast
11a0JIOHBI OTBETOB Ha
THIIOBBIC OOpAILCHUS
KIIMEeHTOB B paMkax 50%
JKU3HEHHBIX CUTYalUit

aKTyanmsupyercs 6aza
3HAHMH, coeprkaras
11a0JIOHBI OTBETOB Ha
THUIIOBBIE 00paIeHHs
KJIMEHTOB B PaMKaX BCEX
KU3HEHHBIX CUTYyallUi

aBTOMAaTHYECKOM OIEHKH
YPOBHSI CJI0KHOCTH
BOCIIPUSATHS
MMHCEMEHHOTO OTBETA
BHeApeH st 30%
KU3HEHHBIX CUTYalUi

aBTOMAaTHYECKOM OIEHKH
YPOBHSI CII0KHOCTH
BOCIIPUSATHS
MMHCEMEHHOTO OTBETA
BHeApeH st 50%
KU3HEHHBIX CUTYalUi

aBTOMATHYECKOM OIEHKH
YPOBHSI CIIO)KHOCTH
BOCIIPUATHS
MMACEMEHHOTO OTBETA
BHeapeH st 100%
JKU3HEHHBIX CUTYalUit
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IToxa3aTenan
JIOSIIbHOCTH KJIMEHTOB
U (POBBLIM TOYKAM
B3aHMOJIeiCTBHSI:
NMOPTAJIbI OPraHOB
BJACTH M
YIOJHOMOYEHHBIX
OpraHu3aiui,
MOOMJIbHBIE
NPUJI0KEHHS], YAT-
00ThI, APyrue
BHPTYaJibHbIe
nudposbie
noMouHuku, %

NPS menee 5%

NPS ot 5,1% mo 15%

NPS ot 15,1% m0 30%

NPS ot 30,1% m0 50%

NPS cBrimre 50%

Ipu otBere Ha Bompoc: «KakoBa BEpOSTHOCTH TOTO, YTO BBl mopekoMeHIyeTe ApyroMy 4eloBeKy, OKa3aBHIeMyCs B CXOJHOM ¢ Balllel CUTyallMH, OIydaTh
YCIIYTH U CEpBUCH B paMKax XM3HEHHOH CHTyalny depe3 U poBIe TOUKH B3auMopeiicTBrs 1o mkane ot 0 1o 10»

NPS paBeH npoLeHTY CTOPOHHHUKOB (BapruaHTHI 0TBeTa 9 1 10) 3a BEIYETOM IpOLeHTa KPUTHKOB (BapuaHTh! oT 0 10 6)

Bpems orBera
NpeACTABHUTe/Is OPraHa
BJIACTH WU
YIOJTHOMOYEHHOM
OpraHM3alnyuu Ha
o0palieHue KJIHEHTa B

He nomxHO npesbIaTh
24 gaca 1 yIOMHAHAHUK
u 12 gacoB B ciiydae
0opUIHATEHOTO
obparnieHus nin
KOMMEHTapHs K

He nomxHo npesblIaTh
12 gaca 1 ymoMHHAHUH
U 6 4acoB B cliy4yae
o(uIIHATEHOTO
oOparlteHus win
KOMMEHTapus K

He nomxHo npeBbILaTh 8
4acoB [yl YIIOMUHAHUU U
4 4acoB B ciryuae
ouIIHaATEHOTO
oOpalieHus win
KOMMEHTapUs K

He nomxHo npessImaTh 6
4acoB [yl YIOMHUHAHUU U
3 yaca B ciyyae
ouIHaAIEHOTO
oOparlieHus win
KOMMEHTapHs K

He nomxHo mpeBbImaTh 4
4acoB Ul yIIOMUHAHUHI U
2 yaca B ciy4ae
ouIHATEHOTO
obpalieHus uin
KOMMEHTapHs K

COMAJBLHBIX CETHAX, odunraIEHON odumansHOU odumansHOU odumansHOU odumaEHON
My0JIMYHBIX YaTax B myONUKauu My OUKauu My OUKauu myOUKauu My OUKauu
MeCCeH/IKepax

Bo3MOKHOCTH 3aNIHCH Peanmn3oBana Peamm3osana Peamm3orana Peamm3osana Peanuzosana
KJIMEHTA HA JIHYHBIH BO3MOKHOCTE 3aIIUCH BO3MO>KHOCTE 3aIIMCH BO3MO>KHOCTE 3aIIHCH BO3MOKHOCTE BO3MOKHOCTE

NpHeM B OPraHbl
BJIACTH H
YIOJHOMOY€EHHbIE
OpraHu3anuu st
HeNnocpeacTBEHHOI0
B3aHMOIEiCTBHSI

KJIMEHTA Ha JIMYHBIN
MIpUEM B OpTaHbl BIACTH U
YIOJHOMOYCHHBIE
OpraHu3aIy KaK
MUHUMYM OJHHUM
cIrrocooom

KJIWEHTA Ha JIMYHBIN
MIPUEM B OPTaHbl BIACTH
nu yl'IOJ'lHOMO‘-IeHHBIe
OpraHu3aliu Kak
MUHUMYM OIHUM
criocoboM 24 yaca 7 guei
B HEJIETIO

KJIWEHTA Ha JIMYHBIN
HpI/IeM B opraHm BJIaCTU U
YIIOJIHOMOYEHHBIS
opranm3arnyu 24 gaca 7
JIHEHN B HENEIO TI00BIM
yIOOHBIM JIJIS KIIMCHTA
crocodom

YBEIOMIICHHS KIIHEHTA 32
CYTKH JI0 Ha3HAYEHHOTO
BpeMeHI/I, N3MCHCHUA U
OTMCHBI 3aIlIUCHU y}IO6HBIM
JUISL KIIMEHTA CIIOCOOOM

yBeZ[OMHeHI/Iﬂ KJIMCHTA 3a
CYTKH M 3a 2 yaca 10
HAa3HAYEHHOTO BPEMEHH,
NU3MCHCHHUA U OTMCHBI
3aMUCH YAOOHBIM TSt
KJIMEHTa CII0COO0M
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7. IlpodreccuonaIbHASI MOATOTOBKA U 00y4YeHHe

OcHoBoO#l npodeccrnoHaNTbHOrO 00€CleYeHNs BHEAPEHUs KIMEHTOLEHTPUYHOTO
[IOAX0Aa SBJISIETCA PACHPOCTPAaHEHUWE HOBOM KYJIBTYPbl YIPABICHUS KIMEHTCKUM
OTIBITOM, CBSI3aHHOM C (JOPMHUPOBAHMEM LIEHHOCTEH KIIMEHTOLEHTPUYHOIO TIOBEACHMS.

Ha Bcex opraHu3allMOHHBIX YPOBHSIX YIIPaBJIEHUS JOJDKHA OBITh OpraHM30BaHa
CHUCTEMa HENPEPBIBHOTO  COBEPIICHCTBOBAHUS  KIMEHTOLEHTPUYHOTO  MBIIIJICHUS
COTPYHUKOB B 4acTH (pOPMHUPOBaHUS KyJIbTYpbl BHUMaHuUs K KiaueHTy. KoprnoparuBHas
KyJIbTypa, HampaBjieHHas Ha CO3[JaHHe MO3UTHBHOIO pabodvero ombITa, NPUBOAUT K
ITOBBIIICHUIO Ka4eCTBA B3aUMOJCHCTBHS C KIIMEHTAMU.

KiroueBoit COCTaBJISIOIIEH porpaMmm oOy4eHus npodeccuoHaIoB
KJIUEHTOIICHTPUYHOTO B3aUMOJICHCTBUS C KIMEHTAMHU JIOJDKHBI SIBJISTHCS JIMYHOCTHBIC
KOMIICTCHITUU M «MSTKHE» HaBBIKH B3aMMOJICHCTBUS:

1) OMIIaTUA: TTOHMMAHHUC CUTyallUW KIMCHTA, BBISOB OOBCPHA, TOTOBHOCTDH
IMOMOYb, ITPOSABIICHNC BHUMAHUS, OT3bIBUNBOCTD,

2) MIOCTPOSHHE U TIOJICPKAHUE JICTTOBBIX OTHOIICHUH;

3) yOeXKICHHE U apryMEHTAIHS;

4) KOMaH/ IHas paboTa;

5) HAIICJICHHOCTh Ha PE3YJIbTaT U KOHTPOIb €T0 JOCTHKCHUS;
6) yrpaBjieHue COOCTBEHHON YHEPTUEH, SHTY3Ua3MOM;

7) yIpaBJICHUE COOCTBCHHBIM Pa3BHTHEM;

8) yIpaBjeHUE CTPECCOM, IMOIUSIMH;

9) CUTYallMOHHOE PYKOBOJICTBO U JINAEPCTBO;

10)  TBOpUECKOE MPOEKTHOE MBIILICHHE;
11)  ympaBicHHE H3MCHCHUSIMU;
12)  ympaBieHHe 0OpaTHOH CBS3BIO;

13)  HacTaBHMYECTBO M MOTHBUPOBAHHE.

Pa3pabaTbiBaeTcs, yTBEp)KJaeTCsi M TMOCTOSHHO aKTyalU3upyeTcs CTaHAapT
«l'ocynapcTBO mJi1 BHYTPEHHETO KJIMEHTa», B COOTBETCTBHUU C KOTOPBIM IPOBOJMTCS
oOy4yeHHe U TOBBIIICHNE KBATU(PHUKAIIIH COTPYIHUKOB.

Jlis oOMeHa yCHENIHBIMH MPAaKTHUKaMH MO YIYYIIEHHIO KauecTBa KIMEHTCKOTO
OTbITa CO3/1aeTCs eanHas Taropma 3HaHUN 1 HABBIKOB.

49



8. OcHOBHBbIE MeTOAUYECKHE TOKYMEHTHI BHeApeHuss CTanaapra

8.1. lns BHenpenusi CtannapTa pa3pabaTbIBalOTCs, YTBEPXKIAIOTCS U MOCTOSHHO
aKTyaJIM3UPYIOTCS OCHOBHBIE METOJUYECKHE JOKYMEHTBHI Ha MEXBEIOMCTBEHHOM
YPOBHE:

1) PYKOBOJACTBA M0 KIMEHTOLUEHTPUYHOMY AW3AaWHY M IPOTOTUIIHNPOBAHMIO
YCIIYT U CEPBHUCOB;

2) MOPSIIOK BEACHUS PEECTPA KU3HEHHBIX CUTYAIlMM, BKIIOYas METOLO0JIOTHIO
yIpaBJIEHUs CTPYKTYPOU Mpouis;

3) oOyyarolye METOAMYECKHE MaTepuaibl JUisi MOATOTOBKH  KpOCC-
(GYHKIMOHABHBIX KOMaH/]l OPTaHOB BJIACTU U YIIOJIHOMOYEHHBIX OpTraHU3alIni;

4) IIOPAIOK IIPOBCACHUA MOHUTOPHUHI'A YAOBJIICTBOPCHHOCTHU KIIMCHTOB,

5) periaMeHT B3aUMOJICMCTBHS OpraHa BJIACTU UM YHOJHOMOYEHHOU
opranusaiuu c [IpoextHbIM oducom;

6) METOJIMKA BBISBJIICHUS W NU3YUYCHUS TIOTPEOHOCTEH KITMEHTOB, BKITFOYAS:
a) mpaBmia coopa nHGOPMAIIUU O KIIUEHTCKOM OIIBITE;
0) mpaBHiIa OCTPOCHUS KAPT KIIMEHTCKUX MyTEH;

B) Tpe6OBaHI/IH K IIOATOTOBKC peKOMeHI[aI_II/Iﬁ II0 IOBBINICHHUIO KadyCCTBa
KIIMCHTCKOI'O OIIbITA.

7) METOAMKA pa3pabOTKU U aKTyalu3alliu KIIMEHTCKUX CIICHAPHEB;

8) TpeOOBaHUsI K TOATOTOBKE OTBETOB HA YacTO 3aJaBaeMbie BOIPOCHI
KJIINEHTOB;

9) METOJIMKA IMPOECKTUPOBAHUSA HOBBIX YCIYI M CEPBHUCOB, PEUHKUHUPUHIA

CYILIECTBYIOLIUX YCIYT U CEPBUCOB.

8.2. lns BHenpenusi Ctannapra pa3pabaThIBalOTCs, YTBEPKIAIOTCS U MOCTOSHHO
aKTyaJIM3UPYIOTCS OCHOBHBIE METOJMYECKHE JOKYMEHThI Ha YPOBHE OPraHOB BJIACTU U
YIIOJTHOMOYCHHBIX OpTaHU3aIUH:

1) MOPAJIOK BBISIBJICHUS U U3yYEHUSI OTPEOHOCTEN KIIMEHTOB,

2) MOPSIIOK TPOECKTUPOBAHUS HOBBIX YCIYI M CEPBHUCOB, PEHHKWHHPHUHIA
CYILIECTBYIOUIUX YCIYT U CEPBUCOB;

3) npaBwia (CTaHAApT) opraHa BJAacTH WJIM YIOJHOMOYEHHOW OpraHu3aluu
Tene(OHHBIX KOMMYHUKAIIUN C KIIHEHTaMH;

4) 0a3a 3HaHWA, cojepkamias maOlloHkl OTBETOB OpraHa BIJIACTH WIIU
YIOJIHOMOYEHHOM OpraHu3aliy Ha TUIIOBbIE OOpaIleHusl KINEHTOB,

5) npaBwia (CTaHAApT) OopraHa BJAacTH WJIM YHNOJHOMOYEHHOW OpraHu3aluu
MUCBbMEHHOTO B3aUMOJEHCTBUS C KIMEHTAMH;
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6) npaBuja (CTaHJapT) OpraHa BJIACTH WJIM YIOJHOMOYEHHOW OpraHu3aiuu
KOMMYHUKAIIUH C KIIMEHTAaMH B COLMAIIBHBIX CETSIX U MECCEHKEPAX;

7) npaBujiia (CTaHIApT) OpraHa BJIACTH WM YIMOJHOMOYEHHOW OpraHu3alliu
npodecCuOHaNBHOT0 00CTYKMUBAHUS KIUEHTOB MPH JIMYHOM B3aUMOJICHCTBUH;

8) METOAMYECKAE PEKOMEHAANNU 10 O(DOPMIIECHUIO OTAEIECHUNA JTUYHOTO
pueMa OpraHa BJIACTH M YIOJHOMOYEHHOM OpraHu3aiuu, 000COOJEHHBIX YUPEXKICHHUI
10 TIPEIOCTABIICHHUIO YCIYT U CEPBHUCOB B PEKUME «OJHOTO OKHA» B €IMHOM (PUPMEHHOM
CTHIIE;

9) npaBwia (CTaHAApT) OpraHa BJIACTH WJIM YIOJHOMOYEHHON OpraHu3aluu
KOMMYHHKaIIMH B MECTaX JUTUTEIbHOTO HAXO0XKACHUS KIIHEHTOB.

9. BHecenue n3mMeHeHuii u 1onoHeHnii B CTanaapr

9.1. TloaroroBKa W PacCMOTPEHHE MPOEKTOB HOPMATHBHBIX IPABOBBIX aKTOB O
BHECEHUM H3MEHEHU B HacTosAmui CTaHIApT OCYIIECTBISIETCS B YCTAHOBJICHHOM
MOPSIIKE C Y4€TOM OCOOCHHOCTEH, MPEyCMOTPEHHBIX HACTOSIIINM Pa3/IEIOM.

9.2. IlpennoxxeHus o BHeCEHMM W3MEHEHMI B (CTaHIapT TOTOBSITCS Ha OCHOBE
pe3yJIbTaTOB MOHUTOPUHIA €r0 BHEAPEHUS B OpPraHax BJIACTH WU YIOJIHOMOYEHHBIX
OpraHU3aIUAIX.

9.3. Buecenme nHa paccmoTtpenue B llpaButensctBo Poccuiickoit ®eneparmm
IPOEKTa TPABOBOTO aKTa O BHECEHWH H3MEHEHWH B Hacrosimuii CTaHaapT MOXKeT
OCYIIECTBIISITHCS TI0 HHAITUATHBE:

1) [IpoexTHOTO OdHCa;

2) [IpaBUTENBCTBEHHOW KOMHMCCHM II0 IIPOBEICHUIO aJIMHHUCTPATUBHOMU
pedopMsI,

3) [IpaBuUTETHCTBEHHOM KOMHUCCHUH o udpoBoMy Pa3BUTHIO,

HUCIIOJIB30BaHUIO HH(i)OpMaHI/IOHHBIX TEXHOJIOTUI A YIydIICHUSA KadeCTBa KWU3HU H
YCJIOBI/Iﬁ BCACHU Hp@ﬂHpHHHM&TGJ’IBCKOﬁ JCATCIBbHOCTHU,

4) YnoiHOMOYEHHOT 0 1O TTpaBaM 4desioBeka B Pocculickon @enepainuuy;

5) YnonnomouenHoro npu [Ipesunenre Poccuiickont @enepauuu no mnpaBam
pebeHka;

6) benepanpHOTO oprasa UCIIOJIHUTENBHOU BJIACTH, oprasa

TrOCyJIlapCTBEHHOTO  BHEOIO/DKETHOTO  ()OHAA,  TOCYNAapCTBEHHOM  KOPIOpAIHH,
HAJCJICHHBIX B COOTBETCTBUU C (efepalbHbIM 3aKOHOM IIOJHOMOYHUSIMU IO
MPEIOCTABICHUIO TOCYTAPCTBEHHBIX YCIYT B YCTAaHOBJIECHHOM cpepe AesITeIbHOCTH,

7) MHBIX OpPraHOB MCHOJHUTEIbHOW BIACTH W OpPraHM3alUil — MpU HAJTUYUU
cootBeTcTByromMx mnopydeHui Ilpesupenra Poccuiickon @enepanuu, NOPYYEHHUH,
cogepkanquxcs B akrtax [IpaBurenbctBa Poccuiickon dPexepanuu, DTPOTOKOIAX
3aceqanuii  IlpaButenbctBa  Poccuiickor — Penepauny, KOOPAWHAIMOHHBIX U
coBewlarenbHbIX opraHoB lIpaButenscTBa Poccuiickon @enepannu, BO3IIABISIEMBIX
IIpencenarenem IlpaBurensctBa Poccuiickoit Denepaun WK OJHUM U3 3aMECTUTEIICH
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[Ipeacenarenss IlpaButennctBa Poccuiickoit ®enepauuu (B COOTBETCTBUU  C
pacnpeneneHuemM oOs3aHHocTel), 3amecturenem Ilpencenmatenss IlpaButenbcTBa
Poccuiickoit ®eneparuu — PykoBomutenem Amnmapata IlpaButenbctBa Poccuiickoit
Oenepannn, nopyuenui llpencenarens [IpaBurenscrBa Poccuiickoin denepaunu U €ro
3aMECTHUTENIEN, COJAEPKAIIMXCSA B MPOTOKOJAX IPOBEICHHBIX HWMH COBCIIAHUNA U B
PE30TIONHMSIX.

9.3. Buecenne nHa paccmoTpenue B IlpaButensctBo Poccuiickoit Penepanmn
IPOCKTa TPAaBOBOTO aKTa O BHECCHWHM W3MEHEHWH B Hacrosmuii CraHmapt 1o
WHUIMATHBEe OPraHOB M OpPraHW3aluii, YKa3zaHHBIX B HacrosmieM pasnene CraHpapra,
OCYIICCTBIISICTCSl TPH HAIMYUKM COTJIACOBaHUS TIpoekTa I[IpoeKTHBIM O(pHUCOM 0
KIHEHTOICHTPHYHOCTH, & TPU OTCYTCTBHUHM TAaKOTO COTJIACOBAaHWS (B CIy4ae HaJHYHsI
pa3HOTJIACHH IO TPOEKTY) — MPU HAJTHYHH IPOTOKOJA O MPOBEICHHH COTIACUTEIHLHOTO
COBCIIAHUS.
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