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1. O01mme mo10KeHus

Hensto paszpabotku Cranmapta «locymapcTtBo st Jrojei» — sIBIsieTCA
YCTaHOBJIEHWE TpeOOBaHMI MO BHEAPEHHUIO KIMEHTOLUEHTPUYHOTO TMOAXOAa B
rOCyJapCTBEHHOM U MYHULMIIAJIBHOM YIIPaBJICHUM IPU B3aWMOACHCTBUM C JIOJbMHU Ha
ocHOBe Jleknapanuy HEHHOCTEN KIIMEHTOLEHTPUYHOT O IOCY1apCTBa.

B pesynbTare noctikeHus yKa3aHHOW e 0KUIAl0TCs cleayromue 3G (eKTs:

[/ yIOBIETBOPEHHOCTH JIFOJICH 3a CYET aJ[PpeCHOCTH JCATEIILHOCTH TOCYIapCTBa
(He3aMeTHOro, KOrjJa HeT MOoTpeOHOCTeH, W 3a00TIMBOrO, KOTJa OHHU
BO3HUKAIOT);

[/ mpUBJIEKATENBHOCTh CTPAHBI ISl KU3HH, MOCEIIECHHUS, PabOThI 32 CYET HOBOW
KyJbTYpbl, OCHOBAaHHOW Ha B3aMMHOM JIOBEPUM M YBAXEHUU TpaxaaH U
rocyJ1apcTBa.

2. O6aactb npumenennsi Ctanaapra

Crangapt ycTaHaBIMBAaEeT TPEOOBAHUS MPU MPEIOCTABICHUH TOCYJapPCTBEHHBIX H
MYHUIIUIAIBHBIX ~ yCIIyT, JHMO0 HWHBIX paboOT ®  yCIyr, MPeIoCTaBIsEMBbIX
FOCyJapCTBEHHBIMM M  MYHUUMIAUIBHBIMU  YUYPEKICHHSMH, a TaKKe€ HHBIMHU
OpraHu3alusMH, YIIOJJHOMOYEHHBIMU Ha IPEJOCTABICHUE YCIYT KIIMEHTY B COOTBETCTBUU
¢ 3aKoHOAaTeNnbCTBOM Poccuiickoit denepannu (B TOM YUCiie HA OCHOBAHHUH JIOTOBOPA).

B kauectBe knmeHta CraHgapT paccMaTpUBAET HE TOJBKO JIUI[ M UX 3aKOHHBIX
MpeACTaBUTENIeH, OOPATHBIIUXCS C 3alpOCOM O MPEJOCTABICHUU YCIyr B 3HAYCHUU
®enepanpHoro 3akona ot 27.07.2010 Ne 210-d3 «OO0 opraHu3anuy MpeAOCTaBICHUS
FOCYAapCTBEHHBIX U MYHUUMIIAIBHBIX YCIYT», HO TAKXKE M IIMPOKUU TEPEUCHb JIMII,
00J1aIaloIMX MPaBOM B COOTBETCTBHHU C 3aKOHOJATEIbCTBOM Poccuiickoit ®deneparuu
oOpaTuThcsl 3a mpeaocTaBieHueM yciuyr. K Takum nuiiam, B 4aCTHOCTH, OTHOCSITCS
rpaxnane Pocculickonn @®enepannu, HWHOCTPAHHbIC TpaXkJaHe, JUIA C JBOWHBIM
IPaXJIaHCTBOM, JIMIIa 0€3 rpak1aHCTBa.

Crangapt npuMeHsieTcs B LesX GOpMUPOBAHUS KIMEHTOLIEHTPUYHOIO MTOIX0/1A B
rOCyJapCTBEHHOM M MYHULIMIIAJIBHOM YIIPABJICHUH, ITIO3BOJISAIOIIECTO BBISABIATH U U3Y4aTh
noTpeOHOCTH KJIMEHTA, IOCTOSHHO YIJy4dllaTh B3aMMOJACWCTBHE OPIraHOB BIIACTH U
YIOJHOMOYEHHBIX OpraHU3aluil ¢ KJIMEHTOM JUIsl YAOBJIETBOPEHMSI €ro MOTpeOHOCTEH,
UCXOJISl U3 KU3HEHHOM CUTYallMM U C HAMEPEHUEM ITPEB30UTH OKUIAHUS.

Cranpapt siBnsieTcst 00s13aTeNbHBIM I IPUMEHEHUS OpraHaMH ToCyJapCTBEHHON
BJIACTH, OPTraHAMU MECTHOT'O CAMOYNPABJIECHHUS, TOCYTAPCTBEHHBIMU U MYHULIMTIATbHBIMU
VUIPSKICHUSIMHU (TIPEANPUITHIMUA) W HUHBIMH OPTaHU3AMUSAMHU, YIOJHOMOYEHHBIMU B
COOTBETCTBUM C 3aKOHOAATEILCTBOM Pocculickor Denepannu, B TOM YACJIE HA OCHOBAHUU
JIOTOBOPA, MPEIOCTABIATh YCIYTU KIIMEHTY, U COACPKUT TPEOOBAHUSA:

[V K BBISIBIICHHIO M H3YYEHHIO MOTPEOHOCTEH KIIMEHTOB B PaMKax >KU3HCHHOM
CUTyalluu;

[ K HPOSKTHPOBAHWIO HOBBIX W PEUHKUHUPHHTY CYMICCTBYIOIIUX YCIYT |
CEPBHCOB;

[ Kk mporeccy yA0BIETBOPSHHS MOTPEOHOCTEH KIMEHTa MyTEM MPEI0CTaBICHHSI
YCIIyT U CEPBUCOB,;
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M K B3aMMOJCHCTBHIO C opraHaMu BJIaCTH U YIIOJJHOMOYCHHBIMU OPraHU3aluAaAMU
B THUITIOBBIX TOYKax B3aI/IMOI[eI\/’ICTBI/I$I C KJIMCHTaMH.

Jns  ueneit moBbimieHUs A(PGEKTUBHOCTY W MOHUTOPUHIA  pealn3aluu
KJIIMEHTOLEHTPUYHOTO MOJIX0/a B TOCYJApCTBEHHOM M MYHUILIMNAIbHOM YIPaBICHUU
CtaHmapT coaep KUT CUCTEMY U3MEPUMBIX IMOKa3aTelei, MO3BOJISIIONINX MPOBECTH OLICHKY
BHEJPEHUS] KIMEHTOIEHTPUYHOTO TMOJAXO0Jla B TOCYJApCTBEHHOM M MYHUIIMIAIbHOM
YOPAaBIICHUH, a TaKKe TPeOOBaHUSA K CHCTEME MOTHBAIMH, MOATOTOBKE M OOYUYEHUIO
CIICLIMAJIUCTOB.

3. TepMuHBI U onIpeieIeHUs

Jns ueneit Hacrosmero CraHaapra HMCHOJB3YIOTCS CIEAYIOIIME OCHOBHBIC
TEPMUHBI U OTIPEICTICHHUS.

P xiument: (Qushmyeckoe JHIO, ABJIAIONIEECS 3AaABUTENEM B 3HAYCHUM
®enepanbHoro 3akoHa ot 27.07.2010 Ne 210-®3 «OO0 opranuzauuu
MIPEAOCTABIEHUSI TOCYJApPCTBEHHBIX M  MYHHUIMIAIBHBIX YCIYI»  WIH
NOTEHLMAJIbHBIM 3aBUTENIEM, B3aUMOJEIHCTBYIOIIEE CAMOCTOSTENBHO WIN
yepe3  yNOJHOMOYEHHOrO0 MpEeICTAaBUTENsl C OpraHaMM  BJIacTH U
YIOJIHOMOYEHHBIMU OpPraHU3alUsiIMM C LEJIbI0 YJIOBJIETBOPEHUS CBOUX
notpebHocTel. K xiameHTam otHocsTcst rpaxkaaHe Poccuiickoit deneparuu,
WHOCTPAaHHBIE Tpa)kJIaHe, JUIa C JABOWHBIM TPAXIAHCTBOM M JuIa 0e3
IpaXxJIaHCTBa,

P norpedHocTh KiIMeHTa: HEOOXOAUMOCTH JOCTHKEHHS PE3y/IbTaTa, PelIeHHs
3aJla4 WIK BOIIpOCa, peann3yemasi KIMEHTOM IOCPEACTBOM MOITYUYEHUS YCIyT
U CEPBHCOB;

P oxkupanus KIMeHTa: TpeanonaraeMble KJIMEHTOM HAabOp M XapaKTepPUCTUKHU
NeHCTBUI, B TOM 4YHCIE CBS3aHHBIX C (DUHAHCOBBIMH, TEXHUYECKUMH,
JIOTUCTUYECKUMHU, BPEMEHHBIMM M MHBIMU 3aTpaTaMH, M Ppe3yJbTaTOB
MPEeIOCTaBICHHUS] OpraHaMy BJAacTH W YMOJTHOMOYEHHBIMU OpraHU3alUsMU
YCIIYT U CEPBUCOB, HAMPABIEHHBIX Ha YJIOBJIETBOPEHUE MOTPEOHOCTH KIHEHTA;

P KineHTOUEHTPHYHBIH MOAX0A B rocyIapCTBEHHOM M MYHHIHIIAJILHOM
yHpaBJeHNUH: TOJIX0J B FOCYAapCTBEHHOM M MYHHIIMIAIBHOM YIIPaBJICHHH,
OCHOBAHHBII Ha BBISABICHUU U U3YYCHHUH MOTPEOHOCTEN KIMEHTA, TOCTOSHHOM
YIy4IIEHHH B3aUMOJACWCTBUS OpPraHOB BJACTM M YIOJIHOMOYEHHBIX
OpraHu3alui ¢ KIMEHTOM JJisi YJOBJIETBOPEHHUS €ro MOTpeOHOCTEH ¢
HaMEpEeHHEM MPEB30UTH €ro 0KUJIaHus;

P yeayru: feaTensHOCTb, CBA3aHHAS C peanu3alldell ToCyJapCTBEHHBIX U
MYHHUIUNAIBHBIX YCAYr B 3HaueHun denepanbHoro 3akoHa ot 27.07.2010 N
210-®3 «OO0 opraHM3alM  TPEIOCTABJICHHS  TOCYJApCTBEHHBIX U
MYHUIIMTAIBHBIX YCIyT», JU00 HMHBIX padOT M YCIyr, MPEeAoCTaBIseMbIX
rOCYJIapCTBEHHBIMH ¥ MYHHMIMIAIBHBIMU YUPSXKICHUAMH, JIMOO YCIyT,
NPENOCTABISIEMBIX ~ MHBIMM ~ OpPraHU3allUsIMM,  YINOJHOMOYEHHBIMH B
COOTBETCTBUH € 3aKOHOAATENbCTBOM Poccuiickoin denepanuu, B TOM YHCIIE HA
OCHOBaHMH JIOTOBOPA, PEJOCTABIIATH YCIYTH KIUEHTY,

P cepBuchI: TpenOCTaBIAEMBIE KIHEHTY IM(PPOBHIMU CHCTEMAMH OPTAaHOB
BJIACTU U YIOJIHOMOYEHHBIX OPraHU3alni yCIyTH, UX YaCTH;

» opramnl  BiacTM W YNOJHOMOYEHHbIe  OPraHM3allMM:  OPraHbI
rocyapCTBEHHOMN BJIACTH, Oprassl MECTHOTO camMoOyIIpaBJICHHUS,
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rOCYyZIapCTBEHHbIE U MYHHIIMMNAIbHBIE YUpexACHUs (MPEANpUSTUS) U UHBIC
OpraHu3aluy, YMNOJHOMOYEHHBIE B COOTBETCTBUU C 3aKOHOJATEIHCTBOM
Poccuiickoit @enepaiuy, B TOM YUCIE€ HA OCHOBAaHWM JOTOBOPA, BBITIOJIHATH
paboThI U MPEAOCTABIATh YCIYTH U CEPBUCHI KIIUEHTaM;

SKM3HEHHAsl CUTYalsl: HATMYME WK HACTYTUICHHE OOCTOSITENIbCTB, BICKYIIIUX
JUIS KJIMEHTa BO3MOXKHOCTh WJIM HEOOXOJAMMOCTh B3aMMOJIEUCTBOBATh C
OpraHamH BJIACTH M YIIOJIHOMOUYEHHBIMHU OPTaHU3AIUSAMU B LENX MOTyUeHUs
YCIYT U CEPBUCOB;

YIOBJIETBOPEHHOCTh KJIMEHTA: U3MEPUMOE BOCHPUITHE KIHMEHTOM CTEIECHU
BBITIOJTHEHUS €T0 OXKHUAHUH;

npoguwib KJIMEHTA. 3alUCU O KIMEHTaX, KOTOpbIe HCIHOJb3YIOTCS s
onpeieNIeHUs TPy KJIMEHTOB, CXeM MOBEACHUS U NMPEANOYTEHUN ITUX TPYIII
KJIMEHTOB C II€JIbIO YJIYUIIICHUS KIIMEHTCKOTO OTIBITA;

npouwib KIUEHTCKOI0 CerMeHTa. COBOKYMHOCTh (DaKTOB, CBEACHHUN U
OOIINX XapaKTEPUCTHK, TPUCYIIUX IPYIINE KIUEHTOB, CXOXKHUX M0 KAKOMY-TTHOO
MIPU3HAKY WM COBOKYITHOCTH MPU3HAKOB,

KJIMEHTCKMU IMYyTh: MOCJIEAOBATEIBHOCTh JICHCTBUN KJIMEHTa OT MOMEHTa
BO3HUKHOBEHHS MOTPEOHOCTEN 10 MOMEHTA UX YJOBJIETBOPEHMUS,

KApTa KJIUEHTCKOIr0 IMyTU: OMKMCAaHUE KJIMEHTCKOTO MyTH B BUJIE aJITOPUTMOB
U CX€M, B TaOJIMYHOM, rpauuecKoi WM CMEIIaHHOHN (opMax;

KJIMEeHTCKHUI ONBIT: U3MEpUMasi OI[EHKA KIIMEHTOM PE3yJIbTaTOB MPOXO0XKICHUS
KJIIMEHTCKOTO IIyTH, B TOM YHUCJI€ €T0 OTAEJbHBIX 3TAlOB B BUJIE COBOKYITHOCTH
KOTHUTHBHBIX, SMOIIMOHAILHBIX, CEHCOPHBIX W TIOBEIEHYECKUX pEaKInn
NoTpeOuTENS;

KJIMEHTCKUI cHeHapuii: Habop YCIyr M CEpBHUCOB, NPEIOCTABISIEMbIN
KIIMEHTY B paMKax »>KW3HEHHOM CHUTyalluu JUisl YAOBJIETBOPEHUS €ro
MOTPEOHOCTEH;

NPOAKTHBHOE TMpel0CTABJIEeHHE YCJIYI H CEePBUCOB: TPEIOCTABICHUE
KJIIMEHTY Habopa yCIyT U CEPBUCOB JIJIs1 yIOBJIETBOPEHHUS €T0 OTpeOHOCTEH 6e3
MoJa4y KJIMEHTOM 3arpoca Ha MOJIyYeHUE YKA3aHHBIX YCIYT U CEPBUCOB,;
IIpoexTHbIii oduc: TI[EHTP METOJOJIOTUH U JKCIEPTU3Bl BHEIPEHUS
KJIMEHTOIICHTPUYHOTO  TOJX0Ja Ha  (QeaepalbHOM,  PErHOHAILHOM,
MYHUITUTIAIEHOM YPOBHSX YIIPABJICHHUS,

YPOBEHb KJIHEHTOUEeHTPUYHOCTH: U3MEepHUMasi OIleHKAa CTENICHUW BHEAPCHUS
KJIMEHTOIICHTPUYHOIO0 TMOJX0Ja B TOCYAAapCTBEHHOM U MYHUIUMIAIHHOM
YIpaBIICHUHY,

NMPOEKTUPOBAHNUE.  JEATEIbHOCTh, OCHOBaHHAas HAa METOJIOJIOTUU U
TEXHOJIOTHUSIX, HalpaBJICHHAs Ha pa3pabO0TKy yCJIyT U CEPBUCOB B COOTBETCTBUU
¢ TpeboBaHusMU HacTosmero Ctanaapra;

PEeMHKUHUPHUHT . JIEATeIbHOCTh, OCHOBaHHAs! HA METO/I0JIOTUU U TEXHOJIOTHUSIX,
HarpaBJICHHAs Ha pedopmupoBanue, MIPOCKTUPOBAHNE WIn
NEePenpoeKTUPOBAHKE YCIYT U CEPBUCOB B LESAX ONTUMHUBAINHU JIEATEILHOCTU
OpraHOB BJACTH W YIIOJIHOMOYCHHBIX OpraHu3aiui, sl obOecreueHus
COOTBETCTBUS MPEIOCTABISEMBIX YCIYT U CEPBUCOB TPEOOBAHUSIM HACTOSIIIETO
Cranpapra;

TOYKH  B3aUMOJEHCTBUS  KJIHMEHTa ¢ OpraHaMM  BJacTH U
YIIOJITHOMOYEHHBIMH OPraHu3anUsIMHU: TUPPOBBIE TOYKHU: - ODUIHATHHBIC
caiThl (MOpTasbl), MOOUIIBHBIE TPUIIOKEHHUS, COITUATBHBIC CETH, MECCEH IXKEPHI,
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4aT-00ThI, TOJIOCOBBIE TTOMOITHUKHU, KOJUI-IIEHTPHI; oddraliH-TOUKH: - MecTa
IpreMa KJIMEHTOB B OpraHax BJIACTH W YIOJHOMOYEHHBIX OpPraHU3ALUSAX,
000CO0IEHHBIE YUPEXKICHHUS, T/I€ B PEKUME «OJHOTO OKHA» MPEIOCTABISIOTCS
yciayru U cepBuchl kKimeHTaMm (M®L] «Mou 1oKyMeHTBI», IIEHTPHI 3aHATOCTH
HACEJICHUS, ICHTPbl MHIPAIMH, TYPUCTUYCCKUE IICHTPHI M JIPYTHE), MecTa
JUIATEIBHOTO HaXO0KACHHS (IIKOJIbI, OOJILHHUIIBI U APYTHE).

4.1. PykoBoasiiiiye NpUHUIMIIBI

B cooTBercTBuM C Jlekiiapanuen HEHHOCTEW KIMEHTOLEHTPUYHOIO IrOCy1apCTBa, B
Crannapre NpUMEHSIIOTCS CIEAYIOUTUE TPUHIUIIBL.

B uacmu pasnoeo oocmyna:
4.1.1. Yaer 0coOeHHOCTEN KaXKI0T0 KJINEHTA

JIOCTYTTHOCTD yCIYT M CEPBHUCOB JJIsl BCEX KJIIMEHTOB C YYETOM MX OCOOCHHOCTEH.
Ycrpanenue 0appepoB, B TOM YHCII€ TEXHUYECKHUX, DU3NYECKUX U COIUATBbHBIX.

4.1.2. IlocTpoeHne yCciIyT ¥ CEPBUCOB BOKPYT MOTPEOHOCTEH KIIMEHTa

['ocynapcTBO aganTupyeTcst Mo MOTPeOHOCTH KIMEHTa, a He TpeOyeT aganTaiiuu
KJIMEHTA 0] TpeOOBaHUS TOCY1apCTRa.

B wacmu s¢hgpexmusnocmu u yoobcmea:
4.1.3. Pemenue 3a/1a4 KJIMEHTA, BMECTO UCTIOTHEHUS (POPMATBHBIX (PYHKIIUNA

locynapcTBeHHBIE yCIyrH CIOCOOCTBYIOT JOCTHIXKEHHUIO KaXKJIbIM KIUEHTOM €ro
3aKOHHBIX IIEJICH.

4.1.4. Vicionp30BaHKe HaMOOJIee IPOCTHIX M YIOOHBIX METOOB PEIICHUS 3a]1aul

KnuenTy npencraBisieTcsi onepaTuBHOE pELICHUE 3aa4u. B uaeanbHOM cuTyauuu
3a/1aya pelraeTcss B MOMEHT OOpalieHus uin 0e3 HeoOX0IMMOCTH oOpalieHus, yI00HbIM
JUTSL KIIMEHTA CIIOCOOOM.

4.1.5. O6ecneueHne YKOHOMUYECKOU d(PPEKTUBHOCTH TIPOLIEAYP U MPABUIT

l'ocymapcTBOM  yCTaHaBIMBAKOTCSA  MWHUMAJIbHO-ONPABJAHHBIC  3aTpaThl U
TpeOoBaHus A5 perieHus 3a1a4. ONTUMUZUPYIOTCS MPOLIECCHI, YCTPAHSIIOTCS MPErpaibl,
IIOBBIIACTCS IEHHOCTD KIIMEHTA.

B uacmu eouncmea u yenocmuocmu:
4.1.6. IlpunsiTie pemeHuii Ha OCHOBE JIOCTOBEPHBIX JaHHBIX

OpI‘aHI/I3aHI/IH IIpCaAoCTaBJICHUA YCIYI U CCPBHUCOB OCYIICCTBIIACTCSA HAa OCHOBAHUN
00BEKTUBHBIX JaHHBIX, 4 HC CTCPCOTUIIOB. B YaCTHOCTH, CYKICHWA U BBIBOABI O T'PYIIIIC
KIIMCHTOB, HX l'IOTp€6HOCT$IX, 0COOEHHOCTIX H OIIBITC, OCHOBBIBAKOTCA Ha aHAJIM3¢C
00BEKTUBHBIX JaHHBIX.

4.1.7. [locnenoBaTeNbHOCTh B IPUHATHH PELUICHUI U OCYILIECTBIECHUH 1EUCTBUIA
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AHanorM4yHbple CUTyallMd W 3alpoChl peHIaroTcs eauHooOpa3Ho. l3MeHeHue
MOJIXO0/Ia SIBIISIETCS CUCTEMHBIM, a HE PE3YJIhTAaTOM CIYYAaHOCTH WJIH CYOBEKTHBHBIX
npedepeHInid.

B uacmu nocmosannozo nogvluenus kavecmea u NPOAKMUSHOCMU:
4.1.8. Onepesxaroiye 1eHCTBHS, MOBBIIICHHE KaYeCTBa, yCTPAHEHUE OMHUOOK

['ocymapcTBOM BBICTpamBaeTCsl CUCTEMA IIOCTOSIHHOIO YIYYLIEHUS YCIYyr U
CEpBHCOB, MOMCKA U ONEPATUBHOI'O YCTPAHEHUS OLIUOOK.

4.1.9. Baenpenue nHHOBAIIHIA

l'ocymapcTBO TIpUMEHSET HOBBIE TEXHOJOTMH W JIPYTHE BO3MOXKHOCTH IS
YIIYUIIICHUS YCIYT U cepBUCOB. HOBOBBEICHHS TIPOXOAT 00s3aTEIIbHBIE TECTUPOBAHUS U
BHEAPSIOTCS ONEPATUBHO.

4.1.10. IIpoakTUBHOCTh

[IpoakTHBHOE MpeAOCTaBICHUE YCIYr M CEPBUCOB NPHU HAJUYUU OOBEKTHBHOM
BO3MOKHOCTHU U COTJIACHM KJIMEHTA B paMKaX KU3HEHHBIX CUTYalH.

B uacmu obvexmusnocmu u 6ecnpucmpacmH0cmu.'

4.1.11. TIlpemocraBineHue  aKkTyaabHOW  WHGOPMAIMH,  MOTHBHPOBAHUE
IIPUHUMAEMBIX PEIICHUI

WNudopmarus o mpaBuiax, mporeaypax, mpaBax KJIMEHTA, MIPUHITHIX PEIICHUAX, a
TAK)K€ O CTaTyCe KOHKPETHOTO 3aIpoca IpPEIOCTABISAECTCS CBOEBPEMEHHO U SIBISETCS
JOCTYIHOM B YJOOHBIX JJIi KJIMEHTAa TOYKax B3aMMOACHUCTBUSA, U MOTUBUPYETCS
JOCTYTIHBIMH JUI KITUEHTa (hOPMYJIHPOBKAMH.

4.1.12. Tloomnpenue oOpaTHOM CBSA3M, MPU3HAHUE UMEIOLITUXCS MTpoOeM

OOGpaTtHast CBsI3b CO CTOPOHBI KJIMEHTOB BOCIPUHUMAETCS KaK TIIOMOINb B
COBEPIIICHCTBOBAHUH YCITYT U CepBUCOB. [Ipo0IeMBI HE CKPBIBAIOTCS U HE OTPHIIAFOTCS.

B uacmu OMKpblmocmu u npospadHocmu.

4.1.13. OTKPBITOCTD

['ocynapcTBO B3aMMOJICHCTBYET C YEJTOBEKOM B OTKPHITOM AHAJOre, YYHUTHIBACT
00paTHYIO CBSI3b U MOHUMAET MOTPEOHOCTH YEIOBEKa.

4.1.14. T1po3payHOCTh

[Ipoueaypsl rocyaapcTBa mpo3pavHbl: HH(GOPMAIUS PEIOCTABISAETCS B IPOCTON U
NOHATHOW (opMe, MPHUHATHIE PELIEHUS M JOCTUTHYTBIE PE3YyJbTaThl JOCTYITHO
00BsACHAIOTCS. [laHHbIe, HA OCHOBAHUU KOTOPBIX MPUHSATHI PEIICHUS, TyOIUKYIOTCS.

B uacmu e3aummnoco 006€pl/l}1 u bezonacrocmu:

4.1.15. BeimosiHeHue oOeanuii
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[TyOnuuHo B34ThIe Ha ce0si 00s3aTeNbCTBA U IUIAHBI UCHONHSAIOTCSA. B ciaydae He
JOCTHKEHUS HEOOXOAMMOTO pe3yJbTaTa, NaHHBIA (aKT MPHU3HACTCA C MOCIEAYIOLINM
00BSCHEHUEM MTPUYHH.

4.1.16. Tapantust 0e30maCHOCTH B3aWMOJEHCTBUS C TOCYJAapCTBOM U
KOH(UICHITUATBHOCTH JaHHBIX

Peanuzanus yciuyr u cepBUCOB HE CO3/Ia€T PUCKOB JJIs1 0€30MaCHOCTH KJIIMEHTA, €T0
3/I0pPOBbSI, UMYIIECTBA, a TakXe 3alluilaeT KOHPUACHIUAIbHYI0 HWH(OOpPMALUIO WU
MEPCOHAJIIBHBIE JJAHHBIE KIIMCHTA.

4.1.17. OTBETCTBEHHOCTD

Opranbl BJacTH, YIOJIHOMOYEHHBIE OpraHU3allUd M UX PaOOTHUKU HECYT
OTBETCTBEHHOCTH IEPe KIIMEHTOM 33 HecoOtoieHre mpuHIunoB CTaHaapTa, a Takxke 3a
HEJIOCTH)KEHUE TIOJIOKHUTEIBHOTO pe3yJibTata, MPEAyCMOTPEHHOTO HOPMAaTHUBHBIMU
MPaBOBBIMU aKTaMH U TPeOyeMOro UCXOs U3 KU3HEHHON CUTYaIluH.

4.2 Peanm3anusi KJIHEHTOUEHTPUYHOIO MOAX0/Ja B TIOCYIAPCTBEHHOM M
MYHHUIHMNAJIBHOM YNIPaBJIeHUN

4.2.1. KIueHTOUGHTPUYHBIH IOAXOA B TOCYJAPCTBEHHOM W MYHHUITUIIAIBHOM
VIPaBJICHUW  BHEAPSETCS  IOCPEJACTBOM  BBINIOJHEHUS  OpraHaMM  BJAacTH U
YIOJHOMOYEHHBIMH OpraHu3anusIMu TpedoBannii CTanmapTa.

TpeOOBaHUM K BBISBIICHUIO U U3YUYEHUIO TOTPEOHOCTEN KIIMEHTOB;

TpeOOBaHUN K MPOSKTUPOBAHUIO HOBBIX M PEUHKHUHUPUHTY CYIIECTBYIOIIUX YCIYT
Y CEPBHCOB;

TpeOOBaHUI K TIPOIECCY YJIOBICTBOPEHHUS IMOTPEOHOCTEH KIMEHTA TyTeM
NIPEIOCTABIICHHS YCITYT U CEPBUCOB;

Tpe6OBaHI/Iﬁ K B3auMMOJICHCTBUIO C opraHaMm BJIaCTHU U YIOJIHOMOYCHHBIMH
OpraHn3aluiAMHU B TUIIOBBIX TOYKaAX BBaHMOHCﬁCTBHﬁ C KJIMCHTaMH.

4.2.2. OTBETCTBEHHBIE 32 NMIPEAOCTABICHUE YCIYT B PAMKaxX KU3HEHHON CUTYaIlMU
OpraHbl BIACTH U YIIOJHOMOYEHHbBIE OPraHU3aLUH €KETOAHO JIOJIKHBI:

[ ompemenate ¢ yderomM pekomenmauuii I[IpoekTHOro oduca KU3HCHHbBIC
CUTyalUu JUIsl BHEIPEHUS KIMEHTOLIECHTPUYHOIO MOIX0/1a B TOCYAAPCTBEHHOM
Y MYHHUIIMIAJILHOM YTIPaBJICHUU;

[/ yTBepKIaTh IUIaHBl 10 BHEAPCHUIO KIMEHTOICHTPUYHOTO MOIXOJa B
rOCyJapCTBEHHOM M MYHHUIMIAJIBHOM YIIPaBICHUH C Y4YE€TOM TpeOOBaHUM
Hacrosimero Crangapra u Cranpapra «l'oCcymapcTBO il BHYTPEHHETO
KIIUCHTAY;

[ ¢popMupoBaTh A peanu3alnuu MIAHOB KPOcc-(OYHKIHOHATbHbBIC (CKBO3HBIC)
KOMAaHJIbl C IPUBJICYEHUEM COTPYAHUKOB OPraHOB BIACTU U INPEICTABUTEIICH
YIIOJITHOMOYEHHBIX OPTaHU3alMi B 3aBUCUMOCTH OT JKU3HEHHOM CUTyaluu;
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[/ obecnieunBaTh peaqM3alUI0 IUIAHOB IO BHEAPCHHUIO KIMEHTOLICHTPHYHOTO
MOJIX0J[a B TOCYAAPCTBEHHOM M MYyHHIIMIIAJILHOM yTIPABICHUU B COOTBETCTBUU
¢ TpeboBanmsimMu Ctangapra «['ocymapcTBO 1715l BHYTPEHHETO KIIMCHTaY,

[/ obecnieynBaTh KOHTPOJIb JTOCTIDKCHHUS IMMOKA3aTeNiedl KIMEHTOLCHTPHYHOCTH,
yKa3aHHbIX B pa3zzaene 6 Crannapra.

4.2.3. CompoBOXJCHHE peald3aliy  KIMCHTOICHTPUYHOTO  MOAX0/Ja B
roCyJIJapCTBEHHOM M MyHHUIIUITAJIbBHOM YTpaBJIeHUH obecrieunBaeTcs [IpoekTHbIM odrcom.

4.2.4. K 3apauam IIpoekTHOr0 opuca OTHOCATCA:

P snmonHenne QyHKIMIT onepaTopa peecTpa KU3HEHHBIX CHTYAIIHIl;

P pa3paboTka ¥ COBEPIIEHCTBOBAHHE CTPATErMYECKHX M  METOIMYECKHX
JIOKYMEHTOB IO BOMNPOCAM BHEAPEHUS KIMEHTOLICHTPUYHOIO MOJX0/a B
rOCyJJapCTBEHHOM U MYHUIIMIAJIBHOM YIIPaBJICHUU, B TOM YHUCJIE PYKOBOJICTB
M0 KJIMEHTOUEHTPUYHOMY JU3aliHy U MPOTOTUITUPOBAHUIO YCIYT U CEPBUCOB,;

’ MCTOAUYCCKOC COIIPOBOXIACHHUEC W KOHCYJIBTHPOBAHHWC OpPraHOB BJIIACTH H

YIIOJITHOMOYEHHBIX OpraHu3anun 10 BOIIpOCaM BHEJIpEHUs
KJIIMEHTOLICHTPUYHOIO II0AX0Ja B TOCYJapCTBEHHOM M MYHHULMIIAIBHOM
YIIPaBJIICHUH;

» conpoBoxnenne (GopMupoBaHMS — Kpocc-QYHKIHOHANBHBIX — KOMAHA U3
NpPEJCTaBUTENEH  OpPraHoB  BJIACTH,  YIOJHOMOYEHHBIX  OpraHu3aluii,
pa3pabOTYMKOB MIPOTOTUIIOB YCIIYT U CEPBUCOB, UHBIX SKCIIEPTOB;

P sLisBieHMe M u3ydeHMe TOTpeOHOCTEH KIMEHTOB [ HPUOPUTETHBIX
JKA3HEHHBIX CUTYallN;

’ TCCTUPOBAHUC Ha MLCJICBBIX aAYAUTOPUAX MPOTOTHUIIOB YCIYI U CCPBHUCOB
MPHUOPUTCTHBIX KNU3HCHHBIX CI/ITyaI_II/Iﬁ A0 X BBOJA B 3KCILTyaTalHIO,

’ MOHUTOPHHI YIOBJICTBOPCHHOCTH KIMECHTOB,

» onenka YPOBHEW KIIMEHTOUECHTPUYHOCTH OPTaHOB BJIACTH M YIIOJTHOMOYEHHBIX
OpTraHU3aLUH.

4.2.5. [IpoeKTHBIM O(UCOM €KETOTHO OMPEEISIFOTCS TPUOPUTETHBIE JKU3HEHHBIC
CUTyalluu JUIsi BHEAPEHUS KIMECHTOLIEHTPUYHOIO MOJAXO0Ja B TOCYJAPCTBEHHOM H
MYHHUIUITAJIBHOM YIIPABJIEHUU U IOBOJSITCS B KAUECTBE PEKOMEHAALIUN 10 OTBETCTBEHHBIX
3a IPEAOCTABIICHUE YCIYT U CEPBUCOB B paMKax »KU3HEHHOW CUTyallud OPraHOB BJIACTH U
YIIOJJTHOMOYEHHBIX OpPTraHU3AIUH.

4.2.6. PykoBoAaCTBa TO KJIMEHTOLGHTPUYHOMY AHM3AHY W MPOTOTUITUPOBAHUIO
yCIyT M CepBUCOB pa3padarbiBatoTcsl [IpoeKTHBIM 0(pUCOM Ha OCHOBAaHUHU TPeOOBaHUIA
CranpmapTa, HOPMAaTUBHBIX U METOJIMYECKUX IOKYMEHTOB MO MPOEKTUPOBAHHIO U POBBIX
CEPBHUCOB.

4.2.7. TectupoBaHue MPOTOTUIIOB MPUOPUTETHBIX YCIYT U CEPBHUCOB JOJKHO
OCYILIECTBIISITACS. Ha  LENEBBIX AayJAUTOPUSAX KIHWEHTOB  CHEIUATU3UPOBAHHBIMU
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ImoApa3aCIICHUAMU HpOCKTHOI‘ (¢} odmca — Ha60paT0pI/IHMI/I IIOJIB30BATCIILCKOI'O
TCCTUPOBAHUA.

4.2.8. IlpoextHbiii opuc obecrmeunBaeT pazpabOTKy 00ydYaIONINX METOIMYECKUX
MaTepUaIoB JUIsl IMOATOTOBKU KPOCC-(YHKIMOHAJIBHBIX KOMaHJ OpraHOB BIJIACTH U
YIOJIHOMOYEHHBIX OpPraHM3alUl, COMPOBOXKAAET mporecc ux odyuenus. TpeOoBaHus K
npodeccuoHanbHOW MOJArOTOBKE M OOYYEHHIO KaJpOB IMpEACTABICHbI B paszziene [
Cranpnapta u Cranaapre «l'ocyaapcTBO Uil BHyTPEHHETO KIUEHTA.

4.29. TIlpoektHbiii  oduc  obecrieunBaeT  MPOBEIEHWE  MOHUTOPUHTA
YIOBJIETBOPEHHOCTH KIMEHTOB MyTeM. cOOpa W aHaiu3a CTAaTUCTUYECKUX JAHHBIX O
MIPEIOCTABJICHUH YCIIYT U CEPBUCOB B paMKaX »KM3HEHHBIX CUTYaIlUi, H3y4eHUsT 00paTHON
CBSI3M OT KJIMEHTOB 00 YJOBIIETBOPEHUHM WX TOTPeOHOCTEH, BKIIIOYAs aHAIHM3 Koo,
oOparieHuii, MPeIOKEHU KIMEHTOB, OIICHKH TIOJYyYEHHBIX WUMH YCIIYT U CEPBUCOB B
paMKax KU3HEHHOU CHTYyaIuu.

4.3. TpeOGoBaHusl K BbISIBJEHHIO M U3yYEHHUIO MOTPeOHOCTEN KIHEHTOB

4.3.1. BeoisBreHne © U3yuyeHUE TOTPEOHOCTEH  KIMEHTOB  IPOBOJSTCS
OTBETCTBEHHBIMH 32 MPEJIOCTABICHUE YCIyT U CEPBUCOB B PAMKaX >KH3HEHHOW CUTYalluu
opraHaM¥ BJIaCTH W YIOJHOMOYEHHBIMH OPTaHHM3aIlUsIMU M JIOJDKHBI COOTBETCTBOBATH
CJICYIOIIUM TPEOOBaAHUSIM:

[/ OCHOBBIBATHCS HAa OOBEKTHBHBIX JAHHBIX

[/ y4HUTBIBATh OCOOCHHOCTH U HaBBIKHM Ka)KJOU I'PYIIbI KIUEHTOB;

[ moompsaTh 0OpaTHYIO CBSI3b CO CTOPOHBI KJIMEHTOB;

[ pa3BACHATH KJIMEHTaM Pe3yJIbTaThl IIPOBEACHHBIX paldoT.

4.3.2. BeisiBicHHE W U3YYCHHE TOTPEOHOCTEH KIMEHTOB BKIIFOYACT CIIEAYIOIINC
STaIbI:

CeTMEHTAIHsI KITMEHTOB U cOOp CBEICHUI O KJIMEHTCKOM OIIBITE;
P paspaborky (akTyanusamuio) KapT KITHEHTCKHX MyTeif;

P npunsTHe penrenuii Mo UTOraM U3yueHUs MOTPEOHOCTEH KITHEHTOB.

PGSYJ'H)TaTI)I BBIABJIICHUA W HU3YUYCHUA HOTp€6HOCTCI71 KIIMEHTOB  ABJIAIOTCA
OCHOBAHUECM.

’ AJI YIOBJICTBOPCHUA HOTpe6HOCTeﬁ KIIMCHTOB IIYTEM MPEAOCTABJICHUSA YCIIYT U
CCPBUCOB OPraHoB BJIACTHU W YITOJTHOMOYCHHBIX opraHmauHﬁ;

’ AL TPOCKTUPOBAHUSA HOBBIX W PCUHXXWHHPHHIA CYHICCTBYIOIIUX YCIYyI' U
CCPBUCOB OPraHoB BJIACTHU W YIIOJTHOMOYCHHBIX opraHmauHﬁ;

’ JJIA IIOATOTOBKH OTBCTOB IIO0 3allPpOCy KIIMCHTOB B OTHOIICHHUUN HOTpe6HOCTeﬁ,
YAOBJICTBOPCHHUC KOTOPBIX B (927010% 3aKOHOOATCJIbCTBA, (bHHaHCOBLIX

! Tloy «0OBEKTUBHBIMH JJaHHBIMKY» 371€CH TTOHUMAETCS MH(OPMALUs, COAEPKALIAACS B HOPMATUBHBIX NPABOBBIX U
(unu) MHBIX OUIHMATBHBIX JOKYMEHTaX, MM OTHOCSIIASACS K O(HLIUAIBLHON CTaTUCTHYECKOH HH(pOopMaLnK, HITH
TIOJTy4EHHas! B Pe3yJIbTaTe HAYYHBIX U MHBIX UCCIIEJOBAHHH, ONMPAIOIINXCS HA METOMOJIOTHIO, ITOJIAI0IITYFOCs
npoBepke (Bepudukamn)
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BO3MOJKHOCTEH WJIM HMHBIX OOCTOSTEJIBCTB HAa MOMEHT BBaHMOHeﬁCTBHH C
KIIMCHTOM HC MPCACTABIISICTCA BO3MOKHBIM.

4.3.3. Oprassl BIaCTH ¥ YIOJTHOMOYECHHBIE OPTaHU3AIMN TPOBOJISAT COOp TaHHBIX O
KJIMEHTax U UX TEKYIIEeM KJIMEHTCKOM OIbITE B paMKaX *XKHU3HEHHON CUTYyallHH.

4.3.3.1. [lanHbpIMH, HEOOXOIUMBIMU JUIS BBISBICHHUS M H3y4YEHHUs MOTpeOHOCTEH
KIIMCHTOB SIBJISIFOTCSL:

[ OTKpbITBIE ¥ OOIIEAOCTYNHBIC MJaHHBIE, B TOM WYHCIE CTATHCTHYSCKHE
UCCIIEZIOBAaHUS, OTUETHI U MMy OJIMKALIUU O MTPo0iieMax B3auMOIEHCTBUS KIIMEHTOB
IIPU TIOJIyYEHUH YCIIYT U CEPBUCOB,;

[V xanoObl, oOpalieHust, COOOIIEHHUS O TOTPEOHOCTSX, OT3BIBBI I KOMMEHTapUH
KJIMCHTOB B COIIMAJILHBIX CETSIX, IPYIMIAx B MECCEH/KEpax, Ha Moprajiax, B
MOOMJIBHBIX MPUIOKEHUAX, B APYTHX HHPOPMAIMOHHBIX CHCTEMax OpPraHOB
BJIACTH U YITOJHOMOYCHHBIX OpraHU3aIlni;

[/ maHHBIC OOIIECTBEHHBIX 00bETUHEHHI IPaK/IaH;

[/ moKIaasl yIOJIHOMOYEHHOTO I10 IIpaBaM deloBeka B Poccuiickoii denepanuu u
YIOJIHOMOYEHHBIX TI0 MpaBaM 4esioBeka B cyOwsekTax Poccuiickoit deneparum,
ynoagHoMoueHHoro npu IIpesuaente Poccuiickoit denepauuu Mo mnpaBam
pebeHKa M YNOJTHOMOYEHHBIX MO MpaBaM pebeHka B cyObekTax Poccuiickoii
denepannu;

[ nocTymHble 00E3TMYCHHBIC IaHHBIC 00 HCTOPUH IMPEIOCTABICHHS YCIyT |
CEpPBUCOB, HAXOAALIMECS B PACIIOPSIKEHUU OPraHOB BJIIACTH U YIIOJJTHOMOYEHHBIX
OpTaHU3aLUu.

43.3.2. Ha ocHoBaHWM aHaiu3a COOpAaHHBIX JaHHBIX OpraHbl BIACTH U
YIOJTHOMOYEHHBIE OpTraHU3alIUN:

P (hopMymHpyIOT rHIOTE3B! O CErMEHTAIMH KIMEHTOB M MX KIHEHTCKOM OITBITE
IIPU TIOJIyYEHUU YCIIYT U CEPBUCOB,;

> OTIPEIEIISIIOT METOJbI TPOBEACHUS YIIyOJNEHHBIX HCCIIEIOBAHUN C IIEIBIO
M3YUYeHUS KIIMEHTCKOTO OMBITa U pa3padaThIBAIOT IJIAHKI MO MTPOBEJCHUIO TAKUX
HUCCIIEIOBAHMM;

> MOJYYarOT COIVIaCMe KIHMEHTOB HA HW3YyYEHUE KIMEHTCKOTO OIbITa IIpU
MPOBE/ICHUY HCCIIEI0BAaHNU;

P 1poBepsIOT THIOTE3BI O CErMEHTAINH KITHEHTOB H UX KJIMEHTCKOM OIIBITE ITyTEM
MIPOBEJICHUS MCCIICAOBAHHMM, TIPUMEHSSI METOJIbI COIIMOJIOTHYECKUX OMPOCOB M
WHBIE, B TOM YHCJIE: CKPBIThIE UM OTKPBIThIE, MACCOBBIE UM UHAUBUAYaJIbHBIC
HAOJIIO/ICHNUS, TTOJIh30BATEIHCKUE CAMOHAOIIOICHNUS, OMIPOCH], aHKETUPOBAHMSI,
rojocoBaHusl, GOKyC-TpyIIbl, TTyOHHHBIC HHTEPBBIO, MMoJib3oBaTenbekoe (Ul- u
UX-) TectupoBanue HUQPPOBBIX pEHICHUH U APYyrue CrnocoObl H3Y4YEHUS
KJIMEHTCKOTO OTIBITA.

11
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4.3.3.3. Pe3ynbTaTOM CErMEHTAallMd KJIMEHTOB SIBJISETCS OTHECEHHE H3yUEHHBIX
TpyNI KIMEHTOB K KU3HEHHON CUTYaIlMH U IPOPUISAM KIMEHTCKOTO CETMEHTAa.

4.3.4. B mensx BBIBICHHS NOTPeOHOCTEH KIMEHTOB OpraHaMH BIAcTH U
YIOJIHOMOYEHHBIMH  OpPraHM3aLMsAMU  Pa3padaThIBAIOTCS  IEpBOHAYajbHAasT M B
JAbHEHIIIEM aKTyaJIU3UPYOTCS KapTa KIMEHTCKOro IyTH MJIM HECKOJBKO TaKMX KapT Ha
OCHOBAHMH:

’ CCIrMCHTAllMU KIIMCHTOB U c6opa CBEICHUM O KIIMEHTCKOM OIIBITE,

P pesynETaTOB MOHMTOPHHTA YIOBIETBOPEHHOCTH KITHEHTOB.
4.3.4.1. KapTa KJIMEHTCKOTO MyTH BKJIIOYAET CIEAYIOIIYI0 HH(OPMAIIUIO:

[/ omucaHue KU3HEHHOW CUTYAIHH;
[ onmcanue POoQHIIS KIMSHTCKOTO CErMEHTa,;
[/ THIOBBIC TOTPEOHOCTH KIIMCHTA,;

[ JICUCTBUS KJIIMEHTA OT MOMEHTAa BO3HUKHOBEHUS HOTpe6HOCTI/I JO0 MOMCHTA HX
YAOBJICTBOPCHU,

[/ BuBI (TUIIBI) OJYYCHHBIX KIIMEHTAMH YCIYT M CEPBUCOB;

[/ TOYKM B3aMMOJCHCTBHS C OpraHaMd BJIaCTH W  YIOJHOMOYEHHBIMHU
OpTraHU3alUsAMU;

[/ KJIMEHTCKHU OIBIT B TOUYKAX B3aUMOIEUCTBHUS.

B paMKax M3YUYCHHA KIIMCHTCKOT'O OIIbITAa B KAPTY KIIMCHTCKOI'O ITyTH BKIIIOYAIOTCA
IIO3UTHUBHBIC Ha6J'II-0,Z[eHI/I$[ N THIIOBBIC Hp06HeMBI KJWEHTOB B TOUYKAaX B3aUMOICHCTBUSI.

43.4.2. Ha ocCHOBaHMM WU3YyYECHHs] KIHMEHTCKOTO OIbITa, pa3pabOTaHHBIX
(aKTyanM3upOBAaHHBIX ) KAPT KIIMEHTCKUX IMTyTEH OTBETCTBEHHBIE 32 TIPEIOCTABICHHUE YCIYT
U CCPBHCOB B paMKaX J>XHU3HEHHOW CHUTYyallMd OpTaHbl BIACTH W YIOJHOMOYCHHBIC
OpraHu3aluu:

P onpenensior MpHOPHTETHBIE IS YAOBIECTBOPEHHS MOTPEOHOCTEH M peIleHus
BBISIBJICHHBIX MPOOJIEM T'PYIIbI KJIUEHTOB, UCXO/S U3 OLICHKUA UX YUCICHHOCTH
U COIMAIbHO-3HAYMMOCTH  BBISBICHHBIX  MPOOJEM, OrPaHUYEHHOCTH
UMEIOIIUXCS PECYPCOB;

’ p33pa6aTI>IBaI-OT PCKOMCHIAWHU I10 ITOBBIIICHUIO KAYCCTBA KIIMCHTCKOI'O OIIbITA,

’ HY6J'II/IKYIOT Ha CBOUX O(l)I/IL[I/IaJ'IBHBIX nmoprajiax ujinu Jpyrum CIocooom JOBOOAT
J0 KJIIMCHTOB PE3YyJIbTAThI BBISABJICHUSA U U3YUYCHUA HOTp€6HOCTCﬁ KIIMECHTOB.

[Ipu ¢opmupoBaHNHM pPEKOMEHAALMN MO TOBBIIMICHUIO KAayecTBa KIMEHTCKOTO
ONbITa OpraHaMd BJACTH M YNOJIHOMOYEHHBIMU OpPTaHU3ALMSIMH HM3YyYarOTCs JIydIlHe
OTEUECTBEHHBIE U 3apyOeKHbIE IPAKTUKU MPEIOCTABICHUS YCIYT U CEPBHCOB B paMKax
YKU3HEHHBIX CUTYalHil.

12
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4.3.4.3. PesynmpbraTamu pa3pabOTKH WM aKTyaldu3aluud KIMEHTCKUX MyTen
OpraHaM¥ BJIACTU U YIIOJTHOMOYCHHBIMU OPTaHU3AIUSIMHU SIBIISTFOTCSI:

KApThI KJIIMEHTCKUX ITYTEH;
PEKOMEHIALMH 110 IOBBIIIEHNIO Ka4€CTBA KIMEHTCKOIO OIIBITA,;

OHy6J'II/IKOBaHHBIe PE3YJIbTAThI BBIABIICHUA U U3YUCHHA THIIOBBIX HOTpe6HOCTeﬁ
KIIMCHTOB.

4.3.5. Tlo pesynbraTtam pa3paOOTKH WM aKTyalu3allil KapT KIMEHTCKUX IyTel
OpraHaMHy BJIACTH U YIIOJHOMOYEHHBIMU OPraHU3ALUsAMU HA PEryJIIpHON OCHOBE BEYTCs
peecTp JKM3HEHHBIX CUTyallUd ¥ MNpPOQUIM KIMEHTCKUX CErMEHTOB, H3Yy4aroTcs
noTpeOHOCTH  KJIMEHTOB, pa3padaThIBAIOTCA WM  AKTyaJM3UPYIOTCA  KIMEHTCKHE
CLICHApUH.

4.3.5.1. Peectp >kxu3HEHHBIX cUTyanui Beaercs [IpoekTHbIM 0hricoM Ha OCHOBaHUH
NPEUIOKEHUH OTBETCTBEHHBIX 3a IIPEIOCTABIEHHUS YCIyr M CEPBUCOB B paMKax
JKA3HEHHON CHUTYyallMM OpPraHOB BJIACTM M YIIOJHOMOYEHHBIX Opranusaumii. Peectp
YKU3HEHHBIX CUTyalluil BKIIIOYaeT B ce0s chephl )KU3HU, )KU3HEHHbIE CUTYAIMH, TPOPUIN
KJIMEHTCKMX CETMEHTOB, KJIMEHTCKHUE CIIEHapHH, YCIYyTd M CEPBHUCHI, BXOJALINE B
KJINEHTCKUI CLIEHAPUU.

4.3.5.2. Tlpodunm KIMEHTCKOTO CETMEHTa IOJDKHBI BKIIOYATh OO0E3THMYCHHBIC
JAHHbIE O KJIMEHTaX, 00 WCTOPUU MX B3aUMOJEHUCTBUS C OpraHaMu BIACTU MU
YIOJIHOMOYEHHBIMU OPraHU3alUsIMH, O THIIOBBIX MOTPEOHOCTSIX TPYMI KIMEHTOB,
JIOCTATOYHbIE JJIs1 Pa3pabOTKU WM aKTyaJu3aluy KIIMEHTCKUX CIIEHapUEB.

4.35.3. [Ilpomeccel HamojJHEHWs, W3MEHEHHUs, HWCIOIB30BaHUS  MPOQPHUIL
KIIMEHTCKOTO CEerMEHTa JOJDKHBI 00€cleunBaTh HEBO3MOXKHOCTh HUACHTH(PUKAIIUN
KOHKPETHOTO KJIMEHTA U CBEJICHUI O HEM.

4.3.5.4. JIns kaxa0¥ )KM3HEHHON CUTYalliH U TPYTITBI KJIMEHTOB OpTaHaMU BIIACTH
U YNOJHOMOYEHHBIMH OPTraHM3alUsAMU H3Yy4alOTCd U aKTyaIU3UpPYIOTCS THIIOBBIE
NOTPEeOHOCTH:

’ HOTpGGHOCTI/I, KOTOPBIC MOTYT YAOBJICTBOPATHCA ITYTEM IIPEAOCTABICHUSA YCIIYT
M CEPBHCOB,

P norpe6HOCTH, B OTHOIMIEHNH KOTOPHIX BeAETCS paboTa Mo UX yHOBIETBOPEHUIO
3a CYET MPOEKTUPOBAHMS HOBBIX M PEHHKWHHUPHUHIA CYIIECTBYIOIIUX YCIyT U
CEPBUCOB;

» norpe6HOCTH, KOTOPBIE HE MOTYT OBITH YIOBIETBOPEHE! B TEKYIIHX YCTOBHIX U
B HEOOXOAUMBIE JUIsl KIIMEHTOB CPOKH.

4.3.55. Jlns morpeOHOCTEH, KOTOpBbIE MOTYT YIOBIETBOPITHCS IyTEM
MPEAOCTABICHUSI YCIYT U CEPBUCOB, OpraHaMH BJIaCTH U  YIOJIHOMOYEHHBIMU
OopraHu3alusMi pa3padaThIBalOTCAd M (WJIM) aKTyalIM3UPYIOTCS KIMEHTCKHUE CIICHApUH,
KOTOpbIE 00€CTIeYnBaIOT OECIIIOBHOE B3aUMOYBSI3aHHOE MTPOXO0K/ICHUE KIIMEHTCKOTO Ty TH.
Knuentckue cueHapuu pa3padaThlBalOTCA OpraHaMy BIACTH U YIIOJTHOMOYEHHBIMU
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OpraHu3allMsIMi Ha OCHOBAaHMM TPeOOBaHUU K TPOLECCY NPENOCTABICHUS YCIYr W
cepBucos (pasnen 4.5 Crangapra) u TpeOOBaHUN K B3aMMOJICHCTBUIO C OPTaHAMH BJIACTH
Y YIIOJTHOMOYCHHBIMHA OPTaHU3AIMSIMU B TUTIOBBIX TOUKAX B3aMMOJICHCTBUS C KIIMCHTAMU
(pazgen 4.6 Cranpmapra) ¢ y4yeToM TMoOKazaTelied KIWEeHTOIEHTPUYHOCTH (pasnen 6
Crannapra). KimmeHTckue crieHapuu akTyaTu3upyrOTCsl TP pa3paboTKe opraHamMu BIACTH
U YIOJHOMOYEHHBIMH OpTraHHW3aIllUsSIMU HOBBIX YCIyT M CEPBHCOB, PEHHXUHUPHUHIE
CYIIECTBYIOIIUX YCIYT U CEPBUCOB.

4.3.5.6. TpeOoBaHUs K MPOSKTUPOBAHUIO OPTaHAMU BJIACTU U YIIOJTHOMOYEHHBIMU
OpraHW3allMsIMA HOBBIX M PEUHXUHUPHUHTY CYIICCTBYIOIIMX YCIyT H CEPBUCOB
npeacrasieHbl B pazaene 4.4 Crtannapra.

4.3.5.7. Opranbl BIacTH U YIIOJTHOMOYCHHBIC OPTaHU3AIMH Pa3padaThIBAIOT U BETYT
B HMH(DOPMAIIMOHHBIX CHCTEMaX OTBEThI HA YACTO 3aJaBa€MbI€ BOMPOCHI KJIHEHTOB C
YYETOM CIIEIYIOIIUX TPeOOBaHMIA:

[/ OoTBeThI Ha BOMPOCHI JIOJKHBI OBITH OCTYIHBI BCEM OpraHaM BJIACTH |
YIIOJJTHOMOYEHHBIM OPTraHU3ALUsM, OCYIECTBIIOIINAM IIPEIOCTABIEHUE YCIIYT U
CEpPBHUCOB B paMKaX )KU3HCHHOMN CUTYallHH;

[V s moTpeOHOCTEH, KOTOpPhIE HENb3s yIOBICTBOPHUTH, B OTBETaX HA BOIPOCHI
YKa3bIBaIOTCS MIPUYHHBI, 10 KOTOPBIM UX HEJIb3s YIOBJIETBOPUTD.

4.3.5.8. Tlo pe3ynbraTaM U3y4eHHs MOTPEOHOCTEH KIIMEHTOB:

P B oTHOmEHMH MOTPEOGHOCTEH, KOTOpBIE MOTYT OBITh YAOBJIETBOPEHBI MyTEM
NPEIOCTaBICHUS CYIIECTBYIOIIUX YCIYT M CEPBHUCOB, pa3padaThIBAIOTCS WIU
aKTyaJIM3UPYIOTCS KIIMEHTCKUE CLIEHAPUH, HA OCHOBE KOTOPBIX OCYILIECTBIISIETCS
YAOBIETBOPEHHE JAHHBIX TOTPEOHOCTEN KIMEHTOB;

» B orHOmIEHNH MOTpeGHOCTEH, M1 YIOBIETBOPEHHS KOTOPBIX CYIIECTBYIOIINX
YCIIYT U CEPBUCOB HEJIOCTATOYHO, IPOBOAUTCS MPOCKTUPOBAHNUE HOBBIX YCIYT U
CEPBUCOB U (WJIN) PEUHXUHUPHUHT CYLIECTBYIOLIUX YCIYT U CEPBUCOB;

’ AKTYAJIM3HUPYIOTCA OTBCTHI HA 4aCTO 3a/1aBaCMbIC BOIIPOCHI KIIMCHTOB.

4.4. TpeOoBaHusi K TPOEKTHPOBAHUI0 HOBBIX W PEHHKUHHUPHHIY
CYLIEeCTBYIOUIUX YCJIYT H CEPBHCOB

4.4.1. IlpoekTupOBaHUE HOBBIX, PEMHKUHUPUHT CYIIECTBYIOIINUX YCIYT U CEPBUCOB
OCYLIECTBIISIETCSI OTBETCTBEHHBIMU 3a IPEAOCTABICHUE YCIYyI M CEPBUCOB B paMKax
KU3HEHHON CUTyalluu OpraHaMi BJIACTU M YIOJHOMOYEHHBIMH OPTraHU3aLUIMH B LEJIAX
YAOBIETBOpEHUs  moTpeOHOocTel  kiaueHToB.  [Ipomecc  MpOEKTUPOBAHMUS — WIIU
PEUMH)XKMHUPUHTA JIOJDKEH:

[/ OCHOBBIBaTbCS Ha pe3yjbTaTaXx BBISBICHHS W H3Yy4CHHS MOTPeOHOCTEMH
KJINCHTOB;

[/ yduTBIBaTh BO3MOYKHOCTH HCIIOJB30BAHUS yMOOHBIX IS KIHEHTOB TOYEK
B3aMMOJICHCTBUSI C OpraHaMy BJIACTU U YIOJTHOMOYEHHBIMU OPTaHHU3aLUSIMHU,
TpeOOBaHUs K HUM B COOTBETCTBUH ¢ pazjaenioM 4.6 Ctanaapra;
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[/ OCHOBBIBATbCS Ha H3yueHHH LU(PPOBOW HHPPACTPYKTYphl M OpraHU3aIUH
MPOILIECCOB  MPEAOCTABICHUS YCIYT U CEpPBUCOB OpraHax BIJIACTH U
YIOJTHOMOYEHHBIX OpPraHU3alUsIX,

[/ y4uThIBaTH HOBBIC TEXHOJOTHM U JAPYTHE BO3MOMHOCTH JJIsl TMOBBIIICHUS
NOTPEOUTENBCKON IEHHOCTH FOCYJapCTBEHHBIX YCIYT U CEPBUCOB;

[ BOBJIEKaTh KJIMEHTOB B pa3pabOTKy W TECTUPOBAHHUE IMPOTOTHIIOB YCIAYr H
CEPBHUCOB JI0 BBOJA UX B DKCILIyaTalUIO;

I IPUBOJNTD K ITOBBIIICHNUIO KAUYCCTBA KIIMCHTCKOI'O OIIbITA.

4.4.2. Tlpouiecc NpOEKTUPOBAHMS HOBBIX, PEMHKUHUPHUHT CYIIECTBYIOIIUX YCIYT U
CEPBHCOB BKJIIOYAET:

P 10ArOTOBKY K MPOEKTHPOBAHUIO HOBBIX MIIH PEMHKMHUPUHTY CYLIECTBYIOIIMX
YCIIyT U CEPBUCOB,;

P paspaGoTky 1 TecTHpOBaHHE NPOTOTHIIOB YCIYT U CEPBUCOB;

P BBOJ IPOTOTHUIIOB YCIIYT U CEPBUCOB B SKCILTYaTALHIO.

4.4.3. OcHOBOM U1l MOJArOTOBKH MpoIlecca MPOSKTUPOBAHUS WM PEUHKUHUPUHTA
CYIIECTBYIOILIUX YCIYT U CEPBUCOB SIBIISIFOTCSL:

P paspaGorannble nIM aKTyanM3UPOBAHHEIE KAPTHI KIMEHTCKUX ITyTei;

’ PCKOMCHOAWHU I10 IMOBBIMICHUIO KaUCCTBA KIIMCHTCKOI'O OIIbITA.

4.4.3.1. IloaroroBUTENbHBIN 3TAl IPU MPOEKTUPOBAHUU HOBBIX YCIYT U CEPBHUCOB,
PEUMHKUHUPUHTE CYIIECTBYIOIIMX YCIYI U CEPBUCOB B PaMKaxX >KM3HEHHON CUTyaluu
TaKXKe BKJIIOYAET:

[ Tpu peHHXUHUPHUHTE CYIIECTBYIOUIUX YCIYT U CEPBUCOB:

P ananu3  HOPMATHBHBIX  HpPaBOBBIX ~ aKTOB M HHBIX  JIOKYMEHTOB,
YCTaHaBIMBAIOIIMX TPEOOBAaHUS K MPEJOCTABICHUIO YCIIYT U CEPBUCOB;

' aHaJIN3 KIIMCHTCKUX COCHAPUCB,

v

aHall3 TPAKTUKWA TPEAOCTABICHUS YCIYr W CEPBHUCOB, BKIIIOYAs OILIEHKY
M3AEPKEK Ha COBEPUICHHE AJIMUHHCTPATUBHBIX JEUCTBUM COTPYIHUKAMH
OpPraHoB BJIACTU W YMNOJHOMOYEHHBIX OPraHU3alMid WU JACHCTBUU B paMKax
aBTOMATH3UPOBAHHBIX MTPOIIECCOB MHPOPMAITMOHHBIX CUCTEM OPTaHOB BJIACTH
Y YIIOJTHOMOYEHHBIX OpTraHU3aIni;

P onumcamme Tekymero mpomecca IIPEOCTABIEHHS YCIYT U CEPBUCOB
(cooTHECeHHME KapThl KIMEHTCKOTO IMYTH C YTBEPXKICHHBIMH KIUCHTCKUMU
CIICHApUSAMH);

[ Tpu pEeHHKUHUPUHTE CYNIECTBYIOIINX YCIYT U CEPBUCOB U pa3pabOTKE HOBBIX
YCIIYyT ¥ CEPBUCOB:

’ aHaIn3 JIydlInX OTCYCCTBCHHLIX H BaPY6€)KHBIX MMPAaKTUK MPCAO0CTABJICHUA
YCIYI' 1 CCPBHUCOB B paMKaX KU3HCHHBIX CHTyaHHﬁ;
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P pa3paGoTKy U OlleHKY BapHAHTOB NPEIOCTABIEHHS YCIYT H CEPBUCOB B paMKax
KU3HEHHON CUTYallnH, 00ECTIeUNBAIOLINX PEIICHUE BBISIBICHHBIX MTPOOIJIEM MTPH
M3YYEHUH KIMEHTCKOTO ONbITA;

P paspaGotky IeneBoro mpolecca MPeJOCTaBIEHHUS YCIyT M CEPBUCOB Ha
OCHOBaHHH BEIOPAHHOTO BapHAHTa,

P paspaboTKy omMcaHus LENEBOro IPOLECCa MPEAOCTABIEHUS YCIYT H CEPBHCOB
(11es1eBOro KJIIMEHTCKOIO CLEHAPHS).

4.4.3.2. Pe3ynpTaTOM NOJTOTOBKH K MPOEKTUPOBAHHIO HOBBIX YCIYT U CEPBHUCOB
WIN PEUHXUHUPUHTY CYIIECTBYIOIIMX YCIYT U CEPBUCOB SIBISIETCS ONHUCAHUE LEIEBOTO
KJIMEHTCKOTO CLIEHAPUSI.

4.4.4, Ha ocHOBe omucaHHs LIEJEBOI0 KIMEHTCKOrO CLEHApHsl OpraHbl BJIACTH U
YIOJIHOMOYEHHBIE OpraHU3ali 00eCeurnBaoT pa3pab0TKy U TECTUPOBAHUE IPOTOTUIIOB
BXOJAILMX B CLIECHAPUH YCIIyT UM CEPBUCOB.

4.4.4.1. PazpaboTka M TECTHUPOBAaHUE MPOTOTHUIIOB HOBBIX YCIYI M CEpPBHUCOB
BKJIIOYAET:

P paspaborky TpeGoBanmii K BepxHEYpPOBHEBOMY IPOTOTHUITY YCIYTH UM CEpPBHCA
(ambha-Bepcusi) B COOTBETCTBUU € TpeOoBaHusMH paszznenoB 4.5 u 4.6 u 6
Cranpgapra, ¢ yuetoM TpeboBanuii Ctanaapra «l'ocy1apcTBO Jij1sl BHyTPEHHETO
KJIMEHTa»;

P paspaGoTky BepXHEypOBHEBOrO NPOTOTHNA YCIyTH MM cepBuca (ajibda-
BEpCHs);

P onpenenenne neneBHIX ayAMTOpHil Il TECTHPOBAHMS, B KOTOPHIE JOMKHEI
BXOJUTh TIPYMINbl KIMEHTOB, OTHOCSIIHMECS K COOTBETCTBYIOLIEMY MPOQHIIIO
KJIINEHTCKOTO CErMEHTa, U COTPYIHHUKU OPraHOB BJIACTH U YIIOJIHOMOYEHHBIX
OpraHH3aLN;

P tecTupoBaHME BepXHEYPOBHEBOrO NPOTOTUIIA YCIYTH MM cepBuca (anbda-
BEPCHs) Ha LEJICBBIX ayUTOPHUSAX;

P 06paboTky pe3ysbTaToOB TECTUPOBAHHUS BEPXHEYPOBHEBOIO MPOTOTHIIA YCIYTH
Wi cepBuca (anbha-Bepcus);

P noarortoBky B ciydae HEOOXOAMMOCTH W3MEHEHHIl B ONHCAHHE IIEEBOTO
KJIMEHTCKOTO CLIEHApUS;

P noaroroBky mpemiokeHni Mo paspaboTke U (MIK) H3MEHEHHIO HOPMATHBHBIX
MPABOBBIX aKTOB.

4.4.4.2. Pesynpraramu pa3pabOTKH U TECTUPOBAHUS MPOTOTUIIOB HOBBIX yCIYT U
CEpPBHUCOB SBJISIFOTCA:

[/ pe3ynbTaThl TECTHPOBAHMUS BEPXHEYPOBHEBOI'O MIPOTOTHIIA YCIIYTH WUIIU CEPBHCA
(amba-Bepcusi) Ha LENEBBIX Ay TUTOPHSIX;

[ M3MCHCHUS B OITMCAHUE 1ICJICBOTO KIIMCHTCKOT'O CIICHAPUI,
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[V mpemtokeHus MO pa3paboTKe U (MIM) U3MCHEHUI0 HOPMATHBHBIX IMPABOBBIX
aKTOB.

4.4.4.3. PazpaboTKa U TECTUPOBAHUE JI€TATU3UPOBAHHOIO IPOTOTHUIIA HOBBIX YCIYT
Y CEpBUCOB, PEMHKUHUPUHIA CYIECTBYIOIUX YCIYT U CEPBUCOB BKIIIOUYAET:

P paspaGoTky TpeGoBaHMI K €TAIM3MPOBAHHOMY IIPOTOTUITY YCIyIHM WM
cepBuca (6eTa-Bepcusi) B COOTBETCTBUU ¢ TpeOoBaHUSIMU pa3fenoB 4.5 u 4.6 u 6
Crangapra u ¢ yuetom TpeboBanuii Ctangapra «['ocyaapcTBo /uisi BHyTPEHHETO
KJIMCHTa»?;

P pa3paGoTky JeTanmM3MPOBAHHOTO MPOTOTHNA YCIYTH MIM cepBuca (Gera-
Bepcus);

> ONIPENEIIEHNE LENEBbIX AyAUTOPUM [JI1 TECTUPOBAHMS, B KOTOPBIE JOJIKHBI
BXOJUThH TPYIIbI KJIUEHTOB, OTHOCSIIMECS K COOTBETCTBYIOIIEMY MNPO(IIIIO
KJIMEHTCKOTO CETMEHTAa, COTPYJAHUKH OpPraHOB BJIACTU M YIOJHOMOYEHHBIX
OpraHu3aIuu;

P TecTupoBaHME ETANM3MPOBAHHOTO MPOTOTHIA YCIYTH MM cepBuca (Oera-
BEPCH) Ha [EJIEBBIX ayIUTOPHUIX;

P> 06paboTKy pe3yabTaTOB TECTUPOBAHMS JETATH3HPOBAHHOTO NPOTOTHIIA YCIYTH
WM cepBuca (bera-Bepcus);

P opaboTky TpeboBaHMI K JeTaTH3HPOBAHHOMY TIPOTOTHITY YCIyTH MM CEpBHCa
(6era-Bepcus);

P 10paGoTKy HeTanmM3MpPOBAHHOTO IPOTOTHIIA YCIyTH M cepBica (OeTa-Bepcus);

> MOJTOTOBKY B Cllydae HEOOXOJUMOCTH HM3MEHEHUN B ONMUCAHUE IIEJIEBOTO
KJIMEHTCKOTO CLICHAPUS;

P 10ArOTOBKY TPOEKTOB HOPMATUBHBIX NPABOBLIX AKTOB, MHBIX JOKYMEHTOB,
HEOOXOUMBIX I BHEAPECHUS JETATU3UPOBAHHOTO MPOTOTHIA YCIYTH WU
cepBuca.

4.44.4. PesynpraramMu pa3pabOTKM U TECTUPOBAHUSA JCTATM3UPOBAHHBIX
MPOTOTUIIOB HOBBIX YCIYI WU CEPBUCOB, PEUHKUHHPUHIA CYIIECTBYIOIIMX YCIyr U
CEPBUCOB, SBJISIIOTCS:

[V pe3ynbTaThl TECTHPOBAHUS BEPXHECYPOBHEBOIO MTPOTOTHUIIA YCIYTH WM CepBUCA
(6eta-Bepcwsi) Ha MEJIEBBIX ayAUTOPHUSIX;

I M3MCHCHUS B OITMCAHUE 1ICJICBOTO KIIMCHTCKOTO CIICHApUsI,

[ nopaboTaHHBIN 1O pe3ysbTaTaM TECTHPOBAHHS JETATU3UPOBAHHBIA MPOTOTHUII
YCIIYTH W cepBuca (beta-Bepcusi);

[/ MPOEKTHI HOPMATHBHBIX MPABOBBIX AKTOB, MHBIX JOKYMEHTOB, HEOOXOIMMBIX
JUIS. BHEAPEHUS IETATU3UPOBAHHOIO MPOTOTHIA YCIYTH WA CEPBUCA;

2 TlosicHenMe: Ui PEMHXXMHUPUHTA YCIyT M CEPBUCOB alb(a-Bepcuel ABNAETCS JEHCTBYIOIIME DEIIEHUS M0
MPEJOCTABICHUIO YCIYT U CEPBUCOB
17
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[/ mopaboTaHHBIN 1EIEBOM KINCHTCKHUI CLIEHAPUI.

4.4.5. BBoA B OINBITHYIO ¥ NPOMBIIIIEHHYIO 3KCIUTYaTalUI0 MPOTOTUIIOB YCIyT U
CEPBHUCOB JIOJIKEH OCYILECTBISATHCA B COOTBETCTBUU C TPEOOBAHUSAMHU, YCTAaHOBICHHBIMU
3aKOHOaTeNbCTBOM Poccuiickoi deneparumu.

4.45.1. Ilocne BBOJAa MpPOTOTHNA YCIYyTM WM CEPBUCA B IPOMBILUICHHYIO
skciuryatauuto  [IpoekTHbIM  oducoM, opraHamMu BJIACTH U YNOJHOMOYEHHBIMU
OpPraHU3ALUSAMHU OCYIIECTBISIETCS MOHUTOPUHT YA0BIETBOPEHHOCTH KIIMEHTOB.

4.45.2. PesynbraramMu BBOJIa B ONBITHYIO U MPOMBIINIJICHHYIO 3KCILUTyaTaIUIO
MPOTOTHIIOB YCIIYT B CEPBUCOB SIBIISIOTCS

[/ yTBEep)KICHHBIC HOPMATHBHBIC TPAaBOBBIC aKThl, HHBIC JIOKYMEHTHI,
HEOOXOAMMBIE JJIi BHEIPEHHUS JETAJIM3UPOBAHHOTO NPOTOTUIA YCIYTH WIH
CEpBUCA;

[/ BBEJCHHBIN B MPOMBIILUICHHYIO SKCIUTYaTaI[UIO TPOTOTHIT YCIYTH WK CEPBHCA.

4.5. Tpeb6oBaHusi K mpoieccy yA0BJIeTBOPEHUS MOTPEOHOCTEH KIMEHTA MyTeM
NPe0CTABJICHUS YCJIYT U CEPBHCOB

4.5.1. Tlpomecc mnpenoCTaBI€HUS YCIAYr W CEPBUCOB [UIsl YJIOBIETBOPEHUS
noTpedHOCTEN KIIMEHTOB JIOJDKEH COOTBETCTBOBATH CIIEAYIONIUM TPeOOBaHUSIM:

[/ OCHOBBIBATbCS Ha pe3yJabTaTaX BBISBICHUS M H3YYEHHUS IOTPEOHOCTEH
KJINECHTOB,;

[/ pemiath mpoOIeMbl KJIMEHTA [IEIMKOM B PAMKax XKU3HCHHOW CUTYaIlUH;

[/ obecrmeynBaTh MPEUMYIIECTBCHHO MPOAKTUBHOE IMPEIOCTABICHUE YCIyr H
CEpPBUCOB,

[/ MUHMMH3UPOBaTh HEOOXOIUMOCTH OOPAICHUS KJIMEHTa B OPraHbl BIACTU H
YIOJIHOMOYEHHBIE OPTaHU3AIUH, BPEMS U CIIOKHOCTh TAKOTO B3aUMOJICHCTBUS;

[/ obecreynBaTh NCIOIB30BAHUE YIOOHBIX IS KJIMEHTOB TOUEK B3aUMOICHCTBHS
C OpraHaMH BJIACTH M YITOJITHOMOYCHHBIMU OPTaHHU3AIUSIM;

[/ obecrieurBaTh 0OPATHYIO CBA3b 00 yIOBIETBOPEHHOCTH KIMEHTOB.

4.5.2. IlpenocTaBiaeHrue yCIyr U CEPBHCOB JUIS YIOBJICTBOPCHHS IMOTPEOHOCTEH
KJINEHTOB BKJTFOYAET CJIEAYIOIINE OCHOBHBIC ATaIlbI:

yIIpaBJIECHUE COIVIACUEM HA IIPOAKTUBHOE MPEIOCTABICHUE YCIYyT U CEPBUCOB
B paMKaXx KU3HEHHOM CUTyaluu;

pa3pabOTKy KJIMEHTCKOTO CIIEHApHS,
MOATBEPKACHUE NOTPEOHOCTEN KIIMEHTOB;
paccCMOTpEHHUE U yIOBIETBOPEHUE MOTPEOHOCTEH KIMEHTOB,

MoJTyueHre 1 00paboTka 0OpaTHOM CBSI3M OT KJIMEHTOB.

4.5.3. OpI‘aHaMI/I BJIaCTH M YIIOJHOMOYCHHBIMH OpraHu3alusAIMHU JOJIKHBI OBITH
oOecreyeHnl YCIOBUY:, TMMO3BOJIIIOIMIMUC KIMCHTAM TIPCAOCTABJIATL COIJIACHUA OpraHam
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BJIACTM U YIIOJJHOMOYEHHBIM OPTraHU3alysM Ha MPOAKTUBHOE MPEAOCTABICHUE YCIYT U
CEpPBHUCOB B pAMKAaX KM3HEHHOM CUTYaLINH.

4.5.3.1. Cornacue KJIMeHTa OpraHaM BIaCTH U YIIOJTHOMOYEHHBIM OpPTaHU3aIUsIM Ha
IIPOAKTUBHOE MPEIOCTABICHUE YCIYyT M CEPBUCOB B pPAMKAX JXMU3HEHHOM CHUTyaluu
NPEIOCTaBISIETCA B CIEAYIOMuUX (popmax:

. COTJIaCucC Ha IMMPOAKTHUBHOC IMMPEAOCTABIICHHUEC BCCX YCIYT 1 CCPBUCOB JKU3HEHHOM
CHUTyallMH 4O MOMEHTA OT3bIBA TaKOI'O COIJIacusl,

P cornacue Ha NPOAKTHBHOE NPENOCTABIEHHE OTAEIBHBIX YCIYT M CEPBHCOB
(HOoMep cyeTa Al HA4YUCIEHMS] TOCOOMS, Mpeln3aka3 YCIyr U CEpBHUCOB,
HAXOJSIINXCA B pa3pabO0TKe WU PEUHKUHUPHUHTE U IPYTHE).

4.5.3.2. Tlpu mpenocTaBlieHUH COTJAcCHs OpTaHaM BJIACTH U YMOJTHOMOYCHHBIM
OpraHu3alysM Ha TPOAKTHBHOE OKa3aHUE YCIYI W CEPBUCOB B paMKaX >KU3HCHHOU
CUTYaIlH JTOJKHA MCITOJIb30BAThCS Y00HAs IS KJIMEHTa TOYKa B3aUMOJICHCTBUS C HHAM.
[lepedeHp ToYek B3aMMOACUCTBHS M TPEOOBAaHMSI K HUM IpEICTaBICHbI B pazzaene 4.6
Cranpapra.

4.5.3.3. OpranamMu BJIacCTH U YIMOJHOMOYECHHBIMH OpPTaHU3AIUSIMH JOJIKHBI OBITH
Tak)ke oOecIredeHbl YCIOBHUSI OT3bIBA COTJIACHSl HAa MPOAKTHUBHOE OKa3aHHE YCIyT U
CEpPBHCOB.

4.5.4. ]Jlo MOMEHTa B3aUMOJECWUCTBUS C KJIMEHTOM OpraHbl BIJIACTH U
YIOJTHOMOYEHHBIE OpPTaHHW3alluk  pa3padaThIBAIOT MPEABAPUTEIBHBIN  KIMEHTCKUM
CLICHAPUH.

45.4.1. Pa3paboTka NpeIBAPUTEIBHOIO KIMEHTCKOrO CLEHApHsl BKIIIOYAET
CJIEYIOIME ITAIbI:

[/ oTHeceHHe KIIMeHTA K KOHKPETHOM KU3HEHHO!N CUTYyaIlnHy;
[/ OTHECCHHE KJIMEHTA K MPOQIITIO KIMEHTCKOTO CErMEHTA KITUCHTA,

[/ ompeseneHre TUIOBBIX MOTPEOHOCTEH KJIMEHTa HAa OCHOBe MH(opMmanuu 00
OTHECEHMH KJIMEHTA K )KU3HEHHOM CUTyaluu, NpoQuiIo KIMEHTCKOTO CErMEHTa;

[V ompenenenue MOTpeOHOCTEH KIMEHTAa HA OCHOBE MCTOPHH B3aUMOICHCTBUS C
KJIIUEHTOM;

[V pa3paboTka mpenBapUTEIbHOTO KIIMEHTCKOTO CIIEHAPHS ITyTeM o00pa YCIyT U
CEPBHCOB /7Sl YIOBJICTBOPEHHSI MOTPEOHOCTEH KIMEHTA.

4.5.4.2. B pe3ynbTaTe 715 KJIMEHTA ONpeeseTCs KIMeHTCKUN ClieHapui, KOTOPBIi
opraHbl BJIacCTM U YNOJHOMOYEHHBIE OpraHU3alid TOTOBBI MPEUIOKUTH IS
YAOBIIETBOPEHHUS €T0 MOTPEOHOCTEH B paMKax KU3HEHHOUN CUTYyaIuu.

4.5.5. Opranbpl BJacTM M YIOJHOMOYEHHBIE OpraHU3alMU MPOAKTUBHO
B3aMMO/ICHCTBYIOT C KJIMEHTOM C €TI0 TTOATBEPKACHUS HATUYHS Y HEro MOTPEOHOCTEH,
KOTOPBIE MOTYT OBITh YJIOBIETBOPEHBI HAOOPOM YCIIYT B CEPBUCOB U3 MPEIBAPUTEIHHOTO
KJIMEHTCKOTO CLICHApUSI.
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45.5.1. Tlpu HalMW4YuU COTJacusi Ha MPOAKTUBHOE MPEIOCTABICHHE YCIYT U
CEPBUCOB B paMKaX >KM3HEHHOW CHUTyallMd OpTaHbl BJIACTH W YIOJTHOMOYCHHBIE
OpraHW3allid B3aUMOJICUCTBYIOT C KIHUEHTOM B YIAOOHOW g KIMEHTa TOYKE
B3aMMO/ICHCTBUS C OpraHaMH BJIACTH U YIIOJTHOMOYCHHBIMHU OPTaHU3AIUSIMHU.

4.5.5.2. B cimydae oTcyTcTBUS B Ipodriie KIMeHTa cBeleHn 00 y100HOU 1)1 HEro
TOYKE B3aUMOJICUCTBHUS HCIOJIB3yeTCA YI0OHas JUisi TPYNIbl KIMEHTOB TOYKa
B3aUMOJICHCTBUA M3 MNpOGUIs KIMEHTCKOrO CerMeHTa M (uiu) UU(pOBBIE TOYKU
B3aUMOJICCTBHUS.

45.5.3. Tlpu OTCYTCTBHH coOTJacusi Ha MPOAKTUBHOE NPEIOCTABICHUE YCIYyT U
CEpPBUCOB B paMKax >KM3HEHHOM CHUTyallud NEPBUYHOE B3aUMOJIEWCTBHE C OpraHaMu
BJIACTU U YIOJHOMOYEHHBIMU OpraHM3alMsIMU JUIsl yJIOBJIETBOPEHUS €ro MoTpeOHOCTEN
OCYILIECTBIISIETCS KIIMEHTOM.

4.5.5.4. TpeGoBaHMs K B3aUMOJICUCTBHUIO C KIMEHTAMU B TOYKaX B3aUMOJCHCTBUS
npeacTaBieHbl B pa3zaene 4.6 CtangapTa.

45.55. Tlpu KOHTaKTe ¢ KJIMEHTOM OpraHbl BIACTH U YIOJTHOMOYECHHBIE
OpraHM3alMU TOJATBEPKAAIOT M (WJIM) YTOUHSIOT MOTPEOHOCTH KIIMEHTA, B TOM YHCIIC
MOJITBEPKIAFOT:

OTHECEHME KJIMEHTA K dKU3HEHHO! CUTYyallH;

OTHECEHHE KIMEHTA K MPO(UITIO KIMEHTCKOTO CETMEHTa,;

OTHECEHHE NOTPeOHOCTEH KIMEHTAa K THUIOBBIM MOTPEOHOCTIM mpoduis
KJIMEHTCKOI'O CErMEHTa,

CTaTyCc, B TOM YHCJIE AaKTyaJbHOCTh paHEe BBISABICHHBIX MNOTpeOHOCTEN
KJIMEHTA.

VvV VvVVY

455.6. B ciyyae TpOakTUBHOTO B3aMMOJICUCTBUSI OpPraHOB BIIACTH W
YIOJIHOMOYEHHBIX OpraHU3alliii KIMEHTY JOJKHA OBbITh MpeaocTaBlieHa HH(OpMaIHs o
Corjacuu, Ha OCHOBAHMH KOTOPOI'O TaKOE€ B3aUMOJEHCTBUE OCYIIECTBIISAETCS.

4.5.5.7. B ciy4yae oTka3a KIMEHTAa OT MPOAOKEHMSI B3aUMOACHCTBUS, KIMEHTY
JOJDKHa OBITh TPEAOCTaBI€HAa BO3MOXKHOCTh OT3bIBA COIJIaCHsl Ha IPOAKTUBHOE
IIPEAOCTABIICHUE YCIYT U CEPBUCOB B PAMKAX KU3HECHHOW CUTYaLlMH.

4.5.5.8. Pe3ynpTaToM B3aUMOJICHCTBHUS C KJIMEHTOM C IEJIbIO MOJTBEPKICHUS
HAJIMYUS Y HETO MOTPEOHOCTEH SIBIISIFOTCS:

[ coryacue WM OTCYTCTBHE COTJIacHs KJIMEHTa Ha B3aMMOJICHCTBHE C OpraHaMH
BJIACTU M OPTaHMU3aLUSIMU B LIETSAX YIOBJICTBOPEHUSI €r0 MOTPEOHOCTEH, eciau
TaKOE COrjlacue IBJIsieTCs 00s13aTeILHBIM B COOTBETCTBHH C 3aKOHOJATEILCTBOM
Poccuiickoit @enepanuu;

I CBCACHUSI B HH(lJpOBBIX CUCTECMAxX OpraHoOB BJIAaCTU W YIIOJIHOMOYCHHBIX
OpI‘aHI/IBaHI/Iﬁ O IMOATBCPIKACHHBIX HOTpC6HOCT$IX KJIIMCHTA.
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4.5.6. B 3aBUCMMOCTH OT BO3MOKHOCTH YJOBJIETBOPEHUS MOTPEOHOCTEH KIIMEHTa
JTOJIKEH OBITh OIIPEIeTICH OPSIOK, IO KOTOPOMY OYyJIeT OCYIIECTBISATHCS B3aUMOICHCTBUE
C HUM:

4 MOTPEOHOCTH MOXKHO YOBJIETBOPUTH COTVIACHO KIHUEHTCKOMY CIICHApHIO H
MMEIOIIUMCS B PAaCHOpPSHKEHMHA OPraHOB BJIACTH M YIIOJHOMOYEHHBIX
OpraHu3alui JaHHbBIM;

’ HOTpC6HOCTI/I MOKHO YAOBJICTBOPUTH COIJIACHO KIIMCHTCKOMY CHCHApPHIO, HO
OTCYTCTBYCT 4aCTb CBeI[eHI/Iﬁ O KJIIMCHTC HAa MOMCHT BBaHMOﬂCﬁCTBHH;

’ HOTpC6HOCTI/I HCJIb3 YAOBJICTBOPUTL COIJIACHO KIIMCHTCKOMY CHCHAPHIO.

45.6.1. Eciu moTpeOHOCTH KJIMEHTa MOTYT OBITh YIOBIETBOPEHBI COTIACHO
KJIMEHTCKUM CIIEHApUAM M UMEIOIIMMCS B OpraHax BJIACTH M YIHOJHOMOYEHHBIX
OpraHu3alusaX JaHHbIM, TO Ha OCHOBAHUHU MPEABAPUTEIIBHOTO KIHUEHTCKOTO CIIEHApHs
aBTOMATHYECKH OCYIIECTBIICTCS OO0 MEPEUHS YCIYT U CEPBUCOB IS KIHEHTA, TO €CTh
ONPENENACTCS NMEPCOHATBHBIN KIIMEHTCKUN CLIEHAPUW U MECTO HAXOXICHHS KIIMEHTa HA
KJIMEHTCKOM ITyTH.

4.5.6.2. Eciii B COOTBETCTBHUH C MIEPCOHAIIBHBIM KJIMEHTCKUM CIICHApUEM TpeOyeTcs
HEMOCPEJICTBEHHOE B3aMMO/ICHCTBHE KIMEHTAa C OPTaHAMH BJIACTH U YIIOJTHOMOYCHHBIMU
OpraHU3alUsIMH JJIS OTIPEICIICHHS TPAaBOMOYHOCTH TIPEIOCTABICHHSI YCIIYTH WM CepBUCA
(HampuMep, TPOBEepKa HABBIKOB M 3HAHUH KIHMEHTa, OCMOTP OOBEKTa HEABUKHUMOCTH,
TPAHCIOPTHOTO CPEJICTBA U JIPYTUE B3aUMOACHCTBUS), JOHKHA OBITh IPOM3BE/ICHA 3aIUCh
KJIMEHTa I TAKOTO BHJAa B3aWMOJICHCTBUS Ha YIOOHOE JUIS KJIMCHTAa BpeMs U3
JOCTYITHOTO TIPOMEXYTKa, a TakXe JO/DKHA OBITh IpeJocTaBiIeHa MH(POpPMAaIUsS O €ro
MECTOHAXO0K/ICHUU Ha KIUEHTCKOM ITyTH.

4.5.6.3. Eciiu HemocpeICTBEHHOE B3aMMO/ICHCTBYE KIIMEHTAa C OpraHaMU BIIACTH U
YIOJHOMOYEHHBIMHU OPTraHU3aALMSIMU JIJIS1 OTIPEJICIICHNS TPABOMOYHOCTH MPEJ0CTABICHUS
YCIIyTU WK CepBHCa HE TPeOyeTcs, TO NEPCOHAIBHO M0100paHHbIE YCIYTH U CEPBUCHI U3
KJIMEHTCKOT'O CLIEHAPUS JIOJKHBI IIPEAOCTABIATHCA (MPU HATMYUM COTJIAcUsl OT KJIMEHTA)
ABTOMATHMYECKHM B «OAMH KIWK» OHJAMH wiu He Oojiee 5 MHUHYT MHpU JUYHOM
B3aMMO/JICHCTBUH C COTPYIHUKAMH OPTaHOB BJIACTH U YIIOJJHOMOUYEHHBIX OPraHU3alyi WIN
000COOJIEHHBIX YUPEKACHUH, TJI€ B PEKUME «OJHOTO OKHA» MPEIOCTABISAIOTCS YCIYyTU U
cepBuchl KireHTaM (M®L] «Mou 10KyMEHTbD», HEHTPbI 3aHATOCTH HACEJIEHUs, LEHTPbI
MUTPALUU, TYPUCTUUYECKUE LICHTPHI U T. 1.).

4.5.6.4. Tlocne mpeaocTaBIEHUSI YCIYTH WIM CEpBHCA M3 KIMEHTCKOrO CIieHapus
(M7 UX COBOKYITHOCTH) JOJKHA (PUKCUPOBATHCS OLIEHKA YJIOBIETBOPEHHOCTH KJIMEHTA.

4.5.6.5. Ecnu 11 OpUHSTHS PELIEHUsT O TMPEIOCTaBICHUH YCIYyT U CEPBHUCOB
HE/I0CTaTOYHO CBEAECHUHN OT KJIMEHTa Ha MOMEHT B3aUMOJEHCTBUS C HUM, TO OpraHamu
BJIACTH, YMOJHOMOYEHHBIMU OPTaHHU3AIMSIMH MM 000COOJICHHBIM YUPEXKICHUEM, TIE B
PEXKHUME «OJTHOTO OKHA» MTPEIOCTABIISIOTCS YCIIYTU U CEPBUCHI KIIMEHTaM, 00ECIIEUNBACTCS
BO3MOKHOCTb 3aII0JIHEHUS (JOPM JTaHHBIX C HEAOCTaroIel HHPpOopMaen o KIMEHTE.
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4.5.6.6. PacueTHOE Bpems Ha 3anoiHeHHe PopM He AOHKHO MpeBbimaTh 10 MUHYT
32 CYET aBTOMATHYECKOTO 3allOJIHCHUS ToJied (OpPMBbI CBEICHUSIMU, KOTOPHIE paHee
BHOCUJIMCH KJIMEHTOM M COJIepKaTcs B ero udpoBoM npoduie.

4.5.6.7. Cenenus IOJDKHBI aBTOMAaTUUYECKH TOMaaarh B IM(poBON mpoduib
KIIMEHTAa W OBITh JIOCTYIIHBI OpraHaM BJIACTU M YIOJHOMOYEHHBIM OpPTaHU3aIUsIM,
YYaCTBYIOIIUM B MTPEJIOCTABICHUH YCIYT U CEPBHUCOB.

4.5.6.8. ITocne momyueHus JaHHBIX OT KIMEHTa, UX 00paOOTKH, OpraHaMu BJIacTH H
YIOJTHOMOYEHHBIMHA OPTaHU3AIMSIMH OCYIIECTBISIOTCS CIASAYIONINE TPOBEPKHU:

’ ABTOMATUYCCKad MPOBCPKA NPCAOCTABJICHHBIX JJAHHBIX HA HCIIPOTUBOPCYHUBOCTDH
CBCACHHUAM, COACPKAITUMCS B I/IH(l)OpMaIII/IOHHI)IX CUCTEMAax OPraHoB BJIACTH U
YIIOJTHOMOYCHHBIX OpFElHPI?»&LIHﬁ;

’ aHajin3 TMpPCACTABJICHHBIX OAHHBIX C TIOMOIOBKO ABTOMATU3HWPOBAHHBIX
TEXHOJIOTHMH Ha IMPpaBOMOYHOCTb IIPCAOCTABJICHUA YCIYIM HWJIX CCpBUCA U
IMPOBEpPKaA, B CJIydac H€O6XOIII/IMOCTI/I, TAKOT'O aHalin3a COTPYAHHUKOM OpTraHa
BJIaCTHU HUJIN yrIOJ'IHOMO‘-ICHHOﬁ OpraHu3al .

4.5.6.9. Ilocne BBHIMOJIHEHUS MPOBEPOK HA3HAUYEHHBIC MEPCOHAIBHO YCIYTH H
CEPBUCHI U3 KIMEHTCKOTO CleHapus (MM UX COBOKYITHOCTH) MPEAOCTABIISIOTCS KIUEHTY
coriacHo TpeOOBaHMIM, yKa3aHHBIM B yHKTax 4.5.6.2 - 4.5.6.4 Crangapra.

45.6.10. Ecmu moTpeOHOCTH KJIMEHTA HENb3s YIAOBICTBOPUTH COTJIACHO
KJIMCHTCKOMY CIIEHApHUIO, OPTaHbI BIIACTH U YIIOJTHOMOYCHHBIE OPTaHU3aIlUu:

[/ mpemocTaBISIOT KIMEHTY IO ero 3ampocy HHG)OPMAIMIO O NPUYUHAX, IO
KOTOPBIM HEJb3sl YAOBIETBOPHUTD €r0 MOTPEOHOCTH;

[ (UKCHUPYIOT B OTHOIICHHWHM KJIMEHTa CTAaTyChl 00 YJOBJICTBOPEHHH €ro
noTpeOHOCTEH;

[/ paccMaTpuBaiOT BO3MOXKHOCTH pa3pabOTKM HOBBIX YCIyT U CEPBHUCOB,
PEHH)KMHUPUHTA  CYIIECTBYIONIMX YCIYT H  CEPBUCOB, AaKTyaTH3aIlUH
KIMCHTCKUX CIICHApUEB B COOTBETCTBHHM C TpeOOBaHMAMHU pasnena 4.4
Cranpapra;

[ mommep:kuBarOT OOPATHYIO CBSA3b C KJIIMEHTOM, B CIy4ae €CIId BO3MOXKHOCTh
VIOBJICTBOPEHUST €r0  TOTPEOHOCTH  MOSIBUTCS — TIOCJE  aKTyaau3aIiu
KIIMEHTCKOT'O CIIEHapHsl B OyayIIeM.

4.5.6.11. Pe3ynpraToM pacCMOTpPEHUS M yIOBJIETBOPEHUS MOTPEOHOCTEH KIIMEHTa
SBIISIOTCSL:

» pesynbraThl OKazaHMs B3aMMOCBA3AHHBIX YCIYyr M CEPBUCOB KIMEHTCKOTO
CLEHapHs;

P cpenenus B HU(POBBIX CHCTEMAaX OPraHOB BJACTH M OPraHM3alluil O cTaTyce
YAOBJIETBOPEHHUSI TIOTPEOHOCTEN KIIMEHTA;

» undopmanms o NpUUMHAX, IO KOTOPHIM HENb3s yIOBIETBOPUTH NMOTPEOHOCTH
KJIUCHTA;
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P norpeGHOCTH KiIMEHTa, B OTHOMIEHUH KOTOPBIX PACCMATPHBAIOTCS BO3MOKHOCTh
pa3pabOTKH HOBBIX YCIYT U CEPBUCOB, PEUHXUHUPUHTA CYIIECTBYIOIUX YCIYyT
Y CEPBUCOB, aKTyAJIN3alUU KIINEHTCKUX CLICHAPHUEB.

4.5.7. Opransl BIacTU M yNOJTHOMOYEHHBIC OpraHMU3aIMi 00ecreuynuBaT coop u
00paboTKy 00paTHOI CBSI3U OT KIIMEHTA.

4.5.7.1. Knuenty gomkHa ObITh NMpeAoCTaBlieHa BO3MOXKHOCTh OLICHMBATh 4Yepe3
UHCTPYMEHTBI OOPATHOM CBSI3U CTEIEHb YA0BIETBOPEHHOCTH KaX/10M OTJEIBHOM yciIyron
U CEpPBHCOM, a TaKXe YJIOBJIETBOPEHHOCTH €ro IMOTPEOHOCTH B paMKaxX >KU3HEHHOU
CUTYaLIHH.

4.5.7.2. WuctpymeHTapuil oOpaTHOW CBS3M JIOJDKEH MpearnoiaraTb €IuHYI0
METOJIMKY, MO3BOJISIOUIYIO MOJYyYUTh COIOCTABUMBIE PE3YJIbTAThl BHE 3aBHUCHMOCTHU OT
TOYKHU B3aUMOJEHCTBUS C KIUEHTOM.

4.5.7.3. Pe3ynbraTsl 00paTHOM CBS3U JOHKHBI UCIIOIB30BATHCSl OpraHaMU BIACTH U
OpTraHM3AIUSIMU JIJIS BBISIBJICHUS M M3YYCHUS MOTPEOHOCTEH KIMEHTOB, MPOCKTUPOBAHUS
Y PEUH)KUHUPHUHTA YCIYT U CEPBUCOB B IEJISIX MOBBIIIEHUS Ka4€CTBA KIIMEHTCKOTO OIIbITA.

4.5.7.4. Knuenty noipkHa OBITH TIpeIOCTaBiIeHa HHPOpPMAIUs 00 MCIOIb30BaHUN
MOJIyYeHHOM OT HEro oOpaTHOM CBSI3U.

4.5.7.5. O60011eHHBIC TaHHBIC OOPATHOM CBSI3M, & TAKXKE MPUHITHIE HA KX OCHOBE
pENICHHUs] OPTaHOB BJIACTH U YIIOJTHOMOYEHHBIX OpraHW3allii JIOJDKHBI OBITH JOCTYITHBI
HEOTPAaHUYCHHOMY KPYTY KJIMCHTOB B pa3pe3ax THUITOBBIX KU3HCHHBIX CHTYAIluH, YCIYT U
CEPBHUCOB, TOYEK B3aUMOJICHCTBUS.

4.6. TpeOoBanusi K B3aMMOJCHCTBHI) ¢ OpPraHaMm BJIACTH H©
YIOJHOMOYEHHbIMU OPraHM3AUUsIMH B THIOBBIX TOYKAaX B3aUMOAEHCTBHUS C
KJIMEHTAMU

VY kimeHTa qoiKeH (OPMHUPOBATHCS MOJIOKHUTEIBHBIN OIBIT TPOCTOTHI U JIETKOCTH
OT B3aWMOJICHCTBUS C OpPTaHaMU BJIACTU M YIIOJTHOMOYCHHBIMU OpPTaHU3AIMSIMH BHE
3aBUCHUMOCTH OT KaHaJia (Crocob6a) Takoro B3auMOICHCTBHUSA:

P udposbie kaHansl U MX IUQPPOBbIE TOYKU B3AUMOIEHCTBHSA: MOOUILHBIE
OpUJIOKEHHsI, O(QUIMaNbHbIE CalThl  (MOpTaibl), COLMAIbHBIE  CETH,
MECCEH I)KEPBI, YaT-00ThI, KOJII-IIEHTPHI, TOJIOCOBBIC TOMOIIHUKH;

P opdnaita-kanans u ux odduaitH-TOUKH B3aMMOEHCTBUSA: OpraHbl BIACTH U
YIOJHOMOYEHHBIE OpraHU3aIui, 000COOTICHHBIC YUPEKACHUS, T/I€ B PEKUME
«OJTHOTO OKHa» MPEJIOCTaBIISIIOTCSA YCIYTH U cepBUCHl kiueHTaM (M®L] «Mou
JOKYMEHTBI»,  IIGHTPbl ~ 3aHATOCTH  HAceleHHUs, IIEHTPHl  MUTpaluH,
TYpUCTHUYECKHUE IIEHTPHI, U T. [I.).

[TpenMy11eCTBEHHBIMU KaHAJIaMU B3aMMOJACUCTBUS JOJDKHBI SIBIATHCA LU(POBBIE
KaHaJlbl B3aMMOJEWCTBUS, TaK KaK CIOCOO JHMCTaHIIMOHHOIO B3aUMOJCHCTBUS SIBISIETCS
coBpeMeHHOH (opMOii B3aMMOACHCTBUSA JTI0IeH, OM3HECa U TOCYJapCTBa MEX Iy c000il, 1
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CHOCO6CTByeT Pa3BHUTHUIO HH(prBBIX HaBBIKOB 6y,Z[y1HI/IX MOKOJCHUN U CHUXKCHUIO
CTOMMOCTHU BHCAPCHUSA HOBBIX YCIIYT' U CCPBUCOB.

Bo3MoxHOCT gocTyma K ycioyramMm ©M  CEpBUCAM OPraHoB BJIAacTH U
YIOJHOMOYEHHBIX opraHu3auuii B oddualiH-kaHamax JO0JKHA COXPAHUThCS B BHJE
ThTEPHATUBHBIX CITOCOOOB, YIOOHBIX JUIsI OMPEICICHHOTO THITA KIIMEHTOB TOCY1apCTRa.

Heobxoanmo yuuThiBaTh MOTPEOHOCTH JIIOAEH C XPOHHMUECKHUMH IpOoOJIeMaMH CO
3JI0pPOBBEM, JIFOJIEH, OrpaHMYEHHO WJIM BPEMEHHO HETPYIOCIIOCOOHBIX, JIFOJEH ¢ HU3KUMHU
HaBBIKAMH HCIIOJIb30BAHUS IU(POBBIX TEXHOJIOTHI1, B TOM YHUCIIE B CHITYy BO3PACTa, a TAKXKE
JIOJIEW C HU3KMM YPOBHEM 3HAHHsI PYCCKOI'O S3bIKA: MHUTPAHTBI, TYPUCTBI, HHBECTOPHI,
IIPOKMBAIOIIINAE WK Haxoasmuecs Ha reppuropun Poccniickoint denepanuy HHOCTPaHHbBIE
rpaxziaHe.

B pasnmene npencraBieHsl TpeOOBaHUS K B3aMMOJICHCTBUIO C OPTaHAMH BJIACTH U
YIIOJTHOMOYEHHBIMU OPTaHU3AIMSIMH B TUTIOBBIX TOYKAX B3aUMOJICHCTBUS C KIIMEHTaAMHU.

4.6.1. BzaumoneicTBHe 4Yepe3 MOpPTajabl OPraHOB BJIACTH M YIOJIHOMOYCHHBIX
OpraHu3anun

4.6.1.1. TIpu mpoeKTUPOBAHUH U Pa3pabOTKE MOPTAJIOB, OTACIBHBIX PA3/IeIOB WU
(GyHKUIMOHAJIa TOPTAJOB JOJDKHBI TMPOBOJUTHCS HCCIEIOBAaHUS, HANpaBlIE€HHbIE Ha
U3y4€HUE W  BBIABICHHE  IOTPEOHOCTEM  KJIMEHTOB,  BKJIKOYas  BPEMEHHO
HETPYAOCIIOCOOHBIX KIMEHTOB, KJIMEHTOB C OIPAaHUYEHHBIMU BO3MOKHOCTSIMU 3/J0OPOBBSL:
WMHBAJUOB 0 3PEHUI0, CIYXY, JIUI ¢ 3a00JIEBaHUSIMU OMIOPHO-JBUTATEIbHON CUCTEMBI,
JIMIL ¢ HAapyIIeHUueM (PyHKLIUN pedH U ¢ HEBPOJIOTHYECKUMH HAaPYIICHUSIMHU.

4.6.1.2. Tlopransl HOJKHBI pa3pabaThiBaTbCs B COOTBETCTBUU C TPEOOBAaHUSMU
Hactosimero CraHaapTa, pyKOBOJACTBAMH MO KJIMEHTOICHTPHUYHOMY IU3alHy YCIYT U
CEPBHCOB, pa3padaThIBAEMBIMU B COOTBETCTBHH ¢ TpeOoBaHusMu Ctangapra. Jlo MOMeHTa
pa3paboTKH M YTBEPXKACHUS PYKOBOACTB IO KIMEHTOLCHTPHYHOMY AW3aiHYy YCIyT U
CEpBUCOB HEOOXOMMO YUUTHIBATh TPeOOBaHUs HacTosIero pasaena Crannapra, a Takxke
TpeOOBaHM JEHCTBYIONIMX HOPMATHUBHBIX MPABOBBIX aKTOB M METOJMYECKUX aKTOB B
00JIaCTH MPEJOCTABICHHS B AIEKTPOHHON (opMe TOCYAapCTBEHHBIX U MYHHUIIMIIAIBHBIX
yCIyre:

4.6.1.3. Unentudukanus u ayTeHTUGUKAILIMS Ha TOPTaJIaX JOHKHA TPOU3BOIUTHCS
nmocpeacTBoM (enepaibHON TOCyJapCcTBEHHONW HHGOpMAIMOHHOW cucteMbl «EauHas
cuctemMa HUIACHTHU(UKAIMU W ayTeHTU(UKAIMU B HHPPACTPYKType, obecreuuBaromen
WHPOPMAIIOHHO-TEXHOJIOTUYECKOE  B3aUMOJICHCTBHE  WH(POPMAIIMOHHBIX  CHCTEM,

8 IIpumeuyanue. B HacTosiIee BpeMsl TAKUMHU AKTAMU SIBJISIIOTCH:
TpeboBaHusI K IPETOCTABICHHUIO B SJIEKTPOHHOMN (hOpME rOCYAaPCTBEHHBIX M MYHHUIHMIIAIBHBIX YCIYT, yTBEPXKICHHBIC
noctranoBieHueM [IpaButenscra Poccuiickoit @epeparuu ot 26 mapta 2016 r. Ne 236;
Meroauueckue peKOMEHIAINU 110 COBEPIICHCTBOBAHHMIO IOJIb30BATEIbCKUX HHTEp(EiicoB (B YacTH HaBUrallWH,
MOWCKA, MpeaocTaBiicHUsT MH(popMaiuu) (eaepanibHOi rocyIapcTBEHHON HWH(POPMAIMOHHOW CHCTeMbI «EIuHbIH
MOPTaJl TOCYNAPCTBEHHBIX ¥ MYHUIMNAIBHBIX YCIyr ((GYHKIMN)» U O(QUIMANBHBIX CAHTOB (hellepallbHbIX OpPraHoB
UCIIOJTHUTENIFHOIM BJIACTH U TOCYIAPCTBEHHBIX BHEOIO/KETHBIX (DOHIOB, HUCIOJIB3YEMBIX NPU NPEIOCTaBICHUU
TOCYZAapCTBEHHBIX YCIYI B 3JIEKTPOHHOM BHJE, YTBEP)KAEHHbIE NMPUKa30M MMHHCTEpCTBAa CBSI3M M MAacCOBBIX
kommyHuKauii Poccuiickoit ®enepanuu ot 16.10.2015 Ne 405.
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UCIIOJIB3YEMBIX Ul NPENOCTaBICHUsS TI'OCYJAapCTBEHHBIX U MYHULUIAIBHBIX YCIYI B
AIIEKTPOHHOU (pOopMe» U ABIATHCS OJHOKPATHOM.

4.6.1.4. KnueHty HODKEH OBITh TMpemoxeH (yHKIMOHAT B3aMMOICHCTBHSA C
NEPCOHAJIBHBIM BUPTYaJIbHBIM LU(GPOBBIM MOMOIIHUKOM, COINPOBOXKIAOIIMM KIHMEHTa
npu padoTe ¢ mopTagaMu KPyrioCyTOYHO U O€3 epephIBOB.

4.6.1.5. JlomxeH ObITh 00O€CIIEYEH TAPTETUPOBAHHBIA TOJXO/I, MPEATOIaTrarOIIHA
MIPUOPUTH3AIINIO OTOOPAKECHHMS WHAMBUAYAIBHO TOJAOMpPAEMbIX, HEOOXOIUMBIX IS
YIOBJIETBOPECHHS TIOTPEOHOCTEH KIIMEHTaM YCIYT U CEPBHUCOB B 3aBUCUMOCTH OT TPO(HIIS
KJIMEHTCKOTO CETMEHTA U KU3HEHHBIX CUTyallui KIIUEHTA.

4.6.1.6. [Ipu B3auMOJECTBHM C TIOPTAIIOM HEOOXOIUMO 00ECIIEYHTh MOHMMAaHNE
KJIIMEHTOM, B KakKOM TOYKE KIMEHTCKOrO IIyTHM OH HaXOAMTCs, KaKue JTalbl UM YiKe
NPOMICHBI JJIsl yAOBIETBOPEHUS €T0 MOTPEOHOCTEH B pamMKax >KU3HEHHOW CHUTYyalllH, a
KaKue JeWCTBHUS HEOOXOAMMO BBINOJHUTH Aanblue. [locne 3aBeprieHHs] KIMEHTOM
KQ)KJOr0 JIEHMCTBUSA, COBEPIIEHHOIO HA IOpPTaje, JOJDKHO BbIIABAaTHCA aBTOMATHYECKOE
HOJTBEPKIACHHUE YCIIEUTHOCTH UM HEYCIEITHOCTH ero 00paboTKu.

4.6.1.7. Heo6X0AMMO MUHUMHU3HUPOBATH 3aTPavMBAEMOE BPEMS U YCHIINS KIMEHTOB
nipu 3anoiaHeHuu Gopm. JlanHHoe TpeboBaHUE TOKHO 00€CTICUNBATHCA:

P apromaThueckuM BBIBOJOM OJKPaHHBIX (OPM, KOTOpBIE KIHEHTYy TpebyeTcs
3aIOJIHATH, C YYETOM MCTOPHH B3aMMOCHCTBUSA C YKa3aHHBIMU (POPMaMH;

P asromarMueckuM 3amoJHEHHMEM TOJEH CBENEHMSAMM, KOTOPbIE pPaHee YiKe
BBOJIWJIMCH KJIMEHTOM U COJIEPKATCS B €ro u(poBOM mpoduie;

’ BHU3YyaJIbHBIM BBIJICJICHUCM 00s13aTeNIbHBIX JJIA 3aIlIOJIHCHU S HOHCI\/’I;

v

HaJINYXUECM MMOACKA30K IMPH 3aIIOJITHCHUHN HOHCﬁ;

v

COXPaHEHHEM MPOMEXKYTOUHBIX pE3yJbTaTOB 3amojHEHHs (opM mpu
ITIOBTOPHOM BXO/I€ KJINEHTA HA ITOPTaJIbI;

’ peanmaul/leﬁ roJaoCoOBOIo BBOAA I/IH(i)OpMaHI/II/I.

4.6.1.8. [l uckimroueHUsT HEOOXOAMMOCTH HAMIPABJICHUS IOBTOPHBIX 3asBJIICHUN 110
IpPUYMHE OLIMOOYHBIX JAHHBIX IMPHU 3alOJHEHUU HHTEpPEeHCHBIX (QopM HEOOXOAUMO
o0ecneunTs HMHCTPYMEHTHI (DOPMATHO-JIOIMUECKOTO KOHTPOJIA: BBIOOp 3HAUEHUN u3
KOHTPOJIMPYEMBIX CIIMCKOB HAa OCHOBE CTATHUYHBIX CBEACHUH, onucaHue (opmara BBOJAA
JAHHBIX JUTA Ta0JIOHHBIX CBEICHUH, 3alpPET Ha BBO/I HEBO3MOXKHBIX JTaHHBIX. COOOIIEeHHS
CUCTEMBI 00 omMOKax KJIMEHTA JOKHbBI COJIEPKaTh OJJHO3HAYHOE ONMCAaHUE CIIOCOO0B ee
ucnpasienus. WHdopmupoBanue o0 omuOKke JODKHO COAEpXKaTb €€ OIUCAaHHE.
Hepomyctumo ykazaHue TOJIBKO CHCTEMHBIX KOJOB OHIMOOK. B ciiydyae HEKOppEeKTHOTro
3aMoJHEHUs MOJsl, HaXOAd1erocs B 4actu (hopMbl BBOJA, HE OTOOpaKEHHOM Ha PKpaHe,
IOpU TONBITKE OTHPaBKH (OPMBI JIOJDKEH MPOUCXOAUTh ABTOMATUYECKHI mepexoi K
JAHHOMY TIOJIIO.

4.6.1.9. Knuenty momxHa OBITH TPEJOCTaBICHA BO3MOXKHOCTH OIIEHWBAThH Yepe3

MHCTPYMEHTBI OOpaTHOW CBSI3M HE TOJBKO KOHKPETHBIE YCIYTH M CEpPBUCHI,

NpeCTaBIIEHHbIE HAa MOpTaliaX, HO paboTy nmopTayia B 1ejaoM. JJomkeHn ObITh pazpaboTan
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byHKIMOHA OBICTPONH OOpAaTHOM CBSI3M TOCPEACTBOM IIKAJIOBOM OLIGHKH (OayibHas
IIKana, IIKajla CMAWINKOB, TEKCTOBAas IIKala M JIPYTue), a TakkKe (PYHKIMOHAN C
TEKCTOBBIM TMojieM BBoAa. C 1eNbl0 TMOJyYeHHs pa3BepHyTod wuHbopmanuu o0
YAOBJIETBOPEHHOCTH KJIMEHTOB PEKOMEHIYETCS pa3MellaTh Ha MopTaiaxX akTyalbHbIe
onpockl (TOTydyeHne OOpaTHON CBSI3M O HOBBIX YCIyrax M CepBHcax, 00 yaoOCTBe
M0JIb30BaTENLCKOT0 UHTEpdeElica, 0 pear3aiiHe TopTaioB U APyrue).

4.6.1.10. Ha mopranax mopkHa OBITH 00eciieueHa KpyriiocyTouHas padoTa ciykObl
TexHuueckor mnomnepxkku (mamee — CTII) nns omepaTUBHOTO pearupoBaHUsS Ha
oOparieHusi KJIIMEHTOB B CBS3U C BBISIBJICHHEM UMHU OIIMOOK, OTHOCSAIIUXCS K OITHOKaM
BBICIIIETO NPUOPUTETA, B T. Y. OTKa3 B pabOTe MOPTAJIOB WM KOHKPETHBIX YCIyT U
CEPBUCOB, IPUBOJISALINI K HEAOCTYIMHOCTH OJHOW M3 MOJACUCTEM/MOTYJIeH MOPTAIOB WK
K HEBO3MOXXHOCTH JKCIUTyaTallMd KIIOYEBOTO (PYHKIMOHANA TMOPTAJIOB, IMOJHOE WA
YAaCTUYHOE HapylIeHHe (PYHKIMOHUPOBAHHUS MOPTAIOB, HEBO3MOXHOCThH BBIMOJHEHUS
orepanuii Mo MPeIOCTaBICHHUIO YCIYT M CEpPBUCOB KJIMEHTaM. Bompockl 0ojiee HU3KHX
MPUOPUTETOB, B T. Y. HE3HAUUTEIbHAS TOTEPs HYHKIIMOHAIILHOCTH MOPTAJIOB, HAPYIIICHHUE
ynobctBa paboThl ¢ MOpTajamMH, HE BIUSIOUINE HAa NPUHIUIHAIBHBIE BO3MOXHOCTH
BBITIOJTHEHUSI  Omepalui, OTAeIbHbIE COOM WM HapylmieHus padoThl O0OBEKTOB
UH(QPACTPYKTYpbl, HE OKa3bIBAIOIIIME BO3ICUCTBHS Ha OOLTYI0 pabOTY KITFOUEBBIX (DYHKIIUNA
noptanoB, nookHbI pemartscsi CTII B pabodee Bpems. Konrakrer CTII nomkHbI OBITH
JIOCTYMHBI HA Ka)XJ0W cTpaHulle moptanoB. BosmoxkHocte obOparmenus B CTII momkna
ObITH OOecreyeHa MocpeICTBOM JIF0O0r0 yA00HOTO JIJIsl KJIMEeHTa KaHalla CBS3H.

4.6.1.11. TpeGoBaHus K qU3aliHy TOPTAJIOB:

[ mpu peanu3anuy MOPTAIOB JODKHA OBITH pa3paboTaHa U HCIOIb30BaHA SANHAS
BHU3yaJibHAsl CTUJIMCTHKA, BKIIOYAIOIIAs B ceOsl CTHUIIM OPOpPMIICHUS pa3feiioB
MopTalia, IIBETOBBIC CXEMBI i N300paKCHHUS;

[/ 1BeTOBas raMMa MOPTAJIOB M YCIIYT JAOJDKHA ObITh MAKCUMAJIbHO HEUTPATBHOM
U HEe JOJDKHA CcojepXaTh arpeccuBHble OTTEeHKU. L[Ber (ona He noimkeH
BBIHYKAaTh HANPATaTh 3pCHUE U BBI3BIBATH TPYAHOCTH IIPU IIPOYTECHUU TEKCTA;

[ peKOMeHIyeTCs Peaan30BbIBaTh (DYHKIIHOHAJ ITOJIb30BATEIbCKONH HACTPOMKH
[[BETOBOH MaUTPHl OCHOBHOTO TEKCTAa M (JOHA MOPTAJIOB IMOCPEICTBOM BhIOOpA
KJIIMEHTOM BapHUaHTOB, Pa3paOOTAaHHBIX HA OCHOBE W3YYCHHSI W BBISIBIICHUS
MoTpeOHOCTEeN KIMEHTOB,

[/ mopran He JOJKEH COACpKaTh DJIIEMEHTHI HHTepdeiica, Muraroliue 6oiee 3 pas
B CEKYH]LY;

[ uHpOpMaIUs, colepkamascs Ha MopTaiax, He JIO/DKHA BKJIHOYATh B ceOs
TEPMHUHOJIOTHIO, TPEOYIOIIYIO CHEIHAIBHOTO MTPO(GUIEHOTO 00pa3oBaHuUs s
¢c TMOHUMAHWSA, WIA UMETh Qopmar, TpeOYIOUUH JTOMOIHUTEIHLHOTO
npeoOpa3oBaHus;

[V orobOpakaemasi WH(pOPMAIUSA JOJDKHA COOTBETCTBOBATH CMBICIOBOW (hopme
npeacTaBieHus. He [0mycTHMO BBIBOJWUTH TEKCTOBYIO HH(POpPMAIIMIO B
rpauIecKoM BHJIE;

[ MyJabTHMEIMHHBIA KOHTEHT JO/HDKEH HMETh COJEpXKaTelbHOe Ha3BaHHE.
WuuiupoBath MPOUTPhIBAHUE MYJIbTUMEINHHOTO KOHTCHTA JOJDKEH KITHCHT.
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4.6.1.12. Untepdeiic moprajsoB JTOMKEH OBITH MPOCTHIM M TOHITHBIM B
WCIOJIb30BAHNH, Y3HABAEMBIM U TPEJCKAa3yeMbIM, YTO OOECIEYHBACTCS BBITIOJIHEHUEM
CIEAYIONINX TPEOOBAHUIA:

P [0mKHBI OTCYTCTBOBAaThH PACXOKIEHHS MEXKIY AHAJIOTMYHBIMM dIeMEHTAMH
uHTepdeiica, TOMKHBI UCTIOIB30BATHCS TUIIOBBIE MHTEP(DENCH (HampuMep, IS
BBOJIa aJipeca PaKTUYECKOTO MPOKUBAHUA);

HCO6XOI[I/IMO BHU3YAJIbHO BBIICIIATH 00s3aTeNnbHbIE OIS JJIA 3aII0JTHCHMUAA

P HeoOxomuMo BU3yanbHO OTAMYATH IONS, TPeOYyIOIIME 3aMoJHEHHs, OT
ABTOMATHUYCCKH 3allOJIHCHHBIX II0JIEH CBEJCHUSAMH, KOTOPBHIC paHEe YKe
BBOJIWJIMCH KJIMEHTOM U COJIEPKATCS B €ro MudpoBoM npoduie;

’ HCO6XOI[I/IMO BHU3YyaJIbHO BBIIACIITL CCBUIKH, C KOTOPBIMH VIKC KIIHCHT
BBaHMOHeﬁCTBOBaﬂ, a TAKIKC ABHO YKa3bIBATb HA3HAYCHHUC CCHIJIOK U 3JICMCHTOB;,

P Heo6xomuMo aganTUpoBaTh MOANUCH TMONEH B COOTBETCTBUM C TeHEPHBIMH
XapaKTepUCTUKAMHU KIIUEHTA,;

P 0mKHEI HCTIONB30BAaThCA EAMHOOOPA3HBIE CIIOCOOBI B3AUMOJEHCTBUS N1
AJIEMEHTHI yNpaBIEHUs, a TAaKXKe OJMHAKOBBIC HA3BaHUS [UJISI AHAJIOTHYHBIX
AJIEMEHTOB;

P HeoOxoaumo COXpaHATh €JAMHOOOpa3uWe Ha KaXJAOW CTpaHMIIe MopTajga Iio
PaCIONIOKEHUIO, COJIEP)KAHUI0O M MEXaHWKe padoThl JIi HMHCTPYMEHTOB
HaBHUTallMM, KOHTAKTOB CIY)KObl TEXHMYECKOM TOACPKKH U KHOIOK
yIIpaBJICHUS, B T. Y. KHOIKH, BEAYIIEH Ha JOMAIIHIOI CTPAaHUILy MOpTAJa,
KHOITIKH BXO0/1a-BbIX0/1a, KHOTIKU TIEPEX0/1a B TUYHbBIN KaOUHET.

4.6.1.13. TpeOyetcs obecneunTh KOPPEKTHYIO pabOTy M OTOOpaKEHHE JaHHBIX 0e3
VCKa)XCHUH B YCIIOBHUSIX U3MEHEHUS PACIIMPEHUs YKpaHa BhIlIe fgomyctuMoro B 320x240
NUKCENIEH, JOCTUraeMble aJanTUBHOM BEPCTKOW IOPTAJIOB M CEPBUCOB, IpHU
UCIIOJIb30BaHUM KITIOYEBBIX Opaysepos: Sunekc.bpaysep; Internet Explorer; Google
Chrome; Mozilla Firefox; Safari; Opera. Heo0XoauMo COXpaHSATb KOPPEKTHOE
0TOOpakeHUE IaHHBIX B YCJIOBUAX aJallTUBHOM MeYaTH CTPAHULIBI TOPTaa.

4.6.1.14. TpeGoBaHUs K MOMCKOBON MOJIEH JOJKHBI OBITH OMpe/IeTIeHbl Ha dTare
U3YYCHUS W BBISBJICHHUS IMOTPEOHOCTEW KIMEHTOB. B cocTaB MHCTPYMEHTOB IOHMCKA
JIOJKHBI BXOJUTh:

[ TapreTHpOBaHHBIN MOUCK IS MPOGHIIST KJIMEHTCKOTO CETMEHTa,;
[/ ceMaHTHYECKUH ITOMCK;

[V dunbTpanus u COPTUPOBKA,;

[/ cmoBaph CHHOHHMOB;

[/ KOHTEKCTHBIN ITOUCK.

dopma Morcka JOJLKHA!

[V MHHUIMUPOBATHCS M3 JIIOOOU CTPaHUIIBI TOPTAa;
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[/ yauTeiBaTh MOP(OIIOTHIO BEIOPAHHOTO KIMEHTOM SI3bIKA;

[/ comeprkaTh CIMCOK HanOoJee MOMYIISIPHBIX 3aIIPOCOB KIIMCHTA,;
[/ 3amyckarh mpoIece MOKUCKa ¢ KIIaBUATYPbI U KHOTIKH;

[/ comepikath 00IIee KOTHMYECTBO CTPAHUIL C PE3YJIbTATAMH;

[V ¢unbTpOoBaTh pe3yibTaT;

l COXpaHATh AJIA aHaJIn3a HCTOPUIO BCECX 3aIlIPOCOB KIIMCHTA.

4.6.1.15. TpeboBaHUs K HABUTAI[AOHHON MOJICIIN JIOJDKHBI OBITH OIpEACNICHbl Ha
9Tane BBIABICHUS M H3ydeHus morpeOHocTeit kimueHtoB (pasmen 4.3 Cranmapra) B
3aBUCUMOCTHU OT 3aJ]a4 U MPUOPUTETOB KJIUEHTOB. OCHOBHBIMU 3JIEMEHTAMHU HaBUTAIlUU
JIOJIKHBI OBITH:

[/ HaMMeHOBaHHME TOpTaa;

[/ KHOMKHM OBICTPOr0 IEpexoja Ha TJaBHBIC CTPAHMIIBI ITOPTAIOB, B JIMYHBIH
KaOMHET (MpY HAJTMYUH) U BXOJ1a-BBIX0/1A;

[ HaBUTaIMOHHOE MEHIO JUIS OCYIIECTBICHHS IEPEXOJ0B MEKIY pasaeiiaMu
MOPTAJIOB;

[/ 3aroyI0BOK CTPaHMIIbI,
[/ KHOIIKK BO3BpaTa Ha NPEALIIYIIMI OTall ¥ EPEX0/1a Ha CIIEMYOILHIA;

[ mepcoHasbHAs HABUTAIIMOHHASI [[ETIOYKA C OTCIIC)KUBAHUEM YPOBHS Mporpecca
MOJIy4YE€HHUS YCIIYT U CEPBUCOB;

[V MeHIo caiiTa, coliepKaliee ero CTpyKkTypy.

4.6.1.16. Ha mopramax J0DK€H OBITh pa3MenieH OOyJaloluii KOHTEHT,
NpPEICTABIEHHBIH B (OpMaTrax TEKCTOBBIX JOKYMEHTOB, BHUJCOUHCTPYKUMH M (MIIH)
uHporpaduky, BKIOYAs TEXHOJOTMH JUHAMUYECKOTO  OOYy4YeHHs, MOLIaroBO
JNEMOHCTpUpPYIOIMKE (QYHKIIMOHAT mopTayioB. OOydariue WHCTPYKIUUA HE JIOJKHBI
coJiepKaTh TEPMUHOJIOTHH, TPeOyromen i MOHUMAaHUS CHEIHATFHOTO MPO(HUILHOTO
o0Opa3oBaHusl, HE JOJDKHBI BKIIOYaTh TEXHUYECKHUE MOHATHUS M HE JIOJKHBI OBITh OYEHb
mHHeIMA.  [Ipu  paspaboTke o0Oydaromero KOHTEHTa HEOOXOJUMO YUMUTHIBATh
OTPaHUYCHHBIE BO3MOXXHOCTH 37I0POBbsSI OTACIBHBIX KIMEHTOB mopTanoB. OOyuaromiue
BUJICOPOJIMKHN JIOJDKHBI OBITH 00s3aTElIbHBIM aTpUOyTOM IpH pa3paboTKe M BBOJE B
HKCIUTyaTallul0 HOBBIX YCIOyr MU cepBucoB. OOydaromuii Marepuan Takxke JOJIKEeH
BKJIIIOYaTh B ce0s pazmen «Yacto 3amaBaemble Bompochl». [IpencraBieHHbie B pasjene
BOTIPOCH M YPOBEHb JETATM3AllMU OTBETOB HAa HHUX JIOJDKHBI 3aBUCETh OT PE3yJbTaTOB
BBISIBJIEHUS U U3YUYEHMSI TOTPEOHOCTEN KIIMEHTOB.

4.6.1.17. Ha mopranax JOJKHBI pa3MeNIaThCsl JOKYMEHTHI, PErJIaMEHTUPYIOIINE
NEeSTENbHOCTh MOpTaia, a TaKXKe OPraHoB BJIACTH W YMOJIHOMOYEHHBIX OpraHu3alluii,
ABJISIFOLLMXCSL OIIEpaTOpaMu NMopTanos. Pa3znen ¢ TokyMeHTaMu TakKe JOJIKEH COAEPKATh
nepeyeHb HOPMATHBHBIX IPABOBBIX AaKTOB, OTHOCSIIMXCS K YClIyraM M CEpBHUCaM,
MpeACTaBICHHBIM Ha MopTanax. JloKyMeHTBI, pa3MeIleHHbIE Ha MopTanax, IOJDKHbI
CBOEBPEMEHHO aKTyaJIH3UPOBATHCS.
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4.6.1.18. MoOuibHbBIE BEpCUU TOJKHBI BKIFOUATh (DYHKIIMOHAJ OPTAIOB B IOJIHOM
o0beMe W HEe JODKHBI BBIHYXKJATh KIUEHTOB MEPEXOAWTh HA TOPTAT B CBSI3H C
OTPAaHUYCHUSIMH BO3MOXKHOCTEH TIOJydYeHHUsS YCIyTr, Mep TOIICPKKH H CEPBUCOB
MIOCPEICTBOM MOOWJIBHBIX Bepcuil. [lpm SToM B MOOMIBHBIX BEPCHUSAX JIOJDKHBI
pa3MemaThCsl CChUIKM JUIsl TIEpeXoJia Ha JPyrue KaHalbl B3aUMOJCUCTBUS C OpraHaMu
BJIACTH M YIIOJITHOMOUYEHHBIMH OPTaHU3AIHSIMHU.

4.6.2. MoOunbHbIE PUITOKEHUS

4.6.2.1. B3zauMonelCcTBUE KIMEHTOB C OpraHaMH BJIACTH M YIOJTHOMOYEHHBIMHU
OpraHu3alusIMU Yepe3 MOOUIIbHOE MTPUIIOKEHHE JOJIKHO OTBEYaTh TPEOOBAaHUSIM ITYHKTOB

46.11-46.1.3,4.6.1.5-4.6.12,4.6.13-4.6.1.17 x B3auMOJACHCTBUSIM Yepe3 MOPTAIIHI.

4.6.2.2. MoOunpHOE TPUIOKEHHE JOJDKHO OOECreunBaTh BO3MOXKHOCTh
COBMEIIEHHSI TIPHJIOKEHUSI C OCHOBHBIMU THITAMHU TUIATGOPM, a TaKKe aJanTalliyl IMOJ
obHoBienus: miardopm. [lpu amanranuu MOOMIBHBIX BEpCHil MOPTAJIOB HEOOXOIMMO
YUUTBIBATh BO3MOKHOCTH U OTPAaHUYEHUSI OCHOBHBIX TUIIOB IIATQOPM.

4.6.2.3. JlocTym K 3arpy3Ke U yCTaHOBKE MOOMILHOTO MPUIIOKEHUSI OPTaHOB BIIACTH
¥ YIOJTHOMOYEHHBIX OpraHU3aINi JODKEH OBITh 0OIIeIOCTYITHBIM M OeCIIIIaTHBIM.

4.6.2.4. B3auMopeiicTBHEe KIHMEHTOB uepe3 MOOWIBHOE MPWIOKEHHUE JOJHKHO
o0ecnieunBaTh 6€30MACHOCTH M KOH(UICHINATHHOCTh TAHHBIX KIMEHTOB.

4.6.2.5. B MOOWIBHBIX TPHIOKEHUSIX OPraHOB BIACTH M YIOJTHOMOYEHHBIX
OpraHM3alui J10JDKHA OBITh HACTPOEHA CUCTEMa NEepCOHANbHBIX push-yBenomiieHuil,
NO3BOJISIOUINX OTKpBIBaTh MpuiokeHHe. Push-yBepomieHuss JODKHBI JEMUTHCS Ha
KaTE€ropuu:

» koHTeHTHbIE, MpeoCTaBIAIONMIE HHPOPMALMIO 00 YCIyraX M cepBHCaX OPraHoB
BJACTH M YHOJHOMOUYEHHBIX OpraHHu3aliii, MHAWBHUIYaJbHO MOJOUpAEMBbIX,
JOCTYMMHBIX W  TOTEHIHAIbHO  HEOOXOMUMBIX  JUISl  YIOBICTBOPECHHS
noTpeOHOCTEN KIIMEHTa B 3aBUCUMOCTH OT €r0 MPOQUIIsl KIIMEHTCKOTO CerMeHTa
U OKM3HEHHBIX CHUTyallUd, COOOMIAIONIME O pa3MEIIeHUd HOBOIO OmIpoca
KJINEHTOB U JIPYTHUE;

P TpanzaKIMOHHBIE, ONOBEIAIONINE O CTATYCaX MOMYYaeMBIX YCIYT M CEPBHCOB,
YBEAOMIISIFOIIME O TMOATBEPKICHUHM OIUIATBl U O JIPYTMX OpPraHU3alMOHHBIX
MOMEHTAX;

P rpurrepusie, HoOy:kaaroNIMe KIMEHTA K COBEPIIEHHIO ONPe/IeNeHHbIX TeHCTBHIA,
B T. 4. HallOMHHAIOUIME O 3AIACIX HA OYHBIM IPUEM B OPraHbl BIACTH U
YIOJHOMOYEHHBIE OpraHu3aliu, 00 MCTEKAIOUIEM CPOKE MOAAauu 3asiBICHUM B
OIPEIEIICHHBIX JKU3HEHHBIX CHUTYyalHMsX, IPEJIararlliie OLEHUTHh KadyeCTBO
IIOJIyYEHHBIX YCIIYT U CEPBUCOB U IPYTHE.

4.6.2.6. [lyist KITMEHTOB JOJDKHA OBITh PeaIn30BaHa BO3MOKHOCTh MHIUBHIYATHHO
HACTPaMBaTh YaCTOTYy M KAaTErOPWUH PACChUIKH push-yBEIOMIICHHM, a TaKXe IMOJHOCTHIO
OTKJIFOYATh UX.
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4.6.3. TenedoH (KOMI-IIEHTP) OPTaHOB BJIACTH U YIIOJTHOMOYEHHBIX OpPraHU3aIHii

4.6.3.1. KiimeHT MODKEH MMETh BO3MOXXHOCTh OOPAaTUTHCS B OpPTaHbl BIACTH U
YIOJHOMOYEHHBIE OpraHU3aluy Mo TejaedoHy B JIH000€ y100HOE BpeMs KpYTiIoCyTOUYHO U
0e3 mepepbplBOB IPU MAKCUMAJIbHOM YPOBHE KJIMEHTOLEHTPUYHOCTH B COOTBETCTBHM C
paznenoM 6 Ctanaapra.

4.6.3.2. C y4eToM >XM3HEHHOW CHUTyalluH, Mpoduisd KIHMEHTa W CyTH BoOIlpoca
KJIMEHTa KOJIMYECTBO MEPEKIIOYCHUN Ha JAPYTUX COTPYJAHHMKOB JJIs PEHICHHsS BOMIpoca
KIJIMEHTA HE JIOJDKHO MPEBHIIATH JIBYX.

4.6.3.3. JomxHbl coOmogatbcsi TpeOOBaHMS K peYM W HMHTOHAIUSAM TIpU
Tene()OHHOM Pa3roBOpe COTPYAHUKA C KITMEHTOM:

P npu pasrosope ¢ KIMEHTOM JOJKHA HCIIONB30BATHCA POBHAS, YMOIMOHAIBHO
HEHTpanbHas WIM TO3UTUBHO OKpalleHHas pe4Yb C KPAaTKUMU W YETKUMU
UH(OPMAIIMOHHBIMU (Ppa3amu;

P B ronoce coTpymHHKA He JOIKHBI MPOCIEKUBATHCS WHTOHAIIMN Oe3pasinyns,
CKYKH, YCTaJIOCTH, HE3aWMHTEPECOBAHHOCTH B YIOBJIETBOPEHHUH MOTPEOHOCTH
KJIMEHTA;

P peun COTPyIHMKOB NOMKHA OBITh TPAMOTHOM: ClEHyeT H30eraTb CIMIIKOM
OBICTPOrO MJIM  CIMIIKOM MEJIEHHOTO TEMIIa pEeYM, HCIOIb30BaHUS
MEXJIOMETUM, APXanU3MOB, KaPrOHHOW M IPOCTOPEYHOM JIEKCUKH, SA3BIKOBOU
arpeccuu, oppo3MUYECKUX OIINOOK, TABTOJIOTUH.

4.6.3.4. Caenenus, MpeI0CTaBIsIEMbIEC KJIAEHTaM, JTOJI’KHBI OBITH
WCYEPITBIBAIONIMMH, JIOCTOBEPHBIMH ¥ COOTBETCTBOBATH IMOTPEOHOCTSIM  KIIMCHTA,
OCHOBBIBAThCS Ha 3apaHee IOJTOTOBJICHHBIX THIIOBBIX BOMpPOCaX M OTBETaX Ha 3THU
TUTIOBBIE BOIIPOCHI.

4.6.3.5. Jloruka pa3roBopa J0JKHA OBITh BEICTPOEHA C UCIOJIb30BAHUEM TEXHUKU
AKTUBHOTO CJIYIIAHUS: UCIIOJb30BAHUE HABOSIIMX BOIPOCOB KIMECHTY IS MOJAPOOHOTO
BBISICHCHUS €T0 MOTPEOHOCTEH.

4.6.3.6. [lomxHBI OBITH pa3pabOTaHbl CKPHUIITHI PA3rOBOPOB MPH BXOIAIIUX U
UCXOJAIINX 3BOHKAX COTPYJAHHKOB OPTaHOB BJIACTH M YIOJHOMOYCHHBIX OpraHU3alun
(COTpYTHUKOB KOJII-IIEHTPOB) JIUIsl OTBETOB HA TUITOBBIC OOPAIEHHS KIIMEHTOB.

4.6.3.7. B cTpyKTypy CKpUITOB BXOJSIIETO 3BOHKA COTPYIHUKA MOTYT BXOHTh:

l MNPUBCTCTBUC B 3aBUCMMOCTH OT BPCMCHHU CYTOK, C YKa3aHWMCM HMCHH
COTpYJAHHUKA, OpraHa BJIaCTHU WA YHOHHOMO‘ICHHOﬁ OopraHM3aliii, KOTOPYIO OH
MMpCcaAcCTaBJsACT, U IMIPCATIOKCHHUCM ITIOMOIIIN,

' YTOYHCHHUEC JIMYHOCTHU KIIMCHTA,

l BBIICHCHUC IICJIM 3BOHKA ITYTCM HMCIIOJIB30BAHHA HABOASAIIHWX BOIPOCOB 10
MOMCHTaA, IIOKa HE 6YI[€T BBIAICHCHO HOTpe6HOCTB KIIMCHTA,
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[/ nmeMoHCTpanusi TOHMMAaHUS TOTPEOHOCTH KIMEHTa, B TOM YHCIE IIyTeM
nepedopMyIHpOBaHUs BOTIPOCA;

I ,Z[eﬁCTBI/ISI AJI1 YOAOBJICTBOPCHUSA HOTpe6HOCTeﬁ KIIMCHTA ITyTCM!

P orBeTa Ha BONMPOCH! KIIMEHTA, €CITH /I OTBETA HA HETo He TpedyeTcs A0CTyI
K CIpaBOYHOW HH(DOpMaIUu, CBEACHHSIM 00 HCTOPUM B3aUMOACHCTBUS
KJIMEHTa C OpraHaMH BJIACTH U YIIOJIHOMOYEHHBIMHU OpraHU3aisIMuy;

» npock6bl ocTaBaThcs Ha NMHUM ¢ (YHKIMEH yaep:KaHWs 3BOHKA, eciu
HEO0OXO0JIUM JIOCTYI K CIPAaBOYHOW MH(MOpMAINH, ¢ YKa3aHUEM BPEMEHH, B
TE€UEHHE KOTOPOT0 BO3MOXKEH BO3BpAT Ha JIMHUIO;

P BLIXOa HAa JIMHMIO M OTBETa HA BOMPOC, €CIH YAanoch cHOPMYIHPOBATH
OTBET;

P ykasauus cpoka, B TedeHHE KOTOPOTO COTPYAHUK KOIUI-IIEHTPa HePe3BOHMUT,
C MpOChOOW OCTaBUTh KOHTAKTHBIA TENE(POH JJIS CBSI3U, €CIIM HE yNaloCh
c(hopMyIMpoOBaTh OTBET, BO3BpATa HA JINHUIO B 0003HAUYEHHBIN CPOK U OTBETA
Ha BOIIPOC.

[V mpommaHue ¢ KIMEHTOM B 3aBUCHMOCTH OT  Y/IOBJICTBOPCHHS  HJIH
HEYOBJICTBOPEHHMSI €r0 MOTPEOHOCTH B MOMEHT 3BOHKA U (PUKCAIMS B YUETHOM
CUCTEME CTaTyca yJIOBJIETBOPEHUS NOTPEOHOCTEN KIMEHTA.

4.6.3.8. B cTpyKTYpy CKPHIITOB HCXOJSIIETO TeIeHOHHOTO 3BOHKA COTPYIHHKA
MOTYT BXOHUTh:

[ mpuBeTCTBHE B 3aBHCUMOCTH OT BPEMEHH CYTOK, C YKa3aHHEM HWMCHU
COTPYZHUKA, OpraHa BJIACTH WUJIU YIIOJTHOMOYEHHON OPraHU3alliy, KOTOPYIO OH
IIPEJICTaBIIAET;

[V (hopMyaupoBaHHE MPOCTHIM SA3BIKOM II€JM 3BOHKA IYTEM HCIOIb30BAHHS
HaBO/JISIIMX BOIMPOCOB JI0 MOMEHTa, MOKa HE OyJEeT BBISCHEHA MOTPEOHOCTHh
KJINEHTA:

P nepsuuHOe B3aMMozEHCTBHE IS NPOAKTUBHOTO MPEJOCTABIECHUS YCIyTH
WM CEpBUCA B PaMKaX KU3HEHHOW CUTYalMH («XOJIOAHBIN» 3BOHOK);

P BsaumogeiicTBue B paMKax peajau3alui KIMEHTCKOro CIIEHApUsl B paMKax
YKU3HEHHOM CUTYaINU C 1eJIbI0 yAO0BJIETBOPEHUS MOTPEOHOCTEN KIIMEHTA.

[/ yrouHeHHe MOTPEOHOCTEH KIIMSHTA MPU «XOJIOJHOMY» 3BOHKE ITyTEM:

P BexmuBOro 3aBepuieHMs pasroBopa, B ClOydae €clM  KJIMEHT He
3aMHTEPECOBAH B yCIyrax M CEpBHUCaX OPraHOB BJIACTU U YHOJTHOMOUYEHHBIX
OpraHM3aluid, MO BO3MOXHOCTH C YTOYHEHHEM €ro mnoTpeOHOCTel u
¢ukcaumu HuX B HMHPOPMALMOHHOW CHUCTEME OpraHa BIAcTH WIH
YIOJIHOMOYEHHOW OpraHu3alny;

P yrouHeHMs KM3HEHHOH CHTyamuy, NPoGuIs KINEHTA, €ro MepCOHATbHBIX
noTpeOHOCTel ¢ IeMOHCTpaIuel TOHUMaHUsI 3TUX MTOTPEOHOCTENH;
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P nonyuenus cornmacus Ha 3alycK KIMEHTCKOTO CHEHApUs B paMKax
JKU3HEHHOH CUTyaluu;

P noschenus MmecTa, cpoka, croco0a yHOBIETBOPEHMs IOTpeOHOCTeH U 10
BO3MOKHOCTH COBEPIICHUS IIEPBUYHBIX ACUCTBUN IS 3aI1yCKa KIIMEHTCKOTO
CLEHapus, HapuMep, 3aluch HAa TMpPHUEM B Opralbl BJIAaCTH U
YIOJIHOMOYEHHBIE OpraHu3alud, OOOCOOJIEHHBIX YUPEXKICHHH, IIe B
PEXHME «OJTHOT'O OKHa» MPEJOCTABIISIFOTCS YCIYTH U CEPBUCHI B YA00HOE IS
KJINEHTA BPEMs.

[ nmoHeceHus 10 KIMEHTA CBEICHUH O CTaTyCce Peain3aliii KJIMEHTCKOTO CLICHAPHUS
B paMKaX KU3HEHHOM CUTyaluy IIyTEM:

P unpopmupoBanus 0 paHee NPEIOCTABIEHHBIX MYy YCIyraX M CEpBHCAX, C
POCHOOW TMOATBEPKICHUSI KIMEHTOM CTEIICHH €ro YAOBIETBOPEHHOCTH
(mOmKHBI OBITH HUCIIOJIB30BaHBl COKPAIIEHHBIE TOHSITHBIE NJisi KJIMEHTOB
Ha3BaHMS YCIYT U CEPBHUCOB);

> WH(OPMHUPOBAHUS O TOYKE HAXOXKJICHUS KIUEHTA Ha KIMEHTCKOM ITyTH, U
HEOOXOIUMBIX TOCIECAYIOIMNX JACHCTBUAX KIMEHTA JJis JaJIbHEHIIero
MPOJIBMXKEHUS IO 3TOMY IIYTH C JIEMOHCTPALMEl MOHUMAaHUs, U YKa3aHUEM
Ha TO, KaKhe MOTPEOHOCTH MPU ATOM OYIyT YIOBIETBOPEHBIL;

4 WHPOPMUpPOBAHUS O TEpPEUYHE JCUCTBUH HEOOXOAWMBIX KIHUEHTY IS
JAJIbHEMIIEr0 MPENOCTABICHUSI €My YCIYI W CEPBHCOB, M IIOMOLIM B
OCYIIECTBIICHUU MEPBBIX KIMEHTCKUX IIaroB: HAIIPUMED, 3alUCh HA IPUEM B
MO®II «Mou TOKYMEHTBI»;

P 0TBeTOB Ha Bce BOMPOCH! KIIMEHTA MO 3apaHee 3arOTOBIEHHBIM MIA0I0HAM,
aub0 yKazaHMsS CpOKa, B TEUYEHHE KOTOPOIro COTPYAHHUK KOJUI-IIEHTpa
NEPE3BOHUT C OTBETAMH Ha BOIIPOC, BO3BpATa Ha JIMHUIO B 00O3HAYCHHBIN
CPOK U OTBETa Ha BOIIPOC

[/ mpomiaHue ¢ KIMEHTOM B  3aBHCUMOCTH OT  YJIOBICTBOPCHHUS WU
HEYJIOBJIETBOPEHHS €Tr0 MOTPEOHOCTH B MOMEHT 3BOHKA U (pUKCAIUsS B yUETHOU
CHCTEME CTaTyCa yAOBJIECTBOPECHUS KIMEHTA.

4.6.3.9. B ckpunThl pasroBOPOB COTPYJHHKOB IO Tele(OHY MOKHBI OBITh
BKJIFOUCHBI JICUCTBUSI PU OCKOPOJICHUSAX U UCTIOJIb30BaHUN HEIEH3YPHON JICKCUKH.

4.6.3.10. PoGoTu3mpoBaHHBIC TOJIOCOBBIC TMOMOIIHUKHA B 4Yachl, Korja pabora
COTPYJIHUKOB KOJUI-IIEHTPOB HE MOXKET OBITh OOecIeueHa, TOHKHBI 00J1a1aTh QyHKIuEH
pacro3HaBaHUsl peud, a JJs JIMIl C HapyLIEHUSIMA peud JOoJhKHa OBbITh COXpaHEHa
BO3MOHOCTh PEarupoBaHUs C MOMOIIBIO KJIaBUATYPHI TeaedoHa.

4.6.3.11. PoGoTHM3MpOBaHHBIC TOJIOCOBBIC TIOMOITHUKM JODKHBI OTBEYaTh Ha
TUIIOBBIC BOIIPOCHI KIIMEHTOB, COOOIIATh O Yacax pabOThl COTPYAHUKOB, KOTOPHIC MOTYT
IIPOKOHCYJIFTHPOBATh KJIUEHTA 10 TeJIePOHY, M Ha3HAYATh B yI00HOE /I KIIMCHTa BpeMs
MIPOBEICHNE KOHCYJIBTAIIUU C COTPYTHUKOM.
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4.6.4. TluceMeHHOe B3amMoneHCTBHE (dJIEKTpOHHAs mourta (e-mail), muceMmo,
COOOIICHNE B TUYHOM KaOWHETE)

4.6.4.1. Paccpiiky, WHHIMMPOBAHHBIE OpraHAMH BIACTH W YIOJTHOMOYEHHBIMHU
OpraHMU3ALUAMH, TOJIKHBI IPOU3BOIUTHCS TOJIBKO MPU HAJMYMU COIJIacus KiueHTa. Bee
PAaCCBUIKH JIOJDKHBI OBITh TEPCOHATM3UPOBAHBI MO NMPOQWIM KIMEHTCKOTO CErMEHTa,
coliepKaTh €IMHYI0 CTPYKTYpY H3JI0KE€HHUS U OCOOEHHOCTHU IMpejacTaBiieHUus (HOpMbl
uHpopmanuu. KiueHT nomKeH UMeTh BO3MOXKHOCTh OTHHCAThCS OT PACCBUIKM KasKJOTO
THUIIA, a TAK)KE HACTPauBaTh YaCTOTY UX MOTYUYEHUS.

4.6.4.2. TlucbmenHoe oOpalieHHe, WHUIMUPOBAHHOE KIMEHTOM M TpeOyrolee
00paTHOM CBS3H, TOJKHO aBTOMATUYECKU KJIACCU(DHUIIMPOBATHLCS IO TEME, HACTPOCHUIO U
COJIEp)KaHUIO THChMA. B 3aBUCHMMOCTH OT JaHHBIX XapaKTEPUCTHUK, a TaKXKe MPOQHUIIS
KIIMEHTCKOTO CErMEHTa JOJDKHBI BBICTPAUBATHCS TPHOPHUTETHI, OMPEACIATHCS CPOKU
MOJICOTOBKH OTBETA U OTBETCTBCHHEBIE JIUIIA.

4.6.4.3. Tlocne momyyeHus MUChbMa, HHUIIMMPOBAHHOTO KJIMEHTOM, B TedeHue 24
4acoB HEOOXOJIMMO TMPEACTaBISATh MEPBUUHYIO OOPATHYIO CBSI3b C YBEJIOMIIEHHEM O
noJrydeHud nucbMa. OTBET JODKEH COACPKATh:

» npuserctaue;
P GnarosapHOCTh 3a HOTPaYeHHOE BpeEMs;

P cpox Ha NOAroTOBKY OTBeTa M (M) PEIIEHHS BOIPOCA.

4.6.4.4. JInsa npeaocTaBieHUs] HCYEPITHIBAIOIIETO OTBETA HA OOpalieHre KIUEHTa B
COOTBETCTBUHU C €T0 MOTPEOHOCTAMHU U MPOPHUIEM KIMEHTCKOTO CETMEHTa OpPTraHbl BIACTU
¥ YIOJIHOMOYEHHOW OpraHU3aIiK JTOKHBI:

P 3akpenuTh KOMIETEHTHOTO OTBETCTBEHHOTO COTPYAHHMKA JUIS B3aUMOJIEHCTBHS
C KJIMEHTOM Ha MPOTSHKEHUH BCETO MEPHO/Ia €ro 00paIieHuid o mpoodieme;

’ Y6CILI/ITBC5I B YCTKOCTH ITIOHUMAaHHA HOTpG6HOCTCI>i KJIIMCHTA, IIpu
HCO6XOI[I/IMOCTI/I — CBA3aTbCA C KIIMCHTOM IJI1 YTOYHCHHA CIIOPHBIX MOMCHTOB,

P opraumsoBath BBIE3 MO MECTY HAXOXKIEHHS KIMEHTa i SKCTPEHHOTO
yperyJIMpOBaHMs BOMPOCA, MOJYUYCHUSI HEJJOCTAIONICH HHPOPMAIMK WU OoJjiee
rIyOOKOT0 aHaju3a nmpooseMsl (IPH HEOOXOUMOCTH);

P npoanamusupoBaTh NpoduIL KIMEHTA, HCTOPUIO €ro OOpAIIEHMH, 3aIPOCHTH
uHOpPMAIIMIO O KIUEHTE WU TMpoOJieMe B paMKaX MEXBEIOMCTBEHHOTO
B3aHMMOJICHCTBUS;

’ MOATOTOBUTL TIPOCTHIC W TIOHATHLIC OTBCTHI HAa ITIOCTABJICHHLIC BOIIPOCHI,
MHWHUMHU3HUPYA HAITOJTHCHUC TCKCTA CChIJIKaMHU Ha HOPMATHUBHLIC ITPABOBLIC AKTHI.

4.6.4.5. OtBeTbl OpPraHOB BIACTU M YIOJHOMOYEHHBIX OpraHW3aluil Mpu
MUCbMEHHOM B3aWMOJICHCTBUU JOJKHBI OBITh HM3JI0KEHBI B JIOCTYIHOW, MOHITHOW W
JETKOW I BOCTIpHATHS (QopMmMe ¢ ydeToM Npoduis KIMEHTCKOTO CETMEHTa W €ro
noTpebHoctei. [Ipy moAroToBKEe OTBETOB Ha OOpaIeHUs! KIMEHTOB TpeOyeTcs:
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[V u3berath (opmMasM3Ma M KaHIECIIPUTA [PH BbIOOPE CTHIISA H3JIOKEHHS
(HampuMep, OTTIaroJIbHbIE CYILIECTBUTENbHBIE, [TACCUBHBIN WIIM CTPAlaTEIbHBIN
3aJI0T, pacIlelJIeHHbIE CKa3yeMble, COCTABHBIE U MPOU3BOAHbBIE IIPEJIJIOTH);

[ u3berath  opdorpaduueckux, MyHKTyalMOHHBIX, CTHJIMCTUYCCKUX U
(dakTHUYeCKUX OLIMOOK, apXam3MOB, >KQprOHHOM M IMPOCTOPEYHOM JIEKCHKH,
A3BIKOBOM arpeccuy;

[/ MHHHMHU3HUPOBATH YIMOTPEOJIEHUE CIIOKHBIX TEPMHUHOB M COKPAIICHHIA, PEIKO
UCIIOJIb3YEMBIX B IIOBCEIHEBHON KW3HM WM TPEOYIOMUX CIEIUATBHOIO
popuILHOTO 00pa30BaHU;

[V pa3bACHATH  CIIOKHYH  TCPMHUHOJIOTHIO  JIOCTYIIHBIM  SI3bIKOM  IIPH
HEBO3MOYKHOCTH €€ UCKIIFOYEHUS U3 OTBETA, 1aBaTh ONPEIEICHNUS;

[ HCIIOJIB30BaTh IPHUMEPBI  JJIA OOBSICHEHHST CIJIOKHBIX A1 BOCIIPUATHUA
IIpOLCCCOB,

[ HCITIOJIB30BAaTh OAHO M TO KE CJIOBO JJIA OIIMCAHUA OAVMHAKOBEIX ITPEAMETOB NI
IIpOLCCCOB 110 BCEMY TCKCTY,

[V u30eraTh UCIOIB30BAHUS CIIOKHBIX CTHIIMCTHYCCKMX KOHCTPYKIMH (HaIpumep,
MeTtadop i GpazeoIorusmMoB);

[/ BBICTpaMBaTh CTPYKTYPYy OTBETa JIOTHYHO W IIOCIIEAOBATEIbHO, TPYIITUPYSI
TeMaTH4ecKue OJIOKU;

[/ aKkIeHTHpPOBaTh BHUMAaHHE HA IIEJICBYI0 HHPOPMAIIUIO B COOOIICHUM;
[/ Mcmonbp30BaTh KOPOTKUE U IAKOHHYHBIC TIPE/ITIOKCHHS,

[/ BBICTpaMBaTh MPEIIOKCHHUS B TOJIOKUTEIHLHOM KITFOU€E, H30erast OTPUIaTEIbHBIX
000pOTOB;

l n30erath UCIOJIL30BAHUS criciuajabHbIX CHMBOJIOB,
l HCIIOJB30BAaTh JICTKO YHNTACMBIC IHpI/I(bTBI 0e3 3a4CCUYCK,;

[ m30eraTh UCTIONB30BaHMS KypCUBA, TIOAYEPKUBAHUI, pa3HBIX TUIIOB HAITUCAHUS,
3arfaBHBIX OYKB JUIS HAIICaHUS 1I€JI0T0 CJIOBa U 0CO00TO An3aiiHa (Hampumep,
tenu, 3D-3¢dekr);

l n30eraTh NCIOIL30BaAHUS (bOHa, 3aTPYAHAIOIICTO IMTPOYTCHHUC TCKCTA.

4.6.4.6. Ilpu MakcMMaIbHOM YPOBHE KIMEHTOLIGHTPUYHOCTH B COOTBETCTBHUH C B
cooTBeTcTBUM C pazgenoM 6 CraHpapta Bce CHOPMHUPOBAHHBIE OTBETHI JOJIKHBI
MIPOBEPATHCA C TIOMOUIBIO Pa3pabOTAHHOIO aJIrOPUTMA AaBTOMAaTUYECKOW OLEHKU YpOBHS
CJIOKHOCTH BOCHPUSTHUS MUCBMEHHOTO OTBeTa. l[lpenenbHble YPOBHH JUisl Mpoduiiei
KIIMEHTCKUX CETMEHTOB YCTAHABIIMBAIOTCS B COOTBETCTBUU C KPUTEPUSIMU: UHIUKATOPHI
YUTAEMOCTH (110 aHAJIOTUU C MHANKaTopamu: uuaeke dnema-Kunkeiina, naaekc Konman-
JInay, ABromaruueckuii uHaekc ynobouutaemoctu (ARI), dopmyna [lpitna-Ueiina) u
pacyeTHbIE MOKa3aTeNny (HanpuMep, YUCI0 3HAKOB, OYKB, CJIOB, PEUIOKEHUI).

4.6.4.7. OpranamMu BIacCTH W YIOJHOMOYCHHBIMH OpPTaHU3AIMSAMH OJKHBI
pa3palaThIBaTbCs U CBOEBPEMEHHO AaKTyaJU3UpPOBAThCS 0a3bl 3HAHWM, COJAEpIKallue
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mabJIOHBl OTBETOB HA THUIIOBBIE OOpaIleHUsT KIWEHTOB. B 1maGiIoHBI JOMKHBI OBITh
BKJIFOUCHBI BapHAHTHI OTBETOB JIJIsI CUTYyaIlui, HE TPEOYIOIUX PEIICHUS: OCKOPOJICHHS U
WCIIOJIb30BAHKE HEIEH3YPHOU JIGKCUKH, OJaroJapHOCTH W TIOXKEJIaHWs, aOCTpaKTHBIC
COOOIIIEHHUS HE O TEME.

4.6.4.8. Tlpyu KOMMYyHHKAIIMM TIOCPEICTBOM DJICKTPOHHBIX CPEJICTB CBSI3U
(onmextponnas moura (e-mail), cooOuieHHs B JMYHOM KaOWHETE) JOJDKCH OBITh
npeaycMOTpeH (PyHKIIMOHAT OBICTPON 0OpaTHOW CBSI3U MOCPEICTBOM IIKAJTIOBOW OLIEHKU
(OayubHAs 1IKAaNa, IMKaJIa CMalIMKOB, TEKCTOBAS IIKAJIA U APYTHE).

4.6.5. ConnanbpHbIe CETH, IyOIMYHbIE YaThl B MECCEHDKEPAX

4.6.5.1. JlomxkHbl ObITh pa3paboTaHbl MU YTBEPKIAEHBI MpaBWiia MOJAEpaLUU
uHpopMaIuy, MyoJuKyeMol KineHTaMu. JlaHHbIe IpaBuiIa JOJKHBI ObITh pa3MELIeHbI B
OTKPBITOM JIOCTYyTI€ Ha O(UIIMANBHBIX CTPAHULIAX OPTaHOB BIACTH M YIOJIHOMOYEHHBIX
OpraHu3aluii B COLMAJIbHBIX CETAX U B IyOJIMYHBIX YaTaX B MECCEHKepax.

4.6.5.2. BzaumoielicTBUE C KIIMEHTOM JOJPKHO MHUIIUUPOBATHCS B CITyYasx:

[V odunuanbHOro OOpalieHduss K MPEACTaBUTENII0 OpraHa BIacTH  HJIH
YIOJIHOMOYEHHON OpraHu3allny;

[ yImoMHHaHHUS OpraHa BJIaCTH WM YIIOJHOMOYEHHOW OpraHM3alid B TEKCTE
COOOIICHMSI, KOMMEHTAPUS WIH 3aIHCH,

[/ KOMMEHTHpPOBaHHS OPUIIMAILHOMN 3aMCH OpraHa BJacTH HJIH YIIOJTHOMOYCHHOM
OpTraHu3aIUK.

4.6.5.3. Bpems orBera mpeICTAaBUTEIS OpPraHa BIACTH WIW YIOJTHOMOYCHHON
OopraHu3alliyd Ha oOpalleHre KIMEHTa B COIMANIbHBIX CETAX, YaTaX B MECCEH]IKEpax He
JOIDKHO IPEBBINIATh 4 9acoB Ul YIOMHUHAHUM® M 2 4acoB B ciiydae O(UIMATILHOIO
oOpailieHus WIM  KOMMEHTapusi K  3alicu TpPU  MaKCUMallbHOM  YPOBHE
KJIMEHTOLUEHTPUYHOCTH B COOTBETCTBHHM C paznesioM 6 CtaHaapra.

4.6.54. OcHOBHBIMH IIaraMd  B3aWMOJICHCTBHS  OPraHOB  BJIACTH |
YIOJHOMOYEHHBIX OPTaHM3aIUil MOCPEACTBOM OTKPBITBIX KAaHAJIOB CBSI3U C KIIMEHTAMU
JIOJKHBI OBITh:

’ OHepaTI/IBHHﬁ aHaJInu3 HOTp@6HOCTCI>i KIIMCHTA,

’ IHOArOTOBKA JIAKOHHUYHOI'O COO6H.[€HI/I$I Mo CymeCTBy 3asABJICHHOI'O BOIIpOCa C
IMPOABJIICHHUEM 3aMHTCPCCOBAHHOCTH B €TO PCIICHHH,

4 YioMuHaHKeE — CENUATbHbIA TEXHAYECKUN (DYHKIIMOHAT, IPELYCMOTPEHHBIH pa3spaboTUMKAMK COIUATBHBIX CETEH
U MECCEH/KEPOB, MO3BOJISIONIMH IOCPEICTBOM CIMTHOTO HAIMCAHWs CHUMBOJIA «(@» C MMEHEM II0JIb30BaTels
YIIOMHMHATh COOTBETCTBYIOLIETO II0JIb30BATENsl B TEKCTE COOOIIEHWUS, 3alMCH, CTaThbU B COLMAJIbHOW CETH WU
MecceHkepe. TecT cooOLIeHHs MOXET He ObITh HAIpsMYI0 aJpecoBaH IIOJIb30BATENIO (HANPUMEp, CTaThs
ajlpecoBaHa HEOTPAaHWYEHHOMY KpyTy JIMI, C yIIOMHHaHWEM B Heil moib3oBatens). [lonp3oBaTenb moiydaer OT
CHCTEMbI aBTOMAaTHYECKOE YBEIOMIICHHE B TPOQHIIe O HATMYNK YIIOMHUHAHHS O HEM.
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P B ciryuae HEBO3MOKHOCTH MPECTABUTH KPATKUii OTBET, HAIIPaBIEHHE KITHEHTY
npockObl O Tepexojie B WMHIAMBUAyaJIbHbIE KaHAJbl CBS3U Ui BBIICHEHUS
JOTIOJHUTENbHON MH(POPMALIUH.

4.6.5.5. OTBeTHI OPraHOB BJIACTH M YIIOJIHOMOUYEHHBIX OpraHu3aluii Ha O0paleHus
W KOMMEHTAPHUH KIIMEHTOB B COIMANILHBIX CETSAX U MyOJUYHBIX YaTax B MECCEHKEPax
JOJKHBI OBITh M3JI0’KEHBI B JOCTYITHOM, IMOHSATHOW M JICTKOH IS BOoCTIpusATUs (Gopme B
COOTBETCTBUM C TPEOOBAHMSIMHU K IMOATOTOBKE OTBETOB, YKa3aHHBIX B pazueine 4.6.4
Cranpapra.

4.6.5.6. [Ipy KOMMyHHMKaMyi C KJIMEHTaMU B COLMAIBHBIX CETSIX U MyOIMYHBIX
yaTax B MECCEH/DKEpaxX JOIYyCKAETCS HCIIOJIb30BAHUE CMAMIMKOB, JEMOHCTPUPYIOIINX
HO3UTHUBHBII HACTPOH U «OKUBOE» OOLIEHHE C KIMEHTaMHU.

4.6.5.7. Opranamu BJIacCTH W YIOJHOMOYEHHBIMH OpPTaHU3ALUSAMH JOJKHBI
pa3palaThIBaTbCsl U CBOEBPEMEHHO AaKTyaJIU3UPOBAThCS 0a3bl 3HAHWM, COAEprKallue
111a0JI0HBI OTBETOB HA TUIIOBBIE COOOLIEHNS U KOMMEHTAapUU KIIUEHTOB.

4.6.6. Yar-60ThI ¥ IepCOHAIILHBIE YaThl B MECCEHIXKEPAX U COLMATIBHBIX CETSIX,
TOJIOCOBBIE TIOMOIITHUKHA

4.6.6.1. Yar-60ThI 1 NepCOHANLHBIC YaThl B MECCEH/PKEPaxX U COLUATBHBIX CETSX,
rOJIOCOBBIE TIOMOITHUKH JOJDKHBI 00eCrieYrBaTh HHPOPMUPOBAHUE U KOHCYJIETUPOBAHUE,
ABTOMATH3aIIUI0 PYTHHHBIX OINIEPAIHH, TTOJIyYCHHE 0OpAaTHOM CBSI3U OT KJIIMEHTOB.

4.6.6.2. Tlpu BbimonHeHun (yHKIMM HHPOPMUPOBAHUS U KOHCYJIHTHPOBAHUS
TTOMOIITHUK JIOJIKCH:

l OTBCYATH HA HaCTO 3aaBaACMbIC BOIIPOCHI KJIIMCHTOB,

[ mpenoCcTaBiIATh CHPABOYHYIO M KOHTAKTHYIO HH(OpPMAIMIO 00 OpraHax BIACTH
U YIIOJTHOMOYEHHBIX OpPTraHU3aIHsIX, PEKUMaX UX pabOThI,

[V mpenocTaBiaTh HHOOPMAIIHIO O )KU3HEHHBIX CHUTYAIIUsAX, YCIYrax U CEPBHCOB B
COOTBETCTBUHU C MPOQPUIIEM KIMEHTCKOTO CETMEHTa,;

[V mpenocTaBiaTh MHGOPMAIMIO TIO TEKYIIEMY CTaTyCy TMOJIYYEHHUsS YCIyr |
CEPBUCOB KIIMEHTCKOI'O CLICHAPHUS;

l HAaIIOMWHATh O TCKYHIUX 3allMCiAX Ha JIMYHBIN npueM B OpraHbl BJIACTH U
YIIOJITHOMOUYCHHBIC OPpraHU3allnu.

4.6.6.3. Ilpu BomonHeHWH GYHKIUH aBTOMATH3AIMH PYTUHHBIX OMNEparni
1M (ppoBOY TOMOIIHUK JTOJKEH:

[ OCYIIECTBIATH TAPT€THPOBAHHBIN MTOUCK MOTEHIIHATHHO HEOOXOIUMBIX KIIUCHTY
YCIIYT U CEPBHUCOB;

l obecrneynBaTh BO3MOKHOCTD npeaoCTaBATb M OT3BIBATH COIJIACHA OpraHaM
BJIaCTHu n YIOOJITHOMOYCHHBIMHA OpraHu3alsIMu Ha IMPOAKTHBHOC
IMpCaAOCTaBJICHUC YCIYI' U CCPBUCOB;,

[/ 3ampamuBath coryacus Ha 00pabOTKy MEePCOHATBHBIX TaHHBIX;
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[ 3amonHsATh 3asBieHUS W (HOPMBI TPU TONYYCHHH YCIYT M CEPBHUCOB, MpPHU
HEOOXOAMMOCTH YTOYHSISI Y KIIMEHTA OTCYTCTBYIOIIYIO HH(POPMAIIHIO;

[/ OTCIEeKUBATh CTATYCHI TPOXOXKICHHS KIIMEHTCKOTO CIICHAPHS
[ 3amuchIBaTh Ha JIMYHBINA TIPUEM;

[/ obecrieunBaTh OIIIATY TOCIOIUIMH M JPYTUX IUIATSKEH B paMKax MOyUYCHHUS
YCIYT ¥ CEPBUCOB;

[/ yBEZOMIISTB O TIOJyYSHUH YCIYT U CEPBUCOB.

4.6.6.4. JlomxeH OBITH MPEayCMOTPEeH (PYyHKIHMOHAN OBICTPOM OOpaTHOW CBS3H
MOCPEICTBOM IIKAJIOBOM OlleHKH (OaJibHAas IIKaja, IKaja CMAlIMKOB, TEKCTOBAS IIKaJa
U JIpyTHE), a TAKKE PA3BEPHYTOr0 OTBETA O MPUYUHAX HEYIOBICTBOPUTEIIFHON OIICHKHU.

4.6.6.5. Ha nmro6om 3Tame B3auMOJEHUCTBUS C MUGPOBHIM MOMOITHUKOM JIOJDKHA
OBITh JIOCTYITHA BO3MOYKHOCTH IOJIYYEHHUSI OOPATHON CBSI3M C OMEPATOPOM IO JTHOOOMY
yA00HOMY IS KJIMEHTA KaHATy CBSI3H.

4.6.6.6. [lomwkxubl OBITH pa3paboTaHbl TMpaBWJa IMOATOTOBKHM OTBETOB IIPH
B3aMMO/ICHCTBUHU C KJIMEHTAMH B MEPCOHAIBHBIX YaTax WM MECCEHKepaxX, B TOM YHUCIIE
B YaCTU CTHWJIA U3JIOKEHUS OTBETA, JIOTHMKU TIOCTPOCHUS OTBETA, TO3UTUBHOTO HACTPOS U
(OKABOT'0» OOIICHHMS ¢ KIIMCHTAMH.

4.6.7. JInuHbIN IpUeM B OpraHax BJIACTU U YIIOJTHOMOYEHHBIX OpTaHU3aIUsIX

Ha ocHoBaHMM BBISBICHUS W W3YYCHHUS MOTPEOHOCTEW KIIMEHTOB JOJKHA OBITH
onpeJeNieHa 11eJ1ecO00pa3HOCTh JIMYHOTO IpHUeMa KIMEHTOB B OpraHax BIAcTH U
YIOJHOMOYEHHBIX oOpraHuzanuax. Huxke paccMoTpeHbl TpeOOBaHHWsA, KOrja Takas
11€1€CO00Pa3HOCTh TOITBEPIK/ICHA BBISIBIICHUE U H3yUYEeHHUEM MOTPEOHOCTEH KIIMEHTOB.

4.6.7.1. OtneneHuss OYHOTO MpUEMa JODKHBI PACIIONAraThCs JOCTYITHO U yI00HO
JIUISl BCEX TUIIOB KJIMEHTOB:

P pekoMmeHnyeMoe pacCTOSIHUE O OCTAHOBKM OOIIECTBEHHOI'O TPAHCIIOPTA - HE
oonee 300 MeTpoB OT 3[aHUs OpraHa BJACTH WM YHOJHOMOYEHHOM
OpraHH3alui;

P npusneraroias TeppUTOPUS T0JKHA OBITH 000PYI0BaHA MECTAMH JIJIsl TIAPKOBKH
ABTOTPAHCIOPTHBIX CPEACTB KIMEHTOB, pEKOMEHJ0BaHO He MeHee 10
IIPOLIEHTOB MHBAJIMIHBIX MECT, HO HE MEHEE OJIHOTO;

P GecnpenaTcTBEHHBIM BXOJ M BHIXOJA, OOOPYIOBAaHHBIA MAHIyCaMM, a TaKKe
CBOOO/IHOE TEPEMEIICHHUE TI0 TEPPUTOPHUH JO MECTa MPEAOCTABICHUS YCIyT U
CEPBUCOB.

4.6.7.2. OrtaeneHus JIMYHOTO TIpHeMa JODKHBI O00CCIeUnMBATBCS — YIUIHOU
HaBHUTAIIMOHHOW CUCTEMOM yKaszaTesjel W HapyKHOH pekiiamoil. Ha BXoae HeoOXxoaumo
pacroJjiaratb BBIBECKH C MOJIHBIM U COKpAIllCHHBIM HAMMEHOBAHUEM OpraHa BJIACTH WU
YIOJTHOMOYEHHOM OpraHu3alliy, a TaKxke ¢ uHpopmarueit o pesxxume paboThI.
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4.6.7.3. Uudopmanus nomkHa nyOIupoBaThes A KIMEHTOB C OTPAaHUYCHHBIMU
BO3MOHOCTSIMH 3/I0POBBSI.

4.6.7.4. BaemrHee u BHyTpeHHEE 0OpPMIIEHUE OTACICHUH JTOIDKHO BBHITTOTHSITHCS B
COOTBETCTBUM €  €AMHBIM  CTWJIEM: JIeJIOBOM  JIOKyMEHTaluH, PEKIaMHOM,
noJaurpapuIecKkoil 1 CyBEHUPHOM MPOTYKITUH, TPE3CHTAIIMOHHBIX MaTEPHAJIOB, BEIBECOK,
HABUTAIIMOHHBIX MarepuanoB. C y4yeToM eAuHOro CcTuis O(OopMIIEHHS HEOOXOAMMO
BU3YAJIbHO BBIJIENISTH BaKHBIE ISl KIIMEHTOB 3JIEMEHTHI OTJICJIEHUS, TAKUE KAK BXOJ1, MECTO
KOHCYJIbTAlMH M IU(PPOBBIX CEPBUCOB, 30HA OXHJAHUSA, 30Ha OOCITYXHBaHHS, 30HA
OTLIaTHI, 30Ha OOCITY)KMBAHUS JIUI C OTPAHUYCHHBIMH BO3MOYXHOCTSIMH 3/I0POBBSI.

4.6.7.5. JlomkHBI OBITH BHEIPEHBI MpaBWiia MPOPECCHOHAIBHOTO 00CTYKUBAHUS
KJIMEHTOB, K KOTOPBIM OTHOCSTCS: BEXJIUBOCTb M J0OPOKENATEIBHOCTh, YECTHOCTh U
JI0OpOCOBECTHOCTh B paboTe, obecrnedyeHue 3MOLHMOHAIBLHOIO KOM(pOpTa KIMEHTOB,
BbIIEpKaHHOE (KOPPEKTHOE) MOBEACHUE, YBAXKEHHE MHEHUs KIMEHTa, ONEPATUBHOCTh U
KayecTBO OOCIYy>KMBaHUs, COYYBCTBHE M BHHMMATEIBHOCTh K jkKajgo0aMm (NIpEeTeH3UsIM)
KJIMEHTOB, TOTOBHOCTb Pa300paThCsi B BO3HUKIIIEH CUTYaAIUH.

4.6.7.6. [Ina obecriedeHns MpeaBapUTENbHON 3aMUCH JOJDKHA OBITH pean30BaHa
BO3MOKHOCTh CaMOCTOSTEIBHON 3alucHl HAa TpUEeM B YAOOHOE BpEMS IOCPEICTBOM
ymoOHOTO  Jisi  KIWMEHTa  KaHajla  CBsA3W. llpy  MakcUMajabHOM  ypOBHE
KJIMEHTOIICHTPUYHOCTH B COOTBETCTBUM C paznenom 6 CraHmapra B CiIydae 3alucCh K
OTIPE/ICTICHHOMY BpEMEHH, HEOOXOAUMO YBEIOMIISATH KIMEHTA O MPEICTOSIIEH 3alicH 3a
CYTKH ¥ 3a 2 4aca JI0 Ha3HaYeHHOT'O BPEMEHH IOCPEICTBOM IOATBEPKIACHUS 3aIlUCH,
UCTIOJIB3YsI MPEANOYTUTENIbHBIE KaHajbl CBS3M B 3aBUCUMOCTU OT MPOGWIs KIHMEHTa U
YpOBHS €ro LU(POBBIX HABBIKOB, a TAaKXX€ TNPEAOCTaBIATh WHTYWTHUBHO-TIOHSTHBIC
CEpBUCHI ISl pabOTHI C 3aMUCKHI0 (M3MEHEHHE, OTMEHA).

4.6.7.7. JomkHbl OBITH BHEAPCHBI TIpaBUia OOCTY)XMBAaHUS KJIHEHTOB C
OTPAaHUYCHHBIMU BO3MOXXHOCTSIMU 3JIOPOBBSl, B KOTOPBIE MOTYT OBITh BKJIIOYCHBI
cleayroIme TpeOoBaHuUS:

[ mpW moNmy4YeHHHM CHTHajda 3BOHKA, PACIOJOXEHHOTO y MaHIyca, COTPYIHHK
JIOJDKEH HE3aMEUIUTENbHO BBIMTH U IIOMOYB 3asiBUTEIIO MPOUTH WIIM MPOEXaTh
JI0 CTOWKH WH(OPMHUPOBAHUS;

[V obecreuuTh AOMYCK COOAKH-TTPOBOTHHKA,

[/ HEOOXOMUMO TMOCTOSHHO TOJJCPKUBATh TAKTUJIBHBIA WIH ayauajbHBIN
KOHTAaKT, 0003HAUUTh ceOs KaK JIUII0, C KOTOPHIM YCTaHABIMBACTCS KOHTAKT;

[/ BBIACHUB MOTPEOHOCTH KJIMEHTA, COTPYAHHUK TOJIKCH MPEIOCTaBUTh KIHCHTY
nH(popMalMio 0 TOM, KTO ero OyaeT oOCIyKuBaTh, Ha3BaB (haMIIIUIO, WM,
OTUYECTBO COTPY/IHUKA,

[ 3aBepiIuB 00CIYKUBaHUE KIMEHTA, COTPYIHUK JOKEH YTOUHUTh, HE 0CTAIO0Ch
JIM Y HETO KaKuX-1r00 BOMPOCOB, MOOJIAr0apUTh 32 0OpalieHue, MOIpOIIaThCs
Y COTIPOBOJIUTH K BBIXOY U3 IOMEIICHUS;

[V mpouH(pOpPMUpPOBATh KIMEHTA O JOCTYMHBIX MapIIpyTax OOIIECTBEHHOTO
TpaHcnopTa (Mpyu HEOOXOUMOCTH);
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[ nomkHa OBITH TPEJIOCTABICHA BO3MOXKHOCTH DPAa3bsACHEHUS TpPEOOBAHHUU C
HCIIOJIb30BAHUEM JKECTOBOTO SI3bIKA, BKJIIOYAsi 00ECIIEYeHHE JOMyCKa Ha 00 BEKT
CypIorepeBoAurKa, TU(IOMEPEBOMUNKA I KIUSHTOB C HAPYIICHUEM CITyXa
(pu HEOOXOIUMOCTH);

[/ oka3aTh MHYIO HEOOXOJMMYIO KJIMEHTY OMOUIb B YCTPAHEHUH U MPEOJI0JIEHUN
0apbepoB, MPEMSATCTBYIOMIMX MOJYYEHUIO MM YCIYT M CEPBUCOB HapaBHE C
JIPYTUMU KIUEHTaAMHU.

4.6.7.8. [Ipu mpenocTaBICHUH YCIYyT W CEPBHCOB MHOCTPAHHBIM TPakKIaHAM WA
aunam 0e3 rpakJaHCcTBa B Clydyae HEOOXOJUMOCTH U € Y4EeTOM Mpoduiield KIMEHTCKUX
CEerMEHTOB JOJDKHA OBITh MPEIOCTABICHA BO3MOXHOCTb Pa3bsiCHEHUS TPEOOBaHHMM Ha
A3bIKE MEXJIYHAPOJHOI0 OOIIeHUS! (AHTVIMMCKUN SI3bIK) WJIM TOCYJApPCTBEHHBIX S3bIKAX
rocyaapcTtB-uieHoB EDAC.

4.6.7.9. lomxHBI OBITH pa3paboTaHbl KPUTEPHUH ONIPEACIICHHS TPYIN KIUEHTOB, IS
KOTOPBIX IIeTIeCO00Pa3HO 3aKpeIICHUE 32 KaXIbIM KIIMEHTOM KOHKPETHBIX COTPYIHUKOB
(TIepCOHAIBHBIX MEHEKEPOB), COMPOBOXKIAOIIMX WX HA MPOTSHKEHUU BCETO IMEpHoja
NPEOCTABICHUS YCIYI M CEPBUCOB KaK MpH JIMYHOM NpHEME B OpraHax BJAacTH H
YIOJTHOMOYEHHBIX OpPTraHU3aIMsIX, TaK U MPU TaJbHEHIIIEM B3aUMOIEHCTBUN MTOCPEICTBOM
WHBIX KAHAJIOB CBSI3U. YCIYTH MEPCOHAIBHOTO MEHEIDKEpa JODKHBI MPEAOCTaBISATHCS
OecriaTHO. Y KIIMEHTA JIOJDKHA OBITh BO3MOYKHOCTh CMEHHTH ITIEPCOHAIEHOTO MEHEKepa
WJIA OTKa3aThCsl OT HETO.

4.6.8. JInunbIil mpuemM B 000COOIEHHBIX YUPEKACHUAX 110 MPEIOCTABICHUIO YCIYT
Y CEPBUCOB B PEKUME «OJHOTO OKHAY.

4.6.8.1. Tlom 000COONECHHBIMH YUPEKIACHUSMH, TJE B PEKUME «OTHOTO OKHA»
IIPEAOCTABIISIIOTCS YCIYTH U CEPBUCHI KIMeHTaM, HoHUMarotTcss MOLL «Mou 1oKyMEeHTBD,
IEHTPBI 3aHATOCTUA HACEJIECHUS, IEHTPHl MHUTPAIUH, TYPUCTUUYECCKUE IEHTPHI U JPYyTHC
AQHAJIOTUYHBIC YUPEIKICHUS.

4.6.8.2. JInunbIii mpueM B 000COOICHHBIX YUPEKISHUSX 110 MPETOCTABICHUIO YCIIYT
U CEPBUCOB B PEKHUME «OAHOTO OKHa», B T. 4. M®Il «Mou IOKYMEHTBI», HOJIKEH
OCYIIECTBIISITHCS B COOTBETCTBUU C TpeOoBaHusAMU 11. 4.6.7.1-4.6.7.8 Ctanaapra.

4.6.8.3. /lonmosHUTENBHO B 000COOJEHHBIX YUPSKACHUSAX I WHPOPMHPOBAHHS
KJIMEHTOB HEO0OX0IMMO OOECHeunuTh HaJU4ue 3JICKTPOHHOW CHCTEMBl YIpaBJICHUS
OYepEebI0, BKIIIOYAS! CUCTEMY BU3yalbHOTO M 3BYKOBOTO OTIOBEIICHHUS KIIMEHTOB, HATUIHE
crienuantbHO 000pyAOBAHHOTO pabodero Mecta (CTOMKH) aAMUHUCTPATOPa/KOHCYIbTAHTA,
NPeIHA3HAYCHHOTO I TIOMOIIM B TOJYYEHUH TAJOHOB OJJIGKTPOHHOW OYepenu Hu
NEPBUYHOM KOHCYJIBTHPOBAHUU KIIMEHTOB.

4.6.8.4. JIo)oKHO WCIOIB30BATHCSA yAOOHOE JUISI TOCEIICHHS] KJIIMEHTOB BpEMs
paboTHI.

4.6.8.5. Bpemst oxxuanust 00CTyKHUBaHHI IPH OYHOM B3aUMOJICHCTBUU HE JOIHKHO
npeBbIaTh 15 MUHYT.
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4.6.8.6. Heobxonnmo obecnieunTs HATMYUE 000PYTI0BAHHOM AETCKOM KOMHATHI TN
JIETCKOTO YTOJIKA JUISI KIIMEHTOB C ITbMH, KOTOPBIE MOT'YT BOCIIOJIb30BAaThCsI UMU B IIEPUO]T
OKHJIaHUSI.

4.6.8.7. Bce 060co0ieHHBIC YUPEKISHUS 110 MIPEJOCTABICHUIO YCIYT U CEPBUCOB B
PEKUME «OJHOTO OKHA» PEKOMEHIyeTCs 000py10BaTh rocTeBoi cetbio Wi-Fi.

4.6.8.8. O60CO0ICHHBIE YUPEKIACHHS JOJKHBI ICMOHCTPHPOBATH KIIMEHTAaM 3a00Ty
00 OKpy»Karoliel cpeie: MaTepualibl, UCIOJIb3yeMble B 00OCOOJCHHBIX YUPEIKIACHUSIX,
JIOJDKHBI OTBEUATh SKOJIOTHYECKUM TPEOOBAHMSIM, TUTACTUKOBBIC CTAKAHYUKH JUJISI KYJIEPOB
C BOJOW B 0O0OCOOJICHHBIX YYPEKICHUAX PCKOMEHIYETCS 3aMCHSITh OYMaKHBIMH, B
000COOJICHHBIX ~ YUPSIKIACHHUSIX PEKOMCHIYETCS YCTaHABJIMBAaTh KOHTEHHEpPBI IS
paszenbpHOro coopa Mycopa.

4.6.8.9. B 000co0NEHHBIX YUYpEKICHHUS OJDKHA OOecmedmBaThCs padora 1o
KOHCYJIbTHPOBAHUIO U (W) 00YUYCHHIO KJIMEHTOB HaBbIKaM IOJIY4YEeHHUS YCIYT U CEPBUCOB
yepe3 Hu(ppOBbIe TOUKH B3aUMOICHCTBUSI.

4.6.9. JliuTenpHOE HAXOXICHHE B TOCYJApPCTBEHHBIX W MYHUIUIAIbHBIX
YUPEKICHUSX MIPU MTOIYYEHNUHN YCIIYT.

4.6.9.1. KIMEeHTOIEHTPHUYHOE B3aMMOJCWCTBUE TPHU TPEIAOCTABICHUU YCIYT U
CEpBUCOB B MECTax JJIUTEIBHOTO MpPeObIBAaHMSA KIMEHTOB TOJDKHO OCYIIECTBISTHCS B
COOTBETCTBHH C TpeboBanusimu 1. 4.6.7.1 - 4.6.7.7 Crannapra.

4.6.9.2. [1o uroraM M3y4eHus U BBISIBICHUS TOTPEOHOCTEH KIMEHTOB, B TOM YHCIIE
notpedHocTel B 6€30MaCHOCTH, JOKHBI ObITh IPUHSTHI PEIICHUSI O LEJIECO00pa3HOCTH
000pyIOBaHUS YUPEXKICHUNW TPOMYCKHOM CHCTEMOW M KPYIJIOCYTOYHOM CHCTEMOM
BUJICOHAOITIOICHHSI.

4.6.9.3. [lomkHbl OBITh BHEAPEHBI MpaBWJIa KOMMYHUKAIMH C JIMIIAMH, HE
JOCTHUTIIMMH COBEPIIEHHOJIETHETO BO3pacTa B MIKOJAX, AETCKUX cajax, JeTCKUX JIoMaXx,
OOIICKUTHSIX, MECTaX O3JAOPOBUTEIBHOTO OTIbIXA JETEH HWHBIX MECTax IJIUTEIHLHOTO
npeOBbIBaHUS JIETEH, TO3BOJISIONIME TPOSIBIATH 3aMHTEPECOBAHHOCTH B TpobOIeMax
peOeHKa M OKa3bIBaTh MOMOIIb B UX PEIICHHUH, TPOSIBIISAITH HHTEPEC K YBICUCHUSIM peOeHKa,
YUUTBHIBATh BO3MOXKHOCTM M OrpaHUYEHHS pPEOEHKa, OCOOCHHOCTH MOJIPOCTKOBOTO
BO3pacTa.

4.6.9.4. JlowkHel OBITh BHEAPEHBI TPaBHJIa KOMMYHHKAIMH C JIMIIaMH,
HaXOASIIUMUCS B TSDKEJIOW KU3HEHHOM CHUTyallud B OOJIbHMIAX, HA KJaa0uInax,
KpEMaToOpUsAX M HHBIX MeCTax, I/Ae TpeOyeTcss MopalbHas MOAJAEpPKKa TI'paxaaH,
MO3BOJISIFOIINE MPOSBIATh AMIATHIO, YYTKOCTh M COUYYBCTBHUE K KIIMEHTY, OKa3bIBaTh
NOJICPKKY KIHMEHTY, HacTpauBaTh KJIMEHTOB Ha IO3UTHBHBIM JIaJ, BBICIYIIMBATH
KJIMEHTOB U JIaBaTh UM BBITOBOPUTHCSI, IPOSBIISATH TEPIICHHUE U 3a00TY.

5. MOTl/IBalll/lﬂ KIMECHTONCHTPUYHOI'O MMOBECACHUS

Cucrema moTuBanuu CyOBEKTOB BHEAPCHUS KIUEHTOIIGHTPUYHOTO TOIXOJa B
TOCYJapCTBEHHOM W MYHHIIMIAIGHOM YIIPABICHUH OCHOBBIBACTCS HA CIICIYIONIUX
TpeOOBaAHUSAX:
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P noompsercs  ynoBiaeTBopeHHMe IOTPeOHOCTEH  KIMEHTOB  PaOOTHUKAMM
(coTpyIHUKaMM) OPTaHOB BJIACTH U YIIOJTHOMOYEHHBIX OPraHU3alii Ha YpOBHE,
IIPEBOCXOIAIEM OXKUIAHUS KIINEHTOB,;

P oGecneunBaercs HaKOIIEHHE, CTPYKTYPHPOBAHKE, OOMEH M PACIPOCTPaHEHHE
3HaHMM 10 BOMPOCaM MOBBILIEHUS] KaYECTBA KJIMEHTCKOT'O OIIbITa,

P ocymecTiseTcs  BoBIeYeHHE — NpEACTABHTENEH  OpPraHoB  BJACTH M
YIOJHOMOYEHHBIX OpPTaHU3alfil B MPOLIECCH] MPOEKTUPOBAHUS HOBBIX YCIYT U
CEpPBUCOB, PEMHXUHUPHUHTA CYIIECTBYOUIUX YCIYT U CEPBUCOB,

P ocymecteusercs (GOpMHPOBAHHME CTAHAAPTOB KIMEHTOIEHTPUYHOCTH IS
nepcoHana;

’ o0OecrieunBaeTcs CO3JIaHUC 1 AaKTUBHAA IMOAJACPIKKA COO6H_ICCTBa CIICIUaInCTOB-
IMPAKTUKOB I10 BOIIPOCaM MOBBIICHHA Ka4CCTBAa KIIMCHTCKOI'O OIIbITA,

’ (bOpMI/IpyCTCSI CHUCTCMa BBISIBJICHU A nu IMOAACPKKHU COTPYIAHHUKOB,
OPUCHTUPOBAHHBIX HaA Pa3BUTHC W IOAACPKAHHE IIPOLHECCa IEpeXoada Ha
KHI/ICHTOHGHTpI/I‘IHLIﬁ nmoaxoag B TOCYAAapCTBCHHOM W MYHUIHUIIAJIBHOM
YHOPaBJICHHUH,

» BHenpseTcs cucTema nokasateneii 3G (GEKTUBHOCTH COTPYIHHKOB, OTPAKAIOIINX
UX HaBBIKHA KIIMEHTOLICHTPUYHOIO ITI0BEICHHUS;

P ocymecTBaseTcs MaTepuanibHOE CTUMYIHMPOBAHHE (IIPEMHUHM) COTPYIHHKOB,
OTJIMYMBIINXCS B pabOTE MO MOBBIIIEHHUIO KAYECTBA KIIMEHTCKOr'O OIbITA.

6. [loka3aTe/ M KIMEHTOUEHTPUYHOCTH

OneHka cTeneHy BHEAPEHUS KIMEHTOLEHTPUYHOTO MOAX0/1a B TOCYAaPCTBEHHOM U
MYHHIIMTIATBHOM YIIpaBJIeHUHU ocymecTBisiercs [IpoekTHBIM 0hrcoM B COOTBETCTBHHU C
CUCTEMOM KIJIIOUEBBIX MOKa3aTeNIe KIMEHTOIeHTpUuYHOCTH (Tabmuna 1).

JloTmoJTHUTEITEHBIC IMOKAa3aTelH, OTpaKaroIIue mporiecc BHEJIPCHUS
KJIIMEHTOIICHTPUYHOTO IOAX0Aa B TOCYJAPCTBEHHOM WM MYHHUIIMIIAIHLHOM YIIPABJICHHH,
MOTYT TaKXe OIeHHMBAThCS [IpOCKTHBIM O(PHUCOM Ha OCHOBE CHCTEMBI IOKa3aTelield B
COOTBETCTBUU C TAOIHIIEH 2.

Huxe B Tabnmuax mpencTaBieHbl IpelBapUTEIbHbIE 3HAUYEHUS IOKa3aresel
KJIIMEHTOLCHTPUYHOCTH.  JIOCTMKMMOCTD ~ 3HAYEHUM  IIOKa3aTellel II0  yPOBHAM
KJIMEHTOLICHTPUYHOCTU NIPOBEPSETCS B MEPBbI roa BHeApeHus: CTraHnapTa B NHJIOTHBIX
OpraHax BJacTH M YIIOJIHOMOYEHHBIX Opranu3auusx. [lo uroram nmpoBepku B NepedyHH U
3HAa4YeHUs MoKa3aTesiel KIMEHTOLEHTPUYHOCTU MOTYT ObITh BHECEHBI H3MEHEHUSI.

OHGHKa CTCIICHU BHCAPCHUSA KIMCHTOLUCHTPUYHOTO IMOAX0/Ja B TOCYTAPpCTBCHHOM U
MYHHUIOUIIAJIIBHOM YIIPpABJICHUMU IIPOBOIUTCA HpOCKTHBIM 0(1)I/ICOM B OTHOIICHHNH OPIraHOB

BJIACTHU U YIIOJTHOMOYCHHBIX OpFaHI/ISaHHﬁ HC PCIKC UCM OIWH pPa3 B KBApTaJl.

Pe3ynbTaThl OIEHKH SIBIISIIOTCSI OCHOBAHUSIMU JJISL BBISIBICHUS TPHOPUTETHBIX
JKU3HEHHBIX CHUTYallWid, 10 KOTOPHIM HEOOXOJAMMO B TIIEPBYIO OYEpeIb IPOBECTH
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rocyaodAPCTBO

BBISIBJIICHUE U U3YYEHUS TOTPEOHOCTEN KIMEHTOB, Pa3pad0TKy HOBBIX YCIYT U CEpPBUCOB U
(M) pEMHKUHUPHHT CYILECTBYIOLIUX YCIYT U CEPBUCOB.

PesynbraTel OLICHKM HAIpPaBAIOTCS B OpPraHbl BJIACTM U YIIOJHOMOYEHHBIE
OpraHu3alliy M KCIIOJb3YKTCS, HAUMHAs CO BTOpOro roja BHenpenus Cranpapra, ais
IIPUHSATHS PEILCHUN:

[/ 0 mooIIpeHNH COTPYAHUKOB U PAOOTHUKOB OPraHOB BJIACTH U YITOJTHOMOYEHHBIX
opraHu3auui, oOecneuYMBarOIINX JOCTHKEHUI COOTBETCTBYIOIIMX YPOBHEH
KJIMEHTOLICHTPUYHOCTH;

[ 0 MNPHHATHM COOTBETCTBYIOIIMX MEp JUCIMILIMHAPHOTO XapakTepa B
OTHOIIICHUH PAOOTHUKOB (COTPYIHUKORB), B CIIy4ae CyIIECTBEHHOT'O OTKJIOHEHUH
3HAYECHUN NOKA3aTeJIeH OT LEJIECBbIX 3HAUCHU M.
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rOCYOAPCTBO
aona noaen

Ta6muma 1. KiroueBbie mokaszatenn BHEAPCHHS KIMEHTOIEHTPUYHOTO TI0IX0/1a B TOCYAAPCTBEHHOM U MYHUIIUIIAILHOM YIIPaBICHUHN
B pa3pe3e YpOBHEW KIMEHTOLIEHTPUUYHOCTH

YpoBeHb KJINEHTOEeHTPUIHOCTH

Tloka3zarean

1 3Be31a 2 3Be3/Ibl 3 3Be3abI 4 3Be3/1bl 5 3Be31
OxBaT KJIHEHTCKHUMH 1o 35% ot 35,1% mo 50% ot 50,1% mo 70% ot 70,1% mo 90% ot 90,1% mo 100%
CHEeHAPUSMH (IOJIS YCIYT |
CEPBHCOB, MIPEI0CTABJIsIEMbIX
KJIMEHTAM B PAMKAX KJIHEHTCKHX
cueHapuen), %
O1eHKA KJINEHTAMH MPOCTOTHI ot 50,1% no 60% ot 60,1% no 70% ot 70,1% no 80% ot 80,1% 10 90% ouenox ot 90,1% o 100%
(1Mo cTeneHy TPYAO3aTPATHOCTH)  OLCHOK «JIerko» u olLeHOK «Jlerko» u oneHok «Jlerko» u «Jlerko» u «Ckopee oLeHOK «Jlerko» u
npoiecca yJa0BJIeTBOPEHHS ero «Ckopee nerkoy» «Ckopee nerko» «Ckopee Jerko» JIETKO» «Ckopee Jerko»

noTpedHOCTEH B mpouecce
NpeAoCTABIEHUS eMy YCJIYT 1
CePBHCOB B PAMKAX KU3HEHHOI

curyauuu, %
B rpaganmm: 4 — «Jlerkoy, 3 — «Ckopee erkoy, 2 — «Ckopee cioxkHo», | — «CIoxHO»

Jlos1s1 MOBTOPHBIX 3aMPOCOB HA ot 4,1% no 7% ot 1,1% mo 4% ot 0,5% 1o 1%

MOJIy4eHHe YCJIYrH WIIH CepBUCa

(a1 moJib30BaTeJiei,

BEPHYBIIMXCS 32 TOM e camMoil

yciIyroii B Teuenue 4 Hezielib

nocie popmuposanus crarycas 0T 7,1% 10 10% ot 0% 110 0,5%
HHPOPMALMOHHOM cucTeMe 00

YCIEHOM €€ MoJy4eHun), %o



Joast ycJIyr U cepBHCOB, HHAEKC
NMOTPEeOUTEIHLCKOM JIOSJIBLHOCTH
(NPS) no koTopbiM
MmoJI0KUTEIeH, Yo

OueHKa yI10BJIeTBOPEHHOCTH
KJIMEHTAMU IOJIyYeH s YCIyT U
CEPBHCOB B PAMKAX JKH3HEHHBIX
cutyauuii, %

)IOJ'IS[ KJIUEHTCKHUX ClleHaApueB,
VIS KOTOPBIX NPeayCcMOTpeHa
BO3MOKHOCTDH IPOAKTUBHOI'O
MPEA0CTABICHUS YCIYT U
CepBHUCOB,%

ot 50,1% no 60%

ot 60,1% no 70%

rOCYOAPCTBO
aona noaen

ot 70,1% no 80% ot 80,1% mo 90% ot 90,1% mo 100%

[Ipu otBere Ha Bompoc: «KakoBa BEpOATHOCTH TOT0, YTO BBl MOpEKOMEHIyeTE IPYrOMY YEIOBEKY, OKa3aBLIEMYCsl B CXOQHOMU C
Balleil CUTyaly MOTy4aTh YCIyTH U CEPBUCHI B paMKax *KU3HEHHOW cuTyalmu 1o mkaie ot 0 1o 107»

NPS paBen nporeHTy CTOpOHHHKOB (BapuaHThl oTBeTa 9 1 10) 32 BEIUETOM HPOLIEHTA KPUTHKOB (BapuaHThI OT 0 j10 6)

ot 50,1% 10 60%

OIIEHOK OIICHOK
«Y 1OBIETBOPEH» U

«Ckopee «Ckopee
YIOBIIETBOPEHY

ot 60,1% 10 70%
«Y 1OBNETBOPEH» U

YAOBJIIETBOPEHY

0 0
ot 70,1% 10 80% ot 90,1% 10 100%

OLIEHOK ot 80,1% 10 90% oreHok ..
.. .. OLIEHOK «Y IOBIIETBOPEH»
«Y 1OBIETBOPEH» U «Y IOBIETBOPEH» U 1 «Cropee
«Cxkopee «Ckopee yI0BIETBOPEHY p
YAOBIETBOPEHY
YIOBIIETBOPEHY

B rpananuu: 4 — «Y noBnetBop€n», 3— «Ckropee ynoBiaeTBopén», 2 — «Ckopee He ynoBIeTBOPEH», | — «He yaoBieTBopEH»

VYTBepkaEH X0Ts OBl

OJIMH KJIIMEHTCKUH

CLIEHApUM, 11t

KOTOpPOTO

MpeIyCMOTpeHa ot 20%
BO3MOKHOCTb

MIPOAKTUBHOT'O

MIPEI0CTaBICHUS

YCIIyT ¥ CEPBHCOB

ot 20,1% no 35% ot 35,1 1o 50% ot 51%-70%



rOCYOAPCTBO
aona noaen

Tabnuna 2. JlonoTHATETBHBIE TOKA3aTeIN, OTPAXKAIOIIHNE MPOIIECC BHEIPEHUS KIMEHTOLEHTPUYHOTO TI0IX0/1a B TOCYAapPCTBEHHOM
Y MyHULIUTTAJIBHOM YIIPaBIECHUU

IToxa3aTenan

OxBaT KJIHEHTOB
KapTaMHU KJIMEHTCKHX
nyrteii, %

BoBieyenHocTs
KJIHEeHTOB B
TeCTHPOBaHUE
NMPOTOTHIIOB HOBBIX
yeJayr u (uiau)
CepBHCOB, YCJIYT H

CEPBUCOB, NMpOoIICAIINX

PeHHKUHUPHUHT, %

1 3Be3a

90% 3asiBUTENCH,
oOpamniarmuxcs B
OpraHbl BIACTH U
YIIOJIHOMOYEHHbIE
OpraHU3aIK OTHECEHBI K
POGHITAM KITHEHTCKUX
CerMEHTOB B paMKax
JKU3HCHHBIX CHTyaHHﬁ.

K mpoduiisam KIHeHTCKIX
CEIrMCHTOB OTHCCCHbI
MOTEHI[UATIbHbIE
3asBUTEITH, KOTOPBIC HE
o0palnaroTcst B OpraHsl
BJIACTH U
YIOJIHOMOYEHHbIE
OpraHu3aIiu

He menee 10%

2 3Be3IbI

VYTBepKIeHbI U
ITOCTOSIHHO
AKTYyaI3UPYIOTCS KapThl
KJIIMEHTCKUN MyTeu, AJis
He MeHee 35% npoduieit
KIIMEHTCKUX CETMEHTOB B
paMKax >KH3HEHHBIX
cuTyanuin

He menee 20%

3 3Be3anl

YTBep:KIeHbI U
MTOCTOSIHHO
AKTyaTH3UPYIOTCS KapThl
KJIMEHTCKUHN TyTeH, 17
He MeHee 50% npoduneit
KITMEHTCKHAX CETMEHTOB B
paMKax >KH3HEHHBIX
cUTyalun

He menee 30%

HpOHCHT MIPOTOTHUIIOB, ITPOTCCTUPOBAHHBIX HA ueneBoﬁ ayAuTOpUn

4 3Be3abI

VYTBepKIIeHbI U
ITOCTOSIHHO
AKTYaIM3UPYIOTCS KapThI
KJIIMEHTCKUN yTeu, AJs
He menee 70% mpoduneit
KITMEHTCKAX CErMEHTOB B
paMKax >KH3HEHHBIX
cuTyanuin

He menee 50%

YpoBeHb KJIMEHTOHEHTPHYHOCTH

5 3Be3n

VTBepKIeHbI U
[TOCTOSIHHO
AKTYyaIH3UPYOTCS KapThl
KJIIMEHTCKUN IyTeu, AJis
He menee 100%
npodutel KITHEHTCKUX
CErMEHTOB B paMKax
JKU3HCHHBIX CHTYyaIui

He menee 100%



JocTynmHOCTH ISt
KJIHEHTOB
B3aHMOJIeliCTBHS 11O
Tesaedony

JocTtynHocTh U
TMOHATHOCTH TEKCTOB
NPH NHCbMEHHOM
B3aHMO/IEHCTBUU

B03M0OXHOCTE 00paTUTHCS
1o TenedoHy B 4ackl paboThI
OpraHOB BJIACTU U
YIOJHOMOYEHHBIX
opraHu3anuii u
000COOJIEHHBIX
MoJIpa3ieIeHUH’,
MPEAOCTABIISIFOLINX YCIYTH B
PEIKUME «OTHOTO OKHAY.

Bo3mokHOCTE 00paTUTHCS
1o TeaedOHy B Yachl pabOThI
OpraHOB BIACTH,
YIOJIHOMOYEHHBIX
opraHu3anuit u
000CO0JICHHBIX
1o/ipa3aeNeHuH,
MPEAOCTABIISIIONINX YCIYTH B
PSKUME «OJTHOTO OKHAY, a B
OCTaJIFHOE BPEMS
oOecrieunBaeTcs
B3aMMO/ICHICTBHE C YaT-
00TOM U QYHKITHSI
repe3BoHa B pabodee BpeMst
ot 60,1% 1o 70% oueHok

«Y nornetBopén» u «Cropee
YIOBIETBOPEH» KaueCTBOM
TeneGoHHOTrO
00CITyKBaHUS

B03M0OXHOCTH 00paTUTHCS
1o TenedoHy B 4ackl paboThI
OpraHoB BJIACTH,
YIOJHOMOYEHHBIX
opraHu3anuii u
000COOJIEHHBIX
oJIpa3ieIeHUuH’,
MPEAOCTABIISIFOLINX YCIYTH B
PEIKUME «OTHOTO OKHAY, a B
OCTaJIbHOE BpEeMs
obecrieunBacTCs
B3aUMOJIEHCTBHUE C YaT-
00TOM U QYHKITUS
nepe3BoHa B pabodee BpeMst
ot 70,1% mo 80% oneHOK

«Y nosnetBopén» u «Cropee
YIOBJIETBOPEH» KA4eCTBOM
TeneOHHOTO
00CITy)KUBaHUS

Bo3MoskHOCTE 00paTUTHCS
1o teaedoHy B 000e
ynoOHOe BpeMs B TeueHue 7
HeW Henenu U 24 4acos B
CYTKH B 000C0O0ICHHBIE
Mopa3/eIeHus,
IIPEIOCTABIISIONINX YCIYTH B
PEKHME «OTHOTO OKHAY.

ot 80,1% 110 90% oneHok
«Y nosrnetBopén» u «Cropee
YIOBJIETBOPEH» KaueCTBOM
Terae(OHHOTO
oOcy)KuBaHUS

B rpanamm: 4 — «Y nosaerBopén», 3— «Ckopee ynoBIeTBOPEH», 2 — «CKkopee He yI0BIeTBOPER», 1 — «He ynoBneTBopén»

CBOEBpPEMEHHO
aKTyanm3upyercs 0aza
3HaHMM, coeprkaas
11a0JI0HBI OTBETOB Ha
TUTIOBBIE OOpaIICHUS
KJIUCHTOB B paMkax 50%
JKU3HEHHBIX CHUTYaIui.

CBOEBpEMEHHO
aKTyanmsupyercs 0aza
3HaHMM, cozeprKaiias
m1a0I0HBI OTBETOB Ha
TUIIOBBIE 00paIeHUs
KIIMCHTOB B paMKaX BCEX
JKU3HEHHBIX CUTYyallni.

Anroput™m
aBTOMATHYCCKON OIICHKH
YPOBHS CIIOKHOCTH
BOCTIPUSTHS
MMCBMEHHOI'0 OTBETA
BHeApeH it 30%
JKU3HEHHBIX CHUTYaIui.

AnroputMm
aBTOMATHYECKON OIIEHKHU
YPOBHS CIIOKHOCTH
BOCTIPHATHSA
MMMCHMEHHOTO OTBETA
BHe(peH st 50%
KM3HEHHBIX CUTyaluil.

rOCYOAPCTBO
aona noaen

Bo3MoKHOCTH 00paTUTHCS
1o TenaedoHy B JIr0d0e
ynoOHOe Bpems B TeueHue 7
JHel Henelu U 24 4acoB B
CYTKH B OPTaHbI BIIACTH U
YIIOJTHOMOYEHHEIE
OpraHu3anum, B
000c00IeHHBIE
HO/Ipa3/ieseH s,
MPEI0CTABISIOINX YCIYTH B
PEeKHME «OTHOTO OKHAY.

cBblire 90% oueHok

«¥Y nosnetBopén» u «Cropee
YJIOBJIETBOPEH» KaueCTBOM
Tene(hOHHOTO
00CITyKUBaHUS

Anroput™m
aBTOMATHYECKOH OIEHKHU
YPOBHS CJIOKHOCTH
BOCTIPUSTHSA
MMCBMEHHOI'O OTBETA
BHeapeH st 100%
JKU3HEHHBIX CUTYyalni.



Iloxa3zatennb
JIOSIBHOCTH KJIHEHTOB
IHU(POBBIM TOYKAM
B3aNUMOIEHCTBHA:
TMOPTAJbI OPTAHOB
BJIACTH U
YIOJHOMO4YEHHbIX
OpraHu3aiuii,
MOOMJIbHBIE
NPUJI0KEHUS, YAT-
00TBI, APyrue
BHPTYaJIbHbIE
nugposBbIe
nomomHuku, %

Bpems oTBeTa
NpeACTABUTE/s OPraHa
BJIACTH WJIH
YIOJHOMO4Y€eHHOM
OpraHH3alNd HA
oOpalieHue KJINEHTa B
COIMAIBHBIX CETHX,
NyO0JHYHBIX YaTaX B
MecceH/IzKepax

Bo3Mmo:kHOCTD 3anmcH
KJIHEHTA Ha JUIHBIH
NpUEeM B OPraHbl
BJIACTH H
YIOJHOMOYEeHHbIE
OpraHu3amuu st
HeNocpeICTBEHHOI0
B3aUMOJeHCTBUS

NPS menee 5%

NPS or 5,1% 10 15%

NPS ot 15,1% no 30%

NPS ot 30,1% 1o 50%

rOCYOAPCTBO
ans Nonen

NPS cBbize 50%

IIpu oTBeTe Ha Bompoc: «KakoBa BepOATHOCTH TOTO, YTO BEI MOpeKoMeHIyeTe ApyroMy UelIOBeKy, OKa3aBIIEeMyCsl B CXOAHOH ¢ Ballleil CUTyaIllHy IOIydaTh
YCIIyTH U CEPBUCHI B paMKax JKH3HEHHOH CHTyaIuu depe3 Mu(poBbIe TOUKH B3anMOAeHCTBHA 1o mikaie oT 0 go 10»

NPS paBeH npoIeHTy CTOPOHHHUKOB (BapHaHTH! 0TBeTa 9 1 10) 3a BEIUSTOM IIPOIEHTA KPUTHKOB (BapHaHTHI OT 0 10 6)

He nomxHO mnpeBbIiaTh
24 yaca J1sl ymOMMHAaHUN
n 12 yacoB B ciyyae
Oo(HIHATEHOTO
oOpamieHus wim
KOMMCHTapUs K
opUITHATEHOM

My ONUKaIum

PeanmusoBana
BO3MOKHOCTb 3aIUCU
KJIMEHTA Ha JIMYHBII
MIPUEM B OpTaHbI BIACTH U
YIOJIHOMOYCHHBIC
OpraHu3aliuH, KaKk
MHUHHAMYM OJIHUM
crocodom

He noymxHO npeBbIaTh
12 vaca st ynoMuHaHUH
u 6 4acoB B cllyuae
Oo(HIIUATEHOTO
oOpameHus WIn
KOMMECHTapHS K
opUITHATEHOM

My OuKanu

Peanuzosana
BO3MOIKHOCTb 3aIIUCH
KJIMEHTa Ha JTUYHbII
MIPHEM B OPTaHbI BIACTH
U YIIOJTHOMOYCHHEIC
OpraHu3aIiy KaKk
MHUHUMYM OJIHUM
criocoooM 24 vaca 7 nHel
B HEJIEIIO

He nomxHo mpebIath 8
4acoB JUIsl yIOMUHAHUHN U
4 4acoB B cilydae
O(HIHATEHOTO
oOpaleHus iu
KOMMEHTapus K
opUITHATEHOM

My ONUKaIuI

Peanmusosana
BO3MOKHOCTb 3aIIUCU
KJIMEHTA Ha JIMYHBII
MIPUEM B OpTaHbI BIACTH U
YIOJIHOMOYCHHBIC
opranusaiuu 24 gaca 7
JTHEH B HEIEIO JTIOOBIM
yIOOHBIM ISl KITHEHTA
crocodom

He momxHo npeBwIiath 6
4acoB 751 yIOMUHAHUH U
3 yaca B cityuyae
Oo(HIIHATEHOTO
oOpameHus Win
KOMMCHTapHS K
OopUITHATEHOMN

My OMUKauu

PeanuzoBana
BO3MOKHOCTH
YBEIOMIICHUSI KITHCHTA 32
CYTKH JI0 HA3HAYCHHOTO
BPEMCHU, H3MCHCHUSI U
OTMEHBI 3AIIMCH Y I00HBIM
JUTSL KIITMEHTA CIIOCOO0OM

He nomxHo npeBbimate 4
4acoB /7Sl yHIOMUHAHUH U
2 Jaca B cilyyae
O(HIIIATEHOTO
oOpameHus Wi
KOMMECHTapHS K
opUITHATEHOMN

My OMKauu

Peanuzosana
BO3MOKHOCTH
YBEIOMIICHUSI KITUCHTA 32
CYTKH U 3a 2 4aca 10
HA3HAYCHHOTO BPEMCHH,
U3MEHEHHS U OTMEHBI
3aMuCH YAOOHBIM IS
KJIMEHTa CII0CO00M



7. IlpodeccuoHAIbLHAS MOATOTOBKA U 00y4eHue

OcHoBOIl MpodecCHOHANBHOTO 00€ecreYeHUs] BHEAPEHUSI KIMEHTOLUEHTPUYHOTO
MOJIX0/1a SBJISIETCS PACIIPOCTPAHEHUE HOBOM KyJIbTYpPhI yIIPaBICHHUS KIUEHTCKUM OIBITOM,
CBSI3aHHOM ¢ (POPMUPOBAHUEM LIEHHOCTEH KIMEHTOIIEHTPHYHOTO ITOBEICHUSI.

Ha Bcex opraHM3anMOHHBIX YpPOBHSIX YNpaBJI€HUS JI0JKHA ObITh OpraHM30BaHa
CHCTEMA HEINPEPBIBHOIO  COBEPILICHCTBOBAHUS  KJIMEHTOLEHTPUYHOIO  MBIIUICHUS
COTPYJIHHUKOB B 4acTH (POPMHpOBaAHUS KYJIbTYypbl BHUMaHUS K KiueHTy. KoprnoparusHas
KyJbTypa, HallpaBlIeHHas Ha CO3JaHUE MO3UTHBHOTO pabOYero OmbITa, MPUBOAHWT K
MTOBBIIICHUIO Ka4eCTBA B3aUMOJECHCTBHS C KIIMEHTAMU.

Kirouesoit COCTaBJISIONICH MpOrpaMm o0y4eHus npodeccroHanon
KJIIMEHTOLIEHTPUYHOTO B3aUMOJECHCTBUSI C KIMEHTAMU JIOJDKHBI SIBJISITHCS JTMYHOCTHBIE
KOMIIETEHIIUU U «MSTKHUE)» HABBIKH B3aUMOICHCTBUSA:

rj OMIIATHUA: IOHUMAHHUC CUTyalluu KIIMCHTA, BbI3OB NOBCPUA, TOTOBHOCTH IIOMOYb,
IIPOABJICHUC BHUMAHNA, OT3bIBYUBOCTD,

[/ TIOCTpOeHHE U TOJICPKAHKUE ACITOBBIX OTHOIICHUN;
[/ ybexaenne U apryMeHTalus;

[/ komaHHas paboTa;

[\// HaLlEJIEHHOCTh Ha PE3YJILTAT ¥ KOHTPOIIb €ETO JOCTHKEHHS;
[/ ynpaBiieHHe cOOCTBEHHOMN YHEPrUei, SHTY3Ua3MOM;
[/ ympaBieHHe COOCTBEHHBIM Pa3BUTHEM;

[\/ ynpaBIicHHE CTPECCOM, SMOIUAMH;

[/ cuTyalMOHHOE PYKOBOJICTBO U JIMJIEPCTBO;

[\// TBOpYECKOE MMPOEKTHOE MBIIUICHHUE;

[/ ynpaBiieHuE U3MEHEHUSMH;

[/ yHpaBjieHue 00paTHOM CBA3BIO;

rJ HAaCTaBHUYCCTBO U MOTUBHUPOBAHUC.

Pa3pabatbiBaercs, yTBep)KIaeTcs U TIOCTOSHHO aKTyaJlM3UPYeTCsl CTaHAApT
«l'ocymapcTBO 111 BHYTPEHHEIO KIHMEHTA», B COOTBETCTBUM C KOTOPBIM IIPOBOIUTCS
o0OydYeHHUEe U MOBBIIIICHNE KBATU(PUKAIINH COTPYIHUKOB.

Jlns oOMeHa yCHEeNIHBIMU MPAKTUKAMU MO YJIYYIICHUIO KaueCTBa KIMEHTCKOTO
OTIBITA CO3/1aeTCs eauHast iargopma 3HaHUN U HABBIKOB.

8. OcHOBHBIE MeTOIMYecKHe J0KYMeHThI BHeipeHust CTanaapra

8.1. JInsa BHeapenus Ctanmapta pa3padaThIBAIOTCS, YTBEPXKIAIOTCA M MOCTOSIHHO
AKTyaJIM3UPYIOTCS OCHOBHBIE METOJUYECKUE TOKYMEHTHI HA MEKBEIOMCTBEHHOM yYPOBHE:!



>
>

PYKOBOJCTBA MO KIIMEHTOLUEHTPUYHOMY AU3aiHY U MPOTOTUIIUPOBAHUIO YCIYT U
CEPBUCOB;

IOPSIOK BEACHUSA DPEECTPA JKU3HEHHBIX CUTYyallMd, BKJIIOYasi METOHOJIOTHIO
yIpaBJICHUS CTPYKTYpPOH mpoduis;

06y11a101111/1e MCTOJHUYCCKHUC MaTcpualibl JJIA IIOATrOTOBKH KpocCcC-
(byHKLII/IOHaJII)HBIX KOMaH/[T OpPraHoB BJIACTU U YIIOJTHOMOYCHHBIX OpPT aHHSaHHﬁ;

IOpAAOK IMTPOBCACHUS MOHUTOPHUHTA YAOBJIICTBOPCHHOCTHU KIIMCHTOB,

perjiaMeHT B3auMOJIEUCTBHSI OpraHa BJIacTH U YIOJHOMOYEHHOW OpraHu3aluu
¢ [IpoekTHbIM OducoMm;

MCTOJWKA BBISABJICHUS U U3YUYCHUA l'IOTpe6HOCTeI\/’I KIIMCHTOB, BKJIIOYasd.

[ mpaBuia coopa uHGOpPMAIMK O KITHEHTCKOM OIIBITE;
[ mpaBMIIa IOCTPOCHUS KapT KIMEHTCKUX My TEeH;

[/ TpeOOBaHHS K IOJArOTOBKE PEKOMEHJIAIMIA I10 TOBBINICHUIO KayecTBa

KIIMEHTCKOI'O OIIbITA.
MCTOJHUKA pa3pa60TKH M aKTyaJIn3allMM KIIMCHTCKUX CLICHAPHUECB,
Tpe60BaHI/I}I K IMOATrOTOBKE OTBECTOB HAa YaCTO 3aJaBAC€MBbIC€ BOIIPOCHI KJIMCHTOB,

METOJMKA MPOEKTUPOBAHUS HOBBIX YCIYI U CEPBUCOB, PEUHKUHUPHUHTA
CYILIECTBYIOLIUX YCIYT U CEPBUCOB.

8.2. lna BHeapenus Cranaapra pa3pabaTbIiBalOTCs, YTBEPKAAIOTCS U MOCTOSHHO
AKTyaJIM3UPYIOTCS OCHOBHBIE METOJUYECKUE TOKYMEHTHI Ha YPOBHE OpPraHOB BJIACTH U
YIOJHOMOYEHHBIX OpraHU3alui:

I
l

IMOPAAO0K BBIABJICHUA N U3YUCHUA HOTpGGHOCTef/'I KJIIMCHTOB,

MOPSIZIOK TIPOCKTUPOBAHUSI HOBBIX YCIYI M CEPBUCOB, PEUHKUHUPHUHTA
CYILIECTBYIOLIUX YCIYT U CEPBUCOB,;

npaBuiia (CTaHAApT) OpraHa BIACTU WJIM YIOJHOMOUYEHHOW OpraHu3aiuu
TeIe(OHHBIX KOMMYHHUKAIIMH C KIIMCHTAMU;

0aza 3HAHUWM, cojepkamias Ia0JOHBI OTBETOB OpraHa BIACTH WU
YIOJTHOMOYEHHOM OpTraHU3allMK Ha TUTIOBBIC OOpaICHHSI KIIMCHTOB,;

npaBuia (CTaHAapT) OpraHa BIACTH WM YHOJHOMOUYEHHOW OpraHu3aluu
IIICbMEHHOTO B3aUMOJCUCTBHUS C KIIMEHTaAMU;

npaBuia (CTaHAapT) OpraHa BIACTH WM YHOJHOMOUYEHHOW OpraHu3aluu
KOMMYHMKAILIUX C KIIMEHTAMHU B COLUAJIBHBIX CETSIX U MECCEHIDKEPAX;

npaBwia (CTaHAApT) oOpraHa BJIACTH WM YHOJHOMOYEHHOW OpraHu3aliu
npodeccuoHaTbHOT0 00CTYKMUBaHUS KIMEHTOB P JINYHOM B3aUMO/ICHCTBHH,

METOJMYECKHE PEKOMEHIAUN M0 O(POPMIICHHIO OTAEICHUN JIMYHOTO MpHeMa
Oprasa BJIacTH U YIOJIHOMOYEHHON OpraHu3anui, 000COOICHHBIX YUPEKICHUN



[0 TPEAOCTABJICHUIO YCIYI U CEPBHCOB B PEKUME «OIJHOIO OKHa» B €IUHOM
¢bupmMeHHOM CTHIIE;

npaBwia (CTaHAApT) OpraHa BJIACTH WM YIOJHOMOYEHHOW OpraHu3aliu
KOMMYHHKAIIUA B MECTaX JJIUTEIbHOIO HAX0XKICHUS KIIMEHTOB.

9. BHeceHue n3MeHeHUil U JonoJHeHnid B CTanaapr

9.1. TloaroroBKa W PacCMOTPEHHE MPOEKTOB HOPMATHBHBIX MPABOBHIX aKTOB O
BHECEHMM H3MEHEHH B HacTosAmUi CTaHIAapT OCYHIECTBISIETCA B YCTAaHOBJIECHHOM
MOPSIIKE C YY€TOM OCOOCHHOCTEH, MPETyCMOTPEHHBIX HACTOSIIIUM Pa3IeIOM.

9.2. llpennoxxenust 0 BHeCEHHH W3MeHEeHH B CTaHIapT TOTOBATCS HAa OCHOBE
pe3yJIbTaTOB MOHUTOPUHIA €r0 BHEAPEHHS B OpraHax BJIAaCTH M YIOJHOMOYEHHBIX
OpraHu3aIusX.

9.3. Buecenue Ha paccmotrpenue B IIpaButensctBo Poccuiickoit ®eneparuu
[IPOEKTa IPABOBOIO aKTa O BHECEHWHM W3MEHEHUN B HacTosmmii CTaHaapT MOXKET
OCYIIECTBIIATHCA 10 UHUIIUATUBE:

>

>
>

>
>

>

[TpoextHOrO OdHuca;
[TpaBUTETHCTBEHHON KOMHUCCHU 110 TIPOBEACHUIO AIMUHUCTPATUBHON PePOPMBI;

[IpaBUTENHCTBEHHON KOMHUCCHM MO IU(PPOBOMY Ppa3BUTHIO, MCIIOJIB30BAHUIO
WHGOPMAIIMOHHBIX TEXHOJOTHHA IJIs YIYYIIeHHs KadecTBa >KU3HH W YCJIOBUU
BEJICHUSI IPEANPUHUMATEIIBCKON AEATENBHOCTH,

YII0JITHOMOUYEHHOT O 110 ITpaBaM 4desioBeka B Pocculickoit denepanny;

YnomaomouenHoro npu Ilpesmpenre Poccuiickon @Pepepauuu 1o InpasaMm
pebenka;

(benepasibHOrO OpraHa HCHOJHUTEIBHOW BJIACTH, OpraHa TrOCYAAapCTBEHHOI'O
BHEOIO/KETHOTO  (DOHAA, TOCYJAapCTBEHHOM KOPMOpalMM, HAJAEJICHHbIX B
COOTBETCTBUU C (heepaIbHBIM 3aKOHOM IOJHOMOYHUSIMHU IO TNPEAOCTABICHUIO
rOCYJIapCTBEHHBIX YCIIYT B YCTAHOBJIEHHOU cepe NesTeNbHOCTH,;

VMHBIX OpPraHOB MCIIOJHUTEIBHOM BJIACTM W OpraHW3allMi — MpH HAIWYUAH
cooTBeTCcTBYIOmMX  nopyueHuit  [Ipesmnenrta  Poccuiickoii  depepanuu,
Nopy4YeHun, conaepxkamuxcs B aktax [IpaBurensctBa Poccuiickonn denepanuu,
MIPOTOKOIAX 3aceJaHui [IpaBurenbcTBa Poccuiickoii Oenepauny,
KOOPJIMHAIIMOHHBIX M COBEHIATeNIbHbIX opraHoB IIpaBurenscTtBa Poccuiickoii
Oenepaunn, BosrmaBiasieMmbix lIpencenarenem IlpaButenbctBa Poccuiickoi
@enepaun unu  ogHUM U3 3amectureneid llpencemarens IlpaBurenbctBa
Poccuiickoit @enepannu (B COOTBETCTBUU C pacrpeiesieHHeM 00sS3aHHOCTEN),
3amectureneM lIpeacenarens IlpaButensctBa - PykoBoaurenmem Ammapara
IIpaButensctBa  Poccuiickon ~ @Penepaunu, nopydyenud  lIpencenmarens
IIpaButenbctBa Poccuiickoit denepauy U €ro 3aMeCTUTEINEN, COAEPKAILUXCS B
MPOTOKOJIAX MPOBEICHHBIX UMY COBEIIAHUN U B PE30OTIOLUSAX;

9.3. Buecenue Ha paccmotrpenue B IIpaBurtensctBo Poccuiickoit ®eneparuu
MIPOEKTa IPABOBOT'O aKTa O BHECEHUU MU3MEHEHU B HacTosAmui CTaHAapT IO UHULIMATUBE



OpraHOB M OpraHM3aluil, yKa3aHHBIX B HacTosAUleM paszaene Crannapra, OCyIleCTBIAETCS
IpU HAJIMYUU COTJIAacOBaHUA MpoekTa [IpoekTHrIM ohricoM Mo KIMEHTOICHTPUYHOCTH, a
IpU OTCYTCTBUM TAKOT'O COIJIACOBAaHHUA (B Clydyae HaJIM4YMs PA3HOIIACUU MO MPOEKTY) —
IIPY HAJIMYMU IIPOTOKOJIA O MIPOBEACHUU COTTIACUTEIIBHOIO COBEILIAHUH.



