flocypapcTtBO
ans nopgen

CTanpapT

«locypapcTBO
ang nogen»
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focypapcTBO
ang nopen

CtaHpapT «locypgapcTBO ong nogemn»
(cokpaweHHas Bepcus)

Kakyto uenb npecnepyet npuHaTue paHHoro CtaHpapTa?

YcTaHOBUTHL TpeboBaHUS Mo BHEAPEHUIO KITMEHTOLLEHTPUYHOIO Noaxona B rocygapcTBEHHOM

Y MyHULMNANbHOM ynpaeneHun. KnmeHToLeHTPUYHbIA NoAX0oM NO3BONSET BbIgBMATb U U3y4aTb
MOTPEBGHOCTU KNMEHTa U MOCTOSHHO yny4llaTb B3aUMOAENCTBME ANg YO,0BNEeTBOPEHUS

ero noTpeBHOCTEN C HaMepeHNeM NPeB30NTU ero OXngaHus.

Kakux apdpekToB no3BonuUT ooctudb npumeHeHme CtaHpgapra?

YnoBneTBOPEHHOCTb Jilogen MpuBnekaTesbHOCTb CTPaH

. OJ19 XXU3HU, nocelleHud, paboTbi
3a cyeT 6osiee agpecHoOU AesaTeNbHOCTHU

rocypapcTBa (He3aMeTHOro, korga HeT 3a c4eT HOBOU KynbTypbl, OCHOBaAHHOM
notpebHocTel, 1 3a60TNMBOro, Korpa Ha B3aMMHOM [,0BEPUU U YBaXEHUU
OHW BO3HMKAIOT) rpaxpaH n rocygapcrsa

KakoBbl kniroueBblie upeun CtaHpapra?

yOooBrieTBOpeHue noTpebHocTew pelieHne NpobnemM KIMeHToB
KJIMEHTOB U1 NpenBoCXuLLEeHNE LLeSTMKOM B paMKax XWU3HEeHHOMN
oxXungaHum cuTyaumm
~ NOCTOSHHOE yNny4ylleHne N NnpoakTUBHOE NpensioXeHue ycnyr
w B3aMMOOeNCTBNSI OpraHoOB BNacTu 1 CepBUCOB

M YNOSTHOMOYEHHbIX OpraHn3aumi
C KIIMEHTOM

KTo aBnaerca ksimveHToM KTo o693aH npuMmeHaTb
B NnoHnMaHuu CtaHpapTa? cTaHpapT?
dusunyeckune nnua n nx 3aKkoHHbIe V opraHbl FOCYﬂ,apCTBeHHOVI BJ1aCTun

npepctaBuTenu, obpaTmBLuMecs (Unn KoTopble

noTeHLUManbHO MOryT 06paTUTLCS) C 3aNpPOCOM v/ OpraHbl MECTHOrO CaMOyMpaBneHus

O NPeAoCTaBNEHUN yCnyr, BT. 4.. v/ rocygapcTBEeHHble U MyHMLMMNabHble

v/ rpaxpaHe PD ydpexpaeHus



V NHOCTpPaHHbIe rpaxnaHe

v

«/ Jnvua 6es rpaxgaHcTea

nvua ¢ 4BOMHbBIM FpaxaaHCTBOM

MHble opraHn3auun, ynoJiIHoMo4eHHble

B COOTBETCTBMM C 3aKOHOOATEeJIbCTBOM P,
B T. 4. Ha OCHOBaHMKN 0OroBopa,
npenocTaBNdaATb YCIYyrn  cepBUCHI
KIneHTaM

PYKOBOASII.IJ,Me npuHUUNnbl, nogaep>Xxumeavwouwune LeHHOCTU

KJIMeHTOUeHTPUYHOIro rocygapcrBea

PaBHbI pocTyn

: { } Db deKkTUBHOCTb U yOo06CTBO

P YdeT ocoBeHHOCTel KaXaoro KneHTa u »
NOCTPOEHME YCNyr 1 CEPBUCOB BOKPYT €ro
notpe6HocTeMn

O6beKkTUBHOCTb

n 6ecnpmncTpacTHOCTb

lad

MNpocToe n ynobHoe pelueHne 3agay
K/TMeHTa, BMECTO UCMNOJTHEHUS popMabHbIX
byHKL MM

O6ecneyeHne aKOHOMUYECKOM
3¢pPEeKTUBHOCTHU NpoLLeaAyp 1 Npasun

[MocTogHHOE noBbiLLleHne
KayecTBa U MPOaKTUBHOCTb

P [penocrasneHue akTyanbHo [ g
nHdpopmaLmm, MOTUBUPOBaHME
NpMHMMaeMbix pelueHmnii. MoolwpeHne
oBpaTHO CBS3U, NPU3HAHMNE UMEIOLLMXCS
npo6nem

¥
[w EQMHCTBO U LLeNOCTHOCTb

p [llocneposaTtenbHble [ENCTBUS U pPeLLeHNS »
Ha OCHOBE AO0CTOBEpPHbIX OaHHbIX

N
’,? OTKpbITOCTb

p OTkpbiThI AHanor rocynapcTsea 1 Yenoseka >

p locynapcTBo MOMHOCTLIO MOHMMaeT
noTpe6HoOCTWN YenoBeka >

BHepopeHWe nHHoOBaL M, onepexatoLyme
[OeNCcTBuUS, NoBbilleHWe Ka4yecTBa,
ycTpaHeHue owmnbok, MpoakTUBHOCTb.

BsaunmHoe goBsepue

M 6e30MacHoOCTb

BesonacHocTb B3anMopgemncTeus,
BbIMOJIHEHUE O6eLU,aHVII7I,
KOHd)MJJ,eHLWIaﬂbHOCTb AaHHbIX

r -1

E NpospayHocTb

L |

NHdopmaumra npepocTaBngeTcs B MOHATHOM
dopme

MpuHaTble peleHna u [OCTUTHYTbIe
pe3ynbTaTbl 4OCTYMHO OGbICHSIOTCS



Peannsauusa KJIMeHTOUeHTPUYHOIro nogxona B rocynapCcreeHHOM
n MyHuMumnaiabHOM ynpaBJ/ieHUU

OTBeTCcTBEHHbIE = .
3a npepocTaBneHune ycnyr ] NpoexTHeIit odpuc
& 5 paMkKax XXM3SHEHHOM
I]y CuUTyauum opraHbl B/lacTu ConpoBoxaeHue peannsauum
" yNOoJIHOMOYEHHDbIe KJIMEHTOLLEHTPUYHOIO nMoaxona
opraHusauum B rocyfapCTBEHHOM N MYHULUMaNbHOM

ynpaBneHuu obecne4dumBaeTcs [NpoekTHbIM
0®dUNCOM MO KIIMEHTOLLEHTPUYHOCTMU,
KOTOpPbIV 9BN9eTCd LEHTPOM MEeTOL010rUmn
M 3KCMNepTU3bl BHEOPEHMUS
KJIMEHTOLLEHTPUYHOIO Nnoaxoaa

Ha pepepanbHOM, perMoHa IbHOM

U MYHULMMNANbHOM YPOBHSX yrnpaBneHus.

KnueHToLEHTPUYHbBIN Noaxon,

B rocyfapCTBEHHOM N MYHULUManbHOM
ynpaBfeHnn BHEAPSETCS NOCPEACTBOM
BbIMNOJIHEHUA OpraHaMum BJ1aCcTun

M yNoJIHOMOYEeHHbIMU OpraHn3aunamm
TpeboBaHui CTaHgapTa.

Ponb B peanusauuu Ponb B peanusauuun
KJSINEeHTOLeHTPUYHOro noaxona KJINEeHTOLLeHTPUYHOro noaxona
p OnpepeneHune XM3HEHHbIX CUTyaL i1 p BoinonHeHune dyHkUMn onepaTopa peecTpa
[NS BHEAPEHUS KIIMEHTOLLEHTPUYHOIO XWN3HEHHbIX CUTYaLUn
nopxopa B rocyfapCTBEHHOM
W MyHULIMNANbHOM yrnpaBneHnm B Conposoxpetve Gopmnposahus
KpoccdhyHKLIMOHaNbHbIX KOMaHp,
P VYrBepxaeHue nnaHoB No BHeApPEHMIO W3 NpepacTaBuUTESIEN OPraHoOB BNacTw,
KNMEHTOLLEHTPUYHOIO nogxoaa YMOSIHOMOYEHHbIX OpraHusauni,

pa3paboT4MKOB NPOTOTUMOB yCNyr

P DopmuposaHue ons peanusaunm NnaHos 1 CEPBICOB, MHBIX SKCMEPTOB

Kpocc-dpyHKLUMOHaNbHbIX KOMaHA,
p BbigBneHue n nsydeHune notpebHocTen

P O6ecneyeHune peannsaumm nnaHos T A e

Mo BHE4PEHM IO KITMEHTOLEHTPUYHOIO
nogxopa Pp PaspaboTka n NOCTOgHHOE yny4lleHne
pykoBOoACTB NO KIIMEHTOUEHTPUYHOMY
AN3alHy 1 NPOTOTUMNWPOBAHWIO YCNyr
M CEpBUCOB

P O6ecnedeHne KOHTPONS QOCTUXEHMS
rnokasaTenen KITMeHTOLUEeHTPNYHOCTU

P TecTuposaHue Ha LeneBbiX ayAUTOPUSX
MPOTOTUMOB YCIYr U CEPBUCOB
MPUOPUTETHBIX XNU3HEHHbIX CUTYyaLUn
00 UX BBOOA B 3KCMyaTaLMio B paMKax
cneunanmaMpoBaHHOro NnogpasneneHns
«JlabopaTopus Nonb30BaTENbCKOIro
TecTUpoBaHUS»

p [lpuopuTeTHble XM3HEHHble CUTyaLmnm
onpepenstoTcs [NpoekTHbIM oducom

exerofHo
P MOHUTOPUHT yAOBA-TW KIIMEHTOB
p KoHcynbTuposaHue no Bonpocam

BHegpeHUda KIMMMeHTOUEeHTPMNYHOIro nogxona



E Tpe6oBaHUS K BbISIBJIEHUIO U U3YHEHUIO NOTPpe6HOCTEeN KIMEHTOB

«/ OcHoBbIBaTbCSa Ha O6BEKTUBHbIX AaHHbIX

«/ YuuTbiBaTb 0OCOBEHHOCTU U HABbIKM KaXg0M rpynnbl KIIMEHTOB
v/ MoowpaTb o6paTHYO CBA3b CO CTOPOHbI KJIMEHTOB

«/ PasbdcHaTb knMeHTaM pesynbTaThl NpoBeAeHHbIX paboT
STanbl
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CermeHTauus KJIMEHTOB

OTHeceHMe N3yYeHHbIX FPYMn KIIMEHTOB K XU3HEeHHbIM cuTyauunam (KC) n npodpunsm
KJIVEHTCKOIO CEerMeHTa

C60p cBegeHUN o0 KJIINMeHTCKOM onbiTe

Nay4yaeTca nctopmsa B3aMMogencTems KIIMEHTOB C rOCYAapCcTBOM, GOpMUPYIOTCS
M NPOBEPSIOTCS MMMNOTe3bl O KIIMEHTCKOM OnMbITe

Paspa6oTka (akTyanusauus) KapT KJIMEHTCKUX NyTewn

KapTbl copnepxaT: onncaHue XC, onmcaHue npoduns KIIMEHTCKOrO CErMeHTa, TUMoBble
NnoTPeBHOCTU KNMEHTa, AeNCTBUS KIIMeHTa OT MOMEeHTa BO3HUKHOBEHUS NoTpeBGHOCTewN

0,0 MOMEHTa UX YO,0BMeTBOPEHUS, BUAbI (TUMbl) NOYHYEHHbIX KITMEHTAMU YCIyr U CEPBUCOB,
TOYKWN B3aUMOLENCTBUS C OpraHaMm BNnacTu 1 YNOJIHOMOYEHHbIMU OpraHMU3aLmnsamu,
No3UTUBHbIE HabnOEeHUS U TUMNoBble Npo6neMbl

MpuHaTUE pelieHuin No UToraM N3yvyeHusd noTpebHocTen KJINEHTOB

p OnpepeneHve NPUOPUTETHbIX ANS YAOBIETBOPEHNS NOTPEBHOCTeN 1 peLueHns
BbISIBNIEHHbIX NPo6aeM rpynnbl KIIMEHTOB

P Pa3spaboTka peKoMeHZaLuui No NoBbILLEHMIO KaYecTBa KJIMEHTCKOro onbiTa

’ [JoBeneHve 0o KJIMEHTOB pe3ynbTaToOB BbIFABI€HUA U N3YyHEHUA UX ﬂOTpe6HOCTeﬁ

Kakue TunoBble NOTpe6HOCTHU BbIAENAIOTCH, U3y4HaloTCA
M aKkTyanusupyrrtca?

&

=

MoTpebHOCTH, KOTOPbIE MOTYT YOOB/ETBOPSATLCS MyTEM NPeaoCTaBNeHUs yCnyr

1 CEepBUCOB B COOTBETCTBMU C TpeboBaHuamu CtaHgapTa. g Taknx notpebHocTen
paspabaTbiBalOTCH U (UNN) aKTyanm3npyoTCs KJIMEHTCKUE cueHapumn, obecrnedmsatoLme
fecLlOBHOE B3aUMOYBS3aHHOE MPOXOXAeHWe KITMEHTCKOro nyTu

MoTpebHOCTU, B OTHOLLEHNM KOTOPbIX BefeTcs paboTa No UX YAOBNETBOPEHMUIO 3a cHET
NpPoeKTUPOBaHNS/PENHXNHUPUHIA YCIYT U CEPBUCOB B COOTBETCTBUM C TpeboBaHMGIMU
CranpgapTa. [1ng Taknx noTpebHOoCTe NPoeKTUPYIOTCI/PENHXNHUPYIOTCS YCIyrn

M cepBUCHI



MoTpebHOCTH, KOTOPbIE HE MOTYT 6bITb YAOBNETBOPEHbI B TEKYLLUX YCITOBUSX

M B Heo6XxoauMble ANs KNTMEHTOB CpokU. [1ng Takmx noTpebHocTer B UHHOPMaLMOHHbIX
cuctemax BeQyTCs OTBETbl Ha HacTo 3agaBaeMble BONpPOChl, 0693aTeNIbHO yKa3biBaloTCS
NPUYNHBbI HEBO3MOXHOCTU UX YOOBNETBOPEHMUS

E Tpe6oBaHUS K NPOEKTUPOBaHUIO/PENHXXUHUPUHTY YCJyT U CEPBUCOB

OCHOBbIBaTbCH Ha pe3yJ/ibTaTaX BbldB/I€eHUSA \/ Y4nNTbiBaTb HOBble TEXHOJIOM MU
N N3y4vyeHud I'IOTpe6HOCTel7I KIINMeHToB n opyrme BO3MOXHOCTU A4 NOBbILUEeHNS

Y4nTbiBaTb BO3MOXHOCTU UCMOJIb30OBaHU4A

noTpebuTeNnbCKOMN LLEHHOCTH
rocyfapCcTBEeHHbIX YCIyr U CEPBUCOB

yOO6HbIX 4N KNMEHTOB To4YeK
B3aMMOAENCTBUS C OpraHamMm BnacTm +/ BOBneKaTb KJIMEHTOB B pa3paboTky
M YNOMTHOMOYEHHbIMU OpraHu3aunsamMm U TeCTUpPOBaHMe NPOTOTUMNOB yCNyr

«/ OCHOBbIBaTbCH Ha U3y4YeHun LndpoBom

n cepBUCOB 00 BBOA4a UX B aKCMNnyaTauuto

MHbpPacTPYKTYypbl M OpraHm3anmm v/ nNpuBOAUTL K NOBbILLEHUIO Ka4ecTBa
npoLeccoB NpenocTaBfeHns ycnyr KJINEHTCKOro onbiTa

M CEpBUCOB B OpraHax BracTu

M YNOTHOMOYEHHbIX OpraHu3aumnsx

STanbl
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MoproroBka K l'lpoeKTVlpOBaHMIO/peMH)KMHMleHFy ycnyrn cepBucoB

OcHoBoOM oNg NOAroTOBKU BbICTYNaOT KapTbl KIIMEHTCKUX NyTEN U peKoMeHaaLMm

Mo MOBbILLIEHMIO Ka4eCcTBa KJIMEHTCKOro onbiTa. B paMkax peuHXUHUPUHIa Ha 4aHHOM
aTane aHanM3upylTca TpeboBaHMS K MPefoCTaBEHMIO YCITYT U CEPBUCOB, MpakTMka

UX NpefocTaBrieHnd, ONMCbiBaeTCq TEKYLL UM npouecc (KkapTa KIIMEHTCKOro nyTu
COOTHOCUTCY C YTBEPXAEHHBIMU KIIMEHTCKUMU cLueHapuammn). Kak npu penHXnMHUpUHre,
Tak 1 Npu pa3paboTke HOBbIX YCIYyTr M CEPBMCOB Ha AaHHOM 3Tane aHann3npyrTCcs
ny4lime npakTUKM NpeaocTaBieHUs YCIyr, OLLeHUBAOTCS BapuaHTbl NpefocTaBeHus,
pelwatoume BbigBneHHble NpobrieMbl, paspabaTbiBaeTCcs U ONMUCbIBAETCS LiesieBoM
KJIMEHTCKUM CLeHapuii.

Paspa6oTka un TecTupoBaHue NPOTOTUMNOB YCNYr U CEPBUCOB, BXOASLLUX B LLesIeBOU
KJIMeHTCKUIN cueHapui

[lng HoBbIX yCnyr cHadana paspabaTbiBaeTCcd BepxXHeypOBHEBbIM NpoToTun (anbda-
Bepcua). MNpu penHXUHUPUHIe AaHHbINV LWar NnponyckaeTcs, cpa3y pa3pabaTbiBaeTcd
OeTannsnpoBaHHbIv NpoToTun (6eTa-Bepcus). Bce npoToTmnbl o693aTenbHO TECTUPYIOTCS
Ha ueneBblX ayauTopusx, pesynbTaTbl TECTUPOBaHUS obpabaTbiBaloTCH, FOTOBATCS
U3MeHEHUS B ONncaHue LeneBoro KIIMEHTCKOro cueHapus (npn Heob6xoammMocTu)

M NpensioxeHus no paspaboTke/M3MeHEHMIO HOPMaTUBHbIX NPaBOBbIX aKTOB.

Beop ApOTOTUNOB YCN1Yyr u CepBUCOB B 3KCnNlyaTauuro

Pe3yanaT: yTBep>XaeHHble HOpMaTUuBHbIe NpaBOBbl€ akKTbl, UHble OOKYMEHThI,
HeobxoouMble ong BHeOpeHna getaam3npoBaHHOro npoTtoTmnna ycnyru nnm cepeuca,
BBeD,eHHbIl‘;I B MPOMBbIWIEHHYIO 3KCrJlyaTalnio NpoToTUN YCIN1yr nim cepBuca.

MOHUTOPUHI yA,0BNEeTBOPEHHOCTU KJIMEHTOB



E Tpe6oBaHUS K NpoLecCy YAOBNIETBOPEHUS NOTpe6HoCTeM KNIneHTa

+/ OCHOBbIBaTbCH Ha pe3yfnbTaTax BbigaBneHns «/ MUHUMU3NPOBaTb HEOBXOAUMOCTb

U U3y4eHUs NoTpeBHOCTEN KIIMEHTOB o6 palleHUs KIMeHTa B opraHbl BlacTu

M YNOJTHOMOYEHHbIE OpraHmM3auumn, Bpemst

v/ pelwatk Npo6nemsl KnmeHTa HEAIkoM U CITOXHOCTb Takoro B3aMMogencTems

B paMKaXx XU3HEeHHbIX CUTyauni

+/ obecne4dyuBaTb UCnonb3oBaHMe YOO6HbIX

v/ ofecneunsaTh NpeuMyll. NPOaKTUBHOe ONS KIIMEeHTOB TOYEK B3aMMonencTeus

NpenocTasneHne ycnyrn cepsncos C opraHamu BnacTu U YrnoJIHOMO4YEHHbIMMU
+/ obecneunBaTb 06paTHYIO CBA3b epraHusaLliasamn

06 ynoBneTBOPEHHOCTU KJIMEHTOB
STanbl
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YnpaBneHue cornacuem Ha NpoakTUBHOE NpepocTaB/ieHne YCJyr U CEpBUCOB
B paMKaX XU3HeHHON cuTyauum

Kak npaBuno, ycnyrm n cepemcbl 0kasblBaloTCd MPOaKTUBHO MOCie NoydYeHns
COOTBETCTBYIOLLEro cornacus KiimeHTa B yqo6HoOW Ans Hero Touke B3aMMoaencTeus.
Cornacue MoxeT 6bITb f@aHO Ha BCe ycnyru u cepeuchl B pamkax XC

WK Xe Ha oTaesbHble YCNyru n cepBuchl. Cornacnme MoxeT 6biTb OTO3BaHO.

OTHeceHMue KJSIMeHTa K XXU3HEeHHOU CUTyauum

OTHeceHUe KJIneHTa K I'IquJVI.HI-O KJIMeHTCKOro cermMeHTa

Onpe,u.eneHMe TUNOBbIX I'IOTpesHOCTEﬁ KJINeHTa

OnpepenseTcs Ha ocHoBe MH$OopMaLKnm 06 oTHeceHUU knueHTa K XC, npodunio
KTMEeHTCKOro CErMeHTa.

Onpep.eneHMe I'IOTpesHOCTEﬁ KJiIneHTa Ha oCHOBe uctopuum B3aMMOﬂ9ﬁCTBMﬂ
C KJINeHTOM

Paspa6oTka npeaBapuTesibHOro KJIMEHTCKOro cueHapusa nyTem nog6opa ycnyr
M CepBUCOB AJ19 YA,0BNeTBOPEeHUs NoTpe6HoCcTen KIMeHTa

MopTBep>xpeHue un (UKU) yTOUHEHNE NOTpe6HOCTEeN KJIMEHTOB NPU KOHTaKTe
C KJINEeHTOM (B T. 4. runoTes 2,3,4 3TanoB)

Cutyauumsa 1. EcTb cornacme Ha NpoakTUBHOE NMpeaocTaBlEHME YCNYyr U CEPBUCOB.
BsaumopgericTBue ocyLLecTBNSETCS B yOO06HOM ANd KIMeHTa ToYKe, yKa3aHHOMU

B Npodure, a Npy OTCYTCTBUMU — B yOOO6HOM ANg rpynrbl KIIMEHTOB TOYKe U3 npodund
u (nnun) B uMdpoBbIX ToUkax B3aumogeincTeus. KnneHTy npegoctaensgetca nHo.

O cornacuvm, Ha OCHOBaHMKM KOTOPOIro Takoe B3aUMOLENCTBME OCYLLECTBISETCS.

Cutyauusa 2. Cornacus HeT. IHMUMaTOpOM NEPBUYHOIO B3aUMOA, -5 BbICTyMaeT
KJIVEHT.
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BHeceHue cBegeHUM o noaTBep>XXaeHHbIX I'IOTpesHOCTﬂX KJINeHTa B Ll,VIq)pOBble
CUCTeMbl opraHoB BJ1aCTU

PaccMoTpeHue n ypoBneTBopeHmne noTpe6HOCTEM KJINEHTOB

|_|Op9|,EI,OK B3aMMOJJ,el7’ICTBMS| C KJIMEHTOM 3aBNCUT OT BOBMOXHOCTUM yOOBJ1€TBOPEHUNS
ero notpebHoCTW.

CueHapuii 1. [1oTpeGHOCTU HeNb39 yOOBNETBOPUTD

1. UHpopmaLms o npuHmMHax, Mo KOTOPbIM HENb34 YO0B/IETBOPUTbL €ro MoTpebHOCTH,
NpenocTaBNAeTCS KIIMEHTY MO ero 3anpocy.

2. B oTHOLIEHUU KNTMEHTa PUKCUPYIOTCS CTaTyCbl yOOBNETBOPEHUS MOTPEGHOCTEN.

3. PaccmaTpuBaeTcsd BO3MOXHOCTb pa3paboTkm HOBbIX YCNYr U CEPBUCOB,
PENHXWUHUPUHIa CYLLEeCTBYIOLLUX YCIYT U CEPBUCOB, akTyanusaLumu KJIMEHTCKUX
cueHapues.

4. MNoppepxuBaeTca o6paTHas CBS3b C KIIMEHTOM Ha Clly4Yal, eCriv NosiBUTCS
BO3MOXHOCTb YA0BETBOPEHUNS MOTPEOHOCTM.

CueHapuii 2. [10Tpe6GHOCTM MOXHO YO,0BNETBOPUTb, HO OTCYTCTBYET YacTb CBEAEHUN
O KIMeHTEe Ha MOMEHT B3aMOLENCTBUS

1. B pexnMe «ogHOro okHa» obecrne4ymBaeTcs BO3MOXHOCTb 3arnosiHeHUs hopMm
OaHHbIX C HepocTalwen NHd-el (3anonHeHne popM 3aHUMaeT He Gonee 10 MUH).

2. CBepeHuda nonagatoT B LudbpoBov Npodunb KIIMEHTa M aBTOMaTUYECKM
NMpoOBEPSAOTCA Ha HEMPOTUBOPEYNBOCTb U MPAaBOMOYHOCTb NMPenoCTaBNEHUS YCnyrm
Wnn cepsuca.

CueHapwuii 3. [10Tpe6GHOCTM MOXHO YO0BNETBOPUTb, OPraHbl BIacTu U
YyMosIHOMOYEHHbIe OpraHM3aLmn obafatoT AOCTaTOYHbIMU AaHHbIM

1. ABTOMaTmn4eckm nogbupaeTcs nepeyYeHb yCnyr U CEpBMCOB A1 KJIMEeHTa
Ha OCHOBaHWUM NpeaBapUTESIbHOIO KIIMEHTCKOIO CLLeHapUs.

2. TpebyeTcs N HENOCPEACTBEHHOE B3aUMOAENCTBME KIIMEHTa C OpraHaMm BfacTu
M YNOJTHOMOY€EHHbIMW OpraHn3aLusMm s onpepeneHns NpaBoMOYHOCTHU
npegocTaBneHns ycnyrm?

Ecnu pa: nponsBoguTcsa 3anunchb KIIMEHTa OJ1 TaKoro BUAaa B3aMMogencTeus,
npepocTaBnsgeTca nHPopMaLms O ero MECTOHaXOXAEHUU Ha KITMEHTCKOM MYTH.
Ecnu HeT: nepcoHanbHO Nogo6paHHblIe YCNYrn U CEPBUCHI U3 KITMEHTCKOIO CL,eHapus
DOJIKHbI NPeaoCcTaBnaTbCs (MpU HaNM4YUM cornacus ot KJIMeHTa) aBToMaTUHeCcKH

B «OAUWH KJIUK» OHMIaWH Unun He 6onee 5 MUHYT Npu IMHHOM B3aUMOLENCTBUN

C COTPYyAHUKaMW OpraHoB BIAaCTU U YNOJTHOMOYEHHbIX OpraHn3aumm unm
060COBNEHHbIX YYPEXOEHUN, FOE B PEXUME KOOHOIrO OKHa» NpeaoCcTaBngaoTCS
ycnyru n cepuchl knveHTam (MOLL «Moun ookyMeHTbI», LLeHTpPbl 3aHATOCTU
HaceneHus, LeHTPbl MUrpaLmmn, TYPUCTUHECKUE LLEHTPbI U T.4,.).

4. DukcupyeTcd oLeHKa YO0BNETBOPEHHOCTU KIIMEHTa Mo eAUHOW MeTOAMUKE.

5. O6paTHas cBS3b UCNOJb3YEeTCs A1 BbISBIEHUS N U3yYeHUs NoTpebHoCTH
KJIMEHTOB, MPOEKTUPOBaHUA/PENHXNHUPUHIA YCITYT N CEPBUCOB.



MopTBep>xaeHue n (MnNn) yrouHeHUe NoTpe6GHOCTEN KJIMEHTOB NMPU KOHTaKTe
C KJINeHTOM (B T. 4. runoTtes 2,3,4 3Tanos)

Cutyauuma 1. EcTb cornacme Ha NpoakTUBHOE NpefocTaBleHMe yCnyr U CEpBUCOB.
B3anmopgencTBuMe C KIIMEHTOM OCYLLLECTBNSETCS B yAO6HOM ANS KIIMEHTa TO4Ke
B3aMMOAEeNCTBUS, yKa3aHHOMN B Npodusie KIMeHTa, a Mpu OTCYTCTBUU YKa3aHUs —

B yOOGHOW O rpyrnbl KIIMEHTOB TOYKE B3aUMOLAENCTBUS U3 NPodunsa KIMEHTCKOro
cermMeHTa u (Unu) B LNdpPOBbLIX TOYKax B3amMogencTeug. KnmeHTy npegocraBnsgeTcs
UHdOopMaLMg O cornacmu, Ha OCHOBaHUM KOTOPOIro Takoe B3auMoaencTemne
OCYLLECTBISETCS.

Cutyauua 2. Cornacus HeT. IHMUnaTopoM NepBUYHOIrO B3aUMOLENCTBUS BbICTyMNaeT
KJIMEHT.

TpeGOBaHMSI K KIIMEHTOUEeHTPUYHOCTU B TUMNOBbIX TOHKaX B3aMMOAEVICTBMQ C KJiImeHTaMm

Y knneHTa ponxeH popMUPOBATLCS MOMOXMUTESbHbIN OMbIT MPOCTOTbI U TIEFKOCTMU
OT B3aMMOAENCTBUS C OpraHaMm BflacTu U YroJIHOMOYEHHbIMU OpraHmn3aLmMaMm BHe 3aBUCUMOCTH
OT KaHaJsia Takoro B3anMogemncTeus.

g MopTanbl [lopTanbl [ONXHbI:

MpoekTnpoBaTbCy C yHeTOM NOTPEBHOCTEN, BOZMOXHOCTEN M 0OCOBEHHOCTEN KITMEHTOB
(B T. 4. BPEMEHHO HETPYAOCMOCOBHbIX U KIIMEHTOB C OrpaHU4YeHHbIMU BO3MOXHOCTIAMM)

MpuopuTU3MpoBaTb OTOBPaxXeHMe YCyr M CEPBUCOB B 3aBUCUMOCTU OT Npoduns
KIMEHTCKOro CErMeHTa U XXU3HEHHOW CUTYaLMKN KITMEHTa

O6ecneyunTb NOHUMaHUE, B KaKOM TOYKE KITMEHTCKOIro CLLleHapMs HaXoaUTCS KJIIUEHT,
Kakuve 0encTBUg OT Hero TpebyoTca

HdaBaTb 06paTHY0 CBI3b B OTHOLLEHUU NTIO60ro COBEPLLUEHHOIO Ha NopTasie 4eNCTBUS

VvV VvV Vv V

O6ecneyunBaTb 3anosiIHeHME $OPM C MUHUMASIbHbIMU 3aTpaTaMn BPEMEHU U YCUNTUI
(nepcoHanbHbIV BbIBOA, 9KpaHHbIX GOpM, aBToOMaTU4eckoe 3anosiHeHne dopm,
rnonckasku, FroyloCOBOW BBOA, BblfesieHne o6g3aTesNbHbIX A5 3anofIHEHUS MoJien,
COXpaHeHMe MPOMEXYTOYHbIX Pe3ynbTaToB)

MpepocTaBnaTb BO3MOXHOCTb OLLeHUTb YAOBNETBOPEHHOCTb YC/yraMu, CepBMcamMu,
pa6oToit nopTana

v

p O6napatb dyHKLMEN KPYrNOCYTOYHOIO LMPPOBOro MOMOLLHMKE M TEXHNYECKOM
rnognepxkKu

P VYuuTbiBaTb TPEGOBAHMA METOAMYECKMX peKoMeHAaunin MmnHncTepcTea cBa3m
1 MaccoBbIX KOMMYHUKaLu Poccuiickon @epepaummn N2405 ot 16.10.2015 B wactu
obecneyeHns NPOrpaMMHON HE3aBUCUMOCTU, [OCTYyMNa C MOBUIIbHbIX YCTPOMUCTB,
MYNbTUA3bIYHOCTH, 06ecrnedYeHmns HaBUraLMOHHOW N MOUCKOBOW AOCTYNMHOCTU, [U3alHY,
cornacoBaHHOCTU NOJIb30BaTENbCKMX MHTepdercoB, obecrnedeHuns
dopMaTHO-10rM4eckoro KOHTpons

P [peanonaraTb naeHTUdMKaLMIO N ayTeHTUDMKaLMIO NOCPEACTBOM deaepasnbHoOn
rocynapcTBeHHOM MHDOPMaLMOHHOM CUCTEMDI



D Mo6unbHble NpunoXxeHns MobunbHble NMPUTOXEHUS JONXHbI:

OTBe4aTb TpeboBaHMAM K NopTasnaM (3a UckveHneM TpeboBaHms o LUDPOBOM
NMOMOLLHMKE)

O6ecneymBaTb BOSMOXHOCTb COBMELLEHUS MPUITOXEHUS C OCHOBHbIMU TUNaMu
nnatdopm

BbiTb 06wenocTynHbIMKW U 6ecnnaTHbIMU A9 3arpy3Ku
O6ecne4dunBaTb 6€30MNaCHOCTb U KOHPUAEHLMANBHOCTb AaHHbIX

O6napaTb HACTPOEHHOW CUCTEMOM NepcoHanbHbIX push-yBeaoMIeHNM, MO3BONAOLLLUX
OTKpPbIBaTb NMPUIOXeHne

vV vvVvVYy Vv Vv

O6napaTb BO3MOXHOCTbIO OTKITHOHYEHUS, HACTPOMKMN HaCcTOTbl U KATEFOPUU PaCcChbIKU
push-yBegomneHni

8 CouuanbHbie ceTu, ny6nw4Hb|e 4YaTbl B MeCCeHaXepaXx

’ yTBep)K,D,eHHbIe npaBuia Mogepauunn OoJ1XXHbl ObITb pa3mMeLlleHbl B OTKPbITOM OOCTYyne
Ha Oq)VIl.I.VIaJ'IbeIX CTpaHunuax

p BsaumopeincTeue C KNMEHTOM [OKHO MHMLIMMPOBATLCS B Cry4Yasx: oduLnanbHoOro
o6palleHUs KIIMeHTa, yNOMMHaHUG opraHa BnacTu uauv ynonHOMOYEHHOM opraHusaumnm
B TEKCTE COOBLLEHNS UM KOMMEHTUPOBaHNSA odpuLManbHOM 3anncu

P Bpems oTeeTa Ha o6palueHmne KnneHTa He A,0JIXHO NpeBblilaTh 4 4acoB AN YNOMUHAHMWM
1 2 YacoB B cilyqae oduunanbHOro obpaLleHms nnm KOMMEHTapus K 3anmcu npu
MaKCUMaribHOM YPOBHE KIIMEHTOLEHTPUYHOCTM

’ LLla6nioHbl OTBETOB Ha TUMOBbIE COO6LIJ,eHVIS| M KOMMEeHTapunm KIIMeHTOB, a TakXe rnpasunia
noaoroToBKkM OTBETOB Ha HETUNoBble C006LLl,eHVI9| OOJI>XXHbl CBOEBpPEMEHHO
aKTyannanpoBaTbCyd

YaT-60TbI U nepcoHaJsJibHbie YaTbl B MeCCeHa>XXepaX n coLuunasibHbIX CeTHaX,
rosiocoBbie NOMOLLHUKHA

P [pu BbINONHEHMM DYHKUNN aBTOMATM3aUNMN PYyTUHHbIX Onepaunii LM$ppoBO MOMOLLHUK
OOJXEH:

a) OCyLLeCcTBNATb TAPreTUpPOoBaHHbIN MOUCK NOTEHLUANbHO HEO6XOAUMbIX KITMEHTY YCIyr
M cepBUCOB

6) ob6ecrnedmBaTb BO3SMOXHOCTb NMPeAoCTaBNsTb U OT3biBaTb COrlacus Ha NPoOakTUBHOE
npepocTaBneHWe YCNyr U CEPBUCOB

B) 3anpalumBaTb cornacus Ha o6paboTKy NepcoHasbHbIX AaHHbIX

r) 3arnosiHATb 3ag9BNeHUs 1 GOopMbl NPU MNOSTyHEHUN YCNYT 1 CEPBUCOB,

npyv HEOBXOAUMOCTU YTOYHSS Y KJlIMEHTa OTCYTCTBYIOLLLYIO MHDOpMaLUio

L) oTCcnexuBaTb CTaTyCbl MPOXOXOEHUS KIIMEHTCKOrO cLeHapus

€) 3anucbiBaTb Ha NIMYHbIA NpUeEM



X) obecne4ymBaTb ornnaTy roCrnoLIvMH U APYrux nnaTexemn B paMkax nosy4YeHus ycnyr
M CepBUCOB
3) yBe4OMJISTb O MOSy4YEeHUM YCNyr 1 CEPBUCOB

’ NoacTpamBaTbCs Nofa 0CO6EHHOCTH I'IpOd)VIJ'IFI KJINEHTCKOIro CerMeHTa rnpun orBeTax

@ TenedoH (konn-ueHTp)

KonuuecTBO nepeKmoquMVl Ha Opyrmx COTpyaHMKOB He O0JIXXHO npeBbilaTb ABYX

VcnonbayeTcs ToNbKO aMOLMOHaNbHO-HENTParnbHas/Mo3uTUBHas, 3aMHTEpecoBaHHas
M rpaMoTHas peyb C KpaTKMMU MHPOopMaLMOHHbIMU dpa3amu

VlCI'IOﬂb3yeTCS| TeXHWUKa aKTUBHOIO CiyLlaHun4ga

PaspabaTbiBaloTCa M UCMOMb3YOTCS CKPUMNTbI pa3roBOPOB AJ19 OTBETOB Ha TUMOBbIE
obpalleHus KIIMEHTOB

vV vV Vv

Po6oTusnpoBaHHbIe rofiocoBble MOMOLLHUKU JOSXHbI 06nanate pyHKLMen
pacrno3HaBaHWUs pedun, BOSMOXHOCTbIO pearMpoBaHus C MOMOLLbIO KJlaBUaTypbl,
coobuaTb 0 Yacax paboTbl COTPYAHUKOB U Ha3Ha4YaTb KOHCYNbTaL MU C HUMU

P KnveHT gonxeH MMeTb BO3MOXHOCTb 06paTUTbCS B KOJ-LEHTP KPYr1OCYTOYHO

B MucbMeHHoOe B3anMopgencTBUue (aN1IeKTPOHHas no4vTa, MMCbMO, COO6LLLeHUs
B IMMHOM KabuHeTe)

’ O6paTH891 CB43b C yBeJOMJIEHNEM O NoJly4eHUn nMcbMa npenocTaBideTCcyd
B Te4eHue 24 yacos

p [na npepocTtaBneHus ucHepnbiBaowero oteeTa Ha obpaleHne Heo6xoanMMo:

1. 3aKpenuUTb OTBETCTBEHHOIO COTPYAHMKA 3a NOAXOASLLMM NPOodUNEM KITMEHTCKOIO
CermMeHTa Ha NPOTIXeHUM BCero nepunoaa obpatllieHnin KnmeHTa no npobneme

. y6eouTbcs B HEeTKOCTM NMOHUMaHUS NOTPEBHOCTEN KIIMEHTa

3. opraHusoBaTb Bble3f MO MEeCTY HaxoXaeHUs KiimeHTa (Mpyv Heo6XoAUMOCTH)

4. NnpoaHanMaupoBaTb NPodUb KIIMEHTA, UCTOPUIO ero obpaLleHU, 3anpocuUTb
MHdOpPMaLUIO O KITMEHTE U NpobnemMe B paMKax MeXBeO0MCTBEHHOIO
B3aMMopOencTemg

5. noaroToBUTb NPOCTbIE U MOHATHbIE OTBETbI Ha MOCTaBIEHHbIE BOMPOCHI

N

p PaspabaTbiBaloTca U CBOEBPEMEHHO akTyannaupyroTcs 6asbl 3HaHUI, coaepxalune
LabnoHbl OTBETOB Ha TUMOBbIE o6pau.|,eHv|s| KNMMeHTOoB

p [MpenycmoTpeH dpyHKLMOHaN BbICTPON 06PaTHON CBA3M K/IMEHTOB MNPM KOMMYHUKaLUK
NnocpeacTBOM 35IEKTPOHHbIX CPEACTB CBA3U

Kakue Tpe6oBaHuga Heo6xoamMMo cobnopaTb Npy NOArOTOBKE OTBETOB Ha
o6pauwieHus kineHToB? N3b6eraTb:

p Popmanusma n kaHuengapuTa Npu BbIGope CTUNSI N3TOXeHUs (Hanpumep, OTriarosibHble
CyLLecTBUTENbHbIE, MACCUBHbBIV UKW CTpagaTesbHbIM 3anor, pacliensieHHble ckasyeMmble,
cocTaBHble M MPOU3BOLHbIE MPEeasioru)



vVvVYy VvV VvV vV vV Vv Vv

vvVvyvy Vv

Vv VvV Vv V

Opdorpadpuyeckmx, MyHKTYaLMOHHbIX, CTUITUCTUYECKUX U PaKTUHECKUX OLIMNBOK,
apXan3MoB, XXaproHHOMW U NMPOCTOPEYHOMN NEKCUKU, 93bIKOBOW arpeccum

NcnonbsaoBaHWs CIOXHbBIX CTUITMCTUYECKUX KOHCTPYKLUUN (Hanpumep, MeTadop
unm dpaseonormsmMoB)

NcnonbsoBaHug cneuunanbHbiX CUMBOJSIOB (Hanpumep, \, &, <, #)

Mcnonb3oBaHus kypcuBa, nogyYepkuBaHUi, pasHblX TUMOB HaNMcaHus, 3arnaBHblX 6yKB
ONs HanncaHus Lenoro cnoea u ocoboro amsanHa (Hanpumep, TeHn, 3D-addekT)

Ncnonb3oBaHus poHa, 3aTPyAHSIOLLEro NpoYTeHWE TEKCTa
CnepyerT:

MuHnMU3snpoBaTb ynoTpebneHue CrIoXHbIX TEPMUHOB U COKpaLLEeHUM, peako
MUCMNOsb3yeMbiX B MOBCEAHEBHOW XU3HU UU TPeByoLmMX crneLmanbHoro o6pasoBaHug

PasbacHaTb CJTIOXHYIKO TEPMUNHONOIMNIO OOCTYMHbIM 43blKOM NP HEBO3MOXHOCTU
€e UCKJTIDYEeHNnd N3 OoTBeTa, AlaBaTb onpeneneHmnsd

BbicTpanBaTb CTPYKTYpYy OTBETA JIOFMYHO U MocnefoBaTesibHO, rpynnupys
TeMaTudyeckme 6s10kmn

AKLEeHTUpoBaTb BHUMaHWE Ha LeneBylo MHbopMaLuuo B COOBLLLEHUN

BbICTpaMBaTb npenyioxXeHms B NOJIOXKNTESIbHOM KJllo4e, nsberas oTpuuaTesibHbIX
obopoToB

Ncnonb3oBaTb:

OpHO 1 TO Xe CNOoBO A9 ONUCaHUg OOMHAaKOBbIX MPenMeToB UM NPOLLECCOB MO BCEMY
TEKCTY

anIMepr ang OB BbACHEHUS CIOXHbIX 049 BOCnpUdaTnga npoueccos
KOpOTKVIe N NakoOHU4YHbIE NMpennoXeHunsa

Jlerko untaemble wWpundTbl (Hanpumep, Times New Roman, Arial unmn Tahoma)
6e3 3aceyek

JIN4HBIV NpUeM B opraHax BlacTU U YNOJIHOMOY€EHHbIX OpraHu3aumsx,
aTakXe B 060CO6IEHHbIX YYPEXAEHUSX MO NPefoCTaBNEeHUIO yCNyr
M CEpPBUCOB B PpeXUMe KOAHOro OKHa»

OTpeneHus o4HoOro npuemMa OO0JIXKHbl pacnosiaratbCd OoCTYrNnHO U y,D,O6HO Ong Bcex
TUMNOB KJTIMEHTOB

Ha ocHoBaHuK BbigBNeHUs 1 N3yyeHuns I'IOTpe6HOCTel71 KJIMeHTOB O0J1)KHa
6bITb onpepgeneHa LleJ'IeC°06pa3HOCTb JINHHOro npueMa KJimneHToB

BHelwHee v BHyTpeHHee odopMIieHMe oTAeNEeHUN OOIXXHO BbINMOSHATHCS
B COOTBETCTBUU C €AUHbIM CTUIEM

[onxHbl 6bITb BHeOpeHbl npaBuia I'IpOd)eCCMOHaﬂbHOI'O O6CJ'Iy>KMBaHMS| KJINEeHTOB

LonxHa 6bITb peanMsoBaHa BO3MOXHOCTb CAMOCTOSATENIbHOM 3arnvucu Ha NpUeM
B yOo6HOe BpeMs NocpencTBOM yaoo6HOro ong kfiMeHTa kaHana cBg3u

1"



VY

D,OI'IOJ'IHVITeJ'IbHO ang T1M4HOro npueMa B opraHax BjliaCtu N YrnoJIHOMOYeHHbIX
opraHmnsaauuax: OoJ1XKHbl ObITb paapa60TaHbl KpuUtepumu onpepgeneHund rpynrbl KIIMEHTOB,

09 KOTOopbIX Leniecoobpas3Ho 3akpenneHue 6ecrnnaTHbIX «NepCoOHanbHbIX MEHEOXEPOB»

HononHuTenbHo pns 060cob6neHHbIX yYpexXaeHU: HEO6XOAMMO AEeMOHCTPUPOBaTb
KJIMeHTaM 3a60oTy 06 okpyxatoleln cpege, obecrnevynTb Hanu4ne aNeKTPOHHOM ovepenm,
o6opynoBaHHOIoO AEeTCKOro Yyrosika, BpeMs oXugaHus ob6cny>XXnBaHmns npm o4HOM
B3aMMOOENCTBUM He OOXKHO npeBbiwaTh 15 MUHYT

Bce yupexpgeHunsa no npenocTaBieHUIo YCIyr M CEPBUCOB pekoMeHayeTcsa o6opynoBaTb
roctesom

A. D,nMTeanoe HaxoXaeHune B rocygapCTtBeHHbIX U MyHULUNasibHbIX

11 y4pexaeHuUsax npu nosy4eHuu ycnyr

BHellHee 1 BHyTpeHHee opopMIIeEHUE OTAENEHUM [OSIXKHO BbINOJSIHATLCS
B COOTBETCTBUU C €AUHBIM CTUIIEM

OonxHbl 6bITb BHEAPEHbI MpaBuia NpodeccruoHarbHOro o6cnyXnBaHUs KIIMEHTOB

Mo nToram nay4veHus n BoigBIEHUS NOTPeEBGHOCTEN KIIMEHTOB, B T. 4. NOTpebHOCTeMN

B 6e30MacHOCTU, BOXKHbI BbITb MPUHSATbI peLLEeHUs O Lienecoobpa3HOCTU yCTaHOBKMU
KPYrnoCyTOYHOM CUCTEMbI BUAEOHAbNIOAeHUS U BBEOEHUS MPOMNYCKHOW CUCTEMBI,
He 3agepXuBatoLLel NnepenBUXeHNE KITMEHTOB

LonxHbl 6bITb BHeOpeHbl npaBuia KOMMYHMKaLl,Ml‘;I C 1muamu, He goctTuruuinmmm
coBepLlieHHONIeTHero Bo3pacTa

LonxHbl 6bITb BHEAPEHbI MpaBuiia KOMMYHUKaL UM C NULaMU, HAXOASLWUMUAUCS B TIXENON
XWN3HEHHOMN CUTyaLun
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NokasaTenu KJIMeHTOUeHTPUYHOCTHU

Tabnuua 1. KntoyeBble nokasaTenu BHegpeHUd KIMMMeHTOUeHTPMNYHOIro nogxona
B rocygapCtBeHHOM 1 MyHULUMMNaJIbHOM yrnpaBJieHUN B pa3pe3e ypoaHeVl KIMNEeHTOUEHTPUYHOCT!N

YPOBeHb KINTMeHTOLUEeHTPUYHOCTHU

1 3Be3pa 2 3Be3pbl 3 3Be3pbl 4 3Be3pbl 5 3Bé3p

MokasaTenb

1. OxBaT KNIMEHTCKUMMU CLLeHapusaSMmn

(mons ycnyr v cepBucos,

npenocTaBsieMbliX KIMeHTaM B <35% 351% — 50% 50,1% — 70% 70,1% — 90% 90,1%— 100%
paMkKax KIIMeHTCKUX CLieHapueB)

2. OueHKa KnMeHTaMu MPOCTOThI MpoueHT oueHok «Jlerko» n «Ckopee nerko» B rpagaummn: 4 — «Jlerko»,

(Mo cTeneHw TpyAo3aTpPaTHOCTH) 3 — «Ckopee nerko», 2 — «Ckopee cnoxHo», 1 — «CnoxHo»

rnpouecca ynoBeTBOPeHUs

ero notpebHoCTeN B rMpoLiecce
npenocTaBfieHUs eMy ycnyr

1 CEpBUCOB B paMKaX XXU3HEHHOM
cuUTyaumm

50,1% — 60% 60,1% —70% 70,1% —80% 80,1% —90%  90,1% — 100%

3. [lonsi NoBTOPHbIX 3arNpocoB

Ha noJsly4yeHue ycnyrm unm cepsuca
(ANs Nnonb3oBaTenen, BEPHYBLUNXCS
3a TOW Xe camMou yCrnyron B Te4eHune
4 Hepenb nocne GopMUpoBaHUS
cTaTyca B uHbGOpMaLMOHHOM
cucTeme o6 ycrewHoMm ee
rnony4yeHmmn)

71% — 10% 41% — 7% 1,1% — 4% 0,5% — 1% 0% —0,5%

4. [long ycnyr n cepBMCOB, MHOEKC

NoTPeBUTENbCKON NOSNIbHOCTH
(NPS) Mo KoTopbIM MONoXUTENEH 50,1% — 60% 60,1% —70% 70,1% —80% 80,1% —90%  90,1% — 100%

5. OueHKa KineHTamm MpoueHT oLLeHOK OLLEHOK «YA0BNEeTBOPEH» N «Ckopee yAoBIEeTBOPEH»
B rpagauum: 4 — «YgoBneTBopéH», 3— «Ckopee yaoBneTBopéH», 2 — «Ckopee

YOOBNEeTBOPEHHOCTU NOJSTyYeHUs . N
He yaoBneTBopén», 1 — «He ynoBneTBOpéH»

YCIyr U CEPBUCOB B pamkax
XU3HEHHbIX CUTYyaL i

50,1% — 60% 60,1% —70% 70,1% —80%  80,1% —90%  90,1% — 100%

6. [lons KNMeHTCKMX CLieHapues, YTBEepXAéH XoTs
0719 KOTOPbIX MpeaycMoTpeHa Gbl opnH
BO3MOXHOCTb MPOaKTUBHOMO KITUEHTCKNN
cueHapui, ons
npepocTaBieHns ycnyr
KOTOPOro
1 cepBMCOB
npegycMoTpeHa
BO3MOXHOCTb 20% 20,1% — 35% 351% — 50% 50,1% —70%
npoakTuBHOro
npepocTtasne

HUS ycnyr v
cepBUCOB



MokasaTenb

1. OxBaT KIMEHTOB
KapTamMu KIIMeHTCKUX
nyTen

2. BoBneyeHHoOCTb
K/IMEHTOB B TECTUPOBaHME
NMPOTOTUMOB HOBbLIX YCIYT U
(vnn) cepBucos, ycnyr u
CepBUCOB, MPOLUEALLNX
PEUNHXUHUPUHT

3. JocTynHocTb Ansg
KIMEHTOB
B3aMMOOencTBuUS Mo
TenedoHny

4. [locTynHOCTb U
MOHSTHOCTb TEKCTOB Mpw
MUCbMEHHOM
B3aMMoOencTBumn

5. MNokaszaTtenb NosnbHOCTH
K/TMEHTOB LMdPOBbIM TOYKAM
B3aMMOAeNCcTBMUS: nopTarsbl
OpraHoB BfiacTu 1
YMOAIHOMOYEHHbIX
opraHusauun, MobusnbHble
MPUNOXEHUS, 4aT-60Tbl,
Opyrue BUpTyasnbHble
LndpOBbIE MOMOLLHUKN

6. Bpems oTBeTa
npepcTaBUTENs opraHa BnacTu
WU YNOSTHOMOYEHHOM
opraHusauunm Ha obpalleHune
K/MeHTa B coLMarnbHbIX CETSX,
ny6nuYHbIX YaTax B
MecceHpXxepax

7. BOBMOXHOCTb 3anucu
KJTMEHTA Ha NIUYHbBIA MPUeEM
B OpraHbl BNacTn u
YMNOSTHOMOYEHHbIe
opraHusaumu, ons
HernocpencTBEHHOro
B3auMogencTemns

ypOBeHb KIIMeHTOLEeHTPUYHOCTU

1 3Be3pa 2 3Be3pbl 3 3Be3pbl 4 3Be3pbl 5 3Bé3pg

90% 3aaBuTenen
OTHeCeHbl K Npopunsam
K/IMEHTCKUX CErMEHTOB B
PaMKax XWU3HEHHbIX
cuTyaumin. K npodunam
KNMEeHTCKNX CErMeHToB
OTHEeCeHbl
noTeHuManbHble
3anBUTENN, KOTOPbIE He

MpoueHT Npodunel KNMMEHTCKUX CerMeHTOB B pamKaXx XU3HEHHbIX
CUTyauuin, 4Ns KOTOPbIX YTBEPXAEHbI Y MOCTOSIHHO akTyanusupyTes
KapTbl KITMEHTCKUM NyTemn:

06palLaloTCs B OpraHbi He MeHee 35%  He meHee 50% He meHee 70% 100%
BNnactm u
YNONHOMOYEHHbIe
opraHusauum
MpoLeHT NpoTOTUMNOB, NPOTECTUPOBAHHLIX Ha LiefIeBOW ayAnToprmn
He MeHee 10% He MeHee 20%  He MmeHee 30% He MeHee 50% 100%

Bo3amoxHoCcTb 06paTnTtbesa no TenedoHry B noboe yno6Hoe BpeMs B 060CO6eHHbIe
nopapasfeneHns, NpefoCcTaBnsoLne YCIYrv B peXnMe «0fHOro okKHa»:

B 4acbl paboTbl, @ B OcTanbHoe BpeMsl A1 B3aMMOLENCTBUS C [ManoroBbiM
B Yacbl paboTbl
60TOM N o6ecneveHus yHKLUM Nepe3BoHa B paboyee Bpems

MpoLeHT oueHoK «YaoBneTBopéH» U «Ckopee yaoBNeTBOPEH» Ka4eCTBOM TeniebOHHOro

o6cnyxunBaHua B rpapaumm: 4 — «YpgoBneTBopéHr», 3 — «Ckopee yaoBneTBopéH», 2 — «Ckopee He

ynoBneTBopéH», 1 — «He ynoBneTBopéH»
- 60,1% >90%

—70%

70,1%
—80%

80,1%
—90%

MPOLUEHT XMIHEHHbIX CUTYaLUiA,
B paMKax KOTOPbIX CBOEBPEMEHHO
aKTyanuaupyeTcsa 6a3a 3HaHWUM,
copepxallas WabnoHbl OTBETOB
Ha TUNoBble 06paLLeHNs KIIMEHTOB

MpOLEHT XMU3HEHHbIX CUTyaL U, NS KOTOPbIX
BHEAPEH anropnT™ aBTOMaTU4YEeCKOW OLLEHKN YPOBHS
CNOXHOCTU BOCMNPUATUS MMCbMEHHOro oTBeTa

50% 30% 30% 50% 100%

3HaueHune NPS (npoueHT cTopoHHMKOB (BapuaHTbl oTBeTa 9 1 10) 3a BbIHETOM NpoLeHTa
KpuTukoB (BapuaHTbl oT O A0 6)) Nnpu oTBeTe Ha Bonpoc: «KakoBa BEpOATHOCTb TOro,
4TO Bbl MOPEKOMEHAyeTe APYroMy YeNoBeKy, Oka3aBLUEMYCS B CXO[HOM C Ballel cuTyaLun

rnony4aTb YC/yrn U CEPBUCHI B paMKax XU3HEHHOW CUTyaumm Yepes LndpoBbie TOUKU
B3anmopgencTeus no wkane ot 0 go 10»:

() 0, 0, 0,
<5% 51 /oo 151 /z 30,1 /3 > 50%
—15% - 30% —50%
[Ons ynoMuHaHui:
< 24 yacos <12 yacos < 8 yvacos < 6 yacos <4 yvacos
Onga oduLmanbHbix 06paLLeHU UM KOMMEHTapueB K obuLManbHon nyénmkauum
<12 vyacos < 6 yacos <4 yacoB <3 yvacos <2vaca

PeannsoBaHa BO3MOXHOCTb
U3MEeHEHUS U OTMeHbl 3anucu
yAO6HbIM A9 KNWeHTa crnocotoMm,
a Takxe yBelOM/IeHUs

PeannsoBaHa BO3MOXHOCTb 3aM1CK KIIMEHTa Ha SIUYHbIN
npueMm B opraHbl BflaCT U YNOJIHOMOYEHHble
opraHunsauun:

24 yaca 7 gHen

KaK MUHUMYM Kalk MUHIAMYM B Hemenio 3a cyTku Ao 3a cyTKM

OAHUM SZHMM C;OCOQOM NOBBIM yAo6HbIM ~ HA3HAYeHHoro v 3a 2 yaca

cnoco6om Haca 7 aHeu ANS KNUeHTa BpeMeHm [0 HagHa4YeHHoro
B Hegenwo BpeMeHU

crnoco6om

14
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