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1. Ofimue MOJI0KeHNUA

1.1. Ienpio paspaborku CraHpapra sIBJASETCS YCTaHOBIEHMe TPeOOBaHUIA IO
BHEIPEHNIO KIMEHTOLLEHTPUIHOTO MIOfIXOMA B TOCYAapPCTBEHHOM yrpas/aenyy B TyabcKon
o6nacTM  TpM  B3aMMOEMCTBMM  C  TpakgaHamy, a  TaKkKe — CcyObekramu
TpenpUHIMATEe/IbCKOM M MHON SKOHOMMYECKOJ AesTeNbHOCTH Ha ocHobe [lexraparmn
[IeHHOCTEl KIMEeHTOLEHTPUYHOIO TOCY1apcTBa (fanee — KIMEHT).

1.2. B pesynbrare OOCTVKEHWMSI YKa3aHHON 1Ie/M OXMOAKTCA Ceyione
st dexTsI:

1) YIOOBIETBOPEHHOCTh KAMEHTOB 3@ cueT obecnevyeHuss aJipecHOCTH
B3ayMOJENCTBUSA ¢ HUM (He3aMeTHOro, KOrja HeT nmorpebHocTel, U 3aDOT/IMBOrO, KOrja
OHM BO3HMKAIOT);

2) CHWJReHMSI M3Iep)KeK OmsHeca Ipyu B3aMMOZEMCTBMM C TOCYAapCTBEHHLIMU
opranamu B Tynbckoit obsacTu 3a cueT NpuUMeHeHMsl IUGPOBLIX M IIaTGOPMEHHBIX
pelieHvii  TpM  TPeNOCTaBJEHMM  I'OCYHApPCTBEHHBIX  YCIYT UM MCHOJHEHUM
roCcyJapCTBEeHHBIX QYHKIVIN;

3) noBbIIeHMe mpuBaekaTenbHoCTH Poccuiickont @enepauun 1jist )KU3HM, paboTh

" BemeHus busHeca.

2. O6nacre npumenenusi Crangapra

2.1. Knuenramu B cooTBeTCcTBMM ¢ HacTosuym CraHmapTom SBISIOTCS:

- rpaxkaane Poccmiickoit Depeparnyi;

- JIniia 6e3 rpaxk/IaHCTBa;

- MHOCTpaHHbIE IPAKIAHE;

- CaMO3aHSIThIE;

- MIHOVBUAYJIbHbIE MPeITPUHUMATENH;

- o6 bemMHeHNs TPasKIaH, He 3aperMCTpMPOBaHHbIE B KAUECTBE I0PUANYECKUX JIULI;

- IOpUAMYECKME JUIE, OCYILIECTBISIIONIME KaK MpPeAlpPUHMMATENbCKYIO, TaK WU
HEKOMMEPUECKYIO IeSITeTbHOCTD;

- KOHTpOJIMpyeMble JMLa, WHbIE YYaCTHMKM TOCYHAPCTBEHHOIO KOHTPOJIS
(Ha30pa), MYHULIMIIABHOTO KOHTPOJISI, B pamMKax cthepbl JAesiTeJJbHOCTH, PeryjanpyemMoinn
Hopmamu DepepansHoro 3sakoHa ot 31.07.2020 N° 248-03 «O rocymapcTBeHHOM
KOHTPOJIE (Haf30pe) U MyHUIIMIIaAbHOM KOHTpoJe B Poccuiickoit Depepatiyim».

2.2. CraupapT npumeHsieTrcsi B 1eisaxX (OpMUPOBAHUS KJIMEHTOIEHTPUUHOTO
MOAX0/1a B TOCYAAPCTBEHHOM 1 MYHMLIMIIAILHOM YIIPaBAEHUM, TIO3BOJISIIOLIErO BLISIB/ISATD
¥ U3y4aTh MOTPeOHOCTM KIMEHTa, IIOCTOSIHHO Y/IYYILIATh B3aMMOIEMCTBIE OPraHOB BJIaCTH
U YIIOJTHOMOYEHHBIX OPraHM3ainil ¢ KJIMEeHTOM /I YIOBJIETBOPEHNMS ero IoTpebHOoCTeN
VICXOJIS M3 XKU3HEHHOM CUTYalny KJIMeHTa, B TOM Y¥cJie B YacTH MOCTOSHHOTO YITYUIlIeHUS



B3aMMO/EWMCTBYA C KJMEHTOM B paMKax COOIO1eHMS 0633 Te/IbHbIX TpeOOBaHUIL, a TaKKe
CTMMYIMPOBAHMUS K/IMEHTA UCTIONHATh 06s3aTe/bHble TpeOOBaHUS JOOPOBOILHO.

2.5. CraHpgapT peryamMpyer OTHOLIEHMS, BOSHMKAIOLIME IIPU B3aUMOMENCTBUM
rocyAapCTBa ¢ KJIMeHTaMM 110 CIeLYIONMM HalpaBIeHusIM:

1) NpefioCTaB/IeHe TOCYAAPCTBEHHBIX YCIIYT,

Z) NpeJoCTaB/IeHMe WMHBIX YWIYT TOCYJAPCTBEHHBIMM M MYHUIMIIAJILHBIMIA
YUPEXIEeHUAMM (IIPenpUATUAMIA);

3) NpeoCTaB/IeHue YCIIYT, OCYILeCTBIeHNe QYHKIMIA MHBIMU OpTraHM3aiyisiMu
Ha OCHOBaHUU JIOTOBOPOB C OpraHamMy rOCYyAapCTBEHHOM BJIAaCTH, OpPraHaMyu MeCTHOI'O
CaMOYTIPaBIICHNS;

4) NpenocTaB/iene Mep TOCYAapCTBEHHON M MYHWUMIIANBHON HMOATEeDKKI,
hopmypoBanme VHODPACTPYKTYPbl TOAMEPNKKMA U CO3LAHME CIelMa/bHbIX PEKMMOB
IIPaBOBOTO  PeryJIMPOBaHMS, BKIIOYasi OCOBbIe 3KOHOMMYECKME 30HBI, TEPPUTOPHM
ONepesKaloIlero COUMaIbHO-3KOHOMIUUECKOTO PA3BUTHUS U UHBIE]

5) YCTaHOBJIEHME U OLIEHKA KIMEHTaMu 06sI3aTeNTbHbIX TPeboBaHMIL;

6) [IPE[IOCTaB/ICHNE€ CEPBMCOB NPU WCHOJHEHMM VHBIX TOCYZAPCTBEHHbIX U
MyHVUMOANbHBIX  QYHKIMIA, BKMIOYAs QYHKUMM NPeIOCTABIeHMS B IMONb3OBaHMe
TOCYAapCTBEHHOr0 ¥ MYHMIMIIATLbHOTO MMYILECTBA, MOATOTOBKY M Peanu3aliy [IPOeKTOB
TOCYNApCTBEHHO-YaCTHOTO  MapTHEPCTBA,  MYHMIMIIATLHO-YACTHOTO  IIApPTHEPCTBa,
OCYIIECTB/ICHNS FOCYAAPCTBEHHBIX I MYHUUMIIA/BHDBIX 3aKYIOK U APYTie QYHKIMH.

2.4, CraupapT ABJsieTcs OGS3aTe/bHBIM I IPUMEHeHns B Tyneckoit obaactu
OpraHamy  TOCYIAPCTBEHHOM  BJIACTM, OpPraHaMM  MECTHOrO caMOyTnpaBJIeHus,
TOCYNAapCTBeHHBIMM ¥ MYHULIMIAIBHBIMY YUPEXKACHUAMY (NPEANPUATUSIMM) M MHBIMK
OpraHM3aLMAMI, YIIOTHOMOYCHHBIMM B COOTBETCTBMM C HOPMATMBHBLIMY PABOBBIMM
akramu Poccuiickoit @epepauym u Tynbckoit obnacTi, B TOM uMciae Ha OCHOBAHMM
AOrOBOpA (Hajsee — OpraHbl BJAACTY M YIIOJIHOMOUCHHBIE OpraHusauuu), OCYIIeCTBILTh
B3aMMOAEMCTBME C K/IMEHTaMM [0 YKA3aHHBIM BbILIe HalpaB/lIeHUsIM, U COOEPIKUT
TpeboBaHua K:

1) BBISIBIEHMIO M M3YYEHWIO MOTPeOHOCTEN KNMEHTOB B PaMKaxX >KM3HEHHOI
CUTYalMHU UCXOAS U3 IPOQWIIsi KIMEeHTa;

2) MPOEKTHPOBAHMIO U PEMHXUHVIPUHIY YCIYT, Mep MNOAMEPIKKM, CepPBIUCOB
B3aMMOZENCTBIUSL C KIMEHTAMM ¥ MEXAHM3MOB OLEHKM COBMIOLEHMS 0693aTeNhHbIX
TpeBOBaHMIA;

3) [IpoTieCCy yOOBIETBOPEHUS TIOTPEOHOCTEeH KIMEHTa MYTeM MPeqoCTaBIeHus
YCIYT, Mep MOAACPKKHU M CePBUCOB IO YKa3aHHBIM BbIllle HalPaBIeHMsIM;

4) B3aMMOZIHCTBUIO OPraHOB BNACTY ¥ YIIOJHOMOYEHHBIX OPTaHM3aLil B
TUIOBBIX TOYKAX B3aMMOAENCTBUS C KAMEHTAMM;

5) CcepBucaM IO YCTaHOBJIGHMIO ¥ OLIEHKe KJIMEeHTAMM OOsI3aTelbHbIX
TpeBOoBaHMI 1 10 06eCTeUeHnIo COBMIONE NS KIMeHTAMM 0633 TeIbHbIX TpeboBaHmIL;

6) MOKa3aTeJIsiM KIMeHTOL@HTPUUHOCTIL
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2.5. B uemax mosbuuenust abdekTMBHOCTH U MOHMTODPMHIA peain3aliuu
KIVEHTOLICHTPUUHOT'O MOAXO0NA B IOCY[apCTBEHHOM yIpaBieHuyu B TyIbCKOM 06jacTiu
CTaHaapT CORep>KUT CUCTEMY M3MEPHUMbIX [TOKa3aTesiesl, IO3BOMSIONINX POBECTH OIIEHKY
BHEZpeHMS KIMEHTOLEHTPUUHOTO NMOAXOAa B TOCYAapPCTBEHHOM YIIPAB/IEHUM, a TaKiKe
TpeGOBaHMs K CHCTeMe MOTUBAIMIA, [IOATOTOBKE U 06YUYEHNIO CTIelaliCTOB.

Ouenrka u cremeHb YIOBJETBOPEHHOCTH K/IMEHTOB He MDPOBOINTCS B cdepe
roCyapCTBEHHOI'O PerynmupoBaHus LeH (Tapudos).

3. TepMUHBI ¥ ONIPeIEICHAS

Onst peneit wacrosiiero CTaHmapTa MCIONB3YIOTCA CHEAYIOLME OCHOBHBIE
TePMUHbI U ONPeeIeHUs

1) KJIMEHT: (QUSMUECKOe JIMIO, B TOM YUC/IE MHOCTPAHHBII IPAKIAHMH WU
Mo Ge3 IpaKOAHCTBA, & TAKXKe OCYIIeCTBILIONIee NPeANPYHUMATENbCKYIO WM MHYIO
SKOHOMMYECKYIO NeATe/IbHOCTh DPOCCHHCKOe WM MHOCTPAHHOE (U3MUECKOe MM
I0pPUANYECKOe JIATI, B3aMMOZeNCTBYIOIIee CaMOCTOSITETBHO WU yepes
YIOIHOMOYEHHOTO  NPEACTaBUTENsI € OpraHaMy BIAaCTM U YIOJIHOMOUCHHBIMM
OpraHM3aLMAMI C HETbIO YAOBIEeTBOPEHMSI CBOUX NOTPeBHOCTeII;

2) BHYTPEHHUII KJIMEHT - COTPYJHMK Oprama rOCYOapCTBEHHOW BJIACTH,
OpraHa MeCTHOrO CamOYIpaBJIeHVs WM OPraHus3aLyy (B TOM 4MC/Ie HEKOMMepYecKoi),
YIIOJTHOMOYEHHOM B COOTBETCTBUI C 3aKOHOIATENLCTBOM POCCHIICKOIT Depepauyn, B TOM
HMC/IE Ha OCHOBaHMM NOTOBOPA, OCYLIECTBIIATh OT/e/IbHble TOCYAAPCTBEHHble BYHKIMN
(HOTHOMOWNST), TPELOCTABNATh TOCYIAPCTBEHHBIE (MyHMLMIANbHbIE) YCIYTU  MWIA
YYAaCTBOBATL B MX OCYLUECTBACHNM WM NIPENOCTABICHNM, BKIIOUAS COTPYAHMKOB TAKMX
OPraHOB M OpPraHM3alVil, OCYIIECTB/SIIONIMX BbIPABOTKY MOMUTUKYA U HOpMAaTHUBHO-
NpaBoBoe  perymmpoBanue B cepax  NPeJoCTABIEHWS  [OCYHAPCTBEHHDBIX
(MYHUIMIINBHBIX) YCIAYT U/UAU OCYIIECTBIICHMUS TOCYAAPCTBEHHBIX (MyHMLMIATbHbIX)
byHKIMN,

3) HOTPEOHOCTE KIMEHTA: HeoOXOOUMOCTb  JOCTIDKEHUS pesyibTara,
pelienyst TpobieMebl, 3anauM JUIM BOIPOCA, peaynMs3yeMas KAMeHTOM IIOCPEeNICTBOM
B3aMMOZI@ICTBUA C OPraHaMM BIACTH M YIIOJHOMOYEHHbBIMM OpraHM3alusIMI;

4) K/IMEHTONEHTPHYIHBIN MOAX0], B FOCYJAPCTBEHHOM M MYHUIMIAIBHOM
YUPAaBIeHUN: NOAXOM B rOCY/IapCTBEHHOM M MYHMIIUTIAIbHOM YIIPABIEHN Y, OCHOBAHHBII
Ha BbUABAEHWM W M3YYeHMM MOTPEOHOCTeN K/IMEHTa, [OCTOSHHOM YIIyUILeHuu
B3a/MO/IEJICTBYSL OPTaHOB BJIACTM U YIIONHOMOYEHHBIX OPraHm3aliii ¢ KIMeHTOM s
rapaHTUPOBAHHOIO YOBJIETBOPEHNSI €ro MOTPeBHOCTel;

3) CTaHAAPTBL KIMeHTOUeHTpuuHocT - Craugapr «[ocymapcrBo mms
mopei», Cranmapt «I'ocygapeTso i 6usHecas, «CraHpapr 4715 BHYTPEHHETO K/MeHTa,
paspaboraHHble Ha Qe epanbHOM YPOBHE;

6) YCIYIM: [eATeNIbHOCTh, CBSI3aHHAasi C peaayu3salmell IOCydapCTBEHHBIX ¥
MYHALMIAIABHBIX YCIYT B 3Ha4YeHn PenepanbHoro 3akoHa ot 27 uios 2010 . N2 210- @3
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«06 opranMsanyi NpefoCTaBIeHs TOCYNaPCTBEHHBIX M MYHUIMIIAABHBIX YCIYT», 1100
MHBIX paboT M YCQIyr, NPeIOCTaBIsAeMbIX TOCYAAPCTBEHHBIMM M MYHULIMIIAAbHBIMMU
VUpeXKOeHusIMM,  JMbO  YCayr,  TpefoCTaB/sieMblX ~— MHLIMM  OpraHM3alMsAMMU,
VIIOJIHOMOYEHHBIM)M B COOTBETCIBMM C HOPMATMBHBIMM TpaBoBbiMM Poccuiickoit
@epepanyy 1 Tynbckoit ob61acTn, B TOM YMC/Ie HA OCHOBaHWUM JOr0BOpa, NPeloCTaBIATh
YCIYT Y KIUEHTY;

7 Mepbl MOAJEPKKHU: Mephl CTUMYIMPOBAHMSI [eATeJbHOCTM B cdepe
NPOMBILIJIEHHOCTY B 3HaueHuu DegepanpHoro 3akoHa ot 31 mexabpst 2014 r. N® 488-D3
«Q NpOMBINUIEHHOW TIOAUTUKE», Mepbl MOAAEPIKKM CYOBEeKTOB MAajioro M CpeJHero
npeAnpUHMMaTeabCTBa B sHadenuy Oenepanbuoro sakoda ot 24 mwons 2007 r. N2 209-D3
«Q pasBUTMM MaJOro M CpemHero MpearpUHUMATETLCTBa», MHAS OesTeTbHOCTD,
OCYILIeCTBJIIEMAsl OpraHaMy BJACTU UM YIIOJTHOMOUEHHBIMM OpTraHU3alusIMU B 1IeNIx
PasBUTHS CYyOBEKTOB MPEATNIPUHUMATEIBCKON ¥ MHOM 3KOHOMUUECKON 1eSITe/IbHOCTH;

8) CEePBUCHI: TNPEAOCTABSEMbIE KIMEHTY UMOPOBLIMM CUCTEMAMU OPraHOB
BJIACTU Y YIOJHOMOUYEHHBIX OPraHM3alMil YCIYTU, Mepbl MOAAEPKKY, UX UACTH, 2 TAaKKe
aBTOMATUYECKNE UCIIOJIHSIEMbIE YACTH I'OCYJaPCTBEHHBIX M MYHULIMTIATBHBIX (QYHKIINIA;

9) MPOAKTUBHOE IPeNOCTABJIEHUEe YCIYr, Mep IOAIepXXKHM, CepBUCOB:
IPelOCTaBJIeHNe KJIMEHTY YCIyr, Mep MOANEPKKM M CePBUCOB B PaMKaX SKM3HEHHON
cuTyauuy 6e3 3ampoca KJIMeHTa MO ero mpeaBapuTe/IbHOMY COIJIACHIO;

10) oprambl BIACTM U  VIOJHOMOYEHHBIE OpPraHM3alMM:  OpraHbl
rOCyZapCTBEHHOW BJACTM, OpPraHbl MECTHOI'O CaMOYIIpaB/eHMsI, TOCYyNapCTBEHHBIE W
MYHULMIAJbHbIE YIpeXxaeHus (IpeanpusaTyisl) M MHbIe OpraHu3aluiy, YIIOJHOMOYEHHbIE B
COOTBETCTBUM C 3aKOHOIaTenbCcTBOM Poccuitckon @enepanyit, B TOM UM/ HA OCHOBAHUMA
JIOTOBOPA, OCYIIECTB/ISITh B3aMMOJIEICTBIE C KIIMEHTAMI;

11) sKku3HeHHAsi CUTyaUMsA: HaTIUUKE WIM HACTYIUIeHNEe OOCTOATE/IbCTB,
BAEKYIUMX 75 K/IMeHTa BO3MOJKHOCTh MM HEOOXOAMMOCTL B3aMMOMENCTBOBATH C
OpraHamym BJIACTM M OpraHM3aLusIMIA;

12)  yIOOBIETBOPEHHOCTH KJIMEHTA: U3MEPUMOE BOCIPHUATHE KJIMEHTOM
CTeIeHM YIOBJIETBOPEHMS ero moTpebHoCTel;

13) npodwis KIMEHTAa: COBOKYMHOCTH CBEIEHWN 0 KJIMeHTe, KOTOpbIe
VICTIOJIB3VIOTCS /151 ONpeneeHs X NMPEeAOYTeHUI C Ledbl0 YJIYUILIeHUs KAMEHTCKOIo
OIbITA;

14) npoduab KIMEHTCKOr0 CErMEHTAa: COBOKYIHOCTh (DAKTOB, CBEHEHWI U
O0LIMX XapaKTePUCTUK, TPUCYIIUX TPYTITIe KIUEHTOB, CXOXKIUX [0 KAKOMY-JIMO0 IIPU3HAKY
MU COBOKYMTHOCTY TIPU3HAKOB;

15) KJAMEHTCKUN MYTh: [MOCIEI0BATeIbHOCTh AeMCTBII K/IMEeHTa, KOTOpble OH
OCYLIECTB/ISIET OT MOMEHTA BO3HWKHOBEHUSI OXKUAaHus (MOTpedHOCTH) 10 MOMEHTa MX
YIOBJIETBOPEHMUS, B TOM YMCJIe TIPY B3aUMOIECTBUM C CePBUCAMM;

16) Kapra KIMEHTCKOTO TIYTHM: OIMCaHMe = KIMEHTCKOro IyTH B BuUe

aJICOPUTMOB ¥ CXEM B TaOIMUHOM, rpaduueckoi iy cMelIanHoi GopMax;
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17)  KAMeHTCKMIT OMBIT: wu3MepyuMas OLEHKA KIMEHTOM pesynIbTaToOB
HPOXOMACHNA  K/MEHTCKOrO MyTH, B TOM 4YMUC/E €r0 OTAeNbHBIX 5TalloB, B BUIE
COBOKYNHOCTH KOTHUTYBHBIX, 3MOLMOHA/IBHBIX, CEHCOPHBIX Y MOBEJIEHUCCKUX DeaKiiiil
NOTpebuTed;

18)  RIMeHTCKMIT CueHApWii: MOC/enoBaTeIbHOCTD NeCTBUII KIIMEHTOR WM
MHBIX CYOBEKTOB B3aMMOZENCTBYS B PAMKAX NPeIOCTaBIIeHyIs YCIIYT#, B TOM UMCJIE TIPU
B3aVMOJEMCTBUM €  CEpBMCAMM, HalpaBJedHasd Ha NONTy4YeHye  OTpeneeHHOro
AIMUHVCTPATUBHBIMY TIPOLIEAYPaMM pe3y/IbTaTa MPOXOKIEHMS OTHeNbHbIX HSTANoB
KJIMEHTCKOI'O MyTH;

19)  TIpoektHwii odmc Tynbckoin o6macTu: LUEHTD MEeTONOJIOTUU U
IKCHEPTU3bl  BHEADEHMS  KIMEHTOLEHTPUYHOTO TIOAXOZA HA  DPErMOHANLHOM i
MyHUILIMIIA/IbHOM YPOBHSIX ynipasieHus B Tyabckoit obmacty;

20)  ypoBeHb  KJIMEHTOLEHTPUUHOCTH:  V3MEPUMAs OLIGHKAa  CTeleHu
AOCTMOKCHMA KIIMEHTOUEHTPUIHOIO HOAXO/A B TOCYLAaPCTBEHHOM YIIPABJICHUI;

21) OPOEKTUPOBAHME: [eATe/bHOCTb, OCHOBAaHHAs Ha METONOJNOIMM U
TEXHOMOTMAX, HanpaBjieHHas Ha paspaboTKy YCayr, Mep NOAAEepKKM ¥ CEePBMUCOB B
COOTBETCTBUI C TPEOOBAHMAMM KITMEHTOLIEHTPUIHOTO TOLXKOMA;

22)  PeMHXVHMPMHI: [eSTelbHOCTb, OCHOBaHHAES Ha MEeTOHONOT MK U
TEXHOJIOTHAX, HallpaBaeHHas Ha PehOPMUPOBAHIE MM TIEPENPOeKTIPOBAHIE YCAYyT, Mep
TONIEPKKM ¥ CepBUCOB B LESX ONTUMM3ALMM AESTESbHOCTM OpPraHoB BJACTH U
YTIOTTHOMOYEHHDBIX OpPraHM3aluif, [ ObecreyeHMs COOTBETCTBMS I[IPeNOCTABIISEMbIX
YCIYT 1 CepBICOB TpeboBauusaM Hacrosiero Crangapra;

23) obs3arensHble  MH(POPMALMOHHBIE TPe6OBaHMA:  0bBs3aTebHbIE
TpeboBaHUs KIMEeHTY Mo cOHOPY, MOATOTOBKE I MPeJCTABISHNIO OpraHaM Iy6/M4HOM
BJIACTY OTpe/ie/IeHHON MHPOPMAIK (TOKYMEHTOB, CBeleHMII);

24)  paspaboTuMKM 06s3aTENHHBIX TPeGOBAHMI: OpraHbl TOCYNAPCTBEHHON
BIIACTH, OpraHel MECTHOrO CaMOYIpaBJA€HMS ¥ OpPraHM3aumy, YIIOJHOMOYEHHbLIe Ha
paspaboTKy HOPMAaTUBHBIX IPABOBbIX aKTOB, VYCTaHaBIMBAIOIIMX OBg3aTeLHbLIe
TpeboBaHMs;

25)  ycTaHoB/IeHMe 00S3aTe/LHBIX TPeGOBAHUIL: onpeneNieHNe ¥ BeOeHMe
YIOTHOMOYEHHBIM ~ OPraHOM  BJIACTM  [I€PCOHANBHOrO [ KAKAOrO  KJIMEeHTA
VICYEPIILIBAIOLIErO [IepeyHs 063aTeNbHbIX TPeBOBaHMIT;

26) KAMEHTCKash OLEeHKa 06s3aTe/IbHBIX TpebOBaHMI:  IPOBOIMMAs
KNMEHTOM OLEHKa (aKTMUECKOrO KIMEHTCKOTO OMbITa COOIOLEHNS AeiiCTBYIONX
OOs3aTeNbHBIX TPeGOBAHMIT MM IOTCHUMAILHOTO KIIMEHTCKOrO OMbITa coBomenmst
TPOEKTUPYeMbIX 00s3aTe/IbHBIX TPeBOBaHMI B pAMKaX VCTaHOBIEHHbIX MpoLenyp;

27)  obecneuenue COGIIONEHNS 06A3aTEILHBIX TPEGOBAHWIIA: e TeTbHOCTD
OPraHOB BMaCTM M YIOJHOMOYEHHBIX OpPraHM3alii, BK/IIOYAIONIAS IIPELOCTABIeHMe
KIMeHTaM [JI1 NpVMEHeHus Ha JOOPOBOJBHOM OCHOBE CTAaHAAPTHBIX alrOPUTMOB,

BBIMOJIHCH)E KOTOPBIX TapaHTUPYeT COOIOAeHMEe COOTBETCTBYIOIINX OB6S3aTebHbIX
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TpeboBanmif, M CEPBMCOB, HeOOXOOMMBLIX [/ OLEHKM cobmogenus o00s3aTe/bHBIX
TpeOOBaHMI B paMKax TrOCYJapCTBEHHOTO KOHTpoOJs (Haja3opa), MYyHUIMIIAJbHOIO
KOHTPOJSA, NPUBICUEHUS K aIMUHUCTPATUBHOM OTBETCTBEHHOCTH, IIPeLOCTaBICHMS
MMLEH3MM M MHBIX paspelleHni, akKKpeaUTalMy, OLIEHKY COOTBETCTBUSA MPOLYKIMM, MHBIX

dbopM OLIEHKM M SKCIEPTHU3HI.

4. OcHOBHBIE II0JI0KeHNA

4.1. PykoBogsime MPUHIIATIBI

B coorBercTBunM ¢ Jleknapanyei LeHHOCTe! KIMEeHTOLEHTPUUHOTO roCy1apCTBa,
CTaHAApTamMy KIMeHTOUEHTPUIHOCTH, IPUHATHIMU Ha denepanbHoM yYpoBHe, B CraHgapre
NPUMEHSAIOTCS CIeIYIOIIME TTPUHLMIIEL.

B wacmu pasnozo docmyna:

4.1.1. Knuent — B LeHTpe OeATeIbHOCTH

l'ocynmapcrBo obecneunBaer cosgaHyue GIArONPUATHBIX U KOMMOPTHBIX YCIOBMIL
IJi peanu3anyy KIMEHTOM IPeIPUHUMATENbCKUX M MHBIX MHULIMATUB. [ToTpeGHOCTH,
VIHTEPECHI KIMEHTa SBJIAKOTCS OCHOBOM IIPY MPOEKTUPOBAHMY HOBBIX U PEMHXUHUPIHIE
CYWIECTBYIOIIMX YCAYr, Mep NOANepKKM U cepBucoB. Ilomxonm Kk paboTe ¢ KIMEHTOM
MepCOHAIM3MPOBaH 1 00yCI0BIEH KOHKPETHOM KU3HEHHOI CUTYalHelL.

4.1.2. JocTynHOCTH

Obecneyenre BO3MOKHOCTM GeCNpPENATCTBEHHOrO OOpalleHMsT 3a MONyUYEeHUeM
YCIIYT, Mep MOAJEeP:KKM, CePBUCOB BHE 3aBMCMMOCTY OT MeCTa HaxOKAEHWS! KAMEeHTa U
cdepsi ero gearensHoctin. [IpocToTa 1 MOHATHOCTL MOCTEAOBATEIBHOCTI IPOLIELY].

B uacmu agppexmusnocmu u ydobecmea:

4.1.3. Y106CTBO 1 CKOPOCTh

IIpo6/ieMbl KIMEHTOB PEIIAIOTCH MPOCTO, HeOOPEeMEHUTENBHO, C MUHUMATbHBIMIA
3aTpatam¥ BpeMeHM. BpicTpamBaerTcs NPOAKTMBHOE BUIEHME 3KUSHEHHOW CUTYalyUM
K/IMEHTA, UCXO/IS M3 KOTOPO# opMUpyeTcsl Habop YCIyT, Mep MOAAEePsKKI U CEPBUCOB.

4.1.4. CepBucHas KyJbTypa

Opranbl BJacTy U yNoJHOMOYEHHbIE OPTraHusalym obecnednBaloT KOMMBOPTHYIO,
IPYKeCTBEHHYIO Cpeny M BLICOKYIO KyJIbTYPY B3aumopeiicTsus. OHM oBIafaoT YeTKIM
MOHMMAaHMeM MOTPeOHOCTel K/IMEeHTa U JIeHCTBYIOT B COOTBETCTBUM € STUMMK
norpeSuoctamu. VIX  COTPYIHMMKM MPOSIBJSIOT —yBaKeHWe [e/OBOil  perryTaumui,
OT3BIBUMBOCTL M 3abory. HemomycTMMoO coBeplieHue [efCTBUIA wan BesmeicTBIIA,
TMPUHATME PELIEHUI, BbIPAXKAKIUMUXCS B AMCKPUMUHAIMOHHOM IOAXONe K KITMEHTAM.
BBogutcs MHCTUTYT I1€DCOHANBHBIX MEHEIKEPOB A7 OLHOPOMHLIX TUIIOB YCIYT, Mep
MOOAEPIKKM ¥ CEPBUCOB.

4.1.5. Pe3ynpTaTUBHOCTD



Opranpl BJacTM ¥ YIIOJHOMOUEHHbLIE OpPraHM3allMi OPUEHTMPOBAaHbI He Ha
dhopmaibHOE PACCMOTPEHNe BOTIPOCOB, a HA TIPEIYCMOTPEHHBIH 3aKOHOM OO Te/IbHbI
pesyJIbTar, TpebyeMbIil UCXOMS M3 JKUIHEHHOW CUTYalUMu, ISl TOCTMKEHUSI KOTOPOro
KIMEHTY OKa3biBaeTcsi Heobxomumoe cofelictBue. Jlioboe [elicTBie, BleKylllee
IIPMOCTAHOBJ/IeHMe, MpeKpallieHe MNpeJoCTaBIeHNsl yCIyr, Mep MNOOIepP)KKM, CEPBUCOB,
CONPOBOXKAAETCS  MCUEPIbIBAIOIIMMM  Pa3bICHEHMSIMM,  IO3BOJSIIOIIMMM  KIMEHTY
MOJYYNUTh NIOJOKUTETbHbIN Pe3yibTaT.

B uacmu eduncmea u yenocmuocmu.

4.1.6. Ilpunarue pemieHnii Ha OCHOBE JOCTOBEPHBIX JAHHbIX

BoisiBiieHe ¥ M3ydeHue I[OTPeOHOCTEM  KJIMEHTOB, IPOEKTUPOBaHMe U
PEMIDKMHUPUHT YCJIYT, MEP MOAAEPKKM M CEPBMCOB, a TaKKe MeXaHM3MOB OLEHKU
cobmopeHnst obs13aTeNbHBIX TPeOOBAHMI OCYIIECTB/IAETCS Ha OCHOBAHMM OOBEKTUBHbIX
OaHHbBIX, & HE CTEPEOTUIIOB.

4.1.7. IlocnenoBaTeIbHOCTE B IPUHATUM PELIEHNUI M OCYILECTBICHNM AeCTBIN

AHanormyHble CHUTYallMM M 3aMpoChl pEIIaloTes eauHoobpasHo. VsmeHeHue
NOAXO[a fABJSIETCS CUCTEMHBIM, a He Pe3yabTaToOM CAYUaMHOCTM MM CYOBeKTMBHBIX
npedepeHLmii.

B uacmu nocmosHH020 noswlienus kauecmed u nNpoakmusHoCm .

4.1.8. OTKPBITOCTE ¥ BOBICUCHHOCTL

WudopmMupoBanme KIMeHTa O JeITeTbHOCTY OPraHOB BIACTH U YIIOTHOMOUEHHbBIX
OpranM3amuii 10 eAMHLIM CTaHAapTaM. BHeapeHMe OHNaiH-0TCIEKUBAHMS TIPOXOMNKACHMS
3aBJIEHUS KIMEHTa [/ obecreyeHus MPO3PavHOCTM U BO3MONKHOCTM MOHUTODPMHIA
KIMEHTOM IIpOLecca MpefoCTaBIeHus yoIyr, Mep nogaepkku. Obecnededue o6paTHOIM
CBS3M C KJIMEHTAMM, yuyeT ee pesysbraroB. Kananbl c6opa MHMIMATHB M IOTyYEHUS
OOpaTHOIi CBA3YM SBASIOTCS OOLIENOCTYNHBIMYU U YAOGHBIMUA. TecTUpoBaHMe YCIyT
OCylIeCcTBIgeTcd B J1ab0opaTopMsiX TOJdb30BATEIBCKOTO TeCTUPOBAHMUA. 1lOCTOSIHHBI
MOHUTOPVHI YAOBJIETBOPEHHOCTU KJIMEHTOB, JOCTYIHOCTD AJIS TIOMCKA U UCIIONb30BAHMS
MHpopMaly 06 YPOBHE Y0OBJIETBOPEHHOCTU KIMEHTOB.

4.1.9. Buenpenue MHHOBALMIT

['ocynapcTBo NpUMEHSIET HOBbIE TEXHOJOTUMM ¥ JApPYrye BO3MOKHOCTYM [UIS
YIIYUIIeHNMs YCIIyT, Mep NOAepKKU U cepBucoB. HoBoBBegeHms npoxoaar obssaTenbHOe
TeCTUPOBaHME U BHEAPSIOTCH ONepPaTuBHO.

4.1.10. TIpoakTMBHOCTD

IIpoakTuBHOE IpemocTaBieHue yeayr (McrnoaHenue GyHKLMN), Mep HOAAEPKKA I
CepBMCOB NPU HaJIUuMyl OOBEKTMBHOM BO3MO)KHOCTM C COIJIACMSI KIAWEeHTa B paMKax
JKU3HEHHBIX CUTYaIMi.

B wacmu o6sexmuenocmu u 6echpucmpacmuocmu

4.1.11. PazyMmHOCTb peryanpoBaHus

[ocynapctBo  obecrneunBaeT ONTHUMAJLHOCTb aIMUHMCTPATMBHBIX IIPOLENYD,

0BOCHOBAaHHOCTE TIPMHMMAEMbIX DPELICHMIT, TNPUBOAAIIMX K OBICTPOTE ¥ BBIFOAE
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cobmonenns o6s3aTeNbHBIX TpebGoraumii. CBemenuss 3 MHOOPMALMOHHBIX CUCTEM
KJVEHTORB TIEPEIAIOTCS B KOHTPOJ/IbHbIE (HaJ30pHbIE) OpPraHbl, KOTOPhIE AHAIMUBUPYIOT U
NpeAyIpeKAanT O BO3MOXHBIX TpobneMax, pucKkax U HapylueHusx. PanyoHanpHas cBS3b
MeXKIY MpecsIefyeMoii LeIbio 1 M30paHHBIMM CPeNCTBaMy PeryIMpoBaHus obecrneunBsaeT
OOCTIKEHME 1IeJIY M COOTBETCTBME NOTPpeGHOCTAM KimeHTa. KOHTpONk HalpaBieH He Ha
NpYMEHEeHMe CaHKIMM, a Ha CTUMYIMPOBAaHME MMPaBOMEPHOrO NoBefeHusa. ['ocymapcTBo
CO3AeT YCJIOBUS /11 MMHMMU3ALMY KOHTPOJbHBIX (HaJ30PHbBIX) MEPONPUITHIA.

4.1.12. HemonyctumMocCTh BO3JIOMKEHMS M3ObITOYHBIX M3LEPIKEK

Tpebopanmss opraHoB BIacCTM ¥ YIOJHOMOYEHHBIX OpraHu3alnii K KIMEHTY
BO3JIaraloT Ha Hero MUHMMYM M3/IepKeK, IPSIMO BBITEKAIOMIMX U3 HEOOXOLMMOCTH MUX
BBITTO/IHeHMA  (TIOUUIMHBL, COOpBI, Pacxofbl Ha MPELOCTaBJIeHNe HTOKYMEHTOB W
uHbopManuy, He MMEIOIIEIICs B PaCOPSIKEHNMM OPraHOB BJIACTY M/ YIOJHOMOYEHHBIX
OpraHmMsalyi).

4.1.13. CripaBei/IMBOCTD

['ocymapcTBo obGecreunBaeT paBHBI HOCTYI K ycayram, MepaM IOAZepsKK,
cepBuCaM, a Takxe obecrneuynmBaeT ¥MX aAPECHOCTb. ITpodeccuoHanbHBI MOAXON K
B3a¥MOZENCTBIIO C KJIMEHTOM obecrieunBaeTcs: 00/afanyem paboTHMKOM OpraHa BIaCTy
WM  YHOJIHOMOYEHHOW — OpraHusauuy  HeOOXOOMMON  KOMIIETEHIMEN, OIBITOM,
CIlenany3anme B pellienun COOTBeTCTRYIOIWMX mpobiem. ObecneunBaeTcs 3aKOHHOCTb,
OGOCHOBaHHOCTH ¥ 6eCnpUCTPaCTHOCTh PEIIEHNMI B PaMKaX OCYILECTBICHUS TPOLELyD
OLIeHKM cOoBMI0ieHMsT 06513aTeIbHBIX TPeOOBAHMIA.

B uacmu omkpvimocmu u npospaunocmu:

4.1.14. HocToBepHOCTD

Hoxymenthl ¥ uHbOpPMALMs, [peOCTaBAseMble  KIMEHTY,  SBJAIOTCA
AOCTOBEPHBIMY,  IIOJHOCTBIO  COOTBETCTBYIOT — TpeGOBaHMAM  3aKOHOZATE/LCTRA,
obecrneunBaloT BOBMOXHOCTB MX 3(MGHEKTUBHOIO MUCIHOMbL3OBAHMI, He conepsKar

HpOTHBOpE‘IHﬁI u 01].1]/[60]{, VCKIIOYa0T BO3MOXKHOCTh MX HENPAaBMJIBHOLO TIOHMMAaHMUSI
K/IMEHTOM.

4.1.15. TTocTosiHHOE COBepIIeHCTBOBAHME

AZMMHNCTPATUBHBIC IIPOLIECCHI NPEJOCTABIEHUS YCIYT, Mep MOLLEPKKA U
CepBMCOB HEMPEPBIBHO Y/YUIIAIOTCS HAa OCHOBE Pe3yJIbTaTOB MOHMTOPMHIA M 0OPATHOM
cBsisu. JKanobel 1 obpallieHuss pacCMaTPUBAIOTCS KaK BOSMOXKHOCTD YIIYYILNTh pabory
OPraHOB BJIACTY M YIOJHOMOYEHHbIX OpraHM3almii. BHenpenne MexaHusMa «Bjagenbiia
YCIyTH, Mepbl MOAAEPKKY, CepBuCca» MPeAyCMaTpUBaeT OTBETCTBEHHOCTh KOHKPETHOIO
Oprasa BJIaCTH, YIOJTHOMOYEHHO OpraHusauuy, paboTHNKa 3a GopMupoBaHUe peecTpa
KM3HEHHBIX CHTYalMil 10 YC/Iyre, 3a KIMEHTCKUA CleHapuii, SBOMIONMIO YCIYT, Mep
TIOJIIePIKKU U CEPBUCOB.

B uacmu e3aumnozo dosepus u 6esonachocmu:

4.1.16. bezonacHocTb U KOHDUAEHIMATBHOCTD
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WMudopmarinsi, TONyueHHass OpraHamMM  BJIacTM UM YIIOJHOMOYeHHBIMMU
OpPraHu3alMaAMM O KIMEHTE M ero JKU3HEHHBIX CUTYaIMIX, UCIOIb3YeTC s UCKIIOUUTETbHO
IJIs TPefOCTaB/IeHUsl YCJIYT, Mep MOLIEeP)KKM, CEePBUCOB, aHaJIUTUYeCKOoi padOThl M
COBEpIIEHCTBOBAHKS IeATEJbHOCTH OPraHOB BJIACTY M YIIOJHOMOYEHHBIX OpraHu3alii.
Wudopmaliusg orpaHMueHHOro 10CTymna 6e3yc/IOBHO 3alMIIAeTCs, eC/i ee PACKPBITIE He
SIBJISIETCS 00S13aTEIbHON B CMJTY 3aKOHA, MJTM €CJTV MOJTYyYeHO Coracye Ha ee PacKphITie OT
xveHTa. McKIrovyaTes HeraTuBHbIe TIOCeACTBIS /IS OXPaHIeMbIX 3aKOHOM MHTepecoB
KJIMeHTa.

4.1.17. OTBETCTBEHHOCTD

Opranpl BacTM, VIIOJHOMOYEHHbIE OpraHusaluu ¥ WX pabOTHMKKM HECYT
OTBETCTBEHHOCTb Iepen KaueHToM 3a Hecobmiomenue npuHumnoB Cranmapra. OpraHbl
BJIACTH, YIOJHOMOYEHHbIE OpraHM3aluu M ux pPaboTHMKM He BIpaBe TpeboBaTh OT
K/IMEHTOB TIPUHATUS ¥ HeCeHUsT M3ObITOYHOM OTBETCTBEHHOCTV, B TOM 4YuC/Ie 3a
COBeplleHye AAHHBIMM OpraHaMy BJIACTH, YIIOTHOMOYEHHBIMM OPraHM3alMaIMM U UX
paboTHMKamu pevcTBui (OesmeiicTBME), a TakKe 3a NOCIeACTBMS TaKUX OeMCTBUIMA
(6espmeincTBust). KimmeHT Bcerma moskeT oOkasoBath Moboe melicTBue (OesmeiicTBime)
OpPraHoB BJIACTH, YIIOTHOMOUEHHBIX OPraHmM3aluii, UX COTPYAHMKOB U TpeiCcTaBuTe e
NpYM  HEH3JJIeXalleM KayecTBe JICIONHEHUS TOCYAapCTBeHHBIX — (DYHKIMIA  wan
Tpe/IOCTaBIeHMs TOCYJapCTBeHHBIX yoayT. KimmenT Bcerzia monyyaeT MOTHMBUPOBAHHEIN U
NOHATHBINA OTBET Ha >KajoObl M 3alpoChl B pasymHble CPOKuU. MOHMUTOPMHI KayecTBa

OKa3aHHBIX YCJIYT, YCTpaHEeHMe HapYIIeHWiT TPOUCXOANUT B HENPEPbIBHOM pPesKMME.

4.2. Peanusanysi KIMeHTOLEHTPUYHOTO MOAX0/1d B FOCYAAPCTBEHHOM U
MYHMIUIIA/ILHOM YIIpaBaeHuy B TyabCKOM 06/1acT

4.2.1. KnueHTOUEHTPHYHBIN TOAXOA B TOCYAAPCTBEHHOM M MYHMUIIMIAIbHOM
yOpaBaeHMM  BHEADSETCs]  IOCPeNCTBOM  BBIMOJAHEHMS  OpraHaMu  BAacTM U
YIIOJTHOMOYEeHHbIMM opraHusanysamu Tyisckon obnactu Tpebosanumit Cranmapra.

4.2.2. Oprasbl BjacT M YNOJHOMOYeHHbIe oOpranmsaumum Tyabckoit obmacTu
€KerogHo HOJIKHBI:

1) ONpene/siTh >KM3HeHHble CUTYAUMM i BHEAPEHMS] KIMEHTOLEHTPUYHOTO
NOJX0Ja B IrOCYIapCTBEHHOM U MYHULIMITAILHOM YIIDaB/ICHM,

2) YTBEPKAATh IIJIaHbl MO BHEIPEeHMIO KIMEeHTONEHTPUYHOIO IOAXo4a B
rOCyJapcTBEHHOM M MYHMUMIIQJIBHOM YTPAaBIEHUM C y4eTOM TpeGOBaHMII HACTOSIIErO
Cranpapra, a TakkKe CTAHOAPTOB KIMEHTOUEHTPUYHOCTHM, MPUHSTHIX Ha (efepanbHOM
YDOBHE;

3) obecrieunBaTh peaM3aLMIO TUIAHOB 1O BHEIPEHWI0 KIMEHTOLIEHTPUYHOTO
TIOAX0/A B IOCYJapCTBEHHOM ¥ MYHMULIMIIATILHOM YIIPABJICHMM;

4) obecrieyyBaTh KOHTPOIb AOCTISKEHUS MOKA3aTe el KIMEHTOLeHTPUIHOCTH,
yKa3aHHbIX B pasgene 5 Craupapra.

12



4.2.3. B cybbexre Poccuiickoit Demepauyy B LENSIX peanusaiyy [UIAHOB IO
BHELPEHMIO KJIMEHTOIEHTPUYHOCTU MOTYT (OPMUPOBATHCA Kpocc-(PYHKUMOHATbHbIE
(CKBO3HBIE) KOMaHMb! C TIPUBJIEUEHNEM COTPYAHMUKOB OPraHOB BJIACTH, IpeiCcTaBuTeNnen
YIOJHOMOUYEHHBIX OpraHusalyii B 3aBUCUMOCTH OT XMU3HEHHOM cuTyaluu, a TaKKe
OBIIECTBEHHBIX OpPraHM3aluMil NpegIpyHUMAaTeNel, YIOJHOMOUeHHbIX IO 3alliTe [paB
IpepUHMMATe/Iel, Pa3paBoTUMKOB MPOTOTUIIOB YCITYT M CEPBICOB, MHbIX 3KCIEPTOB.

424, ConpoBosxeHye peaMsauuy  KIMEHTOLEHTPUYHOrO  IOAXOAa B
FOCYJAapCTREHHOM  ympaBieHuyu  obecrieumBaercs — [JernapraMeHTOM — IPOEKTHOTO
ynpapnennss AQO «PervoHasbHasg KOPHNOPAIMs PasBUTHS U MOANEPHKKA Tynbckon
obnactu» (panee — [IpoekTHBIN ODUC).

4.2.5. K 3apauam IIpoexTHoro oduca OTHOCATCS:

1) 3KCIePTHO-MEeTOOUYeCKoe COIPOBOXKAECHNME BHEIPEHMS
KJIMEeHTOLIeHTpiuHoro noaxona B Tysisckoi obacTy,

2) B pasBUTHE [IOJIOKEHM!T HaCTOSILEro  Crangapra paspaborka U
COBEepILIEHCTBOBAHME CTPATErMUECKMX ¥ METOAUYECKMX [AOKYMEHTOB IO BOMpOCam
BHEAPEHUS! KIMEHTOIEHTPUIHOTO II0AXOHA B TOCYAAPCTBEHHOM ¥ MYHUIUTIAIBHOM
yrpasaedun B Tyibckoit o6macTy;

3) METOAMYECKOe COMPOBOKAEHME M KOHCY/AbTMPOBAHME OPraHOB BJIACTU U
VIIOJIHOMOYEHHBIX OPraHM3aluif 110 BOIIpocaM BHEpeHMs KIIMEHTOLEHTPUYHOTO TI0/IX0/Ia
B rOCyapCTBEHHOM M MyHMUMIATLHOM yrpasienny B Tysibckoi obnacty;

4) conpoBoskAeHre GopMUPOBaHMS KPOCC-QYHKUMOHAIBHLIX KOMaH]T;

5) BBIAB/IEHME M M3yUYeHMe TOTpeOHOCTEN KIMEHTOB Il TPUOPUTETHBIX
JKU3HEHHBIX CUTYaLINIA;

6) opraHmusalus TeCTUPOBAHUS Ha 1Ie/IeBLIX ayJAUTOPHUSIX TMPOTOTUIIOB YCIIYT,
Mep MOANep)KKM ¥ CEePBUCOB B IPMOPUTETHBIX JKU3HEHHBIX CUTYALMAX, a TaKXKe
MeXaHM3MOB OlleHKM cobmiogeHus o06g3aTelbHbIX TpeboBaHui OO MX BBOZAa B
SKCTLTYaTaluIo; '

7) MOHWUTODPMHI YIOBJIETBOPEHHOCTU KJIMEHTOB;

&) M3yUYeHMe  JIYUIIMX  OTEYECTBEHHbIX M 3apybeXHbIX  IIPaKTUK
IIPefoCTaBJIeHNs. YCIYT, Mep TOAIEePKKM U CEPBUCOB;

9) 9KCIIEPTHOE B3aMMOMENCTBYE M COTPYIHMUUECTBO C APYTUMM IPOEKTHBIMMU
obucamyu Ha GenepanbHOM YpoBHe U B cybwexkrax Poccuiickon @Depepaunn,
OCYIIECTB/IAIONMMM  (QYHKIMKM [0 BHEIPEHWIO KIMEHTOLEHTPUYHOIO IIoAXoja B
rOCYyZapCTBEHHOM M MYHUIIMITAIBHOM YTIpaBIeHNH;

10) omeHka  ypOBHeNl  KAWEHTOLEHTPMYHOCTM  OPraHoB  BAACTU ¥
VIIOJTHOMOYEHHBIX OpraHusaiyit B Tynbckoil obacTi.

4.2.6. IlpoexTHbIM O(dUCOM MOTYT ONpenensaTbCsi NPUOPUTETHbIC KM3HEHHbIE
CUTYaUMM [JisI BHEOPEHMs] KIMEHTOLUEHTPUUYHOTO TOAXOAA B TIOCYAAPCTBEHHOM U
MYHUIMIIAJILHOM yIpaBiaeHnu B TyabckoM o06acTM ¥ JOBOOUTHCS B  KauvecTse

PEKOMEHAALIMIA 1O OPraHoB BJIaCTY ¥ YIIOJHOMOYEHHBIX OPraHu3alui.
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4.3. TpeboBanMs K BBIABICHMIO M U3YYCHUIO noTpebHOCTEl KIIMeHTOR

4.3.1. BoisBnenve u usyuenye MOTPeBGHOCTEN KIMEHTOB NPOBOIATCS OpraHamu
BIACTH M YMONHOMOUGHHBIMM OPraHM3aUMAMU TIPM B3AUMOENCTBMM C IIpOEKTHBIM
OpUCOM B paMKax >KM3HEHHBIX CUTYAL M JOJSKHBI COOTBETCTBOBATE ClenyOLLM
TpPeOOBaHMUAM

1) OCHOBBIBATbCHA Ha OOBEKTHBHBIX JAaHHbIX;

2) YUUTBIBATh OCOOEHHOCTH 1 HABBIKU KaXKI0i TPYTITIBI KIUEHTOB;

3) TTIOOLLPSTH O6PATHYIO CBSA3b CO CTOPOHbBI KIMEHTOB,

4) PasbsACHATD K/IMEHTaM Pe3yJIbTaThl MPOBeNEeHHbIX PaboT.

4.3.2. BoisiBeHMe u u3yyeHye MOTPEGHOCTeN K/IMEHTOB BKIIIOYAET caepyoolue
STarbI:

1) CerMeHTauus KIUEHTOB;

2) Paspaborka (aKTyanmusarys) KapT KIMeHTCKUX yTeil;

3) U3yueHye MoTpebHOCTeN KAMEeHTOB.

PesynbraTel BeIBIeHMS M u3yuenus NoTpeOHOCTEN  KJIMEHTOR  SBJISIIOTCS
OCHOBaHUEM:

1) JULL YROBJIETBODEHMSI TOTPeGHOCTEN K/IVEHTOB MyTeM MpenoCTaBieHus
YCIyL, Mep NOAAEPKKM U CePBUCOB OPraHOB BJIACTH U YIIOTHOMOYEHHBIX OpraHM3alnii;

2) AATIS IPOCKTHPOBAHMS HOBBIX, & TAKIKE /ISl PEVHKMHUPUHIA CYILECTBYIOIIMX
YOIYL, Mep TOANEPXKKM M CePBIMCOB, d TaKKe MeXaHU3MOB OLEHKM COOMIOIeHus
00s13aTe/TbHBIX TPeBOBAHMIL;

3) AJIS HONTOTOBKYM OTBETOB IO 3aIIPOCY KIMEHTOB B OTHOLLEHUY TOTPe6HOCTe
IJIMEHTOB,  YNOBJIETBODEHME KOTOPBIX B CMJIy 3aKOHOAATENbCTBA, (DMHAHCOBBIX
BOSMOXKHOCTEH JUIM MHBIX OBCTOSITENBCTB Ha MOMEHT B3aiMOLCHCTEHS C K/IMEHTOB He
MPEICTABISIETCS BOSMOYXKHBIM,

4.3.3. OpraHbl BIacTyi ¥ YIIOIHOMOYCHHBbIE OpraHmsallMy IPOBOLST MEPBUYHbIN
cOOp HaHHBIX O KIMEHTaX M MX TEKYIeM KIMEeHTCKOM OfLiTe B paMKax >KM3HEHHOM
CUTYaLIMM.

4.3.3.1. JlaHHBIMU, HeOBXOIUMBIMU A1 BRISIBJIEHMA M M3YYEHMS] MOTpebHOCTeI!
KJIMEHTOB, SIBJISIIOTCS:

1) OTKPBLITBIE U OOLIEAOCTYIHbIE [aHHBIE, B TOM YMCIC CTATUCTHYECKIe
VICC/ICIOBaHMS, OTYeTbl M IyOJIMKAUMM, UHbIE JaHHble MHODOPMAIMOHHBIX pecypcos
OTKPBITOrO IOCTYIIA;

2) JaHHBIE O CyObeKTax NpenNnpUHUMATENLCKON M MHOM 3KOHOMHUECKOMI
AGATENILHOCTH, a TAKKe 00esnIeHHble JaHHbIE 06 MCTOPYI [PeLOCTABICHS yCiIyT, Mep
TNIOAMEPKKM M CEPBUCOB, HAXOLSIIMECS B  PACHOPSIKEHMM OPraHoB BAACTH 1
YIOJHOMOUYCHHBIX ~ OPTaHM3alMii Ha 3aKOHHOM OCHOBaHMM, BKIIOUAS IaHHBLE
VMHQOPMAallMOHHBIX ~ CHCTEM  OpPraHoB TOCYNapCTBEHHOM  Brmacty:  EaunHOro
FOCYapCTBEHHOTO peecTpa IOpUAMYECKUX nui, Epmxoro rocymapcrsensoro peecTpa
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WHOMBUIYAAbHLIX Ipeanpuaumvareneii, Peectpa cyObekToB Majoro u CpegHero
NpeonpyHUMATeNbCTBa, LAMHOrO mopraja TroCyAapcTBeHHbIX — yenyr, Peecrpa
oB6si3aTenbHBIX TpeGoBanuil, EAMHOro peecrpa KOHTPOIbHBIX (HAA30PHDIX) MEPOIPHUATHA,
TCocypapcTBeHHOM MHDOPMALIMIOHHOM CHCTEMbI IIPOMBIIIIEHHOCTI M MHBIX;

3) HarmpaB/ieHHble KIMeHTaMyu ObpallieHus M0 BOIPOCaM pelleHust npobiem,
MpelyIOKeHs B paMKax MyOIMuHbIX OOCYKJIEHMIT YBEIOMJIEHMA W  IIPOEKTOB
HOPMAaTMBHBIX TIPABOBBIX aKTOB, 4 TAaKKe HeoMIMaabHble KOMMEHTapUW, Kato0sl,
OT3bIBBI B COLIMAJILHBIX COTAX, IPYIINaxX B MecCceHImkepax, Ha popyMax, mopranax U MHbIX
MHGOPMAIMOHHBIX pecypcax;

4) IaHHble OBILECTBEHHEIX 0OheIMHeHNIT TPasKAaH WM TpeJnpUHUMaTeIeN;

5) [lAHHBIE JOKJIA0B YIIOJHOMOYEHHOTO TI0 MpaBaM 4YesioBeka B Poccuiickoit
Denepalu ¥ YIOJIHOMOUEHHBIX TI0 MNpaBaM uYejoBeka B cybwexrax Poccuiickoi
Mepepauyu, Ynonnomouennoro npu Ipesunente Poccuiickoit @epepariuy 1o npaBam
pebeHKa ¥ YIIOJIHOMOYEHHbBIX MO MpaBaM pebeHka B cyobexrax Poccuitckoin Memepauniu,
Vnomuomouennoro mpu  llpesmpenre Poccuiickon @epepaumy 1o 3anure Ipas
NpennpuHUMaTesneii ¥ YIIOJHOMOUEHHbIX 10 3alUTe I[paB IpeflpyHUMAaTesleil B
cybwekTax Poccuiickon Depepaniyy;

6) IaHHbIE 0 TIepCOHAILHBIX TMOTPeOHOCTSX, HemnocpeaCcTBEHHO
peoOCTaB/IeHHbIe KJIMEHTOM;

7) HOCTYTHEIE 00e3MMUeHHbIe AaHHble 00 MCTOPUM NPedOCTaBJIeHUS YCIYT U
CEepPBMCOB, HAXONAIMECS B PaCHOPHKeHWM OPraHoB BJACTM M YIOJHOMOYEHHBIX
OpraHu3aIinii.

4.3.3.2 Ha ocooBanmu aHanmMza coOpaHHbIX MAHHBIX OpraHbl BJIACTUM |
YIOJIHOMOYEHHbIe Oprauusamyy pu noggepxkke [IpoektHoro oduca:

1) bOPMYIMPYIOT TUIIOTE3bI O CETMEHTAIINIM KIMEHTOB M UX KJIMEHTCKOM OIIbITE
TIPY MOTYYEHNM YCIYT, MEP MOALEPKKHU 1 CEPBICOB;

2) OIpEeHeISIOT MEeTOIbl TIPOBeIeHUs YTAYyOIeHHbIX UCCAeNOBAaHUI € Uebl0
V3yYEeHMs] KIMEHTCKOrO OIbITa M paspabaThbiBalOT IJIaHbl MO TPOBEAEHWUIO TaKMX
UCC/IeNOBAHNM;

3) MPOBEPSIIOT TUIIOTE3bl O CerMeHTAalMM KIMEHTOB M MX KJIMEHTCKOM OIIbITe
MyTeM TMPOBEIEHMS WMCC/IeNOBAHUI, TMPUMEHSS MeTOAbl COLMOJIOTMYECKUX OIPOCOB U
MHbIE, B TOM UYMCJIE: CKPbITbie WM OTKpPBIThie, MaCcCOBble WM MHAMBUIYAJIbHbBIE
HabIONeHusI, TOJL30BaTeIbCKUE  CaMOHAOMIOAEHMs, OIpPOChl, aHKeTMPOBAHMS,
ronocoBanusi, GHOKyc-rpymnmbl, raybuHHbIe MHTepPBblO, Nonb3osBarensckoe (Ul- n UX-)
TeCTUPOBAHME UUPPOBBIX PELIeHUII M APYTIie Criocobbl M3yUYeHUs KIMEHTCKOrO OIbITa.

4.3.3.3. PesynbTaTOM CermMeHTalMM KJIMEHTOB SIBJSIETCS OTHEeCeHMEe U3YYEHHBIX
I'PYIII KJIMEHTOB K JKM3HEHHOU CUTYalyy ¥ IPOPUIIM KIMEHTCKOTO CerMeHTa.

4.3.4. B uensax BbIsIBIIeHMSI NOTPeOHOCTEM KIMEHTOB OpraHaMyu BJACTU U

VIOOTHOMOUEHHBIMM  OPraHM3alMiaMHM  IIPU BKCHepTHO-METO,ELMI{ECKOIZ nopaepiKre
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[TpoexTHOoro oduca paspabaTbIBAIOTCS BHEPBblE WM  aKTYaAM3UPYIOTCS — KapTa
KJAMEHTCKOrO MyTH WM HECKOJIBKO TaKMX KapT Ha OCHOBaHMM:

1) TIePBUYHOI'O BBISIBJIEHMS U M3YUEHUS TTOTPeOHOCTEN KIMEeHTOB;

2) pe3yiabTaTOB MOHUTOPMHIA YAOBJIETBOPEHHOCTH KIMEHTOB.

4.34.1. Kapra KIMEHTCKOrO TYyTM BKIIOUACT CJIEAYIOMIYIO OCHOBHYIO
vHpopManuio:

1) ONnyCaHye XM3HEHHON CUTYalllK;

2) ornucaHue npoduis KIMeHTCKOTO CerMEHTa;

3} THUITOBbIE IOTPEOHOCTH KIIMEHTa;

4) JeCTBUS KJIMEHTa OT MOMEHTa BO3HUKHOBEHMS MOTPeOHOCTM 10 MOMeHTa
UX YOOBIETBOPEHMS;

3) BHU[bI (TUIIbI) TIONYYEHHBIX KIMEHTAMY YCIYT, Mep NOAIEPKKMA ¥ CePBUCOB;

6) TOUKM B3aMMOAENHCTBMA C OpPraHaMM BJIACTM M YIIOJHOMOYEHHBIMU
Oprauu3anusamu;

7) KJIMeHTCKUIA ONBIT B TOUKAX B3aMMOIECTBIA.

B pamrax u3yueHus KIMeHTCKOTO OIBITA B KAPTY KIMEHTCKOTO IIyTH BRIIOUAIOTCH
[O3UTUBHbIE HAOIIOAEHUS Y TUTIOBbIE NIPOGIEMbI KJMEHTOB B TOUKAX B3aMMOIEHCTBI.

4.3.4.2. Ha ocHoBamyu pa3paGOTKM WM aKTyanusaljuyi KapT KIMEHTCKUX [yTeil
OTBETCTBEHHbIE 3a MNPENOCTaBIeHUe YCIYT, Mep MNOALEPKKM ¥ CepBUCOB B paMKax
KU3HEHHOM CHUTYaLMy OPraHbl BIACTY U YIIOJHOMOYEHHbIE OPraHu3aIui:

1) OIPENENSIOT  MPUOPUTETHbIE [JI1  YAOBJIETBOPEHMS TIOTpebHOCTell U
pellieHMs] BBISIBJIEHHBIX TPOOJIeM leieBble IPYNIBI KIMEHTOB MCXOAS M3 OLEHKM UX
YMUCACHHOCTM U CUCTEMHOCTM BBISIBJIEHHBIX ITPOGIEM, OrPaHMUEHHOCTM WMEIOINXC
pecypcos;

2) paspabaTbiBalOT PEeKOMEHJAIMM IO MOBBILIEHMIO KaueCTBa KJIMEHTCKOTO
OMbITa;

3) nyGIMKYIOT Ha CBOMX OQMIMANbHBIX MOPTAIax U MPeIOCTABISIOT KIMeHTaM
C COOTBETCTBYOIIMMM XapaKTepHCTrKamMm JKM3HEeHHOM cUuTyanmm n HpOdJI/IJIH
K/IMEHTCKOTO CerMeHTa IO BHIODAHHBIM KaHalaM B3aMMOMAEACTBMS Pa3bSICHEHUS O
pe3ynbTaTax BbIABICHNS M U3YYeHUS TUIIOBbIX MOTPeOHOCTE! KIIMEeHTOB.

IIpn dopmupoBanny pekomeHzalyii 1O MOBBLILICHMIO KAYeCTBa KIMEHTCKOrO
OTbITA OpraHaMM BJIACTM ¥ YIIOJHOMOUEHHBIMM OPraHM3alMSIMM M3YYarOTCs JIyYIlue
OTeYeCTBEHHbIE ¥ 3apyOeXHble MPAKTHMKM NMPEJOCTABICHMs YCIYT, Mep IMOLNEPKKA U
CepBMCOB B PaMKaX JKU3HEHHbIX CUTYALMI, B TOM YKCIe MPefocTaBieHHbie [IpoeKTHbIM
ohucom.

4.3.4.3. Pesynbratamy paspaboTKM WM aKTyalusalii KIMEHTCKMX [yTeil
SBJIAIOTCS:

1) KapThbl KIMEHTCKMX ITYTeN;

2) PEKOMEHAALMMA 10 TIOBBIIIEHUIO KaueCTBa KIMEeHTCKOIO OINbITa;
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3) ONyONMKOBAHHbIE  PE3YyJbTAThl  BBIIBIEHMSI U  M3YUEHUS] TUIIOBBIX
noTpebHoCTeN KIMEeHTOB.

4.3.5. Ilo pesyabraram paspaboTKM MM aKTyaJM3aLMMA KapT KIMEHTCKUX IyTen
[TpoekTHbIM  OdycoM Ha  PeryasgpHoil  M3y4aloTcsl  IOTPeOHOCTM  KJIMEHTOB,
pa3pabaThIBAKOTCS WIIM AKTYIUIUPYIOTCS KIIMEHTCKUEe CLeHAPUIA.

4.3.5.1. Jlns K0 JKU3HEHHO CUTYaIMM U TPYIITBI KIMEHTOB OpraHaMu BJIaCTH
M YIIOJHOMOUYEHHBIMM OpraHM3alsIMi COBMeCTHO ¢ [IpoeKTHbIM O(MCcOM M3Yy4aloTCs U
AKTYaIU3UPYIOTCS TUTIOBbIE TIOTPEOHOCTH:

1) MOTPEOHOCTHM,  KOTOPBIE  MOTYT  OBITH  Y/IOBJETBOPEHBI  ITYTEM
MpefoCTaB/IeHNs CYILECTBYIOIINX YCIYT, Mep MOAAEPKKM U CEPBUCOB;

2) noTpebHOCTM, B OTHOUIEHMM KOTOpPbIX BegeTcs pabora IO uX
YIOOBAETBOPEHUIO 3@ CYeT TPOEKTHPOBAHMS HOBbIX, PEMHXMHMPUHIA CYLIECTBYHOLIMX
YCIyT, Mep MOANEPIKKM M CEPBYCOB;

3) MOTPeOHOCTM, KOTOpPble He MOrYT ObIThb YAOBIETBOPEHBI B TEKYIIMX
YCIOBMAX U B HEOOXOJMMBIE [IJIST KIMEHTa CPOKIA.

4.3.5.2. Ilpu wusydenuy mnoTpeGHOCTEN MOJIKHBI YYMTHIBATLCA TPOBIEMBI
KJIMEHTOB, CBA3aHHbIe C CoOmogeHNneM UM 00s3aTe/bHbIX TpeGoBaHuMit U (Min)
OCYIIIeCTBJIEHMEM OpraHaMM BIACTM U YIIOTHOMOYEHHBIMM OpraHM3alyaAMM OIeHKU
COOMIOIeHUS KITMEHTOM 00sI3aTeIbHbIX TPeOOBaHMIA.

4.3.5.3. [l mpoakTUBHOTO MPEeJOCTaBICHMSI YCAYT, MEp TOAJeKKM M CEPBUCOB
OpraHamy BJIACTY ¥ YIIOJHOMOUYEHHBIMM OPraHU3aLlMSIMM MPYU IKCIIEPTHO-METOIMUECKOMN
nopaepskke [TpoexTHoro oduca pazpabarsiBaloTcd U (M) aKTYAIU3UPYIOTCS KIMEHTCKUE
CLleHapuu, KOTOpele obecrneunBaloT BGeCIIOBHOE B3aMMOYBS3aHHOE MPOXOKAEHNe
KJTMEHTCKOrO Iy Ti. KnmuenTckme ciieHapuy pa3pabaThiBalOTCA Ha OCHOBAHUM TpeBOoBaHMUI
K IPOLIeCCY MPOAKTUBHOIO MpPefOCTaBlIeHus YCIyT U cepBucoB (pasgen 4.5 Cranpapra),
TpeOOBaHMII K B3aMMOLENCTBMIO C OpraHaMy BJIACTM M YINOJHOMOYEHHBIMU
OpraHMsalMsaMM B TMIIOBBIX TOUKax B3aMMOLEWCTBUS C KaueHramu (paspen 4.6
Cranpapra), TpeboBaHMil K cepBMCaM MO OIIEHKE M YCTAHOBIEHMIO O6s3aTe/bHbIX
Tpebopanuii (pasgen 4.7. Cranpapra), TpeboBaHMII K cepBMCaM TIO COBITIOIEHUIO
KMeHTamy  00sA3are/ibHbIX TPeOOBaHMi, BKIIOYAs CEPBMCHI 10 MNOOAEPIKKe IpK
NPOBEIEHNUI KOHTPOIbHBIX (Haf30PHBIX) Meponpusatuii (pasgen 4.8. CraHgapra) ¢ yuetoM
roKasaTeJiell K/IMeHToueHTpuaHocTy (paspaen 5 Crangapra).

4.3.5.4. KimeHTCKve cleHapuy aKTYaIMsMpPYIOTCS TpU pa3paboTKe OpraHaMmim
BJIaCTH U YIIOJIHOMOYEHHBIMY OPraHU3aLMsIMU HOBBIX YCIIYT, Mep HOMIEPKKIA U CePBUCOB,
DEMIDKMHUPUHTE CYILIECTBYIOLUMX YCIYT, Mep TOAIEPSKKI U CEePBUCOB.

4.3.5.5. TpeboBanus K MPOEKTHMPOBAHMIO OPraHamMi BAACTH M YIIOJHOMOYEHHBIMY
OPraHu3alMsAMM HOBBIX YCIYT, Mep IONNEePXKKM ¥ CEPBUCOB M PEMHXUHUPUHTY
CYLIECTBYIOIMX YCAYr, Mep NOANEPIKKM WM CEePBMCOB IpenCcTaB/leHbl B pasiene 4.4.
Cranpapra.
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4.3.5.6. Opraspl BIacTH ¥ YIOJHOMOYEHHbIE OPraHu3alu pa3pabaThiBalOT U BEAYT
B MHGOPMAIMOHHBIX CHCTEMaxX OTBeTbl HAa YaCTO 3aJaBaemMble BOMPOCHl KIMEHTOB C
yUeToM CIemyIoLux TpeboBaHMii:

1) OTBETbl Ha BOMPOCHI JOKHBI OBITH IOCTYIHBI IPYTMM OpraHaM BJIACTU U
YIIOJIHOMOYEHHBIM OpraHu3alysiM, OCYIIECTB/SIONIMM IpPefocTaBieHne YCIyr, Mep
MOAEPIKKM M CEPBUCOB B PaMKax JKU3HEHHOW CUTYalVi;

2) Ajisi MOTPeGHOCTEeN, KOTOpbIe Hesb3sl YIOBIETBOPUTbD B CPEIHECPOYHO
NEePCIEKTBE, B OTBETAX HA BOMPOCHI YKAa3bIBAIOTCS MPUYMHBI, IO KOTOPBIM WX HEJb3s
YAOBJIETBOPUTb.

4.3.5.7. TTo pe3ynbTaTam M3yueHMs TUIOBBIX MOTPEGHOCTEN KIMEHTOB:

1) B OTHOIIIEHUM TOTPEOHOCTEN, KOTOPbIEe MOTYT OBITh YIOBIETBOPEHBI TYTEM
IIpeOCTaBIeHNS CYIIECTBYIOIIMX YCIIYT, Mep MOANEPSKKY 1 CEPBMCOB, paspabaThiBAKOTCA
WIM aKTYaJM3MPYIOTCS KJIMEHTCKME CLIeHapuy, Ha OCHOBE KOTOPBIX OCYILLIECTBIIACTCS
y/IOBJIeTBOPeHNe JaHHbIX NoTpebHOCTel KmeHToB (pasgen 4.5 Crangapra);

2) B OTHOLIEHMM  IOTPeOHOCTeN, JJs1  YAOBJETBOPEHMS  KOTOPLIX
CYLIECTBYIOIIUX YCJIYr, Mep TIOAIEePXKKM M CEePBUCOB HEHOCTATOUHO, IPOBOLMUTCS
MPOEKTHPOBAHME HOBbIX U (M/11) PEMIKMHMPYHL CYILIECTBYIOLIMX YCAYT, MED IIOALePKKH
u cepBucoB (pasgen 4.4 Crannmapra);

3) aKTYaJIM3MPYIOTCS OTBETHI HA YaCTO 33[jaBaeMble BOMPOCHI K/IMEHTOB.

4.5.5.8. Knuenr po/mkeH MMeTh BO3MOMKHOCTb YIPaBJIAThL HaGOPOM [JAaHHBIX, Ha
OCHOBE KOTOPHIX ONPENENIIOTCS €ero IepCOHANbHBIE TMOTPEGHOCTM C  YUeTOM
VICTODMYHOCTH TUX JIaHHBIX.

4.4. TpeboBanus K NPOEKTUPOBAHUIO HOBBIX ¥ PEUEDKUHUPUHIY CYLIECTBYIOIIMX

YCJIyT, MEp MOJJIePKKI, CEPBMCOB 1 MEXaHM3MOB OLIEHKM CODIIOAeHUS 0093aTe/IbHbIX
TpeboBaHMit

4.4.1. TlpoexTupoBaHMe HOBBIX MM PEMHIKMUHIMPHUHT CYLIECTBYIOLINX YCAYT, Mep
MOAIEPIKKMA U CEPBMCOB OJIKEH:

1) OCHOBbLIBATBCS HA DPE3YJIbTATAX BBIABIACHUS M M3YUYEHUT MOTPeOHOCTe
KJIMEHTOB;

2) YUUTBIBATh BO3MOMKHOCTU MCIONB30BaHUS YIOOOHBIX I/ KJIMEHTOB TOUYEK
B3aMMOZEJCTBYS C OPTaHAMM BJIACTH ¥ YIOJHOMOYEHHLIMM OPraHU3alaIM, TPeGOBaHMS K
HMM B COOTBETCTBMM C pasjenom 4.6. Cranpmapra;

3) OCHOBBIBATbCSl HAa CTPATErMUeCKUX OPMEHTMPAX rOCYHAapCTBa M M3yYeHUN
11QPoOBOI MHPPACTPYKTYPhI, OPraHNM3aLMK NPOLECCOB IPEAOCTABICHUS YCIYT, Mep
MOANEP>KKM U CEPBUCOB B OpraHax BJIACTH ¥ YIOTHOMOYEHHBIX OPraHM3alysix,

4) YUATBIBATh HOBbI€ TEXHOJIOTMM M JpPyIve BO3MOKHOCTM IJIS TIOBBIILIEHMS
MOTPeOUTE/IbCKOT IIEHHOCTH FOCYJAPCTBEHHDIX YCIIYT, Mep MOAAEePKKIA U CEPBUCOB;
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5) VUMTHIBATE OCOBEHHOCTM KYJIBTYPHI UM TPAIMIA cybbekra Poccuiickoi
@enepauny;

6) BOBJIGKATL KJIMEHTOB, a TakKe Tpe/icTaBuTesieli  OOIIecTBEHHbIX
OpraHMsauyii MpennpuHUMareseli M MHCTUTYTa YIOJHOMOUEHHOrO IO 3amuTe Ipas
IpefIIpMHMMAaTesIel B paspaboTKy M TeCTUPOBaHME TIPOTOTUIIOB YCIIYT, MEP TMOAACPIKKIL 1
CepBMCOB JI0 BBOJA MX B 3KCIUTYaTalMIO;

7 obecrieunBaTh OTBETCTBEHHOCTb OpPraHoB BJAcTy, YMOJIHOMOYEHHBIX
opraHuM3aluii U MX MpeACTaBuTeNell, BKIOUas PabOTHUKOB M MHDBIX OeMCTBYIOLMX OT UX
MIMEH JIMII, 32 COBepIIeHHbIe uMu JeiicTBus (6esneiicTBIe) I He [OTTYCKATh BO3IOYKEHNE
(mepeHeceHue) TaKOM OTBETCTBEHHOCTY Ha KJ/IMEHTOB;

8) TIPUBOAMUTH K TOBBIIIEHMIO KayecTBa KJMEHTCKOrO OIbITa, B TOM 4MCie K
CHIDKEHIO M3IepKeK KIIMeHTOB, CBS3aHHBIX C B3aMMOJENCTBMEM C OpraHaMy BIaCTu U
YIIOTHOMOYEHHbIM OPraHu3aLsIMu.

[1poeKTUPOBaHMe HOBBIX WM PEMHXKMHVPUHT CYIIECTBYIOIIMX CEPBMCOB MOXKET
OCYINECTBIATCS B PAMKaX 9KCIEPYMEHTAIbHBIX MPABOBBIX PEKUMOB B Cepe UM(DPOBBIX
VIHHOBALIVIA.

4.4.2. TIpouecc NMPOEKTUPOBAHMS HOBbIX, PEUMHKUHUPHUHL CYLIECTBYIOMMX YCIYT,
Mep TMOAAEPKKM U CEPBUCOB BKIIIOUAET CJIeAYIONIe ITaMbL:

1) [OATOTOBKY K  NPOEKTUPOBAHMIO  HOBBIX  WIM  PEeMIDKMHUPUHTY
CYLIECTBYIOUIMX YCIYT, Mep IOAACPKKA U CEPBUCOB;

2) paspaboTKy ¥ TeCTMpOBaHME IPOTOTUIIOB YCIYr, Mep TMOANEPXKKU U
CepPBUCOB;

3) BBOJL [IPOTOTUIIOB YCIYT, MEP MOAAEPIKKM U CePBMCOB B SKCILTYATALMIO.

4.4.3. OcHOBOM /1% MOATOTOBKHM MPOLecca IPOeKTUPOBAHMA MM PEUHKMHUPUHTA
CYLIECTBYIONIMX YCJIYT, Mep TOAAEPKKM 1 CEPBMCOB SBJISIOTCA:

1) paspaboTaHHbIe WM aKTYaTU3MPOBAHHbIE KAPTHI KIMEHTCKUX [Ty Te;

2) pPeKoMeHaLuK 110 NIOBLILIIEHNIO KauecTBa K/IMEHTCKOTO OIbITa.

4.4.3.1. TTogroToBUTENbHBIM 3Tall IPM PEMHXUHUPUHIE CYUECTBYIOMIMX YCIYT,
Mep IOAJEPKKM U CEepBUCOB B PaMKaX JKM3HEHHOM CUTYalUMM BKIIIOUAET CJIEAYIOLIME
9TallbI:

1) aHanM3 I[IPaBOBBIX HOPMATMBHBIX aKTOB WM  MHBIX JIOKYMEHTOB,
YCTaHaBIMBAIOLIMX TpeOOBaHMS K IIPeAOCTaB/IeHIIO YCIYT, Mep MOANEPIKKI 1 CEPBUCOB;

2) aHaIN3 KJIMEHTCKUX ClleHapHeB;

3) aHa/M3 TPaKTUKM IIPEeAOCTABIEHUs YCIYT, Mep INOANEPKKM M CepBUCOB,
BK/IIOUasi OLEHKY M3Jep)KeK Ha COBepIleHMe  aIgMMUHUCTDATHMBHBIX  HelCTBUM
COTPYOHMKAMM OPraHOB BJIACTM ¥ YITOJHOMOYEHHBIX OpraHV3auuil JUIM OeiiCTBUM B

paMKax aBTOMAaTU3MPOBAHHBIX TIPOLIECCOB MHMOPMALMOHHBIX CMCTEM OPraHOB B/IACTH U
YIIOJTHOMOYEHHBIX OpPraHn3aLyii;
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4) OmMcaHMe TeKYIIero npouecca MpefocTaB/IeHys yeuyr, Mep NORACHKKN 1
cepBUCOB (COOTHECEHMe KapT KIMEeHTCKOro Myt ¢ YTBEPKIEHHBIMI  KIVEHTCKUMM
ClLIeHapusIMu).

4.4.3.2. TIomroToBUTE LHBIN STATl TPy TPOEKTHPOBAHMYU HOBBIX U PEUHIKMHUPUHIE
CYLLECTBYIOIMX YCIYT, Mep TOAMEPKKA ¥ CEpPBUCOB B PAMKAX KV3HEHHON CUTYaLyn
TaK)Ke BKIIOYAeT Cyie/lyIolye aTambl:

1) aHAM3 JTYYIIMX OTEUECTBEHHBIX M 3aPYOeKHBIX NMPAKTUK MPELOCTaBICHNA
YCJIYT, Mep TOANEP>KKM U CePBIUCOB B PAMKAX JXM3HEHHMIX cUTyalui;

2) paspabOTKy U OLEHKY BapMAHTOB IPeNOCTABNEHMS HOBDBIX YCIYL, MED
TIOACPYKKM U CEPBICOB;

3) paspaboTKy  1eIeBOr0  KJIMEHTCKOro  CleHapys, — BRIIOHYAIOLIEro
MOJIepPHM3MPOBAHHBIN 11eJIeBOJi IPOlece [PefOCTaBIeHUs YCIYr, Mep HNOLAEPRKIA 7
CepBICOB Ha OCHOBAHMY BBIGPAHHOTO BapUaHTa MPeJOCTaB/IeHIST yCIYT ¥ CEPBICOB.

4433 PesympTaramy TOArOTOBKM K  MPOEKTUPOBAHMIO  HOBBIX  MJIN
PEMIDKMHMPUHTY CYUECTBYIOLIMX YCITYT, Mep TOAIEPIKKI M CEPBUCOB ABMAIOTCA NE/IEBbIE
KJIMEHTCKME ClleHapuiL.

444 Ha ocHOBe leNeBbIX KIMEHTCKUX CLEHapuMeB OpraHbl BjJIacTH U
VIIOJHOMOUEHHbIE OPTaHN3aluy 00eCTeYnBaroT pa3paboTKy ¥ TeCTUPOBaHNUE MPOTOTHUIIOB
BXOISIMX B CLIEHAPHI YCIYT, Mep NMOAAEPIKKY Wiy CEPBUCOB.

TecTHpoBaHMe MPOTOTUIIOB OCYIICCTB/ISIETCS B TIPUBJIEYEHHBIX nabopaTopusix
[10JIH30BATEIbCKOrO TeCTUPOBAHMS.

4.4.4.1. PaspaboTka ¥ TeCTMpPOBaHNe BePXHEeYyPOBHEBLIX IPOTOTUIIOB HOBBIX YCIIYT,
Mep MOAHEePKKI Y CEPBUCOB BKIIOYAET:

1) paspaboTKy Tpe6GOBaHMI K BEPXHEYPOBHEBOMY NMPOTOTUIY YCIYTM, Mephbl
MOMIEPyKKI Wi cepBuca (anbda-Bepcusi) B COOTBETCTBIM C TPeBOBaHMSIMY PasaenoB 4.6
u 5 Crangapra, ¢ yueTom TpebGOBaHMI CTaHAAPTOB KIMEHTOLEHTPUUHOCTH, IPUHATBIX Ha
(henmepasbHOM YPOBHE;

2) pa3paboTKy BepXHEYPOBHEBOrO MPOTOTHUIA YCIYTH, MEPbl MOAAEPXKKM MIINA
cepsuca (anbda-Bepcud);

3) ompene/ieHue IeIeBbIX ayUTOPMIA I/ TeCTUPOBAHMS, B KOTOPbIE [OKHbI
BXOIUTH CPYIIIBI KIMEHTOB, OTHOCAIMKCS K COOTBETCTRYIOIIEMY MPOGUIII0 KIMEHTCKOr0
CerMenTa, 1 COTPYNHUKY OPTaHOB BJIACTY ¥ YIIOJHOMOUEHHBIX OPraHU3alluii;

4) TecTMpOBaHME BEPXHEYPOBHEBOIO MNPOTOTMIA YCAYTH, TNOIAEPKKU VM
cepBuca (anbda-Bepcusi) Ha LeJIeBhIX ayIUTOPUSIX;

5) 06pabOTKy pPEe3y/NbTaTOB TECTUPOBaHMSI BEPXHEYPOBHEBOIO NPOTOTMIIA
YCITYTH, TIOAIEePIKKY min cepsuca (ajibha-Bepcus);

6) MTOJITOTOBKY B Cilydae HEOOXOAMMOCTY M3MEHEHWH B 1eIeBOi KIMEeHTCKIH
CLieHapuit;

) MOATOTOBKY IpejJokKeHuii 1Mo paspaborke ¥ (MiM) WM3MEHEHHIO
HOPMAaTHBHBIX IPABOBLIX aKTOB. |
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44472, PesynpraramMy pa3paboTKM M TECTHPOBAHUS  BepPXHEYPOBHEBBIX
TIPOTOTUIIOB HOBBIX YCIIYT, Mep MOAIEPKKY U CePBUCOB SABJISIOTCA:

1) pesy/IbTaThl TECTUPOBAHNUS BEPXHEYPOBHEBOIO HMPOTOTUMA YCIYIM, MepbI
NoAAePyKKM MU cepBuca (anb(a-Bepcusi) Ha 1eJIeBLIX ayJUTOPUIX;

2) M3MeHeHUs B 11eJIeBOI KIMEHTCKUI CLeHapuii;

3) IIpe/IIONKeHMs 110 paspaboTke U (M/11) U3MEHEHUIO HOPMATVBHbIX TPaBOBbIX
aKTOB.

4.4.4.3. PaspaboTKa ¥ TeCTUPOBaHME eTalu3UPOBAHHOIO MTPOTOTHIIA HOBBIX YCIIYT,
Mep NOAAePKKI U CePBUCOB, PEMHKMHMPHUHTA CYLUECTBYIOIIMX YCIYT, MEP NOAAEPIKKIA U
CepBUCOB BKJIIOYALET:

1) paspaboTky TpeGoBaHMIl K NeTanuM3upoBaHHOMY HPOTOTHUITY YCJIYTU, MEpbI
NOJEPsKKY 1M cepBuca (6eTa-Bepcus) B COOTBETCTBYM ¢ TpeGOBaHMAMM pasfesos 4.5,
4.6 u 5 Cranpgapra, ¢ yueToM TpebOoBaHUI CTAHAAPTOB KAMEHTOLEHTPUYHOCTH, TTPUHATHIX
Ha denepasbHOM ypoBHE',

2) paspaboTKy AeTaNM3MPOBAHHOIO NMPOTOTUIIA YCIYTU, MePbI IOALEPIKKMA UITN
cepsuca (bera-Bepcus);

3) onpezeneHne 1eJeBbIX ayIUTOPUI A/ TeCTUPOBAHKS, B KOTOpPbIE JOIKHBI
BXOIUTH TPYIIIbl KIMEHTOB, OTHOCSIIMXCSI K COOTBETCTBYIOLIEMY IPOMIII0 KIMEHTCKOTO
CcermMenTa, COTPYIHMKN OPraHoOB BJACTY M YIIOJHOMOYEHHBIX OpraHu3alnii;

4) TECTMPOBAHME OETANM3MPOBAHHOIO MPOTOTMIIA YCJIYIM, Mepbl MOAJePIKKH
unu cepBuca (6eTa-Bepcus) Ha LieIeBbIX ayIUTOPUSIX;

5) 06paboTKy pPe3ynbTaToB TEeCTUPOBAHUS [eTaIM3MPOBAHHOIO MPOTOTUIIA
YCIYTH, MepBI MMOAAePsKKY MK cepsica (beTa-Bepcus);

0) nopaboTky TpeboBaHUI K AETANM3UPOBAHHOMY IIPOTOTHUITY YCIYTM, MEPHI
HOAIEePsKKU UMK cepBica (beTa-Bepcus) B COOTBETCTBUM € TpeBoBaHUAMM pasmesioB 4.5,
4.6 u 5 Cranpapra;

7) IopaboTKy AEeTaTu3UPOBAHHOTO MPOTOTUTIA YCIYTH, Mephl TIOAAEPXKKMA MM
ceppuica (beTa-Bepcus);

8) MOJTrOTOBKY B C/ly4yae HEOOXOAMMOCTM M3MEHEHUI B 11eJIEBOM KIMEHTCKUI
CIIeHapuii, BKJTIOYAs MHAMKATOPHI aKTUBHOCTY B TOUKAX KIMEHTCKOTO MYTH;

9) TOJITOTOBKY TTPOEKTOB HOPMATUBHBIX TIPABOBBIX aKTOB, MHLIX JOKYMEHTOR,
HEOOXOOMMBIX IJIS1 BHEAPEHUS AeTATM3UPOBAHHOTO TIPOTOTUNA YCIYTH, TIOOAEPIKKU MU
cepBuca.

444.4. PesynbraTamu pa3paboTKM M  TECTUPOBAHUS OETIU3MPOBAHHBIX
MIPOTOTUIIOB HOBBIX YCYT, MEP MOAAEPIKKHA U CEPBUCOB, PEUHKMHUPUHTA CYIIIECTBYIOIINX
YCIIYT, Mep MOAAEPKKU U CEPBUCOB SIBJISIIOTCSL:

! Noscrenne: PEHIKHHUPHHTA YCITYT, MEp MOIISPKKH W CEPBUCOB anb(ia-BEPCHEN ABIACTCA JSHCTBYIOIIHE
PpelICHHA 110 NMPEAOCTABIICHHIO YCIIYT, MEP NMOJICPKKHA U CCPBHUCOB.
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1) pesy/bTaThl TECTUPOBAHUS HETANM3MPOBAHHOLO MPOTOTUIA YCIYTH, MEPDL
TOZAEPIKKM M cepBlca (beTa-Bepcusi) Ha LeJIeBBIX ayAUTOPUSX;

2) M3MEHEeHMS B LIe/IeBOi KITMEHTCKMIA ClieHapuii;

3) mopaBoTaHHbIi 1O DPEe3yJbTaTaM  TeCTVMPOBaHMS [eTaau3upOBaHHbIN
IIPOTOTUI YCIIYTH, MePbl MOAAEPKKU WK CepBlCa (bera-Bepcus);

4) IPOEKThI HOPMATUBHBIX IIPABOBBIX aKTOB, MHbIX IOKYMEHTOB, HeOOXOAUMBIX
I17Ist BHEIPEHMS NeTaM31POBAHHOIO [IPOTOTUIIA YCAYTY, MePbI MOANCPIKKM MU CEPBUCA;

5) [OpaBOTaHHbII LeNeBOi KINEHTCKMUI CLeHaAPWIL.

4.4.5. BBOJ B ONBITHYIO M TPOMBITIVIEHHYIO 9KCIUTyaTalio IIPOTOTUIIOB YCIYT, MeEp
TTOZEPKKM M CEPBUCOB [O/DKEH OCYLUECTBJSATBCS B COOTBRTCTBMM C TpebOoBaHMIMYM,
yCTaHOBJIEHHbIMM 3aKOoHOAaTeLcTBOM Poccuiickoir Penepanum u Tynbckoit 061acThIO.

4.4.5.1. Tlocne BBoAa NPOTOTHUIIA YCJIYTM, Mepbl IOANEPKKYM MAM CepBuUCa B
IPOMBILLIEHH YO SKCIUTyaTalME0 OpraHaMM BJIaCTy M YITOJIHOMOYEHHBIMM OpraHM3alUIMU
OCYILECTBIISTFOTCSL:

1) MOHWUTOPWHT YIOBJIETBOPEHHOCTH KIMEHTOB;

2) MOHMTOPHMHT TIOKasaTejed KIMEeHTOLEHTPUYHOCTM, TPeNCTaB/IeHHbIX B
pasuene 5 Crangapra.

4.4.5.2. PesynbraTamMy BBOAA B ONBITHYKO M NPOMBILIUIEHHYIO BKCITyaTALIO
NPOTOTUIIOB YCIYT, MeP IMOAIEPIKKM U CePBUCOB ABJISIOTCS:

1) VTBeDKIAEHHble HOPMAaTMBHbIE TIPaBOBLIC aKThl, WHbIE [TOKYMEHTHI,
HeoOXOAMMbBIe I BHeAPeHMS AeTaJM31POBAHHOTO MPOTOTUIIA YCJIYI U, MePBI TIOAAEPIKKY
WUJTM CePBUCA;

2) BBEJEHHDLI B MPOMBIIUIEHHYIO 3KCIUIYaTalMi0 MPOTOTUIL YCAYIM, MEpEI
MOAEP’KKU MU CepBlMCa.

4.46. Opragpl BIacTM ¥ YIOJIHOMOYEHHblE OpraHy3alyyl OCYILECTBISIOT
[IPOEKTUPOBaHME HOBBLIX ¥ DPEUHSKMHUPUHT AEMCTBYIOIIMX CEePBUCOB OCYIIECTBICHNUS
3aKYIIOK TOBApOB, paboT, yCIyT A obecredeHnst FOCyIapCTBEHHBIX ¥ MYHMUIMITAIbHBIX
HY>KO B COOTBETCTBUHU C YKad3aHHbIMMW BbIIIE OGH_H/IMI/I Tp86OBaHI/LHMH K IIPOEKTUPOBAHMIO
U PEUIKUHUPUHTY C YIETOM CIeLYIOLIEero.

[Ipomecc MPOEKTUPOBAaHWSI ¥  PEMHKMHUDUHIA CEPBMCOB, MCIOJb3YEMbIX
KJIMEHTaMM — YYaCTHMKaMM 3aKyTIOK, JO/DKEH:

1) IIPOBOAUTHCS B LIEJIAX 3aIMThI KOHKYPEeHLMM, [1PpelOTBPallleHns KOPPYILnMu
M APYIMX 3JI0YTOTpedbaeHnii B cdepe 3aKymnok;

2) VUMTHIBATh BO3MOMKHOCTY COBEDILEHVs K/IMEHTaMM TeXHWYEeCKMX OlMO0K
IIPY Y9aCTHM B MPOIeAYyPaxX 3aKyMOK 1 NPeayCMaTpUBaTh BOSMOXKHOCTM MX MCIIPAB/IEHUA
6e3 BOSHMKHOBEHMSI HEraTUBHBIX MOC/IeACTBUN [JI KIIMEHTOB,

3) IpefycMaTpUBaTh YAOOHbBIA Ui KIMEHTOB MHCTPYMEHTapUil peansaliuy
IpeyCMOTPEHHBIX 3aKOHOOATEIBCTBOM NPaB 1M O0S3aHHOCTEN Y4acTHMKOB 3aKYMOK Ha
BCeX CTamMsIX OCYLIeCTB/IeHVS 3aKyIIOK, BKJIKOYasi MHCTPYMEHTBI 00KaIOBaHUs IeMUCTBUMA

W 683,[[8]7[CTBM51 3aKa34MKOB M BO3MeELIeHMA MPMYMHEHHOI'O Bpeda.
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4.5. TpeGoBaHMs K NMPOLECCY YIOBIETBOPEHNs MOTpeGHOCTEN KIMEHTa ITyTeM
[IpeiOCTaBIEHNS YCIYT, Mep MOALEePKKM U CEPBUCOB

4.5.1. TIpouecc yooBaeTBOPeHNUs MOTPEOHOCTeN KIUEHTOB IIyTeM IIPeJOCTaBIeHNS
YCIIYT, Mep IIO/IePKKI U CePBUCOB I0JKEH COOTBETCTBOBATE CIIEYIOLIMM TPeOOBaHMAM:

1) OCHOBBIBATHCS Ha pe3y/bTarax BbISBJEHMS U M3ydyeHUs] MoTpebHOCTE
KJIUEHTOB;

2) obecrieuBaTh MHPOPMUPOBaHME M OOyUeHMe KIMEHTOB IIPAaKTHYeCKOMY
MCIIOJIb30BAHMIO IIPEJOCTAB/ISEMBIX YCIYT, MeD TIOALEPKKA ¥ CEPBUCOB;

3) IIPEIOCTaB/IATh KIMEHTY BbhIOOP HACTPOeK B3aMMOZENCTBMSI C OpraHamu
BJACTM ¥ YOOJHOMOYEHHBIMYM OpraHM3alusaMy, BKIOUYas [OJydeHWHe YCIyr, Mep
MOAAEPIKKH UCIIONb30BaHe CEPBICOB;

4) obecreunBaTh IIPOAKTMBHOE B3aMMOMOEMCTBME IIPM HAJIM4YMKM COTJIACHUs
KIMEeHTa WM B cjlyyae, eciau Takoe corjacue He Tpebyercss B CWIy 3aKOHA IIpH
HaCTYIUIEHMH ONpeAesIeHHbIX COOBITII (0DCTOATENBCTB) JKM3HEHHOM CUTYalVIy KIMEHTa;

5) peluaTth npobeMbl KIMEHTa LEeJIMKOM B PaMKax JKM3HEHHON CUTYaLUu;

6) obecreunBaTh 0OPATHYIO CBSI3b 00 YIOBIETBOPEHHOCTH KIMEHTOB;

7) obecreunBaTh BO3MOJKHOCTB TPUBJIEYEHUS OPraHoB BJIACTH,
YIIOJTHOMOYEHHbIX OPraHyu3anuii U uX IpecTaBUTesIel, BKIoUas pabOTHUMKOB M MHBIX
OEeVCTBYIOIIMX OT MX MMEHM JIUL], K 3aKOHOAATEIBHO MPesyCMOTPEHHOM OTBETCTBEHHOCTH
3a COBEpIUEHHbIE MMM HeUCTBuUs (Oe3mencTBue) M HEe [JIOINYCKATh BO3JIOXKEHWE
(mepeHecenye) TaKOM OTBETCTBEHHOCTY Ha KJIMEHTOB;

) IIPYM COIJIACUMM KAMEeHTa obecrneunBaTh JOCTYI OOIIEeCTBEHHbIX OPraHu3aliiii
NpeanpUHUMATEIEN U YIIOJHOMOYEHHBIX 1O 3allATe [PaB IpeApUHMMAaTeNel K JaHHbIM
0 KauecTBe KJIMEHTCKOIO OIbITa;

9) obecreunBaTh MPEUMYIIECTBEHHO TPOAKTUBHOE TpenoCTaBIeHne YCIyr,
Mep IoOOep>KKM M CepBMCOB, a TaKXKe MCIIOJIb30OBaHME y,ﬂOﬁHbIX 18 KIIMEHTOB TOUeK
B3aMMO/IECTBMS C OPraHaMi BJIACTH M YIIOJTHOMOUYEHHBIMY OPraHm3ausam;

10) MUHMMM3MPOBATL BpPeMeHHble, (UHAHCOBBLIE M WHbLIE 3aTPaThl KJIMEHTA,
00yC/lIOBJIeHHbIE B3aMMOJEMCTBMEM C OpraHaMyu BJACTU M YIIOJTHOMOYEHHBIMMU
OpraHu3aLsaMy;

11) obecreuuTb BO3MOKHOCTH OOMHAKOBOM [OCTYIIHOCTM [JISI BCEX
KaTeropuii KJIMeHTOB.

4.5.2. YoBneTBopeHme norpebHoCTel KIMEHTOB BKIIKOUAET CIIEAYIONINE OCHOBHbIE
9TarbI:

1) MHGMDOPMUPOBaHKE KIIMEHTOB 00 ycllyrax, Mepax IOIIepKK U CepBucax u
MPEAOCTaB/IeHNE 00YUaKOIIMX CEPBUCOB;
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2) ylnpaBjieHie CorjiacieM Ha MPOaKTHBHOe TMpe/loCTaBlIeHNne YCIIyT, Mep
MOANEPKKM ¥ CEpPBUCOB B paMKax JKM3HEHHOM CUTYalMM [/ YIOBJIETBODEHMS
MOTPEOHOCTEN KIIMEHTOR;

3) paspaboTKa mpefBapUTeNbHOr0 KIMEHTCKOrO CLieHapus;

4) MOATBEePXKAeHe NMOTPebHOCTeN KIMEHTOR;

35) YIOBJIETBOPEHME TTIOTPEOHOCTE KINEHTOB;

6) nonayuenue 1 06paboTka 06paTHOM CBSI3U OT KIMEHTOB.

4.5.3. Oprassl BAaCcTV M YIIOJHOMOUEHHbIE OpPraHm3aluy TOKHBI ObecreunBarh
MH(DOPMMPOBaHIie KJIMEHTOB 110 BLIOPaHHBIM MMM KaHajaM B3auMO/IeMCTBISA O TOCTYTHBIX
IJISI HUX M PEKOMeHyeMbIX (CIIOCOOHbBIX CTaTh JOCTYIHBIMY TIPU BLITTOIHEHUY KIMEeHTOM
BCeX HEOOXOIMMbIX [IJISI 3TOr0 YCIOBMIT) YCAyTaX, Mepax MOAIesKKI 1 CePBUCaxX C YIeTOM
SKM3HEHHBIX CUTyalMii M npoduieil KIMeHTOB, a TakkKe TMPeaoCTaBiIasTh o0ydJaroiime
cepBUChI B Hambosee akTyaJbHBIX (opMaTax (BUOEO-POIMKU, 9aT-OOTHI, BUPTYaIbHbIE
TIOMOIIHMKY, BU3YaTU3UPOBAHHBIC PYKOBO/ICTBA T0JIL30BATEICH 1 MHLIE).

4.5.4, Opragamyu BJACTM M YIIOJHOMOYEHHBIMM OpPraHM3alMSIMM [OJIKHBI OBITH
obecrieyeHbl YCAOBUS, TO3BOJAIONINME KIMEHTAM IPeNOCTaB/IAThL COrJIacie OpraHam
BJIACTM M YIIOJTHOMOUYEHHbBIM OPraHu3alMaM Ha MPOaKTUBHOe NMPenoCcTaB/IeHne yCiIyr, Mep
NOAAEPSKKU U CEPBMCOB B PAMKaX JKM3HEHHOM CUTYaIMIA.

4.5.4.1. Cornacre KIMEHTa Ha TPOAKTUBHOE IpENOCTaBlIeHMe YCAYr, Mep
MOAAEPSKKM U CEPBMCOB B paMKax JKM3HEHHOM CUTYaLMM IPeaoCcTaBaseTcs B popMax:

1) corjacusl Ha IPOAKTUBHOE TpPeLOoCTaB/lIeHue VYCIyr, Mep IONIEepXKKM M
CEepBMCOB IO YMOJYaHMIO B paspe3e KOHKPETHOM >XM3HEHHOM CUTyaluu OO MOMEHTA
OT3bIBAa TAKOT'O COTJIACHS;

4] corjacusi Ha TIPOAKTUBHOE I[IPefoCTaBIeHMEe OTHOEeIbHBIX YCIyr, Mep
MOAJEPKKM M CepBMCOB (HOMEp cueTa sl HAuucaeHus GUHAHCOBOW TMOINEPIKKM,
[Ipe/I3aKas ywIyr ¥ CepBUCOB, HAaXOAAIIUXCH B Pa3paboTke WM peUHKMHUPUHTE).

4.5.4.2. Tlpu TipefOoCTaBJEHMY COrJIACKSI OpraHaM BJIACTH W YIIOTHOMOUEHHBIM
OpraHM3afusAM Ha NPOAKTMBHOE IIPeLOCTaBJICHNE YCIyr, Mep IOAAePKKU M CepBUCOB B
paMKax >KM3HEHHOM CUTyalMM OOJKHA MCHOMb30BaThCS yHOOOHAs I/ KAMEHTa TOYKa
B3auMogmeucTsuss ¢ HuM. IlepedeHb TOYeK B3aMMOMENCTBUS M TPeOOBaHMS K HUM
npejacrasiieHbl B pasnene 4.6 Cranpapra.

4.5.4.3. OpraHaMu BIacTU M YIMOJHOMOYEHHBIMM OPraHM3alysIMM AOJ/DKHA ObITh
ofecrnieyeHa ZOCTYITHAS BO3MOYKHOCTb OT3bIBA COMIACKS HA MPOAKTUBHOE [IpeoCTaBIeHM e
YCYT, Mep MOIIEPKKU ¥ CePBUCOB.

4.5.5. Jlo MomeHTa B3aMMOZENCTBMS C KJMEHTOM OpraHbl BJIACTH U
YVIIOJTHOMOYEHHbIe  OpraHu3auyMy  paspadaThiBalOT NPeaBapPUTENbHBIN  KIMEHTCKUI
CLIEHAPWA.

4.5.5.1. Paspaborka mnpeaBapMTENbHOTO KIMEHTCKOTO CUEeHapusi BKJIKOYaer
CNeayIoIue ITarbl:

1) OTHeCceHMe KIMEeHTa K KOHKPETHO KM3HEHHOM CHUTYaLMI;
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2) OTHECeHMe KIMEHTa K ITPOQUIII0 KJIMEeHTCKOTO CerMenTa,

3) OIpesie/ieHye TUIIOBBIX OTPeGHOCTe) KIMEeHTa Ha OCHOBE undopmanym ob
OTHECeHUM KIMeHTa K JKU3HeHHOM CUTyalun, TPOQUII KIMEHTCKOrO CerMeHTa;

4) olpefieNieHye MOTPeGHOCTeN KJIMeHTa Ha OCHOBE MCTOPHM B3aMMOJENCTBIS
¢ KJIMEHTOM, ec/i Takasi MCTOPUS B3aMOLeJiCTBYs Obla B paMKax KUSHEHHOM CUTYaIu;

5) paspaboTka npenBapyUTeIbHOIO KJIMEHTCKOI'O CIleHapHsl.

4.5.5.2. B pesysibTaTe /s KJIMEHTA ONpPeNesieTcs TPeBapuTeIbHbII KJIMEeHTCKUI
CLIeHapyji, KOTOPbIi OpraHbl BAACTM ¥ YIOJHOMOYEHHbIC OpraHMsaly TIOTOBbI
NpenaokUTh KIMEeHTY [ YAOBIETBOPEHMS ero NOTpe6GHOCTEN B PaMKaX JKM3HEHHOM
CUTYAIVA.

4.5.6. OpraHbl BIACTv ¥ YMOJHOMOYCHHbIE OPraHMU3ALMM P COIJIACHM KIMEHTa
NPOAKTUBHO B3aMMOEHCTBYIOT C KIMEHTOM C Le/IbI0 MOATBEPKICHNUS HATUUNSA Y HEro
noTpeBHOCTEl, KOTOpble MOIYT ObITb YAOBJIETBOPEHBI TPEJBapUTEIbHBIM KJIMEHTCKIM
ClleHap1eM.

4.5.6.1. Tlpy mammumu cornacys Ha NPOAKTMBHOE MpenocTaBjieHyue yciyr, mMep
TO/IIePYKKM M CEPBICOB B PAMKaX )KI13HEHHOM cuTyalyy (3a MCKII0YeHreM C/1y4aes, Kor/ia
Takoe corjacue B CUJIY 3aKOHA He TpeOyeTcs) OpraHbl BJACTY ¥ YMOJHOMOYEHHbIE
OpraHMsalyuy B3aMMOZENCTBYIOT C KIMEHTOM B VYJAOOHOM [y K/MEeHTa ToukKe
B3aMIMOJIeIICTBMA C OPraHaMi BIACTU U YIIOJIHOMOYEHHBLIMI OPraHM3aIUsIMM.

4.5.6.2. B wiyuae oTcyTCTBUS B IIpodule KIIMEHTa CBeIeHUI 06 yooOHOM /15 HETO
TOUKe B3aMMOJEVCTBUS MCIONb3yeTcs yaobuas s TPYOOLL  KJIMEHTOB TOYKA
B3aMMOMEICTBUS M3 Tpoduias KIMEHTCKOTO cermMeHTa ¥ (uwiu) LMQpPOBLIE TOUYKM
B3aMMO/eCTBUSI.

4.5.6.3. IIpu oTcyTCTBUM COraacus Ha IIPOAKTVBHOE MpeaoCTaBIeHne yCayr, Mep
TIOAePsKKY U CePBUCOB B PAMKAaX JKM3HEHHON CUTYaluy TepBUUHOe B3aMMOIENCTBUE C
OpraHaMy BJIACTM M OpraHMsalusamMu OIS YOOBJIETBOPEHusl ero mnorpebHocTeH
OCYILECTRJISETCS KIMEeHTOM.

4.5.6.4. TpeGoBaHMs K B3aMMOIEHCTBUIO C KIMEHTAMM B TOUKAX B3aMMOJEMCTBHUS
npencrasiaensl B pasaene 4.6 Ctagmapra.

4.5.6.5. Tlpu KOHTaKkTe C KIMEHTOM OpraHbl BIACTM ¥ YHOJTHOMOYEHHbIe
opraHusauyy MOATBEPIKOAIOT M (M) YTOUHSIIOT NMOTPeOHOCTM KIIMEHTa, B TOM YuCIe
TIOATBEPKIAIOT:

1) OTHECeHMe KIMEeHTa K JKU3HEHHOU CUTYyaluu;

2) OTHEeCeHMe KJIMEeHTa K NPoGUI0 KIMEeHTCKOrO CerMEeHTa,

3) OTHeceHue MOTPeOHOCTEN KIMEHTa K THUIIOBBIM MOTPEOHOCTAM Mpoduis
KIMEHTCKOTO CEerMeHTa;

4) CTaTyc, B TOM 4MCJie aKTyaJbHOCTb paHee BbISBJIEHHBIX MEPCOHAIbHBIX
TIOTPEOHOCTEIA.
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4.5.6.6. B cayyae TMpPOAKTUMBHOIO B3aMMOJEMCTBMS OpPraHOB BJIACTH U
VIIOJIHOMOUYEHHBIX OpraHusalinii KIMeHTY IOKHA ObITE MpefocTapieHa uHGopManus o
COTJIACHH, HA OCHOBAHMM KOTOPOTO TAKOE B3aUMOZENCTBUE OCYIECTBIISIeTC .

4.5.6.7. B ciyuae oTKaza KAMEHTa OT IPOLOJDKEHMS! B3aMMOIENCTBMS KIMEHTY
OO/MKHA ObITh MPESOCTaB/IeHA BO3MOMKHOCTb OT3bIBA COIVIACHSI HA IPOAaKTUBHOE
TIpeOCTaBIeHN e YCIYT, Mep MOAJEPKKY M CEPBUCOB B PAMKAX JKMU3HEHHOM CUTYaUUM M0
BbIOPAHHOMY KJIMEHTOM KaHaly B3auMOENCTBHUS.

4.5.6.8. PesynbraroM B3auMOJIENCTBUS C KIVEHTOM C LEdbI0 TOATBEPIKIEHNUS
HaJIuuus y Hero noTpeGHOCTe IBISIOTCS:

1) corylaciie WAM OTCYTCTBME COTrJiacus K/IMeHTa Ha B3aMMOMENCTBUE C
opraHamMi BJIACTH U OPTaHU3alUIMU B 1IENISX YIOBJIETBOPEHUS €ro NOTPpebHOCTeN;

23 cBelleHMs1 B LM(POBBIX CHUCTEMAx OPraHoB BJACTM M YIIOJTHOMOYEHHBIX
opraHu3alui o MOATBEPKAEHHbIX MOTPEOHOCTIX KIMEHTA.

4.5.7. B 3aBuCUMOCTM OT BO3MOYKHOCTM YIOBJIETBOPEHMsI MOTPeOHOCTEN KIMeHTa
IO/KeH OBITh OMpesie/ieH NOPAAOK, 10 KOTOPOMY OyIeT OCYIIEeCTBIATHCA B3ayMOACCTBIE
C HUM:

1) IOTPeOHOCTM MOYKHO YAOB/ICTBOPUTDL COTJIACHO KAVEHTCKOMY CILEHApMIo 1
VUMEIOLIMMCSL B PacropssKeHUM OPraHoB BJAACTM M YIOJHOMOYEHHBIX OpraHu3aluil
MaHHbIM;

2) NOTPeOHOCTY MOYKHO YAOB/IETBOPUTE COTJIACHO KIMEHTCKOMY CLIEHAPHIO, HO
OTCYTCTBYET YaCTh CBEIECHMUI O KIMEHTe Ha MOMEHT B3aUMOICHCTBIS;

3) NIOTPEOHOCTH HeNlb3S YAOBIETBOPUTE COTIACHO KIMEHTCKOMY ClieHapHio.

4.5.7.1. KnueHT yBegomisieTcst O NPeAOCTaBIeHUI eMY YCIyT, Mep MOANEDIKKM U
CepBMCOB B C/Iy4ae HACTYIIEHMS 3aKPeIUIEHHBIX B HODMATVMBHBIX IIPABOBLIX aKTax
OBCTOATENbCTE (COOBITHI) KM3HEHHON CUTYAIMM, DX HACTYTIEHUM KOTOPBIX COTIACHS
K/IMEHTA Ha UX NIPOAaKTUBHOE MpeloCcTaBieHie He TpebyeTcsl.

4.5.7.2. EciM noTpeGHOCTU K/IMEHTa MOTYT OBITh YIOBJIETBOPEHBI COIVIACHO
KIIMEHTCKMM CHeHapMsaIM M MMeEIMMCIS B opraHax BMacTM M YIIOJHOMOYEHHbIX
OpraHM3alysAx OaHHbIM, TO Ha OCHOBaHUM MPEABAPUTENEHONO KJIMEHTCKOTO CLeHapud
aBTOMATNYECKM OCYIIECTBIIAETCS IOADOD TIePeyuHs YCAYT, Mep MOAAEPIKKIA M CEPBUCOB [1/Is
KIIMEHTA, TO €CTh ONpeJeysiercd MepPCOHaMbHbIN KIMEHTCKMIA CIeHapuil U MecTo
HaXOXKJeHMS KIMEeHTa Ha KIIMEeHTCKOM YT,

4.5.7.3. Ecmm B COOTBETCTBMM C KJIMEHTCKMM CLEHapueM Tpebyercs
HeTOCPeNCTBEHHOE B3a¥MOJeiCTBMe KJIMeHTa C OpraHaMy BJIaCTy M YIOTHOMOYEHHbIMU
OpraHusalysMu 4JIst ONpenesieHysl IPaBOMOYHOCTH [IPeJOCTABIEHNS YCYTH WM CepPBUCA
(Harpymep, TpoBepKa HABBIKOB ¥ 3HAHWMIT COTPYAHMKOB KIMEHTa, OCMOTD OGbeKkTa
HEABVMKMMOCTHU, TPAHCIIOPTHOTO CPe/ICTBa), JO/DKHA ObITh MPOM3BENeHa 3alliCh KIMeHTa
AJIsL Takoro BHA B3aMMOIENCTBMA Ha ynoOHOe IJISI KIJMEHTa BPeMSI M3 JOCTYIHOTO
IIPOMEXXYTKa, a TakyKe KIMEHTY JO/UKHa ObITh NpemocTaBieHa uHbOpManyusa O ero
MEeCTOHAXOXKIEeHUM Ha KIIMEeHTCKOM Iy TH.
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4.5.7.4. Eciu HemocpeCTBeHHOE B3aMMOMEHCTBIE KIMeHTa C OpraHaMy BIacTH 1
YIMOJIHOMOYEHHBIMM OPraHMU3alUsAMU JIS OIIpelie/ieH!s] TPAaBOMOYHOCTH [IPEIOCTaBICHNS
yCIIyTH, Mephl TIOAJEDPKKM MM cepBuca He TpedyeTcs M KauyecTBO IPefoCTaB/eHNUs
yCIyry, Mephbl MOANEPKKM WIM CepBMCa He CBSI3aHO TMpPAMO CO  BpEMeHeM,
HernoCpeICTBeHHO HeOOXOAMMBIM AJISl KIMEHTA, TO MepCOHANLHO NMOA0OpaHHbIe YCIYTH,
MepbI TIO/ITIEPKKMA M CEPBUCHL U3 KIMEHTCKOTO CL{eHapMs LOJDKHbL MPeHOCTaBISTLCA (IIpy
HaJM4YMK COTJIacHs OT KJIMEHTa) aBTOMATUUECKU B «OAMH KJIMK» OHJAMH MU He 6oJiee
5 MMHYT TIpM JIMMHOM B33aUMOZENCTBMM C COTPYJHMKAMU OPLaHOB BIACTH WIM
YTIOJIHOMOUEHHBIX OpraHu3auym, o60CObIeHHOTO YUPEKIEHMS, TOe B PeKUME «OIHOrO
OKHa» MPefOCTaBISIOTCS YCIYTU, MEPBI MOAOEPKKM U cepBUchl kimueHTaMm (M®LI «Moix
OusHec», opraHusanuy MHGPACTPYKTYPHI MOIIEPIKKNA).

4.5.7.5. Tlocie mpenocraBiedns yoayru, Mephl TIOJJIEPsKKIL I CepBUCa (v ux
COBOKYITHOCTM) M3 KIMEHTCKOIO CLeHapus [O/UKHA (UKCMPOBAThCS  OIEHKa
YAOBIETBOPEHHOCTH K/IVMEHTa.

4.5.7.6. Ecrmt [ NPUHATUS PENIEHNS O NPeNOCTaBIeHUN YCIYT, Mep TO/ITePIKKIA
VI CEePBJMCOB HEAOCTAaTOYHO CBEAEHMII OT KJIMEHTa Ha MOMEHT B3aMMOIECTBUSI C HUM,
TO OpraHamMu BJIACTM, YIOMHOMOUYEHHBIMM OpraHM3aluMaMu WiK 060COBIeHHBIM
YIPERIOEHUEM, TAe B pEeXUME <«OJHOTO OKHa» MNpPEeNOCTaB/SIOTCS YCIVLTH, MepbI
NIOAAEPKKM M CEPBUCHI KIMEHTaM, 0becrneunBaeTcss BO3MOXKHOCTb 3allOJHeHus (hopm
OaHHBIX C HeJocTalomen nHGopMalyen o0 KIMeHTe.

4.5.7.7. PacueTHOe Bpems Ha 3anonHenye GopM He LOKHO MpeBbimaTh 10 MUHYT
3a CYeT aBTOMATMYECKOrO 3alONHEeHMs Mojeil QOpMbI CBEIeHMAMM, KOTODble paHee
BHOCWJIMCh KJIMEHTOM M COEPKATCS B ero LndpoBoM mpodue.

4.5.7.8. CBenennsa 10/DKHBI aBTOMATIYECKN MOMANATH B Npodu/Ib KIMeHTa U ObITh
AOCTYNHBI OpraHaM BJIACTM M YIOJHOMOYEHHBIM OpPraHM3auyusaM, yYacTBYIOLIMM B
NPeJIOCTaBICHUA YCIIYT, MeP MOAAEPKKM M CePBUCOB.

4.5.7.9. Ilocne nosrydyeHyst ZaHHBIX OT KIMEHTa, UX 06paboTKH, OpraHamu BIacTH 1
YHOIHOMOYEHHBIMM OPraHM3allMaAMKU OCYILIECTB/IAIOTCA CHAeOVIoLue HPOBEPKMU:

1) aBTOMATUUECKAS TIPOBEpKa NpefOCTaBIeHHbIX HAHHDIX Ha
HEMpPOTUBOPEUYMBOCTb CBEJEHMSIM, COAEpPKAIMMCS B MH(POPMALMOHHBIX CHUCTEMaX
OPraHoOB BJIACTH ¥ YIIOJTHOMOUEHHBIX OPraHi3aluii;

2) AHanM3 IPeACTaBIeHHbIX [JAHHBIX C IIOMOIUBIO aBTOMATU3MPOBAHHBIX
TEXHOJIOTMI{ Ha IIPABOMOUHOCT NIPeJOCTABIIEHNS YCIIYTH, MePhl TIOIePIKKI MM CEPBHCA.

4.5.7.10. Ilocne BLITIONHEHMS [POBEPOK HA3HAYEHHBIC KIMEHTY MEPCOHATBHO
YCJIYry, Mepel TOJMEPKKY M CePBUCH M3 KIMEHTCKOrO CLIEHAPUS TNPeOCTaBIISIOTCH
KJIMEHTY COTJIaCHO TPeOOBAHMAM, YKa3aHHBIM B MyHKTax 4.5.7.2 - 4.5.7.5 Crangapra.

4.5.7.11. Ecmu TOTpeGHOCTYM KIIMEHTa Helb3sl  YIOBJIETBOPUTH COTJIACHO
KIIMEeHTCKOMY CLEHAPHIO, OPTraHbl BIaCTY U YIIOJHOMOUYEHHbIE OPraHU3ayin:
1) MPefoCTaB/ISIOT KIMEHTY MHOOPMALIUIO O NMPUUYMHAX, IT0 KOTOPLIM HEeIb3s

YIOBAETBOPUTD €ro NOTPeOHOCTI;
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2) QUKCHYPYIOT B OTHOIUEGHMHM KIMEHTa CTaTyChl 06 yIOBIETBOPEHMM €rO
noTpeGHOCTeN,

3) paccMaTpuBaloT BO3MOKHOCTD pa3pabOTKU HOBBIX MM PEVHKUHUDUHTE
CYLIECTBYIOUMX YCJIYT, Mep TNOJAACPKKM M  CCPBUCOB, akTyaIM3aiumu  KJIMEHTCKMUX
ClLIeHaPUEB B COOTBETCTBUU C TpebOoBaHMUSIMM pa3fesna 4.4 Cranpapra,

4) MOAAEPKUBAIOT 06PATHYIO CBA3b C KIIMEHTOM B Clydae, ecii BO3MOXHOCTb
VIOBJIETBOPEHNsI €ro MOTPeGHOCTH  MOSBUTCA  TOCIE aKTyanuM3amy  KIMEHTCKOTO
clieHapys B OyAyIIeM.

4.5.7.12. PesyabpTaToM pacCMOTPEHUS M YTOBJIETBOPEHIS MOTpeOHOCTEN KIMEHTA
SBJISTIOTCSL:

1) pesyIbTaThl IPEIOCTaBTIeHNMs B3aUMOCBS3aHHbIX YCIYT, MEP NOAIEPKKA U
CepBMCOB KIMEHTCKOrO CLeHapus;

2) cBemeHys B UQPOBBIX CUCTEMAX OPTaHOB BIACTY 1 opraHmsaumif o craryce
VIIOBJIETBOPEHNS HOTPeBGHOCTEN KIIMEeHTA;

a1 yadopmanus O I[pUYMHAX, 1O KOTOPBIM  HEJIb3S YIOBJIETBOPUTH
NoTPebHOCTU KIIMEHTA;

4) MOTPeBHOCTM  KJMEHTA, B OTHOLUEHNM KOTOPBIX —PacCMarpyBalorcs
BO3MOKHOCTY PaspabOTKy HOBBIX YCJIYL M CEPBUCOB, PEMHKMHMPVHIA CYIIRCTBYIOUX
YCITYT M CEPBUCOB, aKTyaM3a1MM KIMEHTCKIX CLEHAPHEB.

4.5.8. Opranbl BJacTU ¥ YIOJHOMOYEHHbIE OpraHM3alny obecrneunBaoT c6op U
06paboTKy 0OPaTHOI CBA3YU OT KIMEHTA.

4.5.8.1. KnmenTy fOMKHa ObITh MpPeJOCTaBIe€Ha BO3MOKHOCThL OLIEHMBATEL MEpPes
MHCTPYMEHTbl OBpaTHO} CBA3M CTelleHb YIOBJIETBOPEHHOCTH KaKIOM  OTAeTbHO!
YCJIYTOi, MEpOii MOAIePIKKM 1 CEPBUCOM, a TAKKE YIOBJIETBOPEHHOCTY €r0 TOTPeOHOCTH
B 1I€JIOM.

4.5.8.2. WucrpymeHTapuii 0oOpaTHON CBASY MOJ/DKEH COOTBETCTBOBATH TOUKAM
B3aMMOJEIICTBUS C KIMEHTOM U IIPeArojaraTb efuHyi0 METOAMKY, MO3BOJLIIOIIYIO
MOJIYUNTb COMOCTABMMbIE Pe3y/IbTaThl BHE 3aBMCUMOCTH OT TOUKM B3aMMOJLHCTBUS C
KJIVIEHTOM.

4.5.8.3. Pe3yspTaThl 0GPATHONM CBA3M JOJDKHEI MCHOJIL30BATHCS OpraHamMi BIAacTit 1
OpraHuM3aLusMy 4711 BHIABIEHNS U M3YYeHNS HoTpebHOCTE! KIMeHTa, TPOEKTIPOBAHNA U
DEMEDKMHUPMHETA YCIYT, MeD MOANEP)KKM M CepBMCOB B LEJIAX TOBBILIEHNS KauecTBa
KJIVEHTCKOT'O OIbITA.

4.5.8.4. Kyenry [omKHa GbITh NMpefocTabieHa MHGOpMalms 00 MCIOJIb30BaHMMA
[10JTy4EeHHO OT Hero o6paTHON CBS3MU.

4.5.8.5. ObobienHble JaHHbIe 0OPATHOM CBA3K, & TaKXKe NPUHATHIE Ha MX OCHOBE
penieHysi OPraHoOB BIACTU M YMOJIHOMOUEHHBIX OpraHM3saniii JOMKHBL OBbITH AOCTYITHDI
HEOrpaHMueHHOMY KpPYTY KIMEHTOB B paspesax >KM3HEHHbIX cUTyauui, ycuyr, mMep
IOAZEP)KKI M CePBUCOB, TOUEK B3aMMOIENCTBIS.
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4.6. TpeboBaHUa K B3aMMOJ@NUCTBUIO C OPraHamMy BJIACTH 1 YIIOTHOMOYEHHbIMMI
OpraHM3aIysaMy B TUTIOBBIX TOUKAX B3aUMOMEVICTBYA C KIMEHTaMK

V giuenTa fomskeH GOpPMUPOBATLCS TOMOXKUTENBHbINA OIbIT MPOCTOTHI U JIETKOCTH
OT B3aMMOENCTBMS C OpraHamy BJIACTM U YIOJHOMOUYEHHBIMM OpraHM3alMsMU BHe
3aBUCUMOCTHM OT KaHa/Ia TAKOTO B3aUMOIEeCTBHUS:

1 nudpoBble KaHambl M MX TOUKM B3aMMOMENCTBHMs: IIPOrPaMMHOe
B3auMoneiicTBie nocpencrBom API, MobuibHbIE TPUIOKEHNS, ODUIMATbHbIE CANTHI
(IOpTanbl), CONMANBHBIE CEeTH, MECCEHKepbl, YaT-00Tbl, KOJUI-LEEHTPBI, TONOCOBbIE
MTOMOIITHUKN;

2) odnaiiH-KaHa/ibl ¥ WX TOYKM B3aMMOJEMCTBMA: OpPraHbl BJIACTH U
VIOTHOMOUEHHBIE Opranmsariu, 060cob/eHHble YUPEKAEHNs, 1€ B PeXUMe «OZHOTO
OKHA» TPenOCTaBiITIOTcs yeiayru u  cepsuchl kimenram (M®IL «Moit 6usnec»,
opraHusauyi MHQPAcTPYKTYPbl MOLEPIKKIA M MHBIE).

[IperMyIIeCTBEHHBIMM ~ KaHalamy  B3aMMOZEWUCTBUSA  AOJDKHBL  SIBJSITBCS
mporpaMMHoe B3auMmoZzeiicTue mocpeacrsom APl u oHmaitH-KaHa/bl B3aMMOMEICTBYS.
Ianmnble cmocoObl OYCTAHLMOHHOTO B3aMMOIECTBMS ABJIAIOTCS COBPeMEHHOM (HOpMOM
B3aMMOMENCTBUS JIIofel, OusHeca M TocygapcrBa MeXKLy coboil M CIocoBCTBYIOT
pasBUTHIO LM POBBIX HABBIKOB 6YAYILIMX MOKOJIEHUIA M CHUKEHHUIO CTOMMOCTH BHEIPEHMS
HOBBIX YCJIYT ¥ CEPBUCOB.

Bo3smokHOCTh HOCTYNa K ycjlyram ¥ CepBMcaM OpraHoB BJACTH U
YIIOJIHOMOYEHHBIX Opranusaiyuili B oddranH-KaHaaaX OOKHA COXPaHUTHCS B BuUe
aJIbTEPHATHBHBIX CMOCODOB, YIOOHBIX IJ1s1 OIIPe/ie/IeHHOI'O THUITA KIMEHTOB.

HeobxomumMo yuuTbIBATH OCOOEHHOCTM KJIMEHTOB C HeJOCTaTOUHOM LM(POBON
FOTOBHOCTBLIO M [OCTYIIOM K IIPOrPpaMMHO-TEXHUYECKOMY OOecCleueHuIo U CeTH
«MHTEepHeT», a TAaK’Ke MHOCTPAHHbIX KIIMEHTOB.

KnyenTy no/pkHa ObITH FOCTYITHA TIOTHAS UCTOPYSI B3aUMOIENCTBUS C OpraHaMu
BJIACTM M YIOJHOMOUYEHHBIMM OpraHM3aluMsIMi B paspesax >KM3HEHHBIX CUTYaluw,
IpeOCTaBIeHHbIX YCIIYT, MeP MOINEePKKUA M CEPBUCOB, TOUEK B3aMMOAEUCTBYS.

B paszese npencraBieHbl TpeOOBaHUS K B3aMMOJENUCTBUIO C OpraHamy B/IacTy u
YTIOTHOMOUEHHBIMY OPraHM3aLMsIMI B TUIIOBLIX TOUKAX B3aMMOLEHCTBMS C KIMEeHTaMM.

4.6.1. IIporpammuoe B3aumojeiicTBMe mocpenctsoM APl (ans B3aMmonencTBus
CKIMEHTAMM I0PUAVNYECKUMY JUIIaMN)

4.6.1.1. MadopmarimoHHOe B3aMMO/elICTBMe OPraHOB BJIACTH W YIIOJTHOMOYEHHbBIX
OpraHMsalmii ¢ KIMEeHTaMU-IOPUIMUECKMMY JTUIAMM, TTpeIIioaralolliee nepyoandecKii
WM TIOCTOSIHHBIM XapakTep, MAOJIKHO CONMPOBOXIAATBCS IMPeloCTaBJIeHUEM KIUEHTY
nporpammMioro uHrepdeiica npunoskenuss (API) npns  monyyenus u o mepemaun
HeoOXONUMBIX CBeIeHNI.

4.6.1.2. IIng nmporpaMMHOIO B3aMMOLEMCTBISI JOJ/DKEH OBITh TIPELYCMOTPEH JIETKO
M TIOHSITHO peaj3yeMblii, OCHOBAHHbIM HAa eAWHOM CTaHZapTe IPOLECC NOJy4eHwus,
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YCTaHOBKYM U 3KCIUTyaTallMy MPOrPaMMHOro obecnedyeHysi, B TOM YMCJIe TIOHSTHAs
TeXHMUECKas TOKYMEeHTalus.

4.6.1.3. Tlporecc TOOKIIOYEHUS  [OO/DKEH  COIPOBOXKAATBCS — CEPBUCOM
KOHCY/IbTUPOBAHMS KIMEHTa B OHJIAMH pelkyiMe Takum 00pa3zom, YTOObI CpeJHUN CPOK
MOAKJIIOUEHUS COCTaBJISUT He BoJiee CYTOK.

[MopxmwaeHre K  [IporpaMMHBIM  MHTepdeiicaM  TNPWIOKEHU  TOJDKHO
OCVIIECTBAATHCS Ha 0e3Bo3MesgHOW OCHOBe M He TpedoBaTh MCIOIb30BaHMS
TOTIOJIHUTEILHOrO MJIATHOTO MPOrpaMMHOro obecredenmns.

4.6.1.4. VMcnonb3oBaHue IMPOrpaMMHBIX MHTEPDENCOB MNPUIOKEHUN JIOJDKHO
COOTBETCTBOBATH BhICILIEMY MEXIYHAPOTHOMY YPOBHIO HOCTYITHOCTH, OBICTPOAEICTBUS U
0e30MacHOCTH TaHHbBIX.

4.6.2. [lnnrenbHOoe HaxOXKIeHMe Ha TEPPUTOPHUAX ¢ 0COOBIM PeKMMOM TPaBOBOTO
PEry/IMpoBanms 1 MHGPACTPYKTYPHBIX 0O0beKTax

4.6.2.1. BsaumopeicTBue KIMEHTOB, SBASIOIIMXCS [OeMCTBYIOLUMMM  WIN
[IOTEHUMANbHBIMU  pe3uJeHTaMM  OCODbIX  DKOHOMMYECKMX  30H, TeppUTOPMIA
OMepeXKaroLero CoUMaabHO-3KOHOMUYECKOIO PAa3sBUTHMSI MHBIX CHELMaTbHBIX PEKMMOB
IIPABOBOIO DEery/MpoBaHyus, a Taikke OOBEeKTOB MHGPPACTPYKTYPhl IOAAEPKKMA C
YOPaBASIOIIMMM KOMITAaHMSIMM UM UHBIMU YUYACTHMKAMM, OOJIKHO OCYILECTBJATLCH B
paMKax IUGPOBOI CEPBUCHOM SKOCHCTEMbI KIIMEHTCKOrO COMPOBOMKAEHNS ITOJIHOrO LIMKIIa
OT MOMEHTA BO3HMKHOBEHMS Y KJIMEeHTa MOTPeBGHOCTU CTATh PE3UIEHTOM [0 pealu3alun
3asBJIEHHbIX 11ej1el, BRIIOYAIOILen:

1) eIUHYIO TEXHOJIOTMUYECKYIO IIaThopMy;

2 CEepPBUCHBIN VHCTPYMEHTAPUI YIPaBIeH)s JOTOBOPHBIMM OTHOLLIEHUAMA,

3) CepBUCHI TMOKOI HACTPOMKM MPeyCMOTPEHHBIX CIeMaNbLHbIX IIapaMeTpOB
PEeryIUPOBAHN;

4) CepBUCHI IPOAKTUBHOTO TIPEJOCTABICHMUS YCIIYT, Mep TIOJIIEPIKKIA;

5) TMOKUI WHCTPYMEHTapyii MOHUTOPUHTA U KOHTPOAS 3(hPerTuBHOCTU U
pPe3ynbTaTMBHOCTY B 3aBUCHMMOCTH OT OCOOEHHOCTEeN MPOMUs KIMeHTa M peann3yeMoii
UM JIeSITebHOCTIA.

4.6.2.2. [Ing K1MeHTOB AO/KeH ObITh 0becreueH peskyM HegMCKPUMUHAIIMOHHOTO
OOCTyna K HeOOXOAMMBIM Ui OCYLIECTBJIEHMSI NeATeNbHOCTH CepBucaM wLudpoBOi
9KOCHCTEMBDI, a TakKe 0ObeKTaM MHPPACTPYKTYPHI.

4.6.3. Ilomaua 3asBaeHMIL M MHOE B3aMOJIEMCTBIME Yepes IOPTajbl OPraHOB BIACTH
1 YIOMHOMOYEHHbIX OpraHu3ani

4.6.3.1. TlopTanbl OPraHoB BIACTY ¥ YIIOJHOMOYEHHbBIX OPraHu3aiuii, B TOM Yuciie
PerMoHaNbHbIN MOPTaJl FOCYNAapPCTBEHHbIX ¥ MYHUIIMITATbHBIX YCIIYT, (Hajee — MMOPTAaIbl)
JOJDKHBI OBITh HallpaBJIeHbl Ha YIOBAETBOPEHME MOTPeOHOCTEN KIMEHTA B COOTBETCTBUM
¢ ero npoduieM KIMeHTCKOrO CerMeHTa 1 JXU3HeHHON cutyanueit. TIpu npoekTupoBaHmum

M pa3paboTKe MOPTAIOB, OTAENBHBIX PA3/e/]OB WM (YHKLUMOHAAA MOPTA/JOB AOKHBI
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IPOBOAUTHLCA MCCIeOBAHMS, HAMPABJICHHbIe HA BbISBJICHVE M MU3YUeHMe norpebHoCTEN
K/TICHTOB, B COOTBETCTBUU C TPEOOBAHUSIMM, OTIMCAHHBIMY B 11. 4.3 Cranpapra.

4.6.3.2. TlopTansl AO/MKHBL paspabarbiBaThCsl B COOTBETCTBMM C TpeboBaHMAMMI
mactosimero  CTaHpapra, DYKOBOACTBaMM IO KIMEHTOLEHTPUMYHOMY ou3aitHy W
NPOTOTUIIMPOBAHMIO YCYTr, Mep IO[NEPXKU U CepBHUCOB, paspabarbiBaeMbIMU B
cootsercTBUM ¢ TpeboBamusivu CraHpgapra. 1o MoMeHTa paspaboTKM M yTBEPKIEHUS
PYKOBOZICTB TIO K/IMEHTOUEHTPUYHOMY IM3a/{HY U MPOTOMMPOBAHMIO YCIYT M CCPBICOB
HEOBXOIMMO YuUMTHIBaTH TpebGoBaHMst Hacrosiuero paspena CranjapTa, a Tarke
CTIeyIoNMX AeiCTRYIOMMX TpeOOBaHMi HOPMATHBHDBIX IIPABOBBIX aKTOB U METOAMHCCKIUX
aKTOB B O6JacTy TPeNOCTaBleHMS B 3MEKTPOHHOM (opme TroCymapCTBeHHbIX U
MYHMLMATIABHBIX YCIIYT:

1) Tpe6GoBaHMS K MPEJOCTABIEHMIO B SIEKTPOHHOM (POpME rOCYapCTBeHHBIX I
MYHULMIIAIBHBIX YCIYT, YTBEPKACHHbIE TocTaHOB/envieM [IpaBuTenbCTBa Poccuiickoi
Menepaym ot 26 mapra 2016 r. N® 236;

2) MeTtoanuecKye peKOMeHIALMy 110 COBEPLICHCTBOBAHMIO N0/Ib30BaTeNbCKIX
nHTepdeiicos (B 4acTy HaBUraluu, MOKMCKA, MPefoCTaBIeHHUS uHdopMmanuu) dhenepaibHOMI
rOCyAapCTBEHHON MHGOPMAIMOHHONM CHCTeMbl «ENMHbIN MOPTaX TOCYAAaPCTBEHHbIX U
MYHUIMITATBHBIX yoryT (byHKWE)» ¥ ohUIMaIbHBIX CANTOB (efiepabHbIX OpraHoB
MCITOTHUTEABHON BIACTM M TOCYAaPCTBEHHBIX BHEOIOMKETHBIX (POHIOB, UCIO/Ib3YeMbIX
MpY I[IPeJOCTaBIeHMM [OCYAAPCTBEHHBIX YCAYr B 3€KTPOHHOM BUJIe, YTBEPKAEHHbIE
npyKasoM MuHMCTEpCTBA CBA3M M MaCCOBbBIX kommyHuKkanuit Poccuiickon Depepamyn
ot 16 oxTabps 2015 r. N° 405.

4.6.3.3. B mensax peanyusauuy KJIMEHTOLEHTPUUHOTO MOJXONA UpeHTudUKanus u
ayTeHTHUKAIMI HA TMOpTaZaX AOJDKHA MPOU3BOAUTHECS TOCPEACTEOM benepanbHO
rocygapcTBenHoi unbopMalyonHoi cucrembl «Epubast cucrema uaeHTUdUKAIUU U
ayTeHTU(QUKAIMKM B UHQpacTpPyKType, obecneunBaoiien MH(POPMAaIMOHHO-
TeXHOJIOMUYEecKoe B3aMMOIENCTBMe MH(POPMAIMOHHbIX CHCTEM, MWCIOAb3YEMBIX MAJIs
NIpefOCTABIEHNS] TOCYAAPCTBEHHBIX ¥ MYHMUIMIIAIBHBIX YCAYT B 2JIEKTPOHHOM dopme»
(manmee — ECHA) u ABISTECS OFHOKPATHOI.

IIp HaaMumy aBTOPM3ALMM KIMEHTOB, a TaKXe B 3aBMCMMOCTM OT COCTaBa
BHEeCeHHBbIX UM Tpu perucrpamym B ECHMA paHHBIX 00eCHeuMBaercs BbIIIOTHeHNe
cenyIommx TpedoBaHmM.

4.6.3.4. KuveHTy pomked ObITh TIpeqyiokeH (QYHKUMOHAM B3aMMOLENMCTBUS C
[TePCOHANIBHBIM BUPTYaIbHbIM LM(GPOBLIM INOMOLUHMKOM, CONPOBOXKAAIOMIMM K/IMEHTA
ripyu paBoTe ¢ MopTanaMy Ha OCHOBE M3YYEeHMS U BbIABIEHNMs NOTPeGHOCTEN KIMEHTa B
COOTBETCTBMM C €r0 TIPodMIeM KIMEHTCKOTO CerMeHTa M JKU3HEHHON CUTYal1el, a TakKe
KJIMEHTCKMM CIIeHapyeM.

Tpe6oBaHWS K BUPTYaIbHbIM 1MMPOBHIM IIOMOIHMKAM JO/DKHBI PaspabaTbiBaThCs
ITpoekTHBIM 0G¥COM, OpPraHaMy BJIaCTH ¥ YIIOJHOMOYEHHBIMM OpPraHu3alMaMiI Ha OCHOBE
aHa/IM3a KJIMEHTCKOro OIbITa, IOTPeOHOCTe! KIMEeHTOB.
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4.6.3.5. TIpoekTupoBauue ¥ paspabOTKa HOPTAJIOB LOJUKHBI MPenycmMaTpuBaTh
BapMaHThl pPeaan3alyy 4aT-00ToB i OMepaTUBHOTO B3aVMO/ICICTBUS C KIMEHTOM.

4.63.6. Jlomked 6biTb obecriedeH — MepCOHM(UIMPOBAHHLIA  TOAXOA,
TIpeo/Iar akoImii:

1) MPUOPUTU3AINIO OTOOPasKeHNS MHAVBYULYaTbHO NoIOMpPaAEMBbIX, JOCTYITHBIX
¥ TIOTEHIMATBHO HeOBGXOIMMBIX /LIS Y/IOBJIETBOPEHNs MOTPeOHOCTEN KIMeHTaM YCIyT,
Mep MONAEPKKM ¥ CEePBMCOB B 3aBUCUMOCTM OT npoduasg KJIMEHTCKOrO CermMeHTa U
JKMU3HEHHBIX CUTYaINi KIMEeHTa;

2) gasmuye CChUIOK Ha YCAYTM, Mepbl MOAJEPKKM M CEePBUCDHI, KU3HEHHbIE
CUTYaLMy ¥ MHYI0 MHGOPMAIMIO, MOTEHIMAIBHO MOJIe3HbIe [1JIS KNTMEeHTa.

4.6.3.7. TIpy B3aMMOZEICTBMM C IOPTAIOM HEO6XOAMMO OOeCreunuTsb NOHMMaHKe
KJIIMEHTOM, B KaKOil TOUKe KJIMEHTCKOTO CLieHapys OH HAaXOAMTCS, KaKue 3Tallbl UM YiKe
MpoJifeHbl A/ YIOBIETBOPEHMS ero MoTpebHoCTel B pamMKax JKU3HEHHOM CUTyauuu, a
KaKkye OelfCcTBYSA HeoOXOmMMO BBITIOMHNUTD JaJIbIle.

[Tocie coBeplleHMSI KIMEHTOM KaXJOTO [JeiCTBUSL JOJDKHO — BbIABATHCA
ARTOMATUUECKOe TOATBEPKIIeHNe VCHEelHOCT WIM HeycHellHoCTH 006paboTKyu ero
JIeICTBMIA Ha NOpTaiax.

4.6.3.8. KimeHnT HO/KEeH MMeTh BO3MOKHOCTh ITONIYUMUTH CTATYC pellieHus ero
BOIIPOCOB B JTMYHOM KaBGMHETe Ha TopTaje, a TAKKe [AONOTHUTENbHO N0 yAOOHOMY ISt
HEro KaHaay CBSI3HN.

4.6.3.9. B 1easx MUHMMU3ALMHM 3aTPauMBAEMOr0 BpeMeHY ¥ YCUITUHA KJIMEeHTOB IIPU
3anoHeHu GopM JOJKHO 0becreyrBaThCs CIeIYIOIINM:

1) VMHTYUTUBHO TIOHSTHBIM MHTEP()EeiCOM C BCTUIbIBAKOLLUMMIMA [TOICKA3KaMML;

2) ABTOMATMUECKUM 3aloJHEHMEeM II0JIel CBEeIEHUSIMM, KOTOpbIE paHee yiKe
BBOIWINCH KJIMEHTOM ¥ COZIEPSKATCS B ero nmpoduie,

3) BU3YaIbHBIM Bblfe/ieHeM 00s3aTeTbHbIX /IS 3aIl0/IHEHMS TTOJIeN, a TakKe
yKasaHueM MOCAeCTBUI Py He3alloTHeH!M Heo0A3aTe IbHbIX;

4) Ha/MYMeM TOICKA30K IIPY HaBeJeHMM Ha KOHKpeTHbIe Mo GopMbI;

5) peann3aleii BblaialonX CIIMCKOB € IIOMCKOM I10 BXOXKIEHMIO,

6) peannsaLyei roJI0COBOTO BBoIa MHMOPMALMIA,

7) COXpaHEeHMEeM TPOMEKYTOYHBIX PpEe3yJbTAaTOB 3alo/IHeHusi (GopM npu

[IOBTOPHOM BXOJI€ K/IMEeHTa Ha MOPTaJbl.

4.6.3.10. s vckaro4Yesnd HeobXoaMMOCTH HATIPaBIeHMsT TOBTOPHBIX 3asBJICHUIM
110 TIPUUYMHE OIMOOUHBIX NAHHBIX TIPH 3amoJHeHMM UHTepdeiicHbIX GOpM HEOOXOMMO
obecreunTh UHCTPYMEHTHI (hOPMAaTHO-JIOTMUECKOT'O KOHTPOJIA:

1) BLIOOD 3HAUEHM) M3 KOHTPOIMPYeMbIX CIIMCKOB Ha OCHOBE CTaTUYHbIX
CBeeHUIT;

2) omucanye Gpopmara BBOAA JAHHBIX JJIs IAGJOHHBIX CBE/ICHU;

3) 3aIpeT Ha BBOJ HEBO3MOSKHBIX JaHHBIX.
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4.6.3.11. Coobuienud cucremMbl 06 ONIMOKAX KIMEHTa [OO/DKHBI COOepKaTh
OMHO3HAYHOE omMcaHue crocoboB ee ucmpasneHus. Mnbopmuposanme 06 oumGke
AOKHO colepxarh ee omyucaHue. HeponycTumo ykasamme TOMLKO CHCTEMHBIX KOIOB
OIIMOOK.

B crryuae HeKOPPeKTHOrO 3aoNHeHHs TIOJIsI, HaXOAAIErocs B YacTy cdbopmbI BBOJA,
He OTOOPaKeHHOJ Ha 3KpaHe, TPy IOMBITKE OTIPABKM (bOpMBI IOJKEH MPOMCXOIUTD
ABTOMATHYECKII MIepexofi K JaHHOMY MOJTIO.

4.6.1.12. KnvieHTty NomKHa 6bITh MPENOCTABICHA BOIMOKHOCTD OLIEHMBATDb Uepes
VHCTPYMEHTB! OODAaTHOA CBS3M He TOJBLKO KOHKPETHBIE YCJAYTM M CepBUCHI,
MpencrabieHHble Ha MopTaie, HO paboTy nopraina B uenoM. JlomkeH GbITh paspaboTan
OYHKUMOHaN 6bICTPOii 06paTHON CBI3M NOCPeJCTBOM IIKAI0BON OUeHKH (6anabHas
UIKazna, IKaxa CMaillMKoB, TEKCTOBAs INKaka M Jpyrie), a Takxke (YHKIMOHAI C
TeKCTOBBIM mozieM BBofa. C Lenblo TOMydYeHWs! pa3BepHyTOIl uHbOPMAIMK 06
YAOBJIETBOPEHHOCT K/IMEHTOB DEKOMEHJYeTCsl pasMelliars Ha TIOpPTaie AKTYaIbHbIe
ONPOCH! (TONyYeHne OBPaTHON CBSI3M O HOBBIX YCIYTax u cepBucax, o6 ymobcrBe
[10/1b30BATENILCKOTO MHTEPdEiica, O PeansajiHe MOPTAIOB U pyTrMe).

4.6.1.13. Ha noprane gomkua GuiTh obecneuena KPYTI0CyTOUHast paboTa Ci1yK6bI
TEeXHUUeCKOW mopaepxkky (manee — CTII) mns OINEPATMBHOIO DearupoBaHMd Ha
ObpallleHysl K/IIMEHTOB B CBSI3U C BBIABICHMEM VMU OIIMOOK, OTHOCSIIUXCS K OIMEKaM
BBICILIETO IPMOPUTETA, B T.4. OTKA3 B paboTe MOPTANOB MM KOHKDETHBIX yCIayr u
CEPBICOB, MPUBOJALINI K HENOCTYITHOCTH OLHOM U3 MOACKCTeM/MOYJIEN TOPTATIOB MM
K HEBOSMOMXHOCTM SKCIUTyaTalyu KTIOYEBOTO (YHKIMOHANA TOPTAIOB, MOJIHOE WIIM
UACTMUHOE HapylICHMe (YHKUMOHMPOBAHMS TOPTANOB, HEBOMOXKHOCTbH BBIMOTHEHIS
OTepauyii MO NMPefOCTABACHUIO YCIYT ¥ CEPBUCOB KIIMEHTaM. Bompockl 6onee HusKMx
TPVOPUTETOB, B T.U. He3HAYUTE/IbHAs NOTePs QYHKUMOHAIBHOCTH II0pPTaIa, HapylieHue
yAo6CTBa paboTEl C MOpTanamy, He BAMSIONME Ha NPMHLMITAAIbHBIE BO3MOKHOCTH
BBITIOJIHEHUMST ~ OIlepalluii, OTHenbHble c60M  WiIn Hapylenuss paborsl OOBEKTOB
MHOPACTPYKTYPbI, He OKa3bIBAIOIIE BO3MECTRIIN Ha 00L1YIO PaboTY KilOUYeBBIX HYHKITMIT
TOpTanos, NO/LKHBL pematbes CTII B pa6ouee Bpemsa. Konraxtsr CTII momkebl 6bITh
AOCTYNHBI HA KaXK[0il CTpaHMLEe MOPTAJIOB. BOSMOKHOCTD obpamenns B CTII goipkua
OpITh O6ecneyeHa MOCPeACTBOM MI060r0 YIOOHOTO 719 K/IMeHTa KaHama CBSI3L.

4.6.1.14. TpeGoBauusg K ausaitHy rnoprasia:

15 IIpK peazmsaumy IopTrana HOJ/DKHA ObITh paspaboTaHa M MCIONIB30BAHA
CAMHAT BU3ya/IbHAs CTMIMCTVKA, BKJIOYAIOWAS B cebs crumu odopmieHms pasjiesios
noprasa, IBeTOBbIE CXeMbI U M306paskeHus;

2) IIBETOBASA raMma 1opTasa 1 yCIyT A0/DKHE ObITh MAKCHMATBHO HeTPaIbHO
M HE NODKHa COAePXkaThb arpeccyBHble OTTeHKM. I[BerT doHa He momKeH BBIHYKIATh
HAMPATaTh 3peHye U BbI3bIBATH TPYAHOCTU HPU NPOUTEHNM TEKCTA;

3) PEKOMEHAYETCS  peajyn30BbIBATb (YHKIMOHA MOJIb30BaTEIbCKOM
HACTPOJKI LIBETOBOI aMTPbl OCHOBHOTO TEKCTa 11 (ona nopranos nocpexcrsom BeiGopa
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KIIMEHTOM BapMaHTOB, pa3pabOTaHHBIX HA OCHOBE M3YYeHWUd ¥ BbIABJICHUS OTpebHOCTel
KJIMEHTOB;

4) IOPTaJI He AOJ/KeH colepskaTh 3JIeMeHTbl MHTepdelica, Murarouye 6osee 3
pas B CEKYHAY;

5) MHMOPMaLMs, COIEepKalllasicss Ha TopTaje, He LO/DKHA BKIIOYaTh B cebs
TEePMMHOJIOTHMIO, TPEeOYIOUIYIO CHeluaabHoro npoduIbHOrO 00pasoBaHus Wi ee
TOHMMAaHMs, WX MMeTh opMart, TpeOYIOLIMI JOIOIHUTENBHOrO TpeobpasoBaHms;

6) orobpaxkaeMasi MHQOpPMaLMs JO/DKHA COOTBETCTBOBATD CMbICJIOBOH (BopMe
npepncraeieHus. Helomycrimo BEIBOOUTE TEKCTOBYIO MHMOPMaLio B rpaduyeckom BUe;

7) MYyJIbTUMEIMMHBIA KOHTEHT OOJDKEH MMETh COfAEpIKaTelbHOe Ha3BaHue.

VaniMmupoBaTes NpourpeBaHue MyJIbTUMEAUITHOTO KOHTEHTa JOJIKEH KIMEHT;

8) AM3alfH caiTa I0/DKEeH ObITh afanTUPOBaH I ero UCIOIb30BAHMS JIKIbMM
C MHBAMIHOCTBIO M APYTUX JIML, C OTPAaHUYEHMSIMHU JKU3SHEOeITeJLHOCTH B COOTBETCTBUMU
c IIprukasom ®enepanbHOro areHTCTBA MO TEXHUUECKOMY PEryIMPOBAHMIO VI METPOIOTUM
or 29 aBrycra 2019 r. N 589-ct (I'OCT P 52872-2019).

4.6.1.15. Uurepdeiic mnoprasa AomkeH OBITh NPOCTBIM ¥ TOHSTHBIM B
VICIIOJIb30BAHMY, Y3HaBaeMbIM I MPEJCKAa3yeMbIM, UTO OOECIIeUMBAeTCS BBLITIONHEHUEM
CJIeAYOUINX TpeOOBaHMIL:

1) MOJDKHBI OTCYTCTBOBaTh PACXOKAEHMS MEXIY aHaJOTMUHBIMM 3JIeMeHTaMM
vHTepGelica, JO/KHBI UCHIONL30BATLCA TUIIOBLIE UHTepPhEiCH (Hanpumep, A8 BBOA
ampeca GakTUYeCKOTO MPOKMBAHNS);

2) HEOOXOAMMO BH3YaJIbHO BBIAETATD 00s3aTe/IbHbIe MO 115l 3aTIOTHEHNAS,

3) HeOBXOAMMO BU3YalbHO OTNMYaTb MOJs, TPeGYIOLMe 3alloNHeHus, Ot
ABTOMAaTHYeCK) 3alOJIHEHHBIX [10JIeM CBelEeHMSMM, KOTOPble paHee y>Ke BBOIWINCH
KJIIMEHTOM U COEpPrKaTcs B ero undposom npoduie;

4) HEOOXOIMMO BU3YaAbHO BbIIENATH CCHUIKM, C KOTOPBIMM Y3Ke KJIMEeHT
B3aMMO/eJ{CTBOBAJ, & TAKXKe SIBHO YKa3bIBaTh Ha3HAYEHME CCBLIOK U 37I€MEHTOB;

5) HeOOXOAUMO afanTUPOBATh NOAIMUCH TOJIEH B COOTBETCTBMM C TeHAePHBIMI
XapaKTepUCTUKaMU KJIMeHTa,

6) JOJDKHBI  MCTOJIB30BATLCS  eMHOOOpasHble CIIOCOObl B3aMMOOENMCTBUS U
SJIEMEHTBI YTIPAB/IeHMs, & TAKXKe O/AMHAKOBbIC Ha3BaHMS IS AHA/IOLMYHBIX 37I€MECHTOR;

) HeOOXOAMMO COXPaHATE eJMHOOOpasye Ha KaXkAOH CTpaHWIe MOpTaja Io
PACIOJIOXKEHUIO, COMEPXKAHMIO M MeXaHMKe DaboThl JJi1 MHCTPYMEHTOB HaBMUTaluy,
KOHTAKTOB CTY>XObI T€XHMUECKOH TIOAJEDKKM ¥ KHONOK YNpPaBieHMs, B T.4. KHOIKN,
BeYLLE Ha JOMAILIHIO CTPAaHMILy IOPTA/a, KHOMKMA BXO/Ia-BBIXOJA, KHOTMKM nepexona B
JINYHBIN KabuHeT.

4.6.1.16. TpebyeTcs oGecrieduTs KOPPEKTHYIO PAGOTY M OTOBPAsKEHME NaHHbIX Ge3
UCKaXKEHUH B YCIOBUAX U3MEHEHUS PACIIMPEHHMsl 3KpaHa Bblllle AOIycTUMOro B 320x240
MUKCeNIed, JOCTUraeMble aNaNTHBHOM BEpPCTKOW TOPTAJOB M  CepBUCOB, npu
MCIO/IE3OBAHUM  KITHOUeBhIX Opaysepo: fAnpexc.Bpaysep; Internet Explorer; Google
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Chrome; Mozilla Firefox; Safari; Opera. Heo6xomumo COXpaHATb KOPPEKTHOE
oTobparkeHye JAHHBIX B YCAOBMSIX a[IallTUBHOM I1€UATH CTPAHULbI [IOpTasIa.

4.6.1.17. Tpe6oBanus X MOUCKOBOI MOIEIN [TOJIKHBI OBITH OIIpeJeNeHbl Ha 3Talle
M3ydeHysi M BBLIABJIEHMS] NOTPeOHOCTel KIMEeHTOB. B cocraB MHCTPYMEHTOB MOMCKA
IOJKHBI BXOIUTD:

1) TapreTUPOBAHHBINA MOUCK 71 TPOMIIIS KIMEHTCKOTO CEIMEHTa,;
2) CeMaHTUUYeCKU IT0MCK;

3) (bunpTpanua U COPTUPOBKA,

4) CJIOBaph CMHOHUMOB;

5) KOHTEKCTHBIN TTOUCK.

6) dopma MmonckKa JoJKHA:

7) MHULMMPOBATHCS 13 1000 CTPaHMUIb] [IOPTaa;

8) YUMTHIBATE MOP(OIOTHIO BEIOPAHHOIO K/IMEHTOM SI3bIKA;

9 COIEpIKaTh CIMCOK Haubosiee MOMYJ/ISPHBIX 3alIPOCOB KIIMEHTA;

10) samyckarb mpoLecc OMCKa C KJIaBUATYPbl M KHOTIKM;

11)  comepskarpb 0OIlee KOAMUECTBO CTPAHMUI] C PE3YIbTATAMI,;

12) duabTpOBaTL PE3YIbTAT,

13)  coxpaHsTb 1S aHaIM3a MCTOPUIO BCEX 3alPOCOB KIMEHTA.

4.6.1.18. TpeboBaHus K HABUTALMOHHON MOZEIN AOJIKHBI OLITH ONpeesIeHbl Ha
JTane BBLISBIEHMS M M3ydyeHus mnortpebrocteir xwimeHTOB (pasgen 4.3 Craupapra) B
3aBUCUMOCTHM OT 3a[ay M MIPUOPUTETOB KAMeHTOB. OCHOBHBIMM 3/IEMEHTaMU HABUTaALN
IIOJIKHBI OBITH:

1) HaMMeHOBaHMe NMopTaa;

2) KHOMKM BLICTPOro Mepexoja Ha TaBHbIe CTPaHMLbl NOPTAJIOB, B JIMUHbINA
KabuueT (mpy HaIMUMK) ¥ BXOMA-BLIXO/A,

3) HaBUTaLVOHHOE MEHIO [JIs OCYIIECTBJIEHMS! [IePeXOI0B MEXKIY pashesiaMiu
TTOPTAJIOB;

4) 3aroJIOBOK CTPaHMIIbI;

5) KHOIIKM BO3BpaTa Ha NMpeabIyIuii 3Tall ¥ repexoa Ha cJie/lyIoLuii;

6) [IepcoHa/IbHAs HaBUTAIMOHHAS LleloYyKa C OTC/IeKMBaHMEM YPOBHS
Iporpecca moJiydeHust YCIyT U CepBUCOB,;

7) MEHIO CajiTa, cofepiKalllee ero CTpyKTypy.

4.6.1.19. Ha nmnoprane [o/ked ObITh pasmelleH OOyvYalOIMii KOHTEHT,
MpeNcTaBAeHHblI B (opMarax TeKCTOBbIX TOKYMEHTOB, BUIEOMHCTPYKUMI M (MIIN)
uHborpaduKku, BKIKOYAS  TEXHOJOTMM  AMHAMMYECKOrO  OOydyeHus, I[IOMIaroBO
IeMOHCTpuUpylonme GyHKIuoHaa mnopranos. O6yuawoolye MHCTPYKIMM HE JO/DKHbI
copepKaTh TePMUHONMOTMM, TPeOYIOIIel /s MOHMMAaHUS CIeLaabHOro MpoMIILHOTO
06pa30BaHys, He JOKHbI BKIIOYATh TEXHWUYECKHe MOHSITUS M He JOJDKHBI ObITb OYeHb
mHHbIMKM.  [lpu  paspaboTke 06yd4aroIero KOHTEHTa HeOOXOAUMO YUUTHIBATH

OrpaHMUeHHbIe BO3MOXKHOCTY 3/I0POBbSl OT/AEIBHBIX KaMeHTOB noprana. Obyvaroriie
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BIIEOPOJIMKIA JO/KHBI OBITE 00A3aTeNbHBIM aTpubyTOM TIpM pa3paboTke M BBOOE B
9KCIUIyaTalMI0 HOBBIX yciayr u ceppucop. OOyuaiommi MaTepuan TakKe TOJKeH
BK/IIOUaTh B cebs paspen «Hacro 3aaBaembie BOMpochl», IIpeacTaBneHHble B pasnesie
BOMpPOCHI M YPOBEHb AeTa/M3aluy OTBETOB HAa HUX IOJDKHBI 3aBUCETh OT pPe3yJLTaTOB
BBISBJICHMS M U3YUEeHUs MMOTPeOHOCTEN KIIMEHTOB.

4.6.1.20. Ha noprane OOMKHBI pasMellaTbCAd OOKYMEHTHI, perjiaMeHTHpPYIOLe
AeATe/bHOCTh TMOPTaNa, a TaKKe OPraHoB BIACTY U YIOJTHOMOUEHHBIX OPraHM3alui,
SABJISIONIMXCS OTepaTopaMu MopTaioB. Pasmen ¢ JOKYMEHTaMM TaKyKe JOJDKEH COMepyKaTh
nepeueHbh HOPMATMBHBIX TIPABOBHEIX AKTOB, OTHOCSIIMXCS K YCJIyraMm U CepBUCAM,
MpeaCcTaB/ieHHbIM Ha mnopTtajie. [IOKyMeHThI, pa3MellleHHble Ha TopTaie, MAO/DKHBI
CBOEBPEMEHHO aKTyalu3UpPOBATHCS.

4.6.1.18. MobuibHasa Bepcus MOPpTaJIa AOJBKHA BKIOUATh QYHKUMOHAI [IOPTaia B
MOJIHOM 0OBbEME U He JO/DKHA BBIHYKIATh KIMEHTOB MEPexXONUTh Ha MOPTaa B CBA3U C
OrPAaHMUYEHMSIMM BO3MOXKHOCTE TIOYyUeHUsl YCIyr, Mep TOOAepKKM U CepBUCOB
nocpeiCTBOM MOOUITLHBIX Bepcuil. [1pi 3ToM B MOOMIBLHOM BEPCUI JOJIKHBI Pa3MelaThCs
CCBUIKM [Jil Tepexoja Ha ApyrMe KaHa/bl B3aMMOMEWCTBUS C OpraHaMM BJIACTH |
YIIOJJHOMOUYEHHBIMM OpraHu3al/sIMIA.

4.6.3.14. Tlpu orcyrctBuM aBTopusaummu kianenta B ECUA [mo/skHbl OBITH
MOCTYTIHBI:

1) obu1as uHGopManys 0 KU3HEHHBIX CUTYAIUIX ¥ OMMCAaHUeM KIIMEHTOR;

2) obmwass uHbopmanusa 00 yoayrax, Mepax MNOLJEepPKKM U cepBucax,
IIPELOCTABISIEMbIX K/IMEHTaM, a Takoke MOPSOOK ¥ TIPaBuUIIa UX MOJTyUeHNs;

3) YCIyTH, Mepbl TOANEPIKKM M CepBMCHI, MOJYUYEeHME KOTOPbIX HE Tpebyer
aBTOpM3allK KaveHTa (Hanpumep, nposepka MHH);

4) pPasbsiCHEHMSI O Dpe3ysbTaTax BbIABAEHMS M M3YYEHMS  TUIIOBBIX
MIOTPEOHOCTEN KIIMEeHTOB;

5) cnpaBovHasi MHMOpPMAalMS [ KIMEHTOB, 4acTO 3aJaBaeMble BOIPOCHI,
obydaromye MaTepuasibl, BK/IIOYas BHUIEOPOINKM, 0bOmas mHbopManMsa O BPEMEHMU
00paboTKM 3asBIEHMI, KOHTAKTbl OpraHM3alyii, OTBETCTBEHHbIX 3a IIPELOCTaBICHUE
YCIIYT U CEPBUCOB, B TOM UMCIIE afipeca odMCOoB 15 IMUHOTO TIPUEeMa KJIIMEHTOB, KOHTAKTbI
CTY3KOBI TEXHMUECKON TOATePIKKHM.

4.6.4. MobunbHbIe TTPUIOSKEHMS

4.6.4.1. BzaumopneicTBue KIMEHTOB C OpPraHamMyM BJACTM U YIIOJHOMOYEHHBIMU
OpraHM3auMsaAMM Yepe3 MOOWILHOe TPWIONKEHME [OOKHO OTBeYaTh TPeOOBAHUAM K
TIOPTaNy COrJIacHo 1. 4.6.5 CraHgapra U SIBJSITHCS €ro aganTUPOBaHHOM BepCHUei.

4.6.4.2. MobunpHoe npUIOKEeHKWE OOKHO 0bOecIIeuuBaTh BO3MOKHOCTB
COBMeLLEHMS MPWIOXKEeHMS ¢ OCHOBHBIMM THIamu Iatdopm, Takux Kak 10S, Android, a
TAKKe afanTauyy nop obHoBieHud miaathopm. IIpu amanraimu MOOBUIBHBIX BEpCHIA
IIOPTaJOB HEOOXOOMMO YUMTHIBATH BO3MOSKHOCTM M OTPaHMUEHMS OCHOBHBIX THUIIOB
njaTdopm.
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4.6.4.3. JIoCTyT K 3arpy3Ke ¥ YCTAaHOBKE MOBWILHOTO MPUIOKEHNUI OPraHOB BAACTH
M YIIOJTHOMOUEHHBIX OPraHu3aliuii JOIsKeH ObITh OOLeAOCTYITHEIM M GecTUIaTHLIM.

4.6.4.4. B3saumopeiicTBMe KJIMEHTOB 4Yepe3 MOOWIBHOE TNPUIONKEHUE [IOJDKHO
obecneunBaTh 6€30MaCHOCTE ¥ KOHMUACHIMATLHOCTE JaHHBIX KJIIMEHTOB.

4.6.4.5. B MOGWIBHBIX TNPWIOKEHMSIX OPraHOB BAACTH W  YINOJTHOMOYEHHBIX
OpraHusaumii JO/UKHa ObITh HACTPOEHAa CHUCTeMa IepCOHANbHBIX push-yBeqoM/eHui,
MO3BOJIAIOIIMX OTKPBIBATh [puyiokenyue. Push-yBemomneHus: HOKHBI H@IUTBCY Ha
KaTeropuu:

1) KOHTEHTHbIE, MpPefoCcTaBIsgionme yHbpopMauyuio o6 ycayrax u cepBucax
OPraHoB BJIACTM ¥ YIIOJHOMOYEHHBIX OpraHM3aluil, MHAVMBUAYAIBHO MOAOMpPAeMbIX,
IOOCTYIHBIX ¥ MOTEHIMATBHO HeOOXO0AMMBIX IS YAOBIETBOPEHMS I0TpeOHOCTel K/IMeHTa
B 3aBUCUMOCTM OT €ro Npoduiad KIMeHTCKOTO CerMeHTa ¥ JKU3HEHHBIX CUTYaLuil,
coobLIaomye 0 pa3MeNeH HOBOTO ONpoca KAMEHTOB U IPYTHE,;

2) TPAH3AKLMOHHbIE, OMOBEILAXOLME O CTaTycax TMOJyYaeMblX YCIYr, Mep
NOAAEPIKKM M CePBMCOB, YBEIOMJIAIOIIME O MNOOTBEPKAEHMM OIUIATBI U O JPYIUX
OpraHM3alIOHHBIX MOMEHTaX;

3) TPUITEPHBIC, IOOYXXAAIOUIMe KIMEHTa K COBEpIIeHMIO OIpeme/leHHbIX
AEMCTBUIA, B TOM UMC/Ie HAaIIOMUHAIOLIME O 3aMMCAX HA OUYHbI IPYEM B OpPraHbl BJACTH U
VIIOJIHOMOYeHHbIe OpraHusalyy, 00 JCTeKAloLEM CpOKe Inepefauyd [JaHHBIX B
OIpe/e/IeHHBLIX XI3HEHHBIX CUTYALIMAX, [IPeJIaralole OLeHUTh KaueCTBO MOTyIeHHBIX
YCIyT, Mep MOAILePsKKM 1 CEPBUCOB.

Ana wmenta [gomkHa ObITE peanmus3soBaHa BO3MOXHOCTb MHIMBUAYAILHO
HacTpauBaTk YaCTOTY M KaTEropuyM PacChUIKM push-yBemomneHuH, a Takke MOJHOCTbHIO
OTKJIIOYATE MX.

4.6.5. UaT-60TbI ¥ MepCOHaNbHbIE YaThl B MECCEHIKEPax U COUMATbHBIX CeTsix,
TOJIOCOBbIE TTOMOTITHUKHY

4.6.5.1. YaT-60ThI U NI€pPCOHANbHBIE UaThl B MeCCeH/KepaxX M COLMabHBIX CeTAX,
FOJIOCOBBIE MOMOIIHMKI NOJDKHBI 0O6ecreunBaTh MHOOPMUPOBAHKE 1 KOHCY/IbTUPOBaHME,
aBTOMAaTU3AIUIO PYTUHHBIX Ollepalliii, ToJyuenne 00paTHO CBA3H OT KIMEHTOB.

4.6.5.2. Tlpu BbimonHenuy GYHKUMM MHGOPMMUPOBAHUS M KOHCYJIbTUPOBAHMSI
MIOMOILHUK JOJIKEH:

1) OTBEYaTh Ha YaCTO 3a/laBaeMble BOMPOCH! KIUEHTOB;

2) IPeAOCTaBIATh CIPABOYHYIO ¥ KOHTaKTHYIO MH(opmanuio o6 opraHax
BJIACTM M YIOJIHOMOYEHHDIX OpraHu3anmsx, pexxumMax ux paboTsi;

3) NPefoCTaB/sATh MHOOPMALMIO O JKM3HEHHBIX CUTYALMSX, YCAyTax wu
CepBMCOB B COOTBETCTBUM C NPOdHIeM KIMEHTCKOIO CerMeHTa;

4) PEAOCTABIATE MH(POPMALMIO TI0 TEKYLUEMY CTaTyCy NOAYYeHMS YCIYT U
CEPBMCOB KJIMEHTCKOTO CIIeHapus;

5) HalOMMHATBh O TEKYIIMX 3allCSIX Ha JAWMYHBIN IIpUeM B OpraHbl BJIACTH U
YIOJIHOMOYEHHbIE OpPraHM3aLA.
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4.6.5.3. Ilpu BpimoaHeHMY GYHKIMM aBTOMATH3aLMKM PYTUHHBIX OIlepalyi
MG POBON MOMOLIHUK JTOJDKEH:

1) OCYIIECTB/ITh TAPTeTMPOBAHHBIA IIOMCK TOTEHUMANBHO HEeOOXOAUMBIX
KITUEHTY YCIIYT 1 CEePBMCOB;

2) ofBecITeuBaTh BO3MOXKHOCTE TPeIOCTABISATE ¥ OT3LIBAThL COIACUS OPraHaM

BJIACTH U YIIOJIHOMOYEHHBIMU OPraHM3allMaIMIM Ha ITPOAKTUBHOE TIpeoCTaB/IeHNe YCIVT U

CepBUCOB;

3) 3anpaimBarh coraacus Ha 06paboTKy NepCcoOHaIbHbIX JAHHBIX;

4) 3aTIOTHATh 3agBJIeHUs M QOPMbI TIPpU TOJAYUYEHUM YCIYT U CepPBUCOB, IPU
HeoOXOIMMOCTH YTOYHAS YV KJIMEHTa OTCYTCTBYIOLIYIO MHGOPMalHIO;

5) OTCJIEXKMBATh CTATYChl MPOXOXKIEHMS KJIMEHTCKOTO CLIEHaPSI;

6) 3aMMChiBaTh HA JIMYHBIN TTPUEM;

7) obecrneunBaTh OMIATY TOCTONUIVH U JPYTUX IJIaTexKel B paMKax o/ deHnst
YCIIYT U CEPBMCOB;

8) YBEJOMJISITD O MOJIYYeHUH YCIIYT U CEPBUCOB.

4.6.5.4. Jlomked ObITb NpemycMOTpeH (QYHKLUMOHAA OBICTPON 0OpAaTHOM CBA3N
NOCPeICTBOM IIKaNOBOM oLeHKM (OaibHas 1IKa/a, IIKa/Ia CMali/IMKOB, TEKCTOBas 1UKala
Y IpyTHe), a TaKyKe Pa3sBepHYTOro OTBETAa O NPUYMHAX HEYIOBIETBOPUTEIBHON OLEHKA.

4.6.5.5. Ha mo6om srtane BsaumopeiicTBua ¢ UM@POBLIM ITOMOIIHMKOM AOKHA
ObITb JOCTYNHA BO3MOYKHOCTB TMONYYeHMs 0OPaTHO CBSI3) C ONEPATOPOM IO TI060MY
yIOOHOMY IS KJIMEHTA KaHaay CBSI3M.

4.6.5.6. Jlomkusl 6bITb paszpaboradbl NpaBuia [OATOTOBKM OTBETOB IIPH
B3aJIMOJEJCTBUM C KIMEHTaM! B MEePCOHATBHLIX YaTaX MJIM MECCeHIKepax, B TOM UuC/Ie
B UAaCTU CTWIS U3JIOKEHMSI OTBETa, JOTMKU TIOCTPOEHMS OTBETA, IIOSUTUBHOIO HACTPOS U
«KMBOTO» OBILEHNUS C KIMEHTaMMN.

4.6.6. CounanbHble ceTH, MyBIMUYHbBIE YaThl B MeCCeHKepax

4.6.6.1. BsaumopeiicTBye ¢ KIMEHTOM AOKHO MHULMUPOBATECS B CYUaAsX:

1) obuLManbHOro obpallenusi K TNPENCTABUTENI0 OpraHa BJacTH MM
YIOJHOMOUYEHHOM OpraHu3aLyu;

2) VIIOMMHAHUSL OpPraHa BJIACTH MM YIIOJHOMOUEHHOM Opradusanyyu B TeKCTe
COOOBIUEeHNM, KOMMEHTAPNUS WM 3aIIMCHK;

3) KOMMEHTMPOBaHMS  ODUIMAJIbHOM  3alMCM  Oprada  BIAcTUM WM
YIIOJTHOMOYEHHOM OPTraHU3aliHn.

4.6.6.2. Bpems oTBeTa IpejCTaBuTENIS OpraHa BAACTM MAM YIIOJIHOMOYEHHOM
OpraHM3alyy Ha obpallleHne KIMeHTa B COUMAaIbHBIX CeTSX, YaTaxX B MecCeHKepax He
JIOJDKHO TIPeBBIIATh 4 YacoB [/ YIOMMHAHMI®? ¥ 2 YacoB B CiIyyae O(ULMAIBHOIO
oOpallleHNs MM KOMMEHTaPHUSI K 3aTTUCIA.

? YnoMHHaHHe — COCLMAbHBIH TEXHUIECKAN (yHKIHOHAN, NPEeayCMOTPEHHbIH Pa3pafoTdHKaMu COLMATBHBIX

CCTCH M MCCCCHIDKCPOB, MO3BOIIOIIHH IOCPCACTBOM CIMTHOTO HAMCAHHA CHMBONA «(@) C MMEHEM [10JIb30BaTCIIA

YIOMHHATE COOTBETCTBYIOLIETO TMONBL30BATENA B TEKCTE COOOIIEHHMS, 3alHCH, CTaThH B COLMANBHON CETH WM
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4.6.6.3. OcCHOBHBIMM  IUAaramMu  B3aUMOJEICTBMS  ODPraHOB  BIACTU U
YIOJTHOMOYEHHbBIX OpraHM3alyii MOCPeICTBOM OTKPBIThIX KAHAIOB CBSI3U C KJIMEHTaMU
IO/DKHBI OBbITh:

L3 OTlepaTHBHbIN aHAIN3 NOTPEGHOCTEN KIMEHTa;

2) MOATrOTOBKA JTAKOHMYHOIO COOOIIEHMS TI0 CYIIECTBY 3asgBIEHHOrO BOIPOCA C
NposAB/ICHNEM 3aMHTEPECOBAHHOCTY B €ro pelleHNI;

3) B C/ly4ae HEBO3MOXKHOCTM TNPeNCTaBUTbh KPAaTKMii OTBeT HalpaBiieHye
KIMEHTY MpOCsOBI O Iepexofie B WHAMBMAYa/JbHble KaHAAbl CBS3M IS BLISCHEHMA
JIOMTOJTHUTEIbHOM MH(OPMAaIIMA.

4.6.6.4. Ecnu B3auMOZIeHCTBME OPTaHOB BIACTH U YIIOJHOMOYEHHbIX OpPraHmM3alii
MOCPEeNCTBOM ~KaHaIOB CBS3M HOCUT MHGOPMATMBHBIA Xapakrep, NybaMKyemas
MHOOPMALUA JO/BKHA OBITH aKTYaJIBHOM, JOCTOBEPHON U COOTBETCTBOBATH odbuLmanbHOM
TIO3ULIMHM OPraHOB BJIACTU M YIIOTHOMOYEHHBIX OPIraHM3aLMiL.

4.6.6.5. OTBeTHI OPraHoB BIACTH M YIIOTHOMOYEHHBIX OPraHM3aLiil Ha obparieHus
WM KOMMEHTApUM KJIMEHTOB B COLMAIBHBIX CeTAX U IyOMMUHBIX YaTax B MeCCceHKepax
ROJIKHBI OBITh M3/I0XKEHBI B JOCTYITHOM, IOHSTHOM U JIerKOi 15 BOCIIpuUATHA Gopme.

4.6.7. TlncpmeHHOe B3aMMO[ENCTBME (3TEKTPOHHAS MOYTA (e-mail), mmcemo,
cooObIIleHMe B IMUYHOM KabuHeTe)

4.6.7.1. BsaumMopielicTBUe C KIUEHTOM Uepes MUCEMEHHbIC KaHabl CBA3M IOJTKHO
BKJIIOYATh B cebsi:

1) MPOAaKTMBHOE B3aMMOMAEUCTBYE, WHMUMMPOBAHHOE OpPraHAMM BIACTH U
YIOTHOMOYEHHbIMI ~ OPTraHM3auMAMM  (PaCChUIKM-TIPEJIONKEHNS], ITPeNBOCKULLIAIOIIE
NOTPEOHOCTM KIIMEHTOB, B TOM YMCTe HPY HACTYIUICHUM OTpele/IeHHbIX SKM3HEeHHDIX
cuTyaruin);

2) B3aMIMOZENCTBIE, UHUIIMMPOBAHHOE KIMEHTaMM (OBpalenus KIMeHTOB B
OpraHbl BJIACTH ¥ YIIOJTHOMOYEHHbIe OPraHu3aLum).

4.6.7.2. PaccbuikM, VHMIMMPOBAHHBIE OPraHaMy BJIACTH U YIIOJTHOMOYEHHbIMM
OPraHM3aLVISIMM, JOJKHDBI IMPOM3BOOUTBCS TOIBKO Npr HANMMYMK COrJIaCcHs KJIMeHdTa.

Knyent nomxen umMeTsh BO3MOKHOCTDL OTIIMCATBCS OT PACCHUIKM KAXKIOTO TUNA, a
TaK)Xe HaCTpaMBaTh YaCTOTY MX MOTYUYEHMS.

Paccbuiku  momkHbl GBITE  MEpPCOHAMM3MPOBAHBI TOA TPOMWIM  KITMEHTCKOTO
CErMEHT4, MO/IyYeHHbIE B Pe3YJIbTaTe aHaIM3a KIMEHTCKOIO OIbITA, COOEPIKATh eIMHYIO
CTPYKTYPY U3/IO3KEHMSL ¥ OCOOEHHOCTH MpeacTaBaeHns Gopmbl MHGOPMAIL.

OJIeKTPOHHBIE PACCBLIIKM [IO/UKHBI BKITIOUAaTh B CeBSl KPATKYIO COJlePIKATENBHYIO
VHOOPMALMIO M OTMCAHME LIeNeBOr0 AeHCTBMS KAMEHTd, IIPU 9TOM B3aMMONEHCTBHE C
PACCBLUIKOM JOTDKHO MPOU3BOJMUTBCS B «OMH KIMK» C LeIbI0 MUHUMMU3AIN HeiCTBII
KJIMEHTAa.

Meccenbkepe. TekeT cooblieHust MOXKeT He OBITH HANPAMYIO AAPEcOBaH MONB3OBATENIO (HanpuMep, CTaThs
4Apccopania NCOrpaHitiCHOMY KPYTy JIML, ¢ YNOMHHAHMCM B Heli nonk3oBarens). IToNb30BaTeNDh MOMYIAeT OT
CHCTEMBI aBTOMATHYECKOE YBENIOMIIEHHE B IPOQUITE O HATHYMM YIOMHHAHMUA O HEM,
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4.6.7.3. Tlncbmennoe o6pallieHue, MHULMMPOBAHHOE KIMEHTOM M Tpebyiolllee
06GpaTHOI CBA3M, AO/UKHO aBTOMAaTHIeCKM KIaccuUIMPOBATLCA 110 TeMe, HACTPOSHUIO U
COEP)KAHMIO TIMChbMA. B 3aBMCMMOCTM OT [AHHBIX XapaKTEPMCTHK, a Takske Mpoduis
KJIMEHTCKOTO CerMeHTa MOJDKHBI BbICTPAMBATBCS TIPUOPUTETHI, OINPeneaThbCs CPOKU
IIOATOTOBKM OTBETa M OTBETCTBEHHBIE JIMIIA.

[Tocre moNy4yeHys IACbMa, MHUIMMPOBAHHOIO KJIMEHTOM, B TeuyeHue 24 4acos
HeobXOoAMMO TIPeCTaB/sATh IEPBUUHYIO OOPaTHYIO CBI3b C YBeIOM/ICHKMEM O MOJIyYeHn
mucbMa. OTBeT Jo/KeH COIepsKaTh:

1) [IPUBETCTBUE;

2) 6J1aroIapHOCTh 3a MOTPAUYEHHOE BpeMs;

3) CPOK Ha TIOATOTOBKY OTBeTa 1 (MJIM) pellleHns BOpoca,

4) IepBUYHbIe PEKOMEH/IAINY IS KJIMEHTA B Ka4eCcTBe «I1epPBOi MOMOLLM» LIS
BO3MOJKHOI JIOKAIM3ALMUY TPOOIeMbI.

Ing npepocTapiieHMsi UCUEPITLIBAIOIIETO OTBETAa Ha OOpalleHue KIMeHTa B
COOTBETCTBUU C €0 NMOTPEOHOCTIMU U NPoduIeM KIMEHTCKOTO CerMEHTa OPraHbl BJIACTU
Y YIIOJIHOMOUEHHO OPraHu3alyy JOIKHbI:

1) 3aKpEenuTh KOMIIETEHTHOrO OTBETCTBEHHOI'O COTPYIAHMKA 33 MOIXOASIIM
npodmieM KIMEHTCKOTO CerMeHTa IS B3aMMOENCTBUS C K/IMEHTOM Ha TPOTSKEHMM
BCEro Iepuoja ero obpaileHnii 1o npobdieme; '

2) yOeguThCcst B UETKOCTM TOHMMAaHudg TNOTPeOHOCTeN KAMeHTa, IIpu
HEeOOXOMMMOCTM — CBSI3aThCSA C KIMEHTOM /)i YTOUHEHUST CITOPHBIX MOMEHTOB;

3) OpraHyu30BaTh Bble3]] Ha MECTO ISl SKCTPEHHOTO YPeryaMpoBaHus BOIpPOCa,
TONTyYeHnsl HeJoCTaoleil MHpopMalyu 1win 6oee TIyOOKOrO aHaamM3a MpodaemMbl (TTpu
HeobXooMMOCTH);

4) [IPOAHAIM3UPOBATh NPOQWIIL KIMEHTa, UCTOPHUIO ero obpalleHuit, 3arpocuThb
MHOOPMALIMIO O KIMeHTe MUK NpobsieMe B paMKax MeKBeIOMCTBEHHOTO B3aUMOIeCTBIUS;

5) MOArOTOBUTh IPOCTBIE ¥ IIOHSITHbIE OTBETHI Ha ITOCTaBJEHHbIe BOIMPOCHI,
MVMHMMMW3HWPDYA HAIlOJIHEHME TEKCTa CChbIJIKAMIM Hd HOpDMATWMBHDIE [TDAaBOBbIE aKTbI.

OrBeTbl OPraHoOB BJIACTY M YIIOJHOMOYEHHBIX OpPraHM3alyil MpM NUCbMEHHOM
B3aMMOIEMCTBUY [NOJDKHBI OBbITb M3/I03K€Hbl B [OOCTYIIHOM, IMOHSITHOM M JIETKOM [JIs
BOCIIpUATHS (hopMe ¢ yueTom Ipodu/is KIMEHTCKOI0 CerMEHTa U ero MoTpeOHOCTel.

4.6.7.5. OtBeTbl OpraHoB BJACTM M YIOJHOMOYEHHBIX OpPraHM3aLuil Ipu
MMCbMEHHOM B3aMMOJENCTBUM HO/KHBI OBbITH M3JIOXKEHbI B JAOCTYIIHOM, IOHSATHOM U
JIerKoit g Bocnpuatusi Gopme ¢ yuerom IpodMiIs KIMEHTCKOI'O CErMEeHTa M €ero
norpebHocTel. [Ipu noAroToBKe OTBETOB Ha OOpAITeHUS KJIMEHTOB TpebyeTcs:

1) n3berath (Qopmanusama M KaHUeJIpUTa TpM BbIOOpe CTUIS MU3JOXKEHMS
(HampuMep, OTIJ/IaroJibHbIe CYIIECTBUTENbHbIE, ITACCUBHBINA WIM CTpafaTeIbHbIA 3aJI0T,
paclIelUIeHHble CKa3yeMble, COCTABHbIE U [TPOU3BOIHbIE TIPEIJIOTN);
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2) usberarb opdorpaduvyeckux, IYHKTYAUMOHHbBIX, CTWIMCTUYECKUX U
dbarkTUUeCKUX OMMBOK, apXau3MOB, KAPTOHHOM M NPOCTOPEYHON JIEKCHKH, S3bIKOBOM
arpeccuu;

3) MMHUMM3UPOBATH YIIOTPe6IeHYe CIOKHBIX TEPMMIHOB 1 COKPAILEHMI, PEAKO
YICIIONB3YeMBIX B MOBCEIHEBHON KU3HM MM TPeBYIOINX CIeUManbHOro Mpo(uiIbHOTO
obpa3oBaHys;

4) pPa3bACHATL  CJIOKHYK  TePMMHOJOTMIO  OOCTYIHBIM — SI3bIKOM — TIpH

HEeBO3MOYKHOCTH ee VICKIIOUYeHMs U3 OTBeTd, 1aBaThb OIIpeneIeHMA;

5) JICTIOJIb30BaTh MpPUMEpPbl IJII OOBSCHEHUS CJIOXKHBIX [/ BOCIPUATHS
TIPOIIECCOB;
6) MCIIOJIB30BATh OQHO M TO YK€ CJIOBO IJIsl ONMMCAaHMs OLVMHAKOBBIX IPeAMeTOB

WJIN TIPOLIECCOB 1O BCEMY TEKCTY;

7 u3beraTb JMCHOJL3OBAHUSA  CIOKHBIX — CTHMIMCTUYECKMX  KOHCTPYKIIMIA
(wanpumep, metadop wim Hpa3eoorn3mMoB);

8) BBICTPAauBaTh CTPYKTYPY OTBETA JIOTMYHO M IOCAeH0BATeNbHO, IPYNIUPYI
TemMaTnueckue OJI0KM;

9) aKIEHTHPOBATL BHMMAHME Ha 1eeBYIo MHGopMaluio B COODIIeHMH;

10) wucnonb30BaTh KOPOTKME M JTAKOHUYHbBIE ITPEAJIOKEeHMS;

11) BbicTpamBaTh MNpPENJIOKEHNMST B  IOJOXKUTEILHOM  KIove, u3beras
OTpULIATEIBHBIX OOOPOTOB;

12)  wsberaTh UCIIOMHL30BAHMS CTIRITMANTEHBIX CUMBOJIOB;

13) wmcnonb30oBaTh JETKO uMTaemMble MIPUPTHI 6e3 3aceuex;

14) wu3beraTh UCNONL30BaHMS KypCHUBa, IOAUYEPKMBAHMI, Ppa3HBIX TUIIOB
HAlMCAaHMsl, 3arJaBHbBIX OYKB [JI HANMCAHMS UEJIOro C¢JI0oBa M 0Coboro ausaitHa
(nanpumep, Tenu, 3D-sddexT);

15)  wm3berath MCHoNbL30BaHMs HOHA, 3aTPYIHSIONIETO MPOUTEHIIe TEeKCTa.

4.6.7.6. Ilpy MakCcMMaJbHOM YPOBHE KJIMEHTOLIEHTPUUHOCTU B COOTBETCTBUU C
pasgesiom 5 CTaH,uapTa BCe CdJOpMMpOBaHHbIE! OTBETDI JOJI>KHDBI ITPOBEPATHCS C ITIOMOIIHIO
pa3paboTaHHOrO aJfOPUTMa aBTOMATMUYECKON) OLEHKM YPOBHS CJIQXHOCTM BOCIIPUSITMSI
NMCbMEHHOIO OTBeTa. IlpedenbHble YpPOBHM IJI Npoduieil KIMEHTCKUMX CEerMEHTOB
YCTAaHABJAMBAIOTCS B COOTBETCTBMM C KPUTEPUAMM: MHIMKATOPBI UMTAEMOCTH (IO
aHajoruy ¢ uHaMKaropamu: wmHAexkc @nema-Kunkenpa, wuamekce Konman-JIuay,
ABromaruyeckui uagekc ynobountaemoctu (ARI), dopmyna [Isina-Yeiia) u pacyeTHble
nmokazaresu (HampuMep, YMCJIo 3HAKOB, OYKB, CJIOB, MPeIJIOKEeHHN).

4.6.7.7. QOpradbl BracTM " yHOJIHOMOUIeHHble OpraHM3alyi  JOJKHBI
pa3pabaTbiBaTbCsi M CBOEBPEMEHHO aKTyaJn3upoBaTbcs 0asbl 3HaHMM, COAEp’Kallye
11aBJIOHBI OTBETOB Ha TUIIOBbIe OOpallleHuss KIMeHTOB. B 111abjoHbl OOMKHBI OBITh
BKJTIIOYEHBI BapMaHThI OTBETOB /IS CUTYallMii, He TpeOYIONIMX pelleHus: OCKopOGIeHus 1
MCTIONb30BaHME HEIeH3YPHOM JIeKCHKM, OMarofapHOCTM U TOXKendaHus, abcTpakTHbIE
COOBILIEHMS HE 10 TEME.
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4.6.7.8. TlpM KOMMYHMKaLMM TOCPEACTBOM OJIEKTPOHHBIX CPEACTB CBS3U
(snexkTpoHHass 1oura (e-mail), cooblIeHMS B JMYHOM KabuHeTe) OO/DKEeH ObITh
npeaycMoTpeH GYHKIMOHAI 6BICTPOI 0O6paTHOI CBA3YM IOCPE/ICTBOM IIIKAJIOBOM OlLI@HKU
(6aJ1Jinaﬁ IIKaJIa, IIIKaaa CMaliJIMKOB, TeKCTOBas LUKaja U Apyrue).

4.6.8. Tenedou (KONI-1IEHTP) OPraHOB BJIACTY M YIIOTHOMOUEHHBIX OPraHM3aLMi

4.6.8.1. KaueHT momkeH MMEThL BO3MOXHOCTb OOPaTUTLCS B OpPraHbl BIAcTU U
YIIOTHOMOUEHHbBIE OPraHM3alluu 10 TesledoHy B Jii06oe yIobHOe BpeMs KPYTJI0CYTOYHO U
6e3 IMepepLIBOB MPU MaKCHMMAIbHOM YPOBHE KJIMEHTOLEHTPUUYHOCTU B COOTBETCTBUU C
pasgesiom 6 CraHgapra.

4.6.8.2. Jo/mKHbl CcOOMOIATHCS TpeOOBaHWs K peud ¥ MHTOHAUMIM IIpH
Tele(pOHHOM Pa3TOBOPE COTPYAHMUKA C KIMEHTOM:

1) B Hayajle pa3roBOpa C KJIMEHTOM COTPYIOHMK OOJIKEH IMOMPUBETCTBOBATH
KJIMEHTA, NPeCTaBUThCS ¢ yKazaHmem cBoux MO, nomkHOCTY 1 HaMMEeHOBAHMS OpraHa
BJIACTY VUIM YIIOJITHOMOYEHHOM OPraHu3alyi, a 3aTeM YTOUYHMUTE CYTh BOMPOCA KIMEHTa;

2) IpM pasroBope C KIAMEHTOM [HOJ/DKHAa  MCIIOJB30BaTbCS — POBHas,
OMOLMOHAIBHO HEWTPAIbHAS MM MO3UTMBHO OKpAlleHHas pPedb C KPATKUMU M YeTKUMU
MHGOPMaLIMOHHBIMM Ppasamiu;

3) B TOJOCE COTPYAHMKA HE [O/UKHbI TPOCHEXKUBATLCA WHTOHALUK
Oespasmums, CKYKM, YCTaJOCTHM, HE3ayHTEePeCOBaHHOCTM B  YIOBJIETBOPEHUM
NOTPeOHOCTI KIIMEHTA;

4) peyb COTPYIHMKOB JOJDKHA OBITh IPAMOTHOM: CJieyeT u3berarb CIAUIIKOM
OBICTPOTO WMJIM CIAMIIKOM MEIJIEHHOTO TEeMIIA pPeuy, MCIIOIb30BaHUSI MEXIOMETHUN,
apxau3MoB, KaproHHOM U NMPOCTOPEYHON TEeKCUKY, A3bIKOBOM arpeccuu, ophosmmueckux
omIMbOK, TABTOMOTHMN.

4.6.8.3. C y4yeTromM SKM3HEHHOM cHUTyaryu, npoduis KJIMEHTa M CYTH BOIpOCa
K/IMEeHTa KOMWMYEeCTBO TMEepeKIIOUeHUH Ha APYTUX COTPYAHMKOB A/ peIlleHMS BOIpoca
KJIMEHTa HE JO/KHO IIPEBhIIIATh ABYX.

4.6.8.4. lomskHbl ObITH paspaboTaHbl BepXHEYPOBHEBbIE CKPUIIThI Pa3rOBOPOB IIPH
BXOISIINX M MCXOMSIINX 3BOHKAX COTPYIHMKOB OPraHOB BJIACTHM M YIIOJHOMOYEHHbBIX
OpraHm3alui (COTPYIHUKOB KOJIJI-IIEHTPOB).

4.6.8.5. B cTpYKTYpY CKPUIITOB BXO/SAIIErO 3BOHKA COTPYAHNMKA MOTYT BXOIUTH:

1) NPMBETCTBME B 33aBMCUMOCTM OT BpEMEHM CYTOK C YKa3aHMeM WMeHU
COTPYIHUKA, HaMMeHOBaHMe opraHa BJacTH WM YTIOJHOMOUEHHOM OpraHusanuu u
NpeJIoyKeHeM OMOIIH;

5 YTOUHEHME JIMUHOCTH KITUEeHTa;

5) BBISICHEHME 1€/ 3BOHKA MYTeM MCIIOAb30BaHMS HABOISIIMX BOIIPOCOB 110
MOMEHTA, II0Ka He Oy/IeT BbISICHEHa MOTPeOHOCTb KIIMEHTa;

4) JeMOHCTpalys IOHMMaHMs IOTPeOHOCTM KJIMEHTa, B TOM YMC/Ie MyTeM
nepedopmMyaAMpPOBaHKS BOTIPOCA;
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5) NeCTBIUS [J19 YAOBJIeTBOPEHMS TIOTPeGHOCTeN KIIMEHTa Ty TeM:

a) OTBETA Ha BOMPOCHI KJIMEHTA, /M [IJI OTBETa Ha Hero He TpedyeTcs JOCTyM
K CIIpaBouHoii nHGOPMAaLMM, CBeIeHUsIM 00 MCTOPUY B3aUMOIeiICTBIS K/IMeHTa C OPraHoM
BJIACTY MJIM YIIOJIHOMOUEHHON OpraHu3aluei;

0) MPOCKOBI OCTABATLCS HA JIMHUM C (QYHKOMEN YOep)KaHus 3BOHKA, ec/u
HeoOXomuM HOCTYII K CHpPaBOYHON MHpOpManuy, ¢ yKazaHWeM BpeMeHM, B TeueHue
KOTOPOT0 BO3MOKEH BO3BpAT Ha JIMHUIO;

B) BBIXOJa Ha JIMHMIO ¥ OTBETa Ha BOIMPOC, Ci¥ YAaJ0Ch CHOPMYIMPOBaTh
OTBET;

T) yKa3aHls CPOKa, B TeUeHMe KOTOPOTrO COTPYAHMK KOUI-LIEHTPa NEePe3BOHUT,
C Mpocb00M OCTABUTb KOHTAKTHbBIN Tesle(OH IS CBSI3M, €C/IM He YIaJ10Ch ChopMYyIMpOBaTh
OTBET, BO3BpaTa Ha JMHMIO B 0003HAYEHHbIN CPOK ¥ OTBETa Ha BOMpPOC.

6) IpollaHMe C KIMeHTOM B 3aBUCMMOCTHM OT VIOBJETBODEHUS WU
HEYIOBJETBOPEHMS €ro MOTPeOHOCTH B MOMEHT 3BOHKA M (PUKCAIMA B YYETHOM CHCTEME
CTaTyca yIOBIETBOPEHUSI MOTPEOHOCTEN KIMEeHTa.

4.6.8.8. B cTpyKTypy CKpPUNITOB MCXOAAIero TeaehOHHOTO 3BOHKA COTPYIHMKE
MOT'YT BXOAUTb:

1) IIPMBETCTBYME B 3aBUCHMMOCTM OT BpEMEHM CYTOK C YyKasaHMeM WMeHMU
COTPYIHMKA M OpraHa BJIaCTU UM YIIOTHOMOYEHHOW OPraHu3alinn;

2) (opMynMpoBaHME MPOCTBIM SA3BIKOM IIeJTM 3BOHKA MYTEM MCIIO/Ib30BaHMS
HaBOJALIMX BOMIPOCOB O MOMEHTA, IT0Ka He OyIeT BbIsSICHeHA NOTPedHOCTh KIMeHTa:

a) TIepBMUHOE B3aMMOMENCTBME [IJIT MPOAKTHBHOILO IPegoCTaBIeHUs
YCJIYTM MM CepBMCa B PaMKaX JKM3HEHHOM CUTYALIUY («XOJIOAHbIN» 3BOHOK);

6) B3aMMOJEJCTBME B paMKax peaiM3aluy KJIMEHTCKOrO CleHapus B paMKax
JKM3HEHHOM CUTYaLMM C Le/IbI0 YIOBIeTBOPEHUS MOTPEOHOCTeH KIMEHTA.

3) yTOUYHEHME MOTPeOHOCTEN KIMEHTA MPU «XOJIOTHOM» 3BOHKE MY TEM:

a) BEeKJIMBOTO  33BepLUeHMsI PasroBopa, B CIyyae eciM KIMEHT He
3aMHTEpPECOBaH B yCJIyrax M CepBHMcax oOprada BJIACTHM WU YIIOJTHOMOYEHHOM
OpraHusalyu, Mo BO3MOMKHOCTM C YTOYHEHMEM ero TMOoTpedHOocTeil M (uKcauuu UX B
UH(OPMALMOHHONM CHUCTEeMe OPraHa BIACTU WIM YITOTHOMOUEHHOM Opradu3aiii;

0) YTOUHEHUS KM3HEHHOM CUTyauuu, mpoduis KIneHTa, ero MmepCcoHaIbHbIX
MOTPeOHOCTEN C JeMOHCTpAlVel MOHUMAHUS 3TUX TTOTPeBHOCTeI

B) MOJyYeHUsI COrJlacuMsl Ha 3alyCK KIMEeHTCKOrO CIeHapus B paMKax
JKM3HEHHOU CUTYyalluMK;

r) MIOSICHEHMSI MeCTa, CpoKa, crocoba YIOBIETBOpPEHMs MOTPeOHOCTEeN M IO
BO3MOKHOCTHM COBepILIeHMs MePBUYHBbIX MeMCTBUI IJIS 3allycKa K/IMEeHTCKOTO ClLieHapusd,
Hallpymep, 3allCh Ha IpyMeM B OpraHe BJACTU WM YMOJHOMOUYEHHON OpraHu3alum B
yIoOHOoe s KIMeHTa BpeMs.

4) JOHEeCeHUs OO0 KIMeHTa CBeIeHMM O CTaTyce peanu3alyuyu KIMeHTCKOro
ClieHapys B paMKax >KM3HEHHOM CUTYalui ITyTeM:
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a) MHGOPMUPOBaHNUS O paHee MPEefOCTABJIEHHbIX €My YCIyrax U CepBucax, C
npocbOoil NOATBEPKIEHNWS KIMEHTOM CTEMeH) ero YAOBJIETBOPEHHOCTH (MOIKHBI BbITH
MCITO/Ib30BaHbl COKPAIleHHbIe IIOHATHbIE /ISl KJIIMEHTOB Ha3BaHUs YCJIYT M CEPBUCOB);

0) MH(OPMMPOBAHMS O TOUYKE HAXOKIEHMS KIMEHTa Ha KIMEHTCKOM MyTH U
HeoOXOOMMBIX TOCAEAYIOINX AEHCTBUAX KIMEHTA [y Aa/JbHENIIero NpoaBIsKeHns 110
9TOMY IIyTH C JeMOHCTpal1el NOHMMaHWs U YKa3aHMeM Ha TO, KaKue NOTpeOHOCTH IpK
3TOM OYAYT YAOB/IETBOPEHBI;

B) MH(POPMUPOBaHUST O TepeyHe MNeNCTBUIl HEeOOXOOMMBIX KIIMEHTY mJIs
[a/bHENIIero NMpefoCcTaBlIeHus] eMy YCIYT U CepBUCOB ¥ TOMOIIM B OCYLIECTBISHNN
TIePBBIX KNMEHTCKMX ILaroB: HANpuUMep, 3amich Ha nprem B ML «Mou noKyMeHTbI»;

r) OTBETOB Ha BCe BOIPOCHI KJIMEHTA I10 3apaHee 3arOTOBJIEHHbIM 11a0JI0HaM,
aMBO YKasaHMsl CPOKa, B TeyeHMe KOTOPOrO COTPYOHUK KOMI-IEHTPa IEPe3BOHUT C
OTBETaM¥ Ha BOTIPOC, BO3BPATa Ha IMHUIO B 0O03HAUEHHBI CPOK M OTBETA Ha BOIPOC.

5) IPOIAHME C KJIMEHTOM B 3aBUCMMOCTM OT YHOBJIETBOPEHMS WK
HeYJIOBJIETBOPEHMS €ro MOTPeOHOCTI. B MOMEHT 3BOHKA M (DMKCALMSA B YYETHOI CUCTEME
CTaTycCa yA0BAETBOPEHMS KJIMEHTa.

4.6.8.9. Jlormka pasroBopa J0/DKHA BbITh BLICTPOEHA C MCIOIb30BAHMEM TeXHUKN
aKTVMBHOI'O CIIYILAHMS: MCMOJIb30BAHME HABOASIIMX BOIIPOCOB KIMEHTY IS IOAPOBGHOTO
BBISICHEHMS eI'0 MOTPeGHOCTEl .

4.6.8.10. CBelenysi,  TpefloCTaB/IieMble  KAMEHTaM,  JO/DKHBI  ObITh
MICYEPIBIBAIOIMMM, JOCTOBEDHBLIMUM M  COOTBETCTBOBATH IMOTPEGHOCTIM K/IMEHTa,
OCHOBBIBATLCSI Ha 3apaHee TOATOTOBJIEHHBIX TUMOBBIX BOINpPOCAaX M OTBETaX Ha OTH
TUIIOBBIE BOIIPOCHI.

4.6.8.11. PoboTusupoBaHHBIE T'OJIOCOBbIE MOMOIIHMKM B Yackl, KOrga pabora
COTPYZIHMKOB KOJUI-LIEHTPOB He MOKeT ObITh obecreueHa, JOKHBI 06/aarh GyHKIMel
paclosHaBaHWA peyy, a Uil JMIl C HapyLIeHMSMM Deun JO/sKHa ObITh COXpaHeHa
BO3MOKHOCTE pearvMpOBaHus C IOMOIIIbIO KJIaBHaTypbl TEHed)OHa.

4.6.8.12. PoBoTusupoBaHHble I'OJOCOBbIe NOMOLIHWKYM OOMKHLI OTBEYaTh Ha
TUIIOBbIe BOMPOCHI KIMEHTOB, COODIATL O yacax paBoThl COTPYOHMKOB, KOTOPhIE MOLYT
IIPOKOHCYIBTUPOBATh KIMEHTA MO TejieoHy, 1 HasHayaTh B ya06HOe [ KJIMeHTa BpeMs
NPOBefeHNe KOHCYIbTALNM C COTPYIHUKOM.

4.6.9. JImunplil mpyeM B OpraHax BAACTM M YTIOJTHOMOUEHHBIX OPraHU3aIisIX

4.6.9.1. K ocHOBHBIM IpHHIMNAM MPOQECCHOHATBHOr0 06CTYKUBAHUS KIMEHTOB
OTHOCATCS:

1) BEXIUBOCTb U JOOPOKeNaTeNbHOCTb P B3aMMOJIEINCTBIN C KIUEHTOM;

2) UYECTHOCTH U OOPOCOBECTHOCTE B paboTe;

3) obecrieueHye SMOUKMOHAIBHOTO KOM(OPTa KIMEHTOB;
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4) BblepkaHHoe (KOPPEeKTHOe) IOBE[EeHMEe BHE 3aBMCHMOCTM OT JIMUHBIX
CUMIIATUIA M aHTUIATHUI;

5) yBa)keHME K MHEHUIO KJIMEHTOB;

6) OTIepPaTMBHOCTh ¥ Ka4eCTBO 00CTYKUBAHNS,

7) COYYBCTBME M BHUMATEIBHOCTH K JKamobam (TpeTeH3msAM) KIMEHTOB,
FOTOBHOCTDL Paso6paTbCst B BO3HUKILEH CUTYalUHA.

4.6.9.2. I11s1 OAKEPKaHKS BLICOKOTO YPOBHS 11PO(ecCHoHaIbHOTO 06Ty KUBAHNUS
COTPYAHMUK, OCYILECTB/ISIONMI B3aMMOJEMCTBIE C KITMEHTOM, JOJIKeH:

1) BCerja OepBbIM  TPUBETCTBOBATL  KIMeHTa C  JI0OPOKesaTeslTbHOM
WMHTOHALMEN M YIIBIOKOI;

2) NOAAePKMBATb BEKJIMBBI TOH pasroBopa M MCHOMBb30BATh TEXHUKY
AKTUBHOTO CJYIIaHNUS;

3) B npolecce obuieHus 06paniaTeCs K KIMEHTY MO UMeHM M OTYeCTBY M Ha
«BpI» BHe 3aBMCUMMOCTY OT €ro BO3PACTa Y COLMAAbHOIO MOIOKEHNS;

4) PAsLACHUTL KIAMEHTY  JeiCTBUS —COTPYJHMKOB Ha KaXIOM  3Tame
IIpeOCTaBIeHUS YCIIYT U CEPBUCOB;

3) MpenynpeskaaTh KIMeHTa O HAMEPeHMM BPeMEHHO NOKMHYTh paboyee MeCcTo
¢ yTOUHEHMeM ey U BpeMeHU BO3BpallleHus,

6) B ciiyuyae OBHApYKeHMs] KJIMEHTOM OIIMOKM NPUHOCUTH W3BUHEHUST WU
VICTIPABIIATE ee;

T copeiictBoBarb B peutenuy 1pobiseM B paMKax —AelCTBYIOLIEro
3aKOHOJIATe/IbCTBA, a TAKKe MEXBeJOMCTBEHHOTO B3aUMOIEeIICTBI;

8) B CJIyYae ecyiy KeHT TpedyeT NpeioCcTaBUTh eMy KOHTAKThl PYKOBOIUTEIS,
NpPefoCTaB/iIsaTh TenedoH M MHble KOHTAaKTHbIC NAHHbIE CTPYKTYPHOrO IMOJpa3fieneHys,
OTBETCTBEHHOI'O 32 KayecTBO 0OCTy KMBaHMS.

46.9.3. B cayuae OTCYTCTBMSI TEXHUYECKO}M BO3MOMKHOCTM IIOJTHOCTDLIO
ajanTUpoBark OOBEKT ¢ ydYeToM noTpeOHOCTeM KAMEHTOB C OrpaHMYeHHLIMM
BO3MOYKHOCTSMM 3[0POBbSl M APYIMX MaJOMOOWJIBHBIX I'DayKAaH AJid TaKUX KIMEHTOB
HeobxomuMo obecneynTh NMpenoCcTaBaeHne yCayr, Mep MOAOePsKKMA U CePBUCOB 110 MeCTy
HaxOXIEeHMsI KIIVEeHTa.

4.6.9.4. Tlpu npenocraBieHnyt yCIyr, Mep MOAAEPKKM M CePBUCOB MHOCTPAHHBIM
JILEM JIOJDKHA ObITh MPefoCcTaBIeHa BO3MOKHOCTb Pas3bsiCHEHUS TPeOOBaHMM Ha S3bIKE
MEXKIYHAPOIHOTO 0011IeHMs.

4.6.9.5. JIna ymoBieTBOpeHNs TOTPeOHOCTe! KIMEHTOB IpU TpegoCTaBIeHun
YCIyr, Mep TOAAEPKKM M CEPBUCOB HEOOXONMMO 3aKPeIsiTh 33 KaXKbIM KIMEHTOM
KOHKPETHBIX COTPYOHUKOB (MEPCOHAJBHBIX MeHeIKepoB), COMPOBOXKIAOIINX UX Ha
NPOTSKEHMM BCETO TIepuofa MPefoCTaBIeHUs YCIIYT, Mep MOAAEPIKKM M CePBUCOB KakK Py
IMYHOM IIpYeMe B OopraHax BJIacTH M YINOJHOMOUEHHBIX OpraHusaumsx, Tak U IpK

,I];&J'IbHE!ﬁHIEM BBHMMOEEﬁCTBMM MoCpeacTBOM MHBIX KaHAJIOB CBA3U.
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[lepcoHa/bHBIA MeHemKep [O/DKeH OCYIeCTBATh B3aUMOJIENCTBIe CO BCEMU
CTPYKTYPHBIMM [IOpasieeHisIMy OpraHa BIacTu Uin YIIOTHOMOUEHHOM OpraHu3alui, a
TaKKe MEeXBEIOMCTBEHHOe B3auMoyieificTBie. B ero 06s13aHHOCTY BXOJST:

1) IOMOLIIb B MPEIOCTABIEHNM YCIYT, MeD MOJAEPKKY M CePBUCOB MCXOAS 13
oTpeBHOCTEl KIMEHTOB B TEKYIIell JKM3HeHHOM CUTYalUM;

2) nonoop, uHGOPMUPOBaHE " IIpeaoCcTaBJeHNuE MOTEHLIMA/ILHO
HeOBXOMUMBIX YCIYT, Mep MOAJep:KKH ¥ CepBMCOB K/IMEHTY Ha OCHOBE aHaiusa ero
mpoduis.

VY kiMeHTa JO/DKHA 6bITh BO3MOXKHOCTh CMEHMTD MEePCOHA/IbHOTO MeHeKepa Win
OTKa3aThCs OT Hero.

[NepcoHanbHblil MEHeKep OO/DKeH ob/amaTb HaBBIKAMM K/IMEHTOLEHTPUIHOTO
B3aMMOJIeCTBUS.

4.6.10. BzauMoaeiicTMe Yyepe3 YIIOTHOMOYEHHOTO KIMEeHTOM NpeaCcTaBUTe I

4.6.10.1. KiiveHT OO/KeH MMETh CEPBUCHY BO3MOKHOCTh YITOJJHOMOUUTE CBOErO
NpegcTaBuTe s U B3aMMOAENCTBMSA C OpraHamu BJacTy M YHOJIHOMOYEHHBIMM
OpraHu3aLUsIMMN.

4.6.10.2. Ilpu BbIGOpE TIpeaCTaBUTE IS A1 OpraHMU3aliy B3auMOJeHUCTBYS I0/KHA
OBITh BO3MOYKHOCTB TTOAKIIOUEHMS MHGOPMALMOHHOM CUCTEMbI INIPeCTaBUTENIs, B TOM
yyc/e npenycMaTpUBaoLell Haaiuye ¥CKYCCTBEHHOIO MHTEIEKTa.

4.6.10.3. Kmmenury po/vkHa ObITh [JOCTYIHA TIOAHas MHGOpManus O
B3aMMOMENCTBMM T[pefCcTaBuTe/Id OT WMMeHM K/IMeHTa ¢ oOpraHamu BAacTu U
YIIOTHOMOYEHHbIMY OpraHu3alysIMi.

4.6.10.4. Knuenry pojpkHa ObITh JOCTYIHA yA0OHas CepBUCHAasE BO3MOMKHOCTb
CMeHbI MJIM OTKa3a OT YCJIYT YIIOJHOMOUYEHHOI'O MPeCTaBUTES.

4.7. TpeboBaHMs K CEPBMCAM IO YCTAHOBJICHNMIO U KIMEHTCKOM OLIEHKE
oBs3aTeNnbHbIX TPEOOBAHMN

4.7.1. OpraHamm BJIaCTU M YTIOJHOMOYEHHBIMY OPraHM3alysamMu obecrieunBaeTcs
BO3MOYXHOCTb CaMOCTOSITE/IbHOM OLEHKM KIMEHTaMy COOMIO[IeHUs], YCTAHOBJIEHHBIX B
OTHOLLEHII HMX 0OsI3aTe/IbHbIX TPpeHOBaHMUIA.

4.7.1.1. KnvenTty mo/pKeH OBITh MPeJOCTaBIeH MHCTPYMEHTapUil IepuofMIecKon
(B TeueHue MepuOMIA MEWCTBUSI, HO HE peKe UYeM €KerojHo) OLCHKYU TpUMEeHeHM
IeiCTBYIOILNX B OTHOILEHMY KIVieHTa 00s3aTeTbHBIX TPeOOBaHMIA.

4.7.1.2. WHcTpyMeHTapumil OLEHKM TpUMeHeHys O0Os3aTesbHbIX TpeboBaHul
JMOJDKEH BKITHOUATD:

1) OLIeHKY IOHATHOCTY TpeboBanyis no 5-6anmbHONM LIKaJle,

2) OLIEHKY BBIOJIHMMOCTM TpeboBanus no 5-6annbHOI MKae;

3) OTMETKY O AYOAMPOBAHMM OFHOTO TpeGoBaHMs APYTUM TpebOBaHeM;
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4) OTMETKY O IIPOTMBOPEUMU OJHOrO Tpe6GOBaHMs APYroMy TPebOBaHMIO (c
yKasaHyeM MpoTyBOpeyaIlyx TIOJIOXKEHUI);

5) OIIEHKY WM3IePKeK KAMEHTa, CBHA3AHHBIX C cobmoneHuemM TpeboBaHMA ¢
OMOIIBIO [IEPCOHATBHOIO KaIbKYJISITOPA U3LEPKEK;

6) BO3MOIKHOCTh HAIIPABUTL OBOCHOBAHHOE TIPEIJIOKEHNE M0 KOPPEKTUPOBKE
TpeboBaHM.

4.7.1.3. Tlo xaskmoMy obs3aTenbHOMY TpeOOBaHMIO KIMEHTAM obecrneynBaeTcs
MOCTYII K [OJTHOM MCTOPYM OLIeHMBAHMS MMM TIPUMEHEHNS AHHOT0 TpeboBaHMs, BKIKOUYAL
MepcoHaIbHbIe OIEHKYM KIIMEHTaMM  [PVMEHEHNS o6s3aTenbHbIX  TpeboBaHMIL U
CTATUCTINYECKM 0B0BLeHHbIE OLIEHKMA.

4.7.2. OpraHamy BIacTy¥f M YINOJHOMOYEHHBIMM OPTaHM3alMAMI JIOJI’KEH OBITh
oBecrieueH TPOLeCC OLEHKH KIMEeHTOM MPOeKTUPYEMbIX B ero OTHOIIEHMN 06s13aTeIbHbIX
TpeboBaHMI.

B 3Tux Lesx MOXKeT ObITh paspadboTaH crienMaibHbI cepBuc TyabcKoi obnacTu
Uil yu4acTUsS B [POLEfypPax KIMEHTCKOM OLHKY [POCKTUPYEMBIX 006513aTeIBHbIX
TpeGOoBaHMIA.

4.7.3. Opranamy BAacTH M YIMOTHOMOYEHHBIMM OpraHM3anyiaMu obecrneuyBaeTcs
MPO3PAYHOCTh PACCMOTPEHMSI M MCIOIB30BAHUA Pe3y/IbTaTOB OLCHKM HNEeVCTBYIOLINUX U
POEKTUPYEMBIX 0OS3aTeIbHBIX TPEOOBAHMIL.

4.7.4. Pe3ynbTaThl OLEHMBAHMS KIMEHTOM [EJICTBYIOIWMX U NPOEKTUPYEMbIX
oBs3aTe/IbHBIX TPeBOBAHNMIT JO/IKHBI MepefaBaThCsl MO YAOOHBIM JIIS K/IMEHTa KaHa/IaM
paspaboruykam obs3aTeNbHbIX TPeOOBaHMIL.

4.7.5. Knuenr mosskeH MMeThb OOCTYIl K CBeINEHMSAM O pacCMOTpeHMM U
MCIIOb30BAHMM OI[EHOK MIPOEKTUPYEMBIX 1 HeCTBYIOMMX 06s3aTesbHbIX TpeboBaHU MO
KaKIOMY OBsI3aTeIbHOMY TPeOOBAaHMIO B Paspesax, COOTBETCTBYIOIMX HACTPaUBACMbIM
TapaMeTpaM, a TaKyKe JOCTYI K 0O0OIIeHHBIM pe3y/bTaTaM OUeHKH.

4.7.6. Paspaborumky 006sI3aTeNbHbIX TPeOOBaHMI TPU MPOBEEHNN OLECHOYHbIX
TPOLEIYP AOC/DKHbI MOAYYaTh JOCTYI K CBENEHMAM KIMEeHTCKMUX OLEHOK B obe3nMueHHOn
dbopme MMM C yKasaHMeM KJIMEHTA TPYM ero COLJACKHM U YUUTHIBATH ST CBEACHUS DU
paspaboTKe COOTBETCTBYIONIMX HOPMATUBHBIX MPABOBBIX aKTOB.

4.8. TpeboBaHus K CEPBICAM IO obecTieueHmio COOMOAEHMUS KITMeHTam
o6s13aTeIbHBIX TpeBoBaHMMA

4.8.1. OpraHamu BJacT¥ ¥ YHOJTHOMOYEHHBIMY OPraHM3anMsIMy LO/DKHBI ObITh
Peanu30BaHbI CEPBICHI ONEHKI COBIOAEHNA KIMEHTaM 0053aTe/IbHbIX TpeGoBaHNA.

4.8.1.1. KourponbHsle (Haf3opHbie) opraHbl TyabCKoli 0BIacTy OCYIIeCTBIIOT
OLIEHKY COONIONEHUS K/IMeHTaMy —OOs3aTe/IbHbIX TpeGOBaHMIL C TpPUMEHEHWEeM
rocyJapCTBeHHbIX MHGOPMaUMOHHBIX DPECypCoB 1 CHCTEM, 6e3 B3aMMOHEMCTBUS C
KJIMEHTOM.
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4.8.1.2. KnuenTy n0/KHA ObITE JOCTYTIHA yHGOpMaLs 0 HaIMiy UM OTCYTCTBUN
B TOCYZAapCTBEHHBIX — MHGOPMAUVOHHBIX pecypcax — CBefleHMWI, HEOBXOMMBIX
KOHTPOJTBHBLIM  (HAaJI30PHBIM) ~ OpraHam Tyapckoil 06macty Ans  MOATBEPHACHNUS
COOTBETCTBHUS KAMeHTa 0643aTelIbHbIM TpeOOBaHMsM.

4.8.1.3. Ha 6ase TepCcOHAILHOTO MCUEPIBIBAIOIIEro nepeuns 0653aTe/IbHbIX
TpeboBaHUIl KIAMEHTY JODKEH OBITH MMPemoCcTaBIeH CepBrC NpOPUIaKTUKU HapYILEeHUI
06s3aTesbHbIX TPEOOBaHMI, BKJTIOUAIOTIMIL:

1) KOHCY/ILTUPOBaHME KIMEHTA IO BONPOCaM MOATBEPKAEHNS COOTBETCTBUS
06s13aTeNIbHLIM TPeOOBAHMSIM;

2) MHTePAKTMBHOe OTOOpakeHKe DPUCKOBOTO npoduns KIMeHTa B paspese
OCYLIECTBJIAEMBIX UM BUMIOB [eATEILHOCTH, 0bsi3aTe/IbHbIX TpeDBOBaHMil, KOHTPOIbHbIX
(HaZ30pHBIX) OPraHoB;

3) [pUMeHeHue Mep CTUMYTPOBaHNs 106pOCOBECTHOCTY;

4) yIaJeHHOe 3JIEKTPOHHOE B3aMO/IeMCTBYe IO MHBIM BOIIpOCaM CcoOMONeHNs
oBs3aTeNbHBIX TpeOGOBaHMi, B TOM uycre MHGOpPMMpOBaHME KIMEHTa 1o BOTPOCaM
coBmonenys 06s3aTe/IbHbIX TPeOOBaAHNMI, 060oBILene TPABONPUMEHUTETBHON MPaKTHUKH,
0BBSBIEHME TIPENOCTEPEKEHNM, TpoBeaieHye MPOQUIAKTHIECKIX BUSUTOB IO BUIEO-
KOHGepeHL-CBI3M.

4.8.1.4. [Ipy BO3HMKHOBEHNN Y KIMEHTA 0653aHHOCTH MTPENCTAaBUTh B KOHTPOJIbHDIE
(Ham30pHbIe) oprambl TyIbCKON ob1acTy cBemeHNs, MOATBePKAAI0IIIe er0 COOTBETCTBIE
obgsaTesibHbIM  TpeboBaHMAM, WIM  CBeNeHVs, peobXoouMble IS OIEHKW €ro
[O6POCOBECTHOCTH TP ONpEeJie/leHuy  KpuTepyues  PUCKa, CepBUCHl  IOJIKHbI
npegyCcMaTpUBATh C YIETOM AEHCTBYIOLX HOPMaTUBHbIX [IpaBOBBIX AKTOB yCTAHOBJIEHNE
B aBTOMATM3MPOBAHHOM peXyme J[AOCTaTOYHOro CpoKa Ha cbop M TIOATOTOBKY
COOTBETCTBYIOILIMX CBeIEeHMI UCKOAs U3 SKM3HEHHOI CUTYal ¥ TPOQUIs KIMeHTa.

4.8.1.5. [Tpu onpepeneHnn KpUTepyUeB pUCKa ONEeHKa n0BPOCOBECTHOCTM KIMEHTA
MIOKHA TPOBOAUTBLCA KOHTPOJIBHBIMM (Ha/[30PHBIMM) OPraHaMy Tynbckoit obnacTit €
y4eTOM [1€pPCOHaJIPHOTO KJIMEHTCKOro onblTa cobmopenust 06s3aTeNbLHBIX TPeBOBAHUIA.

4.8.1.6. Il KaKAOro 0643aTeNbHOro TpebOBaHNS KIMEHTY C yUeTOM KM3HEHHOM
cuUTyauuy M Ipoduis KiueHTa A0/KeH HbITH OCTYIEH KaK MUHUMYM OJIMH MIOHATHBIN U
peanyu3yeMblii aJTOPUTM JIEUCTBN, BBINIOJIHEHIE KOTOPOTO NO/DKHO TapaHTHPOBATh
cobofeHe  JAHHOro  0043aTenbHOrO tpebosanms. OpyH  anropuTM  MOXeET
rapaHTHpoBarh COOIIOJIeHye OJHOBPEMEHHO HECKOJIBRIX 06g3aTeNIbHBIX TPeOOBAHMNA.
KienTy Oo/bKeH ObITh OCTYNEH WHCTPYMEHTapuii TOATBEPKAEHNS BBITOIHEHNUA
yKa3aHHbIX aJITOPUTMOB.

5. [Tokaszareny KINeHTOIEHTPUIHOCTH

Onenka cremeny BHempeHus CraHAapra OCYIIECTBAACTCS [IpoekTHBIM Oh¥MCOM
Tynbckoit 0671acTit B COOTBETCTBUM € CHUCTeMOM ToKasaTeseil KIMeHTOLEeHTPUYHOCTH
(tabmmua 1).
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IonomHuTebHbIe MoKasaTesH, oTpaskaloLue npouecc BHEIPeHUS
KIMEHTOLEHTPUYHOTO [IOIXOAa B roCyAapCTBEHHOM U MYHULVTIaTbHOM yIPaB/IeHNH,
MOTYT TaksKe OlleHUBATHCA TMpoexTHBIM 0DHNCOM TynbCKOI 0BIACTM HA OCHOBE CHCTEMBbI
[oKasaresieil B COOTBEeTCTBUN C tabmuein 2.

Hiske B Tabyuiax IpPeACTaBlIeHBl IIPeBapuTeNbHbIE 3HAUSHNA TIoKasaTesen.
ILOCTIDKMMOCTD 3HAUEHMI oKasaTesedl o YPOBHSAM KJIMEHTOLEHTPUYHOCTH IPOBEPACTCA
5 mepsblii Ton BHeaperus CraHAapra. [lo uToraM MpOBEpPKM MOIYT ObITb BHECEHDI

U3MeHeHMsd B IepedHn 1 3Ha4YeHna HOKHSHTeHeﬁI KJIVMeHTOUEeHTPUYHOCTI.

49



0s

gododues xaHdo1g0l
%50 FPPHIN

goooduee X1gHdoLrgon
9 1 99HBA

gonodues xigHAOLIOU
o4 IMIAL

goooduee
X19HdOLE0II %/ DHIA

gododues
x1gHA 01901 94() T SOHIN

oy, {(MMHIBAILON 33 WOHIMALIDA

90 awaLoud HouHounewdoduu

a erAreld syuHegodumwdod aurdom
qIralfaH  SMHIhIL g MOJALDA MOWED 3%
4oL BE BOYPMaAHdId ‘YOLILBHOEILON
BIr) eomadan muy MIAKDA 9MHIR ALOIL
en gooodes x1audoLa01l BLOT]

%001 OF %106 10

906 OF %1°08 LO

%08 O %1°0L 10

%0L or %109 10

%09 O %T1°0S L0

HALALMMOILOI
wiadoLo ou (§JN) ULIOHILBOL
noMdaIraLIgddLIoN MRIHN ‘Hoouadad
n wenxdarron dow ‘1£1rd4 BrOY]

«OHWOLD)y — | ‘«OHXOLD sadouy» — ¢ ‘«onaslr 23doAD»

- € ‘«OMIB[» - | tumieTedl 4

«oIa1 3doND»
W «OMIS[[» AOHANO

%001 O %1°06 LO

«oMIBLr dadoN]»
M «OMNI[» MOHIMO

9%06 OF %1°08 L0

«on1L 23dodD»
U «ONID]f» MOHIIO

908 O %1°0L 10

«ont1al sadod)»
M «OMID](» MOHITIO

9%0L OF %1°09 10

«OMIDI 2dOND» M «ONI][»
MOHITIO 909 OF %1'0S 10

numeALd

yoEHIHEIK Xexwed g 20ouadad 1
14124 Awe BuHALraRLdOY3dN add9modL
a pardougadion 019 puHadog1agaorA
radomodn (urdoniedrecoridy
MHAIRLY on) iroxdodu

WOLHAMIAN MMHIIIO IIILBERHOT]

%001 O %1°06 10

%06 O %1°0L 10

%0L OF %1°0S L0

%05 oI %1°5g Lo

%G5 O

o/ ‘(gaudeHaTd

XUMDIHNI Xedwed g WReLHaMLM
xigwasraeioradu ‘aoouadad

1 onkdoarrou daw ‘IALIA B1OT)
MWEMABHRID MNMMDLHIUI LedX()

Y'gade §

19YERdE §

IIIEIHE G

I9IEIHE T

BI/EIEE |

MID0HRHAIHIIOLHINI JHRH0d £

qIALBERNO] ]

N

WOHIIBLIMITMHAW ¥ WO

HHag1dderAd0l € BroXIou 0JOHRMAILHIIIOLHINL

nrooukudiHaTOIHAMIN VaHaodA deadeed g nyHaIgRAIA

v EuHodoHE WIALEEENOI 919g9hOilry] ] EBIMIQE],




TS

ymHaraedIA WOHILBLIMITMHAN U
NoHHag10dBIAD0I € BITOX 0L OIOHRMJLHIMOIHIMIA yuHadroHd Ddamodi dMIMOoIR¥eALO ‘HIBLREENOL 9I9HALRAIVHLOUOT] 7 BIINUQER T,

«HadograraorA af» - T ‘«ipdoaLargolrA 9H aadod)» - ¢ ‘¢HadoaroraorA sadoady - ¢ ‘«updosraraor 4 » — f vunereds g

wuadog1airaoTA «uadoaraudorA «HadoaLAIEOTA «Hadoga1a1ra0TA nuHe=H0gad1L XITHILILBEEQ0
sadouD» sadou)» aadoaD» sadoMn» BUHIIOIL'Q0D 3NHIIIO OI vmrsndiuodan
¥ «HRdOaIaIrHOT A » 1 «HRAOHIILEO0T £ » 1 «HadOdLIIEOT A » 1 «Hd0EIANAOT A » «npdoglaraorA wonHdragodix O XITHHBEKHD
SI0HBTIO YOHIMO MOHOTIO souara | 9adodD)» U «HIAOFISIHOT A » ‘redies WOMHIWHMHD G0LHOMIN

%0071 OF % 1°06 L0 %06 O %108 10 908 OT %1'0L 10 9 0L O %109 10 SOHATIO 99 OF 9% 1'0S 1O UIDOHHYAOHIAAOTA BXHRTIO ‘L

«nadodLaLrgoTA aF» - | ‘«uadodrairaoTA 9 99d0ND» - ‘quadoarardgorA 39dodD» — § madoalaraor 4 » — § munereds g

yyHEE009dL
gnadoararrdorA «HadogLarraorA «nadoglauaomA «HadodaLa1raorA XIGHIIALREEQ0 OMHIHLOIIH BH (%
asdoxD» adoaD» oadodD)» asdoxn» ¥ XI9HHOMIeEMHEIAO “XMAIIBMIINIOL
U «HadogLIUFOT & » 1 «HRdOELAHOT A » ¥ «Had0dIAIOT £ » 1 «HdOdLaLEOT £ » «HadoaLIIdOTA ‘yiqurowada ‘xiagodHeHnd) redLes
MOHATIO MOHIIIO SOHITIO siouato | sadodD» 1 «HadodlaLEON £ » (WOMHLILADLO) WAHHIXMHD S0LHIUIN

9,007 O %1°06 10 o/ 06 0T %1°08 L0 9408 O %1°0L LO %0L O %109 L0 MOHITIO 94()9 O 910§ LO 110HH3d0g 1A HOTA BMHIIIQO ‘g

«uadonLaraotA oH» — | ‘«HadoaLaLdolrA ax 2adodD» ~ 7 ‘«HadogLaugonA sadod)» - g ‘«Hadoglalrdor §» — f Juumeredd

««HadOLLALEOTA gnadoflanaoTA «Hd0gLALAOTA «Hadou1aUgoTA
sadouD» sadoxD» sadoi]» aadoD» UIMITRALAD XITHHIHEK xexwed g
¥ «Hadoga1aIrdoT 4 » 1 «Had0od1aIrd0T &4 » M «HadOd1aUdOT & » 1 «HdOgLAEON A » «HpdoaiargorA | MWBHABHINID MINMHDIHIUIN ‘goondadad
YOHITIO MOHITIO JMOH3II0 souano | aadod)» U «HYAOHIIIE0T A » M JAIDA WoOMHORALOI SOLHINIMH

%0071 OF %106 10 %06 OF %1°08 Lo %08 O 9%1°0L LO o0/ O %T1°09 10 MOHITIO 9,09 OF 9%L‘0S 10 E.uozmwnomawnmod% BAHINQ G




258

«HedoglardoTA 9 » - | ‘¢nadoararaorA aH aadodD» - 7

‘«nadoularraork aadodD» — ¢ ‘«HAdOMLAIHOT A » ~ F mmeteda g

aoconaded v mxnxdarron

«HadogLraraorA «HpdosLargorA «HadoarangorA «Had 08 LIIEOTA dow ‘IA104 XIaWsBIERLIOTAdIL
aadoxD» aadonD» dadox)» aadodD» «HadogLangorA OIMHEHOEILOIDH ANOMIIhHINedIL
M «HadOELAUEOT 4 » ¥ «Hd0d1aLdOT £ » " «Hdod1algoT £ » 1 «HdOd L0 £ » sadoan» KUHIhAQO U suneaodundoduu
MOH3MO MOHBTIO MOHBTIO yoHaTIO | «Hadodlaraod 4 » MOHSIIO0 ywednadad S0LHIMIA
9007 OF %1°06 10 206 O %1°08 1O 908 O 9%1°0L LO %0/ O %109 10 %09 O % 1'05 10 MIJOHHIdOHIAH0TA THIIRL) ¥
«adodaLaraoTA 9> - | ‘¢HadograraoA oH sadoxuD)» - ¢ ‘«nadograirgorh sadoi)» - ¢ ‘«HIdOAIaNaOTA» ~ F munereds g
«HadograraoTh «Hadod1augaorA «HadogLargorA «radod1araoTA
aadoad» sadony» aadodD)» sadou]y» «HadoaLraraorA yHed003d.L
Y «HA0413a0N & » M «HadodLaldoT A » 1 «HdOHLIHOT 4 » M «HRA AL TOT A » sadoa)» ¥ X19H913LRELQ0 XIgwadduroodi
MOHINIO0 MOHIIIO JAOHAMO MOHaTIO | «HadOHLAIHOT 4 » MOHITIO NHIO g WOMLOBhA HOLHININA
%007 OF %106 L0 906 OF %1°08 10 9,08 O¥ 9%1‘0L 1O 940/, O 9%1°09 L0 909 OX 9% 1°0S LO uL3oHHad0og1A K E0TA IHIIALD) ¢
(1dv) unuaxorndu goduaddarnm
xiguwwediodir OITIMOWOL
3 BMEIOMATOWNREH TLIOHKOWEDE
eradrondAradn x19doLox
%001 OF %106 10 9406 O % 1'0L 1O 90/, O %105 1O 9065 o %T'G¢ 10 9 Gg o BIT ‘gandeHID XMHDIIHIUIA BLOT] "z
goonadad n mnxdairon
daw “1A104 suERraRIdOTRdL
oIoHauLMeOdIl TLDOHKOWEDH
euadrowdAradu x1adorox
%001 OF %1°06 10 %06 O %I1°0L 1O 9% 0L O %10 Lo %06 OT 91°G¢ L0 %Gcg oY BrY ‘gadPHID XMMILHIMIA B0 1
I'gadE G I9IEI4E § I9IE3HE G 190E29E T eI'eads |
ML OHRMALHIMOLHAMIY dHIH0d £ HMIBLBERMO] [ N




€S

(14 V) nusaxoundn

goouaddarny xigawwediodn
OI9ITTONOII D OHXOWEOS MINELHINIH
x19d0.L0M BUHITOILGOD dMHIT K dda LY 0oL
‘muned093di x1IgaHOHIRNAODHN

2001 %08 %08 %08 %01 XITHIUALREBQO KIOT] | 01
BUHAN0IQOD X1 Mkdaren
MMHAIO 19N BHE MMIIhMIOULELD
1aaegodymdodd x19d0LOM 3MHIIMMOHLO
%001 %08 %05 %0¢ %01 4 ‘umnHedg009dIL XITHILILBEEQ0 BLOT] 6
ac>d4dad x1aaHOMTEWdO(DHK
XI9HHgLddRYAD0I MMHAXAHED 290HI0
PH PHXOWEOH OI9LIOHIOI XI9d0LOM
BUHIHIONITE BMHATAI8.LI0I BHHINO
‘uunedgogadi xigaHoueWdogHuu
%001 %08 %08 %08 %01 XITHIIDLEEBQO K10/ 8
eroundal 01090£R0 OHILILHIOHLO
urHEg003 L XITHIUILEEEOO
%08 908 %07 %01 %5 BUHAY0IL 00D MKAaEH SMHINKHHD) A
«HadoaLadoTA 9y » ~ | ‘«HadOLLAUTOTA BH sadodny» - g ‘«HpdodlalrdorA sadod» ~ ¢ ‘aadodraraol £ » — § vmietredl g
«HadogLa1rd0TA «HpdD41R1r40TA «HadogaLaLaoTA «HgdoaLargorA o
adod]y» aadodany» aadox)» aadoxD» «Hadoararaori | ‘(suHadograraorA 29 oF MLIOHGIALOI
U «HRdOHLIHOY A » M «HRd 041D 90T £ » M «HRAOHISIAOT 4 » M «HadOdLAUFOT 4 » aadonn» 1 BUHIHEOHMMHEOH 10) MLA
JNOHAIO MOHITIO MOHAIIO MOHAMO | «HadOd1aUrdoT 4 » JOHITIO OJOMIIHAINIH WIHIWAAE SOLHINIM
9% (00T OF %106 10 906 0T %108 LO 908 OT % 1°0L LO 9.0/, o 9109 Lo 2%09 O 9 105 L0 MLDOHHIOHI LK HONA THRIIALD 9
«HIdOALATFONA a» — T ‘«nadodLalaOTA 9K 22d0ND» - T ‘«HadoaiargorA aado» - ¢ ‘«HAAOAIBNEOT 4 » ~ § MUTTETRAI g
«updoaiargorA «HUJOELaaOTA «uadodaIandorA «HpdogLar=g0TA
2adoaD» 2adodD» sadodD» sadoAD» «HadoaLaaorA
M «HAOLLAIIOT 4 » M «1Hd0LLAEOT 4 » M «HRAOdLAEOT £ » M «HadodLaLdOT 4 » sadovn» n %
MOHIO MOHINOo YOH3o JMOHAND | «HadOALANEON 4 » JOHITIO | ‘MEEED HOHLEAQO0 HWBIEHEN HOLHINUIM
90071 O %1‘06 10 %06 O 251°08 L0 %08 O %1°0L L0 %0/ O 9109 10 %09 O 9 1'05 Lo UIDOHHIAOH LI 0N A IHIIDLY) G




s

«Hadog1arrdoTA sadouD»
M «HIAOF1IAOT £ »
MOHRTIO 9 ()6 2MIagD)

*«BEMO OJOHIT0»

annad 9 UIALDA

KMo gR.Lo0TsdIT
‘¥uHdIaTERd IO
3I9HHALQOD0Q0

g ‘uunesuHeIdo
ATIHHIhOWOHLIOLA U
uLoerd 1aHeIdo g INILAD &
g00€R $7 ¥ MIraToH YaHM /,
oMHoRAL € ¥Wadd 20HQOTA
20goilr & AHOdBIrRL Ol

«HadoaLauaorA sadod)»
U «HRAOH Ll IO 4 »

MOHATIO %06 OF %108 LO

*«BHAO OJIOHTO»

annkad 8 mIArok
xuioisrraeLdorad
‘BMHaLRYERATON
SI9HHSI/QOJ0Q0 € IIAD &
F00Bh 7 M NISTOH YaHT [
9MHAKAL € KWadd s0HQOTA
20901l 8 AHO(aIrAL o

swaddg

sanoged g eHoggadalt
KUIMIHAD U WOLOQ
-18h D AUELOURTOWMEEL
muhwmmsszUMOO
BWadd d0HAIRLIO

4 B ‘«BHMO 0IOHTO»
awpkad 8 MIATA
XUMOIBIER L0 adIT
‘yHsareedron
XI9HHALQOI0gO0

" yuiesuHeIdo
XITHHOhOWOHIOLIA
‘nrderd

gonexdo 19Loged
190k € AHODalBL

oIl K291MLedgo

¥wadg

sonooed 4 eHoggadew
EMMIHAD M WoLog
-LBh O aMELlIMOTOWHEES
JAREEEIZE) IRETele)
BWadd 9OHALELIO

4 B ‘«BHMO OIOHTO»
awinkad g MJIAIDA
XuImoisLrgeLdoradin
‘UMHaIaTsedY oL
XI9HHBIrQOD000

U yuiesuHerdo
XI9HHIhOWOHLOLA
‘ULoeLd

goHeldo 1910ged
192eh 9 AHOGaIBL

on yd9Luledgo

«BHMO 0JOHTO» awinkad g
MIAIRA xuTorsraeLsoradi
‘uuHaleT RdTON
XIIHH3I(GGI0g0

n yuneeyHeIdo
XI9HHAROWOHLOIIA

M 1LdeKE goHe1do 1Loged

1908k 9 AHO(RUAL O

AHOMOIAL Ol BUALIUINOWIEEH

Bo91Irdgo ALIOHKONEOT | BO9IMLEdQO TLIOHKOWEOH 4LDOHKOWEOY JLIOHKOWEOF ¥29L1LedQO 9LIOHKOWEOE HOLHAMIN LY 91)0HUALIOT | %]
«HadograrraorA o » — 1 ‘«HadodLardoTA 31 3adoND» - T ‘«HadoararaorA sadodD» ~ ¢ ‘«HadoaLarEOT 4 » ~ § iMuieTeds g
«Hadog1angorA «Hadoula1ra0TA «HadoglardorA «HadodlangorA
aadoaD» aadoxun» dadodDy» gadoan» «Hadod1laraorA
¥ «HdOFIDL 0T 4 » M «H2dOdLAUEOT £ » M «HQOILALEOT 4 » M «HAOA 1A 0T £ » adoan» U goxoud warnpodu wigHIrEBodda1I
MOHOIIO MOHITIO MOHRTIO MOH3TIO | «HRdO4LAIrdOT 4 » MOHATIO suHaraedni woondadad SOLHIMIN
%001 O %1°06 1O %06 O 9108 10 908 o %T1°0L 10 %0/ O 9%1°09 L0 909 OF %1065 10 ULI0HHAd 09 LIHOTA IHIIIBLY) ol
unHRg009dL
XIGHIUDLEEKQ0 SMHIHLOUITH
sumoielxdogLron ‘KMHILIHD
JIIIMIIOXQ09H 208 BILoIaWH XxeadAdad
xiqgaonmendoduy x1I9EHaLdd R AD01
%06 %0L %05% 908, %01 g x1adoroy o ‘doLHIMIN BUo | ‘ZI
EHHIT0ILO0D
xu axHairo ol unisuduodow
WauHaragodu D XITHHEBEKED ‘Haxdaen
MHHIIO IIWHAhEHE MMIIhMIIHMILEL)
1anegodundodo x19doLod MHIIMOHLO
%001 %08 %08 %08 %01 € ‘UMHEF003d L XITHI/ALBEBQ0 KO, | I




59

«Hadogralrsorh aH» - | ‘«nadoararaorA sH sadodD» - g ‘«nadodararaocirh sadoD» -¢ ‘«Hadod1aUE0T 4 » - § muiereds g

BMHEEMKALDQO
0JOHHO(MAIraL WOd1O3heN

BUHEIIKALDQO
0JOHHO(DAYAL WOEID9heN

BUHBIIMKALDQO
OJOHHO(IAL
WOLLIIhEN
«Hadogala1rg0oTA
asdoa)»

M «HAOHLEOT £ »
MOHAIT0

9%08 OF %1°0L L0

EMHRAMNALDQO
0JOHHOMIIBL
WOaLIoREN
«HadogrargorA
aadoup»

M «HdOIISHOT £ »
MOHSMNO

%0L OX %1'09 Lo







