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3apeructpupoaHo B MuHiocte Poccum 15 nronga 2020 r. N 58959

MWHUCTEPCTBO TPYAA U COLMAIIbHON 3ALLUTLI POCCUNCKOW ®EQEPALINU

NMPUKA3
oT 18 utoHsa 2020 r. N 351H

OB YTBEPXXAEHMU MPO®ECCUOHAIIbHOIO CTAHOAPTA
"CMNEUUAJIUCT NO COLUUNAIIbHOU PABOTE"

B cootBetctBUM c nyHktoM 16 [lpasBun paspaboTkm n yTBepXAeHUs npodeCcCcroHanbHbIX CTaHAapToB,
YTBEPXAEHHbIX NocTaHoBneHneM lMpasutensctea Poccunckon ®epgepauum ot 22 gHueapsa 2013 r. N 23 (CobpaHue
3akoHogartenbcTBa Poccuinckon ®egepauun, 2013, N 4, c1. 293; 2014, N 39, cT. 5266), nprkasbiBato:

1. YTBEpANTb NpunaraemMbliii npodeccuoHanbHbIn ctaHgapT "CneumanucT no coumanbHom pabdoTe”.

2. [lpusHatb yTpatMBwuUM cuny npukad MwuHucTepcTBa Tpyda M coumanbHom 3awmTbl Poccuiickon
®epepaumn ot 22 oktabpa 2013 r. N 571H "O6 yTBepxaeHun npodeccuoHansHoro ctaHgapta "Cneumanuct no
coumanbHon pabote" (3apermctpupoBaH MuHuctepctBom toctuumm Poccuiickon ®epepaunmn 6 gekabps 2013 r.,
permctpaunoHHbin N 30549).

MwuHucTp
A.O0.KOTAKOB

YTBepxaeH

npukasom MuHucTepcTsea
Tpyda v coumnaribHOW 3aluTbl
Poccuiickon ®eaepauun

oT 18 noHa 2020 r. N 351H

NMPO®ECCUOHAINbHbIA CTAHOAPT

CMNEUMAINNCT NO COLUMAIIbHON PABOTE

3

PernctpaunoHHbIn Homep

. Obwue cBegeHun

ﬂeﬂTeJ'IbHOCTb no nnaHMpoBaHuio, opraHn3alnmn, KOHTPOJIo 1
NnpeaoCcTaBneHnIo coumarnbHbIX YCNyr, Mep coumarnbHOM NOAAEPKKN U 03.001
rocygapcTBEHHOM coLmansHOM MOMOLLN

(HanmeHoBaHMe BUaa NnpoeccnoHanbHon AeAaTensHOCTI) Kon

OcHoBHas uenb Buaa HpO(*)eCCMOHaHbHOﬁ AeATerNIbHOCTU:
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MpepnocTtaBneHme coumarnbHbIX YCAyr, Mep couuanbHOM NOSAEPXKKN U FOCYAapCTBEHHOW COLMansHON
NMOMOLLYM rpaxaaHaM B Lensix YryyleHUs YCNOBUIN NX XN3HEOESATENbHOCTU U pacLUMPEHNS UX
BO3MOXHOCTEN CaMOCTOSATENBHO 0becnevmBaTb CBOM OCHOBHbIE KU3HEHHbIE MOTPEOHOCTH

Mpynna 3aHATUA:

2635 Cneunanuctbl B obnactu - -
opraHMsauun n BegeHus

coumaneHon paboThbl

(kog OK3 <1>) (HanmeHoBaHwMe) (kog OK3) (HanmeHoBaHMe)

OTHeceHMe K BuaamM 3KOHOMUYECKON AeATEeNbHOCTH:

87.10 HeaTenbHOCTb N0 MEAMUMHCKOMY yxoay ¢ obecrneyYeHnem npoxmnBaHms

87.30 HdeaTenbHOCTb NO yxoay 3a npectapensiMy U nHBanugamu ¢ obecneyeHvem
NpoXneBaHus

87.90 [earenbHOCTb Mo yxo4y ¢ obecneyeHnem NpoXMBaHNS Npo4vas

88.10 MpepocTaBneHne coumnanbHbix yenyr 6e3 obecneyeHns NpoXXnBaHns
npecrapernsiM U UHBanugam

88.91 MNpepocTaBneHune ycnyr no AHEBHOMY yXoA4y 3a A€TbMU

88.99 MpepocTaBneHne Npounx coumanbHbiX yenyr 6e3 obecnedyeHns npoxnsaHums,
He BKIMIOYEHHbIX B Apyrue rpynnupoBKu

(kog OKB3[ <2>) (HaMMeHoBaHMe BUOA SKOHOMUYECKOW AEATENBbHOCTHN)

Il. OnucaHue TpyAoBbIX (PYHKLMA, BXOAALMNX
B npocdpeccnoHanbHbIN cTaHAapT (PyHKUMOHaNbHasA KapTa
Buaa npodeccrMoHarnbHON AeATeNIbHOCTH)

O606LLEeHHbIE TPyAoOBblE OYHKLMK Tpynosble dyHKUUN

Kog HanMeHoBaHue YPOBEHb HanmeHoBaHne Koa YPOBEHb
KBanugu (nogypose
Kaumu Hb)
KBanuduka
uum
A J[leatenbHOCTb Mo 6 OnpepeneHue nHaneuayanbHON A/01.6 6
npenocTaBneHno HY>KO2eMOCTU rpaxaaH B CoLManbHOM
coumarnbHbIX YCyr, obcnyxmBaHum
Mep coumanbHom
noanepXKu n OnpepeneHue nopsifika u KOHKpeTHbIX | A/02.6 6
rocyaapCTBEHHON yCroBui peanuaaumm
counanbHomn MHOVBMAOYAIbHOM NporpamMmmbl
nomoLLn npenocTaBneHnsi coumanbHbIX YCNyr,
npeacTaBneHHON nonyyaTenem
coumanbHbIX yenyr

HafexXXHaa nNpaBoBad noaAepXXkKa

www.consultant.ru

Crpanuua 3 u3 20


https://www.consultant.ru/
https://www.consultant.ru/
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874DC0CEA06A720F66062D66BACF87A444C73106428B7CCEE1FCA1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874DC0CEA06A720F66062D66BACF87A444D5315E4E8A75D6E1F0B4847FAE70o2K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874DC0CEA06A720F66062D66BACF87A444D5315E4E8A75D6E1F0B4847FAE70o2K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444C73106428B79CCE0F0A1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444C73106428B79CCE3F6A1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444C73106428B79CCE3F2A1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444C73106428B79C0E3F5A1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444C73106428B79CCE2F3A1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444C73106428B79CCE2FDA1D22EE85604069FEE0CF7D633A0467Co8K
consultantplus://offline/ref=54E165B33BC3AA8C0D7134354BB17F874FCFC8AE6B790F66062D66BACF87A444D5315E4E8A75D6E1F0B4847FAE70o2K

Mpuka3 MuHTpyaa Poccumn ot 18.06.2020 N 351H

"06 yTBEpXAEHUM NpodeccMoHanbHOro CTaHaapTa "Crneumanmct no

coupanbHoit paborTe...

[okymeHT npepoctasneH KoHcynbTaHTI0C

[ata coxpaHeHusi: 19.04.2021

OpraHuszauus coumanbHoro
obcnyxmBaHusi nonyyatenemn
coumarnbHbIX YCIYTr C y4eTOM
MHOVBMUAYaINbHOW Nporpammbl
npenocTaBneHnsi coumarnbHbIX YCNyr,
MHOUBMAYanbHbIX NOTpebHOCTEN N
00CTOATENBLCTB, MO KOTOPbLIM
rpaxgaHuH NPU3HaH HyXxaawwmumcs B
coumansHoM obcnyxmBaHum

A/03.6 6

B [eatenbHOCTb MO 6
NIaHMPOBaHMUIO,
opraHusaumm,
KOHTPOSIO
peanusauumn un
passuTuio
couuarnbHoro
obcnyxmBaHusi

MnaHmpoBaHue, opraHM3aums n
KOHTPOIb AeATENbHOCTH
nogpasaeneHus no NnpegocTaBneHnto
coumarnbHbIX YCryr, couuanbHOro
conpoBoXaeHusi, npocunakTmke
o6cTodATensLCTB, 0bycnaBnyBaLWmnx
HY)XAaeMOCTb rpaxaaHvHa B
coumansHoM obcnyxmBaHum

B/01.6 6

KoHTponb peanusauum
VHOUBUAYaANbLHOWM NporpaMmmbl
NpeaoCcTaBneHusl coLmanbHbIX YCnyr

B/02.6 6

MporHosupoBaHne u NPOeKTMpOBaHue
peanv3auum coLmnanbHoro
obcnyxunBaHus rpaxaaH u
[AesiTeNbLHOCTU Mo NpodUnakTnke
obcTosiTenbCTB, 06YCNOBNMBAKOLLNX
HY>X0aeMoCTb B coLMansHOM
o6cnyXmBaHmum

B/03.6 6

Passutue u nosbileHne
3(PPEKTUBHOCTN coLMANbHOIO
o6cnyxmBaHus

B/04.6 6

lll. XapakTepuctnka 0606LEeHHbIX TPYAOBbLIX PYHKLUUN

3.1. O6o6LwweHHasa TpyaoBasa PyHKLM

A

[eatenbHoOCTb MO npenocTtaBliieHnto

couunanbHbIX YCRyr, Mep coLuanbHOM YpoBeHb
HanmeHoBaHue ! yernyr, mep cou . Kopn A P 6
NoAAEPXKKN U rocyaapCTBEHHON KBanudukaumm
couunanbHOi NOMOLLIN
IMpoucxoxaeHune
z . 3anmMcTBOBaHO
0600LeHHon TpygoBon | OpurmHan X
n3 opurmHana
OYHKLMK
Kopn PernctpaunoHHbIn
opuruHana HoMmep
npodeccroHanbHoro
cTaHgapTa

HafexXXHaa nNpaBoBad noaAepXXkKa
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BoamoxHble CneuuanucT no coumansHon pabote
HavMeHOBaHWs
JOIKHOCTEN, npodeccui

TpeboBaHus Kk CpenHee npodeccrmoHansHoe obpasoBaHue - NporpamMmmMbl NOArOTOBKM
obpa3oBaHuo 1 0OYYEHNIO | CNEeLManmMcToB CpeaHero 3BeHa
nnn

Bobicwee obpasoBaHue - 6bakanaspuat

Boiclwee obpasoBaHue - 6akanaspuat (HenpodubHOE) n
AOMNonNHUTENbLHOE NpodeccroHanbHoe obpaszoBaHne - NPorpaMmbl
npodeccrmoHansHo NepenoaroToBKM Mo NPoduso 4esTENbHOCTU

TpeboBaHuA K onbITy -
npakTuyeckon paboThbl

Ocobble ycnoeusi gonycka | OTcyTcTBME CyAUMOCTM 3a NPECTYMNNEHNUs, COCTaB M BUAbl KOTOPbIX

K pabote YCTaHOBIEHbI 3aKoHoAaTenbCcTBOM Poccuiickon degepaunm <3>.
MpoxoxaeHne obsizaTenbHbIX NPeABapUTENbHbIX (MPY NOCTYMNNEHUN Ha
paboTy) n Nnepnogmyeckmx MegULMHCKMX OCMOTPOB (06cnegoBaHun), a
TaKke BHeoYepeaHblIX MeAMLMHCKMX OCMOTPOB (0bcneaoBaHvn) B
nopsigke, yCTaHOBIIEHHOM 3akoHoA4aTenbLCcTBoM Poccuinckon
depepauymm <4>

[Ipyrve xapaKkTepucTuku

dononHutenbHble XapakKTepucTuku

HavmeHoBaHWe gokymeHTa Kog HaunmeHoBaHve 6a3oBow rpynmnbl, 4OMKHOCTU
(npodheccumn) nnu cneynanbHOCTU

OK3 2635 CneumanucTtbl B 06n1actu opraHnsaumm 1 BegeHus
coumanbHon paboThbl

EKC <5> - Cneumanuct no coumanbHon paboTe ¢ Monoaexbio
OKNATP <6> 26527 CoumanbHbIn paboTHUK
OKCO <7> 5.39.02.01 |CouuanbHas paboTa

5.39.03.02 | CouuanbHas paboTa

3.1.1. TpynoBas cdyHKUuA

OnpepeneHue nHanBMayansLHOM YpoBeHb
HavmeHoBaHWe | HyXJaemoCTu rpaxaaH B counansHoOM Kog |A/01.6 (noaoypoBeHb) 6
o6cnyxmBaHmm KBanudukaumm
MpoucxoxaeHue 3anmcTBOBaHO
g OpurnHan X
TPYOOBOW OyHKLMK 13 opurmHana
Kog PernctpaunoHHbIN
opuruHana HoMep
www.consultant.ru Crpanuua 5 u3 20
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npodeccnoHanbHoro
cTaHgapTa

TpynoBble gencTeums Mpuem rpaxgaH, obpaTUBLUMXCA 3a NOMyYEeHWEM CouMarnbHbIX YCnyr, Mep
coumanbHON NoaaepKKN U rocyfapCTBEHHOM COUManbHON NMOMOLLN, B TOM
yncne Ha OCHOBaHWM MpPeAcTaBfeHHONW WHAVBMAYaNbHOW MporpaMMbl
npeaocTaBneHns coumanbHbIX YCryr

BbisiBneHne oGCTOATENbCTB, KOTOPbIE YXYAWAT WM MOFYT YXYAWUTb
YCNOBUSI XNU3HEOEATENIbHOCTY rpaXkaaHuHa

BeneHue ydeTta rpaxaaH, MPU3HaHHBLIX HYXZALLWWMUCS B couManbHOM
obcnyxmBaHum

Heobxogumble ymeHus |BecTn nepBuYHBIN MNpyvem rpaxgaH, obpaTuMBLUMXCS B OpraHusauuio
coumanbHoro 06cnyxmeaHms

HPOBO,D,I/ITI: VIHﬂ,VIBVID,yaﬂbeIVI onpoc rpaxgaH n aHann3mpoBsaTtb KOMMJIEKC
OOKYMEHTOB, noareepXaawwnx nHansmnayaribHyt0 HyXXAaeMOoCTb rpaxaaH
B couuManbHbIX yCcrnyrax

OpraHun3oBbiBaThb obcneposaHue ycrnosum XU3HeaeAaTenbHOCTH
rpaxgaHnHa no MeCTy XutemnbcTBa (dakTudeckoro npebdbiBaHus),
onpenenatb  MNPUYMHBLI, CMNOCOOHbIE MPMBECTM UX B MOMOXEHNUE,
npeacTaBnsawLEee onacHOCTb ANS XN3HW 1 (MNi) 300pOoBbS

O6obwate ¥  cuctematusnpoBatb  MHAOPMaUMIO,  KacaroLykcs
06CTOATENBLCTB, KOTOPble YXYALWAKT WM MOryT YXyOWWUTb YCroBUSA
Xn3HeneAaATernbHOCTU rpaXKgaH, U onpenendaTtb MeTobl X npeoaosieHnA

BsavmopgeiictBoBaTh C rpaxgaHamu, HyXOaloWUMMUCA B COLMANbHOM
o6cnyXmMBaHmm

YcTaHaBnmMBaTb KOHTAKTbl C couManbHbIM OKpyXeHunem rpaxgaHumHa cC
uenbio YTO4YHEeHusa yCJ'IOBI/II7I ero XusHeneATesnbHOCTU rpaXgaHuHa npu
npefocrtaBfieHnn counarnbHbIX YCIyr, YKa3aHHbIX B I/IH,D,VIBI/I,EWaJ'IbHOVI
nporpamMmme npenocrtaBsieHnA counanbHbIX YCIyr

Wcnonb3oBaTb OCHOBHble MeTOAbl, CMOCOObI M CpeAacTBa MONydeHus,
XpaHeHus, nepepaboTkn MHPOPMaLMK, HaBblkM paboTbl C KOMMLIOTEPOM
Kak CcpeAcTBOM  ynpasreHus UWHgopmaumen, B TOM 4ucne B
WHOPMaLIMOHHO-TENEKOMMYHUKALMOHHON ceTn VIHTepHeT

Bectn OOKyMeHTauuto, Heo6xop,mmyro ana npegocrtaBlieHnA counaribHbIX
ycnyr n coumanbHOro conpoBoXneHud, B COOTBETCTBUM C Tpe60BaHI/IFIMI/I K
OT4YETHOCTU B 6yMa)KHOM N 3ANeKTpoHHOM Buae

Heobxogumble 3HaHust | OCHOBHbIE HanpaBeHunsa rocyp,apCTBeHHoﬁ NOJINTUKN B ccbepe
coumnanbHOM 3aWmnThbl U coLnanbHOro O6Cﬂy)KI/IBaHl/I$| HaceneHusa

HopmaTtuBHble npaBoBble akTbl Poccuiickon ®egepauumn B cdepe
coumanbHOro obCcnyXmMBaHMs U CoUManbHOM 3alUTbl HAaceneHnss B 4acTu
HeobxoaMMown Onst UCMOJNTHEHUST AOMKHOCTHbLIX 00s3aHHOCTEN

TpeboBaHus k cobnoaeHno KoOHMAeHUMaNbHOCTU NMNYHON MHOpMaLmK,
XPaHEHUIO U WUCMNOMb30OBaHUK  MNEPCOHamnbHbIX  AaHHbIX  rpaxaaH,

www.consultant.ru Crpanuua 6 us 20
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obpaTMBLLMXCA 3a MOMy4YeHMeM couuarnbHbIX YCNyr, Mep CcouuanbHOM
NoaAepP XK U rocydapCTBEHHON coLManbHOM NOMOLLIM

nOpHﬂ,OK npenocTtaBiieHnA counanbHbIX YCnyr

Lienu, 3agaum 1 pyHKLUUM NOCTaBLUMKOB COLMAnbHbIX YCIyr

OcobeHHOCTM coumanbHOM paboTbl C  pasnUYHbIMK  rpaxaaHamu -
nony4yarenamMmm counarnbHbIX YCIyr n rpynnamMmm HaceneHus

OcHoBbI Ncuxonorun B 06beme, Heo6XxoANMOM ANSA BbINONHEHWS TPYO0BON
dyHKUMN

Tunonorus npobnem rpaxaaH, NpU3HaHHbIX HYXXAaoLWMMUCS

OcCHOBbI  HauMOHamNbHbLIX W pernoHanbHbIX ocobeHHocTel ObiTa MU
CeMenHOro BoCnUTaHus, HapoAHbIX Tpa,D,VILI,VIVI, opraHmnsauunmn gocyra

CouMOoKynbTypHbIE, coumanbHO-MCUX0oNorn4eckue,
NCcUXonoro-negarormyeckne OCHOBbI MEXITMYHOCTHOIO B3anMOLENCTBUS

nOpﬂﬂ,OK NPpU3HaHNA rpaxgaHnHa HyxXgawouwmmcda B couunalribHOM
06CJ'Iy)KI/IBaHI/II/I, onpeneneHuA I/IH,CI,VIBI/IﬂyaJ'IbHOVI FIOTpe6HOCTI/I B
coumnanbHbIX ycnyrax, COCTaBlneHnAa nHaneunayanbHbIX nporpammv
npeaocTtaBlieHna counanbHbIX yCnyr

MeToap! ANarHoCTuKn NPUYNH, yxXyalwawmnx ycnoBusa
XnsHegeAaTesribHOCTU rpaxanaH, CHMXarwmnx nx BO3MOXHOCTEN
camocToATeNbHO obecneymBaTb CBOU OCHOBHbIE KU3HEHHbIE FIOTpGGHOCTVI

OcHoOBbI KOMMIEKCHBIX MOAXOOOB K OLEHKe noTpebHocTel rpaxaaH B
npenocTaBneHnn coumanbHbIX YCMyr, COLUManbHOrO COMPOBOXAEHUS, Mep
coumarnbHo NoaaepKKn U rocyAapCTBEHHOW coumarnbHOM NoMoLLm

Buabl, CTpykTypa UM codepaHWe [OKYMEHTOB, HeOOXOAMMbIX —Ans
oKasaHus coumarnbHbIX YCNyr, CoumanbHOro ConpoBOXAeHUS

OcHosBbl LOOKyMeHTOBeAeHNA, Tpe60BaHI/IFI K OTYETHOCTU, NOopAdKy Wu
CpOKaM ee npenocrtaBrieHnA B paMKax CBOEW KOMMNEeTEHLU N

OTnyeckme OCHOBbI CoLManbHoOM paboThl

Opyrue -
XapakTepucTukm

3.1.2. TpynoBas cyHKUMA

OnpeaeneHve nopsiaka U KOHKPETHbIX

YCroBuii peanuaaLmm uHauBmnayarnbHom YpoBeHb
HanmeHoBaHuMe |nporpaMmmbl NpegocTaBneHus Koo |A/02.6 (noaoypoBeHb) 6
coumanbHbIX YCryr, NpeAcTaBneHHoM KBanudunkalmm

nony4yarenem counarbHbIX YCIyr

MpoucxoxaeHue 3anmcTBOBaHO
g Opwurunan X
TPYAOBOM OYHKLMM n3 opurmHana
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Kog PerncrpaumnoHHbIn
opurMHana HoMep
nNpogeccuoHanbHOro
cTaHgapTa
TpyooBble AeCTBUSA BbisiBneHne noTeHuuwana rpaxgaHuHa uM ero Gnuxamwiero OKpyXeHus B

peweHnn I'IpOGJ'IGM, CBA3aHHbIX C nNpeogonieHnem obcToATENLCTB,
yXyawawnwmx nnmn CMNOCOBHbIX YXyaOWnTb YCNoBUA ero XXnsHegeAaternbHOCTU

lMnaHMpoBaHne pgencteui, BbIGOpP TexHomorunm, ¢opM U MeToaoB
npeaocTaBneHns couunanbHbIX YCAyr Npu opraHusaumM npeaocTaBreHus
coumanbHbIX  YCNyr, oOnpedeneHHbIX WHOMBUOYANbHOW  MporpaMmMon
npeaocTaBreHns coLmanbHbIX yCryr

Baaumopgencteme co cneumnanuctamu, opraHunsaunaMmm m coobuiecTBamm
No OKa3aHuio NOMOLLM B pelleHnn npo6neM nonyaneneﬁ counanbHbIX
ycnyr, CBA3aHHbIX C NnpeogosieHnem 0bCTOATENLCTB, yxXyawawwmnx mnm
CNOCOBHbIX yXyawnTb YCIOBUA UX XN3HEOEATENIbHOCTU

Heobxogumble ymeHus | KoHkpeTusmposaTb Uenu, YyKasaHHble B WHAMBMAYanbHOW nporpamme
npedocTaBneHnuss  counanbHbIX  YCIyr Ha  OCHOBE  MpOBeAEeHHOW
AVNarHocTWKM, a Takke MPOrHO3vMpoBaTb pe3ynbTaTbl NpefoCTaBMeHus
coumarnbHbIX ycnyr

Mcnonb3oBaTb TEXHONOMMN 1 METOAbI COLManbHOW paboThl

MpumeHsTL MeToabl JNarHoCTUKU NNYHOCTH, no3BonsAoLLne
aKTyanusupoBaTb NO3ULMI0 rpaxkaaHuHa, obpaTUBLLErOCA 3a NONy4YeHueM
ycnyr, u obecneunTb peanu3auuio  TEXHOMOMUA  CaMOmNoMOLM U
B3aMMOMOMOLLN

YuyuTblBaTh M3MeEHSAOLWMNeCs ycnoBua XuUsHeOeATesrlbHOCTU rpaxaaH C
uenbio BHeCeHUA HpeﬂﬂO)KeHMVI O KOppeKTnpoBke MHﬂMBMﬂyaﬂbHOVI
nporpamMmmbl npenocTtaBiieHnd counarnbHbIX yCnyr

B3sanmopencreoBaTh co crneumanucTamu, opraHusaumnsmm n
coobwecTBaMn nNpu  NpegocTaBfieHMn  coumanbHbIX — YCryr, Mep
coumansHoOn NoaaepXku U rocyaapCTBEHHON coLmarbHOW MOMOLLU

Heobxogumble 3HaHMs | HopmaTtuBHble npaBoBble akTbl Poccuiickon ®egepaunmm B coepe
coumanbHoro obcnyxmBaHMs M CoUManbHOM 3alUTbl HAaceneHns B 4acTu
Heobxo4MMON Anst UCMOMHEHUS JOIMKHOCTHBIX 0693aHHOCTEN

OcHoBHbIE HanpaBneHna nNoNNTUKA coumarnbHOM 3aWuTbl HaceneHus Ha
cbep,epaanOM, permoHanbHOM, MyHULUMNANIbHOM YPOBHAX

OCHOBHblE TUMbI npo6neM, BO3HMKaOLWKNX 'y nonyaneneﬁ coumnanbHbIX
ycnyr

OcHoBHbIE (bOprI 1 BMAbl coumnanbHOro OGCﬂy)KI/IBaHMFI

OcHOBbI COCTaBMNEHUS WMHOMBUAYaNbHOW MNporpamMmbl MpeaoCcTaBeHMs
coumanbHbIX ycnyr

nopﬂLI,OK npenocTtaBlieHNA counanbHbIX YCnyr
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TexHonornn coynansHou paboTbl 1 YCIIOBUSA UX MPUMEHEHMS

OCHOBbI  MPOEKTUPOBAHUS, MPOTrHO3MPOBaHUS W MOOENUPOBaHMS B
couunansHoun pabote

MoTnBaUNOHHbIE TEXHOMOMMU B COLManbHOM pa60Te n TexHolnormm
aKTBM3aunn NMIMHYHOCTHbIX PECYpPCOB U peCypCOB COLMalribHOIo OKpYyXeHusA

OcHoBbl ncuxonorun B o6beme, HeO6XoaMMOM ANSA BbINOMHEHWUST TPY40BOWM
dyHKUUN

OKOHOMMYECKNE OCHOBLI COLIMANbHOMN pa6OTbI

UHdppacTpykTypa npegoctaBneHnst coumanbHbIX YCryr B MyHMLMNANbHOM
obpasoBaHum, pecypcbl MECTHOIO coobLecTea

Poccuiicknin n 3apybexxHblii OnbIT coumnanbHon paboTbl

OTnyeckme OCHOBbI cCoLManbHoM paboThbl

Opyrne -
XapakTepucTUKn

3.1.3. TpynoBas ¢yHKuMsA

OpraHu3aumsi couparnsHoro
obcnyxuBaHusa nonyyaTtene
couManbHbIX YCIyr ¢ y4eToM

WHAMBUAYaNbHOW NporpaMmbl YpoBeHb
HavmeHoBaHWe | npegocTaBneHns coumanbHbIX YCNyr, Kopn A/03.6 (noaypoBeHb) 6
MHOMBMAYanbHbIX NOTPeBGHOCTEN 1 KBanugukaumm

06CTOATENBLCTB, MO KOTOPbLIM
rpaXxgaHuH NPU3HaH HyXaaLWwmnMest B
coumansHom obcnyxmBaHum

MpouncxoxaeHue 3anmcTBOBaHO
o OpurnHan X
TPYOOBOM OyHKLMUN 13 opurmHana
Kon PernctpaunoHHbIN
opuruHana HoMmep
npodeccnoHanbHoro
cTaHgapTa
TpynoBble AencTBus MogroToBka OOKYMEHTOB ANS 3aKNYeHUs OoroBopa O npefocTaBfeHumn

rpaXkgaHuHy coumanbHbIX YCryr B COOTBETCTBUM C  WHAMBUAYaANbHOW
nporpamMmmon NpefocTaBneHns coumanbHbIX YCryr

OpraHusaums npefocTaBieHMst  couManbHbIX — YCNyr — nonyvartensm
couManbHbIX  YCryr, a Takke Mep CcouuManbHOW MOJOEpPXKKU U
rocygapCTBeHHOM coLmanbHOM MOMOLLM

ObecneyeHne nocpegHn4ecTBa Mexay rpaxgaHmHOM, HyxXaarwnmmca B
npenoctaBnieHnn couuarnbHbIX ycnyr, Mep couunanbHomn noanepXxku,
FocyﬂapCTBeHHOﬁ coumnanbHON MOMOLLN, U pas3nnyHbiMn cneunannctamu
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(opraHu3aumsiMm) C Lenblo NpeacTaBNeHUs WHTEPECOB rpaxdaHuHa W
peLleHns ero coumarnbHbIX npobnem

Cogewctene mMobunmnsaumm coBCTBEHHbIX PECYPCOB rpaXaaH U pecypcoB
nx couunanbHOro OKpYyXeHunqa ansa npeoaoneHna O6CTOF|TeJ'IbCTB,
yXyawawnwmx mnm CNOCOGHbIX yXyawnTb YCNoBUA XNU3HeOeATEeIIbHOCTU
rpaxagaH

OpraHusauusi  HampaBfieHWsi nony4yarteneil couuanbHbiX  ycriyr B
creunanusupoBaHHble coumanbHble opraHusaumMu (nogpasgeneHvst) u
(vnn) kK npocpunbHLIM creyuanucTam

OpraHusaumsi coumanbHOro  COMPOBOXAEHWUS TpaaaH B npouecce
peanvsauuvM MHAMBUAYanbHON NporpamMmbl NpedocTaBneHusl coumanbHbIX
YCIyT 1 OKasaHus Mep couuanbHON NoaaepPXKKM

OpraHusauma  npodunakTmyeckon paboTbl N0 NpeaynpexaeHuio
nosBneHnss u (MnuM) pasBuUTUIO OBCTOATENbLCTB, YXyALlawwWwmx wunm
CMOCOBHbIX YXyALWMNTb YCNOBUS XN3HEAEeATeNnbHOCTM rpaxaaH

Heobxoaumble YMEeHUA MogroTaBnueaTtb AOOKYMEHTbI ana 3aKIro4YeHunsa aorosopa o
npegoctaBlieHnn rpaxgaHuHy counaribHbliX YycCnyr B COOTBETCTBUU C
VIH/J,VIBVI/J,yaﬂbHOVI HpOFpaMMOVI npegocTtaBlieHna couunanbHbIX yCIyr

Mcnonb3oBaTtb onTnMmalnbHoOe co4vyeTaHune Pa3NNYHbIX TEXHOIOornmn
coumnarnbHon pa6OTbI B npouecce npenoctaBlieHna counanbHbIX YCnyr,
onpeaeneHHbIX VIHLI,VIBVID,yaJ'IbHOIZ I'IpOFpaMMOVI npenocrtaBiieHnsA
counanbHbIX yCnyr

ObecneunBaTb opraHm3auuto B3aMMogencTBuns NPOMUNBHbBIX
cneuvanucTtoB B Mpouecce NpeaoCTaBeHMs  COLManbHbIX — YCNyr
rpaxaaHam

MOTVIBVIpOBaTb nonyaneneﬁ counanbHbIX ycnyr U WX couunarnibHoe
OKpYyXeHne K aKTUMBHOMy Yy4dacTuw B peann3auunmn I/IH,CI,VIBI/I,D,yaJ'IbHOVI
nporpamMmmbl npenocTtaBneHna counanbHbIX yCenyr

OpraHun3oBbiBaTb  MPOBEAEHUE  MHAMBUAYANbHbLIX  MPOGUNAKTUHECKUX
MeponpusTUA C rpaxgaHamM Mo MeCTy XUTenbcTBa ((akTUYeckoro
npebbiBaHNA) B BUAE KOHCYNbTaUWA, COAEWCTBUSI B opraHusaumu
3aHATOCTW, O3[0POBMEHUSl, OTAbIXa, MPELOCTaBNEHUsI CcoLMarbHbIX,
npaBoBbIX, MeLMLMNHCKUX, obpasoBarenbHbIX, MCUXOMOrNYECKMX,
peabunmMTaumMoHHbIX yCrnyr

Wcnonb3oBaTb OCHOBbLI MNPaBOBbIX 3HaHWA B cdepe npegocTaBneHus
couuanbHbIX YCNyr, Mep couuanbHOW noadepXKu U rocyaapCTBEHHOM
coumanbHON NOMOLLIU

MpuHMMaTL y4acTMe B  MUIMOTHbIX MPOEKTaX W UCMONb30BaTb
WHHOBALMOHHbIE TEXHOMOMMM couManbHOro OBCNYyXMBaHWSI HacerneHus ¢
y4eTOM MHAMBUAYaNbHLIX 0COGEHHOCTEN NonydaTenen coumanbHbIX YCryr

Ob6ecneunBaTtb KOHPUAESHLUMANBHOCTL MMYHOM MHOPMALIMK O rpaXkgaHax,
obpaTMBLLMXCS 3a NOSyYeHNeM coumarnbHbIX ycnyr

Heobxogumsle 3HaHusa | HopmaTusHble NnpaBoBble akTbl Poccuickon ®enepaunm B chepe
coumanbHOro obCnyXmnBaHus 1 counanbHOM 3allnTbl HACENEHUS B YacTH
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coupanbHoit paborTe...

HeobxoauMon Anst UCNONHEeHNs OOMKHOCTHbLIX 00s13aHHOCTEN

OcCHOBHble HanpasJieHnA NONIMTUKN B ccbepe couunanbHOM 3aWmThbl 1
counanbHoOro 060]'Iy)KVIBaHVIF| HaceneHusa

nopﬂ,D,OK npenoctaBlieHna counarnbHbIX YCIyr

MepeyeHb JOKYMEHTOB, HEOOXOAMMBIX A11S MpefoCcTaBreHns counarnbHbiX
ycnyr rpaxxgaHam, obpaTmBLLUMMCS B coLmarnbHble CryxXobl

MpaBuna BegeHWs JOKyMeHTaLum

Cuctema opraHunsaummn coumanbHOro o6CcnyXMBaHnst Ha permoHanbLHOM U
MYHULMMNANbLHOM YPOBHE, UX Lienu, 3agadun n yHKLMKn

Lle]'ll/l, NPUHUUMNbI 1 OCHOBbLI OpraHn3aunn counarnbHOro nocpegHn4ecTea
MeXxay nony4dyartenem counanbHbIX yCIyr U pa3findHbiMn coumnaribHbIMU
WHCTUTYTaMUN Ona npeacrtaBneHna nHTepecos nonyaneneVl coumnanbHbIX
ycnyr n peweHuna ero counarnbHbIX np06neM

PernameHT mexBegoMCTBEHHOro B3anMoaencTems

Cdepbl npodeccnoHanbHOM 0TBETCTBEHHOCTU NMPOMUIIbHBLIX
CcneumanucToB B NpoLecce NpeaoCcTaBneHns counanbHbiX yeryr

OcHoBbI Baneonoruu, coumanbHOn MeguuuHbl

OKOHOMUWYECKNE OCHOBbI COLManbHOM paboTsl

Mcuxonornyeckne n coumanbHo-NegarorMyeckme OCHOBbLI CoLmarnbHow
paboTbl

lMpaBuna okasaHUA cUTyaLMOHHOW MOMOLLM UHBaNuaam pasnuyHbIX
KaTeropmm Ha o6bekTax counarnbHON, NHKEHEPHON N TPAHCMOPTHOM

WHPPaCTPyKTypbI

OcHosBbl repoHTOoIornMn

TexHonornn coumansHon paboThbl

OTu4eckme oCHOBLI CoLnanbHON pa60TbI

[pyrve
XapaKTepucTukm

3.2. Obo6LweHHasa TpyaoBasa PyHKUUs

[esatenbHOCTb NO NNaHNPOBaHMIO,
YpoBeHb

HanmeHoBaHue |opraHusaumm, KOHTposnto peanusauuu n | Kog B KBaNMDUKALIM 6

pPasBUTUIO COLMArbHOrO 0BCNYXMBaHUS
lNpouncxoxaeHue

b A - . 3anmcTBOBaHO
0606LLeHHoN TpygoBon | OpuruHan X
13 opurmHana
dyHKUUK
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Kog PerncrpaumnoHHbIn
opurMHana HoMep
nNpogeccuoHanbHOro
cTaHgapTa
Bo3moxHble 3aBegyoLLmi oTaeneHnemM opraHnsaumm coumansHoro obenyxmnBaHus

HanMeHOoBaHN4A
OOIKHOCTENn, npodeccuin

TpeboBaHus K Bbiclwee obpasoBaHue - 6Gakanaespuat

06pas3oBaH1IO U 0BYYEHUIO | UK

Beicluee obpasoBaHue - 6akanaspuaT (HenpodunbHoe) 1
[AOMnonHuTensHoe npodeccuoHansHoe obpaszoBaHne - NporpaMmbl
npodeccuoHansLHON NepenoaroToBKM No NPOMUI0 AeATENbHOCTH

TpeboBaHus K onbITy He meHee ogHoro roaa paboTbl B OMKHOCTM crieumanicTa B obnactu
npakTuyeckoi paboTbl coumarnbHO 3aLMTbl HAceneHust (B TOM YMCIe B CUCTEME COLMAnbHOro
obcnyxuneaHus), o6pasoBaHus, 30paBOOXpPaHEHUS], FOCYAapPCTBEHHOO U
MYHMLMMNANbHOro ynpasneHus

Ocobble ycnoeusi gonycka | OTcyTcTBME CyAUMOCTM 3a NPECTYMNNEHNUS, COCTaB M BUObl KOTOPbIX

K paboTe YCTaHOBIEHbI 3aKoHo4aTeNnbCTBOM Poccuiickon ®egepaunm
MpoxoxaeHne obsizaTenbHbIX NPeABapUTENbHbIX (MPY NOCTYMNNEHUN Ha
paboTy) 1 Nnepnogmyeckux MeguLMHCKUX oCMOTPOB (0bcreoBaHuit), a
Takke BHeo4epeOHbIX MEAULIMHCKMX OCMOTPOB (06cnegoBaHun) B
nopsifike, ycTaHOBNEHHOM 3akoHoAaTernbcTBoM Poccuiickon
depepaumm

Lpyrve xapaKTepucTuku

HdononHuTtenbHble XapaKTePUCTUKU

HaunmeHoBaHWe gokymeHTa Kog HaunmeHoBaHve 6a3oBow rpynmnbl, 4OMKHOCTU
(npodbeccmm) nnm cneumanbHOCTK

OK3 2635 CneunanucTbl B 06nactu opraHnsaumm 1 BeaeHust
coumanbHon paboThl

EKC - Cneumannct no coumanbHon paboTe ¢ MONoOAEXbIO
OoKnAaTP 26527 CoumanbHbln paboTHUK
OKCO 5.39.03.02 | CouuanbHas paboTa

3.2.1. TpynoBas cdyHKUMA

lMnaHupoBaHne, opraHusauus un
KOHTPOMb OEATENbHOCTU
noapasgeneHvs no NpeaocTaBneHuio YpoBeHs
HaunmeHoBaHue Kog |B/01.6 (mogypoBeHb) 6
coumanbHbIX YCIyr, cCoLmManbHOro
KBanvdukaumm
COMNpoBOXAeHUs1, NpocunakTmke
06CcTOATENBLCTB, 06YCNOBAMBAIOLLNX
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HY>XOaeMOCTb rpaxgaHnHa B
counanbHoOM OGCJ'Iy)KVIBaHVIVI

MpouncxoxaeHune 3anmcTBOBaHO
o Opwurunan X
TPYAOBOMN OYHKLUM n3 opurmHana
Kopn PernctpaunoHHbIN
opvrMHana HoMep
nNpogeccuoHanbHOro
cTaHgapTa
TpyooBble AeNCTBUSA OnpepgeneHne nnaHoBbIX Lenerh U 3agad nogpasfeneHus M OTAeNbHbIX
cneunanncTos

OnpegeneHne pecypcoB, HeobxoauMbiX ANA peanu3aumm CouMarbHOro
obcnyxmBaHusi, OTBETCTBEHHbIX UCNONHUTENEN

OnpepeneHve o6bema paboTbl COTPYOHMKOB MogpasfeneHns u
pacnpefeneHue 3agaHuii Mexay HUMK

CopenctBne B nNpegocTaBneHMM  MEAULMHCKOMW,  MCUXONOrM4eckon,
coumanbHOM MNOMOLWM rpaxdaHam, MPU3HaAHHBIM  HYXAALWUMUCA B
coumanbHOM OOCNY>XMBaHWWN, HE OTHOCSLLEMCS K couMarnbHbIM YyCnyram
(coumanbHOe conpoBOXAEHME)

Onpegenenve rpynnbl CNELManMCToB AN MEXAUCLMNINMHAPHOIo 1 (Mnu)
MEXBEAOMCTBEHHOIO B3aMMOAENCTBMS MpU couuanbHOM o6cnyXmBaHum
rpaxaaH

KOOpﬂ,MHaLI,VIFI AeATeNIbHOCTU COTPpYyAHUKOB noapasgeneHuna no
BbIMOJIHEHUIO NOCTaBJ1IEeHHbIX 3aaaud

MoTuBauus COTPYAHUKOB Ha BbINOJTHEHUE NOCTAaBJ1€HHbIX 3adad

KOHTpOJ'Ib BbIMNONIHEHUA NIAHOBbLIX LieNen n AesaTenbHOCTU CneumnanmucToB

AHanus paboTbl OTAeNbHbLIX CNeunanMcToB 1 nogpasneneHns B Lenom

HDOBeﬂeHMe MepoanﬂTMﬁ ans obecne4veHus NMPUHATUA KOJINMEKTUBHbIX
peLLIGHI/IVI no OoCyLlecCTBIIEHNIO CoUManbHOro O6Cﬂy)KI/IBaHMF| rpaxaaH

OcyulecTBrneHMe  MeponpuATMA MO MOBBILWIEHUKO  KBanudukauum
COTPYOHMKOB noapasaenieHuns

MpvMeHeHne TEeXHOMOrMin HacTaBHUYECTBA, HaMpaBliEHHbIX Ha OKasaHue
NOMOLLX HOBbIM COTpYAHUKaM nogpasaernieHnd, Bkrnodada nx agantaduio Ha
paboyem mecTe

OpraHmzaumna meponpusaTMiA No  npodunakTuke npodeccnoHanbHOro
BbIropaHusi

Heobxogumble ymenus |lMnaHuposaTe paboTy nogpasgeneHns

<DOpMyJ'II/IpOBaTI: uenwn, 3agadun, onpenendrb 06s13aHHOCTU U TpyooBblie
aencreus COTPYAHUMKOB noapasaerneHus
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[ata coxpaHeHusi: 19.04.2021

OpraHn3oBbIBaTb B3aMmoaencTene cneunanmcToB B npoecce
npeaocTaBfieHnsl CcouManbHbIX YCMyr, Mep couuanbHOW MOAAEPXKKU WU
rocyaapCTBEHHOW coLuunanbHOM NOMOLLN

OpraHunsoBbIBaTb CoLManNbHOE COMPOBOXAEHME TrpaxdaH, MNPU3HaHHbIX
Hy)XOaloLWwumMmncs B coumansHom o6cnyKnBaHnm

Mcnonb3oBaTtb MHCTPYMEHTbI MEXITMYHOCTHbIX KOMMyHVIKaLLMVI

PerynupoBaTtb KOH(NUKTbLI, MPUMEHATL HaBbIKM Meauaumm B COLMarnbHOWM
cepe

Mcnonb3oBaTtb MHCprMeHTapVIVI BblABJ1IEHUA BO3MOXXHOCTEN n
ﬂOTpe6HOCTeVI KOHKPETHOro CoTpyaHMKa C Uenbio onpengeneHuna ero
ﬂpOd)eCCVIOHaJ'IbHOFO noteHunana

Peann3oBbiBaTh TEXHOMNOMMM HacTaBHWYECTBA, BbICTPaMBaTb MOAENW €ro
opraHusaumMnm W TMpOBeAEeHUss B COOTBETCTBUM C  M3MEHSIIOLLMMUCS
NoTPeBGHOCTAMMN COTPYAHMKOB

Onpegensatb cTUMynupytoLme dakTopbl npodeccnoHansHon
AeATenbHOCTH, paspabaTtbiBaTb " peanu3oBbiBaTb cuctemy
CTMMYnMpoBaHns 3dekTBHOM NPOeCCMOHaNnbHOM AeATENbHOCTH

Heobxogumble 3HaHMs | HopmaTtuBHble npaBoBble akTbl Poccuiickon ®egepaumm B coepe
coumanbHoro obCcnyxMBaHMsa M CoumManbHOW 3alUTbl HAaceneHnst B 4acTu
HeoOXo4MMON ONA UCMOJTHEHMS OOMKHOCTHBIX 06A3aHHOCTEN

OcHoBbI coLmansHoro con poBoOXaOeHusA

Llenu, npMHUMNbl U TEXHOMOMMM yNpaBeHnsl NePCOHanom

TexHonornn counanbHoM paboTbl

OcHOBbI KOH(PIMKTONOMMIN 1 Meguauun

lMcuxonornsa n coumonorms SIM4YHOCTU U rpynnbl

lNcuxonornyeckne n CoLMoormyeckne MetToabl nccnegoBaHus

Mcuxonorusa n coumonorus ynpasieHuna

OcHOBbI [JOKYMEHTOBe[eHusl, TpeBGoBaHUs K OTYETHOCTWU, MNOPSAKY W
cpokam ee NMpeaoCTaBneHns B pamKkax CBOel KOMMeTeHLum

an/IHLI,I/IﬂbI, BUAbl, MeTOAbl N TEXHOJIOTMN HAaCcTaBHN4YEeCTBa

OTnYeckne oCHOBLI coLManbHon paboThl M 4enoBoro obLeHNs

Opyrue -
XapakTepucTukm

3.2.2. TpynoBas cbyHKUMA

KoHTponb peanusauum
WHOUBMAYanLHOW Nporpammbl

YpoBeHb

HanmeHoBaHne
(mogypoBeHb)

Koa |B/02.6

www.consultant.ru CrpaHuua 14 u3 20
HageXXHas NpaBoBas noaaepXkKa


https://www.consultant.ru/
https://www.consultant.ru/

Mpuka3 MuHTpyaa Poccumn ot 18.06.2020 N 351H
"06 yTBEpXAEHUM NpodeccMoHanbHOro CTaHaapTa "Crneumanmct no
coumanbHolt pabore...

[okymeHT npepoctasneH KoHcynbTaHTI0C
[ata coxpaHeHusi: 19.04.2021

nNpeaocTaBneHns coumanbHbIX YCryr KBanudpukaumm
MpouncxoxaeHve 3anmcTBOBaHO
P KA Opwurunan X
TPYOOBOMN PYHKLUK 13 opurnHana
Kopn PernctpaunoHHbIN
opurnHana HOmep
npodeCccnoHanbLHoro
cTaHgapTa
TpynoBble gencTens OpraHusaums KOHTPOMs KavyecTBa, pes3ynbTaTMBHOCTU U 3(PEKTUBHOCTH

npenocTtaBrieHnda coumnanbHbIX ycnyr B paMKax peanusaunn
VIH/J.VIBVI/J,yaﬂbHOVI nporpamMmbl npeanocTtaBieHnAa counarbHbIX YCyr

OpraHusaumsa KOHTpons 3a cobniogeHneM cTaH4apToB MpeaocTaBeHUs
coumanbHbIX ycnyr

KOHTpOJ'Ib BbIMOJIHEHUA MHﬂMBMﬂyaﬂbHOVI nporpamMmmbl npeanocTtaBiieEHUA
coumnanbHbIX ycnyr

Bsaumopenctemne ¢ nonyyartenaMmm coumanbHbIX Yycnyr, opraHusauua
JINYHOIo npuema rpaxgaH no BonpocamM npenocTtaBlieHnA counarbHbIX
ycnyr

MOHUTOPWHI YOOBNETBOPEHHOCTU rpaxaaH KavyecTBOM MpenocTaBlieHus
coumanbHbIX ycnyr

Heobxogumble YMeHUuaA np0VI3BO/J,VITb NNYHbIA npuemM rpaxgaH no BonpocamM rMnpeaocTtaBiieHnA
counanbHbIX yCnyr B opraHn3auunm

Mcnonb3oBaTb mMeToabl n TexXHomnormm and OUEeHKHn Ka4vecTBa,
pe3ynbTaTuBHOCTU U S(D('peKTI/IBHOCTI/I npenocTaBrieHna counanbHbIX YCryr

HDOBO,D,I/ITb pa3findyHble BUabl ONMpOCOB HaceJieHUA N 3KCNepTHbIX ONMpocoB,
HanpaBJieHHbIX Ha OLEeHKY Ka4yeCTBa U Sd)(*)eKTI/IBHOCTVI npenocrtaBiAeMbIX

ycnyr

OpFaHVI3OBbIBaTb nposegeHne MOHUTOPWUHIa yaoBneTBOPEHHOCTU rpaxaaH
Ka4eCTBOM npenocTtaBlieHnAa counanbHbIX yCnyr

AHanuaunpoBaTb pesynbTaTbl NPeaoCTaBNeHNs coumarnbHbiX yCnyr B Buae
KayeCTBEHHbIX U KONMYECTBEHHbIX AaHHbIX, B TOM YMCE B 3/1EKTPOHHOM
BUOe

Heobxogumble 3HaHus | OCHOBBI KOHTPOIIA Ka4eCTBa npenocTtaBlieHna counanbHbIX YCIyr

Mopsnok NpeocTaBneHns coumanbHbIX YCyr

COLI,VIOKyJ'IbTyprIe, couunanbHoO-ncmnxomnorn4vyeckne,
NCMX0Noro-negarormiyeckme OCHOBbI MEXINYHOCTHOIO B3aMMOAENCTBUSA

MeToabl obpaboTku OaHHbIX SMMNNPNYECKUX ncenenoBaHun,
NpegocTaBneHUs UX B YUCITOBOM, TabnMyHON, rpadmnyeckon opme

an/IHLI,I/II'IbI N npasura nposeageHna onpocoB HaceneHuna n 3KCMEepPTHbIX
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onpocoB, HarnpasBlieHHbIX Ha BbldBNeHne KayvectBa W” SQ)Q)GKTVIBHOCTI/I
npenoctaBlideMblX yCnyr nu Mmep couunanbHomn noaaepKkn

OcHosBbl CTaHOapTusaunn n KOINIMYECTBEHHOM OLEHKHN KavyecTtBa
npeaocTtaBlieHnAa counanbHbIX yCryr

OTnyeckme OCHOBbI COLManbHOM pa60TbI W 0enoBoro ooLweHns

Apyrve -
XapaKTepUCTukn

3.2.3. TpynoBas cdyHKUuA

[MporHosnpoBaHue 1 NpoeKkTpoBaHne
peanusaumn coumnansHoro
obcnyxmBaHus rpaxkaaH u YpoBeHb
HavmeHoBaHne | AesaTenbHOCTU NO NpodUNakTuKe Kon |B/03.6 (mogypoBeHb) 6
obcTosaTensCcTB, 00YCrNoBNMBaOLLMX KBanudgukaumm
HY>KOaeMOCTb B COLMaNbHOM
obcnyxumeaHum
I'Ipomcxozmeme OpuruHan X 3ammcTBOBaHO
TPYAOBON OYHKLUN n3 opuruHana
Kopn PernctpaunoHHbIn
opurnHana Homep
npodeccnoHanbHoro
cTaHgapTa
Tpynosble AencTBUA [MpoBegeHWe MOHUTOPUHra couuanbHOW CUTyauum Ha TeppuTopun
obcnyxumBaHust

CocTaBneHne nporHo3a pasBuUTUA coumanbHOro obGCnyXuMBaHUS Ha
TeppuTopun 06CNyXNBaHMSA

PaspaboTka W aKcrnepTh3a MpoeKkToB (Mporpamm) Mo  peanusauuu
couuanbHOro 0o6CNyXMBaHUS rpaxaaH M NpodunakTuke o6CTOSTENbCTB,
06YCNOBNMBAIOLLMX HYXXOAEMOCTb B coLManbHOM 06GCnyKuBaHUm

Heobxogumble ymeHusa | OnpegensaTe Uefb MOHWUTOPMHIa COLMAanbHOM CUTyauuu Ha Tepputopun
obcnyxumBaHust

WMcnonb3oBaTtb pas3nnyHblie MeToadbl MOHUTOPUHIA coumnansHon cutyauumn

Mcnonb3oBaTb pe3ynbTatbl MOHWUTOPUHIA B oOnpeaeneHnn uenen
counanbHoro 06CJ'Iy>KI/IBaHVI9| HaceneHua

BbisBNATL M aHanuanpoBaTb MHOPMALMIO O coumarnbHOW CUTyauuu Ha
TeppuTOpUM 0BCNYKMBaHUSA

OueHvBaTb [AOCTOBEPHOCTb  WMHOPMAaLMKW, MNOMNyYeHHOW B  XoAe
MOHUTOpPUHra

PaspabatbiBaTh couumanbHble MNPOEKTbl (Mporpammbl) MO  peanusaumm
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coumanbHOro obCnyXmBaHUsA rpaxaaH u npodunakTuke OBCTOATENbCTB,
06YyCNOBNUBAKOLLMX HY>KOAEMOCTb B COLMAIbHOM 0BCyXMBaHMU

AHannsmpoBaTb MPUMEHEHUE CYLLECTBYIOLLMX COLMarnbHbIX TEXHOMNOMNM
ANng peanusaLumm coumanbHoro npoekra (nporpaMmmebl)

PaspabatbiBaTb WHHOBALIMOHHbIE TEXHOMOornm coumarnbHoro
obcnyxumBaHusi

BbINONHATL 3KCNEepTM3y coLmansHOro npoekTa (nporpammbl)

Wcnonb3oBaTb mMeToAdbl M CpeacTBa NOMyyYeHusl, XpaHeHus, nepepaboTku
uHOopMaumKM, NpefocTaBfeHnss [AaHHbIX B YMCNOBOMW, TabnuyHowm,
rpacgpuyeckon dopme, pabotatb C KOMMbIOTEPOM Kak CpeacTBOM
ynpasneHus nHopmaumen, B TOM yncne B
WMHOPMALMOHHO-TENEKOMMYHUKaLMOHHON ceTn VIHTepHeT

Heobxogumble 3HaHMs | HopmaTtuBHble npaBoBble akTbl Poccuiickon ®egepaunmm B cdepe
coumanbHoro obCcnyXMBaHMs U CoOUManbHOM 3alUTbl HACENEHUs] B 4acTu
HeoOXo4MMON ONA UCMOJTHEHMS OOMKHOCTHBIX 06A3aHHOCTEN

OcHoBblI NpoeKkTnpoBaHuA, nNporHo3nposaHna W MoaenuposaHuAa B
coumaneHon pabote

OcHoBbI opraHunsauunmn I'IpOd)eCCVIOHaJ'IbHOIZ AeATEeNIbHOCTU, KOHTPONA
Ka4dyecTBa npenocrtaBlieHna counaribHbIX yCIyr

OcHoBbI aHanu3a coumarnbHbIX NPOLECcCoB, MPOUCXoAaLMNX B 06LLECTBe, UX
BO3MOXHbl€ HeraTMBHbIE MOCNEACTBUS, CUTYaLMM CoLManbHOro pucka

MeToabl 06paboTkM AaHHbLIX SMAMPUYECKUX NCCneaoBaHNA

Opyrue -
XapakTepucTUKn

3.2.4. TpynoBasa dyHKUUA

PasBuTre n noBbIeHne YpoBeHb
HanmeHoBaHMe |3aeKkTMBHOCTU coumnansHOro Koa B/04.6 (mogypoBeHb) 6
obcnyxmBaHus KBanudukaumm
MpoucxoxaeHune 3aMmMcTBOBaHO
P A OpurnHan X
TPYOOBOM PYHKLUN n3 opurnHana
Kopn PernctpaunoHHbIn
opuruHana Homep
npodgeccnoHanbHoro
cTaHgapTa
TpynoBble AencTBuA OpraHusaums MeponpusaTMn NO MPMBIEYEHUIO PECYPCOB OpraHmsauumn,

o6lWecTBEHHbIX  OobbeguHeHun,  OOOPOBOMBLYECKMX  (BONOHTEPCKMX)
OopraHvM3auMi 1 4acTHbIX NUL K peanusaumu coumanbHOro obcnyxnsaHms
rpaxaaH
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Mcnonb3oBaHne cpeacTB MaccoBOW MHAGOpMauuM, CanToB, COLManbHbIX
ceTen ANns NpuBNeYeHns BHUMaHns obLLecTBa K akTyanbHbIM CoOLUMarbHbIM
npobrnemam, WHPOPMMPOBaAHUS O HaMpaBMEeHUsSX peanu3aunum WU
nepcnekTMBax pas3BuTusi coumansHom paboThbl

lMpoBeneHne paboTbl NO MPOABWXKEHUIO U MOMNyNApM3aLmM NO3UTUBHOTO
onbiTa OpraHMsauMm coumanbHOro obCnyXuBaHWs U coLManbHOWM
noaaepXknm HaceneHuss nyteM MOAroTOBKM MaTrepuarnoB Ans CcpenctB
MaccoBOM MHOpMaLumM 1 B3aMMOOENCTBUS C 0OLLECTBEHHOCTbLIO

PaspaGoTka npeanoxeHur nNo pauuoHanusauMm W MoaepHUsauun
TEeXHOMNormm couunansHoro obcnyxusaHms, MOBbILLEHUIO nx
3 PEKTUBHOCTU Ha UHAMBMOYATNIBHOM, rPYNNOBOM U CPEAOBOM YPOBHSIX

nJ'IaHVIpOBaHVIe pPa3BUTUA I'IpO(beCCVIOHaJ'IbeIX KoMneTeHunmn nepcoHana c
y4€TOM NepenoBoro onbitTa U CoOBpEMEHHbIX TEeHOEeHUMIn pPa3BUTUA Cd)epbl
couunanbHoro 06CJ'Iy)KVIBaHVIF|

Heobxogumble ymeHusa |O6obwaTte 1 BHegpsTb NEepefoBOM POCCUMCKUA  OMbIT — peanusauuun
coumanbHOro o6CnyxmBaHUsa N Mep couunanbHOM NOSAEPXKKN

MpounsBoanTb CpaBHUTENbHBIN aHanmn3 PoCCUMIMCKOro U 3apy6eXHoro onbiTa
counanbHoii paboTbl, couManbHOro OOCNYXMBAHUS W COLMAnbHOM
noaaep KK HaceneHs 1 ycroBus ero NpUMeHeHus!

ApantupoBaTtb 3(EKTUBHbINA 3apyOeXHbIA OMNbIT K POCCUACKMM YCITOBUSIM
€ro NpUMeHeHus

Mcnonb3oBaTb OaHHble coumnonorn4yeckmnx onpocos, CTaTUCTUKWN,
aHanm3npoBaTb OTYETHOCTb opraHmsaumPl

PaspabaTtbiBaTb  NepcrneKkTUBHbie  NfaHbl  (NporpaMmbl)  pPasBUTUS
NpogeccuoHanbHbIX KOMMETEHLUMIA MepcoHana Cc y4eToM MepeaoBoro
POCCUIACKOTO U 3apyGeXHOro onbiTa, a Takke COBPEMEHHbIX TeHOEeHUWM
pas3BUTUS cpepbl CoLManbHOro 06CnyXMBaHMs

Pa3pa6aTblBaTb M BHOCUTb Ha pacCMOTpeHue npennoxeHna no
paunoHannsaunun n MmogepHu3aunun cpencte um TEXHOMOMMN coumanbHOro
06CJ'Iy)KI/IBaHI/IFI rpaxgaH, NOBbILLEHUIO ero Scb(beKTl/lBHOCTVI Ha
nHamemnayarnibHoOMm, rpynnoBoM U CcpeoBOM YPOBHAX

MogrotaBnueBaTte wHOpMauuio B Buae Oyknetos, Opowtiop, cTaTew,
COoO6LEeHNA oNd CpeacTB MacCcoBOW MHAOPMauun M MHTEPHET-PECYpPCOB
opraHunsauui (CanToB, CoLMarnbHbIX CETEN)

BsaumopgencrteoeaTtb C€CO cpeacTBamMuM MaccoBOoM UMHGoOpMauun  gns
NPUBMNEYEeHNss BHUMAHUSA OOLLECTBEHHOCTM K couuManbHbiM npobnemam,
opMUPOBaHMSA CNPOCa Ha coLMarbHbIe YCIyru

Pa3pa6aTblBaTb mMeTogn4yeckme w” MH(bOpMaLI,VIOHHbIe maTtepuanbl Mno
aKTyallbHbIM COoUMalibHbIM npo6nemaM HacelieHnd, counanbHbIM puckam n
yrposam, CnocobHbIM HeratmBHO NOBJTNATb Ha ycnosuA
Xn3HegeAaTernnbHOCTU rpaxKaaH, a Takke O Bupax, (bopmax n cy6be|<Tax
npenocTtaBiieHnA counanbHbIX YCIyr

BsaumopgencteoBaTh B BOMpocax couwnanbHoro 06CJ'Iy)KMBaHI/IF| rpaxgaH -
nonyaneneVl counanbHbIX YyCnyr C opraHm3aunamMmun pasrinyHbIX ccbep
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AeaTenbHoCTM 1 opM cOB6CTBEHHOCTU, OO ECTBEHHLIMU 00 beANHEHNAMMN
W 4YaCTHbIMM NMUaMn, B TOM YUCIE, C LIENbo NPUBMEYEHNsT pecypcoB Ans
coumanbHoro obcnyxXnBaHus rpaxagaH

Heobxogumble 3HaHua | HopmaTtuBHble npaBoBble akTbl Poccuiickon ®depepaunm B cdepe
coumanbHoro o6CnyXMBaHUA M CouManbHOW 3alUUTbl HAceneHus B 4actu
HeobxoaMMon Anst UCNONHEeHNs OOMKHOCTHbLIX 00s13aHHOCTEN

HOpMaTVIBHbIe npaBoBbl€  aKTbl, Kacarlmnecs HpOd)eCCMOHaHbHOVI
OEATENNIbHOCTN NepcoHala, a Takke AOOJDKHOCTHbIE WMHCTPYKUWK, npaBunia
BHYTPEHHEro TpygoBoro pacrnopsaaka, yilokaribHbl€ akTbl OpraHm3auumn

PernoHanbHble  OCOOEHHOCTM  COLMANbHOrO  pas3BuUTUS, COLMaNbHOW
CTPYKTYpbl HaceneHus Ha BBEPEHHOM y4dacTke paboThbl (Ha TeppuTopuu, B
coumarnbHon rpynne, B TPY4OBOM KOJIEKTUBE)

TexHonornu coumnanbHOro 06CJ'Iy>KI/IBaHI/IF| HaceneHua, npuMeHdaemble B
Poccun 1 3a pybexxom

OCHOBHble HanpaBleHna NONINTUKN coumarnbHOM 3aWmThl HaceneHus

TexHonorn pasBuTUs NpodeccMoHanbHbIX KOMMETEHUMI nepcoHana c
y4eToM nepefoBOro POCCUMCKOrO M 3apybexHOro onbita, COBPEMEHHbIX
TEeHOEHUMIN pa3BnTMA cepbl CoLmManbHOro 06CnyXmnBaHms

MpYHUMNBI M HOPMbI pauMoHanu3auMnm U MOAepHU3auuMu cpeacts u
TEXHOMOMMI coumansbHOro obCnyXXMBaHWs rpaxaaH, YCroBWiA MOBbILLEHUS
ero 3a@EeKTMBHOCTM Ha WHOMBMAOYaArnbHOM, T[PYMMNOBOM W CPegoBOM
YPOBHSIX

CyLLHOCTb U TEXHONOMMM coLManbHOM peknambl, ee PyHKLMN 1 3HaYeHne B
obLectBe

CoumanbHble 1 NcuxonorMyeckne oCHoBbl paboTbl ¢ MHGOpMaLmen

OcHOBbl [1€ATENBHOCTM  O6LLUECTBEHHbIX OObLEAMHEHWUIA, opraHu3aLuii
coLUManbHOM HanpaBneHHOCTM U B3aUMOAENCTBUSA C HUMU

OcHoBbl (hbaHapar3uHra

OKOHOMMYECKME OCHOBbI COLMarnbHOM pa6OTbI

[pyrve -
XapaKTepucTukm

IV. CBegeHuA 06 opraHnsauusx - paspadorTymkax
npodyeccnoHanbHOro craHgapTa

4.1. OTBeTCTBEHHas opraHusauusi-pa3paboTuymk

®I'BOY BO "Poccuickun rocygapCTBEHHbIV coumanbHbIn yHuBepeuTeT", ropod Mocksa

PekTop MNounHok HaTanbsa BopucosBHa

4.2. HanmeHoBaHuA opraHM3sauun-paspaboTYMKoB
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1 |AHOO BO "UHcTuTyT coumanbHoro obpasosaHus”, ropoa BopoHex

2 FAY "MIHCTUTYT JONONHUTENBHOTO NpodeccMoHanbHOro 0bpasoBaHmsa paboTHUKOB couunanbHOM
chepn!" lenapTameHTa Tpyaa U coumanbHOM 3awuTel HaceneHus ropoga Mocksbl, ropoa
Mocksa

3 MexpervoHanbHasi obLiecTBeHHas opraHm3aums "Accoumaums paboTHUKOB colmarnbHbIX
cnyx6 Poccuinckon ®egepaumn”, ropog Mocksa

4 | MuHucTepcTBO coumansHoro pa3sutua MockoBckon obnactu, ropog Mocksa

5 | Ob6wepoccunckas obectBeHHast opraHusaums "Cotos coumanbHbIX NegaroroB U coumarnbHbIX
paboTHukoB", ropog Mockea

<1> Ob6LepoccUncknii knaccudmkaTop 3aHsATUR.
<2> O6LLepoCCUNCKNA KnaccugrkaTop BUAOB SKOHOMUYECKOM AEATENbHOCTH.

<3> TpypnoBon kogekc Poccuiickon ®epepaumnu, ctatbs 351.1 (CobpaHue 3akoHogaTtenbcTBa Poccuinckon
®epnepaumn, 2002, N 1, ct. 3; 2015, N 29, cT. 4363).

<4> [puka3 Munsgpascoupassutma Poccun ot 12 anpena 2011 r. N 3021 "O6 yTBepXAeHUM nepeyHen
BpeOHbIX U (UNn) onacHbIX NPOM3BOACTBEHHbIX (DAKTOPOB M paboT, MPU BbIMNOMHEHUU KOTOPbIX NPOBOAATCS
obssaTenbHble npegBapuTenbHble W MNEPUOAMYECKME MeOuUMHCKUE OcMOoTpbl (o6cnegosBaHus), n [Nopsaka
npoBedeHuss obsA3aTenbHbIX MpeaBapuTenbHbIX U MEPUOANYECKMX MEAULMHCKMX OCMOTpoB (obcregoBaHui)
paboOTHMKOB, 3aHATbIX Ha Tskenbix pabotax M Ha pabotax ¢ BpeAHbIMM M (MNK) ONacHbIMKU ycroBuamu Tpyaa"
(3apeructpuposaH MuHioctom Poccum 21 okTtabpsa 2011 r., peructpaumoHHbii N 22111), ¢ u3MmeHeHusmu,
BHeCeHHbIMK npukasamu Munsgpasa Poccun ot 15 masa 2013 r. N 296H (3apeructpupoBaH MuHioctom Poccuu 3
nonst 2013 r., pernctpauunoHHbii N 28970) n ot 5 gekabpsa 2014 r. N 801H (3apeructpupoBaH MuHioctom Poccum
3 dbeBpans 2015 r., pernctpaunoHHsin N 35848), npukasom Muntpyga Poccun, MuHsgpasa Poccum ot 6 dheBpans
2018 r. N 62H/49H (3apeructpuposaH MuHioctoM Poccumn 2 mapTta 2018 r., peructpauunoHHeii N 50237), npukasom
Munagpaea Poccum ot 13 gekabpst 2019 r. N 10321 (3apernctpupoBaH MuHioctom Poccun 24 pnekabpsa 2019 r.,
pernctpaumoHHbin N 56976), npukazom MuHtpyaa Poccumn N 187H, Munsgpasa Poccumn N 268H oT 3 anpens 2020
r. (sapeructpuposaH MuHioctom Poccun 12 mas 2020 r., peructpaumoHHbin N 58320), npukasom MwuH3gpasa
Poccum ot 18 masa 2020 r. N 455H (3apernctpupoBaH MuHioctom Poccum 22 mas 2020 r., permctpaumoHHsii N
58430).

<5> EAnHBbIN KBanUOUKaLNOHHBIN CNPaBOYHNK JOMKHOCTEN pYKOBOAUTENEN, CNELNanncToB U CnyXaLlmx.

<6> Obuwepoccunckmn knaccudukatop npodeccmn pabounx, [OIMKHOCTEW Chyxawmx U TapudHbIX
pa3psaoB.

<7> ObLwepoccuiicknii knaccudmkaTop cneumnanbHOCTeN No obpas3oBaHuto.
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