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focypapcTBO
ana nopen

CraHpapT «locypapcTBo ons 6usHeca»
(kopoTkas Bepcusa)

Kakyio uenb npecnenyeT npuHaTUe faHHoOro ctaHgapra?

YcTaHoBUTL Tpe6OBaHV|SI no BHeOPEeHWUIO KINeHTOUEeHTPUYHOro nogxona
B rocynapCrtBeHHOM 1 MyHUUUNaNbHOM ynpaBieHUn

Kakux a¢pdpekToB No3BonuUT ooctndb npumMeHeHme CtaHpapra?

CHuxXeHune nsgepxex MosbiwieHue MosbileHue
6usHeca yOOBNEeTBOPEHHOCTU npUBNeKaTenbHOCTU
6usHeca
npu B3aMMopemncTemm Poccuiickon @epepauumn
C rocyfapcTBOM 3a cyeT 3a cYeT afpecHoOCTU Ong BegeHus 6usHeca
npUMeHeHus LndpoBbIX rocygapcTsa npw
n NnaTpopMEHHbIX npenocTaBneHnmn yCnyr,
peleHnn a Takxe B paMkax
YCTaHOBNEHUS 1 OLLeHKMU
cobniopeHuns
obg3aTesnibHbIX
Tpe6oBaHU

KakoBbl kno4yesbie upen Cranpapra?

o

n3y4yeHue 1 yaoBneTeopeHue dopMUpoBaHUE NEPCOHANBHOIO

S > = "
peanbHbIX NoTpebHocTen 6usHec- = nepeyHs obsa3aTenbHbIX TpeboBaHUM
K/INEeHTOB C BO3MOXXHOCTSMMW OLLEHKMN

MX MOHSATHOCTM, BbINOJIHUMOCTW,
peweHne Nnpobnem KJIMeHTOB 3aTpPaTHOCTMU
@ LIeSIMKOM B paMKax XU3HeHHbIX
cuUTyaumn NMOMOLLb KIMEHTY B cobntogeHnmn
@ obs3aTenbHbIX TpeboBaHUN,
nepcoHanbHas nopgbopka npenMyLecTBeHHO 6e3 pusnyeckoro

8 aKTyasbHbIX A9 KaXA0ro KnmeHTa B3aMMOOENCTBUSA C HUM
ycnyr, Mep NoaAaepXKn n cepenucos
M UX NPOaKTUBHOE NpepocTaBneHue ~ opraHusaums B3aumMoaencTens

tw rocynapcTtea n 6u3Heca Ha OCHoBe

nporpamMmHbix nHTepdeiicos (API)



KTo aBngeTcs KJIMEeHTOM B NOHUMaHUM CTaHp,ap'ra?

+/ OcyuwecTBnsiiowme nnm HamepeHHble OCYLLECTBNSATb KOMMEPHYECKyio U (unu)
HEeKOMMepYecKyio AeqaTeNbHOCTb POCCUIMCKME NN NHOCTPaHHbIe dusndeckme
Unu lpugndeckme nuua

KTo o693aH npuMeHsaTb cTaHAapT?

v/ OpraHbl rocygapcTBeHHOM BNacTu, MECTHOIO CaMoynpaBieHus
«/ [locypapcTBeHHbIe U MyHULMNAanbHbIE yYPEeXOeHUs U NpeanpusaTms

+ VHbie ynonHoMo4eHHbIe rocyfapcTBOM OpraHn3aumnm

PykoBopgsume npuHUUNbI, NnognepXuBatouime LeHHOCTHU
KJIMEHTOLLeHTPUYHOro rocyfapcTea

% PaBHbIY pocTyn : { > SddekTUBHOCTL U yRo6CTBO

p KnueHT - B UEeHTpe nesTenbHOCTL. P Yno6cTso M ckopocTb. CepBucHas KynbTypa.
OocTynHOCTb PesynbraTuBHOCTb
OB6beKkTUBHOCTb BzaumHoe gosepue
u 6ecrnpucTpacTHOCTb n 6e30NacHOCTb
p PasyMHoCTb perynnposaHus. P BesonacHOCTb 1 KOHPUAEHUMANBHOCTS.
HeponycTUMOCTb BO3MOXEHUS U36bITOYHbIX OTBeTCTBEHHOCTb. MUHUMU3ALUSA KOHTPONS
uspepxek. CnpaBsegnmeocTb (Hap3opa)

y x [MocTosiHHOE noBbilleHue
EouHcTBO U LLeNoCTHOCTL

KayecTsBa U NMpoakTUBHOCTDL

P HoctosepHocTb. MocTosiHHOE P  OTkpbiTOCTb M BOBAEUYEHHOCTD.
CoBepLeHCTBOBaHMe BHegpeHune nHHosauuit. NMpoakTMBHOCTL

—
0

OTKpPBLITOCTE N MPO3PaYHOCTb

P [puHsTHe pelweHnii Ha ocHoBe
[OCTOBEpPHbIX AaHHbIX



Peanusauusa KIMeHTOLEHTPUYHOrO Noaxoaa B rocyfapCTBEHHOM
U MYHULIUNANbHOM yrnpaBneHuu

OTBeTCTBEHHbIE

3a npepocTaBneHue ycnyr
I]y B pamkax XC opraHbi Bnactvm

M YNONMHOMOYEHHbIe

opraHusauum

P ¥
e

MpoekTHbIV oduc

ConpoBoxpaeHue peanusauunmn
K/IMEeHTOLLEHTPUYHOro noaxona

B rocyAapCTBEHHOM U MyHULIMNANbHOM
ynpasneHuu o6ecnedunsaetcs NMpoekTHbIM
0pUCOM MO KIIMEHTOLLEHTPUYHOCTH,
KOTOPbIV SBASETCS LEHTPOM METOA0NOr NN
W 3KCNepTU3bl BHeAPeHUS
K/IMEHTOLLEHTPUYHOro noaxoaa

Ha pepepanbHOM, permoHanbHOM

Y MYHULUNANbHOM YPOBHSIX ynpaBieHus

KnueHTOLEHTpUYHbIM Nogxon B
rocynapcTBEHHOM U MyHULIUMNANbHOM
ynpaeneHuu BHeApseTcs NocCpeacTBOM
BbINOSIHEHUS OpraHamMu BNacTu u
YNOMHOMOYEHHbIMU OpraHu3aLmMsaMm
Tpe6oBaHum CTaHgapTa

Ponb B peanusauuu

Ponb B peanusauuu

KJIMEHTOUEHTPUYHOro nogxoga KJIMeHTOUEeHTPUYHOro nogxona

P OnpepneneHne XM3HEHHbIX CUTYaLNA ANS P BuinonHerue dyHkUMi1 onepaTopa peecTpa
BHEOPEeHUS KIMEHTOLLEHTPUYHOIro noaxona XUBHEHHbIX CUTYaLUUn
B roCcyfapCTBEHHOM U MYyHULUMaNbHOM
yrnpasneHum p ConposoxgeHne popmmposaHmsa Kpocc-
byHKUMOHaNbHbIX KOMaHA
P YreepxaeHue nnaHoOB NO BHEAPEHMIO U3 NpeacTaBUTesNe opraHoB BfacTu,
KJIMEHTOLLEHTPUYHOTIO rnogxoaa YMOSIHOMOYEHHbIX OpraHmM3auui,
pa3paboTymnKOB NPOTOTUMOB YCNYT, MEP
P Popmuposanme ans peanuaaumy nnaros NnoAAepPXKN N CEPBUCOB, MHbIX IKCMEPTOB
Kpocc-dYyHKLMOHaNnbHbIX KOMaHL,
P BbiseneHue u nsydeHue notpebHocTen
P O6ecneyeHue peanusaunm NnnaHos no KA BT AN B AOPHTETHEIKC
BHEOPEHUIO KNIMEHTOLEHTPUYHOrO nogxona
Pp PaspaboTka 1 NOCTOSIHHOE yny4leHne
[ g OGecnequl:e KOHTPONS AOCTUXEHUS DYKOBOZACTE M0 K/IMEHTOLEHTPUYHOMY
nokasartenen KNUEeHTOUEHTPUYHOCTU AV3aliHY U NPOTOTUMNMPOBAHMIO YCNYT, Mep
NoAnepXKu U CEPBUCOB
P TecTuposaHue Ha LeneBbix ayanuTopmuax
NMPOTOTUMOB YCAYT, Mep NogaepXKU U
CEepBUCOB NPUOPUTETHBIX KUIHEHHbIX
cuUTyauui 0o UX BBOAA B IKCMyaTauuio
B paMkax cneumanmsanpoBaHHOro
nogpasgenerHus «Jlabopatopus
MoJSIb30BaTENbCKOro TECTUPOBAHUSAR
P MoOHUTOPUHT yROBN-TH KNNEHTOB
P KoHcynsTupoBaHue no Bonpocam
BHEAPEHUS KITMEHTOUEHTPUYHOIro noaxoaa
P OueHka ypoBHEW KNIMEHTOLEHTPUYHOCTHU

OpraHoB BfacTU U YNONHOMOYEHHbIX
opraHmnsauunmn



Tpe6oaa|-m9| K BbIgBJIEHUIO N U3YHEHUIO no1'pe6|-|ocre|7| KJIMeHTOB

@ C6op cBefeHni 0 KIIMEHTCKOM onbiTe

MsyqaeTcg ncrtopud B3aUMOOENCTBUS KJIMEHTOB C rocynapcrteom, ¢OpMVIPYIOTCQ
M NpoBepsarTCa rmnoTe3bl O KIIMEHTCKOM OrnbiTe

@ CermeHTauuns KJIMeHTOB

NayyaeTca nctopms B3anMoaencTBUS KIIMEHTOB C rocyaapcTBoM, GOpMUPYIOTCS
1 NPOBEPSIOTCS MMMNOTE3bl O KIIMEHTCKOM OMNbiTe

N
@ PaspaboTka (akTyanusauusl) KapT KIMEHTCKUX NyTeun

KapTbl copgepxat: onucaHue XC, onucaHune npoduns KIMEHTCKOro CerMeHTa, TMnosble
NOTPEeBHOCTU KNNEHTa, [eNCTBUS KIIMEHTa OT MOMEHTa BO3HUKHOBEHUS NoTpebHocTen

0O MOMEHTa UX yA0BNeTBOPEHUS, BUAbl (TUMbl) NONYYEeHHbIX KNTUEeHTaMun yCnyr v CepBUCOB,
TOYKM B3aUMOOENCTBUSA C OpraHamu BnacTu U yrnosIHOMOYEHHbIMU OpraHn3aumsmu,
K/TMEHTCKUI ONbIT B TOYKAX B3aUMOLENCTBUS

N3yyeHue noTpebHocTen, paspaboTka v akTyannsaums KNMeHTCKUX CLueHapues

anHﬂTMe pel.l..leHVIﬁ no nrToram nsy4vyeHus nOTpeﬁHOCTeﬁ KJINeHTOB

Y
@ BepeHue peectpa XC, npodpuneit KIIMEHTCKUX CErMEHTOB

p OnpepeneHve NpUOPUTETHLIX ANS YAOBNETBOPEHUS NOTPe6GHOCTeN 1 pelueHns
BbISIB/IEHHbIX Npo6nem rpynn

’ Pa3pa60T|<a pekoMeHgaLmin No NOBbILLEHMIO Ka4yecTBa KJIMEHTCKOro onbiTa

p [oseneHue fo KIMEHTOB PE3yNLTATOB BbISB/IEHNS U 3YYeHUs nx NnoTpebHocTeln

Ponb B peann3auum KIMeHTOUEeHTPUYHOro nogxona

OaHHble o cbeeKTax npenanHMMaTenbcxoiﬁ M1 UHOM 3KOHOMUYECKOW NedaTefIbHOCTU
O6e3nnyeHHble gaHHble 06 ncTopun npenocTaBneHnd ycnyr, Mep nognepXxkKmn n cepemncos

O6palyeHuns KIMEHTOB NO BONPOcaM peLueHus NpobneM, NnpeanoxeHus B pamkax ny6nmndHbix
ob6cyxaeHun ysegomneHu n npoektos HMA

HeoduumanbHblie KOMMeHTapuK, Xanobbl, OT3biBbl B COLMANbHbLIX CETSX, rpynnax
B MecceHaxepax, Ha dopymax, nopTanax u UHbIX UHGOPMALIMOHHbBIX pecypcax

vV v vVvYy

HaHHble noknapos YnonHomMo4eHHoro npu MNpesngenTte PD no 3awuTte npas
npepgnpuHuMaTenei n ynonHOMOYeHHbIX Mo 3aliuTe npas npeanpuHuMaTenei
B cy6bekTax PD

OTKprTbIe n O5LIJ,e.Q.OCTYI'IHbIe OaHHblIe

v

aHHble o nepcoHa/ibHbIX l'lOTpe6HOCT9IX, HenocpeancTBeHHO NpeocTaB/ieHHbIe KITMEHTOM

v



Kakue TunoBbie NOTPe6HOCTU BbIAENAIOTCSH, U3yHaloTCA

M aKkTyanumsupyroTtca?

MoTpe6bHoCTU, KOTOpPbIE
MOTYT YOOBJIETBOPATLCA
nyTem npepocTaBieHus
yCJlyr n cepemcos

nga Takux notpebHocTeM
paspabaTbiBaloTCH

u (Mnn) akTyannusnpyoTcs
KTMEeHTCKUE CLeHapuu,

MoTpe6HocTH,

B OTHOLUEHUU KOTOPbIX
BepeTcs paboTa

Mo UX yAOBNIETBOPEHUIO

[Ons Takmx noTpebHoCcTEN
npoekTupytoTcs/
PEUNHXUHUPYIOTCS YCNyru
M CepBUCHI

MoTpe6HocTHU, KOTOPbIE
He MoryT 6bITb
YOOBNETBOPEHbI

B TEKYLLMX YCIOBUAX
B Heo6xoguMmbie

LS KJINEeHTOB CPOKU

Ona tTakmx notpebHocTen
B MHPOPMAaLMOHHbIX

obecne4dmnBaoLlmne
6ecLioBHOE
B3aMMOYBSA3aHHOE
npoxoxgeHue
KJTIMEHTCKOIO MyTH

cuctemax BegytTCyd OoTBeThbl
Ha 4acToO 3agjaBaeMble
BOMpPOCHI, obaszaTtenbHO
YKa3blBaAOTCH NPUYUHDbI
HEBO3MOXHOCTHU

nx ynoBneTBopeHuns

Tpe6oBaHUs K NPOEKTUPOBaHUIO/PENHXUHUPUHTY yCNyT
u cepBucoB (TpeboBaHuq)

v
v

OcHoBbIBaTbCS Ha pe3ynbraTaXx BbiaABIE€HUSA \/

n NyyeHus nOTpesHOCTeﬁ KJIMeHTOB

Y4uTbiBaTh BO3MOXHOCTU UCMONb30BaHUS

yp.oGH bIX 4149 KITMEHTOB TOYEeK
B3auMMOOEenCcTBuUS C opraHamum BnacTun
N ynosIHOMOYEeHHbIMU OpraHn3auunamm

OcHoBbIBaTbCH Ha CTpaTeru4eckmnx
OpueHTUpax rocygaapcTsa U U3y4eHum
undpoBon MHGPACTPYKTYpPbI

M opraHu3auum Nnpoueccos
npepocTaBneHns ycnyr, Mep nogaepxku
M CepBUCOB OpraHax Bnactu

M YNOJTHOMOYEHHbIX OpraHu3aymsax

BoBnekaTb KNUMEHTOB U NpeacTaBuTenen
o6 ecTBEeHHbIX OpraHu3auni
npeanpuHUMaTenem n UHCTUTyTa
yMNOSIHOMOYEHHOr o Mo 3aluTe Npas
npepnpuHuMarenen B paspaboTky

nrTecTupoBaHue NpoToTuNnoB MeXaHU3IMOB

oueHKM cobnoaeHns obs3aTenbHbIX

Tpe6osa|-mﬁ A0 BBOAa UX B aKCNayaTauuio

v

Y4uTbiBaTh HOBbIE TEXHONOIUU U Opyrune
BO3MOXHOCTU A1 CHUXEHUSA nsgepxek
KJIMEHTOB, CBA3aHHbIX C cobniogeHnemM
obga3aTenbHbIX TpeboBaHUM

M OCyLLECTB/IEHNEM B UX OTHOLLUEHUN
MEpPONPUSTUN NO OLeHKe cobnogeHns
ob6a3aTenbHbix TpeboBaHUM

O6ecneynBaTb CHUXEHME N3gepxeK
KJIMEHTOB, CBSA3aHHbIX C NpoBeAeHNEM

B UX OTHOLUEHWUWN MEPONPUATUIA NO OLLEeHKe
cobnoaeHns obasaTtenbHbix TpeGoBaHU

O6ecneyneaTb OTBETCTBEHHOCTb OPraHoB
BNacTu 1 YNONHOMOYEHHbIX OpraHusauni
3a coBepLUeHHble aencTeus (6esgenicTaue)
M He ponyckaTb nepeknagbiBaHue Takom
OTBETCTBEHHOCTU Ha KITMEHTOB

[MoBbiWaTb Ka4eCTBO KJIMEHTCKOro onbiTa



STanbl

@ MogroroBka K NPOEKTUPOBaAHUIO/PENHXXNHUPUHTY YCIYT, MEP NOAAEPXKN N CEPBUCOB

OcHOBOW A9 NOAroTOBKU BbICTYMNAKOT KAPTbl KITMEHTCKUX MNYTEN U pekoMeHaaLum

MO NOBbLILEHWNIO KAYECTBa KNTMEHTCKOro onbiTa. B paMkax peuHXUHUPUHra Ha faHHOM
aTane aHanUa3upylTcs TpeboBaHUs K NPeaoCcTaBNeHUIo YCIyr, Mep NogaepXKu

M CEPBUCOB, NMpakTMKa UX NpefocTaBieHns, ONUCbIBAaeTCS TEKYLL MW Npouecc (kapTa
KNMEeHTCKOro NMyTU COOTHOCUTCS C YTBEPXAEHHbIMU KIIMEHTCKUMU CLLEHApPUSMN).

Kak npu penHXUHUPpUHIe 4eCTBYIOWMNX, Tak U Npu pa3paboTke HOBbIX YCNyT, Mep
NoAAEPXKU U CEPBUCOB Ha AAaHHOM 3Tane aHanU3npylTCcs Ny4dLune NPakTUKY,
OLEeHUBAIOTCA BAapUaHTbl UX NPefoCTaBNeHNs, NO3BOMNSAIOLWMNE PELUUTD BbISIB/IEHHbIE
npo6nembl, paszpabaTbiBaeTCs 1 ONUCHIBAETCH LLeNEeBON KIIMEHTCKNI CLLEHAPUA.

@ Pa3p360TKa nTecCTupoBaHuUe NMNPoOTOTUNOB yCINyr, Mep Nnogaep>XXkKuv m cepesmucoe

[nga HoBbIX ycnyr, Mep NogaepXKu u CepBMCOB CHavana paspabaTbiBaeTcs
BEepXHeYpPOBHEBbIM NpoToTUN (anbda-Bepcus). Bce npoToTunbl 0693aTenbHO TECTUPYIOTCS
Ha LeneBbixX ayAnTopusx, pesynbTaTbl TeCTMPOBaHUS obpabaTbiBaloTCs, rOTOBATCS
M3MEeHeHNs B onmcaHune LeneBsoro KIIMeHTCKOro cueHapus

(Npy HeOBXOAMMOCTHK) U NPEnNIOXeHUs No pa3paboTke/M3MEHEHNIO HOPMaTUBHbIX
npaBOBbIX aKTOB.

@ BBog NpoOTOTUNOB YCNyTr, MEp NOAAEPXKWU U CEPBUCOB B 3KCNJyaTaLuio

PesynbTtaT: yTBEpPXAEHHbIE HOPMATUBHbIE NPABOBbIE aKTbl, UHbIE AOKYMEHTHI,
Heob6xoAuMMble ANs BHEAPEHUS AeTann3npoBaHHOro NPoToTUNa yCnyrv, Mepbl NoaaepXKu
W cepBuUca, BBEAEHHbIN B MPOMbILWEHHYIO 3KCMyaTaunto NpoToTUM ycnyru, Mepbl
nogaepXxku unu cepeuca.

@ MOHMTOpMHI" YOOBJ/IeTBOPEHHOCTU KJTUEHTOB U nokasarteneu KJIMEHTOLUEHTPUYHOCTHU

' Opl‘aHbI Bf1aCTU U YNOJIHOMO4YEHHbIe OpraHu3ayuum oCcyLecTensaoT
npoekKkTupoBsaHue U peMHXUWHUPUWHT, B TOM HUcne:

1) MEXAHU3MOB OLLeHKM cobnoaeHns ob6s3aTenbHbiX Tpe6oBaHUN, OCYLLLECTBSEMbIX
B paMKax rocyfapCTBEHHOIro KOHTpong (Hag3opa), MyHULUNanbHOro KOHTPoNs,
NpUBNEeYEHUsa K aAMUHUCTPATUBHON OTBETCTBEHHOCTU, NPEAOCTaBIEHUS NULEH3UN
W UHbIX paspeLueHnit, akkpeguTaLmm, oLeHKU COOTBETCTBUS NPOAYKLUN, UHBIX GOPM
OLLEHKM M IKCMEPTU3bI, C yHETOM PUCKOB NPUYMHEHMUS Bpeaa (ywep6a) oxpaHaeMbiM
3aKOHOM LL€HHOCTSM

E Tpe6oBaHus K NnpoLeccy:

v/ BoBnekaTtb knneHTOB B pa3paboTKy U TECTUPOBaHWE NPOTOTUMNOB MEXaHU3MOB OLLE€HKMU
cobniopeHus obs3aTenbHbix Tpe6oBaHUM [0 BBOAA UX B 3KCNyaTaumio



MPUBOAUTDL K CHUXEHUIO U3[EPXKEK KJIMEHTOB, CBA3aHHbIX C NPOBEAEHWNEM
B UX OTHOLLEHUM MEPONPUATUIA MO OLieHKe COBMoAeHNA 063aTeNbHbIX TPe6oBaHUiA

OcHOBbIBATLCS Ha pe3ynbTaTax BbISBAEHUS U U3y4eHUs NpobrieM KNUeHTOB, BO3HUKAIOLWMUX
B CBA3U C NPOBEeAEHMEM B NX OTHOLLEHUU MEPOMNPUSTUI MO oLeHKe cobnoaeHns
obsazaTenbHbIX TPe6oBaHUM

Y4nTtbiBaTb BO3MOXHOCTU MCMOJIb30BaHUS ynO6Hle ONa KNMeHToB CepBucoB
B3auMoOencTeumg opraHamMum Bnact n ynoIHOMO4YeHHbIMU OpraHn3auungam

Y4nTbiBaTb HOBbIE TEXHONOMUU U APYrue BO3IMOXHOCTU A9 CHUXEHUS U3AepPXeK KIMeHTOB,
CcBSA3aHHbIX C cobnogeHremM obasaTenbHbiIX TPe6oBaHUM U OCYLLLECTBNEHUEM
B X OTHOLUEHUN MEPOMNPUSTUI MO oLeHKe cobnogeHnsa obasaTenbHbIX TpeGoBaHUM

2) cepBUCOB OCYLLECTBEHMS 3aKyMNOK TOBapoB, paboT, ycnyr ans obecneyeHus
roCyAapCTBEHHbIX U MyHULUMNAsbHbBIX HYX/, B COOTBETCTBUN C YKa3aHHbIMU BbiLLe 06LUMY
Tpe6oBaHMAMMN K MPOEKTUPOBAHMIO U PEMHXUHUPUHIY C YHETOM CrieAyioLLero:

E Tpe6oBaHus K npoueccy:

MpoBoauTbLCS B LieNax 3alunTbl KOHKYPEHL UKW, NpefoTBpaLLeHUs KOPPYNumMu u opyrmux
3noynoTpebneHuin B cpepe 3akynok

YunTbiBaTh BO3MOXHOCTU COBEPLUEHUS KIIMEHTaMU TEXHUYECKMNX oWnBoK Npu y4acTum
B Npoueaypax 3akyrnok 1 NnpeaycMaTpmeaTh BO3MOXHOCTU UX UCTIPABEHUS
6e3 BO3HUKHOBEHMWS HEraTUBHbIX MOCNEeACTBUM ONS KNUEHTOB

MpenycmatpuBaTb yAOGHbIN AN KNTMEHTOB UHCTPYMEHTapuin peannsauum
npeaycMoTpPeHHbIX 3aKOHO[aTeNbCTBOM NpaB 1 0653aHHOCTEN YHaCTHUKOB 3aKyNoK Ha BCeX
CTagusx oCyLIeCTBNEHUS 3aKynoK, BKNOYas MHCTPYMEHTbI 06XanosaHua aencTeui

nnun 6e3nencTBusa 3aKa34ynkos U BO3MELLEHNSA NPUYMHEHHOIO Bpeaa

E Tpe6oBaHus K NpoLeccy yAOBNEeTBOPEHUS NOTPe6HOCTeN KNMeHTa:

<

OCHOBbIBaTbCA Ha pe3ynbTaTax BbiAB/EHMUA N U3YyYEHUA ﬂOTpe6HOCTEV1 KNTMEHTOB

O6ecneynBaTb UHHOPMUPOBAHUE U OBYYEHUE KIMEHTOB NPaKTUYECKOMY MCMOb30BaHUIO
NpeaoCTaBNsAeMbIX YCNyr, Mep NOAAEPXKKMN U CEPBUCOB

MpenocTaBnATb KNNEHTY Bbl60p HaCTpoeK B3aUMOAENCTBUSA C OpraHaMu BnacTu
1 yNnoNIHOMOY€E€HHbIMU OpraHn3auuamm

Ob6ecne4nBaTtb NPOaKTUBHOE B3aMMoaencTeune Npun Han4nm cornacua KJimeHTa
PewaTtb I'Ip06ﬂeMbI KJ/IMEHTa LUesIMKOM B paMKaX XXU3HEeHHOMN cutyauum

O6ecneuunBaTtb npoakTueHoOe BS&MMOAGVICTBMG npu Hanun4dum cornacusa KnmeHTa



+/ [pu cornacum knueHTa o6ecneYmBaTb AOCTYN OGLLECTBEHHbIX OPraHu3auui,
npepnpuHUMaTenen n ynonHOMOYEHHbIX MO 3aluTe npae npeanpuHuMmaTenei
K @HHbIM O KayecTBe KIIMEHTCKOro onbiTa

v/ O6ecneyuBaTb NpenMyLLECTBEHHO NPOAKTUBHOE NpeaocTaBneHne ycnyr, Mep NoaaepXku
1 cepBnCcoB (MCnonb3oBaHWe YOO6HbIX AN5 KNIMEHTOB TOYEK B3aMMOAENCTBUS C opraHamMm
BNAcT U YNONHOMOYEHHbIMU OpraHn3aumsm)

5

MMHMMVI3VIpOBaTb BpeMeHHble, dJMHaHCOBble U NHble 3aTpaThbl KJTMEHTa, 06yCJ‘IOBJ‘|eHHble

B3aUMOOEeNCTBUEM C opraHamMmum Bnactuv U ynosilHOMO4eHHbIMU OpraHnsaumnamm
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MHdopmupoBaHme KNMeHTOB 06 ycnyrax, Mepax NogaepXKku n cepBmucax
M NnpegocTasneHne oby4aloLmx CepBUCOB

YnpaBneHue cornacveM Ha NpoakTUBHOE NPefoCTaB/IEHUE YCIyr, Mep NMoa aepXKU

M CEPBUCOB B paMKaX XW3HeHHOW cuTyaumu. Kak npaBuno, ycnyruv, Mepbl nogaepxku
M CepBUCHI OKa3blBaOTCA NPOaKTUBHO NOCNE NOSy4YEHUS COOTBETCTBYIOLLEro cornacus
KNUeHTa B yno6HOM ANg HEro To4ke B3auMoaencTeus.

OTHeceHue KNnUeHTa K XU3HEeHHOM cntTyauum

OTHeceHue KnueHTa K Npodunio KIIMEHTCKOro cerMeHTa

OnpepeneHve TMNOBbIX NOTPEBHOCTEN KNMeHTa Ha ocHoBe MHGopMaLun 06 OTHeCEeHUU
KNMEHTA K XXU3HEHHOM CUTyauun, Npodunto KNMEeHTCKOro cerMeHTa

OnpegeneHvie NoTpebHOCTEN KNMEHTa Ha OCHOBE NCTOPUU B3aUMOLENCTBUS C KITMEHTOM

PaszpaboTka npenBapuUTenbHOro KIIMEeHTCKOro cueHapus

Mop6op ycnyr n cepBUCOB KIIMEHTCKOrO CLieHapus AN yaoBneTBOpeHns notpebHocTen
KNUeHTa B paMKax XU3HEHHOM cuTyauum

BHeceHune cBepeHni 0 NoATBEPXAEHHbIX NOTPEBHOCTSX KNneHTa B g poBbie CUCTEMDI
opraHoB BnacTm

YTO4HeHMe 1 noaTeepXaeHWe NoTpebHOCTEN MPY KOHTAKTe C KNMEHTOM

YooBneTBopeHue NoTpebHOCTEN KTUEHTOB

Mony4yeHune n o6paboTka o6paTHOM CBA3N OT KIIMEHTOB



Mopsapok B3anMofencTBUs € KIIMEHTOM 3aBUCUT OT BO3MOXHOCTM
YAOBNETBOPEHUS €ro noTpebHOoCTM!.
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@ MoTpe6bHOCTU HENb3Y YAOBNETBOPUTDL

1. Undpopmaumsa o npuumnHax, no KOTOPbIM HENb3s YA0BNETBOPUTL €ro NOTPEeBHOCTH,
NpenocTaBNsSeTCs KIMEHTY Mo ero 3anpocy

2. B OTHOLWEHUMU KnueHTa GUKCUPYIOTCS CTaTyCbl yA0BNETBOPEeHUs NnoTpebHocTel

3. PaccMmaTpuBaeTcs BO3MOXHOCTb pa3paboTku HOBbIX YCNYr U CEPBUCOB,
PeNHXUHUPUHra cyulecTeyrwmnx ycnyr n CepeBmcoB, akTyanmsaunm KNMeHTCKnX
cueHapues

4. NMoppepxuBaeTcs o6paTHas CBA3b C KIMEHTOM Ha Clly4Yan, ecnv nosBUTCS
BO3MOXHOCTb YA0BNETBOPEHUS NOTPeBHOCTH

MoTpe6HOCTN MOXHO YAOBNEeTBOPUTD, HO OTCYTCTBYET YacTbh CBefeHUuMn
O KNNUeHTe Ha MOMEHT B3auMOLencTens

1. B pexvme «ogHOro okHa» o6ecrneymBaeTcsi BO3MOXHOCTb 3arnofiHeHUs GopM AaHHbIX
C HepgocTawuwen nHdopmaumven (3anonHeHne popm 3aHnmaeT He 6onee 10 MUHYT)

2. CBepeHusa nonagatoT B UnudpoBon Npodunb KNMEHTa U aBTOMaTUYeCKn NPoBepPsIoTCS
Ha HeNpPoOTUBOPEYUBOCTb U NMPABOMOYHOCTbL NPEAOCTABNEHUS YCAYrU Unun cepeuca

I'IO'rpeSHoan MOXHO yOoBNeTBOPUTb, OpraHbl B1IaCTU U YNOJIHOMOYEeHHbIe

opraHunsayumn o6nap,a|o1' AO0CTaTOYHbIMU OAaHHDbIM

1. KnueHT yBegomnseTcsa o NnpefocTaBieHnm eMy yCnyr u CepBUCOB, B Ciy4ae HacTynneHus
3akpenneHHbix B HIMA XC, npu koTopbix cornacue Ha npoakTUBHOE NpefocTaB/ieHne
yCnyrvi U CeEpBUCOB OT KNTMEHTa He TpebyeTcs

2. ABTOMaTM4eckm nopgbupaeTcs NnepevYeHb yCnyr u CEpBMCOB AN KIIMEHTa Ha OCHOBaHUMN
npenBapuUTENbHOIO KITMEHTCKOIo cLueHapus

3. Ecnun Tpe6yeTcs| HenocpencTteBeHHoe B3aMMOAenCcTBUE C KIIMEHTOM ANng onpepeneHud
npaBOMOYHOCTU NpeaocTaBneHus ycnyru, To npon3BoguTCca 3anucCb KnueHTa
AnNg Takoro BaaMMOAeﬁCTBMQ, npegoctaBngaeTcsa VIHd)OpMauVIQ
O ero MeCToHaxoXxgeHmm Ha KITIMeHTCKOM nyTu

4. Ecnu HenocpeacTtBeHHoe B3aMMOLENCTBUE C KIMEHTOM AN onpegeneHunsa
npaBoOMOYHOCTU NpenocTaBeHnd ycnyru He Tpe6ye'rc9|, TO NepcoHasnbHO ﬂ0ﬂ06paHHble
ycnyrum, Mepbl noanepxku n CepBUChbl N3 KIIMEHTCKOrro cueHapuga npeocTtaBngaoTcy
(l'lpM HanNM4YmMm Cornacus oT KNIMeHTa) aBTOMaTUYECKN B KOAUH KITNK» OHNauH
unu He 6onee 5 MUHYT Npwn IN4HOM B3aMMOLENCTBUN

5. dukcupyeTcs oueHka yaoBNeTBOPEHHOCTH KNMeHTa No eAUHON MeToanke

6. O6paTHaga CBS3b UCNONb3YeTCa ANS BbISBNEHUS U U3YYEeHUSa NOTPEBHOCTU KITUEHTOB,
NPOEeKTUPOBAHWS/PENHXUHNPUHIE YCNYT N CEPBUCOB




MoTpe6HOCTU MOXHO YAOBNETBOPUTb, OPraHbl BacTh U YNONIHOMOYeHHbIe

opraHusayum 0651apaloT AOCTAaTOYHBIMU [AaHHbIM

1. KnueHT yBepoMnsieTcs o NpefocTaBneHnm eMy yCeryr n CepB1UCOB, B cny4ae
HacTynneHuns sakpenneHHbix B HIMA XXC, npu koTopbix cornacme Ha NpoakTUBHoOe
npepocTaBneHne ycnyru n CepBmucoB OT KNIMEHTa He TpebyeTcsa

2. ABTOMaTuyecku nop.6v|paeTcs| nepeyeHb ycnyr v cepBmncoB ang KnmeHTa Ha OCHoBaHUU
npenBapuUTesIbHOro KJIMEHTCKOro cueHapus

3. Ecnn Tpe6yeTcs| HenocpencrteeHHoe B3aMMOLENCTBUE C KIIMEHTOM 414 onpegeneHunda
npaBOMO4YHOCTU NpefgocTaBieHnsd ycnyru, To npon3BognTCcsa 3anmcb KNnMeHTa
0J19 TAaKOro B3auMogencTeug, npegocrasngdeTcyd MHd)OpMaLIMSl
O ero MeCToHaxoxgeHuu Ha KNIMeHTCKOM NyTu

TPGGOBGHMQ K KJIMEHTOLEHTPUYHOCTU B TUMNOBbIX TOYKaX asaumoneﬁcrauq C KNneHTamm

Y knueHTa ponxeH GopMMPOBaTLCS MONOXMUTENBHbIN OMbIT NPOCTOTbI U IEFKOCTH

OT B3aMMOAEWCTBUS C OpraHamMm BNacTu 1 ynosIHOMOYEeHHbIMW OpraHnsaumnsMm BHEe 3aBUCUMOCTH
OT KaHana Takoro B3aumopgencTeud. KnueHTty gonxHa 6biTe LOCTYMNHA NonHasa nctopus
B3aUMOLENCTBUS C OpraHaMu BNacTu U yNosIHOMOYEHHbIMU OpraHu3aumnaMm B paspesax
XN3HEeHHDbIX CMTyaLLMﬁ, npenocTaB/ieHHbIX yCnyr, Mep noanep>XkKu n cepemcoB, TOYeK
B3aMMogencTemnsg

[3 Ponb B peanusauum KJIIMEHTOLEHTPUYHOIO Nnogxona

p WHdopmaunoHHoe B3anmopeincTeme opraHoBs BNacTu U YNOTHOMOYEHHbIX OpraHusaumii
C KNIMeHTaMu, npegnonaratouee NepmogmnHecknii uinm NOCTOSHHbIN XxapakTep, 40XHO
CONpPOBOXOAaTbCs NMPeAoCTaBNEHNEM KJIIMEHTY NMPOrpPaMMHOIro nHTepdeinca npuioxXeHus
(APIl) pna nonyyeHus 1 nepenavym HEO6XOAUMbIX CBEAEHUN

p [ns nporpaMMHOro B3anMopaencTems foxeH 6biTb NPeaycMOTPEH Nerko
W MOHSITHO peanuayemblil MPOLEecC Nosly4eHus, yCTaHOBKU U aKCrnyaTaumm
nporpaMmHoro o6ecredeHusi, OCHOBaHHbIN Ha eAUHOM CTaHaapTe

’ I'Ipouecc NOAKNKYEeHUA OO0JIXEH CONPOoBOXAaTbCd CepBMCOM KOHCYNbTUPOBaAHUSA
KSINeHTa B OHMalH pexumMe, Takum 06p330M, 4TO6bI Cpeﬂ,HMVI CPOK NMogkKn4YeHus
cocTaengan He 6onee CYyTOK

p [NogknioyeHne K NporpaMMHbIM MHTEpdericam NPUNOXEHNM AONXHO OCYLLEeCTBNATLCS
6e3B0O3ME30HO

P WcnonbsosaHue NporpaMMHbIX UHTePdENCOB NPUNOXEHMI AONXHO COOTBETCTBOBATL
BbICLUEMY MEXAYHapOAHOMY YPOBHIO AOCTYMHOCTH, BbiCTPOAENCTBUS 1 6e30MacHOCTU
OaHHbIX
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<5\ [nuTenbHoe HaXoXAeHMe Ha TePPUTOPUSIX C OCOBBIM PEXUMOM MPaBOBOro
11 perynmpoBaHus U UHPPaCTPYKTYPHbIX 06beKkTax

P BsaumopeiicTBMe [OMKHO OCYLLECTBNATLCS B PaMKax LMdpOBON CEPBUCHOM
9KOCUCTEMBbI KIIMEHTCKOIO CONPOBOXAEHUS MOSTHOMO LiUKNa OT MOMEHTa BO3HUKHOBEHUS
y KNMeHTa NoTpeBHOCTU CTaTb pe3uaeHTOM A0 peanuaaLm 3aaBneHHbIX Lenen,
BKJIIOYaloLLen:

1. eguHylo TexHoMornyeckyto nnatpopmy

2. CepPBUCHbIN MHCTPYMEHTapuii ynpasneHus 4oroBOpPHbIMU OTHOLLEHUSIMU

3. cepBUCHI TMB6KON HAaCTPOWKU NPeaYyCMOTPEHHbIX CMeLmanbHbiX MapaMeTpoB
perynupoBaHus

4. cepBUCHI MPOAKTUBHOIO NPEAOCTaBNEHUS YCNyr, Mep NoaaepXKu

5. rM6K1Un NHCTPYMEHTapUM MOHUTOPUHIA U KOHTPONSA 3bPEKTUBHOCTU

W pe3ynbTaTUMBHOCTM B 3@aBUCMMOCTU OT OCOBEHHOCTEN Npoduna KNMeHTa

W peanuayemMon UM AesTeNbHOCTHU

P [Ong knueHToB gonxeH 6biTb 06ecneveH pexmm HeAUCKPMMUHALMOHHOro AOoCTyNa
K HE06X0AMMbIM A5 OCYLLECTBIEHUS AEATENbHOCTUN cepBrcam LnppoBO 3KOCUCTEMDI,
a Takxe o6bekTaM MHPPacTPyKTypbl

D Mo6unbHblie npunoXxeHus Mo6wunbHble NpUNOXeHUs OOJIXKHbI:

P Ortseyatb TpeGoBaHUsM K MOpTanam v SBNSTLCS €ro aganTUpoBaHHOW Bepcuein
P Bbitb 06uienocTynHbIMU U 6ecnnaTHbIMU AN9 3arpysku

P ObecneynBatb 6€30NaCHOCTb U KOHPUAEHUNANBHOCTb AaHHbIX

8 Ponb B peanusauumu KJIMeHTOUeHTPpU4YHOro nogxona

p VHdopmaumoHHOe B3amMoaencTene opraHoB BNacTh 1 YNONHOMOYEHHbIX OpraHu3auni
C KNTMeHTaMu, NpegnonaraiwLliee Nnepmoguyeckmnii Um NoCTOSHHbIN XapakTep, 0OXHO
COMpPOBOXAATbLCS NPefoCTaBNeHUEM KJIMEHTY MPOrpaMMHOro MHTepdenca NpunoXxeHus
(API) pna nonyyeHuns 1 nepega4vmn HeO6XoAUMbIX CBEAEHUN

P [ng nporpamMMHOro B3anMopaeincTems fonxeH 6biT NpeaycMOoTpeH Nerko
Y MOHATHO peanuayemblii NMPOoLLEecC NoslydeHus, yCTaHOBKU U aKCrnyaTaumum
nporpaMmHoro o6ecrneyeHusi, OCHOBaHHbIN Ha eAUHOM CTaHaapTe

’ ﬂpouecc NOoOKNIYEeHUS OO0JIXeH CONMpoBOX4aTbCA CepBUCOM KOHCYINIbTUPOBaHUSA
KJSINeHTa B OHMalH pexuMe, TakuM 06p830M, 4YTObbI cpe,nHmﬁ CpOK nogksiro4yeHunsa
cocTaBngan He 6onee CYTOK

p [opknioyeHne k NporpaMMHbIM MHTepdencamM NPUNOXEHNA AOMXKHO OCYLLECTBASTLCS
6e3B0O3ME30HO

p WcnonbsosaHue nporpamMmHbIX MHTEPdENCoB NPUNOXEHNI AO/TKHO COOTBETCTBOBaTL
BbICLUEMY MEXAYHapOAHOMY YPOBHIO OCTYMHOCTU, 6bICTPOAENCTBMS 1 6e30MacHOCTH
OaHHbIX
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& [OnutenbHoe HaxoXAeHUe Ha TEPPUTOPUSIX C OCOBBIM PEXMUMOM NPaBoOBOro
11| perynupoBaHua u UHPPaCTPYKTYPHbIX 06beKkTax

BsanmopgencTBme BonMXHO OCYLLECTBASTLCS B paMKax LnppoBon CepBUCHOM
9KOCUCTEMBbI KIIMEHTCKOIO CONPOBOXAEHUS MOSTHOMO LiUKNa OT MOMEHTa BO3HUKHOBEHUS
y KNMeHTa NoTpeBHOCTU CTaTb pe3uaeHTOM A0 peanuaaLm 3aaBneHHbIX Lenen,
BKJIIOYaloLLen:

1. eguHylo TexHoMornyeckyto nnatpopmy

2. CepPBUCHbIN MHCTPYMEHTapuii ynpasneHus 4oroBOpPHbIMU OTHOLLEHUSIMU

3. cepBUCHI TMB6KON HAaCTPOWKU NPeaYyCMOTPEHHbIX CMeLmanbHbiX MapaMeTpoB
perynupoBaHus

4. cepBUCHI MPOAKTUBHOIO NPEAOCTaBNEHUS YCNyr, Mep NoaaepXKu

5. rM6K1Un NHCTPYMEHTapUM MOHUTOPUHIA U KOHTPONSA 3bPEKTUBHOCTU

W pe3ynbTaTUMBHOCTM B 3@aBUCMMOCTU OT OCOBEHHOCTEN Npoduna KNMeHTa

W peanuayemMon UM AesTeNbHOCTHU

Ons knueHTOB [oMXeH 6biTb 06ecneyeH pexmmM HegUCKPUMUHALLMOHHOIO AoCcTyna
K HE06X0AMMbIM A5 OCYLLECTBIEHUS AEATENbHOCTUN cepBrcam LnppoBO 3KOCUCTEMDI,
a Takxe o6bekTaM MHPPacTPyKTypbl

D Mo6unbHblie npunoXxeHus Mo6wunbHble NpUNOXeHUs OOJIXKHbI:

OTtee4aTb Tpe6oBaHMSM K NopTanam u aBnaTbCs ero aganTMpoBaHHOM Bepcuen
BbiTb 06LWenocTynHbIMU U 6ecnnaTHbIMU AN 3arpy3Kku

O6ecneynBaTb 6€30NaCHOCTb U KOHd)MAEHLlMaﬂbHOCTb AaHHbIX

O6napaTb HaCTPOEHHOMN CUCTEMOW NepcoHarnbHbIX push-yBegoMneHun (KOHTEHTHbIX,
TPaH3aKLUMOHHbIX U TPUITEPHbIX), MO3BONSIOLMX OTKPbIBaTb NPUNOXEHME

O6napaTb BO3MOXHOCTbIO OTK/OHEHUS, HACTPOMKMN HaCTOTbl U KaTEFrOPUU pacChbinku
push-yBegomneHumn

ﬁ CoumnanbHble ceTu, ny6nw-|Hb|e 4YaTbl B MeCCeHaXepax

BzaumopgencTeme C KIIMEHTOM QOMIXHO MHULMUPOBATLCS B Cydyaax: oduLmanbHOro
obpalleHus KNMeHTa, yNoMUHaHUS opraHa BfacTu v YNosIHOMOYEHHOW opraHusaumum
B TEKCTE COOBLEHNSA NN KOMMEHTUPOBaHUSA opuLManbHOM 3anncu

Bpemsa oTeeTa Ha obpalleHue KineHTa He LOSIXHO MPeBblwaTh 4 YacoB A9 YNOMUHaHUN
1 2 Yacoe B criy4ae opuULManbHOro o6paLLEHNS UTM KOMMEHTapus K 3anucu
NPy MakCUManbHOM YPOBHE KIIMEHTOLEHTPUYHOCTH

OCHOBHbI€ Warv B3auMofencTBuS: ONnepaTUBHbIA aHanMa NnoTpebHoCcTen, NoaroToska
NaKOHUYHOIo COOBLLEHUS C NPOSIBIEHUEM 3aUHTEPECOBAHHOCTU B €ro peLueHun,

B C/ly4ae HeBO3MOXHOCTU NPeAcTaBUTb KPaTKU OTBET, HanpaB/ieHUe KIIMEHTY NMpocbObl
0 nepexofe B MHOMBUAYanbHblE KaHasbl CBS3U ANS BbISCHEHNS 4OMONHUTENbHOW
nHpopmMauum
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YaT-60Tbl M NepcoHanbHble YaTbl B MecceHaXepax U counasnbHbIX CeTsX,
rosocoBbie NOMOLWHUKU. LIndpoBbie NOMOLHMKY A0SXHbI:

p O6becneunsaTtb HPOPMUPOBAHUNE 1 KOHCYNILTUPOBaHWE, aBTOMATM3aLMIO PYTUHHbIX
onepaumi, nony4yeHre o6paTHOW CBA3M OT KIIMEHTOB

P MoacrtpaueaTbCs Nog 0CO6EHHOCTM NPOPUNA KIUEHTCKOro CerMeHTa npu oTeeTax

@ TenedoH

p KonuuecTtso nepeknioyeHUn Ha ApyrMx COTPYAHUKOB ANS PeLUeHs BONpoca K/IMeHTa
He [ONXHO NpeBbilaTh ABYX

P KnueHT ponxeH MMeTb BOBMOXHOCTb 06paTuTbCs Nno TenedoHy B nio6oe yno6Hoe Bpems

E MucbMeHHOEe B3anMoaencTeme

P O6paTHas cBS3b C yBeQOM/IEHMEM O NONy4YeHMM NMCbMa AOJTXHa NPeaoCTaBNaTbCs
B TeyeHue 24 yacos

’ ﬂ,Oﬂ)KHO BK/KOYaTb B cebs npoakTneHoOEe BSGMMOAeﬁCTBMe, nMHUNUMnMpoBaHHOE opraHamu
BAaCTU 1 YNOJIHOMOYEHHbIMU OpraHn3aunamu, BaaMMO,D,ef;lCTBMe, nHMuUMmnMpoBaHHoOe
KJINeHTamMu

% JInyHbIv npuem

p [LonxeH noaaepXxueaTbCs BbICOKUA YPOBEHb NPOdecCnoHanbHoro o6cnyxmnsaHus
(npogBnseTcs pobpoxenaTenbHOCTb, O6palieHne Ha «Bbi», cogencTeue B pelueHnmu
npo6bnemM uT. 4.)

P VHocTpaHHbIM Nuuam ponxHa 6biTe NpeaocTaBieHa BO3MOXHOCTb Pa3bsiCHEHMUS
Tpe6oBaHUI Ha S3blke MEXAYHAPOAHOro o6 eHus

P 3akaxnabiM KNMEHTOM AOMXeH BbiTh 3aKpeneH NepcoHanbHbIM MeHeaxep,
obnagaoLmii HaBblKaMU KITIMEHTOLEHTPUYHOIrO B3aUMOGENCTBUS U OCYLLLECTBISIOLLUIA
NMOMOLLb B NPeAoCTaBneHnn ycnyr, Mep NnoaaepXkn 1 CEpBMUCOB NCXOAS
N3 NoTpeBGHOCTEN KIMEHTOB B TEKYLLE XU3HEHHOW CUTyauunu, noaéop,
MHbDOPMUPOBaHME 1 NMpefoCcTaBneHne NoTeHunanbHO Heo6XoanMbIX YCNYT, Mep
NOAAEPXKU U CEPBUCOB KITMEHTY Ha OCHOBE aHanu3a ero npoduns



ﬁ Baaumoneﬁcnaue 4Yyepes3 ynoJsIHOMO4YeHHOro KJiImeHTOM npeacrtasuTens

’ KnueHT ponxeH umeTtb CepBUCHYIO BO3MOXHOCTb YNMOJIHOMOYUTb CBOEro npeacrautTensd
019 B3aUMOOenCcTBuUd C opraHamu Bnactu U yrnosiHoMo4eHHbIMU OpraHn3aymnamm

P [Mpu BoiGope NnpeacTaBuTens ANs opraHn3aunn B3auMoaencTens AonxHa 6biTb
BO3MOXHOCTb MOAKMOYEHUS MHPOPMALIMOHHOM CUCTEMbBI NPEACTaBUTENS,
npenycMaTpuBaloLeil Hanuyme NCKYCCTBEHHOIro UHTeNeKTa

’ KnmeHTy A0NXHa 6bITb AOCTYynHa nosnHasa VIH¢OpMaLlMSI (o] BBaVIMO,D,eﬁCTBVIVI
npeacraBuTens oT UMeHUu KJiineHTa C opraHamum Biactv U ynoJiIHOMO4YeHHbIMU
opraHusauunamum

p KnueHTty ponxHa 6biTb gocTynHa yaobHas cepBuCcHasi BOSMOXHOCTb CMEHbI MN OTKasa
OT yCNyr YNONHOMOY€EHHOIro NpeacTaBnTens

Tpe6oBaHus K cepBMCaM No YCTaHOBIEHUIO U KJIMEHTCKON oL eHKe 06s13aTenbHbIX

Tpe6oBaHui. PeecTp o693aTenbHbiX Tpe60BaHUM:

v/ CopepxuT ncyepnbiBawLwmii nepedeHb TpeboBaHW, KOTOPbIE A0MXEH CO6N0AaTh KIUEHT

+/ HanonHgeTtca u akTyanuaupyeTcs opraHamMmu, oueHunsanLwmmm cobnogeHne obasartenbHbIX
TpeboBaHum

v/ [DonxeH obecneunBaTtb AN9 yNONHOMOYEHHOO OpraHa BO3MOXHOCTb GOpMUpPOBaHUS
NepCcoHanbHOro NCHEPbIBaOLWEro NepeyHs obsa3aTesibHbiX TPeG0BaHUM K KNEHTY
NMPUMEHUTENBHO K XU3HEHHOM CUTYaL M U NPOodUNIo KIMEHTCKOrO CErMeHTa C Y4eTOM
ocoBeHHOCTel BeleHNs AeaTeNbHOCTU

E KnueH'ry obecneuynBalTCcs cnenywouime BOSMOXHOCTU:

+/ TlopTBepXxaeHne OTHECEHUS K HEMY XUIHEHHOM CUTyauun, Npodunsa KNMeHTCKOro cerMeHTa
1 obg3aTenpHbiX TPeboBaHUM, a TakXe AeKnapupoBaHUs HEMPUMEHUMOCTH
K HeMy obsa3aTenbHbiX TpeboBaHuM

v/ CamoobcnepgoBaHune 1 KOHCYNbLTUPOBaHME No BonpocamM GopMUpoBaHns 1 BeeHUs
NepcoHanbHOro UCYepnbiBalOLWLEro nepevHs o6sa3aTenbHbiX TpeGoBaHUA

+/ OueHka ob6s3aTenbHbIX TPE6OBaHUN U NONYyYeHUe [OCTyMNa K UCTOPUN OLLEeHUBaHUS
obs3aTenbHbIX TPe6OBaHUMN

OueHka KJIMeHTOM NpeabsaBsSeMbIX K HeMy oba3aTesnibHbiX TPe6oBaHUM 3aKkoHoAaTeNbcTBa

WNHCcTpyMeHTapuii OUEHKN NPUMEHEHNS 06s3aTerNbHbIX TPeBGoBaHNM AONXEH BKOYaTb:

P OueHky noHsITHOCTU TpeboBaHUs No 5-6annbHOM Wkane

P OueHky BbinoAHUMOCTU TpeboBaHUs No 5-6annbHoON Wkane
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Pp OrmeTky 0 npoTuBOpEUUM TpeboBaHUN

P OueHky nspnepxek cobnoaeHns Tpe6oBaHNs C MOMOLLbIO NePCOHANbHOMo KanbKynsaropa
nspepxek

P Bo3MOXHOCTb HanpasuTb 060CHOBAHHOE NPEASIOXEeHNe No KOPPEeKTUPoBKe TpeboBaHUs

OueHka KJIMeHTOM paapa6a1'b|BaeMblx/npoeKTupyeMblx ob6sa3aTenbHbIX TpeﬁoaaHMﬁ
3aKoHogaTesibCcTBa

KnueHTy nonxeH 6biTb NpeaocTaBneH NepcoHasnbHbIM CEPBUC YHacTUs B NpoLeaypax KNMeHTCKON
OLEHKM MPOEeKTUpPYyeMbix oba3aTenbHbix TpeGoBaHU:

p O6cyxpeHune ysegomneHuit o paspaboTke HOPMaTMBHbIX MPaBOBbIX akTOB —
oLEeHKa NpenMyLLEeCTB U HEA4O0CTaTKOB anbTepPHATUBHbIX CMOCO60B MPOEKTUPOBaHUS
U PEUHXUHUPUHIa obga3aTenbHbiX TpeboBaHuM B popmMe nybnnyHoro ob6cyxaeHus

p TMy6nuyHoe o6cyxaeHne npoekta HIMA — oueHka Bbirog 1 nspgepxek, orpaHn4eHnn
M PUCKOB, CBAI3aHHbIX C yCTaHOBNEHMEM o6s3aTenbHbix TpeboBaHW, NPeayCcMOTPEeHHbIX
MPOEKTOM COOTBETCTBYIOLLLEro HOPMaTUBHOMO MPaBOBOro akTa

’ MNHblie BmObl NpeayCMOTPEeHHbIX 3aKOHOO4aTe/IbCTBOM P® HY6J'|M‘-IHbIX OUeHO4YHbIX Npouenyp

PaspaboTyunkm o6g3aTenbHbiX TpeboBaHW NpU NpoBeAeHNN OLLeHOYHbIX Npouenyp
OOJIXXHbI NoNy4yaTb A0CTYyN K CBeAeHUAM KITMEHTCKUX OLUeHOK B obe3nnyeHHoOn d)opMe

nnun Cc ykasaHueMm KnueHTa npu ero cornacum n y4nTbiBaTb 3TU CBegeHUd npum paspa6o1'|<e
cooTBeTcTBYOWMX HIMA

Tpeb6oBaHus K cepBucam no o6ecneyeHunio cobnioaeHus KiimeHtTamMmm obssaTenbHbIX
Tpe6oBaHum

MpodunakTnyeckas oueHka cobnogeHus KnneHTamMm obasaTtenbHbiX TpeGoBaHUN
ocyuiecTBnsgeTcsa 63 B3anMogencTems ¢ KnmeHToM. [lna kaxaoro o6a3aTenbHOro
TpeboBaHUS KIIMEHTY, AOMXEH BbiTb 4OCTYNEH KAk MUHUMYM OLAUH NMOHATHbLIN

W peannayembiii anroputM 4encTBUM, BbiNoSIHEHME KOTOPOro A0MXHO rapaHTUpoBaTh
cobnopeHne paHHoro o6a3aTenbHOro Tpe6oBaHus

CepBuUc NpopuUnakTUKu HapyLUeHUn

KnueHTy npepocTaBnseTcs cepBuc NnpodunakTukmn HapyLleHnin obasatenbHbix TpeboBaHUn,
BKJTIOYAIOLLUIN:

P AsTomaTusuposaHHoe camoobenenosaHue cobnogeHuns o6ssaTenbHbix TpebosaHni
C BO3MOXHOCTbIO NpefocTaBneHus no ynobHbIM ANS KNUMEHTa KaHanam nHopmaumu,
Heo6XoAUMOWN KOHTPOIbHBLIM (HaA30pPHbIM) OpraHam Asg NoATBEepPXAeHUs cobnoaeHus
KNMEeHTOM 0693aTenbHbIX TPe6OBaHUN U A9 OLLeHKU J,06pPOCOBECTHOCTU KITMEHTA
npu onpeeneHunn KkpunTepues pucka

B KoHcynbTupoBaHue knueHTa no BONpocaM rnoaTBepXaeHuUs COOTBETCTBUS 06g93aTeNbHbIM
TpeboBaHUaM

P WHTepakTuBHOE OTOGpaxeHne puckoBoro Npodus KNneHTa

P MNpumeHeHve Mep cTUMyNUpPOBaHUS AOBPOCOBECTHOCTH
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P VYnaneHHoe anekTpoHHOE B3aMMoAEiCTBIE MO MHBIM BONPOCaM COGMIOAEHUS 0693aTeNbHbIX

Tpe6oBaHui

KoHTponbHble (Hap30pHbIe) MeponpusaTus

MpoBeneHme KOHTPOsbHbIX (HAA30PHbIX) MEPONPUATUI [ONXHO GbiTb B NEPBYIO o4epeab
HanpaBneHo Ha NOMOLLb KIIMeHTaM B cobniogeHun o6a3aTtenbHbiX Tpe6oBaHUMN U
OCYLLEeCTBNATLCS TONBKO B CNy4Yae HEBO3MOXHOCTU NOATBEPXAEHUS COBMIOAEHUS KNTUEHTOM

obgaszaTenbHbIX TPebGoBaHMM

CepBuc nogaepXKu Nnpm npoBeaeHnn KOHTPOJIbHbIX (Hag30pPHbIX)
MeponpusaTUn

KnMeHTy OONXeH 6bITb npenoctaBnieH CepBMCHbIVI VIHCTpYMeHTapMVI noanepXxkKu
npu npoeegeHunn KOHTPOJIbHbIX (Ha,IJ,30prIX) Meponpmsle‘&, BKﬂlO‘-laIOLLl,MI\a:

B

g

YBegomneHus o npoBefeHNN KOHTPOSbHbIX
(Hap30pHbIX) MepoNpPUATUIA

C NoOMoOLWbIO YAOBHbIX KaHaNoB
KOMMYHUKaLUU

Mony4yeHune, HanpaBneHMe AOKYMEHTOB U fi
OTBETOB Ha 3anpochbl B popMe 3NeKTPOHHbIX
OOKYMEHTOB

KoHcynbTupoBaHue no Bonpocam B
npoBefeHUs KOHTPObHbIX (HaA30PHbIX)
MEeponpuUaTUn

M COOTBETCTBYIOLWUX UM OeNCTBUN

O3HakoMeHue ¢ MaTepuanamu NpoBepKu 1
BO3MOXHOCTbIO MONYHEHUS aKTyaibHOM
nHbopMaLmu o0 xoae U pesynbratax
KOHTPOJIbHOrO (HaA30PHOIro) MeponNpUATUS

OnpepgeneHue npeacTaBUTENbCTBA KITUEHTA
npu NpoBeAeHUN KOHTPObHbIX
(Han30pHbIX) MEPONPUATUIA =3
CepBuc, No3BoNaOWMUM NPOBOAUTL
B3auMoOOEeNCTBUE U 06CYyXaAeHMe Xoaa
KOHTPOJbHbIX (HaA30PHbIX) MEPONPUATUN
MeXAY KOHTPOJSIbHbIM (HaA30PHbIM)
OpPraHoM U KJIMEHTOM

B pexume BugeokoHdepeHLuu, B TOM Yucne,
B CNy4asix paccMoTpeHus xanob

1 3a9BNEeHNIN KNMeHTa, Korga
MECTOHaxOXAeHWe KN1MeHTa

He No3BONSET MPUHATL y4acTue
HenocpencTBEHHO

B

MepeHoc cpokoB NpoBeaeHus
KOHTPOSIbHOIO (HAA30PHOIr0) MEepPoNpPUATUS
MpU HEBO3MOXHOCTU MPUCYTCTBUS Ha HEM
KNUeHTa

JoKkyMeHTUpoBaHue B3auMO4EeNCTBUS
KJIMeHTa C KOHTPONbHbIMU (HAA30PHbIMN)
opraHamm

CepBuc obxanoeaHusa aemncTeu
npepcTaBuTeNe KOHTPOSIbHOMO
(Hap30pHOro) opraHa

V1 BO3MELLEeHUS HeNpaBoOMepHO
NMPUYUHEHHOro Bpeaa

CepBuc npuBneYeHns K y4acTuio B
npoBeaeHUN KOHTPONbHbIX (HAA30PHbIX)
MeponpusaTUii NnpeacTaBuTeneit UHCTUTYTa
YyNOSHOMOYEHHOrO Mo 3aluuTe nNpas
npeanpuHuMaTenei

CepBu1C OLEeHKN BPEMEHHbIX U
MaTepuanbHbIX 3aTparT, a Takxe
nony4yeHHoro yuwepba

npu NPoBeAeHUU KOHTPOSbHbIX
(Hap30pHbIX) MEPONPUATUN

CepBuUC oL EeHKN Ka4ecTBa

NnpenycMOTPEHHOro Bbilue
UHCTPYMeHTapus.
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NMokaszaTtenu KJIIVeHTOUEeHTPUYHOCTU

Tabnuua 1. KniovyeBblie nokasaTenn BHeAPEHUS KIIMEHTOLEHTPUYHOIro noaxoaa

B rocyfapCTBEHHOM U MyHULIMMANbHOM yrpas/ieHuu B paspese ypoBHel KIMeHTOLEeHTPUYHOCTH

Mokazarens
1 3Be3ga 2 3Be3fpl 3 3Be3gbl 4 3Be3pbl
1. OxBaT KNMEHTCKUMKU CLUeHapuammn
(mons ycnyr v cepsucos,
<35% 351% — 50% 50,17% —70%  70,1% — 90%

npeaocTaBigseMbiX KNMeHTaMm B
pamkax KIIMeHTCKUX cueHapues)

MpoueHT oueHok «flerko» u «Ckopee nerko» 8 rpagauunm: 4 — «Jlerko,

2. OueHka KNMeHTamMm NpocToThI
3 - «Ckopee nerkoy, 2 — «Ckopee cnoxHo», 1 — «CnoxHo»

(no cTeneHn TpyRO3aTPaTHOCTH)
npouecca yaosneTBOpeHUs

nx noTpebHoOCTEN B NpoLecce
npefocTaBneHus ycnyr

M CEepBUCOB B paMKaX XU3HEHHOM’
cUTyauum

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

3. [lons NOBTOPHbIX 3anpocos

Ha nony4YeHue ycnyru unm cepsuca

(ans nonb3osaTenen, BEpHYBLUNMXCS
3a TOW Xe CaMOU yCNnyrou B Te4eHue

VpoaeHb KNIMeHTOUEeHTPUYHOCTHU

5 3Bé3g

90,1%— 100%

90,1% — 100%

4 Hepenb nocne popMuposaHUa
cTaTtyca B MUHDOPMaLUMOHHOM
cucteme 06 ycnewHom

ee nony4eHnn)

4. [lons ycnyr, Mep noAaaepXKu

¥ CepBUCOB, UHAEKC
NOTPEBUTENBCKON NOANTBHOCTHU
(NPS) no koTopbIM NONOXUTENEH

5. OuyeHka yqoBneTBOpPEHHOCTU
KNMEHTOB NonyyYeHmuem ycnyr
W CEPBUCOB, KNUEHTCKUMU

cueHapuaMum B paMkKax XU3HeHHbIX

cuTyauuin

6. OueHka ynoBNeTBOPEHHOCTH
KNIMEHTOB CHUXEHNEM
(oTcyTcTBMEM) 3aTpaT
(punHaHCcOBbIX, BpEMEHHbIX,
NOrUCTUYECKUX,
OpPraHu3auUoOHHbIX U T.A.)

Ha BbiMosIHEHME 06g93aTenbHbiX
TpeboBaHun

7. OueHka yaoBneTBOPEHHOCTHU
KIMEHTOB CHUXEHUEeM 3aTpar,
CBA3aHHbIX C NpoBeAeHUEM
MeponpuaTuUii No oueHKe
cobniogeHnsa obasaTesnbHbIX
TpeboBaHumn

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

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

MpoueHT oueHoK oueHokK «YnoBneTsopéH» u «Ckopee yaoBneTBOPEeH»
B rpagaumm: 4 — «YnosneTBopéH», 3— «Ckopee yaosBneTsopéH», 2 — «Ckopee
He ynoBneTBopén», 1 — «He yposnetBopéH»

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

MpoueHT oL eHOK OueHOK «YQoBNeTBOPEH» U «Ckopee yaoBNeTBOPEH»
B rpapauuu: 4 — «YposnetsopéH», 3— «Ckopee yaosneTsopéH», 2 — «Ckopee
He ynoBneTBopeH», 1 — «He ynosneTBopeH»

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

MpoueHT oueHOK oLeHOK «YaoBneTBopéH» n «Ckopee yaosneTsopeéH»
B rpagaumm: 4 - «YOoBneTBopéH», 3- «Ckopee ynoBneTBOpeH», 2 - «Ckopee
He yaoBneTeBopéH», 1 — «He ygosneTsopéH»

50,1% —60% 60,1% — 70% 701% —80% 80,1% —90%  90,1% — 100%
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NMokasaTenu KNUEHTOLEHTPUYHOCTHU

Ta6nuua 2. [lononHUTeNbHble NokKasaTesn BHeApeHUs KIIMEeHTOLEHTPUYHOro nogxoaa
B r0C-OM 1 MYHULUMNANbHOM yrnpaBfieHUn B pa3pese YpoBHel KIMeHTOLEHTPUYHOCTHU

Mokazarens

1. dons KNMEHTCKMX CLueHapues,
ONS KOTOPbIX NPeaycMoTpeHa
BO3MOXHOCTb NPOaKTUBHOIO
npegocTasneHus ycnyr, Mep
noaaepXku U cepeucos

2. [lons KNUEeHTCKUX CLeHapues,
019 KOTOPbIX NpeaycMoTpeHa
BO3MOXHOCTb B3aUMOAencTeus
C NOMOLLBIO NPOrPaMMHbIX
uHTepdencos npunoxeruin (API)

3. CteneHb y[oBNeTBOPEHHOCTH
K/TMEHTOB y4acTUEM B OLIeHKe
NPOEKTUPYEMbIX 06s3aTenbHbIX
Tpe6oBaHuMn

4. CteneHb yoOBNETBOPEHHOCTH
KJIMeHTOB cepBucCamMm
vHbopMMpoBaHnsa N oby4eHns
NPakTUYECKOMY UCMONb30BaHUIO
NpPeAoCcTaBnsieMbIX yCNyr, Mep
noanepKKu n cepeucos

5. CteneHb ynoBNeTBOPEHHOCTU
KNTMEHTOB KaHanammn o6paTHomn
cBaA3U

6. CteneHb ynoBNeTBOPEHHOCTH
K/TUEHTOB BPEMEHEM KJTUEHTCKOro
nyTv (OT BO3HUKHOBEHUS
noTpe6HOCTY A0 ee yaoBn-u1s)

7. CHUXeHue nsgepxex
cobnogeHus obasatesnbHbIX
Tpe6oBaHUM OTHOCUTENBHO
6azoBoro nepuoaa

8. [longa o6g3aTenbHbIX
UHbOPMaLIMOHHbIX TPeBoBaHU,
oL eHKa NoATBEepPXAeHUs
BbINOSIHEHUS KOTOPbIX MONHOCTbHIO
BO3MOXHa Ha OCHOBE CBefeHUMN

rocygapcTBeHHbIX HP-X pecypcoB

9. [lons o6g3aTenbHbIX TpeboBaHUM,

B OTHOLLEHUE KOTOPbIX
chopmMUpoBaHbl CTaTUCTUHECKU
3Ha4YUMbIe OLLEHKM U3aepXekK
ux cobnrgeHus

ypOBEHb KJIMEHTOUEHTPUYHOCTHU

1 3Be3pa 2 3Be3fbl 3 3Be3b! 4 3ge3fbl
YTeepxaeH xoTa

6bl OAUH KNUEHTCKUIA
cueHapum,

ANA KOTOPOro
npeaycMoTpeHa
BO3MOXHOCTb
NPOaKTUBHOIO
NpeAoCTaBNeHNs
yCnyr v cepsucos

220% 20,1% —35%  351% — 50%

<35% 351% —50%  50,1% —70%  70,1% — 90%

MpoueHT oueHOK oueHOoK «YaoBneTBopEH» n «Ckopee ynoBneTBopeH»
B rpapaumm: 4 — «YnoeneTeopér», 3 — «Ckopee ynosneTsopeH»,

2 - «Ckopee He ya0oBNeTBOPEH», 1 - «He ynosneTBOpEH»

50,1% —60%  60,1% — 70%

70,1% —80%  80,1% — 90%

MpoueHT OUEHOK OLLEHOK «YRoBNeTBOPEH”» U «CKopee ynoBneTBopEH»

5 3Bé3p

50,1% — 70%

90,1% — 100%

90,1% — 100%

B rpagauuu: 4 — «YOoBneTBopéH», 3~ «Ckopee ynoBneTBopéH», 2 -~ «Ckopee

He ynoBneTsopéH», 1 - «He ynosneTBopéH»

501% —60%  60,1% —70%  70,1% —80%  80,1% — 90%

MpoueHT oLeHOK oUueHOK «YaoBneTsopéH» n «Ckopee ynoBneTBopéH»
8 rpapauyuu: 4 — «YpoeneTesopér», 3 — «Ckopee yaoBNeTBOPEHY,
2 — «Ckopee He ynoBneTBopéH», 1 — «He ynosneTsopéH»

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

MpoueHT oueHoK oueHoK «YaoBneTBopéH» un «Ckopee ynoBneTBOPEH»
B rpagaumu: 4 — «<YnoeneTsopén», 3 — «Ckopee yaoBNeTBOPEHY,

2 - «Ckopee He ynosneTsopéH», 1 — «He ynosnersopéx»

50,1% —60%  60,1% — 70%

70,1% —80%  80,1% — 90%

5% 10% 20% 30%
10% 30% 50% 80%
10% 30% 50% 80%

90,1% — 100%

90,1% — 100%

90,1% — 100%

50%

100%

100%
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