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I. O6mue cBexenns

JleATensHOCTD T0 AUCTAHIMOHHOMY MH(pOPMAHOHHO-CIIPABOIHOMY 07.010
00CTyKHBaHHUIO PU3HYESCKHX W IOPHANIECKHAX JIHII JEOOBIX OpraHH3alHOHHO-
npaBoBHIX hopM H GOpM coOCTBEHHOCTH

(HauMeHOBaHKE BUJIA POGECCHOHANBHOM AEATETBHOCTH) Kon

OcHOBHad ek BAAA NPOPEeCCHOHAILHOM AeATEHHOCTH:

IpenocraBienye ceppica JUCTAHIHOHHON HHGOPMALMOHHO-CIIPABOYHOH MOIEPKKH B COOTBETCTBHH €
DOTPEOHOCTAMH KIIMEHTOB M CIIeNH(HKOMA OpraHu3alun

I'pynna 3ansTuii:
1120 PyxoBoauTems yapexneHuii, 3343 AJIMHHHCTPaTHBHEIA 1 HHOH
OpraHM3aIuii ¥ NP IPAITHI HACIOTHUTEILHBIN
CpeTHETEXHUYECKHH MEPCoHa
4222 CiyxanisHe KOHTaKTHBIX - -
HH)OPMAIMOHHEIX IICHTPOB

(xom OK3") (HauMeHoBaH¥e) (xox OK3) (HanMeHOBaHMUe)



Ortrecenne BUJAM SKOHOMHYECKOH AEATENHHOCTH:

63.99 JestensHocTh HHPOPMAIMOHHBIX CITYX6 mpoyast, He BKIIIOUSHHAs B APYTHE
TPYIIHPOBKH
82.20 JlesTensHOCT IeHTPOB 00pabOTKH Tesle()OHHBIX BHI30BOB

(xox OKBDIY)

(HanMeHOBaHKE BU/Ia 3KOHOMHYECKOI EATENEHOCTH)
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I1. Onucanne TpynoBuix gynknuii, BXoaslIHX B NpodecCHOHATBHBIH CTARAAPT (PyHKUHOHANbHAS KapTa BHAA

npogeccHOHAJILHOH /1eATeJIHLHOCTH)

KIIHEHTOB JOCTYIIHOCTHIO M KAYECTBOM MPEAOCTABICHUAL
HHOOPMAIMOHHO-CIPABOYHBIX YCIYT, CO3TAHUE YCIOBMIA

O600meHHbIe TPYAOBble HYHKIHH TpynoBrie dynxnun
YPOBEHb
KO HaWMCHOBAHHE YPOBCHb HaUMEHOBaHHE Koz (moxypoBeHs)
KBaTApAKaLHK
KBaTH$HKaHI
A O6paboTka oGpaleHmit 3 VHopmalHoHHO-CIpaBoOYHASL NOMIEPKKA KIMEHTOB A/01.3 3
KIIMEHTOB IO ITpennoxeHue NPoAYKTOB H YCIYT OpTaHHW3aIuH A/02.3 3
JUCTAaHIIMOHHBIM KaHanam TexHuveckas o UIEPIKKa KIMEHTOB OpraHnu3aliy A/03.3 3
KOMMYHUKAI[UA IMpuem u perrcrpaniis xanod 1 NpeTeH3Hil KIHESHTOB A/04.3 3
opraHu3aluy
'B Kontpons xauecTBa 4 OcymmecTpieHe MOHUTOPHHTa 00paboTKa oGpalneHuii B/01.4 4
06paboTku obpammeHmii KJIMCHTOB
KJINEHTOB OueHka AeHCTBHI ClIENHAIMCTOB NpH 00paGoTke B/02.4 4
o0patennii KIIMeHTOB
Dopmanuzanms pe3ynbTaToB H3MEpeHHA KayecTBa B/03.4 4
06paboTky obpaureHui KIMEHTOB
C ITnanupoBaHnE pecypcoB st 4 ITporroz 06beMOB 0OpaIEHUH KITHEHTOB W HAAIWS C/014 4
06paboTku obparmeHnii peCypcoB B KOHTAKTHOM HHGOPMAIIHOHHOM HEHTPE
KIIMEHTOB Pacyer He06X0UMOT0 KOIHYECTBA PECYPCOB IJIS C/02.4 4
06paboTku obpamenuii
Pa3pa6oTka pacnucaHmit paGOTH CHEIUATHCTOB IO C/03.4 4
0OCITy>KHBaHHUIO KJIMEHTOB
D YnpasneHue neaTeIbHOCTHIO 5 OnepaTHBHOE yIIpaBJIeHHUE IPYINAMH CIIELHATIMCTOB, D/01.5 5
O IUCTAHITHOHHOMY YYacTBYIOIUMH B JUCTAHIIHOHHOM HHOOPMALOHHO-
HHGbOPMaLHOHHO- CIIPaBOYHOM 00CITyKHBaHUH
CIPaBOYHOMY KoHTpois paGoTE! IPyNil CIIENHATHCTOR, COOTBETCTBHS D/02.5 5
00CITy’KMBaHHIO Ha YPOBHE IefcTBuil CHEIMANACTOB YCTAHOBIIEHHEIM IIPOLIECCAM U
CTPYKTYPHBIX JIOCTHIKEHHS TTOKa3aTelieil AesTebHOCTH
TOApa3AeNCHUH B TPy OO6yueHue 1 MOTHBALHS CLICUATICTOB, YYaCTBYIOIHUX B D/03.5 5
CTIENHATHCTOB IUCTAHIIMOHHOM HH(OPMAHOHHO-CIIPABOYHOM
00CTy)KUBAHUH
Opranusanuns MOHUTOPHHTA YIOBIETBOPEHHOCTH D/04.5 5
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U1 IPOBEICHUA HE3aBUCHMOM OLICHKU Ka4eCTBa ycIayr,
OKa3bIBACMBIX opraﬂnzauneﬁ

PaspaboTka npemioxeHuii Mo MOBHIIICHAIO

3¢ $EeKTHBHOCTH IPOLIECCOB AUCTAHITHOHHOTO
HHGOOPMAIMOHHO-CIIPABOYHOTO 0OCITyKHBaHUS X
IIpeiCTaBIeHHE JaHHbBIX IPEIOKEHAH BHIIECTOAIIEMY
PYKOBOJICTBY

D/05.5

Vnpasinenue nesTeIbHOCTIO
[0 JUCTAHIUOHHOMY
HAHGOPMAIHOHHO-
CIPaBOYHOMY
o6cIyXUBaHMIO HA YPOBHE
OpTaHU3aUH

ITnanupoBaHue U pyKOBOJCTBO IIOCTPOSHHEM EAHHO
CHCTEMBI YTIPaBICHHS JUCTAHITHOHHEIM HHOPMAIHOHHO-
CIpPaBOYHBIM OOCITYXKHBAHHEM HA YPOBHE OpraHM3alHl

E/01.6

OpraHn3anys H KOOpJMBAIES ASATSIHHOCTH
TIOApa3/eNcHui, yIaCTBYIOIMX B AUCTAHIIHOHHOM
HHPOPMAITMOHHO-CIIPABOYHOM 00CITy)KHBaHHH

E/02.6

KoHTpoims GyHKIHOHHPOBaHHS BCEX CHCTEM H IIPOLIECCOB
JHMCTAHIMOHHOTO WHPOPMAIIHOHHO-CIPABOYHOTO
o0cIyXxuBaHus

E/03.6

YHpaBJIeHI/IC MIPOCKTaMH 110 COBEPLICHCTBOBAHHIO CUCTEM
H IIPOLECCOB TUCTAHIIMOHHOTO HH(l)OpMaHHOHHO—
CIIPABOYHOTO Oﬁcﬂyﬂ(HBaHPlS{ Ha YPOBHE OpraHr3anuun

E/04.6




IT1. XapaxTepucTHKA 0000IEHHBIX TPYAOBBIX (PyHKIHIH

3.1. O606mennas TpyaoBas GyHKIH

O6paboTka obpallieHHii KJIIMEHTOB MO
HaumeHoBanue | TUCTAHIMOHHBIM KaHAJIaM Koxn A | Vposens kpanupukaumn 3

KOMMYHUKaIlU{
IporcxoxneHne 3AHMCTROBAHO W3
06061meHHO# TPy 10BOI Opurmnan =~ X Bato

OpHTHHaTa
(yHKUIMH
Kox opurunana PerucrpaimonHsrit
HOMep
mpodecCHOHANTBEHOTO
cTaHjapra

Bo3moxHEbIE Jlacnerdep KOHTaKTHOrO IEHTpa
HaVMEHOBaHUA Oneparop KOHTAKTHOTO IEHTpPa

JoJDKHOCTeH, npodeccuit

TpeGoBanus K

00pa3oBaHUIO U

oby4eHnIo

Cpennee obmee ob6pa3oBanue
IpodeccronansHOe 06ydYeHHe — MporpaMMBI TpodecCHOHATBHOM
TOATOTOBKH MO JODKHOCTAM CIYXKalHX, IPOrpaMMEI IE€PENOArOTOBKH
CITY)KaIIUX, POTPAaMMBI TTOBHIIICHUS KBATH(HKAIIAH CITy KalIaX

Tpe6oBaHus K ONBITY -

TIPaKTHIECKOH

paboThl

Ocobvle ycnoBus -
JIOIyCKa K paboTte

Jpyrue xapakTepUCTHKH | -

IIOHOJIHI/ITCJIBHBIC XapaKTCPUCTHKH

Haumenosanue Ko HanmMeHoBaHue 6Ga30Boii rpymisl, JOJDKHOCTH (npodeccHn) Himn
JOKYMEHTa A CIEIHMAIBHOCTH
OK3 4222 Ciyxamue KOHTaKTHBIX HHPOpPMaIMOHHBIX LEHTPOB

3.1.1. TpynoBas pyHKkImus

HHbopManmoHHO-CIIpaBOYHAS

VpoBeHs (noAypoBeHE) 3

HaumeHoBaHue Kon A/01.3
HOJUIEP)KKA KIMEHTOB KBATHHKAIHH

TIpoucxoxIeHNe TpyROBOR Opuraman X 3auMCTBOBAHO H3 ) )
Gymxumn OpHWrvHaIa

Kon opurunana PerucrpaioHHbIi

HOMep
npodecCHOHANTBLHOTO
CTaHAapTa

Tpynossie O06paboTka BXOAAIINX KOHTAaKTOB KIHEHTOB B COOTBCTCTBHH CO CICHAPHAMH
nedicTBHA 0OCIIy>KHBaHHA H YCTAHOBJICHHBIMH CTAHAAPTaMH KadecTBa 0OCTyKHBAHHS

IIpenocTapiaeHne aKTyalbHONH HHGOPMALUK HO 3alpocy KIHEHTa MO yJaleHHBIM
KaHaIaM KOMMYHHKAIHH

Boecenne undopManMH B IporpaMMBl KM 6a3sbl JAHHBIX B ONpPEAEICHHOM




OpraHu3ainei nopsaxe

Heo6xoauMere
YMEHUR

ITons3oBarbes mepcoHanbHBiM kommbiotepoM (IIK) u ero nepmbepuitHbME
yCTpOHCTBaMM, OPITEXHUKOM

WMcnone3oBaTh  chneUHaJHM3ApOBaHHBlE  NPOrPaMMHBIC  HPWIOKEHHS  H
HHPOPMaHHOHHO-KOMMYHHKAIUOHYIO CeTh «IHTepHET» /Ui BHIIOJIHEHHS paGodmX
3aj1aq

Pa6orats ¢ 60bmmM MaccHBOM HHGOPMAUMOHHEIX NAHHEIX

Briasiars HOTpe6HOCTB KJIHEHTa B IIOJY4CHHH nH(bopmaunn C IIOMOWIBIO Pa3HBIX
THIIOB BOOPOCOB

BrIOHpaTs ONTHMANTBHBIN aJITOPUTM OOCITY)KMBAHHS KIASHTA

VcTaHaBNIMBAaTE KOMMYHHKAIMIO C KIMEHTaMH OPraHHM3alid C  UEJbIo
TIpeIOCTaBJICHAs aKTyaIbHOH HHopMaLuK 06ILEro XapakTepa

Hcnons3oBaTh TEXHUKH aKTHBHOT'O CJyIIaHUA ¥ BCACHHS JAajiora

Pe3toMHpoBaTh NOJyYEeHHYIO OT KIIHEHTa HHYOPMALIHIO

BrocuTh HH}pOpMaIHio B IporpaMMbl M 6a3hl JAHHBIX OpraHU3alUH

(DOPMI/IPOBaTL IMECEMCHHEBIC OTBETHI HA 3alIpOCHI KJIMCHTOB

BzanmopeiicTBoBaTH ¢ koJwIeraMu /Uid pemienus pabounx 3amad

Pa3pemate KOHQIHKTHBIE CUTYALlMHA IPH B3aUMOICHCTBHHN C KIMEHTAMH

HeoOxonumeie
IHAHKS

CrangapTsl H METOAHYECKHE JOKYMEHTHI OpraHH3alyH B cepe KOMMYHHKALMH C
KJIHEHTaM¥ OpraHH3alyx

Ilepeuens - M IneneBble 3HAYeHHMS KIIOYEBHIX [oKasartenedl sddexTuBHOCTH,
HOpUMEHSEMBIX B OpPTaHH3allMM [ OUEHKH COTPYJHHKOB Ha HH/IMBHIYAILHOM
YPOBHE

WHcTpyKIuu, nponeyps! U ciieHapuy 06paboTKH KOHTAKTOB

TpebGoBauus, mpeapABIIIEMbIe K 00pad0oTKe KOHTAKTOB C KIIMEHTaMH

Ilopsanok B3aUMOACHCTBHA MEKAY COTPYAHHKAMH H TOAPA3lCiCHUSMH B
OpranM3alHy

3akonoparenbcTBo Poccuiickoit denepanuu o nepcOHAIBHBIX JAHHBIX M B 06IIacTH
HHPOPMALHOHHOM 6e30M1aCHOCTH

TpeGoBaHus oXpaHH! TPYJa H_HOXapHO# 6e30MacHOCTH

TouaTHs GaHKOBCKOW HW/HIH KOMMEPYECKOi TalfHBI

Cranpapts! o()OpMIICHAS JOKYMEHTOB B OpPTaHH3alMH

l'IpaBnna JAenoBoH NCPCIUCKH M IIMCBMCHHOI'O 3THKETa

OpraH{3alliOHHAs CTPYKTYpa OpTraHH3aIHH

IIpaBuiia genoBoro oGIMEHAS H PeYeBOro STHKETA

Hpyrue
XapaKTEPHCTHKH

3.1.2. TpynoBas ¢pyHxmus

HaumenoBanne

IMpeasnoxenue NPOXYKTOB ¥ yCIYT
OpraHu3aIuu KBaTHprKamn

Kox A/02.3 ‘YposeHb (IOXYpOBEHB) 3

TponcxoxaeHue Tpya0BOH

byHKIHH

3anMCTBOBAHO H3
Opurnman X - -
OpHTHHAJIa

Kon opurunana PerucrpannonHslit
HOMep
TIpo(heCcCHOHAIBHOTO
CTaHzapTa

Tpynossie
JEHCTBUA

06pa60TKa BXOJALHAX M HCXOOAIIUX KOHTAKTOB KJIIMCHTOB

KOHCyJILTHpOBaHI/IC KJIACHTOB II0 BOIpocaM HpHOGpCTCHH}I A HUCHOJIL30BAHUA




TPOIYKTOB H YCIIYT OpraHH3alHN

Ilpenocrapnenne KIHEHTaM IIONHOM JOCTOBEPHOM HMH(OPMAIMH O IPOAYKTaX H
yclIyrax opraHu3aiiy, HX TEXHHUCCKHX XapaKTEPHCTHKAX

KoHcynpTHpoBaHHE KITHEHTOB IO (OopMe M CPOKaM OILIATH IPOAYKTOB H YCIYT
KOMITaHHH

OdopmiteHHe 3aKka30B Ha MprOOpeTeHHEe NPOIYKTOB U YCIIYT OpraHU3aliH

IIpezmoxceHHe JONOJHHUTENBLHBIX TOBAPOB U YCJIYI OpraHu3alii

HudopMupoBaHue IIHEHTOB 000 Beex H3MEHEHHAX 110 0OPMIIEHHOMY 3aKa3y

WndopMupopanre KIMEHTOB O HOBBIX IPOMYKTaXx H YCIyrax OpTaHM3AIHH,
BO3MOXHOCTH UX IPHOOpEeTEHUS

HudopMIpoBaHye BHIIECTOSIIETO PYKOBOIUTEIS O HEIUTATHBIX CHTYAIUIX

Heob6xomumeie
yMeHHS

Vcmonb30BaTh  OCHOBHBEIE IIPOTPaMMHBIE INPHIOKEHWS U HH(OpMAlMOHHO-
KOMMYHHKAIHOHHYIO ceTh « IHTepHeT» [ BHIONHEHHS pabodnX 3a1a4u

PaboTaTh ¢ GonpIMM MaccHBOM HHGOPMAIIMOHHBIX JAHHBIX

BruiBnars ¥ QopMHpoBaTh NOTPEOHOCTH KIHEGHTOB B INPOAYKTax H YCIyrax
OpraHM3aluy

IpencTapnaTh MPOAYKTHI U YCIYTH OpTaHU3AIlMH, JCMOHCTPUPYS HX TEXHHYECKHE
XapaKTePUCTHKH U (PEHMYIIECTBA

OrBedaTh Ha BONPOCH! M BO3PAKECHUS KIHCHTOB IIPH BEIOOPE MMH MPOAYKTA HIH
YCIIYTH OpTaHH3alii

Oc¢opMiIsTh 3aKa3bl KIMEHTOB OPraHH3aLUH

Onpenensm; BO3MOXHBIE JOIIOJTHUTCIBHBIE 3aIIPOCHI IIpH oﬁpamemm KIIACHTA IIO
BonpocamMm HpHOGpCTeHI/Iﬁ ¥ UCHOJIB30OBAHUS IIPOAYKTOB M YCIIYT OpraHu3alunu

IIpeanarath albTepHATHBHOE PENIEHHE IO 3aIPOCY KIHEHTa

BianmozneiicTBOBATh C KOJIETaMH 1A pEIICHUA pa6oqnx 3aaaq

CrinaxuBaTth KOH(bHHKTHBIC " CJIOXXHBIC CUTYyalluu MEKIHYHOCTHOIO
B3aUMOJICHCTBHA C KJIHEHTaMHU Oprasusanuyu

[Tonw3oBarses [1K 1 ero neprdepuiiHBIME YCTPOHCTBAMH, OPITEXHUKOM

Bect nOKyMEHTAUMIO H TOJATOTAaBIMBATH OTYETHOCTH II0 0OpaGOTaHHBEIM
o0palieHHsIM ¢ MPeUT0KESHAEM TIPOIYKTOB H YCIYT OpraHH3aluH KIHEeHTaM

Heob6xomameie
3HaHUA

Crenmam3npoBaHHOe TPOTPaMMHOE OOecIeueHre, MCHONb3yeMoe B pafoTe Mo
yIAICHHOMY HHPOPMAIHOHHO-CIIPABOYHOMY OOCITYKHBAaHHIO KJIHECHTOB

CTaHnapTHl B METOIUIECKHE JOKYMEHTHI OpraHu3alun B cdepe npoaax ToBapos U
YCIIYT OpraHH3aIul

TexuwueckHe XapaKTepPUCTHKHM M CBOMCTBA MPOAYKTOB H YCIYT OpraHHU3alluu,
YCJIOBHS HX IIpHOOpETeHUS

TexHuUECKHE XapaKTEPUCTUKH U CBOMCTBA IPOXYKTOB H YCIYT KOHKYPEHTOB

@opMBI H cIoco6kI OIUIATH MPOJYKTOB M YCIIYT OpraHH3alHK

IlepedeHr W meneBHle 3HAU4CHHs KIOYEBRIX mokasateneil addexrmBHOCTH,
NPYMEHSEMBIX B OpraHM3ami IJI1 OLUEHKH COTPYAHMKOB Ha HMHIMBHAYAJIHHOM
ypOBHE

TexHOIOrHsA OTBETOB Ha BONPOCHI H BO3PAXCHUA KIIHCHTOB

INpaBnsia nenoBOro OGIIEHHS M PEYEBOTO ITHKETA

HHCTpyKunH, Npoleyphl ¥ clieHapHH o0paboTKH 3aKa30B KIMCHTOB

TpeGoBanus, npeabABILEMEIe K 00paboTKe 3aKa30B

3axoHozaTenscTBo Poccuiickoii denepaliiy 0 NepCcOHANBHBIX JAHHBIX B B 00JIaCTH
HH(POPMANIOHHOH 6e30IMacHOCTH

TpeboBanust oxpaHs! TpyAa U IOXKAPHO#H Oe30IacHOCTH

TlonsTus 6aHKOBCKOH /MM KOMMepYecKoit TaifHbI

CrangapTel 0opMIECHHAS IOKYMEHTOB B OpTaHH3alUH

[IpaBuia gemoBOM NepenucKy U MACEMEHHOTO STHKETa




Tlopsimox B3amMOZEHCTBHS MEXIy COTPYAHHKAMH H MOApa3AeNCHHSIMA B
OpraHM3alH{

OpraHu3anuoHHas CTPYKTYpa OpraHA3aLHH

Apyrue

XapaKTCPUCTHKH

3.1.3. TpyaoBas dynxknus

HammeHoBaHue

Texauueckas noanepKKa KIKEHTOB
OpraHmu3aun

’ A/033 YpoBeHb (IOXYpOBEHS) 3

Ko
A kBanuduKanuu

ITpoucxokaAeHUE TPYROBOMH

dyHKIHH

3aMMCTBOBAHO ¥3

Opurusar X OpHTHHANA

Kon opurunana PeructpatmoHHbI
HOMeEp
npoeCCHOHATBHOTO
cTaHnapra

TpynoBsie
nehCTBHS

Koncysprarus KIMeHTa 110 ero o0palleHuI0 38 TEXHHYECKON MOIePKKOH

Opranm3anms OPHHATHSL pPeIIeHHA [0 OOpALICHHIO KIHEHTA 33 TEXHHYECKOH
MOJIIEPIKKOH COOTBETCTBYIOIIMM HOAPA3AEIICHHEM OPraHH3aluH

KoHTpOoJIb CBOEBPEMEHHOCTH INpPHHATHS peEUIeHHS [0 OOpalleHHI0 KIHMCHTA 3a
TEXHUYECKOH IOJUIEPIKKOM

@dopMHpoBaHME OTBETa KJIHEHTY O MPUHATOM PEIMEHHH MO Oo0pamieHWio 3a
TEXHUIEeCKOH MOIEPHKKON

Buecenne wuBdpopManmuu B mporpaMMel M 0a3hl JAHHBIX B ONpelECHHOM
opraHu3anueii mopsake

Hndopmupopanne BHIIECTOAUIETO PYKOBOAUTENA 000 BCEX HENITATHBIX CHTYaIHAX

Heob6xomuMble
YMEHUS

IMons3oBateca IIK u ero nepudepuiiHbIME yCTpOHCTBAMH, OPITEXHHKOM, B TOM
YKCIie MCIOJL30BATH OCHOBHBEIE TPOrPaMMHEIE TPHJIOKEHHS H HHOOPMAIOHHO-
KOMMYHHKAIIHOHHYIO ceTh «MIHTepHET) I BRIMOJHCHHUS PpaGounX 3a1ad

Pa6oTath ¢ 60JbIINM MacCHBOM HH(POPMAIIMOHHBIX JIAHHBIX

OnpezenaTs NpHYMHBL BOZHHKHOBEHHS TEXHHYECCKUX HPOOJIEM M YCTPaHATh HX B
TpeGyeMBble CPOKH

OrpegenaTs BO3MOXXHBIE NOIOJTHHUTEIBHBIE 3allpOCH! IPH  OOpallCHHH KIHEHTA 3a
TEXHHUYECKOH IMOMNEPKKOR

KoopauunpoBaTe M COITIaCOBBIBATE CBOIO pabOTy ¢ KOJUIETaMH IIpH 00paboTke
obpanieHys KIMEeHTa 33 TEXHUIECKOH ITOIepIKKO#

IToms30BaTbes UHCTPYMECHTAMH MOHHUTOPHHIA CBOCBPEMCHHOCTH H Ka4ieCTBa
BBITIOJHCHHS 3aa4 IO o6pameHmo KJIHEHTA 3a TEXHUIECKOH HO,H,Z[ep)KKOﬁ

KoppexTrpoBarh CBOU JEHCTBUS B COOTBETCTBHH C YCJIIOBHSMH CHTYaINH

BHocuts uH}popManuio 06 obpamieHuH KJIHEHTa 3a TEXHHYECKOH MOANEPKKOH H
cTaryce BHIOIONHEHHS 3ampoca B (a3y [aHHBIX B ONpelelleHHOM OpraHu3aluei
HopsizIKe

Ilpemocrapnark KiMeHTY HHGOpPMamMio O CTaryce BBIIONHEHHS 3ampoca O
TEXHUIECKOH MOATEPXKKE

Heo0Oxomumeie
3HAHUA

Crnenuam3upoBaHHOE NPOrpaMMHOe obecnedeHue, MCMONB3yeMoe B pabote Io
yJiaIcHHOMY MH(OPMallHOHHO-CIPABOYHOMY 00CITYKHBaHHIO KIHEHTOB

CraHzapTel W MeETOAWYECKHe [OKYMEHTHI OpraHmsamni B cdepe 06paboTKH
oOpamieHnii KIMEHTOB 33 TEXHHYECKOH NOIEPXKKOH

HncTpyxiuy, npomeAypsl W CHeHapuu o0paboTkH oOpalleHHH KIMEHTOB 3a
TEXHHYECKOH ITOJUICPIKKOH




Bo3MoXHBIE TEXHHYECKHE HEHCIpPaBHOCTH, COOH B paboTe IPOOYKTOB H yCayr

OpraHH3aruy

MeTo/ib1 yCTpaHeHHs TEXHHYECKUX HETONaI0K M COOEB

[TpaBuna nenoBoro 0OMIEHHA H PEIEBOTO ITHKETA

Tpebopanma, mnpeabaBiIieMble K oOpaGoTke ofpamenuii 3a TeXHMUECKOH
TOANEPKKOH

TlepegeHr ¥ meneBBle 3HA4eHHMA KIIOYEBBIX IMOKasarened d¢QPeKTHBHOCTH,
NPUMEHAEMBIX B OPraHH3alMHM A OLEHKH COTPYJHHKOB HAa WHIWBHYAIbHOM
YpOBHE

3axoHonaTenscTBO Poccuiickoii Dexepauuu o NEpCOHANLHBIX JAHHEIX M B 001aCTH
uH(popMalHOHHOI Ge30nmacHOCTH

TpeGoBaHus oxpaHsl TPyZa B NOXKapHO# Ge30MacHOCTH

Tonstus 6aHKOBCKOH W/MIH KOMMEPIECKOM TAHEI

CranpapTs! 0QOpMIICHHS TOKYMEHTOB B OpraHM3alyy

INpaBuia KenoBoii NepenuckKy ¥ MACHMEHHOTO ITHKETA

OpranuzaiioHHas CTPYKTYpa OpraHu3alin

Hpyrue -
XapaKTEPUCTHKH
3.1.4. Tpynosas ynxuns
HaivenoBanve Ipuem n {’ CTUCTpALIS KAN00 1 Kox A/04.3 'VpoBeHs (I0oypoBEHE) 3
TIpeTeH3Hi KIIMEHTOB OpraHu3aIllui ] KBaTH(HKALVH
[Ipoucxoxaenne TpYIOBOH Opurmean X 3aMMCTBOBAHO U3
yHKLIIH OpuUIHHala
Kon opurunana PerncTpanpoHHsli
HOMEp
ApoheCcCHOHATLHOTO
CTaHIapTa
Tpynossie O6paboTKa MOCTYNHBINKX JKAT00 M IIPeTeH3Hil KIMEHTOB
JefcTBHS PerucTpaiys NOCTyNMBMINX xanod U NpeTeHsHii KIMEHTOB
OpraHu3atus NPHHATAS pEIISHHA [0 NPETEH3HOHHOMY OOpAllICHHIO KIHEHTa
KoHTpOIIs CBOEBPEMEHHOCTH NPHHSATHS PEIICHHS [10 IPETEHIHOHHOMY 06paIeHnio
KJIMEHTA
Ilpenocranenne oTBera KIHEHTY O NPHUHATOM PEIIEHUH IO IPETCH3HOHHOMY
obpatleHHI0
BHecenne tpeGyemoit mHpopManuu B mponecce 0OpabOTKH NPETEH3HOHHOIO
oOpamieHus KHeHTa
HWnpopMupoBaHHe BBIIIECTOSMIETO PYKOBOAHUTENSA 060 BCeX HEIMITATHBIX CHTYAIHAX
Heobxonwmere Ucnons30BaTh OCHOBHEIE MNPOrpaMMHBIE OPHIOKEHAS H  HHQOpMarmuoRHO-
yMeHHUSA KOMMYHHKAIIHOHHYIO ceTh «/IHTepHeT» Iis BRIIOJHEHHs pabouux 3amad

Pa6otath ¢ 60bIIM MacCHBOM HH(OPMAaUMOHHBIX JaHHBIX

PerucTpupoBarh IPETCH3MOHHBIE OOpAmEHHA KIHEHTOB H KOPPEKTHPOBAaTh HX
craryc

Ompegenats OPHYAHBI BOSHHKHOBEHHS MpeTEH3Wil W HMH(OPMHPOBATH O HHAX
COOTBETCTRYIOILME IOAPA3ACICHUSL

Bribupars ¥ NpHMEHATH ONTHUMANBHBIC CHOCOOHI Pa3peIcHHS KOHGIMKTHBIX
CHTyaIuit

KoopmunupoBate ¥ cOrniacoBBIBaTh CBOKO PaboTy ¢ KosuteraMH Ipu o6paboTke
TIPETEH3MOHHOTO 0OpalleHUs KIIMEHTa
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OrcnexuBaTh  CBOGBPEMEHHOCTE H  KAUeCTBO  BBINOJHEHHS 33734 IO
NPEeTeH3HOHHOMY 00PaIEHHIO KIIMEHTa

KoppekTHpoBaTh CBOH JEHCTBHS B COOTBETCTBHH C YCIOBHAMHE CHTYAIIHH

IlpenocTaBnaTh KIMEHTy HHPOPMALMIO O [PHHATOM pEImEHHH MO €ro
TIPETCH3HOHHOMY OOpAIICHHIO

Heo6xonumele
3HaHHS

Crienmanu3gpoBaHHOEe NPOrpaMMHOe ofecrieuenue, MCMONb3yeMoe B paboTe 1o
YAICHHOMY HHGOPMAIIHOHHO-CIIPABOYHOMY O0CIyKHBAHHIO KIHEHTOB

CTaHname H METOJHICCKHE NOKYMEHTHI OpPraHU3allHK 110 pa60Te C IIPETCH3UAMHA
KIINCHTOB

Tlepeyenr ¥ meneBble 3HaYeHWs KIFOYEBRIX mOKasarenedl 3ddeKTUBHOCTH,
NIPUMEHSEMBIX B OPraHM3alMH UL OILEHKH COTPYAHHKOB HA HHIMBHYAIBHOM
YpOBHE

AJITOPUTMBI PelIeHNs KOHGIHKTHBIX CHTYALHH ¢ KIHEHTAMHI

OcCHOBHEIE IMOJIOXCHHS 3aKOHOJATENBHBIX M HOPMATHBHLIX I[IPABOBEIX aKTOB,
PETYNHpYIONHE IHPEAMET JeATeNBHOCTH  OpraHu3allMy, OCYIUECTBILIOLICH
JMCTaHIIMOHHOE HH(OPMAIMOHHO-CIIPABOYHOE 0OCIY)KHBaHHAE

HpaBmIa ZIEJIOBOTO OOIIEHNS B PEUCBOT0 ITHKETA

TpeGoBanus, npempsBiseMble K 06paGoTke oOpalmeHHit 3a TEXHHYECKOH
TIOAZIEPHKKOM

3akoHomarenscTBO Poccuiickoit Penepannu 0 mepcOHAIBHBIX JaHHBIX U B 00JIacTu
HHGOPMANMOHHO#M 6e300aCHOCTH

Tpe6oBauus OXpaHbI TPyIa ¥ NOKAPHOH Ge30MaCHOCTH

INonsTrs GaHKOBCKO#H H/MIM KOMMEPYECKO# TaiHBI

CranpapTsl 0OpMIICHAS JOKYMEHTOB B OpraHU3anuH

Hpanmla JIETIOBOM TICPCIUCKHA ¥ MUCbMCHHOTO DTHKETA

OprafAu3anuoHHas CTPYKTYpa OPraHA3AIHA

Nlpyrue

XapaKTePUCTHKA

3.2, O600menHas TpyAoBas GyHKIHUA

HanmveHnoBanune

Kontpoins icaqecnaa o6paboTku Kox B | Vposers xsamadusammn 4
o0pantenuii KITHEHTOB

Ipoucxoxaenne 0606mMeHHOM

3aUMCTBOBAHO U3

TPYAOBOH YyHKIMH Opurman X OpHryHajza
Kon opurunana PerncTpanoHHLIH
HoMep
pocheCCHOHANBHOTO
CcTaHjaapTa
Bo3moxnnie Kontponep ka1ecTBa 00CTyKHBaHUSA
HaUMCHOBaHUsA CrenuaimcT o KOHTPOJIO KauecTBa 00CITy)KHBaHHA

JOIDKHOCTEH, podeccuii | DKCoepT MO KOHTPOIIO KauecTBa 00CIy>XKBaHHAS

TpeboBanus K
o6pa3oBaHHIO H
o6y4eHHIo

Cpennee npogeccuoHanbHOE 00pa3oBaHHE — IPOrPaMMBI ITOATOTOBKH
KBATH()UIHPOBAHHEIX pabOYHX, CITYKALIUX

HIIH

IpodeccuonansHoe 06yueHre — POrpaMMel IPohecCHOHATLHOH
HOJTOTOBKH IT0 JODKHOCTSM CIIYXKAIllMX, IPOTPaMMBI I€PENOAT OTOBKH
CITyXKaIlUX, IPOTPaMMBI MOBHIMICHHS KBATHOUKALMH CIIYXKAIIHX

Tpebopanus K oneITy

He MeHee mecT MecsueB B o61acT 06paboTku obpalienHii KJIMEHTOB 10
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npaxmqecxoﬁ pa60TBI AACTAHIIMOHHBIM KaHAIaM KOMMYHHKALIUH

OcoGpie yecaoBHs
Jonycka K pabore

JIpyrHe XapaKTCpUCTHKH | -

IIOHOJIHI/ITGJII:HHC XapaKTepUCTUKU

HauMenoBanne
JOKYMEHTa

HaumernoBaHue 6a30Bo# IPymMLL, JODKHOCTH (IpopeccHn) HiaH

Koxn
CICHHATBHOCTH

OK3

3343 AMVHHECTpPaTHBHEL # HHOM HCIIONHUTEIBHEIA
CpeIHETCXHUIESCKUH NTepcoHan

OKCO?

2.09.00.00 | MadopMaTrka U BEIIHCIIMTENBHAS TEXHHKA

5.38.00.00 | OxOHOMWKA W yIIpaBlICHNE

3.2.1. TpynoBas pynxmus

HaumeHoBaHue

OcymecTenenle MOHHTOPHHTA
06paboTku 0OpamenHii KIMEHTOB

Kon

‘ VposeHs (moaypoBeHb)
B/()lf_j KBATH(HKALHH 4

TpoucxoxaeHue TpyAOBOH i op X 3aUMCTBOBAHO U3

bynxman

OpUrHHaIa

Kon opurnnana PerucTpannoHHsI
HoMep
mpodecCHOHANBHOTO
CTaHfapra

Tpynossie
nercrBUA

Bribopka 3anucei obpamennit KJIHSHTOB 0 pa3IMYHBIM KaHanaM KOMMYHHKAIMA
JUISL OCYIIECTBIICHHUS MOHHTOPHHTA

[TpocnymuBaHKe AYATOrOB MEXIY KIMEHTAMH ¥ CIEHUATHCTAMHA IO yOANCHHOMY
06CITyKUBAHAIO, OCYIECTBICHHBIX 110 TOIOCOBHIM KaHaIaM KOMMYHHKAIHH

BrruTKa TeKCTOB COOOINEHHH, BO3HMKAIOIMX B IIPOIECCE TNMEPEMMCKH MEKIY
KIMEHTaMH U CIEUHAIMCTAMH 10 YHAJIECHHOMY OOCITYKHMBAHHIO IO TEKCTOBBIM
KaHanaM KOMMYHUKalHi

Ha6monenue 3a AeHCTBUAME CHELHEAIMCTOB [0 AUCTAHIMOHHOMY O0CITYKHBaHHUIO
KJIHEHTOB C LEJbIO MPOBEPKH MX COOTBETCTBUA JIOKAJIHHBIM HOPMATHBHBEIM aKTaM,
periaMeHTHPYIOMUM IpaBmiIa 00CTyKHBaHHS

AHanu3 [eicTBUIl CIenHaiHCToOB B Ipolecce oOpaboTku oOpameHuit ¢ TOUKH
3peHHs. HX COOTBETCTBHS JIOKAILHBIM HOPMATHBHEIM aKTaM, PETIaMEHTHPYIOIHMM
IpaBHiIa 00CITy)KUBaHUS

IlogroToRka NpEMIOXKEHHH IO COBEPHICHCTBOBAHHIO IPOIECCA MOHHTOPHHTIA
oOpameHuii KIMEHTOB

Heo6xoaumeie
YMeHHUS

Hcnonp3oBaTh  CHENMANM3MPOBaHHOEC  NpOrpaMMHOe  obecmedeHwe A
OCYIIECTBIICHHA BEIOOPKH 3amuceif oOpameHHH KIIHEHTOB H MOHUTOPUHIA

BruBnsaTs ens (neiiv) KIMeHTA IIPH OCYIMIECTBICHHH o0paleHns

Onpepenars HeoOXoammble IeHCTBHA CHOENHANHCTa MO JHCTAHIHOHHOMY
06CITY)KMBaHHIO IS Y/IOBJICTBOPEHHA 11elieii OOpaleHys KIHeHTa

OrnpegensaTs napaMeTphl, 10 KOTOPEIM JODKHA OBITH IPOBeJCHa ONeHKa JeHCTBHIA
CTeNMaNicTa IO /JUCTAaHIMOHHOMY OOCHYXMBaHMIO B paMkax oOpaboTku
o0parenus

Onpenensats TpeOOBaHHMA JIOKATHHBIX HOPMAaTHBHEIX aKTOB M  BHENIHHX
PETYIATOPOB, KOTOPBIE JODKHbI IPUMEHATHCS 1 OLEHKH AeHCTBHUI CIELHATHCTa
0 AHCTAHIHOHHOMY 0GCITy)KMBaHUIO B paMKax obpalieHus
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Heobxoaumele
3HAHHA

MeTozb1 OCYIEeCTBIICHHS BHIOOPKA OOpAaIIEeHUH /Ul MOHATOPHHTA

Cneunaﬂmnponannoe IIporpaMMHOC obecrieuenue Juia KOHTPOJIA KadeCTBa,
KOTOpOC HCIIOJIB3YCTCA B KOHTAKTHOM PIH(bOpMalIPIOHHOM LCHTPES

Crenuamm3upoBaHHOE IPOrpaMMHOE ofecreyeHre, KOTOPOoe HCTIONB3YIOT B CBOEH
paboTe CHENHANNCTRI IO JUCTAHIHOHHOMY O00CIY)KUBAHHIO KIIMEHTOB

Ilepeders H IeneBble 3HA4YeHHA KIIOYEBBIX IOKasarenedl 3¢ @eKTUBHOCTH,
TpUMEHAEMbIX B OPTaHH3allMH JUIS OUCHKH COTPYAHHKOB HA HHIMBHIYAJIHHOM
ypoBHE

HndopMaliys o mpoayKTax ¥ ycJIyrax opraHu3ailus

Tpe6GoBanns HalMOHAIBHBIX M MEKIYHAPOIHEIX CTAHAAPTOB B chepe yIpasiIcHUS
KOHTAaKTHBIMH HHQOPMAIHOHHBIMH LIeHTPaMH

OCHOBHBIE TIONOKEHHsI 3aKOHOJATENBHBIX M HOPMATHBHBIX IPaBOBBIX aKTOB
Poccuiickoii @enepatiun B cdepe 3amuTs! npaB norpeduTeneit

Apyrue
XapaKTEPUCTHKA

3.2.2. Tpyaosas dyHkuus

HaumenoBaHue

OneHka JieiicTBAI CNIENHATHICTOB IPH
o6paboTke oOpallcHH KIHEHTOB

B/02.4 VYpoeessb (IOXYpOBeHB) 4

0,
Kox KBaNA(HKAIMH

IIpoucxoxaeHHe TpyaOBOit

GyHKumm

3a¥MCTBOBAHO U3

Opurmaan X OpHrHHANA

Kon opurunana PerucTpanvoHHLIH
HOMep
npodecCHOHATEHOTO
CTaHAapTa

Tpynmorie
IelcTBUS

OneHka CTeNeHH NOJHOTHL U JIOCTOBCPHOCTH PCILICHHUA BOIIPOCa KJIIHCHTa

BeuiBnenre HecOOTBETCTBHI TpeOoBaHHMAM, YCTaHOBICHHBIM JIOKAAbHBIMH
HOPMATHBHBIMH aKTaMH H BHENIHHMH PETYJITOPaMH (OIIHGOK)

Krmaccupukanus BLIBICHHBIX OIMMOOK MO MNpH3HAKAaM, ONPEHCICHHEIM B
JOKAIBGHBIX HOPMATHBHBIX aKTaX

Tlouck HONONHHTEIIBFHOMK nmbopmaunn pilje: g 000CHOBaHHA OIICHKH CTENICHH
MOJIHOTHI H JOCTOBCPHOCTH PCIICHHUSA BOIIPOCA KITHEHTA

CoBepIIEHCTROBAHHE METONOB M MPaBHUI OLEHKH AeHCTBHH CICHHAINCTOB IO
JUCTAHIHOHHOMY OOC/Ty)KHBaHHIO KIHEHTOB IpH oOpaboTke obOpameHH# ImyTeM
y9acTHs B KATMGPOBOYHBIX CECCHSX

HeobxoauMelie
YMeHHs

IpoBoauTh cpaBHEHHE (HAKTHUECKUX NeiCTBHUI CICHHANNCTA HO JUCTAHIMOHHOMY
OGCIy)XMBaHHIO C JAEHCTBUSAMH, HEOOXOAMMBIMH JUIS YAOBJICTBOPEHMS IENH
obpalleHus KJIHeHTa

HpOBOI{PITB OIICHKY COOTBCTCTBHA J.ICI‘/'ICTBI/II\/'I CIIeHHAIACTa IO AWUCTAHIIHOHHOMY
OOCITy)XXMBaHAIO KIMEHTOB TpeOOBaHMAM JIOKAJIHHBIX HOPMATHBHEIX aKTOB H
BHEIIHHX PETYJISTOPOB

Haxomuts  HeoOxommmyro uHpopMammro B  0azax  JaHHBIX, 3HaHM,
COOTBETCTBYIOIIEM IIPOTPaAMMHOM 00ecTIeYeHIH

Knaccuduuuposars ommOKH CIENHATHCTOB 10 JUCTAaHIHOHHOMY OOCIIyKHBaHHIO
KJIHEHTOB II0 NMPU3HAKaM KPUTHYHOCTH ¢ TOUKH 3PEHUS KIMEHTOB, OPraHH3ayHd U
PETYIHPYIONMX OPraHoB

Heob6xoaumMsie
3HaHHA

Crenuam3HpoBaHHOe M[POrpaMMHOE O0ecmedCHHE U1 KOHTPOJS KavecTsa,
KOTOPOE MCTIONB3YETCA B KOHTAKTHOM HH(OPMAIIOHHOM LIEHTpe

Crenuani3npoBaHHOe MPOrpaMMHOE obecliedeHHe, KOTOPOoe HCIONB3YIOT B CBOEH
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paboTe CHENMANMCTHI MO IHCTAHUMOHHOMY OOCIYXHBAHHIO KIACHTOB B
KOHTAKTHOM HHGOPMAIHOHHOM IIEHTpE

Ilepegenr H meneBble 3HA4YeHHA KIMOYEBRIX MoKaszatenedl 3¢ ¢eKTHBHOCTH,
INPUMEHSAEMBIX B OPraHM3allld U1 OLEHKH COTPYAHHMKOB HAa HHAMBHIYAILHOM
ypOoBHE

HudopManug o IpoyKTax U ycIyrax OpraHu3aliu

OcHoBHBIC TpeOoBaHMs HalHMOHAIBHBIX M MEKAYHApONHBIX CTAHAAPTOB B chepe
YIIpaBJIeHH KOHTaKTHEIMU HH)OPMAIMOHHBIME OEHTPaMA

OcHOBHBIE TNONOXEHHA 3aKOHOJATEIBHBIX M HOPMATHBHHIX MPAaBOBEIX AaKTOB
Poccuiickoit @enepaiuu B chepe 3amATH MpaB DOTpedUTENCH

Npyrue
XapaKTEPUCTUKH

3.2.3. TpynoBas pyuxuus

dopmanmzanus pe3yabTaToB
Hanmenosanue | H3MEPEHHs KadecTBa 006paboTKH Kox B/03.4
obpanieHnit KIIMEHTOB

VYpoBeHs (MOAYPOBEHD)
KBaJTHpAKAIMH

IIporcxoxaenne TpyaoBoi

PyHKIHHE

3alMCTBOBaHO H3

Opurusan X pe——

Kon opurunana PerucTpaloHHBIH
HOMep
HpO(eCCHOHATLHOro
CTaHjgapTa

Tpynosrie
JIeHCTBHA

Pacyer OLEHKH KaXJOTo OOpameHHs, KOTopoe GBUIO MOABEPrHYTO MOHHTOPHHIY,
COIACHO YCTAHOBJIEHHBIM MPABHIaM ¢ 00OCHOBaHHEM OLIEHKH

Pacuer OUEHKHM KAKAOrO CHCHWANMCTAa 33 OTYCTHHI TIEPHOA HA OCHOBAaHUM
MOHHTOPHHTA CeprH 0o0paileHHil, 06paboTaHHBIX JAHHEIM CIIELIMAIHCTOM

IoaroToBka oT4eTa MO pe3yIbTaTaM MOHHTOPHHIA B COOTBETCTBHH € TPEOOBAHHUAMH
BHYTPEHHHX CTaHAapTOB OPTraHU3alyH

@opMHpPOBaHHE PEKOMEHIANMI IO yIyqIIeHHIO NHECTAHIHOHHOTO OOCITy:KMBAHHS
KJIMEHTOB Ul CIIENHATHCTOB II0 pe3yJIbTaTaM MOHHTOPHHTa

Ipenoctapnenue NHCBMEHHOH OOpaTHOH CBA3HM HO pe3ylbTaTaM MOHHTODHHIa
CIIEIMANIICTAM, OLEHKA KOTOPHIX INPOM3BONMIACh, H HX HENOCPEICTBEHHBIM
PYKOBOJMTEIISIM

IloaroroBka NpeIIOKEHUNM IO COBSPIIEHCTBOBAHHIO OTYCTHOCTH KOHTAKTHOIO
uH(OpPMAIMOHHOro IICHTPa B OTHOMICHNH KadecTBa 06paboTku oOpanienuii

Heobxoaumeie
YMEHHS

IlpuMeHATh YCTAHOBJICHHBIE MPABHJIA pacyeTa OMEHKH Pe3yJIbTaTOB MOHHTOPHHTA
obpamenus

BbrMHCHATE COBOKYNHYIO OLCHKY KadecTBa obpaboTku oOpameHuif KIHEHTOB st
OT/JIEIBHOTO CHENHAINCTA

@opMy/mHpOBaTh BHIBOABI H DEKOMEHJAMH HA OCHOBAaHHH PE3y/IBTaTOB
MOHHTOPHHTA

Co3zaBate OTYET IIO pesyjbTaTaM MOHHTOPHHIA Ka4deCTBa A KaXaAoro
CIEIHAINCTA, I'PYNNbl CICIHAITUCTOB

Heobxomumele
3HAHUA

CraHziapThl OpraHM3allMH, pETNIAMCHTHPYIONIIME COCTABI€HME OTYCTOB IO
pe3ylbTaraM MOHHTOPHHTA

[IpaBuia oLH(POBKH PE3yILTATOB MOHHTOPHHTA

CHCHHmeOB&HHOC nporpaMMHOE obecreueHue I KOHTPOJIA Kau€CTBa, KOTOPOS

HCIIOJB3YCTCSA B KOHTAKTHOM HH(l)OpMaHPIOHHOM LEHTPE
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Ilepeuenp W 1UeNeBBle 3HAYCHHS KMOYEBBIX [OKasaTened OPPEKTHBHOCTH,
OpUMEHAEMBIX B OpPraHM3alMM IS OLCHKH COTPYAHWKOB HA WHAMBHIYATEHOM

YpOBHe
OCHOBHEIE ~ HONOXEHHS  METONWYECKHX  JOKYMEHTOB, HAIMOHAIBHBIX M
MEXIyHapOAHBIX CTAHAAPTOB B cepe KOHTPOIII KadecTBa 00CTyKUBAHHS KIIHEHTOB
Hpyrue -
XapaKTePUCTHKH

3.3. O6o6mennan TpynoBas GyHKIMS

HaumeHoBanue

IlnanupoBaHue pecypcoB it
00paboTKN 00paIeHUi KIMEHTOB

Koz VpoBeHs keanubukaunyu 4

IpoucxoxaeHHe 0606 ot |
p KT 06061meHH | Opurmman X 3auMCTBOBAHO U3
TpynoBo# GyHKLIHH OpHTHHAIIA
Kon opurunana PerucrpauyoHHbIi
HOMeEp
TIpodeCCHOHANBEHOTO
CTaHzapTa
BozmoxaBIE TInarupoBIUK pecypcoB
Ha¥MEHOBaHHUA Crnenuangct aHa3y U ITAHHPOBAHUIO PECYPCOB

JOIDKHOCTeI, mpodeccuit

Mene pxep 10 INaHAPOBAHHIO PECYPCOB
CrieIMamicT 1o IJIaHAPOBAHMIO PECYPCOB
CrenuamicT 10 MOHHTOPHHTY

Tpe6oBanus x
o6pa3oBaHHIO H
obyuenuo

Cpennee npodeccronanbHOe 00pa3oBaHHe — IPOrPaMMBI IOATOTOBKH
KBIH()UIHPOBAHHBIX pabOvHX, CIIYKAIHX

b0

Ipodeccuonansroe 00yueHne — IporpaMMBs! podecCHOHANBHOM
TIOATOTOBKH II0 JOJDKHOCTAM CIIY)XAMIKX, IPOrpaMMbI HEPENOATOTOBKH
CIy)XaIlMX, IPOrpaMMBI HOBHIILEHHS KBATH(HKAIMHA CITyXallX

TpeGoBaHus K OLBITY
TIPaKTHYeCKOi paboTEL

He Menee mectu Mecsies B oGactu 06paborku obpamieHuit KIHEHTOB 10
JMCTaHIMOHHBIM KaHATaM KOMMYHHKAIMH

Oco6rle ycioBus
JIOIycKa K pabote

Jipyrue XapakTepHCTHUKH

JIOTIOTHUTENBHEIE XapAKTCPACTHKH

Hammenosanue Kox HaumeHoBauue 6a30B0it rpymIbL, JODKHOCTH (IpodeccHu) HiIH
JIOKYMEHTa CIENMAIBHOCTH
OK3 3343 ANMUHHMCTpPATHUBHBIH 1 HHOH HCIIOJHUTEILHBIA
CPETHETEXHUYECKUI IepCOHAN
OKCO 2.09.00.00 | WndopmaTika ¥ BEIMUCIUTENbHAS TEXHAKA
5.38.00.00 | OKOHOMHUKA | YIIpaBJICHHE
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3.3.1. TpynoBas ¢pyHKnus

HaumenoBanue

ITporuo3 06veMoB obpareHuit
KJIHEHTOB H HAJIMIHSA PECYPCOB B Kon
KOHTaKTHOM HH(OPMAITHOHHOM IICHTpE

VposeHsb (1I0lypoBEHS)
C/01.4 - 4

TponcxoxaeHue TpyROBOi

byHKIIAR

3aMMCTBOBaHO H3

Opuranan X OpHrHMHAIa

Kox opurunana PeructpanuoHHsLi
HOMep
TIpO)ECCHOHATEHOTO
CTaHJAapTa

Tpynosie
AeHcTBUA

Coop HeoOxomumoii mHpOpMamww s aHamM3a (GaKTOpOB, BIMSIOMMX Ha
H3MECHEHHE KOJHYECTBa, CPEAHEro BpeMeHH 0GpaboTKHM OOpamieHuit W Hamwdus
PECYpPCOB B KOHTAKTHOM HH(OPMAIMOHHOM LIEHTPE

IMoaroroBka AaHHBIX IS AHANM3A HM3MEHEHHH KOJMYECTBA, CPEJHET0 BPEMEHH
00paGoTku oOpamieHnii H Hamuyus PecypcoB B KOHTAKTHOM HH(OPMAIHOHHOM
LEHTpe

AHallN3 UCTOPUYECKUX LHKIMYECKHX KojeOaHMl KOJIMYECTBA M CPEIHETO BpEMEHH
06paboTku obpameHuii B KOHTAKTHBIH HHOOPMALHOHHBIA LEHTP Ha NPOTHKCHHH
roja, Mecsia, HeAe/Iu U THA

BeliBIcHHE TEHOCHIMH YBEIWYEHHS HIM CHWKEHHSA KONMHYECTBA obparmeHuit
KIIMEHTOB M CPEHETO BPEMEHH HX 00paboTkd B KOHTaKTHOM HH(pOpManuOHHOM
IeHTpe

PaspaboTka, TecTHpOBaHHE K BBIOOp MaTeMaTHUECKHMX MOJeNeH I KOJIHYECTBa,
CpeIHero BpeMeHH o0paboTKH ofpameHHii W HaJM4Hs PECYPCOB B KOHTAKTHOM
HH(POPMAMOHHOM IIEHTPE

Pacyer JONTOCPOYHBIX M KPAaTKOCPOYHBIX IMPOTHO30B KOJIMYECTBA M CPEJHErO
BpeMeHH 00paboTkn obpameHnii B KORTAKTHOM MHG)OPMAalHOHHOM LIEHTpe

IlepepacdeT COOTBETCTBYIOMMX MPOTHO30B B CIIyYasX IOABICHHS MPHUIHH PE3KOTO
H3MEHEHHs. KOJIMYEeCTBa, CPEIHET0 BPEMEHH o0palleHuii

IporHo3upoBaHHe ypOBHS COKDAILEHHS YENIOBEUECKHX pPECYpPCOB B  CHIY
HEIIaHUPYeMbIX (hakTopoB

IHonroroBka NpeIOKCHA MO COBEPIICHCTBOBAHHIO MPOIecca IPOrHO3HPOBAHUS

KoHcysTHpoBanve COTPyAHHKOB OPraHW3al{dy B OTHOIIEHHH BONPOCOB, CBA3AHHBIX
C pe3ybTaTaMM IPOrHO30B

HeobxonuMeie
YMEHHUS

Hcnons3oBaTh nporpaMMHOe 00ecedeHne sl OCYIIECCTBICHHS IPOTHO3a, pacueTa
U COCTaBJICHAS PacTIACaHHi

IIpoBoAUTH NpoLEAYPHl MOATOTOBKH JaHHBIX JULI IPOTHO33, PacdeTa H COCTAaBJICHHS
pacnucanui

PaccunTsiBaTh NapaMeTphl MUKIHIeCKUX KosleGaHui 065eKTOB IPOrHO3a

BrlaBiATE HANMHYAE W PACCUUTHIBATH MAPAMETPHl TEHACHIHMI H3MCHEHHSA OOBLEKTOB
IIPOTHO3HUPOBAHMS

Co3naBars, TECTHPOBATh M OTOHpATh I MCIOJB30BAHHS MATEMATHYCCKIE MOJEIH
CBA3HM MEXIY KOJIMYECTBOM, CpeIHMM BpeMeHeM o00paboTku oOpamieHH# B
KOHTaKTHEIM MHGOPMALHOHHEIH LEHTD U OYAyIHMH NepHOAAMH

Pa3bAcHATH COTPYIHHKAM OpraHHU3alliy Pe3YJIBTAaThl IPOTHO3HPOBAHHS

Heobxonumele
3HAHAA

MeToapl TOArOTOBKY JaHHBIX JUIS IPOTHO3a, PACTETa H COCTABICHHS PACTIMCAHHI

ITporpamMHOe obecniedeHHe UL HPOTHO3a, pacyeTa M COCTaBJICHHS pacIyCaHHii

MaremaTideckie METO/IBI POTHO33, PacueTa U COCTABNEHHUs PACIIHCAHHN

Merozas! TECTHPOBAHWA MATEMaTHYCCKUX MoJienei NPOrHo3a, pacucra H
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COCTABJICHMS  DAaclHCaHMH  HCIONB30BAHHUS  PECYPCOB B KOHTAKTHOM
HHGOPMAIIMOHHOM LIEHTpe

[lepeyers ¥ 1eNeBRIE 3HAYECHHs KIMOYEBRIX MOKasatenel sidexTHBHOCTH,
HPUMEHSAEMBIX B OPraHM3alM¥ ANs OLUEHKH COTPYAHMKOE Ha WHWBHIYaNbHOM
YPOBHE

HanmponameHble ¥ MEXIOYHAapOAHBIE CTAHJAPTHI YIOPABICHHS KOHTAKTHBIMH
MH(OPMAHOHHEIMH IIEHTPaMH

Hpyrue
XapaKTepUCTHKH

3.3.2. TpynoBas byHkuus

HammMeHoBaHue

Pacuet He0OX0MHMOT0 KOJIMIECTBA
pecypcoR 1is 06paboTku oOpamenui

'YpoBeHb (IOAYPOBEHb) 4

Ko
A KBTHGUKAIMH

IpoucxoxaeHre TPyROBOH

(dyHKIHH

3aUMCTBOBaHO M3
OpHTHHAIA

Opuruman X

Kon opurunana PerucrpanuoHHsIit
HOMep
1poheCCHOHATEHOTO
CTaHaapTa

Tpynossie
JeHCTBHA

Cbop H aHanmu3 HeoOXxoauMOM HMHGbOPMAIMHK U pacdeTa MOTpeOHOCTH B pecypcax
Jutst 00paboTku obpamiennit

Pacuer HeOﬁXOHHMOﬁ MOIITHOCTH CHUCTEM CaMOO6CJTy)KHBa.HIfUI KJIHCHTOB

Pacyer mOTPeOHOCTH B CHENHATHCTaX HO JNUCTAHIHOHHOMY OOCIY)XHBAaHHIO
KJIMESHTOB B IITaTe Ha IEPHOJ AONTOCPOUHOTO IPOTHO32

Pacuer mOTPeGHOCTH B CHENUANMCTAX II0 JUCTAHIHOHHOMY OOCIIY)XHBaHHIO
K/IHEHTOB B JINHAH HA KAKABIA HHTEPBAT BHYTPH CYTOK HAa MEPHOX KPATKOCPOIHOT'O
IIPOTHO3a

IlepepacyeT pecypcoB B cliyyasx HOSBICHHS NpPHYHH Pe3KOro H3MEHECHHS
KOJINIECTBA, CPEAHETO BPEMEHH oOpaiicHAH

OneHKa BIMAHHA W3MCHCHHI B KOJIHYECTBE PECYPCOB Ha PE3YJbTaTHl (ITOKA3aTENH)
paboThl KOHTAKTHOr0 HHPOPMAMOHHOTO HEHTpa

Pa3paboTka npeuioKeHuii o COBEpPIIEHCTBOBAHHIO NPOIlecca pacyeTa pecypcoB

KoHcynbTHpoBaHHe COTPY/IHUKOB OpTaHW3alldM IO BOIPOCAaM, CBA3aHHEIM C
noTpeGHOCTHIO B pecypcax A 06paboTku obpalleHuii

Heob6xomuMeie
yMeHUS

Hcnons30Barh NporpaMMHOE 00ecIIeUeHHE IS OCYIECTBICHAS OPOrHO3HPOBAHNS,
IUIAHMPOBAHKSA U PacueTa pecypcoB

ITpoBoauTh MpoLexyphl MOATOTOBKH JAHHBIX UL NPOTHO3HPOBAHHA, INIAHHPOBAaHHS
H pacdera pecypcoB ((opMaTHpoBaHHE, CTPYKTYpHpOBaHHE, 3arpy3ka B
IporpaMMHoe 0GeceuCHHE, 0TUCTKA OT BRIOPOCOB, MAPKHPOBKa)

IMpoBoauTts pacuer moTpeGHOCTHE B pecypcax Ha OCHOBaHMH HCXOIHBIX JAHHBIX MO
TIPOTHO3Y KOJMYECTBA, CPEAHETO BpEeMEHH o00paboTkH ofpaileHuii, ypoBHEH
COKpAIIICHHS PECYPCOB U [EeJIEBBIM 3HAYEHHIM CKOPOCTH 00CITY)KHBaHHSI KIIMEHTOB

IIpoBomuTh pacyeT 3aBHCHMOCTEH pe3ylbTaToB (MOKa3aTenell) KOHTaKTHOTO
HH(OPMAIMOHHOTO IIEHTPA OT KOJIHYECTBA 3AIUIAHHPOBAHHBIX COTPYIHHKOB (Kak B
LITaTe, TaK H B JIMHHH) Ij19 00paboTku obpaieHuii

Pa3bacHATS COTPYIHHKAM OpraHH3alldM BONPOCH], CBS3aHHBIE C pe3y/IbTaTaMu
PacueToB PeCypcoB

HeobxoauMeie
SHAHHUSA

Metonsl DOATOTOBKM JaHHBIX JUIS IPOTHO3a, pacueTa M COCTABIICHHS PACHHCAHHH
HCIIOJIb30BaHHUS PECYPCOB B KOHTAKTHOM HH(OPMAIIHOHHOM IIEHTpe
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Iporpammuoe ofecmedeHHe I PacueTOB, MPOTHO3HUPOBAHHMA H COCTABJICHHS
pacnHcaHui HCIONB30BAaHHS PECYPCOB B KOHTAKTHOM HHPOPMAIIHOHHOM IIEHTPE

MaremaTudeckne METOAB! MPOTHO3HPOBAHMS, PACIETa M COCTABIICHHS PacIIHCAHMM
HCIOJIB30BAHMS PECYpPCOB B KOHTAKTHOM HH()OPMAIIHOHHOM IIEHTpE

Meroznpl TecTHpOBaHHS MaTeMATHUECKHX MoZeNeil NpPOrHO3MpOBaHHs, pacueTa H
COCTAaBNICHHA  pPAacHHCaHM{l  HCIONB30BAHHS  PECYPCOB B KOHTAKTHOM
HH(OPMALIHOHHOM IIEHTpE

TlepeueHs ¥ meNeBBIE 3HAUCHAS KIHOYEBHIX MOKasatened 3((EeKTHBHOCTH,
TPUMEHAEMBIX B OPraHH3AalMM UL OLCHKH COTPYJAHMKOB HAa HMHIHBHIYATHHOM
YPOBHE

OcHoBHbIE TpeOOBaBHsS HANMOHATBHBIX H MEKAYHAPOJHLIX CTAaHAApTOB B cdepe
YIPaBJIeHHS KOHTAKTHHIMH HH()OPMAIIMOHHBIME IICHTPAMH

Apyrue
XapaKTepHCTHKH

3.3.3. TpynoBas ¢pynkuus

Pa3pa6orka pacnicanuit paGoTsl
HaumenoBanne | CHEIEATINCTOB 0 OGCIYKHBAHHIO Kon
KIIHEHTOB

VpoBeHb (IOAYpOBEHB)
C/03.4 KBaJT(HKALMH 4

IpoucxoxaeHne TpyROBOH

(yrxnmm

3aMMCTBOBaHO U3
OpUTHHAJIA

Opurasan X

Kox oparnnana PerncrpanyoHHbIH
HOMeEp
npohecCHOHAILHOTO
CTanzaprTa

Tpynossie
neficTBUA

Cbop u anaym3 uadopManyy Juis pa3paboTky rpagukoB paboThl CHEIMHAIMCTOB HO
JMCTAHIIHOHHOMY OOCITY’KHBaHHIO KJIMEHTOB

Paspabotka Habopa BapuaHTOB pabodWx TrpaduKOB U1 CHEIHATACTOB MO
JUCTAaHIIHOHHOMY OOCITYXHBaHHIO KIMEHTOB B COOTBEICTBHH C TpeOOBaHHAME
TPYAOBOTO 3aKoHOAaTeNbCcTBa Poccuiickoit ®eniepallie U yCIOBUSMH KOHTPAKTOB

PaspaboTka rpadukoB pabGoThl CIEMUAIMCTOB MO JUCTAHIHOHHOMY OOCITY)XHBaHHIO
KIIHCHTOB

Pa3paGorka rpaduka IiaHHpYeMBIX OTIYCKOB CHELHAINCTOB [0 JHCTAHIHOHHOMY
006CITyXXMBAHUIO KITHEHTOB

OrrreMmsanms  rpadukoB paboTel H TpadHKOB OTIHYCKOB B COOTBETCTBHH C
TIOTPeOHOCTAMH KITHEHTOB, OPTaHU3aIlHH H COTPYAHHKOB

IIpenocraBnenue ans o3HakoMieHHS TpadukoB paboThl M rpadHKOB OTIIYCKOB
CIIENAAIACTAM M0 JUCTAHIHOHHOMY OOCIY)KHBaHHIO KIIHCHTOB

BHeceHHE H3MeHeHmi B pacIHCaHus U rpaduky OTIYCKOB

HeobxomumMeie
YMEHHS

Hcnomne30Bath MporpaMMHOE 06ECTICICHHE I OCYIIECTBICHHA MPOrHO3a, pacuera
H COCTaBJICHHs IpaduKoOB paGoTh

ITpoBouTE IpoLIETypEl HOATOTOBKH JAHHEIX JUIA POTHO3a, pacdeTa H COCTABICHHS
rpa¢uKkoB paboThI

AnmanTHpoBaTh M INPUMEHSTH MATEMAaTHYECKHE MOAENM ONTHMH3ANMH JUIA
pa3paboTku rpadpukoB paboThl # rpadUKOB OTIYCKOB

TpencraBists rpadguku pabOTHI COTPYAHAKOB B BUAE H (hopMmaTe, HEOOXOTHIMOM I
03HAKOMIICHHS

Heob6xoqumeie
3HAHHA

Metozpl NOATOTOBKE JAHHBIX IJIS TPOTHO3a, pacdeTa M COCTaBlIeHUS rpadukoB
paboTsl
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IlporpammHOe obecmeueHHe IS NPOTHO3d, pacdera M COCTaBlIeHUS IPaduKOB
paboThI

MaremaTHIeCKHe METOIBI IPOTHO3A, pacdeTa H COCTABIICHUs rpadKoB paboTEl

Metomsl TecTHpOBaHHMA MareMaTHYeCKHX MOJeield NporHosa, pacuera H
COCTaBIECHHA rpaukoB paboTHI COTPYJHHKOB B KOHTAKTHOM HH()OPMALIHOHHOM
LEeHTpe

Tpebopaxus TpynoBOro 3akoHomaTenscrBa Poccuiickoil denepalyid B OTHOLICHHH
HOpM paGouero BpeMeHH, rpagukoB paGoTH COTPYAHUKOB

IlepeueHs 1 ILeleBble 3HAYECHHS KIOYEBHIX MoKasarenedl 3(QeKTHBHOCTH,
NpUMEHSeMBIX B OPTaHM3alHM I OLECHKA COTPYAHHUKOB HA HMHIMUBHIYAILHOM
YPOBHE

OcHoBHbIe Tpe6GOBaHHS HALMOHANBHBIX M MEXIYHApPOMHBIX CTaHAAPTOB B cdepe
YIIPaBJICHHA KOHTAaKTHBIMA HHGOPMAIHOHHEIMA HEHTPAMH

Hpyrue
XapaKTEePUCTHKH

3.4. O600mennas TpyaoBas pyHKIHA

YnpasneHne AesATEIbHOCTBIO 1O
JUCTaHUHOHHOMY HH(POPMAaHOHHO-

Haumenopanne | CIPaBOTHOMY OGCTYKHBAHUIO HA Kon D | Vposems xeamduxaym S

YPOBHE CTPYKTYPHBIX IIO/Pa3/IeIICHUMA H
TPYIII CHENHAIHCTOB

IpoucxoxaeHHue 0606MEHHOM 3aMMCTBOBAHO H3
. Opurnsan X
TPYAOBOM (ByHKIUK OpHUTHHAJIA
Kon opurnnama PerrcTpalyoHHbIH
HOMeEp
pohecCHOHATEHOTO
cTaHgapTa
Bosmoxasie Menemxep
HAHMEHOBaHHSA CymnepBaaiizep

IOJDKHOCTEH, mpodeccnii | PyKOBOAMTENB CTPYKTYPHOTO HOAPAa3AEICHHUS

TpeGoBanus

Cpensee npodeccuonaibHOE 006pa30BaHHE — IPOrPaMME] IIOATOTOBKA

06pa3oBaHMIO 1 CTICI[MAJIMCTOB CPEAHETO 3BEHA
obyueHuo
TpeboBanus K onbITy He Menee mectu Mecsues B 001acTH U3MEPEHHS KadecTBa 06paboTKI

HPAKTHYECKOH paboTHI o6pallieHHii KIHeHTOB H/WIH IUIAHHPOBAHKS PECYPCOB A 06pabOTKH

obpameHuif KIIAEHTOB WK HE MEHEE JIBEHAIIATH MECATIEB B 06acTH
06paboTkn obpaiieHHi KIHEHTOB N0 YAAICHHHIM KaHallaM KOMMYHHKAIUH

Ocobble yenosus
JOIyCcKa K pabote

Jlpyrue xapakTepuCTHKH | -

I[OHOJIHPITCHLHLIC XapaKTEePUCTHKH

HanMenoBanue
JOKyMeHTa

Haumenosaune 6a30B0i rpynisl, JOJDKHOCTH (Tpodeccru)

Kon
WM COEIHAIBHOCTH

OK3

3343 AIMUHHCTpaTHBHBIA H HHOH HCIIONHHTENBHBIN
CpeAHETEXHUYECKHI TepcoHal
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OKCO

2.09.02.00 | MugopMaTHKa H BEIYHUCIHTENbHAS TEXHUKA

5.38.02.00 | DKOHOMHKA H yrpaBlIeHHE

3.4.1. TpynoBas pynxnns

HammeHoBanue

OnepaTHBHOE yTIpaBJIeHHE TPyIIIaMH
CTIENHATHCTOB, YYaCTBYIOMIMMH B
JUCTAHIHOHHOM HH(OPMAIHOHHO-
CIIPaBOYHOM OGCTY)KUBAHUHA

TIporcxoxaeH e TPYAOBOY ] 3auUMCTBOBaHO U3
P AICHHC TPy | Opurunan X

byHxmm

Koz

D/01.5

YpoBeHs (oxypoBeHs)
KBanu(pukanuu

OpHUTHHAJIA

Kox opurnnana PerucrpaunonHbrit
HOMep
Npo¢eCCHOHATLHOTO
CTaHJapTa

Tpynossie
OeHCTBHSA

TlocTaHoBKa eXEOHEBHBIX 3afad  COTPYAHHKaM, OOO3HAauY€HHE IIIaHOBBIX
noKa3arelneH

[posenenne cobpanmii 1 HHGOPMHpOBaHHE OHEPATOPOB 06 H3MEHEHHAX, HOBBIX
MPOEKTaX M MOPYYEHHAX PYKOBOACTBA

CocraBieHHe ¥ KOPPEKTHPOBKA PACIHCAHUA IEPEPHIBOB B paGoTe CIENHAINCTOB MO
HH(OPMAIMOHHO-CIPABOYHOMY OOCITY)KHBaHHIO KIHEHTOB BHYTPH CMEHBI

IlpenocraBnenue coTpyAHMKaM Beell HeoOXOMMMONM IS BHIOHEHH pabounx 3a1aq
uH(OPMALHH U IPYTHX PECYPCOB

MoHuTOpHHT 0GHOBIICHUS HHPOPMANUH U AOBEACHHE N0 JIMHEHHBIX CIIEHUAIHCTOB
rHGOpMaIH Mo 00CITyKUBAHHIO

Benenue yuera crenHanucToB N0 HMHGOPMALHOHHO-CNPABOYHOMY OOCIYXHBaHHIO
Ha CMEHE

CGop obpaTHOM CBS3H OT CIEOHATHCTOB IO HH(MOPMANHOHHO-CIPABOYHOMY
0GCITY)XMBAHHIO KOHTAKTHOT0 HH(pOPMALIMOHHOTO IIEHTpa

VipapieH)e 3arpy’KeHHOCTHIO CIEIUAIHMCTOB IO HH(OPMAIKOHHO-CIIPABOTHOMY
00CIIy’)KUBaHHUIO

BeleHne CTaTHCTHKH KIIOYEBBIX MOKasarelneif paGoOTHl IPYHIBI CIELUATHCTOB IIO
HHGOPMALIHOHHO-CIIPABOYHOMY OOCTY>KHBAHHIO

HeobxoaumMele
yMEHHS

BLICTP&HB&TB KOMMYHHKAIlHIO C UCIOJHHUTEIIMA B MPOIECCE TIOCTAHOBKHU 3a1a4 U
KOHTPOJIA HCTIOJITHCHUAA

CoCTaBIATE ONTHMANBHOE PACIIHCAHME IMEPEPHIBOB B PaboTe CICHUANHCTOB IO
HH(GOPMALTMOHHO-CIPaBOYHOMY 00CITYXKHBAHHIO

Pacnpenenats Harpysky Ha CIEOUATNCTOB IO HH(POPMAMOHHO-CIPABOTHOMY
00CITyKHBaHHIO

q)OpMI/II)OBaTB OTYCTHOCTh M IPCMUIOKCHHA PYKOBOAUTCIIIO II0 HMTOraM cGopa
CTaTUCTUKH

Koop,um-mponarh H COrjiacCoBBEIBATh CBOIO pa60Ty C KoJUICTaMH IIpH peaIu3alluH
COBMCCTHBIX 3aJa4

KoppekTapoBars CBOM AEHCTBUS B COOTBETCTBHH C CHTYale

Heobxonnmeie
3HaHHS

IlepeyeHr HW meneBble 3HAYCHHS KIIOYEBBIX INokasateneif s¢dexruBHOCTH,
TPAMEHSEMBIX B OpraHu3auuy IS OLeHKH pabOoTHI TPYII COTPYAHHKOB

OcHoBHBIE MOKa3aTed B paboTe TPYNIBl CHEUMATHCTOB MO HH(POPMALHOHHO-
CIPaBOYHOMY OOCITYKHBAHHIO KOHTAKTHOTO HHMOPMAIHOHHOrO IIEHTPa

JIOTDKHOCTHBIE 00A3aHHOCTH CHENHAIMCTOB N0 HH(OPMALMOHHO-CIPABOYHOMY
00CITyKHBaHHUIO KOHTAKTHOTO HH(OPMAMOHHOIO IIEHTpa H HX KOMIETEHLHH
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BHyTpeHHHe perilaMeHTHl H NPOUEAYPH OpraHU3alu¥ paGOTEI CHELUAIMCTOB IO
HH(OPMALHOHHO-CIIPaBOYHOMY OOCIYXHBaHUIO KOHTaKTHOTO HH(OPMAIHOHHOTO
LeHTpa

OcHoBB mponiecca (OPMHPOBaHHMSA paclHCaHHS ¥ IIEpephIBOB B  pabote
CEOHATHCTOB 110 HHGOPMANMOHHO-CIPABOYHOMY OOCHYXHBAHHIO KOHTAKTHOTO
HH(HOPMAaIHOHHOTO LIEHTPa

Mertonsl ¥ MHCTPYMEHTH aHAIM3a MHGOPMAIMH M CHOCOGHEI c60pa CTATHCTKH M0
paboTe  CHENHATHCTOBR 1O  HHGOPMALMOHHO-CIPABOYHOMY  OOCIYKHBAHHIO
KOHTaKTHOT0 AH(QOPMALHOHHOTO LEHTpa

Meromiki pacnpefefieHHs HAarpy3KH CICHHAIHCTOB 1[0 HH(POPMALHOHHO-
CIIPaBOYHOMY OOCITYKMBAHHIO KOHTAKTHOTO HHGOPMALMOHHOTO LIEHTPa

TpeboBaHHA OXpaHEI TPY/a H NOXKAPHOIH Ge30MacHOCTH

CraspapTHl 0 OpMIICHHS JOKYMECHTOB B OpraHH3aLUH

CTa.HJ.IapTB[ IIOBCACHUSA, paBUiia JCJIOBOI0O OGIIICHK}I, PEYCBOr0 3THKETA, IPUHATHIC
B OpraHu3anun

JHpyrue

XapaKTCPUCTUKH

3.4.2. Tpynosas dpyHkums

HauMmeroBanue

KonTpomns paGoTs! rpymm
CIIEI[UATHCTOB, COOTBETCTBHUS
IeHCTBUM CTICIUANTICTOR
YCTaHOBJIEHHBIM HpOIIECCaM K KBANHGHKALMHA
JIOCTIDKeHHS MoKasaTeneit
JeATEIBHOCTH

Kox D/02.5 VpoBeHs (IOJypOBEHS) 5

BOIA TBOB: u3
IIponcxoxneHue TpyA0BOH Opurmman X 3auMCTBOBaHO

¢byHKIHK

OpHTHHaNa

Kon opuruxana PerucTpauoHHbIH
HOMEp
npo¢eccHOHATBEHOTO
cTaHzapTa

Tpynossie
JeHCTBHS

KOHTpO/Ib IYHKTYQIBHOCTH M JUCIMIUIMHBI CHIEHUAIACTOB IO HHGOPMAIHOHHO-
CIIPABOYHOMY OOC/TYKMBAHHIO KOHTAKTHOTO MH(OPMAIIMOHHOTO LIEHTPa

KoHTpoms NOCTHXEHHS IUIAHOBHIX TOKasaTeleil Tpymmod CHEIMaIHCTOB IO
HHOPMANMOHHO-CIIPABOYHOMY OOCIYXKMBAaHHIO KOHTAaKTHOrO HH(OPMaMOHHOTO

neHrpa

3anyck aBapuiHBIX CIieHApHeB pabOTHI IPYIIIE CIEAATACTOB HO HHPOPMAHOHHO-
CTpaBOYHOMY OOCITY’)KHBaHHIO KOHTAKTHOrO HH(GOPMAIMOHHOTO LIEHTPa

KonTposb  craryca  BBINOMHEHHS  3aJaHMH  PYKOBOACTBA  KOHTaKTHOTO
HH(OPMAITHOHHOTO IIEHTpPa

IlpenocTaBnenne  pyKOBOACTBY  KOHTakTHOro  HH(OPMAlMOHHOTO  LEHTpa
MHGOPMALIH O CTATyCE BHIIONHEHHSA 3a1ad

IlpenocraBnenne pyKOBOACTBY pPEKOMEHIALHH H NPEIIOKEHHH 0 ONTHMH3ALUH
paboTHI IPyNnsl CHEHHANHCTOB IO HHGOPMamUOHHO-CIPaBOYHOMY 0OCITy)KHBaHHIO
KOHTAaKTHOTO HH(OPMAIHOHHOTO [IEHTPa

Heobxoaumeie
YMeHUS

OtcaexuBaTh CBOCBPEMCHHOCTh M Ka4€CTBO BBIIIOJIHCHHSA 3a1a4 ¢ IIPHUMECHCHHUCM
pa3aM4HbIX GOPM KOHTPOIISL

AHaIH3HPOBaTh TEKYIYI0 CHTYaIlMI0 M IpPHHHMArh pelICHHs AT obecriedeHHS
TpeGYEMOro YPOBHSI IIOKa3aTeNeil KOHTAKTHOTO HH(GOPMALHOHHOTO HEHTpa
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OpraHn30BEIBATE MEPOTIPUSITHS JJIA ITOBBIIIEHAS Pe3yIbTATUBHOCTH PabOTHI TPYIIIEL
CMIENHATACTOB N0 HH(GOPMAUHOHHO-CIPABOYHOMY OOCITYXKHBAHHMIO KOHTAKTHOTO
HAGOPMANHOHEOTO IIEHTPa
AnanTApoBaTh M NPUMEHATH ITyYIIHe MPAKTHKH KOHTAKTHOr0 MHQPOPMALHOHHOIO
IEHTpa JUIsl JOCTHXEHHAS OCTABICHHEIX el
KoopnuHupoBaTh M COTNIACOBEIBATH CBOIO PafoTy C KOJUIETaMH IIpH pealH3aldH
COBMECTHBIX 33j1a4
IlpoBomuTh HHCTPYKT@X COTPYAHHKOB I  pead3alldd  MEPOIPHSTHIA,
HAMPaBICHHLIX HA NIOJIEpXKaHUe Wi o0ecneucH)e IUTAHOBEIX TOKa3aTeei
BrIcTpanBaTe KOMMYHHKAIIMIO C COTPYIHHKaMH B IIPOLECCE IMOCTAHOBKH 3a4ad M
KOHTPOJI HCIOJHEHHS
Heob6xomimbie MeTozp! M MHCTpyMeHTH! aHaym3a nudbopMaimn, ciocoOsl 00pabOTKH AaHHBIX
3HaHHS Ilepeuenr u ueneBble 3HA4eHHWsA KIIOYEBBIX IIoKasatenedt ¢ ¢eKTHBHOCTH,
NPUMEHSEMBIX B OpTraHM3alliy /IS OUCHKH paboTEI TPy COTPYAHUKOB
OCHOBHBIC TOKA3aTeNH, BAAAIONINE HA HATPY3KY COTPYAHHUKOB
Pernamentsl HW mOpomeAypHl OpraHHM3ali¥, MO3BOJMIONMME KOPPEKTHPOBAaTh H
OIITHMU3HPOBATh Ipad K paboTHl COTPYIHHKOB
OcHOBHBIE  O0S3aHHOCTH  CHEIMANHCTOB M0 HHGOPMANHOHHO-CIPABOYHOMY
00CITyXUBAHHUIO KOHTAKTHOrO HH(OPMAIIOHHOTO IIEHTPA ¥ MX KOMIICTSHITAN
Mertoapl ¥ HHCTPYMEHTHI aHAM3a HHGOpMAaIAH M CHOCOOBI cOOpa CTATHCTKH IIO
paboTe crmenHamucTOB N0  HH(GOPMALHOHHO-CIPABOYHOMY  OOCITYXHBAHHIO
KOHTAKTHOTO HH(OPMAILHOHHOTO IIEHTpa
MeTomukH pacnpeneNeHMd Harpy3KH CHEHUAIMCTOB IO  HMHGOpManHOHHO-
CTPAaBOYHOMY OOCIYKMBAHHMIO KOHTAKTHOTO HH(OpMaMOHHOTO IEHTpa
TpeboBanus oxpaHsl TPYAa U MMOXapHOH 6€30MacHOCTH
CrangapThl ohopMIIeHAS JIOKYMEHTOB B OPraHU3aHu
Hpyrue -
XapaKTEePHCTHKH
3.4.3. Tpynosas dynxnus
OG6y4eHue 1 MOTHBAIUS
HavMeHoBaHTe CIIELHAIHCTOB, YJaCTBYIOIIHX B Kox D/03.5 VYpoBeHs (IOTypOBEHB) 5
IUCTAHIHOHHOM HE(OPMALYIOHHO- KBayA KA
CHPaBOYHOM 00CITY)KMBAHHH
I
q)poucxomeﬂue TPYAOBOMK Opurasan X g;;n:gzﬁzaﬂo i}
Kon opurnrana PerucTpalMoHHsIi
HOMep
npodeccHoOHANBHOro
CcTaHAapTa
Tpynossie ®opmupoBaHue TpeGoBaHME K KaHAMAATAM HA JOJDKHOCTH CICHHANKHCTA MO
neHcTBHA HHGOPMALOHHO-CIIPABOYIHOMY OOCTY)KHBAHHIO KOHTAKTHOrO HH(OPMAHOHHOTO

HeHTpa

Oprasmsaimsa mpomecca HAacTaBHUYECTBA B TIpPYNNE  COCHHAIHCTOB IO
HHGOPMALMOHHO-CIIPABOYHOMY OOCITY)KHMBaHHMIO KOHTAKTHOrO HH()OPMAIHOHHOTO
LeHTpa

IlpoBenenne paboOTEI € COTPYAHHKAMH B CIy4asX OTKIOHEHMS OCHOBHBIX
nokasarelieil ux paboTsl OT YCTAHOBJICHHBIX 3HAaYCHHUI

CocTaBieHHe  MHIMBHIYAISHBIX  IUIAHOB  1podeCCHOHANGHOTO  pa3sBUTHS
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CNICIHATHCTOB 10 HH(GOPMAIIMOHHO-CIPABOYHOMY OOCIY)KMBAHHIO KOHTAKTHOTO
HHGOPMAITMOHHOr'O IIEHTPa

JloBenieHHE 10 PYKOBOOMTENS TIpPYNIBl HHPOPMAIMM O CHCTEMATHYECKOM
HEBBINOIHEHAH COTPYIHMKOM IIIAHOBBIX TIOKa3aTeeii

O3nakoMyICHHE JTHHEHHBIX COTPYJHHKOB TPYNNEI ¢ H3MEHEHHSMH B COIEpKaHHH
eJMHoM Ga3sl 3HAHUH

IIpoBenenHe paboTh! 10 0GNErYeHAI0 ANANTAIMHE HOBOTO COTPY/IHHKA

ITposenenne oneHkH 3¢ GHEKTHBHOCTH paGoThI HACTABHHUKA MO OKOHYAHHH IEPHOJA
CTXKHPOBKH

Opranusamus HTOroBO# OLEHKH CTaxkepa IO OKOHYAHKH HCIIHITATENLHOTO CPOKA

QopmupoBaHHE 3ampoca Ha OOy4eHHE CIEHHANTUCTOB 10 HMH(POPMAIHOHHO-
CHPaBOYHOMY OOCTYXMBaHHIO KOHTaKTHOTO HH(OPMALMOHHOTO LEHTPA  IpH
BHEIPEHMH H3MCHEHMH, TOABIEHHH HOBBIX HPOAYKTOB M YCIYT B OPraHH3alUH

Opragusanus 00ydalollMX X PasBUBAIOIIAX MEPOIPHUSTHA Ui CHEHHAIMCTOB IO
HHGOPMAIHOHHO-CIPABOYHOMY OOCITY)KUBAHHIO KOHTAKTHOrO HMH(OPMALHMOHHOIO
HeHTpa

ITpoBeaeHne KOPPEKTHPYIOUINX 00YYAIONIMX AeHCTBHIH Ha pabouMx MecTax

Ipemnoxenne ymydmeHuit B Ipomecce OOyYeHHs HAa YPOBHE KOHTaKTHOTO
HH(GOPMALHOHHOTO HEHTpa

Heob6xonuMeie
YMEHUs

AZnanTHpOBaTh M NPHMEHATH JYYINHE NPaKTHKH KOHTAKTHOIO HH(OPMAIMOHHOTO
HEeHTpa I JOCTHKEHHS  IOCTABICHHBIX [eed  COCNHAINCTAMH 10
HH(POPMAaLOHHO-CIIPaBOYHOMY OOCITY)KHBAHUIO

®opmuposaTh IpodhuIb KaHANAATA IS OTOOpA CIELHUATICTOR N0 HHYOPMALHOHHO-
CIIPaBOYHOMY OGCITY)KHBAHUIO

QopMHPOBAaTh ISl HOBBIX COTPYNHHKOB IUIaHBI aJaNTallHH B KOHTAKTHOM
“HGOPMALMOHHOM LIEHTpE

@®opMmupoBaTh  HHAMBHAYyanbHbIE  IUIAHBI  HPO(ECCHOHANBHOrO  pa3BHTHS
COTPYZHUKOB

BBIBIATE -HOTPEOGHOCTH B OOYICHHM CHEOUATHCTOB IO HHGDOPMAIMOHHO-
CIIPaBOYHOMY OOCIYXXHBAHHIO KOHTAKTHOrO HH(OPMAIIHOHHOTO IICHTPa

@opMHupoBaTh IUIAH OOYdYEHHS CHEMHAIMCTOB IO HH(POPMAHOHHO-CIPAaBOYHOMY
00CIy)KHBaHHIO KOHTAKTHOTO HH(OPMAIHOHHOTO EHTPa

MoTHBHPOBAThH CHENUAIKCTOB [0 HH(POPMAIMOHHO-CIIPABOYHOMY OOCIIYKHBAHHIO
KOHTAKTHOr0 MH()OPMAILMOHHOTO IIEHTPA K JOCTHXKEHHIO IOCTaBIEHHBIX Lelell
TOKa3aTelel KOHTAKTHOTO MH(OPMAIMOHHOTO LIEHTPa

BricTpamBaTh KOMMYHHKALHIO CO CICHHAIACTaMH 10  HH(OPMAIHOHHO-
CIIPABOYHOMY OOCITYKUBAHHIO KOHTAKTHOTO WHGOPMAHOHHOrO IIEHTPa B mporecce
afanTaiuy ¥ 00yJeHHs

Opraun3oBEIBaTh O0YYEHHE CHENHATHCTOB IO HH(OPMAIMOHHO-CIPABOYHOMY
00CIyXKMBaHHIO KOHTaKTHOTO MH(OPMAIIHOHHOTO LIEHTPa Ha pabounx MecTax

OrneHuBaTh 3(1)(1)CKTPIBHOCTB IIPOLECCOB aaanTalmu, 06y‘ICHH$I U HACTABHUYCCTBA

HeobGxonumere
3HAHUS

MeTtozs! ¥ cioco0sI GOPMHPOBaHHS KOMMYHHKATHBHBIX HABBIKOB

Metogsl 1 (opmel 00ydeHHS] CHENHATHCTOB IO HHGOPMAIHOHHO-CIPABOIHOMY
00CIY)KMBaHHIO KOHTAKTHOTO HHGOPMAIMOHHOTO LIeHTpa

OcHOBHbIC  OOSM3aHHOCTH  CHELMANMCTOR 10 HHPOPMALKOHHO-CIPABOYHOMY
00CITy)XMBaHHUIO KOHTAKTHOI'O HHGOPMAIMOHHOTO LIEHTPA U HX KOMIICTCHIIUH

IlepeueHb ¥ IHeNeBble 3HAueHHWs KIIOYEBBIX moKasarenedl sddexruBHOCTH,
NpPUMEHAEMBIX B OpraHM3aliy JUIs OLEHKA paboThl rPyII COTPYAHUKOB

Metogsl H  cnocoObl HEMAaTepHATHHOM  MOTHBALIHH  CIEIHAIMCTOB IO
HH(POPMALHOHHO-CIIPaBOYHOMY OOCITY)KHBAaHHIO KOHTaKTHOTO HMH(POPMAIHOHHOTO
LIEHTpa
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IpaBmna mosrydeHHss OOpaTHOM CBA3M OT CHEHHATMCTOB MO HHQOPMALIHOHHO-
CIIPaBOYHOMY OGCITYXKHBAHHIO KOHTAKTHOTO HH(OPMAIIMOHHOTO LIEHTPA

JleACTBYIONIME PerTaMEHTHI OPraHu3alvi IO aIalTallik HOBEIX COTPYAHMKOB

JeicTByIONIe periaMeHThl OpraHM3alMe 10 06CTyKHBAaHHIO KJIMEHTOB

VcraHoBICHHBIH B OpraHH3alMe NOPAAOK MpHeMa 00pameHuii KIIAEHTOB

ITpasuia nenoBoro o6IMIECHAS M PEIEBOIO STAKETA

AxTyanbHbie YCIYTH ¥ IPOAYKTHI OPTaHH3aMY B OJHOM 00neMe

IlpaBuna menoBoil MepemuCKy M HPENOCTABICHUS OOpaTHOM CBA3H B IIHCEMEHHOM
BHJE

Hpyrue

XapaKTePHCTIKA

3.4.4. TpynoBas dpyunknus

HanmeHnoBanue

Opranu3amnys MOHUTOPHHTA
YAOBJIETBOPEHHOCTH KIHEHTOB
JOCTYITHOCTBIO M KaYeCTBOM
IPEAOCTABIEHHASN I/IH(I)OpMa[[I/IOHHO- Kox D/04.5 YpoBeHb (IOAypOBEHB) 5
CIPABOYHBIX YCIIYT, CO3/IaHAE YCIOBHIA ) KBaNHHKaLMU
IUIS TIpOBeiCHAA HE3aBUCHMOM OLIEHKH
Ka4ecTBa YCIIyT, OKa3bIBAEMBIX
opranmzanuei

TIporcxox/aeHHe TpyAOBOi

¢byHKIHEH

3auMCTBOBAHO U3

Opurusan X opuraHaia

Koz opurunana PerncrpauyoHHbIi
HOMED
npodheCCHOHAIBHOTO
CTaHAapTa

TpynoBble
JCHCTBUA

OnpenienicHuE IEACBHIX NOKa3aTeNlell KayecTBa JEATeNbHOCTH 10 NPeOCTABICHHIO
HH(OPMALMOHHO-CIIPABOYHBIX YCIYT U COCTABIAIOMMX €€ IPOIECCOB

Opranmsanuss MOHHTOPHHTa  KadecTBa  PE3yNBTATOB  HEATENHHOCTH IO
MpEeNOCTABICHHI0 HMH(GOPMALMOHHO-CIIPABOYHBIX YCIYT H COCTaBIAIOIMAX €e
TIPOIECCOB

IInanupoBaHWe, OpraHH3alHMsi M  KOHTPONb JAEATENIBHOCTH HO  aHAIU3Y
YZIOBIETBOPEHHOCTH NOTpebHTENeH HH(POPMAIHOHHO-CIIPABOYHEIX YCIIYT

Onpenenenne Ka4eCTBEHHBIX IOKa3arenel pesynbTaTMBHOCTH H 3(dexruBHOCTH
Tpolecca MPeJOCTaBICHM HWHPOPMAIMOHHO-CIIPABOYHBIX YCIYT B pa3pe3e Tpym
COTPYIHHKOB

AHanu3 KkadecTBa IPHHMMAEMBIX pEMIeHHHE H ILIaHHPOBAHHE KOPPEKTHPYIONIHAX
JICHCTBHH H yInydIneHuH

Koopmuranms wu obecrievenne (YHKIHOHHpOBaHHA npomecca ob6paboTku
IIPETEH3HOHHBIX o0pameHui

BelgBiieHHe IpHYHH BOSHUKHOBEHHUS IPETEH3MH M MX IOCIEAYIOIIHH aHaATN3

HOMCP)K&HHC H YCOBCPIICHCTBOBAaHHUE CHCTECMEBI OT3bIBOB H l'[O)KeJ'I&HPIﬁ, 06paTHOI‘/'I
CBSA3H C KIIHCHTAMHU

HpOBeI(CHHe IIPOBEPOK KAYCCTBA 060JIy)KI/IBaHI/Iﬂ KJINMCHTOB

PaspaﬁoTKa U BHEAPCHHC HpeJlJ'lO)KCHHﬁ, KacCaroluXcs ITOBBIIICHUA KadeCTBa
OKa3aHws NIPeNOCTABIICMbIX yCIIYT

HeobxoauMelie
YMEHHS

ANanTHpOBaTh M OPHMCHSTH Jy9NIHEe MPAKTAKA KOHTAKTHEIX WEHTPOB ISt
JOCTIKEHHA Ilelielf IO KadecTBY OKa3aHHUs MPEeAOCTABIAEMBIX YCIIYT
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HpOBOZ[HTB IKCIIEPTHU3BI B 30HE CBOEH OTBETCTBEHHOCTH

KonTpomipoBaTs BEIIOTHEHHE TPeGOBAHME OpraHU3aluy 10 Ka9eCTBY U CTAHIapTOB
KayecTBa

OpraHn3oBEIBaTh IPOBE/ICHIE BEIOOPOUHEIX IIPOBEPOK MPEAOCTABIAEMBIX YCIIyT

OcyIecTBIATE METOANYECKOE PYKOBOACTBO B 30HE CBOEH OTBETCTBEHHOCTH H
obecrneunBaTh €ro HeoOXOTUMOM JOKYMCHTAIHEH

BBICTpaIdBaTI: CHCTCMBI YIIpaBJiCHHAA Ka4€CTBOM )% obecneueHus
KOHKypeHTOCHOCO6HOCTH OpraHu3aiuu

PaspabarsiBaTh mpolleIyps1 B METOIBI KOHTPOJIS

ABamm3nrpoBath ) (EKTHBHOCT GH3HEC-IPOLIECCOB M AEATENLHOCTh COTPYAHUKOB

Heo6xoaumeie OCHOBHBIE IOHATHS U OIIPEACIICHAS B 00JIACTH Ka4eCTBa

3HaHHs Mogemu obecreyeHns KauecTBa OKA3aHHS IPEIOCTABISEMBIX ycIyr
IMpunuune GopMIpoBaHUs NOKasaTeseil KadecTBa 06CIyKUBAHHS KIHEHTOB
CriocoGBI I3MEpEeHUS M METOMIBI OLEHKHU Ka9ecTBa 00CIyKMBAHUS
IMosxoms! K paboTe ¢ xar06aMu KINCHTOB
Crienan3upoBaHHOE IPOTPAMMHOE 0GecIIedeH e I KOHTPOJIS Ka4yeCTBa, KOTOPOe
HCIONB3yeTCA B KOHTAKTHBIX HHGOPMAIHOHHBIX IIEHTPaxX
OCHOBHEIE METOAMYECKHE LOKYMEHTHI, HAIHOHATIBHBIE H  MEXKIYHAPOIHbIE
CTaHJAPTHI B chepe KOHTPOIIS KadeCTBa 00CTY>KUBAHUS KITHEHTOB
IToka3arenu y/10BIETBOPEHHOCTH KIMEHTOB M CIOCOOBI HX pacyera
IlepedyeHr W LeneBble 3HaYeHWs KIIOYEBBIX IOKasareneil adexrusHOCTH,
IIPUMEHAEMBIX B OpraHM3alluy JUIS OLleHKH paboThl IPYII COTPYIHUKOB
INpaxTiku npuMeHeHUs HOpM, METOIOB, IPHEMOB, CIIOCOOOB H MPOLEXYP KOHTPOJIA
KadecTBa OKa3aHMA HpPEJOCTABIACMBIX YCIYT, B TOM YHCIE C HCIOJBL30BaHHEM
NPOrpaMMHBIX HPOAYKTOB JUISL HONydeHus u obpaboTku wuHGOpMamum o
BBIABICHHBIX OTKIOHECHUAX

Hpyrue -

XapaKTEPUCTHKA

3.4.5. Tpynosas pyHkuus

PaspaboTka mpennoxeHni mo
MOBBIIEHHUIO 3¢ EeKTHBHOCTH
TIPOIECCOB AUCTAHIIHOHHOTO

Haumenosanne | HHGOPMALHOHHO-CIIPABOYHOTO Kox

D/05.5 VpoBeHb (NMOAypOBEHb) 5

KBaNupUKaIuK

o6cTyXXHBaHUS H IPe/ICTaBICHHAE

JAHHBIX IPEAJIOKCHUH

BBIIIECTOAINEMY PYKOBOJCTBY
TIpoucxoxkaeHHe TPYAOBOIH op X 3aHMCTBOBAHO M3
yHKUMH OpHTHHAJIA

Kon opurnnana PeructpaoHHsIN
HOMEp
TIpo(heCCHOHAIBHOTO
CTaHjAapTa

Tpynossie Hzyuenne u ouenHka 3¢¢peKTHBHOCTH IPOLECCOB YAAICHHOTO HH(POPMAIHOHHO-
JOeHCTBUA CIIPaBOYHOTO OOCITYKUBAHUS HA YPOBHE OTACNBHBIX I'PYTII, OLECHKA PaGOTHI KAKAOTO

COTPYAHHUKA B 30HE €0 OTBETCTBECHHOCTH

Ilpennoxenne HOBHIX METONOB pemeHus 3afad B cdepe AHCTAHIHOHHOTO
HMH(OPMAITHOHHO-CIIPABOYHOTO 0OCITY)KHBAHHS

Ot1cnexupanne H NpHMEHEHHE B CBOEi JeATETRHOCTH HOBBIX 3HAHWH B 0OJAacTH




25

Oopranu3anuu IeITCIbHOCTH KOHTAKTHBIX I/IH(I)OpMa[IPIOHHI:IX LOEHTPOB

Brisisnenue [IPAYUH HCYNOBJICTBOPUTEIEHOIO BBIIIOJTHEHHS paﬁOTLI

AHanm3 w3MeHEeHHil B IPOIIECCE BEITIOJIHEHHS paboT

BriBnenne u oneHka BiHsSHHS (aKTOpOB BHYTpEHHeH M BHeIUHe# cpeasl Ha
30 (}EKTUBHOCT  IPOLECCOB  AMCTAHIMOHHOTO  MHMOPMAIMOHHO-CIIPABOIHOIO
obcayxuBaHHS

Pa3paGoTka npeloxkeHHi HO BHEAPEHWIO HOBOM TEXHHKH, HOBBIX TEXHOJOTHIA,
H3MEHEHHIO OU3HEC-POIIECCOB

Heo6xoaumele
YMCHHUSA

Anamm3upoBaTh 3(G(EKTHBHOCTh, OPraHW3AIMOHHEIE H TEXHWYECKHE YCIOBHSA
IFCTAHIHOHHOTO HH(OPMAIIOHHO-CIPABOYHOTO O0CIYKHBAHHS

HPKMCH}ITB METO bl cGopa JAHHBIX C MCIIOJb30BAHUCM TCXHHYCCKHUX CPCACTB

CocTaBnaTe Npe3eHTAHOHHGIE H HHPOPMANHOHHO-AHATUTHYECKHE MAaTEpHAIb,
CTaTbH, CHPaBKH sl OOOCHOBAHHA 3(P(PEeXTHBHOCTH BHOCHMEIX TIPEIJIOMKEHHIL
TIPOBOJUTH NMYOINYHBIC BHICTYIUICHHS

AHamM3MpoBaTh U BHEAPATH TEXHONOTHA H HHCTPYMEHTHI NEPEOBOTO OIBITA B
OpraHM3alMMl  MpPONECCOB  JAUCTAHIMOHHOTO  HHQOPMAIMOHHO-CIPABOYHOTO
obciyxuBaHuS

O60CHOBEIBATh BHIPAGOTAHHEBIE NPEIOKEHHS C HCIIOIb30BAHMEM KOJIMYECTBEHHBIX
M KaYEeCTBEHHEIX ITOKa3aTesei

Oprasu3oBLIBaTh paboTy Mo cOOPY M PAcCMOTPEHHIO MPEMIOKECHHH COTPYTHUKOB U
KIHEHTOB MO HOBHINICHHIO 3((HCKTHBHOCTH IpPOLIECCOB JHCTAHIHOHHOTO
HH(POPMAHOHHO-CIPABOYHOTO OOCITYKHBAHUS

Heobxomumelie
3HAHHSA

OCHOBBI ICHXOJIOTHH ¥ YIIPABJICHUS IEPCOHATIOM

OCHOBH yIIpaBJICHHs. H3MCHCHASMH

OCHOBEI [IeJIOBOTO 3THKETA U IPodeCCHOHANBHOTO B3aUMOJICHCTBHS

Mertoasl c6opa uadpopManuu

IIpunnunel ¥ npaBmra paboTEl ¢ HOPMAaTHBHO-METOAMYECKOH JIOKyMEHTAUMEH;
TpeOOBaHNS K pa3pabOTKe PerIaMeHTOoB IIPOLECCOB

MeTo/BI COBEPIIEHCTBOBAHMS IIPOLIECCOB

MeTo/151 OICHKH TOCTOBEPHOCTH cOOpaHHOH HH(OPMAILIHH

Ilepeuenr ¥ IeneBble 3HAUCHHs KIIOYEBBHIX MoOKaszareneil dddexTuBHOCTH,
MPUMEHSEMBIX B OPraHM3aiiy AJIsl OIIeHKH pabOThl IPYHI COTPYIHUKOB

MeTo/1b1 OlleHKH 3¢(PeKTHBHOCTH NMPOLIECCOB MM aIMUHHUCTPATHBHBIX PETTIAMEHTOB

JHpyrue

XapaKTEPHCTHKA

3.5. O6oomennas TpyaoBas pyHKIHS

HammeHoBaHHe

VipaBnesue JeATENBHOCTHIO O
JCTAaHIHOHHOMY HHGOPMAIHOHHO-
CIIPaBOYHOMY OGCITYXXHBAHHIO Ha
YPOBHE OpTaHH3allAH

Kox E | Vposens kpanudpuxanuu 6

Hpouqu‘)lmenne 0606meHR0 Opurmsan X 3aHMCTBOBaHO U3
TPYZAOBOM byHKIK OpHUruHaNa
Kon opurnHana PerucrpanpoHHBIH
HOMep
npodeccHOHATEHOTO
CTaHA2pTa
BosmoxanIe Jupexrop
HAaNMCHOBAHHA PyKOBOIlPITCJIb OpraHusanvun
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| momkHOCTeH, mpodeccuit |

TpeGoranus x
06pa30BaHHIO A

Briciee o6pazoBanue — GakanaBpuar
128)131

obyuenunio Bericmee o6pa3zoBanne (HenpoduibHOoe) — GakalaBpHaT M JOMONHATEILHOE
npodeccHoHaNBHOE 06yUeHHE — IPOrpaMMBl TPOGECCHOHANBHON
MEPENOrOTOBKH 110 MPOGUITO JEATENHHOCTH

TpeGoBanus K OMEBITY He Menee 0iHOT0 roa pyKOBOZCTBa OAPA3eICHACM IO YAATEHHOMY

IPaKTHIECKOM paGoTHI HH(OPMaLHOHHO-CIIPABOYHOMY 0GCITYKHBAHHIO

OcoGrle ycnosus -

JIOITycKa K pabote

Jpyrre XapakTepucTHKn | -

I[OHOJIHHTCJILHLIC XapaKTCPpUCTHKH

HanMenoBanue K HammMenoBanue Ga30Boii rpymnisL, KomwkHOCTH (podeccun)
on
JIOKyMEHTa WM CIEIMAIBHOCTH
OK3 1120 PyxoBojuTenn yupexaeHtii, opraHu3aiyii # npeanpusITHit
OKCO 2.09.03.00 | Mudopmarnka ¥ BEMYHCIMTENbHAS TEXHHKA
5.38.03.00 | DxOHOMHKa U yIpaBleHHE
3.5.1. TpynoBas pynxous
IInanupoBanue H pyKOBOACTBO
MOCTPOECHHEM EAUHON CHCTEMBI
Hanverosatme | o b oo CHHA JHCTAHITHOHHBIM Kon E/01.6 VpoBeH (NOXypoBeH:) 6
HH(pOPMaAHOHHO-CIIPaBOYHEIM KBaHHKaLHI
obCITyKuBaHHEM Ha YpPOBHE
OpraHu3alHuu
IponcxoxaeHre TpyaOBOH Opurnsan X 3aMMCTBOBAHO H3
bynxumu OpHUTHHATA
Kon opurunana PerucrpauuoHHbIi
HOMEp
TIpodeCCHOHANBEHOrO
cTaHaapTa
Tpynoebie Pazpaborka u yTBepXIeHHE TEKYIIMX M IEPCHEKTHBHEIX IUIaHOB pPaGOTHI
neficTBus CTPYKTYPHBIX  HOJApasfeNeHHif, BXOAAIMX B CHCTEMYy JHCTaHIMOHHOIO

060J'Iy)KKBaHI/Iﬂ KJIIMCHTOB B OpraHM3anu

OmpepeneHre UENEBbIX IMOKa3aTeNeH NEATENBHOCTH CTPYKTYPHBIX IOAPA3ACIICHUMH,
BXOAAIMX B CHCTEMY JHCTAHIHOHHOTO OOGCIyXHBaHMA KIHEHTOB, H HX
COTPYAHHUKOB

Paspaorka ¥ DpHHATHE YNpPaBieHYECKHX peIleHHWH 1O  MOBBHIMICHHIO
KOHKYPEHTOCIIOCOGHOCTH M Pa3BUTHIO CHCTEMBI ANCTAaHIHOHHOTO OOCITyXKHBaHHA
KJIHEHTOB

AHaimu3 mokazateneit NEATENFHOCTH CTPYKTYPHBIX TNOApasicieHHH, BXOAANIUX B
CHCTEMY ANCTAHIMOHHOTO 00CITy)KHBaHHA KIIMEHTOB

PaspaGoTka pekoMeHIaIMii MO MOJAECPHU3ALMH OH3HEC-IIPOLECCOB AUCTAHIMOHHOTO
06CITy)KHBaHHS KIMEHTOB

OneHKka pe3yibTaroB HeATeNbHOCTH CTPYKTYPHBIX HOAPA3NCHNCHM, BXOINAMNMX B
CHCTEMY JUCTAHIIMOHHOTO 00CIy)XHBAaHHS KIHEHTOB
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BrisBieHHe CTpaTermdeckdux MpoOieM pasBUTUS CHCTEMBI UCTAHI[MOHHOTO
06CITy)XBAHNS KIMEHTOB H pa3paboTka Mep MO HX YCTPRHEHHIO

®opmuposanne npeokeHu 1 GI0MKeTa, BRIIEAIEMOTO Ha QYHKIMOHHPOBAHHE
U PasBHTHE CHCTEMBI JICTAHIIHOHHOTO O6CIY)KMBAHHUS KJIHEHTOB

Heobxoaumeie
YMEHHUS

rIJIaHPIpOBaTL ACATCIIBHOCTE OpPraHM3allil B IOJACHCTEME JUCTAHIIMOHHOTO
00CITy)XHBAHHS KINEHTOB

PaspabareBaTh  IpOrpaMMEI  Pa3sBUTHS MOACUCTEMBl  OUCTAHIIUOHHOTO
o6cnyKUBAHUS KIMEHTOB

®opmupoBaTE cHCTEMY MOKaszaTencH 53¢ (EKTHBHOCTH NeSTe/IbHOCTH OpraHH3alu: U
COTPYAHHUKOB

Opranu3oBeiBaTh paboTy IepCOHANa, CTAaBUTh LEMH M (HOPMYJIHMpPOBATH 3aIadH,
OIPEIEISAT IPUOPUTETEL

BripaGaTeiBaTh BapHaHTEI DPEUICHHHA H OLEHHBATH DHUCKH, CBS3aHHBIE C KX
peai3anueit

Hcnons30BaTh THIIOBBIE METOXBI U CIIOCOOB! BHIIONHEHHS MPO(PECCHOHATBHEIX 3824
B O0NacTH IUIAaHUPOBAHMS, OPTaHW3ALMM, OHEHKH 3(P(EKTUBHOCTH H KauecTBa
JIEATENLHOCTH

Hcnons3zoBaTte HHGOPMaIIOHHO-KOMMYHHUKAIIMOHHBIC TEXHOJOTUM, B TOM YHCIE
pecypchbl HHPOPMAIOHHO-TEIeKOMMYHHEKAIMOHHOH ceTH «HTepHeT»

AHanu3MpoBaTh IOKA3aTeld H3MEHEHHWH B CTpaTeTHd M TAaKTHKE KOHTaKTHOTO
HHAOPMAIIHOHHOTO LIEHTPA

HeobxonumMeie
3HAHUA

OCHOBEI OpraHu3aliH JesTeIbHOCTH KOHTaKTHEIX HHGOPMAIMOHHBIX IIEHTPOB

HanpoHamsHBIE M MEXIYHapoAHBIE CTaHOAPTHl YNpPABICHHS KOHTAKTHBIMH
HHPOPMAIMOHHBIMH LIEHTPaMH, JIy4mMii OTEYECTBEHHbIH H 3apyOEXHBIA OIBIT
OpraHM3alMH JEATEILHOCTH KOHTAKTHBIX HH(OPMAIHOHHBIX IIEHTPOB

IlepeueHr u IeleBble 3Ha4YeHAS KIOYEBBIX MOKasarenel  3¢GEKTHBHOCTH,
OpUMEHSeMBIX B  OpraHM3alHM JUId  OLUEHKH JCATCIbHOCTH  KOHTAKTHBIX
HH(OPMAHOHHBIX IEHTPOB

OcHOBH YHPABJCHUS MPOCKTAMHU U USMCHCHUAMU

Teopusi KOHGIMKTOJIOTHA ¥ ICHXOJIOTHH AEN0OBOro oOIeHAs

CucreMsl CTHMYJIMPOBaHHA IICPCOHAJIA, TOBHIMMICHUA €TI0 MOTHBAIIHH H JIOSIIbHOCTH

OcHOBBI CTPATErHYECKOro MEHE/DKMEHTA H aHTUKPH3HUCHOT'O YNIPABJICHHA

OCHOBBI CTPaTerMIeCKOro MapKETHHIa H YIPABJIECHAS JOSITBHOCTHIO MOTpeOHTENEH
yenyr

DTHKA JEJIOBOTr0 OOINEHUA W MACHMEHHBIX KOMMYHHKAUH

MeTo/ibl ¥ CpeICTBa CHCTEMHOTO M CTPaTerHIecKOro aHaIn3a

Hpyrue
xapalrrepncmlm
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3.5.2. TpynoBas pyHkmun

HaunmeHoBanue

Opranpn3anys 1 KOOpAUHALHA
JIEeATEILHOCTH MOAPa3AeICHHUH,
YYaCTBYIONIUX B JUCTAHIMOHHOM Kox
HH(OPMALHOHHO-CIIPAaBOYHOM
o6CITyKUBaHAH

VpoBeHs (1oXypoBeHb) 6
KBaTH(HKALHH

IIpoxcxoxmeHne TpyaOBOH

byHKIHH

3auMCTBOBAHO U3
OpUTHHaJAa

Opurunan . X

Kon opuranana PerucTpaumoHHsIH
HOMeEp
npoheCCHOHANBHOrO
CTaHjapTa

Tpynossie
OeHCTBHA

Opranmsanusa  paGoTel W BEIOOP TEXHOJNOTHH JEATENBHOCTH CTPYKTYPHBIX
HONpa3CIeHNH, yIaCTBYIOLMX B JUCTAHIMOHHOM HH(OPMALHOHHO-CIIPABOYHOM
obciyXUBaHHH

Opranpzanus CHCTeMaTHIeCKOro o6MeHa HHGOpPMAIHEl IO PasIHYHEIM BOMPOCaM,
3aTparHBalolHM CMCEXKHBIE Cdepbl OTBETCTBEHHOCTH B MPOLECCE JHCTAHIHOHHOTO
HMH(OPMALIIORHO-CIIPABOYHOTO OOCIYKHBAHHUS

Ob6ecneuenne B3aUMOZEHCTIBHSA HOJpA3NENeHHl, yYacTBYIOMIMX B yHAT€HHOM
HHGOPMAIMOHHO-CIIPABOYHOM OGCIIy>KHBaHHM MEXIy co00if M €O CMEXHBIMH
HOAPa3ACIICHUSMU OpTaHH3alNH

Opranmzaius  paboThl JMHEHHBIX PYKOBOIMTENEH B paMKax BBINOJHEHHS
CTPYKTYPHEIMH IIOAPA3JCICHUAME IIOCTABIEHHBIX 3a1ad M JOCTHXKCHHS ENEBBIX
nokasarenel 3(QexTMBHOCTH mpomecca JHCTAHIMOHHOTO HH(OPMAIHOHHO-
CIIPaBOYHOTO 0OCITyKHBAaHHS

Pacripenenenne 30H OTBETCTBEHHOCTH JIMHEHHBIX pYKOBOAMTENCH, obnacTel mx
IIOJTHOMOYHI

BeipaboTka ynpaBIEHYECKHX pEMICHMH 1O BBHINOJHEHHIO NEPCICKTHBHBIX H
TEKYIIHX MJIAHOB KOHTAKTHOr0 HH(OPMAMOHHOrO IIEHTPa

Pa3paboTka M KOHTPOJIb HCIIONHEHHS JIOKATHHBIX HOPMATHBHBIX, TEXHHYECKHX H
METOIMIECKHX JOKYMEHTOB, PEIIIAMEHTHPYIONIMX JACATEIBHOCTh KOHTAKTHOTO
uH(POPMALMOHHOIO LIEHTpa

Brenpenue mnporpeccHBHBIX (OpM OpraHH3alMH JACATEILHOCTH KOHTAKTHOTO
HH(OPMALHOHHOTO IIEHTpa

Heo6xoxumeie
YMEHHSA

OmpenenaTs An4 KOHTAKTHOTO HHGOPMAIMOHHOTO UEHTPA MPHOPHTETHl H
O9epenmHOCTh 3ajad, (YHKIMOHAIBHBIX CTpaTerHii, IPOEKTHPOBAaTh OH3HEC-
HpOIIECCH, pa3pabaThIBaTh TPEOOBAHUS IS HX BHIOJIHEHHS

Opranu3oBbIBaTH B3aMMOAEHCTBHE BCEX YYaCTHHKOB IIpoIlecca YHaneHHOTO
HH(OPMaLMOHHO-CIIPaBOYHOrO OGCIYKMBAHUS 110 BEITOJHEHHUIO TEKYIMX LEei U
3aj1a4, JOCTHXKEHHIO IIOKa3aTeNleH IeITebHOCTH

Onennbars 3¢GeKTHBHOCTD eATebHOCTH OCHOBHBIX CTPYKTYPHBIX NOApa3ieIeHIR
KOHTaKTHOrO HMH(OPMAIIMOHHOTO IIEHTPA, KOPPEKTHPOBATh HX IEATENBHOCTh HA
OCHOBE OIICHKH

Anajm3ApoBaTh  MOTPEOHOCTH  CTPYKTYPHBIX — HOApas[eNeHH#  KOHTaKTHOTO
MH(OPMAIIOHHOrO MEHTPa B MaTePHAIBHEIX PECYpcaX H IEPCOHANE

AHaTU3HPOBATh Y OLCHUBATh PE3YJIBTATHl PEATH3AUNH TEKYIIHX Lelel U 3a[a4 Mo
YAICHHOMY HH(OPMAIMOHHO-CIIPABOYHOMY O00CITYKHBAHHIO

Oprann3oBbBaTh paboTy KOJUTEKTHBA HUCIIONHHUTENEH, IPUHAMATh YIIpABIeHIECKUE
pellIeHHS B YCIOBHUSIX PA3NMYHBIX MHEHHMN
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Co3zaBaTh CHCTEMBI IS HpO(l)CCCHOHaJILHOI‘O pocTa U PpasBUTHA HCIIOJIHATCIBHOTO
PYKOBOACTBA Opranu3anny

Heobxoaumere Metonel, TEeXHONOTHH obecliedeHAss BO3MOKHOCTH  pETYJSPHOTO  oOMeHa

3HaHHA nHoOpManHell TO pA3NAUYHLIM  BOLPOCAM  JIESTENBHOCTH MEXAy WICHAMH
yIIpaBIeHYeCKO# KOMaHIbl
[IpHHIANEI, METOAEI, TEXHONOTHH, WHCTPYMEHTH OIIPE/EIeHUs CTPYKTYPHI
OpraHH3alluy, aJleKBaTHOM PeIlIeHHIO CTPAaTErHYECKHX 3834
INpeHume], MeToAbl, WHCTPYMCHTHI, OCHOBHEIE TEXHOJIOIMYECKHE IPOLECCH H
MpHEMEI paboT KOHTAKTHOTO AHGOPMAHOHHOTO IIEHTPA
HannonambHble M MEXAYHApoAHBIE CTaHAAPTHI YOpPABJICHMS KOHTAKTHHIMH
HHQOPMAIHOHHBIMA LIEHTPAMH, JTyYmHH OTEYECTBEHHBI M 3apyOEKHBIH OIBIT
OpraHM3aI}H JIESTENEHOCTH KOHTAaKTHEIX HHPOPMAalMOHHEIX LEHTPOB
TMomxomst, MeToms! ¥ CHOCOOBI KOOPAMHALMM JEATENHOCTH  KOHTaKTHBIX
HH(OPMALMOHHBIX IEHTPOB
IlepeyeHs u 1eseBble 3HAUEHHS KIIOYEBBIX [OKasareneil 3((eKTHBHOCTH,
NPUMEHAEMBIX B  OpraHM3alMd JId OIEHKH [AeATeNPHOCTH KOHTAKTHBIX
HH(POpPMaHOHHBIX HEHTPOB
IMonxomsl, METOABI U CHOCOOBI OpraHM3aLMH KOHTPOJS M OLEHKH OEATEIbHOCTH
KOHTaKTHBIX HH()OPMAIMOHHBIX LIEHTPOB

Hpyrue -

XapaKTePUCTHKA

3.5.3. TpynoBas pyHknun

KouTtposs GpyHKIMOHAPOBaHHS BCEX
CHCTEM H NPOIECCOB JUCTAHIHOHHOTO

E/03.6 VpoBeHs (oxypOBEHb) 6

Hamvenonaune Kon
HH(POPMALHOHHO-CIIPABOYHOTO KBaTHQUKaLAH
00CITy)KMBaHuUS
OBAHO K
[porcxoxaeHue TPYAOBOIH Opurmaan X 3auMCTBOBaHO H3
byHKIIH OpHUrUHANA
Kopn opurunana PerucTpanoHHbIi
HOMEp
TpohecCHOHAEHOTO
CTaHzapTa
TpynoBsie Ompenenenrie ¢opM ¥ METONOB KOHTPOJS OM3HEC-IIPOLECCOB YAAICHHOTO
JieHCTBHS HH(POPMAIHOHHO-CIIPABOYHOTO 00CTy)KHBaHHS KIHEHTOB

Oprann3anus CIy0bl BHYTPEHHEr0 KOHTPONSA JAEATeNbHOCTH IOApa3zeieHui
(rpynn, cuyx6, oTaenoB) yOQIEHHOro  MH(POPMAIOHHO-CIPABOTHOTO
00cCITy)KHBaHHA KINEHTOB

Opranu3anys KOHTPOJIA (YHKIHOHHPOBAHHA CHCTEMEBI BHYTPEHHETO PacHoOpsAAKa B
moapasaeneHuax (Tpynmax, ciayx6ax, orienax) ymAJICHHOrO0 HH(POPMAIHOHHO-
CIPABOYHOTO 00CIY)KHBAHUSA KIIMEHTOB

Opranmzauyss KOHTPOJIL  HCIOJHEHWs INPUHATBIX  PEMICHHN  IEPCOHATIOM
noapasieneHuil (rpymm, cimyx0, OTIENOB) yOATeHHOr0 HMH(pOPMAIHOHHO-
CIPABOYHOTO 0GCIIY)XHBaHHs KIIHEHTOB

OpraHu3ais KOHTPOJIS COOMOCHHS TEXHHYECKHX U CAHWUTApHEIX YCIOBHH paboTEI
NMEepCOHANIOM  mojpasfeneHwid  (rpymm, ciayx0, OTAenoB) YAAICHHOTO
HH()OPMaAMOHHO-CIPaBOYHOr0 0OCIYXKHBaHHS KIIMEHTOB

Opranuzaiys KOHTPOJIA BBINOJHEHHS CTaHAApTOB OOCIyKHBaHHS M OGeCIIedcHHS
KauecTBa COTPYAHHKAMH NoapasfiefcHui (Tpynm, ciyx0, OTAENOB) YAAJICHHOIO
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HH}OPMAIHOHHO-CIIPABOYHOr0 00CITY)KHBAHHS KITHEHTOB

BrraBeHHE MPoOIEM B CHCTEME KOHTPOJIS ITOpasfesieHuit (rpymi, ciayx6, OTIeoB)
yAaJeHHOro HH(POPMAIMOHHO-CIIPaBOTHOI0 0OCITYKMBaHHA KIHEHTOB, ONpe/leeH e
ypOBHS 3} (eKTUBHOCTH JAEATeNBHOCTH MOApasieNeHuii (rpynm, ciayx0, OTHENOB)
yZAaJeHHOro HHGOPMAaIMOHHO-CIPABOYHOTO 00CTy>)KHBAaHH KIMEHTOB

Heo6xomuMeie
YMeHus

IlpuMeHATP  MCTOOMKH  CO3[aHHS CHCTEMBI KOHTPOJAL B  KOHTAKTHBIX
NHGOPMAIMOHHEIX HEHTPax

AgammsupoBath  mpoGineMsl B (QYHKIHOHHDOBAaHHH  CHCTEMBI  KOHTDOII,
NPOTHO3MPOBAaTh HX IIOCIEACTBHS H NPHHAMATH MEpPHl NO WCIPABICHUIO H
HEJIONYIIEHHIO NMOKOOHBIX CHTyalMii B JAEATENBHOCTH MNOApa3fieNneHdii (rpym,
cIyx0, OTAENOB)  YyAAIEHHOro HHGOPMAIMOHHO-CIIPABOYHOrO OOCIyKHBAHHS
KINCHTOB

Br1ABIATE OTKIIOHEHHS OT IUTAHOBHIX IOKa3aTelell B JEATEbHOCTH MOApa3/ieCHHAi
(rpymn,  cnyx0, OTHENOB) YOANCHHOr0  MH(OPMAILHOHHO-CIPABOYHOTO
o0CITyXuBaHUS KIIHEHTOB

OpraHu30BLIBaTH NPOBEJICHHE KOPPEKTUPYIOIMX | NPEAYNPEXAAOMKX JAEHCTBHH ¢
LIENBI0 yCTPaHEHUS BBISIBICHHBIX HECOOTBETCTBHI

IpumensTe HHPOpMAHMOHHbIE TEXHOJOTHH IS HEJNCH KOHTPOJS B KOHTAKTHEIX
HH(POpPMaNMOHHBIX LIEHTPax

Opranu3oBBIBaTh CHCTEMY NOATOTOBKH il 3aMHTEPECOBAHHBIX CTOPOH OTYETOB TI0
3¢¢eKTHBHOCTH M pe3yNbTaTHBHOCTH YNpPaBIEHHS B MOApAasAelieHusax (rpynmax,
ciyxbax, oTAeNax) yAAJCHHOro HWH(POPMALMOHHO-CIPABOYHOTO OGCITY)XKHBAHHA
KITHECHTOB

Heob6xonumMeie
3HAHUSA

OcHOBHBIE NOKA3aTeNM MPOIECCOB YHpaBJICHUS B KOHTAKTHBIX HHQOPMAIHOHHBIX
LEeHTpax | cmoco0bl X pacuera

OCHOBBl  OpraHM3alMidl  JE€ATEIBHOCTH MO YAQICHHOMY HHGOPMaLHOHHO-
CIIPaBOYHOMY OOCITYKHBAHHIO KIIHEHTOB

ITpuHIMOB ¥ METOMBI CO3JAHMS CHCTEMBI KOHTpOIsS paboThl NepcoHama B
noxpasaeneHusx (rpynmax, ciuyx0ax, OTHeNax) YIaICHHOro HHGOpMalHOHHO-
CIIPABOYHOTO OOCITY)XMBAHHUS KJIMEHTOB

CnocoOBI OIIEHKH COOTBETCTBHS KA9€CTBA BBIIOJIHAEMBIX p860T pa3p360TaHHI>IM B
OpraHu3alii pEeriiaMCHTaM U CTaHaapTam

Mertonnl oneHKE 3 (eKTHBHOCTH CHCTEMBI KOHTPOJIA AEATEIbHOCTH B KOHTAKTHBIX
HHGOPMAUVOHHBIX IIEHTpax

OCHOBHI OpraHu3anyy, INTAHUPOBAHUAA H KOHTPOJISA AE€ATECIIbHOCTH ITOAYHHEHHBIX

Teoppm MOTHBalWX II€pCOHAalIa U o0ecredeHHs JOSITEHOCTH nepcoHana

Teopm[ MCXKJIHYHOCTHOTO U ACTIOBOI'O OGIIIGHKSI, NIEPETOBOPOB, KOH¢HKMOHOFHH

IlepeueHs W 1eNeBHIE 3HAYCHHMS KIFOYEBRIX TOKasareied dddeKTuBHOCTH,
NPUMEHSIEMBIX B OpraHu3anuu I OLICHKH ACATCIBbHOCTH KOHTAaKTHBIX
HHPOPMAITHOHHEIX IICHTPOB

OCHOBHI OXpaHBI TPy

Hpyrue

XapaKTCPUCTHKH




3.5.4. TpynoBas pyHKIHH

31

Haumenosanue

Vrpapnenne npoekramMy no
COBEpIICHCTBOBAHHIO CHCTEM M
MPOLIECCOB AUCTAHIMOHHOTO
HEGOPMATHOHHO-CIIPABOYHOLO
o0CITy’KMBaHHS Ha yPOBHE
OpraHu3aluy

Kon

IIpoucxoxaeHue Tpy10BOH

byHKIHH

i YposeHs (HOZypOBeHD)
E/04.6 KBanuduKanym 6

3auMCTBOBAHO U3

Opmruran X
P OpHTHHANA

Kog opurusana PeructpansoHHsIi
HOMep
npo(eCCHOHATBHOTO
cTaHgapTa

Tpynossie
JCUCTBHSA

BoisBieHme  MOTPeOHOCTH B WM3MEHEHHSX  JEATENBHOCTH  KOHTAKTHOTO
MH()OPMAIMOHHOrO IIEHTpa

Vopasnenne paspaboTKodi M BHEIpeHHEM HHHOBALMOHHBIX TEXHOJOIHA B
JEATENbHOCTh KOHTAKTHOTO MHGOPMAIMOHHOTO [IEHTpa

ITnanupoBaHWe M ympaBiIcHHE BHEIpeHHEM H3MEHEHHH B Pa3sBUTHH KOHTAKTHOTO
HH(OOPMAIMOHHOTO LEHTPA

Onenka 3¢ (eKTHBHOCTH BHEIPEHHS MHHOBAIMOHHBIX TEXHOJIOTHH OpraHu3aliy d
YIIpaBIeRHs eATeEHOCTIO KOHTAKTHOI0 MH(OPMAIIMOHHOIO IIEHTpa

HeobxomuMerie
YMEHHS

AHaIH3MpOBaTH, CHCTEMATH3HPOBATh U 0006maTh HHOOPMALIHIO

Pa3pabarriBaTh 1 00OCHOBBIBATH NPEAIOKEHHS IO COBEPINEHCTBOBAHHIO IIPOIECCOB
7 aJMHHUCTPATHBHBIX PETTIAMEHTOB

O1eHUBATh PeCypCsl, HEOOX0QUMEIE I COBEPIICHCTBOBAHHS OH3HEC-TIpOLiecca HIIH
aIMHHACTPATHBHOTO PErIaMeHTa

OreHnBaTh PUCKH BHIOPaHHBIX pelleHuit

PazpabatbiBaTh TpeboBaHUA o HHTETpallul c KOPIOPaTHBHBIMHU
HH()OPMAITHOHHBIMH CHCTEMaMHU

PaspabarsBaTh IUIAHBI MEPONPHSTHIE 10 COBEPIICHCTBOBAHHIO OH3HEC-IPOLIECCOB
VM aIMMHHCTPATHBHBIX PETJIAMCHTOB 1 YIIPABJISTh WX BEIIOJHEHHEM

PazpabaThBaTh U pealH30BHIBATH IIPOEKTHI IOBHIIIEHHS KOHKYPEHTOCHOCOOHOCTH
KOHTaKTHOr'0 HH(}OPMAIMOHHOTO IIeHTpa

IlpunMMaTe  CTpaTETHUECKHE  pPEHIEHHs 10  PasBHTHIO  KOHTaKTHOTO
HH(OPMAIIOHHOr'0 IEHTPa B YCIOBHUIX HEOIIPEIETCHHOCTH

@QopMyMpoBaTh  PEeKOMEHZAUMH W  IUIAHHPOBAaThb  MEPOIPHATHA IO
COBEPIIEHCTBOBAHHIO IPOLIECCOB OPTraHU3alnK

HeobxonuMmele
3HAHUA

MeTomukl aHanM3a OCHOBHBIX ()aKTOPOB, OIPEJEIIOMMX HEOOXOMMMOCTE
H3MCHEHHIH B CTpaTeTHH M TAKTHKE KOHTAKTHOro MH(GOPMAIMOHHOTrO IIEHTpa

TexXHOMOrME TOMCKA U OLEHKHU HOBBIX DPBIHOUHBIX BO3MOXHOCTEH, aIrOpPHTMBI
(bopMymHpOBaHHS Om3HEC-HAeH, CIOOCOOCTBYIONIMX DPA3BHTHIO KOHTAKTHOTO
HHGOPMAIOHHOI'O IIEHTPa

MeToauks BHEApeHHs W3MEHEHHH KOPIOPaTHBHBIX HOPM H  CTaHIapTOB
JIeITENLHOCTH B KOHTAKTHOM MH(OPMAIMOHHOM LIEHTpe

Mertozsl ynpasieHAsS KOMaHOH MPOEKTA IO BHEJPEHUIO H3MEHEHHH B KOHTAKTHOM
UH(GOPMALHOHHOM IIEHTPE

IMomxomsl W MeTOABI MPEONONICHHS CONPOTHBICHHS KOJUIEKTUBA KOHTAKTHOTO
HHGOPMAITHOHHOT'O 1ICHTPA BHEAPEHHUIO H3MEHEHHMIA

IlepeueHr W meneBble 3HAUeHHsS KIIOYEBBIX Iokasareneil  sddekTuBHOCTH,
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OPHUMEHSEMBIX B OpTaHH3allMM [ OLEHKH JCATCIBHOCTH  KOHTAKTHEIX
MH(POPMAIHOHHbIX IEHTPOB

OCHOBBI yripaBiieHus IPOeKTaMU

HpHHIlPIl'H:I W METOJBI YIIPABJICHHA H3MCHCHHUAMH

OcHOBEI OpraHm3aI¥y | IPOBeIeHNs 00yUeH s IepcoHaa

Hpyrue -

XapaKTePUCTHKH

IV. Crenenns 06 oprannsanusx — pa3paboryukax npogeccHOHaIBLHOT0 CTAHAAPTA

4.1. OTBeTcTBEHHAS OPraHA3aUMA-Pa3PAGOTIHK

HIT «HaumonanpHas acconyanys OQHCHBIX CHEIHANNCTOB U aIMHHECTPATABHBIX PaGOTHHKOBY, TOPOL
Mocksa

3amecTrTeND MpECceaaTeNs HPaBICHHS — AUPEKTOP Xmocuepa Jlrommuna [etposra

4.2. HanMeHOBaHHUA OpraHu3anuii-pa3padoTanKos

1

HO Accouuanus opranusanuii o IoIepXXKe HHHOBALMOHHOTO pasBuTus «HarnonaabHas
Accormanus Konraxtaex Llentpos, ropox Mocksa

000 «Anekc bepr Konrakr-Ilentp Koncarrunry, ropoa Mocksa

000 «Mesxayrapoausii Macturyt Cepruduxarmn KonTakTHeIX [leHTpoB», ropon Mocksa

000 «Takckom», ropog Mocksa

ViR iWin

OOP «Poccuiickuii 003 IPOMBIILUTIEHHHKOB H IIpeIpHHUMaTeNeii», ropox Mocksa

! Ofmepoccuiickuit KnacchhuKaTop 3aHATHI,
2 O6epoccuiickuit KIaccuUKATOp BAIOB YKOHOMHYECKOI IESTEIHOCTH.
3 O61epOCcCHIACKIt KiTacCUHKaTOp CeNHAIbHOCTEH 10 06pa3oBaHMIO.
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