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1. O0mue moJI0KeHu s

1.1. Hacrosimmuit ITopsmok onpezensier npaBuiia B3auMOAEHCTBHS COTPYIHHKOB 00pa3oBaTeIbHON OpraHu3a
IIHH C BHEITHUMH KJIHEHTAMHU IIPU IIPEJOCTaBJIEHUH YCIYT U MEpP IOCYJapCTBEHHOM MOJIEP)KKH, B T. 4. TI0
Tenedony.

1.2. [lens [Topsnka- obecrieyuTs BHICOKOE Ka4ECTBO OOCITy KHBaHHs, COKPATHTh BPEMsI PEIICHHUS BOIIPOCOB
KJIHEHTOB, TIOBBICUTH UX YJOBIETBOPEHHOCTE.

1:3; HOpSIﬂOK o0s13aTeNeH 11 HCIIOJTHEHHS BCEMH COTPYAHHUKAMH, B3aHMOIICi/'ICTBYIOIIIPIMH C KJIHNCHTaMH.

2. OcHOBHBIE NPHHIHUIIBI B3AUMOJEHCTBUSA
2.1. KnueHTOOpHeHTHPOBAaHHOCTh: IPHOPUTET-PEIIEHHE BOIIPOCA KJIHEHTA B MAKCUMAJIBHO KOPOTKHE CPOKH.
2.2. JIOCTyIIHOCTh: KJIHEHT MOKET 0OpPaTHUTHCSA B OpraHU3aLHUIO 110 TesieOHy B pabodue Yachl.

2.3. TIpo3pa4HOCTh: KJIMEHT MOJIy4YaeT ITOJIHYIO U JOCTOBEPHYIO HH(OPMALIUIO O IPEA0CTaB/IAEMBIX YCIyrax
U Mepax MOIEPIKKH.

2.4. YBaxeHue: 06IHCHI/IG CTPOUTCSHA Ha OCHOBE B3aUMHOI'O YBaXXCHUS, Oe3 IIPOSBIICHUA HEraTUBHBIX 3MOLHH

3. [IpaBuia tesie¢oHHOro B3auMoaelicTBUSA

3.1. MakcuMa/ibHOE KOJIHYeCTBO MepeKaryennii. /s peleHns Bonpoca KJIHEHTa JIoIycKkaeTcs He 6oie
€ IBYX IEepeKIFOUeHHH Ha APYTHX cOTpyAHUKOB. Eciu Bonpoc TpeOyer npusiiedeHus 6osee ABYX ClelUain
CTOB, OTBETCTBEHHBII COTPYAHHK OepéT Ha ceOs KOOPAUHAIMIO U HHPOPMHUPYET KIIMEHTa O CPOKaX peIleHH
A

3.2. TpeGoBaHHs K pe4d H HHTOHAIIHH:

rpaMoTHas peyb, COOII0ICHHE HOPM PYCCKOIO SI3bIKa;

POBHBI TOH rojioca, OTCYTCTBHE HHTOHALM Oe3pa3/inyus, CKyKH, YCTaJIOCTH, HE3aHHTEPECOBAHHOCTH;
SMOIHOHAIBHO HEHTpaIbHAsl WJIK IIO3UTUBHO OKpAIIEHHAs peyb;

KpaTKHe W 4éTKHe HHOpMalMOHHBIe (pa3bl, H30eraHne CI0XHBIX TEPMUHOB 0€3 IOsSCHEHHH.

3.3. Vrounenne coaep:xanus oopamenns. [Ipu mo60M oOpaleHuu coTpy JHUK 00s13aH:

BBICJTYIIIaTh KJIMEHTA 10 KoHIa 6e3 nepeOuBaHmii;

YTOYHHTH COJIEPXKaHUe 00palleHHs WK 3aIpoca JUIs ONIpe/IeNICH s )KU3HEHHOH CUTyalluH 1 GaKTHIECKOH II
0oTpeOHOCTH KIIMEHTa (3a1aBast y TOUHSIOIIKE BOIIPOCHI);

IIOBTOPUTH CYTh 3aIIpoca ISl MOATBEPKACHHUS IIPABUIIBHOTO IIOHUMaHHUS.
3.4. ®ukcanus napopmanun. Bee obpamenns GUKCHpyIOTCS B €IMHON CHCTEME Y4ETa ¢ YKa3aHHEM:
JIaThl U BPEMEHH OOpalleHus;

®OUO xinenTa;

CYTH 3aIpoca;

NIPUHATBIX MEp;

cpoxoia peleHus;

pe3yJIbTaToB.

4. CkpunTsl pa3sroBopoB

4.1. Ckpunr a1 BXOASIIHX 3BOHKOB:

IpusercrBue: «3apascryiite! [Haspanue opraausanuu], [OHO cotpynnukal. Yem Mory momo4s?»
BrisicHeHHe cyTH Bonpoca: «Y TOYHHTE, IIOXKaTyHCTa, KaKoi BOIIPOC BaC HHTEPECYeT?» (IIpH HEOOXOAMMOC
TH — JOTIOJHHUTEJIbHBIE YTOYHSIOIHE BOIPOCHI).

VTouHeHHne JKU3HeHHo# cuTyauun: «YTo0s! Tydlle NOHATH Ballly CHTYallHIO, PACCKaXUTE MOAPOOHEE. .. »
WIH « Y TOYHUTE, NOXKATYyHCTa. .. »

Hndopmuposanue o nopsake pemenns: «Bam sornpoc 6yzer paccMoTpeH B Tedenue [cpok]. C Bamu cBs
setcs [nomxHocTE/PUO]» nim «Ceifdac # coeauH0 Bac ¢ [10mkHOCTE/PHUO]».



IToarBepxaenne monumanus: «[IpaBunbpHO 11U 51 MOHsUI(a), YTO Balll BOIIPOC KacaeTcs [IIOBTOPUTH CYTh 3a
npoca]?»

3aBepmenue pasrosopa: «Cracu6o 3a o6pamenue. Beero gobporo!»

4.2. CKpHNT A5 HCXOASIIIHX 3BOHKOB:

IIpeacraBaenue: «3apaBcTByiite, Bac 6eciokout [OPUO], [nomkHOCTH]| U3 [Ha3BaHWE OpraHU3alMH].»
Ilesn 3BOHKA: « 5] 3BOHIO 110 NOBOY Balero oOpallieHus OT [aTa) KacaTeabHO [CyTh Bompocal.»
HNudopmanus o pemennn: «Bam 3anpoc 6611 paccMotpeH. [M3noxenue pemenus/cratycal.»

OTBeTHI HA BONPOCHI KJIMEHTa: «Y Bac €CTh €I BOIPOCHI II0 3TOMY IIOBOY ?» (OTBETHI Ha BOIPOCHI € 00
JrofeHueM TpeboBaHui 1. 3.2).

3aBepmenue pasroBopa: «biaronapro 3a yaenéHsoe BpeMs. Eciy nosBATCS 10NOTHUTEIBHBIE BOIIPOCEL, O
Opamaiitecs. Beero mobporo!»

5. llopsinok 06paboTku oOpameHui

5.1. [lepBuuHEI IpuéM 00palleHUs; COTPYAHUK, IPUHSABIINM 3BOHOK, PUKCHPYET HHPOPMAIIHIO U OIpees
S€T BO3MOXXHOCTb PELICHHS BOIIPOCA CaMOCTOSATENIBHO.

5.2. Tlepexmr04eHHe HA APYroro COTPYAHHUKA: €CIIH BOIIPOC HE MOXKET OBITh PELIEH Ha IIEPBOM 3Talle, COTPY
HHK NepPeKTF0YaeT KJIHEHTa Ha Mpo(HIBHOro crienuatnucTa (He 6os1ee AByX MEepeKIIOUEHHIH).

5.3. KoopauHanms CI0XKHBIX CITy4aeB: ecii Borpoc TpedyeT ydacTus 6oiee IBYX CHELHAIUCTOB, COTPYAHU
K, IpHHABIIHI oOpamenne, 6epéT Ha ce0s KOOpAHHAIMIO, HHPOPMUPYET KIIMEHTa O CpOKax M MOpsIKE pern
SHHA.

5.4. OGparHas cBA3b: OCJIE PEIICHHU BOIPOCca KJIMEHTY HalpaBJseTCs yBeJOMIICHHE (110 TenedoHy, dJIeKTp
OHHO¥ MMOYTe WM HHBIM COIJIACOBAHHBIM CIIOCOO0OM).

6. KoHTpo.b ¥ 0OlleHKa Ka4YecTBa B3aHMO/eHCTBUSA

6.1. PerynspHslit ayuT TeaeOHHBIX pa3roBOpoB (C coryiacus KIIMEHTOB) JUIS OLEHKU coOIoneHus TpeboBa
Hu#i [Topska.
6.2. C60p 00paTHO# CBSI3U OT KJIMEHTOB YE€PE3 AHKEThI UJIH ONPOCHL.

6.3. OOy4eHne COTPYAHUKOB ITPaBUJIaM OOIIEHHUS ¢ KIIMEHTaMH, BKJIIOYasi TPEHHHTH 110 paboTe co CKpUITaM
U ¥ Pa3BUTUIO KOMMYHHUKATHBHBIX HaBBIKOB.

6.4. AHaJIM3 TUITHYHBIX OIIMOOK M BHECEHHE KOPPEKTUPOBOK B CKPHUIITEI ¥ IIPOLEAY PHI.

7. ®ukcauus OUEHKH Ka4eCTBA KJIHEHTCKOro0 ONbITA NPH NPHEME U PErHCTPALHH 00paleHHs HIF 32
npoca

7.1. Tlpu nipuéMe U perucTpanuu obpameHus GUKCUPYIOTCS KaHAJIbI 00pameHus B 00pa3oBaTelbHYIO Opr
AQHM3ALHIO:

Tene(OHHBINH 3BOHOK;

OHJIaifH-4aT Ha caiTe/B MOOMIIBHOM IPUIIOKEHUH;

:meKTdeHaﬂ nouTa (depe3 Gpopmy 0OpaTHOMN CBSI3U MM HAIIPSIMYIO);

JIMYHBINA BH3HT (C MOCIIEAYIOLIEH perucTpalyei oOpaleHus B CUCTEME).

7.2. B MOMEHT perucTpaniy o0palieHus COTPYAHUK HIIH CHCTEMa aBTOMATHYECKH QHKCHPYET:
JIaTy ¥ BpeMs OCTYIUIEHHs 00palleHus;

KaHas oOpaleHus;

@®UO kueHTa (IpU HATHYHH);

CyTb 3ampoca (KpaTko);

Ipe/IBAPUTENHHYO OLIEHKY CIIOXKHOCTH 3arpoca (IIpoCToi/cpeaHuil/ClI0KHbIH);
SMOLHOHAIFHOE COCTOSHHE KJIHMEHTA (110 IEPBOMY KOHTAKTY: CIIOKOHHOE/HaNpsDKEHHOE/pa3ApakEHHOE).

7.3. Cpa3sy nocJie ycnemHoii perucTpanuy odpameHns KJIHEHTY OTIPABJISIETCS 3a1IPOC HA OLEHKY PO
necca 1nojJavyu 3agsBKH — (Gopmar 3aBUCHT OT KaHasa OOpallleHus:



B uaTe: aBTOMaTHYECKH MOSABIIAETCSA COOOLICHHE:!

«Crnacu6o 3a obpamenne! Onenure, noxaiyicra, y1o6cTBo nogayu 3asBku ot 1 1o 5, roe 1 —
COBCEM HEYZ00HO, 5 — OuYeHb YA0OHO».

KineHT BBOZIUT UGy, OLlEHKa PUKCHPYETCs B CHCTEME.

ITo Tenedony: cexperaph Mocie MOTy4YEHUs ¥ PETUCTPALIMH 3a1Ipoca IPOU3HOCHT:

«bnaromapum 3a obpamenue. [Toxxaryiicra, oeHuTe 10 mKajie oT 1 10 5, HacKoJIbKO yA00HO ObUIO TOAATh
3asBKy, rae 1 — coBceM HeynoOHO, 5 — O4eHb yI00HO».

KireHT 03By4HBaeT OLEHKY, COTPYIHHK QHUKCHPYET €€ B CHCTEME.

ITo 3JIeKTPOHHO# MoYTe: aBTOMAaTUYECKH OTIIPABJIAETCS ITUCHMO C TEKCTOM:

«Bnarogapum 3a obpamenue B [Ha3BaHue opranusanuu]. OnenuTe, noxaryicra, ya1006cTBO OAa4u 3a1BKU
1o mxajue ot 1 1o 5, roe:

1 — coBceM Hey100HO;

5 — o4eHb yH00OHO.

J1J1s1 OLIEHKH OTBETHTE Ha 3TO IIMCHMO, YKa3aB TOJIBKO LUPY».

OTBeT KIMEHTa aBTOMATHIECKH (PUKCHPYETCS B CHCTEME y4€Ta OOpalleHHH.

1.4. Ouenka pukcupyeTcs B y4€THOM cructeMe Kak «OuneHKa y1o0cTBa Moaa4u 3asiBKH» CO 3HAYCHUSIMH O
T 1 10 5 ¥ NpUBA3BIBAETCS K KOHKPETHOMY OOpaIlEHHUIO.

8. OTBeTCTBEHHOCTH

8.1. Corpyanuku, Hapymaromue TpeboBanus Hactosuiero [Topsaka, HeCyT OTBETCTBEHHOCTh B COOTBETCTBH
¥ C BHYTPEHHHMH HOPMATUBHBIMH aKTaMH OpraHU3aIlHH.

8.2. PyKoBoMTEb IOIPA3/IeICHUS HECET OTBETCTBEHHOCTD 32 OPraHU3aLHIO 00YYEHHs COTPYAHHKOB U KOH
Tpoub cobmoaenus [Topsnxa.

CoracoBaHo:

KOpuckoncynbt CamxoB H.B.
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