3apeructpupoaHo B MuHiocte Poccum 6 gekabpsi 2013 r. N 30549

MWHUCTEPCTBO TPYAA U COLUAINBHOW 3ALLUTLI POCCUNCKOWN ®EOEPALUN

NMPUKA3
oT 22 okTsA6psa 2013 r. N 571H

OB YTBEPXAEHWU NPO®ECCUOHAIIBHOIO CTAHOAPTA
"CMEUMAJINCT NO COLUMANIBHOUN PABOTE"

KoHcynbTaHTlIntoc: npumedaHue.

MoctaHoBneHnem [MpaButensctea PO oT 23.09.2014 N 970 B [paBuna pas3paboTku, YTBEPXKOEHUS WU
NpPUMEHEHNs1 NPodeCcCUOHanbHbIX cTaHaapToB, yTB. [loctaHoBneHuem lNpasutensctea PP ot 22.01.2013 N 23,
BHECEHbl u3ameHeHusi. HopMa, npegycmartpuBatollas yTeepxaeHne npodeccnoHanbHoro crtaHgaprta, cCooepXurcs

B NyHKTe 16 HOoBOW pefakumm MNpasun.

B cootBeTcTtBUM € nyHKTOM 22 [lpaBun paspaboTku, yTBEpXAEHUS W NPUMEHEHUs npodecCMOHanbHbIX
CTaHOapToB, YTBEPXAEHHbIX noctaHoBneHmem lpasutensctBa Poccuickon ®egepauunn ot 22 gueapsa 2013 r. N
23 (CobpaHwue 3akoHogaTenbcTBa Poccuinckon ®egepauun, 2013, N 4, cT. 293), npukasbiBato:

YTBEpAUTb Npunaraembli npodeccrmoHanbHbid ctaHaapT "CneumanncTt no coumarnsHon paboTe”.

NMPO®ECCUOHANbHbIA CTAHOAPT

MwuHucTp
M.A.TOMUITNH

YTBEpxaeH

npukasom MuHucTepcTBa Tpyaa
1 counanbHOM 3aLnThbl
Poccuitckon denepaumm

oT 22 okTa6ps 2013 r. N 571H

CMNEUMAINNCT NO COLUMAIIbHOU PABOTE

3

PerucTpalMOHHEI

HOMED
|. Obwue cBegeHus

IedaTeNbHOCTL I10 ILJIAHMPOBAHMIO, OPTAaHMB3aLMM, KOHTPOJD U 03.001
peanmzalumuy COLMAJIBHEIX YCJIYyT M MEep COLMAaJIbHOM MNOAOEPXKU
HaceJleHus

(HaMMeHOBaHME BMUIa NPOoPeCCUOHAJIBHOM HOeATEeJIbHOCTH) Konm
OcHoBHas uenb Buga npodeccnoHanbHon oedaTensHOCTH:
OxasaHMe IoMoUM OTHEJIbHBIM TpaxnaHaM u COLMaJIbHEIM TpyInaM nJis

NpenynpexneHns WM NPeOIOJIeHMS TPYOHOM XM3HEHHOMW CUTyaluuM [IOCPeICTBOM
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npengocCTabBJIeHMAd COLMAJIBHEIX YCIIYyI' WUIIM MEP

COoLMAaJIbHOM IMOOIEPXKU

pynna 3aHaTun:

1239 PykoBoantenu nogpasgeneHun 3460 CoumanbHble paboTHUKM
(cnyx6), He BoweaLwwe B Apyrue
rpynnol
2446 CneumanncTtbl B cdoepe coumnarnbHbIX
npobnem
(kog, OK3 (HaMmeHoBaHwMe) (kog OK3) (HanmeHoBaHMe)
<1>)

OTHeceHue K BMaaM 3KOHOMUYECKOWN AeATENbHOCTHU:

75.12 "ocyaapcTBeHHOE ynpaBneHne coumanbHbIMU NporpaMmmamu
75.30 HeatenbHocTb B 06nacTy ob6s93aTtenpHoro coumanbHoro obecneveHms
85.3 MpepocTaBneHvne counanbHbIX yenyr

(kog OKB3[ <2>)

(HaMMeHOBaHVIe BMOa 9KOHOMUNYECKOWN ﬂ,eFITeJ'IbHOCTVI)

II. OnncaHne TpyaoBbIX MYHKLMA, BXOASALMNX
B NpodheccroHanbHbli cTaHaapT (PyHKUMOHanNbLHasa kapta suaa
npoceccuoHaneHon OeATensHOCTM)

O0606LLEeHHbIE TPYAOBbIE PYHKLMM

Tpyoosble yHKLUN

Kon, HavumeHoBaHwue YPOBEHb HavmeHoBaHwue Koa YPOBEHb
KBanuduka (nogypoBeHb)
uum KBanudukaumm
A |[desaTenbHOCTb MO 6 BbiaBneHwue rpaxaaH, A/01.6 6
peanu3auunn oKasaBLUNXCA B TPYAHOWM
coumanbHbIX YCnyr u XU3HEHHOWN CUTyaumm
Mep coumanbHOu
NOAAEPXKKN OnpegeneHne obbema, Buagos | A/02.6
HaceneHus 1 bopm coumansbHoro
obcnyxnBaHusa n mep
coumansHon NoaaepxKu, B
KOTOPbIX HY>XOaeTcs
rpaxxgaHuH Ans NpeoaosieHns
TPYAHOW XU3HEHHOW CUTyaLun
1 npegynpexaeHus ee
BO3HWKHOBEHNS
OpraHuszauusa coumanbHoro A/03.6
obcnyxnBaHus 1 coumanbHON
NoAAEPKKN rpaxaaH ¢ y4eToMm
VX UHAMBUOYaNbHON
noTtpedHocTn
B [earenbHoCTb Mo 7 lMporHo3unpoBaHue n B/01.7 7
NNaHMpoBaHuIo, NpoeKkTUpoBaHne peanunsaumm
opraHmsauum un coumansHoro o6cnyxmsaHus,
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KOHTPOIO 3a
peanusaunen
coumarnbHbIX YCIyr u
Mep coumanbHOM
noanepXkm

obbema 1 KayecTBa
OKasblBaeMbIX CoLManbHbIX
ycnyr, Mep couunanbHomn
NnoAdepXKKn

OpraHusaums geaTenbHOCTH
noapasgenexHus (rpynmnel
crneunanucTos) no
peanu3aunn coumanbHbIX
ycnyr u Mmep coumasnbHON
NOAAEPXKKM

B/02.7

KoHTponb kadecTBa u
3(PPEKTUBHOCTI coLManbHOro
06CnyXMBaHWA rpaxkaaH u
npegocTaBneHns Mep
coumansHON NoAOEPXKKN

B/03.7

MogroToBKa NpeasioXKeHnn no
opMMPOBaHMIO COLManbHON
NONUTUKK, Pa3BUTUIO
coumanbHOM NOMOLLIN U
coumansHoro 06cnyxmnsaHms
HaceneHus

B/04.7

[ll. XapakTepucTtuka 0606LLEeHHbIX TPYA0BbIX (PYHKLMIA

3.1. ObobLeHHas TpygoBas yHKUNS

[esatenbHOCTb NO peanusauum coumnanbHbIX VDOBEHE
HavmeHoBaHue | ycnyr n mep couunansHOW NOAAEPXKKU Kog| A P 6
KBanmdunkaumm
HaceneHus
MpoucxoxaeHune
b e . 3anMmcTBOBaHO 13
0606LweHHon Tpygoson | OpuruHan
opurnHana
dyHKUMN
Kopn PernctpaunoHHbIn
opvrMHana HoMep
npodeccroHanbHo
ro ctaHgapTra
Bo3aMoXxHble
HavMeHOBaHWs CneuuanucT no coumanbHon paboTe
[JOJDKHOCTEN
TpeboBaHus K Boicwee (bOakanaBpuar, cneunanuteT) WM cpegHee npodeccuoHanbHoe
0obpasoBaHuio 1 obpasoBaHue nubo npodeccuoHanbHas nepenoaroTtoBka B COOTBETCTBUM C
o0y4eHunto npocunem oeaTenbHOCTH

TpeboBaHus K ONbITY
npakTu4eckomn paboTbl

Ocobble ycnoeusi gonycka
K paboTte

OTcyTCTBIE MEAULMHCKUX NPOTUBOMOKa3aHUn <3>




[ononHutenbHble XapaKTepUCTUKn

HanmeHoBaHue Koa HanmeHoBaHue 6a3oBon rpynmnbl, 4OMMKHOCTM (Npodeccun) nnm
OOKyMeHTa crneunanbHOCTH
OK3 2446 CneunanncTtbl B cdepe coumnanbHbix npobrnem
3460 CounanbHble paboTHUKN
OKCO <4> 040101 CoumanbHas pabota
040100 CounanbHas paboTta
3.1.1. TpynoBas yHKUNA
BbisiBrneHune rpaxaaH, okasaBLUMXCS YpoBeHb
HanmeHoBaHve ne rpakaan, Kog | A/01.6 (nogypoBeHb) 6
B TPYLHOW XXU3HEHHOW CUTyaLMm
KBanudmkaumnm
I'IpomcxozmeHme OpuriHan X 3anMmcTBOBaHO  U”3
TPYOOBOWM OYHKLMK opurnHana
Kopn PernctpaunoHHbIn
opvrMHana HomMep
npodeccroHanbHo

ro ctraHgapTa

TpynoBble AencTeus

OpraHmsau,vm NepBUYHOrIo npuema rpaxnaH

OcyllecTBneHne  NepBUMYHOW  MPOBEPKM WM aHanu3a  [JAOKYMEHTOB,
CBUAETENbCTBYOLWMNX O Npobnemax rpaxaaH, obpaTMBLUMXCS 3a MOSyYeHUEM
coumanbHbIX YCIyr U Mep coumanbHOW NOAAEPXKKA

BeisBneHne HepocTatowen uHdopmaumm u (Mnu) MHgopmMauun, TpedyroLlen
OOMONHUTENbHOW NPOBEPKM

OcywectBneHve cbopa u 06paboTkKM OONOMHUTENBHOM  MHAOPMaLUN,
cBuaeTenbCTBylOWEn O npobnemax rpaxaaHuHa, obpaTtuBllerocsi 3a
npegocTaBneHneM coumnanbHbIX YCNyr M Mep coumansHON Noaaepx ki

MpoBedeHWe [OMArHOCTUKM TPYOHOW >KU3HEHHOW CUTyauun rpaxkaaHuHa,
yCTaHOBIEHWE ee NPUYMH 1 XapakTepa

BbisBrieHMe W OUEHKa WHAMBMAOYanNbHOW MOTPEGHOCTU rpaxdaHuHa B
pasnuuHbIX BUAax M ¢opmax coumanbHoro oGCRyXMBaHWA M coLuarnbHOM
noaaepPxKn

KoHcynbTupoBaHue rpaxaaH, obpaTUBLUMXCSA B CUCTEMY COLMAanbHOW 3aluUThbl
HaceneHusl, O  BO3MOXHOCTAX  MNPeAoCTaBlEeHUss UMM coumarnbHOro
06CnyXNBaHUS U Mep coumanbHO NoaaepXKu

KoHcynbTupoBaHue rpaxaaH, oGpaTUBLUMXCA B OpraHbl CoOUManbHOW 3aluThl
HaceneHusl, OTHOCUTENbHO [JOKYMEHTOB, HEeOGXOAMMbIX [AnA MNOny4YeHust
onpeneneHHoro Buaa coumanbHbIX YCIyr u Mep couuarnbHON Noaaepkku

BeneHune ydeTa rpaxgaH, Haxogdumxca B prLI,HOIZ YKU3HEHHON cutyauum m
HY>XOaKLWKNXCcA B nNpegocrtaBneHnn M pasnimvyHbiX BUOOB couMaribHbIX yCnyr 1
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couunanbHOM NoAaepPKKN

BbisiBneHne ob6CTOSATENBCTB BO3HUMKHOBEHUSA TPYAHOW XU3HEHHOW CUTyaLuu
nytem opraHusauum obcnenosaHun, MOHUTOpPUHra ycrosum
XU3HEOEATENbHOCTU rpaxaaH Mo  MecTy >KuTenbctBa  (hakTuyeckoro
npebbiBaHNg), onpeaeneHns nNpuymMH, CNOCOBHbIX NPUBECTM UX B MOSIOXEHUE,
npeacTaBngaLLee OnacHOCTb AN XU3HU U (UNK) 300pOBbSA, aHanM3a AaHHbIX
CTaTUCTMYECKOW OTYETHOCTU, NPOBEAEHMUS, NP HEOOBXOANMOCTH, BbIBOPOUHBIX
COLIMONOrnyecknx onpocoB HaceneHus

BepneHne Heobxogumon AOKyMeHTauunnm B COOTBETCTBUM C COBPEMEHHbLIMU
CTaHOapPTHbIMU TpGGOBaHVIFlMVI K OTYEeTHOCTU, NepuognmyHOCTU U KadecCTBy
npenocTtaBieHnAa OOKyMeHTauun

Heobxoaumble ymeHus

HDOBOD,VITI: I/IH,D,VIBI/I,D,y&J'IbeIVI onpoc rpaxgaH c Uesibio BbiABIIEHUNA X pr,El,HOVI
YKW3HEHHOWN cutyauunmn

OcyLIJ,eCTBJ'IFlTb coumanbHOE KOHCYINbTUpOBaHUe

AHaJ'IVI3VIPOBaTb YCTHbl€ N NMNCbMEHHbIE 06paLIJ,eHVIFI rpaxgaH B opraHu3auunto
coumnanbHOKM 3aLWMThl HAaceneHus

PuUKCMpPOBaTbL MNONYYEHHYIO OT rpaxaaHnHa MHopMaLmnio

XpaHl/ITb n O6pa6aTbIBaTb nepcoHasibHble JaHHble

Ob6ecneunBaTb NPOBEPKY MNOCTYMMBLLUEN OT rpaXaaHuHa nHdopmavmm

BHocutb NoNny4eHHyr Mchopmau,mo B 0a3bl OaHHbIX B COOTBETCTBUM C
Tpe6OBaHVIFIMl/I nporpaMmMHoOro obecneyeHunst

YcTaHaBnmMBaTh KOHTAKTbl C coLMarbHbIM OKpYyXeHuem rpaxgaHnHa

O60o6Wwate 1 cucTematTusaMpoBaTb WHOpPMALIMIO, Kacalollylocs TpyaHOW
XM3HEHHOW CMTYyaLun 1 METOOB ee NpPeoaoneHuns

O60o6Wwatb 1 cucTemaTusaMpoBaTb WMHOpPMaLIMIO, Kacalollylocs TpyaHOW
YXM3HEHHOW CMTyaLun 1 METOOB €€ NpPeoaoneHuns

npOﬂBJ’IHTb YYTKOCTb, BEXIMNBOCTb, BHUMaHMe, BblAEPXKY,
npeaycMoTpUTENbHOCTb, TepNeHne K rpaXgaHam U y4mtbiBaTb UX (*)I/I3I/I'-I€CKO€
1 ncmnxomnormn4yeckoe coctoaHne

Mcnonb3oBaTb OCHOBHble MeTodbl, Crnocobbl W cpeacTBa  MOMNy4YeHus,
XpaHeHus, nepepaboTkn MHOpMaLMK, HaBbIKM PaBoTbl C KOMMbIOTEPOM Kak
CpPeAcTBOM YynpaBneHus nHcopMaumei, B TOM Ynche B rnobarnbHbIX CeTax

PaboTtatb ¢ OOKYMEeHTaMW, COCTaBATb OTYeTbl MO WUTOram BbIMOJIHEHUA
OeATenbHOCTU

MoBbiWwaTk CBOI NpodeccMoHanbHyo Ksanudukaumio B obnactn peanvsauumn
TPYAoBON OyHKLNN

Heobxooumble 3HaHMSA

HOpMaTI/IBHbIe npaBoOBbI€ aKTbl B ccbepe coumnanbHON 3amnTbl HaceneHus

HaunoHanbHble ctangapTbl Poccuiickon ®Pepepauumn B cdepe coumanbHOro
obcnyxmBaHusi

OcHoBHbIE HanpaBieHna NONMUTUKU coumarnbHOM 3aWmThl HaceneHus

Llenn, 3agaun n pyHKLMM OpraHoB 1 y4pexaeHuin coumanbHOro o6cnyxmBaHums




Tunbl 1 XapakTePUCTUKN rpaxaaH - NonyyYaTenen coumanbHbIX YCnyr

Tunonorus npobnem rpaxaaH, okasaBLUMXCS B TPYAHOM XXU3HEHHOWN cuTyauuw,
pasnuyHoin aTnonorMn (coumanbHble, counanbHO-MeAMUMHCKME, coumarnbHO-
rcuxorormyeckne, coumarnsHo-npaBoBbie U Ap.)

HauuoHanbHble © pernoHarbHble ocobeHHOCTM ©OblITa W CeMenHoro
BOCNnUTaHUd, HapoAdHble Tpaanunmn

COLI,I/IOKyJ'I bTYpHblIE, COoUManbHO-NCUXONorn4eckne, ncnuxororo-negarorn4eckme
OCHOBbl  MEXIMYHOCTHOrO  B3aMMOLEWUCTBUSA, OCOBEHHOCTU  MCUXONOrnn
JINYHOCTH

Buabl, CTPYKTYypa W copgep’XaHne OOKYMEHTOB, HeobXxoaMMbIX ONsi OKasaHus
coumnanbHbIX ycnyr

OCHOBbI KOMMMEKCHbIX MNOOXOAOB K OUEHKe noTpebHOCTen rpaxagaH B
NpeoCTaBNEHUN COLMaATbHbIX YCIYTr U Mep COLMarnbHON NOAAEPKKN

MeToabl AMaArHOCTMKN TPYAHOW XU3HEHHOW CUTyaLmK

OcobeHHoCT couManbHoi paboTbl C  pasHbIMKM  fvMuamn 1M rpynnamu
HaceneHusi

OcHoBblI OOKyMeHTOBeOeHNA, CcoBpeMeHHble CTaHOapTHbIe TpGﬁOBaHI/Iﬂ K
OTYETHOCTU, NepuognmyHOCTUN W KayeCTBy npenocTtaBlieHMA [OOKyMeHTauuu,
BedEeHNe KOTOPOM OTHOCMTCA K KPyry MOMHOMOYMIM crneuuanucta no
coumaneHomn pabote

OcHoBbl camMoopraHusauum U  camoobpasoBaHMs  creuuannctoB Mo
coumansHon paboTe

TpeboBaHusa K KOHMUAEHUMANBHOCTN NMYHON WMHAOPMaLUKU, XPaHEHUIO U
OMNepuvpoBaHNIO MepcoHanbHbIMU  AaHHBIMKW  rpaxgaH, obpaTuBluMXCA 3a
nony4yeHneM coumanbHbIX YCIyr U coumanbHOW NoAAEPKKON

[pyrne xapakrepucTumku

BblTb OTBETCTBEHHBIM U pykoBOACTBOBATbLCA B pa60Te npuHunnamm
r'yMmaHHOCTU, cnpaBeannBoCTH, OOBbEKTMBHOCTU U ,El,OGpO)KeJ'IaTeJ'IbHOCTI/I

CobntogaTb ﬂpOCbeCCMOHaJ'IbHO-STVI‘-IeCKMe Tpe6OBaHI/IFI K  OedATesIbHOCTU
crneuunanucTa no cowumanbHom pa60Te

3.1.2. Tpynosas pyHKLMSA

OnpepgeneHve o6bema, BUOOB U
dopM coumanbHoro o6cnyxmBaHus

1 Mep coumanbHOW NOAAEPXKKM, B YpoBeHb
HanmeHoBaHue KOTOPbIX HYXXAAeTCs rpaxkaaHuH Ans Kop | A/02.6 (nogypoBeHb) 6
npeoaoneHns TPYaHOW XXU3HEHHOW KBanudmnkaumnm
cuTyauum nnbo npegynpexneHns ee
BO3HUKHOBEHUS

MpoucxoxaeHne
TPYAOBOMN OYHKLUM

OpurnHan X

3anmcTBOBaHO n3
opurnHana

Kopg PernctpaunoHHbIN
opuruHana HoMmep
npogeccnoHasnbHO



ro ctaHgapTa

TpyooBble AencTBUA

Bblbop TexHomorvi, BuOOB U OPM coLManbHOro O6CNyXuMBaHUSA, Mep
couunanbHOM NoAAepPKKN, He0BXo0AMMbIX ANst AOCTMXKEHNSA KOHKPETHOM Lienn

CornacoBaHue c rpaxxgaHnMHOM Uenn OKa3aHuAa couunalibHbIX YCnyr wu
npenocTtaBlieHNnAa Mep coumnansHon nogaepXxku

BbisiBneHne noTteHumana rpaxgaHuHa W ero 6nmkanwero OKpYyXeHus B
peLleHnm Npobnem, CBSA3aHHbIX C TPYOAHOW XXU3HEHHOW CUTyauunen

Pa3pa60TKa M cornacosaHne C rpaxgaHmMHom I/IH,ElVIBVIﬂ,yaﬂbHOVI nporpamMmmbl
npenoctaBlieHnda counarnbHbIX YCIyr u Mep coumarnbHon nogaepKkm

lMnaHnpoBaHme OeNCTBMI NO AOCTMKEHUIO Lieren oka3aHus coumanbHbIX YCryr
1 coumanbHOM NOAAEPKKN rpaXKaaHuHY

OnpeneneHne HeobxoaMMOro oGbema ycnyr no peanusauun UHOUBUAYanbHOW
nporpaMmbl MPEAOCTaBMEHUss couManbHbIX YCIyr M Mep  coumarnbHoW
noaaepxku

YcTaHoBNeHne CPOKOB 1 nepnogn4HOCTM npenocrtaBlieHnA counarbHbIX yCnyr
(I'IOCTOS-IHHbIe, nepunogunyeckume, pa3OBbIe) no peannsauunmn VIHﬂ,VIBVID,yaJ'IbHOIZ
nporpamMmmbl nNpeaocTtaBiieHUA counalnbHbIX yCnyr

ObecneyeHne KOMMNMEKCHOIO B3aMMOAEWNCTBMSA C APYrMMK creunanuctamum,
yyYpexaeHusiM1, opraHumsauusmMm u coobLecTBaMmu MO OKa3aHUo MOMOLUM B
NpeojoneHun TPYAHOW KM3HEHHOW CUTyauun rpaxgaHuHa u  mep no
npeaynpexaeHuio ee yxyaLeHus

Heobxogumble ymeHus

MporHo3npoBaTh pe3ynbTaTbl OKa3aHUS CcouManbHbIX YCNyr U coumarnbHON
NOALEPXKKN rpaXkaaHuHy, HyXXaatoLwWweMycsi B UX NONy4YeHun

KOHerTVI3I/IpOBaTb Uuenb OKa3aHuA couunalnbHbIX YyCcnyr wu couunansHon
noaaepPKKu rpaKagaHHy Ha oCHoBe ﬂpOBeﬂ,eHHOIZ ONarHOCTUKMN U C y4eTOM ero
XU3HEHHbIX niiaHoB

O6ocHOBbIBaTb MCNOMNb30BaHNE KOHKPETHBLIX TEXHOMNOMMIN coumnanbHon paboThl,
BMAOB M POpPM coumanbHOro obCnyKMBaHUS 1 Mep coumanbHOW NoAAEPXKKU B
OTHOLLEHWUWN KOHKPETHOrO cryyas

MpuMeHaTb MeToAbl ANArHOCTUMKU FIMYHOCTU, CMOCOBHOCTEN M CKITOHHOCTEWN,
NMO3BONSAIOLINX aKTyanuM3MpoBaTb MO3ULNIO TpaXKaaHWHa, obpaTuBLuerocsa 3a
nonydyeHnem ycnyr, u obecneunTb peanu3auMild  CaMOMOMOLLN U
B3aMMOMOMOLLMN

BsaumogeiictBoBaTb € ApPYrMMM  clleuMannctamu,  ydpexaeHusiMU,
opraHusaumsiMm 1 coobliecTBaMu NpU OKasaHWM coumanbHbIX yCrnyr U Mep
coumansHoM Noaaepku

YuntbiBaTb MHAMBMAYaNbHbIE 0COBEHHOCTW rpaxaaHuHa, obpaTuBLlerocs 3a
rony4YeHneM coumanbHbIX yCryr

CooTHOCUTb MHAMBMAYArbHYIO NporpaMMy coumanbHOro obecnyxmeaHus ¢ ero
coumanbHbIMU OXMAAHMAMW U NOTPEeBHOCTAMMU

MoBbIWaTL CBOK NpodeccnoHanbHyo kBanudukauunio B obnactn peanusauum
TPYAOBOM HYHKLMK




Heobxoaumble 3HaHUSA

Teopusi coumansHon paboTbl

TexHonornsa coumanbHom pa6OTbI n ycnosuna nx npumMmeHeHusa

HauunoHanbHble ctaHgapTbl Poccuiickon degepaumm B obnact coumanbHOro
obcnyxumBaHust

Poccuiicknin n 3apybexHbI OnbIT MPakTUYeCKon coumansHor paboTsl

OCHOBHblE HanpaBreHWs MONUTMKM COoUMarbHOW 3alUTbl HaceneHus Ha
dhenepanbHOM, peroHansHOM, MyHULMMANIbHOM YPOBHSIX

OcHoBbI NPOEKTNPOBaAHNA, MPOrHO3npoBaHNA N MOoAENTNPOBaAHNA B coumaanon
pabote

OcHoBbI  cOoCTaBreHus MHD,VIBVID,yaﬂbHOVI nporpaMmbl  nMpeaocTaBliieHNA
coumnanbHbIX ycnyr

OcHoBHble Tunbl npobnem, BO3HMKAKOLWMX Yy TrpaxgaH - nonydvaTtenen
coumanbHbIX yeryr

OcCHoOBHble (bOprI 1 BMAbl coumnanbHOro OGCJ‘Iy)KI/IBaHI/IFI

Cnocobbl aKTUBM3aLUMKN JMYHOCTHBLIX PECYPCOB U PECcypcoB CoLManbHOro
OKPYXXEHMS

WHbpacTpykTypa peanus3aumMn couuarnbHblX YCiyr B MyHMUMNANbHOM
obpasoBaHuu, pecypcbl MECTHOIO coobLLecTea

OcHoBbl  camMoopraHusauuM U  camoobpasoBaHMs  creuuanuctoB Mo
coumansHon paboTe

[pyrne xapakrepucTumku

BblTb OTBETCTBEHHBIM U pykoBOACTBOBATbLCA B paGOTe npuHunnamm
r'ymaHHOCTU, cnpaBeannBoCcTH, 0OBbEKTMBHOCTU U ,1:|,06po>|<enaTeanocm

CobntogaTb ﬂpOCbeCCMOHaJ'IbHO-STVI‘-IeCKMe Tpe6OBaHI/IFI K AeATesIbHOCTU
cneuunanucta no cowumanbHom pa60Te

3.1.3. Tpynosas pyHKLMSA

OpraHusauus coumansHoro
obcnyxuBaHus " coumanbHom YpOoBEHHL
HavnmeHoBaHue y Koao| A/03.6 |(nogypoBeHb) 6
NOAAEPXKKN TpaXaaH C Y4eToOM UX
. KBanudmnkaumnm
UHAMBUAYanbHoM NoTpebHoCcTH
MpouncxoxaeHue 3amMmcTBOBaHO U3
o OpurnHan X
TPYAOBOM OYHKLUM opurMHana
Kopn PernctpaunoHHbIn
opurnHana Homep
npodeccnoHansHo

ro ctaHgapTa

TpyooBble AencTBUSA

OpraHmsau,vm nomMmown B O(*)OpMJ'leHI/lI/I OOKYMEHTOB, HeobxogMMbIX Aans
NMPUHATNUA Ha couunanbHoe O6CJ'Iy)KMBaHI/Ie U1 OKa3aHuAa mMmep couunanbHomn
nogaepXxXkum




OpraHusauma okasaHusi CoLManbHO-ObITOBLIX, COLManbHO-MeaMLNHCKMX,
coLManbHO-MCUXONOTMYECKUX, coumanbHO-Neaarormyeckumx, coumanbHo-
NpaBoBbIX, COLManbHO-3KOHOMUYECKMX, COLMANbHO-PeabunnTaLNoHHbIX YCHyT,
yCcnyr no coumanbHOMY COMNPOBOXAEHMIO rpaxdaH, a Takke Mep coumarnbHon
NoAdepKKn

ObecneyeHne nocpegHWYecTBa MexXay rpaxaaHVHOM, Hyxaalownvcs B
npeaocTtaBlieHnn counanbHbIX yCcnyr unm mep COLI,I/I&J'IbHOVI nogaepxku, wn
pas3nn4HbiMK  cneyunanunctamm (prG)KJJ,GHI/IFlMI/I) C uenbl npeacraBieHunsa
WHTEPECOB rpaXkaaHuHa 1 peLueHnst ero coumanbHbIX Npobnem

Opransau,vm MEXBEOOMCTBEHHOIO B3aMMOLEWCTBUSA C LEMbLO peanunsaunmn
I'IOTpe6HOCTeI7I rpaxgaH B pas3rimyHbIX BUOax counanbHbIX yCnyr

KoHcynbTupoBaHue no pasnuyHbIM BOMpocam, CBSI3aHHbIM c
npenocTaBneHnemM couuanbHbIX YCNyr U OKasaHuemM Mep coumanbHOM
noaaepxKn

BbisiBNeHne u oueHKa JIMYHOCTHbLIX PEecypcoB rpaxpaH - nonyyatenen
coumanbHbIX YCIYr U PeCypCoB NX COLMANbHOIO OKPY>KEeHUS

CogenctBne akTMBM3auun MOTeHUMana W COOCTBEHHbLIX BO3MOXHOCTEN
rpaxgaH - nonyaneneVl coumnanbHbIX ycnyr, pacwunpeHuto BO3MOXHOCTEN
camMonomoLwiu 1 B3anmMmornomoLim

CopeiictBre MoOWMM3aLMM COGCTBEHHbIX PECYPCOB rpaxaaH U pecypcoB KX
couMarnbHOro OKPY)XeHUSI Ans NPeodoNeHnst TPYAHOW XU3HEHHOW cuUTyaummn u
NPOMUMIAaKTUKA ee yXyaLeHus

OpraHusaums paboTbl MO BOBMEYEHMIO B couManbHyld paboTy WMHCTUTYTOB
rpaxgaHckoro obuiecTtsa

OpraHusaumsa npodunakTu4eckon paboTbl N0 NPeAyNPEXOEHNI0 NOSBEHNS U
(nnn) pasBuTUA TPYOHOWN XU3HEHHOW CUTyaLuu

Heobxogumble ymeHus

BbissBNaTe npobnemy rpaxgaHuHa, HaxogdAwerocs B TPYAHOM XXM3HEHHOW
cuUTyauun, oueHmBaTb BO3MOXHOCTU €€ peLUeHUs C MOMOLLbIO NpUBeYeHns
NPOMUIbHbLIX CNeuuanucToB (yupexaeHun)

OdopMnaTb  AOKYMEHTbl, HeobxoauMMmble [ONnA  MPUHATMSA  HyXOaloLwuxcs
rpaxgaH, Ha coumarnbHoe obcnyxmBaHue (NOCTOSHHOE UMW BPEMEHHOE) WK
OKasaHue Mep coumanbHON NogaepXKKn

BbibvpaTb onTumanbHble Cnocobbl pelleHuss npobrembl  rpaxaaHuHa
nocpeacTBoM dopmMupoBaHus " cornacoBaHuMsi C  rpaxgaHuWHOM
MHAMBMAYanbLHOM NporpamMmMbl NpeaocTaBneHns coumanbHbIX YCNYr U oKasaHus
Mep couunanbHOM NOAOEPXKKN

Hanpaenatb nonydaTenen coumanbHbIX YCnyr B Cheuvann3vpoBaHHbIE
coumanbHble  yupexaeHus  (nogpasgeneHusd)  wuwunu - K NpPogUibHbIM
crneuunanucrTam

WMcnonb3oBaTb onTMMarnbHOE coveTaHve pasnuuHblX ¢OopM U BUOOB
coumanbHOro  0GCNyXMBaHUS, TEXHOMOMMIA couuanbHOM — peabunutaumu,
afjanTtaumu, Koppekuum u ap.

Bblbvpatb Haubonee adEKTMBHbIE TEXHOMOrMn couunansHon paboThl,
npUMeHNMbIE K UHOUBMAYaNbHbIM OCOBEHHOCTAM nonyyaTenen coumanbHbIX
YCIYT N UX XXU3HEHHbIX CUTYaLN




ObecneunBaTb KOOpAMHALMIO OEATENbHOCTM CHEUManncToB B PELLUEHUN
aKTyarbHbIX 3a4a4 colmanbHOro obenyKmBaHus rpaxaaH

Ob6ecneunBaTb KOMMMEKCHbIM NOAXOA4 B peanu3auvMm WHAMBUAOYanbHOW
nporpaMmbl NpeaoCTaBreHns CoumanbHbIX YCIyr U OKasaHusa Mep coumanbHOn
NoAAEPXKKN TpakgaHaMm CO CTOPOHbl CneuvanMcToB CMEXHbIX npodeccuin
(ncuxonor, peabvnutonor, counansHbIn Neaaror, PUCT, AedeKkTonor 1 ap.)

ObecneunBatb MHTErpauntio OeATesibHOCTU pa3fiMyHbIX TFoCydapCTBEHHbLIX U
00LEeCTBEHHbIX OpI'aHI/I3aLI,VIl7I B peanunsauunmn VIHLI,VIBI/ILWGJ'IbHOVI nporpamMmbl
npenoctaBlieHna counarnbHbIX YCIyr U OKa3aHuA Mep coumnanbHon noaaepKkun

ObecneunBaTtb NpeacTaBreHe NHTePeCcoB nonyvaTenen counanbHbIX YyCnyr

MOTVIBVIpOBaTb rpaxgaH - nonyaneneVl coumnanbHbIX ycnyr K akTUBHOMY
ydactmio B peanmsauum VIHﬂ,VIBI/IﬂyaJ'IbHOIZ nporpamMmmbl  npeaoctaBrieHnA
counanbHbIX yCrnyr n okasaHua Mep coumnanbHON nogaepXku, ncnonb3oBaTb
MeTOoObl U TEXHONOIMM camMoakTyanusaumm

PeannsoBbiBaTb ycnyrm no couwunasibHoOMy COMNnpoBOXAEHUKO TrpaxXagaH B
npouecce ocyuwectBneHna peannsaunmn VIHﬂ,VIBVI/J,yaﬂbHOPI nporpamMmmbl
npegocTtaBlieHna counanbHbIX YCIyr U oka3aHuAa Mep coumnanbHon nogaepKkn

CocTaBnsiTb coumanbHbI NAcnopT CeMbWU U rpaxgaHuHa gns obecneveHus
KOMMEKCHOW OLEHKM npouecca u pesynbTaToB peanu3auum MHAMBUOYanbHON
nporpaMmmbl NpeaocTaBfeHNs CoLMarnbHbIX YCIYTr U OKasaHUst Mep coumarnbHOn
noaaepxkn

OpraHu3oBbIiBaTb npoBeneHune MHOMBUOYanbHbIX npodunNakTN4eCcKnx
MEpPONPUSTUA C  rpaxgaHamu Mo MecTy XuTenbcTBa (¢hakTMyeckoro
npebbiBaHNsl) B BUAE KOHCYNbTaLWUA, COOENCTBUS B OpraHM3aunm 3aHsTOCTH,
0300pOBNEHNS,  OTAblXxa, MpeaocTaBneHnss  coumanbHblX,  MPaBOBbIX,
MeaUUMHCKUX, obpasoBaTernbHbIX, MCUXOMOMMYEcKUX, pPeabunUTauuoHHbIX W
WHbIX HEOBXOANMBIX yCnyr

Mcnonb3oBaTb OCHOBbLI MPaBOBbIX 3HAHWN B cdiepe OKasaHUs CcoLuManbHbIX
ycnyr u Mep couuansHOW NoaaepKKM

MoBbIWwaTh CBOK NpodeccuoHanbHy KBanudukaumio B 06rnactu peanusauum
TPpyaoBOn hyHKLUN

BblTb roToBbIM y4acTBOBaTb B MWUMOTHbIX MNPOEKTax W WCMNOMb30BaTb
WHHOBALIMOHHbIE TEXHOMOMMU CcoLManbHOro obCnyXMBaHUS HaceneHus ¢
Yy4eTOM MHOUBMAYANbHbLIX 0COBEHHOCTEN NonyvaTene coumanbHbIX yenyr

Heobxooumble 3HaHMSA

OcHoBHbIE HanpasleHna NoNMTUKN B ccbepe coumarnbHOM 3aWmThl HAaceneHus

HopmaTurBHO-NpaBoOBLIE akThl B cdhepe coumnaribHON 3aluTbl HaceneHus

HaunoHanbHble ctaHaapTel Poccuiickon ®epepaunm B obnactu coumanbHOro
obcnyxmBaHust

CoctaB O0OKYMEHTOB, HeobXOoAMMbIX [ONfis  OKa3aHusi  coumanbHbIX ycnyr
rpaxgaHam, O6paTVIBUJMMCF| B couunarnbHble CJ'Iy>K6bI n ydpexaneHus

PernameHTbl BejeHUss JOKYMeHTaUun

Cuctema coumanbHbIX CJ'Iy)K6 n yqpe>K/J,eHm71 couunanbHoro O6CJ'Iy)KI/IBaHI/I$| Ha
pernoHanbHOM 1M MyHULMNArbHOM ypOBHE, UX Uernn, 3agadn u (*)yHKLI,MI/I




LleJ'II/I, NpUHUUNbI n OCHOBbI aJJ,MVIHI/ICTpaTI/IBHO-OpFaHI/I33LI,VIOHHOI7I
OeATeNbHOCTM NO peann3aunn counarnbHOro OGCJ'Iy)KI/IBaHVIFI HaceneHunA

Llenn, npuvHUMNbI XU OCHOBbI OpraHW3auuM coumManbHOro nocpeaHnYecTsa
Mexay nonydaTenem coumarnbHbIX YCRyr M pPasnuyHbIMKA - CouManbHbIMM
WHCTUTYTaMU ansi NPeACTaBleHuss MHTEPECOB rpaxaaH - nonydvaTtenen
coumanbHbIX YCIYr U peLleHnst ero coumanbHbIX Npobnem

PernameHT MeXxBe4OMCTBEHHOIO B3anMOLENCTBNSA

Cdepa npodeccrmoHanbHOM OTBETCTBEHHOCTU CMELMANIMCTOB  CMEXHbIX
npocdeccun  (Ncuxomnor, couuanbHblA  nefaror, puUCT, AedeKTonor,
peabunutonor n ap.)

MeToabl M TeXHOMOrMW camoakTyanusauuu rpaxgaH - nonyyaTenew
coumanbHbIX ycnyr

OcHoBbI Baneonoruu, couumanbHON MeanLUuHbl

OKOHOMMYECKME OCHOBbLI coumarnbHON paboTol

MpaBoBble OCHOBLI CoLManbHON paboThbl

lMcuxonornyeckme u coumanbHO-negarornyeckue 0OCHOBbI CoLmManbHOM paboThbl

lMcuxonorns IMYHOCTU

BospactHas ncuxonorus

TexHonorus counanbHon paboTbl

¢yHKLLI/II/I N TexXHonornn geAatenbHoOCTn CJ'Iy)K6bI 3aHATOCTU HaceneHunda

OcobeHHOCTM  MPUMEHEHUs  coumanbHbIX  TexHonorun B Poccuickon
Pepepaumm n 3a pybexom

Teopus coumanbHon paboTbl

OcHosBbl camMoopraHunsaumm n CaM006pa3OBaHMﬂ

[pyrne xapakrepucTumku

BblTb OTBETCTBEHHBIM U pykoBOACTBOBATbLCA B pa60Te npuHunnamm
r'yMmaHHOCTU, cnpaBeannBoCcTH, OOBbEKTMBHOCTU U ,El,OGpO)KeJ'IaTeJ'IbHOCTI/I

CobntogaTb ﬂpO(beCCI/IOHaJ'IbHO-STW-IeCKMe Tpe6OBaHI/IF| K AeATeNIbHOCTU
cneuunanucta no coumanbHom pa60Te

3.2. O606LeHHas TpygoBas pyHKUNS

[eaTtenbHOCTb NO nnaHMpoBaHUto,
opraHmn3auunm n KOHTPOIo 3a

YpoBeHb

HanmeHoBaHue Kogo| B 7
NpefocTaBneHNEM CoLMarbHbIX YCyr U Mep KBanudpukaumm
coumanbHon noaaep>kn

MpouncxoxgeHve

4 . 3anMcTBOBaHO 13
0600LweHHon Tpyaosor | OpuruHan X
opuruHana
dyHKUMN
Kon PernctpaunoHHbIn

opvrvHana HoMep



npogeccnoHansHo
ro cTaHgapTa

Bo3moxHble
HauMeHoBaHuA
JOJDKHOCTEN

CneuuanucT no coumanbHon paboTe,
3aBeayowmin otaeneHvemM (oTaenom)

TpeboBaHus Kk
00pas3oBaHuio 1
oby4eHunto

Bbiclee (Gakanaepwat, crneuuanuTeT) WM CcpegHee NpodeccuoHanbHoe
obpasoBaHMe NMGO MpodeccuMoHanbHasi NepenoaroToeka B COOTBETCTBUM C
npogunem AesTenbHOCTH

TpeboBaHus K onbITy
npakTuyeckon paboTol

3 ropa

Ocobble ycnosus gonycka
K pabote

OTcyTCcTBME MEAULMHCKMX NPOTMBOMNOKa3aHun

[ononHutenbHble XapaKTepPUCTUKN

HanmeHoBaHWe JoKyMeHTa Koga HaumeHoBaHne 6a30BoW rpynnbl, JOMKHOCTM
(npodbeccmm) nnum cneumanbHOCTU
OK3 1239 Pykosoautenu nogpasgeneHun (cnyx6), He Boweawmne
B Apyrve rpynnbl
2446 CneumanucTbl B cdoepe coumnanbHbiX Npobrem
OKCO 040101 CounanbHas pabota
040100 CounanbHas pabota

3.2.1. Tpynosas pyHKLMSA

MporHo3npoBaHue n
NPOEKTUPOBaHME peanuaauum
CCF))LI,VIaJ'IbFI:OFO 06012 )KVIBaHLVlIFI YpoBeHb
HavnmeHoBaHue y ’ Kog| B/01.7 |(nogypoBeHb) 7
obbema u KayecTBa OKasblBaeMbIX
. KBanudmkaumnm
coumarnbHbIX YCNyr, Mep CoLManbHOn
noanepxkn
MpoucxoxaeHne 3anmcTBOBaHO 13
P KA OpurnHan X
TPYOOBOM OyHKLMK opurnHana
Kog PernctpaunoHHbIN
opuruHana Homep
npodeccnoHansHo

ro ctaHgapTa

Tpynosble AencTBUA

lMpoBegeHne MOHUTOPMHIa couManbHOM CUTyauMuM Ha obcnyxmBaemom
TeppuTopUn ANA MCMNOSNb30BaHWSA MNpPU  COCTaBfEHUW MNPOrHo3a pasBUTUS
coumanbHOro o6CnyXMBaHus 1 coumnanbHOM NOAAEPXKKN

MpoBeneHne aHanusa, o606LEHNA U OLEHKN JOCTOBEPHOCTU MOSTYYEHHOWN B
npoLecce MOHUTOPUHra MHopmaLuum
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PaspaboTtka npegnoxeHun Mo pauuoHanusaumm, asToMaTMsauum W
MoOepHM3aUMM CPEeACTB M TEXHOMOrMin couunanbHoro obcnyXuBaHUs Ha
WHAMBUOYANBHOM W FPYNNOBOM YPOBHSIX

MoarotoBka npegnoXxeHun B pamkax pa3paboTku coumanbHbIX NporpaMmm u
NPOEKTOB, HanpaBfeHHbIX Ha MNoBbieHNe 3PQPEKTUBHOCTM COLMANBHOIO
obGCnyXMBaHUs HaceneHus Ha WHAOMBUOYanbHOM, FPYNnOBOM W CPeLOBOM
YPOBHSAX

Heobxoaumble ymeHus

OnpepensTb Uenb MOHUTOPUHIA coumanbHON cuTyaummn Ha obcnyxuBaemorn
TeppuUTOpUM

Onpep,enmb MHONKATOPbI COCTOAHUA couunanbHomn cutyauumm

Mcnonb3oBaTtb pas3nin4Hble MeTOAbl MOHUTOPWUHIA coumarnbHomn cuTyaumn

Wcnonb3oBaTb  pe3ynbTaTbl  MOHMTOpPUHra B onpedeneHun  uenen
coumanbHOro 06cnyXXmBaHusl HaceneHus

BbisBNSATL M aHanM3npoBaTb MHPOPMALMIO O COLManbHON CUTyaunm

OueHuBaTtb OOCTOBEPHOCTb VIH(bOpMaLI,VIVI, nonyquHon B Xo4e MOHUTOPWUHra
N n3 gpyrmx "CTO4YHMKOB

PaspabaTtbiBaTb coumanbHble MNpoekTbl (MporpamMMmbl), HamnpaBfeHHble Ha
nosbiweHne 3P@PEKTUBHOCTM COoUManbHOMO OBCNYXXMBaHUS HaceneHus u
OKasaHusa coumnanbHOW NoaaepKKu

AHaJ'IM3l/IpOBaTb NPUMEHNMOCTb CyLLEeCTBYHOLNX CcounaribHbIX TEXHOMOrnm
Aana peannsaunm counanbHOro npoeKkrta (I'IpOI'paMMbI)

Pa3pa6aTblBaTb MHHOBALIMOHHbIE TEXHOIOIMN coumnanbHOro OGCJ'IY)KVIBaHI/IH

MpoBoanTb 3KCNepPTU3Y coLmarnbHOro npoekTa (nporpammbl)

Wcnonb3oBaTb OCHOBHble MeToAbl W CpPedcTBa MOMyYeHusl, XpaHeHus,
nepepaboTkn MHOPMALMK, HaBbIKUM PaBoTbl C KOMMBIOTEPOM KaK CPpeaCcTBOM
ynpaBneHust ticpopMaumeid, B TOM Ynucne B ceT MIHTepHeT

MoBbiwaTte CcBOW  npodpeccuMoHanbHyl0  kKBanudukauuio B obnactu
peanusaumn TpyaoBon yHKUUN

Heobxooumble 3HaHMSA

TexHonoruu counanbHoro npoeKTnpoBaHuA, MoaennpoBaHnA n
NPOrHo3nmpoBaHUA

CywHocTb M 0COBEHHOCTU NPOSBNEHMS KOHMIMKTOreHHbIX MNpOLEecCcoB,
CUTyauumi coumanbHOro pucka

MeTogbl 1 TeXHONornu ynpasneHna counanbHbIMU pUCKaMK

HauwmoHanbHble cTangapTtel Poccuiickon degepaumm B obnactu coumansHoro
obcnyxuBaHus

MpUHLMMBI OLEHKWU AOCTOBEPHOCTU CoLManbHON MHdopmaLmm

OcHosBbl CTaHgapTusauunm n KONN4EeCTBEHHOWN OLEeHKn Ka4yecTBa
npenocrtaBiieHna coumanbHbIX yCnyr n mep coumnanbHomn nogaepXxku

HopmaTtneHO-nNpaBoBLIe akThl B cdhepe counanbHOM 3almThl HaceneHus

OcHoBHble HanpaBneHna NormMTukKn coumnarnbHON 3aWmThl HaceneHus




TexHonoruun couunansHor paboTbl C pa3nUYHbIMK rpynnamMm HaceneHns

OcHoBblI camoopraHusaummM W camoobpasoBaHMsi  CreuuanucToB Mo
couunansHon pabore

LIpyrve xapaKTepucTuku

BbiTb OTBETCTBEHHBIM U pykoBOoACTBOBaTbCA B pa60Te npuHUnnamMmm
r'yMaHHOCTW, CnpaBeasinBoCTH, 0BGBEKTMBHOCTU U ,qupomenaTeanocm

Cobnogate npodeccnoHanbHo-3aTUYECKME TpeboBaHUA K OeATenbHOCTU
cneunanucTta no coumansHon paboTte

3.2.2. TpynoBas dyHKUMSA

Opl’aHI/I3aLI,VIF| OeATeNIbHOCTU

nogpasaenexus (rpynnol YpoBeHb
HanmeHoBaHMe | cneumanucToB) NO peanu3aumm Kog| B/02.7 |(nogypoBeHb) 7
coumanbHbIX yCryr u mep KBanudmkaumm

coumanbHON NogaepXKKu

MpouncxoxaeHue
TPyaoBon yHKLNN

3anmcTBOBaHO n3

Opwurunan X
opurMHana
Kon PernctpaumnoHHbIn
opurMHana HoMep
npodgeccnoHaneHo

ro ctraHgapTa

TpynoBble AencTeus

OnpeneneHne nnaHoBbIX Ueneln W 3agady nogpasgeneHus  (rpynnbl
CneumanncToB) 1 OTAENbHbIX CNELMANUCTOB MO coumanbHon pabote

Onpep,eneHMe pecypcos, HeobxoOuMbIX Ans peanusaunnm counarnbHoro
06CJ'Iy)KVIBaHI/IFI N coumanbHon nogaepXXkKu, oTBeTCTBEHHbIX ncnonHutenen

OnpepeneHne ob6bema paboTbl COTPYOHMKOB nogpasgenexHvs (rpynmnbl
CneumanucToB) N pacnpeaensiTb 3a4aHns MexXay HUMK

KOOpﬂ,MHaLI,VIFI 0eATerlbHOCTN COTPYOAHMKOB nofpasaesieHna rno BbINOJIHEHUO
NoCTaBJ1IeHHbIX 3aaay

MoTusauus COTPYAHUKOB Ha BbINOJIHEHUE NOCTaBJ1IEHHbIX 3adad

KOHTpOJ'Ib BbINOSIHEHWS NNAHOBLIX Lenen n esaTenbHOCTb crneunanmncToB

AHanus paboTbl nogpasaeneHus (rpynnbl cneuuanicToB)

OcyLiecTBrneHne MepPOoNpUATUIA MO MOBLILLEHWIO KBanUguKaumum COTPYAHUKOB
nogpasgeneHus

OcylulecTBreHMe  CynepBM3MM  Kak  WHOMBMAYanbHOrO  KypaTopcTea,
HanpaBfeHHOro Ha BbISIBNIEHNE U pelleHue npobremM npu BXOXOEHUU B
JOIDKHOCTb M OCYLIEeCTBReHUM  npodpeccroHanbHoOnm — OesdATenbHOCTM
cneunanucToB  nogpasdenieHns,  NpoduMNakTMky  npodeccuoHanbHoM
AecbopMaLn 1 BbiropaHus

Heobxogumble ymeHus

MnaHvpoBaTb paboTy noapasfdeneHus coumarnbHOW CryxObl B COCTaBe
opraHusaumu




dopmynupoBaTb Lenu, 3agadvv, onpefdensaTb 006s3aHHOCTUM W TpyaoBble
OENCTBUS  chleunannuctoB Mo coumarnbHoW  paboTe,  peanuayolimx
coumanbHbIA NPOEKT

OpraHusoBbiBaTb B3avMOAENCTBME CMeLManucToB B Mpouecce peanusauum
coumarnbHbIX YCNYr U Mep coumanbHOM NOAAEPXKKU

Mcnonb3oBaTtb MHCTPYMEHTbI MEXITMYHOCTHbIX KOMMyHVIKGU,VIVI

YperynupoBatb KOHQMUKTbI, BNageTb HaBblkamMu Meguauuu B COLManbHOW
chepe

Mcnonb3oBaTb MHCTPYMEHTapWUiA BbISIBIIEHNS NOTPEeOHOCTEeN KOHKPETHOro
COTpYAHUKA C Lienblo onpeaeneHuns ero npogeccroHansHoro noTeHumana

Bnagetb OCHOBHbIMM MeTodaMu cynepBu3nn, BbICTpaumBaTb MoAenn ee
opraHusaummn n npoeegeHuA B COOTBEeTCTBUM C U3IMEHALWLMNMUCA
I'IOTpe6HOCTFIMVI cneumnanncToB

OnpegenaTe cTumynupylowme dakTopbl NpodeccnoHanbsHoN AeaTenbHOCTH,
paspabaTtbiBaTb M peanv3oBbiBaTb CUCTEMY CTUMYNMPOBaHWUS 3(PHEKTUBHON
npoceccuoHansHoOn OeaTensHOCTM

MoBblwaTb CBOW  MNpodeccUoHanbHyl0  KBanudukaumio B obnactu
peanusaunn TpyaoBon pyHKL MM

Heobxoanmble 3HaHUSA

OcHoBbI COLManbHOro ynpasneHus

LleJ'Il/I, NPUHUUNbI U TEXHONOIMN ynpasrieHna nepcoHarniom

TexHonormn coumansHon paboThbl

Teopusi coumansHon paboTbl

OcCHOBbI KOH(PIMKTOMNOMMN 1 Meguauum

lMcuxonornsa n coumonorms IM4HOCTU U rpynnbl

Ncmnxonornyeckne n CoLMonormyeckmue MetToabl MccnegoBaHus

Mcuxonorusa n coumonorus ynpasneHuna

rlpVIHLI.VII'IbI, BMAbl, METOObI N TEXHOJIOTUN CynepBU3nNn

OcHoBbl camoopraHusauumM u camoobpasoBaHuWa  crneuuanucTos Mo
couuansHon paboTe

[pyrne xapakrepucTumkm

BbiTb  OTBETCTBEHHBIM W PYKOBOACTBOBaTbCA B paboTe MnpuHUMNaMm
rYMaHHOCTM, CNpaBeafiMBOCTM, 0O LEKTUBHOCTU U A06pOXKenaTensHOCTM

Cobniogate npodeccnoHanbHo-aTUYEeCKMEe TpeboBaHUA K OesiTeNbHOCTU
cneumanucTta no coumansHomn pabote

3.2.3. Tpynosas (pyHKLMSA

KOHTpOJ‘Ib KavyecTtBa u

3(PPEKTUBHOCTN coLManbHOro YpoBeHb
HanmeHoBaHvne | obcnyxuBaHus rpaxagaH u Koa| B/03.7 |(nogypoBeHb) 7
npegocTaBneHns Mep coumanbHOn KBanudmkaumum

NoaaepXXKn




MpouncxoxgeHue
TPyaoBon yHKLNN

3anmcTBOBaHO n3

Opwurunan X
opvruHana
Kon PernctpaunoHHbIn
opurMHana HoMep
npodgeccnoHansHo

ro ctaHgapTa

TpynoBble AencTBus

BeisBneHne 1M mn3MepeHune  nokasaTenew  KayectBa  COUMArbHOMO
obcnyxmBaHust 1 Mep coumanbHON NOAAEPKKN

OueHka kayecTBa coumanbHOro O6CJ'Iy>KVIBaHVIﬂ

BbisiBnieHne un wusmepeHne nokasatenen 9PEEKTUBHOCTU COLMANbHOMO
obcnyxmBaHust

OueHka 3EKTUBHOCTI CoOLManbHOrO OGCIyXMBaHUS U Mep CouManbHOM
noaaepXKKu

Heobxogumble ymeHus

PaspabatbiBaTb KkpuTepum KayecTBa NpenocTaBnseMblX YCnyr wm  Mep
coumansHON NoAaEPXKKN

AHaJ'IVI3VIPOBaTb n oueHmBaTtb npouecc Wn pesynbTatbl peann3aunmn
couunanbHbIX yCnyr n coumanbHom nogaepXkn Ha nHousmayaribHOM ypoBHeE

VMcnonb3oBaTtb pa3nnyHblie BUAbl ONPOCOB HaceneHnd 1 3KCnepTHbIX ONpoCoB,
HanpaBJieHHbIX Ha BbldBJl1eHUEe Ka4yecTBa n SC*)CbeKTI/IBHOCTVI
npeaoctaBndeMblX yCcnyr n mep coumnarnbHon nogaepXxku

AHanuanpoBaTb pe3ynbTaTbl OKa3aHWsi coumarnbHbIX YCIYr HA perMoHanbHOM
1 MyHMLMNANbHOM YPOBHE, a Takke Ha YPOBHE coumarbHbIX Fpynmn

npeD,CTaBJ'IFITb pes3ynbTaTthbl HpO(beCCMOHaﬂbHOVI aeAaTenbHOCTU B BUAe
KavyeCTBEHHbIX N KOJINYECTBEHHbIX JaHHbIX

MoBblwaTe CcBOW  MNpodyeccuoHanbHylo  kBanudukaumw B obractu
peanusaunn TpyaoBon YHKLUN

Heobxoaoumble 3HaHMSA

OcHosBbl opraHunsauunmn I'IpO(*)eCCVIOHaJ'IbHOVI AeATeNIbHOCTU, KOHTPOJA
Ka4deCTBa npeaocTtaBlieHnA counarnbHbIX YCIyr

HauwnoHanbHble cTaHgapThl Poccuickon ®epepauumn B 06r1actv coumnanbHOro
o6cnyxmBaHus

MeTofbl KONMMYECTBEHHOW OLIEHKM KavyecTBa MPeoCTaBreHUss couumanbHbIX
YCRyr ¥ Mep coLuanbHON NOAAEPKKM

npl/IHLI,I/IﬂbI 1N npasuna npoBeaeHnA oOnpocoB HaceneHnAa W J3KCNepTHbIX
ornpocoB, HanpasJ/ieHHbIX Ha BbiABIIeHMEe Ka4vectBa W Sde)eKTVIBHOCTM
npeaocrtaBndeMblX ycnyr n mep couunanbHomn nogaepXxXkm

CoumarnbHble MpoLecchl, MpoucXoasiline B 06LecTBe, WX BO3MOXHblE
HeraTUBHbIE  MOCMEACTBUSA,  KOH(MUKTOTEHHbIE  MPOLECChl,  CUTyauuu
coumanbHoro pucka

Cnocobbl M BO3MOXHOCTM  WUCMONb30BAHMA [OaHHbIX  COLIMOIIOMMYECKUX
OMpPOCOB, CTATUCTMKKW, aHanNM3npoBaTb OTYETHOCTb  YYPEXOAEHUN W
opraHusaumm




MeToabl 06paboTkn AaHHbLIX AMMMPUYECKMX MCCNeaoBaHWiA, NpeaocTaBneHus
MX B YMCNOBOW, TAabnMYHOW, rpadnyeckon u T.n. gopme

OcHoBbl camoopraHmsauum U camoobpasoBaHuWsa  cneuuanucrta  no
couunanbHon pabote

Lpyrve xapaKkTepucTuku

BbiTb OTBETCTBEHHBIM U pyKkoBoACTBOBAaTbCA B pa60Te npuHUnnamm
r'yMaHHOCTW, CnpaBenjinBoCTH, 00BHEKTMBHOCTU U ,El,O6pO)KeJ'IaTeﬂbHOCTVI

CobGnogatb npodeccrmoHanbHo-aTU4eckne TpeboBaHUA K OesATenbHOCTU
cneuunanucTa no coumanbHom paboTe

3.2.4. TpynoBas dyHKUMA

MogroToBKa NpeasioXXeHin no

opMUPOBaAHMIO COLIMANbHOWN YpoBeHb
HanmeHoBaHVWe | NOMWUTUKK, PA3BUTUIO COLManbHOM Kog| B/04.7 |(nogypoBeHb) 7
NMOMOLLM 1 COLMarbHOro KBanudmkaumm

obcnyxmBaHust HaceneHus

MpouncxoxaeHue
TPyaoBon yHKLNN

3anmcTBOBaHO n3

Opwurunan X
opurMHana
Koa PervctpaunoHHbIn
opvruHana HoMep
npodheccuoHanbHo

ro ctraHgapTa

Tpynosble AencTBUA

lMopgrotoBka nNpeanoXeHwin no nosblWEeHU 3MEEKTUBHOCTU peanusaumm
coumanbHOM MONMUTMKM Ha ypoBHe cybbekta Poccuiickon ®epepauun,
MyHMLMNanuTeTa, y4pexaeHus

MoaroToBka npeanoXeHui npu paspaboTke M peanusauuMn couumanbHbIX
nporpamMmm 1 NPOEKToB

OpraHuzaumsi MeponpusiTUiA Mo  MPUBIIEYEHNIO PECYPCOB OpraHusauui,
06LLEeCTBEHHbIX OOBLEAMHEHMI WM YacTHbIX NUL, K OKasaHu couuanbHOM
noaaep»kku rpaxkaaHam

VMcnonb3oBaHne noTeHuuana cpefcTs MacCoBON MHAOPMaLIUMK U coLmnarbHbIX
ceTen ona npumenevyeHna BHUMaHUA 06LIJ,eCTBa K aKTyalribHbIM couUWalbHbIM
npobnemam, WHOPMUPOBaAHMUS O  HanpaBfeHusx  peanusauuu 7]
nepcneKkTMBax pasBMTuUsi coumansHom paboThbl

YyactTue B opraHu3aumu peknambl coumanbHbIX ycrnyr U MHOpMaLMOHHOM
obecneyeHnn nx pasBUTUSI U PacnpPOCTPaAHEHNS

MprMeHeHNe MapKETUHIOBbLIX TEXHOMOIMIA C Lienbio hopMUpoBaHUS cnpoca U
obecrneyeHnss aeKBaTHOIo NPeAnoXeHns coumarnbHbIX YCryr

lMpoBegeHne paboTbl MO MPOABWKEHUID W MONynApu3aumm MNO3UTUBHOMO
onbiTa OpraHu3auum coumnanbHOro o6CNyXMBaHUS U CoOLMAnbHOM NOSLEPXKKM
HaceneHuss nyTeM noaroToBkM MHGOPMaUMM AN CPedcTB  MaccoBOW
WHopMaLnM N B3aUMOLENCTBUSA C 0OLLLECTBEHHOCTbIO

Heobxooumble ymeHus

O606LaTh M cMcTeMaTM3MpoBaTbh NepeaoBON POCCUNCKUIA OMbIT peanusauum
coumanbHoro obcnyxMBaHust U Mep coumarnbHON NOAAEPXKKN




MpoBoauTb CpaBHUTEMbHbLIA aHanmM3 POCCUMUACKOro M 3apybexHoro onbita
coumanbHon paboTsl, COLManbHOro 00CNYXXNBaHNS U coLmanbHOW NOSAEPXKKM
HaceneHus

ApantupoBatb 3MEKTMBHbBIA 3apPYOEXHbIN OMbIT K POCCUACKAM YCITOBUSAM
€ro nNpMMeHeHuns

Wcnonb3oBaTtb AaHHble COLUMNONOrnM4ecKnx onpocos, CTaTUCTUKHN,
aHanm3anpoBaTtb OTYETHOCTb yqpemp,eHMVl n opraHM3au,|/||7|

MopgrotaBnuBatb WHcopmaumio B Buge OyknetoB, 6Opowtop, crTarten,
coobLLeHun ona cpeacTB MaccoBOM MHAOpMaLMKN 1 coumanbHbIX ceTen

B3avmopgencTBoBaTb CO CpeacTBaMy MaccoBol MHAOPMAaLMK, Kak HayyYHOro,
Tak U OO6LIECTBEHHO-MOMNYNSAPHOIO MfaHa, Ans MpUBMEeYEHUst BHUMaHUS
0o6LLEeCTBEHHOCTN K coumarnbHbiM npobnemam obliecTBa, oOpraHu3aumu
peknambl coumanbHbIX YCryr

Pa3pabaTtbiBaTb peknaMHo-MHDOPMaLMOHHbIEe MaTepuanbl Mo akTyasbHbIM
couuanbHbiM MNpobnemMamM HaceneHusi, couuanbHbiM puUCKam U yrposam,
CNOCoBHbLIM HeraTVBHO MOBMSATL Ha YCIOBUS XXU3HEAESATENbHOCTU rpaxaaH,
a Takke o Bugax, opmax 1 cyGbekTax peanusaunm coumanbHbiX yenyr

OcyLiecTBnsATL B3aMMOZENCTBME B BOMPOCAX COLMANbHOro obcryxuBaHUs
rpakgaH - nonydyatenen  couuanbHblX  YCRYr  C  yupexaeHusiMu
30paBOOXpPaHEHNs, KynbTypbl, 00pa3oBaHusl, U UX y4peauTensaMu, a Takke
6naroTBOPUTENbHBIMA U PENUTMO3HBIMU 00beaMHEHNUSMU OBLLECTBEHHbLIMU
opraHusauusaMm

CogewncrteoBaTb CO34aHMIO KINyOoOB, 0O6beAMHEHUN, Tpynn B3aMMOMOMOLLM,
crnocobeTByOWNX O6beaUHEHUI0O cemMelt U OTAENbHbIX rpaxaaH C uenblo
OKa3aHusi MOMOLLIM B PELLEHUN UX coumarbHbIX NpobnemM

Wcnonb3oBaTb  crnocobbl  camoopraHusaumm 1M camoobpasoBaHus
cneumanucToB no couunansHom paboTe

MoBblwaTb CBOW  MNpodECCUOHAmNbHYD  KBanudukaumiwo B obnactu
peanusaunn TpyaoBon yHKUUN

Heobxoaumble 3HaHUSA

PervoHanbHble 0CO6EHHOCTU coLManbHOro pa3BUTUS, COLMArbHOM CTPYKTYpPbI
HacerneHusi Ha BBEPEHHOM y4yacTke paboTbl (Ha TeppuUTOpuM, B CoLManbHOM
rpynne, B TPyA0BOM KOMNMEKTUBE 1 Ap.)

HauunoHanbHble K pernoHarnbHble ocobeHHOCTM OblTa U CeMenHoro
BOCNnUTaHU4a, HapoaHble Tpaanunmn

OnbIT pa3suTKsa coumanbHon paboTel B Poccun n 3a pybexom

TexHonmoruyM couuanbHOro OBCNYXUBAHWS HaceneHusl, MNPUMEHSIEMble B
Poccun 1 3a pyGexom

OcHoBHbIE HanpaBreHna NoJfIMTUKn coumanbHOM 3aWmThl HaceneHns

OcHoBbl B3aMMOAENCTBUSA CO CpeacTBaMM MacCoBOW MHpopmMaLmnm

CyLHOCTb M TEXHOMOMMN coumnarnbHOW peknambl, ee PyHKUUM N 3HaYeHne B
obuiectBe

MeTogbl coumanbHON MHOPMATUKK




CoumanbHble 1 NCUXONOrnYeckne 0CHoBbl paboTbl ¢ MHGOpPMaLnen

Ponb counanbHbIX MWHCTUTYTOB B CTaHOBJ1I€EHUM CcOoLUMaribHOro rocygapcrea

KoHuenumsa counanbHON CNoYeHHOCTH

OcHOBbI  0EATENBHOCTM  OOLLECTBEHHbIX 0ObeAWHEHWI,  OpraHusaunmn
couunanbHOM HanpaeneHHOCTU U B3aUMOAENCTBUS C HUMM

OcHoBbl (haHapanauHra

3OKOHOMMYECKME OCHOBBI CoLManbHON paboThl

COBpeMeHHbIe Tpe6OBaHVI9| K cneumannctam no coumanbHOm pa60Te

OcHoBbl coumanbHon paboTbl, HOPMATMBHO-MPaBOBbIE aKTbl, Kacarolmecs
npodeccuoHanbHON AeATenbHOCTM nepcoHana, a Tawke [OOIDKHOCTHbIE
WHCTPYKLUK, NpaBuna BHYTPEHHEro TPyAOBOro pacnopsiaka, npvkasbl U UHble
rfioKanbHbIE aKTbl y4pexaeHus

OcHoBbl camMoopraHusauumM 1 camooGpasoBaHuWs  crneuuanucToBs Mo
coumansHon paboTe

Opyrue xapakTepucTukm BbiTb OTBETCTBEHHBIM W PYKOBOACTBOBaTbCA B paboTe npuHUMNaMm
rymMaHHOCTM, CnpaBeasiMBOCTU, 0GBbEKTUBHOCTM N AOOpOXenaTensHOCTU

CoGntogaTe npodeccumoHanbHo-aTUYeckne TpeboBaHUs K OesTenbHOCTU
cneumanucTta no coumanbHon paborte

IV. CBegeHuns 006 opraHusaumsx - paspabdboTymkax
npodeccuoHanbHOro craHgaprta

4.1. OTBeTCTBEHHAsA opraHmn3aLms - pa3paboTymk

depepanipHOE TOCYyIapCTBeHHOe OoIOXeTHOe obOpas3soBaTeJIbHOE yupexIeHMe
BEICIIETO MNPOPEeCCHOHANBbHOTO obpaszoraHusa "PocCuMCKUM TOCyIapCTBEHHBIM
COouMaJIbHEM yHUBepcureT"

PexTop demaxmHa Jlngusa BacuiabeBHAa

4.2. HanmeHoBaHus opraHmMsauun - pasapaboTymkos

1. 'BY TLCO "HosornpeeBo" ropoga Mocksbl

2. BY TLCO "HOxHonopToBbIN" ropoga MockBbl

3. BY TLCO "YepTaHoBo" ropoga Mocksbl

4, BY TUCO "MewaHckmn" ropoga Mocksbl

5. 'BY TLCO "Apocnasckuin" ropoga Mocksbl

6. Y LUCICuf "Ouanor" ropoga Mocksbl

7. BY TUCO "XamoBHukn" ropoga Mocksbl

8. 'BY TLCO "Mockosckuin" ropoga Mockebl




9 BY CO MO "MyLKMHCKNIA LEHTP coumanbHOro obcnyxmBaHus rpaxaaH noXnnoro Bospacta u
) nmHBanuaoB" ropog lMNMywknHo MockoBckon obnacTu
10 MHCTUTYT nepenoaroToBkM 1 NoBbilLeHNst kBanudukauum lenaptameHTa coumanbHOW 3almnThl
" | HaceneHus ropoga Mocksbl
11 YyebHo-MeTOoaMueckoe 00beamHeHne By3oB Poccum no o6pa3oBaHmio B 06r1acTy coumarnbHOm
" | paboTbl

<1> O6LLEepPOCCUNCKNIA KnaccugukaTop 3aHSTUN.

<2> O6LLepoccUncKknii knaccumkaTop BUAOB SKOHOMUYECKOM AESATENbHOCTH.

<3> [lpukas Munsgpascoupassutnsa Poccum ot 12 anpensa 2011 r. N 3024 "O6 yTBep)XAeHUU nepedHen
BpeOHbiX U (unm) onacHbiX MPOM3BOACTBEHHbIX (PAKTOPOB M paboT, Npu BbINOMIHEHUN KOTOPbIX MPOBOAATCS
obsa3aTenbHble MpeaBapuTenbHble U Nepuoguyveckne MeguumHckue ocmoTpbl (obcnegoBaHus), M nopsigka
npoBeaeHus obsA3aTenbHbIX MpeaBapuTEnbHbIX U NEePUOANYECKMX MEeAULMHCKMX OCMOTPOB (obcregoBaHuii)
paboOTHMKOB, 3aHATbIX Ha Tskenbix pabotax M Ha pabotax ¢ BpeAHbIMU M (MNK) ONacHbIMKU ycroBuamu Tpyaa"
(BapernctpuposaHo B MuHtocte Poccum 21.10.2011 N 22111).

<4> Ob6Lepoccninckmii knaccudumkaTop cneumnansHOCTen No obpasoBaHuto.
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