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MWHUCTEPCTBO TPYOA U COLIMANTbHOW 3ALLUT bl POCCUANCKOW ®EOQEPALIMA
NMPUKA3
oT 18 noHa 2020 roga N 351H

06 yTBepxxaeHnn npocpeccnoHanbHOro craHpgaprta "CneynanucT no coymanbHon paborte"

B cooteBerctBuM Cc nyHkTom 16 [lpaBun pas3paboTkm ©  yTBEPXKOEHMS MpodecCUMoHanbHbiX CTaHO4apToB,
yTBEPXOEHHbIX nocTaHoBrneHnem [lpaButenbctBa Poccuiickon ®epepauum ot 22 guBapsa 2013 . N 23 (Cobpanne
3akoHogaTenbcTBa Poccuickon ®egepauun, 2013, N 4, ¢1.293; 2014, N 39, ¢1.5266),

npuKasbIBato:
1. YTBEpauTb Npunaraemsbin npodeccroHarnbHbiin cTangapT "Crneunannct no counanbHom padote".

2. Mpu3HaTtb yTpaTuBLLIMM cuny npuka3 MuHucTepcTBa Tpyada U coumnanbHon 3awmtbl Poccuickon ®epepauum ot 22
oktabpa 2013 . N 5711 "O6 yTBepxaeHun npodeccuoHanbHOro ctaHgapta "CneuwanucT no couumaneHon pabote”
(3apernctpmpoBaH MuHucTepcTBOM toCcTULMKM Poccuiickon ®epepauum 6 aekabps 2013 r., permctpaumoHHbin N 30549).

MuHucTp
A.O.KoTtsikoB
3aperncTpupoBaHo
B MuHMcTepcTBE IOCTUL MM
Poccwuitckon ®enepaumm
15 uonga 2020 roaa,
perncTpaumnoHHbii N 58959
YTBEP>X[OEH

npvkasom MuHucTepcTBa
TPyAa u coumanbHOM 3aluThbl
Poccuiickon depeparmm
ot 18 monsa 2020 roga N 351H

NMPO®ECCUOHAINBHbLIA CTAHOAPT

Cneuuanuct no couunanbHom paboTe

3
PerncTtpaunoHHbIn HoMep

CopepxaHue

|. Obwue cBeneHus

[1. OnucaHve TpyooBbiX (YHKUWMA, BXOOSAWMX B MNPOdIECCUOHanbHbIM cTaHOapT ((yHKUMOHanbHas kapTa Buaa
npodgeccuoHansHom AeaTensHOCTH)

[1l. XapakreprcTika 0600LLEHHBIX TPYAO0BbLIX (OYHKLIMIA
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3.1. ObobweHHas TpyaoBasi yHKUMs "[eaTenbHOCTL MO NMPEAOCTABIIEHNIO COLMAnbHbIX YCIYT, Mep COLManbHON
NOAAEPKKM U FTOCYAAPCTBEHHOW COLManbHOM NoMoLLm"

3.2. ObobweHHas TpyaoBas yHKkuMa "[eaTenbHOCTb MO MIaHMPOBaHMIO, OpraHu3auumn, KOHTPOM peanu3auum m
pPa3BUTUIO CoLMarnbHOro oocnyxmeaHust"

IV. CBegeHust 06 opraHmsaumsx - paspaboTymkax npodeccmnoHansHoro ctaHgapTta

l. ObwWwme cBeaeHusA

[leaTenbHOCTb NO NNaHMPOBaHUIO, OpraHM3au K, KOHTPOSO U NpeaoCcTaBieHUIo 03.001
coumarnbHbIX YCNyr, Mep coluManbHOM Nogaepkku 1 rocy4apCTBEHHONM CoLManbHON
MOMOLLU

(HammeHoBaHWe BMaa Npod)ecCUOHanbHOM AeATeNnbHOCTM) Kog

OcHoBHasi Lenb Buaga npodeccuoHanbHoOM AesaTeNbHOCTY:

MpenocTaeneHve coumanbHbIX YCyr, Mep couunarnbHOM NOAOEPKKM U TOCYAapCTBEHHOW CoLUarnbHOM NOMOLLIN
rpaxaaHam B Liensax yny4deHns YCrnoBuUmn NX XnM3HeaeaTernbHOCTM U pacLUMpeHns NX BO3MOXHOCTEN CaMOCTOATENbHO
obecneynBaTb CBOV OCHOBHbIE XW3HEHHbIE NOTPEOHOCTU

'pynna 3aHATUiA:

2635 CneuuvanncTbl B 06nacTu opraHu3aumm u BeqeHus - -
coumanbHon paboThbl
(kog OK31) (HanmeHoBaHue) (kog OK3) (HanmeHoBaHue)

1 00LLEepOCCUACKNIA KITacCUdMKaToOp 3aHATUNA.

87.10 HdeaTenbHOCTb N0 MEAMLUHCKOMY yXxogy ¢ obecneyeHnem npoxuBaHus
87.30 HdeaTenbHOCTb MO yX04y 3a NpecTapenbiMi 1 MHBanMaamm ¢ obecneyeHneM NpoXXmBaHns
87.90 JdeaTenbHOCTb MO yxo4y ¢ obecnevyeHneM NpoXMBaHWs npovas
88.10 MpepocTaBneHne coumanbHbIX yenyr 6e3 obecneyeHns NpoxmBaHns NnpectapensiM U MHBanNuaam
88.91 MpenocTaBneHne ycnyr no gHEBHOMY yxoAy 3a LEeTbMU
88.99 MpepocTaBneHne NpoYnx coumanbHbIX yenyr 6e3 obecnedeHns NpoXXUBaHUs], He BKITHOYEHHbIX B
Apyrve rpynnumpoBk/
(kog OKB3[ z2) (HavMeHoBaHWe BMOA 3KOHOMUYECKOW AeATEeNbHOCTH)

200LWwepoccunckmin knaccmdmkaTop BMOOB 3KOHOMUYECKON AEATENbHOCTW.

Il. Onncanme TpyaoBbIX hyHKLUIN, BXOAALWMX B NpodpeccuoHarnbHbI cTaHaapT (PyHKUMOHaNbHas
KapTa Buaa npodeccmoHanbHOn AeATerIbHOCTH)

O606LLEeHHbIE TPYA0BbIE (DYHKLINM TpynoBble dyHKLUM
koA HanMeHoBaHue YPOBEHb HanMeHoBaHue koA YPOBEHb
KBanudmkaumm (nogypoBeHb)
KBanudmkauum
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CipaHuua 3

A

J[ledatenbHOCTb Mo
NpeaoCcTaBMEHNIO
coumanbHbIX yCryr, Mep
coumanbHON NOAOEPXKKNA U

rocyapcTBeHHOM
coLuanbHON MOMOLLIN

6

Onpepnenexne MHAVMBUOYaNbHOW
HY>KOaeMOCTU rpaxkaaH B
coLuanbHOM 0GCnyXnBaHum

A/01.6

6

OnpegeneHune nopsgka u
KOHKPETHbIX YCITOBUI peanusaumm
WHOMBWUAYarnbHOW NporpamMmbi
npegocTaBneHns coumnanbHbIX
ycnyr, npeacTaBreHHon
nony4yarenem coumanbHbIX yCnyr

A/02.6

OpraHusauusa coumarnbHoro
obcnyxuBaHus nony4varenemn
coumanbHbIX YCRyr C y4eToM
VHAMBWUAYanbLHOW NporpamMmbi
npenocTaBneHus coLmnanbHbIX
yCNyr, NHOMBUAYanbHbIX
notpebHocTen n 06CcTOATENBLCTB, MO
KOTOpbIM rpaXgaHuH NpuaHaH
HY>KOaloLWUMCS B COLMarnbHOM
obcnyxnBaHMm

A/03.6

[lesiTenbHOCTb Mo
NaHNpoBaHuio,
opraHv3auum, KOHTPOro
peanusaunm 1 pasBuTuo
couuansbHoro
obcnyxuBaHns

MNnaHWpoBaHWe, opraHM3auus n
KOHTPOSb OEATENBHOCTU
noapasfeneHusi no
NPeaoCTaBMNEHUIO COLManbHbIX
ycnyr, couuansHoro
COMPOBOXAEHUS, NPOUNAKTIKE
06CTOATENBLCTB, 00YCNaBnMBaKoLLmnX
HY>X0aeMoCTb rpa)gaHvHa B
couuanbHom obcnyx1BaHum

B/01.6

KoHTponb peanusauuu
WHOMBUAYarbHOW NPOorpamMmb
npeaocTaBreHns colunanbHbIX yCnyr

B/02.6

MporHo3npoBaHue n
NPOEKTUPOBaHME peanusaumm
coumanbHOro 0bcnyxmBaHms
rpaxxgaH n 4esaTenbHOCTU No
npodmnakTuke o6CTOATENLCTB,

00y CcnoBnMBaoLLMX HY>K0aeMoCThb B
coumanbHOM 0BCnYy>KNBaHNUM

B/03.6

PasButre n nosbileHne
3 (PEKTMBHOCTU COLMANbHOMO
obcnyxuBaHms

B/04.6

3.1. O606wWeHHas TpyaoBas pyHKUUs

HanmeHoBaHue

MponcxoxaeHne

0606LeHHON TPy A0BOK
dyHKLMK

lll. XapakTepucTruka 06006LeHHbIX TPYAOBbLIX (PYHKLUN

MOMOLLIM

[eaTtenbHOCTb Mo NpeaocTaBneHno
coumanbHbIX YCryr, Mep coLmanbHoii
NoAAep»KKM 1 rocyaapCTBEHHON coLunanbHom

Ko A

YpoBeHb
KBanudgmkawum

OpuruHan

X

3anMmMmcTBOBaHO U3
opurMHana
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Kog opurnHana PerucTtpaunoHHbIn
HoMep
npodpeccroHansHoro
cTaHgapta
Bo3moXxHble HanmMeHoBaHUSA CneumanucT no coumnanbHon pabdoTe
OOMmKHOCTEN, npodeccuit
TpeboBaHus k CpegnHee npodpeccroHanbHoe 06pa3oBaHme - NPorpamMmMbl MOAFOTOBKM CNeLManicToB
obpasoBaHuio n cpefHero 3BeHa
0By4eHuto
nnm

Bbicliee obpasoBaHue - bakanaBpuat

nnn

Bbicwee obpasoBaHue - bakanaspuat (HENPOUITBHOE) 1 AONOMHUTENBHOE
npodpeccunoHansHoe obpasoBaHme - NporpaMmmMbl NpodeccnoHanbHoM NepenoaroToBKM Nno
npodomnto AesaTenbHOCTU

TpeboBaHus K onbITy -
npakTn4eckon paboTbl

Ocobble ycrnoBus OtcyTCcTBME CYOUMOCTM 3a NPECTYNIEHNs, COCTaB U BUAbl KOTOPbIX yCTaHOBEHbI
Jonycka k pabore 3akoHogatensbcTBom Poccuinckon depepauumz

MpoxoxaeHne obsizaTenbHbIX NpeaBapUTENbHbIX (MPY NOCTYNNEHUN Ha paboTty) u
neprvoanyeckux MeguLHCKNX OCMOTPOB (06CcrnefoBaHuWin), a Takke BHeoYepeaHbIX
MELMLMHCKNX OCMOTPOB (06CnenoBaHuin) B nopsake, yCTaHOBNEHHOM 3aKOHOA4ATENbCTBOM
Poccuiickon denepavmm 4

[Opyrve xapaKTepucTukm

2 Tpygosown kogekc Poccuiickon ®enepaunm, ctatbs 351.1 (CobpaHue 3akoHogaTenbcTBa Poccuickon degepauun,
2002, N 1, cT.3; 2015, N 29, cT1.4363).

4MMpuka3 MuHsgpascoupassutus Poccum ot 12 anpena 2011 r. N 3024 "O6 yTBepKOEeHUN NEepeqHen BpeaHbIX U

(vnn) onacHbIX NPOU3BOACTBEHHbLIX (PaKTOPOB M paboT, MNpM BbIMNOMIHEHUM KOTOPbIX MPOBOAATCH ObsidaTenbHble
npeaBapuTernbHble U Nepuognyeckue MeguumMHckme ocMoTpbl (o6cnenoBanusd), u lMNMopsiaka npoBeaeHus obs3aTenbHbIX
npenBapuUTeENnbHbIX U NEPUOANYECKNX MEAULMHCKMX OCMOTPOB (oBcnemoBaHuin) pabOTHUMKOB, 3aHATLIX Ha TSKemMbIX
paboTtax n Ha paboTtax ¢ BpedHbIMU U (MnK) onacHbiMW ycrioBuaMu Tpyaa" (3apernctpupoBaH MuHiocTtom Poccun 21
okTa6psa 2011 r., peructpaunoHHbin N 22111), ¢ USMEHEHUsIMU, BHECEHHbIMM Npukasamm Munsgpasa Poccum ot 15 mast
2013 . N 296H (3aperucTtpupoBaH MuHiocTtom Poccum 3 uonga 2013 r., pernctpaumoHHbinn N 28970) n ot 5 gekabpsa 2014
r. N 801H (3apeructpmpoBaH MuHiocTtom Poccumn 3 despansa 2015 r., peructpaumoHHbii N 35848), npukazom MuHTpyaa
Poccun, MuHsgpaea Poccum ot 6 deBpans 2018 . N 62H/49H (3aperncTpupoBaH MuHiocTom Poccum 2 mapta 2018 r.,
peructpaumonHbin N 50237), npukasom MwunHsgpaBa Poccum ot 13 gekabps 2019 . N 1032H (3apernctpupoBaH
MwuHiocTom Poccun 24 pekabpsa 2019 r., peructpaumoHHbin N 56976), npukazom MuHTtpyaa Poccum N 187H, MuH3gpaBa
Poccumn N 268H ot 3 anpens 2020 r. (3apeructpupoBaH MuHtoctom Poccnm 12 mas 2020 r., pernctpaumoHHein N 58320),
npukazom MwuH3agpasa Poccum ot 18 masa 2020 r. N 455H (3apernctpupoBaH MuHiocTom Poccuvmn 22 masa 2020 r.,
peructpaumoHHbin N 58430).

JlononHuTenbHble XapaKTepUCTUKN

HanmeHoBaHWe JoKyMeHTa Kog HanmeHoBaHne 6a30B0W rpynmbl, AOMMKHOCTHM (Mpodieccum) nnm
crneumnanbHOCTH
OK3 2635 Cneuvanuctbl B 06nacTu opraHusauum 1 Be4eHusi coumarnbHOn
paboThbl
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EKC3s - CreuunanncT no counanbHor paboTe ¢ MOMNOAEXbIO
OKMA TP« 26527 CoupmanbHbIn paboTHUK
OKCO7 5.39.02.01 CounanbHas paboTta

5.39.03.02 CoumanbHas paboTa

5 EAWHBIN KBanudmKaLMOHHbIA CNPaBOYHMK JOSMKHOCTEN pyKOBOAUTENEN, CNELManMCTOB U CryXaLluX.

& OBbLuepoccunckmin knaccudmkaTop npodeccun paboumx, JOMKHOCTEN CNyXaLlnx U TapudHbIX pa3psgos.

7 ObLLepoccuncknin KnaccudmkaTop cnewlmanbHOCTEN No 06pa3oBaHuio.

3.1.1. TpynoBas ¢ yHKumsA

HanmeHoBaHne Onpeaenenvie MHAMBUAYanbHOW HyxaaemocTtun | Ko A/01.6 YpoBeHb 6
rpaxgaH B coumanbHOM 0BCMy>K1BaHNM (noayposeHb)
KBanudmkawum
lMpouncxoxaeHve OpuruHan X 3aMmcTBOBaHO U3

TPy£oBON (PyHKUUM

opurnmHana

Kop opurnHana PerncTpauunoHHbIn
HOMEp
npodeccroHansHoro
CcTaHgapTa

TpyooBble oencTeuns

Mpuem rpaxaaH, o6paTMBLLUMXCS 3a NONyYEHNEM coLlmarnbHbIX YCIyr, Mep coLuarnbHom
noaaep»kkn 1 rocyaapcTBEHHOMN coLManbHOM NOMOLLW, B TOM YUCTE Ha OCHOBAaHWUM
npeacTaBreHHoM MHONBMAYanbHON NPorpaMmbl NPeAoCTaBNeHUs coumarnbHbIX YCryr

BbisiBneHve 06CTOATENBCTB, KOTOPbIE YXYALUAT UMW MOTYT YXYALUUTL YCIOBUS
XKU3HEOEATENBHOCTU rpaXkaaHnHa

Benenuve yyeTa rpaxaaH, npu3HaHHbIX Hy>KOarnwmMMncd B colnaribHOM O6CJ'Iy)KVIBaHVII/I

Heobxoammble yMeHus

BecTn nepBuYHbIN Nprem rpaxaaH, 0bpaTMBLUNXCS B OpraHM3auuio coLmnanbHOro
obcnyxunBaHus

MpoBoAUTL MHAMBMAOYaArbHBIA ONPOC rpaXkaaH Y aHanM3MpPoBaTb KOMMIEKC AOKYMEHTOB,
noATBEPXKAAOLWNX UHAVMBUOYANbHYIO HYXXOAeMOCTb rpaxkaaH B coLmarnbHbIX yCryrax

OpraHusoBbiBaTb 00cneaoBaHne yCIoBUN XU3HEOEATENbHOCTY rpaXgaHnHa no MecTy
XuTenbcTBa (hakTnyeckoro npebbiBaHms), onpeaensTb NPUYMHbI, CNOCOBOHbIE NPUBECTU UX B
nonoxeHue, NpeacTaBnsAoLLEE OMACHOCTb A5 XKU3HW U (1K) 30,0pOBbS

O6o6LwaTb n cucrteMaTmnsnpoBaTb I/IH(bOpMaLI,I/II'O, KacarLlycA obCcTOATENLCTB, KOTOpbIe
yXyawarT Unn MoryT yxyawmnTb YCNOBUA XXU3HEOEATENbHOCTU rpaxkKaaH, 1 onpenendrtb
MeToabl nX npeoaosieHna

BaanmopencTteoBaThb C rpaxgaHamMmu, HyXgaruwmMmncad B coumnaribHOM O6CJ'Iy)Kl/IBaHVII/I

YcTaHaBnuBaTb KOHTaKTbl C COLManbHbIM OKpy>XeHunem rpaxgaHunHa C Uesibio YTO4YHEeHUA
yCJ'IOBVII7I €ro Xn3HeneATenbHOCTU rpaxgaHnHa npuy npegoctaBiieHn coumnarnbHbIX YCIyT,
YKa3aHHbIX B MH,D,MBMﬂyaﬂbHOIZ nporpamMmmMme npenoctaBiieHna counarnbHbIX yCIyr

Mcnonb3oBaTb OCHOBHbIE METOAbI, CNOCOOLI U CpeacTBa NOMyYeHUs!, XpaHeHUs!, nepepaboTku
MHbopMaLLMK, HaBbIK PaboThbl C KOMMBIOTEPOM Kak CPeACTBOM YNpaBieHns nHdopMaLluven, B
TOM 4YKcne B MHpOPMALIMOHHO-TENEKOMMYHUKALMOHHOM ceTn NHTepHeT

BecTtun OOKyMeHTauuo, H806XO,EI,VIMyPO ana npegoctaBiieHna counanbHbIX YCnyr U
couunanbHOro conpoBoXxgeHusd, B COOTBETCTBUU C TpGGOBaHI/IFIMVI K OTHETHOCTU B 6yMa)KHOM n
3J1IeKTPOHHOM Buae

Heobxoanmble 3HaHuA

OCHOBHbIE HanpaBneHus Focyﬂ,apCTBeHHOﬁ NnonuTUKN B cchepe coumnanbHOM 3alnTbl 1
couunanbHoro O6CJ'Iy)Kl/IBaHl/IFI HaceneHuda
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HopmaTtuvBHble npaBoBble akTbl Poccuiickon Penepaumm B cchepe coumanbHOro 06cnyxmBaHms
1 coumanbHOM 3almUTbl HAaceNeHns B YacTu HEOBXOAMMON AN NCMONMHEHNS AOMMKHOCTHbIX
obsa3aHHOCTEN

TpeboBaHuMs K cOBNMOaEHNIO KOHPUAEHUMANBHOCTU JIMYHOM MHAPOPMALINK, XPAHEHNIO U
NCMNOb30BaHUIO NEPCOHAarbHbIX AaHHbIX MPaXKaaH,

obpaTMBLLMXCS 3a NONyYEHNEM coumanbHbIX YCNyr, MeP couManbHOM Nogaepkkm u
rocyapcTBeHHOW coLMarbHOW MOMOLLIN

Mopsigok npeaocTaBneHns coumanbHbIX YCyr

Llenu, 3agauv n goyHKL MM NMOCTABLLMKOB COLMarnbHbIX YCIyT

OcobeHHOCTM coumanbHoi paboThl C pa3nUYHbIMK rpaXkgaHaMy - Nony4vaTensMu coumanbHbIX
YCIyT 1 rpynnamMun Hacenexus

OcHoBbI Ncuxornormm B 06beme, HeoGXoAMMOM AJ1S BbINOMHEHNUS TPYA0BOW (OyHKLUM

Tunonorus npo6neM rpaxkgaH, Npu3HaHHbIX HY>XOaLWNMNCA

OcHOBbI HaLMOHanNbHLIX 1 pernoHanbHbIX ocobeHHocTew ObITa U CEMENHOrO BOCTMIUTaHWS,
Hapo4HbIX Tpaguuni, opraHMsaumm gocyra

COLI,VIOKyJ'IbTyprIe, coupnanbHoO-ncuxonorn4yeckue, ncmxonoro-negarorn4eckmne OCHOBbI
MEXSTMYHOCTHOrO B3aUMOAENCTBUS

Mopsigok Npu3HaHUS rpaxaaHuHa Hy)XXaalLmMMes B colmanbHoOM oBCnyXusaHum, onpeaeneHus
MHOVBMAOYanbHOM NOTPEBHOCTM B coLMarnbHbIX yCryrax, COCTaBNEHNs UHAMBUOYanbHbIX
nporpaMm NpegocTaBneHusi colmarnbHbIX yCryr

MeToabl AMarHOCTUKM MPUYKH, YXYALIAIOLWMX YCIOBUS XKU3HEOEeATeNbHOCTM rpaxaaH,
CHMXKaOLLIMX MX BO3MOXXHOCTEN CaMOCTOSATENbHO 0becneynBaTb CBOM OCHOBHbIE XXWU3HEHHbIE
notpebHocTK

OCHOBBbI KOMMIEKCHBIX MOAXOMAO0B K OLeHKe NMoTpeBHOCTEN rpaxaaH B NpeaocTaBneHnm
coumanbHbIX YCMyr, CoLmManbHOro CONPOBOXAEHNS, Mep COLIManbsHOM Noaaep K 1
rocyapCTBEHHOW coLuanbHOM NMOMOLLN

Buabl, CTpyKTYypa 1 cogepaHune 4OKYMEHTOB, He0OXoanMbIX A4St oka3aHusl coumarnbHbIX
YCIyT, COLManbHOro CONpPoBOXAEHUS

OcHoBblI OOKyMeHTOBelEHUA, Tpe6OBaHI/I$-| K OTHETHOCTU, NOPALOKY N CPOKaM ee
npenocTaBsieHna B paMKax CBOE KOMMETEHL N

OTU4ecKkmne OCHOBbLI colmanbHoM paboTbl

Opyrue
XapaKTepUCTUKN

3.1.2. TpypnoBasa cyHKUMA

HaumeHoBaHuve OnpeneneHve nopsaka v KOHKPETHBIX Y CITOBWIA Koa A/02.6 YpoBeHb 6
peanusaunm UHAMBMAYarbHON NporpamMbI (nogypoBeHb)
npenocTaBneHnst coumnanbHbIX YCIyT, KBanudmkaumm
npeacTaBneHHON nony4vaTenem coumnanbHbIX
ycnyr

MpoucxoxgeHve OpwurvnHan X 3aumcTBOBaHO 13

TPYAOBOWN (PyHKL MM opuryHana

Kon opurnHana PerncTpaumnoHHbin
Homep
npodeccroHanbHOro
cTaHgaprta

TpyQoBble oencTeuns

YCIoBUA ero XnsHeaeAaTtenbHOCTU

BhisiBrieHve noTeHUMana rpaxxagaHuHa 1 ero GrivkaiLLero oKpy»KeHusl B peLleHnmn npobriem,
CBsI3aHHbIX C NPEoAoNeHNeM 06CTOSTENBCTB, YXYALLAKOLLMX UM CNOCOBHBLIX YXyALLIWUTD

MnaHnpoBaHue oencTBui, BbiGOp TEXHOMOMMI, hopM 1 METOAO0B NPeaOoCTaBNEHNS COLMArbHbIX
ycnyr npy opraHusaumm npegocTaBneHust coumanbHbIX YCIyr, onpeaeneHHbIX
WHAMBWOYanbLHOW NporpamMmmon npefocTaBreHnss CoumarbHbIX yCnyr
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BsaumopeincTeue co cneuunanuctamu, opraHnsauunamMm m COO6LLI,eCTBaMVI Nno OKa3aHuo NOMOLLM
B peLueHnn npo6neM nonyanenePl coumanbHbIX yCNnyr, cBA3aHHbIX C NpeoorieHnem
obCcToATENBLCTB, yXyOLwarLWwmx nnm CMNOCOBHbIX yXyOWwnTb YCIOBUA UX XKU3HEOEATESIbHOCTU

Heobxoammble yMeHus

KoHkpeTu3npoBaTh LiENK, ykazaHHble B MHAMBMOYanbHOM NporpamMmmMe npeaocTaBneHns
coumanbHbIX YCNyr Ha OCHOBE MPOBEOEHHOM ONAarHOCTUKK, a Takke NPOrHo3npoBaTh
pe3ynbTaTbl NPeAoCTaBNeHNs coumanbHbIX YCryr

Mcnonb3oBaTb TEXHOMOMM U METOAbI CoLManbHOM paboThbl

MpUMEHATL MeToAbl ANArHOCTUKA NTMYHOCTU, NO3BONSAIOLLME aKTyanv3npoBaTh NO3ULINIO
rpaxkgaHvHa, obpaTMBLLErocs 3a NornyYeHeM ycryr, U obecnednTb peanvaaumnio TEXHOMOMN
CaMOMMOMOLLIY 1 B3aMMOMOMOLLU

YunTbiBaTb U3MEHSIIOLLIMECS YCINOBUS XU3HEOAEATENIbHOCTU PaXaaH C Lienbio BHECEHUS
NpeasioKeHUin 0 KOPPEKTUPOBKE MHOMBMAYaNbHON NpOrpaMmbl NPeaoCTaBeHUs CoLManbHbIX

ycnyr

BsaunmopelicTBoBaTh CO crnieluanucTamm, opraHusaumsMmn 1 coobLlecTsamm npu
npeaocTaBneHnn colmanbHbIX YCyr, Mep CoLManbHON NoaaepXk1 U rocyAapCTBeHHO
coumanbHON MOMOLLIM

Heobxoanmble 3HaHUs

HopmatumBHble npaBoBble akTbl Poccuiickon ®enepaunm B cdepe coumnansHoro obenyxmeaHus
N couManbHOM 3alMThl HACENEeHUs: B YacTu HEOOXOAMMOW ANS UCNOMHEHWS OOMKHOCTHBLIX
obsizaHHOCTEN

OcHoOBHbIE HanpasJieHna NoJINTUKN coLuManbHOM 3aLunTbl HaceneHns Ha Cbe,ﬂepa.l'leOM,
permoHarnbHOM, MyHULKUNarIbHOM YPOBHAX

OCHOBHbIe TWMbl NPOGNEM, BO3HUKAIOLLMX y MOMyYaTenen coluarnbHbIX YCnyr

OcHoBHble (hOpMbI M BUAbI COLIMANBHOIO 0GCMNYXNBaHMS

OcHoBbI cOCTaBneHus I/IHD,I/IBI/I,EI,y&ﬂbHOI?I nporpamMmmbl npegocTaBlieHnAa couuanbHbIX yCnyr

nOpﬂﬂ,OK npenocTtaBiieHna counanbHbIX yCIyr

TexHonornn couunansHon pa6OTbI N ycnosua nx npuMeHeHuA

OcHoBblI NPOEKTUPOBaHUA, NMPOrHO3NpoBaHNUA 1 MOO4ermMpoBaHNA B coumanbHom pa60Te

MoTMBAaLIMOHHbLIE TEXHOMOMMM B COLIManbHOM paboTe U TEXHONOMN akTUBU3aLMM NIUYHOCTHBIX
PECYPCOB 1 PecypCcoB COLUanbHOMO OKPYKEHMS

OcHoBbl ncuxonoriy B o6beme, HEOGXOAMMOM A1 BbINONHEHUsT TPY40BOMN by HKLMUM

OKOHOMUYECKNE OCHOBbLI COLManbHON paboThl

WHdpacTpyKTypa NpeaocTaBneHns colpanbHbIX YCnyr B MyHULMNansHOM o6pa3oBaHiu,
pecypcbl MECTHOTO coobLLecTBa

Poccuiickuin 1 3apyBexxHbili onbIT coLManbHOn paboTbl

OTUYECKME OCHOBBI coumanbHom paGOTbI

Opyrve
XapaKTepUCTUKN

3.1.3. TpynoBaa pyHKUMA

HanmeHoBaHue OpraHusauuns coumanbHOro obcnyxmBaHns Kopg A/03.6 YpoBeHb 6
norny4varernen coyunanbHbIX YCIyr ¢ y4eTOM (nogypoBeHb)
NMHOVBUAOYanNbHOM NporpaMmbl NpeaocTaBneHNs KBanudmkalmm

coumarnbHbIX YCNyr, UHOUBMAYanbHbIX
noTpebHocTen n 06CTOATENBLCTB, MO KOTOPbIM
rpaXkgaHvH NpU3HaH Hy>XaaoLwmMcs B
coumanbHOM 0BCnyK1BaHNM

MpoucxoxaeHue
TPy£oBON chyHKUMM

OpurvHan X 3aMmMcTBOBaHO 13
opvrmHana
Kop opurnHana PerncTpauunoHHbIn
Homep
npodpeccroHansHoro
cTaHgapTta
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TpynoBble oencTens

MogroToBka OOKYMEHTOB )14 3aKIK4YeHUA 4oroesopa o npenocTtaBlieHUn rpaxKgaHnHy
couuanbHbIX yCIyr B COOTBETCTBUU C I/IH,EI,I/IBI/ID,yaJ'IbHOVI nporpaMM017| npenocTtaBiieHnA
couunanbHbIX yCnyr

OpraHu3aums npegocTaBneHnst coumarnbHbIX YCyr nony4dartensam coumanbHbIX YCyr, a Takke
Mep coumarnbHOM NoAAEPXKKN N rocy4apCTBEHHOW COLManbHON NOMOLLM

OGecneyeHre NocpeqHNYecTBa MeXay rpaXkaaHnHOM, HyXXOaloLMMCs B NpegocTaBrieHnm
coumanbHbIX YCNyr, Mep coluanbHON NoaAepKkK, rocy4apCTBEHHON coLManbHONM MOMOLLN, 1
pasnuYHbIMK crieumanucTamy (opraHusaumsiMmn) ¢ Lernbio NpeacTaBlieHnst UHTePecoB
rpaxkgaHnHa 1 peLleHns ero colmanbHbIX Npobrem

CopeiicTBre MoBunusaL M cobCTBEHHbIX PECYPCOB MPpaXKaaH U PecypcoB KX CoLManbHOro
OKPY>XeHu1si ANns npeoaorneHns o6CToATENbCTB, YXyALWaOLWMX UMK CNOCOBHBIX YXYALIWUTb
YCINOBUS M3HeOeATeNbLHOCTUN rpakaaH

OpraHu3aumns HanpaeneHus nony4vartenen coumnanbHbIX yCIyr B CneumnanuanpoBaHHble
coumarnbHble opraHusaunm (nogpasgeneHus) u (Mnm) K NnpodnbHBIM cheLanucTam

OpraHusaums coumarnbHOro ConpoBOXAeHMs rpaxaaH B NpoLecce peanusauum
MHOVBMAYaNbHOW NporpaMmMbl NPEAOCTaBEHNS COLMaArbHbIX YCNYT 1 OKa3aHus Mep
coumanbHOM NoaaePXKKN

OpraHusauus npodunakruieckon paboTbl No NpeaynpexXaeHno NosiBreHns 1 (unm) passuTuo
0BCTOATENLCTB, YXYALUAKLMX UMM CNOCOBHBIX YXyALWWTE YCNOBUS XU3HEAEATeNbHOCTH
rpaxaaH

Heobxogumble ymeHus

MoaroTaBnvBaTh AOKYMEHTHI AN 3aKIOYEHUS1 JOrOBOPa O NPeoCTaBINEHUN FPaXKaaHUHY
couuarnbHbIX yCnyr B COOTBETCTBUN C MHOVBUAYaNbHOWM NporpaMMoi NpefocTaBneHns
coumanbHbIX yCnyr

Mcnonb3oBaTb onTUMansbHOe coyeTaHne pasnmnyHbIX TEXHOMNOIrMN coLnansHON paGOTbI B
npouecce npenocrtaBfieHna counanbHbIX yCnyr, onpeneneHHbIX VIH,D,VIBVI,D,yaJ'IbHOVI I'IpOI'paMMOIZ
npenocTtaBiieHna counanbHbIX yCIyr

Obecne4mBaTtb opraHun3auuno B3anmMoaencTaund FIpOCbI/IJ'IbeIX crneynanunucToB B npouecce
npenocTaBlieHna coumanbHbIX YCNyT rpaxgaHam

MOTVIBVIpOBaTb nonyaneneVl coumanbHbIX yCNyr n nx coynaribHoe OKpy>XXeHne K akTMBHOMY
y4acTtuno B peannsaumnm I/IH,EI,I/IBI/IAyBJ'IbHOVI nporpamMmMbl npeaocTtaBlieHNA couuaribHbIX yCnyr

OpraHun3oBbiBaTh NpoBEAEHME NHOVBUAYANbHbIX NPOUNAKTUHECKNX MEPOMPUSITUIA C
rpaxxgaHamu rno MecTy XuTenbcTBa (GhakTU4eckoro npebbiBaHUs) B BUAE KOHCYNbTaUWN,
COOENCTBMSA B OpraHmn3aLmn 3aHATOCTH, O340POBIIEHMS, OTAbIXa, MPeaoCTaBNeHNs
coumanbHbIX, MPaBOBbIX, MEAULMHCKMX, 00pa3oBaTeNbHbIX, MCUXONOrMYECKUX,
peabunMTaLNOHHBIX YCIyT

Mcnonb3oBaTb OCHOBbLI NPaBOBLIX 3HAHU B cdepe NpeaoCcTaBNeHnst coumnanbHbIX yCryr, Mep
coumanbHOM NogaepkKn U rocyapCTBEHHON CoLManbHON NOMOLLM

MpyHUMaTL yyYacTue B MUMOTHBIX MPOEKTaxX U UCMOMb30BaTh MHHOBALMOHHBIE TEXHOMOMN
coumanbHoOro oGCnyXMBaHUS HAaCENEHNs! C Y4ETOM UHAMBUAYarbHbIX 0COGEHHOCTE
nonyvarenen coumanbHbIX yCnyr

ObecneumBaTtb kOHOMAEHUNANBHOCTb NUYHON MHAOPMaLMKM O rpaxaaHax, obpaTUBLLMXCS 3a
Nnony4YeHneM coumarnbHbIX yCIyr

Heobxoaunmble 3HaHWS

HopmaTtnBHble npaBoBble akTbl Poccunckon deaepaunm B cepe coumansHOro o6enyxmBaHms
W coumanbHOM 3aluUTbl HaceneHust B YacTu HeobxoaMMOom 4518 UCMONHEHWS AOMMKHOCTHbIX
obazaHHoCTEN

OcHoBHbIe HanpaB1eHnA NOJINTUKN B cq)epe coumanbHOM 3aLunTbl N CoLMarnbHOro
O6CJ'Iy)KVIBaHVIFI HaceneHus

Mopsinok NpeaocTaBneHNst coumanbHbIX YCIyr

MepeyeHb 4OKYMEHTOB, HEOOXOAMMBIX A1 NMPEAOCTABINEHNS COLMAnbHbIX YCIYT rpaxaaHam,
obpaTMBLUMMCS B coLManbHble Cryobl

MpaBuna BeaeHUs AOKYMEHTaLUm

CuvcTema opraHusauuii coumanbHOro o6CnyxmuBaHust Ha perMoHanbLHOM U My HULMMNANbHOM
YPOBHe, VX Lenu, 3agayn n dyHKUmum

Lienu, npyMHUMMbI 1 OCHOBbI OpraHN3aLuM CoLManbHOro NocpeaHNYecTBa MeXay nonyyaTenem
couumarnbHbIX YCNYT U pa3nuyHbIMU COLMarnbHbIMWU MHCTUTYTaMW ANS NpegcTaBneHns
WHTEPECOB MoryYarteneil CoLmanbHbIX YCIyT Y PELLEHVsI ero coLmarnbHbIX Npobnem

PernameHT mexxBegoMCTBEHHOIo B3anMo4eNcTBUA

Cdbepbl npodreccroHanbHOM OTBETCTBEHHOCTY NPOMbHBIX CNeLnanucToB B Npouecce
npefocTaBneHns coumnanbHbIX yenyr
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OcHOBbI BaneornorMu, coumansHon MeauLUuHbI

OKOHOMUYECKNE OCHOBBI coumanbHom paGOTbI

lNcuxonornyeckne n couunanbHoO-Negarorn4eckne oOCHOBbI CoLManbHON pa60TbI

MpaBvna okazaHusa CUTyaLMOHHOM NMOMOLLM MHBaNMaam pasrimyHbIX KaTeropuii Ha oobekTax
coumanbHON, HXEHEPHON 1 TPaHCNOPTHOM MHAPACTPYKTYPbI

OcHOBbI repoHTOorMn

TexHonornm coumanbHom paboThl

OTn4eckne OCHOBbLI coumanbHON paboTbl

Opyrve -
XapaKTepUCTUKN

3.2. O606wweHHasa TpyaoBas (pyHKUus

HanmeHoBaHue Hesten

opraHunsauun, KOHTpOJIo peannsaumnm n KBaJ'IVICbVIKaLI,I/IVI
pa3BUTUIO coLnarbHOro O6CJ'Iy)Kl/IBaHI/IFI

bHOCTb MO MMaHUPOBaHUIO, Kog B YpoBeHb 6

lNMpouncxoxaeHve OpuruHan X 3aMmcTBOBaHO U3

0606LeHHON TPy A0BOK
dyHKLMM

opurnHana

Koa opuruHana PerncTpaunoHHbIn
HoMep
npodpeccroHansHoro
CTaHgapTa

Bo3moXHble HauMeHOBaHWS
OOIMKHOCTEN, npodeccuit

3aBeayoLwmii otTaerneHMemM opraHusaumm coumnanbHoro obenykmBaHus

TpeboBaHus k 0bpa3oBaHuo
n obyyeHuo

Beicluee obpa3soBaHue - Gakanaspuar
unu
Boiclwee obpasoBaHue - bakanaepuaT (HENPOUNBHOE) U LONOMHUTENBHOE

npodeccuoHanbHoe obpasoBaHme - NporpamMmbl NPodeCcCnoHanbHOM NepenoaroToBkn No
Npodounio 4eATeNbHOCTU

TpeboBaHus K onbITY
NpaKTu4eckon paboTbl

He meHee ogHoro roga paboThbl B JOMMKHOCTM cneumanucTa B obrnactu coumnansbHom
3alUnThbl HaceneHust (B TOM YMCre B CUCTEME CcoLmarnbHOro obcnyxmeaHus),
0bpa3oBaHus, 30paBOOXPaHEHUs], TOCY4APCTBEHHOIO Y MyHULMNANbHOMO yYnpaBnieHns

Ocobble ycnosusi gonycka K
paboTe

OtrcyTCcTBME CYOUMOCTM 3a NPECTYMNIEHNS!, COCTaB M BUAbI KOTOPLIX yCTAHOBIEHbI
3akoHogaTtenscTBoM Poccurckon Peaepaumm MNpoxoxaeHne obasaTenbHbIX
npenBapuTenbHbIX (MPY NOCTYMNNEHMN HA paboTy) 1 NEPUOUYECKNX MEOULIMHCKNX
ocmoTpoB (0bcnegoBaHvn), a Takke BHEOYEPELHbIX MEAULIMHCKUX OCMOTPOB
(obcnenosanuin) B nopsigke, YCTaHOBIIEHHOM 3akoHodaTenbcTBoM Poccuiickom
depepaumm

[pyre xapaKTepucTukm

JononHuTenbHble XapaKTepUCTMKN

HanmeHoBaHWe AOKyMeHTa Kog HaumeHoBaHve 6a30B0oW rpynmbl, AOMKHOCTM (Npodieccum) nnm
crewumansHoCTH
OK3 2635 Cneuvanuctbl B 06nacTu opraHusauum u BeeHns coumnansHon paboThl
EKC - CreuvanncT no coumnanbHor paboTe ¢ MOMNOAEXbI0
OKrgTP 26527 CoumanbHbIn paboTHUK
OKCO 5.39.03.02 CoumanbHada pabota
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3.2.1. TpynoBasa pyHKUMA

HavnveHoBaHue [MnaHnpoBaHWe, opraHn3auns 1 KOHTPOIb Kog B/01.6 YpoBeHb 6
AesaTenbHOCTY nogpasaerneHus no (nogypoBeHb)
npeaocTaBNeEHNO columarnbHbIX YCyr, KBanuvdwkaw um

coumanbHOro CoONpoBOXAEHMS, NpodhunakTuke
obcToATENbLCTB, 00YCIIOBNUBAOLLNX
HY>XOaeMoCTb rpaXkgaHuHa B coLMarnbHOM

obcnyxuBaHum
MpoucxoxaeHve OpvruHan X 3anMcTBOBaHO 13
TPyAOBOWN (DyHKLUM opvrmHana
Kog opurnHana PermnctpaynoHHbIn
Homep
npod)ecCnoHanbLHoro
cTaHgapTta

TpynoBble 4eNCTBUSA

OnpepneneHve NnaHoBbIX LieNen 1 3agad nogpasgeneHnst u oTAenbHbIX CneyuannucToB

OnpeneneHne pecypcos, HeobXoaUMbIX ANns peanunlaunn counarnbHoro OﬁCJ‘Iy)KVIBaHMﬂ,
OTBETCTBEHHbIX UCMOSTHUTENEN

Onpegenenne obbema paboTbl COTPYAHUKOB NOAPa3AerneHns u pacnpegeneHne 3agaHin
mexay HUMK

CogeicTteue B NpegocTaBieHn MeQULIMHCKOW, NCUXONOrM4YeCcKomn, coLmanbHOM NOMOLLM
rpakgaHaM, NPM3HaHHBIM HYXXOAKLWUMKCA B COLMaribHOM OBCITY>XMBAHWMK, HE OTHOCALLEMCS K
coumarnbHbIM ycnyram (coumanbHOe ConpOBOXAEHUE)

Onpe,u,eneHme rpynnbl cneunanmcToB Ona MexgmcumnimHapHoro u (VIJ'IM) MeXBegJoMCTBEHHOIo
B3anMOOENCTBUS npu counaribHOM OGCJ'Iy)KI/IBaHI/II/I rpaxaaH

KoopavHalma AesaTensHOCTU COTPYAHMKOB NoapasaeneHnst No BINONHEHMIO NOCTaBMNEeHHbIX
3aga4

MoTuBaums COTPYAHUKOB Ha BbIMNOJIHEHNE NOCTaBJ1EHHbIX 3a0a4

KOHTpOJ'Ib BbIMOSTHEHNS MITAHOBLIX LieNien n AeaTenbHOCTU cneumanmcToB

AHanua paboTbl OTAENbHbLIX CNELNanncToB U NoapasaeneHns B Lernom

MpoBeaeHne MeponpusTUN Anst 06ecneyYeHnst NPUHATUSE KOMNMEKTUBHBIX PELLEHUI No
OCYLLECTBINEHNIO COLIMANbHOrO 0GCNYXNBaHWS rpakaaH

OcyU.leCTBﬂeHl/le MepOFIpI/IﬂTI/II7I Nno NoBbILLEHUIO KBaﬂM(*)I/IKaLI,VII/I COTPYyAHUKOB nogpasaerneHnd

MpUMeEHeHVe TEXHOMNOTMIA HACTaBHWYECTBA, HanpaBIeHHbIX HAa OKa3aH1e NOMOLLY HOBbIM
COTpYyAHUKaM noapasaerneHus, BKoyas nx agantauuio Ha paboyeM mecTe

OpraHusauunst meponpuaTii No npodunnakTmke NpodecCroHanbHOro BbIropaHust

Heobxogumbie ymeHus

MnaHmpoBaTth paboTy nogpasgeneHns

dopmynuposaTh Lienu, 3agadu, onpeaensaTs 06s3aHHOCTU U TPYA0Bble AeNCTBUA
COTPYOHWKOB NoapasneneHus

OpraHun3oBbiBaTb B3aUMOLENCTBUE CMNELManCTOB B NPOLLECCE NpenoCcTaBNeHns colmnanbHbIX
yCnyr, Mep counanbHON NoaaepXk1 U rocyaapcTBEHHON CoLMarbHOM MOMOLLIN

OpraHn3oBbIBaTb COLMAnbHOE COMNPOBOXAEHUE rpaXaaH, NPU3HaHHbIX HY>XOalLWMMUCS B
coumanbHOM 06CnyKMBaHNK

Mcnonb3oBaTtb MHCTPYMEHTbI MEXITMYHOCTHbIX KOMMyHI/IKaLI,VIIZ

PerynupoBaTb KOHGQMUKTLI, NPUMEHSTH HaBbIKM MEAMaLIMNA B coLManbHoi cdepe

Mcnonb3oBaTb MHCTPYMEHTaPUIA BbISIBNEHUS BO3MOXHOCTEN U NOTPeBHOCTEN KOHKPETHOMO
COTPYOHUKA C LIENblo onpeerneHns ero NpogeccroHanbHoro noTeHumana

PeannsoBbiBaTb TEXHONOMMN HAaCTaBHUYECTBA, BbICTpanBaTb MOAENN ero opraHnM3auum n
npoeeneHna B COOTBETCTBUN C U3MEHAILLIMMUCA I'IOTp66HOCTF|MVI COTpyAHMKOB

Onpepensatb cTUMynupytoLme akTopbl NpoeccnoHanbHOM AeaTenbHOCTW, pa3pabaTeiBaTtb
W peanusoBbiBaTb CUCTEMY CTUMYIMPOBaHNA 3OdEKTUBHON NPOECCNOHaITbHON
AeATerNbHOCTH

Heobxoanmble 3HaHuA

HopmaTtuBHble npaBoBble akTbl Poccuickon deaepaumm B cepe coumansHoro o6enyxmBaHums
M COLManbHOW 3aLuUTbl HACENEHUS B YacTX HEOOXOAMMOW AJ151 UCMOMHEHUS JOIMKHOCTHBLIX
0bs3aHHoCTEN
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OcHoBbl coumnarbHOro cornpoBoXaeHus

Llenu, npMHUMNbI U TEXHOMNOTMN YMpaBrieHNsl NepCoHanom

TexHonornm coumanbHon paboThl

OcHoBbI KOH(NMKTOMNOrMM U Meguauum

Mcuxonorms 1 counonorms NMMYHOCTU U rpynnbl

Mcuxonornyeckue n coumonormyeckne MeToabl UCCrieaoBaHust

Mcunxonorus n coumonorns ynpasneHua

OcHOBbI JOKyMeEHTOBeAEHMs, TpeboBaHMs K OTYETHOCTU, MOPSIAKY U Cpokam ee
npenocTaBrneHVsl B paMKkax CBOel KOMMNeTeHL N

an/IHLLI/lﬂbI, BuyAbl, METOAbI N TEXHOJNTIONMN HACTaBHNYECTBA

JTUYecKme OCHOBbI CoLanbHOM paboTkl U AernoBoro obLeHNs

Opyrve
XapaKTepUCTUKN

3.2.2. TpynoBas pyHKLUA

HanmeHoBaHve KoHTponb peanusaumn nHaMBuayansHom Koa B/02.6 YpoBeHb 6
nporpamMMbl NPeaoCTaBNeHNs coumnanbHbIX (nogypoBeHb)
ycnyr KBanuukauum
lMpovcxoxaeHue OpwuruHan X 3anmMcTBOBaHO 13

TPy£oBON (pyHKUUM

opurmHana

Koa opuruHana PervcTpaumnoHHbIn
HomMep
npodpeccuroHansHoro
cTaHgapTa

TpyooBble oencTeuns

OpraHu3auus KOHTPOJIS Ka4ecTBa, Pe3ynbTaTMBHOCTM U 3OGEKTMBHOCTM NPeaoCTaBneHus
couuanbHbIX YCINyr B pamMkax peanusauuyi UHOUBMayanbHoM NporpaMmMbl NpeaocTaBeHns
coumanbHbIX ycnyr

OpraHu3auus KOHTporis 3a cobnioeHneM CTaHaapToB NPeaoCTaBNeHNs coLmanbHbIX YCryr

KOHTpOJ'Ib BbINOSTHEHUA I/IHD,VIBI/I,D,yaJ'IbHOVI nporpamMmmbl npegocTaBiieHnA couuanbHbIX yCnyr

BsaumopgencTteue ¢ nony4varenamMmu coumnanbHbIX YCIyr, opraHm3auuna nn4Horo npnema
rpaxxgaH no Bornpocam npenocTtasiieHnd counarnbHbIX yCIyr

MOHI/ITOpI/IHF YAOBJIETBOPEHHOCTU rpaxXgaH Ka4eCTBOM NpenocTtaBliieHnd counalibHbIX yCIyr

Heobxoammble yMeHus

Mpon3BoAMTb NUYHBIN NPUEM rpaXkaaH Mo Bonpocam NnpegocTaBreHns coluanbHbIX YCnyr B
opraHusauum

Wcnonb3oBaTb METOAbI U TEXHONOMM AMs OLLEHKW Ka4yecTBa, pe3yrbTaTMBHOCTU U
9(hhEKTUBHOCTM NPEAOCTaBINEHNS COLMarnbHbIX YCyr

MpoBoAWTL pasnuYHble BUAbI ONPOCOB HACENIEHUS U SKCMEPTHBIX ONPOCOB, HaNpaBneHHbIX Ha
OLLeHKY KayecTBa 1 3heKTVBHOCTU NPefoCTaBNSEMbIX YCryT

Opl'aHVI3OBbIBaTb npoeseneHne MOHUTOPUHra yaoBneTBOPEeHHOCTU rpaXkaaH Ka4eCcTBOM
npenocTtaBrieHna counanbHbIX yCIyr

AHaJ'IM3I/IDOBaTb pe3ynbTaTbl NpegocTaBfieHnA counarnbHbIX YCIYT B BUOE Ka4eCTBEHHbIX U
KOnmM4yecTBeHHbIX aHHbIX, B TOM 4YMCJ1e B 3J1EKTPOHHOM BUe

Heobxoanmble 3HaHWSA

OcHogbl KOHTPONA Ka4eCcTBa npeaoctaBiieHna counanbHbIX yCnyr

Mopsinok npeaocTaBneHns coumarnbHbIX YCyT

COLI,VIOKyJ'IbTyprIe, coumnanbHO-ncuxoriornyeckune, ncuxorioro-negarorn4eckmne OCHoBbI
MEXSTMYHOCTHOrO B3aUMOAENCTBUSA

MeToabl 06paboTkN AaHHBIX SMIMPUYECKUX UCCIELOBAHUI, NPESOCTaBNEHUst UX B YUCITOBOW,
TabnuyHom, rpadmdeckon opme

[MpuHUMNBLI M NpaBuNa NPoBeAeHNs1 ONPOCOB HaceneHus U SKCNePTHLIX ONPOCOB,
HanpaBneHHbIX Ha BbIsIBIIEHNE KavyecTBa U 3(pdeKTMBHOCTM NpeaocTaBnsieMblxX YCNyr u mep
coumnansHOM NoaaemKKn

OcHoBbI CTaHgapTusaunm n KONMYeCTBEHHOM OL|EHKM KayecTBa npenocTtaBlieHna coumanbHbIX
ycnyr
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OTUYECKME OCHOBBI coumanbHom paGOTbI 1 aenoBoro 06I.Ll,eHI/|F|

[pyrve xapaKTepucTukm

3.2.3. TpynoBasa pyHKUMA

HanmeHoBaHve [MporHo3upoBaHue 1 NPOEKTUpPoOBaHNE Kog B/03.6 YpoBeHb 6
peanu3aunm couunanbHoro odcnyxmBaHus (nogypoBeHb)
rpaxagaH u 0esaTenbHOCTM No NpodhmnakTmke KBanvdumkalmm

06CTOATENLCTB, 00YCIOBNMBAOLLIMX
HY>XOaeMOCTb B coLMarnibHOM 06Cny>KnBaHUA

MpovcxoxaeHue
TPy£oBON hyHKUMM

OpurmHan X 3anmcTBOBaHO U3
opvrmHana
Koa opuruHana PerncTpauunoHHbIn
Homep
npodpeccuoHansHoro
cTaHgapTta

TpynoBble 4eNCTBUSA

MpoBeneHne MOHUTOPUHIA COLMarbHOM CUTYaLMM Ha TePPUTOPUK 0BCITYXMBaHMS

CocTaBneHune nNporHo3a pasBuTKs CoLNanbHOro OGCHy)KMBaHMﬂ Ha Tepputopun O6CJ'Iy>KVIBaHVIF|

Pa3paboTka 1 akcnepTu3a NpoekToB (NporpaMm) No peanusaumm coLmanbHOro 0bcnyXuBaHus
rpaxagaH 1 npodunakTuke obCTOATENBCTB, 00YCMNOBMMBAKLLMX HY>XAAaEMOCTb B COLMArbHOM
obcnyxuBaHum

Heobxoaumble yMeHus

Onpenensatb Lenb MOHUTOPWHIa CoLnanbHON cutyauum Ha Tepputopun O6CJ'Iy)KVIBaHVIF|

Mcnonb3oBaTtb pasnnyHble METOAbI MOHUTOPUHIA CoLanbHOM cutyauum

Mcnonb3oBaTtb pe3ynbTartbl MOHUTOPUHIA B onpegeneHnmn Lenen couunanbHoOro O6CJ'Iy)KVIBaHVIFI
HacelneHusa

BhIsSIBNATE U aHanNn3upoBaTh MHOPMALIMIO O COLMAnbHOM CUTyaLmMn Ha TeppUTOpUn
obcnyxuBaHus

OueHnBaTb OCTOBEPHOCTb MHpopMaLUK, NONYYEHHOW B XO4E MOHUTOPUHIa

PaspabaTbiBaTb coumanbHble NPoeKTbl (MporpamMmMbl) NO peanusauum coumnanbHOro
obCny>XunBaHus rpaxgaH 1 NpodunakTuke o0CToATENbLCTB, 00YCNOBNNBAIOLLNX HY>XOAEMOCTb B
coumanbHOM 0BCnyKMBaHUM

AHanusmpoBaTb NPUMEHEHNE CYLLECTBYOLLMX COLMAanbHbIX TEXHONOrMA AN peanvaasum
coumanbHOro npoekTa (nporpammb)

Pa3pa6aTblBaTb MHHOBALUWOHHbLIE TEXHOJ1OMMN colnaribHOro O6Cﬂy)KI/|BaHI/IF|

BbInonHATb aKCnepTu3y coumansHOro NpoekTa (NporpaMvib)

Vicnonb3oBaTb METOAbLI U CpeacTBa MONyYeHUsi, XpaHeHus1, nepepaboTkn nHopmauun,
NpeaocTaBnNeHnst AaHHbIX B YMCIIOBORN, TabnuyHow, rpadmyeckon copme, paboTatb C
KOMMbIOTEPOM Kak CpeACcTBOM yNpaBeHns MHopMaumnei, B TOM Y1cre B MHOOPMaLMOHHO-
TENEKOMMY HUKaLMOHHOM ceTu VIHTepHeT

Heobxoanmble 3HaHWSA

HopmatumBHble npaBoBble akTbl Poccurickon ®egepaunm B cdepe coumnanbHoro obenyxmsaHus
N coumMarnbHOM 3alMThl HACENeHUsl B YacTu HEOBXOAMMOW ANs UCMOMHEHWS OOMKHOCTHbIX
0b6s13aHHOCTEN

OcHOBbI NPOEKTUPOBaHMSI, MPOrHO3MPOBAHNUS 1 MOAENMPOBaHUA B coLnarnbHon paboTe

OcHoBbI OpraHv3auum NpodeccuoHanbHon 4esTeNbHOCTH, KOHTPOIS KayecTBa
npenocTaBreHns coluanbHbIX yCrnyr

OcHoBbI aHanuaa couuanbHbIX npoueccos, nponcxogdalinx s obLecTBe, UX BO3MOXHbIE
HeraTuBHble NocneacTenda, cutyauun counanbHOro pucka

MeToabl 06paboTKM AaHHBIX SMMNPUYECKUX UCCEOOBaHNIA

Opyrve
XapaKTepuUCTUKN

3.2.4. TpypoBasa ¢ yHKuusA
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HaumeHoBaHve Passutre n nosbiweHne adpheKkTUBHOCTH Koa B/04.6 YpoBeHb 6

coumanbHOro obcnyxmBaHns (nogoypoBeHb)

KBanudgukauum
MpoucxoxaeHve OpwurunHan X 3anmcTBOBaHO 13
TPy£oBOn hyHKUMM opurnHana
Kop opurnHana PerncTpaunoHHbIN HoMep
npodeccnoHanbLHoro
cTaHgapTa

TpyQoBble oencTeuns

OpraHusauus MeponpUsiTUIA MO NMPUBIIEYEHNIO PECYPCOB OpraH13aLnii, 06LLEeCTBEHHbIX
o6beauHeHni, 106POBONbYECKMX (BONMOHTEPCKMX) OpraHU3aLuii U YacTHbIX ML, K peanusaiim
couuanbHoro obCyKMBaHNS rpaxkaaH

Vcnonb3oBaHue CpeacTB MacCoBOWM MHAOpPMaLMK, CalTOB, CoLManbHbIX CETEN Ans
Np1BreYeHns BHUMaHns obLecTBa K akTyarbHbIM coLluanbHbIM Npobnemam, MHopMUPoBaHUS
O HanpaBneHUsX peanua3aummn u NepcrnekTuBax pa3BuUTuSa coumarnbHom paboTbl

[MpoBeaeHne paboTbl MO NPOABWPKEHMIO 1 NONYNSpU3aLMm NO3UTUBHOIO OMbIiTa OpraHM3auum
coumanbHOro obcnyxmMBaH1sl U CoLManbHOM NOAAEPXKKM HACENEHMs NyTeM NoAroTOBKU
MartepuanoB 4S5 CpeacTB MacCoBOW MHAOPMaL MM 1 B3aMMOOENCTBUS C OOLLLECTBEHHOCTLIO

Pa3paboTka nNpeaioxkeHnid Mo pauvoHanusaumm 1 MoaepHU3aLmMmn TEXHOMOMMIA CoLuanbHOro
o6CnyXmMBaHUs, NOBbLILLIEHMIO UX 3DMEKTUBHOCTM HA MHAMBUAYarNbHOM, IPYMNoOBOM U CPeSOBOM
YPOBHSAX

[TnaHvpoBaHue pa3BuUTUS NPOodECCHMOoHaNbHbLIX KOMNETEHLUIA NepcoHana ¢ y4eToM nepesoBoro
onbiTa U COBPEMEHHbIX TEHAEHLIMIA pa3BUTUSA cdepbl CoLmarnbsHOro 06CnyKMBaHus

Heobxoaumble yMeHus

0O6obLLaTh 1 BHeAPSATh NepesoBoi POCCUMCKUIA OMbIT peanusau iy coLmanbHoro
oBCnyXBaHUA 1 Mep CoLMarnbHOW NoAASPXKKM

Mpon3BOAMTL CpaBHUTENbHBIA aHanM3 POCCUINCKOro 1 3apyGeXKHOro OnbiTa CoLMarnbHOM
paboThbl, coLmanbHOro 06CyKMBaHUsi U CoLManbHON NOAAEPKKN HACENEHNs U YCIOBUSI ero
NpUMEHEHNs!

ApantupoBaTb 3EKTVBHBIV 3apyBeXHbIN ONbIT K POCCUINCKMM YCIOBUAM €ro NpUMEHeHNs

Vicnonb3oBaTb gaHHbIE COLMONOMMYECKNX OMPOCOB, CTAaTUCTUKKN, aHANU3MpoBaTh OTYETHOCTb
opraHusauun

PaspabaTbiBaTh NepcnekTMBHbIE NiaHbl (NPOorpaMmbl) pasBuTus NPothecCuoHanbHbIX
KOMMeTeHLMIN NepcoHarna ¢ y4eToM nepesoBOro POCCUIMCKOro 1 3apybexHoro onbita, a Takke
COBPEMEHHbIX TEHAEHLMIA Pa3BUTUA cdepbl COLManbHOrO 00CyXMBaHUS

PaspabatbiBaTb M BHOCUTb Ha pacCMOTPEHME NPEArioKeHWs Mo pauvoHanmsauum n
MoOepHU3aLMM CPedcTB M TEXHOMOMIA CoLManbHOro 0BCNYXUBaHWS rpaxaaH, NoBbILLEHUIO ero
3pheKTUBHOCTY Ha UHOVBMAOYarNbHOM, IPYMNOBOM M CPEOOBOM YPOBHSIX

MoarotaBnmeaTte MHOpMaUMo B Buae bykneTtos, bpolutop, ctaten, coobLieHnn ons cpeacTs
MacCOBOW MHOpMaLIMM U MHTEPHET-PECYPCOB OpraHn3aLmin (CanToB, colmanbHbIX CETEN)

BsanmopelicTBoBaThL CO cpeacTBamyM MacCoBON MHAOpPMaLIUX ANsS NpUBreYeHns: BHUMaHUS
06LLLeCTBEHHOCTM K coumanbHbIM npobremam, hopMUpOBaHMS Cripoca Ha couuMarnbHble YCryTu

PaspabatbiBaTb METOAMYECKME U MHGOPMALIMOHHBIE MaTepuaribl MO akTyasbHbIM CoLMarnbHbIM
npoGrnemam HacerneHus, coLuuanbHbIM PUCKaM M Yrpo3am, CNOCOBHbLIM HeraTUBHO NOBMNUATL Ha
YCIOBUS XU3HEAEATENbHOCTY rpaXkaaH, a Takke o Bugax, doopMax n cybbekrax
npenocTaBrneHns colmanbHbIX yCrnyr

BsaumopgeiicTBoBaThL B BOMpPOCax CoLManbHOro 06CnyXuBaHWUs rpaxkaaH - nonyyarenen
coumanbHbIX YCNyr ¢ OpraHn3aLmamMm pasnuyHbIX cgep AeAaTensHOCTM U opM
coBCTBEHHOCTH, OOLLECTBEHHBIMUA OObEAVHEHNSIMM 1 YACTHBIMMW NMLI@MK1, B TOM Yu1CIe, C
Lienblo NpMBEYeHUs PecypcoB As CoLManbHOro 06CnyXnBaHUa rpaxaaH

Heobxoanmble 3HaHUSA

HopmatumBHble npaBoBble akTbl Poccurickon ®egepaunm B cdepe coumnanbHoro obenyxXmBaHus
N coumanbHOM 3aluUTbl HACeNEeHNs B YacTU HEOOXOAMMON AN UCMONHEHNS AOMMKHOCTHBIX
obs3aHHoCTEN

HopMaTvBHbIE NMPaBOBbIE aKTbl, KacatoLMecsi NPogecCHoHanbHOM AeaTenbHOCTY NepcoHana, a
TaKke JOIHKHOCTHbIE MHCTPYKLMW, NpaBuna BHY TPEHHErO TPYA0BOroO pacropsiaka, NokansHble
aKTbl OpraHusaLum

PervioHanbHble 0COGEHHOCTU COLMArbHOTO PasBUTHS, COLMANbHOM CTPYKTYpbl HAacerneHust Ha
BBEPEHHOM y4yacTke paboTbl (Ha TeppUTOpPUM, B CoLManbHoOi rpynne, B TPYAOBOM KOSIEKTVBE)

MC «TexakcnepT: 6 nokoneHve» VHTpaHeT




06 yBepaeHm NnpodheccroHansHoro crtaHaapTa "CneuvanycT no coupansHol paboTe” Cipanuua 14
lpuka3 MuHmpyda Poccuu om 18.06.2020 N 351+

TexHonorum coumnanbHOro 06CJ'Iy)KI/IBaHI/I‘iI HaceleHud, npuMeHaemble B Poccun n 3a py6e>|<0M

OcHoBHble HanpasJiieHna NOJIUTUKN coumanbHOM 3allmUTbl HaceneHns

TexHonorum pa3sutusi NpocheCcCcroHanbHbIX KOMNETEHLMI NepcoHarna ¢ y4eToM nepeaoBoro
POCCUIACKOrO 1 3apyBeXXHOro onbiTa, COBPEMEHHbIX TEHAEHL WA pa3BUTUS cchepbl CoLmManbHOro
obcnyxunBaHus

MpUHLMMBLI 1 HOPMbI paLMOHanM3aL My U MOAEPHU3aLUM CPeaCTB U TEXHOIOMMA coLManbHOro
obcnyXvBaHUA rpaxkaaH, YCrnoBuiA NoBbILLEHUS! ero 3ddeKTUBHOCTU Ha MHOVBUAYanbHOM,
rpynnoBOM U CPEOOBOM YPOBHSIX

CyLHOCTb 1 TEXHONOMMKN COLManbHOW pekrambl, ee qyHKLUM 1 3Ha4YeHne B obLecTee

CouuanbHble 1 NCUXONorM4eckne OCHOBLI paboThl ¢ MHopMaLmen

OcHoBbI oeATENBHOCTN 06LLECTBEHHBIX 00bEANHEHWNI, OpraHM3aLMiA CoLnanbHON
HanpaBNeHHOCTU U B3aUMOLENCTBUSI C HUMM

OcHoBbl thaHapanavHra

OKOHOMUYECKNE OCHOBLI COLManbHOMN pa60Tb|

Opyrve -
XapaKTepUCTUKN

IV. CBegeHusa 06 opraHmsaumax - paspabotumkax npoceccmoHanbLHOro ctaHgapTta

4.1. OTBeTCTBEHHAsA OpraH13auusa-pa3padboTumnk

®IrbOY BO "Poccuicknin rocyaapcTBEHHbIN couunanbHbli yHuBepcuTeT", ropod Mocksa

PekTop MoumHok Hatanbs bopucosHa

4.2. HanmeHOBaHUs opraHn3auun-pa3padboT4ynkoB

1 AHOO BO "MHcTuTyT coumanbHoro obpasoBanus”, ropogd BopoHex

2 FAY "MHCTUTYT OONOMHUTENBHOrO NPOdECCUOHANBHOr0 00pa3oBaHNs paboTHMKOB coLmanbHON cdepbl”
HenapTtameHTa Tpyda v coumanbHON 3awuTbl HaceneHus ropoga Mocksbl, ropog Mockea

3 MexpervoHarnbHas obLlecTBeHHasn opraHm3aums "Accounanmsa paboTHUKOB coLmarnbHbIX Cry»x06 Poccumnckon
depepaumn”, ropog Mockea

4 MuHMCcTEpPCTBO coumanbHoro passutua MockoBckon obnacTu, ropog Mockea

5 Ob6wepoccuinckas obuecTBeHHas opraHusauus "Cor3 coumarnbHbIX NegaroroB 1 coumanbHbiX paboTHMKOB",
ropoa Mocksa
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