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IIPABHTEJII,CTBO CAMAPCKOH OJiJIACTII 
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06 YTBep)l()l;eHHH CTaH,n;apT0B KJIHeHT0I..(eHTJ)WIH0CTH 
B CaMapcKoH o6nacTH 

B ueIDix pearrHJaUHH cpe,n;eparr1,Horo npoeKTa «rocy,n;apcTBO ,n;mr mo,n;ew» 

HarrpaBJieHHH «PaJBHTHe rocy,n;apCTBeHH0ro yrrpaBJieHIDI» rocy,n;apcTBeHHOH 

rrporpaMMI:,J PocCHHCKOH <l>e,n;epal(HH «3KOHOMJ,IqeCKOe pa3BHTHe H HHH0Bal(H­

OHHaH 3KOHOMHKa», rracrropT KOTOporo YTBep)l()l;eH pa.3,n;erroM J IIpOTOKOJia 3a­

oqHoro ronocoBaHHH qneH0B rrpoeKTHoro K0MHTeTa cpe,n;epan1,Horo rrpoeKTa 

«KnHeHTOUeHTpWIHOCTh» OT 18.04.2022 N2 1 Ilpa.BHTeJU>CTBO CaMapcKoii 06-

nacTH ITOCT AHOBJUIET: 

I. YTBep,n;HTI:, rrpHnaraeMI:,Je CTaH,n;apTI:,J KnHeHT0I..(eH1pHqH0CTH B CaMap-

CKOH o6nacTH: 

CTaH,n;apT «rocy,n;apCTBO )];JIH mo,n;ew»; 

cTaH,n;apT «rocy,n;apcTBo ,n;IDI 6H3Heca»; 

CTaH,n;apT BHyTpeHHero KJIHeHTa. 

2. Orry6rrHKOBaTI:, HaCT0Hm;ee Il0CTaH0BJieHHe B cpe,n;CTBax MaCCOBOH 

HHq>OpMa[(HH. 

3. HaCTOHmee II0CTaH0BJieH;He BcryrraeT B c1rny co )];H.H ero Oq>HUHaJII:,HO­

ro orry6nHKOBaHHH. 
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rrpe,n;ce,n;aTenI> IIpaBHTeJI 
CaMapcKOH o6rracTH B .B .Ky,n;psnnoB 



YTBEP)K,n;EH 
IlOCTaHOBJieHHeMI1paBHTeJihCTBa 

CaMapcKoH o6rracTH 

OT ct-/,✓ d. ~~cl-- NQ -~_/?I? 

CTAH,[(APT 
«rocy,n;apCTBO )];JUI JIIOt(eH» 

1. O6m;He II0JI0)l(eHIDI 

~em,IO pa.3pa6oTKH cTaH,n:apTa «rocy,n:apcTBO ,n:JUI JIIO,neii» (.n:arree -

CTaH,n:apT) HBJIHeTCH _ycTaHOBJieHHe _Tpe6oBaHHH no BHe,n:peHHIO KJIHeHT0ll,eH­

TJ)HqHoro no,n:xo.n;a B rocy,n:apCTBeHH0M H MYHHJ.l,HilaJihH0M yrrpaBJieHHH rrpH 

B3aHMO,n:eMCTBHH C JIIO,ll;bMH. 

,[(oCTH)l(eHHe YKa.3aHHOH I.(eJIH 6y,n:eT cnoco6cTBOBaTI:,: 

Il0BhIIIIeHHIO ypoBHH y.n:osrreTB0peHH0CTH rpa)l(,n:aH, cy61>eKTOB npe.n:­

npHHHMaTeJibCKOH H HHOH 3KOHOMHqecKOH ,n:eHTeJIJ:,HOCTH KaqecTBOM npe,n:o­

CTaBJieHIDI rocy,n:apcTBeHHhIX H MYHHQHilaJIJ:,HhIX ycrryr H cepBHC0B (.n:arree -

ycrryrH H cepBHCbI), HCTI0JIHeHIDI rocy,n:apCTBeHHJ:,IX H MYHHll,HIIaJIJ:,HJ:,JX cpyHK­

ll,HH (.n:arree - cpyHKQHH); 

CHH)l(eHHIO 113,n:ep)l(eK )];JUI cy61>eKTOB npe.n:rrpHHHMaTeJibCKOH H HHOH 

3KOHOMHqecKOH ,n:e.HTeJII,HOCTH npH B3aHMo,n;eHCTBHH C opraHaMH rocy,n:ap­

CTBeHHOH BJiaCTH, opraHaMH MeCTHoro CaMoyrrpaBJieHHJI, rocy.n;apCTBeHHbIMH H 

MYHHll,HIJaJIJ:,HJ:,IMH yqpe)l()];eHH.HMH (rrpe,n:npHHTIDIMH) H HHbIMH opraHH3aQH.sI­

MH, yrroJIHOMOqeHHJ:,IMH B COOTBeTCTBHH C 3aKOHO)J;aTeJII,CTBOM PocCHHCKOH 

<l>e,n:epaU,HH, B TOM qffcJie Ha 0CH0BaHHH ,n:oroBopa, npe,n:ocTaBmITh ycrryrH .H 

cepBHCI,I KJIHeHTY (.n:arree BMecTe - opraHhl BJiaCTH H yrroJIH0MoqeHHJ:,Je opraHH-

3au,1rn) 3a cqeT rrpHMeHeHIDI ll,HcppOBJ:,IX H IIJiaTcpopMeHHbIX pemeHHH rrpH 

npe,n:ocTaBJieHHH ycJiyr H cepBHC0B H HCTI0JIHeHHH cpyHKlJ,HM; 

II0BE,IIIIeHHIO np1rnrreKaTeJIJ:,H0CTH CaMap~KOH o6JiaCTH )];JIJI )l(H3HH, pa6o­

TJ:,I, rrocem;eHIDI H Be,n;eHH.H 6H3Heca. 
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2. O6nacn, npHMeHemur CTaH,n;apTa 

CTaH,napT ycTaHaBJIHBaeT Tpe6oBaHH.H K B3aHMO,ZJ;eHCTBHIO opraH0B BJia­

CTH H yrroJIH0MoqeHHbIX opraHH3aU:RH C rpIDK,Il;aHaMH, cy61>eKTaMH rrpe,n:rrpH­

HHMaTeJibCKOH H HHOH 3KOHOMHqecKOH ,n;exTeJibHOCTH rrpH rrpe,n:ocTaBneHHH 

ycnyr H cepBHC0B, HCil0JIHeHHH cpyHKU:HH. 

CTaH,D:apT rrpHMeH.SieTC.SI B u:enxx cpopMHpOBaHH.H KJIHeHT0U:eHrpHqHoro 

IIO,Il;XO,IJ;a B rocy,n;apCTBeHHOM H MYHHIJ;HIIaJibHOM yrrpaBJieHHH, II03B0JI.SIIOIIJ;ero 

Bbl.SIBJI.HTI, H H3yqaTb rrorpe6HOCTH KJII-ieHTa, Il0CT0.SIHH0 yJiyqIIIaTb B3aHMO,ZJ;eH­

CTBHe opraHOB BJiaCTH H yrroJIHOMoqeHHbIX opraHH3aIJ;HH C KJIHeHTOM ,IJ;JI.sI y,IJ;o­

BJieTB0peHH.H ero IlO'Tpe6HOCTeH HCX0,ZJ;.SI H3 )KR3HeHHOH CHT)'aIJ;}IH. 

CTaH.!(apT .SIBJI.HeTC.H ofor3aTeJibHbIM )];JI.SI rrpHMeHeHIUI opraHaMH BJiaCTH H 

ynoJIH0M0tieHHhIMH opraHH3aU:H.SIMH H co~ep)KHT Tpe6oBaHH.H: 

K Bbl.SIBJieHHIO H R3yqeHHIO IlOTpe6HOCTeH KJIHeHT0B B paMKaX )KH3HeH­

HOH cHryaU:HH; 

K rrpoeKTHpoBaHHIO H0BblX H peHH)KHHHpHHry cymecTBYIOID:HX ycrryr H 

cepBHC0B; 

K rrpou;eccy y,n:oBJieTBopeHH.H IIO'Tpe6HOCTeH KJIHeHTa nyTeM rrpe,n:ocTaB­

neHmI ycnyr H cepBHCoB; 

K B3aHMO,n:ei1:CTBHIO opraHOB BJiacnI H ynoJIHOMOtieHHhIX opraHH3al(HH C 

KJIHeHTaMH B THilOBblX-TQqKax B3aHMO,IJ;eHCTBI-UI. 

3. TepMHHhI H onpe,D;eneHH.H 

,[(ml u;erreii CTaH,napTa HCilOJib3YIOTCH CJie,n:yIDm:He OCHOBHbie TepMHHbI H 

orrpe,n;erreHH..sr: 

KJIHeHT - rpa)K)];aHHH Pocc~HCKOH <I>e,n;epau;HH, rrHu;o 6e3 rpa)K,n;aHCTBa, 

JIHIJ;O C .D;BOHHhIM I'pa)K,Il;aHCTBOM, HHOCTpaHHblH rpa)K)];aHHH, CaM03aH.SITbIH, HH­

,n;HBH,n;yaJibHI,IH rrpe,n;rrpHHHMaTem,, o6oe,n;HHeHHe rpa)K,Il;aH, He 3aperHCrpHpo­

BaHH0e B KatieCTBe IOpH,D;J,IqeCK0f0 JIH.Ua, IOpH,n;HtieCK0e JIHU:0, rocy,n;apCTBeH­

HhlH rpa:>K,n;aHCKHH CJiy)Kam:HH, JIHU:0, 3aMem:arom:ee B opraHe BJiaCTH ,ZJ;0JI)K­

H0CTb, He .HBJI.HIOIIzylOC.SI ,ZJ;0JI)KH0CTblO rocy,n;apCTBeHHOH rpIDI<,ll;aHCKOH CJiy)K6bI, 
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corpy,n:HHK rro,n:Be,n:oMCTBeHHoro yqpe)K)];eHlUI, COT})y,n:HHK HHOH opraHH3ar.o,rn; 

yr10JIHOM0qeHHhie opraHM3aU:I-IH - rro,n:Be,n:oMCTBeHHI>Ie yqpe)K,n:eHHSI H 

HHhie opraHH3au:i:rn; 

IIO'I'pe6HOCTh KJIHeHTa - Heo6xo,n:HMOCTI, ,[J;OCTH)KeHIDI pe3yrr1>TaTa, peme­

HHH npo6rreMI>I, 3a,n:aqH HJIH BOnpoca, pearrH3yeMruI KJIHeHTOM rrocpe,n:CTBOM 

B3aHMO,n:eiiCTBIDI C opraHaMH BJiaCTH H yrroJIHOMoqeHHhIMH opraHH3aU:HSIMH; 

O)KH)];aHIDI KJIHeHTa - rrpe,n:rronaraeMbie KJIHeHTOM Ha6op 11 xapaKTepH­

CTHKH ,n:eHCTBHH, B TOM q11cne CBH3aHHhIX C q_)HHaHCOBhIMH, TeXHHqecKHMH, JIO­

fHCTHlfeCKHMH, BpeMeHHhIMH H HHhIMH 3a'I'paTaMH, H pe3yrrhTaTOB rrpe,n:ocTaB­

rreHH.SI opraHaMH BJiaCTH H yrroJIHOMoqeHHbIMH opramnaU:HHMH ycrryr H cepBH­

COB, HarrpaBJieHHhIX Ha y,n:OBJieTBopemrn ITO'I'pe6HOCTH KJIHeHTa; 

KJIHeHTOIJ:eHT})HqHI,IH rro,n:xo,n: - rro,n:xo,n: B rocy,n:apCTBeHHOM yrrpaBJieHHH, 

OCHOBaHHhIH Ha Bbl.HBJieHHH H H3yqeHHH IIO'I'pe6HOCTeii KJIHeHTa, IIOCTOHHHOM 

ynyqrneHHH B3aHMO,n:eikTB"IDI opraHOB BJiaCTH H YIIOJIHOMoqeHHbIX opraHH3a­

U:Hli c KJIHeHTOM ):(JUI y,n:oBJieTBOpeHHH ero IIO'I'pe6HOCTeii; 

ycrryrH - rocy,n:apCTBeHHbie ycrryrH B 3HaqeHHH <Pe,n:eparrbHOfO 3aKOHa 

OT 27.07.2010 NQ 210-<P3 «06 opraHH3aU:HH rrpe,n:ocTaBJieHIDI rocy,n:apCTBeH­

HhIX H MYHHU:HIIaJibHbIX ycnyr» H HHbie ycrryrH, rrpe,n:ocTaBJI.HeMbie opraHaMH 

BJiaCTH H ynOJIHOMoqeHHblMH opraHH3aU:HHMH; 

cepBHCbI - ycrryrH, a TaK)Ke HX t.JacnI, npe,n:ocTaBJI.HeMbie KJIHeHTY U:Hq_)­

pOBhIMH CHCTeMaMH opraHOB BJiaCTH H yrroJIHOMoqeHHbIX opraHH3au:11ii; 

)KI13HeHHa.H CHTyan:IDI - HaJIHqHe HJIH HacryrrrreHHe o6cTmITeJibCTB, BJie­

KYIIJ;HX ):(JUI KJIHeHTa B03MO)KHOCTI, HJIH Heo6xo,n:HMOCTb B3aHMo,n:eiiCTBHH C op­

raHaMH BJiaCTH H ynoJIHOMOl.JeHHhIMH opraHH3a:IJ:HHMH B u:errHX rrorryqeHIDI 

ycrryr H cepBHCOB; 

y,n:oBJieTBOpeHHOCTh KJIHeHTa - H3MepHMOe BOCnpHHTHe KJIHeHTOM CTe­

rreHH BhlIIOJIHeHIDI ero O)KH,[J;aHHH; 

rrpo<pHJII, KJIHeHTa - COBOKYIIHOCTb CBe,n:e~Hli O KJIHeHTe, KOTOpble HC­

IIOJih3YJOTCH ,n:JIH onpe,n:erreHHH rpynrr KJIHeHTOB, cxeM IlOBe,n:eHHH H npe,n:no­

qTeHHH 3TH:X rpyrrn KJUieHTOB C u:em,JO yrryqmeHIDI KJIHeHTCKoro OIIbITa; 
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rrpo~HJI.b IOIHeHTCKOro cerMeHTa - COBOKYITHOCT.b ¢aKTOB, CBe,n;eHHH H 

o6IUHX xapaKTepHCTHK, rrpHCYIUHX rpyrrrre KJIHeHTOB, CXO)l(HX IIO KaKOMY-JIH6o 

rrpH3HaKy HJIH COBOKYIIHOCTH rrpH3HaKoB; 

KJIHeHTCKHH IIYT.b - rrocne,n;oBaTeJI.bHOCTh ,n:eiicTBHH KJIHeHTa OT MOMeHTa 

B03HHKHOBeHIDI O)l(H,l{aHIDI (rroTpe6HOCTH) ,n:o MOMeHTa ero y,n:oBJieTBOpeHm1; 

KapTa IOIHeHTCKOro rryTH - OITHCaHHe IOIHeHTCKOro rryrH B BH,n:e anro­

pHTMOB H cxeM, B Ta6rrnqHoH, rpa¢HqecKOH HJIH CMeIIJaHHOH ~OpMax; 

IOIHeHTCKHH OilblT - H3MepHMruI o:u;eHKa IOIHeHTOM pe3yJioTaTOB rrpOXO)l(­

,n:eHHH KJIHeHTCKoro nyTH, B TOM qHcne ero OT)];eJI:E»HblX :narroB, B BH)].e COBO­

KYIIHOCTH KOrHHTI-IBHbIX, 3MOU:HOHaJI.bHbIX, ceHCOpHo!X H IIOBe,n:eHLJ:eCKHX peaK­

U:HH IIOTpe6HTem1; 

KJIHeHTCKHH cueHapHii - rrocne,n:oBaTeJI:E»HOCTb ,n:eiiCTBHH KJIHeHTOB HJIH 

HHhIX cyfroeKTOB B3aHMo,n:eHCTBHH B paMKax upe,n:ocTaBJieHHH ycrryr H cepBH­

COB, HarrpaBJieHH.blX Ha rrorryqeHHe onpe,n;eneHHOro a,n:MHHHCTJ)aTHBHbIMH rrpo­

u:e,n;ypaMH pe3yJII>TaTa npOXO)l()].eHHH OT,n:eJII:.HI:,JX 3TaITOB IOIHeHTCKOro rryTH; 

npoaKTHBHOe npe,n:OCTaBJieHHe ycrryr H cepBHCOB - npe,n:ocTaBJJeHHe KJIH­

eHT)' Ha6opa ycnyr H cepBHCOB ,ll,JIH y,n:oBJieTBOpeHHH ero IlOTJ)e6HOCTH 6e3 IIO-:­

,n:aqH KJIHeHTOM 3arrpoca Ha rrorryqeHHe YKa3aHHbIX ycnyr H cepBHCOB; 

rrpoeKTHpOBaHHe - ,n:eHTeJII:.HOCTb, OCHOBaHHruI Ha MeTo,n:orrorHH H TeXHO­

rrorm1x, HarrpaBJieHHruI Ha pa3pa60TKY ycnyr H cepBHCOB B COOTBeTCTBHH C TJ)e-

6oBaHHHMH KJIHeHTOU:eHTJ)HqHoro rro,n:xo,n:a; 

peHH)l(HHHpHHr - ,n;eHTeJibHOCTb, OCHOBaHHruI Ha MeTO)].OJIOrHH H TeXHo­

norHHX, HarrpaBrreHHruI Ha peqmpMHpoBaHHe HJIH rreperrpoeKTHpoBaHHe ycnyr H 

cepBHCOB B uen.s.x OIITHMH3fillHH ,n;e.sITeJI.bHOCTH opraHOB BJiaCTH H YIIOJIHOMO­

qeHHbIX opraHH3aU:HH, ,ll,JIH o6ecrreqeHIDI COOTBeTCTBIDI rrpe,n:ocTaBJIHeMbIX 

ycnyr H cepBHCOB KJIHeHTOU:eHTJ)HLJ:HOMY !10,ll,XO,ll,Y; 

TOqKH B3aHMO,n:eiiCTBIDI KJIHeHTa C opraHaMH BJiaCTH H yrroJIHOMoqeHHbl­

MH opraHH3aUHHMH (,n:anee - Toqm B3aHMO,n;eiiCTBHH) - Oq>HUHaJII,HI,Ie caiiTbl 

(rropTarr.bl) opraHOB BJiaCTH H yrronHOMOqeHHbIX opraHH3aUHH, M06HJibHbie 

rrpHJIO)l(eHHH, COUHaJibHI>Ie CeTH, MecceH,n:)l(epbI, qaT-60ThI, roJIOCOBbie ITOMOIU-
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HHKH, K0JIJI-l(eHTphI, MeCTa npHeMa KJIHeHT0B B opraHax BJiaCTH H ynoJIH0M0-

'leHHbIX opraHH3al(IDIX, o6oco6neHHhie yqpe)K,n;eHmr, r,n;e npe,n;ocTaBIDIIOTc.sr 

ycnyrH H cepBHCbI KJIHeHTaM, MeCTa ,n;mlTeJibH0ro Haxo)I(,Zl;eHH.H KJII'.!eHT0B. 

4. OcHOBHbie II0JI0)KeHIUI 

4. L PyKoBO.D..HIIJ,He rrpHHl(HIIhI KJIHeHT0l(eHTpH11Horo no,n;xo,n;a B ,n;e.sneni,­

H0CTH opraH0B BJiaCTH H ynoJIH0M0lfeHHbIX opraHH3al(H:H npH B3aHMO,n;eikTBHH 

C KJIHeHTaMH: 

4.1.1. IlpHH:U:HIIbl paBHoro ,n;oczyna. 

KrrHeHT - B l(eHTpe ,n;e.sITeJibH0CTH opraH0B BJiaCTH H ynoJIH0MoqeHHbIX 

opraHH3a:U:HH. OpraHbl BJiaCTH H ynoJIH0M0qeHHbie opraHH3a:u:1rn o6ecrreqHBa­

lOT C03,lJ.aHHe 6naronpH.srTHhIX _H KOMq>OpTHI,IX ycJIOBHH ,n;mr nonyqeHH.H KJIHeH­

T0M ycnyr H cepBHC0B, peaJIH3al(HH rrpe,n;rrpHHHMaTeJihCKHX H HHhIX HHHl(Ha­

THB. I1oTpe6HOCTH H HHTepecor KJIHeHTa .sIBJIHIOTC.Sl OCHOBOH rrpH rrpoeKTHpoBa­

HH.H H0BbIX H peHH)KHHHpHHre cyll(eCTBYIOIIJ,HX ycnyr H cepBHC0B. B3aHMO,ZJ;eH­

CTBHe C KJIHeHT0M rrepcoHaJIH3Hp0BaH0 H o6ycJIOBJieHO )KH3HeHHOH cHzyan:Heii. 

YqeT oco6eHHOCTeii Ka)I(,Zl;0f0 KJIHeHTa. OpraHbl BJiaCTH H yrroJIH0M0'leH­

Hhie opraHH3a:u:m-r o6ecrieqHBaIOT ,n;ocTynHoCTh ycnyr H cepBHC0B ,n;mr Ka)K,n;oro 

KJIHeHTa c yqeT0M H.H)J,HBH,D;YaJibHbIX IIOTpe6HOCTeii H oco6eHHOCTeii Ka)K)J,oro 

KJIHeHTa. OpraHbI BJiaCTH H ynoJIH0MoqeHHbie opraHH3a:U:HH rrpH rrpoeKTHpoBa­

HHH H0BbIX H peHH)KHHHpHHre cyw:ecTBYIQil(HX yc11yr H cepm-rcoB rrpe,n;ycMaT­

pHBaJOT ycrpaHeHHe B03M0)KHbIX 6apoepoB rrpH o6pall(eHHH 3a rronyqeHHeM 

ycnyrH HJIH cepBHCa, B TOM t.rncne TeXHHlfeCKHX, q>H3H'leCKHX, .H3hIK0BhIX H co­

l(liaJihHbIX. 

4.1.2. IlpHHIJ;HIIhI 3cpq>eKTHBHOCTH H y,n;o6cTBa. 

HcrroJih30BaHHe HaH6onee rrpocTI,IX H y)J.o6HbIX MeT0,D,0B perneHIDI 3a,n;a­

':IH. OpraHhI BJiaCTH H yrroJIH0M0-IeHHbie opraHH3al(HH ,n;mr y,n;oBJieTB0peHIDI rro­

rpe6HOCTH KJIHeHTa BhI6HpaIOT HaH6orree 0IITHMaJibHbie crroco6or. B H)J;eaJibHOH 

CHTyan;HH 3a,n;aqa pernaerc.sr B M0MeHT 06par:u:eHID1 KJIHeHTa B opraH BJiaCTH IDlH 

YII0JIH0MoqeHHYIO opraHH3al(HIO HJIH 6e3 Heo6xo,n;HMOCTH o6pameHH.sl, Y.D.06-

HhIM ,D,JI.H KJIHeHTa crroco6oM. Y cnyrH H cepBHCbl a,n;aIITHPYIOTC.sI no,n; IIOTpe6Ho-
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CTH KJIHeHTa. 

Pe3yJU,TaTHBHOCTh. OpraHI,I BnaCTH H yrronH0M_oqeHHbie opraHH3fil(HH 

rrpH npe,uocTaBneHHH ycnyr H cepBHC0B opHeHTHpyJOTC.SI He Ha ~opManbHOe 

paccM0TpeHHe B0IIp0COB, a Ha rrpe,uycMo-rpeHHblli 3aKOHO,D;aTeJibCTB0M nono­

)KHTeJU,HI,Ili pe3yJioTaT npe,uocTaBneHH.H ycnyrH HJIH cepBHca, ,UJI.SI nonyqeHHH 

K0T0poro KJIHeHTY 0K83bIBaeTC.SI Heo6xo,ZJJiMOe co,ueiiCTBHe. 

KnHeHTOOpHeHTHpoBaHHOCTb. Opr8.Hbl BnaCTH H yrroJIH0M0qeHHI,Ie opra­

HH3all;HH rrpH B3aHMO,UeliCTBHH C KJIHeHTaMH o6ecrreqHBaIOT KOM<pOpTHyro H 

,r:i:o6po)KenareJibHyJO aTMOC~epy B3aHMo,r:i:eikTBH.H. YBa)I(eHHe, Be)KJIHBOCTb H 

BHHMaTeJibH0CTb .SIBJI.SIIOTC.SI 0CH0BaMH ,UJ1.SI II0CTp0eHH.H )];HaJiora C KJ1HeHTaMH. 

CoBepmeHHe KaKHX-JIH60 .n;eiicTBHH (6e3,UeiiCTBHe ), Bbipa)KaJOIIl;HXC.SI B .D;HC­

KpHMHHa.QHH KJIHeHT0B no Ka.KOMY-JIH6o IIpH3HaKY, He,uorrycTHMO. 

4.1.3. IlpHH.QHilbl e,UHHCTBa H .QeJIOCTH0CTH. 

B3aHMo,r:i:eifoTBHe. OpraHbl BJiaCTH H yrroJIH0M0qeHHoie opraHH3a.QHH 

He3aBHCHM0 OT Be,UOMCTBeHHOH rrpHHa,uJie)KH0CTH 061,e,uHHfilOT ycHJ1H.SI H co­

TPY.UHHqaIOT B .QeJrnx y.n;oBJieTBOpeHH.H Il0Tpe6HOCTH KJIHeHTa rrpH npe,U0CTaB­

neHHH eMy ycnyr H cepBHC0B. 

IIpHH}ITHe pemeHHH Ha ocHoBe ,z:i;ocroBepHhIX ,r:i:aHHoIX. OpraHH3a.QH.SI 

npe,uocTaBJieHH.H ycnyr H cepBHC0B ocyrn:ecTBn.SieTc.H opraHaMH BnacTH H ynon­

H0M0l.JeHHMMH opraHH3a.QH.HMH Ha 0CH0BaHHH 061,eKTHBHI,IX ,uaHHMX, a He CTe­

pe0THil0B. Cy)I()J;eHH.H H BblB0)];l,I 0 KJIHeHTax, rpyrrnax KJIHeHT0B, HX IlOTpe6Ho­

CT.SIX H oco6eHHOCT.HX 0CHOBI,IBaIOTC.SI Ha aHaJIH3e 061,eKTHBHblX ,uaHHblX. 

Ilocrre,uoBaTenbHOCTb B IIpHH.SITHH pemeHHH H ocyrn:ecTBJieHHH ,ueiiCTBHH. 

AHaJIOrHl.JHbie CHTyau;HH H 3a,n;a1.JH peIIIaJOTC.SI opraHaMH BJiaCTH H ynoJIH0M0-

qeHHbIMH opraHH3a.QH.SIMH e,UHH006p83HO. l13MeHeHHe rro.n:xo,ua K pemeHHIO 3a­

,uaq11 ocyrn:ecTBJI.SieTC.SI B 0TH0IIIeHHH 3a,r:i:a1.JH B .u;enoM, H0CHT CHCTeMHI,IH xapaK­

Tep 11 He M0)J(eT 61,ITI:, pe3yJinTaT0M CJiyqaiiHOCTH HJIH cy6oeKTHBHbIX npecpe­

peHU:Hli. 

4.1.4. IlpHH.QHilbI Il0CT0.SIHH0f0 II0BbIIIIeHH.H Kat.JeCTBa H npoaKTHBH0CTH 

npe,uocTaBrreHH.H ycJiyr H cepBHC0B. 
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IlOBbIIIIeHJrn Ka1IeCTBa rrpe;::i;ocTaBJieHl{H ycJiyr H cepBHC0B. OpraHaMH 

BJiaCTH H yrroJIH0M01IeHHbIMH opraHH3au;mIMH BblC'IpaHBaeTCH CHCTeMa C0Bep­

IIIeHCTB0BaHHH npou;eccoB npe;::i;ocTaBJieHH.H ycJiyr H cepBHC0B, II0HCKa H orre­

panrnHoro yc'IpaHeHHH OIIIH6oK. 

BHe;::i;peHHe HHHOBaU:HH. OpraHbl BJiaCTH H ynoJIH0M01IeHHbie opraHH3a­

l(HH npHMeH.HIOT H0Bbie TeXH0JI0fHH, B TOM qHcJie HHCpOpMal(HOHHbie, H ;::i;pyrHe 

B03M0)l(H0CTH }];JI.SI ynyqIIIeHIDI Ka1IeCTBa npe;::i;ocTaBJieHHSI ycJiyr H cepBHC0B. 

HoBOBBe.n;eHHH npoxo;::i;sIT TeCTHpoBaHHe H B cnyqae II0JI0)l(.HTeJibHbIX pe3yJibTa­

T0B TeCTHpoBaHH.sI BHeJJ;pHIOTC.H orrepanIBH0. 

IlpoaKTHBHOCTb. OpraHbl BJiaCTH H yrroJIH0MoqeHHbie opraHH3aD;HI-i ocy­

r.u;ecTBJIHIOT rrpoaKTHBH0e rrpe,ll;0CTaBJieHHe ycnyr H cepBHC0B rrpH 0TCYTCTBHH 

3aK0H0)];aTeJibHbIX orpaHWieHHH, HaJIH1IHH 061,eKTHBHOM B03M0)l(H0CTH H co­

rnacirn KJIHeHTa B paMKax )l(H3HeHHbIX c:azyau;:aii. 

4.1.5. IlpHHD;IUibl 061,eKTHBHOCTH H 6ecnpHC1J)aCTHOCTH. 

Ilpe;::i;ocTaBrreHHe aK'ryan1>Hoii HHcpopMal(HH. OpraHbI BrracTH H yrrorrHo­

M01IeHHbie opraHH3aD;HH o6ecneqHBaIOT ,!J;0CTYITH0CTb ,il;JJH KJIHeHT0B HHcpopMa­

UHH o rrpaBHJiax, rrpol(e;::i;ypax rrpe,n:ocTaBrreHHH ycnyr H cepBHC0B, rrpaBax H 

o6.H3aHHOCTID{ KJIHeHTa, rrpHHHTbIX perneHHHX, 0 CTaTyce K0HKpeTHoro 3arrpoca 

0 rrpe,n:ocTaBJJeHHH ycnyrH HJIH cepBHCa, a TaK)l(e CB0eBpeMeHH0CTb rrpe,n:ocTaB­

JieHHH KJIHeHTY cooTBeTCTBYIOIIJ.eii HHcpopMaUHH. HHcpopMHpoBaHHe ocy­

r.u:ecTBJIHeTc.H B y,n:o6HbIX .ZJ:JIH KJIHeHTa T0qKax B3aHMO,n:eiICTBHH H B y,n:o6HOM 

.ZJ:JIH KJIHeHTa cpopMaTe. 

IIoom;peHHe o6paTHOM CBH3H, rrpH3HaHHe HMeIOID;HXCSI npo6neM. O6paT­

Ha.H CBH3b co CT0p0Hhl KJIHeHT0B B0CilpHHHMaeTCH opraHaMH BJiaCTH H YII0JIH0-

M0qeHHbIMH opraHH3a"QHHMH KaK II0M0IIJ.b B C0BepIIIeHCTB0BaHHH rrpol(eCC0B 

npe,n:ocTaBJieHHH ycrryr H cepBHC0B. IIpo6neMbI, B03HHKaIOIIJ,He B rrpou:ecce 

rrpe,n:ocTaBJJeHHH ycnyr H cepBHC0B, He CKpoIBaIOTCH H He 0'IpHUaIOTCH. 

4.1.6. IlpHHD;Hilbl 0TKpbIT0CTH li rrpo3paqH0CTH. 

OTKpbITOCTb. OpraHbI BJiaCTH li ynonH0MoqeHHbie opraHH3ar(HH ocy­

r.u;ecTBJIHIOT B3aHMO)];eHCTBHe C KJIHeHT0M B 0TKpbIT0M .l(HaJI0re, yqHTblBaIOT 



8 

o6paTH)'IO CBJl3b H ,n;eHCTB)'IOT B rrpo:u.ecce rrpe.u.ocTaBJieHIDI ycnyr H cepBHC0B B 

u;emrx y,n;oBJieTB0peHlHI IIOTpe6HOCTeH I<JIBeHT0B. 

IIpo3pal3:HOCTh. l1pou;e,n;yp1,r rrpe,n:0cTaBJieHJ.UI ycrryr H cepBHC0B JIBilJIIOT­

CJI 0TKpbIThIMH H II0HJITHhIMH Jl.IlJI KJIHeHTa. I1HCpopMHpOBaHHe 0 rropJl)];Ke 

rrpeJl.0CTaBJieHIDI ycnyr H cepBHC0B ocym:ecTBJIJleTCJI B IIpOCTOH H ITOHJITHOH 

cpopMe, rrpHHJITbie pemeHIDI Jl.0CTYIIH0 061>.SICHJIIOTCJI opraHaMH BnaCTH H yrrorr­

H0M0tJeHHbIMH opraHH3au;HJIMH. 

4.1. 7. IlpHH:U.HIII,I B3aHMH0f0 )l;0BepHJI H 6e30IIaCHOCTH. 

BhmonHeHHe o6eII..J;aHHH. Ily6nH1:IHO B3JITbie opraHaMH BnacTH H ynon­

H0M0t:JeHHbIMH opraHH3a:U.HJIMH Ha ce6JI o6.sr3aTeJihCTBa HCII0JIHJIIOTCH, YTBep­

)K,ZJ;eHHbie rrnaHbl pa6oTI,I peaJIH3YIOTCJI. B c.rry-qae HeJl.0CTH)KeHHH Heo6XOJl.HMO­

ro pe3yJihTaTa ,n:aHHhIH cpaKT npH3HaeTCJI opraH0M BJiaCTH HJIH ynoJIH0M0'lfeH­

HOH opraHH3an;HeH C nocne,n:)'IOIIJ.HM 061:>JICHeHHeM rrpH1:IHH. 

rapaHTIDI 6e30IIaCHOCTH B3aHMO,n::eiiCTBIDI H KOHq:>H,n;eHn;HaJihHOCTH ,n:aH­

HbIX. OpraHbl BJiaCTH H yrroJIH0M0t:JeHHbie opraHH3a:U.HH IIpH rrpe.n:ocTaBJieHHH 

ycnyr H cepBHC0B He C03Jl.aIOT pHCK0B Jl.IlJI 6e3oIIaCHOCTH KJIHeHTa H qneH0B ero 

ceMhH, HX )KH3HH, 3,U:0p0BbH, HM)'IIJ.eCTBa. OpraHbl BJiaCTH H YII0JIH0M0'lJeHHbie 

opraHH3aIJ;HH 3alIJ.HI:IJ;aIOT KOHq:>H,n:eHn;HanhH)'IO HHq:>opMan;HIO H nepC0HaJibHb!e 

,n:aHHbie KJIHeHTa. 

4.1.8. IlpHHI.J;HII 0TBeTCTBeHH0CTH. 

OpraHbI Brracnt, ynonHoMoqeHHble opraHH3au;HH H IDC pa60THHKH HeCYT 

0TBeTCTBeHH0CTb nepe,n: KJIHeHT0M 3a Heco6n10,n:eHHe rrpHHI.J;HII0B CTaH,n;apTa. 

4.2. PeanH3aIJ;HJI KJIHeHT0IJ;eHTpH'lJH0f0 no.n:xo,n:a B rocy,n:apcTBeHH0M H 

MYHHll;I-IIIaJibH0M yrrpaBrreHHH. 

K1meHTOIJ.eHTpHl3:HI,IH II0Jl.X0Jl. B rocy.u.apCTBeHH0M H MYHHIJ.HilaJibH0M 

ynpaBneHHH BHe,n:pJieTCJI nocpe,n;cTB0M BbIII0JIHeHHJI opraHaMH BJiaCTH H yrron­

H0M0tieHHbIMH opraHH3aIJ.mIMH rpe6oBaHHM CTaH,AapTa: 

K BhIHBJieHHIO H H3y-qeHJno IIOTpe6HOCTeH KJIHeHT0B; 

K IIpoeKTHp0BaHHIO H0BI:,IX H peHH)KHHHpHHry cy1IJ.eCTBYJOIIJ.HX ycnyr H 

cepBHC0B; 
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K npoueccy y,n:oBJieTB0peHH.H IlOTpe6HOCTeH KJIHeHTa rryTeM npe,n:ocTaB-

neHIDI ycnyr H cepBHC0B; 

K B3aHMO,n:eHCTBHID C opraHaMH BJiaCTH H ynonHOMO'LleHHbIMH opraHH3a­

umIMH B THilOBbIX TO'LIKax B3aHMo,n:eMCTBIDI C KJIHeHTaMH. 

4.3. Tpe6oBaHmI K Bl>UIBJieHMID H H3yqeHHIO IlOTpe6HOCTeH KJIHeHT0B. 

Bl>rnBJieHHe H H3yqeHHe IlOTpe6HOCTeH KJIHeHT0B np0B0.!(.HTC.SI 0TBeT­

CTBeHHbIMH 3a npe,n:ocTaBJieHMe ycnyr H cepBHCOB B paMKax )KH3HeHHOH cnrya­

IJ;MH opraHaMH BJiaCTM H ynOJIHOMO'LleHHbIMM opraHM3aI.J;mIMM. 

BbUIBJieHHe H H3y'LleHMe IlOTpe6HOCTeft KJIMeHT0B BKJIIO'LlaeT cne.n;yiorune 

:nanbl: 

cerMeHTaUM.H KJIHeHT0B H c6op CBe,n:eHMH 0 KJIHeHTCK0M 0ill>ITe; 

pa3pa60TKa (aKryarrn3a:u;ID1) KapT KJIHeHTCKMX nyTeH; 

npHH.HTHe peIIIeHHH no HT0raM H3yqeHIDI IlOTpe6HOCTeH KJIMeHT0B. 

Pe3yJII>TaTbl BhUIBJieHM..H M H3yqeHH.SI IlOTpe6HOCTeH KJIMeHT0B ..HBJI.SIIOTC.SI 

0CH0BaHHeM: 

,Il;JI.H y,n:oBJieTB0peHH.SI IlOTpe6HOCTeH KJIHeHT0B nyTeM npe,n:ocTaBJieHIDI 

ycrryr H cepBHCOB opraHOB BJiacn-1 H yrroJIHOMO'LleHHblX opraHH3aII;MH; 

,Il;JI.SI npoeKTMpoBaHmI H0BbIX H peHH)KMHHpMHra cyruecTBYffilUHX ycrryr M 

cepBHCOB opraHOB BJiaCTH M ynonHOMO'LleHHl>IX opraHH3aIJ;MH; 

.IJ:JUI no,nr0T0BKM 0TBeT0B no 3anpocy KJIMeHT0B B 0TH0IIIeHMH IlOTpe6Ho­

CTeH, y,n:oBJieTB0peHHe K0T0pl>IX B CHJIY 3aK0Ho,n:aTeJibCTBa, qrnHaHCOBbIX B03-

MO)KHOCTeH MJIH HHbIX o6cTO..HTeJibCTB Ha M0MeHT B3aHMO,Il;eHCTBM.SI C KJIHeHT0M 

He npe,n:cTaBJI..HeTC..H B03MO)KHbIM. 

OpraHbl BJiaCTH M yrroJIH0M0'LleHHble opraHM3aI.J;HM npoB0,n:..HT c6op ,n:aH­

HblX O KJIHeHTax H HX TeKyrn;eM KJIHeHTCKOM OllbITe B paMKax )Klf3HeHHOH CHTY­

aI.J;HH. 

,n:aHHbIMH, Heo6xo.n:HMblMH ,Il;JI.H BbUIBJieHH51 H H3)"LleHIDI IlOTpe6HOCTeH 

KJIMeHTOB,.HBJifilOTC.SI: 
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OTKpoITI:,Ie 11 o6me.n:ocrynHoie ,n:aHHoie, a TOM '9:HCJie CTaTHCTHqecKHe HC-

cne,n:oBrunrn, OTqen,I H rry6JIHKaU:HH, 0 rrpo6JieMax B3aHMO,n:eHCTBIDI KJIHeHTOB 

rrpH IIOJI)'T.JeHHH ycnyr H cepBHCOB; 

)KaJI06oI, o6pameHIDI, coo6meHIDI O n01'pe6HOCT.sIX, OT3bIBbI HJIH KOM­

MeHTapHH KJIHeHTOB B COUHaJII:,ffbIX CeT.HX, rpynnax B MecceH,n:)Kepax, Ha rrop­

Tanax, B M06IUJI,HbIX npHJIO)KeHHHX, B ,n:pyrHX HHq>opMau:irnHHoIX CHCTeMax op­

raHOB Brracni H yrroJIHOMoqeHHI:,IX opraHH3aU:HH; 

,n:aHHoie o6~eCTBeHHI:,IX 061>e)],HHeHHH rpa)K,Ll;aH; 

,n:oKJia,n:1:,1 YnorraoMoqeaaoro no rrpaBaM qerroBeKa B PoccHMCKOM <I>e.n:e­

pau;HH H Y noJIHOMO'qeHHoro no npaBaM qeJIOBeKa B CaMapCKOH o6JiaCTH, 

YrronHoMoqeHHoro rrpH Ilpe3H,D:eHTe PoccHHCKOH <I>e.n:epau:HH no rrpaBaM pe-

6eaKa H YnoJIHOMoqeaaoro no rrpaBaM pe6eHKa B Ca.MapcKOM o6nacTH; 

.n:ocTynHbie 06e3n11qeHH0Je ,n:aHHoie 06 HCTOpHH npe.n:ocTaBJieHH.H ycnyr H 

cepBHCOB, aaxo.n:xm11ecx B pacnopx)KeHHH opraaoB BJiacTH H ynonaoMoqeHHl>IX 

opraHH3au;Hii. 

Ha OCHOBaHHH aHaJIH3a co6paHHbIX ,n:aHHbIX opraHl>I BJiaCTH H yrronHO­

MOT.JeHHbie opraHH3aI.{HH: 

q>OpMYJIHpyIOT rHnOTe3bI O cerMeHTaU:HH KJIHeHTOB H HX KJIHeHTCKOM 

OIIbITe rrpH nonyqeHHH ycnyr H cepBHCOB; 

onpe,n:eJI.HIOT MeTO.ll:bI npoBe,LJ;eHmI yrny6neHHbIX HCCJie,n:oBaHHH c ueJibIO 

H3Yl.JeHIDI KJIHeHTCKoro OilblTa H pa3pa6aTbIBaIOT IIJiaHbl no npoBe.n;emno TaKHX 

Hccne,rr.oBaHHH; 

IIOJI)'1-IaIOT corrracHe Km-IeHTOB Ha H3Y'-IeHHe KJIHeHTCKOro onbITa npH 

rrpoae,LJ;eHHH Hccne,n:oaaHHH; 

rrpoBepmoT mIIOTe3hl O cerMeHTaIJJUi KJIHeHTOB H HX KJIHeHTCKOM OIIbITe 

rryTeM rrpoBe,n:eHH.H Hccne,n:oBaHHM, npHMeIDUI MeTo,n:1:,1 COUHOJIOrHT.JeCKHX onpo­

COB H HHbie MeTO,Il;bI. 

Pe3yJibTaTOM cerMeHTaI.J;HH KJIHeHTOB .HBJI.HeTC.H OTHeCeHHe H3yT.JeHHbIX 

rpyrrrr KJIHeHTOB K )KH3HeHHOM CHTyaU:HH H rrpoq>HJI.HM KJIHeHTCKOro cerMeHTa. 
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B I.l,emIX Bb:UIBJieHIDI Il01JJe6HOCTeH IOIHeHTOB opraHaMH BJiaCTH H ynoJI-

HOMoqeHHblMH opraHH3aI.l,IDIMH pa3pa6an,rnaeTC.H rrepBOHatiaJibHaJI KapTa KJIH­

eHTCKOro rryTH, KOTopa.H B )];aJibHeHIIIeM aKT)'aJIH3HpyeTC.H Ha OCHOBaHHH: 

cerMeHTaI.l,HH KJIHeHTOB H c6opa CBe,r:i:eHHH O KJIHeHTCKOM OilbITe; 

pe3yJibTaTOB MOHHTOpHHra y,r:i:oBrreTBopeHHOCTH KJIHeHTOB. 

KapTa KJIHeHTCKOro rryrH BKffiOqaeT CJie.!()'IO:uzyro HHQ?OpMau;mo: 

OilHCaHHe )l{H3HeHHOH CHzyan;HH; 

OITHCaHHe rrpOQ_)HJI.H KJIHeHTCKOro cerMeHTa; 

THITOBbie Il01JJe6HOCTH KJIHeHTa; 

,r:i:eHCTBH51 KJIHeHTa OT MOMeHTa B03HHKHOBeHH.H Il01JJe6HOCTH )];O MOMeH­

Ta ee y,r:i:oBJieTBopeHH.H; 

BH)l;bl (THilbI) norryqeHHhIX KJIHeHT3MH ycrryr H cepBHCOB; 

TO"l!KH B3aHMO)];eHCTBH.H C opraHaMH BJiaCTH H yrroJIHOMOlJeHHbIMH opra­

HH3aU,H.HMH; 

KJIHeHTCKHH OilbIT B TOlJKax B3aHMO,rr;ewcTBIDI. 

B paMKax H3y-qeHIDI KJIHeHTCKoro OilbITa B Kapzy KJIHeHTCKoro rryrH 

BKJil01iaIOTC5! Il03HTHBHbie Ha6n10,rr;eHIDI H THilOBbie npo6neMbl KJIHeHTOB B TOlJ­

Kax B3aHMO)];eHCTBH.H. 

Ha OCHOBaHHH H3y1:1eHH.H KJIHeHTCKOro OilbITa, pa3pa6oTaHHhlX (aKT)'aJIH-

3HpOBaHHbIX) KapT KJIHeHTCKHX nyTeH OTBeTCTBeHHbie 3a rrpe,r:i:ocTaBJieHHe 

ycrryr H cepBHCOB B paMKax )IUl3HeHHOH CHT)'aI.l,HH opraHbl BJiaCTH H ynoJIHO­

MOlJeHHhie opraHH3aI.l,HH: 

orrpe,rr;eJI51IOT rrpHOpHTeTHble )];JI51 y,rr;oBJieTBOpeHH}I rrorpe6HOCTeH H pe­

rneHmI Bhl.HBJieHHbIX rrpo6JieM rpymibI KJIHeHTOB HCXO,!:VI H3 OI.l,eHKH HX lJHCJieH­

HOCTH H COI.l,HaJihHOH 3HatIHMOCTH BbUIBJieHHbIX rrpo6rreM, orpaHH1:leHHOCTH 

HMeIOW:HXC.H pecypcoB; 

pa3pa6aTI:.IBaIOT peKOMeH)];aI.l,HH no IlOBhIIIIeHHIO KaqecTBa KJIHeHTCKOro 

OilbITa; 

rry6JIHKYIOT Ha Oq>HI.l,HaJII,HblX caiiTax B ceTH HHTepHeT pe3yJibTaTbI BhI­

.SIBJieHH.H H H3ytJeHH.H rrorpe6HOCTeM KJIHeHTOB. 



12 

I1pH cpopMHpoBaHHH peKOMeH7J:aI.J:MH no IlOBbiilleHmo Ka"t!eCTBa KJIHeHT-

CKoro OIIhITa opraHaMH BJiaCTH M YIIOJIHOMO"t!eHHhIMH opraHH3aUmIMH H3)'"t!a­

lOTC.SI rryqmHe oTe-qecTBeHHhie H 3apy6eJKHhie npaKTHKH rrpe.n;ocTaBrremrn ycrryr 

H cepBHCOB B paMKax JKH3HeHHhlX CHTyauHH. 

Pe3yJibTaTaMH pa3pa6oTKH MITH aKzyaJIH3aUMH KJIHeHTCKMX nyTeH opra-

HaMH BJiaCTM H yrroJIHOMOtieHHbIMH opraHH3aUmIMH .SIBJUIIOTC.H: 

KapTI,I KJIHeHTCKMX nyTeii; 

peKOMeH7J:aU,HH TIO IlOBbilleHMIO KatieCTBa KJIHeHTCKOfO OIIbITa; 

orry6m-rKOBaHHbie pe3yJibTaTbl BbUIBJieHH.H H H3)'"t!eHIDI THIIOBbIX rrorpe6-

HOCTeH KJIHeHTOB. 

4.4. Tpe6oBaHH.H K npoeKTHpOBaHHIO HOBbIX M peHHJKHHHpl-mry cym;e­

CTBYJOI[(HX ycrryr H cepBHCOB. 

I1poeKTHpOBaHI1e HOBbIX, peHHJKHHHpHHf cyruecTByIOIUHX ycnyr M cep­

BHCOB ocymecTBmieTC.H OTBeTCTBeHHblMH 3a rrpe.n;ocTaBrreHHe ycrryr H cepBHCOB 

B paMKax )KH3HeHHOH CMzyauHH opraHaMM BJiaCTH M ynoJIHOMO"t!eHHbIMH opra­

HH3aUHSIMH B uerrsrx y,u:oBJieTBOpemrn: norpe6HOCTeH KJIHeHTOB. Ilpouecc rrpo­

eKTHpOBaHH.H mrn peHH)KMHHpHHra ,U:OJI)KeH COOTBeTCTBOBaTb cne,u:yIOIUHM Tpe-

6oBaHH.SIM: 

OCHOBbIBaTI,C.SI Ha pe3yJibTaTax BbIBBJieHH.SI H H3y-qeHH.H norpe6HOCTefi 

KJIHeHTOB; 

yqHThIBaTI, B03MO)KHQCTH HCilOJih30BaHIDI y,n:o6HblX JJ:JI.H KJIHeHTOB TO"t!eK 

B3aHMO,U:eHCTBH.H C opraHaMH Brracn-r H ynoJIHOM01:IeHHbIMH opraHJf3aUH.HMH; 

OCHOBblBaTbC.SI Ha H3Y1:IeHHM U:Hq:>pOBOH HHcppaCTJ)YKTYPbl H opraHH3aUHH 

rrpoueccoB npe,LJ;ocTaBrremu1 ycrryr H cepBHCOB B opraHax BJiaCTH M ynorrH0Mo-

1:1eHHbIX opraHH3aUH.HX; 

yqHTI,IBaTI, HOBI,Ie TeXHOJIOrHH H .n;pyrHe B03MO)KHOCTH ,u:m1 IIOBbIIDemrn 

IIOTpe6HTeJI:bCKOH ueHHOCTH rocy,u:apCTBeHHbIX ycrryr M cepBHCOB; 

BOBJieKaTb KJil-IeHTOB B pa3pa60TKY H TeCTHpOBaHHe npoTOTMilOB ycrryr H 

cepBHCOB ,u:o BBO,n:a HX B 3KCIIJiyaTaQHIO; 

rrpHBO)l.HTI, K IIOBI,IilleHHIO KalfeCTBa KJIHeHTCKOro OilbITa. 
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Ilpo:u;ecc npoeKTHpoBaHIDI H0BbIX, peHH)I(HHHpHHr cym;ecTBYIOIIJ;HX ycnyr 

H cepBHC0B BKJilO"tJaeT: 

rro.n;roT0BKY K npoeKTHpoaaHHlO H0BhIX HJIH peHH)I(HHHpHHry cymecTBy-

lOII{HX ycnyr H cepBHC0B; 

pa3pa60TKY H TeCTHpoBaHHe np0T0THnoB ycnyr H cepBHC0B; 

BB0,ll, IIp0T0THIT0B ycnyr H cepBHC0B B 3KCITJiyaTaU,HlO. 

OCHOBOH ,ll,IDI Il0)l,r0T0BKH npou,ecca npoeKTHp0BaHIDI HJIH peHH:>KHHH-

pHHra cymecTByioIIJ;HX ycnyr H cepBHC0B .sIBJIIDOTC.8: 

pa3pa6oTaHHI>Ie HJIH aKzyanH3Hp0BaHHbie KapTbI KJIHeHTCKHX nyTeH; 

peK0MeH,n;aa:HH no Il0BblllieHHJO KaqecTBa KJIHeHTCK0ro 0UbITa. 

Ilo,ll,rOTOBHTeJibHblli 3Tan npH peHH)KHHHpHHre cymecTBYIOIIJ;HX ycnyr H 

cepBHC0B BKJIIO"tJaeT: 

aHaJIH3 HOpMaTHBHI,IX npaBOBbIX aKTOB H HHbIX ,ll,OKyMeHTOB, ycTaHaBJIH­

BaJOII{HX Tpe6oBaHHH K npe,ll,0CTaBnemuo ycnyr H cepBHC0B; 

aHaJIH3 KJIHeHTCKHX c:u;eHapHeB; 

aHaJIH3 npaKTHKH npe,ll,OCTaaneHH.sI ycnyr H cepBHCOB, B TOM qHcJie o:u;eH­

KY H3,ll,ep)I(eK Ha coaepmeHHe a,ll,MHHHCTpaTHBHbIX )l,eHCTBHH COTpY.D:HHKaMH op-
' 

raHOB BJiaCTH H ynoJIHOMoqeHHbIX opraHH3aU,HH HJIH )l,eHCTBHH B paMKax aI3TO­

MaTH3HpoBaHHbIX npou:eccoa HHq>OpMal{HOHHhIX CHCTeM opraHOB BJiaCTH H 

ynoJIHOMoqeHHbIX opraHH3a:[(HH; 

onHCaHHe TeKymero npou,ecca rrpe,ll,0CTaBJieHFUI ycnyr H cepBHC0B ( C00T­

HeceHHe KapTbI KJIHeHTCK0f0 nyTH C YTBep)K):(eHHbIMH KJIHeHTCKHMH cu:eHapH­

JIMH ). 

Ilo,ll,rOTOBHTeJibHhlli :nan npH peHH)I(HHHpl•rnre cyll{eCTBYIOlll:lfX ycnyr H 

cepBHC0B H pa3pa6oTKe H0BbIX ycnyr H cepBHC0B BKJIJOqaeT: 

aHaJIH3 nyqmHx 0TeqecTBeHHhIX H 3apy6e)I(HblX npaKTHK npe,ll,0CTaBrre­

HIDI ycnyr H cepBHC0B B paMKax )I(H3HeHHbIX CHT)'al{HH; 

pa3pa6oTKY H o:u;eHKY BapHaHT0B npe,ll,0CTaBrreHIDI ycnyr H cepBHC0B a 

paMKax )I(H3HeHHOH CHzya:u;HH, o6ecneqHBaIOII{HX pemeHHe Bhl.sIBJieHHbIX npo-

6neM npH H3)'1IeHHH KJIHeHTCKoro 0ilbITa; 
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pa.3pa6oTKY u:eneBoro npou:ecca npe.n:ocTaBJieHIDI ycnyr H cepBHCOB Ha 

OCHOBaHHH BbI6paHHOro BapHaHTa; 

pa.3pa6oTKY onttcaHIDI u:eneBoro npou:ecca npe.n:ocTaBneHIDI ycnyr 11 cep­

BHCOB (u:eneBoro KJIHeHTCKOro cu:eHapIDI). 

Pe3yJII>TaTOM no.n:roTOBKH K npoeKTHpOBaHHIO HOBl>IX ycnyr H cepBHCOB 

HJIH peHH)KHHHpHHry cyru:ecTBYIOru:Hx ycnyr H cepBHCOB HBmieTCH on11cam-1e 

u:eneBoro KJIHeHTCKOfO cu:eHapHH. 

Ha OCHOBe OIIHCaHIDI u:eneBoro IUIHeHTCKoro cu:eHapHH opraHI>I BJiaCTH H 

yrroJIHOMoqeHHbie opraHH3aU:HH 06ecrreq11BaIOT pa.3pa60TKY H TeCTHpOBaHHe 

rrpOTOTHIIOB, BXO,D;Hru:Hx B cu:eHapHH ycnyr HJIH cepBHCOB. 

BBo,n: B 3KCIIJiyaTaU:HIO rrpOTOTHIIOB yc.rryr H cepBHCOB ,ll;OJI)KeH ocy­

ru:ecTBJIHTbCH B COOTBeTCTBHH C TPe60Ba.JIIDIMH, ycTaHOBJieHHblMH 3aKOHo,n;a­

TeJibCTBOM Pocc11iicKoH <l>e.n;epau:1-rn 11 CaMapcKoH o6nacTH. 

Pe3yJII>TaTaMH BBO,n;a B 3KCIIJiyaTaU:HIO rrpoTOTHIIOB ycnyr H cepBHCOB HB­

JI.silOTCH: 

YTBep)K)];eHHl>Ie HOpMaTHBHbie npaBOBble aKTbl, HHbie ,n;oKyMeHTbI, Heo6- , 

XO,IJ;HMbie LI:JIH BHe,n:peHIDI ,n:eTaJIH3HpOBaHHOro npoTOTHIIa ycnyrH HJIH cepBHca; 

BBe,n;eHHblH B 3KCIIJIYaTaU:HIO IIpOTOTHTI ycnyr11 HJIH cepBHCa. 

4.5. Tpe6oBaHIDI K rrpou:eccy y,n;oBJieTBOpeHHH ITOTPe6HOCTeft KJIHeHTa 

rryTeM npe.n:ocTaBJieHHH ycnyr H cepBHCOB. 

Ilpou:ecc npe.n:ocTaBJieHHH ycnyr H cepBHCOB ,n;rrH y,n;oBrreTBopeHIDI rro­

Tpe6ttocTeii KJIHeHTOB ,D;OJI)KeH COOTBeTCTBOBan, cne.n:y10ru:HM Tpe6oBaHIDIM: 

OCHOBbIBaTbCH Ha pe3yJioTaTax BbUIBJieHIDI H H3yqeHH.H TIOTPe6HOCTeft 

KJIHeHTOB; 

pernaTI, rrpo6JieMbI KJIHeHTa u:enHKOM B paMKax )KH3HeHHOH c11zyau:H11; 

06ecneq11BaTb rrpoaKTHBHOe npe,n:OCTaBJieHHe ycnyr H cepBHCOB (B cny­

qae HaJIHqHH ofrneKTHBHOH B03MO)KHOCTH:); 
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MHHHMH3HpoBaTI, Heo6xo.n;HMOCTb o6parqeHIDI KJHieHTa B opraHE,I BJiaCTH 

H YII0JIH0MoqeHHbie opraHH3au;m1, BpeMH H CJI0)KH0CTI:, TaKoro B3aHMO.n;eii­

CTBHH; 

o6ecneqHBaTI:, HCIIOJII:,30BaHHe y.n;o6HhlX ,U:JIH KJIHeHTOB ToqeJ< B3aHMO­

,n;eHCTBIDI C opraHaMH BJiaCTH H yrroJIH0MoqeHHI:,IMH opraHH38.qHHM; 

o6ecrre'tfHBaTI:, o6paTHYJO CBH3I:, 06 y.n;oBJieTBOpeHHOCTH KJIHeHTOB Ka~e­

CTBOM rrpe.n;ocTaBJieHHI:,IX ycrryr H (HnH) cepBHCOB. 

Ilpe.n;ocTaBJieHI1e ycnyr H cepBHCOB .D;JIH y.n;oBJieTBOpeHID.l nor:pe6HOCTeH 

KJIHeHTOB BKmoqaeT cne.n;yrom;He OCHOBHI:,Ie :narr1,r: 

yrrpaarreHHe cornacHeM Ha npoaKTHBHOe rrpe.n;ocTaBJieHHe ycnyr H cepBH-

coB B paMKax )KH3HeHHOH CHr:yau;HH; 

pa3pa6oTKa KJIHeHTCKOfO cu;eHapm1; 

IIO.D;TBep:>K,D;eHHe rro-rpe6HOCTeii KJIHeHTOB; 

paCCMOTpeHHe H y.n;oBJieTBopeHHe rro-rpe6HOCTeH KJilieHTOB; 

rrorryqeHHe o6paTHOH CBH3H OT KJII·IeHTOB. 

OpraHaMH BJiaCTH H yrroJIH0M0'tfeHHI:,IMH opraHH3aD;ID.lMH ,D;0JI)KHE,I 6:E,ITE, 

06ecrreqen1,1 ycnoBH.sI, II03Borrmom;He KJIHeHTaM rrpe.n;ocTaBJUITEi cornacHH opra­

HaM BJiaCTH H yrroJIH0MoqeHHI:,IM opraHH3aD;ID.IM Ha npoaKTHBH0e npe.n;ocTaBJie­

HHe ycnyr H cepBHC0B B paMKax )KH3HeHHOH c1nyau;HH. 

CorrracHe KJIHeHTa opraHaM BJiaCTH H yrronH0MoqeHHI:,IM opraHH3aD;HHM 

Ha rrpoaKTHBH0e rrpe,n;ocTaBJieHHe ycrryr H cepBHC0B B paMKax )Klf3HeHHOH CH­

Tyau;HH rrpe.n;ocTaBJIHeTCH B cne.n;yro~Hx tj:>opMax: 

corrracHe Ha npoaKTHBHOe rrpe.n;ocTaBneHHe acex ycrryr H cepBHCOB B 

paMKax )KH3HeHHOH CHTyau:HH ,no M0MeHTa 0T3bIBa TaKoro cornaCHH; 

corrracHe Ha rrpoaKTHBHoe rrpe,n:ocTaaneHHe OT,n;eJihHMX_ ycnyr H cepBH­

coB. 

IlpH rrpe.n;ocTaBJieHHH cornacHH opraHaM BJiaCTH H yrronHoMoqeHHhIM op­

raHH3aUHHM Ha npoaKTHBH0e 0Ka3aHHe ycnyr H cepBHC0B B paMKax )Klf3HeHHOH 

c1nyau:HH ,U:OJI)l(Ha HCIIOJih30BaTbCH y.n;o6HaH ,D;JIH KmreHTa TQqJ<a B3aHMO):\eH­

CTBH}l. 
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OpraHaMH BnaCTH H YIIOJIH0MoqeHHI:,IMH opraHH3aD;mlMH ,ll0JDKHI:,I 61,ITI:, 

TaK:>Ke o6ecneqeHI:,I ycnoBH.H 0T3I:,IBa cornacH.H Ha npoaKTHBH0e 0K83am1:e ycnyr 

H cepBHC0B. 

,[(o MOMeHTa B3aHMO,lleHCTBH.H C KJIHeHTOM opraHE,I BJiaCTH H ynoJIHOMO­

qeHHI:,Ie opraHH3aD;I1.H p83pa6an,IBaIOT npe,11.BapHTeJII:,HI:,IH KJIHeHTCKHH c:u;eHa­

pHH. 

P83pa6oTKa npe,llBapHTeJII:,Horo KJIHeHTCK0f0 Cl.leHapH.H BKJIIOqaeT CJie-

.llYIOI:u;He :nan1,1: 

OTHeCeHHe KJIHeHTa K KOHKpeTHOH :>KH3HeHHOH CHTyau;:0.:0.; 

0THeceHHe KJIHeHTa K npoqnrnIO KJIHeHTCK0f0 cerMeHTa KJIHeHTa; 

onpe.aeneHHe THil0BI,IX IlOTJ)e6HOCTeH IOIHeHTa Ha 0CH0Be HH<pOpMa:u;HH 

06 0THeceHHH KJJHeHTa K )KH3HeHHOH CHrya:u;HH, npo<pHJIIO KJJHeHTCK0ro cer­

MeHTa; 

orrpe.aerreHHe IlOTJ)e6HOCTeH KJIH.eHTa Ha 0CH0Be HCT0pHH B3aHMO,lleH­

CTBH.H C KJIHeHTOM; 

pa3pa6oTKa npe.aBap:0.Terr1,Horo KJIHeHTCKoro c:u;eHapH.H rryTeM no.a6opa 

ycnyr H cepBHC0B ,11.JIH Y.ll0BJieTBopeHH.H IIOTpe6HOCTeH KJIHeHTa. 

B pe3yJibTaTe ,llJI.H KJIHeHTa onpe.aeJI.HeTCH KJIHeHTCK1fH c:u;eHapHH, KOTO­

pI:,IH opraHI,I BJiaCTH H yrrOJIHOMOqeHHI:,Ie opraHH3aI.J;I1.H fOTOBI,I npe,llJIO:>KHTI:, 

,r:r;mI Y.ll0BJieTB0peHHH ero IlOTpe6HOCTeH B paMKax )KH3HeHHOH CHTJa:u;IfH. 

IlpH K0HTaKTe C KJIHeHT0M opraHI,I BJiaCTif If yIJ0JIH0MoqeHHI,Ie opraHH-

3a:u;HH Il0,1J.TBep)K,D.aIOT H (HJIH) YT0qIDIIOT IIOTpe6HOCTH KJIHeHTa, B TOM qJ-Icrre 

Il0,llTBep)K)];aIOT: 

OTHeCeIDle KJIHeHTa K )KH3HeHHOH CHrya:u;HH; 

0THeCeHHe KJIHeHTa K npoqnrnIO KJIHeHTCK0ro cerMeHTa; 

0THeCeHHe IIOTpe6HOCTeH KJIHeHTa K THII0BhlM Il0Tpe6HOCTHM rrpo~HJI.H 

KJIHeHTCK0ro cerMeHTa; 

CTazyc KJIHeHTa, B TOM qHcrre aKTyaJIE,H0CTI:, paHee BbUIBJieHHI,IX rrorpe6-

HOCTeH KJIHeHTa. 
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B crryqae npoaKTHBHoro B3aHMo,n:eHCTBIDI opraHOB BJiaCTH H yrroJIHOMO-

qeHHbIX opraHH3aU:HH KJIHeHry ,n:om1rna 6I,ITh npe,n:ocTaBJieHa HH<popMaU:IDI o 

cornaCHH, Ha OCHOBaHI-IH KOToporo TaKoe B3aHMO,n:eHCTBHe ocym;ecTBJI.sieTC.sI. 

B CJiyqae OTKa3a KJIHeHTa OT rrpo,n:OJI)KeHHH B3aHMo,n:eHCTBHH KJIHeHry 

,D:OJI)I(Ha 6bITb npe,n:ocTaBJieHa B03MO)KHOCTb OT3bIBa cornacIDI Ha npoaKTHBHOe 

npe,n:ocTaBJieHHe ycnyr H cepBHCOB B paMKaX )KH3HeHHOH CHryau:HH. 

Pe3yJioTaTaMH B3aHMO,UeHCTBHH C KJIHeHTOM C u:em,IO IlO,il;TBep)K,UeHIDI 

HaJIHqH.sr y Hero norpe6HOCTeH .s!BJI.HIOTC.sr: 

cornacHe HJIH OTCYTCTBHe corJiaCIDI KJIHeHTa Ha B3aHMO,IJ;eHCTBHe C opra­

HaMH BJiaCTH H opraHH3aU:IDIMH B o:eJI.HX y,n:oBJieTBopeHHH ero norpe6HOCTeH, 

ecrrH TaKoe corrracHe .srnmieTCH o6.H3aTeJII,HbIM B COOTBeTCTBHH C 3aKOHO,naTeJih­

CTBOM PoccHHCKOH <I>e,n:epaO:HH H CaMapcKoii o6nacTH; 

CBe,n:eHIDI B UH<ppOBbIX CHCTeMax opraHOB BnaCTH H yrroJIHOMO"LJ:eHHbIX 

opraHH3aO:HH O rro,n:TBep)KJ(eHHbIX norpe6HOCT.HX KJrn:eHTa. 

B 3aBHCHMOCTH OT B03MO)KHOCTH y,n:OBJieTBopeHIDI IIOTpe6HOCTeii KJIHeH­

Ta ,n:oJI)KeH 6bITh onpe,n:eneH nop.sr,n:oK, no KOTopoMy 6y,n:eT ocym;ecTBJI.sIThC.H 

B3aHMo,n:eHCTBHe C HMM: 

norpe6HOCTH MO)KHO y,noBneTBOpHTb cornacHO KJIHeHTCKOMY co:eHapHIO 

H HMeIOID:HMC.sI B pacnop.SI)KeHHH opraHOB BJiaCTH H yrroJIHOMoqeHHbIX opraHH-

3aO:HH ,naHHbIM; 

· rrorpe6HOCTH MO)KHO y,n:oBJieTBOpHTI, corrraCHO KJIHeHTCKOMY co:eHapHIO, 

HO OTCYTCTByeT qacTb CBe,n:eHHH O KJIHeHTe Ha MOMeHT B3aHMO,n:eHCTBmI; 

norpe6HOCTH HeJII,3.sl y,noBJieTBOpHTI, corrracHo KJIHeHTCKOMY co:eHapHIO. 

EcJIH rrorpe6HOCTH KJIHeHTa MOryT 6I>ITb y,n:oBJieTBOpeHbI corJiaCHO KJIH­

eHTCKHM cu:eHapIDIM H HMeIOID:HMC.sI B opraHax BJiaCTH H yrronHOMO"LJ:eHHbIX op­

raHH3aO:mIX ,n:aHHbIM, TO Ha OCHOBaHHH rrpe,n:BapHTenI:,HOrO KJIHeHTCKOfO cu:e­

HapH.sI aBTOMan-iqecKH ocyiu:ecTBIDieTc.sr no,n:6op rrepeqHH ycrryr H cepBHCOB ,n:n.sr 

KJIHeHTa, TO eCTb onpe,n:en.sieTC.sI nepcOHaJibHhIH KJIHeHTCKHH c:u;eHapHH H MeCTO 

HaXO)K,IJ;eHHH KJIHeHTa Ha KJIHeHTCKOM rryrn. 
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Ecmr ,n.mr npHHHTIDI pemeHIDI o npe,n.ocTaBJieHHH ycrryr H cepBHCOB He-

,n:ocTaTOlfHO CBe,n;eHHH OT KJIHeHTa Ha MOMeHT B3aHMO,n;e:ikTB~ C HHM, TO opra­

HaMH BJJaCTH, ynoJIHOMOl:JeHHI,IMM opraHH3allIDIMM HJIH o6oco6JieHHblM y-qpe­

)K)]:eHHeM, r.ne npe,n.ocTaBIDIIOTCH ycnyrn H cepBMCbl KJIHeHTaM, o6ecnel.fHBaeTCH 

B03MO)KHOCTI:, 3aIIOJIHeHH.sr q>opM ,naHHbIX C He,[(OCTaIOm;eif HHq>OpMauHeii 0 

KJIHeHTe. 

CBe,n.eH~ ).];OJI)K.Hbl aBTOMaTHl.feCKH nona,n;aTb B JlH<ppOBOH npoq>HJII:, KJIH­

eHTa H 601Tb JJ.OCTYIIHbl opraHaM BJiaCTH H ynoJIHOMOl:JeHHhIM opraHH3aJlHHM, 

yi:iacTBYJOil(HM B npe,n;ocTaBJieHHH ycnyr H cepBHCOB. 

Ilocne nony-qeHIDI ,n;aHHI:,IX OT KJIHeHTa H HX o6pa60TKH opraHaMH BJiaCTH 

H ynoJIHOMoqeHHbIMH opraHH3aJlHHMH OCYIJleCTBJIHIOTCX CJie,n;yIOm;He npoBep­

KH: 

aBTOMaTHl:JeCKax npoBepKa npe,n;cTaBJieHHbIX ,naHHbIX Ha HenpoTHBOpe-

1:JHBOCTI:, CBe,n.eHHXM, co,n.ep)KaIJlHMCH B HHq>OpMa:[~HOHHhIX CHCTeMax opraHoB 

BJJaCTH H ynoJIHOMOl:JeHHhIX opraHH3aJlHH; 

aHaJIH3 npe,n:cTaBJieHHbIX ,n;aHHhIX Ha npaBOMQqHQCTI, npe,n;ocTaBJieHIDI 

ycnyrH HJIH cepBHca. 

Ilocrre BhIIIOJIHeH~ npoBepoK Ha3HaqeHHbie nepcoHam,Ho ycnyrH H cep­

BHChI H3 KJIHeHTCKoro cu;eHaprur npe,n;ocTaBIDIIOTC.sI KJIHeHTy. 

EcrrH IIOTpe6HOCTH KJIHeHTa HeJJb3X y,n;oBJieTBOpHTI:, cornaCHO KJIHeHT­

CKOMY cueHapmo, opraHbI BJiaCTH H YIIOJIHOMoqeHHI,Ie opraHH3aJlHH: 

npe,n;ocTaBJIHIOT KJIHeHTY HHq>OpMaumo O npHqHHax, no KOTOphIM HeJII:,35.[ 

YJJ.OBJieTBOpHTI:, ero IIOTpe6HOCTH; 

q>HKCHPYIOT B OTHOllieHHH KJIHeHTa CTazyc:01 06 y,n;oBJieTBopeHHH ero IIO­

Tpe6HOCTeii; 

paccMaTPJiBaIOT B03MO)KHOCTI:, pa3pa60TKH HOBbIX ycnyr H cepBHCOB, pe­

HH>KHHHpHHra cyru:ecTB)'lOII(HX ycnyr H cepBHCOB, aKzyaJIH3aJlHH KJIHeHTCKHX 

cueHapHeB; 
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110.z:r.n:ep)KHBalOT o6paTII)'IO CB.H3I:, C KJIHeHT0M, B c.rryqae ecrrH B03M0)K-

H0CT!; y,n;oBJieTB0peHH.H ero TIOTPe6iiocTH 110.SIBHTC.H ll0CJie a.KryarrH3aUl-IM KJIH­

eHTCK0ro cueHapH.H B 6y,n;yrueM. 

Pe3yJII:,TaTaMH paccM0TpeHH.H M y,n;oBrreTB0peHH.H TIOTPe6HOCTeii KJIHeHTa 

.HBJIHIOTC.H: 

pe3y.Ji1:,TaTI,I OKa3aHM.SI B3aHMOCBH3aHHhIX ycrryr M cepBHCOB KJIHeHTCKOro 

cueHapM.SI; 

CBe,D,eHM.SI B u;mppoBbIX CHCTeMax opraHOB BJiaCTH M opraHH3aUHH O CTa­

ryce y,n;oBJieTB0peHM.H IlOTpe6HOCTeii KJIHeHTa; 

HHq>OpMaUMH 0 npHqHHax, no K0T0pbIM HeJII:,35.[ y,z:i:oBJieTB0pHTI, II0Tpe6-

H0CTH KJIHeHTa; 

ll0Tpe6HOCTH KJIHeHTa, B 0TH0IDeHHM K0T0pbIX paccMaTPHBaeTC.H B03-

M0)KHQCTb pa3pa60TKH H0BbIX ycnyr H cepBHC0B, peHH)KHHHpHHra cyru:ecTBY­

IOIIJ,HX ycJiyr M cepBHCOB, aKryaJIH3au;HH KJIHeHTCKHX cu;eHapHeB. 

OpraHhl BJiaCTI-I M YIIOJIH0MoqeHHbie opraHH3aUHH o6ecneqHBaIOT c6op H 

o6pa60TKY o6paTHOH CBH3H OT KJIHeHTa. 

KJrneHry ,n:0JI)KHa 6bITh npe,n;ocTaBJieHa B03M0)KHOCTI, ou;eHHBaTb qepe3 

HHCTPYMeHThl o6paTHOH CB.H3li CTeneHI, y,z:i:oarreTB0peHH0CTH Ka)K,[J;OH 0T,D,eJib­

HOM ycrryroii M cepBHC0M, a TaK)Ke CTeIIeHb y,n;oBJieTBopeHHOCTH ero IlOTPe6Ho­

CTH B paMK8X )KH3HeHHOM CHryau;HH. 

Pe3yJioTaTbI o6paTHOH CB.sI3H ,D;0Jl)KHbl HCl10Jib30BaTbC.H opraHaMH BJiaCTH 

M opraHH3aD;HHMH ,D;JIH Bhl.HBJieHM.SI M H3yqeHM.SI rrorpe6HOCTeH KJIHeHT0B, npoeK­

THp0BaHH.H li peHH)KHHHpHHra ycJiyr M cepBHC0B B ueJIHX Il0BbIIIIeHmI KaqecTBa 

KJIHeHTCK0f0 0IThITa. 

KJmeHTY ,n:0JI)KHa 6o!Th npe,ri;ocraarreHa HHq>OpMaUH.SI 06 HCl10Jlb30B8HHM 

nonyt.J.eHHOM OT Hero o6paTHOH CB.H3H. 

O6o6ru:eHHhie ,n,aHHbie o6paTHOM CBH3H, a T8K)Ke rrpHH.SITbie Ha MX 0CH0Be 

perrreHHH opraH0B BJiaCTH M yrrorrH0MoqeHHbIX opraHH3a:QHM ,D;0JI)KHbl 6bITb ,n;o­

CTYTIHbI HeorpaHHqeHH0MY Kpyry KJIHeHT0B B p83pe3aX THII0BhIX )Kff3HeHHbIX 

CH'ryan:Hii, ycnyr M cepBHC0B, roqeK B3aHMO,D;eMCTBH.S:l. 
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4.6. Tpe6oBaHIUI K B3aHMo,z:i;e:ikTBHlO opraHOB BJiaCTJI H yrroJIHOM0'9:eH-

HhIX opraHM3aIWH C KnHeHTaMH B THIIOBhIX TO'tJKax B3aHMo,z:i;eHCTBM5I. 

Y KJJHeHTa ,n:omKeH cpopMHpOBaThC.H IIOJIO)KHTeJihHI,IH OIII,IT B3aHMO)];eH­

CTBH5I C opraHaMH BJiaCTH H yIIOJIHOMO'tJeHHbIMH opraHM3al.l;I-ISIMH BHe 3aBHCH­

MOCTH OT KaHarra ( crroco6a) TaKoro B3aHMO,n:eHCTBH5.I: 

I.J,Hq>pOBI,Ie Kamun,I H HX Il,I1cppoBhie TO'tJKH B3aHMOJJ:eHCTBH5.I: M06HJibHI,Ie 

rrpHJIO)KeHM5I, Oq>MI.J,HaJihHI,Je caHThI (rropTaJihI) opraHOB BJiaCTH H yrroJIHOMO­

qeHHbIX opraHH3aI.J,MH, COD;MaJibHI,Ie ceTH, MecceH,lI;)KepbI, qaT-60TbI, KOJIJI­

I.J,eHTpbI, roJIOCOBbie IlOMOlll,HHKH; 

ocpnairH-KaHaJII,I H HX oqrnaHH-TO'tJKH B3aHMO.LI;eHCTBH5I: opraHI,I BJiaCTJI H 

yrronHOMO'tJeHHble opraHH3an;HM, o6oco6rreHHble yqpe)K.l(eHH.H, r,n;e npe,n:ocTaB­

JI.HJOTC5I ycrrynr M cepBHChI KJIHeHTaM (MHOrocpyHKI.J,HOHaJihHbie I.J,eHTJ)bI rrpe,n;o­

CTaBneHH5I rocy,z:i;apCTBeHHhIX H MYHHI.J,HIIaJII,HI,IX ycnyr, I.J,eHTpbl 3aIDITOCTH 

HaceneHH.H, I.J,eHTpbI MHrpall,HH, TYPHCTH'tJeCKHe n;eHTpbI, H T.,n:.). 

IlpeHMylll,eCTBeHHhIMH KaHaJiaMH B3aI1MO.,ll;eHCTBIUl JJ:OJDl<Hbl 5IBJI.HThC.sI 

-n;HcppOBhie KaHaJihI B3aHMo,n:eHCTBM.H, TaK KaK cnoco6 JJ:HCTaHI.J,HOHHoro B3aHMO­

,n:eHCTBH.H .HBJJJieTC5I COBpeMeHHOH cpopMOH B3aHMO.,ll;eHCTBH5I JIJO,n:e:ti, 6H3Heca H 

rocy,n:apCTBa Me)KJJ:y co6o:ti M cnoco6cTBYeT pa3BHTHIO I.J,Hq>pOBhIX HaBhIKOB 6y­

,n:ylll,MX IIOKOJieHHH M CHIUKeHHIO CTOMMOCTH BHe.npeHH5I HOBbIX ycnyr H cepBH­

COB. 

Bo3MO)KHOCTb ,n:ocryrra K ycnyraM H cepBHCaM opraHOB BJiaCTM H ynoJI­

HOMOtieHHbIX opraHH3an;HH B oqrnaHH-KaHaJiax .ZI:OJI)l(Ha coxpaHHThC}I B BH,n:e 

aJibTepHaTHBHhIX crroco6oB, y,n:06m,1x .l(JI.H onpe.n:eneHHOfO TMrra KJJHeHTOB. 

Heo6xo,n:HMO YtIHThIBaTb Il0Tpe6HOCTH mo,n:eir C xpoHMqecKHMH 3a6one­

BaHIDIMH, JIIO)J.eH, orpaHH'tJeHHO HJHI BpeMeHHO HeTpy)J.ocrroco6HbIX, JIJO,n:e:ti c 

HH3KHMH HaBhIKaMH HCilOJib30BaHIUI n;HcppOBhIX TeXHOJIOfMH, B TOM qifcne B CH­

ny B03pacTa, a TaIOKe mo,n:eH C HH3KHM ypOBHeM 3HaHIUI pyccKoro .H3b!Ka: MH­

rpaHTbI, TYPHCTbl, HHBeCTOpbI, npO)KHBaIOlll,He HJIH HaXO)J.5.IIUHeC5I Ha TeppHTO­

pHH PoccHHCKOH <l>e,n;epaI.J,HH HHoc-rpaHHI>Ie rpa)KJJ:aHe. 
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5. Monrna:u:m1 KJIHeHTOI(eH'IJJIP·IHOfO IlOBe,n:eHIUl. 

CHCTeMa MOTHBa:U:HH cy6~eKTOB BHe,n:peHHH KnHeHTO~eHTpHqHoro rro,n:­

xo,n:a B rocy,n:apcTBeHHOM H M)'HH:U:HilanbHOM yrrpaBneHHH OCHOBbIBaeTCH Ha 

cne,n:ym~HX Tpe6oBaHHHX: 

rroompHeTCH y,n_oBJieTBOpeHHe IlOTpe6HOCTeM KnHeHTOB pa6oTHHKaMM 

( COTPYJJ:HHKaMH) opraHOB BJiaCTH M yrroJIHOM01IeHHhIX opraHH3aIJ;:EiM Ha ypoBHe, 

rrpeBOCXOJJ:HmeM O)KH,n:aHH.H KmieHTOB; 

o6ecneqMBaeTCH HaKOnneHHe, CTPYKTypHpOBaHHe, o6MeH H pacrrpocTpa­

HeHHe 3HaHMM no BOnpocaM IlOBbIIIIeHI•rn: KaqecTBa KJIHeHTCKoro OilbITa; 

ocymecTBJIHeTc.H BOBJie1IeHHe rrpe,n:cTaBHTenen opranoB BnacTH H yrrorr­

HoMoqeHHhIX opraHH3a:U:HM B rrpo:u:eccbl npoeKTHpOBaHHH HOBbIX ycnyr H cep­

BHCOB, peHH)KHHHpHHra cy~eCTBYlO~HX ycnyr H cepBHCOB; 

o6ecneqMBaeTc.H co3,n:aHHe H aKTHBHM rro.n:,n:ep)KKa coo6mecTBa cne:u:Ha­

rrHcToB-npaKTHKoB no Bonpoca.M IlOBbIIIIeHH.H KaqeCTBa KITMeHTCKoro OiloITa; 

cpopMHpyeTCH CHCTeMa BbIHBJieHH.H H no.n:,n:ep)KKH COTpy,n:HHKOB, opHeH­

n1poBaHHbIX Ha pa3BHTHe H rro.n:,n:ep)KaHHe npou;ecca nepexo,n:a Ha KJIHeHTon;eH­

TpaqHbIM no,n:xo,n: B rocy,n:apCTBeHHOM H M)'HH:U:HITanbHOM yrrpaBJieHHH. 



YTBEP)I{,n;EH 
IIOCTaHOBneHHeMilpaBHTenhCTBa 

CaMapcKoH o6nacTH 

OT ec< ✓- -/cl. r&?d ~ NQ ~ t}t) 

CTAH,[{APT 
«rocy,D;apCTBO ,D;IDI 6H3Heca» 

1. O6J.llHe II0JI0)l(eHHH 

I(em,IO pa3pa6oTirn CTaH,D;apTa KnHeHTou;eHTpHqHocTH B CaMapcKoH 06-

nacTH «rocy.n;apCTBO ,n:IDI 6H3Heca» (,D;anee - CTaH,D;apT) HBIDieTCH ycTaH0Bne­

HHe Tpe6oBaHHH no BHe,D;peHHIO KnHeHT0qeHTpHqHoro Il0,D;X0,n:a B rocy'Aap­

CTBeHH0M H M)'HHqHilaJibH0M yrrpaBneHHH rrpH B3aHMo,D;eHCTBHH C cy61>eKTaMH 

rrpe.n;rrpHHHMaTeJII:,CKOH H HHOH 3KOHOMHqecKOH ,n:e.sneJII:,HOCTH. 

B pe3yn:bTaTe ,D;0CTH)l(eHH.SI yKa3aHHOM qeJIH 0)l(H,n:a.IOTCH cne,D;y10m:11e 3q>­

cpeKTbI: 

II0BhlIIIeHHe ypoBHH y,D;oBneTBopeHHOCTH rrpe,D;cTaBHTeJieH npe,n:rrpHHH­

MaTeJihCK0ro coo6m:ecTBa KaqecTB0M rrpe,n:ocTaBneHHH ycnyr 3a cqeT a,D;pecHo­

cnr rrpe,n:ocTaBneHHH ycnyr, B TOM 1:JHcrre rrpH rrorryqeHHH Mep rocy,n:apCTBeH­

HOH H MYH~HIIaJII:,HOH no.n;,n:ep)l(KH, a TaK)l(e B paMKax ycTaH0BJieHHH H oqeHKH 

co6JIIO'AeHHH o6.sl3aT.eJII:.HI:,IX Tpe6oBaHHM; 

CHH)l(eHHe H3,n:ep)l(eK 6H3Heca rrpH B3aliMO,D;eHCTBHH C rocy,D;apcTB0M 3a 

C'tleT rrpHMeHeHHH qHq_>pOBI:,IX H nnaTCpOpMeHHbIX peIIIeHHH rrpH rrpe,D;0CTaBne­

HHH rocy,D;apCTBeHHblX H MYHHqHIJaJII:,HI:,IX ycnyr H HCII0nHeHHH rocy,D;apCTBeH­

HbIX H MYHHqHilaJII:,HbIX <PYHKqHH; 

Il0BhlIIIeHHe rrpHBJieKaTeJibH0CTH Ca.MapcKOM o6naCTH ,D;IDI Be,n:eHHH 6H3-

Heca. 

2. O6Jiacn, rrpHMeHeHHH CTaH,n:apTa 

2.1. B KaqecTBe KnHeHTa CTaH,D;apT paccMaTp1rnaeT He T0ilhK0 ,D;eircTBY­

IOIUHX cy61>eKTOB npe,n:rrpHHHMaTem,CKOH ,D;eHTeJII:,H0CTH, B3aHMO,D;eHCTBYIOIUHX 

C rocy,n:apcTB0M IIpH rronyqeHHH rocy'AapCTBeHHbIX HJIH MyHHqHilaJibHbIX ycnyr 
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H pearrH3au;HH cpyHKI.I;HH, HO H JIHU., co6Hpa1m:u;HXC.sI 3a.ID!TbC.H npe,n;IIpHHHMa-

TeJibCKOH HJIH HHOH 3KOHOMI-PieCKOH ,n;e.HTeJll,HOCTblO. 

KnHeHTaMH MoryT 61,1Tb KaK IOpH.n;WiecKHe JIHu;a, TaK H (pH3H1:JeCKHe JIH­

u;a, 3aper.HCTJ)HpOBaHHble B Kal:JeCTBe HH,[(HBH,[(YaJibHbIX npe,nnpHHHMaTerre:a H 

(HJIH) caMO3aH.HTbIX, a TaK)Ke KpecTI:,HHCKHe (cpepMepCK.He) X03.HHCTBa 6e3 o6pa-

3OBaHHH IOpH,nHqecKoro JI.HI.J:a H HHble 3aKOHHbie o6be,[(HHeHJUI rpa)K,D;aH, He HB­

JIHIOil];I{eCH IOpM,n;HqecKHMH JIHI.I;aMH, B TOM q11cne npocpecCHOHaJibHbie COI03bl, 

o6meCTBeHHbie 061>e,D;HHeHHH, ocymecTBJIHIOII(He HJIH HaMepeHHbie ocymecTB­

JIHTb YKa3aHHYJO Bhlille .n;e.srTeJII,HOCTb, a TaK)Ke COOTBeTCTByIOII(He HHOCTJ)aH­

Hbie nuu;a. 

2.2. CTaH,n;apTOM ycTaHaBJIHBaIOTCH 1J)e6oBaHHH K B3aHMO,[(eHCTBHIO roc­

y.n;apCTBa C KJIHeHTaMH no cne,n;yIOII(HM HarrpaBJieHH.HM: 

rrpe,n;OCTaBJieHHe rocy,napCTBeHHhIX H MYHHU:HIIaJibH.bIX ycrryr, npe.n;o­

CTaBJieHHe HHbIX ycrryr rocy.n;apCTBeHHbIMH H MYHIUJ:MIIaJibHhlMH y-qpe)K)];eHH}I­

MH (npe,n:rrpHHTHHMH) H HHblMH opraHH3aIJ:HHMH Ha OCHOBaHHH ,noroBopoB Cop­

raHaMH rocy.n;apcTBeHHOH BJiaCTH, opraHaMH MeCTHOro CaMoyrrpaBJieHH}I; 

npe.n;ocTaBJieHHe Mep rocy,napcTBeHHOH H MYHHIJ:HllaJibHOH 110,n:.n;ep)KKH, 

cpopMHpoBaHHe HHcppaCTJ)YKTJPbl rro.n;.n;ep)KKH H C03,[(aHHe crreu;HaJibHbIX pe)KH­

MOB npaBOBoro peryrrHpOBaHHH, BKJIIOqaH oco6bre 3KOHOMWieCKHe 3OHbl, Tep­

pHTOpHH orrepe)KaIOII(ero COI.I;HaJibH0-3KOHOMI-PieCKoro pa3BHTHH H HHbie; 

ycTaHOBJleHHe H ou;eHKa KJIHeHTaMH o6.H3aTeJII,HhIX 1J)e6oBaHHM; 

ou;eHKa co6rr10,n;eHHH ofo13aTeJ1bHbIX 1J)e6oBaHHH B paMKax rocy.n;ap­

CTBeHHoro KOHTJ)OJI.H (Ha,[(3opa), MJHHI.I;MllaJibHOfO KOHTJ)OIDI, rrpHBJieqeHHH K 

a,n;MHHHCTJ)aTHBHOH OTBeTCTBeHHOCTH, npe.n;ocTaBJieHHH JIHI.I;eH3HH H HHbIX pa3-

perneHHH, aKKpe)])ITaI.I;HH, ou;eHKH COOTBeTCTBHH rrpo,n;yKI.I;HH, HHbIX cpopM 

ou;eHKH H 3KCnepTH3hI; 

npe.n;ocTaBJieHHe cepBHCOB IIpH HCIIOJIHeHHH HHbIX rocy,n:apcTBeHHI,IX H _, 

MYHHI.I;HllaJibHhIX cpyHKIJ:H:H, BKJIIO"t!a.H cpyHKI.I;HH no,nroTOBKH H pearrH3aIJ:HH rrpo­

eKTOB rocy.n;apcTBeHHO-tJ:aCTHOro rrapTHepCTBa, MYHHIJ;IUiaJibHO-1:JaCTHOro rrapT-
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HepCTBa, ocyrqeCTBJieHIDI rocy.n.apCTBeHHhIX H MYHHIJJIIIaJibHbIX 3aKynoK H )],py-

rHe <pYHKUHH. 

2.3. CTaH)],apT HBIDieTCH o6x3aTeJil:>HhlM )],JIH npHMeHeHIDI opraHaMH roc­

y,napCTBeHHOH BJiaCTH (.n;anee - opraHbl BJiaCTH), opraHaMH MeCTHOro caMO­

ynpaBneHMH, rocy,napcTBeHHbIMH H MYHHI(HllaJibHblMH yqpe)K)];eHMHMH (rrpe.n.­

npH.HTIDIMH) H HHbIMH opraHH3aIJ;JIHMH, yrroJIHOMO'lleHHblMH B COOTBeTCTBHH C 

3aKoHO)],aTeJI.hCTBOM PoccHHCKOH <l>e.n;epau;HH H CaMapcKOH 06nacn1, B TOM 

'llHCJie Ha OCHOBaHHH .n;oroBopa, ocyrqeCTBJlHTb B3aHMO)],eHCTBHe C KJIHeHTaMH 

no YKa3aHHhIM BbIIIIe HarrpaBJieHHHM, H co,uep)l(HT -rpe6oBaHMH: 

K BbffiBJieHHIO H 0:3yqeHHIO rro-rpe6HOCTeH KJIHeHTOB B paMKax )l(H3HeH­

HOH c11zyaIJ;HH HCXO)],.H H3 rrpoq>HJUI KJIHeHTa; 

K rrpoeKTHpOBaHHIO H peHH)KHHHpHHry ycnyr, Mep IIO)UJ.ep)KKH, cepBHCOB 

B3aHMO)],eHCTBIDI C KJIHeHTaMH H MexaHH3MOB oueHKH co6JIIO)],eHH.H o6.s:3aTeJib­

HhlX Tpe6oBaHHH; 

K rrpoueccy y.n;oBneTBopeHMH norpe6HocTeii KJIHeHTa rryTeM rrpe,n;ocTaB­

rreHm1 ycnyr, Mep ITO)],)],ep)KKH H cepBHCOB ITO YKa3aHHblM Bbime HanpaBrremrXM; 

K B3aHMO)],eHCTBHIO opraHOB BJiaCTH H yrroJIHOMO'lleHHbIX opraHH3aIJ;HH B 

THllOBbIX TOtIKax B3aMMO)],eHCTBHH C KJIHeHTaMH; 

K cepBHCaM ITO ycraHOBJieHHIO H oueHKe KJIHeHTaMH o6H3aTeJibHhIX -rpe-

6oBaHHH H IIO o6ecrretieHHIO co6mo,ueHH.H KJIHeHTaMH o6.s:3aTeJibHbIX rpe6oBa­

HHH" 
' 

K MOTHBaUHH KJIHeHTOD;eHTpHqHoro IIOBe)],eHH.H pa60THHKOB opraHOB 

BJiaCTH H yrroJIHOMOtieHHbIX opraHM3aD;HH. 

3. TepMHHbl H orrpe.n;eneHHH 

,[I;nH :o;eneii CTaH.n,apTa HCIIOJib3YJOTCH crre.n.yrom;He OCHOBHbie repMHHbl H 

orrpe.n;eneHHH: 

KJIHeHT - ocym;ecTBIDIIOiqee rrpe.n;rrpHHHMaTeJibCK)'IO HJIH HttyIO 3KOHO­

MHqecKyID ,n:e.HTeJibHOCTb poCCHHCKOe HJIH HHOCT})aHHOe 4lH3HtieCKOe HJ[0 IOpH­

,ll;Ht:JeCKOe JUU.J;O, B3aHMO)],eHCTByrorqee CaMOCTOHTem,HO HJIH 'llepe3 ynoJIHOMO-
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'9:eHHOro rrpe.n;cTaBHTemI C opraHaMH BJiaCTfl H yrroJIHOMO'lleHHbIMH opraHH3a-

UH.HMH C uenr:,10 y.n;oBJieTB0peHHH CB0HX IIOTpe6HOCTeii; 

YIIOJIHOMoqeHHble opraHH3aUHH - IIO,ll.Be)];OMCTBeHHE,Je yqpe:>K,n;eHH.H H 

HHI,Ie opraHH3aUHH; 

I10'rpe6HOCTb KJIHeHTa - Heo6xo,n;HMOCTb )];0CTH:>Kemrn pe3yJinTaTa, perue­

HHJI rrpo6JieMbI, 3a,n;aqH HJIH B0IIpoca, peaJIH3yeMM KJIHeHT0M nocpe,n;CTBOM 

B3aHMO,ll.eHCTBIDI C opraHa.MH BJiaCTH H ynoJIHOMO'lleHHbIMH opraHH3aUIDIMH; 

KJIHeHTOUeHTpH1iHbIH II0,ll.X0)]; - IlO)J;X0,A B rocy.n;apCTBeHH0M ynpaBJieHHH, 

OCHOBaHHbIH Ha BbIXBJieHHH H H3yqeHHH IlOTpe6HOCTeH KJIHeHTa, IlOCTO.HHHOM 

ynyqmeHHH B3allMO)];eii:cTBIDI opraHOB BJiaCTH H yrroJIHOMOqeHHbIX opraHH3a­

UHli c KJIHeHT0M )];JUI y.n;oBJieTBOpeHHH era IIOTpe6HOCTeii:; 

ycJiyrH - rocy.n;apcTBeHHbie ycnyrH B 3HaqeHHH, orrpe.n;eneHH0M <l>e.n;e­

paJibHbIM 3aK0H0M OT 27.07.2010 N2 210-<1>3 «06 opraHH3a[(HH rrpe.n;ocTaBJie­

HH.H rocy.n;apCTBeHHbIX H MYHHUHilaJibHbIX ycrryr», H HHbie ycnyrH, rrpe.n;ocTaB­

JI.HeMbie opraHaMH BJiaCTH H yrroJIHOMoqeHHbIMH opraHH3a1.(IDIMH; 

Mepbl no,rmep:>KKH - Mepbl CTHMYJIHp0BaHH.H ,n;e.HTem,H0CTH B cq>epe npo­

MbIIIIJieHH0CTH B C00TBeTCTBHH c <l>e.n;epanbHbIM 3aK0HOM OT 31.12.2014 

N2 488-<1>3 «O rrpoMMIIIJieHHoii rronHTMKe», Mepbl rro,rmep:>KKH cy6oeKTOB Ma­

nora H cpe,n;Hero rrpe.n;npHHHMaTeJibCTBa B COOTBeTCTBHM C <l>e.n;epaJibHbIM 3a­

K0H0M OT 24.07.2007 N2 209-<1>3 «O pa3BHTHH MaJioro H cpe,n;Hero npe.n;npHHH­

MaTeJibCTBa», HHa.H ,n;e.HTeJII,H0CTb, ocy:w;ecTBJUieMa.H opraHaMH BJiaCTH H yrron­

H0MO"':IeHHbIMH opraHH3aUHHMH B uerr.HX pa3BMTHJI cy61,eKTOB rrpe.n;rrpHHHMa­

TeJibCKOH H HHOH 3KOHOMH'lleCKOH ,ll.eHTeJII,H0CTH; · 

cepBHCbl - npe,n;oCTaBIDieMbie KJIHeHTY UHq>pOBblMH CHCTeMaMH opraH0B 

BJiaCTH H yrroJIHOMoqeHHI,IX opraHH3aUHH ycnyrH, Mepbl rro.n;.u.ep:>KKH, HX qacTH, 

a TaK:>Ke aBTOMaTHqecKH HCIIOJIHHeMble qacTM rocy.n;apCTBeHHbIX H MYHHUH­

IlaJibH:E,IX q>yHK[(HH; 

rrpoaKTHBH0e rrpe.n;ocTaBJieHHe ycnyr H cepBHC0B - rrpe.n;ocTaBneHHe KJIH­

eHTY ycnyr, Mep II0)UJ.ep:>KKH H cepBHC0B B paMKax )KH3HeHHOH CHTyaUHH 6e3 

3anpoca KJIHeHTa no ero npe.L(BapHTeJibHOMY cornacH10; 
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)KH3HeHHa.H c1-rryau;IDI - HaJIHtJ:He HJIH HacTyrrrreHHe o6CTO.HTeJII,CTB, BJie-

KYIIJ;HX ,n:mr KJIHeHTa B03MO)KHQCTb HJIH Heo6xo,n:HMOCTI:, B3aHMo,n:eHCTBOBaTb C 

opraHaMH BJiaCTH H yrroJIHOMoqeHHhIMH opraHH3aIJ;H.HMH B u;eJUIX rro.rryqeHIDI 

ycrryr H (HnH) cepBHCOB; 

y,n:oBJieTBOpeHHOCTI:, KJIHeHTa - H3MepHMOe BOCIIpli.HTHe KJIHeHTOM CTe­

neHH BbITIOJIHeHIDI ero O)KH):(aHHH; 

rrpoqrnm, KJIHeHTa - COBOKYIIHOCTb CBe,n:eHHH O KJIHeHTe, KOTOpbre HC­

IlOJib3YIOTC.H Jl.JUI orrpe,n:erreHH.H rpyrrrr KJilleHTOB, cxeM IIOBe,n:eHHH H npe,n:rro­

tJ:TeHHH 3THX rpyrrrr KJIHeHTOB C :u;errhIO ynyqrnem-rn KJIHeI-ITCKoro OIIbITa; 

rrpoq>HJib KJIHeHTCKoro cerMeHTa - COBOKYIIHOCTI, q>aKTOB, CBe,n:eHHH H 

o6rn;HX xapaKTepHCTHK, rrpHcym;HX rpyrrrre KJIHeHTOB, CXO)l(HX no KaK0My-n0:60 

rrpH3HaKY HJIH COBOKYIIHOCTH rrpH3HaKoB; 

KJIHeHTCKHH rryTI, - rrocne,n:oBaTeJII,HOCTb ,n:eHCTBHH KJIHeHTa, KOTOpbie OH 

ocyrn;eCTBJUieT OT MOMeHTa B03HHKHOBeHHH Q)KH,n:aHH.H (IIOTJ)e6HOCTH) .n:o MO­

MeHTa ero ( ee) Yll.OBJieTBOpeHH.H, B TOM tJ:HCJie rrpH B3aHMO,n:eHCTBHH C cepBHCa-

KapTa KJIHeHTCKOro IIYTH - OilHCaHHe KJIHeHTCKoro TIYTH B BHJl.e anro­

pHTMOB 11 cxeM, B Ta6mrqHoH, rpaqmqecKOH HJIH CMeillaHHOH q>OpMax; 

KJIHeHTCKHH OIIblT - H3MepHMruI o:u;eHKa KJIHeHTOM pe3yJibTaTOB IIpOXQ)K­

,n:eHH.H KJIHeHTCKoro rrynt:, B TOM qffcne ero OT,n:eJIE,HE,IX :narroB, R BH,n:e COBO­

KYIIHOCTH KOfHHTHBHhIX, 3MOll;HOHaJibHhIX, ceHcopHbIX H IIOBe.n:.effqeCKHX peaK­

Il;HH rrorpe6HTen.H; 

KJIHeHTCKHH c:u;eHapHH - nocrre.n:.oBaTeJibHOCTb ,n:eHCTBHH KJIHeHTOB HJIH 

HHbIX cyfrbeKTOB B3aHMO,l(eHCTBIDI B paMKax rrpe,n:ocTaBJieHH.H ycrryrH, B TOM 

tJHCJie npH B3aHMOJl.eHCTBHH C cepBHCaMH, HanpaBJieHHbIX Ha rro.rryqeHHe onpe­

.n:.erreHHOfO a,n:MHHHCTpaTHBHhIMH rrpou,e,n:ypaMH pe3yJibTaTa IIpOXO)KJl.eHIDI OT­

,n:eJibHhIX :naIIOB KJIHeHTCKOro rryrH; 

rrpoeKTHpOBaHHe - .n:e..snem,HOCTh, OCHOBaHHruI Ha MeTo,n:onorHH H TeXHO­

rrorm1x, HanpaBJieHHa.H Ha pa3pa60TKY ycnyr M cepBHCOB B COOTBeTCTBHH C TJ)e-

6oBaHH.HMH KJIHeHTo:u;eHTJ)HtJHoro rro,n:xo.n:.a; 
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peHH)IUIHHpHHr - ,n;e.SITeJII,HOCTI,, OCHOBaHHa.SI Ha MeTo.n;orrorHH H TeXHO­

rrornsrx, HanpaBrreHHa.sr Ha peq>0pMHpoBaHHe HJIH nepenpoeKTHpoBaHHe ycnyr H 

(mrn:) cepBHCOB B uemix OTITHMH3aUHH ,n:e.srTeJibHOCTH opraHOB BJiaCTH H ynoJI­

HOMoqeHHI,IX opraHI13aUlfH, ,n:JI.SI o6ecrreqeHH.SI COOTBeTCTBH.SI rrpe,n:ocTaBJI.SieMI,IX 

ycJiyr H (Hmi) cepBHCOB KJIHeHTOUeHT_PifqHOMY rro.n;xo,n:y; 

o6.SI3aTeJII,Hbie Tpe6oBaHH.SI - co,n:ep)Kam;11ec.SI B HOpMaTHBHI,IX rrpaBOBbIX 

aKTax rpe6oBaHH.SI, CBH3aHHble C ocym;ecTBJiemrnM npe,n:npHHHMaTeJII,CKOH H 

HHOH 3KOHOMWieCKOH ,n:e.siTeJII,HOCTH, OQeHKa co6mo,n:eHH.SI KOTOpbIX ocym;ecTB­

JIHeTC.sl B paMKax rocy,n:apcTBeHHOro KOHTpon.sr (Ha,n:3opa), MYHHUHilaJII,Horo 

KOHT_POJUI, IIpHBJieqeHHH K a,n:MHHHCT_PaTHBHOH OTBeTCTBeHHOCTH, npe,n:ocTaB­

neHH.H JIHUeH3HH H HHI,IX pa3perneHHH, aKKpe,n:HTaUHH, oueHKH COOTBeTCTBH.SI 

npo,n:yKQHH, HHI,IX cpopM OQeHKH H 3KCIIepTH3bI; 

o6.si3aTeJII,Hble HH<pOpMaUHOHHI,Ie rpe6oBaHHH - o6.H3aTeJibHbie rpe6oBa­

HH.SI K KJIHeHTY no c6opy, no.n;roTOBKe H rrpe,n:cTaBJieHHIO opraHaM ny6JIHqHoH 

BJiaCTH orrpe,n:erreHHOH HH<pOpMaUHH (,n:oKyMeHTOB, CBe,n:eHHH); 

pa3pa6oTqHKH o6.H3aTeJJI,HbIX Tpe6oBaHHM - opraHbI BJiaCTH, opraHhl 

MeCTHOfO caMoyrrpaBrreHIDI H opramI3aQHH, ynoJIHOMoqeHHbie Ha pa3pa60TKY 

HOpMaTHBHblX npaBOBblX aKTOB, ycTaHaBJIHBaIOIIJ;HX o6.sr3aTeJibHI,Ie -rpe6oBaHH.SI; 

KJIHeHTCKaH oueHKa o6.SI3aTeJII,HbIX -rpe6oBaHHH - rrpoBO.l{HMaH KJIHeHTOM 

o:a:eHKa <paKTWieCKOfO KJUt:eHTCKOfO OIIbITa co6JIIO)];eHH.SI .n;eHCTBYIOIUHX ofo13a­

TeJinHbIX Tpe6oBaHHH HJIH IlOTeHUHaJibHOro KJIHeHTCKOfO OIII,ITa co6JJIO,n:eHH.SI 

rrpoeKTHpyeMI,IX o6.SI3aTeJibHbIX rpe6oBaHHM B paMKax ycTaHOBJieHHbIX npo:u:e­

.n;yp; 

o6ecneqeHHe co6JIIO,n:eHH.SI o6.SI3aTeJibHbIX Tpe6oBaHHH - ,n;e.SITeJibHOCTb 

opraHOB BJiaCTH H ynonHOMOqeHHI,IX opraHH3aD;HM, BKJIIOqaro:rua.si rrpe.n;ocTaB­

JieHHe KJIHeHTaM .l{JI.SI rrpHMeHeHH.SI Ha .n;o6poBOJibHOH OCHOBe CTaH.n;apTHblX an­

ropHTMOB, BbIIlOJlHeHHe KOTOpbIX rapaHTHpyeT co61110.n;eHHe COOTBeTCTBY:EOIUHX 

o6.SI3aTeJII,HJ,IX T_Pe6oBaHHH, H cepBHCOB, Heo6xo.n;HMI,IX )];JI.SI oueHKH co6rrro,n:e­

HH.SI o6.si3aTeJibHI,IX Tpe6oBaHHH B paMKax rocy,n:apCTBeHHOro KOHT_POJlH (ml,[{30-

pa), MYHHUHIIaJibHOfO KOHT_POJI.H, npHBJJeqeHHJI K a,n:MHHHCTpaTHBHOM OTBeT-
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CTBeHHOCTH, rrpe.u;ocTaBneHIDI JIHII;eH3HH H HHI,IX pa3peIIIeHHH, aKKpe,n;1na:u;1-rn, 

OJWHKH COOTBeTCTBIDI rrpo,n;yKII;HH, HHblX cpopM o:u;eHKH H 3KCIIepTH3bI. 

4. OcHOBHbie II0JI0)KeHH..sI 

4.1. PyKOBO.r(..silI(He rrpHHII;HIII,I 

4.1.1. IlpHHII;HIII,I paBH0ro ,[{0CTyrra 

KJIHeHT - B u:eHTPe ,n;e..sITeJII,H0CTH. rocy.u;apCTBO o6ecrreqHBaeT C03,rr.amrn 

6narorrpH..sITHbIX H KOMq_)OpTHI,IX ycJIOBHH .r(JI..sI peanH3aII;HH KJIHeHT0M rrpe.rr.rrpH­

HHMaTem,CKHX H HHbIX HHHU:HaTHB. TioTPe6HOCTH, HHTepeCI:,I KJIHeHTa HBJI.HIOT­

Cj} OCHOBOH IIpH rrpoeKTHp0Ba~HH H0BI:,IX H peHH)KHHHpHHre cyr.u:ecTB)'lOlI(HX 

ycnyr, Mep rro.n;.rr.ep)KKH H cepBHC0B. Tio,n;xo,n K pa6oTe c KJIHeHT0M nepcoHanH-

3HpoBaH H o6ycJIOBJieH KOHKpeTHOH )KH3HeHHOH CHTya:u;aeii. 

,[(oczyrrHoc-r:1,: o6ecrreqeHHe B03M0)KH0CTH 6ecrrpen..sITCTBeHHoro o6pa­

r.u:eHmr 3a rronyqeHHeM ycnyr, Mep no,n:.rr.ep)KIGI, cepBHCOB BHe 3aBHCHMOCTH OT 

MeCTa HaX0)K.r(eHHH KJIHeHTa H ccpephl ero .rr.e.snem,H0CTH; npocT0Ta H II0HHT­

HOCTI:, rrocne.rr.oBaTeJibHOCTH npou:e,n:yp; ynpolI(eHHe ..sI3hIKa HOpMaTHBHO­

rrpaB0B0I'0 perynapoBaHIDI c u:enhIO o6ecneqemrn Il0HHMaHHH TPe6oBaHHM 

H0pMaTHBHhIX rrpaB0BbIX aKT0B 6e3 cneII;HaJII,H0ro o6pa30BaHIDI H npaKTlfqe­

CKoro OIIhITa B3aHMO.[(eHCTBIDI C opraHaMH BJiaCTH H yrronHoMoqeHHhIMH opra­

HH3aU:IDIMH. 

4.1.2. TipHHU:HIIhI 3q><peKTHBHOCTH H y,n:o6CTBa 

Y ,n:o6CTBO H CK0p0CTE,. IIpo6JieMbI KJUieHT0B pernaroTC..sI np0CT0, Heo6pe­

MeHHTeJII,HO, C MHHHMaJibHhIMH 3aTPaTa.MH BpeMeHH. BbICTPaHBaeTCH npoaK­

THBHOe BH,n:eHHe )KH3HeHHOH CHryao;HH KJIHeHTa, HCXO,D:..sI H3 KOTopoii cpopMapy­

eTC..sI Ha6op ycnyr, Mep no.rmep)KKH H cepBHC0B. 

CepBHCHrur Kynnzypa. OpraHbI BJiaCTH H yrronHoMoqeHHhle opraHH3aU:HH 

o6ecneqaBaIOT KOM<popTHyro, ,n:py)KeCTBeHHyro cpe,n:y H B:&rcoKyro KYJinTYPY 

B3aHMO,n:eiiCTBIDI. OHH o6na,n:aIOT qeTKHM II0HHMaHHeM IlOTPe6HOCTeii KJIHeHTa 

H ,n:eHCTB)'lOT B C00TBeTCTBHH C 3THMH IIOTPe6HOCT.SIMH. I1x C0TPY,D:HHKH rrpo..sIB­

JI5llOT yBa)KeHHe K .n:erroBOH penyTaII;HH KJIHeHTa, 0T3bIBqHB0CTh H 3a6oTy. He-
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,n,orrycTHM0 C0BepmeHHe ,n,e:iicTBHH HJIH 6e3,n,eHCTBIDI, npHH.Sime pemeHHH, Bbl-

pa)KaJO.ru:HXC,SI B ~CKpHMHHaU:H0HH0M rro,n,xo,n,e K KJIHeHTaM. 

Pe3yrr1>TaTHBHOCTb. OpraHbl BJiaCTH H yrroJIH0M0"l!eHHble opraHH3aQHH 

opHeHTHp0BaHbl He Ha q_>OpManbHOe paCCM0TJ)eHHe B0IIp0C0B, a Ha rrpe,n,ycM0T­

peHHI:,IH 3aK0H0M rrorro)KHTerrI>Hl>IH pe3yrrnTaT, TPe6yeMblH c y-qeToM )KH3HeH­

HOH CHryau;HH, ):(JI.SI ,l(0CTH)KeHIDI K0T0poro KJIHeHTY 0Ka3bIBaeTC,Sl Heo6xo,n,HMOe 

co,n,eHCTBHe. Jlro6oe .n.e:iicTBHe, BJieKy.ru:ee rrpH0CTaH0BJieHHe, rrpeKpa.ru:eHHe 

rrpe,n,ocTaBrreHIDI ycrryr, Mep no.n..n.ep)KKH, cepBHC0B, corrpoBo)K,ll,aeTc.SI HC"l!ep­

IIhIBaro.ru:HMH pa3b.sICHeHIDIMH, Il03BOJI.SIIOlllHMH KJIHeHry IIOJI)'1:IHTI:, IlOJIO)KH­

TeJII,HI,IH pe3yrr1>TaT. 

4.1.3. IlpHHU:HIIhl e,l(HHCTBa H QeJI0CTH0CTH 

IlpHH.sITHe pemeHHH Ha 0CH0Be ,ll,0CT0BepHl>IX ,l(aHHhIX. BnI.SIBJieHHe H 

H3yqeHHe IlOTpe6HOCTeH KJIHeHT0B, rrpoeKTHp0BaHHe H peHH)KHHHpHHr ycrryr, 

Mep rro.n..n.ep)KKH H cepBHC0B, a TaK)Ke MexaHH3M0B ou:eHKH co6nro,n,emrn: o6.s3a­

TeJihHhIX rpe6oBa.HHH ocy.ru:eCTBJISIIOTC.SI Ha 0CH0BaHHH 061,eKTHBHbIX ,[{aHHhIX, a 

He cTepeonmoB. 

IlocJie,l(OBaTeJibHOCTI, B npHH.HTHH pemeHHH H ocy.ru:ecTBJieHHH .n.eiieTBHH. 

AHanOrH"l!Hl>Ie CHzyaQHH H 3anpoc1>1 pemaroTCH e,n,HHOo6pa3HO. l13MeHe­

HHe rro.n.xo.n.a .sIBmleTC,Sl CHCTeMHl>IM, a He pe3yJII>TaT0M crry-qaHHOCTH HJIH cy61,­

eKTHBHblX npecpepeHU:Hli. 

4.1.4. IlpHHU:HilbI II0CT0.SIHH0f0 Il0BbiilleHH.SI Ka"l!eCTBa H npoaKTHBH0CTH 

OTKpbITOCTI> H B0BJieqeHH0CTb: HHq>OpMHpOBaHHe KJIHeHTa 0 .n.e..sITeJibH0-

cnr opraH0B BJiaCTH H yrrorrH0M0qeHHhIX opraHH3aU:HH no e,n,HHbIM CTaH,n,apTaM; 

BHe.n.peHHe OHJiaHH-OTCJie)KHBaHH.SI rrpoxo)K,ll,eHH.H 3a.sIBJieHIDI KJIHeHTa ,[{JI.SI 

o6ecrre'l!eHIDI npo3paqHQCTH H B03M0)KH0CTH M0HHT0pHHra KJIHeHT0M npou:ecca 

npe,n,ocraBneHIDI_ ycrryr, Mep rro.n..n.ep)KKH; o6ecrreqeHHe o6parHoii CB.SI3H c KJIH­

eHTaMH, y-qeT ee pe3yJII>TaT0B. 

BHe,n:peHHe HHHOBaU:HH. rocy.n.apCTBO rrpHMeH.SieT H0Bbie TeXH0JI0fHH H 

.n.pyrHe B03MO)KHOCTH .n.mi: IIOBI,IilleHHH KaqecTBa npe.n.ocTaBJieHIDI ycnyr, Mep 
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no.rr..z:i:ep)KKH 11 cepBHC0B. HoBOBBe,neHIDI npoX0.!VIT ofol3aTem,Hoe TecnrpoBamrn 

H BHe,n:pmoTC.H onepanIBH0. 

ITpoaKTHBHOCTI, - :no npoaKTHBH0e npe,n:ocTaBJieHHe yc.rryr (HCIIOJIHeHHe 

<pyHKI.J;HH), Mep no.n:.n:ep)l(KH H cepBHC0B npH HanHqHH 06'.beKTHBHOH B03M0)KH0-

CTH C cornacIDI KJIHeHTa B paMKax )K0.3HeHHnlX CHryau;HH. 

4 .1.5. IlpHHI.J;Hilbl 06-beKTHBHOCTH H 6ecnpHC'IpaCTHOCTH 

Pa3)'MHOCTb peryn0.poBaHH.H. rocy.n:apcTBO 06ecneq11BaeT 0ilTHManI,­

H0CTI, a,n:MHHHCTpaTHBHbIX npou;e.nyp, o6oCHOBaHHOCTI:, npHHHMaeMbIX perne­

HHH, npHB0.D:.HW:HX K 6I>ICTpOTe H Bbiro,n:e co6mo,n:eHH51 o6.sr3aTeITI>HbIX Tpe6oBa­

HHH. CBe,n:eHH.H H3 HH<pOpMaUHOHHbIX CHCTeM KITHeHTOB nepe,n:aIOTC.H B KOH­

TpOilbHbie (ml,l(30pHbie) opra.Hbl, KOTOpb!e aHanH3HpYJOT H rrpe.nyrrpe)K,l(aIOT 0 

B03M0)KHbIX rrpo6neMax, pHCKax H HapyrneHIDIX. KoHTpOJII, HarrpaBJieH He Ha 

rrpHMeHeHHe caHKU:HH, a Ha CTHMynwpoBaHHe rrpaBOMepHoro IlOBe,n:eHH5L rocy­

.n:apcTB0 co3,z:i:aeT ycnoBH.SI ,l(illl MHHHMH3aUHH K0H'Ip0ill>HbIX (Ha.!{30pHI>IX) Me­

porrpH.HTHH. 

He.nonycnIMOCTI, H36bITQqffI,IX H3,n:ep)KeK. Tpe60B8.HIDI opraH0B BJiaCTH H 

ynoJIHOMoqeHHbIX opraHH3aUHH K KJIHeHT)' B03JiararoT Ha Hero MHHHMYM H3-

.n:ep)l<eK, rrp.HM0 BbITeKaIOW:HX H3 Heo6xo,n:HMOCTH HX Bl>III0JIHeHmI B C00TBeT­

CTBHH C 3aKOHO,n:aTeJII,CTBOM. 

CnpaBe,!(JIHBOCTb. focy.napCTBO o6ecneqwaaeT paBHblli JJ:0CTYil K ycny­

raM, MepaM rro.rr..z:i:ep)KKH, cepBHCaM, a TaIOKe 06ecrreq.0:BaeT HX a.npeCH0CTb. 

IlpocpeccHOHaJII,HI,IH no.nxo.n: K B3aHMO,l(eikTBHIO C KJIHeHT0M o6ecneqHBaeTC.H 

o6na,n:aHHeM pa60THHKOM opraHa BITaCTH HJIH ynoJIHOMoqeHHOH opraHH3aUHH 

Heo6xo,n:HMbIMH K0MIIeTeHUH.HMH, 0ilnIT0M, cneUHaJIH3au;HeH B peIIIeHHR C00T­

BeTCTBYJOllJ:HX npo6neM. O6ecrreq.0:aaeTC.H 3aK0HH0CTb, o6ocHOBaHHOCTb H 6ec­

rrpHC'IpaCTHOCTI, npHH51TlU:I perneHHH B paMKax ocyw:ecTBJieHHR npou;e.rzyp 

oueHKH co6JIIO,n:eHH.H ofor3aTem,HhIX 'Ipe6oBaHHH. 

4.1.6. IlpHHU:Hill>I 0TKphIT0CTH H rrpo3paqHQCTH 

,[(ocTOBepHOCTb. ,[(oKyMeHTbl H HH<pOpMaUH51, npe,nocTaBmieMI>Ie KJIHeH­

TY, RBJIHIOTC1I ,!l0CT0BepHbIMH, Il0JIH0CThIO C00TBeTCTBYJOT Tpe6oBaHHXM 3aKo-
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Ho,n;aTeJihCTBa PocCHHCKOM <I>e,n;epan;m-1 H CaMapcKoii o6nacTH, 06ecrre1::J:HBaIOT 

B03MO)KHOCTI, HX 3<pq>eKTHBHOro HCIIOJII,30BaHHJI, He co,n;ep)KaT rrpoTHBOpe"C:J:HM 

H ourn:6oK, HCKJIIO"C:J:aIOT B03MO)KHOCTI, HX HenpaBHJII,HOro IIOHHMaHHH KJIHeH­

TOM. 

llocTOJIHHoe coBepmeHCTB0BaHHe. MMHHHCTpaTHBHI>Ie rrpo:u;ecc1:,1 

rrpe,n;ocTaBJieHIDI ycnyr, Mep rro,n:,n:ep)KKH H cepBHC0B HerrpepI:.IBH0 yrryqIIIaIOTCH 

Ha OCHOBe pe3yn1:,TaTOB MOHHTOpHHra H o6paTHOM CBH3H. 

4.1.7. IlpHHU:Hilbl B3aHMH0ro ,!l;0BepHJI H 6e30IIaCHOCTH 

Ee3orracHOCTE, H KOHq>H,n:eHU:HaJII:,HOCTI,. 11:Hq>OpMall;HJI, rronyqeHHaH op­

raHaMH BJiaCTH H yrroJIHOMO"C:J:eHHI:.IMH opraHl-I3~HJIMH O KJIHeHTe H ero )Kif3-

HeHHE,IX cHzyau:m1x, HCIIOJih3yeTCJI HCKJIIO"C:J:HTeJII,HO ,D;JIH rrpe,n;ocTaBneHIDI 

ycnyr, Mep II0Mep)KKH, cepBHC0B, aHaJIHTHqeCKOM pa6oTE,I H C0BepmeHCTB0Ba­

HHJI ,n;eHTenbHOCTH opraHOB BJiaCTH H yrroJIHOMO"C:J:eHHI,IX opraHH3aU:HM. 

4.1.8. OTBeTCTBeHHOCTI:,. OpraHI:,I BJiaCTH, yrroJIH0MoqeHHI:,Je opraHH3a­

I.I;HH H MX pa60THHKH HecyT 0TBeTCTBeHH0CTI, rrepe,n; KJIHeHT0M 3a Heco6nro,n;e­

H.He npHHU:HII0B CTaH,n;apTa. OpraHI:,I BJiaCTH, yrroJIH0M0qeHHI:,Je opraHH3aD;HH H 

MX pa6oTHHKH He arrpaBe Tpe6oBaTI, OT KJIHeHT0B rrpHHHTHJI H HeceHHH H36bI­

TOtJHOM 0TBeTCTBeHH0CTH, B TOM 1::J:HCJie 3a C0BepmeHHe ,n;aHHI,IMH oprattaMH 

BJiacn1, yrronH0MoqeHHI:,IMH opraHH3aU:HHMH H HX pa6oTHHKaMH ,n;eMCTBHM 

(6e3,n;eMCTBHJ1), a TaK)l(e 3a rrocne,n;cTBHJI TaKHX ,n;eiicTBHM (6e3,n;eMCTBIDI). KnH­

eHT Bcer,n;a M0)KeT 06)KaJIOBaTI:, JII06oe ,n;eMCTBHe (6e3,n;eMCTBHe) opraH0B BJia­

CTH, ynoJIH0MoqeHHI:,IX opraHH3aU:HM, HX C0Tpy,D;HHK0B H npe,n;cTaBHTeJieM npH 

HeHa,n;Jie)Ka:m:eM KalJeCTBe HCII0JIHeHHH rocy,n;apcTBeHHI,IX q>yHKI.I;HM HJIH npe,n;o­

CTaBJieHHJI rocy,n;apCTBeHHI,IX ycnyr. KmieHT Bcer,n;a II0JIYtJaeT M0THBHp0BaH­

HI:,JM H noHJITHhIM 0TBeT Ha )KaJI061:,1 H 3arrpocM B pa3yMHbie cpoKH. MoHHTo­

pHHr KatJeCTBa 0Ka3aHHbIX ycrryr, ycTpaHeHHe HapymeHHM rrpmrcxo,n;HT B He­

npepbIBH0M pe)KHMe. 

MHHHMH3an;:m1 KOHTpOJIH (Ha,n;3opa). rocy,n;apcTBO ,n;oaepJ1eT KJIHeHTy. 

KOHlpOJII,HI,Ie (Ha,n;3opHoie) Meporrpmn:m1 H HHbie MeporrpIDITHJI ITO ou:eHKe co-

6rrro,n;eHHJI o6.SI3aTeJII,HI,IX Tpe6oBaHHM ocym:ecTBJIJIIOTCJI C :u;errr,ro II0M0ID:H KJIH-
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eHzy B co6mo.n:eHHH ofol3aTeJibHbIX lpe6oBaHHH npeHMym:ecTBeHHO 6e3 B3aH-

MO,ll,eHCTBH.SI c KJIHeHTOM H HOCSIT MHHHMaJibHO Heo6xo.L(HMblH xapaKTep. 

4.2. PearrH3aII.IDI KJIHeHTOJ.I.eHlpHtIHOro IlO,ll,XO,ll,a B rocy,ll,apCTBeHHOM H 

MYHHJ.I.HilaJibHOM ynpaBJieHHH 

KrrHeHTOD;eHlpH1:IHbIH IlO,ll,XO,ll, B rocy,n:apcTBeHHOM H M)'HHJ.I.HilaJibHOM 

ynpaBJieHHH BHe,ll,p.SieTCSI nocpe,ll,CTBOM BblIIOJIHemur opra.HaMH BJiaCTH H ynoJI­

HOMOtieHHbIMH opraHH3aJ.I.Hj1MH Tpe6oBaHHH CTaH,n;apTa. 

4.3. Tpe6oBaHH.SI K BbUIBJieHHIO H H3yqeHHIO ITOTpe6HOCTeH KJIHeHTOB 

BbUIBJieHHe H H3y<IeHHe IlOTpe6HOCTeii KJIHeHTOB opraHaMH BJiaCTH H 

yrroJIHOMO'l!eHHbIMH opraHH3aJ.I.Hj1MH Heo6XO,ll,HMO rrpOBO,l(HTb B paMKax :>KH3-

HeHHblX CHT)'aD;Hii a COOTBeTCTBHH co CJie.n:yIDIJ.I.HMH Tpe6oBaflffj{MH: 

HCIIOJlb30BaHHe o6oeKTHBHblX ,ll,aHHbIX; 

yqeT oco6eHHOCTeii H HaBblKOB Ka:>K,ll,OM rpyIIIIbl KJIHeHTOB; 

noompeHHe o6paTHOH CBSI3H co CTOpOH:bl KJIHeHTOB; 

pa3oSICHeHl•ie KJIHeHTaM pe3yJibTaTOB npoBe.L(eHHI,IX pa60T. 

BbUIBJieHI•le H H3ytieHHe IlOTpe6HOCTeH KJIHeHTOB BKJllOtiaeT cne.n:YIOIJ.I.He 

:narrbI: 

cerMeHTaJ.I.H.SI KJIHeHTOB; 

pa3pa6oTKa (aKTY8JIH3an;HSI) KapT KJIHeHTCKHX nyTeii; 

H3yqeHHe ITOlpe6HOCTeii KJIHeHTOB. 

Pe3yJihTaTbl BbUIBJieHH.SI H H3yqeHHSI TIOTpe6HOCTeH KJIHeHTOB .SIBJISIIOTC.SI 

OCHOBaHHeM: 

,l(JI.SI y,n:oBneTBOpeHHSI IlOlpe6HOCTeii KJIHeHTOB nyTeM npe.n:ocTaBJieHHSI 

ycrryr, Mep rro.n.n;ep)KKH H cepBHCOB opraHOB BJiaCTH H yrroJIHOMoqeHHblX opra­

HH3aJ.I.Hii; 

,l(JI.SI rrpoeKTHpOBaHffj{ HOBbIX, .L(JI.SI peHH)KHHH:pHHra cyIJ.I.eCTBYIOll{HX 

ycnyr, Mep no,n:.n:ep)KKH H cepBHCOB, a TaK)Ke MexaHH3MOB on;eHKH co6mo,n:eHH.SI 

o6.SI3aTeJI1,HblX 'Ipe6oBaHHH; 

,l(JISI 110.n:roTOBKH OTBeTOB no 3arrpocy KJIHeHTOB B OTHOllleHHH HX rro­

Tpe6HOCTeii, y.n:oBJieTBOpeHHe KOTOpbIX B CHJIY 3aKOHO.L(aTeJibCTBa, q>HHaHCOBblX 
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B03MO)KHOCTeH HJIH HHbIX o6cTmITeJII,CTB Ha MOMeHT B3fillMO)];eHCTBIDI C KJIHeH-

T0M He npe,n;cTaBJUieTC.H B03M0)KHI,IM. 

OpraHbl BJiaCTH H yrroJIH0M01:IeHHI,Ie opraHH3aUHH npoB0)];.HT nepBH1:IHl>IH 

c6op ,n;aHHI,IX O KJIHeHTax H HX TeKyrueM KJilleHTCKOM Oill>ITe B paMKax )KH3HeH­

HOH cHryaUHH. 

,I(aHHbIMH, Heo6xo.n;HMI:,IMH .n;mI Bbl.HBJieHH.H H H3yqeHIDI IlOTpe6HOCTeii 

KJIHeHTOB,.HBllillOTC.H: 

,n;aHHbie 0 cyfrbeKTax rrpe.n;rrpHHHMaTeJihCKOH H HHOH 3KOHOMH1:IeCKOH .n;e­

.HTeJibHOCTH, a TaK)Ke o6e3JIH1:JeHHbie ,D;aHHbie 06 HCTOpHH npe.n;ocTaBJieHH.H 

ycnyr, Mep IlOMep)KKH H cepBHCOB, Haxo.n;.s:ruHeC.H B pacrrop.H)KeHHH opraHOB 

BJiaCTH H ynoJIH0MoqeHHbIX opraHH3aUHH Ha 3aK0HH0M 0CH0BaHHH, BKJIIO'IJa.H 

,n;aHHbie HH<popMaUHOHHhIX CHCTeM opraHOB rocy,n;apcTBeHHOH BJiaCTH H opra­

HOB MeCTHoro caMoyrrpasneHH.H; 

HarrpaBJieHHbie KJIHeHTaMH o6pam;eHIDI no BonpocaM perueHH.H npo6neM, 

rrpe,n;JIO)KeHIDI B paMKax ny6n11qHbIX o6cy)K,n;eHHH rrpoeKTOB HOpMaTHBHbIX 

npaBOBhIX aKTOB, a TaK)Ke HeOq_>HQHaJibHbie KOMMeHTapHH, )KaJI06bI, OT3blBI,I B 

COUHaJibHbIX ceT.srx, rpyrrrrax B MecceH,n;)Kepax, Ha q>OpYMax, nopTanax H HHbIX 

HH<pOpMaUHOHHbIX pecypcax; 

.n;aHHbie o6ruecTBeHHbIX 06-1,e,n;HHeHHH rrpe.n;npHHHMaTeneii; 

,n;aHHbie .n;oKm1,n;oB YrronHoMotreHHoro rrpH IIpe3H,n;eHTe PoccHiicKoii <l>e­

.n;epau;HH no 3aIUHTe npaB rrpe.n;rrpHHHMaTeneii H YrronHoMotreHHoro no 3aIUHTe 

npaB npe.n;rrpHHHMaTerreii CaMapcKoii o6rracTH; 

OTKpbITI>Ie n o6rue.n;ocryrrHI,Ie ,n;aHHbie, TaKHe KaK CTaTHCTHtieCKHe HCCJie­

,D;OBaHH.H, OT1:IeTbl, HHble rry6rrHKaQHH O COCTO.HHHH 3KOHOMHKH H rrpe.n;rrpHHH­

MaTeJibCTBa, HHbie ,n;aHHbie HHq_>OpMaUHOHHbIX pecypCOB OTKpl>ITOro .n;ocTyrra; 

,n;aHHMe O rrepcOHaJibHbIX rrorpe6HOCT.HX, Herrocpe,n;cTBeHHO npe.n;ocTaB­

JieHHble KJIHeHTOM. 

Ha OCHOBaHHH aHaJIH3a co6paHHI,IX ,ll;aHHI,IX opraHbl BJiaCTH H YIIOJIHO­

MoqeHHble opraHH3aUHH: 
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<pOpMyJIHPYIOT fHilOTe3bl O cerMeHTaIJ;lf0: KJIHeHTOB H HX KJIHeHTCKOM 

OIIbITe IIpH nonyqeHHH ycnyr, Mep rro.n;.n;ep)Kl(H H cepBHCoB; 

orrpe.n;emIIOT MeTO,ll;bl rrpoBe,n;eHIDI yr.rry6neHHbIX HCCJie,[{OBaHHH c u;em>IO 

H3y1IeHIDI KJIHeHTCKOro OIIbITa H pa3pa6aTI,IBaIOT rrnaHbl no rrpoBe.n;emno TaKHX 

Hccsre.n;oBaHaii; 

rrpoBepmoT nIIIOTe3I:,I O cerMeHTau;HH KJIHeHTOB H HX KJIHeHTCKOM OIIbITe 

rryTeM rrpoBe.[{eHIDI Hccne.n;oBaHHH, npHMeHIDI MeTO,ll;bl COI.l;HOJIOI'H"t!eCKHX orrpo­

COB H HHbie MeTO.ll,bl. 

Pe3yJioTaTOM cerMeHTal.l;HH KJIHeHTOB JIBJHieTCJI OTHecet:uie H3YlfeHHbIX 

rpyrrrr KJIHeHTOB K )KH3HeHHOH CHryau;HH H rrpo<pHJIJIM KJIHeHTCKoro cerMeHTa. 

B u;eJIJIX BbIJIBJieHIDI IIOTpe6HOCTeii KJIHeHTOB opraHaMH BJiaCTH H yrron­

HOMO1IeHHbIMH opraHH3aIJ,IDIMH pa3pa6aTbIBaIOTCJI BIIepBbie IDIH aKTyaJIH3Hpy­

lOTC.s! KapTa KJIHeHTCKOro nynr mm HeCKOJlbKO TaKHX KapT Ha OCHOBaHHH: 

rrepBH'CJHOro BbIJIBJieHIDI H H3y1IeHIDI IIO'I'pe6HOCTeH KJIHeHTOB; 

pe3yJioTaTOB MOHHTOpHHra Y.ll.OBJieTBOpeHHOCTH KJIHeHTOB. 

ll;HIO: 

KapTa KJIHeHTCKOro nyTH BKJIIO"tJaeT cne.n;yIOIIJ:YIO OCHOBHYIO HH<popMa-

OIIHCaHHe )KH3HeHHOH CHTyau;m,r; 

OIIHCaHHe IIpO<pHJI.sI KJIHeHTCKOro cerMeHTa; 

THIIOBbie Il0Tpe6HOCTH KJIHeHTa; 

.n;eHCTBIDI KJIHeHTa OT MOMeHTa BO3HHKHOBeHIDI IIO'I'pe6HOCTeii .n;o MO­

MeHTa HX y,n;oBJieTBOpeHHJI; 

BH,ll;bl (THIIbI) rronyqeHHhIX KJIHeHTaMH ycnyr, Mep no,n;,n;ep)KKH H cepBH-

TO1!Kli B3aHMO.ll,eHCTBIDI C opraHaMH BJiaCTH H yrroJIHOMO1IeHHbIMH opra­

HH3au;m:IMH; 

KJIHeHTCKHH OIIbIT B TO1!Kax B3aHMO,n;eHCTBH.sI. 

B paMKax H3y1IeHHJI KJIHeHTCKOfO OIIbITa B Kapry KJIHeHTCKOfO rryn,r 

BKJIIO"t!aIOTC.sI IIO3HTHBHbie Ha6n10.n;eHHJI H THilOBbie rrpo6rreMbl KJIHeHTOB B TO1I­

Kax B3ff0:MO.ll,eHCTBH.H. 
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Ha OCHOBaHHH pa.3pa6onrn HJIH aI<TYaJIH3aD;HH KapT KJIHeHTCKHX rryTeH 

OTBeTCTBeHHbie 3a ITpe,n:ocTaBJieHHe ycnyr, Mep ITO,n:,n:ep:,KKH H cepBHCOB B paM­

Kax >KH3HeHHOH CH'ryaD;HH opraHbl BJiaCTH H ynoJIHOMOl:.!eHHbie opraHH3aD;HH: 

onpe,n:emnoT npHOpHTeTHbie ,n:m1 YAOBJieTBOpeHH.SI IIOTpe6HOCTeH H pe­

rneHHSI BbUIBJieHHbIX ITpo6JieM n;eneBbie rpyrrnhI KJIHeHTOB HCXOAH H3 on;eHKH 

HX 1IHCJieHHOCTH :0: CHCTeMHOCTH BbUJBJieHHbIX rrpo6JieM, orpaHMeHHOCTH 

HMero:m;HXc.sr pecypcoB; 

pa.3pa6aTbIBaIOT peKOMeH,n:an;HH ITO ITOBbIIIIeHHIO KaqecTBa KJIHeHTCKoro 

OilhITa; 

rry6JIHKYIOT Ha CBOHX oqmn;HaJibHbIX rropTanax :0: npe,n:ocTaBJIJl:IOT KJIHeH­

TaM C COOTBeTCTBYIO~HMH xapaKTepHCTHKaMH >KH3HeHHOH CHTyan;HH H rrpoqm­

JISI KJIHeHTCKoro cerMeHTa ITO BbI6paHHbIM KaHaJiaM B3aHMO,n:eHCTBH.H pa.3'b.HCHe­

HHR O pe3yJibTaTaX BblSIBJieHH.H H H3y"LieHH5! THTIOBblX Il0Tpe6HOCTeH KJIHeHTOB. 

IlpH cpopMHpOBaHHH peKOMeH,n:an;HH no IlOBbIIIIeHHIO Ka"LJeCTBa KJIHeHT­

CKOfO OilbITa opraHaMH BJiaCTH H YIIOJIHOMOqeHHbIMH opraHH3aD;H5IMH H3yqa­

lOTC.H nyqmHe OTeqeCTBeHHbie H 3apy6e)KHbie rrpaKTHKH npe,n:ocTaBJieHHJl ycnyr, 

Mep no,n:,n:ep)KKH H cepBHCOB B paMKax )KH3HeHHblX CHTyan;Hii. 

Pe3yJibTaTaMH pa3pa60TKH HJIH aKryaJIH3aD;HH KJIHeHTCKHX nyTeH opra-

HaMH BJiaCTH H YIIOJIHOMO"LJeHHhIMH opraHH3aQH.HMH SIBJIJiIOTC.H: 

KapTbI KJIHeHTCKHX rryTeii; 

peKOMeH,n:an;HH no TIOBbIIIIeHHIO KaqecTBa KJIHeHTCKOfO OIIbITa; 

orry6nHKOBaHHbie pe3yn1,TaTbl BblSIBJieHHJl H H3yqeHH.H THTIOBbIX IIO'Ipe6-

HOCTeii KJIHeHTOB. 

,[vi.H Ka)KAOH )l(H3HeHHOH c:0:ryan;m1 H rpyITIIbI KJIHeHTOB opraHaMH BJia­

CTH H ynoJIHOMO"LJeHHbIMH opraHH3aQH5IMH H3Yl{aIOTCSI H aKryaJIH3HpyroTCSI TH­

IIOBhie no1-pe6HOCTH: 

no1-pe6HOCTH, KOTOpbie MOryT 6bITb y,n:oBJieTBopeHbI rryTeM npe,n:OCTaB­

neHHSI cy~eCTBYIO~HX ycnyr, Mep no,n:,n:ep>KKH H cepBHCOB; 
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IIO'fl)e6HOCTH, B OTHOIDeHHH KOTOpnIX Be,n;eTCH pa6oTa no HX y,n;oBJieTBO-

peHHIO 3a cqeT rrpoeKTHpOBaHH5.I HOBhIX, peHH)KHHHpHHra cyru;ecTBYJOlll;HX 

ycrryr, Mep rro.n;.n;ep)KKH H cepBHCoB; 

IIO'fl)e6HOCTH, KOTOpbie He MoryT fo1ITh y,n;oBJieTBOpeHbl B TeKylll;HX ycno­

BHHX H B Heo6xo,n;HMbie ,l(JI5.I KJIHeHTa cpoIGI. 

IlpH H3y-11eHHH IIO'fl)e6HOCTeii ,D;OJI)KHI,I y-11HTbIBaTbC.SI rrpo6JieMbl KJIHeH­

TOB, CBH3aHHI,Ie C co6mo,n:eHHeM HMH o6H3aTeJibHbIX 'fl)e6oBaHHH H (HJIH) ocy­

ru;ecTBJieHI-IeM opraHaMH BJiaCTH H YIIOJIHOMQqeHHbIMH opraHH3aIJ;H5.IMH ou;eHKH 

co6rr10,n;eHHH KJIHeHTOM o6H3aTeJIE,HI,IX TPe6oBaHHM. 

,nmi rrpoaKTHBHoro rrpe.n;ocTaBrreHH.H ycrryr, Mep rro,n;,n;ep)KKH H cepBHCOB 

opraHaMH BJiaCTH H yrroJIHOMoqeHHbIMH opraHH3a:UH5.IMH pa3pa6aTh!BaIOTC5.I H 

(HrrH) aKzyaJIH3HpyroTCH KJIHeHTCKHe cu;eHapHH, KOTOpbie o6ecrreqHBaIOT rrpo­

XO)K,l(eHHe KJIHeHTCKOro rryTH. 

KrrHeHTCKHe cu;eHapHH aKTYaJIH3HpyroTCJI rrpH pa3pa6oTKe opraHaMH 

BJiaCTH H yrroJIHOMoqeHHbIMH opraHH3aQH5.IMH HOBhIX ycnyr, Mep rro,n;,n;ep)KKH H 

cepBHCOB, peHH)KHHHpHHre cyw:ecTBYIOlll;HX ycrryr, Mep rro,n;,n;ep)KKH H cepBH­

COB. 

IIo pe3yJibTaTaM H3yqeHHSI THIIOBbIX rrorpe6HOCTeH KJIHeHTOB: 

B OTHOIDeHHH rrorpe6HOCTeH, KOTOpble MOryT 601Tb y,n;oBJieTBOpeHhl rry­

TeM rrpe.n;ocTaBJieHHH cyrn:ecTBYJOW:HX YCJIYr, Mep rro.n;.n;ep)KKH H cepBHCOB, pa3-

pa6aTbIBalOTC.SI HJIH aKTYaJIH3HpYJOTCSI KJIHeHTCKHe cu;ettap:mr, Ha OCHOBe KOTO­

pbIX ocyrn:ecTBJI5.IeTCJI y,n;oBJieTBOpeHHe ,n;aHHhIX IIO'fl)e6HOCTeH KJIHeHTOB; 

B OTHOIIIeHHH rrorpe6HOCTeii, ,n;mI y,n;oBJieTBopeHH5.I KOTOpbIX cyrn:ecTBy­

lOW:HX ycnyr, Mep rro,rr;::i:ep)KKH H cepBHCOB He,n;ocTaToqHo, rrpoBO,D;HTCH npoeK­

THpOBaHHe HOBhIX M (HJIH) peHH)KHHHpHHr cym,ecTByrom;Hx · ycnyr, Mep rro.n;­

,n;ep)KKH H cepBHCOB. 
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4.4. Tpe6oBamur K npoeKTHpOBa.HliIO HOBblX H peHH)l(HHHpI-IHry cyme-

CTBYJOIUHX ycnyr, Mep no,n,nep)l(KH, cepBHCOB H MexaHH3MOB oueHKH co6mo.ne­

Hl:UI 06.s13aTeJibHMX Tpe6osaHHH 

IIpoeKTHpoBaHHe HOBbIX HJIH peHH)l(HHHpHHr cymecTB)'IOIUHX ycnyr, Mep 

no.n;,z::i;ep)l(KH H cepBHCOB ocym;eCTBJIHeTCH OTBeTCTBeHHbJMH 3a npe,z::i;ocTaBJieHHe 

ycnyr, Mep ITOMep)l(KH H cepBHCOB B paMKax )l(If3HeHHOli cHzyau1:rn opraH8MH 

BJJaCTH H ynoJIHOMOtJeHHbIMH opraHH3aUH.sJMH B uemrx y,n;oBJieTBOpeHHH IIO­

TJ)e6HOCTeH KJIHeHTOB. B xo.ne TaKoro rrpouecca rrpoeKTHpoBaHHH HJIH peHH­

)l(HHHpHHra Heo6xo,n:HMO: 

OCHOBbIBaTbC.sI Ha pe3yJinTaTaX Bb!HBJieHHH H H3ytJeHH.sl IIOTJ)e6HOCTeH 

KJIHeHTOB; 

ytJHTbIBaTb B03MO)l(HOCTH HCIIOJII,30BaHH.sI y.n;o6HbIX ,z::i;n.sr KJIHeHTOB ToqeK 

B3aMMO.IJ:eHCTBHH C opraHaMH BJiaCTH H yrroJIHOMOqeHHbIMH opraHH3aUHHM; 

OCHOBbIBaTbC.sI Ha H3ytJeHHH umppOBOH HH<ppaCTJ)YKTYPbI, opraHH3aUHH 

rrpoueccoB npe,z::i;ocTaBneHH.sI yc.rryr, Mep IIOMep)l(KH H cepBHCOB B opra.Hax Bna­

cn1 H YIIOJIHOMQqeHHbIX opraHH3au1rnx; 

Y1IHT.bIBaTI, HOBble TeXHOJIOrHH H .npyrHe B03MO)l(HOCTH ,nmI IIOBhIIIIeHHH 

IIOTpe6IneJibCKOH n;eHHOCTH rocy,napCTBeHHbIX ycnyr, Mep rro.n.n;ep)l(KH H cep-

BHCOB; 

BOBJieKaTb KJIHeHTOB, a TaK)l(e npe.ncTaBHTeJieH o6mecTBeHHbIX opraHH-

3aD;HH npe,nrrpHHHMaTeJieH B pa3pa60TKY H TeCTHpOBaHHe npOTOTHTIOB ycJJyr, 

Mep rro.n,n;ep)l(KH H cepBMCOB ,IJ;O BBO)l,a MX B 3KcrrnyaTauino; 

06ecne1IHBaTb OTBeTCTBeHHOCTI, opraHOB Brracnr, yrroJIHOMOqeHHbIX op­

raHH3aD;HH HID{_ npe,[(CTaBHTeJieH, BKJIIoqa.sJ pa60THHKOB H HHbIX ,n;eHCTB)'K):W:~X 

OT HX HMeHH mru;, 3a COBepmeHHI>Ie HMM. ,n;eHCTBHX (6e3)l,eHCTBHe) H He .norryc­

KaTb B03JIO)l(eHHe (nepeHeceHHe) TaKOH OTBeTCTBeHHOCTH Ha KJIHeHTOB; 

rrpHBO,[(HTb K IIOBh!IIIeHHIO KaqecTBa KJilieHTCKOfO OIIbITa, B TOM qMcne K 

CHM)l(eHHIO H3,nep)l(eK KJIHeHTOB, CB.H3aHHbIX C B3aHMO,ZJ;eHCTBMeM C opraHaMH 

BJiaCTH H yrroJIHOMoqeHHbIMH opraHH3aUH.sIMH. 
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Ilpou:ecc rrpoeKTHpoBamrn H0BhlX, peHH)KHHHpHHr cyIII.eCTBYJOIII.HX 

ycrryr, Mep rro.r:ux.ep)KKH H cepBHC0B BKJIIOqaeT crre,n:yrorn;He :nan1,1: 

no,n:roT0BKY K rrpoeKTHp0BaHHIO H0BbIX HJIH peHH)KHHHpHHry cym;eCTBY­

IOI:o;HX ycrryr, Mep rro,n:,n:ep)KKH H cepBHCoB; 

pa3pa60TKY H TeCTHp0BaHHe rrpoT0THII0B ycnyr, Mep no,n:,n:ep)KKH H cep-

BHCOB; 

BBO,n: npoTOTHnOB ycrryr, Mep rro,n,n:ep)KKH H cepBHCOB B 3KCIIJiyaTa.IJ;HIO. 

OcHOBOH ,n:rr.H rro,n:roT0BKH rrpou;ecca rrpoeKTHp0BaHIDI HJIH peHH)KHHH-

pHHra cyru;ecTBYJOIIl;HX ycnyr, Mep II0,[l)J;ep)KKH H cepBHC0B .SIBJIHIOTC.H: 

pa3pa6oraHHoie HJIH aKryaJIH3Hp0BaHHoie Kapn,I KJIHeHTCKHX rryreH; 

peKOMeH,n:aU:HH no IIOBbIIIIeHHIO KaqecTBa KJIHeHTCKOfO OIIoITa. 

IIo,n:roTOBHTeJibHolli :nan npH peHH)KHHHpHHre cymecTBYIOIII.HX ycnyr, 

Mep rro,n,n:ep)KKH H cepBHCOB B paMKax )KH3HeHHOH CHTyaU:HH BKJI10qaeT cne,n:y­

IOIIJJie :.naIIbI: 

aHaJIH3 HOpMaTHBHbIX rrpaBOBl,IX aKTOB H HHolX ,n:oKyMeHTOB, ycTaHaBJIH­

BaJOI:o;HX rpe6oBaHH.H K npe,[{0CTaBJieHHIO ycnyr, Mep no,n:,n:ep)KKH II cepBHC0B; 

aHaJIH3 KJIHeHTCKHX cu:eHapHeB; 

aHaJIH3 rrpaKTHKH npe,[{OCTaBJieHH.H ycnyr, Mep no,[{,n:ep)KKH H cepBHCOB, 

BKJiroqrur 0l(eHKY H3,n:ep)KeK Ha coBepmeHHe a,n:MHHHCTpanrnm,rx ,n:eikTBHH co­

Tpy,n:HHKaMH opraHOB BJiaCTH H ynoJIHOMoqeHHI,IX opraHH3a:u;HH HJIH ,LI.eHCTBHH 

B paMKax aBTOMaTH3HpoBaHHbIX rrpou:eccoB HH<pOpMaIJ;HOHHbIX CHCTeM opraHOB 

BJiaCTH H YIIOJIHOMOqeHHI,IX opraHH3a.IJ;HH; 

orrncaHHe reKym;ero rrpou:ecca npe.n.ocraBJieHJHI ycnyr, Mep no,n:,ri;ep)KKH H 

cepBHC0B ( C00THeceHHe KapT KJIHeHTCK0f0 IIYTH C YTBep)K,ri;eHHblMH KJIHeHT­

CKHMH cu:eHapIDIMH). 

Ilo.n.roTOBHTeJibHbIH :.nan rrpH npoeKTHp0BaHHH H0BblX H peHH)KHHHpHH­

re cyrn;ecTBYJOIIl;HX ycnyr, Mep IIOMep.iKKH H cepBHCOB B paMKax .iKH3HeHHOH 

c11ryal(HH TaK)Ke BKJI10qaer cne,n:yrorn;He 3Tani,r: 

aHaJIH3 nyqmHX oreqecTBeHHoIX H 3apy6e.iKHbIX rrpaKTHK npe,n:ocTaBJie­

HHH ycnyr, Mep IIOMep.iKKH .H cepB.HCOB B paMKax )KH3HeHHbIX CHTyaI.J;HH; 
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pa.3pa6oTKY H oueHKY BapHaHTOB npe,n:ocTaBJ1emur HOBI:.Ix ycnyr, Mep 

no,n:,n:ep)l(KH H cepBHCOB; 

pa.3pa6oTKY :u;eneBoro KJIHeHTCKoro c:u;eHapIDI, BKJIIOqaroruero Mo,n:epHH-

3HpoBaHHbIH :u;eneBoH npouecc npe,n:ocTaBJieHIDI ycnyr, Mep no,n:,n:ep)l(KH H cep­

BHCOB Ha OCHOBaHHH BbI6paHHOfO BapHaHTa npe,n:OCTaBJieHIDI ycnyr H cepBH­

C0B. 

Pe3yJihTaTaMH Il0,II:I'0T0BKH K npoeKTHpoBaHHlO H0BbIX HJIH peHH)l(HHH­

pHHry cyiuecTBYIOIUHX ycrryr, Mep no,n:,n:ep)l(KH H cepBHCOB HBJUIIOTCH ueJieBbie 

KJIHeHTCKHe c:u;eHapHH. 

Ha OCHOBe uerreBI,IX KJIHeHTCKHX c:u;eHapHeB opraHhl BJiaCni H YilOJIHO­

MO"LJ:eHHl,Ie opraHH3aUHH o6ecneqHBalOT pa.3pa60TKY H TeCTHpoBaHHe IlpOTOTH­

IlOB BXO)J;filUHX B c:u;eHapHH ycnyr, Mep no,n:,n:ep)l(KH HJIH cepBHCOB. 

BBo,n: B 0ilbITHYIO H np0MhIIIIJieHHYIO 3KCI1JIYaTaUHIO np0T0THil0B ycnyr, 

Mep no.n:.n:ep)l(KH H cepBHCOB )J;OJI)l(eH ocyiuecTBJIHTbCH B COOTBeTCTBHH c TJ)e6o­

BaHIDIMH, ycTaH0BJieHHhIMH 3aK0H0,II:aTeJI:E,CTB0M PocCHHCKOH <I>e,n:epaum1 H 

CaMapcKoH o6Jiacnt. 

Ilocne BBO,n:a rrpoTOTHIIa ycnyrH, Mepbl rro,n:,n:ep)l(KH HJIH cepBHCa B npo­

MbIIIIJieHHyIO 3KCnnyaTaUHlO opraHaMH BJiaCTH H YII0JIH0MoqeHHbIMH opraHH-

3aUI-UIMH ocyiuecTBJIHeTCH M0HliT0pHHr y,n:oBJieTB0peHH0CTH KJIHeHT0B. 

Pe3yJihTaTaMli BB0,n:a B 0TiblTHylO H npoMbIIIIJieHHYJO 3KCIIJIYaTa:u;mo npo­

TOTHilOB ycnyr, Mep no,n:,n:ep)l(KH H cepBHCOB HBJIHlOTCH: 

YTBep)l(.ll:eHHble HOpMaTHBHbie npaBOBbie aKTbI, HHbie ,l].OKYMeHTbl, Heo6-

xo,n:HMbie .l(JIH BHe,n:peHIDI ,n:eTaJIH3HpoBaHH0f0 Ilp0T0THIIa YCJIYfH, Mepbl no,n:­

.z:r,ep)l(KH HJIH cepBHca; 

BBe.z:r,eHHbIH B np0MbIIIIJieHHYlO 3KCI1JJyaTaUHlO npoT0THTI ycJiyrH, Mepbl 

no,n:.z:r,ep)l(KH liJIH cepBHca. 

OpraHbl BJiaCTH H ynoJIH0MoqeHHbie opraHH3auHH ocyiuecTBJIHlOT npo­

eKTHp0BaHlie H0BbIX H peHH)l(HHHpHHr ,n:eHCTBYJOIUHX MexaHH3M0B oueHKH co-

6JIIO.l(eHHH o6JI3aTeJibHbIX TJ)e6oBamdi, ocyru;eCTBJIHeMOH B paMKax rocy,n:ap­

CTBeHH0f0 K0HTp0JIH ( Ha,II:3opa ), MYHHUHila.JibH0f0 K0HTp0IDI, npHBJieqeHIDI K 
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a,n:MHHHCTJ}aTHBHOH 0TBeTCTBeHH0CTH, npe,n:ocTaBJieHIDI JIHI(eH3HM H HHbIX pa3-

perneHHM, aKKpe,n:HTaI(HH, OI(eHKH COOTBeTCTBH5I rrpo,n:yKI(HH, HHI,IX Q_)OpM 

ou;eHKH H 3KCnepTH3bI, C yqeTOM pHCKOB rrpHtIHHeHHH spe,n:a (yru;ep6a) oxpaH5I­

eMbIM 3aK0H0M u;eHH0CT5IM. 

Ilpou;ecc npoeKTHpoBaHIDI MJIH peHH)KHHHpHHra MexaHH3MOB ou;eHKH co-

6mo,n:eHIDI ofoI3aTem,HhIX Tpe6oBaHHM ,[(OJI)KeH: 

OCHOBhIBaTI,C5I Ha pe3yJihTaTax BhUIBJieHIDI H H3yrieHIDI npo6neM KJIHeH­

TOB, B03HHKaIOlli;HX B CBH3H C npoBe,n:eHHeM B HX 0TH0IIIeHHH MeponpIDITHM no 

ou;eHKe co6mo,n:eHIDI o6H3aTeJibHhIX TPe6oBaHHii; 

yrIHThIBaTb B03MO)KHOCTH HCnOilb30BaHIDI y,n:o6HbIX JJ:IlH KnHeHTOB cepBH­

C0B B3aHMo,n:eMCTBH5I C opraHaMH BnacTH H ynonH0MoqeHHbIMH opraHH3aD;HH-

ocHOBE»IBaThCH Ha H3yqeHHH u;mpposoii HH«ppaCTPYKTYPhl, opraHH3au;m1 

rrpou;eccoB npoBe,n:eHHJI ou;eHKH co6mo,n:eHHH o6H3aTem,HoIX TPe6oBaHHM opra­

HaMH BJiaCTH H ynoJIH0M0't!eHHhIMH opraHH3aD;IDIMH; 

yqHTbIBaTh H0BI,Je TeXH0Jionrn li ,n;pyrne B03M0)KH0CTH ,n:m.1 CHH)KeHIDI 

H3,n:ep)KeK KnHeHTOB, CB5!3aHHbIX C co6mo,n;eHHeM o6JI3aTenI>Hl>IX rpe6oBaHHM H 

ocyll.(eCTBneHHeM s MX OTHOIIIeHHH MeporrpIDITHM no ou;eHKe co6mo,n:eHHH o65I-

3aTeJII>HE,IX TPe6osaHHH; 

BOBJieKaTb KJIHeHTOB B propa6oTKY H TeCTHpOBaHHe npOTOTHnOB Mexa­

HH3MOB ou;eHKH co6mo,n:eHH5I o6JI3aTeJII,HI,JX TJ}e6osaHHM ,n:o BBO,n:a MX B 3KC­

nnyaTau;mo; 

npHB0.!(HTI, K CHH)KeHHIO H3,n:ep)KeK KJIHeHT0B, CB5I3aHHI,IX C npoBe,n:eHHeM 

B HX OTHOIIIeHHH MeponpIDITHM no ou;eHKe co6mo,n:eHIDI o6H3aTeJIE,HE,JX Tpe6o­

BaHHH:. 

3Tal1bl npou;ecca npoeKTHpOBaHIDI HJIH peHH)KHHHpHHra MeXaHH3MOB 

ou;eHKH co6nIO,n:eHH5I o6H3aTeJI:E.HhIX TPe6osaHHM pearrH3)'lOTC5I no aHanorHH c 

npou;eccaMH npoeKTHposaHIDI HJJH peHH)KHHHpHHra ycnyr, Mep no,n;,n;ep)KKH H 

cepBHCOB. 
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OpraHbl BJiaCTH H yrroJIH0MoqeHHbie opraHH3aI(l·iH ocym;eCTBIDIIOT npo-

eKTHp0BaHHe HOBbIX H peHH)KHHHpHHr ,n;eiicTBYJOIIJ;MX cepBHC0B ocyJI(eCTBJie­

HH5I 3aKynoK T0BapoB, pa6oT, ycnyr ,n;m1 o6ecneqeHH.8' rocy.n:apcTBeHHbIX H MY­

HHl'(HIIaJibHbIX HY)K,ll; B C00TBeTCTBHH c YKa3aHHbIMH BhIIIIe o6Jl(HMH Tpe6oBa­

HH.HMH K npoeKTHpoBaHmo H peHH)KHHHp1-rnry C yqeT0M CJie,n:yIOJI(ero. 

Ilpouecc npoeKTHpOBaHIDI M peHH)KHHHpHHra cepBHCOB, HCIIOJib3YeMhIX 

KJIHeHTaMH - yqaCTHMKaMH 3aKynoK, ,Ll;OJI)KeH: 

rrpOBO.D:HTbC5I B u;en5IX 3am;HTbl KOHKYpeHIJ;MH, npe,n;OTBpam,eHM.H KOppyrr­

l'(liH H ,llpyrHX 3noynoTpe6neHRH B c<pepe 3aKYrroK; 

yqHTbIBaTb B03M0)KH0CTH C0BeprneHml KJIHeHTaMH TeXHHqeCKHX OllIH60K 

npH yqacTHH B npou;e,llypax 3aKynoK H npe,llycMaTpHBaTh B03MO)KHOCTH MX HC­

rrpaaneHIDI 6e3 B03HHKH0BeHIDI HeraTHBHbIX IIOCJie,llCTBHH )J;JI.H KJIHeHT0B; 

npe,llyCMaTpHBaTb Y.ll06HbIH ,ll;JUI KJIHeHT0B HHCTpYMeHTapHH peaJIH3al'(MH 

npe.n:ycM0TpeHHbIX 3aK0H0,n:aTeJibCTB0M rrpaB H o6.8'3aHHOCTeH yqacTHMK0B 3a­

KYII0K Ha acex CTa,D;H5IX ocym,eCTBJieHIDI 3aKYTI0K, BKJIIQqa5I HHCTpyMeHT.bl 06-

)KaJI0BaHH.H ,n;eHCTBHH HJIH 6e3,n:eHCTBH5I 3aKa3qHK0B H B03Mem;eHml npHtIHHeH­

H0ro Bpe,n;a. 

4.5. Tpe6oBaHH5I K npoueccy y,n;oBJieTB0peHH5I IIOTpe6HOCTeH KJIHeHTa 

rryTeM npe.n:ocTanneHHH ycnyr, Mep 110,n:,n;ep)KKH H cepBHC0B 

Ilpouecc y,n:oaneTB0peHIDI IlOTpe6HOCTeH KJIHeHT0B rryTeM rrpe.n:ocTaBne­

HHH ycnyr, Mep 110,n;,n;ep:>KKH H cepBMCOB ,D;OJI)KeH COOTBeTCTBOBan, cne,n:yroIIJ,HM 

Tpe6oaaHIDIM: 

0CH0BbIBaTI,C.H Ha pe3yJihTaTaX Bb:UIBJieHIDI H H3yqeHIDI IIOTpe6HOCTeH 

KJIHeHTOB; 

o6ecrreqHBaTb HHq>OpMHpoBaHI'.le H o6yqeHHe KJIHeHT0B npaKTHqecK0MY 

HCIIOJib30BaHmo rrpe,n;ocTaBmieMhIX ycnyr, Mep no,n:,n:ep)KKH H cepBHCOB; 

rrpe,n:ocTaBJI.HTb KJIHeHTY BbI6op Hac-rpoeK B3aHMO,D;eHCTBH5I C opraHaMH 

Bnacn1 H yrroJIHOMOqeHHhIMH opraHH3al'(IDIMH, BKJIIOtia5I rronyqeHHe ycnyr, Mep 

rro,n:.l(ep)KKH HCIIOJlh30BaHHe. cepBHCOB; 
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o6ecrreqHBaTb rrpoaKTHBH0e B3aHMO,[(eMCTBHe rrpH HanHqHH cornacIDI 

KJIHeHTa HJIH B cnyqae, eCJIH TaKoe cornacHe He -rpe6yeTCR B CHJIY 3aK0Ha rrpH 

HaCTYIIJieHHH onpe,ri:eneHHhIX co6hITHH ( o6CTORTeJibCTB) )KH3HeHHOH ciuyau;HH 

KJIHeHTa; 

pemaTb rrpo6neMhI KJIHeHTa u:eJIHK0M B paMKax )KJi3HeHHOH c1nyaU:HH; 

o6ecrreqHBaTb rronyqeHHe o6paTHOH CBH3H OT KJIHeHTa 06 y,ri:oBJieTB0-

peHHOCn-I; 

rrpH cornaCHH KJIHeHTa o6ecrreqHBaTb ,[(0CTYII 06:ru:ecTBeHHhIX opraHH3a­

U:HH rrpe,ri:rrpHHHMaTeJieM Ji ynonHOMOtieHHhIX ITO 3aIIl;HTe npaB rrpe,ri:rrpHHHMa­

Teneii K ,[(aHHbIM O KaqecTBe KJIHeHTCKoro OilbITa; 

o6ecrreqHBan~ rrpeMMym;ecTBeHH0 rrpoaKTHBHoe npe,ri:ocTaBneHHe ycnyr, 

Mep II0,[(,[(ep)KKJi Ji cepBHC0B, a Tal()Ke HCil0JI.b30BaHHe y,ri:o6HbIX ,2l.mI KJIHeHT0B 

ToqeK B3aHMO,[(eHCTBH.H C opraHaMH BJiaCTH H ynonHoMoqeHHhlMH opraHH3aU:H­

.HMI-I; 

MHHHMH3HpOBaTI, BpeMeHHbie, qnrnaHCOBbie H HHI,Ie 3a-rpaThI KJIHeHTa, 

o6ycnOBJieHHI,Ie B3aHM0,2l.eHCTBHeM C opraHaMH BJiaCTH H yrroJIH0M0l{eHHhIMH 

opraHH3aU:HRMH. 

y ,[(0BJieTB0peHHe rro-rpe6HOCTeM KJIHeHT0B BKJII011aeT cne.n:yroru;He oc­

HOBHhie :narr1,1: 

liH<pOpMHpOBaHHe KJIHeHT0B 06 ycnyrax, Mepax II0Mep)KKli H cepBHcax 

H npe,ri:ocTaBneHHe 06yqaro:ru:11x cepBHCoB; 

yrrpaBneHHe cornacHeM Ha npoaKTHBHoe rrpe,ri:ocTaBJieHHe ycnyr, Mep 

IlO,[(,[(ep)KKJi H cepBHCOB B paMKax )KH3HeHHOH CHTyau:m-1 ,[(JUI y,ri:oBJieTBopeHHH 

IIOTJ)e6HOCTeH KJIHeHT0B; 

pa3pa6oTKa rrpe,ri:BapHTeJU,Horo KJIHeHTCKoro cu;eHapIDI; 

II0,[(TBep~eHHe rrorpe6HOCTeH KJIHeHT0B; 

y,ri:oBJieTBopeHHe norpe6HOCTeH KJIHeHT0B; 

rronyqeHHe H o6pa60TKa o6paTHOH CB.H3H OT KJIHeHT0B. 

OpraHhl BJiaCTH H YII0JIH0M011eHHhie opraHH3aU:HH ,[(0JI)KHI:,I o6ecneqH­

BaTb HHcpopMHpOBaHHe KJIHeHT0B no BhI6paHHI,JM HMH KaHanaM B3aHM0,2l.eM-
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CTBHH 0 ,[(0C'fYilHblX )])VI HHX H peK0MeH,zzyeMblX ( crroco6m,1x CTaTI, ,l(0CTYIIHI,1-

MH rrpH BbIIl0JIHeHHH KJIHeHT0M Bcex Heo6xo,n;HM:blX ,[(JIH 3T0ro ycJIOBlfH) ycny­

rax, Mepax rro,n;,n:ep)l(KH H cepBHCax C y-reTOM )l(H3HeHHbIX CHzyan:m1: H rrpoqrn:­

neH KJIHeHT0B, a TaK)l(e rrpe,l(0CTaBJI.SITI, o6y-rruoin:He cepBHCI,I B HaH6onee aKTy­

am,HblX <pOpMaTaX (BH,n:eopOJIHKH, qaT-60TbI, BHP'fYaJII,HI,Ie II0M0ID:HHKH, BH3y­

aJIH3HpOBaHHble PYKOBO,l:(CTBa IIOJ1b30BaTeJieM H HHI,Ie ). 

OpraHaMH BJiaCTH H YII0JIH0M0qeHHbIMH opraHH3aU:HHMH ,n:omKHE,I 6bITE, 

o6ecrreqeHhI ycnoBHH, II03B0JI.SIIOID:He KJIHeHTaM rrpe,n:ocTaBJI.SITh cornacHe Ha 

rrpoaKTHBHoe rrpe,n;ocTaBrreHHe ycnyr, Mep no,n:,n:ep)l(KH H cepBHC0B B paMKax 

)l(H3HeHHOM CHzyan:HH. 

CornacHe KJIHeHTa Ha npoaKTHBH0e rrpe,n:ocTaBJieHHe ycnyr, Mep no,n;­

,n;ep)KK0. H cepBHCOB B paMKax )l(H3HeHHOli CHTYan:HH rrpe,n:ocTaBJI.SieTC.SI B cpop­

Max: 

cornac1rn Ha rrpoaKTHBHoe npe,n:ocTaBJieHHe ycnyr, Mep no,n:,n;ep)l(KH H 

cepBHCOB no yMoJiqaHHIO B pa3pe3e KOHKpeTHOli )l(H3HeHHOM CHTyau:m1 ,n;o MO­

MeHTa 0T3bIBa TaKoro cornacIDI; 

cornacm1 Ha rrpoaKTHBHoe npe,l(0CTaBJieHHe oT,n:eJII>HI>IX ycnyr, Mep rro,n:­

,l(ep)KKH H cepBHC0B. 

IIpH rrpe,l(OCTaBJieHHH opraHaM BJiaCTH H ynoJIHOMoqeHHhIM opraHH3an;H­

HM corrracID£ Ha rrpoaKTHBHoe npe,l(0CTaarreHHe ycnyr, Mep rro,rui:ep)l(KH H cep­

BHC0B B paMKaX )l(H3HeHHOli CH.Tyaa;HH ,l(0Jl)l(Ha HCI10Jlh30BaTbC.SI y,n:o6Ha.SI ,!(JI.SI 

KJIH.eHTa TOqKa B3aHMO,n:eMCTBIDI C HMM. 

OpraHaMH BJiaCTH H yrroJIH0MoqeHHblMH opraHH3aU:IDIMH ,n:0JI)l(Ha 6MTE, 

o6ecneqeHa ,n:ocTyrrHaH B03M0)l(H0CTh 0T3I>IBa cornacHH Ha rrpoaKTHBHoe 

npe,n:ocTaBneHHe ycnyr, Mep rro,n:,n:ep)l(KH H cepBHC0B. 

,[(o M0MeHTa :83aHMO,l(eMCTBHH C KJUieHT0M opraHhI BJiaCTH H yrroJIH0M0-

qeHHbie opraHH3aD;HH pa3pa6aTbIBaIOT rrpe,n:aapHTeJibH.bIH KJUieHTCKHli cn;eHa­

pHH. 

Pa3pa6oTKa rrpe,n:aapHTeJibHoro KJIHeHTCKoro cu:eHapHH BKrrroqaeT cne­

.n:yroruHe 3TaIIbI: 
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OTHeceHHe KJIHeHTa K KOHKpeTHOH )KH3HeHHOH c1-rryaU:HH; 

oTHeceHHe KJIHeHTa K rrpoqmmo KJIHeHTCKoro cerMeHTa; 

onpe,n:erreHHe THI10BI,IX I10Tpe6HOCTeii KJIHeHTa Ha 0CH0Be HH<pOpMaU:HH 

06 0THeCeHHH KJIHeHTa K )Kff3HeHHOH CHT)'aIJ;HH, npo<pHJilO KJIHeHTCKoro cer­

MeHTa; 

onpe,n:enemrn IIOTpe6HOCTeii KJIHeHTa Ha OCH0Be HCT0pHH B3aHMO,n:eii­

CTBH.SI C KJIHeHT0M, ecJIH TaKa.SI HCT0pmI B3aHMo,n:eHCTBH.SI 61,rna B paMKax )KH3-

HeHHOH CHTyaU:HH; 

pa3pa60TKa rrpe,n:BapHTeJII>H0f0 KJIHeHTCKoro CIJ,eHapH.SI. 

B pe3ynnTaTe ,n:m1 KJIHeHTa onpe,n:e11.sieTcx rrpe,n:Bap1nerrI>HI>rii KJIHeHTCKHH 

cu:eHapHH, KOTOpI>IH opraHI,I BJiaCTH H YIIOJIHOMOqeHHhie opraHH3~HH roTOBI,I 

rrpe,n:rro)KHTI> KJIHeHT)' ,n:Jrn y,n:oBJieTBopeHIDI ero rroTpe6HOCTeH B paMKax )KH3-

HeHHOH cHryaU:HH. 

OpraHnI Bnacnr H ynonHoMoqeHHI>Ie opramnau:HH npH corrracHH KJIHeH­

Ta rrpoaKTHBHO B3aHMo,neHCTB)'lOT C KJIHeHTOM C u:eJII>IO rro,nTBep)K.Zl:eHH.SI HaJIH­

q}rn y Hero IIOTpe6HOCTeH, K0T0pI>Ie M0ryT 6:r:,ITI, y,n:oBJieTB0peHI,I npe,n:BapH­

TeJibHblM KJIHeHTCKHM cu:eHapHeM. 

IlpH K0HTaKTe C KJIHeHT0M opraHnI BJiaCTH H yrroJIHOM0qeHHI>Ie opraHH-

3au:m1 II0.D:TBep)K.Zl:aIOT H (HJIH) yroqJUIJ0T IIOTpe6HOCTH KJIHeHTa, B TOM qffcJie 

II0,ll;TBep)K.Zl:aIOT: 

OTHeCeHHe KJIHeHTa K )KH3HeHHOH CHT)'aIJ,HH; 

0THeceHHe KJIMeHTa K rrpo<pHJilO IOIHeHTCKOro cerMeHTa; 

0THeCeHHe IIOTl)e6HOCTeii KJIHeHTa K THIIOBI,IM IIOTpe6HOCT.HM npoq>HAA 

KJIHeHTCKoro cerMeHTa; 

CTazyc, B TOM qJ,ICJie aKTyanI>H0CTI,, paHee Bl>UIBJieHHhIX nepcoHaJihHI,IX . 

noTpe6HOCTeii. 

B CJiy'tiae rrpoaKTHBH0ro B3aHMO,n:eHCTBH}I opraH0B BJiaCTH H ynoJIH0M0-

qeHHblX opraHH3aU:HH KJIHeHTY )J;0JI)KHa 601Tb rrpe,n:ocTaBJieHa HH<pOpMau:H}I 0 

corJiaCHH, Ha OCHOBaHHH KOTOporo TaKoe B3aHMO)J;eHCTBHe ocyru:ecTBJrneTCX. 
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B cnyqae OTKa3a KJIHeHTa OT npo,n;OJI)KeHJUI B3aHMo,n;eHCTBIDI KJIHeHT)' 

,n; OJI)KHa 6E.ITE, npe,n;ocTaBJieHa B03MO)KHOCTE, OT3E.IBa cornacIDI Ha rrpoaKTHBHOe 

rrpe,n;ocTaBJieHHe ycrryr, Mep rro,n;,n;ep)KKH H cepBHCOB B paMKax )KH3HeHHOH CH­

Tyau:mr no BbI6paHHOM)' KJIHeHTOM KaHany B3aHMo,n;eHCTBIDI. 

Pe3yJioTaTaMH B3aHMo,n;eHCTBIDI C KJIHeHTOM C u:eJIE,IO 110,ll;TBep)K,ll;eHH.sI 

HMH"LIIDI y Hero norpe6HOCTeH .SIBmIIOTC..sI: 

corrrac11e HJIH OTCYTCTBHe cornac11..s1 KJIHeHTa Ha B3aHMo,n;eHCTBHe copra­

HaMH BJiaCTH H opraHH3aU:IDIMH B u:em1x y,n;oBJieTBOpeHH.H ero IIOTpe6HOCTeii; 

CBe,n;eHIDI B u:mppoBE.IX CHCTeMax opraHOB BJiaCTH H ynOJIHOMO"LieHHbIX 

opraHH3aU:HH O IIO,ll;TBep)K,ll;eHHbIX rro-rpe6HOCTJIX KJIHeHTa. 

B 3aBHCHMOCTH OT B03MO)KHOCTH y,n;onrreTBopeHIDI rrorpe6HOCTeH KJIHeH­

Ta ,D;OJI)KeH 6:orr:o orrpe,n;erreH rrop.sr,n;oK, no KOTopoMy 6y,n;er ocy:rn;ecrnn..s1r:oc..s1 

B3aHMO,D;eHCTBHe C HHM: 

rro-rpe6HOCTH MO)KHO y,n;OBJieTBOpHTI:, cornacHO KJIHeHTCKOM)' cu:eHapHIO 

H HMeIO:rn;HMC.sI B pacnop.sr)KeHHH opraHOB BJiacn1 H yrronHOMoqeHHE,IX opraHH-

3aU:HH ,n;aHHbIM; 

norpe6HOCTH MO)KHO y,n;oBneTBOpHTE, cornaCHO KJIHeHTCKOMY cu:eHapmo, 

HO OTCYTCTByeT qacTh CBe,n;eHHH O KJIHeHTe Ha MOMeHT B3aHMO,n;eHCTBH.sI; 

rro-rpe6HOCTH HeJI:03.sI y,n;OBJieTBOpHTb cornacHo KJIHeHTCKOMY cu:eHapHIO. 

KnneHT yBe,n;oMn.sreTc.sr o npe,n;ocTaBneHHH eMy ycrryr, Mep no,n;,n;ep)KKH H 

cepBHCOB B cny11ae HacryrrneHH.H 3aKperrrreHHbIX B HOpMaTHBHhIX rrpaBOBE,IX aK­

Tax o6CTO.HTeJibCTB ( cofo,ITHH) )KH3HeHHOH CHT)'aU:HH, npH HacrynneHHH KOTO­

pbIX cornacIDI KJIHeHTa Ha HX rrpoaKTHBHoe rrpe,n;ocranrreH11e He rpe6yerc.s1. 

Ecrrn norpe6Hocrn KJIHeHra MOryT 61,n:o y,n;oBrrerBopeHI>I cornacHo KJIH­

eHTCKHM cu:eHapIDIM H HMeIO:rn;HMC.sI B opraHax BJiaCTH H yrroJIHOMO'qeHHblX op­

raHH3au:m1x ,llaHHbIM, TO Ha OCHOBaHHH rrpe,uBapHTeJibHOro KJIHeHTCKOro c.ue­

Hapn.sr-aBTOMar1111ecm ocyr:u:ecTBJI.HeTc.H rro,n;6op rrepeqH.H ycnyr, Mep rro.u.uep)K­

KH H cepBHCOB ,n;n.sr KJIHeHTa, TO ecn, onpe,n;emreTC.sI nepcoHaJibHbIH KJIHeHTCKHH 

cu:eHapHH H MeCTO HaXO)K)];eHH.sI KJIHeHTa Ha KJIHeHTCKOM rryn1. 
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Ec1u1 .n;IDI rrpHIDITIDI pemeHIDI o rrpe.n;ocTaBneHHH ycnyr, Mep rro.n;.n;ep)l(!(H 

HJIH cepBHCOB He)J;OCTaTO'l{HO CBe,nemdi OT KJIHeHTa Ha MOMeHT B3aHMO,ne:iicTBH.H 

C HHM, TO opraHaMH BJiaCTH, yrroJIHOMoqeHHbIMH opraHH3aI.UUIMH HJIH o6oco6-

JieHHbIM yqpe)K)].eHHeM, r,ne npe.n;ocTaBIDIIOTC.H ycnyrH, Mepbl no.n;.n;ep)l{KH H 

cepBHCbI KJIHeHTaM, o6ecneqHnaerc.H B03MO)l{HOCTb 3aITOJIHelllUI q_:>OpM ,naHHbIX 

C He,n:OCTal{)llleM HHq_)OpMffQHeii O KJIHeHTe. 

Cne.n;eHIDI )J;OJI)l{Hbl aBTOMaTHqecm nona,n;aTb B rrpocpHJib KJIHeHTa H 6bITb 

)J;OCTYITHbI opraHaM BJiaCTH H yrroJIHOMoqeHHbIM opraHH3all;IDIM, yqaCTBYJOll{HM 

B rrpe.n;ocTaBneHHH ycnyr, Mep rro.n,nep)l{KH H cepBHCOB. 

Ilocne nonyqeHH.H ,n;aHHbIX OT KJIHeHTa, MX o6pa6oTKH opraHaMH BJiaCTH 

H yrroJIHOMoqeHHbThiH opra.HH3a!lHHMH ocymecTBJIIDOTCH cne.n:yromHe rrpoBep­

KH: 

aBTOMaTHqecKaH npoBepKa npe,nocTaBJieHHbIX .n;aHHbIX Ha HenpOTHBOpe­

ql{BOCTb CBe,neHHHM, co.n;ep)l{all{HMC.H B HHq_)OpMaII.HOHHbIX CHCTeMax opraHOB 

BJiaCTH H ynoJIHOMoqeHHbIX opraHH3aQHii; 

aHaJIH3 npe.n;cTaBJieHHbIX ,naHHbIX Ha rrpaBOMoqHQCTb npe,nocTaBJieHIDI 

ycnyrH, Mep1,1 no.n:.n;ep)l(l(.H HJI.H cepBHCa. 

Ilocrre BblilOJIHeHIDI rrpoBepoK Ha3HaqeHHbie KJIHeHTY nepcoHaJII)HO 

ycnyrH, MepbI no.n:.n;ep)l{KH II cepBHCM H3 KJrneHTCKoro cueHapIDI npe,nocTaBJI.H­

IOTC.R KJIHeHry. 

Ecn.H l10Tpe6HOCTM KJIHeHTa HeJib3H y.n;oBJieTBOpHTb cornaCHO KJIBeHT­

CKOMy cu:eHap.HIO, opraHE,I BJiaCTM M YIIOJIHOMoqeHHble opraHM3au;m-1: 

rrpe,nocTaBJHIIOT KJIHeHzy HHq_)OPMfill.HIO O IIplRHHax, IIO KOTOpbIM HeJII:,3H 

Y.D:OBJieTBOpMTb ero IIOTpe6HOCTH; 

q>HKCHpyIOT B OTHOmeHHH KJIHeHTa CTayYCbI 06 y.n;oBJieTBopeHHH ero rro­

Tpe6HOCTeii; 

paccMarpHBaIOT B03MO)l{HOCTb pa3pa60TKH HOBbIX MJIH peHH)l{HHHpHHra 

cymecTBYJOll{HX ycnyr, Mep rro.n:.n;ep)l{KH H cepBHCOB, aKyYaJIH3al(HH KJIHeHT­

CKHX cu;eHapHeB; 
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rro.rr.n:epiKHBaJOT o6paTH)'IO CB.H3b C KJIHeHTOM B c.rryqae, eCJIH B03MOiK-

HOCTb y,n;oBJieTBOpemrn ero I101J)e6HOCTH 110.HBHTC.sI rrocne aK':rya.JIH3a:UHH KJIH­

eHTCKOro cueHapIDI B 6y,n;yru;eM. 

Pe3yJibTaTaMH pacCMO-rpeHHJI H y,n;oBrreTBopeHHJI II01J)e6HOCTeH KJIHeHTa 

.sIBJIJIIOTC.sI: 

pe3yrr1,TaTbl rrpe,n;ocTaBrreHIDI B3aHMOCBJl3aHHbIX ycrryr, Mep rro.rr.n:epiKKH 

H cepBHCOB KJIHeHTCKOro cueHapIDI; 

CBe,n;eHIDI B :umppoBblX CHCTeMax opraHOB BJiaCTH H opraHH3a:UHH O era­

Tyce y,n;oBrreTBOpeHIDI rrorpe6HOCTeH KJIHeHTa; 

HmpopMa:UH.sI O rrpHllHHax, 110 KOTOpbIM HeJII,3.sI y,noBJieTBOpHTb I101JJe6-

HOCTH KJilleHTa; 

IlO'Ipe6HOCTH KJIHeHTa, B OTHOIIIeHHH KOTOpbIX paccMaTJ)HBaIOTCJI B03-

MOiKHOCTH pa3pa60TKH HOBbIX ycnyr H cepBHCOB, peHHiKHHHpHHra cymecTBy­

IOlli;HX ycrryr H cepBHCOB, aKT)'a.JIH3a:Ul:lH KJIHeHTCKHX cueHapHeB. 

OpraHbl BJiaCTH H yrroJIHOMOtJeHHbie opraHH3a:UHH o6ecrre"tJHBaIOT c6op H 

o6pa60TKY o6paTHOH CBH3H OT KJIHeHTa. 

KrrHeHzy ,ZJ;OJiiKHa 6bITI> rrpe,n;OCTaBrreHa B03MOiKHOCTb oueHHBaTb qepe3 

HHCTpyMeHTbl o6paTHOH CB.sI3H CTerreHb y,noBJieTBOpeHHOCTH Ka)K)];OH OT,L{eJII:,­

HOH ycrryroii, Mepow rro,n,n;epiKK:0 H cepBHCOM, a TaKiKe y,noBJieTBOpeHHOCTH ero 

rrorpe6HoCTH B :uerroM. 

Pe3yJibTaTbl o6paTHOH CBH3H ,L{OJiiKHbl HCIIOJib30BaTI:,C.H opraHaMH BJiaCTH 

H opraHH3aI.J;IDIMH ,ZJ;IDI Bbl.HBJieHIDI H H3)'1:leHIDI IIOTJ)e6HOCTeH KJIHeHTa, rrpoeK­

THpoBaHIDI H peHHiKHHHpHHra ycrryr, Mep 110.rr.n:epiKKH H cepBHCOB B :uen.srx 110-

BbIIIJeHH.sr KatJeCTBa KJIHeHTCKoro OllhITa. 

ICJrneHT)' ,L{OJI:>KHa 6hITb rrpe,n;ocTaBJJeHa HH<pOpMa:umr 06 HCIIOJII:,30BaHHH 

rro.rryqeHHOH OT Hero o6paTHOH CB.H3H. 

06o6rn;eHHI:,Ie ,L{aHHbie o6paTHOH CB.sr3H, a TaKiKe IIpHH.HTbie Ha HX OCHOBe 

perueHH.H opraHOB BJiaCTH H YIIOJIHOMOtJeHHhIX opraHH3a:UHH ,r:t;OJiiKHI:,I 6bITb .no­

CTYIIHhl - HeorpaHHtJeHHOMY Kpyry KJIHeHTOB B pa3pe3e iKH3HeHHhIX CHTya:o;Hft, 

ycnyr, Mep IIO.lTJJ:epiKKH H cepBHCOB, TOtJeK B3aHMO,L{eHCTBIDI. 
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4.6. Tpe6oBaHllil K B3ffliMO.L(eHCTBHIO C opraHaMM BJiaCTli M yrroJIHOMO-

"LieHHbIMli opraHM3aQMHMli B TMIIOBhIX T01:1Kax B3aMMO.L(eHCTBllil C KJIHeHTaMM 

y KJIMeHTa .L(OJI)KeH cpopMHpoBaThCH IIOJIO)KIUeJII,HbJH OIII,IT rrpOCTOTI,I H 

nerKOCTH OT B3a:MMO.L(eHCTBMH C opraHaMli BJiacnI H yrroJIHOMO"LieHHbIMli opra­

HH3aQMHMli BHe 3aBMCMMOCTH OT KaHaJia TaKOfO B3aHMO.L(eMCTBM.H: 

IJ.H<ppOBI,Ie KaHaJII,I li HX T01:IKH B3aMMO.L(eHCTBM.H: rrporpaMMHOe B3aMMO­

.L(eHCTBMe rrocpe.L(CTBOM liH<pOpMall;HOHHbIX CMCTeM, MOfoUU,Hbie npHJIO)KeHH.H, 

OqJMIJ.MaJII,HI,Ie caiiThI (rropTaJibI) opraHOB BJiaCTH li yrroJIHOM01:leHHbIX opraHH-

3aIJ.HH, COIJ.MaJI:bHI,Ie CeTH, MecceH.L()KepbI, qaT-60TE,I, KOJI-IJ;eHrpbI, fOJIOCOBbie 

IIOMOI.l(HMKH; 

ocpna:aH-KaHaJI:bl H HX TO"LIKH B3aMMO.L(eikTBHH: opraHbI BJiaCTM H yrroJIHO­

MO"LieHHI,Ie opraHH3aQMM, o6oco6neHHI,Ie yqpe)K.L(eHIUI, r.L(e rrpe.L(OCTaBJI5IlOTCH 

ycnyrH H cepBHCI,J KJIHeHTaM. 

IlpeHMy:r.u:ecTBeHHbIMH KaHaJiaMH B3aMMO.L(eHCTBHH .L(OJl)KHl,I HBJI5ITbCH 

rrporpaMMHOe B3aMMO.L(eHCTBl{e rrocpe.L(CTBOM HH<pOpMaIJ;HOHHbIX CHCTeM M OH­

na:aH-KaHaJII,I B3aHMO.L(eHCTBM.H. ,ll;aHHbie cnoco61,1 .L(HCTaHQHOHHOfO B3aHMO­

.L(eHCTBH5I HBIDIIOTCH COBpeMeHHOH cpopMOH B3aHMO.L(eMCTBM.H JIIO.L(e:il, 6H3Heca H 

rocy,n:apCTBa Me)K.L(y co6o:a H cnoco6cTBYJOT pa3BHTHIO ll;HcppoBI,IX HaBI,IKOB 

6y.L(yrn;HX IlOKOJieHHH H CHH)KeHHIO CTOHMOCTM BHe,n:peHM.H HOBI,IX ycnyr H cep­

BHCOB. 

Bo3MO)KHOCTh ,n:ocryna K ycnyraM H cepm1caM opraHoB Bnacn1 H ynon­

HOMoqeHHhIX opraHH3aIJ;HH B ocpna:aH-KaHanax .L(OJI)KHa coxpaHHTbCH B BH.L(e 

annTepHanrnH:&IX crroco6oB, y.L(o6Horx .L(JIH onpe.L(eneHHoro THna KJIHeHTOB. 

Heo6XO.L(HMO yqHTI,IBaTI, oco6eHHOCTH KJIHeHTOB c He.L(OCTaToqHOH QH<p­

pOBOH rpaMOTHOCTblO H .L(OCT)'IlOM K rrporpaMMHO-TeXHHqecKOMY o6ecrreqeHHIO 

H cen1 M1nepHeT, a TaK)Ke HHOCrpaHHJ:,IX KJIHeHTOB. 

KnHeHry ,21,0JI)KHa fo,ITI, .L(OCT)'IIHa IIOJIHM HCTOplU! B3aHMO.L(eHCTBHH Cop­

raHaMH BJiaCTH M yrroJIHOMOqeHHbIMH opraHH3aQH.KMH B pa3pe3e )Klf3HeHHhIX 

CHTyau;HH, rrpe.L(OCTaBJieHHI,IX ycnyr, Mep rro,zu:i;ep)KKH H cepBHCOB, ToqeK B3aH­

MO.L(eHCTBF.UI. 
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4. 7. Tpe6oBaHIUI K cepBHCaM no ycraH0BJieH.HIO H KnHeHTCKOH o:u:eHKe 

o6.sl3aTeJII,HbIX -rpe6oBaHHH 

llHcpopMHpoBaHI-Je KJIHeHTa 0 nepeqHe o6.H3aTeJII,HI,IX -rpe6oBaII.HH, K0T0-

pI>Ie OH o6.H3aH co6JIIO,ZJ;aTb np.H ocyll(eCTBJieHHH ,n:e.HTeJU,H0CT.H, ocym;eCTBJUieT­

C.H no y,n:o6HhIM KaHaJiaM CB.H3H. 

Krr.HeHzy ,n:om1rna 6I>JTI, o6ecneLJeHa B03M0)KH0CTI, II0.D:TBep)K,l.(eHIDI y.[.(06-

HI,IM cnoco6oM 0THeceHH.H K HeMy: 

)KH3HeHHOH CHTyau;HH; 

rrpoq_)HJUI KJI.HeHTCKoro cerMeHTa; 

o6.H3aTeJII>HI,IX -rpe6oBaHHH. 

KnHeHzy )J;QJI)I(Ha 6I>ITE, .n:ocryrrHa B03M0)KHOCTb .n;eKnapHp0BaHIDI He­

npHMeH.HM0CTH ,l.(JI.H Hero o6.SI3aTem,HI>IX rpe6oBaHHH no CJie.n;yIOll(HM 0CH0Ba­

HH.SIM: 

KJI.HeHT He ocym;ecTBJI.HeT .n;e.HTeJII>H0CTb, Ha K0T0PYIO pacnpocTpaH.HIOTC.H 

Tpe6oBaHIDI; 

MaTepHam,Hhie HJIH HeMaTepHaJII,HI,Ie 061,eKTbl, Ha K0T0pbie pacnpocrpa­

H5IIOTC.SI o6.sI3aTeJII,Hbie rpe6oBaHIDI, KJIHeHT0M He HCn0Jib3yIOTC.SI. 

,D.n.SI KnHeHTa ,n:0JI)I(Hbl 6bITb o6ecne"tJeHI,I cepBHCI,I caMoo6cne,l.(oBaHH.SI H 

K0HCYJibTHp0BaHIDI no BonpocaM cpopMHpOBaHH.SI H Be,n:eHIDI nepC0HaJibH0ro 

HCLiepnI>IBaIOll(ero. nepe-qH.H o6.SI3aTem,HbIX Tpe6oBaHIIB no y.n;o6HI>IM ,n:JI.H Hero 

KaHanaM. 

OpraHaM.H BJiaCTH .H yrronH0M0"tJeHHbIMH opraH.H3a:U:IDIMH 06ecrretI1rnaeT­

C.SI B03M0)KH0CTI, caMOCTOHTeJibHOH o:u:eHKH KJIHeHTaMH co6JIIO,n:eHH.SI ycTaH0B­

neHHI,IX B 0TH0IIIeHHH HHX ofol3aTeJII,HI,IX Tpe6oBaHHH. 

OpraHaMH BJiaCTH H ynoJIHOM0qeHHbIMH opraHH3a:U:H.HMH .D:0JI)KeH 6bITb 

o6ecrreqeH npo:u;ecc oqeHKH KJIHeHT0M rrpoeKTHpyeMbIX B ero 0TH0IIIeHHH o6.SI-

3aTem,HbIX rpe6oBaHHH. 

OpraHaMH BJiaCTH H yrronH0M0tJeHHbIMH opraH.H3a[(H'1MH o6ecne"CJHBaeT­

C.SI npo3pa'l:J.HOCTI, paCCMOTpeHH.H H HCnOJib30BaHH.SI pe3yJioTaTOB o:u;eHKH ,n:eii­

CTBYIQll(HX H npoeKTHpyeMbIX o6.SI3aTeJibHI,IX -rpe6oBaHHH. 
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Kn:1-IeHT ,uomKeH HMen; ,UOCTyn K cae,ueHIDIM O paccMo-rpeHHH H HCnOJII:,-
• 

30BaHHH oueH0K rrpoeKn1pyeMI:,IX H ,ueHCTBYJOIUHX ofoI3aTem,HblX Tpe6oBaHHH 

no Ka)l()];0MY o6.R3aTeJII,HOMY 'Ipe6oBaHmo B qacTH, COOTBeTCTByIOI.IJ,eH HaCTpa­

HBaeMbIM napaMeTpaM, a TaK)Ke ,u:oczyn K o6o6rueHHoIM pe3yn1:,TaTaM oueHKH. 

Pa3pa6oTqHKH o6.R3aTeJII,HblX rpe6oBaHHH npH rrpoBe,n;eHHH oueH0'tJHhIX 

npoue,n;yp ,n;oJI)KHI,I rronyqaTo ,uoczyn K cae,n;eHIDIM KJrneHTCKHX oueHoK B 06e3-

nw1eHHOH q>OpMe HJIH C YKa3aHHeM KITHeHTa npH ero cornaCHH H yqHTbIBaTo 

3TH CBe,n:eHIDI IIpH pa3pa6oTKe C00TBeTCTByIDI.IJ,HX H0pMaTHBHI,IX rrpaB0BI:,IX aK-

4.8. Tpe6oBaHIDI K cepBHCaM no o6ecne'tJeHH:EO co6n10,n;eHIDI KJIHeHTaMH 

o65.13aTem,HoIX Tpe6oBaHHH 

OprrurnMH BJiaCTH H ynorrH0M0'tJeHHblMH opraHH3aUIDIMH ,D;0JI)KHnl 6:E,ITh 

peanH30BaHbl cepBHCbl oueHKH co6n10,ueHIDI KITI-IeHTaM o6JI3aTeJibHblX -rpe6oaa­

HHH. 

KoHTpOJII:,Hble (Ha,D;30pHI:,Ie) opraHI:,I ocyruecTBlliIIOT rrpoqmnaKTH'tJeCK)'IO 

ou;eHKY co6JIIO,neHIDI KITHeHTaMH 06J13aTeJII,HI,IX -rpe6oBaHHii C rrpHMeHemreM 

rocy,napCTBeHHbIX HH!pOpMaU:HOHHbIX pecypcoB H CHCTeM, 6e3 B3aHMO,U.eHCTBH.H 

C KJIHeHT0M. 

IlpH B03HHKH0BeHHH y KITHeHTa o6.R3aHHOCTH npe,n;cTaBHTh B K0HTp0JII:,­

Hbie (Ha,D;30pHhie) opraHbI CBe,n;eHIDI, no,UTBep)l()];aIOlI(He ero C00TBeTCTBHe o6x-

3aTeJlbHbIM Tpe6oBaHIDIM, HJIH CBe,neHHJI, Heo6xo,n;HMI>Ie )];JI5.I ou;eHKH ero ,u.06-

pocoBeCTH0CTH rrpH onpe,n;eneHHH KpHTepHeB pHCKa, cepBHCl:,I )J.0Jl)KHI,I npe,ny­

CMaTpHBaTI, C yqeT0M ,n;eiicTByIOI.IJ,HX H0pMaTHBHbIX npaB0BblX aKT0B ycTaH0B­

rreHMe B aBT0MaTH3Hp0BaHH0M pe)KHMe )];0CTaT0'tJH0ro cpoKa Ha c6op H no,n;ro­

T0BKY C00TBeTCTBYIDI.IJ,HX CBe,n;eHHH HCX0)];JI H3 )Kli3HeHHoii CMryaU:HH H rrpoqm­

JI5.I KJIHeHTa. 

IlpH orrpe,n;eJieHHH KpHTepHeB pHCKa on;eHKa ,uo6pocoBeCTHOCTM KJIHeHTa 

,D;0JI)KHa rrpoB0)];HTbCJI K0HTp0JII,HI:,IMH (Ha)J.30pHhIMH) opraHaMH C yqeTOM nep­

C0HaJibH0ro KJIHeHTCK0ro 0IIbITa co6mo,n;eHIDI o6.R3aTeJihHhIX 'Ipe6oBaHHH. 
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.[(mr KIDK,IJ;oro o6.sl3aTem,Horo Tpe6oBaHIDI KJIHeHTY C yqeTOM )KH3HeHHOH 
• 

CHTya:a;HH H rrpoq>HJUI KJIHeHTa ,lJ,0JI)KeH 6hITI, ,lJ,0CTyrreH KaK MHHHMYM 0,ll;HH rro­

H.SITHE,IB H perunnyeMbIH arrropHTM ,n:eHCTBHH, BhIIl0JIHeHHe K0Toporo ,ll;0JI)KH0 

rapaHTHpoBaT:r, co6mo,n:eHHe .n;aHHoro o6.sl3aTem,Horo Tpe6oBaHH.SI. O,n:HH arrro­

pHTM M0)KeT rapaHTHpoBaTh co6mo,n:eHHe 0,D;H0BpeMeHH0 HeCK0JihKHX o6.si:3a­

TeJIE,HblX Tpe60BaHHH. KrrHeHzy ,l],0JI)KeH 6:E,ITE, ,l],0CTyrreH HHCTpyMeHTapHH II0,l],­

TBep)K,lJ,eHIDI BblII0JIHeHIDI YKa3aHHblX a.rrropHTM0B. 

OpraHaMH BJiaCTH H yrroJIH0M0tJeHHbIMH opraHH3aqIDIMH ,l],0JI)KHE,I 6hITb 

peaJIH30BaHbl cepBHCE,I rro.n:.n;ep)KKH KJIHeHTOB rrpH rrpoBe.n;eHHH KOHTpOJibHbIX 

(Ha,lJ,30pHbIX) MeporrpIDITHH. 

IlepBOOtiepe,n:HOH 3a,n:a1:1eii rrpoBel(eHIDI KOHTpOJibHhIX (Ha,lJ,30pHhIX) Me­

porrpH.SITHH .SIBmreTC.sI 0Ka3aHHe II0M0II(H KJIHeHzy B tJaCTH co6mo,n:eHH.SI HM o6x-

3aTeJibHhIX Tpe6oBaHHH. 

IlpoBe,l],eHHe KOHTpOJH,HbIX (ml,l],30pHhIX) MeponpHHTHH ,lJ,OJI)KHO ocy­

m:ecTBIDITbCH T0JibK0 B CJIYtJae HeB03M0)KH0CTH II0,lJ,TBep)K,r{eHH.SI co6mo,n:eHH5.I 

KJI:ffeHT0M o6x3aTeJII,HhIX -rpe6oBaHHH Ha 0CH0Be ,n:aHHI:,IX rocy,n:apCTBeHHhlX 

(MYHHl.lHilaJibHbIX) HH<popMa:U:HOHHbIX CHCTeM, ,u,oczyrrHbIX K0HTp0JlbHhIM 

(Ha,l],30pHbIM) opraHaM. 

KrrHeHzy ,lJ,0JI)KeH 6:E,ITb rrpe,u,ocTaBJieH cepBHCHbIM HHCTpYMeHTapHH II0.[(­

,u,ep)KKH rrpH rrpoBe,n:eHHH KOHTpOJibHbIX (H8,A30pHbIX) MeporrpIDITHM, BKJII0qa-

10m::0ii: 

yBe,lJ,OMJieHIDI O rrpoBe,n:eHHH KOHTpOJibHblX (Ha.[(30pHbIX) MeporrpH.SITHH C 

Il0M0illJ,IO y,lJ,o6HhIX KaH8JI0B K0MMYHHKaq1-rn; 

I10JIY1feHHe, HarrpaBneHHe ,lJ,OKyMeHTOB H OTBeTOB Ha 3anpocbl B <l_)opMe 

3JieKTpOHHblX ,lJ,OKyMeHTOB; 

KOHCYJibTMpoBaHHe IIO BOIIpOCaM rrpoae,n:eHH5.I KOHTpOJihHbIX (Ha,lJ,30p­

HbIX) MeporrpH.SITMH M C00TBeTCTB)'K)m:Hx HM ,n:eHCTBHH; 

OII:U:HIO 03HaKOMJieHH.SI C MaTepHa.rraMH npoBepKH M B03MO)KHOCTbIO IIO­

nyqemur aKzyarr1,Hoii HHq>opMaqm1 o xo,n:e H pe3ym,rarax K0HTpom,Horo 

(tta,n:3opHoro) MeponpHHTIDI; 
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OIII(HIO onpe,n;eJieHHX rrpe,n;cTaBHTeJII,CTBa KJIHeHTa IIpH rrpoBe,n:eHHH KOH-

TpOJII,HE,IX (Ha,D;30pHbIX) MeporrpIDITHH; 

cepBHC, II03BOJI5IIOII(Hli IIpOBO.ll:HTb B3aHMO,D;eHCTBHe H o6cy)K,!l;eHHe xo,n:a 

KOHTpOJibHbIX (Ha,D;30pHI,IX) MeporrpIDITHH Me)l(,n;y KOHTpOJIE,HE,IM (Ha,n:3opHbIM) 

opraHOM H KJIHeHTOM B pe)IGIMe BH,n;eOKOHcpepeHll;HH, B TOM l.!HCJie B c~axx 

paCCMOTpeHIDI )l(aJI06 H 3a5IBJieHHH KJIHeHTa, Kor,n;a MeCTOHaxO)K)];eHHe KJIHeHTa 

He II03BOmieT npHHHTb )'1IaCTHe Herrocpe,n;CTBeHHO; 

onu;HIO nepeHoca cpoKOB npoae,n;eHIDI KOHTpOJibHoro (Ha,n;3opHoro) Me­

porrpHXTHX rrpH HeB03MO)l(HOCTH rrpHCYTCTBH51 Ha HeM KJJlieHTa; 

.ll:OKYMeHTHpoBaHHe B3aHMO,D;eHCTBH.SI KJIHeHTa C KOHTpOJIE,HE,IMH 

(m1,n;3opHb1MH) opraHaMH, B TOM qHcJie no,n:TBep)K)];eHIDI cpaKTOB rrepe,n;aqH liH­

cpopMall;HH H ,D;OKYMeHTOB; 

cepBHC o6)1(aJIOBaHIDI ,n;eifcTBHH npe,n:cTaBHTeneif KOHTpon1>Horo 

( Ha,D;30pHoro) opraHa H B03MelI(eHmI HenpaBOMepHO rrpHtIHHeHHOfO Bpe,n:a; 

cepBHC npHBJiet.IeHIDI K )'1IaCTHIO B rrpoBe,n;eHHH KOHTpOJibHblX (Ha,n:3op­

Hb1X) MeponpIDITHH rrpe,n:cTaBHTeneM HHCTHTyra yrroJIHOM01:leHHOro no 3alI(HTe 

rrpaB rrpe,n;rrpHHHMaTene:ii; 

cepBHC ou;eHKH BpeMeHHhIX H MaTepHaJihHhlX 3aTpaT, a TaK)l(e nonyqeH­

Horo yrn:ep6a rrpH rrpoBe,n;eHHH KOHTpOJIE,HE,IX (Ha,n:3opHhlx) MeporrpIDITHH; 

cepBHC Oll;eHKH KaqecTBa npe,n:yCMOTpeHHoro BbIIIIe HHCTp)'MeHTapH.SI. 

Pe3yJibTaTbl on;eHKH KJIHeHTaMH BpeMeHHbIX H MaTepHaJIE,HE,IX 3aTpaT, 

rronyqeHHOfO ym;ep6a rrpH rrpoBe,n;eHHH· KOHTpOJIE,HE,IX (Ha,D;30pHI:.IX) MeponpHX­

THH, KaqecTBa YKa3aHHOro BI:.IIIIe HHCTp)'MeHTapHH TIO.II..U,ep)l(KH rrpH rrpoBe,n;e­

HHH KOHTpOJII:.HhIX (Ha,D;30pHbIX) MeporrpIDITHH BKJIIOqaIOTCH B KJIHeHTCKHH 

OIII:.IT H HBIDIIOTC.SI OCHOBOH ,n:JIH rrpoeKTHpOBaHHH HOBE,IX H peHH)l(HHHpHHra 

cymecTBYJOIJJ;HX ycnyr, Mep rro,n;,n;ep)l(KH H cepBHCOB. 

5. MoTHBaD;HH KJIHeHTOll;eHrpHqHoro IlOBe,n;eHH.SI 

CHCTeMa MOTHBan;HH cy6oeKTOB BHe,n;peHHH H peaJIH3aI(HH KJIMeHTOU:eH­

TpH1IHOfO rro,n:xo.n:a B rocy,n;apCTBeHHOM H MYHHU:HIIaJibHOM ynpaBneHHH ,D;OJI)l(­

Ha 6I:.ITE, OCHOBaHa Ha cne.n:yrommc Tpe6oBaHIDDC 
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opraffi>I BJiacn{ H ynoJIHOMoqeHHble opraHH3aQHH, ID( pa6oTHHKH Hecyr 

OTBeTCTBeHHOCTb rrepe.n: KJIHeHTOM He TOJibKO 3a He,D:OCTH)KeHHe IIOJIO)KHTeJib­

HOro pe3yJibTaTa, rrpe.n:ycMOTpeHHoro HOpMaTHBHblMH npa.BOBbIMH aKTaMH H 

Tpe6yeMoro HCXO,D:H H3 )KH3HeHHOH: cnryaUHH, HO H 3a Heco6mo.n:eHHe pyKOBO­

,D:HI.QHX IIpHHUHIIOB; 

ocymecTBJIHeTC}I noompeHHe 3a Ha,D:e)KHOCTb Y.D:OBJieTBopeHH}I IIOTpe6Ho­

CTeii KJIHeHTOB; 

MOTHBaUHH COTPY.D:HHKOB HanpaBJieHa Ha HaKOIIJieHHe, CTJJYKT)'pHpOBa­

HHe, o6MeH H pacnpOCTpaHeHHe 3HaHHH: no BorrpocaM IIOBbIIIIeHH}I KaqecTBa 

KJIJ'.l:eHTCKoro orrnITa, a TaK)Ke Ha pemeHHe HOBbIX cna6oCTpYKTYPHPOBaHHnIX H 

HHHOBaUHOHffi>IX 3a.n:aq B npouecce KOMMyHHKaUHH .n:pyr C J(pyroM H Ha cpHKCa­

IJ;HIO HX pemeHHii; 

ocymecTBJI.HeTcH BoBrreqeHHe npe.n:cTaBHTeneii opraHOB BJiaCTH H yrron­

HOMO'tfeHH1>1x opraHH3aUHH B rrpouecCbI rrpoeKTHpOBaHH.H HOBbIX ycnyr, Mep 

rro,n;.n:ep)KKH H cepBHCOB, peHIDKHHHpHHra cymecTBYIOin;HX yceyr, Mep no.n:­

.n;ep)KKH H cepBHCOB; 

o6ecrreqHBaeTcx co3.n:aHHe H aKTHBHax no.n:,u;ep)KKa coo6ru;ecTBa crreu;Ha­

JIHCTOB-rrpaKTHKOB no BOIIpOCaM IIOBbIIIIeHHH Ka"tJeCTBa KJIHeHTCKOro OIIbITa; 

cpopMHpyeTC.H CHCTeMa BbUIBJieHH}I H no.n:,u;ep)KKH COTPY.D:HHKOB, opHeH­

THpoBaHHl>IX Ha pa3BHTHe H no.n:,u;ep)KaHHe rrpou;ec~a BHe.n;peHH}I KJIHeHTOIJ;eH­

TpHqHoro IIO,l:(XO,D:a B rocy.n:apCTBeHHOM H MYHHUHIIaJII,HOM ynpaBJieHHH. 



YTBEP)l{,Il:EH 
rrocTaHOBJieHHeMilpaBHTeJibCTBa 

CaMapcKoH o6nacnr 
OT ell ./P?. c2t)~,l N~ ✓vf t)t} 

CTAH,nAPT 
BHy'TpeHHero KJrneHTa 

1. TepMHHbl H orrpe.n;eneHIDI 

.[(mr u:eneH CTaH.n;apTa BH)'TpeHHero KmieHTa (.n;anee - CTaH.n;apT) HCITOJib-

3YIOTC.SI cne.n;yroru:He ITOIDITIDI H TepMHHbI: 

KJIHeHT (BeyTJ)eHHHH KJIHeHT H BHeIIIHHH KJIHeHT) - <pH3WieCKOe HJIH 

IOpH.n;HqecKoe JIHU:O, B3aHMO,n:eHCTBYIOW:ee C rocy.n;apCTBOM HJIH MYHHU:HIIaJib­

HbIM o6pa30BaHHeM C u:enbIO y,n;oBJieTBOpeHH.SI CBOHX IlOTJ)e6HOCTeH; 

BHyTpeHHHH KJIHeHT ( COTPY.ll:HHK) - rocy.n;apcTBeHHhIH HJIH MYHHU:HIIanh­

HbIH cny)Kam:Hii, COTPY.ll:HHK no,n;Be,n;oMcTBeHHOH opraey rocy.n:apcTBeHHOH Brra­

CTH HJIH opraey MeCTHOro CaMoynpaBJieHIDI opraHH3aU:HH, a TaIOKe COTJ)Y.ll:HHK 

HHOH opraHH3aU:HH, yrroJIHOMO"t!eHHOH B COOTBeTCTBHH C 3aKOHO,ll;aTeJibCTBOM 

HJIH Ha OCHOBaHHH .n;oronopa Ha B3aHMO)];eHCTBHe C BHeIIIHHMH KJIHeHTaMH OT 

JIHU:a opraHOB rocy.n;apCTBeHHOH BJiaCTH HJIH opraHOB MeCTHOro caMoyrrpaBJie-: 

HH.sI, rro,n:Be.[{OMCTBeHHbIX HM opraHH3aU:HH; 

BHeIIIHHH KJIHeHT - <pH3H"9:eCKOe HJIH IOpH.n;H"t!eCKOe JIHIJ;o, B3aI1Mo.n;eH­

CTBYIOII.I:He caMOCTO.SITeJibHO HJIH "9:epe3 ynoJIHOMO"t!eHHOro rrpe,n:cTaBIUeJI.SI C op­

raHaMH HCilOJIHHTeJibHOH BJiaCTH, opraHaMH MeCTHOfO caMoyrrpaBJJeHIDI, no.n;­

Be,n;OMCTBeHHbIMH HM opraHH3aU:IDIMH, a TaIOKe HHbIMH opraHH3aU:H..SIMH, yrroJI­

HOMOLieHHbIMH B COOTBeTCTBHH C 3aKOHo,naTeJibCTBOM HJIH Ha OCHOBaHHH ,noro­

nopa Ha B3aHMO,D;eHCTBHe C BHeIIIHHMH KJrn:eHTaMH OT JIHU:a opraHOB rocy,nap­

CTBeHHOH BJiaCTH HJIH opraHOB MeCTHOfO caMoyrrpaBJieHH.SI, 110,ll;Be,noMCTBeH­

HbIX HM opramnau:HH (.n;anee - opraHbl BJiaCTH H opraHH3au;HH), C u:eJibIO y.n;o­

BJieTBOpeHI•rn: CBOHX IIOTJ)e6HOCTeH; 
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KJIHeHTOU,eHrpHqJ{OCTI, - Ka1IeCTBO ,n;eHTeJII>HOCTH, xapru<.TepH3)'Km~eec.H 

IIOCTOHHHbIM H3ytreHHeM H y,n;oBJieTBopeHHeM 3aKOHHJ,IX H crrpaBe,n;JIHBI,IX rro­

Tpe6HOCTeii KJIHeHTa; 

KJIHeHTOU,eHTpH1IHI,IH rro,n;xo,n; - no,n;xo,n; B rocy,n;apcTBeHH0M ynpaBJieHHH, 

OCHOBaHHbIH Ha BornBJieHHH H H3)'1IeHHH rro-rpe6H0CTeH KJIHeHTa, TI0CT0HHH0M 

ynyqrneHHH B3aHMo,n;eHCTBH..SI opraHOB BJiacn1 H opraHH3aUHH C KJIHeHTOM )J,IDI 

y,n;0BJieTB0peHHH era rro-rpe6HOCTeii; 

ycnyni - rocy,n;apcTBeHHI>Ie ycnyrH B 3Ha1IeHHH <I>e,n;epanI>Horo 3aKoHa 

OT 27.07.2010 NQ 210-<1>3 «06 opraHH3aUI·IH rrpe,n;ocTaBJieHIDI rocy,n;apCTBeH­

HI:,lX H M)'HHU.HIIaJII,HI,IX ycnyr» H HHbie ycnyrn, rrpe,n;ocTaBIDieM:ble opraHaMH 

BJiaCTH H opraHH3aUIDIMH; 

cepBHChl - ycnyrH, a TaIOKe MX l'.JaCTH, npe,n;ocTaBJIHeMbie KJIHeHT}' u.mp­
pOBhIMH CHCTeMaMH opraHOB BJiaCTH H opraHH3aUHH; 

KJIHeHTCKHH cu,eHapHH - nocrre,n;oBaTeJibH0CTI, ,n;eHCTBHH KJIHeHT0B HJIH 

HHbIX cyfrI>eKTOB B3aHMO,n;eHCTBHH B paMKaX npe,n;ocTaBJieHHH ycrryrn H cepBH­

ca, ttarrpaBneHHasI Ha rrony1IeHHe onpe,n;erreHHoro a,n;MHHHCTpaTHBHI>IMH rrpou:e­

,n;ypaMH pe3yJII>TaTa rrpoxo)KJ];eHH.H OT,n;eJII:,HI,IX 3TaIIOB KJrn:eHTCKoro II)'TH; 

rrpoueccHI>IH no,n;xo,n; - rro,n;xo,n; K opraHH3aum-r H yrrpaBJieHHIO ,n;e.HTem,­

HOCTbIO opraHa BJiaCTH H opraHI-I3aIJ:HH, B COOTBeTCTBHH C KOTOpbIM ,n;e.sITeJib­

HOCTI, OC03HaeTCH H yrrpaBJUieTCH KaK CHCTeMa B3aHMOCB.H3aHHI>IX rrpoueccoB; 

npou.ecc - COBOKyrrHOCTI, B3aHMOCB.Sl3aHHbIX ,n;eHCTBHH H npou.e,n;yp, 

HanpaBneHHhIX Ha npe,n;ocTaarreHHe ycnyr H cepBHCoB; 

peHH)KHHHpHHr - )J,eHTeJII:.H0CTb, 0CH0BaHHa.Sl Ha MeTo,n;onornH H TeXH0-

nonrnx, HarrpaBJieHHa.sr Ha pecpopMHpoBaHHe MITH nepenpoeKTHpoBam-re ycrryr li 

(HJIH) cepBHC0B B uenHX 0IITHMH3aU,HJi ,n;e.srTeJII>H0CTH opraH0B BJiaCTH H opra­

HH3aU,HH, ,l];JIH o6ecne"tleHH.H C00TBeTCTBIDI npe)J,0CTaBJIHeMblX ycrryr H (HJIH) 

cepBHC0B KJIHeHT0.U,eHTpH1IH0My rro,n;xo,n;y. 
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2. O6m11e II0il0)KeHHH 

2.1. CTaH,napT HanpaBneH Ha BHe,npeHMe IIpHHI.J,HII0B KJIHeHT0I.J,eH'IpH'CJH0-

ro no,nxo,na B ,neHTenhH0CTb opraH0B BJiaCTH H opraHH3aI.J,HH rrocpe,ncTB0M 

IIpHMeHeHIUI COBpeMeHHbIX TeXHonorHH Il0C'Ip0eHH.sI npouecC0B BHyTplrne,noM­

CTBeHHOro H Me)KBe.l(OMCTBeHHOfO B3aHMO.l(eHCTBM.sI, a TaIOKe peanH3a[~HH Bop­

raHax BnacTH H opraHH3aI.J,R.sIX Ka,npoBOH IlOJIHTHKH, OCHOBaHHOH Ha npHHI.J,HITax 

KnHeHT0I.J,eH'Iplf'iH0CTH. 

2.2. BHe,n:peHI-rn npHHI.J,HIT0B KJIHeHT0I.J,eHTpMllH0ro no.n.xo.n.a B rocy,nap­

CTBeHH0M H MYHHI.J,HilaJU,H0M ynpaBJieHHH npH peamnaI.J,HH BHYTpeHHHM KnH­

eHT0M CB0MX cny)Ke6HbIX o6.H3aHHOCTeH, B TOM q11cne rrpH B3aHMO,D:eHCTBHH C 

qrn3HqecKHMH H IOpH,n:HqecKHMH nHI.J,aMH, ocymecTBn.HeTC.H B COOTBeTCTBHH C 

Tpe6oBaHH.HMH, ycTaH0BneHHbIMH CTaH.l(apTOM, a TaIOKe CTaH,n;apTaMH «rocy­

,n;apCTBO ,ZJ;IDI nIO,ZJ;eH» H «rocy,n;apCTBO ,D:JUI 6H3Heca». 

2.3. IlpHMeHemrn CTaH,napTa ocymecTBn.s1eTc>1 npH co6nIO.n;eHHH 'Ipe6o­

BaHHH ,neHCTBYIQII.J,ero 3aK0Ho,n;aTenbcTBa PoccHHCKOH <l>e,n:epaUHH H CaMap­

CKOH o6naCTH w npe,n;rronaraeT BHe,npeHHe H0BblX TeXHOnorHH ITO npoeKTHpo­

BaHMIO H peHH)KHHHpHHry BHYTPHBe,ZJ;0MCTBeHHbIX H Me)KBe.n;oMCTBeHHblX rrpo­

ueccoB, a TaK)Ke ocyII.J,eCTBJieHHIO Ka,[(pOBOH IIOJIHTHKH rryTeM peanH3aI.J,HH KnH­

eHT0I.J,eH'IpHqHoro no,n;xo,n;a B oprattax BnacTH H opraHH3aI.J,H.sIX. 

2.4. BI>rnonHeHHe 'Ipe6oBaHHH CTaH.l(apTa crroco6cTBYeT .n;ocTH:>KeHHIO 

cne,[(yIOII.J,MX 3cpcpeKTOB: 

pa3BHTHe B opraHax BJiaCTH H opraHH3aD,H>IX eym,ryphl, OCHOBaHHOH Ha 

rrpirnpHTeTe pe3ym,TaTa AIDI KmrnHTa Ha,[( <popManbHbIM rro.n;xo,n:oM K BbIIIOJIHe­

HHIO ,[(0JI:>KH0CTHblX o65!3aHHOCTeH; 

o6ecneqeHMe C00TBeTCTBM>I ,neHTenbH0CTH opraH0B BJiaCTH H opraHH3a­

UHH Tpe6yeMOMY ,n;m1 KnHeHT0B yp0BHIO KaqeCTBa rrpe.n;ocTaBIDieMbIX ycnyr H 

cepBHC0B; 

Il0BbIIIIeHHe ypoBH.H y,n:oBneTB0peHHOCTH H BOBneqeHHOCTH C0TPYAHHK0B 

opraH0B BJiaCTH H opraHH3aI.J,HH. 
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2.5. BHe.n;pemre CTaH.n;apTa ocyI.U;eCTBJIHeTCH Il03TaIIH0 B C00TBeTCTBHH C 

BHyTpeHHHMH pernaMeHTaMH H T}Je6oBaHIDIMH, ycraH0BJieHHI:,IMH opraHaMH 

BJiaCTH H opraHH3a[(mIMH, a TaK)Ke C yqeTOM HHF,IX CTaH.rr.apTOB H HOpManrnHI:.IX 

npaB0BI:.IX aKT0B, perymrp)'IOI.U;HX ccpepI:.I npHMeHeHmI )1.aHHoro CTaH.n;apTa. 

2.6. B CTaH.n;apTe npe.n;cTaBneHbI T_pe6oBaHHH K: 

npoeKTHp0BaHHIO H0BI:,IX H peHH)KHHHpHHry .n;eiiCTB)'IOI.U;HX npo:u;eccoB 

opraHOB BJiaCTH H opraHH3a[(HH C IIpHMeHeHHeM KJIHeHTO[(eHT_pH:qHOro no.n;xo­

.n:a; 

TI0CTaH0BKe pa6oq11x 3a,n;aq C rrpHMeHeHl:IeM KJIHeHTOI.(eHTpHt:JH0ro rro.n;-

xo.n:a; 

opraHH3a[(HH pa6oTI:.I C ):(0KYMeHTaMH H ,n;aHHI:.IMH B opraHe BJiaCTH H op­

raHH3a[(HH C npHMeHeHHeM KJIHeHTO[(eHT_pHqHoro no,n:xo.n;a; 

onpe.n;eneHHIO cpopMaTOB pa6oTI:,I C0T_pY.LJ:HHK0B opraH0B BJiaCTH H opra-

HH3a[(HH: C npHMeHeHHeM KJIHeHTOU,eHT_pWIHOro no,n:xo,n:a; 

npHBJiet:JeHHIO H OT6opy C0T}JY.Il:HHK0B; 

a,n;anTa[(HH HOBoro COT}JY.LJ:HHKa B opraHe BJiaCTH H opraHH3aU,HH; 

MOTHBaU,HH COTPY.AHHKOB, HX O[(eHKe H ynpaBJieHHIO 3cpcpeKTHBHOCTI>IO; 

rrpocpecCHOHaJII,HOMY pa3BHTHIO H opraHH3aI..(HOHHOH KYJihType. 

2. 7. OpraHF,I BJiaCTH H opraHH3aU,HH )1.0JI)KHbI npH,n;ep)KHBaTbC5I KJIHeHT0-

1..(eHT_pH'tJHOro IlO,D;XO)l_a npH B3aHMO):(eMCTBHH C BffYTpeHHHM KJIHeHTOM H BHem­

HHM KJIHeHTOM BHe 3aBHCHMOCTH OT IIOBO)l_a H cpopMbl TaKoro B3aHM0)1.eHCTBHH. 

2.8. Kal!eCTBO ,n:eHTeJII>H0CTH opraH0B BJiaCTH H opraHH3a[(HH onpe,n:enH-

eTCH He T0JII:,K0 KaqecTB0M npe)];0CTaBJieHHH ycnyr H cepBHC0B, HO H CTeneHI:,IO 

y,n:0BJieTB0peHH0CTH BffYT_peHHero KJIHeHTa. 

3. PYKOBO)l.HI.U;He npHH[(HIIbl 

3 .1. ITpllHil.HITi:.1 paBHoro )1.oczyrra: 

~HTbIBaTI:, oco6eHHOCTH Ka)K)1.0ro KJiHeHTa H ycrpaHHTb a,n;MHHHCT_pa­

THBHbie H HHhie 6ap1,epbl B paMKax rrpe)l_0CTaBJieHHH ycnyr H cepBHC0B 11 llC­

-II0JIHeHH.H rocy,n;apCTBeHHbIX (MYHH[(HIIaJibHbIX) cpyHKl.(HH; 
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a,n;arrTHpOBaTh ycnyrH H cepBHChI H rocy,n:apcTBeHHbie (MYHHI.J;HIIaJihHbie) 

<pyHKI.J;HH rro,n: rro-rpe6HOCTH qeJIOBeKa. 

3.2. IlpHHI.J;HIIhI 3cpq>eKTHBHOCTH H y,n:o6cTBa: 

peman, 3~aqH KJIHeHTa, a He HCIIOJIIDITb o6.H3aHHOCTH cpopMaJihHO; 

Haxo,n:HTh H HCIIOJlh30BaTh HaH6onee IIpOCTOH H y,n:o6HhIH rryTh K peme-

HHIO 3~aqH; 

o6ecneqHBaTh 3KOHOMH'l!eCicyIO 3q>q>eKTHBHOCTh rrpou;e.n:yp H rrpaBHJI. 3a­

TpaThI Ha BhIIIOJIHeHHe rocy,napCTBeHHhIX rrpou;e,nyp, Heo6xo,nHMhlX ,[(JI.SI peanH-

3au;1m KJIHeHTOM CBOHX rrpaB H BbIIIOJIHeHHe ycTaHOBJieHHI>IX 3aKOHOM ofol3aH­

HOCTeH, orrpaB,n:aHhI. Ilpou;e,n:ypbI H rrpaBHJia OIITHMH3Hp)'IOTC.H B HHTepecax 

KJIHeHTa. 

3 .3. IlpHHI.J;HIIhI IIOCTO.HHHoro IIOBhillieHH.H KaqecTBa H rrpoaKTHBHOCTH: 

,neHCTBOBaTI:, Ha orrepe)KeHHe, IIOBhIIIIa.H Ka1:IeCTBO ycnyr H cepBHCOB, 

onepaTHBHO ycTpaIDI.H BbHIBJUieMhie He,[(OCTaTKH; 

TecnrpoBaTh H BHe,np.HTh HHHOBaI.J;HH, 3KCIIepHMeHTHpOBaTh. 

3.4. IlpHHI.J;HIIbl e,n:HHCTBa H u;eJIOCTHOCTH: 

BhICT)'IIaTI, e,n:HHOH KOMaH,n:OH ,[(JUI pemeHH51 3~aq KJIHeHTa; 

ycTpaH5ITI, Me)KBe,[(OMCTBeHHhie ,n:y6nHpOBaHH51 H IIpOTHBOpeqH5J:. 

3 .5. IlpHHI.J;HIIhI 061>eKTHBHOCTH H 6ecrrpHCTpacTHOCTH: 

npHHHMaTI:, pemeHH.H, OIIHpa51Ch Ha ,D:OCTOBepHhie ,naHHhre; 

co6JIIO,n:aTh IIOCJie,n:oBaTeJihHOCTh B npHIDITHH pemeHHH H ,neHCTBIDIX; 

aHaJIOrHqHI:,Ie CHT)'au;HH H 3aIIpOChI pemaIOTC.H e,n:HH006pa3HO. H3MeHe-

HHe no,n:xo,na .HBJrneTC51 CHCTeMHhIM, a He pe3ym,TaTOM CJIY1:IaHHOCTH HJIH He­

o6oCHOBaHHhIX rrpecpepeHI.J;HH. 

3.6. IlpHHI.J;HIIhl OTKpbITOCTH H npo3paqHQCTH: 

rrpHBeTCTBOBaTh o6paTH)'IO CBSI3h, npH3HaBaTh npo6neMbl, eCJIH OHH eCTI,; 

rrpe,ncTaBJI..SITh aKTYaJihH)'IO HHq>OpMau;mo, 061,.HCH.HTh rrpHHHMaeMhie pe-

meHH51. HmpopMaI.J;IDI O npammax, rrpou;e,Zlypax, npaBax H B03MO)KHOCUIX, IIpH­

H51ThIX perneHH.HX, a TaK)Ke cTaTyce KOHKpeTHoro 3anpoca coo6maeTc.H cBoe-
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BpeMeHH0 IIp0CTbIM H II0ID.ITHI:,IM H3bIK0M rrocpe,ACTB0M y,n;o6HbIX Jl:IDI KJIHeHTa 

KaHaJIOB CB.Sl3H. 

3. 7. IlpHHU:HIIbl B3aHMH0ro JJ:0BepIDI H 6e3onaCHOCTH: 

HCII0JIH.sITb rry6JIH'CJHO B3HTbie o6.SI3aTeJibCTBa H qecTH0 coo6ru;aTb 0 ,A0-

CTHrH)'TbIX pe3y111:, Ta Tax; 

rapaHTHp0BaTI, 6e30IIaCHOCTb B3aHMO,AeHCTBH.SI C opraHaMH BJiaCTH Hop­

faHH3a:r~HHMH H 3aI1I,HTy- KOH<pH,n:eHU:HaJII:,HOH HH<pOpMaU:HH (B TOM 'CJHCJie nep­

C0HaJII:,HI,IX ,n;aHHbIX). PearrH3aU:IDI ycnyr H cepBHC0B He C03,AaeT pHCKH J:l:JIH 6e3-

onacHOCTH KJIHeHTa, ero 3.z:i:opOBb.SI, HMyII.I,eCTBa, a TaK)Ke 3aII.I,HThl KOH<pH,n:eHIJ;H-
1 

aJII:,HOH HH<pOpMaI.J;HH (B TOM q11crre rrepcoHarrbHI:,IX ,n:aHHbrx); 

MHHHMH3Hp0BaTb Heo6xo,AHMOCTI, K0HTpOIDI H npoBepoK C yqeTOM aHa­

JIH3a pHCKOB; 

rapaHTHpo~aTI, 3aII.I,HII.I,eHHOCTb rpa)KJ:l:aHCKHX CJI)')KaII.I,HX npH BbIIIOJIHe­

HHH HMH CB0HX )J;0JI)KH0CTHbIX o6.SI3aHHOCTeH, B TOM qlfcJie OT HenpaB0MepHoro 

BMeIIIaTeJII,CTBa B HX npocpecCHOHaJibH)'IO CJI)')Ke6H)'IO .z:i;e.sITeJibH0CTb. 

4. OpraHH3aU:IDI pa6oTI,I opraH0B BJiaCTH H opraHH3al(HH Ha 0CH0Be 

KJIHeHTOD;eHTpHqHoro rro,n;xo,z:i:a 

4.1. ,n:exTeJibHOCTI:, opraH0B BJiacn1 H opraHH3al(HH J:l:0JDKHa ocym:ecTB­

mITbC.sI Ha OCHOBe rrpou;eccHoro rro.n;xo,n:a C npHMeHeHHeM MexaHH3MOB IlOCTO­

HHHI,IX ynyqrueHHH, 6a.3Hp)'IOW:HXC.SI Ha ou;eHKe KaqecTBa npou;eccoB co CTopo­

HI,I BH)'TpeHHero KJIHeHTa. 

4.2. OpraHbl BJiaCTH H opraHH3al(HH orrpe,z:i:eJI.SIIOT Heo6xo,z:i:HMOCTI, rrpoeK­

n1poBaHIUI HOBbIX HJIH peHH)KHHHpHHra ,z:i:eHCTBYIOII.I,HX rrpou:eccoB Ha OCHOBe 

ou;eHKH KaYJeCTBa rrpou:eccoB, B TOM qHcJie co CT0p0HI,I BHyTpeHHero KJIHeHTa. 

4. 3. IIpoeKTHpOBaHHe HOBI:,IX- H peHH)KHHHpHHr ,n:ei1:CTB)'IOII.I,HX rrpou;eccoB 

opraHOB BJiaCTH H opraHH3aU:HH C npHMeHeHHeM KJIHeHTOIJ;eHTpH'CJHOfO IlO,AXO­

,z:i:a BKJIIOtJaeT B ce6.si cJie,z:i:yioru;He :narr1,1: 

aHaJIH3 cyII.I,eCTB)'lOI1I,eH rrpaKTHKH opraHH3aD;HH pa60Tbl, BKJIIO'tlaIOW:HH 

COCTaBJieHHe IlOJIHOro nepeqIDI npou;eccoB, cpopMaJIH3aD;HIO KJIIOqeBI,IX xapaK­

TepHCTHK npou;eccoB H KpinepHeB 3q><peKTHBHOCTH; 
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pa.3pa6oTKa H orrHcam-rn cxeM rrpou.eccoB; 

aHaJIH3 3<pcpeKTHBHOCTH rrpou.eccoB H BI:.Ipa6oTKa perneHHM no COBep­

rneHCTBOBaHmo rrpou.eccoa; 

co3,n:aHHe .u.eJieaoii Mo,n:enH rrpo.u.eccoB; 

pa.3pa6oTKa HJIH BHecemre H3MeHeHHH B ,n:oKyMeHThl, pernaMeHTHp)'IO­

IIJ,He rrpou.ecc1,1. 

4.4. OIIHCaHHe rrpou,eccoB opraHOB BJiaCTH H opraHH3a.U.HH ,Il;OJDKHO 

BKJuoqan. B ce6.sr cne,n:yroru.yio HH<popMa.u.mo: 

rrocne,n:oaaTeJihHOCTb ,n:eiicTBHH ( onepa.u.Hii) B npo.u.ecce; 

onncaHHe pe3yJI1>TaTa rrpo:u;ecca; 

rpe6oBaHIDI K BbIXo,n:y (pe3yJII>TaTaM) npo.u.ecca: 

Tpe6oBaHIDI K rrpo.u.eccy, ycTaHOBJieHHI,Ie BHyTpeHHHM KJIHeHTOM ( cpoK 

rrpe,n:ocTaaneHIDI, Ka"CJeCTBO pe3yn1,TaTa); 

Tpe6oBaHmI, He orrpe,n:eneHHI,Ie BttyTpeHHHM KJIHeHTOM, HO Heo6xo,n:H­

Mble ,AJI.H KOHKpeTHOfO HJIH rrpe,n:noJiaraeMoro HCIIOJib30BaHlUI, Kor,n:a OHO H3-

BeCTHO; 

3aKOHO,n:aTeJII,Hble H ,n:pyrHe ofo13aTeJII,HI,Ie Tpe6oBaHIDI; 

KpHTepHH 3<pc)?eKTHBHOCTH (Ka1IeCTBa) rrpo.u.ecca; 

Tpe6oBaHH.sI K Bxo,n;y (axo.n:.srru.eii HH<pOpMaIJ,HH, MaTepHaJII,HI,IM IIOTOKaM); 

apeM.sr a1,1nonHeHH.sr onepa.u.Hii npo.u.ecca; 

ycnoBIDI B:OIIIOJIHeHH.sI onepa.U.HM rrpo.u.ecca; 

HCilOJIHHTeJIH rrpo.u.ecca (KTO, CKOJibKO, KBaJIHQ?HKaU:IDI); 

pecypcbI (MaTepHaJJI,HI,Ie, HHCTpyMeHTbl, o6opy,n;oBaHHe ); 

HHcpopMaU:HOHHa.sr cpe,n:a (MT-cHcTeM:01). 

4.5. IlpH rrpoe-KTHpoBaHHH HOBbIX H peHH:>KHHHpHHre ,n:eiicTBYIOI.I.J.HX 

rrpo:u;eccoB opraHOB BJiaCTH H opraHH3aUHM ,AOJI)KHa 6:0ITI, rrpe,n;ycMOTpeHa B03-

MO)KHOCTI, peanH3aI.J.H'li HCilOJIHHTeJI.SIMH CBOHX :narroB rrpo.u.eccoB 6e3 O)KH,n:a­

HlUI IIOCTynneHHH IIOJIHoro naKeTa ,n:aHHbIX (,n:oeyMeHTOB) C rrpe,D;bl.D:YI.I.J.HX :na­

IIOB rrpou,eccoB (rrapam1eJibHOe BbIIIOJIHeHHe 3TaIIOB npo.u.eccoB). IlpH 3TOM 

JJ:OJI)KHO 6bITh npe.n:ycMOTpeHO aBTOMaTH1IeCKOe yae,n:OMJieHHe Bcex yqacTHHKOB 
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npou:ecca 0 ero Ha"tJaJie C YKa3aHHeM npH0pHTeTa B 3aBHCHM0CTH OT ITOTpe6Ho-

CTH BHyrpeHHero KJIHeHTa. 

4.6. Pa3pa6oTKa opraHaMH BJiaCTH H opraHH3aQmIMH pefJiaMeHTHOH .n;o­

KyMeHTaU:HH, cpopMaJIH3yiow;eii: BbIITOJIHeHHe npoeKTHpyeMbIX npou:eccoB, 

.n;om1rna npoBOJ:(HTbCH B ofol3aTeJII,HOM nop..sr,nKe TOJibKO nocne :rnBepllieHIDI Te­

CTHp0BaHIDI rrp0T0THII0B ycnyr. 

4. 7. BcH perJiaMeHTHa.sr )J:0KyMeHTa:l.{HH )J.0JI)KHa YTBep)K,l{aTT:,CH opraHaMH 

BJiaCTH H opraHH3aU:HHMH T0JibK0 rrocrre o6cy)K,l{eHHH C BHyrpeHHHMH KJIHeHTa­

MH npaKTH"tJH0CTH H y,no6CTBa ee HCIT0Jib30BaHIDI. 

4.8. BHyrpeHHHe KJIHeHThI )J.0JI)KHhI 6hITb o6ecrre"tJeHhl 6ecrrpeIIHTCTBeH­

HhIM (6e3 Heo6XO,l{HMOCTH cpopMHpOBaHIDI )J.0IT0JIHHTeJihHbIX 3arrpoc0B) J:(0CTy­

IT0M K yrBep)K,l{eHHOH pernaMeHTHOH J:(0KYMeHTaQHH, OTHocmn;e:ikH K ccpepe HX 

rrpocpeccHOHaJibHOH .n;e.srTeJihH0CTH. 

5. Ilpou:ecc IT0CTaH0BKH pa6o"tJHX 3a.n:,a-q C rrpHMeHeHHeM 

KJIHeHT0U:eHTpH"tJH0ro IT0J:(X0,[(a 

5 .1. IIocTaHoBKa Bcex pa6o"tJHX 3a)J.a"tJ He ,l{0JI)KHa rrponrnope"tJHTb YTBep­

)KJ:(eHHOH pernaMeHTHOH .U0KYMeHTaQHH. OTBeTCTBeHHOCTh 3a 3T0 Jie)KHT Ha 

pyKOBOJ:(HTem1x, a He Ha corpy.[(HHKax. 

IlpH rrocTaH0BKe pa6o"tJeH 3a.n;aqH pyK0B0J:i:HTem, ,ll.0JI)KeH y6e)J.HThCR, "tJT0 

0Ha II0HHTHa H B0CIIpHHHTa corpy,n;HHK0M BepH0. ,I(IDI 3T0ro B o6w;eM crry-qae 

rrpH Il0CTaH0BKe 3a,n;a"tJH p)'K0B0J:(HTeJieM ,ll.0JI)KHbI 6hITh CqJOPMYJIHpOBaHbl H 

o6cy)K,l{eHhlCCOTpY.Il.HHKOM: 

u:em, H Ba)KH0CTh BE,Jil0JIHeHH5I 3a,D;a"tJH; 

cyTI:, H ycJI0BH.8 Bbll10JIHeHHH 3a,ll.a"tJH, B TOM "tJHCJie Heo6xo,n;HMOCTb HC­

IIOJib30BaHHH orrpe,n:eJieHHOH perJiaMeHTHOH )J:OKYMeHTaU:HH; 

0IIHCaHHe 3TaII0B Bbll10JIHeHHH 3a,ll.a"tJH; 

cp0KH BbIII0JIHeHIDI 3a,[(aqlf H HX o6ocHOBaHHe C yqeT0M B03MO)KH0H ;:i:o­

pa6oTKH pe3yJihTaTa; 

M0THBau;mr coTpy.n;HHKa; 

BapHaHTbI pell.IeHHH 3a.n;aqH, 
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5 .2. PyKOBO)];}ITeJib IIpH IIOCTaHOBKe 3a,n;aqH ,n;oJDKeH yqHTbIBaTb 3arpy3KY 

co-rpy,n;HHKa. IlpH HaJiffqHH y COTJ)Y,r:t;HHKa HeCKOJibKHX 3a.n;aq, B TOM qHcrre npo­

eKTHOfO xapaKTepa, PYKOBO):(HTeJib ,n:omKeH paccTaBHTb np1rnpHTeTI:,I HX peanH-

3aI.J;HH. 1IaCTb speMeHH pa6oTbl COTpy.n;HHKa ,n;omKHa 6:&ITb 3ape3epBHpOBaHa 

rro,n; BbIIIOJIHeHHe cpoqH:E,IX H BHermaHOBblX 3a,n:ai:i. Heo6xo,n;HMO 3apaHee Bhl­

.SIBHTI, cpe,n;Hee COOTHomeHHe Me)I()];y IIJiaHOBhIMH (Te:r<yr:u;HMH) 3a,n;ai:iaMH H one­

pan-IBHI,IMH (B03HHKaJOIIJ;HMH) 3a,n;ai:iaMH H IIOCTO.HHHO OTCJie)KHBaTb ero. 

5.3. IIocrre BhIIIOJIHeHIDI 3a,n;aqH HJIH BbI,r:t;eJieHHOro 6noKa pa6oT B paMKax 

IIOCTaBJieHHOM 3a.n;aqH PYKOBO.D;HTem, ,n;omKeH ,n:aBaTh pa3BHBaIOII.J;yIO o6paTHYIO 

CB.SI3h C01JJY.D;HHKY, .n;a)Ke ecnH pa6oTa 6:r:,rna BbIIIOJIHeHa 6e3 3aMeqaHHH. 

5 .4. IlpH pemeHHH pa6oq:ax 3a,r:t;a'9: Bee COBeru;aHIDI H o6cy)K)J,eHH.SI ,ZJ;OJI)K­

Hbl COOTBeTCTBOBaTI, cne.n;yror:u;HM Tpe6oBaHIDIM: 

qeTKO 3a,n;aHa I.J;eJII, H TeMaTHqecKrur HanpaBrreHHOCTI:, paccMa'IpHBaeMI,IX 

BOIIpOCOB IIOBeCTKH COBer:u;aHIDI; 

peryJI.SipHOCTb rrpose,n;eHIDI COBeIIJ;aHHM C ycTaHOBJieHHbIMH ,n:H.SIMH H 

BpeMeHeM Haqarra H 3aBepmeHIDI; 

BHeDJiaHOBbie onepaTHBHhle COBeIIJ;aHIDI )l;OIIYCKaIOTC.H TOJibKO IIpH ycrro­

BHH HX npose,n:eHIDI B 3ape3epBHpOBaHHOe no.n; BbIIIOJIHeHHe cpoqHI,IX H BHe­

IIJJaHOBbIX 3a,r:t;ai:i BpeM.SI rrpH OTCYTCTBHH no.n;o6Horo po,n;a 3a,n;aq y Bcex yqacT­

HHKOB COBer:u;aHIDI; 

ycToifqHBOCTb TeMbI, IIOBeCTKH, pa3,n;eJibl HJIH BOIIpOCbI KOTOpOH Bocrrpo­

H3BO,r:t;HTC.SI OT COBeIIJ;aHIDI K COBeru;aHHIO; 

YCTOMqHBOCTb COCTaBa yqacTHHKOB H PYKOBO,l:(HTeJI.SI COBeIIJ;aHIDI; 

KOHTJ)OJII, co6nro.n;eHIDI I.J;eJIH COBer:u;aHIDI, BOIIpOCOB IIOBeCTKH H perna­

MeHTa COBem;aHIDI yqacTHHKaMH; 

cpHKCaI.J;HH xo.n;a H pemeHHM COBer:u;aHH.H no IIOBeCTKe ( Be.n;eHHe rrpoTOKOJia 

COBeru;aHIDI, KOTOphIH YTBep)K)];aeTCH H HarrpaBJI.HeTC5I Ha HCIIOJIHeHHe ); 

HaJiffqHe MexaHH3Ma KOHTJ)OJIH HCilOJIHeHIDI rrpoTOKOJia COBelII,aHHR. 
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6. OpraHH3aIJ;IUf pa60Thl C ,n:oKyMeHTaMH H ,n:aHHI:,IMH B opraHe BJiaCTH 

H opraHH3a[(HH C rrpHMeHeHHeM KJIHeHTO[(eHrpHqHoro no.n:xo.n:a 

6.1. IlpH perneHHH pa6oqHx 3a,n:aq ,l(OKyMeHT006opoT Me)K.r(y yqacTHHKa­

MH npou:eccoB opraHOB BJiaCTH H opraHH3a[(HH ,l(OJI)l(eH ocym:ecTBJI.sIThC.sI B 

3JieKTpOHHOM BH.l(e no perJiaMeHTHpOBaHHhIM KaHanaM CB.sI3H C y'l!eTOM rpe6o­

BaHHH K o6pam;eHmo c )J.OKyMeHTaMH, co,n;ep)l(aI[(HMH cny)l(e6H)'IO HH<pOpMa­

[(lilO orpaHHqeHHoro pacnpocTpaHeHH.sI. 

6.2. <l>opMHpoBaHHe H HanpaBJieH0e CTaH,n:apTHbIX 3arrpocoB OT BttyTpeH­

HIDC KJIHeHTOB, a TaK)Ke OTIIpaBKa OTBeTOB Ha CTaH.l(apTHI:,Ie 3arrpoc1>1 BttyTpeH­

HHX KJIHeHTOB .D:OJI)KHhI ocym:eCTBJI.SITI:,C..sI B 3JieKrpOHHOM BH,l(e no perJiaMeHTH­

poBaHHbIM KaHanaM CB.SI3H C HCIIOJII:,30BaHHeM ycTaHOBJieHHbIX <popM. 

6.3. OpraHbI BJiaCTH H opraHR3a[(HH .l(OJI)l(Hbl onpe.n:eJIHTb Ha6opbl CBe.l(e­

HHH, B OTHOIIIeHHH KOTOpbIX y HHX eCTI:, rrepBHqHI:,Ie ,n:aHHble, H HeCTH OTBeT­

CTBeHHOCTI:, B qacn1 yrrpaBJieHH..sI 3THMH .l(aHHbIMH, B TOM qHcne ocym;ecTBJUITb 

rrpoBepKy ,n;aHHI:,JX Ha a,n:eKBaTHOCTb H peJieBaHTHOCTb He3aBHCHMO OT MeTO,l(HKH 

H TeXHOJIOI'HH c6opa ,n;aHHhIX. 

6.4. Ami noBbIIIIeHH..sI 3<p<peKTHBHOCTH pa60Tbl COTpY.l(HHKOB, B TOM qffcrre 

CB.sI3aHHOH C OTpa6oTKOH HeCTaH,n;apTHbIX 3arrpocoB KJI.HeHTOB, opraHhl BJiaCTH 

H opraHM3a[(MH MOryT C03,l(aBaTb 6a3y 3HaHHH peIIIeHHH yrrpaBJieHqeCKHX H pa-

6oqHx 3a,n;aq, yqMTbIBaiom;yio cnen:M<pHKY HX .n:e~neJII>HOCTH. Ka)K.l(bIH co-rpy.n:­

HHK ,l(OJI)l(eH HMeTb aBTOMan1qecKHH ,l(OCTYII K 6a3e 3HaHRH H B03MO)KHOCTb 

6bICTporo IlOHCKa HHTepecyiom;eH HHcpopMa[(HH no KJIIOlieBbIM CJIOBaM. 

7. Onpe,n:eneHHe cpopMaTOB pa60Tbl corpy.l(HHKOB opraHOB BJiaCTH 

H opraHH3aJJ;HH C npHMeHeHHH KJIHeHTO[(eHTpHqHoro IIO,l(XO,l(a 

7.1. PerneHMe pa6oqHx 3a,n:aq COTpY,ll;HHKaMH MO)KeT ocym;ecTB]15ITbC.H B 

y,n;aneHHOM (,n;HCTaH[(HOHHOM) cpopMaTe pa6on,I npH Hannq1rn B03MO)l(HOCTM H 

rrpH OTCYTCTBHH ycTaHOBJieHHbIX HOpMaTHBHbIMH npaBOBblMH aKTaMH 3anpe­

TOB. 

7.2. L(mr o6ecneqeHHJI B03MO)l(HOCTH npe)J.OCTaBneHHJI COTpy,n:HHKaM 

y,n;aJieHHOro (.l(HCTaH[(HOHHOfO) cpopMaTa pa60Thl opraHbl BJiaCTH M opramna-
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I(HH BHOC.sIT COOTBeTCTB)'IOII(He H3MeHeHH.sI B opraHH3al(HIO CBOeH ,n,e.HTeJibHO-

CTH, B TOM "t!HCJie B qaCTH: 

rpe6omurn:H K cpH3:wieCKOM)' rrpHCYTCTBIDO COTpy,n,HHKOB Ha pa6oqeM Me-

CTe; 

rrop.H,n,Ka ,n,oKyMeHToo6opoTa; 

HCIIOJib30BaHH.H I(mppOBbIX HHcrpyMeHTOB y,n,aneHHOH pa6oTbl C ,n,aHHbl­

MH H ,n,oKyMeHTaMH; 

rrop.H,n:Ka opraHH3al(HH 0Hnaii:H-pa6on,1; 

nnaHHpoBaHH.sI 3arpy3KH corpy,nHHKOB C y-qeTOM o6ecneqeHH.H ,nocTaTO"t!-

HOfO KOJlHqecTBa BpeMeHH .n.mr HCilOJIHeHH.H IIOCTaBJieHHbIX 3a,n,aq; 

MOHHTOpHHra HCTIOJIHeHIUI 3a,n.aq B 3aBHCHMOCTH OT THIIa pa60TbI; 

IlOMep)KKH corpy,n.HHKOB npH pa3JIH"t!HbIX cpopMaTax pa60TbI; 

o6ecneqeHIUI KOH(pH,D.eHI(IHUU,HOCTH HHcpopMal(HH. 

7 .3. ,[(m1 onpe,n,eJieHH.sI Heo6xo,D.HMbIX H3MeHeHHH B opraHH3aI.J;JfH CBOeii 

.n.e.snenbHOCTH opraHaMH BJiaCTH H opraHH3al(H.HMH )];OJl)KHa rrpOBO,D.HTbC.H pery­

JIJipHa.H OI(eHKa BJIHJIHHJI y,n,aneHHOfO (,n.HCTaHI(HOHHOfO) cpopMaTa pa60TI,I Ha 

3cpcpeKTHBHOCTb pa60Tbl corpy,n,HHKOB. 

7.4. IloMHMO y,n,aneHHOfO (.n.HcTaHI(HOHHOfO) cpopMaTa pa6on,I c I(eJiblO 

no,n,,n,ep)Kamrn BbICOKOH pa6oTOCIIOC06HOCTl1 COTpy,n,HHKOB npH perneHHH pa6o­

qHX 3a,n.aq, opraHI,I BJiaCTH H opraHH3aI(HH )];OJI)KHbl C03,II,aBaTb ycnoBml, 

HanpaBJieHHbie Ha ycrpaHeHHe B03,II,e:ikTBH.H Ha corpy,n.HHKOB He6rraronpH.HT­

HbIX cpaKTOpOB BHemHeii cpe,n.bl H OIITHMH3al(HIO pe)KHMOB rpy,n,a H OT,D.bIXa, B 

TOM qHcrre: 

rrpe,n,ocTaBJI.HTh CBOHM corpy,n:HHKaM B03MO)KHOCTh opraHH30BaTI, pa6o­

q::aii npol(ecc TaKHM o6pa30M, qro6bl corpy.n.HHKH MOfJIH caMOCTOHTeJihHO rma­

HHpOBaTh co6CTBeHHOe pa6oqee MeCTO. TexHH"t!eCKOe OCHaII(eHHe pa6oqero Me­

CTa ,!I,OJI)KHO o6ecneqHBaTb CTa6HJibHbIH 3aII.I,HIIJ,eHHbIH .n.ocryn K HH<pOpMal(H­

OHHhIM CHCTeMaM, Heo6xo,n.HMhIM corpy,n,HHKaM ,!I,JUI BblIIOJIHeHH.H CBOeH pa6o­

Thl, a TaK)Ke HHcrpyMeHnlM ycKopeHHOfO o6MeHa HHcpopMal(Heii; 
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rrpoeKTMpoBan, r116KMe pa6oq11e rrpocrpaHCTBa, 06ecrreq11Baiom;He K0M-

q:>opTHoe rrpoBe,n:eHMe BM,n:eoK0Hcpepem1;Hii H B03M0)l(H0CTh coBMecTHOH pa6oThI 

corpy,n:HHK0B; 

o6ecrreqHBaTb 3proH0MM'9:H0CTb pa6oqHx MecT; 

opraHH30BbIBaTE, 30HbI ,n:rur pa6oTbl rrpoeKTHbIX K0MaH,n:, K0T0pbie 0CHa­

m;eHJ,I Heo6xo,n:HMbIMH TeXHM'9:eCKHMH cpe,n:CTBaMH ,n:rur KOMaH,n:HOH pa6on,1; 

C03):(aBaTb K0MITJieKc HecpopManbHbIX H rry6nHqHE,IX rrpocTpaHCTB .n:mr 

CTHMyn:0.poBaHH.sI KOMMYHHKa:U:HH C0T_PY.D:HHK0B BHe K0HTeKCTa pa6oq11x 3a,n;aq, 

B TOM q11cne 30Hbl ,n:mI 0T):(bIXa H rrpHeMa IlHIIJ;H; 

H0pMaTHBH0 3aKpeIIJI.HTI:, B03M0)KH0CTI:, qepe,n:oBaHIUI rrepH0):(0B rpy,n:a H 

0T,D;bIXa C yqeT0M oco6eHHOCTeii rrpo:u;eccoB, B K0T0pbIX 3a,n:eiiCTBOBaHbl co­

Tpy,n:HHKM, ,n;rur coxpaHeHIDI HX 3,D;0p0BMI; 

npe,n;0CTaBJI.SITb corpy.n;HHKaM, pa6oTaIOII.I;HM B Harrp.SI)KeHH0M ( CTpecco­

BOM) pe)KHMe, B03MO)l(HOCTb IlOJI~eHHH IlCHXOJJOfHqecKOH ITOMep)KKH; 

ocym;ecTBJIHTb peryJI.HpHbIH M0HHT0p!rnr C0:U:HallbH0-ITCHX0JI0fHqecKoro 

KJIHMaTa B K0JIJieKTHBe ,n;rur BhUIBJieHH.sI H CB0eBpeMeHH0f0 ycTpaHeHHH oqaroB 

Hailp.SI)KeHHOCTH. 

8. O6ecneqem-re IT0CT0.SIHH0f0 H HenpepbIBH0f0 C0BepmeHCTB0BaHIDI 

rrpo:u;eccoB B opraHe BnacTH H opraHH3a:u;1-rn 

8.1. PYKOBO):(HTeJIH opraHa BJiaCTM HJIH opraHH3a:u;m-r )J;0JI)l(Hbl Ha Il0CT0-

.HHHOH 0CH0Be M0TMBHp0BaTb C0TpY.D:HHK0B K npo..sIBJieHHIO HHH:U:HaTHBbI, B TOM 

qHcJie B 0TH0llieHHH C0BepmeHCTB0BaHIDI .n:e.siTeJibH0CTH opraHa BJiaCTH HJIH 

opraHH3a:U:HH B :u:enoM, 0T,n:em>HhIX rrpo:u;eccoB H Il0BbillieHH.H 3q:>cpeKTHBHOCTH 

BbIII0JIHeHIDI 0T):(eJII,HbIX 3TaII0B TaKHX rrpo:u;eccoB. 

8.2. IlpH H3MeHeHHH npo:u;eccoB ,n;e.HTeJihH0CTH HJIH peanH3a:U:HH rarneHT­

CKHX c:u;eHapHeB ):(JI.H BHyTpeHHero KJIHeHTa opraHbI BJiaCTH H opraHH3a:u;HH 

,D;0JI)l(Hhl He3aMe,D;JIHTeJH,H0 HH<popMHpoBaTb CB0HX corpy,n:HHK0B H HHhlX 

yqacTHHK0B 3THX rrpo:u;eccoB o TaKMx H3MeHeHH.HX, a TaK)l(e o cnoco6ax nony­

qeHH.sI pa3'MICHeHHM H yToqH.HJOIIJ;CM HH<pOpMa:U:HH 0TH0CHTeJibH0 BHeceHHbIX 

H3MeHeHHM. 
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8.3. Peamnau:HJI IJ:lU<Jia IIOCTO.HHHOfO 11: HenpepbIBHOro COBepmeHCTBOBa-

HH.H npou;eccoB ,u;e.HTeJIE,HOCTH ,u;omKHa ocym:ecTBJIHTbCH opramlMH BJiaCTH H op­

raHH3aIJ;HJIMH C npHBneqeHHeM Henocpe,n:CTBeHHblX yqacTHHKOB TaKHX npou:ec­

COB B npoeKTHOM cpopMaTe C cpopMHpOBaHHeM npoeKTHblX KOMaII,ll;. 

8.4. ,ne.HTeJibHOCTb yqaCTHHKOB npoeKTHhIX KOMaH,u; no COBepmeHCTBOBa­

HHIO npou;eccoB ,n:e.HTem,HocTH opratta anacTH HJIH opraHH3auHH ,n;omKHa onpe­

.n;emIThCH poneBOH MO.D;eJlblO npoeKTa, KOTopaH He CBH3aHa C KaTeropmIMH H 

rpyrrnaMH )J,OJI:>KHOCTeii yqaCTHHKOB npoeKTHOH KOMaH,ll;bl H OCHOBaHa B TOM 

'Ll]{CJie Ha KOMITeTeHIJ;0JIX IOIHeHTOIJ;eHTpHqHOCTH. 

9. PeanH3aU:HH Ka,l(pOBOH IIOJIHTHKH B opraHax, H opraHH3au;m1x 

C rrpHMeHeHHeM KJIHeHTOU:eHTplPIHOfO rro.n:xo,l(a 

9 .1. IIpaKTHqecKH KJJHeHTOU:eHTp~HhlH IIO)J;XO,l( B opraIIH3aIJ;HH pa6on,I 

C Ka,n;poBbIM COCTaBOM pean11:3yeTCJI B cne,n;yrom:11:x Ka,n;pOBbIX npou:eccax: 

rrpHBJieqem1e H OT6op corpy,n;HHKOB; 

a,l(arnau;mr HOBoro corpy,n:HHKa B opraHe BJiacTH H opraHH3aU:HH; 

MOTHBaIJ;mI COTpy,n;HHKOB, HX ou;eHKa H ynpaBneHHe 3cpcpeKTHBHOCThIO; 

npocpecCHOHaJibHOe pa3BHTHe; 

opraHH3au;HoHHa.H eym,rypa. 

9 .1. IlpHBJie'L!eHHe 11: OT6op corpy,n;HHKOB. 

OpraHaMH BJiaCTH H opramnao:HJIMH pean11:3yeTCSI npoaKTHBHaH IlOJIHTH­

Ka no npHBJieqeHHIO HOBblX corpy,n;HHKOB. 

B 3THX u:enJIX opraHbl BJiaCTH H opraHH3aIJ;HH Ha peryJIHpHOH OCHOBe 

ocym:ecTBJIHIOT ou;eHKY rrorpe6HOCTeft B HOBbIX corpy,n;HHKax, HCXO,l(.sI 113 aHa­

JIH3a cpOKOB BbICB06o:>K.D;eHHSI Ka,n;poB, Ka,n;pOBOH o6ecne'L!eHHOCTH rrpou;eccoB, 

3cp<peKTHBHOCTH H pe3yJibTaTHBHOCTH pa6oTbl opraHa BJiaCTH H opraHH3aIJ;HH, 

OT,l(eJibHhIX CTIJYKTYPHhIX rro,n:p83,l(eJieHHH, npoeKTHbIX KOMaH.z:i; H T.,l(. 

MeporrpH}ITH.H no npHBJieqeHHIO corpy,n:HHKOB BKJII01IaIOT: 

IIOHCK rrepcneKTHBHblX Ka.z:i;poB H3 1IHCJia cTy,z:i;eHTOB BY30B, BKJIJ0qa51 npo­

Be,u;eHI1e rrpaKTHK H CTa:>KHpOBOK; 
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aHa.JIH3 ,n;aHHE,IX q_Je,n;epa.rrbHOH rocy.n;apcTBeHHOH HHq>OpMaUHOHHOH CH-

CTeMbl «E.n;HHruI HHcpopMa:u;HOHHruI CHCTeMa ynpaBJieHIDI Ka,n;p0BbIM C0CTaB0M 

rocy.n;apcTBeHHOH rpa)K.n;aHCKOH cJiy)K6I>I PoccHHCKOH <I>e.n;epau:HH» H HHbIX 

Ka,Llp0BbIX HHcpopMaU:HOHHE,IX CHCTeM; 

IlOHCK IlO)],XO)],Hil.(HX Ka.n;poB B opraHH3a:U:HHX, KOTOpI>Ie no CBOeMY npo­

qrnmo COOTBeTCTBYJOT rrpocpmno ,n;eHTeJIJ,HOCTH opraHa BJiaCTH H opraHH3aU:HH. 

OT6op H npHBJie"CJeHI-ie C0Tpy.n;HHKa Ha BaKaHTHyro )],0JI)KH0CTb ocy­

m:ecTBJI.HeTCH T0JlbK0 npH ycJI0BHH Ha.JIH"CJHjJ: YTBep)K,n;eHH0ro )],0JI)KH0CTH0ro 

pernaMeHTa. 

KroK,LIJ>lli KaH)'.(H)],aT np0X0)],HT ou:eH0"CJHE,Ie npou:e.n;ypbl )],JIJI o:u:eHKH C00T­

BeTCTBHH KBa.JIH<pHKa:U:HOHHbIM rpe6oBaHIDIM. 

KaH,n;H,IJ,aTaM, K0T0pbre npHHHMaIOT Y"CJaCTHe B OT6opo"C!Hl>IX npou:e.n;ypax, 

Ha BCex 3Tanax HanpaBIDIIOTCH COOTBeTCTByIOru;He HHq>OpMa:U:HOHHhle IlHCbMa. 

Ou:eHKa KaH)],H,IJ,aT0B )],0JI)KHa ocym:ecTBJrnTbCJI 0TBeTCTBeHHblMH JIHU:aMH, 

HMeIOru;HMH C00TBeTCTByrom:yro KBa.JIHq>HKa:U:HIO, JIH6o npome,n;mHMH )],0il0JIHH­

TeJibH0e 06Y"CJeHHe. 

9 .2. A,n;arrTa:U:HH H0Boro C0Tpy,n;HHKa Ha rocy,n;apCTBeHHOH CJiy)K6e Ca­

MapcKOH o6nacTH . 

.L(JUI Ka)K)],0ro H0Boro C0TPY.!lHHKa )],O M0MeHTa ero Bl:,IX0)],a Ha pa6ozy 

)],0JI)KeH 601Tb ccpopMHpoBaH IIJiaH a,n;anTa:U:HH, B K0T0p0M 3acpHKCHpOBaH nepe­

"CJeHb MeponpIDITHH no a.n;anTa:U:HH corpy,n;HHKa, BKJIIO"CJaIOru;HH B ce6x cne,n;yro­

ru;He BH)],bl a,n;arITa:U:HH: 

rrpocpeccHOHaJibHO-Be,n;oMCTBeHHruI a,n;arrTa:u;IDI - rro.n;roT0BKa H0BhIX co­

Tpy,II,HHK0B K Ka"CJeCTBeHH0M)' Bblil0JIHeHHIO HX rrpocpecCHOHa.JibHbIX ofol3aHHO­

CTeH C Y"CJeT0M Be)],OMCTBeHHOH crre:u:H(JJHKH; 

C0:U:Ha.JibH0-IlCHXOJIOfH"CJeCKa.5! a,n;anTa:U:IDI - BKJIIO"CJeHHe C0'IpY.!lHHKa B CH­

CTeM)' B3aHMOOTHOIDeHHH KOJIJieKTHBa, IICHXOJIOrHqecKoe OCBOeHHe H npHHjJ:­

THe u:eHHOCTeH, HOpM, rrpaBHJI, npHH:U:HIIOB H .n:pyrHx 3JieMeHTOB opraHH3aIJ,H­

OHHOH KYJibTypbI, BKJIIO'tJaJI :u:eHH0CTH H npHH:U:HilbI KJUieHT0:U:eHTpHtIH0CTH; 
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o6..sr3aTeJII>Hoe o6~emrn - o6~eRHe c uem,IO o6ecneqeHH.SI BhIIlOJIHeHH.SI 

Tpe60BaHHH, npe,l]J:,.HBJI.HeMhIX .n:eiicTB)'IOIUHM 3aKOHO.D:aTeJII,CTBOM ( oxpaHa 

rpy.n:a, .n:orrycKH H T.JJ:.). 

IlepHO.D: a,n;arITaUJfH COBrra.n:aeT C rrepHOJJ:OM HCIII>ITaTeJibHOro cpoKa co­

TpY.D:HHKa, a B CJI~ae OTCYTCTBlUI HCilhlTaTeJibHOI'O cpoKa - orrpe.n:eJI.SieTC.SI 

rrpe.n;cTaBHTeneM Ha.HHMaTeJI.SI. 

PerneHHe 06 ycrreIIIHOH a.n:anTaUHH H rrpOXO)K)J,eHHH HCIIbITaTeJibHOfO 

cpoKa rrpHHHMaeTC.H Ha OCHOBe oueHKH BbIIIOJIHemrn 3a,ri:aHHH B nepHO.D: a.n:an­

TaUHH. 

9 .3. MoTHBaUH.H COTpY.D:HHKOB, me oueHKa H ynpaBJieHHe 3q>q>eKTHBHO- . 

CTbIO Ha rocy.n:apcTBeHHoii rpa)K)J.aHCKOH cny)K6e CaMapcKoii o6nacTH. 

B ueJI.HX 3cpcpeKTHBHOro BHe.n:pemrn KJIHeHTOUeHTp:H:qHOrO no.n:xo.n:a Ha 

ypoBHe opraHa BJiaCTI{ H opraHH3aUHH .D:OJiiKHa 6bITb ccpopMHpOBaHa cneuHanb­

HO opraHH30Ba.HHa.H CHCTeMa MOTHBaUHH COTpY.D:HHKOB, COCTO.HIUa.H H3 MaTepH­

aJibHbIX H HeMaTepHaJibHI,IX q>aKTOpOB. 

CHCTeMa npeMHpOBaHlUI Ha OCHOBaHHH noml3aTeneii pe3yJinTaTHBHOCTH 

.n:e.snem,HOCTH COTpY.D:HHKOB JJ:OJiiKHa 6bITb rH6KOH, qTo6I,I ~HTbIBaTb H3MeHe­

HHH 3HaqHMOCTH OT.D:eJibHbIX IIOKaJaTeneif .n:m1 ueneif rrpeMHpOBaHH.H. 

CHCTeMa HeMaTepHaJibHOH MOTHBaUHH BKJIIOqaeT cne.n:)'IOIUHe 3JieMeHThI: 

BKJIIOqeHHe COTPY.D:HHKOB B Ka.D:pOBblli pe3epB B nop.sr.n:Ke, ycTaHOBJieHHOM 

.n;eHCTBYIOIUHM 3aKOHO.D:aTeJihCTBOM; 

BKJIIO"tJeHHe corpy.n;HHKOB B pe3epB ynpaBJieH"tJeCKIDC Ka,n;poB CaMapCKOH 

o6nacTH; 

opraHH3aUH.H rrpoBe.n;eHH.SI H o6ecrre-rieHHe ~acnu:1 COTPY)];HHKOB B E.n:H­

HOM perHOHaJihHOM KOHKypce CaMapCKOH o6naCTH, rrpoBOJJ:HMOM B COOTBeT­

CTBHH c llOCTaHOBJieHHeM fy6epHaTopa CaMapCKOM o6nacTH OT 24.08.2020 

}{Q 237; 

BKJIIO"tJeHHe COTJ)Y.D:HHKOB B COCTaB KOMHCCHH, 3KCIIepTHblX H pa6oqHx 

rpynn; 
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HarrpaBrrettHe C0Tpy,n;HHK0B ,n;m1 yqaCTIDI B T0p)KeCTBeHHI,IX MeponpIDITH-

RX H MeponpH.HTIDIX no o6MeHy 0ilhIT0M; 

HarrpaBrreHHe COTpy,D;HHK0B Ha MeponpHXTH.sI no npocpecCHOHaITbHOMY 

pa3BHTHIO rpa)K,D;aHCKHX crry)KfilIJ;HX B COOTBeTCTBHH C YKa30M Ilpe3H,D;eHTa 

PocCHHCKOH <I>e,n;epan;HH OT 21.02.2019 }fa 68 «O npocpecCHOHaITbHOM pa3BHTHH 

rocy,n;apcTBeHHhIX rpa)K)];aHCKHX crry)l(aIIJ;HX PoccHHCKOH <I>e,n;epan;HH»; 

Tax; 

o6ecnet:IeHHe yqacTH.H C0Tpy,n;HHK0B B o6mecTBeHHO 3HaqHMhIX npoeK-

BO3MO)KHOCTI, caMopearrH3aD;HH H BOililOII(eHIDI H,n;eii COTpY,D;HHKOB; 

HHhie MeporrpIDITH.H. 

9. 4. IIpocpeccHOHaITbHOe pa3BHTHe. 

IIpocpeccHOHaIThHOe pa3BHTHe np0B0,ZJ;HTC.sI Ha OCH0Be HH,[(HBH,n;yarrhH0ro 

rrnaHa npocpeCCHOHa.JlhHOro pa3BHTIDI COTpY,D;HHKa, BKillOt:IaIOII(ero B ce6.sr crre­

,n;yIOII(He BH,D;bl o6yqeHHX: 

K0ppeKTHpyIOrn:ee 06Yt:JeHHe - o6yqeHHe C u;errhlO 06ecne11eHH..sI MaKCH­

MaITbHOro COOTBeTCTBH.SI npocpecCHOHa.JlhHhIX 3HaHHH Fl yMeHHH COTpy,n;HHKa 

MO,D;eJIH KOMileTeHIJ;HH no 3aHHMaeMOH HM ,[(OJDKHOCTH; 

o6yqeHHe B CB.83H C H3MeHeHHHMH - 06Yt:JeHHe C u;em:,IO npocpecCHOHaITh­

HOH rro,n;rOTOBKH COTpY,ZJ;HHKOB B ycrrOBIDIX BffYTpH- H Me)l(Be,n;OMCTBeHHhIX H3-

MeHeHHH (H3MeHeHHH cpyHKn;HH, 3a,n;aq no ,ZJ;OIT)l(HOCTH, H3MeHeHHli B 3aKOHo,n;a­

TeIThCTBe H ,n;p.); 

KapoepHoe 06Yt:JeHHe - 06Yt:JeHHe C u;em,IO C0BeprneHCTB0BaHIDI CHCTeMbI 

38.Mem;eHHH ,D;Oil)KHOCTeii, y,n;ep)l(aHH.5! H o6ecneqeHIDI npocpecCHOHaIThHOro Fl 

Kap1,epttoro pocTa COTpy,n;HHKOB, BKITIOqeHHhIX B Ka,n;pOBhIH pe3epB; 

o6yqeHHe c u;eITblO HenpepbIBHoro npocpeccHOHaIThHOro pa3BHTH.SI. 

Co-rpy,n;HHKH opraHOB BITaCTH H opraHH3aIJ;Hli Yt:JaCTB)'lOT B onpoce no 

B.bUIBITeHHIO IIOTpe6HOCTH B o6yqeHHH. 

Heo6xo,n;HMO opraHH30BaTI, HerrpepbIBH0e C0BepIIIeHCTBOBaHHe no,n;xo­

)].OB H TeXHOITOrHH opramnan;m-1 npocpecCHOHaJihHOro pa3BHTIDI C0Tpy,n;HHK0B 
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nocpe,n;CTB0M HCil0Jih30BaHIUI C0BpeMeHHbIX MeT0.LI.0B o6~eHH5!, Il0BhIIIIeHIDI 

ypOBH5I 3HaHHM H KOMIIeTeHIJ;HH. 

9.5. OpraHH3aIJ;HOHHaJI K)'JihTypa. 

<l>opMHpoBaHHe oprattH3aIJ;HOHHOH K)'JihTYPhI HanpaBJieHo Ha: 

C03J.(aHI-Ie B opraHe BJiaCTH H opraHH3aIJ;HH Il03HTHBHoro MOpaJibHO­

IICHX0JI0rn:qecKoro KJIHMaTa, KOTOpbIM II03B0JI5IJI 6hl C0TpY.LI.HHKy BHe 3aBHCH­

MOCTH OT ypoBIDI 3aMem;aeMOH ,n:OJI)KHOCTH p83BHBaTbC5! KaK Jl~HOCTH H npo­

q>ecCHOHaJIY, pacKpbIBaTh TBopqecKHM IlOTeHIJ;HaJI, onzyrn:aTh CBOIO 3Ha~MOCTh 

H conp11qacTHOCTh K perneHHIO npHOpHTeTHblX 3a,n;aq, CT05IIIJ;HX rrepe.LI. opraHOM 

BJiacnI HJIH opraHH3au;11e:0; 

q>OpMHpOBaHHe Il03IITHBHOro HMH,ZJ;:>Ka opraHa BJiaCTH H opraHH3aIJ;HH H 

II0BbIIIIeHHe cnnoqeHHOCTH C0TPY.LI.HHK0B, rrpHBep:>KeHHbIX e,[{HHhIM u;eHH0CTHM; 

q>OpMHpoBaH:He 11 K0HTp0JII, co6JIIO,[{eHIDI C0TpY.LI.HHKaMH opraH0B BJiaCTH 

H opraHH3aUHM npHHIJ;HIIOB KJIHeHTOIJ;eHTJ)IfqHOCTH H npaBHJI IIOBe,Z(eHIDI. 

CocTaBJl5IIO~MH opraHH3aUHOHHOM KYJII>TYPhI HBJl5IIOTCH u;eHH0CTH H 

MHCCHH opraHa BITaCTH H opraHH3aUHH, 0TJ)a:>KaIOrn:He H,Z(eH H y6e)K.ll.eHIDI co­

TpYJ.(HHK0B no y.[{0BJieTBopeHHIO IIOTpe6HOCTeH BHeIIIHHX KJIHeHT0B, H C00TBeT­

CTBYIO:W:He HM rrpoq>eCCHOHaJibHhle H JIHqHQCTHbJe KaqecTBa (KOMIIeTeHU:HH). 

rrraBHbIM npH0pHTeT0M B paMKax peamnau;HH CB0HX ,Z(0JI)KH0CTHbIX 06.s1-

3aHHOCTeH ,[{JI5I C0TJ)Y)];HHKa ,Z(0JI:>KeH 6bITb opHeHTHp Ha pe3yJibTaT. B npouecce 

JII060H ,[{e5!TeJibH0CTH C0Tpy.[{HHK ,[{0JI:>KeH orrpe,nemITb KOHeqHbIH ueneBOH pe-

3YJibTaT, ,AOCTH:>KeHHe KOTOporo npe,nnonaraeT TaKaJI ,ne5!TeJU,HOCTb. 

PyKoBO)];HTeJIH opraHa BJiaCTH H opraHH3aQHH ,[{0JI)KHhI o6ecrreqHTh no­

HHMaHHe COTpYJ.(HHKaMH CBoero 110,[{pa3.n;enemrn 3Ha~MOCTH H poJIH ocy­

rn:ecTBJI5IeMOM HM ,l{eHTeJil,HOCTH. He ,l{OJI)KHa C03,1l;aBaTbC5! c11zyau:IDI, rrpH KOTO­

poii corpy,n;HHK He IIOHHMaeT H83Haqemrn ocyrn:ecTBJIHeMOH ,n;eHTeJII,HOCTH, tITO 

MO)KeT npHBeCTH K CHH:>KeHHIO MOTHBailHH ee peaJIH3aUHH, a TaK:>Ke K CHH:>Ke­

HHIO KaqecTBa BbIIIOJIH5IeMOH pa6on,r. 
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10. MoHIITOpHHr H o6paTHruI CBH3b 

10.1. OpraHbI BJiacnr H opraHH3aD;HH .II;0JDKHI,I ocy~ecTBJUITE, M0HHT0-

pHHr peanM3aUHH rrpoueccoB, a TaK>Ke rronyqan, o6panzyro CBH3b OT coTpy,n:HM­

KOB B uemrx C0BepIIIeHCTB0BaHHH rrpoueccoB, qmKcaqHM H HcrrpaBJieHHH c~e­

CTBYIO~HX (B03HHKaIO~Hx) OTKJIOHeHHH, K0ppeKTHp0BKH II0.II;X0,Ll;0B K peanH-

3aUHH .n;e.HTeJibH0CTH opraHa BJiaCTH HJIH opraHH3aUHH. 

10.2. OpraHbI BJiaCTH H opraHH3aUHH ,n:0JI)l(Hbl rrpoB0.D:HTb: 

perym:i:pHbIH M0HHT0pHHr y,n:oBJieTBOpeHH0CTH BHYTpeHHHX KJIHeHT0B 

C03.II;aHHbIMH ycnoBHHMH rpy,n:a; 

M0HHT0pHHr ,n:HCUHIIJIHHbI peaJIH3aUHH 3a,n:aq; 

M0HHT0pHHr B3aHMo.n;eiicTBHH C Henocpe,n:CTBeHHbIM PYK0B0.D:HTeJieM; 

M0HHT0pHHr C0CT0HHHH COUHaJibHOH cpe.II;bI. 

MoHHTOpHHr ,n:HCUHIIJIHHI,I pean1naUHH 3a,z:i;aq ocyiuecTBIDieTCH C uenblO 

K0ppeKTMp0BKH Harpy3KH Ha corpy,n:HHK0B. 

MoHHTOpHHr B3aHMo,n:eHCTBHH C Henocpe,n:cTBeHHbIM PYK0B0,lJ;HTeJieM 

ocym,eCTBJIHeTCH Ha npe,n:MeT: 

,lJ;0CTaToqHo CTH B3aHMO)J;eHCTBHH; 

Il0HHTH0CTH TI0CTaH0BKH 3a.zi;aq. 

Ilo HT0faM M0HHT0pHHra B3aHMO,zi;eikTBHH C Henocpe.n;cTBeHHbIM pyKo­

B0,lJ;HTeneM ,n:0JI)l(Hbl cpopM:HpOBaTbC.JI peK0MeH.r:(aUHH no KoppeKTHp0BKe peanH-

3aUHH cpyHKUHH PYK0B0.r:(HTeJIH (pe3yJI0TaTbI M0HHT0pHHra ,!l;0Jl)KHI,I HCII0ilb30-

BaTbCH). 

IO .3. OpraHbI anacTH H opraHH3aumr .r:(0JI)l(HbI o6ecneqHTb nonyq:eHHe 

o6paTHOH CBH3H OT BHyTpeHHero KJIHeHTa rrocpe,n;CTB0M HCII0ilb30BaHHH pa.3-

JIJiqHblX MeTo,n:oB M HHCTPYMeHT0B. 

Pe3yJibTaTI,I o6paTHOH CBH3H ,!l;0Jl)KHI,l HCII0Jih30BaTbC.JI B ueIDix: 

c6opa HHq>OpMau1-rn H rrpe)l,JIQ)KeHHH no II0BbiilleHmo 3cp<peKTHBHOCTH 

pa6on,1; 

onpe,n;eneHHH HarrpaBJieHHH .r:(JIJI peHH)KHHHpHHra BHYTJlRBe.r:(0MCTBeHHbIX 

rrpoueccoa; 
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H3MeHeHIUI CHCTeMbl MOTRI~a~HH COTpY.D:HHKOB; 

K0ppeKTHp0B0K TpaeKTOpHM pa.3BHTIUI C0TpY.D:HHK0B. 

ITpe,nJIO)KeHH.H, 3aMet.JaHHJl H )KaJI06I:,I BHYTpeHHHX KnHeHT0B )];0JI)KHbl 

06pa6aTI:,IBaTbCJ1 pyKoBo,nHTerreM. ITo HToraM o6pa6onrn rrpe,nrro)KeHHM, 3aMe­

qaHHM H )KaJI06 ;:t:0JI)KeH q:,opMHpOBaTI:,CJI H ,[(0B0,[(HTI:,CJI ,no aBTopa M0THBHp0-

BaHHblM 0TBeT. 

OpraHaMH BJiaCTH H opraHH3a~IDIMH )l.0JI)KHI:,I 6bITb C03)1.aHbl MexaHH3Mbl 

rronyqeHIUI o6paTHOH CBJl3H OT BHyTpeHHero KnHeHTa II0 HT0faM BHYTpHBe)l.0M­

CTBeHH0f0 H Me)KBe)l.0MCTBeHH0f0 B3aHMO)];eHCTBHJI B paMKax rrpe.n.ocTaBneHIUI 

ycnyr BHellIHHM KJIHeHTaM. 

OpraHI,I BJiaCTH H opraHH3a~HH )l.0JI)KHbl BHe,npI-ffI:, B CB0IO ,ne.HTeJU,H0CTb 

rrpo~e.n.ypl>I, 06ecrreq11BaJOIII.He pearHpoBaHHe Ha rronyqeHHyro OT BHyTpeHHHX 

KnHeHT0B o6paTHyro CB.H3I:,. 


