YTBepxkAcH

npuKa3zoM MuHHCTEPCTBA TpyAa
Y COLMAJIbHOMN 3alUThI
Poccuiickoit @enepanuu

or 19 mapra 2018 . N 1631

NMPO®ECCUOHATbHbLIA CTAHOAPT

CNEUMANIUCT
no AuCTAHLUWMOHHOMY UHPOPMALIMOHHO-CINTPABOYHOMY OBCITYKUBAHUIO

Cnncok U3MEHSIONMX JOKYMEHTOB
(B pen. [Ipuxaza Muntpyna Poccun ot 27.06.2018 N 426H)

1149
Perucrpanmonusrit
HOMeEp
l. O6wue cBepeHun
JlesTenbHOCTh 10 TUCTAaHIIMOHHOMY HH(OPMAITMOHHO-CIIPABOYHOMY 07.010
00CITYKUBaHHUIO (PUINIESCKUX U FOPUANUSCKHIX JIHII JTFOOBIX
OpraHU3aIMOHHO-TIPABOBBIX (HOpPM U (POPM COOCTBEHHOCTH
(HammMeHoBaHUE BUA TPO(eCcCHOHATBHON EATeTLHOCTH) Kon

OcHoBHas uenb Buaa npodeccruoHanbHON AeATeNnbHOCTH:

[Ipenocrasnenue cepBrca JUCTaHIIMOHHON MH()OPMAIIIOHHO-CIIPABOYHOM MO/IEPIKKH B
COOTBETCTBUHM C OTPEOHOCTIMU KIMEHTOB U CeLM(UKON OpraHu3anuu

Fpynna 3aHATUK:

1120 PykoBogurenun 3343 AJMUHUCTPAaTUBHBIA U UHOU
YUPEKIACHUN, UCIIOJIHUTEIIbHBIN
opraHu3anui u CPEIHETEXHUYECKUI
IPEIIPUATAN nepcoHal

4222 Cnyxaiue - -

KOHTaKTHBIX
MH(POPMALTMOHHBIX
LEHTPOB
(xog OK3 <1>) (HamMEeHOBaHUE) (xog OK3) (HamMeHOBaHUE)

OTHeceHMe K BuaaM 3KOHOMNYECKON AeATENIbHOCTHU:

63.99 JestenbHOCTh MH(OPMAIIMOHHBIX CITYKO Mpoyasi, He BKIIOUCHHAS B




JIpyrue rpyninupoBKU

82.20

JearensHOCTh IEHTPOB 00pabOTKH Tene(OHHBIX BHI30BOB

(xon OKBIJ <2>)

Il. OnncaHume TpyaoBbIX PYHKLUMN, BXOAALLMX
B npoceccruoHanbHbIn cTaHAApT (hyHKUMOHaNbHas KapTa
Buaa npoceccnoHanbHON AeATeNIbHOCTH)

(HamMeHOBaHUE BUJIa YKOHOMUYECKOU IeITeILHOCTH)

O06o0011eHHbIe TPYAOBbIC (HYHKIUN

TpynoBble pyHKIMH

paboThI CHIEITUAIUCTOB 110
00CITy’)KMBaHUIO KIINEHTOB

KOJI HAaMEHOBAaHUE YpOBEHB HaMEHOBaHUE KOJl | ypOBEHB
KBaTH (momxypo
HKaIuu BEHb)
KBaJTH(]
HKaIA
A | Obpabotka oOpamieHui 3 Nudopmarmonno-cipaBounas | A/01.3 3
KJIAEHTOB I10 MO/I/IEP>KKa KITMEHTOB
NUCTAHIIMOHHBIM KaHaJIaM
KOMMYHUKALHH [IpensioxxeHne NpoyKToB U A/02.3 3
yCITyT OpraHU3aIiH
Texuuyeckas moaaepxKKa A/03.3 3
KIIMEHTOB OpraHU3aIlluu
[Ipuem u peructpanus xanod |A/04.3 3
Y NMPETEH3UI KIMEHTOB
OpraHHU3aIiH
B |KonTpons kagecTBa 4 OcyuiecTBienue B/01.4 4
00paboTKH oOpalIeHuit MOHUTOpPHHTA 00pabOTKH
KJIMEHTOB oOpartieHui KIMeHTOB
Or1ieHKa JeUCTBUH B/02.4 4
CIEIUAJIUCTOB MPU 00pabOTKe
oOpartieHuit KINEHTOB
dopmanuzanus pe3ynsratoB | B/03.4 4
M3MEPEHHsI KaueCcTBa
00paboTKu 0OpamIeHu
KJINEHTOB
C |IlnanupoBaHHe pecypcoB 4 [Iporuos o6bemoB oOpamenuti | C/01.4 4
It 00paboTKH KJIAEHTOB Y HAJINYUSA
oOparnieHui KJIMEHTOB PECYpPCOB B KOHTAaKTHOM
MHPOPMALTMOHHOM IICHTPE
Pacyer HeoOX0aMMMOTO C/02.4 4
KOJTUYECTBA PECYPCOB ISl
00palboTKu 0OpalieHui
Pa3zpabotka pacnucanuit C/03.4 4




VYnpasienue
JeSITeIIbHOCTBIO TI0
JTUCTAHIIHOHHOMY
nH()OPMAITMOHHO-
CIIPaBOYHOMY
00CITy’)KUBAaHHIO HA YPOBHE
CTPYKTYPHBIX
HO/Ipa3/ICJICHUN U TPYIII
CTEIUATNCTOB

OnepatuBHOE yIpaBieHUE
rpymnnamMu CreruagInucToB,
YYaCTBYIOIIMMU B
JUCTAHIIIOHHOM
MH(POPMALMOHHO-CIIPAaBOYHOM
00CITyKHBaHUU

D/01.5

Kontpons paGoTsl rpymnn
CTIEIINATINCTOB, COOTBETCTBHSA
JEUCTBUM CIIEIUAINCTOB
YCTaHOBJICHHBIM MPOLIECCAM U
JOCTHKEHUS TIOKa3aTeNne
JIeATeIIbHOCTH

D/02.5

OO0yueHue 1 MOTUBAIIHS
CHEIMAIMCTOB, YUYaCTBYIOIINUX
B TUCTAHIIHOHHOM
HMH(OPMAIMOHHO-CIIPABOYHOM
00CcITy>)KUBaHUH

D/03.5

Opranuzanys MOHUTOPUHTA
YIOBJIETBOPEHHOCTHU KJIMEHTOB
JIOCTYITHOCTBIO U KQYECTBOM
MPEeI0CTABICHUS
HH(OPMAITMOHHO-CITPABOYHBIX
YCIYT, CO3JaHUE YCIOBUM IS
MPOBEJCHUS HE3aBUCUMO
OLICHKHU Ka4yeCTBa yCIIYT,
OKa3bIBA€MbIX OpraHHU3alHNeil

D/04.5

PazpaboTka nmpemoxkeHuii mo
MOBBIIIEHUIO 3(ppekTHBHOCTH
MPOIIECCOB AUCTAHIIOHHOTO
MH(POPMALTMOHHO-
CIIPaBOYHOTO OOCITYKMBAaHHS U
MIpEICTaBICHNE TaHHBIX
MPE/ITIOKEHNUH BBIIECTOSIIIEMY
PYKOBOJICTBY

D/05.5

VYnpasienue
JEeSITeTbHOCTHIO TI0
JTUCTAHIIHOHHOMY
nH()OPMAITMOHHO-
CIIPaBOYHOMY
00CITy’)KUBaHHIO HA YPOBHE
OpTraHHU3aIIH

[limanupoBanue U pyKOBOJACTBO
MIOCTPOEHUEM €IUHOMU
CHUCTEMBI YIIPABICHUS
JUCTAaHLIMOHHBIM
UH(OPMAITMOHHO-CIIPABOYHBIM
o0cCiTyKMBaHHEM Ha ypPOBHE
OpraHu3alu

E/01.6

OpFaHI/IBaIII/IFI 1 KOOpAHHaI WA
NEeATEIbHOCTH
MOAPA3ACICHUM,
YYaCTBYIOIIHUX B
JAUCTAaHIITMOHHOM
HH(}OPMAIMOHHO-CIIPABOYHOM
00CITyKBaHUH

E/02.6




KonTposns E/03.6 6
(YHKIIMOHUPOBAHUS BCEX
CHCTEM U IIPOILIECCOB
JTUCTAaHIMOHHOTO
WH(POPMALTMOHHO-
CIIPaBOYHOTO OOCITYKHBAHUSI

VYrpasieHue npoeKTaMu 10 E/04.6 6
COBEPILICHCTBOBAHUIO CUCTEM
U TIPOLIECCOB TUCTAaHIIMOHHOTO
MH(OPMaMOHHO-
CIPAaBOYHOTO 0OCTYKMBaHUS
Ha YpOBHE OpraHu3aluu

lll. XapakTepuctuka 06006LWeHHbIX TPYAO0BbIX PYHKLNN

3.1. O600wWweHHana TpyaoBasa (pyHKLUsA

O06paboTtka oOpalieHuii KIMEHTOB MO VDOBCHE
HanMmenoBanue | 1ucTaHIIMOHHBIM KaHAJIaM Kon A P 3
KBaJTM(DUKALIAN
KOMMYHUKAITUH
[Ipoucxoxnenue
. 3auMCTBOBAaHO
00001IeHHON Opurunan X
. U3 OpUTHHAIIA
TPYAOBOH (HyHKIIHH
Kon Perucrpanmonnsrit
OpHUTHHAJIA HOMEDP
npodeccuoHaIbHOTO
CTaHaapTa

Bo3MoxxHEBIE
HAaUMEHOBaHUS
JIOJDKHOCTEH,
npodeccuit

JlucreTuep KOHTAKTHOTO IIEHTpa
Orneparop KOHTAKTHOTO IIEHTpa

TpeboBanus
00pa3oBaHHIO U
00y4YeHHIO

Cpennee obrmiee obpazoBaHue

[IpodeccuonanbHoe o0yueHue - mporpaMmbl TpodeccunoHaATbHON
MOJITOTOBKH IO JIOJDKHOCTSM CITYIKAIllUX, TPOTPAMMBI
MEPENOATrOTOBKH CITYKaIMX, POTPAMMBbI TIOBBIIICHHS
KBaJIM(DUKAIIMU CITYXKAIIUX

TpeOGoBaHus K ONBITY
MPaKTUYECKOM pabOTHI

Oco0Oble yciioBUs
JOITyCKa K pabote

Hpyrue
XapaKTepUCTUKU

JononHutenbHble XapaKTepuctTuku




HanmenoBanue
JIOKyMEHTa

Kon HaumeHnoBaHue 0a30BOi TPYIIIBI, TOJKHOCTH
(mpodeccun) wium crienuanbHOCTH

OK3

4222 Cry>ariye KOHTaKTHBIX HH(OPMallMOHHBIX
LIEHTPOB

3.1.1. TpyaoBas pyHKUMA

HNudopmarnimonHo-cripaBoIHast YpoBeHb
HaumeHnoBanue | moaaepx Ka KJIMEHTOB Kom |A/01.3| (momypoBenn) | 3
KBaJTM(UKALINH
[Mpoucxoxaenue 3auMCTBOBaHO

TPYIOBOW (QyHKIIUU

Opurpnan X - -
U3 OpUrMHaIa

Kon Perucrpanmonnsiit
OopuUrMHaa HOMEp
npodeccuoHaIbHOTO
cTaHjapra

TpynoBble nencTBUs

O6pa60TI<a BXOJAIIMX KOHTAKTOB KIHMCHTOB B COOTBCTCTBHH CO
CIICHapHiIMHU O6CJ'Iy7KI/IBaHI/15[ N YCTAHOBJICHHBIMU CTaHAapTaMH
Kady€CTBa O6CJ'IY)KI/IBaHI/IH

[IpenocraBnenue akTyallbHOW MH(OPMAIIUH IO 3aPOCy KIMEHTA MO
yIAJICHHbIM KaHaJlaM KOMMYHHKaIUH

Buecenne wuHbopManuu B mporpaMMbl K 0a3bl  JIaHHBIX B
OIIpEEIEHHOM OpraHM3alel mopsike

Heobxoaumbie
YMEHUS

[Tonb3oBarbesi  mepcoHanbHbiM — komnbioTepoMm  (IIK) u  ero
nepuepuiHBIMU YCTPONUCTBAMHU, OPTTEXHUKON

Hcnonb3o0BaTh crielnaau3upoOBaHHbIE MPOrPaMMHbIE NPHIIOKEHUS U
MH(POPMALMOHHO-KOMMYHUKAIIMOHHYI0  ceTb  "WHTepHer" s
BBINOJIHEHHsI paboYMX 3a1a4

PaboTath ¢ 00JIBIIMM MacCHBOM HH(bOpMaHI/IOHHLIX JaHHBIX

BrisaBaaTs HOTpC6HOCTL KIIMCHTAa B IOJIYYCHHUU I/IH(I)OpMaI_II/II/I C
IIOMOLIBIO PA3HBIX TUIIOB BOIIPOCOB

Br16upaTh onTUMaNIbHBIN anroput™ o0CTyKUBaHHS KIMEHTa

VYeraHaBnuBaTh KOMMYHHMKAIIMIO C KIMEHTAMH OpPraHM3allMHd  C
LENbI0  TPENOCTABICHUS  aKTyaJbHOW HMH(OpMamuu  0oOIIero
Xapakrepa

Hcnonp30BaTh TEXHUKHA aKTUBHOTO ClIylmiaHUA XU BCACHUA aUajiora

Pe3tomupoBarh morydeHHY0 OT KIHEHTa HH(HOPMAIUIO

Buocuts nndopmaiiyio B mporpaMmbl U 6a3bl JAHHBIX OpraHU3aIud




CDOpMI/IPOBaTI) IMUCbMCHHBIC OTBCTLI HA 3alIPOCHI KJIMCHTOB

B3aumogeiicTBoBaTh ¢ KojuIeraMu sl pelieHus paboumx 3a1a4y

Paspemars KOH(IMKTHBIE CHUTyallMd TpUd B3aUMOJCHCTBUHM C
KJIINEHTAMH

HeobOxoauMmbie 3HAaHUA

CrangapTel ¥ METOJUYECKHE TOKYMEHTBHI OpraHm3aiuu B cdepe
KOMMYHHUKAIIUH C KJIMEHTAMU OpraHU3aluu

Ilepeyenb W 1EeNEBBIE 3HAUCHMUS  KIIFOYEBBIX  IOKaszaTeseit
B(I)(I)CKTI/IBHOCTI/I, HpI/IMeHSIeMBIX B opraHmaum/I JIs1 OLICHKH
COTPYJIHUKOB Ha MHIWBUIYaJTEHOM YPOBHE

WNucTpykuuu, nporenypsl U clieHapuu 00paboTKH KOHTAKTOB

Tpe6OBaHI/IH, IpCaAbABISICMBIC K o6pa60TKe KOHTAKTOB C KIIMCHTaMH

HOpﬂ,[[OK B3aMMOICHCTBUSA MCKOY COTpYAHUKaAMU u
nmoaApasgCJICHUAMU B OpraHU3allun

3akoHonarenscTBO Poccuiickoit @enepanuu 0 MNEPCOHATBHBIX
JIAHHBIX U B 00J1aCTH HH(POPMALIMOHHOM 6€30MacHOCTH

TpeOGoBanust oXpaHbl Tpy/ia U MOXKapHOU O€30MaCHOCTH

[TonsaTust 6aHKOBCKOW M/MITM KOMMEPUYECKOI TaltHbI

CrangapTel 0pOpPMIICHHUS JOKYMEHTOB B OpraHU3aI[ul

[IpaBuna nenoBoi NEPENUCKU U MUCbMEHHOTO ATUKETA

OpranuzalinoHHasi CTPYKTypa OpraHu3aiuu

[IpaBuna gemoBOro OOIIEHUS U PEUEBOTO ITHKETA

Apyrue
XapaKTePUCTUKU

3.1.2. TpynoBas ¢pyHKUMA

[Ipennoxenne NpoayKTOB U YCIIyT VYpoBeHb

HaumenoBanue | opranuzanuu Kon | A/02.3| (momypoBenb) | 3

KBaJTM(UKALIH

[Ipoucxoxnenue
TpyAOBOH QpyHKIIMK

3auMCTBOBAaHO
Opurunan X - -
U3 OpUrHHAaIIa

Kon Perucrpanuonssii
OpUTHHAaJa HOMEDP
npodeccuoHaIbHOTO
CTaHjaapTa

TpynoBsle NeNCTBUA

O0paboTka BXOAAIIUX U UCXOISAIIUX KOHTAKTOB KIIMEHTOB




KoncynprupoBaHue KIMEHTOB IO BONpOcCaM MpPUOOPETEHHUS U
HCIIOJIB30BaHUs IIPOLYKTOB U YCIYT OpraHu3aluu

HpeI[OCTaBJ'IeHI/Ie KJIHME€HTaM IIOJHOM I[OCTOBCpHOﬁ HH(bOpMaI_[HH )
IpOAYKTax n yciyrax opraHu3anuu, ux TCXHHUYCCKUX
XapaKTCpUCTUKAX

KoHcynbTHpoBaHHEe KJIMEHTOB 1O (oOpMe U CpoOKaM OIUIATh
IIPOIYKTOB M YCIYT KOMITAHUH

Odopmiienne 3aka3oB Ha MPUOOPETEHHE TPOAYKTOB H  YCIYT
OpraHu3alnuu

[IpenioskeHne TOMOIHUTENBHBIX TOBAPOB U yCIIyI OPraHU3aLun

WudopmupoBanue  KJIMEHTOB 000 BCEX  M3MEHEHHSX IO
o(hopMIICHHOMY 3aKa3y

HH(bOpMI/IpOBaHI/Ie KIIMEHTOB O HOBBIX IPOAYKTAX M YCIyrax
oprann3any, BO3MOXHOCTH UX HpI/IO6peTCHI/IH

WNHupopmupoBaHre BBIMIECTOSIIETO PYKOBOAUTEISI O HEIITATHBIX
CUTYaLUAX

HeobOxoaumeie
YMEHHUS

Hcnonp30BaTh  OCHOBHBIE  NPOTpaMMHBIE  NPWIOKEHUS U
MH(OPMAIIMOHHO-KOMMYHUKALIMOHHYI0  ceTb  "MHTepHer"  mns
BBINOJIHEHHSI paboYMX 3a/1a4

Pabotare ¢ 607bIIMM MaCCUBOM MH()OPMAIIMOHHBIX JAHHBIX

BousBisate u popMupoBarh mMoTpeOHOCTH KIMEHTOB B MPOAYKTaX H
yCIIyrax OpraHu3anuu

[IpencTaBiasaTh NPOIYKTHI U YCIYTH OPraHU3allid, JEMOHCTPUPYS UX
TEXHUYECKUE XapaKTEPUCTUKHU U IPEUMYIIECTBA

OTtBeuaTh Ha BONPOCHI U BO3PAKEHUS KIMEHTOB IPU BbIOOpE MMH
MIPOAYKTA WIH YCIYTd OpraHu3aluu

O(I)OpMJ'ISITB 3aKa3bl KIIMCHTOB OpraHnu3alunu

Onpenenars  BO3MOMKHBIE — JOTIOJIHUTENBHBIE  3aIpPOCHl  IIPH
oOpallleHuu KJIMEeHTa 110 BOIpocaM MpHOOpEeTEeHUsI U UCTIOIb30BAHMS
IIPOAYKTOB U YCIIyT OpraHu3aluu

[Ipennarars anpTepHATUBHOE PELLIEHUE 110 3alIPOCy KIMEHTA

B3anmMoseiicTBOBaTh ¢ KOJUIETaMHU JJISl pelIeHus pabounx 3a1a4y

CrnaxuBarhb KOH(l)JII/IKTHBIG " CJIOXKXHBIC CUTyalluh MCKIIMIHOCTHOI'O
B3aHMOHeﬁCTBHH C KIIMCHTAMH1 OpraHu3alunu

[Tone3oBatbest IIK u  ero mepudepuilHBIMU  yCTPOMCTBaMU,
OPITEXHUKOU

Bectu nokymMeHTanuMi UM MOATOTAaBIMBaTHL OTYETHOCTh IO
00paboTaHHBIM OOpAIEHUSIM C MPEUIOKEHUEM IPOAYKTOB M YCIyT
OpraHM3aliy KINEHTaM




HeoOxonnMsble 3HaHMs

Crnennain3upoBaHHOE MPOrPaMMHOE 00ECIICYCHHUE, UCTIONB3YEMOE B
pabote o yAaJIeHHOMY UH()OPMALTHOHHO-CITPABOYHOMY
00CITyKMBaHHIO KITHCHTOB

CranmapTsl U METOAUYECKHE ITOKYMEHTHl OpraHu3alnu B cdepe
MPOJIAXK TOBAPOB U YCIIyT OpraHu3aluu

TexHnueckre XapakTEpUCTUKA M CBOWCTBA MPOLYKTOB M YCIYT
OpraHM3alllH, YCIOBUS UX IPUOOpETEHUS

TexHuueckne XapakTepUCTUKU M CBOMCTBAa MPOAYKTOB M YCIYyT
KOHKYpPEHTOB

@DOpMBI U CTIOCOOBI OIIJIATHI MTPOILYKTOB M YCIYT OpraHU3auu

Ilepeyenp © 1UENEBbIE 3HAUYCHUS  KIIOYEBBIX  IOKa3aTesei
(¢ (PEKTUBHOCTH, TNPUMEHSIEMBIX B OpraHM3aIlldd I OIEHKH
COTPYIHUKOB Ha MH/IUBUIYAIBHOM YPOBHE

TexHoorus OTBETOB Ha BOIIPOCHI U BO3PAXKCHUA KIIMCHTOB

IIpaBuna nenoBoro OOLIEHNS U PEYEBOrO ITUKETA

WHcTpykuuu, nporenypsl U clieHapuu 00pabOoTKH 3aKa30B KIIMEHTOB

TpeboBanus, mpeabsABIsiEeMbIe K 00pabOTKe 3aKa30B

3akoHomarenbcTBO Poccuiickoit  denepanyu O NEPCOHATBHBIX
JAHHBIX U B 00J1aCTH WH(POPMALIMOHHOM O€30MacCHOCTH

TpeboBanust OXpaHbI TPya U MOKAPHOM OE30ITACHOCTH

[TonsTHs: 0AHKOBCKOW /T KOMMEPUYECKOI TaltHBI

Crannaptsl 0OpMIICHUS TOKYMEHTOB B OpraHU3alluN

[IpaBuna nenoBoi NEpPenuCcKy U MUCbMEHHOTO ATUKETa

[Topsanok B3aUMOJICHCTBUS MEXITY COTPYAHUKAMH u
noApasgCJICHUSMU B OpraHU3allun

OpranuzalinoHHasi CTPYKTypa OpraHu3aluu

Hpyrue
XapaKTepUCTUKU

3.1.3. TpyaoBas dpyHKUMA

TexHnueckast oaepkKKa KIMEHTOB YpoBeHb
HaumenoBanue | opranuzanuu Kox |A/03.3| (momypoBenb) | 3
KBaJIM(pUKALIUU
[Ipoucxoxaenue 3anMCTBOBaHO

TPYAOBOH (HyHKIIUH

Opurunan X

U3 OpUruHalIa

Kon Perucrpanmonnsrit




OpUTHHANA HOMEP
npodeccuoHaNnbHOTO
CTaHjaapTa

TpynoBsle nenCTBUA

KoHcynbTanus KiIMeHTa MO ero OOpalleHHI0 3a TEXHUYECKOU
MTOIIEPIKKOM

Opranuzanuss OPUHATHS pPELIEHUS MO OOpallleHUI0 KIUEeHTa 3a
TEXHUYECKOW TOAJNEPKKOM COOTBETCTBYIOIIMM IOAPA3ACICHUEM
OpraHu3alu

KoHTponb CBOEBpEMEHHOCTH MPHUHSATHUS PELIECHUS MO0 OOpaleHUIO
KJIMEHTA 32 TEXHUYECKOH MOIJIEPKKON

@opMUpOBaHUE OTBETA KIMEHTY O IIPUHATOM pELIEHUU 110
00OpaIeHuIo 3a TEXHUIESCKOM MOIIePKKOM

Buecenne wuHbopManmuum B mporpaMMbl W 0a3bl  JIaHHBIX B
OIIpE/IEICHHOM OpraHM3aliel mopsjke

WudopmupoBanue  BBIIIECTOALICTO PYKOBOTUTENS 000  Bcex
HEIITATHBIX CUTYaIHsIX

HeobOxonnumeie
YMEHHUS

ITons3oBatbest IIK u  ero mnepudepuitHpIMH  ycTpoiicTBamH,
OPITEXHUKOM, B TOM YHCJIE MCIOJb30BATh OCHOBHBIE IIPOrPAMMHBIE
OPUIOKEHUST U UHPOPMALMOHHO-KOMMYHHUKAI[IOHHYIO  CETb
"NHTepHer" 11 BBINOJIHEHUS paboyuX 3a1a4u

PaGorath ¢ 00abIIMM MacCUBOM MH(OPMALIMOHHBIX JaHHBIX

OmnpenensaTs NpUYKMHBI BO3HUKHOBEHMS TEXHMUYECKUX HpolsieM Hu
YCTPaHATh UX B TpeOyeMble CPOKU

OHpeI[eJBITb BO3MO>XKHBIC JOITOJITHUTCJIIBHBIC 3anpocm HpI/I
oOpaleHuy KJIMeHTa 32 TEXHUYECKOM MOIePKKOM

KoopnuHupoBarh ¥ COIIACOBBIBATH CBOIO pabOTy ¢ KOJIEraMH TpH
00paboTke 0OpaIeHus KIIMEHTA 33 TEXHUIECKOH IMOIIEPIKKOM

[Tonb30BaTbCsl MHCTPYMEHTAMU MOHUTOPUHIA CBOEBPEMEHHOCTH H
KauecTBa BBIMOJHEHUs 3aJady 10 OOpalleHHI0 KJIMEHTa 3a
TEXHUYECKOU MOIIEPIKKON

KoppektupoBare cBOM AEHUCTBUS B COOTBETCTBHHM C YCJIOBUSMH
CUTYyalluH

Brocuts mHpOpManuio 00 oOpalleHHH KIWEHTa 3a TEXHHUYECKOM
MONJIEP)KKOM M CTaTryce BBIOJHEHHUS 3ampoca B 0a3y JaHHBIX B
ONpEEICHHOM OpraHu3anuei mopsjKe

[IpenocraBnare KIMEHTY HH(OpMAIMIO O CTaTyce BBINOJHEHUS
3arpoca 0 TEXHUYECKOH MOAIEPIKKE

Heo0OxoanMele 3HAaHUSA

Crienanmm3upoBaHHOE MPOrPaMMHOE 00eCTICUCHUE, HCITOIh3yeMOE B
pabote o yAAICHHOMY MH(POPMALIMOHHO-CIIPABOYHOMY
00CITy>)KUBAaHHIO KITMEHTOB




CranmapTsl U METOAUYECKHE ITOKYMEHTHl OpraHu3alMu B cdepe
00paboTKH OOpalIeHUI KIMEHTOB 3a TEXHUYECKON TOICPIKKOM

WHcTpykuuu, mnpoueaypsl M cleHapuud oOpalboTKu oOpalleHHi
KJINEHTOB 33 TEXHUYECKOW ITOJIEPKKON

Bo3MmokHbIE TEeXHMYECKHME HEHCIpPaBHOCTH, cOou B pabore
MIPOYKTOB M YCIYT OpraHU3aluu

MeToabl yCTpaHEHUs] TEXHUYECKHX HEToa 0K U cOoeB

[IpaBumna nenoBoro OOIIECHHS U PeYeBOTO ITHKETA

TpeOoBanusi, mnpenbsBisgeMble K 00paboTke oOpameHuid 3a
TEXHUYECKOW MOJIEPKKOI

HepequL u OCJICBBIC 3HA4YCHUA KJIFOYCBAIX nokasarejaeu
3(1)(1)€KTI/IBHOCTI/I, INIPUMCHACMBIX B OpraHu3alluud i1 OLCHKHU
COTPYAHUKOB Ha MHAWBUAYAJIbHOM YPOBHC

3akoHoxarenbcTBO Poccuiickont denepaunu 0  NEPCOHAIBHBIX
JaHHBIX U B 001acTU MH(OPMAITMOHHOMN 0€30I1aCHOCTH

TpeboBaHus OXpaHBI TPyZA U MOKAPHOI O€30MaCHOCTH

[TonsTHs GAaHKOBCKOW M/MJIM KOMMEPUYECKOH TallHBI

CrangapTsl 0pOpMIICHHS JOKYMEHTOB B OpraHU3aIlul

HpaBI/IJ'Ia ,HCHOBOﬁ MEPECIHUCKNU U TIMCBMCHHOI'O 9THKETA

OpraHI/IBaLII/IOHHaSI CTPYKTYpPa OpraHu3aiuu

Jpyrue
XapaKTepI/ICTI/IKI/I

3.1.4. TpynoBasa ¢pyHKUMA

[Ipuem u peructparnus xanod u YposeHb
HaunmeHnoBanue | mpeTeH3Ul KIMEHTOB OpraHU3aluu Kom [A/04.3| (momypoBens) | 3
KBaM(UKAIUN
[Ipoucxoxnenue 3auMCTBOBAHO

TPYAOBOH (pyHKIIMK

Opurpnan X
U3 OpUrMHaJIa

Kon Perucrpanuonnsiii
OpUTHHAJA HOMED
pohecCHOHAIBHOTO
CTaHJapTa

TpynoBsle NeNCTBUA

O6paboTKa MOCTYNUBIIHX KaT00 U MPETCH3UN KIIMEHTOB

Peructparnus mocTynuBmuX *ano0 U MPETeH3UN KIIMEHTOB

Opranu3zanus NPUHATHS peUIeHHsI 0 IPETEH3MOHHOMY OOpaIleHUIO




KIIMCHTAa

KonTpomns CBOEBPEMEHHOCTHU MIPUHATHUSA penieHus 1o
MIPETEH3UOHHOMY OOpAIEHUIO KITUEHTa

[IpenocTaBnenue OTBETa KIMEHTY O TMPHHITOM PEIICHUU TI0
MPETEH3MOHHOMY OOPaIEHUIO

Bnecenne tpeOyemoit wuHpopmamuu B mporecce 00pabOTKH
MIPETEH3MOHHOTO OOpAIICHHS KIIMEHTA

WudpopmupoBanue  BBIIIECTOALIETO PYKOBOIUTENS 000  Bcex
HEIUTaTHBIX CUTYyalUsIX

HeoOxonnMmeie
YMEHHUS

Hcnonb3oBaTh ~ OCHOBHBIE  NPOTPaMMHBIE — NPUIIOKEHUS U
MH(POPMALMOHHO-KOMMYHUKAIIMOHHYI0 ~ ceTb  "WHTepHer" s
BBINOJIHEHHsI paboYMX 3a/1a4

PaboTath ¢ 00JIBIIMM MacCHBOM HH(bOpMaHI/IOHHLIX JaHHBIX

PeructpupoBaTb  NpPETEH3UOHHBIE  OOpAIIEHUS  KIUEHTOB M|
KOPPEKTHPOBATh X CTaTyC

OHpe}IeJ'ISITI) IMPUYIUHBL BO3HUKHOBCHUA npeTeHsuﬁ n
I/IH(I)OpMI/IpOBaTL 0 HUX COOTBCTCTBYIOIIUC MMOAPA3ACIICHUA

BreiOupare ¥ OpUMEHSATh ONTUMAJbHBIE CHOCOOBI pa3pelIeHUs
KOH(IMKTHBIX CUTYalMi

KoopnuHupoBarh ¥ COMIACOBBIBATH CBOIO pabOTy ¢ KOJJIETaMu TpU
00paboTKe MPETCH3NOHHOTO OOpaIICHHS KIIMEHTA

OtcaexuBaTh CBOCBPCMCHHOCTb M KaYCCTBO BBLIIIOJHCHUSA 3aaa4 I10
INPECTCH3NOHHOMY o6pa1ueHmo KIIMCHTAa

KoppektupoBaTh CBOM [E€WCTBUSI B COOTBETCTBHUU C YCIOBUSMHU
CUTyaluu

[IpenocTaBnsaTh KIMEHTY MHGOPMAIUIO O MPHUHITOM PEIIEHUU 10
€ro MPEeTEeH3UOHHOMY O0paIleHHIO

HCO6XOIII/IMBIG 3HaHUA

Crenanu3upoBaHHOE MPOrpaMMHOE 00eCIedeHre, UCII0Ib3yeMOe B
pabote 1o yAAJIEHHOMY HMH(GOPMAIIMOHHO-CIIPAaBOYHOMY
00CITy’)KUBaHHIO KIIMEHTOB

CTaH;[ame U MCTOAUYCCKUC NOKYMCHTBI OpraHu3anuu 1o pa60Te C
MMPETCH3UAMU KIIMCHTOB

IlepeyeHb W 1EeNEBBIE 3HAUECHMUS  KIFOYEBBIX  IOKaszaTesei
B(I)(I)CKTI/IBHOCTI/I, HpI/IMeHSIeMBIX B opraHmaum/I JIsI OLICHKHU
COTPYJIHUKOB Ha MHIWBHUIYAJTLHOM YPOBHE

AJ'IFOpI/ITMLI peuICHUA KOH(l)J'II/IKTHBIX CI/ITyaHI/Iﬁ C KIIMCHTaMH

OcHOBHBIE  TIOJIOKEHUS  3aKOHOJATEIbHBIX W  HOPMATHUBHBIX
IIpaBOBLIX aKTOB, peryiampyromuc npeamMeT ACATCIIBHOCTU
OpraHu3aIiK, OCYIIECTRISIONICH TUCTAHIIMOHHOE HH(POPMAIIMOHHO-
CIIPaBOYHOE OOCTY)KUBAHHE




ITpaBuiia 1€710BOTO OOIIECHHS M PEYEBOTO 3TUKETA

TpeboBanusi, mnpenbsBiseMble K 00paboTke oOpamieHuii 3a
TEXHUYECKOU MOAINEPKKON

3akoHomarenbcTBO Poccuiickont denepaunu 0 MEPCOHAIBHBIX
JaHHBIX U B 001acTU MH(OPMAITMOHHOMN 0€30I1acCHOCTH

TpeboBaHuUs OXpaHbI TPY/A U MTOKAPHOI O€30MMaCHOCTH

[TonsTHS GAHKOBCKOW M/MJIM KOMMEPUYECKOMN TaltHBI

CrangapTsl 0popMIIEHUS JOKYMEHTOB B OpraHU3aIul

HpaBI/IJIa ,Z[eJ'IOBOI‘/’I NEPECIHUCKU U TIMCBMCHHOI'O 9THKETA

OpraHu3annoHHas CTPYKTypa OpraHu3alnuu

Hpyrue
XapaKTEPUCTUKU

3.2. O606wWweHHasa TpyaoBas hpyHKUMA

Koutpois kauectBa 00paboTKH VYpoBeHb
HaumenoBanue P N P Kon B P 4
oOpareHuit KIMeHTOB KBaTM(UKAIINH
[Ipoucxoxnenue
. 3auMCTBOBaHO
000011eHHO Opurunan X
. W3 OpUTHHAJIA
TPYAOBOH (pyHKIIMH
Kon Perucrpanmonnsrit
OpHUTHHAIA HOMED
npodeccruoHanbHOTO
CTaHaapTa

BosmoxxnbIe
HaMMCHOBAaHHMS
JIOIKHOCTEH,
npodeccuii

KonTposep kauecTBa 006CcTyKMBaHUS
CrienMaiuct mo KOHTPOITIO KadecTBa 00CTyKUBaHUS
DKcIepT Mo KOHTPOJTIO KadecTBa 00CTyKUBaHUS

TpeboBaHus K
00pa30BaHMIO U
00y4eHHIO

Cpennee npodeccronaibHOe 00pa30BaHKE - TPOTPAMMBI
MOATOTOBKH KBAJTU(PHUIIMPOBAHHBIX PA0OUMX, CIYKAITIX

WA

[IpodeccronanbsHoe 00yyeHue - mporpamMmmsl mpodeccnoHaIbHOR
MOJITOTOBKH IO JTOJDKHOCTSIM CITYKAIllUX, IPOTPAMMBI
NEpCOATOTOBKHU CIIY’KAIIUX, IPOTpaMMBbI ITOBBIIICHUSA
KBaJTU(UKAIIAN CITyKAIUX

TpeGoBanus K ONBITY
MPAKTUYECKON pabOoThI

He Menee mectu MecsiieB B 006jacTu 00pabOTKH 0OpalneHui
KIIMEHTOB T10 TUCTAHIIMOHHBIM KaHaJlaM KOMMYHHKAIHH

Oco0Oble yciioBus
JI0ITycKa K pabore




Hpyrue
XapaKTepUCTUKU

JononHutenbHbIe XapaKTepuctTuku

HaunmenoBanue Kon HaumenoBanue 6a30B0i TPYIIIbI, TOJKHOCTH
JNOKyMEHTa (mpodeccun) nnu cneunanbHOCTH
OK3 3343 AJMUHUCTPAaTUBHBIA U MHON UCTIOIHUTEIbHBIN
CpPEIHETEXHUYECKUI MePCOHAI
OKCO <3> 2.09.00.00 | udopmaTHKa 1 BEIYACTUTEIbHAS TEXHUKA

5.38.00.00 |DOxoHOMHKA U yHIpaBJICHUE

3.2.1. TpyaoBas dpyHKUMA

OcymiecTBieHHe MOHUTOPUHTA VYpoBeHb
HaumeHnoBanue | 06paboTKu oOpalieHuil KIMEeHTOB Kox |B/01.4| (momypoBens) | 4
KBaJTU(UKALIUH
[Ipoucxoxnenue 3auMCTBOBaHO

TPYAOBOH (HyHKIIUH

Opurunan X

U3 OpUruHaJIa

Kon Perucrpanmonnsrit
OpUTHHAJA HOMeEp
npodeccnoHanbHOTO
cTaHjapra

TpynoBbie nelcTBUA

Bribopka 3amuceil oOpailieHuil KIMEHTOB MO pa3jIMYHBIM KaHallaM
KOMMYHHKAIUHN JJIS OCYIIECTBICHUSI MOHUTOPUHTA

[IpocnymmBanue nuanoroB MeXIy KIMEHTaAMU W CIEHHAIUCTAMU
M0 yIAJIEHHOMY OOCITY>KHBaHHUIO, OCYIIECTBICHHBIX IO TOJIOCOBBIM
KaHajaM KOMMYHUKaUn

Bpiuntka TEKCTOB COOOIICHWH, BO3HHUKAIONIMX B  TPOIECCEe
MEPENUCKU MEXIy KIMEHTAMH U CHEUUAIACTaMU M0 YAAJIECHHOMY
06CJ'I}’)KI/IB3HI/IIO 10 TEKCTOBBIM KaHaJlaM KOMMYHI/IKaIII/Iﬁ

HaGmronenve 3a ACHCTBUSMH CIIEIIUATUCTOB IO JAUCTAHITMOHHOMY
O0CITYKMBaHHIO KJIMEHTOB C LENbI0 MPOBEPKH HMX COOTBETCTBHUS
JIOKaJbHBIM HOPMATHBHBIM aKTaM, PENIAMEHTHPYIOIIUM IpaBuia
00CITyKUBaHUS

AHanu3 JeHCTBUI  CHenUaiucToB B mporecce  00paboTku
oOpalieHuii ¢ TOYKH 3PEHHS HMX COOTBETCTBHUS JIOKAJIbHBIM
HOPMATUBHBIM aKTaM, pEerIaMEHTUPYIOLIUM MIpaBUiIa 00CITy>KUBAaHUS

[TogroroBka mNpemyioKEHUH 110 COBEPLICHCTBOBAHUIO ITpoLecca
MOHHUTOpPUHTA OOpaIeHUH KINEHTOB

HeoOxonnmeie

Hcnons3oBarh CIICHUAJIU3UPOBAHHOC IIPOrpaMMHOC obecrneuenue




YMEHUSA

JUISL OCYIICCTBIICHUS BBIOOPKH 3amuceil oOpalleHWi KJIMEHTOB W
MOHHUTOpPUHTA

BrIsBASATH 11€Th (11€7T1) KIIMEHTA MPU OCYIIECTBICHUU O0paIeHUS

Onpenenarb HEOOXOaUMBIE e CTBUA crenyMajncTa 1o
JTUCTAHIIMOHHOMY OOCITY)KMBAaHHWIO JJIS YIOBJICTBOPEHUS IIEJei
oOpariieHust KIMeHTa

Onpenenars mapaMeTpbl, MO KOTOPHIM JOJDKHA OBITH IpOBEICHA
OIICHKA JNeUCTBUHI CIIEIIMAINCTA o JTMCTAaHIITUOHHOMY
00CITy’)KUBaHHIO B paMKax 00paboTKu oOparieHus

OHpeI[eJ'DITb Tp€6OBaHI/ISI JIOKAJIbHBIX HOPMATHBHBIX AKTOB U
BHEIIHUX PETYJISITOPOB, KOTOPBIC JOIDKHBI IPUMEHSITHCS JIST OLICHKH
JeWCTBUI cHenuaincTa IO JAUCTAHIIMOHHOMY OOCTY)KMBaHUIO B
paMKkax oOparieHus

HeobOxoaumbie 3HaHus | MeTOABI OCYIIECTBICHHS BBIOOPKH 0OpaIieHu 11T MOHUTOPUHTA

Crenmanu3upoBaHHOE MNPOTPaMMHOE OOECHeueHUe i KOHTPOJIS
Ka4ecTBa, KOTOPOE HCIIOJIb3YEeTCSl B KOHTAaKTHOM HH(DOPMAIIMOHHOM
LEHTpE

Crenuanu3upoBaHHOE  NPOrpaMMHOE  OOecleYeHue, KOTOpoe
HCIONB3YIOT B CBOEHM paboTe CHenuaaucTbl MO JUCTAHIIMOHHOMY
00CITy’)KUBaHHIO KIIMEHTOB

Ilepeuenp ©  1LeneBblE  3HAUYECHUS  KIFOYEBBIX  IOKa3aTesiei
3¢ (PEKTUBHOCTH, TNPUMEHSIEMBIX B OpTraHM3aIlldU ISl OIEHKH
COTPYIHUKOB Ha MHJUBUAYAIbHOM YPOBHE

Wudopmanus 0 NpoayKTax U yciayrax opraHu3anuu

TpeOoBaHusi HAIMOHAIBHBIX W MEXKIYHAPOAHBIX CTAaHAApPTOB B
cdepe ynpaBieHUS] KOHTaKTHBIMU HH()OPMAIIMOHHBIMU IIECHTPaMU

OCHOBHBIE  MOJOXKEHUS  3aKOHOJATENIbHBIX W HOPMAaTUBHBIX
MpaBoBBIX akTOB Poccwiickoit ®eneparu B cdepe 3aluTh MpaB
noTpeodurtenei

Hpyrue
XapaKTepUCTUKU

3.2.2. TpyaoBasa ¢pyHKUMA

Onenka 1elicTBUN CIENUAINCTOB MIPU YpoBeHb
HaumenoBanue | 00paboTke 0OpaleH!i KINEHTOB Kon |B/02.4| (nmomyposenn) | 4
KBanu(UKaUn
[Tpoucxoxaenue 3anMCTBOBaHO

TPYAOBOH (pyHKIIMK

Opurunan X
U3 OpUrMHaJIa

Kon Perucrpanuonssii
OpUTHHaNa HOMED




npogeCcCHOHATBFHOTO
cTaHmapra

TpynoBsle neNCTBUA

OHGHKa CTCIICHU TIOJHOTBI M AJOCTOBCPHOCTH PCHICHUA BOIIPOCA
KIIMCHTAa

BbisiBieHHE  HECOOTBETCTBHMI  TPeOOBAHUSAM, YCTAHOBJICHHBIM
JIOKaJIbHBIMU HOPMATHBHBIMH AKTaMW W BHCIIHHUMHU PETYIATOpaMU
(ommboK)

Knaccudukamuss ~ BBIABICHHBIX ~ OIIMOOK MO  IPU3HAKaM,
OIIPE/ICITICHHBIM B JIOKAJIbHBIX HOPMATHUBHBIX aKTaxX

[Touck momomHUTENHHOM HMHPOPMAIUU IS OOOCHOBAHHUS OICHKH
CTENEHU MOJIHOTHI U JJOCTOBEPHOCTHU PEIICHHS BOIPOCA KIIMEHTA

CoBeplIEHCTBOBAHME METOIOB M TPAaBUI OLEHKM JEHCTBUI
CTEIUAIMCTOB MO JUCTAHIIMOHHOMY OOCITY)KMBaHUIO KIIMEHTOB MPU
00paboTKe 0OpaIleHHId TyTeM yJacTUsl B KATHOPOBOYHBIX CECCUIX

Heo0Oxonumeie
yYMEHUS

[IpoBoauTh cpaBHeHHE (PAKTHYECKUX NEHCTBHIA CIEIUAINCTA MO
JUCTAHIIMOHHOMY OOCIYXKHBAHUIO C AECUCTBUSMH, HEOOXOAMMBIMU
JUIsl YIIOBJIETBOPEHHUS LIEJIN OOpAILleHUs KIIUEHTa

[IpoBOIMTE OLIEHKY COOTBETCTBUS JEWCTBUM CIEHHAINCTA IIO
JTUCTAHIIMOHHOMY  OOCIY’KMBAaHUIO  KJIMEHTOB  TpeOOBaHMAM
JIOKaJIbHBIX HOPMAaTUBHBIX AKTOB M BHEIIHUX PETYJIATOPOB

Haxogute HeoOxomumyro mHbOpMamuio B 0a3ax JaHHBIX, 3HAHUH,
COOTBETCTBYIOIIEM MMPOTPAMMHOM O0ECIIEUeHU U

KnaccudumupoBars OmmMOKM CHEUATUCTOB IO JUCTAHIIHOHHOMY
00CITy’KMBaHHIO KJIMEHTOB IO NpPU3HAKAM KPUTHYHOCTH C TOUKH
3pEHHUs] KIMEHTOB, OPraHU3alUU U PEryIUupyOIIUX OpraHoB

HeobOxoauMbie 3HaHUA

Crienmanu3upoBaHHOE TPOTPAMMHOE OOECIeUeHUE I KOHTPOJIS
KauecTBa, KOTOPOE HCIOJIB3yeTCsl B KOHTAKTHOM HWH(OPMAIIMOHHOM
LIEHTpE

Crneunanu3upoBaHHOE  IPOTpaMMHOE  oOecredeHue, KOTOpoe
UCTONB3YIOT B CBOEH paboTe CHenuanucTbl MO JUCTAHIMOHHOMY
00CITy’)KUBaHHIO KITMEHTOB B KOHTAaKTHOM MH(OPMAIIHIOHHOM LIEHTpPE

Ilepeyenb ©  1LENEBbIE 3HAUYCHUS  KIFOYEBBIX  IOKa3aTesei
3 (PEKTUBHOCTH, TNPUMEHSIEMBIX B OpraHM3allud I OIECHKH
COTPYIHUKOB Ha MHJIUBUIYAJIbHOM YPOBHE

WNupopmarus o mpoAyKTax v yciIyrax opranuzanuu

OcHoBHblE TpeOOBaHUS HALUMOHAIBHBIX U  MEXKIYHAPOIHBIX
CTaHJapTOB B cdepe YIIPaBJICHUS KOHTaKTHBIMU
MH(OPMAITMOHHBIMH LIEHTPaMH

OCHOBHBIE  TIOJIOKEHUS  3aKOHOJATEIbHBIX W HOPMAaTHBHBIX
npaBoBbIX akToB Poccuiickoii Denepaunu B cdepe 3alIUThl IpaB
norpeodurenei




Hpyrue
XapaKTepUCTUKU

3.2.3. TpyaoBas dpyHKUMA

dopmanuzanus pe3ybTaToB VYpoBeHb
HaumeHoBaHue | ©13MepeHHs KauecTBa 00paboTKu Kox |B/03.4| (nmomypoBens) | 4

oOpamieHnii KIMEHTOB KBaJM(PHUKATNT
[Ipoucxoxnenue 3auMCTBOBAaHO

TPYAOBOH (HyHKIIMH

Opurpnan X

U3 OpUrHHaJIa

Kon Perucrpanmonnsrit
OopuUruHaa HOMEp
npodeccnoHanbHOTO
cTaHjapra

TpynoBsie neiicTBus

Pacuer OLCHKHM KaXXI0ro 06pameHI/m, KOTOpOC OBLIO IMOABCPIrHYTO
MOHHUTOPUHTY, COoriIaCHoO YCTaHOBJICHHBIM IpaBujiaM C
000CHOBaHHEM OLICHKHU

Pacuer oOLEHKM KaXJ0ro clenualncTa 3a OTYETHBIM NMEpHoja Ha
OCHOBaHMM MOHMTOPHUHIa CEpUM OOpalieHuil, 00padOTaHHBIX
JAaHHBIM CIIELIUAIUCTOM

[TonroroBka or4yera mo pe3yibraraM MOHUTOPHUHIA B COOTBETCTBHUU
¢ TpeOOBaHUAMHU BHYTPEHHUX CTaHApTOB OpraHU3aluu

DopMHpOBaHHE PEKOMEHIAUUN MO YITyYIIEHUIO JWCTAaHIMOHHOTO
OoOCTyXKMBaHHsI KIUEHTOB JJsi CIEIUATNCTOB IO pe3yibraTram
MOHHUTOpPUHTA

[IpenocraBnenre TMUCHMEHHOW OOpAaTHOM CBS3U IO pe3yJabTaram
MOHHUTOpPpHHTA CICHHUAJIUCTAM, OLUCHKA KOTOPBLIX IMPOU3BOAWIACH, U
UX HETOCPEICTBEHHBIM PYKOBOAUTEISIM

[ToaroroBka MNpeIOKEHHU IO COBEPIICHCTBOBAHUIO OTYETHOCTH
KOHTAKTHOTO WH()OPMAIMOHHOTO IIEHTPa B OTHOIICHUU Ka4ecTBa
00paboTKHM O0OpalIeHH

HeoOxonumeie
YMCHHUS

[TpuMeHATh yCTaHOBJICHHBIC MPAaBUIA PAcUeTa OLEHKU PE3YyJIbTaToOB
MOHHTOPHHTA 0OpaIieHus

BbIuKcnsTh COBOKYIHYIO OLIEHKY KauecTBa 00paboTKM oOpaleHuit
KJIMEHTOB JUIs OTAEIBHOIO CHEIHaINCTa

@opMynupoBaTh BBIBOABI U PEKOMEHIAIMM Ha OCHOBaHUH
pe3yJIbTaTOB MOHUTOPHHTA

COSZ[aBaTI) OTUCT IO pE3yjibTaTaM MOHHUTOPHHI'A KadeCTBa [JId
KaxKa0ro CcricuualincTa, rpyniibl CICHHaJInCTOB

HeobOxoauMbie 3HaHUA

CranymapTel  OpraHu3alliM, PENIAMEHTHPYIOUIUE  COCTABJICHHE
OTYETOB IO pe3ybraTaM MOHUTOPHHTA




[IpaBuna o poBKH pe3yIbTaTOB MOHUTOPHHTA

Crnenuann3upoBaHHOE TPOrpaMMHOE 00ECTICUCHUE i KOHTPOJIS
Ka4yecTBa, KOTOPOE HCIONb3YyeTCsl B KOHTAaKTHOM HH(OpPMaIMOHHOM
IIEHTPE

IlepeyeHp © 1UENEBbIE 3HAUYCHUS  KIFOYEBBIX  IOKa3aTesei
3¢ (dEeKTUBHOCTH, TPHUMEHSEMBIX B OpraHHW3allMH s  OIEHKH
COTPYIHUKOB Ha MHJIUBUIYAIBHOM YPOBHE

OCHOBHBIE MOJIOKEHUS METOJUUECKUX JOKYMEHTOB, HallHOHAIbHBIX
U MEXIYHapOIHBIX CTaHIApTOB B cdepe KOHTPOJIS KayecTBa
00CITy’)KUBaHMsI KIIMEHTOB

Hpyrue
XapaKTEPUCTUKU

3.3. O606wWweHHan TpyaoBasa pyHKLUSA

I InanupoBanue pecypcoB Uit YpoBeHb
HanmenoBanue P P ypu A Kon C P 4
00paboTKU 00paICHHUI KIIMEHTOB KBaJTM(DUKALAN
IIpoucxoxaeHue
P wv 3anMCTBOBaHO
00001IeHHOM Opurunan X
. W3 OpUTHHAJIA
TPYIOBO (QyHKITUU
Kon PerucrpanuoHHbIit
opurvuHaja HOMED
npogecCHOHATBLHOTO
cTaHjapra

Bo3MoxHEbIE
HaMMEHOBaHUS
JOJDKHOCTEH,
npodeccuit

[InaHupoBIIMK peCYypCOB

Crienmanuct aHanu3y U INIAHUPOBAHUIO PECYPCOB
Memnemxep 110 IIaHUPOBAHUIO PECYPCOB
Crienmanuct 1o MnjIaHupOBaHUIO PECYPCOB
Crienmanuct Mo MOHUTOPHUHTY

TpeboBaHus K
00pa3oBaHMIO U
00y4YeHHIO

Cpennee npodeccnoHanbHOe 00pa3oBaHKe - TPOTrPaMMBbI
MOATOTOBKH KBAJTM(PHUIIMPOBAHHBIX PAOOUMX, CIYKAITIX

W

[Ipodeccronanbaoe 00yyeHne - mporpamMmmsl mpodeccnoHaIbHOR
MOJITOTOBKH 10 JIOJDKHOCTSIM CITYXKAIIUX, TPOrPaMMbI
NEpCOATOTOBKHU CIIYKalIUX, IIPOTrpaMMBbI ITOBBIIICHUSA
KBATU(HKAIMH CITYKALIAX

TpeOGoBaHus K ONBITY
MIPaKTHYECKON paboThI

He meHnee mectu MecsieB B 061acTu 00pabOTKH 0OpaleHuit
KIIMEHTOB IO TUCTAHIIMOHHBIM KaHaJlaM KOMMYHHKAIIUU

Oco0Ople yciioBus
JI0IycKa K pabore

Hpyrue




XapaKTCPpUCTUKHA

HdononHutenbHble XapakTepPUCTUKU

HaumenoBanue Kon HaumenoBanue 6a30Boi IpyIIIbL, TOMKHOCTH
JOKYMEHTa (mpodeccun) Uy cenuagIbHOCTH
OK3 3343 AJIMUHUCTPATUBHBIN U MHOW HUCTIOJTHUTEIbHBIN
CPEIHETEXHUYECKUM IIEPCOHA
OKCO 2.09.00.00 |HMudopmaTuKa U BHIYUCIUTEIbHAS TEXHUKA

5.38.00.00 |DOxoHOMUMKA U yTIpaBJIE€HUE

3.3.1. TpynoBas ¢pyHKUMA

IIporuos o6beMOB 0OpalleHHI
KJ‘FI/ICHTOB ¥ HAJUYHS pelél COB B YPOBCHE
HanmenoBanue pecyp Kox |C/01.4| (momypoBens) | 4
KOHTaKTHOM MH(OpPMAIIMOHHOM
KBaJTU(UKAIINH
LIEHTpE
IIpoucxoxneHue 3auMCTBOBaHO
P A Opurunan X
TPYAOBOH (HyHKIIUH W3 OpUTHHAJIA
Kon Perucrpanmonnsrit
OpUTHHAJA HOMeEp
npodeccnoHanbHOTO
cTaHjapra

TpynoBbie nelcTBUA

CbOop HeoOxomumoil wHGOpMaNKMK IS aHaiau3a  (aKTOpoOB,
BIMAIONIMX HAa M3MEHEHHE KOJHMYECTBA, CPEAHETO BpPEMEHH
00paboTKK OOpallleHHii W HAJIWYHS pPECypCOB B KOHTAKTHOM
MH(POPMALTMOHHOM IIEHTPE

[lonroroBka JaHHBIX JUIs aHalIM3a M3MEHEHMH KOJIMYECTBa,
CpeqHero BpeMeHH oOpabOTKu OOpalleHuid U HaJIU4Yusl PEeCcypcoB B
KOHTaKTHOM MH()OPMAIIMOHHOM LIEHTPE

Anamms HUCTOPHUYCCKUX MUKIINYCCKUX KOJIEOaHMIT KOIWYeCcTBa U
CpeqHero BpeMeHH 00paboTKuM oOpamieHHuii B KOHTaKTHBIH
MH(DOPMAITMOHHBIN IIEHTP Ha MPOTSHKEHUU Tojia, Mecsiia, HelAeIu H
TTHS

BolsiBIeHME TEHACHIMU YBEJIWYEHUS WM CHMKEHHUS KOJIMYECTBA
oOpallleHuii KJIMEHTOB M CpPEJHEro BPEMEHH HX 0O0paboTKH B
KOHTaKTHOM MH()OPMAIIMOHHOM LIEHTpE

Pa3paboTka, TecTupoBaHUEe W BEIOOP MareMaTHUYEeCKUX MOACIEH s
KOJINYECTBA, CPEAHETO BPEeMEHU 00paOOTKH OOpaIIeHU M HaTHYUS
pPECYpPCOB B KOHTAaKTHOM WH(GOPMAITMOHHOM LIEHTPE

Pacuer JOJITOCPOYHBIX U KPATKOCPOYHLBIX IMPOTrHO30B KOJIUYCCTBA U




CpeIHEeT0 BpeMEHU O0paboTKh OOpamieHuii B  KOHTAKTHOM
WH(POPMAITMOHHOM IICHTPE

[lepepacyer COOTBETCTBYIOIIMX IMPOTHO30B B CIIyYasX IOSIBICHHS
MPUYMH PE3KOT0 HM3MEHEHHUS KOJIMYECTBA, CPEIHEr0 BpPEMEHU
oOpareHui

[IporHo3upoBaHue ypOBHS COKpAILLEHUs YEIIOBEYECKUX PECYPCOB B
CUITy HEIUTAaHUPYEMBIX (PaKTOpOB

[TogroroBka mnpemyioKeHUH 10 COBEPUICHCTBOBAHUIO ITpolecca
MIPOTHO3UPOBAHUS

KoncynbsrupoBanue COTpYAHUKOB OpraHU3allid B OTHOIICHUH
BOIIPOCOB, CBSI3aHHBIX C pe3ybTaTaMH MPOTHO30B

HeoOxonnmeie
YMEHHUS

Hcnonp3oBaTh mnporpaMmHoe obOecredeHue [Uisl OCYyIIeCTBICHUS
IIPOrHO3a, pacyeTa U COCTaBJICHUs PaCIUCaHUN

[IpoBoauTh IpoLEypHI TOATOTOBKH JIaHHBIX JUIS IPOTHO3A, pacdyera
U COCTABJICHUS PaCIUCaHUN

PaccunTpiBaTh mapamMeTpbl IUKINYECKUX KoJeOaHWH OOBEKTOB
HPOTHO3a

BriiBaaTe Haandme wu pacCuuThIBaThL I1apaMETPhbL TeH)]eHHHfI
HU3MEHEHHSI 00BbEKTOB MMPOTrHO3UPOBAHUS

CoznaBarh, TecTUpoBaTh W  OTOMpaTh JUIsl  WCHOJB30BAHHS
MaTeMaTUYeCKHUe MOJAETH CBSI3M MEXIY KOJHYECTBOM, CPEIHHM
BpEMEHEM 00paboTku oOpareHui B KOHTaKTHBII
MH(DOPMAITMOHHBINA IEHTP U OYIyIIUMH ITEPUOIAMH

Pa3bscuaATh COTpYIHUKAM OpraHu3auu pe3yabTaThI
MIPOTHO3UPOBAHUS

HeobOxoauMbie 3HAaHUA

MGTOHBI MNOATOTOBKHM  OAHHBIX  IJId  IIPOrHo3a, pacde€rta U
COCTaBJICHUA paCHI/IcaHI/Iﬁ

[IporpamMmMHOe obecrieyeHue Uit TPOrHO3a, pacyeTa U COCTABICHUS
pacnucaHuit

MaremaTudyeckue MeETOAbl INPOTrHO3a, pacdeTa M COCTABJICHHS
pacrucaHum

MeTonpl TECTUpOBaHMS MaTeMaTHYECKUMX MOJEJIEN IMPOTHO3a,
pacueTa M COCTaBJICHMs PAaclUCaHUM HCIOJIB30BaHUS PECYPCOB B
KOHTaKTHOM MH()OPMAIIMOHHOM LIEHTpE

Ilepeuenb ©  1LeneBbIE 3HAUYCHUS  KIFOYEBBIX  IIOKa3aTesiei
3¢ ()EKTUBHOCTH, TNPUMEHSIEMBIX B OpraHU3aIllud IS OIEHKH
COTPYIHUKOB Ha MHJIUBUIYAIbHOM YPOBHE

HannoHaneHble UM MEXIyHapOAHBIE CTAHIAPTBHI  YIPABICHUS
KOHTaKTHBIMHU MH(OPMALIMOHHBIMU LIEHTPaMH

HApyrue




XapaKTCPpUCTUKHA

3.3.2. TpyaoBasa ¢pyHKUMA

[Ipoucxoxaenue
TPYAOBOH pyHKIIMK

PacueTr He00OX0AMMOTO KOIUYECTBA VYpoBeHb
Haumenoanwue | pecypcoB mist 06padotku oopamenuii | Kox | C/02.4| (momypoBens) | 4
KBanu(UKaAUU
3auMCTBOBaHO
Opurpnan X
U3 OpUrMHaIa
Kon Perucrpanuonssii
OpUTHHAIA HOMED
npogecCHOHATBFHOTO
CTaHaapTa

TpynoBsle neNCTBUA

Coop wu amanmu3 HeoOXogMMOW uWHOpPMALWMU JUIS  pacdera
MOTPeOHOCTHU B pecypcax A 00paboTKu oOpaleHuit

Pacuer HGO6XOHHMOﬁ MOIIHOCTH CUCTEM CaMOO6CJ'Iy>KI/IBaHI/I$I
KIINCHTOB

Pacuer moTpeOHOCTM B cCHenMUaIUCTaX MO JAUCTAHIIMOHHOMY
O0CTyKMBaHHIO KJIMEHTOB B IITare Ha TMEPHOJ TOJITOCPOYHOTO
MPOTrHO3a

Pacuer mnorpeObHOCTM B cHenMaiaMcrax IO JUCTAHIUOHHOMY
O0CITy’)KUBaHHMIO KJIMEHTOB B JIMHUM Ha KaXKIbIH MHTEpBaj BHYTpPU
CYTOK Ha IIEPHOJ, KPaTKOCPOYHOTO IIPOrHO3a

[lepepacuer pecypcoB B ciyyasiX TMOSBICHUS TMPUYHH PE3KOTO
W3MEHEHHUs KOJIMYECTBa, CPEHEr0 BpEMEHH 00palieHui

OneHka BIUSIHUAS U3MEHEHUH B KOJIMYECTBE PECYPCOB Ha PE3yIbTaThI
(moka3zarenu) paboThl KOHTAKTHOTO HH(POPMAITMOHHOTO IIEHTPa

Pa3zpaboTka mpeIoKeHHd IO COBEPUICHCTBOBAHUIO —Ipolecca
pacuera pecypcoB

KoHncynsrrpoBaHuE COTPYAHMKOB OpraHM3alMyd IO BOIIpOCaw,
CBS3aHHBIM C TOTPeOHOCTBIO B pecypcax s 00paboTKH
oOpareHui

HeobOxonnmeie
YMEHHUS

Hcnonp3oBaTh mnporpaMmHoe oOecriedeHue [UIsl OCYIIECTBICHUS
MIPOTHO3UPOBAHUS, TUTAHUPOBAHUS U paciyeTa pecypcoB

[IpoBoauTk Mpoueaypbl MOATOTOBKH JAHHBIX JUJIS IPOrHO3UPOBAHMS,
IJJTAHUPOBaHMS W pacuera  pecypcoB  (dhopmarupoBaHHE,
CTPYKTYpUpOBaHUE, 3arpy3ka B MporpaMMHOe oOecIedeHue,
OYHCTKA OT BRIOPOCOB, MAPKUPOBKA)

[IpoBoauTh pacueT NOTPEOHOCTH B pecypcax Ha OCHOBaHHH
HUCXOAHBIX MNAHHBIX IIO IMPOTrHO3Y KOJIMYCCTBA, CPCAHCTO BPCMCHU
00paboTKH oOpaIeHui, ypOBHEH COKpAIICHHS PECYPCOB H IICJICBBIM




SHAQYCHUAM CKOPOCTU O6CJ'IY)KI/IBaHI/I$[ KIINCHTOB

[IpoBoauTh pacueT 3aBUCHUMOCTEH pe3yibTaToB (IOKa3aTelieil)
KOHTaKTHOTO  HMH(OPMAllMOHHOTO  LEHTpa  OT  KOJHMYECTBa
3aIJIaHUPOBAHHBIX COTPYAHMKOB (KaK B ILITaTe, TaK U B JIMHUM) JUIS
00paboTKu oOparieHni

Pa3psacHATE COTPyJHHMKAaM OpraHM3alUH BOIPOCHI, CBSI3aHHBIE C
pe3ylbTaTaMy pacyeToB PECypCOB

Heo0OxoanMele 3HAHUA

Mertonsl  TOATOTOBKM JaHHBIX Ui TIPOTHO3a, pacuera u
COCTaBIICHUSI PACIHCAHHI HCIOIH30BAHUS PECYpPCOB B KOHTAKTHOM
“H(pOPMAITMOHHOM LIEHTpE

[IporpammHOe oOecrieueHue Uil pacyeToB, NMPOTHO3UPOBAHHS H
COCTaBIICHUSI PACIHCAHHI HCIIONIH30BAHUS PECYpPCOB B KOHTAKTHOM
“H(pOPMAITMOHHOM LIEHTpE

MaremaTtudueckue  METOIbl  MPOTHO3UPOBAHUS,  pacuyera U
COCTaBJICHUSI PACIHUCAHUI HCIIOJIIB30BAaHUSI PECYPCOB B KOHTAKTHOM
MH(OPMAITMOHHOM LIEHTPE

Metonbt TECTUPOBAHUS MaTeMaTH4eCKUX Mojenen
MPOTHO3UPOBAHUS,  pacdyera W  COCTaBIEHUS  pPACIHUCAHUI
WCIIONIb30BaHUS PECYpCOB B KOHTAKTHOM MH()OPMAIMOHHOM LIEHTPE

Hepequb u OCJICBBIC 3HaYCHUA KJIFOYCBBIX Mnoka3arejiaei
3(1)4)€KTI/IBHOCTI/I, IIPUMCHACMBIX B OpraHu3aliuu i1 OLCHKHU
COTPYAHUKOB HAa MHAWBUAYAJIbHOM YPOBHC

OcHOBHBIE ~ TpeOOBaHUS ~HAIMOHAIBHBIX M MEXIYHAPOIHBIX
CTaH/IapTOB B cdepe yOpaBiIeHUS KOHTAaKTHBIMU
MH(POPMALMOHHBIMHU [IEHTPaMH

Hpyrue
XapaKTepUCTUKU

3.3.3. TpynoBas dyHKUMA

Pa3paborka pacniucanuii paboTh YpoBeHb
HanmeHoBaHMe | CICIIMATKCTOB 110 00CTYKUBAHHIO Kon | C/03.4| (momypoBens) | 4

KJINEHTOB KBaJTM(hUKAIAN
[Ipoucxoxaenue 3anMCTBOBaHO

TPYZLOBOU (DyHKIIUU

Opurunan X

U3 OpUruHaJIa

Kon Perucrpanmonuserit
OpUTHHAIA HOMEDP
npodeccroHaIbLHOTO
CTaHaapTa

TpynoBbie nercTBUA

Coop u ananu3 mHbOpMaMK I pa3pabOTKU TpadHUKOB PabOTHI
CIICUAJIMCTOB IO JTUCTAHIUOHHOMY O6CJIy)I(I/IBaHI/IIO KIINCHTOB




Pazpaborka HaGopa BapuaHTOB paboumx rpaduxoB  uIs
CIIELMATIMCTOB 10 TUCTAHIIMOHHOMY OOCITYy)KMBaHUIO KJIMCHTOB B
COOTBETCTBUHM C TpPEeOOBaHUSMH TPYJOBOTO 3aKOHOAATEIHCTBA
Poccwuiickoit Deneparuy 1 yCcIOBUSIMH KOHTPAKTOB

Pa3paboTrka rpadukoB pabOThl CHENHUATUCTOB MO TUCTAHIIHOHHOMY
00CITy’)KMBaHUIO KIINEHTOB

PazpabGoTtka rpaduka TMIaHUPYEMBIX OTIYCKOB CIIEIIMAIMCTOB TIO
JUCTAHIIMOHHOMY OOCITY>KHBaHHUIO KITMEHTOB

Ontumuzaiust TpagukoB pabOThl U TpadUKOB  OTIYCKOB B
COOTBETCTBHUM C TMOTPEOHOCTAMH KIMEHTOB, OpPraHU3alMd |
COTPYAHUKOB

[Ipenocrasienue s 03HAKOMIJICHUS TpadUKOB paboThI U rpaduKoB
OTITYCKOB CICIHAINCTaM TI0 JUCTAHIIMOHHOMY OOCITY)KHBaHHIO
KIIMEHTOB

BHecenue n3MeHeHMid B paciucanus ¥ rpaduku OTITyCKOB

Heo0Oxonumeie
yYMEHUS

Hcnonp30Barh MporpaMMHOE OO€CTIeYeHHE JUISl OCYIIECTBIICHHUS
MPOrHO3a, pacyeTa U COCTaBICHUs IpaUKOB pabOTHI

[IpoBonuTh mpoLeAypsl MOATOTOBKH JJAaHHBIX AJIS IIPOrHO3a, pacueTa
U cocTaBlieHUs TpauKoB pabOThI

ApanTHpoBaTh W TNPUMEHATH  MareMarW4ecKHe  MOJCIH
ONTUMM3AIMU JIsi pa3paboTku rpadukoB paboTel U TpadUKoB
OTITyCKOB

[IpencraBnsaTe rpaduku pabOThl COTPYIHUKOB B BHAE M (opMmare,
HE00XOMMOM JIJIsi 03HAKOMJICHHUS

HeobOxonuMbie 3HAaHUA

MCTOI[BI IIOATOTOBKHU JAaHHBIX JJIA IIpOrHo3a, pacucTa n
cocTaBJIeHUs TpauKOB pabOTHI

[TporpammHOe oOecrieueHne Uil MPOrHO3a, pacyeTa U COCTABICHUS
rpaduKoB pabOTHI

MaremMaTu4ecKue METOIbI MPOTHO3a, pacyeTa W COCTABIICHUS
rpaduKoB pabOThHI

MeTonpl TECTUpOBaHUS MaTeMaTHYECKHMX MOJEJIEH IMPOTHO3a,
pacueta U cocTaBleHUs TpapukoB pabOThl COTPYAHHKOB B
KOHTaKTHOM MH(OPMaIlMOHHOM LIEHTpe

TpeboBanusi TpyaoBOro 3akoHoAarenbcTBa Poccuiickoit dexeparumn
B OTHOIIEHWHM HOPM pabodyero BpeMEeHH, TpapuKkoB pPadOTHI
COTPYIHUKOB

Ilepeyenb ©  1LeneBbIE 3HAUYCHUS  KIFOYEBBIX  IIOKa3aTesiei
3¢ (PEKTUBHOCTH, TNPUMEHSIEMBIX B OpraHM3allud I OIEHKH
COTPYIHUKOB Ha MHJIUBUAYAIbHOM YPOBHE

OcHoBHBIE TpeOOBaHUS HAIMOHAIBHBIX W  MEXIYHAPOIHBIX
CTaH/IapTOB B cdepe yIpaBiIeHUS KOHTAaKTHBIMU




MH(POPMALIMOHHBIMHU IICHTPAMHU

Hpyrue
XapaKTepUCTUKH

3.4. O606wweHHan TpyaoBas pyHKUMA

VYpaneHue 1eaTeIbHOCTbIO 110
JTUCTAHIIMOHHOMY HH(OPMAIIMOHHO- VDOBCHE
HaumenoBanwue | cipaBoYHOMY OOCTY’KHBaHHIO Ha Kon D P 5
. KBaJTM(DUKALIAN
YPOBHE CTPYKTYPHBIX MMOJIpa3AeIeHUI
U TPYIII CHEIUAINCTOB
[Ipoucxoxnenue
. 3auMCTBOBaHO
000011IeHHOM Opurunan X
- U3 OpUTMHAJA
TPYAOBOH (pyHKIIMU
Kon Perucrpanuonnsiii
OpUTHHAIA HOMED
npogeCcCHOHATFHOTO
CTaHjaapTa

Bo3MoxaEbIC
HaMMEHOBAaHUS
JIOJDKHOCTEH,
npodeccuit

Menemxep
Cymnepgaiizep
PykoBoguTenb CTPYKTYPHOTO MOAPA3ICTICHHS

TpeboBaHus K
00pa30BaHHIO U
00y4eHHIO

Cpennee npodeccronanibHOe 00pa30BaHKE - TPOTPAMMBI
MOJITOTOBKH CIIEIIUATMCTOB CPEIHETO 3BEHA

TpeboBaHUS K OTIBITY
MIPAKTUYECKON pabOoThI

He menee mectn MecsieB B 00/1acTH M3MEPEHHs KadyecTBa
00paboTKN OOpalieHuil KIMEHTOB W/UJIH IJIAaHUPOBAHUS PECYPCOB
JUTs1 00paboOTKH 0OpaIlleHNu KIIMEHTOB WM HE MEHEE JIBEHAAIATH
MecsIeB B 001acT 00paboTKH 0OpalieH!i KIIMEHTOB 110
yZaJIeHHBIM KaHaJlaM KOMMYHHKAIIUH

OcoOble yciioBus
JIOITyCKa K pabote

Hpyrue
XapaKTepUCTUKU

[JononHuTenbHble XapaKTepUCTUKU
(B pen. ITpukaza Muntpyna Poccun ot 27.06.2018 N 426H)

HaumenoBanue Kon HaumenoBanue 6a30B0oi IpYIIIBL, TOKHOCTH
JOKyMEHTa (mpodeccun) Uy cnenuagIbHOCTH
OK3 3343 AJIMUHUCTPATUBHBII M HMHOW HMCIOJHUTEIbHBII
CPEIHETEXHUYECKUM IIEPCOHA




OKCO

2.09.00.00 |MudpopmaTHKa U BEIYUCIUTEIbHAS TEXHUKA

5.38.00.00 |DxoHOMUMKA U yTIpaBJICHUE

3.4.1. TpynoBasa ¢pyHKUMA

OneparuBHOE yIIpaBiIcHUE IPYIIIIAMU
CHeIi)I/IaJ'II/ICTOBy EaCTB Ionnflglln B YPOBeHb
HaumenoBanue Y Y Kon |D/01.5| (nmomypoBens) | 5
JTUCTAHIIMOHHOM UH(POPMAIIOHHO-
KBaJTM(PUKALIUH
CIIPAaBOYHOM OOCITYKUBaHUU
IIpoucxoxnenue 3aUMCTBOBAaHO
P A Opurunan X
TPYAOBOH (HyHKIIHH W3 OpUTHHAJIA
Kon Perucrpanmonnsiit
OpHUTHHAJIA HOMEp
npodeccuoHaIbHOTO
cTaHjapra

TpynoBsle neNCTBUA

[TocTaHoBKa eXeNHEBHBIX 3aJady COTPyAHHKaM, 00O3HaueHue
IJIAHOBBIX ITOKa3aTejlen

[IpoBenenne coOpanuit ©W UMHPOPMUPOBAHHE OMEPATOPOB 00
W3MEHEHUSX, HOBBIX MPOEKTaX U MOPYUYEHUSIX PYKOBOACTBA

CocraBneHne U KOPPEKTUPOBKA PACHMCAaHUsl HEpephIBOB B paborte
CIHELUAIUCTOB 0 HH(OPMAILIMOHHO-CIIPABOYHOMY OOCITYKUBAHUIO
KJIMEHTOB BHYTPU CMEHBI

[IpenocraBinenne  COTpygIHUKAM  Bcell  HeoOXomumou s
BBITIOJTHEHMSI pabounx 3a7a4 MHPOPMALIUU U IPYTUX PECYPCOB

MOHUTOPUHT OOHOBJICHUSI HHPOPMAILIUHU U JOBEICHUE JI0 JTHHEHHBIX
CHETHAIMCTOB HH()OPMALIUU TI0 00CTYKUBAHUIO

Benenue ydvera cnenuaiucToB Mo HWH(OPMAIMOHHO-CIIPABOYHOMY
00CITy’)KUBaHUIO HA CMEHE

COop oOpaTHOW CBSI3U OT CHEIHUATUCTOB IO HH(POPMALMOHHO-
CIPAaBOYHOMY OOCIY>KMBAaHUIO KOHTAKTHOTO HH(OPMaIMOHHOTO
LIEHTPA

VYrpaBieHue 3arpyKeHHOCTBIO CIIEIUATUCTOB MO MH(OPMALIMOHHO-
CIPaBOYHOMY OOCITYKHUBaHHIO

Benenue crTaTMCTUKM KJIIOUEBBIX IOKas3areiael paboThl TIpYMIIbI
CNELUATHUCTOB MO0 HHPOPMALMOHHO-CIIPABOYHOMY OOCITYKUBAHHIO

Heobxoaumbie
YMEHUS

BbICTpaI/IBaTL KOMMYHHUKAlIUIO C HCHOJHUTCIIKIMU B HPOLECCC
IIOCTAaHOBKHU 3a1a49 U KOHTPOJIA UCIIOJTHCHUA

CocTaBnsaTh ONTHMaJbHOE pAaCHUCaHWE NEpephIBOB B pabote
CMEUATHUCTOB MO0 WH(POPMALMOHHO-CIIPABOYHOMY OOCITYKUBAHHIO




Pacnipenensate Harpy3Ky Ha CHEIHMAJIMCTOB IO WH(GOPMALMOHHO-
CIPAaBOYHOMY OOCITY>KUBAHHIO

®opMupoBaTh OTYETHOCTh M MPEMAJIOKEHUS PYKOBOAUTENIIO IO
uroram cOopa CTaTUCTUKHU

KoopanHupoBars 1 COIIacoBbIBaTh CBOIO PadOTy ¢ KOJUIEraMu Ipu
peanu3any COBMECTHBIX 3a7a4

KoppektupoBaTh cBOM J1€CTBUS B COOTBETCTBUM C CUTyalluei

HeobOxonuMbie 3HaHUA

Ilepeyenb © 1LENEBbIE 3HAUYECHHUS  KIFOYEBBIX  IOKa3aTesieil
3¢ (hEeKTUBHOCTH, TPUMEHSIEMBIX B OPTaHU3AIUH IS OIICHKH PaOOTHI
TPy COTPYTHUKOB

OcHoBHBIE TIOKa3aTend B paboTe TPYMIBI CHCIHAIUCTOB IO
WH(POPMAIIMOHHO-CIIPABOYHOMY ~ OOCITY)KMBaHUIO  KOHTaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

JIOIDKHOCTHBIE 00S3aHHOCTH CHEIHMAIMCTOB 1O HWH(OPMAIMOHHO-
CIPAaBOYHOMY OOCIIYy’)KMBAaHMIO KOHTAKTHOTO HH(OPMALUOHHOTO
LIEHTPA U UX KOMIIETEHIIUU

BuyTpenHue periamMeHTsl M IPOLEAYphl OpraHu3aluu  padboThl
CMELUAINCTOB MO0 HMH(OPMAIIMOHHO-CIIPABOYHOMY OOCITYKUBAHUIO
KOHTAKTHOTO MH(OPMAIIMOHHOTO LIEHTpa

OcHoBbl Tiporiecca (OpPMHUPOBAHUS PACIUCAHUS M TIEPEPHIBOB B
pabore  cHeuuManucToB MO  HMH(OPMAIMOHHO-CIIPABOYHOMY
00CITy’KMBaHUIO KOHTAKTHOTO MH(GOPMAIIMOHHOTO LIEHTpa

MeToapl 1 HHCTPYMEHTHI aHajdu3a WHGOpPMAIMK U CocoObl cOopa
CTaTUCTUKH MO pabdoTe CHEUAINCTOB TO HH(OPMAIMOHHO-
CIPAaBOYHOMY OOCITY’)KUBAaHHIO KOHTAKTHOTO HWH(POPMAIMOHHOTO
LEHTpa

MeToauKu  paclpelesieHus  Harpy3kd  CHEIHMaJUCTOB IO
MH(QOPMALMOHHO-CIIPABOYHOMY ~ OOCITY’)KMBAaHUIO  KOHTAaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

TpeboBanust OXpaHbI TPya U MOKAPHOM OE30ITACHOCTH

CrangapTel 0pOPMIICHHUS JOKYMEHTOB B OpraHU3aI[uN

CrannmapTsl TIOBEACHHS, IpaBUia JEIOBOTO OOIICHHS, PEYEBOTO
ATHKETA, IPUHSTHIE B OPTaHU3AIIUN

Hpyrue
XapaKTepUCTUKU

3.4.2. TpynoBas pyHKUMA

HaunmenoBanue

KoHTposb paboTs! Tpymnn

YCTaHOBJICHHBIM IIpOoHe€ccaM 1

CIIEIIHAJINCTOB, COOTBETCTBUS YpoBeHE
o . ’ Kox | D/02.5| (momypoBens) | 5
IENCTBHUI CHENAINCTOB
KBanu(UKaUU




MOCTWDKEHUS IT0Ka3aTeen
IEeATEIbHOCTU

[Tpoucxoxnenue
TPYIOBOM (QYyHKITUU

3anMCTBOBAaHO

Opurpnan X
U3 OpUrMHAaJIa

Kon PerucrpanuoHHbIit
OpHTHHAJIA HOMEp
npoheccuoHaIBHOTO
cTaHaapra

TpynoBble nercTBUA

KoHTposb NYHKTYaldbHOCTH W JAWCHUIUIMHBI CIIEHUAIUCTOB IO
MH(QOPMALMOHHO-CIIPABOYHOMY ~ OOCITY’)KUBAHUIO  KOHTAaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

KoHTpone  OOCTMKEHMsI — IUIAHOBBIX — IIOKa3arejaed  Ipymnmou
CHELUAIUCTOB MO0 HH(OPMALIMOHHO-CIIPABOYHOMY OOCITYKUBAHUIO
KOHTAKTHOTO MH()OPMAIIMOHHOTO LIEHTpa

3amycKk aBapHHBIX CIICHapHeB pabOThl TPYMIBI CIIEHUAIUCTOB MO
MH(QOPMALIMOHHO-CIIPABOYHOMY ~ OOCITY’)KUBAHUIO  KOHTaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

KonTtponb craryca BbINOIHEHUS 33JaHUN PYKOBOJICTBA KOHTAKTHOTO
MH(POPMALIMOHHOTO [IEHTpa

[IpenocTaBinenre pyKOBOACTBY KOHTAKTHOTO HH()OPMAIIMOHHOTO
IeHTpa HHGOPMAIINH O CTATyCE BBHITOJHEHHS 33124

[IpenocraBnenue pykoBOJICTBY PEKOMEHIALMI W MPEIJIOKEHHUI 1O
ONITUMH3AIMU PAOOTHI TPYIIIBI CHEHUATUCTOB MO0 WH(POPMALMOHHO-
CIPaBOYHOMY OOCIY>KMBAaHUIO KOHTAKTHOTO HH(OPMAIMOHHOTO
LIEHTpa

Heobxoaumbie
YMEHUS

OTtcnexxuBaTh CBOEBPEMEHHOCTh U KayeCTBO BBIMIOJIHEHMS 3a]ad C
MIPUMEHEHHUEM PA3IUYHBIX (OPM KOHTPOJIS

AHanu3upoBaTh TEKYIIYIO CHTYAI[MI0O W MPUHUMATh PEIICHUS IS
obecriedeHuss TpeOyeMOro ypoBHS IIOKa3areieid KOHTAKTHOTO
MH()OPMAIIMOHHOTO IIEHTPa

Opranu3oBbIBaTh MEPONPUATHUS 7S TOBBIILIEHUS PE3yJIbTaTUBHOCTH
paboThl rpyHmbl CHENUAIUCTOB IO MH()OPMALMOHHO-CIPABOYHOMY
00CITy’)KUBAaHMIO KOHTAaKTHOI'O MH()OPMAIIMOHHOTO LIEHTPa

A)Ial'ITI/IpOBaTL U TPUMCHATH JIYy4YIOIHUC TMPAKTHKNU KOHTAKTHOI'O
I/IH(i)OpMaIII/IOHHOFO HEHTpa AJ1d JOCTHKCHUA IMTOCTABJIICHHBIX ueneﬁ

KoopanHupoBars 1 COIIacoBbIBaTh CBOIO PadOTy ¢ KOJUIEraMu Ipu
peanu3any COBMECTHBIX 3a7a4

[IpoBoguTh MHCTPYKTaX COTPYIHUKOB il g | pean3auuu
MEpOTIPUSTHI, HANPABICHHBIX Ha TMOMAJECPKAHUE HIIM OOCCIICUCHHE
IUIAHOBBIX ITOKa3aTelen




BricTpauBath KOMMYHHUKAIIMIO C COTPYAHUKAMU B IIpoLECCE
IIOCTaHOBKH 33/1a4 U KOHTPOJISL UCIIOJIHEHUS

HCOGXOI[I/IMBIG 3HaHHUA

MeToapl W UHCTPYMEHTHl aHaiu3a WHGOPMAIUU, CIOCOOBI
00pabOTKM TaHHBIX

[lepeuenr W meneBble 3HAUYEHMsI  KIFOYEBBIX  IIOKa3arenei
3P PEKTUBHOCTH, IPUMEHIEMbIX B OPraHU3AIMH [UI OLIEHKU PabOThI
IPyIIl COTPYIHUKOB

OcHoBHbIE TIOKA3aTeNH, BIUSIOLIIE Ha HATPY3Ky COTPYIHHKOB

PermameHTsl ¥ TpomIEAypbl ~ OpraHW3alM{,  ITO3BOJISIONIHNE
KOPPEKTUPOBATh M ONTUMHU3UPOBATh ITpapuK pabOThl COTPYIHUKOB

OcHOBHBIE OO0SI3aHHOCTH ~ CHEIMAJIMCTOB IO WH(OPMALMOHHO-
CIIPaBOYHOMY OOCITY)XHBaHHIO KOHTAKTHOTO HH(OPMAIIMOHHOTO
HCHTpa U UX KOMIICTCHIUA

Metoapl 1 MHCTPYMEHTHI aHajIn3a MHPOPMAIMH U CIocoObl coopa
CTaTHCTHKH 1O paboTe CHENHAINCTOB IO HH(POPMALMOHHO-
CIPAaBOYHOMY OOCIY)KUBAaHUIO KOHTAKTHOTO HWH(OPMAIMOHHOTO
LEeHTpa

Meroquku  pacnpefesneHuss — Harpy3Kd — CHELHAIUCTOB IO
MH(OPMAIIMOHHO-CIIPABOYHOMY ~ OOCIY)KMBAaHUIO  KOHTaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

TpeOGoBaHus oXpaHbl Tpy/ia U MOXKapHOU O€30MaCHOCTH

Crangaptsl 0pOpMIICHUS JOKYMEHTOB B OpraHU3aI[ul

Hpyrue
XapaKTepUCTUKU

3.4.3. TpynoBas pyHKUMA

OOyueHue U MOTUBAIIUS
CHEIMAIMCTOB, yUYaCTBYIOIIUX B YpoBeHb
HaumenoBanme Y Y Kon [D/03.5| (momypoBeHs) | 5
JTUCTAHIIMOHHOM WH(POPMAITIOHHO-
KBaM(UKAIUN
CIPaBOYHOM OOCITY>KHBaHUU
[Tpoucxoxnenue 3auMCTBOBAaHO
P A Opurpnan X
TPYIOBO (QyHKITUU U3 OpUTHHAIIA
Kon PerucrpanuoHHbIit
OpUTHHAJa HOMEDP
npogecCHOHATBLHOTO
cTaHjaapTa

TpynoBsle NeHCTBUSA

dopmupoBaHue TpeOOBaHWH K KaHIUWAATaM Ha JODKHOCTH
crenuanucTa mo HH(OPMAIMOHHO-CIIPABOYHOMY OOCITY>KMBAHUIO
KOHTAKTHOTO HH(OPMAIIMOHHOTO IIEHTpa




Opranuzanust mporecca HaCTaBHUYECTBA B TPYIIE CIICHUAINCTOB
N0 WH(POPMAIMOHHO-CIIPABOYHOMY OOCIY)KMBAaHHIO KOHTaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

[IpoBenenne pabOTBI C COTPYAHUKAMU B CIy4yasx OTKJIOHECHHS
OCHOBHBIX TOKa3aTeNeil uX paboThl OT YCTaHOBJICHHBIX 3HAYCHUN

CocraBneHre WHAMBUIYAIbHBIX IUIAHOB  MPO(ECCHOHAIBHOTO
pa3BUTHS  CHEIHAJIMUCTOB IO  HMH(OPMALMOHHO-CIPABOUHOMY
00CITy’)KUBaHMIO KOHTAaKTHOTO MH()OPMAIIMOHHOTO LIEHTPa

JloBenenne [0  pykoBoAuWTens — rpynmsl  uHGOpManuMu 0
CHCTEMaTU4eCKOM  HEBBINIOJIHEHUHM  COTPYIHHKOM  IIJIJAHOBBIX
nokasareien

O3HaKkoMJIEHUE JIMHENHBIX COTPYAHMKOB I'pyMIbl ¢ U3MEHEHUSMHU B
CoZIep )KaHUM €TMHOM 0a3bl 3HAHUHT

IIpoBenenne paboTbl MO  OOJErYeHUIO  aJanTaldd  HOBOTO
COTpYyIQHHUKA

[IpoBenenne onenku 3ddexTuBHOCTH pabOThI HACTABHUKA I10
OKOHYaHHHU TIEPUOJIA CTAXKUPOBKU

OpraHI/ISaHI/IH HUTOTOBOM OIICHKHU CTaxXepa 10 OKOHYaHHUH
HCIBITAaTCIBHOI'O CPpOKa

@dopMupoBaHue 3ampoca Ha 00ydeHHE CHELHAIMCTOB IO
MH(POPMALMOHHO-CIPABOYHOMY ~ OOCIY)KMBAaHUIO  KOHTaKTHOTO
MH(OPMAITMOHHOTO LIEHTPA NPU BHEAPEHUH M3MEHEHUH, MOSABICHUN
HOBBIX IPOYKTOB U YCIYT B OPraHU3aLNH

Opranuzanust oOy4amOIUX M pa3BUBAIOIIMX MEPONPHUATUN IS
CIHELUAIUCTOB 10 HH(OPMAILIMOHHO-CIIPABOYHOMY OOCITYKUBAHUIO
KOHTAKTHOTO MH()OPMAIIMOHHOTO LIEHTpa

[IpoBeneHNe KOPPEKTUPYIOMIMX OOYYArOIIUX JACHCTBHIA HA pabOvmx
MecTax

[Ipennoxenue yaydylieHUH B TMpolecce OOydYeHHs Ha YypOBHE
KOHTAKTHOTO MH()OPMAIIMOHHOTO LIEHTpa

Heo0Oxonumeie
yYMEHUS

AnantupoBath M TPUMEHATH JIyYlIME€ MPAKTUKH KOHTAKTHOI'O
MH(GOPMALMOHHOTO LEHTpa JJIs AOCTH)KEHHsI IOCTaBICHHbBIX Lieneh
CIEIUATHUCTAMH 110 WH(POPMALMOHHO-CIIPABOYHOMY OOCITYKHBAHHIO

®opmupoBarh Npouiib KaHIUAATa Ui OTOOpa CIEUUAIUCTOB IO
MH(POPMALIMOHHO-CIIPAaBOYHOMY OOCITY>KUBaHHIO

@opMupoBarh I HOBBIX COTPYJHUKOB IIIaHbl aJanTalud B
KOHTAKTHOM MH(OPMALIMOHHOM LIEHTpE

@opMmupoBaTh MHAMWBHUIYyalbHBIE IUIaHBI  IPO(ECCHOHAIBHOTO
Pa3BUTHUSL COTPYTHUKOB

BouBiiATe  moTpeOHOCTH B OOY4YEHHMHM  CIIEHMAIUCTOB IO
MH(QOPMALMOHHO-CIIPABOYHOMY ~ OOCITYy’)KUBAHUIO  KOHTAaKTHOTO




MH(POPMALIMOHHOTO IIEHTpa

®opmupoBarh MmjaaH o0y4YeHHs! CHELMAIUCTOB 10 MH(OPMAIMOHHO-
CIPaBOYHOMY OOCIIYy’)KUBAaHHIO KOHTAKTHOTO HH(OPMALMOHHOTO
LIEHTpa

MoTuBrpOBaTh CHEUAINCTOB MO HH(DOPMALMOHHO-CIPABOUHOMY
OOCITy’)KUBaHMIO KOHTAKTHOTO  HMH(OpMAIMOHHOTO IIeHTpa K
JOCTH)KCHHMIO TOCTABJICHHBIX LIEJIEH M TOKa3aTelied KOHTAKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

BricTpauBarb KOMMYHHUKAIUIO co crenuaIucTaMu no
MH(OPMAIIMOHHO-CIIPABOYHOMY ~ OOCIY)KMBAaHUIO  KOHTaKTHOTO
MH(OPMAIMOHHOTO IIEHTPa B MPOIIeCCe alanTaluu U 00yueHUs

OpraHu3oBbeIBaTh OOYYEHHE CIELHATMCTOB IO WH(POPMALMOHHO-
CIPAaBOYHOMY OOCITY’)KUBAaHHIO KOHTAKTHOTO HWH(POPMAIMOHHOTO
LIEHTpa Ha pabouux MecTax

OnenuBarbk 3¢ (HEKTUBHOCTh TPOIECCOB agamnTanuu, OOy4YCHHS H
HAaCTaBHUYECTBA

HeoOxonuMmele 3HaHUSA

Metons! u CIIOCOOBI q)OpMI/IpOBaHI/IH KOMMYHHKATUBHBIX HABBIKOB

Metonasl 1 GopMbl 00ydeHHUs CIEIUAIUCTOB MO HWH(OPMAIMOHHO-
CIPaBOYHOMY OOCIY>KMBAaHUIO KOHTAKTHOTO HH(OPMAIMOHHOTO
LIEHTpa

OcHoBHBIE OO0S3aHHOCTH CIEUUATNCTOB 1O HH(OPMAIMOHHO-
CIIPAaBOYHOMY OOCITY)KHBAaHMIO KOHTAaKTHOTO HH(POPMAITMOHHOTO
LIEHTPA U UX KOMIIETEHLIUN

Ilepeuenb ©  UeneBbIE 3HAUYCHUS  KIIOYEBBIX  IIOKa3aTesei
3¢ (HEeKTUBHOCTH, TPUMEHAEMBIX B OPTaHU3AIIUN JIJIS1 OLICHKH PaOOTHI
TpyNI COTPYIHUKOB

Mertosl U cIOcOObI HeMaTepUaIbHOW MOTHUBAIMH CIICIIUATUCTOB IO
MH(QOPMALMOHHO-CIIPABOYHOMY ~ OOCITY’)KMBAaHUIO  KOHTAaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

[IpaBuna momydeHUs OOpPAaTHOM CBS3M OT CHEHHUAIUCTOB IO
MH(POPMALIMOHHO-CIIPABOYHOMY ~ OOCIY)KMBAaHUIO  KOHTaKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

JlelicTByromMEe pENIaMEHThl OPraHU3AlMU 10 aJanTaldd HOBBIX
COTPYIHUKOB

I[eﬁCTBYMHIHe pPEeNIaMCHTBI  OpTraHHU3allui 110 O6CJ'Iy>I(I/IBaHI/IIO
KIINCHTOB

VYcTaHOBJEHHBI B OpraHu3ald MOPAJOK Ipuema oOpaleHuit
KJINEHTOB

[IpaBuma nenoBoro OOLIECHHS U PEYEBOTO ITHKETA

AKTyanbHbIE YCIYTH U IPOIYKThl OpraHU3aIMH B IIOJIHOM 00beME




[IpaBuia 1e10BOM NMEPENUCKHU U MPEIOCTABICHUS OOpPAaTHOM CBSI3U B
MIUCbMEHHOM BUJIE

Hpyrue
XapaKTepUCTHKU

3.4.4. TpynoBasa ¢pyHKUMA

Opranu3zaiys MOHUTOPUHTA
YIOBJIETBOPEHHOCTH KIIMEHTOB
JOCTYIHOCTBIO M KAYECTBOM
MPeA0CTaBICHHS HHPOPMAIIMOHHO YPOBeHb
Hanmenosarue | 7 p . | Koxg |D/04.5| (momypoBens) | 5
CIPABOYHBIX YCIyT, CO3JaHUE YCIOBUN
J KBaJTM(PUKALIUH
JUTSI TIPOBEJICHUST HE3aBUCUMOM OIICHKHU
Ka4eCcTBa yCIIyT, OKa3bIBAEMbIX
OpraHu3anuen
IIpoucxoxnenue 3auMCTBOBAaHO
P A Opurpnan X
TPYAOBOH (HyHKIIUH W3 OpUTHHAJIA
Kon Perucrpanmonnsiit
OpHUTHHAJIA HOMEp
npodeccuoHaIbHOTO
cTaHjapra

TpynoBsle neNCTBUA

OmnpeneneHne LENEBbIX IOKA3aTeleil KadecTBa JACSTEIBHOCTH IIO
IIPEIOCTABICHUIO MH(OPMaIIMOHHO-CIPABOYHBIX ycIyr u
COCTABJIAIOLIUX €€ IIPOLECCOB

Opranuzanus MOHUTOPHHIA KadeCTBA PE3YJIbTaTOB JESATEIBHOCTH
M0 TMPEeAOCTaBICHUI0 HH(GOPMAIMOHHO-CIIPABOYHBIX YCIyr U
COCTABJIAIOLIUX €€ IIPOLECCOB

[InanupoBanue, opraHuzanuss W KOHTPOJIb JEATEIbHOCTH IIO
aHaJINU3y YIOBJIETBOPEHHOCTHU MOTpebuTeneil HHGOPMaMOHHO-
CIPaBOYHBIX yCIIyT

OmnpeneneHrne KadeCTBEHHBIX IMOKa3aTeliel pe3yIbTaTUBHOCTH U
ahdexTuBHOCTH Tporiecca TMPEAOCTaBICHUs HHGOPMAIIMOHHO-
CIIPAaBOYHBIX YCIIYT B pa3pe3e IPyIl COTPYIHUKOB

AHanmM3 KayecTBa NPUHUMAEMBIX pEIIEHUH U IJIAHUPOBaHUE
KOPPEKTUPYIOIIUX JEUCTBUN U YIyUIICHUN

Koopmunanust u obecrieueHne (GyHKIIMOHUPOBAHUS —Ipoliecca
00pabOTKH MPETEH3NOHHBIX 0OpAICHHIA

BI:I?[BJ'IGHI/IG HpI/IIII/IH BO3HHUKHOBCHU HpeTeHSI/Iﬁ nu nux
MOCJICAYIOIINI aHaIU3

[lonnepxanne ¥ yYCOBEpIIEHCTBOBAHUE CHUCTEMBbI OT3BIBOB H
TOXKeJIaHU, OOpaTHON CBSI3U C KIIMEHTAMHU




[IpoBenenue npoBepok KauecTBa OOCTY>KUBAHUS KITMEHTOB

PazpaboTka 1 BHeIpEeHHE MPEATIOKEHNUN, KACAIOIIUXCS TTOBBIIICHUS
Ka4eCcTBa OKa3aHUs MPEIOCTABISAEMBIX YCIYT

HeobOxonumeie
YMEHHUS

AJIaHTI/IpOBaTL U HOPUMCHATH JIYUIIUC TIPAKTHKU KOHTAKTHBIX
OEHTPOB I AOCTHIKCHUA ueneﬁ Mo Kady€CTBY OKa3aHUIA
npeaoCTaBILACMBIX YCIIYT

[IpoBOANTE SKCIEPTHU3BI B 30HE CBOEH OTBETCTBEHHOCTH

KonTponupoBaTh BBINIOJIHEHUE TpPeOOBAaHMN OpraHU3alMM 110
Ka4eCTBY U CTAHIapTOB KauyeCcTBa

Opranu3oBbIBaTh MIPOBEJICHHE BBIOOPOYHBIX IPOBEPOK
MPEIOCTABISIEMBIX yCIIYT

OcCylecTBIATh  METOJUYECKOE PYKOBOJICTBO B 30HE CBOEH
OTBETCTBEHHOCTHU u o0ecreunBaTh ero He00X0TUMOi
JIOKyMEHTaluen

BoicTpanBaTh cHCTEMbl YIpaBiIE€HUS KauyecTBOM U oOecreueHus
KOHKYPEHTOCIOCOOHOCTH OpraHu3alluu

PazpabarbiBaTh Ipoueaypbl M METOIbI KOHTPOJIS

AHanu3upoBaTh 3 PEKTUBHOCTD OU3HEC-TIPOIIECCOB u
TEATEIIFHOCTh COTPYAHUKOB

Heo0OxoanMele 3HAaHUA

OCHOBHBIE TTIOHSTHSA B OnpeaAciICHUA B 00J1acTH KavyecTBa

MOI[CJ'II/I obecreyeHns KauecTBa OKa3aHMs NpeaAoCTaBIACMBIX YCIYT

[punuuner GopmMupoBaHus TMOKa3zaTelleld KayecTBa OOCTY>KHWBaHUS
KJIUEHTOB

CriocoObl HU3MCPCHUA U METOABI OICHKHN Ka4€CTBa 06CJ'IY)KI/IBaHI/I$I

[Toxxomas! k pabote ¢ xano0aMu KINEHTOB

Crieunanu3upoBaHHOE NPOTpaMMHOE OOecreueHue i KOHTPOJIS
KauecTBa, KOTOPOE MCHOIb3YeTCS B KOHTAKTHBIX MH()OPMAIIMOHHBIX
LIEHTpax

OCHOBHBIE =~ METOAUYECKHE  JOKYMEHTBl, HAlMOHAJbHbIE U
MEXJIyHapOIHbIe CTaHIApThl B cdepe KOHTPOJII KauecTBa
00CITy’)KUBaHHsI KIIUEHTOB

Ilokazarenn YAOBJICTBOPCHHOCTHU KIIMCHTOB U CIIOCOOBI HX pacucTa

Ilepeyenr W 1eJeBble 3HAYCHHS  KIIIOUEBBIX  IOKa3aTelei
3¢ (HEKTUBHOCTH, MPUMEHSIEMBIX B OPTaHHU3AIMH JUTSI OIIEHKU PabOTHI
TPYII COTPYAHUKOB

[IpakTuku mpuMeHeHus (GopMm, METOIOB, MPUEMOB, CIOCOOOB U
MpoIIeIyp KOHTPOJISI Ka4eCTBa OKa3aHMsI MPEAOCTABISIEMBIX YCIYT, B
TOM YHUCJIE C HCIOJb30BAHUEM NPOrPAMMHBIX MPOAYKTOB JUIs
MOJIy4eHUsI U 00pabOTKH MH(POPMAIIUU O BBISIBICHHBIX OTKJIOHEHHUSIX




Hpyrue
XapaKTepUCTUKU

3.4.5. TpynoBas pyHKUMA

Pa3zpaboTka mpemioxkeHuii mo
MOBBIIEHUIO YPPEKTUBHOCTH

MPOLIECCOB AUCTAHIIMOHHOTO VYpoBeHb
HaumenoBanue | ”HQOpPMAIIMOHHO-CIIPAaBOYHOT'O Kox |D/05.5| (nmomypoBens) | 5
00CITy)KMBaHHS U MTPEACTABICHHUE KBaTM(UKAIIN

JAHHBIX MPEAJIOKEHUN
BBIIIIECTOSIIIEMY PYKOBOJICTBY

IIpoucxoxaenue
TPYAOBOH (HyHKIIUH

3anMCTBOBaHO

Opurunan X
U3 OpUrMHaIa

Kon Perucrpanmonnsrit
OopuUruHaa HOMEp
npodeccnoHanbHOTO
cTaHjapra

TpynoBsie neiicTBus

N3yyenne u oueHka 53((GEKTHBHOCTH MPOLECCOB YAAJICHHOTO
WH(POPMALMOHHO-CIIPABOYHOTO ~ OOCITY)KMBaHUSI ~ Ha  YpOBHE
OTZIEJIBHBIX TPYIII, OLEHKAa pabOThI KaXKIO0TO COTPYAHUKA B 30HE €r0
OTBETCTBEHHOCTHU

[IpennioxkeHne HOBBIX METOAOB pelieHust 3amad B cdepe
JTUCTAHIIMOHHOTO WH(OPMAIIMOHHO-CIIPABOYHOTO 00CTYKUBaHUS

OrcnexxuBaHuE M TPUMEHEHUE B CBOEU JESITENBHOCTH HOBBIX
3HAHUN B OONACTH OpraHM3alid ACSITEIHPHOCTH KOHTAKTHBIX
MH(OPMAITMOHHBIX [IEHTPOB

BrlsiBiieHHE TPUYUH HEYIOBJICTBOPUTEIBHOTO BBIMOJIHEHHS PaOOThI

AHanu3 u3MEHEHUH B MPOLIECCE BHITIOTHEHUS paboT

BrisiBrieHue U oneHka BIMSHUSA (AKTOPOB BHYTPEHHEW M BHEUIHEH
cpeabl  Ha  3((EeKTUBHOCTH  MPOLECCOB  JUCTAHLIUOHHOTO
MH(POPMALMOHHO-CIIPABOYHOTO 00CTYKMBaHUS

Pa3zpaboTka mpemiokeHuid TI0 BHEIPECHUIO HOBOW TEXHHUKH, HOBBIX
TEXHOJIOTUN, N3MEHEHUIO OU3HEC-TIPOILIECCOB

HeobOxonumeie
YMEHHUS

AnanmsupoBatb 3()(HEKTUBHOCTh, OPraHU3AIIMOHHBIC U TEXHUYCCKHUEC
YCIIOBHS JMCTAHI[HOHHOTO HHGPOPMAITHOHHO-CIIPABOYHOTO
00CITyKUBaHUS

HpI/IMCHﬂTL METOAbI c60pa JaHHBIX C HUCIIOJIb30BAHUECM
TEXHUYCCKHUX CPCACTB

CocTaBiATh NPE3EHTAMOHHBIE U HHPOPMAIIMOHHO-aHATUTHYCCKUE
Marepuaibl, CTaTbd, CHPaBKH A OOOCHOBAaHHS AS(PPEKTUBHOCTH




BHOCHMBIX HpGIlJIO)KGHHﬁ; IIPOBOAUTH HY6JII/I‘-IHI)I€ BBICTYIIJICHUSA

AHanu3upoBaTb M BHEAPSITb TEXHOJIOTMM U HMHCTPYMEHTHI
IIEPEIOBOTO OMbITa B OPraHM3alMHA IPOLECCOB AMCTAHLMOHHOIO
MH(OPMAIIMOHHO-CIIPABOYHOTO 00CTYKUBAHUS

OO6oCHOBBIBaTh BBIPAOOTAHHBIE TPEIOKEHUS C HCIOIH30BAHUEM
KOJIMYECTBEHHBIX U KAUY€CTBEHHBIX ITOKa3areiiel

Opranu3oBsiBaTh paboTy 10 cOOPY U PACCMOTPEHHIO MPEIOKEHUN
COTPYIHHKOB M KIMEHTOB IO NOBBIIICHUIO 3()(HEKTHBHOCTH
MIPOIIECCOB JMCTAHIIHOHHOTO MH(POPMALMOHHO-CIIPABOYHOTO
o0CITy)KMBaHUS

Heo0OxoanMele 3HAaHUA

OCHOBBI ICUXOJIOTUH U YIPaBICHUS IEPCOHATIOM

OCHOBEI YIIpaBJICHUA U3MCHCHUAMUA

OCHOBEI JCJI0BOI'O OTUKETA U HpO(l)CCCI/IOHaJ'IBHOFO B3aHMOﬂeﬁCTBHH

Mertosl c6opa nHGOpMAIIH

[Ipunuunsl u mnpaBwia paboTbl € HOPMAaTUBHO-METOIMYECKOM
JNOKyMeHTalue; TpeboBaHUS K  pa3paboOTKe  peraMeHTOB
IIPOLIECCOB

MCTO,[[LI COBCPHICHCTBOBAHUS MPOLCCCOB

MeTo/bI OLIEHKH TIOCTOBEPHOCTH COOpaHHON HH(DOpMAIH

Ilepeyenp © UENEBbIE 3HAUYCHUS  KIIOYEBBIX  IOKa3aTesei
3¢ (HEeKTUBHOCTH, TPUMEHSAEMBIX B OPTaHU3AIUH JIJIS1 OIICHKH PaOOTHI
CPYII COTPYAHUKOB

MeTtosbt OIICHKU 3P HEKTUBHOCTH MPOIIECCOB W
aJIMUHUCTPATUBHBIX PETIIAMEHTOB

Hpyrue
XapaKTepUCTHKU

3.5. O600wWweHHana TpyaoBasa (pyHKLUsA

VYnpaBieHue 1esTebHOCTBIO 1O
VCTAHLIMOHHOMY MH(OPMALIMOHHO- VYpoBeHb
Haumenosanue | " y unopman Kon E P 6
CIPAaBOYHOMY OOCITY>KUBaHMIO HA KBaM(UKAUN
YPOBHE OpraHu3alUH
[Ipoucxoxnenue
. 3aMMCTBOBaHO
000011IeHHO Opurunan X
9 U3 OpUTHMHAJIA
TPYAOBOH (pyHKIIMK
Kon Perucrpanuonnsiii
OpUTHHaNa HOMED
npo¢eCcCHOHATFHOTO

CTaHgapTa




Bos3moxHbIe
HaVMEHOBaHUS
JIOJDKHOCTEH,
npodeccuii

Jupexrop
PykoBoguTens opranuzanuu

TpeboBanus
00pa3oBaHMIO U
00y4YeHHIO

Bricuiee o6pa3oBanue - 6akagaBpuar

WA

Bricuiee o6pazoBanue (HenpoduiabHoe) - 6akazaBpuar u
JOTOJIHUTENbHOE TIpohecCHoHaIbHOE 00yUIEeHHUE - TPOTPAMMBI
po¢eCCHOHAIBHON NEPENOATOTOBKH MO MPOPMITIO JAESITEIbHOCTH

TpeOGoBanus K ONBITY
MPaKTUYECKOM pabOTHI

He Menee onHOro roia pykoBOICTBA MOAPA3IEICHUEM 110
yAaJIeHHOMY UH(QOPMAIIMOHHO-CIIPABOYHOMY 00CTYKUBaHUIO

Oco0Opble yciioBus
JIOITyCKa K pabore

Hpyrue
XapaKTepUCTUKU

[JononHuTenbHble XapaKTepPUCTUKU
(B pen. ITpukaza Muntpyna Poccun ot 27.06.2018 N 426#H)

Haumenosanue Kon HaumeHnoBaHue 6a30B0ii IpyIIIb, TOKHOCTH
JOKyMEHTa (mpodeccun) Uy cnenuagbHOCTH
OK3 1120 PykoBoguTenu yupexIeHni, OpraHu3anui u
MPEANPUATHN
OKCO 2.09.00.00 |MudopmaTuKa U BHIYUCIUTEIbHAS TEXHUKA
5.38.00.00 |DOxoHOMUMKA U yTIpaBIECHUE

3.5.1. TpynoBas ¢pyHKUMA

[1nanupoBaHue U PyKOBOACTBO
MOCTPOCHHUEM €AUHON CUCTEMBI
MPaBIEHUS TUCTAHIIUOHHBIM YpoBeHb
Hauvenosanue | b Kon [ E/01.6 | (momypoBens) | 6
UH(POPMAITIOHHO-CITPAaBOYHBIM
KBaM(UKAIUN
o0cCiyKMBaHHEM Ha ypPOBHE
OpTraHHU3aIIH
[Ipoucxoxnenue 3auMCTBOBAHO
P AL Opurunan X
TPYIOBOU (DYHKITUH W3 OpHUTHHAJIA
Kon Perucrpanmonnsrit
OpUTHHAJA HOMEDP
npodeccroHaIbHOTO

CTaHaapTa




TpynoBsle neNCTBUA

Pa3paboTka W yTBEepXKICHHUE TEKYIIUX W IEPCHCKTHUBHBIX IUIAHOB
paboThl CTPYKTYPHBIX TOAPA3JACICHUN, BXOIIIIMX B CHCTEMY
JTUCTAHIIMOHHOTO OOCITYKMBAaHUS KIIMEHTOB B OPTaHHU3aIluU

Onpenenenre LENEBbIX IMOKa3aTeNned NesSTEIbHOCTH CTPYKTYPHBIX
MOAPA3NEICHUM,  BXONAIIMX B  CUCTEMY  JAMCTaHLUOHHOIO
o0cCTyKMBaHMsI KIIMEHTOB, U UX COTPYAHHUKOB

Pa3paboTka 1 mpUHATHE yIPaBICHUYSCKUX PEIICHUH 110 TTOBBIIICHHIO
KOHKYPEHTOCIIOCOOHOCTH M Pa3BUTHIO CHCTEMbI JMCTAHIIMOHHOTO
00CcITy>)KUBaHHS KJIMEHTOB

AHanu3 mokaszaTesed NesITeIbHOCTH CTPYKTYPHBIX MOJApa3IeIICHUM,
BXOAAIHX B CUCTCMY JUCTAHIIMUOHHOI'O OGCJIy)KI/IBaHI/IH KIINCHTOB

Pa3paboTka pexkomeHIanuii 1Mo MojepHH3AIMU OH3HEC-NIPOLECCOB
JMCTAaHIIMOHHOTO OOCITYKMBaHHSI KIIMEHTOB

OneHka pe3ynbTaToB AEATEIbHOCTU CTPYKTYPHBIX MOApa3eNIeHUH,
BXOJISIIIIUX B CUCTEMY TUCTAHIIMOHHOTO OOCTYKUBAHUS KIMCHTOB

BoisiBneHue — crparerudyeckux — npoOiieM — pa3BUTUSL  CUCTEMBbI
JMCTAHIIMOHHOTO 00CITYXKMBAaHUS KJIMEHTOB U pa3paboTKa Mep 10 UX
YCTPaHEHUIO

dopmupoBaHUe MNPEAJIOKEHUN s OrOIKeTa, BBIICIIEMOro Ha
(YHKIMOHUPOBAaHME M  pa3BUTHE CHCTEMBl JIUCTAHLIMOHHOTO
00CITy>)KUBaHHS KJIMEHTOB

HeobOxonnmeie
YMEHHUS

H.]'IaHI/IpOBaTL JCATCIIBHOCTD opraHu3anun B IOACUCTEME
JUCTAaHIIMOHHOI'O O6CJ'Iy)KI/IBaHI/IH KIIMCHTOB

PazpabarbiBath IIPOrpaMMBbI pa3BUTHUA IIOJICUCTEMBI
JMCTAHIIMOHHOTO 00CITYKMBAaHUS KIHMEHTOB

dopMHpOoBaTh cUCTEMY MOKa3zarenei 3hHEeKTUBHOCTH JeSTEIbHOCTH
OpraHM3aly U COTPYIHUKOB

OpraHu3oBeIBaTh ~ pabOTy  MEpcoHaja, CTaBUTh LEIH U
(dbopMynIHpoBaTh 3a/1auu, ONPENEISITh IPUOPUTETHI

BripabaTsiBaTh BapHaHThI PELICHUI U OIICHUBATh PUCKHU, CBSI3aHHbIE
C UX peanu3aiuen

Hcnonp3oBaTh TUMOBBIE METOABI W CIIOCOOBI  BBITTOJIHCHHS
npodeccuoHaNnbHBIX 3a7]a4 B 00JACTH TUIAHUPOBAHUS, OPTaHU3alINH,
OIIeHKU 3()(PEKTUBHOCTH U Ka4€CTBA JACSITCIBHOCTH

Hcnonp3oBaTh MH(POPMALIOHHO-KOMMYHHUKAIIIOHHBIE TEXHOJIOTHH,
B TOM 4YHCIE pecypchl HH(OPMALMOHHO-TEIEKOMMYHHUKAITMOHHON
cetu "Unrtepuer"

AHanu3upoBaTh IOKA3aTeIM U3MCHEHMH B CTPAaTeTMU M TaKTHKE
KOHTAKTHOTO MH()OPMAIIMOHHOTO LIEHTpa

HeobOxonuMbie 3HAaHUA

OcHoBBI OpraHu3alnu NEesATEIbHOCTH KOHTaKTHBIX
MH(OPMAITMOHHBIX IEHTPOB




HanmoHaneHble UM MEXIyHapOAHbBIE CTAHIAPTBHI  YIPABICHUS
KOHTaKTHBIMU MH(GOPMALMOHHBIMU LEHTpaMH, JyYIIHN
OTEUECTBEHHBIN M 3apyOEKHBIH OIBIT OPraHU3ALUH JEATEILHOCTH
KOHTAKTHBIX HH(OPMALMOHHBIX LIEHTPOB

Hepequb u OCJICBBIC 3HaYCHUA KIIKOYCBBIX noka3arejiaei
3(1)(1)€KTI/IBHOCTI/I, IIPUMCHACMBIX B OpraHu3allui 4 OLCHKHU
ACATCIIBHOCTH KOHTAKTHBIX I/IH(I)OpMaI_II/IOHHBIX LHCHTPOB

OCHOBEI yYHpaBJICHUA MPOCKTAMU U USMCHCHUSIMU

Teopust KOHPIUKTOIOTUU U TICUXOJIOTHH JEIIOBOTO OOIIECHUS

Cucremnl CTUMYJIMPOBAHU NIEPCOHAJIA, ITOBBIIICHUA €TO0 MOTHBAllUN
n JTOAJIBHOCTH

OCHOBBI ~ CTPAaTErMuecKOr0o MEHEUKMEHTa M  AHTUKPU3HCHOTO
YIPABJICHUS

OCHOBBI CTPAaTErNYECKOr0 MapKETHUHIA U YIPABICHUS JOSIbHOCTbHIO
norpeduTeneit yciuyr

OTHKa ACJIOBOI'0 O6H_IeHI/I$[ N ITMCbMCHHBIX KOMMYHI/IKaI_II/Iﬁ

Metozsl u cpeacTBa CUCTEMHOI'O U CTPATCTUYCCKOI'O aHAJIN3a

Hpyrue
XapaKTepUCTUKU

3.5.2. TpyaoBas dpyHKUMA

Opranuzanus ¥ KOOpAUHALINS
JESITeTIbHOCTH MTOPa3IeIICHHH, VYpoBeHb
HaumenoBanue | yuacTBYIOIIUX B IUCTAHIIMOHHOM Kon | E/02.6 | (momypoBenb) | 6
UH(POPMAITMOHHO-CIIPAaBOYHOM KBaJTH(PHUKAIUU
00CITyKUBaHUH
[Ipoucxoxnenue 3auMCTBOBaHO

TPYZLOBOH (DyHKIIUU

Opurunan X
W3 OpUTHHAJIA

Kon Perucrpanmonuserit
OpUTHHAIA HOMEDP
npodeccroHaIbLHOTO
CTaHaapTa

TpynoBbie nercTBUA

Opranm3anusi paboOTBl W BBIOOP TEXHOJOTHHA JIEATEIHHOCTH
CTPYKTYPHBIX NOJIPA3ICICHHUM, y4YacCTBYIOIIMX B JIUCTAHLIMOHHOM
HH(OPMAITMOHHO-CITPABOYHOM OOCITY)KUBAaHUU

Opranmsaiys CHCTEeMAaTHYecKoro oOMeHa wuHGoOpMamuen 1o
pa3MYHBIM ~ BOMpOCAM,  3aTPardBalOllUM  CMEXHbIE  CQepsl
OTBETCTBEHHOCTH B MPOIECCE JAMCTAHIIMOHHOTO WH(POPMAIMOHHO-
CIPABOYHOTO 0OCITYKMBaHUS




ObecnieueHre B3aMMOACHCTBUS MOJPA3AEICHUM, yYacTBYIOIIUX B
yIaJIeHHOM HH(pOPMAIIMOHHO-CIIPABOYHOM OOCITY’)KUBAHUH MEXTY
co0OH M CO CMEXHBIMH NOAPA3ACTCHUSIMU OpPTraHU3aIHN

Opranuzanuss pabOThl JIMHEHHBIX PYKOBOAMTEIEH B pamKax
BBINIOJIHEHMSI CTPYKTYPHBIMHM  IOAPA3JEICHUSAMH IOCTABJIEHHBIX
3alad W JOCTHXKEHMs IIeJIeBbIX IMoKa3aresneld 3¢ (EeKTUBHOCTH
mpouecca JUCTAaHIIMOHHOTO MH(POPMALIMOHHO-CIIPAaBOYHOTO
o0cTy)KUBaHUS

Pacnpenenenrie 30H OTBETCTBEHHOCTH JIMHEHMHBIX PYKOBOIWUTEIEH,
oOmacreit X MOTHOMOUUH

BripaboTka  ympaBJIeHUYECKHMX  pEIICHHH 10  BBIOJHEHHUIO
MIEPCIIEKTUBHBIX U TEKyLIUX IUIAHOB KOHTAKTHOT'O
MH(POPMALIMOHHOTO IIEHTpa

Pa3pa60TKa U KOHTPOJIb HCIOJHCHUA JIOKAJIbHBIX HOPMATHBHBIX,
TEXHUYCCKUX W MCTOAUYCCKUX ONOKYMCHTOB, PCIIIAMCHTUPYIOMINX
ACATCIIBHOCTh KOHTAaKTHOI'O I/IH(i)OpMaLII/IOHHOFO HCHTpa

BHenpenne nporpeccuBHBIX (OpPM OpTraHU3AIMH  ACSATEIBHOCTH
KOHTaKTHOTO MH(OPMALIMOHHOTO LIEHTpa

Heo0Oxonumeie
YMCHHUS

Onpenenars AJigs  KOHTAKTHOTO  WMH(OPMAIMOHHOTO  LIEHTpa
MPUOPUTETH U OYEPEAHOCTH 3ajady, (PYHKIMOHAIBHBIX CTPaTEeTHH,
MIPOEKTUPOBATH OM3HEC-TIPOIECCHI, pa3padaThiBaTh TPEOOBAHUS IS
UX BBIIIOJTHEHUS

Opranu3oBBIBaTh B3aUMOJICHCTBHE BCEX YYAaCTHUKOB MpoIecca
yAaJIeHHOTO  WH(OPMAIMOHHO-CIIPABOYHOTO  OOCTYKUBaHHUS  T10
BBITIOJIHCHUIO TEKYIIUX II€JIeH W 3ajiad, JOCTIKCHUIO MOKa3aTese
NeSATEIbHOCTH

OnenuBarb 3P PEeKTUBHOCTD 1EATEILHOCTH OCHOBHBIX CTPYKTYPHBIX
MOApA3IeIeHU  KOHTAaKTHOTO  HMH(OPMAlMOHHOTO  LEHTpa,
KOPPEKTUPOBATh UX AEATEIbHOCTh HA OCHOBE OLIEHKHU

AHanu3upoBaTh  MOTPEOHOCTH  CTPYKTYPHBIX  IMOJApPA3esICHHIM
KOHTaKTHOTO MH()OPMAIIMOHHOIO LIEHTpa B MaTepUalIbHBIX pecypcax
U IIEpCOoHaJIE

AHanu3upoBaTh M OLEHUBATh PE3YyJIbTaThl peAM3alMM TEKYIIHX
nene W 3amad Mo yIaJICHHOMY HH(POPMAIMOHHO-CIIPABOYHOMY
00CITyKUBAaHHIO

Opranu3oBbIBaTh padOTy KOJUIEKTHBA WCIIOJHHUTEICH, MPUHAMATH
yIpaBJICHYECKHE PEUICHUS B YCIOBUSIX PA3JIMYHBIX MHCHUH

CO3,Z[aBaTB CHUCTCMbI AOJIA HpO(l)eCCI/IOHaJ'ILHOFO PoCTa U pPa3BUTHA
HCIIOJIHUTCIILHOI'O pPYKOBOACTBA OPraHu3aluu

Heo0xoanMele 3HAaHUS

MeToapl, TEXHOJOTHMH OOECIEUCHUS] BO3MOXXHOCTH PETYISPHOTO
oOMeHa wuHOpMAIUEl MO Pa3TUYHBIM BOMPOCAM JESATEIbHOCTH
MEXK1y WIEHAMH YIIPABJICHUYECKON KOMAH/IbI

HpI/IHHI/IHI)I, MCTOAbI, TCXHOJOTWMH, HWHCTPYMCHTBI OIIPCACIICHUSA




CTPYKTYpbl OpraHHM3allMM, aJC€KBAaTHOM PEIICHUIO CTPATErMYECKUX
3aza4

[IpuHIMIIBL, METOABI, UHCTPYMEHTBI, OCHOBHBIE TEXHOJOTHMYECKHE
MPOIECCHl U TPUEMBI Pa0dOT KOHTAKTHOTO HMH(POPMAIMOHHOTO
LIEHTpA

HanuoHaneHble ¥ MEXIyHapOAHBIE CTAHIAPTBHI  YIPABICHUS
KOHTaKTHBIMU 1H(OPMaITMOHHBIMU LIEHTpaMH, JTy4dIIui
OTEUECTBEHHBIM M 3apyOe)KHBIH OIBIT OPraHU3aLUHN JIEATEILHOCTU
KOHTAKTHBIX WH()OPMAIIMOHHBIX LIEHTPOB

[loxxompl, MeToABI M CHOCOOBI KOOPAMHAIMH  JACSTEIHHOCTH
KOHTAKTHBIX WH()OPMAIMOHHBIX [IEHTPOB

Ilepeyenb © 1LEnNEBbIE 3HAUYCHUS  KIFOYEBBIX  IOKa3aTesieil
3¢ (PEeKTUBHOCTH, TNPUMEHSIEMBIX B OpraHM3alldd I OIEHKH
NESTEIbHOCTH KOHTAaKTHBIX HH(POPMAIIMOHHBIX IICHTPOB

IIOHXOHBL METOAbI H CHOCOOKI opraHn3alliid KOHTPOJISI WU OLCHKU
ACATCIIBHOCTH KOHTAKTHBIX I/IH(i)OpMaHI/IOHHLIX LHCHTPOB

Hpyrue
XapaKTEPUCTUKU

3.5.3. TpyaoBasa ¢pyHKUMA

KonTpons GyHKIIHOHUPOBAHUS BCEX VpoBeHs
CHCTEM H IIPOIECCOB NUCTAHIIMOHHOTO
HaumenoBanue pon Kon | E/03.6 | (momypoBenb) | 6
UH(OPMAITMOHHO-CIIPABOYHOTO
KBaJTM(UKALIUH
o0CITy)KMBaHUS
IIpoucxoxaeHue 3anMMCTBOBaHO
P A Opurunan X
TPyAOBOH (HyHKIIUH W3 OpUTHHAJIA
Kon Perucrpanmonnsrit
OpHUTHHAJIA HOMEDP
npodeccnoHanbHOTO
CTaHmapTa

TpynoBsie neiicTBus

Omnpenenenne ¢GopM U METONOB KOHTPOJIS OH3HEC-TPOIIECCOB
YAAJIEHHOTO UH(OPMAITMOHHO-CIIPABOYHOTO 00cCITy)KHBaHUS
KIIUEHTOB

Opranuzaiuss CiIy)XObl BHYTPEHHETO KOHTPOIS ACSTENbHOCTH
noxpasaeneHuit  (rpym, CIyxk0,  OTHEJOB)  YHAJICHHOTO
HMH(OPMAITMOHHO-CIIPABOYHOTO 0OCTYKUBAHUS KIHEHTOB

Opranu3zaiius KOHTPOIs (PyHKIIMOHUPOBAHUS CHCTEMbI BHYTPEHHETO
pacropsiika B TOApa3fesieHusIX (Tpymmax, ciayk0ax, OTaenax)
yAAJIEHHOTO UH(OPMAITMOHHO-CIIPABOYHOTO o0CTyXKUBaHUS
KIINCHTOB




Opranuzanuss  KOHTPOJS ~ MCIIOJIHEHUS  NPUHATBIX — PELIEHUI
NePCOHAJIOM HoApa3AenaeHult (rpymnm, ciyxO0, OTAEIOB) yAaJeHHOTO
MH(POPMALTMOHHO-CIIPABOYHOTO O0CTYKHBAHHUS KIIHEHTOB

Opranuzaius KOHTPOJS COONIONECHUS] TEXHUYECKHX W CAHUTAPHBIX
yCcIoBUH paboThl MEpCOHAJIOM MoApa3fAeNeHuid (Ipymm, Ciyxo,
OT/ICJIOB) yIaJIEHHOTO MH(OPMaIIMOHHO-CIIPAaBOYHOTO
00CITy’)KUBaHHSI KIIUEHTOB

Opranu3zaiius KOHTPOJISL BBIMOJIHEHUSI CTAaHAAPTOB OOCTYKUBAHUS U
oOecriedeHrsT KadecTBa COTPYIHUKAMHU IOIpa3iIeieHui (Tpyr,
CIyk0, OTAENOB) YOAJICHHOTO HH(POPMAIIMOHHO-CIIPABOYHOTO
00CcITy>)KUBaHUS KJIUEHTOB

BrisBiienue npoOieM B cUcTeMe KOHTPOJISl ToApasaeneHuid (Tpyr,
CiIy’)k0, OTZAEJOB) YHAJIEHHOTO  HMH(OPMAIMOHHO-CIIPABOYHOTO
o0cIy>)kKMBaHHSI KIMEHTOB, OMpeIeeHHe YpPOBHA A()PEKTHUBHOCTH
NEeATeNbHOCTH  ToIpa3ieneHuil  (rpymm, — ciIy’)k0,  OTIENOB)
YIaJICHHOTO MH(POPMAIIMOHHO-CIIPABOYHOTO 00CITy>)KUBaHHS
KIIUEHTOB

Heobxoaumbie
YMEHUS

[IpuMeHATh METOAMKU CO3[IaHUS CUCTEMbl KOHTPOJS B KOHTAKTHBIX
MH(OPMAIIMOHHBIX LIEHTPaxX

AnammsupoBarh TpoOiieMbl B (DYHKIIMOHHPOBAaHWUM  CUCTEMBI
KOHTPOJIA, MPOTHO3UPOBATH UX IMOCJICACTBHUA U IPUHUMATL MCPBI 110
UCTIPABJIICHUIO ¥  HENOMYIICHUIO TOMOOHBIX  CHUTyallMiid B
NEeSATeIbHOCTH  ToApas3ielieHuit  (rpynm,  ciykO0,  OTIEeJoB)
yIaJICHHOTO UH(POPMAIIMOHHO-CIIPABOYHOTO 00CITy>)KUBaHHSI
KIINCHTOB

BEISIBISATE OTKIOHEHUS OT IUIAHOBBIX ITOKA3areliell B AEATEILHOCTU
oipasIeICHU I (rpymm, CIIYy X0, OTJICJIOB) yAaJIEHHOTO
MH(OPMAITMOHHO-CIIPABOYHOTO 0OCTYKUBAHUS KIIMCHTOB

Opranu3oBbIBaTh MIPOBEIECHUE KOPPEKTUPYIOILINX 51
NPEAYNPEXRAAOINX JTEUCTBUM C LENBI0 YCTPAHEHHUS BBISBICHHBIX
HECOOTBETCTBUM

[IpumensTh MHPOPMALIMOHHBIE TEXHOJIOTHH JAJISl LeJed KOHTPOJS B
KOHTAKTHBIX WH(OPMALMOHHBIX LIEHTPaX

OpFaHI/I3OBLIBaTB CUCTCMY TIOATOTOBKHU I 3aUHTCPCCOBAHHBIX
CTOPOH OTYeTOB 10 J(P(HEKTUBHOCTH ©  PE3yIbTaTUBHOCTU
yIOpaBlIeHUs] B MOApa3AesieHusX (Tpynmax, ciayx0ax, OTIenax)
YIaJICHHOTO MH(POPMAIIMOHHO-CITPABOYHOTO 00CITy>)KUBaHHS
KIINCHTOB

HeobOxoauMbie 3HaHUA

OcHOBHBIE TOKa3aTelu MPOILECCOB YIPABICHUS B KOHTAKTHBIX
MH(pOPMAITMOHHBIX IIEHTPaX U CIIOCOOBI UX pacyeTa

OCHOBBI ~ OpraHM3allil  JESTENbHOCTH  TI0  yNAJICHHOMY
MH(POPMALMOHHO-CIIPABOYHOMY OOCITY>KHBAaHHIO KIIMEHTOB

[IpuHuMnel 1 METOABI CO3JaHUSI CHUCTEMBbI KOHTPOJSI PabOThI
nepcoHana B MoApa3ieieHusX (Tpynmax, ciayx0ax, oTaenax)




yAAJIEHHOTO UH(OPMAITMOHHO-CIIPABOYHOTO o0cITy)KHUBaHUS
KIIUEHTOB

CrocoObl OILIGHKH COOTBETCTBHSI Kau€cTBa BBIMOMHSAEMBIX paboT
pa3paboTaHHBIM B OPTaHHU3AIIMY PEMIAMEHTaM U CTaHAapTaM

MeTOJII)I OLCHKU Bq)(l)eKTI/IBHOCTI/I CHUCTEMBI KOHTPOJIA ACATCIIBHOCTH
B KOHTAKTHBIX I/IH(pOpMaLII/IOHHLIX HOEHTpax

OCHOBBI opraHu3alv, INIAHUPOBAHUSA W KOHTPOJIA ACATCIBHOCTU
IIOJYMHCHHBIX

Teopun MoTHBaLMK TiepcoHaANla W OOECHeYeHUs JIOSUIbHOCTH
nepcoHana

Teopusi MEXIMYHOCTHOTO M JIEJIOBOTO OOIIEHUS, IEPETOBOPOB,
KOH(IIUKTOJIOTUU

HepequL u OCJICBBIC 3HA4YCHUA KIIFOYCBAIX rnokasarejaeu
3(1)(1)CKTI/IBHOCTI/I, MNPUMCHACMBIX B OpraHu3allui i1 OLCHKHU
ACATCIIBHOCTH KOHTAKTHBIX I/IH(1)OpMaI_II/IOHHBIX LHCHTPOB

OCHOBBI OXpaHbI Tpy/a

Hpyrue
XapaKTepUCTUKU

3.5.4. TpynoBas dpyHKUMA

VYipasneHue npoeKTaMu 110
COBEpIICHCTBOBAHUIO CUCTEM U
MIPOIIECCOB AUCTAHIIMOHHOTO YPOBCHE
HaumeHnoBaHue P Kon | E/04.6 | (momypoBenb) | 6
“H(pOPMAITMOHHO-CITPABOYHOTO
KBaJTU(UKALIUH
00CITy>)KUBaHHS HA YPOBHE
OpraHu3aIu
[Ipoucxoxnenue 3auMCTBOBaHO
P A Opurunan X
TPYIOBOH QYyHKIIUU U3 OpUrHuHalIa
Kon Perucrpanuonssii
OpUTHHANA HOMED
npogeccCHOHATBLHOTO
CTaHJapTa

TpynoBble nencTBUs

BoisiBieHne  MOTpeOHOCTM B M3MEHEHHUSAX  JIEATENbHOCTHU
KOHTAKTHOTO MH(OPMALIMOHHOTO [IEHTpa

Vrpasiaenue pa3pabOTKOl W BHEIPEHHWEM  HWHHOBAIIMOHHBIX
TEXHOJIOTU B ACATCIIbHOCTh KOHTAKTHOI'O HH(bOpMaLII/IOHHOFO
LEHTpa

[InanupoBaHue U ynpaBieHHE BHEIPCHUEM HW3MEHEHUN B Pa3BUTUHU
KOHTAKTHOTO MH()OPMAIIMOHHOTO LIEHTpa




Onenka 3G GEKTUBHOCTH BHEIPEHUS MHHOBAIIMOHHBIX TEXHOJIOTHHA
OpPraHM3allil W  YNpPaBJICHUS  JEATEIBHOCTHIO  KOHTAKTHOTO
MH(POPMALIMOHHOTO IIEHTpa

HeobOxonnMmeie
YMEHHUS

AHann3upoBaTh, CUCTEMATU3UPOBATh U 0000IaTh HH(OPMALUIO

Pa3pabarbiBarh u 000CHOBBIBaTh MIPEIIOKEHNS o
COBEPILIEHCTBOBAHHIO IIPOLIECCOB u aMMHHUCTPATUBHBIX
pErIaMEHTOB

OueHuBarh pecypcbl, HEOOXOOUMBbIE Jisi COBEPILIEHCTBOBAHUS
Om3HEC-TpoIlecca WK aIMUHUCTPATUBHOTO PEriaMeHTa

OrneHnBaTh PUCKH BEIOPAHHBIX PEIICHUI

PazpaOarbiBarh TpeOOBaHMS MO WHTETPALUH C KOPIOPATHBHBIMH
MH(POPMALIMOHHBIMU CHCTEMaMHU

P33pa6aTLIBaTB IIJIaHbI MepOHpI/IHTI/Iﬁ 0 COBCPUICHCTBOBAHUIO
6I/I3HGC-HpOHeCCOB WM aIMHUHUCTPATHBHLIX  PCIIIAaMCHTOB U
YHOpaBJIATh UX BbIIIOJIHCHHUEM

Pa3pabarbiBaTh ¥ peamu3OBbIBATh  MPOEKTHl  TOBBIIMICHUS
KOHKYPEHTOCIIOCOOHOCTH KOHTAKTHOTO MH(OPMAIITMOHHOTO IIEHTpa

[IpuHMMaTE cTpaTernyecKkue pemeHusl MO Pa3BUTHUIO KOHTAKTHOTO
MH(GOPMALIMOHHOTO IIEHTPa B YCIOBUAX HEONPEIEICHHOCTH

@opMynupOBaTh PEKOMEHJALUUU U IUIAHUPOBATb MEPOIPUATHS II0
COBEPILEHCTBOBAHUIO IIPOLIECCOB OPraHU3aLUU

Heo0OxoanMele 3HAaHUSA

Metoquky  aHalM3a  OCHOBHBIX  (DaKTOPOB,  OMPEACIISFOIINX
HCO6XOI[I/IMOCTL U3MEHCHUHN B CTPAaTCTru U TAKTUKEC KOHTAKTHOTIO
WH(pOPMAITMOHHOTO TIEHTpa

TexHONMOTHH TOMCKA W OIICHKH HOBBIX PBIHOYHBIX BO3MOXHOCTEH,
anropuTMbl  (popMynupoBaHUs OW3HEC-UACH, CIIOCOOCTBYIOIINX
Pa3BUTHIO KOHTAKTHOTO MH(OPMAIIMOHHOTO IIEHTPA

MeTOIII/IKI/I BHCAPCHUA W3MEHECHUMN KOpIIOpAaTUBHBIX HOPM H
CTaHOApPTOB ACATCIBHOCTU B KOHTAKTHOM I/IHCI)OpMaHI/IOHHOM LOCHTPC

Mertoap! yrpaBiaeHUs: KOMAHI0M IIPOEKTa IO BHEAPEHUIO M3MEHEHHN
B KOHTaKTHOM MH(OPMAIIMOHHOM LIEHTpe

HOI[XO,Z[BI U MCTOAbI NPCOAOJICHUA COIPOTUBIICHUA KOJIJICKTHBA
KOHTAaKTHOI'O I/IH(l)OpMaIII/IOHHOFO LOEHTpA BHCAPCHUIO H3MEHEHHI

Ilepeuenb © 1ENEBbIE 3HAUYCHHUS  KIFOYEBBIX  IOKa3aTesei
3¢ (}EeKTUBHOCTH, TPHUMEHSEMBIX B OpraHHW3allMd s OIEHKHU
JESATEeTLHOCTH KOHTAKTHBIX WH()OPMAIIMOHHBIX [ICHTPOB

OCHOBBI yTIpaBIeHUS TPOECKTAMHU

HpI/IHI_[I/IHBI 1 MCTO/bI YIIPABJICHUA H3MCHCHUAMHA

OCHOBEI OpraHu3anu 1 IPOBCIACHHA O6y‘leHI/I$I nepcoHaia




Hpyrue -
XapaKTepUCTUKU

IV. CBeaeHusi 06 opraHnsaumusax - paspaborTymkax
npodeccMoHanbLHOro cTaHaapTa

4.1. OTBeTCTBEHHas opraHM3sauua-pas3pabdboTyumk

HIT "HaunonanbHas acconuanus OpUCHBIX CIIEIUATHCTOB U aIMUHUCTPATUBHBIX
pabotHuKOB", ropox Mocksa

3amMecTuTeNb IpeAceaarelisi IpaBiIeHUus - JUPEKTOP XmocHea Jlronmuna [letpoBHa

4.2. HaumeHOBaHUA opraHnsaumm-pa3paboTymkon

1 HO Acconmanus opranuzaiuii o rnojajiepkke HHHOBAIIMOHHOTO Pa3BUTHUS
"Hammonansnas Acconuanus Kontakraeix LlenTpos, ropon Mocksa

2 00O "Anekc bepr Konrakr-LlenTp Koncantunr", ropoq Mocksa

3 000 "Mexnynapoansiii UactutyT Ceprudukanmuu Kontaktasix Lientpos", ropon
Mocksa

4 00O "TakckoM", ropon Mocksa

5 OQOP "Poccuiickuii O3 NPOMBIIUICHHUKOB U MpeanpuHumareneit”, ropon Mocksa

<1> OOmepoccuiickuii kaccuGuraTop 3aHATHIMA.
<2> Obmuepoccuickuii kKaccuuKaTop BHIOB IKOHOMUYECKON ACSITETEHOCTH.

<3> OO01mepoccuiicKkuii KiiacCuPUKaTop CHEIUaIbHOCTEN 0 00pa30BaHUIO.




