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I. O61mue cBegenun

JIeATENBHOCT IO AUCTAHIMOHHOMY HH(POPMAIHOHHO-CIIPABOIHOMY 07.010
00CTy)KHBaHUIO QU3NYECKUX M IOPHIMYECKUX JIAIL JIFOOBIX OpraHU3al[MOHHO-
IPaBOBBIX (opM u GopM cOGCTBEHHOCTH

(HauMeHOBaHNE BUA IPOPECCHOHAIBHON NEATEILHOCTH) Kon

OcHOBHad 1eNb BHAA HpO(I)eCCHOHaJIBHOﬁ ACATCIIBHOCTH!

IIpenocrasienne cepBuca AUCTAHIIMOHHON HH(POPMALMOHHO-CIIPABOYHOM MOANEPKKH B COOTBETCTBHH C
HOTPEOHOCTSAMH KJIMEHTOB M CHENU(UKOM opraHu3anun

I'pynna 3ansruit:
1120 PyxoBoaurenu yupexaeHui, 3343 AIMUHHCTpaTHBHBIA U HHOH
OopraHu3aliii ¥ mpeaIpusITHN HCIIOTHUTEIbHBIA
CPETHETEXHUYECKHH NIepCOHAI
4222 Cryxanime KOHTaKTHBIX - -
HH(pOPMAIMOHHBIX IEHTPOB

(xon OK31) (HavMeHOBaHMKE) (xox OK3) (HauMeHOBaHUE)




OTtHeceHue x BHUJaM 3KOHOMHUUYECKOH EeITEIIbHOCTH

63.99 HesTenbHocTh MHGOPMAMOHHEIX CITYXG IIpoYasi, He BKIIOUYCHHAs B APYTHE
TPYNITHPOBKH

82.20 JeATenEHOCTD IEHTPOB 06paboTKH TeNEPOHHBIX BHI30BOB

(xon OKB3I[2) (HaNMeHOBaHNE BH/IA SKOHOMHYECKOM AEATENHHOCTH)
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IIL. XapakTepucTHka 0006UI€HHBIX TPYAOBLIX (PyHKIMI

3.1. O606mennan TpyaoBas GpyHKIHs

O6paboTka obpalleHuii KIMEHTOB TI0
HaumenoBanne | THMCTaHIIMOHHBIM KaHaJIaM Koxn A | YposeHns kpanupuxamuu 3
KOMMYHHKaIIUH
Tlporcxoskerue 3aUMCTBOBAHO U3
06001eHHO# Tpy I0BOIH Opurmnan X
A — OpHWTUHAJIA
Kon opurunana PeructpanmonHsIit
HOMEp
mpodeCCHOHATEHOTO
CTaHZapTa
Bo3moxxHbIE JlucneTyep KOHTAaKTHOrO IEHTpa
HaUMEHOBAaHUS Oneparop KOHTaKTHOTO I[EHTpa
JOJDKHOCTEH, mpodeccuit
TpeboBanus Cpennee obmee oO6pazoBaHHe
00pa3zoBaHUIO U IpodeccuonanpHOE 00yUeHHE — MPOrpaMMbI TPOGECCHOHATBHON
o0y4eHuI0 MOATOTOBKH O AODKHOCTSAM CITY)KAIIHX, IIPOrPaMMBbI IIEPENOATOTOBKH

CJIyXKalluX, NporpaMMBbl ITOBBIIIICHUS KBaJII’I(I)I/IKaIII/II/I CIIy’Kalnux

TpeGoBanus x oneITy -
IPaKTHIECKON paboThl

Ocobrle ycmoBus -
Jorycka K pabore

JIpyTHe XapaKTepUCTHKH | -

I[OHOJIHI/ITCJIBHBIC XapaKTCPUCTUKHU

HanmenoBanme Ko HanmeHoBaHMe 6a30B0 rPyIIIb], JOJDKHOCTH (Ipodeccui) Uiln
JOKYMEHTa A CHEeNHAIBHOCTH
OK3 4222 Ciyxarue KOHTaKTHBIX HH(YOPMALHOHHBIX [IEHTPOB

3.1.1. TpynoBas pyHknus

HNurdopmaniioHHO-CIIpaBOYHAS VpoBeHs (II0AypOBEHb
HanMmeHoBaHHe (bopman P Kon A/01.3 P an ((pngp - ) 3
IOAACPIKKa KIIHCHTOB KBaJIH! A
i 3auMCTBOBAHO M3
IpoucxoxaeHne TpyAOBOH Opurmman X ) i
GbyHKIMH OpHIHHa/Ia
Kon opurunana PerucrpalinOHHBIH
HOMED
mpoeCCHOHAIBLHOTO
CTaHAapTa
pr,HOBLIC O6pa60TKa BXOJAIIMX KOHTAKTOB KJIHEHTOB B COOTBCTCTBHH CO CHCHApHsIMHU
lIeﬁCTBH}I O6CJ'IY)KI/IBaHI/I$I H YCTAaHOBJICHHBEIMH CTaHapTaMU Ka4CCTBa 06CJ'IY)KI/IB3HI/ISI

I[IpemocraBieHne aKkTyaIbHOH MH(GOpMaIMK O 3aMpOCy KIKCHTA IO yJaleHHbIM
KaHaJIaM KOMMYHHKaIHH

Buecenne wuHpopManuu B TporpaMMmbl M 06a3sbl  JIaHHBIX B ONpPEACICHHOM




OpraHu3alueH MopsaKe

Heob6xoauMmere
YMEHHS

Ionb3oBatecs mepcoHaubHBIM KommbiotepoM (IIK) u  ero nepudepuitHbIMH
YCTPOWCTBaMH, OPITEXHHUKOM

Hcnons3osaTh  cnenManM3MpOBAaHHBIE — NPOTPAMMHBIE  HPHIOKEHHS |
MH(OPMAIHOHHO-KOMMYHUKAIIHOHYIO CeTh «IHTEpHET» /IS BHIIOMHEHHS pabodnx
3amaq

Pabotars ¢ 601bIHM MaccHBOM HH(OPMAIMOHHEIX JaHHBIX

BBISBIATE TOTPEGHOCTS KIMEHTA B MOMyYeHHH HHPOPMALMH C IOMOIIBIO Ppa3HBIX
THIIOB BOIPOCOB

BoiOupaTh ONTHMABHBIN aNropuT™ 06CTy)KHBAHHS KJIACHTA

YcraHaBimBath KOMMYHHKAIMIO C KIMGHTAMH OPraHW3ald C  IE/bIo
IIPENIOCTABICHHUS aKTyaIbHOH MH(pOpMAIMK 00IIEro XxapakTepa

Ucnonb3oBaTe TexHNKH AaKTHBHOTI'O CIYIIAaHHWs U BEACHUA aHajIora

PestoMHpOBaTh NOMY4EHHYIO OT KIIMEeHTa HH(POPMAIIHIO

BrocuTs uH(bOpMaIHIO B IporpamMMel M 6asbl JaHHBIX OPraHH3AIHHA

®opMHpoBaTh IHCHMEHHBIE OTBETHI Ha 3aPOCH] KIIHEHTOB

BsaumonecTBOBaTE ¢ KOJUIEraMu s peleHns pabodnx 3amad

Paspemiats KOHQIHKTHBIE CUTYAIIMH IIPH B3aHMO/ICHCTBHH C KIIHCHTAMH

Heo0xoaumeie
3HAHUS

CranzapTel B METOAMYECKHE JOKYMEHTHI OPraHH3allkH B cepe KOMMYHHKAIHH C
KJIMCHTaMH OpraHH3aI[dHi

Ilepeyens ‘¥ meneBhle 3HAYCHHS KIMOYEBRIX MOKaszaTenell 3(p(EKTHBHOCTH,
IPHMEHSEMBIX B OpraHM3alliy U1 OLEHKH COTPYJHHKOB HA WHIMBHIYaILHOM
YPOBHE

WHCcTpyKInu, TponeRypsl U CLieHapu# 00paGOTKH KOHTAKTOB

TpeGoBanus, peAbSBIIEMble K 00pab0oTKE KOHTAKTOB ¢ KIIMEHTAMH

ITopsmok B3aMMOJEHCTBHS MEXIY COTPYJHHKAMH M IOAPA3fIC/iCHUAMH B
OpraHU3aluu

3akoHonaTenbCTBO Poccuiickoit @eepanun 0 NEPCOHATBHBIX JJAHHBIX M B 00J1aCTH
HHGOPMAIHOHHOM 6€30MaCHOCTH

TpeboBanus oxpaHsl Tpya 1 NOXapHOH 6€30MaCHOCTH

IloHsTHs: 0aHKOBCKOM H/HIIH KOMMEPUYECKOH TalHBI

CranapTs!l ohopMIIeHNS JOKYMEHTOB B OPraHH3ali{

ITpaBuiia fen0BOH NEPENIUCKH M MUCHMEHHOTO YTHKETa

OpranusaioHHas CTPYKTypa OpraHH3aluH

ITpaBuiia nenoBoro oOIMEHHS M PEYEBOTO ITHKETA

Hpyrue

XapaKTCPUCTHKH

3.1.2. TpyaoBas pyHknust

IIpentorxxeHne MPOAYKTOB U YCII VposeHs (10xypoBeHb
HavmeHoBanue pei p yeyr Kon A/02.3 p an (qmﬁzp " ) 3
OpraHu3amnuu KBa/Ix 1
auMCTBOBAHO M3
Iponcxoxaenue TpyoBOit Opurvan X 3 : ) )
(byHKIHH OpUrHHamNa
Kopn opurnnana PerucrpanmonHsIit
HOMeEp
npoecCHOHATEHOTO
CTaHIapTa
Tpynossie O6paboTKa BXOAAIMNX M HCXOAAIINX KOHTAKTOB KIIHCHTOB
JeUCTBUA KoHcynpTHpOBaHHE KJIMEHTOB MO BOIpPOCaM IPHOOPETEHHS M HCIOJIb30BaHHS




IIPOAYKTOB M YCIIYT OpraHH3alul

lIpenocrasienre KiMEHTaM HOJHOM JOCTOBepHOM MH(OPMANUM O MPOAYKTAX H
yciyrax opraHu3alii, X TEXHHYECKHX XapaKTEPHCTHKAX

KoncynbTipoBanue kimeHTOB 10 (OpME M CPOKaM OILUIAThbI HPOAYKTOB H YCIYT
KOMIIaHUM

OdopmiieHne 3aKa30B Ha IPHOOPETEHHE NPOAYKTOB U YCIYT OPraHH3aLUH

[Ipeanoxxenne JOMONHUTEIBHBIX TOBAPOB U YCIYT OPraHU3aIHH

ndopmupoBanue KIHEHTOB 060 BCEX H3MEHEHHSX 110 0OPMIICHHOMY 3aKa3y

WudopMupoBanre KIMEHTOB O HOBBIX IPOAYKTaX M YCIyraX OpraHH3alliy,
BO3MOKHOCTH MX IPHOOPETEHHUS

WudopMupoBanye BRIIIECTOSIIETO PYKOBOAMTEIIS O HEMTATHBIX CHTYAIHAX

Heob6xonumeie
YMEHHUs

Hcrnonb30BaTe  OCHOBHBIE IPOTPaMMHBIE [PHIOKEHHS H  HMH(POPMALHOHHO-
KOMMYHHUKAIIHOHHYIO CETh «IHTEpHET» /I BHINOJIHEHHS pabovuX 3a1a4

Paborath ¢ 60/IbIIMM MacCHBOM HHGMOPMAIMOHHBIX JaHHBIX

BesiBnare B (opMHpOBaTh NOTPEOHOCTH KIMEHTOB B NPOAYKTaX H YCIyrax
OpraHu3aluu

IIpencTaBnaTe npoayKThl U YCIYTH OpraHM3alUH, JEMOHCTPHpPYS HX T€XHHYECKHE
XapaKTEPHCTHKH U IPEUMYIIECTBA

O1Bedarh Ha BONPOCH H BO3PaXKEHHS KIHEHTOB IIPH BHIOOPE MMM IIPOAYKTA HIIM
YCIYTH OpraHH3alHi

OdopMiIsTh 3aKa3bl KJIMEHTOB OPraHU3aluN

Omnpenenats BO3MOXHBIE JONOIHHTEIbHBIE 3alIPOCHl IIPH OGpPAIIEHHH KIAEHTA IO
BONIPOCaM MPHOOPETEHHS U HCTIOIB30BAHHUS IPOAYKTOB H YCIIYT OpraHuU3aluH

Hpelmar aTh aJIbTCPHATUBHOC PEIICHHUC 10 3alIPOCy KIIMEHTa

B3auMoie#icTBOBATH ¢ KOJUIETAMH JJIS pellIeHHs] pabodnX 3a1a4

CrnaxuBath KOH(I)JII/IKTHLIG u CJIOXKHBIC CUTyalluu MCXKIIHYHOCTHOTO
B3aUMOJICHCTBHA C KIIHEHTAaMH OpraHu3anuu

ITonn3oBarecs I1K u ero nepudepuitHIME yCTPOHRCTBAMHE, OPITEXHHUKOM

BecTH [JOKyMEHTalMIO H MOJTOTABIMBATH OTYETHOCTH IO OOpaGOTaHHBIM
00palleHHUSIM C ITPEUIOKEHHEM IPOAYKTOB H YCIYT OpraHH3aIMHi KIIHEHTaM

HeobxouMete
3HAHUSA

Crenuanu3upoBaHHOE NPOTPAMMHOE OOecTedeHHe, HCHOoJIB3yeMoe B paboTe Mo
YAAIEHHOMY HH(POPMAIHOHHO-CIIPABOYHOMY O0CITY>KHBAHHIO KJIMEHTOB

CrangapTsl ¥ METOAMYECKHE TOKYMEHTHI OpraHU3aiy B cepe Mpoaax TOBApOB H
YCIIYT OpraHH3aIiu

Texnuueckne XapakTepUCTHKU M CBOWCTBA NPOXYKTOB H YCIYTI OpraHH3alluy,
YCIIOBHS MX IPUOOpETEHAUS

Texnrueckne XxapakTEPUCTUKH U CBOKCTBA MPOIXYKTOB H YCIYT KOHKYPEHTOB

DopMBI 1 cocoObI OILIAThl NPOAYKTOB U YCIIYT OpraHH3aIiH

Ilepeuenr ® 1neneBble 3HAYCHHS KIIOYEBBIX Mokaszareneil 3¢ ¢eKTHBHOCTH,
IIPUMCHAEMBIX B OpraHM3allMd UL ONEHKHM COTPYAHHMKOB HAa HHJIUBHIYaJEHOM
YpOBHE

TexHOJI0THS OTBETOB Ha BOHPOCHI U BO3PAXCHUA KIIMCHTOB

ITpaBuna e10BOro OOIEHHS U PEUYEBOTO ITHKETA

WHcTpyKIMH, npolieyphl U clieHapuH 00pabOTKH 3aKa30B KJIIHEHTOB

TpeboBanus, npeabsBisieMble K 00paboTKe 3aKa30B

3akoHOoxaTenbcTBO Poccuiickoit Menepaliny 0 NEPCOHATBHBIX JAHHBIX A B O0JIACTH
HHGOPMALMOHHOM 6€30MacCHOCTH

TpeOoBanus oxXpaHbl TPYAA M MMOXKAPHOH 6€30MaCHOCTH

IonsTHs 6aHKOBCKOM H/HIIM KOMMEPYECKOH TaiHbI

CranpapTs! 0popMIIEHNS TOKYMEHTOB B OpraHA3ali|

HpaBHJIa JICTIOBOM TICPCNUCKH U ITMCEMCHHOI'O 3THKETA




Tlopsnok B3amMOZeHCTBHS MeXAy COTPYNHMKAMH M NOXDAs[ENCHHSAMH B
OpraHu3alMu

Oprann3annoHHas CTPYKTYpa OpraHU3auy

Hpyrue

XapaKTCPHUCTHKH

3.1.3. Tpyaosas pynxnus

HaumeHoBaHue

Texnuueckas NooACPIKKa KIIUCHTOB
Opranm3anvu KBanHGbHKaIMH

Kox A/03.3 VpoBeHs (TIOXypOBEHS) 3

Ilpowncxoxnenue TpymoBoit

OYHKIHH

3aUMCTBOBAHO U3

Opurmnan X
OpHrHHAIA

Kon opurunana PeructpaoHHbIH
HOMEpP
npodeCCHOHAIBLHOTO
CTaHzapTa

TpynoBbie
JEeUCTBUSA

KoncysbTanus kimenTa 10 ero 0GpauieHuIo 3a TEXHHIECKOH IO IePKKO

OpI‘aHI/I3aIII/I$I IIPpUHATAA PCIICHUSA II0 06paIIIeHHIO KIIMEHTa 34 TEXHHUYECKOU
HO,).U[Cp)KKOﬁ COOTBCTCTBYIOIINM IIOAPA3JICTICHHEM OpPraHU3aliuy

KoHTpob CBOEBpEMEHHOCTH NpPHHSTHS pEWIEHHS IO OOpAaIlEeHHIO KIMEHTa 3a
TEXHUYECKOH IOICPKKOH

®opMHpoBaHHE OTBeTa KIHCHTY O MNPHMHATOM pEIIEHHH M0 OOpalcHHIO 3a
TEXHUYECKOH MOANEepKKOH

Buecenne wnHOpMamuum B mporpaMmbl M Gashl JaHHEIX B OINpElEICHHOM
Opra"u3aumei nopsake

I/IH(l)OpMI/IpOBaHI/IC BBIINECTOAIICTO PYKOBOJIUTEIIA 000 BCEX HEMITATHBIX CUTyallusiaXxX

HeoGxomuMseie
YMEHHUS

ITons3oBatees IIK u ero mepuepuiHBIMH YCTpPOMCTBaMH, OPITEXHHKOH, B TOM
9HCJie HCIOJIB30BaTh OCHOBHEIE IIPOIPaMMHBIE NPHJIOKEHUS M HH(OPMAIMOHHO-
KOMMYHHKAI[HOHHYIO ceTb «MHTepHeT» U1 BRINOJHEHUS pabounX 3a1aq

Pabotars ¢ 601p0IMM MacCHBOM HH(OPMAITMOHHBIX JAHHBIX

OmnpenenaTs NpHYAHEl BOSHHKHOBEHHS TEXHHYECKUX NPOOIEM W YCTPaHATh HX B
TpeOyeMble CPOKH

OmnpenenaTe BO3MOXHBIE JONOJHHUTEIBHBIE 3alPOCH NIPH  OOpPAICHUH KIHEHTA 3a
TEXHUYECKOH NMOATep KON

KoopnuarpoBaTh H COIJIAacOBBIBATH CBOIO paboOTy ¢ Kojuieramu Ipu oOpaboTke
obpalleHus KIHEHTa 3a TEXHHYESCKOH ITOIAEPKKOM

[Tons3oBaThes HHCTPYMEHTAMHA MOHHUTOPHHIa CBOCBPEMCHHOCTH H KadcCTBa
BBEIITOJTHCHHUA 3a/1a4 110 o6pa1ueHmo KJIHEHTA 32 TEXHUUESCKOH HO}I)Iep)KKOﬁ

KoppextupoBaTh cBoM I€HCTBHS B COOTBETCTBHH C YCIIOBHUSMH CHTYAIIHH

Brocute HHGopManuio o6 obpamieHuH KIHEHTa 3a TEXHUYECKOH MOJNEPKKOM H
CTaTyce BBINOJNHEHMS 3ampoca B 6a3y JaHHBIX B ONpEAEIEHHOM OpraHM3alueit
HOPSIIKE

[IpenocraBnaTe kiueHTy HHQOpPMAIMIO O CTAaTyce BHINONHEHHS 3ampoca o
TEXHUYECKOM MOIACPIKKE

Heo6xoauMeie
3HAHUA

Crenuamu3upoBaHHOE MPOrpaMMHOE OO€CIeueHHe, HCIOJIb3yeMoe B paboTe Mo
yJaJICHHOMY MH(OpPMaIMOHHO-CIIPAaBOYHOMY O00CIIY)KHBAHUIO KIHEHTOB

CraHgapThl M MeTOOMYeCKHe MIOKYMEHTHI OpraHusamuu B cdepe 00paboTKu
oOpamieHnii KIIMEHTOB 33 TEXHHYECKOM MOIEPKKOH

WHcTpykuuu, npoumeayphl M CICHapud o0OpabOTKH oOOpallleHHH KJIHEHTOB 3a
TEXHUYECKOM MOACPIKKON




Bo3moxHEbIe TexHHUeCKHE HCHUCTIPaBHOCTH, COOM B paboTe MpOAYKTOB M ycayr
OpraHH3aIuH

MCTOLILI YCTPpaHCHHS TEXHUYECCKUX HETI0NaJ0K ¥ cOO€EB

IIpaBuna nen0Boro oGIieHus H pedeBoro sTHKeTa

TpebGoBanus, npenpasiseMsle K o0paboTke oOpamieHMiT 33 TeXHHYECKOMN
MO AACPKKOH

Ilepevenr ® neneBele 3HAYEHMS KIIOYEBBIX IOKA3aToneH s¢dexTuBHOCTH,

TIPUMCHSEMBIX B OPTaHW3AlMU JUIA OLEHKH COTPYIHHKOB HA HHIHBHLYAIHHOM
YPOBHE

3akoHozaTebcTBO Poccmiickoii Menepamuu o NEPCOHANIBHBIX JAHHBIX U B 00JacTH
MH(OpMAaIMOHHOM Ge30nacHOCTH

TpeGoBanus oxpaHs! Tpyaa u MOXapHOH 6e30MacHOCTH

HoHsTrs 6aHKOBCKOM H/HIIH KOMMEPUECKOH TaifHb!

CranzapTe opopMIIeHHS JOKYMEHTOB B OpraHu3aluy

HpaBI/IJ'Ia JEN0BOM IEPCIHUCKHA U MHCBbMEHHOTO 3THKETA

OprauusanyoHHas CTPYKTypa OpraHH3aiun

Apyrue

XapPaKTCPUCTHKH

3.1.4. Tpynosas ¢pynxnus

HammenoBanme TIpuem u E)erI/ICTpaHI/I}I xanob u Kon A/04.3 VpoBeH: (nozyposer) 3
TIPCTCH3MM KIIMEHTOB OPraHU3aIHH KBRTH(HKAIHH
Ipoucxoxnenue OBOH 3 OB
p ol TpynQ Opursmanr X aHMMCTBOBaHO M3
yHKIIH OpWI'MHAJa
Kog opurunama PeructpanoHHBIH
HOMEp
npodeCCHOHATEHOTO
CTaHIapTa
Tpynosrie O6paboTKa MOCTYNUBIINX JKAT00 U HPETEH3HM KIMECHTOB
JICHCTBUS Perucrpalys NoCTYNMBIIAX K100 M NPETEH3HI KIMEHTOB
Opranu3zanys NpUHATHS PEMICHHS 10 TIPETEH3HOHHOMY OOPALIEHHIO KITHEHTA
KOHTpOJIE CBOEBPEMEHHOCTH NIPHHATHS PELICHHS 110 IIPETEH3HOHHOMY 0OpaLIeHHIO
KJIMEHTa
IlpenocTasnenne oTBeTa KIHEHTY O IPUHATOM PEMICHHH 1O NPETEH3MOHHOMY
o0palleHuIo
Buecenne tpebyemoit mHboOpMamum B mporiecce 0OpabOTKHM IIPETEH3HOHHOIO
obpallieHHs KIIHeHTa
WHdopmMupoBaH#e BIIECTOSIIEr0 PYKOBOIUTEIS 060 BCEX HELITATHBIX CHTYAIHIX
Heob6xoaumeie Hcnonp30BaTh OCHOBHBEIE IPOrpaMMHEBIE IMPHIIOXKEHHS M HHPOPMAIMOHHO-
YMEHHUS KOMMYHHUKAI[HOHHYIO ceTh «MIHTEpHET» U1 BHIIOHEHHS PabovHX 3a1a4

PaboTtaTh ¢ 60IbIIIM MacCHBOM HH(POPMAIIMOHHBIX JaHHBIX

PerucTpupoBaTh NpETEH3MOHHBIE OOpAlIeHUs KIMEHTOB H KOPPEKTHPOBATh HX
CTaTyc

OnpenendTs NpHYMHBI BO3HHKHOBCHHS IIPET€H3Wil M HHPOPMHpPOBATH O HHX
COOTBETCTBYIOIINE MOAPa3AeIeHUs

Bribupath M IPHMEHATH ONTUMAIBHBIE CIOCOOBI pa3spemeHus KOHQIMKTHBIX
cUTyalui

KoopaunuposaTs u coOrnacoBbIBaTh CBOIO paboTy ¢ KojuleraMu IIpd oGpaboTke
IPETEH3NOHHOT0 O0paIlleHHs KJIMEHTa
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OrcnexuBaTh  CBOGBPEMEHHOCTH M KAueCTBO  BBIIONHEHHsS  3a1ad 110
IIPETCH3HOHHOMY OOpAIlICHHIO KIIMEHTa

KOppCKTHpOBaTB CBOH JICHCTBHSA B COOTBETCTBHH C YCJIOBUSIMH CHTYallul

Ilpenocrapnate xiueHTy HHQOPMAIMIO O HPHHATOM pelleHuH IO  ero
IPETEH3UOHHOMY O0paICHHIO

Heo6xonumsie
3HAHUS

CreunamisupoBaHHOE MpOrpaMMHOe OGeCIeYeHwe, HCIOJB3yeMoOe B paboTe 1o
YZaNCHHOMY HH(OPMAITHOHHO-CIIPABOYHOMY 06CITY KUBAHHIO KIIHEHTOB

CraHzapTe! B METOHYECKHE JOKYMEHTHI OPraHU3aLKMK [0 pabote ¢ mpeTeH3UAMHI
KJIMEHTOB

Ilepedens ® 1eneBble 3HAYeHMs KIIOYEBBIX II0KAa3aTeleH 3¢ GEKTHBHOCTH,
TIPHMCHACMBIX B OPraHM3alMM JUIS OUEHKH COTPYIHHKOB Ha HHIMBHIYalbHOM
YpOBHE

AJTOPUTMEI pelieHns KOHQIIMKTHBIX CHTYALMI ¢ KIHEHTaMH

OCHOBHBIE TIONOXEHHS 3aKOHOJATENBHBIX M HOPMATHBHBIX IIPaBOBHIX aKTOB,
PETYIUPYIOINE TNPeAMET JEATENLHOCTH OpraHW3alliM, OCYIIECTBIIIOMEH
AUCTaHIMOHHOC HH(OOPMAIMOHHO-CIPABOYHOE OGC/Iy)KHBAHHE

[TpaBuyia 1€10BOro OOWIEHNS H PEYEBOTO ITHKETA

TpeboBanus, mnpensssiseMble K 0b6paboTke oOpamieHuii 3a TEXHHYECKOM
MOAIEPKKOH

3akoHonaTenscTBO Poccuiickoit Menepanuu o HepCOHATBHBIX JAHHBIX U B 061aCTH
MH(POPMAIMOHHOM G€30I1aCHOCTH

TpeboBanns oxpaHbl TPyIa U MOXKAPHOH G€30IIaCHOCTH

IToHsATHS GAaHKOBCKOMH H/HIIM KOMMEPYECKOH TaltHEI

CranaapTel 0OpMIIECHNS JOKYMEHTOB B OPraHH3allHH

HpaBI/IJIa JEJIOBOM TNICPCIIUCKHA U MUCBbMEHHOI'0 DTUKETA

Opranu3aiyoHHas CTPYKTYpa OpraHH3aliiuy

Apyrue

XapaKTEPHCTHKH

3.2. O6o6mennas TpyaoBas GyHKImIs

obpaboTkmn
Haunmenosanue Kormpors ic a9eCTEa 06pad Kon B | VYposens xBannpukammu 4
o0OpanieHnii KIIMEHTOB
7 3aHMCTBOBAHO M3

HponcxoumeHne 00606meHHoi Oparenan X
TPYROBOH (YHKIMH OpHUTrHHAJIA

Kon opurunana PerucrpanmoHHsIi

HOMep
NpoheCCHOHAIBHOTO
cTaHgapTa

BosmoxHbIe Kontponep kauecTBa 00CTyKUBaHHS
HAaMMEHOBAaHUS Crnenpamct o KOHTPOIIO KadecTBa 00CITy)KHBaHHS

JOJDKHOCTEH, mpodeccuil | DKCIepT N0 KOHTPOIIIO KauecTBa 00CITy KHBAHHUS

TpeboBanus x
00pa3oBaHHIO U
0b6y4eHuo

Cpennee npodeccuoHanbHOE 00pa30BaHUE — IPOrPAMMBI TOATOTOBKH
KBIH(QUIIMPOBAHHBIX pabOYMX, CITYKaIIHX

WA

IIpodeccuonanbHoe 06ydeHre — MPOrpaMMBI TPO(HECCHOHATLHOM
IOATOTOBKH II0 JOJDKHOCTSIM CITY>XAIlUX, IPOTPaMMBbI MTEPENOArOTOBKH
CIIyXallUX, IPOrPaMMbl NOBBIIICHHS KBATH(UKAIIMM CITYXAIIX

TpebGoBaHus K ONMBITY

He meHee mecTu MecsneB B 001acT 06paboTku 0OpallieHuii KJIHEHTOB 10
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NPaKTAYECKOMH pa60TI>I AUCTAaHITMOHHBIM KaHaJIaM KOMMYHHKaITUHA

Oco6ble ycnoBus
JonycKa K pabore

Hpyrue xapakrepucruku | -

JlonosHuTe T HBIE XapaKTepuCTHKH

Haumenosanue Kox HanMenoBaHue 6a30B0# IPYNIILI, AODKHOCTH (mpodeccun) unn
JIOKYMEHTa CIENHATHHOCTH
OK3 3343 AIIMVHHCTpPATHBHBIH U HHOM HUCIIOHATEILHBIA
X CPEAHETEXHUYECKUI ePCOHA
OKCO 2.09.00.00 | MindopMaTHKa H BEYHACINTENBHAS TEXHUKA

5.38.00.00 | DxoHOM¥KA H yIIpaBIeHue

3.2.1. TpynoBas pynxuus

HaumeHoBaHue

OcymecTBneHre MOHMTOPHHTA
00paboTku oOpamieHunii KIHEHTOB

Kon | BoLa | YPomm Gomponcm) |

Ipoucxoxnenue TpynoBoit

byHKIHN

3auMCTBOBaHO U3

Opurmman X
OpHUTrHHAIA

Koz opurunana PerucrpaumonHbIi
HOMEp
npodeccHoHaNLHOTO
CTaHzapTa

Tpynorsie
JcHCTBUS

Bribopka 3anuceii obpaiieHn KIMEHTOB N0 Pa3jHYHBIM KAHATAM KOMMYHHKAIHIA
JUISL OCYIIECTBIIEHUSI MOHUTOPHUHTA

HpOCJIYIIII/IBaHI/IC AHAIOroB MEXNy KIHCHTAMHU H CICHHAIHUCTAMHU IO YAAJICHHOMY
060JI}’)KI/IB3HI/IIO, OCYIICCTBJICHHBIX ITO I'OJIOCOBBIM KaHAJIaM KOMMYHI’IKaHI/Iﬁ

BBMMATKa TEKCTOB COOOMICHMH, BO3HUKAIOMIMX B MPOLECCE IIEPEMHUCKH MEXKIY
KJIMCHTaMH H CICHHATMCTAMHU II0 YAAJICHHOMY OOCITYy)KHBAaHHIO 1O TEKCTOBBIM
KaHaJlaM KOMMYHHKaIui

Habmoznenue 3a NeHCTBUAME CHENUAINCTOB MO JUCTAHIHOHHOMY OOCITY)XHBAHHIO
KJIHEHTOB C IENBIO MPOBEPKA MX COOTBETCTBHS JIOKAIBHBIM HOPMATHBHBIM aKTaM,
perlaMEHTHPYIOIUM ITPaBHIAa OOCTY)KHBAHHS

AHanmu3 JeHCTBHH CIenMamucToB B Imporecce o6paboTku obpaiieHuit ¢ TOYKH
3pCHHA HX COOTBETCTBHS JIOKAJIBHBIM HOPMAaTHUBHBIM aKTaM, PErfaMeHTUPYIOIIHAM
IpaBHIa OOCITy>)KMBaHUS

IlogroroBka mnpeAoKeHUH IO COBEPIIEHCTBOBAHHIO IIpOLECcCa MOHHTOPHHIA
oOpaleHuii KIMEHTOB

Heobxoaumere
YMEHHUSA

HUcnonp3oBath CIICHUAININPOBAHHOC IporpaMMHOC obecrneueHue JUIA
OCYILICCTBJICHUA BBIﬁOpKI'I 3amnucei 06pameHH171 KJINCHTOB H MOHUTOPHUHTI'A

BuIsSBISATS 116715 (11€71M) KIIMEHTA IIPH OCYINECTBICHHH 00paleHus

Onpezensate  HeoOXomuMble JNEHCTBHS CHENHATIHCTa IO JUCTAHIHOHHOMY
00CITYXMBaHHIO [UIS1 YIOBJICTBOPEHHS LieJieii 0OpaleHus KIIMeHTa

Onpeneniats napaMerpsl, 0 KOTOPbIM AODKHA OBITH POBEACHA OLEHKA JEHCTBHIA
COenMaiyucra I0 JUCTAHIHOHHOMY OOCTY)XHBaHHIO B pamkax o6paboTku
oOpauieHus

Omnpenenate TpeOOBaHUS JIOKATFHBIX HOPMATHBHBIX aKTOB M BHEIIHHX
PETYIATOPOB, KOTOPBIE JODKHBI IPHMEHATHCS JJIS OLCHKH JSUCTBUH CIENHATHCTa
10 JUCTAHI[MOHHOMY 0OCIIy)KHBaHHIO B paMKax 0OpallieHus
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Heo6xonumeie
3HAHHA

Merons1 ocymecTBienus BHIGOpKH O6pamenyi i MOHHMTOpPHHTA

CneunammsnpoBanHoe mnporpaMMHOe obecredenne i KOHTpPOJII KadecTBa,
KOTOPOE HCHONB3YETCS B KOHTAKTHOM HH(OPMALHOHHOM IIEHTPe

Cnenpamisuposansoe nporpaMmuoe obecnievenue, KOTOPO€ UCHOJB3YIOT B CBOEH
paboTe crenuanucTHI Mo JAMCTAHUHMOHHOMY OOCITY)XKHBAaHHIO KITHEHTOB

IlepedeHr H ueneBble 3HAYeHHS KIIOYEBRIX MOKa3aTelncH s dexTUBHOCTH,

TIPUMEHACMBIX B OPTaHW3alMM Ul OLEHKH COTPYAHHKOB HA HHIMBHIYAIbHOM
YPOBHE

Wugopmaums o mporykrax u yciayrax opranusammu

TpeGoBanus HAIMOHANBHBIX ¥ MEX/TYHAPOHBIX CTaH/IapTOB B cdepe ympasjIeHAs
KOHTaKTHBIMH UH()OPMAIMOHHEIMH IIEHTPAMHA

OCHOBHBIE TIONIOXKEHHST 3aKOHOJATENBHBIX U HOPMATHBHBEIX IIPaBOBBIX aKTOB
Poccuiickoit @enepanuu B cdepe 3ammuTh npas norpeduTeNnei

Apyrue

XapaKTEPUCTUKHA

3.2.2. TpynoBas ¢pynxuns

HanmMenoBanwe

Ouenka feHCTBHII CHIENMATHCTOB IpU YpoBens (OTypOBEHS)
" Kon B/02.4 4
00paboTke obpalieHHl KIHEHTOB

KBaTA(UKAIMH

ITpoucxoxneHue TpynoBoit

GbyHKIIR

3anMCcTBOBaHO U3
OpHUTHHAJIA

OpuruHan X

Kon opurunana PeructpaumoHHbIH
HOMep
Npo¢ecCHOHATEHOTO
cTaHIapTa

Tpynossie
IefcTBUSA

OI.ICHKa CTCIICHH ITOJTHOTBI M IOCTOBEPHOCTH PCIICHUA BOIPOCa KJIMEHTa

BesiBnenne HecooTBEeTCTBHiT TpeOOBaHUAM, YCTAaHOBICHHBIM  JIOKAJIbHBIMH
HOPMAaTHBHBIMH aKTaMU M BHEIIHUMH PETYJISATOpPaMH (OIIHOOK)

Knaccudukanus BbLIBICHHBIX OMMOOK MO NPH3HAKaM, OIPENCICHHLIM B
JIOKQIbHBIX HOPMATUBHBIX aKTaxX

ITouck nomomauTensHON wmHGOpMaIMU Ui OOOCHOBAHHS OLECHKH CTEICHH
HOJIHOTHI M JOCTOBEPHOCTH PEIIECHHS BOTIPOCa KIIHEHTA

CoBepIIeHCTBOBaHHE METONOB M TpPaBHJ OLEHKH JASHCTBHM CIENHATHCTOB IO
JAUCTAHIMOHHOMY OOCITy’)KHBaHMIO KIHEHTOB IpH 00paboTke obpaieHuil myTeM
y4acTHsl B KAJIMOPOBOYHBIX CECCHIX

HeobxoauMsie
yMeHHS

ITpoBomuTs cpaBHEHHE (HAKTHYECKUX ACHCTBHM CIICHHATHCTA [0 JUCTAHIHOHHOMY
OOCITy’)KUBaHMIO C AEHCTBUAMH, HEOOXOAUMBIMH JUIS YIOBJIETBOPEHMS LICIH
obpalieHus KIHeHTa

HpOBOIIHTI: OIICHKY COOTBCTCTBHA JCUCTBHHA CIICIHAINCTA II0 AUCTAHIITHOHHOMY
OGCJIY)KI/IBaHI/IIO KJIACHTOB TpGGOBaHIrIﬂM JIOKAJIbHBIX HOPMATHBHBIX aKTOB H
BHCIITHUX PCTYJISITOPOB

Haxomute  HeoOxommmyro uHQpopMamuro B  0a3aX  JaHHBIX, 3HAHUI,
COOTBETCTBYIOIIEM NIPOTPaMMHOM 00€eCTIeYeHUI

Knaccupuuuposars ommMOKH CIIENHATHCTOB MO THUCTAHIHOHHOMY OOCIIY)KHBAHHIO
KJIMEHTOB I10 IpHU3HaKaM KPUTHYHOCTH C TOYKH 3PCHHS KIIMECHTOB, OpraHH3allHH H

PETYJIHPYIOIHMX OPraHOB

HeobxoaumMere
3HAHUA

Chnenpanu3HpoBaHHOE MPOrpaMMHOEe OOECHeYEeHHE JUIs KOHTPOJIS KavecTsa,
KOTOPO€ HCNOJIb3YETCS B KOHTAKTHOM HHGOPMAIIHOHHOM LEHTPE

CnenuamusupoBaHHOE MPOrpaMMHOE 00ecCIIedeHHe, KOTOPOE HCIOIB3YIOT B CBOEH
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paboTe cHenmMaaMCTHI 1O JAUCTAHIHOHHOMY OOCIY)XHBAaHHIO KJIMEHTOB B
KOHTAaKTHOM HH(OPMAIHOHHOM IIEHTpe

Ilepeuens w mneneBble 3HAYEHHS KIIOYEBBIX MOKa3aTeleh 3¢ eKTHBHOCTH,
NIPUMCHACMBIX B OPraHW3allid I OLEHKH COTPYJHHKOB HA HMHIHBH/yaIbHOM
YPOBHE

MHdopmanus o mpoAyKTax U ycIyrax OpraHu3amyy

OcHOBHBIE TPeGOBaHMS HAHOHAIBHBIX H MEXAYHApOJHBIX CTaHAApPTOB B cepe
YIPABJICHHS KOHTAKTHBIMHM HH()OPMALHOHHBIMH EHTPAMH

OCHOBHBIC TONOXKEHMS 3aKOHOJATENBHBIX H HOPMATHUBHBIX IIPABOBBIX aKTOB
Poccuiickoit Penepauuu B cdhepe 3ammrsi 1IpaB noTpeduTeNei

Hpyrue

XapaKTEPUCTHUKHU

3.2.3. TpynoBas ¢pynkuus

DopMaTH3aIHs Pe3yIbTATOB
HaumeHoBaHKe | H3MEpEHHS Ka9ecTBa 06PaGOTKH Kox | B/03.4 | YPoBeH® (momyposens)
o0panieHuii KJIMEeHTOB

KBATH(UKAIH

$yHKIn

IpowrcxoxneHue TpyaoBOH

3aMMCTBOBaHO U3

Opururan X
OpHrHHAJA

Kon opurnnana PeructpaunoHHBIi
HOMep
npodecCHOHATBEHOTO
CTaHJapTa

Tpynosbie
eicTBUS

Pacger onenkm kaxaoro obpameHus, KOTopoe GbUIO IOABEPTHYTO MOHHTOPHHTY,
COIIaCHO YCTAHOBJICHHBIM NPaBUIaM ¢ 000CHOBAHMEM OLIEHKHU

Pacyer oneHKM KaXAOT0 CHENHANNCTa 33 OTYETHBIA IIEPHOA HAa OCHOBAHHH
MOHHUTOPHHIA CEpPHH oOpameHuii, 06paboTaHHbIX JaHHBIM CIIELHAIHCTOM

IloaroroBka oTdera 1o pe3yjpTaTaM MOHHUTOPHHIA B COOTBECTCTBHH C Tpe60BaHI/I$IMI/I
BHYTPCHHUX CTAHOAPTOB OpraHM3alliu

q)OpMI/IPOBaHI/Ie pCKOMeHHaIII/Iﬁ IO YIYYIICHHIO JHCTAHIHUOHHOIO 06CJ'IY)KI/IBaHI/I$I
KIMCHTOB AJIs1 CIICTUAJIUCTOB IO PE3YJIbTaTaM MOHUTOPHHTA

IIpenocraBneHne NHCHMEHHOHW OOpaTHON CBSI3M MO pe3y/ibTaTaM MOHHTOPHHIA
CIIENHAINCTAM, OIEHKAa KOTOPBIX IIPOHM3BOINWIACH, M MX HEHNOCPEACTBEHHBIM
PYKOBOJMTEIISIM

IMoaroroBka NpEAIOKEHUM IO COBEPIIEHCTBOBAHHIO OTYETHOCTH KOHTAKTHOIO
HUHGPOPMALHOHHOTO IIEHTPA B OTHOLICHHH KauecTBa 00pabOTKH oOpalieHuii

Heobxoaumeie
yMEHUS

IIpumeHATs ycTaHOBJIEHHBIC HpaBHiIa pacdera OLEHKH Pe3yJbTaTOB MOHHTOPHHIA
obparenuns

BBruCIATE COBOKYIIHYIO OIICHKY KadecTBa oOpaboTKH OOpamieHUil KIHEHTOB s
OTHEIHHOTO CIISIHAIHCTA

(DOpMYJII/IPOBaTB BBIBOJIBI M  PCKOMEHIAIUH HAa OCHOBAaHHUH PE3YJIBTATOB
MOHHUTOpHHIA

Co3pmaBate oOTYET 1O pe3yjibTaTaM MOHHUTOpHHIa KadeCTBa A KaXIoro
CIICIUAINCTA, I'PYHNEI CIICHHATTUCTOB

Heobxonumele
3HAHUSA

CranmapTel OpraHu3alMy, pPErjTaMeHTHPYIOIHE COCTABJIEHHE OTYETOB  IIO
pe3yJIbTaTaM MOHHTOPHUHTA

IIpaBuia onu¢pOBKY pe3yIbTaTOB MOHUTOPHHTA

CneunannanpOBaﬂnoe IIporpaMMHOC obecnieueHue s KOHTPOJIA Ka4€CTBa, KOTOPOS

HCIIOJIb3yeTCS B KOHTAKTHOM HH(OPMALHOHHOM IIEHTPE
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Ilepeues wu meneBble 3HAYEHHS KMOYEBBIX IMOKa3aTeleH 3¢ peKTHBHOCTH,

TNIPAMEHACMBIX B OPraHM3alliM Ul OLEHKH COTPYAHHKOB Ha HHIMBHIYalbHOM
ypOBHe

OCHOBHBIE  TIOJIOXEHHS — METONMYECCKHX  NOKYMEHTOB,  HAlMOHATLHEDX B
MEXIYHAPOIHBIX CTAHAAPTOB B Chepe KOHTPOIIS KAa9eCTBA 0OCITYKHBAHUS KIHEHTOR

Hpyrue

XapaKTePUCTHKH

3.3. O6o6mennas TpynoBas GpyHkus

ITnanupoanue pecypcoB mis
HaumenoBanue p pecyp " Kon C | Yposens kpanmuduxanmu 4

00paboTKH obpalleHnit KIHEHTOB
ITpoucxoxneHre 0606meHHOMN | 3anMCTBOBaHO U3

. OpurmHan
TPYIOBOM QYHKIHMH P X OpHI'HHAJIa
Kon opurnnana Perucrpaumonssrii
HOMeEp
PO eCCHOHANBHOTO
CTaHpapTa

Bo3MorxHBIE IInanApoBIUK pecypcoB
HaHMEHOBaHUS CnenmanucT aHaNH3y | IJIAHKPOBAHMIO pecypcos

JODKHOCTel, podeccuit | MeHerKep 10 IUIaHMPOBAHHIO PECCYPCOB

CnenpamicT 10 MIAHAPOBAHKIO PECYPCOB
Coenmanuct mo MOHHTOPHHTY

TpeboBanus
o6pa3oBaHHIO U

Cpennee npodeccuoransHOe 06pa3oBaHKE — NPOrPaMMBI IOATOTOBKH
KBIHQHIMPOBAHHEIX pabOYHX, CIIyKaIMX

oOyueHuro HITH
IIpodeccronanbsHOE 06yUeHre — MPOrpaMMEl IPO(ECCHOHATBHOM
HNOATOTOBKH I10 JO/DKHOCTSIM CITyXAMIUX, IPOrpaMMBI IIEPEOArOTOBKH
CITy’KalllMX, IPOrpaMMEI ITOBHIICHHS KBATH(PHKAIMHA CIIYKaIIHX
TpeboBaHug K onmeITY He Menee mecTu mecsneB B o6acti 06paboTke 0OpalieHuii KIMEHTOB 10
MIPaKTHYECKOH paboThI JVICTAHIMOHHBIM KaHaJIJaM KOMMYHHKAITHH

Oco0rle ycnoBusg
JI0NycKa K pabote

JIpyrue XapakTepHCTHKH | -

IIOIIOJIHI/ITCJIBHBIC XapaKTCPUCTUKH

HamnmMenoBanue

HanmeHoBanue 6a30B0# rpyniibl, JODKHOCTH (MPOQECCHH) HTH

Kon
JIOKYMEHTAa CIIENNATBHOCTH
OK3 3343 AZMUHUCTPATUBHEIM B HHOM HCIIOJHATEIBHBIH
CPEAHETCXHUYECKHUH ITePCOHAIT
OKCO 2.09.00.00 | MadopmaTHKa 1 BEMUCIHTEIFHAS TEXHAKA

5.38.00.00 | OxoHOMHKA U YIIpaBJIECHHE
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3.3.1. TpynoBas ¢pynxmus

HaumeHoBaHne

I[Iporro3s o6semoB o6pamieHui
KJIMEHTOB M HAJIMYHUS PECYPCOB B Koz C/01.4 Yposetts (noxyposers) 4
KOHTAKTHOM HH(OPMALHOHHOM IIEHTPE

KBamHUKaImy

Ipoucxoxnenue Tpymopoii

byHKIUH

3auMcTBOBaHO W3

Opuruan X OpHTHHAJA

Kon opurnnana Peructparmonnsrit
HOMeEp
MPOGECCHOHATIBEHOTO
CTaHxapTa

TpynoBsie
JIeicTBUS

C6op HeobxXomumoli HHPOpPMANMH 18 aHAIM3a (GaxkTopoB, BIHAIOIMKX Ha
M3MCHCHHE KOJIMIECTBA, CPEIHEr0 BPEMEHHM OOpaGOTKH oOpamieHHi W Hauudms
PECYPCOB B KOHTAKTHOM HH(OPMAIIMOHHOM LEHTPE

Hoaroropka AaHHBIX I aHANTM3a H3MEHEHWH KOJMYECTBA, CPENHETO BpEMEHH
00paGoTKH OOpallleHHHi M HAIHMYHS PECYPCOB B KOHTAKTHOM HHpOpMaHOHHOM
HEHTpe

AHaJIH3 HCTOPHYECKUX IHKIHIECKHX KOJIeOAHHMI KONHUECTBA H CPEIHET0 BPEMEHH
00paGoTku oOpamenuit B KOHTAKTHBIH HHGOPMAIMOHHEIA IEHTP Ha IPOTSKEHHE
roja, Mecsla, HeIEM | JHs

BeiBIICHAC TEHACHIMM YBENMYCHHS WIM CHHXKCHHS KONHYECTBA OOPAIICHHUN
KJIIACHTOB M CPEJHET0 BPEMEHH MX OOpabOTKH B KOHTAKTHOM HHPOPMAIHOHHOM
IEHTpe

PazpaGotka, TecTHpoBaHHE M BHIGOP MaTeMAaTHYECKHMX MOJENeHl IS KOJIHYECTBa,
CPEIHEro BpeMEHM 0o0paboTKh oOpamieHHH W HalWYhs PECYPCOB B KOHTAKTHOM
MH(POPMALIOHHOM IIEHTpE

Pacyer A0IroCpodHBIX M KpPATKOCPOYHBIX IIPOTHO30B KOJIMYECTBA M CPEHETO
BpeMeHH 00paboTku obpaieHnii B KOHTAKTHOM HH)OPMAIHOHHOM IIEHTPE

Ilepepacyer COOTBETCTBYIONMX IPOTHO30B B CIIyYasX MOSBJICHHS IPUYMH PE3KOTO
M3MCHEHUS KOJMYECTBA, CPEAHETO BpEMEHH OOpaleHmii

[IporHo3MpOBaHHE YPOBHS COKpDAlleHMs YeJOBEYECKHX PECYPCOB B  CHIY
HEIUIAHUPYEMBIX (PaKTOPOB

IloaroroBka HpeIUIO)KeHI/Ii;I 110 COBCPIICHCTBOBAHHUIO ITPOLIECCA IPOTHO3UPOBAHUSA

KoncynsTipoBanne COTpYTHHKOB OpraHU3alldK B OTHOLIEHHH BOIIPOCOB, CBA3aHHBIX
C pe3yJbTaTaMH MPOTHO30B

HeoO6xonumeie
YMEHUS

Hcnonb3oBats IIpOrpaMMHOC obecrieucHue s OCYIICCTBJICHUS IIPOrHO3a, pacueTra
H COCTaBJICHUA pacnncaHHi'I

IIpoBoauTs nponeAyphl MOATOTOBKA AaHHBIX AJIS MPOrHO34a, pacueTa H COCTABIICHUS
pacIHucaHui

PaccunTsiBaTh TNapaMETPhI MUKITHYCCKUX Kojiebanuii 00HEKTOB IIPOrHo3a

BbIAB/IATE HAMYHE W PAcCYUTHIBATH ITApaMeTPhl TEHACHIMN M3MEHEHHs O0OBLEKTOB
IPOTHO3HPOBaHUSA

Co3naBarb, TeCTHPOBaTh H OTOHPATh AJIs MCIIONB30BAHUS MAaTEMATHYECKHE MOJEIN
CBA3M MEXIY KOIIMYECTBOM, CPEIHHM BpeMeHeM o0paboTku oOpameHuit B
KOHTAKTHBIH MH)OPMAIMOHHbIH IICHTP U OYAYIMMH IEPHOJAMH

Pa3bACHATL COTpYAHMKAM OpraHH3alluK Pe3yJIbTaThl IPOTHO3UPOBAHHKS

Heobxoaumele
3HAHUA

MeTo 161 TOATOTOBKH JaHHBIX JUISI IDOTHO3a, pacucTa H COCTaBJICHHUA pacnncaHHi‘I

IIporpamMmHOe obecrieueHne JIs IPOTHO3a, pacieTa i COCTAaBJICHHs PaCIIHCaHHi

MaremaTudeckue METOZEI ITPOTrHO3a, pacucTa H COCTaBJICHUS pacnncalmﬁ

Merop1 TECTUPOBAHUA MAaTCMaTHYCCKUX Mozene IIpOrHo3a, pacda€ra H
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COCTAaBIICHMS  pPACHHCAHHH  MCNOJIB30BAHHS  PECYPCOB B KOHTAKTHOM
HH(OPMAIIMOHHOM LIEHTpE

Ilepeyens ¥ 1eneBble 3HAYEHWS KIIOYEBBIX IOKA3ATENCH 3} HEeKTHBHOCTH,
IPUMEHAEMBIX B OpPTaHH3alMM JJisi ONEHKH COTPYJHHMKOB Ha WHIMBHIYaIbHOM
YPOBHE

HanponanbHble ¥ MeXIyHapoAHBIE CTAaHIAPTHl YIPAaBICHHUS KOHTAKTHBIME
MH(pOPMAIHOHHEIMH LIEHTPaMH

Hpyrue

XapaKTEPUCTHKH

3.3.2. Tpynosas gpynxuns

Hanmenosauue

PacyeTr He0OX0MHUMOrO KONH9ecTBa
pecypcoB s 06paboTku obparenuii

Kon | Cjo.4 | YPosems (tomposem) |

IMpoucxoxaenue Tpyaosoi

yHKIIH

3anMCTBOBaHO U3

Opurmnan X
OpUruHaIa

Koz opurnnana PerucrpanyoHHBIiH
HOMeEp
1podecCHOHATEHOTO
CTaHJapTa

Tpynossie
JIEACTBHS

COop u anamms HeobXxoaumol HEGOpPMaNEK A1 pacyeTa MOTPEOHOCTH B pecypcax
11 06paboTku obparenuii

Pacyer He0OX0 MO MONHOCTH CHCTEM CaMOOGCITyKHBAHKS KIMEHTOB

Pacuer moTpeGHOCTH B CHENHATHCTaX [0 AHCTAHIHOHHOMY OOCIyKHBAaHHIO
KJIMCHTOB B IITATE HA IIEPHOJ JOJITOCPOYHOTO NPOTHO3a

Pacuer noTpeOHOCTH B cCHENHATHCTaX M0 JUCTAHIHOHHOMY OOGCIYKHBAHHUIO
KIHCHTOB B JIMHUHM Ha Ka)XIbIA MHTEPBAJ BHYTPHU CYTOK HA MEPHOJ KPAaTKOCPOUHOIO
IIPOTHO3a

Ilepepacuer pecypcoB B cCiy4asx IOSBICHHA IPHYHH PE3KOT0 H3MEHEHHS
KOJINYECTBA, CPEAHETO BpeMEHH 00panieHu

Onenka BIUSHUS H3MEHEHHUH B KOJIHYECTBE PECYPCOB Ha Pe3yJIbTATHI (TIOKA3aTENH)
paboThl KOHTAKTHOTO HH(OPMAIIMOHHOTO IIEHTpPA

Pa3paboTka MpeAnoKeHui 10 COBEPIIEHCTBOBAHUIO IPOIIecca PacueTa pecypcoB

KoHcynpTpoBaHue COTPYAHHKOB OpraHM3alldid [0 BOIPOCaM, CBS3aHHBIM C
IOTPEOHOCTBIO B pecypcax [uist 00paboTKH oOpaleHuit

HeoOxonnMmeie
YMEHHUS

Hcnonb30BaTh NporpaMMHOE 0O€CIIeUeHHE I OCYIIECTBICHUS MPOTHO3UPOBAHMS,
IUIaHHPOBAHUS M pacieTa pecypcoB

ITpoBoauTe npoLexypsl NOATOTOBKH JAHHBIX AJIS MPOTHO3UPOBAHHUS, IUNIAHHPOBAHUS
M pacyera pecypcoB ((popMaTHpoBaHHE, CTPYKTypHpOBaHHE, 3arpy3ka B
[IPOrpaMMHOE 00ECIICYCHHE, OUHCTKA OT BRIOPOCOB, MAPKHPOBKA)

IIpoBouTe pacuyer mMOTPeOHOCTH B pecypcax Ha OCHOBaHMM HCXOIHBIX JAHHBIX IIO
IPOTHO3Y KOJIMYECTBA, CPEAHET0 BpeMEHH o00paboTkH oOpallleHuld, ypOBHEH
COKpAIIEHHUs PECYPCOB M LEJIEBHIM 3HAYCHUSIM CKOPOCTH OOCITY)KUBAHUS KIUEHTOB

[IpoBomuTe pacyeT 3aBHCHMOCTEH pe3ynbTaToB (HOKasaTeleii) KOHTaKTHOTO
HHGOPMALMOHHOTO IIEHTpa OT KOJMYECTBA 3aIVIAHMPOBAHHBIX COTPYIHHKOB (KakK B
1ITaTe, TaK M B JHHUM) U1 00pabOTKH 0OpaIeHui

Pa3psacHATh COTpYAHMKAM OpraHHM3allid BOMPOCHL, CBS3aHHBIE C pe3yNbTaTaMH
PacyeToB PECYpCoB

HeobOxoamuMeie
3HAHUSA

MCTOJ.[I)I IIOATOTOBKH NAHHBIX /UIA IIPOTrHO3a, pacdeTa U COCTABJICHHS paCIII/IC&HI/Iﬁ
HCIIOJIb30BAaHHUS PECYPCOB B KOHTAKTHOM I/IH(I)OpMaLIPIOHHOM HOEHTPE
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IIporpammuoe obecredeHHe Ui pacdeToB, MPOrHO3HUPOBAHHS W COCTABJICHHS
pacIHCcaHNi UCIONB30BAHMS PECYPCOB B KOHTAKTHOM HH(OPMAIIMOHHOM IIEHTPE

Maremaraueckue MCTOAB! MIPOTHO3UPOBAHMUA, pacueTa U COCTABJICHUA pacnncaHm‘fI
HCIIOJIB30BAHHUA PECYPCOB B KOHTAKTHOM I/IH(i)OpMa].[I/IOHHOM HOCHTPE

Merozsl TecTHpOBaHHS MaTEMATHYECKHX MOZENEH IPOTHO3MPOBAHHS, pacuyeTa W
COCTAaBJIICHHUS  pAaCHMCaHHA  WCIONB30BaHMS  pPECYpPCOB B KOHTAKTHOM
HH(POPMALIOHHOM IICHTPE

Ilepeyens ¥ meneBble 3HAYEHHS KIMOYEBHIX II0KasaTened 3(h(heKTHBHOCTH,
NPUMEHIEMBIX B OpPraHM3alMd Ui OLEHKH COTPYAHMKOB Ha HHAUBHIYATHHOM
ypOBHE

OCHOBHEIE Tpe60BaHI/I}I HallMOHAJIBHBIX H MEXIYHApOAHBEIX CTaHAAPTOB B cq)epe
YIIpaBJICHUSA KOHTaAaKTHHIMHA I/IH(l)OpMaI.II/IOHHLIMPI ONCHTpaMHu

Hpyrue

XapaKTePHCTHKH

3.3.3. TpyaoBas pyHxkuus

Pa3pabotka pacnucanuii paboTsI
HaumeHnoBanue | CIIEIIMANNCTOB IO OGCIYKHBAHHIO Kox
KJIHEHTOB

VpoBeHb (TOXYPOBEHE)
C/03.4 KBaTA(pHKAIIHH 4

[MporcxoxaeHne TpyROBOM

3arMCTBOBAHO U3

(ysxIpHn Opurmnan X OpUrHHaIa
Kox opurunana PeructpanmoHHbIi
HOMED
npohecCHOHAIBEHOTO
cTaHIapTa
Tpynossie C6op u anamu3 uHpOpMaImy 171 pa3paboTKy rpagukoB paboOTEI CHELHATHCTOB 10
JEeHCTBHSA JUCTaHLIHOHHOMY O0OCITY)KHBaHHIO KITHEHTOB
Pa3zpaboTka Habopa BapuaHTOB pabounmx TIpaguKoOB MAIA CIEHHAIMCTOB IIO
JUCTAHIMOHHOMY OOCIY)XMBAHHIO KJIIMCHTOB B COOTBETCTBHH C TpEOOBaHHAMH
TPYAOBOTO 3aKOHOJAAaTebcTBa Poccuiickod @enepamyiy ¥ yCIOBUSIMH KOHTPaKTOB
PaspaboTka rpadukoB pabOTHl CHEMUATIMCTOB IO THUCTAHIHOHHOMY OOCITYKHBAHHIO
KJIMEHTOB
Pa3paboTka rpaduka IIaHUPYEMbIX OTIYCKOB CIICHHAIMCTOB IO JHCTAHIHOHHOMY
00CTyXMBaHHIO KIHMEHTOB
OnTtumuzanus rpa¢pukoB paboTel H rpadUKOB OTIYCKOB B COOTBETCTBHH C
NOTPEOHOCTSAMH KIMEHTOB, OpraHU3alluy ¥ COTPYIHUKOB
IpemocTaBienue s O3HAKOMIIEHHS TpadMkoB pabOTBI M TPadUKOB OTIyCKOB
CHEIHAIACTAM T0 AUCTAHIMOHHOMY OOCITY)KMBAaHUIO KIIMEHTOB
BHeceHne n3MeHeHni B pacUcaHus U rpaduKy OTIYCKOB
Heob6xonxMbie Hcnons30BaTh nMporpaMMHOE 00€CTICYeHHE U OCYIIECTBIICHHS NPOrHO3a, pacyera
YMEHHUS ¥ cocTaBlieHUs IpadhuKoB paboThI
[TpoBoauTs MpoLeaypsl MOATOTOBKH JAaHHBIX AJISA IPOTHO3a, pacueTa U COCTABICHMS
rpa¢uKoB paboTsl
AnanTHpoBaTh ¥ IPUMEHATh MAaTeMaTH4YeCKHE MOACTH ONTHMH3AIMH  JUIA
pa3paboTku rpaduKoB paboThl U rpaKOB OTIIYCKOB
IIpencraBnars rpaduku paGoTHI COTPYAHUKOB B BUE U hopmaTe, HEOOXOUMOM I
O3HAKOMJICHHUS
Heobxoavumbie MeToasl MOATOTOBKM JAHHBIX IJIs IPOTHO3a, pacyeTa M COCTABICHHA TpadHKoB
3HaHUA paboThl
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IIporpammuoe obecreuenne ans mporuosa, pacdera W COCTaBICHUS rpaduKoB
paboThI

MareMaTHyeckue MCTOBI IPOrHO3a, pacyeTa ¥ COCTaBIICHUA I'pa(bI/IKOB paﬁon

Metomel  TecTupoBaHHMs MaTeMaTHuecKHX  Mojeiei IPOTHO3a, pacyera u
COCTaBJIeHHs TpaQUKOB paGOTHI COTPYTHHKOB B KOHTAKTHOM HMH(POPMAIHOHHOM
LEHTpe

TpeGoBanus TpymOBOro 3aKOHOZATENHCTBA POCCHIICKO Qenepanun B OTHOIICHUH
HOpM pab04ero BpeMeHH, IPadUKoB paGOTH! COTPYAHAKOB

llepeueHb M IeneBble 3HAYEHHS KIIOYEBHIX IOKA3aTelieil sdpdexTrBHOCTH,
TIPUMEHACMBIX B OPTaHU3allMM UL OLEHKH COTPYIHHKOB Ha MHIMBHIyaIbHOM
YPOBHE

OcHoBHBIE TPeGOBAHMS HALMOHATBHEIX M MEXIyHAPO/HEIX CTaHJapTOB B cdepe
YIPABICHAS KOHTAKTHBIMH HH(OPMALMOHHBIMY LEHTPAMH

HApyrue

XapPaKTCPUCTUKH

3.4. O6o6mennasn Tpynosas GpyHKmus

VIpaBneHue AeaTeNbHOCTRIO 0
JUCTaHIIMOHHOMY HH(OpPMAaIIHOHHO-

HanmeroBanne | cipaBOYHOMY 00CITyXUBaHHIO Ha Kon D | Vposens kBanudukamm 5

YPOBHE CTPYKTYPHBIX MTOJpa3Ac/ICHUN 1
TPYII CHEIHAIHCTOB

Ipoucxoxaenue 0606meHHOM 3auMCTBOBaHO M3
L OpurmHan X
TPyAOBOH QyHKIMH OpHTHHAJA
Kon opurunana PerucTpanmoHHbIi
HOMED
MpoheCCHOHATBHOTO
cTaHaapra
BosmoxHsIe Menemxep
HauMEHOBAHHSA Cymepaaiizep

JOJDKHOCTEH, podeccuii | PykoBoMTENb CTPYKTYPHOTO IOApPa3AeIeHUS

TpeboBanus x
00pa3zoBaHUIO U

Cpennee npodeccuoHanbHOE 00pa3oBaHUE — IMPOrPaMMBI IIOTOTOBKH
CHEIUATICTOB CPE/THETO 3BEHA

0o0y4yeHuo
TpeboBanus k onbITy He MeHee mecTu MecsIieB B 00JIacTH H3MEPEHHS KadyecTBa 06paboTKu
IPAKTHYECKOH pabOTHI o0OpallieHuii KIMEHTOB H/WITH IIAaHUPOBAHHS PECYPCOB I 06pabOTKH

oOpallleHH} KIMEHTOB HJIH HE MEHee IBCHAAIIATH MECAIIEB B 06JIaCTH
00paboTky obpalieHnii KIHEHTOB N0 yIaJeHHbIM KaHaJaM KOMMYHHUKAIUH

Ocobsie ycrmoBus
JI0IIyCKa K pabote

Hpyrue XxapakTepucTuKa | -

I[OHOJIHI/ITGJ'II:HLIC XapaKTCPUCTHKH

HanmenoBanue Ko HaumenoBanue 6a30B0ii rpynmsl, JOJDKHOCTH (Ipodeccrn)
JOKyMeHTa A WY CHeIHATBHOCTH
OK3 3343 AJIMHHHMCTPATHBHBIN U HHOH HCIIOJIHUTEIEHBIH

CpCﬂHeTCXHH‘leCKI/lﬁ II€pcoHA
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OKCO

2.09.02.00 MugopMaThKa 0 BEIYUCIMTEIBHAS TEXHAKA

5.38.02.00 OKOHOMHKA ¥ YIIpaBJICHHAE

3.4.1. Tpynosas pyunxnus

OmnepatuBHOE yrpasienue rpymmamMmu

HaunmenoBanue

CIICHATUCTOB, YYaCTBYIOIIUMH B
AUCTAHITHOHHOM I/IH(I)OpMaJII/IOHHO-
CIIPABOYHOM O6CJI}’)I(I/IBaHI/II/I

IpoxcxoxneHue TpyIoBOH

(byHKUIHH

Kong,

D/01.5

Yposens (moxgyposens) 5
KBanupukanmu

3anMCTBOBaHO U3

Opurunan X
OpHUIrHHaIa

Kon opurunana Peructpaunonusiii
HOMep
podeCCHOHANBEHOTO
cTaHAapTa

Tpynoseie
JEeACTBUSA

ITocraHoBKa  eXeNHEBHBIX  3aad COTpyAHUKaM, O00O3HAYEeHHE IIJIAHOBBIX
noKasareei

IIporenenne cobpanmii u HHGOPMHPOBaHME OIEPaTOPOB 06 H3MEHEHHAX, HOBBHIX
MIPOEKTAX M MOPYYECHUSIX PYKOBOJICTBA

CocraBrnenne 1 KOPPEKTHPOBKA PACIIMCAHHS [EPEPEIBOB B PaGOTe CIELHATUCTOB O
MH(pOPMALIHOHHO-CIIPABOYHOMY O0CIIyKHBAHHUIO KIIHEHTOB BHYTPH CMEHEI

IIpexocTasieHue coTpyTHHKAM Bcell HeOOXOMMMOiA IS BHIOTHERHS pabounX 3aqaq
MHQOPMAINH U APYTHX PECYPCOB

MonutoprHr 06HOBIEHNS HHGOPMALMHU ¥ JOBENCHHE [0 JIHHEHHBIX CIICIHAINCTOB
HH(OpMAIIHH 110 00CITYKUBAHUIO

Benenre ydera CHenHaNUCTOB IO HHPOPMALMOHHO-CIPABOYHOMY OOCITYXHBAHHIO
Ha CMEHe

C6op oOpaTHOM CBS3H OT CHCHHATACTOB IO HMH(POPMALHOHHO-CIIPABOYHOMY
006CITy)XKHBAHAIO KOHTAKTHOTO MH(GOPMAIIMOHHOTO IIEHTpPa

VYIpaBjieHHe 3arpy’KEHHOCTBIO CHEIUAIMCTOB IO HH(POPMAIMOHHO-CIIPABOYHOMY
00CITy’)KHBaHUIO

Beznenue craTucTuky KIFOYEBBIX NOKazaTeleil pabOTHI IPYIIBI CHENHAINCTOB IO
HH(OPMAIHOHHO-CIIPABOYHOMY OGCITY>KMBAHHIO

HeobxoauMeie
YMEHUS

BBICTpaI/IBaTB KOMMYHHUKAIIAK® C HUCIIOJIHHUTEISIMH B IIPOIECCE MOCTAHOBKH 3a1a4 U
KOHTPOJIS HCIIOJTHCHHUA

CocTaBaATh ONTHMAIBHOE pACHHMCaHHE IEPEPHIBOB B paboTe CHENHAIHCTOB II0
HH(OPMAIMOHHO-CIIPABOYHOMY 00CITy)KHBAHHUIO

PacnpenienaTe Harpy3ky Ha CIENHAINCTOB IO HH(POPMAIMOHHO-CIPABOYHOMY
00CTyKHBAHHIO

@®opMUpPOBaTE OTYETHOCTh H MPEIOKEHHS PYKOBOJUTEIIO II0 HMTOraM cOopa
CTaTHCTHUKH

KOOpHHHHpOBaTB A COriaCoBbIBATH CBOIO pa60Ty C KOJUICTaMH IIpH pCalru3allii
COBMCCTHBIX 3aaa4

KoppekTrpoBaTh CBOM IEHCTBHS B COOTBETCTBHH C CHTYAIHEH

HeobGxonuMeie
3HaHUS

IlepeueHp H 1eNeBble 3HAYEHHS KIIOYEBBIX IOKaszateled 3¢QexTuBHOCTH,
IPUMEHSEMBIX B OPraHU3aIMH JUISl OLIEHKH PabOTRI TPy COTPY/IHHKOB

OcHoBHBIE NOKa3aTend B paboTe TPYNNBI CHENHAIMCTOB 110 HH()OPMAIIMOHHO-
CIIPaBOYHOMY OOCITY>KHMBAHHIO KOHTAKTHOTO HH(POPMAIOHHOTO IIEHTPA

JIO/IXHOCTHBIE OOS3aHHOCTH CHEIHAIUCTOB [0 HH(POPMAIMOHHO-CIIPABOYHOMY
00CITy)KHBaHHIO KOHTAKTHOTO HH)OPMAIIMOHHOTO IEHTPA M UX KOMIIETEHIMH
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BHuyTpennue pernaveHTs! B HpoweTyphl OpraHH3alMH pabOTEl CHEHHATMCIOB [0
HH(pOPMALIMOHHO-CIIPABOYHOMY OOCITY)KHBAHHIO KOHTAKTHOTO HH(POPMAIHOHHOTO
HEeHTpa

OcHoBbl mpomecca (GOPMHpOBaHHS pacmEcaHHA © nepepslBOB B pabote
CICHAIKCTOB N0 HH(YOPMAIMOHHO-CIPABOYHOMY OOCITY)KMBAHHIO KOHTAKTHOTO
MH(OPMAIOHHOIO IIEHTPA

Metonst u uHCTpyMeHTEI ananusza HHGOPMALMHE M CHOCOGHI cbopa CTaTHUCTKH IO
paboTe crmenHatHCcTOB 1O MH(OPMAIHOHHO-CIIPABOYHOMY  OGCITY)KHBAHHIO
KOHTAKTHOTO MH(OPMAIMOHHOTO IIEHTPA

Meroauku pacnpenenenuss HarpysKkd —CHENHATHCTOB IO HHPOPMALMOHHO-
CIIPaBOYHOMY O0CITy)KMBAHHIO KOHTAKTHOTO HH(POPMALHOHHOIO LIEHTpa

TpeGoBanus oXpaHb! TPyAa U MOKAPHOM Ge30MaCHOCTH

CrannapTer 0pOopMIIeHHSs JOKYMEHTOB B OpraHH3aLUHA

CrannapTel noBeneHNs, PABHIA AENOBOTO OGIIEHHS, PEY4EBOrO ITHKETA, [IPUHSATHIE
B OpTraHU3aIluH

Hpyrue

XapaKTEePHUCTHKH

3.4.2. Tpynosas dpynxuns

HammenoBaume

KoHTpomns paboTs! rpynmn
CIIEI{HATHCTOB, COOTBETCTBHSA
JEHCTBUHN CIIENHATHCTOB Kox D/02.5 VpoBeHs (MOAYPOBEHE) 5
YCTaHOBJICHHBIM MIPOLIECCAM H KBaNH(HKALMY
JOCTIDKECHHS [TOKa3aTeiei
JEATETILHOCTH

ITpoucxoxnenne Tpya0BOM

(byHKIMH

3anMCTBOBaHO U3
OpHMIUHaJIa

OpuruHan X

Kon opurunana PerucrpanmoHHbI#
HOMEp
1po¢eccHOHaIEHOTO
CTaHZapTa

TpyznoBbie
JelCcTBUS

KoHTpomb HyHKTYaqbHOCTH M JUCHHILUIAHBI CHEHUATHCTOB IO HH()OPMAIHOHHO-
CIIPAaBOYHOMY O0CITY>KMBAHMIO KOHTAKTHOTO HH()OPMAIIMOHHOTO LIEHTPA

KoHTpons [OCTHXEHHS IUIAHOBBIX T[IOKasaTelied TIPYNNON CIENHAIKCTOB 110
MH()OPMALIMOHHO-CIIPABOYHOMY OOCITYKMBAHHIO KOHTAKTHOTO HH(OPMAIIMOHHOTO

IIeHTpa

3amyck aBapHHHBIX CIIEHapHeB pabOTHI IPYIII CIEMHAATHCTOB O HHHOPMAIIMOHHO-
CIPaBOYHOMY OOCITY)XMBAHHIO KOHTAKTHOTO HHGOOPMALMIOHHOTO EHTpa

KonTpoms  craryca  BHINONHEHHS ~ 3afaHHii  PYKOBOACTBA  KOHTAKTHOTO
HMH(OPMAITMOHHOTO IIEHTpa

IlpenocraBienne  pyKOBOACTBY  KOHTAaKTHOTO  HH(GOPMAIIMOHHOTO  HEHTpa
HH(OpPMaIHH O CTaTyce BHIIOJHEHUS 3a1a4

IIpenocTaBieHue pyKOBOACTBY PEKOMEHIAIMH M NPEIJIONKEHHH [0 ONTHMH3AIMU
paGoThl IPYNIBI CHEMUATUCTOB 110 HHPOPMAIHOHHO-CIIPABOYHOMY O0OCITY>KHBAHHUIO
KOHTAKTHOr0 MH)OPMAIMOHHOTO IIEHTpa

Heobxoaumeie
YMEHHUS

OtcnexuBaTh CBOEBPEMEHHOCTh M KAUeCTBO BBIIOJIHEHHS 3a1a4 C IPUMEHCHHEM
pa3IUYHBIX (OPM KOHTPOJISA

AHanu3upoBaTh TEKYNIYI0 CUTYAlUI0O M NPHHUMATH PEHICHHUS I OOCCIICUCHHS
TpeOyeMoro ypoBHS MoKa3aTelieil KOHTAKTHOTO HHGOPMAIIMOHHOTO IIEHTpa
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Opranu30BHIBATE MEPONPHSATHS /IS TIOBBITICHHS Pe3yNBTaTUBHOCTH PabOTHI IPYIIIBI
CHCIHAIIACTOB 110 HH(OPMAIMOHHO-CIPABOYHOMY OGCIIYXHBAHHIO KOHTAKTHOTO
MH(OPMAIHOHHOTO IIEHTpa

AJZlanTHpOBATh M NPUMEHSTH JIYUIIMe IPAKTUKH KOHTAKTHOIO HH()OPMAHOHHOTO
LEHTpa IS JOCTHXKEHUSI OCTABJIEHHBIX LeJTel

Koopnunuposats u cornmacoBsBaTh cBOIO paboTy ¢ KoJuleramMu IIpH peatH3aidu
COBMECTHEIX 3aja4

IIpoBo/MTL  MHCTPYKTaX  COTPYAHHKOB A peaM3alul  MEPOIPUSTHIA,
HarpasJICHHBIX Ha IOJJIEPXKaHHE WIH 00eCIeYeHHe IUTAHOBEIX [IOKa3aTeieit

BBICTpaI/IBaTB KOMMYHHKAIUIO C COTPYOHHKAMH B IIPOLIECCE NMOCTAaHOBKH 3anad u
KOHTPOJISL HCIIOJTHEHUSA

Heob6xoaumere
3HAHUSA

Mertoae! v MHCTPYMEHTH! aHANM3a HEGOPMALHH, CTIOCOBHI 06paboTKH JaHHBIX

Ilepedenr W meneBble 3HAYEHWS KIOYEBBIX MOKA3aTENICH s dexTuBHOCTH,
TPUMEHSCMBIX B OPraHU3aluK /Ul OUEHKH pabOTHI [P COTPYIHHKOB

OCHOBHBIE OKa3aTe1H, BIMSIONIHE HA HATPY3KY COTPYAHHKOB

Pernamentsl M 1mpoumeaypsl oOpraHM3anMM, MO3BOJISIONIHE KOPPEKTHPOBATh H
ONTHMH3UPOBATE rpaduK paboThI COTPYAHUKOB

OcHOBHBIE ~ 00OS3aHHOCTH  CIIEUATHCTOB 110 HHPOPMAIIMOHHO-CIPABOYHOMY
00CITy)KMBAHHIO KOHTAKTHOTO MH(OPMAIMOHHOTO NEHTPa X X KOMIETEHITHH

MeTtozbl ¥ HHCTpYMEHTHI aHaTM3a HHGOPMAIMHE M CIOCOGHI cbopa CTaTHCTKH IO
pabore  cCrenMamMCTOB 10  HH(OPMANMOHHO-CIPABOYHOMY  OGCIYXHBAHHMIO
KOHTaKTHOT'O MH(OPMAIMOHHOTO HEHTpPA

Metoaukn pacupesiefieHHs HAarpy3KH CHEUHATACTOB 110  HMH(pOPMAHOHHO-
CHPaBOYHOMY 00CITY)KMBAHHIO KOHTAKTHOTO HH(OPMAMOHHOTO IEHTpA

TpeboBanus oxpaHbI Tpyia B MOXKApHOM 6€30MACHOCTH

CranzapTsl oopMIIeHHS TOKYMEHTOB B OPraHA3alHN

Apyrue
XapaKTEPUCTUKHN

3.4.3. TpynoBasi pysHknust

HammveHnoBanue

O6y4eHue ¥ MOTHBAIIMS

CHELMAITUCTOB, YYACTBYIOIIMX B
IHCTAaHIHOHHOM HHGbOPMAIIHOHHO- kBanupuKanun
CIIPAaBOYHOM OOCITY)KHBaHHUHU

Kon D/03.5 VposeHs (T1oxypoBeHSD) 5

IMponcxoxgenue TpyR0BoOi

X 3auMCTBOBAHO U3

(byHKIHH Opurusan OpHrHHaIA
Koz opurnnana PervcTpanuoHHBIH
HOMEp
Npo¢eCCUHOHATLHOTO
CTaHAapTa
pr,Z[OBBIe (I)OpMI/IPOBaHI/Ie Tpe60BaHHﬁ K KaHJuJgarTaM Ha JJOJDKHOCTh CICIHAIIACTa II0
JEHCTBHS HH()OPMAIMOHHO-CIPAaBOYHOMY OOCIIy)KHBAaHHIO KOHTAKTHOTO HH()OPMAIHOHHOTO

HEeHTpa

Oprasmzanus mpormecca HACTABHHYECTBA B TPYNNE  CHELHHAIMCTOB  II0
HH(POPMAIIMOHHO-CIIPABOYHOMY OOCITY)KMBAHHIO KOHTAKTHOIO HH(POPMALHOHHOTO

LEHTpa

Ilposenenue paboTel ¢ COTPYOHHKaMH B CIOydYasx OTKIOHEHHS OCHOBHBIX
1I0KasaTelie uX paboTHI OT YCTaHOBJICHHBIX 3HAYCHUM

CocraBnenne HHIUBUAYAJIBHBIX IJIAHOB HpO(l)CCCI/IOHaJILHOF 0 Pa3BUTHUSA
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CHEIHAIMCTOB 110 HH(OPMAIIMOHHO-CIPABOYHOMY OOCTY)KHBAHUIO KOHTAKTHOTO
HH(OPMAIIHOHHOTO [IEHTPa

Hosenenwe 10 pykoBomuTens rpymmsl HHGOPMAMH O CHCTEMATHYECKOM
HEBBINIOIHEHWH COTPYAHUKOM IUIAHOBBIX MOKa3aTeseii

O3zHakOMJICHHE JHHEHHBIX COTPYAHHKOB TPYNIbl ¢ M3MEHCHUSMH B COAEPXKAaHUH
€IHHOM 0a3bl 3HAHME

HpOBeI[CHI/Ie pa60TLI 0 00JIErYeHUIO aJiariTaiiid HOBOro COTpyaAHHKA

Ipoenenue ouernku >pdeKTHBHOCTH PaGOTHI HACTABHMKA IO OKOHYAHHH IIEPHOAR
CTOXHPOBKH

OpraHmaunﬂ HWTOTOBOI OI[EHKH CTaXxepa 110 OKOHYaHHWH UCIIBITATCIIFHOTO CpoKa

DopmMHEpOBaHHE 3anpoca Ha OOYdYeHHE CHENMATMCTOB [0 HHMOPMAIMOHHO-
CIIPaBOYHOMY OOCIYXXHBAHHIO KOHTAaKTHOTO HH(OPMANMOHHOTO IIEHTpa  IIPH
BHEJIPCHUHU W3MEHEHUH, MOSBICHHH HOBBIX IPOJYKTOB M YCIYT B OPTaHH3AIUH

Opranusanus o6ydJalomuX X Pa3BUBAOIMX MEPONPHSITHH U CIELMATHCTOB IO
MHQOPMALMOHHO-CIPABOYHOMY OOCIY)KHBAHHIO KOHTAaKTHOrO HH(OPMALHOHHOTO
IIEHTpa

IIpoBesienre KOppeKTHPYIOMMX 00yYaromux AeHCTBHH Ha pabouMX MeCTax

Ilpennoxenne ynydmeHnit B mnpomecce oOydeHHS Ha YpOBHE KOHTAKTHOTO
HMH(OPMAIMOHHOTO IIEHTpPA

HeobxoauMeie
YMEHHUS

AZanTHpoBaTh W NPUMEHSAThH JIy4IIHE NPAKTHKH KOHTAKTHOTO HMH(OPMALHOHHOTO
OeHTpa Ui JOCTHDKEHHS  IIOCTaBIEHHBIX  [ejel  CHEMHAIHCTAMH IO
HMH(POPMAIMOHHO-CIIPABOYHOMY O0CITYKHBAHUIO

®opMupoBaTE NPOHIE KaHAUAATA I 0TOOPA CIIENHUATHCTOB TI0 HH(OPMAIIHOHHO-
CIPaBOYHOMY O0CTY)KHBaHHIO

@opMHPOBaTE JUIi HOBBIX COTPYJHHKOB IUIQHBI 4IaNTallid B KOHTAKTHOM
UH(POPMAIIMOHHOM IIEHTPE

@®opMHpOBaTh  HHAWBHAYANbHBIC  IUIAHBI  HPO(QECCHOHAIBHOIO  Pa3sBHTHS
COTPYJHHKOB

BepiaBIATE mOTpeOHOCTH B OOY4E€HHHM CHELUATUCTOB 110 HH()OPMANHOHHO-
CIIPaBOYHOMY OOCITY’KMBaHHIO KOHTaKTHOTO HH(GOPMAIIMOHHOTO IISHTpa

®opmHpoBaTh ITaH OOYUCHHS CHENHAIUCTOB MO HH()OPMALMOHHO-CIPABOYHOMY
00CITy)KMBaHHIO KOHTAaKTHOTO HH)OPMAIIHOHHOTO IIEHTpa

MotuBHpoOBaTh CENUATHCTOB 0 HH(POPMAIMOHHO-CIIPABOYHOMY OOCIIy)KHBAHHIO
KOHTaKTHOTO HH(OPMAIHOHHOTO IEHTpa K JOCTH)KEHHIO IOCTaBICHHBIX Heneill U
II0Ka3aTelled KOHTAKTHOTO MH(OPMALIMOHHOTO LIEHTPA

BeicTpauBaTh KOMMYHHKAIHMIO CO CHOENHATACTAMH 10  HH(POpMAaHOHHO-
CIIPaBOYHOMY OOCITY>KMBAHHIO KOHTAKTHOTO HH(OPMAITHOHHOTO IIEHTPa B MPOIECCE
ajanTanuy ¥ o0ydeHHs

OpraHu3oBeiBaTh OOYYEHHE CHEIMHATACTOB II0 HHGOPMAIMOHHO-CIIPABOYHOMY
00CIyKHBaHHIO KOHTAKTHOTO HHGOPMAIIMOHHOTO IIEHTpa Ha paboynx Mectax

OuennBath 3¢ PEeKTUBHOCTH IPOIECCOB aIaNTallMK, 00yJeHHs ¥ HaCTaBHHUYECTBA

Heobxoaumere
3HAHUA

MCTO)II:I M CITOCOOBI Q)OPMHPOBaHHSI KOMMYHHKaTHBHBIX HABBIKOB

Mertonsl u Qopmbl 00ydeHHS CHELHATACTOB [0 HHGPOPMAIMOHHO-CIPABOYHOMY
00CIIY)KMBaHUIO KOHTAKTHOTO HHPOPMAIIMOHHOTO IIEHTpa

OcHoBHBIE OOS328HHOCTH  CHELHUATUCTOB 10 HHGOPMALHOHHO-CIPABOYHOMY
00CIy)KHBAaHHIO KOHTAKTHOTO MHPOPMAIIMOHHOTO HEHTpa M MX KOMIICTEHIIUH

Ilepeyerr u 1eneBble 3HAUEHMS KIIOYEBBIX IOKaszarenell 3¢ (eKTHBHOCTH,
IPUMEHSEMBIX B OpraHU3alliH I OLEHKH paboTsI rpyn COTPYIHUKOB

Meronpi ¥ cHocoObI  HEMAaTepHATPHOW  MOTHBALMH  CHCIHAINCTOB IO
MHGOPMAIMOHHO-CIIPABOYHOMY OOCIY)KHBaHHIO KOHTAKTHOTO HH(OPMAUHOHHOTO
LEHTpa
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IlpaBana momyueHHs oGpaTHOM CBA3H OT CHEMMATHCTOB IO HH(OPMAIHOHHO-
CIIPaBOYHOMY OOCITYKUBAHHIO KOHTAKTHOrO HHPOPMAIIHOHHOTO LIEHTPA

HCﬁCTBYIOHII/IC PCrIIaMEHTHI OpraHu3aliy 10 aJalTalluHd HOBBIX COTPYOHHKOB

JleficTByIOImpe periavMeHTsI OpraHA3AHH [0 06CIYKUBAHMIO KJIHEHTOB

Y CTaHOBIICHHBIA B OpraHU3alUH [OPSIOK ITPHEMA OGPALLEHHUIl KITHEHTOB

IIpaBuna genoBoro obmicHus U pEYEBOro 3TUKETA

AKXTyaJIbHbIe YCITyTH W HPOAYKTHI OPraHA3ALMU B IIOJIHOM 00BEME

IIpaBuna fenoBoit mepemucKy M IpPeNOCTaBNEHHs OOPATHOM CBS3HM B MHCHMEHHOM
BHJIE

Hpyrue

XapaKTEPUCTHUKU

3.4.4. Tpynosas ¢pynxknus

HanmMeHoBaHue

Opranu3amnys MOHHTOPHHTA
YAOBIICTBOPCHHOCTH KIIMEHTOB
JOCTYITHOCTBIO I KAYECTBOM
IIPEOCTaBIIEHUS HHGOPMAIMOHHO- Kox D/04.5 VposeHs (IOxypoBEHE) 5
CIIPaBOYHBIX YCIIYT, CO3IaHHUE YCIIOBHHA ’ KBamHGUKaLMH
AU IPOBEICHH S HE3aBUCUMOM OIIEHKH
Ka4yeCTBa YCJIYT, OKa3bIBAEMBIX
opraHu3anue

TIpoucxoxnenue TpynoBoii

byHKIMK

3aMMCTBOBAHO H3

Opururan X
OpurHHAIa

Kon opurnnana PernctpauyoHHbIit
HOMED
po¢ecCHOHATEHOTO
CTaH/apTa

Tpyznosbie
JEUCTBUSA

Ompenenenne LeNeBIX MOKa3aTeNeil KadyecTBa AESTENBHOCTH [0 MPEIOCTABICHHUIO
HH(OPMALMOHHO-CIIPABOYHBIX YCIIYT U COCTABISIONIUX €€ MPOIIECCOB

Opranmauml MOHHUTOPHHIA KadeCTBa PE3YIBTATOB JACATCIIBHOCTH 10
IpEaoCTaBJICHHIO IfIH(l)OpMaIII/IOHHO-CHpaBO‘IHHX YCIayr B COCTaB/AIOINIHX €€
IIpoOLIECCOB

IInanupoBaHue, oOpraHu3alis ©  KOHTPOIb JAEATEJIBHOCTH IO  aHaJm3y
yJIOBJIETBOPEHHOCTH OTpeduTENeH HHPOPMAIIMOHHO-CHPABOYHBIX YCIIYT

Omnpenenenye KadyeCTBEHHBIX IIOKa3aTelell pe3yNbTaTHBHOCTH UM 3((EKTHBHOCTH
ponecca MpefoCTaBIeHUs HHPOPMALMOHHO-CIIPABOYHBIX YCIYI B paspe3e Tpym
COTPYIHHKOB

AHalIM3 Ka4ecTBa IIPHHHMAEMBIX DEIICHHH H IUIAHUPOBAHHE KOPPEKTHPYIOMIUX
JEHCTBHH U yIydIICHUN

Koopavnamus 1 obecnedeHue (yHKIMOHHpOBaHHS Imporecca o6paGoTku
IPETEH3NOHHBIX 00pameHnit

BrisBienne IIPAYAH BOSHHKHOBCHHS npeTeH:;m‘/i H UX HOCJ'IGI[YIOIIII/Iﬁ aHaJIu3

HOMGP)K&HI/IG H yCOBCPHICHCTBOBAHHUEC CHCTCMBI OT3bIBOB H nomenaﬂnﬁ, 06paTHOf/'I
CBsI3H C KJINCHTaMHA

HpOBeI(eHHe IIPOBEPOK KAYCCTBA O6CJIy>KI/IBaHH5[ KJINCHTOB

Pa3paboTka M BHeIpeHHE NpEUIONKEHUH, KacaloIUXCsS MOBBILICHAS KadecTBa
OKa3aHHMs NIPeOCTABIISIEMBIX YCIIYT

Heobxonumeie
yMEeHHs

AnantHpoBaTh U NPHUMEHATH JyYIIHEe M[PAKTAKH KOHTAKTHBIX IEHTPOB JUIS
JOCTIDKEHHS eJIeH 110 Ka9eCTBY OKa3aHHs MPEIOCTABIAEMbIX YCIIYT
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IIpoBOMTE KCHEPTH3HI B 30HE CBOEH OTBETCTBEHHOCTH

KonTpomiposars BeImonHeHHE TpeGOBaHM OPraHM3alyy [0 KA9ECTBY M CTAHIAPTOB
KaJecTBa

OpraHn30BbIBATE IPOBEICHHE BHIOOPOYHBIX IIPOBEPOK IIPEAOCTABIAEMBIX YCIYT

OcCyIEeCTBIATE METOAUYECKOE DPYKOBOJACTBO B 30HE CBOEH OTBETCTBEHHOCTH H
00ecreynBaTh €ro HeOOXOAUMOM JOKYMEHTAHEH

BricTpanBath CHCTEMBI YIIPaBIICHAS Ka4yeCTBOM %} obecniedeHUs
KOHKYPEHTOCIIOCOOHOCTH OpraHu3alliy

PaspaGaTeiBaTh MpOIEAYPbl H METOABI KOHTPOJISI

AHanmu3upoBaTh 3Q(PEKTHBHOCTH GU3HEC-IPOLIECCOB H AEATEILHOCTH COTPYIHAKOB

Heobxoxumeie OcHOBHBIE IOHATHS ¥ OIIPEJIC/ICHHS B 0OIaCTH Ka9ecTBa

3HaHUS Mozenu obecneueHns KauecTBa OKa3aHHs IPEAOCTABISEMBIX YCIyT
[IpuanMnEl popMHEpOBaHKs MOKa3aTesel Ka9ecTBa O6CTy>KMBAHHS KIIHEHTOB
Crioco6bI M3MEPEHHS B METO/TbI OLEHKH KAYeCTBA 0OCTYKUBAHMS
ITomxoas! k pabote ¢ xanoGamu KIMEHTOB
CriennaiM3upoBaHHOE IIPOrpaMMHOE 0GeclIeYeHre JUIS KOHTPOJIA Ka9ecTBa, KOTOPOE
UCIIOJIE3YETCS B KOHTAKTHBIX HHQOPMAIMOHHBIX IIEHTPaX
OCHOBHEIE METOJMYECKHE [JOKYMCHTH, HAIMOHAIBHBIE H MEXIYHAPOIHBIE
CTaH/IapTHI B cepe KOHTPOJIS KauecTBa 00CITy)KUBAHUS KIIHEHTOB
IToxasarenu y0BIETBOPEHHOCTH KJIMEHTOB M CIIOCOOBI X PacyeTa
IlepeyeHr W meneBble 3HAUCHWS KIIOYEBBIX MOKasaTeled 3(deKTMBHOCTH,
IPUMEHSAEMBIX B OpraHH3alliy JUIS OLIEHKH paOOTHI IPYII COTPYAHHUKOB
IIpaxTnky npuMeHeHUs GOPM, METOJIOB, IPUEMOB, CIIOCOOOB U MPOLEAYDP KOHTPOJIS
KadeCcTBa OKa3aHWs IIPENOCTaBIAEMBIX YCIYyI, B TOM 4YHCIE C HCIOJb30BaHHEM
IPOTPaMMHBIX IPOAYKTOB I TMoONydeHus © oOpaboTku wH(pOpMAHH O
BBISBJICHHBIX OTKJIOHEHUSIX

Hpyrue -

XapaKTEPUCTUKH

3.4.5. Tpynosas ¢pynkuus

Pazpabotka npemioxxeHui o
MOBBIIIEHHUIO AP PEKTHBHOCTH
IPOIIECCOB TUCTAHIIHOHHOTO

Haumerosanne | HHYOPMAILIMOHHO-CIIPABOYHOTO Kon D/05.5

VpoBeHb (MOAYpOBEHB) 5

KBUTH(UKALIMH

O6CJ’Iy)KI/IBaHI/I}I U IIPEACTABIICHUE

JIAHHBIX [IPELJIOKEHUN

BBIIIECTOSAIIEMY PYKOBOACTBY

i 3aUMCTBOBAHO H3
TpoucxoxaeHue Tpya0BOi Opuranas X
(i) 23 18115051 OpWTHHAJIA
Kon opurnnana PeructpalinoHHBIH
HOMEp
npo¢eCCHOHANBHOTO
CTaHzapTa

TpynoBsie WsydyeHnne u oreHka 3(p(EeKTHBHOCTH MPOLECCOB YAAICHHOTO HH(GOPMAIMOHHO-

NefcTBUA

CIIPpaBO4YHOI'O 06CJ'IY)KI/IBaHI/IS{ Ha YPOBHC OTACJIBHBIX I'PYIIII, OLHCHKA pa6orm Kaxaoro
COTPYAHHKA B 30HC €I'0 OTBETCTBECHHOCTH

[pemnoxkeHne HOBBIX METONOB peIIeHHs 3ana4 B cepe TUCTAHIHOHHOTO
HHOOPMAEOHHO-CIIPABOYHOTO 00CITYKUBAHHS

Ot1cnexuBanue H IIPUMCHECHHUC B CBOCH JEATEILHOCTH HOBBIX 3HAHUU B obnacTu
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OpraHu3anuy ACATEILHOCTH KOHTAKTHBIX I/IH(I)OpMaHI/IOHHBD( OCHTPOB

Briasnenue TIIPUYHH HCYNOBJICTBOPUTEIBHOI'O BEIIOJIHEHUA pa60T1>1

AHaJIM3 U3MEHEHHI B IIPOLECCe BHIOTHEHHS paGoT

BrisiBnenne um oneHka BiusHES (aKTOpoB BHYTpPEHHEH H BHEHIHEH cpeasl Ha
3 QEKTUBHOCTD  MPOLIECCOB  AUCTAHIMOHHOTO HHPOPMALHOHHO-CIIPABOYHOTO
00cmyXKHBaHMsI

Paspa6oTka mpemioxeHuil Mo BHEIPEHHIO HOBOU TEXHHKH, HOBBIX TEXHOJIOTHIA,
HU3MEHEHHIO OU3HEC-TIPOLIECCOB

Heob6xonuMmblie
YMEHHUS

AHamu3upoBaTh 3GGEKTUBHOCT, OPraHM3ALMOHHBIE M TEXHHUCCKHE YCIIOBHS
AACTaHIHOHHOrO HH(OPMAIIMOHHO-CIPABOYHOTO 06CTY)KHBAHU

HpI/IMeHSITI: METOABI cﬁopa AaHHBIX C HCIIOJIB30BAHUEM TEXHHUUYCCKHUX CpCACTB

CocTaBIATL Npe3eHTALMOHHBIE W HH(POPMANHOHHO-aHATHTHICCKHE MaTepHasl,
CTaTbl, CHpPaBKH Ui 00OCHOBaHHS 3((EKTHBHOCTH BHOCHMEIX IIPEUIOXCHHIL;
IPOBOJUTE ITyOJIMYHEIE BRICTYIUICHHS

AHTH3UPOBATE M BHEJPATh TEXHOJOTMH M HHCTPYMEHTHI IEPEJOBOTO OIMBITA B
OpraHu3alil  IPOIECCOB  IUCTAHIMOHHOIO  HH(OPMALHOHHO-CIPABOYHOTO
00CITyKMBaHMS

OO0O0CHOBEIBATH BBIpabOTaHHbIE MPEUIOKEHHS C HCIOIb30BAHUEM KOJIMYECTBEHHBIX
W KaY€CTBEHHBIX ITOKa3aTeci

Opranu3oBeBaTh paboTy 1o cGOPY M PACCMOTPEHHIO TIPEJIOKEHHH COTPY/IHUKOB M
KIMEHTOB 10 IOBBILCHHMIO 3(P(EeKTHBHOCTH IMPOLECCOB  AMCTAHIMOHHOTO
MH(POPMAIHOHHO-CHPABOYHOIO 06C Ty KUBAHUS

Heob6xonumeie
3HAHUYI

OCHOBEI IICHXOJIOTHH U YIIPABJIEHHS IEPCOHAIIOM

OCHOBEI YIIPABJICHHS U3MCHCHUSIMHU

OCHOBBI AE€JIOBOI'0 OTHKETA U HpO(l)eCCKOHaJIBHOI'O B3aMMOICHCTBHUS

Meronsl c6opa uabOpManuu

IIpunnunel ¥ npaBwia paGoTEl ¢ HOPMATHBHO-METOIMYECKOH JTOKyMEHTalMeit;
TpeOOBaHMUS K pa3paboTKe PErIaMeHTOB MIPOLIECCOB

Metoapl COBCPHICHCTBOBAHUS ITIPOLICCCOB

MeTo/1bI OLIEHKH IOCTOBEPHOCTH COOpaHHOM HHGOPMAIHU

IlepedyeHr MW LeneBble 3HAYCHHS KIIOYEBBIX MOKasaTele 3¢ ¢eKTHBHOCTH,
IPUMEHSAEMBIX B OpraHU3aliy 1JI OLEHKH paboThI TPy COTPYIHAKOB

MeTtos! oueHKH 3 (HEKTHBHOCTH MPOLIECCOB WM aMHHHCTPATHBHBIX PETJIAMEHTOB

Hpyrue

XapaKTepHCTUKH

3.5. O6o0mennas TpyaoBas GpyHKIHN

HaumeHoBaHue

YnpaBieHue JesSTeTbHOCTHIO 110
JUCTaHIHOHHOMY UH(pOPMAITHOHHO-
CIIPaBOYHOMY OOCIY>KHBaHHUIO Ha
YPOBHE OpraHU3aluH

Kon E | Vposens kBanuduxauuu 6

Hponcxc?lcnenne 00001meHHO Oparasan X 3auMCTBOBaHO U3
TPYAOBOH (YHKITHH OpHruHajia
Kon opurunana PerucTpauoHHsii
HOMEp
Ipo¢heCCHOHATTLHOTO
CTaHAapTa
BozMmoxHbIe JupexTtop
HaAaMMCHOBAaHUA PYKOBOHI/ITCJIB OopraHmsaliiy
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J JIOJDKHOCTEH, mpodeccuii ]

Tpebopanmus k
00pazoBaHHIO U

Beiciiee o6paszoBanme — GakanaBpHat
2813

obydyeHHI0 Bricmee o6pazoBanue (HenpodumsHoe) — GakanaBpHaT ¥ JONOJHATEIHHOE
npodeccuonanbHOE 06yYeHHEe — MPOrpaMMBI IPOGECCHOHATEHON
NEPENOATOTOBKH 110 NPOGUITIO AEATETHHOCTH

TpeboBanus k onpiry He Menee o1HOrO rofa pykoBoscTBa O pasie/ieHrEM MO yIAJIEHHOMY

NPaKTHIECKOi paboTEI HH(OPMAIIHOHHO-CIIPABOYHOMY OBCITYKHBAHHIO

Oco0kle ycmoBus
Jlonycka K pabore

Jlpyrue XapakTepucTHKu | -

I[OHOJIHI/ITCJILHBIG XapaKTCPpUCTHKU

HanmenoBanue Kox Hanmenosanue 6a3oBoit IpymIIbl, ODKHOCTH (TIPOdeccHH)
JIOKYMEHTa HJIM CIIEIHATILHOCTH
OK3 1120 PykoBonmuTenn yupexaeHuii, opraHu3aumii 1 IpenpyUsATHIA
OKCO 2.09.03.00 HudopmaTHKa H BEIMHCIMTEILHAS TEXHAKA

5.38.03.00 OKOHOMUKA H YIIPaBJICHHE

3.5.1. Tpynosas pynxnus

ITnarupoBaHue W PYKOBOACTBO
IOCTPOCHHEM E€IMHON CHCTEMBI
YIIPaBJICHHS JUCTAHIIHOHHBIM

YpoBeHs (IIOXYpOBEHE) 6

Haimiexosarie HH)OPMAIHOHHO-CIIPABOYHEIM Kon E/01.6 KBaNH(HKALHIH
o0ciTy)XBaHHEM Ha YPOBHE
Opra"nu3auu
ggfon?:z;mneﬂne TPYAOBOH Opurasan X zglgfsgzgzaﬂo 3
Kon opurunana PeructpanoHHBIN
HOMED
po¢eCCHOHATILHOTO
CTaHAapTa
Tpynossie PazpaboTka © yTBEpXKICHHE TEKYIIMX W MEPCICKTHBHBIX IUIAHOB pPabOTHI
JECUCTBHUS CTPYKTYPHBIX  MOApPA3ACICHHMHM, BXOMMIMX B  CHCTEMY  JUCTAHLMOHHOTO

OGCJIY)KI/IBaHI/I}I KJIMCHTOB B OpraHu3ainuA

Ompenenenre UeneBBIX NOKa3aTesied AESATENFHOCTH CTPYKTYPHBIX IOJIpa3/IeCHHUI,
BXOMAIIMX B CHCTEMY JHUCTaHIMOHHOTO OOCIyXHBaHHS KIHEHTOB, H HX
COTPYJHUKOB

Pa3pa60TKa Hu IIPpHUHATHC YIIPaBICHYECKHX pemeHm‘fI 1o ITOBBIIICHHUIO
KOHKypeHTOCHOCO6HOCTI/I H PasBUTUIO CHCTEMBI OHUCTAaHIITHOHHOI'O 06CJIy>KI/IBaHI/ISI
KIIHCHTOB

AHanu3 mokasareneil JeaTeIbHOCTH CTPYKTYPHBIX HOJIp&BJICJICHHﬁ, BXOIAIIHUX B
CUCTCMY JUCTAaHIIUOHHOI'O O6CJ'Iy>KHBaHHﬂ KJIMCHTOB

PazpaboTka pexoMeHIalnil 0 MOAEpHHU3AIUKM OU3HEC-IIPOIIECCOB AUCTAHIHOHHOTO
00CITy)KUBaHUS KJIMEHTOB

‘OneHka pe3ysibTaTOB AEATENBHOCTH CTPYKTYPHBIX INOAPA3ACNICHHMN, BXOASIIMX B

CUCTEMY TUCTAHIIHOHHOTI'O O6CJIy>KHBaHK$I KIIUCHTOB
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Brisiienne  cTpatermueckux mpoGeM pasBHTHA CHCTEMBI  IMCTAHLHOHHOLNO
00CIIy>XMBaHHS KIHEHTOB U pa3paboTka Mep 1o ux YCTPaHEHHIO

DopMHpOBaHHE HPEIOKEHH TS GIOKETA, BLIIENIEMOTO Ha byHKIMOHMpPOBaHHUE
Y Pa3BUTHE CHCTEMBI JUCTAHIHOHHOTO OOCITY>KHBAHHUS KIHEHTOB

Heobxoamumere
YMEHHS

Il1aHHpOBaTh  JIeSTENBHOCTS OPTaHH3AUMH B  IIOLCHCTEME JUCTAHI[HOHHOTO
00CITyXHUBaHWS KIIHEHTOB

PaspaGaTeiBath  mporpammel  pasBuTHs HOACHCTEMBl  JAWUCTAHIIMOHHOTO
00Cy)KUBaHHS KIHEHTOB

DopMHPOBaTh CHCTEMY MOKa3aTenel 3QMEeKTHBHOCTH AeSTETbHOCTH OpraHu3alud U
COTPYTHHKOB

Opranu3oBeIBaTh paoTy NEpPCOHANA, CTABATH HETH H (GopMynupoBath 3amaumu,
OIIPEJIENATH IPHOPUTETH

BbipaGaTbiBaTh BApHAHTEI pEINCHHMH W OLECHMBATD PHCKM, CBS3aHHBIE C HX
peaM3anuei

Hcnonp3oBaTh THIIOBBIE METOABI M COCOOBI BHINIOTHEHHS npodecCHOHANBHBIX 3a4a9
B OOIACTH IUIAHMUPOBAHWS, OPTAHW3ALMM, ONEHKM >(QPEKTUBHOCTH ¥ KAYecTBa
JIESATEIBHOCTH

Hcnons30Bath MHGOPMAHOHHO-KOMMYHHKAIIHOHHBIC TEXHOJIOTHH, B TOM WUHCIIC
pecypenl HHGOPMaIMOHHO-TeICKOMMYHHKALMOHHOH ceTn «HTepHeT»

AHanu3upoBaTh TOKa3aTeqM W3MEHEHHH B CTPATerMH M TAKTHKE KOHTAKTHOIO
HH(OPMAIIHOHHOrO IIEHTPa

Heobxonumeie
3HAHUS

OcHOBBI OpraHHu3aliliid ACATCIbHOCTH KOHTAKTHBIX I’IH(i)OpMaHI/IOHHBD( LHEHTPOB

HaimonanbHble M MeXTyHapOAHBIE CTaHJAAPTHl YIPABICHHS KOHTAKTHBHIMH
MHOOPMAIOHHBIMH IIEHTPaMH, JIydIUHH OTEYECTBEHHBIH M 3apyGEKHBIN OBIT
OpraHM3alUH ACATEIbHOCTH KOHTAKTHBIX HHPOPMAIMOHHBIX EHTPOB

Ilepeuenb ¥ 1eneBble 3HAYEHHSA KIIOYEBBIX MOKasaTelned 3(QeKTHBHOCTH,
IOPUMEHACMEIX B OpraHM3alldH JUIS OLEHKH JAEATeJbHOCTH  KOHTAKTHBIX
HH(OPMAIIMOHHBIX LICHTPOB

OcCHOBEI YOPAaBJICHUS IPOCKTAMH H U3MCHCHHUSIMU

Teopust KOHPIUKTOIOTHY M ICHXOJIOTHH JEJIOBOT0 OOIECHHAS

CucreMbl CTHMYJINDOBAHUSA IIEPCOHAJIA, IIOBBIMICHMS €I'0 MOTHBALlMHU H JIOAJIBHOCTH

OCHOBEI CTPAaTCTHYECKOI'0O MEHE/DKMCHTA H aHTHKPU3HCHOI'O YIIPABJICHUA

OCHOBBI CTPAaTErHYECKOT0 MAapKETHHTa W YIPABJIECHHS JIOSUIBHOCTBIO IOTpebHTENEH
ycIyr

JTHKaA JICJIOBOTO OOIICHHS H MUCHMEHHBIX KOMM)’HI/IKaI.IIfIﬁ

MCTOI[I:I H CpCACTBa CUCTCMHOI'O U CTPATCIrHICCKOro aHajInu3a

Hpyrue

XapaKTEPUCTHKH
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3.5.2. Tpynosas pynxuus

HanmeHoBaHue

Opranusanus u KOOpAUHAIASL
JIeATEeILHOCTH HOJpa3eICHHI,
YYaCTBYIOIIUX B JUCTAHIIHOHHOM
HH(pOPMALIHOHHO-CIPAaBOYHOM
06CITyXrBaHHM

Kon

VpoBeHs (MOxypoBeHs)
E/02.6 KBUTH(UKALMY 6

TIponcxoxaeHue TpyAOBOM

byHKIHH

3aHMCTBOBAHO U3

Opuruman . X
OpHrHHAaNa

Kon opurunana Peructpauuonssrii
HOMep
podecCHOHATEHOTO
CTaHfAapTa

Tpynoseie
JeHCTBHA

Opranmsanus paGoTel ¥ BBIOOP TEXHONOTHI JeSTEILHOCTH CTPYKTYPHBIX
NO/PasNIeNICHAH, y4aCTBYIOIMX B JMCTAHIMOHHOM HH(OPMALHOHHO-CIIPABOYHOM
00CITy)KHBAaHUH

Opranmsanus cuCTEMaTHYeCKOro oGMeHa MH(OpMAIIHel [0 PasINIHEM BOIIpOCaM,
3aTParuBAIOIKM CMEXHBIE CPEPBl OTBETCTBEHHOCTH B IIPOIECCE AMCTAHIHOHHOTO
HH(OPMAaIMOHHO-CIIPABOYHOTO 0GCITYKHBAHUS

Obecnevenme B3aMMONEHCTBHS MOJpAsHeNeHMi, YYacCTBYIOIMX B yJaIeHHOM
MH(OPMAITMOHHO-CIIPABOYHOM OOCIIy)KHBAaHHE MEXKIY COOOH H CO CMEXHBIMH
IIOJIPa3/IC/ICHUSIMUA OpraHH3aIliMH

Opranusanms paboOTBl JIMHEWHBIX pPYKOBOAHWTENEH B paMKaX BBIOJHEHHS
CTPYKTYPHBIMHA MOAPA3JCIECHUSIMH IIOCTABICHHBIX 3ala4 M JOCTIDKCHHS II€JIEBLIX
nokasarenedl 3QQeKTHBHOCTH @polecca AUCTAHLMOHHOTO HWH(POPMALMOHHO-
CIPaBOYHOT0 0OCITY)KUBaHHS

Pacnpenenenne 30H OTBETCTBEHHOCTH JIMHEHHBIX PYKOBOAMTENEH, oOIacTel HMX
MOJIHOMOYHIA

BrIpaboTKa yNpaBlIeHYECKHX PENICHHH [0 BBINOJHEHHIO IEPCHCKTHBHBIX H
TEKYIIMX MJIAaHOB KOHTAKTHOTO MH(OPMALMOHHOIO LIEHTpa

Pa3paboTka ¥ KOHTpOJIb MCIOJHEHHs JIOKAIbHBIX HOPMATHBHBIX, TEXHHYECKHX H
METOIMYECKHX JOKYMEHTOB, PETJIAMEHTHPYIOIUX JAEATEIBHOCTh KOHTAKTHOTO
MHPOPMALMOHHOTO IIEHTpa

Buenpenue mnporpeccHBHBIX (OpM OpraHM3alMé JIEATENBHOCTH KOHTaKTHOTO
HUH(OPMAIMOHHOTO IIEHTpa

HeobOxonmmeie
YMCHHS

OnpenenaTe U1  KOHTAaKTHOTO HH(POPMAIIMOHHOTO IEHTpa TPHOPUTETH U
O9EpeHOCTh 3aJa4, (YHKIMOHAIBHBIX CTpaTerdii, IPOEKTHPOBAaTh OH3HEC-
IPOLIECCHI, pa3pabaThiBaTh TPEOOBAHUS IS UX BBHIIOTHEHHS

OpranusoBbiBaTh B3aUMOJICHCTBHE BCEX YYAaCTHHKOB IIpoliecca YAAIEHHOI'O
HH(POPMaIMOHHO-CIIPABOYHOTO OOCITY)XHBAHHUS IO BBIIOJHEHHIO TEKYIIUX HEled U
3a[a4, IOCTIDKEHHIO II0Ka3aTelIei NesTeIbHOCTH

OuennBarb 3QPEKTUBHOCTD JEATEIBHOCTH OCHOBHBIX CTPYKTYPHBIX IIOApa3elieHAN
KOHTaKTHOTO HMH(OPMALIMOHHOTO LEHTPa, KOPPEKTHPOBATh UX JAEATENIHLHOCTH Ha
OCHOBE OIICHKH

AHanmm3upoBaTh  MOTPEOHOCTH  CTPYKTYPHBIX — HOAPas[eNieHHH  KOHTaKTHOTrO
MH(OPMAITMOHHOTO IIEHTPa B MAaTepHAIBHBIX PeCypcax H IepcoHase

AHanmu3upoBaTh M OLCHUBATh PE3yJIbTAThl pPealH3aliH TEKYIIUX Leledl W 3a1ad II0
yJaJICHHOMY HH(POPMAIIMOHHO-CIIPABOYHOMY 00CITYKHUBAHHUIO

Oprann3oBeBaTh pabOTy KOJUIEKTHBA HCIIOIHUTEINCH, IIPHHUMATh yIpaBIeHUECKHE
pEIICHNS B YCIIOBUSIX Pa3INYHbIX MHEHHH
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COSﬂaBaTL CHCTCMBI IJIsI HpO(l)eCCI/IOHaJIbHOF O pOCTa H pa3sBHUTHS HUCHOJHHUTECIIBHOIO
PYKOBOJACTBA OpraHU3aliiu

Heobxoaumbie Metombl, TexHONOTMM  OGECIEUEHHS BO3MOXKHOCTH peryiaspHoro oOMena

3HAHHS uHbopMalei 1O pPasIMYHBIM  BOIIPOCAM  JAEATENHHOCTH MEXJy 4WICHaMH
YIIPaBJI€HYECKOH KOMaHBI
IIpyHIMOBL, METOMBI, TEXHONOIMH, HWHCTPYMEHTBl OIPE/IEIEHHS CTPYKTYPBI
OpraHH3alliy, aIeKBAaTHOH PEIICHHIO CTPATErHYECKUX 3aa
IIpUHUMIIEI, METONBI, MHCTPYMEHTHI, OCHOBHBIE TEXHOJOTHYECKHE IPOLIECCHl U
TIpHEMBI pabOT KOHTAKTHOTO HH(OPMAIMOHHOTO IEHTpa
Hanponanbuble W MeXIyHapogHble CTAaHOApThl YIPABICHAS KOHTAKTHBHIMH
HH)OPMAIMOHHBIMY [IEHTPAMH, JIyYIIHH OTEYeCTBEHHbIA M 3apyOeXXHBI OIBIT
OpraHU3alMy AEATCIbHOCTH KOHTAKTHEIX HHPOPMAMOHHBIX IEHTPOB
Ioxxonwsl, MeTomel ¥ CHOCOGBI KOOPAMHAIMM JACATENLHOCTH  KOHTAKTHBIX
UHQPOPMAIOHHEIX IIEHTPOB
IlepeueHb ® ueneBhle 3HAYCHHS KMOYEBBIX TOKasaTeledl 5(eKTHBHOCTH,
NPUMCHACMBIX B  OpraHW3allMd JUIi OLEHKH MJEATECIbHOCTH KOHTAKTHBIX
HMH(POPMaIOHHBIX IEHTPOB
Ilomxonel, METOABI B CHOCOOHI OPraHU3alMH KOHTPONS H OLEHKH NeSTeNbHOCTH
KOHTAaKTHBIX HHQ)OPMAIHOHHBIX LICHTPOB

Hpyrue -

XapaKTEepUCTHKH

3.5.3. TpynoBas ¢pyuxnus

Kontpons ¢pyHkumonuposanus Bcex
CHCTEM M IIPOLECCOB TUCTAHIIUOHHOTO

VpoBeHb (1OIypOBEHbD) 6

HaumenoBanue Kox E/03.6
HH(POPMAITHOHHO-CIIPABOYHOIO KBaTH(HKALHHA
obcTy)XuBaHus

i 3alMCTBOBAHO U3
IMpouncxosxkaeHue TpyaoBoi Opurmman X
¢hyHKIMN OpHUTHHaJa
Kopn opurnnana PerucrpanuoHHbIIH
HOMEp
npodeccuoHaTbHOTO
CTaHZapTa

TpynoBeie OmnpeneneHue ¢opM H METOJOB KOHTpOJS OH3HEC-TPOLECCOB  YAAICHHOTO

ﬂCﬁCTBHﬁ I/IH(i)OpMaI_II/IOHHO-CHpaBO‘IHOI' (o} O6CHy>KI/IBaHI’I$I KIIMCHTOB

Opranmsanus CayxObl BHYTPEHHETO KOHTPOJS JESTEIbHOCTH IOApa3JelieHHH
(rpynn, cmyx6, oTAENOB) YAQIEHHOT0  HH(QOPMAIMOHHO-CIIPABOYHOIO
00CITy)KHBaHUS KIINEHTOB

Opranu3anus KOHTPOJI (YyHKIIHOHHPOBAHHS CHCTEMBI BHYTPEHHETO Paclopsika B
noApasfeneHusxX (rpymnmax, ciayx0ax, oTAenax) YAICHHOI0o HH(OpMalUOHHO-
CIIPaBOYHOro OOCITY>KHBaHHUS KIMEHTOB

OpraHusanus KOHTPOJS  HMCIIOJHEHWS  IHPUHATHIX  pEMICHHH  IEPCOHATIOM
nojapaszieneHuit (rpymm, ciyx0, OTHENIoB) yIAJIEHHOT0 HH(OPMAIMOHHO-
CIPaBOYHOr0 0OCITY>KHBAaHUS KIIMEHTOB

Opranuzanus KOHTPOJIS COOJIIOAEHHS TEXHUYECKHX M CAHUTAPHBIX YCIOBHH paboOThI
NIEpCOHANOM  MoApa3feleHuid  (Tpymm, ciayx0, OTHENOoB) yIAJIEHHOTO
HUH(OPMAITMOHHO-CIPABOYHOT0 0OCITYKHBAHHUS KIIHEHTOB

OpraHuzanus KOHTPOJIS BBHIIOJHEHHS CTAHAAPTOB OOCTY)KHBaHHS M OOECICUCHHS
KadecTBa COTPYAHHKaMH MoJpa3fecHuil (Ipymnm, ciayx0, OTAECNOB) YIaJeHHOTO
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MH(OPMAIIHOHHO-CIIPABOYHOTO O6CITYKHBAHUS KIHEHTOB

BeissieHne npo6iaeM B cucTeMe KOHTPOIIS HOpa3/ie/ICHHI (rpymm, cityx6, OTIET0B)
YAQIEHHOTO HH(OPMAUMOHHO-CIIPABOYHOTO 0GCIy KMBAHHUS KIHEHTOB, ONPEC/ICHHUE
YpoBHS 5QEKTHBHOCTH NEATCIBHOCTH NOApasfeneHuit (IpyIm, clIyxG, OTAEIOB)
YAQICHHOTO HH(POPMAIIHOHHO-CIIPABOYHOTO O6CIYKHBAHHS KIHEHTOB

Heobxoaumeie
YMeHHUsI

IIpUMeHATb ~ METONMKHM  CO3/[@HHS  CHCTEMBI  KOHTPOJAS B  KOHTAKTHBIX
MH(OPMAIHOHHBIX [IEHTPax

AHanusupoBaTe  mpoONeMBl B (QYHKIMOHMPOBAHHH  CHCTEMBI KOHTPOJIA,
IPOTHO3MPOBATE HMX TIOCTAEACTBHS M NPHHAMATh MEPHl [0 WCIPABICHHIO U
HEJONYICHHIO MOAOCHBIX CHTyallHHf B JCATENBHOCTH MNOApasieleHnil (rpyrm,
CIy’X0, OTZENOB)  yAANeHHOTO HH(OPMAIHOHHO-CIPABOYHOIO OGCIy)KHBAHHS
KJIMEHTOB

BEIBIISTE OTKJIOHEHHS OT IUIAHOBBIX IOKa3aTelel B AESATEIBHOCTH I0Pa3/ieIIeHH
(rpynm, cmyx6, oTAenoB) yOaMeHHOro  MHGOPMalHOHHO-CIPABOYHOIO
00CITy)XHBaHHS KIMEHTOB

OpraHu3oBEIBaTH NPOBEACHHE KOPPEKTUPYIOMKX ¥ MPEAYIIPEXIAIOIIAX ASHCTBHI C
LEJIBI0 YCTPAHEHHUS BBISIBJICHHBIX HECOOTBETCTBHIA

IIpumeHaTs MHGOPMALMOHHBIE TEXHOJOTHH JUIA Ileiiei KOHTpOJISI B KOHTaKTHbIX
HH(OPMAIHOHHEIX [IEHTPaX

Opranu3oBbIBAaTH CHCTEMY NMOATOTOBKH JUIS 3aHHTEPECOBAHHBIX CTOPOH OTYETOB 10
3(ppexTHBHOCTH U pe3yNsTaTHBHOCTH YIpAaBIEHHS B MOApasAeieHHAX (rpylnax,
cryxbax, oTZeNax) yAaICHHOro HH(OPMALMOHHO-CIIPABOYHOTO OOCITYKHBAHHS
KJINEHTOB

HeobxoamuMeie
3HAHHUS

OcHOBHbIE TOKa3aTeNH MPOLECCOB YIPABICHHUS B KOHTAKTHBIX MH(OPMAIHOHHBIX
LEHTpax H cocobbl HX pacyera

OCHOBBI  OpraHM3allMid  JEATENBHOCTH MO  yAAICHHOMY  HHGMOPMALHOHHO-
CIIPaBOYHOMY OOCITY’KMBAHHIO KIIHEHTOB

IlpuENENE ¥ METOABI CO3JAHUS CHCTEMbI KOHTPOJA paboOThl IIEpCOHana B
noapasfenenuax (rpynnax, ciyx0ax, oTaenax) yAAICHHOTO HH(OPMAIMOHHO-
CIIPaBOYHOT0 0OCTY)XKABaHHS KJIHEHTOB

CnocoObl OLIEHKH COOTBETCTBHS Ka4eCTBAa BBINOJIHAEMBIX paboT pa3paGOTaHHBIM B
OpraHH3alliy periaMeHTaM B CTAaHAAPTaM

Metoabl oneHKH 3 PEKTHBHOCTH CHCTEMEI KOHTPOJIS AESTEIbHOCTH B KOHTAKTHBIX
HH(POPMAIMOHHBIX IIEHTPaX

OCHOBEHI OpraHHu3anui, INJAHUPOBAHUS H KOHTPOJI ACATCIIBHOCTH IIOAYHHCHHBIX

Teopun MoTHBanuy nepcoHana u obecriedeH s JOSIBHOCTH IEPCOHATA

Teopus MEXTMIHOCTHOTO H AETOBOrO OOIEHNs], IEPErOBOPOB, KOH(GIMKTOJIOTHA

IlepeyeHr ¥ neNeBble 3HAYEHHS KIIOUEBHIX IOKaszarenei 3((eKTHBHOCTH,
IPUMEHAEMBIX B OpraHM3allMd JUIS OLIEHKH JEATEJbHOCTH  KOHTaKTHBIX
HH(POPMAIMOHHBIX LICHTPOB

OcHOBBI OXpaHBbI TPy 1a

Hpyrue

XapaKTCPUCTUKH
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3.5.4. Tpynosas ¢pynxnus

Y1paBieH#He NPoeKTaMH 110
COBEPIIEHCTBOBAHHIO CHCTEM U
IIPOLIECCOB TUCTAHI[HOHHOTO

Haumeropaiie HH(POPMALHOHHO-CIIPAaBOYHOTO Kor E/04.6 ypozﬁfﬁégﬂﬁipuziem) 6
06CTy)KUBAHHS HA YPOBHE
OpraHu3anuu
gs;:;z;menue TPYAOBOI Opurmman X 3;;11:;;3:;1}10 u3
Koz opurunana Perucrpannonnsiii
HOMeEp
NPOheCCHOHATLHOIO
cTaHAapra
Tpynossie BousineHne  NOTPeGHOCTH B W3MEHEHMSX  JICSTEIBHOCTH  KOHTAKTHOTO
JAcHCTBHSA HH(POPMAIMOHHOIO IIEHTpa
Yrpasnenue pa3paGoTKOM ¥ BHEJPEHHEM HHHOBAI[HOHHBIX TEXHOJIOTHH B
ACATETBHOCTh KOHTAKTHOrO HH(OPMAIIOHHOTO LIEHTpa
IlraHvpoBaHie W yHpaBicHHE BHEAPEHHEM HM3MEHEHHH B PasBUTHH KOHTAKTHOLO
MH(POPMAIIHOHHOTO IIEHTpa
Onenka 3¢ QeKTHBHOCTH BHEIPEHHS HHHOBAIMOHHBIX TEXHOJOTHH OPTaHM3alHH H
YIIPaBJICHUS JEATEIBPHOCTHIO KOHTAKTHOTO HH(POPMAIIMOHHOTO IEHTPA
Heobxonumeie AHaIM3HPOBATh, CHCTEMATH3HPOBATh H 0606IIATE HHDOPMALIHIO
YMEHHS PazpabarsiBaTh 1 060CHOBBIBATH NPEIIONEHHS 10 COBEPILIEHCTBOBAHMIO IIPOIECCOB
Y aIMHHUCTPATUBHBIX PETJIAMEHTOB
OuennBath pecypesl, HEOOXOUMEIE TS COBEPIICHCTBOBaHMS OM3HEC-TIPOIIECca HIIH
aJIMUHUCTPATHBHOTO PETJIAMEHTA
O1eHuBaTh pHCKH BEIOPAHHBIX PEIIeHHH
PaspabareiBate  TpeOGoBaHHA 1o HHTErpaluu c KOPHOPAaTUBHBIMU
HH(POPMAIIMOHHBIMH CHCTEMaMH
PaspabarbIBaTh IUTaHBI MEPOIPHUATHH IO COBEPIIEHCTBOBAHHIO OU3HEC-NPOIIECCOB
WM aIMMHHCTPATHBHEIX PETVIAMEHTOB U YIPABJIATh UX BBIIOIHCHHEM
PaspabateiBaTh B peaM30BBIBATH HMPOEKTHI IOBBIMICHHS KOHKYPEHTOCIIOCOOHOCTH
KOHTAaKTHOTO HHGOPMAIMOHHOTO IIEHTpPa
IlpunumaTe  cTpaTeTMdYEeCKHE  pPEIICHHs [0  Pa3BHTHIO  KOHTAKTHOTO
HH(OPMAIIMOHHOTO IIEHTpa B YCJIOBUSIX HEOLPEICIICHHOCTH
@opMynupoBaTh ~ PEKOMEHJAlMM WM IUIAHAPOBaTh  MEPOIPHATHA IO
COBEPIIEHCTBOBAHHIO NPOLIECCOB OpPTraHH3aAH
Heobxoaumeie Meroaukn aHamM3a OCHOBHBIX ()aKTOpOB, ONPEACIIIOMMX HEOOXOAUMOCTH
3HAHUSA H3MEHEHHUH B CTPATETHH U TAKTHKE KOHTaKTHOTO HH(POPMAIMOHHOI'0 IEHTpa

TexHonornM moHMcKa M ONEHKHM HOBBIX PBIHOYHBIX BO3MOXHOCTEH, aJrOPHTMBI
dopmymupoBaHHs OM3HEC-UZEH, CMOCOOCTBYIONIMX pa3BHTHIO KOHTaKTHOTO
HH(OPMAIMOHHOTO IIEHTpa

Meroaukn BHeApeHHS W3MEHEHHH KOPIOPAaTHBHBIX HOPM H  CTaHIApTOB
NEATeIbHOCTH B KOHTAKTHOM HH(POPMALIOHHOM IIEHTPE

Mertozsl ynpapieHUss KOMaHAOH POEKTa MO BHEAPEHHIO H3MEHEHHUH B KOHTAKTHOM
UH(GOPMALIMOHHOM LIEHTPE

[Tomxomer W MeTOmBI NpeOaOJICHUS CONPOTHUBJICHUA KOJJICKTHBA KOHTAKTHOIO
I/IH(l)OpMaIII/IOHHOI‘O IIEHTPA BHCAPCHHUIO H3MCHCHUH

Ilepeuenb W 1neneBble 3HAUYEHHs KIIOYEBBIX IMokaszareiedl 3 (eKTHBHOCTH,




32

IPUMCHAEMBIX B  OpPTraHM3allMM JUIL OLECHKH JEATENPHOCTH  KOHTAKTHBIX
MHPOPMAIMOHHEIX IEHTPOB

OcHOBEI ynpaBiieHust OpoeKTaMH

HpI/IHIII/IIILI M METOObI YIIPABJICHHUS U3MECHCHUIMH

OCHOBEI OpraHu3aIiy ¥ POBECHHs 0OYICHHS IEPCOHAA

Hpyrue -

XapaKTEPHUCTUKH

IV. Crenennsi 06 opranmszanusx — paspaborunkax Npo¢decCHOHAIBLHOI0 CTAHJAPTA

4.1. OTBeTCTBeHHAs OPraHU3aNAA-Pa3PAGOTIHK

HIT «<HaumonaneHas accommanus O(HCHEBIX CIIEMUAINCTOB H aJIMHHHCTPAaTHBHBIX PaOOTHHKOBY, TOPOLT
Mocksa

3aMeCTHTENb NpeceaaTes IpaBIeHUs — TUPEKTOP XmocHeBa Jliommuna [letposna

4.2. HanmMeHOBaHHS OPraHM3aNHii-Pa3paGoTUHKOB

1

HO Accounanus opranu3anuii 1o no/iepxke HHHOBAIMOHHOTO pa3puTHs «HaruonansHas
Acconmanus Konraxtasx Lentpos, ropox Mocksa

000 «Anekc Bepr Konraxr-I{eatp Koncantunry, ropox Mocksa

000 «Mexaynapombiii MuctutyT Ceprudukammn Kontaktaex I]eHTpoB», ropox Mocksa

000 «Takckomy», ropog Mockpa

(R S RAVARE

OOP «Poccuiickuii 0103 IPOMBIIUIEHHHEKOB M IIPEIIPAHMMATENEI)», ropo] Mocksa

' O6mepoccutickuii K1acCHU(HKATOP 3aHATHIA.
> O6mepoccHicKHit KIacCH(QUKATOp BUIOB 3KOHOMHYECKOM AEATEILHOCTH.
3 O6mepoccuiickuit KIacCH(HKATOp CHENHANBHOCTEH 10 0OPa3OBaHHIO.




