BapeructpupoaHo B MuHiocte Poccnn 6 gekabpsa 2013 r. Ne 30549

MWHUCTEPCTBO TPYAA U COLMANBHON 3ALLUTHLI POCCUNCKOW ®EQEPALIUU

NPUKA3
oT 22 okTA6pA 2013 r. Ne 571H

OB YTBEPXOEHUU NPO®ECCUOHANBHOIO CTAHOAPTA
"CMELMATUCT MO COLMANBHON PABOTE"

B cootBeTCcTBMU C NyHKTOM 22 [NpaBun paspaboTky, YTBEPXKAEHUS U NPUMEHEHMUS NPOdECCUOHANBHbIX
cTaHOapToB, YTBEPXAEHHbIX NocTaHoBneHneMm lNpasutenscrtBa Poccuinckon ®egepauun ot 22 aHeaps 2013
r. Ne 23 (CobpaHue 3akoHogaTtensctBa Poccuiickon ®egepaumm, 2013, Ne 4, cT. 293), npukasbiBato:

YTBEPAMTb Npunaraembii NpodeccmnoHarnbHbIi cTaHgapT "CneunanucT no counanbHon pabore”.

MuHucTp
M.A. TOMNNNH



YTBepxaeH

npukasom MuHucTepcTBa Tpyaa
1 coumanbHOM 3aLmThbl
Poccuiickon ®egepaumm

oT 22 okTabpa 2013 r. Ne 571H

MPO®ECCUOHATbHbIA CTAHOAPT

CMNELMATIUCT MO COLMANBHON PABOTE

3

PerMCTpalMOHHEI

HOMEP
|. O6wme cBegeHus

OeaTeIbHOCTL IO I[IJIaHMPOBAaHMIO, OpTraHmM3alMy, KOHTPOJ U 03.001
peaim3aury COLMAaJIbHBEIX YCIIYyI' U Mep COLLI/IaJ'IbHOIZ IO OOEePXKM
HaceJleHnud

(HaMMeHOBaHVIe BUIOAa HpO@)eCCMOHaJ‘IbHOIZ ,HeHTeJ'IbHOCTVI) KO,H
OcHoBHas uernb BMaa npodeccrMoHanbHOM AeATENbHOCTH:

OkaszaHue IIOMOIIM OTIOeJIbHBEIM I'baXIaHaM jZ8 COLMaJIbHBIM I'pylninaMm OJ14

npenynpexneHmus MY OPeOonOoJIeHMS TPYOHOM XM3HEHHOM CUTyaluM [IOCPEeICTBOM
IpeIOCTAaBJIEHUS COLMAJIbHBEIX YCJIYyID MM Mep COLMAJIbHOM IOIIESPXKU

pynna 3aHATUN:

1239 PykoBoguTtenu nogpasgeneHun 3460 CounanbHble paboTHUKM
(cnyx6), He Boweawure B Apyrue
rpynnbl
2446 CneumanucTtbl B cdoepe coumnarnbHbIX
npobnem
(kog OK3 (HarmeHoBaHue) (kog OK3) (HanmeHoBaHue)
<1>)

OTHeceHue K BugamMm 3KOHOMUYECKOWN OeATENbHOCTH:

75.12 ['ocynapcTBeHHOe yrnpaBneHne coumanbHbIMU NporpaMmamMu

75.30 [eaTenbHOCTb B 06nacTy 06s3aTenbHOro colnanbHOro obecneyeHns
85.3 [MpegoctaBneHne coumnanbHbIX yenyr

(kog OKB3[ <2>) (HaMMeHoBaHVe BUAa 9KOHOMUYECKOW AeATENbHOCTM)

II. OnucaHne TpyaoBbIX PYHKLMIA, BXOSALLMX
B NnpodeccroHarnbHbin cTaHAapT (pyHKUMOHaNbHasa kapTa BMaa
npodeccnoHanbHOn OeATeNnbHOCTH)

O600LeHHble TpyaoBble YHKUNM TpygoBble dyHKUMM
Kog HanmeHoBaHue YPOBEHb HanmeHoBaHue Kog YPOBEHb
KBanmdumk (monoypoBeHb)
aumm KBanvdukaumm
A | deaTtenbHoCTb MO 6 BbisiBrneHue rpaxaaH, A/01.6 6

peanusauun oKasaBLUMXCS B TPYAHON

coumanbHbIX YCIyr u YKM3HEHHOWN CUTyaumm

Mep coumarnsHOn Onpegenexve obbema, A/02.6

noaaepKKM BMAOB 1 hOPM coLmanbHOro




HaceneHua

obcnyxmBaHusi U Mep
couunanbHOW NogaepXKKN, B
KOTOpbIX Hy>XAaeTcs
rpaxgaHuH Ans npeogoneHus
TPYOHOW XU3HEHHOM
cuUTyauum 1 npegynpexageHus
ee BO3HWKHOBEHMS

OpraHusaums coumnansHoro
ob6cnyxmnBaHus u coumarnsHomn
noaaepP KM rpaxaaH ¢
YY4ETOM MX UHAMBMAOYATbHON
noTpebHOCTU

A/03.6

B [esatenbHoCTb Mo

NAaHMpoOBaHMIO,
opraHusaumm u
KOHTPONHo 3a
peanusaunen

NoaAepKKM

coumanbHbIX YCIyr 1
Mep coumanbHom

lMporHo3npoBaHue n
NPOEKTMPOBaHNe peanusauumn
coumanbHOro obcnyxmeaHus,
obbema n kadecTBa
oKasblBaeMblX coLmanbHbIX
yCnyr, Mep coumanbHomn
NOAAEPXKKM

B/01.7

OpraHusaums geaTensHOCTU
noapasgenenuns (rpynnol
cneumanucToB) no
peanv3aunn coumanbHbIX
yCnyr u Mep coumansHown
NOAAEPXKKM

B/02.7

KoHTponb kayecTBa 1

3 HEKTUBHOCTH
coumanbHOro obcnyxMBaHus
rpaxgaH n npegocTaBneHns
Mep coumanbHON NOAOEPKKM

B/03.7

MoaroToBka npeasioXkeHnin no
POpPMUPOBAHUIO COLIMANbHOM
NOMNUTKKKN, Pa3BUTUIO
coumanbHOM NOMOLLN U
coumanbHoro obcnyxmeaHus
HaceneHus

B/04.7

3.1. O6o0LweHHasa TpygoBas yHKLMS

[ll. XapakTepucTuka 0606LLEHHBIX TPYAOBbLIX (OYHKLIMNA

HanmeHoBaHune

[edAtenbHOCTb NO peanunsaumm coumanbHbIX
ycnyr u Mep coumanbHOM NoAOEePXKKU Ko
HaceneHns

YpoBeHb
KBanudukaummn

MponcxoxgeHue
0600LEeHHON

TPYOOBOWN OYHKLMM

OpurvHan

3anMcTBOBaHO U3
opurMHana

Kopn

opuvrnHana

PernctpaumoHHbIi
HoMep
npodgeccnoHanb-
HOro ctaHgapra

Bo3amoxHble
HauMeHoBaHus
JOIMKHOCTEeNn

CneumanucT no couuansHoi pabote

TpeboBaHus Kk
0bpasoBaHuio n
00yYeHNto

Buicliee (GakanaBpuaT, crneuuanuTeT) UNM cpedHee NpodeccroHanbHoe
obpasoBaHue nNnbo npodpeccuoHanbHas NepenoaroToBka B COOTBETCTBUM C
npodunem AesTernlbHOCTH

TpeboBaHus K OnbITY
npakTnyeckon pabotbl




Ocobble ycnosusi
gonycka K pabote

OTCyTCTBVIe MeaNUNHCKUX HpOTVIBOI'IOKGSaHVIVI <3>

JononHnTenbHbIE XapaKTePUCTUKU

HaunmeHoBaHune Kog HaumeHoBaHne 6a30B0W rpynbl, 4OMKHOCTU (Npodeccun) unm
OOKYMeHTa crneunansbHoOCTU
OK3 2446 CneumanucTbl B cdepe coumnanbHblx npobnem
3460 CoumanbHble paboTHUKK
OKCO <4> 040101 CoumnaneHas pabota
040100 CoumaneHas pabota
3.1.1. TpynoBasa cyHKUUA
BblsBneHue rpaxgaH, okasasLUnxcs YpoBeHo
HaumeHoBaHne o 4 Kog | A/01.6 (noaoypoBeHb) 6
B TPYOHOM XXU3HEHHOW cuTyauuu
KBanudukaumm
I'Ipomcxozmeme OpuruHan X 3aumcTBOBaHO 13
TPYAOBON OYHKLNK opuvrnmHana
Kop, PerncrpaumoHHbIi
opvrnHana Homep
npodyeccnoHarsbH

Oro ctaHgapTa

TpynoBble AeNCTBUSA

OpraHusauusi nepBUYHOTO Nprema rpaxgaH

OcylwiecTBrieHne  MNEpPBUYHON  MPOBEPKM W aHanu3a  [JOKYMEHTOB,
CBMAETENLCTBYIOLMX O NpobrnemMax rpaxaaH, o6paTMBLLUMXCA 3@ NonyvyeHuem
coumanbHbIX YCIyr ¥ Mep coumanbHOW NoaaepKKu

BbisiBnenne HepgocTawwen uHpopmaumm n (unu) nHdopmauum, Tpedytowen
OO0MNONMHUTENBHON NPOBEPKU

OcyulectBneHne cbopa un o06paboTkn  OONOMHUTENBHOM  MHGOPMAaLMK,
CBMAETENLCTBYOLWE O npobnemax rpaxgaHuHa, obpaTtusllerocs 3a
npegocTaBneHMemM coumnanbHbIX YCNYr UM Mep coumanbHOW NOAAEPXKKN

MpoBeaeHWe [OWMArHOCTUKM TPYOHOW >KM3HEHHOW CUTyaUMW rpaxaoaHuHa,
YCTaHOB/EHME ee NPUYMH U XapakTepa

BbisiBrieHMe M oueHka WHAMBUAOYanbHOW MOTPEGHOCTM rpaaaHuHa B
pasnuuHbIX BUAax M opMax couManbHOro o6CnyXuBaHUS U couuanbHoM
noaaepXKM

KOHch'IbTI/IpOBaHVIe rpaxaaH, O6paTVIBL1JVIXCFI B CUCTeEMy couunarnbHOW 3awnTbl
HaceneHuA, o BO3MOXHOCTAX npenocraBlieHnd nm coumanbHoro
OGCJ'Iy)KVIBaHVIFI n mep coumnansbHon noaaepKkm

KoHcynbTupoBaHue rpaxaaH, o6paTUBLUMXCSA B OpraHbl coumanbHON 3aluThl
HaceneHnsi, OTHOCUTENbHO [OKYMEHTOB, HeobXoOMMbIX AN Mony4YeHus
onpeeneHHoro Buaa coumanbHbIX YCyr U Mep coumanbHOW NoaaepKku

BeneHuve ydeTa rpaxgaH, Haxo4saLWMXCS B TPYAHOM XXU3HEHHOW cutyauuu m
Hy>XOakLWnxca B npegocrtaBsfieH MM pas3nnyHbiX BUOOB coUManbHbIX yCnyr 1
coumanbHon NoaaepXkm

BoisiBneHne 06CTOATENLCTB BO3HUKHOBEHWUSI TPYAHOW XM3HEHHOW CuUTyauumm
nyTem opraHusauum obcrnegoBaHui, MOHUTOpPUHra yCnoBun
XKU3HedeATenbHOCTU rpaxgaH no MecTy XutenbctBa (pakTnyeckoro
npebbiBaHWs), onpegeneHns NpUYMH, CNOCOOHbBIX NMPUBECTU UX B MOSIOXEHMWE,
npegcTasnsoLee onacHoOCTb AN XU3HM U (MNW) 340POBbS, aHanu3a gaHHbIX
CTaTUCTMYECKON OTYETHOCTW, NPOBEeAEHUS, NP HEOOXOAMMOCTM, BbIGOPOUHBLIX
COLMONOrM4eCcKnx oNpocoB HaceneHus

BeneHne Heobxoammonm OOKyMeHTauun B COOTBETCTBUM C COBpPEMEHHbLIMU
CTaHAapTHbIMU TpeGOBaHMﬂMI/I K OTYETHOCTWU, NepnoanvyHOCTU U KadecCTBYy
npenocrtaslieHNd JOKYMEeHTauun

HeobxoamMmble ymeHus

MpoBOOUTE MHOUBMAYAmNbHbLIA OMNPOC TPaXOaH C Uenbl BbISBNEHUS WX
TPYAHOW XXM3HEHHOW CUTyaumm

OcyLUecTBsATb couManbHOe KOHCYNBTUpOBaHue

AHanu3nMpoBaTb YCTHbIE U MUCbMEHHbIE 0GpaLLeHUs rpaXkaaH B opraHunsaumio




coLManbHOW 3alUThLl HaceneHus

durKcMpoBaTb NOMYYEHHYIO OT rpaxagaHuHa MHopMaLMio

XpaHuTb 1 0bpabaTtbiBaTb NEPCOHasbHbIE AaHHbIE

ObecneynBaTb NPOBEPKY MNOCTYNMBLUEN OT rpaxdaHvWHa nHgopMaumm

BHocuTb nomnyyeHHytlo uHdopMauuio B 6a3sbl OaHHbIX B COOTBETCTBUU C
TpeboBaHMAMM NPOrpaMmMHOro obecnevyeHus

YcTaHaBnuBaTb KOHTaKTbl C cOLManbHbIM OKpYXeHUem rpaxxgaHnHa

ObobwaTte u cuctematusmpoBaTb WHGOPMALMIO, KacaloLyrcs TpygHOW
KM3HEHHOW CUTyaLMM N METOOOB €€ NPeodoneHuns

Ob6ecneuynBaTb acpbekTnBHOE B3aMMOOEenCcTBme c rpaxgaHamu,
OKasaBLUMMUCS B TPYAHOWN XMU3HEHHOWN CUTyaLmu

npOﬂBJ'IFlTb YYTKOCTb, BEXITNBOCTb, BHMMaHMe, BblAEPXKY,
npenycMoTpuUTenbHOCTb, TepneHune K rpaxagaHam U ydnuTbiBaTb UX (bI/I3I/ILIeCKOG
N NCUXOJNNIOrM4eCckoe CoOCTodHne

VMcnonb3oBaTb OCHOBHble METOAbl, CMNOcoObl W cpencrtea norny4yeHud,
XpaHeHus, rlepepa60TKM MHd)OpMaLIMVI, HaBbIKN pa60TbI C KOMMNbOTEPOM KakK
CpeacTBoM yrnpasieHnd I/IHC*)OpMaLI,VIeﬂ, B TOM YMcne B rnobanbHbIX CeTax

Pabotatb c OOKYMEeHTaMUn, COCTaBnATb OT4YETbl NO WUTOramMm BbINONMHEHUA
AEATENIbHOCTU

MoBbiwaTb cBOW  npodeccuMoHarnbHyl  KBanMdpukaumiwo B obnactu
peanusaunm TpygoBon yHKUMK

HeobxoamMmble 3HaHMA

HOpMaTVIBHbIe NpaBOBbl€ aKThbl B ccbepe coumnanbHOW 3aWmMThbl HaceneHns

HauunoHanbHble ctaHgapTbl Poccunckon denepaumm B cepe coumanbHOro
obcnyxuBaHust

OCHOBHble HanpasJiEHNUA NMOJINTUKU CcoumnanbHOM 3aWMThbl HaceneHns

Llenn, 3apaum u yHKUMM OpPraHoB UK  YYpEeXAEHU  coumanbHoro
obcnyxmBaHust

Tunbl U XapaKTEPUCTUKU TpakaaH - nonyyaTenei coumarnbHbIX YCryr

Tunonorusa npobnem rpaxgaH, OkasaBLUMXCH B TPYAHOW XN3HEHHOW CUTyauuu,
pas3nu4YyHoON 3TMonorMm (coumarnbHble, CouManbHO-MEAULMHCKME, coumnarnbHO-
NCUXonorn4yeckme, coumanbHo-npaBoBbIe 1 Ap.)

HauunoHanbHble W pernoHanbHble O0COGEeHHOCTM 6blTa M CeMEenHoro
BOCNUTaHWUSA, HApPOAHbIE TPaaMLMK

COLI,I/IOKyJ'IbTyprIe, coumnanbHo-ncnxonorn4vyeckne, rncmuxonoro-negarorn4yeckue
OCHOBbl  MEXINMUYHOCTHOMO B3aUMOAEWCTBUS,, OCOBGEHHOCTU  MCUXONOrnu
JINYHOCTU

Buabl, cTpykTypa v cogepxaHue AO0KYMEHTOB, HeobXxoauMbIX AN oKasaHus
coumanbHbIX ycnyr

OcHOBbI KOMMMEKCHbIX MNOAXOAOB K OLEHKE I'IOTpe6HOCTeI7I rpaxgaH B
npegocrtaBneHnn counarnbHbIX YCIyr n Mmep coumansHomn noaaepP>XKun

MeTtoabl AMarHoCTUKK prﬂ,HOVI YKM3HEHHOWN cutyauum

OcobeHHOCTU coumanbHoiW paboTbl C  pasHbIMM  NUuamMu U rpynnamm
HaceneHus

OcHOBbI [OKYMEHTOBEAEHMUS!, COBPEMEHHble CTaHgapTHble TpeGoBaHuA K
OTYETHOCTW, MEePUOANYHOCTM U KayecTBy NpedoCTaBfeHusl OOoKyMeHTauuu,
BEAEHME KOTOPOW OTHOCUTCA K Kpyry MOJMIHOMOYMIA cheuuanucta o
coLpanbHoi pabote

OcHoBbl camoopraHu3aumMmM W camoobpasoBaHUs  CNeuuanucToB Mo
coumarnbHon pabote

TpeboBaHMA K KOHUOEHUMANBHOCTU JIMYHOM WHOPMaUMK, XPaHEHMIO U
ONepVpoOBaHNI0 MEepPCOHanbHbIMM  AaHHbIMW rpaxgaH, obpaTmBlmMxca 3a
nonyyYyeHMeM coumanbHbIX YCNYr U coumanbHOW NOAAEPKKON

Opyrne xapaktepncTunkm

BbiTb OTBETCTBEHHLIM W  pyKOBOACTBOBaTbCA B paboTe npuHUMNamMu
ryMaHHOCTW, cnpaBeasIMBOCTN, OObEKTUBHOCTU M [OBpOXenaTensHOCTH

Cobniogate npodeccnoHanbHO-3TUYECKNMEe TpeboBaHWs K OeATeNnbHOCTU
crneumanucTa no couunansHon pabote

3.1.2. Tpynosas yHKkuns

HaumeHoBaHve | OnpegeneHune obbema, BUAOB U Kog | A/02.6 YpoBeHb 6

dopmM coumanbHoro 06cnyKMBaHus (noZypoBeHb)




N Mep coumanbHOWM NOAAEPXKKY, B
KOTOPbIX Hy>KAaeTcsa rpaxkaaHnH
ON1s1 NpeofoneHns TpyAHON

9 KBanudukayum
XN3HEHHON cuTyaLmm nmbo
npeaynpexaeHus ee
BO3HWKHOBEHMS
I'Ipomcxozk,u,eHme OpuruHan X 3anmcTBOBaHO W”3
TPYZAOBOW (PYHKLIMK opurmHana
Kon PerncrpaumoHHbIn
opurnHana HoMmep
npodpeccunoHarnb-
HOro ctaHgapTa

TpynoBble AencTBUSA

Bbibop TexHomoruii, BMOOB M (OpPM couManbHoro Oo6CnyXWBaHUS, Mep
coLManbHoW NogaepXKn, HeoBXoAUMBIX AN OOCTMKEHUS KOHKPETHOW Lienu

CornacoBaHve C rpaxOaHWUHOM LEnu OKasaHWs couuanbHbIX YCryr Wu
npefocTaBneHns Mep coLmanbHOW NoaaepXKu

BbisBrneHne noTeHumMana rpaxgaHuHa u ero OGrvbkanwero OKPYXeHUs B
peLueHun Npobnem, CBA3aHHbIX C TPYAHOW XXM3HEHHOW CUTyaumnemn

PaspaboTka v cornacoBaHue C rpaxgaHUHOM MHAMBUAYaNbHON Nporpammbl
npegocTaBneHnst coumasbHbIX YCIyr U Mep coumanbHOn nogaepxku

[naHupoBaHWe AOencTBUM MO OOCTWKEHUIO Uenen oKasaHus couuanbHbIX
YCIyT 1 coumanbHON NOAAEPKKM rpaXKaaHUHyY

OnpepeneHune Heobxogumoro  obbema ycnyr  no peanusaumm
I/IH,IJ,I/IBI/Ip,yaJ'IbHOVI nporpamMmmMbl npenocrtaBlieHna couunanbHbIX ycnyr n mep
coumansHon nogaepxku

YcraHoBneHune CPOKOB U nepnognyHOCTU npeaocTaBneHna counanbHbIX yCenyr
(I'IOCTOFlHHbIe, nepunoan4yeckue, pa3OBbIe) no peann3aunn I/IHJJ,I/IBWJ,yaJ'IbHOVI
nporpamMmmbl npeaoctaBlieHNd counarnbHbIX yCnyr

ObGecnevyeHne KOMMIMEKCHOIO B3aMMOAENCTBMSA C APYrMMW creuuanuctamu,
yUYpexaeHUsIMU1, opraHU3auusiMn U coobLlecTBaMu Mo OKa3aHWIo MOMOLUU B
NpeodoneHn TPYOHOM >KU3HEHHOW cuUTyauuu rpaxgaHuHa M Mep Mo
npeaynpexoeHunto ee yxyaleHust

HeoGxoaumble yMeHusi

npOI'HO3VIpOBaTb pesynbratbl OKa3aHWA CcouMalibHbIX YCIyr un coumanbHom
NoAAEPXKU rpaXgaHuHy, HyXXgarwemycd B UX noJiy4eHnmn

KoHKpeTuanpoBaTb Lenb OKa3aHUs couuanbHbIX YCRyr W coumanbHow
noadepXKu rpaXKaaHUHy Ha OCHOBE MpOBedeHHOW AMarHoCTUKU U C y4eToM
€0 XXMU3HEHHbIX NNaHoB

O6GocHOBbIBATbL  UCMOMb30BaHNE  KOHKPETHbIX  TEXHOMOTMA  coumarnibHOM
paboTbl, BUAOB U ¢popM coumanbHOro 0GCRYyXMBaHMS U Mep CouManbHON
NnoaAepXkv B OTHOLLEHMN KOHKPETHOro cry4ast

MpUMeHsITb MeToAbl AMArHOCTMKU NIMYHOCTM, CMOCOOHOCTEN U CKIIOHHOCTEMN,
MO3BONSAOLWMNX aKTyanuanpoBaTb MO3VLMIO FpaxkgaHuHa, obpaTtumBluerocsi 3a
nonyyeHvem ycnyr, W obecneuynTb peanu3auulo  CamMornoMoln U
B3aMMOMOMOLLM

BsaumopgeitictBoBaTb C  OpYyrMMM  cnieuuanuctamu,  yYpexaeHUsMu,
opraHMsauMsiMim M coobLLEeCcTBaMU NPU OKasaHUM coumanbHbIX YCNyr 1 mep
coumanbHo noaaepxku

YyutbiBaTh nHanenayanbHble 0cobeHHoCTH rpaxgaHuHa, 06paTl/|BLIJel'OCF| 3a
nonyvyeHnem coumarbHbIX yCnyr

CooTHoCuTb nHamsnayarnbHyr nporpaMmmy counarnibHOro O6CJ'Iy)KI/IBaHI/IFI Cc ero
counanbHbIMWN OXngaHUAMN N I'IOTpQGHOCTFIMI/I

MoBbiwaTe CBOW  nNpodeccuMoHarnbHyl0  KBanMdpukaumio B obnactu
peanusaunm TpygoBOn yHKUUM

HeobxoamMmble 3HaHMA

Teopusi counanbHon paboTbl

TexHonorns coumanbHON pa6OTbI N yCrnoBud nxX npuMeHeHunsa

HaumoHanbHble ctangapTthl Poccuinckon ®epepauum B obnactn coumanbHoro
obcnyxmBaHust

Poccunckunin n 3apy6exxHblin onbIT NPakTU4YECKOW coumansHon paboThl

OcCHOBHblE HarmpaBrieHUsi MONMUTUKA COLManbHOW 3alUUTbl HaceneHus Ha
hegepanbHOM, pervoHasibHOM, MyHULMMArbHOM YPOBHSIX




OCHOBblI  NPOEKTUPOBaHUS, MPOrHO3UMPOBAHMS U MOOENUPOBaHUS B
coumanbHon pabote

OcHOBbI  COCTaBMeHWUs1 WMHOMBUAYaNbHOW NporpaMMbl  MPenoCTaBMneHus
coumanbHbIX ycryr

OcHoBHble TuMbl NpobrnemM, BO3HMKAKWOLWMX Yy TrpaxgaH - nonyyarenemn
coumnanbHbIX yenyr

OcHoBHble (hopMbl U BUAbBI COLMANbHOro 06cnyxmBaHus

Cnocobbl akTMBM3aLUMM TNMYHOCTHBIX PECYPCOB U PECYPCOB COLMANbHOM
OKPY>XEHWs!

WHdpacTpykTypa peanusauMu coumanbHblX ycnyr B MyHUALMUNANbHOM
o6pasoBaHum, pecypcbl MecTHoro coobluectsa

OcHoBbI  camoopraHusauuM U  camoobpasoBaHWst  CMeuvanuctoB Mo
coumanbHow pabote

Ipyrne xapakTepucTuku

BbiITb OTBETCTBEHHLIM U pykoBOACTBOBaTbCA B pa60Te npuHUMnamm
r'ymMmaHHOCTU, cnpaBeanyimBoCTH, OOBLEKTMBHOCTU U ,qo6po>KenaTeanocm

Cobnogatb FIpO(beCCVIOHaJ'IbHO-STVI‘-IeCKI/Ie Tpe6OBaHl/IF| K OeATernbHOCTU
cneumnanucTa no coumanbHom pa60Te

3.1.3. TpynoBas pyHKUMS

OpraHusaums coumanbHoro
obCnyXmMBaHMs 1M couMarnbHON YpoBeHb
HaumeHoBaHune y Koo | A/03.6 | (nogypoBeHb) 6
NOAAEPXKKM TpaxgaH C y4eToM KX
. KBanudukaumm
MHAMBUAYanNsHOM NoTpebHOCTM
MpouncxoxaeHne 3anmcTBOBaHO U”3
P A OpwurunHan X
TPYOoBON OYHKLUMM opurMHana
Kon PernctpaumoHHbIi
opurnHana HoMep
npodgeccnoHanb-
HOro cTaHgapTa

TpynooBble AencTBUSA

OpraHusaums nomMowy B OQOPMIIEHUU AOKYMEHTOB, HeobxoauMmbIX ans
NPUHATUA Ha coumanbHoe OGCNyXMBaHWE UMM OKasaHWs Mep couuanbHOM
NoadepXKM

OpraHnsaumsi okasaHus CcouMarnbHO-ObITOBLIX, COLManNbHO-MEeONLNHCKNX,
couunanbHO-NCUXOMNOrMYECKNX,  coLmarnbHO-Neaarorn4eckux, couunanbHo-
NnpaBoOBbIX,  COLMANbHO-3KOHOMWYECKMX,  COoLManbHO-peabunmnTaLMoHHbIX
YCIyr, ycnyr o couuanbHOMY COMPOBOXAEHWIO rpaxaaH, a Takke Mep
coumnanbHON NogaepXkkm

OGecrieyeHne nocpeaHUYecTBa MexXay rpakdaHWHOM, HyXOallMMca B
npefocTaBrneHnn coumanbHbIX YCNyr UM Mep COUManbHOW MoadepXKKu, U
pasnMyHbIMK cneunanictTaMmm (y4pexxoeHusiMu) € Lenbio npeactaBreHust
MHTEPECOB rpaykaaHnHa 1 pelleHust ero colmanbHblX Npobnem

OpraHusaumsi MeXBeLOMCTBEHHOIO B3aMMOAEWCTBUSI C LeSbio peanusaumm
noTpeGHOCTEN rpax/iaH B pasnunyHbIX BUaax coumarnbHbIX YCnyr

KOHCyJ'IbTI/IpOBaHVIe no pa3nnyHbIM Bonpocawm, CBA3aHHbIM
npenocraBneHmMemMm counanbHblIX YyCnyr WU OKa3aHuem Mep couunalbHO
noaaepXKku

c
7

BbisiBneHne u oueHka JfUYHOCTHbIX pecypcoB rpaxnaH - nonyaneneVl
coumalnbHbIX yCNyr 1 pecypCoB KUX COUKMalilbHOIo OKpy>XeHus

CopeiictBne akTMBM3aLMM MNOTeHUMana W COOCTBEHHbIX BO3MOXHOCTEN
rpaxpgaH - nonyaneneVl counanbHbIX ycnyr, paclmpeHuro BO3MOXHOCTEN
camMmornomoLin n ssanmMmonomoLimn

CogeiictBre mMoGUnM3aumm cobCTBEHHBIX PECYPCOB rpaxaaH M PecypcoB WX
coumarnbHOro OKpYXXeHVs1 ONsi NPeodONEHNS TPYOHOWN XU3HEHHOW CUTyauun u
NpodUIaKTUKM ee yxXydLleHus]

OpraHusaumst paboTbl N0 BOBMEYEHWUIO B coumarnbHyl paboTy WHCTUTYTOB
rpakgaHckoro obuwecTtea

OpraHu3aums npodunakTuydeckon paboTbl NO NPEAYNPEXOEHUIO NOSBIEHNS 1
(Mnn) pasBuUTUA TPYOHOW XKM3HEHHOW CUTYyaLmMK

Heobxogmmble ymeHus

BbisiBNATE npobnemy rpaxgaHuHa, Haxogswerocs B TPYAHOW KM3HEHHOW




CMTyauun, oLeHVBaTb BO3MOXHOCTU €€ peLUeHUs C MOMOLLbIO MpUBeYeHns
NpodnibHbIX CAEeUManMcToB (y4pexaeHum)

OdopMnsaTb OOKYMEHTbI, HeobXxoaumble AN MNPUHATUS  HYXOaloLWMXCS
rpaxaaH, Ha coumanbHoe obcnyxunsaHue (MOCTOSAHHOE UMW BPEMEHHOE) UNn
oKasaHwe Mep counansHoOW NogaepXxku

Boibupats ontumanbHble cnocobbl pelweHus npobnembl  rpakgaHuHa
nocpegcteoM  hOPMUPOBaHUS U COMMAacoBaHUs  C  FpaKgaHVHOM
MHAMBMAOYaANbHOW MNpOrpaMmbl  NpefoCcTaBneHns  coumarnbHbIX — YCnyr U
oKasaHus Mep coumnanbHOW NoaaepPKKu

HanpaBnatb nonyyaTenen coumanbHbIX YCAyr B ChleuManyM3MpoBaHHble
coumanbeHble  ydpexaeHus  (nogpasgeneHvs)  wuunu K NPOgUMbHbLIM
cneynanucTam

Mcnonb3oBaTb oONTMManbHOe coYeTaHue pasfuuyHbiX ¢opM U BMOOB
coumarnbHOro OOCNYXUBAHWUS,, TEXHOMOMWIA couuManbHoW  peabunuTaumm,
aganTauun, Koppekumu 1 ap.

Bblbupatb Haubonee addeKkTUBHbIE TEXHONMOMMK couManbHon paboThl,
NPUMEHNMbIE K MHAMBMAYaNbHbIM OCOBEHHOCTSIM MorlyyaTenen coumarnbHbIX
YCNYT N UX XKM3HEHHbIX CUTYaLN

OGecrneunBaTb KOOPAMHALMIO [AeATENbHOCTU CMeuMannctoB B pPeLLeHuu
aKTyanbHbIX 3a4a4 coLuanbHOro 06CnyXMBaHus rpaxaaH

OGecneunBatb KOMMMEKCHLIA MOAXOO B peanv3aumv  MHOVBUAYanbHOM
nporpamMmbl  MpeaoCTaBleHUst couuManbHbIX  YCNyr WM OKasaHus Mep
couManbHOM MoaaepXKkU rpaxaaHam CO CTOPOHbI CMEeLManUcTOB CMEXHbLIX
npodeccuin  (Ncuxonor, peabunuTonor, coumanbHbIA Nefaror, HPUCT,
gedekTonor n ap.)

Ob6ecneunBaTb MHTErpaUMio OEATENbHOCTU Pa3NMYHbIX FOCYAAPCTBEHHBLIX M
06LLECTBEHHbIX OpraHvM3auuii B peanusauvMn MHOMBMAOYanbHOW NporpamMmbl
npegocTaBneHnst couuarnbHbIX  YCNYyr UM OKasaHuMs Mep  couuarnbHOi
noaaepXKM

ObecneynBaTtb npeacraslieHne MHTepecoB nonyaneneVl counalnbHbIX yCnyr

MOTVIBVIpOBaTb rpaxngaH - nonyHaTenePl coumanbHbIX yCcnyr K akTUBHOMY
yqyactmio B peann3auunmn VIH,EI,VIBVID,yaﬂbHOﬂ nporpamMmmbl npegocTtaBiieHUsA
coumnanbHbIX yCInyr n okasaHuAa Mep coumanbHomn noanepikkn, 1Ucnorb3oBaTb
MeTOAdbl N TEXHOJIOTMK CaMOaKkTyann3aunm

PeanusoBbiBaTb ycryrm MO couManbHOMY COMPOBOXAEHWIO TpaxaaH B
mpouecce OCYLUEeCTBIIEHUS peanusauuy  UHAMBUZYasNbHOM  NporpaMmbl
npeqocTaBneHnst  couuanbHbIX  YCNYyr UM OKasaHus Mep  couuarnbHOw
NOAAEPXKKM

CocTaBnaTb coumnanbHbI NAcnopT CEMbU U rpaxgaHvHa Aans obecneveHus
KOMMMEKCHOW OLIEHKUN NpoLecca U pe3ynsraTtoB peanusaumm MHAMBUAYyanbHowm
nporpaMmbl  NPeAoOCTaBMEHUs  couunanbHbIX  YCNYr W OKasaHua Mep
coumanbHon NoaaepXkm

OpraHusoBbiBaTb  MpoBeAeHNe  WHOMBMAYaNbHbIX  MPOMUNAKTUYECKMX
MEpONPpUATUIA € rpaxdaHamy Mo MeCTy KuTenbcTBa (dpaKTUYecKoro
npebGbiBaHMsA) B BUOE KOHCYNbTaUWiA, COOeACTBUS B OpraHn3aumnn 3aHATOCTH,
O3[IOPOBMNEHNs, OTAbIXa, NpPedoCTaBneHust  couuarnbHbIX,  MPaBOBbIX,
MEOULMHCKUX, 0BpasoBaTenbHbIX, NMCUXONMOrMYECcKUX, peabunuTaLmoHHbIX U
WHBIX HEOBXOAMMBIX yCnyr

Mcnonb3oBaTb OCHOBbI MPAaBOBbLIX 3HAHWIA B cdiepe OoKkasaHUsi couumarnbHbIX
YCIyr ¥ Mep coumanbHON nogaepkku

MoBbllwaTb CBOW  Mpod)eccuMoHanbHyto  KBanudukauuio B obnactu
peanusaunm TpygoBon pyHKUUK

BblITb rOTOBbIM y4acTBOBaTb B MMIOTHbIX MNPOEKTax W MCNonb3oBaTb
WHHOBALMOHHbIE TEXHOMOMMM COoLManbHOro OBCNYXMBaAHUS HaceneHust C
YY4ETOM MHAMBUAYaANbHbIX 0COGEHHOCTEN nonyvaTtenen coumanbHbiX yenyr

Heobxogumble 3HaHuA

OcCHOBHbIe HanpaBneH1s NONNTUKN B chepe coumanbHON 3almTbl HaceneHus

HopmaturBHO-npaBoBble akTbl B chepe coumanbHOM 3aluThl HAceneHus

HaumoHanbHble cTangapTtel Poccuinckon depepauum B obnactn coumansHOro
obcnyxueaHus

CoctaB [JOKYMEHTOB, HEOOXOAMMbLIX Ansi OKasaHus coumarnbHbIX ycnyr
rpakgaHam, obpaTyBLUMMCS B coLmanbHble cnyxX0bl U yYpexaeHus

PernameHTbl BEAEHNS OOKYMeHTauuu




Cuctema coumanbHbIX CAYX0 N yuYpeXxaeHun coumnanbHOro obenyxXmBaHns Ha
permoHasibHOM " MyHMuunarbHOM YpOBHE, UX Lenn, 3agayvn n prHKLLI/IVI

LleJ'II/I, npunHUUNbI n OCHOBbI ap,MMHI/ICTpaTI/IBHO-OpFaHI/ISaLI,I/IOHHOI7I
OeATeNbHOCTU No peann3aunmn counarbHoOro O6CJ'Iy)KI/IBaHI/IF| HacerneHna

LleJ'II/I, npuHUMNbl U OCHOBbI OpraHusauun couuanbHOro nocpeaHun4yecTBa
Mexay nonydarenem couualnbHbIX Yycnyr un pasfimyHbiMMU  counarbHbIMU
MHCTUTYTaMU ONA npencraBneHna  MHTepecoB rpaxaaH - nonyaneneVl
coumanbHbIX yCNyr 1 peleHnda ero coumanbHbIX npo6neM

PernameHT MexxBeaoMCTBEHHOIO B3anMOAENCTBNSA

Cdepa npodeccuoHanbHOW OTBETCTBEHHOCTM CMEUNAnMCTOB  CMEXHbIX
npodeccuin  (NCUXONOr,  couuwanbHbI  nedaror, OPUCT, AedeKTornor,
peabunuTonor u ap.)

Metoabl ©n TexHonoruu CaMoaKkTyanusaumm rpaxpgaH - nonyaneneIZ
coumalnbHbIX yCcnyr

OcHOBbI Baneonoruun, coumnanbHon MeguumHbl

OKOHOMWNYECKNE OCHOBLI COLIMaNbHOWN pa6OTbI

MpaBoBble OCHOBLI coLManbHon paboThbl

lNcuxonornyeckne wn  coumanbHO-Negarorndeckne OCHOBbLI  COoLManbHOM

paboThl

INcuxonornsa NUYHOCTU

BOSpaCTHaFI ncunxonorud

TexHonornsa counanbHon paboThbl

q)yHKLl,l/IVI N TEXHOJIOTUN OEeATENIbHOCTU CJ'Iy)K6bI 3aHATOCTU HaAcelieHnd

OcobeHHOCTM MpPUMEHEHUsI  couuManbHbIX  TexHomrormm B Poccuinckon
depepaunn n 3a pybexxom

Teopusi counanbHon paboTbl

OcHoBbI camMoopraHmnsauum n CaM006pa3OBaHMFI

[pyrne xapakTepucTuku

BbiITb OTBETCTBEHHBIM U PYyKOBOACTBOBATLCA B pa60Te npuHUMnamm
r'ymMaHHOCTW, cnpaBensinuBocCcTH, OOBEKTMBHOCTU U ,q06po>|<enaTeanocm

Cobnogatb npodeccnoHanbHO-3TUYECKNE TpeboBaHWs K AeSTENbHOCTU
cneumanvcTa no coumanbHon pabote

3.2. Obo6LweHHas TpyaoBas PyHKUNS

[eAatenbHOCTb NO NNaHMPOBaHWUIO,
opraHn3aLnmn U KOHTPOIIO 3a YpoBeHb
HaumeHoBaHune P H P Koa B P 7
npeaocTaBneHnem coLmanbHbIX yCryr u Mep KBanudukaumm
coumnanbHOM NogaepXkn
MpowncxoxgeHue
P oe 3ammcTBOBaHO U3
0606LLEeHHON OpuruHan X
. opuruHana
TPYZOBOWN OYHKLMM
Kopg, PerncrpaumoHHbIi
opurnHana HoMmep
npodpeccunoHarnb-
HOro ctaHgapTa

Bo3moxHble
HanmeHoBaHUSA
JOIMKHOCTEN

Cneumannct no coumanbHon pabore,
3aBegyownii otaeneHnem (otTaenom)

TpeboBaHus K
obpasoBaHuio n
00yyeHnto

Boiclwee (6akanaBpuart, crneuuanuTeT) unu cpegHee npodeccnoHanbHoe
obpasoBaHue nMbo npodeccrmoHanbHasi NepenoaroToBka B COOTBETCTBUM C
npodmnem geaTensHOCTH

TpeboBaHus K onbITy
npakTnyeckon paboTol

3 roga

Ocobble ycnosus
gonycka K pabote

OTCyTCTBI/Ie MeaNLUNHCKUX I'IpOTI/IBOI'IOKGSaHI/IVI




JononHnTenbHbIE XapaKTePUCTUKU

HanmeHoBaHne OOKyMeHTa Kon HanmeHoBaHne 6a3oBon rpynmbl, 4OIMKHOCTM
(npocpeccumm) nnum cneumansHOCTU
OK3 1239 PykoBoauTenu nogpasaeneHui (cnyxo), He
BOLUeALIME B ApYyrue rpynnbl
2446 CneuunanucTbl B cdepe coumanbHbix npobnemM
OKCO 040101 CoumanbHas pabota
040100 CoumanbHas pabota

3.2.1. Tpynosas yHKuns

MporHo3npoBaHue n
NpoeKkTUpoBaHWe peanuaaumm
P P P 4 YpoBeHb
coumanbHoro obcnyxmBaHus,
HaumeHoBaHune Koo | B/01.7 | (nogypoBeHb) 7
obbemMa 1 KayecTBa Oka3blBaeMbIX
KBanudukauum
coumanbHbIX YCNyr, Mep
coumnanbHOM NogAEPXKKN
MpowncxoxaeHue 3aumMcTBOBaHO W©3
P A OpwuruHan X
TPYAOBOW (PyHKLMM opurnHana
Kop, PernctpaumoHHbIn
opurnHana Homep
npodgeccnoHanb-
HOro ctaHgapTta

TpynooBble AencTBUS

[MpoBegeHve MOHUTOPWMHIA coumanbHOW CUTyauunm Ha obcnyxrBaemon
TeppuTopuM AONA UCMNOMb30BaHUSA MNPU COCTaBEeHWUM MPOrHo3a pasBUTUS
coumanbHoro obcnyXMBaHUs 1 coLManbHON NoAAEPXKKN

MpoBeneHve aHanusa, 06O6LLEHNS U OLEHKN LOCTOBEPHOCTU MOMYyYEHHO B
NpoLEecce MOHUTOPUHIa MHdbopMaLMu

PaspaboTka npennoxeHwWn Mo pauuoHanuaauun, asTtomaTusaumm U
MOAEpHMU3aLUUN CPedcTB WM TEXHONMOrMin coumarnbHoro oBCMyXUBaHWUA Ha
VHOUBUAYANbLHOM M FPYNNoOBOM YPOBHSAX

MoaroToBka NpeanrioXeHWi B pamkax pas3paboTku coumanbHbIX NporpamMm u
MPOEKTOB, HamnpaBreHHbIX Ha MoBbieHWe 3dEKTUBHOCTM CoLManbHOro
06CNyXMBaHNA HaceneHus Ha WHAMBMAYanbHOM, TPYMNMNOBOM W CPELoBOM
YPOBHSAX

Heobxogmmble ymeHus

Onpenenste Uenb MOHUTOPUHIa coUuanbHOM cUTyauun Ha oBcnyxmBaemon
Tepputopum

Onpenensite MHAMKATOPbI COCTOSIHWUSA coLmManbHOW cuTyaumnm

Vicnonb3oBaTb pasnuyHble MeToabl MOHUTOPUHIA COLUManbHON CUTyaumnm

Wcrnonb3oBaTb  pesynbTaTbl  MOHUTOPUHIA B OMNpedeneHun  uenen
coumanbHOro 06CnyXMBaHUsA HaceneHus

BbisBNATL M aHanu3npoBaTb MHOPMAaLMIO O coumanbHOW cUTyauum

OueHunBaTb JOCTOBEPHOCTbL MHGOPMaLWK, NOMYYEHHON B XO4€ MOHUTOPUHIa
N U3 APYIMX UCTOYHWKOB

PaspabaTtbiBaTe coumanbHble NPOEKTbl (Nporpammbl), HamnpaBfeHHble Ha
noBbileHne 3PEKTUBHOCTU COLMANbHOMO OBCAYXXUBaHUA HaceneHus u
OKasaHus coumanbHON NoaaepXKm

AHaJ'II/I3I/IpOBaTI: NMPUMEHNMOCTb CYLUECTBYHOLLNX COoLUUalbHbIX TEXHOMNOrNMn
anga peann3aunn counanbHOro npoekTa (I'IpOFpaMMbI)

Pa3pa6aTblBaTb WHHOBALIMOHHbLIE TEXHOJIOITMK COLIMaibHOIo O6CJ'Iy)KI/IBaHI/IF|

MpoBoaMTb 3KCNEepPTU3Y CoLManbHOro npoekTa (MporpamMmai)

WMcnonb3oBaTe OCHOBHblE METOObl W CPEACTBa MOMyYeHWsl, XpaHeHus,
nepepaboTkn MHOPMaLMK, HaBbikM paboTbl C KOMMBIOTEPOM Kak CPeacTBOM
ynpaeneHus nHdopmauueil, B Tom uncne B ceT MHTepHeT

MoBbiWwaTb  CBOHO l'IpO(*)eCCI/IOHaJ'IbHyPO KBaJ'IVI(bI/IKaLI,VIIO B obnactu

peanusaumn TpyaoBOWN (PYHKLMK

HeobxoamMmble 3HaHMA

TexHonornu couunanbHoro
NPOrHo3npoBaHUA

NPOEKTNpOBaHUA, MoaennpoBaHusA n

CyLLI,HOCTb M 0coBEHHOCTH npoasiieHnsd KOHd)J'IVIKTOI'eHHbIX npoueccos,




CUTyaumMi coumansHOro pucka

MeToabl 1 TeXHONormm ynpasieHnda coumanbHbIMU pUCKaMK

HaumoHanbHble  cTtaHgapTtel  Poccuiickon  depepauum B obrnactu
coumanbHoro o6cnyxmBanns

IMprHUMNBI OUEHKN JOCTOBEPHOCTU COUManbHOM MHopMaumn

OcHOBblI ~ CTaHZapTM3aLUMM U KONMMYECTBEHHOW  OLIEHKM  KadecTBa
npegocTaBneHns coumanbHbIX YCNyr U Mep coumanbHOW NoAAEPX KK/

HopmaTtnBHO-NpaBoBble akTbl B cdhepe coumnanbHOW 3alimTbl HaceneHus

OCHOBHbIE HanpaBlieHna NoNnnuTuKn cou,maanoﬁ 3aWnTbl HaceneHna

TexHonoruy counanbHown paboTbl C pasnMyHbIMK rpyNnamMu HaceneHus

OcHoBbI camoopraHuMsauMm Ku camoobpas3oBaHUA  cneunanucToB Mo
coumanbHon pabote

Opyrvne xapakTepucTunku

BbITb OTBETCTBEHHLIM W pykoBoACTBOBaTbCA B pa60Te npuHUunamm
r'YMaHHOCTW, cnpaBegsinBoCTH, O0OBEKTUBHOCTM 1 noﬁpomenaTeanocm

Cobniogate npodyeccrMoHanbHO-aTUYeckMe TpeboBaHUA K AesaATenbHOCTU
cneumanucTa no coumanbHon pabote

3.2.2. Tpynosas yHKuns

OpraHmsauMﬂ OEeATENbHOCTU

nogpasgeneHus (rpynnbl YpoBeHb
HanmeHoBaHue crneunanucToB) No peanusauum Kon B/02.7 (mogypoBeHb) 7
coumanbHbIX YCryr u mep KBanudukaumm

coumnanbHOM NogAEPXKKN

MponcxoxgeHue
TPYAO0BOW (PYHKLUMK

3ammcTBOBaHO U3

OpwuruHan X
opvrMHana
Kop, PernctpaumoHHbIn
opurnHana Homep
npodgeccnoHanb-

HOrO cTaHgapTa

TpyooBble AencTeums

OnpepeneHve nnaHoBbIX LUenen W 3ajavy nogpasgeneHuns  (rpynmbl
cneumanncToB) U OTAENbHbIX CNEeLManMcToB Mo coumansHon paboTe

OnpepgeneHne pecypcoB, HeobBXoAMMbIX [OnA peanusauun CcouunanbHOro
06CNyX1BaHNA 1 coumanbHOW NoaAepKKM, OTBETCTBEHHbIX UCNONHMUTeNen

OnpeneneHve obbema paboTbl COTPYAHWKOB MoApasgeneHus (rpynnbi
CcreumanucToB) 1 pacnpefensiTe 3a4aHus Mexay HUMK

KOOp,EI,I/IHaLI,I/IFl 0eATeNnbHOCTU COTPYAHUKOB noapasaeneHnd no BblNOJIHEHUIO
NOCTAaBJIEHHbIX 3a43au

MoTunsaumsa COTPYyAHMKOB Ha BblNOJIHEHWE MOCTaBJIEHHbLIX 3a4a4

KOHTpOJ'Ib BbIMOMHEHNS NNAHOBbLIX Lenen n 4esTenbHOCTb CeLnannucToB

AHanua paGoTbl nogpasgeneHns (rpynnbl CNELManUCTOB)

OcyUJ,eCTBJ'IeHI/Ie MeporIpI/IFlTI/IIZ Nno NMoBbILLIEHUIO KBaJ'II/ICbVIKaLI,VII/I COTpyAHNKOB
nogpasgeneHunsa

OcyliecTBreHne  CcynepBuanM  Kak  WHOMBMAYanbHOrO  KypaTopcTBa,
HaMpaBfieHHOINO Ha BbISBMEHUE U pelleHne npobnem npu BXOXAEHUN B
OOIDKHOCTE U OCYLLECTBMEHUN  NPOdECCMOHanbHOW  OeATEeNbHOCTU
cneuynanucToB  noapasgeneHus,  npodunaktuky  npodeccnoHanbHom
gedopmaumm 1 BbiropaHus

Heobxogmmble ymeHus

MnaHupoBaTe paboTy noapasfdenieHnst couuarnbHOn cnyxbbl B cocTaBe
opraHusaumu

dopmynumpoBaTb Uenu, 3agadv, onpeaenaTb 00f3aHHOCTM W TpydoBble
OEeNCTBMS  crneumanucToB Mo  coumanbHom paboTte, peanuaylomx
coumanbHbIV NPOeKT

OpraHu3oBbiBaTb B3aUMOAENCTBME CMeLMannucToB B Npouecce peanusaumm
coumanbHbIX YCIyr U Mep coumanbHON NogaepXku

Vcnonb3oBatb MHCTPYMEHTbI MEXINYHOCTHbIX KOMMyHI/IKaLI,MIZ

YperynupoBaTtb KOH(NMKTbI, BNafAeTb HaBblkaMu MeamaumMu B coumanbHOM
chepe

Vcnonb3oBaTtb I/IHCprMeHTapI/IIZ BblABIIEHUA I'IOTpe6HOCTel71 KOHKPETHOIo




COTPYAHVKA C Lerbio onpegeneHunst ero npodeccmoHasnbHoro noteHumana

Brnagete OCHOBHbIMM MeTOA4aMM cynepBu3nn, BbICTpanBaTb MoOeNn ee
opraHusauumm un npoeegeHnMA B COOTBETCTBMM C  U3SMEHAKLWMMUCA
I'IOTpeﬁHOCTﬂMI/I cneunanncToB

Onpegensatb cTumynupyowwme aktopbl TPOECCMOHANBHOM AEATENBHOCTMH,
paspabaTbiBaTb M peann3oBbiBaTb CUCTEMY CTUMYNMPOBaHUS 3 EKTUBHON
npodeccuoHarnbHON AesTeNbHOCTU

MoBblwaTe CBOKW  npodeccuMoHanbHy  KBanudmkaumiwo B obnactu
peanusauun Tpyaoson doyHKLMK

Heobxoaumble 3HaHu4A

OcCHOBbI coLuanbHOro ynpasneHuna

LleJ'II/I, NPUHUUNbI 1 TEXHOIOIMNMK ynpasrieHna nepcoHanom

TexHonornm coumansHon paboThbl

Teopus coumansHon paboTbl

OcHoBbl KOHd)J'II/IKTOJ'IOFI/IM n megnauunmn

lMcuxonorna n coumonornsa NMNYHOCTU 1 rpynnbl

lMcuxonornyeckne n coumonorndeckme MeToabl UCCrneaoBaHms

Mcuxonorna n counonorns ynpasneHusa

an/IHLI,I/II'IbI, BhObl, METOObl N TEXHOJ10IMK CynepBuU3nn

OcHOBbI camoopraHusauumM U camMooBpasoBaHUs  CreuuanucToB Mo
coLmanbHoi paborte

Ipyrne xapakTepucTuku

BbiTb OTBETCTBEHHLIM W PyKOBOACTBOBATbCA B pa60Te npuHUunnamMmm
r'YMaHHOCTU, cnpaBeginBoCTH, O0ObEKTMBHOCTU U ,qo6po>|<enaTeanocw|

Cobnogatb I'IpO(beCCI/IOHaﬂbHO-STI/I‘-IeCKVIe Tpe6OBaHI/IF| K AOeATeNnbHOCTU
crneyunanucTa no coumanbHom pa60Te

3.2.3. TpynoBas pyHKUMS

KoHTponb kayecTBa u
3 EKTUBHOCTM COLMANbHOIo YpoBeHb
HanmeHoBaHne | obcnyXmBaHUA rpaxkaaH u Kog | B/03.7 | (nogypoBeHb) 7
npegocTaBneHnst Mep coumasnibHON KBanudukaumm
NOAAEPXKKM
I'IpomcxozmeHme OpuruHan X 3aMmMcTBOBaHO U3
TPYOoOBOWN OYHKLMM opuruHana
Kon PernctpaumoHHbIn
opurnHana HoMep
npodpeccunoHarnb-

HOro ctaHgapTta

TpyooBble AencTBuA

BuisiBneHune n n3MmepeHumne nokasarternemn KayecTBa counanbHOro
06Cﬂy)KVIBaHVIF| n mMmep coumnanbHon nogaep>Kku

OueHKa Ka4yecTBa coLmanbHoro 06Cﬂy)KVIBaHI/|$|

BuisiBneHne u u3mMepeHve nokasatenent 3PgEeKTUBHOCTM COLMANBbHOIO
obcnyXvBaHus

OueHka 3hPeKTVBHOCTM COLMaNbHOrO 06CMYyXMBaAHUSE U Mep couuanbHon
noaaepxKu

HeoGxoaumble yMeHusi

PaspabaTbiBaTb KpuUTepuu KadyecTBa MpenoCcTaBnsieMblX YCIyr U Mep
coumanbHON Noaaepku

AHanuaupoBaTb W OLEHWBaTb MpOLEcC W pesynsTaThl peanusaumu
coumanbHbIX YCNyr U coumanbHOW noaaepXku Ha MHAMBMAYaNbHOM YPOBHE

Mcrnonb3oBaTb pasnuyHble BWAbl OMPOCOB HACeNeHWs U 3KCMepTHbIX
OMpOCOB, HAaMpPaBMEHHbIX Ha BbISIBIIEHWE KadyecTBa M 3PMDEKTUBHOCTU
NpefocTaBnseMbIX YCIyr U Mep coLManbHON NOaAePKKM

AHaJ'II/I3I/IPOBaTb pesynbraTtbl OKa3aHnA counanbHbIX yCnyr Ha permoHaribHoOM
M MyHMUMnarbHOM ypOBHE, a TaKKe Ha YPOBHE couualrbHbIX rpynn

MpeacTaeBnsaTb pesynbratbl NpodeccroHanbHoOM AesTenbHOCTM B BuAe
Ka4eCTBEHHbIX U KONMYEeCTBEHHbIX JaHHbIX

MoBbiwaTe cBoOW  npodeccMoHanbHyo  kBanudukauuio B obractu
peanusauun Tpyaoson yHKLMK

Heobxogumbie 3HaHUS

OcHoBbI opraHnsauumn npo¢)eccm0Haan0|7| OeATENbHOCTU, KOHTpO&A




KayecTBa npegoctaBieHnd counarnbHbIX yCenyr

HaumoHanbHble  cTaHgaptel  Poccumckon  depmepaumm B obnactu
coumansHoro o6cnyxvBanns

MeToabl KOMMYECTBEHHON OLIEHKM KauecTBa NpedoCTaBneHus coumanbHbIX
YCNyTr 1 Mep colmanbHON NoaaepKku

an/IHLLI/II'IbI n npasuna npoeeaeHna OnpocoB HacerneHUA U 3KCNepPTHbIX
onpocoB, HanpaeneHHbIX Ha BblABNeHWe KadectBa U 3(*)(1)6KTI/IBHOCTI/I
npegocrasndeMbliX ycnyr n mep coumnansHon nogaepXku

CoumanbHble npouecchl, npoucxogdiuine B obuwecTtee, NX BO3MOXHblE
HeratuBHble nocneancTeuA, KOHd)J'II/IKTOFeHHbIe npouecchl, cutyauum
coumalnbHOro pnucka

Cnocobbl M BO3MOXHOCTU MCMONb30BaHUS AaHHbIX COLMONOrMYecKnx
OMpOCOB, CTaTUCTWKKW, aHanM3MpoBaTb OTYETHOCTb  YUYPEXKOAEHUA U
opraHmsaumm

MeToabl 06paboTku OaHHbIX AMMNNPUYECKUX nccnenoBaHni,
NpeaocTaBleHNs UX B YNCITOBOW, TaONWUYHOW, rpadpnyeckon u 1.n. dopme

OcHoBbI camoopraHusauuM U camoobpas3oBaHWs  cheuuanucrta Mo
couuansHoi paboTe

[pyrne xapakTepucTuku

BbiTb OTBETCTBEHHBIM W PYKOBOACTBOBATLCA B pa60Te npuHUunnamMmm
'YMaHHOCTU, cnpaBegsinBoCTH, OOBbEKTMBHOCTU U qupomenaTeanocm

Cobnogatb nNpodeccuoHanbHO-aTUYEeCKMe TpeboBaHUSA K OeATENbHOCTU
cneuvanucTa no coumarnsHon pabote

3.2.4. Tpynosas cyHKuUMS

MogroToBka NpeanoXeHun no

OpMUPOBAHUIO COLIMaNbHOM YpoBeHb
HaumeHoBaHMe | NOMUTUKK, Pa3BUTUIO coLMarbHON Kopa B/04.7 (nopypoBeHb) 7
NMOMOLLM U coumarbHOro kBanudukaumm

OGCﬂy)KI/IBaHMﬂ HacenexHna

MpowncxoxgeHue
TPYAOBOW (PYHKLIMK

3anmcTBOBaHO 1”3

OpurvHan X
opurvHana
Kopg, PerncrpaumoHHbIi
opurnHana HoMep
npodpeccunoHarnb-

HOro craHgaprta

TpynoBble AeNCTBUSA

MogroToBKa NpPeanoXeHWi Mo MOBbIWEHMIO 3(PMEKTUBHOCTN peanusauun
coumanbHOM MOMUTUMKM Ha YypoBHe cybbekta Poccuiickon Pepepaunn,
MYHMUMNANUTETa, yupexaeHus

MogrotoBka MNpeanoXxeHwin npu paspaboTke UM peanu3auuy coumanbHbIX
nporpamMm 1 NpoeKToB

OpraHunzaumsi MeponpuaTuii Mo MPUBIIEYEHUIO PECYPCOB  OpraHu3auuin,
06LEeCTBEHHbIX OOBbEAMHEHUIA W YacCTHbIX MWL, K OKa3aHWio coLmanbHOW
NnoaaepXKM rpaxkgaHam

Wcnonb3oBaHne noTeHuuana Ccpeacts  MaccoBoW — MHopmauun  u
coumanbHbIX CeTel Ans NpUBREYEeHUss BHUMaHUS obLlecTBa K akTyarbHbIM
coumanbHbIM npobrnemam, MHPOPMMPOBAHUS O HaMpaBeHUsIX peanu3aumu
W NepcrnekTuBax pasBuTus counanbHon paboTbl

Yyactne B opraHmsauunmn peknambl counaribHbIX yCryr un MH(*)OpMaLI,I/IOHHOM
obecnevyeHumn nx pa3BnTUA N pacnpoCcTpaHeHuA

MprMeHeHe MapKeTUHIOBbIX TEXHOMOIWIA C Lenblo hopMUpoBaHUS cnpoca
1 obecrneyeHns: afeKkBaTHOrO NPeaAnoXeH sl colmanbHbIX YCIyr

lMpoBegeHne paboTbl MO MPOABWXKEHWMIO M MONynsApv3aunyM MNO3UTMBHOIO
onbiTa opraHM3auun coumnarnbHOro 0BCIyXMBaHUA 1 counanbHOM NOAOEPXKKM
HaceneHmss mnyTeM MOAroTOBKM MHdOpMauun Aans cpegcTtB  MacCOBOM
WHopmMaLmMn N B3anmogencTenst ¢ 06LLECTBEHHOCTLIO

Heobxogmmble ymeHus

O60o0waTb 1 cuctemaTn3anpoBaTb NEPELOBON POCCUIACKUI OMNbIT peanu3aumm
coumanbHoro obcnyXmBaHns U Mep coumanbHON NoaaepXku

MpoBOONTL CpaBHUTENbHLIN aHanmM3 POCCUMCKOrO U 3apybexxHOro onbita
coumanbHonm paboTbl, coumanbHOro  oGChAyXMBaHMS UM coLManbHOM




noaaepXKu HaceneHus

ApantnpoBaTtb 3MEKTMBHBIA 3apyOeXHbIN OMbIT K POCCUIUCKUM YCITOBUSIM
€ro npumMmeHeHusA

Mcnonb3oBaTb  OaHHblE  COLMOSNIOTMYECKMX  OMPOCOB,  CTATUCTUKM,
aHanM3npoBaTb OTYETHOCTb YYPEXAEHUN 1 OpraHnsaunm

MogrotaBnueatb uMHGopmauuio B Buae OykneToB, Opolwtop, cTaTen,
coobLeHnn ang cpegcTs8 MaccoBoW MHAOPMaLMK K coumarnbHbIX CETEN

B3anmopgencTBoBaTb CO cpeacTBaMyM MaccoBon MHOPMaLMK, Kak HayyHOro,
Tak U OOLLEeCTBEHHO-MONYNAPHOIO MnaHa, ANs MNPUBMEYEHNS BHUMaHUS
o0LLEeCTBEHHOCTM K coumanbHbiM npobnemam o6LuiecTBa, oOpraHv3auuu
peknambl coumanbHbIX ycryr

Pa3pa6aTbIBaTb peKJ'IaMHO-I/IHd)OpMaLMOHHbIe MaTtepuarnbl No aKkTyalibHbIM
coumnanbHbIM npo6nemaM HaceneHud, couunarnbHbIM pUCKaM W Yyrposam,
CnocobHbIM HEraTUBHO MOBNUATL HA yCcnoBuA Xn3HeoeATeNlbHOCTU rpaXKgaH,
d TaKkKe 0 Bnaax, cbopmax n CY6b6KTaX peanun3daunn counasnbHbIX yCryr

OcyLlecTBnsATb B3aMMOAEWCTBME B BOMpOCax coumarnibHoOro obcrnykuBaHus
rpakgaH - nonyyaTeniel  couuarnbHbIX — YCIYF  C  YYPEXAEHUSIMU
30paBOOXpPaHeHs], KynbTypbl, 00pa3oBaHus, U UX yYpeauTensamu, a Takke
GraroTBOPUTENbHBIMK W PENUIMO3HBIMK 00beAVHEHUAMW OOBLLECTBEHHBIMU
opraHnsaumsaMm

CopenctBoBaTb CO34aHWM0 KNyboB, 0ObeguHEeHW, rpynn B3anMOMOMOLLM,
CcnocobCTBYOLWMX OObEAMHEHUIO CEMEN W OTAENbHbIX rPpaXaaH C LEenbto
OKa3aHuA NOMOLLNM B pelleHnn nx coumanbHbIX npo6ne|v|

Wcnonb3oBats  cnocobbl  camoopraHu3auMm 1 camoobpasoBaHus
cneumanucToB No couunansHou pabote

MoBblwaTe CBOKW  npodeccuMoHanbHy  KBanudmkaumiwo B obnactu
peanusaunn Tpyaoson dyHKLMK

Heobxoaumble 3HaHu4A

PervoHanbHble  OCOGEHHOCTM  COUManbHOTO  PasBUTUS,  COLManbHOM
CTPYKTYpbl HacerneHusi Ha BBEPEHHOM y4yacTke paboTbl (Ha TeppuTopuW, B
coupasnbHOW rpynne, B TPYAOBOM KONMEKTUBE U ap.)

HauunoHanbHble W pernoHanbHbIE ocobeHHOCTM OblTa U CeMeNHoro
BOCNUTAHUA, HapogHble Tpaguunn

OnbIT pa3BuUTUA coumanbHoi paboTtbl B Poccun 1 3a py6exom

TexHonorMM coumanbHOro OOCNY)XMBAHUS HaceneHusl, NpUMEHsieMble B
Poccuu 1 3a pyGexkom

OCHOBHble HarnpabsJiEHUA NOJINTUKN coumnanbHOM 3aWmMTbl HAaceneHust

OcHoBbI B3auMOgeNCTBUS Co cpeacreavum MaccoBOu I/IH(bOpMaU,I/IVI

CyLLHOCTb U TEXHOMOMMU coLMaribHON peknambl, ee OYHKLUMM U 3HaYeHne B
obLiecTse

MeTtoabl coumansHOM NHpopMaTUKM

CoumanbHble 1 NCUXONOrNYeCckue OCHOBBI paGOTbI C MHCbOpMaLlVIeVI

Ponb coumanbHbIX WHCTUTYTOB B CTAHOBJIEHNKN COUMaAJIbHOIo rocygapcrea

KoHuenuusa couunansHom CnnovYeHHOCTH

OcHOBblI  OEATENBHOCTM  OOLIECTBEHHLIX OOGbeAWHEHWR, opraHu3aLuin
couManbHOM HanpaBnNeHHOCTU 1 B3anMOOEeNCTBUSA C HUMI

OcHoBbI (haHapan3uHra

OKOHOMMYECKME OCHOBBI CoLMarnbHon paboThl

CoBpeMeHHble TpeboBaHWs K cneuuannucTam no counanbHon paboTe

OcHoBbl couuanbHol paboTbl, HOPMATUBHO-MPABOBLIE aKTbl, KacatoLiMecs
npodeccmoHanbHOW AeATeNIbHOCTM MepcoHana, a Takke [AOJIKHOCTHble
WHCTPYKLMW, NMpaBuia BHYTPEHHEro TPYAOBOro pacnopsiaka, npukasbl U UHble
roKarnbHble aKTbl yYpexaeHust

OcHoOBbI camoopraHuM3auuMnm ©n camoobpasoBaHuWs  CreuuanucToB Mo
coumanbHomn pabote

Opyrvne xapakTepucTuku

BbiTb OTBETCTBEHHLIM W PyKOBOACTBOBATbCA B pa60Te npuHUnnamm
r'YMaHHOCTU, cnpaBegsinBoCTH, O0OBHEKTUBHOCTU 1 ,q06po>|<enaTeanocm

Cobniogatb npodeccuoHanbHO-aTUYECKMe TpeboBaHNSa K OeATeNbHOCTU
cneuvanucTa no couunanbHon pabore




IV. CBegeHusi 06 opraHmsaumsax - paspaboTumkax
npodeccnoHanbLHOro ctaHgapTa

4.1. OTBETCTBEHHAsi OpraHM3auus - paspaboTumk

denmepasibHOe TOCyHmapCTBEeHHOe OMBIXeTHOe oOpas30BaTelIbHOe yuYpexIeHue
BEICIIETO NPOPEeCCHMOHAJIBHOTO OOpaszoBaHMA "POCCUMMCKMUM I'OCyIapCTBEHHEI
couMaJibHEM yHUBepcuTreT"

PexTop denmaxmua Jlmoma BacuinberBHa

4.2. HanmeHoBaHus opraHusaumm - pa3paboTymkos

'BY TLCO "Hoornpeeo" ropoga Mockabl

'BY TLICO "HOxHonopToBbIn" ropoga Mocksbl

'BY TLCO "YepTtaHoBo" ropoga MockBbl

'BY TLUCO "MeLuaHckun" ropoga Mocksbl

'BY TLICO "Apocnasckuit”" ropoga Mocksbl

'Y LCICu "Ananor" ropoga Mocksbl

'BY TLUCO "XamoBHukn" ropoga Mocksbl

'BY TLICO "Mockosckuin" ropoga Mocksbl

© |®INIO O~ |WIN =

BY CO MO "TyLIKMHCKUI LEHTP coumarnbHOro 06CnyXmnBaHms rpaxkaaH noXxurnoro sospacra u
nHeanuaos” ropoa MywkmHo MockoBcKor obnacTtu

VIHCTI/ITyT nepenoaroToBkn 1 NnoBbliLLIEHUA KBaJ'II/ICbMKaLI,I/II/I D,enapTameHTa coumanbHOM 3aWmThbl
HacerneHuna ropoga MockBbl

11.

YuebHo-meToamyeckoe obbeamHeHne By3oB Poccum no obpasoBaHuio B obnacti counansHoOm
paboThl

<1> O6LLEepPOCCUNCKNIA KnaccudmkaTop 3aHATUN.
<2> O6LLepocCcUncknii knaccudgmkaTop BUAOB SKOHOMUYECKOW AEATENBHOCTHU.
<3> llpukas MwuHsgpaBcoupassutua Poccum ot 12 anpens 2011 r. Ne 302H "OO6 yTBepxaeHwun

nepeyHen BpeaHbIX U (MM) ONacHbIX NPOM3BOACTBEHHBLIX (PAKTOPOB M PaboT, MpPWU BbINOHEHUN KOTOPbIX
npoBoasTcHa obA3aTenbHble NpeaBapuTenbHble Y Nepuognyeckne MeguuuHckme ocmoTpbl (ob6cnegosaHus), n
nopsigka npoBedeHus obs3aTenbHbIX MNpeBapuTEnbHbIX U NEPUOANYECKNX  MEAMUMHCKMX OCMOTPOB
(obcnepoBaHuil) pabOTHUKOB, 3aHATLIX Ha TsXKenbix pabotax n Ha paboTtax ¢ BpegHbIMU 1 (MK) onacHbIMK
ycnosusamu Tpyaa" (3apeructpuposaHo B MuHiocte Poccumn 21.10.2011 Ne 22111).

<4> O6LepoccUinckmnii knaccudpmkaTop cneumanbHocTen No obpasoBaHuio.



