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UHhopMayUuoHHoOU cucmeme oblezo rnonb3osarHuss — Ha oguyuansHom calime OedeparnbHo20 azeHmemea
10 MeXHUYEeCKOMY peayriuposaHuro U Mempornoauu e cemu MiumepHem (www.gost.ru)

© CtaHgapTuHdopm, 2016
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BBegeHue

CoBpeMeHHoe 06LLECTBO HY)X4aeTcs B MOATOTOBMEHHbIX U TPYAOCTOCODHBIX MOAAX, KOTOpble MOTYT
BbINOMHATL B CeMbe Heobxoanmyto paboTy no coumansHoMy obecneyeHunio. KOHOMUKA HYXXAAETCA B BbICO-
KOKBanMuUMpoBaHHbIX cneumanuctax. C Lenbio nyvwein COBMECTUMOCTUA CEMENHON XXU3HU N TPyaoBON
JesitenbHocTn TpebyeTcst BpemeHHoe ocBoboXaeHne oT 3a60T M okazaHue NOMOLLUM B ObITOBLIX U CEMENHbIX
BOMpOCcax, YTO OCYLLECTBASSTCA NyTeM NapTHepPCKoro pacnpeaeneHuns Tpyaa unm ¢ npusnedeHnem BHeLLHUX
npodeccrnoHanbHblX paboTHUKOB B cdhepe BbITOBBIX YCIYT.

CeMbW, ¢ 04HON CTOPOHbLI, 06pemMeHeHbI BoO3pacTaloWmMMmn NoTpebHOCTSIMU B TPYA0OBOW AEATENBHOCTY, a
C ApYror — TeKyLnMn ceMeiHbIM1 3a6oTaMu 1 JoMaLLHUMK paboTaMu. MoCTOsIHHBIA POCT CTPECCOBLIX CUTY-
auuin, HabnogaeMeolii B COBpeMEHHOM ceMbe, OTOABUraeT Ha BTOPO NilaH Bpems A4J1sl BOCCTaHoBNeHus pabo-
TOCNOCOBHOCTW. YBENMYMBaETCA CNPOC Ha pasrpy3Ky ¢ MoMoLLbio npodeccuoHansHon noaaepxku B pabotax
no BeAeHWIo AoMaLLHero Xo3sncTBa, yenyrax no yxoay 1 obcnyxvsanuio geteit. NMonck paboTHUKOB siBNsieTCst
TPYAOEMKNM, TaK Kak Crpoc CTalkuBaeTcsl XOTs U ¢ pacTyLiuM, OHaKo pa3gpobneHHbIM U Henpo3payHbiM
npeanoxerHvem. KayecTBeHHble pa3nuuus Hapsdy ¢ HA3KOW NnaTeXHoW cnocobHOCTLIO ceMell — aTo npe-
NsaTCTBUE, onpeensiowee AanbHenee pa3BUTue pbiHka.

HacTtosawmia ctaHgapT oTpaXxaeT Bonpockl MHGOpMaLIMu1, KOHCYNbTauun 1 nocpegHUyYecTBa, Heobxoam-
Mble A5t TpeAocTaBeHUsl NepcoHarnbHbIX U BbITOBLIX YCNYT, U ycTaHaBnNueBaeT TpeboBaHWUst K HAM, KOTOpble
OOMKHbI BbITh BBINOMHEHBI NpoBaaepamMuy yenyr. [MaBHOW uenblo sBnsieTcst obecnevyeHne Npo3pavyHoCcTy,
npUMeHeHWe cTaHAapToB KayecTBa U NpefocTaBreHue KIMEeHTam/BHYTPEHHMM KMeHTam BO3MOXHOCTU
cAenaTb caMoCTOSITENbHBIA BoIGOP U NPUHATL peLLeHne.

HacToswmin ctaHaapT gorkeH cnocobcTBoBaThb NOBLILLEHWUIO MOHUMaHUS 0bLLEeCTBOM HeobxoanmocTn
npegocTaBneHns NnepcoHanbHbIX 1 BLITOBLIX YCITyT U COAENCTBOBATL PA3BUTUIO STOMO PhIHKA.

HecmoTps Ha To 4To npouecc ctaHgapTUsauumn 6bin MHULMKMPOBaH cneunduyeckuMn nNpobnemamun
ceMen ns-za npuobpeTeHust NOKYNoK, TEKYLLEro COCTOSIHASI CEMEMHbIX U AoMaLUHUX Aer, 3To byaeT BeIroAHO
Takke ANA Apyrux croeB HaceneHus. HeaaBUCUMO OT XXU3HEHHOW CUTyauun, yryudlleHHoe U Npo3payHoe
npeanoxeHve nNo NpefocTaBfeHnio NepcoHarnbHbIX U BbITOBBIX YCIYr MOXET crnocobCcTBOBaTh NOBLILLEHUIO
KayecTBa XNU3HMU.

B HacTosiwem ctaHgapTe npuBeaeHbl TpeboBaHUA K npoleccam U cnocobam AeicTBus B OTHOLLEHUN
Bbl4auu MHpopMaL i, KOHCYNbTaUMN U NocpeaHuYecTBa AnNA NpeaocTaBneHus nepcoHanbHbIX U BbITOBLIX
ycnyr.

Hacrosiwmin ctangapT onpeaensaeT eAuHYl0 TEPMUHONOMMIO U Npo3spavHble 6a3oBble nNpouecchl Unu
Mogenun noBedeHus, a Takke BKoYatoT B cebs nonesHble pekoMeHaaunn.
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HAUWOHANBbHBIA CTAHBJDAPT POCCUUCKOW OSGEOEPALUWUMU

MepcoHanbHble U BbITOBLIE YCNYrU
NH®OPMALIUA, KOHCYINbTALUNA U NOCPEAHUYECTBO

Personal and household services. Information, advice and placement

DataBBegeHnsa — 2017—09—01

1 O6nacTb NnpUMeHeHusA

Hactoqwmwin ctaHgapT ycTaHaBnvMBaeT TpeboBaHWA K MpefocTaBneHWio uHgopMaumun, okasaHuio
KOHCYNbTaLWi U NocpeaHNYecTBY AS18 OKasaHus NepCoHanbHbIX U BbITOBbIX YCNYT.

Ycnyru BkntoyaoT B cebsi:

- nepcoHarbHble YCNyri, Hanpumep yxoa 3a Ae TbMu, CONpoBOXaeHWe/oberyXmBaHue 1 yxoa 3a niogbmm
MOXWIoro BospacTa B 6bITy;

- BbITOBbIE YCNYrH, CBA3aHHbIE, B YaCTHOCTU, C BeAeHWeM AOMaLLHEro X03aMcTea, Hanpumep ¢ y6opKon,
3aKynkamu, NpUroToBneHNeM efbl, CTUPKON, paboTamn B cagy, MPOCTbIM BbITOBEIM PEMOHTOM B AOMALUHEM
X038MCTBE, COAencTBMEM B 061acT MHPOPMaLMOHHBIX 1 KOMMYHWKaLNOHHbBIX TEXHOMOTMIA.

MepcoHanbHble 1 6bITOBbIE YCIYTM COOTHOCAT Heobs3aTeNbHO € AOMAaLLHNM XO35SACTBOM.

MpeameToM HacTosiWero cTaHgapTa ABnaTCA TpeboBaHNs K MHOPMaLMK, KOHCynbTauMmn U nocped-
HUYECTBY, KOTOPbIE AOSIKHBI BLINOMHATL NpoBanaepbl yenyr. B HacTosweM cTaHaapTe He paccmaTtpusatoTes
TpeboBaHWA K NpoBangepaM ycnyr/BHYTPEHHUM NpoBanagepaM ycnyr Kak B Tpex obnactax AesTenbHOCT B
Lerom, Tak 1 B kaxxaon obnacTtn oTaenbHo.

B HacTosilem cTaHaapTe HapsAy C NpoBanaepamMum yCnyr U3ydeHbl Takke KNMeHTbI/BHYTPEHHNE KITUEHThI
NN 3aKa3ynKN/BHYTPEeHHNe HaHumaTenu. Kpome Toro, 4ns ka4ecTBEHHOro NpeocTaBneHns nepcoHanbHbIX 1
ObITOBLIX YCNyr criedyeT NpoBOAWUTL OMNPOCHI NOMb3oBaTeNen/BHYTPEHHNX Nofb3oBaTenen 1 NocTasBLUMKOB
yCNyr/BHYTPEHHMX NOCTaBLUMKOB YCINYT (CM. PUCYHOK 1).

TpeboBaHWs K MHpopMaLMK, KOHCYIbTaLMSM 1 NOCpegHUYEeCTBY NoApasaensioT Ha:

- obwune TpeboBaHWS, yCTaHOBMIEHHblIE K MpoueccaMm B obnactu uHdbopMauuu, KOHCynbTauuum u
nocpedHNYecTBa AN NpefocTaBneHns NepcoHanbHbIX U GbITOBLIX YCIyr;

- cneuunanbHble TpeboBaHWA, NpeabsABAseMble K npoleccam B 0bnactu uHgpopmaLmmn, KOHCynbTaLmm 1
nocpegHnyYecTBa A NpegocTaBieHns NepcoHarnbHbIX U BbITOBBIX YCIyr, HeobxoAnMMbIX 415 AeTein pasHoro
BO3pacTa, yxo[a 1 BeeHNs AoOMaLLHero Xo3sancTaa;

- TpeboBaHusi, HeobxoaMMble NPU MPOBEAEHNM OLLEHKN.

HacToswwin ctaHgapT npeactasnseT cnocobbl MonyvyeHns 4oKa3aTe1bCTB BbICOKOTO KayecTBa pesy ib-
TatoB oT paboTbl NpoBaiaepoB YCMyr/BHYTPEHHUX NPoBanaepoB ycryr B AaHHon obnactu. MHdbopmaums 1
KOHCyNnbTaLMn BO3MOXHbI 6e3 nocpegHuyecTsa. MocpeaHNYecTBO He MOXeT OcyLLecTBNATLCA 6e3 npeasa-
pUTENbHBIX UHDOPMALUA U KOHCYbTauui (cM. 4.2).

HacToswwi ctaHgapT He pacnpocTpaHsaeTcs Ha NnepcoHarbHble 1 BbITOBbIE YCIYrv Kak TakoBble, T. €. Ha
dakTnyeckoe npegocTasneHne yenyr kak pesynsTar nocpeHuyecTsa.

HacToawmn ctanaapT Takke He pacnpocTpaHsaeTcs Ha onncaHne npodeccui.

U3paHve opmumanbHoe



rOCT P 57261—2016

MepcoHanbHble U 6LITOBLIE YyCNyry

Y1o? WHdopmauws, KOHCYnbTauus, NOCPEaHNYecTBO MpepocTaBnexue
Yro? KnuveHT nnu 3akasumnk Monb3oBarens
Bo3MOXHbIe AOTOBOPHbIE BO3MOXHbIE€ AOrOBOPHbIE Bo3mMOXHbIe AOroBOPHLIE
OTHOLLEeHUsA OTHOLLUEeHUs OTHOLLUEeHUsA

Mposaiinep ycnyr -¢——— BO3MOXHbIE JOrOBOPHBLIE ———— MocrasLLmK yenyr
OTHOLUEHUs1

PucyHok 1 — YuyacTHMKM 1 CTPYKTYpa NpoLeccoB

2 HopmaTuBHbIe CCbIFIKK
OTCyTCTBYIOT.
3 TepMuHbI 1 onpeaeneHns

B HacToswweM cTaHaapTe NpUMeHeHbl crneaytowMe TEPMUHEI C COOTBETCTBYHOLLMMN ONpeaeneHnsImMn:
3.1 YuactHuku (Akteure)

3.1.1 npoBangep ycnyr (Anbieter/-in): Nuuo unu opraHnsauns, kKoTopble NpegnaratoT nHdopmaLuo,
KOHCYNbTaLMIo U NocpeaHUYecTBO A5 NpegocTaBeHnsi NepcoHanbHbIX 1 ObITOBBLIX YCIyT.

lpumep — [Npoealidepamu ycnya/eHympeHHUMU npoegalidepamu yciye Mo2ym 6bimb makxe a2eHmcemea
u obwecmea.

3.1.2 3aka3uuk (Auftraggeber/-in). ®uanyeckoe unn ropuanydeckoe nuLO, KOTOpble NOANUCHIBAIOT
[JOroBOp € MOCTaBLYUKOM YCIyr 0 NpefoCcTaBNeHnA NepcoHanbHbIX U/Uv GbITOBLIX YCIyT.

MpumevaHuns
1 3akasuuK U KINEHT He JONKHbI BbliTb 00513aTENIbHO OAHUM U TEM XE NINLOM.
2 3aKkaszyuiK v KNUeHT He AOIMKHbI 6bITb 06513aTENbHO OAHUM U TEM e NULOM C NONb30BaTENEM.

TMpumep 1— Podumenu (KnueHmMbi/@HympeHHuUe KJIueHMbi), KOmopbie KOHMakmupyrm ¢ npogatdepom
ycnye, ymobbi op2aHu3ogamb o6cyxusaHue 05151 ux demell (nonb3oeamenel).

Mpumep 2 — Podumenu (3aka34yuk/@HympeHHUl 3aKka34uk), Komopbie C TOCMasuuKoM yciya 3aKnroyarom
dozoeop no obcnyxusaHuro ux demell (nonb3osamenel).

IMpumep 3 — lMpednpusimue kak ropuduveckoe NUYO (KNueHm), komopoe npednonazaem nepcoHanbHbie
u/unu 6bimosnbie ycnyau ceouM pabomHukam (Nos1L308amensim).

3.1.3 noctaBwukycnyr (Dienstleistungserbringer/-in): Nuuo nnv opraHnsaums, KoTopble NpegocTass-
0T NepcoHanbHble N/unu 6blIToBbIE YCIyTI.

MpurmedyaHue—TlocTaBlmK yCryr U NpoBanaep ycryr B pamMkax HacTosLLero ctaHgapra NOHUMAloTCst Kak
OTAENbHbIE MHCTaHLMW.

2
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3.1.4 knueHT (Kunde/-in): NILo nnu opraHusaw s, KOTOpble OCYLLIECTBSAOT 3anpoc o paboTax, BeINoJi-
HSAAeMbIX NpOBanaepPoOM yCyr.

MpumevaHwusn
1 3akasuuK U KNUEHT He JOMKHbI ObiTb 00513aTENbHO OAHUM U TEM Xe NULOM.
2 3akasuuK 1 KIMUeHT He JOMKHbI ObiTb 06513aTEeNbHO OAHMM M TEM XE MULOM C NONb30BaTENEM.

3.1.5 nonb3oBatenb (Nutzer/-in): duanveckoe UK OpuaMdeckoe nULO, KoTopble obpallaoTcs 3a
npeaocTaBieHUeM NepcoHanbHbIX U/UNKY BbITOBBLIX YCNYT.

MpwuMedyaHun e — 3akaz4uk U KIMEHT He AOMKHbI BbITb 00513aTENBHO OAHUM M TeM Xe NULOM C Nonb3oBaTenem.

3.2 3ranbl npouecca (Prozessschritte)

3.2.1 nndopmauus (Information): ObecneuveHre npo3payHOCTM U pacnpocTpaHeHWe cBegeHui (ycTpa-
HeHWe HeoCBEAOMITEHHOCTM) 06 UMEIoLLMXCA NPeAIOXKEeHUAX (ropoACKUX/pernoHanbHbIX) No npegocTasne-
HUO NepCoHarnbHbIX 1 GLITOBBIX YCIyr 3anpaliMsaemoro suaa.

3.2.2 koHcynbTauus (Beratung): CuctemaTnyecknin MOHUTOPUHT NOTPEeOHOCTEN KIMEHTOB 1 Npobrem-
HbIX CUTYaLMiA, a Takke COBMECTHas pa3paboTka 1 oLieHKa pasnuyHbIX BapuaHToB pelleHUs COOTBETCTBYIOLLMX
npobnem.

3.2.3 nocpepHuyectBo (Vermittiung): YcraHoBneHne KOHTaKTa U 40roBOPHbBIX OTHOLLIEHWI C MOCTaBLLUM-
KOM YCRyr/BHYTPEHHUM NOCTABLLMUKOM YCNyT B NpoLecce obcyxgeHuns.

4 TpeboBaHus, OTHOCALLMECSH K NpoLeccam

4.1 3awuta n 6e3onacHoOCTb AaHHbIX

MpoBaiigep ycnyr nocpeAacTBoM OGbSICHEHUA CMOCOBGOB 3alMTHI MEepPCoHanbHbIX AAHHLIX [OSDKEH
UHCPOPMUPOBATb, Kak UCMOMNb3YIOTCA AaHHbIE O KIUeHTaxX W, Npu HeoBXOoAUMOCTH, O NoMb3oBaTensax (MecTo
XpaHeHWs!, NPOACMKUTENbHOCTL XpaHeHus, cTaHaapT 6esonacHoCTW, Nepeaayda TpeTbUM NuLaM Npu sanpo-
ce). Cnegyet obecneunTb, YTOBbl KIMEHTLI/BHYTPEHHWE KMUEHTBI U NpU Heo6XoaMMOCTU Nonb3oBaTenu B
no6oe Bpemsa MOrMM MONy4uTb MHOPMAaLMI0 OTHOCUTENbHO HaKoMMeHHbIX AaHHbIX. Mepegaya AaHHbIX
AomkHa 6BblTb corfacoBaHa ¢ KMNMEHTaMW/BHYTPEHHUMU KIMEHTaMM U NOMb30BaTeNsaAMW/BHYTPEHHUMM
nonb3oBaTenaMu.

4.2 CtpyKkTypacneuyuanbHbIX Tpe60BaHUM K NpoLieccam

TpeboBaHusa K NpoLeccaM B 0611acTi MHOPMaLMA, KOHCYNbTalMK U NocpeaHUYecTBa NpeacTaBrieHb
HUXKe C y4eToM crieumndukm npolecca (cM. pasaensl 5—7). TpeGoBaHUsA, KOTOpblE YCTAHOBIEHbI AN 3Tana
npoLiecca MHGOPMaLMM, OTHOCATCA Takke K dTanam TMpoLEecCOB KOHCYNMbTaUMM U NocpeaHUdecTBa.
AHanormyHo nogobHoe oTHoCUTCS Kk TpeBoBaHWUAM aTana npouecca KOHCYbTalMn 1 TOYHO Tak ke 060CHO-
BaHHO AN1s NocpeaHNYecTBa.

NHbopmaLms 1 KoHCyNbTalMsa BO3MOXHbl 6e3 nocpegHudectsa. OaHako nocpedHMYecTBO He MOXeT
6bITb OCyLLEeCTBIeHO 6e3 NpeaBapuUTeibHON MHbopMaLK N KOHCYNbTaLMK,

5 Tpeb6oBaHuA K npoueccamMm B o6nacTv nHcopmaumm

5.1 O6wue TpeboBaHUA

5.1.1 LeneBble rpynnbl

MpoBanaepbl ycnyr/BHYTPEHHWE NpoBangepbl YCIyr aHanMsnpytoT, AN Kakon Lenesoi rpynmnbl npego-
cTasnseTcsa MHopmauns. OHa goskHa bblTb NOAroTOBMEHa C y4eToM crieumanbHbIX TpeboBaHuiA, HanpuMep
cofepxxaHusl, si3bIkoBOro oopMIIeHUs U HocuTenen nHcopmaumn. NMpaennbHOCTL BbiGOpa LenesbIX rpynn
noaTBepXKaaeTcs, B YaCcTHOCTH, NyTemM o0bpaTHOM CBA3M C YneHamMmn oTAebHbIX Fpyn.

5.1.2 OocTtyn K UHcdopmaLum

WHdopmaLms ansa KMMeHToB/BHYTPEHHUX KNMMEHTOB Ao/KHa BbITb fierko AoCTYMHOR, UTO gocTUraeTcs, B
YaCTHOCTU, NPUMEHEHNEM Pa3NUYHBIX KaHanoB CBA3N, HanpuMmep UHTepHeT-caiToBs, MUCTOBOK, MHpopMaLu-
OHHBIX MEPOMNPUATUI, a TaKKE COOTBETCTBYIOLLMX N HAAEKHBIX COBPEMEHHbLIX CPEACTB, TakunX Kak 3NeKTpoHHast
novta, TenedoH, NnuHasa becega. MNpu BO3MOXHOM 3anpoce AaHHbIX He credyeT sanpawmeaTtb Oonblue
nHdopmaLummn, Yyem HeobxoaAmMMo, 3a UckroyeHnem obszaTensHON, Hanpumep rpadbl aHKeThl, 0bs3aTenbHble
And 3anonHeHust (cm. 5.3).
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5.1.3 AKTyanbHOCTb M1 060CHOBaHHOCTb

AKTyanbHocTb HbopMaLMmn fomkHa GbITb NOATBePKAEHa cnelnduryeckoin TemaTukoi (Hanpumep npa-
BOBblE, (PMHAHCOBbIE PpaMOYHbIE YCIOBUSI), PbIHOYHBIMI YCOBUAMK (Hanpumep CTPYKTypa npeanaraemMblx
ycnyr) u MeaMinHom cneundnkon (cpeacTea, nepejasaemMble B onepaTMBHOM peXnMe, 1 nedvaTHele cpeacTea
mMaccoBo nHgpopmavuun). MHdopmaums gomkHa BbiTb NpaBubHOM M 4OCTOBEPHON, HAaNPUMep OTHOCUTENBHO
pPasnUYHbIX YCNyr v NPeAsnioxXeHniA. BHyTpeHHsIs poBepKa NpeaocTaBneHns yeryr MoxeT ObiTb NpoBeaeHa no
NPUHLMNY «4eTbipe rnasax». Kaxael i nposaigep ycnyr/BHyTREHHWIA NpoBangep yCernyr OMKeH rapaHTUpoBaThb,
YTO COOTBETCTBYIOWAsA UHopmaumsa ByaeT akTyanusnposaHa yYepes onpeaeneHHble pasyMHble nepuodbl
BpemeHU. OTO O3HauaeT, YTO NpoBandep YCnyr/BHYTPEHHUA NpoBaiaep OnucbiBaeT COOTBETCTBYOLLME
npouecchl M TpeboBaHus, B YaCTHOCTU, B paMKax CUCTEMbI MEHeXMeHTa kadecTsa. OCHOBOM A4N1s 3TOro ABNA-
eTcs npexae Bcero perynspHbii MHOOPMaUMOHHbIA NMOUCK, a Takke HernpepbiBHOe COTPYAHNYECTBO C COOT-
BETCTBYOLMMU CUCTEMAMWN, HaMpUMep MyHULMNanbHLIMU 06pazoBaHuaMN, 0BLLECTBEHHBIMU N YaCTHLIMA
npodpeccuoHanbHbIMN OpraHn3aLuamun.

5.1.4 O6bem uHdopmaLUmM U co3gaHue ceTu

O6beM npeanaraemon nHpopmaLmn 3aBUCKUT OT NOTPEBHOCTEN KITMEHTOB/BHYTPEHHWUX KNMeHTOoB. Mpo-
Balgep ycnyr/BHyTPEHHUA NpoBangep yCnyr rapaHTUpyeT, YTo B Ntoboii MOMeHT MoXeT ObITb NpedocTaBneHa
no nepsoMy TpeboBaHuio Heobxoanmas UHdopmaLns, NnpudemM aaxe n3bbiTouHas. JoNoNHNTENLHO creayeT
obecneunTb AanbHenLWwniA OCTYN K akTyanbHeIM MHPOPMaLMOHHBIM pecypcam, Hanpumep AOCTYN K UHdop-
MaLMOHHBIM NPeANOXEeHNAM MyHULMNaNbHbIX 06pa3oBaHNiA, OpraHoB BMacTM 1 NPOYNX OpraHn3auuic.

5.1.5 OocTynHocTb

MpoBangepbl ycryr/BHyTpeHHUE nNpoBangepbl ycnyr obecrneynBaloT AOCTYNHOCTb NpeanaraemMoun
WHdOopMaLMK, B YacTHOCTW UCMONb3OBaHWE XOPOLLO MOHATHOrO si3blka. [MpoBaigepam ycnyr/BHYTPEHHUM
npoBanaepam ycryr cnegyeT NpoBepuTb AOCTYNHOCTL Npeanaraemoil MHopMaLIMm C NOMOLLIbIO COOTBETCTBY-
OLLMX AENCTBUN, TaKUX Kak nonyvyeHne obpaTHON CBA3N OT KNUEHTOB M ONPOCHI KITMEHTOB (CM. pa3aen 8), naTo
npu HeobXoAMMOCTW crnegyeT perynuposaTtb. PekoMeHayetcsi obecneuntb 6GeszbapbepHbie OoCTynbl K
WHcopmMaLMK 4N No4ein ¢ orpaHUYeHHBIMU BO3MOXHOCTAMW NN HUXKE CpeaHero pocTa.

5.1.6 MNpo3payHocTb

WHdopmaums gomkHa ObiTb Npo3payHoi, cbanaHcMpoBaHHOW U conocTaBuMon. [na aTtoro cneayet
CMCTEMAaTU3NPOBaTb Pa3NUYHbIe CBEAEHUS NPUMEHUTENIBHO K Pas3NUYHbIM KPUTEPUAM AN PacCMOTPEHUS.
[1ns aTOro MoryT 6bITb UCNONb30BaHbI pa3NiMyHbie (hopMbl NpeaocTaBneHns MHopMauun, Hanpumep B Buae
TabnuL N aHanornyHbIX U306paxeHUIA.

5.2 CneuuanbHble TpeboBaHUA

[na rpynnel geten, yxoaa 1 BeieHWs JOMaLLIHEro X03sMcTea OTCyTCTBYIOT cneuunanbHble TpeboBaHns K
npoueccam B obnactu nicpopmaumn.

5.3 Heobxoaumoe cogepxxaHue uidgopmaumm

5.3.1 O6wue nonoxeHus

HwxenepeuncneHHyo MHdopmMaumio Heobxogumo npeaocTaBuTb KIIMEHTam/BHYTPEHHUM KIIMEeHTam
nepeqd Hayanom npouecca B obrnacT KOHCynbTauuv U MOCPeaHUYEecTBa, a Takke nepea 3akmoyveHUem
Jorosopa.

5.3.2 Undopmauus o npoBaiaepax ycnyr/BHyTpeHHUX npoBaiaepax ycnyr

MpoBaiaepbl ycnyr/BHYTpeHHUe NpoBaiaepbl yCiyr OTKPLITO AeMOHCTPUPYIOT (hPUHAHCOBYIO U UAEONO-
rMYEeCcKyHo 3aBUCUMOCTb CBOMX NPEeANOXEHUIA U YCyr, HanpuMep oT HazHaYeHUsa unn obwmx ycnosui 6usHeca.
OHu B nonHom o6beme UHGPOPMUPYIOT O CTOMMOCTU UX UHDOPMALMOHHOTO NPeanoXeHUs 1 0 BO3MOXHOM
oTKase OT Hero.

5.3.3 Undopmauma o aeATeNnLHOCTU NpoBanaepa ycnyr/sBHyTpeHHero nposangepa ycnyr

MpoBaiigepbl ycnyr/BHyTpeHHWe npoBaigepbl ycnyr uHgopmupytotr 06 obbeme npegnaraeMbix UMn
ycnyr. OHM onNuCLIBalOT CBOM UCTOMHUKN MHpopMaLmn, npoueaypy corrnacusl, a Takke CBsisaHHble C 3TUM
pacxogpbl.

5.3.4 OnucaHue BUAOB NepcoHanbHbIX U 6LITOBLIX YCYT M CTPYKTYPbI NpeanoXeHuin

MpoBaiaepbl ycnyr/BHyTpeHHWe NpoBaigepbl yenyr MHGOPMUPYIOT O NOTeHUManbHbIX OpraHnsaumsx,
npeaocTaBnsaoWnx nepcoHanbHble U 6biToBble yenyr. NpeameTom nHdopmaLmm sBnsieTcst CTOMMOCTb, BUA,
obbeM, kpuTepun KBanudukauuu nepcoHana, a Takke BOMNPOCHI, Kacalowmecsi TPYAOBbIX, AOTOBOPHbIX
OTHOLLEHWIA U CTPaxXOBaHUs B MPABOBbIX paMKaXx.

4
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6 TpeboBaHMA K NnpoueccamM B 06nacTy KOHCyNnbTauun

6.1 O6wue TpeGoBaHuA

6.1.1 KoHuenuuAa KoOHCYnbTauumn

Mposaiaepsb! ycnyr/BHyTpeHHNe npoBaiaepbl YCryr UMEoT COOTBETCTBYIOLLYIO KOHLEMNLUIO KOHCY b-
Tauuii. B koHLenuMn KoHCcyNbTaLWin A0MKHBI BbITb ONMcaHbl KOHCYbTaLMK, cogepXalle peLueHue Bonpocos
WX NocTaBMeHHbIX 3a4ay, OpUEeHTUPOBaHHbIE Ha pesynbTaT, a Takke MHOAUBNAYanbHbIe 1 NpodeccrnoHarnb-
Hble KOHCYNbTaLWU C y4eTOM BpeMeHn 06ayMbIBaHWUA AN KINMeHTOB/BHYTPeHHUX KnueHToB. Coaepalmecs
B KOHLLENLUMM KOHCYNbTaLMn OCHOBHbIE 1 PYKOBOASALLME MOMNOXEHUS A0MKHEI ObITh Mpo3padHbiMn. Mpospay-
HOCTb OXBaTbiBaeT TakkKe MPUHLMN neranbHon nHdopmaumm’) n oTHOCUTCA K onpeaeneHHon sawure nep-
COHasbHbIX AaHHbIX U HE0BX0AMMOMY AOKYMEHTarbHOMY NOATBEPKAEHUIO KOHCYbTaLMN.

6.1.2 KoMmneTeHTHOCTb B 0611acTV KOHCYNbTaLumn

MpodeccnoHansbHasa U KOMMEeTeHTHasA KOHCY bTaLMs OCHOBaHa Ha KOHKPETHbIX 3aaavax, CToAwmx nepeq
paboTHUKaMW, 1 3aBMUCUT OT X KBanudnkaLnm, a Takke NpodeccuoHanbHoM N IMYHOK KoMneTeHLWIA (cMm. 6.2).
OT1un TpeboBaHus K KBanupuKkaLnm conocTasnsaioT C OpPraHn3aLMoOHHONW U NepcoHarnbHON KoMNeTEeHUUSIMM.
MHCTpyMeHTbI NepcoHanbsHoro U opraHn3aLnoHHOro pasBUTHS He0BX0AMMO CUCTEMATUYECKN UCMONb30BaTh,
Hanpumep npu nogbope 1 0byveHUn paboTHUKOB, a Takke B MeHe)KMeHTe B cchepe 3HaHWUIA.

6.1.3 JoctynHocTb

MpoBaigepbl ycnyr/BHyTPEHHNE NpoBanaepbl yCnyr, ICXoas U3 cneunuduieckux cutyaunii Npu KOHCYNb-
Tauusx, onpeaensitoT COOTBETCTBYIOWMA YPOBEHb AOCTYMHOCTU, HanpuMmep pasnuyHble kaHanbl CBS3W,
BpPEeMeHHble paMKu U BpeMs pearnposaHus. B Lienom AomkHO BbITb yCTaHOBNEHO KOHKPETHOE BPeMS U rapaH-
TUPOBaHbl HadeXHas peakuus U OOCTYNHOCTb. OTO obecrneynmBaeTcsl BO3MOXHOCTbIO PerynsipHOA OLEHKN
cobnioaeHns aTnx TpebosaHnin. PekomeHayeTcs obecneunTb 6e3bapbepHble 4OCTYNbI ANA NULL C OrpaHUYeH-
HBIMW BO3MOXHOCTSIMM 1 HUXKE CpeaHero pocTa.

6.1.4 KoHTakTHO€ Nnuuo

MpoBaigepbl ycnyr/BHyTpeHHWe MpoBaiaepbl YCNyr B OCHOBHOM MpeAoCTaBnsaloT B pacnopsikeHue
nocTosiHHOrO paboTHMKa, T. €. onpedenieHHOro KOHTaKTHOMO nvua, npasuna ero 3amewlexus. MNMpu 3ameHe
KOHTaKTHOro nuua A0MKHO ObITb MPOAOMMKEHO NpefoCcTaBneHne KOHCYMbTauunm Ha OCHOBE WUMEIoLMXCA
nHcbopmaLmn 1 JoKyMmeHTaumn. KnneHTbl/BHYTpEeHHUE KITMEeHThI AoMkKHbI 6bITb 3apaHee NpouHgopMUpoBaHbI
0 3ameHe.

6.1.5 CoaepxxaHue KOHCYNbTaLuu

Ha nepBoit kKoHCyNbTauunn NpeaocTasnsaoT oLy MHopMaLuio B COOTBETCTBUN C 3aNpoCcoMm, Npospay-
HYI0, HEe3aBUCUMYIO U PacnpPOCTPaHsioLLyoca Ha HocuTens nHdopmavuuu. MNoapobHyto uHdopmaumio cnegyet
Bbl4aBaTb KNMEHTaM B Mepuo NposeAeH st HA K YeMy He 0Ds3bIBatoLLel KOHCYNbTaLM K.

AHanuns notpebHocTel BkNtovaeT B cebs Bce acnekTbl, akTyarbHble Ansa 3anpoca, Hanpumep ceMeitHoe
nonoxeHune, MHANBUAYasbHbIE pAMOYHbIE YCITOBUS, a Takke (PMHaHCOBLIE BO3MOXHOCTU. B nepuog KoHCynb-
TaLun 40MKHbI BbITb BEIACHEHB! NOTPEOHOCTU KNMEHTOB/BHYTPEHHMX KITMEHTOB U NPU HEO6XOAUMOCTU NOMb30-
BaTenen/BHYTPEHHNX Monb3oBaTtenerd. [ns 3TOro cHavana KOHKPETU3UPYIOT AeNCTBUTENbHbIN 00bem
KOHCYNbTaLuMu (CM. cneunanbHble TpebosaHus B 6.2) U, Kpome Toro, paspabaTbiBaloT KOHKPETHLIE BApUaHTHI
OEeNCTBNA Ha OCHOBE pasfnuUYHbIX NpeanoxeHUA. HeoTbeMneMol coCTaBHOM 4acTbio SABMSIOTCH CChUTKA Ha
MpaBoBbIe PaMOYHbIe YCNOBUA, Ha BO3MOXHOCTU (DPUHAHCUPOBAHWSA U Ha COOTHOLLEHUE «LieHa-ycrnyrax». B ces-
31 C 3TUM, B YaCTHOCTU, paccMaTpuBaloT creayolme acnekTbl:

- pas3bACHEeHWe 0THOCUTESbHO Buaa YCyT;

UHcpopMaLns 0 3almnTe AaHHBIX;
TpyAaoBble, AOrOBOPHbLIE, CTPaxXOoBbIe U MPABOBbLIE paMOYHbIe YCroBust?);

- cToMMOoCTb U cnocob pacyeTa: npoBaigep ycnyr/BHYTPEHHWA MpoBanaep ycnyr AOIDKeH 3HaTb
nopTdens NpeanoxeHUin, CTOUMOCTb (HanpyMMep NovYacoBble CTaBKuU, ODLLYI0 CYMMY U T. A1.) U BO3MOXHOCTU
NPUMEHEHUA 3HaHWA NOCTaBLUMKOM YCIyr/BHYTPEHHUM MNOCTaBLUMKOM YCMyr, a Takke ObiTb CnocobHbIM
[0X0A4MBO 0O BACHUTL KNMNEHTY/BHYTPEHHEMY KITMEHTY 3Ty MHchopMaLuio;

1 MpuHUMN neranbHoN HopMaLMK AaeT NPaBo KaXA0My CAMOCTOSITENBHO ONpeAenuThb, Koraa u B Kakom obbeme
OH xoTen 66l CoobWUTEL O NEPCOHANBHOW XU3HEHHOW cuTyauwmu. [NpaBo Ha MHopMaLMOHHOE camoonpeaeneHne sIBrsieTcst
COCTaBHOMN YaCTbl0 NINYHOIO HEVMYLLECTBEHHOTO NpaBa. Mo3ToMy OHO MMEEeT KOHCTUTYLIMOHHBIN CTaTyC U SIBNSIETCS BaX-
HENLWNM BblpaXXeHUeM YeNoBe4eCKOro OCTOMHCTBA U Bceobuen ceoboab aercteui (cm. www.bmi.bund.de).

2) Kak nposaiifiep ycnyr/BHyTPEHHNI NPOBaiiAep YCryr, Tak U KIIMeHT MOTyT XOAAaTalcTBOBaTh O HaNpaBleHu
3anpoca B CO03 NEHCUOHHOIO CTPaxoBaHUs], KIIMPUHIOBLINA LIEHTP MO BONPOCaM O CTaTyce COUMaribHOro CTpaxoBaHusl O
nogave 3asiBNEHUs Ha ycTaHOBNeHne hakTa O HanMyYMK B KXXAOM OTAENBHOM CIly4ae NpaBa Ha TPYAOBble OTHOLIEHUSI.
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- npaBa u 06513aHHOCTU NONb30BaTENew, HanpuMep pasbsacHeHWe cnoco6oB AOCTYNa B KBAPTUPY (BKIHO-
yaeT TakKe Npu HeobXoAUMOCTU YperynnpoBaHue BONPOCOB XPaHEHUA KITloUei, IecTBIii no obpaboTke cTpa-
XOBbIX CITy4YaeB);

- UH(PACTPYKTYpHbIE YCNOBUA MNOMb3oBaTensa/Nonb3oBaTenei, HanpuMmep XXUNULLHbIE YCIIOBUSA UMK
Hanuuue BCnomoraTtesibHbIX CpeacTs.

B pesynbTaTe KOHCYNbTauuu BelpabaTeiBaloT pekoMeHaauum No Moaenu onpefeneHHoro NnpeanoxeHus,
koTopasi 060CHOBaHa U NOHATHA ANA KNNeHTa/BHYTPEHHEro KNueHTa.

6.2 CneuuanbHble Tpe6oBaHUA

6.2.1 Oetn

KoHcynbTauuu no Bonpocam yxoaa 3a AeTbMU AOIKeH NpeAoCTaBNATb CNeLUManicT, UMEOLWMA Kak
MUHUMYM OHO (coLmanbHoe) neaarornyeckoe obpasoBaHue, NpoleaLwnin COOTBETCTBYIoLee 0byyeHne unu
pacnonaraioLnii 56a3oBbIMU 3HAHUAMU, YTO AOSMKHO GbITb MOATBEPXKAEHO IOKYMEHTaNbHO.

AKTyanbHOCTb KOHCYNbTaUWUK ANA CUCTEMHOW 1 BCeoBBbEeMNIOLLE C TOUKU 3peHUs coaepKaHusl KOHCYb-
TauumM No BonpocaM, CBA3aHHBIM C Xu3HeobecnevyeHWeM aeten, cpeaun npoyero, obycrnosneHa dopmamu
obcnyxuBaHus, a Takke 0bcyxaeHnemM KOHIUKTHBIX CUTYaLUUNA.

B cnyyae noctynneHua npeanoXeHnin No okasaHUo HEOTNOXHON MEAULMHCKOWA MOMOLLM NpoBakaep
ycnyr/BHYTpeHHUIA NpoBainaep ycnyr AomKeH 6biTb AOCTYNHBIM B TeYeHUe 24 u.

6.2.2 Yxopn

KoMneTeHTHOCTb KOHCYNbTauuM NO BOMPOCaM yxoAa OCHOBaHa Ha MOBbILEHWM KBanudukauumu,
0bydeHUM/NoaroToBKe, CBA3aHHOM(OI) C yXO40M W/WW HanNW4YMeM B LITaTe COOTBETCTBYIOLLETO CrieLanueTa,
a Tawke Ha 6as3oBbIX 3HaHWAX chneumnanucta. KomneTeHTHOCTb B 06nacTu KOHCynbTauuu AomkHa ObiTb
nogTBepXaeHa AOKYMeHTanbHO Hagnexawmm obpasom.

AKTyanbHOCTb KOHCYNbTaUWK ANA CUCTEMHOW N BCeOBBEMNIOLLE C TOUKU 3peHUs coepKaHusl KOHCYMb-
Tauuu no Bonpocam yxofa obycnoeneHa cdopmamu o6cnykuBaHus, a Taioke obcyxaeHneM KOHIUKTHBIX
cuTyauui.

Mposarigep ycnyr/BHyTpeHHUI NpoBaaep ycnyr AomkeH GbiTb AOCTYNHBIM B TeuyeHue 24 4 B cnyyae
BO3HNKHOBEHUSA aBapuAHOWN CUTYaL .

6.2.3 [omalwHee X03AUCTBO

KoMneTeHTHOCTb B 06MacTu KOHCYNbTaLumn No Bonpocam ObITOBLIX YCnyr/BeaeHns AoMallHero Xo3si-
CTBa OCHOBaHa Ha 0bpa3oBaHUN/0By4eHUM U/UN COOTBETCTBYIOLLMX KypCaXx NoBbILWEHUA NpocgeccuoHanbHon
KBanudukauumn, a Takke Ha 6a30BbIX 3HAHUAX crneunanucToB. KoMNeTeHTHOCTb B 06nacTu KOHCyNbTauuMm
AorkHa 6bITb NoATBepXKAeHA AOKYMEHTaNbHO Haanexawmm obpasom.

AKTYanbHOCTb CUCTEMHON 1 BCEOHbEMIOLLEN C TOUKM 3peHUs CoaepXKaHUa KOHCYNbTauumu No Bonpocam
npefocTaBrieHns GbITOBLIX YCNYT 3aKNtoYaeTcs B KOHKPeT13aLUmMm, cucTematnsaumn, a Takke B onpeaeneHum
NPUOPUTETOB NOTEHLUMATbHBIX NOTPEBHOCTER 1 06CYKAEHNN KOHDIUKTHBIX CUTYaLWA.

Kpome Toro, cnegyeT npeAoCTaBnsATh AaHHblE O HAMOTOBLIX BbldeTax, (hUHaHCUPOBAHUW, feranbHbIX
dopmax TpyaoycTponcTBa U COOTBETCTBYOLEM 4OTOBOPE CTPaxoBaHUs.

6.3 Mpouecc B o6nacTu KOHCYNbTaLMM

6.3.1 C6op paHHbIX U aHanu3 noTpebGHoCcTel

Hapsigy ¢ kOHTaKTHBIMW AaHHBIMW A0MKHa GbiTh BKMOYEHa MHMOPMaUna o NoTpebHOCTAX KnueHTa/
BHYTPEHHEro KnneHTa unv nosib3osaTters.

Mpy 3TOM AOMKHBI GbITE NMPOAHANU3NPOBAHLI CIIEAYHOLLNE aCNeKTbI:

- CeMelHble U NINYHble CUTYauuuK;

- MeCTHbI€ yCroBUs Ui crnpoc/noTpebHocTH B reorpacpuyeckoM NnonoxkeHnn (MecToHaxoxaeHue);

- BPEeMeHHble acnekThl (Korga, kKak YacTo, Ha Kakol nepurog BpeMeHn);

- NpasoBble 1 PUHAHCOBLIE PAMOYHbIE YCIOBUS;

- (PUHaAHCOBLIE U [TIUYHbBIE PECYPCh;

- Ka4yeCTBEHHbIe acneKTbl UM NPeanoXeHus;

- cneunansHble TpeboBaHWsA, HanpUMep CBsiIzaHHbIe ¢ BO3pacToM, 6onesHsaMU, annepruen;

- ocobble cnyyau, koTopble HeOBX0AUMO YTOMHNTL C MOMOLLLIO CrieLMaribHOM 3KCnepTUabI.

6.3.2 BblpaGoTka nyTu peLueHUs

Llensto siBnsieTcs MakcuMarbHO BO3MOXHOE MpUBNKeHUe K OX1aaHUsIM KIMeHTOB/BHYTPEHHUX Kiu-
€HTOB W NPpWU onpeaeneHHbIX YCNoBUAX rnonb3oBaTeneit. Mpu 3ToM crnegyeT onpeaenqTb pasHULy mexay
OXVaaHUeM KrnneHTa/BHYTPEHHEro KrnmeHTa u nonbaosatens. CreayeT CpaBHWUThL KOHKPETHble BapuaHThl
npeanoXeHUA no cneayowyMMm napameTpam:

- pacxofbl (C y4eTOM HaroroBbIX acrneKToB);
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- BpeMeHHasl U NpoCTpaHCTBEHHast 4OCTYMHOCTb;

- MpaBoOBble U AOrOBOPHbLIE acNeKTbl (Hanpumep pucku OTBETCTBEHHOCTU, BO3MOXKHOCTb YBEAOMNEHUA O
npekpaweHnn paboTbl);

- KpUTEepUU kavecTBeHHOW paboThbl (B YACTHOCTU, C TOUKU 3peHust cobniogeHnss MUHUManbHbIX Tpebo-
BaHWUA K Ka4ecTBY).

6.3.3 CornacoBaHue ganbHenWUX AeNCTBUIA

MpoBaigepbl ycnyr/BHyTpeHHVe NpoBaniaepbl YCAyr AOMMKHbI COrNacoBaTb C KIMEHTOM/BHYTPEHHUM
KNMMEeHTOM BO3MOXHbIe fanbHelwure aencteus. Ocobo cnegyeTt yTOUHUTL AaTy 3aBepLUEeHNA KOHCYNbTauun n
nepexoja K nocpeaHN4ecTBy.

7 Tpe6oBaHus K npoueccaMm B 06nacTu nocpeaHUYecTBa

7.1 O6wue Tpe6oBaHuA

7.1.1 3akoHopaTellbHble paMOYHble YCNOBUA, FapaHTUA U 3alUUTa AaHHbIX

MpoBaiaepsl yenyr/BHYTPEeHHWE NpoBaiaepbl yCryr AOMMKHbI FrapaHTUPOBaTh, YTO 3aKa3ink/BHY TPeHHUA
3aKas4vuK U NoCcTaBLUMK YCIyT Ha dTare nocpeaHU4ecTBa B 06nacTy npegocTaBneHUs nepcoHasnbHbIX U GbITo-
BbIX ycnyr 6yayT npouHbopMmnpoBaHbl 060 Bcex akTyanbHbIX 3aKOHHBIX PAMOYHBIX YCIIOBUAX, HanpuMep o
3aHATOCTU B TMYHOM JOMALLHEM XO35NCTBE, O CPOKaX pacTOPXKEHMUs 4OroBopa UM o puckax 0TBETCTBEHHOCT.
MpoBaiigep ycnyr/BHYTPEHHWIA NpoBaigep YCcnyr AOKHbI obecneuntb 3aliMTy AaHHbIX 3aKasynka/BHYT-
PeHHero 3akas4uka v, npu HeobxoanMocTu, nomneb3sosartens (cm. 4.1).

7.1.2 OnpepneneHne o6 beMa nocpeaHUYecTBa

MpoBaiaepbl ycnyr/BHyTpeHHWe npoBangepbl YCrnyr AOMKHbI onpedennTe BUAbl NocpeaHUYecKon
AeATEeNbHOCTN U ykasaTb X 06beM TaKk Xe, Kak WU rpaHuiLy Mexay npeanoXeHusmu nocpegHuyectsa u
pesynbTaTamu ycrewHoro nocpeaHnYecTsa, Hanpumep nyTeMm seieHUsi TIMCbMEHHOWN [OKYMeHTauun.

7.1.3 Bo3moxHoCTM huHaHCOBOW NoaaepXKKU

MpoBaiaepam ycnyr/BHyTpEHHUM npoBandepam YCnyr B 3aBUCMMOCTA OT MecTa npeaocTaBfeHus
nepcoHasnbHbIX U ObITOBBIX YyCnyr criedyeT npedocTaBuTb WMHPOPMAaLMIO O KOHKPETHBIX BO3MOXHOCTSX
dmHaHcoBOM Noaaepxkn [Hanpumep, AaTb ccbifky Ha Kogekc counanbHoro npasa (SGB), Hanorosoe 3ako-
HOAATeNbLCTBO, MyHALMNAnNbHbIe Npasuna) UM pekoMeHAoBaTb 06paTUTbLCA B COOTBETCTBYOWME UHGOP-
MaLOHHbIE MYHKTHI.

7.1.4 PekoMeHpauuun

MpeanoxeHue nocpeaHM4ecTBa UM peKoMeHAaUMN A0MKHBI 6bITb OCHOBaHbI Ha NPO3paYHOM OCBeLLe-
HUW PbIHKA, MOHUMaHUW YPOBHSI OXKMAAHWIA KITMEHTOB/BHYTPEHHNX KNUEHTOB U NPW onpeaeneHHbIX YCNOBUAX
nonb3oBaTenen, BbliCHEHHbIX B Xo4e KBanMbuUUpOBaHHOW KOHCYNbTaLUK, a Takke Ha 3akoHoAaTenbHbIX
paMOoYHbIX ycrnosuax. Cneayet o60CHOBaTbL KpUTEpUM BbIBOpa 1 NpakTuieckne AeUCTBUA U NPeaoCcTaBUTb UX
KnueHTam/BHYTPEeHHUM KnineHTam. MpoBaitaep ycnyr/BHyTpeHHWUIA NpoBakaep YCnyr AoMmKeH NpeaioknTb Ha
paccMOTpeHUe KNUeHTaM/BHYTPEHHUM KnneHTam 6onee oaHOro NpeanoXeHUs NocpeaHUYecTsa.

7.1.5 MNpeanoxeHue nocpegHUyYeCcTBa

MpoBaitgepsl ycnyr/BHyTpeHHWE NpoBaiaepbl yCnyr 40MKHBI OPUEHTUPOBaTL NpeasioXXeHne NnocpeaHu-
YecTBa, kacaloleecs Buaa, o6bema u CTOMMOCTU YCRyT, Ha UHAVBUAYanbHble TpeboBaHNA 1 OXXMAAHUA KNK-
€HTOB/BHYTPEHHUX KIIMEHTOB U MPU HeobXOAMMOCTU Nonb3oBaTenen, a Takke onpeaenuTb BO3MOXHbIE
OTKITOHEHUs1 € y4eTOM nNpodeCccUoHanbHbIX CTaHAapToB.

7.1.6 MeHeKMEHT PUCKOB

MpoBaiaepam ycnyr/BHyTpeHHUM NpoBarigepam ycnyr cnegyet MHhopMnpoBaTh KNMEHTa 0 BO3MOXKHbIX
cryyaiHbIX pUCKax, Hampumep O nNpaBunax 3aMeHbl B cnydvae 6GonesHM npeactaBuTens NocTaBLMKa
ycnyr/BHYTPEHHEro NocTaBLLMKa YCNYr, UK yKasaTb Ha PUCKWU, KOTOPbIE MOTYT BO3HUKHYTb M3-3a Hecobnio-
AeHUs HopMaTUBHbLIX TpeboBaHWIA.

7.2 CneuunanbHble TpeGoBaHUA

7.2.1 fetn

MpoBanaepsbl ycnyr/BHyTpeHHWE NpoBaigepbl YCNyr A0MKHbBI rapaHTUpoBaTh, YTO Npu Beibope ycnyr Ha
nepBom MecTe cTouT bnarononyyue pebeHka, Hanpumep, cnegyeTt NPUHUMaTL BO BHUMaHUWE Ka4ecTBO yxoaa 1
nepeveHb 06a3aHHOCTEeN, BKIoYas MoparnbHbIA acnekT.

7.2.2 Yxopa

MpoBaiaepsl ycnyr/BHyTpeHHUE NpoBaiaepbl yenyr UHOPMUPYIOT 0 3aKkoHoAaTeNbHbLIX NPeANnUCcaHnAX
W NpU 3TOM YYUTBIBAIOT pasnMumne Mexay ycriyramu, Kak OTHOCSILLIMMUCA K yXoAy, Tak U He OTHOCSILLIMMUCA K
HeMmy. MNpoBangepsl ycnyr/BHyTpEHHUE MPOBaiAepbl YCAYT yYUTbIBAOT pas3fMyMe B CBOMX PeKoMeHaauusX,
Hanpumep nNpu BbiGope paboTHUKOB MO yX0Ay UMy creumManucToB No BeAeHWI0 AOMaLLUHEero Xo3ancTaa.
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7.2.3 [lomaluHee XO3ANCTBO

Mposanaepbl ycnyr/BHyTpeHHWe NpoBaiaepbl yCnyr A0MKHbI MHGOPMUPOBATL O Pa3fIUYHBIX 3aKOHHBIX
MOAENAX 3aHATOCTU B MMUMHOM JOMAaLLUHEM XO3SANCTBE U O BapuaHTax crnpaBeanvBoi onnaTbl NocTaBwmka
ycnyr/BHyTpeHHero NocTasLuka ycnyr. 310 HeobxoaMmMo Ans yctTpaHeHus noapaboTku/pukTuBHoM paboThl.

7.3 Mpouecc B o6nacTu nocpegHUYecTBa

7.3.1 Pa3paboTka npegnoxeHuit no nocpegHUYecTBY

Mposanaepel ycnyr/BHyTpeHHWe NpoBaiaepbl ycnyr paspabaTtbiBaloT NpeanoXeHuss B COOTBETCTBUN C
TpeboBaHNAMN 7.1 1 7.2,

7.3.2 Mepepaua npeanoXxeHUA No nocpegHUYECTBY

Mposaigepbl ycnyr/BHyTpeHHWe NpoBaidepbl YCNyr nepeaaroT npeasnioxeHne nocpegHudectea. OHo
DOMKHO BbITb NpeACcTaBNeHo B NMCbMEHHOM (hopMe 1 BKNHoYaTb COOTBETCTBYIOLLME KpUTEPUM BbIGOpa.

7.3.3 ConpoBoxaeHue npouecca BbiGopa u opopMneHue goroeopa

Mposanaepam ycnyr/BHyTpeHHUM NpoBaiiaepam ycnyr cneayeT ConpoBoXaaTh KNMUEHTOB Npu BeiGope
npeanoxeHNa No NOCPefHUYECTBY W NOAAEPXMBaTb BO BCEX MOCNEAyWMX ASACTBUAX, Hanpumep npu
COCTaBMEeHUN 0rOBOPa UMK Nofave 3asBkv Ha YCnyru cneunanucTa.

7.3.4 lNpaBOOTHOLLEHUA NPU CONPOBOXAEHUMN YyCNyT

Mposaigepbl ycnyr/BHyTpeHHWe npoBaldepbl YCnyr AOSMKHbI OTBevaTb 3a CTporoe cobniogeHue
TeKyLLUX NPaBOOTHOLLEHUI MeXAY NOCTaBLUMKaMMU YCAYT U KIIMEHTaMU/BHYTPEHHUMU KIIMeHTaMK1, HanpuMep
NP KOHMIIMKTHBIX CUTYaLUAX UM NPU ONpocax Ha nNpeameT COOTBETCTBUA OKasblBaeMbIX YCIyT.

8 TpeboBaHusA Kk oueHke

8.1 O6wue TpeboBaHuA

HeobxoaumeIM aTanom npowecca NpoheccroHanbHOro MeHeXKMEHTa kKayecTBa ABNAETCA akTyanbHbIN
N perynsipHblii KOHTPOMNb pPesyNbTaTOB KOHCYMbTauuu W nocpeaHudecTsa. Kpome Toro, nposangepbl
yCnyr/BHYTpeHHWe NpoBangepsl YCnyr AOMKHBI UMETb B CBOEM PacnopsKeHUN CUCTeMY KOHTPOSS KayecTBa
MpoLeccoB 1 pe3ynbTaToB NPeaoCcTaBnsieMbIX yenyr. PeaynbTaTbl cneayeTt yuuTbiBaTh B HENPepbIBHOM Mpo-
Liecce obecneyeHus kadecTBa. Beibop MeToaoB OLEeHKM orkeH BbiTb agekBaTHBIM. ATO 03HavYaeT, YTo o6bem,
MeTO4 M codepaHue ornpoca COOTBETCTBYHOT OXMUAAHUAM KIMeHToB. OueHka MoXeT ObiTb BbiNoMHeHa ¢
y4eTOM OBbIYHbIX OLEHOYHBbIX CTaHAapTOB C UCMOMb30BaHMEeM PasfUUHbIX KaHamnoB CBA3WU U COBPEMEHHbIX
WHCTPYMEHTOB, HaNpPMUMEP C NMOMOLLIbIO 0BPaTHOW CBA3W NOCPEACTBOM NTMYHOM Becebl, aHOHUMHOrO Onpoca,
3MeKTPOHHOM NOYThI, CPEACTB, NepeaaBaeMblX B ONepaTUBHOM PeXxume.

8.2 CopepxaHue U KpUTEPUUN OLIEHKU

8.2.1 OOGLee nonoxeHue

OueHka B NepByto ouepeab OTHOCUTCS K OLieHKe athheKTUBHOCTU NpoaenaHHoi paboTel Nposakaepom
yCnyr/BHYTPEHHVM NPpoBaliAepoM yCiyr, a Takke oLeHKy paboTbl, BbINMOTHEHHON NOCTaBLUMKOM YCNYT, Tak Kak
370 ABNSAETCH COCTaBHOM YacTbio ycrnexa NpoBeeHHbIX KOHCYNbTaL Ui U nocpeaHN4ecTBa.

8.2.2 [leaTenbHocCTb NpoBangepa ycnyr/BHyTpeHHero npopangepa

Mpu oueHKe, B YaCTHOCTK, cneayeT y4uThIBaTh CneayroLme KpuTepun:

- Ka4yecTBO NpoLeccoB B 06r1acTu nHopMaLMn, KOHCYbTaLMiA U NOCPEeAHNYECTBa;

- OblCTpOTa pearnpoBaHns;

- cobnogeHne CPoKOB 1 YCIOBUIA AOTrOBOPA;

- npasuna nosedeHus (OpyKentobHOCTb, BEXITUBOCTb, ACHOCTb);

- KOMMeTeHLun paboTHUKOB;

- OOCTYMHOCTb;

- cosganue 1 hyHKLUOHUpOBaHWe yrpasrieHus xanobamu.

8.2.3 [eATenbHOCTb NOCTaBLIUKOB YCNyr/BHYTPEHHUX NOCTaBLUUKOB YCNyr

OesATenbHOCTb NOCTaBLUMKOB YCIYT/BHYTPEHHUX NOCTaBLUMKOB YCNYr creayeT oLeHNBaTh B aHanornyHon
hopmMe, BO3SMOXKHO B HECKOIBLKO COKpaLLeHHOM BUae.

8.3 MpozpayHocTb NpeaocTaBNeHUA OTYETa

MpoBaiigepam ycnyr/BHYTpeHHUM MpoBaidepam ycnyr cneayeT o6paboTaTb OLEeHKU pesynbTaToB
YOOBNETBOPEHHOCTM 3anpoCcoB KITMEHTOB U B HeoB6XxoAMMoM oGbeme Npo3paqHo NpedocTaBuTh KIUeHTam u
nocTasLyMKaM ycryr/BHYTpeHHUM nocTaBLymkam ycnyr. Mpu aTom 4omkHa GbITb 06ecneyeHa 3almTa AaHHbIX 1
0C06eHHO aHOHUMHOCTb PECNOHAEHTOB.

8
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MpoBaiaepkl ycnyr/BHyTpeHHUe npoBaiaepbl ycnyr obecneumBatoT, 4ToObl 0T4eThl 06 oLeHke coaep-
XKanu kak KpUTeprn U NPUHLMIMBLI OLLeHKW, TaK U BCIO BaXKHENLLIYIO MHGOpMaLMio o KayecTBe 1 Obiniv AOCTYMHLIMU
N MOHSATHBIMU.

8.4 Meponpuatusa no pesynbTatam OLeHKU

MpoBaiaepkbl yenyr/BHyTpeHHUE NpoBariaepbl YCNyr UHTErpupytoT pesyrbTaTbl OLEHKU B MEHEeKMEHT
KayecTBa U OCYLLECTBIISIIOT MEPOMNPUATUSA MO YCTPAHEHUIO HeHaANexXallero kayecTBa My no MosbiWeH o
KauyecTBa.
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KntoveBble criosa: nepcoHalrbHbIe N ObITOBbIE ycnyrn, I/IH(*)OpMaLLVIﬂ, KOHCyInbTauuna n nocpegHn4eCcTBo, npo-
Ba|7|,uep ycnyr, NOCTaBWKMK YCNyT, KINMMEHT, NoNb3oBaTellb, TpeﬁOBaHI/Iﬂ
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