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1. O0mue moJio:KeHUs

1.1. Hacrosmuii «Cranmapt kadectBa 0OCIyKHBaHWS MOTpeOHTENeH (UHAHCOBBIX YCIyT»
(manee - Cranmapr) pa3paboTaH B LeNsX MOBBINEHHS KadecTBa oOCIyXHBaHHSA GU3AUECKUX JIHII,
FOPUINYECKUX JTUI, (DU3MYECKHX JIHILI, 3aPETHCTPUPOBAHHEIX B YCTAHOBJICHHOM 3aKOHE MOPSIKE U
OCYIIECTBIIIONMAE TPEANPHHAMATENBCKYIO JEATEIBHOCTE 0€3 00pa30oBaHmsA IOPHIMYECKOTO JIHIA
(nanee — KnweHTOB), yHHGUKAIMH NPOMECCHOHANBHBIX H 3THYECKHMX HOPM, 00A3aTENBHEIX A
cobuonenns pabotHukamu Hexommepdueckoit opranuzaiuy — Qonj « MHKPOKPEAUTHAS KOMIIAHUSA
Espetickoit aBToHOMHOM obnactuy (manee — @onm) npu obmenunn ¢ Kimentamu, GOpMHUPOBAHHUHA
HeoOXOQUMBIX anroOpHTMOB moBenenus pa®oTHMKOB DoHMA, HANpaBIEHHBIX HA OKa3aHHE YCIyr
BBICILIET0 Ka4yecTBa I1pH o0citykuBanuu KimeHTos.

1.2, Hactosumuii CtanpapT sIBIs€TCs BHY TPEHHUM HOPMATHBHBIM JIOKYMEHTOM, ONIPE/IEIISIONHM
CTaHmapTel KadecTBa OOCTyxuBaHWsS KIMEHTOB, yCTaHAaBIMBAIOIMI €IMHBIE TpeOOBaHM,
obsizaTeNbHbIe s WcTomHeHHA (manee — CraHpapr KadecTBa) pabOTHHKAMM CTPYKTYPHBIX
noapasaenennid @onna, B GyHKIMHE KOTOPBIX BXOIUT 06cTy KuBaHue KiueHTos.

1.3. Hacrosmmit CraamapT He ompejenseT TpeOoBaHHS, NPENBABIAEMBIE K OpraHH3alliy
mpolecca MOATOTOBKH W OOY4eHHs IIepCOHana, K 0TOOpY CIENHAIHACTOB UL B3aHMOJEHCTBHA C
Kimentamu.

1.4. Cranpapr sBIAETCA:

e CBOJIOM TIpaBHJ B3amMozedcTBusi ¢ KiMeHTaMu, MOAPOOHBIM ONMCAHMEM IIOBEJNCHUS W JIEHCTBHA
NepcoHaa, HenocpecTBeHHO paboratomero ¢ Kimnentamu;
® HHCTPYMEHTOM, I03BoJstonmM DoHIy npenocTaBuTh KIMEHTY OMKHMIAaeMbIH YPOBCHB CEPBHCA,
HE3aBHCHMO OT MECTa PacrojiokeHus oduca obcmysxusanusa KimeHnTos.
1.5. O6cmyxwuBanue Kimentos B @oH/ie CTPOUTCA Ha CIICTYIONHX IPHHIATIAX
rpamMoTHOE, G heKTHBHOE H KOMIIETCHTHOE KOHCYIbTHpoBaHue Kinenra;
coznanume i Kimnenra atmMocdeps! yBaskeHHs, BEAUTHBOCTH M YECTHOCTH B PELIEHHH BOTIPOCOB;
npezyioxkenne Kimentam coBpeMeHHOT0 Habopa (PHHAHCOBEIX MPOXYKTOB U YCIIyT;
o0ecIieyeHHe BEICOKHX MMOKa3aTeNlel CKOPOCTH M HaJCKHOCTH B 00CITy JKHBAHHH.
1.6. Llemn u 3amaun pazpadorku Cranjgapra:
e (OPMHUPOBAHKE COOTBETCTRYIONIAX HABLIKOB y IIEPCOHANA, 3aHATOr0 B 00C/Ty KuBaHHH KITHEHTOB;
® CO3/IaHHE eIHHOTO KOPIIOPATABHOIO CTHIIA 0OCITy KuBaHus KimeHToB;
e obecreyeHHe KayecTBEHHOTO OOCIY:KHBAaHHA (M3HUESCKUX JIHI[, MO3BOJLIOMErO (OPMHPOBATH
nosepue KimenTto u o6ecneunBars KOHKYPEHTOCIOCOOHOCTE DOHIA Ha PBIHKE;
e CO3J@HME CHCTEMBI KpUTEPHEB OIEHKH KadecTBa pabO0Thl pasiM4YHBIX CTPYKTYPHBIX
oJpas/iesieHHH, OCYIIeCTBILoIMX 06cTy kuBanue KimeHToB;
® [OBBIIIEHHKE JIOUIBHOCTH KIIHEHTOB, yBeM4eHHe KoardecTa KIIMeHToB U IapTHEPOB, COXPAHCHHUE
pelryTaluy 1 uMumka Qonja;
e (opMHpPOBaHHE Y COTPYIHHKOB, 3aHATEIX B pabore ¢ KimieHTamH, MOTHBAI[MH KadeCTBEHHOIO
obcnyskuBanus KITMeHTOB, MHTEpeca K COBEPIICHCTBOBAHHMIO TEXHHKH JICJIOBBIX KOHTAKTOB, H3yUCHHs
niorpeGHOcTel KITieHTOoB, y4acTus B aKTHBHOM ITPO/IBH/KEHUH (QMHAHCOBBIX IIPOIYKTOB M YCIIyT;
e OpraHu3alKs KOHTPOJIA 3a HCIoMHeHHeM Tpebosanui HacTosuero Craniapra.
1.7. Cranzaprt sBisieTes 00513aTeIbHBIM JUIs BBITOHEHNS COTPyIHHKaMu Beex [loapaseneHuit
(B ToM umciIe 060¢00JIEHHBIX), KaK HETIOCPEICTBEHHO OCYIECTRIAIONMX paboTy ¢ Kimmentamu, Tak 1
HaxOALIMXCA B 30HaX o6cmyxupanus KIIMEeHTOB B paMKax CITy/KeOHOH HeoOX0MMOCTH.
1.9. Cnyuan Hewcnonnenuss Crammapra CUMTAIOTCS HapyIIEHHEM  KOPIIOPaTHBHOH
JUACLIATLTAHBL.

2. YnpasijieHHe Ka4eCTBOM H KOHTPOJIbHBIE IIPONEAYPHI 110 OLEHKE Ka4ecTBa

2.1. llens ympaBjieHHs KayecTBOM — JOCTHIKSHHE MAaKCHMAIBbHOTO COOTBETCTBHS YPOBHS
pabotel cotpynuukoB Ponna HactosaumM Cranaapram.

2.2. HenocpecTBEHHOE YIIPABIEHHE KAYECTBOM OCYIIECTBIIAIOT PyKOBOJTUTENH CTPYKTYPHBIX
noapasesnennii GoH/a, OTBeYaromue 3a obcy:xuBanue KimeHTos.

2.3. B mpotiecce ypapaeHus KaueCTBOM PEIIaOT CIIEIYIOLIHE 3a/1aun:



® HeJONyIlleHHEe HeZ0OPOCOBECTHBIX IIPAKTHK B oTHOIIeHHH KimenTos @ona;

e ycTaHOBIeHHE OnmaronpusaTHOTrO KiMata B [loxpasznenenusx Goupaa;

® CTHMYJIMpOBaHHE COTPYJHHKOB [lompaszaenenuit @oHIa K IOBBINEHIIO KBAMM(DUKAIMH, MOTHBALIUSA
IEePCOHANA K OCO3HAHMIO BAXKHOCTH KadecTBa 00ciyxkuBaHus KiMeHToB, 00ecneueHHIo o Iep KaHusI
KOPIOPAaTHBHOM KY/IbTYPhI HA BLICOKOM YPOBHE;

e uHbOpMHpOBaHHE cOTPYJHHKOB [lonpaznenenuit @oHaa 0 JOCTUTHYTHIX pe3yIbTaTax. Bripakenue
npusHaHug coTpyrHuKaM [lonpaspenenuit @onsa, BHECIMM HAHOOIIBIIHIA BKIa B Iy YIIEHHE YPOBHS
cepsrca. Buenpenue nocTmkeHuH Kaxznoro corpyanuka [lonpasnenenus @oHa, KOTOPHIX YAAIOCH
JOOHUTECS B TEUYEHHE I'0/1a B CYLIECTBYIOLIYHO CHCTEMY KauecTBa oOciyxuBanus KITHEeHTOB, TeM caMbIM
3aKPEIlIss 3TH TOCTHIKCHHS,

e o0s3arenbHOE peryisipHoe 00ydeHHE M TECTHpPOBaHHE COTpyAHHKOB [loapasaenenudt Donna
CTaHjapraMm KadecTBa obciyxuBaHus KImeHToB;

® aHamM3 pe3yIbTaToOB IIPOBEPOK KauecTBAa OOCTy)KMBaHMA W TIOKeNaHWM KIMEHTOBR ¢ Hemnio
obecriedeHHs IIOCTOSHHOTO COOTBETCTBHs HacTosuuM Crannapram. MHbopMEpOBaHHe pyKOBOACTBA
Donpa o pezynbTaTax IPOBEAESHHOIO aHAIN3A;

® [EPUOJMYECKUH [IEPECMOTP CYLIECTBYIOLIEH CUCTEMBI KOHTPOIA KA4eCTBA ¢ LEJIBIO OIpe/eneH A
MEp 110 €€ YCOBEePIICHCTBOBAHHUIO.

2.4. OcyliecTBlieHHEe KOHTPOJIBHBIX IIPOLEAYpP H KOHTPOIBHBIX MEPOINpPHATHH IO OLEHKE
KayecTBa B3aumoeicTeus ¢ Kimenramu ocyuiecTrisiercs [ 'enepaibHeM qupexTopoM Qona.

2.5. Kontposns kadectBa oOcimyxuBaHus KIMEHTOB OCYIIECTBISCTCH ITyTeM IIPOBEACHUA
MpoBepoK  pykoBomuTensiMd  [lojmpasznenenutt @Donpga, yNOTHOMOYEHHBEIMH  COTPYIHHKAMH
noapasaeneHus @oHma (OpM HANMMYKK), OTBEYAIOIIEr0 3a KOHTPOJB KadecTBa OOCIYKHBaHHA
kmeHToB. PykoBoguremn [logpasnenenunit @oHIa OCYINECTBIAIOT IIOCTOSHHBIM TEKYIIHMHA KOHTPOIb
KayecTBa paboThl IepcoHaIa, 3aHsaToro obcmyxuBanueM KiMeHTOB, B COOTBETCTBUU C HACTOSILIMMHU
CranjapTaMy, H HECYT OTBETCTBEHHOCTb 33 KA4eCTBO IpeocTaBIsieMoro cepsuca B [logpasneneHmix
®onpa.

2.5. I'naBHO¥ IENMBbIO TPOBEPOK SBISETCS CcOOp KOMMYECTBEHHBIX JAHHBIX O KayecTBe
npejocTaBienys (HHAHCOBBIX NPOAYKTOB M ycinyT B llompasnmenenmsx @oHzma id JayibHEHIIEH
oueHkd wuHbopmarmmu 00 ypoBHe KymbTypel oOcmy:xuBaHus KieHTOB M IIpoBeleHMA
KOPPEKTHPYIONMX MEpPONpPUATHI, HAlpaBAEHHBIX Ha YIIYUYINICHHE OICHHBAEMBIX IIOKA3aTEIICH.
KommiuecTBeHHAs OICHKA MPOM3BOAWTCA C TPAMEHEHHWeM OalulbHOM CHCTEMBI OLEHKH H
(hopMaM30BaHHBIX BOMPOCOB, OTPAKAIOIIMX BBINONHEHHE HacTOAIMX CTaHIapTOB OTHOCHTEIBHO
MaKCHUMaJIbHO BO3MOKHOM OLIEHKH ucxos u3 3HadeHus 100%.

2.6. Bugpl nOpoBepoK, MNEPHOAMYHOCTh MX IIPOBEICHHS, IIOPANOK OLEHKH KaudecTBa
obcmyxuaHust KITHEHTOB W MPHHIMIIBI (POPMHUPOBAHKS OTUETHOCTH IIO pe3y/bTaTaM IIPOBEIEHHBIX
IIPOBEPOK H3/IOKEHBI B «MeTomuKke NpOBENEHMs IPOBEPOK M OIEHKH KauyecTBa OOCITyKMBAaHHA
Kimuenrosy (IIpunosicenue 1).

2.7. Tlonmueli mepedeHL IapaMETPOB IIPOBEPKH MJI1 BCEX KATErOpHH COTPYIHHKOB
nonpasaenenuit ®onna, paboraronmx ¢ KimieHTamMH, ¥ KPUTEpUH OLIEHKH I1apaMeTPOB IIPOBEPKH
npuBeeHE! B «Hek-muctey (Ipunosicenue 2).

C pasBATHEM PO3HHYHOTO H KOPIOPaTHBHOTO OM3HEca H HOSBJICHHEM HOBBIX (DHHAHCOBBIX
POy KTOB/YCIIYT MEepedeHb HIEMEHTOB IIPOBEPKH MOKET MEHITHCS M JIONOIHATECS B yCTAHOBICHHOM
HIOPSLIKE.

2.8. Ouenka kagecrsa oOciyKuBaHus KIIMEHTOB yIIOJHOMOYEHHBEIMHE cOTpyIHHKamMu DoHza
OCYIIECTBIISIETCSI IO CIEAYIOIIHM OCHOBHBIM I'PYIIIIAM JIEMEHTOB!

* OLEHKa CePBUCHOTO 00CITy KUBAHHUS;

* oreHKa paboTe! oduca;

* OIleHKA BHEIIHETO W BHYTPSHHEIO COCTOSIHUA oduca;

* HayHuHe (aKTOB HeNOOPOCOBECTHRIX MPAKTHK B OTHOLIEHHH NOTyyaTenel (HHAHCOBBIX YCIYT

2.9. [IlpoBepkw TPOBOASTCS B COOTBETCTBHM C YTBEPXKIEHHBIM IpadHKOM [pPOBENCHMS
IIPOBEPOK KauecTBa oOCTykHBaHHA KIIMeHTOB, HO pexe | mpoBepku B Keaprail. KoHKpeTHas nara
IPOBEACHHUS  MPOBEPKH  ONpPENETASTCS  PYKOBOIMTENIEM  CTPYKTYPHOIO — IIOApAa3[elICHHI,



OCYIIECTBJIAIOIIETO IIPOBEPKY camMocTosTebHO. [1o pacnopsbkenmio [ enepaabHOro IMpeKTopa MOKeT
OBITH Ha3HAYEHA BHE3AIIHAs [IPOBEPKA.

2.10. TTo wroram ofImel NMPOBEPKH COCTABIIIETCA OTYET, B KOTOPOM JAETCS OLEHKA BCEX
IPOBEPEHHEIX JIEMEHTOB H JIEACTCS BHIBOJ] O COCTOAHUH KadecTBa 00CTy KuBaHus KIIMeHTOB H ypOBHS
oprarusaimu pabots! [logpaszpenenus @onna B nenom. He mosgmee 2 paGoumx JHEH ¢ MOMEHTA
MOJrOTOBKH OTYETa OH HAIPABIIETCS HA paccMOTpeHue [ eHepabHOMY JupekTopy Ponza.

3. OTBETCTBEHHOCTD 32 KAYECTBO B3AHUMO/eHCTBHSA ¢ NOTPeOHTEIAMH (PHHAHCOBBIX yCIyT
3.1. OTBeTCTBEHHOCTE 3a 00ecneuenue cobmonenus HacTosmero Cranapra BO3/1araeTes Ha:
*  COTPYIHHKOB IIOJpa3e/IeHUH, HETIOCPEACTBEHHO B3aUMOIEHCTBYIONMX ¢ KineHramu,
*  PYKOBOJMTENIECH MOpa3IeieHnil, HEMOCPE/ICTBEHHO B3aMMOAeHCTBYoIHX ¢ KimenTam,
*  VIOTHOMOYEHHOTO COTPYIHHKA 110 06paboTKe 0OpalleHHH,
* @ TaKKe IPYTUX COTPYIHHUKOB HHBIX CTPYKTYPHBIX IOApa3AeIeHUM, Ha IEHCTBUS KOTOPBIX B DOHT
nocTymuia xajinoba, obpatieHne, 3asBlIeHUe NoTpebuTeNel GHHAHCOBEIX yCIIyT.
3.2. Konrposs cobrmonenns Tpebosanui nanaoro CranaapTa BO3/1aracTes Ha:
* T'enmepampHoro qupexropa @onna;
*  pyKOBOAMTENEH MOapasIeeHuil, HeoCPeACTBEHHO B3auMoaeHcTBy onmX ¢ Kimentamu.
3.3. K corpyanuky, HapyumsueMy Tpebopanus CTaHIapToB, H K €0 HENOCPEACTBEHHOMY
PYKOBO/TATEITO, IPUMEHSIOTCS MEPhI JUCIHUILNIHHAPHOTO BO3ICHCTBHA.

4, O6opynosanue pabodero mecra paboTHHKA
4.1. Ob6opynoBanue pabouero Mecra pabOTHHMKA TO/DKHO COOTBETCTBOBATh CIIEAYHOLIMM
TpeOOBaHUAM:

® Ha KakI0M pabodeM MecTe I0JDKHA IPHCYTCTBOBATh TAOMHYKA ¢ yKasaHHeM haMITHH i IMEHH
paboTHHKa, €T0 JOIDKHOCTH,
° TeXHHYEeCKHe CpeficTBa Ha paboyem MecTe pabOTHHKA TOJDKHE] OBITh PA3MEIICHBI Tak, YTOOB! He

IpeIITCTBOBATh OOIeHHi0 ¢ KUMEHTOM, HCKIIOYaTh BO3MOXKHOCTH CUMThBaHUS KimeHTOM
uHbOpMaMK ¢ MOHHTODA,

. HeIOMyCTHMO Halk4Ke Ha pabodeM CTONE JOKYMEHTOB, KOTOPEIE HE HCIIOMB3YIOTCA PaOOTHHKOM
B pa6ore. ITocne 3apepmienus TeKyuiei paGoTs! ¢ KiTHeHToM Bee JOKYMEHTBI JIOTIKHBI ObITh YOpaHs! B
CTIEITHATBHO OTBeIeHHbIe MecTa. Crenannble KiIMeHTOM 3alicH, IepeJaHHble paOOTHHKOM B IIpOIecce
ero o0CITyKHBaHHsL, CleayeT BepHyTh KimenTy;

o HeOOXOMMO HCKITIOUHTL BO3MOXKHOCTH gocTyma KimeHTa K HHQOpMauuH, €My He
peIHA3HAYEHHON: OCTABJIATE KOMIIBIOTEP He3a0JIOKMPOBAHHBIM B CIIydae BBIHY)KICHHOTO yXOIa
paboTHHKa ¢ paboYero MecTa, OCTaB/IATh Ha CTOJIE Pa3/IMIHbIC TOKYMEHTEI, B TOM YHCJIE COACPIKALIHE
KOHGUICHIHAIBHYI0 HHPOPMALUIO, B TOM HYHCIE KOMMEPYECKYIO TaiHy, IE€PCOHAIbHBIE JaHHBIC
JPYIUX KJIMEHTOB, WK ¢ TOMETKOH «J{11s1 CiTy Xe0HOT0 IOJIB30BaH Y,

o He JIOIyCKaeTcs pasMerneHue Ha paboyeM CTONE TMHINM M HANMTKOB, UIPYIICK, CYBEHHPOB,
CYMOK, KHAT H JPYTHX IIPEAMETOB, He OTHOCAIMXCA K o6ciykupanuio KiMeHToB. 3ByKOBOH CHIHAI
MOOHJIBHBIX TeNehOHOB AO/IKEH OBITh OTK/IIOYCH.

4.2, Ha pabodyem MecTe pabGOTHHKA JOIDKHEI HAXOQUTHCs HA [MOCTABKE HacTO HCIOJIb3YEMBIE
KAHIE/PCKAE IIPEIMETEL PEIKO HCIONb3yeMble KaHIIEIAPCKHE IPHHA/UIENKHOCTH HEOOX0IUMO
XpaHHTh B TyMOax cToJa.

4.3, Jjist HCIIONB30BAHHS KIIMEHTOM JI0JDKHA OBITh IIPeayCMOTPEHA OTAEIbHAs pyIKa;

4.4. He jomyckaeTcs MPOCMATPUBATH, Pa3MellaTh H XPaHATh Ha paboyeM MeCTe peKIaMHYIO
MPOAIYKIMIO, HE OTHOCALIYIOCA K JeATelNbHOCTH @OHMa, KaHIEIPCKHE NPHHAUIEKHOCTH C
joroTumniamu Apyrux OpraHusanui.

4.5. TIpocTpaHCTBO BOKPYT paGoyero CToa He A0JDKHO ObITh 3arPOMOKIEHHBIM, JI0JDKHO OBITH
HCTBIM U ONpPATHEM, CKIaIMpOBAHFE TOCTOPOHHUX IIPEAMETOB PAIOM ¢ pabouiM MecTOM paboTHHKaA
HE JOITyCKASTCHL.

4.6. HeoIyCTHMO XpaHEHHE, HEAKKYpATHOE PasMEIIeHHEe JOKYMEHTOB Ha mKkadax, tymbax,
CTesUTaXkax, HaxoAAmmxcs B nojie 3penust KimenTos. lanku ¢ joxyMeHTaMHi HEOOXOIMMO pa3sMelnaTh
B mxadax. JIOKyMEHTEI, HCIIONb3yeMBbIe B TEKYIIEH paboTe, A0JDKHEI pa3MEeIlaThes B JIOTKAX.



5. Kpanmadukauusi paboTHUKOB

5.1. PabotHEK B paMKaxX CIyxeOHBIX OOS3aHHOCTEH 00s3aH 3HATh 3aKOHOJATebHBIE
moxyMeHTsl Poccuiickodf ®enepanuu, HOpPMaTHBHBIE IOKYMEHTHI banka Poccuw, BHYTpeHHHe
HOPMATHUBHBIC JIOKYMEHTEI H PACTIOPAIMTENIBHbIE JOKyMeHTE! DoHa, nefcTByomHe Tapudbl, CTABKH
v T

5.2. Kpammukanus ¥ WHGOPMHUPOBAHHOCTE pabOTHHKA JODKHBI OBITH AOCTATOYHBIME JUIS
TOro, 4TO0BI OTBETHTL Ha moOble Bompockl KimMeHTa, Kacarolecss MPOAYKTOBOH JIMHEHKH H
TEXHOJIOTHH NIpeiocTaBleHus yeryr Oompa.

5.3.B ciydae W3MEHEHHA YCIOBHH IIPENOCTABICHHS YCIYT, PYKOBOIMTENb CTPYKTYPHOTO
OZIpasfieNieH|s (ero IITaTHBIM 3aMECTHTENh WM PabOTHHK €ro 3aMelNaroliiii) 00g3aH 03HAKOMHTE
PabOTHHKOB C JAaHHBIMHU H3MEHEHUSIMH,

5.4. Kaxerii paGoTHHK 00s3aH IOCTOSHHO MOBBINATE CBOH NPO(ECCHOHAIBHEI YPOBEHL H
KBATM(UKALMIO, B 5THX LELIX HOPMATHBHEIC JOKyMeHTHl QOHIA pasMEINeHbl Ha OOIIEI0CTYIIHOM
pecypce B nanke «HopMmaTHBHBIE HOKYMEHTHI» B COOTBETCTBHH ¢ OPraHH3AMOHHOM CTPYKTYpOi
Donpa.

5.5. PyKoBomWTeNH  CTPYKTYPHEIX — HOAPa3AENCHHM  JOJDKHBEI — IIPUHEMArh  MEPE,
CTHMYJIHPYIOIIAE pPaOOTHUKOB K IOBBINIEHHIO KBATHGHMKAIMH M 00ECIESUMBATH YCIIOBHS UIS HX
Ipo(heCCHOHATBHOTO PA3BHTHSL.

5.6. PaborHukam QoHza 3ampernraeTcsd B IPHCYTCTBHH JIHI, U3 umcia nepcoHaina QoHaa u
KimentoB pacnpocTpadaTs HHQOpMAalMIO, OTpPaKalOIIyl) HEraTHBHBIE CTOpOHBI B pabote
Opranusaruyy, IpelaraeMblX yClIyrax, T.e. HoAphBatonlyto asroputeT Ponza B riasax KimeHTos.

5.7. Obs3arenbHble IEPBUYHbIE 3HAHUS, KOTOPBIMHE J0JDKEH 00/1a1aTh COTPY IHUK:

* OHWO pykoBoautenelt Qoupa;

* Anpec @onpa, a Takxke anpec, TenedoH, daxc oduca B kKoTopoM paboTaeT COTPYIHHK;

+ OHWO HenocpeaCcTBEHHOTO PYKOBOIUTEIIS,

» XapaKTepUCTHKH H YCIIOBHSA IIpeZ0CTaBIICHHS (MHAHCOBBIX IIPOIYKTOB
U YCIIyT, IIPOJBHIKEHNE KOTOPBIX BO3JIOKEHO Ha COTPYIHHUKA.

6. Pesxum pabornl

6.1. PabOTHHK [0JDKEH HEYKOCHHUTENILHO coOMOAaTh peskuM paboThl CBOETO IMOpa3IeIeHuHs,
pernaMeHTHPYEeMbIH BHYTPEHHUM TPYZOBBIM PACIIOPSIIKOM.

6.2. KoMiistoTepHble porpaMmMel, HeoOxoaumble st o6ciryxuBanus KiMeHToB, J0JDKHEI OLITh
OTKPBITEI M TOTOBBI K padoTe He MeHee 4eM 3a 5 MHHYT [0 Hayajla YCTAHOBJIEHHOTO BpPEMEHH
obemyxuBanus KimneHToB.

6.3. PykoBomuTenb IoIpa3leneHus (ero INTATHBIA 3aMECTHTENb WM pPabOTHHK €ro
3aMEINAIOIMi) JOoKEeH OOeCIeuMTh €KSTHEBHYIO NPOBEPKy TOTOBHOCTH 00OpYyINOBaHHMA H
nporpaMMHoro obecrnedenust K padore ¢ KieHTamu, OCyIecTBISTE MEPOIIPUSTHS 10 HEIOMYIIECHHIO
ux HepaboTocnocoOHOCTH (CBOSBPEMEHHAS 3aMeHa KIFOYEH U Iaposiel, HATHYHe YEKOBOH JIEHTHI U1
QIIEKTPOHHON CHCTEMBI YIIPABIECHHS OYEPE/IBIO0).

6.4. Kiment momKkeH WMETh BO3MOJKHOCTH BOWTH B opuc PoHZa M II0J0XKIATh CBOETO
00CITy)KHBaHHUS B ONIEpalHOHHOE BpeMst pabOTHI CTPYKTYPHOTO [O/{pa3ieieHHA.

6.5. Ilpu obpamenun Kinuenta B oduc PoHaa He3aq0nro 0 OKOHUaHHMsS pabodero IHs,
HeoOX0MMMO BRICTyIaTs Borpoc KimmeHTa H, 10 BO3MOXKHOCTH, PEIIMTh €ro. Eciu s pelneHus
BOIIpoca TpedyeTes Oonee LMUTeNbHOE BpeMs, HeoOX0miMo mpeioxuTh KitnenTy o6patuthest B oduc
donza B Apyroe yaobHOe BpeMs HIIM IOTOBOPUTHCS O CPOKAX PEIICHHS JAHHOTO BOIPOCa.

6.6. Ha BXo/HOM 30HE TOMENIEHHsS CTPYKTYpHOro nojpasjeneuus Donna, oOcmyKuBaromeit
KimentoB jJomkHa ObITh pasMelleHa HarisiaHas HHQOpMalUs o0 pexuMe padoTbl CTPYKTYPHOTO
nozapasaeneHus @oxja.

7. Bzaumopeiicreue ¢ Kimnentom
7.1. PabotHuk @onpa nomkeH obIanaTh HaBBRIKAMM JIMYHOTrO o0menud ¢ Kimentamu, yMeTh
NOIEP)KUBATE JEI0BYI0 Oecely, MpOSBILITE YBaKEHHE, CTPEMHUTBCS K 3aBEpIICHMIO JHAora Ha
B3aUMOBBITO/THOH OCHOBE.



7.2. Iuanor ¢ KimeHToM H0/KeH OTIIHYAThCs BeATMBOCTBIO H KPATKOCTBIO, TAK BAYKHYIO POJIB
UI'PAeT CKOPOCTh OOCITY KHUBAHHS ¥ MUHHMAIBHOE BPEMS OXKUJIAHUS B OUEPEIH.

7.3. Pabornuku @DoHAa AOMKHE IIOMHHTL O KOH(DHUICHIMAILHOCTH BBIIOJHSEMBIX HMH
ornepaunii, He JOIYCKaTh IIyONMYHOrO OIVIAIIEHHS Pa3MEPOB BHOCHMOHM WIJIM BBIIABAEMOH CYMMEL,
CIIEIUTE 32 CBOEBPEMEHHBIM YHUUTOKEHHEM UCIIOPYEHHBIX OAaHKOB JOKYMEHTOB.

7.4. B CTpyKTYpHBIX NOJpa3NENeHHsIX HEOOXOOUMO MOANEPKUBATH CIIOKOMHYIO IETIOBYIO
00CTaHOBKY, CIOcOOCTBYIOLTYIO OBICTPOMY U KaueCTBEHHOMY 00CTy KHBaHHIO KITHEHTOB,

7.5. BHe 3aBHCHMOCTH OT CKJIaABIBAIOIIEHCS CUTyaluu, paboTHIKH POH/IA IOJKHBI COXPAHATh
criokotcTBre, ¢ Kimtentamu BectH cebst J0OpOKeNaTeIbHO H KOHCTPYKTHBHO.

7.6. Obpawmatsea k KimieHTy cieqyeT no UMeHH U oTuecTBY. Ecimm ums, oTuectBo KimienTa He
H3BECTHO, obpamarscs k KimienTy HykHO Ha « BBI».

7.7. B obmenuu c KimeHTOM cleQyeT HUCIONb30BaTh MO3UTHBHO-OKPAIIEHHBIE CIIOBA
«cracuboy, «bmarogapro», «nokamyhcra», «Oynpre H0OpHI» M T.I. FOBOPUTH IOHSTHBIM S3BIKOM,
HCIIOJIb3YS. MUHHMYM Y3KOMpo(ecCHOHANBPHBIX TePMHHOB (MO0 M3BSACHSAA HX 3HawyeHue). He
UCIIONB30BaTh  YMEHLIIUTEIbHO-TACKATE/IbHBIE OKOHYAHHS CJIOB  (HAlpUMEp, «IOTrOBOPYHKY,
«IOKYMEHTHK» W T.IL), OBITOBBIE ()pasbl, a TakKe NMPOMECCHOHATBHBIA CIeHI («IOpHK/ (QH3UKY,
«IUTATENKa» | T.IL.)

7.8. Cranyapraele ¢passl Juid obmenns ¢ Kimmentamu npuseneHsl B [lpunoxcenuu Ne 3.

7.9. Ipu B3aumoeicTBrM ¢ KinteHTOM, pabOTHHK HE JOJKEH OTBIEKATHCS OT OOIIEHHUS C HEM.
Ecru Bo3HHKIIA CpOoYHAsA HEOOXOAMMOCTE OTBJIEYLCS, PAOOTHUK IPOKU3BOJHUT CIEAYIOLIHE ICHCTBHS:

e mpemynpexaaeT Kimenta o HaMepeHHH OTIyaUThCs («VI3BUHNTE, MHE HY/KHO OTOHTHY» U T.IL);

e 00BsicHseT npHuMHY HeoOxomumoctd oTmyuuthes («HeoOxommmo nopmmcars NOKYMEHTBI Y
PYKOBOAHTENS / H3TOTOBUTE KCEPOKOITHIO € JIOKYMEHTOBY H T.IL.);

e coo0maer BpeMs oxunanus («ITo 3aiiMeT He O0ITbIe MHHYTBI) U T.IL);

® MaKCHMaJIbHO COKpaTUTh Bpemst oxunanus Kimenra. Ecmu Bpems oxunanug Kimenra yBenuuuTes
Oonee YyeM Ha 5 MHHYT, pabOTHHK JI0JDKEH BepHYThes K KIMeHTy 1 BexIMBO cOOOIMUTE 00 yBEIH4EeHHUH
BpPEMEHH OKUIAHMS, a TAIOKE O IPHIMHE.

7.10. Ecrr Bo Bpems KOHCYNbTHpOBaHUS KiMeHTa BO3HMKIIA HEOOXOIAMMOCTH OTBETHTL Ha
BXosiumit TeneOHHBIH 3BOHOK, pabOTHHMK 00s3aTeNbHO MOIDKEH M3BHHHMThCA mepen KimeHnTowm,
OTBETHUTH HA BXOJISIIHI 3BOHOK U OBITH Ipe/IeNIbHO KPATKUM U BEXKIIMBEIM IIPH Pa3roBope 110 TenedoHy,
TIOIPOCUTE KOHTAKTHBIE JAHHBIE 3BOHHUBIIETO, a TaK/Ke YTOUHHTE yI0OHOE BpeMs A7 BO3MOKHOCTH
TIEPE3BOHUTH. PabOTHHK 0/IKEH TOMHHTD, YTO BEAIIHBOE OOLIEHHE 0 TeneOHy ¢ TPETEHMH JTHIAMH,
TaKyKe IIPOU3BOMHT BrieHaT/ieHHe Ha KitneHTa U BimsteT Ha UMHIDK DOoHIA B LIETIOM.

7.11. Bo Bpems obcinyxuBanus KimeHTa paOOTHHKY HEOOIyCTHMO IIPOBOIHTS
KOHCYJILTHpPOBaHHE KOJUler 1o omepauusM apyrux Kimenrtos, ecmu KimeHT paboTHHKA OKHIAET
BHUMAaHUS 110 CBOEMY BOIIPOCY.

7.12. Eciu Bo3HHKaeT HeoOxomuMocTh obpamieHus Kk kojulere, paboramomeMy ¢ KimmeHTOM,
HeoOXOIHMO MOJ0KAaTh oKoHdaHus Oecemsl ¢ KimmentoM. Ecimu Bompoc OesoTiaraTelbHEIH, TO B
MIEPBYIO OUYepeIb HyKHO W3BUHUTHCS Nepesl KIMeHToM B KpaTKo H3JI0KHThL PaOOTHHKY CYTh BOIIPOCA.
ITpu 5TOM 0OparmaTscs K paboTHHKY Hy KHO 110 IMEHH Ha « BBy,

7.13. PaboTHHKY HEIOIIYyCTHMO B IIporecce obcmy xupanus Kimenra:

. [IPOSIBJIATH Pa3/ipakeHUe WK HeyBaxkeHHe K KUIMeHTy, CIIOPHUTH ¢ HEM;

J obpamarscs k Kimenty Ha « Thi»;
JIOITy CKaTh HEBE}UTUBEIC HITH 00KIHBIE BRICKa3bIBaHus B aapec KimneHToB;
IOTTYCKATh CHHCXOIUTENBHBIH, HPOHHYHEL TOH IpH 00menuy ¢ Kimentom;
OCYIIECTBIISATE JITYHBIC 3BOHKH B IPUCYTCTBHH KIIMEeHTOB;
npy Haymauk KIMeHToB NoKuaaTh paboyuee MECTO /I KypPEHHS,
uraopupoars KiiienTa (B TOM WHCIe BBIXOI VI KYPEHHA);
B npHCYTCTBHM KUIMEHTOB NUTh dHal, Kode, COKM H IKEBaTh IKEBATCIBHYIO PC3HHKY,
yToTpeOIIATE MUIILY K JEPKaTh €¢ Ha pabodeM MECTe;
J B mpucyTcTBHE KimeHToB obcyxnars apyrux KimieHTos, kojuter u paboty @omza, a Takxe

JpYTHE BOIIPOCHL, HE CBI3aHHBIE ¢ 06cyuBanAeM KIMeHTOB;



° BceM paboTHHKaM B pabouee BpeMs IIOKHIATh KIHEHTCKYIO 30HY, ocTaBjss KimeHToB 6e3
00CITY KMBaHHS,;
. B [IPUCYTCTBHY KIIHEHTOB IPUBOUTE B MOPSIOK BHEIIHOCTh, IIPHYECKY, KOCTIOM.

7.14. Tlpu peammsaunu (QHHAHCOBBIX YCIYT IIOTpeOUTEIIM (HHAHCOBBIX yCayT PaboTHHKH
Qonja pykoBozacTByrotes HopMamu CTaHAapTa pealusaii (HHAHCOBBIX HHCTPYMEHTOB H YCIYT B
Dongpe.

7.15. PykoBomurenmd CTPYKTYPHBIX HOApPa3fENCHHH NOMKHBI [POBECTH PasbACHHUTENLHYIO
paboTy ¢ COTpYJHHMKaMH, KOTOpBIE HCIOJHSIOT CBOM JIOJDKHOCTHEIE OOS3aHHOCTH B IIOMEIICHUSX
GoHJa, HO He ABJLIOTCA paboTHEKOM DOHIA, B TOM UHCTIE C COTPY/HUKAMH KIMHMHTOBOM CITyiKOHI,
OXPaHHOTO MPEAIPHATHS, YTO IIPH oOpameHus KITHeHTOoB ¢ BOMpocaMy, He BXOASIIMME B 00/1aCTh HX
KOMIICTEHIIWH, OHH JOJUKHBI HanpaBuTh KimenTa k paGOTHHKY MM PYKOBOIHTEIIO CTPYKTYPHOTO
TI0/Ipa3/IeNIeH st sl [1O/Ty YeHHsI HEOOXOMMMBIX Pa3biCHEHHH. BEIneHa3BaHHbIe COTPYIHUKH HH B KOEM
Clly4ae He JOIKHEI JaBaTh Pa3bsICHEHHS U KOHCYJIBTAIIHH 110 TEeMaTHKe AesTebHocTH DoHa.

8. YnpagJienue ouepennio

8.1. O6cnyxuBanue KinieHTOB IPOM3BOUTCS B MOPSJIKE OKHBOMY OUEpe/IH.

8.2. PaboTHuMKamu mNoJpasfieNleHHs PEKOMEHIYeTcs NpeIoNnTh KimeHram B odepemu
IPUCECTh HA CTYJIbA JUIA OKMIAHHUSA CBOSH OYEpeNd U IPEUIOKUTH O3HAKOMHUTHCS ¢ PEKJIAMHBIME H
UH(QOPMALIMOHHBIMH MaTepHaIaAMH.

8.3. PabotHMK mozpa3szienenus, MpeloCTABISIONMN KOHCYIETAHOHHEIE Yeayrd KimeHTtam,
HECET OTBETCTBEHHOCTD 3a yIIpaBieHue oyepe/pio Kimentos B Qoupe.

8.4. Ecmu BpmonHeHHe TeKyleH onepauuy TpeCyeT ONpee/IeHHBIX BPEMEHHBIX 3aTPaT Wil
IPOHCXOINT 3ajepikKa OOCHy)KHMBAHHA H3-32 BOZHHKAIONIMX TEXHHYSCKMX may3 — KIiMeHToB
HEOOXO0IMMO IPEIYIPEAUTH 00 ITOM.

8.5. CranpapTHble Gpas3bl 0 YIPaBICHHIO OYSpPEIbIO IpuBeAcHE! B [punosceruu Ne 4.

9. YupagJjienue KOH(PIHKTAMH
9.1. B nemnsx npenynpexaeHus HEKOHCTPYKTUBHOTO KOHGIIIKTa pabOTHHK JOIDKEH BecTH ceds
CIIOKOHHO, 100p0oKenaTenbHo, KOPPEKTHO, n30eras BLICKa3bIBAHUH, 1103, KECTOB, MHMHKH U JEHCTBHH,
100y KIArOIIUX K BO3HUKHOBEHHIO HAPSHKEHHOCTH B OTHOLIEHUX ¢ KineHToM.
9.2. Kareropuuecku HEIOIyCTHMBI KpUTHKa B agpec KIHMEHTOB, a Takke IEMOHCTpAIHL
JIMYHOTO HETaTUBHOI'O OTHOLICHHSL.
9.3. HezaBucumo oOT TOro, mo 4nell BHHE BO3HHK KOHQUMKT, paboTHHK DoOHIa HOMKEH
IIOCTAPATLCs PEIIUTD €70, a 3aTEM BBIPA3UTh CBOE COKAJICHUE 110 IIOBOY IPOH30LICIIIEr0 HHITUACHTA.
9.4. Ecim paGoTHUK caM CIPaBUTBCS C KOH(DIMKTHOH CHTyalell HE MOMKET, eMy
PEKOMEHIIyeTCs [IPUTIIACHTL, B TOM 4HCJIE 10 TelIe(OHy, CTApIIEro o JOKHOCTH paGOTHHKA WA
PYKOBOIMTEII BHYTPEHHErO CTPYKTYPHOIO IOApas3jeNeHus (ero 3aMecTuTessi, paboTHHKA ero
3aMENIAOLIEr0) sl PeLIeHHA KOHIIHKTA.
9.5. Ing pasperueHus KOHQIUKTOB HYKHO:

COXPAHSTE CIIOKOHCTBHE;

BhICTyIIaTh KiMeHTa, 3a/1aBast yTOUHSIOLINE BOIIPOCHI;

BBIpa3uTh KIMEeHTy MOHUMaHKE eT0 MPoOIeMEl;

3@HATH COBMECTHYIO ¢ KUIHEHTOM MO3UIHUIO JJIs pelneHus npo0ieMsl;

ocIie uero, onucas npobnemy KimenTa, HyKHO BBIpaboTaTh ¢ HUIM B3aHMOBBITOHOE PEIICHHE.
9.6. Anroput™m paspelreHus KOH(DIMKTOB B CTPYKTYPHOM IOJpA3NENICHHH I[PHBEICH B

Ipunoscenuu Nes,

9.7. 060 Bcex KOHMIMKTHBIX CHTyauusx ¢ KUMEHTOM H JOIYHIEHHBIX MPO(eCCHOHANBHBIX
omuOKax IPH COBEPIICHMHM (UHAHCOBBIX OIEpaluif, pabOTHUKH, JOIyCTHBINHE YyKA3aHHBIE
HapyIUeHHUs, JOJKHBI IPOHHGOPMHUPOBATE CBOETO HETTOCPEACTBEHHOIO PYKOBOAUTE/ISA B MAKCHMAITBHO
KOPOTKHUI CPOK, HO HE [T03/JHES OKOHYAHMS Pabodero [IHs.

9.8. Ilo kaxxaomy GaxTy BO3HHKHOBEHHsI KOH(DIUKTHOHM CHTyaluuu Mex Iy paboTHukamu QoHza
u KimentoM (B 3aBHCHMMOCTH OT IOCHEICTBMH KOH(GIIMKTA) CIEAYET IPOBECTH AHAIHM3 [PHHUHBI



BO3HHKIIIET0 KOH(IIHKTA, TG00 CltyskeGHOe pacclieIoBaHue, ¥ IPHHATH MEPH] B OTHOLICHHH PabOTHHKA,
JIOTTYCTHBIIEr0 BO3HHKHOBEHHE TAKOM CHTYaINH, aleKBaTHBIE IIOC/IEICTBHAM KOHDIIHMKTA.

10. JleiicTBHE pyKOBOAUTE/ISI CTPYKTYPHOr0 noapasaeaeHus @onaa no odecre4enuio
BBLICOKOIr0 KadecTBa o0cay:kuBanus KineHToB 1 paspemenuio KOHQIMKTOB

10.1. PykoBomutens CTPYKTypHOro monpazfencHHs DoHIa HECET OTBETCTBEHHOCTH 3a
IPEIOCTaBIsIEMOe KauecTBO oOcmykuBaHus KIIMEHTOB B CBOEM CTPYKTYPHOM MOJpAa3fENeHUH H
OpraHu3alHi KOMaHTHOH paboTEI IpU NPEAOCTABIEHHH BEICOKOKAYECTBEHHOTO CEPBHCA, MPOSBIL B
IIOJTHOM MEpe JMACPCKHE KayeCTBa M CaMOCTOSITENBHO, B paMKax CBOMX IIOJIHOMOYHH, IpHHAMAS
PEILIEHUS B Pa3peIIeHHH CIIOPHBIX CHTYAaIHH, BO3HUKIINX IIpH o0cTyXuBaniu KineHTos.

10.2. PykoBOmWTENb CTPYKTYPHOTO MOApasfeneHus (€ro 3aMeCTHTENh, pabOTHHK ero
3aMelaroNmitl) J0/DKeH KOHTPOIMPOBATH PACIpe/ieNieHHe Harpy3k Mexmy paborHukamu Qonzia u
pa3BUBATh MX HABBIKM YIPaBICHHs odepenbio KimeHToB, oOpaimas BHHMaHHE Ha COONIONCHHE
CTAHIAPTOB CKOPOCTH BEITIOHEHHS OIIEPAlMi H IPEAOCTABIEHH] KOHCYIETATMOHHBIX YCIIYT.

10.3. Bo m3bexanne KOHQIMKTHBIX CHTYallMd PYKOBOAMTEIIO CTPYKTYPHOIO IOAPA3ACICHU
PEKOMEHIYETCs DACIIPENEIUTh TEXHHYSCKHE IICPEPRIBEI PAabOTHHKOB TakuM 00pa3soM, dTOOBI
006ecIeunTh MaKCHMAaJIbHO KoMpopTHOe 1o BpeMeHH 00y xuBanue KimenTos.

10.4. B crnyuae BOSHMKHOBEHHsS KOH(IMKTHOH CHTyallHid PYKOBOIHUTENL CTPYKTYPHOIO
HOZIpa3/IeIeH sl JOJDKeH ITOJOWTH K yJacTHUKaM KOH()IMKTa, H3BHHUTHCS, IIPEACTABUTECS U IIPUHATH
BCE MEpBI [UIA pa3pernenus KoH(mKTa.

10.5. JTys paspelieHns KOHQIHKTHOH CHTYalMH PYKOBOMUTE/O CTPYKTYPHOTO NIOAPA3/ICIICHIA
PEKOMEH/Iy€eTCs, B CITyyae HeoOXOMMOCTH, IpHriiackTh KimienTa B CBOH KaGHHET (IPH HAIMYHH TaKoH
BO3MOYKHOCTH), BBICTYIIaTh KiHeHnTa, BEIpa3HTh OHMMAHKE €ro IpodiieM | IPEIUIOKHTE BO3MOKHEIE
BApPHaHTEI peeHHUs KOHMIHKTA.

10.6. TTpu UpHHATHE pelIeHHs MO0 KOHGIMKTHOH CHTyallid PYKOBOIMTEIb CTPYKTYPHOTO
T0/(pa3 IerIeHHs I0JKEH PyKOBO/ICTBOBATECS HHTepecamy KiHenTa i coxpaHeHreM HMuKa Dorpa.

10.7. Ecim Bo3HMKIIAs KOHGIMKTHAS CHUTyauus TpeOyeT MaIbHEHINCrO pacciieoBaHMs,
PYKOBOJMTENL CTPYKTYPHOTO MOJPa3JeNieHHs NOIDKEH Ipedynpe|Ts KimeHTa o mpemonaraeMalx
CpPOKax pacCMOTpeHHs CIIOpHOH cuTyaunu Kinienra.

10.8. B mpomecce paspemneHHs KOH(DIMKTHOM CHTyalldd IIOBE/ICHHE PYKOBOAUTENA
CTPYKTYPHOI'O IOJPA3ENeHAs NODKHO OBITh MaKCHMAlIbHO KOPPEKTHBIM, BEXUIMBBIM, KaK IIO
oTHOMmEHHIO K KITHEHTY, Tak ¥ [0 OTHOIIEHHIO K pa0OTHHKAM.

11. Mopsmox npuasTas Cranaapra H HHGOPMUPOBaHUSA Pa6OTHHKOB.
11.1. Hactosmmii CTanmapT yTBep kaaeTcs EMHOIMYHBIM HCTIOMHATENRHBIM opraHoM PoHpa.
11.2. Yreepxaennsnt CtangapT KadecTa o0cimy KuBaHusa KIHMEeHTOB [I0BOIHUTCS 10 CBEACHHA
Bcex paboTHHKOB DOH/A IPHKA30M IO TOAIHCE, B T.4. ¥ [IPH IIPHeME Ha paboTy.



[Ipunoxenue 1

k CtangapTy KadecTBa 00CITy KIBAHAS
norpebutenel (UHAHCOBBIX YCIIYT B
HKO ®onn «MKK EAO»

MeToauka npoBeAcHHs NPOBEPOK H OLeHKH KavecTBa 00c/Iy;KMBaHHA KJIHEHTOB

L O6mue nmonoxKeHHst

1.1. Ileas npoBeeHHs POBEPOK

1.1.1. Kontpons kauectBa oOcmyxuBaHusi KIMEHTOB M YpOBHS OpraHu3aiud paboThl
[logpasnenenuit @oHga OCYLIECTBIACTCA IIyTEM IMIPOBEACHHS IIPOBEPOK  YIIOJIHOMOUCHHBIMH
coTpynHukamu. [IpoBepkH NpoBOAsATCS B COOTBETCTBUM C BHYTPEHHMMH JoKyMmeHTamMH DoHpma u
TpeboBanusmu Crangapra obcmyxuBanus Kiomentos. PyxoBomurtenu Ilonpasnenenuit ®onpga
OCYIIECTBILIFOT IIOCTOSHHBIH TEKYLIMH KOHTPOJIb KayecrBa paboThl IepCOHana, 3aHATOro B
obcimyxuBanun KUIMEeHTOB, M HECYT OTBETCTBEHHOCTH 3a KaueCTBO IIPEIOCTABISIEMOTO CEpBHCa B
[Mogpaznenenusx @onpa.

1.1.2. I'naBHOM LlenbI0 IPOBEPOK ABISETCA CcOOpP KONMYECTBEHHBIX JAHHBIX O KadecTBe
IpeJocTaBlIeHus (PUHAHCOBBIX NPOoayKToB/ycayr B Ilompasnenenusax @onaa Uil JajnbHEHINEH OLEHKH
uadopManun 06 ypoBHe KyIbTypsl o0cmyxuBanus Kinentos B @oHIe U IPUHATHS KOPPEKTHPYIOMINX
mep. KonwyecTBeHHas OIEHKAa TNPOH3BOAMUTCA C IIPUMEHEHWEM Oa/IbHOM CHCTEMBI OIEHKH H
(hopMaTM30BaHHBIX BOIMPOCOB, OTpaxarolnux BemIoNHeHHe Cranupapra obcmyxuBanus KimmeHTOR
oTHOocHTENBHO 100%.

1.2. OcHoBHBIE IOHATHS

1.2.1. Merouka IIpoBeIeHNUS IIPOBEPOK K OIEHKH YPOBHA KauecTBa 00cimyxuBaHus KineHTOB
@onna (nanee — Meroauka) mpeacTaBiseT coOol mpaBuiia OpraHH3allid W IIPOBEIEHHUS IIPOBEPOK
kaudectra obciryxkupanus KimenTos B [lonpasnenenusx donga, obcryxuparomux KireHTos.

1.2.2. DneMeHTHI POBEepKH 00BEAMHEHEI 10 OCHOBHBIM TPYIIIIaM Ha OCHOBaHUM TpeOOBaHUH,
M3J10KeHHbIX B CTanaapre.

1.2.3. DnemeHThI poBepok MeToAoM « TalHbIi KiHEHT» W KPUTEPHH MX OICHKH IIPHBEJIEHE] B
pa3zgene 2 nanHo# Metonuky.

1.2.4, PexoMeHIalyH, H3JI0KEHHEBIE B HacTodmmeH MeToguke, 0043aTeIbHEBI JI1 BBITOJHECHHS
BCEMH YIIOJIHOMOYEHHBIMH Ha IIPOBEICHHE ITPOBEPOK JUlaMy DOH/IA IPH [INIAHUPOBAHUH U IIPOBEICHHH
IpoBepok obcimyxuBaHust KinneHnTos.

1.3. IlocraBieHHble 320291

B npouecce ynpaBieH#s Ka4eCTBOM PEILAIOTCs CIEAYOHE 3aJa4u:

. YcraHoBiieHHE OIaroNpusITHOTO CTUIIA PYKOBOZCTBA.

. Crumymuposanue coTpynHukoB [lonpasnenennit @onsa K NOBLINCHUIO KBATH(MHKAIIH.
MorTuBanus NepcoHaia K OCO3HAHHMIO Ba)KHOCTH KadecTBa oOcimykuBanus KimueHToB, ofecredeHHIo
NOAJepKaHUsl Ha JOHKHOM YPOBHE KOPIIOPATUBHON KyJIbTYPBL

. HUndopmuporanue cotpyanuxos [logpaznenennit @onma 0 AOCTHTHYTHIX pe3yibTaTax B
X0Jie poBepoK. Brlpaxenue npusHanus cotpyaaukam [loapasnenenuit Goxja, BHeCIIHM HanOOIBIIHHA
BKJIaJ, B yJIy4lleHHE KauecTBa. BHepeHne NOCTIKEHNH Kaxaoro coTpyaauka [logpasnenenns ®oxpa,
KOTOPBIX YAAloCh J0OUTHCS B TEUCHHE TO/la, B CYIIECTBYIONIYIO CHCTEMY KadecTBa 00CITy KUBaHUA, TEM
CaMbIM 3aKPEIIsis 5TH JOCTHKEHHS.

. O6s3arenbHO 00yueHHe B TeCTUPOBAHUE COTPYIHUKOB [lonpasaenenuii @oHna B paMKax
Cranpapra obciyxupaHusi KIHMEHTOB, OCYLIECTBIAEMBIE COOTBETCTBYIOIIMMH IOAPA3ISICHUAMHE, KaK
O0IIMM KypCOM, TaK H 110 pe3yJIbTaTaM [IPOBEIEHHBIX IPOBEPOK HA MECTaX.

. AHaJiu3 pe3yNbTaTOB NPOBEPOK KauecTBa OOCTyXKMBaHHS W mnoxenanuit KimmeHtos c
LEJIBK 00ECTIEYEHH IIOCTOSIHHOTO cOOTBETCTBHS CTaHmapTy KadecTBa, HHPOPMHPOBAHHE PYKOBOJICTBA
DoHza 0 pe3ysbTaTax IPOBEICHHOTO aHATH3A. '
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2 Buae! npoBepok H opranu3anus UX NPOBEICHH.

2.1. [Tlposepku nenarcs Ha OoOIIME, IIPOBOJMMEIE B DPaMKaX TEMATHYECKMX IPOBEPOK
YTIOTHOMOYEHHBIMA COTPYIHUKAMH OTBETCTBEHHBIX INoApasfeneHuil MoHaa, H IPOBOIMMEIE METOIOM
«Tatinbiit Kmuenty.

2.2, O6ure npoBepKH — IIPOBEPKH OLEHKH KadecTBa 00CTy KuBaHus KITHeHTOB IPOBOAATCA B
Qonjte, cuiaMM COTPYJHHKOB mojpasfeieHus DOHZAA, OTBEYAIOMEr0 34 KOHTPOIb KadecTBa
o0cmy)KHBaHHS KIMEHTOB, C IPUBIIEYEHHEM, IIPH HEOOXOMUMOCTH, CIIEUHATHCTOB HHBIX TOpas3ie/eH i
domnna.

2.3.  Tlposepku, ocymecTBisieMble MeTogoM « Taiusmi Kimmenty, nposoasrces B omnze, MOTyT
IPOBOJIMTECSA KaK CleNHalicTaMy noapasaeneHus OoH/ia, OTBETCTBEHHOTO 38 KOHTPOIb 00CITY KUBAHHSA
KIIHEHTOB, TaK U C IPHBJICIEHAEM COTPYIHUKOB CTOPOHHHX OpPTaHH3aIlHH.

IIposepkn, mposojaumele MeTomoM «Taftupni Kiment», mo Meromy B MacmTabHOCTH HX
IPOBEJEHHS MOYKHO Pa3/IeNUTh Ha CIEHYIOIIHE BHIBL:

Ilo memoody nposedenua:

. ¢ MOAMHCAHHEM YEeK-JIHCTA 110 OKOHYaHWH IIPOBEICHHSA IPOBEPKH Y DPYKOBOMMUTEIL
Ionpasnenenus QoHIa H y HHTEPBBIOHPYEMOTO coTpynHuKa [loapaznenenus onma.
. 0es mnoamHcaHHsA dYeK-JMcra Yy pykoBoaurens [logpasmeneuus Pomma uwoy

UHTepBBIOHpyeMoro cotpyanuka [logpaznenenus Gonna.

ITo macuumadbnocmu npoeedenusa:

. MaccoBele — ¢ 0XBaToM Oonbimoro konuuecTsa [lonpasnenenuit @onja.

. a/IpeCHBIE — MPOBOAMMEIE I10 Mepe HEOOXOAUMOCTH B oTAeNbHLIX [Toapasnenenusax ouaa
Ha OCHOBAHMH DE3yJIbTATOB OOINMX IPOBEPOK, TAK/Ke HA OCHOBAaHMH IIOCTYNAIOIIHX OOpaIieHuit
KnuenTos.

2.4. Ecnu nposepku 1o Mertoxy « Tadubii KinuenT» NpoBOAATCS ¢ IPUBICUSHHEM CTOPOHHHUX
OpraHM3allii, TO OTBETCTBEHHBIE COTPYAHUKH IT0Ipa3AeIeH s, KYPHPYIOLIETO IIPOSKT, COCTABILIIOT IUTaH
M COrIacoBhIBaKOT ¢ ['eHepanbHbM qupexkTopoM PoHIa.

3 IIpoBenenne nNpoBepok.

3.1. B xonme nmpoBenenus o0IKX NPOBEPOK MpOBepsieTcs KadecTBO obcimyxuBaHus KineHToB
W ypoBeHb opranusanuu pabotel mposepsemoro Ilogpaszgenenus PoHAa mo BceM 3JIEMEHTaM H
IIPOBOJMTCS OLIEHKA 3THX 3JIEMEHTOB B COOTBETCTBUH C KPUTEPUAMH, U3NIOKEHHEIMH B Yek- JIucTe.

3.2. llpu mnposeneHuH mpoBepok MeToxoM «Taifubrii KiueHT» OCYINECTBIAETCS BH3IHT
«taiiHoro mokynarensa» B Iloapasnenenne @oHaa, rie OH BCTYNAET B KOHTAKT C COOTBETCTBYIOIIMMHA
COTPYAHHKAMH, OCYIIECTBILFOIIMME 00cTykuBanue KnueHToB, Noa BHIOM HOTeHIMaIbHOTO KitHeHTa.
Ilpy 3TOM mOBeleHWE TaHHCTBEHHOTO IIOKYNATeNls O0YCIOBIEHO LENAMH IIPOBEPOK H IIPOIHCAHO B
«neresae (CLieHapun).

3afa4un MpOBEPOK, OCYIIECTBISIEMBIX MeTOLOM « Talubiit KimmenTy:

. OLIEHUTH KadecTBO o0cirykuBanusa KiueHTos (ciabble B CHIIBHBIE CTOPOHEI);

. OLIEHUTh 3HAHHUA [I€PCOHANA O peaTH3yeMbX (HHAHCOBBIX MNPOAYKTax/ yCIyrax,
npo(eCCHOHAILHBIE Ka4ecTBa, OTHOLIeHHE K KitneHTaMm;

. OLIEHUTE JIOSITHHOCTH IepcoHana K ®oumy;

. KOHTPOJIUPOBaTh CTENIEHb BBIIONHeHWs mnepcoHaioM Cranmapra o00CITyKHBaHHS
Knuentos,

ITpu 1npoBeNeHMHM INPOBEPOK OLIEHUBAKOTCSA YMEHHE H  HABBIKH Ka4eCTBEHHOTO

obcnyxuBanust Knuenra coTpynnukamu nogpasgencHuit @onma. Llensio susuta B Ponp «Talnoro
KnuenTtay, IpUINeqImero ¢ KOHKPETHOH 3amadei, IBIAeTCS MONHOE YIOBISTROPEHHE €ro MoTpeGHOCTEH
B yciyrax @onpa.

4. Onenka KayecTBa H COCTABJIEHHE OTYETHOCTH.

4.1. Ilpm nposepke Iloapasnenenus GoHga UCIONIB3YETCS JUCT OLCHKH (manee — Yek-mucT),
cocTosuit u3 3-x 6JI0KOB:

Biiok 1 — «Onenka cepBHCHOT0 00CITYKUBAHUS

bnok 2 — «Ouenka paboTel moApa3aeIeHUs»

brok 3 — «Buemnuit u BHyTpenHuii Bug ohuca @onmar
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Kax et 0JI0K CONEPKHUT l1epedeHb KPHTEPUEB, 110 KOTOPHIM NIPOM3BOAUTCS oueHKka. Kaxmomy
KPUTEPHUIO MIpHCBaUBAETCA OIpe/ieleHHEIN Bec B Oamtax. OOpasen Yek-nmucra npuseneH B [IpuiioxeHun
Ne 2.

4.2. JIng oneHKH Beca Kaaoro OJoka MpUMEHSETCS IPaBUIO:  [pH BBILIOJTHEHUH  BEC
MO3ULMK YUYHTBIBACTCH CO 3HAKOM (+), IPH HAPYLICHUH [TO3UIIHUH — CO 3HAKOM (-).

4.3. [lo pe3ynbTaTaM OLEHKH 110 KaKJ0My U3 TpexX 010KoB YeK-IHucTa BBICTABISETCS HTOrOBas
OLlCHKAa M OIpenesieTcs ypoBeHb opranusanuu pabotel u  KimeHTckoro oOcCiyXUBaHHS B
[Toapaznenenun @onpa. MakCHMalbHO BO3MOIKHBIA Pe3yJIbTAT 0 KaxkaoMy u3 610koB — 100%.

4.4. MWroroBeli pe3ynbTaT MOACYUTHIBAETCS IIYTEM pacdera CpefHero apu(pMeTHYecKoro
pe3yJIbTaToB 10 3-M OnoKam.

4.5. 3amonHeHHBIM YeK-THCT IOANKCHIBACTCS YIaCTHHKAMH 00IIeH IPOBEPKH H AOBOJUTCS JI0
cBeleHus pykooxutened Ilonpasznenenuit @oHza U COTPYIHUKOB, KOTOPBIE MOBEPTIIHCH IIPOBEPKE U
OLIEHKE.

4.6. He nosmaee 2 pabouwx nHe#H ¢ JaThl MPOBEIEHHS ITPOBEPKH COCTABISETCS OTYET, B
KOTOPOM JIaeTCA OLIEHKA BCEX IPOBEPEHHBIX 3JEMEHTOB M JIEJIAETCA BBIBOJ O COCTOSHHM KadecTBa
obcmyxuBanns KimenToB u ypoBHS opranuzanuu padboTs! [lonpaznenenus @onna B 1eI0M.
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[Ipunoxenue 2

k CranzapTy KauecTna 00CI Ty KHBaAHHS
norpebuTenell GUHAHCOBBIX yCIIyT

B HKO ®oun «MKK EAO»

JIuer onenkn (Jek-amer)

YEK-JIHCT ona nposepku cobniodernua Cmanoapma o6c1yHcusanuA KiUeHMOog

OHO nposepsroniero

JlaTa nocereHust

HKO ®oun « MKK EAO»

Bpems nocereHus

@HO oneHuBaeMOro COTPYAHUKA

1. OHIEHKA CEPBUCHOI'O OBCJIYKUBAHUS X-
Hapymenne| Bec Onoka
1.1 BCTPEYA U YCTAHOBJ/IEHUE KOHTAKTA V-
BBINIOJIHEHHE
1 CoTpynHuk mepBeIM o0painaer BHHMaHHE Ha KIHEHTa M 5
yCTaHaBIMBAET 3PUTEJILHBIH KOHTAKT
2 [TpuserctByeT KnuenTa "dobpoe yrpo/neHn/seyep!” 5
3 Cotpynuuk npeacrapisiercs: "Mens 30ByT ..." 4
4 YTounser nenb Bu3uTa KiuenTa: "Uro Bac unrtepecyer?”, "Uem s 3
Mory Bam nomoun?"
1.2 BLIABJIEHUE ITIOTPEBHOCTHU KJIMEHTA
1 YTouHsieT uMs KIMeHTa, obpamtaercs K Hemy Ha "Bor" 3
2 YTouHsET mapaMeTpbl MHTEPECYIOMET0 NPOIYKTa/yCIIyrd (Leb 15
HCIIOIB30BAHHKS, CyMMa, CPOK U IIp.)
3 BuuMaTensHO ciylnaer, He nepebHBaeT KIHEHTA, JelacT 3alluCH, 3
IPOSBIIAET 3aHHTEPECOBAHHOCTE
4 [Moneonut utor koHcyabTanuu: "[IpaBuabpHo i g Bac nonuMaro, 5
Brl xotute 0bopMHATE. .. 7"
1.3 ITPOJTAYKA HPOAYKTA/YCJIYT'HU, IPOBEJEHHE OIIEPAITNNA
1 Ilpennaraer BapuanTel, Haubonee NOAXOAAIMHE TPeOOBAHHIM 2
KJIMEHTA, ¥ B COOTBETCTBHH ¢ IpHopuTeTaMu PoHma
2 OOBsicHSeT OCHOBHBIE IapamMeTpbl IPOAYKTa/yCIyru (CTaBKH, 5
KOMHCCHH, CIIOCOOBI OIIATHI U I.)
3 Hcnonesyer HarisfHble MaTepHalibl (TapH(bl, peKIaMHas 2
OPOIYKIHUS U 1IP.)
4 Paboraer ¢ BO3pakeHUSIMH KJIMEHTA, HE CIOPHT (OCBemaeT 3
peuMyIIecTBa npoaykra @oxaa)
5 [Tommygaer cormacue Ha  OQOpPMIIEHHE  IPOIYKTA/YCIyTH, 2
[IPOBEJICHUE ONEPALIUH
6 [Tomoraer xnueHTy 0QOPMHTH AOKYMEHTHI (IIOAIHCATE TOTOBOD, 1
3aIIOJTHUTE aHKETY H IIp.)
7 ObecneynBaeT KIMEeHTa HEOOXOJUMBIM KOMIIEKTOM JOKYMEHTOB 2
110 MPOXYKTY/YCIIyTe
8 Coob1maer KIIHEHTY 0 €ro JATbHEHITNX NeHCTBHSX 2
9 Cobmronaer KOH(pHACHIHATBHOCTE [IPENOCTAaBIIAEMOH] 7
uHdopManuu
10 B mporniecce 006cmyKuBaHUA IPEIOCTABIAET BEPHYIO H aKTY AITLHYIO 6
nHdopmammo. Onepanuo IpoBOIUT OBICTPO M 6e30mub0ouHO
11 BHUMaHHE KIHEHTY VyAETAETCS IIOJHOCTBEO, COTPYAHHK HE 2
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OTBJICKACTCi Ha TeJ'IGCl)OHHbIS 3BOHKH

12

["pOMKO He pa3roBapUBaET ¢ KOJUIETaMH B IIPUCYTCTBUH KIIMEHTOB

13

He wucnoms3ayer  "cnoBa-mapasuTel':  "kopoue", "Tmma",

non

"cobcTBeHHO", "B IpHHLIMIE"

14

He HCIIOJIB3YET YMCHBIMATEIBHO-IACKATEIIbHEIE CJIOBaA:

"nmenexka', "noropopurk”, "TenedoHyuK"

15

He wmcmonb3yer TpyaHONOHHMAaeMble GHHAHCOBLIE TEPMHHEI 6e3
paciupoBKH

16

B ciry4dac BO3HHKHOBCHHA KOHCDJ'IPIKTEI IIPpEHUMACcT BCC
HEe0oOX0ONMBIE MEPEL IT0 €I0 YPETYJIHPOBAHHKD

1.4 OCYHIECTBJIEHUE KPOCC-IIPOJJAK

OOparnaet BHUMaHHe KJIHEHTa Ha HOBBIE (PHHAHCOBLIE IPOIYKTEI U
TEKYIIHE aKLHH

OcCymecTBISIET NPENJIOKEHHE [OIONHHTENBHEIX IPOAYKTOB H
yciryr Qonja

1.5 3ABEPHIEHUE OBCJIYKMBAHWA '

yTO‘IHHET, OCTAJIMChL JIH Y KJIHCHTAa HECPCIICHHBIE  HIIH
JOIIOJTHHTEIBHEIC BOIIPOCEI

O6paTHas cBsi3b: JlaeT KIMEHTY BH3HTHYIO KapTouky oduca,
IIPUTJIAIIAET Ha TIOBTOPHOE MTOCEIIEHHE

Brnaromaputr 3a obpamenue imeHta B @omp "Hanmeemcs Ha
naneHelimee corpyaaunuectso!", "braarogapum Bac 3a Busut!”

Jlo6poskenatensro npoiaercs: "By nem pane! BuaeTs Bac caosa!”,
"Bceero gobporo!”

2. OITEHKA PABOTHI HIOAPA3JAEJIEHMS

B oduce @oHza A0CTATOYHOE KOTUIECTBO COTPYJHHKOB (HE MEHEE]
2-X HeIOBEK)

COpr,[[HI/IKH BCTPEYAKT H NPHUBETCTBYIOT BCEX BXOAAIIHX B O[t)PIC
KJIMCHTOB

12

CoTpyIHHKH paboTaloT ¢ 09epeIbI0 ¥ IIPeIOCTABIIAIOT IEPBUYHYTO
HH(DOPMALIHIO

Bce coTpyIHMKH BEXKIIMBLL U TOOpOKEIAaTeIbHBI IPH OOLICHUH C
KJIHEHTaMH

Bce coTpyaHHKE - KBaTH(UIMPOBAHHEIE IPOMIABIIEI
(yMEIOT TpPamMOTHO BBLABHTb IOTPEOHOCTH KIIHCHTA,
[pPE/UTOXKUTh  ONTHMAIBHBIH  BapHaHT, IIPE3CHTOBATH
NPEUMYIIECTBA B IIPOJATh IPOILYKT/YCIIyTy)

12

Ha paboumx MecTax OTCYTCTBYIOT ITOCTOPOHHHKE
Ipe/MeThI/InYHble Bemy, Mo6. Ten. HaXoauTcs B 0€33By4YHOM
pEKHUME

CoTpyaHHKH OJIOKHPYIOT KOMIIBIOTEP, MOKuAas paboduee MeECTO,
JOKYMEHTBI HaXOAATCs BHE IO/ 3pEHHSA KIIMCHTOB

CorpynHukd Ha pabodMx MecTax HE 3aHHMArOTCs JIHYHBIMH
J€JIaMH, HE MPUHHAMAKT MUY, HE KYIOT XBadkKy, HE KypsAT B
noMeuenusx Donja, nepea BXouoM B 0uC ¥ Ha IpHIIETaoLeh
TEPPHTOPUU

10

Bce COTPYAHHKH COBMIONAI0T KOPIOPAaTHBHEIH CTHIIb OEHK/IBI

10

Bce COTpYIHHMKH B KOpPIOPAaTHBHBIX TalICTYKax/IIaTKax H ¢
oelmKaMu

11

Bce coTpyIHHKH COOIONAIOT IpaBHiia TeJle(@OHHOr0 STHKETa

12

Hanuume sxamob, oOpalneHwi, 3asgBICHHE OT NOTpeOHTENEH
(bUHAHCOBBIX Ha YCIIYT Ha JICHCTBHs COTPYAHUKOB ITO/IPA3 IeIICHHS]
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| (6ec Gannos yrasan Kaxcooe 3anenenue, #eanofy, oopauienue)

3. BHEIIIHWI 1 BHYTPEHHUM BUJI 0PV CA ®OHJIA

[lpuneratorass ~ TEPPUTOPUA  COAEPMKHTCS B HCTOTE
(haca/cTeHB/BHTPUHBL/KPBUIBLIO), OTCYTCTBYIOT SBHBIC
MTOBPEIKICHUS

10

Pexxum pabotsl QoHIa aKTyaleH H pa3MEIIEH Ha BXOIHOH IBEpH
WJIH TIEPE]] BXOIOM

10

B ®onje pasMmelneHa akTyalbHas HHpopMamus —(HHAHCOBBIX
yCIIyrax v IpoJyKTax

10

B ®onpe ¥ 30He caM000CITyKUBaHNS YUCTOTA M IOPAIOK

10

[IpenmeTsl MHTEpbEpa (CTOMBI, CTYJbs, MKA(QB) HE HMEIOT
[IOBPEKIACHUHI

10

OcBeTuTeNbHBIE TPHOOPH!  TEXHUIECKUE YCTPOHUCTBA HCTIPABHEL

10

Ecte Mecta [ OXHIAHMA KIHEHTOB, HX JOCTATOHHO.
[IuceMeHHBIC NPHHALISKHOCTH B HAJTMYHH

10

CornacoBadHble HH(GOPMAIMOHHBIE W PEKIAMHBIE MAaTCPHATBI
(tnakaTel, OykiueTsl, 00bSBICHHS, TapH(bl H 1p.) pPa3MEIIeHBI B
CrenHaTbHBIX CTOHKAX B IOJHOM 00beMe U aKTyalbHBI, YI0OHBI
JUIS M3YYEHHS, AMEIOT ONPATHBIN BHEIIHHUH BH/T

10

My3bIKaJIbHOE COIPOBOXKAEHHE OTCYTCTBYET JHOO 3BYYHT
npusTHas My3blka (pagmo), 0e3  pekimamel, TOK-LIOY,
pasBIeKaTe/bHBIX Nepefad. 3BOHOK CTallHOHApHOro TenedoHa
yMEpPEHHBII

10

10

I[OCTYI'E KJIHEHTOB B CHY)KGGHBIG MMOMEIIEHHA HCBOSMOKEH

10

PesyasTar

[Moamuce coTpynuuka Qonna Ionnuce

PYKOBOIUTEIIS
Douna
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Ipunosicenue Ne 3

K CTaHaapTy KadecTBa 00CTy KUBAHUA
noTpeduTenei GUHAHCOBBIX YCIIyT

B HKO @onn « MKK EAO»

I[TPUMEPBI HEAOITYCTUMBIX U IPUMEHUMBIX ®PA3
JJIsA OBIUEHHUA C KIMEHTAMHA

Henonycrumeie ¢passl npu odmeHHu ¢
KJIHEHTOM, IPOBONHPYIOIHAM KOHPIHKT

CrangapTHbIie (ppa3sl, MO3BOJSOMHUE H30€KATE
KOH(IHUKTA ¢ KIHEHTOM

«JleBymka/Kenmuna/Mosnonoit  denoBek/
MY KIAHA»
«BBI MEHS, KOHEUHO, U3BUHUTE, HO...»

«Cxaxcure, mokamy#cra...»
«BbympTe 100OpEL...»

«Her/Henb3s/HeBo3moxao/Ho»

«He momywnmTesy/ «51 Bam HHYero He Mory
oferars. DTO OT HAC HE 3aBHCHT. DTO KE HE I
Bac HenpaBUIIbHO IPOKOHCYIETHPOBAIL)

«S1 mpennararo. .. [Tomydaures, ecam...»

«B HameM ¢ Bamu ciyuae BO3MOXHO TONBKO.../TeM
He MeHee, BMECTe C TEM, C JApPYrod CTOPOHBI,
HaMTy YU BAPHAHT — 3TO...»

«XOTHTE - HKIUTESH
«A st oTKy1a 3Ha10/HUKTO HE 3HAEeT»

«Haperoch, B Ommkaidimue 20 MHHYT HENOIaIKH
OymyT  ycTpaHeHBI/CHCTeMa  HauHeT  paboTarh
KOPPEKTHO»

«["'me macmopt?»

«[laliTe, moxamy#cra, Bam macmopT»

«ITO THAIIHESY

«OTHX JOKYMEHTOB OYyJEeT JOCTATOYHO»

«A 3aueM Bbl 3TO cHenamH, €CIM 3HAJIH,
9TO...7»
«910 Bamma Buna/Baina npobnema

«ITOT BOIIPOC, HAIIl BOIIPOC, Hala ¢ Bamu cuTyaiusy

« MHHYTKY/CEKyHI0UKY/IOTOBOPUHK/
3BOHOUEK)

«OoHy MHHYTY, TIOKaITyHCeTa. .. »
«JloroBop, 3BOHOK»

«BEpI He TIOHATIH»

«HaBepHO, 51 He TOUHO BBIPA3HIICA»
«51 XxoTen ckaszats. .. Sl MMes BBHIY»

«37ech MBI HHYEro He CMOJKeM CcIenaTh I
Bac»
« 51 BonbIiIe HUUEM He MOTY Bam rmomModn»

«B CIOKHBINEHCS CHTYalldd €CThb TOJIBKO OIHH
BAPUAHT/HECKONBKO BapHAHTOB pelleHHs Bamero
BOIIpOCA...»

«Ber  Moxere cjenath.../S Bam pekoMeHIyrO
IOCTYIIHTD CIIEAYIOIHM 00pazomM»

«IIpocTrTe 3a 6ECIIOKONUCTBO. .. »

« Y TOUHHUTE, IOXKAITYHCTA. .. »

«51 He 3Har0. Y MeHs HeT HHQOPMALHH. .. »

«OnHy MUHYTY, ITOKaJIyHcTa, 5 yTOIHION
«JlaBaiiTe 9 BBIICHIO 3TOT BOIPOC K NO3BOHIO Bam
CEroJiHsl [0 KOHLIA JHS»

«Be1 gomkHeL.. Bam npuaercsa»

«JlaBaiite MBI ¢ Bamm

CIEOYIOIIES. . . »

BMECTC cacinacMm

«A MBI-TO 3JIECH IPHYEM 7»

«[Tpunoiny u3BMHeHHs OT Muna Opranusanyumn
«[IpHHOCHM M3BHHEHUA)

«3Toro He MOKeT OBITh, BBl YTO-TO myTaeTe.
Ay meHs B 6aze apyras HHOOPMAaIH»

«JlaBaiiTe yTO9HUM HHPOPMALHIO. .. »

« TOYHBIX CPOKOB CKa3aTh HE MOTY»
«Boobme-To, 00BUHO JIFOAM 3apaHee Bce
JISTIAROTY

«TouHble CPOKH ceiyac Ha3BaTh CIIOKHOY




Ilpunosicerue Ne 4

k Ctasmapty kauecTBa 00CITy KUBAHUS
norpebuTeneit GHHAHCOBBIX YCIYT

B HKO ®@onn « MKK EAO»

NMPUMEPLI CTAHIAPTHBIX ®PA3 ITP PABOTE C OYEPE/IbIO

Curyanus:

®pa3sa:

Co3paiiTe CIIOKOHHYI0 U KOM(POPTHYIO aTMOchepy

B OIIEPALAOHHOM 3alIe «IToka wumer oOCHyXKHBaHHE, BBl MOKETE
IpOCMOTpeTh OyKIeTBl O HaUMX HOBBIX
IPOIYKTax»

«IToxamy#cra, IpUCAKUBAUTECHY

Crnemure 3a OOIMM SMOIHOHATBEHBIM  (DOHOM
odepeaH, NOJIepXKUBaHTe aTrMochepy HENOBOH
100p0KeTaTEIbHOCTH

«[Toxamyiicta, neperaiiTe JOKyMEHTED)
«BynbTe moOpEI»

[penynpexnmaiite  koHGaukrel. OOpamaiTech
HaMpsAMYIO K HEraTHBHO HacTpoeHHOMy KimmeHTy

«51 monumaro, BBl cmemmre, IIpOIIy
npoineHus. S cenaio Bce BO3MOXKHOE,
9TOOBL. .. »

[MpenynpexaaliTe 0 AIHTENBHOCTH BO3HHKAIOIIHX
TEXHUYECKHUX I1ay3.

OO6BACHANTE NPHUHHY 3a/IePKKH.

[lpuHOCHTE W3BHHEHHMs 3a 3aJepKKy OT JIHI@A
Opranuzanus.

«[Ipomry mnpomeHus, BO3HMKIA TEXHHYECKas
naysa, 4epe3 IATh MUHYT Halll CIENHaUCTEH
HACTPOSIT CUCTEMY H MBI IIPOJOILKHMY.
«["ocroa, mpon3oMma HEKOTOpas TeXHHYECKas
mays3a. Celyac CHEIMaTMCTBI BCE HCIPABST.
[loxkamy#icta, 9yTb-4yTh momoxmure. Sl
IIPHHOIITY CBOH M3BHHEHHS 3a 3aEPIKKY ».
«I"ocmoma, MBI HOHHMaeM Bailie HeZIOBOIIECTBO H
nocTapaeMcsi 00CITyKHTh KaXJI0r0 KaK MOJKHO
Ovpictpee. SI  mpomy  Bac  COXpaHATH
criokoictere. COoTpyoHHKE y)ke paboTaroT Han
HCIIPABJIEHUEM CHUTYalUH. DTO HE 3alMET MHOTO
BPEMEHH
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Ipunoscenue Ne 5
k CraniapTy Ka4ecTBa 00CTy KUBaHUS
notpebutenel GUHAHCOBBIX YCIIyT

B HKO ®oan « MKK EAO»
AJITOPUTM PA3ZPEIIEHHUA KOH®JIUKTOB B CTPYKTYPHOM
IHOAPA3JAEJEHUA
lar aaropurma: Mdpa3za:

Illar 1. Uraopupyem arpeccuro Kiuenra.

Eciii KJIHEHT B3BOJIHOBAH, eMy HeoOXOJHMO JaTh
BpeMsi BCe BBICKa3aTh. [IpH 3TOM  BaXXHO
BHHUMATEIBHO BBICIyIIATh ero, He mepeduBad,
3aIIOMHHTE HJIH 3alHCATh CYyTh IIPOOIIEMBI.

«Jla, s DBac BHUMaTeNbHO CIyIDAlO, 9YTO
CIIYYIHIJIOCE, UeM ellle MoTY Bam momMous?»

«/laBaiiTe 1 Bce NOAPOOHO 3alHUIIy »

[IIar 2. BelpaskaeM noHHMaHHe MpobieM
Kuauenra.

«/la, 1 Bac moHuMaro...»

«51 moHumaro, 4yto BEl wyBcTByeTe / B JaHHOH
CUTYaIHH g TyBCTBOBAJ OBl TOXKE CaMOeE...»
«...BBbI paccunThIBaNM MOIYYUTE 3aliM Ha 3TOH
Henene...»

IMar 3. 3anuMaeM COBMECTHYH MO3HUMIO s
pemeHHs CHTYAlHH.

B caygae oumoro ofmenus ¢ KiauenTom
HeoOXO0JMMO U3 IIO3MIHH «HAImpOTHB KiMeHTa»
BCTATh «IUledyoMm K Iedy» ¢ KimeHtoMm, nmpHueMm
npojaeMoHcTpuposats Kimmenty HeBepOanbHO, YTO
Bbl BecTasd Ha ero cTopoHy. Tako# xe addexr
OynmeT uMmeTh (hpasa, IpoU3HECEHHAS IO TenedoHy:
«JlaBaliTe BMECTE IIOCMOTPHM Ha Hally CHTYaIlHFO
CO CTOPOHBL. ..». ONHIIMTE BO3MOKHbIE PHCKH ISl
knueHTa ©  obocHyiiTe mnodeMy HeoOX0IHMO
IOCTYIaTh JOKHBIM 00pasoM.

«JlaBaliTe BMecTe IIOCMOTPHM
CHUTYalHI0 CO CTOPOHEL...»

«MHorma 370 MOXKeT HecTH pHcKH Juit Kimenra,
nosToMy Opranusaiius cjleayeT HOPMaTHBHBIM
aKTam.../ MBI TOXXE 3aMHTEPECOBAHBEl B TOM,
yroObl pemmTh Bamry npobnemy, M d BHKY
HECKOJIBKO BapHaHTOB/ IPHHOIILY U3BUHEHHS 3a
CJIOJKUBIILYIOCS CHTYyallHIO, MOTY IIPEeIJIOKHTH
CIIEAYFOIIKH Iy Th pelleHus Hamel mpodieMbl»

Ha  HAary

Ilar 4. BripabaTeiBaem COBMeECTHOE
B3aHMOBBIT0HOE COTPYAHHYECTBO.

Jatite KnueHTy KOHCTPYKTHBHOE PEIIEHHE E€ro
npobnemer. K stomy momeHTy KimeHT momxen
YCIIOKOHTBCST U JlaTh KOHCTPYKTHBHBIH OTBET Ha

npemaracMoe pelcHue,

«[Ipeiararo Bam MIOCTYIIUTh

CIIeIyIOLIUM 00pa3oM...»

IIlar 5. 3akpenJisiemM pe3y/bTarT.

Korpa npobrnema KnwenTa pemeHa, HeoOX0IuMO
9TOOBI B KOHEYHOM HTOTE€ Y HETO COXPaHHIIOCH
GnarompusTHOe BreuaTieHne o0 OpraHu3aiuH.
Jlist 9TOT0 HY’KHO TOT4ePKHYTh (aKT pasperueHusl
KOH(IMKTA, 387aB yTOUHAOIME Bopockl. [locme
yero HeoOXOMMO €INe pa3 H3BHHHTBCS TEPE
KreHTOM 32 CI0XKHBIIYIOCS CHTYAIHIO.

«B®I coryacHsl, 49T0...»

«¥Y Bac He ocTanochk BOIIPOCOB...»

«JlaBaiiTe CUMTATh, YTO BOIPOC HCUEPIIAH. .. »
«Eme pa3 mpuHOLly H3BHHEHHS OT JHIA
Oprasmsanuu @ OT cebd JMYHO 34
CIIOUBIIYIOCA CHTYallHIO, HAJEOCh, Ha HaIle
JallbHEeHInee COTPy THHIECTBOY
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