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CTAHIOAPT

OBCHAYKUBAHUS 3ASIBUTEJISA

MY HTHIHITAIBHOTO $10/UKETHO0 06meodpa3zoBaTeibHOIO Y‘lpezlmﬂllflﬂ
«Jleeno-Kaseiixuncras epeansisi 06meodpazoBare/ibHAs WIKOJIA»

AJIbMETBEBCKOrC MYRHUMNAILHOrO paiiona Pecny6.mku Taraperan

Lo AIFOPHTN 0 CIVIKMBAHUSL 3asiBHTEIEH.

1.1, de1s crap napra.

Jeno JagHoro cram/ienTa SBISCTCH YCTAHOBICHUE HOPM M IPaBHJI B3aMMOMNEHCTBHS C
3aABATCISIVIL. CIMHBIX Tpeborannii K KauecTBy 0OCHyKHBaHHA. ONTHMHU3alMs W (opmanuzauus
TPOLENYD 1 aiMOACHCTBHS JIHLL, OKABLIBAIOIICE MYHHLMIANLHBIC YCITYTH, WHBIE YCIYIH — (Jajiee
YCIYTH ' M 328RHTEIS.

Craijiapr  onpepenser i1 persaMeniupyer  TpeGopanusi K CHCAYIOIMM  MPOLUEAypaM
B3aUMO 1T R ,

= uar 3 rerpebroctedt v eau tanvil saasuTenelt nocpeacTom 06paboTkn obpareHui

- 3ACTONCHHE B BEICHHC IOTOROPOB, TeKyLIee 06Cny KUBAHUE,

-~ dedrvposanue Ha xanoOr! n obpauienns. obecnedenue «oOpaTHOH CBI3H»;

= DUSHKA CT2MSHY YAOBIETBOPEHHOCTH KaUeCTBOM Yy 1 00CHy/KUBAHUS;

—  OCVIUECTBACHME MOHMTOPUHI G H KOHTPOJIS Hajl obCHyKuBaHHeM 3asBUTENEH, B TOM YHCIE 32
HCHCJIHSH MM PEIUEHHI, TPUUSITLIX 110 sxaliobaM 1 ofpalueHusM 3asiBUTEeH,

- Hbecneuenne HHGOPMHUNC BAHFOCTY

Crai jepi  onpenenser 1 pel zl:\.m-rrrpye'r OCHOBHDLIE — HAPaBICHUS  MOBBILICHUS
YIORNE 'qu HITOCTH 3AABUTEICH Ko CTROM CKA3LIBAGMbIX YCIYT H KAUYCCTBOM OOCTYKHBAHUS:

YMEIELTCHUS EPCMEHH PELLC HUST ROTTPOCOR.

= ODITHMINATHE 3aTPAT 3asiuTe. el B vaneRIeHus:

= coiants KOM(POPTHL YCAo il i A00POIKENATEILHOT) OTHOIUCHHS K 3aBUTEIIO.

1.2, O0nacts npuMeHeHus.

Hacrosmumit  Cranpapr oOcnymupanus sassutencit (nanee Cranpaprt) sBAsSETCs MPAaBOBbIM
JOKYMEHTOM, yCTaHapAMBalomMm Gasonpie TpebOBaHUs 110 B3aUMONEGHCTBHIO C 3asBUTENSMU [IPH
OKa3aH'{H M HIIIHTANbHBIX YCIVI.

Craipzpr npe wasnaved aa apusvernennd 5 MBOY «Jlecne-Kaneiikuncxas COILD».

Hedorane  Crapaapra  HAacupocTPAHEeTes.  HA  R2AVMOOTHOINEHHS € 3a9BHTEISMH  —
BU3MUEC TV M T AaMEL, FOPHIT 1C CRIIY T 1

1.3, Jaae of chnymuparug 3naBured

Coroyrvine. spimoapstoninl  ofcnykuBaune  3agpurenell, mepea  HavalioM  06CHy)KHBaHUS
OPURET STy CT 3asBHTEN L.

[Ipe vlarcerca s OpUReTCTEIS 38t UTeNs  MCOOIB30BATL  CHCAYIOMINE  (OPMYIHPOBKH!
«3apaB TrYiTen (B CIYYAe PEdlt 30URKMTEIN HA TATAPCKOM SI3LIKE. MEePEXOMHTh Ha TAaTapcKylo pedb)
«HUconriece s

[Ipy Br1 ostenuu JaHHOrO 1 10 p3aMMOACHCTBUS HEOOX 011MO!

= JITBCPHYIBRCH B CTOPOHY 3as2UTEIs:

- IPYABMTH TOGPOKENTATENHHOC TS,

—  YCTEHOBMTH C 3aABHTENEM 3PUTENbEBIT KOHTAKT.

351,112: 92’ 3aABUTENB HACTPORH JIPYiKeoOHC.

1.4, 3piacuenne notpebHOCTH 3asBuTRNA.

Comoy b, BLTIOREAONET (S0 200 Baiie 32 aBATENeY. 110Ce NPUBETCTBES, NPH HEOOXOAUMOCTH
3afaet 301 e 2a mHTemo” Moy g e s esvioyp?e L e Finiek MHH €319 IpIOM MT9 anaMm?y.

Cory I F K 23 180T KIOYSS! 1€ B0i Proh! OF PEIENEHNS BIT 1A YCIYTH, TPEOYIQUISHCS 3adBUTENIO.




[Tocne ompeneneHusi, COTPYAHUK YETKO O3BYYMBA€T HAUMEHOBAaHUE YCIYrH Tpedyromeincs
3asBUTEIIO.

Ha nannHoM 3Tarne B3anMoeicTBus TpedyeTcCs:

— u30erath HEMOHITHBIX JUIS 3asIBUTEIIS TEPMHUHOB;

—  00IAaTHCS CIOKOWHBIM TOJIOCOM.

Ecnu 3asBuTens He Tydga oOpaTwics, TO HYXHO €ro IepeHampaBUTh B JApyroe yupexaeHue: «K
COKQJICHUIO 51 HE MOTY MNpeaocTaBuTh HH(opMainuioo, Bam Heobxomumo obOpatuthes...» / «lady
UTETe3, SMM MHUH CE3T9 SIPAIM UTS AIMBIMM...)».

Ha nanHoM 5Tare HeIOImMyCTHUMbI: MOHOTOHHASI peyb, MepeOUBaHKE 3asBUTEINS, TIOMBITKU CIIOPUTH C
3asBHUTENEM, popMalibHOE O0IlIeHNE, OTPUILIATEIbHBIC OLIEHKH YCIIYT YUPEXKICHUS U T.1.

3amava: yCTaHOBJICHHE JOBEPUTEIbHBIX OTHOUICHHM C 3asBUTEJIEM W YETKOE OCO3HAHUE B KaKOM
ycayre, KOHCYJIbTAIlH HY>KIAeTCs 3asBUTEIb.

1.5. IlpenocTaBnenue 3asiBUTENIO HEOOXOAMMOM KOHCYIBTAIIUH UIIH YCIYTH.

CoTpyIHHK, BBHINOJHSAIOUNN 00CITy)KHUBaHUE 3asBUTENEH, B pPaMKax JIOJDKHOCTHBIX OO0sI3aHHOCTEH
MIPEJIOCTABIISET 3aSBUTEII0 HEOOXOANUMYIO KOHCYJIBTAI[MIO WIIM OKA3bIBACT YCIYTU B MOJHOM O0BEME,
€CJIM BOMPOC, C KOTOPBIM K HEMYy OOpaTWiICsl 3asBUTENb, HAXOAUTCA B KOMIIETEHIIUU COTPYAHUKA U
YUPEKACHUSI.

CoTpyaHHK, IpU HEOOXOAUMOCTH, IPEJIaraeT 3asBUTEII0 HANIPABUTH B YUPEXKICHHE OOpallieHue B
MMUCbMEHHOM BHJIE.

Ha pannom »tame B3amMoneHcTBHS TpeOyeTcsi: TPaMOTHO H3JIOXKHUTH IOCIEI0BATEIHLHOCTD
HaIpaBJICHUS TUCbMa, OTBETUTH HAa BCE BOSHUKIIINE BOIPOCHI 3asIBUTEIISL.

B ykazaHHOM cilydae HEJOMyCTHMO: UCIOJIB30BaHNE MOHOTOHHOM peuH, nepeOuBaHue 3asiBUTENS,
NOMBITKA CHOPHUTH C 3asBHUTENEM, IMPENOCTABICHUE 3asABUTEIIO YCIYr WJIM KOHCYJIbTAIHH
HEHAJUIeKAIIET0 KAa4eCTBA U B HEMOJHOM O0BEMe; HEBBINOJHEHHE JTOJDKHOCTHBIX OOS3aHHOCTEH U
MIPaBUJI, YCTAHOBIIEHHBIX B YUPEKICHHH.

3amava: 3asBUTENh MOHUMAET, YTO €My HYXKHO JenaTh Jalblle ¢ HHpOpMAaIUeil; 3asBUTEIb
YIIOBJIETBOPEH IMOJTyYSCHHOH YCITyTOM.

1.6. 3aBepiieHre 00CITy>KMBaHUS 3asBUTEIIS.

CoTpyAHUK, BBITOJHAIOMUNA 00CTyKUBAaHUE 3asBUTENICH, HE3aBUCHMO OT XapaKTepa pa3roBopa, ero
OMOIIMOHAIBHON OKpacku H crocoba (mo TeineoHy WM JUYHOE OOIICHWE) 1O BO3MOXKHOCTHU
3aBepIIaeT padoTy C 3asBUTEIEM Ha TO3UTHBHON HOTE.

Pexomenayercs ucnonbp3oBarh cieaytouie dhopmynupoBku: «Paapl 6pimu Bam momousy, «Bcero
nooporoy, «Jlo ceumanusy, «Cay OybITbI3».

[Tpu BBITOTHEHNH JAHHOTO ATAra B3auMOJICHCTBUS HEIOIYCTUMO (hopMabHOE MPOIIIaHue.

3amaua: Jlorudyecku 3aBepiInTh OOIIEHHWE C COOECETHHKOM M TMOKa3aTh, UTO OH OBUT W OCTaeTCs
BaXHBIM 3asIBUTEIIEM.

1. Otuker oOuieHNs U KyJIbTypa 00CITyKUBaHUS 3asBUTEIEH.

2.1. IlpaBuia oO1IeHUS C 3aIBUTEISIMH.

JlnaHoe oOIIeHHe ¢ 3asBUTENIEM SBISETCS BaXKHBIM DSJIEMEHTOM KOPIOPATHBHOW KYJIBTYPHI
Vupasnenus. COTpyIHUK, OCYIIECTBISIONIMN OYHOE OOCTY>KUBAHUE 3asABUTENICH, SBIISCTCS JUIIOM
VYrpaBieHus U OT HETO 3aBUCUT BOCIIPUSITHE YTIPABICHUS 3aBUTEIISIMU.

B pabote ¢ 3asgBUTENSIMH COTPYIHUKH JOJDKHBI TMPUACPKHUBATHCS —CIEIYIONIMX TMPABUI
3¢ (PEeKTUBHOTO OOIICHHUS:

— BHUMATEIBHO OTHOCUTBHCS K 3asBUTENIO, CIEAUTh 3a TE€M, YTOOBI COOECEITHUKY OBLIO
y100HO BOCTIpUHUMATH HHGOPMAITHIO (TT0 CKOPOCTH, TPOMKOCTH, SMOIIMOHAIBHOM atMocdepe);

— B OOIIEHWU JEMOHCTPUPOBATh BEXKIMWBOCTh U KOPPEKTHOCTh. COXpaHSATh CIIOKOWCTBHUE B
m000 CHUTyallMM ¥ HUKOTJA HE BBICKA3bIBATh HEIOBOJILCTBO TIOBEACHUEM 3asBHUTEINSA, 3aJaHHBIM
BOIIPOCOM U T.JI.

[IpocToTa M TaKOHUYHOCTH TIPH OTBETE HA BOMPOC 3asIBUTENS MO3BOJSET JOOUTHCS MOHUMAHUS U
COKpPATUTh BpeMs 00CITy)KHBaHUS, YTO YKa3bIBAET HE TOJHKO Ha MpodeccroHalu3M COTPYIHUKA, HO U
SIBJISICTCSI TIPOSIBIICHUEM YBa)KEHUS 110 OTHOIIIEHHUIO K 3asIBUTENIO, TAK KaK YKOHOMHT €T0 BPEMSI.

2.2. IloBeaeH4eCcKne OCOOCHHOCTH TP OOCTYKUBAaHUH 3asIBUTEIICH.



Cuns Ha paboueM Kpecie, He HYXKHO pacKauyuMBaThCs, CHJIETh B pacciallieHHOW To3e, He
peKoMeHayeTcs 00JoKauuBaThes Ha CToJd. [IpucakuBaTbecs M MOJHUMATHCA HYXKHO, HE INPOU3BOAS
nryma.

2.3. ®opma U3I0KEHUS YCTHBIX 00paIeHUH K 3assBUTEIISIM.

CoTpyIHHMK HE JOJKEH JIONyCKaTh KaTerOpPUYHbBIX BbIpAXKEHUH, TakuX Kak: «Bbl 00s3aHb», «Bam
IPEANUChIBACTCS», «SIBUThCAY, «[IpeIbsBUTH» U T.II.

He cienyer nmoBblaTh rojioc, MposBIsATh TOPOIUIMBOCTb, BbICKAa3bIBaTh HETEPIIEHUS, JOIYCKATh B
pasroBope ¢ 3asBUTEJIEM HENPUATHBIE I HEro MHTOHALMH, MPOABIATH Oe3pa3inuuue K CUTyaluu
3asBUTEJIS.

B peun BeXIMBOCTH [JOJDKHA HPOSBIAETCS B OOpalleHMd K 3asBuUTen0 Ha «Bbl», B
N00pO’KenaTebHOM, CIOKOHHOM ToHe. ClloBa, pacroiaraioliue 3asBUTeNs: «I1oxKanyiicra», «0ynpre
IOOpBI», «pa3pemuTe» BCErAa CHOCOOCTBYIOT YCTAHOBJICHHUIO JOOpOXKENATeNbHBIX OTHOIIEHUH C
3asBUTEJIEM.

Crnenyer n3beratb HEMOHSATHBIX IS 3aBUTEIISI TEPMHUHOB.

2.4. ITpuem oT 3asiBUTEIIEH TUCHMEHHOTO 3asIBJICHUSI.

[lpu npueme oOT 3asBUTENEdl  NUCBMEHHOIO  3asABJICHMUS  COTPYAHUK,  HAaJCJICHHBIN
COOTBETCTBYIOLIMMH [TOJHOMOUYUSAMHU, JJOJKEH:

—  BHHMMATEJIbHO U3Y4YUTh 3asIBJICHUE;

— TpU HeAOCTaTKe MH(GOpMAlMM, H3JIOKEHHOM B 3adBICHMM, BBUICHUTH Yy 3asBUTEIA
HEJI0CTAIOLIYI0 HHPOPMALIUIO;

—  TIOIPOCHUTH 3asBUTENS YKa3aTh KOHTAKTHBIC JIaHHBIC JUIsl HAIPABJICHUS 3asSBUTEIIO pe3yJbTaTa
peteHus mpoOJieMbl B TUCEMEHHOM BHU/JIE.

2.5. KynpTypa 00CITy>)KHBaHHSI IPU BBISBIICHUN OITHOOK.

[Tpy BBIABIEHMM OIIMOOK, JOMYIIEHHBIX CO CTOPOHBI YUPEXAEHUS, HEOOXOAUMO IPUHECTH
3asBUTEINII0 M3BUHEHHUS 3a NPUUYMHEHHbIE HeynoOcTBa. M3BMHMTE 3a JOCTaBJICHHBIE HEyn00CTBa» /
«bopublranbIObI3 ©4YEH rady uTeres».

[Tpu BbIsSIBIEHUM OIIMOOK, JOMYIIEHHBIX 3asBUTEIEM, 3allPELIaeTCsl BBICKA3bIBaTh €MY IPETEH3UU.
Crenyer BEeXIJIMBO U JOCTYITHO OOBSCHUTH 3asBUTEIIO MTPABUIIbHBIN NOPSAIOK JeiicTBuil: «Bam ceifuac
HE00XO0IMMO MOCTYIUTH CIAEIYIOMUM 00pa3zom» / «Cesra Oy oupakTa Xo3ep IIyJiail SIIIOpra KHPIK».

2.6. O0cnyX1BaHUE 3asBUTENECH, TOIABIIUX KAI0OY.

[Tpu o6cayXKMBaHUU 3asBUTEINS, MOAABIIETO KAI00y, HEOOXOIUMO MPHUACPKUBATHCS CIETYIOMINX
METO/IOB pa0OTHI:

— OBITh K 3aiBUTENI0 BHHUMATENbHBIM, JaK€ €CJIM JKanoba KaKeTCsl HECYIIEeCTBEHHON wWin
abCypIHOI;

— T1IOMOYb 3asBUTENI0 H3JIOKHUTH CBOIO JKajoOy, /aTh BO3MOKHOCTb CIHOKOWHO BBICKA3aThCH,
YTOUHUTH CYTb KaJOOBI;

— Tpebyemasi OT 3asBUTENS JOKYMEHTAalMs JOJDKHA ObITh MUHUMAJIBHOW, HO JOCTaTOYHOW JUIs
pEIIeHUs CUTYaInH;

— pemarts IpobiieMy B KpaTyaiiine CpoKu.

Kareropuueckn 3ampemniaercsi B MPHCYTCTBUU 3asABUTENS MOPOYUTH PEMYTAHMI0 YTPABICHUS H
JPYTUX TOCYAapCTBEHHBIX YUPEXIE€HUH, BECTH MOCTOPOHHHUE Pa3roBOPHl, MPUHUMATh MHIYy BO BpeMs
00CITy’)KUBaHUS 3asIBUTEI.

2.7. OcoOEeHHOCTH OOIIEHHUS C JIFOJIbMU C OTPAHUYEHHBIMU BO3MOKHOCTSIMH.

CoTpyHUMKH, OCYUIECTBIIAIOIINE OYHOE OOCITYy)KMBaHUE 3asBUTENEH, NpU B3aUMOAECHCTBHM C
JFOIBMU C OTPAaHMYEHHBIMH BO3MOKHOCTSIMH PYKOBOJICTBYIOTCSI HIDKE TTEPEUUCIICHHBIMH TTPaBHIIAMH.

2.7.1. OOmue mpaBuiIa 3TUKETA TIPU OOIIEHHUH C JIFOJIbMH C OTPAaHUYEHHBIMU BO3MOKHOCTSIMHU.

[Tpu oGmenun He0OXOAUMO:

—  pasroBapuBas C 4YEJIOBEKOM C  OTPaHMYCHHBIMH  BO3MOXKHOCTSIMHM,  oOpamarbces
HENOCPEJCTBEHHO K HEMY, a HE K COINPOBOXAAIOIIEMY WU CYpAONEPEeBOAYMKY (€CIu OHHU
HNPUCYTCTBYIOT IIPU Pa3rOBOPE);

—  TpeJuiaras MOMOIIb, KJIaTh MOKa €€ MPUMYT, a 3aTeM YTOUHSTH TOPSIIOK JIEHCTBHIA;

—  pasroBapuBas C YEJIOBEKOM, HCIBITHIBAIONINM TPYIHOCTH B OOIICHWH, CIyIIaTh €ro
BHUMATEJIBHO, OBITh TEPIEIUBBIM, K/IaTh, KOTJa YEIOBEK caM 3aKOHYHT (pasy. He monpasisate ero u
HE JJoroBapuBath 3a Hero. He nenars BuA, 4TO JOCTUTHYTO MOHMMAaHHE, €CJIM HA CAMOM JeJie 3TO He
Tak. [IOBTOPHUTH, UTO BBI MOHSIH, TO IOMOKET YEJIOBEKY IPOIOJIKHUTH Oecemy.

2.7.2. O011eHue ¢ JH0bMH, UCIIBITHIBAIOIIUMU TPYIHOCTH MIPH MEPEABIKEHUU.

[Ipu oOmieHNN HEOOXOAUMO:



- MIOMHUTh, YTO WHBAJIMAHAS KOJIICKA — HEMPUKOCHOBEHHOE MPOCTPAHCTBO YEJIOBEKA.
Henomyctrmo 0010kaunBaThes Ha Hee, TOJIKATh, KATUTH KOJISICKY 0€3 ero coriacus;

- BO BCEX Cllydasix, HalpuMep, eciau HeoOX0JUMO OTKPBITh TSXKEIYIO IBEPh WM MPOJIBUHYTHCS
0 KOBPY C [UIMHHBIM BOPCOM, MpPEXIE YeM OKa3aThb IOMOIIb, HEOOXOIUMO YOenuTbcs B ee
HEOOXOIUMOCTH, CIIPOCHB Y 3asBUTEJIS;

— €CIIM BaM pa3pellid TEepeIBUTaTh KOJSCKY, KaTHTh ee MemneHHo. Koisicka ObIcTpo
HaObupaeT CKOPOCTh, U HEOXKUJAHHBIN TOJTYOK MOKET IPUBECTHU K MOTEPE PABHOBECHS;

— npu Oecene, O BO3MOXHOCTH, PacloyiaraThCs Ha OJHOM ypoBHE C 3asButeneMm. Cremyer
n30erarhb MoJIOKEHHUS, IPU KOTOPOM BallleMy COOECeTHUKY MPUACTCS 3aMPOKUIBIBATH TOJIOBY;

—TIOMHHTb, YTO, KaK MPABHUIIO, Y JIFOJIEH, MMEIOIIUX TPYIHOCTH MPH MEPEABIKCHUU, HET MPOOIIeM
CO 3pEHHUEM, CITyXOM U MOHUMAHHEM U 00IIaThCsI ¢ HUMU COOTBETCTBEHHO.

2.7.3. O01ieHue ¢ JIIABMU C TUIOXUM 3PEHUEM U HE3PSIUUMU.

[Tpu oOmeHNN HEOOXOAUMO:

—00s13aTeIbHO HAa3bIBATh CEOS;

—mpejarasi CBOIO IOMOIIb, HANpPaBIsATh YeJIOBEKa, HE CTUCKUBAs €ro pyKy, UATH DPSIOM, HE
TalIUTh YeJIoBeKa 3a co00il;

—MpeAYNPEXAaTh O MPEMATCTBUAX: CTYIECHIX, HU3KUX MPUTOJIOKAX U T.IL.;

—B CJIy4yae COMPOBOXKACHUS HE3PSIUETro YeJIOBeKa CO0aKoil-MOBOABIPEM HE J1aBaTh €l KOMaH[Ibl U HE
Tporarh ee;

—IIpU HEOOXOAMMOCTH YUTATh HE3PsIUEMY UeIOBEKY, CHavaja mpeaynpeanB ero od sToMm. ['oBoputh
HOPMaJIbHBIM T'OJIOCOM, HE MpOIyckaTh MH(GOpMaIMio, eciau Bac 00 3ToM He mompocsaT. Ecmu 3To
BaXHBI JIOKYMEHT, HE 3aMEHATh YTeHHue nepeckazoM. Eciu He3psuuil 4eaoBeK MOJKEeH MOIMUCATh
JIOKYMEHT, MPOYHMTATh €ro o0s3arenbHOo. MHBanMAHOCTH HE OCBOOOXKIAET CJIEMOr0 4eloBeKa OT
OTBETCTBEHHOCTH, OOYCIIOBJIEHHON JOKYMEHTOM;

—mpejarasi He3psYeMy YelOBEKY CecTh, HE YCaKMBAaTh €ro, a HANpaBUTh €r0 PyKy Ha CIUHKY
CTyJIa WIH MOJUIOKOTHUK. He BOIUTH MO MOBEPXHOCTU €ro PYKY, a 1aTh €My BO3MOKHOCTb CBOOOJTHO
MOTPOraTh MPEIMET;

—He 3acTaBysATh Bamero cobeceqHuka BenaTh B MycTOTy: eciu Bbl mepemeraerecs, Npeaynpeaure
ero;

—3aMEeTUB, YTO HE3pSAYM YelIOBEeK COWJICS C MapuipyTa, HE YIpaBisITh €ro ABW)KCHHEM Ha
paccTOsSHUY, a MOJAONUTH U MPEATIOKUTH TOMOIIIb.

2.7.4. O01eHue ¢ JIIAMU C HApYIICHUEM CITyXa.

[Tpu o6imenun He0OXOAUMO:

—JUIsl TIPUBJICYEHUS] BHMMAHHUS 4YEJIOBEKA, KOTOPBIA IJIOXO CIIBIIIUT, MOXHO ClIeJaTh 3HAK €My
pyKO# WM NMpUKOCHYThCs K Twiedy. [lpu Oecene cMmoTpers mpsimo Ha Hero. HeoOxomumMo umeTh B
BUJTY, YTO HE BCE JIIOH, KOTOPBIE MJI0XO CIBIIIAT, MOTYT YUTATh 1O TyOaM;

—TOBOPUTH SICHO M POBHO. He HYy)KHO M3NHUIITHE MOMYEPKUBATH YTO-TO U KpUYaTh, OCOOCHHO B yXO.
Ecnu komy-To HYXHO, uT0OBI BBl TOBOpHIN TpoMue, Bac 06 3ToM monmpocsT;

—ecnu Bac mpocsT moBTOPUTH YTO-TO, MOMPOOOBaThH nepedpasupoBaTh CBOE MPEITIOKEHUE, MOKHO
MCIIOJIb30BATh KECTHI;

—y0enuthbes, uTo Bac moHsuM, HE CTECHATHCS CIPOCUTH, TIOHSUT T Bac cobecenHuk;

—eci Bei coobOmraere nHpOpMaIuio, KOTopas BKIIOYAET B ce0si HOMEp, TEXHUUYSCKUN HITU JIPYToi
CIIOXHBIA TEPMUH, aJpec, HAMUIIHUTE €€, COOOIUTE Mo Mmoure, (paKCy WM 3JIEKTPOHHOHN IMOYTe WU
JTH00BIM APYTUM CIIOCOOOM, HO TaK, 4YTOOBI OHA ObLIA TOUHO MOHSTA;

—TIpH 3aTPyTHEHHOM YCTHOM OOIICHHUH CIIPOCUTE, HE OYET JIH MPOIIE TIePEIUChIBATHCS.

2.7.5. O01eHue ¢ TIOIBME C 33/ISPKKON B PA3BUTHU U 3aTPYIHEHUSMHU B OOIIICHHH.

[Tpu oGmenun He0OXOAUMO:

— HCIIOJIB30BaTh JOCTYITHBIN S3BIK, BRIPAXKATHCS TOYHO H I10 JICTY;

— m30eraTh CIIOBECHBIX ITAMIIOB U 00Pa3HBIX BRIPAKCHHUN. [ OBOPUTH YE€TKO U 110 CYIIECTBY;

— MpeAocTaBisITh WHPoOpManuioo '"mo 1mmaram", gaBas BalleMy COOECEIHHMKY BO3MOXKHOCTb
OCMBICIIMTD KayKIBIH IIar.

2.7.6. O01eHue ¢ JH0bMH, UCIIBITHIBAIOIIMMY 3aTPYAHEHUS B PEUU.

[Tpu oOmieHNN HEOOXOAUMO:

— He rmepeOnBaTh U HE TONPABIISITH YeIOBEKa, KOTOPHIM MCIBITHIBACT TPYAHOCTH B peun. HaunHaTh
TOBOPHUTH TOJIBKO TOTJIa, KOT/1a yOSUTECh, YTO OH YK€ 3aKOHYHUIT CBOIO MBICITh;



— 3aJaBaTh BONPOCHI, KOTOPHIE TPEOYIOT KOPOTKUX OTBETOB MJIM KUBKA;

— HE CTECHSThCS IEPECIIPOCUTH;

— TIpU 3aTpyAHEHUH B OOLICHUM CHPOCHUTH, HE XOUeT Jin Bamr cobecelHUK MCMOIb30BaTh APYroi
CII0CO0 — HAaIucaTh, HaIICYaTaTh.

2.8. TUMOBOI aNTOPUTM yperyIupOBaHHU KOH(INKTOB.

B cllyyae MpOSIBJIEHUSI CO CTOPOHBI 3asBUTENII HEOOOCHOBAaHHOHN arpeccuu, HeaJeKBaTHOI'O
IIOBEJICHUS, HAXOXKJEHHs €ro B aJKOIOJIbHOM WM HAapKOTHMYECKOM OIbSHEHUU COTPYAHUK B
BEXXJIMBOW, HO HACTOWYMBOHN (pOPME MIPOCHUT €Tr0 YAATUTHCA.

Korna koHQUIMKTHas cUTyalusl BBIXOAMUT M3-TIOJ KOHTPOJSI M HaYMHAET yrpoxkaTb 0€30IacHOCTU
MOCETUTENCH U (M) COTPYIHUKOB, MOKET OBITh BBI3BaH HAPSl MOJIHUIIUH.

Korga coTpyaHUK CTalKHBAaeTcsi € MPOSBICHUSMH KOH(IMKTHOTO TIOBEACHUS CO CTOPOHBI
3asBUTEJISA, €r0 3a/a4a COCTOUT B TOM, YTOOBI CMSAIYUTh KOH(JIUKTHYIO CUTYaLUIO (HE3aBUCUMO OT
NPUYHH, U3-32 KOTOPBIX OHA BO3HMKIIA) M YCIIOKOUTH 3asiBUTENS (HE3aBUCUMO OT NMPHUYUH, TIOYEMY TOT
BEJICT ce0s arpecCUBHO).

B pabote B cuTyanuu KOH(IMKTa HEOOXOAUMO CIIEIOBATH IPABUIIAM:

- COXPaHSATh CIIOKOWCTBHE, JEMOHCTPUPOBATH BEXKIUBOCTD;

— MOCTapaThCsl TIOMOYb 3asBUTEIIO;

- HE NPOTUBOPEUUTH COOECEIHUKY;

- HE ONPaBIBIBATHCS, IPUHUMATh MTPETEH3UIO KaK (aKT;

- HE CIIOPUTH;

- ABIssACH mpencraButesieM OV, KOTOpOl HENOBOJEH 3asBUTENb, OTBe4aTh OT Jjuna OVY.
W3BUHATHCS HE IMYHO: «S] He BUHOBATY», a 3a CHTyaluio B 1esioM U oT juna OVY: «/3BuHuUTE 32 3Ty
curyauuoo», «lIpuHOoCcMM W3BUHEHHs 3a JIOCTaBJECHHblE HEyA00CTBa», «M3BUHMTE, YTO TakK
noiy4duiiocky, «l'ady ureres».

- He J1aBaTh PEKOMEHJALUN U COBETOB OT ce0sl IMUHO;

- MIPUCOECTUHHUTHCS K COOECEAHHKY, TOKA3aTh EMY, YTO:

- €ro BHUMATEJbHO CIIYIIAIOT;

- MMOHUMAIOT, YTO OH TOBOPHT;

- TO, YTO OH F'OBOPHUT, I€HCTBUTEIBHO BaXKHO;

- BbI C HUM, @ HE TIPOTUB HETO: «Jla s MOHMMaro Bac, CUTYyalusl He OYSHb MPHUATHAN,;

- IoKa3aTb, YTO BBl CO CBOEH CTOpPOHBI JielaeTe Bce BO3MOXHoe: «S celluac ke
3anuury/mepeaaM Bamry HHQOpMaIui/Kamooy»;

— MPEUIOKUTH BCE BO3MOYKHBIE BAPUAHTHI BHIX0/1a U3 CIIOKUBIIEHCS CUTYallH.

[lpr B3aMMOAEHCTBMHM C HETAaTUBHO HACTPOSHHBIM 3asBUTENIEM WM B CHUTYyalldd, KOTOpas
MOTEHIMATIHFHO MOXKET NepepacTH B KOHPIMKTHYIO, COTPY/HUK HE MMEET IpaBa:

— Opatb Ha ce0s 00ydeHue 3agBUTENS XOPOLIMM MaHEpaM;

—  o0pamarkcs K 3asSBUTEI0 CHUCXOAUTEIBHBIM WM BEICOKOMEPHBIM TOHOM;

— TIPUHUMATH HEraTUBHBIC SMOLMH 3asBUTENS KaK JHYHOE OCKOPOJIEHHE M OTBEYaTh C JTMYHOU
MO3UILINY;

—  COCTS3aTbCs C COOECEAHUKOM B OCTPOYMHH, UCIIOIB30BATh CAPKa3M;

—  TOBBIIATh I'0J0C, UCHOIB30BATh OCKOPOUTEIHHBIE CJI0BA U BHIPAXKECHHUS;

—  HCIIOJIb30BaTh apryMEHT: «3asBUTENIEH MHOTO, a 51 OJMHY;

— mepebuBaTh coOeceTHHKA.

Jns mepeBoja KOH(MIWKTA B MHUPHOE PYCIO HEOOXOAMMO 3aKOHYUTh Pa3rOBOP IO3UTHBHO.
CoTpyAHUK JOJKEH MO0OJaroAapuTh 3asBUTENS 32 3BOHOK WJIU yiAeJIeHHOoe BpeMd. Ecinu oT 3asBuTens
MOJTyYeHBI CBEACHUSI O TUIOXON paboTe kakoro-nubo corpyanuka OV, cnemayeT Takke modiarogapurh
ero 3a oty uHpopmamuio. [Ipomanue ¢ cobeceHHKOM JOHKHO IMOKa3bIBaTh €My, YTO OH ObUT U
ocTaeTcs BaXHbIM 3aaButesieM. CotpyaHuk OV Bcerna I0MKEH COXPAaHATh BHYTPEHHEE CIIOKONCTBHUE
U YIIPABJIATH KOH(DIUKTOM.

[Tpu BeIsIBIEHUH (PakTOB rpyooro obpamienus coTpyanukoB OV c 3asBuUTeIeM, OKa3aHUS Ha HETO
HEOOOCHOBAHHOTO JIaBJICHHUS U KaKWUX-JTHOO yrpo3, BUHOBHBIE COTPYIHUKH YUPEKIACHUS MOTYT OBITh
MIPUBJICYEHBI K JUCUUIUIMHAPHOW OTBETCTBEHHOCTH B YCTAHOBJIIEHHOM NOPSIAKE.

3.JlenoBoii STHKET MpH TeNle(hOHHBIX MEperoBopax

Teﬂe(bOHHBIﬁ pa3roBop CICAYCT BECTU TAKUM o6pa30M, YTOOBI BOIIPOC KaXXJA0I'0 3adBUTCIIA ObLI
pelmi€H, U y HETO OCTAaJIOCh IMO3UTHUBHOC BIICHATICHUC 00 praBJ’ICHI/II/I. COprI(HI/IK HE OOJDKCH
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TOBOPHUTH WJIM HAMEKATh 3aSBUTEINIO, YTO €r0 BOMPOC HE3HAYUTEIIEH, TH00 CPaBHUBATH €T0 C APYTUMU
3asgBUTENSIMHU, BOIIPOCHI KOTOPBIX, HA €r0 B3IUIA, 00Jiee 3HAUMMBI.

Ha Bxopsmuii TenedoHHBIN BBI30B HEOOXOJUMO OTBEUaTh CBOEBPEMEHHO, HE IMO3XKE YETBEPTOrO
curnana (12 cek.).

CoTpyaHUK Bcerjaa nepBbIM MPUBETCTBYET 3asBUTENS M Ha3biBaeT HaumeHoBanue OY. B mpouecce
OOIICHUS CIIeAYeT 00pamaThCsl K 3asBUTEIIO IO UMEHHU M OTYECTBY U Ha «BbI».

CoTpyaHHUKY HEOOXOMMO YETKO BBHITOBAPUBATH CJIOBA, YTOOBI 3asBUTENIb  XOPOIIO HUX CIBIIIAT U
MOHUMAJ.

CoTpyaHuKy HEOOXOIMMO CIEAUTH 3a CKOPOCTBIO CBOEH peud, Tak Kak CIUIIKOM ObICTpasl Wiu
CIIMIIKOM MeJJICHHAas pedb 3aTPYIHSIOT OOIIECHHE.

CoTpyIHUKY PEKOMEHJYEeTCS HCIIOJIb30BaTh IPUEMbl AKTUBHOTO CIIYIIaHUs, MOJIEPKUBas
MOCTOSTHHYIO CBSI3b C COOECETHUKOM MOCPEACTBOM CIIOB U Mexxaometui («/lay, «Xopomoy, u T.11.).

Ecnu coTpynHuk He yBepeH, UTO MPaBUIbHO pacCibllial YTO-1100 B Tene)OHHOM COOOIIEHUH, EMY
HEOOXOUMO TMEepeclpoCcUTh 3asgBUTENsT BO u3OexkanHue HemomnonuMmanus («lIpaBunbHo 5 s Bac
noHsiia, Bac untepecyer...», «[103B0JIbTe YTOUHUTHY» «AHBIKJIApra POXCOT UTETe3» U T.IL.).

[Tpu oOmieHNM ¢ 3asBUTETIEM HHOCTPAHHBIC CJIOBA WM TMPOGECCHOHATBHBIC TEPMHUHBI JOJKHBI
ynoTpeOIsSThCS COTPYIHUKOM B MEPY U TOJBKO B TeX CIydasX, KOr/la OH YBEPEH B TOM, UTO 3asBUTEIb
MOJTHOCTHIO TOHHMAET, O YeM HJIEeT peuyb. Kareropuuecku 3ampemaercs ynoTpeOJeHHE CIIOB-
«I1apa3uTOB», IPOCTOPEUHBIX UJIH IPYOBIX BHIPAKECHUU.

CoTpyaHUK JOJDKEH OBbITh JaKOHMYEH, YETOK B H3JIOKEHMH WHGOpMalMU, HE MJOIYyCKaTh
MPOJIOJDKUTEINBHBIX May3. TenedoHHBIN pa3roBOp J0JKEH OBITh COAEPKATEIBHBIM, HO KPATKUM.

[Ipu B3auMOACHCTBUU C 3asABUTEIIEM COTPYIHHUK HE JOJDKEH MPEIOCTaBISATH 3aBEIOMO JIOKHYIO
uH(pOPMAIIHIO OO0 Ie30PUCHTHPOBATH 3asIBUTEIISI MHBIMH CITIOCOOAMH.

Ecnu y coTpyaHuKka HET MOJIHOMW YBEPEHHOCTH B TOYHOCTH TEPEIaBACMBbIX 3asBUTEIIO CBEICHUM,
€My HEOOXOJMMO TEePernpoBepUTh WH(OOPMAILMI0 WU TPEUIOKHUTh abTEPHATUBHBIN KaHAT ee
MOJIyYEHUSI.

Bo u3bexxaHue ciy4aifHOro ImpeaoCcTaBlIeHUsI HEIOCTOBEPHOM MH(OPMALIUK COTPYIHUK HE BIIpaBe
KOHCYJIbTUPOBATh 3asBHUTENS IO BOIpOcaM, TPeOYIOIIMM CHEIUAIbHBIX 3HAHWN, BBIXOASIIMX 3a
MIpEIeIbl €r0 KOMIIETEHIIUH.

He pekomenayercst BecTu TenedOHHbIE IEPErOBOPHI IO TPOMKOIl CBSI3H.

Ecnu 3asiBuTENb XKACT HA TUHUU, COTPYIHUK HE JIOJDKEH Pa3rOBAPUBATH C IPYTUMHU COTPYIHUKAMU
Ha TTOCTOPOHHHE TEMBI.

COTpyIHUK JOJIKEH YBAXKUTEIHHO BBICIYIIATh TOUKY 3PEHHS 3asBUTEIS BHE 3aBUCUMOCTH OT TOTO,
pasnenseT oH ee wiaM HeT. He gomyckaeTcsi SIBHO HaBSI3bIBATH CBOK TOYKY 3PEHUSI, UTHOPUPOBATh
BBICKA3bIBAHUS 3asIBUTETIS.

B koHie oOmieHus COTPYIHUKY HEOOXOIUMO MOOJIaroapuTh 3asBUTEINS 32 3BOHOK U YTOUHHTH
BCE JIM BOTIPOCHI 3asBUTEIISI OBLTH PEIICHBI.

4.J1en0BOM 3TUKET IpH 0OIIIeHHH Yepe3 e-mail.

[TepBoe mpaBuiI0 — AepKaTh B TOJIOBE TOT (DAKT, UTO Ballle COOOIICHHE MOKET OBITh TPOYUTAHO
HE TOJBKO ajapecaToM. PacmpocTpaneHHas ommOka — HaOpaTh COOOIIEHHWE HE TOMY IMOJIb30BATEINIO,
YTO CTAHOBHUTCS TPUYMHON pasHbIX Ka3zycoB. [lodToMy clieyeT HECKOIBKO pa3 MepernpoBEPUTH
MPAaBUJILHOCTh JJIEKTPOHHOTO ajpeca 3asBUTENS M YOeOUThCS B OTCYTCTBHM opdorpaduyeckux u
WHBIX OMIMOOK B TTUCHME.

[Ipu mepBoM KOHTaKTe B MHCHhME JIOJKHA OBITH MOAIMHUCH C Ballled JOMHKHOCTHIO, KOHTAKTHBIMU
JAHHBIMU;

- IUIIINUTE 3ar0J0BOK, COOTBETCTBYIOLIUI COIEPKAHUIO MHChMA;

- HE 3JI0YNOTPEOISIiTEe (hITaskKaMu «BaKHOE» WIIH «ITOATBEPKICHNUE TPOUTECHUS,;

- CIIEIUTE 3a aJjpecaraMy B KOIUU U CKPBITOM KOIHHM, €CIIU MEPENUCKa BEAETCS ¢ HECKOJIbKUMU
JUTIaMU, He 3a0bIBaliTe OMITUIO «OTBETHUTH BCEM;

- HE UCTIONB3YITE CKOOOUKH U «CMaUITMKW» MPH MEPEMUCKE C 3aIBUTEISIMH.



