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CraHzapT 00C/Ty>KUBaHYS 3asiBUTEIS



1.Anroput™ 06CTY)KUBaHUS 3asiBUTETeN
1.1. Lesns crangapra
Llefblo  faHHOTO CTaHZApPTa SBISETCS YCTAaHOB/eHWe HOPM U TIPaBUJI
B3aMMOJIEMCTBUSA C  3asBUTE/SIMM, €[IWHbIX TpeOOBaHMM K  KaueCcTBY
o0CMy>KMBaHUSL, ONTUMU3ALMS U (opmanusalys TpoLeAyp B3aUMOJeNCTBUS
JULIa, OKa3bIBatolllee MyHULIUIAIbHbIE YCIIYTH, MHBIE YC/IYTH — (Janee yC/Iyry) U
3asiBUTEJIS.

CranpapT ompefienissieT U pernameHTUpPyeT TpebOBaHUSI K CJIeAyIOIIUM
rpoLieypaM B3auMO/elCTBUS:
-aHa/ M3 ToTpebHOCTeM W OXKWAHWYM 3asiBUTe/led TIOCPeACTBOM 00paboTKM
obpartieHui;
-3aK/II0UeHre U BeJieHre IOTOBOPOB, TeKylllee 00C/Ty)KUBaHUE;
-pearupoBaHHe Ha »kaso0bl ¥ oOpalijeHus, obecrieueHre «00pPaTHOM CBSI3W»;
-OL|eHKa CTeleH! yA0BIeTBOPEHHOCTH KaueCTBOM YCIyT U 00CTyKUBaHMS;
-0CyIlleCTB/IeHNe MOHUTOPHHTA W KOHTPOJIS HaZl 00C/Ty>KUBaHUEM 3asiBUTeJIel, B
TOM YKCJIe 3a UCTIOJTHEHWeM pellleHui, TIPUHATBIX T10 ’Kajso0aM U oOpailjeHusIM
3asABUTEJIeH;
-obecnieueHre H(HOPMUPOBAHHOCTH.
CraHzapT orpejie/isieT ¥ perJlaMeHTHPYeT OCHOBHbIE HallpaB/IeHUS TTOBBIIIEHHS
YIOBJIETBOPEHHOCTH 3asiBUTE/Ie KaueCTBOM OKa3bIBAaeMbIX YC/IYT WM KaueCTBOM
00CTy>KUBaHUS:
-yMeHbllIeHe BpeMeHU pellieHHsl BOMPOCOB;
- ONITUMM3AI[UM 3aTpaT 3asiBUTe/el U yUpeKAeHNs;
-co3aHrie KOMGOPTHBIX YCJOBUM U A00pO)KenaTeNbHOTO OTHOIIEHUS K
3asIBUTEJIIO.
1.2.065acTh MpUMeHEeHMUS.
Hacrosiiuii CtanzapT o6c/iy>kKuBaHus 3asiBUTenen (manee CTaHAApT) SIBJSETCS
MIPABOBLIM  JJOKYMEHTOM, yCTaHaBIMBAIOIIUM 0a30Bble TpeOOBaHUS IO
B3aMMO/IENCTBHUIO C 3asiBUTE/ISIMU TIPU OKa3aHWW MYHHULIATIATbHBIX YCIIYT.
Cranpapr nipegHasHaueH A/ npuMeHenrss B MbOY OOLL Ne18.
HetictBue CTaHapTa paclpoCTPaHseTCss Ha B3aUMOOTHOIIIEHUS C 3asBUTEJIIMU

— (hM3MUeCKUMU JIMLIAMM, FOPUANUECKUMU JTUL[aMU.



1.3.Hauano ob6cmy>KMBaHUS 3asiBUTEIS

CoTpyJHUK, BBITIONHSAIOLUMN 00CTy)KBaHUe 3asiBUTesleld, Tiepes; HayajioM
00CTy>KUBaHUsI TIPUBETCTBYET 3asiBUTEJIS.

Ilpensaraercss [Jisi  TIpUBETCTBUS  3asBUTe/IsI  HWCIIOAb30BaTh  CJlefyrOLue
(GopMynMpOBKHU: «3ApaBCTBYWTe» (B Cayyae peud 3asBUTeNsl Ha TaTapCKOM
sA3bIKe, [IepexX0JUTh Ha TaTapCKyo peub) «VcoHmeces».

[1pu BBITIOTHEHWH AHHOTO 3Taria B3auMo/elCTBUsI HeoOXoANMO:

-pa3sBepHYTLCS B CTOPOHY 3asiBUTe/I;

-TIPOSIBUTH [0OPOXKeIaTe/IbHOCTh;

-yCTaHOBUTb C 3asiBUTEJIeM 3PUTE/IbHbIN KOHTAKT.

3afaua: 3asiBUTe/Ib HACTPOEH APy KemtoOHO.

1.4. BeisicHeHHe TIOTPeOHOCTH 3asiBUTEIS.

CoTpy[HUK, BBITIOJHSIOIIMN 00CTy)KBaHUe 3asiBUTe/el, TIoc/ie PUBETCTBYS,
npy HeoOXOoAMMOCTH 3aZjaeT BOMpocC 3asBuTento: «UeM s Mory Bam romoun?»,
«Huyek MUH ce3ra sApAoM UTS ajlaM?».

CoTpyAHHUK 3aJaeT K/HOueBble BOIIPOCHI [Ji OIpejeeHus Buja YCIyry,
TpeOytoIelics 3asiBUTEJTIO.
[Tocne ompepeseHusi, COTPYAHUK YeTKO 03ByuvBaeT HauMeHOBaHWe YC/IyI'H
TpeOytolielicsi 3asBUTETIO.
Ha faHHOM 3Tarie B3auMo/ielcTBUs TpedyeTcs:
-n30eraTb HEMOHSATHBIX JI7IS1 3asiBUTEJIsI TEPMUHOB;
-0011]aTbCs1 CTIOKOWMHBIM T'0JIOCOM.

Ecnu 3asiBUTeNb He Tyza 00paTucs, TO Hy)KHO ero repeHaripaBUTh B J[Pyroi
otaen/yupexjenue: «K coxaneHuro s He MOTy NpeJoCTaBUTb MH(OPMALUIO,
Bam Heob6xoaumMo 00paTUThCs...» / «['ady UTeres, oMMo MHH Ce3rd SIPJIoM HT
aJIMBIM...».

Ha gaHHOM 3Tare HeJJoMMyCTUMbI: MOHOTOHHAs peub, rlepeOUBaHUe 3asiBUTeS,
TIOTILITKU CIIOPUTh C 3asiBUTesieM, (opManabHOe O00IleHue, OTpHIlaTe/bHbIe

OLIeHKU YCJIyT YUpeXXAeHus U T.1.

3a,qa11a: YCTaHOBJ/IEHHE [JOBEPHUTEJIbHBIX OTHOILIIEHUN C 3asiBUTEe/IeM W UYeTKOoe

OCO3HaHUe B KaKOU yCJiyre, KOHCY/bTalluM HY)KJAeTCs 3asiBUTETb.



1.5. TIpeocTaBneHue 3asBUTEITI0 HEOOXOAUMOM KOHCY/IBTALIUM WIH YCITYTH.

CoTpygHUK, BBIMOJHSIONIMNA 00C/Ty)KUBaHUe 3asiBUTeNed, B paMKax
JO/DKHOCTHBIX ~ 00si3aHHOCTel  MpefoCTaB/sieT  3asBUTeN0  HeobOXoAuMyro
KOHCY/IBTALIMI0 WM OKa3bIBaeT YCAYTM B TOJHOM 0Obeme, eC/M BOIIPOC, C
KOTOPBIM K HeMy 00paTu/Cs 3assBUTe/b, HAXOAUTCS B KOMIIETeHLIMH COTPYAHUKA
Y yUYpeXXeHUs.

CoTpygHUK, TIpU HeoOXOAUMOCTH, TIpeAJiaraeT 3asBUTeI0 HarpaBUTh B
yupexkJieHue obpaiijeHre B MMCbMeHHOM BU/IE.

Ha paHHOM »STarie B3auMojeMcTBUs TpebOyeTcsi: TPaMOTHO —U3/IOKUTh
N0C/Ie/JOBaTe/IbHOCTh HampaB/ieHWs. ITMCbMa, OTBETUTh HAa BCe BO3HHUKILIHE
BOMPOCHI 3asiBUTEJIS.

B ykaszaHHOM ciyuyae HeJOMyCTMMO: HWCIIO/Jb30BaHME MOHOTOHHOW peuw,
riepeOrBaHue 3asBUTEIs, TIOTMLITKK CIIOPUTH C 3asBUTeJIeM, TIpefoCTaB/ieHue
3as4BUTEJII0 YCJIYT WM KOHCY/bTAallMi HeHaJleXkall|ero KaueCTBa U B HEeIlOJIHOM
oObeMe;  HeBLITIOJIHEHWE  [O/DKHOCTHBIX  0OO0sI3aHHOCTe W TpaBuil,
YCTaHOBJIEHHBIX B YUPeK/E€HUU.

3ajjaua:  3agBUTeNb IIOHMMAET, YTO €My HY)XHO JejaTh Jajblie C
rdopmaliueil; 3asBUTe/b YI0B/I€TBOPEH MOTYyUeHHOMN YCTyTou.
1.6. 3aBepiieHre 00CTY>KUBaHUS 3asiBUTEJISI.

CoTpyJHUK, BBITIOMHSIOMWN 00CTy)KBaHUe 3asiBUTeJIel, He3aBUCHMO OT
XapaKTepa pa3roBopa, ero 3MOL[MOHAJLHOW OKpacKu u criocoba (o TenedoHy
Wi uuHoe oOIeHre) Mo BO3MOXXHOCTH 3aBepiliaeT paboTy C 3asiBUTe/ieM Ha
TIO3UTHMBHOM HOTe.

PekoMeHZyeTCs1 UCTIONB30BaTh Caeytomye GopMyaupoBKU: «Paapl 66l Bam
TIOMOUb», «Bcero 1o6poro», «/lo cBuganus», «Cay Oy/IbIrbi3».
IIpy BBINIOJIHEHWM [AHHOTO STana B3avMOZEUCTBUS  HeNOIyCTUMO
(dhopmanbHOe TpolljaHue.
3agaua: Jlornuecky 3aBepiInTh 001jeHre ¢ cobeceHUKOM U TI0Ka3aTh, UTO OH

OBI/T ¥ 0CTAeTCH BA)KHBIM 3asiBUTEJIEM.

1. OTuKeT 0011[eHHUs U KY/IbTYpa 00C/Ty>KUBaHUS 3asiBUTEIeH.

2.1. IIpaBusa o0b11eHNs C 3asiBUTE/ISIMHU.



JInuHoe oOleHHE C 3asBUTE/IEM SIB/IAETCA Ba)XHBIM  37IEMEHTOM
KOPMOPAaTUBHOW KyJIBTYpbl YrpaBieHUusi. COTPYJHUK, OCYILEeCTB/ISIOIMIUM OUHOE
obcy)KrBaHUe 3asiBUTesIeH, SIBSETCS JIUIIOM YTIPAB/IeHUs U OT Hero 3aBHUCUT
BOCIIpUSITUE YTIpPaB/IeHUs 3asBUTE/SIMU.

B pabote c 3asiBUTe/ISIMU COTPYJHUKHU TOJDKHBI MPUAEPKUBATbCS C/IeAYIOLINX
ripaBu/ 3 heKTUBHOTO 001[eHNs:

-BHUMaTe/IbHO OTHOCHUTBCS K 3asBUTEJTIO, CJIEAUTH 3a TeM, UTOObl cobeceqHUKY
Obulo  ymoOHO BoOCIpUHWMATh WH(OpMalMi0 (10 CKOPOCTH, TPOMKOCTH,
5MOLIMOHAIBHOM aTMocdepe);

-B  OOII[eHWM JIeMOHCTPUPOBATh BEXKIUBOCTH W KOPPEKTHOCTb. COXPaHSThb
CTIOKOMCTBUE B MHO0O0W CUTyallud Y HUKOIJIJa He BBICKA3bIBaThb HEJOBOJILCTBO
TOBeJleHHEeM 3asiBUTe/Is1, 3a/laHHbIM BOIPOCOM U T.[.

[IpocToTa ¥ NAKOHWYHOCTH MPU OTBETEe HA BOIPOC 3asBUTE/ISI TO3BOJISIET
J00UTHCSI TIOHMMaHUSI U COKPaTUTh BpeMsi 00C/y)KHMBaHUS, UTO YyKa3biBaeT He
TOJBKO Ha TMpoQeCcCUOHaIU3M COTPY/IHUKA, HO W $IBJSIeTCS TIPOsiBJieHWeM
YBa)KEHHS 110 OTHOLLIEHUIO K 3asiBUTE/TI0, TaK KaK SKOHOMHUT €ro BpPeMmsl.

2.2. [ToBemeHuecKre 0COOEHHOCTH TIpX 00CTY>KMBAaHUU 3asiBUTE/IEH.

Cups Ha paboueM Kpecsie, He Hy)KHO pacKaulBaThCs, CUJETh B pacciabieHHOM
rmo3e, He peKoMeHJyeTcsi 00/0KauuMBaThbCs Ha CTOM. [IpucakuBaTbCsa W
MOIHUMAThCSI HY>KHO, He MPOM3BO/IS 1lIyMa.

2.3. ®@opma U3/I0KeHUsT YCTHBIX 00pallleHuH K 3assBUTEJISIM.

COTpyAHUK He [O/DKeH [OIyCKaTb KaTerOpUYHbIX BbIDAXKEHUM, TaKUX Kak:
«BbI 00s13aHBI», «BaM IIpeANChIBAeTCS», «SABUTHCS», «IIpeabsIBUTb» U T.II.

He cnemyer moBbIIaTh TOMOC, MPOSIBJASATb TOPOIUVIMBOCTh, BbICKA3bIBaTh
HeTepIieHUs], [IOMyCKaTb B pa3roBOpe C 3asiBUTe/IeM HENpUSITHbIE /i1 Hero
WHTOHAI[WH, TTPOSIBJISATE Oe3pa3/iiure K CUTyallud 3assBUTEJIS.

B peun BeXX/IMBOCTb [JIOJDKHA TIPOSIB/IIETCS] B oOpallleHUM K 3asBUTE0 Ha
«Bbpl», B [gobpo)kenaTe/sibHOM, CITOKOMHOM TOHe. (CJjioBa, pacIioararoliye
3asBUTENS:  «TIOKanyucTra», «OyabTe  M0OOpBI»,  «paspermmTe»  BCerja
CMOCOOCTBYIOT YCTAaHOBJIEHUIO ZI00pOXKeiaTeTbHbIX OTHOLLEHUM C 3asiBUTeJIeM.

CnenyeT n30eraTh HEIIOHSTHBIX /I/Is1 3asBUTEISI TEDMHUHOB.

2.4. TTpueM OT 3asiBUTE/EN MTMCbMEHHOTO 3asiBlIeHUSI.



[lpy mnpueme OT 3asBUTe/eN TMCbMEHHOTO 3asiBleHHs COTPYJHUK,

HaZleJIeHHbI COOTBETCTBYIOLLMMU MOTHOMOYMSIMH, [JO/DKEH:

-BHUMare/IbHO U3yUUTh 3asiB/ieHUe;

-pM  HeJoCTaTKe WHGOpMALUM, W3JI0KEHHONW B 3asiBIeHUU, BBISICHUTb Yy
3asiBUTe/IsT HeJJOCTAOIIYI0 WH(GOpPMaIHIO;

-TIONIPOCUThL  3asiBUTe/Il yKa3aTh KOHTAKTHble [aHHble [7isi HarpaB/ieHUs
3asiBUTEJII0 pe3y/ibTaTa pellieHus MpobsieMbl B TUCbME@HHOM BU/E.

2.5. KynbTypa 06c/my>KrBaHusI TIPU BLISIBJIEHUN OILIHOOK.

[lpy BbIsSIBIEHWH OIIMOOK, MAOMYIEHHbIX CO CTOPOHBI YUpeXXIeHus,
HeoOX0MMO TPUHECTH 3asiBUTETI0 M3BUHEHUS 3a MpUUMHEeHHble Heyao0CTBa.
M3BuHUTE 3a JoCTaBleHHble Heyno00cTBa» / «bopubiraHbiObI3 eueH Tady
uTeres».

[Ipu BBIsSIBIEHWM OLIMOOK, [OMYI[eHHBIX 3asBUTeIeM, 3arpeljaeTcs
BbICKa3bIBaTb eMy rpeTeH3uu. CreyeT BeX/IWBO U [JJOCTYITHO OOBSICHUTH
3asBUTE/II0 TIPAaBWIbHBIM TIOPSIZIOK JAelcTBuii: «Bam ceiiuac Heob6xogumo
TIOCTYTIUTh CJleAyIOIMM obpa3om» / «Ce3ro Oy odpakTa Xo3ep Iy/iail MITOpro
KHPIK».

2.6. Obcmy>KrBaHUe 3asiBUTeIeid, TO/IaBIINX >Kamo0y.

[Mpu o6cCnyKMBaHWM 3asBUTE/Is, TOAABILIEro anoby, HeobxoAumo
TIPU/ePXKUBATHCS CIeYIOIUX METOOB pabOThI:

-ObITb K 3asBUTE/II0 BHUMaTe/bHbIM, [Jake ec/ld >kamoba KakeTcs
HeCyIIleCTBeHHOM Win abCypaHOMT;

- TIOMOUb 3asiBUTE/I0 M3JI0KUTh CBOIO ’Kano0y, JaTb BO3MOXKHOCThH CTIOKOWHO
BBICKAa3aThCsl, YTOUHUTD CYTh >Ka/io0bI;

- TpeOyemasi OT 3asiBUTe/sl [JOKYMeHTalWsl AO/KHA ObITb MUHUMAIbHOM, HO
JIOCTaTOYHOM JIJ1s1 pelleHuUs] CUTyaLuu;

- pelathb 1pobemMy B KpaTyaiiivie CpOKH.

Kareropvuecku 3ampelaeTcs B TIPUCYTCTBUM 3asiBUTeIsl TMOPOUYUTh

pernyTalyi0 YOpaBleHUusT W [PYTMX TOCY[JapCTBEHHBIX YUDPEX[IeHWU, BeCTH



TIOCTOPOHHHE pa3roBOPbI, TMPUHWUMATh TIMIYy BO BpeMsi OOCTy>KMBaHUS

3asBUTEIS.

2.7. OcobeHHOCTH OOITIeHUs C JIFOZIbMU C OrPAaHUUYEHHBIMHA BO3MO)KHOCTSIMU.
COTpyAHUKH, OCYIIECTB/ISION[HE OUHOe OO0C/Ty)KWBaHUe 3asBUTeNel, TpH

B3aUMO/IeiICTBUM  C  JIIOAbMU C  OrPAaHWYEHHBIMA  BO3MOXKHOCTSMHU

PYKOBO/ICTBYIOTCSI HH)Ke Tepeurc/IeHHbIMY TTPaBUIaMH.

2.7.1. O6mme TpaBu/Ia 3THKETa TPH OOIeHWH C JIIOABMU C OrPaHMUeHHLIMHU

BO3MO>KHOCTSIMH.

[Tpu ob61ieHNM HeoOX0AUMO:

-pa3roBapuBasi C UeJIOBEKOM C OrpaHAYeHHBIMH BO3MOXXHOCTSIMH, 0OpaIljaTbCst

HETIOCPEeICTBEHHO K HEMY, a He K COIPOBOXK/JAIOIIIEMY WM CYpP/ONepeBOJUNKY

(ec/TM OHU TIPUCYTCTBYFOT MPH Pa3roBOpe);

-Tipefjiarasi TIOMOIIb, XXAATh TI0KAa ee TIPUMYT, a 3aTeéM YTOYHSTH IIOPSIOK

JIeCTBUN;

-pa3roBapuBasi C UeJl0BeKOM, UCITBITHIBAIOII[AM TPYIHOCTH B OOIIIeHHH, CIyIIaTh

€ro BHUMAaTe/bHO, OBITb TEpIe/MBBLIM, KJaTh, KOTZAa UYe/J0OBEK CaM 3aKOHUUT

dpa3y. He mompapniATh €ro M He JoroBapuBaTh 3a Hero. He fenatb BWJ, UTO

JOCTUTHYTO TIOHMMaHHe, eC/i Ha CAMOM Jiejie 3TO He Tak. [I0BTOPUTDH, UTO BEI

TIOHSI/TH, 3TO TTOMOXKET UeJIOBEKY TTPOZO/KUTEL beceny.

2.7.2. O6I111eHME C JTFOIbMH, UCITBLITHIBAIOII[UMH TPYAHOCTH TP TIePeBIKEHU.

[Tpu ob11ieHNM He06X0UMO:

-MIOMHUTb, UTO WHBAJHMAHAs KOJSICKA — HENPUKOCHOBEHHOE TIPOCTPAHCTBO

yesioBeKa. HefiorycTriMo 06/10KauMBaThCs Ha Hee, TOJIKATh, KAaTUTh KOJISICKY 6e3

€r0 COIJIaCHsT;

-BO BCeX CJIyuasix, HallpuMep, ec/ii HeoOXOAWMO OTKPBITh TSDKENYIO IBepb WU

TIPOZIBUHYTHCSI TI0 KOBPY C JJTMHHBIM BOPCOM, TpEXJe UeM OKa3aTb TOMOIIlb,

HeobxoMMo yoeauThCst B ee HE0OXOUMOCTH, CIIPOCHB Y 3asiBUTEIS;

-eCJId BaM pa3pellv/iv TiepeJBUraTth KO/SICKY, KaTUThb ee MeajieHHO. Kossicka

ObicTpo HabMpaeT CKOPOCTb, W HEOKHWJAHHBIA TOJUOK MOMKET TIPUBECTU K

rioTepe paBHOBeCHS;



-ripu Gecefie, TI0 BO3MOYKHOCTH, pacriofsiaratbCsi Ha OHOM YPOBHE C 3asiBUTEJIEM.
Cnenyer n3berathb IMOJIOKE€HHS, TIPH KOTOPOM BailleMy COOeCeJHUKY TPHUAETCS
3aMpOKU/IbIBATh T'OJIOBY;

-IOMHUTb, UTO, KakK TIpaBWIO, y JIIOAed, HWMEKIIUX TPYAHOCTH TIpU
riepeJBIKeHUH, HeT TIpo0sieM CO 3peHreM, CJTyXOM U TIOHWMMaHHeM U 00I[aTbCs
C HUMM COOTBETCTBEHHO.

2.7.3. O6I111eHME C TIOABMHU C TIJIOXUM 3PEHHEM U He3PSUHUMHU.

I[Tpu ob1ieHNM HEO6X0JUMO:

-00s13aTesIbHO Ha3bIBaTh CeOs;

-mpejijiarasi CBOK MOMOIL[b, HAMPaB/ISTh Ue/I0BeKa, He CTUCKWBAs €ro PyKy, UITH
pSiZioM, He TalllUTh UesioBeKa 3a coboi;

-npelynpeXXaTh O MPensITCTBUSIX: CTYIeHSIX, HU3KUX MPUTO/IOKAaX U T.IL.;

-B C/Ty4ae COTIPOBOXK/I€HUSI He3psuero yejioBeka c06aKoM-TIOBOJbIpEM He JjaBaThb
el KOMaH/Ibl U He TpPOorarh ee;

-Tpy HeOOXOJUMOCTU UWTaTh He3psiUeMy uesioBeKy, CHauasa TpeAyTpeinB ero
00 3ToM. ['0OBOpHTH HOPMAaJILHBIM TOJIOCOM, He TPOITyCKaTh WH(OPMALWIO, eC/n
Bac 00 3TOM He TonpocsT. Ec 3T0 BaKHBIA JOKYMEHT, He 3aMeHSITh UTeHHe
riepecka3oM. Eciiv He3psiuni yesioBeK JOJDKEH MOAMMCATh JOKYMEHT, TTPOUMTAaTh
ero o0si3aTesibHO. VIHBa/IMAHOCTb He OCBOOOXK/JAaeT C/eroro uyejioBeka OT
OTBETCTBEHHOCTH, 00y C/I0B/IEHHOM I0KYMEHTOM;

-mpejyiarasi He3psiueMy 4esiOBeKY CeCThb, He YCa)KMBaThb €ro, a HarpaBUTb €ro
PYKY Ha CIUHKY CTy/1a WX NOAJIOKOTHUK. He BOAWUTH 10O NMOBEPXHOCTH €ro PYKY,
a IaTh eMy BO3MOXXHOCTb CBOOO/IHO ITOTPOTaTh MPeZMET;

-He 3acTaB/isiTh Bamiero cobecegHuKa BelllaTh B MYCTOTY: eCau  Bol
repemelriaeTech, NpeayrnpeauTe ero;

-3aMeTHB, UTO He3psurii uesioBeK COW/ICS C MapIIpyTa, He YMpaBisTh €ro
JIBIDKEHMEM Ha pacCTOSTHWY, a TIO/IONTH U TPeJI0KUTh TTOMOIIIb.

2.7.4. O6I111eHMe C TIOBMH C HapyIlIeHHeM Cyxa.

[Tpu ob11ieHNM He06X0JUMO:

-7l TIpYBJ/IeYeHUs] BHUMAaHUSI UesioBeKa, KOTOPbIA TUIOXO C/BILIUT, MOXHO

cflesiaTh 3HAK eMy DYKOW WM TMPUKOCHYThCS K Tieuy. [Ipu Geceme cMOTpeTh



TIpsiMo Ha Hero. HeoOGXoZiiMoO UMeTh B BH/y, UTO He BCe JIFO/W, KOTOPbhIe TIJIOXO
CJIBIIIIAT, MOTYT YWATATh 10 TyOaMm;

-TOBOPUTBH SICHO Y POBHO. He HYy)KHO M3/HMIIIHe TIOJ{UYepKUBAaTh UTO-TO U KPUUaTh,
ocobeHHO B yx0. Ecii KoMy-To HY»KHO, uTOoObI Bbl roBOpm/iv rpomue, Bac 06
3TOM TOMPOCSIT;

-ecyii Bac mpocsAT MOBTOPUTH UTO-TO, MOMpPoOoBaTh MepedpasupoBaTh CBOe
Tipe/iJioyKeHre, MOYKHO UCTIOTb30BaTh >KeCThl;

-ybeauThcs, uTto Bac MOHSIM, He CTeCHSAThCS CIPOCUTh, TOHAA au Bac
cobeceTHYK;

-ecii Bel  cooOmiaete wHGOpMalMio, KOTOpasi BK/OYaeT B Cebs HOMep,
TeXHUUYEeCKWUU WK JPYTOM CIOKHBINA TePMUH, a/ipec, HaluilKTe ee, COOOIUTe
10 moure, (pakCy WM 3/I€KTPOHHOM TOUTe WX JFOOBIM JIPYyTMM CII0COO0M, HO
TaK, UTOOBLI OHA ObLIa TOUHO ITOHATA;

-pY  3aTPyJHEHHOM YyCTHOM OOIl[eHuH crpocuTe, He OyzaeT /M TIpoIle
TepernuchiBaTbCs.

2.7.5. OO6ieHre C JIIOABMHU C 3a/IeP>)KKOM B DPa3BUTUM W 3aTpPyJHEHUSIMU B
0OIIIeHUH.

I[Tpu ob11ieHNM He06X0UMO:

-MCTI0/Th30BaTh AOCTYITHBIN SI3bIK, BEIPa)KaThCsl TOUHO U TI0 JIeNTy;

-n30eraTb CJIOBECHBIX IIITAaMIIOB M 00pa3HbIX BhIpa)KeHUH. [OBOPUTDL UETKO M TI0
CyLL[eCTBY;

-IpefioCTaBAsaTh HWHGpOpMalMi0 "To IaraMm', fAaBas BaileMy cobeceJHUKY
BO3MO)KHOCTb OCMBIC/IUTh KaXK/IbIH I11ar.

2.7.6. O0I111eHMe C TIOABMHU, UCITBLITHIBAIOIIIUMHY 3aTPYAHEHUS B PEUH.

[Tpu ob61ieHNM HeoOX0AUMO:

-He repebUBaTh 1 He TIONPaB/ISTh Ye/l0BeKa, KOTOPbIN UCTIBIThIBAET TPYAHOCTH B
peur. HauvHaTh TOBOPUTHb TOJILKO TOT/ja, Korja ybeauTech, UTO OH YiKe
3aKOHUMJI CBOIO MbIC/Ib;

-3a/laBaTh BOMPOCHI, KOTOPhIe TPeOYyIOT KOPOTKUX OTBETOB WM KHBKA;

-He CTeCHSIThCS TIePEeCIIPOCUTB;

-IpY  3aTpyAHEHWM B OOIIIeHWU CIIPOCUTh, He xoueT M Baii cobecegHuk

WCTIO/Th30BaTh APYTOU Criocob — HamMcaThb, HarleuaTarh.



2.8. TunoBoM airOpUTM yperyaupoBaHusi KOH(IMKTOB.

B csiyuae TmposiBieHHsI CO CTOPOHBI 3asiBUTesi HeoOOCHOBaHHOM arpeccuw,
HeaJIeKBaTHOTO  TIOBeJjeHHsl, HaXOXK/JeHWS ero B  aJKOTOJIbHOM WU
HAapKOTUYEeCKOM OMbsSIHEHUM COTPY[IHUK B BEX/IMBOM, HO HAaCTOMUYMBOW (popme
TIPOCUT €ro yAanuThCsl.

Korza koHGIMKTHasi cuTyalysi BBIXOAWUT W3-TIOf KOHTPO/SI W HauyMHaeT
yrpoXkatb 0e30MacHOCTH TIOCeTUTeser W (WIM) COTPYAHUKOB, MOKET ObITh
BbI3BaH Hapsi/| MOJIULUH.

Korga coTpygHUK CTaJKUBaeTCs C MPOSIBIEHUSIMA KOH(JIMKTHOTO MOBeAEeHUSs
CO CTOpDOHBI 3asBUTe/, €ro 3ajaua COCTOMT B TOM, UTOOBI CMATYUTH
KOH(/IMKTHYIO CUTyal[di0 (He3aBUCMMO OT TIpUUYMH, W3-3a KOTOPBIX OHA
BO3HMKJ/IA) U YCIIOKOUTh 3asiBUTe/Is (He3aBUCUMO OT MPUUMH, TI0UeMy TOT BefleT
cebs1 arpecCrBHO).

B paborte B cuTyaruu KoH(MIMKTa He06X0JUMO C/ie/0BaTh MpaBUJIaM:

— COXpaHATh CIOKOWMCTBUE, JEMOHCTPUPOBATh BEXK/TMBOCTb;

— I[0CTapaThCs IOMOYb 3asiBUTEJIIO;

— He TIPOTHBOPEUUTH COOeCeHNKY;

— He OMpaBAbIBaThCSl, TPUHUMATh MPETEeH3UI0 KaK (PaKT;

— He CIIOPUTH;

— saBnssch npencraBuTeseM OY, KOTOPOW HeJOBOJIEH 3asiBUTEJIb,

otBeyaTh OT simua OY. V3BUHATHCS He JIMUHO: «f1 He BUHOBAaT», a 3a CUTYyaL1IO B
tesioM v 0T jivija OY: «M3BuHUTe 3a 3Ty CUTyaLuto», «I [pyHOCUM U3BUHEHUS 3a
JIOCTaB/ieHHbIe Heyo00CcTBa», «V3BUHWUTE, UTO TakK TIOJyYWIOCh», «lady

ureres».
— He /IaBaTh PEKOMEH/IAlUi ¥ COBETOB OT Ce0sl INUHO;
— TIPUCOeIVHUTHCA K COGECE,[[HI/IKY, IMOKa3aTh eMy, UTo:
— €ro BHMUMaATeJ/JIbHO C/IYLIaroT,
— T[IOHHUMAIOT, YTO OH I'OBOPHT;
— TO, UTO OH I'OBOPMHT, ,Z[efICTBHTEJILHO Ba>XHO,
— BBl C HUM, 4 He IIPOTHB HETro: «,Z[a s TIOHKMMAK0 BaC, CAUTyallMs He

OUYE€Hb ITIPUATHAA»,
— IIOKd3dTb, UTO BEI CO cBoeM CTOPOHEI AejiaeTe BCE BO3MOXXHOE! «5

ceifuac ke 3aruiiy/mepeaaM Bairy HHGOpMaLH0/>Kamo0y»;
— TPeAJIOKUTh BCe BO3MOKHbIE BapUAHTHI BHIXOJA M3 CJIOXKHBIIEHCS

CUTYyaLUH.
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[Ipy B3aUMOJIEICTBMM C HEraTUBHO HACTPOEHHBIM 3asiBUTe/eM WU B
CUTyallid, KOTOpasi TOTeHI[MalbHO MOXKeT TiepepacTi B KOH(MIUKTHYIO,
COTPY/JJHUK He UMeeT IpaBa:

— Opath Ha cebst oOyueHue 3assBUTEJIsI XOPOILIUM MaHepaM;
— o0parnarbCs K 3asiBUTENI0 CHUCXO/IUTETbHBIM WM BbICOKOMEPHBIM

TOHOM,;
— NpUHUMAaThb HeTaTUBHBIE SMOLMM  3asiBUTENII KaK  JIMUHOE

OCKOp6]I€HI/Ie Y OTBeuaThb C JTUUHOMN IMMOo3unuu,
— COCTA3aThCA C CO6EC€,Z[HI/IKOM B OCTPOYMHM, UCII0/Ib30BATb CAPKd3M,
— IIOBBIIIIATE TOJIOC, HCIIO/IB30BATh OCKOP6I/ITEJILHBI€ C/JIOBa H

BBbIPa)KeHUS;
— UCII0/Tb30BaTh apryMeHT: «3asBUTE/IeH MHOTO, a s O/JH»;
— nepebuBath cobeceHUKA.

[ns mepeBofia KOH(MIMKTa B MUPHOE PyCJ0 HEOOXOJUMO 3aKOHUUTH Pa3roBOP
no3uTuBHO. COTPYAHUK [AO/DKeH Mo0sarofaputh 3asBUTe/s 3a 3BOHOK WM
yaeneHHoe Bpemsi. Ec/iv OT 3asiBUTe/isl TIOyueHbl CBefleHHs O TIJIOX0M paboTte
Kakoro-nmbo corpyguuka QY, ciefyer Takxke TMoOsarofjapuTb ero 3a 3Ty
nHopmMatmro. [Ipormianre ¢ cobeceJHUKOM [O/DKHO TOKa3bIBaTb €My, UTO OH
ObuT ¥ ocraeTcs BaxHbIM 3asBuTenieM. CotpygHuk OY Bcerza Jo/bDKeH
COXPAaHSITh BHYTPeHHee CIIOKOWCTBUE U YIIPaB/ISTh KOH(IUKTOM.
[Ipu BobisiB/IeHUM (akKTOB rpyboro obpaiieHvst cOTpyaHUKOB QY c 3asiBUTeNEM,
OKa3aHWs Ha Hero HeoOOCHOBAHHOTO /IaB/IEHUS U KaKHUX-THOO yIpo3, BUHOBHBIE
COTPYJHUKUA YUpeXXAeHUss MOTryT ObIThb TIpUB/IeYeHbl K AUCLIATITUHAPHOU
OTBETCTBEHHOCTH B YCTAHOBJIEHHOM MOPSIZKE.
3.[lenoBoli 5TUKeT Npu TeneOHHBIX TTIeperoBopax
TenedoHHBIN pa3roBOp CjielyeT BECTH TaKUM 00pa30M, UYTOOBI BOIIPOC KaXK/[OTO
3asiBUTe/sE ObLT pellleH, M y Hero OCTajoCh TO3UTHMBHOE BriedatyieHWe 00
Ynpapnenuu. COTPyAHUK He [O/DKEH TOBOPUTH WIM HaMeKaTh 3asiBUTENI0, UTO
€ro BOIPOC He3HauMuTe/ieH, JUOO CpaBHMBAaTb €ro C JPYyTMMH 3asBUTE/SIMHU,
BOTPOCHI KOTOPBIX, Ha ero B3/isifl, Ooee 3HaUMMBI.

Ha Bxogsmumii TeneOHHBIM BbI30B HEOOXOAMMO OTBeYaTh CBOEBPEMEHHO, He

1o3)Ke yeTBepTOro curHana (12 cek.).
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CoTpygHUK BCerja TMepBbIM [PUBETCTBYET 3asiBUTeNI U Ha3bIBaeT
HauMeHoBaHue OY. B miporjecce o01ijeHUs ceyeT o0palaThCs K 3asBUTEIO 110
MMEHU U OTYECTBY U Ha «BbI».

CoTpyaHMKYy HeoOX0JUMO UeTKO BLITOBApHBATh CJIOBA, UTOOBI 3asiBUTEJIb
XOPOLLO MX CJIbIIAA U TOHUMAJT.

CoTpyAHUKY HeobX0JuMO CJIeIUTh 3a CKOPOCTBbIO CBOel peud, TaK Kak
CJIAIITKOM OBbICTpast WM C/TWIIIKOM MeJijieHHasi pedb 3aTpPYAHSIOT 0bIjeHue.

COTpyAHUKY DPEKOMEHAYeTCsl MCI0JIb30BaTh MPUEMbl aKTUBHOTO CTYLLAHWUS,
TIO/IIep>KUBasi  TIOCTOSTHHYIO CBSI3b C CO0OeCeHWKOM TIOCPEACTBOM CJIOB H
MexxaoMeTuit («/la», «XopoIo», U T.I1.).

Ecmu coTpysHUMK He yBepeH, UTO TIPABU/IBHO pacC/bllial 4To-Tubo B
TesleOHHOM COOOIeHHH, eMy HeoOXOJUMO TIepPeCclpOCUTh 3asBUTENST BO
n3bexanue HegoroHWMaHusi («[IpaBumbHO 1 s Bac monsima, Bac
HWHTEpecCyeT...», «[103Bo/ibTe yTOUHUTB» «AHBIK/Iapra pexcaT uTere3»  T.IL.).

[Tpu obIrieHny C 3asiBUTe/IeM WHOCTPaHHBIE C/IOBa WU MPOdeCcCHOHATbHbIe
TEePMUHBI JIO/DKHBI YTIOTPeO/IATLCS COTPYAHUKOM B Mepy W TOMBKO B TeX
C/ly4dasix, KOrZja OH yBepeH B TOM, UTO 3asiBUTE/Ib MOJHOCTbIO MTOHMMAET, O YeM
uzer peub. KaTeropmuecku 3ampeljaeTcsi yrioTpeOsieHHe C/I0B-«I1apa3uTOB»,
TIPOCTOPEUHBIX UM TPYOBIX BHIPA)KEHHUM.

COoTpyIHUK [O/DKeH OBbITh JTAKOHWYEH, YeTOK B W3J/I0KeHUHM WH(OpMalu, He
JIOTTyCKaTh TIPOJIOJDKUTE/bHBIX TMay3. Tene(oHHBbIM pPa3roBOp [JO/DKeH ObITh
coZiep>KaTesIbHbIM, HO KPaTKUM.

[Ipy B3aMMOJENCTBUY C 3asiBUTEIeM COTPYAHUK He [O/DKEeH IMpefoCTaB/isATh
3aBeZIOMO JIOKHYIO HMH(MOpMaIMio MO0 [e30pUeHTHUPOBaTh 3asBUTENsT WHBIMU
criocobamm.

Ecmu y cOoTpyaHMKa HeT MOJHOM yYBEPEHHOCTH B TOYHOCTHU IepefjaBaeMbIX
3asBUTE/IO CBeZIeHWM, eMy HeoOXOZMMO TIieperpoBepuTh WHGMOpPMAIHI0 WA
Npe/iyIOKUTh aTbTePHAaTUBHBIN KaHaJl ee MOoTyuyeHuUsl.

Bo u3bexkaHue ciayuyaitHOrO TIpefoCTaB/ieHUs] HeJJOCTOBePHOM WH(OpMaILUU
COTPYJHUK He BIpaBe KOHCY/JbTUPOBATh 3asiBUTEJIsI 10 BOTMPOCaM, TpeOyroiym
CrieLMa/bHbIX 3HAaHUH, BBIXOSIIUX 3a TIPefie/ibl er0 KOMIEeTeHLIUH.

He pekomeHyeTcs BeCcTH Tesie(pOHHbIE TIePErOBOPHI MO0 TPOMKOM CBSI3H.
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Ecnu 3asiBUTeNb XIeT Ha JIMHUM, COTPYJHUK He [IO/DKEH pa3roBapyBaTh C
JPYTMMU COTPYAHUKaMHU Ha TOCTOPOHHUE TEeMBI.

COTpYAHUK [I0/KeH YBa)KUTEMbHO BBIC/YIIIATh TOUKY 3pEHHs 3asiBUTEJIS BHE
3aBUCUMOCTH OT TOrO, pasjie/isieT OH ee WiM HeT. He pomyckaeTcss SIBHO
HaBsI3bIBaThb CBOIO TOUKY 3P€HHsl, UTHOPHMPOBATh BbICKA3bIBAHUS 3asiBUTEJIS.

B koHIje oOIIjeHHsI COTPYAHUKY HeoOXoquMo mobmarojaputh 3asBUTeENS 3a
3BOHOK W YTOUHUTH BCE JIU BOTIPOCKI 3asiBUTE/IsI OBbL/TH PellieHbl.
4.[lenoBoii 3TUKeT Tipy 00IieHnH yepe3 e-mail.

[TepBOe MpaBU/IO — Aep>KaTh B TOIOBe TOT (DaKT, UTO Ballle COOOIeHIe MOXKET
OBbITH IMPOYMTAHO He TOJBKO afipecatoM. PacmpocTpaHeHHas oimbka — Habparhb
coo0OI1leHre He TOMY TI0/b30BaTeMi0, YTO CTAHOBUTCS TIPUUMHOM pa3HBIX
Ka3ycoB. [losToMy c/ieyeT HECKOIbKO pa3 MepernpoBepUTh MPABUIbHOCTD
9JIEKTPOHHOTO ajipeca 3asiBUTesiss U yoeauThCsi B OTCyTCTBUM opdorpadudecKnx
Y UHBIX OIIMOOK B TTHCHMe.

[Ipy T1epBOM KOHTaKTe B IMMCbMe [O/DKHA OBITh TIOATMCH C Balllei
JOJDKHOCTBIO, KOHTAaKTHBIMU JIaHHBIMU;

- MMULLIUTE 3ar0/I0BOK, COOTBETCTBYIOLLIUN COAEP>KaHUIO MUChMa;

- He 370yroTpebssiiTe GdnaKKaMyd «BaXKHOe» WA «IIOATBEPKIeHMe
TIPOUTEHUS»;

- CJlequTe 3a aZipecaTaMUd B KOMMM M CKPBITOM KOMWM, €C/IU Tepernvcka
BeZIeTCsl C HeCKOJTbKMMU JILIaMH, He 3a0bIBaiiTe OTIHI0 «OTBETUTh BCEM»;

- He WCMONb3yHTe CKOOOUKH U «CMAM/IUKW» TIPU TIepericke C

3adBUTE/IAMUA.
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[IpunoyxeHus K cTaHJapTy
HacTonbHble UHCTPYKIMH
HukerprBeieHHble WHCTPYKLIMM JIOJDKHBI BCerJja HaXOJWUTbCS Ha

paboueM CTOle COTPYAHWKOB, ¥ TIDUMEHATbCS TIPM  BO3HUKHOBEHUU
COOTBETCTBYIOIIUX OMMCAHHBIM aJITOPUTMaM CHUTYaLUSIM.
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