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focypapcTBO
ang nopen

CtaHpapT «locypgapcTBO ong nogemn»
(cokpaweHHas Bepcus)

Kakyto uenb npecnepyet npuHaTue paHHoro CtaHpapTa?

YcTaHOBUTHL TpeboBaHUS Mo BHEAPEHUIO KITMEHTOLLEHTPUYHOIO Noaxona B rocygapcTBEHHOM

Y MyHULMNANbHOM ynpaeneHun. KnmeHToLeHTPUYHbIA NoAX0oM NO3BONSET BbIgBMATb U U3y4aTb
MOTPEBGHOCTU KNMEHTa U MOCTOSHHO yny4llaTb B3aUMOAENCTBME ANg YO,0BNEeTBOPEHUS

ero noTpeBHOCTEN C HaMepeHNeM NPeB30NTU ero OXngaHus.

Kakux apdpekToB no3BonuUT ooctudb npumeHeHme CtaHpgapra?

YnoBneTBOPEHHOCTb Jilogen MpuBnekaTesbHOCTb CTPaH

. OJ19 XXU3HU, nocelleHud, paboTbi
3a cyeT 6osiee agpecHoOU AesaTeNbHOCTHU

rocypapcTBa (He3aMeTHOro, korga HeT 3a c4eT HOBOU KynbTypbl, OCHOBaAHHOM
notpebHocTel, 1 3a60TNMBOro, Korpa Ha B3aMMHOM [,0BEPUU U YBaXEHUU
OHW BO3HMKAIOT) rpaxpaH n rocygapcrsa

KakoBbl kniroueBblie upeun CtaHpapra?

yOooBrieTBOpeHue noTpebHocTew pelieHne NpobnemM KIMeHToB
KJIMEHTOB U1 NpenBoCXuLLEeHNE LLeSTMKOM B paMKax XWU3HEeHHOMN
oxXungaHum cuTyaumm
~ NOCTOSHHOE yNny4ylleHne N NnpoakTUBHOE NpensioXeHue ycnyr
w B3aMMOOeNCTBNSI OpraHoOB BNacTu 1 CepBUCOB

M YNOSTHOMOYEHHbIX OpraHn3aumi
C KIIMEHTOM

KTo aBnaerca ksimveHToM KTo o693aH npuMmeHaTb
B NnoHnMaHuu CtaHpapTa? cTaHpapT?
dusunyeckune nnua n nx 3aKkoHHbIe V opraHbl FOCYﬂ,apCTBeHHOVI BJ1aCTun

npepctaBuTenu, obpaTmBLuMecs (Unn KoTopble

noTeHLUManbHO MOryT 06paTUTLCS) C 3aNpPOCOM v/ OpraHbl MECTHOrO CaMOyMpaBneHus

O NPeAoCTaBNEHUN yCnyr, BT. 4.. v/ rocygapcTBEeHHble U MyHMLMMNabHble

v/ rpaxpaHe PD ydpexpaeHus



V NHOCTpPaHHbIe rpaxnaHe

v

«/ Jnvua 6es rpaxgaHcTea

nvua ¢ 4BOMHbBIM FpaxaaHCTBOM

MHble opraHn3auun, ynoJiIHoMo4eHHble

B COOTBETCTBMM C 3aKOHOOATEeJIbCTBOM P,
B T. 4. Ha OCHOBaHMKN 0OroBopa,
npenocTaBNdaATb YCIYyrn  cepBUCHI
KIneHTaM

PYKOBOASII.IJ,Me npuHUUNnbl, nogaep>Xxumeavwouwune LeHHOCTU

KJIMeHTOUeHTPUYHOIro rocygapcrBea

PaBHbI pocTyn

: { } Db deKkTUBHOCTb U yOo06CTBO

P YdeT ocoBeHHOCTel KaXaoro KneHTa u »
NOCTPOEHME YCNyr 1 CEPBUCOB BOKPYT €ro
notpe6HocTeMn

O6beKkTUBHOCTb

n 6ecnpmncTpacTHOCTb

lad

MNpocToe n ynobHoe pelueHne 3agay
K/TMeHTa, BMECTO UCMNOJTHEHUS popMabHbIX
byHKL MM

O6ecneyeHne aKOHOMUYECKOM
3¢pPEeKTUBHOCTHU NpoLLeaAyp 1 Npasun

[MocTogHHOE noBbiLLleHne
KayecTBa U MPOaKTUBHOCTb

P [penocrasneHue akTyanbHo [ g
nHdpopmaLmm, MOTUBUPOBaHME
NpMHMMaeMbix pelueHmnii. MoolwpeHne
oBpaTHO CBS3U, NPU3HAHMNE UMEIOLLMXCS
npo6nem

¥
[w EQMHCTBO U LLeNOCTHOCTb

p [llocneposaTtenbHble [ENCTBUS U pPeLLeHNS »
Ha OCHOBE AO0CTOBEpPHbIX OaHHbIX

N
’,? OTKpbITOCTb

p OTkpbiThI AHanor rocynapcTsea 1 Yenoseka >

p locynapcTBo MOMHOCTLIO MOHMMaeT
noTpe6HoOCTWN YenoBeka >

BHepopeHWe nHHoOBaL M, onepexatoLyme
[OeNCcTBuUS, NoBbilleHWe Ka4yecTBa,
ycTpaHeHue owmnbok, MpoakTUBHOCTb.

BsaunmHoe goBsepue

M 6e30MacHoOCTb

BesonacHocTb B3anMopgemncTeus,
BbIMOJIHEHUE O6eLU,aHVII7I,
KOHd)MJJ,eHLWIaﬂbHOCTb AaHHbIX

r -1

E NpospayHocTb

L |

NHdopmaumra npepocTaBngeTcs B MOHATHOM
dopme

MpuHaTble peleHna u [OCTUTHYTbIe
pe3ynbTaTbl 4OCTYMHO OGbICHSIOTCS



Peannsauusa KJIMeHTOUeHTPUYHOIro nogxona B rocynapCcreeHHOM
n MyHuMumnaiabHOM ynpaBJ/ieHUU

OTBeTCcTBEHHbIE = .
3a npepocTaBneHune ycnyr ] NpoexTHeIit odpuc
& 5 paMkKax XXM3SHEHHOM
I]y CuUTyauum opraHbl B/lacTu ConpoBoxaeHue peannsauum
" yNOoJIHOMOYEHHDbIe KJIMEHTOLLEHTPUYHOIO nMoaxona
opraHusauum B rocyfapCTBEHHOM N MYHULUMaNbHOM

ynpaBneHuu obecne4dumBaeTcs [NpoekTHbIM
0®dUNCOM MO KIIMEHTOLLEHTPUYHOCTMU,
KOTOpPbIV 9BN9eTCd LEHTPOM MEeTOL010rUmn
M 3KCMNepTU3bl BHEOPEHMUS
KJIMEHTOLLEHTPUYHOIO Nnoaxoaa

Ha pepepanbHOM, perMoHa IbHOM

U MYHULMMNANbHOM YPOBHSX yrnpaBneHus.

KnueHToLEHTPUYHbBIN Noaxon,

B rocyfapCTBEHHOM N MYHULUManbHOM
ynpaBfeHnn BHEAPSETCS NOCPEACTBOM
BbIMNOJIHEHUA OpraHaMum BJ1aCcTun

M yNoJIHOMOYEeHHbIMU OpraHn3aunamm
TpeboBaHui CTaHgapTa.

Ponb B peanusauuu Ponb B peanusauuun
KJSINEeHTOLeHTPUYHOro noaxona KJINEeHTOLLeHTPUYHOro noaxona
p OnpepeneHune XM3HEHHbIX CUTyaL i1 p BoinonHeHune dyHkUMn onepaTopa peecTpa
[NS BHEAPEHUS KIIMEHTOLLEHTPUYHOIO XWN3HEHHbIX CUTYaLUn
nopxopa B rocyfapCTBEHHOM
W MyHULIMNANbHOM yrnpaBneHnm B Conposoxpetve Gopmnposahus
KpoccdhyHKLIMOHaNbHbIX KOMaHp,
P VYrBepxaeHue nnaHoB No BHeApPEHMIO W3 NpepacTaBuUTESIEN OPraHoOB BNacTw,
KNMEHTOLLEHTPUYHOIO nogxoaa YMOSIHOMOYEHHbIX OpraHusauni,

pa3paboT4MKOB NPOTOTUMOB yCNyr

P DopmuposaHue ons peanusaunm NnaHos 1 CEPBICOB, MHBIX SKCMEPTOB

Kpocc-dpyHKLUMOHaNbHbIX KOMaHA,
p BbigBneHue n nsydeHune notpebHocTen

P O6ecneyeHune peannsaumm nnaHos T A e

Mo BHE4PEHM IO KITMEHTOLEHTPUYHOIO
nogxopa Pp PaspaboTka n NOCTOgHHOE yny4lleHne
pykoBOoACTB NO KIIMEHTOUEHTPUYHOMY
AN3alHy 1 NPOTOTUMNWPOBAHWIO YCNyr
M CEpBUCOB

P O6ecnedeHne KOHTPONS QOCTUXEHMS
rnokasaTenen KITMeHTOLUEeHTPNYHOCTU

P TecTuposaHue Ha LeneBbiX ayAUTOPUSX
MPOTOTUMOB YCIYr U CEPBUCOB
MPUOPUTETHBIX XNU3HEHHbIX CUTYyaLUn
00 UX BBOOA B 3KCMyaTaLMio B paMKax
cneunanmaMpoBaHHOro NnogpasneneHns
«JlabopaTopus Nonb30BaTENbCKOIro
TecTUpoBaHUS»

p [lpuopuTeTHble XM3HEHHble CUTyaLmnm
onpepenstoTcs [NpoekTHbIM oducom

exerofHo
P MOHUTOPUHT yAOBA-TW KIIMEHTOB
p KoHcynbTuposaHue no Bonpocam

BHegpeHUda KIMMMeHTOUEeHTPMNYHOIro nogxona



E Tpe6oBaHUS K BbISIBJIEHUIO U U3YHEHUIO NOTPpe6HOCTEeN KIMEHTOB

«/ OcHoBbIBaTbCSa Ha O6BEKTUBHbIX AaHHbIX

«/ YuuTbiBaTb 0OCOBEHHOCTU U HABbIKM KaXg0M rpynnbl KIIMEHTOB
v/ MoowpaTb o6paTHYO CBA3b CO CTOPOHbI KJIMEHTOB

«/ PasbdcHaTb knMeHTaM pesynbTaThl NpoBeAeHHbIX paboT
STanbl
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CermeHTauus KJIMEHTOB

OTHeceHMe N3yYeHHbIX FPYMn KIIMEHTOB K XU3HEeHHbIM cuTyauunam (KC) n npodpunsm
KJIVEHTCKOIO CEerMeHTa

C60p cBegeHUN o0 KJIINMeHTCKOM onbiTe

Nay4yaeTca nctopmsa B3aMMogencTems KIIMEHTOB C rOCYAapCcTBOM, GOpMUPYIOTCS
M NPOBEPSIOTCS MMMNOTe3bl O KIIMEHTCKOM OnMbITe

Paspa6oTka (akTyanusauus) KapT KJIMEHTCKUX NyTewn

KapTbl copnepxaT: onncaHue XC, onmcaHue npoduns KIIMEHTCKOrO CErMeHTa, TUMoBble
NnoTPeBHOCTU KNMEHTa, AeNCTBUS KIIMeHTa OT MOMEeHTa BO3HUKHOBEHUS NoTpeBGHOCTewN

0,0 MOMEHTa UX YO,0BMeTBOPEHUS, BUAbI (TUMbl) NOYHYEHHbIX KITMEHTAMU YCIyr U CEPBUCOB,
TOYKWN B3aUMOLENCTBUS C OpraHaMm BNnacTu 1 YNOJIHOMOYEHHbIMU OpraHMU3aLmnsamu,
No3UTUBHbIE HabnOEeHUS U TUMNoBble Npo6neMbl

MpuHaTUE pelieHuin No UToraM N3yvyeHusd noTpebHocTen KJINEHTOB

p OnpepeneHve NPUOPUTETHbIX ANS YAOBIETBOPEHNS NOTPEBHOCTeN 1 peLueHns
BbISIBNIEHHbIX NPo6aeM rpynnbl KIIMEHTOB

P Pa3spaboTka peKoMeHZaLuui No NoBbILLEHMIO KaYecTBa KJIMEHTCKOro onbiTa

’ [JoBeneHve 0o KJIMEHTOB pe3ynbTaToOB BbIFABI€HUA U N3YyHEHUA UX ﬂOTpe6HOCTeﬁ

Kakue TunoBble NOTpe6HOCTHU BbIAENAIOTCH, U3y4HaloTCA
M aKkTyanusupyrrtca?
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MoTpebHOCTH, KOTOPbIE MOTYT YOOB/ETBOPSATLCS MyTEM NPeaoCTaBNeHUs yCnyr

1 CEepBUCOB B COOTBETCTBMU C TpeboBaHuamu CtaHgapTa. g Taknx notpebHocTen
paspabaTbiBalOTCH U (UNN) aKTyanm3npyoTCs KJIMEHTCKUE cueHapumn, obecrnedmsatoLme
fecLlOBHOE B3aUMOYBS3aHHOE MPOXOXAeHWe KITMEHTCKOro nyTu

MoTpebHOCTU, B OTHOLLEHNM KOTOPbIX BefeTcs paboTa No UX YAOBNETBOPEHMUIO 3a cHET
NpPoeKTUPOBaHNS/PENHXNHUPUHIA YCIYT U CEPBUCOB B COOTBETCTBUM C TpeboBaHMGIMU
CranpgapTa. [1ng Taknx noTpebHOoCTe NPoeKTUPYIOTCI/PENHXNHUPYIOTCS YCIyrn

M cepBUCHI






