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POCCUUCKAY DPENERPALINS
OPNOBCKAS OBNACTE I
ABMUHUCTPALIMS NMBEHCKOMO PA/IOHA

HOCTAHOBJ'HEHM;E

Q)OCQ 2025 ropa

Ne 550
I JnBHbI
06 YTBepXaeHuy nopsiaka Perynaproro cbopa u
aHanusa obpatHori CBA3K
OT  BHeWMux y BHYTPEHHMX KnueHtos g

aAMVHUCTPa LUK InBenckoro PaiioHa Opnosckop
0bnactn

AeATensHoCcTL OpraHos MecTtHoro CamoynpasneHus aOMNHNCTpaLmy JneeHckorg paroHa
Opnoscko obnactu un s CoocTBECTBUY o cbegepaanbJM npoekTom «J ocynapcTee ans

noaen», pacnopsixeHunenm MpaBuTenscrea Poceniicko qbe,qepaumm OT 6 okTsbps 2021
roga Ne 2816-p «0O6 yTBEePXAEHUN NePeYHa uHuunaTUR counansHo - SKOHOMUYeckoro

B uensx BHEAPeHUs  mpuHumnos W CTanpaptos KIINeHTOUeHTPMYHOCTY g

1. YreepauTs nopsgok perynapHoro cbopa aHanusa obpartHoii CBS3U

NPUNOXEHMIO.

2. Ynpasneuuio opraHM:aauMOHHoM, KOHTPOMbHOW i KadpoBon  paBory
aAMUHNCTPaUMN IveeHckoro palioHa Opnosckop obnactu obecneupTs, oBHapogosanne
(ocbnumansHoe Oﬂy6ﬂMKOBaHM6) HacTodlero NOCTaHOBNEHNS B rasere «flusexckum Kpan»
W Ha odmumansHowm canTe AOMUHUCTPaLMY Jlusenckoro pavoHa Oprosckop obnacTu s
MquopMaLMOHHo-TeneKommyHMKauMOHHoﬁ Ccetn «MHTepHeT» (https:/iwww. adm-livr.ru).

3. Hactosuee NOCTaHOBNEeHNe BCTynaeT B cuny nocne €ro obHapoaoeanug i
pPacnpocTpaHaercs Ha NPaBoOTHOWEHNS, BO3HUK Brycta 2025 roga.

4. KoHTponb 33 nenonkeHnem H NOPAXKEHUS  BOZMOMUTL Ha
samecTTens rnagp, aAMUHUCTPaL UK NneeHckoro palioHg o CoUManLHo-sKkoHOMUYECKImM
BOMpocam :

[maea paiiona AMN. Wonoxos




Mpunoxenne nocTaHoBREHIO
BAMUHUCTPALIY NMiuBeHcKoro paiiona
ot} ae&ug A& 2025 roga No H8()

MOPANOK
PerynsapHoro c6opa u aHanuza oGpaTHoii CBSA3M OT BHeWHuX
N BHYTPeHHUX kNuenToR B aAMUHUCTPaLUK
TuBeHckoro paiona Opnogckois obnactu

1. Obwue NOnoxeHus

HacToawumi Mopsapox PerynspHoro cbopa u aHanusa obpaTHop CBA3Y
OT BHeWHux u BHYTPEHHUX  KknueHTOR B aAMuHuCTpaLyuy lusenckoro paiioHa
Opnosckoi obnacru (danee — Mopsinok. A;;MMHMCTpau,m COOTBETCTBEHHO)
Onpenenser obuwme NOAXOABI M Hanpasnenys no cbopy u aHanmay obpaTHoit cegsy or
BHELIHUX 1 BHYTpeHHux KNueHTos B Ap,MMHMCTpauMM W 'paspabotaH B pensx

BHeApeHus NPUHLUKNOB 1 CTaHgapros mmeHToueHTpquojcm B OeATensHocTs
AﬂMMHMCTpauMM.

2 Wcnonbayempre TEPMUHBI U onpesenenus

Ans  yenei HacTosWero Mopspka Cnonbsylotes  cneayrowme TEPMUHBI
v NOHATUS:

nossonsitoLmne NPoBOANTE  cBop obpatHoli  cesan (unw) OLUBHKY  YpOBHS
YAOBNETBOPEHHOCTY KINEHTOoB, B ToM Ynene BHYTPEHHNX,

KﬂMeHTOLLGHTpMHHOCTb —  KOHUenuus rocygapcreseHHoro yrnpasneHus,
OPVMEHTUPOBaHHas Ha NOCTOAHHOE COBEPLUEHCTBOBaHNe npoLeccosr YAOBNeTBopeHus
NOTPedHOCTEN KNneHTa H& OCHOBE HenpepbisHoro ISYHEHUS KNeHTCKOro onbiTa.

KnneHT (BHELUHWMIA KIMEHT 1 BHyTpeHHMn KMUeHT) - tbnanveckoe
nnu wpuanyeckoe nnyo, BsaumoaeicTayouiee A,E{MMHMCTpaL[MeFI CaMoCTOATENbHO
W Hepes  ynomHomoveHHoro NpeacTasutens ¢ uenbio YAQBNETBOPERUsT cBOWX
noTpebHocTen nnu xe B3anmogencTeyioLee
¢ AOMWHUCTpaumeli n YNONHOMOYEHHbIMK Oprakusaumamu npu OCyllecTBneHuy
hyHKLUMM AﬂMMHMCTpaLLMM.

BHewwHui KnueHt  — rpaxkgaHe Poccuiickon benepaumn, nvya
Bes "PaXOAHCTBA, nuua ¢ aRoIHLM TPAXKOAHCTBOM, MHOCTpaHHbIe rpaxgaxe, B Tom
HUCne camosaHaTbie, MHANBUAYANbHBIe MPEANPUHNMaTENY, o6begnHeHNs rpaxaad, He
SAPEerucTpUpoBaHHble g Ka4ectese  topuanyeckux nnd,  opuaryeckue nunya,
roCYAapcTBeHHbie rpaxaanckme M MYHUUMNANsHbIe ChyXaluve vHelx opraHos BnacTu u
OpraHoB  mMecTHoro CamoynpasneHus, COTRYLOHUKN | GlomKeTHbIX yyapexaeHun u
Oopranusaymi,

BHYTpeHHuI; KMUEHT —  paBoTHuk n (nnn) COTPYAHUK AAMUHMCTPaLMY

Kak HenocpeacTeeHHo SaﬂeﬁCTBOBaHHble B npeaocrasnaeHmm yenyr wu cepBucos

AOMUHUCTPaLMY nnu YNONMHOMOYeHHO ) opraHnsalium
nnn ocyulecTenenmu hyHKLMI ABMUHUCTPaLMY vy YNOHOMOYEHHOI OopraHusauum,
Tak n obecneunsaiowme ACATENBHOCTL BCEN AﬂMMHMCTpaLMM

MNU YnonHomoveHHoj OPraHusaumn, seinonHenne ee DYHKUNN, B pamkax npoueccos,



OHnanin onpoc — METon  cbopa UHopMaLmy, NPEAYCMaTPUBa O]
ViCnonb3oBaHye MchoprwauMOHHo—TeneKommyHMkauMOHHoﬁ CeTn  «UHTepHeTy,
C Uensto cbopa obpaTHol cryay oT PECNoHaeHTOB BHe 3@BACUMOCTI OT kaWarog
npenocTasneHns um MHpopmaLmn,

Odbnaiin onpoc -~ wmetop cbopa MHpopmaLmy, fpedycmatpuBaroLymiy
HenocpeacreerHoe f4HOe  B3aumopdeiicTaye C pecnoHgeHTamu, c Uensto cbopa
OT  HUX  oBpaTHomn CBA3K BHe SaBuCUMocCTN | oT KaHanos npegocraBneHus
UM nHbopmayuy,

PecroHgenT — NG, oT KoToporo cobupaiotcs panHbie.

Penmxunmpunr — _ AeaTensHocTs, OCHOBaHHas Ha MeToacnoruy
“  TexHonorusx, HanpaesneHHas  pg pecpopmwposaHme, NPOeKTUpoBaHue
Mnu NepenpoekTUpoBanme yenyr B uengx ONTUMUIaLK AeaTensHocTy
ABMUHUCTP ALY Ans obecneyenng CoOTBETCTBUS npegocTaensempx MYHUUUNanLHbIX

3. Opranuzayus CUCTeMbI cBopa u aHanusa obpatHoi cBsiay

Cucrema cOopa u ananuaa oBpaTHoll cBgan (nanee — Cucrema obpaTHon CBA3N)
ABNAeTCS VHCTPYMeHTOoM, HanpaBneHHbIM Ha OUEHKY KayecTsag B3aumogencteusg
KNneHTos ¢ AﬂMMHMCTpaumeﬁ “epes cbop, arperaumio n ananus CYOBEKTUBHBIX

npoueccos (rpynn npoueccos), OCYLeCTBNSeMbIX
B AﬂMMHMCTpauMM:

1) npegocrasnenme FOCYAaPCTBEHHBLIX uAK MYRVLMNansHeix yonyr (cepsucos);

2) BbINonHeHue hyHKUMI:

3) NpegocTasnenye MEP MyHUUMNansHoi NOAAEPKKN:

4) ocylwecTanenne MyHUUMNansbHoro KOHTpONs (Haasopa):

9) NpodunakTika HapyLUeHWA 06s3aTenbHbIX TpeboBaHu:

6) paccmoTpenne obpaleHuii 3anpocos:

B3auMogencrenem ¢ AﬂMMHMCTpauMGM B Pa@3BHbIX XXM3HEHNbIX CUTyauusx;

2)  BbISBREeHue npobnem, npeTeHani («Boneity) npu  B3aumogercTemy
C KnueHTamu, paspaBoTka MEp no ux ycTpaHeHmio u HanpasneHHbIx Ha NoBbILLeHKe
YAOBNeTBopeHHocTY KMMEHTOB;

3) paspaboTka u KOHTpons peanuzayuy TPE0OBaHWIT K NoBbILLEHMIO Ka4yecTsa



W OHnamH ONPOCOB, rny6UHHLIX VHTEpPBbIo, OKCNePTHLIX oLeHoK KOHTeHT-aHanusa
CPeAcTs mMaccoro VHbopMaLmy p CoUNanbHLIX ceTen, KaYecTBeHHoro aHanusa
oBpalLleHuy; rpaxgaH s COOTBETCTBUN ¢ Mpasunamu npoBeaeHus MOHUTOPUHrg
Kayectea npegocTasnenns u cbopa o6paTHoj; CBA3U B OTHOLWEHNY FOCY/AapCTBEHHbIX
YCNyr u cepeucos g PamMkax oueHky YPOBHA mnx CooTBeTCcTRYS NMPUHUMNam ¢y
CTaHaapTtam KJ'IMGHTOL{EHTDW—IHOCTM, YTBEDXOEHHbIMY NpnKazom AHanuTuyeckoro
UeHTpa npu MNpaeutenscree Poceuiickoi Genepauun
OT 27 mapTa 2024 roga Ne 01-06/2703-0001.

Cbop oBpaTHoli  cBsay OCyllecTensieTcas  go BCEX  kaHanax CBSA3WY,
B KOTOpBbIX npouncxogut B3aumogelictene ¢ KNUeHTOmM (OHnaﬁH»KaHanax: MOBUNbHOE
MPUNoXeHue, opnLUManbHbI cait, coumansuasg CETb, MecceHpkep, KOHCYNbTaLUWoOHHag

Mpu HeobxoaumocTy MOCTOSHHLIA cBop 00paTHON casau MOXeT ObiTh AononHen
pasosbiM cHopom (Hanpmmep, C Uenklo Gonee noapobHoro ncenenosaHug npodnem,

nenonbL3oBaHmun nonyyeHHon o KNWeHTa  oBpaTHoj CBA3N,  nepuoguuHocTs
PasmeleHus, KPUTEePUM u nepeyens WHOpMaUmMY, He pasMellaemoln g obLem
AOCTyne,

Ha opuLUMansHom cante AﬂMMHMCTpauMM Cosfjaetcst pasgen «ObpaTtHag
CBS3b», NocpeacTsom KOTOporo obecneunsaercy:

1) npuem obpatyeHnii (@na  nogauu obpalyeHuii, Xanod, npeanoxennii
B pasgene cosparores SNEKTPOHHbIe hopmbl 1 obecneynsaetes aBTOMaTnyeckoe
Hanpaesnedue SaNOMHeHHbIX dhopm B A,B,MMHMCTpaLlM}O),'

obpatHon cesan y MHBIX  MHTepaKTUBHBbIX dopm MHCTPYMEHTOSB, N03BoONSAmLLMX
NPOBOANTL Onpock) AHOHUMHO).

OTBeTCTBEHHbI 3a cbop u aHanus obpaTHoli casay onpepensercs noKaneHbIm
aKTom AﬂMMHMCTan,MM.

4. AHanus MHDopMaLmy NPUHATUE pelueHni

AHanus MHOpPMaL My NPOBOANTCA ¢ Uenbio BLIABNEHUs Kkak oblyero YPOBHS
YROBNETBOpEeHHoCTY YCIyYrom nnu VHbIM BUAOM B3anmMogeicraus,
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Tak 1 oTaenbHbIMY lapameTtpamu  Takore Bsavumogericteng ¢ BHYTPEHHUMY
1 BHELIHUM Y KNneHTamy.

Pesynbrars) cBopa  obpaTHoit CBA3W, | nonyyenHon N0 pesynsratam
neenegosanu (onpocos), nognexar obobLeHmo | n aHanusy ot 1 pasg g Mecsy
A0 1 pasa s KBapTan s S@BUCUMOCTY OT 0Bbemg cobupaemor oGpaTHoi casay.

OTACNLHBIX  cryyasy Mon  BhISBREHUY SHaHMTEHbHOFO Hucna  HeraTusHoi
oBpaTHoW CBASK, BbICOKOrO YPOBHS HeyﬂOBﬂeTBopeHHOCTM, KOHKpeTHbIX «Bonejiy
nposoauTcy AONONHUTENBHLI CKEKBaPTANbHLII c6op  obparHop CBSA3K
OT  KnueHTOoSs. Ans nposeaeHus AononHuTensHoro cbopa obpaTtHoli  ceg3p

MoHuUTOpUHF NOCTYNUBLLKX B A,qMMHMCTpaLlM}O obpatuenui n Kanob nposoauTes
Mo cnenyomm 0O beKTUBHBIM MeTpuKkam:

—  KOnuyecTtso obpaluenuii u Kanoo, NOCTYNUBLUMX o BCeM kaHanawm
B3aumopnelicreug ¢ YKasaHuem nonu no PasNnYHbIM KaHanam;

 ~ OCHOBHble NPUYUHb) oBpaLuenun:

- Konnyecreo obpaiyenns no TeMaThke (B COOTBETCTBUY
c r<nacc»1cpw<ampom);

— BPeMs oxupanus orteerg (Bpems, fpollefiiee ¢ momenTa PernucTpaymn

— Konhyecteo u»  popg YAOBNETBOPEHHbIX Kanod | (konuyecrso xanot
C MONOXNTENbHLIM PE3YNbTaToM pewenns Npobremsl n gong OT uucna Bcex
MOCTYNUBLLNX 33 KBapTan xano6);

— KOhmndecteo w pong HEYAOBNEeTBOPEHHbIX *anob (konmuyectso Xanog,
MONYYNBLIKX OTKa3, 1 AONA OT Yucna seex MOCTYNMBLLMX 35 KBapTan xano6).

Cbop MHDOPMauMKu no AaHHBIM  NokazaTengy BeaeTcs NOCTOSIHHO, aHanus

xanob PopMupyeTes “KapTa Goneii», B COOTBETCTBUN NPUNOXeHnem nopsagky
perynapHoro cbopa u aHanusa obpaTHo CBA3Y
OT BHELIHUX pn BHYTOEHHVMX KnueHTOR B aAMUHNCTpaLmu Jlueenckoro panoHa,,
NMPedcTasneHHbiv g NPUNOXeHUn K HacTosLLemy Mopsiaky, PaspabaTteiBaioTes
MEponpuaTus no PENHXUHUPUHFY, rOTOBATCA HoBble NHCTPYKTUBHbIE Matepnane agng
COTPYAHUMKOB U PasbACHeHns ans 3ansuTenen.

«KapTta Goneliy KnheHTa thopMupyeTey B paspeze Kaxnoro| fpolecca, KoTopbie

MOTYT  rpynnuposaThes (o Toyke obpaLyeHus, rpynne  npouecca:
Mo MyHUUMNAAbHbIM yenyram,  npepocrasnsemuim B SNEKTPOHHOM BuOe).
«bone  knuenray — 9TO He Tonkko Mpobriemel, | koTopuie KNWeHT  wucnbitan

NP B3aumonencTeny ¢ AﬂMMHMCTpauMeﬁ, HO N Te noTpebHocTy KNVeHTa, kotopele
ABMUHWCTPaLMS MOXET PeLInTs, nameHus HeKOTOopbIe npouecesl caosjs AeartensHocTy
(Hanpumep, co3naTh BONONHUTENbHbBI cepBuc, nepesecty ycnyry
B P&XUM npoaktusHoro MPeAoCTaBneHus).

Bee BhisBneHHbie «Bonu» nognexar BKAOYEHNIO B «kapTy Goneliy.

B «kapTe Gonerix OTpaXKaTcs:

— HauMeHoBaHue npouecca:

— BbIABNEHHbIE npoSneManoreHumaanbne NoTpebHoCTY KNUeHTOB:

~ PacnpocTpardeHHocTs npobneme!:

CANHULA usmepeHus n MEeTOL oLleHky B 38BUCMMOCTI oOT ocobeHHoCcTel ycnyru
Wik rHoro Bupga B3auMogencTsus:

- Heobxoaumele K peanunaayuu MeponpugTug (MeponpusaTus
O PEUHXUHNPNHTY);

~ OTBETCTBEHHBLII:



= CPOK peanmsaumw.

PesynbtaTe) aHanusa cobpanmop oBpatHoii ceasy Paccmatpugaiorcy g Lernsax
MPVHATUA  peluenps W ucnonsayiores ANA - NpoekTuposanus M PeUHXMHUPWHrA
MYyHUUMNEaNnbHBbIx YEOYr . pubix B1AOB B3aumogelicteusg (npouecooa)
B A,D,MMHMCTpaL[MM B LUeN19X nosbiweHps KavecTea knueHrckoro OnblTa ans:

— CO3gaHus unp AopaboTtky npoueccos| npedocrasneHus (MCHOﬂHeHMﬂ)
FOCYapCTBEHHbIX 1 (nnu) MYHULMNanbHBIx yenyr (cpymkumin);

— CO034aHus  uny AopaboTku noacucrem, CepBUCOB pn KOMMOHeHTOB
odULUMansLHoro canTa, MHCbOpMQL{MOHHb!X cucrem A,ﬂ,MMHMCTpaLlMM;

NHPOPMALUOHHBIX CUCTEM:

—  TOAroToBKK npeanoxenun  of N3meHeHun HOpMaTnBHo-npaBosoro
Perynuposanug nopsaka npefocraeneHus (MCHOHHGHMH) rOCY0apCTBEHNbIX
n (nnun) MYHUUMNanLHbIx yenyr (cbyHkumii, npoueccos);

- NPUHATKS " U3MeHeHus MYHULUNaNbHBIX NMPaBoBbIX  akTom
v (WNn) NpaBoBbIx aKToB Aﬂ,MMHMCTpaLMH.

3. OcoBeHHocTy cbopa BHYTpeHHew 0BpaTHoil cesay

Cucrema obpaTHol cesgay BKMtOYaeT B cefg cbop  o6paTHoj; CBSA3K
OT BHYTPEHHUX KnneHTOoR.

Lenbio cbopa  Takoi; obpatHol  cesay ABNAETCA  oueHka YPOBHS
YAOBNETBOPEHHOCTY COTPYAHUKOB PASNUYHBEIMN  acnekTamy AeATensHocTy
ABMUHUCTP ALY ATA NOBLILLEHNS YpoBHS ee KIMUEHTOLEHTPUYHOCTY,

Ans  ouenku YPOBHS YAOBNeTBopeHHocTY PASNNYHLIMKU  acnekTamuy
AEATENLHOCTN AﬂMMHMCTpaLlMM PaspabaTeiBacTey Cheunannznposanyej
VHCTPYMeHTapuii g COoOTBETCTBUY ¢ PopmMoii Ne 1 NpunoXxenng 5 g NpaBunam
npoBeaeHus MOHUTOpUHra KkauecTea npefocrasnenus pn cbopa obparyoir CBSI3U
B OTHOWeHuy FOCYAaPCTBEHHbIX YCnyr u cepsucos g Pamkax oueHkn yposns
X CooTBEeTCTBUS npyvHUMNam u CTaHdapTam KNWEHToUeHTpuYHOCTY, YTBEPXKOEHHBIM
APWKasom AHanuTuyeckoro UeHTpa npwu MpaeuTenscTre Poccuiickoir ®enepayuu o1 27
MapTta 2024 roga Ne O1~06f2703-0001, KOTOPbIN  pasmellaeTcy Ha EHYTPEeHHuX
pecypcax ABRMUHUCTpaLmn Win  paccelnaeTes COTpYOHMKam ABMUHVCTPaL MY
nocpeacTasom SNEKTPOHHON noyTe|

— CKOPOCTBIO 1 kavecTrOM paccmoTpeHuy 3anpocos pu oBpaLyeHus
B kadposyto cnyx6y:

B pamkax CUCTEMBI BHYTpeHHel obpaTHoil cesay EXeKkBapTansHo cobupaiorcy
AaHHble 06 yposHe YAOBNETBOPEHHOCTY BHYTPEHHUX KnneHTOR,



MNeprnoanynocTs BHEOYePeaHbIX  onpocos paboTHukos yCTaHaBnueaeTcs
noKanbHbIM akTom ABMUHMCTR ALY,

BHyTpeHHue KIIMEHTSE Bripase  octasyTe obpaTHylo cesaw MHUUMAaTURHO
N aHOHUMHO.

6. 3aknmquTeanbre nonoxexnus

Monydennas o6parhag CBA3L Vcnonbayetcy:

— NP1 BHeapeHuy KIMMeHToUeHTpnYHOrO NoAxona B pamkax PEVNHXUHUPUHra
npoueccos ang YaydlleHns KNWEeHTCKoro onbITa;

= NP oueHke Pe€3yneTata nonuoro BHeApeHus PENHXUHMpUHra g Uensix
BbiABNeHuns BO3MOMKHbIX OTKMOHeHU oT 0bpasa Heneeoro cocrosiHug npouecca,
B OTHOWEHWK KOTOporo OCyLlecTBnsancs PEURKUHUP UK

— NpPW  nogrotoske NPEANnOXeHnn of V3MEeHeHny MEXKBELIOMCTBEHHbIX
fpoueccos, BkAtoyas V3MEeHeHus B HOPMaTVBHbIE NpaBoble OOKYMEHTH!.
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