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MPAXIOAH MNP MOCEWEHNN YUYPEXAEHN



1 OBLUME MNONOXXEHWNA

11 HacTtoAwaa WHCTPYKUMA onpedenseT npaswunia noBefeHWa coTpyaHMKOB MBY «LICOH»
npy NPeLoCTaBIeHNN YCIYTr UHBANUAAM (MHBIM KaTeropysm ManioMOOW/IbHBIX TPadKaaH).

12. 'HBanMg - MU0, KOTOPOE MMeeT HapyLleHve 340p0BbA CO CTOMKMM pPacCTpOMCTBOM
(hyHKUMIA opraHu3ma, 0O6YC/IOB/IEHHOe 3ab0/1eBaHMAMM, MOCNEACTBUSMM  TpaBM WK
fedektamMn, NPUBOAALLEE K  OrpaHUYEHWMIO  XXKU3HELEeATeNbHOCTM U Bbi3blBatoLLee
HEO6XO4MMOCTb €ro COLMaNbHON 3alnThl.

13. ManomobunbHMC rpaxgaHe (MIM) - 310 rpaxgaHe, WUCMbITbIBAOLWME 3aTPYAHEHUS NpU
CaMOCTOATE/IbHOM MEePeABVIKEHNUM, MOMYYEHUN YCNYTW, HeO6XOAUMOW MHopMaun Wi
Mpu OPVEHTMPOBAHWM B MPOCTPaHCTBE (NHOAM C BPEMEHHbLIM HapyLLEHVEM 340POBbS,
GepeMeHHbIe XXEHLLUHbI, NII0AM CTapLuMX /03pacToB, C AETCKUMU KOMIICKaMKU U T.M.).

14. NHCTpyKums paspaboTaHa B COOTBETCTBUMM C PefiepasibHbIM 3akKoHOM OT 01.12.2014 ropa
No419-®P3 «O BHeCeHWN W3MEHEHWIA B OTAe/lbHble 3aKOHOAaTe/bHble aKTbl POCCUMIACKON
Pefepaumy Mo BOMPOCaM COLMANbHOM 3alyThbl MHBA/IMAOB B CBA3N C paTU(MKaLmen
KOHBEHLMW O npaBax WUHBAIMLOB.

15. iHcTpyKuma pa3pabotaHa B Lensx o6ecrnevyeHuss [OCTyna WHBaMZOB K Yycnyram W
00beKTaM, Ha KOTOPbIX OHW MNPefOCTaBNANOTCS, OKasaHWs Mpy 3TOM  Heo6XOAWMON
MOMOLLY, & TaKkXKe Npu HenocpeACTBEHHOM OKa3aHWK YCnyr UHBa/IMAaM.

1.6. TpeboBaHMA K YPOBHIO NOATOTOBKM MepCoHana:

@) 3HaHWe TMOHATUA «AOCTYNHas cpeja AN  WHBa/IMAOB» W OCHOBHbIX TpeGoBaHWi
[OCTYNHOCT O6BLEKTOB W YCAyr AN  MaJloMOOGWU/bHLIX — FpaXaaH; OCHOBHbIX  BWAOB
apXUTEKTYPHbIX,  UH(OPMALMOHHLIX M CUTYaUMOHHbIX  6apbepoB,  MPENATCTBYHOLMX
nonyyeHMo ycnyr wvHsasmpamn (MID) HapaBHe C APYrUMK MLaMy, a TakkKe BO3MOXHbIX
CMoco60B WX YCTPaHeHWs B 3aBUCMMOCTW OT KaTeropum UHBaIMAHOCTY;

6) ocBefOMMIEHHOCTL O MepeyHe MpefoCTaBNseMbIX YCyr B OpraHusauumuv; dgopmax u
nopsiaKe MpefocTasnieHns yenyr (B opraHv3aLmu, Ha JOMY, 3/1eKTPOHHO U AUCTaHLMOHHO);

B) MH(OPMUPOBAHHOCTL O  CreyuasibHoM  (BCNoMoraTeslbHOM) — 060pyAoBaHUM 1
NPUCNOCOBMEHMAX AN WHBAIMLO0B, UMEIOLLMXCA B PACMOPSHKEHUN  YUPEXAEHUS, HaIMumn
[OCTyNa K HAM, NopsfKke vxX aKcnyataumm (BKo4Yas TpeboBaHms 6e30nacHOCTH);

T) 03HaKOM/ieHMe C MOPAAKOM 3BaKyauun rpaxaaH Ha 06bekTe, B TOM YWC/e, B TOM 4ucre
MaJIOMOGU/bHbLIX, B 3KCTPEHHbIX CyYasX U Ype3BblHaiHbIX CUTYaUUsX;

[) Hanmyve pa3paboTaHHbIX MpaBW  B3aMMOLENCTBUS COTPYAHUKOB  YUPEXAeHWUs Mpu
npegoctasneHnn ycnyr nasanugy (Mr).

2 OBWWME MNMPABUJIA STUKETA

2.1. OG6pauleHne K 4Yenoseky, npu BCTpeye obpawjaiTeCcb C WHBAINMAOM BEXIMBO U
YB&XWTE/IbHO, BrMO/IHE ECTECTBEHHO MOXaTb WHBaMAY PyKy. Korga Bbl pasroBapriBaeTe C
MHBaMAOM NO6GOIN  KaTeropuu, o6pallainTecb HEMOCPeACTBEHHO K HeMy, a He K
COMNPOBOXJAKOLWEMY WM CypAONepeBOAUMKY, KOTOpble NPUCYTCTBYIOT MpY pa3roBope.

2.2. AJeKBaTHOCTb MBEXKNMBOCTL', OTHOCUTECH K APYromy 4enoBeKky, Kak K C
TOYHO TaKXkKe ero yBaailTe - W TOr4a OKasaHWe YCyrn B yupeXxaeHun u obLieHve 6yayT

3 PeKTUBHLIMU.

2.3. HasbiBaiiTe cebs v BKOrJa Bbl BCTPEYAETECh C YE/IOBEKOM, KOTOPbIN M
WX COBCEM He BMAMUT, 0653aTeNlbHO HasblBaWTe cebs 1 Tex oAel, KOTopble MPULLAM C BaMW.

Ecnm y Bac o6wias 6ecefa B rpynne, He 3abblBaiiTe MOSCHUTb, K KOMY B AaHHbIi MOMEHT Bbl
obpalLaeTecb 1 Ha3BaTb Cebs.

2.4. MMpepno>KeHve H@EC/IN Bbl NpeAaraeTe NOMOLLb, XKAUTe, NOoKa eé NpumyT, a 3al
crnpawvBainiTe, YTO W KakK [efaTb;, BCerga mnpegiaraite MOMOLb, €C/IM HY)XXKHO OTKPbITb
TSOKENYH [BEpb WM 060NTU NPensTCTBYE.



2.5. ObecneyeHne AOCTYNHOCTW yCayr: BCerja NMYHO ybexxaaiTech B JOCTYNHOCTW MECT, rae
NpeAyCMOTPEHO OKasaHWe YCnyr W Mpuém rpakaaH. 3apaHee MOVHTEPECYWTECh, KakuMe MOryT
BO3HWKHYTb NPOo6aeMbl UK 6apbepbl Y Kak UX MOXHO YCTPaHWUTb.

2.6. ObpalleHne C KpecnoM-KONACKOW: WHBa/MAHaA KOMACKa - 3TO 4acTb HenpuKacaemoro
MPOCTPaHCTBa Ye/I0BEKA, KOTOPbIN €€ MCcnonb3yeT. He 06/10kaumMBainTech Ha Heé 1 He TOMKailTe.
HayaTb kaTuUTb KOMACKy 6e3 corfiacus MHBa/MAa - TO XKe caMOe, YTO CXBaTUTb W MOHECTU
yenoBeka 6e3 ero paspelleHus. Ecnm Bac NonpocunM NOMoYb YesioBeKy, MepeaBuratoLleMycs
Ha KOMACKe, CHayana kKatute eé MednieHHo. Konsicka ObICTPO HabupaeT CKOpoCTb, W
HEOXXMAAHHbIN TOMYOK MOXXET MPUBECTUN K NOTEpe paBHOBECKS

2.7. BHMMaTeNbHOCTb W TepnenMBoCTb: KOrda Bbl pa3roBapuBaeTe C  YeNOBEKOM,
NCMbITHIBAIOLLMM TPYAHOCTW B OOLLEHUM, CNyLUaiTe ero BHMUMaTeNbHO, byabTe Teprienwssbl,
XOMTe, KOrfa 4enoBeK caM 3akOHYMT (hpasy. He mnonpaBnsiiTe ero u He AOroBapuBaiiTe 3a
Hero. oBTOpWTE, YTO Bbl MOHS/M, 3TO MOMOXET YeNI0BEKY OTBETUTL BaM, a BaM - MOHSATb €ro.
2.8. Pacnono>keHveans Gecedbl: KOrga Bbl FOBOPUTE C  YeNOBEKOM, MO/b3YHOLLMMCA
VHB/IMAHON KOMSCKON WM KOCTLIIAAMKM, PacroNOXMTECh TaK YTOObI BalUM M ero rnasa obiin Ha
OAHOM YpOBHe, TOorga Bam OyeT fierye pasroBapuBaTtb. PasroBapuBas C TeMW, KTO MOXET
yuTaTb MO rybam, pacrnofioXXMTECh TaK, YTOObl Ha Bac Mafan CBET, M Bac 6Gbl10 XOPOLUO BUAHO.
2.9. MpuBneYeHne BHUMaHNA YenoBeKa: YToObl MPUBMeYb BHUMaHWE YesioBeKa, KOTOpPbIN M/1I0X0
CNbILLUMT, MOMALUMTe eMy PYKOW WaWM noxnonavite no nnedy. CMOTpUTe emy MpsIMO B r/1asa U
rOBOpUTE YETKO, HO MMeliTe B BMAY, YTO HEe BCE /I0AM, KOTOPbIE NIOXO0 C/bIWAT, MOTYT YMTaTh
no ry6am.

3. COMPOBOXXAEHWME NHBATNAOB (MIN) HA MPUEME B YUPEXAEHVN N
NP1 OKASAHN M YCIYT

31 VHBanMaam OKasblBaeTCsl He06X0AMMasi MOMOLLb MPU BXOAE B 3AaHUe (BbIXOAE W3 3[aHUs),
cAade BepxHel ofiex bl B rapaepos, NonyyYeH 1 oaeBaHUN BEPXHE 0aeX[bl.

3.2 B nepBooyepegHOM MOPsSAKE YTOYHSETCS, B Kako/ MOMOLUM HYXAaeTcs WHBaIMA, LEenb
MOCELLEHNS, HEOBX0AMMOCTb COMPOBOXKAEHMS.

3.3. ina obecneyveHns LOCTyna WMHBaIMAOB K ycayram Crieuuanncty npu npuéme vHBaMpa B
YUPEXAEHN He06X0ANMO:

a) pacckasaTb MHBaIMAY 00 OCOOEHHOCTAX 3AaHUSA YUPEXAEHNS;

- KONIMYECTBE 3TaXKel, Haimummn NGToB, MOPYUHEN, APYrMX MPUCNOCOBNEHNIA 1 YCTPOWCTB A/1a
VHB/IMAOB NPUMEHUTENIbHO K ero (DYHKUMOHA/IbHLIM OrpaHNYeHUsAM;

- PacmnoniOXXeHUM CaHUTapHbIX KOMHAT, BO3MOXHbIX MPEnATCTBUSAX Ha NyTW U T.4.;

- HEOOXOAUMbIX A1 OKa3aHMA YCNYrn CTPYKTYPHbIX MOAPa3feNeHnsX YUpeXxaeHus U MecTtax
WX PacrnofioKeHVs B 3[4aHWMKN, B KaKOM KabMHETe M K KOMy 06paTUTbCs M0 BOMpOCaM, KOTOpble
MOrYT BO3HVKHYTb B XOA€ MPeAoCTaB/EHUs YCAYrK;

6) NO3HaKOMWUTb MHBa/IMAA CO BCEMW CreupanucTamu, 3afenCcTBOBaHHbIMM B paboTe C HUM,
/INYHO, MPEeACTaBMB MO (haMWIMKU, WMEHU W OTYECTBY CheumanncTa v UHBaMga Apyr Apyry.
NHhopMmnpoBaTb, K KOMY OH AO/MKEH 06PAaTUTLCA BO BCEX Cy4asX BOSHUKAMOLIMX 3aTpyAHEHWIA;
B) NPV OKa3aHUM YCNYrn B YUPEXOEHUN YETKO PasbsaCHWUTL rpafmk OKasaHWs ycnyru (BblaaTb
pacnmcaHve npuéma rpaxgaH, 3anucatb Ha SIMCT BpeMs WM MeCTO OKasaHus yciayrm u T.4.),
MoKasaTb HY)XXHbIi KabGWHET, aKLEHTMPOBAB BHVMMaHMe Ha MyTb MO YUPEXAEHUIO OT BX0Aa A0
KabuHeTa, Npy HEOOXOAMMOCTM COMPOBOAWTbL A0 MeCTa OKasaHWUs YCnyru;

r) o6ecneynTb LOMYCK B 34aHMe COBaKM-MOBOAbIPS, CONPOBOXAAIOLLEN UHBANMAA MO 3PEHUIO.

3.4. Oco6eHHOCTY OBLLEHNS C MHBAIMAAMM, VMEOLLWIMUA HapYLLEHWE 3PEHWSI UMK HE3PSUUMM:
- OkasblBasi MOMOLLb He3psueMy YefioBeKy, HanpaBnsiiTe ero, He CTUCKMBas €ro pyky, uaute
TaK, Kak Bbl 00bIYHO X0AMTe. Ha HYy>XHO XBaTaTb C/EMOro YefioBeKa W TalMTb €ro 3a COGOA.



ECnn Bbl 3aMETW/N, YTO HE3PAYMIA YenoBeK COUNCA C MapLUpyTa, He YNpasnsiTe ero ABMKEHVEM
Ha PaccTosHWUW, MOAONAUTE Y NOMOTUTE BbIOPATLCA HA HYXXHBbIV MYTb.

- OnuwnTe KpaTko, rae Bbl HAXoauTech. MpedynpexxpaiTe 0 NPensTCTBUAX: CTYMeHsX, JyXax,
AMax, HU3KUX MNPUTONOKax, Tpybax w T.N. Mcnonb3yinte pasbl, XapakTepusytoLime LBeT,
PacCTOsIHME, OKPY>KatoLLyH 06CTaHOBKY.

- He komaHAyViTe, He TporaiTe, He UrpaiTe ¢ CO6aKoN-NOBOABLIPEM.

- Ecrm Bbl cobupaeTech uMTaTh He3psdeMy YesioBeKy, CHadvana npepyrnpeavTe ero 06 3ToM.
FoBOpUTe 0O6bIYHLIM [OM0COM. Korga Hespsaunin  YenoBeK [O/DKEH MOAMUCaTb [OKYMEHT,
npoumnTaiTe ero 06s3aTeNlbHO NOMHOCTLIO. VIHBa/IMAHOCTL He OCBOGOXKAAET C/IeMoro YesioBeka
OT OTBETCTBEHHOCTM, 00YC/MOB/IEHHOIN 3aKOHOA4ATE/IbCTBOM.

- Korpa Bbl npefnaraete He3psyeMy Ye/lOBEKY CECTb, He YCaXKMBaiTe ero, a HanpasbTe ero pyky
Ha CNWHKY CTy/sa WM MOANOKOTHWMK. He BOAUTE MO MOBEPXHOCTM €ro pyKy, a fJaite emy
BO3MOXHOCTb CBOGOAHO MOTpOraTb MpeaMer.

- Korpa Bbl 06L1aeTech C rpynmnoi Hespsumx NoAei, He 3abbliBaliTe KaKablii pa3 HasblBaTb TOrO,
K KOMy 06paLLaeTech.

- He 3actaBnsiite Bawero cobecegHuKa obpawiatbCs B MycToTy. ECnmM Bbl nepemeLlaeTech,
npeaynpeauTe ero 06 3ToMm.

- M36eraiite pacnnbiBYaTbiX ONPeAeNieHniA N UHCTPYKLMWIA, KOTOopble 06bIYHO COMPOBOXAAIOTCS
YKectamu, cTapanTecb ObITb TOUHLIMU B OMNpPeaeneHusX.

- OkasblBasi MOMOLLb He3psiueMy, ABWraiTecb He TOPOMsACb, NPU CAyCKe WM Mogbeéme Mo
CTYMeHsM BeuTe He3psYero nepreHAMKynsapHo K HAM. He fenaite pbIBKOB, Pe3KMX ABUKEHWIA.
Mpefynpexaainte 0 NPensaTCTBUSX.

3.5. Ocob6eHHOCTY 06LEHNs C MHBAIMAAMU, UMEIOLLMMIN HapyLLEHNe Cyxa:

- PasroBapvBasi C 4eNOBEKOM, Y KOTOPOro MOXOA CAyX, CMOTpUTE MpPsSMO Ha Hero. He
3aTEMHSINTE CBOE NMLO WM He 3aropakuBaiTe ero pykamu, BOMOCAaMU WM KakUMW - NGO
npegmeTamy. Bawl cobecegHVK [O/MKEH MMETb BO3MOXHOCTb C/ieMTb 3a BbIPaXXEHWEM BalLLEero
nmua.

- CyLuecTByeT HECKO/IbKO TWMOB W CTeneHeil rnyxotbl. COOTBETCTBEHHO, CYLLECTBYET MHOrO
CnocoboB O06LUEHNA C NOAbMM, KOTOpble MI0XO Cchblwat. Ecnm Bbl He 3HaeTe, KakoM
npeanoYyecTb, CNpocuTe Yy HUX. HekoTopble M0oAM MOryT CrblwaTb, HO BOCAPUHUMAKOT
OTAENbHbIE 3BYKM HEMpaBWbHO, B 3TOM cnyyae rosopute 60/1€ee rPpOMKO W YETKO, noabupast
NoAXoAALWMIA YPOBEHb. B Apyrom cnyyae NoHagoouTbCs MWL CHU3WUTL BbICOTY ro/oca, Tak Kak
Ye/IoBEK YTPaTU/ CMNOCOOGHOCTb BOCMPUHMMATL BbICOKME YaCTOTbI.

- YTo6bl NpMBNEYb BHUMaHME YerioBeKka, KOTOPbIA MI0X0 CAbILWMT, HAa30BMTE €ro Mo MMEHW.
Ecnm oTBeTa HET, MOXHO Crierka TPOHYTb YesloBEKa WK XXe nomaxaTb PYKOiA.

- 'oBOpuTE ACHO M POBHO. He HY)XHO M3NULIHE NOAYEPKMBATL YTO-TO. KpuuaTb, OCOGEHHO B
YXO0 He Hafo.

- Ecnm Bac mpocAT NOBTOPUTb 4TO-TO, MOMPOGYMTe nepedpasnpoBaTb CBOE MPELNOXEHME.
cnonb3yiiTe ecTbl. Y6eauTech, 4To Bac MOHSIN. He CTeCHANTeCb CMPOCWTb, MOHSN N Bac
cobeceqHVIK.

- Ecm Bbl coobuiaeTe MHGopMaumMio, KOTopas BKIKOYaeT B Ce0Si HOMep, TEXHWUYECKWUI Wm
APYroi CNOXHbIA TEPMUH, aapec, HanuwuTe eg, coobwmTe Mo (hakcy WM 3NEKTPOHHOW MoYTe
WM NBbIM APYIMM CNOCO60M, HO TaK, YT06bl OHa Oblfa TOUHO MOHsTA.

- Ecnm cyllecTBYHOT TPyAHOCTM MpY YCTHOM OOLLEHUM, CnpocuTe, He OyaeT v npole
NepenmcbIBaTLCS.

- He 3abbIBaliTe 0 cpefe, KOTOpasi BaC OKPY>KaeT. B 60/1bLUMX WM MHOFOMKOAHbBIX MOMELLEHMSX
TPYAHO 06LATbCA C NOAbMW, KOTOPblE M/IOXO CrblWaT. ApPKOe COMHUE WM TeHb TOXe MOryT
ObITb 6apbepamu.

- OueHb 4acTO rnyxue AN UCNOML3YIOT A3bIK HKeCTOB. ECM Bbl 06LlaeTech Yepes
nepeBoAYMKa, He 3abyabTe, UTO 0OpallaTbCs Haao HErnocpeACcTBEHHO K CObGecefHMKY, a He K
NepPEeBOAUNIKY.



- He Bce noay, KOTOpbIE MIOXO CAbILLIAT, MOFYT YiTaTb MO ry6am. Bam nydllie BCEro crnpocuThb
06 3TOM Mpu nepeoii BCTpeye. ECAM Ball cOGECEAHVMK 06M1aAaeT 3TUM HaBbIKOM, HYXKHO
c006/H0AaTb HECKOMbKO BaXKHbIX MpaBw. [OMHUTE, UYTO TOMbKO TPU W3 [ECSTU CIOB XOPOLLIO
MPOYNTLIBAKOTCS.

- Hy>kHO CMOTPETb B IMLIO COGECEAHMKY U FOBOPUTbL SICHO U MeA/IEHHO, WCMOo/b30BaTb NMPOCTble
(bpasbl M un3beraTb HECYLIECTBEHHbIX C/IOB, WCMOMb30BaTh BbIPOKEHWE /LA, YKECTI,

TENOABWMIKEHNA, ECNN XOTUTE NOAYEPKHYTb WIN MPOACHUTL CMbIC/T CKa3aHHOr 0.

3.6. Buapl 6apbepoB npy OKasaHUW yCyr MHBa/INAAM

OcCHOBHbIe KaTeropuu
MasIOMOOU/IbHBIX FpaXkaaH
VHBannabl, nepeiBuratoLLmecs Ha
Kpecno- Konackax

NHBanMabl C NOPaXKEHNEM HUKHUX
KOHeuHocTel ( Mcnonb3yroLime
TPOCTW, KOCTbINN, ONOpbI)

HBanMapbl ¢ NopakeHMeM BEPXHMX
KOHeYHocTel

COCTABW:
Cneuuan1cT no oxpaHe Tpyaa

3HaummMble Gapbepbl OKPYXXKAOLLEN cpespbl

(4ns yd'éta 1 ycTpaHeHNs Ha 00beKTe)

Bbicokune noporu, ctyneHn. OTCyTCTBUE NOPYYHEN,
HapyLLeHWe MX BbICOTbl. HepoBHOE, CKO/b3KOE U MATKOe
(C BbICOKMM BOPCOM, KPYMHOHACHIMHOE 1 NpoYee)
MOKpPbITUE. HenpaBWbHO YCTaHOB/EHHbIE MaHAYChbl,
OTCYTCTBME CKaTOB. Y3KMe [IBEPHbIE MPOEMbI U
Kopuaopbl. HeaganTMpoBaHHbIE CaHUTaPHbIE KOMHATbI.
OTcyTCTBME MeCTa /19 pa3BopoTa B MOMELLEHMAX.
BbICOKOe pa3meLLieHVe MH(opMaLMN Ha CTeHAAX U
CTOMKaXx.

Bbicokue roporwy, cTyneHu. HepoBHOE 1 CKOJb3KOe
MOKpPbITUE. Henpasw/ibHO YCTaHOB/EHHbIE MaHAYChbI.
OtcyTcTBMe nopyudHeld. OTCYTCTBME MECT OTAbIXa Ha
MyTn OBVKEHNS.

TpyAHOCTM B OTKpbIBaHWUM ABepeld. TpyaHOCTY B
NoMb30BaHMM BbIK/OHATENAMM, KpaHaMn 1 ap.
HeBO3MOXHOCTb, CMIOXKHOCTb B HaNMcaHWmM TEKCTOB.
WHble orpaHnyeHuns LeicTBmns pykamu.

N.A.Muxainnosa



