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Obwue nonoxcenun

HacTosmuii TOKyMEHT ycTaHaBIMBaeT OCHOBHBIE TIPUHIHUIIEI U TPeOOBaHHUS K
OpraHu3aluy o0CITy)KUBaHHS TpaXKAaH (Iajee — OCHOBHEIE [IPHUHIIMIIEI).

Peanu3anuss  OCHOBHBIX  NPUHIMIIOB  pabOTHHKOB  TOCYAapCTBEHHBIX
yupexnaenuin Yysamickod Pecrmy6nuku, Haxomsmmxcs B BeleHHMH MHHHCTEPCTBA
TPyJda U COLMAaIbHOM 3amuThl YyBamickoi PecmyOnmku, ocymiecTBISETCS B IENIAX
MOBBIIICHUST Ka4YeCcTBa IIPEJOCTABICHUS T[OCYJAapCTBEHHBIX YCIYT (BBIIOTHEHHS
GYHKIHR) ¥ CO3IaHMs MOJIOXKUATEIFHOTO HMHUIDKA.

Ocroenbie npunyunsvl 06UeHUA NPU TUYHOM NPUEMe ZPAHCOaH

PaGoTHHK, OCYIIECTBISIFOIIMIN TUYHBIM TPUEM TPaXIaH, HOJDKEH COOIIOIaTh
CJIEIyIOIIUE IpaBuUiia OOIICHHS

- IOIPHUBETCTBOBATE OOpaTUBLIETOCS K HEMY TpaXIaHWHA W HWHHUIIMATHBHO
IPEUIOXKHUTE eMy nomoins (Hanpumep: «3apaBcTByiiTe, 4eM 1 Mory Bam moMous?»);

- B Havajle pasroBopa IMPENIOXKUTh TIPAXIAHWUHY IPENCTaBUTHCH, B
JanpHeHIeM obpammaThes K HeMy IO IMEHH B OTYeCTBY Ha «BeI»;

- B Iporiecce 6ece/ibl MPOSIBISATD BEXKIMBOCTh, BHUMATEIBHOCTD, TAKTHYHOCTH,
I00pOXKETATENEHOCTD, 00BEKTUBHOCTD, JKEJIaHHE IIOMOYb HAJIOrOILIATENIIHUKY;

- BBICITYIIaTh TPaXXAAHWHA U BBIICHUTH CYTh H3JO0XEHHON IPOOJIEMBI, IpH
Heo0XOIUMOCTH 3a/1aB YTOYHSIOIIE BOIPOCH! B KOPPEKTHOM (HOpME;

- ¥371araTth OOBACHEHUS B IIOHATHOM (bopMe HCKIIIOYAIOIEN BO3MOXHOCTh MX
OLIMOOYHOTO MIJIA ABOSIKOTO IIOHHMAHWSI,



- ecnud Tpebyercsi, CIIOKOMHO, 0e3 pa3fpakeHHs MOBTOPHUTh U Pa3bACHHUTH
CMEICII CKa3aHHOT'O;

- n30erath «IapajuIebHBIX» Pa3rOBOPOB C OKPYXXKAIOIIUMH JIIOJBMH HIIH
JUINTENIbHBIX Telle(OHHBIX pa3roBopoB. B ciyuae ecnm Bo Bpems Oecelbl C
HaJIOroIUIaTeNbIIMKOM BO3HHKJIA HEOOXOMUMOCTh IapajjielbHO OTBETHUTH IIO
TeneoHy, HyKHO W3BHHHUTBCS Ilepe]| MpaXkJIaHHHOM U JaTh OTBET IO TeledOoHY C
MaKCHMaJIbHO BO3MOXKHOH OTIEpPaTUBHOCTHIO;

- OTHOCHUTBCSI TIOYTHTENHHO K JIOASM TPEKJIOHHOTO BO3pacTa, BeTepaHaM,
rpaxjJaHaM C OrpPaHMYCHHBIMH BO3MOXXHOCTSMH IO 3J0POBBIO, OKa3bIBaTh WM
HEOOXOIUMYIO TIOMOIII.

B o6menuu ¢ rpakiaHaMy CO CTOPOHEI JIUI], BeIyIIUX IPUEM, HEAOIY CTUMBIL:

1r000T0 BHAA BBHICKA3BIBAHUS U JAEHCTBHS JUCKPUMHUHAIIMOHHOTO XapaKTepa B
OTHOLICHWH TIPU3HAKOB II0jJa, BO3pacTa, pachl, HAIHWOHAIBHOCTH, S3bIKA,
IPOXIAaHCTBA, COLHUAIBHOTO, MMYIIECTBEHHOTO WM CEMEWHOrO TOJOXKEHUS,
MIOJIUTHYECKUAX WM PEJTUTHO3HBIX MPEIITOYTCHHIH;

BBICOKOMEPHBIH TOH, I'py00OCTb, 3aHOCYMBOCTh, HEKOPPEKTHOCTh 3aMEYaHuH;

IIpu obmieHuu ¢ rpaxgaHaM¥ JIMIA, BeAyIIde IpPHEeM, TOJDKHBI IPOSBISTH
BBIJIEPKKY ¥ OBITh TOTOBEI K HEQIEeKBATHOMY ITOBEJIEHUIO C UX CTOPOHEI, B TOM YHCIIE
K IIPOSIBIICHHUIO arpPECCHH.

B ciyyae KOH(IUKTHOTO MOBEIEHUS CO CTOPOHBI TPaXKJaH JIMIaM, BeXyIUM
npreM, HeoOXOAMMO TPHHSATH MEPHl JUIS TOTO, YTOOBI CHATH 3MOIIMOHAIBHOE
HanpsDKeHHe TPaXIaHWHA, a 3aTeM CIIOKOHHO Pa3bhACHHTH €My IOPSAOK pelIeHUs
BOIIpOCa.

Ecnu rpaxxnanuH BefeT ce0sl arpecCUBHO, TO3BOJISET IPyObie W HEIIEH3YPHBIE
BBICKa3bIBaHUS B alipeC paOOTHHKA YUPEKIEHHUSA, KaTerOpUYeCKH He Y4acTBYET B
auanore, JHIO, Beayllee NpHeM, BIpaBe OTKa3aTh €My B JaibHeiieil pabore,
NPUTTIACUB AJISI Pa3bICHEHUS M YCTpaHEHUS KOHGMIMKTHOW CUTyallid pyKOBOAMTENS
CTPYKTYPHOTO IOJpa3felIeHUs/INIa, OTBETCTBEHHOTO 3a OPTraHHU3AlMI0 JIMNYHOTO
npuema rpaxznad. OTkas3, HECMOTps Ha CII0XXHOCTh M JIBYCMBICIEHHOCTh CHUTYAallUH,
JOJKeH OBITh BHITIOJTHEH B KOPPEKTHOH (opMe.

ITpumep: «IlIpocmume, HO, K CONCANEHUIO, 5L HE CMO2Y NPOOOIHCUMb pabomy ¢
Bamu. Haoetocv, umo Baw eonpoc cmodicem peuiums HAYanibHUK omoena, Komopoz20
A npu2nauly cro0a nPAMo ceuyac).

HckmodyeHne coOCTaBIAIOT CUTyalldid, B KOTOPBIX CO CTOPOHBI IpaXkIaH B
aapec  JIIl, OCYIIECTBJISIONINX JIMYHBIA TpHeM W OOCIy>XUBaHUE
HaJIOTOIUIATENBIINKOB, HCXONAT TpsSMble Yrpo3bl XKU3HU U 300poBblO. Ilpn
BO3HMKHOBEHHH BBIIEYKa3aHHOM CHTyallWd, PaOOTHHMKH YYPEXKIEHUS UMEIOT IIPaBo
0o0paTUTHCS 3a TOMOIIBIO K COTPYTHUKAM ITOJIHITAH.

OcHogéHble npunyunsl meneponnozo UHPOpMuUposanus

OtBer Ha TeneOHHBI 3BOHOK [OJDKEH HAYMHATHCS C IPUBETCTBHI,
uHOpMAIIM O HAaWMEHOBAaHHWHM YYPEKICHHS, B KOTOPBIA IMO3BOHWI T'paKJaHUH,
dhaMuTUU, UMEHH, OTYEeCTBa M JOKHOCTH pabOTHHMKA, MPUHABIIETO Telle(OHHBIH
3BOHOK.



IIpumep: «30pascmeyiime! (Bozmooicno: do6poe ympo, 006pwiil Oenvb, 00bpbIil
6euep, 6 sasucumocmu om epemenu cymox) Llenmp sansmocmu Mapuuncko-
Ilocaockozo pationa, eedywuii uncnexmop Ilempoea Hpuna Ilemposna.

Heo6xonumMo npemioxuTh rpaxkaaHdHy NpeICTABUTHCA, HA3BaB bammuo,
MM, OTIECTBO M TOJDKHOCTS, @ TAKXKE OPTaHU3aIMIO0, KOTOPYIO OH IIPEACTABIISIET.

OtBer rpaxmaHHHY [OIDKEH OBITh MAaKCHMAIBHO UHQOPMATUBHEIM,
MOJPOOHBIM (eCTM B 3TOM €CTh HeOOGXOMMMOCTH). Bce pasbsCHEHHS OKHEI
JaBaThCS B BEXIIMBOM KOPPEKTHOM (opMe.

HupopmrpoBanre rpaxgaH OCYIIECTBIAETCS C  y4eTOM TpeboBaHMiA
JNENCTBYIOIIETO 3aKOHOAATENBLCTBA.

Bo Bpems pasroBopa ciegyeT 4eTKO TPOH3HOCHTH CJIOBA, H36erath
«IapaJUICIBHEIX Pa3rOBOPOB) C OKPYXKAIOMIMMH H, II0 BO3MOXXHOCTH, HE IPEPHIBATH
pasroBop IO MpHUYHHE INOCTYIUICHHs 3BOHKA Ha ApYyrodl ammapaT. B cimyuae ecim
BO3HHMKIIA OCTpas HEOOXOIUMOCTb, BBl MOXETe OTBETUTh HA JPYrol Teje(hOHHbIH
3BOHOK, ITPEBAPUTENBHO M3BUHUBINKUCEH NEPEN IPaKIaHUHOM M KPATKO OOPHCOBaB
€My CHUTYAITHIO.

Ipumep: «lIpocmume, mue Heobx00uMo omeemumo Ha 360HOK MO 8mopou
nunuy, ecau Bac ne s3ampyonum, nosicanyiicma, ocmasaiimecs Ha Junuuy,

Ilocme orBera Ha 3BOHOK IO BTOPOM JIMHHM, HEOOXOIMMO eIme pa3
U3BHHHUTHCS U MOOJIarOAapHTh 33 OXKUAAHUE.

IIpumep: «Bnazoodapio Bac 3a oxcudanue! .

IIpy HEBO3MOXHOCTH CaMOCTOSTENHHO OTBETHTH Ha NMOCTABIEHHBIE BOIPOCHL,
HEOOXOAMMO H3BHMHMTECS Iepef] TPOKIAHHHOM H IIPEIIOKHTH €My IIONyYHTh
MH(GOPMAIIHIO Y APYTOro CIEHAaNncTa, 6oNee KOMIIETEHTHOTO B JaHHOM BOIIpOCE.
HyXHO MOSICHHATE, 9T0 HH(OPMALKIO rPaKIAHAH MOKET TONYIHTh Yepe3 HECKONBKO
CEKYH[, IOCIIE TOTO, KaK €ro COEIMHST C Hy>XHBIM CIICIHAICTOM 10 BHyTpEHHEH
CBA3M HJIM COOOILMUTh OOpaTHBINEMYCS TIPaXIaHHWHy TedeOHHEIH HOMEp, IO
KOTOPOMY MOXHO IMOIY4YHUTh HEOOXOAUMYIO HH(POPMALHIO.

B ciy4ae nepeanpecanuu (mepeBosa) 3B0HKa Ha JPYToe JIHILO, HIPEXKIE, YeM
HAYHETCS HMHQOPMUPOBaHHE, HEOOXOIUMO CIELMANHCTY, KOTOPOMY NPELCTOUT
IPOJOJKUTE PasroBOp C IPaXXIaHMHOM, OOBSICHUTH CYTh 3aIlpoca, Ha3BaTh IIOJHOE
UMs1 OOpaTHUBIIETOCH.

Hupopmupoanre ODKHO MPOBOAUTECS 63 GONBIIMX Tay3, JIMIIHAX CIIOB,
000pPOTOB M 3MOLIUH.

B ciydae ecnu paGoOTHHKY ydpeieHWs, NPUHSBIIEMY 3BOHOK, TpeGyercs
BPEM ISl BBIICHEHUS HY)XHOH IpakIaHUHY HHGOPMAIUH, HEOOXOIUMO H3BHHHTHCS
IIepea 3BOHUBIIHMM, T.K. CEHYac MBI HE MOXXEM OTBETHUTH Ha €ro BOIPOC, 3aIlHCaTh
HOMEp 3BOHSIIETO M B OGS3aTelbHOM TOpSIKE MEPEe3BOHUTH eMy. PexoMennayetcs
YTOYHHTEH IIPEANIOYTUTENIFHOE BPEMS 3BOHKA B paMKaxX pabovero BpeMeHH.

Ipumep: «A nepessonio ¢ yoobroe ons Bac epems. Kaxoe epems y0o6Ho ons
Bac? ».

B cimydae Heo6XOmMMOCTH OTKasa TIDaXJaHWHY B YAOBIETBOPEHHH €ro
3ampoca IO TeM WIM HMHBIM IPHYMHAM CIEIyeT HCHONb30BaTh KOPPEKTHYIO,
BEXIIUBYIO (hopMy. ‘ 7

B KoHue Gecenpl pabOTHUK yUpeskneHHs NOMKeH KpaTKO MOABECTH WTOTH U



IIEPEYUCIIATE MEPEI, KOTOpble HEOOXOAMMO MNPHHATH JUIS TOTO, YTOOBI YCTPAHHTH
(PeIMTE) BO3HHUKIIYIO MPo6ieMy (KTO MMEHHO, KOTIa M YTO JOJDKEH chenarh).
B 3akmouenre He06XOAMMO MOOTATOAPHTE MPaXKIAHIHA 33 3BOHOK.
Ilpumep: «bnazooapio Bac 3a 360HOK, Hadeioch, umo Hawia uHgopmayus
6ydem Bam nonesna. Bcezo Bam 006pozo, 0o ceudanus!y

OcnoseHble mpebosanusn npu no0z20moeKe NUCbMEHHBIX
0meemoe 2paxcoanam

PaboOTHMK, OCYNIECTBISIOMMH MOArOTOBKY IHCHMEHHOTO OTBETA Ha
obpallleHWe TpaXIaHWHA (Jalee - IHCHMO), JAOIDKEH COGIIONATH CIEAYIOLIHE
OCHOBHEIE TpeOOBaHHS:

-IIUCBMO He JOJDKHO OBITh JJIMHHBIM (ONTHMAJBHBIM BAPUAHT - 1-2 CTpaHHUIE]
¢bopmata A4);

- NUCBMO  JOIDKHO OBITh UYETKAM ¥ TOHATHBIM [JI  BOCIIPHATHS
(MCTIONEB3YIOTCS KOPOTKHE MNpEIJIOKEHHs, H30EraloTCs HEMOHSATHBIE W CIIOXKHBIE
CIIOBA, CJIOXHAs MPOQECCHOHATBHAS JIEKCHKA);

- BCErja HeoOXOAUMO NMPUIEPIKUBATELCS €IUHOTO CTHIIS IIMChMA;

- crenyeT u30erath CIOB, HE HMMEIOUINX IOPHANYECKH 3a(HMKCHPOBAHHOTO
3HQYCHMS, KOTOpBIE MOTYT CO3JaTh IpoOieMy IOHMMaHHS B KOHQIMKTHON
CUTYallHH,

- OTBET IPaXJaHUHY NOJDKEH JABaThCs II0 CYIIECTBY IOCTABICHHBIX B €ro
0OpallleHHH BOIIPOCOB;

- B ciiy4ae 000CHOBaHHBIX IIPETeH3Hi IPaXIaHUHA HA JeHCTBUS PabOTHHUKOB
YUPEXACHUsST HEOOXOOMMO TNPHHECTH W3BHHEHHS OT HMEHHM pPyKOBOIUTENS
YUPEXIEHUS;

- HEJIOITyCTUMO OOpallleHHe K TPaXIaHHHY B TPETHEM JIMIIE.

IIpriMep HEKOPPEKTHOTO OOpaIleHHS:

Heanosy U. U.
Yupeoicoenue paccmompeno obpawenue Heanosa H.H. u coobwaem credyiowee.

IIpriMep KOpPPEKTHOTO OGpaIeHHs

Heanosy U. H.

Yeaoicaemvi Hean Hearnosuu!
Yupeoicoenue paccmompeno Bawe obpawenue u coobwaem cnedyrouyee.

B ciy4ae, ecnu UMs M OT4ECTBO IpaKIAHWHA HEU3BECTHBI, PEKOMEHIYETCS
00pamaThCs K HeMy ClIeIyIOLIMM 00pa3oM:

Yeaocaemuoiii cocnooun Heanoes!

MudopMupoBaHHe TIpakaH OCYMECTBIAETCS C Y4eTOM TpeGOBaHMil
JEUCTBYIOIIETO 3aKOHOAATENBCTBA.



