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KOJEKC P
3THUKHU ¥ CJXYKEBHOT' O IIOBEIEHNSI PABOOTHHKOB
«COIAAJTHLHO-PEABMJINTAIIMOHHOT O LIEHTPA JUIST
HECOBEPIIEHHOJIETHAX MAJIOIIY PTHHCKOI'O PAFIOHA»

Obwwe nonoxexus

1. Kogekc atvukm n cnywebHoro noeepeHus paBoTtHukos [ocyaapcTeerHoro BlogxeTHoro
YupexaeHns «KoMNNeKCHbIn LeHTP CouvansHoro obcnyxuBanus Hacenewus (ganee —
Kogekc) paspabotaH B8 COOTRETCTBUM G NONOXKEHUAMU KoHcTutyuum Poccuiickom
depepaunmn, dehepanbHbiM 3akoHom or 10 gekabps 1995 r. N 195-03 «O6 ocHoBax
counanbHoro obcnyxuBanuna Hacenexus B Poccwitckon denepaunny,
denepansHbimM 3aK0HOM OT 2 asrycta 1995 r. N 122-903 «O coumanbHoM obcnyxusaHuu
fpaxaaH NoXunoro sospacrta U WHBaNMAoB», HauuoHanbHLIMU cTaWgapTamu Poccuiickoi
degepauun 0 COUMANLHOM OBCNYXKVUBAHUM HACENEHWS W UHBLIMU HOPMaTUBHbLIMW
npasosbiMu  aktamu  Poccuiickoit  depepaunv,  pekoMeHAauUMAMM MexxayHapogaHoi
degepaumu counanbHbix pabOTHUKOB, a TaKKE OCHOBAH Ha obLenpu3HaHHbIx
HPABCTBEHHLIX NPUHUKNAaX U HopMax poccuiickoro obwecrtsa v rocyaapcTsa.

2. Kopekc npeacraensier coBoit cBoa o6wmx NPUHUMNOB npoheccuoHantHoi cnyxebHon
STMKM 1 OCHOBHbIX  Npasun  CRyxebHOr0  NOBEAGHMA,  KOTOPbIMU  HAANEXUT
PYKOBOACTBOBATLCA PAaGOTHUKAM OPraHu3auun CouManbHoro o6CNYXUBAHUS BCEX dopm
CoBCTBEHHOCTU (Ranee ~— paBoTHUKK OPraHN3aLMi CoOLMANLHOTO obcnyxusanus).,

3. TpaxaaunH Poccuiickoit  depepatinm, nocrynawowmin  Ha paboty 8 opraHusauuo
couvansHoro oBenyimMBaHnA, 0653aH 03HAKOMUTLCA C NONOXEHUsIMI Kogekca u cobniogathb
UX B Npouecce CBoeH TPYAOBON ASATENLHOCTY. "

4. Kaxabt paBoTHWUK opraHnsaumu CounanbHoro 06CNYXUBAHUS A0MXKEH Cneaosath
nonoxeHuam Kogekca, a kaxabii rpaxaaHud PoCcucKom degepauunu snpase oxnaatb oT



paboTHUKA OPraHu3aLmMM COUMANLHOrO OBCNYKVBAHMA NOBEAGHUA B OTHOWEHWSX C HUM B
COOTBETCTBUK C NoNnoxeHuamn Kogekca. ,

5. Uenvio Kopekca ABnAeTCA YCTaHOBNEHWE 3TUMECKMX HOPM U  NPABUN cnyxebHoro
nosefeHnA PaGOTHWUKOB OpraHU3aLUMU COUMANbHOTO OBCAYXMBAHWA ANA  NOBbILIEHUS
9P PEKTMBHOCTN BLINONTHEHUA UMY CBOSIN NPOECCUOHANLHON AEATENbHOCTY, oBecnedyeHue
€AMHBIX HOPM NOBBAGHUA, & Talke COAeMCTBUE YKPenneWwio asToputera paboTHuka
OpraHn3aunn couuanbHoro 06CNYXNBaHVA, NOBLILIEHNIO AO0BEPUSA MPAKAAH K OPraHuU3aLMsm
counansHoro oBecnyxusanus.

6. Kopgexc:

a) CnyXWT OCHOBOW ANA (hOPMUPOBAHUS LOSMKHON MOpanu B chepe COUNAnbHOrO obenyxusanus
HaceneHus, YyBAXUTENbHOTO OTHOWEHWSI K OPraHWIaLMAM  COLWanbHOro oBCNYXWBaHWA B
06LeCTBEHHOM CO3HaHUMY; ?

6) BbICTYNAeT WHCTPYMGHTOM PerynupoBaHus v (hOPMUPOBAHUA OBLIECTBEHHOrO CO3HAHUA M
HPaBCTBEHHOCTY OPraHn3auni COLUANLHOMO 0BCAYKUBAHUSA.

7. 3Hauue 1 cobniogeHne paGoTHUKOM OPraHn3auMn CoLManbHOro OBCNYKUBAHNA NONOKEHMIA
Kogekca sBNAeTCA OAHUM M3 NPUOPUTETHLIX KDPUTEPUEB OLUEHKM KAuecTsa  ero
NpoeccoHanbHoN ABATENEHOCTU U CRyXeBHOro NoseaeHUS.

1. OcCHOBHbIE NPUHLUNGI N.NPaBUNa cnyxebHoro
NOBEAGHUA, KOTOPLIMU HAANEXUT PYKOBOACTBOBATLCA PaBoTHUKAM
opraHusauun counansHoro obcnyxueanms. o+

1. OcHOBHbI® NPUHLMNGI CNYXeBHOrO NoBeABHWA PaGOTHUKOS OpraHu3auunm counanbHoro
0BCnYXUBAHNS ABNAIOTCA OCHOBOW NOBEAGHURA TPaXKAAH POCCHIICKON depepayun B CBA3K C
ocyuiecTanesuem UMn npotheccnoHanbHblX AOMKHOCTHLIX 0BA3AHHOCTEN 8 couManbHo
cthepe.

2. PaGoTHUKM OpraHvaaynn counanbHoro 0BCnyKUBAHUS, CO3HABAs OTBETCTBEHHOCTb nepen
rocyaapcTeom, oBWecTsom 1 rpaxaaHamu, npuasatbi;

a) VCMOMHATL AOMKHOCTHBIE 06R3aHHOCTV AOBPOCOBECTHO W Ha BLICOKOM NPO(ECCHOHANBHOM
yposHe B uenax obecrieueHws 3PEKTUBHON PaGoTbl NO NPEAOCTABNEHWI0 HaceneHulo mep
COLMANGLHO MOAASPHKKN I OKAIAHMIO COUNANbHBIX YCNYT, -

6) ncxoauts M3 TOro, YTO NpusHanue, cobnlogeHne u JawmTa npas U ceoBoa uenoseka W
rpaxnaniHa onpeaensioT 0CHOBHOM CMbICN U coaepXaHue AeRTenbHOCTU paboTHMKa oprasusaumm
coynansHoro o6cnyxmeaxus;

B) OCYWECTBNATL CBOID ASATENLHOCTL B NPeAenax NoNHOMOMMIA COOTBETCTBYIOWENA Oprasusauuu
counansbHoOro 0BcnyxuBaHus;

r) He OKa3biBaTb NPEANOYTEHUA KaKUM-NMBO NPOECCHOHANBHLIM UMM COUMANBHBIM rPynnaM W
YHPEKACHUAM, NPOTUBOAGHCTBOBATL U HE NOAMUHATLCA HE OTBEYAIOMM WUHTEPEcaM KIUEHTOB
BNNAHNIO OTAENBHBIX AOMKHOCTHLIX NULL N AAMUHUCTPATUBHOMY AABNEHMIO;

A) cobnioaaTh CoLmanbHylo CNPaseAnMBOCTb ¥ PABHONPABHO pacnpenensth couuancHole pecypesl
C LUENbI0 PacLINPeHNA BOMONHOCTEH X NPEAOCTABAEHNN HYXASIOWNMCR B NOAAGPHKKS KNUEHTAM,
B NEpByl0 O4epefb HECOBEPLIEHHONETHUM, a Takke APYrUM NuLaM, OKa3aBLWMCS B TPYAHON
XNIHEHHOW CUTYaumn, :

) obecneuuBath GE30NACHOCTL OKA3LIBAEGMbIX COLMANBHBLIX YCAYF ANA XU3HA M 300POBLA
KNWNEHTOS; . .



X)  MeKknovaTh AENCTBUA, CBA3aHHbIE ¢ BNUSHUEM  KakuxX-NBo  nANYHBIX, UMYLLIECTBEHHbIX
(uHaHCOBbIX) U UHBIX VHTEPECOB, NPENATCTBYIOWMX AOBPOCOBECTHOMY MCNOMHEHUIO AO0NKHOCTHBIX
o6r3aHHoCTelR!

3) cobnopaTth HeWTPansHOCTS, UCKNIOYAIOLLYI0  BOSMOXHOCTb  BRAVSIMMS Ha  cnyxebHylo
ACATENLHOCTD PBLIEHUI NOAUTUYECKUX NapThin, UHbIX 0BLECTBEHHBbIX o6veauHerui:

) cobniogate HopMmbI cnyxebHon 1 npoecconanbHoI 3TUKW, NPaBUNa AenoBoOro nosenexus u
obienus; ,

K) NPOABNATL KOPPEKTHOCTL U BHUMaTENbHOCTL B8 obpawenun ¢ rpamiauamu N [ROMKHOCTHLIMKY
anyamu,

n) NPOSBNATL TEPNUMOCTL 1 yBaxeHne Kk obblvasm u  Tpaguumsv rpaXnaH  pasnuyHbIx
HauuoHanbHoOCTe U HapogHocTel Poceun,  yuutbieate  ux KyNbTypHeie  ocobeHHocTH,
Bepoucnosesanue, criocoGeTBoBaTL CoXpaHeHmio camoBbiTHOCTU;

M) Jawmwars u noghepxusats Yenoredeckoe AOCCTOUHCTBO KNUeHTOB counanbHblx  cnyx6,
yqyuteiBaTh UX UHAUBMAYaNLHOCTS, VHTEpeCHh! 1 coumanbHble norpebHocTy Ha OCHOBE NOCTPOEHUN
TONBPaHTHLIX OTHOLEHU ¢ HUM@,

H) yBaXaTb Npasa KNMEHTOB CouManbHbIx CAyKB, rapaHTupoBaTh UM HenocpeacTBeHHOS y4actne s
MPOLSCCe MPUHATUS pPeleHnit Ha OCHOBE MpeaocTaBneHus NONHoOW MHopMaumM, Kacakwweitcs
KOHKP@THOO KNUEHTa B KOHKPETHOI CUTyaLMM;

0) cobnogats KOHUAGHUMANBHOCTL UHOPMAUMY O KnneHTe CouuanbHon cnyxbl, kacaloweiics
ycnosun ero KUIHEQ@ATENBHOCTY, NUYHBLIX KayecTs u npobnem, npuHumars Mepbl  ans
obecneyeHus HEPacNPOCTPaHeHUA NONYUEHHBIX CBOAEHMI NOBBPUTENLHOrO xapakrepa;

M) BOIAEPKMBATLCA OT noBegeHMs, KOTOpoe MOrno Gbl BLI3BATL COMHEHWE B OGLEKTMBHOM
VCNOMHEHUI AONKHOCTHBIX 06S3aHHOCTEN PaBoTHUKE OpraH1saumy coumansHoro ofcnyxmeanus, a
TaKxe He [OoNYCKaTL KOHMNMKTHBIX CUTYALMM, CNOCoBHbIX AUCKPEANTUPOBATL WX ACATENLHOCTb:

P) He wucnons3oeatb cnywebHoe MonoXeHwe ANA 0KasaHna BAUAHUS Ha ABRTeNbHOCTL
FOCYAAPCTBEHHBLIX OPraHOB U OPraHoB MECTHOrO CamMOynpaBneHns, OpraHu3aunii, AOMKHOCTHLIX
nnu, rocyaapcTBeHHbIX U MYHWLMNATbHLIX CRYXaWmMX Npu peweHny BOTIPOCOB SIMYHOO XapakTepa;

¢) cobniopars ycraHoBReRHbIe 8 FOCYAApCTBEHHOM OpraHe, opraHe MecTHora camoynpasneHus u
opraHusauuu counanbHoro oBenyxusanus npasuna NYGAU4HBIX BLICTYNNEHUNA npeaocTasnenus
cnyxe6HOM MHpopmaLmm; '

T) YBAXMTESBHO OTHOCUTLCR K 4EATENLHOCTH NPeACTaBUTeNel CPBACTB MACCOBOI UHPOPMALMM NO
UHpOpMUpoBaHMio obwectsa o paBote OPraHusaunm coumanbHoro obcnyxuBaHus, a Takke
OkasbiBaTh COAGCTBUE B NONYYEHUU 4OCTOBEPHOI MHDOPMaLMK B yCTaHOBNEHHOM NopAaKe:;

Y) HECTU NNYHYIO OTBETCTBEHHOCTD 38 Pe3ynLTaThi CBOBI AEATENLHOCTY;

¢) crumynuposats yyactue Acbposonbues, npexae Boero u3 Yuena MONOReNM, B AEATENbHOCTY
OPraHnsauuv  counanbHoro  o6cnyxmusamus no NPeROCTaBNeHUIO: KNUEeHTaM  HEeoBXoaMMbIX
couMansHbIX ycnyr.

3. PaboTHuku opraHusaymn counanbHoro obenyxusanus 00s13aHbI
cobniopgarts KaHcTuTyumio Pocewiickon Pepepaunn, denepanbHbie 33KOHbl, UHbIE
HOpMaTuBHble npasosble akThl Poccuiickoil ®enepaunu no  Bonpocam counancHoro
oBenyxuaanus, HOpMaTuBHbIE MPABOBLIE &KTHI cybvekros  Poccurickoii depnepayun,
AOIMKHOCTHbIE UHCTPYKUMM, Npasuna BHYTDEHHEro TPyA0BOro pacnopaaxa, a Takke apyrve
aKTbl opraHa ynpasneHus couuanbHoM 3aALUMTLI HACENEHNS W OPraHMaaLUM CouNansHoro
o6ecnyxuBanus cyGuekra Poceuiickoi degepavmn,



4. PaboTHUKN OpraHMaauvn CouuansbHoro OBCNyXVBaHUS HECYT OTBETCTBEHHOCTb nepej
KnueHTamu counanbHeix cnyx6 u nepes obwecteom 3a Pe3ynsTaThl CBOEIN AEATENBHOCTH,

5. Pabothuku opraHusaumn ‘coumansHoro obcnyxusanna 0BR3aHbl  NPOTUBOAENCTBOBATL
NPOSBNEHNAM  KOPPYNUUM 1 NpeanpuHUMaTL Mepbl o ee npogunaktuke B nopsake,
YCTAHOBNEHHOM  3aKoHoAaTenbcTeoM Poccuitckoi  depepaumm o NPOTUBOASUCTBUK
Koppynuuu,

6. PaboTHuUKW Oprann3aLmMn coLumMansHoro 06CnyXMBaHUR, OCYLIECTBNRIOWME B3aUMOLBICTBIE
C paboTHMKaMU APYrUX OPraHoE WCRONHUTENbHOM Bnact cybwextos Poccuiickoin
®egepauun, [OMKHBI GbiTb ANA  HUX 0bpasyom npocheccuoHanuama, Besynpesron
penyrauun, cnoco6cTeoBaTh (HOPMUPOBAHWIO B cybwexte Poccuiickoii  deaepaumn
GnaronpusitHoro Ans addexTusHoN paboTel MOPaNbHO-NCUXONOTMYECKOro KNMAaTa.

7. PaboTHuku opraHuMsaumu coumansHoro oBCnyxuBaHus, HafeneHHbIe OpraHU3ALMOHHO-
PacnopAANTeNLHLEIMU NONHOMOUYUAMK N0 OTHOLWEHMIO K PaBoTHUKaM NOABEAOMCTBEHHbIX
opraHu3auuii, NPU3BaHb!:

a) MPUHUMATL MePbI NO NPEAOTBPALUEHUIO 1 YPEryNUPOBaHUIO MEXBEAOMCTBEHHbIX KOHNUKTOB!
6) npuHuMaTe Mepbl Mo NpeaynpeXaeHKio KoppyNLUK,

B) HE QONYCKaThb CNy4aes NpUHYKAeHUs NOAYUHEHHBIX PABOTHUKOB K YHaCTWIO B AEATENLHOCTY
NOAUTUHECKX NAPTUN, UHBIX OBLIECTBEHHLIX 06BEANHEHNI

8. PaboTHKu opraHusaumn counanbHoro 06CNYXKUBAHNA, HARENEHHLIE OPraHWUIALIAOHHO-
PacnopaanTentHbIMN NONHOMOYUAMN MO OTHOLLEHWIO K paboTHUKam NoABEAOMCTBEHHbIX
OPraHusauni, LOMKHbI NPUHUMAETL Mepbl K TOMy, 4TOObl CBOMM NUYHLIM NOBEAEHMEM
nogasatb NPUMEp YeCTHOCTH, GeCNPUCTPACTHOCTY U cnpaseannsocTy. .

9. PaboTHUKM opranusaumm counanbHoro oBcnyxuBaHNA, HafeneHHsIe OpPrarn3aLMOHHO-
PacnopAANTENbHBIMA NONHOMOYUAMU NO OTHOWBHUIO K pPaboTHUKAM NOABBAOMCTBEHHbIX
OpraHu3auuit, HecyT OTBETCTBEHHOCTbL B COOTBETCTBUM C 3akoHogarenscTsoM Paccuitckoin
degepauun 3a aencTeuA AU 6esneicTenn NOAYUHEHHBIX  PaBoTHUKOB, Hapylalwmx
NPUHUNNGI 3TUKK U NPaBUNa CNYXEBHOTO NOBEABHURA, €CNU OHYU He NPUHANKU Mep, YTobbl He
RONYCTUTL Takux AeicTsuni unu 6esaencTemnii.

I1l. STudeckme npasuna cnymebrHoro noseneHns paboTHuKos

opraHusauum couranbHoOro o6cnyxusanus.

.

1. B cnyxebHom nosegeHum pabotHuky opraHMsauMM  couwanbHoro obcnyxuBaHns
HEOOXOAMMO MCXOAUTL 13 KOHCTUTYUMOHHBIX NONOKEHUiA 0 TOM, MTO YenoBsek, ero npasa u
c8060AbI ABNAIOTCH  BLICWEH WEHHOCTLIO W K&XABIA  rpaXgaHuk UMeeT npaso Ha
HEMPUKOCHOBEHHOCTb  YACTHOW JKU3HW, NUUHYIO W CeMEilHylo TalnHy, 3aWMTY YecTw,
AOCTOUHCTBA, CBOEro 4o6poro umeHun.

2. B cnyxebHom noseaeHun paGoTHuka opranWvsaumm  counansHoro obcnyxusaHns
HeaoNnyCTUMbI: ;

a) nboro smpa BbICKa3LIBAHUA U AeUCTBUA AUCKPUMUHALMORHOrO Xapakrepa no npusHakam nona,
BO3pacrTa, pach!, HalMoHanLHoCTN, A3blka, TPAXA[AHCTBA, COLUMANbHOMO, UMYLLECTBEHHOrO WNu
CeMeRHOro NoNoXeHus, NONUTUMECKNX NAWN PErUIUo3KbIX NpeanoyYTeHNi;

6) rpy6ocTi, npeHeGpexuTensHbIi TOH, 32HOCYMBOCTL, NPEAB3ATLIE 3aMEMAHVMA, NPeAbABNEHWE
HErMPaBOMEPHBIX, HB3ACNYKEHHbIX OGBUHEHNI:

B) YrPO3bI, OCKOPGUTENLHbIE BLIPAXEHUA UMW PenAnKY, AGVCTBUS, NPENATCTBYIOWNE HOPMANLHOMY
06LIEHMIO 1M NPOBOUMPYIOLME NPOTUBONPABHOE noseaeHxve;

r) KypeHue 8 cnyxebHbix NomMeleHusx, NPU NOCELeHUN KIMEHTOB Ha AOMY, BO BPeMA cnyweBHbIX
cosewanuit, Gecepn, nHoro cyxebHoro obLeHUs ¢ rpaxgaHamm.



PaGoTHUKM OopraHu3aumm couuansHoro 0BCryXunBaHUA Npu3saHbl CNOCOGCTBOBATL CBOUM
CNYXeBHLIM NOBEAEHWEM YCTAHOBNEHWIO B KONMEKTUBE AenoBbIX B83aUMOOTHOLEHUN ”
KOHCTPYKTUBHOrO COTpyAHUUECTBa ApPYr C APYrom. .

PaboTHuk  opraHuzauMm  CouManbHoro obCnykusaHUA  [ONMKHLI  BbiTh  BEXMNBLIMY,
AoBpoxenaTenbHbiMK, KOPPEKTHBIMY, BHAMATENbHLIMUA W NPOSIBAATL TONEPAHTHOCTL B
obuwennu ¢ rpaxaasamn U konneramu.

BHEWHWA Bug paBoTHUKA OPraHM3aLMi COLMAnbHOro obcnyxvBaHna Npu UCNONHEeHUN UM
AOIKHOCTHbIX 0GS3AHHOCTEN B 3aBUCUMOCTN OT YCNOBUN pabotsi 1 chopmata cnyxebHoro
MEponpusTUsS AOMKeH CNocoBCTBOBaTL YBAXEHMIO FPaXAaH K rOCYAapCTBEHHbIM opraHam u
OpraHam = MEecTHOrO CamOynpaBneHus, OpraHM3auMAM COLMANLHOrO  0BCNYKMBAHUS,
COOTBETCTBOBATL OGLIENPUHATOMY AENOBOMY CTUAI, KOTOPbIN OTAYMAKT opULKanLHOCTD,
CASPXAHHOCTb, TPAAULUMOHHOCTD, AKKYPATHOCT.

OtsercTeeHHOCTb 3a HapylweHwe Kogekca

Hapywenue paboTHukom opramusayuu counanbHoro ofcrnyxueaHus nonoxexnid Kogekca
NOANEXUT aHANU3Y 1 NPU NOATBEPNASHUN haKTa HAPYLIEHNA — MOpPanbHOMY OCYXAEHWIo,
8 B Cny4anx, NPEAYCMOTPEHHBIX (DEAePanbHbIMU 3aKOHAMU, HAPYLUGHUE MNONOKEHUN
Kodekca sneuer npumexenue K paBoTHIKy OpraHM3aLiu COUMANbHOTO OBCNYKMBAHUA Mep
IOPUANNECKON OTBETCTBERHOCTH.

CobniopeHne paboTHUKoM opraHusaumu counansHoro obcnywusaHus nonowexuir Kogekca
y4UTBIBAETCA NPWU NpOBeAEHUN aTTecTaumil, (HOPMUPOBAHMN KaapOBOro peaepsa Ans
BbIABUXEHUA HA BLILLECTOALWME JOMKHOCTY,

Hapylwenve paBoTHUKOM OpraHM3aLMu COUMEnbHOro obcnyxuBaHua nonoxenwii Kogekca
NOANEXNT OCYNIBHNIO HA 3ace[aHun 0OWECTBEHHOrO COBETA OPraHWU3auMy CoLManbHoro
oBenyxusanmna (nanee — Coser), ) .

CoBseT BO B3aumoaencTeumn ¢ aAMUHNCTPaALME OPraHM3aLu COLMaNBHOrO obcnyxmsanua
obcyxaaer dakThl HecobnoaeHus TpeGoBaHuii K cnyeGHOMY noBeaeHUIo PaBoTHWKa
OpraHusauun CouManbHoro oBCNYMXMBaHUS, BHOCUT NPEANOXEHWS NO 3aluTe npas #
WHTEPECOB KNWEHTOB couManbHelx cnyxG, a npu HEOOXOQUMOCTH O HANOKEHWA Ha
paboTHUKA AUCUMNANHAPHOTO BabICKaHus. Pewenns CoseTa YYUTBLIBAIOTCA NPY NPOBEAEHUN
atrecTaunmk, NPOABUXEHIM NO CNYXGe 1 NOOWPEHUNX COOTBETCTBYIOWEro PaGOoTHUKA.



