CJYXBA 110 ®UHAHCOBO-BIOKETHOMY HAA30PY
PECITYBJIMKH THIBA

ITPUKA3

ot 3 anpens 2024 . r. Kbisbin No 19/0n

06 yTBepxaennu nopsiaka c6opa u anann3a 0dpaTHON cBAIH
(OT BHYTPeHHHX H BHewHUX KJaueHToB) B Ciyx0e no puHancoBo-HioxkeTHOMY
naazopy Pecny6inxn TeiBa

B cootBetcTBUM ¢ mynkTOM 3.5. pacnopskenus Ilpasutensctsa Pecmybmmku
TeiBa ot 20.10.2023 Ne 607-p «O6 ytBepxnaeHuu [Inana MmeponpusTuii («1opokHo#
KapTel») MO BHenpenuro CTaHAApTOB KIHEHTOLEHTPHYHOCTH B JIEATENBHOCTH
opraHoB ucnosHuTenbHoii Bnacti Pecnyonuku Toisan, [IPUKA3BIBAIO:

1. Y1Bepauth nopaaok cbopa v aHanusa oOpaTHOH CBA3M (OT BHELIHKX H
BHyTpeHHHX KiveHToB) B Cmyx0e 1o ¢uHaHCOBO-OlofukeTHOMY —Ha3opy
Pecny6nuku ThiBa (nanee — Ciyx0a) B cootsercTBuu ¢ npuiokendem Mo |

HacTOALIEMY TPHKa3y.
2. Ha3HayuTb OTBETCTBEHHBIM 32 WCTONHEHHE JAHHOTO MpHKa3a OT/en

npaBoBoOro, (bHHaHCOBO-Z)KOHOMI/IquKOI‘O, KaJipOBO-A0KYMEHTALIKOHHOT O H

uHgopMauyonHoro obecrneverns (Mounrym C.M.).
3. KouTposib 38 MCTIOJHEHHEM HACTOAILIETO MPHKA3a OCTABIALO 32 COOO.

PykoBonutens Ciyx6bl T.X. Motryw



COTr'JIACOBAHO:
HauanbHuk ynpasieHus ¢pHHaHCOBOro KOHTpos H
OpraHM3alHOHHO-AHATHTHYECKOH JIeATeNbHOCTH

C.J. Kyynap Cotbyht
‘ /Y (Womnucs, nara)

C npuka3oM 03HAKOMJIEHbI )
oy C.lY o¥.08. 84

(nara, foanuce, Gamuns w nfyfumans)

(nata, noANMKCH, GpaMuaHg U MHHLIMAMLI)

(nata, noaANUCh, GaMHUAMA H HHHLLHATIBI)



[Mpunoxenme Nel

Kk nprkasy Cnyx6sl no
¢unancoso-6io0keTHOMY
nansopy PecriyGnukn Trina

or &y L2024 1. Ne 7Pty

TOPSIJIOK

C6opa v aHanu3a o6paTHOH CBA3H (OT BHEIHHX H BHYTPEHHHX KJIHEHTOB)
B Cnyx6e 1o ¢punaHcoBo-6lo1keTHOMY Han3opy Pecrybnnku Teisa

OO0uee nonoxeH1e

Hacrosmuii nopsmok coopa u aHanu3a obpaTHOH CBA3H (OT BHEWIHHX H
BHYTPEHHHX KiMeHToB) B Cnyxbe mno ¢uHaHcOBO-OIO/KETHOMY — Han3opy
Pecniy6nuku ToiBa (manee — Ilopsmok, Cnyx6a) pa3spaGoTaH B COOTBETCTBHH C
myHkToM 3.5 pacnopsixenus [lpasutenscrsa Pecry6muxm ToiBa oT 20.10.2023 Ne
607-p «O6 yrBepxaenuu [nana MeponpuaTHil («XOPOXKHOI KapThl») 10 BHEAPEHHIO
CTaHzapToB KJIHEHTOLEHTPHYHOCTH B JEATENLHOCTH OpraHoB HCMOJIHHTENbHOH
pnacTd PecryGnuku TeiBa», ¢ LEJIbIO OpraHM3alli nonyyeHus oOpaTHOH CBSA3M OT
rpaX[aaH, NPEACTaBUTENEN IOPUANYECKUX JHL (BHELIHME KIMEHTBI), COTPYAHHKOB
Cnyx06bl (BHYTpPEeHHME KaMeHTbl) 00 ypOBHE YAOBIETBOPEHHOCTH IIPOLIECCOM
B3aHMOACHCTBHS.

B Hacrosiiuem [Topsake ucnonb3yrores ciefyomue TEpPMUHBI:

I'ocynapcrBennas gynkuns — AeATeNbHOCTb 00ecneynBalolas HCMNONMHEHHE
nonHoMo4YHH Cmy0bl, NpemTyCMOTPEHHBIX HOPMATHBHBIMH IPABOBBIMH aKTaMH
Poccuiickon ®Denepaunu 1 HOpMaTHBHBIMH NPaBoBbLIMH akTaMH PecriyOnuku ThiBa;

Mepa rocyaapcTBeHHoii MOMAAECPKKH — MEpONpPUATHS, HAlpaBleHHbIE Ha
MOJACPKKY HaceneHHs, IOPHIHYECKHUX JMLL U Pa3sBUTHE POCCHHCKON IKOHOMUKH;

KnueHT (BHYTPEeHHHMIl KJIHEHT M BHEIUHWH KJAHeHT) — (uU3HUecKoe WM
IOpUIHYECKOE JIHLIO, B3aUMO/IEHCTBYIOLIEE C FOCYIAPCTBOM C LIEJbIO Y0B/IETBOPEHHUS
CBHX NoTpebHoCTEi;

BHemnuii KJIMeHT - (u3nyeckoe HIH IOPUIHYECKOE
nuuo,3auMoziercTByoulee ¢ Ciyx6oit caMOCTOATENIBHO HIIH Yepe3 YNOJTHOMOYEHHOro
NPEACTABUTEIS C LieJIblO YAOBJIETBOPHTD HX MOTPEOHOCTH,;

BuyTpennuii KJHeHT (COTpyAHHMK) — TOCYNApPCTBEHHBIH TPAXAAHCKHH
cnyawui Hiax pabotHuk Ciysx0bl;
Ownnaitn-onpoc — Merox cbopa HHbOpMaLMH, npeLycMaTpHBAIOLLIHI

HCI0/Ib30BaHHE HH(OPMALMOHHO-TENEKOMMYHUKAUMOHHOH ceTH «MHTepHeT» ¢
Lenblo obecrneyeHHss KOMMYHHKALIMH.

CepBuc - uM@poBoii HHMOPMALMOHHBIH pecypc, HCMONb3yeMBIX TpH
OKa3aHHH Mep NOAACPKKH, OCYLLECTBAEHHH roCyAapCTBEHHBIX QYHKLMH;

Cuncrema BHelllHeH o0paTHOH CBSI3H — CHCTEMa, MO3BOJIAIOWIA BBIABUTH
OTHOLIEHHE COTPYAHMKOB K B3aumopeiicteuio BHyTpH CnyxObl B npouecce
NpogecCHOHANBHOM EATENLHOCTH;



Cucrema o6paTHoii cBR3M — COBOKYNHOCTL MHCTPYMEHTOB [10 [10JIyYEHHIO
OT3bIBOB KJIHGHTOB B TNpouUCCCe BHECAPCHHA KJIMCHTOUCHTPHYHOrO MOAXOAa B
nesrenbHocTH CnyxObl.

2. Cucrema HewHeil oOpaTHoii cBA3M

Cucrema BHewHeH oOpaTHO# CBA3H NpeaHasHayeHa V1A H3yueHHA OTHOLICHHA
BHEWIHHX  KJIHEHTOB K  JCHCTBYIOWIMM  MEXaHH3MaM  OCYLICCTBJICHHA
rocynapcTBEHHbIX QYHKUHI B LENAX NOBbLILEHHA YPOBHSA KIHEHTOLEHTPHYHOCTH.

Cucrema BHewHeH oOpaTHoi cBs3H Britoyaer npuem (c6op), obpabortky H
aHanu3 obpalleHHi rpakaaH U NpeACTaBUTeNeH IOPHAHYECKHX JIHL, HallpaB/IeHHbIX B
Cnyx06y B ycTHO# U nucbMeHHO# (opme nocpenctsom: CO/] «IlpakTukan; noprana
obpallneHnii; 3NMeKTPOHHON NOYTHI; MOYTOBOH KOppecrnoHAeHUHMeil; yvacTds B
onpocax, pasMeIeHHbIX Ha opuunanbHbIX caiitax CiryObl B COUHAIBHBIX CETSAX.

3. Cucrema BHyTpeHHeii 0OpaTHOM CBA3H

Cucrema BHyTpeHHel o6paTHOH CBA3H NpEAHA3HayeHa i H3y4yeHus
OTHOIUCHHA COTPYAHHKOB Cnyxbbl K JCHCTBYIOIMM MpouEccaM BHYTPEHHEro
B3aHMOJIEHCTBHA B Tpolecce npodecCHOHANBHOH AEATENBHOCTH B LENAX OLEHKH
YPOBHS YIOB/IETBOPEHHOCTH MOBHILIEHHS YPOBHS KIIHEHTOLEHTPHYHOCTH Ci1yK6bl.

Cuctema BHyTpeHHeH oOpaTHOH CBA3H BKUIIOYAET: mpHeM (cOop), 0OpaboTky H
aHanu3 oOpalleHuH ¥ MHEHHH COTPYAHHKOB B YCTHOH W MNHCbMEHHOH dopme;
HarpaBJieHHe 0OpallleHHH Mo 3NIEKTPOHHOH MoyYTe; TMYHOE WIH OHMaifH-o0paleHue K
PYKOBOJMTEIO, 3aMECTUTENO PYKOBOAMTENS, HAYAIbHHKY YIpaBleHHs; YYacTHE B
omnpocax.

4. Ananu3 obpauieHui

B umensx aWanu3a oOpalieHWH BHEIUHMX MW BHYTPEHHHX KJIHEHTOB
OCYLIECTB/IACTCA €KEKBapTalbHblii MOHMTOPHHr oOpaineHnii. COop uHpopmauHu
BENETCs TNOCTOAHHO, aHalu3 MpoBOAMTCA eXekBaptanbHo. WHbopmauus Hocut
BHYTPHBEIOMCTBEHHbIH XapakTep M He MNOMIEKHT onybnukoBanuio. Ha ochose
€XEKBAPTAIbHOr0 aHanu3a obpalleHHii W Kanob rOTOBATCS HOBBIE WHCTPYKTHBHblE
MaTepHailbl H pa3bACHEHUSA IS NOJIb30BATENEH.

AHanu3 npoBoAMTCS MO 00BEKTHBHBIM METPUKAM:

KOJIM4YecTBO obpaleHuit W *kanol, MOCTYMMBIIMX MO BceM 0003HaYEHHBIM

CPEICTBAM CBSA3H C YKa3aHHEM JIONIH B MPOLIEHTHOM COOTHOLIEHHH MO
Pa3NHYHbIM KaHasaMm;

OCHOBHbIE NpHYHHbI 0bpatuennii (oblee KONHYECTBO OOpalleHHit 3a KBapTa),

BpeMsi OXMZAHHA oOTBeTa (BpeMs, MpOLIEAWECE C MOMEHTa PErHCTpaLHH
oOpalleHns, 10 MOMEHTa OTBETA M0J1b30BATENIO);

AONS YNOBJIETBOPEHHBIX Kanob (KONHMYECTBO Kanob C MONOXKHTENbHBIM
pe3ynbTaToM pelueHUs npobnembl U A0 OT YHCIA BCEX MOCTYNMHMBLIMX 33 KBapTal
Kanob);

KOJIMYECTBO HEYOBIETBOPEHHBIX kanod (KOMMYECTBO XKanod, MOMy4HBLIHX
OTKa3, M 101 OT YHKCJIa BCEX MOCTYNMBILKX 32 KBapTal ajob).



5. IlpoBesieHHe onpocoB, aHAIH3 Pe3yJIbTATOB

Onpocb! BHEWHHX W BHYTPEHHHX KIHEHTOB NPOBOLATCH C LEJIbIO aHAIH3a B
pamKax cleflylolnX opM B3aHMOACHCTBHA: CEPBHC; roCy1apCTBEHHas byHKuHA.

Jlns nonyueHus omepatuBHOH HH(pOpMauHH 00 ypOBHE YIOBJIETBOPEHHOCTH
npotieccom B3auMozeicTBHs co Cnyx6oii B 1eloM MOTYT NPOBOAHTECA ClEYIOLIHE
ompocel: obwas oueHka aestensHocTH CiyxObl; OHNaiiH W odnaiiH-onpoc
nons3osarencii (KNMEHTOB) Mo yray6neHHol cxeme c6opa MH(pOpMAUMH: B Crlyyae
BbIABJICHHA  3HAUWTENBHOrO  yWcna  npoGleM W BBICOKOrO  ypOBHA
HEy0BNETBOPEHHOCTH.

C uenbio pa3paboTKH I1aHOB 110 COBEPLUEHCTBOBAHHIO B3aHMOJAEHCTBHA MOTYT
NPOBOAUTLCS cOOp HHPOPMALMH H ONpPOChl YPOBHS YIOBIETBOPEHHOCTH CO CTOPOHLI
K/IHEHTOB; MNPEUIOKEHUA KIHEHTa 10 BO3MOXHBIM H3MEHEHHAM MO Mpoueccy
B3aHMOJIEHCTBHA.

C uenbio MOBBIIEHHS KIHEHTOLEHTPHYHOCTH AeATeNbHOCTH CiyxObl Mo
peayiM3allii roCy[apCTBEHHBIX (YHKIUMH MOryT MpPOBOAWTCA ONpPOCHl  LENEBOMH
ay[MTOPHH, HaNpaBjicHHbIE HA: MOHUMAHHH NOTPEOHOCTEH LENEBOH ayaHTOPHH,
MpPOBEpPKYy THNOTE3 B OTHOWIEHHH LENeBOH ayAMTOPHH; OLEHKY  YPOBHsA
YIOBJIETBOPEHHOCTH KJIWEHTaMH MeponpustusMu CnyxObl, HanpableHHBIMH Ha
LeNEBYI0  ayJMTOPHIO, M OTACIbHBIMM [apaMeTpaMH TaKUX MEpPOIPUATHH
(conepxaHue, yCNOBHA INpPOBEJEHHMS, KAuecTBO OpraHusauud M 1p.); cbop
TpEUTOKEHHH 10 PasBUTHIO COBEPLICHCTBOBaHHIO AeATensHocTH CiyObl; OLEHKY
3¢ exTHBHOCTH pedTenbHocTH CrykObl, BNHAHHA pe3yNbTAaTOB AEATENBHOCTH
Cnyx0bl Ha yny4llIeHHe KauecTBa XH3HH LIeNeBOH ayIMTOpHH.

JIns noBblLICHHA KauecTBA NPOPECCHOHANBHOM MAEATENBHOCTH W YCIIOBHi
TpyAa MOTYT MPOBOAMTLCA ONPOCHI COTPYAHHKOB CnyxObl, BKINOYAIOLIHE OLEHKY:
MaTepUaNbHO-TEXHHYECKOE  OCHALICHWE;  PErNaMeHTauMH  npodeCCHOHANBLHOM
NeATeNbHOCTH; aBTOMaTH3alUHH NMpodecCHOHATBHOM AeATENBHOCTH; B3aHMOJIEHCTBHE C
APYrMMH  OpraHaMH  MCNOJIHMTENbHOH  BNAacTH,  QeaepanbHbIMH  OpraHaMm,
OpraHH3alMIMH; BO3MOXKHOCTEH TnpodeccHoHansHoro passutHs B CmyxOe;
B3aHMOJCHCTBHE C Ko/JeraMM B KO/JICKTHBE; OJIEMEHTOB MpOodEeCCHOHAbHOM
nesaTenbHOCTH (Tpyaa).

Onpocbl BHEWHHUX M BHYTPEHHUX KJIMEHTOB MpPOBOAATCA € cobmoaeHxeM
MaKCHMaJTbHO BO3MOXKHOTO YPOBHS aHOHWMHOCTH. Ilpu oTcyTcTBHH coOnioaeHHs
JAHHOro napamerpa HEBO3MOXHO MONYYEHUA pPENpe3eHTaTHBHOM M JOCTOBEPHOIi
HHpOpMaLHH.

[Ip1 noaroToBKe aHKET UL ONPOCOB MOTYT HCIOb30BAThCA THIIOBbIE AHKETHI.

[Ipy pasmelleHHH OHJAHH OMPOCOB HMCMOMB3YIOTCA COLHANbHBIC CEPBHCHI,
npeJHa3Ha4Y€HHbIE JUIA ONPOCOB HaceleHWs. B 3aBMCMMOCTH OT LENM M METOAMKH
NpoBeEHHS KOHKPETHOro ONMpOCa CCbUIKA Ha OMPOC MOXET pasMellaThCs Ha
opuunansHom caiite CiyxObl, OQHUMANBHBIX CTPaHHL couuanbHbix ceTell CnyxObl,
b0 MOXXET NPOBOAMTHCA aiPECHast CChLIKA LIENEBOH ayIMTOPHH.

Pe3y/sTaThl ONMPOCOB MOJVIEKAT peryispHoMy cOopy u aHanusy. [TomyuenHsle
pe3y/bTaThl MOTYT OCBEWAThCA HAa OQHUMATBHBIX CTPAHHLAX COUMAbHBIX CeTel

Ciyx051.



