Nunana CaHuesmny

BA3OBA4 NMPOITPAMMA OBYHEHA

CTAHOAPTbI OBCJTYXMBAHNA KITMEHTOB
1O TEJIEPOHY



MACTEPTEAEKOM

CaHuesuy Ouana, busHec-tpeHep OOO «Macteptenekom», BTOp M pa3paboTymK Nporpamm
obyueHus 1 pgenosbix urp. OnbiT paboTsl B 061aCTH OPraHUM3ALMOHHOTO KOHCYNIbTUPOBAHMS,
obyueHus 1 passuTtus nepcoHana ¢ 1999 roga.

Cneumanusaums:

e KoHcantuHrossle ycnyru B o6nactv BHeApEHUs Kom- U KOHTAkTHbIX LeHTpos (KLL)
PA3NUYHBIX TUMOB, NNAHUpPoBaHKs MHbpacTpykTypsl KL, ynpasnenus n ontummaaumm KL,

e [Nogbop pykosoautenei u nepcoHana ans KL, otaenos npogax, otaenos no
06CNYXMBAHMIO KITMEHTOB.

o OpraHusaums cuctemsl Nogbopa nepcoHana, BopoHku noabopa. Paspabotka npoduns
AONIXHOCTU U APYroi HEOBXOAUMOW BOKYMEHTALMM.

e Opranusaums cuctemsl koHTpons kavectsa B KL, otaenax npopgax, otaenax no
06CNYXMBAHUIO KIIMEHTOB. AyAMT KOYECTBA OBCIYXMBAHMS KIIMEHTOB. AHANN3 BU3Hec-
NpoLeccoB knneHTckoro cepauca/npoaax. Paspabotka u sHepperune CraHgapTtos
cepeuca/npoaax, CKPMNTOB PA3rOBOPOB, MHCTPYMEHTOB OLEHKM M PA3BUTHS NEPCOHANA.
MpoBeneHWE OLEHOUYHBIX MEPOTNPUSTUNA.

e Paspabotka 1 BHeapeHHe cucTeM OBYUYEHMS, HOCTOBHUYECTBA, BA30BbLIX U
CMNELMANU3UPOBAHHBIX MPOrPAMM 0byyeHus. [ToAroToBka METOAMYECKMX MATEPHANOB s
YYOCTHUKOB OBYYAIOWMX MPOrPAMM, BHYTPEHHMX TPEHEPOB KOMMAHMMI-3aKA34MKOB. KoyumHr
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MACTEPTEAEKOM

pykosoautenei n nepcoHana KU, MNocTrpeHnHroBoe conpoBoXaeHe yHACTHUKOB, OHANM3
3P PeKTUBHOCTH 0ByUeHMs.

o AHanus 3dpPeKTUBHOCTH BIAUMOAENCTBUIA B KOMOHAE, POPMUPOBAHKE KOMAHA.

e PazpaboTka 1 ONTUMKU3ALMS CUCTEM KITMEHTCKOTO CepPBUCA, KAPT KnneHTckoro nyTu. MNoabop
M OPraHmn3aLus paboTsl € LUPPOBLIMKM MHCTPYMEHTOMM CepBMCaL.

Mporpamma obyvenmns "CraHgaptsl 06CcnyXuBaHus KNMeHTOB no TenedoHy" pekomeHayeTcs ans
COTPYAHUKOB KOHTOKT-LEHTPOB.

[porpamma pekomeHayeTCs AN KOMNAHWM, CTPEMSLLMXCS K:
® BLICOKOMY KA4eCTBY OBCMYXMBAHMUS KIIMEHTOB,

® BHEAPEHMIO eAnHbIX TPEBOBAHMI K MepPeroBopam,

® CHMWXEHMIO 3aTPAT HA YNPOBNEHUE NEPCOHANIOM.

CraHpapTthl  OBCAYXMBAHMS KIIMEHTOB — 3TO BHYTPUKOPMNOPATMBHBIA AOKYMEHT, B KOTOPOM

YCTAHOBIMBAIOTCA €ANHbIE NPABUIA OKA3AHNA YCNYT.

CraHAapThl CUCTEMATUIUPYIOT HOKOMIEHHbI COTPYAHUKAMM OMbIT, GOPMUPYIOT YHUKANbHBIH 06pas
KOMMOHWMM, MOBHIWAIOT OBBEKTMBHOCTE OLEHKM W  POTALUMM MEPCOHANd, PEernaMeHTUPYIoT

B3OMMOLENCTBUE COTPYAHWKOB C KNUEHTAMMU N KONneramm U ap. ,D,OKYMEHT BKlOYOET B cebs:

e TpeboBAHMUs K cUCTEME OBCNYXMBAHMA U MPOATX,
® QNrOPUTMbI PABOTLI COTPYAHMKOB,

® MOfAenu NOBEAEHMS B TUMUYHBIX CUTYALMUSX,

® TpebOBAHMS K MPE3EHTALMU TOBAPOB M YCAYT,

® MPABMIIC BEAEHUS NeperoBopos,

e TpebOBAHMS K BHELLIHEMY BUAY U AP.

CraHaapThl OBCNYXMBOHMS KIMEHTOB OCHOBBLIBAIOTCS HO HOPMATMBHBIX npasoebix aktax Pb,

JIOKANbHbIX HOPMATUBHbBIX MPABOBbIX AKTAX KOMNAHUU-3AKA3YMKA.

CraHaapThl  OBCNYXMBAHMS  KIMEHTOB MOTYyT ObiTb  PA3PABOTAHBI  COTPYAHUKOMM  KOMMOHMM-
30Ka34KKa, a Takxe - ¢ nomoubio cneunannctos OOO «MacTeprenekom.

Mporpamma obyyerus «CTaHAAPTL OBCNYXMBAHMS KIMEHTOB MO TenedOHy» HANPABIEHA HA BHEAPEHME

ACGHHOTO JOKYMEHTA B NPAKTUKY PABOTE COTPYAHUKOB KOMMAHWM-30KA34YMKA.

Pesynbratel 0byyerus:

v/ NoBbIWEHUE KAYECTBA OBCIYXMBAHMUS KITMEHTOB NO TenedoHy

v’ yBenuueHue pesynbTaTMBHOCTH paboTsl ONEPATOPOB 3Q eAMHULY BPEMEHH
v’ nosbiweHne k03ODULUMEHTA 3AKPLITUS CAENOK, AONMU PELUEHHBIX 305BOK

v/ OCO3HAHHOE NPUMEHEHWE COTPYAHUKAMM U3YUYEHHbIX NPaBun paboTsl
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v noBblLLEeHNE I'IpOCI)eCCMOHGJ'IbHOIZ COMOOLEHKMH, BOBJIE4EHHOCTHU COTPYAHUKOB
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Beenenue

o 3uakomcteo. Uenu sHepperus «CtanaapToB ob6CnyXuBaHUs KNMEHTOB MO TenedoHy».
® YCTOHOBKM YYOCTHMKOB.

e [lpasuna v pernameHT paboTbi.

TpebosaHus K 06CNYXMBAHMIO KTMEHTOB KOMNAHWM NO TenedoHy
o Kputepnn oueHkn BoinonHeHus «CTAHAAPTOB OBCNYXMBAHMSA KIMEHTOB MO TenedoHys».
Hek-nuctel.

OtpaboTka yMeHMit U HOBBLIKOB, HEOOXOAUMBIX ANS BbINMOJIHEHMS KAXAOIO pasgena
CraHpapTos:

® HOYQNA PA3rOBOPA C KIMEHTOM,

o ObBpALLEHUS K KUEHTY,

OHANU3A 3aMNPOCA U BhISIBIEHNS NOTPEOHOCTEN KIUEHTA,
NPeAoCTaBREHNs MHPOPMALMH,

YAEPXAHUS KIIMEHTA HA NIMHUK,

nepeBoAq 3BOHKAQ,

NPEe3EeHTALMM KOMMOHMMU,

Npe3eHTaLMK NPOAYKTQA,

PABOThl C BO3PAXEHUAMM KITMEHTQ,

nposeaeHns TenedoHHOro onpoca,

e pabortsl ¢ kNMeHTckon Bason,

e 06paboTkn xanob u npeteHsun,

® paboTbl B KOHPAUKTHBIX CUTYALMSIX,

® OTKO3Q KNMEHTY B O6CTYXMBAHMM,/ IPEAOCTABAEHMM TOBAPOB M YCAYT,

® NoABEAEHMs UTOTOB PA3rOBOPa,

® 30BEPLUEHMS PA3TOBOPA C KIIMEHTOM,

o duKcauMM Pe3ynbTATOB PA3TrOBOPA.

Ananus sddektuBHoctn BoinoneHus «CraHoapToB OBCNYXMBAHMS KIMEHTOB MO
TenedoHy»

o MOHUTOPHMHT KaYeCcTBA OBCIYXMBAHUS KIMEHTOB NO TenedoHy.

e TectupoBaHue coTpymHMKOB Ha 3HaHMe «CTaHOOPTOB OBCNYXMBAHMS KIMEHTOB MO
TenedoHy».

3aknioueHune

o [lopsepeHue ntoros paboTsi.

o [loCTOHOBKO MHAMBMAYONbHEIX Uenerd Ha Gnuxadwuin Mecsu. [poaonxurenbHocTb
nporpammsl: 8-16 4acoe, cCOrMAcoOBLIBAETCS MHAMBMAYANbHO, B 3CGBMCMMOCTM OT 30A40M
KOMMOHMK-30KA34YUKA 1 popmaTa obyueHus.




MACTEPTEAEKOM

DopMmaTbl 0ByUYEHHS: KOPMOPATUBHOE - OYHBIE 3AHATHS C TPEHEPOM, CMELLAHHOE - OYHbIE 3AHATUSA C

TPEeHepPOM 1 ObyUeHre C NOMOLLBIO L POBLIX TEXHOMOTHA.

[paduk npoeepeHus: 3aHaTMs npoeopstcs 1-2 pasa B Hepeno. [lepepbiBbl mexay HUMM
MCNONb3YIOTCH ANS 30KPEnieHUs TPEHUPYEMbIX YMEHWIA M KOHTPOMS MPUMEHEHWUS M3y4aemoro

MaTepunana C NOMOLLbIO BHYTPEHHero 1 BHelHero MOHUTOPKUHIa Ka4yecTtad O6CJ'IY)KI/1BGHM9| KMNEHTOB.

3akpenneHue pesynbTaToB OOYYeHMs: rpynnoBble M WMHAMBMAYQMNbHbIE [OMALIHME 3CAAAHMS,

06paTHAS CBA3b COTPYAHUKOM B PE3YNLTATE MOHUTOPKHIA KOYECTBA OBCIYXMBAHMS.

OueHka pesynbTatoB OOYUYEHUS: COMOOLEHKA TPEHWPYEMbIX YMEHMH YYACTHUKAMM, QHONK3
PEe3ynbTATOB TECTUPOBAHMS COTPYAHWUKOB HO 3HOHKME NPABMN PABOTHI, OLEHKA YMEHMIA UCMONb3OBATH
CraHaapThl 0BCNYXMBAHKS C NOMOLLBIO TECTOBLIX 3BOHKOB M MOHMTOPMHIG KAYECTBA OBCNYXMBAHMS

KNMUEHTOB.

YuebHble matepuansl Kypca: paspabateisaet TpeHep «Macteprenekom» Ha ocHose «CtanaapTos
obcnyXuBaHMs KnMeHToB no TenedoHy». Pabouyio TeTpaab, Wrpbl, AyauMo- M BMAEO- MATEPUANSI
KOMMOHMS-30KA34MK MOXET B ACNbHENLWEM MCMOMb3OBATL ANl OAANTALMM, OBYYEHUs U aTTECTALMM

COTPYAHMKOB.

O6opynosaHue: NpoeKkTop, KOMOHKM, AOCKA, MAPKEPSI.
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