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1. O0mme moJ10KeHUA

1.1. Hacrosiimas nHCTpyKIMS ONpEAENseT PaBUiIa MOBEACHUS COTPYAHUKOB
yupexaeHus: (OpraHu3aluy) TpH TMPEJOCTABICHUM YCIYr HWHBalugaMm (HMHBIM
KaTeropusiM MaJIOMOOMIIBHBIX TPaK]IaH).

1.2. HBanup — Mo, KOTOPOE€ MMEET HAPYLIEHHUE 3J0POBbS CO CTOMKHM
paccTpoiicTBOM  (PYHKIIMH  opraHu3ma, OOYyCIOBJIEHHOE  3a00JIEBaHUSIMM,
MOCJICICTBUSIMA ~ TPaBM WM JnepexTtaMu, TPUBOIANIEE K OTPAaHUYCHHIO
KU3HENIEATEIbHOCTH Y BBI3BIBAIOIEE HEOOXOAMMOCTh €r0 COLMAIBLHOM 3aIuThI".
Manomo6unbHbie TpaxaaHe (MI) — 3To JtoAM KCHBITHIBAIOUIUE 3aTPYIHEHUS
MpU CaMOCTOSITEILHOM TNEPEABUIKECHHUM, TMOIYYECHHH YCIYyTd, HEO0O0XOIUMOMN
uH(OpMAIUU WU TIPU OPUEHTUPOBAHUU B IMPOCTPAHCTBE (IO C BPEMEHHBIM
HapyIlIeHUEM 370POBbsI, 0€pEMEHHBIE KEHIITUHBI, JIFOAU CTAPIINX BO3PACTOB, JIIOIU
C ICTCKUMH KOJISICKaMU U T.IL.).

1.3. UacTpykuust pazpaboTaHa B cOOTBETCTBUU ¢ DenepaibHbIM 3aKOHOM OT
1 nexabps 2014 roma Ne 419-®3 «O BHECEHHMM U3MEHEHUM B OTJIEJIbHbBIC
3aKOHOJareNnbHble akThl Poccuiickorn @Penepanuyu 1o BONPOCaM  COLIMAJIBHOU
3aIUThl MHBAJIUIOB B CBSI3U ¢ paTudukanueil KoHBeHIIMU 0 IpaBax WHBAIHUJIOBY.

1.4. UacTtpykiusa pa3pabotaHa B 1eisaXx oOecrieyeHus: 10CTyna UHBAIUIOB K
ycllyraM U OOBEeKTaM, Ha KOTOPBIX OHHM MPEJOCTaBISIOTCS, OKa3aHWs MPHU 3TOM
HEOOXOMMOU TOMOIIM, U MOXET ObITh HCIOJb30BaHA MPU UHCTPYKTUPOBAHUU
pabOTHUKOB  yupexkaeHH (opraHuzanuil) 000 cdepbl  IeATeTbHOCTH,
MPEAOCTABISIONINX YCIYrM HACEJIEHUI0, a TakKKe IMPU HENOCPEICTBEHHOM
OKa3aHUU yCJIYT WHBAJIHUIAM.

1.5. TpeboBaHus K ypOBHIO OJITOTOBKH TMEpCOHANA:

a) 3HAHUE TOHATUA <JIOCTyNHAs cpefa [Jis WHBAJIUJIOB» M OCHOBHBIX
TpeOOBaHMI TOCTYIMHOCTH OOBEKTOB W YCIAYr IS MalOMOOWIIBHBIX TPaKIaH;
OCHOBHBIX BUJIOB apXUTEKTYPHBIX, HHOOPMAITMOHHBIX U CUTYAIITMOHHBIX OApbEPOB,
MPENATCTBYIONIUX TOJy4YeHUI0 yciayr uHBamugamu (MI') HapaBHe C Apyrumu
JUIAMHU, a TakXKe€ BO3MOXKHBIX CIIOCOOOB WX YCTPAHEHUS B 3aBHCHUMOCTH OT
KaTerOp1uy MHBAIUIHOCTH;

0) OCBEIOMJIEHHOCTh O NEPEYHE MPENOCTABISEMBbIX YCIYr B OpraHu3aliu;
dbopmax U mopsiAKe MPeAOCTaBICHUS YCIYT (B OpraHu3aliii, Ha JOMY, JIEKTPOHHO
1 JTUCTAHIIMOHHO);

B) MH(GOOPMHUPOBAHHOCTH O CIIEIUATEHOM (BCTIOMOTATEIbHOM) 000PY0BaHUHU
U TIPUCIIOCOOJICHUSX JIJISI MHBAJIMIOB, UMEIOIIUXCSl B PACTIOPSHKEHUH YUPEKICHUS
(opranuzanuu), HaJU4UU JOCTYyMa K HUM, MOPSJKE WX DKCIUTyaTaluu (BKIIOYAs
TpeboBaHwMs 0€30MACHOCTH);

I') O3HAKOMJICHHUE C TIOPSIIKOM dBaKyalluu TpakJaH Ha OOBbEKTEe, B TOM YHUCIIe
MaJIOMOOMIIBHBIX, B OKCTPEHHBIX CITydasX U YPE3BBIYANHBIX CUTYAIIUSIX;

) Haauuue pa3pabOTaHHBIX TMPaBUJI  B3aUMOJECUCTBUS  COTPYIHUKOB
YUpEKICHUS (OpraHu3aIuy) Mpu IPEAOCTABICHUHN YCIYT UHBAIUTY.



2. O0mme npaBmWJia 3 TUKETA

2.1. OOpamenne K YeIOBEKY: MPH BCTpede OOpamanTech ¢ WHBAIAIOM
BEJKJIMBO M YBAXKUTEJIBHO, BIIOJHE €CTECTBEHHO MOKAaTh MHBANUAY pyKy. Korna Bbl
pasroBapuBaeTe ¢ MHBAJIUAOM JIFOOON KaTeropuu, oopananTech HEMOCPEACTBEHHO
K HEMy, a HE K CONpPOBOXKAAIOIIEMY WIH CYpJIONEPEBOIUUKY, KOTOpPHIC
MIPUCYTCTBYIOT IPH pa3roBOpeE.

2.2. AnexBaTHOCTh U BEXKIIMBOCTBb: OTHOCUTECH K APYrOMY YEJIOBEKY, KaK K
cebe caMOoMy, TOYHO TaK € €ro yBaxalWTe — M TOrja OKa3aHUE YCIYrd B
YUPEKJICHUH (OpraHu3aiuu) u odenue 0yayT 3pheKTUBHBIMH.

2.3. HasbiBaiiTe ce0si W Jpyrux: KOrjJa Bbl BCTPEUAETECh C YEJIOBEKOM,
KOTOPBIH IJI0OXO BUJIUT WJIM COBCEM HE BHUJIUT, 0053aTENbHO HA3bIBATE CEOS U TE€X
JI0JIe, KOTOpble MpUIUIM ¢ BamMu. Eciu y Bac oOmiast Oecena B rpymme, He
3a0bIBaiiTE MOSICHUTH, K KOMY B JJAaHHBIA MOMEHT BbI OOpanaeTech, U Ha3BaTh ceOsl.

2.4. IlpenyoxeHne MOMONIU: €CJIHM Bbl IPEAJIAraeTe MOMOIIIb, KIUTE, OKA €€
MPUMYT, a 3aT€M CHpallrBaiTe, YTO M KaK JIeJIaTh; BCETJa MpeajiaraiTe moMolllb,
€CJIM HY’KHO OTKPBITh TSDKEIYIO ABEPh I OOOUTH MPENSTCTBUE.

2.5. ObecnedyeHne AOCTYMHOCTH YCIyT: BCErAa JIMYHO YOEKIaWTeCh B
JIOCTYITHOCTH MECT, TJ€ NPEAyCMOTPEHO OKa3aHWE YCIYyr U TMPUEM TPaKaH.
3apaHee MOUHTEPECYUTECh, KAKUE MOTYT BO3SHUKHYTH MPOOJIEMbI WM Oapbephbl U
KaK UX MOKHO YCTPAHUTb.

2.6. OOparmieHre ¢ Kpecjao-KOJSCKOW: WHBAJIMHAS KOJSCKa — 3TO YacTh
HEMPUKACAEMOro MPOCTPAHCTBA YEJIOBEKa, KOTOpbIA €€ wucnoias3yer. He
oOJoKauMBalTECh HAa Hee W He Tojkaite. Hauarh katuth KoOJsicKy Oe3 coriacus
WHBaJIUJa — TO >K€ CaMoe, YTO CXBaTUTh W TIOHECTH 4YeJOBeKa 0e3 ero
paspeiienus. Eciu Bac MmOmpocuiv MOMOYb WHBAINIY, MEPEIBUTAIONIEMYCS Ha
KOJISICKE, CHavasla kaTtute ee MejuieHHo. Koisacka ObICTpo HaOupaeT CKOpOCTh, U
HEOXUJAHHBIN TOJUOK MOKET IMPUBECTHU K MOTEPE PABHOBECHSI.

2.7. BHuUMaTenpbHOCTh W TEPIEIUBOCTH: KOT/Ja BBl pPa3roBapuBacTe C
YEJIOBEKOM,  HCIBITHIBAIONIUM  TPYJHOCTH B  OOIIEHUHW, CIYIIAUTE €ro
BHUMATEIbHO. byabTe TEpHENIUBHI, KIUTE, KOTJa YEJIOBEK CaM 3aKOHYHUT (pasy.
He nonpasnsiite ero u He noroBapuBanTe 3a Hero. [loBropure, 4TO BBl NMOHSIIH,
ATO MOMOKET YEJIOBEKY OTBETUTh BaM, a BaM — IOHSTh €TO.

2.8. Pacnonoxxenue sl Oecelbl: KOTJa Bbl TOBOPUTE C YEJIOBEKOM,
MOJIB3YIOIIUMCSI MHBAJIUIHOM KOJSICKOM WM KOCTBUIIMH, PACIOJIOXKHUTECH TaK,
yTOoOBl Ballld M €ro rijaza ObUIM Ha OJHOM YpOBHE, TOrJa BaM OyJeT Jjerde
pasroBapuBaTh. PasroBapuBas ¢ TeMH, KTO MOXET, YHUTaTh IO Ty0awm,
PacmoIOKHUTECh TaK, 4TOOBI HAa Bac mangan ceet, u Bac Ob1710 XOpOIII0 BUJTHO.

2.9. IlpuBneueHrve BHUMaHUS 4YeEJIOBEKAa: YTOObI MPHUBJICYL BHUMAaHUE
YEJIOBEKA, KOTOPBIA IUIOXO CJIBIIINT, MIOMAIIUTE €My PYKOW WM MOXJIOMAWTE MO
mwieqy. CMOTpUTE €My OpsIMO B IJ1a3a U TOBOPUTE YETKO, HO UMEUTE B BUIY, UTO
HE BCE JIFOH, KOTOPBIE TIJI0XO CJBIIIAT, MOTYT YHUTATh MO rydam.



3. ConpoBo:kaeHNEe HHBAJIH/I0B HA PUEMe B yUpeKAeHUH (OPraHu3anmnu)
U IIPH OKA3aHUM UM YCJIYyT

3.1. MuBanuaam oxasbiBaeTcsi HEOOXOJMMasi TOMOIIL MPU BXOJIe B 3JaHUE
(BBIXOJI€ U3 3/1aHMSI), Cllaye BEpXHEH oJIex bl B TapAepo0 (MOJyYeHUH U OJIEBAaHUU
BEPXHEUN OJEXKIbI).

3.2. B nepBOOYEpPETHOM MOPSAKE YTOUHSETCSA, B KaKOW IMOMOIIU HYKJIAETCs
WHBAJINWJ, 1EJb TMOCEUICHUS YYpEeXKAeHUs: (opraHu3anuu), HE0O0XOIUMOCTh
COTIPOBOKJICHHSI.

3.3. Jlnsa obecreueHus OOCTyNa HWHBAIUIOB K yCIyraM CHEHUAIUCTY MpHU
npuéMe MHBAJINAA B YUPEKIECHUU (OpraHu3alun) He0OX0IUMO:

a) pacckazaTh HMHBaJIMAY OO0 OCOOEHHOCTSIX 3JaHUs  YUPEKICHUS
(opranuzanun):

- KOJIMYECTBE ATaXKeil; HANMYUU JTUPTOB, HOPYUHEH, JPYTUX MPUCITIOCOOTECHUI
U YCTPOWCTB JUIi HWHBAJIUJIOB TNPUMEHHUTEIBHO K €ro (yHKIIMOHAIbHBIM
OTPAaHUYCHUSIM; PACTIONIONKEHUN CAaHUTAPHBIX KOMHAT, BO3MOXHBIX MPEMATCTBUAX
Ha [yTH U T.1.;

- HEOOXOAUMBIX JJIA OKa3aHWsl YCIYTd CTPYKTYPHBIX TOJpa3AeICHUSX
VUpEKJICHUS (OpraHM3allii) U MECTaX WX PaCIOJIOXKEHHUS B 3JaHUU, B KaKOM
KaOWHETe U K KOMY 00paTUThCS IO BOMPOCaM, KOTOPbIE MOT'YT BO3HUKHYTh B XO/I€
IIPENOCTABICHUS YCIYTH;

0) MO3HAKOMHUTH MHBAJIKMIA CO BCEMH CIICIIMAIMCTAMU, 3a/IeliCTBOBAHHBIMU B
paboTe ¢ HUM, JIUYHO, MPEJCTABUB MO (PaMIINKM, UMEHU U OTYECTBY CIICIIUATUCTA
W MHBanuaa aApyr apyry. MapopmupoBaTh, K KOMY OH JIOJDKEH OOpPaTUTHCS BO BCEX
CJIy4yasiX BO3HUKAIOIINX 3aTPYIHECHH.

B) MPU OKa3aHUU YCIYT'H B YUPEKJCHUHN YETKO Pa3bsICHUTH rpaduK OKa3aHUs
yciyru (BblIATh PaclUCaHUE NpUEMa IpakIaH, 3alKicaTh Ha JIUCT BPEMS U MECTO
OKa3aHWsl YCIYI'HM W T.1.); yKa3aTb MeCTO €€ MpoBefcHUs (IOKa3aTh HYXHBIM
KaOWHET), aKIIEHTUPOBAB BHHUMAaHWE Ha MYTh IO YYPEKICHHIO OT BXOJa JO
KaOuHeTa, TPU HEOOXOIUMOCTH COMTPOBOIUTH 0 MECTa OKa3aHUs YCIyTH.

r) obecneyuTh JOMYCK B 3/aHUE COOAKHU-TIOBOJBIPS, COIMPOBOXKAAIOIIEH
WHBAJIKJIA 110 3PEHMUIO.

3.4. OcobGeHHOCTH OOIIEeHMS ¢ MHBAMAMHU, UMEIONTUMHU HapyIICHUE 3PCHUS
WJTU HE3PSIYUMU:

— Oxka3bIBasi CBOIO MOMOIIb HE3PSIUYEMY YEJIOBEKY, HAMIPABIINTE €ro, HE
CTUCKHMBAasl €ro pyKy, HUJAUTE TaK, KaKk Bbl OObIYHO XonauTe. He HyXHO XBaraTh
CJIETIOTO YEeJIOBEKa M TaIllUTh €ro 3a coOoil. Ecnmu BBl 3aMeTWiM, 4TO HE3pSUnit
YEJIOBEK COMJICS C MapIipyTa, HE YIPaBISHUTE €ro JIBMKEHHEM Ha PACCTOSHUH,
MOJOUINTE Y TIOMOTUTE BHIOPATHCSI HA HY>KHBIN MyTh.

- Onummre KpaTtko, TA€ Bbl HaxoauTechb. llpemynpexnaiite o
MPENATCTBUAX: CTYIEHSX, JIyXkax, sSMaX, HU3KUX MPUTOJIOKaX, TpyOax u T.I.



Hcnone3yiite (paspl, XapaKTepU3ymOIIME 1BET, PACCTOSHUE, OKPYKAOIIYIO
00CTaHOBKY.

- He xoMaHyiiTe, He TporaiTe U He UrpaiiTe ¢ COOAKOM-NTOBOIBIPEM.

— Ecnu BBl coOupaerech uMTaTh HE3pSUYEMY YEJIOBEKY, CHaudala
npeaynpeaute ero o6 3tom. ['oBopuTe 0OBUHBIM TONOCOM. Korma He3psuuii
YeJIOBEK JOJKEeH MOJIMUCATh TOKYMEHT, IPOYUTANTE €ro 00513aTeIbHO TOJHOCTBIO.
NHBaMMIHOCT HE OCBOOOXKIAET CJENOro 4YelOoBeKa OT OTBETCTBEHHOCTH,
0OyCJIOBJIEHHOM 3aKOHOAATEIbCTBOM.

— Korga Bl mpemiaraere He3psiueMy YEJIOBEKY CECTh, HE YCaKUBaWTE
€ro, a HalpaBbTE €r0 PYKYy Ha CIHMHKY CTyJla WM NOMJIOKOTHHK. He BoguTe mo
MOBEPXHOCTH €T0 PYKY, a IaiiTe eMy BO3MOXXHOCTh CBOOOHO MOTPOraTh MpeIMeT.

— Korga Bbl oOlaerech ¢ rpymnmnoil He3psuux JroJel, He 3a0biBaiiTe
KQKJIbIM pa3 Ha3bIBaTh TOT0, K KOMY BBl 00paIaeTeCh.

— He 3acraBinsiite Bamero co0eceqHUKa 0OpamaThCs B MYCTOTY: €CIU
BbI IIEPEMEIIAETECH, IPEAYIIPENAUTE ETO 00 I3TOM.

- N30eraiiTe pacmibIBYaTBIX ONPEACICHUN M HHCTPYKLUUW, KOTOpbIE
OOBIYHO COMPOBOKIAIOTCS )KECTaMH, CTaApAaUTECh OBITh TOYHBIMU B ONIPEICTICHUSIX.

- OxaspiBasi MOMOILb HE3PSIYEMY, ABUTAUTECh HE TOPOISACh, U MPHU
CITyCKE€ WJIM OJABEME IO CTYNIEHbKAM BEAUTE HE3PSUYETO MEPICHANKYIISIPHO K HUM.
He nenaiite ppIBKOB, pE3KUX ABHKECHUM, NPEIYIIPEKTANTE O MPETSATCTBUIX.

3.5. OcoGeHHOCTSIMU OOIICHUS C WHBAJIWJAMH, HMEIOIMMU HapylIeHUE
ciyxa:

Pa3sroBapuBasi ¢ 4elOBEKOM, y KOTOPOIO IJIOXOW CIIyX, CMOTPUTE MPSIMO Ha
Hero. He 3aremHsiiTe CBOE MO M HE 3arOpa)XMBanTe €ro pykamu, BOJIOCAMU WA
KaKUMU-TO npeameTamu. Bam coOeceHUK JOKEH UMETh BO3MOYKHOCTh CIIETUTh
3a BRIPAKEHUEM BaIlIETO JIUIIA.

Cy1iecTByeT HECKOJIBKO THIIOB M CTeneHed TIiyXoThl. COOTBETCTBEHHO,
CYILIECTBYET MHOT'O CIIOCOOOB OOIIEHUS € JIOJIbMU, KOTOPBIE IUI0XO ciblmat. Eciu
BBl HE 3HAeTe, KaKkoOM MpEeANoYecThb, CIPOCUTE y HUX. HekoTopele ar0auM MOTYT
CIbIIIAaTh, HO BOCIPUHUMAIOT OTAENbHBbIE 3BYKH HENpaBWIbHO. B 3TOM ciydae
ropopure 0o0Jjie€ TPOMKO M YETKO, MOoJa0upas MOAXOISAUUMNA ypoBeHb. B mpyrom
cllydae TOHAJIOOWTCS JIMIIb CHU3UTH BBICOTY TOJIOCA, TaK KAaK YEJIIOBEK yTpaTHII
CIIOCOOHOCTH BOCIIPUHUMATD BHICOKHUE YACTOTHI.

UtoO0BI mpuBIIeYh BHUMAHHUE YEJIOBEKA, KOTOPBIM IJIOXO CIBIIIUT, Ha30BUTE
ero mo uMeHu. Eciaum oTBeTa HET, MOXKHO CJE€rKa TPOHYTh YEJIOBEKa WM Ke
IIOMaxaTh PyKOH.

['oBopute sicHo W poBHO. He HyXHO H3IUIIHE NOMYEPKUBATH YTO-TO.
Kpuuatb, 0cOOEHHO B yXO0, HE HAJIO.

Ecnmu Bac mpocsAT MOBTOPUTH YTO-TO, MOMPoOOyiTe mepedpasupoBath CBOE
npemoxxenne. Mcmonp3yiiTe )kecTsl. Y 0enuTech, 4To Bac moHsuid. He crecHsiitech
CIIPOCUTD, TIOHSUT JIU BaC COOECETHUK.



Eciu BBl cooOmiaere uHpOpMAIMIO, KOTOpas BKIIOYaeT B ceOs HoOMep,
TEXHUYECKUN WM JPYTON CIOXHBIA TEPMHUH, aipeC, HAMUIINTE €€, COOOIIUTE 10
dakcy UM 3IEKTPOHHOM MOYTE WM JIIOOBIM JIPYTHMM CIIOCOOOM, HO TaK, YTOOBI
OHa ObLJIa TOYHO TIOHSTA.

Ecnu cymiecTByOT TpyAHOCTH IIPU YCTHOM OOIIIEHUH, CIIPOCHUTE, HE OyIeT Jin
IPOIIIE MEePEHChIBATHCS.

He 3a0piBailiTe O cpeme, KoTopas Bac OKpyxkaeT. B Oompmux wim
MHOTOJIFOJTHBIX TIOMEIICHUSIX TPYAHO OOIIAThCA C JIIOJbMHU, KOTOPBIE ILIOXO
CIIBIIIAT. SIpKO€ COJIHIIE WM T€Hb TOXKE MOTYT OBITh OaphepaMu.

OdeHb 4acToO MIyXHe JIIOAU UCHOJB3YIOT S3bIK jkecTOB. Eciu BbI oOlaeTech
yepe3 MepeBOoAuYMKa, He 3a0yapTe, YTO OOpamarbcs Hal0 HEMOCPEICTBEHHO K
coOeCeHUKy, a He K TEepPeBOAYUKY (BO3MOXXHOCTh TOJIYYCHHUS YCIyT
CYpAONEPEeBOJYNKA TIOCPEACTBOM  BHJCO0, HHTEPHET, TeJIePOHHON CBS3H
IpeIyCMOTPEHA TUCIIETUEPCKON CITy»KOOW Uil MHBAJIMAOB 1O ciyXy PecmyOmnnku
bamkoprocran, Tenedon nucneruepa 8(347) 246-26-86.

He Bce moau, KOTOpBIE IIOXO CIBIINIAT, MOTYT YMTATh 1O Tybam. Bam myurie
BCEr0 CIIPOCUTH 00 ATOM Ipu NepBoi BcTpede. Eciam Bam cobecenHuk obnanaer
THM HaBBIKOM, HYKHO COOJNIOAATh HECKOJBKO BaKHBIX MpaBui. [lomHuTe, 4TO
TOJIKO TPU U3 JECSITH CJIOB XOPOIIO MPOYUTHIBAIOTCS.

HyxHO cMOTpeTh B JMIIO COOECEAHUKY U TOBOPUTH SICHO U MEIJICHHO,
MCIIONB30BaTh MPOCTHIE (pa3bl U U30ETaTh HECYIIECTBEHHBIX CIIOB; UCIOIB30BATh
BBIpQXEHUE JIMIA, JKECTbI, TEJOABM)KECHUSA, €CIIM XOTHTE€ MOJYEPKHYTh WIIH
MPOSICHUTH CMBICI CKa3aHHOTO.
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