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Ilepeo Hamu - o2pomHoe npogheccuonanvroe
NPOCMPAHCIEO, 20e KAMNCObLIL MOICEm NPOAGUMD CEOU
ayuuiue OyuieGHvle Kauecmea.

Hacroaumii «Kogexc npodeccuonanbHol 3TUKKA paboTHHKa» (nanee - Komekc)
rOCYJapCTBEHHOTI'O OIOJKETHOTO CTAIlMOHAPHOTO VUPEXKACHUS COIHABLHOTO
00CITyKUBAHHS CHUCTeMBl COLMANBHOM 3alliMThl HaceneHus Henerkoro
aBTOHOMHOrOo okpyra «llycrosepckuii mOM-UHTEpHAT IS IIpecTapeNbiX H
MHBAJINZOB» (Janee - YupexaeHue) pa3paboTaH Ha OCHOBE PeKOMEHIAIlHit
MexnyHaponHoit denepanv COLUANBHBIX PaOOTHUKOB - OOIMIEPOCCHUICKOMN
o0IIecTBeHHON opranuzanmn «Coro3 CONMATBHBIX IMMEIaroroB M COLHAIbHBIX
PabOTHUKOBY.

Komexc npexncraBnsger coboif NOKYMEHT, B KOTOPOM H3JIaraloTCs OCHOBHBIE,
6a30Bble NIPUHIMIIB ¥ LIEHHOCTH COLMANBHOM paboThl, CBSI3aHHBIE C peanu3aluen

CHEeUAIMCTaMHU COLMAIBHOMN C(bepm CBOHX I'IpO(beCCI/IOHaJH)HBIX 00s3aHHOCTEHN.



BBEJIEHUE

IIpodeccnonanbHas  3THKa - omHa U3 (QYHKIMOHAIGHBIX  OCHOB
npodeccuoHanbHONH  gmesTensHOCTH.  [IpodeccroHanbHas  oThKa  pabOTHMKA
COLMAaIbHOM CIIy>KOBI TpeacTaBisieT coO0l HayKy O MpodecCHOHATBHON MOpaIn. DTO -
COBOKYITHOCTH HOPM IIOBEJEHHUS, WJEalOB, IIEHHOCTEH, HIeH O JIOIDKHOM,
OTPaXAIOWHX CYLTHOCTD NPOGECCHH COLMATbHOTO pabOTHHKA U 00ECIeUNBAOIIUX Te
B3aUMOOTHOILEHHS MEXYy HUM M KIIMEHTOM, KOTOPBIE BBITEKAIOT U3 COJEPIKAHUS €T
npohecCUOHANBHOH NesITeTbHOCTH.

I'maBnas uens Kogekca - ompenemuTs u 0003HAUNTH STHYECKHE NPUHIMINLL U
HpPaBCTBEHHBIE (MOpaJibHBlE) ITO3UIMK CcHenuanucra (pabOTHHMKA —COLMANBLHON
CIy’kOBbI) denoBeka (KIUEHTa) M oOInecTBa (pasfiuyHBIX HHCTHTYTOB COIMYMa) B
IPOIIECCE UX B3aUMOJIEHCTBHs IPU YHOBIETBOPEHMH COLMANBHBIX MOTpeOHOCTEH
KIIUEHTA.

«PaboTHHK conManbHOH cy:kOb1» B HacTosmeM Kojekce - 310 060l Yenosexk,
3aHATBIM B cdepe COUMANBHOrO OOCIHY)XMBAaHMS, HE3aBHCHMO OT 3aHUMAaeMOMN
TOJKHOCTH.

Conpmansnas pabota Ipu3BaHa BIMATH Ha OOINECTBEHHYIO HPaBCTBEHHOCTH Yepes
HEeIOCPEeACTBEHHbIE KOHTAKTH! C HACEJIeHHEeM - CBOUMHM KJIMEHTaMH U UX ONHU3KUMHU B
npouecce padOTHI, a TAKXKE C IOMOILBIO TPOAarasibl NPoheCCHOHATBHEIX IIEHHOCTEN
Y JINYHBIX IPUMEPOB CIELMATUCTOB.

SBIssCH IPEMEPOM TYMaHHOTO OTHOLIEHHMS K 4YeJIOBEKY, JOOPOTHI U MUIOCEP/IUS,
YEeCTHOCTH M CIPAaBEJIMBOCTH, pPaOOTHMK COLMANBHOM CIYyXOBI BBICTYIIAET
IPOBONHUKOM HAEW TI'yMaHH3Ma, YTBEPXKIEHHS HX B 0OINecTBE Kak HOPM
YEJIOBEYECKON KU3HEJEATENbHOCTH, TeM CaMbIM OH CIIOCOOCTBYET yTBEPIKAEHUIO B
oblecTBe LIEHHOCTEW COLHMANBHONU paboThl, €€ WuIeaJoB M BHIIONHSAET CBOM
npodecCHOHANBHBIN HOIT.

Kognexc mpodeccroHanpHOM BTUKH pPaOOTHHKA COLMANBHOM CIy»OBl NpH3BaH
BBITIOJIHATE ClieAylolne QyHKITUH:

+ ofecrieurBaTh aJeKBATHYIO MPOGECCUHU ITHYECKYIO PErTIaMEHTALIMIO;

e CO3J@BaTh €IMHYI0 MOPAIBHO-HPaBCTBEHHYIO OCHOBY MpOodecCHOHaIbHOM
NeSITeIbHOCTH;

e CIYXHTb 0a30BBIM KpHTEpPHUEM [l OIpeleNieHus podeCcCHOHAILHOM
IIPUTOHOCTH CIIEI[UATHCTA;

e YHHU(QUIUPOBATEH IIOBEACHUE CIEIMATNCTOB Ha OCHOBE NMPEIBSIBIAEMBIX K HUM
€IMHBIX 3TUYECKUX TPeOOBaHMH;

e ofecrneuyuBaTh OJHO HAIPABICHHOCTH AEHCTBHN Ha OCHOBE OOILEH CUCTEMBI
LIEHHOCTEH;

e 00ecIe4yuTs HENPOTHBOPEUUBOCTH ITHUECKUX HOPM, TOJOKEHHBIX B OCHOBY
JEeATENbHOCTH;

o o0ecrnieyuBaTh STUYHOCTH MOBEACHUS ¥ JeHCTBUI pabOTHHUKOB, UX KOJIIEKTHBOB
U COLMATIBHBIX CIIYXO0;

e TapaHTUPOBATH OCYIIECTBJICHHUE IIPAB KINEHTOB;

® TapaHTHUPOBATh  BO3MOXKHOCTH  OCYIUECTBICHUS  B3aMMO3aMEHSEMOCTH
PabOTHUKOB;



e obecrieunBaTh IPEEMCTBEHHOCT AeMCTBHIA, KAK OTIE/BHBIX CIELUATHCTOB, Tak
¥ COLMAJIBHBIX CITyX0;

* JaBaTb pabOTHHKaM COLMAIBHOM CIyXOBl OIpENeNCHHYI0 CBOOOLY AeliCTBUM
IS pEIleHus JIOCTABIEHHBIX 3a/]a4 B paMKax 3THYECKUX HOPM U HPHHIIUIIOB;

e 00OCHOBBIBATH HGO6XOJII/IMOCTB IHOCTOAHHOTO HPaBCTBCHHOI'O
COBCPLUCHCTBOBAHMA CIIELHMAJIMCTOB,

* IOBBILIATHL MOPAJIbHBIM aBTOPUTET COUMATIBHOM pabOTh B OOIIIECTReE.



1. OCHOBHBIE IIOJIOKEHU A

1.1.Kogexc mpodeccroHaapbHON 3THKH pabOTHHKA COIHAIBHON CIIYKOBI 3TO -
CBOJl HPaBCTBEHHBIX HOPM, MPEANMCHIBAEMBIX K HCHONHEHHIO U CIyXallui
CTaHAAPTOM 3TUYECKUX OTHOILEHHH B MPOPEeCCUOHATEHOM eI TeILHOCTH.

1.2. B 3apmaun Konexca BXOMUT XapaKkTepUCTHKA OCHOBHBIX 3THYECKUX HOPM U
IPaBUIl, KOTOPEIMU PYKOBOICTBYIOTCSI PaOOTHHKHU COLHMANBHON CIyKOBI B CBOEH
MPAKTHYECKOH  JNeSTENbHOCTH. OJTOT  JOKYMEHT  SBISETCS  MaHH(ecToM,
IIPOBO3ITIAIIAIOIIMM LEHHOCTH W IIPUHLMIIBL, CIIOCOOCTBYIOINHE MOBBIIEHHUIO H
IOJAEPKAHMIO BBICOKOIO CTaHAapTa MPO(EecCUOHANTBHON NEATENBHOCTH KaXKI0ro
pabOTHHKA COLMANBHOH chephl HE3aBUCHMO OT 3aHUMAEMON JOIDKHOCTH.

1.3. Kogexc comepXHUT OUPEKTUBH! JJIsI paOOTHHKOB COIMATIBHON CIyXOBI, a
TAKXKe MOXKET OBITH UCIIOIB30BAH U APYTUMH JIOIBMH JUIS OTIpe IeIeH s CTaHAAPTOB
IpO(ecCHoHanM3Ma, OKHUIAEMOT0 OT CIIEIMAMCTOB COLUATBHON chephl.

1.4.ITonoxenns Komexca OpUEHTHPYIOT pabOTHHKOB COUMATBHOM CIyKOBI
CTPOUTD CBOIO IPAKTUYECKYIO NEATETHHOCTh BOKPYT MHTEPECOB KIIMEHTA, BOBIEKAs
€r0 Ha PaBHOIIPABHOM OCHOBE Ha BCEX CTAIUsIX MPOIecca OKA3aHUs eMY COLMaIbHBIX
YCIIYT.

1.5. Konmexc tpebyer OoT paOOTHHUKOB COIMAIBHON CIIy»KOBI HCIIONHATH CBOM
00s3aHHOCTH TNTPO(ECCHOHANBHO, PYKOBOJCTBYSICH OTHYECKHMU M MOPaIbHBIMH
IPUHIUATIAMH.

1.6. Kozmexc nmpensTcTBYeT MUCKPUMUHAIIMY YelIOBeKa, B KaKUX OBl TO HU OBLIO
eJIsX.

2. ONPEAEJIEHUE COIIMAJIBHOM PABOTHI

CoumanbpHass pabora - 3TO  COBOKYIHOCTH  BHJOB  JA€ATEILHOCTH
(mpodeccHOHANBPHON U HENPOQECCHOHANBHOM, CIlyKeGHOM M H0GPOBONBHOM) IO
YAOBIIETBOPEHMIO COLUAIBHBIX MTOTpeOHOCTel YenoBeka. ToT, KTo B 0GOM ciyyae
obparaeTcss 3a NOMOIIBIO K PabOTHHKY COLMANBHON CIY)XObI, MIX KOMY Takas
IIOMOIb MIPEJIATaeTCs, ONPENeNseTcss Kak KIHWeHT (TIOCeTHTENb, 3aKa3uuK)
COLIMANILHOM paboTHI.



3. IEHHOCTH COIIMAJIBHOHN PABOTBI 7

3.1.YenoBeyeckoe JOCTOMHCTBO U TOJIEPAHTHOCTH

PaboTHUKM CONMAIBFHON CIIY>KOBI MPU3HAIOT IIEHHOCTH KaXKIOTO YeJOBEKa ¥ €ro
MpaBO Ha peaM3allio CBOUX CIIOCOOHOCTEH, Ha JOCTOMHBIC YCIIOBHS JXHU3HU H
6narococrostHue, Ha CBOOOAHEBIN BHIOOD JKU3HEHHOU IMO3UIMH C yCIOBHEM, YTOOBI
IpaBa OJJHOT'O YEJIOBEKa He MPEISITCTBOBAIM pealli3allii HHTEPECOB U TIPaB IPYTUX
ronedt wiu rpyni. PaGOTHUKH COLUATBHON CITYKOBI:

e YBaXXaIOT OCHOBHBIE IIpaBa dUelloBeKa, ykaszaHHble BO BceoOmelt [lexnaparmm
OOH 1o npaBam 4enoBeKa U B IPYTUX MEXIYHAPOIHBIX COTJIAIIEHUSIX, OCHOBAHHBIX
Ha 3ToH Jlexmaparuy;

e IEMOHCTPUPYIOT yBAXEHHE U JOOPOXKeNaTebHOe OTHOIICHNUE KO BCEM JIIOIAM H
YBXKAIOT yOeXIeHUs] CBOUX KIHMEHTOB, UX LEHHOCTH, KYJNBTYpPY, LIETH, HYXIBI,
IIPEIIOYTEHHUsI, B3aUMOOTHOILIGHUS U CBSI3U C IPYTUMHU JIIOIbMU;

* 3AMUIIAIOT U IOJAEPKUBAIOT UX JOCTOMHCTBO, YUUTHIBAIOT WHIUBUIY AJIHOCTD,
UHTEepechl U COLUaNIbHBIE NOTPEOHOCTH CBOMX KIHUEHTOB HA OCHOBE MOCTPOCHHS
TOJIEPAHTHBIX OTHOILUEHUN C HUMU;

* CIIOCOOCTBYIOT [OCTHD)KCHUIO JIMYHOTO OJIArOCOCTOSIHUSL M CaMOCTOSATEIHHOCTH
KIMEHTOB, (OPMUPYIOT M TONICPKUBAIOT B HHUX YBAKUTEIBHOE OTHOINCHHE K
npaBaM U cBOOOIaM IPYTHX JIOACH;

e YBXAIOT MPaBa CBOMX KJIUEHTOB B IIPUHSATUHN PEIICHUH;

e TAPaHTUPYIOT KJIMEHTaM HEMNOCPEACTBEHHOE y4dacThe B MPOIecCe IPUHSTHS
pelieHrii Ha OCHOBE IIPEJOCTaBIeHMs IOJHONW HH(OpPMAIMK, Kacarolencs
KOHKPETHOTO KJIMEHTa B KOHKPETHOU CUTYalluH;

* TapaHTUPYIOT 3aILUATY CBOWM KJIMEHTaM B LEJsIX UX Oe30IIacHOCTH, a TakKe
0€30MaCHOCTH X COIUAIBHOI'O OKPY)KCHUS.

3.2. CounasgpHasi cIpaBeJJIMBOCTh M T'YMaHU3M

CoumanpHas ClpaBeIMBOCTE U I'YMaHU3M SBIISTIOTCS LIGHHOCTSIME COIUANBHOMN H
COLIMaIbHO-TIeIaroru4eckoi padboTel. OHU MPeAToIararT:

e CIIpaBeUIMBOE U PaBHOIIPABHOE pacIpefiesieHre PeCypcoB sl YIOBIETBOPEHUS
OCHOBHBIX COLMANILHBIX [TOTpeOHOCTEN YeIoBeKa,

eCO3/laHME U COOJIOACHHME PAaBHBIX TapaHTHPOBAaHHBIX  BO3MOXHOCTEH
UCIIONIb30BaHMUs IOTEHIMAlla TOCYNAapCTBEHHBIX M OOIIECTBEHHBIX COLMATBHBIX
ciyx0, opranuzaiuil ¥ o0beuHEHUH;

e o0ecrieueHue paBHBIX IIPAB U BO3MOKHOCTEH UX pean3alliy Npu oOpaIieHuy 1
3aIlUTE COIJIaCHO 3aKOHY.

Pabomnuku couuanvHou cayicool:

e BBISIBJISIIOT W aJeKBaTHO pearupyioT Ha COLMANbHBIE YCIOBUS, KOTOPEIE
IIPUBOIAT K COLMAIBHBIM IPOTUBOPEUHIM, TPYAHOCTIM U CTPAJaHUsIM JIIOAeH, UITH
OpensTCTBYIOT HX obnerdenuio. B Mepy CBOMX BO3MOXKHOCTEH U YpOBHS
npoQecCHoHaNbHON HEesTeNbHOCTH BIUSIOT Ha (OPMHUPOBaHWE COIHATBHOR
NIOJIUTUKH, CHOCOOCTBYIOIIEH CHpaBeIMBOMY YAOBIETBOPEHUIO COIMANBHBIX
oTpeOHOCTEN IO AeH;

* COOJTIOMAIOT COIUANIBHYIO CITPABE/UTMBOCTh W PABHOIPABHO PACIIPEICIISIOT
COLIMAJIbHBIE PECYPCHI;



o yOEXKIAIOT KAXKIOr0 KIMEHTa B TOM, YTO HMX NEHCTBMS HE HPOIMKTOBAHEI
npenyOeXIeHUIMH IPOTUB KOro-mubo (4esoBeKa WIM KaKoH-1ubo IpyIImsD),
BKJTIOYAsl TMPOUCXOXKJIEHNE, STHUYECKYI0O U KYJIbTYPHYIO NPUHAAIEKHOCTD, KIacc,

CTaTyc, IION, CEKCYaIbHYIO0 OpHMEHTAIMIO, BO3PacT, (H3UYECKOE COCTOSHME,
BEPOBaHUS;

e BeIyT MPaKTUYECKyr0 paboTy, HaMpaBlIeHHYI0 HA DPa3BUTHE BO3MOXHOCTEH
KJIMEHTa, IIOMOTal0T OTJEIbHBIM JIMYHOCTSIM, CEMbSIM, TPYIIIIaM, COOOIIECTBAM B MX
CTPEMIICHHUHU K Pa3pelIeHHIO COLUAIBHBIX MPO0IeM CBOUMHU CHIIAMH, CITIOCOOCTBYIOT
¥X TIO3UTHUBHOM caMopealu3alyy, CaMOCTOSTENIbHOCTH BBIOOpa M YIIYUIIEHHIO
COLIMAJIBHOTO 0JIarOCOCTOSIHUS,

* Pa3BUBAIOT yYacTHE NOOpPOBOJIBIEB, NMPEXKJEC BCEro, W3 YHCIa MOJOAEKU B
COBEPIIICHCTBOBAHUM  COIMAIBHOM W  COLMAIBHO-TIEAArorudecKod  paboTHl,
COLIMANBHBIX IPOLIECCOB M COIMANBHBIX YCIYT, ITOJAEPXKUBAIOT JNesITebHOCTE
OOIIIeCTBEHHBIX OpraHu3alnii 1 00beIMHEHUH COLMaTbHON HAPABICHHOCTH, B TOM
YucIe, MOCPEICTBOM JIMYHOTO YIaCTHSI B HUX.

3.3 KomneTeHTHOCTH

KomnereHnTHOCTE (mpodecCHOHANM3M)  SIBISETCS IEHHOCTBIO  COLMAIBHOM
paboTHI, KOoTOpasi oOeclieynBaeT KadecTBEHHOE pellleHHEe COLUANbHBIX Mpo0iIeM
00paTHBILEroCs 3a OMOLIBIO YeI0BeKa, €ro COUNYMa, COMAILHOM Cpe/Ibl B LIETIOM:

e ofecreurBaeT INPUHAIJIEKHOCT, pPabOTHHKA COIMAIBHON CIyXOBl K ero
npoGheCCHOHaTBHOM rpyIIIe;

e OIpenensieT BO3MOXHOCTh HX OBICTpPOro mnpodecCHOHATBLHOrO pocTa M
TIPUBJICUEHUS TS pelleHust 0oJiee CIIOKHBIX 3a/1ay KIIUEHTa;

e 1no0yXxzaeT K IIOCTOSHHOMY TIOBBLIIIEHHIO YpPOBHS IpodecCHOHATN3MA,
OCBOCHMIO HOBBIX 3HAHUM, PAa3BUTHUI0 HABBIKOB W YMEHUH MpPaKTUYEeCKOH
IEATeNbHOCTH, IIyOOKOT0 MOHIUMAaHHUS LIEHHOCTEH CONMaIbHON paboThl B OCBOEHMUIO
METOZI0B HAyYHOI'O UCCIIEIOBaHUS IIPOLIECCOB COLUATIBHON CpeJib.

Pabomuuku coyuansvHnoii cuyiicont:

e U3y4YarOT, UCIOJIB3YIOT, PACTIPOCTPAHSIIOT ¥ IIPUMEHSIOT 3HAHHUS, YMEHHS |
HABBIKU B MIPAKTUKE COLIMAIBHON paboThI;

e IIOCTOSIHHO ITOBBIIIAIOT YPOBEHB CBOETO IMPOGECCHOHANN3MA, MTOIePKUBAIOT
U pacllUpsiOT CBOXO KOMIIETEHTHOCTh B LIEJSX MOBBILIEHUS KauyecTBa YCIYT,
OCYILIECTBJISIS IIPU 3TOM ITOMCK U OLIEHKY HOBBIX ITOAXO/0B U MTPAKTHIECKHX METOIOB
(MeToauK, TEXHOJIOTHI) B CBOCH e TEITFHOCTH;

e TPU3HAIOT PAaMKU CBOCH KOMIIETEHTHOCTH W HE BBIXOJAT 3a UX Tpelensl B
CUTyamusx, rue Tpedyercs Goliee BEICOKUN YPOBEHD PEIICHUS MPOOIEMBI;

e CTaBIT Iepel PYKOBOACTBOM BOIPOC O HEOOXOOWUMOCTH HNaJbHEHIIEro
MOBBILIEHUS CBOETO MpodeccruoHaIn3Ma.

PaboTHuk coumanbHONW ciy)xObl HE WMeeT TIIpaBa HCIIOIB30BaTh CBOU
npodeccroHaTbHBIE 3HAHUS, HABBIKMA M YMEHUS, & TAK)Ke OTHOLICHUS C KIIMEHTOM, B
muaHbIX 1esssx. OHU JOJDKHBI n30eraTh CBsi3el 1 OTHOLIEHUH, KOTOpBIE HAYT BO Bpe.l
KIIMEHTaM.



3.4 CoupajabHas AaAKTHBHOCTH, MOOMJIBLHOCTH M THOKOCTb. ?

ConupajibHas aKTHBHOCTb, MOOUNBHOCTb U TI'MOKOCTB SBISIOTCSA LEHHOCTEHIO
COLMATBbHON paboThl ¥ MpelrojaraloT  B3aMMOCBA3AHHYIO  [eATEIbHOCTh

COIMANILHOrO IIEAArora U COIUAIbHOro paboTHHKA C YeTOBEKOM, OOPATHBIIHMCS K
HUM 3a IIOMOIIBI0. BMmecTe ¢ TeMm, pabGOTHHK COLMaNbHON CIy>KOBI IeHCTBYET He
TOJNBKO IO oObOparienwio. B Tex ciydasx, KOrJa MM CTAHOBHUTCS H3BECTHO O
HEeraTHBHBIX CHUTYallUsIX B )XU3HU KOHKPETHOTO KIIMEeHTa (MHAUBHIA, CEMbH, IPYIIIIbI
JIUI), OHH TAaKTHYHO U OCTOPOXKHO BXOMST B KOHTAKT C HHUM, Ipelyaras CBOIO
IIOMOIIlb B COBMECTHOM paspellieHnH 3TuX cuTyauuid. Kpome Toro, usydast COUuyM,
OHH TIPOTHOBUPYIOT BO3MOXKHBIE HETaTWBHBIE CHUTyalld M  CTPEMATCH
IPEJOTBPATHTh UX BOSHUKHOBEHUE.

Pabomuuxu couuanvHolil cayxcool:

e  OKa3bIBAIOT ITOMOINb JIHOJSM, HaXOIIUIMMCS B KPUTHUECKUX CHUTYallUsX, C
IIENIFI0 COBMECTHOIO pa3pellieHus] X COIMAIBHBIX IpoOieM, BOCCTAHOBISHHS HX
KM3HEHHBIX CHJI ¥ COLMAJIBLHOTO CTaryca, IepeBoa MX B CONHUAIBLHO-CTaOUIbHBIE
TPYIIIBI HAaCeTIeHUsI, TPEIyTIPEKIA0T TIOBTOPHbIE KPU3UCHBIE CUTYalluH;

e paboTalOT C KaXIbIM YeJOBEKOM CBOEH COIMATBHOU Cpensl (TeppUTOPUU
pOoQEeCCHOHATHFHON OTBETCTBEHHOCTH) €r0 CeMbell 1 3aKOHHBIMU IIPEICTaBUTENIMU
C LENbI0 OKa3aHWsS KM IIOMOINHM TI0 TPEOYNPEeKISHUI0 BO3HUKHOBEHHUS Y HUX
KPU3UCHBIX CUTYallMi, CTIOCOOCTBYIOT MOOMIM3AIMY KU3HEHHBIX CUJ, [IepeBOja B
COIIHANBHO- TTEPCIIEKTUBHEIE TPYIITbI HACEICHHUS;

e o0ecrieuynBaiOT €JIMHCTBO W B3aMMOCBS3b II03HABATEJLHON MEATeIHLHOCTH
(M3y4yeHUe KIMEHTOB, COLMYyMa, COLIMATFHBIX MPOIIECCOB B HEM, HCCIIE0BATEILCKAS
paboTa TO TIOMCKY IPHUYHH COIMAJIBHBIX KOHQIUKTOB), MpeobpazoBaTeibHOM
(oxazaHue MPaKTUIECKON MMOMOIIY BCEM HYXAAIOLIUMCS JIFOIAM, CEMbSIM U IPYTUM
rpymnaM) u obpa3oBarTeabHOM JesTenbHOCTH (IOATOTOBKA CTYNEHTOB, OOMEH
OIIBITOM c KOJUIETaMH, COLIMAIbHO-pead TN TAIIIOHHOE u
COIIMANBHO-TIeIaroTuYecKoe 00ydeHne U BOCIIUTaHUE KIMEHTOB).

4. IPUHITATIBI COIIMAJIBHOM PABOTHI

PaGoTHUK commManbHOM CiykObl JOJDKEH CTPOUTH CBOE IMOBEICHHE B
COOTBETCTBUHU C IIPABUJIAMH ITUKETa, HEOOXOAUMO CJIEIOBATH €r0 YeThIpeM 00IIuM
IPHUHIIAIAM C YIeTOM CIEIUPUKY CONMATBHON paboThL:

Ipunyun zymanuzma tpedyeT OT pabOTHUKA COUUATBHOMN CITy OBl YBOKEHUS K
YeJIOBEKY, COONIONCHMS JOCTOMHCTBA JTMYHOCTH, JOOPOKENATENbHOIO OTHOLIEHMS.
[IpusHaHue LEHHOCTH 4YelOBeKa B COOTBETCTBHU C TPAIULMSIMH TIyMaHH3Ma
BOILIOIIAeTCSI B BEXJIMBOCTH, TaKTUYHOCTH, CKPOMHOCTH,  YYTKOCTH,
BHUMATEIHFHOCTH U TOYHOCTH PaOOTHHUKA!

geolcnugocms - BKIIOYaeT B cebOs Takue (OpMBI BHUMAHUS K KIHEHTY, Kak
CTpeMJICHHE TIOHATH YeJIOBEKa, TOTOBHOCTh OKa3aTh IIOMOILE IIPY HEOOXOIUMOCTH.
s paboTHHKa COLMATIBHON CIyKObl BEXIUBOCTH - HEOOXOIUMBIM aTpubyT
OOIeHHsA ¢ KIIMeHTOM, ero ONM3KHMMH, KOJJIEraMH, IIPEACTaBUTEISAMHU Pa3IAYHbIX
rOCyIapCTBEHHBIX M HETOCYNAPCTBEHHBIX YUPEKIACHUHA M OpraHu3aliii, IIOCKOJIBKY
SBIISIETCS BHEIIHMM TIPOSIBJICHHEM CYIIIHOCTH MPO(hECCHH - TIOCTOSHHONU TOTOBHOCTH



0Ka3aThb YCIYTr'y TOMY, KTO HYXKIAcTCs, HE OCKOp6I/IB IIpX 5TOM 4Y€JIOBEYECCKOTO 10

JTOCTOMHCTBA;
maxmuuHocms TpebyeT oT pabOTHMKA COLUATBHON CITyKOBI BUPTYO3HOIO

YMEHHUS 3aJaBaTh BOIPOCH, CTPOUTH MPEATIONOXKEHUS, JeNaTh 3aMedaHus
YeJ0BeKy — HX (QopMa NODKHA OBITh KOPPEKTHOM, MEIMKATHOM WM M30erarh
BOIIPOCOB, €CIIM 3TO MOXET IIOCTAaBUTH UEJOBEKAa B HEJIOBKOE IOJIOXKeHHe. Eciu
BOIIPOC BCE K€ NOJDKEH OBITh 3a/aH, HEOOXOIMMO CHeNlaTh 3TO B Tako# dopme,
4TOOkI HE 00uAeTh YenoBeka. He ciemyer nenath 3aMedaHust B MPOHUYECKOM hopMe,
U3JIUIITHE TPOMKHM IOJI0COM, Ha3UAATEIbHBIM TOHOM, B IPHCYTCTBHY IIOCTOPOHHKX.
Henocratoxk TaKTHYHOCTH PpaHUT KIWEHTA, NPUYUHSET €My M3JIMIIHIO OO0Jb.
TaktryHOCTE PabOTHHMKA COLUMAIBHON CIIyKOBI CIIOCOOCTBYET YCTAHOBJIEHHIO
JIOBEPUTENBHBIX OTHOUIEHHH ¢ KIIHEHTOM;

CKpOMHOCMb PAOOTHHUKA COLIMANBHOM CIyKObI IPOSBIISIETCS B OTHOLIEHUH K
KJIMEHTaM, KoJuleraM Kak K CBOMM IIapTHEpaMm, BO BceM paBHBIM eMy. OcobeHHO
BaXXHa CKPOMHOCTE B OTHOINEHMSAX C KIMEHTOM — PAaOOTHUK COLUAIBHOM CIIyKOBI
HHUKOT/Ia He I0JDKEH ITO3BOJISITE cebe «BO3BBICUTLCS» HaJl KIIMEHTOM, KeM Obl HU OBLI
3TOT KiueHT. CreuuanucT He [OJDKeH IIOAYePKHBATH MPEUMYIIEeCTBA CBOETO
CIOy’ke0HOTO TOJNIOKEHUS MK TPO(HECCHOHANLHOM KOMIIETEHTHOCTH M HA HTOM
OCHOBaHHUH ITOJYEPKHUBATE CBOE IIPEBOCXOACTBO, HABSI3BIBATH KIIMEHTY CBOE MHEHHE,
npeHebperaTth €ro HHTEPECaMH, IIPEBO3HOCS CBOK pPOIb KAaK CIACHTENS U
Onaromeress;

uymKocme PabOTHHKA COLMANBHOW CIYyXObI — HEOOXOMMMOE YCIOBHE €ro
B3aUMOJENCTBUS C JIFOABMHM, ITOCKOJIBKY OH YacTO HMEET Jel0 C KIMEeHTaMH,
HaXOISIIIMHUCS B OTPHULATEIHHOM IICUXO03MOLIMOHANBHOM CTaTycCe, U, He YYBCTBYS U
He YYUThHIBasK [IEPEXUBAHUA KIUEHTOB, OH HE CMOXKET NOOUTHCS KOHCTPYKTUBHOCTH
B OTHOIIIEHUSIX X COBMECTHON HEATENIbHOCTH, BCIEACTBUE 4ero 3 (MEeKTUBHOCTE €TI0
paboTel cHM3MTCA. HemocrarouHas 4yTKOCTH dYalme Bcero o0ycloBiIeHa
HEeJOCTaTOYHO  TOHKOW  AyLIEBHOM  oprapm3aldedl  clenyManucra WA
TICHX0JIOTMYECKON YCTaHOBKOW Ha (OpPMaIbHOE BBITOJHEHHNE CBOUX O0SI3aHHOCTEHH;

gHUMamenvHocme 111 pabOTHHUKA COLMANBHOM CIIy)KOBI SBJISETCS HE TOJBKO
NPU3HAKOM XOPOIIEr0 BOCIHMTAHMS, HO M OJHOM U3 OCHOB YyCIIEINHOH paGoTHhL.
BHyMAaTeqbHOCTE COCTOMT HE TOJBKO B TOM, 4YTOOBl IPOQecCHOHATBHO
IPOJEMOHCTPUPOBATE 3a00TY O YeNIOBEKE U CBOIO TOTOBHOCTH OKa3aTh €My IIOMOIIb,
HO U B HOJJIHHHOM, HETIOAJIENLHOM MHTEpece K KIMEeHTY M ero npobiemam, ero
CTaTyCcy M U3MEHEHMsIM CTaTyca, BCEM COIYTCTBYIOLUIUM OOGCTOATENbCTBAM.
BryMarensHOCTE /1aeT pabOTHHMKY BO3MOJMKHOCTH CBOEBPEMEHHO M aJeKBaTHO
pearupoBaTh Ha M3MEHEHHs, KOTOpPBIE IPOUCXOIAT B XKH3HH KIHEHTa, U BOBPEMS
IPUHUMATE BEPHBIE pellieHns. BHUMAaTeIpHOCTh paOOTHIKA COLUALHOM CITyKOBI K
KIUEHTY NOJDKHA 3aKJII0YaThCsS B TOM, YTOOBI HE MONMYCTHUTL HEIOCKA3aHHOCTU B
OTHOIIEHMSAX €  KJIMEHTOM, He BbI3BaTh €ro  3aMKHYTOCTH, YYyBCTBA
HEYIOBIIETBOPEHHOCTHU U HEIIOHATHOCTU. BHUMAaTEpHOCTE pabOTHHKA COLMATLHOM
CITy’KOBI K KJIMEHTY JTOJDKHA MPOSBIATECS U B TOM, YTOOBI BO BpeMsl OOILEHHUS ¢ HUM
COCPeIOTOYUTHCS Ha ero mpodieMax, He OTBIEKasICh Ha MTOCTOPOHHUE JIeTIa;

MoYHOCHb CHELUAINCTa MPOSIBISIETCS B BEPHOCTH TAHHOMY CJIOBY. PaGoTHUK
COLIMATIBHOM CITyK0BI, K COXKAJICHHIO, He BCETIa MOXKET CHENATh Ui CBOETO KIIMeHTa
WIIM KOJUIEr'H BCE TO, YTO XOTeJs OBl CAeNaTh, IIOITOMY HHOIIA BMECTO «s CHEIAI0»



CIIeNyeT FOBOPHTE «S HOMBITAIOCE (IOCTAPAIOCh) CAETATEY, 0OBACHAS IPH dTOM, YéM
BBI3BaHBI CIIOKHOCTH. HO eciti OH yBepeH B OCYIIECTBUMOCTH 3a[yMaHHOIO M Jall
CIIOBO YTO-JIMOO ClieNaTh, OH AOJDKEH 3TO BBIIOIHUTE. TOUHOCTH — 3TO yMEHUE He
Opocath CIOB Ha BeTep, 00s13aTeNbHOCTD.

1 BeXIMBOCTB, U YyTKOCTh, U CKPOMHOCTh, M TaKTHYHOCTh, ¥ TOYHOCTH, H
BHMMATEIbHOCTh PaOOTHHUKA COLMATIBHON CITYXKOBI JOIKHEI OBITH €CTECTBEHHBIMH.
Eciv omd ABIAIOTCA NHIOb PE3yIbTaTOM INPO(ECCHOHATBHON TPEHHPOBKH,
aKTEPCKOTO MacTepPCTBA, 3ayYNBaHUS PACX0XKUX (hpa3, IMUTHPYIOUINX BEXKIHNBOCTE,
BHUMaHWE ¥ COUYBCTBUE U JIMIIEHB] BHYTPEHHEH NyXOBHON OCHOBBI, KJIMEHT Cpasy
IIOYYBCTBYET HaUIpaHHOCTh. OH MOXeT 3aMKHYTbCS B cebe, [T0YyBCTBOBAThL cebs
00MKEeHHBIM, 0OOMaHyTBIM U BOOOIIIE ITPepBaTh OOIIEHHE CO CIIEUUATMCTOM, TaK U HE
IIOJIyYUB IIOMOIIM B PEIIeHHH CBOell mpoOieMsl.

ITpunyun yenecoobpaznocmu Oeiicmeuii. JleficTBUS pabOTHHKA COIMANILHOM
CILy>KOBI TOJDKHBEI OBITH COOOpa3HBl TOM ILIENH, KOTOPYIO OH Iepen coOO CTaBUT.
M306ITOYHOCTS MM, Ha0OOPOT, HEJOCTATOYHOCTD MEHCTBUM, MpempuHUMAaeMbIX
UM B paMKax COIEHCTBUs KJIMEHTY, HE TOJBKO MOXET IPOU3BECTH BIICUATIEHHE
HEKOMIIETEHTHOCTH, HO M 3aliMeT BpeMs, OTBJICYET CHJIBl OT JIeHCTBUTENLHO
HeoOXomuMBIX gAedcTBui. Ecnim Kk TOMy e CBOMMM HEINENeCOOOpasHBIMU
JEHCTBUAMU PaOOTHHUK COIMAIBHON CIIy)KOBI MeIlaeT CBOMM KOJUIETaM M APYTHM
JOJSAM WM JOCTaBIgeT UM M30BITOYHBIE, HEONpaBIaHHbIE HHTEpecaMu Jelna
XJIOIOTEL, TO OH PUCKYET BBI3BaTh HAPEKAHMUs B CBOM alipec U OTUYK/EHHE.

Ilpunyun  scmemuueckoli  NPUGNEKAMEIBHOCHU  NOGeOeHUsT  (Kpaconivl
nogeoenus).

OTHKEeT B COLMaNbHON padore TpedyeT, YTOOBI IMOBEIEHHE W BHELUHWN BUN
CIELMAINCTa COOTBETCTBOBAIM €ro COAEP)KaHMIO, T.€. IYIIEBHBEIM KadyeCTBaM
JUYHOCTH, €€ MOpajlbHOMY OOJHUKYy, IO3TOMY IIOBEJAeHHME U BHEIIHUHA BUJ
CIIeLIMaIACTa JOJKHBI OBITH MIPUBIEKATEIbHBIMH.

Ilpunyun yuema Hapoonvix o00viuaes u mpaduyuid. DTOT NPUHIUI BAKHO
YyUYMTBIBATL B paboTe MOTOMY, 4YTO KaxIBIl Hapong uMeeT COOCTBEHHYIO
HeBepOaJIbHyIO 3HAKOBYIO CHCTEMY, COOCTBEHHbIE OOBIUAN U TPAJUIINU, MHOTHE M3
KOTOPBIX CBSTO YTYTCS HAIIUMHU COBpeMEHHMKAMH. 3JHaHUE HAPOAHLIX O0BIYAEB U
TPAIULIUA IIOMOXET PabOTHHKY COLMaIBHOM CIIy)KOBl HPaBHIBHO ITOCTPOUTE
pasroBop ¢ KIMEHTOM, BBIACHHTH HMHTEPECYIOLIUE €ero BOIPOCHI U MNPEIOKUThH
UMEHHO Ty IIOMOILb, KOTOPYI0 B COOTBETCTBUU C BO3MOXHOCTSIMH CHCTEMBI
COLMAJIbHON 3aIlUThI, MHTepecaMH KJIMEeHTA W YCTAHOBHBIIMMUCS B3INISIAMH,
HapOAHLIMU OOBIYAsAMU U TPAAULHUSIMHU KIUEHTY He 3230PHO OyAET IIPUHSATE.

lIpaBuia OBENEHUsI B Pa3IMYHbBIX KU3HEHHBIX CUTYALUSX Pa3IHYHbL, OIHAKO
B IIEJIOM OHM COOTBETCTBYIOT IIPUHLIUIIAM dTHKETa. B MOBCeAHEBHON qeATENLHOCTH
pabOTHHK COLMAIBHON CIIy>KOBI TOJDKEH PYKOBOJICTBOBATHCS ITHMHU IIPHHIMIIAMHE,
4TOOB! CIy4alHO He IIOCTABUTh HHU CBOErO KIIHEHTa, HU KOJUIEr B HEJOBKOE
TIOJIOKEHHE.

Brewmnuii 6u0 pabomunuka couuanvHoii cayxicovl. PabOTHHK COIMAIBHOM
CIyX(0Bl — 3TO TPEACTABUTEIb MPO(GECCHH, OCHOBAHHON Ha T'yMaHMCTHYECKHUX
NPUHLMIIAX, CPEIHW KOTOPBIX YBa)KEHHE K YEJIOBEKy HMMeeT OOJbIIoe 3HayeHHeE.
KoppexTHbli, ONPSTHBIM BHEIIHUN BUA — OTO MPOSIBIECHUE YBAXKEHUS K YETIOBEKY,
€ro JOCTOMHCTBY, 3CTETHMYECKOMY UyBCTBY. Henb3si MOSBISTHCS B YUPEXKIECHUN U



TeM OoIee Iepe ] KITMEHTOM HEOPEXHO U HEOTIPSITHO OJIETHIM, B HEUHIIEHOH 06YBIL ¢
pacTperaHHoON NPUYECKOH, IIOCKOJIBKY 3TO HE 3CTETHUHO.
Obwenue — BaOXHEHIUN acleKT B3aMMOOTHOIIEHHIH pabOTHMKE COLMATbLHON

CiyxOBI ¢ KTHeHTOM. B 001ieHnn ol osyyaeT GobuIyio 9acTh HHPOPMALIHH, 1aeT
KIIMEHTY HeOOXONMMBIE €My CBEIEHWs, TIOOIIPSET MM IopuIiaer ero. HeT Takoit
TEXHOJIOTHH B COLUaNBHON paboTe, KoTopas He Obuia OBl CBA3aHA C OOIEHHEM.
[losToMy CTHIIO, COTEpKAHUIO W KayecTBY OOLICHUA CNelyeT YIeIITh caMoe
IIPUCTAIHHOE BHUMAHUE.

Bepbanbnoe ofmenne 3aHuMaeT B OOlleHMH Bedyiiee Mecro. Peup
CIIE[MAIUCTA JIOJDKHA OBITh CIIOKOMHOM, IIaBHOH, CHCp)XaHHOM B TOHaX u
uHTOHaNUAX. OHa JO/UKHA OBITH ITOHATHOM, 6e3 ByJIbIapu3MOB M HEONOoru3MoB. [1o
BO3MOXHOCTH pe4b He TOJDKHA COAEPKATh B cebe CrIenuaNbHbIX TEPMUHOB, KOTOPBIE
KJIMEHT MOXeT IIPOCTO He 3HaTh M He NoHuMaTh. Clemyer Taike wu36eraTsh
’KapTOHHBIX BBIPOKEHUH, NaXKe €ClIM OHHU IIPUBBIYHBI U ITOHATHHI B ONpeeTIeHHOM
CyOKymnpType. Peus pabOTHHKa COLMATBHON CITy)Obl TOMDKHA GBITH TPAMOTHOIL; ero
KyJIBTYPHBIH YPOBEHB MOIDKEH CIIOCOOCTBOBATH HMOBBIMICHHIO KYJIBTYPHOIO YPOBHS
KJIHEHTOB.

Ton peun paboTHHKa COLUANBHOM CITy>KOBI He TOJDKeH OBITH BHICOKOMEPHEIM,
pa3ipaXKUTeNBHBIM, TPEHEOPEKUTENBHEIM, YCTAIBIM, I[IOYYAIOIUM, YPE3MEPHO
KaTeropu4HeIM © T.J. PaboTHHMK coluanbHON CIyKOBl MOXKET PEeKOMEHIOBATh,
00y4arh, HO 3TO OTHOCHTCS K COIEPIKAHHIO €ro pedd, a He K ee TOHY. YMecTHO
BO3JEPIKUBATECS OT BCEr0, YTO HapyIUaeT JEJOBYIO U B TO K€ BpeMs IyIIEBHYIO
00CTaHOBKY, COIYTCTBYIOLIYIO 00LIeHHI0. B TO ke BpeMs TOH paGOTHHKA [OIDKEH
ObITh  YBEPEHHBIM, IOCKONBKY IPOCKANL3LIBAIONIME B PEYd  MHTOHALWH
HEYBEPEHHOCTH, COMHEHHH, KONeOaHul MOTyT BBI3BaTh UyBCTBO HEYBEPEHHOCTH Y
KJIMEHTA U JIUIIUTE €r0 OCTATKOB OIITUMU3MA.

PaboTHUK coumanbHOH CIyXOBl HOMKEH TOBOPHTH YMEPEHHO T'POMKHM
T'OJIOCOM, HE pasfpakaroliyM CIyHIaTels U B TO XKe BpeMs He 3aCTaBIIIOIUM ero
HANPsDKEHHO NpHCIylnuBarecs. Ho 3To mpaBumno momyckaeT oTCTYIUIEHMS: e€cH
KIIMEHT CTpajfiaeT TyroyxoCThbIO, 1eIeco00pa3HO rOBOPUTH Goliee TPOMKO, YeM 3TO
IPHUHSTO B OOBIMHBIX 0OCTOATENHCTBAX. MOXHO MOHM3HTH TPOMKOCTB, €CIH Pedb
HJCT O KaKHX-JUOO WHTUMHBIX OOCTOATENBCTBAX. THXMH PasroBOp B HEKOTOPHIX
CIly4asix CHOCOOCTBYET CO3MAHMIO AaTMOC(EPH! TOBEPUTETHHOCTH, IPYKECKOH
OMU30CTH, B3aMMOIIOHMMAHM, 2 TO MOKET ObITh [TOJIE3HO.

Peup paboTHHKA COIMATBHON CIyXOBI HOMKHA OBITH JIOTMYHA M LIEJIOCTHA.
IlepeckakvBanue ¢ TeMBI Ha TeMy, aCCOLMATUBHBIE OTBIEYCHUS HA IIOCTOPOHHHE
TEMEI, HEIOTOBOPEHHOCTh WIIK, HA0OOPOT, MHOTOCIIOBHE 3aTPYIHSIIOT BOCIPHATHE
CMBICTIA peYr [0 TaKOH CTeleHH, O 4YeM IUla pedb, M YyBCTBOBaTh ceOs He
YIIOBJIETBOPEHHEIM OOIIIEHHEM.

B pasroBope ¢ KIHEHTOM CJEAyeT YMEPEHHO IIOJb30BAThCA TaKUMHU
CpPeICTBAaMH HEBEPOANBHOrO OOIIEHMS, KaK MHUMUKA M [AHTOMHUMHKA, -
M30BITOYHOCTD JKECTOB, UX Ype3MepHas pasMallliCTOCTh MOTYT OBITH HCTOIKOBAHEI
KaK HEHCKPEHHOCTb, HAWIPaHHOCTh MM HecoOpaHHOCTh. [lo3a paboTHHKA
COIUAILHOM CITY>KOBI JOJDKHA IeMOHCTPUPOBATE CcOOpaHHOCTh 51
COCPELOTOUYEHHOCTD, He OBIThH CIIUIIIKOM BOJBHOM MM paccinabieHHOH, 3a)KaTol win
CKOBaHHOM.
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5.1. DTH4eckue 00sA3aTELCTBA PAGOTHHKA CONUANBHOM CJIYKOBI MO

OTHOUIEHHIO K KJIHEeHTaM

5.1.1. IlpaBa u npeporaTuBbl, NEPBOCTENEHHOCTH HHTEPECOB KJIHEHTa

PaboTHHK coLManbHOHN CIy>KOBI TOMKEH TPUIOKUTH MAKCUMYM YCHITHH, YTOOBI
BOCIIUTATh U PA3BUTh CAMOCTOSITEILHOCTh CO CTOPOHBI KineHTa. OCHOBHBIMU
00s3aHHOCTSIMH PaOOTHHKA COLMAIBHOM CIIYXOB! SBISIOTCS €ro O0S3aHHOCTH ITO
OTHOLLIEHUIO K KITUEHTY:

+ pabOTHHK COIMAaJBHOU Ciy)OBl He JOIKEH MCIIONB30BaTh OTHOIICHHS C
KIMEHTaMy B COOCTBEHHBIX HHTEPECax;

*  pabOTHHK COLHMANbHOH CIyXXOBI HEe MOJDKEH MPaKTHUKOBATh, CIIOCOOCTBOBATH
WA TPUHUMATE y4acTHe B JIOOBIX (GopMax TUCKPHUMHHALIMKM, OCHOBAHHOH Ha
HallMOHAIBHOCTH, CEKCyalbHBIX OTHOILLEHMSAX, BO3pPacTe, BEPOMCIOBENAHUH,
CEMENHOM CTaTyce, IOJUTHYECKOH OpHEHTAllMH, YMCTBEHHBIX WM (QHU3UYECKHAX
HeJIOCTaTKaX, IPUBHUIIEIUX, IEPCOHATBHBIX XapaKTePUCTHKAX, HAPOTHUB, €I e -
BCEMH JOCTYIIHBIMU MY CPeACTBaMU OOPOTHCS C TaKOH AUCKPUMUHALIUAEN;

+  PpabOTHHMK COLMAaNBHOH CIy)XObl HO/DKEH H30eraTh CBs3ell M OTHOIICHHI,
KOTOPBIE UIIYT BO BPEL €r0 KIHEHTAM;

*+ pabOTHHK COLHMANbHOH CIy’OBI HOJDKEH OCBENOMISTH KIMEHTOB O PHUCKE,
npaBax, BO3MOXHOCTSIX, 00S3aHHOCTSIX, CBA3aHHBIX JJISI HUX COLMANBHOM CIIy)O0M;

* pabOTHUK COLHMAJIBHON  CiyxOBl  HOJDKEH clefoBaTh CcOBETaM U
KOHCYNIBTAIIMSIM KOJUTET ¥ HACTaBHUKOB, €CIM OHH, 10 €r0 MHEHHIO, CIIykKaT
UHTEpecam Jena,

*  pabOTHUK COLMATBHON CIIYyXKOBI MOMKEH 3aBEPIUUTL paboTy ¢ KIMEHTOM U
NpoQeccuoHaIbHble OTHOIICHUS C HUM, KOI[a Takas paboTa M OTHOLIGHHS He
SABJISIOTCH HEOOXOIUMBIMHU U O0JIee He CIY)KaT HyXk[aM H HHTEPEcaM 3TOT0 YelloBeKa
WA CeMBH,

* B CJIy4ae, KOraa Kakoe-mibo Ipyroe JIHLO OQUIHANTEHO HA3HAYEHO BEICTYIIATE
B 3aIUTy KJIMEHTa, paOOTHUK COUMANBHON CIyKOBI JOJKEH MMETh [EN0 C ATUM
JIULIOM UCKJIIOUUTENHHO B MHTEPECax KIMEHTa,

«  pPabOTHHMK COLMANBHOW CIyXObl He JOJDKEH II03BOJIATH BOBIEKATh ce0s B
moOple NEHCTBHSA, KOTOPble OCKBEPHSIOT WM YMEHBINAIOT IPAKJAHCKHE HITH
IOpUIHYECKUE TIPaBa KIMEeHTa, 1aXke eClId 3TO NeJIaeTcs 10 MPochle KIMEHTa;

*  paboTHMK  cOLMANbHOW  CIyXOBl  JOKEH  O0ECHeYMTh  AKTHBHYIO
CYyOBEKTUBHYIO ITO3HLHIO CaMOr0 KIHEHTa, He NOIyCKaTh YHIIKEHHSI HOCTOHHCTBA
JIMYHOCTH KJIHMEeHTa (popMaMy OKa3bIBaeMoi eMy 61aroTBOPUTEIHHOM TIOMOILH.

5.1.2.KonpuaeHuHaIbLHOCTh H COXpaHEeHHE TAHHDI

PaboTHUK colManbHOM CITyXOB! 00s13aH yBaXKaTh TAWHEI KITMEHTOB U He
pacnpocTpaHsaTh HHGOPMALIUIO, IPOLIE/IIYIO B X0/1€ MPOoheCcCHOHAIBHOM
COLIMAIFHON ITOMOIITH:

+ pabOTHHMK COLMANBHON CIyXOBI MOXET IOAEIUTHCS KOH(MHUAECHIUATBHON
uHpopMaIeH, y3HaHHOH UM OT KJIMEHTOB Ge3 MX Ha TO COIJIachsl, TOJILKO B CIy4asx,
HEOOXOMMMBIX IO TIPO(ECCHOHANBHBIM  OOCTOATENBCTBAM ¢  pa3pelleHUs
PYKOBOAUTENS Y UpEeXKISHNUS;



*  paboTHMK COLMANLHONW CHoyXKOBI [OIDKEH IIOJHOCTBIO HHQPOPMHPOBATH
KJIMEHTOB O IpejesiaXx KOHGUACHIMATPHOCTY B JAHHOM CUTYyallly, a TAKXKE O LeNsX,
U151 KOTOPBIX HaHHas HHGOPMAIHI MOXET OBITh HCIIOIb30BaHa;

. pa60THI/IK COLMAIbHOM CJI}/}K6BI JO0JDKEH B ClIydae HGO6X0,Z[I/IMOCTI/I
00€eCIIeYnTh KIUEHTOB JIIOOBIMU OQUIINATLHBIMU 3aITUCIMHE, KACAIOIIMMHUCS HX;

« obecrieunBas KJIMEHTOB HEOOXOMWUMBIME 3aIIHUCSIMU, PAOOTHUK COLMAILHON
cyxkObl mOMKeH cobmogarh KOHQUAEHIMAIBHOCTh OCTAJBHOM XpaHsulefcs B
3aITUCSIX MHQ)OPMAIIUH;

« pabOTHUK COUMATBHOM CIYXObl MODKEH IOJIYYHTh COTJIacHe KIIHECHTOB,
IpeXJIe YeM IedaraTh, 1eIaTh BUIEO- ¥ ay U0 3aIMCH WK Pa3pelnTh Kako#-1udo
TpeThel MHCTAHIIMY HAOIIOAaTh 3a ero paboToH.

5.1.3. OTBeTCTBEHHOCTH 32 KOPPYIILHOHHBIE IIPABOHAPY LUEHHS

PaGoTHMK colManbHON CIyXOBl He AOJDKEH IPWHMMAaTh LEHHBIX IOJapKOB 3a
BBINIOJIHEHHYIO paboTy. 3a COBeplICHHE KOPPYIIIMOHHBIX IIpaBOHapYLUEHHH
pabOTHUK COLHMANBHONW CIyX OBl HEceT YroJOBHYIO, aJAMHHHUCTPAaTHUBHYIO,
TPAXIAaHCKO-IIPABOBYIO M IHUCIHUIUIMHAPHYIO OTBETCTBEHHOCTH B COOTBETCTBHH C
3aKoHOoAaTenbCTBOM Poccutickoit denepanuu.

5.2. ITHYecKHe HOPMBI pa0OTHUKA COLMANBHOMN €JYKOBI 10 OTHOMIEHHIO K
CBOHMM KoJlj1eram

5.2.1. YBaskeHue, 4eCTHOCTD, BEXKJIHBOCTh

PaboTHUK comranbHOM cityKObI TOJDKEH 00paInarbest ¢ KOJUIEraMy ¢ YBOKEHUEM,
BEXXJIMBOCTHIO, CIpPaBeIIMBO, C JOBEpuUeM, CcoOmrojas HeNUKaTHOCTh M
CIIpaBeIITMBOCTE:

« paboOTHHKY cOLUaNbHOM ciyxObl ciexyerT oOpamiaTbCsl ¢ KoyjleramMH Ha
OCHOBE IPO(eCCHOHAIBHBIX HHTEPECOB U yOeXKIEHUH;

« pabOTHUK COLMaNbHOW ciIykObl TOJKEH yBa)kaTh JOBepHe KOJUIEI B XOIe
npodecCuoHaIbHBIX OTHOIICHU;

« pabOTHUK COLMAIBbHOM CiIy)KOBl [OJDKEH co3JaBaThb U IOJIEP)KUBATh
cuTyaluy, obierdaromue KojuieraM dTHUecKre, NpodhecCHOHaIbHO KOMIIETCHTHBIE
JIeCTBUS,

- 1pu paboTe C KIMEHTOM pPaOOTHUKY COLIMAIBHOM CIIy)KOBl HEOOXOIHUMO
JEeTalbHO ¥ YEeCTHO IIPEJCTAaBUTH JaHHBlE O KBaIM(UKAIIUM, TOUKE 3PEHHMS,
TBOPYECKUX HAXOJKax KOJUIEr; WCIIOJB30BaTh NOAXOASINNE KaHaNbl Ui OLEHKU
MeTOJOB pabOThl KOJLIET;

« pabOTHHUK COIMANBHON  CIy)XOBbI, 3aMellaroluil KOJUiery, JOJDKEH
IefcTBOBATEH B MHTEpecax pelyTalyy TOro, KOro 3aMellaeT;

+  pabOTHHK COLMANBHOHN CIykObl He JOJDKEH HUCIIONB30BaTh KOHQIUKT MEXIY
KOJUIETOH U PyKOBOIHUTENIEM B CBOMX MHTepecax U JJisl yKpeTIeHUsl CBOeH M03UIINH;

+ pabOTHHKY  COIMAaNBbHOM  CIyXkObl  cilefyeT HCKaTb OOBEKTHUBHOE
TIOCPEHUYECTBO, Korna npodeccHoHaNbHble KOH(IUKTEL ¢ KOJjleramu TpeOyroT
HeMeIJICHHOT'O pa3pelleHNs;

+ pabOTHUKY COLMAIBHOW CiyXObl HEOOXOAMMO PpacIpOCTpaHsTb CBOE
YBaXEHHE U K KOJUIeraM, He CBSI3aHHBIM HeIllOCPeACTBEHHO cO c(hepoli ero padoTEI;



+  pabOTHUK COLMANbHONH CIyKOBl, BBIIONHAOMMA (QYHKIMA 9IKCTERTa,
PYKOBOJAHUTEJISI, MHCIIEKTOpa, HACTaBHMKA I10 OTHOIICHHIO K KOJuleraM, JOJDKEH
H0OpoXKenaTesabHO, CHOKOMHO M NMOAPOOHO MOBOIWTH J0 HX CBENCHUSI YCIOBHA
COBMECTHOH paﬁOTBI Hu BBaHMOOTHOIHGHHﬁ;

«  pabOTHHK COLMATBHOU CIy>XObI, OTBETCTBEHHBIH 3a IpHeM Ha paboTy H
OLIEHKY JeATeNHHOCTH IPYTuX pabOTHHUKOB, JOJDKEH BRITOIHATE 3TY 00S3aHHOCTH B

® CIIOKOMHOM, IeMUKaTHON, OEeCIIpUCTPacTHON MaHepe Ha OCHOBE YETKO
cpOpPMyIHUPOBAHHBIX KPUTEPUEB;

«  pabOTHUK COLMAIBHOM CIyXObl, OTBETCTBEHHBIM 3a OLEHKY JIpyIHX
pabOTHUKOB, JOKEH 3HAKOMUTH UX C 3TOU OLIEHKOM.

5.2.2. OTHOUIEHUS ¢ KJIUEHTAMH KOJLjIer

PaboTHUK coIMaibHOM CTy>KOBI TOMKeH obpaliarses ¢ KIMEeHTaMH CBOUX KOJUIEr
BHHUMATEJFHO, BECTH UX JIeja C MOJHON MpodeccHoHaNbHON oTaade:

« pabOTHUK COLMAIBHOW  CIIy>)KOBI He JODKeH Opare Ha  cebs
NpoQeCcCHOHATLHYIO OTBETCTBEHHOCTb 3a KIHEHTa [pyroro Kojulern 06e3
COOTBETCTBYIOIIMX COTTACOBAHHUM C 3TUM KOJIJIETON M BBIILECTOSLIETO PYKOBOJACTBA;

+  pabOTHUK COIHUATBHON CIIyXObI, 0OOCIYXUBAaIOIIMHA KIMEHTOB BPEMEHHO
OTCYTCTBYIOIIETO KOJUIETH, JOJKEH HJ0OPOKENaTeIbHO U C YBAXKEHHEM OTHOCHUTCS K
HUM, YUHUTBIBAS] HHIMBULYAIBHOCTE U HHTEPECH] KAXKIOTO.

5.3. OTnyeckue 0053aTeJIHLCTBA PA0OTHHKA COIMATBHON ¢JyKO0bl nepen
cBoel npodeccuei

5.3.1. 3amuTa YHCTOTHI, HENPHKOCHOBEHHOCTH Npodeccuu

PaboTHUK conmanbHOMN CITy>XOBI TOJKEH MOANEeP)KUBATh U TOBBIIIATE
3HAYHMOCTB, 3TUKY, 3HaHUS U IIeJId CBOe Ipodeccuu:

« pabOTHMK COIUANBLHOM Chnyx OBl JOKEH 3alMINaTh M  YCHIIMBATh
JOCTOMHCTBO M YHUCTOTY MPOGECCHH U JOIDKEH ObITh OTBETCTBEHHBIM M aKTHBHBIM B
JICKYCCHAX TI0 COBEPIIEHCTBOBAHHIO IPOQPECCUH;

« pabOTHUK COLMATBHOM CiyXObl JOJDKEH NpeNIIPUHUMATH AEUCTBUS IPOTUB
HE3TUYHOIO ITOBEACHUSI CBOUX KOJUIET;

+  pabOTHUK COLIMaTIbHON CITyXOBbI JOJDKEH IIpeIOTBpaIlaTh
HeKBaATUGUIIMPOBAHHYIO U 3aIPEIICHHYIO [TPaKTUKY COLMAIbHOM paboThl;

+ pabOTHUK COITMANBHON CIy)kKObI HE HODKEH IOIyCKaTh HCKAXEHWM IIpH
peKiiaMe CBOeW KOMIIETEHTHOCTH, KBaM(pUKALMU, YCIyT, Pe3ylbTaToB, KOTOpBIE
MOTYT OBITH JOCTUTHYTHI.

5.3.2. PazpuTHe 3HAHHH

PaboTHUK cOIMaIbHOM CITyXOBI JOKEH HECTH OTBETCTBEHHOCTD 3a Pa3BUTHE U
IIOJTHOE MCIIONIB30BaHue MpodheCCUOHATBHBIX 3HAHUMN:

«  pabOTHUK COIMAIBHOU CIY)XOBI JOJDKEH OCHOBBIBATH CBOKO MPaKTHUECKYIO
JEeSATETPHOCTD Ha PO ECCHOHANBHBIX 3HAHUIX;

+ pabOTHHUK COUMATBHON CIyX OBl JOJDKEH KPUTUYECKH aHaNIM3UpPOBaTh,
OLIEHUBATH K OBITH B KypCe HOBBIX 3HAHUM, OTHOCSIIUXCS K €ro IIpodeccuy;



«  pabOTHHK COLMAILHON CILy’KOBI JIOJDKEH BHOCHMTBH CBOI BKJIan B pasBuye
3HaHMH B 00JIACTH CHCTEMBI CIIYKO COLUANBHON TTOMOIIH HACEJICHUIO, JEeJIUTHCSI C
KOJIIeraMy IIPaKTUYeCKHUM OITBITOM, 3HAHUSIMU.

5.4. JTHYeckne 0653aTeaLCTBA PA0OTHUKA COUUATLHO] c1ys:k0bl nepen
00ImecTBOM

5.4.1. Ilopgnepxka BceoGmero 6,1arococTosHus

PabOTHHK conMatbHOM ¢y kOBl JOIKEH CONEHCTBOBATD Pa3BUTHIO
OarococTostHust 001IeCTBA!

*  pabOTHHK COLHANbHOMN CITy 6Bl TOMKEH NeHCTBOBATD TAKHM 00pazom, YToOBI
UCKIIIOUMTE HECIPABEMIMBOCTE IIPOTHB JOOOTO denoBeKa WM TIPYIIEl  Ha
OCHOBaHMM HAIHOHAIILHOIO IIPOUCXOXKAEHMS, NONUTHIECKAX WM PEIUrHO3HBIX
yOexKnenui, cexcyanbHBIX OpUEHTAIHH, BO3PacTa, OpavHOro cTaryca, NICUXHIeCKHX
WM QU3HYECKUX HEIOCTATKOB, a TaK)Ke HUCKIIOYHTD IpeIIoUTeHNe, MPUBUIETHI
OTHEJIbHEIM KaTerOpHsIM HaCEJIeHMS, "

*  pabOTHHK COLHANBHOMN CIyKOBI MOIDKEH AeHCTBOBATh TAKHM 06pazom, 4TOOBI
paCIIMpUTEL JMIHOCTHLIE BO3MOXXHOCTH BCEX JIIOJEH, PasIMIHBIX ceMeil, ¢ 0COOBIM
BHUMaHHEM OTHOCSICH K YINEPOHBIM I'PYIINaM U JTHLIAM;

*  pabOTHMK COIMATBLHOM CIIyKOBI HOMKEH CO31aBATE YCIIOBHS JJISL IOATEPIKKH H
YB)KCHHUS K PA3NIUYHBIM KYJIbTYPaM;

* paboTHHMK cOIMaNbHOM  CIyX6Bl  JOIDKeH MOJEPKUBATE  yYacTHe
O0LIECTBEHHOCTH B (HOPMUPOBAHMM COLHATLHON MOTUTHKH U Pa3BUTHUS aKTHBHOM
AEATENIBHOCTH BCEX COLIMANBHBIX HHCTUTYTOB.

6. JEUCTBHME KOJEKCA, ET'O ITEPECMOTP, OTBETCTBEHHOCTD

6.1.[leiictBue Kogexca

TpeboBanus wHacrosmero Komekca o6s3aTeIbHbL It BCceX pPabOTHHUKOB
Yupexaenus.

PyxoBonuTeny cTpyKTypHBIX MOApa3meteHuil ToMKHb 03HAKOMHUTE PabOTHHKOB
¢ Komekcom u cmocob¢TBOBATH PacIIpOCTPAaHEHUIO €ro IIOJIOKEeHUH B
IpodeCCHOHATBHOM COOOIIECTBE.

6.2.0TBEeTCTBEHHOCTD 32 Hapymenue Koxexca

OrseTcTBEHHOCT 32 Hapymenue Kopekca onpenensgercs: Tpynoseim Konmekcom
PO, KomneKkTHBHBIM JOrOBOPOM H [IpaBuiaMy  BHYTPEHHETO TPYIOBOTO
pacriopska.

3a Hapyienue HopM Konexca MOTyT GBITh IpUMeHeHb! CIIEYOIIHNE MEPHI:

1.Mepe! AuCIMITIIMHAPHOTO B3bICKAHUS B COOTBETCTRBIH C TpynoBEIM KOmEKCOM;

2. IlpoBenenne BHeOYEpPEAHON aTTeCTAIINH COTPYIHUKA,;

3. Hano)xeHue orpaduveHus mo MaTepraabHOMY IOOIIPEHHIO;

B ciy4ae Hecornacus coTpyIHHUKA C IPMHATBIMY TI0 OTHOLIEHHIO K HEMY MepaMHu,
petenye npuHnMaeTcst Komuccueit o TpynoBbIM criopam;

6.3. Ilepecmotp Konekca
[uHamuyeckue — u3MeHenms B oOIiecTse, BIEKylIHe 3a  coOoH
COOHNAJIBPHO-OKOHOMHYECKHUE U HHBIE HpGO6p330BaHI/IH, MOTYT HOTpe6OBaTB



M3MEHEHHS OTHEeNbHBIX MOJIOXKEeHUH Hactosmero Komexca mmm ero mepecMorpa.
quexcz[eHI/Ie BBICTYIIA€T rapaHTOM TOI'0, 4TO JIIO6BI€ BHOCHMBIC HU3MCHCHHUS B
Konekc, OyIyT H3MEHATHCS TONBKO B 3aILUTY MHTEPECOB PAOOTHUKOB M KIIMEHTOB
YUPEX ICHHS.

IlpaBo mepecmoTpa Kogmekca u paccMOTpeHHE €ro OTHETbHBIX ITONOXKEHHMI
paccmarpuBaetcs Ha KoHdepeHuun TpyoBoro KoJuleKTUBa

PeKOMeH,Z[aHI/II/I u OPpCAJIOKEHHUA MO HU3MEHCHUIO WIH yCOBepH.IeHCTBOBaHI/I}O
OTAENBHBIX pasgeiaoB u IITYHKTOB KozIeKca IIPUHUMAKTCA K paCCMOTpeHI/IIO
AnMuHUCTpauet yapesxaeHus.



