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I. OO0mue moJI0KeHHuA

1.1. TlonoxeHwe O TOpSJIKE YMpaBlIeHUs OOpalleHHsIMU IOJIb30BaTeleH
(namee — IlonmoxeHume) pa3paboOTaHO C MENBIO YHOPSAOYEeHUsT padOThl IO
pPacCMOTpPEHHIO M y4eTy oOpalleHud TrpaxaaH, OOBeOUHEHHH TIpaxiaH,
IOPUIMYECKHX JIUII (J1ajiee — MOJIb30BaTeN ), IOCTYAIOIIUX B agpec 0I0/KETHOTO
yupexaeHuss  XaHTbl-MaHcuiickoro  aBTOHOMHOro  okpyra —  [Orpsr
«['ocynapcteennoit 6ubnmuoreku Orpe» (manee — bubnuoreka). B koHTekcte
Hactosmero IlonoxeHUst MONB30BaTeNlb MOXET OBITh KaK pealbHbIM, TaK H
MOTEHIUAIbHBIM.

1.2. ITonoxenue ompejaessieT MOPAAOK OOECIeYeHUsI CBOEBPEMEHHOIO U B
IIOJIHOM O0BEME pPACCMOTPEHHs YCTHBIX M NHCBMEHHBIX HHIUBHAYaJIbHBIX H
KOJUIEKTUBHBIX 0OpalieHui 1moyib30BaTenei.

1.3. B bubnmoreke ocymecTBIseTcs pacCMOTpeHHE OOpalleHuH,
3a(UKCHPOBaHHBIX B opMax oOpaTHOM CBS3H:

KHUTe «YTO MOXKHO YJIyUIIMTh B XOpoIlIei Oubmuorexey,
KHUTE OT3bIBOB;
pa3MelIeHHbIX Ha caiiTe OUOIHOTEKHU:
I'octeBoii kHUTE,
pazznene «O0paTHast CBsI3b C pyKOBOAUTEIIEM>»,
HNHTepHeT-npreMHON;
IOCTYNIMBIIUX Y€pe3 COLUATIBHBIE CETH;
MOJTyYeHHBIX IIpU 00paboTke pe3ynbraToB aHKeTupoBaHus Ha CRMSensor,

a TaKKe MUCbMEHHBIX WJIH YCTHBIX OOpalleHui MoIb30BaTele.

1.4. JInaHy10 OTBETCTBEHHOCTb 32 PaCCMOTPEHHE 00pallleH!il I0Ib30BaTeNel
HeceT JupekTop buOIHOTekH U COTPYOHUKH, KOTOPHIM IIOPy4YEHO UX
paccMOTpeHHE.

1.5. B IlonoxxeHuu UCTIONB3YIOTCS CIEAYIOIIUEe OCHOBHBIE TTOHATHS.

OObpameHue — mpeIoKeHue WIn kanoda, OT3bIB, HAPaBICHHbIE B JIIO0OM
dbopme (MUCHMEHHOH, 3JIEKTPOHHOM, YCTHOH) B bubamoTeky.

[Tpemnoxxenne — obOpaleHue, coaepraliee peKOMEHIAUIO 0 YIIyYIIEeHHIO
JIeATeIbHOCTA BUOIMOTEKH B LIENIOM WK 110 OTAENBHBIM BOIPOCAM.

OT3BIB — OIIEHKA JIEeSTeIFHOCTH BUOMMOTEKN WM COTpYAHHUKA, KOHKPETHOTO
MEPOIPHUSITHS.
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XKanoba — HanpaBieHHoe B buOIHOTEKY BhIpa)K€eHHWE HEYIOBIETBOPEHHOCTH
ee paboToi (yciryramu, MpoayKTamH).

B kontexcre mannHoro [lonoskeHust Kk oOpaleHUssM HE OTHOCSTCS CIIPaBKU U
KOHCYJIBTAIlMH KaK (JOpMBbI CIIpaBOYHO-OMOIHOrpaduueckoro o0cyKuBaHus.

1.6. ITonoxxenue pazpaboTaHO C yUETOM:

®enepanbHoro 3axkoHa ot 02 mas 2006 r. Ne 59-®@3 «O mnopsinke
paccMoTpeHust obpamenuii rpaxxaan Poccuiickoit enepanun»;

['OCT P UCO 9001 —2015. CucreMbl MeHeDKMEHTa KadecTBa. TpeOoBaHMS;

I'OCT P HCO 10001-2009. VY7noBneTBOpeHHOCTh MNOTpeOUTENei.
PexomeH1alinu 1o npaBuiiaM IOBEEHUs Uil OpraHU3alui;

['OCT P CO 10002-2007. Y noBneTBopeHHOCTH oTpedburens. PykoBoacTBo
10 YIIPABJIEHUIO PETEH3USIMH B OpraHU3aIUsX.

2. OcHoBHBIe TPeGOBaHHUS K yIIPaBJEeHHIO 00paleHHIMH

K cucreme ymnpaBieHus oOpamleHUSIMH IOJIb30BAaTeNIed INPUMEHSIOTCS
clieyromue TpedoBaHUS:

2.1. Madopmarus o Mecte U criocoOe HarpaBiieHUsI 0OpalleHus JoBeeHa 10
I0JIB30BAaTENeH, IepcoHaIa U APYTUX 3aMHTEPECOBAHHBIX JIUI] M TOCTYIIHA.

2.2. bubnuoTeka omepaTHBHO paccCMaTpUBaeT IOCTYIHBIIHME OOpallleHUs H
HHGOPMHUPYET I0JIb30BaTENel O MPUHATHIX Mepax.

2.3. B pabore ¢ oOpameHusIMUA cOoOJIIO1aeTcs BBICOKAs KyJbTypa OOLIEHHs C
TI0JIb30BATEISIMH, YBKHUTEIFHOE OTHOLICHHUE K UX 3aIIpocaM M MHEHHSM.

2.4. IlepconanpHas uHopManus o0 oOpaTUBIIEMCS WU O COTPYAHHKE, C
Xayoboi Ha KOTOporo oOpaTWics I0Jb30BaTeNlb, OTKPHITA TOJIBKO KpPYIy JIHUII,
paboraroniemMy ¢ oOpaiieHHeM.

2.5. OTBeTCTBEHHOCTh 3a IOATOTOBKY OTBETOB OOpATHBIIUMCS HECYT
3aMECTUTEI JUpeKTopa bHONMHOTEKH 10 MNpPOQIII0 CBOEH AEATENbHOCTH,
OTBETCTBEHHOCTh 3a NMPHUHATHE pelneHuid — aupektop bubnuorexu. Kontpons 3a
BHINIOJTHEHHEM  TNPUHATBIX  pElIeHWH  OCyIIeCcTBIseT  OTAEN  BHENIHHX
KOMMYHHKAIIUI U COITMOKYIBTYpHOU festensHocTd (nanee — OBKuCll).

3. O6s13aHHOCTH H perjiaMeHT B3aHMO/eHCTBHA YYaCTHHKOB Mpomecca

3.1. Ilpouecc ympaBieHus OOpalIeHHSIMH IIOJIb30BATEIEH OCYIIECTBIISIET
OBKuCJ. ’
3.2. B nporecce ynpapieHus: 0OpalieHUsIMH M0JIb30BaTENEH:
OBKuC/I:
IOBOAMT [0 IIOJb30BaTeleil HH(OpPMALMI0 O CHCTEeMEe OOpaTHOM CBs3W,
npuHsATON B bubnnoreke u nopsake padoTsl ¢ 0OpalleHUusIMHY,
2

Hoxyment: BJl «OpraHuzalMoHHO-TEXHOJNOTHYEeCKHe HOKyMeHT»/IlonoxkeHue O TIOpsAKe  yNpaBieHHsA
obpameHusaMu noJp3oBaTesnei.doc

Jara pazpabotku: 2018

PazpaboTumk: ManpsipoBa M.H.

Penakuus: 1



IU1-8.2.1-01-2019

MPOBOAMT IEPBOHAYAIBHYIO OIIEHKY OOpaIleHus, OIpelenseT obpalieHus,
TpeOyromue oTBeTa U (UK ) IPUHITHUS PEIICHUH,

ompenenseT IMPEeACTaBUTENE pYyKOBOACTBA  (IAUPEKTOp, 3aMECTHTEIH
IUPEKTOpa), OTBETCTBEHHOTO 3a MIOJArOTOBKY OTBETA,

KOHTPOJIUPYET CBOEBPEMEHHOCTh IOJATOTOBKM OTBETOB Ha oOOpallleHus u
BBIIIOJIHEHUSI CPOKOB BBHITIOJIHEHMSI TIPUHATBHIX PEIIeHUH, a TaK)Ke HCIIOJIHEHHE
peleHuH,

JTOBOIHUT 10 OOpaTuBIIMXCs (MpU HATMYHHA IEPCOHAIBHON HHGOpMAIIMK)
OTBETHI U (WJIM) IPUHSTHIE pELIeHHUS,

obecrieurBaeT JOBEIeHHWE OO0 IoJb3oBarenedl bubmuoreku uHGOpMaIuu o
pe3ynbrataXx paboTel C OOpalleHWsMH K OLEHKH Y OBJIETBOPEHHOCTH
oJIb30BaTelNiel OMOIMOTEKH Ka4eCTBOM YCIyT U OOCTy)KUBaHHUS,

MPOBOJKMT HCCIIENOBAaHUE YIOBJIETBOPEHHOCTH IONIb30BaTeNel OHOIMOTEKH
Ka4eCTBOM YCIIyT ¥ 00CITy)KUBaHUs,

MPOBOJHUT aHKETUPOBAHUE OLIEHKU COOTBETCTBHS IOTPEOHOCTEH HHBAIUIOB U
BO3MOXXHOCTEH UX YJOBJIETBOPEHHUSI OKA3bIBAEMBIMHU yCIIyTaMH,

eXeKBapTaJbHO OpraHU3yeT IPOBEJACHHE COBEIIAHWHW IIpH AUPEKTOpe I10
MOJIBEJIEHUIO HMTOroB aHKeTHpoBaHUs «lccnenoBaHue y[OBJIETBOPEHHOCTH
0JIb30BaTeN e OMOIMOTEKH Ka4eCTBOM YCIYyT M OOCITY)XMBaHUS» M IOJy4EHHOU
0oOpaTHOH CBSI3U OT IOJIb30BaTeNei 6ubimmoTex,

ocymiecTBIsieT mepuoamyeckuit (1 pa3 B KBapTal) aHaiuM3 Ipolecca
yHIpaBiieHHs OOpallleHUsIMU U IIPEIOCTaBISIET OTYETHI BEICIIEMY PYKOBOZCTBY.

JloxymeHTOBEx:

OCYUIECTBIISIET perucTpanuio obpameHuit, noctynuBmux 4epe3 MHTepHeT-
IPUEMHYIO, IPOCTaBIsAET HOMEP U JaTy pPEerucTpaluu, (GUKCHPYeT HaHHbIE
sasButens (PHO, agpec, E-mail) u Bonpocsl, copgepxaniecst B 00palleHuy,

nepegaeT HHPOPMALUIO JUPEKTOPY JUIS ONpEeNeNIeHUs IpeICTaBUTEINs
PYKOBOJACTBa (IUPEKTOp, 3aMECTUTENd JUPEKTOpa), OTBETCTBEHHOIO 3a
IIOJITOTOBKY OTBETa,

KOHTPOJIMPYET CBOEBPEMEHHOCTh IIOATOTOBKM OTBETOB Ha OOpalleHus Hu
BBITIOJTHEHHUSI CPOKOB BBINIOJIHEHUS NPUHATBHIX DPEIIEHUM, a TaKXKe HCIIOJIHEHHUE
pELIeHUHN.

Jupexrop:

paccMaTpuBaeT OOpallleHHe I0JIb30BaTesel, IMOCTYIMBIIMX 4Yepe3 paszell
«OObpatHas CBsI3b C pyKOBOJAUTEIEMY,

TOTOBUT OTBET JIMOO OmpezesseT MpeICTaBUTeNsl PYKOBOACTBA (3aMECTHTENN
IUpPEKTOpa), OTBETCTBEHHOTI'O 3a IIO/ITOTOBKY OTBETA,

OCYUIECTBIISIET KOHTPOJIb 32 OTIPABKOW OTBETa Ha OOpallleHuE.

3.3. IlpencTaBuTebh pyKOBOJACTBA IIPH MIOAATOTOBKE OTBETA HA OOpalieHue:

MIPOBOJIUT MEPBOHAYAIBHYIO OLIEHKY C TOYKH 3PEHHUs] TaKUX KPUTEPHUEB, Kak
Ba)KHOCTB, 6€30M1aCHOCTb, CII0KHOCTh, BO3MOJKHBIE ITOCIIEICTBHUS,
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IPOBOJUT pacciieloBaHUe BCeX OOCTOSITENIbCTB M JIaHHBIX, CBA3AHHBIX C
oOpaieHuemM,

FOTOBUT OTBET C TPEIJIOKEHHEeM OTBETHBIX JEeHCTBUM (HCIpaBiIeHHe
npobnemsbl ¥ (UIK) IpeayNpexIeHHe ee TOBTOPHOrO MOSIBICHHUS ),

pelIeHne WK IeUCTBUSI, CBI3aHHBIE C OOpallleHueM, HEMEIJIEHHO TOBOJAT 10
' COTPY/IHUKOB, BOBJIEYEHHBIX B COOTBETCTBYIOLIUH MPOIIECC.

34. B mnpouecce MNOATOTOBKH OTBETOB IIOJH30BATENISIM COOJIOAAIOTCS
CJIEIyIOLIUE CPOKH:

34.1. Ha oOpameHus B KHHTe «YTO MOXXHO YIYYIIMTH B XOpOIIEH
oubmnoTeke», KHure or3piBoB, | 0cTEBOM KHUTE HA caliTe OMOJIMOTEKH:

oTBET oOOpaTHBIIEMYCS B (opMe COOOIEHHS O NPHUHSITOM pELIeHHH U
NEUCTBUSX, OCYIIECTBICHHBIX (3alUIAHMPOBAHHBIX) B COOTBETCTBUU C MPUHSATHIM
pemeHueM, IMyOIHKyeTcsl He mo3gHee 3 pabouux JHEH Iocie OaThl MOSBICHUS
3armucu B popMax oOpaTHOM CBsI3H,

3.4.2. na obpamienus B aHketax Ha ycrpoicTBax «CRMSensor»:

BHE 3aBUCHUMOCTH OT JaThl 3alojHEeHHs aHkeTsl 1 pa3 B kBaptan (mo 10-ro
qyclia CIeIyIoIlero Mecsna) Ha HHGOpMalnUMOHHOM cTeHAe bubiauorexu um Ha
caitre bubmuorexu (okrlib.ru, B paznene «Pe3yapTaThl OLIEHKH KauecTBa yCIyT» ).

34.3. Ha mnHUChbMeHHble OOpallleHUs I0JIb30BaTeNiel, ITOCTYNHUBIIUE I10
mro60My KaHary (IO IoYTe, SJIEKTPOHHOM 1o4Te, Yepe3 HHTEPHET-NPUEMHYIO) HIIH
IPUHECEHHBIE JIMYHO:

OTBET 110 CyIeCTBY OOpallleH!sI HalpaBIIsIeTCs He mo3aHee 7 pabounx qHEH,

34.4. na ycTHble OOpamieHdUss OTBET MJaeTcs HeMeIeHHOo, JHbo 1o
JOTOBOPEHHOCTU € OOpaTUBIIMMCS — B OOOIOJJHO OFOBOPEHHOE BpEMs B Cllydae
HEOOXOAMMOCTH YTOYHEHUs He0OX0IuMOM HH(OpPMALIHH.

3,5. Ecim B DOATrOTOBIEHHOM OTBETE COIEPXXHTCS HHOpMamus o
3aIIaHUPOBAHHBIX JIEUCTBUSIX, YKa3bIBAETCS KOHKPETHOE BpEMs, B KOTOPOE OHHU
IUTAaHUPYIOTCS JUIS1 IPOBEICHUS.

3.6. Eciu oOpatuBmmiics He cOIIaceH C MPEeAOoKEHHBIM peIIeHUeM,
oOpaleHre CUATaeTCsl HEYIOBJIETBOPEHHBIM 10 TEX IOP, MOKa PUHSITOE PELIeHUe
HE YJOBJIETBOPUT OOPATHBILIErOCH.

4. YnpasieHHne o0pameHHsIMH

4.1. Urorn  aHKeTHpOBaHUSA «HMccnenqoBanue  yJOBJIETBOPEHHOCTH
I0JIb30BaTelleld OMOITMOTEKH KaueCTBOM YCIyT U OOCIIy)KMBaHHUSI» U MOIYy4YECHHYIO
0o0paTHYIO CBSI3b OT IOJIB30BaTeNeld OMOMMOTEKH, pe3yabTaThl aHaIu3a Ipolecca
yIpaBlIeHus 00pallleHUsIMHU eXeKBapTaIbHO pacCMaTPUBAIOTCS HA COBEIAHUU NIPH
nupekrope bubnuorexu, ohopMIISIOTCS MPOTOKOIAMH 3a IOIIUCHIO JTHUPEKTOpa
bubnuoreku.

4.2. AHanu3 mporiecca yrpaBlieHUs OOpalleHUsMHU BKIIIOYAET MOHUTOPUHT
3HAYEHUU OKa3aTelen:
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HIOJTyYeHHBIX 0OpallleHunid, U3 HUX — 3asBJICHHH U Kajo0,

oOpalleHHi, OTyYMBIIUX OTBET B yCTAHOBJIEHHOE BpeMs,

oOpalleHHi, 10 KOTOPHIM HE NPUHSTHI pEeLeHus,

oOpalieHui, Mo KOTOPBIM MPEAIPUHSTHl JEUCTBHs, HE YIAOBIETBOPHBILIHE
0OpaTUBIINUXCS.

4.3. Tlpm aHamu3e mpolecca yIpaBlIeHHs OOpalleHUSIMH OLEHUBAETCS
JUHAMHKA pocTa oOpalleHrui B IIeJIOM U 10 OT/EJIbHBIM HallpaBIECHUM, IIpo0iIeM,
HOCSIIIUX MOBTOPSIOIIMICS XapaKkTep B 00paleHusX.

4.4. Tlo pe3ymbraTaMm aHauu3a AUPeKTOp bHOMUMOTEKM MOXKET HNPHUHATH
pemieHre O pa3paboTKe IUIaHa MEPOINpPHUSTHH, HAIpPAaBIECHHBIX Ha YyCTpPaHEHHE
NPUYUH MOCTYIUIEHUsT OOpallleHuM, BBISIBIEHHBIX HApYIIEHWH, IPUHUMAET MEPHI
KaJIpOBOT'0 XapakTepa.

4.5. Ilnan meponpusTUN NOIDKEH BKIIIOYATh JEHCTBUS, HAlpPaBIECHHBIE Ha
MOBEIIIEHHE  pe3yJbTAaTHBHOCTH IIpollecca yIpaBlI€HUs OOpallleHHsIMH U
obecrieueHre HEOOXOTUMBIMH peCypcamH.
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