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BromzxerHoe ydpexnenue XanTel-MaHCHHCKOr0 aBTOHOMHOTO " VTBEPXJIAIO
okpyra — FOrps! «I'ocynapcreennas dubnuorexa FOrpem» ‘ I/I;o'.-.;mpex‘ropa
IHOJOXEHHUE { /EIO Bornanopa

(nonmm:

) 4
0 MOpsiAKe ynpaBjeHus o0pameHHsiMH 0Jb30BaTeeil 2 %M 2025 r.

1. OOmue mojioxeHus

1.1. IlonmoxeHue o IOpsAAKe YIpaBleHHs OOpalleHUsMH II0Nb30BaTeNei
(mamee — IlonoxeHue) pas3paloTaHO C LENBIO YIOPSAAOYEHHsS paboTel o
pPacCMOTPEHMIO M yd4eTy oOpalleHudl TIpaxnaH, O0OBeIMHEHHE Tpax/aH,
IOPHIMYECKHX JIUII (laliee — IIO0IBb30BATEN ), IOCTYNAKINNX B afpec OI0IKETHOTO
yapexaenus — XaHTel-MaHCHHCKOTO  aBTOHOMHOrO  okpyra —  IOrpsr
«["ocynapctBenHoit 6ubnuorexku IOrpe» (mamee — bubmmoreka). B KoHTEKcTe
Hacrosmero IlomoskeHus IOIB30BATENDh MOXKET OBITH KaK pealbHBIM, TaK H
[IOTEHLIUATIBHBIM.

1.2. TlonoxeHre ompenenseT IOPSANOK OOecleYeHUs CBOEBPEMEHHOIO U B
IIOJIHOM O0BeMe pacCMOTPEHMs YCTHBIX H ITHCBMEHHBIX HMHIWBHUIYAIBHBEIX U
KOJUIEKTUBHBIX 00pallleHui 0JIb30BaTeNeH.

1.3. B Dbubmuoreke OCYIIECTBISETCS pPacCMOTpPEHHE OOpaIleHHH,
3a(DUKCHPOBAHHEIX B (hopMax 0OpaTHOM CBA3H:

1.3.1. Pasmemennsix B bubnuoreke:

KHUre «4YTO MOXKHO YIYHYIIHTH B XOPOIIeH OHOIHOTEKE,

KHHTaX OT3BIBOB, pasMEILEHHbIX Ha | aTaxe Xoiuia, B OTAeNe Mo pabote
C IETbMH M IOHOLIECTBOM, OTZENE OOCIyKUBaHMUs, perHOHAIBHOM IIEHTPE J0CTyNa
K pecypcaM IIpesuneHTcKol OGUOIHOTEKH U OTHENe KpaeBeqUecKO TUTepaTyphl |
oubnuorpaduu;

1.3.2. PasMmeleHHBIX Ha caiiTe OMOTHOTEKH:

paznene «ObpaTHas CBA3b C PYKOBOIUTEIEM);

pasnene «O0paTHas CBA3BY;

VHTepHeT-IpueMHOM (c HCIIONB30BAHUEM benepanpHOH
roCyapCTBEeHHOU MH(QOPMAIMOHHOM CUCTEMBI «EuHbI IopTall
rOCYIapCTBEHHBIX M MyHHLIUNAIBHBIX YCIYT (QYHKIH);

1.3.3. IloCcTyIIHBIIKX Yepe3 COLUATBHEIE CETH,

1.3.4. TloctymuBmmx depe3 wuHTepHeT-TIatdopmsl «Sugekc.KapTtery u
«2I'1Cx»;

1.3.5. Ilomy4eHHBIX mpH 0OpabOTKE pE3yNBTaTOB AHKETHPOBAHUS Ha
CRMSensor;

1.3.6. Ilonmy4eHHBIX TMCEMEHHBIX WIH YCTHBIX 0OpaIleHu I0Ib30BaTeleH.

1.4. Jlm4HY!0  OTBETCTBEHHOCTH 32 pacCMOTpeHHe  oOpaleHuit
[TOJIB30BATENEH HECeT NUPEeKTOp BHUOMMOTeKH M COTPYAHUKHU, KOTOPEIM MOPYYEHO
HX pacCMOTpEHHE.
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1.5. 3anpemiaercs npecnefoBaHUe TPaXKIaHWHA B CBS3H C €T0 obpamenneM
K JOJDKHOCTHOMy jully buOmmoTekw C “KpUTHKOH NEeATENBHOCTH BHOIHOTEKH,
IOJKHOCTHOTO JIMIA JIMOO B LEISIX BOCCT@HOBIICHHS WJIM 3aIWTHl CBOMX IIPaB,
cB0OOJ ¥ 3aKOHHBIX HHTEPECOB JIMOO0 IpaB, CBOOO U 3aKOHHBIX HHTEPECOB APYIUX
JTALL.

1.6. B IlonoxeHuH UCIIOIB3YIOTCS CISIYIOITHE OCHOBHEIE TIOHSTHS.

Obpaluenue — npeanoXKeHne WIH Xanoba, OT3EIB, HANIPABIEHHEIE B JIIO00H
dopmMe (IUCBEMEHHOMH, SIEKTPOHHOM, YCTHOI) B BubnuoTexy.

IIpennoxenue — obpalieHue, cofepxaniee PEKOMEHIAIMIO 110 YIIYYLICHUIO
nesTenbHOCTH BHOIHOTeKH B [IEIOM MIIH IO OTAETBHEIM BOIIPOCAM.

OT3BIB — OLIEHKA [IEATeNEHOCTH BUGIHOTERH WK COTPYAHHKA, KOHKPETHOTO
MEpOIIPHUATHS.

XKanoba — HanpaneHHOe B buOIMOTEKy BEIpaXKeHNEe HEYIOBIETBOPEHHOCTH
ee paboToi (ycrmyramu, IPOIyKTaMH).

B xonrekcre nansoro IlonoxeHus kK oOpameHuIM He OTHOCSTCS CIPABKH K
KOHCYJIbTallu{ KaK (POPMBI CIIPaBOYHO-OHOIHOrpahHIecKOro 00CIyKUBAHHSL.

1.7. IlonoxxeHue pa3paboTaHO ¢ yIETOM:

DenepansHOro 3axoHa or 2 mast 2006 r. Ne 59-®3 (pex. ot 28.12.2024) «O
IIOPSANIKE pacCMOTpeHus obpameHuil rpaxkaan Poccuiickoit @emepanmmy;

I'OCT P MCO 9001 —2015. CucreMsl MeHeI)KMeEHTa KayecTBa. TpeGoBaHms;

['OCT P HMCO 10001-2009. VY5IOBIETBOPEHHOCTH IOTpeOHTENEH.
Pexomenamuu 1o npasunaM OBEACHUS 715 OPraHU3aIIHH;

['OCT P MCO 10002-2020. Y noBneTBopeHHOCTE OTpebuTend. PyKOBOACTBO
110 YIPABJIEHUIO IPETEH3UAMHU B OpraHH3aIHIX.

2. OcHoBHbIe TPeOOBaHHS K yIPaB/JIeHHIO 00paleHusIMH

K cucreme ynpaBnenuss oOpalleHHSIMH IIONE30BaTElell IIPUMEHSIOTCS
CleaAyromue TpedOBaHus:

2.1. MadopmMamus o MecTe U criocode HalpaBiieHus o00palleHus JoBeaeHa 10
I10JIE30BAaTENIeH, IEpCOHala M IPYTHX 3aMHTEPECOBAHHEIX JIUII H TOCTYITHE;

2.2. bubnuoTexka OIepaTHBHO paccCMaTpHUBAaeT IIOCTYIHBIIME OOpAIEHUS H
WH(QOPMHUPYeT IO0JIF30BaTeNeH O IPUHATEIX Mepax;

2.3. B pabote ¢ obpameHUIME COOIIONAETCS BEICOKAS KYIbTypa OOIIEHHS C
TIOJIB30BATEISAMH, YBAKHATEIBHOE OTHOIICHUE K HX 3apocaM U MHEHUSIM;

2.4. IlepconansHas uHGOpMaLHsl 00 OOpATHBIIEMCS WIIH O COTPYAHHKE, C
XKajobok Ha KOTOpPOro 0OpaTHICS IONIB30BaTelb, OTKPHITA TOIBKO KDPYIy JIHIL,
paboraromemMy ¢ obpalieHueM;

2.5. OTBETCTBEHHOCTh 32 IIOATOTOBKY OTBETOB OOpATHBIIMMCH HECYT
3aMeCTHUTEeNd JupekTopa buOnuoreku no NpoQuIr0 CBOEH IeSTeIBHOCTH,
OTBETCTBEHHOCTE 3a IPHHATHE pelueHud — aupexkrop bubmmorexn. Konrpomns 3a
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BBIMIOJTHEHWEM  IPUHATHIX = PEIIeHWH  OCYIIECTBIsIeT  OTAEN  BHEIIHHX
KoMMmyHukaiui (naisee — OBK).

3. O63aHHOCTH U perjiaMeHT B3aHMOJelCTBHS YYACTHHKOB Ipolecca

3.1. TIlpomecc ympasieHus OOpallleHUSIMH IIOTB30BATENIEH OCYIECTBIIET
OBK.

3.2. B npouecce ynpasnesus oOpalieHUsIMH [10JIb30BaTEIeH:

OBK:

JOBOAUT OO IOJNB30BaTeNedt HHPOpMAIMIO O cHCTeMe O0paTHOM CBA3W,
npuHATON B bubnuorexe u nopsaxe paboTsl ¢ 0OpaleHUsIMU;

IIPOBOIUT IIEPBOHAYANILHYIO OIEHKY oOpalleHus, IIOCTYIHUBIIETO Yepe3
pasfen caiita «OOpatHas CBs3bY», 3a(UKCHPOBAaHHOIO B KHHre «YTO MOXKHO
YIy4IIATE B XOpOIIeH OUOIMOTeKe», KHUI'e OT3BIBOB, PACIOIOXKEHHOU B (doiie Ha
1 3Taxe, IOCTYNUBIIEr0 Yepe3 COLMANBHEIE CETH WK Yepe3 HHTePHET-IIaT(HOPME]
«Arnexc.Kaptem u «2I'UC»;

omnpernenseT obpameHus, TpeOyromue oTBeTa U (MIK) IPHHITUS PEeIleHHIt;

OIpeleNnseT IpeAcTaBUTENs  PYKOBOIACTBA  (OMPEKTOp, 3aMECTUTEIH
IMPEKTopa), OTBETCTBEHHOTO 3a IIO/ITOTOBKY OTBETA;

KOHTPOJMPYET CBOEBPEMEHHOCTH IIOATOTOBKM OTBETOB Ha OOpalleHus u
BBITIOJIHEHUS] CPOKOB BBINTOJNHEHHs IPUHSTHIX pENIeHUH, a TakKe WCIOIHEeHHe
pELIEeHNN;

IOBOOUT 1O oOpaTuBIIKXCS (IIpH HAIWYMH IEPCOHAIBHON HH(QOPMAIIUH)
OTBETH! U (WJIH) IPHUHATEIE PEIIeHNS;

obecrnieynBaeT IOBeIEHHE N0 Ioib3oBarened bubmuorexu wHDOpPMANHH O
pesynbrarax paboTel ¢ OOpalleHUsIMH H OLEHKH YAOBIETBOPEHHOCTH
IIOJIb30BaTeNelt ONOIMOTeKN Ka4eCTBOM YCIYT ¥ 00CITyXUBaHUS;

IIPOBOJUT MKCCIIENOBaHUE YIOBIETBOPEHHOCTH IOJB30BaTenell OGuOmHoTeKn
KaueCTBOM YCIIYT U OOCITyKUBAHUS;

IIPOBOJUT aHKETUPOBAHKE OLIEHKH COOTBETCTBHS ITOTPeOHOCTEH HHBAIUIOB U
BO3MOXKHOCTEH UX YAOBIETBOPEHMS OKa3bIBAEMBIMH yCIIyTaMu;

€)XEeKBapTaIbHO OpraHM3yeT IIPOBEIEeHHE COBEIIAHWH IpH ITUPEKTOpe II0
IIOJIBEZICHUI0O HTOTOB aHKeTupoBaHus «lccrenoBaHue YIOBIETBOPEHHOCTH
none3oBarenell OMOMMOTEKH KaueCTBOM YCIIYT M OOCTY)KHBaHUI» U IONYIeHHOMH
00paTHOH CBS3W OT ITOJIE30BATENIeH OHOIHOTEKH;

ocyllecTsiseTr nepuoaudeckuit (1 pa3 B KBaprajn) aHamW3 IIpoIecca
yIIpaBJIeHHs 00palleHUsIMH U IPEJOCTABISIET OTYEThI BEICIIEMY PYKOBOJICTRY.

Benymuii [OKyMeHTOBe]] aIMUHUCTPATHBHO-XO03SHCTBEHHOTO OTAeNa!

OCYILECTBIIAET pEerucTpanuio obpalleHuit, NOCTYNUBIIUX depe3 MHTepHeET-
IIPUEMHYIO, IIPOCTaBIseT HOMEp U [JaTy perucTpanuu, (QUKCUPYeT IaHHEIE
zagButens (PUO, agpec, E-mail) u Bompockl, copepixalnuecs B 00palleHuy;

OCYILLECTBIIAET PETUCTPaIMIO 0OpalieHui Ha IMYHEIM [TpUeM TpaKIaH;

(VS ]
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nepegaer HHPOPMALMIO OUPEKTOPY MU OIpeHeNeHus IPefCTaBUTENL
pykoBonacTBa (OMPEKTOp, 3aMECTHTENH [OUPEeKTOpa), OTBETCTBEHHOIO 3a
ITOATOTOBKY OTBETA; |

KOHTPOJIUPYET CBOEBPEMEHHOCTH IIOATOTOBKHM OTBETOB Ha OOpallleHus U
BEITTOJTHEHUSI CPOKOB BEITIOJNIHEHMSI TIPHHATHIX DEIISHWH, a TaKKe HCIIOIHEHUe
PELUCHUHA.

Jupexrop:

paccMmaTpuBaeT oOpalleHHe II0NIb30BaTelielf, IOCTYNMBIIMX dYepe3 pasnen
«O0bpatHas CBA3b ¢ PYKOBOIUTEICM;

TOTOBUT OTBET MO0 OIpeNeNnsieT MpeCTaBUTENsl PYyKOBOACTBA (3aMECTUTENH
JUPEKTOpa), OTBETCTBEHHOTO 32 IIOATOTOBKY OTBETa;

OCYILIECTBISET KOHTPOIb 32 OTIIPABKOM 0TBeTa Ha oOpalleHue;

OCYILIECTBIISET JMYHBIM TpHEM TpakKIaH, CONEpXKaHHE YCTHOrO OoOpalleHHs
3aHOCHT B )XypHaJI PETUCTPAIU IpHEMa 10 THYHBIM BOIIPOCaM.

3.3. IlpencraBuTtens pyKOBOACTBA IIPH MOATOTOBKE OTBETA Ha OOpalleHHe:

IIPOBOAMT IEPBOHAYAIBHYIO OIEHKY C TOYKHU 3PEHHS TaKUX KPHUTEPHUEB, Kak
Ba)KHOCTb, O€3011aCHOCTD, CJI0KHOCTE, BO3MOJKHEIE ITOCIIEICTBYS;

IPOBOJUT paccilefoBaHue BCeX OOCTOATENBCTB W JAHHBIX, CBI3aHHBIX C
obpareHuem;

FOTOBUT OTBET C IPENJIOKEHUEM OTBETHBIX [NEHCTBUH (WCHIpaBieHHE
npoOIeMs! ¥ (WIK) NPenyNpexIeHIe ee IIOBTOPHOTO TOSBICHNUS );

pellleHre WK JeHCTBHSL, CBI3aHHEIe C O0pallleHHeM, HEMEUIEHHO TOBOISIT JI0
COTPYIHHUKOB, BOBIIEUEHHBIX B COOTBETCTBYIOIIHI IIpolLiecc.

3.4. B mpouecce IOANOTOBKM OTBETOB IIONB30BATENAM COOJIOAAIOTCS
CIIeIIOIIHE CPOKH:

3.4.1. Ha oOpameHus B KHUTe «YTO MOXHO YIY4YIIMTE B XOpPOIIeH
o6ubnuorexke», Kuwmre ot3eBoB, B pazmene «OOpaTHas CBs3B» Ha cailTe
OubnuoTeKH, B COIMANBHEIX CeTAX, Ha MHTepHeT-Tutardopmax «Augexc. KapTer» u
«2I'UCx»:

oTBeT oOpaTuBIIeMycs B (opMe COOOLIEHHS O TPUHATOM pPEIIeHUH WU
NEWCTBUAX, OCYLIECTBICHHBIX (3aIIaHUPOBAHHBIX) B COOTBETCTBUHU C IPHUHITHIM
pelIeHneM, MyONuKyeTcss He Io3mHee 3 pabouymx OHEH Ioclie JaThl MOSBICHHS
3amucy B popmax oOpaTHOH CBsI3M;

3.4.2. Ha obpareHus B aHKeTax Ha ycTpoiicTBax « CRMSensory:

BHE 3aBHCHMOCTH OT JaThl 3allOJIHEHMs aHkKeTsl 1 pa3 B kBaptan (mo 10-ro
yycla CIeNyIOIEro Mecsla) Ha MHGOPMAaIMOHHOM CTeHIe buOmmoTekw W Ha
caiite bubnuorexu (okrlib.ru, B pazmene «OmeHKY CTaBAT YHTATEIH);

3.43. Ha mnuCcEMeHHBle OOpallleHWs II01b30BaTeNel, IOCTYNHBIIHE II0
CJIEYyIOLIMM KaHajlaM: II0 [104YTe, JIEKTPOHHOM [104YTe, Yepe3 HHTEPHET-IPUEMHYO
WJIY TIPUMHECEHHBIE JTMYHO:

OTBET II0 CYILECTBY 0OpalieHus HarpasiseTcs He no3aHee 7 pabouux qHeit;

HoxymenT: BJ] «OpraHu3aliMOHHO-TEXHONOrM4eCKHe oKyMeHT»/[looxKeHue 0 mopsake <
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3.4.4. Ha ycTHBIE 00palleHus, 03BYHIEeHHbIE Ha IMIHOM IIpHeMe IpaxkaaH Iuoo
B CTPYKTYpHOM TMOApa3felieHVH, OTBET [aeTcsi HEMeIEHHO, JHbo 10
JIOTOBOPEHHOCTH ¢ 0OpaTURLUIMMCS — B OOOIOHO OrOBOPEHHOE BpeMsi, HO He Ooiee
30 nHel, B coydyae HEOOXOMUMOCTH YTOYHEHMS HEOOXOIUMOM HHPOPMALIUH.

3.5. Eciu B IOATOTOBIEHHOM OTBETE€ COHEPXKUTCS HHDOpPMAIUi O
3aIIaHMPOBAHHBIX NENCTBHAX, YKa3bIBA€TCS KOHKPETHOE BpPEMs, B KOTOPOE OHH
IUTAaHUPYIOTCS 718 IpoBeieHus, Ho He Oonee 30 nHei.

3.6. Ecnu oOpaTuBIIMICS HE COIJaceH C NPEIOKSHHEIM peIleHHEM,
oOpallleHHe CYUTAECTCS HEYIOBISTBOPEHHEIM JI0 TeX II0p, ITOKa IIPUHSTOE PEIIeHUe
HE YIOBIIETBOPHUT 00paTHUBIIETOCH.

4. YnpasJjieHue o0panieHusIMH

4.1. Hrorm  ankerupoBaHus  «FccrnemoBaHue — yHOBJIETBOPEHHOCTH
II0JIb30BaTeNell OMOIHMOTEKH Ka4eCTBOM YCIYT U OOCIY>KUBaHHUS» M TIONYYEHHYIO
00paTHyIO CBA3b OT IIOJIb30BaTeNell OMONMMOTEKH, pPe3yNBTATHl aHAIH3a Ipolecca
yIpaBeHUs 00palleHUsIMH eXXeKBapTaAIbHO PaCCMATPHUBAIOTCS Ha COBEIIAHHH IIPH
nupekTope buOnuoTekH, oQOpMILIIOTCS NIPOTOKONIAMM 3a IIOAINCEI0 JHUPEKTOpa
bubmmorexu.

4.2. Ananu3 mpoiecca ynpapleHHs OOpallleHUsSMH BKIIFOYAET MOHHUTOPHHT
3Ha4YeHHUH IToKa3aTelel:

IIOJyYEHHEIX 0OpallleHui, U3 HUX — 3asBIECHUH 1 Xano0,

oOpalleHnH, TOTYyYHBIIUX OTBET B YCTAHOBIEHHOE BPEMS,

obpaleHnH, 10 KOTOPEIM He IPUHSATEI PEIICHIS,

oOpalenuii, 110 KOTOPHIM IPEeNIPUHSTE NEHCTBUS, HE YIOBIECTBOPHBIIHE
oOpaTUBIIUXCS.

4.3. Ilpu asanuse Ipolecca YIIpaBleHHs OOpalleHusIMH OIeHHBAETCS
TUHAMHKA POCTa OOpallleHHi B IIEJIOM M IT0 OTAEIBHBIM HalpaBlIeHHIM, IpobieM,
HOCSIIUX ITIOBTOPSIOLIMICS XapaKkTep B 0OpalleHusx.

4.4. Ilo pesynpraTaM aHaiu3a IUPEKTOp DBHONHMOTEKH MOXET UPHHSTEH
peleHre O paspaboTKe IIaHAa MEPONPHSATHH, HANpPaBICHHBIX Ha YCTPaHEHHE
IPHYKMH TIOCTYIUIEHHs OOpallleHMH, BBIIBICHHBIX HapyIIeHHH, NPUHUMAET MEPHI
KaJpOBOI0 XapakTepa.

4.5. Ilnag MepoIpHATHM NODKEH BKIIIOYATH NeHCTBHS, HaIpaBleHHBIE Ha
NOBBILICHHE PE3yNbTaTUBHOCTH IIpolliecca YIpaBlIeHHA OOpalleHusMH |
obecrieyeHUe HEOOXOAMMBIMHU PECYPCaMH.
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