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Mopaynb «O6palleHus rpaxaaH U opraHusaummn»

Pabota c obpalieHusiMK rpaxgaH — BaHas cocTaBnsowas YHKUMOHMPOBAHWUS TOCYYPEXAEHUA, HanpsiMyto
Brusilolwan Ha ux penyTtauuio. OHa COCTOMT U3 psga 9TanoB: perncTpaumsi, paccMOTPeHWE, WCMOMHEHWe, KOHTPOIrb
WCMOSHEHUS, HanpaBrieHne OTBeTa 3asiBUTEN0. YacTo npoxoxaeHwe 3TUX 3TanoB 3aHMMaeT AnuTenbHOe BpeMs U He
BCErga COOTBETCTBYHOT YTBEPXAEHHbIM pernaMmeHTaM. OTO BeAET K CHWDKEHUIO KadecTBa paboTbl ¢ obpalleHusiMK U, Kak
cnencTteue, HeraTuBHO BIMAET Ha penyTaunio U UMUK rocydpexaeHuns.

Mogynb cuctembl DIRECTUM «O6palleHns rpaxgaH W opraHvM3aumi» npegHasHadeH Ans  nocTpoeHus
acbdhekTMBHON paboThbl ¢ obpalLeHsiMU B COOTBETCTBUM C HOpMamu dheaeparnbHoro 3akoHa (®3 ot 2 mas 2006 roaa Ne59-
®3 «O nopsigke paccmoTpeHust obpallennii rpaxkaad Poccuiickon ®enepaumny).

Mogaynb obecneumBaeT cobnogeHne HOpM yka3aHHOro 3aKoHa WM OXBaTbiBaeT BECb LMK paboT ¢ obpalleHusamu: oT
BeAeHUA peecTpa rpaxaaH, perncrtpaunn nUCbMeHHbIX U YCTHbIX 06paLLLeHVII7I, KOHTPOIA WUCNONTHEHUA ﬂOpy‘-IeHI/II7I no
06pau4eHm;|M 00 OTnpaBKkn OTBETA, (*)OpMVIpOBaHVIH OTYETHOCTU U HaKonJieHna NCTopun B3aVIMO,ELeI7ICTBVIﬂ C rpaxgaHamu.

[aHHoe pelueHVe nNpegHasHayeHo Ans rocyaapCTBEHHbIX OPraHOB U OpPraHOB MECTHOrO CamoOyrnpaBrieHUs, a Takke
ONs opraHvM3auuin, KoTopble BeayT paboTy ¢ obpaleHuamn rpaxaaH. OCHOBHbIMW yyYacTHMKaMu npu pabote ¢ moaynem
ABNAOTCA oTAen no paborte ¢ obpalueHnsamMmn rpaxaaH n cnyxba AenonponsBoAcTBa. 3auHTEPECcOBaHHLIMW NLaMn npu
paboTe ¢ Modynem Takke BbICTynatoT: BbiCLUEE PYKOBOACTBO, PyKOBOAUTENW NOoApasAeneHnii, COTPYAHWKA, OTBETCTBEHHbIE
3a paboTy ¢ obpaLyeHnsamMmn, apyrme COTPYOHVKM yupexaeHns (MCnofHUTENn NopyvyeHnn no obpatleHmsam).

VMcnonb3oBaHue moaynst «O6palleHuns rpaxkgaH 1 opraHM3auminy No3BonseT PeLLnTb Pag BaXKHbIX 3a4aq:
e [locTpoeHne paboTbl C HOMEHKNATYpPON Aen obpaLLeHun rpaxkaaH u opraHmsauun (cosganne, BegeHne, cnvcaHue).
e CosgaHue n BegeHue peectpa obpaTuBLLMXCS rpaxaaH U opraHu3auni.
e  dukcaums ycTHoro obLeHns ¢ 06paTUBLLMMUCS rpaxkaaHaMMU.
e PaccmoTpeHue obpalleHnii u hopmmpoBaHme NOPYHEHNIN UCMIONHUTENAM (Kak BHYTPEHHUM, TaK U BHELUHUM).
e  ABTOMaTM4yeckoe hOpMMpOBaHME 3anpoca OTYETa O XO4e UCMOSNHEHUS KOHKPETHOTO NOPYYEHUS.
e ABTOMaTM4eckasi paccbifika HanoMWHaHWUIA O NPUBMMKEHUN CPOKA UCTOSNTHEHUS NMOPYYEHNS.
e [logroToBka M KOHTPOSIb OTMPaBKU OTBETA 3asBUTENIO.
e [louck obpalleHnin u NopyYeHUit, a Takke CBA3aHHbIX C HUIMW JOKYMEHTOB.
e [logroToBka OTYETHOCTU MO paboTe ¢ obpaLLeHMAMN 1 MOPYHEHNAMW B Pa3NnNYHbIX pa3pesax.
e  HakonneHue nctopmm no B3anmMogenCcTBULO.

Kak aTo pa6oTaeT. Mpu noctynneHun obpalleHnss — Kak NMCbMEHHOrO, Tak U YCTHOTO — OTBETCTBEHHbIN
COTPYOHVK co3gaeT 3anucb B crnipaBodHukax «Ob6paluenns rpaxgaH» unu «ObpalleHvne opraHm3aumny. Ecnun
obpalleHne pellaeTcs Ha MecTe, 3TO (hMKCUpyeTcs B CnpaBoYHMKe. B MpoTMBHOM criydae COTpyAHUK, UCNOMb3yst
TUMNOBbIE MApPLLPYThI, OTNPaBnseT obpalleHne cneLmanucTy, KOMNeTEHTHOMY B PELLEHUN AaHHOro Bonmpoca.
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Cneumnanuct paccmaTtpuBaeT obpalleHue, BbIHOCMT pes3onioumio U opMUPYET MOPYYEHUS MO HeMmy.
MopyyeHns HanpaBnsATCS UCMOMHUTENSM C UCMOSb30BaHWEM TUMNOBbLIX MapLUPYTOB.

Bce paboTbl ncnonHutenen no obpalueHnio UKCUPYIOTCA B KapTodke obpalleHus. C KapToukow Takke
CBS13bIBAlOTCS [JOKYMEHTbI, MOSIBUBLLUMECSH B MpOLECcCe WCMONHEHMs (daHHble O Bble3ge Ha MecTo, MUCbMO C
3anpocom MHdopMaLum B CTOPOHHIO OpraHu3aumio 1 T.4.).

lMocne ncnonHeHWst BCex MOPYYeHU OTBETCTBEHHbIM OhopMmsieT OTBET 3asBUTEMI0 U OTMNpaBrisieT ero.
Mpn oTtnpaBke oTtBeta [loytor Poccn MoxeT OblTb aBTOMATUYECKM pacrnedvaTtaHa Hakreilka Ha KOHBEpPT C
AaHHbIMK 3asBUTeNs. OTO NOBbILLAET OnepaTMBHOCTL PaboTbl U NO3BONSET UCKIOYUTL OLLUMBKN.

Takum o6pasoM, mMoaynb MO3BOMSAET YMEHbLUWTb PUCKM CPbiBa CPOKOB 00paboTku obGpalleHns, obecneuntb
KOH(pMOeHUManbHOCTb MHdopMaumnm no obpatleHnaM. MHoroumcrieHHble 0T4YeTbl MO3BOMAT aHaNM3MPOoBaTb OaHHble Mo
PacCMOTPEHMIO COTPYOHUKAaMKN oBpaLLeHuii, XapakTepy NocTynatLmx obpalleHnil, CBOEBPEMEHHOCTU UX UCMOoNHeHus. Bece
3TO NoBbIWAET 3PPEKTUBHOCTL U NPO3PaAYHOCTb PaboThbl COTPYOAHUKOB rOCYYpexaeHUi.

Mopynb «O6palleHust rpaxxaaH U opraHu3auminy TeCHO cBsidaH ¢ 6asoBbiMy Mogynsimu cuctembl DIRECTUM:
e YnpasneHune aneKTPOHHbIMWU AOKYMEHTaMU;
e YnpaeneHve 0enoBbiMU NpoLeccamu;
o KaHuenspwus.
B moayne «YnpaBneHwe 3reKTPOHHbIMU [JOKYMEHTaMU» XPaHSATCA [OOKYMEHTbl, CBSi3aHHble ¢ paboTamu no
oGpalleHmio.
Mopgynb «YnpaeneHve AenoBbIMKM MpoLeccaMmm» UCMonb3yeTcs Ansi aBTomMaTM3auum npoueccoB 06paboTkm
o6palleHunin, Hanpumep, pacCMOTPeHNst obpalLeHWi, BbIHECEHUS PE3OSTIOLIMIA, BblAa4M U KOHTPOSS UCMOSTHEHWS MOPYYEHWIA.
A ¢ nomoLbio Moayns KaHuensipust permcTpupyeTcst Bt KOPPECNOHAEHUMS!, CBAI3aHHas! ¢ 06 palLeHUsIMu.
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