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IIpeauciosue

1 Pazpaboran @DenepanbHBIM TOCYAapCTBEHHBIM YHHTAapHBIM mpennpustueM "Poccuiickuit
HayYHO-TEXHUYECKHUH IEeHTp WH(MOPMAIUH 0 CTaHIAPTHU3AINH, METPOJIOTUN | orieHKe cooTrBeTcTBus" (DI'VII
"CTAHJAPTUH®OPM")

2 Buecen Texnuueckum komuteroM no crangapruzauun TK 406 "CouumanbHoe 00cTyKHBaHHE
HaceyeHus"

3 VrBepkaeH u BBeneH B gaeiictBue [lpukaszom @expepanbHOro areHTCTBa IO TEXHHYECKOMY
perynupoBanuto u Metposoruu ot 11 aBrycra 2020 r. N 495-ct

4 Bzamen OCT P 52497-2005

5 B HacrosiieM cTaHIapTe peaau30BaHbl HOPMBI:

a) penepanbHbIX 3aKOHOB Poccuiickoit denepanuu:

- oT 28 pekabpsa 2013 r. N 442-03 "O6 ocHOBax COIMAJIBHOTO OOCIYXXMBAaHUS TPakIaH B
Poccutickoit @eneparun’;

- 0T 29 noHsa 2015 . N 162-93 "O cranpaprusamuu B Poccuiickoit ®eneparmn’;

6) 3akoHa Poccuiickoit ®emeparmu ot 7 depains 1992 r. N 2300-1 "O 3amute npas notpedurerneii";

B) nocrtaHoBneHus IlpaButensctBa Poccuiickoit ®enepammu ot 2 deBpans 1998 r. N 113 "O
HEKOTOPBIX MEpax, HANpaBICHHBIX Ha COBEPIICHCTBOBAHHE CHUCTEM OOECIIEYCHHUS! KauecTBa NPOAYKLUUH H

ycayr"
1 O6aacTh npuMeHeHus

Hacrosmuit cTanmapT ycTaHaBiIuUBaeT TPeOOBaHUS K CUCTEME OOCCIICUCHHS KauyeCcTBa YUPEKICHH,
MIPEAOCTABIISIONINX COIMAIBHBIC YCIYTH (Jajiee - YCIYTH) pa3INdHBIM KaTeTOPUsM TPaXKIaH, HYKIAIONINXCS B
COI[MAJILHON TTOMOIIIM, B TIOBBIIIIEHUU COCTOSIHUS 3allIMIIIEHHOCTH OT YIPO3 HapyUIEHUS UX dKU3HEHHO Ba)KHBIX
WHTEPECOB, TIPaB M CBOOOJ, B YIIYUIIEHUH YCIOBHU MX JKU3HEACSTEIHHOCTH W PACIIMPEHUN MX BO3MOKHOCTEH
CaMOCTOSATEIHHO OOECIeYnBaTh CBOM OCHOBHBIE JKH3HEHHBIE TOTPEOHOCTH WM TOBBIIIATH OJATOCOCTOSHHE
(mamee - KIIMEHTEHI).

Hacrosammit crangapt pa3paboTaH ¢ LEIbI0 €r0 HCIONB30BaHUS B KauecTBe 0a30BOM HOPMAaTHBHOM
OCHOBBI TIpH pPa3pabOTKe CUCTeM OOEeCIeUYeHUs KadyecTBa KOHKPETHBIX YUYPEKJCHUH NPUMEHHUTEIBHO K
cnenuduKe UX NeATEIbHOCTH.

Pa3paboTka yupexaeHreM CUCTEMbI 00CCIICUCHHS KauecTBa MPEAOCTABIIIEMbIX UM YCIIYT, OTBEUAIOIICH
TpeOOBaHMSM HACTOSINErO CTaHAapTa, OyAET JEMOHCTPUPOBATH OCBEIOMJICHHOCTh YUYPEKACHUS O €ro
00s3aTeNbCTBAX W TPUBEPIKCHHOCTH  YJIOBJICTBOPCHUIO TMOTPEOHOCTEH W OXUJAHUNA KIUCHTOB U
3aWHTEPECOBAHHBIX CTOPOH, a TAKXKE CIIOCOOCTBOBATh AOCTHKECHHUIO YAOBICTBOPEHHOCTH €TI0 YCIIyTaMH.

2 HopMaTuBHbIE CCHLIKHU

B HacrosiieM craHaapTe HCIOIb30BaHbl HOPMATHUBHBIE CCHIIKM HA CIIEIYIOIINE CTAHAAPThI:

FOCT P 50646 Ycnyru Hacenenuro. TepMUHBI U ONPEICICHUS

FOCT P 50691 Ycnyru HaceneHuto. MoJenb CUCTEMbI 00ECIIeUeHHUs KauecTBa YCIIyT

FOCT P 52142 CoumanbHoe oOchmyxuBaHue HaceneHus. KadecTBO cormaibHbIX yciayr. OOmue

20.03.2024 Cucrema TAPAHT 1


https://internet.garant.ru/document/redirect/400182086/0
https://internet.garant.ru/document/redirect/400182086/0
https://internet.garant.ru/document/redirect/400182086/0
https://internet.garant.ru/document/redirect/400182086/0
https://internet.garant.ru/document/redirect/183241/38030
https://internet.garant.ru/document/redirect/70650730/87
https://internet.garant.ru/document/redirect/70650730/9945
https://internet.garant.ru/document/redirect/12153425/0
https://internet.garant.ru/document/redirect/74715672/0
https://internet.garant.ru/document/redirect/12153425/0
https://internet.garant.ru/document/redirect/70552648/0
https://internet.garant.ru/document/redirect/71108018/0
https://internet.garant.ru/document/redirect/10106035/0
https://internet.garant.ru/document/redirect/12109262/0
https://internet.garant.ru/document/redirect/71171100/0
https://internet.garant.ru/document/redirect/71170890/0
https://internet.garant.ru/document/redirect/70815372/0

HauuwoHanbHbin ctaHgapt PO FTOCT P 52497-2020 "CouunanbHoe ob6cnyxuBaHve HaceneHus. Cuctema

TOJIOKEHHUS
FOCT P 52143 CommansHoe obcnyxuBanue HaceneHus. OCHOBHbIC BH/IbI COIMATBHBIX YCIYT
FOCT P NCO 9000 Cucremsr MeHemKMeHTa KadecTBa. OCHOBHBIE TIOJIOKEHHS U CJIOBAph
FOCT P NCO 9001 CucreMsl MeHeIKMEHTA KauecTBa. TpeGoBaHus
FOCT P MCO 9004 MenemkmeHT kadecTBa. KadecTBo opranu3aiui. PyKoBOICTBO 1O JOCTHKEHUIO
YCTOHYHBOTO yCIieXa OpraHu3aIin

MpumeyaHue - [lpu MONB30BAHUM HACTOSIIIUM CTAHAAPTOM IIEJIECOOOPA3HO MPOBEPUTH JCHCTBHE
CCBUIOYHBIX CTAHIAPTOB B HMH(GOPMAIMOHHON CHCTEME OOIIero Mojb30BaHUS - HA OULMAIIbHOM canTe
OefepadbHOTO areHTCTBAa IO TEXHUYECKOMY PErYJIUPOBAHMIO M METPOJIOTHM B ceTH MHTepHEeT WM 1o
€XerogHoMy HUH(OPMAIMOHHOMY YKa3zarenro "HalmoHallbHbIC CTaHIApTHI", KOTOPBIA OMYyOJMKOBAaH 110
COCTOSIHMIO Ha | SHBaps TEKYIIEro roja, W IO BBIMYCKaM EXKEMECSYHOro HMH(OPMAIMOHHOTO yKa3aTels
"HammonanpHbIe CTaHAApPTHI" 3a TEKymud roa. EciM 3aMeHEH CCBhUIOYHBIM CTaHAApT, Ha KOTOPHIM gaHa
HEJTATUPOBAHHAS CCBIIKA, TO PEKOMEHIYETCS UCIIOIH30BATh JEHCTBYIONIYIO BEPCHIO 3TOTO CTAHAApPTa C YIECTOM
BCEX BHECEHHBIX B JIAHHYIO BEpCHUI0 M3MeHEeHUW. Eciu 3aMeHEeH CChUIOYHBIM CTaHIapT, Ha KOTOpPHIM JaHa
JATHPOBAHHAS CCBUIKA, TO PEKOMEH/YETCSsl HCITOIF30BaTh BEPCHIO 3TOTO CTaHIAapTa C YKa3aHHBIM BHIIIE TOJIOM
yTBepxaeHus (MpuHITHA). Ecnm mocne yTBep»IeHWS HACTOSINIEro CTaHIapTa B CCHUIOYHBIA CTaHIApT, Ha
KOTOPBIA JaHa NATHPOBaHHAS CCHUIKA, BHECEHO M3MEHEHHWE, 3aTparvBaollee TOJOXKEeHHe, Ha KOTOpoe JaHa
CCBUIKA, TO ATO IOJIOKEHHWE PEKOMEHIYEeTCS NMPUMEHSTh 0e3 yueTa JaHHOrOo M3MeHeHHWs. Eciii cChUIouHBIN
CTaHJIApPT OTMEHEH 0€3 3aMEHBI, TO TIOJIOKEHHE, B KOTOPOM JlaHa CChUIKA Ha HET0, PEKOMEHIyeTCsl IPUMEHSThH B
YacTH, HE 3aTParuBarollei 3Ty CChUIKY.

3 TepMuUHBI U ONIpe/IeIeHUsA
B nHacrosmem cranmapte npuMerensl Tepmuael 1o [OCT P 50646 u TOCT P MCO 9000.
4 TpeGoBaHus K cHCTeMe 00eclevyeHns: KauecTBa yUpekIeH st

4.1 TpeboBaHus kK cucTeMe 00ecredeHns] KauecTBa yUPEKICHHUS YCTAHOBICHBI HACTOSIIIIAM CTaHapTOM
B COOTBETCTBUHU ¢ mojoxeHusmu PefepanbHblX 3aKOHOB Poccuiickoit denepanuu U NOCTAaHOBIIEHUEM
IIpaButennctBa Poccuiickoit deneparivy, yKa3aHHBIMH B MPETUCIOBHH, a Takxke mnoioxenusmu [OCT P
50691, TOCT P 52142, TOCT P 52143, TOCT P CO 9000, TOCT P NCO 9001 u TOCT P NCO 9004

42 Tlog cucremoii oOecleUYCHUsT KavyecTBa YUYPSKICHUS TIOHHUMAKT COBOKYIHOCTh €O
OpraHU3alUOHHON CTPYKTYpHl (C pacmpelneleHHEM OTBETCTBEHHOCTH COTPYIHUKOB 3a KaueCTBO YCIYT),
MIPaBWJI, METOJOB OOECIEUYECHHSI KAadecTBa YCIYT, IPOIECCOB MPEIOCTABICHUS YCIYT, PECYPCOB YUPEKICHUS
(JIFOJICKKX, MaTepPHAIbHO-TCXHUYECCKUX, HHMOPMALMOHHBIX M Jp.), TapaHTHPYIOIIECH OCYIIECTBICHUE
aIMUHUCTPATUBHOTO PYKOBOJICTBA KAUYECTBOM YCIYT.

4.3 Cuctemy obOecrieueHUsT KauecTBa YUPEKACHHS CO3MAIOT IS JOCTYDKEHUS W TOMIEPKaHUS YPOBHSI
KadecTBa YCIIyT, COOTBETCTBYIOMIETO MPEIBSIBIIEMbIM K HEMY TPeOOBaHHSIM.

4.4 Cucrema obecriedeHHsT KayecTBa YUPEXKICHHs JTOJKHA SBISATHCS HEOTHEMIIEMOW YacThIO OOIIei
CUCTEMEI YIIPaBIEHHUsI JeATEIFHOCTHIO YUPEIKICHUS IO MTPEIOCTABICHHUIO YCITYT.

4.5 Cucrema oOecrie4eHHs KadecTBa YYPESXKICHHS MpeaHa3HauYeHa JUIs CO3JaHUS HEOOXOIMMBIX
YCIIOBHI TapaHTUPOBAHHOTO YIOBICTBOPCHHS 3aKOHHBIX 3allPOCOB U IMOTPEOHOCTEW KIIMEHTOB, MOBBIIICHHS
3(¢(HEeKTUBHOCTH W KadecTBa YCIYr Ha BCEX CTAqUSAX WX MPEIOCTaBICHHUS C IIEIBI0 NPEAYNPEeKICHUS
BO3MOXKHBIX OTKJIOHEHUH OT 33aJ]aHHBIX TPEOOBAHWH K ATHUM yCIyraM, 00CCICUCHUS PEIyTalluH yUPEIKICHHS
KaK Ha/IeKHOTO M OTBETCTBEHHOT'O UCITOJIHUTENS YCITYT.

4.6 OCHOBHBIMHU 3ajJ]auaMH, Ha PEIICHHWE KOTOPBIX JOJDKHA OBbITh HANpaBICHA CHCTEMa OOCCIICUCHHS
KadeCcTBa YUPCKIACHIS, SIBISTFOTCSI:

- ocymecTtBieHne 3(PGEKTUBHOTO KOHTPOJS 3a TEXHHYECKUMH, OPTaHU3AIMOHHBIMH W JPYyTUMH
(hakTopamu, BIUSIONIMMH Ha KA4€CTBO MPEIOCTABIISEMBIX YCIIYT;

- TIpeIOTBpAIlleHNEe I yCTPaHEeHHE JIFOOBIX HECOOTBETCTBUI KadecTBa YCIIYT MPEIbSIBISIEMbIM K HUM
TpeOOBaHUSM;

- obecrieueHrne CTaOMIIBHOTO YPOBHS KauecTBa yCIyT;

- peleHne IPYTrux 3a7ad, OTPAKAIONIUX CIEMUPUKY ACATEIBHOCTH YUPEKIESHUH U MOTYIIIHX MOBIUAThH
Ha KaueCTBO MPEJOCTABISIEMBIX YCIYT.

4.7 PaszpaboTka W (YHKIIMOHUPOBAHHE CHCTEMBbI OOCCIEYCHHsS KauyecTBa YUYPEKICHUS JOJDKHBI
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0a3nupoBaThCS Ha CISAYIOMMUX OCHOBHBIX MMPUHITUTIAX

- Ha MPHOPUTETHOCTH TPeOOBaHMH (3aIPOCOB) KIMEHTa N0 OOECIIEYCHUI0 KavyecTBa YCIYT, TO €CTh
obecrieueHUsT YBEPEHHOCTH B TOM, YTO JITH TpeOoBaHUS (3ampochl) OYIyT TOJHOCTHIO PEATTM30BAHBI IMPH
MIPEeIOCTaBICHUH yCIYT;

- TPeAYNpPEeXJACHUAX MPOOIeM KadecTBa YCIIYT, TO €CTh OOECIeYeHHs YBEPEHHOCTH B TOM, YTO 3TH
po0JIeMBI OYIyT IPEAYIIPEKIATHCS, @ HE BBISIBIATHCS M Pa3pemaThCsl MOCe X BOSHUKHOBEHUS;

- COOJIIOJIEHUH TTOJIOKEHUH HOPMATHBHBIX JIOKYMEHTOB, PETJIAMEHTHUPYIONINX TPEOOBAHHS K YCIyram,
TIOPSJIKY U TIPABHIIAM HX TPEIOCTABIICHUS;

- 00eCTeYeHHOCTH YUYPEXIEHHS COOTBETCTBYIOIIMMH JIIOJCKUMH, MAaTepUAbHO-TEXHUYECKUMH U
IpyruMH pecypcamu (06a30BOW W onepaTHBHON MH(OpManuei, TeXHUIEeCKOW JOKyMEHTalueH, TeXHUIeCKUMHU
Cpe€acTBaMu, JaHHBIMU O pPE3yJIbTaTaX MPCAOCTABICHUA YCIYT U UX KOHTPOJIA, UTOT'aX OLICHKH KauCeCTBA U I[p),

- YeTKOM paclpe/ielieHUH TIOJTHOMOYMH W OTBETCTBEHHOCTH MEpPCOHANIA 33 €ro JAEsATeNbHOCTh II0
MIPEJOCTABICHUIO YCIIYT, BIUSIONIYIO HA 00eclieueHrEe UX KauecTBa;

- JIMYHOM OTBETCTBEHHOCTH PYKOBOACTBA YUYPCKIACHUA 3a KauCCTBO MPEAOCTABIACMBIX YCIYT,
pa3paboTKy, BHEIPEHHE W KOHTPOIb A(P(OEKTUBHOCTH CHCTEMBI OOECIEUYCHHS KadecTBa, 3a OIpEIeIICHUE
MTOJIMTUKH B 00JIACTH KauecTBa, OPTaHU3AIHIO U 00IIIee PyKOBOJICTBO paboTaMu 1o 00ecrieueHHI0 KauecTBa;

- o0ecre4eHnn JIMYHON OTBETCTBEHHOCTH KaXKIOTO HCIIONHUTENS 32 Kau4eCTBO YCIYT B COYETAHHUH C
MaTepUaTbHBIM H MOPATBHBIM CTUMYJIUPOBAHIEM KaUeCTBa,

- TOKYMEHTAJIEHOM O(OPMIICHUH TPABUI U METOAOB 00ECIIeueHUs] KaueCTBa YCIyT;

- obecrieueHHH NMOHUMAHUSI BCEMH COTPYAHUKAMH YUPEKACHHUs TPeOOBaHUH CHUCTEMBI OOecreyeHus
KaueCTBa, MPEIbABISICMbIX K MOJUTHKE B 00JIACTH KaueCTBa.

5 OcHoBHbBIE (paKTOPBI, BIANSIONINE HA KAYECTBO YCJIYT, U MOPS/A0K HX UCNOJIb30BAHUS MPHU
(opmupoBanuu cucTemMbl 00ecreYeHUs1 Ka4ecTBA yupeKIeHuil

5.1 Ilpu GopMHUPOBaHNUN CUCTEMBI Ka4eCTBa YUPEXKACHUH (MPU ONPEACICHUN MOJUTUKY YUPSKICHUS B
ob0yacTh KadecTBa, pa3pabOTKH JTOKYMEHTAIlMH CHCTEMBI OOCECICUYECHHsS KadecTBa, OpPTaHM3aIliy padoT IO
KadecTBY) HEOOXOAWMO YYUTBHIBATH Psfl ()aKTOPOB PA3IUYHOTO XapaKTepa, KOTOPhIE B 3HAYHTEIHHOH Mepe
BITUSIIOT HAa KAYECTBO MPEJOCTABISIEMBIX yCIYT.

[IpaBunbHBIA  ydeT 3TUX (AKTOPOB, WX HWCIOIB30BaHHE TMIpH pa3pabOTKe COOTBETCTBYIOIIUX
JIOKYMEHTOB CHCTEMBI OOECIIeUeHMs] KadeCcTBa M B MPAKTUYECKOH JEATENbHOCTH YUPESXKICHHS OyIyT
CIOCOOCTBOBATH MOBBIICHUIO KAYECTBA MTPEIOCTABIISIEMBIX YCIIYT.

5.2 OCHOBHBIMH (PAaKTOPAMH SBISIOTCS:

- HaJIMYUE U COCTOSTHUE JJOKYMEHTAIIMU, B COOTBETCTBUU C KOTOPOU (DYHKITHOHUPYET YUPESIKICHHUE;

- YCJIOBUS pa3MEIICHHS YUPEIKICHHUS,

- YKOMIUIEKTOBAaHHOCTh YUPEKICHHS CIICIIUAIMCTAMH U UX KBAJTU(UKAIHUS;

- CcHenyaJbHOe M TaOeJbHOE TEXHHUYECKOE OCHAICHUE YUpekIeHUs (000pymaoBaHUE, MPHOOPHI,
amnmaparypa # T.1.);

- cocTosiHME HH(OPMAINU 00 YUPEXKISHIH, TOPSAKE U TTPaBUIIaX MPEJOCTABICHNS YCIYT KIHEHTaM;

- HaJIM4Yue TIOPSIIKa TPOBEACHNS BHYTPEHHHUX MIPOBEPOK (PYHKIIMOHHUPOBAHHUS CUCTEMEI.

5.2.1 B cocTaB JOKYMEHTalUX JOJIKHBI BXOIHUTD:

- YcraB (MON0XKEHNE) YUPEKACHNUS, BKIIOYAIOMUN B ceOsl CBEACHUS O MPEIHA3HAYCHUH yUPEKICHHUS,
mopsiike ero (OPMUPOBAHUS, COACPKAHWW, PEOPraHMU3aldd, CBEACHUS 00 OCHOBHBIX 3a7adyaX ero
JIESATEILHOCTH, KaTeropusaX OOCITY)XKHBAa€MBIX JIWIl, TOPSJKE W YCIOBUSAX 3aUUCIICHUS Ha OOCITyXHBaHHE, O
CTPYKTYPHBIX IMOAPA3JICIICHUSX U UX OCHOBHBIX 33J]a4yax, CBEJCHHUS 00 00beMe U MOPSIIKE MPEIOCTABICHHUS MU
YCIIYT ¥ O IPYTUX OPTaHU3alMOHHBIX U TEXHUUYECKUX 3aJ1a4ax ¥ TeMax;

- TIOJIOXKEHHSI O CTPYKTYPHBIX TMOJPA3ACICHUAX YUPEIKIACHHUS, COJEPIKAIINE CBEICHHS O KaTErOPHsIX
rpaX<iaH, 00CTy)KMBaeMbIX TEM MJIM MHBIM TOJPa3/IcICHUEM, CTOSINNX MePel HUM 3ajiadaxX, CPOKax M YCIIOBHUIX
o0CITy)XKMBaHHUS TPaK[aH, CBCACHUS O JOMOJIHHUTEIBHBIX JHOKYMECHTaX, HCOOXOAMMBIX IS 3a4YUCIICHUS Ha
o0cCTy’)KMBaHHUE B JAHHOE TIOJPa3ICICHUE, CBEICHUS O KOJIMYSCTBE COTPYIHUKOB TOIPA3ACICHUS, HX OCHOBHBIX
00s13aHHOCTSIX U T.1.;

- PYKOBOJICTBA, CIyXXeOHble WHCTPYKIINH, TpaBUiIa, METOAWKH TEXHOJIOTHH, NMpenHa3HAYeHHBIC IS
permamMeHTHPOBaHUS MPOIecca MPEIOCTaBIECHHS YCIYT, ONpPeelIeHUs] METOAO0B (CIIOCOO0B) MX MPEIOCTABICHHS
Y KOHTPOIIS, a TAKXKe ISl COBEPIIICHCTBOBAHUS PaOOThI YUPEKICHUS;

- JIOKyMeHTalusi Ha oOOpyIoBaHHWE, MPHUOOPHI W alaparypy, CIIOCOOCTBYIOIIAas OOECIICUYCHHIO HX
HOPMAJTBHOH 1 0€3011acHOM KCIUTyaTallud, 00CITY)KUBaHUS U MOJIEPKaHHUS B pab0TOCTIOCOOHOM COCTOSTHHH;

- HaIMOHAJBHBIC CTaHAAPTHI, COCTABISIONIMEG HOPMATHBHYI) OCHOBY TPAKTUYECKOH paboThI
YUPEKCHUSI B 00JIaCTH MIPEOCTABIISICMBIX KIIMCHTaM COLUAIBHBIX YCIIYT;
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- CIEIHUAJbHBIA KOMIUIEKT JIOKYMEHTOB, IPEICTaBISIONNA co00l JOKyMEHTalbHOe O(QOpMIICHHE
CUCTEMBI 00eCIIeYeHUs KauecTBa yupekaeHus (cM. pasaen 6).

B 3aBucMMOCTH OT TOTO, HACKOJBKO KAa4€CTBEHHO COCTABJICHBI BBHIMIENIEPEUHCICHHBIE TOKYMEHTHI H
KBATM(UIIUPOBAHHO W YETKO H3JIOKEHH B HUX OOS3aHHOCTH, TPaBa, MOPSAOK BBHITIOTHEHUS Pa3INIHBIX
MPOLIeAYp TPH TPENOCTaBICHUH YCIYT, IpyrHue (QYHKIHUKA TepcoHana, 3aBUCHT S((EKTHBHOCTh pPadOTHI
YUPEXKISHHS U Ka4eCTBO MPEAOCTABISIEMBIX UM YCITYT.

VYka3aHHbIE JOKYMEHTHI JIOJDKHBI COCTaBJISITh OCHOBY JOKYMEHTAIIMA CUCTEMbI 00eCIieYeHns] KauecTBa
yupexnaenus. [Ipuyem B mpouecce (OpMHUPOBAHHSA CHCTEMBI OOECICUEHHs KauecTBa OHM MOTYT OBITh INpH
HEOOXOIUMOCTH OTKOPPEKTUPOBAHBI C LENBI0 IPUBEACHUS UX COJIEPKAHUS B COOTBETCTBUE C TPEOOBaHHSIMH,
MPeIbsBISIEMBIMU K HUIM KaK K YaCTH JOKYMEHTAIlMH CUCTEMBbI 00ECIICUeHHs KauecTBa.

5.2.2 YcnoBus pa3MelIeHus yUpexxaeHus1, odecneunBaromye ero 3gppekruBHyto padoTy, JOIKHBI OBITh
CIIEeTYIOIUMHU:

- YUpeXIOEHHE W €ro CTPYKTypHBbIE TOJpAa3JeNeHUs JOJDKHBI OBITh pa3MeIleHbl B CHENHaIbHO
npeaHa3HadYeHHOM(BIX) 3JaHUU(SIX) WIM TOMEIICHUSIX, JOCTYIMHBIX I BCEX KaTEropuil OOCITyKHBaeMBIX
TpaXXJ1aH, B TOM YHCJIE JJI MHBAJIUAOB M APYTUX MAIOMOOMIBHBIX TpymHn HaceneHUs. [lomemenns HOmKHBI
OBITh OOECIeYeHbl BCEMH CpEACTBAMH KOMMYHAIIbHO-OBITOBOTO OOCITY)KHBaHHWS, TEIe(QOHHOW CBS3BI0 W
HNHutepreTOM;

- TI0 pa3MepaM U COCTOSHUIO TIOMEIICHUS TOJKHBI OTBEYaTh TPEOOBAHMSIM CAaHUTAPHO-TUTHEHUYECKIX
HOPM U TIpaBWJI, OE30MAaCHOCTH TPYy/a U JOJDKHBI OBITh 3aIIUIICHBI OT BO3ACUCTBUS ()aKTOPOB, OTPUIIATEIHLHO
BIIUSIIONINX Ha KAYECTBO MPEJOCTABISIEMBIX YCIYT (MIOBBIMICHHBIX TEMIIEPATyphl BO3yXa, BIAXXHOCTH BO3/yXa,
3aMbUICHHOCTH, 3ara30BaHHOCTH, [IIyMa, BUOpAINH U T.11.);

- IJIOIIAMb, 3aHUMaeMasi yupexIeHHeM, T0JDKHA 00ecreuuBaTh HOpMaabHOE pa3MEelICHUE MepPCoHaa,
KJIMEHTOB U NIPEIOCTABICHUE UM YCIIYT.

B cBsi3u ¢ 3TUM mpu pa3pabOTKE CHCTEMbI OOCCIEUCHHsS KadecTBa YUPESIKICHHS JOJDKHBI OBIThH
MPEeIyCMOTPEHbl MEphl, HAalpaBICHHbIE HAa CO3JAHWE WIH MOJAJCpPKaHHE YIOMSHYTBHIX YCIOBHHA, a IpH
HEO0OXOJMMOCTH - M BO3MOYXHOCTH Ha MX yJIy4IlIeHHE.

5.2.3 Bomnpochl yKOMITJIEKTOBAHHOCTH YYPEXKICHHS CIIENHATACTAMH M WX KBATH(HUKAIAN TakKe
JIOJDKHBI HAWTH OTpa)KEHHE B CUCTeMe 00ecreueHus] KauecTBa - OJHOM M3 BaKHEHINX (PaKTOPOB, BIHSIOIINX
Ha Ka4eCTBO YCIyT.

B gucne dakTopos, moIekanux penieHrIo B paMKax CHCTEMBI 00eCriedeHus] Ka4eCTBa, MOTYT OBITh:

- TOJHAs YKOMIUIEKTOBAHHOCTh YUYPEKACHUS HEOOXOIMMBIMHU CIEIHAINCTaMHd B COOTBETCTBHH CO
IITaTHBIM PACTICAaHUEM;

- MOAOOp CIEIHUAJIMCTOB C COOTBETCTBYIOIIMM OOpa3OBaHHEM, KBaTU(HKauuel, mpodeccnoHaIbHON
MOJTrOTOBKOM, 00JMalaloMIMX 3HAHUSIMU M OMBITOM, HEOOXOAMMBIMHU JUIS BBHIMOJHEHUS! BO3JIOKECHHBIX Ha HUX
0053aHHOCTEH; MOCTOSIHHOE TOBBIIICHUE MX KBaJdu(UKaUK MyTeM oOyueHHs Ha Kypcax IMepernoJroTOBKU H
MOBBIIIECHNS KBATH(UKAIIMY WA HHBIMU cIToco0amu;

- YeTKOEe pacrpezesieHre 005S3aHHOCTEH CHEUaTNUCTOB, U3JI0KEHHBIX B JOJDKHOCTHBIX WHCTPYKIHSIX,
METOJIMKAX U JIPYTHX JOKYMEHTaX, pEeriIaMEHTUPYIOIINX WX 0053aHHOCTH, NIPaBa U OTBETCTBEHHOCTH;

- o0s13aTenpHAs aTTECTAlNs CIEIHAIIICTOB B YCTAHOBIEHHOM TTOPSIIKE;

- BOCITUTaHHE y BCEX COTPYAHUKOB YUPEKACHUS BEICOKAX MOPAIBHBIX H MOPATBHO-ITHYECKIX Ka4eCTB,
YyBCTBa OTBETCTBEHHOCTH M HEOOXOIUMOCTH PYKOBOJCTBOBATHCS B CBOEH pabOTe ¢ KIMEHTaMH MPUHITUIAMH
TYMaHHOCTH, CIIPaBEIJIMBOCTH, OOBEKTUBHOCTH H JOOPOKEIATEIBHOCTH, YUYUTHIBAsS HX (QUINYECKOE H
TICUXUYECKOE COCTOSIHHE;

- TPHUHATHE MEP K HEAONMYIICHHWIO Pa3TJallleHUus COTPYIHUKAMHU YUPESKICHHS CBEIACHHUN JIMYHOTO
XapakTepa O KIIMEHTaX, TaK KakK 3TH CBEJCHUS COCTABIISAIOT CIYXKEOHYIO TalHy U 3a UX pasrialieHHue BUHOBHBIC
HECYT OTBETCTBEHHOCThH B MOPSJIKE, YCTAHOBIEHHOM 3aKOHOJaTenbcTBOM Poccuiickoit denepanuu.

5.2.4 ]JIns Ka4eCTBEHHOTO MPEAOCTABICHUS YCIYT YUPESKICHUE JOIHKHO OBITh OCHAIIEHO CIEITHAIBHBIM
U TabelbHBIM 000PYAOBaHHEM, anmapaTypoil u nmpudopaMu, OTBEYAIONIMMHU TPEOOBAHUSIM COOTBETCTBYIOIINX
CTaHIAPTOB, TEXHUYECKUX YCIIOBHM, PYTUX HOPMATHBHBIX JIOKYMEHTOB U OOECICUMBAIOIIMMH HaJyIexaliee
Ka4eCTBO MPEJOCTABISIEMBIX yCIYT.

B cBs3m ¢ 3THM B cucTeMe KadecTBa yUPEKACHHS HOJDKHBI OBITH TPEAYCMOTPEHBI MEPOIPHITHA,
HarpaBJieHHbIE Ha TO, YTOOBI:

- o0opynoBaHue, IPUOOPHI U anmaparypa UCIOIb30BAIMCH CTPOTO 10 Ha3HAUYEHUIO B COOTBETCTBHHU C
JMOKYMEHTanueld Ha uX (PYHKIMOHHPOBAHWE W OKCILTyaTaIlHio, COJEPKAINCh B TEXHUYECKH HCIPABHOM
COCTOSIHHH, KOTOPOE JIOJKHO CUCTEMaTHIECKU IPOBEPITHCS;

- HeHWcmnpaBHOEe 000pyaoBaHWE, NpUOOpPH W ammapaTypa, Aalolme Npu paboTe COMHHUTENbHBIC
pe3yabTaThl, CBOEBPEMEHHO CHUMAJKCh C O3KCIUTyaTallUH, 3aMEHSUINCh WIM PEMOHTHPOBAIUCH (€CIH OHHU
MOJJIEKAT PEMOHTY ), @ IPUTOAHOCTh OTPEMOHTHPOBAHHBIX OATBEPKAATIACh UX TIPOBEPKOH.

5.2.5 TlomHoe W JOCTOBEpHOE MperocTaBieHHe HH(QOpMAIMU, MPEXIe BCEro KIUEHTaM, JOJKHO
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SBISITBCSL COCTABHOM 4YACTHIO CHCTEMBbl OOECIICUYCHHs] KauecTBa YUPEXKIEHHS, TaK Kak 0e3 IpaBHIBHO
OpPraHN30BaHHOTO WH(POPMAIMOHHOTO MPOIlecca HEBO3MOXKHO 00ECIIEYNTh KAYeCTBO MPEJIOCTABISIEMBIX YCIYT,
COOTBETCTBYIOIIIEE 3aMpPOCaM U HYXaM KIHECHTOB.

Cocrosiane uwH(pOpMaIM 00 YUPEKACHHH W TPaBHIAX TPEJAOCTABICHUS UM YCIYr JOJDKHO
COOTBETCTBOBATh TpeboBanusM [1].

B nmokyMeHTaIuu CHCTEMbI OOECTICUCHUS KauyecTBa YUPSKICHUN H3TI0XKEHUE WH(DOPMAIMK TOHKHO
OTBEYaTh CICAYIOIINM TPEOOBAHUSM:

a) ydpexxaeHue 005f3aHO NOBOAWUTH A0 IpakJaH CBOE HAaHMMEHOBAaHHE M MECTOHAXOXKICHUE JIOOBIM
Croco0oM, MpeayCMOTPEHHBIM 3aKoHOoaTenbcTBOM Poccuiickoit depepanun, NpeaoCcTaBiIsITh MO TPEOOBAHHIO
KIIMEHTOB HEOOXOAUMYIO H IOCTOBEPHYIO MH(POPMAIIMIO O BHIMOIHSIEMBIX YCIYTrax, MO3BOJISIONIYIO UM CIIENIATh
KOMIICTCHTHBIN BHIOOD;

6) coctaB urdopmarmu 06 yciyrax (B coorBeTcTBuu ¢ [1]) mommkeH BKito4aTsh B ceOst:

- IepevYeHb OCHOBHBIX YCIYT, TIPEIOCTABIIEMBIX YUPEKICHHEM,

- XapakTepUCTUKY KaXKJOW YCIyrd, OoO0JacTh ee TPEJOCTABICHUS M 3aTpaThl BPEMEHH Ha ee
MIPEJI0CTABIICHHUE,

- B3aMMOCBSI3b MEXJY KAueCTBOM YCIYTH, YCIOBHSIMH €€ TPEIOCTaBICHUS W CTOMMOCTBIO (IpU
HEOOXOAMMOCTH),

- BO3MOXKHOCTb TIOJTY4EHHSI OIICHKH KauecTBa YCIYTH CO CTOPOHBI KIIMEHTA,

- YCTaHOBJICHHE B3aUMOCBS3U MEKIY PEUIOKEHHOM yCIyTroi U pealbHBIMH MOTPEOHOCTSIMH KITMEHTA,

- IpaBMiIa ¥ yclnoBus 3PPEeKTUBHOTO 1 OE30MaCHOTO UCTIOJIB30BAHUS YCIYT,

- TapaHTUIHBIE 00513aTENILCTBA YUPEKICHUS - UCTIOTHUTEIS YCIIYT;

B) nHpoOpMaLus OJDKHA OBITH JOCTOBEPHOW M monHOW. Eciu mpemocraBiieHre HETOCTOBEPHOW WIIH
HEJIOCTATOYHO MOJIHOW MH(pOPMAIUK 00 yCiIyre MOBIEKIO 3a COOON MPUYMHEHHE Bpea KHU3HU, 3J0POBIO WIH
UMYIIECCTBY KJIMEHTa (BCIIEJICTBUE TPOU3BOJICTBEHHBIX, PELENTYPHBIX U UHBIX HEIOCTATKOB YCIYTH), OH BIIPaBe
MIPEIbSIBUTH YUPEIKIACHUIO TPEOOBAHMS O BO3MEICHUN IPHYUHEHHOTO Bpe/a.

6 JIOKyMeHTaJIbHOC Oq)OpMJIeHI/Ie CHCTeMbI 00ecIeYeHus1 KayecTBa

6.1 Cucremy oOecriedueHns KadecTBa O(GOPMIISIIOT B BHJIE KOMIUIEKTa JIOKYMEHTOB (PYKOBOJCTB,
TIOJIOKEHUH, MHCTPYKIUN, METOAMK U T.II.), B KOTOPHIX YCTaHABIMBAIOT TPEOOBAaHUS K CHCTEME OOeCIIeUeHHS
Ka4yeCcTBa YUPESIKIACHUS B [IEJIOM U K €€ COCTABHBIM YaCTSIM, YKa3aHHBIM B 4.2,

CreneHb JTOKYMEHTUPOBAHHOCTH CHCTEMBI OOCCIICUCHHS KauyecTBa Pa3iIMYHBIX YUYPEKICHUH MOXKET
OTJINYATHCS B 3aBUCUMOCTH:

- OT pa3Mepa M MpEJAHA3HAYCHMS YUYPCKICHUS, XapakTepa W 00beMa NPEJOCTaBISIEMBIX YCIIYT,
KaTeropuii 00CIy>KMBaeMOTO HACEIICHUS;

- CIIO)KHOCTH TIPOIIECcca T0 MPEIOCTABICHUIO YCIIYT;

- KOMITETCHIIMH NIEPCOHAJIA YIPEKICHUSI.

JlokymeHTanwst MOXeT OBITh JIF000H (OpMBI M Ha TIOOOM HOCHUTEIIE.

6.2 JIOKyMEeHTaIllI0 CHCTEMBI O0ECIIEUeHHs KadecTBa ciaeayeT oQopMIIITh Kak COCTABHYIO YacTh BCEH
JIOKYMEHTAINH YUPEKIACHNS U YTBEPKIATh B yCTAHOBIEHHOM TOPSIKE.

6.3 OCHOBHBIM JIOKYMEHTOM CHCTEMBI OOECIICUeHHsI KauecTBa YUPEKICHHSI SIBISETCS PYKOBOJACTBO TI0
Ka4uecTBY.

B Hem m3nmararot oliee onvcaHue CUCTEMbl 00ecriedeHus] KadecTBa MPUMEHUTENBHO K KOHKPETHOMY
VUPESKICHUIO, Pa3biACHSIOT TIOJIMTUKY YYPEXKISHUS B OOJNIACTH KauyecTBa, OTPAXKAIOT OPraHH3AIHOHHYIO
CTPYKTYpPY CHCTEMbI O00ECICUCHUs KadecTBa, 33Ja4d M (DYHKIUHU MOAPa3ACICHUA U CIYk O YUPESKICHUS B
O6J'IaCTI/I KaueCTBa, IMPUBOAAT CBCACHUA O KOMIUICKTE JOKYMCHTOB BCEX ypOBHeI\/'I, COCTaBJIAOIIHNX
HOPMATHBHO-METOJAMYECKYI0 0a3y CHCTeMbl OOECICUEHHUS KaueCTBa, YCTAHABJIMBAIOT TOPSJIOK BHEIPCHUS,
(hYHKITHOHUPOBAHUS M KOHTPOJISI CUCTEMbI 00€CIICUCHHUsT KaueCTBa.

6.3.1 IlomuTrka B 00JacTH KadecTBa JOJKHA YCTAaHABIMBATH OCHOBHBIC IICNIH, 33aJa4ll W MPUHITUIIEI
ACATCIIBHOCTH YUPCIKICHUA B o0acTu Ka4yeCTBa, JOKYMCHTAJIbBHO O(bOpMJ'IeHHI)IC " IIPUHATHIC K 06$I3aTeJII)HOMy
BBITIOJTHEHUIO B YUPEKICHUU.

6.3.1.1 Llenu MOTMTHKY B 00JIaCTH Ka4e€CTBA TOJDKHBI OTPAKaTh CICHAYIONTHE BOTIPOCHI:

- obecrieyeHre IOCTOSTHHOTO YAOBIETBOPEHUS KITMEHTOB TPE0CTABISIEMBIMH YCITyTaMU;

- TIOBBIIIIEHHE KauecTBa yCIyT U 3 PpeKTHBHOCTH (Pe3yIbTATUBHOCTH) UX TPEAOCTABICHUS;

- MPUHATHE NMPO(PUIAKTUYSCKUX MEP O MPEAYIPEKIACHUIO HIIN YPETYITUPOBAHHUIO MTPETEH3UN H Kao0
KIIUEHTOB;

- MPOYUE BOMPOCHI, OTPAKAIOIINE CHCIU(PUKY ASSITETLHOCTH YUPEKICHUS.

ConepmaHMe OCHOBHBIX 3aJa4 W IPUHOUIIOB ACATCIbHOCTHU YYPCIKICHUA B O6HaCTI/I KadyecTBa
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npuBezieHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsay ¢ moapoOGHBIM H3MIOKEHUEM Ileiel, 3a7ad ¥ MPUHIIUIIOB B PYKOBOJCTBE IO KAa4YECTBY
JTOJDKHBI OBITH YETKO OTIPEACIICHBI B CPOPMYITHPOBAHBI TTOPSIOK M CIIOCOOBI (METOIBI) UX peaTH3alliy.

6.3.1.3 OTBETCTBEHHOCTH 32 MOJUTHKY B 001aCTH Ka4eCTBA HECET PYKOBOIUTEINH YUPEKICHUSI.

PykoBomuTens ydpexaeHus IOKEH OOECIEeYUTh pa3zbsCHEHHE W JIOBEACHHWE JTON TIOJIHTHUKH J0
CBEJICHHUS BCEro TEpCOHANa YYPESKICHHS, YETKO OIPENeTUTh IOJHOMOYHS, OTBETCTBEHHOCTh W TOPSIOK
B3aMMOJICHCTBUSL BCErO IIEPCOHANA YUPEKICHHS, OCYIISCTBISIONIErO0 PYKOBOJICTBO, WCIOJIHEHHUE YCIYr H
KOHTPOJIb JCSITETLHOCTH, BIUSIONICH Ha KAYeCTBO yCIYT.

6.3.1.4 B QopmupoBaHMM TOJUTUKH B O0JIACTH KayecTBa JOJDKHBI TPUHUMATh YyYacTHE BCE
PYKOBOMTEIH, OCYIICCTBIISIOIAES YIIPABICHUE YUPEKICHUECM.

6.3.1.5 TNonmuTuka yudpexJeHHs B 00JacTH KadyecTBa JOJDKHA OXBAThIBATh BCE HAMPABICHHUS €r0
JIESITeILHOCTH, OTBEUaTh MOTPEOHOCTSM M 3allpocaM KIUEHTOB, CIIOCOOCTBOBATh YJIYUIICHUIO COLUANBHBIX H
9KOHOMHYECKHX TOKa3zareneil yupexnenus. [lomuthka B 00NacTH KadecTBa JOJDKHA COJIEPKATh TaKKe
00513aTeIbCTBO PYKOBOJCTBA YUPESHKICHHUS OCYIIECTBIISATh MOCTOSHHOE YJIYYIIEHHE KauecTBa OOCITY)KHBaHHUS
KIINEHTOB.

6.3.1.6 llonutuka ydpexJeHHs B OOJacTH KadecTBa JOJDKHA BHEAPSATHCS BO BCEX CTPYKTYPHBIX
oIpa3AeNeHIsIX YIPEKIACHUS U PETYIISAPHO MOIBEPraThCs aHAIHM3Y Ha TIPEIMET €€ MMOCTOSHHON aKTyalbHOCTH
Y IPUTOTHOCTH.

6.3.1.7 Peanuzamnus TOJIWTUKH YYpeXIeHUS B 00JacTH KauyecTBa JOIDKHA OBITH obOecrieyeHa
HEOOXOJUMBIMU pecypcaM (KaApOBBIMU, MATEPHATHHO-TEXHUIECKUMHU, HH(POPMAIIMOHHBIMHU U JP.).

JlJ1s BBITIOJTHEHUS IPUHSTON yUPEKICHHEM MOJIUTUKHA B 00JIACTH Ka4eCcTBa Iepe] MOpa3IeICHUIMU U
city’)k0aMu yUpexkJICHUS] CTABSITCS 33aJ]a4d Ha KOHKPETHBIC TUIAHOBBIE TIEPUOJIbI, KOTOPHIC MPU HEOOXOIUMOCTH
CBOCBPEMEHHO YTOUHSIOTCSA U KOPPEKTUPYIOTCS PYKOBOJCTBOM YUPEIKICHUS.

6.3.1.8 B yupexneHun cienyer MpoBOAUTh MEPOTIPHSITHS, 0OecTieYrBalonIie TOHNMaHUe, TTIOAEPKKY
U peaM3alvio MOJUTHKY B 00JIACTH Ka4eCTBA BCEMH COTPYTHUKAMU YUPEKICHUS.

6.3.2 OpraHu3aryioHHass CTPYKTypa CHCTEMBI 00ECIICUCHHUS KadyecTBa MOXKET OBITh MPEICTaBJICHA B
BHZIE CXEMBbI (C HEOOXOIMMBIM TOSCHEHHEM), Ha KOTOPOW IOJDKHBI OBITH H300pa)KE€HBI BCE CTPYKTYpPHBIC
ro/Ipa3fAeieHus, HEMOCPEJACTBEHHO YYaCTBYIOIIWE B IMPEIOCTABICHUH YCIYyT WM OO0ECIeYHBAIOIINE WX
IIpeI0CTaBIICHHE.

B mosicHeHMn K cxeme IOKHBI OBITh OTpPaKEHBI 3aJadd, (YHKIHA M OTBETCTBEHHOCTH BCEX
rospa3fAeNieHud U CIyXk0 yYpeKIeHHs B OOJIACTH KadecTBa M TPUBEACHBI CBEIEHUS O JOKYMEHTaX BCeX
YPOBHEH, KOTOpBIC TOJKHBI COCTAaBJISATh HOPMATHBHO-METOIMYECKYIO 0a3y CHUCTEMBI OOECIICUeHHS KavyecTBa
YUPEKICHHUSL.

CelleHUsI O JIOKYMEHTaX MOTYT OBITh MPEICTABJICHbI B BHUJIC CaMHX JOKYMEHTOB, IOBTOPHO
pa3paboTaHHBIX (TIOJUTHKA B O0JACTH KA4yeCTBA W Jp.) WIH YXKe JCUCTBYIOIIUX B YUPSIKICHUH (ITOJIOKEHUS,
HUHCTPYKIIMH, METOJIUKH, PyKOBOJCTBA, IPaBUja U T.J.), HO OTKOPPEKTHUPOBAHHBIX MTPU HEOOXOAMMOCTH B LIEISIX
0o0Jiee TOJHOIO y4eTa B HUX BOMPOCOB KauecTBa, JIMOO B BHJIC CCHUIKUA HA 3TH JOKYMEHTHI ¢ HHpOpMAIKei 00
MX MPEIHA3HAYCHUN U KPATKOM COZICPKAHUU.

6.3.3 JlokyMeHTamusi CHCTEMBI OOECIeYCHHS KauecTBAa YUPEXKACHHS JIOJDKHA  ITOCTOSTHHO
MIOAIEPKUBATHCS B PabOYeM COCTOSHHH, yCTApEBINYIO TOKYMEHTAIMIO CIEeIyeT CBOCBPEMEHHO H3BIMATh H
3aMEHSTh HOBOM.

7 Opranu3anusi paéoThl 0 KA4eCTBY YCJIYT B CHCTeMe ofecredeHHs KayecTBa

7.1 NMonHoMoOu4YNA N OTBETCTBEHHOCTb NepcoHana

7.1.1 B cucteme obecnieueHHsl KauecTBa YUPEKACHUS JOIDKHBI OBITh YETKO ONpeesieHbI MOTHOMOYHS,
OTBETCTBEHHOCTh M B3aMMOJCHWCTBHE BCEr0 IEpPCOHATA YUYPEXAEHUS, OCYIIECTBISIONIETO PYKOBOJICTBO
paboToM, MpeAOCTaBIEHUE YCIYT U KOHTPOJIb IEATENIbHOCTH, BIUSIONIEH Ha Ka4eCTBO YCIIyT.

310, B TEpBYIO OdYepelb, JOIDKHO OTHOCHTHCS K OOCTY)KHBAIONIEMYy IIEpCOHANY, JESITEIbHOCTh
KOTOpPOIro CBsA3aHa C BBIIOJIHCHHUEM TaKUX IMPOHEAYpP, KaK BBIABJICHHUC HpeTeHSI/Iﬁ A Kajao0 KJIIMCHTOB,
MIPOBEJICHIE MEPOTIPUATHI MO YCTPAHEHUIO WM TPEAYIPEXKACHNIO0 HETOCTATKOB, KOHTPOJb BHIITOJHEHUS 3TUX
MEPOIPUATHI.

7.1.2 B yupexxaeHnr TOKHO OBITh Ha3HAYEHO OTBETCTBEHHOE JIMIO (TIPEICTaBUTENh PYKOBOJICTBA) U3
YHuCclia PyKOBOJIUTENEH yUpeKIeHHs, KOTOPOe HE3aBUCHUMO OT APYTHUX BO3JIOKEHHBIX HA HETO0 OOS3aHHOCTEH
JIOJDKHO OTBEYATh 3a HaJJIe)Kallee BBINIOJHEHHE TPeOOBAaHUM, YCTAaHOBICHHBIX HACTOSIIMM CTaHAApPTOM, H
WMETh OJTHOMOYHS:

- nns obecrieueHusl pa3pabOTKU CHCTEMbI OOCCIICUCHHUs KauecTBa, €€ BHEAPEHHUS U IMOJCPKAHUS B
paboveM COCTOSIHHM;
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- IPEJIOCTABJICHUSI OTYETOB PYKOBOJUTEIIO YUPEXKICHHS 0 (YHKIMOHUPOBAHUN CHCTEMBI 00eCIIeUeHUs
KadecTBa C LEJNbI0 €€ aHaIM3a W WCIOJB30BAaHMS IMONYYEHHBIX PE3YyJIbTaTOB KaK OCHOBBI JUIS JAJIbHEHIIETO
COBEpPIIICHCTBOBAHMS.

7.1.3 VYupexneHwe MODKHO YCTAaHOBHUTH IMOPSNOK pa3pabOTKH (WM  KOPPEKTHPOBKH, TIPH
HEOOXOJMMOCTH), PACCMOTPEHUS, YTBEPXKACHUS W BEACHHUA BCEX JIOKYMEHTOB, OTHOCAIIMXCS K CHCTEME
obecrieueHus KauecTBa, a TAaKXKe MOPSAIOK UX MPEITOCTaBICHHUS.

7.2 BHyTpeHHUe NpoBepKU CUCTEMbI KayecTBa

7.2.1 B cucreme obecrieueHus! KadecTBa YUpeKACHHUs JOIDKEH ObITh pa3paboTaH W MOANCPKUBATHCA B
paboueM COCTOSHMH MOPSIOK MPOBEICHUSI BHYTPEHHUX MPOBEPOK (PYHKIIMOHUPOBAHHS CHCTEMBI 00ECTICUeHUS
KadecTBa. BHyTpeHHHE TPOBEPKHM CHUCTEMBbl OOECIIEUEHHUS] KadecTBa YUPEKICHUS TMPOBOIAT C IIEJIbIO
perynsipHoll OIEHKH ee S(PQPEKTHBHOCTH W COOTBETCTBHS YCTAHOBICHHBIM TpPEOOBaHUSAM, a TakkKe s
NOJTy4eHUs HHPOPMALIUH, HEOOXOMMOM 1715t 3 (HEKTUBHOTO (PYHKIIMOHUPOBAHHSI ATOH CHCTEMBI.

7.2.2 OTBETCTBEHHBIM JHMIIOM 32 OPraHU3aIMI0 M TPOBEJECHHE IPOBEPKH CHCTEMBI OOeCIedYeHuUs
KadecTBa YUPEXKACHHUS IOKEH OBITh MPEICTaBUTENh PyKOBOJCTBA, OTBETCTBEHHBIN 32 CHCTEMY OOeCIedeHHs
KadecTBa.

7.2.3 OTBETCTBEHHbIMH HCIIOJIHUTEISIMU [0 MPOBEACHUIO IPOBEPOK PEKOMEHAYETCSl Ha3HaudaTh
pyKoBoamTeNe moapasaeneHuii, 3pPEeKTHBHOCT, U Ka4eCTBO AESITETHHOCTH KOTOPHIX 3aBUCAT OT KadecTBa
JEATEILHOCTH TPOBEPSEMBIX TOAPa3/IEIeHUH.

7.2.4 D dekTHBHOCTh CUCTEMBI O0ECIICUSHHsI KauecTBa YUPEXKIESHUS ONMPEENIAIOT M0 pe3ybTaTaM ee
OLIEHOK, MOJIy4aeMbIX MPH MPOBEPKAX.

7.2.5 B mporiecce IpOBEpKU CHCTEMBI O0ECIICUCHUS KauecTBa YUPEKACHUH (M €€ COCTaBHBIX YaCTCi)
OCYIIECTBIISIOT:

- KOHTpOJIb COOTBETCTBHUSI CHCTEMBI OOeclieueHHsI KayecTBa TpeOOBaHMSM HACTOALIETO CTaHIApTa U
JOKYMEHTAIlUH Ha Hee;

- aHaNIM3 W OICHKY COCTOSHHS (PYHKIIMOHHPOBAHHS CHUCTEMbI OOECICUCHHs KadecTBa B IEIOM U
OTJIENTBHBIX €€ COCTaBHBIX YacTei;

- aHaJIM3 COOTBETCTBUS MPEAOCTABIAEMBIX YCIYyT TpeOOBaHHMSIM HOPMATHBHBIX TOKYMEHTOB;

- aHaJIM3 | OIEHKY Pe3yJIbTaTOB paOOTH yUPEKIACHHUS B 007IaCTH Ka4eCcTBa yCIyT;

- BBIPa0OTKY KOPPEKTHPYIOIINX NEHCTBHUIA, HAIPABICHHBIX Ha YCTPAaHEHHE HEIOCTATKOB, BBISIBICHHBIX
B IIpoIlecce MPeOCTaBICHUS YCIYT, U COBEPIICHCTBOBAHUE CUCTEMbI 00eCIIeUeHHUs KauecTBa.

7.2.6 TIpoBepKy CUCTEMBI KA4eCTBA YUPEKJACHUH MOTYT OBITh IUTAHOBBIMH U ONIEPATHBHBIMH.

[leprogMyHOCTE MIAHOBBIX MPOBEPOK YCTAaHABIMBAIOT B 3aBHCHMOCTH OT pE3yJIbTaTOB aHalu3a
KayecTBa yCIyT.

OmnepaTuBHYIO MPOBEPKY CHCTEMBI OOeCIieueHHsI KauecTBa WM OTICNBHBIX €€ COCTaBHBIX 4YacTel
MIPOBOJAT B Ciydae pe3KOro yXyaALIeHHs MOKa3zaTesel, XapaKTepu3yIOINX KOHEUHbIe pe3yJbTaThl paboThl 1O
00€eCTIeYeHUI0 KauecTBa yCIIyT, PEI0CTABISIEMBIX KAKMM-JIN00 TOApa3/ieIeHueM WA YUPEXKICHUEM B LIETIOM, B
cirydae OmeHKH 3((HEKTHBHOCTH KOPPEKTHPYIOIMX JEHCTBUH, a TakkKe NpU 3HAYUTENBHBIX W3MEHEHHUSX
OpraHM3anyy paboT M TEXHOJOTHH NPENOCTaBJICHUS YCIYT, KOTOPhIE MOTYT OTPHIIATEIbHO TOBJIHATH HA X
KadecTBO.

7.2.7 llocne okoHUaHUS BHYTPEHHEH MPOBEPKH €€ pe3yIbTaThl OOPMIIIOT B BUE OTYETa O COCTOSHUN
CHUCTEMBI KadecTBa OOECIICUeHHsS YUpPEXJCHUS, B KOTOPOM OTPAKAIOT [aHHBbIE aHaIW3a COOTBETCTBHUS
ToKa3aTesiell M pe3ylbTaToB JESITeIbHOCTH YUPEXKIESHUS B 00JIACTH 00ecleYeHrs] KadecTBa MPe0CTaBIsIeMbIX
YCIIyT YCTaHOBIIEHHBIM TPEOOBaHUSIM.

7.2.8 Pe3yabTaThl MPOBEPOK CHCTEMBI OOECIICUeHHs KaueCTBa YUPEKACHUH SIBISIOTCSI OCHOBAHUEM IS
pa3paboTKH M pealn3alud MEpONpPHUATHH IO €€ COBEPILIEHCTBOBAHHUIO, MO pa3padOTKE HOBBIX METOIOB H
CPEICTB YyIpPaBICHMsI KAYECTBOM MPEAOCTABIAEMBIX YCIYT, YIYUIIEHUIO COCTaBa U COJEPKaHUsI HOPMaTUBHON
JOKYMEHTAIIMW Ha CHCTEMY 00eclieueHHs KauecTBa.

7.3 NMopgroToBKa KagpoB

7.3.1 B yupexaeHun JOJDKEH OBITH pa3paboTaH, JOKYMEHTalnbHO O(OpPMIIEH W YTBEPXKACH IUIaH
MEpOMNPHUATHH O TOATOTOBKE (OOY4YEHHIO, MOBBIMICHUIO KBaTH(HUKAIMH, aTTECTAIlMH, CTAXHPOBKE U T.1.)
IIepCcoHalIa, BHITOIHSIONIETO PaboThl, HEMTOCPEACTBEHHO BIUSIONINE HA KAYeCTBO YCITYT.

7.3.2 lloarotoBkod TepcoHana OJDKHBI OBITh OXBaueHBl BCE COTPYAHUKH YUPEKICHHS,
HETOCPEICTBEHHO BIHSIONINE Ha KAYeCTBO yCIYT, BKITFOYAst PYKOBOISIIHIA COCTAaB BCEX YPOBHEM.

7.3.3 Ilpu pa3paboTke W peanu3aliil IUIAHOB MEPOIPHATHHA IO TOATOTOBKE KaJIpoB HEOOXOAMMO
YUUTHIBATH TPEOOBAHMUS, H3JIOKECHHBIC B 5.2.3, Kacarlrecs mopsaka padboThl CO CICIUATUCTAMH YUPEIKICHHSL.
7.4 AHanu3 ¢pyHKLMOHMPOBaAHUA CUCTEMbI Ka4yecTBa PYKOBOACTBOM yupexaeHus

7.4.1 Cucremy obOecneueHHs KadyecTBa IEPUOJUYECKH JOJDKHO aHaJM3HPOBATh PYKOBOJCTBO
YUPEXKIEHHS ISl TOTO, YTOOBI MOXKHO OBUIO YOeIUTHCS B TOM, YTO OHA YAOBJIETBOPSCT MPEIbIBISEMbIM K HEH
TpeOoBaHUAM U 3P PEKTHBHA.
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7.4.2 AHanmu3 JOMKEH BKIIOYATh OIEGHKY pe3ylbTaTOB BHYTPEHHHUX TIPOBEPOK, MPOBOAUMBIX
HETIOCPE/ICTBEHHO PYKOBOJICTBOM WIIH TPEJICTABUTENEM PYKOBOJICTBA, OTBETCTBEHHBIM 3a (D)YHKIIMOHHUPOBAHUE
CHCTEMBI 00€CTIeYeHHs KaueCTBa YUPEKICHUS.

Pe3ynpraThl MOMOOHBIX AaHAIM30B CJIEAYyeT WCIOAB30BAaTh JUIA TOATBEPXKICHUS JOCTIDKCHUS
Tpedyemoro kadecTBa 1 3 (heKTUBHOCTH (DYHKITMOHUPOBAHUS CHCTEMBI.

7.5 KoHTposnb 1 oLeHKa KayecTBa ycnyr

7.5.1 Ilpu KOHTpOJIE U OLIEHKE KauecTBa IPEAOCTABIAEMBIX YUPEKICHHEM YCIYT YUPEKICHUE TOTDKHO:

- TpOBepATb W HIACHTU(QHULIMPOBATH YCIYTM HA COOTBETCTBHE HOPMATHBHBIM JOKYMEHTaM,
pErTaMeHTHPYIOIINUM HX MPEI0CTaBICHHE;

- obecrneynBaTh CaMOKOHTPOJb MEPCOHANA, MPEJOCTABISIONIEIO YCIYTH, KaK COCTaBHYIO 4YacTh
nporiecca KOHTPOJIS;

- obecrnieunBaTh MPUOPUTET KIMEHTOB B OLICHKE Ka4eCTBa YCIYT;

- MPaKTHKOBATh B YUPEKICHHN PETYIAPHYIO OLICHKY CTETICHH YIOBIECTBOPEHHOCTH KIIMEHTOB YCIyraMu
ITyTEM MPOBEJICHUS COIMOJIOTHYECKHUX OTIPOCOB.

7.5.2 CpaBHEHHE OIEHOK KJIMEHTOB M MICIIOJHHUTENEH yCIyT cleqyeT IMPOBOJUTH MTOCTOSHHO AJISL TOTO,
YTOOBI OIEHUTH COBMECTHMOCTh JBYX MEp WX KadecTBa, MPOBECTH (IIPU HEOOXOIUMOCTH) KOPPEKTUPYIOIIHE
JeHCTBUS U ONIPEIEINTh, HACKOIBKO AEATEIBHOCTD MCIOIHUTENEH yCIyr OTBEYaeT MOTPEOHOCTSM H 3aIpocaM
KJIMEHTOB.

Bubauorpadus

[1]  3akoH Poccuiickoit @enepartun ot 7 despans 1992 r. N 2300-1 "O 3amuTe mpaB moTpedbuteneit”
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