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2 BHECEH TexHnyeckum kommteToM no ctaHgaptmsaumm TK 406 "CoumansHoe
obcnyxmBaHue HaceneHnsa"

3 YTBEPXOEH W BBEJOEH B [OEWCTBWE Mpukasom deaepanbHoOro
areHTCTBa No TEXHUYECKOMY perynmpoBaHunio 1 metporornm ot 30 gekabps 2005 r.
N 534-cT
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4 B HacTosILEeM CcTaH4apTe peanu3oBaHbl HOPMbI doeeparibHbIX 3aKOHOB:

or_10 gekabpsa 1995 r. N 195-03 "O6 ocHoBax coLmanbHOro obcnyxkmBaHus
HaceneHnus B Poccumnckon Pegepaummn”;

ot 9 aHBapa 1996 r. N 2-®3 "O BHECEHUN U3MEHEHUN U OONONHEHUA B 3aKOH
Poccuinckon Pepepaumnm "O 3aumte npas notpeburenen” n Kogekc PCPCP o6
a4MUHUCTPATUBHBLIX NpaBoHapyLeHuax" (C MISMEHEHNSIMN 1 AONOSTHEHNSIMN);

o1 27 nexkabpsa 2002 r. N 184-93 "O TexHM4YeckoM perynmposaHmn',

B cTaHgapTe peanm3oBaHbl TakXe HOPMbl NocTaHoBneHus [lpaBuTenscrBa
Poccuimnckon depepaumm ot 2 despand 1998 r. N 113 "O HekOoTOpbIX Mepax,
HanpaBlEeHHbIX _Ha COBEPLLUEHCTBOBAHME CUCTEM _obecneyeHus KavyecTBa
NpoAYKLIWMKW U yCIiyr"

B cTaHgapTe peanmM3oBaHbl TakXe HOPMbI NocTaHoBneHus [lpaBuTenscrBa
Poccuinckon depepaumm ot 2 despand 1998 r. N 113 "O HekOoTOopbIX Mepax,
HanpaBlEeHHbIX _Ha  COBEPLLUEHCTBOBAHME CUCTEM __obecneyeHus  KavyecTBa
npoaykumm n yenyr"

5 BBEOEH BIMNEPBbIE

6 MEPEU3OAHNE. Main 2020 .

[MpaBwuna npumMeHeHUs1 Hacmosw,e2o cmaHOapma ycmaHo8sieHbl 8 cTatbe 26
denepanbHoro 3akoHa o1 29 moHa 2015 r. Ne 162-d3 «O cTanHgaptvMsauuun B
Poccuinckon Pepepauunny. HUHpopmauus 06 UMEHEeHUSIX K Hacmosauwemy
cmaHOapmy rybriuKyemcsi 8 exxe200HOM (110 COCMOSIHUI Ha 1 siHeapsi meKyu,e2o
eo0a) UHgbopmauyuUuoHHOM ykKalamersne «HauyuoHarnbHble cmaHOapmsbl», a
oguyuarnibHbll ~ MeKcm  U3MeHeHUU U [onpasoK - 8  eXeMeCsYHOM
UHGhopMayUoHHOM yKalamerne «HauyuoHanbHble cmaHOlapmbi». B cnydae
nepecmompa (3aMeHhbl) unu OMMEHbI Hacmosu,eao cmaHOapma
coomeemcmasyrujee yeedomreHue bydem ornybnukogaHo 8 briuxxaluem 8birycKe
eXeMeCcs4YHO20 UHGOpMaUUOHHO20 ykaldamers «HayuoHarbHble cmaHOapmal».
Coomeemcmeyrowasa UHpopmMmayus, ysedoMmrieHUe U MmeKcmbl pa3Meuw,aromcs
makxe 8 UHGhopMayUOHHOU cucmeme obuw,e2o nosib308aHuUsi - Ha oghuyuaribHOM
caime @edepanbHO20 azeHmcmea [0 MEeXHUYECKOMY pe2yriuposaHuro U
mMemporsioauu 8 cemu MIHmepHem (ww.gost.ru)

1 O6nactb npumMmeHeHusA

Hactoaumin cTaHgapT pacnpocTpaHseTcsl Ha couunanbHoe obCnyxmMBaHue
HaceneHns W ycTaHaBnMBaeT TpeboBaHWS K CUCTEME KadecTBa Yy4ypexaoeHun
coumanbHoro obcnyxmBaHus  (Qanee - ydpexaeHus), npeaocTaBnsoLLmMX
coumarnbHble ycnyrm (ganee - ycnyrin) pasfuyHblM KaTeropusiM  HaceneHus,
OKa3aBLLUMMCS B TPYLHOW XU3HEHHOWN CUTYaLIUN.

CtaHgapT paspaboTaH C Uenb ero Ucnonb3oBaHMs B KadecTBe OaszoBou
HOPMaTUBHOM OCHOBbLI MpY pa3paboTke CUCTEM KadecTBa KOHKPETHbIX y4pexaeHnin
NPUMEHUTENBHO K cneundmke nx aesaTensHOCTI.
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2 HopmaTtuBHbI€e CCbINKU

B HacTosLWweM cTaHgapTe Ucnosnb30BaHbl HOPMATUBHBIE CChINKM Ha creayowme
CTaHOapThbl:

FOCT P 50646 Ycnyrn HaceneHuto. TepMUHbI 1 onpeaesieHns

[OCT P 50691 Ycnyrm Hacenenuto. Mogenb cuctem obecnedeHns kavyecTtsa
ycnyr

[OCT P 52142 CoumnanbHoe oOcCnyxmBaHue HaceneHus. KadecTBo
coumanbHbIx yenyr. ObLme nonoxeHus

[OCT P 52143 CouwnanbHoe obcnyxmBaHue HaceneHusi. OCHOBHble BUAbI
coumanbHbIX yenyr

[OCT P MCO 9000 Cuctembl meHemxmeHTa kadectBa. OCHOBHbIE MONOXEHUS
N croBapb

[OCT P NCO 9004 MeHeoXMeHT ONd AOOCTWXKEHUS YCTOMYMBOrO ycnexa
opraHusauun. lNogxon Ha OCHOBE MEHe)XMEeHTa KadecTBa

[MpumeyaHne - lNpyn NoONb30BaHUN HACTOSALWMM CTaHOAPTOM LernecoobpasHo
NpoBepuTb [OENCTBUE CCbISIOYHbIX CTaHO4ApTOB B WMHAOPMALMOHHOM cuUcTeme
o0Lero nonb3oBaHusl - Ha odwmumanbHom canTe degeparnbHOro areHTcTBa Mo
TEXHUYECKOMY PErYNIMPOBaHNIO N METPOSIOMMN B CETU VNHTEPHET MU NO eXerogHoMmy
WH(pOpMaLMOHHOMY  yKaszaTteno  "HauuoHanbHble  cTaHgapThl”,  KOTOpPbIN
onybnMkoBaH MO COCTOSHMIO Ha 1 sHBaps TeEKywero roga, U Mo BblNycKam
eXXeMeCs4YHOro MHMopMaLUnoHHOro YykasaTtens "HauumoHanbHble cTaHgapTel” 3a
Tekywmn rogd. Ecnm  3aMeHeH CCbIfIoYHbIA  CTaH4apT, Ha KOTopbiM  AaHa
HeJaTUpOBaHHAA CCbiflka, TO PeKOMeHOyeTCA WCMOoNb30BaTb [OeNCTBYOLLYIO
BEPCUIO 3TOr0 CTaHdapTa C Y4YeTOM BCEX BHECEHHbIX B [JaHHYI0 BEPCUI0
n3MeHeHnn. Ecnm  3aMeHeH CCbIfIOYHbLIA  CTaHOapT, Ha KOTOpbIM  [daHa
AaTvpoBaHHas CCblflka, TO PEKOMEHAOYeTCH WCMOoSfb30BaTb BEPCUIO  3TOrMO
CTaHOapTa C YyKasaHHbIM Bbille rogom yTBepxaeHus (npuHaTtus). Ecnm nocne
YTBEPXOEHUS HACTOSALWEro cTaHgapTa B CCbIIOYHbIN CTaHO4ApT, HAa KOTOPbIN AaHa
AaTupoBaHHasA CCblflka, BHECEHO W3MEHEHWe, 3aTparnBarollee MnorioXkeHune, Ha
KOTOPOE [aHa CChblflka, TO 3TO MOSIOKEHNE peKoMeHOyeTCa NpUMeHaTbL 6e3 ydeTta
OAHHOMO W3MEHeHus. Ecnm ccCbinoyvHbll cTaHaapT OTMeHeH 0e3 3aMeHbl, TO
NOJIOXKeHMe, B KOTOPOM [aHa CCbIfika Ha Hero, peKoMeHOyeTCcs NPUMEHATbL B YacTw,
He 3aTparvBaroLLen 3Ty CCbISKY.

3 TepMuUHbI 1 onpeaeneHus

B HacToswem ctaHgapTe npumeHeHbl TepMuHbl no FTOCT P 50646 nOCT P
NCO 9000.

4 TpeboBaHUA K cucTeMe KayecTtBa
yupexaeHus
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4.1 TpeboBaHMA K cUCTEME KaveCcTBa YyYpeXaeHus YCTaHOBIEHbl HaCTOSLLMM
CTaHOapTOM B COOTBETCTBUMM C MONOXeHUAMWU defeparibHbiX 3aKoHOB W
noctaHosrieHnem [lpaButensctBa Poccuimnckon denepauny, YyKasaHHbIMU B
npegucnosmun ctaHgapTta, a takxke nonoxeHunamm [OCT P 50691, TOCT P 52142,
[OCT P 52143 nTOCT P ICO 9004.

4.2 Tlog cuctemMonm KayecTBa YYpeXOeHWA MOHMMAKT COBOKYMHOCTbL €ro
OpraHM3aLUnoHHON CTPYKTYpbI (C pacnpeneneHmeM OTBETCTBEHHOCTU COTPYAHUKOB
3a Ka4yecTBO ycrnyr), npasusn, MeTogoB obecnevyeHns KadecTsa ycnyr, NpoLeccoB
NpeaocTaBlieHNss  yCryr, PecypcoB ydpexaeHus (FIACKUX, MaTtepuarnbHo-
TEXHUYECKMX, MHGOPMALMOHHBIX U Apyrnx), obecnevmBaroLLyto OCYLIECTBIEHNE
aAMVHUCTPATUBHOIO PyKOBOLACTBA KA4€CTBOM YCIIyr.

4.3 CncTtemy KadyecTBa y4pexaeHnss co3garT Ans AOCTUXKEHNS N NogaepKaHns
YPOBHS KayecTBa YCNnyr, COOTBETCTBYHOLIETO MNpeabsBnseMbiM K  HeEMy
TpeboBaHuAM.

4.4 CuctemMa KayecTBa yypexaeHus LOormkHa ABNSATbCSA HEOTHbEMIEMON YacTbHo
obLLEN CUCTEMBI YNpaBreHUA OEATENbHOCTbIO YYpEXOeHNs No npenocTaBfEHUIo
coumarbHbIX YCIyT.

4.5 Cwuctema KayecTBa y4ypexaeHUs npedHasHadeHa Ana  CcOo3JaHus
HeobX0AUMbIX YCNOBUIW rapaHTMPOBAHHOIO YA0BETBOPEHUSA 3aKOHHbLIX 3anpoCcoB U
NOTPEOHOCTEN KITMEHTOB, NOBbILLEHUS S)PEKTUBHOCTU U KadecTBa YCryr Ha BCeX
cTagmsx X NpegocTaBlieHNs C Lenbio npesynpexneHus BO3MOXHbLIX OTKIOHEHWUN
OT 3afaHHbIX TpeboBaHW K 3TUM ycnyram, obecnevyeHus penytauumn ydpexaeHus
Kak HageXHoro 1 nopsag04HOro UCMOMHUTESA YCIyT.

4.6 OCHOBHbIMM 3aadamMu, Ha pelleHne KOTOpPbIX AOirkHa OblTb HanpasfeHa
cucTema KadecTBa y4pexaeHust, ABNATCA:

- OCYLLIECTBNEHNe 3¢peKTMBHOIO KOHTpOSIA 3a TEXHUYECKNUMMU,
OPraHM3auuoHHbIMKM U OpYriMMKU  (pakTopamu, BIMAIOWMMKM  Ha  KadecTBO
npeaocTaBndAeMbIX YCIyT;

- npegoTBpalleHne WM ycTpaHeHne obbiX HECOOTBETCTBUMA  yChnyr
npeabaBnsieMblM K HAM TpeboBaHNAM;

- obecneyeHne cTabunbHOro YpoBHS KadecTBa YCIyr;

- pelueHve Opyr1x 3agad, oTpaxarwmx cneymnduky 4eaTernbHOCTU yYpexaeHun.
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4.7 Pa3paboTka n (oyHKLMOHMPOBAHNE CUCTEMbI Ka4yecTBa y4pexaeHus OOSMKHbI
6asnpoBaTbCs Ha CneayLLmMX OCHOBHbIX MPUHLMNAX:

- NPUOPUTETHOCTM TpeboBaHWI (3anNpoCcoB) KIiMeHTa No obecneveHnto kKayecTea
ycnyr, To eCTb obecnevyeHnss yBepeHHOCTU B TOM, YTO 9TU TpeboBaHus (3anpochl)
O6yayT NONHOCTLIO peann3oBaHbl Npy NpeaocTaBneHnn yCnyr;

- npegynpexgeHus npobnem kadectBa Yycnyr, TO eCTb obecneyeHus
YBEPEHHOCTU B TOM, 4TO 3TW npobnembl 6yayT npegynpexnartbcs, a He
BbIABNATBLCS U paspeLllaTbCsa Nocse X BO3HUKHOBEHUS;

- CcoOnMoaeHNsT MOMOXEHUA HOPMATMBHLIX [LOKYMEHTOB, perfiaMeHTUPYHLLMX
TpeboBaHus K NOPSLKY U NpaBuiamM npeaocTaBneHns YCnyr;

- 06ecneyeHHOCTHN yYpexaeHna COOTBETCTBYHOLUMMUN IO CKUMKN, MaTepuarbHO-
TEXHUYECKUMUN U OpYyrMMn pecypcamn (6a3oBor M onepaTyMBHOW MHGOPMaLMeEN,
TEXHUYECKON AOKYMEHTaUMeN, AaHHbIMU O pesynbTatax npegocTaBneHnsa ycnyr v
NX KOHTPOSS, UTOrax OLLEeHKN KavyecTBa 1 ap.);

- YeTKOro pacnpegerieHvsi NosIHOMOYMN N OTBETCTBEHHOCTU NepcoHana 3a ero
AeATenbHOCTb MO MNPEeAoCTaBfiEHNIO YCIyr, BIUSIOWYIO Ha obecneyeHne wux
KayecTBa;

- JIMYHOM OTBETCTBEHHOCTM PYKOBOACTBA Y4YpEXOEHUSs 3a Ka4yecTBO
npeaocTaBndeMbIX YCnyr, pa3paboTKy, BHeApEHME U KOHTPOSb 3GEeKTUBHOCTMU
CUCTEeMbl Ka4yecCTBa, 3a onpeneneHne NomMTUKN B obrnacTn kayecTsa, opraHn3aLuno
n obLiee pykoBoaCcTBO paboTamum No obecneyeHnto KavecTBa;

- obecneyeHne NMMYHOM OTBETCTBEHHOCTM KaXKOoro UCNOSIHUTENS 3a KavyeCcTBO
yCryr B COMETAHUM C MaTepmarnbHbIM U MOparibHbIM CTUMYITMPOBAHMEM KavyeCTBa;

- JOKYMeHTarnbHOro odopMrieHnst npaBuin U MeToaoB obecneyeHnsa KkadyecTBa
YCIyr,;

- obecrneyeHns NMOHMMaHUS BCEMU COTPyOHMKAMWU ydpexaeHus TpeboBaHui
CUCTEMbI KayecTBa K NonuTuke B obracTu KayecTsa.

5 OcHOBHBbIe (hakTopbl, BNUsOLWMe Ha
Ka4yecTBO yCnyr, U nopsaaoK UX UCNnosib30BaHUA
npu doopmnpoBaHnUn CUCTEMbI KayecTBa

yuypexaeHum

5.1 lpn dopmupoBaHnM cuCTEMbl KavyecTBa ydypexgeHun (Npy onpeneneHuu
NONUTUKN y4ypexaeHns B obrnacTu KadecTBa, pa3paboTku JOKYMEHTaL N CUCTEMBI
KayecTBa, opraHusauum paboT no KavecTBy) HeOOXOOAMMO YyyuTbiBaTb pPAg
akTOpOB (KPUTEPUEB) Pa3NMYHOIO XapakTepa, KOTOpble B 3HAYUTENbHOW Mepe
BJIMAIOT HA KA4YeCTBO NpenoCcTaBNAeMblX YCIIyT.

[MpaBunbHbIA yd4eT 3TUX (aKTOpPOB, WX WUCMOMb30OBaHME npu paspaboTke
COOTBETCTBYHOLLMX [OOKYMEHTOB CWUCTEMbl KadecTBa W B [MPaKTU4ECKOW
AeATenbHOCTN yupexaeHnss dyayT cnocobCcTBOBaTb NOBbLILLEHUIO KAa4eCcTBa YChyr.



5.2 OCHOBHbIMU (haKTOpaMK ABNSAIOTCA:

- HannmyMe U COCTOsIHMe [JOKYMeHTauun, B COOTBETCTBUM C KOTOPOW
PYHKLMOHUPYET ydpexaeHue;

- YCINOBUA pasMeLLeHNs y4pexaeHus;

- YKOMMEKTOBAHHOCTb YYpeXaeHnsa crneunanmctamm n nx keanmmkaums;

- cneuyuanbHoe W© TabernbHOE TEexXHWYEeCKoe OCHaLleHVe Y4pexaeHUs
(obopynosaHue, npnbopsl, annapartypa n 1.4.);

- COCTOsiHMEe WHcopMauum 06  yypexaeHuu, rnopsgke W npaBunax
NpeaoCTaBrIeHNs YCITyT KIMEeHTaM.

5.2.1 B coctaB goKyMeHTauum OOImKHbI BXOOMUTD:

- nosnoxeHue o6 ydpexaeHun (YCTaB ydpexaeHus), BKnovawwee B ceb4
cBefeHMs O nNpedHasHavYeHun ydpexaeHus, nopsiake ero  opMmpoBaHus,
coaepxaHud, peopraHnsaumm, ceefeHnss 06 OCHOBHbIX 3aavax ero AesTernbHOCTH,
KaTeropusix obCnyXMBaemMblX 5L, MOpsAKe W YCHOBUAX 3a4ucrieHust  Ha
obCcnyxmMBaHMe, O CTPYKTYPHbIX MogpasgerieHnsix U UX OCHOBHbIX 3ajadax,
ceBegeHnss o6 obbeme UM nopsake nNpefocTaBfieHUd UMW YCIyr U O Opyrnx
OpraHM3aLNoOHHbBIX U TEXHUYECKNX BOMPOCAX;

- MNOSIOXKEHNA O CTPYKTYPHbIX NogpasfderieHnsx yupexaeHud, coaepxalme
cBefeHuMss O KaTteropuax rpaxgaH, obcnyxmMBaemMblX TeM WM UHbIM
nogpasgeneHveM, CTOAWMX nepef HUM - 3adadax, CpokaxX W YCIOBUSX
obCcnyXMBaHuA rpaxaaH, CBeAeHnNst 0 AONOSTHUTENbHbLIX JOKYMEHTaX, He0bX04MMbIX
ONs  3aducrneHnss Ha obcnyxvBaHve B [daHHOe noapasferneHve, cBefeHust O
KonnyecTBe COTPYAHUKOB NoapasaesieHnsi, UX OCHOBHbIX 0BS13aHHOCTSX U T.4.;

- PYKOBOACTBA, ChyXebHble WHCTPYKUWKW, npaBuria, METOOMKUM TEXHOSOMMN,
npeAHasHavYeHHble A9 pernaMmeHTMpPoBaHUA rnpouecca npenocTaBfieHust Yy,
onpegeneHna MetoaoB (CnocoboB) UX NPeoCTaBEHNA U KOHTPOSS, a Takxke And
COBEpPLLEHCTBOBaHUSA pabOoThbl y4peEXOEHNS;

- JOKYMeHTauusa Ha obopyaoBaHue, Npubopbl 1 annapaTypy, cnocobcTBytoLas
obecnevyeHntio Mx HopmanbHoW u 6HesonacHou 3KcrnnyaTauuu, OBCnyXMBaHUS Wt
nogaepxaHusi B pabotocnocobHOM COCTOSAHUN;

- HauMoHarbHble CTaHAapTbl couuanbHOro ob6CnyXMBaHWS HaceneHus B
Poccuinckon depepaumm, COCTaBMSAOWLME HOPMATMBHYKO OCHOBY MNPaKTUYECKOM
paboThl yupexaeHus B 061acTy npegocTaBiseMblX KIIMEHTaM CoLManbHbIX YCIyr.

B 3aBMCUMMOCTM OT TOro, HACKOMbKO Ka4eCTBEHHO COCTaBSIEHbl 3TN JOKYMEHTHI,
HACKOSbKO KBarnMMUMPOBAHHO U YETKO U3MIOXeHbl B HUX 0BS3aHHOCTU, npaBsa,
NOPSIAOK BbINOSIHEHNST Pa3fMYHbIX Npoueayp Npu NpegocTaBreHnn yenyr u apyrme
dyHKLMN nepcoHana, 3aBUCUT 3(PeKTMBHOCTb paboThbl YYpPEXOEHUS U KaYecTBO
NpeaocTaBgEMbIX UM YCHyT.

YKasaHHble OJOKYMEHTbl JOPKHbI COCTaBMNATb OCHOBY OOKYMEHTaLMN CUCTEMbI
KadyecTBa ydpexaeHusa. B npouecce popmMnpoBaHms CUCTEMbI Ka4eCcTBa OHU MOryT
ObiTb Npy  HEOOXOOMMOCTU OTKOPPEKTUPOBAHLI C LENbld NpUBEOEHUs KX
coAepXaHna B COOTBETCTBME C TpeboBaHuUsIMK, NpenbsBrsSseMbIMA K HUM Kak K
YacTu JOKYMEHTaL UM CUCTEMbI KavyecTBa.



5.2.2 YcnoBusi pasMmeLLeHnst yupexaeHus, obecnevmnaroLme ero apgekTUBHYHO
paboTy, AOMKHbI ObITh CreayoLMMM:

- ydpexaeHue 1 ero CTPYKTYpHble nogpasgeneHnsa OOrmkHbl ObiTb pa3MeLleHbl B
cneymanbHO npefHasHayYeHHOM 34aHuKn (34aHnsIX) UM NOMELLEHUSIX, OOCTYMHbIX
ANs BCeX KaTteropum obcnyxmBaemblX rpaxgaH, B TOM vucne Ans MHBanvaoB U
ApYrMx — ManomobunbHbIX rpynn  HaceneHus. [lomeweHuss OOmkHbl  ObiThb
obecrneyeHbl BCeEMW cCpencTBaMM KOMMYHarbHO-6bITOBOro obCcnyxmBaHus W
OCHaLLEHbI TerledoOHHOW CBSA3bIO;

- NO pasMepaM N COCTOSIHUIO MOMELLEHUSA OOSPKHbl OTBEeYaTb TpeboBaHUAM
CaHUTapPHO-TMIMEHNYECKMUX HOPM U npaBus, 6e3onacHOCTM Tpyada U A0SKHbI OblTb
3awmuleHbl OT BO3AENCTBUS (paKTOpOB, OTpMUATESNIbHO BIIMSAKOWMX HA KavyecTBO
npegocTaBndeMblX Yycryr (MOBbILWEHHbIE Temnepatypa BO3A4yxa, BaXHOCTb
BO34yxa, 3anblfIeHHOCTb, 3ara3oBaHHOCTb, LWyM, BUbpauus u T.4.);

- nnowagb, 3aHMMaeMas Yy4dpexaeHueMm, [OIPkHa MO03BOoSATb HopMasibHOe
pasMeLLeHne nepcoHara, KIIMeHToB U NpeaocTaBrieHUE UM YCIyT.

B cBA3n ¢ 3TMM npu paspaboTke CUCTEMbl KavyeCcTBa YYpexaeHUsi OODKHbI
ObITb NPeaycMOTPEHbl Mepbl, HarpaBlieHHble Ha CO34aHue v nopgepxaHue
YNOMSHYTbIX YCIOBUIA, a NPy HEOBXOAMMOCTU 1 BO3MOXHOCTU - HA UX YyYLLEHME.

5.2.3 Borpocbl yKOMMNEKTOBAHHOCTM Yy4ypexaeHus cneyuanmctaMmm mn  Ux
KBanudomkaumm Takxe OOIDKHbI HAUTU OTpaXeHne B CUCTEME KavyeCcTBa Kak O4VH n3
BaXHeNLWMX hakToOpOoB, BIINAIOLLMX HA KAQYECTBO YCHyr.

B 4yucne Taknx Bonpocos, nogsiexalmx peLeHuio B paMmKax CUCTEMbI KavyecTBa,
MOryT ObITb:

- NOSIHAst YKOMMNEKTOBAHHOCTb ydpexaeHns HeobxoanmMbiMun cneymanuctamm B
COOTBETCTBUM CO LUTATHBbIM pacrnmcaHuewm;

- noadop crneunanncToB C COOTBETCTBYHOLWLMM 06 pa3zoBaHNEM, KBanungukawmen,
npodeccuoHanbHON  MOAroTOBKOW, obnagarwwmx  3HAHUAMU U ONbITOM,
HeoOXoAUMbIMN AN BbINOSIHEHUST  BO3JMIOXKEHHbIX Ha HUX 0BSA3aHHOCTEN;
NOCTOSIHHOE MOBbLILLEHME NX KBanMdmKauum y4ebon Ha Kypcax nepenogrotoBku u
NOBbILLEHNST KBarnMdmMKaLnum Nnm nHbIMmn crocobamu;

- YyeTkoe pacnpegernieHne ob6sa3aHHOCTEN CMNELManucToB, W3MOXEHHbIX B
AOIMKHOCTHBIX MHCTPYKUMAX, METOLAUKAX N OPYTUX OOKYMEHTaX, perfiaMeHTPYoLWmX
nx 06513aHHOCTK, NpaBa 1 OTBETCTBEHHOCTD;

- obszaTenbHasa atTecTaums cneynanicToB B YCTaHOBIIEHHOM NOPSAKE;

- BOCMUTaHME Yy BCEX COTPYAHUKOB YYPEXOEHUS BbICOKUX MOpPasbHbIX U
MopasribHO-3TUYECKUX KayecTB, 4YyBCTBA OTBETCTBEHHOCTU W HeOBX0AMMOCTU
PYKOBOOCTBOBATbLCA B CBOEN paboTe C KMeHTaMyM MNpUHLMNaMuM YMaHHOCTW,
cnpaBeasMBoCTH, OOBLEKTMBHOCTM W OOOpoOXenaTenbHOCTK, y4UTbiBad WX
dom3nyeckoe 1 NCUxm4eckoe COCTOAHNE;

- MPUHATME Mep K HeOOoMyLLUEeHWIO pasrfalleHna COTPYOHVKaMU yYpexneHu s
CBeJEeHUN JIMYHOrO XapakTepa O KiueHTax, Mbo 3TW CBedeHUs COCTaBnsoT
cnyxebHylo TanHy M 3a UX pasrfalieHne BUHOBHbIE HECYT OTBETCTBEHHOCTb B
nopsagKe, ycTaHOBIIEHHOM 3akoHoaaTernbcTeoMm Poccuinckon ®enepaumn.



5.2.4 [Ina ka4yeCTBEHHOro MNpPefoCTaBfeHNss YCNyr ydpexaeHue OO0SKHO ObiTb
OCHalleHo cneuunansHbiIM K TabenbHbiM  OobOpyooOBaHMEM, annapaTypon W
npubopamu, oTBevarwmmMm TpeboBaHMAM  COOTBETCTBYHOLUMX CTaHOapTOB,
TEXHUYECKUX YCIOBWUWA, OPYrMX HOPMATUBHbLIX OOKYMEHTOB M obecnevvsaroLmmm
HaZrexallee Ka4yecTBO NpegoCcTaBNsAeMbIX YCIyr.

[MoaToMy B cucTeMe KayecTBa y4pexgeHUa OO0SMKHbl ObiTb npegycMOTpPEeHb!
MepOrpUATUS, HanpasIieHHbIE Ha TO, YTOObI:

- obopynoBaHve, npubopbl WM annapatypa WCMNOMb30BanNMCb CTPOro Mo
HasHa4YeHWi0 B COOTBETCTBMM C [AOKYMEHTauuem Ha WX (QyHKUMOHWpPOBaHWE U
aKcnnyataumo, CoaoepXanMcb B TEXHUYECKU MWCMNPaBHOM COCTOSIHUKM, KOTOpoe
cuctematnyeckun 6ol NPoBeEPASIoCh;

- HeucnpasHoe obopyaoBaHue, Npnbopbl 1 annapaTtypa, gatowme npun paborte
COMHUTENbHbIE pe3ynbTaTbl, CBOEBPEMEHHO CHMMarmMcb C  3KChnnyaTtauuu,
3aMEHANNCb UINM PEMOHTMPOBACH (€CIM OHU NoAsexaT PEMOHTY), a NPUrogHOCTb
OTPEMOHTMPOBAaHHbIX NoATBEPXAanacb UX NPOBEPKOW.

5.2.5 Bonpocbl vHopMaumumn OOSMKHbI ABIATLCA COCTAaBHOWM 4YaCTbH CUCTEMBI
KadyecTBa ydpexaeHns, Tak kak 6e3 npaBuibHO opraHn3oBaHHOW MHAOPMaLMOHHOM
paboTbl  HEBO3MOXHO obecnevntb  KayeCcTBO  NpefoCcTaBNsiEeMblX — YCNyT,
COOTBETCTBYHOLLEe 3arnpocam 1 HyXaam KIMeHTOB.

CocTtosiHne uHopMmauum o6 ydpexaeHuM U npasBunax npegocTaBfeHus UM
yCIyr LOIPKHO COOTBETCTBOBATbL TpeboBaHNaM degeparnbHoro 3akoHa "O BHeCeHum
nsmeHeHun n pononHeHu B 3akoH Poccuickon Pepepaumm "O 3aumre npas
notpebutenen” n Kogekc PCOCP 06 agMMHUCTPATMBHbLIX NpaBoHapyLieHuax" (C
N3MEHEHUAMU N JOMNOSTHEHNAMMN).

B OokymeHTauuMmM CUCTEMbl KavecTBa yYpexOeHUn OOSMkHbl ObiTb U3NOXeHbI
cregyowme TpeboBaHNa K MHpopmau mm:

a) ydpexgeHne o0653aHO OO0BOAMTbL A0 rpaxdaH CBOE HaMMEHOBaHME WU
MecToHaxoxaeHue nobbiIM cnocobom, npesycMOTPEHHbIM 3aKOHOOAaTENbCTBOM
Poccuinckon ®enepaumm, npegoctTaBnsaTb N0 Tpeb6OBaHUIO KITMEHTOB HEOOXOANUMYHO
N OOCTOBEPHY MHGOPMALMIO O BbIMOMHAEMbIX YCIlyrax, MO3BOMSIOWYO UM
caenaTtb KOMNETEeHTHbIN BbIOOP;
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6) coctaB MHGopmMauun o6 ycrnyrax [B COOTBETCTBUM C ddeeparnbHbiM 3aKOHOM
"O_BHECEeHUM M3MeHeHUn n gononHeHun B 3akoH Poccunckon Pepepaumm "O
3awmte npaB _norpedurenen” n Kogpekc PCPCP 06 agMUHMUCTPaTUBHBIX
npaBoHapyLeHnax" (C NSMEHEHUAMW N AOMNONHEHNSIMN)] OOIPKEH BKIlOYaTh B cebs:

- NepeYeHb OCHOBHbIX YCIyT, MPeaoCTaBNsEMbIX yYpexaeHneMm;

- XapaKTepUCTUKY Kaxaow ycrnyri, obrnacTb ee npeaocTaBrfieHns U 3atparthl
BPEMEHN Ha ee NPeaoCTaBEHNE;

- B3aMMOCBSA3b MeXay Ka4eCTBOM YCIyr, YCIIOBUSIMU €€ NpeaocTaBfieHns U
CTOUMOCTbIO;

- BO3MOXHOCTb MOMYyYEHUSA OLEHKM KayecTBa YCIyrm CO CTOPOHbI KIMEHTa;

- YCTaHOBSIEHME B3aMMOCBA3N MeXOy NpeasiokeHHOW YCryrom n pearnbHbIMU
NOTPEOHOCTAMM KIMEHTA;

- Npasunia n ycrnosnsa apeKTUBHOro 1 6e30nacHOro NCMNofb30BaHUSA YCIyT;

- rapaHTUWHbIE 06s3aTEeNbCTBA YYPEXOEHUS - UCMONHUTENSA YCIYT;

B) nHdopmauma gospkHa 6biTb 4OCTOBEPHOM U nosnHoW. Ecnn npegocTtasneHue
HEeJOCTOBEPHON MM HEeOOCTaTOYHO MOSHOM WMHpopmaumm o6 ycnyre nOBMEKNO
NPUYNHEHNE Bpeda XU3HW, 300POBbI0 UMM UMYLLECTBY KIMEeHTa coumanbHOm
cnyxbbl (BCregctemMe MNPOu3BOACTBEHHbIX, PeLEenTypHbIX UM WHbIX HEeLOCTaTKoB
ycryri), OH BMpaBe MNpeabsaABUTb YYpexageHuto TpeboBaHMs O BO3MELLEHUU
NPUYNHEHHOrO Bpeaa.

6 JokymeHTanbHoe ohopmMmneHme cuctemMbl
KayecTBa

6.1 Cuctemy kadectBa OCQOPMIIAIOT B BMAE KOMMNIEKTa [JOKYMEHTOB
(pykoBOAOCTB, NOSMIOXEHWUN, UHCTPYKLNA, METOAMUK N T.A.), B KOTOPbIX yCTaHaBMBAKOT
TpeboBaHus K CUCTEME KadeCTBa yYpexaeHns B LLernoM U K ee COCTaBHbIM YacTAM,
yKkasaHHbIM B 4.2.

CTeneHb [JOKYMEHTMPOBAHHOCTU CUCTEMbl KayecTBa PasfinyHbIX y4YpexaeHun
MOXET OTNIM4aTbCs B 3aBUCUMOCTH OT:

- pasMmepa W npegHasHavyeHUs ydypexaeHus, Xxapaktepa W obbema
NpenocTaBngeMblX YCnyr, KaTeropun o6cny>xMBaemMoro HaceneHus;

- CNOXHOCTU npouecca no npeaocTaBneHuIo YCyr,;

- KOMNEeTEHLU MM rnepcoHana y4ypexaeHus.

[okymeHTauuna moxeT ObITb NMobon opMbl U Ha NMOOOM HocUTESE.

6.2 [JoKkyMeHTaumna cuctembl KadyecTBa OOSPkHa OpopMNATLCA Kak COCTaBHas
YacTb BCeW [OOKYMeHTauuu YyYpexaoeHus U yTBepxaatbCAa B YCTaAHOBJIEHHOM
nopsiake.
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6.3 OCHOBHbIM [JOKYMEHTOM CUCTEMbl KadeCTBa YYpexaeHus SBMsSeTcs
PykoBo4CTBO Mo KayecTBsy.

B Hem wuanaraior oOlee onucaHne CuUCTeMbl KadecTBa MPUMEHUTENbHO K
KOHKPETHOMY YYPEXOEHUIO, Pas3bsCHAT MOMUTUKY ydpexaeHuss B obractu
Ka4yecTBa, OTpaXKaloT OpraHU3auMOHHYK0 CTPYKTYpPY CUCTEMbI KavyecTBa, 3agadu u
dyHKUMM nogpa3geneHun n cnyxod ydpexaeHus B obnactu KkadectsBa, npuBoasaT
cBefeHus O KOMMMeKTe OJOKYMEHTOB BCEX YPOBHEW, COCTaBNAlLWMX HOPMaTUBHO-
mMeTogmdeckyto 6a3y cucTeMbl KayecTBa, YCTaHaBNMBAKOT MOPSAOK BHeOpeHWus,
PYHKLIMOHMPOBAHUSA U KOHTPOSIA CUCTEMbI KadeCcTBa.

6.3.1 MNMonuMTnka B obracTu KadecTBa OOSPKHA NPeacTaBnsATb COOOM OCHOBHbIE
uenu, 3agadym M NpyvHUMUNbl OEATENbHOCTUM yypexaeHust B obracTum KadecTBa,
AOKYMEHTaNbHO OdOPMIIEHHbIE U MPUHATLIE K 004A3aTeflbHOMY BbINOSIHEHUIO B

yupexaeHuu.

6.3.1.1 Llenm nonmmtukn B obracTu KadyecTBa AOSPKHbI OTpaxaTb criegyroume
BOMNPOCHI:

- obecnevyeHne NOCTOSAHHOIO YAOBIIETBOPEHUS KITMEHTOB MpedocTaBfideMbIMU
ycnyramu;

- MOBbILLEHNE KayecTBa YCnyr un 3addeKTUBHOCTU (pe3ynbTaTUBHOCTU) WX
npenocTaBrieHns;

- MPUHATME NPOPUITIAKTUYECKUX MEP MO NPeaYNPEXTEHNIO NN yperyrnmpoBaHuIo
NPETEH3UN 1 Xanob KIMEHTOB;

- NpPOYKne BOMNPOCHI, OTpaxarLwme cneymndmky 4eaTerlbHOCTU y4pexaeHus.

CogepaHne OCHOBHbIX 3adad W MPUHLMNOB OEATENbHOCTU YyYpexaeHus B
obrnacTu kayecTBa npnBeaeHo B 4.6 n 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsagy ¢ nogpoOHbIM M3NOXeHWeM Luenen, 3agad U npuHUMNOB B
PykoBogCcTBE MO KayecTBY Y4YpexXaeHuss OOimkHbl ObiTb YETKO onpeneneHbl u
cdhopMynmMpoBaHbl NOPSA0K U cnocobbl (METOAbI) UX peanusauuu.

6.3.1.3 OTBEeTCTBEHHOCTb 3a MNOMMTUKY B o0bfacTm KayecTBa HecCeT
PYKOBOOMUTENb YYpexaeHus!.

OH porrkeH obecneynTb pasbsCHEHWE N LOBEeAEHNE 3TOW NOSIMTUKN SO BCEro
nepcoHana ydypexaeHusi, YeTKO onpenenuTb MOSIHOMOYMS, OTBETCTBEHHOCTb U
NopsAgOK B3aMMOLENCTBMSA BCEro MepcoHana YyyYpexaeHusi, OCYLUEeCTBSHLWEro
PYKOBOOCTBO, WCMNOSIHEHME YCIYr W KOHTPOSb OEATENbHOCTW, BIUAIOWIEN Ha
Ka4yeCTBO YChyr.

6.3.1.4 B dopmmnpoBaHun NonmnTuUKM B obnactm Kkadectsa AOSMKHbI MPUHUMATb
ydyacTue BCe pyKOBOAUTENM, OCYLLECTBIIAIOLME YpaBlieHNe ydpexageHneM.



6.3.1.5 MonuTuka ydpexaeHna B obnactn kayectBa OOSPKHA OXBaTbiBaTb BCE
HanpaBlieHNsa ero OedATenbHOCTM, COOTBETCTBOBATb MOTPEOHOCTAM U 3anpocam
KIMEHTOB, CNOCOOCTBOBATb  YIyYLIEHUMIO  couMasribHblX UM 3KOHOMUYECKMX
nokasartenen ydypexaeHus. [Nonutuka OormkHa copepxaTb Takxke o0b0da3aTenbCTBO
PYKOBOACTBA YYpPEXOEHUS OCYLUECTBIIATbL MOCTOSIHHOE YrydleHue KadecTBa
06 CnNy>XMBaHUA KINMEHTOB.

6.3.1.6 lMonutnka y4ypexaeHnss B obnactn KadecTBa [OfPkHA BHEOAPATbCHA BO
BCEX CTPYKTYPHbIX MOApasfesieHnaX Yy4dpexaeHuss U peryndpHo nopsepraTtbCcd
aHanuay Ha npegmMeT ee NOCTOSAHHOM akTyarlbHOCTU U MPUrO4HOCTM.

6.3.1.7 Peanusaumnst NOnMTUKK y4pexaeHus B obracTn KadecTBa JOrmkHA ObITb
obecreyeHa  HeoOXxogumbiMM  pecypcamn  (KagpoBbiMu, MaTepuarnbHo-
TEXHUYECKMMUN, MHOPMALIMOHHBIMU U O PYrMN).

[na BbINOMHEHUS MPUHATON YdpeXOeHUWeM MONUTUKM B obracTu KadecTBa
nepeqd noapasgeneHusMuM n  cnyxbamum ydpexaeHuss CTaBAaATCa  3ajaydvm  Ha
KOHKPETHbIE MfaHOoBble nepuoabl WU Npy  HEODXOAMMOCTU CBOEBPEMEHHO
YTOYHSOTCS U KOPPEKTUPYIOTCS PYKOBOACTBOM YYpeXeHus!.

6.3.1.8 B y4pexageHun OormkHbl NPOBOAUTLCA MeponpuaTus, obecneymsarome
NOHMMaHMe, NOOAEPXKY WU peanusauuio NoSMTUKKM B obracTm KayecTBa BCEMMU
COTPYOHMKaMU YYpeXxaeHns.

6.3.2 OpraHusaumoHHass CTpPyKTypa CUCTEMbl KadecTBa MOXeT OblTb
npeacTasBrieHa B BUAE CXeMbl (C HEODXOAMMbIM MNOSICHEHNEM), HA KOTOPOW A0SPKHbI
ObiTb  M300paeHbl BCe CTPYKTYpHble noApasfeneHvsi, HenocpeacTBEHHO
yyacTByloume B NpegocTaBrieHun  ycnyr  unim obecneduBaolme  uX
npeaocTaBrieHe.

B nosicHeHMn Kk cxeme [OikHbl OblTb OTpaXeHbl 3afayn, QyHKUUN U
OTBETCTBEHHOCTb BCEX NnoapasaeneHnin n crnyxo yydpexageHnsa B obrnacTu kayecTsa
N npvBedeHbl CBEAEHUA O [OOKYMEHTax BCEX YPOBHEW, KOTOPble [AOSPKHbI
COCTaBNATb HOPMATUBHO-METOAMYECKYHO Da3y CUCTEMbI Ka4yeCTBa yuYpexaeHus!.

CBegeHMss O [OKyMeHTax MoryT ObiTb NpeacTaBfieHbl B BuAEe CcamMux
[OKYMEHTOB, pa3paboTaHHbIX BHOBb (MONMTUKA B 061acTu KadyecTBa 1 Ap.) UK yxe
OENCTBYHOLLMX B ydpexaeHun (MONOXeHUs:, MHCTPYKLMK, METOAUKKU, PyKOBOOCTBA,
npasuna n T.4.), HO OTKOPPEKTMPOBAHHbLIX MpU HeobBXxoaMMOCTU B Lensx bonee
MOSIHOIo y4eTa B HMUX BOMPOCOB Ka4yecTBa, 6O B BUAE CChISIKM HA 3TN AOKYMEHTbI
C UHdopmaumen 06 nx npegHasHa4YeHUN N KPpaTKOM CoaepKaHuu.

6.3.3 [oKkymeHTauusi CUCTEeMbl KayecTBa YYpeXOeHus [OrkHa MOCTOSAHHO
nogaepxmBaTbCs B pabodemM COCTOSIHMM; YyCcTapeBLlasi AOKYMEHTauusi OOoIpkHa
CBOEBPEMEHHO N3bIMAaTbCHA U 3aMEHATLCSA HOBOW.

7 OpraHusaumsa paboTbl N0 Ka4yecTBy



7.1 NMonHOMO4YMA U OTBE TCTBEHHOCTbL NepcoHana

7.1.1 B cucteme KadecTBa Yy4ypexaeHust OO/MKHbl OblTb YeTKO onpeaerieHbl
NOJSIHOMOYMS, OTBETCTBEHHOCTb U B3aMOLENCTBUE BCEro nepcoHarna yydpexneHus,
OCYLLUECTBIIAIOLWEr0 PyKOBOACTBO paboTon, npegocTaBfieHMe YCryr U KOHTPOSb
AEATEeNbHOCTU, BINAIOLWEN HA Ka4YeCTBO YCIyT.

JT0, B NEPBYIO ovepeab, JOIMKHO OTHOCUTLCS K OBCryXMBatoLLEMY NepcoHarny,
AEATEeNbHOCTb KOTOPOro CBdA3aHa C  BbINOSIHEHWMEM Takux npouenyp, Kak
BbISIBIEHWE TMPETEH3UN U Xanob KIMEeHTOB, MpPOBEAEHME MEPOMNPUATUA MO
YCTPaAHEHUIO UM MpeayrnpexaeHnio He4oCTaTKOB, KOHTPOSb BbINOSIHEHUA 3TUX
MEepPONpPUATU.

7.1.2 B yypexgeHum [OOimkHO OblTb  Has3HaA4eHO OTBETCTBEHHOE SO
(NMpeacTaBuTENb PYKOBOACTBA) M3 YUCNA PYKOBOAUTENEN YYpEXOEeHUd, KOTopoe
He3aBMCMMO OT APYrnX BO3NOXEHHbIX HA HEro ob6si13aHHOCTEN LOSMKHO OTBeYaTh 3a
Hagnexallee BbIMofHeHNe TpeboBaHUN, YCTAHOBMEHHbLIX HACTOSLWLMM CTaHOapTOM,
N UMETb MONMHOMOYUA ONNA:

- obecneveHns pa3paboTkm CUCTEMbI KAQ4YeCTBa, ee BHEAPEHUS U NoaLEPKaHMS
B pabo4yeM COCTOSIHUM;

- NpeacTaBrieHNss OTYETOB PYKOBOAUTESO yupexaeHna o ¢yHKLMOHMPOBaHUA
CUCTEMbl KayecTBa C UEefb €ee aHanmM3a W  UCMNOoNb30BaHUS  MOSTyYEHHbIX
pe3ynbTaToB Kak OCHOBbI 41151 COBEPLLUEHCTBOBAHUSA 3TON CUCTEMBI.

7.1.3 VYuypexgeHue [OOIPKHO  YCTaHOBUTbL  MOPSAOK  pa3paboTku  (Mmm
KOPPEKTUPOBKN, NMPU HEOOXOAUMOCTM), PACCMOTPEHUS, YTBEPXKOEHUA N BeLEHUS
BCEX [OKYMEHTOB, OTHOCSLIMXCS K CUCTEME KadecTBa, a Takke nopsagok
obecneyeHnsa nmu.

7.2 BHyTpeHHUe NpoOBepPKU CUCTEMbI KayecTBa

7.21 B cucteme kadyectBa ydypexaoeHuss Oo0mkeH ObiTb paspaboTaH wu
nogaepxmBaTbCs B paboyeM COCTOSHUW MOPSOOK NPOBEOEHUSI BHYTPEHHMX
NpPOBEPOK KadecTBa. BHyTpeHHWE MpoBepKM CUCTEMbI KayecTBa YydpexoeHud
NPOBOOAT C UENbl peryrnspHoM OueHKM ee 3(PdeKTUBHOCTU U COOTBETCTBUMA
YCTaHOBMEHHbIM TpeboBaHMAM, a Takke Ana  nonydyeHus  nHdopmMauuu,
Heobxoaumon Ons  obecneyeHus 3PEKTUBHOTO  (PYHKLMOHMPOBAHUSA  3TOM
CUCTEMBI.

7.2.2 OTBETCTBEHHbIM IMLOM 3a OpraHu3auuto 1 MpoBedeHME MNPOBEPKU
CUCTEMbl KayecTBa YyypexaeHus [omkeH ObiTb npeacTaBUTENb PYKOBOACTBA,
OTBETCTBEHHbIN 32 CUCTEMY Ka4yecTBa.

7.2.3 OTBETCTBEHHbIMM  UCMOMHUTENSIMM NO  NPOBEAEHUIO  MNPOBEPOK
pekoMeHOyeTCd Ha3Ha4yaTb pykoBoguternen noapasgeneHun, apdeKTUBHOCTbL WU
KayeCTBO OEeATENIbHOCTU KOTOPbIX 3aBUCAT OT KadecTBa [OeATeNnbHOCTU
NpoBepsiEMbIX NoapasgeneHni.



7.24 JOMdPeKTUBHOCTL CUCTEMbI Ka4yecTBa YYpexgeHust onpeaenstoT no
pesyrbTaram ee OLLeHOK, Mory4yaemMblX Npv npoBepKax.

7.2.5 B npouecce npoBEPKN CUCTEMbI KadecTBa yuypexaeHun (U ee cocTaBHbIX
YacTen) OCYLLECTBNSHOT:

- KOHTpOSfb COOTBETCTBUSI CUCTEMbl KadecTBa TpebOOBaHMSIM HACTOSALLEro
cTaHgapTa U AOKYMEeHTauumn Ha Hee;

- @aHanu3 n OLUEeHKY COCTOSHUS (PYHKLIMOHUPOBAHNA CUCTEMbI Ka4yeCcTBa B LeSloM
N OTAESIbHbIX €€ COCTaBHbIX YacTew;

- aHanM3 CoOTBETCTBUA NpeaocTaBdeMblX yCnyr TpeboBaHNAM HOPMAaTUBHbIX
[ OKYMEHTOB;

- aHanM3 N OLEeHKY pesynbTaTtoB paboTbl yypexaeHuss B obnactu KadecTsa
yChnyr;

- BblpabOTKy KOPPEKTUPYIOWMX AOENCTBUA, HaMpaBfieHHbIX Ha YyCTpaHeHune
HeJOCTaTKOB,  BbIABMEHHbIX B Mpouecce  MNpedocTaBrieHus  yenyr, W
COBEpLUEHCTBOBAHNE CUCTEMbI KadecTBa.

7.2.6 TpoBepkn cuUCTEMbl KayecTBa y4dpexageHun MoryT ObiTb MNfiaHOBbIMU U
onepaTuBHbLIMU.

[lepnognyHOCTL MMAHOBbLIX MPOBEPOK YyCTaHasnMBalT B 3aBUCUMOCTM OT
pe3ynbTaToB aHanM3a KkayecTBa YCIyr.

OnepaTuBHYO NPOBEPKY CUCTEMbI KayecTBa WM OTAESNbHbIX €e COCTaBHbIX
YacTen NPOBOAAT B Cllydae pPes3Koro yxyALleHusi nokasartenemn, XxapakTepusyoLwmx
KOHeYHble  pesynbTatbl paboTbl nNo  obecrnedyeHWo  KadecTBa  YCIy,
NpenocTaBnAeMbIX KakuM-nMbo nogpasgerieHMeM Unm ydpexaeHvemM B LierioM, B
crnydyae OUEeHKM 3(pdeKTUBHOCTN KOPPEKTUPYIOWMX LOENCTBUN, a Takxe npu
3HaYUTENbHLIX U3MEHEHUAX opraHusauum paboT M TexHONorMn npefocTaBrieHns
ycryr, oTpuuaternsHO BIIAOLLMX HA UX KAa4eCTBO.

7.2.7 Tlocne OKOHYaHUA BHYTPEHHEW NPOBEpKM ee pesyrbTaTbl OopMIsoT B
Buae oTyeTa O COCTOAHUM CUCTEMbI KadecTBa, B KOTOPOM OTpaatT [LaHHble
aHanvsa COOTBETCTBUA MoKasaTernen v pesynbtaTtoB LEeATeNTbHOCTU yYpexaeHns B
obrnactTn obecneyeHnsi KadyecTBa MPeAOCTaBAEMbIX YCIyr YCTaHOBIIEHHbIM
TpeboBaHuAM.

7.2.8 Pesynbtatbl NpoOBEpPOK CUCTEMbl KayecTBa YYpPeXOeHUN SABJIAKTCS
OCHOBaHMeM Ana  pas3paboTkm U1 peanMsauum  MeponpuaTUMii  no  ee
COBEpPLLEHCTBOBAHUIO, MO pa3paboTKe HOBbIX METOLOB W CPeACTB YynpaBreHud
Ka4yeCTBOM MpenocTaBfideMblX YCIyr, YryylIeHUI0 CcocTaBa W  COAepXXaHud
HOPMaTMBHOW OKYMEHTaLUM Ha CUCTEMY KayecTBa.

7.3 MNoaroTtoBKa Kagpos



7.3.1 B yypexageHnn gormkeH 6biTb paspaboTaH, JOKYMeHTanbHO O0dOpMIIEH U
YyTBEPXKOEH MNSflaH MeponpuaTUM no  NoArotoBke  (0BYy4EHMIO, MNOBbILIEHUIO
KBanudmkaumm, aTTtectauun, CTaXMpoBKe M T.4.) NepcoHana, BbIMOSHAOLIEro
paboTbl, HENOCPEACTBEHHO BINSAIOLLME HA KQYE€CTBO YCIyr.

7.3.2 logrotoBkon nepcoHana [LOimkHbl OblTb OXBayeHbl BCE COTPYAHUKU
yypexageHusi, HenocpenCTBEHHO BNMAKOWME Ha KadecTBO YCIyr, BKIoYas
PYKOBOASALLMI COCTaB BCEX YPOBHEMN.

7.3.3 lNpn paspaboTke U peanu3auum nraHOB MEPONPUATUA MO MNOAroTOBKe
KagpoB HeOO6XOAMMO yuUTbIBaTb W3MOXEHHble B 5.2.3 akTopbl (KpuUTepun),
Kacarolmecs nopsiaka paboTbl CO cneymanicTaMmm y4pexaeHust.

7.4 AHanu3s ¢yHKUMOHUPOBAHUA CUCTEMBbI KayecTtBa pPYKOBOACTBOM
yypexneHus

7.4.1 Cuctemy KayecTBa nepuoany4eckn LOSMKHO aHanM3mpoBaTb PYKOBOACTBO
yypexageHus ons Toro, Ytobbl MOXHO 6bINo yo6eantbCs, YTO OHa yaoBreTBopsieT
npeabaBnseMblM K Henl TpeboBaHUAM 1 3ddEKTUBHA.

7.4.2 AHanus [OoOrmkeH BKIHOYaTb OLEeHKY pe3yribTaTtOB BHYTPEHHUX MPOBEPOK,
NPOBOOUMbIX  HENOCPeACTBEHHO  PYKOBOOCTBOM nnm npegcraButTenem
PYKOBOACTBA, OTBETCTBEHHbIM 3a (yHKLUMOHMPOBAHME CUCTEMbl Ka4yecTBa
yypexageHus.

Pesynbtatbl NOAOOGHbIX aHanM3oB  UCMNOSMb3YKT AN NOATBEPXKOEHUS
OOCTWKeHNs Tpebyemoro kadectBa U 3PEKTUBHOCTN  GOYHKLIMOHUPOBAHUS
CUCTEMBI.

7.5 KoHTpOnb 1 oLleHKa KayecTBa ycnyr

7.5.1 T'lpy KOHTPONE 1 OLlEeHKe KavyecTBa yCnyr yupexageHue SOMKHO:

- NPOBEPATb U UAEHTUPUUMPOBATL YCIyrM Ha COOTBETCTBME HOPMATUBHbLIM
AOKYMEHTaM, pernameHTUpyoLwmM nx npegocTasrneHuve;

- obecneynTb CaMOKOHTPOIb MepcoHana, NpeaocTaBnaroLWwero YCcryrm Kak
COCTaBHYI0 4YacTb npouecca KOHTPOss;

- obecneymnBaTtb NPUOPUTET KIMEHTOB B OL,EHKE Ka4yeCcTBa YCNyr,;

- MPaKTUKOBATb B YYpeXOeHUW  peryndapHyro  OUEeHKYy  CTeneHu
YOOBJIETBOPEHHOCTU KIIMEHTOB YCIlyramu nyTemM npoBefeHUst COLMOMOrmMyecKux
OrMpOCOB.

7.5.2 CpaBHEHWE OLLEHOK KITMEHTOB M UCMONMHUTENEN yCnyr crnegyeT NpoBOAUTb
MNOCTOSIHHO, YTOObI OLEHUTb COBMECTUMOCTb OBYX MEpP WX KayecTBa, NpOBECTU
(MpM HeobXOOAMMOCTM) KOPPEKTUPYIOLLME LENCTBUS U ONpPeaennTb, HACKOSMbKO
AEeATeNbHOCTb  MCNOSMHUTENEN YyCryr oTBe4vyaeT MoTpebHOCTAM K 3anpocam
KITMEHTOB.
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