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YTBEPXKOEH

Mpukasom denepansHOro
areHTcTBa Mo TEXHUYECKOMY
PErynupoBaHuio 1 MeTPOsIorm
ot 30 gekabpsi 2005 r. N 534-cT

[arta BBegeHus -
1 auBaps 2007 roga

HALMOHANBHbLIA CTAHOAPT POCCUACKOW ®EOQEPALINK
COUWAIIbHOE OBCNY>XUBAHUE HACENEHUA
CUCTEMA KAYECTBA YYPEXOEHUA COLMATNBHOIO OECNY)XUBAHUSA

SOCIAL SERVICE OF THE POPULATION.
QUALITY SYSTEMS OF THE ORGANISMS FOR SOCIAL SERVICE

FOCT P 52497-2005
Mpegucnosue

Llenu n npuHumnel ctangaptmMsaumm B Poccuinckon denepaumm yctaHoBneHsl PegeparnbHbiM 3aKOHOM OT 27
aekabps 2002 r. N 184-93 "O TexHM4Yeckom perynuposaHumn”, a npasunia NpUMeHeHNs: HalMoHarbHbIX CTaHOapTOB
Poccuinckon ®epgepauum - FTOCT P 1.0-2004 "Crangaptusaums B Poccwuiickon ®depepaumn. OCHOBHble
nonoxeHus".

CsepneHus o cTaHgapTte

1. PaspabotaH ®PefgepanbHblM rOCYOAPCTBEHHBIM  YHUTApHbIM  MpegnpuatneMm  "Bcepoccuickun
Hay4HO-UCCNefoBaTENbCKUN  MHCTUTYT CTaHZapTusdauuMm OOOpOHHOW npoAdykumm un - TexHonoruun"  (Pryn
"PocobopoHcTtangapt”; oo 8 utons 2005 r. - ®ryr "BHUWcrangapt").

2. BHeceH TexHu4vecknum kommTeToM no ctaHgaptmauum TK 406 "CounanbHoe obcrnyXnBaHne HaceneHms".

3. YTBepxaeH n BeedeH B Aencteune lNpukasom PefepanbHOro areHTCTBa No TEXHNYECKOMY perynmupoBaHuio
n meTponorum ot 30 gekabps 2005 r. N 534-cT.

4. B HacTosLeM CTaHgapTe peannsoBaHbl HOpMbl PefeparnbHbix 3akoHOB Poccuickon depepaumu:

oT 10 gekabpsa 1995 r. N 195-®3 "O6 ocHoBax coumanbHOro obcnyxuBaHus HaceneHuss B Poccuinckon
depepayun”;

oT 9 aHBaps 1996 r. N 2-®3 "O 3awuTte npas notpebutenen";

oT 27 gekabps 2002 r. N 184-d3 "O TexHu4eckom perynmpoBaHum”.

B cranpapTte peanusoBaHbl Takke HopMbl MocTaHoBneHus lNMpaButensctBa Poccuiickon ®epepauum ot 2
deBpansa 1998 r. N 113 "O HekoTOpblX Mepax, HarnpaBfeHHbIX Ha COBEPLUEHCTBOBaHWE cUCTeEM obecnevyeHus
KayecTBa Npoaykumm u ycnyr".

5. BBefeH Bnepsble.

MHdopmauus o6 uM3MeHeHMsIX K HacTosdwemy cTaHgapTy nyonukyeTcss B €XerogHo W3gaBaeMoM
MHOpPMaUMOHHOM YkasaTene "HauuoHanbHble cTaHAapThl", a TEKCT U3MEHEHUM U MOMPaBOK - B €XeMeCAYHO
n3gaBaeMbiX MHPOPMaLUUMOHHLIX ykasaTensx "HaumoHanbHble cTtaHgapThl”. B crniyyae nepecmotpa (3ameHbl) vnm
OTMEHbl HacCTOsILEro CcraHdapTa COOTBETCTBYKOLLEE YyBegoMNleHne Oyaetr onybnMkoBaHO B €XeMeCcs4HO
n3gaBaeMoMm WHopMauMoHHOM ykasatene "HauuwoHanbHble cTaHgapTel". CooTBeTcTByHOLWaAsa WHgopmaums,
yBEAOMIIEHNE W TEKCTbl pasMeLlanTcs Takke B MHAOPMALMOHHOW cucTeMe oOLiero mnonb3oBaHus - Ha
oduymanbHOM canTe HaumMoHanbHoro opraHa Poccuiickon ®egepaumm no ctaHgapTmMsaumm n B cetn IHTepHerT.

1. O6nacTb NpMMeHeHus

HacTtoswuin CTaHOapT pacnpocTpaHAeTCcA Ha couuaribHoe O6CJ'Iy)KMBaHMe HacelneHna n yctaHaBnuMBaeT
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TpeboBaHMA K cCuUCTEMe KavyecTBa Y4YpexOeHUn coumanbHoro obcnyxuBaHus (danee -  yupexgeHus),
NpeaoCTaBnASWMNX coLManbHble YCnyru (aanee - ycnyri) pasnuuHbiM KaTeropusiM HacerneHus, okasaBLUMMCS B
TPYAHOW XXU3HEHHOW CUTyauuun.

CtanpapTt paspaboTaH C Uenbi ero MUCnonb3oBaHUs B kadecTBe 6a30BON HOPMAaTMBHOM OCHOBLI MpW
pa3paboTke CUCTEM Ka4yeCTBa KOHKPETHbIX YYpEeXAEeHUA NPUMEHUTENBHO K cneunduke nx AesTenbHOCTH.

2. HopmaTtuBHbI€ CChISKK

B HacTodAwem cTaHgapTe NCNONb30BaHbl HOPMATUBHBIE CChINIKM Ha creayoLlme ctaHaapThl:

FOCT P 50646-94. Ycnyru HaceneHuto. TepMuHbl U onpeaeneHms

FOCT P 50691-94. Mogenb obecneyeHnst kayecTBa ycnyr

FOCT P 52142-2003. CoumanbHoe obcnyxuBaHue HaceneHus. KadectBo coumanbHbix ycnyr. Obwue
NONoXeHns

FOCT P 52143-2003. CounanbHoe obcnyxmBaHume HacerneHus. OCHOBHbIe BUAbl COLManbHbIX YCNyr

FOCT P MCO 9000:2001. CncteMbl MeHempxkMeHTa kadyecTBa. OCHOBHbIE MONOXEHWS U CNoBapb

FOCT P NCO 9004:2001. CncteMbl MEHEKMEHTA kavyecTBa. PekomeHaaumm no ynyyeHno AesTeNbHOCTH.

MpumeyaHne - [lpy nNonb3OBaHUM HACTOALWMM CTaHOAPTOM LenecoobpasHo MpoBepuTb OencTeue
CCbINTOYHbIX CTaHZApTOB B WMH(OPMALMOHHOMW cucTeMe OoOLlero nonb3oBaHMs - Ha oduuManbHOM cawnTe
HauuoHanbHoro opraHa Poccuiickon ®epepauum no cranHgapTu3aumMm B CeTM VIHTEPHET uNu Mo eXerogHo
n3gaBaeMomy MHOPMaLMOHHOMY yKasaTento "HaumoHanbHble cTaHgapTbl”, KOTOPbLIA ONyOnMkoBaH N0 COCTOSIHUIO
Ha 1 siIHBaps TeKyLlero roga, u No COOTBETCTBYIOLLNM EXEMECAYHO M3aaBaemMbiM UHPOPMALIMOHHBIM yKa3aTensiM,
onybnMKOBaHHBbIM B TeKylleM rogdy. Ecnv cCbinoyHbli JOKYMEHT 3aMeHeH (M3MEeHeH), TO Mpu MoNb30BaHUM
HacToAWMM CTaHOaApTOM crefyeT pPYKOBOACTBOBATbLCA 3aMeEHSEMbIM  (M3MEHEHHbIM) JokyMeHToMm. Ecnu
CCbINTOYHbIV JOKYMEHT OTMEHeH 6e3 3ameHbl, TO NOMOoXeHne, B KOTOPOM JaHa CCbiflka Ha Hero, NpUMeHsieTcs B
YacTu, He 3aTparmBaloLLen 3Ty CCbIMKY.

3. TepmuHbI 1 onpeaeneHns
B HacTosiwem ctaHaapTe npumeHeHbl TepMuHbl o FTOCT P 50646 n TOCT P MCO 9000.
4. TpeboBaHUs K CUCTEME Ka4yecTBa YYpeXaeHNs

4.1. TpeboBaHMA K CUCTEME KaYeCTBa yYpPEXOEeHNs1 YCTAaHOBIEHbI HACTOSALLMM CTaH4ApTOM B COOTBETCTBUM C
nonoxeHmsmn degepanbHbix 3akoHoB Poccunckon depepaumm mn MNoctaHoBneHmem lMpaButensctBa Poccuinckon
depepaumu, ykasaHHbIMM B MPEeaMCroBMM CTaHgapTa, a Takke nonoxeHuamu FTOCT P 50691, TOCT P 52142,
FOCT P 52143 uTOCT P NCO 9004.

4.2. lNMop cucTemMon kadecTBa yuypexgeHus MOHUMAOT COBOKYMHOCTb €ro OpraHM3auuMOHHOW CTPYKTYpbl (C
pacnpegeneHnem oTBETCTBEHHOCTU COTPYAHWMKOB 3a KayeCTBO YCNyr), NpaBusl, METOAOB obecrneyeHns KayecTtsa
yCIyr, MpOLIEeCCOB NPeAOCTaBNEHUS YCIyr, PEecypCoB YdpexaeHus (MacKUX, MarepuarnbHO-TEXHUYECKUX,
WMH(POPMAaLIMOHHBIX U OpYyrux), obecnevnBaioLLylo OCYLLECTBIIEHNE agMUHUCTPATUBHOIO PYKOBOACTBA KauyeCTBOM
YCIIyr.

4.3. Cnctemy KadecTBa ydpexaeHuUs CO3[aloT OMS OOCTUKEHUSA U NogaepXKaHus YpoOBHS KayecTBa YCnyr,
COOTBETCTBYHLLENO NPeAbSABSAEMbIM K HEMY TpeOOBaHUSIM.

4.4, CuncteMa KayecTBa YYpPEeXOEHUS [JOMKHA SBMNATbCS HEOTLEMSIEMOW YacTblo OOLWen cucTembl
yrpaBneHnsa AeaTenbHOCTbIO YUpeXaeHUs no NpefoCTaBeHnIo coLmarbHbIX YCIyr.

4.5. Cwuctema KayecTBa yuypexaeHus npedHasHadeHa Ans  COo34aHuMs  HeobXoOouMbIX — YCIOBWIA
rapaHTMPOBAHHOIO YAOBIETBOPEHMS 3aKOHHbIX 3aNpOCOB M NOTPEBHOCTEN KIMMEHTOB, NOBbIWEHNST 3hPEKTUBHOCTHN
N KayecTBa YCIyr Ha BCEX CTaausiX UX NPEeAOCTaBfEHUS C LEeNbio NpeaynpexaeHns BO3MOXHbBIX OTKIIOHEHWIA OT
3afaHHbIX TpeboBaHUM K 3TUM ycnyram, obecneyeHnss penyTauumn ydpexgeHusl Kak HaZeXHOro u nopsiioyHoro
WCNONHUTENS YCITYT.

4.6. OCHOBHbIMW 3afjayamMu, Ha pelleHMe KOTOpbIX [JOoIbkHa ObiTb HanpaeneHa cucreMa KadyecTBa
yupexaeHus, aBnarTCs:

- ocyllecTBneHne ahPEKTUBHOIO KOHTPOIS 3@ TEXHUYECKUMU, OPraHM3aLMOHHbIMW U ApYyrnMn paktopamu,
BNUSOLLMMM Ha KQ4eCTBO NPeaoCTaBnsieMblX YCNyr;

- NpefoTBpaLLeHne Unu ycTpaHeHme nobbiX HECOOTBETCTBUIN YCNYr NpeabsaBnsaeMbIM K HAM TpeboBaHuUAM;
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- obecneyeHne cTabUnNbHOIO YPOBHS KayecTBa YCryr;

- peLLeHne gpyrux 3agad, oTpaxarLwmux cneumduky 4eaTenbHOCTU YYpeXxaeHin.

4.7. PaspaboTka ¥ (YHKUMOHMPOBAHME CUCTEMbI KayecTBa YdpexaeHuss OO0MKHbl 6asnpoBaTbCs Ha
CcneayroLLmnX OCHOBHbIX MPUHLUMNAXx:

- npuopuTeTHOCTN TpeboBaHMI (3anNPOCOB) KNneHTa No obecnevyeHnto kKa4ecTBa ycnyr, To ecTb obecneveHms
YBEPEHHOCTU B TOM, YTO 3TK TpeboBaHus (3anpockl) 6yayT NOMHOCTBIO peanv3oBaHbl NPy NPeaOCTaBEHNN YCAYT;

- NpegynpexaeHus npobnem KayecTBa ycnyr, To ecTb obecne4yeHns yBepeHHOCTM B TOM, YTO 3TU Npobnemsl
OyayT npegynpexaartbCs, a He BbISIBNATLCS U pa3peluaTtbCs Nocre X BO3HUKHOBEHMS;

- cobnogeHns NONoXeHUMn HOPMATMBHBIX OOKYMEHTOB, pernameHTupyloLwwmx TpeboBaHusA K Mnopsgky u
npaBunamM NpeaocTaBneHns yCryr;

- 0b6ecneyeHHOCTN YYPEXAEHUA COOTBETCTBYHOLUMMU JIOACKMMU, MaTepuanbHO-TEXHUHECKUMW U APYTMMU
pecypcamn (6a30BOM M onepaTMBHOW MHOPMAaLMEN, TEXHUYECKON OOKYMEHTauuew, AaHHbIMWU O pes3ynbTaTax
npeaoCcTaBneHns YCnyr u X KOHTPOIS, UTorax OLEeHKM KavyecTBa u ap.);

- YeTKOro pacrnpeferieHnss MOofHOMOYMN W OTBETCTBEHHOCTWM MepcoHana 3a €ero OedATenbHOCTb Mo
NpegoCcTaBneHNIo YCNYT, BIMSAIOLLYIO Ha o6ecneyeHne ux KayecTsa;

- NTMYHOWM OTBETCTBEHHOCTM PYKOBOACTBA YYpEXOEHWS 3a KayecTBO npedocTaBnseMblX ycnyr, pa3paboTky,
BHEAPEHME U KOHTPONb 3h(PEKTUBHOCTM CUCTEMbI KAdeCcTBa, 3a onpegereHne nonutuki B obnactm KadecTsa,
opraHmsauuio n obliee pykoBoACTBO paboTamu No obecneyvyeHnto KavecTBa;

- obecneyeHne InUYHOW OTBETCTBEHHOCTM KaXJOro MCMOJIHUTENS 3a KayecTBO YCMNyr B COYETaHMM C
mMaTepuanbHbIM U MOpasbHbIM CTUMYNIMPOBAHMEM KayecTBa;

- DOKYMeHTarbHOro opopmeHnst NpaBun n MeEToA0B obecneyeHmnss kKayecTsa yCnyr;

- obecneyvyeHnsi NOHMMaHUs BCeMU COTPYAHMKAMM yupexaeHns TpeboBaHu CUCTEMbI Ka4eCcTBa K MONUTHKE B
obrnacTtu kavecTsa.

5. OcHOBHbIe PaKTOpbI, BAMSAOLLME HA KAYECTBO YCAyT,
W NOPSIAOK UX MCMOSb30BaHMA Npy OopMUPOBaHUU CUCTEMBI
KayecTBa ydpexaeHui

5.1. lMpn dopmMupoBaHUM CUCTEMbI KavyecTBa ydpexaeHun (Npu onpefeneHun NONUTUKU ydpexaeHus B
obracTtu kadecTBa, pa3paboTkn AOKYMEHTaL MU CUCTEMbI Ka4yecTBa, opraHu3aumm paboT no kadvecTBy) HEOOXo0AMMO
yunTbiBaTb psif (PakTopoB (KpUTEPMEB) PA3NMYHOrO XapakTepa, KOTopble B 3HAYUTENbHOW Mepe BMWUSIOT Ha
KayeCTBO NpefoCcTaBnseMblX YCNyr.

MpaBunbHbLIA y4eT 3TUX (PAKTOPOB, MX MCMOMNb30OBaHWE Npu pas3paboTke COOTBETCTBYHOLLUMX LOKYMEHTOB
CUCTEMBI Ka4yecTBa M B NPaKTUYECKOW AeATEeNnbHOCTU yupexaeHus 6yoyT cnocobCcTBOBaTb MOBLILEHUIO KayYecTBa
YCIIyr.

5.2. OCHOBHbIMM hakTOpamMm ABMSOTCS:

- HanNM4yMe n COCTOSIHNE JOKYMEHTaLUUN, B COOTBETCTBUM C KOTOPOW (DYHKLIMOHUPYET YUpeXOEHNE;

- YCNOBUSA pasMeLLEHNS YUpEXOEHNS;

- YKOMMNMEKTOBAHHOCTb YUYpeXaeHUs cneumannctamm n nx ksanmukaums;

- cneumanbHoe 1 TabenbHOE TEXHMYECKOE OCHaLLeHMe ydpexaeHust (obopyaoBaHue, npubopsl, annapaTypa
nT.a.);

- COCTOsIHME MHbopMauun 06 ydpexxaeHnn, NopsiaKe U NpaBunax npeaocTaBreHnst YCnyr KnmeHTam.

5.2.1. B coctaB JoKyMeHTauun JOMKHbI BXOAUT:

- nonoxeHuwe o6 y4ypexaeHun (YcTaB ydpexpeHus), Bkiovawllee B cebsa cBedeHUs O npegHasHavyeHun
yypexaeHusi, nopsigke ero oopMmpoBaHmKsl, cogepaHusl, peopraHM3aunn, cBegeHuss o6 OCHOBHbIX 3ajayax ero
OEATEeNbHOCTU, KaTeropusix obCnyXMBaembiX 5L, MOPSiAKE W YCMOBUAX 3a4UCIIEHUs Ha O6CnyxmBaHue, O
CTPYKTYPHbIX NogpasgeneHnsx u nx OCHOBHbIX 3agadax, cBegeHusa ob obbeme u nopsigke npegocTaBneHnst UMm
YCIYT U O OPYrMX OPraHn3aunoHHBIX U TEXHUYECKNX BOMPOCaX;

- NMOJOXEHUST O CTPYKTYPHbIX NoApasAeneHnsX yYpexaeHus, cogepxallme CBeaeHNst O KaTeropusx rpaxaaH,
obCcnyxMBaembIXx TEM WM WHbIM MOAPa3feneHnMeM, CTOsIlMX Mepen HUM 3ajadax, Cpokax W YCIOBUSIX
o0CnyXMBaHusl rpaxkgaH, CBEeAEeHMS O [OOMOSIHUTENbHbIX [OOKYMEHTax, HeobOXoauMbIX AN 3a4ucleHus Ha
obcnyxuBaHne B JaHHOe noapasfeneHve, CBeAeHUs O KONMMYeCcTBE COTPYOHUKOB MOApa3sfeneHusi, uX OCHOBHbIX
0b6s3aHHOCTAX U T.4.;

- PYKOBOACTBA, CryXebHble WHCTPYKUMW, MpaBuna, METOAMKU TEeXHOMOrumn, npefHasHayeHHble Ans
pernameHTUpOBaHNS NpoLecca NpeJocTaBneHns ycnyr, onpeaeneHuss MeToaoB (cnocoboB) nx NpeaocTaBneHns u
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KOHTPOIS, a Takke AMsi COBEPLUEHCTBOBaHMS paboThbl yupexaeHus;

- [OOKyMeHTauua Ha obopygoBaHve, npubopbl M annapaTypy, cnocobcTBylowas obecneyeHno wux
HopManbHOM 1 6Ge3onacHom akcnnyaTauumn, obcnyxmnBaHusa N Nnoaaep)xaHms B pabotocnocoOHOM COCTOAHUM;

- HauuoHanbHble CcTaHOapTbl coumanbHOro obcnyxuBaHua HaceneHuss B Poccuiickon ®epepaumu,
COCTaBMAOLWLMNE HOPMATMBHYIO OCHOBY MpakTuyeckon paboTbl yypexaeHus B obnactu npenocTaBnsieMbiX
KnNueHTam coumanbHbIX YCNyr.

B 3aBucMMOCTM OT TOro, HaCKOMbKO KayeCTBEHHO COCTaBfeHbl 3TW  [JOKYMEHTbl, HAaCKOMbKO
KBannuunMpoBaHHO 1 YETKO U3MOXEHbI B HUX 00s13aHHOCTK, MpaBa, NOPSA0K BbINOMHEHNUST pasnuyHbIX Npoueayp
npu MNpegocTaBneHnn yCnyr u gpyrme yHKUMU MepcoHana, 3aBucuT 3eKkTMBHOCTb paboThbl yupexaeHus u
KayecTBO NpefocTaBnsieMblX UM YCIyr.

YKkasaHHble JOKYMEHTbl AOMKHbI COCTaBMsATb OCHOBY [AOKYMEHTauuMuM CUCTEMbl KavecTBa yypexaeHus. B
npouecce HhOPMUPOBAHUSA CUCTEMbI Ka4yeCcTBa OHM MOTyT BbITb NP HEOOBXOAMMOCTU OTKOPPEKTUPOBAHBI C LIENbIO
npuBeOEeHUs WX COAEpXaHMs B COOTBETCTBME C TpeboBaHMAMMW, NpeabsBNAEMbIMW K HMM KakK K 4acTu
OOKYMEHTaLMN CUCTEMbI KayecTsa.

5.2.2. Ycnosus pasmelleHmns ydpexaeHus, obecneumatowime ero apdektuBHyto paboTy, AO0MmMKHbI BbiTb
cnegylowmnmu:

- yuypexaeHume W ero CTPYKTypHble MoAapasfeneHnsl OOSKHbl ObiTb  pasMelleHbl B crneumnanbHO
npegHasHa4YeHHOM 34aHuMu (34aHusX) UM MOMELLEHWsX, AOCTYMHbIX AN BCEX KaTeropui obcnyXmBaembix
rpaxkgaH, B TOM Ynicne Anst UHBanuaoB U ApyrMx MarnoMobuibHbIX rpynn HaceneHus. MNomeleHnss 4OmkKHbl ObITb
obecneyeHbl BCEMY CpeacTBaMy KOMMYHaNbHO-ObITOBOrO 06CNYyXMBaHWSA N OCHALLEHbI TENE(OHHON CBA3bIO;

- Mo pa3Mepam ¥ COCTOSIHUIO NMOMELLEHNS AOMKHbI OTBeYaTb TPeOOBaHUAM CaHUTAPHO-TUTIMEHNYECKUX HOPM
1 npasur, 6e3onacHOCTV Tpyaa M AOMKHbI ObiTh 3alLMLLEHbl OT BO34ENCTBMSA (hakTOPOB, OTpULATENBHO BIIMSAOLLNX
Ha Ka4yecTBO MpefoCcTaBnsieMbiX yCryr (MOBbILEHHbIE TEMNEpPaTypa BO34yXa, BMAXHOCTb BO34yXa, 3anblfIEHHOCTb,
3arasoBaHHOCTb, WyM, BUbpaumsa n 1.4.);

- nnowagp, 3aHMMaemasl YYpexaeHuWeM, [OOIbDKHa MNO3BOMSATb HOpMarnbHOE pasMeLleHue nepcoHana,
KNMEHTOB U NPEeAOCTaBMEHNE UM YCIYT.

B cBA3n ¢ 3TuM npu pa3paboTke CUCTEMbI KauyecTBa YYpexaeHUs OOSMKHbl ObiTb NpesyCMOTPEHbI Mephl,
HanpaBlieHHbIE HAa CO34aHne Unu nogaepXKaHne ynomsiHyTbIX YCHOBUN, a Npy HEOOXOANUMOCTU U BO3MOXHOCTU - Ha
UX ynyJlleHue.

5.2.3. Bonpocbl YKOMMMEKTOBAHHOCTU YYpexaeHuUs cneunanuctamum m ux Keanudukauum Takke OOMKHbI
HaWTW OTpaXkeHne B CUCTEME KayeCTBa Kak OOUH 13 BaKHENLLMX (pakToOpoB, BNLAIOLLMX Ha KA4EeCTBO YCNYyr.

B yucne Takux BONpocoB, NOAMEXaLLMX PELLEHNIO B paMKax CUCTEMbI KA4eCTBa, MOTyT ObITh:

- MONHasi YKOMMIEKTOBAHHOCTb yYpeXaeHnsi HeoOXoaMMbIMIU crieunanicTaMm B COOTBETCTBMU CO LUTATHBIM
pacnucaHuem;

- nogbop cneumanucTtoB C COOTBETCTBYWLIMM O6pasoBaHMeM, KBanudukaumen, npodeccnoHanbHom
NnoaroToBKOW, obnagalwowmx 3HAHWSIMU U OMbITOM, HEOOXOAMMBIMWU 7S BbIMNOMHEHUS BO3MOXEHHbIX Ha HUX
00513aHHOCTEN; NOCTOSIHHOE MOBbILLEHNE WX KBanudukaumm y4ebon Ha Kypcax MepenofroToBKA U MOBbILIEHUS
KBanmdukaumm unm nHbiMmn cnocobamu;

- 4YeTKoe pacnpegeneHne 00s13aHHOCTEN CMELMNANIUCTOB, W3MOXEHHbIX B [OOIDKHOCTHBbIX WHCTPYKUMSX,
MeToOuKax u ApYrux AOKYMEHTaX, PernaMeHTMpyLwmx ux 06s13aHHOCTK, NpaBa U OTBETCTBEHHOCTb;

- obsizaTenbHasa atTecTaums CneumnanmcToB B YyCTAHOBIIEHHOM MOPSOKE;

- BOCMUTaHMEe Yy BCEX COTPYOHUKOB YUYPEXOEHUS BbICOKUX MOparbHbIX U MOpPanbHO-3TUYECKUX KayecTs,
YyBCTBa OTBETCTBEHHOCTU U HEOBXOOAMMOCTM PYKOBOACTBOBAaTbLCHA B CBOeW paboTe C KNMeHTamu NpuHLMnamu
ryMaHHOCTU, CNpaBeannBoCTU, 0O BEKTUBHOCTU N 4OOPOXKENATENbHOCTU, YYUTBIBAsA UX (DU3NYECKOE U NCUXNYECKOE
COCTOSIHUE;

- NPUHATME MEpP K HEAONYLEHUIO pasrnalleHns COTPYAHMKaMM YYPEXOEeHMs CBEAEHUIN NTIMYHOrO Xapakrepa o
KnueHTax, ubo 3T CBedeHWs COCTaBNAT CNyxebHyl TamHy W 3a WX pasrnalweHne BUHOBHbIE HeCyT
OTBETCTBEHHOCTb B NOpsAKe, YCTAaHOBEHHOM 3akoHoAaTenbcTBoM Poccuiickon ®epepauuum.

5.2.4. Ina Ka4eCTBEHHOro NpeaoCcTaBfieHNs YCNyr yuYpexaeHne OOIMKHO OblTb OCHALEHO creuvanbHbIM 1
TabenbHbiM 06OpyoOBaHWEM, annapaTypon M npubopamu, OTBeYawWMUMKU TpeboBaHMAM COOTBETCTBYHOLLMX
CTaHOapTOB, TEXHUYECKMX YCMNOBWMW, OPYrMX HOPMATMBHBIX AOKYMEHTOB M obecneuymBarowMMy Hagnexailiee
Ka4yeCcTBO NpeaoCTaBnsieMblX YCIyr.

[MoaTomy B cucTeMe KayecTBa yypexneHus OOMKHbl BbiTb NpeayCMOTpeHbl MEPONPUATUSA, HanpaBeHHbIe
Ha TO, 4YTOObI:

- obopynoBaHue, npubopbl 1 annapaTtypa WCMNoMb30BanUCb CTPOro MO Ha3HAYeHW0 B COOTBETCTBMMU C
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OOKyMeHTaumen Ha nx yHKUMOHUPOBAHUE 1 SKCMnyaTauuio, COAEPXKanucb B TEXHUYECKN UCMPABHOM COCTOSHMM,
KOTOpOe cucTeMaTnyeckn 6bl NpoBepsnocCh;

- HencnpaBHoe obopyaoBaHue, Npubopbl 1 annapartypa, Aatowme npu pabote COMHUTENbHbIE pe3ynbTaThl,
CBOEBPEMEHHO CHUMAanuCb C 3KCnnyatauuu, 3aMeHANUCb UM peMOHTUPOBANNCh (ECNN OHY NOAMEXAT PEMOHTY),
a NpPUrogHoOCTb OTPEMOHTUPOBAHHbLIX NOATBEPXKAAaNack UX NPOBEPKON.

5.2.5. Bonpocbl nHpopMaumm OOIMKHbI ABNATLCSA COCTAaBHOW YacTbio CUCTEMbI KavyecTBa ydpexaeHus, Tak
Kak 0e3 npaBUNbHO OpPraHW30BaHHOW WHMOPMALMOHHON pPaboTbl HEBO3MOXHO 0becneyntb KavyecTBO
npegocTaBnsiemMbIX YCIyr, COOTBETCTBYIOLLIEE 3anpocam U HYXXAaM KITMEHTOB.

CoctosiHne nHdopmauum ob ydpexgeHum v npasunax NpeaocTaBneHns UM yCIyr AOSMKHO COOTBETCTBOBATb
TpeboBaHuam PeaepanbHoro 3akoHa Poccuiickon ®egepauun "O 3awmTe npas notpedbutenein”.

B OoKymMeHTaumMn cucTembl KadecTBa YYPEXAEHUN AOMKHbl ObiTb W3MOXEHbI criegylolme TpeboBaHus K
nHdopmaumm:

a) ydypexgeHue 00a3aHO [OBOAMTL OO rpaxgaH CBOE HaMMEHOBaHWEe M MECTOHaxOXAeHWe mnbbiv
cnocobom, npedycMOTPeHHbIM 3akoHogaTenbcTBOM Poccuickon Pepepaumm, npegoctaBnsaTb nNo TpebosBaHuio
KNMEHTOB HEOOXOAMMYHO M LOCTOBEPHYIO MHGOPMALMIO O BbIMOSMHAEMbIX YCIyrax, no3BOMsiOLy UM caenatb
KOMNEeTEHTHbIN BbIGOP;

©) coctaB wuHcpopmaumm 06 ycnyrax (B cootBeTcTBUM C PepepanbHbiM 3akoHom "O 3awmTe npas.
notpebutenen") oomkeH BKNo4YaTh B cebs:

- MepeyeHb OCHOBHbIX YCNYT, MPeaoCTaBseMblX YY4peXaeHNEM;

- XapaKTepwucTuKy Kaxgowm ycnyrn, obnactb ee npedocTaBneHuss UM 3atpaTtbl BpPeEMEHM Ha ee
npenocTaBreHue;

- B3aMMOCBS3b MeXay Ka4eCTBOM YCNyru, YCNOBUSIMU ee NpefoCTaBIeHNsl U CTOMMOCTbIO;

- BO3MOXXHOCTb MOJTyYEHUSA OLEHKM KayecTBa yCIyrn Co CTOPOHbI KITMEHTA;

- YCT@HOBMNEHNE B3aUMOCBA3N MeXay NpeanoXeHHON YCnyron n peanbHbIMU NOTPEOHOCTAMM KITMEHTA;

- NpaBuna u ycnoeus 3dEKTMBHOrO 1 6€30MnacHOro NCNonb30BaHUsA YCNyr;

- rapaHTUNHbIE 00A3aTENBCTBA YUPEXKOEHUSA - UCMOMHUTENS YCNYT;

B) WH(oOpmauns OormkHa ObiTb OOCTOBEpHOW W nonHon. Ecnu npepoctaBneHne HeQOCTOBEPHOW WMu
HeJOCTaTO4YHO MOMHOM MHGOopMauuK 06 ycnyre NOBMEKNO NPUYMHEHME BpeAa XXWU3HU, 300POBbI0 UMM UMYLLIECTBY
KNMeHTa coumanbHOn CnyxObl (BCreacTBMe NPOM3BOACTBEHHbIX, PELENTYPHbIX M UHbIX HEJOCTaTKOB YCIyru), OH
BNpaBe NpeabsBUTb yupexaeHnto TpeboBaHUsA 0 BO3MELLEHMN NMPUYMHEHHOTO Bpeaa.

6. ,D,OKymeHTaanoe Od)OpMJ'IeHVIe CUCTEMbI Ka4yecTBa

6.1. Cuctemy kadectBa oOpMMSOT B BUAEe KOMMMNEKTa JOKYMEHTOB (PYKOBOACTB, NOSIOXEHUN, MHCTPYKLMHA,
METOOUK M T.4.), B KOTOPbIX YyCTaHaBnMBalT TpebOoBaHWs K CUCTEME KadeCTBa yypexaeHust B LIeIoOM U K ee
COCTaBHbIM 4acCTsIM, yKa3aHHbIM B 4.2.

CteneHb [OOKYMEHTUPOBAHHOCTM CUCTEMbl KayecTBa pPasfUYHbIX YYPEXOEHUA MOXET OTnMyaTtbCs B
3aBUCUMOCTMU OT:

- pasMepa W NpefdHasHavyeHus1 yypexaeHusi, xapaktepa u obbema npenocTaBnsieMbIX YCIyr, KaTeropun
00Ccny>XMBaemoro HaceneHus;

- CNOXHOCTM npouecca no NpPeaoCcTaBEHNIO YCIYT;

- KOMMNETEHLUMN NepcoHarna y4ypexaeHus.

[okymMeHTaumsa MOXeT ObITb Nobon hopMbl 1 Ha NOOOM HocuTene.

6.2. [lokymeHTaumMs CUCTEMbI KadyecTBa AOMKHA OOPMISATLCHA Kak COCTaBHAs YacTb BCEW OOKYMeHTauuu
yyYpeXaeHus 1 yTBePK4aTbCsl B YCTAHOBIIEHHOM MOpPSiAKe.

6.3. OCHOBHbIM JOKYMEHTOM CUCTEMbI KAa4YeCTBa y4pexaeHus siBnsetca PyKOBOACTBO MO KayecTBy.

B Hem wnsnaraioT obulee onvcaHMe CUCTEMbl KavyecTBa MPUMEHUTENBHO K KOHKPETHOMY YYpPEXOEHWUHo,
pas3bACHAT MOMUTUKY YydpexaeHus B obnactu KayecTBa, OTPaXKarT OpPraHM3auUOHHYH CTPYKTYPY CUCTEMBI
KayecTBa, 3afaun 1 QyHKUUKN NoapasgeneHnin u crnyxb ydpexaeHms B 00nactu kadecTsa, NPUBOAST CBEAEHUS O
KOMMJEKTE [AOKYMEHTOB BCEX YPOBHEWN, COCTaBMSANLMX HOPMATUBHO-METOAUYECKYd Ga3dy CUCTEMbl KayecTsa,
yCTaHaBMMBaKT NOPAAOK BHEAPEHUS, (PYHKLMOHMPOBAHWS U KOHTPOS CUCTEMbI Ka4yecTBa.

6.3.1. MNMonutuka B obnacTn KkadecTBa AOIMKHA NpeacTaBnsaATb COOOM OCHOBHbIE LENW, 3agavv M NpUHLUUNGI
OeaTenbHOCTU ydypexaeHusa B obnactn kayectsa, JOKYMeHTanbHO 0pOpMIeHHbIE U NPUHSATLIE K 06a3aTernbHOMY
BbINONTHEHUIO B YYpEXOEHUN.

6.3.1.1. Llenn nonutukmn B 06nactn ka4ecTBa AOMKHbI OTpaXaTtb creayioLine BonpocsI:
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- obecneyeHne NOCTOAHHOrO yAOBMNETBOPEHUS KIMEHTOB NPeaoCTaBNsAeMbIMU yCryramu;

- MOBbILLIEHNE KavecTBa ycnyr 1 3deKTUBHOCTY (pe3ynbTaTMBHOCTU) UX NPEAOCTaBMNEHUS;

- NpUHATUE NPOMUNAKTUYECKUX Mep MO NPeayrnpexaeHUo UNn yperynmpoBaHWio MPeTeH3un 1 xanob
KIMUEHTOB;

- MpoYmMe BOMNPOChHI, OTpaXatLme cneumduky AeATeNbHOCTU YYPEXaAEHUS.

CopgepxaHve OCHOBHbIX 3a4ay M NPVHLUMNOB AeATENbHOCTU yupexaeHus B 06nactu kayecTsa nNpuBegeHo B
4.6 n 4.7 COOTBETCTBEHHO.

6.3.1.2. Hapsigy ¢ nogpobHbIM M3noXeHWeM uenen, 3agad U nNpuHUMNOB B PykoBoACTBE MO KayecTBy
yypexaeHuss OOIMkHbl OblTb YeTKO onpegerneHbl M COpPMYNUPOBaHbl NOPAOOK W cnocobbl (MeTodpl) WX
peanusauuu.

6.3.1.3. OTBETCTBEHHOCTb 3a NOAMTUKY B 061acTn kayecTBa HeCeT PyKOBOANUTENb YYPEXOEHUS.

OH pgomkeH obecneunTb pasbsACHEHME W AOoBedeHMe 3TOW NONUTMKM A0 BCEro nepcoHana yYpexaeHwus,
YeTKO OnpeaenuTb NOMHOMOYMS, OTBETCTBEHHOCTb UM MOPSOOK B3aMMOOEWCTBUSA BCEro nepcoHana yyYpexgeHus,
OCYLLECTBMAIOLLEr0 PyKOBOACTBO, UCMOSTHEHME YCIYT U KOHTPOrb AEATENbHOCTU, BMSAOLWEN Ha Ka4eCTBO YCIyr.

6.3.1.4. B dhopmmpoBaHmu nonuTrkn B 0b6nacty kayecTsa AOMKHbI MPUHMMATL yYacTue BCe PyKOBOOUTENM,
OCYLLECTBAAIOLLME YNPaBNEHNE YIPEXAEHNEM.

6.3.1.5. lMonutnka y4ypexgeHus B obnactm kavyecTBa [OSPKHA OXBaTblBaTb BCE HamnpasneHus ero
AeATenbHOCTM, COOTBETCTBOBATb NOTPEOHOCTSAM U 3anpocam KIMEeHTOB, CMOCOBCTBOBATL YMyULLEHMWIO COLMarnbHbIX
N 3KOHOMMWYECKMX MokasaTenen ydpexgeHus. MNMonutvika AomkHa cogepxaTb Takke 00A3aTenbCTBO PYKOBOACTBA
yypexxaeHus OCyLLEeCTBIATb NOCTOSAHHOE YryYlleHne KayecTsa 06CnyXnBaHNs KIMEeHTOB.

6.3.1.6. Tlonutuka yypexgeHus B obnacTu KayecTBa [OSKHA BHEAPATbCA BO BCEX CTPYKTYPHbIX
noapasaeneHunsax yuypexaneHua n perynsapHo noasepraTbcs aHanuady Ha npeameTt ee MOCTOSAHHOW aKTyarnbHOCTU U
NPUrogHoCTMK.

6.3.1.7. Peanusauusi nonutukn yupexaeHms B obnactu kayectsa fosmkHa 6biTb o6ecneveHa HeobxoamMmbiMum
pecypcamu (KagpoBbiMU, MaTepuanbHO-TEXHNYECKUMU, MHPOPMAaLMOHHBIMU 1 OPYTUMN).

Ans BbINOMHEHUSA MPUHATOW yuypexgeHuem MnonuvTuUKM B obnactu KayecTBa nepen nogpasgeneHusamu m
cnyxbamu yuypexgeHuss CTaBATCA 3adaynm Ha KOHKpPeTHble nnaHoBble nNepuoabl U npu  HeobxoaumocTu
CBOEBPEMEHHO YTOYHSIIOTCS U KOPPEKTMPYIOTCH PYKOBOACTBOM yupexaeHus.

6.3.1.8. B yypexxaeHun OOMKHbI NPOBOAMTLCA MeponpusaTus, obecneynBalolume NoOHMMaHne, NOAAEPXKKY M
peanusauuio NONUTMKM B 06NacTn kayecTBa BCEMW COTPYAHMKAMUN YUpeXaeHMs.

6.3.2. OpraHu3auMoHHasi CTpPyKTypa cuCTeMbl kayecTBa MoxeT ObiTb npedcTaBfieHa B Buae cCxembl (C
HeobXoAMMbIM MOSICHEHMEM), Ha KOTOPOW [AOMKHbI ObiTb M300paxeHbl BCe CTPYKTYpHble noApasgefieHus,
HenocpeAcTBEHHO y4acTBYOLMe B NpefoCcTaBneHny yenyr unu obecneunsaioLime nx npeaocraBrneHme.

B nosicHeHWM K cxeme OOMKHbl ObiTb OTpaXeHbl 3ad4ayun, OYHKUMM U OTBETCTBEHHOCTb BCEX NOApasaeneHun
n cnyx6 ydypexxaeHuns B obnactu kayecTsa v npusBegeHbl CBEAEHUS O JOKYMEHTaX BCEX YPOBHEN, KOTOPbIE SOSMKHbI
COCTaBNATb HOPMATMBHO-METOAMYECKYIO Bady CUCTEMbl KayecTBa y4pexaeHus.

CsefgeHns 0 JOKyMeHTax MOoryT ObiTb npeAcTaBreHbl B BUAE CaMmx AOKYMEHTOB, pa3paboTaHHbIX BHOBb
(monutrka B obnacTtu KayecTBa U Ap.) UK yxe AeNCTBYIOWUX B yupexaeHnn (MONOXKeHNSs, UHCTPYKLUN, METOAMKN,
PYKOBOACTBA, NpaBuna v T.4.), HO OTKOPPEKTUPOBAHHbIX NMPX HEOOXOAMMOCTM B Liensx 6onee nomnHoro y4yerta B HUX
BOMPOCOB Ka4yecTBa, B0 B BUAE CCbIIKM Ha 3TU AOKYMEHTbl C nHdopMauuen o6 nx npegHasHadeHun n KpaTkom
cofepXaHuu.

6.3.3. [JokymeHTauusi cuctembl KavyecTBa Y4YpexaeHUs OOfKHa MOCTOSHHO NOoAAepXuBaTbcs B paboyem
COCTOSIHMK; yCTapeBLUas AOKYMEHTaumMsa JOMKHa CBOEBPEMEHHO U3bIMATLCH U 3aMEHATHCS HOBOW.

7. OpraHusauust paboTbl No KayecTBy

7.1. NonHoMo4ns N OTBETCTBEHHOCTb NepcoHana

7.1.1. B cucteme kadecTBa yupexaeHus OIMKHbI ObITb YETKO onpeaeneHbl NOSTHOMOYNS], OTBETCTBEHHOCTb U
B3aMMOJENCTBME BCEro nepcoHana yvypexaeHusi, OCYLLEeCTBIISIOWEr0 PyKOBOACTBO paboToi, npefocTaBneHune
YCIYT U KOHTPOMb AEeATENBHOCTU, BIIUSAIOLLEN HA KAYECTBO YCHyT.

370, B NepBy0 o4vepedb, OOIMKHO OTHOCUTBCS K OOCMnyXuBawLweMy nepcoHany, AeATenbHOCTb KOTOPOro
CBsi3aHa C BbINOMHEHWEM TakuMx Mpoueayp, Kak BbiiBNEHWEe npeTeH3un n xanob KnNueHToB, npoBedeHue
MEepPONPUATUI NO YCTPaAHEHWIO UMK NPeaynpPeXaeHNI0 HeJOCTATKOB, KOHTPOIb BbINOMIHEHNUS 3TUX MEPONPUATUNA.

7.1.2. B yypexaeHun O0mkHO 6biTb Ha3Ha4eHO OTBETCTBEHHOe nuUo (MpeacTaBuTeNnb PYKOBOACTBA) U3
yscna pykoBoauTENEN YYpexOeHus, KOTOpOoe HEe3aBUCUMO OT ApPYrMX BO3MOXEHHbIX Ha Hero obssaHHocTew
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OOIMKHO OTBeYaTb 3a Hafnexallee BbinornHeHne TpeboBaHui, yCTaHOBNEHHbIX HACTOSALWMM CTaHAAPTOM, U UMETb
NONHOMO4MS ANs:

- obecneyveHus pa3paboTkm cUCTEMbI Ka4ecTBa, ee BHeaPEHUs U nogaepKaHus B paboyem COCTOSHUY;

- NpeacTaBneHns OTYETOB PYKOBOAUTENMO YUYpeXAeHUs O (PyHKLMOHMPOBAHMM CUCTEMBbI KayecTBa C Lienbio
ee aHanusa un NCcnonb3oBaHNs NONyYEHHbIX Pe3yrnbTaToB Kak OCHOBbI A1 COBEPLUEHCTBOBAHUSA 3TON CUCTEMBI.

7.1.3. YupexaeHne OOMKHO yCTaHOBWUTb MOPSOOK pa3paboTku (MM KOPPEKTUPOBKU, Npyu Heob6XoaumocTw),
paccMOTpeHUs, YTBEPXAEHNSA N BEAEHUS BCEX JOKYMEHTOB, OTHOCALLMXCSA K CUCTEME KavyecTBa, a Takke nopagok
obecneyeHns M.

7.2. BHYTpeHHNE NPOBEPKN CUCTEMbI KayecTBa

7.2.1. B cucteMe kadecTBa yupexgeHus orpkeH ObiTb pa3paboTaH M noggepxuBaTbCsl B pabouem
COCTOSIHUM MOPSAOK MPOBeAeHUs BHYTPEHHUX MPOBEPOK KayecTBa. BHyTpeHHWe npoBepku CUCTEMbl KavecTBa
YUPEXOEHNA MNPOBOAAT C LENbl perynsipHon oueHkn ee 3dh(eKTUBHOCTU U COOTBETCTBUS YCTAHOBMEHHbIM
TpeboBaHuaM, a Tawkke ANnd nonydeHus uHdopmauun, Heobxogumon ans obecnedeHns 3pHEeKTUBHOIO
OYHKLUMOHNPOBAHUSA 3TON CUCTEMBI.

7.2.2. OTBETCTBEHHbIM NULOM 3a OpraHu3auuio 1 NpoBefeHne MPOBEPKM CUCTEMbI KayecTBa yypexaeHus
OorkeH 6bITb NpeacTaBuTENb PYKOBOACTBA, OTBETCTBEHHbBIN 32 CUCTEMY KadyecTsa.

7.2.3. OTBETCTBEHHbIMW MWCMOMHUTENSAMM MO MPOBEAEHUIO NPOBEPOK PEKOMEHAYETCA Ha3HavaTb
pykoBoauTenen nogpasgeneHui, 3deKTUBHOCTbL U KayecTBO [AEATENbHOCTU KOTOPbIX 3aBUCAT OT KayecTsa
OeaTenbHOCTU NpoBepseMbIX nogpasaeneHui.

7.2.4. OdEKTMBHOCTb CUCTEMbBI KayecTBa Yy4YpexaeHusl OnpedensiT Mo pesynbTaTaM €€ OLEHOK,
nony4yaembix Npu NpoBepKax.

7.2.5. B npouecce NpoBepKkn CUCTEMbI KA4eCTBa YYPEXOEHMIN (M ee COCTaBHbIX YacTeln) OCyLLECTBSAIOT:

- KOHTPOSb COOTBETCTBUSI CUCTEMbI KadecTBa TpebOBaHUSIM HacTOSALWEro ctaHgapta M LOKYMEHTauuu Ha
Hee;

- @aHanu3 u OLEHKY COCTOSIHUS (PYHKLIMOHMPOBAHMSA CUCTEMbI Ka4yecTBa B LLESIOM U OTAENbHbIX €€ COCTaBHbIX
yacren;

- aHanuM3 CoOTBETCTBUSA NpefocTaBnsieMbIxX ycnyr TpeboBaHNMAM HOPMATUBHBLIX AOKYMEHTOB;

- aHanm3 1 OLEeHKy pe3ynbTaTtoB paboThbl yupexaeHnsa B o6racty kKayecTsa yCnyr;

- BblpabOTKy KOPPEKTUPYIOLUMX OEWCTBUNA, HaMpaBMEHHbIX Ha YCTPaHEHWE HeAOCTaTKOB, BbISIBMIEHHbIX B
npolecce npegocTaBneHus ycnyr, U CoBepLUeHCTBOBaHME CUCTEMbI KavyecTBa.

7.2.6. lNMpoBepKM CUCTEMbI Ka4eCTBA Y4PEXOEHMIN MOTYT ObITb MNAHOBLIMU N ONEPATUBHBIMU.

[MeproaMyHOCTb NNaHOBLIX NPOBEPOK YCTaHaBNMBAKOT B 3aBMCUMOCTM OT pe3ynbTaToB aHanu3a kayecTBa
YCIyr.

OnepaTnBHYIO NPOBEPKY CUCTEMbI KavyecTBa WNW OTAENbHbIX €€ COCTaBHbIX YacTel MpoBOAAT B criyyae
Pe3Koro yxyalweHus rnokasaTenen, xapakTepuayLmnx KOHeYHble pe3ynbTaTbl paboThl Mo obecneyeHnto kadecTsa
yCrnyr, NpeAoCTaBnsieMblX KakuM-nmbo noAapasfeneHMeM WUnu yupexgeHueM B LerioM, B Cryvyae OLEHKU
3P PEKTUBHOCTM KOPPEKTUPYIOLWNX AEUCTBMIA, a TakKkKe NPU 3HAYUTENbHbIX U3MEHEHMAX OpraHusauumn paboTt u
TEXHOMOrMM NPeaocTaBneHns yCnyr, oTpuuaTenbHO BAUSIOLWMX HA UX KA4eCTBO.

7.2.7. Tlocre OKOHYaHWs BHYTPEHHEWN MpOBEpPKM ee pesyrnbTaTbl 0PopMnAlT B BUAE OTYeTa O COCTOSAHWUU
CUCTEMBI Ka4yecTBa, B KOTOPOM OTpaXalT [OaHHble aHanusa COOTBETCTBMS MoKasaTeneh u pes3ynbTaToB
OeATenbHOCTN y4ypexaeHuss B obnactm obecnedyeHuss KadecTBa NPEeLOCTaBMASIEMbIX YCMAYr YCTAHOBIEHHbLIM
TpeboBaHusM.

7.2.8. Pe3ynbTaTbl NPOBEPOK CUCTEMbI KayecTBa y4pexaeHun SIBMAKTCA OCHOBaHvWeM Anis pa3paboTku n
peanu3auum MeponpusaTuiA No ee COBEPLLUEHCTBOBAHUIO, MO pa3paboTKke HOBLIX METOOOB M CPEACTB YrnpaBlieHus
KayecTBOM npeaoCTaBNAeMbIX YCMyr, Yrny4ylleHWo cocTaBa W COAEpXaHUs HOPMAaTUBHOM [AOKYMEHTauuuM Ha
CUCTEMY KayecTBa.

7.3. NogroToBka KagposB

7.3.1. B yupexgeHun pomxeH OblTb paspaboTaH, OOKYMeHTanbHO OMOPMIEH W YTBEPXAEH MnaH
MEpPONpUSTUA MO MOAroToBKE (OOy4eHMIO, NOBLIWEHMIO KBanuduvKkauum, artTectauuu, CTaXMpOBKE W T.4.)
nepcoHana, BbINOSHsLWEro paboTbl, HENOCPEACTBEHHO BUSAIOLLME HA KAYECTBO YCHyT.

7.3.2. MNoaroToBKOM NepcoHana gOMMKHbl ObiTb OXBayeHbl BCE COTPYAHWKM YYpeXOeHUsi, HEMOCPEeACTBEHHO
BNUSIOLLME HA KAYECTBO YCryr, BKMNoYas pyKoBOASLLNN COCTaB BCEX YPOBHEMN.

7.3.3. lNpu paspaboTke 1 peanusaymu nraHoOB MeEPONPUATUA NO NOArOTOBKE KaApoB HEOBXOOUMO YUMTbIBaTb
n3noxeHHole B 5.2.3 dhakTopsbl (KpuTepumn), KacaroLmecs nopsaka paboTsl Co cneynanuctTaMum yupexxaeHus.

7.4. AHann3 yHKLMOHUPOBAHUSA CUCTEMbI KAYeCTBa PYKOBOACTBOM yypexaeHus
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"CouwuanbHoe o06cnyxuBaHue HaceneHusl. CUcTeMa KauecTsa yupexaeHui
couvmansHoro obcnyxusanus. FOCT P 52497-2005" HokymeHT npeaocTasnen KOHCYHPIEB]H&H;O?Z
(yTB. MNpukasom Poctexperynuposanums ot 30.12.2005 N 534-cT) Aata coxpaHenma: 18.09.

7.4.1. Cuctemy KayecTBa NEepuOAMYECKU AOIDKHO aHanuM3upoBaTb PYKOBOACTBO Yy4ypexaeHus Ans Toro,
4TO6BI MOXHO BbINO YOeanTbCs, YTO OHa YOOBMETBOPSET NPpeabsBnseMbIM K Hel TpeboBaHuam 1 adpdexkTnaHa.

7.4.2. AHanu3 [OMKeH BKNOYATb OLUEHKY pe3ynbTaToB BHYTPEHHWX NPOBEPOK, MPOBOAUMbIX
HenocpeacTBEHHO PYKOBOACTBOM WNWU MpeacTaBuTeNeM PYKOBOACTBA, OTBETCTBEHHbIM 3a (PYHKLMOHMPOBaHWE
CUCTEMBbI Ka4yecTBa YUYpexaeHus.

PesynbTatbl NogobHbLIX aHANM30B MCMOMNb3YOT ANA NOATBEPXAEHUA OOCTUXeHMs Tpebyemoro kadectsa u
3 PEKTUBHOCTN PYHKLMOHNPOBAHUSA CUCTEMBI.

7.5. KOHTpOnb 1 oLeHKa KayecTBa ycnyr

7.5.1. Tpn KOHTPOIE 1 OLIEHKE KayecTBa yCnyr yupexaeHne SOMKHO:

- npoBepsaTb W  wuaeHTudumumpoBaTe yCnyrM Ha  COOTBETCTBME  HOPMATMBHbIM  [JOKYMEHTaM,
pernamMeHTUpYILLNM UX NPeaoCTaBleHNE;

- obecneynTb CaMOKOHTPONb MepcoHana, NpegoCTaBrsloWero ycnyru, Kak COCTaBHyKl 4acTb npouecca
KOHTpOnS;

- obecneymBaTb NPUOPUTET KNMEHTOB B OLIEHKE KayecTBa YCnyr;

- NPaKTUKOBATb B YYPEXAEHWUMN PETYNSIPHYIO OLIEHKY CTEMEHU YAOBNETBOPEHHOCTU KIMEHTOB yCryramm nytem
NpoBeAEHUS COLMONOTMYECKMX ONPOCOB.

7.5.2. CpaBHeHWe OLEHOK KIMEHTOB 1 UCMOMHMTENeN yenyr crnegyeT NpoBoANTb NOCTOAHHO, YTOObI OLEeHUTb
COBMECTMMOCTb [BYX Mep WX KayecTBa, NpoBecTu (Mpu HeoOXOAMMOCTM) KOppeKTUpylLlme OEeNCTBUA U
onpeaenuTb, HACKOMbKO OeATENbHOCTb MCMOMHUTENEN YCNyr oTBeYaeT NOTPeOHOCTAM 1 3anpocaM KITMEHTOB.
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