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[Menn n npunnunel cranaaptuzanuu B Poccuiickorn @enepanuun yctaHoBiieHbl DenepanbHbIM
3akoHOM oT 27 nexkabps 2002 1. No 184-®D3 «O TeXHMUECKOM pETyJIMpOBAaHUW», a MpaBuiia
NPUMEHECHUS  HAUMOHAIBbHBIX  craHgapToB  Poccumiickoit  ®enepamuu -1OCT P 1.0-
2004 «Crangapruzanus B Poccuiickoit @enepanyyu. OCHOBHBIE MOTOKESHUSD.

CBenenus o cranaapre

1  PA3PABOTAH  ®enepaibHbIM  TOCYJAapCTBEHHBIM  YHUTAPHBIM  MPEANPUATHEM
«Bcepoccuiickuil Hay4yHO-UCCIIE0BATENbCKUI MHCTUTYT CTaHAAPTU3ALUU OOOPOHHOM NPOAYKIIMH U
texHosorun» (PI'VII «Pocoboporcrannapt»; 1o 8 utons 2005 r. - OI'YII « BHUMcTtangapt»)

2 BHECEH Texuuueckum komuteToM 1o cranaaptuzanun TK 406 «CounanbHoe 00CTyKUBaHUE
HaCEJICHUS»

3 YTBEPXJEH U BBEJEH BJEWCTBUE IIpukazom @enepanbHOTO AareHTCTBA IO
TEXHUUYECKOMY PETyJIupoBaHuio U Metpoiioruu oT 30 nexkadpst 2005 r. Ne 534-ct

4 B HacroslleM CTaHIApTE pEaM30BaHbl HOPMBI (eaepalbHbIX 3aKOHOB Poccuiickoit
Odenepannu:

or 10 mexabps 1995 r. Ne 195-®3 «O6 ocHOBax COLMAIBLHOIO OOCIY)XKMBaHHUS HACEJICHUS B
Poccuniickon ®@enepanumny;

ot 9 saBaps 1996 r. Ne 2-®3 «O 3amure mpaB MOTPEOUTENCH;

o127 nexadbps 2002 r. No 184-D3 «O TEXHUYECKOM PETYIUPOBAHUN.

B cranpgapre peanu3oBaHbl Takke HOpPMBI MocTaHoBieHusa IlpaBurensctBa Poccuiickoit
Oenepatiun ot 2 deBpanss 1998 1. No 113 «O HEKOTOpBIX Mepax, HaIMpaBICHHBIX Ha
COBEPILIEHCTBOBAHUE CUCTEM 00€CTI€UEHHUS KaueCTBA MPOAYKIIMH U YCIIYT»

5 BBEJIEH BIIEPBLIE

Hnghopmayus 06 usmenenusx k Hacmosiujemy cmanoapmy nyoauKyemcs 8 exice200H0 U30a6aemom
unpopmayuonnom ykazamene «Hayuonanonvle cmanoapmel», a mexcm uzmMeHeHull U NONPAsox - 6
edxcemMecauHo uz0asaemvix uHgopmayuonHsvlx ykazamenax «Hayuonanvuvie cmanoapmeiy. B ciyuae
nepecmompa (3amemvl) UIU OMMEHbl HACMOAWE20 CMAHOAPMA COOMEEMCmayuee y8e0oMleHue
OyOem onyoOIuUKO8AHO 8 edHcemMeCauHo U30aA8aeMoM UHGOPMayuoHHOM YKazamene «Hayuonanvhvie
cmanoapmuly. Coomeemcmayiowas uH@dopmayus, yee0oMIeHue U MmeKcmovl pasmeujaromes markice
8 UHGOPMAYUOHHOU cucmeme 00ue2o0 Noab306aAHUA - HA OPUYUATLHOM caume HAYUOHAILHO2O
opeana Poccutickou @edepayuu no cmanoapmusayuu u ¢ cemu Humeprem

Conepxxkanue

1 O0acTh IPUMEHEHHST
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2 HopMaTUBHBIE CCBIJIKH
3 TepMUHBI U OIPEJICIICHUS
4 TpeboBaHHS K CUCTEME KAUECTBA YUPEKICHHUS
5 OcHoBHBIE (haKTOPEI, BAUSIOIINE HA KAYECTBO YCIYT, H MOPSAOK MX MCIIOIL30BAHUS IPU
(hOpMHUPOBAHNH CHUCTEMBI KAUYECTBA YUPESKICHUN
6 JlokyMeHTaIbHOE 0(hOPMIIEHNE CUCTEMBI KAUECTBA
7 Opranuszanys padoThl IO KAYECTBY
7.1 IlomHOMOYNS U OTBETCTBEHHOCTD IIEPCOHAIA
7.2 BHYTpEHHHE IPOBEPKH CUCTEMBI KAYeCTBa
7.3 IloaroToBKa KajpoB
7.4 Ananus GyHKIMOHUPOBAHUS CUCTEMBI KAYECTBA PYKOBOJCTBOM YVUPEKACHHUS
7.5 KoHTpOJIb U OIIEHKA KA4eCTBA YCIYT

I'OCT P 52497-2005
HAIIMOHAJBHBIM CTAHAAPT POCCUMCKOMN ®PEJEPAIIUNA
CoumnajbHoe 00CayKMBAHNE HACEJIEHUS
CucreMa KkauecTBa yqpemeﬂuifl COIMMAJIBHOI'O OGCJIy)KI/IBaHI/Iﬂ
Social service of the population. Quality systems of the organisms for social service
JlaTta BBeaenns - 2007-01-01
1 O6s1acTh NPUMEHEHHUA

Hacrtosmmuii cranmapr pacnpocTpaHsieTcsi Ha COLMalbHOE OOCITyXMBaHHE HACEICHUS WU
yCTaHaBJIMBAET TPeOOBAHUS K CUCTEME KaueCTBA YUPEKICHUI COLMATBLHOTO OOCTYKMBAaHUS (1aee -
YUpEXKACHHUS), IPEIOCTABIISIIONINX COLMAIIbHBIE YCIYyTH (Aajiee - yCIyrH) pa3jiMuHbIM KaTEropusM
HACEJIEHUs, OKa3aBIIMMCS B TPYAHOU )KU3HEHHOU CUTYallWH.

CranpapT pa3paboTaH C L€JIbIO €ro MCIOJIb30BaHUs B KauecTBe 0a30BOM HOPMATHBHON OCHOBBI
npu pa3paboTKe CHUCTEM KauecTBAa KOHKPETHBIX YUPEXKICHUN MPUMEHUTEIBHO K CHEIU(pHUKE HX
NEATEIIbHOCTH.

2 HopmaTuBHBIE CCHLIIIKHU

B Hacrosiiem crannapTe UCHOJIb30BaHbl HOPMATHUBHBIE CCHUIKH Ha CIEAYIOIINE CTAaHAAPTHI:

I'OCT P 50646-94 Ycinyru HaceneHuto. TepMHUHBI U ONIPEACIICHUS

I'OCT P 50691-94 Monens obGecrieueHus: KauecTBa yCIyT

I'OCT P 52142-2003 ComnmasibHOE 00CTy’KMBaHHWE HaceleHHs. KadecTBO COIMANBbHBIX YCIYT.
OO61me monoKeHus

I'OCT P 52143-2003 CommanbHoe obcmykuBaHue HaceyneHus. OCHOBHBIE BUIBI COIMATBHBIX
yCIIyT

I'OCT P MCO 9000:2001 Cucrembl MeHeIKMEHTA KauecTBa. OCHOBHBIE MTOJIOKEHUS U CIIOBAPH

I'OCT P MCO 9004:2001 CucteMbl MEHEKMEHTA KadecTBAa. PEKOMEHIanuu Mo yIy4ICHUIO
NEeSITENbHOCTU

IIpumeuanue - [Ipyn MONB30BaHUM HACTOSAIIMM CTAaHIAPTOM II€I€COOOPa3HO IPOBEPHUTH JAEHCTBHE CCBUIOYHBIX CTaHAAPTOB B
nH}popMaMOHHON cHcTeMe OOIIEero IMOoJb30BaHMs - Ha O(QHIMAIBLHOM CaiiTe HalMOHANBHOro opraHa Poccuiickoit ®enepannu 1o
CTaHAapTU3alMU B CeTH MHTEpHET WIM 1O €XErojHO W3/1aBaeMOMYy HMH(OpMalMOHHOMY yKazaTenro «HaluoHanbHBIE CTaHIAPTHI»,
KOTOpBI ONyOJMKOBaH MO COCTOSHMIO Ha | sIHBaps TEKyIIero roja, M 10 COOTBETCTBYIOUIMM €KEMECSYHO H3/1aBaeMbIM
nH(pOpPMAMOHHBIM YyKa3aTelsM, ONMyOJMKOBaHHBIM B TEKylleM roay. EciM cChIIOYHBIN JOKYMEHT 3aMeHEeH (M3MEHEH), TO IpH
TIOJIb30BAaHUU HACTOSIIUM CTaH/IAPTOM CIEAYeT PYKOBOACTBOBATHCS 3aMEHSEMBIM (M3MEHEHHBIM) JIOKYMEHTOM. Ecii cchulouHBIH
JIOKYMEHT OTMEHEH 0e3 3aMEeHBI, TO IMOJIOKEHHE, B KOTOPOM JaHa CChUIKA Ha HETO, IPUMEHAETCS B YaCTH, HE 3aTparuBaroIieil 3Ty
CCBUIKY.

3 TepMuHBI U onpeaeIeHUA

B nHacrosmem crannapre npuMmenensl TepMuHbl 1o I'OCT P 50646 u TOCT P CO 9000.

4 TpeGoBaHuUs K CHCTEMe Ka4yeCTBa yYpeKACHHUs

4.1 TpeboBaHMsS K CHUCTEME KadyeCTBa YUPEKJEHHS YCTAaHOBJICHBI HACTOSIIIUM CTaHIAPTOM B
COOTBETCTBHH C MOJIOkKEHUAMU DPenepabHbIX 3aKk0HOB Poccniickoit denepalini U NOCTAHOBICHUEM
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[IpaButensctBa Poccuiickoii denepauny, ykKa3aHHbIMH B IPEAUCIOBUM CTaHAApTa, a TaKKe
nostoskeHussMu I'OCT P 50691, TOCT P 52142, TOCT P 52143 u I'OCT P MCO 9004.

4.2 Tlop cuCTEMOM KayecTBa YUYPEXKICHHUS MOHMMAKOT COBOKYIHOCTh €r0 OpPraHU3allMOHHOW
CTPYKTYphl (C pacmpelieIeHHeM OTBETCTBEHHOCTH COTPYJIHUKOB 3a KAaueCTBO YCIYT), MpaBul,
METOJIOB 00eCIeUeHHsl KauyecTBa yCIyT, MPOIECCOB NMPEIOCTABICHHS YCIIYT, PECYpCOB YUPEKIACHUS
(JIIOACKUX, MaTepUaTbHO-TEXHUYECKUX, HUH(GOPMAIIMOHHBIX M JPYyrux), 00eCcHeurBaroONIyIO
OCYUIECTBJICHHE aIMUHUCTPATUBHOTO PYKOBOJCTBA KAYECTBOM YCIYT.

4.3 Cuctemy KayecTBa yUpPEKACHHS CO3AIOT JUIsl JOCTUKEHUS U MOJIEPKAHUS YPOBHS KauecTBa
YCIIYT, COOTBETCTBYIOIIETO MPEIbSIBISEMbIM K HEMY TPEOOBaHUSIM.

4.4 Cuctema KadecTBa YUPESKICHHS JOJDKHA SBIATHCS HEOTHEMJIEMOM YacThIO OOIIECH CHCTEMBI
YIPABJICHUS JEATEIbHOCTBIO YUPEKICHHUS 10 MPEJOCTABICHNIO COLUATIbHBIX YCIYT.

4.5 Cuctema KauecTBa YYpEeXJACHHUS NpeJHa3HAUYE€HA /ISl CO3JaHus HEOOXOAMMBIX YCIIOBHI
rapaHTUPOBAHHOTO YJIOBJIETBOPEHUS 3aKOHHBIX 3alPOCOB U MOTPEOHOCTEH KIIMEHTOB, MOBBIIICHUS
3¢ (HEeKTUBHOCTH M Ka4eCTBa YCIyT Ha BCEX CTAAMAX UX MPEJOCTABICHUS C LIETBIO MPEeayNpexaeHUs
BO3MOJKHBIX OTKJIOHEHUH OT 3aJaHHbIX TPEOOBaHWI K 3THUM ycCIIyraMm, OOECeueHUsl penyTaluuu
YUPEKICHHUS KaK HAJICKHOTO U MOPSJOUYHOTO UCTIOTHUTENS YCIIYT.

4.6 OcHOBHBIMU 3aJjJauaMH, Ha pEUIEHUE KOTOPBIX JOJDKHA ObITh HaIlpaBji€Ha CHUCTEMa KayecTBa
YUPEKACHHUSI, SIBISIFOTCS:

- ocyuiecTBiaeHre Y(P(HEKTUBHOTO KOHTPOJIA 32 TEXHUYECKUMU, OPTaHU3AIIMOHHBIMU U JIPYTUMHU
(dakTopaMu, BIUSAIONIMMHU Ha KQ4€CTBO MPEAOCTABISIEMBIX YCIIYT;

- MNPEJOTBPALLECHUE WIM YCTpPaHEHHE JIIOObIX HECOOTBETCTBUI YCIYr MPEABbABIAEMbIM K HUM
TpeOOBaAHUSIM;

- obecrnieueHre CTabMIHLHOTO YPOBHS Ka4eCTBa YCIYT;

- peuIeHue Ipyrux 3ajad, OTPAXaIoIUX CIeUU(PUKY NeITeIbHOCTH YUPEKICHUM.

4.7 Pa3zpaboTka 1 (yHKIIMOHUPOBAHUE CHCTEMBI KAUECTBA YUPEIKICHHSI TOKHBI 0a3UpPOBATHCS HA
CJIETYIOUTUX OCHOBHBIX TPUHIIUIIAX:

- IPUOPUTETHOCTU TPEOOBaHMI (3alIPOCOB) KIMEHTA 10 0OECHEUEHUI0 KayecTBa YCIYT, TO €CTh
oOecrieueHusl YBEpEHHOCTH B TOM, UYTO 3TH TpeOOBaHUs (3ampochl) OyAyT MOTHOCTHIO peaTn30BaHbI
MIPH MPEIOCTABICHUH YCIIYT;

- IpeaynpekIeHUs MPoOIeM KauecTBa yCIIyT, TO €CTh 00ECIIEUeHNs YBEPEHHOCTH B TOM, YTO 3TH
mpoOsemMbl Oy IyT MPeayNPeKIATHCS, a HE BBISBIATHCS U pa3pelIaThCsl MOCIe X BOSHUKHOBEHUS;

- COONIOACHUS TIOJNIO)KEHUM HOPMATHUBHBIX JTOKYMEHTOB, PErVIAMEHTHUPYIOIIMX TpPEOOBaHUS K
MOPSZIKY U MTpaBUiIaM MPEJOCTABICHUS YCIYT;

- 00€CTIEUEHHOCTH YUPEXKACHHSI COOTBETCTBYIOIIMMHU JTHOJCKUMH, MaTE€PUATbHO-TEXHUYECKUMH U
IpyruMu pecypcamu (06a30Boil W omepaTUBHON HWHMOpMAIMEH, TEXHUYECKOW TOKyMEHTAIIUEH,
JaHHBIMM O pe3yJIbTaTax MPeJOCTABICHUS YCIYT U UX KOHTPOJIS, UTOraxX OLEHKU KauecTBa U Ap.);

- YETKOI'0 pachpeiejeHus] OJHOMOYMN U OTBETCTBEHHOCTH MEPCOHANA 3a €ro JAesATENbHOCTh IO
MPEIOCTABICHUIO YCIIYT, BIUSIONIYIO Ha 00€CTIeueHNE UX KaueCTBa,

- JMYHOM OTBETCTBEHHOCTH PYKOBOJICTBA YUPEXKJICHUS 3a KAYECTBO MPENOCTABISEMBIX YCIYT,
pa3paboTKy, BHEApPEHHWE U KOHTPOJb A(P(PEKTUBHOCTH CUCTEMBl KadecTBa, 3a OIpeAelicHHE
MOJINTUKH B 00JAaCTH KauyecTBa, OPTaHU3AIMIO U OOIee PYKOBOJCTBO paboTaMu MO 0OECTICUCHUIO
KauecTBa;

- o0ecreyeHne JTMYHON OTBETCTBEHHOCTH Ka)J0r0 UCTIOJHUTEINS 32 KAU€CTBO YCIYT B COUETAHUU
C MaTepUAITLHBIM ¥ MOPAJIbHBIM CTUMYJIMPOBAHUEM KaueCTBa;

- TOKyMEHTAIHHOTO 0(hOPMIICHUS TIPAaBUJI M METOJIOB OOECIICUCHHSI KAUeCTBA YCIYT;

- o0ecrieueHusl MOHUMaHUS BCEMU COTPYJHUKAMH YUPEKJICHUSI TPEOOBaHUI CUCTEMBI KaueCcTBa K
MOJINTUKE B 00JACTH Ka4eCTBa.
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5 OcHoBHBIE (PAKTOPBI, BJAUSKOIIHAE HA KAYeCTBO YCJIYT, U MOPAJIOK UX UCNO0JIb30BAHUSA NIPH
(¢GopMuUpOBaHMH CHCTEMbI Ka4eCTBA YYpeKICeHHU I

5.1 Ilpu ¢opMupOBaHUM CHCTEMBl KadecTBa YUYPEKICHUU (IIPU OMNpEaAeNICHUH TOJUTHKU
yUpEeXJIeHUSI B O0JIACTH KauyecTBa, pa3pabOTKH JOKYMEHTALMU CHUCTEMbl KaueCTBa, OpraHU3alUH
paboT MO Ka4yecTBY) HEOOXOJIMMO YUHUTHIBATH Psifi (PaKTOPOB (KPUTEPHUEB) PA3IMUHOIO Xapakrepa,
KOTOPBIE B 3HAYUTEIBHON MEpE BIMSIIOT Ha KAYECTBO MPEOCTABIISIEMbIX YCIYT.

[IpaBunbHbIM yueT 3TuUX (PAKTOPOB, MX HUCHOJIB30BAaHUE MpPH Pa3pabOTKE COOTBETCTBYIOIIUX
JOKYMEHTOB CHCTEMbl KadecTBa M B NPAKTUYECKON JACSATENIBHOCTH YUpPEXKACHUS OyIyT
CIOCOOCTBOBATH MOBBIIIEHUIO KAY€CTBA YCIYT.

5.2 OcHoBHBIMU (haKTOpaMU SBISFOTCS:

- Hamu4he U COCTOSIHUE JIOKYMEHTAallid, B COOTBETCTBUU C KOTOpOH (YyHKUIHMOHUPYET
YUPEKICHUE;

- YCJIOBUS pa3MeILEHUs YUPEKACHUS;

- YKOMILJIEKTOBAaHHOCTh YUPEKJICHHUS CIICHUATUCTAMHU U UX KBATU(DUKAIUS;

- CllelUaIbHOE U TabelbHOE TEXHUYECKOE OCHAIICHHE yupexkaeHus (00opynoBaHue, MpuOOpHI,
amnmapatypa " T. 11.);

- cocrosiHMe HH(pOpMalMU 00 YUYPEKICHHM, IMOPSJIKE M TMpaBUiaxX MPEAOCTABICHUS YCIYT
KJIMEHTaM.

5.2.1 B cocTaB JOKYMEHTALUU JOJIKHBI BXOAUTh:

- moJoxeHue o0 yupexaeHun (YcTaB yudpekIeHus), BKJIIOYalmee B ceOs CBEOeHHs O
MpEeAHA3HAYCHUHN YUPEXKACHUS, TOpsAIKe ero (opMupoBaHMs, COJEpKAHMS, pPEOpPTraHU3aIlNH,
CBEJICHUSI 00 OCHOBHBIX 3a/layax €ro JAESTeIbHOCTH, KaTErOpusaX OOCIyKUBAaE€MbIX JIUL, OPSAIKE U
YCIIOBUSAX 3a4MCICHUsT HAa OOCIY>KHMBAHHME, O CTPYKTYPHBIX NOJPa3JelCHUSIX M HUX OCHOBHBIX
3ajlayax, CBeJeHUST 00 oO0beMe U TMOpSAKe TNPENOCTaBICHUS HWMHA YCIYyr M O JpYrux
OpraHU3alMOHHBIX U TEXHUYECKHUX BONPOCAX;

- TOJIOXKEHHMSI O CTPYKTYPHBIX THOJPA3JCICHUSIX YUYPEKICHUS, COAEpXKAIIUE CBEACHUS O
KaTeTOpUsX TPaxKaaH, OOCIYy)KMBAEMbIX TE€M WJIM HWHBIM TOJAPA3JCICHHEM, CTOSIIUX MEepea HUM
3a/1layax, CPOKax M YCIOBUSX OOCIIYyXKUBAHUS TPaXKJaH, CBEICHUS O JOMOJHUTEIbHBIX JOKYMEHTAX,
HEOOXOAMMBIX JUISl 3a4MCIICHHA Ha OOCIY>KMBAaHME B JAHHOE NOJAPA3JEICHUE, CBEICHUS O
KOJIMYECTBE COTPYIHUKOB MOPA3ACIICHNUS, UX OCHOBHBIX 00S3aHHOCTSX U T. II.;

- PYKOBOJCTBA, CIIy’K€OHbIE WHCTPYKIIMH, MPAaBUIA, METOJAUKH TEXHOJOTHH, MpeaHa3HauYCHHBIC
IUIs. pErJIaMEHTHPOBAHUS TPOIIecca MPEeIOCTaBIeHUs YCIYT, ONpeleieHus METOI0B (CrocoO0B) MX
MPEIOCTABICHUS U KOHTPOJIS, a TAKXKE JIJIsI COBEPIIICHCTBOBAHUS PAOOTHI YUPEKIACHHUS;

- IOKyMEHTalus Ha 000py0BaHue, MPUOOPHI U anmapaTypy, CIOCOOCTBYIOIIAs 0OSCTICUCHUIO UX
HOpMaJbHON M 0€30MacHON AKCIUTyaTallu, 0OCTY>KMBaHUSI U TOJIePKaHUS B pabOTOCIIOCOOHOM
COCTOSIHUU;

- HAIIMOHAJIbHBIE CTAaHAAPTHI COIMANLHOTO 00cTykuBaHus HaceneHus B Poccuiickoit deneparium,
COCTaBJISIIONINE HOPMATUBHYIO OCHOBY TMpaKTUYECKOW pabOThl yupekJaeHuss B o0yiacTu
MPEA0CTABISEMbIX KIIMEHTAM COL[MAIbHBIX YCIYT.

B 3aBucumMocTH OT TOTrO, HACKOJBKO KayeCTBEHHO COCTAaBJICHBI 3THU JIOKYMEHTHI, HACKOJBKO
KBAIM(PUIIMPOBAHHO M YETKO U3JI0KEHbI B HHUX OOA3aHHOCTH, NpaBa, MOPSAOK BBITOJIHEHUS
pa3NUYHBIX TPOLEAYp MpH MPEAOCTABICHUU YCIYr M Apyrue (YyHKIMH TEpcOHaja, 3aBUCUT
3¢ (HEKTUBHOCTH pabOTHI YUPEKACHUS U KAUeCTBO MPEAOCTABISIEMBIX UM YCIIYT.

VYKkazaHHbIE JOKYMEHTHI JOJDKHBI COCTaBJSITh OCHOBY JIOKYMEHTAIlMM CHUCTEMBbl KadyecTBa
yupexaeHus. B npoiecce popMUpoBaHUSI CUCTEMBI Ka4€CTBA OHU MOTYT OBITh ITPU HEOOXOJIUMOCTH
OTKOPPEKTUPOBAHBI C IEJbI0 TPUBEIACHUS WX COJCPKaHHMS B COOTBETCTBHE C TPEOOBAHMSIMH,
MPEAbABISIEMBIMA K HUM KaK K YaCTU JOKYMEHTAlIUU CUCTEMbI KAa4eCTBa.

5.2.2 YcnoBus pa3MelieHus yupexieHus, ooecrneurBaronye ero 3pGeKTuBHy0 padoTy, JOIKHbBI
OBIThH CIIEIYIONUMU:

- YUpPEeXJECHHUE U €T0 CTPYKTYpHBIC MOJpa3ACNICHUs TOJDKHBI OBITh Pa3MEIIECHBI B CIEIHUATLHO
MpEeHA3HAYCHHOM 3JaHUM (3JaHUSAX) WM TOMENICHUSX, JOCTYIMHBIX [JJsi BCEX KaTeropuii



0o0CITy’KMBaeMbIX TpaKJaH, B TOM 4YHWCJIE Ui WHBAJIWAOB M APYrMX MaJOMOOWUIIBHBIX TPYIII
HacenieHus. [lomenieHust 1OMKHBI ObITH 00€CIIeYeHbl BCEMH CPEICTBAMU KOMMYHaJIbHO-OBITOBOTO
00Cy>KUBaHUS U OCHAIICHBI T€IE(POHHON CBA3BIO;

- MO0 pa3MepaM M COCTOSHHUIO TOMEIICHHsS JOJKHBI OTBeYaTh TPEeOOBAHUSIM CAHUTAPHO-
TUTUEHUYECKUX HOPM M TpaBUJI, OE30MaCHOCTU TPY/Ia U JOJDKHBI ObITh 3alUIIEHBI OT BO3AECUCTBUS
(akTopoB, OTPUIIATETHLHO BIUAIONIMX HA KA4eCTBO MPEAOCTABISIEMBbIX YCIYT (MOBBILICHHBIC
TeMIlepaTypa BO3/yXa, BIaKHOCTh BO3/lyXa, 3albUIEHHOCTh, 3ara30BaHHOCTb, IIIyM, BUOpAIUs U T.
1.);

- IUIOWIAJb, 3aHUMaeMasi YYpPeXKICHUEM, JOJDKHA T[O3BOJSTh HOPMAIbHOE pa3MEIICHHE
NepcoHaa, KJIMEHTOB U MPEJI0CTaBICHNUE UM YCIIYT.

B cBs13u ¢ 3TUM nipu pa3paboTKe CUCTEMBbI KaueCTBa YUPEXKICHUS JODKHBI ObITh MPELyCMOTPEHBI
MEpBbl, HallpaBJICHHbIE HA CO3JaHUME WIM TNOJJEp)KaHWE YIOMSHYTBIX YCJIOBHH, a mpu
HE0OXOAMMOCTH U BO3MOKHOCTH - Ha UX YJIy4YIlICHHUE.

5.2.3 Bomnpochl YKOMIUIEKTOBAHHOCTH YUPEXKACHUS CHEIUATUCTAMH U UX KBaJU(PUKAIUN TaKKe
JOJDKHBI HATH OTpa)KeHHE B CUCTEME KauecTBa KaK OJMH U3 BaXKHEUIINX (PaKTOPOB, BIUSIOUIUX HA
KauyeCTBO yCIIYT.

B umcne Takux BOmpocoB, MOAJNIEKANTUX PELIICHUIO B pAMKaX CHCTEMbI KaueCTBa, MOTYT OBbITh:

- IOJIHAs! YKOMIUIEKTOBAHHOCTD YUPEXKICHUSI HEOOXOIMMbIMU CHEUAINCTAMHU B COOTBETCTBUU CO
IITATHBIM PaCIUCaHUEM;

- mombop  CHEMUAIWCTOB C  COOTBETCTBYIOUIMM  0Opa3oBaHMeM,  KBaluduKaiuei,
npodeccuoHanbHONW MOATOTOBKOM, OONAJaIONIMX 3HAHUSAMH M OIBITOM, HEOOXOAMMBIMHU ISt
BBITIOJIHEHUS BO3JIOKEHHBIX HAa HUX OOA3aHHOCTEW; MOCTOSHHOE TMOBBIIICHUE WX KBaTU(pUKAINH
y4e0oi Ha Kypcax MepernoAroTOBKY M MOBBIIIEHUS KBATM(PUKALIUN WIH UHBIMU CITIOCOOAMU;

- YEeTKOE pacmpeneseHue OO0sI3aHHOCTEH CIEUUAJTUCTOB, H3JIOKEHHBIX B JOJDKHOCTHBIX
MHCTPYKIUSAX, METOJIMKAX M APYIUX JOKYMEHTaX, PErJaMEeHTUPYIOIINX UX OOS3aHHOCTH, MpaBa U
OTBETCTBEHHOCTb;

- o0s13aTenpHas aTTeCTalsl CIEUAINCTOB B YCTAHOBICHHOM MOPAJIKE;

- BOCIIUTAHHE Y BCEX COTPYIHUKOB YUPEKICHUS BBICOKUX MOPAIBbHBIX U MOPAIbHO-3THUYECKHUX
KauecTB, YyBCTBa OTBETCTBEHHOCTH M HEOOXOJAMMOCTH PYKOBOACTBOBATHCS B CBOEH paboTe C
KJIMEHTaMU MPUHLUIIAMHA TYMAaHHOCTH, CIPaBEIIMBOCTH, OOBEKTUBHOCTU U JAOOPOKEIATEIbHOCTH,
YYHUTBIBASI UX (PU3UUECKOE U TICUXHUUECKOE COCTOSIHHE,

- IPUHATHE MEP K HEJIOMYIIECHUIO Pa3TIallicHUus] COTPYAHUKAMU YUPEKICHUSI CBEJCHUIN JTUIHOTO
XapakTepa O KIMEeHTax, U00 TU CBEJEHHS COCTABISIOT CIY>KEOHYIO TaiHy U 3a WX pasrialleHue
BUHOBHBIE HECYT OTBETCTBEHHOCTb B MOPSIKE, YCTAHOBJIEHHOM 3aKOHOJATENbCTBOM Poccuiickoii
Oenepanum.

524 Jlns KauyecTBEHHOTO TMPEJOCTABICHUSI YCIYT YYpEXKIEHHE JODKHO OBITh OCHAIICHO
CHelMaTbHbIM M TaOeNbHBIM O000pYJOBaHUEM, ammapaTypol M NPUOOpPaMH, OTBEUAIOIIUMHU
TpeOOBAHMSIM COOTBETCTBYIOIIMX CTAaHAAPTOB, TEXHUYECKUX YCIOBUH, IPYTUX HOPMATUBHBIX
JOKYMEHTOB U 00€CTIEUMBAIOIINMU HAJUJIEKAIee KaueCTBO MPEIOCTABISIEMBIX YCIYT.

[loaToMy B cucTeMe KayecTBa YUPEXKACHHS AOJKHBI OBbITh MPELyCMOTPEHBI MEPOIpPHUSTUS,
HaIpaBJIeHHBIC HA TO, YTOOBI:

- 00opylnoBaHue, NpuUOOpPHl W amnmaparypa HCIOJb30BAINCH CTPOrO IO HAa3HAYCHHUIO B
COOTBETCTBMM C JIOKyMEHTalued Ha uX (PYHKIMOHHUPOBAHHWE W HKCILTyaTalUIo, COJEPKAJIUCh B
TEXHUYECKH UCTIPABHOM COCTOSIHMH, KOTOPOE CUCTEMATUIECKU OBl TPOBEPSIIOCH;

- HEUCIpaBHOE O0OpYyJOBaHME, MPUOOPHI M ammaparypa, AAroIfe Mpu padoTe COMHUTEITHHBIC
pe3ynbTaThl, CBOEBPEMEHHO CHUMAJIUCh C 3KCIUTyaTalluy, 3aMEHSUIUCh WM PEMOHTUPOBAIIUCH (€CITU
OHH TIOJJIeKAT PEMOHTY ), & IPUTOJHOCTH OTPEMOHTHUPOBAHHBIX TMOTBEPKIATIACh UX MPOBEPKOM.

5.2.5 Bompocsl uHbOpMauu AOHKHBI SABJIATHCS COCTaBHOM YAaCThIO CHCTEMBl KauecTBa
YUpEKICHUs, TaK KaKk 0e3 MpaBWIbHO OPraHU30BaHHOW MH(OPMAIIMOHHON pPabOThl HEBO3MOXKHO
o0ecreyuTh Ka4eCTBO MPEOCTABISIEMBIX YCIYT, COOTBETCTBYIOIIEE 3allpocaM M HYKJIaM KIMEHTOB.



Cocrostnue uHopManuu 00 YUPEKJIEHWU M MpaBUiax MPeJOoCTaBICHUS UM YCIyr JOJIKHO
COOTBETCTBOBaTh TpeboBanusMm denepanbHoro 3akona Poccuiickoit denepanuu «O 3amuTe mpas
MOTPEOUTENECH.

B nokymeHTanmuum CcHCTEMbl KayecTBa YUYPEXKACHUM JOJIKHBI OBITb H3JIOKEHBI CIEAYIOIINE
TpeOoBaHMsI K MHPOPMALIHH:

a) yupexxJeHue o0a3aHo TOBOJUTH JI0 Tpak/laH CBOE€ HAMMEHOBAHUE U MECTOHAX0XK/ICHUE JTIOOBIM
crocoboM, TPEAyCMOTPEHHBIM 3aKOHOAATENIbCTBOM Poccuiickoit denepanmu, MpeaocTaBiIsTh IO
TpeOOBAHMIO KJIMEHTOB HEOOXOIMMYIO M JIOCTOBEPHYIO MH(MOPMAIMIO O BBITIOJHIEMBIX YyCIIyTax,
MO3BOJISIIOIIYIO UM C/IeNIaTh KOMIIETEHTHBIN BHIOOD;

0) coctaB nHpopmanuu o0 yciayrax (B cOOTBeTCTBUHU ¢ DeaepaibHBIM 3aKOHOM «O 3aIuTe mpaB
noTpeOuTeINei») TOJDKEH BKIIIOYATh B CE0s:

- IEPEYC€Hb OCHOBHBIX YCIIYT, IPEA0CTABIISIEMBIX YUPEKICHUEM;

- XapaKTEepUCTHKY KaXIOW YCIyru, o0JacTb €€ MPEeJOCTaBIICHUS U 3aTpaTbl BPEMEHH Ha €€
PEAOCTABIICHUE;

- B3aMMOCBS3b MEXK/Iy Ka4€CTBOM YCIYTH, YCIOBUSIMU €€ MPEIOCTABICHUS U CTOUMOCTHIO;

- BO3MOKHOCTb ITOJTYYEHHUS OLIEHKU Ka4eCTBa YCIIYyTH CO CTOPOHBI KJIIMEHTA;

- YCTaHOBJICHUE B3aUMOCBSI3U MEXKIY MPENJOKEHHOM YCIyrol M pealbHbIMU HOTPEOHOCTIMHU
KJIMCHTA;

- MpaBWJia ¥ yCIoBus 3P(HEKTUBHOTO M 0€30MaCHOTO UCIIOJIb30BAHUS YCIYT;

- rapaHTHiIHbIE 00513aTENIbCTBA YUPEKACHUS - UCTIOJTHUTEINS YCIYT;

B) nH(poOpManus I0JKHA OBITH TOCTOBEPHOHM W monHoW. Eciu mpepocTaBieHrne HEJOCTOBEPHOI
WIM HEJOCTAaTOYHO TNOJHOM wuHpoOpMammMu 00 yCIyre TMOBIEKIO NPUYMHEHUE BpeAa >KU3HH,
3I0POBBI0 WJIM HWMYIIECTBY KJIMEHTA COLMAIBHON CIIy»)Obl (BCIEIACTBUE MPOU3BOJACTBEHHBIX,
pPEUENTYPHBIX M MHBIX HEIOCTAaTKOB YCJIYTH), OH BIPaBE MPEAbSIBUTH YUPEKICHUIO TPeOOBaHUS O
BO3MEUIEHNH MPUYNHEHHOIO BPEaa.

6 JloxymeHTabHOEe 0(pOPpMJIEHHE CUCTEMbI KauecTBa

6.1 Cuctemy kauecTBa OQOPMIISIOT B BHUJE KOMILJIEKTa JOKYMEHTOB (PYKOBOJCTB, IOJIOKEHUMH,
UHCTPYKUUH, METOIMKHU T.JI.), B KOTOPBIX YCTAHaBIUBAIOT TpPeOOBaHUS K CHCTEME KayecTBa
YUPEXKACHUS B LIEJIOM U K €€ COCTaBHBIM YacTsAM, YKa3aHHBIM B 4.2.

CreneHb TOKyMEHTUPOBAaHHOCTH CHCTEMbI KAYECTBA PA3IMUYHBIX YUPEKACHUN MOXKET OTIINYATHCS
B 3aBHCUMOCTH OT:

- pa3Mepa M TpEAHA3HAYEHUS YUPEKIACHMs, XapakTepa W 00beMa IPENOCTABISAEMBIX YCIYT,
KaTeropuii 006CIyKMBAaEMOro HaCeJICHHS;

- CJIO’KHOCTH TpoIiecca Mo MPEeJI0CTABIECHUIO YCIIYT;

- KOMIIETEHIINH MTEPCOHANIA YUPEIKICHHUSL.

JlokyMeHTa1usi MOKET ObITh J1E0001 (POPMBI U HA JIFOOOM HOCHUTEIIE.

6.2 JlokyMeHTalusi CHUCTEMbl KadecTBa JODKHA O(OPMIIATBCS Kak COCTaBHas 4acThb BCel
JOKYMEHTAIMH YUPEXKICHHUS U YTBEPKAAThCS B YCTAHOBICHHOM TOPSIJIKE.

6.3 OCHOBHBIM JOKYMEHTOM CHCTEMBI KadecTBa YUpexkAcHUs sBisgerca PykoBoacTBo 1o
KauyecTBY.

B Hem wu3marator oOmiee onucaHWe CHCTEMbl KayecTBa NPUMEHUTENBHO K KOHKPETHOMY
YUPEXKIEHUIO, Ppa3bACHAIOT IMOJUTHKY YYpEXKIEHUs B O0JacTH  KadyecTBa, OTPaXKaroT
OpPraHM3alMOHHYIO CTPYKTYPY CHCTEMBbI KadecTBa, 3aJayd W (QYHKUUHU TMOJpa3fesieHull u ciyxO0
YUpEeXJIEHUSI B 00JJACTH KauyecTBa, MPHUBOJAT CBEIECHUS O KOMIUIEKTE JOKYMEHTOB BCEX YpPOBHEM,
COCTaBJISIOLIMX HOPMAaTUBHO-METOJAMYECKYIO 0a3y CHUCTEMBI KauecTBa, YCTAHABJIMBAIOT MOPSI0K
BHEJPEHUs, PYHKIIMOHUPOBAHUSA U KOHTPOJISI CHCTEMBI KaueCTBa.

6.3.1 Ilomutuka B 00JacTH KavyecTBa JIOJDKHA MPEACTaBIATH COOOW OCHOBHBIE IIENIH, 33Ja4l U
IPUHLMIBL JEATEIbHOCTH YUPEXKJIEHUS B O0JIACTH KAayecTBa, JOKYMEHTAJIBLHO O(OpMIIEHHBIE U
IPHUHATHIE K 0053aTEIbHOMY BBIIIOJHEHHIO B YUPEKACHUU.

6.3.1.1 Lenu monuTuky B 001acTH KayecTBa JOJIKHBI OTPaXKaTh CIEIYIONINE BOIPOCHI:
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- obecrnieueHre MOCTOSIHHOTO YAOBJIETBOPEHUS KJIMEHTOB MPEJ0CTABIIEMbIMU yCIIyTaMH;

- MIOBBIILIEHUE KauecTBa YCIyT U 3 (HEeKTUBHOCTH (Pe3yIbTaATUBHOCTH) UX MPEAOCTaBICHHUS;

- IPUHATHE TPOPUIAKTHUECKUX MEp MO MPEAYNPEKACHUIO WU YPETYJIUPOBAHUIO MPETEH3UN U
’KaJ100 KJIMEHTOB;

- IPOYUE BOIMPOCHI, OTPAXKAIOIINE CHEIUPUKY NEATEIBHOCTU YUPEIKICHHUS.

CopnepkaHrue OCHOBHBIX 3a/lady W MPUHIUIIOB ACSATEIBHOCTU YUpEXKJACHHS B 00JIACTH KadecTBa
MpuBeIeHO B 4.6 n4.7/ COOTBETCTBEHHO.

6.3.1.2 Hapsny c¢ moapoOHbIM H3JI0KEHHEM ILeNed, 3ajad W IPUHLUIOB B PyKoBOACTBE MmO
KAueCTBY YUPEXKJEHUS JOJKHBI ObITh YETKO ONpPEneTeHbl U CPOPMYIUPOBAHBI TIOPSIOK U CIIOCOOBI
(METO/IbI) UX peaTu3aluu.

6.3.1.3 OTBETCTBEHHOCTH 32 MOJIUTUKY B 00JIACTH Ka4y€CTBa HECET PYKOBOAUTEIb YUPEKICHHUS.

OH pomkeH oOecneuuTh pa3bsCHEHHE U JOBEIEHUE JTOM MOJUTHKU JO0 BCEro IepcoHaja
YUPEKICHUS, YETKO ONPEACIIUTh MOJTHOMOYMS, OTBETCTBEHHOCTh U MOPSIOK B3aUMOJCHCTBUS BCETO
NEPCOHAJa YUYPEKIEHUS, OCYLIECTBIISIIOLIETO PYKOBOACTBO, HCIIOJIHEHHE YCIYI M KOHTPOJIb
NEeSATENbHOCTHU, BIUSIOLIEH HA KAYECTBO YCIYT.

6.3.1.4 B ¢dopMupoBaHMM TOJUTHKKA B OOJIACTH KadecTBa JOJDKHBI NMPUHHUMATh y4YacTHE BCE
PYKOBOJUTENH, OCYIIECTBIIAIOIINE YIIPABICHUE YUPEKICHUEM.

6.3.1.5 ITonutuka yupexaeHus B 00JACTH KauecTBA JIOJDKHA OXBAThIBaTh BCE HAMPABIEHUS €T0
JESTENBHOCTHA, COOTBETCTBOBATh MOTPEOHOCTAM M 3alpocaM KJIMEHTOB, CIIOCOOCTBOBATh
YIYUIIEHUIO COLMAIbHBIX M HSKOHOMHMYECKUX IOKa3zarenel yupexiaeHus. llomuTuka pomxHa
colepKaTb TakKke 0053aTeIbCTBO PYKOBOJCTBA YUPEXKACHHUS OCYILIECTBIISITH MOCTOSHHOE
YIIy4IIeHHE KauecTBa OOCITyKUBAHUS KIMEHTOB.

6.3.1.6 TlonuTuka yupexxaeHuss B 00JacTH KadecTBa JOJKHA BHEIPITHCS BO BCEX CTPYKTYPHBIX
MOJAPA3JICTCHUSAX YUPEXKACHUS U PEryJsipHO MOJABEPrarbCsl aHajau3y Ha MNPEIMET €€ MOCTOSHHOM
aKTyaJIbHOCTU U TIPUTOTHOCTH.

6.3.1.7 Peanuzamusi MOJWUTHUKH YUYPESXKIACHHS B O0JIACTH KadecTBa JOJDKHA OBITH OOecIieueHa
HEOOXOJUMBIMU pecypcamMu (KaJpOBBIMU, MaTEpPHUaTbHO-TEXHUYECKUMHU, WH(POPMAIMOHHBIMH |
JIPYTUMH).

JIist  BBITIOJTHEHWSI TPUHATON  YUPEKICHHEM TIOJUTUKHM B 00JacTH KadecTBa Mepen
MO/PA3JICTICHUSIMU U CIY>KOaMU YUPEKICHUS CTaBATCS 3a7a4ld HAa KOHKPETHBIE IJIAHOBBIE IEPHO/IbI
U TpH HEOOXOAMMOCTH CBOEBPEMEHHO YTOUHSAIOTCA U KOPPEKTHPYIOTCS PYKOBOJCTBOM
YUPEKICHUS.

6.3.1.8 B yupexaeHHH NOJDKHBI MPOBOIUTHCS MEPONPUATHS, O00ECIeYHBAIONINE TTOHUMAaHHE,
MOJIEPKKY M PEAM3aUI0 MTOJUTUKHU B 00JIaCTH KaUeCTBA BCEMU COTPYIHUKAMU YUPEKICHUS.

6.3.2 Opranu3zanoHHasi CTPYKTypa CUCTEMBI KA4ECTBA MOXKET ObITh IIPE/ICTABIICHA B BUJ/IE CXEMBI
(c HEoOXOAMMBIM TOSICHEHHMEM), Ha KOTOPOW JOJKHBI OBITh HM300pa)K€Hbl BCE CTPYKTYpHBIE
MO/Ipa3/IeJICHUs], HETIOCPEACTBEHHO YYaCTBYIOLIUE B MPEJOCTABICHNUN YCIYT WIH 00€CIeUurBatOINe
WX MPEIOCTABIICHHUE.

B nosicHenHuu k cxeme IOJKHBI OBITH OTPAXKEHBI 3a7aud, (PYyHKIHMU U OTBETCTBEHHOCTh BCEX
noJipa3AefieHNil U CiIy k0 yupekaeHHs] B 00JaCTH KauecTBa M MPHUBEACHBI CBEJIEHUS O JOKYMEHTax
BCEX YPOBHEH, KOTOPHIE JOKHBI COCTABISATh HOPMATHBHO-METOIUYECKYIO 0a3y CHCTEMbl KayecTBa
YUPEKICHUSI.

CBeneHus 0 JOKyMEHTaX MOTYT OBbITh MPECTaBICHBI B BUAEC CAMUX JIOKYMEHTOB, pa3pab0OTaHHBIX
BHOBb (TIOJIUTHKA B 00JIACTH KayecTBa U JIp.) WU YK€ JACUCTBYIOIIMX B YUPEKACHUU (TIOJTOKCHHUSI,
WHCTPYKIIMH, METOIUKH, PYKOBOJCTBA, TMpaBWia W T.A1.), HO OTKOPPEKTUPOBAHHBIX TMPH
HEO0OXOJAMMOCTH B LIEJsIX OoJiee TIOJHOTO y4YeTa B HUX BOIPOCOB KauecTBa, JMOO B BUJIE€ CCHUIKHM Ha
3TH TOKYMEHTHI ¢ nuH(opmaIieir 00 ux nmpegHa3HauYeHUU U KPATKOM COJIEP>KaHUU.

6.3.3 JlokyMeHTanusi CUCTEMbl KadyecTBa YUYPEXKICHHS JOJDKHA TOCTOSHHO IMOJJIEPKUBATHCS B
paboyeM COCTOSTHUU; yCTapeBIIasi JOKyMEHTAIUs JOJKHA CBOEBPEMEHHO M3bIMATHCS U 3aMEHATHCS
HOBOIA.
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7 Opranusanusi padéoTbl M0 KA4eCTBY

7.1 IloTHOMOYMSA ¥ OTBETCTBEHHOCTh MEPCOHAIA

7.1.1 B cucreme kauecTBa YUYpPEXKACHUS JAODKHBI OBITh YETKO ONPEIENICHBI IMOJHOMOYHS,
OTBETCTBEHHOCTb M  B3aMMOJEHCTBUE BCErO0 IMEPCOHANA YUYPEKICHMs, OCYILECTBIISIOLIETO
PYKOBOJICTBO pabOTOM, MPEAOCTABICHUE YCIYT U KOHTPOJIb IEATEIbHOCTH, BIMSIIONIEH Ha Ka4eCTBO
YCIyT.

OT0, B MEPBYIO OYEPEb, TOJDKHO OTHOCUTHCA K OOCIYKUBAIOUIEMY NEPCOHAIY, AESITEIbHOCTh
KOTOPOTO CBSI3aHA C BHIMIOJHEHUEM TaKUX MPOLETYP, KaK BBISBICHUE MPETEH3UM U 5Kaj00 KIMEHTOB,
MIPOBEACHUE MEPONPUATAN MO YCTPAHEHUIO WIIM MPEAYINPEKICHUIO HEAOCTAaTKOB, KOHTPOJIb
BBIITOJIHEHUS 9TUX MEPONIPUITHUH.

7.1.2 B yupexaeHUM [OODKHO OBITh HA3HAYEHO OTBETCTBEHHOE JHUIO (MPEACTaBUTENb
PYKOBOJICTBA) U3 YHCIA PYKOBOIAUTENEH YUPEXKACHHUS, KOTOpPOE HE3aBUCHUMO OT JApPYIrHuX
BO3JIOKEHHBIX Ha HETO 00S3aHHOCTEH JOKHO OTBEUYaTh 3a HA/JIE)KAIlee BHIIOJHEHHE TPEOOBAHUM,
YCTAHOBJICHHBIX HACTOSILIMM CTaHAAPTOM, U UMETH IOJTHOMOYHS JISL:

- obecrnieueHus pa3pabOTKU CHUCTEMbl KauecTBa, €€ BHEAPEHUS U MOJJAepXKaHusi B padouem
COCTOSIHUU;

- IPEACTaBIEHUS OTYETOB PYKOBOAUTENIO YUPEKACHUS O (YHKIIMOHUPOBAHUU CUCTEMbI KA4eCTBa
C LEIpI0 €€ aHauu3a W WCHOJIb30BaHUS IIOJYYEHHBIX pE3yJbTAaTOB KaK OCHOBBI  JUIA
COBEPLIECHCTBOBAHUS 3TOM CUCTEMBI.

7.1.3 VYupexiaeHue IOJKHO YCTaHOBUTH MOPSAOK pa3pabOTKu (MM KOPPEKTHUPOBKH, INpU
HEOOXOJAMMOCTH), PACCMOTPEHUS, YTBEPKIACHUS U BEACHHUS BCEX JIOKYMEHTOB, OTHOCSIIUXCS K
CUCTEME KayeCTBa, a TAK)XKE MOPSAAOK 00ECIICUEHHS UMH.

7.2 BHyTpeHHHe IPOBEPKH CUCTEMbI Ka4yecTBa

7.2.1 B cucreMe KadecTBa yUpeKICHUS JOJDKEH ObITh pa3paboTaH U MOACPKUBATHCA B pabodyem
COCTOSIHUM ITOPSZAOK IIPOBEIAEHUS BHYTPEHHHUX IIPOBEPOK KaueCTBA. BHYTpeHHNE POBEPKU CUCTEMBI
KauecTBa yUPEXKACHUS MPOBOIAT C LEIbI0 PEryIIPHONM OIeHKU €€ A (HEKTUBHOCTH U COOTBETCTBUS
YCTAaHOBJICHHBIM TpEeOOBaHUSAM, a TakXkKe JUId TMOJy4deHus uHGOpMaIluu, HEOOXOIUMOM aiis
obecniedenust 3pGHEeKTUBHOTO PYHKIIMOHUPOBAHUS ITON CUCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 3a OpPraHU3alMI0 U MPOBEICHUE IMPOBEPKU CUCTEMBI KayecTBa
YUPEKICHUS JTODKCH OBITh MPEJCTABUTENh PYKOBOICTBA, OTBETCTBEHHBIH 32 CUCTEMY KadyecTBa.

7.2.3 OTBETCTBEHHBIMU HCIOJHUTEISIMU 1O MPOBEACHUIO IIPOBEPOK PEKOMEHIYETCS Ha3HAYaTh
pyKoBoauTeNel nonapaszaeneHuil, 3p(HEeKTUBHOCTh U KA4eCTBO JIEATEIBHOCTH KOTOPBIX 3aBUCST OT
Ka4yeCTBa ACATEIIbHOCTH ITPOBEPSIEMBIX TOAPA3IACICHUM.

7.2.4 Db heKTUBHOCTh CUCTEMBI KaueCTBa YUPEKACHHUS ONPEACTSIOT 10 PE3yJIbTaTaM €€ OIEHOK,
M0JIy4aeMBbIX IIPU IIPOBEPKax.

7.2.5 B mnpouecce MNpOBEpKHM CHUCTEMbI KadeCTBA YUPEXKACHUM (M €€ COCTAaBHBIX 4YacTew)
OCYILIECTBIIAIOT:

- KOHTpPOJIb COOTBETCTBUS CHUCTEMBl KauecTBa TPEOOBAHMSIM HACTOSILIErO0 CTaHgapTa M
JTOKYMEHTAIIMU Ha HEE;

- aHAJM3 M OIIEHKY COCTOSTHUSI (PYHKIIMOHHUPOBAHUS CUCTEMBI KaueCTBa B IIEJIOM U OT/EIHHBIX €€
COCTaBHBIX YaCTCH;

- aHaJIM3 COOTBETCTBUS MPEIOCTABISIEMBIX YCIyT TPEOOBAHUSIM HOPMATHUBHBIX JOKYMEHTOB;

- aHaJIM3 U OIIEHKY Pe3yJbTAaTOB pabOTHI yUPEKICHUS B 00JIaCTH KauecTBa YCIyT;

- BBIPA0OTKY KOPPEKTUPYIOIIMX JACHCTBUM, HAMNpaBICHHbIX Ha YCTPAHEHHE HEJIOCTaTKOB,
BBISIBJICHHBIX B IIPOLIECCE MPENOCTABICHHS YCIYT, U COBEPIIEHCTBOBAHUE CUCTEMBI KAUECTBA.

7.2.6 TIpoBepkH CHUCTEMBI KauecTBa YUYPEKIEHWW MOTYT OBITh TJIAHOBBHIMU U OTIEPATUBHBIMHU.
[leprogMYHOCTh TUTAHOBBIX MPOBEPOK YCTAHABIMBAIOT B 3aBHCUMOCTH OT PE3YyJIbTATOB AHAJIM3a
Ka4yecTBa yCIyT.

OrnepaTuBHYIO MPOBEPKY CHUCTEMBI KaueCTBAa WJIM OTHAEJIbHBIX €€ COCTABHBIX YacTEeW MPOBOJAT B
Clly4yae pe3KOTo YXyAIIEHUsl MOKa3aTeliel, XapaKTepU3YIOIUX KOHEYHbIE Pe3yJbTaThl paboThl 1O
00€eCIeueHnI0 KaueCcTBa YCIYT, NPEIOCTABISIEMbIX KAKUM-IHOO0 MOIpa3IeICHUEM WK YUPEKICHUEM



B 1I€JIOM, B cCiy4yae OIEHKH S(PPEKTUBHOCTU KOPPEKTUPYIOIIUX JACUCTBUI, a Takke NpH
3HAYUTENbHBIX HW3MEHEHHUSX OpraHu3aluu paboT M TEXHOJOTHH MpeAoCTaBICHUS YCIYT,
OTPHLIATENBHO BIMSIOIINX HA UX KAYECTBO.

7.2.7 Tlocne oxOHYAaHUSI BHYTPEHHEW MPOBEPKU €€ pe3yibTaThl OQOPMIISIIOT B BUAE OTYETA O
COCTOSIHUU CHUCTEMBI Ka4eCTBa, B KOTOPOM OTPaXXarOT JAHHBIEC aHAIM3a COOTBETCTBUSI OKA3aTENeN U
pE3yNbTaTOB JESATEIBHOCTU YUPEXKJICHHUS B 00JACTH OOECMEYEeHHs] KadecTBa MPEIOCTaBISIEMBIX
YCIIYT YCTaHOBJICHHBIM TPEOOBAHUSM.

7.2.8 Pe3ynbTarhl NpPOBEPOK CHUCTEMBI KadyecTBa YUPEKICHUN SBISAIOTCS OCHOBAaHUEM JUIS
pa3paboOTKM M pealu3aluud MEPOIPUSTUN MO €€ COBEPIICHCTBOBAHHWIO, MO pPa3pabOTKE HOBBIX
METOJIOB M CPEACTB YIPABICHHUS KAa4eCTBOM IPEIOCTABISIEMbBIX YCIYT, YJYYIICHUIO COCTaBa H
coJiep KaHUsl HOPMaTUBHOM JOKYMEHTAllUK HAa CUCTEMY KayeCTBa.

7.3 lloaroroBKa KajapoB

7.3.1 B yupexxaeHun I0JKeH ObITh pa3paboTaH, JOKYMEHTAIbHO OGOPMIICH U YTBEPXKIEH IUIaH
MEPONPUATUH TI0 MOATOTOBKE (00yUYEHUIO, MOBBIIIEHUIO KBAIM(UKALIUY, aTTECTAllUHU, CTAXKUPOBKE U
T.J.) IEPCOHAJIA, BHIMOJIHSIONIETO PaOO0ThI, HEIIOCPEICTBEHHO BIUSIONINE HA KAYECTBO YCIYT.

7.3.2 TloaroToBKO#l mMepcoHasa JOJKHBI OBITh OXBAu€Hbl BCE COTPYIHUKHU YUPEKIACHHUS,
HEIOCPEACTBEHHO BIIMSIOIIME HA KQYECTBO YCIIYT, BKIIFOUAsi PYKOBOISAIINNM COCTAB BCEX YPOBHEM.

7.3.3 Ilpu pa3paboTke B peann3amnuy JIaHOB MEPOIPHUATHI TI0 TTOATOTOBKE KaapOB HEOOXOIUMO
YUYUTBIBATh W3JIOKEHHBbIE B 5.2.3 (dakTopsl (Kpurepuu), Kacaromigecs mopsaka paboTel co
CIELUAIINCTAMH YUPEKICHUS.

7.4 Anaan3 (l)yHKIIHOHHpOBaHI/Iﬂ CUCTEMBI KaY€CTBAa PYKOBOJACTBOM YUYPECKIACHUA

7.4.1 Cuctemy KadecTBa MEPUOJAUUYECKH JIOJDKHO aHAJIM3UPOBATH PYKOBOJCTBO YUPEXKICHUS IS
TOT0, YTOOBI MOKHO OBLIO YOEIUTHCS, UTO OHA YAOBIETBOPSET MPEABSIBISEMBbIM K HEW TpeOOBaHHSIM
1 3¢ (eKTUBHA.

7.4.2 Ananu3 J0JDKEH BKIIIOYATh OLEHKY pe3yJbTaTOB BHYTPEHHUX IPOBEPOK, MPOBOAUMBIX
HEIMOCPEACTBEHHO PYKOBOJACTBOM WM NPEACTABUTEIEM PYKOBOJACTBA, OTBETCTBEHHBIM 3a
(YyHKIIMOHUPOBAHHUE CUCTEMBI Ka4ECTBA YUPEHKICHHUS.

Pe3ynbTaThl MOAOOHBIX aHATU30B MCHOJB3YIOT JIA MOJITBEPKACHUS JOCTIKEHHUSA TpeOyemoro
KauecTBa 1 3P (HEKTUBHOCTH (PYHKIIMOHUPOBAHUS CHCTEMBI.

7.5 KOHTPOJIb M OLIEHKA KaYeCTBa yCJIyr

7.5.1 IIpu KOHTpPOJIE U OLIEHKE KaYeCTBA YCIYT YUPEKICHHUE TOIKHO:

- TPOBEPSATh U HACHTUPUIMPOBATH YCIYTH Ha COOTBETCTBHE HOPMATUBHBIM JOKYMEHTaM,
pPEIAMEHTUPYIOIIUM UX TTPEAOCTABICHUE;

- o0ecreynuTh CaMOKOHTPOIIb TEpCOHaNa, MPEJOCTaBISIONIET0 YCIYTH, KaK COCTaBHYIO YacTb
IIPOLECCa KOHTPOJIS;

- obecrnieunBaTh MPUOPUTET KIIMEHTOB B OIICHKE KauecTBa yCIIyT;

- MPAKTUKOBATh B YUYPEKIAECHUU DPETYJSPHYIO OLIEHKY CTEIEHH YIOBJIETBOPEHHOCTH KIMEHTOB
YCIYyTaMH ITyTE€M IPOBEIECHUSI COLIMOJIOTMYECKUX OIPOCOB.

7.5.2 CpaBHEHHME OIICHOK KJIMEHTOB M MCIOJHHUTENIEH YCIyT CIEAyeT MPOBOJUTH MOCTOSHHO,
9TOOBI OIICHUTh COBMECTHMOCTh JIBYX MEp HX KadecTBa, MPOBECTH (Tpu HEOOXOIUMOCTH)
KOPPEKTUPYIOIIME JEUCTBUS M ONPEAEIUTh, HACKOJIBKO JEATEIBHOCTb MCIIOJIHUTENEH YCIIyT
OTBEYAET MOTPEOHOCTSIM U 3aIpOCaM KIMEHTOB.



