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Llenv n npuHuunel ctaHgapTusauum B Poccuiickon ®egepauumn yctaHoBneHol PegepanbHbiv
3aKkoHOM oT 27 aekabps 2002 r. N 184-93 "O TexHUYEeCKOM perynvpoBaHun”, a npasuna
NpPUMeEHEHNSA HaunoHanbHbIX cTaHaapToB Poccuickon ®egepaumm - TOCT P 1.0-

2004 "CtanpgapTtusauma B Poccuinckon degepaumm. OCHOBHbIE NOMAOXeHnsa"

CBepgeHunsa o cTaHagapTe

1 PASPABOTAH ®epnepanbHbiM rocygapCTBEHHBIM YHUTAPHbBIM NpeanpuaTnem "Bcepoccuimcknia
Hay4HO-uccrefoBaTeNbCKUA MHCTUTYT CTaHg4apTu3aumm o60poOHHON NPOAYKLMM U TexHonorum"
(Pryr "PocobopoHctaHgapt"; oo 8 utonsa 2005 r. - dryr "BHUWctangapt")

2 BHECEH TexHu4eckum kommuteTomM no ctaHgaptmusauum TK 406 "CoumanbHoe obenyxnsaHue
Hacenexnus"

3 YTBEPXOEH V BBEAEH B JEVNCTBWE [Npukasom PenepansHOro areHTCTBa no TEXHUYECKOMY
perynupoBanuto 1 metponorum ot 30 nekabps 2005 r. N 534-ct
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4 B HacTosLeM cTaHOgapTe peanu3oBaHbl HOPMbI dbeaeparnbHbIX 3aKOHOB Poccurckon
depepaunu:

o7 10 gekabpsa 1995 . N 195-#3 "O6 ocHoOBax coLmanbHOro oocnyxMBaHusg HaceneHus B
Poccuiickon Pepepaumum”;

oT 9 aHBapsa 1996 r. N 2-#3 "O 3awmTe npas notpebutenen";

0T 27 gekabpsa 2002 r. N 184 -3 "O 1exHMYEeCKOM perynuposaHmmn”.

B ctaHpapTe peannaoBaHbl Takke HOpMbl NOCTaHoBNeHUs NpaBuTenscTBa Poccumnckonm
depepaumm ot 2 dhespansg 1998 r. N 113 "O HekOoTOpbIX Mepax, HanpaBMneHHbIX Ha
COBepLLUEeHCTBOBaHWE cucTeM obecneyeHms Kka4ecTsa NpoaykLumm v yenyr"

5 BBEJEH BIEPBbIE

UHopmayus 06 usmeHeHUsIX K Hacmoswemy cmaHOapmy nybnukyemcsi 8 eXe200HO
u3dasaeMoM UHhOpMayUOHHOM yKalamerne "HayuoHanbHbie cmaHdapmel”, a mekcm usmMeHeHul
U r1ornpasokK - 8 eXXeMeCcsI4YHO u3dasaeMblX UHGOOPMaUUOHHbIX ykazamernsax "HayuoHarnbHbie
cmaHOapmebl". B criydae nepecmompa (3ameHbl) uriu ommeHbl Hacmosiu,ea2o cmaHdapma
coomeemcmayoujee ygedomreHue bydem ornybruko8aHoO 8 exeMecsaqyHo usdagaemMom
uHgopmauyuoHHoM ykazamerne "HayuoHanbHbie cmaHOapmabil”. Coomeemcmesyrowas
UHbopmauus, ygedomrieHUe U meKkCcmbl pasmMewaromcesi makxe 8 UHghopMayUoHHOU cucmeme
obuwjezo nonb3o8aHuUs - Ha oghuyuanbHOM calime HayUuoHalbHO20 opaaHa Pocculckol
®edepayuu no cmaHdapmu3ayuu u 8 cemu MIHmepHem

1 O6nactb NpMMeEHeHUS

HacTosawmin ctaHgapT pacnpocTpaHseTcs Ha counanbHoe 0BCnyXuBaHNe HaceneHns un
ycTaHaBnueaeT TpeGoBaHUS K CUCTEME KaYeCcTBa yUPEXAEHUI coLmanbHOro o6cnyxmBaHms
(manee - yuypexaeHusi), NpegoCcTaBnsoWmMX coumanbHble YCnyru (ganee - ycrnyru) pasnmyHbimM
KaTeropusiMm HaceneHusl, oka3aBLUMMCS B TPYOHOWN KU3HEHHOW CUTyaLMu.

CTtaHgapT paspaboTaH C Lefblo ero UCrnonb3oBaHus B kayecTBe 6a30BON HOPMATUBHOWN OCHOBBI
npu paspaboTke CUCTEM KayeCcTBa KOHKPETHbIX YYPEXAEHMIN MPUMEHUTENBHO K cneumguke nx
AEeATENbHOCTH.

2 HopmaTunBHbIE CChISIKN

B HacTosLwem CTaHOapTe ncnosib3oBaHbl HOpMaTMBHbIE CCbIJTIKXA Ha cneaywimne ctaHaapTbl:
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TOCT P 50646-94 Ycnyrn HaceneHuto. TepMuHbl 1 onpegenieHus

TOCT P 50691-94 Mogenb obecnedyeHuns kayecTsa ycnyr

TOCT P 52142-2003 CoumnansHoe obcnyxmBaHue HaceneHus. KayecTBo coumarnbHbIX YCIVT.
OobLme nonoXxeHus

FTOCT P 52143-2003 CoumanbHoe obcnyxmBaHue HaceneHus. OCHOBHbIE BUAbI COLManbHbIX
yenyr

TOCT P MCO 9000:2001 Cuctembl MeHegxkmeHTa kadyectBa. OCHOBHbIE MOJIOXEHUS U cnoBapb

TOCT P MCO 9004:2001 CucteMmbl MeEHeAKMEHTa KadecTBa. PekoMeHgaumMm no ynyyeHuo
0eaTenbHOCTH

MpumeyaHue - MNMpur NONb30BaHUN HACTOSLLMM CTaHOAPTOM LienecoobpasHo NpoBEPUTL OENCTBUE
CCbINMOYHbIX CTAaHAAPTOB B MHPOPMALMOHHON cucteme obLiero nonb3oBaHus - Ha ouLManbHOM
canTe HauuoHarnbHoro opraHa Poccunckon ®efepauun no ctaHgapTusaumm B cetu IHTepHeT nnum
no eXxerogHo nagaBsaemMomy MHoOpPMaLMoOHHOMY yKkasaTento "HaunoHanbHble ctaHgapThl”,
KOTOpbI 0NyGrMKOBaH MO COCTOSIHMIO Ha 1 iHBaps TeKyLLero roga, U No COOTBETCTBYHOLLNM
€XEMECHAYHO 1M30aBaeMbiM UHPOPMALMOHHBIM yKa3aTensam, ony6rnkoBaHHbIM B TEKYLLEM roAy.
Ecnu cCbINOYHbIN JOKYMEHT 3aMEHEH (M3MEHEH), TO NPW NONb30BaHUM HACTOALWMM CTaHAAPTOM
cnenyeT pykoBOACTBOBATLCS 3aMEHSAEMbIM (M3MEHEHHbIM) JOKYMEHTOM. ECnu CcCbiNOYHbIN
AOKYMEHT OTMeHeH 6e3 3amMeHbl, TO MONOXEeHNe, B KOTOPOM AaHa CChINika Ha Hero, NpUMeHseTcs B
YyacTu, He 3aTparvMBaloLLEen 3Ty CChINKY.

3 TepMI/IHbI n onpegerneHnd

B HacTosilem cTaHgapTe npuMeHeHbl TepMuHbl o FTOCT P 50646 n TOCT P CO 9000.

4 Tpe6OBaHM$| K CUCtemMme KadecCTtBa yypexageHus

4.1 TpeboBaHuA K CMCTEME KayeCTBa YUpEeXOeHUs YCTaHOBIEHbl HACTOALLMM CTaH4APTOM B
COOTBETCTBMM C NonoxeHusamun defepansHbix 3akoHOB Poccuickon ®egepaunn m
noctaHoBneHunem lNpasutenscTBa Poccunckon ®egepaunmn, ykasaHHbIMU B MPEUCIOBUN
cTaHpapTa, a Takke nonoxerHnamu CTOCT P 50691, TOCT P 52142, TOCT P 52143 nrOCT P
MCO 9004.

4.2 Mopj cncteMom KavyecTBa yuYpeaeHna NOHNMatoT COBOKYNHOCTb €ro OpraHn3auMoHHOM
CTPYKTYpbI (C pacnpeaeneHneM oTBETCTBEHHOCTM COTPYAHWKOB 3a Ka4eCTBO yCnyr), npaBun,
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MeToa0B obecneyeHnst KayecTBa yCnyr, MPOLEeCcCoB NPeAoCTaBeHNs YCIyr, PECYPCOB
yypexaeHus (NMoAckmMX, MmaTepuanbHO-TEXHUYECKMX, NHOPMALMOHHBIX U APYTuX),
oGecneuynBatoLLylo OCYLLECTBIEHNE aAMUHUCTPATMBHOIO PyKOBOACTBa KA4€CTBOM YCIyT.

4.3 CI/ICTeMy KadyecTBa y4ypexaeHna co3aarT aAnd JOCTUXEeHUA N nogaepxXaHna ypoBHA Ka4veCTBa
ycnyr, COOTBETCTBYHOLLETO npeabaBnAeMbIM K HEMY Tpe6OBaHI/IFIM.

4.4 Cnctema kavecTBa yyuypexageHna OoJmKHa ABNATbCA HEOTbeEMIIEMOM YacTbto ObLLEN CUCTEMBI
ynpaBleHnAa OeATeNIbHOCTbIO y4YpexXaeHna no npenoctaBlieHUo coumarbHbIX YCIYT.

4.5 Cuctema kayecTBa yypexaeHusi npeaHasHavyeHa ans co3gaHns HeobxoanMbIX YCroBUI
rapaHTUPOBAHHOIO YAOBMETBOPEHWUS 3aKOHHbIX 3aMPOCOB U NOTPEGHOCTEN KMMEHTOB, NOBLILLEHUS
3 PeKTMBHOCTM M Ka4yecTBa YCNyr Ha BCEX CTafusiX UX NPEeAOCTaBEHMS C Lefblo
npeaynpexaeHnsi BO3MOXHbIX OTKIIOHEHWI OT 3a4aHHbIX TpebGoBaHMI K 3TUM ycryram,
obecneyeHns penyTaummn yupexaeHus Kak HagexxHoro 1 nopsiaoYHOrO UCMONTHUTENS YCIyT.

4.6 OCHOBHbIMY 3a4a4aMu, Ha peLleHne KOTOPbIX AOIMKHA ObiTb HaNpaBneHa cucTeMa kadyectsa
yypexaeHus, ABNaTCs:

- ocyLecTBreHne 3¢pEeKTUBHOIO KOHTPOIS 38 TEXHUYECKUMU, OPraHN3aLMOHHBIMU U APYTMMU
dhakTopamu, BANSIOWMMIN Ha Ka4eCTBO NpeaoCcTaBnsieMblX YCnyr;

- NpenoTBpaLLleHne UM ycTpaHeHne fobbiX HECOOTBETCTBUI YCIYT NPEeAbABMSEMbIM K HUM
TpeboBaHUAM;

- obecneyeHve cTabuUbHOrO YPOBHS KayecTBa yChyr;
- peLleHve Apyrux 3agay, oTpaxatLmx crneunduky AeaTenbHOCTU yYpexaeHni.

4.7 Pa3pa60T|<a n ('*)yHKLI,I/IOHMpOBaHI/le CUCTEMbI Ka4eCTBa y4pexaeHna OOJKHbI 6a3MDOBaTbC$I Ha
cnegyrwmnx OCHOBHbIX NpuHUMNax:

- MIpuopuUTETHOCTM TpeboBaHMI (3aNpPoCcoB) KNMeHTa No obecneyeHnIo KayecTBa ycnyr, TO ecTb
obecneyeHns yBepeHHOCTN B TOM, YTO 3TK TpeboBaHums (3anpocbl) OyayT NOMHOCTLIO
peanun3oBaHbl Npy NPeaoCTaBNEHNUN YCIYT;

- NpeaynpexaeHns npobrnem kayecTsa ycnyr, To eCTb 06ecne4yeHnss yBepeHHOCTU B TOM, YTO 3TK
npoGnembl 6yayT NpeaynpexaaTbesi, a He BbIBMATLCS M paspeLlaTbCs Nocne Ux BO3HUKHOBEHWS;

- cOGnIOAEHUS NONOXEHUI HOPMATUBHbIX AOKYMEHTOB, PErfamMeHTUpYoLWnx TpeboBaHus K
nopsiAKy U nNpaBuiaMm NpegocTaBreHns YCnyr;

- obecneyvyeHHOCTN yupexaeHust COOTBETCTBYOLUMN MIOACKMMU, MaTepmranbHO-TEXHUYECKUMUI U
apyrumum pecypcamu (6a3oBor 1 onepaTMBHON MHOPMALIMEN, TEXHUYECKOW AOKYMEeHTauunen,
AaHHbIMY O pe3ynbTaTax NPefoCTaBreHns YCryr N X KOHTPONS, UTOrax OLLEHKM KavyecTBa v Ap.);



- YeTKOro pacnpepgeneHua NOSTHOMOYMIA U OTBETCTBEHHOCTU nepcoHana 3a ero geAatTesibHOCTb No
npenocTtaBfieHU0 ycnyr, BIINAKOLLYIO Ha obecneyeHne nx Ka4yecTea,

- NINYHOM OTBETCTBEHHOCTUN PYKOBOACTBA YUYPEXAEHUS 38 KAYECTBO NPEAOCTaBNsAeMbIX YCNyr,
pa3paboTky, BHeApeHMe U KOHTPOmb 9hdEeKTUBHOCTM CUCTEMbI KayecTBa, 3a onpeaeneHme
nonuTMKM B obnactu kayecTBa, opraHn3aumo 1 obLiee pykoBoacTBo pabotammu no obecneyeHuto
Ka4yecTBa;

- obecneyeHne NUYHOM OTBETCTBEHHOCTM Ka)X4oro UCMNOJTHUTENS 3a Ka4eCcTBO ycnyr B codeTtaHunny ¢
MaTepunanbHbIM U MOpalribHbIM CTUMYITMPOBaAHNEM KavyeCTBa,

- BOKYMEHTaNbHOr0 0YOPMIIEHNS NMPaBW U MeTOA0B obecneyeHmnst kauecTsa yCnyr;

- obecneyeHnsi MOHNMaHNsS BCEMMU COTPYyOHUKaMM y4dpexxaeHusd Tpe6OBaHI/Il7| CUCTEMbIl Ka4ecCTBa K
nonuTuke B obnactu kayecTea.

5 OcHOBHble (hakTopbl, BNUSAOLLME HA KA4eCTBO YCIyr, 1 NOPSAOK
NX NCMONb30BaHMs NpU POPMUPOBAHNN CUCTEMbI Ka4ecTBa

yypexgeHnn
5.1 MNpu hopMmnpoBaHUN CUCTEMBI KA4eCTBa y4pexaeHu (Npu onpeaeneHnm nonnTmukun
yupexaeHusa B obnacTtu kavyecTsa, pa3paboTkm AOKYMEHTaLMN CUCTEMbI KQ4eCcTBa, opraHu3aumm
paboT No kayecTBy) HEOOXOOMMO YYnTbIBATb psg pakTopoB (KpUTEPUER) Pa3fIMYHOIO XapakTepa,
KOTOpble B 3HAYUTENbHON Mepe BUSAIOT Ha Ka4eCTBO MNpedocTaBnsieMblX YCryr.
MpaBWMbHbIN y4YeT 3TUX PaKTOPOB, UX MCNONb30BaHWeE Npu pa3paboTke COOTBETCTBYOLLMX
OOKYMEHTOB CUCTEMbI Ka4yecTBa U B MPaKTUYECKON OeATENBHOCTU yupexaeHus OyayT
Ccnoco6CcTBOBATh MOBbLILLEHWIO KAYECTBA YCNyT.
5.2 OCHOBHbIMU (hakTopamu ABNAOTCSA:
- HanM4mMe 1 CoCcTosiHME JOKYMEHTaUuKn, B COOTBETCTBUN C KOTOPOW (PYHKLUMOHUPYET yuYpexaeHune;
- YCMOBMS pasmeLLeHns y4pexaeHus;

- YKOMMJTEKTOBAHHOCTb y4peXxaeHua cneunanmnctamm n nx KBaJ'II/I(*)I/IKaLI,I/Iﬂ;

- cneymnanbHoe 1 TabenbHOEe TEXHUYECKOE OCHALLEHNe ydpexaeHnsa (obopyaoBaHue, npubopsl,
annapartypa u 1.4.);

- COCTOsIHME MHbopMaL MK 06 y4pexaeHun, nopsake u npaBunax NpeaocTaBneHns ycnyr
KnMeHTaMm.



5.2.1 B cocTtaB JOKYMEHTaUMM OOSKHbI BXOAUTD:

- nonoxeHve 06 ydpexaeHun (YcTas yupexaeHus), Bkroyatollee B cebsa cBegeHns o
npeaHasHa4YeHUn yupexaeHns, nopsiake ero OpMUpPOBaHUS, CoaepXaHns, peopraHnsaumm,
cBeneHns 06 OCHOBHbLIX 3afa4ax ero AeATenbHOCTH, KaTeropmnsx o6Ccnyxmnsaemblx N, Nopsake n
YCINOBUSAX 3a4MCNEeHNs Ha 0bCnyXmBaHMe, O CTPYKTYPHbIX NOoApa3AeneHnsax N X OCHOBHbIX
3afjavax, ceeeHust 06 obbeme 1 Nopsiake NPeAoCTaBeHUs UMK YCIYT U O APYrnx
opraHu3aLUMOHHbIX Y TEXHUYECKMX BOMpPOcaXx;

- NOJNIOXKEHUA O CTPYKTYPHbIX nogpas3aenieHnax ydpexgeHma, cogepallme ceegeHna o Kateropmax
rpaxanaH, O6CJ'Iy)KI/IBaeMbIX TEM U UHBIM Noapas3aerneHnem, CTodlmnx nepeg HAM 3agadax,
CpoOKax n ycnoBudax 06Cﬂy)KVIBaHVIFI rpaxgaH, ceeageHuna o gonoSIHUTENbHbIX AOKYMEHTaXx,
HeoOXxoaMMbIX ANS 3a4UCIeHNs Ha O6CJ'Iy)KMBaHV|e B AaHHOEe noapasgernieHne, ceeaeHnsa o
Konm4yecTBe COTpyaHUKOB nogpa3aerieHnAa, X OCHOBHbIX 00s13aHHOCTAX U T.4.;

- PYKOBOZACTBA, CryXeOHble NHCTPYKLMK, NpaBuna, MeTOANKM TEXHONOMMI, NpeaHa3Ha4YeHHble Ans
pernaMmeHTUpoBaHWs NpoLecca NpeaocTaBrieHns yeryr, onpeaeneHns MeTogoB (Cnoco6oB) ux
npefocTaBlieHNs U KOHTPOS, a Takke AJ1s1 COBEPLUEHCTBOBaHMS paboThbl yupexaeHns;

- JOKyMeHTauus Ha obopyaoBaHue, NpMbopkl U annapaTypy, CnocobCTByOWas obecnevyeHunto nx
HopMarsbHoW 1 Ge3onacHon akcnnyaTaumm, obecnyxmeaHms 1 nogaepxaHus B paboTocnocobHoM
COCTOSIHUW;

- HaUMoHarnbHble CTaHA4apThl coumanbHoro obenyxmneBaHus HaceneHust B Poccuiickon ®epepauuu,
COCTaBMnALIME HOPMATMBHYIO OCHOBY MpaKkTUYecKoi paboTbl yupexaeHns B obractm
npefocTaBnsieMbIX KIMEHTaM CoLManbHbIX YCIyT.

B 3aBUCKMMOCTM OT TOrO, HACKOMbKO Ka4eCTBEHHO COCTaBMEHbl 3TW JOKYMEHTbI, HACKOJIbKO
KBanNMmULMPOBAHHO 1 YETKO U3NOXEHbI B HUX 06S3aHHOCTW, NpaBa, NopsiAoK BbIMNONHEHNS
pasnuyHbIX Npoueayp Npv NPeAoCcTaBreHnn yCnyr v Apyrne yHKUUM nepcoHana, 3aBucut
3 PEKTUBHOCTb paboThbl yUpeXOAEHUS 1 KAYECTBO NPeAoCTaBsAeMbIX UM YCHyT.

Yka3aHHble JOKYMEHTbI JOJKHbI COCTaBNATb OCHOBY JOKYMEHTaLMN CUCTEMbI KayecTBa
yypexaeHusi. B npouecce hopMrpoBaHusi CUCTEMbI KayecTBa OHM MOTYT ObiTb Npu
Heo6XoaNMOCTN OTKOPPEKTUPOBAHLI C LiENbI0 NPUBEAEHUS X COAEPXKAHMS B COOTBETCTBME C
TpeGoBaHMSMU, NPpeabsABNSEMbIMA K HUM KaK K 4acTu JOKYMEHTaLuM CUCTEMbl KayecTBa.

5.2.2 YcnoBua pasmeLLeHuns yupexaeHus, obecnevmatoLlme ero acppekTmBHyo paboTy, 4OMKHbI
ObITb CrnegyoLLmMu:

- yYpexaeHue 1 ero CTpyKTypHble nogpasaeneHnsa omkHbl ObiTb pa3meLleHbl B cneumanbHo
npegHasHa4yeHHOM 30aHnn (34aHnAxX) Uy NOMeLLeHUAX, AOCTYMNHbIX ANA BCEX KaTeropum
obcnyxmBaembIx rpaxkgaH, B TOM Yucne Ansi MHBanuaoB v ApYrMx ManoMoOUnbHbIX rpymnn
HaceneHus. NomelleHna aomkHbl 6bITb 06ecneyeHbl BCeMy cpeacTBamMm KOMMYHanNbHO -ObITOBOro
00CnyXMBaHUA N OCHaLLEeHbl TeNedOHHOM CBA3bLIO;



- 10 pa3Mepam 1 COCTOSAHMIO NMOMELLEHUSA JOMKHbI 0TBeYaTh TpeBGoBaHUAM CaHUTapHO-
TMIMEHNYECKNX HOPM 1 NpaBur, 6e30nacHOCTU Tpyaa U AOIMKHbI OblTh 3alUMLLEHbI OT BO3AENCTBUS
(hakTopoB, OTpMLATENBHO BMUAIOLLMX HA KAYECTBO NpeaocTaBnseMbIX YCnyr (NMOBbILLEHHbIE
TemnepaTtypa Bo3ayxa, BNa)HOCTb BO3[yXa, 3anblfIEHHOCTb, 3ara3oBaHHOCTb, LWYyM, BUGpauus u

T.4.);

- nnowaab, 3aHUMaemasi y4pexxaeHvem, AormKHa No3BoNSTb HOpMarnbHOe pasMelleHne
rnepcoHana, KnMeHToB 1 NpeaoCcTaBreHne UM ycryr.

B cBsA3M ¢ aTUM Npu pa3paboTke CUCTEMbI Ka4ecTBa yupexaeHUsl A0MKHbI OblTb NpeayCcMOTPEHbI
Mepbl, HaMpaBrieHHbIe Ha co3AaHne UNn noaaepkaHue ynomMsaHyTbIX YCIOBUI, a npu
Heo6XoaNMOCTU 1 BO3MOXHOCTU - HAa UX YrydLllEeHMne.

5.2.3 Bonpocbl YKOMNNEKTOBAHHOCTM YYpeXaeHusl cneumanmuctaMmm n nx keanudukauum Takke
[OIMKHbI HANTWN OTPaXXeHMEe B CUCTEME KayecTBa KaK OMH U3 BaXXHENLLIMX akTOPOB, BIMSIOLLIMX
Ha Ka4ecTBO YCNyr.

B umcne takux BOMpPOCOB, noagnexallnx peweHnto B paMKax CUCTEMbI Ka4eCcTBa, MOTyT ObITb:

- NOJIHAaA YKOMMNNEKTOBaHHOCTb y4YpexaeHuns HeobxoauMbIMK crieumnanMcTamm B COOTBETCTBUMN CO
LWTaTHbIM pacnncaHnem;

- noabop cneunanncToB ¢ COOTBETCTBYIOLMM 0Opa3oBaHMeM, kKBanudukaumen,
npodgeccuoHarnbHOoM NOAroTOBKOW, o6nagatowmx 3HaHUSAMM 1 ONbITOM, HeoOXo4MMbIMK AN
BbINOSTHEHUS BO3I0XKEHHbIX HA HUX 00513aHHOCTEN; MOCTOSAHHOE NOBbILIEHNE UX KBanMdukaumnm
y4eboli Ha Kypcax nepenofroToBKM M NOBbIWWEHNS KBANUMUKaLMK MU MHBIMK criocobamu;

- YyeTKoe pacnpegerneHne o6sa3aHHOCTEN CneunanmcToB, U3NOXEHHbIX B OMMKHOCTHbIX
WHCTPYKUMSIX, MeToaAUKax 1 APYrnx JOKYMEHTax, perfnameHTUpYLLMX X 06s13aHHOCTM, NpaBa u
OTBETCTBEHHOCTb;

- obsizaTenbHas arrTectauua cneumanncTtos B YCTaHOBJIEHHOM NOPALKE;

- BOCMUTaHUE Y BCEX COTPYOHUKOB YUYPEXOEHMUS BbICOKMX MOPanbHbIX U MOParnbHO-3TUYECKNX
KayecTB, YyBCTBA OTBETCTBEHHOCTM U HEOBXOAMMOCTI PYKOBOACTBOBATLCS B CBOEW paboTe ¢
KNMeHTaMn NpUHLMNaM1 ryMmaHHOCTU, CNpaBeAMBOCTU, 0GBEKTMBHOCTU M O0BpoXKenaTenbHOCTH,
yYnUTbIBasi UX PU3NYECKOE U NCUXUYECKOE COCTOSHUE;

- MPUHATME MEP K HEAOMYLLEHNIO pa3rnalleHnst COTPYAHUKaMUN YYPeXaeHUss CBeaeHNA NTIMYHOTO
XapaKkTepa o KruMeHTax, Mbo 3TW CBEAEHMSI COCTABMAIOT CNY)XEOHYI TaliHy U 3a UX pasrnalleHve
BUHOBHbIE HECYT OTBETCTBEHHOCTbL B NOpPsiAKe, YCTAaHOBNIEHHOM 3aKOHOAATeNbCTBOM Poccuinckom
depepaumn.

5.2.4 [1ns Ka4eCTBEHHOro NPEeAOCTaBNEHNs YCNyT yYpeXaeHne A0MKHO ObiTb OCHALLEHO
cneumanbHbiM U TabenbHbIM 060pyAOBaHNEM, annapaTypol U npuéopamu, oTBEYaoLWUMK
TpeboBaHUSIM COOTBETCTBYIOLLNX CTaHOAAPTOB, TEXHUYECKUX YCIOBUIA, APYTUX HOPMaTUBHbIX



OOKYMEHTOB U obecnednBaoLLMMM Haanexallee Ka4ecTBo npenocrtaBiideMbIX YyCIyr.

ﬂoaTomy B CMCTEME KayecCTBa y4vpexageHna OOJTKHbI ObITb npeaycMoTpeHbl MEPONPUATUA,
HanpasJlieHHblEe Ha TO, YTOObI:

- obopynoBaHue, NprMbopbl 1 annapaTypa UCNoNb30BanMcb CTPOro Mo Has3HaAYeHuo B
COOTBETCTBUM C JOKYMEHTaLMen Ha ux yHKLMOHMPOBAHUE 1 3KCMyaTauuto, coaepxanvch B
TEXHWUYECKN UCTIPAaBHOM COCTOSIHUK, KOTOPOE CUcTeMaTUYeckn Obl MPOBEPSANOCh;

- HencnpaBHoe obopyaoBaHue, Npubopkl U annapatypa, AatLwme npu paboTe COMHUTENbHbIE
pe3ynbTaTbl, CBOEBPEMEHHO CHUMAIUCh C 3KCMyaTaumm, 3aMeHaNUCh UM PEMOHTUPOBANUCH
(ecnv oHKM noanexaT PEMOHTY), @ MPUroAHOCTL OTPEMOHTUPOBAHHbIX NoATBEPXA4anachb nx
NpoBePKON.

5.2.5 Bonpocbl MHGopMauum A0SBKHbI ABMIATLCA COCTaBHOM YacTbl CUCTEMbI KayecTBa
yupexaeHus, Tak kak 6e3 npaBuibHO OpraHM30BaHHOW MHAPOPMALIMOHHOW PaboTbl HEBO3MOXHO
obecneunTb Ka4eCTBO NPeAOCTaBNsAEMbIX YCIyr, COOTBETCTBYIOLLEE 3anpocam U Hyxaam
KIMMEHTOB.

CocTosiHMe nHdopmaLmm 06 y4pexxaeHum u npasmnax NnpeaocTaBneHnss UM yCryr OOJTKHO
COOTBETCTBOBaTb TpeboBaHuam PegepanbHoro 3akoHa Poccuinckon Pegepaumm "O 3alwmte npas
notpebutenen".

B nokymeHTaumMm cucteMbl KayecTBa yupexaeHuin OSKHbI ObiTb U3MOXEHbI cneayoLime
TpeboBaHUs K MHOPMaLIMN:

a) ydpexaeHune 0693aH0 4OBOAMTL A0 rpaXaaH CBOE HaMMEHOBaHUE U MECTOHaxXoXAeHne nobbim
cnocobom, NpeaycMoTpeHHbIM 3aKkoHoaaTenbcTBOM Poccuiickon ®egepaumm, NpeaocTaBnsiTb No
TpeboBaHUIO KNMEHTOB HEOOXOAMMYIO U [OCTOBEPHYIO MHPOPMALMIO O BbIMOSHAEMbIX yCryrax,
NO3BOMSAKLLYO UM cAenaTb KOMMNETEHTHbLIN BbIOOP;

6) coctaB uHopmauum o6 ycnyrax (B coorseTcTBumn ¢ PefepanbHbiM 3akoHoM "O 3awimTe npas

noTpedbutenen") OOMmMKeH BKNoYaTh B ceds:

- NepeYyeHb OCHOBHbIX YCIyr, nNpeaocTtaBideMbIX y4pexaeHnem,

- XapaKTepucTtuky Kaxxgom ycnyru, obnacTb ee npegocrtaBlieHNA U 3aTpaTbl BpeMeEHN Ha ee
npenoctaBlieHne;

- B3aMMOCBA3b MeXAy Ka4eCTBOM YyChnyru, ycrnosmamuy ee npenoctaBlieHNAa N CTOMMOCTbHO;

- BOBMOXHOCTb NoJ1y4eHUa OLeHKN Ka4decTBa yCI1yrn CO CTOPOHbI KIMMEeHTa,

- YCTaHOBJ1€HMEe B3aMMOCBA3N MeXAy HpeLIHO)KeHHOPI yCﬂyFOI7I N pealnbHbIMA ﬂOTpe6HOCT9|MVI
KINWEeHTa,
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- NpaBuna n ycnosusi 3aeKTUBHOrO U 6e30nacHOro UCnonbL30BaHUS YCyT;
- rapaHTUiiHble 06s3aTeNbCTBA YUYPEXOAEHUS - UCMONHUTENS YCIYT;

B) MHOpMauuMa AormkHa ObiTb 4OCTOBEPHON 1 NonHoN. Ecnv npegocTaBneHne HeJOCTOBEPHOM
UM HeJOCTaTOYHO MOMHOM MHopMaLum 06 ycryre NoBMAEKo NPpUYMHEHME BPeaa KU3HM,
3[0POBbLI0 MU MMYLLEECTBY KIMEHTa coLmanbHo crybbl (BCneacTBre NPoM3BOACTBEHHbIX,
peLenTypHbIX U MHbIX HEAOCTATKOB YCIyru), OH BNpaBe NpeabsBUTbL yYpexaeHuo TpeboBaHus o
BO3MeELLEHMN MPUYMHEHHOTO Bpeaa.

6 [JokymeHTanbHoe opopMIieHMe CUCTEMbI KadyecTBa

6.1 Cucrtemy kayecTBa opopMNSIOT B BUAE KOMMSIEKTa JOKYMEHTOB (PYKOBOACTB, NOSIOXKEHWUMN,
WHCTPYKLUMIA, METOAMK U T.4.), B KOTOPbIX YCTaHaBNMBAlOT TpebOBaHNA K cUCTEME KadecTBa
yypexaeHusi B LLerioM U K ee COCTaBHbIM YacTsaM, yka3aHHbIM B 4.2.

CteneHb OOKYMEHTUPOBAHHOCTU CUCTEMbI Ka4eCTBa pPas3sinyHbIX y‘-lpG)K,D,GHVIVI MOXEeT OTNnn4aTbCA
B 3@aBUCUMOCTW OT:

- pasmepa v npegHasHa4YeHns yupexxaeHusi, xapakrepa u o6bema npegocTaBnsiemMbiX YCnyr,
KaTeropuii o6¢cny>KnMBaeMoro HaceneHus;

- CNOXHOCTKM Npouecca No NPeAoCTaBNEHMIO YCNYT;
- KOMMETEHUNM NepcoHana y4ypexaeHusl.
[okymeHTauusa MoxeT ObITb Ntlo00l opMbl U Ha NtOO6OM HocuTere.

6.2 [lokyMeHTauus cucteMbl kayecTBa A0JKHaA OPOpPMIIATLCS Kak COCTaBHasA YacTb BCEN
OOKYMEHTaLUMM yUYpexXaeH st n yTBep)KAaTbCA B yCTAHOBIIEHHOM MOPSAKE.

6.3 OCHOBHbIM OOKYMEHTOM CUCTEMbI Ka4eCTBa y4pexaeHna ABndaeTcA PyKOBO,D,CTBO no
KayecTBy.

B Hem nanaratoT obLee onncaHue CUCTEMbI Ka4ecTBa MPUMEHNUTENBHO K KOHKPETHOMY
yUYpeXaeHu o, pasbACHSIIOT NOMUTUKY yupexaeHust B obnactu kayectsa, oTpaxaroT
OpraHuM3auMoHHYI0 CTPYKTYPY CUCTEMbI KavyecTBa, 3agayum U pyHKUMM noapasgeneHnii n crnyxo
yypexaeHus B 06racTu kayecTBa, NPMBOAST CBEAEHMS O KOMMIEKTE JOKYMEHTOB BCEX YPOBHEN,
COCTaBNALMNX HOPMATMBHO-MeTOANYECKY0 6a3y CUCTEMbl KayecTBa, yCTaHaBMMBAaOT NOpPSLoK
BHeApeHUs, DYHKLUMOHNPOBAHUS U KOHTPOMS CUCTEMbI Ka4eCTBa.

6.3.1 MNMonuTnka B obnacTtun ka4yecTBa AOMKHA NPeaCcTaBNATb COOOM OCHOBHbIE Lienun, 3a4ayun 1
NPUHUMMbI AEATENBHOCTM YYpexaeHus B obnactu kayecTBa, AOKyMEHTanbHO 0pOpMIIEHHbIE U



NPUHATBLIE K 06593aTEeNbHOMY BbINOSIHEHMIO B YUYPEXOEHUN.

6.3.1.1 Llenu nonntunkmn B obnactn kayecTsa OOJBKHbI OTpaXaTb CreayroLme Bonpochi:

- obecneyeHne NOCTOAHHOIO YAOBNETBOPEHUS KITMEHTOB NPEAOCTaBISAEMbIMUN YCIyramu;

- MOBbILLIEHNE Ka4yecTBa YCnyr n 3pPeKTUBHOCTM (Pe3yNbTaTUBHOCTM) X NPEOOCTABNEHUS;

- MPUHSITME NPOUNAKTUYECKNX MEP MO NPeaAYNPEXOEHNI0 UNN YPETYNIMPOBaHUIO MPETEH3UN 1
»Kanob KnneHToB;

- NpOYne BOMPOCHI, OTpaxatoLme cneunduky 4esaTenbHOCTU yYpexaeHust.

CopepaHne OCHOBHbIX 3a4a4 U NPUHLMIMNOB AEATENbHOCTU yYpexaeHus B o6nacTy kadecTsa
npueeneHo B 4.6 n 4.7 cOOTBETCTBEHHO.

6.3.1.2 Hapsigy ¢ nogpo6HbIM M3NoXeHWeM Lienewn, 3agay 1 npuHuunoB B PykoBoacTtee no
Ka4yecTBY yYpeXxaeHusi AOSMKHbI OblTb YETKO onpeaeneHbl U cOopMynnMpoBaHbl MOPSIAOK U CnocoObl
(MeToAbl) X peanusauuu.

6.3.1.3 OTBETCTBEHHOCTb 3a NOJINTUKY B obnacTtn kayecTBa HeceT pykoBOOUTESb YHpEeXOeHUA.

OH pomkeH obecnevnTb pa3bsaCHEHME U IoBeAeHMe 3TOV NONMUTUKX 0 BCEro nepcoHarna
ydpexaeHusi, Y4eTKo onpeaenuTb NOSIHOMOYUS,, OTBETCTBEHHOCTb M NOPSA0K B3aMOAENCTBUS
BCEro rnepcoHana y4pexaeHus, OCyLLEeCTBSALIEr0 PyKoBOACTBO, UCMOSHEHWNE YCMYT U KOHTPOIb
[AeATenbHOCTH, BNUAIOLWWEN Ha Ka4YeCTBO YCIyr.

6.3.1.4 B doopmmpoBaHmMM NOMMUTUKN B 06NacTK KavyecTBa OOMKHbI NPUHUMATL y4acTue Bce
PYKOBOAUTENMN, OCYLLECTBIIAOLWNE YNPABEHNE YUPEXKOAEHNEM.

6.3.1.5 MonuTuka yypexaeHus B o6nacti ka4yecTBa [OMKHa OXBaTbiBaTb BCE HaNpaBIieHUsi ero
[AeATenbHOCTU, COOTBETCTBOBATb MOTPEGHOCTAM 1 3anpocamM KIIMEHTOB, CNoco6CTBOBaTh
YNyYLIEeHUIO coumarnbHbIX U 3KOHOMUYECKMX NokasaTtenen yupexaenns. MNonutrka gomkHa
coaepxaTb Takke 06513aTenbCTBO PYKOBOACTBA YUYPEXAEHNS OCYLLECTBATb NOCTOSAHHOE
ynyJdlieHve kayectsa o6CnyXnBaHusl KIMEHTOB.

6.3.1.6 MNonutuka yupexaeHusa B obnactn ka4yecTsa JOMMKHA BHEOPATHCS BO BCEX CTPYKTYPHbIX
noapasaernieHusixX yYpexaeHnsa n perynapHo nogsepratbcs aHanuay Ha npegmMeT ee NOCTOSAHHON
aKTyanbHOCTU U NPUrOOHOCTH.

6.3.1.7 Peanusaumsa NnonuTnkK yupexaeHms B obnactu kayectsa gofkHa ObiTb obecnedeHa
HeobxoaMMbIMK pecypcamin (KagpoBbiMU, MaTepuanbHO-TEXHUYECKUMN, MHPOPMALIMOHHBIMM U

apyrumm).

[ns BbINONHEHUS I'IpVIHFlTOVI yypexageHmem nosimnTmkn B obnacTtu kayecTBa nepen
nogpasgeneHnamm mn CJ'Iy)K6aMVI yypexneHuna ctaBATCA 3agadn Ha KOHKPETHbIe nilaHOBbIe



nepuoabl 1 Npyu HEOGXOANUMOCTM CBOEBPEMEHHO YTOYHSIIOTCS Y KOPPEKTUPYIOTCS PYKOBOACTBOM
yypexaeHust.

6.3.1.8 B yupexgeHumn gOmKHbI NPOBOANTLCA MEPONPUATUS, obecneymnBaroLme NoHNMaHune,
NoAdEPXKY M peanu3aumo NoMTUKN B 0611acTu KadecTBa BCEMU COTPYAHUKAMU YUpEXOEHNS.

6.3.2 OpraHnsaumnoHHas CTpyKTypa CUCTEMbI KayecTBa MOXET ObiTb NpeacTaBreHa B BUAE CXEMbI
(c HeoBX0AMMbBIM NOSICHEHMEM), HA KOTOPOW AOIMKHbI ObITb N306paXKeHbI BCE CTPYKTYPHbIE
noApasfeneHusi, HeNoCPEACTBEHHO yYacTBYHOLLME B NpeaoCTaBNeHnn yeryr unm
obecneynBatoLLMe NX NPELOCTaBIEHME.

B nosicHeHuM k cxeme OOMmKHbI ObiTb OTpaXkeHbl 3a4auu, PYHKLUM U OTBETCTBEHHOCTb BCEX
noapaszeneHuin n cnyx6 ydpexaeHus B obnactu kayectsa v NpuBeAeHbl CBEAEHWUSI O AOKYMEHTax
BCEX YPOBHEW, KOTOPbIE AOMKHbI COCTaBMNSATb HOPMaTUBHO-MeToAMYeckyto 6a3y cuctembl
KayecTBa yuYpexaeHus.

CBefeHunsi 0 JOKyMeHTaxX MOryT ObITb MpeAcTaBneHbl B BUAe CaMuX AOKYMEHTOB, pa3paboTaHHbIX
BHOBb (MONMTKKa B 00NacTn KayecTsa 1 Op.) UNn yxxe OeNCTBYHOLMX B YYpEXAEHUN (MOMOXKEHWS,
WHCTPYKLMM, METOAMKMN, PYKOBOACTBA, NpaBuna u T.4.), HO OTKOPPEKTUPOBAHHbLIX NP
HeobxoaMMocCTy B Lensx 6onee NomnHOro y4eta B HUX BOMPOCOB KavyecTBa, NMMbo B BMAE CCbINKU
Ha 9TV OOKYMEHThI ¢ MHGopMaLmen o6 nx npegHasHavYeHMn 1 KpaTkoOM COOEep>KaHUN.

6.3.3 [lokymMeHTaumsa CUCTEMbI Ka4yeCcTBa y4peXaeHUsl A0JKHA NOCTOSAHHO NOAAEPKMBATHCH B
pabo4eM COCTOSHUK; yCcTapeBLUasi AOKYMEeHTauust 4OMKHa CBOEBPEMEHHO U3bIMATbCS U
3aMeHSATbCS HOBOW.

7 OpraHusaums paboTbl MO Ka4yecTBy

7.1 MIonHOMO4YMA N OTBETCTBEHHOCTbL NMepcoHana

7.1.1 B cucteme kayecTBa ydpexaeHnsa OOMKHbI ObiTb YETKO onpeaeneHbl NOSTHOMOYNS,
OTBETCTBEHHOCTb W B3aUMOENCTBME BCErO NnepcoHana yuypexaeHus, ocyLecTBhAsoLero
pPYKOBOACTBO paboTou, NpegocTaBneHne yernyr n KOHTPOISib AEATENbHOCTU, BIIMSIOLWEN Ha
Ka4yeCcTBO YCIyr.

370, B NepBYI0 0Yepe/lb, AOMKHO OTHOCUTLCA K 06CNyXXMBalOLLEMY NepcoHarny, AeATeNnbHOCTb
KOTOPOro CBsi3aHa C BbINOSTHEHMEM TakuX Npoueayp, Kak BbiSBNEHWE NPETEeH3UIN 1 xanob
KNWEHTOB, NPOBEAeHNe MEPONPUATHIA MO YCTPaHEHUIO UMK NpeaynpexnaeHnio He4oCTaTKoOB,
KOHTPOSb BbINOMHEHMS 3TUX MEPONPUSATUN.

7.1.2 B yupexxgeHun OrmKHO ObiTb HA3HA4YeHO OTBETCTBEHHOE NNLO (NpeacTaBUTeNb
PYKOBOACTBA) M3 YnCra PYKOBOAUTENEN yUpeXOEHNS, KOTOPOE HE3AaBMCUMO OT APYrnx
BO3I0OXEHHbIX Ha Hero 06s13aHHOCTEN AOIMKHO OTBeYaTh 3a Haanexallee BbiNofIHeHne
TpeboBaHUN, yCTAHOBMEHHbIX HACTOALMM CTaHAAPTOM, U UMETb MONTHOMOYMS ANs:



- obecneyeHunst pa3paboTKkn CUCTEMbI Ka4ecTBa, ee BHEAPEHNS N NoAAep)KaHUs B paboyem
COCTOSIHUW;

- npencrtaBleHNA OTYETOB PYKOBOOUTESO yHpexxaeHUd o (byHKLl,I/IOHVIpOBaHVIVI CUCTEeMbl Ka4yecTBa
C Ueliblo ee aHanmaa " ncnosib3o0BaHUA NMoJTy4eHHbIX pe3yribTaToOB Kak OCHOBbI AJ1A
coBepLIeHCTBOBaHUA 3TOW CUCTEMBbI.

7.1.3 YupexaeHne OOMKHO YCTaHOBUTL NMOPSA0K pa3paboTKy (MM KOPPEKTUPOBKM, MpU
HEeoOXO0AMMOCTU), PAaCCMOTPEHUS, YTBEPXKAEHNS U BEAEHUSA BCEX LOKYMEHTOB, OTHOCALLMXCS K
cucTemMe KavecTBa, a Takke nopsagok obecneyeHns umu.

7.2 BHyTpeHHMe NpoBepKU CUCTEMbI KayecTBa

7.2.1 B cucteme kayecTBa ydpexaeHns OomkeH ObiTb pa3paboTaH 1 NogaepkmBaTbcs B padboyem
COCTOSIHMM NOPSAJ0K NPOBeaeHUsA BHYTPEHHUX MPOBEPOK KavyecTBa. BHyTpeHHWe npoBepku
CUCTEMbI Ka4ecTBa ydpexaeHns nNpoBoasAT C Lerbio perynsipHon oueHku ee apeKTUBHOCTM U
COOTBETCTBUS YCTAHOBIMEHHBbIM TPEBOBaHUSAM, @ Takke AN NofnyvyeHns nHopmauuu,
Heobxoammon ansa obecneveHns aHEKTUBHOIO (PYHKLMOHMPOBAHUSI 3TOW CUCTEMBI.

7.2.2 OTBETCTBEHHbIM NNLOM 3a opraHun3auuo n npoBeaeHmne npoBepPKN CUCTEMbI Ka4eCTBa
yypexnoeHua oJKeH ObITb npencrtaBuTeslb PyKOBOACTBa, OTBETCTBEHHLIN 3a CUCTEMY Ka4ecCTBa.

7.2.3 OTBETCTBEHHbLIMMW UCMOMHUTENAMM NO NPOBEAEHMIO NPOBEPOK PEKOMEHAYETCA Ha3Ha4YaTb
pykoBoauTenen nogpasgeneHnin, 3pPeKkTMBHOCTb U KAYeCTBO AEATENbHOCTU KOTOPbIX 3aBUCAT OT

KayecTBa AeATENbHOCTM NPOBEepPsSeMbIX noapasaeneHui.

7.2.4 3PEeKTUBHOCTb CUCTEMbI KAYeCcTBa yUpexXaeH st OnpeaenstoT rno pesynbraTtaM ee OLeHOK,
nosny4yaembIx Npu NpoBepKax.

7.2.5 B npouecce NpoBepKN CUCTEMbI Ka4ecTBa yUpexaeHun (U ee COCTaBHbIX YacTen)
OCYLLEeCTBNSAIOT:

- KOHTPOJ1Ib COOTBETCTBUA CUCTEMbI Ka4eCTBa Tpe6OBaHI/I$IM HacTodALllero craHgaprta un
OOKYMEHTauUun Ha Hee,

- aHalnn3 n oueHKY COCTOAHUA beHKLWIOHI/IpOBaHI/Iﬂ CUCTEMbl Ka4yeCTBa B LEJIOM U OTAESIbHbIX €€
COCTaBHbIX YacTen;

- aHalnn3 CoOOTBETCTBUA NpeanocTtaBlideMbIX yCnyr TpGGOBaHI/IFlM HOPMaTUBHbIX OOKYMEHTOB;

- dHalin3 " OLUEeHKY pe3yribTaToB pa6OTbI yqypexageHuna B obnacTtn kayecTBa ycnyr;

- BbIpabOTKY KOPPEKTUPYIOLLMX AENCTBUIA, HANpPaBEHHbIX HA yCTpaHeHe He0CTaTKOB,
BbISIBMEHHbIX B NMpoLiecce NpefocTaBrneHunst yCryr, U COBEPLUEHCTBOBaHNE CUCTEMbI KayecTBa.



7.2.6 MNMpoBepKM CUCTEMBI KQYeCTBa YYpEXAEHUN MOTYT OblTb MAAHOBBLIMU U ONEPaTUBHBIMU.

MeproanYHOCTb NaHOBbLIX MPOBEPOK YCTaHABMMBAKT B 3aBUCMMOCTU OT pe3ynbTaToB aHanmsa
KayecTBa ycnyr.

OnepaTtnBHYIO NPOBEPKY CUCTEMbI KQ4E€CTBA UITM OTAENbHbBIX €€ COCTaBHbIX YacTeln NPOBOAST B
cny4ae pesKoro yxyaLleHusi nokasaTernemn, XxapakTepuayrLmnx KOHEYHbIe pe3ynbTaThl paboTbl MO
obecneydeHnto KadecTBa ycrnyr, NpegocTaBNAeMblX KakuM-nmbo nogpasgeneHnemM nnu
yuypexneHvem B LenoMm, B criydae oLeHKM aeKTUBHOCTU KOPPEKTUPYIOLLNX OENCTBUN, a TaKkKe
NPy 3HAYUTENBbHbLIX UBMEHEHUSIX OpraHm3aumnmn paboT U TEXHONOMNIN NPeaoCTaBEHNs YCIYT,
oTpuUaTeNibHO BIIMSAOLMX HA UX KAYECTBO.

7.2.7 Tlocne OKOHYaHUA BHYTPEHHEN NMPOBEPKM €€ pe3yrbTaTbl 0OPMASAIOT B BUAE OTYeTa 0O
COCTOSIHMM CUCTEMBbI Ka4ecTBa, B KOTOPOM OTpaxatoT AaHHble aHanM3a cOOTBETCTBUA
nokasaTernien n pesynbTaToB AesATENbHOCTU yupexaeHusa B obnactn obecneveHms kayecTaa
npegocTaBnaembIX YCNyr yCTaHOBMNEHHbIM TpeboBaHUSM.

7.2.8 Pe3ynbTaTbl NPOBEPOK CUCTEMbI KAYeCTBa yUpeXxaeHW SBASTCA OCHOBaHMEM AN4
pa3paboTku 1 peanuaaLmm MeponpuaTUA N0 ee COBEPLLEHCTBOBAHUIO, MO pa3paboTke HOBbIX
MEeTOAOB U CPEACTB yNpaBreHUs Ka4eCcTBOM NpeaocTaBAseMbIX YCyr, Yy4LlleHWo CoCTaBa U
coepXaHnst HOpMaTMBHOW AOKYMEHTaLUN Ha CUCTEMY KadyecTBa.

7.3 NoaroToBKa KagpoB

7.3.1 B yupexgeHun gormkeH ObiTb paspaboTaH, JOKYMEHTarbHO OhOPMIIEH U YTBEPXKOEH NnaH
MepONpUATUI NO NOAroToBKe (0OyYeHMI0, NOBLILLEHNIO KBanMdUKaLuumn, aTTectaunm, CTaxXMpoBKe
W T.0.) NepcoHana, BbINOMHALLEro paboTbl, HEMNOCPEACTBEHHO BUSAIOLLME HA KA4YeCTBO YCNYT.

7.3.2 MNoaroToBKoW NepcoHana Ao/MKHbI ObITb OXBaYeHbl BCE COTPYAHUKM YUPEXOAEHMS,
HenocpeaCcTBEHHO BANSIOLLME HA KA4YeCTBO YCIyr, BKOYas PpyKOBOOSALUMN COCTaB BCEX YPOBHEN.

7.3.3 lNpwn paspaboTke 1 peanunsaumm NNaHOB MEPONPUATUIA NO NOATOTOBKE KaapoB HEOOX0ANMO
yunTbIBaTb N3N0XeHHbIe B 5.2.3 hakTopbl (KpUtepum), kacarowmecs nopsigka paboTsbl Co
crneynanucTaMmm yupexaneHus.

7.4 AHanu3 chyHKLUMOHUPOBaHUA CUCTEMbI Ka4yeCcTBa PYKOBOACTBOM Y4pexaeHUA

7.4.1 CncTtemy kavyecTBa Nepuognyecky AOMKHO aHann3npoBaTh PYKOBOACTBO YUYpEXaAeHMs s
TOro, 4to6bl MOXHO BbINO YOeauTbCs, YTO OHA YAOBMETBOPSET NPpeabsaBNAeMbIM K Hel
TpeboBaHuAM 1 apdeKTUBHA.

7.4.2 AHanua JOrmKeH BKMoYaTh OLEHKY pe3ynbTaToB BHYTPEHHUX MPOBEPOK, MPOBOAUMbIX
HernocpeacTBEHHO PYKOBOACTBOM MMM NPeAcTaBUTENEM PYKOBOACTBA, OTBETCTBEHHbLIM 3a

(byHKLI,VIOHI/IpOBaHI/Ie CUCTEeMbl Ka4yecCTBa y4YpexaeHun4d.

PesynbTaTbl N0A06HbLIX aHANM30B UCMONb3YT ANs NOATBEPXKAEHUS AOCTUXKEHUSI TpebGyemoro



KadecTtBa M 9PPEKTUBHOCTN DYHKLMOHNPOBAHNSA CUCTEMDbI.
7.5 KoHTponb 1 oueHKa Ka4yecTBa ycnyr
7.5.1 [pn KOHTPONE N OLIEHKE KayecTBa YCNyr yuypexaeHne AoSMKHO:

- MPOBEPATb U VI,D,eHTI/IC*)VILl,leOBaTb yCcnyrn Ha cooTBeTCTBMEe HOpMaTUBHLIM OOKYMEHTaMm,
pernameHTUpyrLwmnm nx npegocrtaBleHune,

- o6ecneynTb CAMOKOHTPOb NepcoHana, NpeaoCcTaBnaoLWero ycnyru, kak CoCTaBHYH YacTb
npouecca KOHTPONs;

- obecneumBaTb NPUOPUTET KIMMEHTOB B OLIEHKe Ka4eCTBa yCnyr,

- NPaKTUKOBATb B YYPEXOEHUN PErynsipHYH0 OLEHKY CTEMEHMW YOOBNETBOPEHHOCTMN KITMEHTOB
ycrnyramu nytem npoBeaeHus COLLMONOrM4eckmnx onpocos.

7.5.2 CpaBHeHWe OLEHOK KITMEHTOB U UCMOSIHUTENEN YCNyr creayeT NpoBOAUTb MOCTOSIHHO, YTOGbI
OLEHUTb COBMECTUMOCTb ABYX MEP MUX Ka4yecTBa, NPOBECTM (NP1 HEOBXOAMMOCTH)
KOppPEeKTUpyoLne AENCTBUSE U ONPeaenunTb, HACKONbKO AeSTENbHOCTb UCMONMHUTENENR yCnyr
oTBeYaeT NoTPeBbHOCTSIM 1 3anpocam KIMEHTOB.



