Mpuka3 PenepanbHOro areHTCTBa NO TEXHMYE CKOMY perynupoBaHuio U metponorum ot 30.12.2005 N 534-ct
"O6 yTBe pXXAeHUU HauMOHaNbLHOro craHgapra”.

FOCT P 52497-2005 «COLUUAJIbHOE OBCITYXXUBAHUE HACEJNEHUSA. Cuctema kauyecTBa yupexaeHUN
couManbHOro o6cnyXMBaHUA»

MpeaucnoBue

Llenn »n npuHumnel ctaHgaptudaumm B Poccuiickon ®depepauun yctaHoBneHbl degepanbHbiM 3akOHOM OT 27
nekabps 2002 r. Ne 184-d3 «O TexHM4ECKOM pErynMpoBaHum», a npasuna npuMeHEHUs HauMoHarbHbIX CTaHA4apToB
Poccunckon ®egepauum - TOCT P 1.0-2004 «CtaHgaptusauusa B Poccuiickon ®egepaumm. OCHOBHbIE MOSNTOXEHUS».
CBepgeHuns o cTaHaapTe

1 PA3PABOTAH ®epepanbHbiM rocy4apCTBEHHbIM  YHUTApHbIM  MpeanpusaTuem  «Bcepoccuickuin  HayyHo-
nccnegosartenbCKum WHCTUTYT  CcTaHgaptusaumm  oB6OpPOHHOM npoaykumm M TEXHOMNOrum» (oryn
«PocobopoHcTaHgapT»; 8o 8 uonsa 2005r. - dryr «BHUUctaHgapT»)

2 BHECEH TexHu4yeckum kommnteToM no ctaHgapTmdauum TK 406 «CoumnanbHoe obcnyxuBaHue HaceneHus»

3 YTBEPXXEH VI BBEJEH BAEVCTBWE Mpukasom ®egepansHOro areHTcTaa no TeXHNYECKOMY PerynmpoBaHuio 1
meTpornorum ot 30 gekabpsa 2005 r. Ne 534-cT

4 B HacTosILLEeM CTaHgapTe peanusoBaHbl HOpMbI dhefeparnbHbiX 3akoHoB Poccuiickon ®epepaumm:

ot 10 pekabps 1995 r. Ne 195-®3 «O6 ocHoBax couuanbHOro obcnyxuBaHWs HaceneHus B Poccuiickoi
depepaunny;

oT 9 aHBaps 1996 r. Ne 2-®3 «O sawmTe npas notTpedbuteneny;

0127 pekabps 2002 r. Ne 184-d3 «O TexXHU4ECKOM pEeryrmpoBaHimny.

B ctaHgapTe peanusoBaHbl Takke HOpMbl nocTaHoBneHus MNpasutenbctea Poccuinckon denepauumn ot 2 despans
1998 r. Ne 113 «O HekoTOpbiX Mepax, HamnpaBfEeHHbIX HA COBEPLUEHCTBOBAHWE CUCTEM ObecrneyeHusi KayecTBa
NpoayKUMM U YCIyr»

5 BBEOEH BINEPBbIE

MHdpopmaums 06 nameHeHusix K HacTosiLemMy cTaHaapTy nyOnukyeTcsa B eXerogHo usgaBaeMom MHGOPMaLMOHHOM
ykasatene «HauuoHanbHble CTaHAApTbl», @ TEKCT WM3MEHEHWA W MOMPaBOK - B EXEMECAYHO u3[aBaeMbIX
WMHOPMaLMOHHbIX YKasaTensax «HauuoHanbHble cTaHgapTtbi». B cnyyae nepecMotpa (3ameHbl) UM OTMEHbI
HacTosILLEro cTaHgapTa COOTBETCTBYloLLlee yBeAoMreHne OyaeT onyObrnvMKoBaHO B EXEMECAYHO M3LaBaeMoMm
MH(OPMaLMOHHOM YyKa3aTene «HauuoHanbHble cTaHgapTel». CooTBeTCcTBylOLWad WHGOPMauWs, yBeOOMMeHue U
TEKCTbl pasMeLlalTcs Takke B MHMOpPMAUMOHHOW cucTeMe OOLiero nonb30BaHUSA - Ha odmumanbHOM canTe
HaumoHanbHoro opraHa Poccuiickon ®egepaumm no ctaHgapTmM3aumm u B cetm MHTepHeT

CopepxaHue

1 O6nactb NnpumMeHeHus

2 HopmaTuBHbIE CCbINKM

3 TepMuHbI 1 onpegeneHus

4 TpeboBaHus K cMCTEMe Ka4ecTBa yupexaeHns

5 OcHoBHble haKkTOpbl, BAMSAKOLLME Ha Ka4eCTBO YCNyr, U NOPAAOK MX UCMONb30BaHNS Npu POPMUPOBAHUN CUCTEMBI
KayecTBa ydpexaeHui

6 [lokymeHTanbHoe oopmneHe cucTembl kadecTsa

7 OpraHnsaums paboTbl MO KayecTBy

7.1 MNMonHoMo4nsa N OTBETCTBEHHOCTbL NepcoHana

7.2 BHyTpeHHMe NpoBEpPKN CUCTEMbI KayecTBa

7.3 MNogroTtoBka Kagpos

7.4 AHanu3 yHKUMOHUPOBAHUSA CUCTEMbI Ka4eCTBa PYKOBOACTBOM y4pexaeHUs
7.5 KoHTpOrnb U oueHKa kayectsa ycnyr

1 O6nacTb NnpuMeHeHus

HacTosawmin ctaHgapT pacnpocTpaHsieTcs Ha counanbHoe obcnyxnBaHue HaceneHyst n yctaHaBnuaaeTt TpeboBaHust
K CUCTEME KayecTBa YYPEXOEHUN CcoumanbHOro OOCnyXuBaHUA (Janee - y4vpexpeHusl), npesocTaBnsAoLmX
coumnanbHble ycnyru (ganee - ycrnyru) pasnuyHbiM KaTeropusm HaceneHus, Oka3aBLUMMCS B TPYOHOW >XWU3HEHHOW
cuTyauumn.

CraHpgapT paspaboTaH C Lenblo ero UCrnonb3oBaHUst B kayecTBe 6asoBOW HOPMAaTMBHOW OCHOBLI MpW pa3paboTke
CUCTEM KayecCTBa KOHKPETHbIX yUpeXaeHU NPUMEHUTENBHO K cneumdmrke nx AesTeNbHOCTU.

2 HopmaTuBHbIe CCbINKN

B HacTosLWEM cTaHaapTe NCNoNb30BaHbl HOPMATUBHBIE CChINKU Ha Criefylolme cTaHaapThl:

FOCT P 50646-94 Ycnyrn HaceneHwo. TepMuHbI U onpeaeneHns

FOCT P 50691-94 Mogenb obecneyeHns kayecTsa ycnyr

FOCT P 52142-2003 CoumanbHoe obcnyxunsanve HaceneHusi. Kauectso coumanbHbix yenyr. ObLime nonoxeHus
FOCT P 52143-2003 CoumanbHoe obcnyxnBaHme HaceneHnsi. OCHOBHbIE BUObI COLMANbHbIX YCIyr

FOCT P NCO 9000:2001 Cuctembl MeHemKkMeHTa kadecTBa. OCHOBHbIE MOMOXEHUS U CITOBapb

FOCT P NCO 9004:2001 Cuctembl MeHedXMeHTa kKadecTBa. PekoMeHaaumm no ynyyleHno AeaTernbHOCTU



MpumeyaHne - pu NONb30BaHUM HACTOSALWMM CTaHAAPTOM LernecoobpasHo NpoBepuUTb AeNCTBME CCbITOYHbIX
CTaHAapToB B MHOPMAaLMOHHOW cncTeme 0o6LLero Nonb3oBaHUs - Ha oULManNbHOM CalTe HauMoHaNbHOro opraHa
Poccuiickon ®depepauum no ctaHgapTM3aumm B ceTu VIHTEpHET Mnm No exerogHo usgasaemMomy MHGOpMaLMOHHO MY
ykasatento «HaumoHanbHble cTaHaapTbi», KOTOPbIA OMyGrNMKOBaH MO COCTOSHMIO Ha 1 AHBaps Tekylero roga, U no
COOTBETCTBYIOLLMM €XKEeMECAYHO u3gaBaeMbiM MHPOPMALMOHHBIM yKa3aTensm, onybrnmkoBaHHbIM B TEKYLLEM TOAY.
Ecnu CCbINOYHBIN [OKYMEHT 3aMeHeH (M3MEeHeH), TO Mpu MNOMb30BaHWM HAaCTOSALWMM CTaHZapToM crnegyet
PYKOBOACTBOBATLCH 3aMEHSAEMbIM (M3MEHEHHbIM) AOKYMEHTOM. ECrin CCbINOYHbI 4OKYMEHT OTMeHeH 6e3 3aMeHbl,
TO NOMOXeHWe, B KOTOPOM AaHa CChifika Ha Hero, NPMMEHSIETCA B YacTuW, He 3aTparnBaloLLen 3Ty CCbIMKy.

3 TepmuHbI 1 onpepeneHus

B HacTosilwem ctaHgapTe npumeHeHbl TepmuHbl o FOCT P 50646 n TOCT P MCO 9000.

4 Tpe6oBaHuA K cUCTEME KaveCTBa yupexaeHus
|
4.1 TpeboBaHMA K CUCTEME KayecTBa Y4YPEXAEHWs YCTaHOBMEHbl HACTOAWMUM CTaH4apTOM B COOTBETCTBUMM C
nonoxeHuamn degepanbHbIX 3aKkoHOB Poccuiickon ®epepaumm 1 noctaHosneHuem [MpaButensctBa Poccuiickon
depnepaunm, ykasaHHbIMW B MpeaucnoBun cTaHgapTa, a Takke nonoxenuamu FTOCT P 50691, TOCT P 52142,
FOCT P 52143 n TOCT P UCO 9004.
4.2 Tog cucTeMON KadveCTBa Y4YPEXAEHWS MOHMMAKOT COBOKYMHOCTb €ro OpraHu3aumMOHHOM CTPYKTYpbl (C
pacnpegeneHMeM OTBETCTBEHHOCTVM COTPYAHMKOB 3a KayecTBO YCnyr), MpaBwui, MeTodoB obecneyeHus kadvecTsa
yCryr, npoLeccoB MNpedoCTaBMNeHns YCNyr, pPecypCcoB YYpexaeHus (NOACKUX, MaTepuanbHO-TEXHUYECKNX,
MH(OPMAaLMOHHBIX M ApYyrux), obecnevmBaloLLyto OCYLLECTBNEHVNE a4MWHUCTPATUBHOIO PYKOBOACTBA KayeCTBOM
ycnyr.
4.3 Cwuctemy kayecTBa YyupexgeHws cos3galT ANs LOCTWXKEHUA W MnogdepkaHus YpOBHA KayecTBa YCAyr,
COOTBETCTBYHIOLLEro NPeabaBnsieMbiM K HeMy TpeboBaHMAM.
4.4 Cuctema kadvecTBa y4pexneHuUs [OIKHA SABMATLCA HEOTbeMEeMOW YacTbio obliert CUCTeMbl yrpaBreHus
[eATenNbHOCTLI0 YUYPEXOEeHUst N0 NPEfOCTaBIEHNIO COLMAnbHbIX YCYT.
4.5 Cuctema KavecTBa yuypexaeHus npegHasHaveHa Ans COo3faHus HeobXO4MMbIX YCIOBWI rapaHTUPOBAHHOMO
yOOBIIETBOPEHMS 3aKOHHBIX 3arMpOCOB U NOTPEOHOCTEN KIMMEHTOB, NOBbILEHUS 3¢hPEeKTUBHOCTM U KaYecTBa yCryr Ha
BCEX CTaAMUsX UX NPeAoCTaBeHns C LUenblo NpeaynpexaeHns BO3MOXHbIX OTKITOHEHUI OT 3afaHHbIX TpeboBaHun K
3TUM ycnyram, obecneyeHns penyTaumm yupexaneHns kak HagexHoro 1 NopsioYHOro UCNOMTHUTENS YCIyT.
4.6 OcHOBHbIMM 3aJayamu, Ha pelUeHWe KOTOpbIX AOfKHA OblTb HanpaBfieHa cUCTEMa KayecTBa YypexgeHus,
ABNAOTCA:
- ocyuwecTBrieHne 3MMEKTUBHOIO KOHTPOMSA 38 TEXHWYECKMMM, OPraHuU3auuMoOHHbIMKM W OpYyruMu  dhaktopamu,
BMVSIOLLMMM Ha KAYeCTBO NPeaoCcTaBnAeMblX YCyr;
- NpefoTBpaLleHne Unn yctpaHeHre Nniobbix HECOOTBETCTBUIA YCNyT NPeAbABNSEMbIM K HUM TpeboBaHnAM;
- obecrneyeHne cTabunbHOro ypoBHS KayecTsa yCnyr;
- pelleHve Apyrux aagad, oTpaxatoLumx cneumguky AeaTenbHOCTU YYpeXaeHUN.
4.7 Pa3pabotka n (pyHKUMOHMpPOBAHME CUCTEMbl KayecTBa YyypexpeHuss OOMkHbl 6as3mpoBaTbCsa Ha Credylowmux
OCHOBHbIX MPUHLMMAaX:
- npuopuTeTHoCcTU TpeboBaHWi (3anpocoB) kNueHTa Mo obecneveHMio KayecTBa YCnyr, TO ecTb obecneveHus
YBEPEHHOCTU B TOM, YTO 3TN TpeboBaHus (3anpockl) OyayT NOMHOCTLIO peann3oBaHbl NPy NPeAoCTaBIeHNN YCNYT;
- npeaynpexaeHusa npobnem kavectsa ycnyr, To eCTb ob6ecneyeHns yBepeHHOCTM B TOM, YTO 3Tu npobnemsl 6yayT
npenynpexaaTtbCs, a He BbISBMSATLCA M paspeLlaTbCs NOCHie UX BO3HUKHOBEHWS;
- cobniogeHnst NONoXeHU HOPMATUMBHBLIX JOKYMEHTOB, perrameHTUpylowmx TpeboBaHusa K nopsaky v npasunam
npesocTaBneHus ycnyr;
- 0becneyeHHOCTN yUpexaeHNs COOTBETCTBYOLNMMN MIOACKUMU, MaTepranbHO-TEXHUYECKUMU 1 APYTMMU pecypcamm
(6asoBon 1 onepaTMBHON MHOPMaLMEN, TEXHUYECKON AOKYMEHTaumen, AaHHbIMU O pedynbTaTax npeocTaBneHus
YCNyr 1 UX KOHTPOMS!, UTOrax OLEeHKM KavecTsa v ap.);
- YeTKOro pacnpefeneHysi NoTHOMOYMA N OTBETCTBEHHOCTWN NepcoHana 3a ero AeATerlbHOCTb MO NPefoCTaBEeHNIo
yCcnyr, BNUSIOLLYIO Ha obecrneyveHne nx ka4yecTBa;
- NWYHOW OTBETCTBEHHOCTU PYKOBOACTBA YYPEXAEHWS 3a KayecTBO MNpeaocTaBnsemMbiX Yycnyr, pas3paboTky,
BHEApEeHWe U KOHTPomnb 3ddEKTUBHOCTU CUCTEMbI KayecTBa, 3a OnpeAeneHne nonutuknm B obracTtu kayecTsa,
opraHmsaumio 1 obLiee pykoBoACcTBO paboTamm nNo obecrneyeHno KayecTBa;
- obecrneyeHre NMYHON OTBETCTBEHHOCTU KaX40ro UCMOSTHUTENS 3a Ka4eCTBO YCInyr B COYETaHUN C MaTepuarnbHbIM U
MoparnbHbIM CTUMYNMPOBaHNEM KavecTBa;
- OKYMeHTarnbHoro odopMeHns npasun u MeToaoB obecneveHunst Kavyectsa yCryr;
- obecneyeHVsi MOHMMaHWA BCEMW COTPYOHVWKaMW yypexaeHus TpeboBaHuW CUMCTeMbl KayecTBa K MONUTUKE B
obnacTtu kavecTBa.
5 OcHoBHble hakTOpbI, BNUAIOLWME Ha Ka4yeCTBO yCIyr, U NOPAAOK MX MCMONb30BaHUA npu chopMmupoBaHum
cUCTeMbl KayecTBa yupexaeHuUn
5.1 MNpn dopmMMpoBaHMN CUCTEMbI KavecTBa YyupexaeHun (Npu onpeperneHny NoNuTUKM ydpexaeHusa B obnactu
KayecTBa, pa3paboTku JOKYMEHTaUMM CUCTEMbI KavecTBa, opraHmsauumn paboT no kavyecTBy) HEO6XOANMO yunThIBaTbL
psa  dakTopoB (kpUTepreB) pasnMYHOrO XxapakTepa, KOTOpble B 3HAYUTENbHOW Mepe BAWAIT Ha KavyecTBO
npeaocTaBNsaeMbIX YCyr.
MpaBunbHLIA y4eT aTMX (PaKTOPOB, X UCMOMb30BaHWE NpW pa3paboTke COOTBETCTBYIOLMX OOKYMEHTOB CUCTEMbI
KayecTBa M B NPaKTUYECKON AeATeNbHOCTM yupexaeHus 6yayT cnocobcTBOBaTL MOBLILLEHMIO KayecTBa yCnyr.
5.2 OcHoBHbIMK thakTopaMm ABNAOTCSA:
- Hanu4yne 1 CoCcTosiHWe AOKyMeHTauun, B COOTBETCTBUM C KOTOPOW (DYHKLIMOHMPYET yUpexaeHue;



- YCNOBUS pa3MeLLEHUsT YYPEXOEHUS;

- YKOMMIEKTOBAHHOCTb YYpeXaeHus cneumanmctamm u ux ksanmgukaums;

- cneumanbHoe u TabenbHOE TEXHNYECKoe OCHaLleHne yypexaeHus (obopygoBaHune, npmbopsl, annapaTtypa u T. 4.);

- COCTOsIHME MHpopMaLmm 06 yypexaeHun, nopsiake 1 NnpaBunax NnpeJoCcTaBneHns YCnyr KnueHTam.

5.2.1 B cocTaB AOKyMeHTaumMu AOMKHbI BXOAUTD:

- nonoxeHue 006 yupexpeHun (YcTaB yuypexnaeHus), Bkovawowlee B cebs cBegeHMss O npegHasHayeHun
yupexaeHus, nopsake ero opmMvMpoBaHus, COLEPXaHWUS, peopraHvM3aumu, ceefeHuss o6 OCHOBHbLIX 3aJadvax ero
OesTenbHOCTN, KaTeropmsix OOCNyXMBaeMblX NnuUL, MNOopsake M YCNOBUSIX 3ayncrieHuss Ha obcnyxuBaHue, o
CTPYKTYPHbIX NoApasgeneHnsix N ux OCHOBHbIX 3ajavax, cBefeHus o6 obbeme n nopsiake NpeaocTaBneHus UMm
YCIyr 1 0 APYrUX OPraHN3auMOHHbIX U TEXHUYECKMX BOMPOCaX;

- MONOXEHUS O CTPYKTYPHbIX MOAPA3AEerneHusX YYpeXOaeHUusi, coAepXalliMe CBedEeHUss O KaTeropusix rpaxaaH,
obcnyxmBaemblXx TEM WIMM UHbIM MOApPA3LENeHneM, CTOSAWMX Nepen HUM 3ajadax, Cpokax W YCroBUsAX
o0Cny)XuMBaHUSA rpaxaaH, CBedEeHMs O [AOMOMHUTENbHbIX [AOKYMEHTaX, HeobxoaumbiX [Ons 3ayucrieHus Ha
obcnyxuBaHue B AaHHOE noapasgerieHne, CBeAeHUst O KONMYecTBe COTPYAHUKOB MoapasferneHus, Mx OCHOBHbIX
00s13aHHOCTAX U T. 4.;

- pYKOBOACTBa, CyXebHble WHCTPYyKUUW, npaBwuna, METOAWKM TEXHOMOTWW, NpefHasHayeHHble Ans
pernamMeHTMpoBaHUSA npouecca NpeaocTaBneHnst YCnyr, onpeneneHis MeToaoB (CnocoboB) ux NpegocTaBneHns 1
KOHTPOMS, a Takke ANs COBEPLUEHCTBOBAHMS paboThbl yupexaeHus;

- OOKYMeHTaums Ha obopyaoBaHue, npubopbl M annapaTtypy, cnocobcTByowas obecnedeHmo nx HopManbHOW u
6e3onacHow akcnnyaraumm, obCnyxmBaHus 1 nogaepxaHus B pabotocnocobHOM COCTOSIHUK;

- HauMoOHanbHbIE CTaHOapTbl coumanbHOro obcnyxuBaHusa Hacenenust B Poccunckonn ®epepaumm, coctaensiowme
HOpPMaTUBHYH) OCHOBY NpakTU4eckon paboTbl yupexaeHust B obnactu npenocTaBnsieMblX KMMEHTaM coumanbHbIX
ycnyr.

B 3aBMCUMOCTM OT TOro, HaCKOJIbKO Ka4eCTBEHHO COCTaBJIEHbI 3TU AOKYMEHTbI, HACKONbKO KBanunuuMpoBaHHO U
YETKO WU3MOXeHbl B HUX 00A3aHHOCTW, MpaBa, NOPSAAOK BbINOMHEHUS PasfnuyHbIX Npoueayp npu nNpeqocTaBreHun
ycnyr v gpyrue cyHKUMM nepcoHana, 3aBucuT 3eKTUBHOCTbL paboThbl yYpexaeH s U KavyecTBO NpeaocTaBnsieMblX
UM yCnyr.

YKasaHHble OOKYMEHTbI AOMKHbI COCTaBSATb OCHOBY AOKYMEHTaUMM CUCTEMbI KayecTBa yupexaeHusi. B npouecce
POPMUPOBAHNS CUCTEMbI Ka4yecTBa OHM MOryT OblTb MpU HEOBXOAMMOCTU OTKOPPEKTMPOBAaHbI C Lenbio NpuBeaeHus
WX coepXaHusi B COOTBETCTBME C TPeOOBaHUSIMU, NPEAbSABNSAEMbIMUA K HAM KaK K YacTu OOKYMEHTaLuMW CUCTEMbI
KayecTBa.

5.2.2 Ycnosua paswvelleHns ydpexaeHusi, obecneuvBawwme ero 3ddeKkTMBHy0 paboTy, [OMmKHbl ObiTb
cnegyowmnmm:

- yuYpexaeHue n ero CTPyKTypHble NnoppasfeneHust OOMKHbl OblTb pasMelleHbl B creuvanbHO npegHa3HavyeHHOM
34aHUK (3gaHusAX) UNn NOMELLEHMsIX, AOCTYMHbIX ANsi BCEX KaTeropuin 06CnyXnBaemblx rpaxkgaH, B TOM yucre ans
WHBaNWaoB W [pyrux ManomMobunbHbIX rpynn HaceneHuda. [lomelwieHus [ormkHbl ObiTb obecrneyeHbl Bcemu
cpeacTBamMmn KOMMYHarnbHO-ObITOBOro 06CNyXMBaHWS 1 OCHALLEHbI TENEMOHHON CBS3bIO;

- MO pasmMepam M COCTOSIHUIO MOMELLEHUS1 OOIKHbI OoTBeYaTb TpeboBaHMSM CaHUTAPHO-TUTMEHUYECKUX HOPM U
npasur, 6e30nNacHOCTM TpyAa M AOMKHbI OblTb 3alLMLLEHbl OT BO3AENCTBUS (DAKTOPOB, OTPULIATENBHO BINSIOLWMX HA
KayeCcTBO npefocTaBnsiemMblX ycrnyr (MOBbIWEHHble Temnepatypa BO34yxa, BIaXHOCTb BO3dyxa, 3arnblIeHHOCTb,
3ara3oBaHHOCTb, LyM, BUbpaumsa n T. 4.);

- nrowagb, 3aHUMaeMas yypexpgeHueMm, OOMKHa MO3BONSATb HOpMalnbHOE pasMelleHue nepcoHana, KIUEHTOB U
npeaocTaBrieHNe UM YCNyr.

B cBs3n ¢ 3atum npu paspaboTke CUCTEMbI KavyecTBa YUYPEXOAEHWs OOIKHbl ObiTb NPeAyCMOTPEHbI Mepbl,
HanpaBreHHble Ha co3gaHve UNu NoaaepXaHue YrnoMsiHYTbIX YCIOBUIA, a Npyu HEOOGXOAMMOCTU U BO3MOXHOCTM - Ha
UX yny4lleHue.

5.2.3 Bonpocbl YKOMMMEKTOBAHHOCTU YyupexaeHus crneupanuctamm M ux KBanudukauum Takke OOJIKHbI HanTu
OTpaXeHWe B CUCTEME KayecTBa Kak OAUH U3 BaKHEWLLMX (haKTOPOB, BIUSAOLLUX HA KAYECTBO YCMyr.

B uncne Takux BONpOCOB, NoAfexallmx peLeHnio B paMKax CUCTEMbI Ka4ecTBa, MOryT ObiTb:

- MNOJIHaa YKOMMMEKTOBAHHOCTb YYpeXAeHus HeoOXOAMMbIMM cneumannctaMnm B COOTBETCTBMM CO  LUTATHbIM
pacnucaHuewm;

- nogbop crneunanucToB C COOTBETCTBYHOLIUM 06pa3zoBaHueMm, kBanudumkaumen, npodpeccmoHanbHOW NOArOTOBKOW,
obnagawwmx 3HaHUAMU U OMbITOM, HEOOXOAUMBIMW Afsi BbINOSIHEHWUS BO3NOXEHHBLIX Ha HUX 00s13aHHOCTEN;
NMOCTOSIHHOE MOBbILIEHME UX KBanudukauum y4ebor Ha Kypcax nepenogroToBKU U NOBbILIEHUSA KBanvdmkaumm unm
WHbIMK cnocobamu;

- YyeTkoe pacnpefeneHve ob6A3aHHOCTEN CMeunanucToB, UNOXEHHbIX B AOMKHOCTHBIX MHCTPYKUMSAX, METOAMKaX U
OPYrMX JOKYMEHTaX, pernaMeHTUpYLWmnX nx 00513aHHOCTH, NpaBa U OTBETCTBEHHOCTD;

- obsi3aTenbHan atTecTaums cneumManmMcToB B yCTaHOBMEHHOM NOpsiakKe;

- BOCMUTaHWE Yy BCEX COTPYLAHMUKOB YYPEXOEHWUS] BbICOKMX MOpasbHbIX U MOparibHO-3TUMECKUX KayecTB, YyBCTBa
OTBETCTBEHHOCTU U HEOOXOOAUMOCTN PYKOBOACTBOBATbCS B CBOEW paboTe C KMMeHTamMu NpUHLUMNaMu rymaHHOCTH,
CrpaBeanuBoOCTU, 06 LEKTUBHOCTU 1 A0BpOXENaTENbHOCTH, YUNTbIBAst MX (OM3NYECKOE U NCUXNYECKOE COCTOSTHUE;

- MPUHATME Mep K HeAOMyLLEeHW0 pasrnalleHnsi COTPYAHWKaMWU YYpeXOeHUs CBEeAEHUN FNUYHOro Xxapaktepa o
KnueHTax, Mb60 3T CBeOEHWs COCTaBnsAT CNyXebHyl TaHy M 3a WX pasrnaweHve BUHOBHbIE HecyT
OTBETCTBEHHOCTb B MOPSIAKE, YCTAHOBIIEHHOM 3akoHoAaTenbcTBoM Poccuiickon ®epepaumm.

5.2.4 [ns KayeCTBEHHOro MpefoCTaBMEHUS YCMyr ydpexaeHue [OMKHO ObiTb OCHaLWEeHO crneuvanbHbiM ©
TabenbHelM o6opyaoBaHWeM, annapaTypor M npubopamu, oTBevalwumy TpeboBaHWAM COOTBETCTBYHOLLMX
CTaHA4apTOB, TEXHWYECKUX YCMOBWUW, APYrMX HOPMATUBHBLIX [AOKYMEHTOB W obecrneuvBawwumy Hagnexaiee
KayeCTBO NpeAoCTaBsAeMbIX YCITyr.

lMoatomy B cucteme KayecTBa yupexaeHusi OOSKHbl ObiTb MPeayCMOTPEHbl MEeponpusATUs, HanpaBrneHHble Ha TO,
YTOObI:



- obopynoBaHue, npubopbl W annapaTtypa WCNOMb30BaNMCb CTPOrO MO HAa3HAYeHU0 B COOTBETCTBUMM C
AOKYMEHTaunen Ha nx (PyHKUMOHMPOBAHUE W 3KCMyaTaumio, CoOAepXanucb B TEXHNMYECKN MCTIPABHOM COCTOSIHUW,
KOTOpoe cmctemaTmyecku 6bl NPoBepsnoCh;

- HeucnpaBHoe obopygoBaHue, npubopbl M annapaTtypa, fawowue npuv paboTe COMHUTENbHble pesynbTaTbl,
CBOEBPEMEHHO CHUManucb C 3KCnnyarauuu, 3aMeHANNCb NN PEMOHTMPOBAanNuUCL (€CY OHW Noarnexart PeMOHTY), a
NPUrogHOCTL OTPEMOHTUPOBAHHbBIX MOATBEPXAanach Nx MpoBEPKON.

5.2.5 Bonpocbl uHdopMaumM SOMKHbI SBNATECS COCTABHOWM YacTbio CUCTEMbI KayecTBa yYpexaeHus, Tak kak 6es
NpaBuUibHO OPraHW30BaHHON WHAOPMALMOHHON paboTbl HEBO3MOXHO obecneunTb KayecTBO MpedoCcTaBseMbIX
yCnyr, COOTBETCTBYIOLLEE 3anpocam 1 HY>KAaM KIMEHTOB.

CocTtosiHne uHdopmaumMm 06 yypexgeHun W npaBunax npegocTaBneHus MM YCryr AOIMKHO COOTBETCTBOBAaTb
TpeboBaHnsam ®eaepansHoro 3akoHa Poccuiickon Pegepaummn «O 3awute npas noTpedbuteneny.

B pokymeHTauMm cucTeMbl KayecTBa YUpeXOeHUA [OIMKHbl OblTb W3NOXeHbl crepylolime TpeboBaHua K
WHpopMaLunn:

a) ydpexaeHue o653aHO O0BOAUTL OO rpaXgaH CBOE HaMMEHOBaHME W MEeCTOHaxoXaeHue nbbim cnocobom,
npeaycMOTpeHHbIM 3akoHopaTensctBoM Poccuiickon ®Pepepaumn, npefoctaBnaTe MO TpebOBaHWIO KIMEHTOB
HeobXoAMMYI0 U AOCTOBEPHYO MHAOPMALMIO O BbIMOMHAEMbIX YCyrax, NO3BOMNSIOWY0 UM caenaTtb KOMNEeTEeHTHbIN
BbIOOP;

6) coctaB uHdopmaummn ob ycnyrax (B cootBetcTBuu ¢ PegepanbHeiM 3akoHoM «O 3awute npasB noTpebuTtenemn»)
[OOIMXEH BKMoYaTh B cebsi:

- NepeYeHb OCHOBHbIX YCMYT, NMPEAOCTaBAAEMbIX YUpexXaeHeM;

- XapaKTepuCTKKY Kaxkgown ycnyru, obnacte ee npeaocTaBneHns 1 3atpaTtbl BPEMEHW Ha ee NpeaoCTaBneHue;

- B3aVIMOCBSI3b MEXAY Ka4eCTBOM YCNnyru, yCrioBUSIMU ee NPefoCTaBeHNs U CTOMMOCTbIO;

- BO3MOXHOCTb MONY4YEHUSI OLIEHKW Ka4ecTBa YCNyrn Co CTOPOHbI KIMEHTa;

- YCTaHOBIIEHNE B3aUMOCBA3N MEXAY NPeasIoKeHHOW YCNyrow n peanbHbIMU NOTPEBHOCTAMU KITMEHTa;

- NpaBuna n ycnosusi 3ekTMBHOro n 6€30nacHOro UCNonb30BaHUs yCryr;

- rapaHTUiiHble 0653aTenbCTBA YUPEXOAEHUS - UCMOMHUTENS YCIYT;

B) nHcopmaumsa gomkHa bbiTb 4OCTOBEPHOM M NMonHon. Ecnv npegocTaBneHne HeQOCTOBEPHOW MMM HE[OCTAaTOMHO
nonHoM wuHdopmaumm o6 ycrnyre MOBMEKNO MPUYMHEHVWE Bpeda >XU3HW, 340POBbI0 MMM MMYLLECTBY KIMEHTa
coumanbHon cnyxobl (BCneacTtBME MPOU3BOACTBEHHbIX, PEeLenTypHbIX U UHbIX HeQOCTaTKOB YCMyru), OH Bnpase
NpeabsBUTb yYpexaeHnto TpeboBaHUsi 0 BO3MELLEHUM NPUYMHEHHOTO Bpeaa.

6 [lokyMeHTanbHoe ochopMrieHMe cUMCTeMbl KayecTBa

6.1 Cucremy kadectBa OCOPMMSIOT B BUAE KOMMNeKTa [OKYMEHTOB (PYKOBOACTB, MOJIOXKEHWN, WHCTPYKLWN,
METOAMKM T.4.), B KOTOPbIX YyCTaHaBMnuBaloT TpebOBaHUs K CUCTeMe KayecTBa Y4YpexaeHuss B LEenoM U K ee
COCTaBHbIM YacTsM, YKa3aHHbIM B 4.2.

CreneHb 4OKYMEHTUPOBAHHOCTY CUCTEMbI KQYEeCTBA PA3fNYHbIX YYPEXAEHNIA MOXET OTNNYaTLCS B 3aBUCMMOCTY OT:
- pasmepa W npefHasHadYeHUs YyupexaeHws, Xxapaktepa M obbema npeaocTaBnAeMblX YCMyr, KaTeropun
obcnyxuBaemMoro HaceneHus;

- CIIOXHOCTM Mpouecca No NpeaoCcTaBneHnio yenyr;

- KOMMETEHUMM NepcoHarna y4YpexaeHus.

HokymeHTaumsa moxeT BbiTe Nto6or popMbl 1 Ha NtOOOM HocuTene.

6.2 [JokymeHTaums cuCTeMbl KavecTBa AOSMKHA OMOPMNATLCA Kak COCTaBHas 4YacTb BCel [OKyMeHTaumu
YyUYpEexXaeHus 1 yTBepxaaTbCa B YCTAHOBMEHHOM Nopsifke.

6.3 OCHOBHbIM JOKYMEHTOM CUCTEMbI Ka4eCTBa yupexaeHns apnseTca PyKoBOACTBO Mo KavecTBy.

B Hem un3naratoT obLiee onMcaHue CUCTEMbI KavyecTBa NMPUMEHUTENbHO K KOHKPETHOMY YUpeXAEHUI0, pa3bsCHSAIOT
MONUTUKY yYpexaeHns B obnactu Ka4yecTsa, OTpaxarT OpraHM3aLMOHHY CTPYKTYPY CUCTEMbI KayecTBa, 3agayum un
dyHKUMM nogpasaenerHni n cnyxt yypexaeHns B obnacTtu kavectsa, NPMBOAAT CBEAEHUSA O KOMMNSIEKTEe AOKYMEHTOB
BCEX YPOBHEW, COCTaBMSKOLNX HOPMATMBHO-METOAMYECKYyl0 0a3dy CuCTeMbl KayecTBa, yCTaHaBnMBalOT MOPSAOOK
BHeApeHWs, (PyHKLMOHNPOBAHMNS N KOHTPOMS CUCTEMbI KayecTBa.

6.3.1 MNonutvka B obnacTn KavecTBa AOMKHaA NpeAcTaBnATb COOOM OCHOBHbIE Lenu, 3adadv 1 NpUHLMNG
OEeaTenbHOCTU yupexaeHns B obnactu kayectBa, JOKYMEHTanbHO OOPMIMEHHbIE U MPUHATbIE K 06A3aTensHOMY
BbINOMHEHWIO B YUYpeXaeHUn.

6.3.1.1 Llenn nonutukn B 06nacTu ka4ecTBa AOMKHbI OTpaXkaTb CreayrLue Bonpoch:

- obecneyeHne NOCTOAHHOrO YA0BNETBOPEHNS KITMEHTOB NPefocTaBiseMbiMi yCryramu;

- NOBbILLIEHME KavecTBa ycnyr u apeKTMBHOCTY (pe3ynbTaTUBHOCTH) UX NpegoCTaBnNeHuns;

- NPUHATUE NPOMUNAKTUYECKUX MepP MO NPeAYNPEXAEHNI0 UNK yperynupoBaHunio NpeTeH3nin 1 xanob KNMeHToB;

- MPoYMe BONpOCHI, OTpaxarLyme cneunduky AeaTenbHOCTU YUpexXaeHus.

CopepxxaHne OCHOBHbIX 3a4a4 Y MPUHLMMOB AEATENBbHOCTUN yUYpexaeHus B obnactu kayectsa npmeegeHo B 4.6 n 4.7
COOTBETCTBEHHO.

6.3.1.2 Hapsigy ¢ nogpobHbIM U3noxeHveMm Lenen, 3agad v npuHumMnoB B PykoBoacTBe MO Ka4vecTBy yypexaeHust
AOMXHbI BbITb YeTKO onpeAeneHbl 1 cpopMynMpoBaHbl NOPSAOK U cnocobbl (METOAb!) UX peanusaumm.

6.3.1.3 OTBETCTBEHHOCTbL 3a NOMUTUKY B 06NacTu KayecTBa HeCceT PYKOBOAMUTENb yUpexXaeHWs.

OH pomxeH obecneuntb pasbsiCHEHWE W [OBeAeHWe 3TOW MOMWTUKM OO BCEro nepcoHana yuypexpaeHusi, 4eTko
onpedenuTb MOMHOMOYMS, OTBETCTBEHHOCTb M MNOPSAOK B3aMMOLEWCTBUSI BCEro MepcoHana yvpexaeHus,
OCYLLECTBNSAOLLEr0 PyKOBOACTBO, UCTIONMHEHME YCMYT N KOHTPOIb AESATENbHOCTH, BIMAIOLLIEN HA Ka4eCTBO YCnyr.
6.3.1.4 B dopmupoBaHmn nonutukn B 0bBNAcTM KayvectBa AOSMKHbI MPUHMMATL YyyacTue BCe PYKOBOAWTEMM,
OCYLLeCTBNSAIOLLME YNpaBNeHne yupexaeHnem.

6.3.1.5 MNonuTrka y4ypexgeHuss B obnactu kayecTsa AOMKHA OXBaTbiBaTb BCE HanMpaBieHUs ero AesaTenbHOCTY,
COOTBETCTBOBATbL MOTPEOHOCTAM UM 3anMpocam  KIMEHTOB, CMocoOCTBOBATb  YNYYLIEHWIO  COUMAlbHbIX W
3KOHOMMYECKUX Mokasatenen ydpexaeHus. [onuTuka fomkHa cogepxatb Takke 00653aTenbCTBO PyKOBOACTBA
yyYpexaeHus oCyLLEeCTBNATL MOCTOSHHOE yNyYlleHne KavyecTBa 06CyXMBaHNSA KITMEHTOB.
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6.3.1.6 MonuTuka ydpexaeHuss B obnactn kayectBa [OJKHA BHEOPATLCA BO BCEX CTPYKTYPHbIX MogpasfeneHnsx
yyYpexaeHns 1 perynspHo noasepratbCcs aHanuay Ha npegMeT ee NOCTOSHHOW akTyanbHOCTU U NPUro4HOCTY.

6.3.1.7 Peanusaums nonutuky yudpexaeHuss B obnactm kadectBa AormkHa ObiTb obecneyeHa HeobOxoauUMbIMU
pecypcamu (kagpoBbIMU, MaTepUanbHO-TEXHUYECKUMM, UHDOPMALMOHHBLIMA U ApYrMu).

[ns BbINONHEHUS MPUHATON y4YpexaeHuem nonutukn B obnactu kadectBa nepen nogpasgeneHusamm u cnyxbamm
yupexaeHnss CTaBATCS 3aJauvM Ha KOHKPEeTHble MfaHoBble Nepuoabl M MpuM HeobxooMMOCTU CBOEBPEMEHHO
YTOUHSAIOTCS U KOPPEKTUPYIOTCS PYKOBOLCTBOM YUPEXOEHUS.

6.3.1.8 B yypexaeHun [OMKHbI MNPOBOAMTLCA MeponpusTusl, obecneynBaloliMe MOHUMaHUE, MNOAAEPXKKY U
peanusauuio NONNTUKM B 06nacTy KayecTBa BCEMU COTPYAHUKAMU YYPEXOEHUSI.

6.3.2 OpraHmnsaumoHHas CTPYKTypa CUCTEMbI kKayeCcTBa MOXET ObiTb NpeAcTaBrieHa B BUOe CxeMbl (C HeO6XoanMbIM
NOSICHEHMEM), Ha KOTOPOW [OMKHbl ObiTb M300paXkeHbl BCE CTPYKTYPHblE NOApPa3neneHusi, HenocpencTBEHHO
yyacTByloLLMe B NpeaocTaBneHun ycnyr unm obecneyvsaroLme nx npeaocTaBrneHue.

B nosicHeHnn K cxeme JoMmkHbI ObITb OTPaXeHbl 3a4a4n, PyHKLMM 1 OTBETCTBEHHOCTb BCEX NOAPa3neneHuin n crnyxo
yupexgeHus B obnactm kadectBa M NpuBeAEHbl CBeOEHWsT O [AOKYMEHTax BCEX YPOBHEW, KOTOPble [OOJIXKHbI
COCTaBNATb HOPMATUBHO-METOAMNYECKYHD Ba3y CUCTEMbI KAYeCTBA YUYPEXKOEHUS.

CBepeHusa 0 JoKyMeHTax MoryT ObiTb NpeAcTaBrieHbl B BUAE CaMUX JOKYMEHTOB, pa3paboTaHHbIX BHOBb (MONUTUKA B
obnacti kayecTBa U Ap.) UK yxxe OENCTBYIOLMX B yUpeXaeHUM (MONOXEHUS, UHCTPYKLUUN, METOAMKMN, PYKOBOACTBA,
npasuna v T.4.), HO OTKOPPEKTUPOBAHHbLIX NPY HEeOOXOAUMMOCTM B Lensix bonee NoMHoOro yyeta B HUMX BOMPOCOB
KayecTBa, NMOO B BUAE CCbIIKM Ha 3TV LOKYMEHTbI C MHdopMaumen 06 nx npeaHasHavYeHumn 1 KpaTKkoM CoaepKaHum.
6.3.3 [JokyMeHTauMsa cUCTEMbl Ka4ecTBa YYpPEXOEHUst LOIKHA MOCTOSHHO NoAAEepPXMNBaTbCA B paboyeM COCTOSIHWUY;
yCcTapeBLUas AOKYMEeHTauns LOMKHa CBOEBPEMEHHO U3bIMATLCS U 3aMEHATLCSI HOBOW.

7 OpraHusauus paboThbl NO KayecTBy

7.1 lNonHoMo4usA 1 OTBETCTBEHHOCTbL NepcoHana

7.1.1 B cucteme KayecTBa YYpeXOeHUs OOMKHbl ObiTb YETKO onpeneneHbl MOMHOMOYMS,, OTBETCTBEHHOCTb W
B3anMOAEeNCTBME BCEro NepcoHana yypexaeHus, ocyLLecTBNSAOLLEro PyKOBOACTBO paboTon, npegocTaBneHme ycnyr
W KOHTPOMNb AEATENbHOCTU, BNUSIIOLLEN HA KA4YECTBO YCryr.

OT10, B NepBYy0 o4epeb, AOMKHO OTHOCUTLCS K OBCNyXMBaKoLLeMy nepcoHany, AesiTeNbHOCTb KOTOPOro cBsidaHa C
BbINOJTHEHNEM TaKMX Mpoueayp, Kak BbIiBNIEHWE NPEeTeH3ni u Xanob KIMeHTOB, MpPOBEAEeHMEe MepOonpuATUiA Mo
YCTpaHeHuo nnun npeaynpexaeHmo HeAoCTaTKoB, KOHTPOIb BbINOMHEHNS 3TUX MEPONPUSTUIA.

7.1.2 B yypexgeHun [OImKHO OblTb Ha3HA4YeHO OTBETCTBEHHOE NWUO (NpeAcTaBuTenb PYKOBOACTBA) M3 4yvcna
pyKOBOAWTENEN YYpEeXOEHUs, KOTOPOE HE3aBUCUMO OT OPYrMX BO3MOXEHHbIX Ha Hero obs3aHHOCTEW [OIKHO
oTBeYaTb 3a Haanexaulee BbINONHeHMe TpeboBaHWIA, YCTAaHOBMIEHHbIX HACTOALWMM CTaHOapTOM, U UMETb
nonHomouns Ans:

- obecneyeHns pa3paboTkn cMCTeMbl Ka4ecTBa, ee BHeAPEHUS U NoanepXKaHust B paboyeM CoCTOSAHMY;

- MPEACTaBneHNs OTYETOB PYKOBOAMTENIO yuypexaeHus O (PyHKUMOHMPOBAHWM CUCTEMbI KayecTBa C LeNblo ee
aHanusa m UCnonb30BaHMs NONYyYeHHbIX Pe3yNbTaToOB Kak OCHOBbI AN COBEPLUEHCTBOBAHUSA 3TOM CUCTEMBI.

7.1.3 YupexpeHvne [OMKHO YCTaHOBWUTb MNOPSOOK pa3paboTky (UNU  KOPPEKTUPOBKW, MpU  HEoBXo4uMOCTM),
paccMOTpeHnsl, YTBEPXXOEHNS U BEAEHUs BCEeX OOKYMEHTOB, OTHOCALLMXCS K CUCTEME KayecTBa, a Takke nopsgok
obecneyeHns umun.

7.2 BHyTpeHHWe NpoBEPKN CUCTEMBI KavecTBa

7.2.1 B cucteme kaudecTBa yupexaeHuss JommkeH ObiTb paspaboTaH v noggepkvBatbca B paboyeM COCTOSHUM
nopsAoK NpoBedEeHUA BHYTPEHHUX MPOBEPOK KayecTBa. BHyTpeHHME NpoBepku CUCTEMbI KayecTBa Y4YpeXOeHWs
NPOBOAST C LENbIO PErynspHON oLeHKN ee 3PEKTUBHOCTU U COOTBETCTBUS YCTAHOBMEHHbIM TpebOBaHUSAM, a Takke
Ans nony4YeHus nHgopmMaumm, Heobxogmmon onst obecneyveHust apekTMBHOrO PyHKLMOHNPOBAHUSI 3TOM CUCTEMbI.
7.2.2 OTBETCTBEHHbLIM IMLOM 32 OpraHu3auuio U NpoBeOEHVE MPOBEPKN CUCTEMbl KavyecTBa YYpexaeHUs LOIKeH
ObITb NpeAcTaBnUTENb PYKOBOACTBA, OTBETCTBEHHbIV 3@ CUCTEMY KayecTBa.

7.2.3 OTBETCTBEHHbLIMW WUCMOMNHUTENAMWU MO NPOBEAEHUIO MPOBEPOK PEKOMEHAYETCA HasHavaTb pyKoBOAWUTENewn
nogpasgeneHuii, 3MEeKTUBHOCTbL W KA4eCcTBO [ESTENbHOCTM KOTOPbIX 3aBUCAT OT KayecTBa AeATENbHOCTU
npoBepsieMbIX NOAPa3AeneHUN.

7.2.4 ObPeKTBHOCTb CUCTEMBI KavyecTBa yUYpexXaeHus onpenensioT no pesynbrtatam ee OLEHOK, NoryvyaembiX npu
npoBepKax.

7.2.5 B npouecce NpoBepkM cUCTEMbI Ka4eCTBa yYpexaeHuii (M ee CoCTaBHbIX YacTel) OCYLLECTBNAOT:

- KOHTPOIb COOTBETCTBMS CUCTEMbI Ka4yecTBa TpebOBaHUSIM HACTOSILLLEro CTaHAapTa v [JOKYMEHTaLUMN Ha Hee;

- aHanm3 1 OLUEeHKy COCTOSIHUA (PYHKLIMOHMPOBAHMS CUCTEMbI KAa4yeCTBa B LLENIOM U OTAENbHbIX €€ COCTaBHbIX YacTew;
- aHanun3 CoOOTBETCTBUS NPEeAOCTaBMNsSIEMbIX YCNYyr TPe6OBaHNAM HOPMATUBHbLIX JOKYMEHTOB;

- aHanu3 1 OLEeHKyY pe3ynbTaToB paboThl yupexaeHus B obrnacTu kayectsa yCnyr;

- BbIpabOTKy KOPPEKTUPYIOLWUX OENCTBUNA, HanpaBleHHbIX HA yCTpaHeHWe HeOOoCTaTKOB, BbISBMIEHHbLIX B Mpouecce
npeaocTaBneHust YCNyr, 1 COBEPLUEHCTBOBAHME CUCTEMbI KayecTBa.

7.2.6 lpoBepkn cuUCTEMbI KayecTBa Y4YpexaeHWhd MoryT OblTb MNNaHOBbIMM WM onepaTuBHbIMK. [lepnoanyHoCTb
NnaHoBbIX MPOBEPOK YCTaHABMNMBAIOT B 3aBUCUMOCTW OT pe3ynbTaToB aHanv3a kayecTsa yChnyr.

OnepaTrBHYO NMPOBEPKY CUCTEMbl KavyecTBa WK OTAENbHbLIX €€ COCTaBHbIX YacTel NMPOBOAAT B Cllyyae Pe3Koro
yXyOLeHUss nokasaTenemn, XapakTepusyloLmx KOHeYHble pe3ynbTaTbl paboTbl Mo obecneyeHuio KayecTBa ycnyr,
npenocTaBnsieMblX Kakum-nubo noppasfeneHneM Unv yyYpexgeHueM B LiENoM, B criyvyae oueHKU 3ddeKTUBHOCTU
KOPPEKTMPYIOLWMX OENCTBUA, a Takke Mpu 3HAYMTENbHbIX M3MEHEHUSIX opraHusauumn paboT u TexHOnorum
npeaoCTaBreHus YCnyr, oTpuuaTenbHO BAUSAIOLMNX HA UX KAYeCTBO.

7.2.7 Mocne okOHYaHUSI BHYTPEHHEN MpoBEepKM ee pesynbTaThl 0hOpMIIAOT B BUAE OTYETa O COCTOSIHUM CUCTEMbI
KayecTBa, B KOTOPOM OTpaXalT [aHHble aHanusa COOTBETCTBUSI MOKasaTenen W pesynbTaToB OeATeNbHOCTU
yupexaeHusi B obnactn obecneyeHns ka4yecTea NpeaocTaBnsiembiX yCryr yCTaHOBEHHbIM TpeboBaHNSIM.



7.2.8 PesynbTaTbl NPOBEPOK CUCTEMbI KAYECTBa YUpPEXO4EeHU ABMAIOTCA OCHOBaHMEM ANs paspaboTku 1 peanv3aumm
MEpPONPUSATAA MO ee COBEepLUEHCTBOBAaHWIO, MO pa3paboTke HOBbLIX METOAOB W CPEACTB YNPaBreHWs KavyecTBOM
npegocTaBnsemMblX yCnyr, ynyyweHnio cocTaBa U cogepaHus HOPMaTUBHOM AOKYMEHTaLMN Ha CUCTEMY KadecTaa.
7.3 MNogroToBka Kagpos

7.3.1 B yupexaeHun formxkeH 6biTb pa3paboTaH, AOKyMEHTanbHO OdIOPMIEH U YTBEPXOEH MnraH MeponpuaTuin no
noaroToBke (06yyYeHUto, MOBBILEHMIO KBanuduvkauum, aTtrectauum, CTaXNpoBKe W T.4.) NepcoHana, BbINOMHSALWEro
paboTbl, HENOCPEACTBEHHO BMNUSIOLLME HA KAYeCTBO YCNyr.

7.3.2 TlogroToBkOW nepcoHana [AOmKHbl ObiTb OXxBayeHbl BCe COTPYAHWKM YYpexXOeHusl, HernocpedCcTBEeHHO
BMVSIOLLME HA Ka4eCTBO YCNYr, BKITOYas PYKOBOASLLMIN COCTaB BCEX YPOBHEW.

7.3.3 MNpun paspaboTke M peanusauum NNaHOB MEPONPUATAA MO MNOArOTOBKE K3ApPOB HeobxoouMMO Yy4uuTbiBaTb
nsnoxeHHole B 5.2.3 chaktopsl (kpuTepum), kacaroLmecs nopsgka paboTel CO cneuuannucTamm yupexaeHust.

7.4 AHanu3 YHKLMOHMPOBAHNSA CUCTEMBI Ka4eCcTBa PYKOBOACTBOM yuypexaeHus

7.4.1 Cuctemy kayecTBa NepuoOANYECKN AOIMKHO aHanmM3MpoBaTb PYKOBOACTBO YYPEXAEHUS ANS TOro, YTobbl MOXHO
6bIno ybeanTbcs, YTO OHa YAOBNETBOPAET NPeAbsaBNsaeMbIM K Hev TpeboBaHuAM 1 addekTMBHA.

7.4.2 AHanu3 [orKeH BKMOYaTb OLIEHKY pe3yrnbTaToB BHYTPEHHWX NPOBEPOK, MPOBOAMMbIX HENoCpenCcTBEHHO
PYKOBOACTBOM WMV NpeacTaBuTENleM PYKOBOACTBA, OTBETCTBEHHbIM 32 (PYHKLMOHMPOBAaHWE CUCTEMbI KayecTBa
yypexneHus.

PesynbTatel MogobGHLIX aHanu3oB WCMONb3YT ANA NogTBepxXaeHus [AoCTukeHuss Tpebyemoro kadectsa u
appeKkTMBHOCTN DYHKLMOHMPOBAHUSA CUCTEMBI.

7.5 KoHTponb 1 oueHKka KayecTBa ycnyr

7.5.1 INpn KOHTPOIE 1 OLEHKE KayecTBa YCNyr yupexaeHne AOMmKHO:

- NPOBEPSATb U UAEHTUPULMPOBATL YCNYrM Ha COOTBETCTBUME HOPMATUBHBLIM AOKYMEHTaM, pernameHTUpYyoLWmM mx
npefocTaBneHue;

- obecneynTb CaMOKOHTPOIb NepcoHarna, NPeaoCTaBNALWLEro yCnyru, Kak COCTaBHYI YacTb NpoLecca KOHTPONS;

- obecneymBaTtb NPUOPUTET KITMEHTOB B OLIEHKE KayecTBa YCnyr;

- NPaKTUKOBaTb B YYPEXOEHUM PErynsipHyl0 OLEHKY CTeneHW YAOBNETBOPEHHOCTW KIMEHTOB YCnyramu nytem
NpPoBEeAEHNS COLMONOrMYECKMX ONMPOCOB.

7.5.2 CpaBHeHMEe OLEHOK KIIMEHTOB W WCMOMHWUTENEW YCnyr crieayet npoBOAUTb MOCTOAHHO, 4YTOObI OLEHUTb
COBMECTUMOCTb ABYX MEp MX KayecTBa, NPOBECTM (Npy HEOOXOANMOCTMN) KOPPEKTUPYIOLLME AEUCTBUA N ONPEeaenunTb,
HacKOnNbKO AesTeNbHOCTb UCTIONHUTENEN yCnyr oTBeYaeT NoTpebHOCTSAM 1 3anpocam KIMeHTOoB.

KnroueBble cnoBa: counanbHoe obcnyxuBaHue, coumarnbHas ycnyra, yuypexgeHue coumanbHOro obcrnyxvBaHus,
KayeCcTBO coumanbHON yCnyru, cuctema kayectsa yypexaeHus



