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NMpenucnosue

1 PASPABOTAH ®epepanbHbIM roCyapCTBEHHbLIM YHUTapHbLIM npegnpuaTmnem "POCCUNCKUA HAy4YHO-
TEXHUYECKNN LEHTP MHAOPMaUuUn Mo CTaHAapTM3aunumn, MeTposiormm n oueHke cooTeeTcTeuma" (Pryn
"CTAHOAPTUH®OPM")

2 BHECEH TexHu4yeckum kKoMuTeTOM Mo cTaHgapTum3auum TK 406 "CoumanbHoe obcny>xmpaHue
HaceneHung"

3 YTBEP)XXOEH W BBEOEH B OENCTBUE NMpnkaszom depepanbHOro areHTCTBa MO TeXHUYECKOMY
perynmposaHuio u metposiorum ot 11 asrycta 2020 r. N 495-cT

4 BBAMEH N'OCT P 52497-2005
5 B HacToAWeM CTaH4apTe peasin3oBaHbl HOPMbI:
a) benepanbHbiX 3aKOHOB Poccmnckon depgepaumnn:

- oT 28 pekabpsa 2013 r. N 442-®3 "O6 ocHoBax couuanbHOro o6cny>XmBaHUS rpakgaH B
Poccunckon ®epepaunn";

- 0T 29 nioHA 2015 r. N 162-d3 "O ctaHgapTusauum B Poccnnckon depgepauynn’;

6) 3akoHa Poccunckon depepaunnm ot 7 deBpans 1992 r. N 2300-1 "O 3awwmTe npas
notpebutenen";

B) nmocTaHoBneHusa [NpaButensctBa Poccuiickon ®depepaumm oT 2 despansg 1998 r. N 113 "O
HEKOTOpPbIX Mepax, HanpaBJ/ieHHbIX Ha COBEPLUEHCTBOBaHME cucTteM obecrnevyeHuns Kav4ecTBa NPoaAyKLUN
n ycnyr"

lMpaBuna npuMeHeHWs HacTosALero ctaHgapTa yCcTaHoBJ/1eHbl BCTaTbe 26 PefepasibHOro 3aKOHa OT
29 wuioHa 2015 r. N 162-®3 "O cTaHmapTm3auumm B Poccuinckon Pepepaunn". UHgpopmaums ob
U3MEHEHUVSAX K HacTosAWeMy CcTaHaapTy nyb/inkyeTcs B eXerogHomM (fo COCTOSHuiO Ha 1 sHBaps
Tekyuiero roga) MHMOpPMaLMOHHOM yka3aTese "HauunoHasibHble CTaHAapThl", a oppuumnaibHbIVi TEKCT
N3MEHEHUN U MOrpPaBoK - B EXEMECAYHOM MHGHOPMaLNOHHOM yka3zaTese "HaunoHasibHble cTaHaapThl".
B cnydae nepecMoTpa (3aMeHbl) Ui OTMEeHbl HaCTOALero cTaHAapTa COOTBETCTBYOLUlEE yBeJOM/IEHUE
bynet onybankoBaHo B bauXKavilLeEM BbIfTyCKE €XEeMEeCAYHOro WHGHOPMaUuNoOHHOIro yKa3saTesis
"HaunoHasbHble cTaHhapThb!". COOTBETCTBYOLLAA NHHOPpMaLUUS, yBEAOM/IEHNE N TEKCThI pa3MeLLanTCcs
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TakXXe B MHPOPMAaLMOHHON cucTeMme obLyero rnosb30BaHusa - Ha ogpuunanibHoM canTe PegepasibHOro
areHTCTBa Mo TEXHNYECKOMY peryimpoBaHuio u MeTposiorum B ceTu UHTepHeT (www.gost.ru)

1 O6nacTb NnpuMeHeHun

HacTosiwmn cTtaHgapT yCTaHaBamBaeT TpeboBaHUA K cucteme obecneyeHns KavyecTBa yYpexaeHuni,
npenocTaBNSOWNX CoUMaNbHble YCNyrun (manee - yCiayru) pasandHbIM - KaTeropusM rpaxkaaH,
HY>XOAOLWMXCA B COLIMAJILHOM MOMOLLM, B MOBbILLIEHNN COCTOSHUSA 3aLULLEHHOCTU OT Yrpo3 HapyLleHus
MX XXW3HEHHO Ba)XHbIX MHTepecoB, nMpaB 1 cBobof, B yJyULIEHUN YCNOBUA UX XU3HEOAEATENbHOCTU U
paclUMpeHnn ux BO3MOXXHOCTEN caMocTosaTesibHO obecneynMBaTb CBOM OCHOBHbIE >KWU3HEHHbIE
noTpebHOCTV 1 NoBbIWaTh 61arococTosHNe (Oanee - KINeHThI).

HacTtosawmnm ctaHgapT pa3paboTaH C Lenblo ero NCNoJsib3oBaHUsA B KayecTee 6a30BON HOPMATUBHOWN
OCHOBbI Npn pa3paboTke cnctemMm obecneyeHnss KadeCTBa KOHKPETHbLIX YYpEeXOEHNI NPUMEHNTESIbHO K
crneunuke nx 4eaTesIbHOCTU.

PaspaboTka yupexaeHnem cuctembl obecrnevyeHUss KayecTBa MpPenoCcTaBAsEMbIX WM  YCAyr,
oTBevawLllen TpeboBaHMSM HacTosAwWwero cTaHaapTa, OyaeT AOeMOHCTPMpPoOBaTb OCBEAOMJIEHHOCTb
yuypexaeHuns o ero o6a3aTenbCTBaX U NPUBEPXKEHHOCTUN YO0BJETBOPEHMIO NOTPEOHOCTEN U 0XKUAAHWUIA
KJIMEHTOB M 3aMHTEPEeCOBaHHbIX CTOPOH, a Tak)Xe crnocobcTBoBaTb AOCTUXKEHUIO YOOBIETBOPEHHOCTH
ero ycayramu.

2 HopMaTMBHbIE CCbINIKM

B HacTosiweM cTaHOapTe UCNOoJIb30BaHbl HOPMaTMBHbIE CChIIKW Ha cnefytlolime cTaHaapThl:
FOCT P 50646 Ycnyrmn HacesieHUto. TepMUHbI 1 onpepeneHus
FOCT P 50691 Ycnyru HaceneHuto. Mogenb cuctembl obecrnevyeHns KkadyecTsa ycnayr

FOCT P 52142 CouwnanbHoe obcnyxmBaHue HaceneHus. KadyecTBO couunasnbHbIX ycayr. O6uwme
MoJI0OXKEeHUs

FOCT P 52143 CoumnanbHoe obcny>kmBaHue HaceneHns. OCHOBHbIe BUAbI COLMANIbHbIX YCAYT
FOCT P UCO 9000 Cnctembl MeHe)xMeHTa KadecTBa. OCHOBHbIE MOJIOXKEHUA 1 CJI0Bapb
FOCT P CO 9001 CncTtembl MeHea)KMeHTa KayecTBa. TpeboBaHuMs

FOCT P MCO 9004 MeHep>XMeHT KayecTBa. Ka4yecTBO opraHusaumn. PykoBoacTBO MO OOCTUXKEHUIO
YCTOMYMBOro ycrnexa opraHm3aunm

MpumevaHne - Mpn NONb30BaHUM HACTOSALWMM CTaHOApPTOM uesecoobpa3HO MPoOBEPUTbL AENCTBUE
CCbIJIOYHbIX CTAaHOAPTOB B MHMOPMALMOHHOW cucteMme obLlero nosib3oBaHMs - Ha oPULIMANBLHOM CcalTe
depepanbHOro areHTCTBa No0 TEXHUYECKOMY PEerysimpoBaHnio N MeTposiormm B cetu NIHTepHeT nam no
eXerogHomy mHgopMaunoHHOMy yKasaTento "HaumoHanbHble CTaHA4apTbl", KOTOopbIn onybankoBaH no
COCTOSIHUIO Ha 1 AHBaps TeKyLwero roga, v rno BbliMyCKaM exeMeCsa4HOro MHpOPMaLMOHHOINO yKa3aTens
"HauwnoHanbHble CTaHOaAPThI" 3a TEKYWWU rod. Ecnm 3aMeHeH CCbIIOYHbIN CTaHOapT, Ha KOTOPLIAN OaHa
HelaTUpOBaHHAasA CChblJIKa, TO PEKOMEHAYeTCs UCMoJIb30BaTh AENCTBYIOLLYIO BEPCUIO 3TOr0 CTaHJapTa C
y4eTOM BCEX BHECEHHbIX B [OaHHYIO BEPCUI0 M3MEHEHWN. ECAnm 3aMeHeH CCbIIOYHLIA CTaHdapT, Ha
KOTOpPbIN faHa faTupoBaHHas CCblJIKa, TO PEKOMEeHAYeTCH UCMOoJib30BaTb BEPCUIO 3TOro CcTaHaapTa C
YKa3aHHbIM BbllLe FOA0M yTBep)XAeHUA (NpUHATKSA). ECNn nocne yTBep)XOEHUA HacTOALWEro ctaHaapTa
B CCbIJIOYHbIA CTaHOapT, Ha KOTOpbl AaHa AaTUpPOBaHHAsA CCblJIKa, BHECEHO W3MeHeHue,
3aTparmearpoLlee NosoXKeHne, Ha KOTopoe faHa CCblJIKa, TO 3TO NOJNIOXKEHMNE peKOMeHOYyeTCA NPUMEeHATb
6e3 yyeTa OaHHOro M3MeHeHus. Ecnm cCbIIOYHbIM CTaHOapT OTMeHeH 6e3 3aMeHbl, TO MOJIOXKeHune, B
KOTOPOM faHa CCbIJIKa Ha Hero, peKoMeHayeTCs NPUMEeHATb B YaCTu, He 3aTparnuBaloLLLEN 3Ty CCbIJIKY.
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3 TepMuHbI U onpepesieHns

B HacTodAweM cTaHgapTe npuMmeHeHbl TepMuHbl o TOCT P 50646 n TOCT P NCO 9000.

4 TpGGOBaHMH K cucteMme obecneyeHMa KavyecTBa yuypexxaeHus

4.1 TpeboBaHMsi K cucteme obecneyeHUs KayeCTBa Y4YPEXAEHUS YCTAHOBJIEHbl HACTOALWMM
CTaHOapTOM B COOTBETCTBUM C MOJIOXKeHMsSMU DenepanbHbiX 3akoHOB Poccuinckon depepaumn un
noctaHoBneHneM [paButenscTBa Poccuinckon depepaumn, yKasaHHbIMKM B MPenMCIOBAN, @ TakxXe
nonoxeHuamm FOCT P 50691, TOCT P 52142, TOCT P 52143, TOCT P MCO 9000, TOCT P NCO 9001 un
FOCT P NCO 9004.

4.2 Non cnctemonn obecrnevyeHUs KavyecTBa Y4YpPeXOAEHUA TMOHUMAKOT COBOKYMHOCTb €ro
OpraHn3aLUMoHHOM CTPYKTYpPbI (C pacnpeneneHnemM 0TBETCTBEHHOCTU COTPYAHUKOB 3a KayeCTBO yCAyr),
npaBua, meTonoB obecrneyeHusa KavecTBa YCayr, MPOLECCOB MpeaoCcTaB/IEHUA YCNyr, pecypcoB
yypekaeHus (JIIOACKMX, MaTepuasibHO-TEXHUYECKUX, WH(OPMALMOHHBLIX W Ap.), rapaHTupytowen
OoCyLleCcTBJIEHMEe aAMUHUCTPATMBHOINO PYKOBOACTBA KQ4e€CTBOM YCAyr.

4.3 CncteMy obecneyvyeHus KavyecTBa YYpPeXOEHMs CO3[alT O/ OOCTUXKEHUA M MOALEP)KAHMS
YPOBHS KayeCcTBa YCJlyr, COOTBETCTBYIOLLErO NMpeabsaBsieMbIM K HEMY TpeboBaHUAM.

4.4 CncteMa obecrevyeHunst KaYeCcTBa YUPEXXAEHUA OO0JIKHA ABAATLCA HEOTHEMNEMOWM YacTbio 0bLen
CUCTEeMbI YrpaB/ieHNs AeATeNIbHOCTbIO yYpexxAeHUs Mo NpenocTaBAeHNIo YCAyr.

4.5 Cuctema obecnevyeHus KavyecTBa Yy4peXAeHus npegHasHayeHa OJis Cco3[aHUA HeobxoaAnMbIX
YCNOBWUA TrapaHTMPOBAHHOIO YAOBJIETBOPEHUS 3aKOHHbIX 3arpocoB U noTpebHoCTel KIMEHTOB,
NoBbIlLIEHNS 3PHEKTUBHOCTM M KavyecTBa YC/yr Ha BCeX CTaAuax WX MNpenocTaBsieHUs C Lesblo
npeanynpeXxaeHns BOSMOXHbIX OTK/IOHEHUI OT 3adaHHbIX TPeboBaHW K 3TUM yciyram, obecnedyeHus
penyTaunm yuypexxaeHns Kak HaleXXHOro 1 0OTBETCTBEHHOIr0 UCMOJIHUTENS YCAyT.

4.6 OCHOBHbIMW 3afia4aMun, Ha peleHne KoOTopbiX A0JIXKHa 6bITb HanpaB/eHa CUCTEMa obecneveHuns
Ka4decCTBa y4dpexxaeHunsa, ABadaTCA:

- ocyuwlecTB/ieHMe 3(MEKTUBHOrO KOHTPOJIS 3a TEXHUYECKUMU, OpPraHM3aunOHHbIMKM U APYrUMU
thakTOpamMu, BANAIOLLMMN HA KAa4YeCTBO NMPeAOCTaBJISIEMbIX YCAYT;

- NpenoTBpalleHne uan yctpaHeHue nobbix HECOOTBETCTBUN KavecTBa yCayr nNpeabsABiseMbiM K
HUM TpeboBaHUsAM;

- obecrnevyeHmne cTabuibHOro ypoBHS Ka4YecTBa yCayr;

- peweHne apyrmx 3aaad, OTparKaloLnx CI'IeLI,I/ICbVIKy neAaTesibHOCTHN y‘-lpe)K,D,eHVIIZ n Morywmx
MOBJZINATb Ha Ka4eCTBO NMpeaoCcTaBidaeMbIX yCnyr.

4.7 Pa3paboTka M (PYHKLMOHMPOBAHME CUCTEMbI obecneyeHns KayvecCTBa YYPEXXOEHUA OO0JIKHbI
6a3npoBaTbCA Ha CcnefyLwmx OCHOBHbIX NpUHLUMNAX:

- Ha NpuMopuTEeTHOCTU TpeboBaHMn (3anNpPoOCoB) KAMEHTa No obecnevyeHUto KavyecTBa yCayr, TO eCTb
obecnevyeHns yBepeHHOCTWN B TOM, 4TO 3Tu TpeboBaHMS (3anpockl) 6yayT NOMHOCTBIO peasn3oBaHbl Npu
npefoCcTaB/IEHUN YCIYT;

- NpenynpexaeHnsax npobnem kavyecTBa ycayr, To eCTb obecnevyeHunss yBepeHHOCTU B TOM, YTO 3TU
npobnemsl 6yayT NpenynpexXxaaThCs, a He BbISBAATHCA U pa3peLllaThCs NOCse UX BO3SHUKHOBEHUS;

- cobniogeHnn MoOJIOXKEHUA HOPMAaTMBHbLIX [AOKYMEHTOB, persaMeHTupylowmnx TpeboBaHua K
ycnyram, nopsigky v npasBuaaM nx npefocTaBieHuns;
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- obecnevyeHHOCTN y4pexAeHUs COOTBETCTBYWLUUMU NIOACKUMU, MaTepuasnbHO-TEXHUYECKUMU U
apyrmumm pecypcamm (6asoBor ”M onepaTUBHOW WHOpMaunen, TEXHUYECKOW [OOKyMeHTauuen,
TeXHUYEeCKUMU CpefCcTBaMN, AaHHbIMK O pe3dysibTaTax NpefocTaBsieHUs YCAYr M NX KOHTPONSA, UTorax
OLLeHKMN Ka4decTBa u ap.);

- YeTKOM pacnpenesieHn MoJIHOMOYMA N OTBETCTBEHHOCTW MepcoHana 3a ero OesATeNbHOCTb Mo
NnpefoCTaB/IEHNIO YCAYT, BAUSIIOLLYO Ha obecnedyeHmne nx KavyecTBa;

- JINYHON OTBETCTBEHHOCTU PYKOBOACTBA Y4YpPEXOAEHUA 3a KadyeCTBO NpeaocCTaBsiSeMblX YCAyr,
pa3paboTKy, BHeOpeHMe Un KOHTPOJSIb 3PHEKTUBHOCTU CUCTEMbI obecneyeHUs KayecTBa, 3a
onpepeneHne noanTMKM B obnacTm KayecTBa, opraHmsauuto n obuiee pykoBoacTtso paboTtamum no
obecneyeHnto Ka4yecTBa;

- obecneyeHUn INYHOM OTBETCTBEHHOCTU KaXXAOro NCNOJIHUTENA 3a KavyecTBO ycnyr B codeTaHnm C
MaTepuasibHbIM N MOPaJibHbIM CTUMYJINPOBaHNEM Ka4eCTBa,

- IOKYMeHTaJIbHOM ochopMeHNM NpaBu N MeToL0B obecrevyeHns KayecTBa yCyr;

- obecneyeHnn NOHUMaHNA BCEMU COTPYAHUKAMU yupexxaeHns TpeboBaHU cuctembl obecrevyeHuns
KavyecTBa, NpeabaBAseMblX K MOJNTUKE B 06/1aCT KadyecTsa.

5 OcCHOBHble ¢aKTOpbl, BJMAIOLLME Ha Ka4yecTBO YyCJiyr, U NOPAJOK MUX
ucnonb3oBaHuA nNpu ¢oOpMUPOBAHUU CUCTEMbl 0ODecnevyeHUs KauyecTBa yupeXxaeHUn

5.1 TMpu dopMMpoBaHNM CUCTEMbI KadyecTBa Yy4dpexzaeHun (Npu onpenesneHnn noanTUKK
yypexaeHua B obnactm kKa4vecTBa, pa3paboTKM [OKYyMeHTauuum cuctembl obecrnedvyeHus KayecTsa,
opraHmsaumm paboT No KayecTBy) HeObXOOMMO y4UTbIBaTb PSAL (PAKTOPOB Pa3/IMYHONO XapakTepa,
KOTOpble B 3HAa4YNTENIbHON Mepe BAMSAIOT Ha KayeCTBO NpefoCTaB/IeMbIX YCAyr.

MpaBunbHbLIN y4eT 3TUX (HaKTOPOB, WX WUCMOJSb30BaHWe npu pa3paboTke COOTBETCTBYOLLUX
OOKYMEHTOB CUCTeMbl obecneyeHns KayecTBa U B MPAKTUYECKON AEATESIbHOCTU yYpexneHus bynyT
cnocobcTBOBaTbL MOBbLILWEHUNIO Ka4YecTBa NpefoCcTaBASeMbIX YCIYT.

5.2 OCHOBHbIMU (haKTopaMu ABNAIOTCA:

- HaM4me N CoCcToaHne JOKYMeHTauuKn, B COOTBETCTBUN C KOTOPON PYHKLMOHUPYET yUYpexxaeHune;

- YC/IOBUNA pa3MeLLeHns yYpexxaeHus;

- YKOMIMJIEKTOBAHHOCTb y4YpexxaeHuna cneunainctamMmm n nx KBa}'IVICpVIKaLI,VIFI;

- cneumnanbHoe M TabenbHOe TexXHUYECKOEe OCHalleHne yudpexaeHunsa (obopymoBaHue, npubopbl,
annapaTypa u T.4.);

- COCTOSiHMEe WHdopMauum o6 y4ypexxaeHuu, nopsake W npaBunax npenocTaBieHns ycnayr
KJIMeHTaM;

- HaM4me nopsaka npoBeneHns BHYTPEeHHUX MPOBEPOK (PYHKUMOHUPOBAHUSA CUCTEMBI.

5.2.1 B cocTaB AOKYMeHTaLnn OOSIXKHbl BXOANTb:

- YcTaB (Mono)eHme) yupexxneHus, BKJOYawowWwun B ceba cBeaeHUs o0 npedHa3HavYeHun
yypeKoeHusa, nopsnke ero GOopMUpPOBaHUA, COOEPXXaHUW, peopraHusaunu, ceBegeHus 06 OCHOBHbIX
3a/layax ero OesiTeNIbHOCTU, KaTeropusx obCcny)>XMBaembiX N1L, NMOpPsAKe MU YCNOBUAX 3a4UC/IEHUSA Ha
obcnyxuBaHne, 0 CTPYKTYPHbIX MOApPasAeseHUnsaSxX U UxX OCHOBHbIX 3ajadvax, cBegeHus o6 obbeme wn

nopsiake npenocTaBieHns UMN YCIYr 1 0 APYrUX OpraHn3auMoOHHbIX N TEXHUYECKUMX 3aadvax u Temax;

- MOJIOXKEHNA O CTPYKTYPHbIX nMoapasgeneHnax ydypexxaeHnd, cogep>xalme ceeaeHnda o KatTeropmax
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rpa>xxmnaH, OﬁCJ’Iy)KVIBaeMbIX TEeM NI UHbIM NoAapa3aesieHneM, CToAawnx nepen HUM 3adav4ax, Cpokax U
ycnoBuax O6Cﬂy)KI/IBaHI/IFI rpaxpgaH, ceegoeHna O OOMNOJIHNTENIbHbIX AOKYMEHTaX, HeobxoAnUMbIX ANs
3a4nciieHnsa Ha 06CJ'Iy)KI/IBaHVIe B OaHHOe nopgpasnesieHne, ceBegeHuMAa o Koan4yectBe COTPYOHWMKOB
noapasaeneHnsa, nX OCHOBHbIX 06583aHHOCTAX U T.4.;

- PYKOBOACTBA, Cy>XebHble MHCTPYKLUMUK, NpaBuia, METOAUKN TEXHONOMN, NpefHa3HaYeHHble ANs
pernameHTUpPOBaHMA MpoLecca npenocTaB/ieHUs YCayr, onpefeneHns meTtonoB (cnocoboB) wux
NpefoCTaB/IEHNS N KOHTPOJIS, @ Tak>XXe OJ151 COBEPLUEHCTBOBAHMS PaboThbl yYpexaeHUs;

- DOKyMeHTauus Ha obopypoBaHue, npnbopbl U anmapaTypy, cnocobcTByoWas obecneyeHno mx
HopMasnbHOM W 6e3onacHol 3KcnayaTauuu, obcny)XmBaHUa K noadep)XxaHuss B paboTocrnocobHOM
COCTOAHUN;

- HauMoOHaJIbHble CTaHAapTbl, COCTaBAsAOLINE HOPMATUBHYID OCHOBY MpakTuyeckon paboTbl
yypexxaeHus B 061acTu npefocTaBaseMblX KIMEeHTaM CoUMabHbIX YCIyT;

- creunasbHbI KOMMNJEKT OOKYMEeHTOB, npeacTaBnsiowmnin cobon foKyMeHTanbHoe odopMsieHume
cucTembl obecnedyeHns KavecTBa y4ypexxaeHus (cM. pasgen 6).

B 3aBMCMMOCTM OT TOro, HAaCKOJIbKO Ka4eCTBEHHO COCTaBJIEHbI BblILLENEPEeYNCIEHHbIE NOKYMEHTbI U
KBaIMMULNPOBAHHO N YETKO U3N0XKEHbl B HUX 0683aHHOCTW, NpaBa, NOPSALAOK BbIMOJHEHUS Pa3J/INYHbIX
npouenyp Npv NpefocTaBNieHUN YCAyr, Apyrue pyHKUMM nepcoHana, 3aBucUT 3hPeKTUBHOCTb paboThbl
yupeXaeHMs U KavyecTBO NpefoCcTaBsIieMblX UM YyCyr.

YKa3aHHble [OOKYMEHTbl [O0J/DKHbl COCTaB/sATb OCHOBY [OKYMeHTauunm cuctembl obecrneyvyeHus
KayecTBa yudpexnaeHus. lMpuyem B npoLecce (POpMUPOBAHUS CUCTEMbl obecrnevyeHnss KayecTBa OHWU
MOryT ObiTb MNpM HEOBXOAMMOCTU OTKOPPEKTUPOBAHbLI C LEsbl MNpMBEOEHUS WX COAEpXXaHUs B
cooTBeTCcTBUE C TpeboBaHMSAMU, NPeObSABASEMbIMA K HUM KaK K 4acTuW [OOKYMEHTAUMU CUCTEMBbI
obecnevyeHns KavyecTBa.

5.2.2 YcnoBus pasmelwleHuns y4ypexaeHus, obecneymsatowime ero 3PeKTuBHyto paboTy, AOSKHbI
6bITb CeayrLWnMun:

- yypexaeHue N ero CTPYKTypHble Mnoapa3fesieHnuss OOJ/KHbl ObiTb pa3MelleHbl B CreuunabHo
npegHasHa4YeHHOM(bIX)  34aHUK(AX) WAXM  NOMELWEeHnsaX, AOCTYMHbIX ON9 BCEX KaTeropumn
obcny>XuBaeMbIX rpa>kgaH, B TOM 4Yncae oas MHBaAMAOB U APYrnMX MasloMOBUbHBIX FPYyMn HaceneHus.
MomeleHnsa 0oKHbl 6bITb obecneyeHbl BCEMU CPeaACcTBaMM KOMMYHasbHO-ObITOBOro 06CyXUBaHMS,
TenedoHHON CBA3bIO U IHTepHeTOM;

- Mo pa3sMepaM W COCTOSAHWUIO TMOMELLEeHNs [OO0J/DKHbl OTBeYaTb TpeboBaHUAM CaHUTapPHO-
FMrMeHNYeckKnXx HOpM WU npaswui, 6e3onacHOCTM Tpyda M A0JKHbI ObiTb 3allMLLEHb OT BO34ENCTBUA
(bakTOpOB, OTpMUATENLHO BAUAKLWNUX Ha KayeCTBO MNpefocTaBAsseMblX YCayr (MOBbILEHHbIX
TeMmnepaTypbl BO34yXa, BAaXXHOCTW BO34yXa, 3aMblJIEHHOCTU, 3ara3oBaHHOCTH, WyMa, Bubpaumm n T.4.);

- nsowagb, 3aHUMaeMasl yuypexiaeHuem, pnOos/mkHa obecrneynBaTb HOPMajsbHOE pa3MelleHne
rnepcoHana, KJIMeHTOB 1 NpeaoCcTaBleHNne UM yCayr.

B cBA3M C 3TuMm npu pa3pa60TKe cuctembl obecnevyeHns KadecTBa ydpexgeHma AOOJIKHbI ObITb
npeaycMoTpeHbl Mepbl, HamnpaBJZIEHHbIE Ha CO34aHUE NN noanep>XaHne ynomMAaHyTbIX yCJ'IOBVII7I, a npu
HeobxoouMoCTN - 1 BO3MOXHOCTM Ha UX ynay4dilieHnme.

5.2.3 BOI'IpOCbI YKOMMNMNEKTOBAHHOCTU Yy4peXxgoeHna crneunasimctaMm m mx KBaJ’]I/IqI)I/IKaLI,I/II/I TaKXe
OO/DKHbI HaNTKU OTpaXeHne B CcuUCctemMe obecnevyeHns KayecTBa - OOHOM W3 Ba)XHEWLLINX CbaKTOpOB,
B/INAKOLWLNX Ha Ka4eCTBO YCnyr.

B uncne hakTopoB, MoAsiexallux PeLleHut0 B paMKax CUCTeEMbl obecrnevyeHus KavecTBa, MOryT
ObITh:

- NOJIHAA YKOMMJIEKTOBAHHOCTb y4pexxaeHuns HeobxoQnMMbIMN CMeunanucTamm B COOTBETCTBUM CO
WTaTHbIM paCnnCaHnemMm,
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- noabop cneunanncToB C COOTBETCTBYOLWMM 0bpa3oBaHneM, KBanugukaumnen, npodpeccnoHaribHOM
NOArOTOBKOW, obnafalowmx 3HaHUSAMU U OMNbITOM, HEOOXOAUMbBIMU A5 BbIMOJIHEHUA BO3/I0XKEHHbIX Ha
HMX 06513aHHOCTEN; MOCTOSIHHOE MOBbILWEHNE WX KBaAUduKauum nyTemMm obyvyeHus Ha Kypcax
NnepernoaroTOBKN M MOBbILEHNA KBAIMMUKALUN NN UHbIMK cnocobamu;

- YyeTkKoe pacrnpepeneHve 0653aHHOCTEN CMELWANINCTOB, W3JIOKEHHbIX B [OJIKHOCTHbIX
WHCTPYKUMSX, MeTOoAMKaX W OpYrux LOOKYMEHTax, perjaMeHTUpyrLlmx ux o6a3aHHOCTM, npaBa u
OTBETCTBEHHOCTb;

- obsA3aTenbHaa aTTecTaumns cneunasancToB B YCTaHOBJIEHHOM MOPAAKE;

- BOCNUTaHMe Yy BCeX COTPYOHUKOB Yy4pexxaeHuna BbICOKUX MOpPaJibHbIX N MOPaJZIbHO-3TUYECKUX
Ka4eCTB, 4yBCTBa OTBETCTBEHHOCTU WU HeobxogumocTun pykKoBOOCTBOBaTbCA B csoen pa60Te C
KNMneHTaMmn npmHUumnnamMmm rymMaHHoOCTW, CnpaBeasMBoOCTN, 06BEKTUBHOCTU W© )J,O6p0)KeJ'IaTe}'IbHOCTVI,
YYUTbIBaa UX (pVI3VI‘-ieCKoe N Nncnxmn4eckoe CoCToAHUE,

- MPUHATME MEp K HeOOoNyLEHNIO pa3rjalleHns COTPYAHUKaMU y4YpeXxOeHUs CBeAEHWUN NINYHOro
XapakKTepa O KJMEHTax, TakK KakK 3TN CBeAeHUs COCTaBAAIT CAYyXebHyl TalHy M 3a UX pasrjalleHune
BMHOBHbIE HECYT OTBETCTBEHHOCTb B MopsAgKe, YCTaAaHOB/IEHHOM 3aKOHOAATEeNbCTBOM Poccuinckon
depnepauunn.

5.2.4 [Ona KayeCTBEHHOro nMNpenoCTaBNEHUSA YCAYyr yudYpexaeHue [OO/KHO OblTb OCHalleHO
cneunansHbeiM 1 TabenbHbiM 06opynoBaHMeM, annapaTypon n npmbopamn, oTeevatownmm TpeboBaHNAM
COOTBETCTBYIOLWMX CTAaHAAPTOB, TEXHUYECKUX YCJNO0BUW, [APYruX HOPMATUBHLIX [OOKYMEHTOB WU
obecnevymBaloWmMMM Hagnexallee Ka4eCcTBO NPenoCTaBAAEMbIX YCAYT.

B CBA3M C 3TUM B CUCTEMEe KayecCTBa Y4YpeXKOeHUd OOJIKHbI ObITb npeaycMoTpeHbl MeponpuaTnA,
HanpaBJieHHblEe Ha TO, 4YTOObI:

- obopyaoBaHue, npnbopbl U annapaTypa MCMoNb30BaJIMCh CTPOro Mo Ha3HAYEHUI0 B COOTBETCTBUN
C OOKYMeHTauunen Ha Nx yHKLUMOHNPOBaHNE N SKCMyaTaluio, COAepKauCb B TEXHUYECKN NCMPABHOM
COCTOSAAHMM, KOTOPOE A0JIXKHO CUCTEMATUYECKN NPOBEPATLCS;

- HeucnpaBHoe obopynoBaHue, Npubopbl M annapaTypa, Aawolue npu paboTe COMHUTENbHbIE
pe3ysbTaTbl, CBOEBPEMEHHO CHUMASUCh C 3KCMJlyaTauuW, 3aMeHSIMCb UM PEMOHTUPOBAINCL (ecnu
OHUV MoAJIeXXaT PEMOHTY), @ MPUrOAHOCTb OTPEMOHTUPOBAHHbLIX NOATBEPXXAA/IAaCh UX MPOBEPKON.

5.2.5 lonHoe n [oCcToBepHOE npenocTaBsieHNne NHGOPMaUnKN, NMpexxae BCero KJneHTaM, LOJIKHO
ABNATLCA COCTABHOM 4YacCTblo CMCTEMbI 0becneyvyeHna KavyecTBa y4pexaeHus, Tak Kak 6e3 npaBuibHO
OPraHM30BaHHOIo MHHOPMaLIMOHHOIO NPoLEeCcca HEBO3MOXKHO obecneynTb Ka4ecTBO NpeaocTaBisieMblX
yCNyr, COOTBETCTBYlOLLEE 3anpocaM U Hy>XAaM KJINEHTOB.

CocTosiHMe WHhopMauunm 06 yypexAeHMUn U npaBuiax MNpPenocTaBieHns UM  yCayr OOJIKHO
COOTBETCTBOBATb TpeboBaHusam [1].

B OOKYMeHTaunm CUCtemMbl obecnevyeHna KavyecTBa y-|pe>Kp,eHv||7| n310XXeHune I/Iqu)OpMaLI,I/IVI OOJI>)KHO
oTBE4YaTb caenytounm TpGGOBaHVIFIMZ

a) yypexaeHne o643aHO 4OBOAUTbL A0 FpakaaH CBOe HaMMEHOBaHME N MeCToHaxo)XaeHune nobbiMm
crnocoboM, npenycMOTPEHHbLIM 3aKoHOOATeNnbCTBOM Poccuinckon ®Pepepaunn, npenocTaBaAaTb Mo
TpeboBaHNIO KINEHTOB HeOb6XOOMMYIO W [OCTOBEPHYID WMHPOPMALWUK O BbIMOJHAEMbIX YCJyrax,
MO3BOJIAOLLYO UM CAeNaTb KOMMETEHTHbIN BbIOOP;

6) cocTas nHdopmaumm 06 ycnyrax (B coorseTcTBUmM C [1]) AONXKEH BKAOYaTb B cebs:

- nepevyeHb OCHOBHbLIX YCNyr, NpenoCTaB/iId€MbIX yHpeEX OEHUNEM,

- XapaKTEepPUCTUKY Kax[oW ycayru, obnacTb ee npeaocTaBfieHUMs U 3aTpaThl BPEMEHW Ha ee
npenocTasieHue,

- B3aMMOCBSI3b MeXAy KayecTBOM YC/Yrun, YC/IOBUSIMW €€ MpefocTaB/ieHns U CTOMMOCTbIO (npu
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HeobxognumocTn),
- BO3MOX>XHOCTb MOJTy4eHUS OLEHKW KavyecTBa YCYr CO CTOPOHbI KJINEHTA,

- YCTaHOBJIEHME B3aWMOCBS3N MeXAy MNpPeasloXeHHON YCAyrol u peasbHbIMU MNOTPebHOCTAMMK
KJINeHTa,

- NpaBuna 1 ycnoBusa 3hHekTMBHOro 1 6e30nacHOro NCNosib30BaHUS yCayr,
- rapaHTUiHbIe 06513aTeNbCTBaA YYPEXKAEHNS - UCMIONIHUTENS YCAYT;

B) MHopMaumsa OosmKHa 6biTb 4OCTOBEPHOM N MOSHON. Ecn npenocTtaBieHne HeLOCTOBEPHON NN
HeOOoCTAaTOYHO TMOJIHOM WHdopMauum ob ycnyre noBnekno 3a cobo npuunHeHue Bpeda >KU3HW,
340POBbI0  WAN MWMYLWLECTBY KhuMeHTa (BCnencTeme MNpPoOM3BOACTBEHHbLIX, peuenTypHbIX W WHbIX
HeOoCTaTKOB YyCnAyru), OH BrpaBe NpenbsBuUTb Yy4dpexaeHuto TpeboBaHMA 0O BO3MELLEHUU
NMPUYNHEHHOr 0 Bpeaa.

6 lokyMeHTanbHoe ocpopMsieHue cucTteMbl obecneyeHus KayecTsa

6.1 Cuctemy obecriedyeHnss KavyecTBa OopMASIOT B BUOE KOMMJIEKTa AOKYMEHTOB (PYKOBOACTB,
MOJIOXKEHUIA, WHCTPYKUWIA, MeToAMK W T.O.), B KOTOPbIX YyCTaHaB/MBalOT TpeboBaHMs K cucteme
obecrneyvyeHunst KaYeCcTBa YUYPEXAEHUS B LEJSIOM N K €e COCTaBHbIM YaCTsM, YKa3aHHbIM B 4.2.

CTeneHb NOKYMEHTUPOBAHHOCTU CUCTEMbI obecrnevyeHmnss KayecTBa PasINYHbIX YYPEXOAEHUN MOXKET
OT/IMYATbLCA B 3aBUCUMOCTN:

- OT pa3Mepa W nNpefHa3sHaYeHUs YyYpexKAeHus, XapakTepa WU obbemMa npenocTaBiseMbIX YCAyr,
KaTeropuin obcny>XK1MBaemMoro HacesieHus;

- CJIOXKHOCTU npoLuecca rno NpefocTaBJ/IEHNIO YCAYT;
- KOMMETEHLMN NePCoHaNna y4ypexaeHus.
[JokyMeHTauma MmoxxeT 6bITb Ntobo popMbl 1 Ha NtoboM HocuTene.

6.2 [loKyMeHTauulo cucTtembl obecrneyeHnss KavyecTBa cnegyeT 0QOPMAATb KaK COCTABHYH 4YacCTb
BCEN OOKYMEHTaUUN yYpeX4eHNA N yTBEP>KOaTb B YCTaHOBNEHHOM Mopsake.

6.3 OCHOBHbIM JOKYMEHTOM CUCTEMbl 0becneyeHnst KavyecTBa yupexxAeHUs sBNsieTcs pyKoBOACTBO
Mo KayecTsy.

B Hem wu3naratoT obuwee onucaHume cuctembl obecnevyeHUs KavecTBa MPUMEHUTENIbHO K
KOHKPETHOMY YYPEXIEHUID, Pa3bACHSAKT MNOMUTUKY yypexxaeHus B obnacTu KayecTBa, OTpakatloT
OpraHn3aLUMOoHHYI0 CTPYKTYPY CUCTeMbl obecnevyeHuns KayecTBa, 3a4aun 1 QYHKLUUM noapasneseHnin n
cnyx6 ydpexnaeHns B obnacTm KavecTBa, NPUBOOAT CBEAEHUS O KOMMJIEKTE [OOKYMEHTOB BCEX
YPOBHEN, COCTaBASKLWNX HOpPMaTUBHO-MeToan4eckytlo 6a3y cucTtembl obecnevyeHus KavecTsa,
yCTaHaBAMBAOT MOPSAAOK BHeApeHus, (QYHKLUMOHMPOBAHUA W KOHTPONSA cuctembl obecrneyveHus
KavecTBa.

6.3.1 NonnTtuka B 061aCTN KavyecTBa A0J/KHA yCTaHaB/IMBaTb OCHOBHbIE Lieaun, 3a4aduv U NnpuHUMnbI
DEeATEeNbHOCTU Yy4ypexxaeHnss B 06/1acTM KayecTBa, OOKYMEHTaJIbHO O(QOPMJIEHHbLIE U MPUHATbLIE K
06a3aTeNbHOMY BbINOJIHEHUIO B YHYPEXOEHUN.

6.3.1.1 Uenn nonntnkmn B 061acTn KavyecTBa A0JIKHbI OTpPaXkaTb Clieaytoline BOnpochl:

- obecnevyeHmne NOCTOSAHHOIO yAOBNETBOPEHNA KJIMEHTOB NMpeaoCTaBIAEMbIMU YCIYIraMu,

- NOBbILLEHME KaYeCcTBa YCyr U 3hpeKTUBHOCTY (pe3yibTaTUBHOCTU) X NpeaoCcTaBeHuns;
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- NpUHATUE MPOPUNAKTUYECKNX Mep Mo NpeayrnpexaeHuto Uan yperynpoBaHUIO MPEeTEH3NNn U
XKanob KJNeHTOB;

- NpoYre BOMNPOCHI, OTPaXkaLwme cneunuky 4eaTesibHOCTUN yYpexaeHus.

Coaep>xaHne OCHOBHbIX 3ajay M NPUHLMNOB AeATesIbHOCTU y4pexaeHunsa B obnactm kKadecTBa
npueeneHo B 4.6 u 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsay c noapobHbIM U3N0)XKEHWEM Lenel, 3a4a4 U NPUHLUIMOB B PYKOBOACTBE MO Ka4yecTBy
NOJIKHbI BbITb YETKO onpeaeneHbl N CHOPMYSIMPOBaHbI NOPAAOK N cNocobbl (MeToabl) NX peannsaunm.

6.3.1.3 OTBETCTBEHHOCTb 3a NOANTUKY B 0611aCTN KayeCcTBa HeCeT PYKOBOAUTENb yYpeXAeHuns.

PykoBoOMTENb Y4YpexXaeHusa nosxeH obecnevynTb pa3bscHEHWE U AoBedeHMe 3TOW MOSUTUKK A0
CBEEHUA BCEro rMepcoHana Y4YpexnOeHus, YeTKO onpeaennTb MOJIHOMOYUSl, OTBETCTBEHHOCTb U
nopsooK B3aMMOOENCTBUA BCEro nepcoHaNa Y4YpeXKAeHWUs, OCYLLECTB/IAIWEro pPyKoBOACTBO,
NCMNOJIHEHME YCNIYT U KOHTPOJIb AeATENbHOCTU, BAUAIOLEN Ha Ka4eCcTBO YCyr.

6.3.1.4 B dopMmpoBaHMM MNOANTUKKM B 00N1aCTM KayecTBa [OO/KHbl MNPUHUMATb YydyacTue BCe
PYKOBOAUTENN, OCYLLECTBAAOLME YPaBAEHNE YYpeX AEHNEM.

6.3.1.5 MonuTumka y4vpexpeHusa B 061acTu KayeCcTBa [OJ/KHA OXBaTblBaTb BCE HarpaBieHUS ero
LesiTeNbHOCTU, OTBeYaTb MOTPEOHOCTSIM UK 3anpocaM KJMEHTOB, CNocobCTBOBATb YYy4LLEHUIO
COUMalbHbIX M 3KOHOMUYECKUMX MOoKasaTenen ydpexnpeHusa. MNMonntmka B 06nacTm KavyecTBa O0JHKHA
cofepXxaTb Takxe 0053aTeNbCTBO PYKOBOACTBA YYPEXAEHMNS OCYLLECTB/IATH MOCTOSHHOE YJyYlleHune
KavecTBa 06Cy)KMBaHNSA KJIMEHTOB.

6.3.1.6 MNonnTrka y4pexaeHus B obnacTn KayecTBa AOJ/KHA BHEAPATbCHA BO BCEX CTPYKTYPHbIX
noapasfesieHnax y4YpexAeHus U perynsapHo noAsepraTbCca aHaau3y Ha npegMeT ee MNOCTOAHHOW
AKTYyaJIbHOCTW N MPUTrOAHOCTMU.

6.3.1.7 Peanuzaumsa noAnTUMKKN y4dpexpeHus B obnactm kadyecTBa [A[o0JKHa ObiTb obecrneveHa
HeobxoAnUMbIMUY pecypcamMun (KagpoBbIMU, MaTEPUASIbHO-TEXHUYECKUMU, MHOPMALMOHHBIMU N Ap.).

ONns  BbINOJIHEHWSI  MPUHSATON  YYpPEeXXOAEHMeM MNoAMTUKM B  obnactm kKayecTBa nepen
noapasneneHnsaMmn n cnyxbamm yypexneHus CTaBsATCS 3a4ayM Ha KOHKpPEeTHble MjaHOBble Mepuosbl,
KOTopble Mpv HeobXOAMMOCTUN CBOEBPEMEHHO YTOYHSOTCS U KOPPEKTUPYIOTCA PYKOBOACTBOM
yypexxaeHuns.

6.3.1.8 B yu4ypexaeHunm crnegyetr MNpPOBOAUTb MeponpuaTus, obecnedymBalowime MNOHUMAHNE,
noanep>XKy u peannsaunio NONTUKN B 061aCTK KadecTBa BCEMU COTPYAHNKAMN YYPEXAEHUNS.

6.3.2 OpraHm3aunoHHas CTPYKTypa cuctembol obecnevyeHns KayecTBa MoxxeT BbITb NpeacTaBsieHa B
BMAe cxembl (C He0OX0ANMbIM MOACHEHWEM), Ha KOTOPOW A0/KHbl BbITb N306parkeHbl BCe CTPYKTYpPHbIE
nogpasfesieHns, HenocpencTBEeHHO y4YacTBYOLME B NpefocTaBaeHun ycayr nnm obecnedmeatowime mx
npefocTassieHune.

B mosicHEHMM K CXxeMe [0J/KHbl OblTb OTpPa)KeHbl 3adayvn, PYHKUMM N OTBETCTBEHHOCTb BCEX
noapasneneHuin n cnyx6 yypexneHma B o061acTu KayecTBa M NMpuBeLeHbl CBEOEHUA O LOKYMeHTaxX
BCEX YPOBHEN, KOTOpble A0JIKHbI COCTaBNATbL HOPMATUBHO-MeToAnYecKyto 6a3y cucteMbl obecneyeHms
KayecTBa yuypexxaeHus.

CBefeHMss 0 HOOKYMeHTax MoryT ObiTb npeacTaBfieHbl B BUAE CaMUX [OKYMEHTOB, MOBTOPHO
pa3paboTaHHbIX (MoNMTMKa B 06NacTM KavecTBa M AP.) WM YK€ [ENCTBYIOWUX B YYpexAeHun
(MONOXKEHUS, MHCTPYKLUUN, METOAUKW, PYKOBOACTBA, MpaBufia U T.4.), HO OTKOPPEKTUPOBAHHBIX Mpu
HeobxoaMMoCTK B Lenax 6bonee NOMHOIro y4yeTa B HAX BOMNPOCOB KavyecTBa, Mb0O B BMAE CCbIIKU Ha 3TU
LOKYMEHTbI C MH(opMaumen 06 nx npeaHasHaYeHMN N KPAaTKOM COAEPIKaHMWN.

6.3.3 [okyMeHTaumss cucTteMbl obecrneyeHUs KayecTBa YUYpeXAeHuUs [OoJSKHA MOCTOSHHO
nonfep>XmBaTbCss B paboyeM COCTOAHUW; YCTapeBLWY [OOKYMEHTauutlo cnenyeT CBOEBPEMEHHO
M3bIMaTb M 3aMeHSTb HOBOA.
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7 OpraHu3auma paboTbl N0 Ka4yecTBy yCc/yr B cucteMme obecneyeHus Ka4yecTBea

7.1 NMonHOMOUYMSA U OTBETCTBEHHOCTb NepcoHana

7.1.1 B cucteme obecneyeHnss KayvecCcTBa Yy4YpexOeHUs [OJ/KHbl ObiTb YETKO onpeaeseHsbl
MOJIHOMOYUNSA, OTBETCTBEHHOCTb U B3aMMOOENCTBME BCEro nepcoHasia yuypexxaeHus, ocyLecTBAAOLWEro
pykoBoACTBO paboTon, NpenocTaB/ieHNe YyCayr U KOHTPOJIb AeATENIbHOCTU, BJUSAIOLWENA Ha KayecTBO

ycnyr.

9TOo, B NepByl0 o4vepedb, AO/HKHO OTHOCUTLCS K 06Ciy)XMBatoLWeMy MepcoHany, OesTesbHOCTb
KOTOpPOro CBfi3aHa C BbIMOJIHEHUEM TaKUX MNpoLeayp, Kak BbiiBEHUE NPETEH3UN U XKanob KJINEHTOB,
npoBefgeHMe MeponpuATUA NO  YCTPAHEHWIO WKW  NpefynpexneHnto HepoCTaTKOB, KOHTPOJib
BbIMOJIHEHNSA 3TUX MEPOMPUATUNA.

7.1.2 B yupexxaeHuu goJIXKHO ObiTb Ha3Ha4YeHO OTBETCTBEHHOE NNL0 (NpeacTaBUTe b PYKOBOACTBA)
M3 4YnCna pykoBoAMTENEeN yYpeKAeHWs, KOTOpoe He3aBUCMMO OT [APYruMx BO3JI0OXKEHHbIX Ha Hero
06A3aHHOCTEN [O/XKHO OTBEYaTb 3a Haanexallee BbiMNoJHEHNUe TpeboBaHUN, YCTAHOBJIEHHbIX
HaCTOALWMM CTaHAAPTOM, U1 UMETb MOJIHOMOYUS:

- ansa obecneyeHuns pa3paboTkn cucteMbl obecnevyeHns KavyecTBa, ee BHeAPEHUS N NoAAEepP KaHUSA B
paboyem cocToAHUY;

- NpepocCcTaB/ieHUs OTYETOB PYKOBOAUTENO yypexAeHUs O (PYHKUMOHMPOBAHUM CUCTEMbI
obecrneyeHmns KavyecTBa C Lie/blo ee aHan3a 1 UCMoJib30BaHUSA MOJSTYYEHHbIX Pe3y/ibTaTOB Kak OCHOBbI
ANA fdanbHeNLWero CoBepLLIeHCTBOBaHMS.

7.1.3 Y4ypexpeHue [OO0/HKHO YCTAaHOBUTb MNOPAAOK pa3paboTkm (MM KOPPEKTUPOBKK, Mpwu
HeobXxoANMOCTHN), PaCCMOTPEHUS, YTBEPXKOEHUSA U BeAeHUA BCeX OOKYMEHTOB, OTHOCALLUXCH K cuctemMe
obecrnevyeHuns Ka4yeCcTBa, a Tak)Xe NOPAAOK UX NPefoCTaBEHNS.

7.2 BHyTpeHHMEe NPOBEPKU CUCTEMbI KayecTBa

7.2.1 B cucteme obecneyeHnss KavecTBa YyuypexxaeHuss OoskeH ObiTb pa3paboTaH wu
nognoepxuesatbcd B  paboyeM  COCTOAHUM  MOPSAAOK  MNPOBeAEHUS  BHYTPEHHUX  MNPOBEPOK
hYHKLMOHMPOBaHNA cucTtembl obecrnevyeHns KadecTBa. BHyTpeHHME npoBepkn cuctembl obecnevyeHus
KayecTBa y4dpexxaeHua NpoBOOAT C Lesblo perynspHon oueHkn ee 3pPeKTUBHOCTU U COOTBETCTBMUA
yCTaHOBJIEHHbIM TpeboBaHMAM, a Takxe phas rnoaydeHnsa uHdopMauun, Heobxoaumon L[na
3(hHEKTUBHOI0 PYHKLMOHNPOBAHNSA STON CUCTEMBI.

7.2.2 OTBETCTBEHHbIM JINLLIOM 3a OpraHM3auuilo U NMpoBeleHne MNPOBEPKN CUCTEMbl obecneyeHus
KayecTBa Yy4ypexxOeHusa OoJkKeH ObiTb npeacTaBuTeNlb PYKOBOACTBA, OTBETCTBEHHbLIA 3a CUCTEMY
obecneyeHuns KayecTBa.

7.2.3 OTBETCTBEHHbLIMU WCMOJIHUTENSAMWU MO MNPOBEAEHMUIO MPOBEPOK PEKOMEHAYyeTCsi Ha3HavaTb
pykoBoauTenen noapasgeneHuin, 3pPEeKTUBHOCTbL M KavyeCTBO OeATeNIbHOCTU KOTOPbIX 3aBUCAT OT
KayecTBa AesATeNbHOCTY NPOBEPSEMbIX NOApPa3AesIeHNNA.

7.2.4 3heKTUBHOCTb CUCTEMbI 0becrnevyeHns KavyecTBa yYpeXaeHns onpenensatoT no pesyabTaTtam
ee OLeHOK, noJly4yaeMblix Npu nposepkKax.

7.2.5 B npouecce npoBepkn cuctembl obecrnevyeHms KavecTBa YYPEeXAEHUA (N ee COCTaBHbIX
YacTen) oCyLeCcTBASAIOT:

- KOHTPOJIb COOTBETCTBUA CNCTEMDbI obecnevyeHnsa KayecTBa Tpe6OBaHVIFIM HacCcTodALWero CtaHgapTa un
OOKYMEHTaUMNnN Ha HEE,

- @HaNM3 U OUEHKY COCTOAHUA (PYHKLUWMOHUPOBAHUA CUCTEMBI obecnevyeHna KayecTtBa B LEeSIOM U
OTAeJIbHbIX ee COCTaBHbIX YacTen;
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- aHaJIM3 COOTBETCTBUS NpenocTaBasieMblX yCyr TpeboBaHMSIM HOPMATUBHbLIX JOKYMEHTOB;
- aHaJIM3 1 OLLEHKY pe3yNibTaToB paboTbl yupexxaeHns B 061acTu KavyecTBa yCayr;

- BblpabOTKYy KOPPEKTUPYKOLNX OEACTBUA, HaMNpaB/IEHHbIX Ha YCTpPaHEHWe HeOOoCTaTKOB,
BbISIBJIEHHbIX B Mpouecce npenocTaB/ieHUs YCayr, M COBEpLUEHCTBOBaHME CUCTeMbl obecnevyeHus
KayecTBa.

7.2.6 MNpoBEpPKN CUCTEMbI Ka4yeCTBa y4pexx4eHUn MoryT ObiTb MJAHOBbLIMU N ONMEepPaTUBHbBIMMU.

MepnoanYHOCTb MJIAHOBbLIX MPOBEPOK YCTaHaBAMBAOT B 3aBMCUMMOCTU OT pe3y/ibTaTOB aHasn3a
KavyecTBa yCcayr.

OnepaTnBHYO MPOBEPKY CUCTEMbI obecrneyeHns KavyecTBa WM OTAENbHbIX €e COCTaBHbIX YacTewn
NPOBOAAT B CJlydae PEe3KOro yxyALIeHWs rokKasaTenen, XapaKTepusylownx KOHEeYHble pe3ysibTaThbl
paboTbl Mo obecnevyeHUto KayecTBa YCAyr, MPefoCTaB/IIEMbIX KaKUM-Nnb6o noapasfeneHneM unu
yypeKaeHneM B LesIoM, B CJlydae OueHKN 3(MPEKTUBHOCTN KOPPEKTUPYIOLLNX AENCTBUNA, a TakXxe npu
3HaYUTENIbHbIX U3MEHEHUSIX OpraHn3aumm paboT 1 TEXHONOr A NPefoCTaBNEHNS YCYr, KOTOpble MOryT
OTpULATENbHO NOBAUATHL Ha UX Ka4yecTBo.

7.2.7 Tlocne OKOHYaHUA BHYTPEHHEW NpoOBepkKW ee pesynbTaTbl 0POPMAAIOT B BuAe OT4eTa O
COCTOAHUM CUCTeMbl KadecTBa obecrnedyeHuUs yypexaeHus, B KOTOPOM OTpakaloT AaHHble aHanusa
COOTBETCTBUA rMOKa3aTesiel u pe3ysbTaToB LEeATeNbHOCTU y4dpexpeHusa B obnactu obecnedveHus
KayecTBa NpefoCcTaB/sieMbIX YCAYr YCTaHOBJIEHHbIM TpeboBaHUAM.

7.2.8 Pe3ynbTaTbl MPOBEPOK CMCTEMbI 0becrneyeHmns KavyecTBa yUYpPeXXAEeHUN ABNSAIOTCS OCHOBaHUEM
Ona pa3paboTKum M peanusauum MepornpusaTUiA Mo ee COBEPLUEHCTBOBAHMIO, MO pa3paboTKe HOBLIX
MEeTOAOB W CPeacTB YMpaBJieHUs Ka4YeCTBOM TMPenoCTaB/ISIEMbIX YC/yr, YAYyYlleHW0 CcoCTaBa W
coaep>XaHus HOPMATUBHON NOKYMEHTALUK Ha cuctemy obecneyeHns KavyecTBa.

7.3 NMoproroBKa Kagpos

7.3.1 B yuypexaoeHun aoskeH bbiTb pa3paboTaH, OOKYMeHTasibHO OOpMJIEH U yTBEpP)XAEeH MnaH
MeponpuaTUIA NOo noarotoBke (obyyeHMio, NOBLILWEHUID KBaJauuKaumn, aTTecTaunm, CTa>KMPOBKe U
T.0.) NepcoHana, BbiNoJHAWOLWEro paboThl, HEMNOCPEACTBEHHO BAMSAIOLLME HAa Ka4eCTBO YCAyr.

7.3.2 T[loOroToBKOW MepcoHasa [AOOJ/KHbl ObiTb OXBayYe€Hbl BCE COTPYAHUKM Yy4YpexKOoeHus,
HernocpeaCcTBEHHO BAMAIOLWME Ha KaveCTBO YC/yr, BKJKOYas pyKOBOOSALLMA COCTaB BCEX YPOBHEN.

7.3.3 Mpwu paszpaboTke 1M peannsaymn naaHoOB MepornpusaTUA Mo NMOAFOTOBKE KaApoB HeobxoAumo
yunTbiBaTb TpeboBaHusA, M3N0XKeHHble B 5.2.3, Kacatowmecsa nopsgka paboTbl co cneymanmcTamu
yypexkaeHus.

7.4 AHanu3 PyHKLNOHNPOBAHUSA CUCTEMbI KaYeCcTBa PYKOBOACTBOM y4pe)XaeHus

7.4.1 Cuctemy obecnevyeHus KadecTBa MepMoanYeckn QOOJIKHO aHaln3nMpoBaTb PYKOBOOCTBO
yypexaeHunsa Ons Toro, 4tobbl MOXHO 6blno0 ybeomTbcs B TOM, YTO OHa YyAOOBJEeTBOpPSAET
npeabsBnsaeMbiM K Hell TpeboBaHMAM 1 3heKkTUBHa.

7.4.2 AHanu3 [0JIKeH BKJ/YaTb OUEHKY pe3y/libTaTOB BHYTPEHHUX MPOBEPOK, MPOBOAUMbBIX
HernocpeaCcTBEeHHO  PYKOBOACTBOM WX  MpeacTaBUTeNeM  pPYKOBOAOCTBa, OTBETCTBEHHbIM  3a

(pyHKLMOHMpPOBaHNE cucTeMbl obecneyeHnsa KayecTBa yupexxaeHus.

Pe3ynbTaTbl MOAOOHbLIX aHaNM30B cjledyeT MWCMoNb30BaTh AN MOATBEPXKAEHUA OOCTUXKEHUSA
TpebyeMoro KayecTBa 1 3PPEKTUBHOCTU PYHKLIMOHNPOBAHNSA CUCTEMBI.

7.5 KOHTpOJ/1b U OLeHKa KayecTBa ycnyr

7.5.1 Mpn KOHTPONE M OLEHKEe KavyecTBa NpPenoCTaB/SEMbIX YYPEXOEHUEM YCAYyr yuYypexieHue
JLOJIXKHO:
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- MpoBepATb U WNAEHTUDUUMPOBATbL YCAYrM Ha COOTBETCTBME HOPMATUBHLIM [LOKYMEHTaM,
pernamMeHTUPYOWUM UX NpenocTaBieHmne;

- obecrneymBaTb CAMOKOHTPOJIb MepcoHaNa, NpPenoCTaBASOWEro yCayrn, Kak COCTaBHYI 4acTb
npoLiecca KOHTPONS;

- obecneynBaTb NPUOPUTET KJIMEHTOB B OLIEHKE KayecTBa yCayr;

- MNPaKTUKOBaTb B Y4YpeXxaeHUn peryadapHyro OuUeHKY CTeneHn YynoBJIETBOPEHHOCTUN KIINEHTOB
ycnyraMmm nytem npoeeaeHna coumonorn4eckmx ornpocos.

7.5.2 CpaBHeH/Ee OLEHOK KJIMeHTOB W WUCMOJIHUTENEN yCcnyr ciegyeT MpPoBOAUTb MOCTOSHHO OJS
Toro, 4Tobbl OLIEHUTb COBMECTMMOCTb [OBYX Mep WX KayecTBa, NpoBecTn (npum HeobxoAnMmocTwn)
KOppEeKTUpyloLwine OencTems U onpenennTb, HAaCKOIbKO OeATeNbHOCTb UCMOJIHUTENen yCyr oTBeYaeT
noTpebHOCTAM 1 3anpocaM KJINEHTOB.
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