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IIpenucaosue

Iemn n npunuunel cranaaprusanuu B Poccuiickoit denepannn ycraHoBiaeHsl DenepaibHbIM
3akoHOM OT 27 paexabps 2002 1. Ne 184-03 «O TEXHUYECKOM pETyJIUPOBAHUW», a TpaBUIIA
IPUMEHEHUs1 HalMOHAJIBHBIX craHaapToB Poccuiickoir ®enepaunn - ['OCT P 1.0-2004
«Cranpaptuzanus B Poccuiickoit @enepanyu. OCHOBHBIE TTOJTOKEHUS

CgBenenusi 0 cTanaapre

1  PA3PABOTAH  ®exaepaibHbIM  TOCYIApCTBEHHBIM  YHUTAPHBIM  MPEANPUITHEM
«Bcepoccuiickuii HayuyHO-UCCIEA0BATEIBCKUI HHCTUTYT CTaHAAPTH3AIMKA OOOPOHHOM MPOIYKIUU
u TexHonorum» (OI'YII «Pocoboponcranmapt»; 1o 8 utons 2005 . - DI'YIT « BHUMcTangapt»)

2 BHECEH Texuuueckum xkomureromM 10 cradgapruzauuun  TK 406 «CouwnansHoe
00CITy>)KUBaHUE HACECIICHUS»

3 VTBEPXJIEH U BBEJIEH B JIEVICTBUE Ilpukazom ®ejiepaqbHOr0 areHTCTBA IO
TEXHUYECKOMY peryiupoBaHuto u Metposioruu ot 30 nexadps 2005 r. Ne 534-ct

4 B mHacrosmieMm CTaHAapTe peaau30BaHbl HOPMBI (enepalbHbIX 3aKOHOB Poccuiickoit
®denepaunu:
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ot 10 mexabps 1995 r. Ne 195-@3 «O6 ocHOBax COLHMATBHOTO OOCTY>KMBaHWS HACEJICHHS B
Poccniickoit denepanuny;

ot 9 siHBaps 1996 r. Ne 2-@3 «O 3amuTe npas noTpeduTeneiny;

ot 27 nexabps 2002 1. Ne 184-D3 «O TeXHUUECKOM PEryJTUPOBAHUI.

B cranpapre peanu3oBaHbl Takke HOpPMBI MocTaHoBIeHHs [lpaBurensctBa Poccuiickoit
Qeneparun ot 2 QeBpans 1998 r. Ne 113 «O HeKOoTOpbIX Mepax, HalpaBICHHbIX Ha
COBEpIICHCTBOBAHUE CUCTEM O0ECTIEUeHHS KaueCTBa MPOIYKIUH U yCIIyT»

5 BBE/IEH BIIEPBBIE

Hugpopmayus 00 uzmenenusx K Hacmoawemy cmamoapmy nyoOauKyemcs 8 exHcecoOHO
usoasaemom ungopmayuonnom ykasamene «Hayuonanvrnole cmanoapmery, a mexkcm usmeHeHuti u
HONPABOK - 6 edceMeCayHo U30aeaemvlx UHQDOPMAyuoHHbIX YKazamenax «Hayuonanvuvie
cmanoapmuly. B cnyuae nepecmompa (3ameHvl) unu  OMMEHbl HACMOAWE20 CMAaHoapma
coomeemcmeyioujee  ygeoomieHue  Oyoem — ONYOIUKOBAHO 6  eHCeMeciAyHo  U30A8aeMOM
ungopmayuonrom ykasamene «Hayuonanonvie cmanoapmoly. Coomeememayowas ungopmayus,
y8eooMaeHue U MeKCmyvl pasMewaromcs makxice 6 UHQOPMAYUOHHOU cucmeme 00uje2o
NONb308AHUSL - HA OQUYUATLHOM catime HAyuoHaivHo2o opeana Poccutickoi ®edepayuu no
cmanoapmuzayuu u 6 cemu Humepnem

HAIIMOHAJBHBIM CTAHAAPT POCCUMCKOMW ®EJEPAIIUN

CounanbHoe 00CIy;KMBaHHE HACEJICHUS
CucreMa KayecTBa yUpPeKACHUI COUMAIBLHOI0 00CTyKUBAHUS

Social service of the population. Quality systems of the organisms for social service

Jlata BBeaenus - 2007-01-01
1 ObsacTh NpUMeHeHHUs1

Hacrosimuii craHmapT pacmpocTpaHseTcs Ha COIHMalbHOe OOCTY)KUBAHUE HACEICHHS U
yCTaHaBIIMBaeT TpeOOBaHUS K CUCTEME KaueCTBa YUPEKICHHUI COLMATbHOIO 00CITy)KUBaHUS (J1anee
- YUPEKICHUS ), PEAOCTABISIFOIINX COIMANILHBIC YCIYTH (J1ajee - YCIyrH) pa3IndHbIM KaTeropusiMm
HACEeJICHHUs1, OKa3aBUIMMCS B TPYIHOM KU3HEHHOM CUTYallUH.

Crangapt pa3paboTaH C LEIbI0 €r0 UCIIOJIb30BaHUS B KayecTBe 0a30BO HOPMATHBHON OCHOBBI
pu pa3pabOTKe CUCTEM KadecTBa KOHKPETHBIX YUPEKICHUM NMPUMEHUTENbHO K crenupuke ux
JESTEIILHOCTH.

2 HopmaTHuBHBIE CCBHLIKHA

B HacrosiiieM cTanmapTe UCIOIb30BaHbI HOPMATHBHBIE CCHUIKU Ha CIEAYIOUINE CTaHIApPTHI:

I'OCT P 50646-94 Vcnyru HaceneHuto. TepMUHBI U ONPEeIICHUs

['OCT P 50691-94 Monenb obecriedeHns KauecTBa yCIyT

I'OCT P 52142-2003 CommansHoe oOCHTy>KMBaHHE HaceneHus. KauecTBO COIMaNIbHBIX YCIYT.
OO01111E TTOJI0KEHUS

T'OCT P 52143-2003 CommanbHoe oOciykuBaHue HaceneHus. OCHOBHBIE BUJbI COLIMAJIBHBIX
yCIIyT

I'OCT P MCO 9000:2001 Cucrembl MeHeKMEHTA KauecTBa. OCHOBHBIE MTOJIOKEHUS U CIIOBAPh

['OCT P MCO 9004:2001 CucreMbl MEHEIKMEHTAa KaduecTBa. PekoMeHIanuu no yiIy4lIeHHIO
JESTENIbHOCTH

11 puMedaHuce - HpI/I MOJIb30BAHUU HACTOAIIUM CTaHAApTOM H€H€C006p33H0 HIPOBCPUTH HeﬁCTBHC CCBIIIOYHBIX
CTaHI[apTOB B I/IH(bOpMaIII/IOHHOI/I CHUCTEMC 0611161"0 IIOJIB30BAaHUA - HaA O(l)I/IIII/IaJ'H)HOM caiTe HalMOHAJIBHOI'O0 OpraHa
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ykazareno «HaruoHnanbHble cTaHAapTh, KOTOPBIH OMyOJMKOBAH 10 COCTOSHUIO Ha | sIHBaps TEKyIIero roja, U Mo
COOTBETCTBYIOIINM €KEMECSIYHO H3/1aBaeéMbIM MH()OPMAIIOHHBIM YyKa3aTeJsiM, OITyOJIMKOBaHHBIM B TEKYILEM TOIY.
Ecnu  cchIIOYHBI JOKYMEHT 3aMEHEH (M3MEHEH), TO NpH IIOJIb30BAHMUM HACTOSILIMM CTAHAAPTOM  CIIEIyeT
PYKOBO/ICTBOBATHCS 3aMEHAEMBIM (M3MEHEHHBIM) JTOKYMEHTOM. EciM cChIIOUHBIN JOKyMEHT OTMEHEH 0e3 3aMEHBI, TO
MOJIO’KEHHE, B KOTOPOM JlaHa CChIIKA Ha HETO, IIPUMEHSIETCS B YaCTH, HE 3aTParuBaromel 3Ty CCBUIKY.

3 TepMuHBI U onpeieJIeHUs!

B nacrosmem crangapte npumenensl TepMunbl 1o [OCT P 50646 u TOCT P UCO 9000.

4 TpeGoBaHHA K cCHCTEMe KAYeCTBA YUPeKACHUS

4.1 TpeboBaHUS K CHUCTEME KauyecTBa YUYPEXKJIEHHUs YCTAHOBJICHBI HACTOSAIIMM CTAaHAAPTOM B
COOTBETCTBUM ¢ mnojoxeHusmu  PenepanbHblx  3ak0HOB  Poccmiickonn  ®enepauuu
nocraHoBineHueM IIpaBurensctBa Poccuiickoit ®enepauuu, YyKa3aHHBIMM B IPEIUCIOBUU
cTanzaapTa, a Takxe nonoxxkeHusmMu [OCT P 50691, 'OCT P 52142, TOCT P 52143 u ['OCT P
HCO 9004.

4.2 Ilon cuctemMoll KauecTBa YUYpEKICHHUsS MOHMMAIOT COBOKYIHOCTb €0 OpraHM3alllOHHON
CTPYKTYpBI (C paclpelelleHHeM OTBETCTBEHHOCTH COTPYAHUKOB 3a KadeCTBO YCIYT), MpaBul,
METO0B 00ecreueHus] KadecTBa yCIyT, MPOIECCOB MPEAOCTABICHHS YCIYT, PECYPCOB YUPEKICHUS
(JIIOACKMX, MaTepUalbHO-TEXHUUYECKUX, WHMOPMAIMOHHBIX M JAPYrux), 0OeCHeyuBaroIlyto
OCYUIECTBJIEHUE aIMUHUCTPATUBHOIO PYKOBO/ICTBA KAUECTBOM YCIIYT.

4.3 CucteMy KadecTBa YUYPEXKIEHHUS CO3JAIOT Ui JOCTHXKEHUS W NOJACpPKAHWS ypPOBHSA
Ka4ecTBa YCIIyT, COOTBETCTBYIOIIETO NMPEIBSIBISIEMbIM K HEMY TPEOOBAHUSIM.

4.4 Cucrema KauecTBa yUpeXIE€HUs JOJDKHA SIBJIATHCS HEOTHEMIIEMON YacThIO OOLIEH CUCTEMBI
YIOpaBIEHUS JEATEIbHOCTBIO YUPEXKIECHUS 10 MPETOCTABICHUIO COLIUAIbHBIX YCIIYT.

4.5 Cuctema KauyecTBa YUpPEXJCHMs IpelHa3HaueHa AJIs CO3JaHUs HEOOXOJUMBIX YCIIOBHM
rapaHTUPOBAHHOTO YJOBJIETBOPEHUS 3aKOHHBIX 3alPOCOB M MOTPEOHOCTEN KIMEHTOB, MOBBIIICHUS
3¢ (EeKTUBHOCTH U KayecTBa YCIyT Ha BCEX CTAIUAX UX MPEJOCTABICHUS C LENbIO MPEeIyNPEeKICHUS
BO3MOXHBIX OTKJIOHEHHH OT 3aJaHHBIX TPeOOBaHWW K ITUM yCIyraM, OOECIIeYeHHUsl pEIyTaluu
YUPEXKIEHUSA KaK HaJJe)KHOTO U MOPSA0YHOIO UCTIOJIHUTENS YCIIYT.

4.6 OCHOBHBIMHM 33JladaMM, Ha PElIeHUE KOTOPHIX J0JKHA ObITh HAaIpaBlieHA CHUCTEMa KauyecTBa
YUPEXKIEHUS, SBISIFOTCSL:

- ocyniecTBieHne 3()(HEKTUBHOTO KOHTPOJIS 32 TEXHUYECKUMHU, OPTaHU3AIMOHHBIMH U JIPYTHMHA
(daxTOopaMu, BIUAIOUIMMHU Ha KaY€CTBO MPEIOCTABISAEMbIX YCIYT;

- TPEAOTBpAIICHNE WIH YCTPAaHEHHE JIOOBIX HECOOTBETCTBUH YCIYT TPEAbSBISEMBIM K HHUM
TpeOOBaHUSIM;

- obecrieueHne cTabMIbHOTO YPOBHS KaueCTBa yCIIYT;

- peleHue Apyrux 3ajad, OTPaxaromuX cCuenu(UKy 1esTeIbHOCTH YUPEKICHUH.

4.7 Pa3paboTka 1 (QyHKIIMOHUPOBAHUE CHCTEMBI KaueCTBA YUPEIKICHHUS JTOJKHBI 0a3UpOBATHCSA
Ha CJICAYIOIUX OCHOBHBIX IPUHIIMIIAX:

- IPUOPUTETHOCTH TPEOOBaHUH (3aIPOCOB) KIMEHTA 10 OOECIEUEHUI0 KayecTBa YCIyr, TO €CTh
o0ecreueHns yBEpEHHOCTH B TOM, U4TO 3TH TpeOOBaHUs (3apockl) OyAyT HOIHOCTBIO pean30BaHbI
IPU [IPEIOCTABIECHUHN YCIIYT;

- IpeIyNPEeXICHNS TPOOIEM KauecTBa yCIyT, TO €CTh 00ECIIeYeHUs] YBEPEHHOCTH B TOM, YTO 3TU
po0iieMbl OyAyT NpeaypeKaaThCs, a HE BBISIBISITHCS U Pa3pelaThCsl MOCIE UX BOSHUKHOBEHMS;

- COOJIOZICHUSI TOJIOKEHUH HOPMATHBHBIX JOKYMEHTOB, PErVIAMEHTHUPYIOUIMX TpeOOBaHUS K
HOPSJKY U MpaBUJIaM MPEIOCTABIICHUS YCIIYT;

- 00€CNeYeHHOCTH YUPEXICHHUS COOTBETCTBYIOLUIMMHM JIIOJCKUMH, MAaTE€pPUATbHO-TEXHUYECKUMU
U JIpyrUMH pecypcamu (0a30BOH M ONEpaTUBHONW WMHQOpManuei, TEXHUYECKON JTOKyMEHTAIHEeH,
JAHHBIMU O pe3yJIbTaTax MPeJOCTaBIECHUS YCIyT U UX KOHTPOJIS, UTOTaxX OLIEHKU KadecTBa U JIp.);

- YETKOTO pacIpe/ieeHHs] TOJHOMOYHMM U OTBETCTBEHHOCTH NEPCOHANA 3 €ro JAEATEIbHOCTh 110
HPEOCTABICHHUIO YCIIYT, BIUAIOLIYIO Ha 00ecreueHNe X KauyecTBa;
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- JIMYHOM OTBETCTBEHHOCTH PYKOBOJACTBA YUPEXKIEHHUS 3a KayeCTBO IPENOCTABISAEMBIX YCIYT,
pa3paboTKy, BHEIpPEHHWE W KOHTPOIb APPEKTHBHOCTH CHCTEMBI KayecTBa, 3a OMNpeIciICHHE
HOJUTHUKU B 00JacTH KauyecTBa, OpraHU3aluio U olliee PyKOBOJCTBO paboTaMH MO 0OeCIeUYeHUI0
KAa4ecTBa;

- obecriedyeHrne JMYHOW OTBETCTBEHHOCTH KaXKJOI'O MWCIOJHHUTENS 3a KayecTBO YCIyr B
COYETAaHWH C MATEPUATIBHBIM U MOPaJIbHBIM CTUMYJIMPOBAHUEM KA4ECTBA;

- TOKYMEHTaJIbHOI0 0(hOpMIICHHUS IIPABUJI U METOJIOB 0OECIIEUEHUS KaueCTBa yCIIyT;

- obecnieueHNs] MIOHUMAaHUS BCEMHU COTPYIHUKAMH YUPEKICHUS TPEOOBAHMI CUCTEMBI KayecTBa
K IIOJIMTHUKE B 00JIACTH KauecTBa.

5 OcHoBHbIe (GAKTOPBI, BIAUSIOIIME HA KA4eCTBO YCJIYT, H MOPS/I0K UX UCIO0JIb30BAHNUS NPH
(hopmupoBaHuM crcTEeMBbI KauyecTBa y4peskaeHUil

5.1 Tlpu ¢dopmMupoBaHHM CHCTEMBI KadecTBa YUYPEXKACHUH (IIPU OINpPENEeNCHUU TIOJUTHKU
YUpEXKACHUS B O0JIACTH KayecTBa, pa3pabOTKU OKYMEHTAllUUM CHCTEMbl KadecTBa, OpraHu3aluu
paboT Mo KavyecTBy) HEOOXOJUMO YUMTHIBATh Psii (PAKTOPOB (KPUTEPHUEB) Pa3IMYHOIO XapaKTepa,
KOTOpBIE B 3HAYUTEIILHON MEpe BIMSIOT Ha KAUECTBO NMPEAOCTABIISIEMBIX YCIYT.

[IpaBunbHBIN y4deT 3THX (DaKTOPOB, WX HCIIOJIB30BAaHHE IMpPH Pa3padOTKE COOTBETCTBYIOIINX
JOKYMEHTOB CHUCTEMbl KauecTBa M B HPAKTUYECKOH JEATEIbHOCTH YUpeKAeHus OynyT
CIOCOOCTBOBAThH MOBBILICHUIO KAYECTBA YCIIYT.

5.2 OcHOBHBIMHU (haKTOpPaMH SIBIISFOTCS:

- HaJM4YM€ U COCTOSHUE JOKYMEHTAallMM, B COOTBETCTBUM C KOTOPOHl (PYHKIIMOHUPYET
YUpEXKIEHUE;

- YCJIOBHUS pa3MEIICHUs YUPEKICHUS;

- YKOMIIJIEKTOBAaHHOCTh YUPEXICHHS CHEIMAINCTaMHU U UX KBaJTH(PUKALINS;

- CHELMAIBbHOE U TaOeIbHOE TEXHUYECKOE OCHAILEHUE yupexJaeHus (00opyroBaHUE, PUOOPHI,
anmnaparypa u T.1.);

- cocTossHHE MHGpOpManuu 00 YUYpEXKACHUM, NOpSAAKE M MpaBUiIaX HPEIOCTAaBIEHUS YCIyT
KJIMCHTAM.

5.2.1 B coctaB OKyMEHTaIlUU JOJIKHBI BXOIUTh:

- mojoxkeHue o0 yupexaeHuH (YcTaB ydpexJeHMs), BKIIOUaroliee B ceds CBEACHUS O
NpeIHAa3HAYCHUN YUYPEXKICHHs, TOpsaKe ero (opMUpPOBaHHS, COICpPKAHUS, pPEOpraHHU3aIlNy,
CBe/IeHUSI 00 OCHOBHBIX 3ajjauax €ro JesTeIbHOCTH, KaTeTOPHsIX 00CIYKUBAaeMbIX JIUL, MOPSAAKE U
YCIOBHAX 3aUMCIICHUS HAa OOCIY)XHBaHUE, O CTPYKTYPHBIX MOJPA3IEICHUSX U HMX OCHOBHBIX
3ajjayax, CBeAE€HUS 00 o0beMe U TMOpsSIKe NPEeNOCTaBIEHUs HMH YCIYyr M O JApPYrux
OpraHM3allMOHHBIX U TEXHUYECKUX BOIPOCAX;

- TOJIOKEHHA O CTPYKTYPHBIX IOAPA3ACICHUSAX YUYPEKICHUS, COACPIKAIUE CBEIEHUSA O
KaTeropusix TpakIaH, 0OCITyKMBA€MbIX TE€M WIM HHBIM HOJpa3JeIEHUEM, CTOSIIIUX IMepel HUM
3ajjayax, CPOKax U yCIOBUAX OOCITy>)KHBaHUS I'paXkJaH, CBEJICHHs O OMOJIHUTENbHBIX JOKYMEHTaX,
HEOOXOIMMBIX JJIsl 3a4MCICHHS Ha OOCIy)XMBaHHE B JAaHHOE IIOJpa3/eieHue, CBEIEHHUs O
KOJINYECTBE COTPYIHUKOB MO/pa3AEICHNs, UX OCHOBHBIX 0053aHHOCTSX U T.1.;

- PYKOBOJCTBA, CIIy’K€OHBbIE WHCTPYKIIMHU, NIPaBUJIa, METOJUKU TEXHOJOTHH, MperHa3HaueHHbIC
JUI perjlaMeHTUPOBaHMs IIpolecca MPeAOCTaBICHHsS YCIyT, ONPEAEIeHNsT METOI0B (ClI0cO00B) UX
NPEOCTABICHUS U KOHTPOJIS, & TAKXKE JIJIS1 COBEPUICHCTBOBAHUS PAOOTHI yUPEKACHUS;

- TOKyMEHTalus Ha o0opyaoBaHWE, MPUOOPHI M aIlmapaTypy, CIOCOOCTBYIOIIAs 00ECIEYECHUIO
UX HOPMaJIbHOU M 0€30MacHON KCIUTyaTaliy, 00CTy>KHUBaHUS U TIOJIEP>KaHus B pab0TOCTIOCOOHOM
COCTOSIHUH;

- HaIMOHAJIbHBIE CTAHAAPTHl COIMAIBHOTO OOCTYyKMBaHHMS HaceleHus B Poccuiickoi
®denepaluy, COCTABIAIONINE HOPMATUBHYIO OCHOBY NPAKTHUECKOW pabOThI yUpex/IeHus B 001acTu
IIPEIOCTABIIAEMBIX KIIMEHTAM COL[MAJIBHBIX YCIIYT.

B 3aBMCHMMOCTH OT TOro, HaCKOJIBKO KAa4ECTBEHHO COCTABJICHBI JTH JOKYMEHTBI, HACKOJIBKO
KBaJM(HUIIMPOBAHHO M YETKO H3JIOKEHBI B HHUX OOSI3aHHOCTH, IpaBa, IMOPSAIOK BBINOJHEHHUS
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pasIMYHBIX MpPOLENyp HpU MNPEJOCTaBIECHUH YCIYyT W JApyrue (QyHKIUHM IepCcOHalla, 3aBUCHUT
3¢ (HEKTUBHOCTH pabOTHI YUPEKIACHUS U KAYSCTBO MPEIOCTABIIEMbIX UM YCIIYT.

VYKkazaHHbIE JOKYMEHTHI JOJDKHBI COCTaBJIATh OCHOBY JOKYMEHTAIlMM CHCTEMBbl KauyecTBa
yupexaeHusi. B mpomecce ¢GopMHpOBaHMS CHUCTEMBI KadecTBa OHH MOTYT OBITh TIpHU
HEOOXOJIMMOCTH OTKOPPEKTHPOBAHBI C LENbIO NPHUBEAECHUS HX COJAEpXKAaHHUS B COOTBETCTBHE C
TpC6OBaHI/I$IMPI, NpeaABABIACMBIMU K HUM KaK K 4aCTHU JOKYMCHTAIUU CUCTCMbI Ka4CCTBA.

5.2.2 VYcnoBus pa3MelleHHs YupexIeHus, oOecrneuuBaromue ero 3¢dexkrTuBHyro paboTy,
JOJIDKHBI OLITH CICOYIOIIUMU:

- YUpEKAECHUE U €ro CTPYKTYpHbIE MOJpPAa3/eNeHusl TOJKHbI OBbITh pa3MeIleHbl B CIELHAIbHO
Nnpe€aAHasHAYCHHOM 3JaHHUU (3I[aHI/I$IX) WJIN TOMCHICHUAX, HOOCTYIIHBIX IJId BCEX KaTeFOpI/Ifl
00CITy’)KHBaeMbIX Tpa)<JaH, B TOM 4YHCIE JUIsI MHBAIMJIOB U JAPYTHUX MaJOMOOWJIBHBIX TIpYMII
HaCCJICHUA. HOMGHICHI/DI JOJIDKHBI OBITHL 0O€ecIeyeHbl BCEMHU cpeacrBaMu KOMMyHaJ'H)HO-6I)ITOBOFO
00CITy>KHBaHUs U OCHAIIEHBI Tele()OHHO CBS3bIO;

- IO pasMepaM U COCTOAIHHIO IIOMCHICHUA OOJIKHBI OTBCYATH Tpe6OBaHI/I$IM CaHUTapHO-
TMTUEHUYECKUX HOPM M MpaBuil, 6€30MaCHOCTH TpyJa U TOJDKHBI ObITh 3allUILEHBl OT BO3ACHCTBUS
q)aKTOpOB, OTPULATCIIBHO BJIUAIOIINX Ha KaduCCTBO MPCAOCTABIISICMBIX YCIIYyT (HOBI)IIHGHHI)IG
TeMIepaTypa BO3/yXa, BIQXKHOCTb BO3/yXa, 3allbUICHHOCTb, 3ara30BaHHOCTb, IIyM, BHOpauus u
T.1.);

- IUIOIIAJb, 3aHUMaeMas YUpEKICHHEM, JOJDKHA T[I03BOJIATh HOPMAbHOE pPa3MElLICHHUE
NepcoHaa, KJIMEHTOB U MPEJOCTAaBICHUE UM YCIIYT.

B cBsi3u ¢ 3TUM npu pa3zpaboTKe CUCTEMBI KAUeCTBA YUPEKAECHUS TOJIKHBI ObITh IPEAYyCMOTPEHBI
MCpPbI, HAIPABJICHHBIC HA CO3AAaHUC MWW MMOAACPKAHUC YIOMAHYTBIX yCJ'IOBHfI, a 1pu
HEOOXOIMMOCTH U BO3MOXHOCTH - Ha UX yJyUIlIEHHE.

5.2.3 Bompochkl YKOMIUIEKTOBAHHOCTH YUPEKICHUS CTICIUATMCTAMU U MX KBAJTU(PHUKAIIMHA TaKKe
JIOJDKHBI HAlTH OTpaskeHUE B CUCTEME KayecTBa Kak OJIMH U3 BaXKHEHIINX (PAaKTOPOB, BIUSIOMIUX HA
Ka4yeCTBO yCIIYT.

B uncne Takux BOIpocoB, MOAJIEKAIINX PEIIEHUIO B paMKaX CUCTEMbl Ka4yecTBa, MOT'YT OBITh:

- IOJIHAA YKOMIIJICKTOBAHHOCTL YYPCKIACHUA H€O6XO[[I/IMI)IMI/I creguaianucraMmu B COOTBETCTBHUU
CO IITATHBIM paclMCaHUEM;

- nmombop  CHEUUAIUCTOB C  COOTBETCTBYIOIIMM  OOpa3oBaHMEM, KBaJlU(UKALUEH,
npoeCCHOHAIBHON TOATOTOBKOW, OO0JNAQAAIONMX 3HAHUSMHU U ONBITOM, HEOOXOAMUMBIMM IS
BBIINIOJTHEHHUA BO3JIOKCHHBIX HAa HHX 06H3aHHOCTefI; IIOCTOAHHOC IIOBBIIIICHHUEC HX KBaHI/I(bI/IKaLII/II/I
yu4ebo0l Ha Kypcax NepenoJroTOBKY U MOBBILIEHNS KBaTHM(PUKALUN WX UHBIMU CIIOCO0aMU;

- UYCTKOC pacnpcacjICHUC 00s13aHHOCTEN CIICHUaInCTOB, MH3JIO0XCHHBIX B AJOXKHOCTHBIX
UHCTPYKLHUAX, METOJUKAX U APYTUX JOKYMEHTaxX, perjIaMEeHTHPYIOIUX UX O0s3aHHOCTH, IIpaBa U
OTBCTCTBCHHOCTD,

- 00s3aTenbHas aTTeCTallls CIELUAINCTOB B YCTAHOBICHHOM MOPSJIKE;

- BOCIIMTAHUC y BCCX COTPYAHHUKOB YUPCIKIACHUA BBICOKUX MOPAJBHBIX U MOPAJIBbHO-OTUUCCKHUX
Ka4yecTB, YyBCTBAa OTBETCTBEHHOCTH U HEOOXOIMMOCTH PYKOBOJCTBOBaTbCS B CBOEH pabore ¢
KIIMCHTaMHU MPUHOUIIAMA T'YMAaHHOCTH, CIIPaBCAJIMBOCTH, 00BEKTUBHOCTH U I[06pO)K€JIaTCJIBHOCTI/I,
YUUTBIBas UX QU3NYECKOE U ICUXUYECKOE COCTOSIHUE;

- IPUHATUE MEp K HEJOIYILIECHUIO PA3IJIAlCHUsI COTPYIHUKAMHU YUPEKICHUSA CBEICHUM JIMYHOTO
XapakTepa O KJIMEHTaX, MO0 3TU CBEACHUS COCTABIISIIOT CIYXKEOHYIO TalHYy M 3a UX pasrjalleHue
BUHOBHBIC HCCYT OTBCTCTBCHHOCTH B HNOPAAKC, YCTAHOBJICHHOM 3aKOHOAATCILCTBOM Poccwuiickoit
denepanuu.

524 Jlns KauyeCTBEHHOTO MPEJOCTABICHUS YCIYr YUPEKICHHE JOJDKHO OBITh OCHAIICHO
CHEeLMaNbHBIM U TalelbHBIM OOOpYJOBAaHMEM, amnmapaTypoil M NpuOOpaMu, OTBEHAIOUIMMHU
TpeOOBaHUSAM COOTBETCTBYIOUIMX CTAaHAAPTOB, TEXHUYECKHX YCJIOBUH, IPYTUX HOPMATHBHBIX
JIOKYMEHTOB M 00€CIIeUNBAIOIIMMU HaJUIeXkKallee KaueCTBO MPEJOCTABIAEMBIX YCIIYT.

[TosToMy B cucTeMe KadecTBa YUPEKICHHUS JOJDKHBI OBITh IMPEIYyCMOTPEHBI MEPONPUSTHS,
HAMPABICHHBIC HA TO YTOORL:
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- o0opynoBaHMe, NpUOOPHl M ammapaTypa HCHOJb30BAJIMCh CTPOrO I0 HA3HAYECHUIO B
COOTBETCTBUHM C JTOKYMEHTanuell Ha WX (YyHKIMOHHMPOBAHWE M DKCILTyaTalHIO, COACP)KAINCh B
TE€XHUYECKU UCTIPABHOM COCTOSIHUH, KOTOPOE CUCTEMATUYECKH OBl IPOBEPSIIOCH;

- HEucIpaBHOe 00Opya0OBaHUE, MPUOOPHI U ammaparypa, AAliue Npu paboTe COMHUTEIbHbIE
pe3yJbTaThl, CBOEBPEMEHHO CHUMAIIUCH C HKCIUTyaTalluH, 3aMEHSUINCh WM PEMOHTUPOBAIIUCH (€CIIn
OHM IO/JIEKAT PEMOHTY), @ IPUTOJHOCTh OTPEMOHTHPOBAHHBIX MOATBEPK1aTach UX MPOBEPKOM.

5.2.5 Bompockl HH(OpMaUM AOIKHBI SBISATHCS COCTABHOM 4YacThIO CHUCTEMbI KadecTBa
YUpEeXKJEHUs, TaK Kak 0e3 MpaBUJIbHO OPraHM30BaHHOW MH(OPMALMOHHOW pabOThl HEBO3MOXHO
o0ecrneynTh KauyecTBO MPEeI0CTaBIsIEMbIX YCIYT, COOTBETCTBYIOILEE 3alpOCcaM U HY>KJJaM KJIMEHTOB.

Cocrostnre mHbopManuyu 00 YUYPEXJECHUH M TMpPaBHIAX NPEIOCTABICHHUS MM YCIYT JIOJDKHO
COOTBETCTBOBaTh TpeOoBaHusM PenepanbHoro 3akoHa Poccuiickoit denepaunn «O 3amuTe npas
MOTpeOuTENEH.

B nokyMmeHTanuu cHcTeMbl KayecTBa YUPEKICHUN JOJDKHBI OBITh H3JI0KEHBI CIEIYIOLIUe
TpeGoBaHuUs K HH(OpMAIIH:

a) yupexiaeHue o05S3aHO JOBOJUTH /0 IpaxkJaH CBOE HAMMEHOBAHHUE W MECTOHAXOXKICHHE
TO0BIM  CIIOCOOOM,  TIPEIYCMOTPEHHBIM  3aKOHOJATENhCTBOM  Poccuiickoit ~ deneparnum,
OpPEJOCTaBIATh O TpPeOOBAaHUIO KIMEHTOB HEOOXOAMMYIO M JIOCTOBEPHYIO MH(OpPMAIHIO O
BBITTOJTHSIEMBIX YCITyTaX, TO3BOJISIONIYIO UM C/IEIaTh KOMIIETEHTHBINA BBIOOD;

6) cocraB uH(GOpMaLuu 06 yciyrax (B cooTBeTcTBUM ¢ PeiepaabHbIM 3aKOHOM «O 3aIiuTe npan
NoTpedUTENE») TOKEH BKIIIOYATh B ce0s:

- IEpEYEHb OCHOBHBIX YCIIyT, IPEJOCTABISAEMBIX YUPEKICHUEM;

- XapaKTepUCTHKY KaXKIOW YCIyru, o0jacTb €€ NpEeAOoCTaBICHUsS U 3aTpaThl BPEMEHM Ha €€
IIPEIOCTABIICHUE;

- B3aUMOCBSI3b MEX/1y Ka4€CTBOM YCIIyTH, YCIOBUSIMHU €€ IPEIOCTABIECHUS U CTOMMOCTBIO;

- BO3MOYKHOCTb IIOJIy4€HHUS OLICHKH Ka4eCTBA yCIyTH CO CTOPOHBI KJIUECHTA,

- YCTaHOBJIEHUE B3aMMOCBSI3U MEXAY NPEUIOKEHHON YCIYyro M peajbHbIMHM MOTPEOHOCTAMU
KJIUCHTA,

- MpaBUJjIa U ycJIoBUS 3PPEKTUBHOTO U O€30IaCHOI0 UCIIOJIb30BAHUS YCIIYT;

- TapaHTUHHBIE 0053aTENILCTBA YUPEIKICHUS - UCTIOTHUTENS YCIIYT;

B) MHpopMaIus A0KHA OBITh JOCTOBEPHOM M MonHOM. Ecinu npenocraBieHre HETOCTOBEPHOM
WIA HEJOCTaTOYHO MOJHONW MH(popManuu o0 yciyre IMOBIEKIO NPUUYMHEHHE Bpela KHU3HH,
3I0pPOBBI0O WJIM HUMYIIECTBY KIHEHTA COIMAJIbHON CIyXObl (BCIEACTBUE TPOU3BOACTBEHHBIX,
PELENTYPHBIX U UHBIX HEJOCTAaTKOB YCIIyTH), OH BIIPaBe NMPEIbsIBUTh YUPEKICHHUIO TPeOOBAHUSA O
BO3MELICHUH IPUYUHEHHOTO BpEa.

6 loxymeHTaJIbHOE 0()OPMIICHHE CHCTEMbI Ka4ecTBa

6.1 Cuctemy kauecTBa O(pOPMIISIOT B BHIEC KOMIUIEKTa JTOKyMEHTOB (PYKOBOJCTB, MOJIOKEHUH,
UHCTPYKUMH, METOAMK U T.HI.), B KOTOPBIX YCTAHaBIMBAIOT TpeOOBaHMsSI K CHUCTEME KauecTBa
YUPEXKICHUS B IIEJIOM M K €€ COCTaBHBIM YacTsM, YKa3aHHBIM B 4.2.

CreneHp JTOKyMEHTHPOBAHHOCTH CHUCTEMBl KayecTBa pPAa3jMYHBIX YUYPEKICHUH MOMKET
OTIIUYATHCS B 3aBUCHMOCTH OT:

- pa3Mepa M MpeAHa3HAuUEHUs YUYPEKICHHs, XapakTepa M 00beMa MPelOCTaBIISIEMbIX YCIYT,
KaTeropuii 00CIy,KUBaeMOT0 HaCEeIICHUS;

- CIIO’KHOCTH TpolLiecca Mo MPeI0CTaBIECHUIO YCIYT;

- KOMITETEHIIUY TIEPCOHANIA YUPEIKICHHUS.

JloxymeHTaIus MOXeT ObITh JIF000 (POPMBI K Ha TFOOOM HOCHTEIIC.

6.2 JlokyMeHTanuss CHCTEMBI KadecTBa JODKHA OQOPMIISTHCS KaK COCTaBHAas 4acTh BCEl
JOKYMEHTAIIUHU YUPEKACHUS U YTBEPKAATHCA B YCTAHOBJICHHOM MOPSIIKE.

6.3 OCHOBHBIM JOKYMEHTOM CHCTEMBbI KAauecTBa YUPEKICHHS SBIICTCS PyKOBOJICTBO IO
Ka4yecTBY.
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B HeM wuznararor oOmiee omucaHHe CHUCTEMBl KayecTBa MPUMEHUTENBHO K KOHKPETHOMY
YUPESKACHUIO, PA3BACHSAIOT TOJUTHKY YYPSKICHHS B OOJACTH  KAauyecTBa, OTPAXKaIOT
OpPTaHM3AIMOHHYIO0 CTPYKTYpY CHCTEMbI KauyecTBa, 3aJaud U (PyHKIHUU MOApa3[elieHud U CIIyXO0
YUPEKACHUSI B OOJIACTH KAa4yeCTBa, MPUBOIAT CBEACHUS O KOMIUIEKTE JOKYMEHTOB BCEX YPOBHEH,
COCTaBIISIONIUX HOPMATUBHO-METOAMYECKYIO0 0a3y CHCTEMBbI KauyecTBa, YCTAaHABIMBAIOT IMOPSIIOK
BHE/IpeHUS, (YHKIIMOHUPOBAHUS M KOHTPOJISI CHCTEMBI Ka4eCTBa.

6.3.1 Ilonutrka B 006IaCTH KayecTBa JOJKHA MPEJCTABISATH COOOM OCHOBHBIC IIENH, 3a/la4l U
NPUHIMIGL IEATEIFHOCTH YUYPEXKICHHS B 00JacTH KadyecTBa, TOKYMEHTAJIbHO O(OpMIICHHBIE U
MPUHATHIE K 0053aTEIHbHOMY BBIIIOJIHEHUIO B YUPEKICHUH.

6.3.1.1 Lenu nonutuku B 006JaCTH Ka4eCTBa JOKHBI OTPAXKATh CIIEAYIOIINE BOIPOCHL:

- obecrieueHne MOCTOSTHHOTO Y/IOBIETBOPEHUS KIIMEHTOB MPEAOCTABISIEMBbIMU yCITyTaMu;

- MOBBIILIEHUE KayeCcTBa yCIyT U 3Q(EeKTUBHOCTH (PE3yJIbTATUBHOCTH) UX MIPEIOCTABIICHUS;

- MIPUHATHE MPOPHUIAKTUYECKUX MEP MO MPEAYNPEKICHUIO WIH YPETyIUPOBAHUIO MIPETEH3UH U
K100 KJIMEHTOB;

- MPOYHre BOMPOCHI, OTPAKAIOIIUE CIEU(PUKY TESTEIBHOCTH YUPEKICHUS.

CopepxaHue OCHOBHBIX 3aJjady U MPUHIUIOB AESITEIbHOCTH YUPEXKICHHUS B 00JacTH KayecTBa
npuBeaeHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsamy ¢ moapoOHBIM H3JIOKCHHEM IIeJIel, 3a7ad M MPHUHIMIIOB B PyKOBOACTBE IO
KayeCTBY YUPEKJACHUS JOJDKHBI ObITh YETKO OMpE/ENIeHbI U C(hOPMYIUPOBAHBI MOPSIOK U CIIOCOOBI
(MeToAbl) UX peanu3aluH.

6.3.1.3 OTBETCTBEHHOCTH 32 MOJUTUKY B 00JIACTH KadyecTBa HECET PYKOBOAUTENb YUPEKIACHUS.

OH nomkeH 0O0ecreuuTh pa3bsCHEHUE M JOBEJIEHUE 3TOM IMOJUTUKHU JO BCEro IMepcoHala
YUPEXKIEHUS, YETKO ONPEACTUTH MOTHOMOYHS, OTBETCTBEHHOCTh U MOPSAIOK B3aUMO/ICHCTBHUS BCETO
NEPCOHAIAa YUYPEXKACHUS, OCYILECTBISIONIETO PYKOBOACTBO, HCIOJHEHUE YCIyr U KOHTPOJIb
NESTENIbHOCTH, BIUSIONICH Ha KAUeCTBO YCIYT.

6.3.1.4 B dopmupoBaHUM TOJMTHKKA B OOJACTH KadyecTBa JOJDKHBI NMPUHUMATh Y4acTHE BCE
PYKOBOIMTEIH, OCYIIECTBIISIONINE YIPABICHUE YUPEKICHUEM.

6.3.1.5 TlonuTuka yupexxaeHus B 00JIacTU KauecTBa JIOJDKHA OXBAaThIBaTh BCE HANPABJICHUS €TO
NEeSTENIbHOCTH, COOTBETCTBOBATh TMOTPEOHOCTSIM W 3ampocaM  KIHEHTOB, CHOCOOCTBOBATH
YIYUIIEHUIO COLMAIBHBIX M HSKOHOMHUYECKUX TIOKaszaTened yupexaeHus. llomuTtuka pomkHa
COJlep)KaTh TakKe O005M3aTeNbCTBO PYKOBOJCTBA YUPEXKIEHHUS OCYIIECTBISTH TOCTOSHHOE
yIIy4IIeHUE KauecTBa 00CITyKUBAHUS KIMEHTOB.

6.3.1.6 IlonuTuka y4pexaeHuss B 00JaCTH KayecTBa JOHKHA BHEAPATHCS BO BCEX CTPYKTYPHBIX
NOJpa3ACICHUAX YUPEKACHUS U PETYJSIPHO MOJBEPraThCsl aHAIN3Y Ha IPEIMET €€ IOCTOSHHON
aKTyaJIbHOCTH U MIPUTOTHOCTH.

6.3.1.7 Peanuzauus NOJIMTUKU YUYpexIeHHUs B 00JacTH KauecTBa JOJDKHA OBITH oOecrieueHa
HEOOXOJUMBIMU pecypcaMu (KaIpOBBIMHM, MaTepUaIbHO-TEXHUYECKUMHU, HHMOPMAIMOHHBIMU U
JIPYTHMH).

Jlis  BBINOJMHEHHS] MPUHATOW YUYpEXKICHHEM TMOJUTUKA B O0NacTH KadyecTBa IMepen
MOJIpa3ACICHUsIMU U CIY)KOAMH YUPEKICHHS CTaBATCS 3a7]a4i Ha KOHKPETHBIC IJIAHOBBIE MTEPHOIBI
U TpU HEOOXOAMMOCTH CBOEBPEMEHHO YTOYHSIIOTCS U KOPPEKTUPYIOTCS PYKOBOACTBOM
YUPEXKICHUS.

6.3.1.8 B yupexacHUH TOJDKHBI TMPOBOIUTHCS MEPONPHUSITHS, OOCCIEUYHBAIONINE MOHUMAaHUE,
HOJIEPIKKY M PeaTu3allfio MOJMTHKU B 00J1aCTH Ka4eCTBA BCEMU COTPYAHUKAMU YUPEKICHHS.

6.3.2 OpraHu3aimoHHas CTPYKTypa CHCTEMbI KaueCTBa MOXKET OBITh IMpEJCTaBIC€HA B BHJIC
CXeMBI (¢ HEOOXOJUMBIM MOSICHEHHEM), Ha KOTOPOH TOJKHBI OBITh M300pa’keHbl BCe CTPYKTYpPHBIE
noJipa3ziesieHus, HEMOCPEJACTBEHHO YYaCTBYIOIIME B IPEJOCTABICHUH YCIYT WIH 00ECIeunBaroIne
UX IIPENOCTABIICHNUE.

B mosicHeHun k cxeme JOJKHBI OBITH OTpaKeHbI 3aJaud, (PYHKUMU U OTBETCTBEHHOCTb BCEX
HOJpa3eNIeHUi U cIy k0 yupexaeHus B 00JaCTH KauecTBa U MPHUBEICHBI CBEJCHUS O JIOKYMEHTax
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BCEX YPOBHEH, KOTOPbIE JOIKHBI COCTABISATh HOPMAaTUBHO-METOIMUECKYI0 0a3y CHCTEMbI KauecTBa
YUPEXKIECHUS.

CBeneHuss O JOKyMEHTaX MOTYT ObITh IpEJICTaBI€Hbl B BHJE CaMHUX JIOKYMEHTOB,
pa3paboTaHHBIX BHOBb (IIOJIUTUKA B O0OJACTHM KadyecTBa W Jp.) WIKM YK€ JEHCTBYIOLIUX B
YUPESKACHUU (TIOJOXKEHUS, HWHCTPYKLIMH, METOAMKH, pPYKOBOJACTBA, NpaBWwia M T.J.), HO
OTKOPPEKTHPOBAHHBIX TPH HEOOXOAWMOCTH B IENsAX Oojiee TOJHOTO ydeTa B HHUX BOIPOCOB
Ka4yecTBa, JIMOO B BUJAE CCHUIKM HAa 3TH JOKYMEHTHI ¢ MH(popMmaiueid o0 uX MpeaHasHauYeHUH U
KpPaTKOM COZAEpKaHUH.

6.3.3 JlokyMeHTaIsl CUCTEMbI KayecTBa YUPEXKIEHHUs NOJDKHA IOCTOSHHO MOAJIEPKHUBATHCS B
paboyeM COCTOSIHMM; yCTapeBIlas JOKYMEHTAaIUs JOJKHA CBOEBPEMEHHO U3bIMAThHCS U 3aMEHSTHCS
HOBOIA.

7 Opranusanusi padoTsl 10 KA4eCTBY

7.1 IlotTHOMOYMSI U OTBETCTBEHHOCTH MEPCOHAIA

7.1.1 B cucreme kauecTBa Yy4UpeKJIEHHUS IOJDKHBI OBITh YETKO OIpENEeHbl IMOJHOMOYUS,
OTBETCTBEHHOCTh M B3aUMOJCWCTBHE BCEr0 TEpCOHANla YUYPEKIEHUS, OCYIIECTBISIONIETO
PYKOBOJCTBO pabOTOil, MpeaoCcTaBiICHUE YCIYT U KOHTPOJIb JIEATENbHOCTH, BIUSAIOIIEH Ha KaueCTBO
YCIIYT.

OT0, B NEPBYIO OUYEpE/lb, JOJKHO OTHOCUTHCSA K OOCITY’KMBAIOLIEMY NEPCOHANY, AEATEIbHOCTh
KOTOPOTO CBfI3aHA C BBIMIOJIHEHWEM TaKHX TMPOILENyp, KaK BBIIBICHHWE MPETEH3UH U kanod
KJIMEHTOB, NPOBEICHUE MEPOINPHUATHI [0 YCTPAaHEHUIO WIM MPEAyNpekACHUIO HEI0CTATKOB,
KOHTPOJIb BBHITIOTTHEHUS 3TUX MEPOTPUSTHH.

7.1.2 B yupexneHUW JOJKHO OBbITh HAa3HAYEHO OTBETCTBEHHOE JHIO (MIPEACTaBUTENb
PYKOBOJCTBA) M3 4HCIAa PYKOBOAMUTEICH YUPEKICHHs, KOTOpPOE HE3aBHUCHUMO OT JIPYTHX
BO3JI0’KEHHBIX Ha HETO 00S3aHHOCTEN JOJKHO OTBEYATh 3a HaJJIeXkalllee BHIIIOJHEHNE TPEOOBAHUH,
YCTaHOBJICHHBIX HACTOSIIIUM CTAaHAAPTOM, U UIMETh MTOJTHOMOYUS JIJIS:

- obecrieueHusi pa3pabOTKH CHCTEMBl KayecTBa, €€ BHEIPEHUS W TOAJEpKaHHS B padodeM
COCTOSTHUM;

- TMPEACTaBICHUS OTYETOB PYKOBOJIUTENIO YUpPEXKIECHUS O (YHKIMOHUPOBAHMMU CHUCTEMBI
KayecTBa C IEJIbI0 €€ aHallu3a M MHCIOJIb30BAHMS TMOJTYYEHHBIX pPEe3yJbTaTOB KaK OCHOBBI st
COBEPIICHCTBOBAHUS ATOM CUCTEMBI.

7.1.3 VYupexaeHue AODKHO YCTAaHOBUTH MOPSIOK pa3pabOTKU (MU KOPPEKTHPOBKH, IMPHU
HEOOXOJIMMOCTH), PACCMOTPEHUS, YTBEPXKIEHUS MU BEACHUS BCEX JOKYMEHTOB, OTHOCSALIMXCS K
CHUCTEME KauecTBa, a TaK)Ke MOPAIOK 0OecreueHus] UMH.

7.2 BHyTpeHHHUE NMPOBEPKHU CHCTEMbI Ka4ecTBa

7.2.1 B cucreme KadecTBa Yy4YpEXIACHHUS IOJDKEH OBITh pa3paboTaH W MOANCPKUBATHCS B
paboueM COCTOSHUM TOPS/IOK TMPOBEACHUS BHYTPEHHHUX IIPOBEPOK KadecTBa. BHyTpeHHHe
IPOBEPKM CHUCTEMbl KadecTBa YUPEXKACHUS MPOBOAAT C LENbI0 PEryJspHONW OLEHKH ee
3(QPEKTUBHOCTH ¥ COOTBETCTBUS YCTAaHOBJICHHBIM TpeOOBaHMAM, a TaKKe JUISI MOJYYCHHUs
nHdopmaruu, HeoOoxoaumon it odecrieueHust 3HPEeKTUBHOTO PYHKITMOHUPOBAHHMSI 3TONH CUCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 3a OPraHM3ALMIO U NPOBEACHHUE IPOBEPKU CHUCTEMbI KauecTBa
YUpEXKIEHUS JOKEH ObITh MPEJCTaBUTENb PYKOBOICTBA, OTBETCTBEHHBIH 32 CCTEMY KauyecTBa.

7.2.3 OTBETCTBEHHBIMU UCIIOJHUTEISMHU 10 MPOBEACHUIO NTPOBEPOK PEKOMEHYETCS Ha3HAYaTh
pyKoBoauTenel noapasaeneHuid, 3pHEeKTUBHOCTh U KaueCcTBO AESITENbHOCTH KOTOPBIX 3aBUCAT OT
KauecTBa JIeATEIbHOCTH MPOBEPSEMBIX [1OAPA3EIECHUN.

7.2.4 Db PEeKTHBHOCTH CHCTEMBI Ka4eCTBa YUPEKACHHS OTMPEIEIAIOT 10 PE3yIbTaTaM €€ OICHOK,
NOJy4YaeMbIX IPHU MPOBEPKax.

7.2.5 B mporecce MPOBEPKH CHUCTEMBI KauecTBa YUPEKICHUN (M €€ COCTaBHBIX YacTei)
OCYLIECTBIISIOT:

- KOHTpPOJIb COOTBETCTBHSI CHUCTEMbl KadyecTBa TpeOOBAHMSM HACTOSALIETO CTaHAapTa U
JOKYMEHTAIIMH Ha HEe;
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- aHallU3 U OLIEHKY COCTOSHUS (DYHKIIMOHUPOBAHUS CUCTEMbI KAUueCTBA B 1I€JIOM M OTACIbHBIX €
COCTaBHBIX YaCTEHi;

- aHaJTN3 COOTBETCTBUS MPEJOCTABISEMBIX YCIYT TPEOOBAHUAM HOPMATUBHBIX JOKYMEHTOB;

- aHaJIM3 U OLIEHKY Pe3yJIbTaToB padOThl YUPEKICHHS B 00JIaCTH KayecTBa yCIyT;

- BBIPA0OTKY KOPPEKTHPYIOMIMX JCHCTBHI, HANpaBICHHBIX HAa YCTPaHEHHE HEIOCTATKOB,
BBISIBJICHHBIX B [TPOLIECCE PEJOCTABIEHUS YCIYT, U COBEPIICHCTBOBAHUE CUCTEMBI KAUECTBA.

7.2.6 TIpoBepku CUCTEMBbl KadecTBa YUYPEKACHUH MOTYT OBbITh MJIAHOBBIMHU M OINEPATUBHBIMHU.
[leproaM4HOCTh IMJIAHOBBIX MPOBEPOK YCTAHABIMBAIOT B 3aBHUCHUMOCTH OT pPE3YJbTaTOB aHAIW3a
KayecTBa yCIyT.

OnepaTuBHYIO IPOBEPKY CUCTEMBI KauecTBa WM OTAEIbHBIX €€ COCTABHBIX YacTel MPOBOJAT B
ClIydyae Pe3KOro yXyAIIEeHUs MoKa3aTenell, XapaKTepu3yoInX KOHEYHbIe pe3yibTaThl paboThl MO
00ecreyeHni0  KayecTBa YCIyr, HPEJOCTaBISEMBIX KaKUM-THOO  IOApa3JeNeHUEM WU
yUpEeXKJIEHUEM B IIEJIOM, B Clyyae OIEHKH 3(P(HEKTUBHOCTH KOPPEKTUPYIOUINX NEHCTBUH, a TaKxke
NpY 3HAYUTENBHBIX W3MEHEHUSX OpraHW3alud PadOT M TEXHOJOTMH MPEJOCTABICHUS YCIYT,
OTPUIATENLHO BIUAIONINX HA UX Ka4eCTBO.

7.2.7 Tlocne oxoH4YaHHS BHYTPEHHEH NMPOBEPKH €€ pe3ysbTaThl 0OPMIIIOT B BHJIE OTYETA O
COCTOSTHUM CHCTEMBI KayecTBa, B KOTOPOM OTPaKalOT JaHHbIE aHAIM3a COOTBETCTBHUS MOKa3aTesen
U pe3yibTaTOB JAEATEIbHOCTU YUPEKICHHsI B 00JacTH 0OecleueHHs] KauecTBa MPEJ0CTaBIIsEMBIX
YCIIYT YCTAaHOBJICHHBIM TPEOOBAHUSIM.

7.2.8 Pe3ynbpTaThl MPOBEPOK CHUCTEMBl KAadeCTBA YUPEKIACHUHU SBISIIOTCS OCHOBAHHUEM JUIS
pa3paboTKu U peanu3aliil MEPOIpPHUITHI O €€ COBEPIICHCTBOBAHUIO, MO pa3pabOTKe HOBBIX
METOJIOB M CPEACTB YIPABJICHUS KayeCTBOM IPEAOCTABISIEMBIX YCIYr, YJIYYIIEHUIO COCTaBa U
CoJIepKaHUsl HOPMATUBHOM TOKYMEHTAIlMU Ha CUCTEMY KadyecTBa.

7.3 lloaAroTOBKA KaApPOB

7.3.1 B yupexneHuu IomxeH ObITh pa3padoTaH, JOKYMEHTANbHO O(OPMIICH U YTBEPKIIEH IJIaH
MEPONPUITUNA O MOATOTOBKE (00yYEHHIO, MOBBILICHUIO KBAaTU(pUKALMHU, aTTECTAIlMH, CTAXKUPOBKE
U T.]I.) IEPCOHANA, BHINOTHSIONIETO pa0O0ThI, HEMOCPEACTBEHHO BIHSIOIINE HA KAYECTBO YCIIYT.

7.3.2 IloaroroBKOM nepcoHala OJKHBI OBITh OXBAu€Hbl BCE COTPYIHHUKH YUpEKICHUS,
HEMOCPEJICTBEHHO BIHAIOIINE HA KAYECTBO YCIYT, BKIIOYAsi PyKOBOISIINIA COCTaB BCEX YPOBHEI.

7.3.3 Ilpu pa3paboTke ¥ pearu3anny IIAHOB MEPOIIPHSITHIA 110 TIOJITOTOBKE KaIpOB HEOOX0INMO
YUUTHIBaTh HU3MOKEHHBIE B 5.2.3 dakropbl (KpUTEpUU), Kacarouiyecss Mopsaka paboThl Co
CHELHATUCTAMH YUPEKIACHUS.

7.4 AHanu3 GyHKUMOHMPOBAHHUS CHCTEeMbI KAa4eCTBA PYKOBOJACTBOM YUpeKIeHH

7.4.1 CucteMy KauecTBa MNEPUOJUYECKH JOJDKHO aHAIM3UPOBATh PYKOBOACTBO YUPEKACHUS IS
TOT0, YTOOBI MOXHO OBLJIO yOEOUTHhCS, UYTO OHA YJOBIETBOPSET MpPEIBSABISEMBIM K HeEH
TpeGoBaHUAM U YD PEKTHBHA.

7.4.2 AHanu3 NOKEH BKJIIOYATh OLEHKY PE3yJbTaTOB BHYTPEHHUX MPOBEPOK, MPOBOJAMMBIX
HEIIOCPEACTBEHHO PYKOBOJCTBOM MWJIM IPEACTABUTEIEM pYKOBOJCTBA, OTBETCTBEHHBIM 32
(GYHKIIMOHUPOBAHHUE CUCTEMBI KAUECTBA YUPEIKICHHUS.

Pe3ynbraThl MOAOOHBIX aHAIM30B WCHOIB3YIOT IS MOATBEPKICHUS JAOCTHXKEHHS TpeOyeMoro
KauecTBa 1 YPpPeKTUBHOCTH (PYHKITMOHUPOBAHUS CUCTEMBI.

7.5 KoHTPOJIb M OLIEHKA Ka4ecTBa YCJIyr

7.5.1 IIpu KOHTpOJIE U OIIEHKE KaueCTBa YCIYT YUPEKICHUE JOJIKHO:

- MPOBEPATh W WACHTHU(PHUIMPOBATH YCIYI'M HA COOTBETCTBHE HOPMATHBHBIM JIOKYMEHTaM,
periaMeHTHPYIOIINM UX IPeOoCTaBICHHE;

- o0ecreynTh CaMOKOHTPOJIb NEpCcOoHaNa, MPEAOCTABISIONIETO YCIYyTH, KaK COCTaBHYIO 4acTb
nporecca KOHTPOJIS;

- obecnieunBaTh MPHUOPUTET KIIMECHTOB B OLICHKE KauecTBa yCIyT;

- MPAaKTUKOBATh B YUPEKIACHUU PETYJSIPHYIO OLIEHKY CTENEHH YJOBJIETBOPEHHOCTH KIMEHTOB
yCIIyraMHy ITyTEM IIPOBEJIEHUS COLIUMOJIOTUYECKUX OIIPOCOB.
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7.5.2 CpaBHEHHE OLICHOK KJIMEHTOB M MCIIOJIHMTEIEH YCIyr CIEAyeT INPOBOAMUTH IOCTOSHHO,
9TOOBI OLEHUTH COBMECTUMOCTH JIBYX MEp HX KauecTBa, MPOBECTH (IpU HEOOXOIUMOCTH)
KOPPEKTUPYIOIUE JCHCTBHSI M OIPENEIUTb, HACKOJIBKO JAEATEIbHOCTb HCIOJHUTENIEH YCIyT
OTBEYaET NOTPEOHOCTSM U 3a1pOCcaM KJIMEHTOB.

COJIEP)KAHME

1 O6nacTh npUMEHEHUs

2 HopMaTuBHBIEC CCHUIKH

3 TepMuHBI U ONpeAEICHUs

4 TpeOoBaHus K CUCTEME KaueCTBA yUPEKICHUS

5 OcHoBHbIE (DaKTOpBI, BIUAIONIME HA KA4EeCTBO YCIYT, U MOPSAOK HMX
WCTIOJIB30BaHUS TIPU (POPMHUPOBAHUM CUCTEMBI KQUeCTBa YUPESIKIACHUIN

6 JlokyMeHTanbHOE 0OpPMIICHHE CUCTEMBI KayecTBa

7 Opranuzanust paboThI IO Ka4eCTBY
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