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4 B3AMEH I'OCT P 52497-2005
5 B HacTos1EeM cTaHIapTe peaan30BaHbl HOPMBI:
a) penepanpHbIX 3aKk0HOB Poccuiickoii denepanuu:

- ot 28 mexabps 2013 r. N 442-®D3 "OO ocHOBaxX COLMAIBHOTO OOCITY)KHBAaHUS TPaXJaH B
Poccuiickoit deneparun';

- oT 29 utons 2015 r. N 162-®3 "O cranpaprusauuu B Poccuiickoit @enepauun;

0) 3akona Poccuiickoit ®eneparuu ot 7 ¢eBpans 1992 r. N 2300-1 "O 3zamure npas
norpeourenei';

B) noctanoBieHus [IpaBurensctBa Poccuiickoit @eaepanun ot 2 ¢gepans 1998 r. N 113 "O
HEKOTOPBIX Mepax, HaIllpaBJICHHBIX HA COBEPIICHCTBOBAHWE CHCTEM OOeCIeueHHs] KadecTBa
MPOAYKLIUH U yCiIyr"

Ilpasuna npumenenus nacmosawe2o cmanoapma ycmauoeienvl ¢ cmamve 26 OenepanbHOTO
3akoHa OT 29 wmions 2015 r. N 162-®3 "O crangaptuzanumu B Poccuiickoit ®depeparun'.
Nudopmanust 00 H3MEHEHHSAX K HACTOSIIEMY CTaHIApTy MYOJUKYeTCsl B €XKEroJHoM (1o
COCTOSHMI0O Ha | sHBaps Tekyllero roja) uHGOpManUMOHHOM ykazarene "HauuoHanbHble
cTaHAapThl", a opHUIIMATBHBIA TEKCT U3MEHEHH U TOIPABOK - B ©KEMECIYHOM MH(POPMAIIMOHHOM
ykazatene "HamuonanbHbpie crangapTel’. B ciiydae mepecmMoTpa (3aMeHBI) HIIM OTMEHBI HACTOSIIIETO
CTaHJapTa COOTBETCTBYIOIIEE YBEJOMJIEHHE OyAeT OnyOIMKOBaHO B OIDKallieM BBIMYCKE
exemMecsyHoro wHopManroHHOTO ykazarens "HammonameHble cranmapThl'. COOTBETCTBYIOIIAS
nH(popMalrs, yBeIOMIEHHE U TEKCThl Pa3MeEIIaloTCs TakkKe B MH(POPMALMOHHOW CUCTEMe O0ILero
MoJIb30BaHMUsI - Ha oduuuanbHOM caiite @efepalbHOrO areHTCTBa IO  TEXHUYECKOMY
PEryIUPOBAHUIO U METPOJIoTuu B cetu HTepHeT (Www.gost.ru)

1 ObnacTtb NnpUMeHeHunsA

Hacrosamuii CTaHIapT YCTaHaBJIMBACT Tpe60BaHI/I$I K cHCTeMe oOecIleueHrus KadecTBa
y‘lpe)K,[[eHHﬁ, MpEaAOCTABIIAIONINX COLUAJIBHBIC YCIIYTI'H (I[anee - YCJ'IYFI/I) pa3JIMYHbIM KaTCropusM
rpaxJiaH, HYXIAIOIMIUXCSA B COHHaHBHOﬁ IIOMOIIIM, B IIOBBIINICHHKW COCTOSAHHA 3allIMIICHHOCTH OT
Yrpo3 HAapymiCHUs UX KU3HCHHO BAXXHBIX MHTCPCCOB, IIpAB U CBO60,Z[, B YJIYUIICHUU YCJIOBI/Iﬁ nux
KUBHCACATCIIbBHOCTH W PACIIUPCHUU HUX BO3MOJKHOCTEH CaMOCTOSITEJILHO OOECIeUYrBaTh CBOU
OCHOBHBIC )KXU3HCHHBIC HOTpe6HOCTI/I Y TIOBBIIIATH 0J1ar0COCTOSHUE (nanee - KJII/ICHTBI).

Hacrosmuii CTaHAapT pa3pa60TaH C ICJIbIO €ro HMCIOJb30BaHUA B KadCCTBC 0a3oBO
HOpMaTHBHOﬁ OCHOBBI TIpH pa3pa60TKe CHUCTEM OOeCIeUeHUs KayecTBa KOHKPCTHBIX y‘lpe)KI[eHI/Iﬁ
MMPUMCHUTCIIBHO K CHCLII/I(l)I/IKe X JCATCIBbHOCTH.

Paspa60TI<a YUYPCKKACHUCM CHCTCMBbI oOecreueHns KadecTBa MNpeaoCTaBISIEMbIX UM YCIIYT,
OTBEYAIONIeH Tpe60BaHI/I$IM HACTOAIICTO CTaHHdapTa, 6y1[eT ACMOHCTPpHUPOBATL OCBCAOMIICHHOCTD
YUYpCKIACHUA O Cro 00s3aTeIbLCTBAX U NPUBCPKCHHOCTH YHOOBJICTBOPCHUIO HOTpC6HOCTeI71 n
OXXMIAHUNM KIUEHTOB H 3aMHTCPCCOBAHHBIX CTOPOH, a TaKKe CII0COOCTBOBATh JOCTHXXCHHIO
YAOBJICTBOPCHHOCTHU €TI0 YCIIyraMHu.

2 HopmaTuBHbIe CCbINKK
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B HaCTOAIICM CTaHAAPTC UCIIOJIBb30BaHbl HOPMATUBHBIC CCBUIKM Ha CICAYIOIUC CTaHAAPThI:
I'OCT P 50646 Ycnyru HaceneHuro. TepMHUHBI U OIPEAEIICHUS
I'OCT P 50691 Ycnyru Hacenenuto. Mojenb cucTeMbl 00ecrieueHus] KauecTBa yCiayr

I'OCT P 52142 CommanbHOe OOCITYy)KMBaHHE HaceleHHs. KadecTBO COIMANIbHBIX YCIIYT.
OO61re noJ0KeHUs

I'OCT P 52143 CouunanbHoe o0cinyxuBaHue HaceneHns. OCHOBHbBIE BUbI COLUATIBHBIX YCIYT
I'OCT P MCO 9000 Cucrembl MeHexMeHTa KauecTBa. OCHOBHBIE TIOJIOKEHHS U CIIOBAPh
I'OCT P UCO 9001 Cucrembl MeHeKMEHTa KauecTBa. TpeOoBaHuUs

I'OCT P MCO 9004 MenemxmeHT kadectBa. KadectBo opranmzanmu. PykoBOICTBO 1O
JOCTHXXECHUIO YCTOI\/'I'-II/IBOFO yCriexa opraHu3anmuu

[Ipumeuanue - Ilpu MOTB30BaHMHM HACTOSIIIMM CTaHAAPTOM I1€JIECOO0pPa3HO MPOBEPUTH
JIEHCTBUE CCBUIOYHBIX CTAHIAPTOB B HWH(POPMAIMOHHOW CHCTEME OOIIero TMOJIb30BaHUS - Ha
oduimansHoM caiite denepaibHOrO areHTCTBa M0 TEXHUYECKOMY PEryIHPOBAHUIO U METPOJIOTUH B
cetu MHTEpHET MM 1o exeroHoMy uHGOpPMaIMOHHOMY yKazaTento "HanunoHaneHble cTaHIapTh",
KOTOPBIH OIMyOJIMKOBAH MO COCTOSIHUIO Ha | sTHBapsi TEKYLIETo roJia, ¥ MO BBITYCKaM €KEMECSYHOTO
nHpopManmonHoro ykasarens "HamuwonanbHble cTaHmapThl" 3a Tekymmuid rona. Eciam 3ameHeH
CCBUIOYHBIM CTaHAAapT, Ha KOTOPHIM JaHa HeNAaTUPOBAHHAS CChUIKA, TO PEKOMEHIYEeTCs
UCIO0JIb30BaTh JEMCTBYIOUIYIO BEPCHUIO 3TOTO CTaHIapTa C y4eTOM BCEX BHECEHHBIX B JaHHYIO
BEpCUI0 M3MEHEHM. Ecium 3aMeHeH CChUIOYHBIA CTaHIApT, Ha KOTOPBIM JaHa JaTUpOBaHHAs
CCBIJIKA, TO PEKOMEHIYETCS MCIIOJIb30BaTh BEPCHIO 3TOTO CTaHAApPTa C YKa3aHHBIM BBIIIE T'0OJ0M
yTBepKAeHusl (mpuHsTHUsi). Ecnu mocne yTBep)kKIeHUsT HACTOSAIIEr0 CTaHAapTa B CChUIOYHBIN
CTaHJIapT, Ha KOTOPbIM [aHa JaTHpOBaHHAs CChUIKA, BHECEHO H3MEHEHHE, 3aTparuBaroliee
MOJIOKEHHE, Ha KOTOPOE JIaHa CChUIKA, TO 3TO IMOJIOKEHHE PEKOMEHAYEeTCsl MPUMEHSTh 0e3 ydera
JAaHHOTO M3MeHeHus. Eciii cchulouHbIN cTaHIapT OTMEHEH 0e3 3aMeHbl, TO MOJIOKEHHE, B KOTOPOM
JlaHa CChLIIKA Ha HEro, peKOMEHAYETCsI IPUMEHSTh B YaCTH, HE 3aTParuBarollei 3Ty CChUIKY.

3 TepMuHbl M onpeaeneHns
B nacrosiem crangapte npumenensl TepMuHbl o 'OCT P 50646 u I'OCT P MCO 9000.
4 TpeboBaHUA K cucteme obecrneyeHUs Ka4ecTBa yupexaeHus

4.1 TpeboBaHusa k cuctemMe 0oOeCHeUeHMsI KauecTBa YUPEKJECHUs YCTAHOBJIEHBI HACTOSIINUM
CTaHJAPTOM B COOTBETCTBUM C MosokeHUssMH PenepanbHbiX 3aK0HOB Poccuiickoit denepanuu u
nocraHosieHueM IlpasurensctBa Poccuniickoit denepanuu, yKa3aHHBIMUA B IIPEIUCIOBUY, a TAKKE
nonoxkeHussMua ['OCT P 50691, TTOCT P 52142, TOCT P 52143, TOCT P MCO 9000, 'OCT P UCO
9001 u I'OCT P CO 9004.

4.2 Ilog cucremoit oOecrieueHHsT KadecTBa YUPCKACHUA TMOHHMAIOT COBOKYIIHOCTH €Iro
OpraHI/I3aI_[HOHHOI>'I CTPYKTYPEIL (C pacnupeaAciICHUEM OTBCTCTBCHHOCTH COTPYAHUKOB 3a Ka4YC€CTBO
ycnyr), npaBuji, METOJ0B oOecrieueHHsT KadecTBa yCiIyr, npoueCCoB MpPEAOCTaBJIICHUA YCIIYT,
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pecypcoB  yupexaeHus (JIOACKHUX, MaTepHalbHO-TEXHUYECKUX, HH(POPMALMOHHBIX U Jp.),
rapaHTUPYIOLIEH OCYLIECTBICHUE aJMUHUCTPATUBHOIO PYKOBOJICTBA KAYECTBOM YCIIYT.

4.3 Cucrtemy oOecrieueHUs] Ka4eCTBa YUPEKACHUS CO3JAIOT JUTsl JOCTHKEHUS U TIOICP KAHUS
YPOBHS KauecTBa YCIIYT, COOTBETCTBYIOIIETO MPEIbSBISIEMBIM K HEMY TPEOOBAHHSIM.

4.4 Cuctema oOecricueHUs] Ka4eCTBa YUPESKJICHUS JTOJDKHA SBISATHCS HEOTHEMIIEMOW YaCThIO
oOrIel cucTeMBbl YIPaBJICHUS ACATEIbHOCTHIO YUPEKACHHUS TI0 TIPEAOCTABICHHIO YCIYT.

4.5 Cucrema oOecreyeHusi KadecTBa YUPEXKACHHUS TMpeAHa3HaueHa [UIS  CO3JaHus
HEOOXOIMMBIX YCIOBHM rapaHTUPOBAHHOTO YIOBJIETBOPEHUS 3aKOHHBIX 3allPOCOB U MOTPEOHOCTEH
KIIMEHTOB, ITOBBIIIICHUS Bq)q)eKTI/IBHOCTI/I " Ka4yeCTBa YCJIYT Ha BCCX CTAUAX UX HNPCAOCTABIICHHA C
HCJIBI0 MPEAYIPEIKACHUSA BO3MOKHBIX OTKJIOHEHUH OT 3aJaHHBIX Tpe60BaHHI>'I K 3TUM YCJyram,
obecrieueHus penyranvn yU4pCKACHHA KaK HAACKHOTO U OTBETCTBCHHOI'O UCIIOJTHUTECIIA YCIIYT.

4.6 OCHOBHBIMM 3aJayaMi{, Ha pEIIEHHE KOTOPbIX JOJDKHA OBITh HalpaBieHa CHCTEMa
ofecreueHns KauecTBa YUpexACHUS, ABISIOTCA:

- ocymecTBieHre 3(PPEKTUBHOTO KOHTPOJS 32 TEXHHYECKUMHU, OPTaHU3AIMOHHBIMHA U
IpyrumMu (hakTopaMu, BIUSIONIMMHI Ha KAYECTBO MPEIOCTABISIEMBIX YCIIYT;

- TpeNoTBpalleHWe WM YyCTpaHeHHe JIIOObIX HECOOTBETCTBHM  KadecTBa  yCIyr
IPEIbABIAEMBbIM K HUM TPeOOBAHUSAM;

- o0ecrieyeHne CTaOMIIBHOTO YPOBHS KauyecTBa yCIyT;

- peuleHue Ipyrux 3aJay, OTPaKarolluX creuu(uKy AeITeIbHOCTH YUPEXKACHUNH U MOTYLIUX
MOBJIMSITH Ha KAYECTBO MPEIOCTABIIAEMBIX YCIYT.

4.7 Pa3paboTtka 1 GyHKIIMOHUPOBAHNE CUCTEMBbI 00ECIIEUEHHSI KAaUeCTBA YUPEKACHUS JOJIKHBI
0a3MpoBaTHCS HA CIEAYIOUINX OCHOBHBIX MPUHIIUIIAX:

- Ha IPUOPUTETHOCTU TPeOOBaHMIA (3alIPOCOB) KIMEHTA MO 0OECIEYeHUIO KayecTBa YCIyT, TO
ecTb 0OecredyeHHuss yBEPEHHOCTH B TOM, 4YTO A3TH TpeOoBaHHUS (3ampockl) OyAyT MOJHOCTBIO
peali30BaHbl MPU IPEIOCTABICHUH YCIIYT;

- IPEAYIIPCIKACHUAX HpO6J'ICM Ka4yeCTBa yCIyr, TO €CThb oOecneyeHus YBEPCHHOCTU B TOM, YTO
9TH HpO6JICMbI 6y,HYT NpeaAynpexKaaTrbCsa, a HE BbIABIATHCA MW pa3pClIaTbCA IIOCIEC HUX
BO3HHMKHOBCHHUA,

- CO6J'IIOI[€HI/II/I MOJIOKEHU U HOPMATUBHBIX NOKYMCHTOB, PCrIIaMCHTUPYIOIIUX Tpe60BaHI/I$I K
yciayram, NOpssAKy U IpaBujiaM UX IPEAOCTABIICHUS

- 00€eCIeueHHOCTH YUPEXKACHUS COOTBETCTBYIOLUIUMU JFOJICKUMH,
MaTepHaIbHO-TEXHUUYECKUMU U JAPYTMMH pecypcamu (0a30BOM M onepaTuBHON HHQOpMaIuei,
TEXHUYECKON  JOKyMEHTalMed, TEXHUMYECKMMM CpeICTBaMM, JaHHBIMH O  pe3yibTarax
MIPEIOCTABJIEHUS YCIYT U UX KOHTPOJIS, UTOraX OLIEHKH KauecTBa U JIp.);

- UCTKOM pPaCHpCACIICHUN IMOJTHOMOYHMH U OTBETCTBEHHOCTU nepcoHala 3a €ro ACATCIILHOCTD
o MpEeAO0CTaBJICHUIO YCIIYT, BJIUAIOIIYIO Ha obecrneueHre X Ka4ycCTBa,



- TUYHOU OTBETCTBEHHOCTH PYKOBOJICTBA YUPEIKICHHUS 33 KAUECTBO MPEIOCTABISEMBIX YCIIYT,
pa3paboTKy, BHEIPEHHE W KOHTPOJb JPPEKTUBHOCTH CHUCTEMBI O0OECIEUYCHHS KauyecTBa, 3a
oTIpe/ieNieHUe MOJIMTUKH B OOJIACTH KadeCTBa, OpPraHU3allkio U o0Iee pyKOBOACTBO pabOTaMu IO
00€eCIIeYeHNIO KaYeCTBa;

- o0ecIleueHHH JIMYHONH OTBETCTBEHHOCTHU KaXI0T0o HCIOJHHUTCIA 3a Kad4€CTBO YCIYI' B
COYCTaHNM C MAaTCpHUAJIbHBIM U MOPAJIbHBIM CTUMYJIMPOBAHHUEM Ka4Y€CTBA,

- TOKyMEHTaJIHbHOM O(OPMIICHHUH MTPABIII U METOJIOB 00CCIICUCHIS KA4eCTBA yCIIYT;

- o0ecriedyeHNH MOHUMAHMUSI BCEMHU COTPYAHUKAMHU YUpEeXKJEHUS TpeOOBaHUM CUCTEMBI
o0ecrnieueHrs KauecTBa, MPEAbBIIIEMbIX K ITOJIUTUKE B 00JIaCTH KayecTBa.

5 OCcHOBHbIe CbaKTOpbl, BnvsaAwwme Ha KadeCTBO YycCcnyr, U nopAanoK uXx
ncnosfib3oBaHuA Npun (bOpMVIpOBaHMVI cucTeMbl obecnevyeHUs KayecTBa yqpe)KneHMﬁ

5.1 Tlpu ¢opMUpOBaHHU CHCTEMbl Kade€CTBA YUPEKIEHUI (IIPU ONpPENENCHUU MOJUTUKU
yUpexJIeHUsI B 00JacTH KadecTBa, pa3pabOTKU JOKYMEHTAI[MH CHUCTEMbl OOecleyeHHs] KayecTBa,
opraHu3aiuy padoT MO KA4eCTBY) HEOOXOIUMO yUUTHIBATH Pl (PaKTOPOB PA3IUIHOTO XapakTepa,
KOTOpbIE B 3HAUUTEIBHON Mepe BIMSIOT Ha KaUeCTBO MPEAOCTABISIEMbIX YCIIYT.

[IpaBunbHBINA y4eT 3TUX (PAKTOPOB, MX HCHOJIb30BAHUE MPU Pa3pabOTKE COOTBETCTBYIOIIMX
JOKYMEHTOB CUCTEMbI 00€CIIeUeH s KadyecTBa U B MPAKTUYECKON ACATEIbHOCTH YUpEKICHUS OyayT
CHOCOOCTBOBATH MOBBILICHUIO KAUE€CTBA MPEIOCTABIIIEMbIX YCIYT.

5.2 OcHOBHBIMH (haKTOpPAMU SIBIISIOTCS:

- HaJM4YMe U COCTOSHUE JOKYMEHTAllUd, B COOTBETCTBUU C KOTOPOH (HYHKIIMOHHPYET
YUPEXKICHUE;

- YCIIOBUS pa3MeEIICHUs YUpeKICHUS;
- YKOMIUIEKTOBAHHOCTb YUPEKJICHUS CIEIHMATUCTAMH U UX KBATH(PHUKAIHS;

- crienuanIbHOE U TabenbHOe TEXHUYECKOE OCHAIllEHUE yupexaeHus (obopynoBanue, mpudopshl,
anmaparypa u T.1.);

- COCTOSAHHUC I/IH(bOpMaI_II/II/I 00 YUIpCIKKACHUHN, TMOPAAKEC W IIpaBHJIaX HNPCAOCTABJICHHUA YCIYyT
KIIMCHTaM,

- HAJIMYUC MOPAAKa TPOBCACHUA BHYTPCHHUX IIPOBCPOK (I)YHKI_[I/IOHI/I]I)OBB.HI/IH CHUCTCMBI.
5.2.1 B coctaB JAOKYMCHTAIUU JOJIZKHBI BXOOWUTb:

- YcraB (MOJNIOKEHHE) YUPEKICHHS, BKIIOYAIOMINNA B ceOs CBEACHUS O TMpeJHa3HAYCHUU
YUPEKICHUS, TIOPSAKE ero (OPMUPOBAHUS, COJACPKAHUH, PEOPraHU3AINH, CBEIEHUS 00 OCHOBHBIX
3a/la4ax ero JesTENIbHOCTH, KaTerOpUsIX 00CTY>KMBAEMBIX JIHII, MOPSIIKE U YCIOBUSIX 3a4UCIICHUS Ha
o0cIyXKMBaHUE, O CTPYKTYPHBIX MOJpa3AeNeHUsIX U UX OCHOBHBIX 3a/1adaX, CBeACHUs 00 o0beme U
MOPSAKE MPEAOCTABICHUSI UMHU YCIAYT U O IPYrMX OPraHU3allMOHHBIX M TEXHUUYECKHX 3a/Javax U
TeMax;



- IIOJIO)KEHHS O CTPYKTYPHBIX MOJPA3ACICHUSIX YUPEXKACHUS, COAEpXKAllUe CBEACHUS O
KaTEeropusix rpakJaH, oOCIYKMBAaEMbIX TEM WJIM HHBIM IOAPA3JEICHUEM, CTOSALIMX IEepe], HUM
3aJla4ax, CpOKax M YCJIOBUSIX OOCIYy)KHBAHMSI I'PaX/1aH, CBEICHUS O JIOMOJIHUTEIbHBIX TOKYMEHTAX,
HEOOXOJUMBIX MJIsl 3aUUCICHHUS Ha OOCIy)XMBaHHE B JaHHOE IOJAPA3JCICHUE, CBEICHUSA O
KOJIMYECTBE COTPYIHUKOB MOAPA3ACTICHHS, NX OCHOBHBIX 00S3aHHOCTSX U T.1.;

- PYKOBOJICTBA, CIIy’K€OHBIE HHCTPYKLIMH, [TpaBUJIa, METOUKH TEXHOJIOTHM, TpeIHa3HaYECH HbIe
JUIS perjJiaMeHTUPOBaHUs Ipolecca MPeAoCTaBICHUs YCIIYT, ONPEIENIeHNUs METOA0B (CIIOCOO0B) UX
MIPEIOCTABJICHUS U KOHTPOJIS, @ TAKXKE JUI COBEPLIEHCTBOBAHUS PabOThl yUPEKACHMUS,

- TOKyMEHTAIMsl Ha 000pyI0BaHue, MPUOOPHI U anmaparypy, CriocoOCTBYOIIas 00ECIEYSHHIO
WX HOPMAJIBHOH U 0€301MacHOM 3KCIUTyaTalnu, 00CTyKUBAaHUS U TIOICPKaHUSI B pabOTOCIIOCOOHOM
COCTOSIHUH,

- HallMOHAJIbHbIE CTAHJAPTHI, COCTABJISIONINE HOPMATUBHYIO OCHOBY IMPAKTUYECKOW pabOThI
YUpEXKJIEHUS B 00JIACTH MPEIOCTABISIEMbIX KIIMEHTaM COLMANIBHBIX YCIIYT;

- CHOCIHAIBbHBIA KOMIUIEKT JOKYMEHTOB, WPEJCTABISIOMMA COOOW JOKYMEHTAIbHOE
odopMIIEHHE CHCTEMBI 00ECTIeYeHUsT KaueCTBa YUPEKIAECHU (CM. paszen 6).

B 3aBucuMoCTHM OT TOro, HACKOJHKO KAUYE€CTBEHHO COCTABJICHBI BBIIIETIEPEUNCICHHBIE
JOKYMEHTBl M KBaTU(UIMPOBAHHO M YETKO HW3JIOKEHBI B HHUX OOS3aHHOCTH, TpaBa, MOPSIIOK
BBITIOJIHEHUS] PA3JIMYHBIX TPOIEAYp HpU MPEAOCTaBICHUM YCIYT, Apyrue (yHKIUU HEepcoHana,
3aBUCHT 3(h(HEKTUBHOCTH PAOOTHI YUPEKIEHUS U KAUECTBO MIPEIOCTABIISIEMBIX UM YCIIYT.

VYka3aHHbIE TOKYMEHTHI JOJDKHBI COCTABIIATH OCHOBY JOKYMEHTAIlMU CHCTEMbI OOecreueHus
KauecTBa yupexaenus. [Ipudyem B mporiecce popMUpOBaHUS CUCTEMBbI 0OECIIEUeHNs KauecTBa OHU
MOTYT OBITH MPH HEOOXOJUMOCTH OTKOPPEKTHPOBAHBI C IENbI0 MPUBEACHUS UX COJAEPKAHUS B
COOTBETCTBUE C TPeOOBAaHUSMH, MPEABIBISIEMBIMH K HUM KaK K 4acTU JIOKYMEHTAI[MH CUCTEMbI
obecrieyeHus KayecTna.

5.2.2 VcnoBusi pa3MmelleHus ydpexiaeHus, odecreuuBatomre ero 3¢G¢GeKTuBHYO padoTy,
JOJIKHBI OBITH CIICAYIOIIUMHU:

- YUpEXJIEHUE U €r0 CTPYKTYpPHBIC MOAPA3JICNCHUs JODKHBI ObITh pa3MeIleHbl B CHEIHATBLHO
npenHa3HauYeHHOM(bIX) 3JaHUM(SIX) WIM TOMEIICHUSX, MJOCTYMHBIX JUIsi BCEX KaTeropHid
00CIyKMBAaEMBIX TpaXJaH, B TOM 4YHCIIEe Ui WHBAIUIOB M JAPYrUX MaTIOMOOWIBHBIX TPYII
HaceneHus. [loMenienust JOKHBI OBITH OOecTeueHbl BCEMU CPEACTBAMU KOMMYHAIIbBHO-OBITOBOTO
obcnyxuBanus, TeneOHHOHN CBsA3bIO U IHTepHETOM;

- MO pa3MepaM U  COCTOSHHUIO TIOMEIIEHUS JIOJDKHBI OTBEYaTh  TPeOOBaHUIM
CaHUTAPHO-TUTHEHUYECKUX HOPM M MpaBui, 0€30MacHOCTH TpyJa M JOJDKHBI OBITh 3aIIMIIEHBI OT
BO3JIEUCTBUS  (DAKTOPOB, OTPHULATENBHO BIMSAIOUIMX Ha KaueCTBO MPEIOCTABISEMBIX YCIYyT
(TOBBILIEHHBIX TEMIEpPaTypbl BO3/yXa, BIAXKHOCTH BO3]yXa, 3albIJICHHOCTH, 3ara30BaHHOCTH,
1ryma, BUOpaIuu 1 T.1.);

- IJiomaab, 3aHUMacMasad YYpCXKIACHUCM, HOJDKHA obecneynBaTh HOPMAJIbHOC pa3sMCHICHUC
NepCoOHaJIa, KIIMCHTOB U MMPEAOCTABICHNUEC UM YCIIYT.

B cBs3u ¢ aTuM npu pa3pa60TKe CUCTEeMbI 0OeCIICUeHHUsT KaueCTBa YUPCKACHUA NOJIKHbI OBITh
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npeaAyCMOTPCHBI MCPLbI, HAIIPABJICHHLIC HA CO3JaHHUC WJIM MNOAACPIKAHUC YIIOMAHYTBIX YCHOBHfI, a
pu HGO6XOHI/IMOCTI/I - 1 BO3BMOXHOCTH HA UX YJIIYUIICHUC.

5.2.3 Bompochl YKOMIUIEKTOBAaHHOCTH YUPEXKACHHUS CIEHUAIMCTAMH U UX KBaIU(UKAUU
TaKXKe JOJDKHBI HAWTH OTpaKEHHE B CHCTEME OOECIIEYCHHs KauyecTBa - OJHOM M3 Ba)KHEWIIHMX
(axTOpOB, BIAMSIONINX HA KAYECTBO YCIYT.

B uucie hakTopoB, Mo aieKanux pemeHrio B paMKax CUCTEMbI 00eCIIeYeHHS KaueCTBa, MOTYT
OBITh:

- HOJIHasd YKOMIIJICKTOBAHHOCTDL YUPCIKIACHUA HGO6XOI[I/IMBIMI/I cricnuaiancraM B COOTBETCTBHUU
CO IITAaTHBIM PAaCIIMCAHHUEM

- moxbop  CHENUAINCTOB €  COOTBETCTBYIOIIMM  OOpa3oBaHMEM, KBalHU(UKaIUEH,
npodeCCHOHANBHOM TOATOTOBKOM, OO0NalalomuX 3HAHUSAMH M OMBITOM, HEOOXOTUMBIMHU IS
BBITIOJTHEHHUST BO3JIOKEHHBIX HAa HHUX OOS3aHHOCTEH; MOCTOSHHOE IOBBIIICHUE WX KBaTU(DUKAIIUN
nmyTeM OOydeHHS Ha KypcaxX TMEepenoJAroTOBKA W TOBBIIMICHUS KBATU(PUKAIUA WA WHBIMH
crocodamu;

- 4YeTKoe paclpeneieHne OOS3aHHOCTEM CHEIMATUCTOB, H3JI0XKEHHBIX B JIOJDKHOCTHBIX
WHCTPYKIUSAX, METOJUKAX U JAPYTUX TOKYMEHTaX, PEerJaMEHTUPYIONIUX UX O0S3aHHOCTH, MpaBa U
OTBETCTBEHHOCTH;

- 00s13aTeNbHas arrécranusa CliICHUaJIMCTOB B YCTAHOBJIICHHOM ITOPAIKE;

- BOCIIUTAHUE Y BCEX COTPYTHUKOB YUPEKICHHS BBICOKHX MOPAJIbHBIX U MOPAIBbHO -3THUECKUX
KauyecTB, YyBCTBA OTBETCTBEHHOCTH U HEOOXOJMMOCTH DPYKOBOJCTBOBAThCS B CBOEH paboTe C
KIIMEHTaMH TPUHLUIIAMU TYMaHHOCTH, CIPaBEIIMBOCTH, OOBEKTUBHOCTH U JA0OPOKETATENIbHOCTH,
YUUTBIBas UX (PU3HUECKOE U IICUXUYECKOE COCTOSHHE;

- TMPUHATHE MEP K HEIOMYHIEHUIO Pa3IJIalllCHus COTPYIHUKAMHU YYPEKIEHUS CBEICHUUN
JUYHOTO XapakTepa O KIMEHTaX, TaK KaK ATH CBEICHUS COCTABJISIOT CIYKEOHYIO TallHy W 3a UX
pasriaiieHue BUHOBHBIC HECYT OTBETCTBEHHOCTh B IMOPSIKE, YCTAHOBJICHHOM 3aKOHOJIATEIbCTBOM
Poccuiickoit ®eneparuu.

524 HJ'ISI KauCeCTBCHHOI'O MPEAOCTABJICHUA YCIYI' YUPCKACHHUC HOJIKHO OBITE OCHAaIICHO
CIICHUAJIBHBIM H Ta0eNLHBIM 060py,I[OBaHI/IeM, annapaTypoﬁ u an6opaMH, OTBCYAOIIIMMH
Tpe6OBaHI/ISIM COOTBCTCTBYIOIIIUX CTAHAAPTOB, TCXHUYCCKUX YCHOBHﬁ, APYrux HOPMATUBHBIX
AOKYMCHTOB U 06CCHC‘II/IB3.I-OH_II/IMI/I HaUIC)KAIIEeC KAa4YCCTBO IIPEAOCTABIACMBIX YCIIYT.

B cBs3u ¢ 3THM B CHCTeME KadecTBa YUIpCKACHUA TOJIKHBI OBITH npeaAyCMOTPCHBI
MCPOIIPpUATHS, HAIIPABJICHHBIC HA TO, YTOOBI:

- O60py,[[OBaHI/Ie, HpI/I60pBI H anmaparypa HCIIOJIb30BaJIUCh CTPOro IMO HA3HAYCHUIO B
COOTBECTCTBHUU C ,HOKYMCHTaHHeﬁ Ha HX (I)YHKI_[I/IOHI/IPOBB.HI/IC " SKCIUTyaTaluro, COACPKAIUCH B
TCXHUYCCKU UCITPABHOM COCTOSAHHH, KOTOPOC NOJKHO CUCTCMATHYCCKU ITPOBCPATHCA,

- HCUCIIPpABHOC 060pyz1013aH1/Ie, HpI/I60pBI " arnaparypa, Jaronue mnpu pa60Te COMHUTCIIBHBIC
PE3yibTaThl, CBOCBPEMCHHO CHUMAJINCH C OKCILTyaTalluu, 3aMCHAJIUCh UJIM PEMOHTHPOBAJINCH (eCJ'II/I
OHH IIOAJICXKAaT peMOHTy'), a [MPUTroJHOCTb OTPEMOHTHPOBAHHBIX TOATBCPIKAATIACH UX HpOBepKOﬁ.



5.2.5 TlonHoe W AOCTOBEpPHOE TMPENOCTAaBICHUE HH(POPMALMHU, MPEKAEC BCEro KIMEHTaM,
JOJDKHO SIBJIATBCS COCTABHOW YacThIO CHCTEMBI OOECIEUEHHs] KayecTBa YUPEKICHHUsS, TaK Kak Oe3
MPaBUIBLHO OPraHU30BAHHOTO HMH(OPMAIIMOHHOTO IpoIlecca HEBO3MOXKHO OO0ECIEUHUTh KaueCTBO
IIPEJOCTaBIIAEMBIX YCIYT, COOTBETCTBYIOILEE 3aIIPOCAM U HYKJaM KIMEHTOB.

Cocrostare mHpopManuu 00 YUYPEKICHUHM W TPaBWIIAX MPEIOCTABICHHUS UM YCIYT JOJDKHO
COOTBETCTBOBAThH TpeOOBaHUsIM [1].

B noxymeHnTanuu cucreMbl 00eClEUeHMsl KauecTBa YUPEXKJIECHUN H3JI0XKeHUEe HHpopmaunuu
JIOJKHO OTBEYATh CIIEAYIOIIUM TPEOOBAHUSAM:

a) yupexJeHHe O00s3aHO JOBOJUTH /0 IpaKJaH CBOE HAaUMEHOBAHHWE M MECTOHAXOXACHHE
mo0bIM  crmocoOOM,  TPEAYCMOTPEHHBIM  3aKOHOAaTenbcTBOM  Poccuiickoit  denepanuu,
MPEAOCTABISATh IO TPeOOBAaHUIO KIMEHTOB HEOOXOJUMYIO M JIOCTOBEPHYIO HWH(MOpPMAIUIO O
BBITIOJTHSIEMBIX YCIIyTax, MO3BOJISIONIYIO UM CJIEIaTh KOMIIETEHTHBIN BHIOOD;

0) coctaB nHpopManuu 00 yciryrax (B COOTBETCTBUU C [ 1]) moJpKeH BKIIIOYATH B CEOS:
- HIEPCUYCHb OCHOBHBIX YCIIYT, IPEAOCTABIIACMBIX YUPCIKICHUCM,

- XapaKTEePUCTUKY KaXJOW yCIyru, oOJacTh €e MPeJOCTaBIIEHUS M 3aTpaThl BPEMEHU Ha €e
IIPEJOCTaBJICHUE,

- B3aUMOCBS3b MEX/Ty KAUeCTBOM YCIIYTH, YCIIOBHSMH €€ TPEOCTABICHUS H CTOMMOCTBIO (TIpH
HEOO0XOTUMOCTH),

- BO3BMOXXHOCTD IIOJYUYCHHA OCHKH Ka4u€CTBA YCIYT'U CO CTOPOHBI KIIMCHTA,

- YCTaHOBJICHHE B3aUMOCBSI3U MEXIY MPEUI0KEHHON YCIIYTON M pealibHBIMH MOTPEOHOCTAMU
KIIUEHTA,

- IpaBuJiia U ycaoBus 3PPEeKTUBHOTO U 0€30MaCHOTO UCIOJIB30BaHUS YCIIYT,
- rapaHTUHHBIE 00513aTENIbCTBA YUPEKICHHUS - UCIIOJIHUTEINS YCIIYT;

B) uHbopMaIus J0KHA ObITH JOCTOBEPHOM U monHOM. Eciiu mpenoctaBnenue He10CTOBEPHOH
WM HEOCTAaTOYHO MOJIHOM MH(pOpMAIK 00 yCIIyre MOBIEKIIO 3a CO00M MPUYMHEHNE BPEIa KU3HU,
3I0POBBI0 WM HMMYIIECTBY KJIMEHTa (BCJIEICTBHE IMPOU3BOJICTBEHHBIX, PELENTYPHBIX U HHBIX
HEJOCTAaTKOB YCIYTH), OH BIIpaBe MPEAbABUTH YUYPEKACHUIO TPEOOBAHUS O BO3MEIICHUU
MIPUYUHEHHOTO Bpea.

6 lokymeHTanbHoe ochopMineHne cuctemMmbl obecnevyeHMs KavecTBa

6.1 CI/ICTeMy oOecreueHHsT KadyecTBa O(i)OpMJ'IHIOT B BHJAC KOMIUICKTA JOKYMCHTOB
(pYKOBOILCTB, HOHO)KCHHﬁ, HHCTpYKLII/Iﬁ, MCTOJHUK H T.I[.), B KOTOPBIX YCTAHABJIUBAKOT Tpe6OBaHI/I$I K
cucTteMe o0ecrieueHUs KauyecTBa YUpCIKKACHUA B LICJIOM U K €€ COCTABHBIM YaCTAM, YKa3aHHBIM B 4.2,

Crenenb AOKYMCHTUPOBAHHOCTU CUCTCMbI oOecrieueHns KadecTBa Ppa3JINIHbIX y‘-IpC)KI[CHI/Iﬁ
MOKET OTIINYATHECA B 3aBUCUMOCTHU!

- OT pasMepa U NpCAHA3HAUCHUA YUPCIKACHU A, XapaKTCpa U o0bemMa MNpeaoCTaBIACMbBIX YCIIYT,
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KaTeropHii 00CIy’)KHBAEMOTO HACEIICHUS,
- CJIOKHOCTH TpoLIecca 10 MPEIOCTABICHUIO YCIIYT
- KOMIICTCHIIMH [TEPCOHAIA YUPEIKIACHHUS.
JloKkyMeHTAaIHsI MOXKET OBITh JIt000i (OpPMBI U HA JTFOOOM HOCHTEIIE.

6.2 JIoKyMeHTAIMI0 CHCTEMbI O00ECIEeYeHHs KadecTBa cCieayeT OQOopMISTh KaK COCTaBHYIO
qacTh BCel JOKYMCHTAUN YUPCIKACHHUA U YTBCPIKIATh B YCTAHOBJICHHOM ITOPAIKE.

6.3 OCHOBHBIM JOKYMEHTOM CHCTEMbl OOECHEUEHHUs KauyecTBa YUPEKICHHUS SBIISETCS
PYKOBOJICTBO IO Ka4eCTBY.

B Hem wu3narator ofliee ONMHMCAaHHWE CUCTEMBbI OOECIEUYEeHMs KadyecTBa NMPUMEHHUTENIBHO K
KOHKPETHOMY YUPEXKIEHHUIO, Pa3bsCHAIOT MOJUTHUKY YUPEXKJEHUS B 00JaCTH KayecTBa, OTPaKaroT
OpraHU3aIlMOHHYIO CTPYKTYPY CUCTEMBI 00€CIIEUeHNsI KauecTBa, 3a7a4u U GYHKUUHU MOApa3esieHui
U CIyO0 yupexJeHHs B 00JIaCTH KauyecTBa, MPUBOJAT CBEIECHUS O KOMIUIEKTE JIOKyYMEHTOB BCEX
YpOBHEH, COCTaBISIOIMINX HOPMAaTHBHO-METOIUYECKYI0 0a3zy cHucTeMbl OOecleyeHHs] KauecTBa,
YCTaHABJIMBAIOT MOPSJIOK BHeApeHMs, (HYHKIIMOHUPOBAHMS W KOHTPOJS CHCTEMbI OOecredeHus
Ka4ecTBa.

6.3.1 Tlosmtuka B 0oOmacTH KayecTBa MOJDKHA YCTaHABIWMBATh OCHOBHBIC IIENH, 3aJa4d U
MPUHIIUTIBI JIEATETLHOCTH YUYPEXKJICHHUs B OOJACTH KadecTBa, JOKYMEHTAIbHO O(OpPMIICHHBIC H
MIPUHSATHIE K 00S13aTEILHOMY BBITIOJTHCHHUIO B YUPEKACHHUH.

6.3.1.1 Ilenn mOMUTHUKH B 00IACTH Ka4eCTBa JOJHKHBI OTPAKATh CIIEAYIOIINE BOIIPOCHI:
- o0ecreyeHue OCTOSTHHOTO YIOBJIETBOPEHHUS KIIMEHTOB MPEI0CTABIISIEMBIMH YCITYTaMu;
- TIOBBIIIICHHE KauecTBa YCIyT B 3PPEKTUBHOCTH (PE3yJIbTATUBHOCTH ) UX TIPEIOCTABIICHNUS,

- MPUHATHE MPOPHIAKTHYCCKUX MEP IO MPEAYIPESIKICHUIO HIIA YPETYJIUPOBAHUIO TPETECH3NN
M ’Kaj100 KINEHTOB;

- IIPOYUC BOIIPOCHI, OTpAKAOIINC CHGI_II/IQ)I/IKY ACATCIIBHOCTU YUPCKIACHU.

Copep:aHrie OCHOBHBIX 33/1a4 U MPUHIIMIIOB JIEATEILHOCTH YUPEKICHUS B 00JIaCTH KauecTBa
npuBeAeHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsay ¢ noapoOHbIM U3J0KEHUEM Liejel, 3a71a4 U MPUHIMIIOB B PYKOBOJACTBE IO
Ka4eCTBY JOJDKHBI ObITh YETKO ONpeAeIeHbl U CHOPMYINPOBAHBI MOPSJIOK M CIOCOOBI (METOBI) X
pean3anum.

6.3.1.3 OTBETCTBEHHOCTb 32 OJUTHUKY B 00JIACTH KauecTBa HECET PYKOBOAUTEINb YUPEKICHHUS.

PYKOBO,Z[I/ITCJ'H: YUpCKIACHUA NOJIKCH 00ecneyuTh Pa3bACHCHUC U NJOBCIACHUC 3TOM MOJIUTHKHU
A0 CBCIACHUS BCCTO IICPCOHANIA YUPCKACHUSA, YCTKO ONPCACIIUTL IMOJIHOMOYUSA, OTBECTCTBCHHOCTh U
IopsAAaA0K B3aUMOJEUCTBUS BCETO nepcoHalla YYpCKIACHUA, OCYHICCTBIAIOMICIO PYKOBOIACTBO,
HCIIOJIHCHUC YCIYT U KOHTPOJIb ACATCIIBHOCTH, BJIMSIONICH Ha Ka4eCTBO YCIYT.
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6.3.1.4 B dbopmupoBaHuy MOJUTHKKA B OOJIACTH KAauecCTBAa JIOJDKHBI MPHUHUMATh yJacTHE BCE
PYKOBOJIUTEIHN, OCYLLECTBIISIFOIINE YIIPABICHUE YUPEKACHUEM.

6.3.1.5 TlonmuTuka yupexJcHHs] B OOJIACTH KavyecTBa JOJDKHA OXBAThIBATh BCE HAIPABIICHUS
€ro JIeATEIHbHOCTH, OTBEYATh MOTPEOHOCTSM U 3alpocaM KJIMEHTOB, CIIOCOOCTBOBATH YITYYIICHHUIO
COIMANILHBIX W YKOHOMUYECKHX MOKa3aTeliell yapexaenus. [lonutrka B 061acTu KayecTBa JA0HKHA
colepKaTh TaKKe 0053aTeNbCTBO PYKOBOJCTBA YUPEXKIEHHS OCYIIECTBISITH IOCTOSTHHOE
VIIyYIIEHUE Ka4eCTBAa 00CITY)KUBAHUS KIIMECHTOB.

6.3.1.6 IlonmuTtuka yupexaeHus B OOJaCTH KadecTBa JOJDKHA BHEIPSATHCS BO BCEX
CTPYKTYPHBIX IOJPA3ICICHUSIX YIPEKICHHUS U PETYSIPHO TIOJBEPraThCs aHAIN3y Ha MPEAMET ee
MMOCTOSTHHOM aKTYaJIbHOCTH | ITPUTOTHOCTH.

6.3.1.7 Peanuzanusi MOJUTUKUA YUPEXKICHUS B 00JaCTH KadyecTBa JOJHKHA OBITH oOecrieueHa
HGO6XOI[I/IMI)IMI/I pecypcamMu (KaI[I)OBI)IMI/I, MaTCpHUAIBHO-TCXHUYCCKNMHU, I/IH(bOpMaIII/IOHHBIMI/I n

ap.).

JUis  BBIMOJHEHUS NPHUHATON YUYpEXKIEHHEM IMOJUTUKM B O00JIaCTH KauecTBa Iepes
MOAPA3JICICHUsMHU U CIy)XK0aMU y4peKJIeHUs CTaBATCS 3a/1a4l Ha KOHKPETHBIE TJIAHOBBIE MTEPHO/IBI,
KOTOpbIE MPH HEOOXOJMMOCTH CBOEBPEMEHHO YTOUHSIOTCS U KOPPEKTUPYIOTCS PYKOBOICTBOM
YUPEKICHUS.

6.3.1.8 B yupexaeHuu cieayeT MPOBOAUTH MEPOIPHUATHSA, 00ECIeUnBarONIue MOHUMAaHUE,
MOAJIEPKKY M pean3aliio MOJIUTHKU B 00JIaCTH Ka4eCcTBa BCEMH COTPYIHUKAMU YUPEKICHUSI.

6.3.2 Opraau3aimoHHasi CTPYKTypa CHCTEMbl OOECIEYEeHHS KadecTBa MOXET OBbITh
MpeACTaBIeHa B BHUAEC CXEeMbl (C HEOOXOJUMBIM TOSICHEHHWEM), Ha KOTOPOW JIOJDKHBI OBIThH
M300pakeHbl  BCE  CTPYKTYPHBIC  TOJApA3NCICHUS, HEMOCPEJACTBEHHO  YYacCTBYIOIIHE B
MPEAOCTABJICHUH YCIIYT I 00SCIICUMBAIOIINE UX TIPEIOCTABIICHNUE.

B mosicHennu k cxeme JOJDKHBI OBITH OTPaXCHBI 3aJla4H, q)YHKI_[I/II/I N OTBETCTBECHHOCTH BCEX
HOI[pa?)I[eJ'IeHI/Iﬁ u CJ'Iy>K6 YUpECKIACHUS B 001aCTH KayecTBa U IMPUBCACHBI CBCACHUA O JOKYMEHTAX
BCCX ypOBHef/'I, KOTOPBIC OOJIKHBI COCTaBJIATH HOPMATHBHO-MCTOANYCCKYIO 633}/ CHCTCMBbI
obecreyeHns KauecTBa YUYpCKACHUS.

CeeneHusi 0 TOKyMEHTaX MOTYT OBITh MPEICTABJICHBI B BUAE CAMHUX JIOKYMEHTOB, TOBTOPHO
pa3paboTaHHBIX (TOJUTHKA B OOJIACTM KauecTBa U JIp.) WM YK€ JEHCTBYIOIIHUX B YUYPEKICHUU
(TonoXKeHus, THCTPYKIIUU, METOIUKH, PYKOBOJCTBA, NpaBuia U T.1.), HO OTKOPPEKTUPOBAHHBIX MPH
HEO0OXOIMMOCTH B LieJsAX OoJjiee MOJHOTO y4eTa B HUX BOIIPOCOB KayecTBa, JIMOO B BUJE CCBHUIKU Ha
9TH IOKyMEHTHI ¢ HH(popMalrei 00 ux npeaHa3HauYeHUH U KPATKOM COJICpKAHUU.

6.3.3 Z[OKYMCHTaI_[I/I}I CHUCTEMBI 06CCH€‘l€HI/I$I KaueCTBa YYPCKIACHUA NOJIKHA IOCTOSIHHO
NMOoAACPKUBATHCA B pa60qu COCTOSAHNU, YCTApCBIIYHO AJOKYMCHTAIHWIO CJICAYET CBOCBPCMCHHO
U3BIMAaTh U 3aMEHSTh HOBOI.

7 OpraHusauusa paboTbl N0 Ka4eCcTBYy yCrnyr B cuctemMe obecnevyeHuss Kayectea

7.1 IloJ1HOMO4YHS M OTBETCTBEHHOCTH NEPCOHAJIA

7.1.1 B cucreme oOecrieueHHs KadyecTBa YUpCKIACHUA NOJDKHBI OBITh YETKO ONPCACIICHBI



IIOJITHOMOYHA, OTBCTCTBCHHOCTH u B3aHMOHeﬁCTBHC BCCIo nepcoHaia YUYpCIKACHUA,
OCYIIECTBISIONIETO PYKOBOJICTBO PaOOTOM, MPEJOCTaBICHUE YCIYT M KOHTPOJb JIEATEIbHOCTH,
BJIMSIFOLLEH HA KAYECTBO YCIIYT.

3910, B IEPBYIO 0YEPElb, JOKHO OTHOCUTHCS K 00CITYKMBAIOLIEMY IIEPCOHAILY, AESITEIbHOCTD
KOTOPOTO CBSI3aHa C BHIIOJIHEHHEM TaKHX MPOLEYp, KaK BBISBICHUE MMPETEH3UN U KaJl00 KIIMEHTOB,
IIPOBEJICHUE MEPOIPHUATHM IO YCTPAHEHUIO WM HPEIyNpEeKIECHUI0 HEIOCTATKOB, KOHTPOJIb
BBIIIOJIHEHUS 3TUX MEPOTIPUSATUH.

7.1.2 B yupexaeHUM JOJDKHO OBITh HAa3HAYE€HO OTBETCTBEHHOE JHILO (IpPEICTaBUTEINb
PYKOBOJCTBA) M3 4YHCIA PYKOBOAUTENIEH YUYPEKAEHUS, KOTOPOE€ HE3aBHUCUMO OT JpPYyrux
BO3JI0KEHHBIX Ha HETr0 00sA3aHHOCTEN JOJDKHO OTBEYATh 3a HA/JIEKAIllee BBIIIOJIHEHUE TPeOOBAHUIA,
YCTaHOBJIEHHBIX HACTOSIIIIMM CTaHIAPTOM, U UMETH ITOJTHOMOYUSI:

- g obecrieyeHUs: pa3pabOTKHM CUCTEMBbI OOeCNedyeHHs KadyecTBa, €€ BHEAPEHUs U
MOJIEpKaHUs B paboueM COCTOSIHUH;

- TpPeNOCTaBJICHUS OTYETOB PYKOBOJUTENIO YUPEKICHHUS O (PYHKIMOHHUPOBAHUH CHUCTEMBI
o0ecreueHHs KauecTBa C LEJIBbI0O €€ aHajlu3a U MCIOJIb30BaHMs IOJIyYEHHBIX PE3YJIbTaTOB Kak
OCHOBBI JUISl JAJIBHEUIIIEr0 COBEPIIEHCTBOBAHUS.

7.1.3 YupexaeHue NODKHO YCTaHOBHUTHh MOPSAOK pa3pabOTKU (MM KOPPEKTUPOBKH, MpU
HE00XO/MMOCTH), PAaCCMOTPEHMsI, YTBEP)KICHUS U BEJEHUS BCEX JOKYMEHTOB, OTHOCAIIMXCS K
cucreMe 00ecreueHus KauecTBa, a TAKKE MOPAJOK UX MTPEJOCTaBICHUS.

7.2 BHyTpeHHUE NMPOBEPKHU CUCTEMbI Ka4yecTBa

7.2.1 B cucreme o0OecnedyeHHs KadecTBa YUPEXKICHHUS JIOJDKEH OBITh pa3paboTaH U
MOJJICP)KUBATBCS B PabO4YeM COCTOSHMM TOPSZOK MPOBEACHUS BHYTPEHHUX MPOBEPOK
(GYHKIIMOHHPOBAHUSI CHCTEMbl OOECIeYeHHsT KadecTBa. BHYTpEHHHE TPOBEPKH CHCTEMBI
o0ecrieyeHNsT Ka4eCTBa YUPEKACHUS TIPOBOJAT C LENBIO PETYISIPHON OIIEHKU €€ dPPEKTUBHOCTH U
COOTBETCTBUS YCTAHOBJICHHBIM TPEOOBaHUSM, a TAKXKE IS TIOJIYyYCHUSI HHPOPMAIIUU, HEOOX0IMMO
1St 3P PeKTHBHOTO QYHKIIMOHUPOBAHUS STON CHCTEMBI.

7.2.2 OTBETCTBEHHBIM JMOOM 3a OpraHu3alvro MW IIPOBCACHHUC IIPOBCPKHU CHUCTEMBbI
o0OecleyeHns KayecTBa YUpCKACHUA NOJIKCH OBITH IpeACTaBUTECIIb PYKOBOACTBA, OTBETCTBECHHBIN 3a
CUCTEMY obOecreyeHns KayecTBa.

7.2.3 OTBETCTBEHHBIMH HCHOJHHUTEIIMH 110 MIpOBCACHUIO TIPOBCPOK PCKOMCHAYCTCA
Ha3Ha4dYaTb py’KOBOI[HTCJ'IGﬁ nonpamenem&ﬁ, 3(1)(1)6KTI/IBHOCTB U Ka4CCTBO JACATCIBHOCTU KOTOPBIX
3aBUCAT OT KaueCTBA ACATCIIbHOCTU IMTPOBEPACMBIX HOHpaSﬂCHCHHﬁ.

7.2.4 DbdeKTUBHOCTh CUCTEMbI OOeCIeYeHHMs KadecTBa YUPEKICHHUS ONPEeNsoT I0
pe3yspTaTaM €€ OLEHOK, IT0JIy4aeMbIX IIPH IPOBEPKAX.

7.2.5 B mporiecce MpoBepKH CUCTEMBI 00ecTieueHHsI KadecTBa YUpexkIeHUH (M €€ COCTaBHBIX
qJacTeil) OCYIIEeCTBISIOT:

- KOHTPOJIb COOTBETCTBUA CUCTCMBI oOecrieueHHsl KadecTBa Tpe6OBaHI/I$IM HaCTOAIICTO
CTaHJapTa U JOKYMCHTAllUU Ha HEC;



- aHaJIu3 U OLUCHKY COCTOSITHUA q)YHKI_II/IOHI/IpOBaHI/DI CHCTEMBI 00ECIICUCHHS KaueCcTBa B OcJIoOM
1 OTACIBHBIX €€ COCTaBHBIX qaCTeﬁ;

- aHAJIU3 COOTBETCTBUS MPEAOCTABISAEMBIX YCIYT TPEOOBAaHUSAM HOPMATUBHBIX JOKYMEHTOB;
- QHAJIU3 U OLIEHKY pEe3yJIbTaTOB pabOThl YUpEKICHHS B 00JIaCTU KayecTBa yCIyr;

- BBIPA0OTKY KOPPEKTHPYIOUIUX JACHCTBHH, HANpaBICHHBIX Ha YCTpAaHEHHE HEIOCTaTKOB,
BBISIBJIEHHBIX B IIPOIIECCE MPEAOCTABICHUS YCIYT, U COBEPUICHCTBOBAHUE CUCTEMBI 00ECIIEUEHUS
Ka4yecTBa.

7.2.6 IIpoBepku cUCTEMBI KauecTBa YUpEKICHUI MOTYT ObITh IUIAHOBBIMU U ONIEPATUBHBIMMU.

[lepnoan4HOCTh TUIAHOBBIX TMPOBEPOK YCTAHABIMBAIOT B 3aBUCUMOCTH OT PE3yJbTAaTOB
aHaJIM3a KauecTBa yCIyr.

OnepaTuBHYI0 NPOBEPKY CHUCTEMbI OOecreueHUs KauecTBa WJIM OTIENIbHBIX €€ COCTaBHBIX
yacTeld MPOBOJAT B CIy4ae pe3KOro YXYJAIIEHUs TIOKas3aTesed, XapaKTepU3YIOIIUX KOHEYHbIe
pe3ynbTaThl  paboThl 1O OOECHeYeHHI0 KadecTBa YCIYr, HPEJOCTaBIsSEMbIX KaKUM-THOO
MOAPA3/ICIEHUEM UJIM YUPEXKJICHUEM B II€JIOM, B CIIyyae OLIEHKH 3PPEKTUBHOCTH KOPPEKTUPYIOMINX
NeUCTBUM, a TakXke MpU 3HAYUTEIBHBIX HW3MEHEHHUSAX OpraHuzaluu padoT UM TEXHOJOTUi
MIPEIOCTABJICHUS YCIYT, KOTOPbIE MOTYT OTPUIIATEIBHO MOBIHITH Ha UX KaYECTBO.

7.2.7 Tlocne okoHYaHUSI BHYTPEHHEH MPOBEPKH €€ Pe3ysbTaThl 0(POPMIISIOT B BHAE OTYETA O
COCTOSTHUM CHUCTEMbI KauecTBa 0OECIEUeHHUs YUPEKJIEHHUS, B KOTOPOM OTPaKalOT JaHHbIE aHATU3a
COOTBETCTBUS TOKa3aTelell U pe3ylbTaTOB ACATEIbHOCTH YUPEXJIEHHUS B 00iacTu obecreueHus
KayecTBa MPEJOCTaBISEMBIX YCIYT YCTAaHOBJIEHHBIM TPEOOBaHUSM.

7.2.8 Pesynbrarhl TNPOBEPOK CHUCTEMBI OOECIEYCHHS KauyecTBa YUYPEIKICHUN SBISIFOTCS
OCHOBaHMEM JJIsl pa3pabOTKU U peanu3aliid MEpOINpHATUH 10 €€ COBEPUICHCTBOBAHUIO, IO
pa3paboTKke HOBBIX METOJOB U CPEICTB YIPaBICHHUS KAaueCTBOM IMPEJOCTaBISEMBIX YCIYT,
VIYYIIEHUIO COCTaBa M COJIEp)KaHUS HOPMATHUBHOM JIOKyMEHTAllMd Ha CHUCTeMY oOecredeHUs
KayecTBa.

7.3 IloaroroBKa KaJapoB

7.3.1 B yupexaeHuu AOHKEH ObITh pa3padoTaH, JOKYMEHTAIbHO O(OpPMIIEH U YTBEPXKACH
IUIaH MEPOMPHUATHI MO MOArOTOBKE (0OYyUeHHUIO, TMOBBIIICHUIO KBaTU(UKALUK, AaTTECTAllHH,
CTOXKUPOBKE U T.J.) MEPCOHANa, BBIMOJHSIOMIETO pPabOThl, HEMOCPEICTBEHHO BIUAIOIINE Ha
KaueCTBO YCIIYT.

7.3.2 TloaroToBKoi mepcoHana JODKHBI OBITh OXBAYeHbI BCE COTPYIAHHUKH YUPEXKIEHUS,
HENOCPEICTBEHHO BIMSAIOIINE HAa KAYECTBO YCIIYT, BKIKOYas pyKOBOIALINM COCTaB BCEX YPOBHEM.

7.3.3 Ilpu pa3paboTke W peanu3alyy IUIAHOB MEPONPHUATUH IO MOJrOTOBKE KaJpOB
HEOOXO/MMO YUUTHIBaTh TPeOOBaHUs, M3JIOKEHHBbIE B 5.2.3, Kacarouiuecs mnopsaka paboThl co
CHELMAINCTAMH YUPEXKICHUS.

7.4 AHanu3 QYHKIIMOHMPOBAHMSA CHCTEMBbI Ka4eCTBA PYKOBOACTBOM y4pPeKICHHUS
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7.4.1 Cuctemy oOecrieyeHHs KadyecTBa MEPUOIUYECKU TOJDKHO aHATU3UPOBATH PYKOBOICTBO
YUpEXKIEHUS IS TOT0, 4YTOOBI MOXXHO OBUIO yOEIuThCS B TOM, YTO OHA YIOBIETBOPSET
MPeIbABIIIEMBIM K Hell TpeOOBaHUAM U 3 PPeKTHBHA.

7.4.2 AHanu3 J0JKEH BKJIIOYATh OLIEHKY PE3yJbTaTOB BHYTPEHHUX MPOBEPOK, MPOBOJUMBIX
HEIMOCPEACTBEHHO PYKOBOJCTBOM WJIM IPEICTAaBUTEIEM PYKOBOJICTBA, OTBETCTBEHHBIM 34
(yHKIMOHUPOBAHUE CUCTEMBI 00ECIICUECHHS KaueCTBa YUpEeKICHUSI.

Pe3ynbrarhl moAg0OHBIX aHATW30B CIIEAYET MCMIOJIB30BaTh U MOJITBEPKACHHUS JOCTHKEHUS
Tpedyemoro kadecTBa U 3PPEKTUBHOCTH (DYHKITHOHHUPOBAHUS CHCTEMBI.

7.5 KoHTpOJIb M OLIeHKAa Ka4YecTBa yCJayr

7.5.1 Ilpn KOHTpOJIE U OLICHKE KA4eCTBA MPEAOCTABIIIEMBIX YUPEKACHUEM YCIIYT YUPEXKIECHHUE
JOJKHO:

- TPOBEPATh U UACHTU(PUIHUPOBATH YCIYTd HA COOTBETCTBHE HOPMATHUBHBIM JIOKYMEHTaM,
pPErIaMEHTUPYIOLIUM HX NPEIOCTABICHUE;

- o0ecrneYnBaTh CAMOKOHTPOJIb TIEPCOHANA, MPEIOCTABIISIONIETO YCIYTH, KaK COCTAaBHYIO 4acTh
nporiecca KOHTPOJIS;

- obecrieuynBaTh MPUOPUTET KIMEHTOB B OLICHKE KauecTBa yCIIYT;

- TIPAaKTUKOBATh B YUPEKICHUH PETYISIPHYIO OLIEHKY CTEIEHH YIOBJIETBOPEHHOCTH KIMEHTOB
yCIIyraMH IyTeM MPOBEIEHUS COLIMOJIOTHUECKUX OMPOCOB.

7.5.2 CpaBHEHHE OLIEHOK KJIMEHTOB U WCIOJHUTENEH YCIYT CIEAYeT MPOBOJUTH MOCTOSHHO
JUIS TOTO, YTOOBI OLIEHUTh COBMECTUMOCTH JABYX MEp MX KauecTBa, MPOBECTU (IIPU HEOOXOAUMOCTH)
KOPPEKTUPYIOIIUE JIEHCTBUS M OINpPEAETUTb, HACKOJBKO JIEATENBHOCTh HCIOJHUTENEH YCIyr
OTBEYaeT MOTPEOHOCTAM U 3aMpocaM KIUEHTOB.
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