Hammonansnsnii cranmapt PO 'OCT P 52497-2020 "CommansHoe o06cmykuBaHHe HaceneHns1. CucreMa odecredeHns

Hauuonaasusiii cranaapt P® I'OCT P 52497-2020 " CounajbHoe 00c1y:KMBAHUE HACEICHHS.
Cucrema o0ecriedyeHHUsI Ka4eCcTBA YUYpesKIeHU COUAIBbHOT0 00caykuBanus' (yTB. U BBeJeH B
AericTBre npukasom PegepajabHOro areHTCTBA M0 TEXHHYECKOMY PeryJIMpOBAHHIO H METPOJIOTHH OT
11 aBrycra 2020 r. N 495-cr1)

Social services for the population. Quality assurance system of social service institutions

OKC 03.080.30
OKIIJ 2 87, 88

Jara BBegenus - 1 mas 2021 r.
Bzameu I'OCT P 52497-2005

Ipenuciosue

1 Paspaboran @enepanbHbBIM TOCYAapCTBEHHBIM YHHTapHBIM mpeanpustueM "Poccuiickuii
HAYYHO-TEXHUYECKUN LEHTp MHQPOpMAIMK MO CTaHAApTU3allMU, METPOJIOTUH M OLIEHKE COOTBETCTBUS"
(OI'VII "CTAHIAPTUH®OPM")

2 Buecen Texnmueckum komuteroMm mo ctanmaptuszanuu TK 406 "CormmanpHoe oOCTyKUBaHUE
HacesneHus"

3 VYr1BepxneH u BBeneH B jaelictBue Ilpukasom @enepanbHOro areHTCTBA MO TEXHUUYECKOMY
peryiupoBanuto 1 metposioruu ot 11 aBrycra 2020 r. N 495-ct

4 Bzamen 'OCT P 52497-2005

5 B HacToOs1IEM CTaHIapPTE peaan30BaAHbI HOPMBI:

a) ¢enepanbHbIX 3ak0HOB Poccutickoii denepanmu:

- ot 28 mexabps 2013 1. N 442-®3 "OO6 ocHOBax COIMAJIBHOIO OOCITYXXHBaHHUA TpaXIaH B
Poccutickoii ®enepamnun";

- oT 29 utons 2015 r. N 162-®3 "O cranpaptuzauuu B Poccuiickoit ®enepanun';

0) 3akona Poccuiickoit @enmepammu ot 7 deBpans 1992 r. N 2300-1 "O 3ammre mnpas
noTpeduTeneit";

B) mocraHoBieHus [IpaBurensbctBa Poccuiickoit @enepamun ot 2 ¢epans 1998r. N 113 "O
HEKOTOPBIX MEpax, HAIPaBJICHHBIX HA COBEPIICHCTBOBAHMWE CHCTEM OOECTICUCHHS KauecTBa MPOIYKIHH U

yeyr"
1 ObaacTh NpUMeHeHus!

Hacrosmuit ctannapt yctanaBiuBaeT TpeOOBaHUS K cUCTEME 0OeCTIeueHHs KauecTBa YUPEKIACHUI,
NPEJOCTABIISIONNX COIUANBHBIE YCIYyrH (Jajnee - YCIYrH) pa3imdHbIM —KaTerOpHsIM  TpaKIaH,
HYXKJIAIOIIUXCS B COLIMATLHOM MTOMOIIY, B IMOBBIIICHUN COCTOSHUS 3alUIICHHOCTH OT yIPO3 HApyIICHUs UX
JKU3HEHHO BAKHBIX HMHTEPECOB, MpaB U CBOOOJ, B YIYUYIICHUH YCIOBHHA WX >KH3HEACATECIHLHOCTH U
pacCIIMPEHUH WX BO3MOXKHOCTEH CaMOCTOSITEIBHO OOCCIICUNBAaTh CBOM OCHOBHBIC JKU3HCHHBIC
MOTPEOHOCTH U MOBBIIIATH 0JArocOCTOsIHUE (Aaee - KIUEHTHI).

Hacrosmuit cranmapt pa3paboTaH ¢ IeNbI0 €ro HCIIOJIb30BaHUS B KadecTBE 0a30BOM HOPMATUBHOM
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OCHOBBI IIpHU pa3pabOTKEe CUCTEM OOECIEUEHHs] KauecTBa KOHKPETHBIX YUPEKICHHH MPUMEHHUTEIBHO K
crienr(uKe UX AEATEIbHOCTH.

PazpaboTka yupexaeHHeM CHCTeMBl OOeCHeueHHs KauecTBa IPEAOCTABISEMBIX MM  YCIYT,
OoTBeyarolield TpeOOBaHUSAM HACTOALIETO CTaHAapTa, OyAeT JIEeMOHCTPUPOBATh OCBEJAOMIIEHHOCTh
YUpEXJEHHs O €ro 00s3aTeNbCTBaX W MPUBEP)KEHHOCTH YJIOBJIECTBOPEHUIO MOTPEOHOCTENH M OKUAAHUI
KJIMEHTOB U 3aMHTEPECOBAHHBIX CTOPOH, a TAKXKe CIIOCOOCTBOBATh JOCTH)KEHUIO YJIOBICTBOPEHHOCTU €T0
yCIlIyramMu.

2 HopMaTHBHBIE CCHLIIKH

B HacTosieM cTanmapTe UCMOIb30BaHbl HOPMATHUBHBIE CCHUIKH Ha CIEIYIOIINE CTAaHAAPTHI:

I'OCT P 50646 Ycnyru Hacenenuto. TepMUHBI U ONIpeICTICHUS

I'OCT P 50691 Ycnyru Hacenenuto. Mozenb cUCTeMbl 00€CTIEUeHUs KaueCTBa YCIyT

['OCT P 52142 CoumnanbHoe oOciyxuBaHue Hacenenus. KadectBo cormuanbHbix ycmyr. OOmue
TTOJIOKEHHUS

I'OCT P 52143 CoumanbHoe obcimyxuBanue HaceneHus1. OCHOBHBIE BHIBI COITMATBHBIX YCITYT

I'OCT P CO 9000 Cuctemsl MeHeI)KMEHTa KauecTBa. OCHOBHBIE MOJIOXKEHUS U CI0BAph

I'OCT P UCO 9001 Cuctembl MeHeKMEHTa KadecTBa. TpeboBanus

I'OCT P HCO 9004 MenemxmeHnT KauyecTBa. KauecTBo opraHuzauuu. PykoBOJICTBO 1O
JIOCTH>KEHHUIO YCTOMYUBOTO yCIieXa OpraHu3aluu

IIpumeuanue - [Ipy nosb30BaHUM HACTOSAIIMM CTAaHAAPTOM IiefIecO00pa3HO NMPOBEPUTH JeicTBUE
CCBUIOYHBIX CTAaHAApPTOB B MH()OPMAIIMOHHOW CHCTEME OOIIETO IMOJIb30BAaHUS - HAa O(PHUIHMAIBHOM CalTe
®denepanbHOr0 areHTCTBAa MO0 TEXHUYECKOMY PEryJIMpPOBAaHUIO M METPOJOruu B cetu MHTepHeT mnm 1o
eXerogqHoMy HH(popMarmoHHOMY ykaszatento "HammoHanpHBIE CTaHAAPTHI', KOTOPBIA OMyOIMKOBAH IO
COCTOSIHUIO Ha | siHBaps TEKyILEero roja, M MO BBIIYCKAM €XEMECSYHOTO MH(OPMALMOHHOIO yKa3aTelns
"HanuoHanpHble cTaHIapThl" 3a TeKylMid roa. Ecin 3aMeHeH CChUIOYHBIA CTaHIApT, Ha KOTOPBIA JaHa
HEIaTUPOBAHHAS CCBUIKA, TO PEKOMEHJYETCs MCIIOJIb30BaTh JCHCTBYIOIIYI0 BEPCHUIO 3TOrO CTAHAAPTA C
YUETOM BCEX BHECEHHBIX B JIaHHYIO BEpCHI0 U3MeHEeHHMH. Eciu 3aMeHeH CChbUIOYHBIA CTaHIapT, Ha
KOTOpBIM JlaHAa JaTUPOBAaHHAs CCbUIKA, TO PEKOMEHIYETCs MCIIONIb30BaThb BEPCUIO ATOrO CTaHJApTa ¢
yYKa3aHHBIM BBILIE TOJOM YTBepxkAeHUs (mpuHATHsA). Ecnu mocie yTBepKIeHUs HACTOSILEro CTaHaapTa B
CCBUIOYHBIM CTaHJApT, Ha KOTOPbII JaHa JaTHpPOBaHHAs CChUIKA, BHECEHO M3MEHEHHUE, 3aTparuBaroliee
MOJIOKEHHE, Ha KOTOPOE JIaHa CCBUIKA, TO ITO MOJIOKEHUE PEKOMEHIYeTCsl IPUMEHATh 0e3 y4yera JaHHOTO
u3MeHeHus. Eciu cChlIOuHBIN CTaHIapT OTMEHEH 0€3 3aMEHbI, TO MOJO0XKEHHE, B KOTOPOM JlaHa CChUIKA Ha
HEro, peKOMEHAYETCsl IPUMEHSATh B YaCTH, HE 3aTParkBaIOLIeH 3Ty CCBUIKY.

3 TepmuHBbI U OnpeaeIeHUs
B nacrosmem crannapre npumeHensl TepMuHsl 1o I'OCT P 50646 u 'OCT P M1CO 9000.
4 TpeGoBaHus K cucremMe odecrnevyeHns Ka4eCTBA y4pesKIeHUs

4.1 TpeboBaHusg Kk cucreMe oOOecreueHus: KadecTBa YUPEXKJIEHHUS YCTaHOBJIEHBbl HACTOSIIUM
CTaHIApTOM B COOTBETCTBUH C moyokeHuAMH DenepanbHblx 3akoHOB Poccuiickoi denepauuu u
nocranosienreMm IlpasurensctBa Poccuiickont denepanuu, yKa3aHHbBIMM B IIPEJUCIOBHM, a TaKKe
nonoxkenussiMu 'OCT P 50691, TOCT P 52142, TOCT P 52143, TOCT P MCO 9000, 'OCT P UCO 9001
u I'OCT P UCO 9004.

4.2 Tlom cucremMoii o0OecreyeHUs] KayecTBAa YUPEXKICHHS IMOHHUMAIOT COBOKYIHOCTH €ro
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OpPraHU3aIMOHHON CTPYKTYpHI (C pacIpenesieHHeM OTBETCTBEHHOCTH COTPYIHHKOB 33 Ka4eCTBO YCIYT),
MpaBWJ, METOAOB OOecleYeHHusl KayecTBa YCIYT, MPOIECCOB MPEAOCTaBICHUSI YCIYT, PECYpCcoB
yupexaeHus (JTIOJCKHX, MaTepUaTbHO-TEXHUYECKUX, WH(POPMALMOHHBIX M Jp.), TapaHTUPYIOIIEH
OCYIIECTBIICHUE aJJMHHUCTPATHBHOTO PYKOBOJICTBA KAYECTBOM YCIIYT.

4.3 Cucremy obOecrieueHUs] KaueCcTBa YUPEKICHHSI CO3MAIOT A AOCTHXKCHHUS U TOJICpKaHHS
YPOBHS KQ4eCTBa yCIyT, COOTBETCTBYIOIIETO MPEABABISIEMBIM K HEMY TPEOOBaHUSM.

4.4 Cuctema obecrieueHHs Ka4ecTBa YUPEKICHUS JODKHA SBIISTHCS HEOTHEMIIEMOM YacThIO OOIIIeH
CHCTEMBI yNIPaBIICHUS IEATEIbHOCTHIO YUPEXKICHHS MO MIPEJOCTABICHUIO YCIIYT.

4.5 Cucrema obecriedcHHsI Ka4eCcTBa YUPEKICHUS TpPETHA3HAYCHA JUIS CO3TMaHMs HEOOXOIMMBIX
YCIIOBUH TapaHTUPOBAHHOTO YJOBJETBOPEHMSI 3aKOHHBIX 3alpOCOB U MOTPEOHOCTEH KIMEHTOB,
NOBBIIIEHUS A(PPEKTUBHOCTH M KAuyecTBa YCIYyr Ha BCEX CTAAUAX HUX IMPEJOCTABJICHUS C LEINbIO
NPEIYIPEkKJACHUST BO3MOKHBIX OTKJIOHEHHH OT 3aJaHHBIX TPEOOBAHWH K ITHUM ycCiyram, oOecTedeHUs
pemyTaluu YUpexKACHHUS KaK HaJIeKHOTO U OTBETCTBEHHOTO MCTIOHUTENS YCIIYT.

4.6 OcCHOBHBIMHM 3a/ladyaMHd, Ha peIIeHHe KOTOPBHIX JOJDKHA OBITh HaIpaBlieHa CHCTEMa
o0ecrevyeHns KauecTBa YUPEKICHHUSI, SIBISIOTCS:

- OCyHIECTBJICHUE Y(PPEKTUBHOTO KOHTPOJS 32 TEXHUYECKMMH, OPTaHU3ALMOHHBIMU U JIPYTUMH
(baxTopamu, BIUSIOMMME Ha KAYECTBO MPEAOCTABISIEMBIX YCIIYT;

- MPeIOTBpAIlEHNE WIH yCTpaHEHHE JII0OBIX HECOOTBETCTBHI KadecTBa YCIyT MPEIbSIBISEMBIM K
HUM TpeOOBaHUIM;

- obecrieueHre cTabMIIbHOTO YPOBHSI KaueCTBa yCIyT;

- pelieHHWe APYTHX 3ajad, OTPAKAIOMIUX CHelU(UKY ASSITENbHOCTH YUPEXKICHUH W MOTYIIHX
MOBIUSATH HA KQYECTBO MPEAOCTABIISIEMBIX YCITYT.

4.7 Pa3paboTka M (QPYHKIMOHUPOBAHUE CHCTEMbI OOECIICUEHUS! KauecTBa YUPEKICHHS HOTKHBI
0a31poBaTHCS HA CIEAYIOLUIMX OCHOBHBIX MPUHIIUIIAX:

- Ha MIPUOPHUTETHOCTH TPeOOBAaHUH (3aIIPOCOB) KIIMEHTA 10 00OECIIEYEHUIO KayecTBa yCIyT, TO €CTh
o0ecrieyeHns yBEpEHHOCTH B TOM, YTO 3TU TpeOOBaHHUA (3ampochl) OyAyT MOJHOCTHIO pealn30BaHbl MPU
NPEJOCTaBICHUH YCIYT;

- TIPEIYNPESKACHUAX MTPOOIEM KadecTBa YCIyT, TO €CTh 00ecrieueHHsI YBEPEHHOCTH B TOM, UYTO 3TH
npo0sieMbl Oy IyT MPEAYIPEKIATHCS, a HE BBIABISATHCS U pa3periaThbes Mociie UX BOSHUKHOBEHUS;

- COOJIOIEHUN TIOJOKEHUH HOPMATHBHBIX JOKYMEHTOB, PETJIIAMEHTHPYIOUMIMX TpPeOOBaHUS K
yclyram, IOpSAKY U MpaBUJIaM UX MPEI0CTaBICHNUS;

- 00ECIEYEHHOCTH YUYPEXKJICHHUS COOTBETCTBYIOIIMMU JIOJCKUMHU, MaTepPUAIbHO-TEXHUYECKUMU U
IpyruMu  pecypcamu  (0a30Bol M omepaTUBHOM uH(poOpManued, TEXHUYECKOH TOKyMEHTalueH,
TEXHUYECKUMHU CPEACTBAMHM, JAHHBIMU O pe3yJibTaTax MPEIOCTABJICHUS YCIyT U UX KOHTPOJS, HTOrax
OIICHKU KadecTBa H Jip.);

- YETKOM DAaCIpEeNICHNH MMOJIHOMOYMNH W OTBETCTBEHHOCTH II€PCOHAJNIA 33 €r0 JESITeTBHOCTh TI0
MPEIOCTABICHUIO YCIYT, BIUSIONIYIO HAa 00ECTIeUeHUE X KauecTBa,

- JIMYHOM OTBETCTBEHHOCTH PYKOBOJCTBA YUPEKICHHS 3a KAuyeCTBO NPEAOCTABISEMBIX YCIYT,
pa3paboTKy, BHEIpEHUE W KOHTPOJIb 3(PPEKTUBHOCTH CHCTEMBI OOSCIIEUCHUSI KAvyeCTBa, 3a OINpPEICIICHHE
HNOJUTUKM B O0O0JACTH KauecTBa, OpPraHU3alMI0 M o0liee PYKOBOJACTBO paboTaMH IO 00eCredeHUIo
Ka4ecTBa;

- obecreyeHNH JTUYHOM OTBETCTBEHHOCTH Ka)XIOTO MCIIOJHHUTENS 32 Ka4eCTBO YCIyr B COUETAHUU
C MaTepUaIbHBIM U MOPAJIbHBIM CTUMYJIUPOBAaHHEM KAaueCTBa;

- IOKYMEHTaJIBHOM O(GOPMIICHUH TTPABHI U METOAOB O0ECIICYCHHUST Ka4eCTBA YCIIYT;

- oOecriedeHMH TOHUMAaHHUS BCEMHU COTPYAHMKAMH YUpPEeXKICHHS TpPEOOBAaHUN CHUCTEMBI
o0ecrieyeHns Ka4ecTBa, MPEIbIBIIEMBIX K TIOJIUTHKE B 00JIACTH Ka4eCTBa.

5 OcHoBHBIE (GAKTOPBI, BIAUSIONHE HA KAYeCTBO YCJIYT, M MOPSI0K UX UCIOJIb30BAHUSA MPU
(opMupoBaHUM CHCTeMBI o0ecTedeHNs] KauecTBa yUpeKIeHuil
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5.1 Ilpu ¢dopmupoBaHHHM CHUCTEMBl KauecTBa YUpPEXKACHWN (IIpU ONpeAeNeHUH TMOJUTHKU
yupexaeHus B O0JacTH KayecTBa, pa3pabOTKH JTOKYMEHTALMUM CHUCTEMbl OOECIeYeHHs KayecTBa,
opraHusaiuu padoT 1o KauecTBY) HEOOXOIUMO YUUTHIBATh P (aKTOPOB Pa3IUYHOIO XapakTepa, KOTOpble
B 3HAYUTENILHOM Mepe BIUAIOT Ha KAYECTBO MPEIOCTABIAEMBIX YCIYT.

[TpaBuibHBI y4eT 3THX (AKTOPOB, HMX HCIOIB30BaHUE TIPU pPa3pabOTKe COOTBETCTBYIOIIMX
JOKYMEHTOB CHCTEMBbl OO€CleYeHHs] KayecTBa M B IMPAKTUYECKOM ESATeNbHOCTH YUpexXIeHUs OyayT
CHOCOOCTBOBATH MOBBIICHUIO KAY€CTBA PEAOCTABISEMBIX YCIYT.

5.2 OcHOBHBIMH (haKTOPAMH SIBIISTFOTCSL:

- HaJIM4Me ¥ COCTOSIHUE JOKYMEHTAIH, B COOTBETCTBUU C KOTOPOH (DYHKIIMOHUPYET YUPEKICHHUE;

- YCIIOBUS pa3MeleHUs] YUPEKICHNUS;

- YKOMIUIEKTOBAaHHOCTH YUPEKIACHHUS CIICIUAIACTAMA U X KBATA(DUKAITHIS;

- creuuaibHOe M TabelbHOE TEeXHUYECKOE OCHAIICHHE YUpexaeHHs (00opyaoBaHHe, MPUOOPHI,
amnmaparypa u T.1.);

- coctosiHMEe HWHpopManuu 00 YUpeXJCHUHU, MOpSAKE U TpaBWIAX IPEAOCTABICHUS YCIyT
KJIMEHTaM;

- HAIMYHE TIOPS/IKA IPOBEICHUS BHYTPEHHHX MPOBEPOK (PYHKITMOHUPOBAHHS CUCTEMBI.

5.2.1 B cocTaB JOKyMEHTAIMU JOJI’KHBI BXOJIUTh:

- VYcraB (IONOXKEHHME) YUPEKAEHHs, BKIIOYAIOMIMKA B cedd CBEACHUS O NpeIHAa3HAYCHUU
YUPEKJCHHS, TOpsSAKE €ro (OpMUPOBAHUS, COACpPNKAHUM, PEOpPraHU3allid, CBEICHUS 00 OCHOBHBIX
3aJa4ax ero AesITeNbHOCTH, KAaTEropusix OOCTY>KMBAEMBIX IHUI], MOPSAKE U YCIOBUSX 3a4HMCICHUS Ha
o0cCITy>)KMBaHUE, O CTPYKTYPHBIX MOJIPA3/ICICHUAX U UX OCHOBHBIX 33Ja4ax, CBEACHUSI 00 00beMe U TOpsIKe
MPEIOCTABIICHUSI MU YCIYT U O IPYTUX OpPraHU3allMOHHBIX U TEXHUYECKUX 3aJlayax U TeMax;

- MOJIO’KEHHSI O CTPYKTYPHBIX MOAPA3JeNCHHUIX YUPEXKICHUS, COepPIKAIINE CBEACHUS O KaTeropusx
rpaxkaaH, 00CIy>)KMBAa€MbIX TEM WM HHBIM MOJpa3AeleHUEM, CTOAIIMX Mepe] HUM 3a/jadax, CpoKax u
YCIOBUSIX OOCTY>KMBaHUS Tpa)xJaH, CBEJICHUS O JOMOJHUTEIbHBIX JOKYMEHTaX, HEOOXOAMMBIX JUIs
3ayiClICHUsT Ha OOCITy>KMBaHME B JIaHHOE TMOJpa3eiieHUe, CBEICHHS O KOJUYECTBE COTPYAHUKOB
NoJipa3iesieHus, KX OCHOBHBIX O0S3aHHOCTSIX U T.[I.;

- PYKOBOJICTBA, CIIy>KeOHbIE MHCTPYKIUH, MIPaBUJIa, METOANKN TEXHOJIOTHI, MpeIHA3HAYCHHBIE IS
perJaMeHTHPOBAHMS TIpollecca NPEAOCTAaBICHHS YCIYT, OMNpEIeNieHHs METOA0B (CIOco0OB) HX
MIPEIOCTABIICHUS M KOHTPOJIS, a TAKXKE JJIsi COBEPIICHCTBOBAHUS PA0OTHI YUPEKIACHMUS,

- JOKyMEHTalsl Ha 00opy/Ji0BaHuE, PHOOPHI U ammaparypy, ClocoOCTBYIOIas 00ECIICUEHUIO HX
HOPMaJIbHOW ¥ 0€30MacHOM SKCIUTyaTalnd, OOCITY)KMBAaHHS W TOAJCpX)aHHUA B PabOTOCIOCOOHOM
COCTOSTHUM;

- HaIMOHAJIbHBIE CTAHAAPTHI, COCTABIAIOLIME HOPMATHBHYIO OCHOBY IPAaKTHUYECKOH pPabOTHI
yupeKIeHus B 001aCTH MPEIOCTABIIAEMbIX KIIMEHTaM COLMANIbHBIX YCIIYT;

- CIEIHUANBHBIN KOMIUIEKT TOKYMEHTOB, MPEACTABISIONINI cO00i MOKyMEeHTaIbHOE odopmieHue
CUCTEMBI 00ECTICUCHHUS Ka4eCTBa YUPEKACHUS (CM. pa3fen 6).

B 3aBHCHMOCTH OT TOTO, HACKOJIBKO Ka4ECTBEHHO COCTaBJICHBI BBILIETIEPEUHCIEHHBIE TOKYMEHTHI U
KBAJM(PHUIHUPOBAHHO M YETKO M3JIOKEHBI B HUX OOSI3aHHOCTH, IMPaBa, MOPSIOK BBIMOJHEHHS Pa3THYHBIX
NpoIeyp MPH TPEAOCTABICHUH YCIYT, Apyrue (YHKIUH NepcoHana, 3aBUCHT 3(P(eKTHBHOCTH pabOTHI
YUPEKICHHS U KaUeCTBO MPEIOCTABISEMBIX UM YCIYT.

VYka3zaHHbIE JOKYMEHTHI IOJDKHBI COCTaBJIATH OCHOBY JOKYMEHTAIlMM CHUCTEMBI OOecreueHHs
KadyecTBa yupexaeHus. [IpuueM B mpouecce GopMUpPOBaHUS CUCTEMBbI OOECIIEUEHUsI KaueCcTBAa OHU MOTYT
OBITH TIPH HEOOXOJIMMOCTH OTKOPPEKTUPOBAHBI C LENbI0 MPUBEACHUS HX COAEPKAHUS B COOTBETCTBHE C
TpeOOBaHUSMHU, IPEIBIABISIEMBIMU K HUM KaK K 4aCTH JJOKYMEHTALIMU CUCTEMBI 00ECIICUeHHUS KauecTBa.

5.2.2 VcnoBus pa3MenieHus yIpexaeHus, odecrneunBaromnue ero 3pdexTuBayo padboTy, AOTKHBI
OBITh CIIETYIOIINMHU:

- YUpEeXJEHHE U €ro CTPYKTYpHbIE MOAPA3JEICHUs JOKHBI ObITh pa3MEUIEHbl B CHEIHAIbHO
npenHa3HauYeHHOM(BIX) 3AaHUU(SIX) WK MOMEIICHUSIX, AOCTYIHBIX JJIS BCEX KaTeropuil 00CITy>KUBAEMBIX
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rpakJIaH, B TOM YHCJIE JUIsi MHBAJIUAOB M JAPYTHMX MaJOMOOWJIBHBIX Tpymm HaceneHus. [lomemenus
JOJKHBI OBITH OOEcTeueHbl BCEMU CPEACTBAMU KOMMYHAIbHO-OBITOBOTO OOCIYXHBaHHs, Tene()OHHOM
CBA3bI0 U IHTEpHETOM;

- 1O pa3MepaM M COCTOSHHIO  TIOMENIEHHWs]  JIOJDKHBI ~ OTBEeYaThb  TpeOOBaHUSAM
CaHUTAPHO-TUTUEHWYECKUX HOPM U TMpaBWi, OE30MACHOCTH TpyJda M JAOJDKHBI OBITh 3alllUIIEHBl OT
BO3JICHCTBUS (PAKTOPOB, OTPHUIIATEIHHO BIHSIOIINX HA KA4eCTBO MPEIOCTABISEMBIX YCIYT (TIOBBIIIICHHBIX
TEMIEpaTyphl BO3/AyXa, BIAKHOCTH BO3/1yXa, 3allbNIEHHOCTH, 3ara30BaHHOCTH, 1ITyMa, BUOpALlUU U T.11.);

- IUIOIafb, 3aHMMaeMas YyuYpeKIeHHEeM, JOJDKHAa o0ecleuynBaTh HOPMAIbHOE pa3MeElleHue
NepcoHaa, KJIMEHTOB U IPEJOCTaBICHUE UM YCIIYT.

B cBsi3u ¢ 3TUM mpu pa3paboTKe CHUCTEMBbI OOECIeueHHUs KayecTBa YUPEKIACHUS TOJIKHBI OBITh
MPEeAYyCMOTPEHBI MEphI, HAMpPABIECHHbIE HA CO3/aHME WA MOJJEP)KaHHUE YMOMSHYTHIX YCIOBUM, a MpU
HEOOXOJMMOCTH - U BO3MOXKHOCTH Ha UX YJIy4dIlIEHUE.

5.2.3 Bonpocsl yKOMIIEKTOBAHHOCTH YUPEXKJIEHUS CIEHUATUCTAMH M HUX KBaTHU(PHUKAIUU TaKKe
JOJKHBI HAWTH OTPaXEHUE B CHUCTEME OOCCIICUCHHUs KauecTBa - OJHOM W3 BAKHEHIINX (AaKTOpPOB,
BIMSIONINX Ha KAYE€CTBO YCIIYT.

B uucne dakropoB, moanexammx pelmieHUI0 B paMKaxX CHCTEMbI OOecTeueHHs] KadecTBa, MOTYT
OBITh:

- MOJIHAs YKOMIUIEKTOBAHHOCTD YUPEkKACHUS HEOOXOAUMBIMU CIIELUATNCTAMU B COOTBETCTBHH CO
HITaTHBIM PACIMCaHUEM;

- nmoadop  CHEUMAJTUCTOB €  COOTBETCTBYIOIIMM  oOpa3oBaHMeM,  KBajlu(UKalUeH,
npodhecCHOHANBFHOM MOATOTOBKOM, 001aJat0IuX 3HAHUSMHU U OIBITOM, HEOOXOANUMBIMU JJISi BHITIOTHEHUS
BO3JIOKEHHBIX Ha HUX OOS3aHHOCTEH; NMOCTOSHHOE TMOBHIIICHWE WX KBaTU(PUKAIMU IMyTeM OOY4YeHHs Ha
Kypcax MepenoAroTOBKY U MOBBIIICHUS KBAIU(DUKAIIMK UM UHBIMU CIoco0aMu;

- dYeTKoe pacrpeneicHne OOS3aHHOCTEH CHEIUAMCTOB, W3JIOKEHHBIX B JOHKHOCTHBIX
WHCTPYKIMSIX, METOIUKAX W JAPYTUX JOKYMEHTaX, PErJaMEHTUPYIOIUX HUX OOS3aHHOCTH, TMpaBa U
OTBETCTBEHHOCTB;

- 00s13aTeNbHAS ATTECTALMS CIICIIUAIMCTOB B YCTAHOBICHHOM TOPSIIKE;

- BOCIUTAaHUE Yy BCEX COTPYIHUKOB YUPEKIACHHUS BBICOKUX MOPAIBHBIX M MOPATHHO-3THUYECKHUX
Ka4ecTB, UYyBCTBA OTBETCTBEHHOCTH M HEOOXOIMMOCTH PYKOBOJICTBOBAThLCS B CBOEH paboTe ¢ KIMEHTaMU
MPUHIIMIIAMA TYMaHHOCTH, CIIPABEIJIUBOCTH, OOBCKTUBHOCTH M JOOPOKEIATEIBHOCTH, YYUTHIBAS HUX
buznyecKkoe U MCUXUYECKOE COCTOSHUE;

- MPUHATHE MEP K HEIOMYIIECHUIO Pa3ralleHUus COTPYIHUKAMHU YUPEXKACHHUSI CBEICHUN JUYHOTO
XapakTepa O KJIMEHTaX, TaK KaK ATH CBEJEHHUS COCTABIIAIOT CIIy)KEOHYI0 TallHy M 3a UX pasIjallieHue
BUHOBHBIE HECYT OTBETCTBEHHOCTh B TIOPSAKE, YCTAaHOBJIEHHOM 3aKOHOJATENbCTBOM Poccuiickoit
denepanuu.

5.2.4 ]Jlnsg Kad4eCTBEHHOTO TPEIOCTABICHUS YCIYT YUYPEKICHHE JOHKHO OBITh OCHAIIECHO
CHEIMAlbHBIM U TaOeabHBIM 000pYyIOBAaHUEM, ammapaTypor U MpuOoOpaMu, OTBEYAIOIIUMHU TPEOOBAHHIM
COOTBETCTBYIOIIMX CTAaHAApTOB, TEXHUYECKUX YCJIOBHUM, JAPYIrMX HOPMATHUBHBIX JOKYMEHTOB U
o0ecrieunBalOIIMMU HaAJIeKallee KayeCTBO MPEAOCTaBIIEMbIX YCIYT.

B cBsi3u ¢ 3TUM B CHUCTeME KadecTBa YUPEKICHUS JAOJKHBI OBITH MPEAYyCMOTPEHBI MEPOTIPUSTHS,
HaTpaBJICHHBIC HA TO, YTOOKI:

- o0opynoBanue, mpuOOpHl U ammaparypa HCHOJIb30BAINCH CTPOrO 10 HA3HAYCHHUIO B
COOTBETCTBUU C JOKyMEHTalMel Ha uX (QYHKIMOHUPOBAHUE U OKCIUTyaTallio, COJEPKaINCh B
TEXHUYECKU UCTIPABHOM COCTOSIHHH, KOTOPOE JOJKHO CHCTEMATHIECKH TIPOBEPATHCS;

- HEWcIpaBHOE O00OpyJOBaHME, MPUOOPHI U ammaparypa, Jaroliyue mpu padoTe COMHUTEIbHbBIE
pe3yJIbTaThl, CBOEBPEMEHHO CHMMAJIUCh C IKCIUTyaTallH, 3aMEHSUINCh UM PEMOHTHPOBAIINCH (€CIH OHU
MOJIJIEKAT PEMOHTY), a IPUTOAHOCTh OTPEMOHTUPOBAHHBIX MOATBEPKIAIACh UX TPOBEPKOM.

5.2.5 TlonHOE M MOCTOBEpHOE MpEAOCTaBICHUE WH(OPMAIINHU, MPEXKAE BCErO KIMEHTaM, TOJIKHO
ABJIISITBCSI COCTABHOM YAacCThIO CHUCTEMBbl OOECIEUEHHUs KauyecTBa YUPEKICHMs, TaK Kak 0e3 MpaBUIIbHO
OpPraHU30BAaHHOTO HMH(OPMAIIMOHHOTO TpOoIlecca HEBO3MOXKHO OOECHEeUnTh KadecTBO MPEAOCTaBISEMBIX
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YCIIYT, COOTBETCTBYIOIIEE 3aIIPOCaM M HYK/IaM KIIMEHTOB.

Cocrosinre wH(pOpManuu 00 YYPSKICHHM W TPaBHIAX IPEIOCTABICHUS WM YCIYT JTOJDKHO
COOTBETCTBOBATh TpeboBanusM [1].

B moxymeHTanmu cucTeMbl 00eCTIeYeHHsT Ka4eCTBa YUPESKICHUN H3II0KeHHEe HH(DOPMAITH TOTHKHO
OTBEYATh CJICIYIOUIMM TPEOOBAHUSM:

a) yupexaeHue 00s3aHO JTOBOIUTH 10 IPa)KIaH CBO€ HAMMEHOBAHUE M MECTOHAXOXKICHUE JTIOOBIM
croco0oM, TMPeayCMOTPEHHBIM 3aKOHOAATENbCTBOM Poccuiickoit dexepanuu, MPEAOCTaBIATH IO
TpeOOBaHUIO KIUEHTOB HEOOXOAMMYI0 U JIOCTOBEPHYIO HMH(OpPMAIMIO O BBINOJHIEMBIX YCIyTax,
TIO3BOJISIFOIYIO MM CJ/IeIaTh KOMIIETEHTHBINH BBIOOD;

0) coctaB nH(popmaiuu 06 yciayrax (B COOTBETCTBHH ¢ [1]) JOMKEH BKIIOYATH B CeOs:

- IepeYeHb OCHOBHBIX YCIYT, MPEAOCTABIISIEMBIX YUPEKICHUEM,

- XapaKTePHUCTHKY KaXIOW YCIyrd, oONacTh €€ MpPEJOCTABICHUS W 3aTpaThl BPEMEHH Ha ee
npeI0CTaBIICHHUE,

- B3aUMOCBSI3b MEXIy Ka4eCTBOM YCIYT'H, YCIOBHSIMH €€ IMPEJOCTaBICHUS M CTOMMOCTBIO (IpU
HEOOXOAMMOCTH),

- BO3MOHOCTh TIOJTyY€HUS OLIEHKH KaueCTBa YCIYTH CO CTOPOHBI KIIMEHTA,

- YCTaHOBJICHHE B3aUMOCBSI3M MEXKIY MPEUIOKEHHOH YCIyrod W peallbHbIMH IOTPEOHOCTIMHU
KJIMCHTA,

- IpaBuJIa U yciaoBus 3pPeKTUBHOTO U 6€30MaCHOTO UCIIOIB30BaHUS YCIIYT,

- TApaHTHUHHBIE 005A3aTEIBCTBA YUPEIKACHUS - UCTIOTHUTEIS YCIIYT;

B) uH(pOpMaIus M0DKHA OBITh JOCTOBEPHON W MOJIHOW. Eciu mpemocraBieHHE HEJOCTOBEPHOMH
WIA HEJOCTaTOYHO MOJHOW uH(popMamuu 00 yciyre MOBJIEKIO 3a co00i NMpUYMHEHHE Bpena >KU3HH,
3JIOPOBBIO WJIM UMYIIECTBY KIIMEHTA (BCICICTBHE MPOU3BOACTBEHHBIX, PEIENITYPHBIX U MHBIX HEIOCTATKOB
YCIIyTH), OH BIIpaBe MPEAbIBUTH YUPEKICHUIO TPEOOBAHUS O BO3MEIICHUH TPHUYNHEHHOTO Bpea.

6 loxymeHTaibHOE 0(pOpMIIeHHE CHCTEeMbI o0ecleYeHnsl KauecTBa

6.1 Cuctemy obecrieueHusi kauecTBa OQOPMIISIOT B BUIC KOMIUICKTa JOKYMEHTOB (PYKOBOJICTB,
MOJIOXKCHUH, WHCTPYKIMWA, METOAWK M T.JA.), B KOTOPBIX YCTaHABIMBAIOT TpPEOOBaHUS K CHCTEME
obecrevyeHns KauecTBa YUPEKICHHS B 1IEJIOM U K €€ COCTaBHBIM YacTsIM, YKa3aHHBIM B 4.2.

CrerneHb TOKyMEHTUPOBAHHOCTH CHCTEMBI OOSCIICUCHHUST KaueCTBA Pa3IMYHbIX YUPEIKICHHH MOKET
OTJIMYATHCS B 3aBUCUMOCTH:

- OT pa3Mepa W TpeAHA3HAYCHHUS YUPEKICHUS, XapakTepa M o0beMa MPEAOCTaBISIEMBIX YCIYT,
KaTeropuil 00CITyKHBAEMOTO HACEIICHHS,

- CJIOKHOCTH TIpOIIecca I0 MPEIOCTABICHHUIO YCIIYT;

- KOMITETEHITUH TTIePCOHANA YIPEKICHUS.

JloxymeHTaIus MOXeT ObITh JTIF000i (POpMBI K Ha TFOOOM HOCHTEIIE.

6.2 JIoKyMeHTalMI0 CUCTeMbl 00eCleYeHHs KadecTBa clieAyeT o(popMIIsiTh Kak COCTaBHYIO 4acTh
BCEH JIOKYMEHTAIIMH YIPESKICHUS U YTBEPIKIATh B YCTAHOBIICHHOM ITOPSIJIKE.

6.3 OCHOBHBIM JIOKYMEHTOM CHCTEMBI 00ECIICUEHHs KauyecTBa YUPEHKACHHS SIBISICTCS PYKOBOJCTBO
0 Ka4ecTBY.

B HeM wm3narator oOmiee oOmMcaHWE CHUCTEMBI OOCCIICYCHHS KadecTBa MPHUMECHHTEIBHO K
KOHKPETHOMY YYPEKICHHIO, PA3bACHSIOT TMOJUTHKY YUYPEKICHHS B 00JacTH KayecTBa, OTPAXKAIOT
OpPTaHHU3AIMOHHYIO CTPYKTYPy CHUCTEMBI OOECICUCHHS KauecTBa, 3aJavyd W (YHKIMU TOApA3ACTICHUN U
CITy’K0 yupekIeHHs B OOJIACTH KadecTBa, MPHUBOAAT CBEACHUS O KOMIUIEKTE JOKYMEHTOB BCEX YPOBHEH,
COCTABJIAIONINX HOPMATHBHO-METOJUYECKYI0 0a3y CHCTEMbl OOECIeueHHUs KadyecTBa, YCTaHABIMBAIOT
MOPSIOK BHEAPEHUS, PYHKIIMOHUPOBAHUS M KOHTPOJISI CUCTEMBI O0SCIICUCHHS KauyeCcTBa.

6.3.1 IlomuTuka B 00JAcCTH KadecTBa JOJDKHA YCTaHABIMBATh OCHOBHBIC IICTH, 3aJa4d U
MPUHIIUATIBL ESTEIIbHOCTH YUPEXKACHUS B 00JIACTH Ka4eCTBa, JOKYMEHTAIbHO O(hOpMIICHHBIC U TIPUHSTHIC
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K 00513aT€JIbHOMY BBINIOJHEHHIO B YUPEKACHUU.

6.3.1.1 Lenu monutuku B 006JaCTH KauecTBa JOKHBI OTPaXKaTh CIEAYIONINE BOIPOCHI:

- obecrieyeHre MOCTOSIHHOTO YJIOBIIETBOPEHUS KITUEHTOB MIPEIOCTABISIEMBIMH YCITyTaMH,

- MIOBBILLIEHUE KA4eCTBA yCIYT U 3PPEKTUBHOCTH (PE3yIbTATUBHOCTH) X MPEIOCTABICHUS;

- TPUHATHE TPOPHUIAKTUYECKUX MEp MO MPEIyNpexJACHUI0O WU YPETyJIUpPOBAHUIO MPETCH3UH U
’Kasi00 KJIMEHTOB;

- IPOYHUE BOIPOCHI, OTpaXKarolye crenupuKy AeITeIbHOCTH YUPEKICHHUS.

CogepxaHre OCHOBHBIX 33/lad W MPHUHIIUIIOB JAEATEIHLHOCTH YUPEXKICHHs B OOJIACTH KauecTBa
NpUBEAEHO B 4.6 U 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsny ¢ moapoOHBIM H3JIOXKEHHEM IIeJeH, 3adady W TPHHIMIOB B PYKOBOJCTBE IIO
Ka4eCTBY JIOJDKHBI OBITh YETKO OMpeeNieHbl U CHOPMYIHUPOBAHBI MOPSIOK U CIOCOOBI (METOIBI) HX
peanu3anuu.

6.3.1.3 OTBETCTBEHHOCTH 32 MOJUTUKY B 00JIACTH Ka4yeCcTBA HECET PYKOBOAUTENb YUPEKIACHUS.

PykoBoauTens ydpexaeHus TOJDKEH 00eCHeunTh pa3bsCHEHUE M JIOBEACHUE ATOH MOJUTHKH 10
CBEJICHHSI BCETO MEpPCOHaja YUPEKICHHS, YETKO OMPENEIUTh MOJIHOMOYHS, OTBETCTBEHHOCTh M MOPSI0K
B3aMMOJEHCTBHS BCETO MEPCOHANA YUPEXKIEHHS, OCYIIECTBISAIOIIEr0 PyKOBOACTBO, MCIIOJIHEHNUE YCIyT U
KOHTPOJIb I€ATENIbHOCTH, BIMSIONIEH Ha KAYECTBO YCIYT.

6.3.1.4 B dopmupoBaHMM TIOMUTHKKA B OO0JIACTM KadecTBa JOJDKHBI MPUHUMATh Y4acTHE BCE
PYKOBOJMTEIH, OCYLIECTBISIOIINE YIIPABICHUE YUPEKICHUEM.

6.3.1.5 Tlonmutuka y4dpexacHus B 00JIACTH KavyecTBa JIOJDKHA OXBAThIBATh BCE HAMPABJICHHS €TO
JEeSTENIbHOCTH, OTBEUaTh MOTPEOHOCTSIM U 3alpocaM KIMEHTOB, CIIOCOOCTBOBATH YIYYIICHUIO COITMATBHBIX
U SKOHOMHYECKHUX TMOKa3aTenel yupexxaenus. [lomutuka B 006gacTu KadecTBa JIOJKHA CONEPKATh TaKKe
0053aTeNECTBO PYKOBOJCTBA YUPEKICHHS OCYILECTBISATh MOCTOSHHOE YJIy4lIeHHe KauecTBa 00CTy>KUBAaHUS
KJINEHTOB.

6.3.1.6 TlonmuTuka ydpexaeHuss B 0OJaCTH KadecTBa JTOJDKHA BHEAPSATHCS BO BCEX CTPYKTYPHBIX
MOJpa3feNieHUusIX YUPSKICHUSI U PErylspHO TOJBEpraTbcs aHaliu3y Ha NpPeaIMeT €€ MOCTOSHHOU
AKTYaJbHOCTH U MPUTOTHOCTH.

6.3.1.7 Peanuzanus MONUTHKYA YYPEXKIECHUS B 00JIaCTH KadecTBa JOJDKHA OBITH oOecredeHa
HEOOXOUMBIMU pecypcaMi (KaJpOBbIMH, MAaTEPUATLHO-TEXHUYECKUMU, HHPOPMAIIMOHHBIMU U AP.).

Jiss  BBIMONTHEHHUS  TPUHATOW  YUPEXKICHUEM TIIOJIMTUKH B OOJIAaCTH  KadecTBa  Mepen
MOJpa3feNieHusIMU M CIIy)kK0aMH YUpeXJEeHUS CTaBATCA 3a/ladll Ha KOHKPETHBbIE IUIAHOBBIE MEPUOJIbI,
KOTOpble TPU HEOOXOJUMOCTH CBOEBPEMEHHO YTOYHSIOTCSI U  KOPPEKTHUPYIOTCS  PYKOBOJCTBOM
YUPEKIACHHUS.

6.3.1.8 B yupexnmeHun creayeT MPOBOAUTH MEPONPHIATHSA, OOECIEeYMBAIOIMINE TTOHUMAHHE,
MOJIICPIKKY M PEATH3AIHIO MOJTUTHKH B 00JIACTH KAYeCTBA BCEMU COTPYTHUKAMHU yYUPEIKICHUS.

6.3.2 Opraamu3anoHHasl CTPYKTypa CUCTEMbI 0OCCTICUCHHS KadeCTBa MOXKET OBITh MPE/ICTABIICHA B
BUJIE CXEeMbI (C HEOOXOIUMBIM TMOSICHEHHEM), Ha KOTOPOM MOJKHBI ObITh M300pakeHbI BCE CTPYKTYpPHBIE
NOJpa3IeNIeHUs, HEMOCPEICTBEHHO YYacTBYIOIIME B MPEJOCTABICHUHM YCIYr WIM 00ECIEeUnBaIOUINe HX
MIPEIOCTABIICHUE.

B mosicHeHMM K cxeMme JOJDKHBI OBITh OTpPaKeHbI 3a/Jauyd, (YHKIMH U OTBETCTBEHHOCTH BCEX
NOJpa3/IeIeHUil U CIy)X0 YUIpeKICHUS B 00JaCTH KayecTBA W NMPHBEICHBI CBEIACHUS O TOKYMEHTax BCEX
YpOBHEH, KOTOpBIE [IOJDKHBI COCTaBISITh HOPMAaTHUBHO-METOAMYECKYIO 0a3y cHUCTEeMBl oOOecreueHus
KauecTBa YUPEKICHUS.

CBeneHUsT O JOKYMEHTaX MOTYT OBITh NPEACTABICHBI B BHUJE CAMHUX JOKYMEHTOB, IOBTOPHO
pa3paboTaHHBIX (MIONMTUKA B OONAcTH KadecTBa WM Jp.) WIH YK€ JCHCTBYIOIIUX B YUYPEKIACHUU
(MoNoXKeHusi, UHCTPYKLUUU, METOAMKH, PYKOBOJICTBA, MpaBWia U T.J.), HO OTKOPPEKTHUPOBAHHBIX MpPHU
HEOOXOJMMOCTH B IIeIsiX OoJiee MOJHOTO y4yeTa B HUX BOIPOCOB KauyecTBa, JIMOO B BUJE CCHUIKH Ha ITH
JIOKYMEHTHI ¢ nH(popMaluei 00 uX mpeIHa3HauYeHUHN U KPATKOM COACpPKaHHH.

6.3.3 JloxymeHTalusi CHCTEMbl OOECHeueHUs KayecTBa YUPEXKACHUS JIOJDKHA IOCTOSIHHO
MOJIJICPKUBATHCS B pab0YeM COCTOSTHUM; YCTApEBIIYIO JOKYMEHTAIUIO CIelyeT CBOEBPEMEHHO M3bIMATh U
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3aMEHATH HOBOM.

7 Opranusanusi padoThl M0 Ka4eCTBY YCJIYT B CHCTeMe o0ecredyeHusl KauecTBa

7.1 I1o;THOMOYHSA ¥ OTBETCTBEHHOCTH MEPCOHAJIA

7.1.1 B cucremMe oOecrmeueHUs] KauyecTBa YUYPEKACHHUS JIOJDKHBI OBITh YETKO OIpeaeTeHbI
MOJIHOMOYHSI, OTBETCTBEHHOCTh M B3aUMOJIEHCTBUE BCETO NEPCOHANIA YUPEXKICHHSI, OCYLIECTBISIOLIETO
PYKOBOJCTBO pabOTOM, MpeOCTaBICHUE YCIYT U KOHTPOJIb e TeIbHOCTH, BIMSIONICH Ha Ka4eCTBO yCIyT.

DT0, B MEPBYIO OYepellb, JOJDKHO OTHOCUTHCS K OOCTYKHMBAIOIIEMYy IEPCOHANY, AESITeIhHOCTh
KOTOpPOTO CBsi3aHA C BBIMOJHEHHWEM TaKHUX MPOIEAYP, KaK BBISIBICHWE TMPETEH3WH W >Kajao0 KIMEHTOB,
MIPOBEJACHUE MEPONPUITHI M0 YCTPAHEHHUIO WJIU MPEIYyHPEKICHUI0 HETOCTATKOB, KOHTPOJIb BBIITOJIHEHUS
TUX MEPONPHUATHH.

7.1.2 B yupexneHMH JOKHO OBITh Ha3HAYCHO OTBETCTBEHHOE JHMIO (MIPEICTaBUTEINb
PYKOBOJICTBA) M3 YHCIIa PYKOBOJUTENEH YUpEKICHUS, KOTOPOe HE3aBUCHUMO OT JAPYTHX BO3JIOKEHHBIX Ha
Hero o0s3aHHOCTEH JOJDKHO OTBEYaTh 3a HAJJIeXKallee BBIMOJIHEHHE TpeOOBaHMM, YCTAHOBIIEHHBIX
HACTOSIIIIMM CTaHAAPTOM, U UMETh OJTHOMOYHS:

- st oOecreueHus pa3padOTKU CHCTEMbI O0ECTICUeHHUsT KaueCTBa, €€ BHEAPEHUS U MOAICPIKAHUS B
pabodeM COCTOSTHUY;

- TPEIOCTaBICHUS OTYETOB PYKOBOJUTENIO YUYPEKACHUS O (PYHKIMOHUPOBAHUU CHUCTEMBI
o0ecreyeHns KauecTBa C LEJIbI0 €€ aHAJIM3a U UCIOJIb30BaHUs MOJIyYEHHBIX PE3y/IbTaTOB KaK OCHOBBI IS
JaTbHENIIETO COBEPILICHCTBOBAHMS.

7.1.3 VYupexneHue IOMHKHO YCTAHOBUTH TMOPSAOK pa3paboOTKu (MU KOPPEKTUPOBKH, TPHU
HEOOXOJAMMOCTH), PACCMOTPEHUS, YTBEPKICHUS U BEACHHUS BCEX JOKYMEHTOB, OTHOCSAIIUXCA K CHUCTEME
o0ecreyeHns KauecTBa, a TAak)Ke MOPSA0K UX MPEAOCTABICHHUS.

7.2 BHyTpeHHHe NPOBEPKH CHUCTEMbI KayecTBa

7.2.1 B cucreme obOecrnieueHuss KayecTBa YUPESXKIEHHUS JODKEH OBITh pa3paboTaH W
MOJNJEPXKUBATECS B paboyeM  COCTOSHUM  TOPSJIOK  TMPOBEACHUS  BHYTPEHHUX  IMPOBEPOK
(YHKITMOHUPOBAHUS CUCTEMBI OOECTICUCHHUs KavyecTBAa. BHYTpPCHHHE MPOBEPKH CHCTEMbI 00eCTeYCHHS
KayecTBa YUpEXKIEHHUS MPOBOAAT C LENbI0 PEryisipHON oOueHKH ee 3(P(YEeKTHUBHOCTH U COOTBETCTBUS
YCTaHOBJICHHBIM TPEOOBaHUM, a TaKKe ISl MOMydeHHs] HHPOpMAIUU, He0OX0IUMOM i dPPEKTUBHOTO
(YHKIIMOHUPOBAHUS STON CUCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 32 OPraHMU3AIMIO W MPOBEJICHHE MPOBEPKU CHUCTEMBI OOECTieUeHuUs
KadecTBa YUPESKICHHS JIOJDKEH OBITh TPEJACTaBUTENh PYKOBOJACTBA, OTBETCTBEHHBIA 32 CHUCTEMY
obecrieueHns KauecTBna.

7.2.3 OTBETCTBEHHBIMU HCIHOJIHUTEISIMA IO NMPOBEAEHUIO IMPOBEPOK PEKOMEHAYETCS Ha3Ha4yaTh
pyKoBoauTenel noapasneneHuil, 3pHeKTHBHOCTh U Ka4eCTBO AEATEIBHOCTH KOTOPBIX 3aBHCAT OT KayecTBa
JIEATEIbHOCTH MPOBEPSAEMBIX MOAPA3ACICHUM.

7.2.4 DPPEeKTUBHOCTh CUCTEMBI OOECTICUEHHUsI Ka4eCTBa YUPEKICHUS ONMPEICISIFOT M0 pe3yabTaTamMm
€€ OLIEHOK, MOJTy4aeMbIX IIPH MPOBEpPKaXx.

7.2.5 B mpouecce HpOBEpPKU CHUCTEMBI OOECTIEUEHHs] KauecTBa YUpEKIEHUH (M ee COCTaBHBIX
4acTel) OCYLIECTBIISIOT:

- KOHTPOJIb COOTBETCTBHSI CUCTEMBI 0OECIIEUeHHUs KauecTBa TPEOOBAaHUSAM HACTOSIIIETO CTaHAapTa U
JOKYMEHTAllUU Ha Hee;

- aHAIM3 U OIEHKY COCTOSIHUS (PYHKIIMOHUPOBAHUS CUCTEMBI OOCCIICUCHHUS KauyecTBa B IIEJIOM U
OT/ZIEJIbHBIX €€ COCTAaBHBIX YaCTEH;

- aHaJIN3 COOTBETCTBHUS MPEAOCTABISIEMBIX YCIYT TPEOOBAHUSIM HOPMATUBHBIX TOKYMEHTOB;

- aHaJIM3 U OLIEHKY Pe3yJIbTaTOB pabOThI YUPEkKACHUS B 00JACTH KaueCTBa yCIYT;

- BBIpa0OTKY KOPPEKTHPYIOUIMX JEHCTBHUIl, HaMpaBJIEHHbIX Ha YCTpaHEHHE HEIOCTaTKOB,
BBISIBJICHHBIX B TMPOLIECCE TPEJOCTABICHHS YCIyT, W COBEPIICHCTBOBAHUE CHCTEMBI OOecTeueHUs
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Ka4yecTBa.
7.2.6 IIpoBepKu CHUCTEMBI KaUeCTBa yUPEKIECHUI MOTYT ObITh MJIAHOBBIMU U ONIEPATUBHBIMHU.
[lepoAMYHOCTH IJIAHOBBIX IPOBEPOK YCTaHABIMBAIOT B 3aBUCHUMOCTU OT PE3yJbTAaTOB aHAIM3a

Ka4yecTBa yCIyT.

OnepaTuBHYIO MPOBEPKY CUCTEMBbI OOECIIEUYEHHUs KAaueCTBA WJIM OTACNBHBIX €€ COCTaBHBIX YacTeil
IPOBOJST B CIyyae PEe3KOro yXYALIEHUs MOKa3aTelel, XapaKTepU3yIOIMX KOHEUHbIE Pe3yJIbTaThl paboTh
1o 00ecreyeHnIo KayecTBa YCIyT, MPeI0CTaBIIeMbIX KaKUM-THOO0 MOApa3IeIeHHEM WU yUPEKICHUEM B
[EJIOM, B Cllyyae OLIEHKM 3(P(PEKTUBHOCTH KOPPEKTHPYIOIIUX ICHCTBUI, a Takke MPU 3HAUYUTEIBHBIX
M3MEHEHUSAX OpraHu3alMi padoT M TEXHOJOTUH MPENOCTaBICHUS YCIyT, KOTOPblE MOTYT OTPULATENBHO
MOBJIMUATH HA UX KA4ECTBO.

7.2.7 Tlocne oxkOHUYaHHsI BHYTPEHHEH NPOBEPKH €€ pe3ylbTaThl O(QOpMISIOT B BHJAE OTYETa O
COCTOSSHUM CHCTEMBbl KauecTBa OOECHEeUEHHUs YUpEKIEHHS, B KOTOPOM OTpaXalOT JaHHbIE aHajIu3a
COOTBETCTBUS TOKa3aTeNeil U pe3yabTaToOB ACATENLHOCTH YUPEXKIEHHS B 007acTh 0OeCIeueHrsl KauecTBa
NPEJOCTABIISIEMBIX YCIIYT YCTAaHOBJICHHBIM TPEOOBaHUSIM.

7.2.8 Pe3yabpTaThl MPOBEPOK CHUCTEMBI 00ECTICUCHUS KAa4eCTBA YUPEKIACHUH SBIISIOTCS OCHOBAHHEM
JUIs pa3pabOTKU U peau3alii MEpONPUATHIA 10 €€ COBEPIICHCTBOBAHUIO, 10 pa3paboTKe HOBBIX METOJIOB
U CpPEICTB YIPaBJICHHUS KAayeCTBOM IMPEJOCTABISEMBIX YCIYT, YIYYIIEHHIO COCTaBa W COJEp’KaHUs
HOPMATUBHOM JOKYMEHTAIIUU Ha CUCTEMY 0OeCIeYeH s KauecTBa.

7.3 IloaroroBka KaapoB

7.3.1 B yupexaenuun noikeH ObITh pa3paboTaH, JOKYMEHTAIbHO OQOpPMIIEH U YTBEPXKAEH IUIaH
MEPOTPHUSITHI TIO0 TOArOTOBKE (00YUYEHHIO, MOBBIIICHUIO KBaNU(UKAIIUY, aTTECTAllUU, CTAXKUPOBKE U T.1.)
NepCOHaNA, BHITOIHSIOMIETO Pa0OThI, HETIOCPEACTBEHHO BIMAIONINE HA KAYECTBO YCIYT.

7.3.2 TloaroToBkoil mepcoHana MAOKHBI OBITh OXBAa4eHBI BCE COTPYIHUKH YUPEKICHUS,
HENOCPEACTBEHHO BIMAIOIINE HA KAYECTBO YCIYT, BKIHOYasi PyKOBOJSIIMNA COCTaB BCEX YPOBHEM.

7.3.3 Tlpu pazpaboTke ¥ peaiu3aliy IIAHOB MEPOTPHUATHH MO MOATOTOBKE KaJIpOB HEOOXOIUMO
YUUTHIBaTh TpeOOBaHUS, H3JOXKEHHBbIE B 5.2.3, Kacarommecs mnopsaka padOThl cO CleUUaTrucTaMu
YUPEKICHHUS.

7.4 AHam3 QYHKIMOHMPOBAHUS CHCTEMbI KAa4eCTBA PYKOBOACTBOM YUPeKICHUA

7.4.1 Cucremy oOecredeHHs] KauecTBa NEPUOAWYECKH JODKHO aHAIM3UPOBATH PYKOBOJCTBO
YUPEXKIEHHS JJIS1 TOT0, YTOOBI MOXKHO OBUTO YOSTUTHCS B TOM, YTO OHA YAOBJIETBOPSET NPEIbIBISEMBIM K
Hel TpeboBaHMsIM U 3PP eKTHBHA.

7.4.2 Ananu3 NOJDKEH BKIIOYATh OLIEHKY pE3YyJbTaTOB BHYTPEHHUX INPOBEPOK, IPOBOAMMBIX
HENOCPEJCTBEHHO  PYKOBOJACTBOM  WMJIM  NPEICTaBUTENIEM  pPYKOBOJCTBA, OTBETCTBEHHBIM  3a
(GYHKIIMOHUPOBAHHUE CUCTEMBI 00ECTICUeHUS KaueCTBA YUPEIKICHHUS.

Pe3ynpTaThl MOAOOHBIX aHANM30B CIEAYET HWCIOIb30BATh JUIS TMOATBEPKIACHUS JOCTHIKEHHS
Tpedyemoro kadyecTBa ¥ 3PHEeKTUBHOCTH PYHKITMOHUPOBAHUS CUCTEMBI.

7.5 KOHTPOJIb M OlleHKAa Ka4eCcTBa yCJIyr

7.5.1 Ilpu KOHTpOJE M OLEHKE KAayecTBAa IPEIOCTABIISEMBIX YUPEKACHUEM YCIyT YUpeKICHHE
JIOJIKHO:

- TOpOBEPATh U MICHTU()UIUPOBATH YCIYTM HAa COOTBETCTBHE HOPMATHBHBIM JOKyMEHTaM,
periaMeHTHPYIOIINM UX MPEJOCTaBICHHUE;

- obecrneynBaTh CaMOKOHTPOJIb IEPCOHAja, MPEJOCTABIAIONIETO YCIYTH, KaK COCTaBHYIO YacTh
nporuecca KOHTPOJIS;

- obecreynBaTh MPUOPUTET KIMEHTOB B OLIEHKE KauecTBa YCIYT;

- MPAKTUKOBAaThb B YUPEKICHUU PETYIAPHYIO OLEHKY CTENEHU YAOBIETBOPEHHOCTH KIMEHTOB
yCIIyraMy IIyTeM ITPOBEIEHUS COLMOJIOTUYECKUX OIPOCOB.

7.5.2 CpaBHEHHME OILICHOK KJIMEHTOB M HUCIOJHUTENIECH YCIyr CleAyeT MPOBOAUTH MOCTOSHHO ISt
TOro, 4ToObl OLEHUTh COBMECTUMOCTb JABYX Mep HX KayecTBa, HPOBECTH (IpU HEOOXOJUMOCTH)
KOPPEKTUPYIOIINE JEHCTBUSL U ONpPEAENIUTh, HACKOJIBKO JEATEIIbHOCTh MCIIOJHUTEIEH yClIyr OTBedaeT
MOTPEOHOCTSM U 3alpocam KIHEHTOB.
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[1] 3axon Poccwuiickoii @eneparuu ot 7 deBpans 1992 r. N 2300-1 "O 3ammre npas motpeduteneir”
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