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Haunonansusiit crangapt PO I'OCT P 52497-2020 "CouunanbHoe oOcinyxuBaHue Haceinenus. Cucrema
oOecrneyeHns KauecTBa YUPEKICHUM COLMaIbHOTO 00CTyKUBaHUA" (YTB. M BBEICH B JICICTBUE NIPUKA30M
denepanbHOTO areHTCTBa MO0 TEXHUYECKOMY peryjmpoBaHuto u Merposioruu ot 11 asrycra 2020 r. N

495-cT)
OKC 03.080.30
OKII/I 2 87, 88
Jara BBenenus - 1 mas 2021 r.
Bzameu ['OCT P 52497-2005
IIpexuciioBue

1 Pa3paboran DexpepanbHbIM TOCYIApCTBEHHBIM YHHUTApHBIM HpeanpustueM "Poccuiickuii
HaY4YHO-TEXHMYECKHH LEeHTp MH(OpManuu Mo CTaHIapTU3alMh, METPOJIOTUU U OIEHKE COOTBETCTBHS"
(OTVII "CTAHAAPTUHD®OPM")

2 Buecen TexnuueckuM komuteToM 1o cranaaptusauuu TK 406 "ConuansHoe 00cTy>KMBaHUE
HacesieHus"

3 VrBepxkaeH u BBeleH B JaeiictBue [lpuxaszom PenepansbHOro areHTCTBa MO TEXHUYECKOMY
perynupoBanuto 1 merposoruu ot 11 aBrycra 2020 r. N 495-ct

4 Bzamen ['OCT P 52497-2005

5 B HacrosmeM craHaapTe peaan30BaHbl HOPMBI:

a) henepanbHbIX 3aK0OHOB Poccuiickoit deneparyu:

- or 28 nexabps 2013 1. N 442-®3 "OO ocHOBax COLMAIBbHOIO OOCIYKHBAHUS TpakJaH B
Poccuiickoit ®enepanun’;

- o1 29 nronst 2015 r. N 162-®D3 "O cranmaptuzanuu B Poccuiickoit ®enepaunn';

6) 3axona Poccuiickoit @enepamun ot 7 ¢gepans 1992r. N 2300-1 "O 3ammre mnpas
noTpeduTeneit”;

B) mnocranonienusi IIpaButensctBa Poccuiickoit denepanuu ot 2 deBpans 1998 r. N 113 "O
HEKOTOPBIX Mepax, HalpaBJICHHBIX Ha COBEPIICHCTBOBAHNE CHCTEM O0OECHEUEeHUs KayecTBa MPOIYyKIUU U

yCHyr”
1 ObaacTh NpUMeHeHUsA

Hacrosmuii crangapT ycTaHaBiauBaeT TpeOOBaHMS K CUCTEME 00eCIIeYeHUsl KauecTBa YUPEexKICHHH,
IPEOCTABISAIONINX COIMANbHBIE YCIAYrd (Jajiee - YCIyrd) pas3dudyHbIM —KaTeropusM TpaxkJaH,
HY)KJAIOIIMUXCS B COLMAJIBHOM MOMOIIM, B TIOBBIIIEHUH COCTOSHUS 3alUIIEHHOCTH OT yrpo3 HapyUICHUS
UX JKU3HEHHO BaXHBIX MHTEPECOB, MpPaB U CBOOOJ, B YJIYULIEHUH YCIOBHM HMX KU3HEAESITEIbHOCTU U
pacuIMpeHHMH MX BO3MOMKHOCTEH CaMOCTOSTENbHO O0ecreYnBaTh CBOM OCHOBHBIE KM3HEHHBIE
NOTPEOHOCTH U MOBBIIIATH OJAr0COCTOsIHUE (faiee - KIUEHTHI).

Hacrosmuit ctangapt pa3paboTaH ¢ IeNbI0 €ro UCIOJIb30BaHUs B KauecTBe 0a30BOM HOPMATUBHOM
OCHOBBI IIpU pa3paboTKe cucTeM oOecredeHHs] KayecTBa KOHKPETHBIX YUPEKICHHH MPUMEHUTENIbHO K
cneunduke uxX AeITeIbHOCTH.

Pa3paboTka yupexJIeHHEeM CHCTeMbl OOecleueHusi KayecTBa MPEAOCTaBISIEMbIX MM  YCIYT,
OTBEYAIOLIEH TpeOOBaHUSAM HACTOSIIEr0 CTaHIapTa, OyAeT JeMOHCTPUPOBATh OCBEAOMIIEHHOCTh
YUPEXKAECHUS O €ro 00sA3aTeNbCcTBAaX M MPUBEP)KEHHOCTH YAOBIETBOPEHUIO MOTPEOHOCTEH M OXMIAHUN
KJIMEHTOB U 3aMHTEPECOBAHHBIX CTOPOH, a TaK)Xe CIIOCOOCTBOBAThH JOCTHXKEHHUIO YAOBIECTBOPEHHOCTH €TO
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yCIIyTaMHU.
2 HopMaTuBHbBIE CCHLJIKH

B nacrosieM crangapTe UCIOIb30BaHbl HOPMATUBHBIE CCHUIKU Ha CIEAYIOIINE CTaHIapThI:

['OCT P 50646 Ycinyru Hacenenuto. TepMUHBI U ONIPECICHUS

['OCT P 50691 Ycnyru nacenenuto. MoJienb cucTeMbI 00€CIIEUCHHS Ka4eCTBa YCIyT

['OCT P 52142 CouumanpHoe oOciykuBaHHe HaceleHus. KadecTBo cornuanbHbIX yciyr. OOmue
MOJIOKEHUS

['OCT P 52143 CouunanpHoe oO0cTyKnBaHue HaceleHusl. OCHOBHBIC BUJIBI COIIMAJIBHBIX YCITYT

['OCT P UCO 9000 Cucrembl MeHemKkMeHTa KauecTBa. OCHOBHBIE MMOJIOKEHUS U CIIOBAPh

['OCT P CO 9001 CucreMbl MEHEDKMEHTa KadecTBa. TpeboBaHuUs

I'OCT P HCO 9004 Menemxment kadectBa. KaudectBo opranmsanuu. PykoBoacTBo 1o
JTOCTHKEHHUIO YCTOMUMBOTO yCIieXxa OpraHu3aluu

IIpumeuanue - [Ipu monbp30BaHUKM HACTOSIIUM CTaHIAPTOM LIETIECOOOPA3HO MPOBEPUTH JCHUCTBUE
CCBUIOYHBIX CTAaHAApPTOB B MH(OPMAIIMOHHON CHUCTEME OOILEro IMOJIb30BaHUS - Ha OQUIIMATBHOM caiiTe
@DenepallbHOTO areHTCTBA MO TEXHUYECKOMY PEryJIHMpOBAaHUIO U METPOJOTMU B ceTu VHTEpHeT wid 1o
€XKEeroTHOMy HH(OPMAIIMOHHOMY yKa3zarento "HarumoHanmbHbIC CTaHAApTHI", KOTOPBIA OMyOJIMKOBAH IO
COCTOSTHUIO Ha | SIHBaps TEKYIIEro roja, W MO BBITYCKAM €XKEMECSYHOr0 MH()OPMAIMOHHOTO yKa3aTels
"HanuoHanbHble cTaHgapThl" 3a TeKyIIUi roja. Eciau 3aMeHeH cChUIOYHBIN CTaHAapT, HAa KOTOPBIA JaHa
HEJATUPOBAHHAS CCBHUIKA, TO PEKOMEHIYeTCSl MCIOJIb30BaTh JEHCTBYIOIIYI0 BEPCHIO 3TOTO CTaHAapTa C
YU4E€TOM BCEX BHECEHHBIX B JIaHHYIO BEpPCHI0 M3MeHeHMil. Eciu 3aMeHEeH CChUIOUHBIM CTaHIapT, Ha
KOTOpBIM JaHa NIaTUPOBaHHAs CCBIJIKA, TO PEKOMEHIYETCsS HCIOJIb30BATh BEPCHIO0 ITOrO CTaHJapra ¢
YKa3aHHBIM BBIIIE TOJJOM yTBepxaAeHUs (mpuHATHs). Ecinu mocne yTBep)kJeHusl HaCTOSIIEro CTaHAapTa B
CCBIJIOYHBIA CTaHAApPT, Ha KOTOPBIM JaHa NaTUPOBAaHHAs CChUIKA, BHECEHO M3MEHEHHUE, 3aTparuBarolice
M0JIO’KEHUE, HA KOTOPOE /1aHa CChUIKA, TO 3TO MOJI0KEHUE PEKOMEHYeTCs IPUMEHATh 0e3 yyeTa JaHHOTO
u3MeHeHUs. Eciu ccbltouHbIi CTaHIapT OTMEHEH 0e3 3aMEeHbI, TO MOJIOKEHHE, B KOTOPOM J1aHa CChUIKA Ha
HEro, peKOMEHAYeTCsl IPUMEHSATh B YaCTH, HE 3aTparuBarollell 3Ty CChIIKY.

3 TepMuHbI U onpeeIeHUA
B nacrosmewm crannapre npumeHeHsl TepMuHbl 1o [ OCT P 50646 u TOCT P MCO 9000.
4 TpeGoBaHus K cucreMe o0ecrnevYeHUusi KauecTBa yUpeKIeHus!

4.1 TpeboBaHus Kk cucTeMe OOecCHeueHHs KayecTBa YUYPEKIEHHUS YCTaHOBJIEHBbI HACTOSIINM
CTaHJapTOM B COOTBETCTBMM ¢ mnoJjoxkeHusMu @DenepanpHbelx 3akoHOB Poccuiickoit ®enepanuu u
noctanosyienrem [IpaBurenscrBa Poccuiickoit @enepannu, yKa3aHHbIMH B IPEAHMCIOBHH, a4 TaKKe
nosoxkeHussmMu ['OCT P 50691, 'OCT P 52142, TOCT P 52143, I'OCT P M1CO 9000, 'OCT P MCO 9001
u I'OCT P UCO 9004.

4.2 Tlog cucremoit o0ecredeHHss KayecTBa YUPEkKACHUS IOHUMAIOT COBOKYIHOCTh €ro
OpPraHU3alMOHHON CTPYKTYpHI (C pacupeneseHMeM OTBETCTBEHHOCTH COTPYIHHUKOB 3a KayeCTBO YCIYT),
IpaBUJI, METOA0B OOECleYeHUs] KauecTBa YCIYyr, NPOIECCOB IMPEIOCTaBICHUS YCIYT, PECYpPCOB
yupexJeHuss (JIIOJICKUX, MaTepHalIbHO-TEXHUYECKNX, HWH(GOPMAIMOHHBIX U Jp.), TapaHTUpYyIoLei
OCYIIECTBIICHUE aIMUHUCTPATUBHOIO PYKOBOJICTBA Ka4€CTBOM YCIIYT.

4.3 Cucremy obecrneyeHHs KadecTBa YUPESKICHHs CO3JAIOT JUIsl JOCTHXKEHHUS U MOAJAEpKaHMs
YPOBHSI KaUeCTBa yCIYT, COOTBETCTBYIOIIETO MPEABSABISIEMbIM K HEMY TPeOOBaHUSM.
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4.4 Cucrema o0ecrieueHHUsT KauyecTBa YUPEKJACHHUS TOJDKHA SIBIATHCS HEOTHEMJIEMOW YacThIO
o011eil cucTeMbl ypaBieHUs AeSITeIbHOCTBIO YUPEXKICHUS MO MPEAOCTABICHUIO YCIIYT.

4.5 Cucrema oOecrieyeHHs KauecTBa YUPEKICHHS TpeJHA3HAYCHA JUIS CO3JaHUS HEOOXOIMMBIX
YCIIOBUH TapaHTUPOBAHHOTO YAOBJIETBOPEHHUS 3aKOHHBIX 3allpOCOB U MOTPEOHOCTEH KIMEHTOB,
noBbIIeHUS 3()()EKTUBHOCTH M KayecTBa YCIYr Ha BCEX CTaAMAX HMX MPEIOCTABICHUSA C ILEJbIO
IpeIyNpexKIeHNUs BO3MOXKHBIX OTKJIOHEHHH OT 3aJaHHBIX TpeOOBaHHMM K 3TUM yciayram, oOecredeHHs
penyTanuu yupexaeHHs Kak HaJe)KHOTO U OTBETCTBEHHOI'O UCIIOJHUTENS YCIIYT.

4.6 OCHOBHBIMHM 3a/ladyaMH, Ha pEIIeHHEe KOTOPBIX [OJDKHA OBITh HampaBieHa CUCTeMa
o0OecrieueHrs KauecTBa yUPEKICHMUSI, ABIISIOTCA:

- ocyuecTBieHne 3(Pp(PEKTUBHOTO KOHTPOJIS 32 TEXHHUUYECKHMMHM, OPraHU3alMOHHBIMU U JAPYTUMU
(daxTopamu, BIUSIONIMMH Ha KAYECTBO MPEAOCTABIISIEMBIX YCIIYT;

- MpeAOTBpaIlleHUEe WIH YCTpaHEHHUE JI0ObIX HECOOTBETCTBUI KauecTBa YCIIYT MPEAbABIIEMBbIM K
HUM TpeOOBaHUSAM;

- obecrieyeHre cTaOMIBHOTO YPOBHSI KaueCTBa yCIyT;

- pemieHue IPYrux 3a1ad, OTPAKAIOMMX CIeUU(PUKY IEATETbHOCTH YUYPSKICHHH W MOTYIIHX
MOBJIUATH HA KaYECTBO MPEIOCTABISEMBIX yCIYT.

4.7 Pa3paboTka u (QYHKIMOHHPOBAHUE CHUCTEMBI OOECIICUCHHUS KadecTBa YUPESIKICHUS JTOJDKHBI
0a3upoBaThCS HA CIAEAYIOIUX OCHOBHBIX MPUHIIUIIAX:

- Ha IPUOPHUTETHOCTH TPeOOBAHH (3aIPOCOB) KIMEHTA IO 00EeCIIeUeHUI0 Ka4eCcTBa YCIIYT, TO €CTh
o0ecrnieueHrs YBEPEeHHOCTH B TOM, YTO 3TH TpeOoBaHUs (3ampochl) OyAyT MOJHOCTHIO PEaTn30BaHbl MPH
IIPEIOCTAaBIECHUH YCIIYT;

- IpeYNPEeKICHUSX IPOoOIeM KauecTBa yCIyT, TO €CTh 00ECIeUYeHNUs YBEPEHHOCTH B TOM, YTO 3TH
po0JieMbl OyIyT NPEAYIPEKIATHCS, @ HE BBISIBIISITHCS U Pa3pellaThCsl MOCIE UX BO3SHUKHOBEHMUS;

- COOJIOACHUM TOJIO)KEHUH HOPMATHUBHBIX JOKYMEHTOB, PErJIaMEHTHUPYIOIIUX TpeOoBaHUS K
yciiyraM, HOpSIAKY U IIPpaBUJIaM UX MPEIOCTABIICHUS;

- 00eCreYeHHOCTH YUPEKICHUSI COOTBETCTBYIOIIMMHU JIFOJCKUMH, MaTEpUAIbHO-TEXHUYECKUMU U
IpyrumMu  pecypcamu  (0a30Boil M omepaTuBHOW HH(pOpManued, TEXHUYECKOW JTOKyMEHTalueH,
TEXHUYECKUMHU CPEACTBAMHU, NAHHBIMU O Pe3yiabTaTaxX MPENOCTaBICHHs YCIYT U UX KOHTPOJIS, UTOTax
OIICHKH Ka4ecTBa u JIp.);

- YETKOM DACIPENEIECHUH MOJHOMOUYUN U OTBETCTBEHHOCTH IEPCOHANA 3a €ro JAEATEIbHOCTh II0
IPEIOCTABIEHUIO YCIYT, BIUSIONIYIO Ha 0OecrieueHue UX KauecTBa,

- JINYHOM OTBETCTBEHHOCTH PYKOBOJCTBA YUPEXKACHHUS 3a KayeCTBO MPEAOCTABISEMBIX YCIYT,
pa3paboTKy, BHEIPEHUE U KOHTPOJIbh 3(H(PEKTUBHOCTH CUCTEMBI OOECIICUCHUSI KA4eCTBa, 3a OIMpPEJICICHHIE
HNOJUTUKA B 0OJAcCTH KayecTBa, OpraHM3alldi0 U o0Ilee PYKOBOACTBO paboTaMH IO 00ecHeueHHUro
Ka4yecTBa,

- o0ecrieyeHNH JTMYHON OTBETCTBEHHOCTH KaXKJJOT0 UCIIOJIHUTEIS 32 KAUeCTBO YCIYT B COUETAaHUU C
MaTepHATbHBIM U MOPAJIHHBIM CTUMYJIHPOBAHHEM KAa4eCTBA;

- TOKYMEHTaJIbHOM O()OPMIICHUU TIPABHUII U METOJOB 00ECIIeYeHHsI KaueCTBa yCIyT;

- o0ecrneyeHHH TIOHMMaHUSI BCEMHM COTPYIHUKAMH YUYPEXKICHHS TpeOOBaHUM CHCTEMBI
o0ecrievueHns KauecTBa, MPEAbSIBISIEMbIX K MOJTUTHUKE B 00JIACTH KayecTBa.

5 OcHoBHBIC (PAKTOPBI, BJUAIOIIHE HA KAYECTBO YCJIYT, U MOPAJIOK UX HCIOJIb30BAHUS NIPH
(popMHpPOBAHUM CHCTEMBI O0ecTIeYeHUsI KauecTBa yYpeKIeHUH

5.1 Ilpu ¢opMupoBaHHH CHUCTEMBl KadyecTBa YUpPEXKACHUNW (IIpU ONpeAeNeHUH MOJUTUKU
yUpeXkJeHuss B 00JacTH KadecTBa, pPa3pabOTKM JIOKYMEHTALlMM CHUCTEMbl OOecreueHHUs] KauyecTBa,
opraHu3anu paboT MO KadecTBY) HEOOXOAMMO YUYWUTHIBATH Pl (PAKTOPOB Pa3IMYHOTO XapakTepa,
KOTOpBIE B 3HAUUTENILHON MEpE BIUAIOT Ha KAUYECTBO MPENOCTABIIEMBIX YCIIYT.

[TpaBuibHBIN yueT 3TuUX (AKTOPOB, HUX HCIOIB30BaHHWE MpHU pa3pabOTKe COOTBETCTBYIOIIMX
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JIOKYMEHTOB CHCTEMBbI OOECIIEYECHHsI KauecTBa M B MPAKTUYECKOW IESATEIBHOCTH YYPESKICHHUS OyIyT
CIocoOCTBOBAThH MOBBILICHUIO Ka4eCTBA MPEIOCTABISIEMbIX YCIIYT.

5.2 OcHOBHBIMHU (haKTOPAMU SBISIFOTCS:

- HaJIM4Ke ¥ COCTOSIHME JOKYMEHTAIMH, B COOTBETCTBUHU C KOTOPOH (YHKIIMOHUPYET YUPEKICHUE;

- YCIIOBUS Pa3MEILEHUS YUPEKICHUS;

- YKOMILIEKTOBAaHHOCTb YUPEXKJICHUS CIEIUATMCTAMH U UX KBaTH(PUKAIUS;

- CIEeUAIbHOE M Ta0eIbHOE TEXHWYECKOE OCHAIIEHUE yupexaeHus (00opymoBaHHe, MPHOOPHI,
anmaparypa u T.1.);

- cocrosHHE HMH(POpPMAIUU 00 YUPEKACHUH, TMOPAIAKE M MpaBHIAX MNPEJOCTABICHHUS YCIyT
KIIUEHTaM;

- HaJIM41e TOPsIKa IPOBEACHUS BHYTPEHHUX MPOBEPOK (HYHKITMOHUPOBAHHS CHCTEMBI.

5.2.1 B coctaB JOKyMEHTAIIMU JOJKHBI BXOJUT:

- VYcraB (moNOXKEHHE) YUPEKICHMS, BKIIOYAOIUNA B ce0s CBEACHHS O MpeJHa3HAYEHUU
YUpEeXJEHUs, MopAaKke ero (OpMUPOBAHMS, COJCPKAHUHM, PEOpPraHU3allMu, CBEACHHS 00 OCHOBHBIX
3a/la4ax €ro JAesTeNbHOCTH, KAaTeropusix OOCIYy)KMBAE€MbIX JIHUI], MOPSJAKE U YCIOBUSAX 3a4KMCIEHUS Ha
o0CyXKMBaHUE, O CTPYKTYPHBIX MOJPa3AENEHUS X M MX OCHOBHBIX 3a/Jayax, cBeleHus 00 oO0beme u
HOPSAJKE NPETOCTABICHUS UMH YCIIYT U O IPYTMX OPraHU3AI[MOHHBIX U TEXHUYECKHX 3aJa4yax 1 TeMax;

- TIOJIOKEHHUSI O CTPYKTYPHBIX MOJIPA3CICHUAX YUPEKACHUS, COJIEPKaIIe CBEICHUS O KaTETOPUIX
rpaxkJaH, 0OCITY)KMBA€MbIX TeM WJIM HWHBIM IOJPA3/CICHUEM, CTOAIIMX MEpea HUM 3a7adax, CPOKax H
YCIOBUSIX OOCIY)XMBaHHS TPaKIaH, CBEACHUA O JOIMOJIHUTENbHBIX JTOKYMEHTaX, HEOOXOAMMBIX IS
3aUUCIIEHUsT Ha OOCIy)XMBAaHME B JIaHHOE TOJpA3/EICHHE, CBEJIEHUS O KOJMYECTBE COTPYAHHUKOB
MoJipa3ieNieH s, KX OCHOBHBIX O0S3aHHOCTSIX U T.1.;

- PYKOBO/JICTBA, Cl1y>KEOHbIE€ MHCTPYKIINH, IPAaBUJIA, METOAUKHN TEXHOJIOTUH, IPEeIHA3HAYEHHbIE JJIs1
perJaMeHTUpPOBAHMS Tpollecca MPEeNOCTABICHUS YCIYT, ONpeAeNeHUuss METOJ0B (CIOCO0OB) UX
IPEIOCTABIECHUS M KOHTPOJIS, a TAKXKE JJIsl COBEPLIEHCTBOBAHUS PabOThl yUPEKICHMUS;

- JOKyYMEHTaIusi Ha 000pyJ0BaHue, MPUOOPHI U amnmaparypy, CocoOCTBYIOIIasi 00eCIeUeHUI0 X
HOpPMaJIbHOW M 0€30IMacHON JKCIUTyaTallud, OOCTY>KMBAHHUS M TOJJIEpXKaHUsA B PpabOTOCIIOCOOHOM
COCTOSIHUY;

- HalMOHAJIbHBIE CTaHAAPTHI, COCTABIISIIOIIME HOPMATUBHYIO OCHOBY IPAaKTUYECKOW padOThI
YUpEXIEHUS B 001aCTH MPEIOCTABISAEMBIX KIIMEHTAM COI[UAIBbHBIX YCIYT;

- CHEUMATBHBI KOMIUIEKT JJOKYMEHTOB, MPEICTaBISIONINI co00i JOKyMEHTallbHOE OQOpMIIEHHE
CUCTEMBI O0ECTIEUeHHUs KauecTBa yUpexKAeHUs (CM. pazjien 0).

B 3aBucumocTu 0T TOro, HaCKOJIbKO Ka4€CTBEHHO COCTABJIEHBI BBIIIETIEPEUHCIEHHBIE JOKYMEHTBI
U KBATH(HUIIMPOBAHHO U YETKO M3IIOKEHBI B HUX O0S3aHHOCTH, MPaBa, MOPSJOK BBHITOTHEHUS Pa3TUYHBIX
MpoLeyp MPHU MPEAOCTABICHUU YCIYT, Apyrue (GyHKIHMH TepcoHana, 3aBUCUT 3(()EKTUBHOCTH PabOTHI
YUPEKIACHUS U KaUeCTBO MPEAOCTABIISEMbBIX UM YCIYT.

VYka3aHHbIE JOKYMEHTHI JOJDKHBI COCTaBJISITh OCHOBY JOKYMEHTAIIMM CHCTEMbI OOecredeHHUs
KadyecTBa yupexaeHus. [Ipuuem B mporecce GOpMHUPOBAHUS CUCTEMBI 00ECIIEUEHUSI KaueCTBa OHU MOTYT
OBITH MPU HEOOXOAMMOCTH OTKOPPEKTHPOBAHBI C LIETIbIO MPHUBEACHUS UX COJIEP)KaHUS B COOTBETCTBHE C
TpeOOBaHUSMU, MPEABSIBIIEMBIMHI K HUM KaK K YacTH JOKYMEHTAI[UN CUCTEMbI 00€CTICUeHHS KaueCTBa.

5.2.2 YcnoBus pa3MelIeHus YUpexaeHus, o0ecreunBaromue ero 3pQpexTuBHy0 padoTy, JTOJIKHbBI
OBITH CIETYIOLIMHU:

- YUpPEXKIEHUE U €ro CTPYKTYpHBIE MOJpa3felieHHs AODKHBI ObITh pa3MeElIeHbl B CIEHUaTbHO
npenHa3HauYeHHOM(BIX ) 31aHUU(SX) WIH MTOMEIIEHUSAX, TOCTYITHBIX JIJIS BCEX KaTeropuil 00CITyKHBaeMbIX
rpaXaaH, B TOM YHUCJE A WHBAIUAOB M JAPYIrUX MaJOMOOWIBHBIX TpyII HaceneHus. [lomemieHus
JIOJDKHBI OBITH OOECIeYeHbl BCEMH CPEICTBAMU KOMMYHAJIbHO-OBITOBOTO OOCIY)KHBaHUS, Telle()OHHOM
CBA3bI0 U MIHTEpHETOM;

- N0 pa3MepaM U COCTOSHMIO  TIOMEIIEHUS  JIOJDKHBI ~ OTBeYaTh  TPeOOBaHUSAM
CaHUTAPHO-TUTMEHWYECKUX HOPM M MpaBujl, O€30MacHOCTU TpyAa M JOJDKHBI OBITh 3aIlMIIEHBI OT
BO3/ICHCTBUS (PAKTOPOB, OTPUIATEIILHO BIIUSIONIMX HA KAYECTBO MPEJOCTABISAEMBIX YCIYT (TIOBBIIICHHBIX
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TEMIIepaTypbl BO3yXa, BIAKHOCTH BO3/lyXa, 3allbIJICHHOCTH, 3aTa30BaHHOCTH, IIIyMa, BUOpaIUU U T.1.);

- IUIOIIAJb, 3aHUMaeMas YUpEeXKJIEHHEM, JOJDKHA oOecreunBaTh HOPMAlbHOE pa3MELICHHUE
IepCOHAJIA, KJIMEHTOB U IPEJOCTABICHUE UM YCIIYT.

B cBs3u ¢ 3TUM npu pa3paboTKe CHUCTEMbl 00ECHEeueHHs] KauecTBa YUPEKICHHs OJDKHbBI OBbITh
IPEyCMOTPEHBl MEpPbI, HAIPABJIECHHBIE HA CO3JIaHUE WIM MOJJAECpPKAHUE YIOMSHYTBIX YCIOBHH, a IpH
HEOOXOMMOCTH - U BO3MOKHOCTH Ha UX YJIyYIlIEHUE.

5.2.3 Bonpochl yKOMITJIEKTOBAHHOCTH YUPEKACHUS CIEHUAINCTAMUA M WX KBAJTH(PHUKAIMU TAKKe
JIOJDKHBl HAWTH OTpakeHHWE B cHcTeMe OOEeCIeueHMsl KauyecTBa - OJHOM M3 BaKHEHIIMX (DaKTOpOB,
BIIMSIIOLINX HA KAYECTBO YCIYT.

B uncne ¢akropoB, nmopiexamux pelICHUIO B PAMKAaX CHCTEMbl 00€CleYeHUsl KauecTBa, MOTYT
OBITh:

- IIOJIHAsl YKOMIUIEKTOBAHHOCTD YUPEXJICHHsI HEOOXOAUMBIMU CIIELUATMCTAMU B COOTBETCTBUU CO
HITaTHBIM PacIUCaHHUEM;

- noabop  CHENMAJIMCTOB  C  COOTBETCTBYIOIIMM  OOpa3oBaHMEM,  KBaJu(UKaLUEH,
npo¢eCCHOHATBLHOMN MOArOTOBKON, 00IaIal0MMX 3HAHUSAMH U OIIBITOM, HEOOXOIUMBIMH JJIsI BHITIOJTHEHUS
BO3JIO)KEHHBIX Ha HUX OOS3aHHOCTEH; NOCTOSHHOE MOBBIIEHUE MX KBAIM(UKAUK IMyTeM OOyueHHUs Ha
Kypcax NepenoroTOBKH U MOBBIIICHHUS KBATHU(PHUKAINN HIIK HHBIMHA CIIOCO0aMH;

- YeTKOe paclpelesieHue O0sI3aHHOCTeH CHEeLHaTUCTOB, M3JIOKEHHBIX B  JIOJDKHOCTHBIX
UHCTPYKLHUSAX, METOIMKAX M APYrHUX JIOKYMEHTaX, PErJIAMEHTHUPYIOIIMX HX OOS3aHHOCTH, IpaBa M
OTBETCTBEHHOCTb;

- 00s13aTeNIbHAs aTTECTALMS CIIEUAINCTOB B YCTAHOBIIEHHOM IOPSIZIKE;

- BOCIMTAaHUE Yy BCEX COTPYIHHUKOB YUPEXKIEHHUS BBICOKUX MOPAJIBbHBIX U MOPAIbHO-3THUYECKUX
KauyeCTB, YyBCTBA OTBETCTBEHHOCTH U HEOOXOJMMOCTH PYKOBOJCTBOBATHCS B CBOEH paboOTe ¢ KIMEHTAMU
OPUHIUIIAMUA TYMaHHOCTH, CIPaBEUIMBOCTH, OOBEKTUBHOCTH U J0OPOKENATEIbHOCTH, YYUTHIBAS MX
$uznyecKoe U MCUXUUECKOE COCTOSHUE;

- IPUHATHE MEp K HENOMYLIEHUIO pa3MIalleHUs] COTPYIHUKAMU YUYPEXKIACHUS CBEACHHUH JIMYHOIO
XapakTepa O KJIMEHTax, TaK KaK 3TH CBEJIEHHUS COCTABIAIOT CIYKEOHYIO TallHy M 3a MX pasIJalleHHe
BUHOBHBIE HECYT OTBETCTBEHHOCTb B IOpPAJKE, YCTaHOBJIEHHOM 3aKOHOJATENbCTBOM Poccuiickoit
®denepanuu.

524 [lng KayecTBEHHOIO MPEAOCTABICHHUS YCIYr YUYPEXKICHHE MJOJDKHO OBITh OCHAIIEHO
CHEIHaJIbHBIM U Ta0eNbHBIM 000pYy/I0BaHUEM, aNMapaTypoi U MpuOOpaMu, OTBEUYAIOUIUMHU TPEOOBAHUAM
COOTBETCTBYIOIIMX CTAHJAPTOB, TEXHUYECKUX YCIOBHH, JAPYyruX HOPMATUBHBIX JOKYMEHTOB H
o0ecneunBarOIMMHU HaJlexkallee KayeCTBO MPEI0CTABIIEMbIX YCIIYT.

B cBsi3u ¢ 3TUM B cucTeMe KauecTBa YUpEKICHHUs JOJKHBI OBITh NMPETyCMOTPEHBI MEPOTIPHUATHS,
HalpaBJIEHHbIE HA TO, YTOOBI:

- 00opyoBaHue, MPUOOPHI U anmaparypa MCIoIb30BAIMCh CTPOTo MO HA3HAYSHHUIO B COOTBETCTBUU
C JIOKyMEHTalMel Ha uX (pyHKUMOHUPOBAHUE M SKCILTyaTalUIO, COJIEPKAINCh B TEXHUYECKH HCIIPAaBHOM
COCTOSIHUH, KOTOPOE JI0JKHO CUCTEMATHYECKH ITPOBEPATHCS;

- HeucmpaBHOe oOOpynoOBaHHE, NMPUOOPHI U ammapaTypa, Jaroulue NMpu padoTe COMHUTEIbHBIE
pE3yJIbTaThl, CBOEBPEMEHHO CHUMAIIUCh C JKCIUIyaTalliH, 3aMEHSUINCh WM PEMOHTHPOBAINCH (€CIH OHU
MOJIJIEKAT PEMOHTY), a IPUTOAHOCTh OTPEMOHTHUPOBAHHBIX MOATBEPKAAIaCh UX TPOBEPKOH.

5.2.5 TlonHoe W TOCTOBEpHOE IMpeNoCTaBlIeHNuEe WH(POpPMAIMHU, MPEXKAE BCETO KIMEHTaM, JTOJIKHO
ABIIATHCS COCTAaBHOM YacThIO CHUCTEMBbI OOECIEYeHHs] KauecTBa YUPEXKJEHHUS, TaK Kak 0e3 IMpaBHIbHO
OpPraHU30BaHHOTO MH()OPMAIIMOHHOTO IPOIEcca HEBO3MOXHO OOECIEeYUTh KaueCTBO MPEIOCTaBIISIEMBIX
yCIIyT, COOTBETCTBYIOIIEE 3alIpOcaM U HyK/1aM KIIMEHTOB.

Cocrosinre uH(popMalMu 00 YUPEXKACHUH U TPaBWIAX NPEAOCTABICHHS MM YCIYT JOJDKHO
COOTBETCTBOBATh TpeOOBaHMsM | 1].

B nokymeHTanuu cuctemMsl o0ecriedeHNs KauyecTBa yUpexAeHU 310keHHue HH(HOpMAIH JOTHKHO
OTBEYATh CJIEAYIOUIMM TPEOOBaHUAM:

a) yupexeHue o053aHo JTOBOIUTH J0 IPax/iaH CBOE HAMMEHOBAHUE U MECTOHAXOXKJICHHE JIFOOBIM
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CcrocoboM, TPEeIyCMOTPEHHBIM 3aKOHOAATENhCTBOM Poccuiickoit ®Dexeparuu, NpeaOCTaBIsATh 10
TpeOOBaHUIO KJIMEHTOB HEOOXOJUMYIO U JOCTOBEPHYI0 HMH(POPMAIIMIO O BBIINOJHSAEMBIX YCIyrax,
MO3BOJISIOIIYIO UM CJIeIaTh KOMIIETEHTHBIH BBIOOD;

0) coctaB nHpopMmaluu 00 yciayrax (B COOTBETCTBHH C | | |) 10JDKEH BKIIIOYATh B CEOSI:

- IEpEUYEHb OCHOBHBIX YCIIYT, IPEAOCTABISIEMBIX YUPEKICHUEM,

- XapaKTEepUCTHUKY KaXXIOH yClyrd, o0JIacTh €€ MpeJOCTaBICHHS U 3aTpaThl BPEMEHH Ha €e
IIPEIOCTaBIICHUE,

- B3aMMOCBSI3b MEX]ly KaueCTBOM YCIYT'H, YCIOBUSMHU €€ MPEAOCTaBICHHUS U CTOMMOCTBIO (Tpu
HEOOXOMMOCTH ),

- BOBMOXHOCTB TIOJTy4EHHS OLIEHKH KauecTBa YCIYT'H CO CTOPOHBI KIIMEHTA,

- YCTaHOBJIEHUE B3aMMOCBS3M MEXIy NPEIJIOKEHHONM YCIyrol W peajlbHbIMU IMOTPEOHOCTAMU
KIIUEHTA,

- IpaBUJIa U yciIoBus 3(pPEeKTHBHOTO U OE30MIACHOTO HCIIOJIb30BAHMS YCIIYT,

- rapaHTUIHBIE 0053aTENBCTBA YUPEKACHUS - UCTIOTHUTEIS YCIYT;

B) nH(OpMAIH T0JHKHA OBITH JOCTOBEPHOH 1M MoMHOK. Eciu mpenocTaBiieHre HEAOCTOBEPHOM HITH
HEJOCTAaTOYHO MOJHON nHpopMauu 00 yciIyre MmoBIEKIIO 3a OO0 MPUYMHEHNE Bpea KU3HH, 310POBbIO
WIM UMYIIECTBY KJIMEHTa (BCJIEICTBUE MPOU3BOACTBEHHBIX, PELIENITYPHBIX U UHBIX HEJIOCTATKOB YCIIYTH),
OH BIIpaBe NPEIbSIBUTH YUPEKACHUIO TPEOOBAHUS O BOSMEIICHIUH PUYMHEHHOTO BpE/a.

6 lokymeHTa/ILHOE 0O(pOPMIICHHE CUCTEMbI 00ecieYeHnsl KauecTBa

6.1 Cucremy obecnieueHus: kauecTBa o(pOpPMIISIOT B BUAE KOMILJIEKTa JOKYMEHTOB (PYKOBOJCTB,
NOJIOKCHUH, WHCTPYKUWH, METOOUK W T.O.), B KOTOPBIX YCTAHABIMBAIOT TPEeOOBaHUS K CHCTEME
o0ecreyeHns KayecTBa yUpexkIeHHs B LI€JIOM M K €€ COCTaBHBIM YacTsM, YKa3aHHBIM B 4.2.

CreneHpb JOKYMEHTUPOBAHHOCTH CUCTEMBI 00€CIIEUEHHSI KaueCTBA PA3JIMYHBIX YUPEKIACHUN MOXKET
OTIINYATHCS B 3aBUCUMOCTH:

- OT pa3Mepa M IpeIHa3HAYeHUs YUPEKICHMs, XapakTepa U o0beMa MpeoCTaBIsEMBbIX YCIYT,
KaTeropuit 00cIykMBaeMoro HaceleHHs;

- CJIO’KHOCTH IIpOLecca M0 NPeJOCTABICHUIO YCIYT;

- KOMIIETEHIIUH TIEPCOHAA YUPEKICHUS.

JloxymeHTaIus MOXKeT ObITh JTF0001 POpMBI U Ha TFOOOM HOCHTEIIE.

6.2 JIokyMeHTalnI0 CUCTEMbI 00eCTIeYeHUsl KauyecTBa cielyeT opOopMIITh KaK COCTaBHYIO 4acTh
BCEH JIOKYMEHTAIlMM YUPEXKJIEHUS U YTBEP)KIaTh B YCTAHOBJIEHHOM IOPSIJIKE.

6.3 OCHOBHBIM JIOKYMEHTOM CHUCTEMBI 00€CIIeUeHUs KaueCTBa YUPEKIECHUS ABISIETCS PYKOBOJICTBO
10 KauecTBY.

B Hem wu3nararor oOuiee oOmMcaHuWE CHCTEMBI OOECIEYeHMs KayecTBa IMPUMEHUTENBHO K
KOHKPETHOMY YUPEXICHUIO, Pa3bsCHSAIOT MOJUTHKY YUpeXJeHus B 00JacTH KadecTBa, OTPaKaroT
OpPraHU3aIMOHHYIO CTPYKTYPY CHCTEMBbI OOecreueHHsl KauecTBa, 3aJaud M (YHKIMU TOJpa3JesieHUu u
ciyk0 ydpex/eHus B 00JIacTU KauecTBa, MPUBOISAT CBEACHUS O KOMIUIEKTE JOKYMEHTOB BCEX YpOBHEM,
COCTABJISIOLIMX HOPMAaTHBHO-METOJMYECKYI0 0a3y CHCTeMbl OOeCleYeHHs KayecTBa, YCTAHABIIMBAIOT
NOPSAOK BHEAPEHUS, PYHKIIMOHUPOBAHUS M KOHTPOJISI CUCTEMBI 0OecreueHns: KauyecTBna.

6.3.1 ITonuTHka B 06J1aCTH KayecTBa J0JDKHA YCTaHABIMBATH OCHOBHBIE LIENH, 33a4l U IPUHIUIIBI
NEeSTeNIbHOCTH yUYpEeXKIeHUs B 00JacTH KadyecTBa, JOKYMEHTAIbHO O(OPMIIEHHbIE U MPHUHATHIE K
00513aTeIbHOMY BBITIOJHEHHUIO B YUPEKICHHUH.

6.3.1.1 Lenu monutrku B 006JaCTH Ka4ueCTBa JOJKHBI OTPAXKaTh CIEAYIOLINE BOPOCHI:

- o0ecrieyeHre MOCTOSIHHOTO YIOBJIETBOPEHHSI KITMEHTOB MPEI0CTABIISIEMbIMH YCITyTaMH;

- MIOBBILLIEHUE Ka4eCTBa YCIYT U 3PPEKTUBHOCTH (PE3yIbTATUBHOCTH ) UX MPEJOCTABICHHUS;

- NPUHATHE NMPOPUIAKTUYECKHX Mep MO MPeAYNpPEekKICHUIO MM YPeryJIMpPOBAHUIO MPETCH3UH U
JKaJI00 KIMEHTOB;
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- IPOYKE BOIIPOCHI, OTPAKAIOIINE CTICHUPUKY ACITEIHHOCTH YUPEKIACHUS.

CopepxaHre OCHOBHBIX 3a/lad U MPHUHIMUIIOB JAEATEIbHOCTU YUYPEXKICHHs B OOJIACTH KadecTBa
puUBENEHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsny ¢ moapoOHBIM H3J0KEHHWEM IIeJei, 3aJad W TPHUHIMIIOB B PYKOBOJICTBE IIO
Ka4eCTBY MOJDKHBI OBITh YETKO ONpeAeTeHbl W C(HOPMYIMPOBAHBI MOPSAIOK U CHOCOOBI (METOIBI) HX
peanu3aluu.

6.3.1.3 OTBETCTBEHHOCTD 32 OJUTUKY B 00JIACTH Ka4eCTBA HECET PYKOBOAUTEINb YUPEKICHHS.

PykoBoauTenb yupexaeHUsl TOJDKEH O0ECIeUnTh Pa3bsCHEHHUE M JIOBEACHUE 3TOH MOJIUTUKH 10
CBEJICHMSI BCETO IIEpPCOHANA YUPEKACHUSI, UETKO ONPEIEIIUTh MTOJIHOMOYMS, OTBETCTBEHHOCTh M NOPSOK
B3aMMOJICHCTBHS BCEro MepCoHaNa YUPEKICHHS, OCYIIECTBIISIIOIIET0 PYKOBOJICTBO, UCIIOJIHEHUE YCIYT U
KOHTPOJIb €SATEIbHOCTH, BIUSIOLIEH Ha KAUE€CTBO YCIIYT.

6.3.1.4 B dopmupoBaHHM TOJUTHKA B OOJACTH KayecTBa JODKHBI NMPUHUMATh ydacTHE BCE
PYKOBOJUTEIH, OCYILIECTBIISIONINE YIPABIECHUE YUPEKACHUEM.

6.3.1.5 [lonuTuka yupexxJaeHus B 0OJACTH KauyecTBa JOJDKHA OXBAaThIBaTh BCE HANPABICHUS €ro
JeSTEIbBHOCTH, OTBEYATh NOTPEOHOCTSIM U 3alpocaM KJIMEHTOB, CIIOCOOCTBOBATD YJIYUILIEHUIO COLIMATbHBIX
U DKOHOMHUYECKHUX IMOKa3zaresiei yupexaeHus. [lonutuka B 061acTy KauecTBa JOJKHA COAEPkKATh TaKKe
0053aTeNbCTBO  PYKOBOJCTBA  YUPEXKJIEHUS  OCYIIECTBIATh IIOCTOSIHHOE — YJIy4YlIEHHE KauecTBa
00CTyXKMBaHUS KJIMEHTOB.

6.3.1.6 IlonuTuka yupexxaeHus B o0JacTU KayecTBa JOJKHA BHEIPSTHCS BO BCEX CTPYKTYPHBIX
MOJpa3felieHUusIX YUPESKICHUS W PErysipHO TMOJABEpPrarbCcs aHalu3y Ha MpPeIMEeT €€ MOCTOSHHOM
aKTyaJIbHOCTH U IIPUTOJTHOCTH.

6.3.1.7 Peanuzanus TOTUTHKU Y4YpEXKICHHS B OO0JAcCTH KayecTBa JIOJDKHA OBITH oOecreueHa
HEOOXOMMBIMHU pecypcaMu (KaJpOBbIMU, MATEPUATBHO-TEXHHYECKUMH, HHPOPMAITMOHHBIMU H IP.).

Jis  BBIMONHEHUS TPUHATOM  Y4YpexJeHHEeM IOJIMTUKM B O0JIacTH KadecTBa Mepes
NOJpa3eNIieHusIMU U CIy)KOaMH YUYpeKIEHHs] CTaBATCS 3a/ladll Ha KOHKPETHbIE IUIAHOBBIE IEPUOJBbI,
KOTOpble MpPHU HEOOXOJMMOCTH CBOEBPEMEHHO YTOUHSAIOTCSA M KOPPEKTHUPYIOTCS PYKOBOJCTBOM
YUPEXKICHUS.

6.3.1.8 B yupexaeHuu crenyer NPOBOJAUTH MEPONPHUATHS, OOeCleunBaoLe MOHUMaHUE,
HNOJIEPKKY U pealIi3aliio MOJIUTUKU B 00JIaCTH Ka4eCTBa BCEMU COTPYIHUKAMH YUPEKICHUS.

6.3.2 OpranuzalMoHHasi CTPYKTypa CUCTEMbI 00eCTIeYeHUsI KayecTBa MOXKET ObITh Mpe/ICTaBlIeHa B
BUJIE CXEMBbI (C HEOOXOMMBIM TOSICHEHHWEM), Ha KOTOPOU JOJDKHBI OBITh M300pa)KEHBI BCE CTPYKTYPHBIE
HOJpa3/IeIeHus, HEITOCPEICTBEHHO YYacTBYIOIIKME B MPEJOCTaBICHUHU YCIYT WM 0OECHeunBaIOLINe HUX
IIPEIOCTABIICHUE.

B mosicHeHHHM K cxeMe JOJKHBI ObITh OTpa)KeHBbI 3a/ay, (PYHKIIMH U OTBETCTBEHHOCTHh BCEX
noJipa3fieNieHul U CiIy>)k0 yupexJieHus B 00JIacTU KayecTBa M MPUBEIEHBI CBEJIEHUS O JIOKYMEHTaX BCEX
YPOBHEH, KOTOpbIE JOJDKHBI COCTaBIATh HOPMAaTHMBHO-METOAMYECKYIO 0a3y CHUCTeMbl OOecCIeueHHs
KayecTBa YUpexkKICHUS.

CBeneHus O JOKYMEHTaX MOTYT OBITh IpEJCTaBlIEHbl B BHJIE CaMHMX JOKYMEHTOB, IOBTOPHO
pa3zpaboTaHHBIX (MTOJIMTUKA B O0OJIACTHM KadyecTBa W Jp.) WIM YK€ JACHCTBYIOUIMX B YUPEXKIECHUU
(TTOMOXKeHMs, MHCTPYKIIMK, METOAUKH, PYKOBOJCTBA, MpaBUia U T.A.), HO OTKOPPEKTUPOBAHHBIX MPH
HEOOXOUMOCTHU B LIeJsX OoJjiee TOJHOrO y4eTa B HMX BOIPOCOB KadyecTBa, MO0 B BUJE CCHUIKM Ha 3TH
JOKYMEHTHI ¢ HHpOopMalueil 06 ux npegHasHaueHUH U KPAaTKOM COJIEPKaHHH.

6.3.3 JlokyMeHTalusi CHUCTeMbl OOeCledYeHMs] KadecTBa YUPEXACHUS JIOJDKHA MOCTOSHHO
HOJ/IEP’)KUBATHCS B pab04YeM COCTOSIHUHU; YCTApEBIUIYIO JJOKYMEHTAIUIO CIIEAYET CBOEBPEMEHHO U3bIMATh U
3aMEHSTh HOBOU.

7 Opranusanusi padoThl N0 KA4eCTBY YCJIYT B CHCTeMe o0ecleYeHusl KauyecTBa

7.1 I1o;THOMOYHSA ¥ OTBETCTBEHHOCTH MEPCOHAJIA
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7.1.1 B cucreme oOecreueHHs] KadyecTBA YUPEKACHHUS JOJDKHBI OBITh YETKO ONpeAeICHbI
IIOJTHOMOYHSI, OTBETCTBEHHOCTh U B3aMMOJICHCTBHE BCEro IMEpCOHANa YUPEXKJIEHHs, OCYLIECTBIISIIOIIEro
PYKOBOJICTBO pabOTOM, IPEAOCTABICHHE YCIYT U KOHTPOIIb IEATEIbHOCTH, BIHUSIONICH Ha KAYeCTBO YCIYT.

OT0, B IEPBYIO OYepelb, JOJKHO OTHOCHTHCS K OOCIYXHBAIOILIEMY I[E€pPCOHAIY, NEATEIbHOCTh
KOTOPOTO CBSI3aHA C BBIMOJHEHHUEM TAaKUX IMPOLEAYP, KaK BBIABICHHE MPETCH3MH M JKAN00 KIMEHTOB,
IPOBEICHUE MEPONPUATHI M0 YCTPAHEHUIO MIIM MIPEIYIPEKACHUI0 HEJOCTATKOB, KOHTPOJIb BBINOJIHEHUS
TUX MEPOIPUATHH.

7.1.2 B yupexneHuu JODKHO ObITh HA3HAUYE€HO OTBETCTBEHHOE JMIO (IIPEICTaBUTEINb
PYKOBOJICTBA) U3 YHMCJIa PYKOBOJAUTEIEH yUPEXKIEHUS, KOTOPOE HE3aBUCUMO OT JAPYTUX BO3JIO)KEHHBIX Ha
Hero oO0s3aHHOCTEH JOJKHO OTBEYaTh 3a HaJUIeKalllee BBINOJIHEHUE TpeOOBaHUM, YCTaHOBJIEHHBIX
HACTOSALIUM CTaHJapTOM, U UMETh IOJTHOMOYMSL:

- JUIst obecriedeHus pa3paboTKU CUCTEMBI 00eCIIeYeHUs] KayecTBa, €€ BHEAPEHUS U MOJIEpKaHUs B
paboueM COCTOSIHUY;

- TPEeNOCTaBICHUS OTYETOB PYKOBOJIUTENIO YUPEKAECHUS O (DYHKIMOHUPOBAHUM CHUCTEMBbI
oOecrieyeHrs KauecTBa C 1IeJIbI0 €€ aHAJIM3a U MCII0JIb30BaHMsI IIOJYyYEHHBIX PE3YJIbTAaTOB KAK OCHOBBI AJIs
JAJIbHEHMILIEro COBEPIIEHCTBOBAHUS.

7.1.3 VYwupexaeHue [TOJKHO YCTaHOBUTH MOPSAOK pa3pabOTKu (MM KOPPEKTHPOBKH, IpU
HE0OXO0/IMMOCTH), PACCMOTPEHHMsI, YTBEPXKIECHUS U BEJCHHS BCEX JIOKYMEHTOB, OTHOCSIIUXCS K CHUCTEME
oOecrnieueHrs KauecTBa, a TAKKe MOPSA0K UX MPEJOCTaBICHHUSL.

7.2 BHyTpeHHHE IPOBEPKHU CUCTEMbI KauecTBa

7.2.1 B cucreme oOecriedeHHss KayecTBa YUpPEXKJIEHUS JOJDKEH ObITh pa3paboTaH U
HOJ/IEP)KUBAaTbCSI B pabodyeM  COCTOSHHUM  HOPSAOK  HPOBEAEHUS  BHYTPEHHUX  IIPOBEPOK
(YHKIIMOHUPOBAHUSI CUCTEMBbI OOecrieueHusl KadecTBa. BHYTpeHHHE IPOBEPKU CUCTEMBI 00ECHEUYEHHUS
Ka4yecTBa YUYPEXACHUS MPOBOJAT C IENbI0 PEryIspHOM OLEeHKU ee 3()(HEKTHBHOCTH M COOTBETCTBUS
YCTaHOBJIEHHBIM TPEOOBaHUSAM, a TaKXKe JJIs MOIy4eHUs] HH(POpMalluu, HeoOX0IuMOM A1 3P PEKTUBHOTO
(YHKLIIMOHUPOBAHUS 3TOW CUCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 33 OpPraHMU3AIMIO0 U IPOBEJCHHE MPOBEPKU CHUCTEMbI OOecreueHUs
KayecTBa YUYpPEXKJIEHHUS JOJDKeH OBbITh NpEeACTaBUTENb pPYKOBOJACTBA, OTBETCTBEHHBIM 3a CHUCTEMY
o0OecrieyeHns KayecTna.

7.2.3 OTBETCTBEHHBIMHM HUCIIOJHUTEISIMU IO NPOBENEHUIO MPOBEPOK PEKOMEHIYETCs Ha3HaudaTh
pyKoBoauTeNeH moapa3aencHuii, 3(G(OEKTUBHOCTh MW KA4eCTBO JIESITEIIBHOCTH KOTOPBIX 3aBUCAT OT
KauecTBa JIEATEIbHOCTH MPOBEPSIEMBIX MTOAPA3AEIICHUN.

7.2.4 3¢bPeKTUBHOCTD CUCTEMBI 00ECTICUCHHS KaueCTBa YUPEIKICHUS ONPEACIISIOT M0 pe3ybTaTaM
€€ OLIEHOK, MOJIY4aeMbIX IIPH MPOBEPKAX.

7.2.5 B mpouecce mpoBEpKH CHUCTEMBI OOECIEUEHHs] KadecTBa YUPEXKACHUH (M €€ COCTaBHBIX
4acTel) OCYILECTBIISIOT:

- KOHTPOJIb COOTBETCTBHSI CUCTEMBI 0OecTieueHusl KayecTBa TPEOOBaHUSAM HACTOAIIETO CTaHIapTa U
JIOKYMEHTAIlM1 Ha HEE;

- QHAJIU3 U OLEHKY COCTOSHUS (PYHKIIMOHUPOBAHUS CHCTEMbI 00€CIeUYeHMs] KayecTBa B IIEJIOM U
OTJIENIbHBIX €€ COCTaBHBIX YacTeH;

- aHaJIU3 COOTBETCTBHUS MPEAOCTABISIEMBIX YCIYT TPEOOBAaHUSM HOPMATUBHBIX JTOKYMEHTOB;

- QHAJIU3 U OLIEHKY Pe3yJIbTaTOB PabOThI YUPEkKACHUS B 00JIACTH KayecTBa YCIyT;

- BBIpa0OTKY KOPPEKTHUPYIOIIUX JEHCTBUI, HAMpaBIIEHHbIX Ha YCTpAaHEHHUE HEJOCTAaTKOB,
BBIABJICHHBIX B IIpOIECCE MPEJOCTaBICHUS YCIYr, M COBEPIIEHCTBOBAHUE CHCTEMBbI OOecredeHus
KayecTBa.

7.2.6 IIpoBepKH CUCTEMBI KauecTBa YUpEKACHUN MOTYT OBITh MJIAHOBBIMU U ONIEPaTUBHBIMHU.

[leproaYHOCTD MJIAHOBBIX MPOBEPOK YCTAaHABIMBAIOT B 3aBHCHUMOCTH OT PE3yJbTaTOB aHaIN3a
KauecTBa yCIYT.

OnepaTHBHYIO IPOBEPKY CHCTEMBbI 0OECIIEUEHUs] KauecTBa WM OTJCIIBHBIX €€ COCTaBHBIX 4acTel
IPOBOJAT B CIIydae PEe3KOro YXyALICHUS MOKa3aTeNei, XapakTepu3yIoNX KOHEUHbIE Pe3yIbTaThl paboThI
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10 00ECIIeYEeHUI0 KauecTBa yCIyT, MPEJI0CTABIAEMbIX KaKUM-JIH0O0 MOApa3AeICHUEM UIIH YUPEKIECHUEM B
LIEJIOM, B ClIy4ae OLEHKU 3()(PEKTHBHOCTU KOPPEKTUPYIOIIMX NEHCTBUH, a TaKkKe NPU 3HAYUTEIbHBIX
U3MEHEHUAX OpPraHU3alK pabOT M TEXHOJOTHH MPEJIOCTAaBICHUS YCIIYT, KOTOPbIE MOTYT OTPHUIATEIbHO
HOBJIUATH HA UX Ka4eCTBO.

7.2.7 Tlocne okoHYaHWs BHYTPEHHEH MpPOBEPKH €€ Pe3yibTaThl O(GOPMISIIOT B BHAE OTYETa O
COCTOSIHUM CHCTEMBl KauecTBa OOECIICYEHHUs YUPEkKAEHUS, B KOTOPOM OTPa)KalOT JaHHbIE aHAJIN3a
COOTBETCTBUS MOKA3aTeNe U pe3yabTaTOB JCSITEILHOCTH YUPEXKIECHHUS B 00IacTH 00eCieyeHns KauecTBa
IPEIOCTABIIAEMBIX YCIYT YCTAHOBIEHHBIM TPEOOBAaHUIM.

7.2.8 Pe3ynbTaThl MPOBEPOK CUCTEMBI 0OCCIICUCHHS KAaUueCTBA YUPEIKICHHUH SBISIOTCS OCHOBAHUEM
JUI pa3pabOTKU U peajin3allii MEPOIIPUATHUH 110 €€ COBEPIIEHCTBOBAHUIO, 110 Pa3pabOTKe HOBBIX METO/I0B
U CPEICTB YIPABJICHUS KAaueCTBOM IIPENOCTABISIEMBIX YCIYT, YIYYLIEHUIO COCTaBa U COJAEpIKaHMS
HOPMAaTHUBHOM JJOKYMEHTAIlUN Ha CUCTEMY OOecleueHHs KayecTBa.

7.3 IloaroroBka KaapoB

7.3.1 B yupexxaeHuH 10JKEeH ObITh pa3paboTaH, JOKYMEHTAIbHO O(GOPMIIEH M YTBEP)KIECH IUIaH
MEPOTIPHUATHIA TI0 MOATOTOBKE (00YYEHUIO, MOBBIIICHUIO KBAUTN(UKAIINH, aTTECTALIUN, CTAKUPOBKE H T.II.)
[EPCOHAIA, BHIIOJIHSIOIEr0 Pa0OThl, HEIOCPEICTBEHHO BIMSAIOIIUE HA KAYECTBO YCIYT.

7.3.2 IloarotoBkoi mepcoHana MJODKHBI OBITh OXBAad€Hbl BCE COTPYAHHUKH YUPEXKJIEHUS,
HEMOCPEACTBEHHO BIMSIONIME Ha KAUECTBO YCIIYT, BKJIOYasi pyKOBOJSLIMNA COCTaB BCEX YPOBHEH.

7.3.3 Ilpu pa3paboTke U peaM3aluy IJIAHOB MEPOIPHUSATHHI 1O MOATOTOBKE KaJPOB HEOOXOIMMO
YUUTBIBaTh TpeOOBaHUSA, M3JIOKEHHbIE B 5.2.3, Kacarolquecs Hopsiaka padoThl €O CHELHATUCTaMU
YUPEXKICHUS.

7.4 AHau3 GQyHKUMOHMPOBAHUS CHCTEeMb] KaueCTBAa PYKOBOACTBOM Y4pe:KIeHHUSs

7.4.1 Cucremy oOecnedyeHHss KadecTBa IEPUOJUYECKH JOJDKHO aHAJIM3UPOBATh PYKOBOJICTBO
YUPEXKACHUS U1 TOTO, YTOOBI MOXKHO ObUIO YOEIUTHCS B TOM, YTO OHA YJOBJIETBOPSIET MIPEABSIBIIEMBIM K
Hel TpeOoBaHMSIM U 2P PEeKTHBHA.

7.4.2 AHanu3 JOJDKEH BKIIOYaTh OLIGHKY Ppe3yJbTaTOB BHYTPEHHUX MPOBEPOK, MPOBOAMMBIX
HEINOCPEJCTBEHHO  PYKOBOJCTBOM  WJM  TNPEACTABUTENIEM  pPYKOBOJICTBA, OTBETCTBEHHBIM  3a
(YHKLIMOHUPOBAHUE CUCTEMbI 0OECTIEUEHHs KaueCTBa YUpexKACHUs.

Pe3ynbTarhl MOJOOHBIX aHANM30B CIEIYET HCIOJIb30BAaTh Ul IOATBEP)KIEHUS JOCTHIKEHUS
TpeGyemoro kadectBa 1 3p(HeKTUBHOCTH (HYHKIIMOHUPOBAHUS CUCTEMBI.

7.5 KOHTPOJIb U OLlEHKA Ka4ecTBA yCJayr

7.5.1 Tlpn KOHTpOJE M OLEHKE KadecTBa IPEJOCTABISEMBIX YUPEKACHHEM YCIYr YUpEeXkKICHUE
JIOJIKHO:

- TpOBEpATh M HJIEHTHU(PUUUPOBATH YCIYTH HA COOTBETCTBUE HOPMATHUBHBIM JIOKYMEHTaM,
peraaMeHTHPYIOIIUM UX NMPEOCTaBICHHE;

- obecreunBaTh CaMOKOHTPOJIb MEpCOHaa, MPEAOCTABISAIONIETO YCIYTH, KaK COCTaBHYIO 4acThb
nporecca KOHTPOJIS;

- o0ecrieuynBaTh MPUOPUTET KIMEHTOB B OLIEHKE KauecTBa yCIyT;

- TPaKTHKOBAaTh B YUPEXKJIECHUU PETYISAPHYIO OIEHKY CTENEHU YAOBJIETBOPEHHOCTH KIMEHTOB
yClIlyraMy ITyTeM IIPOBEJEHUS COLIUOJIOTUYECKUX OITPOCOB.

7.5.2 CpaBHEHHME OLEHOK KJIMEHTOB W MCIOJIHHUTEIEH YCIYT CIEAYeT MPOBOJWUTH IMOCTOSIHHO JJIS
TOro, 4TOOBl OIIEHUTh COBMECTHMOCTh JBYX Me€p MX KadecTBa, MPOBECTH (IpU HEOOXOIUMOCTH)
KOPPEKTUPYIOIME JNEeUCTBUS U OIpPENEIUTbh, HACKOJIBKO JESATENIbHOCTh WCIIOJHUTENEH YCIyr OTBedaeT
HOTPEeOHOCTSAM U 3alpocaM KIIMEHTOB.

bubauorpagus

[1] 3axon Poccuiickoit deneparuu ot 7 pespans 1992 r. N 2300-1 "O 3amute npaB norpedbureneit”

18.05.20222 Cucrema 'APAHT 9/9


http://internet.garant.ru/document/redirect/10106035/0

