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Mpeancnosue

1 PaspabotaH PeaepanbHbiM TFOCYAAPCTBEHHbIM YHUTAPHBIM NPeanpuaTMeM "POCCUMIACKMIA HayYHO-TEXHUYECKAI LIEHTP
WHEOpMAaLMM No CTaHaapTU3aLmMmu, MeTponorum u ouexke cootsetctans” (YN "CTAHOAPTUHOOPM")

2 BHeceH TexHuuyeckum komuteToM no ctaHaapTusauum TK 406 "CoumnansHoe obcnyxmBaHue HaceneHus"

3 YTeepxpaeH u BeeaeH B gencteue [Npukasom PegepanbHOrO areHTCTBa MO TEXHUYECKOMY PEryNMpOBaHMI0 W METPONorn oT
11 aBrycta 2020 r. N 495-cT

4 BzameH 'OCT P 52497-2005

5 B HacToslLem cTaHgapTe peanv3oBaHbl HOPMbI:

a) eaepanbHbIx 3akoHoB Poccuiickoit ®egepavun:

- 0T 28 pexabps 2013 r. N 442-03 "06 ocHoBax coumansHoro obenyxueanmus rpaxaaH B Poceuiickon ®egepaumn’;

- o1 29 nioHst 2015 1. N 162-3 "O craHpapTu3aumm B Poccuiickoin ®egepauun”;

6) 3akona Poccuiickon ®egepauum ot 7 chepans 1992 r. N 2300-1 "O 3awmte npas notpebuteneir”;

B) noctaHoBneHus lNpasutensctea Poccuitckon ®egepaumn ot 2 cespans 1998 r. N 113 "O HekoTOpbIX MepaXx, HanpaBneHHbIX
Ha COBEPLLEHCTBOBAHME CUCTEM 0DECneYeHns kavecTBa NpoayKLMK 1 yenyr"

1 O6nacTb npuMeHeHus

Hacroswwmit ctaHpapT ycTaHaBnuBaeT TpeboBaHMs K cucteme obecreveHWs KadvecTBa YupexaeHuil, NpeaoCTaBMSIOLLMX
couuanbHble ycrnyrv (aanee - yCnyri) pasnuiHbIM KaTeropusM rpaxaiaH, HyxaaloLLmxcs B COLManbHON NOMOLLM, B MOBLILIEHUM COCTOSIHUSA
3aLUMLLEHHOCTW OT Yrpo3 HapYLLEHWUS UX XKM3HEHHO BaXHbIX MHTEPECOB, NpaB M CBODBOA, B YNyYLLEHWM YCIOBUA UX XM3HELEeATENbHOCTH U
PacLUIMPEHUM UX BO3MOXHOCTEN CaMOCTOSATENbHO 06ecneynBaTb CBOM OCHOBHbIE KU3HEHHbIE MOTPEBHOCTM 1 NOBbIWATL BNarococTosHMe
(manee - KnueHTHI).

Hacroswwmit cTaHgapT paspaboTaH € Lienblo ero MCMomb3oBaHWs B kadyecTBe 6a3oBo HOPMaTUBHOM OCHOBbI MpW pa3paboTke
cuctem obecneyeHus KayecTBa KOHKPETHbIX YYPEXOEeHUI MPUMEHUTENBHO K Creunduke ux 4esTensHOCTH.

PaspaboTka ydpexgeHuem cucTembl obecreyeHnss kadyecTBa NpefoCTaBMsieMblX WM YCryr, OTBevaiolen TpeboBaHusaM
HacTosllero craHaapta, OyAeT AeMOHCTPMPOBAaTb OCBEAOMIEHHOCTb YYpexaeHns O ero 06s3aTenscTBax M MPUBEPXKEHHOCTM
YAOBMNETBOPEHWIO NOTPEOHOCTEA M OXMAAHMIA KMMEHTOB M 3aWHTEPECOBaHHbIX CTOPOH, a Takke CrnocobCTBOBaTb AOCTUKEHMIO
YAOBNETBOPEHHOCTY €ro yCryramu.

2 HopmaTtuBHble CCbIIKU

B HacTosiLyem cTaHaapTe UCMoMnb3oBaHbl HOPMATUBHBIE CChINKM Ha CeayIoLLmMe CTaHgapTbl:

FOCT P 50646 Ycnyru HaceneHuto. TepMuHbl U onpedeneHns

FOCT P 50691 Ycnyrv Hacenenuto. Mogenb cuctembl 0becneyeHns kauecTsa ycnyr

FOCT P 52142 CoumanbHoe obcnyxusaHne Hacenenus. KauecTtBo coumanbHbix yenyr. ObLime nonoxeHus

FOCT P 52143 CoumansHoe o6cnyxuBaHmne HaceneHusi. OCHOBHbIE BLbI COLMANbHBIX YCAyr

FOCT P MCO 9000 Cuctembl meHepkMeHTa kayecTBa. OCHOBHbIE NONOXEHWS W ClIOBapb

FOCT P MCO 9001 Cuctembl MeHemkMeHTa kayecTBa. TpeboBaHus

FOCT P NCO 9004 MeHemxmeHT kayecTBa. KayecTBo opraHusauuu. PykoBOACTBO MO AOCTMXEHWIO YCTOMYMBOTO ycrnexa
opraHu3aumm

Mpumeyanmne - Mpu NONb30BaHNM HACTOSLLMM CTaHOApTOM LenecoobpasHo NMpoBEpUTb LENCTBME CCbIOYHbIX CTaHOapToB B
MH(OPMaLMOHHOM cucTeme 06LLero Nonb30BaHUs - Ha ouLMansHOM cante deaepanbHOro areHTCTBa Mo TEXHUYECKOMY perynmpoBaHuio U
METPONorum B ceTh IHTepHEeT unm no exerogHoMy MHGOPMALMOHHOMY YkasaTento "HaumoHanbHble cTaHaapThl”, KOTOpbIi 0ny6nnkoBaH no
COCTOSHWIO Ha 1 AHBapS TeKyLLEero roga, M o BbiMyCkaM eXeMeCSYHOro MHQOPMaLMOHHOrO ykasaTens "HauuoHarnbHble CTaHgapThl" 3a
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Tekywu rod. Ecnu 3ameHeH CCbIMOYHbIA CTaHAAPT, Ha KOTOPbIA AaHa HedaTWpOBaHHas CCbiMka, TO PEKOMEHOYETCS MCMoNb30BaTh
[ECTBYIOLLYI0 BEPCUIO 3TOTO CTaHgapTa C YYETOM BCEX BHECEHHBIX B JaHHYI0 BEPCUIO N3MEHEHUIA. Ecrin 3aMeHeH CCbINOYHbIN CTaHgapT,
Ha KOTOpbIi [aHa AaTMpOBaHHAs CCbifka, TO PEKOMEHAYETCs MCMONb30BaTb BEPCUMI0 3TOr0 CTaHAapTa C YKa3aHHbIM Bbille FOAOM
yTBEPXAEHMS (MpUHATMS). ECnn nocne yTBEpXAEHWS HACTOSLLEro cTaHgapTa B CCbINOYHbIA CTaHLAPT, HAa KOTOPLIA AaHa AaTMpOBaHHas
CCbIMKa, BHECEHO U3MEHEHWE, 3aTparuBaioLLee NONOXeHWE, Ha KOTOPOEe AaHa CCbinka, TO 3TO NOMOXEHUE PEKOMEHAYETCS NpUMeHsTs 6e3
yyeTa [aHHOro W3MeHeHusi. Ecnu CCbinouHbln cTaHgapT OTMeHeH Ge3 3ameHbl, TO MOMOXEHWe, B KOTOPOM AaHa CChiMka Ha Hero,
PEKOMEHAYETCS NPUMEHATB B YaCTu, He 3aTparvBaloLLEen 3Ty CCbINKY.

3 TepmuHbI 1 onpepenexus
B HacTosiwem ctaHpapte npumeHeHsl Tepmutbl no FTOCT P 50646 n FOCT P ACO 9000.
4 TpeGoBaHus K cucTeme 0b6ecneyYeHUs KavyecTBa yupexaeHus

4.1 TpeboBaHus Kk cucteme OBecrneyeHus KayecTBa YYPEXOEHWS YCTaHOBMEHbI HACTOALMM CTaHOApPTOM B COOTBETCTBMM C
nonoxeHusMu ®eaepanbHbix 3akoHOB Poccuiickon ®eaepauun n noctaHoBneHueM lNpasutensctea Poccuiickon ®egepaumny, ykasaHHbIMK
B npeancrnoBuy, a Take nonoxenusim FOCT P 50691, FTOCT P 52142, FTOCT P 52143, TOCT P MCO 9000, FOCT P MCO 9001 nrOCT P
NCO 9004.

4.2 Tlog cuctemol obecreyeHus KayecTBa Y4YpeXAEHUS MOHUMAKOT COBOKYMHOCTb €0 OPraHu3auyMOHHOM CTPYKTYpbl (C
pacnpegeneHneM OTBETCTBEHHOCTW COTPYOHWKOB 3@ KayecTBO YCMyr), npasur, METOA0B ObecneveHus kayecTBa YCnyr, MpoLeccoB
NPEenoCTaBMneHNs YCNyr, PEeCypcoB Yy4YpexmgeHus (MOACKMX, MaTepuanbHO-TEXHUYECKUX, WH(OPMALMOHHBIX M Ap.), rapaHTUpyloLled
OCYLLIECTBMIEHNE aAMWUHICTPATUBHOIO PYKOBOACTBA KAYECTBOM YCITT.

4.3 Cucremy obecreyeHus KayecTBa YYpPEXOEHWS CO3[al0T AnA AOCTWXKEHWS W NOAAEPXKaHWS YPOBHSA KavyecTBa YCMyr,
COOTBETCTBYIOLLErO NpeabsaBIsSeMbIM K Hemy TpeboBaHNAM.

4.4 Cuctema obecneyeHns KayecTBa YYPEXOEHUS OOMKHA SBNATbCS HEOTbEMIIEMOM YacTbio ODLLe CUCTeMbl ynpaBneHns
BEATENbHOCTBIO YYPEXAEHUS N0 NPefOCTaBNEHMIO YCIT.

4.5 Cuctema obecneyeHns kayeCTea yupexoeHus npedHasHaveHa 4ns co3faHus HeobXOAWMbIX YCMOBWMA rapaHTUPOBAHHOIO
YAOBMNETBOPEHUS 3aKOHHbIX 3anpOCOB W MOTPEOHOCTEN KNMEHTOB, MOBbLILLEHNS 3MEKTUBHOCTM W KAYECTBA YCMyr Ha BCEX CTagMsX WX
NpeaocTaBneHus ¢ Lienbio NpeaynpexaeHns BO3MOXHbIX OTKMOHEHWUA OT 3aAaHHbIX TpeboBaHuii K 3TuM ycnyram, obecneyeHns penyTtauum
YUPEXOEHNS KaK HAAEXKHOrO M OTBETCTBEHHOTO UCMOMHUTENS YCAYT.

4.6 OCHOBHbIMM 3afjayami, Ha peLLeHWe KOTOpbIX AOMkHA ObiTb HanpaeneHa cuctema obecneveHns kauyecTa YYpexaeHus,
ABASIOTCH:

- ocylecTBneHue 3PGEKTUBHOTO KOHTPOMS 33 TEXHWUYECKMMM, OPraHW3aLMOHHBIMU M ApyruMK hakTopamy, BAMSIOWMMU Ha
kauecTBO NpeaoCTaBNAEMbIX YCIIyT;

- NPefoTBpPaLLEHMe UNK YCTpaHeHue NioBbix HECOOTBETCTBUIA Ka4eCcTBa YCMyr NPEAbABNAEMbIM K HUM TpeBOBaHUAM;

- obecneyeHme CTabunbHOMO YPOBHS KayecTsa yCryr;

- peleHve Jpyrvx 3agay, OTpaxalowmx Crneuuduky OesTenbHOCTM YYPEXAEHUA U MOTyWMX NOBAMATb Ha KavyecTBo
npeaocTaBnsemblx ycryr.

4.7 Pa3paboTka 1 (byHKUMOHMPOBaHME CuCTEMbl 0BECreyeHns KauecTBa yupexaeHns OOMmkHbl 6a3npoBaThca Ha criedytoLwmx
OCHOBHbIX MPUHLMNAX:

- Ha NpUOPUTETHOCTU TpeboBaHWiA (3aNpocoB) KnneHTa no obecneyeHmnio kavecTBa ycnyr, TOo ecTb 0BecneyeHns yBepeHHOCTU B
TOM, 4TO 3T TpeboBaHus (3anpocsl) byayT NONHOCTLI0 peanu3oBaHbl NpU NPeAOCTaBNEHUN YCyT;

- npegynpexgeHusx npobnem kavectBa ycnyr, TO ecTb ODecrneyeHus yBEpeHHOCTM B TOM, 4YTO 3TM npobrnemsl GymyTt
npeaynpexaaThCs, a He BbISBNATLCS M pa3peLlaTbes Nocne UX BO3HUKHOBEHMS;

- coBMIOaEHNM NOMNOXEHWI HOPMATUBHBIX LOKYMEHTOB, pernameHTupytowmx TpeboBaHns K ycnyram, nopsiaky W npasunaM mx
npefocTaBnexuns;

- 06eCMeYEHHOCTN YYPEXAEHNS COOTBETCTBYHIOLLMMM FIOACKAMM, MaTEpPUanbHO-TEXHUYECKAMM U OpyrMmM pecypcami (6a3oBoi 1
onepaTUBHOM MH(OPMALMEN, TEXHNYECKON AOKYMEHTaLMEN, TEXHUYECKUMM CPeaCTBamMU, AaHHBIMW O pe3ynbTaTax NPesoCcTaBieHns yeryr
11 MX KOHTPOIS, UTOrax OLIEHKW Ka4ecTBa u ap.);

- YeTKOM pacrnpegeneHn MOMHOMOYMA U OTBETCTBEHHOCTM NepcoHana 3a ero AesTeNnbHOCTb MO MPEeLOCTaBMEHWIO YCIyr,
BMUSIOLLYIO0 Ha 0becneyeHne ux kavecTsa;

- NINYHON OTBETCTBEHHOCTW PYKOBOLCTBA YYPEXAEHNS 32 Ka4eCTBO NPeoCTaBnsieMblX YCNyr, pa3paboTky, BHeAPEHUE U KOHTPOMb
3 deKkTMBHOCTM cUCTEMbI 0BECneyeHns kauecTsa, 3a onpegeneHue nonuTUkM B 0brnacTv kavecTBa, OpraHu3aumio 1 obluee pykoBOACTBO
pabotamu no obecneyeHmio ka4ecTsa;

- 0BecneyeHnmn NMYHON OTBETCTBEHHOCTH KaXKAOrO UCMONHUTENS 3@ Ka4eCTBO YCMYr B COYETaHWUM C MaTepuanbHbIM 1 MOparbHbIM
CTMMYNMPOBaHMEM Ka4yecTBa;

- BOKyMeHTarnbHOM 0ChOpMMEHNN NpaBuI M METOZOB 0DEeCTeyeHs kayecTBa yCnyr;

- obecneyeHnn NOHMMaHUs BCEMU COTPYAHUKaMK yupexaeHns TpebosaHnin cucTeMbl obecneyermns kayecTsa, NpeabsBseMbIX K
nonuTuke B 0BnacTu kayecTsa.

5 OCHOBHbIe (haKTOpbI, BIUAIOLME HA KA4eCTBO YCNYT, U NOPSAOK UX UCMONb30BaHUA NpU (hOPMUPOBAHUN CUCTEMBI
obecneyeHns KauyecTBa yupexaeHuin
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5.1 Tlpn hopmMMPOBaHUM CUCTEMbI KauyecTBa YYpPEXAEHU (Mpu OmpedeneHun MONMTUKA yupexaeHus B obnacTu kayecTsa,
pa3paboTky AOKYMEHTaUUU cUCTeMbl 0BecneyeHmnst kayecTea, opraHu3alm paboT no kavyecTBy) HeOOXOAMMO YuMUTbIBATL Psg (PaKTOPOB
Pa3nUYHOTO XapakTepa, KOTOpble B 3HAYMTENBHON MEpE BIWSIOT Ha Ka4yeCTBO NMPEAOCTaBASEMbIX YCIYT.

MMpaBunbHbIA yYeT 3TUX (haKTOPOB, MX UCMONb30BaHWE Npu pa3paboTke COOTBETCTBYIOLMX AOKYMEHTOB CUCTEMbI 0BECneYeHus
kauyecTBa 1 B NPaKTUYECKOW AEATENBHOCTM yupexaeHus ByayT cnocobCTBOBaTh MOBbILLEHUIO KAYECTBA NPEAOCTABNAEMbIX YCIYT.

5.2 OCHOBHbIMM (haKTOpaMu SBNAKOTCS:

- Hann41e 1 COCTOSIHME JOKyMEHTaLW, B COOTBETCTBUM C KOTOPOI (OYHKLIMOHMPYET YYpeXaEeHe;

- YCIOBUS Pa3MELLEHMUS YIPEXOEHNS;

- YKOMMMEKTOBAHHOCTb YUYPEXAEHUS CeLmanicTamm u nx Ksanudukawms;

- CneumanbHoe 1 TabenbHOe TEXHUYECKOe OCHaLLEeHWe yupexaeHus (obopynosaHue, npubopsbl, annapatypa u T.4.);

- COCTOsIHME MHEpopMaLMK 0B yupexaeHUn, NOPSAKEe U NpaBuUnax NpeLocTaBneHus YCyr KeHTam;

- Hann4e nopsigka NPOBELEHNS BHYTPEHHUX NPOBEPOK (DyHKLMOHNPOBAHWS CUCTEMBI.

5.2.1 B coctaB [JOKyMEHTaLMM LOIKHbI BXOAWT:

- YcTtaB (moroxeHue) yypexaeHMs, BKMOvalWMA B cebs cBegeHWst O MpedHasHauyeHu YYpexXaeHus, nopsigke ero
(hOpMMPOBaHNS, COAEPXaHUN, PeOpraHu3aLyW, CBEAeHNS 00 OCHOBHbIX 3aJayax ero AesTenbHOCTW, KaTeropusx oBCmyKuBaeMbix nuL,
NOpsOKE M YCIIOBUSAX 3a4MCNEHNS Ha 0OCNYXMBAHWE, O CTPYKTYPHbIX NOAPa3LeneHusIX 1 UX OCHOBHBIX 3ajayax, cBegeHns o6 obbeme u
nopsiaKe NpesoCcTaBeHUs UMW YCAYT U O APYIUX OPraHU3aLMOHHBIX U TEXHUYECKMX 3adadax u Temax;

- MOMNOXeEHUs1 O CTPYKTYPHBIX MOLAPA3AENEHNAX YUPEXKOEHMUS, COLepKalne CBEAEHNS O KaTeropusix rpaxaaH, obCcnyxvBaeMbix
TEM WM WHbIM MOLPA3AENeHNeM, CTOAWMX Mepen HUM 3ajadvax, Cpokax W YCnoBusix OOCHYyXMBaHWS rpaxhaH, CBedeHus o
LONONHUTENbHBIX AOKYMEHTaX, HEOOXOAMMBIX AN 3a4ncrneHns Ha obCnyxuBaHue B JaHHOE nofpasfeneHue, CBeAeHUs O KONMN4ecTBe
COTPYAHMKOB NOAPA3AENEHNs, MX OCHOBHBIX 00S3aHHOCTAX U T.4.;

- PYKOBOLCTBA, CryebHble MHCTPYKLMW, NpaBuna, METOAWKW TEXHOMOMMIA, NpeaHa3HaYEeHHbIE ANs PErNamMeHTUPOBaHNS npoLecca
NpeLoCTaBMNEHNs YCIyr, OnpeaenieHns MeToaoB (CnocoboB) UX MPEAOCTABMEHNS U KOHTPONS, @ TakKe ANs COBEpLUEHCTBOBaHNS paboTbl
yYpexaeHus;

- 0OKyMeHTauus Ha obopydosaHue, npubopbl W annapatypy, cnocobeTsylowas obecneveHnto ux HopmanbHoW 1 BesonacHom
aKcnnyarauum, obCnyxueanns u nogaepxanns B pabotocnocobHOM COCTOSHMY;

- HauuoHanbHble CTaHAAPTbl, COCTABMSIOWME HOPMATWUBHYID OCHOBY MPaKTUYECKoM paboTbl yupexaeHns B obnactu
NPefoCTaBNAEMbIX KIMEHTAM COLMANbHbIX YCAYT;

- CreupanbHblii KOMMIEKT [OKYMEHTOB, MpeAcTaBnstowmii coboil [OKyMeHTanbHoe OgopMIIeHNe CUCTEMbI OOecrneYeHms
kayecTsa yupexaeHns (cM. pasgen 6).

B 3aBUCMMOCTM OT TOrO, HAaCKOMbKO KA4YECTBEHHO COCTABIEHbI BbILLENEPEYNCIIEHHBIE JOKYMEHTbI 1 KBANMMULMPOBAHHO 1 YETKO
U3NOXeHbl B HUX 00S3aHHOCTW, NpaBa, MOPSAOK BLINOMHEHWS Pa3nMuYHbIX MPOLEAyp NpU NpemoCTaBMeHWM YCAyr, Apyrue yHKLuM
nepcoHana, 3aBucuT 3 deKTUBHOCTb paboThbl YUPEXEHUS U Ka4ECTBO NPEAOCTABNSEMbIX UM YCAYT.

Yka3aHHble [JOKyMeHTbl AOMKHbI COCTaBNATb OCHOBY AOKYMEHTALMW CUCTEMBbI 0BecreveHuns kayecTBa yupexaerus. Mpuyem B
npouecce opMUpOBaHUS cucTEMbl ODECmeYeHns kayectBa OHW MOryT ObiTb NpU HeoOXOAMMOCTW OTKOPPEKTUPOBaHbl C LiEMbio
NPMBELEHNS UX COAEPXaHWs B COOTBETCTBME C TpeboBaHMAMM, NPESbsBISEMbIMA K HUM Kak K 4YacTW [LOKYMEHTauuu CUCTEMbI
obecneyeHus kayectsa.

5.2.2 YcnoBusi pasmelLeHns yupexaeHusi, obecneumsarowiye ero apekTuBHY0 paboTy, 4OMmKHbI BbITb CrieayoLLuMu:

- YYPEXKIEHME W €70 CTPYKTYPHbIE NOAPA3LeNeHns AOIMKHbI ObITb pasMeLLeHbl B CneumanbHo NpegHasHaqyeHHOM(bIX) 30aHNU(SIX)
UMW MOMELLEHMSX, AOCTYMHbIX AN BCEX KaTeropuit 06CnyMBaeMbIX rpaxzaaH, B TOM Yucre AN MHBANMZOB W OPYrX ManomobunbHbIX
rpynn HaceneHus. MomelleHns JomxHbl ObiTb oBecrneyeHsl BCEMW CpeacTBaMi KOMMYHarbHO-ObITOBOrO 0BCnyxmBaHWS, TenedOHHON
CBA3bI0 U UHTEpHETOM;

- N0 pas3MepaMm W COCTOSHUIO MOMELLEHUS OOMKHbI OTBeYaTb TPeOOBaHWAM CaAHUTAPHO-TUTMEHWYECKMX HOPM U NpaBun,
Be3onacHoCTW Tpyaa M JOMKHbI ObITh 3aLMLLEHbI OT BO3AENCTBUS (DAKTOPOB, OTPULIATENBHO BIMAOWMX HA Ka4yeCTBO NPeAOCTaBnseMbIX
ycnyr (NOBbILLEHHBIX TEMMNEPATYpPbl BO3AYyXa, BNAXHOCTU BO3AYXa, 3anbIIEHHOCTM, 3ara3oBaHHOCTH, LWyMa, Bubpauuv 1 T1.4.);

- nnowagb, 3aHMMaemas YypexgeHuem, OomkHa obecneuuBaTb HOPManbHOE pa3MeLieHVe MepcoHana, KIMEeHTOB U
NpefocTaBneHne UM yCryr.

B cBssn ¢ atum npu paspaboTke cucTeMbl 0DECreveHnst KayecTBa YYPexXAeHWs OOMKHbl ObiTb MpegycMOTPeHbl MepbI,
HanpaBneHHble Ha Co3aaHue UNW NOLAEPKaHNE YNOMSHYTBIX YCIIOBUIA, @ Npy HEOOXOAMMOCTH - M BO3MOXHOCTU Ha X YNyYLUEHNE.

5.2.3 Bonpockl YKOMMIEKTOBAHHOCTW YYPEXAEHUS CreumanucTaMm n ux KBanudukaumm Takke [OMKHbI HaWTW OTPaXeHue B
cucteme 0becneyeHns ka4yecTBa - OBHOM 13 BaXKHENLUMX (haKTOPOB, BIMSIIOLLMX Ha KAYECTBO YCIIT.

B uncnie chakTopos, Noanexallux peLieHunio B paMkax cucTeMbl 06ecneyeHmns kauyecTea, MoryT ObITb:

- MOMHas YKOMMIIEKTOBAHHOCTb YYPEXAEHUS HEOOX04NMbIMM CELMancTammn B COOTBETCTBUM CO LITATHBIM PacnmcaHueM;

- nopbop CneuuranucToB ¢ COOTBETCTBYHOLMM 06pa3oBaHmeM, kBanudmkaLmen, NpogheccuoHanbHoi NOATrOTOBKOM, obnagatowmx
3HAHUSIMM U OMbITOM, HEOBXOAUMBIMW ANS BbIMONHEHUS! BO3MOXEHHBIX HA HUX 0DA3aHHOCTEN; NOCTOSHHOE MOBLILLEHWE UX KBanUduKaLmm
nyTem o0y4eHMs Ha Kypcax NepenoaroTOBKM W NOBbILIEHUS KBaniuKaLumM UM MHBIMK cnocobamu;

- YyeTKoe pacnpepeneHve 0BSA3aHHOCTEN CMeuwanucToB, W3MOXEHHBIX B AOIMKHOCTHbIX WHCTPYKUMSX, METOAWKaX W OpYrux
BOKYMEHTaX, PerfaMeHTUpyIoLWmx ux 0653aHHOCTY, NpaBa 1 OTBETCTBEHHOCTD;

- obsi3aTenbHas aTTecTauys CneLmaniucToB B YCTaHOBMEHHOM NOPSAKE;

- BOCTMTaHWe Yy BCEX COTPYAHMKOB YUPEXKAEHUS BbICOKUX MOPambHbIX U MOPaNbHO-3TUYECKNX Ka4ecTB, YyBCTBA OTBETCTBEHHOCTY
1 HeobXoauMOCTU PYKOBOLACTBOBATLCA B CBOEW paboTe C KIMEHTaMM MPUHLMNAMUA TYMaHHOCTM, CMpaBefvBOCTH, OBBLEKTUBHOCTM W
BoBpoxenaTenbHOCTM, yYNTbIBAS NX (PU3NYECKOE W MCUXNYECKOE COCTOSHUE;

- MPVHATUE MEP K HEJOMYLLEHWIO pa3rnalleHnst COTPYAHUKaMU YYPEXAEHNS CBEOEeHUI TMYHOMO XapaKkTepa O KIMeHTax, Tak Kak
3TW CBEAEHWS COCTaBMAIOT CyXebHY0 TalHy W 3a WX pasralleHne BUHOBHbIE HECYT OTBETCTBEHHOCTb B MOPSLKE, YCTAHOBMEHHOM
3akoHoaatenbcTBoM Poccuiickon defepatiuu.



524 [ng ka4yeCTBEHHOrO NPEeLOCTABMNEHUA YCIYr YYPeXAeHWe [OMKHO ObiTb OCHALLEHO CcreunanbHbiM M TabemnbHbIM
obopygoBaHuem, annapaTypon 1 npubopamu, oTBevalLLMMK TpeboBaHNAM COOTBETCTBYHOLMX CTAHAAPTOB, TEXHNYECKNX YCIOBUIA, APYTUX
HOpMaTWBHbIX JOKYMEHTOB 1 0BecneynBaloLLMMK Haaexallee ka4yecTBo NPeAoCTaBNSEMbIX YCIT.

B cBSA31 € 3TM B cUCTEME Ka4eCTBa yYpexaeHUs 4OMKHbI BbiTb NpesyCMOTPEHbI MEPONPUATUS, HaNPaBEeHHbIE Ha TO, YTOBbI:

- obopynosaHue, npubopbl U annapaTtypa UCMOMb30BANNCL CTPOTO MO HA3HAYEHMIO B COOTBETCTBUM C JOKYMEHTALMen Ha ux
(OYHKLMOHMPOBAHWE 1 JKCMIyaTaLuio, COOEepXKanuch B TEXHUYECKU UCMIPABHOM COCTOSHWM, KOTOPOE [OSMKHO CUCTEMATUYECKN NPOBEPSATLCS;

- HeucrnpaBHoe obopygoBaHue, npubopbl W annapaTtypa, Aalolne npu paboTe COMHUTENbHBIE Pe3ynbTaTbl, CBOEBPEMEHHO
CHUMAanMCb C 3KCMIyaTaLum, 3aMeHsIIUCb UM PEMOHTMPOBANMUCH (ECAIM OHM MOANEXAT PEMOHTY), @ MPUrOAHOCTb OTPEMOHTUPOBAHHbIX
noaTeepXanach 1X NpoBEPKON.

5.2.5 lNonHoe M QOCTOBEpPHOE NPEeAOCTaBNEHNe MHGOPMALMK, NPEXAE BCEro KNWEeHTaM, JOMKHO SIBNSTHCS COCTABHOW YacTbio
cucTeMbl 0BecneveHns kayecTBa yuYpexaeHns, Tak kak 6e3 npaBunbHO OPraHM30BaHHOTO MHAOPMALMOHHOTO MPOLECCa HEBO3MOXHO
obecneynTb KauecTBO NPeJOCTaBNSEMbIX YCIYr, COOTBETCTBYIOLLEE 3anpocaMm U HyKaaM KIMEHTOB.

CocTosiHne nHopmaummn 06 yupexaeHnn 1 npasunax npegoCTaBeHNs UM YCITyr JOMKHO COOTBETCTBOBaTbL TpeboBaHusm [1].

B gokymeHTauuu cuctembl oBecreveHust KayecTBa YYpekdeHUi U3NOXeHWe WHGOpMauuu AOMKHO OTBEYaTb CredyLWuMm
TpeboBaHusaM:

a) yupexaeHue 0653aHO AOBOAMTL A0 rPaXaaH CBOE HaMEHOBaHWe W MECTOHaXOXAeHue NobbiM cnocoboM, NpeayCMOTPEHHBIM
3akoHogatenbcTBoM Poccuiickon Pegepaunn, npesocTaBnsTs no TpeboBaHNio KNMEHTOB He0OX0AMMYIO 1 JOCTOBEPHYH MHGOPMALMIO O
BbIMOMHAEMbIX YCyrax, NO3BOMSIOLLYI0 UM CaenaTb KOMNETEHTHbIN BbIOOP;

6) coctas nHopmaumm 06 ycnyrax (B CoOTBETCTBIM C [1]) AOIMKEH BKMtoyaTh B cebs:

- NepeyYeHb OCHOBHbIX YCAYr, NPeA0CTaBNSEMbIX YUPEXOEHNEM,

- XapaKTepuUCTUKY Kaxaoi ycnyri, obnacTb ee NpeLoCTaBNeHUs 1 3aTpaThbl BPEMEHM Ha €€ NPeaocTaBneHue,

- B3aMMOCBSI3b MEXQY Ka4eCTBOM YCIyru, YCHOBUSMI €€ NPeAOoCTaBMAEHNs U CTOMMOCTbIO (Mpu HeoBxoanmocTu),

- BO3MOXXHOCTb NOJTy4EHUs OLIEHKM Ka4eCTBa YCMyr CO CTOPOHbI KNMEHTA,

- YCTaHOBMEHWE B3aUMOCBA3N MEXAY NPEANOXEHHON YCIYrol 1 peanbHbIM1 NOTPEBHOCTAMM KITMEHTA,

- npaBuna v ycnoswus 3¢hhekTMBHOrO M 6e30MacHOro MCNONbL30BaHNS YCIyT,

- rapaHTUiHble 0053aTenbCTBA YUPEKAEHUS - UCTIONHUTENS YCNYT;

B) WHopMaums AOrmkHa ObiTb [OCTOBEPHOW M MomnHoW. Ecnu npenocTaBneHue He[OCTOBEPHOW MM HEAOCTATOMHO MOMHON
WHopmaumm o6 ycnyre nOBNEKNo 3a CODOM MPUYMHEHWE Bpeda JKW3HM, 300POBBID WM WMYLLECTBY KnWeHTa (BcrencTsue
NPOW3BOLCTBEHHbIX, PELENTYPHbIX U WHbIX HEJOCTATKOB YCIyru), OH BMpaBe MPeAbsBUTb YYPeXAeHWo TpeboBaHWS O BO3MELLEHWM
NPUYMHEHHOTO Bpeaa.

6 .uoxymeHTaanoe oq)opmnel-me cucTeMbl obGecneyeHns kauecTsa

6.1 Cuctemy obecneyeHnst kayectBa OGOPMNSOT B BUAE KOMMNEKTa AOKYMEHTOB (PYKOBOACTB, MOMOXEHMIA, WHCTPYKLMA,
MeTOAMK W T.0.), B KOTOPbIX YCTaHaBNMBaKT TpeboBaHNA K cucTeMe ODECNeYEHNs KayecTBa YYPEXOEHUS B LIENOM W K e COCTaBHbIM
4acTsM, ykasaHHbIM B 4.2.

CteneHb JOKYMEHTMPOBAHHOCTU CUCTEMbI 06ECMEUEHNS KaueCTBa PasfNYHbIX YUPEXKAEHNN MOXET OTNMYATLCS B 3aBUCUMOCTMY:

- OT pa3mepa W NMpefHa3HAYeHWs YYpexaeHus, xapaktepa u obbema NpesocTaBnseEMbIX YCIyr, KaTeropuin 06CnyxmBaemoro
HaceneHus:;

- CIIOXHOCTY npoLecca no NpejoCcTaBneHunto yenyr;

- KOMNETEHLMM NepcoHana yupexaeHus.

[okymeHTauus moxeT BbiTb M060i opMbl 1 Ha NOBOM HocuTene.

6.2 [okymeHTaumio cucteMbl obecneyeHnss kayectBa crnegyet 0OpMNnsATb Kak COCTABHY 4YacTb BCEM OOKyMEHTaLuu
yypexneHus 1 yTBepxaaTh B YCTAHOBIEHHOM MOPSIAKE.

6.3 OCHOBHbIM [OKYMEHTOM CHUCTEMbI 0DECTEYEHUS KAaYECTBA YUPEXAEHNS ABMAETCS PYKOBOLCTBO MO KA4eCTBY.

B Hem uanaratoT obLyee onucaHne cuctembl 0BeCneyeHns KauyecTBa NPUMEHUTENBHO K KOHKPETHOMY YUPEXOEHNH, PAaSbACHAT
MONUTUKY YuYpexaeHus B 00nacTi kKayecTea, OTpaxatoT OpPraHM3aLMOHHY0 CTPYKTYPY CUCTEMBbI 0OeCcneyeHms kayecTBa, 3agayun v yHKLum
nogpasaeneHuit n eyt yupexaeHust B 00nactu kauecTea, NPUBOASAT CBELEHWS O KOMMIEKTE [JOKYMEHTOB BCEX YPOBHEN, COCTABMAKLLMX
HOpPMaTWBHO-METOAMYECKYH0 Ba3y cucTeMbl 0DecnedeHmst Ka4ecTBa, YCTaHaBMMBAKOT NOPSZAOK BHEAPEHUS, (PYHKLIMOHMPOBAHMS W KOHTPONS
cucTeMbl 0becneveHns KayecTsa.

6.3.1 MonuTuka B 06nacTv kayecTsa [OMKHA YCTaHABNMBATL OCHOBHbIE LiENK, 3aayu U NpUHLMNbLI SesTENbHOCTY YIPEXaeH!s B
obnacTu ka4ecTsa, AOKYMEHTANbHO OPOPMMEHHbIE W MPUHSATLIE K 00513aTENBHOMY BbINOITHEHMIO B YUPEXOEHNN.

6.3.1.1 Llenm nonuTukn B 06nacTu kayecTBa SOMKHbI OTpaxaTb CreayHoLLme BONpoCh!:

- obecneyeHmne NOCTOSHHOTO YI0BNETBOPEHUS KITMEHTOB NPEA0CTABNSAEMbIMU YCIyramu;

- MOBbILUEHWE KayecTBa ycnyr 1 3dhheKTUBHOCTU (Pe3ynbTaTUBHOCTM) UX NPefoCTaBNeHUs;

- NPUHSATHE NPOUNAKTUYECKIX MEP MO NPELYNPEXAEHNIO UMK YPEryNIMPOBAHMIO MPETEH3NIA U Xanob KNMEHTOB;

- POYMe BOMPOCHI, OTPaXaKLLME CNELMMUKY AEATENBHOCTY YUPEXAEHNS.

CopepxaHue OCHOBHbIX 3adav M MPUHLMMOB AESTENIbHOCTM YupeaeHWs B obrnactu kadvectBa npueedeHo B 4.6 u 4.7
COOTBETCTBEHHO.

6.3.1.2 Hapagy ¢ nogpobHbiM M3nOXeHWeM Lene, 3agad M NpUHLMNOB B PYKOBOLACTBE MO KAveCTBY AOMKHbl BbITb YETKO
onpeaeneHsl 1 chopMynupoBaHbl NOPSAOK 1 CNocobbl (METOAbI) UX peanuaaLn.

6.3.1.3 OTBETCTBEHHOCTb 3@ NONUTUKY B 00NACTV Ka4ecTBa HECET PYKOBOAUTESb YUPEXAEHUS.

PykoBoguTenb yupexaeHnst JomkeH 00ecneunTb pasbsCHEHWE W [OBEAEHWE 3TOW MONMUTWKM 4O CBEAEHMs BCEro NepcoHana
YUPEXAEHUs, YETKO OMNpeaenuTb MOMHOMOYMS, OTBETCTBEHHOCTb W MOPSAOK B3aUMOLEACTBUS BCEr0 NepcoHana YyyYpexaeHus,



OCYLLIECTBIIAIOLLErO PYKOBOACTBO, UCTIOMHEHNE YCITYT N KOHTPOMb AEATENBHOCTH, BIMSIOLLEN Ha Ka4eCTBO YCIyT.

6.3.1.4 B dopmmpoBaHMM NOnNMTMKM B 06MACTW KayeCTBa AOMKHbI NPUHAMATL y4acTue BCe PYKOBOAWTENM, OCYLLECTBMSIOLME
yNpaBMeHNE YUpEXaEHVEM.

6.3.1.5 Monutuka yupexgeHus B obracTu KayecTBa [OMXHA OXBaTblBaTb BCE HAMpaBfieHUs €ro AesTenbHOCTW, OTBeYaTb
noTpebHOCTAM M 3anpocam KIMEeHTOB, CMOCOOCTBOBATb YMYULLEHWIO COLMAnbHBIX 1 3KOHOMUYECKUX NokasaTtenen yupexaeHus. Monutuka B
obrnacTu kayecTBa [JOMKHA coaepxaTb Takke 0653aTenbCTBO PYKOBOACTBA YUPEKAEHNS OCYLLECTBNATL NOCTOSHHOE YMyYLIEHWe Ka4yecTBa
0BCryX1BaHNs KNMEHTOB.

6.3.1.6 MonuTuka yupexaeHus B 0bnacTu ka4yecTea JOMKHaA BHEAPATLCS BO BCEX CTPYKTYPHbIX MOAPA3aeneHnsiX YUpexaeHns u
perynspHo NoaBepratbCs aHanu3y Ha npegMeT ee NOCTOSHHOM akTyarnbHOCTH U NPUTOLHOCTH.

6.3.1.7 Peanusauus nonutukn yupexagenns B obnactu kadecTBa AomkHa ObiTb obecneyeHa HeobxogumbiMM pecypcamu
(kagpoBbIMM, MaTEPUANBHO-TEXHUYECKUMMU, MHPOPMALIMOHHBIMI 1 Ap.).

[ns BbINOMHEHNS MPUHATON YYPEXOEHMEM NOMMTUKN B 0BMacTu kayecTa nepeq NoapasgeneHnsamMu u cnyxbamm yupexaeHus
CTaBATCSA 3afa4M Ha KOHKPETHble MNaHoBble Mepuodbl, KOTOPbIE NMPKU HEOOXOAMMOCTH CBOEBPEMEHHO YTOYHSIOTCA W KOPPEKTUPYIOTCA
PYKOBOLCTBOM YUPEXAEHNS.

6.3.1.8 B yupexzaeHumn cnegyeTt npoBoAMTL MepONpUATUS, obecneunBatoLLme NOHUMaHWe, MOAAEPKKY U peanuaaLyio NonuTMKA B
00brnacTu ka4ecTBa BCEMU COTPYAHUKAMU YYPEXTEHMS.

6.3.2 OpraHum3auoHHas CTpyKTypa cucTeMbl 0BecneyeHms kayecTsa MOXeT ObiTb NpefcTaBneHa B BUAE CxeMbl (C HeODXOLMMbIM
MOSICHEHMEM), Ha KOTOPOA [OMKHbI ObiTb 1M300paxeHbl BCe CTPYKTYpHble MOAPAa3geneHns, HEenocpencTBEHHO Yy4yacTByOLME B
npefocTaBneHNM ycnyr unu obecneymBaroLe nx NpeaocTaBneHve.

B nosicHeHun k cxeme BOImKHbI ObiTb OTPaXeHb! 3a4a4u, (YHKLMM M OTBETCTBEHHOCTb BCEX NOAPA3AeNeHuii n Cnyx6 yupexaeHus
B 06acTu kayecTBa 1 NPUBEAEHLI CBEAEHNS O JOKYMEHTAX BCEX YPOBHEN, KOTOPbIE LOMKHbI COCTABMATL HOPMATUBHO-METOAUYECKYHO Basy
cucTeMbl 06ecneyeHmns KauecTaa yupexaeHus.

CBefeHns 0 JOKyMeHTax MoryT ObiTb NpeaCcTaBneHbl B BUAE CaMUX JOKYMEHTOB, MOBTOPHO pa3paboTaHHbIX (MonuTuka B obnacty
kayectBa W Ap.) WIN YXe [ENCTBYIOLMX B YYPEXAEHUN (MOMOXKEHMS, WHCTPYKUMM, METOOMKW, PYKOBOACTBA, MpaBuna W T.4.), HO
OTKOPPEKTUPOBAHHbLIX MPK HeoBX0AMMOCTM B Lensx Gonee nomHoro yyeta B HUX BOMPOCOB KayecTBa, MO0 B BMAE CCbIMKM Ha 3T
LOKYMEHTbI C MHbopMmaLmeit 06 ux npegHasHaveHUn 1 KpaTkoM COAEPKaHu.

6.3.3 [JokymeHTaums cucteMbl 06eCneyeHns KauecTBa yupeXaeHUs AOMKHA NOCTOSHHO NOAAEPXNBATLCS B paboyeM COCTOSHMY;
YCTapeBLLYIO OKYMEHTaLWI0 CieayeT CBOEBPEMEHHO 13bIMaTh M 3aMEHSITb HOBOM.

7 OpraHu3saums paboTbl NO Ka4ecTBY YCNyr B cMCTeMe 0becneyeHmns KayecTBa

7.1 MonHOMOYMA 1 OTBETCTBEHHOCTb NepCoHana

7.1.1 B cucreme obecneyeHnst kavyecTa yupexneHust JOIMKHbI ObiTb YETKO OMpedeneHbl MONHOMOYMS, OTBETCTBEHHOCTb W
B3aMMOAENCTBAE BCEr0 MepcoHana YYpexmeHus, OCYLIECTBMSIOWEr0 PYKOBOACTBO paboTol, NpedocTaBfieHWe YCMyr W KOHTPOSb
[esATenbHOCTH, BIUAOLLEN HA KAYECTBO YCNyT.

370, B NEpPBYIO 04epeab, AOMKHO OTHOCUTLCS K 0BCIYXXMBalOLLEMY NepcoHany, AesTeNbHOCTb KOTOPOro CBS3aHa C BbIMONHEHNEM
TakUX MpOLEAYp, KaK BbISIBMIEHWE NPETEH3UA U Xanob KIMEHTOB, NPOBEEHWE MEPOMPUSTAA MO YCTPAHEHUIO MMM MPeaynpexaeHuo
HEeJoCTaTKOB, KOHTPOSb BbINOMHEHUS 3TUX MEPONPUSATUNA.

7.1.2 B yupexaeHnm 0OMKHO BbiTb HA3HAYEHO OTBETCTBEHHOE NULO (MpeacTaBuUTeNb PYKOBOACTBA) M3 YMCNa pykOBOLMTENeE
YYPEXOEHNS, KOTOPOE HE3aBMCUMO OT APYrMX BO3MOXEHHbIX Ha Hero 06si3aHHOCTEN OMKHO OTBEYAThb 3a HaAnexallee BbiMONHeHWe
TpeboBaHUiA, YyCTAHOBMEHHbIX HACTOSILLM CTAaHAAPTOM, W UMETb MOMHOMOUMS:

- ans obecneyeHmns paspaboTku cucTeMbl 0becneyeHns kKavecTBa, ee BHEAPEHUS U NoaaepKaHus B paboyem CoCTOSHWM;

- NPedoCTaBneHUst OTYETOB PYKOBOAUTENID YUPEXKOEHNS O (PYHKLMOHMPOBAHUN CUCTEMBI 0BECTeYeHNs KavecTBa C Lienblo ee
aHanu3a u Ucnonb3oBaHWs NOMYYEHHbIX PE3yNbTATOB Kak OCHOBbI 41151 AarbHEMLLEro COBEPLIEHCTBOBAHMS.

7.1.3 YupexgeHue AOMKHO YCTaHOBWUTb MOPSAZOK Pa3paboTku (UMM KOPPEKTUPOBKM, MpU HEOBXOAMMOCTM), PacCMOTPEHNS,
YTBEPXAEHMS M BEAEHUS BCEX JOKYMEHTOB, OTHOCSILLMXCS K CUCTEMe 0DecrneyeHns KayecTBa, a Takke NopsAoK WX NpefoCTaBneHus.

7.2 BHYTpeHHMe NpoBepKK CMCTEMbI Ka4ecTBa

7.2.1 B cucteme obecneveHuss kayeCTBa yupexaeHns fomkeH ObiTb paspaboTaH v NoadepkuBathcst B paboyemM COCTOSIHUM
MnopsizioK NPOBeAEHUs1 BHYTPEHHWUX MPOBEPOK (hYHKLIMOHWMPOBAHWS CUCTEMbI 0OecneyeHust kayecTBa. BHyTpeHHME npoBepkn CUCTEMBI
obecneyeHns Ka4yecTBa YUYpeXOeHWs NPOBOAAT C LENbl0 PErynsipHoi OUEHKN ee 3(DEKTUBHOCTM M COOTBETCTBUSI YCTAHOBNEHHBIM
TpeboBaHUAM, a TakKe ANs NoMyveHns nHopmaLmu, Heobxogumoit Anst 3PGEKTUBHOMO (hyHKLMOHUPOBAHUA 3TOA CUCTEMBI.

7.2.2 OTBETCTBEHHbIM NULOM 33 OPraH13aUMio U NPOBEAEHWE MPOBEPKM CUCTEMBI 0DECTIEUYEHNS KauecTBa YUPEXAEHUS JOIKEH
ObITb NpeAcTaBUTENb PYKOBOLACTBA, OTBETCTBEHHBIN 3a CUCTEMY 0DEeCreyeHNs kayecTsa.

7.2.3 OTBETCTBEHHbIMU UCMONHATENSAMM MO NPOBEJEHMI0 NPOBEPOK PEKOMEHOYETCS Ha3Ha4yaTb PYKOBOAUTENEN NoapasaeneHuit,
3(heKTUBHOCTb U KAYECTBO AEeATENbHOCTU KOTOPbIX 3aBUCAT OT KaYeCTBa AEATENbHOCTM NPOBEPSEMbIX NOApa3aeneHu.

7.2.4 JhheKTMBHOCTL CUCTEMBI 0BECNEYEHNS Ka4eCTBa YIPEXAEHNS ONPEAENSIOT N0 pe3ynbTaTam ee OLEHOK, MoMny4YaeMblx Npy
MpoBepKax.

7.2.5 B npouecce npoBepkn cucTeMbl 06eCneyeHmns kauecTBa yupexaeHni (1 ee COCTaBHbIX YacTell) OCYLLECTBAIOT:

- KOHTPOIb COOTBETCTBUS CUCTEMBI 0OECNeYeHNs kauecTBa TpebOBaHNSM HACTOSLLEro CTaHAapTa W JOKYMEHTALMK Ha Hee;

- @Hanu3 W OLEHKY COCTOSIHMS (DYHKLMOHMPOBAHUS CUCTEMbI OBecrneyeHnst kayectsa B LiENOM U OTAEMbHbIX €6 COCTaBHbIX
yacreit;

- aHanW3 CooTBETCTBUS MPEAOCTaBNAeMbIX ycryr TpeboBaHNAM HOPMATUBHBIX AOKYMEHTOB;

- aHanw3 v oLEeHKy pesynbTaToB paboTbl yupexaeHns B 06nacTu kauecTsa ycryr;

- BbIpaboTKy KOPPEKTMPYIOWMX [EUCTBUM, HamnpaBfeHHbIX Ha YCTpPaHEHWe HedoCTaTkoB, BbISBMEHHBIX B Mpouecce



NpeSoCTaBNEHMS YCITYT, U COBEPLUEHCTBOBaHWE CUCTEMbI 0DECTeYeHMs kayecTsa.

7.2.6 IMpoBepky CUCTEMbI Ka4eCTBa yYPEXAEHUA MOTYT BbITb NNAHOBLIMY 1 ONEPaTUBHBIMY.

MeprognyHOCTb NNAHOBbIX MPOBEPOK YCTaHABNMBAIOT B 3aBUCHMOCTM OT Pe3yrbTaToB aHanmaa kayecTsa yCryr.

OnepaTuBHYKO NPOBEPKY CUCTEMbI 0BECNeYeHns kayecTBa UK OTAENbHbIX e COCTaBHbIX YacTel NPOBOAST B Cryyae peskoro
YXyOWeHUs NokasaTener, XapakTepusylowux KOHeYHble pesynbTatbl paboTbl Mo obecneyeHuio kayecTBa YCnyr, NpeaocTaBnseMbix
kakum-nnbo noapasfeneHnem UK yupexaeHueM B LIENOM, B Cryvae oLeHKM 3GhDeKTUBHOCTM KOPPEKTUPYIOLLMX AEUCTBUM, @ Takxe npu
3HAYMTENbHbIX M3MEHEHWSX OpraHu3aumn paboT W TEXHONMOMMIA MPEeROCTaBNEHNs YCIyr, KOTOpble MOTYT OTPULATENBHO MOBAMSTH Ha UX
Ka4ecTBo.

7.2.7 Tlocne OKOHYaHWS1 BHYTPEHHEN NMPOBEpKM ee pesynbTaThl 0POPMNSIOT B BUAE OTYETA O COCTOSIHUM CUCTEMbI KayecTsa
obecneyeHns yupexaeHus, B KOTOPOM OTPaXatoT AaHHbIE aHanu3a CoOTBETCTBIUS NoKasaTenei u pesynbTaToB AEATENbHOCTU YUPEXaeHHs
B 0bnactu obecneyeHus kayecTBa NpeaoCTaBnseMbIX YCYr YCTAHOBNEHHbIM TpeBoBaHMAM.

7.2.8 PesynbTaTbl NMpOBEPOK CUCTEMbI ODECMEYEHWs KayeCTBa YYPEXOAEHWA SBMIAIOTCS OCHOBAaHWEM Ans pa3paboTkn W
peanu3auuu MEpOMpUsITUA MO €€ COBEPLUEHCTBOBAHMIO, MO pa3paboTke HOBbIX METOAOB M CPEACTB YMpaBneHust KayecTBOM
NpefocTaBnAeMbIX YCIyr, YAyYLIEHWIO COCTaBa M CogepKaHus HOPMaTUBHON JOKYMEHTALMM Ha cucTeMy obecneyeHunst kavecTsa.

7.3 MogroToBKa KagpoB

7.3.1 B yupexaeHun gomxeH ObiTb paspaboTtaH, JOKYMEHTanbHO OPOPMIIEH W YTBEPXKAEH NnaH MeponpusITUiA N0 NOATOTOBKE
(obyyeHuIo, MOBbILIEHMIO KBanudUKaLmu, aTTecTauuu, CTaXMpOBKE W T.4.) NEpcoHana, BbIMOMHAKLWErO paboTbl, HENOCPEACTBEHHO
BMMSAIOLLME Ha KAYECTBO YCIT.

7.3.2 TlogroToBKoOW nepcoHana AOMmKHbl OblTb OXBaueHbl BCE COTPYAHWKM YYPEXLEHMS, HEMOCPEACTBEHHO BrMAOWME HA
Ka4yeCcTBO YCyr, BKIKOYas PyKOBOASLLMIA COCTaB BCEX YPOBHEN.

7.3.3 Tpwn paspaboTke W peanusauun NNaHoB MEPOMPUATUIA MO MOAFOTOBKE KaapoB HEOBXoauMo yunTbiBaTb TpeboBaHus,
N3NoXeHHble B 5.2.3, kacatoLumecs nopsiaka paboTsl CO cneumanucTamy yupexaeHus.

7.4 AHanu3 (hyHKLMOHMPOBaHUA CUCTEMbI Ka4yeCcTBa PyKOBOACTBOM yupexaeHus

7.4.1 Cuctemy obecneyeHnsl ka4yecTBa NEPUOAMYECKN [OSKHO aHanMaupoBaTb PYKOBOACTBO YUYPEXAEHWS ANs TOro, 4Tobb
MOXHO BbIn0 ybeanTbCS B TOM, YTO OHA YAOBNETBOPSET NpeabaBnseMbiM K Heil Tpe6oBaHuaM 1 adhdhekTuBHa.

7.4.2 AHanu3 0OImKEH BKIOYaTh OLEHKY Pe3ynbTaToB BHYTPEHHUX MPOBEPOK, MPOBOAMMBIX HEMOCPEACTBEHHO PYKOBOACTBOM UMK
NpeacTaBuTENEM PYKOBOACTBA, OTBETCTBEHHBLIM 33 (DYHKLIMOHMPOBAHME CUCTEMBI 0OECNEYEHNS KAYECTBA YUPEKAEHMS.

PesynbTatbl MOAOOHLIX aHanmW3oB CMeAyeT WCMonb30BaTb AN MOATBEPXKAEHWS [OCTkKeHUs Tpebyemoro kadectBa W
3h(HEKTUBHOCTM (DYHKLMOHMPOBAHUS CUCTEMBI.

7.5 KoHTponb 1 oueHKa kayecTBa ycnyr

7.5.1 Tlpu KOHTpOIE U OLEHKe KayecTBa NPefoCTaBsAeMbIX YUPEKOEHNEM YCIYT YUPEKAEHNE [OMKHO:

- MpoBeEpATb W MAEHTU(MUMPOBATL YCMYrM Ha COOTBETCTBME HOPMATWMBHBbIM  JOKYMEHTAM, PErMamMEHTUPYIOLLMM  UX
NpefocTaBnexue;

- obecneynBaTb CaMOKOHTPOIb NEPCOHaNa, NPeLOCTaBNSHOLLENO YCIYri, Kak COCTaBHYH YacTb NpoLiecca KOHTPons;

- obecneynBaTh NPUOPUTET KNMEHTOB B OLIEHKE KAaYeCTBa YCMyT;

- MPaKTWKOBaTb B YYPEXAEHUN PErynspHyl0 OLEHKY CTENEHW YAOBNETBOPEHHOCTW KIWEHTOB yCryramu nyTeM MpoBEdEeHWs
COLMONOrMYECKMX ONpOCOB.

7.5.2 CpaBHEHME OLEHOK KMMEHTOB W WCMOMHUTENER YCnyr chnegyeT MPOBOAMTL MOCTOSHHO NSt TOro, YToBbl OLEHUTH
COBMECTUMOCTb [BYX Mep WX KayecTBa, MpOBECTU (Mpu HEOOXOAMMOCTM) KOPPEKTUpYLLME AENCTBUS WM ONpEeLenuTb, HACKOMbKO
AEATENbHOCTb MCNOSTHUTENEN yCyr OTBEYAET NOTPEBHOCTAM 1 3anpocam KIMEHTOB.
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