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Mpenucnosue

1 PA3SPABOTAH ®epepaljibHbIM rOoCy[apCTBEHHbIM YHUTApPHbIM NpeanpuaTneM "POCCUMACKNA Hay4YHO-TEXHUYECKUN
LEeHTP UHgopMaumm no CTaHgapTusaunm, metposaorum n oueHke cootsetcrtema” (Orymn "CTAH4APTUH®OPM")

2 BHECEH TexHn4eckum KOMUTETOM Mno cTaHpapTusaumm TK 406 "CouvanbHoe obCcny>XuBaHne HaceneHuns"

3 YTBEPXXOEH W BBEAEH B OEWCTBMEMpukasom denepanbHOro areHTCTBa MO TEXHUYECKOMY PerysimpoBaHuio u
MeTposiorum oT 11 asrycta 2020 r. N 495-cT

4 BSAMEH I'OCT P 52497-2005

5 B HacToALWEM CTaHOapTe peasin3oBaHbl HOPMbI:

a) pefepanbHbIX 3aKOHOB Poccuinckon denepaumn:

- 0T 28 nekabpsa 2013 r. N 442-®3 "O6 ocHOBax coLmanbHOro obcnyxuBaHus rpaxxaaH B Poccuinckonn ®epepaunn';

- 0T 29 nioHA 2015 r. N 162-®3 "O cTtaHfapTu3saumn B Poccunckon depgepauunn’;

6) 3akoHa Poccuiickon ®epepaumm ot 7 chepans 1992 r. N 2300-1 "O 3awmTe npas notpebutenen";

B ) nocTtaHoBneHus lNpasutensctBa Poccuinckon depepaumm ot 2 despansd 1998 r. N 113 "O HeKOTOpbIX Mepax,
HamnpaBJ/IeHHbIX Ha COBEPLUEHCTBOBaHWE cMCTeM obecrneyeHmns KavyecTsa Npoaykumm n ycayr"

lMpaBunia rmpuMeHeHUs HacToALero CTaHA4apTa yCTaHOB/IEHbI BCTaThbe 26 @efepasibHoro 3aKkoHa ot 29 uwoHsa 2015 r.
N 162-®3 "O craHgapTusaymmn B Poccuiickovi @egepaumn”. VIHpopmaunss 06 U3MEHEHUSX K HACTOALUEMY CTaHAapTy
y6/IMKYeTCs B €XXero4gHoM (1o COCTOsIHUIO Ha 1 AHBaps TeKyLjero roga) nHgopmaLynoHHoM ykasatene "HaunoHaibHbie
CTaHaapThl", a o@UUUAJIbHBLINI TEKCT UIMEHEHUV U [OMPaBoOK - B EXEMECSYHOM UHPOPMaLUNOHHOM yKaszartese
"HauyunoHasibHble CTaH[apTbl". B c/iy4yae nepecmMoTpa (3aMeHbl) uiv OTMEHbLI HaCTOALEro CTaHAapTa COOTBETCTBYOLEE
yBegomaeHne byaet orybnmKoBaHO B O/IMXaMLLEM  BbIMTYCKE E€XEMEeCSYHOro UHDOPMaLNOHHOro yKas3aresis
"HauyunoHasibHble cTaHAapTbl". COOTBETCTBYIOLASA UHGOPMALNS, YBEAOMJIEHUE U TEKCTbl PAa3MELUAIOTCA TaKXe B
UHGOPMaLNOHHOM cucTeme obLyero rnoJsib30BaHus - Ha OQUUNaILHOM caiite @enepaslbHOro areHTCTBa o TEXHUYECKOMY
PEryJiMpoBaHunio u METPOJIOrun B CETU IHTEepHET (wWww.gost.ru)

1 O6nactb NpuMeHeHusn

HacTtoawmn CTaHOapPT YyCTaHaB/IMBaeT TpeﬁOBaHVIFl K cucteme obecrnedvyeHuns Ka4yecCTBa yypexaeHun,
npefocTaBAAlOLWNX CcouMasbHble YCnyrn (panee - ycayrun) pasfindHbIM @ KaTeropusam rpaxkaaH, HY>XAalLWnxca B
couMnasnbHOM NOMOLLM, B MOBbILLIEHUN COCTOAHMSA 3aLLUNLLEHHOCTU OT YIPO3 HapPYLUEHUNS UX XXU3HEHHO BaXXHbIX NHTEPECOoB,
npae " ceobog, B YAYHLWEHNN YCNOBUA UX XU3HEAEATESIbHOCTM U pPaclUMPEHUN UX BO3MOXKHOCTEN CaMOCTOSATESIbHO
obecne4ynBaTb CBON OCHOBHbIE XXN3HEHHbIE MOTPEeBHOCTM 1 NoBbIWaTbL 61arococToaHne (ganee - KIANEHThI).

Hactoawmnm ctaHpapT pa3paboTaH C Uenbl ero Mcnosb3oBaHMA B KadecTse 6a30BOM HOPMATMBHOW OCHOBbLI Mpu
pa3paboTke cucteM obecnevyeHns Ka4yecTBa KOHKPETHbLIX YYPEXXAEHUN MPUMEHNTESBHO K Cneundurke nx 4edaTenbHOCTU.
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PaspaboTka yuypexpieHneMm cuctembl obecrnevyeHns KayecTBa MNPenoCTaBfsieMblX WM YCayr, OTBevaloLllen
TpeboBaHMAM HacTosLWEro cTaHaapTa, byneT LEMOHCTPUPOBATbL OCBEAOMIIEHHOCTb YYpeXxAeHns o ero obasaTenbCcTBax
N MPUBEPXXEHHOCTW YLOBAETBOPEHUIO MOTPEOHOCTEN U OXUAAHWI KJIMEHTOB W 3aMHTEPEeCOBAaHHLIX CTOPOH, @ TakXXe
crnocobcTBOBaTb AOCTVMIKEHUIO YAOBETBOPEHHOCTUN €ro ycayramu.

2 HopMaTuBHbIe CCbIJIKU

B HacTosAWeM cTaHAapTe UCNOJib30BaHbl HOPMATUBHbIE CCbIIKW Ha Cinefytlolme cTaHAapThl:

[OCT P 50646 Ycnyrn HaceneHuto. TepMuHbl 1 onpeaeneHns

[OCT P 50691 Ycnyru HaceneHuto. Mogenb cucteMbl obecneyeHns KavyecTBa ycnyr

FOCT P 52142 CounanbHoe obcnyxmneaHue HaceneHns. KayecTso coumnanbHbix ycayr. Obuime nono)xeHus
FOCT P 52143 CounanbHoe obcnyxunBaHue HaceneHns. OCHOBHbIE BUAbI COLMaNbHbIX YyCyr

[OCT P NCO 9000 Cuctembl MeHeg)XMeHTa KadyecTBa. OCHOBHbIE MOJIOXKEHUSA U CNOBapb

FOCT P CO 9001 CncteMbl MeHEO)XMEHTa KavyecTBa. TpeboBaHus

FOCT P NCO 9004 MeHepXMeHT KadecTBa. KayecTBO opraHmsaumn. PykoBOACTBO MO OOCTUXKEHUIO YCTOMYUBOIO
ycrnexa opraHusaumm

MpumeyaHne - Tpy NOMb30BaHMM HACTOAWMM CTaHAAPTOM UenecoobpasHO NpoBepUTb LENCTBUE CCbIIOYHbIX
CTaHOapTOB B MHMOPMALMOHHON cucTeMe obLLero nosbL30BaHMS - Ha oULMaILHOM canTe PenepasbHOrO areHTCTBa Mo
TEeXHUYECKOMY PerysiIMpoBaHMIO N MeTposiorum B ceTn MHTEpHEeT uam no exerogHoMy MHEMOPMaLMOHHOMY yKasaTesio
"HaumoHanbHble CTaHAapTbl", KOTOPbLIA OonNyb6/MKOBaH MO COCTOSIHUIO Ha 1 sHBaps TeKywero roga, M Mo BbiMyCKaM
eXXeMeCsA4YHOro NHPOPMaLIMOHHOIo yKa3aTens "HaunoHasnbHble CTaHAapThl" 3@ TeKyLWunin roa. ECam 3aMeHeH CCbIIOYHbIN
CTaHAapT, Ha KOTOpPbIA AaHa HeAaTUPOBaHHANA CCbIJIKa, TO PEKOMEHAYETCS UCMOJb30BaTh AENCTBYIOLLYIO BEPCUIO 3TOro
CTaHAapTa C y4eTOM BCEX BHECEHHbIX B AaHHYIO BEPCUIO U3MEHEHUI. ECin 3aMeHeH CChIIOYHbIA CTaHAapT, Ha KOTOpPbIA
JaHa JaTupoBaHHasa CCbljlka, TO PeKOMeHAyeTCs UCMOJIb30BaTb BEPCUMI0O 3TOr0 CTaHJapTa C yKa3aHHbIM Bbllle rofoMm
yTBepXAeHus (NpuHaTua). Ecnm nocne yTBepXAeHNsA HaCTOALWEro CTaHAapTa B CCbIJIOYHbIA CTaHAapPT, Ha KOTOPbLIA AaHa
OaTMpoBaHHasa CCblJIKa, BHECEHO N3MEHeHMe, 3aTparneatoLLee rnoJsioXXeHne, Ha KOTopoe AaHa CCblJIKa, TO 3TO MoJiIoXKeHue
peKoMeHAyeTCcs NpuMMeHATb 6e3 yyeTa AaHHOro u3MeHeHus. ECnu CCblIOYHBbIA CTaHOApT OTMeHeH 6e3 3aMeHbl, TO
MoJI0OXKeHNEe, B KOTOPOM [aHa CCbIJIKa Ha Hero, pekoMeHAyeTCa NMPUMEHATb B HaCTUW, He 3aTparneatowen 3Ty CCbIJIKY.

3 TepMuHbI M onNpeaeneHusn
B HacToAwem cTaHfapTe npuMeHeHbl TepMuHbl NoFOCT P 50646 n TOCT P MCO 9000.
4 TpeboBaHuA K cucteMe obecneyeHus KauyecTBa yupeXXaeHus

4.1 TpeboBaHMsA K cucteMe obecreyeHUss KavyeCTBa YUYPEXAEHUS YCTaHOBJIEHbl HACTOSAWMM CTaHOAPTOM B
COOTBETCTBUM C nosioxeHnamn dPepepanbHbIX 3aKOHOB Poccuinckon depepaunmm m noctaHosseHuem [lpaBuTenbCcTBa
Poccuinckon ®epepaumn, yKasaHHbIMU B NPegucsioBun, a Takxxe nonoxxeHusamum FOCT P 50691, FTOCT P 52142, TOCT P
52143, TOCT P NCO 9000, TOCT P NCO 9001 n rOCT P NCO 9004.

4.2 Mopn cuctemoi obecnevyeHnss KavyecTBa YHYPEXAEHUS MOHUMAIOT COBOKYMHOCTb €ro OPraHn3aLUMOHHON CTPYKTYpbI
(c pacnpeneneHneM OTBETCTBEHHOCTUM COTPYOHWKOB 3@ KayecTBO YCJyr), MpaBwus, MeToAoB obecrneyeHus KavecTsBa
yCNyr, TMpoLeccoB NpenoCcTaBfIEHNs  YCAyr, PecypcoB yuYpexnAeHus (JIloACKMX, MaTepuasibHO-TEXHUYECKUX,
MH(OPMALIMOHHBIX U Ap.), FAapaHTUPYIOLLEN OCYLLLECTBNEHNE aAMUHUCTPATUBHOMO PYKOBOACTBA KA4YeCTBOM YCyr.

4.3 CVICTEMy obecneyeHuns KavecTBa yypexageHna Cco3[atoT ONnda OOCTUXeHUNA 1 noogep>XaHusa ypoBHA Ka4decCTBa
ycnyr, COOTBETCTBYHOLWEro npeabaBniaeMblM K HEMY TpE6OBaHI/IFIM.

4.4 Cuctema obecrneyeHus Ka4vecTBa yypexxAeHnsa [OO0J/DKHA ABAATbCA HeoTbeMJIEMOW YacTbio oben cuctemsl
ynpaBneHna 0eaTesibHOCTbIO yHpexxaeHna no npenoctaB/IEHUIO yCnyr.

4.5 Cuctema obecneyeHnss kKa4vecTBa yypexgeHna npenHa3HadeHa 04 co3naHunA HeobxoANMbIX yCNoBUIA
rapaHTUPOBaHHOIo ynooBNneTBOpeHNA 3aKOHHbIX 3arpocoB U I'IOTpeﬁHOCTeVI KJINEHTOB, MNOBbIWEHNA 3PPEKTUBHOCTN U
KayecTBa yC/yr Ha BCeX CTaAuAaX NX NpefoCcTaBAEeHUS C Lenbio npeaynpexaeHns BO3MOXXHbBIX OTKIOHEHW OT 3a4aHHbIX
TDE6OBaHVIl7I K 3TUM ycCnyram, obecneyeHuns penyTaunnm y4pexanaeHna Kak Haoe>XXHoOro M oTBeTCcTBeHHOro ncnosiHnTensa

ycnyr.

4.6 OCHOBHbIMM 3ajadaMu, Ha pelleHne KOTOpbIX O0JDKHa ObITb HanpaBJieHa CUCTeMa obecneyeHnss KayecTsa
yypexaeHuna, aBnAa0TCA:

- oCywlecTBieHMEe 3(MEPEKTUBHONO KOHTPOJS 33 TEXHUYECKMMM, OPraHU3aLMOHHBIMU W APYrMMU  akTopamu,
B/IMSIOLLNMY Ha Ka4eCTBO NpefoCTaBAseMbIX YCIyrT;

- NpefoTBpaLLeHne nan yctpaHeHme ntobbix HECOOTBETCTBUI KavyeCcTBa YCAyr NpeabaBisieMbiM K HUM TpeboBaHuAM;

- obecneyeHne ctabuabHOro ypoBHSA KayecTBa yCcayr;
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- pelleHne apyrux 3afay, oTparkaloWwmx CNeunduky LesTeNbHOCTU YUPEXX4EHUNI U MOTFYLUNX MOBANATL Ha Ka4yecTBO
npenocTaB/sieMblX YCyr.

4.7 Pa3paboTka M (PyHKLUMOHUPOBaHME CUCTEMbl obecneyeHns KayvyecTBa y4YpeKAeHus Ao/HKHbl 6a3npoBaTbCsa Ha
cllefyoLWNX OCHOBHbIX NPUHLUMNAX:

- Ha npuopuTeTHoCTKU TpeboBaHMI (3anpocoB) KAMeHTa Mo obecneyeHUo KavyecTBa yCsayr, TO ecTb obecneyeHuns
YBEPEHHOCTN B TOM, 4TO 3TN TpeboBaHMsA (3anpockl) OyayT NONHOCTLIO peasn3oBaHbl NPy NPenoCTaBAEHNN YCYT;

- npegynpexaeHunsx npobaem KayecTBa ycsyr, To ecTb obecneyeHnss yBepeHHOCTU B TOM, 4TO 3TV npobnembl 6yayT
npeaynpexxaaTbCsl, a He BbIBAATLCS M pa3peLlaTbCs Nocsie UX BOSHUKHOBEHNS;

- cObSIIOAEHNN TOJNOXKEHNIA HOPMATUBHBLIX [LOKYMEHTOB, PerjiaMeHTupylowmx TpeboBaHUs K ycsyram, nopsgky u
npaBuaam Ux NpefocTaBaeHUs;

- 06ecneyYeHHOCTN yUYpeKAeHNss COOTBETCTBYOLWMMU JIIOACKMMN, MaTepPUasibHO-TEXHUYECKMMU N OPYTrMMU pecypcaMu
(6ba3oBon 1 onepaTUBHOWM WHGOPMaUMEN, TEXHUYECKON AOKYMEHTauWen, TeXHUYEeCKUMW CpeacTBaMu, OaHHbIMU O
pe3ynbTaTax NpefocTaB/IeHNs YCAYr N UX KOHTPOJISA, UTOrax OLEHKN KavyecTBa 1 Ap.);

- YeTKOM pacnpenesieHn NoJIHOMOYMA U OTBETCTBEHHOCTU MepcoHasa 3a ero AesTesIbHOCTb Mo MpenoCcTaB/IEHUIO
yCnyr, BAVSIOLLYO Ha obecnevyeHne nx Ka4yecTBa;

- JINYHOW OTBETCTBEHHOCTUW PYKOBOACTBA YUYPEXOEHUS 3a KavyecTBO MNpenocTaBAsAeMblX ycayr, pa3paboTky,
BHeApeHne N KOHTPOosib 3PEKTUBHOCTM CUCTEMbI obecrnevyeHus KavyecTBa, 3a onpejeneHne noanTUKu B obnactu
KayecTBa, opraHm3auunto n obuiee pykosoacTeo pabotamum no obecneyeHunto KayecTsa;

- obecneyeHnn TNYHON OTBETCTBEHHOCTU Ka)XA0ro NCMOJIHUTENSA 3a Ka4yeCcTBO ycnyr B codyeTaHUM ¢ MaTepuaJibHbIM U
MOpa/JibHbIM CTUMYJINPOBaHNEM Ka4eCTBa,

- OKYMEHTasIbHOM OhOpPMJIEHUMN MPaBUJ U METOLOB obecrnevyeHnst KayecTsa yCnyr;

- obecneyeHUn NOHUMaHUA BCEMWU COTPYOHUKaMU yupexaeHus TpeboBaHuM cuctembl obecneyeHus KadecTBa,
npeabaBaseMbiX K NoAnTuKe B 061acTn KavyecTsa.

5 OCHOBHbIE (baKTOpbl, BJ/INAIOLWLNE Ha Ka4eCTBO yCnyr, U nopaaokK MX UMCcnoJsib30BaHuUsa npum q)opMupoaava
cucTteMbl obecnevyeHnsa KavyecTBa yqpe)KAeHmi

5.1 Mpn opMUPOBaAHUN CUCTEMbI KayecTBa Y4YpexAeHui (Npu onpeneneHnun NoSIMTUKK yudpexnaeHus B obnacTtu
KayecTBa, pa3paboTky AOKYMeHTauumnm cucteMbl obecneyeHns kayecTsa, opraHmsaumm paboT no kayecTsy) HeobxoaMMo
yuynTbiBaTb PAL  (PakTOPOB pa3/IMYHOrO XapakTepa, KOTOpble B 3HAYUMTESIbHOW Mepe BJIMSIOT Ha KayecTBO
npenocTaBisieMblX YCNyr.

MpaBUNbHbLIA Yy4eT 3TUX (DAaKTOPOB, UX WMCMOJSIb30BaHWE MpU pa3paboTke COOTBETCTBYIOLNX AOKYMEHTOB CUCTEMbI
obecrneyeHnss KayecTBa M B MPaKTUYECKOW AeATENIbHOCTM yuypexaeHns byayT cnocobCcTBOBaTb MOBLILIEHUIO KayecTBa
npenocTaBisieMblX YCNyr.

5.2 OCHOBHbIMU (haKTopaMun ABASIOTCSA:

- HaZIM4ymne n CoCTosHNe LOKYMEHTaUnmn, B COOTBETCTBUM C KOTOPOW PYHKLNOHUPYET yYpexxaeHune;

- YCNI0BMS pa3MeLLEeHNs YYperK 4eHNS;

- YKOMMJIEKTOBAHHOCTb Y4YpeXxAeHnsa cneumanmctaMmm n ux Ksannpukaums;

- cneumanbHoe 1 TabenbHOe TeEXHUYECKOEe OCHalleHne yupexaeHusa (obopynosaHue, npubopsl, annapaTtypa U T.4.);
- COCTOsIHUE MHopMaLunm 06 yupexxaeHun, nopsake u npaBusiax NpefocTaBsieHNs yCayr KJIneHTam;

- HasM4une nopsaka npoeeaeHns BHYTPEHHUX NPOBEPOK hYHKLMOHMPOBAHUSA CUCTEMBI.

5.2.1 B cocTaB AOKYMEHTaLUN AO/IKHbI BXOAUTb:

- YcTaB (NosfioXeHmne) y4ypexxaeHusa, BKAYaoLWwmnn B cebs cBeneHns o npeaHasHa4YeHUN yvYpexxgeHusa, nopsanoke ero
hopMMpPOBaHUA, COLEP)XaHUU, peopraHumsaunmn, ceseneHus 06 OCHOBHbIX 3afayax ero JAesTesNbHOCTH, KaTeropmax
OﬁCJ'Iy)KVIBaEMbIX nuug, nopsaake nm ycnoBuax 3admcieHma Ha 06C)'Iy)KVIBaHVIe, O CTPYKTYPHbIX noAapaspgesieHnax un mnx
OCHOBHbIX 3ajayvax, cBegeHus ob obveme un nopsaanke npenoctaBaeHnsas UMM ycnyr U o OpYyrmux opraHm3aunoOHHbIX U
TeXHNYECKNX 3aadv4ax N TeMax;

- MNONOXEHUA O CTPYKTYPHbIX MnoAapasaeneHnax y4dpexnaeHud, cogepXxaline cBedeHUNAa O KaTeropumax rpaxpaaH,
obcny)XmBaemMbix TEM WUAN NHBIM MoApa3fesieHneM, CTOALWNX nepen HUM 3ajadvax, Cpokax U ycnoBmsaAx obcayxmBaHUs
rpakgaH, CBeAEeHUS O LOMNOJIHUTESNIbHbIX AOKYMEeHTaX, HeobxoAMMbIX A9 3a4Uc/ieHns Ha 06CJ'Iy>KI/lBaHVIe B AaHHOe
nogpasfesieHne, CBeAeHNA 0 KoM4ecTBe COTPYAHMKOB Nogpa3feneHns, nX 0OCHOBHbIX 06A3aHHOCTAX U T.4.;

- pykKoBoACTBa, cny>xebHble MHCTPYKUWUN, npasunna, MeTOoANKN TEXHOOrnn, npeaHa3Ha4eHHble ansa
pernamMeHTMpoOBaHUA npouecca npenocTaBieHua ycnayr, onpepefseHns MeTonoB (CcnocoboB) Mx NpenocTaB/eHUS W
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KOHTPOJIA, @ Tak)Xe A1 COBEPLUEHCTBOBAHUS paboThl yYpeXAeHUs;

- OOKyMeHTaumsa Ha obopynoBaHue, npmbopbl 1 anmapaTypy, cnocobcTBylowas obecneyeHUto Mx HOpManabHOM W
6e3omacHon akcnyaTaumn, obcnyxmsaHma n nogaep>xaHna B pabotocnocobHoOM CoCTOAHUY;

- HauMOHaIbHble CTAHA4APThI, COCTABAAIOWMNE HOPMATUBHYIO OCHOBY MpaKTUYeckoln paboTel yuypexxaeHus B obnacTu
npepocTaB/seMbIX KIMEHTaM COLUaNbHbIX YCAYT;

- CrneunanbHbIl KOMMJIEKT [OOKYMEHTOB, MNpeAcTaBnasaowmin cobon [OKyMeHTaslbHOe O0QOpMJIEHME CUCTEMbI
obecneyeHnsa KavyecTBa y4ypexxaeHus (cm. pasgen 6).

B 3aBucuMOCTM OT TOro, HACKOJIbKO Ka4eCTBEHHO COCTaBJIeHbl BblllenepeyncieHHble OOKYMEHTbl U
KBaMPULUNPOBAHHO U YETKO M3JI0XKEHbl B HUX 0683aHHOCTW, NMpaBa, MOPSAO0K BbIMOJHEHUSA pa3/IMYHbIX Mpouenyp npu
npenocTaBneHUn ycayr, Apyrue QyHKUMM nepcoHana, 3aBUCUT 3PPEKTUBHOCTb paboTbl y4ypexAeHus 1 KayvecTBo
npenocTaB/sS€MbIX UM YCIYT.

YKa3aHHble JOKYMEHTbI J0JXKHbl COCTABJIATL OCHOBY AOKYMEHTaLWUn cucTeMbl obecnevyeHnss KadecTBa yYpeKaeHus.
Mpuyem B npouecce ¢opMUpPoBaHUA cucTeMbl obecrneyeHnss KaydecTBa OHU MOryT ObiTb npyu HeobxoauMocTwu
OTKOPPEKTUPOBAHLI C LEeJblo MPUBEAEHUS NX COOAEP>XXaHUA B COOTBETCTBME C TpeboBaHUAMU, NPeabABASEMbIMU K HUM
KaK K 4aCcTu JOKYMeHTauun cuctemMbl obecnevyeHuns kayecTsa.

5.2.2 YcnoBma pasmelleHns ydpexnaeHus, obecnedmarowime ero 3dhPeKTuBHyo paboTy, [O/KHbI  ObITb
cnenyrownmn:

- yYpeXXAeHure 1 ero CTPYKTYypHble nogpasaenieHns A0JKHbI ObiTb pa3MeLleHbl B cneunanbHO npeaHasHa4yeHHOM(bIX)
30aHNU(AX) UK NOMELLEHUAX, AOCTYMHbIX OJ1 BCEX KaTeropun obCcy>XMBaeMbix rpakaaH, B TOM 4Yucie A8 UHBAINAOB
M opyrnx MasomMobunbHbIX Fpynn HaceneHus. NomMelteHns fosmxHbl 6bITb 06ecneyeHbl BCeEMU CPpeaCcTBaMU KOMMYHaJlbHO-
6bITOBOro 06cnyxnuBaHus, TeneOHHON CBA3bIO N UHTepHeTOM;

- MO pa3MepaMm U COCTOSIHUIO MOMELLEHUS OO/KHbI OTBeYaTb TPeboBaHUSAM CaHUTAPHO-TUTMEHUYECKUX HOPM 1
npasua, 6e30MacHOCTM Tpyda M AOJ/DKHbI OblITh 3aliMUieHbl OT BO3LENCTBUSA (DAaKTOPOB, OTPMLLATEsSIbHO BAUSIIOWNX Ha
KayecTBO MNpenocTaBiieMblX YCyr (MOBbILWEHHbLIX TemnepaTypbl BO34yXa, BNI@XXHOCTU BO34yXa, 3amnblIEHHOCTU,
3ara3oBaHHOCTY, WyMa, BUbpauun n T.4.);

- nnowaib, 3aHMMaeMas yypexzaeHneM, AokHa obecneynBaTb HOPMasibHOe pa3MelleHne nepcoHana, KJNEHTOB U
npegocTaB/ieHNe UM YCAyT.

B cBf3K € 3TUM npu pa3paboTke cUCTeMbl obecnevyeHnsa KayecTBa yupexxAeHNs LO0JIKHbl ObITb NpeayCcMOTpeHbl Mepbl,
HamnpaBiieHHbIE Ha CO3A4aHMe WU NoAAep)XaHUe YMNOMSAHYTbIX YC/IOBUA, @ NPY HEOBXOAUMOCTM - U BO3MOXKHOCTU Ha KX
yny4lleHme.

5.2.3 BOI'IpOCbI YKOMMNEKTOBAHHOCTUN Yy4pexaoeHuna cneudnanncrtaMm m umx KBaJ'IVIqZ)I/IKaLI,I/IVI Tak>Xe [O0JIKHbl HanTu
OTpa>XeHune B cnucteme obecneyeHna KavyecTBa - OHOM U3 Ba)KHENLLINX Ct)aKTOpOB, BJINAKOLWNX Ha Ka4eCTBO yCnyr.

B 4yucne anKTOpOB, nognexawunx peweHno B paMKax CUCTeMbI obecneyeHns KayecTBa, MOryT ObIThb:

- MOJIHAsi YKOMIMJIEKTOBAHHOCTb YYpPEeXAEHNA HeobXOOAUMBIMU CreunannctTaMmm B COOTBETCTBUM CO LUTATHLIM
pacnucaHvem;

- noabop cneunanncToB C COOTBETCTBYOWMUM obpa3oBaHWeEM, KBasMpuUKaumnen, npoteccuoHasibHON NoaAroTOBKON,
o6s1afaoWnMx 3HAHUAMM U OMNbITOM, HEOBXOAUMBIMU OJ1S1 BbINOJIHEHUS BO3JIOXKEHHbIX Ha HUX 06513aHHOCTEN; MOCTOSTHHOE
MoBbILLEHWE WX KBaNMGpUKaLUM nyTeMm obyyYeHUs Ha Kypcax MepernoaroTOBKM U MOBbILLEHUS KBAMGMUKALUM NN UHBIMU
cnocobamu;

- YeTKOoe pacrnpeneneHmne 06s13aHHOCTEN CNeumnanncToB, U3JIOXKEHHbIX B OOJIKHOCTHbIX MHCTPYKUNAX, MeTOOUKaX U
OPYyrnx OOKyMeHTaX, Pperi1aMeHTUpPyrnLwnx nx o6a3aHHOCTH, npaBa N OTBETCTBEHHOCTDb;

- obaA3aTenbHaa aTTecTaums CrneunasncTos B yCTaHOBJIEHHOM NopsAaaKe;

- BOCMUTaHME Yy BCEX COTPYAHUKOB Yy4peXAeHUA BbICOKNX MOPaJibHbIX U MOPaJibHO-3TUHECKUX KadecCcTB, 4yBCTBa
OTBETCTBEHHOCTU M HeobxognmocTu PYKOBOACTBOBATbLCA B CBOEW pa60Te C KNneHTamMun npunHumnnamm rymMmaHHoOCTHU,
crpaBennBoCTH, 00BbEKTUBHOCTU U )J,O6pO)KEJ'IaTEJ'IbHOCTVI, YYNTbIBasA UX pu3n4eckoe n Ncuxmyeckoe cocTtosHue;

- NMPUHSTVE Mep K HeAoMyLIeHWo pasrnalleHns COTPYAHWKaMU Yy4YpexOeHUs CBEeAEHWUA NNYHOrOo XapakTepa o
KJIMEHTaxX, TaK KaK 3TU CBEeAEHWUS COCTABASAT CAYXebHyl TalHy W 3a WX pasrfalleHne BUHOBHbIE HecyT
OTBETCTBEHHOCTb B NMopsAKe, yCTaHOBJIEHHOM 3aKOHOL4aTeNbCTBOM Poccuiickon ®egepaumn.

5.2.4 1na Ka4eCTBEHHOr0 NpeAoCTaB/IEHNS YCAYT yYpexxaeHne 40/HKHO OblTb OCHaLLEHO cneunaibHbIM 1 TabenbHbIM
obopynoBaHmeM, annapaTtypon n npnbopamun, oTeevaowmMmMmm TpeboBaHNSAM COOTBETCTBYIOLWNX CTaHOAPTOB, TEXHNYECKNX
YC/I0BUIN, APYTMX HOPMATUBHbIX LOKYMEHTOB 1 obecnevymBaroLLLMMN Haanexallee Ka4yecTBo NpPefoCTaBAAEMbIX YCAYT.

B cBSI3n C 3TUM B CUCTEME KayecTBa YUYpPexKAeHUs OOJIKHblI OblTb NpefycMoTpeHbl MePonpuUATUS, HarnpaBJieHHbIE Ha
TO, 4TObbI:
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- obopypoBaHue, npubopbl W annapaTtypa WCMNO/b30BaJUCb CTPOrO MO HA3HAYeHUIO B COOTBETCTBUU C
JOKYMeHTaumnen Ha ux (YHKUMOHUPOBAHME W 3SKCMJyaTauuio, COLEpPXXalnCb B TEeXHUYECKM WUCMPABHOM COCTOSHUW,
KOTOpOoe AO/IHKHO CMCTEMAaTUYECKUN NPOBEPSATHCS;

- HeucnpasHoe obopygoBaHue, npubopbl K annapaTypa, QAatowue npu paboTe COMHUTESbHbIE pe3ysibTaThbl,
CBOEBPEMEHHO CHMMANUCb C 3KCMlyaTauuu, 3aMeHANNCb WM PEMOHTUMPOBAJIUCL (eCM OHM MoAfieXXaT PEeMOoHTY), a
NPUrogHOCTb OTPEMOHTUPOBAHHbLIX MOATBEP>XXAaJlacb X MPOBEPKON.

5.2.5 TllonHoe n [oCTOBEpHOE npefocTaBsieHne UHGopMaunn, npexane BCero KJANMeHTaM, [LOOJ/DKHO SABAATbCSA
COCTaBHOM YacTblo CUCTeMbl obecneyeHuss KayecTBa YYpexAeHus, Tak Kak 6e3 npaBubHO OpPraHM30BaHHOIO
MH(OPMaLMOHHOI0 NpoLecca HEBO3MOXHO obecneynTb Ka4eCTBO NpenoCcTaBAsgeMbIX yCyr, COOTBETCTBYOLLEE 3anpocam
N HY>X[OaM KJINEeHTOB.

CocTosiHME WHGOopMaUnM 06 y4ypexaeHun W npaBuiax MPeaocTaB/IeHUs UM YCJyr OOJIKHO COOTBETCTBOBATb
TpeboBaHuam [1].

B pokymeHTauum cuctembl obecnevyeHus KayecTBa YUYPEeXOEHUA W3JI0XKeHue MWHMOopMaunm [OO/DKHO OTBeYaTb
cnepywowmnm TpeboBaHmuAM:

a) ydypexaeHune o06d3aHO OOBOOMTb OO0 rpa)kAaH CBOE HaMMEHOBAHME K MeCTOHaxoxgeHue nbbiMm cnocobom,
npenycMOTPEHHbIM  3akoHoAaTenbCTBOM Poccuiickon depepaumn, npenocTaBnaTb N0  TpeboBaHUIO  KINEHTOB
HeobXoAUMYKD M [AOCTOBEPHYIO MH(MOPMAaLVIO O BbIMOJIHAEMbIX YCJyrax, MO3BOJSAIOLWYI0 UM CcAefaTb KOMMETEHTHbIN
BbIGOP;

6) cocTaB nHhopmaumm 06 ycnyrax (B cootTseTcTBMM c[1]) fOSKEH BKOYaTb B cebs:

nepevyeHb OCHOBHbIX yCnyr, npenocTtaBageMblX y4ypexxgeHmewM,

XapaKTEePUCTUKY KakKOoln ycnyru, o61acTb ee NpenocTaBieHNs U 3aTpaThl BDEMEHU Ha ee npefocTaB/ieHmne,

B3aMOCBA3b MeXAY Ka4eCTBOM yCslyru, ycnoemamMmm ee rpenoctasseHNa N CTOUMMOCTbIO (I'Ipl/l HeobxoaumocTn),

BO3MOX>XHOCTb NoJliy4eHUs OLeHKN Ka4deCTBa YC/IYIr CO CTOPOHbI KJIeHTa,

YCTaHOB/1IEHMNE B3aMOCBA3N MeXXay npeunoerHoﬁl yCJ'IyFOVI N peasibHbIMUA I'IOTpE6HOCTﬂMI/I KJINEeHTa,

- NpaBuia n ycnosus 3Cp(peKTVIBHOFO 1 6e30MacHOro UCnoJib30BaHUs ycnyr,

rapaHTvuthle obsi3aTenbCcTBa yypexageHuna - NCNonHnTena ycnyr,

B) VIHCpOpMaLI,I/Iﬂ noskHa 6bITb D,OCTOBepHOIh n nonHon. Ecan npenocTtaBseHne Heﬂ,OCTOBepHOVI nnn HegoCTaTovYHO
MOJIHOW I/IHqDOpMaLI,VII/I 06 ycnyre noBneksno 3a cobon npnynHeHme Bpena >XMU3Hu, 340pPp0BbI0 NN NMYLLECTBY KJ/IMEHTa
(BCnepcteme npon3BoOCTBEHHbIX, peuenTypHbIX N MHbIX HEOOCTATKOB yCJ'IyFI/I), OH BMpaBe NpenobaABUTb y4HYpexxaeHuo
Tpe6OBaHI/I$I 0 BO3MelleHnn Npn4NHEHHOr o Bpena.

6 p,OKyMEHTaﬂbHoe Oq)OpMHEHVIe cucteMmbl obecneyeHuna KayecTBa

6.1 CVICTEMy obecneyeHnss KavecTBa O(pOpMJ'IHIOT B BuOoe KOMMJIEKTa OOKYMEHTOB (pyKOBO)J,CTB, NOJIOXKEHMNN,
I/IHCprKLI,I/II7I, MeToOuK u T.4.), B KOTOPbIX YCTaHaB/NBalOT Tpe6OBaHVI$| K cucteMe obecnevyeHuns KavyecTsa yypexaneHna B
LesioM N K ee COCTaBHbIM 4aCTAM, YKa3aHHbIM B 4.2.

CTeneHb AOKYMEHTUPOBAHHOCTU CUCTEMbI obecneyeHns KavecTBa pPa3nnyHbIX y‘-lpe)KLl,eHVH?l MOXET OT/NNYaTbCA B
3aBNCUMOCTHN:

- OT pa3Mepa M nNpefHa3HayYeHUs YYpeXAeHUs, XapakTepa W obbemMa NpenoCcTaBNISIEMbIX YCNYr, KaTeropuin
obcny>xnBaemMoro HaceneHus;

- CJZIOXKHOCTM MpoLecca No NpefoCcTaBleHNo YCayr;
- KOMMETEHLMM NepcoHana yupexxaeHus.
[oKyMeHTauns MoXXeT 6bITb Nto6oi hopMbl 1 Ha NtoGOM HocUTene.

6.2 JoOKyMeHTaLmnio CUCTEMbI obecneyeHns kavyecTBa cnenyeTt 0hopMIATb Kak COCTaBHYIO YacTb BCEN AOKYMeHTaunm
yyqypexaneHna n yteepXXaaTtb B YCTaHOBJIEHHOM nopAngke.

6.3 OCHOBHbIM JOKYMEHTOM CUCTEMbI 0becnevyeHNs KavyecTBa YYpeKAeHUA SBAAETCA PYKOBOLACTBO MO KAa4YeCcTBY.

B HeM m3naratoT obliee onncaHne cuctembl obecnevyeHns KayecTBa NMPUMEHUTENbHO K KOHKPETHOMY Yy4peXXxaeHuto,
Pa3bACHAKT MNOJINTUKY Yy4HpeXxaeHunsa B obnactm KadvecTBa, OTpaXkatoT OpraHn3aunoHHYO CTPYKTYPY CUCTEMbI
obecneyeHnsa KavecTBa, 3afayn N (QyHKUUM NoJpasfenieHnin un C}'Iy)K6 yyqypexageHna B obnactn kavecTBa, npuneBoaAaT
CBeLleHNs O KOMMJIeKTe [AOKYMEHTOB BCEX YPOBHEN, COCTaBAAWMX HOPMaTUBHO-METOLUNYECKYIO 6a3y CNCTEMDI
obecneyeHnsa KavyecTBa, YCTaHaB/AMBAIOT NMOPAAOK BHEAPEHUSA, YHKLMOHNPOBAHUS U KOHTPONSA CUCTeMbl obecnevyeHmns
Ka4ecCTBa.
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6.3.1 NonnTtrka B 0671aCTV KavyecTBa AOJHKHA YCTAHABAMBATb OCHOBHbIE LIESM, 3a4a4M U NPUHLUMBI AesTeNbHOCTU
yuypexaeHus B obnacTu KayecTBa, LOKYMEHTaJIbHO OMOPMJIEHHbIE U MPUHATbIE K 006A3aTeNlbHOMY BbINMOJHEHUIO B
yypexxaeHuu.

6.3.1.1 Llean nonntukn B 061acTn KayecTBa AOJIKHbI OTpaXkaTb cleayoLlmne Bonpochl:

obecneyeHne NOCTOSHHOIO YAOBNETBOPEHNSA KJIMEHTOB NPeAoCTaBASEMbIMU YCayramu;
- MOBbILEHNE Ka4yeCcTBa YCAYr U 3pPEeKTUBHOCTU (pe3yIbTaTUBHOCTU) UX NPefoCTaB/IeHNs;

- NMPUHSATUE NPOGUNAKTNHECKMX MEP MO NMPeayrnpexa4eHN0 N YPEryNPOoBaHUIO NPETEH3UN U XKanob KINEeHTOoB;

npoyune BOMpocChl, OTpaXkatoLne cneunduky 4eaTesbHOCTU YUpexx 4eHuns.

Copep>xaHne OCHOBHbIX 3a4ay M NPUHLMMNOB AeATENbHOCTY yypexaeHnsa B obnacTn kadyecTBa npueeneHo 84.6 n 4.7
COOTBETCTBEHHO.

6.3.1.2 Hapagny c noapobHbIM N3N0XKEHMEM Lenen, 3ajay U NpuHUMNOB B PYKOBOACTBE MO Ka4eCTBY OOJIKHbI ObiTb
4YeTKO onpefeneHbl N CPOopMyNMpPoBaHbl MOPAAOK 1 CNoCcobbl (MeToAbl) X peann3auunm.

6.3.1.3 OTBETCTBEHHOCTb 3a MOJINTUKY B 0611aCTU KayecTBa HECET PYKOBOAUTESb YHPEXAEHNS.

PykoBoOuTeNb yuYpexAeHus foJkeH obecneunTb pasbscHEHME N AOBefeHMe 3TOW MNOJINTUKW [0 CBEeAEHUS BCEro
nepcoHasa YyuYpexIeHUus, 4YeTKo onpeaesinTb MOJIHOMOYUSA, OTBETCTBEHHOCTb W MOPSALOK B3auUMOLENCTBUS BCEro
nepcoHasa y4YpexxAeHUs, OCyLLEeCTBASIOWErO PYKOBOACTBO, UCMOSIHEHME YCIYT M KOHTPOJIb AEATESIbHOCTU, BAUSIOLLEN Ha
KayecTBo yCnyr.

6.3.1.4 B cdopMMpoBaHUM MNOANTUKM B 0ONACTM KayecTBa [AOJ/DKHbl MPMHMMATb y4YacTuUe BCe pyKoBoAUTEeNw,
OCYLLEeCTBAAOLWMNE YNPaBIEHNE YYpeXAEHNEM.

6.3.1.5 MosnTrKa yupexaeHus B 065acTu KayecTBa A0JDKHA OXBaTbiBaTb BCE HaMpaBJIeHUS ero AesTesbHOCTH,
oTBeYaTb MNOTPEBHOCTAM ” 3anpocaM KJIMEHTOB, CMocobCTBOBATb YJYYLLIEHUIO COLMAJIbHBIX U 3KOHOMUYECKUX
nokasatenen yypexmneHus. Monutmka B obnacTtm KavyecTBa LOJ/KHA COAep)kaTb TakXe 0653aTenbCTBO PYKOBOACTBA
YyUYpEXOAEHUSA OCYLLLECTBAATb MOCTOSIHHOE YJly4YlleHe KayecTBa 06CNy)XKMBAHMS KJIMEHTOB.

6.3.1.6 MNMonutunka yypexneHna B obnacTn KayecTBa AOJKHA BHEOPATLCA BO BCEX CTPYKTYPHbLIX nogpasaeneHnax
yypexneHna n perysapHo noaBepratbCAa aHaJIM3y Ha npegMeT ee MOCTOSHHOWN aKTyaJlbHOCTU N NPUroaHoOCTun.

6.3.1.7 Peanusauusa noanNTUKN yypexaneHna B obnactn kayectBa AosmkHa 6biITb obecneyeHa HeobXoAUMbIMUK
pecypcamMmum (Kaﬂ,pOBbIMVI, MaTepunasbHO-TEXHNYECKNMU, I/IHqDOpMaLI,I/IOHHbIMI/I n ,El,p)

ONns BbINOJSIHEHUS NMPUHATON y4ypeKAeHUeM MonnMTuKM B 061acTu KavyecTBa nepel noApasfesieHnamMn n cnyxbamm
yuypexKAeHus CTaBATCA 3afayyn Ha KOHKPETHble MJlaHOBble MEPUOAbl, KOTOpble MpPUM HEOBXOAUMOCTM CBOEBPEMEHHO
YTOYHSIIOTCS U KOPPEKTUPYIOTCA PYKOBOACTBOM YUYPEXXAEHWS.

6.3.1.8 B yupexaeHun cneagyeT NpoBOAUTL MeponpusaTus, obecnedmBatoLlme NoHMMaHne, NOALEPKKY U peann3aumnto
NoANTUKKN B 061aCTN KayecTBa BCEMU COTPYAHUKAMU YUYPEKAEHUS.

6.3.2 opFaHI/I3aLI,I/IOHHaﬂ CTPYKTYpPa CUCTEMbI obecneyeHna KavyecTBa MOXeT ObITb npeanctaBJieHa B BUOE CXeMbl (c
HeobXxoAMMbIM MOSICHEHMEM), Ha KOTOpOI7I DOJIKHbI  BbITb I/I306pa)KeHbI BCe CTPYKTYpHble noAapa3aeneHnsa,
HenocpeacTBeHHO yHacTByloW e B NpegoCTaBsIiEHNN yCnyr nnm obecneyuBatome nx npenocTtaBneHme.

B nosicHeHUn K cxeme A0J1KHbI bbITb OTpa>XeHbl 3ada4yu, quHKLlI/II/I N OTBETCTBEHHOCTb BCeX I'IOLI,pa3£I,EJ'IEHVII7I n C}'Iy)K6
yypexaneHmna B obnacTn KayecTBa U npuBeneHbl cBeaoeHNA 0 OOKYyMeHTaX BCeX ypOBHEIZ, KOTOpPble AO0J/1XXHbl COCTaBJIATb
HOPMaTMBHO-MeTOOANYECKYHO 633y cuctembl obecneyeHns KavyecTsa yypexageHunsa.

CeBefieHUs 0 [OKYMEeHTaxX MoryT ObITb npeanctassieHbl B Buae CaMuUx AOOKYMeHTOB, MOBTOPHO paBpa60TaHHle
(nonnTnka B obnacTtm KayecTBa u Op.) an yxxe OeNCTBYOLWMNX B yYpexxAeHUN (MOSOXKEHUSA, MHCTPYKUNN, METOAUNKMN,
pPyKOBOACTBaA, NpaBuaa U T.4.), HO OTKOPPEKTUPOBAHHbLIX Mpun HeobxoauMocTn B uLensx 6onee NonHOro y4vyeTa B HUX
BOMpPOCOB Ka4ecCTBa, nmbo B BUAE CCbIJIKM Ha 3TuU OOKYMeHTbl C WHpopMaumen 06 unx npeaHasHa4eHnn N KPaTKOM
cogep>xaHun.

6.3.3 [loKyMeHTauuns cmctemsl obecneyeHuns KayecTBa yypexageHna noJsi>KHa NoCTOAHHO Nogaep>XmBaTtbCsd B pa6oqu
COCTOSHUW; YCTapeBLUYO LOKYMEHTaUNIO cefyeT CBOEBPEMEHHO U3biIMAaTb U 3aMEHATb HOBOMN.

7 OpraHu3sauus pa60Tb| no Ka4yecTBy ycnyr B cucreme obecneyeHusa KayecTBa

7.1 MONHOMO4YMA U OTBETCTBEHHOCTb NepcoHasna

7.1.1 B cucteme obecnedyeHna KayvecTBa Y4HpeXAEHUA OOJIKHbI ObITb  YeTKo onpepeneHbl nNoJIHOMO4uKA,
OTBETCTBEHHOCTb W B3aMMOLENCTBME BCEro MepcoHana YYpexAeHus, OCyLLeCTBASKLWEro pPyKoBOACTBO pa60T017|,
npenocTaBsieHNe YCAYr N KOHTPOJIb OEeATENbHOCTN, BANSIOWEN Ha KAaYecTBO yCayr.

9To, B NepBylo o4epenb, OO0HKHO OTHOCUTLCA K 0B6CayXXuBatoweMy nepcoHany, AeATeNbHOCTb KOTOPOro cBsizaHa C
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BbIMOJIHEHNEM TaKUX nMpouenyp, KakK BbidBeHNe I'IpeTeH3I/II7I N Kanob KIMEHTOB, npopeneHne MepOI'IpI/IﬂTI/IVI no
YCTPaHEHWUIO K npeanynpexaeHni HegoCTaTKoB, KOHTPOJIb BbIMOJIHEHUA 3TUX MepOI'IpVIﬂTVIVI.

7.1.2 B yupexpeHun [Oo/KHO ObiTb Ha3HayeHO OTBETCTBEHHOE MU0 (MpencTaBMTENb PYKOBOACTBA) U3 4Mchia
pyKoBOAUTENEN YYPEXAEHUS, KOTOPOE HE3ABUCUMO OT APYrMX BO3/I0XKEHHbLIX HAa Hero 06s3aHHOCTEN A0JKHO OTBEYaTb
32 HaZnexallee BbinoJsiHeHWe TpeboBaHWUIN, YCTAaHOBJIEHHbIX HACTOSLWMM CTaHAAPTOM, U UMETb MOJIHOMOYMS:

- pnsa obecnevyeHuns pa3pa60TKV| cuctembl obecnevyeHus kKavecTBa, ee BHeOApeHna N noanep>XaHua B pa6oqu
COCTOAHUMN;

- nNpenocCTtaByieHNAa OTHETOB PYKOBOAUTENIO yHpexxaeHunsa o qDyHKLI,I/IOHI/IpOBaHI/II/I cuctembl obecnevyeHns KavyecTBa C
Lenblo ee aHa/lM3a N NCNOoJ1Ib30BaHNA MOJTyHeHHbIX Pe3yJibTaTOB KakK OCHOBbI A4 haslbHENLLEro coBepLleHCTBOBaHUA.

7.1.3 VY4ypexnAeHue [OJHXKHO YCTAaHOBUTb MOPSAOK pa3paboTky (MAM KOPPEKTUPOBKW, MNpu HeobxoammocTw),
pPacCMOTPEHUNs, YTBEPXKAEHNS U BEAEHUs BCEX OOKYMEHTOB, OTHOCALLMXCA K CMCTeMe obecrneyeHus KayecTBa, a Takxe
NopsiAOK UX NPefoCTaBIEHUS.

7.2 BHyTpeHHUe NpPOBepKMN CUCTEeMbl Ka4yecTBa

7.2.1 B cucteme obecneyeHns KavyecTBa yupexaeHus fo/mkeH ObiTb paspaboTaH u nopgepxusaTbcs B pabouyem
COCTOSIHUM MNOPSAAOK MPOBEAEHUS BHYTPEHHUX TMPOBEPOK (MYHKUNOHUPOBAHUS CUCTEMbl obecrnevyeHns KayecTsa.
BHYTpeHHME MPOBEPKU CUCTEMbI OBecrnevyeHUsi KavyecTBa YYpPeXXKAEeHUs MPOBOAST C LEbl PeryaspHoOM OUEeHKW ee
3(PHEKTMBHOCTM U COOTBETCTBUS YCTAHOB/IEHHLIM TPeboBaHMAM, a Takxe AJs NonyyYeHus UHpopmaunm, Heobxoanmon
4719 3 (PEKTUBHOMO (DYHKLIMOHMPOBAHWSA 3TOW CUCTEMBI.

7.2.2 OTBETCTBEHHbIM JIMLUOM 3a OpraHusauumi W nNpoBedeHne TMpPoBEepKU CUCTEMbI obecneyeHnss kKayvecTBa
ydqpexageHuna nosxxeH 6bITb npeacTaBUTeNb PYKOBOACTBA, OTBETCTBEHHbIN 3@ CUCTEMY obecneyeHuns KayecTBa.

7.2.3 OTBETCTBEHHbIMW WCMOJIHUTENSIMU O MPOBEAEHUIO MPOBEPOK PEKOMEHAYeTCs Ha3HayaTb pykoBoAUTENen
noapasaeneHvin, 3P@PEeKTUBHOCTbL U KAYecTBO [AeATe/bHOCTU KOTOPbIX 3aBUCAT OT KayecTBa AesATEeNbHOCTM
npoBepsieMbIX NoapasaesieHn.

7.2.4 OPDEKTUBHOCTb CUCTEMbI 0DecrnevyeHus KayecTBa YYpexxAeHUs onpeaenstoT Mo pesysbTaTaM ee OLEHOK,
noJiy4aemMbix Npu NpoBepkKax.

7.2.5 B npouecce NpoBepku cMcTeMbl obecneyeHns KayecTBa yupexxaeHuin (U ee COCTaBHbIX YacTel) oCcyLLecTBAT:

- KOHTPOJIb COOTBETCTBUNA CNCTEMDbI obecneyeHnsa KavecTsa Tp66OBaHVIF|M HacTodlWero CtaHaapTa U OOKYMeHTauunun
Ha Hee;

- aHa/IN3 1 OLUEHKY COCTOSIHUA (PYHKLMOHUPOBAHUSA CUCTeMbl obecneyeHUss KayecTBa B LEJIOM U OTAENIbHbIX ee
COCTaBHbIX YacTen;

- aHaJIM3 COOTBETCTBUS NPEefOCTaBIAEMbIX YCYr TpeboBaHMAM HOPMATUBHbLIX LOKYMEHTOB;
- aHaJIM3 1 OLUEHKY pe3ysibTaToB paboThl yupexAeHus B 061acTu KavyecTsa ycayr;

- BbIpaboOTKYy KOpPPEeKTUpPYLLNX AeACTBUA, HanpaBiieHHbIX Ha yCTpaHeHWe HefoCTaTKOB, BbISIBJIEHHbLIX B npouecce
npepocTaB/ieHNs YCyr, U COBEPLUEHCTBOBaHME CucTeMbl obecneyeHnss kavyecTsa.

7.2.6 NpoBepKU CUCTEMbI Ka4eCTBa YY4PeXAEeHNN MOryT 6bITb MIAHOBLIMM U ONEPAaTUBHbLIMU.
MNepnoANYHOCTb NMAaHOBbLIX MPOBEPOK YCTAaHABANBAIOT B 3aBUCMMOCTM OT pe3y/ibTaToOB aHa/iM3a KavyecTBa yCayr.

OnepaTrBHYIO NPOBEPKY CUCTEMbI 0b6ecrneyeHns KayecTBa WM OTAEJIbHbIX €e COCTaBHbIX YacTel NPoOBOAAT B Cllyyae
pe3Koro yxyAalleHuns noka3saTesleil, XxapaKTepUsyloLnX KoHeYHble pe3ysibTaTbl paboTbl No obecneyveHmnto KavyecTBa yciyr,
npefocTaBAseMbIX KakMM-nMbo noapasfesieHneM WAN YYpexKAeHWeM B LesIoM, B Cjlydae OUeHKM 3(EPEKTUBHOCTHU
KOPPEKTUPYWNX OEeNCTBUN, a TakXe TMNpu 3HAYUMTESIbHbIX W3MEHEHUsX opraHm3aumm paboT Kn TexHonorunnm
npenocTaB/eHNSA YCIyr, KOTOpble MOryT OTpULLATE/IbHO MOBJINATbL Ha NX Ka4yeCcTBo.

7.2.7 MNocne OKOHYaHWA BHYTPEHHEN MPOBEPKU ee pe3dynbTaTbl 0OPOPMASAIOT B BUAE OTYHETA O COCTOAHUU CUCTEMbI
KavyecTBa obecnevyeHMs y4YpeXOeHMs, B KOTOPOM OTpaXkalT p[aHHble aHasvM3a COOTBETCTBUA TOKasaTesen wu
pe3ysbTaTOB AEATENbHOCTY yypexxaeHus B obnactm obecnevyeHus kavyecTBa NpefocTaBAseMbIX YC/Yyr YCTaHOBAEHHbIM
TpeboBaHNAM.

7.2.8 Pe3ynbTaTbl NPOBEPOK CUCTEMBbI 06eCnevyeHns KayecTBa yHpexXAeHNN ABAAIOTCA OCHOBaHMEM A5 pa3paboTku
MU peanvsaunym MepornpusaTUn No ee COBEPLUEHCTBOBaHWUIO, MO pa3paboTke HOBbIX METOAOB U CPeACTB YrMpaBJieHUs
Ka4yeCTBOM MNpefocTaBAsseMbIX YCAYr, YJy4YLIEHWI0 COCTaBa M COAEpPXXaHWS HOPMATUBHOM OOKYMEHTaUuuM Ha CUcTemy
obecnevyeHnsa kayecTBa.

7.3 MNoaroToBKka KagposB

7.3.1 B y4pexaeHuun posmkeH 6biTb pa3paboTaH, LOKYMEHTasllbHO OOPMJIEH U YTBEPXKAEH MJiaH MeponpuaTui no
noarotoBke (0bOy4yeHWto, MOBLILIEHUIO KBaauguKaumu, aTTecTaunm, CTa>KMPOBKE W T.A.) MepcOoHana, BbIMOJHAKOLWLEro
paboThbl, HEMOCPEACTBEHHO B/INSAOLMNE Ha Ka4eCTBO yCayr.
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7.3.2 MoAroToBKOI NepcoHana A0JKHbl ObITb OXBaYeHbl BCE COTPYAHUKMN YYPEXAEHUsl, HENOCPEeACTBEHHO B ME
Ha Ka4yecTBO YCJyr, BKJ/IlOYas PYKOBOAALINIA COCTaB BCEX YPOBHEN.

7.3.3 MNpun pa3paboTke n peanusaumm MJaHOB MeponpuATUIA MO MNOArOTOBKE KaApoB HeobXoAMMO y4MTbiBaTb
TpeboBaHus, n3noxeHHble B 5.2.3, Kacatowmecs nopsagka paboTbl CO cneunanncTaMmm yu4pex 4eHus.

7.4 AHanm3 HPYHKLMOHUPOBAHUA CUCTEMbI Ka4eCTBa PYKOBOACTBOM Y4Ype>kaeHUs

7.4.1 Cnctemy obecnevyeHns KayecTBa NepMoanNYEeCcKN OOJIKHO aHaNIN3MPOBaTb PYKOBOACTBO YYpPEXOEHUS 019 TOro,
4TO6bI MOXKHO 6b1/10 YO6eanTLCS B TOM, 4TO OHa yA0BJIETBOPSAET NpeabaBisieMbiM K Hell TpeboBaHNAM N 3hheKTUBHA.

7.4.2 AHanu3 [OJ/DKEH BKJKOYaTb OLEHKY pe3ynbTaTOB BHYTPEHHUX MPOBEPOK, MPOBOAUMbIX HenocpencTBEHHO
PYKOBOOCTBOM WAM MNpeacTaBUTEleM PYKOBOACTBA, OTBETCTBEHHbIM 3a (DYHKUMOHMPOBaHUE cuUcTeMbl obecrneveHus
KavyecTBa y4YpeKAeHus.

Pe3ynbTaThl Nogo6HBIX aHaNM30B CcefgyeT UCMOoJb30BaTh ANA NOATBEPXKAEHMS AOCTMXKeHMS TpebyeMoro KayecTsa 1
3(pPEeKTUBHOCTU PYHKLNOHNPOBAHNSA CUCTEMBI.

7.5 KoHTpoONb U OLEeHKa KavyecTBa ycayr

7.5.1 [pn KOHTPOJIE N OLEHKE KavyeCTBa NpefocTaBIseMblX yHpeXX4eHNEM YCyr yYpexxgeHne LO/KHO:

- NMPOBEPATb U VILI,eHTVIqJVILI,VIpOBaTb ycnyrm Ha cooTBeTCTBME HOPMATUBHbLIM OOKYMEHTaM, periaMeHTUpyrLwmnm mnx
npefocTaBieHue;

- obecne4mBaTh CaMOKOHTPOJIb NepCoHana, NpenocCTtaBidloWEro ycnyrm, Kak CoCtaBHYH 4acCTb npouecCa KOHTPON4;
- obecne4ymBaTh NMPMOPNUTET KJINEHTOB B OLlEHKE Ka4deCTBa yCcnyr;

- MPaKTUKOBaTb B Yy4pexOoeHun peryaspHyr OLeHKYy CcTeneHn yaoBJIETBOPEHHOCTU KJ/IMEHTOB YyCcayramMmm nyTtem
npoeseneHmMsa coumnonorn4eCckKnx onpocos.

7.5.2 CpaBHeHMe OLEeHOK KJIMEHTOB U UCMOJIHUTENEN YCNyr cneayeT NPoBOANTb MOCTOSIHHO AJ1s TOro, YTobbl OLEHUTb
COBMECTUMOCTb [OBYX Mep WX KayecTBa, MPoBecTU (Npy HeoOXOAMMOCTU) KOppekTupylllmMe AeNCTBUS U onpelennTs,
HACKOJ/IbKO AesiTeNbHOCTb MCMOJIHUTENEN yCyr oTBeYaeT NoTpebHOCTSM 1 3anpocam KJNEHTOB.
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