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MNpegucnosue

LUenn v npuHuunel ctaHgapTtusaumm B Poccuiickon ®epepaumm yctaHoBneHol PepeparnbHbiM
3akoHOM OT 27 pekabps 2002 r. N 184-®3 "O TexHM4eckoM perynupoBaHumn”, a npasuna npMMeHeHus
HauMoHanbHbIX cTaHgapToB Poccuiickon depepaumm - TOCT P 1.0-2004 "CrtaHgapTtusauusi B
Poccunckon ®enepaumn. OCHOBHbIE NOMNOXEHUNA".

CBefieHns o cTaHaapTe

1. PaspabotaH PepepanbHbiM rocygapCTBEHHbIM YHUTApHbIM npeanpusitueM "Bcepoccuiicknia
Hay4HO-UCCNeaoBaTENbCKUA UHCTUTYT CTaHZapTM3auMm O0OOpPOHHOM npoaykuun u TexHonorun” (Pryri
"PocobopoHcTangapt"; oo 8 nionst 2005 r. - dryr "BHUWUctaHgapT").

2. BHeceH TexHun4yeckum KOMUTETOM Mo cTaHgapTusaumm TK 406 "CoumanbHoe obcnyxmBaHue
HaceneHus".

3. YTBepxaeH u BBedeH B fencteume [lpukaszom PenepanbHOro areHTCTBa MO TEXHUYECKOMY
perynupoBaHuto u metpornoruun ot 30 aekabpsa 2005 r. N 534-cr.

4. B HacTtoswem craHpapTe peanu3oBaHbl Hopmbl ®PefepanbHbiX  3akoHOB  Poccuiickon
depepauyuu:

oT 10 pekabps 1995 r. N 195-03 "O6 ocHOBax couManbHOro O6CMYXMBAHWUA HaceneHws B
Poccunckon ®epepaunn;

oT 9 aHBaps 1996 r. N 2-93 "O 3awmTe npaB noTpebutenen”;

oT 27 pekabpsi 2002 r. N 184-®3 "O TexHMYEeCKOM perynnpoBaHumn”.

B crtaHpapte peanu3oBaHbl Takke Hopmbl [locTaHoBneHuss [lpaButenbctBa Poccuiickomn
depepaumm ot 2 pepansa 1998 r. N 113 "O HeKkoTOpbIX Mepax, HanpaBfeHHbIX Ha COBEpPLUEHCTBOBAHNE
cuctem obecrnedeHmns kayecTsa NPoAYKLMMN 1 ycryr".

5. BeegeH Bnepsble.

MHdopmaumsa 06 M3MEHEHUAX K HaCTOsILLEMY CTaHOapTy NybnuvKkyeTcs B €XerogHo nsgaBaemMoMm
WHpopMaumnoHHOM Yykasatene "HaumoHanbHble cTaHAapThl”, @ TEKCT W3MEHEeHWA W MOonpaBoOK - B
eXeMeCslHHO u3faBaeMblX WH(OpPMaUMOHHLIX YKasaTtensx "HauuoHanbHble cTaHgapTtel". B cnyvae
nepecMoTpa (3aMeHbl) UM OTMEHbl HaCTOSALEro cTaHgapTa COOTBETCTBYyLLlee yBegoMmreHwe Oyaer
onybnMKoBaHO B eXXeMeCAYHO n3gaBaeMoM MHOPMaLMOHHOM yka3aTtene "HaunoHanbHble cTaHaapThl”.
CooTBeTcTBYOWAA UH(OpMaUns, yBEAOMIEHNE U TEKCTbl pasMellalnTca Takke B UMHMOOPMaLMOHHOM
cucteme oOLlero nonb3oBaHMA - Ha oduUManbHOM CalTe HauWoHanbHOro opraHa Poccwuiickon
denepaummn No ctaHgapTU3aumu n B cetn VIHTepHer.

1. O6nacTb NpMMeHeHus

HacTosiwmii  cTaHgapT pacnpocTpaHseTcs Ha coumanbHoe O06CnyXuWBaHWe HaceneHus u
ycTaHaBnuBaeT TpeboBaHMsA K CUCTEME KayecTBa y4ypexAeHWi coumanbHoro obcnyxuBaHus (ganee -
yYpexaeHusl), NPeAoCTaBMsAWMX coumasibHble YCryr (garnee - YCnyru) pasfivMyHbiM - KaTeropusim
HaceneHus, OKasaBLUUMCS B TPYAHOW XU3HEHHOW CUTYaLMM.



CtaHpgapT paspaboTaH C Lenbko ero Mcrnonb3oBaHus B kadecTBe 6a3oBOVM HOPMATUBHOM OCHOBbI
npu paspaboTke CUCTEM KayecTBa KOHKPETHbLIX YYPEXAEHWA MPUMEHUTENBHO K creunduke ux
0eATENbHOCTY.

2. HopmaTuBHbIE CCbIfKK

B HacTosiLeM cTaHaapTe UCMonb3oBaHbl HOPMATUBHbLIE CChINKM Ha crefyrolme cTaHaapThl:

FOCT P 50646-94. Ycnyru HaceneHuto. TepMuHbl U onpeaeneHns

FOCT P 50691-94. Mogenb obecneyeHuns ka4yecTsa ycnyr

FOCT P 52142-2003. CoumanbHoe obcnyxuBaHue HaceneHus. KayecTBO coumanbHbIX YCNyr.
OO6wwme nonoxeHns

FOCT P 52143-2003. CoumanbHoe obcnyxuBaHue HaceneHusi. OCHOBHble BWAbl CoLMarbHbIX
ycnyr

FOCT P NCO 9000:2001. Cnuctembl MeHeakmeHTa kadecTBa. OCHOBHbIE MOMIOXEHUS U CrIOBapb

FTOCT P MCO 9004:2001. Cuctembl MeHemKMeHTa kavecTBa. PekomMeHOauuu No yry4yleHWuto
OesTenbHOCTH.

MpumeyaHue - MNpy Nonb3oBaHUM HACTOSALLMM CTaHOAPTOM Lienecoobpa3Ho NpoBeEpUTbL AENCTBME
CCbINOYHbIX CTaHAapToOB B MHAOPMAaLMOHHON cucTeme OOLLEero nonb3oBaHus - Ha oduuManbHOM canTe
HaumoHanbHoro opraHa Poccunckon ®egepaumm no ctaHgapTmM3aumm B cetn VIHTEpPHET Mnn No exerogHo
nsgaBaemMoMy MHQOpPMaLUOHHOMY ykasaTento "HaumoHanbHble cTaHZapThl", KOTOPbIA ONybnukoBaH no
COCTOSIHMIO Ha 1 siHBaps TeKywero roga, M MO COOTBETCTBYWLIMM EXEMECSYHO Wn3gaBaemMbiM
MHOPMALIMOHHBIM  yKasaTensm, OnyOorMKoBaHHbIM B TekyweM rody. Ecnu cCbinouHbli LOKYMEHT
3aMeHeH (M3MeHeH), TO Npu MONMb30BaHWU HACTOSALWMM CTaHZApTOM credyeT pPyKOBOACTBOBATLCSH
3aMeHSEMbIM (M3MEHEHHbIM) AOKYMEHTOM. Ecnn CCbINOYHbIA OOKYMEHT OTMeHeH 6e3 3ameHbl, TO
NonoXeHne, B KOTOPOM [l@aHa CCbIfika Ha HETO, MPUMEHSIETCSA B YaCTW, HE 3aTparMBatoLLEen 3Ty CCbISIKY.

3. TepMuHbI 1 onpeaeneHns
B HacTosiwem ctaHgapTe npumeHeHbl TepMuHbl no FTOCT P 50646 n TOCT P MCO 9000.
4. TpeboBaHUSA K CUCTEME KayecTBa yYpPEeXaeHUs

4.1. TpeboBaHUss K cuUCTEME KayeCcTBa YYpeXAEHUS YCTaHOBIEHbl HacTOAWMM CTaH4apTOM B
COOTBETCTBUN C nonoxeHuamn depepanbHbix 3akoHOB Poccuickon degepaumm mn NocTaHOBREHMEM
MpaButenbctBa Poccuiickon depgepauun, ykasaHHbIMM B NPeaucrioBuM CTaHgapTta, a Takke
nonoxeHunsmn FOCT P 50691, TOCT P 52142, TOCT P 52143 n TOCT P CO 9004.

4.2. Tlog cucTemMon KayecTBa Yy4peXAeHUs MOHMMAKOT COBOKYMHOCTb €ro OpraHu3auuoHHOM
CTPYKTYpbl (C pacnpegeneHneM OTBETCTBEHHOCTM COTPYAHMKOB 3a KayecTBO yCrnyr), npaBur, MeToaoB
obecnedvyeHns KayecTBa ycrnyr, nNpoLeccOoB MPedoCTaBMeHUs yCnyr, PecypcoB yypexaeHus (MoacKuX,
MaTepuanbHO-TEXHUYECKNX, WHMPOPMALMOHHLIX W ApYyrux), obecneynBalollyto  OCYLLEeCTBNEHWEe
aAMUHNCTPATUBHOIO PyKOBOACTBaA Ka4eCTBOM YCIyr.

4.3. Cuctemy Ka4ecTBa y4YpeXOeHUs1 co3faroT ANd JOCTUXKEHMS U NMOAAEPXKaHWSA YPOBHS KadyecTBa
YCIyr, COOTBETCTBYIOLLErO NpeabsaBnsgeMbiM K HeMy TpeboBaHuAM.

4.4. Cuctema kavyecTBa yuypexaeHust JOIDKHA ABMATbCA HEOTbEMIIEMOM YacTbio OOLLEN CUCTEMBI
yrnpaBneHus AeATeNbHOCTbIO yYpexXaeHu s Mo NPeLoCTaBNEHNI0 COLUMATbHbIX YCYT.

4.5. CnctemMa KayecTBa YYpeXOeHUs npegHasHadyeHa Ansi co3fgaHusi HeobXoaWMbIX YCIOBUI
rapaHTMpoBaHHOIo yaOoBJIETBOPEHUA 3aKOHHbIX 3anpocoB U I'IOTpe6HOCTel7I KIMMEeHTOB, MOBbILLEHUA
Sd)d)eKTI/IBHOCTI/I M KayecCcTBa ycnyr Ha BCeX CTagudax UX npenoctaBlieHUA C uenblo npeaynpexaeHunsa
BO3MOXHbIX OTKMOHEHWA OT 3adaHHblXx TpeboBaHui K 3TuMm ycnyram, obecnedeHus penyTaumm
ydqypexneHuna Kak HagexxXHoro 1 nopaaovYHoro UCcnonHuTena ycnyr.

4.6. OCHOBHbIMM 3aa4yamMu, Ha peLleHne KOTOpbIX OOIMKHA OblTb HampaBfieHa CMCTEMa KayecTBa
ydpexneHusa, ABnarTCcA:

- ocyuwiecTBrneHne 3pEKTUBHONO KOHTPONSA 3a TEXHWYECKMMMW, OpPraHn3aLMoOHHbIMU U APYTMMU
dakTopamu, BNUAIOLLMMU Ha KA4eCTBO NPEAOCTaBNAEMbIX YCYT;

- MpefoTBpalleHne WUNM ycTpaHeHue nbbiX HEeCOOTBETCTBUM YCNyr NpeabsiBNSEMbIM K HUM
TpeboBaHusM;

- obecneyeHne cTabUNbHOTO YPOBHSA KayecTBa yCryr;

- pelleHne apyrux 3agad, oTpaxarLmx cneunduky 4eaTenbHOCTU YYPEXOEHWNA.

4.7. Pa3paboTka 1 pyHKLNOHMPOBaHNE CUCTEMbI KaYeCcTBa y4pexaeHusa AormkHbl 6a3MpoBaTbCs Ha
cneayrowmx OCHOBHbIX NpUHLMNAX:

- NPUOPUTETHOCTU TpeboBaHWiA (3anNpOCOB) KNMEHTa No obecrnevYeHuo KaydecTBa YCnyr, TO eCTb
obecrneyeHns yBEpPEHHOCTM B TOM, YTO 3T TpeboBaHMs (3anpocbl) OyayT NOSHOCTLIO peanv3oBaHbl Npu
npegocTaBneHUn yCIyr;



- npegynpexaeHns npobrnemM KayecTBa ycnyr, TO eCTb 06ecrnevyeHnss yBepeHHOCTN B TOM, YTO 3TK
npobnemsl OyayT NpegynpexaaTbes, a He BbiBNATLCS U pa3peluaTbecs NOCne X BO3HUKHOBEHUS;

- cobnoaeHNst NONOXEHUN HOPMATUBHbBIX AOKYMEHTOB, perfiaMmeHTUpYoLWmX TpeboBaHUs K MOPSaKy
¥ NpaBunamM NpeaocTaBneHns yCryr;

- 06ecneyeHHOCTN YYPEXAEHUA COOTBETCTBYHOLUMMW FHOOCKUMW, MaTepuarbHO-TEXHUHECKUMU U
apyrumm pecypcamu (6asoBon 1 onepatvBHON MHOpMaUnen, TEXHUYECKOW AOKYMEHTaUMen, AaHHbIMU O
pesynbTatax NpeaoCcTaBneHns YCnyr u NX KOHTPOIs, UTorax OLEeHKM KayecTsa v ap.);

- YeTKOro pacnpegerneHus nosIHOMoYM U OTBETCTBEHHOCTU NepcoHana 3a ero AedATenbHOCTb Mo
npeaocTaBfeHnto YCryr, BRMSOLWLYI0 Ha obecneyeHne nx KavyecTsa;

- NIMYHOW OTBETCTBEHHOCTM PYKOBOACTBA YYpEXAEHWUs 3a KauyeCTBO NpedoCTaBhsieMblX YCIyr,
pa3paboTky, BHeOpPEHWE N KOHTPONb 3(EKTUBHOCTU CUCTEMbI Ka4yecTBa, 3a onpeaeneHue nonvTukn B
obnacTtu kadecTBa, opraHusaumio 1 obLiee pykoBoAaCcTBO paboTamu no obecneyeHunto KayecTsa;

- obecrneyveHne NNYHOWM OTBETCTBEHHOCTU KaXXAOro UCMOMHUTENSA 3@ KA4eCTBO YCIyr B COMETaHUN C
MaTepuanbHbIM ¥ MOpanbHbIM CTUMYIMPOBAHWEM Ka4yecTBa;

- AOKYMEeHTanbHOro ooopmIieHns npasuni U MeTogoB obecnedyeHns kKayecTsa yCcnyr;

- obecnevyeHnss NOHUMaHUA BCEMU COTPYOHWKAMU ydYpexaeHusa TpeboBaHUM cucTembl KavyecTBa K
nonuTuke B o6ractu kadyecTBa.

5. OcHOBHbIe haKTOpbI, BAMSOLWME Ha KAYECTBO YCHyT,
M NOpPAAO0K UX UCNONb30BaHUA NPy POPMUPOBAHUU CUCTEMBI
KayecTBa ydpexaeHui

5.1. TMpu dopmupoBaHnM cuctembl KayecTBa yuypexgeHun (nNpyu onpegeneHun MonUMTUKK
yypexgeHust B obnactu kavecTtsa, pa3paboTky JOKYMEHTaUMM CUCTEMbI KadecTBa, opraHmsaumm pabot
Nno KayecTBy) HeOOXOOUMO y4MTbiBaTb psg (PakTopoB (KPUTEPUEB) Pas3NIMYHOrO XapakTepa, KoTopble B
3HaYMTENbHOW Mepe BIMSIOT HA KA4eCTBO NPEeAOCTaBNAEMbIX YCHYT.

MpaBunbHbLIN y4eT 3TuUX aKTOpPOB, WX WCMOMb30BaHME Mpu pas3paboTke COOTBETCTBYHOLLUX
JOKYMEHTOB CUCTEMbI KayecTBa M B MPaKTUYECKON AeATENbHOCTU yupexaeHus byaoyT cnocobcTBoBaTh
MOBbLILLEHMWIO Ka4eCTBa yCIyr.

5.2. OcHOBHbIMY hakTOopamu sIBNSIKOTCS:

- Hanu4me N CoCTOSIHNE OOKYMEHTaLun, B COOTBETCTBUM C KOTOPOMN (PYHKLUOHMPYET yupexaeHue;

- YCINOBUS pa3MeLLEHNS YYPEXAEHUS;

- YKOMMNIIEKTOBAHHOCTb YYpEeXAeHUs creumanmctamu n ux kBanmukauus;

- creuyunanbHoe N TabenbHOe TEXHUYECKOoe OCHalleHue yypexaeHus (obopygoBaHue, Mpubopbl,
annapartypa u T.4.);

- cocTosiHue wHdopmaumm 06 ydypexageHun, nopsake W npaswunax npefocTaBneHus ycrnyr
KnuMeHTam.

5.2.1. B coctaB AOKYMEHTaLUM AOMKHbI BXOAUTb:

- nonoxeHue 06 yuypexgeHun (YcTaB ydpexaeHus), Bkhovawlwee B cebs cBegeHuss o
npegHasHa4YeHun yypexgeHus, nopsgke ero hopMMpoBaHus, COAepXaHus, peopraHnsauun, ceegeHus
006 OCHOBHbIX 33ajayax €ero AedATeNnbHOCTM, KaTeropusix obcnyXuBaemblx NWL, NOpsSaKe W YCIOBUSX
3a4McrneHus Ha obcnyxmBaHme, O CTPYKTYPHbIX NOApa3geneHmsx U NX OCHOBHbIX 3agadvax, cBeaeHust ob
obbeMe u nopsake NpegoCcTaBNeHUS MU YCIYT U O OPYTMX OPraHN3auUOHHbIX Y TEXHUYECKNX BOMPOCaXx;

- MOMOXEHUsT O CTPYKTYPHbIX NOApasAeneHunsx yUpexaeHusi, cogepxalume cBe4eHNst O KaTeropusix
rpaxkgaH, obcnykvBaembix TEM WM WHbIM MogpasaeneHneM, CTosIWMX nepes HUM 3ajadax, cpokax M
YCINOBUSAX OOCNYXUBaAHWUSI TpaxdaH, CBEAEHUS O [OOMOSNHUTENbHBIX AOKYMEHTax, HeoOXoAuMMbIX A5is
3a4McrneHus Ha obcnyxkuBaHWe B AaHHOe nogpasfeneHne, CBeAeHWs O KONMMYecTBe COTPYOHUKOB
nogpasfeneHusi, UX OCHOBHbIX 00513aHHOCTSAX U T.4.;

- PYKOBOACTBA, CNyXeOHble MHCTPYKLMWU, NpaBumna, METOAMKMA TEXHOMOMIA, NpeAHa3HavYeHHble Ans
pernaMmeHTUpOBaHUSA npouecca npegocTaBneHns Yycnyr, onpegeneHus metogoB (cnocobos) wux
NpefoCTaBMEHNs 1 KOHTPONS, a Takke ANsi COBEPLUEHCTBOBaHNS paboTbl yYpexaeHus;

- AOKyMeHTauumsa Ha obopygoBaHue, Npubopbl U annapaTypy, cnocobeTBylolaa obecneyeHmo nx
HopManbHOM K Ge3onacHow aKchnyaTauuu, OOCNyXMBaHWA W MNoAdepXaHuss B paboTocnocoOHOM
COCTOSIHWU;

- HauMoHanbHble CTaH4apThl couunaneHoro obcnyxmBaHmsa Hacenennst B Poccuiickon degepaunm,
COCTaBMAIOLLME HOPMATMBHYIO OCHOBY NPaKkTUYecKon paboTbl yYpexaeHuss B obnactu npegocTaBnisembix
KNMeHTaM coumarbHbIX YCyr.

B 3aBMCMMOCTM OT TOro, HACKOSMbKO KaydeCTBEHHO COCTaBIEHbl 3TU [OOKYMEHTbl, HaCKOJIbKO
KBanM@UUUPOBaHHO M YETKO M3NOXEHbl B HUX 00S3aHHOCTU, MpaBa, NOPSAOK BbIMOSIHEHUS Pa3nUYHbIX
npouenyp nNpu NpegocTaBneHun ycnyr n apyrme yHKUMM nepcoHana, 3aBucut aggeKTnBHOCTb paboThbl
yyYpexgeHns 1 ka4ecTBO NpeaoCTaBnseMbIX UM YCITyr.

YKasaHHble [OOKYMEHTbl [OJPKHbl COCTaBfATb OCHOBY [JOKyMEHTauum CUCTEMbl KavecTBa
yypexgeHus. B npouecce ¢opmMMpoBaHUS CUCTEMbI KavyecTBa OHW MOryT ObiTb MpM HEOBXoAuMOCTH



OTKOPPEKTUPOBaHbl C LENbl MNPUBELAEHUS WX COOEpXaHWss B COOTBETCTBME C TpeboBaHUSAMW,
NpeabsBSeMbIMU K HAM Kak K YacTu JOKYMEHTaLUN CUCTEMbI KayecTBa.

5.2.2. YcnoBus pasMeLleHust yupexaeHus, obecrneunatroime ero adeKTMBHYO padoTy, LOMKHbI
ObITb CnegyroLUMK:

- yJdpexaeHue 1 €ero CTPYKTYpHble noapasfeneHnsi OOSMKHbl ObiTb pasMelleHbl B creumanbHO
npegHasHayeHHOM 34aHuMM  (34aHMAX) WM MOMELLEHUsX, [OOCTYMHbIX AN BCEX  KaTeropwum
obcnyxmBaembIX rpaxgaH, B TOM YMcne Ansi MHBANuAOB M APYrnxX ManomobunbHbIX rpynn HaceneHus.
MomelneHua gomkHbl ObiTb 0becneveHbl BceMu cpeacTBamMmu KOMMYHanbHO-O6bITOBOrO obcnyxusaHus u
OCHaLleHbl TeNnedOHHOW CBA3bIO;

- No pasmepaMm WU  COCTOSIHAKO  MOMELUEHUs  OOMKHbl  OTBeyaTb  TpeboBaHUAM
CaHUTaAPHO-TUTIMEHNYECKMX HOPM M MpaBun, Ge3onacHoOCTUM Tpyaa W AOMKHbl ObiTb 3aluLLeHbl OT
BO34€eNCTBMSA (haKTOPOB, OTpULATENbHO BAUSIOLMX HA KA4eCTBO NpeaoCTaBNAeMbIX YCNyr (MOBbILLEHHbIE
TemnepaTypa Bo3ayxa, BMaXXHOCTb BO3yXa, 3amnbllIEHHOCTb, 3ara3aoBaHHOCTb, WWYM, BUOpaums u 1.4.);

- nrnowagb, 3aHMMaemasl yvYpeXxAaeHuWeM, [OSPKHa MO03BONSATb HOpMarbHOEe pasMelleHue
nepcoHana, KNMMeHTOB U NpefoCTaBleHNe UM YCNyr.

B cBsi3u ¢ aTum npu pa3paboTKke CUCTEMbI Ka4ecTBa y4pexaeHus OOSPKHbl ObiTb NpegyCMOTPEHbI
Mepbl, HaMpaBneHHbIe Ha CO3[4aHWe MMM NOAAEPKAHNE YNOMSHYTLIX YCIOBUA, a Npyu HEOBXOANMOCTU U
BO3MOXHOCTU - Ha UX YryuLLEHNE.

5.2.3. Bonpocbl YKOMMMEKTOBAHHOCTU YUYPEXAEHMS CheuuanuctaMmm u mux Kesanudukauumn Takke
OOIDKHBbI HANTWU OTpaXKeHWe B CUCTEME KadeCTBa Kak OOWH U3 BaXXHEWMLWMX (DaKTOpPOB, BIUSIOWMX Ha
Ka4yecTBO yCnyr.

B uncne Takmx BONpoCcoB, Nognexalmx peLeHnto B paMKax CUCTEMbl Ka4eCcTBa, MOTyT ObITb:

- NONHasi yKOMMJIEKTOBAHHOCTb YYpeXaeHus HeobxoaMMbiMK cneumanucTtamm B COOTBETCTBMM CO
LUTATHbIM pacnucaHnem;

- noabop cneunannctoB C  COOTBETCTBYHOLLUM obpasoBaHueM, KBanMdukaumen,
npodeccnoHanbHoN NoaroToBKONW, 0bragaoLWwmnx 3HaHUSIMKU U ONbITOM, He0bXoAMMbIMU AN BbINONTHEHUS
BO3ITOXEHHbIX HAa HUX 00S3aHHOCTEWN; MOCTOSIHHOE MOBbIWEHME WX KBanudukaumm y4ebolr Ha Kypcax
nepenoaroToBKM M NOBbLILLEHUS KBanudukaunm Unm nHbiMm cnocobamu;

- yYyeTkoe pacnpegeneHne o0653aHHOCTEN CNEeUnanucToB, W3MOXEHHbIX B  AOIMKHOCTHbIX
WHCTPYKUMSAX, METoAMKax M ApYyrMx AOKYMEHTax, PerfameHTUpyowmMx Wux o00s3aHHOCTW, npaBa U
OTBETCTBEHHOCTb;

- obsizaTenbHasi aTTecTauus CNeumnanncToB B YCTaHOBIIEHHOM MOPSIAKE;

- BOCMUTaHME Yy BCEX COTPYAHWKOB YYPEXOEHUS BbICOKMX MOPAsibHbIX M MOPasibHO-3TUYECKUX
KayecTB, YyBCTBa OTBETCTBEHHOCTM U HEOOXOAMMOCTU PYKOBOACTBOBATLCA B CBOEN paboTe ¢ KnMeHTaMu
nNpyHUMNaMM TryMaHHOCTW, CNpaBeaSsIMBOCTU, OOBLEKTUBHOCTUM U [0OpOXenaTenbHOCTU, YYuUTbiBast WX
dur3myeckoe 1 NCUXMYeCcKoe COCTOSIHUE;

- NPUHATUE Mep K HeJOoNyLUEeHWIO pasrnalleHns COTpyaHUKaMu ydpexaeHuss CBeAeHU FUYHOro
Xapaktepa O KnueHTax, ubo 3TW CBeAeHUs COCTaBNST ChAyXebHyl TanHy M 3a WX pasrnaweHue
BVHOBHbIE HECYT OTBETCTBEHHOCTb B MNOPSAKE, YCTaHOBMNEHHOM 3akoHoaaTtenbcTBoM Poccuiickon
depepayuu.

5.2.4. [na KayeCTBEHHOro MpPefoCTaBMEeHUs YCNyr YydYpexaeHwe [AOMKHO ObiTb OCHaLleHOo
crneumanbHbiM 1 TabenbHbIM 060pyaoBaHMEM, annapaTypol U npubopamu, oTBeYarLnMm TpeboBaHNSM
COOTBETCTBYIOLUMX CTaAHOAPTOB, TEXHWYECKUX YCMNOBWUWA, APYrMX HOPMATUBHbIX [OOKYMEHTOB W
obecrneyvnBalOLNMK Hagnexallee KauyecTBO NpeaoCTaBNSAEMbIX YCIYT.

MoaTomMy B cuUCTEME KayecTBa YyupexaeHus OOMkKHbl OblTb NpegycMOTpeHbl MeponpuaTus,
HanpaBIieHHble Ha TO, YTOObI:

- obopynoBaHue, npubopsl 1 annapaTtypa UCNonb30BanIMCb CTPOro MO Ha3HAYEeHMI0 B COOTBETCTBUM
C OOKYMEHTauMen Ha ux yHKUNOHUPOBAHUE N 3KCMNyaTaumio, COAEPKanucb B TEXHUYECKM UCMPABHOM
COCTOSIHMU, KOTOPOE cUcTeEMaTnyeckn 6ol MPOBEPSNOCS;

- HeucrnpaBHoe oOopyaoBaHue, Npubopbl U annapaTypa, gawlwmue npu pabote COMHUTESNbHbIE
pe3ynbTaTtbl, CBOEBPEMEHHO CHMMAINUCh C SKCMnyaTaunm, 3aMeHANMUCb UM PEMOHTUMPOBANNCh (€CNu OHU
noanexaT PEMOHTY), @ NPUrOAHOCTb OTPEMOHTUPOBAHHbIX NOATBEPXKAANACh UX MPOBEPKON.

5.2.5. Bonpocbl uHGOpMauuMM [OMKHbI SBRAATLCA COCTABHOWM 4YacTbld CUCTEMbI KayecTBa
yypexgeHusl, Tak Kak 0e3 npaBUNbHO OpraHW3oBaHHOW WHOPMALMOHHOW paboTbl HEBO3MOXHO
obecneuynTb Ka4eCTBO NPEAOCTaBNSEMbIX YCIYr, COOTBETCTBYIOLLEE 3anpocam U HY>KAaM KITMEHTOB.

CoctosiHMe wmHGopMauMm 00 ydpexaeHun u npaBunax npefoCTaBfeHUss UM YCIyr OOSKHO
cooTBeTcTBOBaTb TpeboBaHusim PepepanbHoro 3akoHa Poccunckon depepaumm "O 3awuTe npae
notpebutenen".

B [OoKymeHTaumMmM cuCTEMbl KayecTBa YYPEXOEHWUA [OMKHbl ObiTb M3MOXEHbl crnegyroLine
TpeboBaHusa K MHpopMauuu:

a) yupexpaeHue 06s3aHO 4OBOAUTL [0 rpaXaaH CBOE HAaMMEHOBaHME N MECTOHaXOoXAeHne IobbIM
crnocobom, npegycMoOTpeHHbIM 3akoHogaTenbcTBOM Poccuickon dPepepaumu, nNpedocTaBnsTb MO



TpeboBaHMIO KNMEHTOB HeobxoaWMyld ¥ [OOCTOBEPHYH WHGOPMaUM O BbINOMHAEMbIX YyChyrax,
MO3BOSIOLLYIO UM cAenaTb KOMMNETEHTHbIN BbIOOP;

0) coctaB MHMopmauum 06 ycnyrax (B cootBeTcTBMM ¢ PepepanbHbiM 3akoHom "O 3awute npae
notpedutenein") OOMKEH BKIOYaTh B cebs:

- MepeyeHb OCHOBHbIX YCNYT, MPeAOCTaBNAeMbIX YYPEXAEHNEM;

- XapaKTepuCTUKy Kaxgow ycnyru, obnacTtb ee npedocTaBneHust U 3aTpaTbl BPEMEHM Ha ee
npefocTaBneHue;

- B3aMMOCBSI3b MeXy Ka4eCTBOM YCryru, yCroBUsSIMU ee NpPedoCTaBNeHNs1 U CTOMMOCTbIO;

- BO3MOXXHOCTb MOJTY4YEHUS OLEHKN KayeCTBa YCIyrM CO CTOPOHbI KITMEHTA;

- YCTaHOBIEHWE B3aUMOCBS3N MeXay MNPefnoXeHHOW YCNyrom u peanbHbIMU NOTPeBGHOCTAMM
KINNEHTa;

- NpaBuna un ycnosus 3{EeKTMBHOro 1 6€30nacHOro NCNonb30BaHUsA YCNyr;

- rapaHTUNHbIE 00A3aTeNbCTBA YUPEXKAEHUS - UCMONTHUTENS YCIYT;

B) uHdopmMauma OofmkHa ObiTb JOCTOBEPHOM M nonHoWn. Ecnn npepocTtaBneHne HegoOCTOBEPHON
W HEAOCTATOYHO MOJSIHOW MHAopMau M o6 ycryre NoBrekno NpUYMHEHME BPeaa >XM3HW, 300POBbI0 UK
WUMYLLIECTBY KNMEHTa couManbHOM crnyxObl (BCneacTBME MPOU3BOACTBEHHBIX, PELENTYPHbIX M WUHbIX
HeJOCTaTKOB YCIyru), OH BMpaBe NpeabsBUTb yYpeXOeHM0 TpeboBaHUsA O BO3MELLEHUU NPUYNUHEHHOTO
Bpeaa.

6. JokymeHTanbHoe oopMIieHne cucTeMbl KayecTaa

6.1. Cuctemy kadectBa O(OPMNAOT B BuAe KOMMNIEKTa AOKYMEHTOB (PYKOBOACTB, MOMOXEHWW,
WHCTPYKUWUIA, METOOMK W T.4.), B KOTOPbIX YCTaHaBNuMBaloT TpeboBaHMsa K cucteme kayecTBa y4pexaeHus
B LIENIOM U K ee COCTaBHbIM YacTsIM, yKa3aHHbIM B 4.2.

CTteneHb JOKYMEHTUPOBAHHOCTU CUCTEMbI KQYecTBa PasnUUHbIX yUpeXaeHU MOXeT OTNN4aThCs B
3aBNCUMOCTM OT:

- pa3Mepa W nNpefHa3HaYeHus1 yupexaeHusl, xapaktepa M obbema npeaocTaBnAeMbIX YCHyr,
KaTeropum obCcny>xMBaemMoro HacerneHus;

- CIOXXHOCTU npoLiecca no npeaocTaBreHuto YCnyr,;

- KOMMeTeHUUn nepcoHana y4pexaeHus.

[okymeHTauns MoXeT ObITb Ntobon hopmMbl 1 Ha NOOM HocuTerne.

6.2. [JokymeHTauuss cuUcTeMbl KadecTBa AOSPKHA OMOPMAATBCHA Kak CcocTaBHas 4acTb Bceu
OOKYMEeHTauUun y4pexaeHus u yTeepXaaTbCsl B YCTaHOBNEHHOM Nopsake.

6.3. OCHOBHbIM JOKYMEHTOM CUCTEMbI KAa4eCTBa yypexaeHus aenseTcs PykoBoACTBO MO KayecTBy.

B Hem wsnarawT obwee onucaHMe CUCTEMbl KavyecTBa MPUMEHUTENbHO K KOHKPETHOMY
YyUYpexXaeHuto, pasbsaCHAIOT MONMUTUKY ydYpexaeHus B 06racTu KayecTBa, OTpaxalT OpraHvM3auMOHHYIO
CTPYKTYpY CUCTEMbl KayecTBa, 3adaym U yHKUMU noapasfeneHuin u cnyxb ydpexgeHus B obnactu
KayecTBa, MpPUBOAAT CBeOEHWS O KOMMNEeKTe [dOKYMEHTOB BCEX YPOBHEN, COCTaBMsoLWmX
HOpMaTUBHO-METOOMYECKYI0 6ady CcuCTeMbl KadecTBa, YCTaHaBNUBAKOT MOPSAOK  BHEAPEHUs,
DYHKLMOHMPOBAHUSA U KOHTPOMS CUCTEMbI Ka4yecTBa.

6.3.1. Monutuka B obnacTn Kavectsa OOSMKHA NPeACcTaBNATb COOOM OCHOBHblE LEenu, 3agadn u
NPVHLUMMbI EATENBHOCTU yYpeXxaeHns B 00nacTu KayecTBa, JOKYMEHTaNbHO OPOPMIIEHHbIE Y NPUHATBIE
K 06513aTeNbHOMY BbINOMTHEHUIO B YYPEXAEHNN.

6.3.1.1. Llenn nonnutukM B 06nactu KayecTBa AOMKHbI OTpaXaTtb CriegyHoLine BOnpocsh:

- obecneyeHre NOCTOSAHHOIO yAOBMNETBOPEHUS KIIMEHTOB NPefoCTaBNsAeMbIMY YCIyramu;

- MOBbILLEHNE KayecTBa ycnyr n 3dPeKTUBHOCTHU (Pe3yNbTaTUBHOCTUN) UX NPEAOCTABMNEHUS;

- NPUHATUE NPOMUNAKTUYECKMX Mep NO NPeayrnpexxaeHWo Unu yperynvpoBaHuio NpeTeH3nni u
»anob KNNeHTOoB;

- NpPOYUne BOMPOChI, OTpaxatoLwue cneundurky 4eaTenbHOCTU yupexaeHus.

CopgepxaHvne OCHOBHbIX 3agay M MPUHUMMNOB AeATenbHOCTU ydypexaeHus B obnactu kayecTsa
npvBeaeHo B 4.6 n 4.7 COOTBETCTBEHHO.

6.3.1.2. Hapsgy ¢ nogpoGHbIM U3MOXeHueMm Lenen, 3agady v npuHUunoB B PykoBoacTse Mo
KayecTBY YYpeXAeHUs OOMKHblI ObiTb 4YeTko ornpegeneHbl u chOopMynMpoBaHbl MOPSAOK U Cnocobbl
(meToabl) nx peanusaumn.

6.3.1.3. OTBETCTBEHHOCTb 3a NONUTKKY B 006NacTu kayecTBa HeCceT PYKOBOAMTEND YUPEXKAEHUSI.

OH pomkeH obecneunTb pasbsiCHEHME W OOBedeHVMe 3TOW MOMUTUMKM [0 BCEro nepcoHana
yupexaeHus, YeTko onpenenuTb MOMHOMOYMS, OTBETCTBEHHOCTb W MNOPSAAOK B3aMMOAEWCTBUS BCEro
nepcoHana y4ypexaeHusi, OCYLLEeCTBMSIOLWEro pPyKOBOACTBO, WCMOMHEHWE YCryr W KOHTPOIb
OEeATenbHOCTU, BIUSIOLLEN Ha KA4eCTBO YCIyr.

6.3.1.4. B cdopmmpoBaHun nonutukum B oBNacTM KayecTBa AOMKHbI MPUHMMAaTb yyacTue BCe
pYKOBOAUTENMU, OCYLLECTBASOLWMNE yNpaBrneHe yupexaeHuem.

6.3.1.5. MNonuTtuka ydpexgeHns B obrnactn KayecTBa AOSMKHA OXBaTbiBaTb BCE HamnpaBfieHUs1 ero
OeATenbHOCTN, COOTBETCTBOBaTb MOTPEOHOCTAM M 3anpocaM KIMEHTOB, CMOCOGCTBOBATb YMYYLLIEHWUIO



coumanbHbIX W 3KOHOMWYECKMX MoKasaTenen ydpexageHus. [lonuTuka [JorkHa cogepxaTb Takke
0053aTenbCTBO  PYKOBOACTBA  YYPEXOEHMS  OCYLLECTBNATb MOCTOSIHHOE  yrydlleHue KadecTBa
06CnyXMBaHWS KIMEHTOB.

6.3.1.6. MNonuTuka y4ypexpeHus B obnacTM KkavyecTBa [OJPKHA BHEAPSTbCA BO BCEX CTPYKTYPHbIX
noapasgeneHusax y4ypexneHus U perynspHo noaBepratbCd aHanm3y Ha npeameT ee MOCTOSIHHOM
aKTyanbHOCTU U NPUIrO4HOCTM.

6.3.1.7. Peanusauma nonutukn ydpexaeHws B obnactu kadectBa [OSkHa ObiTb obecnedyeHa
HeobxoaMMbIMKU pecypcamu (KagpoBbiMU, MaTEPUanbHO-TEXHUYECKUMU, UHPOPMALMOHHBIMU 1 OPYTUMN).

[Ona  BbINONHEHWST NPUHATOM  ydypexaeHuem nonuTukn B obractu  kavyecTBa nepes
nogpasgeneHvamun u crnyxbamum yypexaeHus cTaBATCHA 3a4ayn Ha KOHKpPETHble MraHoBble nepuogbl U
npy HEOBXOAMMOCTM CBOEBPEMEHHO YTOYHSIOTCH U KOPPEKTUPYIOTCH PYKOBOACTBOM yUYpexaeHus.

6.3.1.8. B yupexaeHuUn [OMKHbI MNPOBOAMTLCA MeponpuaTusi, obecneuyvBatoliMe MOHUMaHWE,
NOAAEPXKY M peanusaLmio NonMTUKM B 0611acTu KadecTBa BCEMU COTPYAHMKAMM yUpeXaeHus:.

6.3.2. OpraHusaumoHHas CTPyKTypa CUCTEMbI Ka4ecTBa MOXET ObITb NpeAcTaBrieHa B BUAE CXEMb
(c HeobXoOMMBIM MOSICHEHMEM), Ha KOTOPOW [AOIMKHbI ObiTb MN300pakeHbl BCe CTPYKTYpHbIE
noapasgeneHusl, HeMoCpeACTBEHHO y4YacTBYWOLWME B NpegocTaBreHnn ycnyr unm obecnedmBatoime mx
npegocTaBneHue.

B nosicHeHnn K cxeme [OMKHbl ObITb OTpaeHbl 3adaudn, (PyHKUMM U OTBETCTBEHHOCTb BCEX
nogpasgeneHun u cnyx6 yupexgeHus B obnactu kavyectsa U npusedeHbl CBe4eHNs O JOKYMeHTax Bcex
YPOBHEW, KOTOpble [AOMKHbI COCTaBNATb HOPMAaTUBHO-MeToAMYeckylo a3y cuctembl KayecTBa
yypexaeHus.

CeegeHus 0 goKymeHTax MOryT ObiTb NpeAacTaBneHbl B BUAE CaMUX JOKYMEHTOB, pa3paboTaHHbIX
BHOBb (MomuTuka B obnactn kavyectBa WM Ap.) UNU Yxe AENCTBYIOWUX B YYPEXAEHUN (NOMOXEHUS,
WHCTPYKUUKN, METOOUKM, PYKOBOACTBA, NpaBuia 1 T.4.), HO OTKOPPEKTUPOBAHHbLIX MpU HEOOX0OUMOCTU B
uensx bonee MonHOro y4yeta B HUX BOMPOCOB KayecTBa, NMMOO B BWAE CCbIIKM HA 3TU OOKYMEHTbI C
nHdopmaumern ob nx npegHasHa4YeHNM 1 KpaTKOM COAEPXKaHWM.

6.3.3. [lokymeHTauuMsa cucTembl kavyecTBa Yy4YpexaeHusi OOfKHa MOCTOSIHHO MoggepXkmBatbcs B
paboyeM COCTOSIHMM; yCTapeBLUIAs OOKYMEHTaUMs OOMMKHa CBOEBPEMEHHO M3bIMATbCA UM 3aMEHATHLCS
HOBOWA.

7. OpraHusaumst paboTbl MO Ka4ecTBY

7.1. NonHOMO4YNA N OTBETCTBEHHOCTbL NepcoHana

7.1.1. B cucTeMe KayecTBa Y4YpexaeHus AOSHKHbl ObiTb 4YeTKO onpegeneHbl MOfIHOMOYMS,
OTBETCTBEHHOCTb M B3aMMOENCTBME BCEro rnepcoHana yypexneHus, ocyLecTBMSLWero pykoBoacTBO
paboTown, npefoCcTaBneHne yCcnyr n KOHTPONb AEATENbHOCTU, BAUSIOLLEN HA KaYeCTBO YCHyr.

OT0, B NepByl ouvepedb, OOMMKHO OTHOCUTBCS K OBCnyXuBalolemy nepcoHany, OedATenbHOCTb
KOTOPOro CBsi3aHa C BbINOSIHEHWEM TakKWX npouenyp, Kak BbisiBEHME NpeTeH3uni U xanob KNMeHTOoB,
npoBefeHne MeponpuUaATUA MO YCTPaAHEHWUIO UM NPeaynpeXXaeHUI0 HeA0CTaTKOB, KOHTPOSb BbINONTHEHUS
3TUX MEPONPUSATUIA.

71.2. B y4ypexgeHun p[OmMKHO ObiTb Ha3HayeHO OTBETCTBEHHOe nuuo (NpeacTtaBuTElb
PYKOBOACTBA) U3 Yncna pyKOBOOAUTENEN yUpeXOeHWsl, KOTOPOEe HE3aBUCUMO OT APYrMX BO3IOXEHHbIX Ha
Hero obsi3aHHOCTEW [OOIPKHO OTBEeYaTb 3a Hagnexallee BbIMONHeHWE TpeboBaHWUi, YCTaHOBIIEHHbIX
HaCTOALWLMM CTaHOAPTOM, Y UMETb NOMIHOMOYUA ANS:

- obecneyeHns pas3paboTkM cCUCTEMbl KayecTBa, ee BHEAPEHWs U NOoAAepXaHus B paboyem
COCTOSIHUU;

- NpeAcTaBneHns OTYETOB PYKOBOAUTENMIO yupexaeHust 0 YHKUNOHMPOBAHUN CUCTEMbI Ka4ecTBa C
Lenbio ee aHanusa u MCrorib30BaHUSA NOSTyYEHHbIX pPe3ynbTaToB Kak OCHOBbI A5 COBEPLUEHCTBOBAHUS
3TOW CUCTEMBI.

7.1.3. YypexgeHue [OMKHO YCTaHOBUTb MOPSAAOK pa3paboTky (MM KOPPEKTUPOBKM, Mpu
HeobXxo4MMOCTN), PAaCCMOTPEHUS, YTBEPXKOEHUA N BEAEHUSI BCEX OOKYMEHTOB, OTHOCSLLMXCSA K CUCTEME
KayecTBa, a Takke Nopsiaok obecneveHns nmu.

7.2. BHyTpeHHMe nNpoBepKn CUCTEMbI KavecTBa

7.2.1. B cucTeMe kavecTBa yupexaeHus formkeH ObiTb pa3paboTaH u noaaepxmBaTtbcsl B paboyem
COCTOSIHUM MOPSOOK NPOBeAeHMs BHYTPEHHUX MpPOBEpOK kayecTBa. BHyTpeHHWe npoBepku CUCTEMBI
KayecTBa y4pexaeHus NpOoBOAAT C LUenbl perynspHon oueHkM ee 3PdEKTUBHOCTU U COOTBETCTBUS
YCTaHOBMNEHHBbIM TPeOOBaHMSAM, a TakKe AN nonyvyeHnss nHgpopmaumm, Heobxoanmon ans obecneyeHms
3P PekTUBHOro PYHKLUMOHUPOBAHUS 3TOM CUCTEMBI.

7.2.2. OTBETCTBEHHbIM JMLOM 3a OpraHuM3auuMio 1M MNpoBeAeHUEe MNPOBEPKM CUCTEMbI KavecTBa
YUpEeXaeHUs OOIDKEH ObITb NpeacTaBUTeNb PYKOBOACTBA, OTBETCTBEHHbIN 33 CUCTEMY KayeCTBa.

7.2.3. OTBETCTBEHHBLIMW UCMOMHUTENSIMWM MO MPOBEAEHMIO NPOBEPOK PEKOMEHAYeTCH Ha3HayaTb
pykoBoguTenen nogpasgeneHun, 3(pgeKkTMBHOCTE U KayYeCcTBO AEeATENIbHOCTM KOTOPbIX 3aBUCAT OT
KayecTBa [esTeNnbHOCTU NpoBepsAeMblxX nogpasaeneHun.



7.2.4. O (PEKTUBHOCTb CUCTEMBI KaYeCcTBa YUYpeXOeHUs ONpenensioT no pesynbrTataM ee OLEHOK,
nonyyaemsbix nNpu nNpoBepkax.

7.2.5. B npouecce npoBeEpPKM CUCTEMbI KadeCTBa YYpeXOeHWn (U ee COCTaBHbIX YacTen)
OCYLLIeCTBNSAIOT:

- KOHTpPOSlb COOTBETCTBMS CWUCTEMbl KadecTBa TpeboBaHWsM HacTosWero craHgapTa u
OOKyMeHTauun Ha Hee;

- aHanu3 M OUEHKY COCTOSIHUSA (DYHKLUMOHUPOBAHUS CUCTEMbI Ka4yecTBa B LIESIOM M OTAErNbHbIX ee
COCTaBHbIX YacTeln;

- aHanu3 coOTBETCTBUS NpeaocTaBnsaemMblx ycnyr TpeboBaHUAM HOPMATUBHBIX JOKYMEHTOB;

- aHanu3 v oueHKy pe3ynbTaToB paboTbl yYpexaeHns B obnactu kayecTsa ycnyr;

- BblpaboTKy KOPPEKTUPYLMX AEeNCTBMI, HanpasneHHbIX Ha YCTpaHeHWe HeaoCTaTKoB,
BbISIBIIEHHbIX B NpoLecce NpegocTaBneHns yenyr, U COBepLUEHCTBOBAHME CUCTEMbI KayecTBa.

7.2.6. lpoBepKnN CUCTEMbI Ka4ecTBa y4pexaeHuin MoryT ObiTb NNaHOBLIMU U ONepaTUBHbLIMMU.

lMeprooMyHOCTL MMNaHOBLIX NPOBEPOK YCTaHaBMUBAKT B 3aBUCMMOCTW OT pe3ynbTaToB aHanusa
KayecTBa ycnyr.

OnepaTuBHYO NMPOBEPKY CUCTEMBI KayecTBa WU OTAENbHbIX €€ COCTaBHbIX YacTel MpoBOAAT B
crlyyae pesKoro yxXyAlWeHUs MNokasaTenen, XapakTepu3ylLMX KOHEeYHble pesynbTaTtbl paboTbl Mo
obecneyeHnto ka4yecTBa ycnyr, NPeaoCTaBNAeMbIX Kakum-nmbo nogpasfeneHuem Unm ydYpexaeHnem B
Lernom, B criyyae oueHKM 3PEKTUBHOCTU KOPPEKTMPYIOLMX AEWNCTBUN, a TakkKe Npu 3HaYuTENbHbIX
N3MEHEHNSIX opraHm3aumm paboT 1 TEXHOMOrMIN NpegoCTaBneHns yecnyr, oTpuuaTenbHO BAUSIOLNX Ha UX
KayecTBoO.

7.2.7. Tlocrne OKOHYaHMSA BHYTPEHHEN MPOBEPKM ee pe3ynbTaTtbl 0popMMsT B BMAE OTYETa O
COCTOSIHMN CUCTEMbl KayecTBa, B KOTOPOM OTPaxawT AaHHble aHanu3a COOTBETCTBUS MokasaTtenen u
pe3ynbTaToB AEATENBbHOCTU yYpeXaeHuss B obnactu obecnedeHus kavyecTBa NpefoCcTaBnsieMbIX yCryr
YCTaHOBMNEHHBLIM TPEOOBAHNSIM.

7.2.8. PesynbTaTbl MNPOBEPOK CUCTEMbl KayecTBa YYypexAeHWn SBMSATCA OCHOBaHMEM Arnis
pa3paboTku 1 peanunsauum MeponpusiTUin No ee COBEPLLIEHCTBOBAHUIO, N0 pa3paboTke HOBbIX METOAOB U
CpeacTB ynpaBneHWst KayeCcTBOM MpeaoCTaBnsieMblX YCMYr, YNydlWeHUK cocTaBa WM CoAepXaHus
HOPMaTUBHOW JOKYMEHTAaLMN Ha CUCTEMY KayecTBa.

7.3. NogroToBka Kagpos

7.3.1. B yypexgeHun gormkeH ObiTb pa3paboTaH, AOKyMeHTanbHO 0QOPMIIEH U YTBEPXOEH NIaH
MEepONpUATUIN MO NOAroToBKe (00y4YeHWIo, MOBBILIEHUIO KBanMdukauumn, atrectaummn, CTaxupoBke 1 T.4.)
nepcoHana, BbIMOSHSOLWero paboTbl, HENOCPEACTBEHHO BMMSIOLWME Ha KAYECTBO YCHYT.

7.3.2. TloagrotoBkOM nepcoHana [OMKHbl OblTb OXBayeHbl BCE COTPYOHWKM  YYpeXaeHus,
HernocpeACcTBEHHO BNUAOLLME HA Ka4eCTBO YCNyr, BKITOYas PYKOBOASALLNIA COCTaB BCEX YPOBHEN.

7.3.3. lNMpu paspaboTke 1 peanusauuun nnaHoB MeponpuUATUA MO NOArOTOBKE KaapoB HeobXxoaAnmo
YyUuMTbIBaTb U3noxeHHble B 5.2.3 hakTopsl (kputepum), kacaroLmecs nopsaka paboTtsl co cneunanuctamu
yypexageHus.

7.4. AHanun3 (pyHKLMOHMPOBAHMS CUCTEMbI KA4YeCTBa PYKOBOACTBOM YyUPEXAEHUS

7.4.1. Cuctemy kadectBa Nepuogmyeckm OOMKHO aHanu3npoBaTb PYKOBOACTBO yuypexaeHus Ans
TOro, YTobbl MOXHO ObINO YyOeanTbCs, YTO OHa yAOBMNETBOPHAET NpeabsaBnseMbiM K Hel TpeboBaHUAM U
adhdpeKkTnBHA.

7.4.2. AHanu3 [JOrmKeH BKMYaTb OUEHKY pes3ynbTaToB BHYTPEHHMX MNPOBEPOK, NPOBOAUMbIX
HenocpeACTBEHHO  PYKOBOACTBOM UMW  MNpeAcTaBUTENeM  pPYKOBOACTBA, OTBETCTBEHHbIM 3@
PYHKUNOHNPOBAHNE CUCTEMBI KQYecTBa yYpexaeHus.

PesynbTatbl NogobHbLIX aHanu3o0B MCMONb3YT ANs MOATBEPXKAEHUS] OOCTUXEHUs Tpebyemoro
KayecTBa 1 3(pPEKTUBHOCTU PYHKLUMOHUPOBAHWS CUCTEMbI.

7.5. KOHTpOMb v OLeHKa KadyecTBa ycnyr

7.5.1. pun KOHTPOME 1 OLEeHKe KavyecTBa YCNyr yuypexgeHvue SOIKHO:

- MpOBEPATb U UOEHTUMUMPOBATL YCIyrM Ha COOTBETCTBME HOPMATMBHBIM [JOKYMEHTaM,
pernaMmeHTUpYLUM X NpegocTaBneHne;

- obecneynTb CaMOKOHTPONb MNepcoHana, NpedoCTaBnsIoWero YCrnyru, kak COCTaBHYK 4acTb
npoLiecca KOHTpons;

- obecneunBaTb NPUOPUTET KITMEHTOB B OLIEHKE Ka4ecTBa YCyr;

- NPaKTMKOBaTb B YYpPEXAEHUU PErynsipHyl0 OLEHKY CTerneHu YOOBMEeTBOPEHHOCTU KIMEHTOB
ycryramm nytem npoBefeHus CoLunonormyeckmx onpocos.

7.5.2. CpaBHEHUWE OLIEHOK KITMEHTOB M UCMONHUTENEN YCNyr cnefyeT NPOBOANTb NOCTOSAHHO, YTOObI
OLEHWUTb COBMECTMMOCTb OBYX MEp WX KayecTBa, MPOBECTM (NpM HeoOXoOMMOCTW) KOPpPEKTUpYoLLne
OEeVCTBUSE M ONpeaennTb, HacKomnbKO AEATENbHOCTb MCMOMHWUTENEeNn ycrnyr oTBe4yaeT MoTpebHOCTAM U
3anpocam KIIMEeHTOB.
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