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YTBEPXKAOEH

MNpukaszom PegepanbHOro
areHTCcTBa No TeXHUYECKOMY
perynmpoBaHuio U1 METPONorum
ot 30 pekabpsa 2005 r. N 534-ct

HALMOHAIBbHbLIA CTAHOAPT POCCUACKOWN ®EAEPALIUN
COLUAINBbHOE OBCITYXUBAHUE HACENEHUA
CUCTEMA KAYECTBA YYPEXOEHUA COLMAINBbHOIO OECNYXXUBAHUSA

Social service of the population.
Quality systems of the organisms for social service

FOCT P 52497-2005

[aTta BBegeHus
1 anBaps 2007 roga

Mpeancnosue

Llenu n npuHumnel ctangaptmMsaumm B Poccuickon denepaumm yctaHoBneHsl PegeparnbHbiM 3aKOHOM OT 27
aekabps 2002 r. N 184-93 "O TexHM4YeckoMm perynupoBaHumn”, a npasuna NpUMeHeHNs: HalMoHarbHbIX CTaHOapTOB
Poccuiickon ®epepaumm - TOCT P 1.0-2004 "Ctangaptmsaumst B Poccuiickon depepaumn. OCHOBHble
nonoxexmsa".

CsepneHus o cTaHgapTte

1. PagpabotaH ®PegepanbHbiM  rocygapCTBEHHbIM — YHUTApHbIM - npegnpuatnem  "Bcepoccuimckun
Hay4HO-UCCNeaoBaTENbCKUM  MHCTUTYT CTaHgapTusdauum OOOpOHHOW npoAdykumm u  TexHonorun"  (Prynl
"PocobopoHcTaHgapt”; ao 8 nionsa 2005 r. - ®IYM "BHUWcTangapt").

2. BHeceH TexHuyeckum koMmTeToM no craHgaptmsauum TK 406 "CoumnanbHoe o6cnyxmBaHue HaceneHus".

3. YTBepxaeH v BBeaeH B gencteme MNpukazom PepepanbHOro areHTCTBa No TEXHUYECKOMY PerynmpoBaHuto
n metponorum ot 30 gekabpsa 2005 r. N 534-cT.

4. B HacTosALWEM CTaHAapTe peanuaoBaHbl HOpMbl PeaeparnbHbIX 3akoHOB Poccuinckon denepauumm:

oT 10 gekabps 1995 r. N 195-®3 "O6 ocHoBax coumanbHOro obcnyxuBaHus HaceneHuss B Poccuinckom
depepayunn”;

oT 9 aHBaps 1996 r. N 2-93 "O 3awmTe npaB noTpebutenein”;
oT 27 pekabps 2002 r. N 184-93 "O TexHu4eckom perynmpoBaHum”.

B ctaHgapte peanuaoBaHbl Takke HopMbl [MocTaHoBneHus lMpasutenbctBa Poccuickon depepauum ot 2
deBpans 1998 r. N 113 "O HekoTOpbIX Mepax, HanpaBfieHHbIX Ha COBEpLUEHCTBOBAHWE CUCTEM obecrnedeHus
KayecTBa npoaykumm u ycnyr".

5. BBeaeH Bnepsble.

WMudopmauus o6 u3MeHeHMsX K HacTodwemy cTaHgapTy nybnukyeTcs B €XerogHo M3gaBaemMom
MHpopMaumnoHHOM ykasaTtene "HauuoHanbHble cTaHgapThbl", @ TEKCT U3MEHEHWA U MONpaBOK - B €XeMEeCSYHO
n3gaBaeMbiX MHPOPMaLUUOHHBIX ykasaTensax "HauuwoHanbHble ctaHgapTel". B cnyyae nepecMoTpa (3ameHbl) nnm
OTMEHbl HacTosILLero cTaHgapTa COOTBeTCTByWLWee yBegomneHne OyaeT onybrnvKOBaHO B  e€XeMeCSYHO
nsgasaeMoMm WHdopmaumoHHOM YykasaTtene "HauuwoHanbHble cTaHgapTel". CooTBeTcTBylOWAd WHgopmauums,
yBeJOMSIEHME W TEeKCTbl pasMeLlalnTcsl Takke B WHAMOPMAUMOHHOW cucTeme oOLlero nofb3oBaHUst - Ha
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ocmumansHOM canTe HaumoHanbHoro opraHa Poccuinckon degepauum no ctaHgaptusaumm n B cetn IHTepHeT.
1. O6nacTtb NpMMeHeHus

HacTtoawuin craHgapT pacnpocTpaHsaeTcs Ha couuanbHoe obCnyxuBaHWe HaceneHws M ycTaHasnuBaeT
TpeboBaHMA K cCUCTEME KavyecTBa Y4YpexXOeHUn coumanbHoro obcnyxuBaHus (danee -  yupexaeHus),
NpefoCcTaBnAWmMX counanbHble yeryrn (ganee - ycryrum) pasnuyHbiM KaTeropusiM HacerneHusi, oka3asLUMMCS B
TPYAHOW XXU3HEHHOW CUTyauuun.

CTaHD,apT pa3pa60TaH C Uenbio ero Ucnonb3oBaHUS B kadecTBe 0as3oBoOK HOpMaTMBHOVI OCHOBbI MNpKn
p33p860TKe CUCTEM Ka4decCTBa KOHKPETHbIX pre)KD,eHVIVI NMPUMEHNTETIbHO K CI'IeLI,VICbVIKe nx OeAaTesibHOCTU.

2. HopmaTuBHbIE CCbINKM

B HacTosLweM cTaHaapTe MCnonb30BaHbl HOPMATMBHbBIE CChINIKM Ha cneyloLine ctaHaapThbl:
FOCT P 50646-94. Ycnyru HaceneHuo. TepMuHbl U onpeaeneHmus
FOCT P 50691-94. Mogenb obecneyeHnst kKayecTsa ycnyr

FOCT P 52142-2003. CouumanbHoe obcnyxuBaHue HaceneHusi. KauectBo coumanbHbix ycnyr. O6uwue
NnonoXeHus

FOCT P 52143-2003. CounanbHoe obcnyxmBaHume HaceneHus. OCHOBHbIe BUAbl COLManbHbIX YCNyr
FOCT P MCO 9000:2001. CnuctemMbl MeHempxkMeHTa kavyecTBa. OCHOBHbIE NOMOXEHUSA U COBapb
FOCT P MCO 9004:2001. CncteMbl MeHEMKXMEHTA kadecTBa. PekomeHgauumn no ynyyleHno AesTeNbHOCTH.

MpumeyaHne - [lpy nNoOnMb3OBaHUM HACTOALWMM CTaHOAPTOM LenecoobpasHo MpoBepuTb OencTeue
CCbIfTOYHbIX CTaHZ4ApTOB B WMH(OPMALMOHHON cucTeMe OoOLero nonb3oBaHuA - Ha oduumanbHOM cavTe
HauuoHanbHOro opraHa Poccuickon ®egepauum no craHgapTu3aumm B ceTu WHTepHeT wmnmM no exerogHo
n3gaBaeMomy MHOPMaLMOHHOMY yKasaTento "HaumoHanbHble cTaHgapTbl”, KOTOPbLIA ONyOnMKoBaH MO COCTOSIHMIO
Ha 1 siHBaps TeKYyLLero roga, ¥ No COOTBETCTBYHOLLUMM €XEMECAYHO U3gaBaemMbiM UHPOPMALIMOHHBIM YKa3aTensiM,
onybnuKoBaHHBbIM B TeKylleM rogy. Ecnu ccbimovHbIi JOKYMEHT 3aMeHeH (M3MEHEeH), TO Mpu MOMb30BaHWU
HacToAWMM CTaHOaApTOM crefyeT pPYKOBOACTBOBATbLCA 3aMeEHSEMbIM  (M3MEHEHHbIM) OokyMeHToMm. Ecnu
CCbINTOYHbIA JOKYMEHT OTMEHEH 0e3 3ameHbl, TO MOMOXEHNe, B KOTOPOM [JaHa CCbiflka Ha Hero, NPUMeEHsIeTCH B
YyacTu, He 3aTparvMBaloLLEen 3Ty CCbISKY.

3. TepmuHbI 1 onpeaeneHns
B HacTodwem ctaHgapTe npumeHeHbl TepmuHbl o FTOCT P 50646 n TOCT P NCO 9000.
4. TpeboBaHMA K CUCTEME KaYeCcTBa y4pEeXAEHUS

4.1. TpeboBaHMA K CUCTEME Ka4YeCTBa yYpEXOeHNs1 YCTaHOBIEHb! HACTOSALLMM CTaH4APTOM B COOTBETCTBUM C
nonoxeHmsmn degepanbHbiXx 3akoHoB Poccunckon depepaumm mn MNoctaHoBneHmem lMpaButensctBa Poccuinckon
defepaumu, ykasaHHbIMU B MpeaucrnoBun ctaHgapTa, a Takke nonoxeHuamu FOCT P 50691, TOCT P 52142,
FOCT P 52143 nTOCT P NCO 9004.

4.2. lNMop cucTemMon KadecTBa y4ypexaeHusl MOHUMAKOT COBOKYMHOCTb €r0 OpraHM3auuMOHHOW CTPYKTYpbl (C
pacnpefeneHneM OTBETCTBEHHOCTU COTPYAHWMKOB 3a Ka4ecTBO YCMyr), NpaBun, MeToaoB obecrneyeHns kayectsa
ycnyr, npoueccoB MNpefoCTaBneHUs YCryr, pPecypcoB YdpexaeHus (JIIoACKUX, MaTepuanbHO-TEXHUYECKMX,
MHAOPMALMOHHBIX 1M Apyrux), obecneynBaloLLylo OCyLLEeCTBMeHNe aAMUHUCTPATMBHOIO PYKOBOACTBA KayeCTBOM

ycnyr.

4.3. Cuctemy KadecTBa y4YpexaeHUs co3gatoT ANs OOCTWKEHUS U noggepkaHusi YpoBHSI KayecTBa YCnyr,
COOTBETCTBYIOLLErO NPeabsBrsieMbiM K HeMY TpeGoBaHUSIM.
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4.4. Cucrtema KayecTBa yypexaeHna OOJKHa ABIATbCA HEOTbEMSIEMON 4acTblo OOLWENn CcUcTembl
ynpaslieHUa 0eATesIbHOCTbIO ydpexaeHna no npenocraB/ieHnto counalbHbIX YCIyr.

45, Cuctema KayecTBa yuypexaeHus npegHasHadyeHa pAns  co3gaHust  HeobXoOouMbIX — YCIOBWUNA
rapaHTMPOBAHHOIO Y4OBNETBOPEHUSI 3AKOHHbIX 3aNpOCOB Y NOTPEBGHOCTEN KITMEHTOB, NOBbILWEHWS 3h(PEKTMBHOCTU
N KayecTBa YCNyr Ha BCEX CTaausX UX NpefoCTaBfeHUsl C LeNnblo NpeaynpexaeHns BO3MOXHbIX OTKIMOHEHUI OT
3afaHHbIX TpeboBaHuii K 3TUM ycrnyram, obecneyeHunss penyTaummn yupexaeHust Kak HaaeXHOro M nopsigoYHoro
NCMOSHUTENS YCNYT.

4.6. OCHOBHbIMM 3aJadamu, Ha pelleHne KOTOpbIX [OOofkHa ObITb HanpaBneHa cucTemMa KadyecTBa
yupexaeHus, aBnarTcs:

- ocyulecTBlieHune S(b(bel(TVIBHOI'O KOHTPOJ1A 3a TeXHUYECKMMU, OpraHn3aumMoOHHbIMN N OPYTMMIN CpaKTOpaMVI,
BITNAOLWNMUN Ha Ka4eCTBO NpenocTaBiideMblX YCIYT;

- NpeAoTBpalLieHre UNn ycTpaHeHne MobbiX HECOOTBETCTBMI YCNyr NpeabsABNsAeMbIM K HUM TpeboBaHUAM;
- o6ecneyeHne CTabUIIBHOIO YPOBHSI Ka4ecTBa YCNyr;
- pelleHve Apyrx 3agad, oTpaxatoLmx cneumduky OesaTenlbHOCTM yUpeXaeHi.

4.7. PaspaboTtka “ (PyHKUMOHMPOBAHME CUCTEMbI KavyecTBa yupexgeHus OOrkHbl 6asvpoBaTbCs Ha
CcrneayoLwmx OCHOBHBIX NPUHLMNAX:

- NPVMOPUTETHOCTU TpeGoBaHWiA (3anNpPOCoB) KIMeHTa No obecrneyvyeHunio kKayecTBa yCnyr, TO ecTb obecneyeHus
YBEPEHHOCTM B TOM, YTO 3TU TpeGoBaHusA (3anpockl) 6yayT NONHOCTbLIO peann3oBaHbl NPy NPeaoCTaBNEHNN YCIyT;

- NpepynpexaeHus npobnem kayecTsa ycnyr, To ecTb obecneyeHnss yepeHHOCTN B TOM, YTO 3TV Npobnemsi
OynyT npeaynpexaaTtbes, a He BbISIBNSATLCS U pa3peLlaTbesl Nocne UX BOSHUKHOBEHWS,

- cobnoaeHns NoNoXeHn HOPMAaTUBHbIX OOKYMEHTOB, perfiaMmeHTUpyrLnx TpeGOBaHVIFI K nopagky wu
npasuiam npeanocrtaBrieHUA yenyr,

- 0DecneyeHHOCTN yypexaeHus COOTBETCTBYIOLLMMU FMOACKAMU, MaTepuaribHO-TEXHUYECKUMU U OPYrUMU
pecypcamn (6a30BOM M onepaTMBHOW MHGOPMALMEN, TEXHUYECKON [OKYMEHTauuew, AaHHbIMKM O pe3ynbraTax
npefocTaBneHns yCnyr n X KOHTPOIs, UTorax OLeHKM KadyecTsa n ap.);

- YeTKOro pacripeferneHns MofHOMOYM UM OTBETCTBEHHOCTM fepcoHana 3a ero [OesATenbHOCTb Mo
npenocTaBneHUo YCNyr, BMSIOLLYI0 HAa oGecneYveHne nx KavecTBa;

- NINYHOWN OTBETCTBEHHOCTU PYKOBOACTBA Yy4YpexaeHuA 3a Ka4deCTBO npenocraBlideMblX YCnyr, pa3pa60TKy,
BHeApeHne N KOHTPOJIb Sde)eKTI/IBHOCTVI CUCTEeMbl KayecTtBa, 3a onpeneneHmne noJIMTukn B obnactn kKavectea,
opraHunsauuto n obuwee PYKOBOACTBO pa60TaM|/| no obecneyeHnto Ka4ecTBa;

- obecneyeHne nUYHON OTBETCTBEHHOCTU KaXkOgoro WCMONHMTENsd 3a KavecTBO ycnyr B co4yetaHunm C
MaTtepuanbHbIM U MOpalribHbIM CTUMYITMPOBaHNEM Ka4eCTBa,

- AOKYMEHTalibHOro O(*)OpMﬂeHVIFI npasun n MeTOA40B obecneyeHuns Ka4yecTBa ycnyr,

- obecneyvyeHnss NOHMMaHUS BCeMU COTPYAHMUKaAMM yupexaeHus TpeboBaHun cCUCTEMbl Ka4ecTBa K MONUTHKE B
obnacTu KavecTBsa.

5. OcHOBHbIE PaKTOpPbI, BMSOLLNE HA KAYECTBO YCyT,
W NOPSIAOK UX UCMOSb30BaHMsA Npy hopMMPOBaHUU CUCTEMBI
KayecTBa ydpexaeHui

5.1. Mpu opMMPOBaHUM CUCTEMbI KadecTBa YYpEeXAeHWi (Npu onpedenieHnn MONMUTUMKM ydpexaeHus B
obnacTu KayecTBa, pa3paboTku AOKYMEHTaLuM CUCTeMbl Ka4yecTBa, opraHM3auumM paboT no KayecTBy) HeoGXoaMmo
yunTblBaTb psiA (PakTOpoB (KpUTEpWEeB) pasnMYHOrO XapakTepa, KOTopble B 3HAYUTENbHOW Mepe BhUSAT Ha
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Ka4yeCTBO npeanocrtaBiiA€MbIX YyCIyr.

MpaBunbHbLIN yd4eT 3TUX (PaKTOPOB, MX MCMONb30OBaHMEe Mnpu pa3paboTke COOTBETCTBYIOLUMX OOKYMEHTOB
CUCTEMbI KayeCcTBa U B MPaKTU4ECKON OeATEeNbHOCTU yupexaeHus ByayT cnocobCcTBOBaTh MOBLILLEHUIO KayecTBa
YCIIyr.

5.2. OCHOBHbIMU (bakTopamu ABNAOTCS:

- HanNM4yMe n COCTOSIHNE JOKYMEHTaLUMN, B COOTBETCTBMM C KOTOPOW (PYHKLIMOHUPYET yUpexaeHue;
- YCIOBMS pa3MeLLeHUs yupexaeHus;

- YKOMMNNEKTOBAHHOCTb YUYpexaeHus cneumannuctamm n nx ksanmukaums;

- cneumanbHoe 1 TabenbHOe TEXHUYECKOe OcHalleHue yypexaeHus (obopyaoeaHme, npubopsl, annapaTtypa
nT.a.);

- COCTOsIHME MHGOPMaLMKM 06 yupexaeHnn, Nopsaake 1 npasunax NpeaocTaBrneHns YCnyr KnmeHTam.
5.2.1. B coctaB goKyMeHTauum JOSMKHbI BXOAUTb:

- nonoxeHue ob yypexaeHunn (yCTaB yqpemp,eHMﬂ), BKMovarllee B cebs cBedeHust o npegHasHa4YeHun
yypexaeHua, nopagke ero CbOpMVIpOBaHMFI, coaepxaHuda, peopraHndauunmn, ceeaeHund 00 OCHOBHbIX 3agadax ero
OEATEeJIbHOCTU, KaTeropuax O6Cﬂy>KI/IBaeMbIX nnyg, nopAagake un ycrnoBuax 3adnCliieHnda Ha 06CJ'Iy)KVIBaHI/Ie, o
CTPYKTYPHbIX nogpasaeneHnax n nx OCHOBHbIX 3agavax, cBegeHuda 06 o6beme u nopaake npenocrtaBrieHna MMmn
ycnyr n o gpyrux opraHn3aumoHHbIX U TeXHUYECKMX BOMPOCax;

- NONOXEeHNA O CTPYKTYPHbIX Noapa3aernieHnax ydypexaeHunad, cogepxatllmne cBeaeHna o Kateropuax rpaxnaH,
O6CJ'Iy)KVIBaeMbIX TeEM WM WHbIM NoApasaeneHmneM, CToAlunx nepen HUM  3apadax, CpoKax U yCnoBUAX
O6CJ'Iy)KVIBaHVI$-| rpaxaaH, cBegeHua O [OONOJNIHUTENbHbIX OOKYMEHTaX, HeobXoaMMbIX ANsl 3a4MCrieHust Ha
O6CJ'Iy)KVIBaHVIe B AaHHOEe nojapasaenieHne, cBeaeHnda o KoJim4yectee COTPyAHMKOB noapasaenieHnda, nx OCHOBHbIX
00513aHHOCTSX U T.4.;

- PYKOBOACTBa, CryXeOHble WHCTPYKUMMK, MpaBuna, METOAUKA TEeXHOMOrMh, npeaHasHayeHHble Ans
pernamMeHTMpoBaHUS npolecca NpeaocTaBreHust ycnyr, onpeaeneHnss MetTogos (Cnocobor) MX NpeaocTaBneHns
KOHTPOJS1, @ TaKkKe AN COBEPLUEHCTBOBAHUS paboThl yUpexaeHus:;

- [OOKyMeHTauua Ha obopygoBaHue, npubopbl M annapaTypy, cnocobcTBywwas obecneyeHno ux
HopManbHOM 1 6Ge3onacHon akcnnyaTauumn, ob6CnyxnBaHusa N NOAAEpPKaHUA B paboTocnoCOOHOM COCTOSAHUM;

- HauuoHalbHble CTaHOapTbl couunalibHOro O6CJ'IY)KI/IBaHVIF| HaceneHus B Poccuinckon d>e,u,epau,mm,
CoCTaBndawwme HOPMaTtuBHYKHO OCHOBY HpaKTMHeCKOVI pa6OTbI ydypexgeHma B obnactu npegocrtaBlideMblX
KI'MMeHTam counanbHbIX YyCIyr.

B 3aBucMMoCTM OT TOro, HACKONbKO Ka4YeCTBEHHO COCTaBMEeHbl 3TW  [OKYMEHTbl, HACKOIbKO
KBanM@uUUPOBaHHO 1 YETKO M3IOXKEHbl B HUX 0065S3aHHOCTM, NpaBa, NopsiaoK BbIMOMHEHMS pPa3fuyHbIX Npoueayp
npu NpegocTaBneHnn ycnyr v gpyrve yHKUMM MnepcoHana, 3aBucuT 3dEKTUBHOCTb PaboTbl yupexaeHus u
Ka4yecTBO NpPefoCTaBNSAEMbIX UM YCIyT.

YKasaHHble LOOKYMEHTbl OOJDKHbl COCTaBliATb OCHOBY [OOKYMEHTauunm CUCTEeMbl KadecTBa Yy4YpexaeHus. B
npouecce (bOpMMpOBaHMH CUCTeMbl Ka4eCTBa OHU MOryT ObITb npu HeobxoQMMocCTn OTKOPPEKTNPOBaHbI C LiEeNblo
npmBegeHna wmxX cogepXxaHnAa B COOTBETCTBUE C TpeGOBaHMﬂMI/I, npeavAaBndemMmbiMn K HUM KaK K 4YacTu
OOKYyMeHTauum CUCTeMbl KavyecTBa.

5.2.2. Ycnosusi pasmelleHuns ydpexaeHusi, obecneuymBatowime ero apdekTuBHyo paboTy, AOMMKHbI ObiTb
crneayoLwmnmmn:

- ydpexpgeHunme W ero CTPYKTypHble nogpasgaeneHna  OOJIKHbI ObITb pa3melleHbl B cneumanbHO
npegHasHa4eHHOM 34aHUK (3,an|/|9|x) nnn nomMmeweHuax, AOOCTYNHbIX AONnA BcCeX KaTeropvn7| OﬁCJ’Iy)KVIBaeMbIX
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rpaxxgaH, B TOM 4Yucne ana nHeBannaoB U Opyrnx ManomMobUNbHbIX rpynn HaceneHuA. MomelLeHnsa OOMKHbI ObITb
obecneyeHbl BceMu cpencreamu KOMMyHaJ'IbHO-6bITOBOI'O O6CJ'Iy)KVIBaHVIF| M OCHalUEeHbl Teneq)OHHOVI CBA3bIO;

- Mo pa3Mepam U COCTOSIHUIO NMOMELLEHUSI AOMKHbI 0TBeYaTb TPeboBaHUAM CaHUTaPHO-TUTIMEHNYECKUX HOPM
1 npaBwun, 6e30NacHOCTM Tpyaa U AOSMKHbI ObITb 3aLUMLLEHbI OT BO3AENCTBUSA (DAKTOPOB, OTPULATENBHO BIIUSIHOLLMX
Ha Ka4ecTBO NpeAoCTaBnseMblX YCnyr (NMoBbllEHHbIe TeMMepaTypa BO3A4yxa, BMaXXHOCTb BO3AyXa, 3amblIeHHOCTb,
3arasoBaHHOCTb, LWyM, BUbpaums n 1.4.);

- nnowagb, 3aHMMaemMasa ydpexaeHmem, [OOJIDKHa NOo3BOJIATb HOpMalribHOe pa3MelleHne nepcoHana,
KITMEHTOB U npeanocTaBfieHne UM ycnyr.

B cBA3M ¢ aTuM npu paspaboTke CUCTEMbI KayecTBa YYPEXAeHUs OOMKHbI OblTb MPeAyCMOTPEHbI MepbI,
HanpaBIieHHble Ha co3aaHne Unu NogaepkaHue YrnoMsiHyTbIX YCIOBUIA, @ Npu HEO0GX0AMMOCTU U BO3MOXKHOCTU - Ha
UX yrnyylleHme.

5.2.3. Bonpocbl YKOMMMEKTOBAHHOCTU YYpeXAeHVs cneuynanuctamm M uMx KBanvdukauum Takke OOMMKHbI
HaWTK OTpPa)KeHNe B CUCTEME KayeCTBa Kak OOUH U3 BaXXHENLLMX (PakTOpOB, BAUSAIOLLMX HA KA4EeCTBO YCNyT.

B uncne takmx BOMpPOCOB, noanexawnx peweHnto B paMKkax CUCTEMbI Ka4yecTBa, MOTyT ObITb:

- NOJNIHaA YKOMNJIEKTOBAHHOCTb y4pexXaeHus HeO6XOﬂ,VIMbIMI/I cneuynanmnctaMmm B COOTBETCTBUU CO LLUTATHbIM
pacnucaHuem;

- noaGop cneuuanucToB C COOTBETCTBYHOLWMUM 06pa3oBaHVeM, KBanvdukaumen, npodeccmoHarnbHoi
NoAroToBKOM, 06nafalolWmx 3HaHWSMKM U OMbITOM, HeoBGXOoAWMbBbIMU ANs BbIMNOSIHEHUS BO3MOXKEHHbIX Ha HUX
006513aHHOCTE; NOCTOSAHHOE MOBbIWEHWE WX KBanudukauum y4eboil Ha Kypcax NepenoaroToBKM U MOBbLILIEHMWS
KBanuduKauum unm UHbiMm criocobamu;

- YyeTkoe pacnpegernieHne o00s3aHHOCTEN CMELNanncToB, M3MOXEHHbIX B [OMMKHOCTHbIX WHCTPYKLUSIX,
MeToAMKax U ApYrMx JOKYMeHTax, perfnaMmeHTUpyowmx nx obsi3aHHOCTU, NpaBa U OTBETCTBEHHOCTD;

- obsA3aTenbHas aTTecTauus cneunannucTos B YCTaHOBJIEHHOM MNopsAaKe;

- BOCMNUTaHUE Yy BCeX COTPYOHWKOB Yy4pexaeHua BbICOKMX MoOpalibHbIX M MOpPalbHO-3TUYECKUX KayecCTB,
4YyBCTBa OTBETCTBEHHOCTU U Heob6xoaumMocTu pykoBOACTBOBaTbCA B cBoen paGOTe C KNneHTamMmun npuHUmMnamm
rymaHHOCTU, cnpaBeannBoCTy, 0OBbEKTMBHOCTU 1 ,u,o6po>|<enaTeanocw|, y4uTbiBaa nx CbVISI/I‘-IeCKOG n ncnxmn4yeckoe
COCTOsAHUE,

- MPUHATUE Mep K HeJonyLWeHNK pasrnaweHna cCoTpygHnkamMmm ydpexaeHus CBEAEHUN NMNYHOro Xapakrtepa o
KnueHTax, MO0 3TM CBeOeHWs COCTaBMsAOT cny>|<e6Hy+o TaVIHy M 3a ux pasrmaweHne BUHOBHblE HECYT
OTBETCTBEHHOCTb B NopsAgke, yCTaHOBJIEHHOM 3aKOHOA4AaTE IbCTBOM Poccunckon dJep,epau,MM.

5.2.4. Ina ka4yeCTBEHHOro NpeaocTaBfeHns YCNyr yupexaeHne OOMKHO OblTb OCHALLEHO creuvanbHbIM 1
TabenbHbiM o6opygoBaHWEM, annapaTyponm M npubopamu, oTBevawwmmn TpeboBaHMAM COOTBETCTBYHOLLNX
CTaHOApTOB, TEXHUYECKUX YCMOBWUWA, OPYrMX HOPMAaTUBHbIX [OKYMEHTOB M obecneuvvBalownMn Haanexalee
KayeCTBO NpefoCcTaBnseMblX YCNyr.

[MoaTomy B cucTeMe KayecTBa yypexneHus OOMmKHbl ObiTb NpegyCMOTPEHbI MEPONPUATUSA, HaNpPaBIieHHbIe
Ha To, YTOObI:

- 060pyp,OBaH|/|e, np|/|6opb| M annapartypa ucnosmnb3oBaliMCb CTPOro no Has3Ha4eHuKo B COOTBETCTBUU C
LI,OKyMeHTaLWIeVI Ha nx (*)YHKLI,I/IOHMpOBaHMe M 3KCcnnyaTtauuko, cogepxarnnucb B TEXHNYECKM NCNpaBHOM COCTOAHUN,
KOTOpOE CcuctemMmaTn4eckun Obl NnpoBEPAIIOCD,

- HeucnpaBHoe obopyaoBaHue, NpUbopbl 1 annapaTypa, Aawlwme npu paboTe COMHUTENbHbIE pe3ynbTaThl,
CBOEBPEMEHHO CHUMAIWCb C 3KCrryaTaumm, 3aMeHsINIMCb UMM PEMOHTUPOBANMCH (€CIM OHW MoanexaT PEMOHTY),
a NPUroAHOCTbL OTPEMOHTMPOBAHHbLIX MOATBEPXKAANack MX NPOBEPKOW.

5.25. BOﬂpOCbI VIH(bOpMaLI,MM OOITKHbI SBNATLCA COCTABHOM YacTbi CUCTEMbl KayecTBa yypexageHud, Tak
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kak 6e3 npasuiibHO OpI'aHVISOBaHHOIZ VIH(bOpMaLlMOHHOVI pa60TbI HEBO3MOXHO o0becneunTtb KayecTBO
npenocrtaBideMblX yCnyr, COOTBETCTBYHOLIEE 3anpocamM 1N HyXxXaam KIimeHToB.

CocTosHMe nHdopmaumm 06 ydypexaeHum 1 npasunax NnpeaocTaBneHms UM ycnyr JOMKHO COOTBETCTBOBaTb
TpeboBaHnsm deagepanbHoro 3akoHa Poccunckon degepaumm "O 3awmte npas notpedbutenen".

B OoKkymMeHTaumMn cucTembl KadecTBa YYPEXAEHUN AOMMKHbI ObiTb M3MOXEHbI criegylolme TpeboBaHus K
WHopMaunn:

a) ydypexgeHue o00683aHO [OBOAMTL OO0 rpaxaaH CBOE HaMMEHOBaHWE WM MECTOHaxOXAeHWe mnbbiv
cnocobom, npedycMOTPEeHHbIM 3akoHogaTenbctBoM Poccuiickon depepauumun, npegoctaBnatb no TpebdoBaHuMio
KIMMMeHToB He06xo,u,wmyro N O0OCTOBEPHYHO I/IHd)OpMaLI,I/IIO O BbINOJNTHAEMbIX YyCnyrax, no3sofdawLwyo MM caenatb
KOMNETEHTHbIN BbIGOP;

©) coctaB wuHcopmaumm 06 ycnyrax (B cootBeTcTBUM C PepepanbHbiM 3akoHom "O 3awmTe npas
notpebutenen") gormkeH BkoYaTh B cebs:

- NepevyeHb OCHOBHbIX YCIyr, NpeaocTaB/iA€MbIX yHpeXaeHNeMm;

- XapaKTepucTtuky KaKkaom ycnyrum, obnactb ee npegoctaBlieHnA W 3atpatbl BpeMeHM Ha ee
npenocrtaBlieHne;

- B3aVIMOCBSI3b MEXAY KAYECTBOM YCMyru, YCIOBUAMW €€ NPefoCTaBNeHUs U CTOMMOCTbIO;

- BO3MOXHOCTb NMOMYyYeHWs1 OLEHKWN KayecTBa YCMyr CO CTOPOHbI KIMWEHTA;

- YCTaHOBIEHNE B3aUMOCBA3M MeXAY NPeaSIOKEHHON YCryron 1 peansHbIMU NOTPEBGHOCTAMM KNNEHTA;
- npaBuna un ycnosus acppekTnBHOro 1 6e3o0nacHoro UCnonb3oBaHUs YCyr;

- rapaHTUiHble 06A3aTeNbCTBA YUPEXOEHUS - UCMONHUTENS YCHYT;

B) MH(oOpMauus OofmkHa ObiTb AOCTOBEpPHOM W MomnHoi. Ecnu npegocTaBrneHWe HeOoCTOBEPHOW Wiu
HeQoCTaTO4YHO MOMHOW MHAOpMaLMKM 06 ycryre NoBMeKno NPUYMHEHNe Bpeaa XW3HWU, 300POBbLI0 UM UMYLLIECTBY
KNMeHTa coumnanbHoW Cryxobl (BCreacTBue MPOU3BOACTBEHHbIX, PEeLEeNTYPHbIX M MHbIX HeOOCTaTKOB YCMyru), OH
BrpaBe NpeabsBUTL yUpexaeHto TPeGoBaHNA 0 BO3MELLEHUN NMPUYNMHEHHOTO Bpeda.

6. ,D,OKYMeHTaJ'IbHOG OCbOpMﬂeHVIe CUCTEMbI Ka4yecTBa

6.1. Cnuctemy kayecTBa OpOpMMAIOT B BUAE KOMMNEKTa AOKYMEHTOB (PYKOBOACTB, MOMOXEHUNA, NHCTPYKLNIA,
MEeTOAMK M T.A4.), B KOTOPbIX yCTaHaBMNMBalOT TpebOBaHUS K CUCTEME KayecTBa y4ypexgeHusi B LEenoM U K ee
COCTaBHbIM YaCcTHAM, yKa3aHHbIM B 4.2.

CteneHb OOKYMEHTUPOBAHHOCTU CUCTEMbI KayecCTBa pasfiMyHbIX yqpex(,u,eHMVl MOXeT OT/in4aTbCA B
3aBNCUMOCTU OT:

- pa3mepa W npegHa3HayYeHus1 yupexgeHus, xapaktepa u obbema npedocTaBnsieMbIX YCNyr, KaTeropui
0bCcny>xMBaemoro HaceneHus;

- CNMOXXHOCTU NpoLiecca No NpeaoCcTaBeHno YChyr;
- KOMMEeTEHUMI NepcoHana y4ypexmaeHus.
[lokymeHTauus MoxeT ObITb Nto6oi hopMbl M Ha NoBGOM HocuTene.

6.2. [lokymeHTaumnsa cMCTeMbl KadyecTBa JOMMKHA OOpPMAATBCHA Kak COCTaBHasd 4acTb BCeW OOKYMeHTauuu
yupexneHusa n yTBepXaaTbCcs B YCTaHOBNEHHOM MOpsiaKe.

6.3. OCHOBHbIM O0OKYMEHTOM CUCTEMbI Ka4eCTBa y4pexXaeHna ABnaeTcq PyKOBO,D,CTBO Nno Ka4ecTBy.
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B Hem wnsnaratoT obliee onucaHue CUCTEMbI KayecTBa NPUMEHNTENIbHO K KOHKPETHOMY Yy4pexaeHWUlto,
Pa3bACHAKT NOJINTUKY Yy4HpeXOaeHusa B obnactn ka4vecTBa, OTpaXakT OpPraHM3aunMoOHHYKO CTPYKTYpPY CUCTEMDbI
Ka4yecTtBa, 3agadn n (*)}/HKLI,I/II/I nop,pasp,eneHMPl n cny>|<6 yypexageHna B obnactu kadecTBa, npunBoaAT cBeaeHus o
KOMNNeKTe OOKYMEeHTOB BCeX ypOBHeI7I, COCTaBnArnLWNX HOPpMaTUBHO-METOONYECKYHO 6a3y CUCTEMbI Ka4ecCTBa,
yCTaHaBNMBaoT NOPAAOK BHEOPEHUA, beHKLLVIOHI/IpOBaHI/Iﬂ N KOHTPOIIA CUCTEMbI Ka4yecTBa.

6.3.1. Monutuka B obnacTy KayecTBa [AOMKHa NPeAcTaBnATb cOBOM OCHOBHbIE Lenu, 3adadv U NpUHLMIbI
NeATeNbHOCTM ydpexaeHus B obnacTu kadecTsa, JOKYMEHTaNbHO OpOPMIEHHbIE U NPUHATLIE K 06A3aTeNbHOMY
BbIMOSTHEHNIO B YUYPEXOEHUN.

6.3.1.1. Llenn nonuTtukmn B 06nacTn ka4ecTBa AOMKHbI OTpaXaTb CreayoLLmne BonpocsI:
- obecneveHve NOCTOAHHOIO YAOBMETBOPEHMS KIMEHTOB NPeAoCTaBNAeMbIMN yCryramu;
- MOBbILLIEHNE KavecTBa ycnyr 1 3deKTUBHOCTY (pe3ynbTaTMBHOCTU) MX NPEAOCTaBMNEHUS;

- NPUHSATUE NPOUNAKTUYECKUX MeEp MO NPEeaynpexaeHUo UnvM yperynupoBaHWio MNpeTeH3uin u xanob
KIMWEHTOB;

- Npo4une BOMnpoChI, OTpaxakwwne cneu,mchKy AOeATEeNIbHOCTU y4pexXaeHUA.

CogaepxaHne OCHOBHbIX 3a4a4y M NPUHUMMOB AEATENbHOCTU yupexaeHus B ob6racTy Kayectsa NpuBeAEHO B
4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2. Hapsigy ¢ nogpobHbIM M3noXeHMeM uenen, 3agad U nNpuHUMNOB B PykoBoACTBE MO KayecTBy
yypexaeHus OOSKHbl OblTb YeTKo onpegernieHbl M copMynMpoBaHbl MOPSAOK M CNocoObl (MeToabl) KX
peanusaumm.

6.3.1.3. OTBETCTBEHHOCTb 3a NOMNUTUKY B 06NacTy kayecTBa HeCET PYKOBOAMTEND YYPEXKAEHUS.

OH pomkeH obecneuntb pa3bACHeEHNE U goseaeHune 3TON MONUTUKM OO0 BCEro nepcoHana ydpexaeHud,
YEeTKO onpenennTtb NMoJyIHOMOo4YnA, OTBETCTBEHHOCTb U MOPAAOK B3anMOAENCTBMSA BCEro nepcoHana y4dpexaeHud,
OocCyLlecTBndaoLwero pykoeoacteo, UCNOJTHEHUE YCIyr U KOHTPOJb AeATEeNIbHOCTH, BNUSAIOLLEN HA KAYeCTBO ycnyr.

6.3.1.4. B dbopmmpoBaHmu nonuTmku B obnacty KayecTBa AOMKHbI MPUHMMATb y4acTue BCE PYKOBOOUTEMM,
OCYLLECTBMAOLLME YNPaBEHNE YUPEXAEHNEM.

6.3.1.5. lMonutnka y4ypexgeHus B obnacTnm kayecTBa [OSPKHA OXBaTblBaTb BCE HarnpaBreHus ero
AesaTenbHOCTW, COOTBETCTBOBATbL NOTPEBHOCTAM 1 3anpocam KIMEHTOB, CMOCOBCTBOBATh YYYLLEHWNIO CoLManbHbIX
N 3KOHOMMYECKUX NokasaTtenen ydpexaeHus. [Nonutuka gormkHa cogepxaTb Takke 0083aTenbCTBO pPyKOBOACTBA
yyYpexaeHus oCyLecTBNSATb NOCTOSHHOE yydlleHne ka4ecTBa 06CnyXnBaHNs KNMEHTOB.

6.3.1.6. TMonutuka ydypexgeHma B obnactm kadyecTBa [AOSKHa BHEOQPATbCA BO BCeX CTPYKTYPHbIX
nogpasfeneHnax yuypexgeHna n peryndapHo noasepratbCA aHanm3y Ha npegmMeT ee NOCTOSIHHOM aKTyalibHOCTU U
NpUrogHocCTw.

6.3.1.7. Peanusauusi nonuTtukn yupexaeHus B obnactu kayectsa gosmkHa 6biTb obecneveHa Heob6xoaMMbIMm
pecypcamu (kagpoBbiMU, MaTepUarnbHO-TEXHUYECKUMU, MHPOPMALIMOHHBIMU U OPYTUMM).

[na BbINoOnHEHWs I'IpVIHFITOVI yypexgeHmem norinTtukn B obnactn kavecTtBa nepen nogpasgeneHnamm m
Cﬂy)l(68MM yypexageHma CTaBATCA 3adaydYn Ha KOHKpeTHble nnaHoBble nepuoabl M npu HeobxoaMMocTn
CBOEBPEMEHHO YTOYHAKTCA N KOPPEKTUPYIOTCA PYKOBOACTBOM y4ypexaeHus.

6.3.1.8. B yupexgeHun OOIMKHbI MPOBOAUTBECA MeponpusaTus, obecnednBarowme noHUMaHue, NogaepXKy u
peanu3auuio NoNuTMKM B 0bnactu Kavyectsa BCEMU COTPYAHUKAMMU YUPEXKAEHNSI.

6.3.2. OpFaHMSaLlI/IOHHaﬂ CTPYKTypa CUCTEMbl KayeCTBa MOXeT ObITb npencrtaBneHa B BuWOE CXeMbl (C
HeobxoaUMbIM I'IOHCHeHMeM), Ha KOTOpOIZ OOIMKHbI  ObITb |/|306pa>|<eHb| BCe CTPYKTypHble noapas3aeneHnd,
HenocpenCcTtBeHHO y4acTByolne B npeaocTtaBiieHnn yenyr nnm obecneuynBatoLme nx npegocTtaBlieHne.
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B nosicHeHun k cxeme AOMKHbI ObITb OTpakeHbl 3aa4u, prHKLI,VIVI N OTBETCTBEHHOCTb BCEX no,qpasp,eneHMVl
n CJ'Iy)K6 yypexaneHuma B obnacTu kayecTBa 1 npuBeaeHbl cBeaeHnA O JOKYMEeHTax BCEX ypOBHeVI, KOTOpPble OO0JTXHbI
COCTaBJIATb HOPMAaTUBHO-METOONYECKYHO 6a3y CUCTEMbIl Ka4eCTBa y4pexaeHn4d.

CeefgeHust 0 JOKyMeHTax MOoryT 6biTb npeacTaBreHbl B BUAE CaMWX OOKYMEHTOB, pa3paboTaHHbIX BHOBb
(nonutrka B obnacTu KayecTBa U Ap.) UK yxxe AeNCTBYIOWUX B y4pexaeHnn (MONOXEHNS, UHCTPYKLUKN, METOAMKN,
PyKOBOACTBA, Npasuna 1 T.4.), HO OTKOPPEKTMPOBAHHbIX NPY HEOBXOAMMOCTH B Liensx Gonee NomHoro yyeta B HUX
BOMPOCOB KayecTBa, NMMOO B BNAE CCbINKM Ha 3TV AOKYMEHTbI C MHopMaunen 06 nx npegHasHavyeHun n KpaTkom
cogepKaHuu.

6.3.3. [JokymeHTaumMsa CUCTEMbI KavyecTBa YdpexaeHus AOMKHa NOCTOSHHO noaaepXuBaTtbCs B paboyem
COCTOSIHUK; yCTapeBsLUas JOKyMeHTauusa AoMKHa CBOEBPEMEHHO U3bIMATbCA U 3aMEHATLCS HOBOMW.

7. OpraHnzaums paboTbl N0 Ka4yecTBy

7.1. NonHoMo4Yns N OTBETCTBEHHOCTb NepcoHana

7.1.1. B cucteme kadecTBa yupexaeHus OOIMKHbI ObiTb YETKO onpeaenieHbl MOMHOMOYUS, OTBETCTBEHHOCThL U
B3aMMOJENCTBME BCEro nepcoHana y4vypexaeHus, OCYLLEeCTBISIOWEr0 PykOBOACTBO paboToun, npefocTaBneHue
YCIYT U KOHTPOMb AEeATENBHOCTU, BIUSAIOLLEN HA KA4Y€CTBO YCHyr.

3710, B nepByo o4vepedb, OOJMKHO OTHOCUTBCA K o6cny>+<MBarou.|,emy nepcoHany, geAatesibHOCTb KOTOpPOro
CBA3aHa C BbINOJIHEHMEM TaKuX npouenyp, Kak BbidABIIEHNE npeTeH3|/|17| N xanob KIMEeHTOB, npoeegeHne
MepoanFITVIIZ Nno yCTpaHeHUto nnn npenynpexageHno HegoCTaTKoB, KOHTPOJIb BbIMOJTHEHUA 3TUX MepoanﬂTMVl.

7.1.2. B yypexpeHun JOomkHO ObiTb HasHayeHO OTBETCTBEHHOE NuUO (NpeacTaBuTENb PYKOBOACTBA) M3
yucra pyKoBOAUTENEW YYPEeXOeHUs, KOTOpOoe HEe3aBUCUMO OT APYrMX BO3MOXEHHbIX Ha Hero obsizaHHoCTen
OOJPKHO OTBeYaTb 3a Hajnexallee BbiNonHeHne TpeboBaHun, YCTaHOBMNEHHbIX HACTOAWMM CTaH4APTOM, U UMETh
NONHOMO4Ms ANs:

- obecneveHus pa3pa60TKV| CUCTEMbIl Ka4yeCTBa, €e BHeJpEeHNA N nogaepxXaHud B pa6oqu COCTOAHUN;

- MpeAcCTaBneHns OTYETOB PYKOBOOUTENIO YUPEXAEHMS O (DYHKLMOHUPOBAHMM CUCTEMbI KayecTBa C LIeNblo
ee aHanv3a 1 UCnonb30BaHUS NOMyYeHHbIX Pe3ynbTaToB Kak OCHOBbI sl COBEPLUEHCTBOBAHMWS 3TON CUCTEMBI.

7.1.3. YupexneHne OOMKHO yCTaHOBWUTb MOPSOOK pa3paboTku (MM KOPPEKTUPOBKU, Npyu HeobxoaumocTw),
paccMOTPEHUS], YTBEPXKOEHNS U BEAEHUS BCEX AOKYMEHTOB, OTHOCSILLIMXCS K CUCTEME KadecTBa, a Takke nopsgok
obecneyeHns M.

7.2. BHyTpeHHUe NpoBepKM CUCTEMbI KayecTBa

7.2.1. B cucTeMe kadecTBa yupexaeHus [orpkeH ObiTb pa3paboTaH M noagepxuBaTbCsl B paboyem
COCTOSIHUM MOPSAOK NPOBeAeHUs BHYTPEHHUX MNPOBEPOK KayecTBa. BHyTpeHHMe npoBepkn cucTembl KayecTBa
yupexaeHus npoBoAAT C Lenbilo PerynspHoi oueHku ee 3@PEKTUBHOCTU U COOTBETCTBUSA YCTAHOBMEHHbLIM
TpeboBaHuaM, a Tawkke ANnd nonydeHuss uHdopmauun, Heobxogumon ans obecnedeHns 3hHeKTUBHOIO
YHKUNOHNPOBAHUSA 3TON CUCTEMBI.

7.2.2. OTBETCTBEHHbLIM NNLOM 3a opraHu3aumio 1 nposegeHmne npoBepkn CUCTeMbl KadecCTBa y4dpeXOoeHUA
OOJMKEH ObITb npeacraBuTesib PykoBOACTBA, OTBETCTBEHHbLIN 32 CUCTeMy KayecTBa.

7.2.3. OTBETCTBEHHbIMW MWCMOSIHUTENSAMM MO MPOBEAEHUIO TMNPOBEPOK PEKOMEHAYETCA Ha3Ha4vaTb
pykoBoguTenen nogpasgeneHnin, 3deKTUBHOCTb U KayecTBO OeATEeNbHOCTU KOTOPbIX 3aBUCAT OT KadecTBa
JeATenbHOCTM NpoBepseMblX nogpasgeneHun.

7.2.4. 3ddheKTMBHOCTb CUCTEMbl KayecTBa Yydpex[deHusl onpedensioT Mo pesynbTataM ee OLEHOK,
nosly4aemsbix Npu NpoBepKax.

7.2.5. B npouecce NpoBEPKM CUCTEMBI KAYECTBA YUPEXOEHUN (M €€ COCTaBHbIX YacTeln) OCYLLECTBNAIOT:
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- KOHTPOJ1Ib COOTBETCTBUA CUCTEMbI KaydeCTBa Tpe60BaHVIFIM HacToduwero craHgapta U OOKYMEeHTauun Ha
Hee;

- aHanm3 un OLl,eHKy COCTOAHNA (byHKLI,I/IOHVIpOBaHVIFl CUCTEMbI Ka4ecCcTBa B LEeJIOM U OTAelbHbIX ee COCTaBHbIX
yacTen;

- aHarnm3 COOTBETCTBUA NpeaocTaBliA€MbIX yCIyr Tpe6OBaHVIFIM HOPMaTUBHbIX JOKYMEHTOB;
- aHalnm3 n OUEeHKy pe3ynbTaToB pa6OTbI ydpexaneHusa B obnacTtu kayecTBa ycnyr;

- Bblpa60TKy KOPPEKTUPYHOLLNX 0encTBun, HanpaBJieHHbIX Ha YyCTpaHeHWe HeOOCTaTKOB, BbIABJIEHHbLIX B
npouecce npenocrtaBrieHna ycrnyr, n copepleHCTBOBaHNE CUCTEMbI Ka4eCTBa.

7.2.6. NpoBepKM CUCTEMBI KA4ECTBA YYpeXaeHU MOryT 6bITb NNAHOBLIMU U ONEepPaTUBHBLIMU.

MepuoanyHOCTb MaHOBbLIX NMPOBEPOK YCTAHABMMBAOT B 3aBMCUMOCTM OT pe3yNibTaTOB aHanv3a kadvectsa
YCIyr.

OnepaTBHYO NPOBEPKY CUCTEMbI KayeCcTBa WU OTAENbHbIX €€ COCTaBHbIX YacTen MpoBOAAT B Cry4vae
Pe3Koro yxyAlweHus rnokasaTenen, xapakTepuayLwmux KOHeYHble pe3ynbTaTbl paboThl No obecneyeHunto kKayecTsa
yCrnyr, NpeAoCTaBnsieMblX KakuM-rnmbo noapasfgeneHMeM WUnu yupexaeHMeM B LEerioM, B Cryvyae OLEHKU
3P PEKTUBHOCTM KOPPEKTUPYIOLLMX AEWCTBUN, a Takke NpuM 3HAYUTENbHbIX U3MEHEHMAX opraHu3auumn paboTt u
TEXHONOrMm NpPeaocTaBneHns yenyr, oTpuuaTenbHO BANSIOLWMX HA UX KA4eCTBO.

7.2.7. lNocne OKOHYaHWA BHYTPEHHEN MPOBEPKM ee pesynbTaTbl OPOPMASIOT B BUAE OTYETA O COCTOSAHUN
CUCTEMbI KayecTBa, B KOTOPOM OTpaxalT [aHHble aHanuM3a COOTBETCTBUSI MokKasaTenenh W pesynbTaToB
OeATenbHOCTN y4ypexaeHuss B obnactm obecnedyeHus KadecTBa MNPeLOCTaBMASIEMbIX YCAYr YCTAHOBIEHHbLIM
TpeboBaHusM.

7.2.8. Pe3ynbTaTbl NpOBEpPOK CUCTEMbI KayecTBa YYpPEXOAeHUiA SIBMSIOTCA OCHOBaHWMEM ANs pa3paboTku u
peanusaunm MeponpusiTUiA No ee COBEpLIEHCTBOBaHMIO, N0 pa3paboTke HOBbIX METOAOB M CPEACTB yrpaBrieHus
KayecTBOM MNpeaoCTaBNsieMbIX YCNyr, YrydlleHWo cocTaBa W coAepXkaHusi HOPMaTWBHOW [OOKYMeHTauuu Ha
cuCTeMy kayecTBa.

7.3. MNMoaroToBka KagpoBs

7.3.1. B y4ypexgeHunm [omkeH OblTb paspaboTaH, [OOKYMEHTanbHO OdOpMIIEH W yTBEpXKAeH nnaH
MeponpusaTUiA No noarotoBke (0GyyeHMio, MOBLILEHUIO KBanuduKauuu, atTecTauun, CTaxXupoBke U T.4.)
nepcoHana, BbiNOJHsoLWero paboTbl, HENOCPEACTBEHHO BNUSIIOLLME HA KAYECTBO YCIyT.

7.3.2. MNoaroToBKOM NepcoHana AoMKHbl ObiTb OXBaYeHbl BCE COTPYAHUKM YYpPEXOEHUsl, HEMOCPEACTBEHHO
BMUSOLLME HA KAYECTBO YCNyr, BKNOYasi PyKOBOASLLMIA COCTaB BCEX YPOBHEW.

7.3.3. MNpwu paspaboTke 1 peanusauuy NaHoB MePONpUATUIN MO NOAroTOBKe KaapoB HeoBXoaNMO Y4UTbIBaTb
N3noxeHHble B 5.2.3 dakTopbl (KpuTepum), kacaromnecs nopsiaka paboTbl Co creumanicTaMmn yupexaeHus.

7.4. AHann3 OYHKLMOHNPOBAHUA CUCTEMbI Ka4ecTBa PYKOBOACTBOM yypexaeHus

7.41. CI/ICTeMy KayeCTBa nepuognyeckn AOJIKHO aHann3mpoBaTb PYKOBOACTBO Yy4pexXaeHuAa Ond Toro,
4TOObI MOXHO ObINOo y6eD,VITbCFI, YTO OHa yOoBneTBOpAeT npeabAaBiideMblM K Hen Tpe6OBaHl/IFIM n Sd)(beKTI/IBHa.

7.4.2. AHanua [OrmKeH BKMIOYaTb OLUEHKY pe3ynbTaToB  BHYTPEHHWX MPOBEPOK, NPOBOAUMBIX
HernocpeAcTBEHHO PYKOBOACTBOM WNW MpeAcTaBuTeneM PYyKOBOACTBA, OTBETCTBEHHbIM 3a (OYHKLMOHMpOBaHWE
CUCTEMbI Ka4eCTBa yuYpexaeHus.

PesynbTatbl Nogo6GHLIX aHANU30B MCMONb3YT AN NOATBEPXAEHUS LOCTUXeHMs Tpebyemoro kadectsa u
a(pPeKTUBHOCTU PYHKLNOHNPOBAHUSA CUCTEMBI.

7.5. KOHTpOnb 1 oLeHKa KavyecTsa ycnyr
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7.5.1. Tlpn KOHTPOIE 1 OLIEHKE KayecTBa yCnyr yupexaeHne SOMKHO:

- NnpoBepPATb n I/I,EI,eHTI/Id)VILI,VIDOBaTb ycnyru Ha COOTBETCTBMNE HOPMAaTUBHbLIM LOOKyMeHTaMm,
pernaMmeHTupyrowmnm nx npegocrtaBsieHne,;

- obecneunTtb CaMOKOHTPOJ1b nepcoHana, npenocrtaBniAloWeEero ycnyru, Kak COCTaBHYH) 4acCTb Mnpouecca
KOHTPOJIA;

- obecneuymBaTb NPUMOPUTET KIMMEHTOB B OLIEHKEe Ka4YecCTBa yCcnyr,

- NPaKTUKOBATb B y4pexaeHnn perynAapHyo OUeHKY CTeneHn yaoBieETBOPEHHOCTU KITMEHTOB yCIlyramMmun nytem
npoeegeHnda Counonorm4eckmnx onpocos.

7.5.2. CpaBHeHWe OLEHOK KITMEHTOB N UCMOMHUTENEN yCNyr crneagyeT NpoBoANTb NOCTOAHHO, YTOObI OLEHUTb
COBMECTMMOCTb [BYX Mep WX KayecTBa, NpPoBecTV (MpuM HeobXOoOUMOCTM) KOPPEKTUpYloLMe OeNcTBus W
onpeaenuTb, HACKOSbKO OEATENbHOCTb MCNONHUTENEN YCNyr OTBeYaeT NOTPEBHOCTSAM M 3anpocam KIMEHTOB.
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