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FOCT P 52497—2005
[lpeaucnoBue

Llenu n npuHumnbl ctTaHgapTusauum B Poccumnckon Penepaumm yctaHoBneHbl PeaepanbHbiM 3aKOHOM OT
27 pekabpa 2002 r. Ne 184-93 «O TexHU4eCKOM perynupoBaHum», a npaBuna npMmeHeHuss HauuoHanbHbIX
ctaHaaptToB Poccuuckon ®enepaumm — FOCT P 1.0—2004 «CraHpgaptuzauusa B Poccuuckon depepauun.
OCHOBHBbI€ NONOXXEeHUsI»

CBeneHus 0 cTaHpapTe

1 PASPABOTAH ®epepanbHbIM rocyaapCTBEHHbLIM YHUTAPHbLIM npeanpuaTneMm «BcepoCcCUrUcKui
Hay4HO-UccrneaoBaTenbCKUA UHCTUTYT CTaHaapTusauum o6opoHHOU npoaykuun utexHonorum» (Pryfll «Poco-
bopoHcTaHgapT»; oo 8 uona 2005r. — ®I'YIN «BHUcTaHpapT»)

2 BHECEH TexHuyeckum komutetom no ctaHaaptusauumn TK 406 «CoumnanbHoe obcnykuBaHue Hace-
neHusa»

3 YTBEPX>XXJEH W BBEOEH B JEVNCTBWE Mpukasom ®egepanbHOro areHTCTBa Mo TEXHUHECKOMY pery-
nupoBaHuio u meTponiornu ot 30 aekabpsi 2005 r. Ne 534-cT

4 B HacToALlleM cTaHOapTe peanusoBaHbl HOPpMbI hegepanbHbIX 3aKkOHOB Poccuuckon Penepauumum:

oT 10 nekabpsa 1995 r. Ne 195-03 «O6 ocHoBax coLManbHOro obcny>xusaHmsa HaceneHus B Poccunuckon
denepauuny;

oT 9 aHBaps 1996 r. Ne 2-03 «O 3awmuTe npae noTpedbutenen»;

oT 27 pekabps 2002 r. Ne 184 -3 «O TexHn4Yeckom perynupoBaHumny.

B cTaHoapTe peann3oBaHbl TakXXe HOpMbl NnocTaHoBneHus [paesutenbcrtBa Poccuuckon denepauum ot
2 beBpana 1998 r. Ne 113 «O HeKOTOpbIX Mepax, HanpaBfeHHbIX Ha COBEpPLUEHCTBOBaHUE CUCTEM obecrneve-
HUA KavecTBa NPOaYKLUU U YCIyr»

5 BBELEH BITEPBbIE

Hgbopmauyusi 06 usMeHeHuUsiX K HacmosiweMy cmaHOapmy nybrukyemcsi 8 eXxeao00H0 U30asaeMoOM
UHhopMalyUOHHOM yKka3amersie « HaluuoHarnbHble cmaH0apmbi», a meKkcm U3MeHeHUU U nonpasoK — 8 exXeMe-
CSIYHO U30asaeMbix UHOPMaUUOHHbIX yKka3lamernsx « HauuoHarnbHblie cmaHoapmbl». B criydae nepecMompa
(3aMeHbl) unu omMeHb! Hacmosiwjeao cmaHdapma coomeemcemeayrujee yeedomrieHue byoem onybriukoeaHo
8 exxeMeCcsiYHO u3daeaeMoM UHGPOpMaUUOHHOM yKka3amere «HauyuoHarnbHble cmaHOapmebly. Coomeemcemay-
rowas UHgpopmauyusi, yeedoMrieHuUe U meKkcmbl pasMelaromces makxe e UHhopMalUuoHHOU cucmeme obuwjezo
noJsib308aHUsTI — Ha ochuyuaribHOM calime HalyuoHaribHo20 opaaHa Pocculckou ®edepayuu rno cmaHoapmu-
3ayuu u e cemu lHmepHem

© CtaHpapTtuHdopm, 2006

HacTosui cTaHaapT He MOXeT BbITb NONMHOCTBIO UMK YaCTUYMHO BOCMNPOU3BEeAEeH, TUPAKUPOBAH U pac-
NPOCTPaHEH B kKavecTBe 0mLManbHOro usnaHus b6es paspelueHus PeaepanbHOro areHTCTBa NO TEXHUYECKO-
MY perynmpoBaHUIO U METPOJOTUK
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HAUUWOHAINBHBIUNU CTAHOAPT POCCUMUCKOWU ODGEOEPALULUMN

CoumanbHoe obcrnyxuBaHme HacerieHUA
Cuctema KavyecTBa yupexaeHuM coumansHoOro oocnyxmsaHms

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

Nata BBegeHna — 2007—01—01

1 O6nacTtb NnpUMeHeHus

HacTofaLwun cTaHaapT pacnpoCTpaHAETCs Ha coluanbHoe 0bcny>kuBaHue HaceneHusa U yctaHaBsnuMBaeT
TpeboBaHUA K CUCTEME KavecTBa yupexaeHuu coumnanbHoro obcnyxuBaHus (oanee — yuvpexaeHus), npea-
OCTaBMSALIUX couuanbHble ycnyru (ganee — ycnyru) pasnuyHbIM KaTeropuam HaceneHusi, okasaBlLLUMCS B
TPYAHOW XXU3HEHHOU CUTYaLIUM.

CTaHaapT pa3paboTaH ¢ Lenbio ero ucnonb3oBaHUA B KavecTBe 6a30BOM HOPpMATUBHOU OCHOBLI MPU pas-
paboTKke CUCTEM KavyeCTBa KOHKPETHbIX yupexxaeHU NPUMEHUTENBLHO K crneluduke nx oesteNbHOCTMU.

2 HopMaTuBHbIE CCbLIJIKW

B HacToslLLeM cTaHAapTe UCNONb30BaHbl HOPMAaTUBHbIE CCbISTIKU Ha cneayLliue cTaHaapThl:

[OCT P 50646—94 YcnyrmHaceneHuio. TepMuHbI 1 onpeaeneHus

[OCT P 50691—94 Mopaenb obecneyeHunss KadecTBa ycnyr

[OCT P 52142—2003 CouuanbHoe obcnyxuBaHue HaceneHusa. KauecTBO couManbHbIX YCRYT.
O6Lwune nonoxxeHns

[OCT P 52143—2003 CouuanbHoe obcnyxuBaHue HaceneHusi. OCHOBHbIE BUbl COLIMANbHbIX YCNYT

[OCT P UCO 9000:2001 Cucrembl MeHemXMeHTa kavecTBa. OCHOBHbIE NOIOXEeHUA U CroBaphb

[OCT P NCO 9004:2001 Cucrtembl MeHemXMeHTa KadectBa. PekomeHaaumu no ynydlleHU Oesi-
TENbHOCTU

[MTpumeyaHue — [punonb3oBaHMM HACTOALLMM CTaHAAPTOM Lienecoobpa3Ho NpoBEPUTL AEVNCTBUE CChINOY-
HbIX CTaHAapTOB B MHOpMaLMOHHOK cucTemMe obLLEero nosib3oBaHUA — Ha opMLUManLHOM cailTe HaLWoOHanNbHOro opraHa
Poccuinckon ®eaepaumm no ctaHaapTu3aLmm B ceT UHTepHeT nnu no exxerogHo nagasaemMomy MHopmMaLMoOHHOMY YKa-

3aTento «HalWoHanbHbIE CTaHOAPTbI», KOTOPbLIA 0Ny6NMKOBaH NO COCTOSIHUIO HA 1 AHBAPSA TeKyLLero roaa, uno
COOTBETCTBYHOLLIUM eXeMeCAYHO U3aaBaeMbiM UHOOPMALIMOHHBIM yKa3aTensam, onybrnMkoBaHHbIM B TEKYLLEM
roay. Ecnu ccbinoyHbI JOKYMEHT 3aMeHeH (M3MeHeH), TO NpU NONb30BaHUK HACTOSALLIMM CTaHOAPTOM cneayeT
PYKOBOCTBOBaATbCA 3aMeHsieMbiM (M3MEHEeHHbIM) JOKYMEeHTOM. Ecnn cCbinoyHbIN JOKYMEHT OTMeHeH be3
3aMeHbl, TO NOSI0XXeHUe, B KOTOPOM JaHa CCbINKa Ha HEero, NPUMEHSIETCS B 4acTU, He 3aTparuBaroLLEen 3Ty CCblJl-

KY.
3 TepMuHbI N onpepeneHun

B HacToseM ctaHaapTe npumeHeHbl TepMuHbl o FOCT P 50646 u TOCT P UCO 9000.

U3naHue ohuumanbHoe
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4 TpebGoBaHUA K CUCTEME KaueCTBa YyYpexaeHUn

4.1 TpeboBaHuUs K cUCTEME KauveCTBa yYpeXXJeHUs YCTaHOBIeHbl HACTOSLLIUM CTaHOJApTOM B COOTBe-
TCTBUU C NonoxeHusimu PenepanbHbiX 3akoHOB Poccuitckon Pegepaumm n noctaHosneHuem MNpaButenbcrea

Poccuinckon denepauumn, ykasaHHbIMU B NpeaucnoBuM ctaHaapTa, a Tarke nonoxeHusamu NOCT P 50691,
[OCT P 52142, TOCT P 52143 ulOCT P NCO 9004.

4.2 Tloa cucTeMoM KadvecTBa yupexaeHUs NOHMMAaKT COBOKYMHOCTb €ro OpraHU3auUMOHHOU CTPYKTYPbI (C
pacnpeneneHnemMm oTBeTCTBEHHOCTU COTPYAHUKOB 3a Ka4yeCTBO YChyr), npaBui, MeToAoB obecneyeHust KauecTBa
yCnyr, NpoLIeCcCoB NpeaoCcTaBeHUs YCnyr, pecypcoB yupexxaeHus (Nackux, MatepuanbHO-TEXHUYECKNX, MHQOOP-
MaLMOHHbIX N ApYyrux), obecneymBaroLLyo OCyLLeCTBIeHUe aAMUHUCTPATUBHOIO PYKOBOACTBA Ka4eCTBOM YCHVT.

4.3 Cucrtemy KauyecTBa yupexaeHusi co3aaroT Ans JOCTUXXEeHUS U nogaepXaHusa ypoBHA KaveCcTBa YChyT,
COOTBETCTBYIOLLEro NpeabaBnaeMbIiM K HEMY TpeboBaHUAM.

4.4 CuctemaKavyecTBa yupeXaeHUs1 A0IMKHA ABNATbLCS HEOThbEeMIEMOU HYacTbio 0DLLEN CUCTEMBI YNpaB-
NeHna 0eATenbHOCTbIO yYpeXxaeHus No npeaocTaBneHuto CoLuanbHbIX YCNYT.

4.5 CucrtemakKauvecTBa yupexaeHus npegHasHauveHa and cosgaHusa HeobXxoauMblX YCNOBUNA rapaHTUPO-
BaHHOrO yOOBNETBOPEHUA 3aKOHHbLIX 3anpoCcoB U NOTPebHOCTEU KNUMEHTOoB, NOBbILLEeHUA 3P EKTUBHOCTU U
KayeCcTBa YCnyr Ha BCcex CTaguax ux npeaoctaBrieHus ¢ Lenbio npeaynpexxaeHus BO3MOXHbLIX OTKINOHEHUU OT
3aZlaHHbIX TpeboBaHUM K 3TUM ycrnyram, obecnedeHusa penyTauun ydpexxaeHUs Kak HaaeXXHoro u nopsaoYHoro
MCNONHUTENS YCNVYT.

4.6 OCHOBHbLIMU 3aa4aMU, Ha peLLleHUe KOTOPbIX OMKHaA ObITh HanpaBneHa CUCTEMA KaueCTBa yYpeX-
OeHUs, ABNAKTCA:

- ocyLlecTBrieHue 3adEeKTUBHOIO KOHTPONSA 3a TEXHUYECKUMU, OpraHn3aLMOHHbLIMA U APYTMMU (DAKTO-
paMu, BNIMAIOLLUMU HA Ka4eCTBO NpeaocTaBigseMblX YCNYT,;

- NpeaoTBpalleHue Unu yctpaHeHue niobbix HECOOTBETCTBUMN YCIYT NpeabaBNsieMbIM K HUM TPebOBaHUSAM;

- obecneveHne cTabnnNbLHOro ypoBHS Ka4ecTBa YCNyr;

- pellueHune gpyrux saagad, oTpaxarLmux cneuyn@uky 0eaTenbHOCTU YUpeXXaeHUM.

4.7 Paspabotka n QGyHKLMOHUPOBAHUE CUCTEMbI KaveCTBa yupexXaeHUs A0MKHbI DasupoBaThCs Ha Che-
OYOLLMUX OCHOBHBLIX NPUHLUMNAX:

- MPUOPUTETHOCTU TPeboBaHUM (3aNPOCOB) KNMeHTa No obecneyYeHuo KavyecTBa yCnyr, TO eCTb obecne-
YeHUs1 yBepeHHOCTU B TOM, YTO 3TU TpeDboBaHUA (3anpockl) 6yayT NONHOCTLIO peanu3oBaHb NpU NpeaocTaBne-
HUU yCRnyr,;

- npenynpexaeHus Nnpobrnem kadecTBa ycnyr, To eCTb obecneydeHUa yBepeHHOCTU B TOM, YTO 3TU NPO-
bnembl OyayT npeaynpexaaTbCcs, a He BbIABNATLCA U pa3pellaTbCa nocne X BO3HUKHOBEHMUS;

- cobnaeHUs NonoXXeHUn HOPMaTUBHbBIX JOKYMEHTOB, pernaMmeHTUpyrLmx TpedboBaHUa K nopaaky w
npaBunNam NpeaocTaBneHns yCnyr,

- obecneveHHOCTU yupexxaeHUsa COOTBETCTBYHOLLUUMU NIDACKUMU, MaTepuanbHO-TEXHUYECKUMU U APYTU-
MU pecypcamu (6a3oBon U onepaTUBHOMN UHCDOPMaLIMEN, TEXHUYECKON AOKYMEHTaLIuen, AaHHbIMU O pe3yrbTa-
Tax NpeaocTaBneHUs yCnyr N UX KOHTPONS, UTOrax oLleHKU KavyecTBa U ap.);

- YeTKOro pacnpeneneHusi NofTIHOMOYUIA U OTBETCTBEHHOCTU NepcoHana 3a ero JesTenbHOCTb Mo npea-
OCTaBNEHUIO YCIYT, BNUSIOLLYIO Ha obecneyeHne nx KauecTBa;

- JIMMHOW OTBETCTBEHHOCTU PYKOBOACTBA YYpeXaeHUs 3a KauyeCTBO NnpeaocTaBnseMbIX YCNyr, paspa-
BoTKy, BHeApEeHUe U KOHTPONb 3P EKTUBHOCTU CUCTEMbI KAYeCcTBa, 3a onpeaeneHne NoruTUKU B obnacTu
KayecTBa, opraHusaumio n obLiee pykoBoacTeo pabotamu no obecneyeHnio KauecTBa;

- obecneveHue NNYHON OTBETCTBEHHOCTU K&K 0ro UCNONMHUTENS 3a KAYeCTBO YCNyr B COMETaHUU C MaTe-
pyanbHbIM U MOparnbHbIM CTUMYNUPOBAHUEM KaYeCTBa;

- AOKYMEHTAaJ1bHOIo Oq)OpMJ'IeHI/IFI npasui n MeTooB obecneyeHuss KauecTBsa yCnyr,

- obecnevyeHus NOHUMaHUSA BCEMU COTPYAHMKAMU yupeXaeHnUsa TpeboBaHU CUCTEMbI Ka4eCcTBa K NOSu-
TUke B 06N1acTu KavecTBa.

5 OcHoBHbIe (haKTOpbI, BNIUAIOLWME HA Ka4YeCTBO YCIyr, U NOPAAOK
MX UCNONb30BaHUA NpU hOPMUPOBAHUMN CUCTEMbI KaYeCTBa yupexaeHun

5.1 lMpu dopMUpoBaHUK CUCTEMBI Ka4eCTBa yupexaeHun (npyu onpeaeneHnuy NofIMTUKU yYpeXXaeHUs B
obnacTu KayecTBa, pa3paboTku JOKyMeHTaLMn CUCTEMbI Ka4eCcTBa, OpraHu3aLum paboT no KayecTBy) HEOBXO-
IMMO YYMUTbIBaTb psif (0aKTOpOB (KpUTEpPUEB) pa3nNMYHOIo XxapakTepa, KOTopble B 3HaYUTENbHON Mepe BNUSIIOT
Ha Ka4eCTBO NpeaoCTaBNsieMbIX YCNYT.

2
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[TpaBUNBbHBLINA YYET 3TUX (PAKTOPOB, UX UCTONb30BaHUe Npu paspaboTke COOTBETCTBYIOLLIMX JOKYMEHTOB
CUCTEMbI Ka4eCcTBa U B NPaKTU4EeCKoN AeaTenbHOCTU yupexaeHusa 6yayT cnocobcTBoOBaTh NOBLILLIEHUIO KaYec-
TBa YCNVT.

5.2 OCHOBHbIMU (haKTOpaMU ABNSAIOTCA:

- Hanuyue U CoOCTosAHUE AOKYMEHTaLUU, B COOTBETCTBUM C KOTOPON (DYHKLIMOHUPYET yupexaeHue;

- YCnoBuUsi pasMeLLeHUs yUpeXxaeHuUs;

- YKOMMMEKTOBAHHOCTb YYpeXxaeHusa cneymanuctaMm 1 ux KBanuukauus;

cneuuanbHoe U TabenbHOEe TeXHUYeCcKoe OCHalleHue yupexaeHusa (obopyaoBaHue, npubopsl, anna-

patypauT. A.);
- COCTOHAHKUE MchopMaLI,MM 06 yupeXxieHUn, nopsaake v ripasnax npeijocraBlieHUs yCnyr KrmeHTaM.

5.2.1 B cocTaB goKyMeHTaLUuu A0MKHbI BXOOUTD!

- nonoxeHue 06 yupexaeHuu (YcTaB yupexaeHus), BKniovaloLee B cebsi cBeieHUs 0 npegHasHauYeHun
yupexgeHus, nopsiake ero gopMmMpoBaHUs, CoaepXXaHusi, peopraHMsauuu, ceeeHns 06 0CHOBHbIX 3a/1a4ax
ero JessiTenbHOCTU, KaTeropmusax obcnykuBaemMbixX UL, NOPSOKE U YCINOBUSX 3a4UCIIeHUst Ha obcnyXuBaHue, o
CTPYKTYPHbIX NoapasaeneHusix U UX OCHOBHbIX 3aaa4vax, cBeaeHus 06 obbeme 1 nopsiake npeaocTaBneHus
UMW YCINYT U O PYTUX OpraHM3aLMOHHBIX U TEXHUYECKUX BONPOCaX;

- MNONOXEHUs1 0 CTPYKTYPHbLIX noapasfeneHusix yupexxaeHus, coaepxalime cBeeHUs O KaTeropusax
rpaxnaH, obcrny>kupaembiX TEM UM UHLIM NOAPa3aeneHneM, CTOSALLIUX nepea HUM 3aJa4ax, CpoKax 1 yCroBUsiX
obcny>XuBaHuUs rpaxkaaH, cBeAeHUs1 0 AOMNONMHUTENbHLIX JOKYMEHTaX, HeobXoauMbIX ANA 3aYUCNEHUs1 Ha
obcnykuBaHue B JaHHOe noapasaeneHue, cBeieHNs 0 KonnvecTse COTPYAHUKOB NoapasaeneHus , UX OCHOB-
HbIX 00S3aHHOCTAXUT. A.;

- PYKOBOACTBA, cny>ebHble MUHCTPYKLMK, NpaBUNa, METOAUKU TEXHONOMI, npeaHa3HavYeHHble ans per-
NaMeHTUPOBaHUA NpoLiecca NpeaocTaBrneHus yenyr, onpeaeneHns metoaoB (cnocoboB) Ux npeocTaBreHus
U KOHTPONS, a TaKXe AN COBEPLUEHCTBOBAHUS paboThl yUpeXaeHus;

- OOKyMeHTauusi Ha obopyaoBaHue, npubopbl U annapaTypy, cnocobcTayoLaa obecnevyeHno UX Hop-
MarnbHOW U be3onacHon akcnnyaTtauun, obcny>knuBaHua n nogaepxaHusi B pabotocnocobHOM COCTOSIHUU;

- HalUMUOHanbHbIE CTaHAapTbl couuanbHOro obcny)knBaHua HacerneHus B Poccunckon Pepepauuwm,
COCTaBNSAKLLIUEe HOPMATUBHYH OCHOBY NpakTU4eckon paboTbl yupexaeHus B obnactu npeaocTaBnsieMblX K-
eHTaM coLMarnbHbIX YCNVT.

B 3aBUCUMOCTU OT TOr0, HACKOSBKO KA4eCTBEHHO COCTaBIeHbl 3TU [JOKYMEHTbI, HACKONbKO KBaNuUuLu-
POBAHHO U 4EeTKO U3N0XeHbl B HUX 0013aHHOCTH, NpaBa, NOPSA0K BbINONHEHUS pa3NUYHbIX NpoLEeayp Npu npea-
OCTaBNEeHUn ycnyr u apyrue doyHKLMU NnepcoHana, 3aBucuT adodeKkTMBHOCTb paboThl yupeXX1eHUsS U KaYeCcTBO
npeanocTaBnsieMbIX UM YCYT.

YKa3aHHble JOKYMEHTbI OMKHbl COCTaBNATb OCHOBY JOKYMEHTAaLMM CUCTEMbI KAYeCTBa ydpeXXaeHus. B
npoLecce (PoOpMUPOBAHUSA CUCTEMbI KAaYeCcTBa OHU MOryT BbiTb NPU HEOB6XOAUMOCTU OTKOPPEKTUPOBAHLI C
Lienblo NpUBeAeHUs UX coaepXXaHUs B COOTBETCTBUE C TpeboBaHUSIMU, NpeabsBNSEeMbIMU K HAM KaK K 4acTy
[IOKyMEeHTaLM1 CUCTEMbI KAYECTBa.

5.2.2 Ycnosus pasmelleHuns yupexaeHus, obecnevunsaroLlmne ero aoeKTuBHy paboTty, JOIMKHbI ObITh
crneayLnMu;

- ydpexaeHue U ero CTPYKTYpHble noapasaeneHns AOMKHbI BbiTh pa3dMelleHbl B cneuuanbHo npeaHas-
Ha4YeHHOM 3aHUU (30aHUAX) UNKU NOMELLEeHUSX, AO0CTYNHbIX ANs1 BCeX KaTeropum obcny>kuBaembiX rpaXkaaH, B
TOM YMuCne AN UHBanNuaoB U ApYyrnx ManoMobunbHbIX rpynn HaceneHus. lNomelleHns aomkHbl 6bITh obecne-
JYeHbl BCEMU CpeaCcTBaMN KOMMYHanNbHO-b6bITOBOIrO 06Cny>XUBaHUSA U OCHaLLIeHbl TeNedOHHOU CBA3LIO;

- N0 pasMepam U COCTOSHUIO MOMELLEHUA JOMKHbI OTBeYaTb TpeboBaHUAM CAHUTAPHO-TUTIMEHUYECKUX
HOPM U NpaBun, 6e3onacHOCTU Tpyaa U AOMKHbI BbITb 3aLluLLEHbI OT BO3AeUCTBUS (DaKTOPOB, OTpULIATENBHO
BNUSIKOLLMX HA KAYECTBO NpeaocTaBnsaeMbIX ycnyr (NOoBbILLEHHbIE TEMMepaTypa Bo3yXa, BNaXXHOCTb BO3ayXa,
3anbINEeHHOCTb, 3ara3oBaHHOCTb, LLIYM, BUBpaLMA U T. A.);

- Nnowaab, 3aHUMaemMas yvpexaeHuem, JOMmKHaA No3BONsSTb HOpMarnbHOE pa3MelleHne nepcoHana,
KNMWEeHTOB U NpeaoCTaBneHue UM yCnyr.

B cBAA3K ¢ 3TUM npu paspaboTke CUCTEMbI KAYECTBA yupeXaeHUs AOMKHb! BbiTh NpeaycMOTPEeHbl Mephbl,
HanpaBneHHble Ha co3aaHue unu noaaepXXaHue ynoMsiHyTbiX YCNOBUIA, a NpyU HEO6X0AUMOCTU U BO3MOXXHOC-
TU — Ha UX ynyuLleHue.

5.2.3 Bonpochkl YKOMNNEKTOBAHHOCTU yupeXaeHus cneumanuctaMmm u X Keanugukauum Takke JOSKHbI
HaWUTK OTpaXKeHne B CUCTEME KaveCTBa KaK OJUH U3 BaXKHENLLINX (haKkTOPOB, BNUSIOLLIMX HA KAYECTBO YCNYT.

B yncne Takux BONpoCoB, NoAnexallux peLleHuo B paMKax CUCTEMbI Ka4eCcTBa, MOryT ObITh:

- NONHAas YKOMMNIEKTOBAHHOCTb yupeXXaeHust Heo6xoauMbIMU cneLmManucTaMmm B COOTBETCTBUM CO LUTAT-
HbIM pacrnucaHueM;



FOCT P 52497—2005

- noabop cneunanucToB C COOTBETCTBYHOLLMM 0DpasoBaHUeM, KBanudukalmneun, npodreccuoHanbHOM
NOAroToBKOW, 06naaatoLmx 3HaHUSAMU U OMbITOM, HEOBXOAUMbIMU 1K BbINONMHEHUA BO3NMOXEHHbIX Ha HUX 0051-
3aHHOCTEMN; NOCTOSAHHOE NOBbILLIEHUE UX KBanudUukaLmm y4ebomn Ha Kypcax nepenoaroToBKU U NOBLILLIEHUS KBa-
nUUKaLm nnu NHbIMKU cnocobamu;

- 4yeTKoe pacnpeneneHue obsizaHHOCTEW CneuuanucToB, U3NOXEHHBLIX B AOMKHOCTHbLIX UHCTPYKUUSAX,
MEeTOAMKaX U APYrUX AOKYMEHTaX, pernaMeHTUpyrLLuX X o6a3aHHOCTU, NpaBa U OTBETCTBEHHOCTD;

- 0bsizaTenbHas aTTecTayusa cneynanucToB B yCTAHOBNEHHOM NOpsiaKe;

- BOCMUTAHUE y BCeX COTPYOHUKOB yuYpeXxaeHUs BbICOKUX MOparbHbIX U MOparbHO-3TUMECKUX KauecCTB,
YYBCTBA OTBETCTBEHHOCTU U HEOOX0AUMOCTU PYKOBOACTBOBATLCS B CBOEU paboTe ¢ KnueHTaMu NnpuHUmMnamm
r'YMaHHOCTH, cripaBeanIMBOCTU, OOBHLEKTUBHOCTU U A06poXKenaTenbHOCTH, YYUTbIBasA UX oUusn4eckoe U NcuUxm-
YyecKoe COCTosAHUe;

- MPUHATUE Mep K HeaonyLeHUO pasrnalleHUs CoTpyaHUKaMu yupexaeHus cBegeHUU NMYHOro Xxapak-
Tepa 0 KnueHTax, Mbo 3TN cBeeHUs COCTaBMNAT CNY)XebHyl TauHy U 3a UX pasrnalleHme BUHOBHbLIE HECYT
OTBETCTBEHHOCTb B NopsakKe, yCTaHOBMEeHHOM 3aKoHOA4aTenbCTBOM Poccumnckou denepauum.

5.2.4 [1na KaueCTBEHHOro NnpeaocTaBneHus yecnyr yupexaeHue AomkHoO 6biTb OCHaLLEHO cneuuanbHbIM
1 TabenbHbLIM 000pyaoBaHUEM, annapaTypon n npubopamu, oTBevarLLUMU TpeboBaHUAM COOTBETCTBYIOLLIUX
CTaHOapTOB, TEXHUYECKUX YCNOBUI, APYrMX HOPMATUBHbLIX JOKYMEHTOB U obecneynBalOLLIMUMM Haanexallee
KaueCTBO NpeoCTaBsseMbIX YCIyT.

[To3TOMY B CUCTEME KauveCTBa YyupeXXaeHUsa A0MKHbI DbITh NpeayCcMOTPEHbl MePOoONpPUATUS, HanNpaBreH-
Hble Ha TO, YTODbI:

- obopynoBaHue, Npnbopbl N annapaTypa UCnonb30BanMch CTPOro No Ha3Ha4YeHUD B COOTBETCTBUU C
OOKyMeHTaunen Ha ux @yHKLMOHUPOBaHMUE U1 3KcnnyaTauuio, coaep)xanucb B TeXHUYECKU UCNPaBHOM COCTOS-
HUU, KOTOPOE CUCTEMATUYECKHU Dbl NPOBEPANOCH;

- HeucnpaBHoe obopyaoBaHue, Npubopbl U annapaTypa, galLiue npu paboTe COMHUTENbHBLIE PEe3Yrb-
TaTbl, CBOEBPEMEHHO CHUMANUCh C 3KCcnnyaTtauum, 3aMeHsNnUcb UNu peMoHTUPOBaNuUCh (eCnu oHU noanexart
PEMOHTY), a NPUroaHOCTb OTPEMOHTUPOBAHHbLIX NOATBEPXXAAanach UX NPOBEPKOMN.

5.2.5 Bonpocbkl HOpMaLUU OOIMKHbI ABNATLCA COCTABHOU YaCTbi0 CUCTEMbI Ka4deCcTBa yupeXxaeHus,
Tak Kak 6e3 npaBunNbLHO OpraHU30BaHHOU UHJOPMALIMOHHOM pPaboTbl HEBO3MOXHO obecneunTtb KauvyecTBO
NpenocTaBnAeMbIX YCNyr, COOTBETCTBYHLLEee 3anpocamM U Hy>KaM KINMEeHTOB.

CocTosiHne uHdopmanum 0b yupexxaeHuu u npasunax npeaocrtaBneHns UM ycnyr 40MKHO COOTBETCTBO-
BaTb TpeboBaHusam PenepanbHOro 3akoHa Poccunckon @enepauum « O 3aliure npae notpebutenen».

B AOKYMeHTaL UM CUCTEMbI KavecTBa yupexxaeHUn A0MKHbI ObITb U3NOXKEeHbI cneayLwmue TpedboBaHUs K
MHOPMaLIUU:

a) yuypexaeHue 06a3aHO 10BOAUTL A0 rpaxkaH CBOe HAMMeHOBaHUe U MeCTOHaxXoXXaeHue NbbiM crno-
coboMm, npeaycMoTpeHHbIM 3akoHoaaTenbcTBoM Poccunckon Pegepalmm, npeaocraBnsatb No TpeboBaHuio
KNMMEeHTOB He06X0AUMMYIO N 1OCTOBEPHYH UH(POPMALIMIO O BbINOMHAEMbIX yCryrax, Mo3BONSOLLYIO UM caenaTh
KOMNEeTeHTHbIN BbI6OP;

6) cocTtaB uHdopmauum ob ycnyrax (B cooTBeTcTBUU ¢ DPeaepanbHbiM 3akoHOM «O 3aLuuTe nNpas noTpe-
buTtenen») AomKeH BKNOYaTh B cebs:

- nepeYeHb OCHOBHBIX YCNyT, NpeaoCcTaBnsaeMbIX y4peXxaeHUeMm;

- XapaKTepUCTUKY Kaxkaoun ycnyru, obnacTtb ee npeaocTaBneHus U 3aTpaThl BpeMeHU Ha ee npeaocTaB-
neHue;

- B3aMMOCBSA3b MeXay Ka4eCTBOM yCnyru, ycroBMsMu ee npegocraBneHns U CTOMMOCTBIO;

- BO3MOXXHOCTb MoJy4eHus oLleHKU KayeCcTBa YCINYry CO CTOPOHbI KINMUEHTA3;

- YCTaHOBIEeHUe B3aUMOCBSI3U MexXxay NpeanoXXeHHON YCryron u peanbHbIMU NOTPEOHOCTAMU KNUEHTA;

- NpaBunau ycnoeus adodeKTuBHOIro n 6e3onacHoro UICNonbL30BaHUSA YCNYT;

- rapaHTuUrHble 06sa3aTenbLCTBa yMpeXXaeHUss — UCNONHUTENS YCNVr,;

B) nHdopmMmaumsa OomkHa ObiTb JOCTOBEPHOU U NMOSHOW. Ecnn npegoctaBneHne HeaAOCTOBEPHON UNU
HeJoCTaToMHO NONMHOU UHOopMaLMK 06 ycryre NoBReKno NpuyuHeHUe Bpeaa >XU3HU, 340pPOBbLI0 UNU UMYLLIEC-
TBY KNUeHTa colnanbHOMU cnyxbbl (BCneacTeue npou3BoACTBEHHbIX, peLenTypPHbIX U UHbIX HeOCTaTKOB YCIy-
M), OH Bripaee npeabsBUTb yupexaeHuo TpedboBaHUsa 0 BO3MeLLeHUN NPUYMHEHHOrO Bpeaa.

6 [JokymMmeHTanbHoe ohopMineHue CUCTeMbl KayecTBa

6.1 Cucremykavecrtsa 0opopMnAT B BUAE KOMNNEKTa AOKYMEHTOB (PYKOBOACTB, MONOXXEHUIA, UHCTPYK-
LMW, METOOUKUT. A.), B KOTOPbIX yCTaHABNUBAKT TpeboBaHUA K CUCTEME KaveCTBa y4peXXaeHUA B LLeNnoM UK ee
COCTaBHbIM YacTSAM, YKa3aHHbIM B 4.2.
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CTeneHb AOKYMEHTUPOBAHHOCTU CUCTEMBI Ka4eCTBa PasfIUYHbIX yYpeXXaeHUN MOXeT OTNIMYaTLCA B 3aBU-
CUMOCTU OT:

- pasmMepa v npeaHasHavYeHUs yupexxaeHus, Xxapakrtepa u obbema npeaocraBnaeMblX yCnyr, KaTeropumn
obcny>XuBaemMoro HaceneHus;

- CNOXXHOCTU NpoLecca No npeaocTaBrneHuto yCnyr;

- KOMMNEeTeHLUnN nepcoHana yupexxaeHus.

[okymeHTauus moxeT ObITb 060U popmMbl U HA NOOOM HOcUTEnNe.

6.2 [HoKymMeHTaLusa CUCTEMbI KayecTBa A0MKHa 0pOpPMNATLCA KaKk COCTaBHaA YaCTb BCEN JOKYMEHTaL UK
yupexxaeHua n yTeepKaaTbhCA B YCTAHOBNEHHOM NOPSAKe.

6.3 OCHOBHbIM OOKYMEHTOM CUCTEMbI KaveCcTBa yupexxaeHus apnsaetca PykoBoacTBO NO Ka4eCcTBY.

B HeM usnaraioT obLliee onucaHUne CUCTEMbI KayecTBa NPUMEHUTENBHO K KOHKPETHOMY yUYpeXXaeHUI0,
Pa3bACHAKT NONMUTUKY yupexaeHusa B 0bnactu KavecTsa, OTpaXalT OpraHU3aLMOHHYH CTPYKTYPY CUCTEMDI
KauyecTBa, 3aga4vv U yHKUUU noapasaeneHun u cnyxbt yupexxgeHua B 00nacTn kayecTBa, NpUBOASAT CBeAeHUS
O KOMMNNeKTe AOKYMEHTOB BCeX YPOBHEWU, COCTaBNAKLMX HOPMaTUBHO-METOAUYECKYD Ba3y CUCTEMBI Kauec-
TBa, YCTAHABNUBAKT NOPSAAOK BHEAPEHUS, DYHKLIMOHUPOBAHUS U KOHTPONA CUCTEMbI KAYeCTBa.

6.3.1 lNonuTtuka BoObNacTuKkavyecTBa AOMKHa NpeacTaBNATbL COOOU OCHOBHbIE Lienu, 3agavv U NpUHLUMUNbI
NeaTenbHOCTU yupeXxaeHus B 0bnacTn kadecTsa, AJOKYMeHTanbHO 0pOpMIeHHbIe U NPUHSATbIE K 06sa3aTenbHO-
MY BbINOSTHEHUIO B yYpeXXaeHUMN.

6.3.1.1 Lenu nonutuku B 06NacTn KayecTsa AOMKHbI OTpaXaTb cleayloLlue BONpoCh!:

- obecneveHue NOCTOSAHHOIO YAOBNEeTBOPEHUSA KIMTMEHTOB NpeaocTaBnsieMbIMU YCIyramu;

- MOBbILLEeHUEe Ka4yeCcTBa ycnyr n 3o eKTMBHOCTU (pe3ynbTaTUBHOCTU) UX NPeaoCTaBNEeHUs;

- MPUHATUE NPOPUNAKTUYECKUX Mep NOo NpeaynpexaeHuo Unu yperynupoBaHuio npeTeH3nn n xanob
KINMUEHTOB;

- NpouYne BONpOChl, OTpaKarLiue cneunupuky nesTenbHOCTU YUYpeXaeHUs.

CoaepkaHue OCHOBHBIX 3ag4a4v U NPUHLUUNOB OeATENbHOCTU YUpeXxXaeHusi B 006n1acTn KavecTBa npuBene-
HOB4.6 4./ COOTBETCTBEHHO.

6.3.1.2 Hapsagy ¢ noapobHbIM U3NoXxXeHuem Leneu, 3agad 1 npymHUuunoB B PykoBoaCTBE NO Ka4veCTBY
yupexxaeHuUsa A0MKHbI BbITh YeTKO onpeaeneHbl U COopMynUpoBaHbl NOPSAO0K U CNOCOOLI (MeToAbl) UX peanu-
3aLuMm.

6.3.1.3 OTBEeTCTBEHHOCTb 3a NOSIUTUKY B 00N1aCTU KaveCTBa HeCeT PYKOBOAUTENb yYpeXXaeHUs.

OH gomkeH obecneuvnTb pasbsCHEHUe U JoBedeHUe 3TOMN NONIUTUKU A0 BCero nepcoHana yvpexaeHus,
4YeTKO onpeaenuTb NONHOMOYUA, OTBETCTBEHHOCTb U NOPSAAOK B3aUMOAEUCTBUA BCEro nepcoHana yupexae-
HUA, OCYLLIeCTBNSALLEro pykoBoACTBO, UCMONHEHUE YCNYT U KOHTPOMb AeATENbHOCTU, BNUAKOLLIENA HA KA4YeCTBO
YCIyT.

6.3.1.4 B dpopMmnpoBaHnu NONUTUKA B 0ONacTuU KavyecTBa A0/MKHbI NPUHUMATL y4aCcTUe BCe PYKOBOOUTE-
K, OCYLLECTBRAIOLLUE yripaBneHue yupexxaeHueMm.

6.3.1.5 MNonutuka yupexaeHus B obnactn kayecTBsa AOMKHA OXBaTbiBaTb BCe HanpaBneHUsa ero aes-
TeNbHOCTU, COOTBETCTBOBATL NOTPEOHOCTAM U 3anpocaM KNUeHTOB, CNOoCOOCTBOBaTL yNy4dLLeHUD coluanb-
HbIX U 3KOHOMUYECKUX nokasatenen yuypexaeHus. [MonuTuka gomkHa coaepXkatb Takke 0053aTenbCTBO
PYKOBOACTBA YupexXaeHUs OCyLLIeCTBNATbL NOCTOAHHOE ynyJlleHUe KavecTBa 0b6cny>XuBaHUA KNMNEHTOB.

6.3.1.6 [lonuTUKa yupexaeHus B 00NacTuU KavuecTBa A0MKHA BHeAPATLCA BO BCEX CTPYKTYPHbIX NoApas-
OerneHusiX yuypexxaeHus U perynsipHo noaBepratbCa aHanu3y Ha npeaMeT ee NOCTOAHHOM aKTyarbHOCTU U NPU-
rOOHOCTM.

6.3.1.7 Peanunsauus nONUTUKU yupeXxaeHUusa B obnacTtu kavecTBa AoMmKHa bbiTh obecnevyeHa Heobxoau-
MbIMU pecypcamMu (KagpoBbIMU, MaTepuanbHO-TEXHUYECKUMU, UHAOPMALIMOHHBIMU U OPYTUMU ).

[1nsi BLINONTHEHUA NPUHATOWU yupeXxxneHMem nonuTukn B obnacrtu kavecrtsa nepen nogpasaeneHusiMu u
cny>kbamu yupexaeHus CTaBATCA 3a1a4M HA KOHKPETHbIE NNnaHoBble Nepuobl U Npu He06X0AUMOCTU CBOEBpE-
MEHHO YTOUYHSTCA U KOPPEKTUPYIOTCA PYKOBOACTBOM yUYpeXXaeHUs.

6.3.1.8 B yupexaeHuu 0omkHbl NPOBOAUTLCS MeponpuaTusa, obecneynBarolliMe NnoHUMaHue, noaaep-
XKKY U peanu3auuio nonnuTukn B obnacTtu kavectesa BCEMU COTPYAHUKAMU YUPEXOEHUS.

6.3.2 OpraHM3aUUOHHaA CTPYKTypa CUCTEMbI KaueCTBa MOXeT ObITb NpeacTtaBfieHa B BUAE CXeMbl (C
HeEOBXO0OAUMMBIM MOSACHEHUMEM), HA KOTOPOWU AOMKHbI ObiTh U300paXeHbl BCe CTPYKTYPHble noapasaeneHus,
HenocpeaCTBEHHO yYaCTBYIOLLIME B NpeaoCcTaBneHuun ycnyr unum obecnevmsatoLLine ux npenocTaBrneHue.

B NnOSsCHEeHUU K cxeme A0MKHbI ObITb OTpaXeHbl 3aaauu, oyHKLUMKU U OTBETCTBEHHOCTb BCeX noapasaene-
HUW U CNYX6 yupexxaeHnsa B 06NacTu KavecTsa U NpuBeaeHbl CBeAeHUA 0 IOKYMeHTax BCeX YPOBHEN, KOTOpbIe
OOIMKHbI COCTaBNATbL HOPMAaTUBHO-METOANYECKYH Da3y CUCTEMbI KaveCTBa yUpeXXaeHus.

CBeaeHusa 0 AOKYMEeHTax MoryT BbiTh NpeacTaBneHbl B BUAE CaMUX OKYMEHTOB, pa3paboTaHHbIX BHOBb
(monuTtuka B 0611acTn KayecTBa U Ap.) UNu yxxe AeUCTBYHOLLUX B yupeXXaeHUU (MONoXXeHUs, UHCTPYKLIUKN, MEeTO-

o



FOCT P 52497—2005

UKW, PYKOBOACTBA, NpaBuna U T. A1.), HO OTKOPPEKTUPOBAHHbLIX NPU HEOOX0AUMOCTU B Liensix 6onee nonHoro
yuyeTa B HUX BONPOCOB KavecTBa, MO0 B BUAe CChINKA Ha 3TU IOKYMEHTbI C MHpopmaLuein 06 ux npeaHasHauve-
HUW U KPATKOM COZ1EP>KaHUM.

6.3.3 [okymeHTaums cCUCTEMbI KAYeCcTBa yupeXXaeHus AormKHa NOCTOSIHHO NoAAepXXuBaThCA B pabouem
COCTOSIHUM; yCTapeBLUasi AOKYMEHTaUUsA A0/MKHA CBOEBPEMEHHO U3bIMAaTLCS U 3aMEHATLCH HOBOW.

7 OpraHu3auusa padboTbl N0 KavecTBY

7.1 TTONHOMO4YMA N OTBETCTBEHHOCTb NepcoHana

7.1.1 B cucteme kavyecTBa yypexaeHuUsa OOMKHbI ObiTb YEeTKO onpeaerneHbl NOSIHOMOYUA, OTBETCTBEH-
HOCTb U B3aUMOJEUCTBME BCEro nepcoHana yvpexaeHus, oCyLLecTBNALEero pykoBoacTeo paboTou, npea-
OCTaBlieHUe yCNnyr U KOHTPOINb AeATENbHOCTU, BNUAIOLLIEU HA Ka4YeCTBO YCNyT.

JTO, B MNepBylo ovepenb, JOMKHO OTHOCUTBLCA K 00CnyXuUBatoLLeMy nepcoHany, 4eATeNIbHOCTb KOTOPOro
CBfi3aHa C BbINONHEHUEM Takux npouenyp, Kak BbisiBNeHUue npeTeH3nn 1 xxanob KNMeHToB, NnpoBeaeHue Meporn-
PUATUN NO YCTPAHEHUIO NN NpeaynpeXxaeHuio He4oCTaTKOB, KOHTPOb BbINMOJIHEHUA 3TUX MEPONPUATUM.

7.1.2 B yupexxgeHun 00MmKHO ObiTb HA3Ha4YeHO OTBETCTBEHHOEe NUUOo (NpeacraBUTeNb PYKOBOACTBA) U3
Yucrna pykoBoamTenen yupexaeHus, KoTopoe He3aBUCUMO OT APYrUX BO3NOXEHHbIX Ha Hero o6a3aHHOCTeN
OOMMKHO OTBeYaTb 3a Haanexallee BbiNonHeHue TpeboBaHWKU, YCTAaHOBIEHHbIX HACTOALWMM CTaHOAPTOM, U
MMeTb NOJTHOMOMUA ONA:

- obecneyeHus paspaboTkn CUCTEMBI KAYeCTBa, ee BHeAPEeHUA U noaaepxaHusa B paboyemM COCTOAHUM;

- NpeacTaBfieHUs OTYETOB PYKOBOOUTEN ydvpexaeHUsa 0 OYHKLIMOHUPOBAHUM CUCTEMbI KavyecTBa C
Llenblo ee aHanmsa u UCMoNb30BaHUA NONyYeHHbIX pe3ynbTaToB Kak OCHOBbI 15 COBEPLUEHCTBOBaHUSA 3TOU
CUCTEMBI.

7.1.3 YJpexaeHue OOMKHO YCTAaHOBUTL NOPAAOK pa3paboTku (MK KOPPEKTUPOBKU, MPU HEOBXO0AUMOC-
TN), paCCMOTPEHUS, YTBEPXKOEHUA U BeeHUs1 BCeX AOKYMEHTOB, OTHOCSILLMXCA K CACTEME KavyeCTBa, a TaKkxe
nopsaok obecneveHns MmN,

7.2 BHyTpeHHMe NPpOBEepPKN CUCTEMbI KavecTBa

7.2.1 B cucreme KauyectBa yupexaeHuUs AOMmKeH ObiTb paspaboTtaH U noaaepXxuBaTbCA B pabouvem
COCTOSAHUM NOPAOOK NpoBeaeHUs BHYTPEHHUX NPOBEPOK kKavecTBa. BHyTpeHHUe NpoBepKU CUCTEMbI KauecTBa
yupexaeHus NpoBOOAT C Uenbl perynsapHoOn oueHKn ee aPdeKTUBHOCTU U COOTBETCTBUA YCTAHOBJIE€HHbLIM
TpeboBaHusM, a TaKke Ana nonyvYeHna tHopmMmaLuuu, Heobxoaumou ana obecneveHUs aPPEKTUBHOIO OYHK-
LLMUOHUPOBAHUA 3TON CUCTEMBI.

7.2.2 OTBETCTBEHHbLIM JIULIOM 32 OpraHM3auui0 U NpoBeaeHne NPOBEPKU CUCTEMbI KaueCTBa yupexae-
HUA JOMKeH ObITh NpeacTaBUTENb PYKOBOACTBA, OTBETCTBEHHbIW 32 CUCTEMY KayeCcTBa.

7.2.3 OTBEeTCTBEHHBLIMU UCMONHUTENSAMMU NO NPOBELEHUIO NPOBEPOK peKOMeHAyeTCs Ha3dHa4YaTb PYKOBO-
autenennoapasgeneHuu, 3 PeKTUBHOCTbL U KaYeCTBO AeATEeNIbHOCTU KOTOPbIX 3aBUCAT OT KavecTBa AeATe b-
HOCTU NpoBepseMbiX NogpasaeneHun.

7.2.4 O HEeKTUBHOCTb CUCTEMbI KAYECTBA YYpeXxaeHUsa onpenensioT no pesynbTaTtam ee OLeHOK, Nony-
YaeMbIX NpU NpoBEepKax.

7.2.5 B npouecce npoBepKku CUCTEMBI Ka4YeCcTBa yupeXXaeHUU (M ee COCTaBHbIX YaCcTen) OCyLLeCTBNAIOT:

- KOHTPONb COOTBETCTBUSA CUCTEMbI Ka4YeCcTBa TPpeboBaHUAM HACTOSALLEero CtTaHaapTa U I0KyMeHTaUMM Ha
Hee;

- aHanus 1 oLUeHKY COCTOSAHUSA (DYHKLIMOHUPOBaHUA CUCTEMbI Ka4YeCTBa B LIeNOM U OTAEeNbHbIX €e COCTaB-
HbIX YaCTeu;

- aHanua COOTBEeTCTBUA NpenocTaBnsAeMbIX ycnyr TpeboBaHUAM HOPMaTUBHBLIX [JOKYMEHTOB;

- aHanu3s N OLIeHKY pe3ynbTaToB paboThkl yupexxaeHus B 06nacTtu kavecTBa yCnyr;

- BbIpaboTKy KOPPEKTUPYIOLLNX AEUCTBUN, HAnNpaBneHHbIX Ha YCTPpaHeHUe HeOCTaTKOB, BbISIBNIEHHbIX B
npouecce npegocTaBneHusa ycnyr, U COBepLUeHCTBOBaHUE CUCTEMbI KavecTBa.

7.2.6 TlpoBepku CUCTEMbI Ka4eCcTBa yupexaeHU MOryT ObITb NNAHOBbLIMU U ONepPaTUBHbLIMMN.

[lepnoAUYHOCTL NNAaHOBLIX MPOBEPOK YCTaHaBNMUBAaKT B 3aBUCUMOCTU OT pe3ynbTaToB aHanusa Kadec-
TBa YCIyT.

OnepaTtuUBHYIO NPOBEPKY CUCTEMbI Ka4YeCTBa UMM OTAEeNbHbIX €e COCTaBHbIX YacTeu NpoBOASAT B cry4yae
PEe3KOoro yxyaLleHUs noKkasaTtenen, XapaktepusyrLnX KOHeYHble pe3ynbTaTthl paboTbl o o6ecnevyeHUro kKavec-
TBa yCnyr, NpeaocTaBnseMbiX KakuM-nMbo nogpasgeneHneM Unum yupexxageHmem B Lernom, B criyyae OLEeHKU
3O (PEKTUBHOCTU KOPPEKTUPYIOLLUX AEACTBUIA, a TaKKe NPU 3HAYUTENbHbLIX UBMEHEHUAX OpraHu3aLuu paboT U
TEeXHOJI0rMn npeaocTaBfeHns ycnyr, oTpuuaTeribHO BIMAIOLLMX HA UX Ka4eCTBO.

7.2.7 Tlocne oKkOHYaHWsA BHYTPEHHEN NPOBEPKU ee pesynbTaTbl 0OPMNAIOT B BUAE OTHETa O COCTOAHUN
CUCTEMbI Ka4eCTBa, B KOTOPOM OTpaXarT AaHHble aHanus3a COOTBETCTBUA NoKasaTenen u pesynbtTaTtoB ges-
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TeNbHOCTU yuYpexaeHusa B obnactn obecneyeHnsa kadecTBa NpeoCcTaBNAeMbIX YCNYr yCTaHOBNEHHbIM Tpebo-
BaHUAM.

7.2.8 Pe3ynbTaTbl NPOBEPOK CUCTEMBI KaueCTBa yMpeXXaeHUN ABNSITCA OCHOBaHUEM ANA pa3paboTku U
peanusauum MeponpuUATUA Mo ee COBEPLLEHCTBOBaHUID, NO pa3paboTke HOBbLIX METOAOB U CPeaCTB yrpaBre-
HUA Ka4YeCTBOM NMpeaocTaBnsaeMbIX yCnyr, ynyylleHUI0 CoCTaBa U coaep>xaHus HOpMaTUBHOMU OOKYMEHTauun
Ha CUCTeMY Ka4veCTBa.

7.3 lNoaroToBka KagpoR

7.3.1 B yuypexaeHun gomxkeH bbiTb paspaboTaH, AOKyMeHTanbHO 0oOpMIeH U yTBEPKAeH NnaH Mepon-
PUATUU NO NoAroToBke (06y4YeHuo, NOBbLILLEHUID KBaNnUMUKaLUum, aTTrectalum, CTaXXMPOBKe U T.A.) NepcoHana,
BbINONHAKLLEro paboThkl, HeNnocpeaCTBEHHO BNUSOLLME HA KA4eCTBO YCNYT.

7.3.2 TloaroToBkOW nepcoHana aomkHbl ObITb OXBaYeHbl BCE COTPYAHUKU y4peXXaeHUs1, HenocpeaCcTBEH-
HO BNUSOLLME Ha Ka4eCTBO YCInyT, BKINOYas pyKOBOAALLUU COCTaB BCEX YPOBHEW.

7.3.3 TlpupaspaboTke U peanusalum nnaHoB MepPONPUATUA NO NOArOTOBKE KaapoB HE0DX0AUMO Y4UTbI-
BaTb U3NOXXEHHbIe B 5.2.3 bakTopb! (KpUTEepun), KacarLumecs nopsiaka paboTbel Co crneunanuctTamm yupexne-
HUS.

7.4 AHanun3 (hyHKLUMOHUPOBaHUA CUCTEMbI KaueCTBa PYKOBOACTBOM yupeXxaeHus

7.4.1 Cuctemy kadecTBa Nnepuoanyecku JOSMKHO aHanM3MpoBaTh PYKOBOACTBO yYpexaeHust ons Toro,
YTOObI MOXXHO BbINO yOeauThCs, YTO OHa YAOBNETBOPAET NpeaAbsBnsaeMbiM KHEU TpeboBaHUAM U 3(h(PeKTUBHa.

7.4.2 AHann3 gormkeH BKMOYaTh OLIEHKY pe3ynbTaTOB BHYTPEHHUX NMPOBEPOK, MPOBOAUMBLIX HEMNOC-
peaCcTBEeHHO PyKOBOACTBOM UINU NpeacTaBUTENEM PYKOBOACTBA, OTBETCTBEHHLIM 3a (PYHKLIMOHUPOBaHUE CUC-
TEeMbl Ka4YeCTBa yupeXXaeHus.

Pe3synbTaTbl N0A0OHbLIX aHANM30B UCMONb3YHT AN NOATBEpPXAeHUS AOCTWKeHUs TpebyemMoro KayecTBa
N 3pPEeKTUBHOCTU PYHKLIMOHUPOBAHUA CUCTEMBDI.

7.5 KOHTpONb 1 OLleHKa KavyecTBa ycnyr

7.5.1 ['lpu KOHTpONE U OLIeHKe KavyeCcTBa yCnyr yupexxaeHue OOJMKHO:

- NPoBepPATb U UASHTUDOULMPOBATL YCNYrM Ha COOTBETCTBUE HOPMATUBHBLIM IOKYMEHTaM, pernamMmeHTU-
PYIOLLUM UX NpeaocTaBeHne;

- obecnevynuTb CaMOKOHTPONb NepcoHana, NpeaocTaBnawLLEro ycrnyru, Kak CoCTaBHYH YacTb npouecca
KOHTPOS;

- obecneyuBaTb NPUOPUTET KITMEHTOB B OLIEHKE Ka4yeCcTBa YCNyT;

- MPaKTUKOBATh B yYpeXXaeHUU perynsapHylo oueHKy cTeneHn yooBrneTBOpPeHHOCTU KITMEHTOB yCnyramMmu
nyTemM NnpoBeaeHUsa COLMONOrM4Yyecknx onpocoB.

7.5.2 CpaBHeHUe OLEeHOK KIMMMeHTOB U UCNONHUTENen ycnyr crneayeTt NpoBOAUTb NOCTOSAHHO, YTOOLI OLe-
HUTb COBMECTUMOCTb ABYX Mep UX KauvecTBa, NpoBecTU (Np1 HeobXoAMMOCTH) KOPpEKTUpYyLMe NeUCTBUA U
onpeaenuTb, HACKONbKO AeATEeNbHOCTb UCNONMHUTENEU YyCryr oTBevaeT NoTPpeDbHOCTSAM U 3anpocam KNUEHTOB.
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