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HALIMOHAJIBLHBINA CTAHIAPT POCCUMCKOM OEJEPAITAN

ConuabHOE 00CITY)KUBAaHUE HACCIICHHUS
CHUCTEMA OBECIIEYEHNS KAYUECTBA YUYPEXXIEHUN COLIMAJIBHOI'O OBCJIYXKNBAHU A

Sacial services for the population.
Quality assurance system of social service institutions

Jara BBenenns — 2021—05—01

1 Ob6nacTe MpUMEHEHUS

Hacrosimmuit cranmapt ycraHaBIMBaeT TPeOOBaHUS K CHCTEME OOCCICUCHHUS KadeCTBa YYPCSIKICHHUH, IMPEIOCTABISIOIINX
COLMANTBHBIC YCIYTH (Iajee — YCIyTH) Pa3InYHbIM KaTErOPHSIM IpakJaH, HYKIAIOUIMXCS B COIMATBHOW MOMOIIY, B IOBBIIICHUU
COCTOSIHHMSI 3aIMIICHHOCTH OT Yrpo3 HapyIICHWS MX KU3HCHHO BaXKHBIX MHTEPECOB, MpaB M CBOOOA, B YJIYUIICHHH YCIOBHH HX
KHU3HECATEIPHOCTH U PACIIUPEHUH MX BO3MOXKHOCTEH CaMOCTOSATEIbHO 00eceYMBaTh CBOM OCHOBHbBIC JKH3HEHHBIE OTPEOHOCTH H
MOBBIIIATH 0JIATOCOCTOSIHHE (J1aJ71e6€ — KIIMCHTHI).

Hacrosimmuit ctangapt pa3paboTaH ¢ LENBI0 €ro UCIOJB30BAHNUS B Ka4eCcTBe 0a30BOM HOPMATHBHOW OCHOBBI IIPH pa3paboTKe
cucTeM 00eCIIeYCHUS Ka4eCTBA KOHKPETHBIX YUPESIKACHUH TPUMECHUTEIHHO K CICHU(PUKE UX ACATEILHOCTH.

Pa3zpabotka ydpexJeHHEM CHCTEMBI OOCCIICUYCHHS KadecTBa NPEAOCTABISIEMBIX WM YCIYT, OTBEYAIONICH TpeOOBaHHSIM
HACTOSIIIIETO CTaHIapTa, OyIeT JEMOHCTPHPOBATH OCBEJOMIICHHOCTH YUYPEKICHUS O €ro o00s3aTelbCcTBAaX W IMPHBEPIKCHHOCTH
YIOBJIETBOPCHUIO TOTPEOHOCTEH M OXKHAAHWI KIMEHTOB W 3aWHTEPECOBAHHBIX CTOPOH, a TAKXKE CIOCOOCTBOBATH IOCTHIKCHHUIO
YAOBIETBOPEHHOCTHU €TI0 YCIIyTaMH.

2 HopmartuBHBIE CCHUIKT

8 HacTosIIIIEM CTaHAApTe UCIONb30BaHbl HOPMATHUBHBIE CCHUIKU Ha CIIEIYIOIIUE CTaHIaPThI:

I'OCT P 50646 Ycnyru nacenenuto. TepMUHBI U OnpeieIeHIS

I'OCT P 50691 Ycuyru Hacenenuro. Moenb CHCTEMbI 00eCIIeIeHHs KadecTBa yCIyT

T'OCT P 52142 CounansHoe obcmyxuBanue HaceneHus. KagecTBo conuansHbIx yeryr. OOImue HoJI0KeH S

I'OCT P 52143 CoumansHoe o0cmyxuBaHie HaceneHHs. OCHOBHbIE BHIbI COLIMATBHBIX YCIYT

T'OCT P UCO 9000 Cucremsl MeHePKMEHTa KauecTBa. OCHOBHBIC IOJIOKECHUS U CIIOBAPb

T'OCT P CO 9001 Cuctems! MeHeKMEHTa KadecTBa. TpeOboBaHHs

T'OCT P UCO 9004 MenenxmeHT KauecTBa. KadecTBo opranusanuu. PykoBOJACTBO IO JOCTHXKEHUIO YCTOMYMBOIO yclexa

Oopranusanun
HpI/IMC‘IaHI/IC —_— HpI/I TI0JIb30BAHUN HACTOSAINIUM CTAaHAAPTOM uenecooGpa3H0 IIPOBEPUTH HeﬁCTBHC CCBUIOYHBIX CTAaHOAPTOB B I/IHd)OpMaLIPIOHHOI)‘I
CUCTEMEC 06].[161"0 MIOJIB30BAHUA — Ha 0(1]I/IHHHJ'IBHOM caiite (DeﬂepaJIBHOFO AréHTCTBa IO TEXHUYCCKOMY PCETYJIHUPOBAHHUIO U METPOJOTHH B CETH

WHTepHeT MM IO eKerofHoMy MH(pOPMALMOHHOMY yKasatento «HaruoHalbHbIe CTaHAApPTBI», KOTOPBIIl OMyOJIMKOBAH IO COCTOSHHUIO Ha | sSHBaps
TEKYILEro Toja, M 10 BBITYCKaM €XKEMECSYHOro MH(OpMannoHHOro ykasarens «HaupoHanbHble CTaHIApTBI» 3a TeKylmuid rajx. Ecim 3amenen
CCBUIOYHBIN CTAaHJApT, HAa KOTOPBII JaHA HEJATHPOBAHHAS CCHUIKA, TO PEKOMEHIYETCS HCIOIb30BaTh JEHCTBYIOIIYIO BEPCHIO TOIO CTAHAApTa C
YJeTOM BCEX BHECEHHBIX B JAHHYIO BEPCHIO HM3MeHeHuil. Ecim 3ameHeH CCHIIOUHBIN CTaHAApT, HAa KOTOPBIM JaHA NAaTHPOBAHHAS CCHUIKA, TO
PEKOMEH/TyeTCsI HCIIONB30BATh BEPCUIO ITOrO CTAHAAPTA C yKa3aHHBIM BBIIIE TOIOM YTBepKAeHuUs (mpuHATHs). Eciu mocie yTBepkaeHUs HaCTOAIIErO
CTaHJapTa B CCHUIOYHBIH CTaHIAapT, HA KOTOPBIH JJaHa NaTHPOBaHHAs CChbUIKA, BHECEHO M3MEHEHHME, 3aTparuBalollee M0JI0KEHHUE, Ha KOTOPOE JaHa
OCBIIIKA, TO ITO MOJIOKEHHE PEKOMEHIyeTcss HPUMEHsTh 0e3 ydeTa AaHHOro M3MeHeHus.. Eciu cChUIOYHBIH CTaHAapT OTMEHEH 0e3 3aMeHBI, TO
IOJIOKEHHUE, a KOTOPOM JIaHa CChUIKA Ha HEro, PEKOMEH/yeTCsl IPHMEHSTh B YaCTH, HE 3aTPAruBAIOIIeH 9Ty CChUIKY.
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3 TepmunbI 1 onpeneneHUs

B nacrosimem cranpapre npuMenensl Tepmussl 1o I'OCT P 50646 u TOCT P 1CO 9000.

4 TpebOoBaHHS K CHCTEME 00CCTICUCHHS KaYECTBA YUPEKIACHUS

4.1 TpeGoBaHUS K CHCTeME O0ECIIEUeHHsI KauecTBa yUPEXKJCHUSI yCTAHOBICHEl HACTOSIINM CTaHZAPTOM B COOTBETCTBHH C
nosioxkeHusiMu  DenepanbHbIX 3ak0HOB Poccuiickoit ®Depepanmu u nocranoBienueM IlpaBurenscrBa Poccuiickoit deneparyu,
yKa3aHHBIMH B IPEAUCIOBHH, a Taroke nonoxenusmu ['OCT P 50691, TOCT P 52142. TOCT P 52143, TOCT P MCO 9000. 'OCT P
HCO 9001 u 'OCT P ICO 9004.

4.2 Tlox cucremoil ofecreueHus KayecTBa YUPEXKICHHS NMOHMMAIOT COBOKYHNHOCTh €ro OPraHHU3alMOHHOW CTPYKTYpHI (C
pacrpeJiefieHeM OTBETCTBEHHOCTH COTPYJHUKOB 3a KaueCTBO YCIHYT), IPaBHJ, METOAOB OOECIEUEeHHUs KauecTBa yCIyT, MPOLECCOB
MIPEIOCTABIICHUS YCIIYT, PECYPCOB YUPEXKICHHUS (JTIOACKNX, MaTePHAIbHO-TEXHUIECKHUX, HH(GOPMAIIMOHHBIX U Jp.), TapaHTHPYIOLIei
OCYIIECTBIEHHE aAMUHUCTPATHBHOTO PYKOBOACTBA KAUYECTBOM YCIIYT.

4.3 Cucremy obecredeHHs] KauecTBa YUPEKACHHS CO3MAIOT IS JOCTIDKCHUS M HOAIEPXKaHHUS ypOBHS KadecTBa YCIYT,
COOTBETCTBYIONIETO MPEAbSBIIEMBIM K HEMY TPEOOBaHMSIM.

4.4 Cucrema obecrieyeHUs] KauyecTBa YUPEKACHHS JOJDKHA SIBIATHCS HEOTHEMIEMOM 4acThio OOIIEeil CHCTEMBI yIpaBJIeHUS
JIeITeNTBHOCTBIO YUPEXICHUS 1O IPEAOCTaBICHHIO YCIIYT.

45 Cucrema ofecredeHHs KadecTBa YUPEKAEHHS IIpeJHA3HadeHa U1 CO3JAHUS  HEOOXONMMBIX  yCIIOBHI
rapaHTHPOBAHHOTO YIOBJICTBOPEHMS 3aKOHHBIX 3alPOCOB M HOTpeOHOCTEl KIMEHTOB, MOBbILICHUS 3(PEKTUBHOCTH M KauecTBa
YCIYT Ha BCEX CTagHsiX MX IPEIOCTaBICHUS C IIENbI0 NPEIyIPExKICHNS] BOSMOXKHBIX OTKJIOHEHHH OT 3aaHHBIX TPeOOBaHUN K 3THM
yciyraMm, o0ecriedeH s permyTaluu yUpeKAeHNS KaK HaJeXKHOTO U OTBETCTBEHHOT'O UCIIOJHUTENS YCIIyT.

4.6 OcHOBHBIMH 33Ja4aMH, Ha PEIICHNE KOTOPBIX I0JDKHA OBITh HAlpaBlICHA CHCTEMa 00ECIeUeHHsI KauecTBa YUPSKACHNU,
SIBIISTIOTCSL:

- ocyuiecTBiIeHHEe 3P (OEKTUBHOTO KOHTPOJISA 32 TEXHUYECKUMH, OPraHU3alMOHHBIMU U APYTMMH (paKTOpaMH, BIUSIOIMMH Ha
Ka4ecTBO MPEJOCTaBIISIEMBIX YCIIYT:

- TpenoTBpalIeHNe WIH YCTpaHEeHHe JIFOOBIX HECOOTBETCTBUH KauecTBa yCIIyT MPEAbSIBIIEMBIM K HUIM TPEOOBaHUSIM:

- obecneyeHne cTabMIBHOTO YPOBHS Ka4ecTBa YCIIyT:

- pelleHHe IPYruX 3ajad, OTPAKAIOIMX CIEUU(UKY IeATEIbHOCTH YYPEKACHHUH M MOTYIIUX IOBJIMATH HAa KayeCTBO
MPEIOCTABMISAEMBIX YCIIYT.

4.7 Pa3paboTka ¥ (YHKIIMOHMPOBAHHE CHCTEMBI OOECIEYEHMs] KadecTBa YUPSKACHMS IOJDKHBI 0a3MpoBaThcs Ha
CJIETyIOIUX OCHOBHBIX MPHHIINIAX:

- Ha IPHOPUTETHOCTH TpeOOBaHMII (3alPOCOB) KJIMEHTAa II0 OOECIEYEHMIO KadecTBa YCIYI, TO €cTh obecrnedeHHs
YBEPEHHOCTH B TOM. UTO 3TH TpeOOBaHMs (3aIPOCHI) OyIYT IOJHOCTHIO PEaIN30BaHbI IIPH IPEJOCTABICHUH YCIIYT:

- IpeoyNpexXICHUsIX MpobiieM KadecTBa YCIyr, TO €CTh OOecleueHHs yBEPEHHOCTH B TOM. YTO 3TH MpobOieMsl OymyT
MPeyNpPEKAAThCS, @ HE BBIBIIATHCS U pa3pelaThCs M0ocIe X BOSHUKHOBEHMS:

- COOJIIOICHUH TIOJIOKEHNI HOPMATHBHBIX JOKYMEHTOB, PETTIAMEHTHPYIOIIUX TPEOOBAHUS K YCIyTraM, MOPSAKY U IIpaBUiIaM
UX MPEIOCTaBIICHHS;

- 00€CMe4YeHHOCTH YYPEXJECHHS COOTBETCTBYIOIIMMH JIOJCKAMM, MaTepHaTbHO-TEXHHYECKMMH U JPYTUMH pecypcaMu
(6a3oBoOlf M omepaTtMBHOW HH(OpMAIMEH, TEXHUYECKOH IOKyMEHTAIMeH, TEXHUYECKHMH CPEACTBAMH. NaHHBIMU O Pe3yNIbTaTax
MPEIOCTABIEHUS YCIYT ¥ UX KOHTPOJISl, UTOTaX OLEHKU KauecTBa U JIp.);

- YETKOM pacIpe/e/ICHUH ITOJHOMOYMH W OTBETCTBEHHOCTH IIEPCOHANA 33 €ro AESTENHHOCTh 0 MPENOCTABICHUIO YCIYT,
BIMSIIONIYIO Ha 00ecIedeHNe HX KauecTRa;

- JIMYHOH OTBETCTBEHHOCTH PYKOBOACTBA YUPEXKIECHHS 3a KadeCTBO MPENOCTABISAEMBIX YCIYT, Pa3pabOTKy. BHEAPEHHE H
KOHTPOJIb 3 PEKTUBHOCTH CHCTEMbI 00eCTIeUeHNsI KauecTBa, 3a ONpeaesieHUe MOJUTUKY B 00JaCTH KayecTBa, OpraHU3altio U odiiee
PYKOBOJCTBO paboTaMu 110 00ECIIeUCHUIO KauecTBa;

- 0o0ecIe4YeHH: JINYHON OTBETCTBCHHOCTH Ka)KIOTO HCIOJHHUTENS 3a KadeCTBO YCIYr B COYETAHHM C MaTepHAIbHBIM H
MOpAIBHBIM CTUMYJIHPOBAaHUEM KadecTBa:

* JIOKyMEHTaJbHOM O(OPMIICHUH IIPABHI U METOJIOB 00ECIIeUeH s Ka4eCTBa YCIyT;

- oOecrieyeHNM TIOHUMAHUSI BCEMH COTPYAHHKAMH YYpEXIEHUs TpeOOBaHMH CHUCTEMBbl OOECIIEUEHHUs] KauecTBa.
MPEAbSBIAEMBIX K MOIUTHUKE B 00JIACTH KayecTBa.
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5 OcHoBHbIE (PAKTOPBI, BIUSIOUINE Ha KAYECTBO YCIIYT, U MOPSI0K UX UCIIOJIb30BAHUS ITPU
(bopMUPOBAHUU CUCTEMBI O0ECIICUECHHUS KaueCTBa YUPEKICHHM

5.1 Ilpu GpopMupoBaHNM CHCTEMbI Ka4eCTBa YUPEKIACHUH (IPU ONpeNesICHUN MONUTHKH yIPEKICHUS B 00JaCTH KauyecTBa,
pa3paboTKH JOKYMEHTALlMM CHCTEMbl OOECIIeYeHUs KayecTBa, OpraHU3alMu paboT MO KauecTBY) HEOOXOAMMO YYHMTHIBATH Psif
(haKTOPOB Pa3IMIHOTO XapaKTepa, KOTOPhIE B 3HAYUTEIHHON Mepe BIUSIOT HAa KA9€CTBO MPEOCTABIIEMbIX YCIIyT.

[TpaBuiabHBIH yueT 3TuX (DAKTOPOB, MX HCIOJIb30BAaHHE IIPU Pa3pabOTKE COOTBETCTBYIOLIMX JOKYMEHTOB CHCTEMBI
obecrieyeHnss KadecTBa W B IIPAKTHYECKON NEATENBHOCTH YUPEXJICHUS OyIyT CIIOCOOCTBOBATh IIOBBIMICHHIO KadecTBa
HPEJOCTABIAEMBIX YCIIYT.

5.2 OcHoBHBIMH (aKTOPaMH SBIISIOTCS:

* HaJU4YUe ¥ COCTOSIHUE JOKYMEHTAIUH, B COOTBETCTBHH C KOTOPOH (DYHKIIMOHUPYET yUpexkICHHUE;

- YCIIOBUSI pa3MEUIeHHs yIPEKICHUS,

- YKOMIUIEKTOBAHHOCTb YUPEKJICHHS CHELMAIMCTaMU U UX KBATM(HUKALINS;

- crenuaibHOe U TabelbHOE TEXHUYECKOE OCHAILIICHUE yupexIieHns (000opyaoBaHKe, IPUOOPEI, anmnaparypa u T. 1.);

- cocTosHHE HH(OpPMAIMK 00 YIpexKJSHHUH, OPSIKE U MPaBHIaX IPEJOCTABICHUS yCIyT KIMEHTaM;

- Halu4ue NopsAKa MPOBEICHHS BHYTPEHHUX IIPOBEPOK (PYHKIIMOHUPOBAHUS CHCTEMEL.

5.2.1 B cocTaB 10KyMEHTalNH AOJDKHBI BXOAUTS:

* VcraB (NMONOXKEHHE) YUYPEKICHUS, BKIIOYAIOIMA B ceOsf CBEICHMS O INpPEIHA3HAUYCHUM YUYPEXKICHMS, IOPSIKE €ro
(opMHUpOBaHUS, CONEPKAHUH, PEOPraHH3aINY, CBEACHNUS 00 OCHOBHBIX 33JadaxX €ro JESITEIBHOCTH. KaTerOpHsIX 00CITyKHBAaEMBIX
JIMII. TIOPSAZIKE M YCIOBUSX 3a4MCICHHS Ha 0OCIYKMBaHHE, O CTPYKTYPHBIX IIOJpa3JeIeHUsX U UX OCHOBHBIX 3a/layax, CBEACHHUS 00
o0beMe 1 IOpsIJIKE IPEAOCTABICHHUS HMHU YCIIYT M O IPYTUX OPraHM3allMOHHBIX U TEXHUYECKHX 3aJa4ax U TeMax:

- TOJOXEHUS O CTPYKTYPHBIX IOJPA3JeNCHUIX YUPEXKICHHs, COJIep)Kalliie CBEICHHS O KaTerOpusX TpakaaH,
00CITy)KNBaeMbIX TEM WJIM MHBIM NOAPA3ACICHHEM, CTOAIUIMX Iepell HUM 3aJadax, CPOKax M YCIOBHAX OOCIYKMBAHMS IPAKIAH,
CBEJICHUS O JOTIOJHUTENBHBIX JOKyMEHTaX, HEOOXOMMBIX JUIS 3a4HCIICHNS Ha 00CITy)KUBaHUE B JJAHHOE IOJIpa3/ielICHUe, CBEICHUS O
KOJIMYECTBE COTPYIHHUKOB IOAPA3IEICHHNS, UX OCHOBHBIX O0S3aHHOCTSX U T. 1I.;

* DYKOBOJCTBA, CIY)KCOHbIC MHCTPYKLHHM, NpPaBHUJIA, METOAWKHM TEXHOJOTHH, NpeJHa3HAUYCHHbIC I PEraMeHTHPOBaHUS
mpornecca MpPEefOCTABICHHST YCIYT, ONIpeleleHHs MeTomoB (CIOoCO00B) WX MPENOCTAaBICHHMS M KOHTPOJIS, a Takoke JUIS
COBEPLICHCTBOBAHMS pabOThI YUPEIKACHUS;

- JOKyMEHTauuss Ha o0opyloBaHHMe, NpUOOpPH W ammapaTypy, CHOCOOCTBYyMOLIas OOECHEYEHHI0 HX HOPMAJbHOW U
0e30IacHON KCILTyaTaluy, 00CITyKUBAaHUS U ITOIEPKaHUS B PAOOTOCIIOCOOHOM COCTOSIHHH;

- HAUWOHAIbHBIC CTAHAAPTHI, COCTABIIAIOIIMEC HOPMATHUBHYIO OCHOBY IIPaKTHYECKOH paboThl ydpexaeHus B 00JacTH
HPEJOCTABIAEMbIX KIMEHTAM COLUAIBHBIX YCIIYT;

* CIIENHAIBHBIH KOMIUIEKT JNOKYMEHTOB, HPEICTaBILIONIMI coOOl NOKyMeHTalbHOE O(GOpPMIIEHHE CHCTEMBI OOSCICUCHUS
Ka4yecTBa yUpexIeHus (CM. paszen 6).

8 3aBHCHMOCTH OT TOTr0, HACKOJIBKO KaYeCTBCHHO COCTABJICHBI BBILICIIEPEUHCIICHHbBIC JOKYMEHTHl U KBAIU(UIMPOBAHHO U
YEeTKO HM3JIOKEHBI B HUX OOS3aHHOCTH, IIPaBa, MOPSJOK BBHIIOJTHEHUS Pa3IMYHBIX MPOLEAYp NPH NPEIOCTaBICHUH YCIYT, Ipyrue
GbyHKIMY IepcoHalIa, 3aBUCHT 3(Q()EKTUBHOCTH PabOTHI yUPEKACHHUS 1 KaUECTBO IIPEAOCTABISAEMbIX UM YCIIYT.

Yka3aHHbIE JOKYMEHTHI JIOJDKHBI COCTABISITh OCHOBY JOKYMEHTAI[MH CHCTEMBI 00ECIIeUeH s KauecTBa yupexaeHus. [Ipuaem
B npouecce GOPMHUPOBAHUS CHCTEMbI 00ECIICYEHHS! Ka4eCTBA OHM MOTYT ObITh IPH HEOOXOAUMOCTH OTKOPPEKTHPOBAHBI C LIEIBIO
NPHUBEJICHUS MX COJCPXKAHUS B COOTBETCTBHE C TPEOOBAHMSAMH, NPEABSBIACMBIMH K HUM KAaK K YaCTH JOKYMCHTALMH CHCTEMBI
obecrieyeHns KauecTBa.

5.2.2 VcnoBus pa3MenieHus yupexeHus, odecneunsaone ero 3phexTuBHyo padboTy, T0DKHBL ObITh CIIEIYIOIIUMU:

* yUpeXIEHHE W €ro CTPYKTYPHBIE IIOJIpa3AeNeHUs] MOJDKHBI OBITh pa3sMEIleHbl B CIENHalbHO IIpeaHa3HaYeHHOM(BIX)

3IaHUH(SIX) WM [OMEMIEHHX, JOCTYIHBIX IS BCEX KaTeropuil 0OCIY)KHBAaEMbIX IpakAaH. B TOM YHCIE IS HHBAIUJOB U

JPYTHX MaJOMOOWIIBHBIX TPy HaceieHus. IToMemeHnst NOJDKHBI ObITh 00ECIeYeHbl BCEMH CPENCTBAMU KOMMYHAILHO-

OBITOBOTO 00CITYKHMBaHUS, TeIe(OHHOM CBA3bI0 U IHTEpHETOM;

- 110 pa3MepaM M COCTOSIHHIO IIOMEIICHHS JOJDKHBI OTBEYaTh TPEOOBAHUSIM CaHUTApPHO-TUTMEHHUYECKMX HOPM M IIpaBuMll,
0e30IaCHOCTH TpyJa W JODKHBI OBITh 3alUMIICHB OT BO3AEHCTBUA (DAKTOPOB, OTPHUIATENBHO BIMSIOIIMX HA KayeCTBO
MIPEIOCTABISIEMBIX YCIIyr (MOBBIICHHBIX TEMIIEPAaTyphl BO3AyXa, BIAXKHOCTH BO3[yXa, 3alBUICHHOCTH, 3ara30BaHHOCTH, IIyMa,
BUOpanuu U T. 11.);

- IUIOIAAb, 3aHMMaeMas YUpeKIEeHHeM, [IODKHA oOeclednBaTh HOPMaJbHOE pa3MeNeHNe IIepCOHaa. KIMEHTOB U
MIPEIOCTABICHAE UM YCIIYT.

B cBsi3u ¢ 3TMM 1pu pa3paboTKe CHCTEMBI OOECICYEHMS Ka4decTBa YUPEKICHHs HOJDKHBI OBITH IIPELyCMOTPEHBI MEpHI,
HaNpaBJICHHBIE Ha CO3/aHME WM MOAJEp)KaHUe YIOMSHYTHIX YCIOBHH, a HpH HEOOXOJMMOCTH — M BO3MOXKHOCTM Ha HX
yJIy4LIEeHHE.
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5.2.3 Bomnpocs! yKOMIIIEKTOBaHHOCTH YUPEXKICHHS CIICHIUATICTAMH U UX KBATH()UKAIUK TaKXKe JOJDKHBI HAHTH OTpaKeHHE
B cHUCTeMe 00ecleueHHUst KauyecTBa — OJIHOM U3 BaKHEHIINX (haKTOPOB, BIHUSIOIIMX HA KAUYECTBO YCIYT.

B uncrne ¢axTopoB, HoaeKaIux peneHuIo B paMKaX CHCTEMBI 00ECIICUeHHUsI KaueCTBa, MOTYT OBITh;

- TOJIHAsl YKOMIUIEKTOBAaHHOCTD YUPEXICHUSI HEOOXOJUMBIMHU CIIEIUATIMCTAMH B COOTBETCTBHH CO IITATHBIM PACIHCAHUEM;

«1o00p  CHELMAIMCTOB C COOTBETCTBYIOIMM 00pa3oBaHHeM, KBalHM(UKALMEH, NPOQEeCcCHOHAIbHOH MOArOTOBKOH,
obafaromuX 3HAHUSAMH M OIBITOM, HEOOXOMUMBIMH JUISL BBEINOJHEHUS BO3JIOKCHHBIX Ha HUX OOSM3aHHOCTEH; ITOCTOSHHOE
HOBBILICHNE MX KBAJIH(PHUKALUU ITyTeM 00y4eHHs Ha Kypcax IepernoJroTOBKU 1 MOBBILIEHNS KBATH(HUKALUK HIX HHBIMU CIIOCOOaMH;

- YeTKOe pacrpejesieHHe 00s3aHHOCTEH CIEMalUCTOB, H3/I0KEHHBIX B JOJDKHOCTHBIX MHCTPYKIUAX, METOAUKAX U IPYTUX
JIOKyMEHTAaX, PEerIaMeHTHPYIOINX X 005 3aHHOCTH, TIPaBa U OTBETCTBEHHOCTE;

- o0s3aTenpHas aTTeCTalusl CIEHANUCTOB B YCTAHOBIEHHOM IOPSIZIKE;

- BOCIHTaHUE Yy BCEX COTPYJHUKOB YUPEKAEHUS BBICOKHX MOPANBHBIX U MOPAIbHO-3THUECKUX KAaueCTB, UyBCTBA
OTBETCTBEHHOCTH U HEOOXOANMOCTH PYKOBOJICTBOBATECS B CBOECH paboTe ¢ KIMEHTaMH IPHHIMIIAMU TYMaHHOCTH, CIIPaBEIINBOCTH,
00BEKTHBHOCTH U TOOPOIKENATEIFHOCTH, YIUTHIBAS UX (PU3UYECKOE U ICUXUIECKOE COCTOSHUE;

- TpPUHATHE Mep K HEJOMYIIEHUIO pas3TIallieHls COTPYAHUKAMH YUPEXICHHUS CBEACHUI INUHOTO XapaKTepa O KIMEHTax, TaK
KaKk JTH CBCJCHUS COCTABIIIOT CIYyXEOHYI0O TallHy M 3a WX pa3IalllcHHe BUHOBHBIC HECYT OTBETCTBEHHOCTb B MOPSIKE,
YCTaHOBJIEHHOM 3aKoHozaTesbecTBoM Poccuiickoint deneparyu.

5.2.4 Jlnd KauecTBEHHOIO IPEJIOCTAaBICHUS YCIYr YYPEXKACHUE JIOJDKHO OBITh OCHAILEHO CHELMalbHBIM U TaOEIbHBIM
000opyI0BaHUEM, aNNapaTypol n MpHOOpaMH, OTBEYAIOIIIMHI TPEOOBAHHMIM COOTBETCTBYIOIINX CTAaHIAPTOB, TEXHUIECKUX YCIOBHIA,
JPYrUX HOPMAaTHUBHBIX JOKYMEHTOB U 0O€CIIeYNBaIONIMMH Ha IeXkKallee KaueCTBO MPEIOCTABIAEMBIX YCIIYT.

B cBs3m ¢ 5THM B cHcTeMe KadecTBa YYPEXICHHUS JOJDKHBI OBITH MPEXyCMOTPEHBI MEPOIPUSATHS, HalpaBJICHHBIE Ha TO.
YTOOBI;

- obopynoBanue, MPUOOPHI U anmaparypa HUCHOJIb30BAINCh CTPOro M0 HA3HAYEHHIO B COOTBETCTBUU C JOKYMEHTAIMEH Ha ux
(YHKIMOHMPOBAaHHE W IKCIUTyaTallUIo, COJACPXKAINCh B TEXHUYECKH HCIIPABHOM COCTOSHHH. KOTOPOE JOJDKHO CHCTEMAaTHYECKH
IIPOBEPSATHCS;

- HEHUCIpaBHOE 00OpyJOBaHUE, MPUOOPHI U alMapaTypa, AAIONINe MPH PaboTe COMHHUTENbHBIE PE3YNbTAaThl. CBOEBPEMEHHO
CHUMAJIMCh C OKCIUTyaTallid, 3aMEHSUINCh WM PEMOHTHPOBAIUCH (€CIM OHM MOAJNEXKAT PEMOHTY), a IPUTOJHOCTh
OTPEMOHTUPOBAHHBIX MOJTBEPKIATACH UX IPOBEPKOI.

5.2.5 TlonHoe M NOCTOBEpHOE NpeAoCTaBiICHHE HHPOPMALMH, HPEXIE BCEro KIMEHTaM, JOJDKHO SIBIATHCS COCTaBHOIL
YacTBIO CHCTEMBI OOecHedeHHs] KauecTBa YUPSXKACHHS, Tak Kak Oe3 NpaBHIBHO OPTaHW30BAaHHOTO MH(OPMAIOHHOTO IIporecca
HEBO3MOKHO 00€CIEUNTh Ka4eCTBO MPEJOCTABIIEMBIX YCIIYT, COOTBETCTBYIOIEE 3aIIPOCAM U HYXJIaM KIHEHTOB.

CocrostHre HHGOpMAIMK 00 YUIPEKACHHH U IMIPABHIAX MPEAOCTABICHHUS UM YCIYT HOJDKHO COOTBETCTBOBATH TPEOOBaHUSIM
[1].

B OKyMEHTAIl[MM CHCTEMBbI O0ECIICYEHHSI KayecTBa YUPEKIACHUN M3JI0KEHHE MH(GOPMALUM JOJDKHO OTBEYATH CICIYIOLIUM
TpeOOBaHMAM:

a) ydpexnaeHue o0O0s3aHO TOBOOWTH 1O TIPAKAAH CBOEC HAUMECHOBAaHHE W MECTOHAXOXKACHHE JOOBIM CIIOCOGOM.

MIPEIYCMOTPEHHBIM 3aKOHOJAaTeNnbcTBOM Poccuiickoit denepauuu, NpeqocTaBiIsTh N0 TpeOOBaHUIO 4 KIMEHTOB HEOOXOOUMYIO U
JIOCTOBEPHYIO HH()OPMAIHIO O BBITIOJIHIEMBIX YCIyrax, HO3BOJISIONIYIO HM CJIeTaTh KOMIIETCHTHBIN BEIOOD:

6) cocraB unpoOpManuu 06 yciyrax (B cOOTBeTCTBUH C [ 1]) I0/IKEH BKIFOYATh B CeOst:

- MepevYeHb OCHOBHBIX YCIIyT, IPEJOCTABISEMbIX YIPSIHKICHUCM.

*  XapaKTepUCTHKY KaX[I0il yciyru, 061acTh ee MPpeAoCTaBICH s U 3aTpaThl BpEMEHHU Ha €€ MPEeI0CTABICHHUSI.

- B3aMMOCBS3b MEX/y Ka9eCTBOM YCIIYTH, YCIOBHSIMH €€ IIPEJOCTaBICHUS U CTOUMOCTBIO (TIPH HEOOXOIUMOCTH).

* BO3MOXXHOCTH HOJTy9IEHHs OI[EHKN KauecTBa YCIyTH CO CTOPOHEI KIIMECHTA.

- YCTaHOBIJICHHE B3aHMOCBSI3U MKy IPEUIOKESHHON YCIYroi 1 pealbHbIMH MOTPEOHOCTSIMU KIIMEHTA,

* mpaBwia U ycioBus 3p(HEeKTUBHOTO U 6E30MaCHOrO UCIIOIb30BAHUS YCIIYT,

* TapaHTHIHBIC 00513aTEIBCTBA YIPEHKACHUS — HUCIIOIHUTEINS YCIIYT:

B) uH(pOpMaIHs J0JDKHA OBITH JOCTOBEPHOM U 1MOJIHOM. Eciu npefocTaBieHre HEOCTOBEPHON MM HEJOCTATOYHO ITOJIHOM
nHpOpMaIMK 00 yciyre MOBIEKJIO 32 CcOOOM NpPUYMHEHHE BpeAa >KU3HH, 3A0POBBIO WM HMYILECTBY KIHEHTa (BCIECICTBHE
IIPOM3BOJICTBEHHBIX, PELENTYPHBIX U HHBIX HEJOCTATKOB YCIYTH), OH BIPaBe NPEIBIBUTH YIPEKICHUIO TPEOOBAHHS O BO3MEIICHUN
MPUYUHEHHOTO Bpe/a.

6 JloxymeHTanbHOE 0OPMIICHHE CUCTEMBI 00ECIICUCHHS KaueCTBa

6.1 Cucremy obecrieyeHus Ka4ecTBa OpOPMILIIOT B BUAE KOMIUICKTA JOKYMEHTOB (PYKOBOJCTB, TOJIOKEHHUH. HHCTPYKLHA,
METOJMK H T. [I.). B KOTOPBIX YCTAHABIUBAIOT TPeOOBaHMUS K CHCTEME OOECTIeYeH s KaueCTBa yUPEKICHUS B IIEIOM U K €€ COCTABHBIM
4acTsaM, yKa3aHHBIM B 4.2.
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CreneHb JJOKyMEHTHPOBAaHHOCTH CHCTEMBI OOECIICUCHHUsSI KadecTBa pPA3IMYHBIX YUPEXKJCHHH MOXKET OTIMYAThCs B
3aBUCHMOCTH:

- OT pa3Mepa U NpeaHa3HAYeHHs yUPESKACHUS, XapaKkTepa 1 00beMa MPeoCTaBIIeMbIX YCIYT, KaTeropuil 00CIy)KHUBaeMOTO
HaCeNICHUS:

- CJIO)KHOCTH TIPOLIECCa 110 NPEAOCTABICHHIO YCIIYT:

- KOMIICTEHIIUH IIEPCOHAIA YIPEKICHUSL.

JlokyMeHTaIus: MOkeT OBITh 1000 (OpMBI M Ha ITOOOM HOCHTEIIE.

6.2 JloxyMmeHTalHMI0 CHCTEMbl O0ECICUeHHsl KadecTBa cieayeT o(GopMILATh KaK COCTAaBHYIO 4acTh BCEH JOKyMEHTAlUH
YUYPEXKACHUS U yTBEPXKIATh B YCTAHOBJICHHOM IIOPS/IKE.

6.3 OCHOBHBIM JOKYMEHTOM CHCTEMBI 0OCCIICUSHHSI KauecTBa yIPEIKACHHUS SIBIIETCS. PYKOBOJICTBO II0 Ka4eCTBY.

8 HeM wuznaraloT oOlIee ONMMCAHME CHCTEMbl O0ECHEYEHMs KadecTBa HPUMEHMTENIPHO K KOHKPETHOMY YYPEXACHHUIO,
Pa3bBACHAIOT MONUTHKY YUYPEXKACHHUS B OO0NAacTH KadecTBa, OTPAXAIOT OPTraHM3AIMOHHYIO CTPYKTYPY CHCTEMBI O0eCIIeueHHs
KauecTBa, 3aJaudl ¥ (YHKOUH IOApa3NeNeHHil U CIIy)KO ydpekAeHHs B 00JacTH KadyecTBa, IPHBOIAT CBEACHUS O KOMIUICKTE
JIOKYMEHTOB BCEX YPOBHEH, COCTaBIAIOIIMX HOPMATHBHO-METOAMYECKYIO 0a3y CHCTEMbl 0OeCHEedYeHHS KayeCTBa, YCTAHABIUBAIOT
MOPSJIOK BHEJPEHNS, (Q)YHKIMOHHPOBAHUS U KOHTPOJISI CHCTEMBI 0OecIIedeH s KauecTRa.

6.3.1 TloauTka B O0OnacTH KayecTBa JOJDKHA YCTAHABJIMBATh OCHOBHBIC LEJIM, 3a4a4d M NPHUHLMIBI ASSATCIbHOCTH
YUPEXACHUS B 00JIaCTH KauecTBa, JOKYMEHTAIbHO 0()OPMIICHHBIC U IPHHATHIE K 0053aTeIbHOMY BBIIIOJIHEHUIO B YUPEKICHUH.

6.3.1.1 Illenu moaUTHKH B 00IACTH Ka4eCTBA JOJIDKHBI OTPAXKaTh CIIEAYIOIINE BOIPOCHL:

- obecreyeHHe MOCTOSHHOTO YAOBICTBOPEHHUS KIMEHTOB MPEJOCTaBIAEMBIMU YCIIyTaMH:

- TOBBILIEHHE KauecTBa yCIyr H 3QGEeKTUBHOCTHU (Pe3yIbTATUBHOCTH) UX IIPEJOCTABICHUS;

- NPUHATHE NPOPHIAKTHIECKUX Mep M0 IPEIyNPEXICHUIO WIH yPEryJINPOBaHUIO IPETEH3HUH 1 jKajlo0 KINCHTOB;

- TIpOYHEe BOIPOCHI, OTPAXKAIONINE CHEHU(UKY IESATEIFHOCTH yIPESHKICHNUSL.

CopnepxaHue OCHOBHBIX 3aJad M NPUHIMIIOB AEATENBHOCTUH YYPEKAEHHS B o0JacTH KauyecTBa mpuBeneHo B 4.6 u 4.7
COOTBETCTBEHHO.

6.3.1.2 Hapsgy ¢ moapoOHBIM H3JI0KEHHEM IielieH, 3ajad ¥ IPUHIUIIOB B PYKOBOJICTBE 110 KaUeCTBY JOJDKHBI OBITH YETKO
OTIPEENICHBI ¥ CPOPMYITUPOBAHBI OPSIOK U CIIOCOOBI (METO/IbI) X PEATH3ALIHH.

6.3.1.3 OTBETCTBEHHOCTH 3a HOJUTUKY B 00JIACTH Ka4eCTBA HECET PYKOBOANUTENb YUPEKICHUS.

PykoBoauTens yupexaeHus MOJDKEH 00ECIICUUTh pa3bsCHEHUE U JOBEIECHHE STOI MONUTHKY IO CBEJCHHS BCEro NepcoHaa
YUYPEXKACHUS, YETKO OIPENEIUTh INOJHOMOYMS, OTBETCTBEHHOCTh M IIOPSJOK B3aMMOJCHCTBHMS BCEro IEPCOHANA YUPEXKACHUS,
OCYIIECTBIISIOIIETO PYKOBOJACTBO, HCIIOHEHNUE YCIYT M KOHTPOJb ASSTEIFHOCTH, BIHUSIONIEH Ha Ka4eCTBO YCIYyT.

6.3.1.4 B ¢QopmupoBaHMH TMOJIUTHKA B OOJACTH Ka4deCTBa [ODKHBI MPHUHHMATh Y4YacTHE BCE PYKOBOIHMTEIH.
OCYILECTBIISIOLINE YIPABICHNUE YUPEKACHUEM.

6.3.1.5 TIlomuruka ydpexkieHns B 00IAaCTH KadecTBa JIOJDKHA OXBATHIBATh BCE HAIIPABIICHUS €TO JIEITEIHHOCTH. OTBEYAThH
MOTPEOHOCTSIM M 3alpocaM KIHMEHTOB, CIIOCOOCTBOBATH YIYUIICHUIO COIHAIBHBIX M YKOHOMHYECKHX IOKa3aTelIed ydpeskAeHHS.
IMosTka B 00JACTH KadecTBa JOJDKHA COIEPXKATh TakkKe 00s3aTeNIbCTBO PYKOBOACTBA YUPEXKACHUS OCYILIECTBILSTh HNOCTOSHHOE
yIIyqlIeHHe Ka4ecTBa 00CITyKHBAHUS KIIMEHTOB.

6.3.1.6 TIloauTuka yupexaeHus B 0OJACTHM KauyecTBa MOJDKHA BHEIPSTbCS BO BCEX CTPYKTYPHBIX IOJPA3ACICHHAX
YUPEXKACHUS U PETyJIApHO MOABEPraThes aHAIM3Y Ha MPEIMET €€ MOCTOSHHOM aKTyalIbHOCTH ¥ IIPUTOJIHOCTH.

6.3.1.7 Peanmm3anus MOJUTHUKH YUPEKAEHHUS B 00NACTH KadecTBa JOJDKHA OBITh oOecredeHa HeoOXOIUMBIMH pecypcaMu
(KaapoBBIMH, MaTePUATIbHO-TEXHUYECKUMHU, HHPOPMALIMOHHBIMH U P.).

Jlns BBINONHEHUS INPUHATOW Y4YPEXKICHHEM IIOJMTHKH B OOJNAacTH KadecTBa Mepei IMOAPa3feNeHHAMH U ClyxkO0aMu
YUPEKIAEHHsI CTAaBATCS 3aladyd Ha KOHKPETHbIE IUIAHOBBIE MEPHOJBI, KOTOPhIE NPH HEOOXOANMOCTH CBOEBPEMEHHO YTOUHSIOTCS H
KOPPEKTHPYIOTCSl PyKOBOJCTBOM YUPEKICHHUS.

6.3.1.8 B yupexneHuu ciegyeT NPOBOAUTH MEPOIPUSTHS, OOECICUMBAIOIINE ITOHUMAHHE, IPOAEPKKY U PEaH3alHIo
MIOJINTHKY B 00JIACTH Ka4EeCTBAa BCEMH COTPYIHUKAMH YUPEKCHUS.

6.3.2 OpraHu3andoHHas CTPYKTypa CHCTEMbI OOCCIEUYEHHs KadyecTBa MOXKET ObITh MNpENCTaBlieHa B BUIE CXEeMbI (C
HEOOXOJVMBIM MOSICHCHHEM), Ha KOTOPOH IOJDKHBI OBITh H300paXKCHBI BCE CTPYKTYpHBIE IOJpa3/CNICHUs. HEIOCPEICTBEHHO
Y4acTBYIOLIME B IIPEIOCTABICHUH YCIYT HIIM 00ECIICUHBAOIINE HX IPEAOCTABICHHE.

B mosicHeHMM K CXeMe JOJDKHBI OBITh OTpaKeHbI 3aJaud, (QYHKLMH M OTBETCTBCHHOCTb BCEX IOAPA3ACNICHUN M CIyXO
YUpEKAEHHs B 00JIACTH KauecTBa U IPUBEICHBI CBEJCHHS O JOKyMEHTAX BCEX YPOBHEH, KOTOPBIE ODKHBI COCTABIISTE HOPMAaTHBHO-
METOIMYECKYIO 0a3y CHCTEMbI 00€CIIeYEeHUS KaueCTBa yUPEKICHHU.

CBenieHUst 0 JOKYMEHTaX MOTYT OBITH NPEACTABIEHBI B BHJE CaMHX JIOKyMEHTOB, IIOBTOPHO pa3pabOTaHHBIX (MIOJIMTHKA B
00JIaCTH Ka4ecTBa U Jp.) WIH YKe JeHCTBYIOINX B YUPEKICHUH (II0JIOKEHUS, HHCTPYKLUH, METOIMKHU, PYKOBOJICTBA, IIPABHJIA U T.
11.). HO OTKOPPEKTHPOBAHHBIX MPH HEOOXOJUMOCTH B LieNsiX GoJiee MOJHOTO y4eTa B HUX BOIPOCOB Ka4yecTBa, IMOO B BUJIE CCHUIKH Ha
9TH JOKyMEHTHI ¢ HHpOpManuel 00 UxX npeIHa3HauYeHUH U KPaTKOM COAEPKAHHN.
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6.3.3 JlokyMeHTaIuss CHCTEMBI OOECIICUCHHUsI KadecTBa YUPEKIEHHs MOJDKHA IMOCTOSHHO IOJJICP)KUBATHCA B pabodem
COCTOSIHUM; YCTapEBILIYIO JOKYMEHTALUIO CIEAYeT CBOEBPEMEHHO M3bIMaTh U 3aMEHSATh HOBOM.

7 Opranuzanus paboThl O KaYECTBY YCIYT B CUCTEME 0OecieueHHs KauecTBa

7.1 TlomHOMOYHS U OTBETCTBEHHOCTD nepcoHajia

7.1.1 B cucreme obecredeHHs] Ka4eCTBA yIPEIKACHUS JOJDKHBI OBITh YETKO ONPENENICHEI IIOJTHOMOYHSI, OTBETCTBEHHOCTD H
B3aMMOJICHCTBHE BCEro IEpCOHANIa YUPEXKICHUS, OCYIIECTBIAIONIEr0 PYKOBOJACTBO pabOTOH. MPEAOCTaBICHHE YCIYr M KOHTDPOJb
JIeATENLHOCTH, BIMAIONIEH Ha KaueCcTBO YCIIYT.

3T0. B TEpBYI0 O4YepeAb, IOJDKHO OTHOCUTHCS K OOCITyXHMBAIOIIEMYy IIEpPCOHAY, NEATeIbHOCTh KOTOPOTO CBS3aHA C
BBINIOJTHEHUEM TAaKHX IMPOLENYp, KaK BBIIBICHHE IPETEH3UH W aao0 KIMEHTOB, IPOBEICHUE MEPOIPUSTUH 110 YCTPAHEHHIO WIIH
MIPeIyNPEKACHAI0 HEOCTATKOB, KOHTPOJIb BHITIOJIHEHHS 3TUX MEPOIPHUSITHH.

7.1.2 B yupexxaeHWH [OJDKHO OBITh HA3HAYEHO OTBETCTBEHHOE JHMIO (IPEICTABUTEIb PYKOBOICTBA) M3 4YHCIA
PYKOBOJHTENEH YUpeKIEHHS, KOTOpOE HE3aBUCHMO OT JAPYTHX BO3JIOXKEHHBIX HAa HEro OOSM3aHHOCTEH MOJDKHO OTBEUYaTh 3a
HaJlJIeXalllee BHITOJIHEHUE TPeOOBaHHH, yCTAaHOBICHHBIX HACTOSAIINM CTaHIAPTOM, H UMETb OJTHOMOYHS:

- a1 obecriedeHns pa3pabOTKH CHCTEMbI 00eCIIeUeH s KauecTBa, €€ BHEIPEHNS U IIOIepKaHusI B paboueM COCTOSHHY;

- TPEeIOCTaBIICHUS OTYETOB PYKOBOIUTEIIIO YUIPEXKICHHS O (QYHKIIMOHUPOBAHUN CHCTEMBI 00ECIIEYeHHs KauecTBa ¢ LEJIbIO ee
aHAJIM3a U UCTIONB30BAHMS IOJTYYEHHBIX PE3yJIbTaTOB KaK OCHOBBI JUISl JAIbHEHIIIETr0 COBEPIICHCTBOBAHUSL.

7.1.3 VYupexneHne JODKHO YCTAHOBUTD MOPSIOK pa3paboTKH (MM KOPPEKTHPOBKH, IIPH HEOOXOIMMOCTH). PACCMOTPEHNS,
YTBEPXKICHHS U BEJICHHS BCEX JOKYMEHTOB, OTHOCSIINXCS K CHCTEMe 00ECIICYeHHS KauecTBa. a TAKXKE MOPAAOK HX IPEAOCTABICHHUS.

7.2 BHyTpeHHUE IPOBEPKU CHCTEMBbI Ka4eCTBa

7.2.1 B cucreme obecrieueHuUs KauyecTBa yUPSKACHUS AOJDKEH OBITh pa3paboTaH U MOAEPKUBATHCS B paboueM COCTOSHUH
MOPSJOK TPOBEJCHUS BHYTPEHHHX IPOBEPOK (YHKIMOHUPOBAHMS CHCTEMBI OOECIIeUeHUs] KadecTBa. BHyTpeHHHE NIpOBepKH
CHCTEMBl OOecHedYeHHs KadeCcTBAa YUPEKAEHHS IPOBOMASAT C IIENBI0 PEry/sIpHOM OIEHKH ee S(P(PEKTHBHOCTH U COOTBETCTBHUS
YCTAQHOBJICHHBIM TPEOOBAHUSAM, & TAKXKE JUIS OJIy4eHHs: HHPOPMALNK, HE0OX0qUMOH 111 3G (ekTUBHOTO (HYHKIIMOHUPOBAHUS STOU
CHCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 32 OPraHM3aLMI0 M TPOBEACHUE NPOBEPKH CHCTEMBbI OOECIICUCHHUS KayecTBA YUPEKACHUS
JIOTKEH OBITh MPECTaBUTENb PYKOBOJCTBA, OTBETCTBEHHBIH 3a cUCTeMy 00eCIeueH s KauyecTBa.

7.2.3 OTBeTCTBCHHBIMH HCHOJHHUTEISIMUA 110 TIPOBEAEHHIO IIPOBEPOK PEKOMEHAYETCS Ha3HadaTh pPyKOBOAUTENE
nozpaszieneHuii, >QGEeKTUBHOCTh M KauecTBO JEATENbHOCTH KOTOPBIX 3aBHCAT OT KauecTBa JCATEIBHOCTH IPOBEPACMBIX
NoApa3AeIeHUN.

7.2.4 D¢dexkTHBHOCTD CHCTEMBI O0OCCICUeHUs KadecTBa YUPEKAEHHS OHpENCIIOT II0 pe3yiabraTaM ee OILEHOK,
MOTy4aeMbIX NIPU IPOBEPKAX.

7.2.5 B mpomecce NpoBepKH CHCTEMBI 00ECIIEYeHHs KauecTBa YIpexKICHUH (1 ee COCTaBHBIX JacTel) OCYIECTBIISIOT:

- KOHTPOJIb COOTBETCTBUSI CHCTEMBI 0OeCIIeUeHNsI KauecTBa TpeOOBaHMSIM HACTOSIIETO CTaHAApTa M JOKYMEHTAIU! Ha Hee;

* aHAJIM3 U OLIEHKY COCTOSHHS (DYHKLHOHMPOBAHHS CHCTEMBI 0OECIeUeHNsI KauyeCcTBa B IIEJIOM U OTIAEIBHBIX €€ COCTABHBIX
YaCTEeH;

- aHaJIM3 COOTBETCTBUS MIPEAOCTABISIEMBIX YCIYT TpeOOBaHUAIM HOPMATUBHEIX JOKYMEHTOB;

- aHalu3 U OLEHKY Pe3yIbTaTOB pabOTHl yUPEKACHUS B 00IACTH KAUECTBA YCIIYT;

- BBIPAOOTKY KOPPEKTHPYIOIIUX JEHCTBHUM, HANpaBI€HHBIX HAa YCTPAHEHHE HEJOCTaTKOB, BBIBIEHHBIX B IIpOIECCE
IIPEIOCTABIICHHUS YCIIYT, H COBEPIICHCTBOBAHUE CHCTEMBI 00ECIICUCHNUS KauecTBa.

7.2.6 TIpoBepkH CHCTEMBbI KAYECTBA YUPEKACHUH MOTYT ObITh INIAHOBBIMH M OLIEPATHBHBIMU.

IleprogMYHOCTH TIAHOBBIX POBEPOK YCTAHABIMBAIOT B 3aBUCHMOCTH OT PE3yIbTaTOB aHANN3a KauecTBa yCIyT.

OmnepaTHBHYIO IIPOBEPKY CHCTEMBI 00ECIIEUEHHs KaueCTBA MM OTAENBHBIX €€ COCTABHBIX 9acTeH MIPOBOMAT B CIIydae Pe3Koro
YXYAILIEHUS TTOKa3aTeNeH, XapaKkTepH3yIOUIMX KOHEYHbIE Pe3yabTaThl paOOTHI O 0OECTICUEHUIO KaueCTBa YCIYT, MPeI0CTaBIAEMbIX
KaKMM-JIM00 MOJpa3/ieNeHueM WM yYPexKICHUEM B LIEJIOM, B Cllydae OLEeHKH 3((GEKTUBHOCTH KOPPEKTHPYIOLIUX JeHCTBHUIL, a TaKkke
IIPY 3HAYUTEIBHBIX M3MECHEHMSX OPTaHM3aluu paboT M TEXHOJOTHH IPENOCTAaBIEHHS YCIYr, KOTOpbIE MOTYT OTPHIATEIHHO
MOBNUSITH HA UX KaYECTBO.

7.2.7 Tlocne okOHUaHUS BHYTPEHHEH IPOBEPKH €€ Pe3yNIbTAaThl O(pOPMILIOT B BUE OTYETA O COCTOSTHHU CHCTEMBI KauecTBa
obecriedeHusT yUIpPEeKICHUS, B KOTOPOM OTPAKAIOT JaHHBIE aHAJIM3a COOTBETCTBHS IIOKa3aTelell M Pe3ylbTaToB MAESTEIbHOCTH
y4pexAeHUs B 00acT 00eCeueHUs Ka4ecTBa IPEAOCTABIISIEMbIX YCIYT YCTAHOBJICHHBIM TPEOOBAHUSAM.

7.2.8 Pe3ynpTaThl IPOBEPOK CHUCTEMBI OOECTICUCHUS] KadecTBAa YUPEXKIECHHH SIBISIOTCS OCHOBAaHUEM IS pa3pabOTKH U
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pcaim3anu MepOHpI/ISITI/Iﬁ 0 €€ COBCPUHICHCTBOBAHUIO, IIO pa3pa60TKe HOBBIX METOJAOB M CPCACTB YIHPABJICHUA Ka4€CTBOM
MPEAOCTAaBIIACMBIX YCIIYT, YIYYHICHUIO COCTaBa U COACPIKaHU HOpMaTHBHOfI JOKYMCHTAllUU HAa CUCTEMY o0OecrieueHns KayecTBa.

7.3 TloaroToBka KaapoB

7.3.1 8 yupexneHunm IODKeH OBITh pa3paboTaH, JOKyMEHTaJbHO O(GOPMICH M YTBEPXKICH IUIaH MEPONPHSATHH II0
NOATOTOBKE (00y4eHMIO, TOBBINICHUIO KBAJM(UKALMM, AaTTECTAllUH, CTAKUPOBKE M T. 1.) IEPCOHAA. BBIIOJIHSIIONIEr0 PadoTEHL,
HENOCPEACTBCHHO BIUSIOIINE Ha KaYeCTBO YCIIYT.

7.3.2 TloaroToBKoii mepcoHana JOJDKHBI OBITH OXBAaU€HBI BCE COTPYIHUKH YUPEXKIEHHS, HEIOCPEICTBEHHO BIIHAIOIINE Ha
Ka4eCcTBO YCIIYT, BKJIIOUasi pyKOBOASAIINIT COCTaB BCEX YPOBHEH.

7.3.3 TIlpu paspaboTke U peanu3alyy IJIAHOB MEPONPHATHIL 110 MOATOTOBKE KaJpOB HEOOXOAMMO YYMTHIBATh TPeOOBaHMS,
M3JI0KeHHBIe B 5.2.3, Kacaroluecs nopsaxka paboTsl O CHEHUATHCTaMH YUPEeXKICHUS.

7.4 Ananu3 GyHKIMOHMPOBAHUS CHCTEMBI KA9eCTBa PYKOBOJCTBOM YUPEXKICHHS

7.4.1 Cucremy obecrieueHHs KayecTBa NEPUOJUYECKU JODKHO aHATM3HPOBATH PYKOBOJACTBO YUPEXKIACHUS VIS TOTO, YTOOBI
MOXKHO OBLIO yOSUThCS B TOM. UTO OHA YAOBJIETBOPSET IPEIbSBISIEMbIM K Hell TpeboBaHuUAM U 3 (deKTHBHA.

7.4.2 AHanu3 JOJDKCH BKIIOYAaTh OLEHKY pE3YJIbTAaTOB BHYTPEHHHX IPOBEPOK, IIPOBOJUMBIX HEIOCPEICTBEHHO
PYKOBOJCTBOM MM MPEACTABUTENIEM PYKOBOJCTBA, OTBETCTBEHHBIM 3a ()YHKIMOHHPOBAHUE CHCTEMBI OOECIIEUeHHs] KadecTBa
YUPEKIACHHUS.

PesynbraTtel HOMOOHBIX aHATH30B CIEAYET MHCIIONb30BAaTh JUIL HMOATBEPIKACHHS JOCTIKEHHS TpeOyeMoro KadecTBa U
s dexTBHOCTH QYHKIIMOHUPOBAHUS CUCTEMBI.

7.S KoHTpOIb 1 OlIeHKa KauecTBa yCiIyr

7.5.1 TIlpu KOHTpOJIE U OLIEHKE Ka4eCTBAa MPEJOCTABISIEMBIX YUPEXKICHHEM YCIYT YUPEXKIEHHE TOTDKHO:

- TPOBEpATh W HWJICHTUGUUIMPOBATH YCIYrM HAa COOTBETCTBME HOPMATHUBHBIM JIOKYMEHTAaM, pErJIAMEHTHUPYIOLIUM HX
IIPEJOCTaBICHUE:

- olecrieunBaTh CAMOKOHTPOJIb IIEPCOHANIA, IPEIOCTABIIIIONIET0 YCIYyTH, KaK COCTaBHYIO YacTh ITPOIIECca KOHTPOIIS:

- oOecrieunBaTh IPHOPUTET KIUEHTOB B OLIEHKE Ka4ecTBa YCIyT;

- MPaAKTUKOBAaTh B YUPEXKICHHU PETYISIPHYIO OILIEHKY CTENEHH yIOBJIETBOPEHHOCTH KJIHEHTOB YCIyraMH ITyTeM NPOBEICHHS
COI[OJIOTHYECKHX OMPOCOB.

7.5.2 CpaBHeHHe OLICHOK KIIMCHTOB H HCTIOTHUTEIIEH yciayr cCiaeayer npoBOAUTL NMOCTOSHHO IJIA TOIO, YTOOBI OLCHUTH
COBMECTUMOCTL JIBYX MCEP HX Kade€CTBa, IIPOBECTU (HpI/I HCO6XOZ[I/IMOCTI/I) KOPPEKTHUPYIOIIUE JEUCTBUS U OIpEICINTh, HACKOJIBbKO
eI TeIILHOCTh UCTIOTHUTECH ycCiayr OTBE€4aeT HOTpe6HOCT$IM " 3alpocaM KJIMEHTOB.

7.5.3 bubmorpadus

[1] 3akoH Poccwmiickoit deneparmu ot 7 pespainst 1992 r. Ne 2300-1 «O 3ammre npaB notpebuTenein»

YK 658.382.3:006.354 OKC 03.080.30 OKnAa 2 87. 88

KitoueBelie ciioBa: colpanbHoe 00CTy)KUBaHHE HACEICHUS, COLUAJIBHAS YCIIyTa, YUPEKICHHE COLMAIILHOTO 00CITy)KUBAHNUS,
Ka4eCcTBO COIMAIbHON YCIIYTH, CHCcTeMa 00eCIeUeHHs KauecTBa yIPESIKACHUSL
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