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I'OCT P 52497-2005
[Ipeaucnosue

[lenmn wu npuHnmMnel cragpaptu3anuu B Poccmiickon  ®enepauuy  yCTaHOBIICHBI
®enepanbHbIM 3aKk0HOM OT 27 aekadbps 2002 r. N 184-D3 "O TexHMYECKOM peryiupoBanuu’, a
IpaBuJia IPUMEHEHUS HallMOHANBHBIX cTanAapToB Poccuiickoit @enepauuu - 'OCT P 1.0-2004
"Cranpaprusanus B Poccuiickoit @eneparun. OCHOBHBIE MTOJNOXKEHUA".

CBeneHUs O CTaHIApTE

1. Paspaboran ®@epepanbHbIM TOCYJApCTBEHHBIM  YHUTAPHBIM  MPEIIPUSITHEM
"Bcepoccuiickuii  Hay4HO-MCCIEAOBATEIILCKUA ~ MHCTHUTYT  CTaHJIApTU3alMK  0OOPOHHOM
nponaykuuu u texHomoruu" (OI'VII "Pocoboponcranmapt"; no 8 wutons 2005 r. - OI'VII
"BHUWcrangapt").

2. Buecen TexHuueckum KomuTeToM 1o craHgaptuzauun TK 406 "CoumanbHoe
oOcimykuBaHUE HaceIeHUs".

3. VTBepxkneH u BBeaeH B jeilictBue Ilpukazom @DenepalbHOrO0 areHTCTBa IO
TEXHUYECKOMY PeryIupoBaHuio u merposnoruu ot 30 nexadps 2005 r. N 534-cr.



4. B HacTodleM cTaHJapTe peaau3oBaHbl HOpMbl DesepanbHbIX 3aKOHOB Poccuiickoii
®enepanum:

ot 10 nexabpst 1995 r. N 195-03 "O06 ocHOBax COUMAIBHOTO OOCITYKUBaHHS HACEICHUS B
Poccuiickoit @enepanuu";

ot 9 suBaps 1996 r. N 2-®3 "O 3amure npas norpedureneit'”;

ot 27 gexabps 2002 r. N 184-D3 "O TeXHUYECKOM pPEeryIUupOBaHUH".

B cranpapre peanuzoBanbl Takxke HOpMbl Iloctanoienus IIpaBurenbcTBa Poccuiickoin
Qenepatiin ot 2 deppans 1998 r. N 113 "O HEKOTOpPBIX Mepax, HalpaBICHHBIX Ha
COBEPIIICHCTBOBAHHUE CUCTEM O0CCIICUEHUS KauyecTBa MPOIYKIIUU U yCIIyT".

5. BBeleH BIiepBEIE.

Nudopmanus o0 M3MEHEHUSX K HACTOALIEMY CTAaHIAPTY IYOIUKYETCS B E€XKETrOJHO
n3naBaeMoM MHGOPMAIIMOHHOM yKasartelne "HarnumoHanbHble cTaHIapThl", a TEKCT U3MEHEHUHN U
MOMPAaBOK - B E€XKEMECSYHO H3/1aBaeMbIX MH(DOPMAMOHHBIX ykazaTensx '"HarumonanbHbie
crangaptel’. B cioyuae mnepecMoTpa (3aMEHBI) WJIM OTMEHBI HACTOSIIEr0 CTaHJapTa
COOTBETCTBYIOILIEE yBEAOMJICHHE OylIeT OIMyOJMKOBAaHO B E€XKEMECAYHO H31aBacMOM
uHpopMannoHHOM ykazatene "Hammonanenbie crangapthl”. COOTBETCTBYIONIAsS WHGOpPMAIIHS,
YBEJIOMJICHHE M TEKCThl pa3MEeUIaloTCs TakkKe B HMHQPOPMAIIMOHHOM cHCTeMe OOIlero
MOJIb30BAaHUS - Ha O(UIMATBHOM CaliTe HalMOHAILHOrO oprana Poccuiickoit ®exepanuu 1o
cTaHJapTU3auuu U B cetu HTepHeT.

1. O6nacte npUMeHEHUs

Hacrosmuii crangapT pacnpocTpaHseTcsi Ha COLMAlbHOE OOCTY)KMBAaHUE HACENEHUs U
yCTAaHABJIMBAET TPEOOBAHMS K CHCTEME KadecTBa YYPEKICHHHA COIMAIBHOTO OOCITY)KUBAHHS
(mayee - yupexxaeHus), NpeAOoCTABISIONIMX COLMANbHBIE YCIYTU (fajee - yCiayru) pa3iuyHbIM
KaTeropusM HaceJeHUsl, OKa3aBIIUMCS B TPYAHON KU3HEHHOW CUTYaLlUH.

Cranpmapt pa3paboTaH C LEIbIO €ro MCIOJb30BaHMA B KauecTBe 0a30BOH HOPMAaTHBHOM
OCHOBBI IpU pPa3pabOTKE CHUCTEM KayecTBa KOHKPETHBIX YUPEKIEHUN NPUMEHUTENBHO K
cneunduke ux AesTeIbHOCTH.

2. HopMaTuBHbIE CCHUIKH

B mHacrosmiem craHaapTe WCIOJIb30BaHBI HOPMATUBHBIE CCBUIKA Ha CIEIYyIOIINe
CTaHJApPTHI:

I'OCT P 50646-94. Ycnyru HaceneHuto. TepMUHBI U ONIpEAEIICHUS

I'OCT P 50691-94. Monenb obecriedeHHsI Ka4ecTBa yCIyT

I'OCT P 52142-2003. CommanbHoe oOcCiyXuBaHHe HaceneHus. KauecTBO COIMAlIbHBIX
yeiryr. O01ue moI0KeHus

I'OCT P 52143-2003. CommanbHoe oOciyxuBaHue HaceneHus. OCHOBHBIE BHUIBI
COIMAIBHBIX yCIYT

I'OCT P UCO 9000:2001. CucreMsl MeHemkMeHTa KadecTBa. OCHOBHBIE IOJIOKEHUS U
CJIOBaphb

I'OCT P HCO 9004:2001. CucremMsl MeHeIKMeHTa KauecTBa. PekoMeHIallMM IO
VIIYUIICHHUIO e TETIbHOCTH.

[Ipumeuanue - Ilpu MOIB30BaHMM HACTOSIIUM CTAHIAPTOM IIEJIeCO00pa3HO MPOBEPHUTH
JEHCTBUE CCHUIOYHBIX CTaHJApPTOB B WH(MOPMAIMOHHOW CHCTeMe OOIIeTo IOJh30BAaHHS - HA
opHUIIMaTLHOM CaliTe HAIlMOHAJILHOTO opraHa Poccuiickoit denepanuu Mo CTaHAAPTU3ANMH B
cetu MHTepHeT WM TO €XKEroJHO H3JaBaeMOMy HHGOPMAIIMOHHOMY  YyKa3aTesio
"HanmoHnanpHble CTaHAAPTHI", KOTOPBIA OMYOJIMKOBAH MO COCTOSHUIO Ha 1 SHBaps TEKYIIEro
roja, ¥ MO COOTBETCTBYIOIIUM EXEMECSIYHO H3/1aBaeMbiM WH(MOPMAIMOHHBIM YKa3aTesIM,
OIMyOJIMKOBAaHHBIM B TEKYIeM roay. Eclu cCbUIOUHBIN TOKYMEHT 3aMeHeH (M3MEHEH), TO Mpu



IIOJIb30BaHNU HaCTOAIIUM CTaHJapTOM CJICOYCT PYKOBOACTBOBATLCA 3aMCHACMBIM
(I/ISMGHGHHHM) AOKYMCHTOM. Ecau ccrimouHbIit AOKYMCHT OTMCHCH Oes3 3aMCHBI, TO ITOJIOKCHHC,
B KOTOPOM JlaHa CChbLIJIKA HAa HCT'O, IPUMCHACTCA B 4aCTH, HC SanaFI/IBaIOIIIGf/'I 9Ty CCBLIKY.

3. TepMuHBI U onpeeseHus
B Hacrosiiem crannapte npumenens! TepMunsbl 1o I'OCT P 50646 u 'OCT P 1CO 9000.
4. TpeOoBaHMS K CUCTEME KAUECTBA YUPEKACHUS

4.1. TpeboBaHMs K CUCTEME KayecTBa YUPEKICHUS YCTAHOBJIEHBI HACTOSIIMM CTaHIapTOM
B COOTBETCTBUM ¢ TnojoxkeHusMu @DenepanbHbIXx 3akoHOB Poccuiickoit ®Penepauuu u
[TocranoBnenuem IlpaButenscrBa Poccuiickoit @®enepanuy, yKa3aHHBIMH B IIPEAMCIOBHH
cranjaapra, a takxke nonoxkenusmu 'OCT P 50691, TOCT P 52142, I'OCT P 52143 u 'OCT P
NCO 9004.

4.2. Tlog cucreMoil KadecTBa YUYPEXAEHUS IOHMMAIOT  COBOKYIHOCTb  €ro
OpraHM3alMOHHOMN CTPYKTYpHI (C paclpeneeHueM OTBETCTBEHHOCTU COTPYIHUKOB 3a KayeCTBO
yCIyr), MpaBWJl, METOJIOB OOECleYeHUsl KauecTBa YCIYr, MPOLECCOB MPEAOCTABICHUS YCIYT,
pECYpCOB yUpexIeHHs (JIOACKHX, MAaTepUaTbHO-TEXHUYECKUX, HH()OPMAIIMOHHBIX M IPYTUX),
o0ecreynBaroIyt0 OCyIIECTBICHUE aIMUHUCTPATUBHOTO PYKOBOJICTBA KAUE€CTBOM YCIIYT.

4.3. CucreMy KadyecTBa YUYPEKICHUS CO3[AIOT YISl JOCTHXKCHHS U TIOJJIEPKAHUS YPOBHS
Ka4yecTBa YCIIYT, COOTBETCTBYIOLIETO MPEIbSABISIEMbIM K HEMY TPEOOBaHUIM.

4.4. Cuctema KadecTBa YYPEKICHHUS JOJDKHA SIBISATHCS HEOTHEMIIEMOH YacThiO OOMICH
CHCTEMBI yIIPaBIICHUS JIEATEILHOCTBIO YUPEXKICHHS 110 MPEIOCTABICHUIO COLMAIBHBIX YCIIYT.

4.5. Cuctema KaudecTBa YYPEXKJCHHS IpPEIHA3HAUCHA JUIS CO3JaHUS HEOOXOIMMBIX
YCIOBUH rapaHTMPOBAHHOTO YIOBJIETBOPEHHS 3aKOHHBIX 3alIPOCOB M MOTPEOHOCTEN KIMEHTOB,
noBbIIeHUS 3()(PEKTUBHOCTH M KauyecTBa YCIyr Ha BCEX CTAAMAX MX MPEAOCTABICHHS C IENBIO
OPEIYNpexIeHUsT BO3MOXKHBIX OTKJIOHEHHUH OT 3aJJaHHbIX TpPeOOBaHUI K ATUM ycCIyram,
oOecrnieueHus penyTaluy YUpexKACHHsI KaK HaJeKHOTO U MOPSIOYHOTO UCIIOIHUTENS YCIIYT.

4.6. OCHOBHBIMH 3aJ]auaMM, Ha pellleHHe KOTOPBIX JOJDKHA ObITh HalpaBlieHa cHcTeMa
KauyecTBa YUpPEexKJACHUs, ABISIOTCA:

- ocyuecTBieHre 3(PPEKTUBHOIO KOHTPOJS 33 TEXHUYECKHMMM, OPraHU3allMOHHBIMU U
IpyrumMu (pakTopaMu, BIUSIONIMMHU Ha KA4€CTBO MPEIOCTABISIEMBIX yCIYT;

- MPEeNOTBPAIIEHUE WIN YCTPAHEHHUE JIIOOBIX HECOOTBETCTBUH YCIYr HPEIbSIBISEMBIM K
HUM TpeOOBaHUSIM;

- obecrieueHye CTaOMIIBHOTO YPOBHSI KauecTBa yCIyT;

- peleHne APYyrux 3ajad, OTPAKAMUX CeU(UKY eI TETbHOCTH YIPEKICHUN.

4.7. Pa3paboTka M (QYHKIMOHUPOBAHHE CHCTEMbl KAauyecTBAa YUPESKICHHS JIOJKHbBI
0a3upoBaThCs Ha CIEAYIOINUX OCHOBHBIX MPUHIMIAX:

- IPUOPUTETHOCTU TpeOOBaHUH (3aIIPOCOB) KJIMEHTA IO 0OECIEYEHUIO KauecTBa yCIyrT, TO
ecTb oOecrieueHHsi YBEpEHHOCTH B TOM, YTO 3TH TpeOOBaHHUs (3ampochl) OYAYT IOJHOCTBIO
peaIn30BaHbl IPU IPEJOCTABICHUH YCIYT;

- MIPEeRYNPEKICHUS MPOOJIEM KauecTBa yCIYT, TO €CTh OOECIIEYCHUsI YBEPEHHOCTH B TOM,
YTO 3TU MpoOsieMbl OyIyT MpenyNnpekaaTbcs, a He BBIABIATHCS M pa3pelarbcs IOcie UX
BO3HUKHOBEHUS;

- cOOJrOIeHUS TIOJ0XKEHUH HOPMATUBHBIX JIOKYMEHTOB, PETVIAMEHTUPYIOLINX TpeOOBaHUS
K [OPSJIKY U IpaBUjIaM MPEeAOCTaBICHUS YCIIYT;

- 00ECHIEYEeHHOCTH YUYpPEXJIEHUS COOTBETCTBYIOIIMMHU JIOJCKUMH, MaTepHaibHO-
TEXHUYECKUMHU W JIPYTHUMHU pecypcaMu (06a30BOi M omepaTHBHON MHQpOpManuei, TeXHUIECKOH
JOKYMEHTAIlMeH, NaHHBIMH O pe3yibTaTax MpPEeJOCTAaBICHMUS YCIYT U HUX KOHTPOJS, MTOrax
OIICHKM KavecTBa H JIp.);



- UYETKOr0 pacHpeleleHHs] IOJHOMOYMM M OTBETCTBEHHOCTH IIEpCOHAla 3a €ro
NeSITEIbHOCTD 110 MIPEIOCTABICHUIO YCIIYT, BIUSIOLIYIO Ha 0OeclieYeHne UX KauecTBa;

- JIMYHOW OTBETCTBEHHOCTH PYKOBOJICTBA YUPEXKJEHHUS 3a KaueCTBO MPEIOCTaBISEMBbIX
ycayr, pa3paboTKy, BHEIpPEHHE U KOHTPOJIb 3((EKTUBHOCTH CUCTEMbl KadecTBa, 3a
OTpeieNIeHUe TIOJIUTUKY B 00JIACTH KauecTBa, OPraHN3alUIo U 00I1ee pyKOBOACTBO paboTaMu 1o
00eCreyeHNI0 KauyecTBa;

- obecrieyeHre JMYHON OTBETCTBEHHOCTH Ka)KJIOTO HCIIOJIHUTENS 3a KAayecTBO YCIYT B
COYETaHUU C MaTEPHAIbHBIM U MOPAJIbHBIM CTUMYJIMPOBAaHUEM KayeCTBa;

- TOKYMEHTAJIBHOTO 0()OPMIICHUS TIPABUII U METOJIOB 00ECIICUeHHs KauecTBa yCIyT;

- ofecrieyeHHsT TMOHUMAHUS BCEMU COTPYIHHKAMH YUYpPEXKJIEHUS TpeOOBaHUN CHUCTEMBI
KayecTBa K MOJUTHKE B 00JIaCTU KayecTBa.

5. OcHoBHbIE (AaKTOPBI, BIUSAIOIINE HA KAYECTBO YCIYT,
U TIOPSIOK UX MCIIOJIb30BaHMs IIPU (POPMUPOBAHUU CHCTEMBI
Ka4ecTBa YUPEKICHUN

5.1. IIpu dhopMuUpOBaHMH CHUCTEMBI KaueCTBa YUPEHKACHHUN (PU ONPEICICHUH TOTUTHKU
yUpEXJIeHHUsI B 00JIaCTH KauecTBa, pa3paboTKU TOKYMEHTALlUH CUCTEMbI Ka4ecTBa, OpraHu3aluu
paboT Mo KadecTBy) HEOOXOAMMO YUUTHIBATh pAd  (akTOpoB (KPUTEPHEB) PA3IUIHOTO
XapakTepa, KOTOPhIE B 3HAUUTEIHHOU MEpe BIUSIOT HA KAYECTBO MPEJOCTABISEMBIX YCIYT.

[TpaBusbHBIN y4eT 3THX (HaKTOPOB, UX UCIOIB30BAHUE TIPU Pa3pabOTKE COOTBETCTBYIOMINX
JOKYMEHTOB CHCTEMbl KauecTBa U B TMPAKTUYECKOM JEATEIbHOCTH YUPEKICHHUS OyayT
CI0COOCTBOBAThH NOBBILIEHUIO KAYECTBA YCIIYT.

5.2. OcHOBHBIMH (PaKTOpaMH SIBISIOTCS:

- HaJIMYUE U COCTOSHUE JOKYMEHTAllMM, B COOTBETCTBHUU C KOTOPOH (YHKIIMOHHUPYET
YUpEXKIICHUE;

- YCIIOBUS Pa3MEILEHUS YUPEKICHUS;

- YKOMIUIEKTOBAHHOCTh YUPEKICHUS CIICUANTNCTAMU U X KBalU(pUKAILINS,

- CIeUUAIbHOE M Ta0ellbHOE TEXHWYECKOE OCHAILICHHWE YUpexkaeHus (o0opyaoBaHue,
npuOopEI, amnmaparypa u T.1.);

- cocTosiHME WH(pOpMAIMKA 00 YUPEkJACHUH, MOPAIKE U MPABUIAX MPEIOCTABICHUS yCIYT
KIIMEHTaM.

5.2.1. B cocraB 1OKyMEHTallUM JTOJKHBI BXOJIUTh:

- monoxkeHue 00 ydpexaeHun (YcTaB ydpexkIeHHs), BKIIOUaroliee B ceOs CBeleHUs O
NpeIHa3HAYCHUH YYPEXKICHHs, TOpSIKe ero (OpPMHPOBAHUS, COJEPIKAHH, pPEOpraHU3aIUH,
cBeZieHHsI 00 OCHOBHBIX 3aj[auax €ro JAesTeNIbHOCTH, KaTErOpusx 00CIyKUBAEMBIX JUII, TTOPSIKE
U YCJIOBUSAX 3a4HCIICHHUSA Ha OOCITY)KMBAaHHE, O CTPYKTYPHBIX HOJPA3JCICHUSX U UX OCHOBHBIX
3a/la4ax, CBeACHHUS 00 o0beMe U TOpAAKE IMPEeNOCTaBICHUS HMH YCIyr U O JPYIHX
OpraHM3aI[MOHHBIX U TEXHUYECKUX BOIIPOCAX;

- TIOJIOKEHHUS O CTPYKTYPHBIX MOAPA3JCICHUAX YUPEKICHUS, COAEPIKAIUE CBEICHUS O
KaTEeropusx rpaxkjiaH, 0OCIyKMBAEMbIX TEM WM MHBIM IOJIPA3/JEIIEHUEM, CTOSALIUX ME€PE] HUM
3a/la4ax, CpoKax M YCIOBHUSX OOCITYXKMBaHUS TpakKIaH, CBEACHHUS O JOIMOJHUTEIbHBIX
JOKYMEHTaX, HEOOXOMUMBIX JUIsl 3a4MCICHUS Ha OOCTY)KMBAaHWE B JIaHHOE IMOJpa3/eicCHuE,
CBEICHMSI O KOJIMYECTBE COTPYAHHUKOB MOPA3ICICHHSI, UX OCHOBHBIX O0S3aHHOCTAX U T.1.;

- PYKOBOJICTBa, CIyKE€OHblE€ MHCTPYKLUH, [paBWJIa, METOJUKU  TEXHOJIOTUH,
npeIHa3HauYeHHbIe AJI1 PErJIAMEHTUPOBAHUS Ipollecca MPEAOCTaBICHHS YCIYT, ONpeiesieHus
METOJI0B (CII0COOO0B) UX MPEAOCTABICHUS U KOHTPOJIS, a TAKXKE /JIsl COBEPLICHCTBOBAHUS PabOThI
YUPEXKICHUS;

- JIOKyMEHTaluss Ha OOOpyJOBaHWE, NPUOOPHI W ammaparypy, CIOCOOCTBYIOIIAS
o0ecrevyeHnI0 UX HOPMaJIbHOM 1 0€301acHOM SKCIUTyaTallui, 00CTy>KUBaHUS U MOJACPKAHUS B
paboTOCIIOCOOHOM COCTOSIHUU;



- HalMOHAJbHBIC CTAHAAPTHI COLMAIBHOTO OOCITYXHBaHHMA HaceleHUss B Poccuiickoii
denepanuy, COCTABISAIOIINE HOPMATHBHYIO OCHOBY IPAaKTUYECKOH pabOThl yUpeKACHUs B
00JacTH MPEIOCTaBISIEMbIX KIIMEHTAM COLUAIbHBIX YCIIYT.

B 3aBucuMoOCTH OT TOr0, HACKOJIBKO KQYECTBEHHO COCTABJICHBI ATH JIOKYMEHTBI, HACKOJIBKO
KBAJTM(HUIUPOBAHHO M YETKO HM3JIOKEHBI B HUX OOS3aHHOCTH, IMpaBa, MOPSIOK BBITOTHEHHS
pa3IMYHBIX MPOLENYp HPU NPEAOCTABICHUM YCIYT M Jpyrue (QyHKIUM HEepcoHana, 3aBUCHUT
3P PEKTUBHOCTH pabOTHI YUPESKICHHUS U KAYECTBO MPEJOCTABISIEMBIX HM yCIIYT.

VYka3aHHbIE JOKYMEHTBI AOJDKHBI COCTAaBJISITh OCHOBY JOKYMEHTAllMM CHCTEMBI KauyecTBa
yupexaenus. B mpomecce (popMupoBaHUS CHUCTEMBI KadecTBa OHHU MOTYT OBITh IIpH
HEO0XO/IMMOCTH OTKOPPEKTUPOBAHBI C LEJIbIO NPUBEACHUS MX COAEP)KaHUS B COOTBETCTBHUE C
TpeOOBaHUSAMHU, IPEABSIBIAEMbIMU K HUM KaK K YaCTU JJOKyMEHTAllUU CUCTEMbI KaueCTBa.

5.2.2. YcnoBus pasMelleHHs YUpexJeHHs, odecneunBatoye ero 3¢p¢GexkTuBHyo padory,
JIOJIKHBI OBITh CIIEAYIOLIUMU:

- Y4YpeXIeHHE M €ro CTPYKTYpHble MOApa3JeNeHs] JOJDKHBl OBbITh pa3MElIeHbl B
CHEMaJIbHO NpPEJHA3HAYEeHHOM 3/IaHUU (3/1aHUSX) WU MOMELIEHUSX, NOCTYIHBIX Ul BCEX
KaTeropui o0ciaykKMBAaeMbIX IpaX/aH, B TOM YHUCIIE JUIsI MHBAIUIOB M JPYTUX MaJOMOOUIIBHBIX
rpynn HaceneHus. [lomeneHnss AOMKHBI ObITH 00ECHIEYEHbl BCEMU CPEICTBAMU KOMMYHAJIBHO-
OBITOBOr0 00CITYKMBAaHUS U OCHALIEHBI Te€Ie()OHHOM CBS3BIO;

- 10 pa3MepaM U COCTOSIHUIO MOMEUICHHS JOJDKHBI OTBEYaTh TPEOOBAHHMSAM CaHUTAPHO-
TMTMEHUYECKUX HOPM U THpaBui, O€30HaCHOCTH TpyJa M JOJDKHBI OBITh 3allUIIEHBI OT
BO3CUCTBUS (DAaKTOPOB, OTPUIATEIHHO BIUSIOMIMX HAa KAYECTBO IPEIOCTABISEMBIX YCIIYT
(mOBBILIEHHBIE TeMIepaTypa BO3[yXa, BIAXKHOCTb BO3[yXa, 3allbUICHHOCTb, 3ara30BaHHOCTb,
IIyM, BUOpaIus  T.1.);

- IUIOINAJb, 3aHUMaeMas YYpEKIEHHUEM, JOJDKHA I03BOJISITH HOPMAJIBHOE pPa3MEILEHUE
IIEPCOHAJIA, KIIMEHTOB U IIPEIOCTABICHUE UM YCIIYT.

B cBa3u ¢ s3TUM npu pa3paboTKe CHUCTEMbl KadyecTBa YUPEKICHHsS JOJDKHBI OBITh
IIPElyCMOTPEHBI MEPBI, HAIIPaBJIICHHbIE HA CO3JJaHUE WM NOJIJIEpKaHUE YIOMSIHYTBIX yCIOBH, a
IpU HEOOXOIMMOCTH U BO3MOXKHOCTH - Ha UX YJyYIlIEHHE.

5.2.3. Bonpochl YKOMIUIEKTOBAHHOCTH YUYPEXKIEHUS CIIEIUAIMCTAMUA M MX KBaIH(UKAUU
TaKXe JOJDKHbI HalTH OTpakKeHUWE B CHCTEME KauyecTBa KaK OJUH M3 BakKHEHImuX (akTopos,
BJIMSIIOLINX HA KA4ECTBO YCIYT.

B uyncie Takux BOIPOCOB, MOMJIEKAIUX PEIICHUIO B paMKaX CHUCTEMbI KauyeCTBa, MOTYT
OBITH:

- TIOJIHAS YKOMIUIEKTOBAHHOCTb YUPEXAECHUS HEOOXOAMMBIMU CIELHAIUCTAMH B
COOTBETCTBUU CO IITATHBIM PaCMCAHUEM;

- 1ojadop CHEeUUAINCTOB C COOTBETCTBYIOIIMM o0Opa3oBaHueM, KBalu(UKalueH,
npoeCCHOHATBPHON TOATOTOBKOM, O0IaJarolnX 3HAHUSMHU M ONBITOM, HEOOXOIMMBIMH IS
BBITOJIHEHUS BO3JIOKEHHBIX HA HUX 00S3aHHOCTEH; MOCTOSHHOE MOBBILIIEHUE UX KBAJTU(HUKALIMH
y4eb0ii Ha KypcaxX NepenoAroTOBKH U MOBBIIICHHUS KBATU(PUKAIIMHA WA UHBIMH CIIOCOOaMU;

- YEeTKOE paclpejienieHue 005S3aHHOCTEeH CIEeNUaTUCTOB, U3J0XKEHHBIX B JOPKHOCTHBIX
MHCTPYKLUAX, METOIMKAX U JIPYTHX JOKYMEHTaX, PErJIaMEHTUPYIOLUX WX 00SI3aHHOCTH, MpaBa
Y OTBETCTBEHHOCTb;

- 00s13aTenbHast aTTECTAlNS CIICIUAINCTOB B YCTAHOBICHHOM TTOPSIIKE;

- BOCIIMTaHME y BCEX COTPYAHHMKOB YUPEXKIEHHUS BBICOKHX MOPAJIBHBIX M MOPAIBHO-
THYECKHX Ka4eCTB, YyBCTBA OTBETCTBEHHOCTH W HEOOXOJIMMOCTH PYKOBOJCTBOBATHCS B CBOCH
paboTe ¢ KIMEHTAaMM NPUHIUIIAMH TYMAaHHOCTH, CIPAaBEAJIMBOCTH, OOBEKTUBHOCTU H
JOOPO’KENATENbHOCTH, YIUTHIBAs UX (PU3MUYECKOE U MICUXUIECKOE COCTOSTHHE;

- IPUHATHE MEpP K HEIOMYUICHUIO pa3IIalleHHs COTPYJHUKAMU YYPEXKICHUS CBEICHUMN
JMYHOTO XapakTepa O KIMEHTaX, KOO STH CBEICHHS COCTABIIAIOT CIY)KEOHYIO TallHy M 3a UX
pasrilalieHue  BHHOBHBIE  HECYT  OTBETCTBEHHOCTb B IIOpPSAJKE,  YCTAHOBJICHHOM
3aKoHoAarenbecTBOM Poccniickoit denepanun.



5.2.4. Jlna KaueCTBEHHOTO IPEJOCTABIEHUS YCIYT YUpEeXIEHUE JOJKHO OBITh OCHAIIEHO
CHEIHUAbHBIM M TalelbHBIM 000pyJOBaHUEM, amnmapaTypol W NpuUOOpaMH, OTBEHAIOIIUMU
TpeOOBAaHUSM COOTBETCTBYIOIIUX CTAaHAAPTOB, TEXHHUYECKHUX YCJIOBHU, JPYTUX HOPMATHBHBIX
JIOKYMEHTOB M 00€CTIeYMBAIOIMMU HAITIEKAIEe Ka4eCTBO MPEAOCTaBISEMBIX YCIYT.

[TosTOMy B crucTeMe KadyecTBa YUPEXACHUS TOJHKHBI OBITh IPEAYCMOTPEHBI MEPOIIPHSITHSA,
HaIpaBJIEHHBIC HA TO, YTOOBI:

- obopyzmoBaHue, MpHOOPHl W ammapaTypa HCHOJIB30BAIUCH CTPOrO IO HA3HAYCHUIO B
COOTBETCTBUU C JOKYMEHTAIMell Ha MX (YHKIMOHUPOBAHUE W SKCILTyaTaIUIO, COIEPIKAIUChH B
TEXHUYECKH UCTIPABHOM COCTOSIHUH, KOTOPOE CHCTEMATUYECKH OBl TIPOBEPSIIOCH;

- HeucmpaBHOe o0opynoBaHHe, NpHOOpHI U amnmaparypa, [arolme Mpu padore
COMHUTENIFHBIE PE3YJbTaThl, CBOEBPEMEHHO CHUMAIUCHh C HKCIUTyaTallid, 3aMEHSJINCH WM
PEMOHTUPOBATUCH (€CTM OHM TMOJJIeKAT PEMOHTY), a MPUTOAHOCTH OTPEMOHTHPOBAHHBIX
MOATBEPIKAIaCh UX MMPOBEPKOA.

5.2.5. Bonpocsl nH(pOpMaluu JOHKHBI SBISTHCS COCTABHOM YacCThIO CHUCTEMBbl KauecTBa
YUPEKACHUS, TaK KaK 0e3 MPaBUIBLHO OPraHU30BaHHON WH(OPMAIIMOHHON PabOThl HEBO3ZMOXKHO
o0ecreynTh KadecTBO IMPEIOCTABISAEMBIX YCIYr, COOTBETCTBYIOIEE 3alpocaM U HYyXKJIaM
KJIMCHTOB.

Cocrosnue uaopmanuu 00 yuypeKIeHUH U MPaBUIaX MPEIOCTABICHUS UM YCIYT JOJKHO
COOTBETCTBOBaTh TpeOoBanmsM DenepanbHOro 3akoHa Poccuiickoit ®enepanuu "O 3ammre
npaB noTpeouTenei".

B nokymeHTanum cucTeMbl Ka4ecTBa yUPEKICHUH JOJKHBI ObITh M3JIOKEHBI CIEAYIOIINe
TpeboBaHus K HHPOpMAIUH:

a) yupexaeHue 00s3aHO JTOBOAMTH JIO IPaK/IaH CBOE HAMMEHOBAHHE U MECTOHAXOXKICHHE
JI00BIM  CHIOCOOOM,  MPEAYCMOTPEHHBIM  3aKOHOAATeIbCTBOM  Poccuiickoit  ®Denepanum,
MPEAOCTABIATh MO TPEOOBAHUIO KIMEHTOB HEOOXOJUMYIO W JIOCTOBEPHYIO HMH(POPMALMIO O
BBITMOJTHSAEMBIX YCIyTrax, HO3BOJISIONIYIO UM CIeNaTh KOMIIETEHTHBIN BHIOOD;

0) cocraB mHpOpMaIK 00 yciayrax (B coorBercTBuu ¢ DeepanbHpiM 3akoHOM "O 3amuTe
npaB noTpeduTeseit") JoKeH BKIIFOYATh B ceOs:

- IEPEYCHb OCHOBHBIX YCIYT, IPEIOCTABISIEMBIX YUPEKICHHUEM;

- XapaKTepPUCTUKY KaKIOU yCIyTr, 00IacTh €€ MPeAOCTaBICHHs U 3aTpaThl BpEMEHH Ha €€
IPEIOCTABIICHUE;

- B3aUMOCBSI3b MEX/1y KAYeCTBOM yCITyTH, YCIOBUSIMHU €€ TPEOCTaBICHUSI U CTOMMOCTHIO;

- BO3MOYKHOCTb TIOJTy4€HUS OIEHKH KauecTBa yCIYT'H CO CTOPOHBI KITMEHTA;

- YCTaHOBIIGHHE B3aUMOCBSI3U MEXAYy MPEAJOKEHHOM YCIyrod M  pealbHbIMU
HNOTPEOHOCTAMU KIMEHTA;

- mpaBuIIa U ycnoBus 3P PEeKTUBHOTO U 0€30MaCHOTO UCIIOJIb30BAHUS YCIIYT;

- TApaHTHHHBIEC 0053aTEIILCTBA YUPESIKIACHUS - UCTIOTHUTES YCIIYT;

B) wuHpopmanus [0JDKHA OBITH JOCTOBepHOM U monHoW. Ecnmu mnpemocrtaBneHue
HEIOCTOBEPHOW WJIM HEJIOCTaTOYHO IONHOW MH(pOpMarmuu o0 yciayre MOBIEKIO NMPUYNHEHHE
Bpela >KU3HM, 3J0POBbI0 WJIM HMYIIECTBY KIMEHTa COLMAIbHOW CIyXObl (BCieICTBUE
MIPOU3BOJICTBEHHBIX, PEIENTYPHBIX M HWHBIX HEJIOCTAaTKOB YCIYTH), OH BIpPaBe MPEIbIBUTH
YUPEXKIEHUIO TPEOOBaHMS O BO3MEIICHUN TPUUNHEHHOTO Bpea.

6. HOKYMGHTaJ'IBHOG O(bOpMHGHI/Ie CHUCTCMbI Ka4C€CTBa

6.1. Cucremy kauecTBa OGOpPMIIIOT B BHJAE KOMIUIEKTa JOKYMEHTOB (PYKOBOJCTB,
M0JIO’KEHUH, UHCTPYKIIMM, METOJIMK U T.J.), B KOTOPbIX YCTaHABIUBAIOT TPEOOBAHUS K CHCTEME
KaueCcTBa YUPEXKIACHHUS B LIEJIOM U K €€ COCTaBHBIM YacTsIM, YKa3aHHBIM B 4.2.

CreneHb JTOKyMEHTHPOBAHHOCTH CHUCTEMBl KauyeCTBa pA3IMYHBIX YUPEKICHUH MOKET
OTJIMYATHCA B 3aBUCUMOCTH OT:

- pa3Mepa ¥ IpeJHa3HaYCHUs YUPEXKACHUs, XapakTepa 1 00beMa IPeJ0CTaBIsEMbIX YCIIYT,
KaTeropui 00CIyKMBaeMOro HaceJICHUS;



- CJI0)KHOCTH TPOIIECcca MO MPEAOCTABICHUIO YCIYT;

- KOMIIETEHIIMU MIePCOHANa YUPEKACHHUS.

JlokyMeHTaIisl MOXET OBITh JIF000i (POPMBI M HA TFOOOM HOCHTEJIE.

6.2. JIokymMeHTalusg CUCTEMBI KauecTBa MOJKHA O(POPMIIATHCA KaK COCTaBHAs 4acTh BCeil
JOKYMEHTAITUHU YUPEKJACHHS H YTBEPKIATHCS B YCTAHOBICHHOM TTOPSIIKE.

6.3. OCHOBHBIM JJOKYMEHTOM CHCTEMbI KauecTBa y4peKJeHHus sBiseTcs PykoBoacTBO 1o
KauecCTBY.

B HeM um3nararoT ofliee OMMCaHHE CHUCTEMbl KaueCTBa MPUMEHUTEIHHO K KOHKPETHOMY
VUPEKIACHUIO, PA3bACHIIOT TOJUTUKY VYUpPEXKICHUS B 00JIaCTMU KauecTBa, OTPAXKaAIOT
OpPraHHU3AIMOHHYIO CTPYKTYPY CHCTEMbI KauecTBa, 3a/1a4i U (PYHKIMH MOJpa3Ae/ieHu U CIIyK0
YUPEXKIICHUS B 00JIACTH Ka4eCTBa, MPUBOIST CBEICHUS O KOMIUICKTE IOKYMEHTOB BCEX YPOBHEH,
COCTaBIISIOLIUX HOPMATUBHO-METOIMYECKYIO 0a3y CHCTEMbl Ka4eCTBA, YCTAHABIMBAIOT MOPSIOK
BHEJpeHUs, QYHKITMOHUPOBAHUS U KOHTPOJISI CHCTEMBI KaueCTRa.

6.3.1. Ilonmutuka B 00IAcCTH KauyecTBa MOJKHA MPEICTaBISTH COOOM OCHOBHBIE IIEINH,
3ala9l W TPUHIUIBL JACSITEIFHOCTH YUYPESKICHUS B OOJACTH KadecTBa, JOKYMEHTaJIbHO
0(OpMIICHHBIE U IPUHSATHIE K 0053aTEILHOMY BBIMIOJHEHHUIO B YUPEKICHUU.

6.3.1.1. Llenu monuTuKH B 00JaCTH Kau€CTBA JOJKHBI OTPAXKaTh CJIEAYIONINE BOIPOCHL:

- obecrieyeHne MOCTOSTHHOTO YOBIIETBOPEHUS KIIMEHTOB MPEAOCTABISIEMBIMU YCIyTaMu;

- MOBBIMICHUE KAYeCTBA YCIYT U 3PPEKTUBHOCTH (PE3yIbTATUBHOCTH) MX TPEIOCTABICHUS;

- npuHATHE TPOPUIAKTUYECKHX MEp IO MPEAyNPEeXKICHUI0 WIU YPETryIUPOBAHHUIO
MPETEH3UM U Kaja00 KIMEHTOB;

- IPOYHUE BOMPOCHI, OTPAXKAIOLINE CTICUU(PUKY ACSITEIBHOCTH YUPEKICHUS.

ConepkaHre OCHOBHBIX 3a/lad WU TPUHIUIOB JACATEIBHOCTH YUYPEXKJICHHS B 00JacTH
KauecTBa MpuBesieHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2. Hapsiny ¢ mopoOHBIM H3JI0OKECHHUEM IIeJIeH, 3a7ad U IPUHIKMIIOB B PykoBoICTBE 11O
KAaueCTBY YUYPEKICHHS TOJKHBI OBITh YETKO OmpeieNieHbl M cHOpMYITHpPOBAaHBl MOPSIOK U
CIOCOObI (METO/IbI) UX peaTu3aliu.

6.3.1.3. OTBETCTBEHHOCTh 3a TOJUTHKY B OOJACTH KayecTBa HECET PYKOBOAUTEIH
YUPEKICHUS.

OH gomkeH o0ecreyuTh pa3bsCHEHHE M JOBEICHHE 3TON MOIUTHKU O BCErO MepcoHala
YUPESKIICHUS, YETKO OMPEACIUTh MOJIHOMOYHS, OTBETCTBEHHOCTh W TOPSIOK B3aWMOJICUCTBHUS
BCEro IMepcoHana YYPEKACHUs, OCYLIECTBISIONIETO PYKOBOJCTBO, HWCIIOJIHEHHUE YCIYyT U
KOHTPOJIb JIEATEIbHOCTH, BIUSIONICH Ha KAYECTBO YCIYT.

6.3.1.4. B dbopmupoBaHUM MONUTUKH B OOJACTH KauecTBa JOJDKHBI MPUHUMATh ydacTUE
BCE PYKOBOJIMTEIHN, OCYIIECTBISIONINE YIIPABICHUE YUPEIKICHUEM.

6.3.1.5. TlonuTtuka yupexaeHus B o00JacTH KadecTBa JOJDKHA OXBaThIBaTh BCE
HAIPABIICHUSI €r0 JIeATEIBPHOCTH, COOTBETCTBOBATH IMMOTPEOHOCTSIM W 3ampocaM KIIHCHTOB,
CIOCOOCTBOBATh YIYYIICHHIO COIMAIBHBIX M SKOHOMHUYECKHUX TIIOKa3aTelell ydpekIeHus.
[TonmmTrka MOMKHA COACPKATh TAKXKE 00SI3aTEIILCTBO PYKOBOJICTBA YUPEKICHUS OCYIICCTBISAT
MOCTOSTHHOE YIy4IlIeHHE KaueCcTBa O0CTYKUBAHUS KJIMEHTOB.

6.3.1.6. lTlomuTuka ydpexaeHHUs B O0JIaCTH KadecTBa JOJDKHA BHEAPATHCS BO BCEX
CTPYKTYPHBIX MOJAPA3ACICHUSAX YUPEKACHUS U PETYIAPHO MOABEPraThCs aHAM3Y Ha MPEAMET ee
MOCTOSTHHOM aKTYaJIbHOCTH H ITPUTOHOCTH.

6.3.1.7. Peanuzanus TONUTUKH YUpPEKIEHUS B 00JacTH KadecTBa JODKHA OBITh
obecrieueHa  HEOOXOAMMBIMH  pecypcamMu  (KaJIpOBBIMH,  MaTe€pUaIbHO-TEXHUUYECKUMH,
UH(GOPMALIMOHHBIMU U IPYTHUMH).

JUJIs  BBIMOTHCHHUSI TPHHATOH YYPEKICHUEM IOJIUTHKH B O0JacTH KadyecTBa TMEpen
MOJpa3JeliecHusIMU U CIy)k0aMU ydUpeKJIeHUs CTaBATCSA 3a/ladydl Ha KOHKPETHBIC IJIAHOBBIC
NEPHOBI U TTPH HEOOXOAMMOCTH CBOCBPEMEHHO YTOUHSIOTCS M KOPPEKTUPYIOTCS PYKOBOJICTBOM
YUpEXKICHUSI.



6.3.1.8. B yupexaeHUM [JOJDKHBI NPOBOJUTHCS MEPOIPHUATHS, OOECIeUnBaroLe
[OHUMaHHe, MOAJCPKKY M Pealn3alyio MOJIUTUKU B OOJIACTH KayecTBAa BCEMHU COTPYJHHKAMU
YUPEXKICHUS.

6.3.2. Opranu3anioHHasi CTPYKTypa CUCTEMbI KaueCTBa MOXKET ObITh MpEACTaBIE€HA B BUIE
cXeMbl (C HEOOXOTUMBIM TIOSCHEHHEM), Ha KOTOPOH MJOJDKHBI OBITh HM300pa)KEHBI BCE
CTPYKTYpPHBIE MOApa3/eNeHHs], HEOCPEICTBEHHO yYacTBYIOIINE B MPEIOCTABICHUN YCIyT WU
o0ecreynBaroIlue UX MPEeI0CTaBICHHUE.

B nosicHeHun k cxeme JIOJKHBI ObITh OTPaKEHbl 33Jaud, (PYHKLHUU M OTBETCTBEHHOCTh
BCEX TMOAPA3ICNCHUA M CIYKO y4YpekIeHHUS B OOJIACTH KadyecTBa W IPHUBEICHBI CBEIACHUS O
JIOKYMEHTaxX BCEX YPOBHEH, KOTOpbIE JIOJKHBI COCTAaBJIATh HOPMAaTHUBHO-METOJIUYECKYIO 0a3y
CUCTEMBI KaUeCTBa YUPEKIACHHUS.

CBeneHHss O JOKYMEHTaXx MOTYT OBbITh IpEACTaBIE€Hbl B BUJE CaMHUX JOKYMEHTOB,
pa3paboTaHHBIX BHOBH (TOJIMTHKAa B OOJACTH KadecTBa W JIp.) WM YK€ JEHCTBYIOIIMX B
yUpEKACHUU (IIOJIOKEHUsI, WHCTPYKLMH, METOJUKH, PYKOBOJCTBAa, IpaBWUiIa U T.J.), HO
OTKOPPEKTUPOBAHHBIX IMPU HEOOXOJUMOCTH B LENAX OoJiee MOJIHOTO ydyeTa B HUX BOIIPOCOB
Ka4yecTBa, MO0 B BUJE CCHUIKM Ha 3TH JOKYMEHTHI ¢ MH(OpMalueil 06 ux mnpeiHa3HaueHuu U
KpPaTKOM COJIEpKaHUH.

6.3.3. JlokymeHTalusi CHCT€MBbl  KauecTBa  YYPESKICHHMS  JIOJDKHA  IOCTOSIHHO
HOJIEP’KUBATECSL B paboueM COCTOSIHWH; yCTapeBIIas JOKYMEHTAIUs JOJDKHA CBOEBPEMEHHO
U3bIMAThHCS M 3aMEHATHCSI HOBOM.

7. Opranu3zanus paboThl IO KAYECTBY

7.1. [TonmHOMOYMS U OTBETCTBEHHOCTH [IEpCOHATA

7.1.1. B cucreMe kadyecTBa y4pexACHUS JOJDKHBI OBITH YETKO OIMpPEAESICHbI MOJHOMOYHS,
OTBETCTBEHHOCTh M B3aWMOJICWCTBHE BCEr0 IE€pPCOHANA YUPEKACHUS, OCYIIECTBISAIONIIETO
PYKOBOJICTBO pabOTO#, MpenocTaBiICHHWE YCIYr W KOHTPOJb JEATEIbHOCTH, BIHMSIONICH Ha
Ka4yeCTBO YCIYT.

OT0, B MEpPBYK OYepelb, JOKHO OTHOCUTBCA K OOCIIy)KMBAIOIIEMY IE€pPCOHANy,
JESTENIbHOCTh KOTOPOTO CBS3aHA C BBITIOJHEHUEM TaKHX MPOLEAYp, KaK BbISIBICHUE MTPETSH3UH U
XKamo0 KIMEHTOB, TPOBEACHHE MEPONPUATHH TIO0 YCTPAHEHUIO WM TPEAYIPEKICHHUIO
HEJOCTAaTKOB, KOHTPOJIb BBIIOJIHEHUS STUX MEPOMPUSITHHA.

7.1.2. B yudpexaeHUu IOKHO OBITh HA3HAYEHO OTBETCTBEHHOE JIUIO (TIPEICTaBUTEIb
PYKOBOJCTBAa) M3 YHWCIA PYKOBOAMUTEICH YUpPEXKIEHUS, KOTOpPOE HE3aBHUCHUMO OT JPYTrHX
BO3JIO’KEHHBIX Ha HEro OO0S3aHHOCTEM JOJDKHO OTBEYaTh 3a HaJUIeKallee BBIIIOJIHEHNE
TpeOOBaHUH, YCTAHOBICHHBIX HACTOSIIMM CTaHAAPTOM, U UMETH MOJTHOMOYUS JJIS:

- obecrieueHus pa3pabOTKU CHCTEMbI KauecTBa, €€ BHEAPEHUS U MOJAJIEpKaHus B pabouem
COCTOSTHUU;

- MPEACTABIICHUSI OTYETOB PYKOBOJIUTEIIO YUPEKIACHHUS O (DYHKIMOHUPOBAHUU CHCTEMBI
KayecTBa C LIETBI0 €€ aHalIM3a M HCIIOJIb30BAHMS TOJTYYEHHBIX PE3yNbTaTOB KaK OCHOBBI JJIs
COBEPILIECHCTBOBAHUS 3TOM CUCTEMBI.

7.1.3. YupexxeHue N0JKHO YCTAaHOBHUTH MOPSIOK pa3paboTKu (MM KOPPEKTUPOBKH, MPU
HEOOXOIMMOCTH), pPACCMOTPEHUS, YTBEPKIICHUSI U BEJICHHUS BCEX JTOKYMEHTOB, OTHOCSIIIUXCS K
CUCTEME KauecTBa, a TAK)Ke MOPSAJOK 00eCTIeueHUsI UMHU.

7.2. BHyTpeHHHE IPOBEPKU CUCTEMBI KaueCcTBa

7.2.1. B cucreme kauecTBa yupeKJIEHUs TOJKEH ObITh pa3paboTaH U MOAAEPKUBATHCS B
paboueM COCTOSIHMHM TMOPSAOK IPOBEJACHUS BHYTPEHHHMX IIPOBEPOK KauecTBa. BHyTpeHHHE
MPOBEPKM CHCTEMBbI KayecTBa YUPEKIEHUS TMPOBOIAT C LETbI0 PEryIspHON OIICHKU ee
9(p(HEKTUBHOCTH M COOTBETCTBHSI YCTAHOBJICHHBIM TPEOOBAaHUSAM, a TaKXKe IS IOJydeHUs
uHpopmManuu, HeoOxomaumoil s obecriedeHuss 3(P(EKTUBHOrO (YHKIIMOHUPOBAHHS OSTOU
CUCTEMBI.



7.2.2. OTBETCTBEHHBIM JIMLIOM 32 OpraHMU3AlMI0 M IPOBEACHHUE IPOBEPKU CUCTEMBI
Ka4yecTBa YUPEKJICHUs JOJKEH OBbITh MPEICTaBUTEIb PYKOBOJICTBA, OTBETCTBEHHBIN 3a CHCTEMY
KayecTBa.

7.2.3. OTBETCTBEHHBIMH HCHOJIHUTEISIMU IO IPOBEJACHUIO HPOBEPOK PEKOMEHIYETCS
Ha3HAYaTh PyKOBOJAUTEINEH MOApa3esieH i, 3PPEKTHBHOCTh U KAYECTBO JAESITEILHOCTH KOTOPBIX
3aBUCAT OT KA4eCTBa JIEATEbHOCTH NPOBEPSIEMbIX OPa3/IEIECHUI.

7.2.4. Db hHeKTUBHOCTh CUCTEMBI Ka4eCTBA YUPEKICHUS OMPEIEISIOT MO Pe3ylbTaTaM ee
OLIEHOK, [TOJTy4aeMbIX IIPU IPOBEPKaX.

7.2.5. B mporecce MpoBEpKH CUCTEMBbl KauecTBa YUPEXKACHUH (M €€ COCTaBHBIX YacTeil)
OCYILECTBIISIOT:

- KOHTpOJIb COOTBETCTBUSI CHCTEMbI KayecTBa TPEeOOBaHHUSAM HACTOAIIETO CTaHAapTa U
JIOKYMEHTAIUH Ha Hee;

- aHaNU3 M OLIEHKY COCTOSIHMSI (YHKIMOHUPOBAHMSI CHCTEMbI KauyecTBa B LIEJIOM U
OTJICJIbHBIX €€ COCTaBHbIX YacTel;

- aHaJM3 COOTBETCTBUS MPEJOCTABISEMBIX YCIYr TpeOOBaHUSM HOPMATUBHBIX
JIOKYMEHTOB;

- @aHAJIU3 U OLEHKY PE3yIbTaTOB pabOTHI YUPEKICHHS B 00IaCTH Ka4ecTBa yCIyT;

- BbIpaOOTKY KOPPEKTUPYIOUIMX JEHCTBHUM, HANPABICHHBIX HAa YCTPAaHEHHUE HEIO0CTATKOB,
BBISIBJICHHBIX B IIPOLIECCE IPEJOCTABIEHUS YCIYT, U COBEPLICHCTBOBAHUE CUCTEMBI KaYECTBA.

7.2.6. IlpoBepku cHUCTEMbl KauecTBa YUPEKICHMH MOryT ObIThb IJJAHOBBIMU U
OIEpaTUBHBIMH.

[lepnoM4YHOCTD IUIAHOBBIX IMPOBEPOK YCTAHABIMBAIOT B 3aBUCHUMOCTH OT PE3yJIbTAaTOB
aHaJIM3a KauecTBa yCIyT.

OnepaTuBHYIO HPOBEPKY CHUCTEMbl KayecTBa WJIM OTIEJIBHBIX €€ COCTaBHBIX YacTei
IPOBOASAT B CIy4yae pE3KOro YXYALIECHUs [OKa3aTelied, XapaKTepU3YIOIIMX KOHEUYHbIE
pe3yibTaTtel pabOThl MO OOECIEYEHHI0 KauecTBa YCIYr, HPEAOCTaBIAEMBIX KaKUM-ITHO0
NOJpPA3/IeICHUEM WM  y4YPeXKIEHHEM B IeJIOM, B CIOy4ae OLEHKH J(PPEKTHBHOCTH
KOPPEKTUPYIOLINX JIEHCTBUM, a TakKe MPHU 3HAUUTENbHBIX U3MEHEHUSAX OpraHu3aluu padoT u
TEXHOJIOTHI IPeAOCTaBIEHUSI YCIIYT, OTPULATENbHO BIMSIOMIMX Ha UX KA4ECTBO.

7.2.7. Ilocne okOHYaHUS! BHYTPEHHEH MPOBEPKU €€ pe3ysIbTaThl 0pOPMIISIOT B BUJIE OTUETA
O COCTOSIHUM CHCTEMbl KadecTBa, B KOTOPOM OTPa)KalOT JaHHbIE AaHaU3a COOTBETCTBUS
Hokaszarejael M pe3yiabTaToB AEATENbHOCTH YUPEKIEHHS B 00JIaCTM OOecledeHus KayecTBa
IPEJOCTABIISIEMBIX YCIIYT YCTAaHOBJICHHBIM TPEOOBAHUSIM.

7.2.8. Pe3ynpTaThl IPOBEPOK CUCTEMbI KauecTBa YUPEKACHUHN SBJIAIOTCS OCHOBAHUEM JUIS
pa3paboOTKU U peanu3aluyd MEpONpPHUITHH [0 €€ COBEPLIEHCTBOBAHHIO, MO pa3pabOTKE HOBBIX
METO/IOB U CPEJICTB YNPABJICHUS KaueCTBOM IPEJOCTaBISIEMBIX YCIYT, YIy4IIEHUIO COCTaBa U
COJIep’KaHUsl HOPMAaTUBHOM TOKyMEHTAllUU Ha CUCTEMY KauecTBa.

7.3. IlogroroBka KajapoB

7.3.1. B yupexneHuu JOIDKeH ObITh pa3paboTaH, JOKyMEHTAIEHO 0(OPMIICH U YTBEPXKICH
IUIaH MEPONPUATHI MO MOArOoTOBKE (OOYyYEHMIO, MOBBIMICHHIO KBAJU(PHUKALMM, aTTECTALUH,
CTOXKUPOBKE W T.JI.) NEPCOHANA, BBIMOJHSAIONMIETO Pa0OThl, HEMOCPEJACTBEHHO BIIMSIOUINE HA
Ka4eCTBO YCIYT.

7.3.2. IloaroToBKO#l mepcoHana AOKHBI ObITh OXBAa4€HBI BCE COTPYAHHUKH YUPEKICHUS,
HEMOCPEJCTBEHHO BIMAIOLIME HAa KayecTBO YCIYI, BKIIOYas PYKOBOJSIIMH COCTaB BCeX
YPOBHEM.

7.3.3. Ilpu pa3paboTke M peaiau3alMy IUIAHOB MEPOIPUATHUN IO IMOJIrOTOBKE KaapoB
HEO0OXOUMO YYMTHIBATh H3JI0KEHHbIE B 5.2.3 (akTopsl (KpuTepuu), Kacarouiuecs Mopsaka
paboThI CO CHEHATUCTAMU YUPEKICHHSL.

7.4. Ananu3 GyHKIMOHUPOBAHUS CHCTEMBI Ka4€CTBA PYKOBOJICTBOM YUPEKICHUS

7.4.1. Cucremy KadecTBa IEpPUOAMYECKH JOJDKHO aHAJIM3UPOBAaTh PYKOBOJCTBO
YUPEKACHUS s TOrO, YTOOBI MOXHO OBUIO yOEIWTBhCS, YTO OHA yIOBIETBOPSET
MIPEABSBISIEMBIM K Hell TpeOoBaHUSIM U 3P PEeKTHBHA.



7.4.2. Ananu3 [0JDKEH BKIIOYaTb OLEHKY pe3y/lbTaTOB BHYTPEHHUX IPOBEPOK,
NPOBOJUMBIX ~ HEMOCPEJACTBEHHO  PYKOBOJICTBOM WM  TPEACTABUTEIIEM  PYKOBOJCTBA,
OTBETCTBEHHBIM 32 ()YHKIIHOHHPOBAHUE CHCTEMBI KAUeCTBA YUPEIKICHHUS.

PesynbTaThl TOJOOHBIX AQHATM30B WCIOJB3YIOT JUIS TOATBEPXKACHUS JOCTHXKCHUS
TpeOyemoro kadecTBa ¥ 3PpPeKTUBHOCTH (DYHKIIMOHUPOBAHUS CHCTEMEI.

7.5. KOoHTpOJIb 1 OlIEHKA Ka4eCTBa YCIIyT

7.5.1. IIpu KOHTpOJIE U OLICHKE KaueCTBA YCIYT YUPEXKICHHUE TOJDKHO!

- POBEPSTh U MACHTH(PHUIIMPOBATH YCIYTH Ha COOTBETCTBUE HOPMATUBHBIM JIOKYMEHTaM,
pErIaMEeHTHPYIOIIUM HX MPEIOCTABICHHE;

- o0ecrneunTh CaMOKOHTPOJb MEPCOHANA, MPEAOCTABISIONICTO YCIYTH, KaK COCTaBHYIO
4acTh Mporecca KOHTPOJIS;

- oOecrieunBaTh MPUOPUTET KIIMEHTOB B OIIEHKE KAauecTBa YCIYT;

- TPAKTUKOBATh B YUYPEKICHUH PETYISAPHYIO OIEHKY CTENEeHH YAOBICTBOPEHHOCTH
KJIMCHTOB YCIyTaMH ITyTeM IPOBEICHUS COIIMOIOTNYECKUX OMPOCOB.

7.5.2. CpaBHEHHE OLIEHOK KIWEHTOB U HWCIIOJHUTEICH YCIyr CcIeayeT MpOBOIUTH
MIOCTOSIHHO, YTOOBI OIICHUTh COBMECTHMOCTH JIBYX MEp HX KauecTBa, MpPOBECTH (IIpH
HEOOXOMMOCTH) KOPPEKTHPYIOUIHE MJCUCTBUS W  OINPECNIUTh, HACKOJBKO IEATEIHHOCTD
UCTIOJTHUTEJICH YCIIyT OTBEYAET MOTPEOHOCTSIM U 3alIpOcaM KIMCHTOB.




