HauuoHanbHbIn cTaHgapT P® FOCT P 52497-2005
"CoumnanbHoe obcnyxuBaHue HaceneHusi. Cuctema ka4yecTtBa yuypexaeHum
coumanbHoro o6cnyxuBaHua"

(yTB. npukaszom ®degepanbHOro areHTCTBa NO TEXHUYECKOMY perynmpoBaHuio u
meTpornorum ot 30 aekabpsa 2005 r. N 534-cT)

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

[ata BBegeHna 1 auaps 2007 r.
BeeneH Bnepsble

1 O6nacTb NnpMMeHeHus

HacTtosawmi ctaHgapT pacnpoCTpaHsAeTcsl Ha coumanbHoe OOCnyXMBaHMe HacerneHus
N ycTaHaBnumBaeT TpeboBaHMA K CUCTEME KayecTBa yupeXxaeHnn coumanbHOro obcnyxmnsaHums
(oanee - ydpexaeHus), NpeaocTaBnsalLWNX coumanbHble yenyru (ganee - ycnyri) pasnmyHbiM
KaTeropmsam HaceneHusi, OkasaBLUMMCS B TPYAHOW XNU3HEHHOW CUTyaLuu.

CtanHpapt paspabotaH C Uenbld €ero UCnonb3oBaHMs B KadectBe 6asoBom
HOPMaTUBHOM OCHOBbI NpPW pa3paboTke CUCTEM KayecTBa KOHKPETHbIX YYpexaeHUn
NMPUMEHUTENBHO K cneumduke nx 4eaTenbHOCTH.

2 HopMmaTuBHbIe CCbINKU

B HacTosillem cTaHOgapTe WCnonb3oBaHbl HOPMAaTMBHbBIE CCbIIKM Ha creaywolime
cTaHAaapThbl:
FOCT P 50646-94 Ycnyrn HaceneHno. TepMuHbl 1 onpeaeneHns
FOCT P 50691-94 Mogenb obecneveHns kayecTBa ycnyr
FTAPAHT:

Mpukaszom PocctaHaapTa oT 6 ceHTtabpsa 2013 r. N 875-ct TOCT P 50691-94 oTMeHeH c 1
aHBaps 2015 r. B cBs3u ¢ BBegeHmem B genctemne FOCT P 50691-2013 "Ycnyrn HaceneHuo.
Mopgenb cuctemsl obecnevyeHns kayecTsa ycnyr"
FOCT P 52142-2003 CoumanbHoe obcnyxmnsaHne HaceneHusi. Kauectso coumarnbHbIX
ycnyr. O6wme nonoxeHuns
FOCT P 52143-2003 CoumanbHoe obcnyxuBaHme HaceneHus. OCHOBHblE BuWAbI
coumarnbHbIX ycnyr
[OCT P NCO 9000:2001 Cuctembl MeHemkMmeHTa kadectBa. OCHOBHbIE MONOXEHUSA U
cnosapb
FOCT P MCO 9004:2001 Cwucrtembl MeHemxkmeHTa KadecTBa. PekomeHgaumm no
YNYYLEHUIO AeATENbHOCTHU
Mpumeyanume - [lpM NONb3OBaHUM HACTOALWMM CTaHAAPTOM  LienecoobpasHo
NnpPoBEPUTb AOENCTBUE CCbINTIOYHbIX CTaHAapToB B WHAOPMAaUMOHHOW cucTteme obuiero
Nnonb30BaHUS - Ha odumunanbHOM CanTe HauMoHanbHOro opraHa Poccuinckon ®epepaumm no
cTaHgapTu3aumm B ceTn WHTepHeT unm no exerogHo msgaBaeMomy MHEGOPMaLMOHHOMY
ykasaTento "HaumoHanbHble ctaHaapThl", KOTOPbIN ony6nnkoBaH No COCTOSAHMIO Ha 1 sHBapA
TeKyllero roga, M no COOTBETCTBYIOLUM €XeMeCSYHO u3gaBaemMbiM MHEOOPMaLMOHHBLIM
ykasatensam, onybnukoBaHHbIM B Tekywem rogy. Ecnu ccbinouvHbii OJOKYMEHT 3aMeEHEH
(M3meHeH), TO npu MNONb30BaAHUW HACTOAWMM CTaHOAPTOM cnegyeT pPyKOBOACTBOBATbLCS
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3aMeHsieMbiM  (M3MEHEHHbIM) [OKyMeHTOM. Ecnu CCbiNoYHbI OOKYMEHT OTMeHeH 6e3
3aMeHbl, TO MNONOXeHWe, B KOTOPOM [aHa CcCblfika Ha Hero, MpUMEHSeTCcss B 4acTu, He
3aTparuBaroLLen 3Ty CCbISIKY.

3 TepMuHbI U onpeaeneHus

B HacTosiwem ctaHgapte npumeHeHbl TepMuHbl no TOCT P 50646 n TOCT P NCO
9000.

4 TpeboBaHUSA K CUCTEME KayeCcTBa yupexaeHus

4.1 TpeboBaHnsas K CUCTEME Ka4yecTBa YYPEXOAEHUA YCTAHOBMEHblI HACTOSLLMM
CTaHOapTOM B COOTBETCTBMM C NonoxeHusmn deaepanbHbiX 3akOHOB Poccumnckon
depepaumm n nocraHoeneHvem [paeButensctesa Poccuinckon depepauunu, ykasaHHbIMUA B
npegucrnoBuun ctaHgapTta, a takke nonoxeHuamm FOCT P 50691, TOCT P 52142, TOCT P
52143 n TOCT P CO 9004.

42 T[log cucTeMOM KayecTBa Y4ypexAeHuUss MOHMMAaKT  COBOKYMHOCTb  €ero
OpraHM3aumMoHHON CTPYKTYpbl (C pacnpegeneHMeM OTBETCTBEHHOCTU COTPYAHMKOB 3a
Ka4yecTBO ycnyr), npaBwusl, MeTodoB obecrneyeHuss KadectBa YyCnyr, npoLeccoB
npenoCTaBNeHNst YCNyr, PecypcoB y4ypexaeHusa (NOACKUX, MaTepuanbHO-TEXHUYECKUX,
MHAOPMAUMNOHHBLIX M Apyrnx), obecneyvBalollytd OCYLECTBMEHNe agMUHUCTPaTUBHOIO
PYKOBOLCTBA KQ4eCTBOM YCIyT.

4.3 Cuctemy KayecTBa YyypexgeHus co3gatoT Ans OOCTUXKEHUS U noadepxaHus
YPOBHS Ka4yecTBa ycnyr, COOTBETCTBYHOLLErO NpeabsaBnsaeMbiM K HEMY TpeboBaHUAM.

4.4 Cuctema KayecTBa ydpexXaeHnsa OOSMKHaA SBASTbCA HEOTHEeMIEMOM YacTbio 0bLen
CUCTEMbI YyNPaBeHNst AEATENBHOCTLIO YYpEXOeHWs No NPeaoCTaBNeHN0 CoLMarnbHbIX YCIyr.

4.5 Cuctema KkayecTBa y4ypexneHust npegHasHayeHa Ans co3gaHust HeobxoauMbIX
YCNOBWIA rapaHTMPOBaAHHOIO YAOBMNETBOPEHUS 3aKOHHbIX 3anpocoB W NOTpebHocTen
KNWEHTOB, MOBbIWEHNA 3P@PEKTUBHOCTM U KavecTBa YCryr Ha BCeX cTagusax ux
npefocTaBneHnss C LUenblo nNpeaynpexaeHnss BO3MOXHbIX OTKMOHEHWA OT 3agaHHbIX
TpeboBaHUn K 3TUM Yycriyram, obecnevyeHus penytaumm yupexneHust Kak HaOexXHoro u
NnopsiA0YHOrO UCMOMHUTENS YCAyr.

4.6 OCHOBHbIMW 3aJa4aMK, Ha pelleHne KOTOpbIX AOMMKHa ObITb HanpaeneHa cuctema
KayecTBa yuYpexaeHuns, ABnarTCS:

- ocywecTBneHne 3pPEKTUBHONO KOHTPOSS 32 TEXHUYECKUMU, OpraHU3aumMOHHbIMU 1~
Apyrummn caktopamm, BNUSIOLMMN Ha Ka4eCTBO NpeoCTaBNSAEMbIX YCNYT;

- NpefoTBpaLleHe Unun yctpaHeHme nodbix HECOOTBETCTBUIN YCIYT NpeabaBnsieMbiM K
HUM TpeboBaHUAM;

- obecneyeHne CTabuNbHOro ypoBHS KavyecTsa YCNyr;

- peleHne Opyrux 3agad, oTpaxaroLwwmx cneunguky AeaTenbHOCTN YYpeKaeHUN.

4.7 PaspaboTtka “ (PYHKUMOHMPOBAHME CUCTEMbI KayecTBa YYpexOeHUs LOSMKHbI
6as3npoBaTbCA Ha CneayLWMX OCHOBHbLIX MPUHLMNAX:

- MPUOPUTETHOCTM TpeboBaHMI (3anpPocoB) KNMeHTa No obecnevyeHnto kayecTsa yCrnyr,
TO eCcTb obecrneveHns yBepeHHOCTU B TOM, YTO 3TK TpeboBaHusa (3anpockl) 6yayT NOMHOCTLIO
peanun3oBaHbl NPy NPeaoCcTaBneHnn yenyr;

- NpenynpexaneHns npobnem kayecrtBa ycnyr, To ecTb obecneyeHnst yBepeHHOCTU B
TOM, 4YTO 3TN Npobnembl OyayT NpeaynpexnatbCs, a He BbISABNATLCA M paspeluaTtbca nocne
NX BO3HMKHOBEHMUS;
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- cobnogeHuss  MNonoXeHurM HOPMAaTUBHbLIX  OOKYMEHTOB, PErnamMmeHTUPYHLLNX
TpeboBaHUA K NOPSAKY U NpaBunam NpeaocTaBneHnst yenyr;

- obecneyeHHOCTH yypexaeHus COOTBETCTBYHOLLMMU NOACKMMMU,
MaTepuanbHO-TEXHUYECKUMXU M OpyrMMKn  pecypcamu  (6a3oBon M onepaTtuBHOM
NHopMaLnen, TEXHUYECKOW [OOKYMEHTauuen, OaHHbIMM O pesynbTaTtax MNpeaocTaBleHus
YCINyr N NX KOHTPONS, UTOrax OLLEHKN KayecTBa u ap.);

- YeTKoro pacnpegeneHvsi MNONHOMOYMI U OTBETCTBEHHOCTM MNepcoHana 3a ero
AEeATENbHOCTb MO NPEAOCTABEHNIO YCIYr, BANAIOLWYIO Ha obecneyeHne nx KavyecTsa;

- JIMYHOW OTBETCTBEHHOCTW PYKOBOACTBA YYpEXOEHMS 3@ Ka4eCTBO NpeaocTaBnsieMblX
ycnyr, paspaboTKy, BHeApeHWe W KOHTponb 3(PdEKTUBHOCTM CUCTEMbI KavecTBa, 3a
onpeaeneHne NONUTUKN B 06racTu KavyecTBa, OpraHn3aumio 1 obLiee pykoBOACTBO paboTtamu
no obecnevyeHnto Ka4yecTBa;

- obecneyeHne NUYHON OTBETCTBEHHOCTU KaXKAOro MCMOSHUTENS 3a Ka4yeCTBO YCryr B
coyeTaHuun ¢ maTepuarnbHbIM U MOparibHbIM CTUMYSIMPOBAHNEM Ka4eCTBa;

- AOKYMeHTanbHoro obopMneHus npaeun n MeTogoB obecneyeHns kayecTBa yChnyr;

- obecneyeHns MOHUMaAHNST BCEMU COTPYAHMKAMU yyYpexaeHusi TpeboBaHUn CUCTEMBI
KayecTBa K NONMTUKe B 0b6nacTu kavecTea.

5 OcHoBHble (haKTopbl, BNUsOLWME HA Ka4eCTBO YyCNyr, U NOPSAAO0K UX UCNONb30BaHUA
npu hopMMpPOBaAHUUN CUCTEMbBI Ka4eCcTBa yUpexaeHumn

5.1 MNpwn hopmMMpOBaHMM CUCTEMBbI KA4YECTBA YUYpexaeHun (Npu onpeaeneHmm NonnTUKn
yuypexgeHuss B obnactm KadecTtBa, pa3paboTKM [OOKyMeHTauuum CUCTEMbl KadecTBa,
opraHmsaumm paboT no KavecTBy) HeOBGXoAMMO yuuTbiBaTb pPsad PakTopoB (KpuTepuen)
pas3nMyHOro xapakTtepa, KoTopble B 3HAYUTENbLHOW Mepe BMUAKOT Ha KayecTBO
npegocTaBnsaemMbIX YCNyr.

MpaBunbHbIM ~ ydeT 3TUX  akTopoB, WX UCNOMb3oBaHWe npu  paspaboTke
COOTBETCTBYHOLUNX [OOKYMEHTOB CUCTEMbl KadeCcTBa W B MPaKTU4ECKOW [OeATerbHOCTH
yupexaeHust bygyT cnocobcTBOBaTh NOBbLILWEHMIO Ka4YecTBa YCNYr.

5.2 OCHOBHbIMM (haKkTOpamu SBMAKOTCA:

- HannymMe n COCTOsIHME LOKYMEHTauun, B COOTBETCTBUM C KOTOPOM (PYHKLMOHUPYET
yupexaeHue;

- YCNOBUS pasMeLLEeHNS yUpEeXaEHUS;

- YKOMMNNEKTOBAHHOCTb YYpexaeHus cneynanmuctamm n nx Ksanudukauus;

- cneyuwanbHoe M TabenbHOe TeXHW4YecKoe OCHalleHue yypexaeHus (obopyaoBaHue,
npubopsbl, annapatypa u T1.4.);

- COCTOsIHME MHopMaumm 06 ydpexaeHun, rnopsiake M npasunax npegoctaBfeHus
YCIyr KIMeHTaM.

5.2.1 B cocTtaB AOKYMEHTaLNN OOIMKHbI BXOOAUTb:

- nonoxeHue 06 yypexaeHumn (YcTtaB yypexaeHus), Bknovarwulee B ceba ceeageHns o
npegHasHa4vYeHUn yudpexaeHus, nopsiake ero opMUpoBaHUsl, CoaepXXaHus, peopraHmsaunu,
cBefeHns 06 OCHOBHbIX 3ajadax ero AesaATenbHOCTM, KaTeropusix O6CnyXuBaembiX nuL,
nopsigke M ycnoBusSIX 3a4nCrieHnUss Ha OBCrnyXXmBaHue, O CTPYKTYPHbIX NogpasgeneHnsx u nx
OCHOBHbIX 3afavax, cBegeHns o6 obbeme n nopsake NpeaocTaBneHNs MU yCryr n 0 Apyrnx
OpraHn3auUMOHHbIX N TEXHUYECKMX BONPOCaXx,;

- NONOXEHUSA O CTPYKTYPHbIX NogpasfenieHnsx yupexaeHus, cogepxalime ceeieHnsa o
KaTeropusx rpaxgaH, obcrnyxmBaemblX TEM UMW MHbIM MoApasfeneHneM, CTosAWmMX nepeq
HAM 3agayax, CpoKax W YCrnoBuAX OOCNY>XMBaHUSA rpaxaaH, CBeAeHUs O OOMONHUTENbHbIX
AOKyMeHTax, HeobXoauMMbIX A5 3a4ncreHna Ha obcnyxuBaHue B AaHHOEe noapasgeneHue,



CBEeLEeHMS O KONn4ecTBe COTPYAHNKOB NoapasaenieHunsl, X OCHOBHbIX 06A3aHHOCTAX U T.4.;

- pyKkoBOACTBa, CNyXebHble WHCTPYKUMM, NpaBuna, MeTOOUKM  TeXHOSorumn,
npegHasHayeHHble  Ons  pernaMeHTUpPOBaHUA  npouecca  NpeaoCTaBneHus  yCnyr,
onpegeneHnss metogoB (cnocoboB) WX NPedoCTaBfEHUS W KOHTPONs, a Takke [nns
COBEPLUEHCTBOBaHUA paboTbl yuUpeXaeHus;

- AOKyMeHTauus Ha obopygoBaHue, npubopbl M annapaTypy, crnocobecTBytoLlas
obecneyeHnto Nx HopmManbHON 1 GesonacHom akcnnyaTauumn, obCnyxmBaHma 1 NnogaepXxaHms
B paboTOCNOCOOHOM COCTOSIHUM;

- HauMoHarbHble CTaHAapTbl coumanbHOro obcnyxuBaHusa HaceneHust B Poccuiickon
depepaummn, cocTaBnAwLME HOPMATUBHYIDO OCHOBY MpPaKTUYEecKon paboTbl yuypexaeHus B
obnacTtn npeaocTaBNAeMbIX KNMEHTaM coLmanbHbIX YCNYT.

B 3aBMcMMOCTM OT TOro, HACKOSIbKO KayeCTBEHHO COCTaBfieHbl 3TU [LOKYMEHThI,
HACKONbKO KBaNMMUUMPOBAHHO M YETKO M3MOXeHbl B HUX 0Os3aHHOCTK, npaBa, NOPSAOK
BbINOSTHEHUSA Pas3fUYHbIX npouedyp npu nNpeaocTaBneHun ycnyr u  apyrme  yHKLMK
nepcoHana, 3aBUcUT 3(PPEeKTUBHOCTb PaboTbl YYpEXOEHMS U KadeCTBO NpeaoCTaBNseMbIX
UM YCIyr.

YKaszaHHble OOKYMEHTbl [OOSDKHbl COCTaBNATb OCHOBY [JOKYMEHTaLMM CUCTEMbI
KayecTBa y4ypexaeHunsa. B npouecce hopMMpoBaHNS CUCTEMbI Ka4eCTBa OHW MOryT ObiTb Mpu
Heo6X04MMOCTN OTKOPPEKTMPOBAHbI C LieNbio NPUBEAEHNSA UX COAEPXaHUsS B COOTBETCTBME C
TpeboBaHNAMU, NpeabsBrSseMbIMU K HUM Kak K YacTu JOKYMEHTaUMM CUCTEMbIl Ka4yeCTBa.

5.2.2 YcnoBusa pasMelleHnsa ydpexaeHusi, obecneuvvBarowime ero aPeKTUBHYIO
paboTy, OOMKHbI ObITb CreayLWMMu:

- yuypexaeHue n ero CTPYKTypHble nogpasgeneHns OOSMKHbl ObiTb pasMelleHbl B
crneumanbHO NpeAHasHaYeHHOM 30aHUKU (34aHMAX) UK NOMELLEHUsX, AOCTYMNHbIX AS1S BCeX
Kateropun oOCnyxumBaemMbix rpaxgaH, B TOM 4uicne Ans WHBaANMAOB UM ApPYrunx
ManoMobunbHbIX rpynn HaceneHus. [lomelwieHns [omkHbl ObiTb obecnedeHbl BCeEMU
cpeAcTBaMn KOMMYHanbHO-6bITOBOro 06Cny>KMBaHNS U OCHaLLEHbl TENEeOHHOW CBA3bIO;

- No pasMepaMm U COCTOSHUIO MNOMELEeHUA [OMKHbl OTBevaTb TpeboBaHUAM
CaHUTaPHO-TUTMEHNYECKNX HOPM K npaBus, 6e3onacHOCTM Tpyaa v OOMKHbI ObiTb 3aLUULLEHDI
OT BO34ENCTBMSA (PakTOpOB, OTpULATENBHO BANSIOLLMX HA KAY4eCTBO NpeaocTaBnseMblX yCnyr
(noBbIWEHHbIE TEMNEpaTypa BO3ayxa, BMaXHOCTb BO34yXa, 3anblNIEHHOCTb, 3ara3oBaHHOCTb,
Wwym, Bubpaumsa m T.4.);

- nnowagb, 3aHMMaemasi yvpexaeHuem, [OOSbKHa MO3BOMATb  HOpMarnbHoe
pasmeLlleHne nepcoHana, KNMeHToB U NpeaoCTaBNeHne UM yCnyr.

B cBs3M ¢ aTuM npu paspaboTke CUCTEMbl KayecTBa Yy4vpexaeHuss OOMKHbl ObiTb
npeaycMoOTpeHbl Mepbl, HamnpaBfeHHble Ha COo34aHne WnNu NoAadepXaHue YNOMSHYTbIX
YCIoBuin, a Npyn HeOBXOAUMOCTU N BO3MOXXHOCTU - Ha UX YNYy4LLUEHME.

5.2.3 Bonpocbl YKOMMMNEKTOBAHHOCTU  Y4YpeXOeHus  crneyuanucrtamm uU - Ux
KBanudumKkaummnm TakKke OOSMKHbl HAWTU OTpaXXeHMe B CUCTEME KayecTBa Kak OOWH M3
BaXXHeMNLINX (PakTOpPOB, BANSAIOLWNX HA KAYEeCTBO YCHyr.

B uncne takmx BonpocoB, Noanexalinx peleHnto B paMkax CUCTEMbI KayecTBa, MOryT
ObITb:

- NOfHas YKOMMMEKTOBAHHOCTb YdpexaeHus HeobxoguMmbiMu cneunanuctammn B
COOTBETCTBUM CO LUTATHbIM pPacnnCcaHnemM;

- nogbop cneunanucToB C COOTBETCTBYKOLWMUM 0OpasoBaHuemMm, KBanudukaumen,
npodeccuoHanbHOM NOAroTOBKOM, obnagarowmx 3HaHUSIMU U OMbITOM, HeOOXoANUMbLIMK ANs
BbIMOSTHEHNSI  BO3MOXEHHbIX Ha HUX 00s3aHHOCTENW; MNOCTOAHHOE MOBbIWEHUE  UX
KBanudukaumm y4ebon Ha Kypcax nepenofroToBkM 1 NOBbILWEHWS KBanUduKaumm nnm nHbIMm
cnocobamu;

- YyeTKoe pacnpegeneHme ob6a3aHHOCTEN CNELManmncToB, U3MOXEHHbIX B AOMKHOCTHbIX



WMHCTPYKUMAX, METOAUKAX U APYrNX AOKYMEHTAX, pernaMeHTMpyoLwmx nx obs3aHHoOCTH, npaBsa
N OTBETCTBEHHOCTD;

- obga3aTenbHasa aTTecTauns cneunannucToB B yCTAaHOBNIEHHOM NOPSAAKE;

- BOCMUTaAHME Yy BCEX COTPYOHMKOB YYPEXOEHUS BbICOKMX MOpasbHbIX W
MOpPanbHO-3TUYECKNX Ka4yecTs, 4YyBCTBa OTBETCTBEHHOCTU n HeobxoaMmMocTn
PYKOBOACTBOBATbCA B CBOEW paboTe C  KIAMEeHTaMu  MpuUHUMNaMM  FTyMaHHOCTM,
crnpaBensiMBoCcTM, OOBLEKTUBHOCTM M A0OpoXenaTenbHOCTW, yduTbiBad UX U3NYECKoe U
NCUXNYECKOE COCTOSIHUE;

- NPUHATUE MEpP K He4OMYLEHUIO pasrfnalleHns CoOTpyaHMKaMM y4pexneHns cBeaeHunm
MINYHOIO XapakTepa O KrMeHTax, Mbo 3TN CBEeAEHUSA COCTaBMAT CryKebOHyH TalHy U 3a UX
pasrnaweHve  BWHOBHble  HeCyT OTBETCTBEHHOCTb B  Nopsgke,  YCTaHOBMIEHHOM
3akoHopartenscteoM Poccunckon degepaumn.

5.2.4 [Ina Ka4yeCTBEHHOro MNpPeAoCTaBNEHUs YCINyr YyuypexaeHue OOSMKHO ObiTb
OCHalLleHO cneuunanbHbIM U TabenbHbiM obopyaoBaHMeEM, annapatypord wu npubopamu,
oTBevYarLWwmnmMm TpeboBaHNAM COOTBETCTBYHOLMX CTAaHOAPTOB, TEXHUYECKMUX YCNOBUIA, OPYrnX
HOPMAaTMUBHbIX JOKYMEHTOB 1 obecneunBarolMmn Hagnexallee Ka4ecTBo NpeaocTaBnsiemMblxX
ycnyr.

[MoaToMy B cCUCTEME KadecTBa Y4ypexneHust [OOIMKHbl OblTb NpeayCcMOTPEHbI
MEepOonNpUATUS, HanpasneHHble Ha TO, YTOObI:

- obopygoBaHue, npubopbl 1 annapaTtypa MCNosib30oBanMCb CTPOro No Ha3Ha4YeHUIo B
COOTBETCTBUMN C JOKYMEHTaLMEN Ha UX (PYHKUMOHMPOBAHME N SKCNyaTauuio, cogepxanuck B
TEXHUYECKN UCMPABHOM COCTOSIHMM, KOTOPOE CUCTEMATUYECKM Obl NPOBEPSANOCH;

- HeucnpaBHoe obopyaoBaHue, npubopbl M annapatypa, gawowme npu pabote
COMHUTENbHbIE pe3yNibTaTbl, CBOEBPEMEHHO CHMMANMCb C JKCAnyaTauun, 3aMEHSNUCb Unu
pPEMOHTUPOBANUCL (ecnn OHW noafiexaTr PEeMOHTY), a MPUroAHOCTb OTPEMOHTUPOBAHHBLIX
noaTBepxganach UX NPOBEPKON.

5.2.5 Bonpochkl nHopmaLumm OOMKHbI ABNATLCA COCTAaBHOW YacTbH CUCTEMBI KavyecTBa
yuypexneHusi, Tak Kak 6e3 npaBunbHO OpPraHM3oBaHHOM WH(OPMaUMOHHON paboTbl
HEBO3MOXXHO obecnevnTb Ka4yecTBO NpeaocTaBngeMblX YCNyr, COOTBETCTBYHOLLEE 3anpocam U
HYy>XJaM KIMEHTOB.

CocTtosiHme uHgopMauun o6 yypexgeHum n npasunax npegoctaBneHns UM ycnyr
AOJDKHO cooTBeTCTBOBaTh TpeboBaHnam denepansHoro 3akoHa Poccuiickon deagepaumm "O
3awmTe npae noTpedbutenen”.

B [OoKymeHTaumm CUCTEMbI KayecTBa Y4YpeXOeHWA [OOIMKHbl ObiTb  M3NOXEHbI
cnegyowme TpeboBaHus K MHOpMaLMK:

a) ydypexgeHume o00s3aHO O0BOAMTb OO rpaxgaH CBOE HaMMEHOBaHME W
MecCToHaxoxaeHue nwbbiM cnocobom, NpeaycMoTpeHHbIM 3akoHoA4aTenbCTBOM Poccumnckon
depgepaummn, npegoctaBnsaATb No TpeboBaHWMIO KNMEHTOB HEOOXOOMMYKD WU OOCTOBEPHYH
MHOPMAaUUIO O BbINOSTHAEMbIX YCIyrax, NO3BOMSOLLYI0 UM caenaTb KOMNETEHTHLIN BbIOOP;

6) coctaB mHpopmaumm o6 ycnyrax (B cootBeTcTBUM ¢ PepeparnbHbiv 3akoHoM "O
3awmTte npaB notpebutenen") gOrmKeH BKIYaTb B ceds:

- NepeYeHb OCHOBHBIX YCIyr, NpegocTaBnAeMblX yYpexaeHneMm;

- XapaKTepUCTUKY Kaxkgon ycrnyri, obnactb ee npedoctaBneHnsa 1 3atpaTbl BpeMeEHU
Ha ee npeaocTaBrieHne;

- B3aMMOCBS3b MeXOy KayeCcTBOM YCyru, YCNoBUSIMM €€ npefoCTaBneHus wu
CTOUMOCTbIO;

- BO3MOXHOCTb MOJSTy4EHMS OLIEHKM Ka4yeCcTBa YCryrM CO CTOPOHbI KINEHTA;

- YCTaHOBIIEHME B3aUMOCBA3N MeXay MpeasIoXeHHON YCryron W peanbHbIMU
NOTPEOHOCTAMM KINEHTAQ;

- npasuna u ycnosunsa adekTMBHOro n 6e30nacHoOro MCNonb30BaHNS YCIyr;
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- rapaHTuIHble 06A3aTenbCTBa YUYPEXKAEHUS - UCNONHUTENS YCAYT;

B) MH(opmMaumsa [omkHa ObiTb [OCTOBEpHOM W nonHow. Ecnu npepoctaBneHue
HEeJOCTOBEPHOWN UM HEAOCTAaTOYHO MOSTHOM MHAopMaLmm 06 ycrnyre NoBNEKNO NpUYMHEHUE
Bpeda >KU3HW, 300POBbI0 MMM MMYLLECTBY KIMEHTa coumanbHon cnyxbbl (Bcneacreve
NPOU3BOACTBEHHbIX, PeLenTypHbIX M WMHbIX HEeOOCTaTKOB YCMyru), OH BrpaBe MNpeabaABuUTb
yupexaeHuto TpeboBaHusa 0 BO3MeLLEHMM NPUYNHEHHOIO Bpeaa.

6 ﬂoxymeHTaanoe O(bOpMJ'IeHVIe CuUctemMbl KadyecTBa

6.1 Cuctemy kadectBa OopMnslOT B BuAE KOMMSEKTa OOKYMEHTOB (PYKOBOACTB,
MONOXEHUN, MHCTPYKLUMIA, METOAUK U T.4.), B KOTOPbIX yCTaHaBNuBatoT TpeboBaHNA K cucteme
KayecTBa y4YpexaeHns B LLIeSIOM U K ee COCTaBHbIM YacTsM, YKa3aHHbIM B 4.2,

CTeneHb OOKYMEHTUPOBAHHOCTU CUCTEMbl KayecTBa PasfiIMyHbIX YYpexaeHUn MOXeT
OTNMYyaTbCHA B 3aBUCUMOCTH OT:

- pasMepa u npegHasHavyeHUs ydpexaeHus, xapakrepa n obbema npefocraBnsaemMbix
yCnyr, kKateropun obcnyxmBaemoro HaceneHus;

- CIMIOXXHOCTHM Npouecca no NpeaoCcTaBiEHUIO YCYT;

- KOMMNEeTEHLUMM NepcoHana y4ypexaeHus.

[okyMeHTaums MoxeT ObITb filo6on hopMbl 1 Ha Ntobom HocuTene.

6.2 [JoKyMeHTaumnsa cuctemMbl KayecTBa A0SHKHA OPOPMIIATbCA KakK COCTaBHas 4acTb
BCEW AOKYMEHTaUUWN yupexaeHus 1 yTBepXXaaTbCsl B YCTaHOBIIEHHOM NOPSAKe.

6.3 OCHOBHbIM OOKYMEHTOM CUCTEMbl KayecTBa ydpexaeHusa ssnaetca PykoBOACTBO
no Ka4ecTBy.

B Hem u3naratoT obuiee onvcaHne CUCTEMbl KayecTBa NPUMEHUTENBHO K KOHKPETHOMY
yuypexneHuto, pasbaACHAT MNOSIMTUKY yvpexaeHns B obnactu KadecTBa, oOTpaxaroT
OpPraHn3auUnoHHYI0 CTPYKTYpPY CUCTEMbI KayecTBa, 3agayum U (pyHKUMM noppasgeneHvuin u
cnyx6 yupexgeHus B obnactun kadyecTtsa, NPUBOLAT CBEAEHUS O KOMMNIIEKTE JOKYMEHTOB BCEX
YPOBHEN,  COCTaBMSOWMX  HOPMATUBHO-MeToauyeckyro  6asy  cucteMbl  KayecTsa,
yCTaHaBnMBaT NOPAOO0K BHeAPEHWUS, (DYHKLMOHMPOBAHUS U KOHTPOMS CUCTEMbI Ka4YecTBa.

6.3.1 MNonutnka B obnacTn kayecTBa AOSMKHA NPEACTaBnATb COOOM OCHOBHbIE LIENW,
3ajavm n MNpUHUMUNBI OEeATEeNbHOCTU ydpexaeHus B obnactu KadecTBa, AOKYMEHTanbHO
OhOpMIEHHbIE N NPUHSATBIE K 06513aTENbHOMY BbINOSIHEHWIO B YYPEXAEHUN.

6.3.1.1 Llenn nonutnkn B obnactn kayecTBa A0SKHbI OTpaXKaTb criegyoLime Bonpochl:

- obecneyeHne MNOCTOSAHHOrO YAOBMETBOPEHUS KIMEHTOB nNpefocTaBrseMbiMu
ycrnyramu;

- MOBbllIEeHMe Ka4vecTBa Yycnyr u 3pPeKTMBHOCTU (pe3ynbTaTUBHOCTU)  UX
npegocTaBneHuns;

- MPUHATME MpPOUNaKTUYECKUX Mep MO NpeaynpexgeHuio UM yperynmpoBaHuio
npeTeH3nn 1 xanobd KNNEHTOB;

- NpoYne BOMpPOCHI, OTpaxaroLine cneunuky eaTernbHOCTN YYpeXaeHUs.

CopepkaHne OCHOBHbIX 3afay M MPUHUMNOB LEeATENbHOCTU yypexaeHust B obnactm
KayecTBa npuBeneHo B 4.6 n 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsay ¢ nogpobHbiM M3MoXeHMeM Lenen, 3agad u npmHumnoB B PykoBoacTee
MO KayecTBY y4pexaeHusa AOMMKHbl OblTb YETKO onpeaeneHbl U chopMynuMpoBaHbl NOPSAOK U
cnocoObl (MeToabl) X peanusauuu.

6.3.1.3 OTBETCTBEHHOCTb 3a MNONUTUKY B 0BnacTM kKavyectBa HeceT pPyKOBOAUTENb
yupexneHusi.

OH pomkeH obecneunTb pasbsCHEHME W OOBedeHMe 3TOW MNOMUTUKM [0 BCEro
nepcoHana ydpexaeHusi, 4YeTKo onpeaenuTb MOSHOMOYUS,, OTBETCTBEHHOCTb W MOPSLOK



B3aMMOAENCTBMS BCEro nepcoHana Yy4ypexgeHusi, OCYLLeCTBNALWEro pykOBOACTBO,
NCMONHEHNE YCIyr N KOHTPOSb AEATENbHOCTU, BIIMSAIOLLEN HA KQ4YeCTBO YChyr.

6.3.1.4 B dhopmmnpoBaHmMM NONUTUKM B 06NaCT KavyecTBa AOSPKHbI NPUHUMATL yYacTme
BCE PYKOBOAUTENM, OCYLLECTBNAIOLME YNpaBNeHNe yupexageHmem.

6.3.1.5 [lMonutnka yypexgeHms B obnactu kavectBa [OSHKHA OXBaTbiBaTb Bce
HanpaBfieHUs1 ero OesTenbHOCTU, COOTBETCTBOBATb MOTPEBHOCTSAM M 3anpocam KIIMEHTOB,
cnocobCTBOBaTb YNyYLEHUIO COUManbHbIX M 3KOHOMMYECKMX MOKa3aTenen y4ypexaeHus.
Monutuka [oMmKHa cogepXaTb Takke 00a3aTenbCTBO  PYKOBOACTBA  YYpeXOeHUs
OCYLLIECTBNATb NOCTOSAHHOE yNydlleHne KadecTBa 06CnyXnBaHMs KIMEHTOB.

6.3.1.6 lMonuTtuka y4ypexneHuss B obrnactn kKadectBa AO0SMKHA BHEOPSATbCA BO BCEX
CTPYKTYPHbIX NOAPa3AeneHnsx yupexaeHnsa n perynsapHo noaBepraTbCa aHanuay Ha npegmet
€€ NOCTOAHHOW aKTyanbHOCTU U NPUrO4HOCTM.

6.3.1.7 Peanusauua nNOoNUTUKM y4dpexaeHus B obnactm kadyectBa [OOSDKHA ObiTb
obecneyeHa HeobGXxoguMbiMK pecypcamu  (KagpoBbIMW,  MaTepuanbHO-TEXHUYECKMMN,
MHPOPMALNOHHBIMU N OPYTUMN).

[ns BbINONMHEHUS NPUHATOM Y4YpexaeHMeM NonuTUMKM B obracTu kadecTBa nepen
nogpasgeneHuamMm n cnyxbamm ydpexneHus CTaBATCA 3adayM Ha KOHKPEeTHble MiaHoBble
nepuoabl WU Npu  HeOBXOAMMOCTU CBOEBPEMEHHO YTOYHSKTCA WU KOPPEKTMPYHOTCS
PYKOBOACTBOM YYpeEXOEHMS.

6.3.1.8 B yupexgeHun [OO0mKHbI NPOBOAMTLCS MeponpuaTuda, obecnevmBatoLlme
NMoOHMMaHne, NOAAEPXKKY U peannsaunto NoNMTUKN B 06n1acTy KayecTBa BCEMU COTPYAHMKAMM
yupexneHusi.

6.3.2 OpraHnsaunoHHas CTpPyKTypa CUCTEMbl KadecTBa MOXeT ObiTb npeacTaBfieHa B
BMae cxembl (C HEOOXOANMBLIM MOSCHEHMEM), HA KOTOPOM OOSMKHbI OblTb M300paXeHbl BCe
CTPYKTYpPHble noapasfeneHnsi, HenoCcpeacCTBEHHO yyacTBylWMe B NPeaoCTaBfeHUn ycnyr
unu obecneumnBaroLme UX NpegoCcTaBneHmne.

B nosicHeHumn k cxeme 0OMmKHbI ObiTb OTpaXKeHbl 3agayn, PyHKUMM U OTBETCTBEHHOCTb
BCEX nogpasgeneHun n cnyxb yypexaeHus B obnactn kadectBa v NpuBEOEHblI CBEAEHUS O
AOKYMEHTax BCEX YPOBHEW, KOTOPble AOSMKHbI COCTaBNATbL HOPMATUBHO-METOAMYECKyt0 6asy
CUCTEMbI Ka4eCTBa YYPEXOAEHNS.

CBegeHnst 0 JOKyMeHTax MoryT ObiTb npefcrtaBneHbl B BUAE CaMUX [OKYMEHTOB,
paspaboTaHHbIX BHOBb (MonuMTmka B oGnactn kadectBa v Ap.) WK yXXe AENCTBYHOLNX B
yypexaeHum (MonoXeHusi, WHCTPYKUUKW, MeTOOMKW, PYyKOBOACTBA, MpaBuna u T.4.), HO
OTKOPPEKTUPOBAHHbLIX NPU HEOOBXO0AMMOCTU B Lensax 6onee nomHoro yvyeta B HUX BOMPOCOB
KayecTBa, NMbO B BMAE CCbIIIKN HA 3T AOKYMEHTbI C MHopmaLmen 06 nx npegHasHavYeHUn
KpaTKOM coaepXxaHun.

6.3.3 [okymeHTauMsi CUCTEMbl KayecTBa Y4YpeXAeHWs OOS/DKHA  MOCTOSIHHO
nogaepXxuBaTbcs B paboyem COCTOSAHUM; yCTapeBLlas AOKYMEHTaUNsa OOMKHA CBOEBPEMEHHO
N3bIMaTbCA N 3aMEHATLCSI HOBOM.

7 OpraHusauusi paboTbl N0 KaYecTBYy

7.1 MonHOMoO4YMA U OTBETCTBEHHOCTb NepcoHana

7.1.1 B cucreme kKayecTtBa ydpexnoeHna OOJIKHbI ObiTb 4eTKo onpepeneHbl
NOfTHOMOYNA, OTBETCTBEHHOCTb W B3auMMOLEWCTBME BCEro nepcoHana y4pexgeHua,
ocyulecTBndrowiero pyKoBOACTBO p860TOl7|, npegocrtaBlieHne ycnyr n KOHTPOJ1b
NeATeNbHOCTU, BANAIOLLEN HA KaYeCTBO YCIyr.



OTO, B NepByl o4epedb, OOMMKHO OTHOCUMTLCA K ObcnyxuBarowemy nepcoHany,
AEeATeNnbHOCTb KOTOPOro CBsi3aHa C BbIMOSIHEHMEM Takux Mpoueayp, Kak BblSIBNEHWE
npeTeHsnn un xanob KIMEeHTOB, MNpPOBEAEHNE MEepPonpuATUA N0  YCTPAHEHUIO UMK
npeaynpexXaeHno HeOCTaTKOB, KOHTPOSb BbIMOSTHEHUS 3TUX MEPONPUATUN.

7.1.2 B y4pexgeHun JomkHO ObiTb Ha3HaA4YeHO OTBETCTBEHHOE NULIO (MpeacTaBuUTENb
PYKOBOACTBA) M3 4YMUCra PYyKOBOAUTENEN y4pexaeHud, KOTOpoe He3aBUCUMO OT ApYrux
BO3MOXEHHbIX Ha Hero 00s13aHHOCTEN AOSMKHO OTBeYaTb 3a Hagnexallee BbINofHeEHne
TpeboBaHUN, YyCTAHOBIEHHbIX HACTOSALLMM CTaHAApPTOM, Y UMETb NOSTHOMOYUSA ANS:

- obecneveHnss pa3paboTKM CUCTEMbI KayecTBa, €e BHeApeHMs U nopaepXaHus B
paboyeM COCTOsIHUN;

- npeacTaBneHnd OTYEeTOB pPYKOBOOAUTEM YyypexaeHus O  (YyHKUMOHMPOBaAHUN
CUCTEMbI KayecTBa C LENbl ee aHanu3a M MUCMNofb30BaHUA MOMyYeHHbIX pe3ynbTaToB Kak
OCHOBbI 4151 COBEPLLUEHCTBOBAHNSA 3TOM CUCTEMBI.

7.1.3 YuypexgeHue OOMKHO YCTaHOBUTL NOPSALAOK pa3paboTku (Mnn KOppekTUPOBKN, Npu
HeobX0OUMOCTM), PACCMOTPEHUS, YTBEPXKOEHUS U BEAEHUA BCEX JOKYMEHTOB, OTHOCALLMNXCA
K CMCTeMe KadecTBa, a Takke Nnopsaok obecneyeHns nmu.

7.2 BHYTpeHHMe NPOBepPKU CUCTEMbI KayecTBa

7.2.1 B cucteme kayectBa yuypexaeHus aomkeH ObiTb pasdpaboTaH u nogaepXxueaTbcs
B pabovemM COCTOSIHUM MOPSAOOK NPOBEAEHUS BHYTPEHHUX MPOBEPOK KayecTBa. BHyTpeHHue
NPOBEPKN CUCTEMbI KavecTBa YYpexOeHUs NpPOBOAAT C Lenbl PerynspHoOM OLEHKN ee
3(PPEKTUBHOCTM N COOTBETCTBUSA YCTAHOBMEHHbIM TpeboBaHWAM, a Takke ONs NosyvyeHus
MHdopMmauumn, Heobxoaumonm ana obecneyeHust 3PPEKTUBHOIO PYHKLMOHUPOBAHNSA 3TOM
CUCTEMBI.

7.2.2 OTBETCTBEHHbIM NMLUOM 3a OpraHuM3auuio M NpPoBEeAEHWE MPOBEPKUM CUCTEMBbI
KayecTBa ydypexaeHus [orkeH OblTb npefcTaBuTellb PYKOBOACTBA, OTBETCTBEHHbLIA 3a
CUCTEMY KadecTBa.

7.2.3 OTBETCTBEHHbLIMW WUCMOMHUTENSIMU MO MPOBEAEHUI0 MPOBEPOK PEKOMEHOYeTCS
Has3HayaTb pykoBoauTeENen noapasgeneHnn, 3P@EKTUBHOCTL M KayecTBO AeATenbHOCTU
KOTOPbIX 3aBUCHT OT KayecTBa AeATeNIbHOCTU NPOBepseMbIX NoapasaeneHuni.

7.2.4 3G EKTUBHOCTb CUCTEMBI Ka4eCTBa YYPEXAEHNSA ONpenensoT No pesyrnbTartam
ee OLIEeHOK, NofnyyaeMblx Npu npoBepkax.

7.2.5 B npouecce npoBepKn CUCTEMbI Ka4ecTBa y4pexaeHuin (M ee COCTaBHbIX YacTen)
OCYLLIeCTBNSIOT:

- KOHTPOJSIb COOTBETCTBMSA CUCTEMbI KayecTBa TpebOBaHNAM HACTOSLLEro ctaHaapTa u
AOKYMEHTauumn Ha Hee;

- aHanu3 M OLEHKY COCTOSIHUS (PYHKLMOHMPOBAHUA CUCTEMbI KayecTBa B LIESIOM WU
OTAENbHbIX €e COCTaBHbIX YacTen;

- aHanu3 COOTBETCTBMS NpefocTaBnsieMblX ycnyr TpeboBaHWsM HOPMaTUBHbIX
AOKYMEHTOB;

- aHanu3 N OLUEHKY pe3ynbTaToB paboTbl yupexaeHns B 06nacTn kayecTtsa yCcnyr;

- BblpaboOTKy KOPPEKTUPYHOLIMX OEWCTBUA, HamnpasfeHHbIX Ha YyCTpaHeHue
HeOCTaTKOB, BbISIBMIEHHbIX B nNpolecce npefoCTaBneHus ycryr, U COBepLUeHCTBOBaHUe
CUCTEMbI Ka4yecTBa.

7.2.6 T[lpoBepkn CUCTEMbI KayecTBa YYpexaeHurh MOoryT ObiTb MMaHOBbIMU U
onepaTuBHbLIMN.

[MeprogMyHOCTL NIaHOBLIX NPOBEPOK YCTaHaBNMBAKOT B 3aBUCMMOCTU OT pe3ynbTaToB
aHanmsa KkadecTBa yCnyr.



OnepaTvBHYO MPOBEPKY CUCTEMbI KayecTBa UMM OTAENbHbIX €€ COCTaBHbLIX YacTen
NPOBOAAT B Cry4yae pPe3Koro yxyAleHUs MnokasaTenen, XapaKTepusylolmMX KOHeYHble
pesynbTaTbl paboTbl Mo oGecrneyeHUo KayecTBa YCryr, MNpeaocTaBnsieMbIX KakMM-nvbo
nogpasfeneHneM Wnu y4ypexaeHvem B LENoM, B Cllydyae OueHKM 3ddeKTMBHOCTH
KOPPEKTUPYIOLLMX AENCTBUIN, a Takke NPy 3HaYUTENbHbIX M3MEHEHUSIX OpraHu3auumn paboT u
TEXHOMOMMI NPeAOCTaBNEeHNs YCNyr, OTpMLaTENbHO BAMSIIOLLMX HA X KA4YeCTBO.

7.2.7 Tocne OKOHYaHWS BHYTPEHHEW NPOBEPKU ee pe3yrbTaTbl 0OPMASIOT B BUAE
oTyeTa O COCTOSIHUM CUCTEMbI KayecTBa, B KOTOPOM OTpaxalT [aHHble aHanvsa
COOTBETCTBUSI MOKasaTenen W pes3ynbTaToB [OESTENbHOCTM y4ypexaeHuss B obnactu
obecneyeHnss kKayecTBa NpeaoCcTaBNseMbIX YCNyr yCTaHOBNEHHbIM TpeboBaHMSAM.

7.2.8 Pe3ynbTaTbl NPOBEPOK CUCTEMbI KAuyecTBa YUYPEXAEeHU SBNSOTCA OCHOBAHMEM
ANns pa3paboTkM U peanvsaunm MeponpusaTUiA MO ee COBEPLLUEHCTBOBaHMIO, NO pa3paboTke
HOBbIX METOAOB W CPEACTB YMNpaBfieHUsI Ka4eCTBOM MPeAoCTaBMsieMbIX YCNyr, YNy4yleHMHo
cocTaBa W coaepXaHusi HOpMaTUBHOWM JOKYMEHTaLun Ha CUCTEMY KayecTBa.

7.3 NMoarotoBKa KagpoB

7.3.1 B ydypexgeHun pomkeH ObiTb paspaboTaH, AOKyMeHTanbHO OdOpMIIEH W
yTBEpXAEH NfaH MeponpuaTui No noarotoeke (OOydeHWto, MOBbLILLEHUIO KBanudukaumm,
aTTecTauum, CTaXupoBke W T.4.) NepcoHana, BbINofHgAwLWero paboTtbl, HenocpeacTBEHHO
BNUAIOLLME HA KAYeCTBO YChyr.

7.3.2 lNogroToBKOW nepcoHarna AoMKHbl OblTb OXBa4YeHbl BCE COTPYAHMKN YUYPEXOAEHNS,
HenocpeacTBEHHO BMUSAIOWIME HA KavyeCTBO YCMyr, BKIOYas PYKOBOASALWMM COCTaB BCeEX
YPOBHEMN.

7.3.3 lpwn paspaboTke n peanusauyuun nNnaHoB MepONpUATUA NO MOArOTOBKE KaapoB
HeobXxo4MMO y4nUTbIBaTb U3MNOXEHHbIe B 5.2.3 dhakTtopbl (KpUTepum), KacawLwmecs nopsiaka
paboTbl CO crneumanucTamm yuypexneHus.

7.4 AHanu3 (pyHKUMOHNPOBaAHUSI CUCTEMbI Ka4YeCcTBa PyYKOBOACTBOM yupexaeHusi

7.41 Cuctemy KadecTBa nNepuvoanYecKM [LOSMPKHO aHanuampoBaTb PYKOBOACTBO
yypexaeHuss ang  Toro, 4tobbl MOXHO Oblio  yb6eauTbCcs, 4YTO OHa yaAoBreTBoOpseT
npegbaBnseMbiM K Hen TpeboBaHMsM U appekTmBHA.

7.4.2 AHanus [JorpkeH BKNKOYaTb OUEHKY pesynbTaToB BHYTPEHHUX MPOBEPOK,
NPOBOOMMBIX HEenocpeacTBEHHO PYKOBOACTBOM UMW  NpeacTaBUTENlEM  PYyKOBOACTBA,
OTBETCTBEHHbIM 32 PYHKLNOHNPOBAHME CUCTEMbI KQYeCTBa yYpexaeHus.

Pesynbtatel NOAOGHbIX aHanM30B WCNOMb3YKT AN NOLATBEPXKAEHUS LOCTUXKEHUS
Tpebyemoro kavecTtBa 1 3pPEKTUBHOCTN PYHKLMOHNPOBAHNA CUCTEMBbI.

7.5 KoHTpOnb U oueHKa Ka4yecTBa ycnyr

7.5.1 Mpu KOHTPOIE 1 OLEHKE KayecTBa YCryr yupexxaeHue OOIKHO:

- npoBepsTb W uMAEHTMUUMPOBATb YCNyrM Ha COOTBETCTBME HOPMATUBHbLIM
AOKYMEHTaM, perfiaMeHTUPYLWUM UX NpeaocTaBneHune;

- 06ecneynTb CaMOKOHTPOSb NepcoHana, npeaoCcTaBnsloLWEero YCrnyri, kak COCTaBHYHO
4acTb npoLiecca KOHTPOrs;

- oGecneynBaTb NPUOPUTET KITMEHTOB B OLIEHKE KayecTBa YChyr;

- NpaKTUKoBaTb B YYPEXOEHWU PErynsipHyl0 OLIEHKY CTerneHW YOOBNETBOPEHHOCTM



KNWEHTOB ycriyramu rnytemM npoBeeHnsa CoUMonorm4yeckux onpocos.

7.5.2 CpaBHeHME OLEHOK KIMEHTOB W WCMNOSHATENEN ycnyr cnegyeTr MNpoBOAUTb
NMOCTOSAHHO, 4TOObI OUEHUTb COBMECTUMOCTb [ABYX Mep WX KayecTBa, npoBectu (npu
HeobXo4MMOCTHN) KOppEeKTUpylLne OEeUCTBUMA U OnpenenuTb, HacKOIbKO OeATeNbHOCTb
NCNOSTHUTENEN yCnyr oTBe4aeT NoTPebHOCTAM M 3anpocaM KIMEHTOB.



