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Haunonansnsiii crangapt PO I'OCT P 52497-2020 "CouunanbHoe oOcinyxuBaHue HaceneHus. Cucrema
o0ecrneueHns KauecTBa yUpEKICHUM COLMaIbHOTO 00CIyKUBaHUA" (YTB. U BBEICH B JICIICTBUE IPUKA30M
denepanbHOTO areHTCTBA M0 TEXHUYECKOMY peryjanpoBaHuto u Merposioruu ot 11 asrycra 2020 r. N
495-cT)

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

OKC 03.080.30
OKTIJT 2 87, 88

Jlara BBenenns - 1 mas 2021 1.
B3amen ['OCT P 52497-2005

IIpenucnosue

1 Pazpabotan @enepalbHbIM TOCYJApCTBEHHBIM YHUTapHBIM mpeanpusitueMm "Poccuiickuii
HAYYHO-TEXHHYECKHH IEeHTP MH(OpMaIUy MO CTaHIapTU3alUH, METPOJIOTUU U OIICHKE COOTBETCTBHSA"
(OT'VII "CTAHAAPTUH®OPM")

2 Buecen Texnumueckum komurteToM 1o cranmaptuzammu TK 406 "CommanbHoe 00CTyXHBaHHE
HaceneHus"

3 VrBepxnaeH u BBelneH B jaeictBue [lpukasom denepanbHOro areHTCTBa MO TEXHUYECKOMY
perynnposaHuio 1 Merposoruu ot 11 asrycra 2020 r. N 495-ct

4 Bzamen ['OCT P 52497-2005

5 B HacrosieM craHgapTe peaan30BaHbl HOPMBI:

a) ¢peaepanbHbIX 3aK0HOB Poccuiickoit denepanyu:

- or 28 nexabps 2013 r. N 442-®3 "OO ocHOBax COIHUAIBHOTO OOCITYKMBaHUS TpaXIaH B
Poccuiickoit deneparun';

- 0T 29 utons 2015 r. N 162-®3 "O crangaptuzauuu B Poccuiickoit ®enepanun';

0) 3axona Poccwuiickoit ®enepanuu ot 7 deBpans 1992r1. N 2300-1 "O 3amure mpas
norpeburenei”;

B) nocranosneHus IlpaButensctBa Poccuiickoit ®denepamnu ot 2 deBpans 1998 r. N 113 "O
HEKOTOPBIX Mepax, HalpaBIECHHBIX Ha COBEPIICHCTBOBAHUE CHUCTEM 00ECIeYeHHs KauecTBa MPOAYKIIUU U

yc.]-[yr"
1 ObsacTh NpMeHeHUA

Hacrosmuit ctangapt yctaHaBiauBaeT TpeOOBaHUS K CUCTEME 00€CTICUeHUS Ka4eCTBa YUPEKICHHH,
MPEAOCTABISAIONINX COIMANbHBIE YCIYrM (Jajee - YCIYrH) pa3MyHbIM KaTeropusiM TpakIaH,
HY)K,Z[aIOH_[I/IXCSI B COHH&HLHOﬁ IIOMOIIIM, B ITOBBINICHUHN COCTOSHHA 3allIMINCHHOCTH OT yrpo3 HapymeHI/m
UX JKU3HEHHO Ba)KHBIX WHTEPECOB, MPaB U CBOOOJ, B YIYUIIEHUH YCIOBHHA HMX XU3HEACSITEILHOCTH U
paCHII/IpeHI/II/I nux BOSMO)KHOCTGI\/’I CaMOCTOSTCIIBHO O6CCHC‘II/IBaTB CBOH OCHOBHBEIC JKN3HCHHBIC
NOTPEOHOCTH U MOBBIIIATH OJIAr0COCTOSIHUE (Aaliee - KIUEHTHI).

Hacrosmuit ctangapt pa3paboTaH C IENIbIO €r0 HCIOIB30BaHMs B KauecTBE 0a30BOl HOPMATUBHOM
OCHOBBHI TIpH pa3paboTKe cHUCTEeM OOecledYeHHs] KauyecTBa KOHKPETHBIX YUPEKACHHA MPUMEHUTEIBHO K
crieniuke uxX AeITeIbHOCTH.

PazpaboTka yupekJAeHHEM CHUCTeMbl OO0ECHEeueHHUs KauecTBa MPEJOCTAaBIEMBIX WM YCIYT,
OTBEYAIONIEH TpeOOBaHUSAM HACTOSIIIETO CTaHAapTa, OyIeT JIeMOHCTPUPOBATh OCBEIOMIICHHOCTH
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YUPEKIEHUSI O €ro 00s3aTeNbCTBAX M MPUBEPKCHHOCTH YAOBIECTBOPEHUIO TOTPEOHOCTEH W OXKHUIAaHUN
KJIMEHTOB U 3aMHTEPECOBAHHBIX CTOPOH, a TAKXKE CIOCOOCTBOBATH JOCTHXKEHUIO YIOBIETBOPEHHOCTH €T0
yClIyramu.

2 HopMaTuBHbBIE CCHLJIKH

B nacrosiem crangapTe UCIOIb30BaHbl HOPMATUBHBIE CCHUIKU Ha CIEAYIOIINE CTaHIapPThI:

['OCT P 50646 Ycinyru Hacenenuto. TepMUHBI U ONIPEACICHUS

['OCT P 50691 Ycnyru Hacenenuto. Mojienb cucTeMbl 00€CIIEUCHHS Ka4eCTBa yCIyT

['OCT P 52142 CouumanpHoe oOciykuBaHHe HacelleHHs. KadecTBo cornuanbHbIX ycryr. OOmme
ITOJIOKCHUS

['OCT P 52143 CommanbHoe o0cnyxruBanue HacesneHus. OCHOBHbBIE BUABI COLUATBHBIX YCIIYT

['OCT P MCO 9000 Cuctemsl MeHeKMeHTa kauecTBa. OCHOBHBIE MOJOKEHUS U CI0Baph

['OCT P MCO 9001 Cucrembl MEHEIDKMEHTA KaduecTBa. TpedoBaHuUs

I'OCT P HCO 9004 Menemxment kadectBa. KauecTtBo opranmsanuu. PykoBOACTBO 11O
JTOCTHKEHHUIO YCTOMUMBOTO yCIieXxa OpraHu3aluu

IIpumeuanue - [Ipu monbp30BaHUKM HACTOSIIIUM CTaHIAPTOM IIE€TIECOOOPA3HO MPOBEPUTH JCHUCTBUE
CCBUJIOYHBIX CTAHIAPTOB B MH(POPMAIIMOHHOW CHUCTEME OOINEro MOJb30BaHUS - HA OPUITMAIEHOM CaiTe
@DenepallbHOTO areHTCTBA MO TEXHUYECKOMY PEryJupOBaHUI0 U METPOJIOTMHU B CeTH VIHTepHET WM 1o
eXerogHomMy MHGOpPMaIMOHHOMY YyKazaTento "HanuoHanabHble cTaHAAPTHI', KOTOPBIM OMyOJIMKOBAaH IO
COCTOSTHUIO Ha | SIHBaps TEKYIIEro Toja, M MO BBITYCKaM €KEMECSYHOr0 MH(POPMAIIMOHHOTO yKa3aTels
"HannonanpHble cTaHaapThl" 3a TEKyIIud roja. Eciiv 3aMEeHEeH CChUIOYHBIA CTaHAApT, Ha KOTOPBIN JaHa
HEJaTUPOBAHHAs CChLJIKA, TO PEKOMEH]YETCsl MCIOJIb30BaTh JCHCTBYIOIIYIO BEPCHIO 3TOr0 CTaHJapTa C
Y4€TOM BCE€X BHECEHHBIX B JaHHYI0 BEPCHIO M3MEHEHHH. Eciu 3amMeHeH CChUIOYHBIM CTaHAApT, HA
KOTOpPBI JJaHAa JaTUPOBAHHAS CChUIKA, TO PEKOMEHIYETCS HMCIOJIb30BaTh BEPCHUIO 3TOrO CTaHJApTa C
yYKa3aHHBIM BBIIIIE TOJOM YTBEpKACHHS (MpuHATHS). ECiin mocie yTBep KIeHHsT HACTOSAIIEr0 CTaHIapTa B
CCBUIOYHBIA CTaHJApT, HA KOTOPBIM JlaHa JaTUPOBAaHHAs CChUIKA, BHECEHO M3MEHEHME, 3aTparuBarollee
MOJIOKEHUE, Ha KOTOPOE JaHa CChUIKA, TO 3TO MOJOKEHUE PEKOMEHYeTCS TPUMEHATh 0€3 yueTa TaHHOTO
u3MeHeHus. Eciu cChiouHBIi cTaHIapT OTMEHEH 0e3 3aMEHBI, TO TIOJI0KEHUE, B KOTOPOM JlaHa CChUIKa Ha
HEro, PEKOMEHIyeTCS MPUMEHSTh B YaCTH, HE 3aTPAruBalOIIeH 3Ty CChUIKY.

3 TepMuHbI U onpeeIeHUA
B Hacrosimem crangapre npuMeHnensl TepMuHsbl 1o [ OCT P 50646 u 'OCT P MCO 9000.
4 TpeGoBaHus K cucreMe o0ecre4eHUusl KauecTBa yUpeKIeHus:

4.1 TpeboBaHus K cucTeMe OOecreueHuss KadecTBa YUYPEKICHHS YCTAaHOBJIEHBI HACTOSIIMM
CTaHIapTOM B COOTBETCTBMM ¢ mnoJjoxxeHusMu @DenepanpHbelx 3akoHOB Poccuiickoit ®enepanuu u
noctanosyienrem [IpaBurenscTBa Poccuiickoit @enepanny, yKa3aHHBIMH B IPENHUCIOBHH, a4 TaKKe
nosoxkeHussMu ['OCT P 50691, I'OCT P 52142, TOCT P 52143, I'OCT P MCO 9000, 'OCT P MCO 9001
u I'OCT P CO 9004.

4.2 Tloxg cucremoit o0ecredeHHss KadecTBa YUYPEXJAECHUS TOHUMAIOT COBOKYIHOCTH €ro
OpPraHU3alMOHHON CTPYKTYpHI (C pacmpeeseHueM OTBETCTBEHHOCTU COTPYJHHMKOB 3a KaueCTBO YCIIYT),
IpaBUI, METOAOB OOECIEUEeHUs] KauecTBa YCIYyr, NPOIECCOB IPEIOCTABICHUSI YCIYT, PECYpPCOB
yupexkaeHus (JIOACKMX, MaTepUaIbHO-TEXHUYECKUX, WHQGOPMALMOHHBIX M [p.), TapaHTUpPYIOIIEH
OCYIIECTBIICHUE aJJMUHUCTPATUBHOI'O PYKOBOJICTBA KAYECTBOM YCIYT.
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4.3 Cucremy oOecredeHHs] KauecTBa YUPEKIACHHS CO3MAIOT JJs JIOCTHIKCHUS W TOJJICPKAHUS
YPOBHS KayeCcTBa YCIIYT, COOTBETCTBYIOIIETO MPEABABIIEMbIM K HEMY TPEOOBAHUSIM.

4.4 Cucrema o0ecrieueHHUs KauecTBa YUPEKACHHS JOJDKHA SIBIATHCS HEOTHEMIIEMON YacCThIO
o011eil cucTeMBbl ypaBlIeHUs AEITeIbHOCTBIO YUPEXKICHUS MO MPEIOCTABICHUIO YCIIYT.

4.5 Cucrema oOecrieyeHHs KauecTBa YUPEKICHHS TpeJHA3HAYCHA JUIS CO3JaHUS HEOOXOIMMBIX
YCIIOBUM TapaHTUPOBAHHOTO YAOBJIETBOPEHHUS 3aKOHHBIX 3allpOCOB M TOTPEOHOCTEH KIIMEHTOB,
noBbIIeHUS 3()()EKTUBHOCTH M KayecTBa YCIYI Ha BCEX CTAIMsIX HMX IPEAOCTABICHHUS C IIEIbIO
IpeIyNpexKIeHNUs BO3MOXKHBIX OTKJIOHEHHH OT 33JaHHBIX TpeOOBaHWM K 3TUM Yyciayram, oOecredeHHs
penyTanuu yupexaeHus Kak HaJe)KHOTO M OTBETCTBEHHOI'O UCIIOJIHUTENS YCIIYT.

4.6 OCHOBHBIMHM 3a/layaMH, Ha pEIIeHHEe KOTOPBIX [OJDKHA OBITh HampaBieHa CUCTeMa
o0ecrieueHns KauecTBa YUPEKICHMUSI, ABIISIOTCA:

- ocyuecTBieHne 3(P(HEKTUBHOTO KOHTPOJS 32 TEXHHUUECKUMHU, OPTaHU3AIMOHHBIMH U JPYTUMHU
(daxTopamu, BIUSIONIMMH Ha KQYECTBO MPEAOCTABISEMBIX YCIIYT;

- MpeAOTBpAIllEHNEe WM YCTpaHEHHUE JIOObIX HECOOTBETCTBUI KauecTBa YCIYT MPEABbABISIEMBbIM K
HUM TpeOOBaHUSM;

- obecrieyeHre cTaOMIBHOTO YPOBHSI KaueCTBa yCIyT;

- pemieHue Ipyrux 3a/1ad, OTPAKAIOMIMX CIEHU(PUKY NESTEITbHOCTH YUYPEKICHHA W MOTYIIHX
MOBJIUATH HA KAYECTBO MPEIOCTABISEMBIX YCIYT.

4.7 Pa3paboTka u (QYHKIMOHHPOBAHUE CHUCTEMBI OOCCIICUCHHUS KadecTBa YUPESIKICHUS JTOJDKHBI
0a3upoBaThCS HA CAEAYIOIUX OCHOBHBIX MPUHIIUIIAX:

- Ha IPUOPUTETHOCTH TPeOOBAHUMN (3aIIPOCOB) KIMEHTA 110 0OECIIEUEHUIO KaueCcTBa YCIYT, TO €CTh
o0ecrieueHrs YBEPEeHHOCTH B TOM, YTO 3TH TpeOoBaHUS (3ampochl) OyAyT MOJHOCTHIO pEaln30BaHbl MPU
IIPEIOCTABICHUH YCIIYT;

- IpeYNPEKIECHUSX MPOoOIeM KauecTBa YCIyT, TO €CTh 00ECIeUeHUs YBEPEHHOCTH B TOM, 4YTO 3TH
po0OJsieMbl OyIyT NPEAYNPEKIATHCS, a HE BBIABIATHCSA U pa3pelIaThCsl MOC/e UX BOSHUKHOBEHUS,

- COOJIOACHUM TIONIOKEHUH HOPMATHUBHBIX JOKYMEHTOB, PETIaMEHTHUPYIOIIUX TpeOOBaHUS K
yciiyraM, HOpSIAKY U IIpaBUJIaM UX MPEIOCTABIICHUS;

- 00eCIEYeHHOCTH YUYPEKIEHHUS COOTBETCTBYIOIIMMH JIOACKUMHU, MaTEpUaTbHO-TEXHUUECKUMHU U
IpyrumMu  pecypcamu  (0a30Boil M omepaTuBHOW HH(pOpManued, TEXHUYECKOW JOKyMEHTalueH,
TEXHUYECKUMHU CPEACTBAMHU, NAHHBIMU O pe3yiabTaTaxX MPEAOCTaBICHHS YCIYT U WX KOHTPOJIS, UTOTax
OIICHKH KadecTBa u JIp.);

- YeTKOM pacIpe/eNIieHUU MOTHOMOUYMNA M OTBETCTBEHHOCTH IMEPCOHAJa 3a €ro JAeATeIbHOCTh MO
IPEIOCTABIIEHUIO YCITYT, BIUSIONIYIO Ha 0OeclieueHue UX KauecTBa,

- NTUYHOW OTBETCTBEHHOCTH PYKOBOJICTBA YUPEXKIEHHUS 3a KaueCTBO MPEJOCTaBISEMBIX YCIYT,
pa3paboTKy, BHEIpPEHUE U KOHTPOJIb d(HPEKTUBHOCTH CHCTEMBI 00€CIIeUeHUsI KauyecTBa, 3a ONMpeeiieHre
HOJUTUKA B 00OJAacTH KadyecTBa, OpraHM3alMio W oO0IIee PYKOBOACTBO paboTaMH IO OOECHeUeHUI0
Ka4yecTBa,

- oOecrieyeHNH TUYHON OTBETCTBEHHOCTH KaXKJOTO UCIIOHUTEINS 32 KA4eCTBO YCIYT B COYETAHUU C
MaTepUaTbHBIM U MOPAJIHBIM CTUMYJIMPOBAHHEM KaueCcTBa,;

- TOKYMEHTaIbHOM O()OPMIICHUHU TIPABHUII U METOAOB 00ECIeUeHUs KauecTBa YCIYT;

- o0ecrieyeHHH TIOHMMaHUS BCEMH COTPYIHUKAMH YUYPEXKIACHHS TPeOOBaHUN  CHCTEMBI
o0ecrieueHns KauecTBa, MPEAbSIBISIEMbIX K MOJTUTHKE B 00JACTH Ka4ecTBa.

5 OcHoBHBIE (PAKTOPBI, BJUAIOIIHE HA KAYECTBO YCJIYT, H MOPAI0K UX HCII0JIb30BAHUSA IIPH
(popMHpPOBAHUM CHCTEMBI 0O0ecTIeYeHUsI KauecTBa yYpeKIeHUH

5.1 Tlpu d¢opMupoBaHUM CHUCTEMBI KauecTBa YUPSKACHHH (TIPU OMNpPENEICHUU TOJUTHKH
yUpexKIeHUuss B 00JacTh KayecTBa, pa3pabOTKU JIOKYMEHTAIIMM CHUCTEMBbI OOECHedeHHs KauecTBa,
opraHu3any padboT MO KadyecTBY) HEOOXOAMMO YUYUTHIBATh Pl (PAKTOPOB pa3IMUHOTO XapakTepa,
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KOTOpBIE B 3HAUUTEIILHON Mepe BIUSIOT Ha KAUECTBO MPEAOCTABISIEMbBIX YCIIYT.

[TpaBuibHBI y4eT 3TuUX (AKTOPOB, UX MCIIOIb30BaHHE IPH pPa3padOTKE COOTBETCTBYIOILUX
JOKYMEHTOB CHCTEMBI OOECIEYEeHHUs KayecTBa M B NPAKTUYECKOH ICATENbHOCTH YUPEKACHUS OyIyT
CHOCOOCTBOBATh MOBBIIEHUIO KAYECTBA IPEAOCTABIAEMBIX YCIIYT.

5.2 OcHOBHBIMHU (haKTOPAMHU SBISIFOTCS:

- HUJINYME U COCTOSTHUE JJOKYMEHTAIMH, B COOTBETCTBUH C KOTOPOH (DYHKIIMOHUPYET yUpPEXKICHUE;

- YCIIOBUSA PA3MELICHUS YUPEKICHUS;

- YKOMIUIEKTOBAaHHOCTb YUPEXKACHUS CIELUAINCTAaMU U UX KBalIU(pUKaLus;

- CIeUAIbHOE M Ta0eIbHOE TEXHWYECKOE OCHAIIEHUE yupexkaeHus (00opymoBaHHe, MPHOOPHI,
anmnaparypa 1 T.1.);

- cocrosHHE HMH(POpPMAUU 00 YUPEKACHUU, TMOPAIAKE M MPaBUIAX IPEIAOCTABICHUS YCIYT
KJIMEHTaM;

- HAUIMYHE TIOPS/IKA MTPOBEICHUS] BHYTPEHHHUX MPOBEPOK (PYHKITMOHUPOBAHHS CUCTEMBI.

5.2.1 B coctaB 1OKyMEHTAIMH JOKHBI BXOJUTH!

- VYcraB (MOJIOKEHME) YUPEKICHMS, BKIIOYAOIMNA B ce0s CBEACHHUS O MpeJHa3HAYCHUU
yUpEXKAEHUs, Hopsiike ero (GpOopMHUpPOBaHUS, COAEP)KAHUHU, PEOPraHU3alUM, CBEICHHMS 00 OCHOBHBIX
3a/la4ax €ro JesTeNbHOCTH, KAaTeropusix OOCIy)KMBAE€MbIX JIUI], MOPSJAKE U YCIOBUSAX 3a4MCIEHUS Ha
o0cCily’)KMBaHHe, O CTPYKTYPHBIX MOJpa3[elIeHUs X U HUX OCHOBHBIX 3aj7ayax, CBeleHUs 00 oO0beMe U
HOPSI/IKE MPEIOCTABICHUS HMU YCIYT U O APYTHX OPTaHU3AIMOHHBIX U TEXHHYECKUX 3a7adax U TeMax;

- IIOJIO’KEHMSI O CTPYKTYPHBIX MOAPa3ACICHUAX YUPSKICHUS, COJEPIKALINE CBEACHUS O KATErOpUsiX
rpaxJaH, oOCITYXKMBAa€MbIX TEM WJIM HHBIM IIO/pa3AeiCHUEM, CTOSIIUX Iepe] HUM 3a/Jadax, CPOKax H
YCIOBUAX OOCITY>KUBaHMsI Tpa)K/laH, CBEJCHHUS O JOMOJHUTENIBHBIX JTOKYMEHTAaX, HEOOXOJUMBIX IJIs
3aUUCIIEHUsT Ha OOCIy)XMBAaHME B JIaHHOE TMOJpA3/EICHHE, CBEJIEHUS O KOJIMYECTBE COTPYAHHUKOB
HOJpa3/IeNIEHus], UX OCHOBHBIX 00SI3aHHOCTSIX U T.JI.;

- PYKOBOJICTBA, CITyeOHbIe MHCTPYKIIMHU, TIPAaBUIIAa, METOJAUKH TEXHOJIOTUH, TpeTHa3HAYeHHBIS /IS
periaMeHTHpPOBaHUSl Tpoliecca MPEeJOCTaBICHUs YCIYyI, OIpeaeseHUus] MeToJI0B (Cmoco0OoB) HX
IPEIOCTABIIEHUS U KOHTPOJIS, a TAKXKE JJIs1 COBEPLICHCTBOBAHUS PaOOThI yUpEKICHUS;

- JOKyMeHTaIus: Ha o0opyJ0oBaHue, MPHOOPHl U anmaparypy, ClocoOCTBYIOIIAas 00ECIEUEeHUIO UX
HOpPMaJIbHOW M 0€30IMMacHON HKCIUTyaTallud, OOCTY>KMBAHHUS M TOJJIEpX,aHUs B PabOTOCIIOCOOHOM
COCTOSIHUH;

- HalMOHAJIbHBIE CTaHAAPTHI, COCTABJISIONIME HOPMATUBHYIO OCHOBY IPaKTUYECKOW padOThI
YUpEXKAECHUS B 00JIACTH MPEJOCTABIAEMBIX KIMEHTaM COLUANIBHBIX YCIIYT;

- CHEUMATIbHBIM KOMIUIEKT JOKYMEHTOB, MPEICTaBISIONINI co00i NOKyMeHTallbHOE OpOpMIIEHHE
CHCTeMBbl 00eCTIeUeHHsI KauyecTBa yUpexaeHus (cM. paszen 6).

B 3aBHCHMOCTH OT TOr0, HACKOJIbKO Kau€CTBEHHO COCTaBJIEHBI BBIIIECTIEPEUHCICHHbIE TOKYMEHTHI
U KBaJM(UIIMPOBAHHO U YETKO M3JIOKEHBI B HUX 00S3aHHOCTH, MPaBa, MOPSA0K BBIOTHEHUS Pa3IMUHBIX
poueAyp MpH MPEAOCTaBICHUM YCIYT, Apyrue (yHKIUU MEepcoHaja, 3aBUCUT 3((PEeKTUBHOCTh pabOThI
YUPEKACHUS U KaueCTBO MPEAOCTABISAEMBIX UM YCIIYT.

VYka3aHHbIEe JOKYMEHTHI JOJDKHBI COCTaBJISTh OCHOBY JOKYMEHTAIlMM CHCTEMbI OOecredeHHUs
KadyecTBa yupexaeHus. [IpudeM B mporecce GopMUpPOBaHUS CHCTEMBI 00ECIIEUeHUsI KaueCTBa OHH MOTYT
OBITh TIPU HEOOXOIUMOCTH OTKOPPEKTHPOBAHBI C IENBI0 MPHUBEICHHS X COJCPKAHUS B COOTBETCTBUE C
TpeOOBaHUSAMHU, IPEIBIBIAEMBIMI K HUM KaK K 4YaCTH JOKYMEHTALMU CUCTEMbI 00eCIIeYeHUs KauecTBa.

5.2.2 YcnoBus pa3MenieHus yupexaeHus, odecrednBaomye ero 3pQpexTuBHy0 padoTy, JTOIKHBI
OBITH CIETYIOLIMHU:

- YUpEXKIEHUE U €ro CTPYKTYpHBIE MOJpa3felieHHs JODKHBI ObITh pa3MelIeHbl B CIIEHUATbHO
npeIHa3sHAYeHHOM(BIX) 3/1aHUU(AX) WK TIOMEIIEHUX, JOCTYIHBIX JJISi BCEX KaTeropHil 00CITyKHBaeMBbIX
rpaxJaH, B TOM 4YMCJI€ IS MHBAJIUAOB M APYTrUX MaJOMOOWIBHBIX Ipymnn HaceneHus. [lomemenus
JIOJDKHBI OBITH 0OECTIEYeHbl BCEMH CPEICTBAMU KOMMYHAJIbHO-OBITOBOTO OOCIY)KHBaHUS, Telle()OHHOM
CBs3b10 U IHTEpHETOM;

- 7O pa3MepaM U COCTOSHHIO  IIOMEIIEHUS  JIOJDKHBI ~ OTBeYaTh  TPeOOBaHUSAM
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CaHUTAPHO-TUTUEHUYECKUX HOPM M TMpaBHJ, O€30MacHOCTH TpyJda M JOJDKHBI OBITH 3alUIIEHBI OT
BO3EUCTBUS (DAKTOPOB, OTPULIATEIILHO BIMSIOIMX HA KAaYECTBO MPEJOCTABISAEMBIX YCIYT (IIOBBIIEHHBIX
TEMIIepaTypbl BO3yXa, BIAKHOCTH BO3yXa, 3albIJICHHOCTH, 3aTra30BaHHOCTH, IIIyMa, BUOpauy U T.1.);

- IUIOINAJb, 3aHUMaeMas YUpeXKJIEHHEeM, JOJDKHa oOecreuyuBaTb HOPMAJIbHOE pa3MelleHue
NepCOHAJIA, KJIMEHTOB U IPEJOCTABICHUE UM YCIIYT.

B cBs3u ¢ 3TMM npu pa3paboTke CHUCTeMbl 00ECHEeueHHs] KauecTBa YUPEKICHHs TOJDKHbBI ObITh
IIPEyCMOTPEHBI MEpPbI, HAIIPABJICHHBIE HA CO3/aHUE WIM NOJAECpKAHUE YHNOMSHYTBIX YCIOBUM, a mpu
HEOOXOIMMOCTH - U BO3MOKHOCTHU Ha UX YJIyYIlIEHHE.

5.2.3 Bonpochl yKOMITJIEKTOBAHHOCTH YUPEKACHHUS CIIEHUAINCTAMUA M UX KBaJTH(PHUKAIMU TAKKE
JIOJDKHBl HAWTH OTpakeHHWE B cHUcTeMe OOECIEeUeHMsl KauyecTBa - OJHOM M3 BaKHEHIIMX (DaKTOpOB,
BIIMSIOUIMX HA KAYECTBO YCIIYT.

B uuncne ¢akropos, nmopiexamux pelIeHUI0O B PaMKax CHUCTEMbI 00ECHEYEHHUs] KauecTBa, MOTYT
OBITH:

- TIOJIHAsl YKOMIUIEKTOBAaHHOCTb YUPEXJIEHUsI HEOOXOAUMBIMU CIIELUAINCTAMU B COOTBETCTBUU CO
HITaTHBIM PaCIHCAHUEM;

- noabop  CHENMAJIMCTOB  C  COOTBETCTBYIOLIMM  OOpa3oBaHMEM,  KBaJu(UKaLUEH,
po¢eCCHOHATBLHOM MOIrOTOBKOM, 00IaJaf0IINX 3HAHUSIMUA M OITBITOM, HEOOXOJMMBIMH JIJISI BBITIOJTHEHUS
BO3JIO)KEHHBIX Ha HUX OOS3aHHOCTEH; NOCTOSHHOE MOBBIIEHUE MX KBAIM(UKAUK IyTeM OoOyueHHs Ha
Kypcax NepenoroTOBKH U MOBBIIICHNS KBATH(PHUKAINN HIIM HHBIMHA CIIOCO0aMU;

- YeTKoe paclpelelieHue O0s3aHHOCTEH CHEelMaIMCTOB, MW3JIOKEHHBIX B  JOJDKHOCTHBIX
MHCTPYKLUAX, METOJUKAaX U JPYruX JOKYMEHTaX, perjaMeHTHPYIOIIMX MX O0sS3aHHOCTH, IpaBa HU
OTBETCTBEHHOCTb;

- 00s13aTeNIbHAs aTTECTALUS CIEUAINCTOB B YCTAHOBJIEHHOM IOPSIJIKE;

- BOCIIUTAHUE y BCEX COTPYAHHUKOB YUPEKIAECHHUS BBICOKMX MOPAIBHBIX U MOPAJIbHO-ITUYECKUX
Ka4yecTB, YyBCTBA OTBETCTBEHHOCTH U HEOOXOJUMOCTH PYKOBOJICTBOBAThCS B CBOEH paboTe C KIMEHTaMU
IOPUHIUIIAMUA TYMaHHOCTH, CIIPAaBEUIMBOCTH, OOBEKTUBHOCTH U J0OpOKENATETbHOCTH, YUYUTHIBAs HX
duznyecKoe U MCUXUUECKOE COCTOSHUE;

- IPUHATHE MEp K HENOMYLIEHUIO pa3MIallleHUs] COTPYJHUKAMU YUPEXKIECHHUS CBEACHHUH JIMYHOIO
XapakTepa O KJIMEHTaxX, TaK KaK 3TH CBEJIEHHUS COCTABISAIOT CIY)KEOHYI0 TallHy M 3a MX pasIJialleHHe
BUHOBHBIE HECYT OTBETCTBEHHOCTb B IOpPAJKE, YCTAaHOBJIEHHOM 3aKOHOAATEIbCTBOM Poccuiickoin
denepanuu.

524 [lng KayecTBEHHOTO MPEAOCTABICHMUS YCIYr YUYPEKICHHE MJOJDKHO OBITh OCHAIIEHO
CHEIHaJIbHBIM U Ta0eNbHBIM 000pYy/IOBaHUEM, aNMapaTypoi U MpuOOpaMu, OTBEUAIOUIUMHU TPEOOBAHUAM
COOTBETCTBYIOIIUX CTAHJAPTOB, TEXHUYECKUX YCIOBHMM, JPYIMX HOPMAaTUBHBIX JOKYMEHTOB U
oOecreunBarOIMMHU HaJuiexallee KayeCTBO MPEI0CTaBIIEMbIX YCIYT.

B cBs3M ¢ 3TUM B cHcTeMe KauyecTBa YUPEXKJICHHs JOJDKHBI ObITh MPEAYCMOTPEHBI MEPOIPUSTHS,
HalpaBJieHHbIE HA TO, YTOOBI:

- 00opyoBaHue, MPUOOPHI U anmaparypa HUCIoJb30BAINCH CTPOTO MO HA3HAUYEHHUIO B COOTBETCTBUU
C JIOKyMEHTalMel Ha uX (PyHKIHOHHUPOBAHUE M SKCIUTyaTallUIO, COJIEPKAINCh B TEXHUUYECKH HCIIPaBHOM
COCTOSIHUH, KOTOPOE JTOJIKHO CUCTEMATHUECKH ITPOBEPATHCS;

- HeucmpaBHOe 0OOpynoBaHHE, NMPUOOPHI U ammapaTrypa, Jaroliue Mpu paboTe COMHHUTEIbHBIE
pe3yibTaThl, CBOEBPEMEHHO CHUMAIIUCH C KCIUTyaTalluH, 3aMEHSJINCh WM PEMOHTHPOBAIHUCH (€CIIU OHU
MOJIJIEKAT PEMOHTY), a IPUTOAHOCTh OTPEMOHTHUPOBAHHBIX MOATBEPKAAIACH UX TPOBEPKOI.

5.2.5 TlonHOe W JOCTOBEPHOE IMpeoCcTaBlIeHNne WH(OPMAIMU, MPEXIE BCEro KIMEHTaM, JOJIKHO
ABJIATHCS COCTABHOM YaCThIO CHUCTEMBbI OOECIEYeHMs] KaueCcTBa YUPEKIEHHUS, TaK Kak 0e3 MpaBHIbHO
OpPraHU30BaHHOTO MH()OPMAIIMOHHOTO IPOIEcca HEBO3MOXHO OOECIEeYUTh KaueCTBO MPEIOCTaBIIIEMBIX
yCIIyT, COOTBETCTBYIOILIEE 3alpOCaM M HYKJaM KJIMEHTOB.

Cocrosinre uH(popMalMu 00 YUPEXKACHUH U TPABWIAX TPEIOCTABICHUS WM YCIYT JIOJIKHO
COOTBETCTBOBATh TpeOOBaHMsIM | 1].

B nokymeHTanuu cuctemMsl o0ecriedeHrs: KadyecTBa yUpexkKIeHUH 3I0KeHne HH()OpMAIH TOTDKHO
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OTBEUaTh CIEAYIOIUM TPEOOBaHUSIM:

a) yupexxJeHue 00s3aHO JOBOAUTH J0 rpakJaH CBOE HAUMEHOBAHHE M MECTOHAXOXKJCHHE JTHOOBIM
CrocoboM, TPEeIyCMOTPEHHBIM 3aKOHOAATENhCTBOM Poccuiickoit ®Demeparuu, NpPeaOCTaBIATh 10
TpeOOBaHUIO KJIMEHTOB HEOOXOJUMYI0O U JOCTOBEPHYI0 HMH(OPMAIMIO O BBIMNOJIHIEMBIX YCIyrax,
MO3BOJISIOIIYIO UM CJIeIaTh KOMIIETEHTHBIH BBIOOD;

0) coctaB nHpopMmaluu 06 yciayrax (B COOTBETCTBHH C | | |) T0JDKEH BKIIIOYATh B CEOsI:

- IEpEYEHb OCHOBHBIX YCIIYT, IPEAOCTABISIEMBIX YUPEKICHUEM,

- XapaKTEepUCTUKY KaXJIOH yclyrd, o0JlacTh €€ MpeOCTaBICHHS W 3aTpaThl BPEMEHH Ha ee
IIPEIOCTABIICHUE,

- B3aMMOCBSI3b MEX]ly KaueCTBOM YCIYT'H, YCIOBUSIMU €€ MPEAOCTaBICHUS M CTOMMOCTBIO (TpU
HEOOXOMMOCTH),

- BO3MOKHOCTb TOJIYyYEHUS OLIEHKH KaueCcTBa YCIYTU CO CTOPOHBI KIIUEHTA,

- YCTaHOBJIEHHE B3aMMOCBS3M MEX]Yy MPEIJIOKEHHONM YCIyrol M peajlbHbIMU IMOTPEOHOCTAMU
KJIMEHTA,

- IpaBUJIa U yCIoBUS 3P PEKTHBHOTO U OE30MIACHOTO MCIIOJIB30BAHMSI YCIIYT,

- rapaHTUHBIE 003aTENBCTBA YUPEKACHUS - UCTIOTHUTEIS YCIYT;

B) nH(MOpMAIHs 10JDKHA OBITH JOCTOBEPHOH M NoaHOK. Ecnu npegocTaBieHre HEOCTOBEPHOM I
HEJOCTAaTOYHO MOJHON MHpOpMauu 00 yciIyre MoBJIEKIO 3a cO00i MPUUMHEHNE Bpea KU3HH, 310POBbIO
WIM UMYILIECTBY KJIMEHTa (BCJIEICTBUE MPOU3BOACTBEHHBIX, PELIEIITYPHBIX U MHBIX HEJIOCTATKOB YCIYTH),
OH BIIpaBe NPEIbSIBUTH YUPEKACHUIO TPEOOBAHUS O BOZMELICHIH PUYMHEHHOTO BpE/a.

6 JloxymentanbHoe opopMiIeHHE CHCTEMbI 00ecTiedeHsl KayecTBa

6.1 Cucremy obecrneueHusi KauecTBa OQOPMIISIFOT B BHJIE KOMIUIEKTa JOKYMEHTOB (PYKOBOJICTB,
MOJIO)KEHUH, WHCTPYKUUH, METOJUK U T.J.), B KOTOPBIX YCTaHABIMBAIOT TPEOOBAHHUS K CHUCTEME
obecrievyeHns KauecTBa YUPEKIACHHSI B 1I€JIOM U K €€ COCTaBHBIM YacTsIM, YKa3aHHBIM B 4.2.

Cremnens JOKYMECHTHPOBAHHOCTH CUCTEMBI oOecrieueHns KauyecTBa Pa3IMIHBIX yqpemneHHﬁ MOXKET
OTIIUYATHCS B 3aBUCHUMOCTH:

- OT pa3Mepa W TMpeTHA3HAUYCHUs YUPEXKICHHS, XapakTepa U 00bema MPeAoCTaBISIEMbIX YCIYT,
KaTeropuii 00CIy>KuBaeMoro HaceIeHus;

- CIIO’KHOCTH TIpOIIecca MO MPEI0CTABICHUIO YCIYT;

- KOMITETEHIUH TePCOHANa YUPEKICHUS.

JoxymeHTarus MOXeT ObITh JTF000M (POPMBI K Ha TFOOOM HOCHTEIIE.

6.2 JIoKkyMEeHTAIMI0 CUCTEMBbl 0OecledeH sl KayecTBa cieayeT opopMiIATh KaKk COCTAaBHYIO 4acThb
BCEU TOKYMEHTAINN YUPEXKACHUS U YTBEPKIAATh B YCTAHOBICHHOM ITOPSIJIKE.

6.3 OCHOBHBIM JOKYMEHTOM CHCTEMbI OOECTICUEeHHU S KaueCTBA YUPEIKICHUS SBISETCS PYKOBOICTBO
10 Ka4eCTRY.

B Hem wm3nmarator oOmiee omMcaHWe CUCTEMBI OOeCTeueHUs KayecTBAa NPUMEHUTEIBHO K
KOHKPETHOMY YUPEXICHUIO, Pa3bsCHAIOT MOJUTHKY YUpEeXJEHUs B 00JacTH KauecTBa, OTPaKaroT
OpPTaHHU3AIMOHHYIO CTPYKTYpPY CHCTEMBI OOECTeueHHUs KauecTBa, 3aJaud U (YHKIUU TOApa3ACTICHUN U
CITYXO0 ydpexaeHHUs B 00JacTH KauyecTBa, MPUBOJAT CBEACHHUS O KOMILIEKTE JIOKYMEHTOB BCEX YPOBHEH,
COCTaBISIONINX HOPMATHBHO-METOJUYECKYI0 0a3y cHCTeMbl OOECIeYeHUs KadyecTBa, YCTAHABIUBAIOT
MOPSAOK BHEAPEHUS, PYHKIIMOHUPOBAHUS M KOHTPOJISI CUCTEMbI OOeCIeueHusl KauyecTBna.

6.3.1 ITonuTuka B 061acTH KauecTBa AOHKHA YCTAHABIMBATH OCHOBHBIC 1IEJIH, 3314l ¥ PUHITUIIBI
NEeSTENIbHOCTH yUYpEeXKIEHUs B 00JacTH KadyecTBa, JIOKYMEHTAIbHO O(OpPMIIEHHbIE U MPHUHSATHIE K
00513aTeIbHOMY BBITIOJHEHUIO B YUPEKICHHH.

6.3.1.1 Llenu mOAUTUKH B 00JIACTH KA4eCTBA IOJHKHBI OTPAXKATh CIASAYIOIINE BOTIPOCHI:

- o0ecrieueHre MOCTOSTHHOTO YIOBJIETBOPEHHSI KITMEHTOB MPEI0CTABISIEMbIME YCITyTaMH;

- TMIOBBIIIICHUE KauyecTBa YCIYT U Y(PPEKTUBHOCTH (PE3yIHbTATUBHOCTH ) MX MPEIOCTABICHUS,
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- NPHUHATHE NMPODUIAKTUYECKHX Mep MO MPeAYNPEekICHUIO MM YPEryJIMPOBAHUIO MPETCH3UH H
JKaJI00 KIIMEHTOB;

- IPOYKE BOIIPOCHI, OTPAKAIOIINE CTICHUPHUKY ACITEIBHOCTH YUPEKICHUSI.

CopnepxkaHue OCHOBHBIX 3aJjad M IPUHLUIIOB JAEATEIBHOCTU YYPEXKICHHsS B OOJIaCTH KayecTBa
npuBeNEHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsny c¢ moapoOHBIM H3JI0KEHHEM IIejieH, 3a1ad W NPHHIIMIIOB B PYKOBOJCTBE IO
Ka4eCTBY MOJDKHBI OBITh YETKO ONpeAeNeHbl M C(HOPMYIMPOBAHBI MOPSIOK M CHOCOOBI (METOABI) MX
peanu3aluH.

6.3.1.3 OTBETCTBEHHOCTH 3a MOJIUTUKY B 00JIACTU KayeCcTBa HECET PYKOBOAUTEb YUPEKICHUS.

PykoBoauTens ydpexIeHus JODKEH 00eCHeunTh pa3bsCHEHUE U JIOBEIEHHE ATOH MOJUTHKH 0
CBEJICHMSI BCETO IepCOHaNa YUPEKACHUSI, YETKO ONPEIEIIUTh ITOJHOMOYMS, OTBETCTBEHHOCTh M NOPSAJOK
B3aMMO/JICHCTBHS BCEro MEPCOHANIA YUPEXKIEHUS, OCYIIECTBISIONIEI0 PyKOBOACTBO, UCIIOJHEHNE YCIYT U
KOHTPOJIb J€SATEIbHOCTH, BIUSIOLIEH Ha KAUECTBO yCIYT.

6.3.1.4 B ¢opmupoBaHUH TNOJUTHUKKM B OOJACTH KadecTBAa [OJDKHbI IPUHUMATh Yy4acTHE BCe
PYKOBOJUTEIH, OCYILIECTBIISIONINE YIPABIECHUE YUPEKACHUEM.

6.3.1.5 TlonuTHka yupexaeHus B 00JacTH KadyecTBa JOJDKHA OXBAaThIBaTh BCE HAIIPABICHMS €0
JeSITeIbHOCTH, OTBEYATh MOTPEOHOCTSIM U 3aIIpOcaM KIMEHTOB, CITIOCOOCTBOBATD YIyUIIEHUIO COITMATIBHBIX
U KOHOMHYECKHX MoKazaresedl yupexaenus. [lonuTuka B 06JacTu KayecTBa J0JDKHA COJEPKATh TAKKe
0053aTeNIbCTBO  PYKOBOJCTBA  YYPEXKJEHUS  OCYIIECTBIATh IOCTOSIHHOE  YJIYyYIlIEHHE KadecTBa
00CITy’)KUBaHUsI KIINEHTOB.

6.3.1.6 IlonuTuka yupexaeHus B o0jacTh KayecTBa JOJDKHA BHEIPSATHCS BO BCEX CTPYKTYPHBIX
HOJPA3/IeNIEHUsIX YUPEXKICHUS M pEryjsipHO IOJBEprarbcs aHalM3y Ha IpeaIMeT €€ IOCTOSHHOMN
aKTyaJIbHOCTH U IIPUTOTHOCTH.

6.3.1.7 Peanu3zanusi NOJUTHKH YUYPEXJEHUS B OO0JACTM KauyecTBa JOJDKHA OBITh oOecreueHa
HEO0OXOIUMBIMU pecypcaMH (KaJpOBbIMH, MaTEPUATbHO-TEXHUUYECKUMHU, THPOPMAITMOHHBIMU U JIp.).

JUis  BBIMONTHEHMsST TPUHATOW  YUpeXJEHHMEM TNOJIMTUKM B  0O0JIaCTM  KadecTBa Iepen
NOJpa3eNICHUsIMU U CIyXKOaMH YUpEKICHHs] CTaBATCS 3aJladyd Ha KOHKPETHBIE IJIAHOBBIE MEPHOIbI,
KOTOpblE MpPU HEOOXOJMMOCTH CBOEBPEMEHHO YTOUHSAIOTCSA M KOPPEKTHUPYIOTCS PYKOBOICTBOM
YUPEXKICHUS.

6.3.1.8 B yupexaeHuu crenyer NPOBOJAUTH MEPONPHUATHS, OOECleUMBaONINEe IMOHUMaHHE,
HNOJIEPKKY U pealn3alMio MOJIUTUKHI B 00JIACTH Ka4eCTBA BCEMU COTPYIHUKAMH YUPEXKIECHUS.

6.3.2 OpranuzalMoHHas CTPYKTypa CUCTEMbI 00OeCIIeYeHUs1 KayecTBa MOKET ObITh Npe/iCTaBlIeHa B
BUJIE CXEMBI (C HEOOXOJIMMBIM TOSICHEHUEM), Ha KOTOPOU JTOJDKHBI OBITh M300paXKEHBI BCE CTPYKTYPHBIC
HOJpa3/IeIeHus, HETTOCPEICTBEHHO Y4YacTBYIOIIME B IMPEIOCTABICHUU YCIYr MM O0ECleYMBAIONIUE HX
IIPEI0OCTaBIICHUE.

B mosicHeHuM Kk cxeme JOJDKHBI ObITh OTPaKEHbI 3a1aud, (YHKIUU M OTBETCTBEHHOCTb BCEX
noJipa3fieNieHuil U Ciy)k0 yupexJeHus B 00JacTH KadecTBa U MPUBEACHBI CBEIACHUS O JOKYMEHTaxX BCEX
YPOBHEH, KOTOpBIE JOJDKHBI COCTaBJISATh HOPMAaTHBHO-METOAMYECKYIO 0a3y CHCTEMBbl OOeCIeUeHHs
KayecTBa YUpexkKICHUS.

CBeneHus O JOKYMEHTaX MOTYT OBIThb IpEJCTaBlIEHbl B BHJIE CaMHMX JOKYMEHTOB, IOBTOPHO
pa3paboTaHHbIX (MTOJIUTUKA B OOJACTH KadyecTBa W Jp.) WIM YK€ JACUCTBYIOUIMX B YUPEXKICHHUH
(TOJIO’KEHUs, MUHCTPYKIMM, METOAMKH, PYKOBOJCTBA, MpaBHUia M T.A.), HO OTKOPPEKTHPOBAHHBIX NPHU
HEOOXOJUMOCTHU B LIeJsX OoJjiee MOJHOrO y4eTa B HUX BOIPOCOB KadyecTBa, MO0 B BUIE CCHUIKM Ha 3TH
JOKYMEHTHI ¢ HHpOpMalueil 06 ux npegHasHauYeHUH U KPaTKOM COJIEPKaHUH.

6.3.3 JlokyMeHTalusi CHUCTeMbl OOeCledYeHHs] KadecTBa YUPEXJACHUS JIOJDKHA MOCTOSHHO
HOJ/IEP’)KUBATHCS B pab04YeM COCTOSIHUU; YCTApEBUIYIO JJOKYMEHTAIUIO CIIEAYET CBOEBPEMEHHO M3bIMATh U
3aMEHATH HOBOM.

7 Opra}msaunﬂ paGOTI)I M0 Ka4eCTBY YCJIYI' B CUCTEME o0ecneyeHHUsI KauecTBa

22.07.20222 Cucrema 'APAHT 7/10



Harnmonansusiii crangapt PO T'OCT P 52497-2020 "CouumansHoe o0CTykuBanue HacencHus. Cucrema o0ecieueHus. . .

7.1 I1o;1THOMOYHSA ¥ OTBETCTBEHHOCTH MEPCOHAJIA

7.1.1 B cucreme oOecreueHHs] KadecTBAa YUPEKACHHUS JOJDKHBI OBITh YETKO ONpeAeICHbI
IIOJTHOMOYHSI, OTBETCTBEHHOCTh M B3aMMOJICHCTBHE BCEro NEPCOHANA YUPEXKICHHsI, OCYIIECTBIISIOLIETO
PYKOBOJICTBO PabOTOM, IPEAOCTABICHHE YCIAYT U KOHTPOIIb IEATEIbHOCTH, BIUSIONICH Ha KAYeCTBO YCIYT.

OT0, B IEPBYIO OYepelb, JOJKHO OTHOCHTHCS K OOCIYXHMBAIOIIEMY I[E€pPCOHAIY, NIEATEIbHOCTh
KOTOPOTO CBSi3aHA C BBHIMOJIHEHHEM TAaKHX IPOLENyp, KaK BBIABICHHE NMPETCH3MH M Kanod KIMEHTOB,
IPOBEICHUE MEPONPUATHI MO0 YCTPAHEHUIO MIIM MIPEIYIPEKAECHUI0 HEJOCTATKOB, KOHTPOJIb BBINOJIHEHUS
TUX MEPOIPUATHH.

7.1.2 B yupexineHuM JOKHO ObITh HA3HAUYE€HO OTBETCTBEHHOE JMLO (IpeACTaBUTENb
PYKOBOJCTBA) U3 YHMCJIa PYKOBOJAUTEIEH yUPEKIEHUS, KOTOPOE HE3aBUCUMO OT IPYI'MX BO3JIOXKEHHBIX Ha
Hero oO0s3aHHOCTEH MJOJKHO OTBEYaTh 3a HaJUIeXKalllee BBINOJIHEHUE TpeOOBaHUM, YCTaHOBJIEHHBIX
HACTOALIUM CTaHJApPTOM, U UMETh IIOJTHOMOYMSL:

- JuIs obecriedeHus pa3paboTKU CUCTEMBI 0OeCIIeYeHUs] KauecTBa, €€ BHEIPEHUS U MOAJCPKAHUS B
paboueM COCTOSIHUY;

- TPeNOCTaBICHUS OTYETOB PYKOBOJIUTENIO YUPEKACHUS O (PYHKUMOHUPOBAHUM CHCTEMBbI
o0ecrnieyeHrs KauecTBa C LIEJIbI0 €€ aHAJIM3a U UCII0JIb30BaHUSI MOJIYYEHHBIX PE3YIbTATOB KaK OCHOBBI JJIf
JAJIbHEHMILIEro COBEPIIEHCTBOBAHUS.

7.1.3 VYupexaeHUe [TOJKHO YCTaHOBUTH MOPSAOK pa3pabOTKu (MM KOPPEKTHPOBKH, HpHU
HEOOXO0IMMOCTH), PACCMOTPEHHMsI, YTBEPXKIECHUS U BEJCHMS BCEX JTOKYMEHTOB, OTHOCSIIMXCS K CHCTEME
o0ecrnieueHns KauecTBa, a TAaKKe MOPSA0K UX MPEAOCTaBICHHUS.

7.2 BHyTpeHHHUE IPOBEPKHU CHCTEMbI Ka4ecTBa

7.2.1 B cucreme oOecrieueHHss KadecTBa YUYPEXKIEHHUS JODKEH ObITh pa3paboTaH U
HNOJ/IEP)KUBAaThCSI B pabodyeM  COCTOSHHUU  HOPSAOK  IPOBEAEHUS  BHYTPEHHUX  IPOBEPOK
(YHKIIMOHUPOBAHUSI CUCTEMBI OO€cIiedeHMs] KauecTBa. BHyTpeHHHE NpPOBEPKU CHUCTEMBI OO€CIEUEHHS
Ka4yecTBa YUYPEXJECHHUS MPOBOJAT C IENbI0 PETYyIspHOM OIEeHKH ee 3()(HEKTHBHOCTH M COOTBETCTBUS
YCTaHOBJIEHHBIM TPEOOBaHUSM, a TaKXKe JJIs MOIy4eHUs HHPOpMaluu, HeoOXouMon A 3P PEeKTUBHOTO
(YHKLIMOHUPOBAHUS 3TOW CUCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 3a OPraHU3aLMI0 U MPOBEIEHUE MPOBEPKH CUCTEMBI OOECIeueHUus
KayecTBa YUYpPEXJIEHHUs JOJDKeH OBbITh NpeACTaBUTENb pPYKOBOJACTBA, OTBETCTBEHHBIH 3a CUCTEMY
oOecrnieyeHns KayecTna.

7.2.3 OTBETCTBEHHBIMHM HUCIOJHUTEISMHU II0 NPOBEIEHUIO NMPOBEPOK PEKOMEHIYETCS Ha3HadaTb
pyKoBoauTeNe moapasaencHui, 3(G(OEKTUBHOCTh U KAYECTBO JICSITEIBHOCTH KOTOPBIX 3aBUCAT OT
KauecTBa JIeATENbHOCTH MPOBEPSAEMBIX [TOAPA3AEIICHUN.

7.2.4 3bPeKTUBHOCTD CHCTEMBI 00ECTICUCHHS KaueCTBa YUPEKICHUS ONPEACIISIOT M0 pe3ybTaTaM
€€ OLIEHOK, MOJIy4aeMbIX IPU IPOBEPKax.

7.2.5 B mpouecce mpoBEpKHU CHUCTEMBI OOeCleYeHHs] KadecTBa YUpPEeXJACHUH (M €€ COCTaBHBIX
qacTel) OCYIECTBIIAIOT:

- KOHTPOJIb COOTBETCTBHSI CUCTEMBI 00€CTIeUeHHs KauecTBa TPeOOBAaHUSAM HACTOSIIETO CTaHIapTa U
JIOKYMEHTaIlM1 Ha HEE;

- QHAJIU3 U OLEHKY COCTOSHUS (PYHKIIMOHUPOBAHUS CHCTEMbI 00eCledYeHMs] KayecTBa B II€JIOM U
OTJIENIbHBIX €€ COCTABHBIX YacTel;

- aHaJIM3 COOTBETCTBUS MPEAOCTABISIEMBIX YCIYT TPEOOBAaHUSAM HOPMATUBHBIX JOKYMEHTOB;

- QHAJIU3 U OLIEHKY Pe3YJIbTaTOB PabOThl YUPEKACHUS B 00JIACTH KauecTBa yCiyT;

- BBIpaOOTKY KOPPEKTHUPYIOIIUX JEHCTBUI, HAMpaBJIEHHbIX Ha YCTpAaHEHHE HEJOCTAaTKOB,
BBIABJICHHBIX B IIpOIECCe MPEIOCTaBIECHUS YCIyr, M COBEPIIEHCTBOBAHUE CHCTEMBbI OOecredeHus
Ka4yecTBa.

7.2.6 TIpoBepKH CUCTEMBI KauecTBa YUPEKACHUN MOTYT OBITh TJIAHOBBIMH U OTIEPATUBHBIMHU.

[lepnou4HOCTE IIAHOBBIX NMPOBEPOK YCTAHABJIMBAIOT B 3aBUCUMOCTH OT PE3yJIbTAaTOB aHAIU3a
KauecTBa YCIyT.
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OnepaTuBHYIO IPOBEPKY CUCTEMbI OOECIIEUEHHUs] KauecTBA WM OT/AEIbHBIX €€ COCTaBHBIX YacTeil
IPOBOJAT B CIIydae PEe3KOro yXyALIEHUs MOKa3zaTesel, XapaKTepU3yIOLUX KOHEUHbIE pe3ybTaThl padOThI
10 00ECIeYEeHUI0 KauecTBa yCIyT, MPEJI0CTABIAEMBIX KaKUM-JIH0O0 MMOApa3AeICHUEM UIIH YUPEKICHUEM B
LIEJIOM, B Cily4ae OLEHKU 3()(PEKTHBHOCTU KOPPEKTUPYIOIIMX HEHCTBUHM, a TakXKe MpPHU 3HAUYUTENIBHBIX
U3MEHEHUAX OpPraHU3alK pabOT W TEXHOJIOTHI MPEAOCTaBICHHS YCIYT, KOTOPbIE MOTYT OTPUIATEIHHO
HOBJIUATH HA UX KAa4eCTBO.

7.2.7 Tlocne okOHYaHWs BHYTPEHHEH MpPOBEPKH €€ pe3yibTaThl O(QOPMISIOT B BUAE OTYETA O
COCTOSIHUM CHCTEMBl KauecTBa OOECHEUEHUS YUPEXKIEHHUs, B KOTOPOM OTpa)XaroT JaHHbIC aHaJIN3a
COOTBETCTBUS IMMOKa3aTeNe U pe3yabTaToOB ACATEIBHOCTH YUPEXKICHHS B 00JIACTH O0ECIIEUCHUsI KauecTBa
IPEIOCTABIIAEMBIX YCIYT YCTAHOBIEHHBIM TPEOOBAHUSM.

7.2.8 Pe3ynbTaThl MPOBEPOK CUCTEMBI 00ECIICUCHHS Ka4eCTBa YUPEIKICHHUM SBIISIFOTCS OCHOBAaHUEM
JUI pa3pabOTKU U peasin3allii MEPOIIPUATUH 110 €€ COBEPIICHCTBOBAHUIO, 110 Pa3pabOTKe HOBBIX METO/I0B
U CpEJICTB YIPABJICHHUS KAayeCTBOM IIPEIOCTABISIEMBIX YCIYT, YIYULIEHUIO COCTaBa U COJEP KAHUS
HOPMAaTHUBHOM JJOKYMEHTAI[MHM HA CUCTEMY O0ecIlIeYeHUs KauecTBa.

7.3 IloaroroBka KaapoB

7.3.1 B yupexxaeHuH I0JKEeH ObITh pa3paboTaH, JOKYMEHTAIbHO O(GOPMIIEH M YTBEP)KIECH IUIaH
MEPOTIPHUATHIA 110 MOATOTOBKE (00YYEHUIO, MOBBIIICHUIO KBATH()UKAIINH, aTTECTALUU, CTAXKUPOBKE U T.1.)
IEPCOHAIA, BHITOJIHSIOMIEr0 Pa0OThI, HEIOCPEICTBEHHO BIMSIOIIME HA KAUECTBO YCIYT.

7.3.2 TloarotoBkoi mepcoHana JODKHBI OBITh OXBAad€Hbl BCE COTPYAHHMKH YUPEXKJEHUS,
HEMOCPEACTBEHHO BIMSIONIME Ha KAYECTBO YCIIYT, BKJIIOYasi pyKOBOJSLINM COCTaB BCEX YPOBHEI.

7.3.3 Ilpu pa3paboTke U peau3alud IIAHOB MEPONPHUATUH 10 MOATOTOBKE KAJPOB HEOOXOIMMO
YUUTBIBaTh TpeOOBaHUsS, M3JIOKEHHbIE B 5.2.3, Kacaroluecs NOpsiKa padOThl CO CHELUAINCTaMU
YUPEXKICHUS.

7.4 AHau3 GyHKUMOHMPOBAHUS CHCTEeMbI KaueCTBAa PYKOBOACTBOM YUpe:KIeHHUSs

7.4.1 Cucremy oOecnedeHHss KadyecTBa IMEPUOJUYECKH JO0JDKHO aHAJIM3HPOBATh PYKOBOJICTBO
YUPEXKAECHUS JJI TOTO, YTOOBI MOXKHO ObUIO YOEUTHCSI B TOM, UTO OHA YAOBJIETBOPSET NPEAbABISEMBIM K
Hel TpeOoBaHMAM U 2P HEeKTHBHA.

7.4.2 AHanu3 JOJKEH BKIIOYATh OLIGHKY pe3yJIbTaTOB BHYTPEHHUX MPOBEPOK, MPOBOAUMBIX
HEIOCPE/JICTBEHHO  PYKOBOJCTBOM  WJIM  TPEACTABUTEIEM  pPYKOBOJCTBA, OTBETCTBEHHBIM  3a
(YHKLIMOHUPOBAHUE CUCTEMBI 0OECTIEUeHHs KaueCTBa yUpexACHUs.

Pe3ynbpTarhl mOJOOHBIX aHaAMM30B CIEIYET HCIOJIb30BATh Ul IOATBEPXKIEHUS JOCTHIKEHUS
Tpedyemoro kadectBa 1 3(h(HEeKTUBHOCTH (PYHKIIMOHUPOBAHUS CUCTEMBI.

7.5 KOHTPOJIb U OLlEHKA Ka4ecTBA yCJIyr

7.5.1 Tlpun KOHTpOJE M OLEHKE KadeCTBAa NPEJOCTABISAEMBIX YUPEKICHHEM YCIyr YUpEXkKICHUE
JIOJKHO:

- TpOBEPATh M HIECHTHU(GUIUPOBATH YCIYTd HA COOTBETCTBUE HOPMATHUBHBIM JOKYMEHTaM,
peraaMeHTHPYIOIIMM HUX MPEe0CTaBICHHE;

- obecreunBaTh CaMOKOHTPOJIb MEPCOHANA, MPEIOCTABISAIONIEr0 YCIyrd, KaKk COCTaBHYIO 4acCTh
nporecca KOHTPOJIS;

- o0ecrieuynBaTh MPUOPUTET KIIMEHTOB B OI[EHKE KauyeCcTBa yCIYT;

- TPaKTHKOBAaTh B YUPEXKJECHUU PETYIAPHYIO OIEHKY CTENEHH YAOBJIECTBOPEHHOCTH KIMEHTOB
yclIlyraMu ITyTeM IIPOBEAEHUS COLMOJIOTUYECKUX OIIPOCOB.

7.5.2 CpaBHEHHME OLEHOK KJIMEHTOB M MCHOJHHUTEIEH YCIYT CIEIyeT MPOBOJWUTH IOCTOSIHHO JIS
TOro, 4TOOBI OIIEHUTh COBMECTHMOCTH JBYX ME€p HX KauecTBa, MpPOBECTH (MpU HEOOXOIUMOCTH)
KOPPEKTUPYIOLUE NEUCTBUS U OIpPENeIUTb, HACKOJIBKO IESTENbHOCTh WCIOJHUTENEH yCIyr OTBEYaeT
HOTPEOHOCTSM U 3alpocaM KIMEHTOB.

bubdauorpagus
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[1] 3axon Poccuiickoit ®eneparuu ot 7 pespans 1992 r. N 2300-1 "O 3amute npaB norpedburencit”
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