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HcToyHuK my0JauKkanuu
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IIpumeyanue K JOKYMEHTY
JlokyMmeHT BBezieH B neiictBue ¢ 01.05.2021.

Bsamen 'OCT P 52497-2005.

Ha3Banue 10KyMeHTa
"TOCT P 52497-2020. HarmonanwHsiii ctannapt Poccuiickoit @enepamnun. ConuanbHoe 00CTyKUBaHUE

HaceneHus. Cucrema oOecriedeHus Ka4ecTBa YUPexkKICHUH COIMAIbHOTO 00CTy )KUBaHHUA"
(yTB. 1 BBezeH B aeiictBue IIpukaszom Poccrannapra ot 11.08.2020 N 495-cT)
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YTBepKAECH U BBEACH B JICHCTBUE
[Ipukazom denepanbHOro
areHTCTBA 110 TEXHUYECKOMY
PEryJIupOBaHUIO U METPOJIOTUH
ot 11 aBrycra 2020 r. N 495-ct

HALUMOHAIBbHbIA CTAHOAPT POCCUUCKOW ®EQEPALIMA
COUMAJIbHOE OBCNTYXXUBAHUE HACENEHUA

CUCTEMA OBECINEYEHUA KAYECTBA YYPEXOEHUA
COLUMAINIBHOIO OBCIYXXUBAHUA

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

FOCT P 52497-2020
OKC 03.080.30
OKIIJI 2 87, 88

Jlata BBeneHust
1 masn 2021 roga

MNMpeaucnosue

1 PABPABOTAH ®enepanbHbIM TOCYIapCTBEHHBIM YHUTApHbIM npennpustueM "Poccuiicknii
HayYHO-TEXHUUYECKUH LEHTp MH(OpMallMU MO CTaHAapTU3aLUU, METPOJIOTUU U OIIEHKE COOTBETCTBHS"
(OI'VII "CTAHIAPTUH®OPM")

2 BHECEH TexuuueckuM komuteToM no cranaaptuzanuu TK 406 "CounanbHoe 00cimyKuBaHUE
HaceseHus"

3 VTBEPXJEH W BBEJIEH B JEUCTBHUE IIpukazom ®eaepalbHOro areHTCTBA IO
TEXHUYECKOMY PETYJINpOBaHMI0 U MeTposoruu ot 11 aBrycra 2020 r. N 495-ct

4 BBAMEH I'OCT P 52497-2005
5 B HacTos11eM cTaHIapTe peain30BaHbl HOPMBI:
a) ¢peaepanbHbIX 3aK0HOB Poccuiickoit denepanyn:

- or 28 nmekabps 2013 r. N 442-®3 "OO ocHOBax COLMAIBHOTO OOCITYKHBaHHs TpakJaH B
Poccuiickoit ®eneparun';

- oT 29 urons 2015 r. N 162-®3 "O cranmaptuzanuu B Poccuiickoit @enepanun';

www.consultant.ru Crpannna 3 u3 16
HaJeKHasl IpaBoBasl MOAAEPIKKa


http://www.consultant.ru/
http://www.consultant.ru/
https://login.consultant.ru/link/?req=doc&base=LAW&n=364459&date=02.06.2021&demo=1
https://login.consultant.ru/link/?req=doc&base=LAW&n=278477&date=02.06.2021&demo=1&dst=100251&fld=134
https://login.consultant.ru/link/?req=doc&base=LAW&n=382633&date=02.06.2021&demo=1&dst=134224&fld=134
https://login.consultant.ru/link/?req=doc&base=LAW&n=382633&date=02.06.2021&demo=1&dst=134286&fld=134
https://login.consultant.ru/link/?req=doc&base=LAW&n=364459&date=02.06.2021&demo=1&dst=100006&fld=134
https://login.consultant.ru/link/?req=doc&base=OTN&n=8952&date=02.06.2021&demo=1
https://login.consultant.ru/link/?req=doc&base=LAW&n=357139&date=02.06.2021&demo=1
https://login.consultant.ru/link/?req=doc&base=LAW&n=200912&date=02.06.2021&demo=1

"T'OCT P 52497-2020. Hanmonanshblii cranaapt Poccuiickoit ®enepanuu. JokymenT npenoctasien Koncynsrantllmoc
CounanbHoe 00CTy)KHBaHUE HaceneHus. CucrteMa 00eceyeHHs K... Jara coxpanenus: 02.06.2021

0) 3akona Poccuiickoit ®Depepanmu ot 7 deBpans 1992 r. N 2300-1 "O 3ammre mpaB
norpedurencit";

B) moctaHoBieHus IIpaButensctBa Poccuiickoit @enepanuu ot 2 despans 1998 r. N 113 "O
HEKOTOPBIX MEpax, HAIIPABJICHHBIX HA COBEPIICHCTBOBAHUE CHCTEM OOECIICUCHHS KauyecTBa MPOAYKIIHH H

ycnyrﬂ

Ilpasuna npumenenus Hacmoswe20 cmanoapma ycmaHnognensvl 6 cmamoe 26 edepanvHozo 3aKoHa
om 29 uonsn 2015 2. N 162-®@3 "O cmanoapmuzayuu ¢ Poccuiickoii @edepayuu”. Unpopmayus oo
UBMEHeHUAX K Hacmoaujemy CmaHoapmy nyOnuKyemcs 8 exnce200HoM (no cocmosHuto Ha 1 aueaps
mekyuje2o 200a) ungopmayuonnom ykazamene "Hayuonanvuvie cmanoapmet”, a ouyuaibHulll mexkcm
UBMEHEeHULl U NONPABOK - 8 edcemMeCaUHOM ungopmayuonnom ykazamene "Hayuonanvnole cmanoapmot”.
B cnyuae nepecmompa (3amemvi) unu ommeHvl HAcMoOAWE20 CMAHOAPMA COOMEEMCMBYIoulee
yeeoomieHue 0Oyoem OnyoIUKO8AHO 6 OIUdNCAliUeM BbINYCKe edNceMecauH020 UHMOPMAYUOHHO20
yrazamens "Hayuonanvuvie cmanoapmol”. Coomeemcmeyowas ungopmayus, y8e0OMieHUe U MeKCbl
pasmewaromes makice 8 UHQOPMAYUOHHOU cucmeme oOule2o Noib308anus - HA oQuyuanbHom caiime
DedepanbHo20 aceHmMcmea NO MeXHU4eCKOMy pe2yiuposanuto u memponocuu 6 cemu Mumepnem
(www.gost.ru)

1 O6nacTb NnpMMeHeHuns

Hacrosimuii ctanaapt ycraHaBiIMBaeT TpeOOBaHUS K cUCTEMe 00eCleUeHUsl KauecTBa YUPEexKICHHH,
[IPEIOCTABIIAIOIIMX COLMAIbHBIE YyCIOyru (majmee - YCIyrd) pa3iddyHbIM KaTeropusiM TpakJiaH,
HYXIAIOLIUXCS B COLMAIILHON MOMOIIH, B MOBBIIIEHUU COCTOSIHUSA 3aILUIIEHHOCTH OT Yrpo3 HapylleHUs
UX JKU3HEHHO BaXKHBIX MHTEPECOB, MpaB U CBOOOJ, B YIYYIIEHUU YCIOBHH MX >KU3HENEATEIbHOCTH U
paclIMpeHH HUX BO3MOXKHOCTEH CaMOCTOATENbHO o00OecrneuyuBaThb CBOM OCHOBHBIE JKH3HEHHbBIE
MOTPEOHOCTH U MOBBIIIATH OJArOCOCTOSIHUE (JjaJiee - KIUEHTHI).

Hacrosimuit ctannapt pa3paboTaH ¢ LENbl0 €ro UCIOJIb30BaHUS B KauecTBE 0a30BOM HOPMAaTUBHOI
OCHOBBI IIPU pa3pabOTKe CUCTEM OOECIeUeHUs] KaueCTBA KOHKPETHBIX YUPEXKJACHUNW MPUMEHUTEIbHO K
crienu(puKe UX AeATeIbHOCTH.

Pa3paboTka yupexaeHHEM CUCTEMBbl OOECleueHusi KadecTBa MpEeAOCTaBISIEMBbIX WM YCIYT,
OTBEYAIOLIEH TpeOOBaHUSAM HACTOALIETO CTaHJAapTa, OyAeT JAEMOHCTPUPOBATH OCBEAOMIIEHHOCTh
YUpEXKJIEHUSI O €ro 00s3aTeNbCTBaX M NMPUBEPKEHHOCTH YJOBIIETBOPEHUIO MOTPEOHOCTEN U OKUIAHHM
KJIMEHTOB M 3aMHTEPECOBAHHBIX CTOPOH, a TAK)KE CLIOCOOCTBOBAThH JOCTHKEHHIO YAOBIETBOPEHHOCTH €T0
yCIIyraMu.

2 HopmaTuBHbIEe CCbINKN

B HacTos11eM cTanapTe NCnoib30BaHbl HOPMATHUBHBIE CCHUIKHM Ha CIIEYIOUINe CTaHAapThI:
I'OCT P 50646 Ycnyru HaceneHuto. TEpMUHBI M ONPEEIICHUS

['OCT P 50691 Ycnyru nacenenuto. Mojienb cucteMbl 00ecriedeHns KauecTBa yCIyr

'OCT P 52142 CouuanpHoe 0o0cmykuBaHue HaceneHus. KadecTBo conmanmbHbIX ycmyr. OOmue
TTOJIOXKEHUS
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I'OCT P 52143 ConmanpHOe 06cmyxuBaHue HaceaeHUs1. OCHOBHBIE BUBI COITUATBHBIX YCIIYT
I'OCT P UCO 9000 Cuctemsl MeHeKMeHTa KauecTBa. OCHOBHBIE MOJIOXKEHUS U CI0BAph
I'OCT P CO 9001 Cucrembl MEHEIIKMEHTA KauecTBa. TpeboBaHus

I'OCT P HCO 9004 MenemxmeHnT kauectBa. KauecTBo opranusanuu. PykoBoACTBO 1O
JTOCTHKEHHUIO YCTOWYHMBOTO ycIexa OpraHu3auu

[Tpumeuanue - [lpu MONB30BaHUM HACTOSIIMM CTAaHIAAPTOM IeJIeco00pa3HO MPOBEPUTH JICHCTBUE
CCBUTOYHBIX CTaHJIAPTOB B MH(POPMAIIMOHHON CHCTEME OOIIEro Mojib30BaHUs - Ha OQUIIMAIBLHOM CalTe
@denepaabHOTO areHTCTBA MO TEXHUYECKOMY PETYJIMPOBAHUIO U METPOJIOTUM B ceTH WHTepHeT uiu 1o
eXerogqHoMy MHGOpMAIMOHHOMY yka3aTento "HarnumoHanbHble CTaHIApThI', KOTOPBIA OMYOJIUWKOBaH IO
COCTOSIHMIO Ha 1 sSHBapsl TEKYIIEro rojia, M 1Mo BBITYCKaM €XKEMECSYHOTO HH(POPMAIIMOHHOTO YKa3aTels
"HaunoHanpHble cTaHAApThI" 3a TEKYLIM rof. Eciu 3aMeHeH CChUIOYHBIN CTaHAApT, HA KOTOPbIN JaHa
HEJaTUPOBAHHAS CCHUIKA, TO PEKOMEHYETCsl MCIOJIb30BaTh JCUCTBYIOIIYIO BEPCHIO 3TOTO CTaHAapTa C
YU4E€TOM BCEX BHECEHHBIX B JIaHHYIO BEPCHIO0 HM3MEHEHUW. Ecinu 3amMeHeH CChUIOYHBIM CTaHAapT, Ha
KOTOPBIA JaHa JAaTUPOBAHHAS CCHUIKA, TO PEKOMEHIYETCS HCIIO0Ib30BaTh BEPCHIO ITOTO CTaHIapTa ¢
yKa3aHHBIM BBIIIE TOJOM yTBepkIeHus (mpunsTusi). Ecinu mocie yTBep)kIeHUs: HACTOSIIEro CTaHaapTa B
CCBUTIOYHBIA CTaHJAPT, HA KOTOPBIN JlaHa JaTUPOBAHHAS CChUIKA, BHECEHO M3MEHEHHE, 3aTparuBaroiiee
MOJIOXKEHUE, Ha KOTOPOE JaHa CChUIKA, TO 3TO MOJIOKEHHE PEKOMEHIYETCSI MPUMEHSTh 0€3 y4eTa JaHHOTO
n3MeHeHus. Ecim cchuIouHBIN cTaHIapT OTMEHEH 0e3 3aMEeHBI, TO MOJIOKEHUE, B KOTOPOM JaHa CChUIKa
Ha HEro, pEeKOMEHyeTCsl IPUMEHSTh B YaCTH, HE 3aTParuBaoIIei 3Ty CChUIKY.

3 TepMuUHbI N onpeaeneHus
B HacTosmem crannapre npumenensl TepMuHsel 1o ['OCT P 50646 u 'OCT P 1CO 9000.
4 TpeboBaHUA K cucTeme obecneyeHUs KayecTBa yuypexaeHus

4.1 TpeOoBaHus K cucteMe OOECIEeYeHMs KauyecTBa YUYPEkKAECHUS YCTAaHOBJIEHbI HACTOSLIMM
CTaHAApPTOM B COOTBETCTBUU C TnosoxkeHussMH @DenepanbHbIX 3akOoHOB Poccuiickon denepanuu u
nocranosieHueM IIpasurensctBa Poccuiickoii denepanuu, yka3aHHBIMH B IIPEIHUCIOBUHU, a TaKkKe
nonoxkeHussmMu ['OCT P 50691, TOCT P 52142, 'OCT P 52143, TOCT P CO 9000, 'OCT P CO 9001
u I'OCT P UCO 9004.

4.2 Tloxm cucreMoil oOecriedyeHHs] KauecTBa YUPEXKACHHUS IMOHHUMAlOT COBOKYIHOCTb €T0
OpraHU3aIMOHHON CTPYKTYpHI (C paclpeaesieHueM OTBETCTBEHHOCTH COTPYIHUKOB 3a KadeCTBO YCIYT),
IIPaBUJ, METOJOB OO€cledyeHusi KadecTBa YCIyr, IPOLECCOB MPEJOCTaBIECHUS YCIYr, PECypcoB
yupexaeHus (JOACKMX, MaTepUalbHO-TEXHHUUYECKUX, HH(POPMALMOHHBIX M JIp.), TapaHTHPYOIIeiH
OCYILECTBIICHUE a/IMUHUCTPATUBHOTO PYKOBOJICTBA KAUE€CTBOM YCIIYT.

4.3 Cucremy oOecredyeHHs] KadecTBa YUPEKJACHHUS CO3MAIOT A JOCTHKEHHS U TOIIepKaHUSI
YPOBHSI Ka4eCTBa YCIIYT, COOTBETCTBYIOIIETO MPEABIBIIEMBIM K HEMY TPeOOBaHUSIM.

4.4 CucreMa oOecIieUeHHUs KauecTBa YUPCKACHUA NOJIKHA ABJIATHCA HEOThEMJIEMOM YaCThIO 0611_[6171
CHUCTCMBI YIIPABJIICHUA JCATCIIbHOCTBIO YUPCKACHUA MO IPEJOCTABIICHHUIO YCIIYT.
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4.5 Cucrema obecriedeHusi KauecTBa YUPEXJEHHUs NpPeJHAa3HAYeHA Ul CO3JaHUs HEOOXOIMMBIX
YCIIOBHI TapaHTUPOBAHHOTO YAOBJIETBOPEHHs] 3aKOHHBIX 3allPOCOB UM TOTPEOHOCTEH KIIMEHTOB,
NOBbIIEHUS S(P(GEKTUBHOCT M KadecTBa YCIYyr Ha BCEX CTAaIUsAX MX IPEJOCTaBIECHUS C LEJbI0
NPEIYNpPExACHUST BO3MOKHBIX OTKIOHEHUH OT 33JaHHBIX TPEOOBaHM K 3THM Yyclyram, oOecrnedeHus
penyTanuu yYpeKIeHHs KaK Hale)KHOTO U OTBETCTBEHHOI'O UCIIOJIHUTEIIS YCIIYT.

4.6 OCHOBHBIMH 33/la4aMH, Ha PEIICHNE KOTOPBIX JOHKHA OBITH HAMPaBJICHA CUCTEMA 00SCIICUCHUS
KauecTBa YUPekJACHUS, SIBIISIOTCS:

- ocymecTBieHHE 3(PPEKTUBHOTO KOHTPOJS 32 TEXHHUECKUMH, OPTaHU3AIMOHHBIMH U JIPYTUMHU
(bakTopamH, BIHUAIOLMMH Ha KaU€CTBO IPEAOCTABIIAEMBIX YCIYT;

- TIPEOTBpAIICHNE WIH YCTPAaHEHHE JIIOOBIX HECOOTBETCTBHI KAadyeCTBa YCIYT MPEIbSBISIEMBIM K
HUM TpeOOBaHUAM;

- obecrieueHne CTabUIBHOTO YPOBHS Ka4ecTBa yCIyT;

- peuICHUC ApYyrux 3aaay, OTpa’KarOollux CHCI_[I/I(i)I/IKy ACATCIIBHOCTH yqpexcz[eHI/Iﬁ U MOrymmx
IMOBJIMATH HAa KQUYCCTBO NPCAOCTABIIACMBIX YCIIYT.

4.7 Pa3paboTka U (QYHKIMOHUPOBAHUE CUCTEMbl OOECIECUEHMS KAuyeCTBAa YUPEKICHHUS OJIKHBI
0a3upOBaTHCS Ha CISAYIONUX OCHOBHBIX ITPHHIIAIIAX

- Ha IPUOPUTETHOCTH TPeOOBaHU (3alIPOCOB) KJIMEHTA IO OOECIEYEHUIO0 KayecTBa YCIYT, TO €CTh
o0ecrie4eHrs yBEpEeHHOCTH B TOM, YTO ATH TpeOOBaHUS (3ampochl) OYAYT MOJHOCTBIO PEATH30BaHbI TPU
IIPEAOCTABIIEHUH YCIIYT;

- IpEAYNPEXKACHUAX MPOOIEM KauecTBa yCIyT, TO €CTh 00E€CTIEUeHHs] YBEPEHHOCTH B TOM, YTO 3TH
poOsieMbl OyAyT MPeAyPEeKIATHCS, a HE BRISIBISATHCS U Pa3peliaThCs MOCIe WX BOSHUKHOBEHHS;

- COOJIFOJIEHUU TI0JIO)KEHUH HOPMATHUBHBIX JIOKYMEHTOB, DEIJIAMEHTUPYIOIIUX TpeOOBaHUS K
ycliyram, OpsAAKY U IIPaBUJIaM UX MIPEAOCTaBIICHHUS,

- 00ecrneueHHOCTH YYPEXKJIEHUSI COOTBETCTBYIOIIMMHM JIIOJICKUMHU, MaTepUaIbHO-TEXHUUECKUMHU U
ApyrumMHu  pecypcamu (6a30Boil M omepatuBHOW MHpOpMaiend, TEXHUYECKOH JOKYMEHTalue,
TEXHUYECKHMH CPEJICTBAMH, JAHHBIMHU O PE3yNbTaTax NPEAOCTABICHHS YCIYr M MX KOHTPOJIS, UTOrax
OLIEHKHU KavyecTBa U Jp.);

- YCTKOM pacCinpeaciCcHuu MMOJTHOMOYHU U OTBETCTBEHHOCTHU NnepcoHaaa 3a €ro ACATCIbHOCTL II0
MpeaAOCTAaBJICHUIO YCIIYT, BIIMAIONIYO HA o0OecrieueHHe X KadeCTBa,

- J'IPI‘-IHOﬁ OTBCTCTBCHHOCTHU pYKOBO}ICTBa y‘-Ipe)KI[eHI/ISI 3a KadeCTBO Hpe}IOCTaBJIS[eMBIX YCJ'IYF,
pa3paboTKy, BHEJPEHUE U KOHTPOIb dP(HEKTUBHOCTH CUCTEMBI 00ECIIEUCHHsI KauecTBa, 3a OIMpeIeIcCHHe
MOJINTHKKA B OOJACTH Ka4yecTBA, OPraHU3alMI0 W O00IIee PYKOBOJICTBO pabOTaMH IO OOECIEeYEHHUIO
Ka4yecTBa;

- o0ecreYeHNH JIMYHON OTBETCTBEHHOCTH KaXXI0ro UCIIOJIHUTEIIA 3a Ka4YECTBO YCIYT B COUCTAHUH C
MaTCpraJIbHBIM U MOpPAJIbHBIM CTUMYJIMPOBAHUEM KAaUCCTBA,
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- IOKYMCHTAJIbHOM 0(1)OpMJ'IeHI/II/I ImpaBuJI 1 MCTOZ OB obOecrieyeHns KayecTna YCIIYT,

- obecrieueHNH TTOHMMAaHUsI BCEMH COTPYIHUKAMH YUpExKICHHs TpeOOBaHUN CUCTEMBI 00eCTIeueHuUs
Ka4yecTBa, PEeIbsIBISIEMbIX K IIOJUTHUKE B 00JIACTH KayecTBa.

5 OcHOBHble akTopbl, BNUAKOLWME HA Ka4yecTBO YCNyr, M MNOPSAOK UX
MCnonb30BaHUA NpU (hOPMUPOBAHUN CUCTEMbI 0OGecneveHUs KauecTBa yupexaeHun

5.1 Tlpu ¢opMUPOBaHMM CHUCTEMBl KadecTBa YUPESKICHUH (MPU OINpPENEICHUH IMOJUTHKA
yupexJIeHuss B 00JacTH KadecTBa, pa3pabOTKUM JOKYMEHTAllMU CHUCTEMbl OOecleyeHHs KayecTBa,
opraHm3an paboT MO KauecTBY) HEOOXOJUMO YUYUTHIBATH Psii (AKTOPOB Pa3IMYHOIO Xapakrepa,
KOTOpBIE B 3HAUUTENIBHOI Mepe BIHSIOT Ha KaUeCTBO MPEAOCTABISIEMbIX YCIIYT.

[TpaBuibHBI ydeT 5TuUX (DaKTOpOB, WX HCIOIB30BAHUE MPH pPa3zpadOTKE COOTBETCTBYIOLINX
JOKYMEHTOB CHUCTEMbI OO€CIeYeHHUsl KauecTBa M B IPAKTUYECKOM [EATEIbHOCTH YUPESKICHUS OyayT
CIIOCOOCTBOBATH MOBBIIICHUIO KAYECTBA PEAOCTABIISIEMBIX YCIIYT.

5.2 OcHOBHBIMH (DAaKTOpPaMHU SIBJISIOTCS:

- HaJIMYME ¥ COCTOSIHHE JJOKYMEHTAITUH, B COOTBETCTBUU C KOTOPOU (DYHKITMOHHUPYET YUPEIKICHHE,
- YCJIOBHS pa3MELICHUS yUPEKICHMUS;

- YKOMILJIEKTOBAHHOCTD YUPEKJICHUS CIICHUATMCTAMU U UX KBAJU(PUKAIIHS;

- CIenuanbHOe M TalelbHOE TEXHHUYECKOE OCHAIEHUE YydpexaeHus (o0opymoBaHue, MPUOOPHI,
amnmaparypa u T.11.);

- cocrostHe WHGOpMalMu 00 YUYPESKICHHH, TMOPSAKE W MpaBUiaX MPEAOCTaBICHUS YCIyT
KJIHCHTaM,;

- HaJIM4re TopsaKa IPOBEACHHS BHYTPEHHUX MPOBEPOK QYHKIIMOHUPOBAHUS CUCTEMBI.
5.2.1 B cocraB OKyMEHTAIlUU JOJKHBI BXOUTh:

- VYcraB (MOJNIOKEHHE) YUPEXKIEHHUS, BKIIOUAIOMUNA B cebs CBeAeHUS O TMpeaHa3HAYeHUU
YUPEKIEHUsS, TOpsAKE €ro (OpPMHUPOBAHHS, COJEPKAHUHM, PEOpPraHU3allud, CBEJCHUS 00 OCHOBHBIX
3a/layax ero JesTeNIbHOCTH, KaTEropHsX OOCITYKHBAaEMbIX JHUI], MOPAIKE M YCIOBHUSIX 3aYHCICHUS Ha
o0CITy>)KMUBaHUE, O CTPYKTYPHBIX IMOJPA3JCICHUSIX MU UX OCHOBHBIX 3ajadyax, CBEJIEHUS 00 oObemMe U
MOPSAJKE IPEAOCTABIEHNS UM YCIYT U O IPYTUX OPraHU3alUOHHBIX M TEXHUUYECKUX 33/1a4ax U TEMaX;

- TIOJIOXKEHUS O CTPYKTYPHBIX MOJPA3IEICHUIX YIPEKACHUS, COACPIKAIINE CBEICHHS O KAaTETOPHUIX
rpaxaaH, OOCIY)XKMBAaeMbIX T€M WJIM WHBIM TOJpa3JAeleHUEeM, CTOSIIUX Mepell HUM 3ajJadax, CpoKax U
YCIIOBHSIX OOCIY)KMBaHUS TPaKJIaH, CBEJACHHUS O JONOJTHUTEIBHBIX TOKYMEHTaX, HEOOXOIUMBIX IS
3aUUCIICHUs Ha OOCITY)KMBAaHHE B JaHHOE IMOJApA3JEICHUe, CBEICHUS O KOJMYECTBE COTPYAHHUKOB
MOApa3AeNICHNs], UX OCHOBHBIX O0S3aHHOCTSIX U T.1.;

- PYKOBOJICTBA, CIIy>)K€OHBbIE WHCTPYKIIMH, MMPaBUIIa, METOANKN TEXHOJOTUH, MpeIHAa3HAUYCHHBIC IS
periiaMeHTHpPOBaHUS TIpoIlecca TMPEAOCTaBICHUSI YCIYT, OMpENeIeHUs METOJ0B (CIOCOO0OB) WX
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MpEaAOCTaBJICHUA U KOHTPOJIA, a TAKXKE JJIs1 COBEPIICHCTBOBAHUA pa6OTBI YUPEKOACHUA,

- JIOKyMEHTanusi Ha 000pyAOBaHUe, MPUOOPHI U almaparypy, CoCOOCTBYIOMIAs 00CCICUSHUIO HX
HOpPMaJbHOW ¥ 0€30MacHOM SKCIUTyaTallud, OOCIYXHBaHHS W MOIACPKaHUA B pPabOTOCIOCOOHOM
COCTOSIHUH;

- HalUMOHAJBHBIC CTaHAAPTHI, COCTABJIAIOIINEC HOPMATUBHYIO OCHOBY HpaKTI/I‘IeCKOﬁ pa6OTBI
YUPCKACHHUA B o0ractu npeaoCTaBIACMbIX KIIMCHTAM COLIMAJIBHBIX YCIIYT;

- CIEUUATbHBIA KOMIUIEKT JOKYMEHTOB, MPEACTABIAIOMUNA c000il TOKyMeHTaabHOEe OhOpMIICHHE
CHCTEMbI O0CCIICUCHHSI KaYeCTBA YUPEKACHUS (CM. pas3zen 6).

B 3aBHCHMOCTH OT TOT0, HACKOJIBKO KAYECTBEHHO COCTABJICHBI BBINICTIEPEUNCICHHBIE TOKYMEHTHI 1
KBUTM(DHUIIMPOBAHHO W YETKO HM3JIOKCHBI B HUX OOS3aHHOCTH, MPaBa, MOPSAIOK BHIMOTHCHHS Pa3TUIHBIX
poLeayp IpU MPeJOCTaBICHUH YCIYyT, Apyrue (pyHKIUU MepcoHasna, 3aBUCUT 3 (HEKTUBHOCTh pabOThI
YUPEKIEHUS U KaUeCTBO MPEAOCTABIAEMBIX UM YCITYT.

VYka3aHHbIE JTOKYMEHTHI JOJDKHBI COCTABIIATH OCHOBY JIOKYMEHTAllUU CHCTEMbl OOeCTeueHus
KadecTBa yupexaeHus. [Ipuuem B mporecce GopMUPOBaHUS CHCTEMBI O0SCTICUCHUST KQueCTBA OHU MOTYT
OBITh MPU HEOOXOAMMOCTH OTKOPPEKTUPOBAHBI C IENbIO MPUBEIACHUS UX COACPXKAHHUSI B COOTBETCTBUE C
TpeOOBaHUSMU, TIPEIBSIBISICMBIMHI K HUM KaK K 9YacTH JOKYMEHTAI[UH CHCTEMbI 00CCIICUCHHSI KaueCTBa.

5.2.2 YcnoBus pa3MmeleHus YIpeKICHHs, 00ecrieunBarome ero 3pGeKTUBHYO padoTy, JTOJIKHBI
OBITh CIICAYIONUMHU:

- YUpEXIECHHE U €ro CTPYKTYypHbIE MOJpa3JeNIeHUs] JOJDKHBI ObITh pa3MelleHbl B CHEIHAIbHO
npeAHa3HauYeHHOM(BIX ) 3IaHUH(SIX) WU TTOMEIIEHUAX, JOCTYITHBIX I BCEX KaTErOpHuil 00CTy>KUBaEMBbIX
rpaxJaH, B TOM 4YHCIE JJI1 MHBAJIUAOB M JPYTUX MaJOMOOMJIBHBIX Ipymi HaceneHus. llomemenus
JOJKHBI OBITH 00€CIeYeHbl BCEMH CPEICTBAMH KOMMYHAIbHO-OBITOBOTO OOCIYKUBaHMSI, Te€IePOHHON
CBsA3bI0 U IHTEpHETOM;

- 10 pasMepam n COCTOSIHHIO IIOMCIICHHUA JOJIXKHBI OTBC€YATh Tpe60BaHI/I$IM
CaHUTAPHO-TUTUCHUYCCKUX HOPM H IIpaBUII, 0e30IMacHOCTH Tpyda U JOJIZKHBI OBITh 3alllUIICHbI OT
BOSI[GﬁCTBHfI (1)aKTOp0B, OTPpULATCIIBHO BJIIMAIONIUX HAa KAYE€CTBO MMPEAOCTABIIACMBIX YCIIYT (HOBI)IHIGHHI:IX
TEMIICPATYPhI BO3/1yXa, BJIAXKHOCTH BO34YyXa, 3allbUNICHHOCTH, 3aI'a30BAHHOCTH, IIIyMa, BI/I6paLII/II/I u T.,[[.);

- Iuomaab, 3aHuMaeMad YUYpCOKIACHHUEM, [JOJIKHA o0ecIeynBaTh HOpMAJIbHOC pasMCOICHUC
NepcoHalia, KIIMCHTOB U ITPEAOCTABIICHHUEC UM YCIIYT.

B cBs3u ¢ aTUM mpu pa3paboTKe CHCTeMBbl OOECIeUeHHUs KauecTBa YUPEKICHHS TOJDKHBI OBITh
MPEAYCMOTPEHBI MEPBI, HAMPABIECHHBIE HA CO3JaHUE WM MOJJAECpKAHUE YINOMSHYTHIX YCJIOBHH, a Mpu
HEOOXOJUMOCTH - U BO3MOYKHOCTH Ha MX YIIYUIICHHE.

5.2.3 BOHpOCLI YKOMIIJICKTOBAHHOCTH YUYPCKIACHHUA CHCHUAIIMCTAMU U UX KBaHH(bHKaHHH TaKKEC
JOJIKHBI HaWTH OTpa)XCHUC B CUCTEMC oOeclieyeHnsl KadecTBa - OJHOM H3 BayKHEHIITIX q)aKTOpOB,
BJIMAIOIHX Ha KAaYCCTBO YCIIYT.

B uucne ¢akropoB, moanexanx peHIeHHIO B paMKax CUCTeMbl OOecliedeHHs] KayecTBa, MOTYT
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OBITE:

- IOJIHAd YKOMIUICKTOBAHHOCTb YUYPCIKICHUA HCO6XOI[I/IMLIMI/I crenuaiucraMmu B COOTBETCTBHH CO
IOTaTHBIM PAaCIIMCAaHHUEM;

- TOI00P CIEIMATIMCTOB C COOTBETCTBYIOIIMM 00pazoBaHueM, KBanupukanuei, mpopeccuoHambHON
MOJITOTOBKOH, 00JIAAAI0IMX 3HAHUSMHU M OIBITOM, HEOOXOAMMBIMH JUISl BHITIOJHEHUST BO3JIOKCHHBIX Ha
HUX OOS3aHHOCTEH; TOCTOSHHOE TIOBBIIICHHE WX KBAIM(PHKAIMM TyTeM OOy4eHHs Ha Kypcax
MIEPENOrOTOBKH U TOBBIIICHUS KBATHU(PHUKAIIUY WX HHBIMH CIIOCOOaMH;

- YeTKOEe paclpelelieHne O0O0S3aHHOCTEH CIEUATUCTOB, H3JOKEHHBIX B  JIOJDKHOCTHBIX
MHCTPYKUHUAX, METOAMKAX M JPYIHMX JOKYMEHTaX, PErjaMeHTHPYIOIIMX HX O0S3aHHOCTH, MpaBa U
OTBETCTBEHHOCTb;

- 00s13aTeIbHAs arTecTalus CIiIcuaJIruCTOB B YCTAHOBJICHHOM ITOPAIKE,

- BOCIIMTAHUC Yy BCCX COTPYAHUKOB YYPCKACHHSA BBICOKHUX MOPAJIbHBIX WU MOPAJIBHO-3THYCCKUX
Ka4ueCTB, 4yBCTBA OTBETCTBCHHOCTHU U HCO6XO,Z[I/IMOCTI/I PYKOBOACTBOBATLCS B cBoOcH pa60Te C KIIMCHTaMH1
INpuHOUIIaMKU TYMAaHHOCTH, CIIPaBCAJIMBOCTH, OOBEKTUBHOCTH U IIO6p0)KeJIaT€JII)HOCTI/I, YUYUTBIBAasA HX
(1)I/I3I/I‘ICCK06 U IICUXHUYCCKOC COCTOAHHUC,

- NPUHATHE MEp K HEIOMYLICHUIO pa3IiallieHUusl COTPYAHUKAMHU YUPEXKACHMSI CBEIECHUHN JIMYHOIO
XapakTepa O KJIMEHTaX, TaK KaK 3TH CBEJCHUS COCTAaBIJIAIOT CIY)KEOHYI TaliHy M 3a MX pasIJialleHue
BUHOBHBIE HECYT OTBETCTBEHHOCTb B IIOPSJKE, YCTAHOBJIECHHOM 3aKOHOJATEIbCTBOM Poccuiickoi
®Oenepanuu.

5.2.4 ]Jlns KauyecTBEHHOTO NPEJOCTABIEHUS YCIYTI YUYPEXKIEHHE JOHKHO OBITh OCHAIIEHO
CHEeLUANbHBIM U TaOelbHBIM 000PYZAOBaHUEM, aNIapaTypol U MpuOOpPaMH, OTBEYAIOIIUMH TPeOOBAHHIM
COOTBCTCTBYIOIIMX CTAaHAAPTOB, TCXHHUYCCKUX YCHOBHﬁ, Apyrux HOPMATHBHBIX JOKYMCHTOB U
o0ecreynBaOIMMH HajJIeKalllee KadyecTBO MPeI0CTaBISIEMbIX YCIIYT.

B cBsi3u ¢ 3TUM B cucTeMe KauecTBa YUPEXKJCHHUS JOJKHBI ObITh MPEAYCMOTPEHBI MEPOIPHUSATHS,
HanpaBJIeHHbIE HAa TO, YTOOBI:

- obopyioBaHue, IpUOOPHI U amnmnapaTypa UCIOJIb30BaINCh CTPOTo MO0 HA3HAUYEHUIO B COOTBETCTBUU
C TOKyMEHTaIueil Ha ux (QyHKIIMOHUPOBAHUE U IKCILTYyaTalluI0, COAEPKAIUCh B TEXHUYECKH UCTIPABHOM
COCTOSIHMH, KOTOPOE JTOJKHO CUCTEMATHYECKH TTPOBEPATHCS;

- HeucmpaBHOe 00opynoBaHMe, MPUOOPHI W ammaparypa, AAoLe NMpH padoTe COMHHUTEIbHBIE
pe3yNbTaThl, CBOEBPEMEHHO CHUMAJIUCh C IKCILTyaTal[iH, 3aMEHSJIUCh UM PEMOHTHPOBAIIUCH (€CIH OHU
MOJJIEXKAT PEMOHTY), a IPUTOAHOCTh OTPEMOHTHPOBAHHBIX MOATBEPK1A1ACh UX MIPOBEPKOM.

5.2.5 TlomHOE W JOCTOBEPHOE MPEIOCTABICHHE WH(MOPMAIIUHU, TIPEXKIE BCETO KIUEHTAM, JOJKHO
SBIIATHCS COCTABHOW YacThIO CHUCTEMBI OOECIICUEHUS] KauyecTBa YUYPEXKJACHHs, TaK Kak 0e3 MpaBHILHO
OpPraHU30BaHHOTO MH(OPMAIIMOHHOTO Mpollecca HEBO3ZMOXKHO O0OECIEeUUTh KaueCTBO IMPEI0CTaBISIEMbIX
yCIIYT, COOTBETCTBYIOLIEE 3a1pocam U HYKJaM KJIMEHTOB.

CocrosHue uHboOpManuu 00 YUPEXKIEHUU M IMpaBWIaX TMPEAOCTABICHUS UM YCIYT JOJIKHO
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COOTBETCTBOBATH TpeOoBaHusM [1].

B noxymenTanuu cucreMbl oO0ecrieueHus] KauyecTBa YUpPeKICHUN H3JI0KeHHEe HHPOPMALUHU JOIKHO
OTBEYATh CJIEAYIOIIUM TPEOOBAHHIM:

a) yupexaeHrue 0053aHO JOBOJIUTH JI0 TPa)/laH CBOE€ HAUMEHOBAHUE M MECTOHAXOXKICHUE JIIOOBIM
CIOCO0OM, MPEIyCMOTPEHHBIM 3aKOHOAATenbcTBOM Poccuiickoit ®enepauuu, NperoCcTaBiIsATh 110
TpeOOBAHUIO KIUEHTOB HEOOXOIUMMYI0 U JOCTOBEPHYIO HH(POPMAIMIO O BBINOJIHAEMBIX YCIIyrax,
MIO3BOJISIOILYIO UM C/I€1aTh KOMIIETEHTHBIH BHIOOD;

0) coctaB unpopMmariu 00 yciayrax (B cOOTBeTCTBUH ¢ [1]) mo/mkeH BKIIOYaTh B ceOsI:
- IEPEUCHb OCHOBHBIX YCIIYT, MPEIOCTABIAEMbBIX YIPSIKICHUCM,

- XApaKTEpUCTUKY KaKJOW YCIyru, O0JIaCTb €€ IPENOCTAaBICHHUA U 3aTpaTbl BPEMEHHM Ha €€
IIPEOCTaBIICHUE,

- B3aMMOCBSI3b MEXK]y KAa4eCTBOM YCIIYTH, YCIOBUSMHU €€ IMPEAOCTABICHHUS M CTOMMOCTBIO (TIpU
HEOOXOUMOCTH),

- BOBMOXHOCTD IOJIYYCHHA OLICHKU Ka4CCTBA YCJIYT' CO CTOPOHBI KIIMCHTA,

- YCTaHOBJICHHE B3aMMOCBS3M MEXAY MPEIJIOKEHHONH YCIYrod M peallbHbIMH MOTPEeOHOCTIMU
KJIMEHTA,

- IpaBUjIa U ycinoBus 3pPeKTUBHOTrO U 6E30M1aCHOTO MCIIOJIb30BaHMS YCIIYT,
- rapaHTUIHbIE 003aTEeNbCTBA YUPEKACHUS - UCTIOTHUTENS YCIYT;

B) nH(pOpMaIKs T0JDKHA OBITH JOCTOBEPHOU U MONHOM. Eciu mpenocTaBneHue HeA0CTOBEPHOU HITH
HEJO0CTAaTOYHO MOJHOW uHpopManuu 00 yciayre MOBJIEKIO 3a cO0OW NpUYMHEHHE Bpena >KU3HH,
3I0POBBIO WM HMMYIIECTBY KIHEHTa (BCIEACTBHE IIPOU3BOJICTBEHHBIX, PELENTYPHBIX W HWHBIX
HEJIOCTaTKOB YCIIYTH), OH BIPABE MPEIBIBUTHh YUPEIKICHUIO TPEOOBAHUS O BO3MEIICHUH MPUIYUHEHHOTO

Bpena.
6 lokymeHTanbHOe odhopMrieHne cucTemMbl obecneyeHUs KayecTBa

6.1 Cucremy oOecrieueHHsl kKadecTBa O(OPMIIAIOT B BHJIE KOMILJIEKTa JOKYMEHTOB (PYKOBOCTB,
MOJIO)KEHUH, HWHCTPYKIMM, METOIUMK U T.I.), B KOTOPBIX YCTaHaBIMBAIOT TpPeOOBaHUS K CHUCTEME
o0ecrieyeHrs: KayecTBa YUPEexKJICHHs B LIEJIOM U K €€ COCTaBHBIM YacTsM, YKa3aHHBIM B 4.2,

CreneHb JOKYMCHTHUPOBAHHOCTH CUCTEMBI o0OecrieueHrs KauyecTBa Pa3sINIHBIX yqpemgleHm?I MOXET
OTJINYaThbCsAd B 3aBUCHUMOCTH:

- OT pa3Mepa U TNpeJHa3HAUYEHUs YUPEXKICHUs, Xapakrepa U oObeMa NpeAoCTaBISIEMBIX YCIYT,
KaTeropuit 00CIyKMBaeMOT0 HaCEJICHUS;

- CJIOKHOCTH ITponecca 1o nmpeaoCTaBJICHUIO YCIIYT,
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- KOMIICTECHIIMH TIEPCOHAA YUPEIKICHUSI.
JlokyMeHTaIus: MOXKeT OBbITh JIt0001 (HopMBI U HAa TFOOOM HOCHUTEIIE.

6.2 JIOKyMEHTaIMIO CUCTEMbI O0EeCleueHHs KadecTBa ciaeayeT opopMIIsATh KaK COCTAaBHYIO 4aCTh
BCEU IOKYMEHTALUH YUPEXKACHUSA U YTBEPKIATh B YCTAHOBICHHOM IIOPSIZIKE.

6.3 OCHOBHBIM JOKYMEHTOM CHUCTEMbI OOECIIEUEHHUsI Ka4eCTBa YUPEKICHUS SIBISIETCS PYKOBOICTBO
10 KayecTBY.

B HeM wu3naraor ofmee onucaHue CHCTEMbl O00ECHeueHUs] KayecTBa INPUMEHHUTENBHO K
KOHKPETHOMY YYPEXKICHHUIO, Pa3bsCHIIOT TMOJIUTUKY YUYPEXKICHHS B OOJACTH KadyecTBA, OTPAXKAIOT
OpPraHU3alMOHHYIO0 CTPYKTYpPY CHCTEMBl OO€CleYeHUsl KauecTBa, 337a4l U (PyHKIMM HOJpa3JesieHu U
CITy’KO yUpeKACHHUsSI B 00JIaCTH KavyecTBa, MPUBOASAT CBEIEHHUS O KOMIUIEKTE JOKYMEHTOB BCEX YPOBHEH,
COCTABIIIOLIMX HOPMAaTHUBHO-METOIMYECKYI0 0a3y CHCTeMbl OOECleYeHHs KauecTBa, YCTaHABIMBAIOT
MOPSAJIOK BHEAPEHUS, PYHKIIMOHUPOBAHUS U KOHTPOJISI CUCTEMbI OOECIIeUeHuUsl KauyecTBa.

6.3.1 IloauTuka B 001aCTH KayecTBa AOJIKHA YCTaHABJIMBATh OCHOBHBIC LCJIH, 3a4a9 U IMIPUHIUIIbBI
ACATCIIBHOCTU YYPCIKACHUA B obJractu KaueCTBa, MAOKYMCHTAJIbHO O(i)OpMJIeHHI)IG U TIIPUHATBIC K
O6$I3aT€J'IBHOMy BBITIOJIHCHHUIO B YUPCIKICHUU.

6.3.1.1 Llenu nonutuku B 006JaCTH Ka4€CTBA JOJKHBI OTPAXKATh CIEAYIOLINE BOIPOCHI:
- o0ecrieyeHre NOCTOSIHHOTO YIOBJIETBOPEHHSI KIIMEHTOB MPEA0CTABISIEMbIMU YCIIyTaMH;
- IOBBILLIEHUE KA4eCTBa YCIYT U 3PPEKTUBHOCTH (PE3yIbTATUBHOCTHU ) UX MPEJOCTABICHHUS;

- TPUHATHE TPOPHUIAKTUYECKUX MEpP MO MPEAYNPEKICHUIO WU YPEryJIHPOBAHUIO MPETCH3UN U
’KaJI00 KJIMEHTOB;

- IPpOYHrEC BOIPOCHI, OTPAKAIOIIHNEC CHCI_II/I(i)I/IKy ACATCIBHOCTH YUPCIKACHU.

ConepxkaHrie OCHOBHBIX 3a7lad M TPUHIMIIOB ACATEIBHOCTH YUPEKACHUS B OOJACTH KadecTBa
npuBeeHoO B 4.6 u 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsiny ¢ mogpoOHbIM U3105KEHUEM I1eJieH, 3aa4 U IPUHIUIIOB B PYKOBOJICTBE IO Ka4€CTBY
JIOJKHBI OBITH YETKO OTIpeJIeNIeHbl U CPOPMYJINPOBAHBI OPSIIOK M CIIOCOOBI (METO/IbI) UX peaTH3alH.

6.3.1.3 OTBETCTBEHHOCTH 3a MOJIUTUKY B 00JIACTH KayecTBa HECET PYKOBOJIUTENb YUPEXKACHHUS.

PYKOBOI[I/ITCJ'H: YUPCKACHUA HOJIKCH o0ecreynTh Pa3bACHCHUEC U NOBCIACHUC ATON MHOJUTHKHU OO
CBCACHUA BCCTO NEPCOHANIA YUPCIKACHHUSA, YCTKO ONPEACINTE ITOJTHOMOYNUA, OTBETCTBCHHOCTE U IMOPAJOK
B3aHMMOJCHCTBHUS BCETO NnepcoHalia yUpCKACHUA, OCYIICCTBIIAOIICTO PYKOBOACTBO, UCIIOJIHCHUC YCIIYT U
KOHTPOJIb ACATCIBbHOCTH, BHI/IHIOHIGI)’I Ha Ka4€CTBO YCIIYT.

6.3.1.4 B ¢opmMupoBaHWM TOIUTUKA B OONACTH KadecTBa JOJKHBI MPUHUMATh Y4acTHE BCE
PYKOBOJMTEINH, OCYLIECTBIISIONINE YIIPAaBICHUE YUPEKICHUEM.

6.3.1.5 Tlomutnka YUpCKACHUA B 00JIacTH KadyecTBa JOJIDKHAa OXBAaTbIBATh BCC HAIIPABJICHUA C€TO
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JEATENIbHOCTH, OTBEYaTh IOTPEOHOCTSIM M 3alpocaM KJIHMEHTOB, CIIOCOOCTBOBATh  YIIyYIICHHUIO
COIMAJBHBIX M SKOHOMHYECKUX TMOKa3zaTenei yupexkiaeHus. [lomuThka B 00JIaCTM KadecTBa JOJDKHA
coziepKaTh TaKXKe 00S3aTeNbCTBO PYKOBOJCTBA YUPEKICHUS OCYLICCTBISTH ITOCTOSHHOE YITYYILCHUE
KadyecTBa 00CITy>KUBAHHSI KIIMEHTOB.

6.3.1.6 Ilonutuka yupexaeHus B O0JIACTHM KayecTBa JOJDKHA BHEAPATHCS BO BCEX CTPYKTYPHBIX
MOAPA3ACIICHUSIX YUPEKIACHUS W PEryIspHO TMOJBEPrarbCsi aHAIM3y Ha MPEAMET €€ MOCTOSHHOU
AKTYyaJIbHOCTH M MPUTOTHOCTH.

6.3.1.7 Peanu3anusi TOMUTHKU YYPESKIEHUS B OO0JACTH KadyecTBa JOJDKHA OBITH oOecreueHa
HEOOXOMMBIMHU pecypcaMu (KaJpOBBIMH, MaTEPHATbHO-TEXHHUECKUMU, UHPOPMAIIMOHHBIMHU U JIP. ).

Jlis  BBINOJHEHMS] OPUHATOM  yUpPEKJIEHUEM IOJUTUKM B O0JIaCTM  KauyecTBa  Iepej
MOJPA3JCIICHUsAMU U CIIy>KOaMHU YUPEXKACHUS CTaBATCSA 3aJa4d HAa KOHKPETHBIC IJIAHOBBIE MEPHOJIBI,
KOTOpblE€ TMpU HEOOXOIUMOCTH CBOEBPEMEHHO YTOUHSIOTCA M KOPPEKTUPYIOTCS PYKOBOJCTBOM
YUPEKICHUS.

6.3.1.8 B yupexaeHuu cienyeT MPOBOAUTH MEPONPUSTHS, OOECIeunBaronue IMOHUMAHHE,
MOJICPIKKY M PEATTU3AIHIO IOJIMTUKU B 00JIACTH Ka4eCTBA BCEMU COTPYAHUKAMU YUPEKICHHSL.

6.3.2 Opranu3anuoHHas CTPYKTypa CHCTeMbl 00€CTIeUeHUsI KauecTBa MOXET ObITh IIPE/ICTaBlICHA B
BUJIC CXEMBI (C HEOOXOUMBIM IMOSICHEHUEM ), Ha KOTOPOH JIOJDKHBI OBITh M300paKEHBI BCE CTPYKTYPHBIC
MOJIpa3/IeIeH s, HEMOCPECTBEHHO yYaCTBYIOIIME B MPEIOCTABICHUU YCIYT WM O00ECTIeUMBAIOIINE HX
MPEIOCTaBIICHUE.

B mosicHennmu k cxeme JOJIXKHBI OBITH OTpaXCHbI 3aaavu, q)YHKIII/II/I N OTBCTCTBCHHOCTBH BCECX
HO,Z[pa3):[eJIeHI/II>'I u CJ'IY)K6 YUpCKACHUA B o0JIacTu KayecTBa U MPUBCACHBI CBCACHUA O JOKYMCHTAX BCCX
ypOBHGI\/'I, KOTOPBIC HOJIKHBI COCTAaBJIATE HOPMATHBHO-MCTOANYCCKYIO 6213y CHCTEeMBI OOecIeUeHus
KaueCTBa YUPCIKIACHU.

CBeneHuss 0 JOKYMEHTaX MOTYT OBITh NIPEJICTaBICHbI B BHJIE€ CaMHMX JOKYMEHTOB, HOBTOPHO
pa3paboTaHHbIX (MOJUTHKA B 00JacTW KayecTBa M Jp.) WM YK€ JCHCTBYIOIMX B YUYPEXKJICHUH
(ONOXeHUs,, NHCTPYKLHUH, METOAMKH, PYKOBOJACTBA, MpaBUja U T.JI.), HO OTKOPPEKTUPOBAHHBIX IpPHU
HE00XOAMMOCTH B LIeNIAX 0oJiee MOJHOrO y4eTa B HUX BOIPOCOB KauyecTBa, JMOO B BUJE CCHUIKM Ha 3TH
JOKYMEHTHI ¢ HHpopMaluei 00 ux npeJHa3HauYeHUH U KPaTKOM COAECpKaHUH.

6.3.3 I[OI(YMCHTH.I_[I/ISI CHCTeMBbI OO€eCICUeHUsT KayecTBa YUpCKACHHUA OOJDKHA TTOCTOAHHO
MoAACPIKUBATHCA B pa60qu COCTOSIHMH; YCTAPCBIIYIO JOKYMCHTAIUIO CIICAYCT CBOCBPCMECHHO HM3bIMATh
U 3aMEHSTh HOBOM.

7 OpraHmsaums paboTbl MO Ka4yecTBY yCIyr B cMcteme obecnevyeHusi KavyecTBa
7.1 IloTHOMOYMS ¥ OTBETCTBEHHOCTH NEPCOHANIA
7.1.1 B cucreme oOecrmeueHnss KayecTBa YUpPCKACHUA JOJIZKHBI OBITHh 4YETKO OIIPCACIICHBI

IIOJIHOMOYHs, OTBETCTBCHHOCTh U BSaI/IMO)IeI\/'ICTBI/Ie BCCTO I€pCOHAIa YUPCIKIACHUA, OCYHICCTBIAIOMICTO
PYKOBOJACTBO paGOTOﬁ, MNpeaAOCTaBJICHUC YCIYI' U KOHTPOJIb ACATCIBbHOCTH, BJIMSIONIEH Ha Kad4eCTBO

YCIIYT.
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OT0, B NEPBYIO OuYepelb, JODKHO OTHOCHTHCA K OOCIIYKUBAIOIIEMY IE€PCOHATY, AEATEIbHOCTh
KOTOpPOT'0 CBSi3aHA C BBIIOJHEHMEM TaKHX IPOLEAYpP, KaK BBISBICHHME NPETEH3UN U Kajlo0 KIMEHTOB,
IIPOBEJCHUE MEPONPUATHN 110 YCTPAHEHUIO WM NPELYIPEKICHUIO0 HEJOCTATKOB, KOHTPOJIb BBIIIOJHEHUS
9TUX MEPOIPUATHUH.

7.1.2 B yupexaeHun 10JKHO ObITh HA3HAYEHO OTBETCTBEHHOE JIMIO (MPEACTaBUTEIb PYKOBOJICTBA)
W3 4YHuClia PYKOBOJUTENEH YUPEKIEHHUs, KOTOPOE HE3aBUCUMO OT JAPYTHMX BO3JIOKEHHBIX Ha HEro
00s13aHHOCTEH JOJDKHO OTBEYATh 3a HaJ/JIexKalllee BBIIOJHEHHE TPeOOBaHMI, YCTAHOBICHHBIX HACTOSIIUM
CTaHAApTOM, U UMETh TTOJIHOMOYHSL:

- st obecrieueHus: pa3paboOTKH CHCTEMbI 00eCIIeUeH s KauecTBa, €¢ BHEIPEHHS U MOJICPKAHUS B
pabodeM COCTOSHUY;

- HOpeaoCTaBJICHUA OTYETOB PYKOBOAUTCIIIO YUPCKICHHUA O (bYHKI_[I/IOHI/IpOBaHI/II/I CHUCTCMbI
obOecrnieueHrs KauyecTBa C HCJIBIO €€ aHaIn3a U UCII0JIb30BAHHUA MMOJTYYCHHBIX PE3YJIbTATOB KaK OCHOBBI IJIA
,Z[aJ'IBHefIH.IeFo COBCPILICHCTBOBAHUA.

7.1.3 VYypexnaeHue [OJDKHO YCTAaHOBUTb TOPSAOK pa3padOTKU (MM KOPPEKTUPOBKHU, IIpU
HE00XO/AMMOCTH), PACCMOTPEHUS, YTBEPHKIAECHUS U BEJICHHUs BCEX JIOKYMEHTOB, OTHOCSIIMXCS K CHCTEME
o0ecrieYeHns1 Ka4eCTBa, a TAK)KE MOPSIOK X MPETOCTABICHHUS.

7.2 BHyTpeHHMe IPOBEPKH CHCTEeMbI KauecTBa

7.2.1 B cucreme obecnieueHus KauecTBa YUPEKICHHUS JOIDKEH OBITh pa3padoTaH M MOAACPKUBATHCS
B pabo4yeM COCTOSHUU MOPSJIOK IPOBEAECHHUS BHYTPEHHUX HPOBEPOK (PYHKIMOHUPOBAHHS CUCTEMBI
o0ecrnieueHus KauecTBa. BHyTpeHHHE MTPOBEPKU CUCTEMbI 00ECIIEUEHHS KauecTBa YUPEXKICHUS MPOBOIST
C LENbI0 PETYISPHONW OLEHKU ee 3(PPEeKTMBHOCTH M COOTBETCTBUS YCTAaHOBJIEHHBIM TpEOOBaHMSIM, a
TaKkKe JUId TONy4eHHUs HMHopManuu, HeoOXoauMou s 3(PQPEeKTUBHOTO (YHKIIMOHUPOBAHUS OSTOU
CHCTEMBI.

7.2.2 OTBETCTBEHHBIM JIMIIOM 3a OPraHU3alMI0 M MPOBEACHHUE NMPOBEPKH CHCTEMBI 0OECHEUEHHUS
KayecTBa YUPEKICHMS JIOJDKEH ObIThb NpPEeACTaBUTENb PYKOBOJCTBA, OTBETCTBEHHBIH 3a CHCTEMY
obecreyeHns: Ka4ecTBa.

7.2.3 OTBETCTBEHHBIMU HCIIOJHUTEISIMU IO TPOBEIECHUIO MPOBEPOK PEKOMEH]IYETCS Ha3HAdaTh
pyKOBOAMTENCH Tojapa3aeneHnd, 3P(EeKTUBHOCTh M KadeCTBO JAEATEIbHOCTH KOTOPBIX 3aBHCIT OT
KauecTBa JIEATEIIbHOCTH IIPOBEPSAEMBIX MOIpa3IeIeHUM.

7.2.4 DpheKTUBHOCTh CHCTEMBI 00€CTIeUeHUs KaueCTBa YUPEKIACHHUS OMPEICISIIOT TI0 PE3yJIbTaTam
€€ OLIEHOK, MOJIy4YaeMbIX MPU MPOBEpPKax.

7.2.5 B mpoliecce MpOBEPKH CHUCTEMBI OOECIEYEHMs] KauecTBa YUpEeXJEeHUH (M ee COCTaBHBIX
qacTeil) OCyIecTBIISIOT:

- KOHTPOJIb COOTBETCTBUA CHUCTCMbI oOecIeyeHns KauecTBa Tpe6OBaHI/I$IM HACTOAICTO CTaHdapTa U
AOKYMCHTAIIUH HA HEC,

- aHaJIn3 U OLCHKY COCTOSHUSA (bYHKIII/IOHI/IpOBaHI/IH CHCTEMBI 00€CIIEUEHHs KauyecTBa B OcJIoOM H
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OTJIEJIbHBIX €€ COCTAaBHBIX YacTel;
- aHAJIM3 COOTBETCTBUS MPEAOCTABISIEMBIX YCIYT TPEOOBAHUSIM HOPMATUBHBIX JOKYMEHTOB;
- aHAJIM3 ¥ OLIEHKY PE3YJIbTaTOB pabOThI YUPEKACHUS B 00JACTH KauecTBa yCIyT;

- BBIPa0OTKY KOPPEKTHUPYIOIIMX JACWCTBUI, HAmpaBJICHHbIX HA YCTPAaHEHHE HEIOCTATKOB,
BBISIBJIEHHBIX B IIpOLlECCE€ NPEAOCTABIEHHSI YCIYr, U COBEPIIEHCTBOBAHUE CUCTEMbI OOeCHedeHUs
Ka4ecTBa.

7.2.6 IIpoBepKu cHCTEMBI KaueCTBa YUPEKIACHUNH MOTYT OBITh IIJIAHOBBIMH M OTIEPAaTUBHBIMHU.

[leproaMYHOCTh IIAHOBBIX IPOBEPOK YCTAHABIMBAIOT B 3aBUCUMOCTU OT PE3Y/IbTATOB aHAIU3a
Ka4yecTBa YCIIYT.

OrnepaTUBHYIO TTPOBEPKY CHUCTEMBI OOECIICYEHHSI KaueCTBa MJIM OTJEIbHBIX €€ COCTAaBHBIX YacTel
MPOBOJAT B CIIy4ae PE3KOro YXYAUICHHs I10Ka3aTelei, XapaKTEepHU3YIOUIMX KOHEUYHBbIE pPE3yJbTaThl
paboThl MO oOecreueHnIo KadecTBa YCIYr, MNPEAOCTABISEMBIX KAaKHUM-THOO TMOJpa3/IeIeHUEM WIH
YUPEKIECHUEM B IIEJIOM, B ClIy4ae OLEHKH 3(()EKTUBHOCTU KOPPEKTHPYIOMIUX JEHCTBUH, a Takke Mpu
3HAQUYUTENIbHBIX U3MEHEHUSAX OpraHU3alUKi padoT U TEXHOJOTUU MPEIOCTaBICHUS YCIIYT, KOTOPhIE MOTYT
OTPULIATENILHO MOBJIMATH HA UX Ka4€CTBO.

7.2.7 Tlocme OKOHYaHUS BHYTPEHHEH NPOBEPKM €€ pe3yabTaTbhl oGOpMIIAIOT B BUJIE OTYETa O
COCTOSIHUM CHUCTEMbI KauyecTBa OOECIIEUEHMs YUpPEXJIEHUs, B KOTOPOM OTpaKaloT JaHHbIE aHalIu3a
COOTBETCTBUSI ITOKa3aTelell U pe3ynbTaToB AEATEIbHOCTU YUPESKACHUS B 00JaCTH 00€CIeUeHNsI KauecTBa
MPEOCTABIIAEMBIX YCIIYT YCTAaHOBJICHHBIM TPEOOBAHUSM.

7.2.8 Pe3ynbTaThl MPOBEPOK CUCTEMBI OOECIICYCHUST KaUueCTBa YUPEKIACHUHN SBISIOTCSI OCHOBAHUEM
Uis pa3paboTKU M pealn3alud MEpONpHUSITH MO0 €€ COBEpPUICHCTBOBAHUIO, MO pa3paboTKe HOBBIX
METOJIOB M CPEICTB YIPaBJICHUS KAaueCTBOM IMPEJOCTABISIEMBIX YCIYT, YIYUYIIEHHWIO COCTaBa H
COJIep>KaHusl HOPMATHUBHOM JOKYMEHTAIIMU Ha CUCTEMY 00eCIIeYeHHs KaueCTBa.

7.3 lloaroroBKa KaapoB

7.3.1 B yupexxaeHun A0JKeH ObITh pa3paboTaH, TOKYMEHTAJIbHO O(GOpPMIIEH M YTBEPXKAEH IUIaH
MEpPOIPUATHH 10 NOATOTOBKE (00y4€HUI0, MOBBIIIEHUIO KBaTU(UKALUY, aTTECTAllUN, CTAXKUPOBKE U T.1I.)
NepCOHaNA, BBITOJIHSIONIETO Pa0OThl, HETIOCPEACTBEHHO BIMSIONIME HA KAYECTBO YCIYT.

7.3.2 TloaroroBkoil mepcoHana JOJKHBI OBITh OXBau€Hbl BCE COTPYAHUKH YUPEXKICHUS,
HEINOCPEACTBEHHO BIMSIIOIINE HA KAYECTBO YCIIYT, BKIIOYasi pyKOBOJAIIMM COCTaB BCEX YPOBHEM.

7.3.3 Tlpu pa3paboTke W peayn3alii IIAHOB MEPOINPHUATHNA O MOATOTOBKE KaapoB HEOOXOIMMO
YUUTBHIBATh TpPeOOBaHMsS, H3IOKEHHBIE B 5.2.3, KacaloIluecs Mopsaka padoThl CO CHEIHMATUCTAMU
YUYpexIeHUs.

7.4 AHayn3 (PYHKIMOHMPOBAHUSA CHCTEMbI Ka4eCTBA PYKOBOACTBOM YUPeKICHUA

7.4.1 Cucremy oOecredeHus] KadyecTBa NEPUOAMYECKH JOJDKHO AaHaJUM3UpOBaTh PYKOBOACTBO
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YUPESKACHUS UL TOTO, YTOOBI MOYKHO OBLIO YOSIUTHCSI B TOM, YTO OHA YJIOBJICTBOPSET MPEAbSBISIEMBIM
K Hell TpeOoBaHusIM U 3 (HEeKTHBHA.

7.4.2 AHanu3 [OJDKEH BKIIIOYATh OLEHKY pPe3yJbTaTOB BHYTPEHHUX IPOBEPOK, MPOBOIHMBIX
HETMOCPEACTBEHHO  PYKOBOJCTBOM  WJIM  TMPEJICTABUTENIEM  PYKOBOJCTBA, OTBETCTBEHHBIM  3a
(GYHKIIMOHUPOBAHHUE CUCTEMbI OOECIICUCHHUS KaueCTBa YUPEHKACHHUS.

Pe3ynbpTaThl MOMOOHBIX aHAM30B CIEAYET HCIONB30BaTh I TOATBEPKICHUS JOCTHKCHUS
Tpebyemoro kauecTBa 1 3PpPeKTUBHOCTU (PYHKIIMOHUPOBAHUS CUCTEMBI.

7.5 KOHTpPOJIb ¥ OLIEHKA Ka4eCcTBa YCJIYyT

7.5.1 HpI/I KOHTPOJIC U OHLCHKC KadueCTBa IIPCHAOCTABIACMBIX YYPCKIACHUCM YCIYI' YUPCIKIACHHUC
JOJIDKHO:

- IpOBEPATh M WACHTUGUIMPOBATH YCIYTM HAa COOTBETCTBUE HOPMATUBHBIM JIOKYMEHTaM,
pEerIaMEHTUPYIOIUM UX MPEIOCTABICHUE;

- o0ecrieunBaTh CaMOKOHTPOJIb TIEPCOHANA, MPEIOCTABISIONICTO YCIYrH, KaK COCTAaBHYIO 4YacTh
npoIrecca KOHTPOJIS;

- 00ecIIeunBaTh IMPUOPUTET KIIMCHTOB B OLICHKE KAYCCTBA YCIIYT;

- INPAKTUKOBATh B YYPEKJICHHM PEryJSIPHYIO OLICHKY CTEIEHU YIOBIECTBOPEHHOCTH KIMEHTOB
yCIIyraMy IIyTeM IIPOBEAEHUS COLUOJIIOIMYECKUX OIIPOCOB.

7.5.2 CpaBHEHHE OLEHOK KJIMEHTOB U MCIIOJHUTEIEH YCIIyT ClelyeT MPOBOAUTH MOCTOSIHHO JJISt
TOro, 4YTOOBI OLEHUTh COBMECTUMOCTH JIBYyX ME€p HX KadecTBa, NpPOBECTU (MPH HEOOXOIUMOCTH)
KOPPEKTUPYIOIIME JEHCTBUS U OMNPEIENINTh, HACKOJIBKO JIE€ATEIbHOCTh MCIOJHUTENEH YCIyr OTBEYaeT
NOTPeOHOCTSAM M 3allpocaM KJIMEHTOB.

BUBJIMOIrPA®UA

[1] 3akon Poccuiickoii ®enepanmu ot 7 ¢espans 1992 r. N 2300-1 "O 3ammre npas
norpeduteneit"

YK 658.382.3:006.354 OKC 03.080.30 OKIIJ 2 87, 88

KitoueBbie croBa: conuanbHOe OOCTY)KMBAaHUE HACEJEHHUs, COLUAIbHAsg yciyra,
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YUPEXICHUE COLMAIBHOTO OOCIY)KMBAaHUS, KAaueCTBO COLHUAIBHOW YCIIyTH, CHCTEMa
o0ecreyeHns: Ka4ecTBa YUPEeKICHHs
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