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rOCT P 52497—2005
Mpepgucnosune

Lienn n npuHumnel cTaHfapTm3auun B Poccuiickoin Pefepaunmn ycTaHoBneHbl defepanbHbiM 3aKOHOM OT
27 pekabps 2002 r. Ne 184-d3 «O TeXHMUYECKOM perynnpoBaHnMmn», a npasunia NpUMEHEHUs HaunoHaNbHbIX
cTtaHgapToB Poccuiickoin depepauyun — FOCT P 1.0—2004 «CTtaHgapTusauua B Poccuiickoli ®egepauun.
OCHOBHbIE MOSTOXEHNA»

CBejeHusi o cTaHgapTe

1 PASBPABOTAH ®epepasibHbIM rOCYAapCTBEHHLIM YHUTAPHbLIM NpeanpusTueM «Bcepoccuiickuii
Hay4YHO-nccneoBaTebCKUii MHCTUTYT CTaHgapTM3aLl M 060pOHHON NPOAYKLMMN 1 TexHonornm» (Pryr «Poco-
6opoHcTaHgapT»; Ao 8 nonsa 2005 r. — ®ryn «BHUWctangapT»)

2 BHECEH TexHuyeckum kommuTeToM no ctaHgaptmsauun TK 406 «CoumanbHoe ob6cnyxumBaHue Hace-
NeHnsa»

3 YTBEPX/EH /I BBEJIEH BEVICTBVE Mpukasom ®efepansbHOro areHTCTBa N0 TeXHUUYECKOMY pery-
nuposaHunto n metponorum ot 30 Aekabps 2005 r. Ne 534-cT

4 B HacTOAlLeM CTaHAapTe peann3oBaHbl HOPMbI thefepasnbHbIX 3aKOHOB Poccuiickoii efepauun:

oT 10 sekabps 1995 r. No 195-93 «O6 ocHOBax coLumanbHOro 06¢nyxnBaHns HaceneHus B Poccuiickol
Pepepaummny;

oT 9 AaHBapsa 1996 r. Ne 2-#3 «O 3awuTe npas noTpebuteneii»;

oT 27 pekabps 2002 r. No 184 -®3 «O TeXHUYEeCKOM perysimpoBaHum».

B cTaHgapTe peannsoBaHbl Takke HOpMbl NOCTaHOBNeHUA [paBuTenscTBa Poccuiickoin degepauun oT
2 dpeBpans 1998 r. N» 113 «O HEKOTOPbIX Mepax, HanpaBfeHHbIX Ha COBEPLLUEHCTBOBaHNe cuctem obecneye-
HVA KayecTsBa MpoAyKUUU 1 yCyr»

5 BBEJEH BIEPBbIE

MHdopmauns 06 n3aMeHeHNaX K HacTosILLeMy cTaHaapTy nybnvkyeTca B eXerofHo usjasaemom
MHdopMaLnoOHHOMYKa3aTene «HauvoHanbHble CTaHAapThi», @ TEKCT U3MEHEHUI N ONPaBOK — B eXeMe-
CAYHO n3gasaeMbiX MH(POPMaALMOHHbIX YKa3aTenax «HaumoHanbHble cTaHAapThbi». B cnyyas nepecmoTpa
(3aMeHbl) UM 0T MEHbI HACT OALLLEr0 CTaHAapTa cCooTBeTCTBYloLLee yBeloM/IeHne byeT ony6/nMKoBaHo
B €XKeMeCAYHO n3faBaeMoM MHPOpPMaLMOHHOM yKa3aTene «HaunoHanbHble cTaHgapThi». CoOOTBEeTCTBY-
owan nHpopmauus, ysefoMneHne N TeKCT bl pa3MeLLanTCs Takke B UHDOPMaLVOHHON cucTeme o6LLero
NoNb30BaHNS — Ha ouuManbHOM caii Te HaumoHanbHoro opraHa Poccuiickoli ®efepauum no cTaHgapTy-
3aumn n B ceTwn MInTepHeT

©CrtaHgapTtuHpopm, 2006

HacTosuii cTaHAapT He MOXEeT GbITb NO/IHOCTLIO UM YACTUYHO BOCMPOU3BEAEH, TUPAXKMPOBAH 1 pac-
MPOCTPaHEH B kKayecTBe ohuLmanbHOro nsganus 6es paspelleHns ®efepasibHOro areHTCTBa No TEXHUYECKO-
MY perysiupoBaHuio 1 MeTposiorum
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HALMWOHANBbHLIN CTAHAAPT POCCUMNCKOWN QEAEPALUMN

CoumanbHoe 06CnyXnBaHue HaceneHus
CucTema KadecTBa yupexaeHuii counanbHoro o6¢cnyxmBaHus

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

[ata BBegeHna — 2007—01—01

1 O6nacTb NPUMEHEHUS

HacTosawuii cTaHAapT pacnpocTpaHseTcs Ha coluanbHoe 06CNyXUBaHne HaceeHus 1 yctaHaBnimBaeT
Tpe6oBaHNA K CUCTEME KayecTBa YUpeXeHuii columnanbHoro o6CnyxmnBannsa (ganee — yupexaenus), npea-
OCTaBNAWLNX coLmanbHble ycnyrn (ganee — ycnyru) passiMiHbiM KaTeropusiMm HaceneHusi, okasaBLINMCS B
TPYZAHO XWU3HEHHOW CUTyauuu.

CraHfAapT pa3paboTaH C Lie/blo ero Ncnosib3oBaHns B kayecTBe 6a30B0I HOPMATMBHO OCHOBbI NpY pas-
paboTke CUCTEM KayecTBa KOHKPETHbIX YUpexAeHuii NpUMeHNTENbHO K cneuuduke ux 4esaTenbHOCTH.

2 HopmaTtuBHbIe CChIIKK

B HacTosllem cTaHfapTe UCNo/b30BaHbl HOPMATUBHbLIE CCbISIKW Ha cneaytoLme cTaHaapThl:

FOCT P 50646—94 Ycnyru HacesieHuio. TepMuHbI 1 onpegeneHns

FOCT P 50691—94 Mopgenb obecneyeHns kayectsa ycyr

FOCT P 52142—2003 CouwuanbHoe o06CnyxuMBaHWe HacesieHnsi. KauyecTBo couuanbHbIX YCAyr.
O6Lme NoNoXeHNs

FOCT P 52143—2003 CouuasnbHoe ob6cnyxunsaHune HaceneHns. OCHOBHbIE BUAbl COLMasbHbIX YCyr

FOCT P MCO 9000:2001 CwucteMbl MeHeXMeHTa kayecTBa. OCHOBHbIE MOJIOXEHUA Y CNOBapb

FOCT P NCO 9004:2001 Cuctembl MeHeXMeHTa kayecTBa. PekoMeHauuu No yny4ylleHuo fes-
Te/IbHOCTH

MpuMmeyvyaHune — [Mpy NOL30BaHUM HACTOSILLMM CTaHAAPTOM Lienecoo6pasHo NPOBEPUTL AENCTBIUE CChIoY-
HbIX CTAHAAPTOB B VHCHOPMALMOHHOM CrCTEME OBLLETO MO/1b30BaHUSt — Ha O(PMLIMA/ILHOM CaiiTe HaLMOHA/ILHOTO opraHa
Poccuiickoii ®efiepaLm Nno CTaHaapTU3aLMm e CeTv VIHTEpPHET WM Mo EXEr0AHO U3AaBaEMOMY HCDOPMALIMOHHOMY YKa-
3arento «HaunoHanbHblecTaHAAPThI», KOTOPbIA 0Ny6MKOBAH MO COCTOSIHMIO HA 1 AHBaPs TEKYLLEro roga, v rno
COOTBETCTBYIOLMM eXeMeCsYHO u3aaBaemMbiM MHOPMALVOHHbLIM yKa3aTensam, ony6/1MKOBaHHbLIM B TEKYLLEM
rogy. ECnv ccblNOYHbIA AOKYMEHT 3aMeHeH (M3MEHEH), TO MPY NO/Ib30BaHMUU HACTOSLLMM CTaHLAPTOM cregyeT
PYKOBOACTBOBATLCS 3aMeHsieMbIM (M3MEHEHHbIM) [OKYMEHTOM. EC/M CCbINIOYHbIN JOKYMEHT OTMEHeH 6e3
3aMeHbl, TO NOIOXKeHe, B KOTOPOM AiaHa CChi/Ika Ha HETo, NPUMEHSIETCA B YaCTy, He 3aTparMBaloLLeil 3Ty ccbifi-

Ky.
3 TepMUHbI U onpeaeneHus

B HacToswem cTtaHaapTe npumMmeHeHbl TepMUHbI Mo FTOCT P 50646 n TOCT P MCO 9000.

N3paHne opuymnansHoe
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4 TpeboBaHWsA K CMCTEME KayecTBa yuypexaeHus

4.1 TpeboBaHMA K CUCTEME KayecTBa YUPEXAEHUA YCTaHOB/IEHbl HACTOALWMM CTaHAapTOM B COOTBe-
TCTBWM C NoNoXeHnsmu defepanbHbiX 3aKOHOB Poccuiickoin ®egepauumm nnoctaHoBneHmem Mpasutenscrea
Poccuiickoii ®egepauun, ykasaHHbIMU B NPeAuCc/IOBAM CTaHdapTa, a Takke nonoxeHnsmu FOCT P 50691.
FOCT P 52142, TOCT P 52143 nrOCT P CO 9004.

4.2 Tloa cucTeMOol KauecTBa yUpexAeHUs MOHMMat0T COBOKYMHOCTb €r0 OpraHn3aLyoHHON CTPYKTYpbI (C
pacnpefeneHnem 0TBETCTBEHHOCTM COTPYAHMKOB 3a Ka4yecTBO YCAyr), npasu, METOA40B 06ecneyeHuns KayecTea
ycnyr, npoL,eccoB NpefoCcTaBeHNs YCyr, PecypcoB yUpexXaeHns (II0ACKNX, MaTepuanbHO-TEXHNYECKNX, NHdop-
MaLVOHHBIX 1 ApYTrnX), 06ecneynBatoLLyio OCyLLeCcTBeHNe aAMVHUCTPATUBHOTO PYKOBOACTBA KAYeCTBOM YC/yT.

4.3 CuncTemy KayecTBa yupexaeHus co3gatoT A8 AOCTUXEHUSA U NOAAEPXKaHUSA YPOBHSA KavecTsa yCnyr,
COOTBETCTBYIOLLEro NpeAbABAseMbIM K HEMY Tpe6oBaHUAM.

4.4 CwucTema KauecTBa yupexeHus Ao/mKHa ABAATLCA HEOTbEeMIEMON YacTbio 06LLLEe cucTemsl ynpas-
NeHnsA [eATeNbHOCTbIO YUPeXAeHUsA N0 NpefoCTaB/1eHNIO CoLMarbHbIX YCyT.

4.5 CwucTema kayecTBa yupexaeHus npegHasHadeHa gns co3faHnsa HeobXoAMMbIX yCOBUIA rapaHTUpo-
BaHHOTO Y/10B/1IETBOPEHNSA 3aKOHHbIX 3anpocoB W NOTPeOHOCTEl KINEHTOB, NOBbIWEHNA 3EKTUBHOCTU U
KayecTBa YC/yr Ha BCEX CTaAMAX NX NPefoCTaBeHNs C Lenblo NpeaynpexaeHnst BO3MOXHbIX OTK/TOHEHUIA OT
3a/jaHHbIX TpeboBaHWii K aTUM ycnyram, obecnedyeHuns penytaunm yupexaeHuns kak HafeXxHoro n nopsigovHoro
UCMOSTHUTENSA YCAYT.

4.6 OCHOBHbIMU 3afja4yamu, Ha peLleHne KOTOPbIX A0/MKHA OblTb HanpaBeHa CMCTEMA KauyecTBa yUupex-
AeHns, ABNATCS:

- ocyuiecTB/ieHne a(hHEKTUBHOIO KOHTPOS 38 TEXHUYECKUMMW, OpraHn3aLMoHHbIMU 1 ApYTUMK hakTo-
pamu, BASIOWMMW Ha Ka4eCTBO Npef0CTaBNAEeMbIX YCyT;

- NpegoTBpaLLeHne Uav ycTpaHeHne No6bbix HECOOTBETCTBUI yCNYT NpebABAseMbIM K HUIM TpeboBaHuAM,;

- obecneyeHne cTabU/ILHOIO YPOBHS KavyecTBa YCNyr;

- pelueHve Apyrux 3agay, oTpaxarLnx cneynuky 4esTeNbHOCTU YUpeXaeHWA.

4.7 Pa3spaboTka v (hyHKLMOHMPOBAHME CUCTEMbI KAYeCTBa yupexaeHuns f0/MkHbl 6a3upoBaTbCcs Ha cre-
OYIOLWNX OCHOBHbIX NpUHLMMIAax:

- NPUOPUTETHOCTN TPpeboBaHWiA (3anNpocoB) kMeHTa No obecneyeHunto kayecTsa ycnyr, To ecTb obecne-
YeHVs yBEPEHHOCTV BTOM. 4TO 3TK TpeboBaHuA (3anpocsl) 6yAyT NOHOCTbLIO peasin3oBaHbl Npy npejocTasne-
HUKM yCnyr,;

- npepynpexaeHuns npobnem kayectsa ycnyr, To eCTb o6ecneyeHns yBepeHHOCTW B TOM, YTO 3TW Npo-
61emMbl 6yAyT Npeaynpexaatbes, a He BbISBNATLCA U pas3peLlaTbCs Nocse X BO3HUKHOBEHUS,

- co6nIAeHNA NONOXEHUA HOPMATUBHBIX [JOKYMEHTOB, periaMeHTUpyLmMx Tpe6oBaHnsa K Mopaaky 1
npasunam npefocTasBieHNs YCyr;

- 06ecne4yeHHOCTUN yupexgeHunst COOTBETCTBYOLLMMM IIOACKUMU, MaTePUaibHO-TEXHUYECKUMUN N ApYTI-
My pecypcamu (6a30Boii MonepaTUBHO MHOPMaLMeRt, TeXHUYECKON AoKyMeHTalunel, faHHbIMW 0 pe3ynbTa-
Tax NpefocTaBeHNsA YCYT U UX KOHTPOISA, UTOrax OLEeHKN kavecTBa uap );

- YeTKoro pacnpegenieHns nosIHOMOYUA N OTBETCTBEHHOCTUN MepcoHana 3a ero AefTenlbHOCTb No npes-
OCTaB/IEHUNIO YC/YT, BAMAIOLLYIO HA 06ecneyeHne ux kKauecTsa,;

- JINYHOI OTBETCTBEHHOCTU PYKOBOZCTBA YUPEXAEHNA 3a kauyecTBO NpefocTaB/seMbiX yCayr, paspa-
60TKy, BHeApeHME 1 KOHTPOSb 3(hhEKTUBHOCTU CUCTEMbI KayecTBa, 3a onpegeneHvne noantuku B obnactu
kayecTBa, opraHusaumio 1 obLee pykoBOoACTBO paboTamy No o6ecneyeHnto KayecTsa;

- obecneyeHne NTMYHOWM OTBETCTBEHHOCTU KaX/A0ro UCMONHNUTENSA 3a KA4eCTBO YC/yr BCOYeTaHuu ¢ maTte-
puasibHbIM 1 MOpasibHbIM CTUMY/IMPOBAHNEM Ka4yecTBa;

- [OKyMeHTanbHOro ohopmaeHuns Npasua n MeTofoB obecneyeHuns ka4yecTsa yCnyr;

- obecneyeHns NOHNMaHNA BCEMU COTPYAHUKAMU yupexaeHns TpeboBaHunii CucTembl KayecTBa K nosu-
TUKe B 061acTh KayecTsa.

5 OCHOBHble (haKTopbl, BAVSIOWME HA KAYECTBO YCYT, U NOPAL0K
MX NUCNONb30BaHUSA NPV POPMUPOBAHUN CUCTEMbBI KauyecTBa yupexaeHui

5.1 Mpy hOPMUPOBAHMM CUCTEMBI KAUECTBA yUpexaeHuii (Npu onpeaeneHnn NofMTUKNA YUPEXAEHUS B
061acTn KauecTBa, pa3paboTky AOKYMEHTALUM CUCTEMbI KaUecTBa, opraHmsaluy paboT no kayecTBy) HEO6XO0-
VMO yuuThIBaTh psaf (hakTopoB (KpUTEPUEB) PA3/TMYHOTO XapakTepa, KOTOpble B 3HAYUTESILHON Mepe BAUSIIOT
Ha KaYecTBO NpeAoCTaB/sAeMbIX YCYT.

2
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MpaBubHbIV yueT aTuX (DakTopoB, UX NCMO/Ib30BaHMe Npy pa3paboTke COOTBETCTBYIOLNX JOKYMEHTOB
CMCTEMbI KQUeCTBa M B NPaKTUYECKOl AeATeNbHOCTU yupexaeHus 6yyT cnoco6CTBOBATL NOBbILLEHUIO Kavec-
TBa yCnyr.

5.2 OCHOBHbIMU hakTopamMm ABNSIOTCA:

- HaAMyve 1 cocTosiHUE [OKYMEeHTaL U, B COOTBETCTBUM C KOTOPOW (DYHKLMOHMPYET yUupexaeHue;

- YCNOBUSA pasMeLLeHNs yupexaeHus;

- YKOMMJIEKTOBAHHOCTb YUpexXAeHns cneymanuctamv n ux ksannukayms;

- cneuyuanbHoe n TabenbHoe TEXHNYECKOe OCHALLeHne yypexaeHus (obopyaosaHune, npubopsl, anna-
patypawnT.A.);

- COCTOsiHVEe MHpopmaLuun 06 yupexeHun, nopsagake u npasuaax npefocTaBNeHns yCayr KImeHTam.

5.2.1 BcocTaB fOKyMeHTaLumn AO/KHbI BXOANTD:

- MonoxeHue 06 yupexaeHun (YcTas yupexaeHus), Bkovatollee B cebs ceefieHns o npefHasHayeHmnm
yupexpaeHusi, nopsgke ero (oopMMpoBaHuns, CogepxaHus, peopraHnsaunm, ceefeHnsa o6 0CHOBHbIX 3agadax
ero fesATesIbHOCTU, KaTeropmax ob6cnyxmsaemblx nL, NOPAAKE 1 YCOBUAX 3a4NC/IEHUSA Ha 06CNYXMBaHWE, O
CTPYKTYPHbIX NoApasfeneHnsax n Ux OCHOBHbIX 3ajavax, cBefeHuss 06 o6beme 1 nopsgke npegocTasieHns
UMW YCAYT 1 0 APYTUX OPraHn3aunoHHbIX U TEXHUYECKMX Bonpocax:

- MOMOXEHUA O CTPYKTYPHbIX NoApasfeneHnsax yupexaeHus, cogepxatime cCBefjeHns O KaTteropusax
rpaxaaH, 06CnyXunBaemMbiX TEM UAN VHbIM NOApasfeneHnem, CTOAWNX nepes HUM 3agadax, Cpokax 1 ycnoBuax
06CnyXMBaHUA rpaxiaH, CBeAeHUs O AONONHUTENbHbIX AOKYMEHTax, Heo6XoAuMbIX A5 3a4UC/IeHns Ha
o6cnyxusBaHve BAaHHOe nogpasgefieHne, CBeAeHNs 0 KoNnyecTse COTPYAHNKOB NoApasfesieHns. uxX 0OCHOB-
HbIX 06A3aHHOCTAX UT. 4.;

- PYKOBOACTBA, CNyXe6Hble MHCTPYKLUW, NpaBuna, MeTOAVKV TEXHONOMMIA, NpefHa3HayeHHble AN per-
NaMeHTMpOoBaHuA npoLecca npefocTaBAeHns ycnyr, onpeAeneHns MeTog0os (CNoco60B) nx npefocTaBneHns
1 KOHTPO/ISA, & TakKe [/ COBEPLUEHCTBOBAHUS paboThl yUpexaeHns;

- [OKyMeHTauus Ha obopyaosaHue, npubopsl 1 annapaTypy, cnoco6CcTByoLas o6ecnevyeHmnto nx Hop-
ManbHOW 1 6e30nacHoi aKkcnayaTaumm, 06CnyXnBaHna 1 nogaepxaHus B pabotocnocobHOM COCTOAHMY;

- HauMoHasibHble cTaHAapTbl COUMaNbHOTO 06CNYXWBaHWS HaceneHuss B Poccuiickoii ®epepauum,
COCTaBNALL e HOPMATVBHYIO OCHOBY NpaKTU4YecKol paboTbl yupexeHusa B 061acTn npefocTaBnAaeMbIX K-
eHTaMm coumnanbHbIX YCIyr.

B 3aBMCMMOCTM OT TOr0, HACKO/IbKO Ka4eCTBEHHO COCTaB/E€Hbl 3TW [LOKYMEHTbI, HACKO/IbKO KBa/TMhULn-
POBAHHO 1 YeTKO N3/10XEHbI BHUX 06513aHHOCTH, MpaBa, NoOPAL0K BbIMOSIHEHNA pas/IMyHbIX NpoLeAyp Npu npes-
OCTaB/IEHUM YCAYT 1 apyrue PyHKLMM NnepcoHana, 3aBucnuT achhekTUBHOCTbL PaboThbl yUpeXaeH s N KayecTBO
npefocTaBisieMbIX UM YCyr.

YKasaHHble JOKYMEHTbI [JO/IKHbI COCTaBMATL OCHOBY JOKYMEHTaL N CUCTEMbI Ka4ecTBa yupexaeHus. B
npouecce (hOpMNPOBAHUSA CUCTEMbI KayecTBa OHU MOTYT ObiTb NPY HEOBXOAMMOCTU OTKOPPEKTUPOBAHBI C
Lenblo NpYBEAEHNSA UX COAEePXaHUsA B COOTBETCTBME C TpeboBaHMAMU, NpeAbABASEeMbIMU K HAM Kak K YacTu
[OKYMeHTauuyM cucTembl kayecTsa.

5.2.2 Ycnosusa pasmelleHns yupexaeHus, obecneyvsaroLyme ero ahekTUBHY0 paboTy, fOMKHbI OblTh
cnefyoLwnmun:

- yupexpaeHwue v ero CTPyKTypHble nogpasaeneHns 4omkHbl 6biTb pa3melleHbl B CnelyanbHO npeaHas-
HaYeHHOM 3A4aHuK (34aHNAX) WU NOMELLEHUNAX, LOCTYNHbIX A1 BCEX KaTeropuii 06CnyxXmBaembIx rpaxiaH, B
TOM 4ucne ANA MHBANNAOB U APYTUX ManoMOOUNbHbIX FPYyNn HaceneHus. NomeleHns AoMxHbl ObITb 06ecne-
YeHbl BCEMW CPeACcTBaMU KOMMYHa/IbHO-6bITOBOrO 0BC/TYXXMBaHNA N OCHALLEeHbl TeNIethOHHOI CBA3bIO;

- Mo pasMepam 1 COCTOAHUIO NOMELLEeHUSA AO/DKHbI OTBeYaTbh Tpe6oBaHUAM CaHUTapHO-TUTMEHNYECKUX
HOpM 1 npasu, 6e30nacHoOCTV TpyAa v A0/KHbI 6bITh 3alMLLeHbl OT BO3AeicTBMA (hakTopoB, oTpuLaTesisHo
BAIVAIOLLMX HAa KAYECTBO NpefocTaBNAeMbIX yCyr (MOBbILWEHHbIE TEMNepaTtypa Bo3ayxa, BNaxXHOCTb BO3AyXa,
3anbl/IEeHHOCTb, 3ara30BaHHOCTb, LWYyM, BUGpauusa nT.4.);

- naowagb, 3aHMMaemas yypexgeHneM, A0/HKHa MOo3BOMSATb HOpMasbHOE pasMelleHne nepcoHana,
KIMEHTOB U NpefocTaBneHne UM YCAyr.

B cBA3M € aTMM Npu paspaboTke CUCTEMbI KaYeCTBa yupexaeHns A0/KHbI 6bITb NPefyCMOTPEHbI Mepbl,
HanpaB/ieHHblE Ha cO3faHne Uav noaaepXaHue ynoMaHyTbIX YCI0BWiA, a Npy HE06XO0ANMOCTU U BO3MOXHOC-
TW — Ha UX yny4lleHune.

5.2.3 Bonpocbl YKOMNIEKTOBAHHOCTUN YUYPEXAEHUS creunanucTamMmu v nx KBamukaumm Takke 4O/MKHbI
HaliTn oTpaXeHune B CUICTEME KayecTBa Kak OAVH U3 BaXHeNLWNX hakTopoB, BAMAIOLLNX HA KAYECTBO YCAyT.

B uncne Takmx BONpoCcoB, NoAsiexallnx peLeHnto B paMkax CUCTEMbI Ka4ecTBa, MoryT ObITb:

- NOJSIHas YKOMMN/IEKTOBAHHOCTb YUPEXAEHNS HE06X0AVMbIMY CeLanncTamm B COOTBETCTBMM CO LWTaT-
HbIM pacrnucaHuem;
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- nogbop cneunanvucToB C COOTBETCTBYIOLWMM 06pa3soBaHveM, kBanudmkauvein, npoeccnoHanbHol
noAroToBKOM, 06n1aAaLL X 3HAHUSMU 1 OMbITOM, HE06XO0ANMbBIMU A/151 BbINO/THEHUS BO3/I0XEHHbIX HA HUX 0651~
3aHHOCTE; NOCTOSAHHOE NOBbILWEHME X KBasMdukaLumn y4eboii Ha Kkypcax nepenoAroToBKY 1 NOBbILEHNS KBa-
nudpmkaLmMm nam nHbIMM cnocobamu;

- yeTKoe pacnpefenieHne 06583aHHOCTE CNeunanncToB, U3MI0XKEHHbIX B JO/HKHOCTHbIX UHCTPYKUUSAX,
MeToAMKax U ApYrux AOKYMeHTax, pernaMeHTUpYLWmux nx 0693aHHOCTH, NpaBa 1 0TBETCTBEHHOCT;

- obs3aTenbHas aTTecTauus cneLmanncToB B yCTAHOB/IEHHOM NOPAAKE;

- BOCMWUTaHWUE y BCEX COTPYAHMNKOB YUPEXAEHUSA BbICOKMX MOPa/IbHbIX U MOPa/IbHO-3TUYECKNX Ka4ecTB,
YyBCTBA OTBETCTBEHHOCTU M HEO6XOANMOCTY PYKOBOACTBOBATLCSA B CBOEW paboTe C KNMeHTamu npuHumMnamm
ryMaHHOCTW, cnpaBeA/IMBOCTN, 06 bEKTUBHOCTY 1 A0BPOXENaTeNbHOCTU, YUNTbIBAA UX PU3NYECKOe U NCUXK-
4Yeckoe COCTOSIHUE;

- NPUHATWE Mep K He4oNYLLEeHUIO pa3rnaleHnsa CoOTpYAHMKaMy yUpexaeHus CBeAeHnii IMYHOTO Xapak-
Tepa 0 KNneHTax, Nbo 3TN CBEEHUSI COCTABAT CNYXeOHYH TaliHy 1 3a UX pasrfalleHne BUHOBHbIE HECYT
OTBETCTBEHHOCTb B NOpsAKe, yCTAHOBMIEHHOM 3akoHoAaTeNnbCcTBOM Poccuiickoin degepauun.

5.2.4 [1lnA Ka4eCTBEHHOr0 NpeAocTaBAEHNS YCAYT yupeXxaeHne 4OMKHO 6blTb OCHALLEHO cneynanbHbIM
nTabenbHbIM 060pyA0BaHMEM, annapaTypoii n npubopamu, OTBeYaLW MMM TPe60BaHMAM COOTBETCTBYOLLMX
CTaHA4apTOB, TEXHUYECKNX YCMOBWIA, APYTNX HOPMATVBHbIX 4OKYMEHTOB U 06ecneymBalLLUMN Hagnexatiee
KauyecTBO NpefoCcTaBAAEMbIX YCYr.

[MoaTomy B cCTEME KayecTBa YUYpexXAeHUs f0MKHbl ObiTb NpeayCcMOTPEeHbl MEPONPUATUS, HanpaB/ieH-
Hbl€ Ha TO, YTOObI:

- obopyzoBaHue, NpMbopkl 1 annapaTypa UCnosib30BasnCh CTPOro No Ha3Ha4YeHU B COOTBETCTBUM C
[OKyMeHTaumen Ha ux YHKLMOHMPOBaHWE 1 3KCM/TyaTauuio, CoOAepXKavch B TEXHUYECKM NCMPaBHOM COCTOSA-
HUW. KOTOPOE cUcTeMaTUyeCcKky bl NPOBEPSANOCS;

- HewucnpaBHoe 060pyAoBaHMe, Npubopsl 1 annapaTypa, gakwLme npu paboTe COMHUTENbHbIE pe3y/ib-
TaTbl. CBOEBPEMEHHO CHUMAINCh C 3KCMyaTauum, 3aMeHsINCb N PEMOHTUPOBANNCE (€C/IM OHU nogiexart
PEMOHTY), @ NPUro4HOCTL OTPEMOHTUPOBAHHbIX MOATBEPXAaNacb X NPOBEPKONA.

5.2.5 Bonpocbl nHhopMaL M AO/MKHbI ABATLCSA COCTABHOW YacTbl CUCTEMbI KaYecTBa yupexaeHus,
TakK kak 6e3 npaBUIbHO OpPraHNM30BaHHO MH(OPMALVOHHON pPaboTbl HEBO3MOXHO 06ECNeYnTb KauecTBO
npefocTaB/sieMbIX YC/yT, COOTBETCTBYHOLLEE 3anpocam U HYX4aM KNIMEHTOB.

CocTosiHe nHdopMaLmm 06 yupexaeHuy n npasunax npefoctaBaeHns M ycnyr A0/IXKHO COOTBETCTBO-
BaTb Tpe6oBaHnsAM PefepanbHOro 3akoHa Poccuiickoii Pepepaunm «O 3aluTe npas noTpebuteneii».

B fOKYMEHTaL MU CUCTEMBI KAYeCTBa YUPEXAEHUIA A0MKHbI ObITb U3M0XEHBI Cneayowmne TpeboBaHNs K
nHdopmaLmu:

a) yupexpaeHue 0653aHo AOBOAUTL A0 rpaxjaH CBOe HaMMEHOBaHUe N MeCTOHaxoXjeHune NobbIM crno-
cob0oM. NMpefyCcMOTPEHHbIM 3akoHoAaTebCTBOM Poccuiickoii ®egepaunn, npefocTasiaTe N0 Tpe6oBaHUIO
K/IMEHTOB HEOGXO0AMMYI0 U AOCTOBEPHYIO MHAPOPMALMIO O BbIMOSTHAEMbIX YC/yrax, No3BOSIOLLYI0 UM cAenatb
KOMMETEHTHbI BbIGOP;

6) cocTaB uHdopmaunm 06 ycnyrax (B cootBeTcTBMM ¢ DefepasibHbiM 3aKoHOM «O 3alMTe npas notpe-
6uTeneli») LOMKEH BKIOYATh B CEOS;

- nepeyeHb OCHOBHbIX YCYT, NPEA0CTaB/IAEMbIX YUPEXAEHNEM;

- XapakTepuCTUKY KaXaon ycnyru, obnacTb ee npefocTaB/ieHns 1 3aTpatbl BpeMeH! Ha ee npefocTas-
neHue;

- B3aVMOCBSA3b MeXJy KauecTBOM YC/yru, yC/I0BUSIMU ee NpefoCcTaB/IEHNS U CTOUMOCTbHO;

- BO3MOXHOCTb MNOIyYEHUS OLLEHKN KayecTBa YC/yr CO CTOPOHbI KIINEHTA,;

- yCTaHOB/IEHME B3aMMOCBA3M MeXAy Npea/I0KeHHOR yCnyroi n peanbHbIMU NOTPEBGHOCTAMM KNINEHTA;

- npasunaunycnoBusa 3oPeKTUBHOIO U 6€30NacHOro MCNosb30BaHWs YCyr:

- rapaHTuiiHble 0653aTeNbCTBa YUPEeXAEeHNS — UCNOMHUTENS YCAyT;

B) MHhopmMauua Ao/xHa 6biTb [LOCTOBEPHOW M NONHOW. Ecnv npepocTaBneHne HeLOCTOBEPHOW wan
HeJ0CTaTOYHO NOJIHOM MHpopMaLuun 06 ycnyre NOBAEKNO0 MPUUMHEHNE Bpea XNU3HW, 340POBbI0 NN MYLLLEC-
TBY KNMeHTa counanbHoli cnyxobbl (BcneacTBmMe NPON3BOACTBEHHbIX, PeLeNnTYPHbIX U MHbIX HEJ0CTaTKOB yC/y-
), OH BNpase NpeabsaBUTb yUpeXAeHno TpeboBaHMsA 0 BO3MELLEHNM NPUYMHEHHOTO Bpeaa.

6 [okymeHTanbHOe OpOpMJ/IEHME CUCTEMbI KayecTBa

6.1 Cuctemy kayecTBa 0hOpMIAIT B BUAE KOMMJIEKTA AOKYMEHTOB (PYKOBOACTB, MOMOXEHWNA, UHCTPYK-
LuiA, METOAMK U T. 4.), BKOTOPbIX yCTaHaBMBAIOT TPEOOBaHNS K CUCTEME KayecTBa yUpeX4eHns B LLesIoM UK ee
COCTaBHbIM YacTAM, YKa3aHHbIM B 4.2.
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CTeneHb AOKyMEHTUPOBaHHOE ™ CUCTEMbI KaYeCTBa pa3INyHbIX yUPEXAEHUA MOXET OTINYaTLCA B 3aBU-
CYMOCTW OT:

- pasmepa v npegHasHaueHns yupexgeHus, xapakrepa n ob6bema npefocTaBnsaeMblX yCnyr, kateropuii
06CNYXNBAEMOro HaceneHus:

- CNOXHOCTU npoLecca no npefocTasB/IEHNIO YCNYT;

- KOMMETEHLUN NepcoHana yupexaeHus.

LokymeHTaumns MoxeT 6bITb 110601 hopMbl 1 Ha tOBOM HocuTene.

6.2 [lokymeHTaLusl CUCTEMbI KayecTBa A0/HKHA OhOPMAATLCA KAKCOCTaBHAA YacTb BCeW JOKyMeHTaLum
YyUpexXAeHusa nyTBepXxaaTbCa B yCTAHOBIEHHOM Nopsjke.

6.3 OCHOBHbIM JOKYMEHTOM CUCTEMbI KAYeCTBa yupexaeHus asnseTca PYKOBOACTBO M0 Ka4eCTBy.

B Hem m3naraloT obliee onucaHne CUCTEMbI KayecTBa NPYMEHUTENIbHO K KOHKPETHOMY YUpexaeHuto,
pPasbACHAIOT NONUTKKY YUpexaeHnsa B 061acTh KayecTBa, OTpakalT OpraHn3aLoHHYI0 CTPYKTYPY CUCTEMbI
KayecTBa, 3afaun u hyHKL N noapasaeneHnii n cnyxoé yupexaeHus B 061acTi kauecTsa, NpUBOAAT CBeAeHUA
0 KOMMEKTe OKYMEHTOB BCEX YPOBHEN, COCTaBNSALNX HOPMATUBHO-METOAMYECKY0 6a3y cucTeMbl Kayec-
TBa. yCTaHaB/IMBAIOT NOPAAOK BHeAPEHUSA, PYHKLMOHUPOBAHUSA Y KOHTPOSIA CUCTEMbI KAYECTBA.

6.3.1 Monutuka Bo6nacTn KauecTsa fo/HKHA NPeAcTaBNSATb CO60M OCHOBHbIE Lienn, 3a4adv v npuHLMNbI
[eAaTeNbHOCTM yUYpexaeHus Bo61actn KayecTsa, AOKYMEHTaIbHO 0(DOPM/IEHHbIE U MPUHATBIE K 06A3aTe bHO-
MY BbINOSTHEHUIO B YUpEXAEeHUN.

6.3.1.1 Llenun nonutukm B o61acTn kayecTsa JO/MKHbI OTpaXaTb C/ieAyoLlne Bonpoch:

- obecneyeHne NOCTOAHHOIO YAOBNETBOPEHUSA KIMEHTOB NPeocTaBAseMbIMU YCyramu:

- MOBbILWEHNE KaYecTBa YCNyr n aphekTBHOCTY (Pe3y/IbTaTUBHOCTU) UX NPefoCTaBeHuns:

- MpUHATME NpPodUNaKTUYECKUX Mep Mo NpeaynpexaeHnio nnn yperyimpoBaHuio NpeTeHsunin 1 xanob
K/INEHTOB,

- Npoyvne BONpoChl, OTpaxaroLme cneunguky AesTeNbHOCTH yUpexaeHus.

CofepxaHune 0OCHOBHbIX 3a4a4 1 NPUHLMUMNOB AeATENbHOCTY yupexaeHns B 061acTu kavyectsa npusege-
HO B4.6 14.7 COOTBETCTBEHHO.

6.3.1.2 Hapsagy c nogpo6HbIM M3M10XEHMEM Lenel, 3agay u npuHuMnos B PykoBoacTBe MO KayecTBy
yupexaeHus fomKHbl 6bITb YUeTKO onpeAenieHbl 1 cpopMy/IMpoBaHbl NOPSAL0K M cnocobbl (MeTOAbI) UX peasnu-
3auun.

6.3.1.3 OTBETCTBEHHOCTb 3a NONUTUKY B 06/1aCTV Ka4YecTBa HeceT PYKOBOANUTES b YUPEXAEHUS.

OH pomxeH obecneunTb pa3bsACHeHVe 1 JoBefeHre 3TOol NOMUTUKM [0 BCEro nepcoHana yupexaeHus,
4YeTKO onpeAenMTb NOSIHOMOYMSA, OTBETCTBEHHOCTb M NOPAA0K B3aUMOAENCTBUSA BCEro NepcoHana yupexae-
HWSA, OCYLLECTBASIOLEro pyKoBOACTBO, UCNOJTHEHME YCAYT U KOHTPO/b AeATe/IbHOCTU, BAUSIOLLE Ha ka4yecTBO
yChyr.

6.3.1.4 B opmupoBaHmMm NOANTHKN B 06/1aCTU Ka4ecTBa AO/HKHbI NPUHMMATL y4acTue Bce pykoBoguTe-
NN, OCYLLLECTBAIAKOLLME YNpaB/ieHNe yupexaeHnem.

6.3.1.5 Monutuka yupexaeHns B 06/1acTu kavyecTsa [0O/KHA OXBaTblBaTb BCE HanpasieHUs ero fes-
Te/IbHOCTU. COOTBETCTBOBATbL NOTPEOHOCTAM U1 3anpocaM KIMEHTOB, CNOCOOCTBOBATL Y/YULLIEHUIO counasb-
HbIX W 9KOHOMWYECKUX nokasatenei yupexgeHus. Monutuka Ao/HKHA cogepxaTb Takke 0683aTenbCTBO
PYKOBOACTBA YUpexAeHNs OCYLLeCTBASATb NOCTOAHHOE YyUlleHne KayecTBa 06CNyXnBaHNs KMEHTOB.

6.3.1.6 TMonuTtuka yupexgeHus B 061acTn kayecTsa Jo/MKHa BHEAPATLCA BO BCEX CTPYKTYPHbIX nojpas-
JeneHnsax yupexaeHuns n perynsipHo nofeepratbCs aHann3y Ha npeiMeT ee NoCTOSIHHON akTyaslbHOCTH 1 Npu-
rofHOCTU.

6.3.1.7 Peanusauua NOAUTUKN yupexeHnsa B 06nacTi KayecTsa Ao/HkHa ObiTb 06ecneyeHa Heob6xoam-
MbIMU pecypcamu (KagpoBbIMu, MaTeprasrbHO-TEXHUYECKMMU, NHADOPMALMOHHBIMU U APYTUMN).

[nA BbINONHEHNA NPUHATON yupexaeHnem nonnTvkvM B 061acTh kavecTsa nepej noapasfeneHnsamm un
cnyx6amu yupexaeHus CTaBaTca 3afa4un Ha KOHKpeTHbIe N1aHoBble Nepuobl 1 NpyM He06X04MMOCTN CBOEBpE-
MEHHO YTOUYHSAIOTCS U KOPPEKTUPYIOTCSA PYKOBOACTBOM yUpexAeHus.

6.3.1.8 B yupexgeHun Jo/KHbl NPOBOAUTLCS MeponpusaTus, obecneynsalrolwme NoHUMaHue, nogaep-
XKy 1 peanun3auuio NosMTrkn B 061acTy kayecTsa BCEMU COTPYAHMKAMN YUPEXAEHUS.

6.3.2 OpraHusaLlmoHHas CTpyKTypa CUCTEMbl KayecTBa MOXEeT ObITb NpefcTaB/ieHa B BUAe cCXeMbl (C
Heo6X04MMbIM NOAACHEHWEM), Ha KOTOPOW [O/MKHbI 6bITb M306paXeHbl BCe CTPYKTYpPHble noApasfeneHus,
HenocpeACcTBEHHO YYacTBYIOLLME B TpeocTaB/ieHnn yeiyr unmn obecneyvmsatoLme nx npefocrasneHue.

B nosicHeHWM K cxeme A0/MKHbI ObITb OTPaXKeHbl 3a4a4n, YHKLUUM 1 OTBETCTBEHHOCTb BCEX Nogpasfaerne-
HUI 1 CNyX6 yupexaeHns B 061acTu kayecTsa U NpMBeAeHbI CBEAEHNS 0 JOKYMEHTaX BCEX YPOBHeEN, KOTopble
[OJKHBI COCTaBNATL HOPMATUBHO-METOANYECKYIO 6a3y CUCTEMbI KAYECTBA YUpeXaeHus.

CBefieHns 0 JOKyMeHTax MoryT 6bITb NpefCcTaB/eHbl B BUAE CAMUX OKYMEHTOB, pa3paboTaHHbIX BHOBb
(nonuTuka B 061aCTW Ka4YecTBa 1 Ap.) UK yxe AeidCTBYHLWMX B yupexaeHumn (NoN0XeHNs, UHCTPYKL UK, METo-
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VKN, PYKOBOZCTBA, Npasuia U T. 4.), HO OTKOPPEKTUPOBAHHbIX NMPU HEOOXOAUMOCTH B Liensix 601ee NosiHoro
yyeTa B H/X BOMPOCOB KayecTsa, /IM60 B BUAE CCbISIKM Ha 3TV [JOKYMEHTbI C MHhopmalmeii 06 ux npegHasHave-
HUN 1 KPaTKOM COoAepXaHuu.

6.3.3 [lokymeHTauunsa cuctTemMbl KauecTBa yupexaeHuns Ao/mKHa NoCTOAHHO nogaepxnsaTsesa B paboyem
COCTOSIHMU: YCTapeBLUas foKyMeHTaL WA f0/KHA CBOEBPEMEHHO N3bIMATbLCSA U 3aMEHATLCA HOBOA.

7 OpraHusauma paGoTbl MO Ka4yecTBy

7.1 TloNHOMOYMA N OTBETCTBEHHOCTL NepcoHana

7.1.1 B cucTeme KayecTBa yUpexaeHUs A0/MKHbl 6biTb YETKO onpeAenieHbl NOSIHOMOYNS, OTBETCTBEH-
HOCTb 1 B3aMMOeiNcTBME BCEro NepcoHana yuypexgeHus, ocyLecTBAAIOLWEero pykoBogcTBo paboToi, npes-
oCTaB/IeHNE YCNYT U KOHTPO/b AeATENbHOCTU, BANAIOLLEN Ha Ka4eCTBO YC/yr.

3T0. B NEpBYI0 o4epeb, flO/KHO OTHOCUTLCA K 06CYXMNBaKOLWEMY NepcoHany, fesATelbHOCTb KOTOPOro
CBAi3aHa C BbINMO/IHEHNEM TaknX NpoLieAyp, Kak BbIB/IEHVE NPeTEeH3MA 1 xanob kNneHToB, NpoBeAeHe Mepon-
pYSTUIA NO YCTPAHEHWIO U NPeAYNPEXAEHNI0 HeA0CTATKOB, KOHTPO/Ib BbINOJTHEHUSI 3TUX MEPONPUATUIA.

7.1.2 ByupexaeHun f0/1KHO 6bITb Ha3HAYeHO OTBETCTBEHHOE NNLL0 (NpefcTaBnTe b PYKOBOACTBA) U3
yncna pykoBoauTenel yupexaeHusi, KoTopoe He3aBUCHMO OT APYruUX BO3/IOXEHHbIX HA Hero o6sa3aHHoCTel
[OMKHO OTBeyaTb 3a Hajg/exallee BbiNONHEHNe TpeboBaHUl, YCTaHOBIEHHbIX HACTOAWMUM CTaHAapToM, U
MUMETb MOJTHOMOUMNA ANS:

- obecneyeHns paspaboTkn CUCTEMbI KaYecTBa, ee BHeApeHNA 1 NoAaepxaHusa B pabouyem COCTOSHUN;

- npefcTaBfieHns OTYETOB PYKOBOAMTENIO YUYpeXAeHUs 0 (YHKLMOHMPOBAHUM CUCTEMBI KayecTsa C
Llenblo ee aHannsa 1 UCnosib30BaHNA MOJlyYeHHbIX Pe3y/ibTaToB Kak OCHOBbI [1/1 COBEPLUEHCTBOBaHNA 3TOM
CUCTEMbI.

7.1.3 YupexfieHue [0/MKHO yCTaHOBUTb NOPAA0K paspaboTku (M KOPPEKTUPOBKX, NP HEO6XOAMMOC-
TN). PACCMOTPEHUSA, YTBEPXKAEHUS N BEAEHNA BCEX JJOKYMEHTOB, OTHOCALLUXCS K CUCTEME KayecTBa, a Takke
nopsagokK obecneyeHms nMu.

7.2 BHYTpeHHVe NPOBEPKU CUCTEMbI KayecTBa

7.2.1 B cucteme kayecTBa yypexpieHus [O/mKeH 6biTb paspaboTaH v noffepxusatbcs B paboyem
COCTOSIHMM MOPSALOK NPOBEEHNA BHYTPEHHUX NPOBEPOK KauyecTBa. BHyTpeHHNE NpoBepKM CUCTEMbI KayecTBa
yupexaeHvs npoBOAAT C Le/ibio pPerynsipHoi oueHkn eB 3pPeKTUBHOCTU N COOTBETCTBUSA YCTAHOB/IEHHbIM
TpeboBaHWsM, a TaKkke A15 NoyYeHns nHpopmauun, Heobxoanmol aAnst o6ecneyeHust ahPeKTUBHOTO hyHK-
LIVOHVMPOBaHMNA 3TON CUCTEMBI.

7.2.2 OTBETCTBEHHbIM NULOM 3a OpraHu3aLunio 1 NpoBeAeHne NPOBEPKN CUCTEMBI KayecTBa yupexae-
HUSA [0/MKeH ObITb MpeAcTaBnTE b PYKOBOACTBA, OTBETCTBEHHbIN 382 CUCTEMY KayecTBa.

7.2.3 OTBETCTBEHHbIMW UCMNOSTHUTENAMM NO NPOBELEHNI0 NPOBEPOK peKOMeHAyeTCcs Ha3HavyaTb PyKOBO-
avTeneli nogpasgeneHunid, 3pheKTMBHOCTb M KAYECTBO AeATe/IbHOCTU KOTOPbIX 3aBUCAT OT KayecTBa AeAaTe Nb-
HOCTW NpoBepseMblX NogpasfeneHuii.

7.2.4 3 PeKTUBHOCTL CUCTEMbBI KAYECTBA YUPEXAEHNs ONpeaenstoT No pe3ysibTaTam ee OLEeHOK, Nony-
YaeMblIX Mpu NpoBepKax.

7.2.5 Bnpouecce NnpoBepKN CUCTEMbBI KaYecTBa yupexgeHuii (n ee cocTaBHbIX YaCTe) OCYLLLECTBASIOT:

- KOHTPOJIb COOTBETCTBUA CUCTEMbBI KAYECTBAa TPe6oBaHUAM HACTOSLLEro CTaHAapTa uoKyMeHTauny Ha
Hee:

- aHan3 1 oLLeHKY COCTOSHUA DYHKLIMOHMPOBaHUA CUCTEMbBI KAYeCTBa B LIe/IOM U OTAESbHbIX ee COCTaB-
HbIX YacTei;

- aHasn3 COOTBETCTBMSA NPefoCcTaBAseMbIX yCayr Tpe60BaHUAM HOPMAaTUBHbIX fOKYMEHTOB;

- aHasiM3 1 OLLeHKY pe3y/ibTaToB paboThl yUpexaeHns B 06/1acTn kavyecTsa yCnyr,

- BbIpabOTKy KOPPEKTMPYIOLWMNX 4eCTBUIA, HanpaBNeHHbIX Ha YyCTpaHeHne HeJOCTaTKOB, BbISIB/IEHHbIX B
npouecce npefocTaBeHns yCnyr, u COBepLUEHCTBOBAHNE CUCTEMbI KAYeCcTBa.

7.2.6 TlpoBepKM CUCTEMbI KaYeCcTBa yUpeXaeHUn MOryT 6biTb N1AHOBLIMU 1 ONEepPaTUBHbLIMU.

MepuoanyHOCTb NNAHOBBLIX NPOBEPOK yCTaHaBNNBAIOT B 3aBUCUMOCTY OT pe3y/1bTaToB aHannsa kavec-
TBa yCnyr.

OnepaTnBHYIO NPOBEPKY CUCTEMbI KAYeCTBa UK OTAE/bHbIX €e COCTaBHbIX YacTel NpoBOAAT B C/iyyae
pes3Koro yxyfLleHns nokasaresnei, xapakTepm3yoLux KOHeYHble pe3ynbTaTbl paboTbl NoobecneyeHunto kavec-
TBa YC/yr, NpefocTaBAseMblX KakumM-nnbo nogpasfeneHnemM nnv yupexgeHvem B LesioM, B criyyae OLeHKu
3(hhEKTMBHOCTN KOPPEKTUPYIOLLUX AEWCTBUIA, a TaKKe Npu 3Ha4YMTEbHbIX U3MEHEHUAX OpraHu3auny paboT n
TEeXHO/I0TUI NpeAoCcTaBNEHUS YCNYT, OTPULATETbHO BAMSAIOLLMX HA UX KAYECTBO.

7.2.7 Tlocne OKOHYaHUS BHYTPEHHel NPOBEPKN ee pe3ysibTaTbl 0DOPMIAIOT B BUAE OTYETA O COCTOSTHUN
CUCTEMbl KAYECTBA, B KOTOPOM OTpaXalT AaHHble aHann3a COOTBETCTBMS Nokasatenei u pesynbTaTtoB fes-
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TeNbHOCTUN yupexaeHus Bo6nactu obecneyeHmns kayecTea NpefocTaBNseMblX YCAYyr yCTaHOBNEHHbIM Tpe6o-
BaHUAM.

7.2.8 Pe3synbTaTbl NPOBEPOK CUCTEMbI KAYECTBA yUPEXAEHNI ABNSIOTCA OCHOBaHNeM ANns pa3paboTku n
peanusauuy MeponpusiTUiA No 0e COBEpPLLEHCTBOBAHUIO, MO pa3paboTke HOBbIX METOA0B U CPeACTB ynpas/e-
HMA Ka4eCcTBOM MpefocTaBnseMbIX YCyr, yy4lleHNo cocTaBa U CofepXaHnsa HOpMaTUBHOW AOKYMEHTaLMM
Ha cUCTeMy KayecTBa.

7.3 ToprotoBka Kagpos

7.3.1 ByupexaeHun fomkeH 6biTb paspaboTaH, JOKyMeHTabHO 0(hOPM/IEH N YTBEPXAEH NaH Mepon-
puUATUIA No NoAroToBke (06y4eHIo, NOBLILLEHNIO KBaIMdIUKaLum, atTectauum, CTaXXNpoBKe U T.4.) NepcoHana,
BbINOJIHAIOLLLEr0 PaboThl, HENOCPEACTBEHHO BAUAIOLLNE HA KAYEeCTBO YCNYT.

7.3.2 ToAroToBKOW nepcoHana Ao/MkHbl 6bITbOXBaYEHbl BCE COTPYAHUKN yupexaeHuns, HenocpeacTBeH-
HO BMAIOLLME HA KAYeCTBO YCNYT, BKNOYas pykKoBOASALLMI COCTaB BCEX YPOBHEA.

7.3.3 TMpu pa3paboTke 1 peanusaunm nnaHoB MeponpuAaTHiA No NOArOTOBKE KaApoB HEOBXOANMO yUmnTbl-
BaTb U3N10XeHHbIe B 5.2.3 hakTopbl (KpUTepum), kacarLmecs nopsifka paboTbl CO cneynanuctTamm yupexge-
HUA.

7.4 AHann3 PyHKLMOHUPOBAHNS CUCTEMbBI Ka4ecTBa PYKOBOACTBOM yUpexaeHus

7.4.1 Cwuctemy KayecTBa Nepuogmnyeckun Ao/MHKHO aHaIM3MpoBaTb PyKOBOACTBO yupexaeHus ans Toro,
4TO6bI MOXHO 6bIN0 Yy6eANTLCA, YTO OHA YA,0B/1IeTBOPAET NpeAbaABAsieMbIM K Heil Tpe6oBaHMAM nadpekTnBHA.

7.4.2 AHann3 JoskKeH BKA4YaTb OLEHKY pe3y/ibTaTOB BHYTPEHHMX MPOBEPOK, NMPOBOAMMbIX Hemnoc-
peACTBEHHO PYKOBOACTBOM WM NpeAcTaBuTeNIeM PyKOBOACTBA, OTBETCTBEHHbLIM 3a (PYHKLMOHUPOBAHWeE cuc-
TeMbl Ka4ecTBa yupexaeHvs.

PesynbTaTtbl N0A06HbLIX aHANN30B NCMOMb3YIOT A8 NOATBEPXKAEHUA OCTUKEHUA TPEOYEeMOro kayecTsa
N 3(pheKTUBHOCTUN PYHKLMOHNPOBAHUSA CUCTEMBI.

7.5 KOHTPO/b 1 OLLeHKa KayecTBa ycnyr

7.5.1 Tlpn KOHTPO/IE N OLUEHKe KayecTBa yCayr ydypexaeHune f0/KHO:

- NPOBEpPATb Y NAEHTUPNLMPOBATL YC/YTN Ha COOTBETCTBUE HOPMATUBHbLIM JOKYMEHTaM, PernameHTu-
pyloLmMM NX NpegocTaBneHune:

- obecneynTb CAMOKOHTPO/Ib MepcoHana, NpefocTaBAsAoLWEero ycayru, kak CocTaBHyto YacTb npouecca
KOHTpONS;

- obecneunsaTb NPUOPUTET K/INEHTOB B OLIEHKE KaYeCcTBa yCyr;

- MpaxkTUKoBaTh B YUPEXAEHUN PErYNAPHYIO OLEHKY CTEMNEHN Y40BNETBOPEHHOCTU K/IMEHTOB yCyramu
nyTem NpoBefeHns COLMOI0rMYeCcKnxX onpocos.

7.5.2 CpaBHeHVe OL,eHOK KTMEHTOB 1 CNOTHUTENE ycnyr criegyeT NPpoBOANTbL NOCTOSIHHO, YTOGbLI OLe-
HUTb COBMECTMMOCTb iBYX Mep UX kKayecTsa, NpoBecTn (Mpy He06X0AUMOCTH) KOPPEKTMpPYOLLMe AedCTBMA 1
onpeAenvTb, HACKONbKO AeATENbHOCTb UCMONHWUTENEN YCyr oTBeYaeT NoTpebHOCTAM 1 3anpocam KIMEeHTOB.
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