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FOCT P 52497—2005
Mpeaucnosue

Lienu n npuHumMnbl ctaHaapTusauum B Poccuiickoil ®eepauum yctaHoBneHbl defepanbHbiM 3aKOHOM OT
27 pekabpsi 2002 r. Ne 184-93 «O TexHU4eCcKOM perynmposaHum», a npasura NnpUMeHeH!s HauMoHarbHbIX
craHgaptoB Poccuiickon ®epepauun — FOCT P 1.0—2004 «CraHpapTtusauus B Poccuiickoin ®epnepauuu.
OCHOBHbIE NONOXeHUs»

CBepeHus o cTaHaapTe

1 PASPABOTAH ®epepanbHbiM roCyAapCTBEHHbIM YHUTAPHbIM nNpeanpusituem «Bcepoccuiickui
Hay4YHO-UCCreaoBaTeNbCKUn MHCTUTYT CTaHAapTU3aLuMu 060poHHON Nnpoaykuun U TexHonorumy (PIryn «Poco-
6opoHcTaHaapT»; Ao 8 mions 2005 r. — dryrn «BHUWctanpapt»)

2 BHECEH TexHuueckum komuteToM 1o ctaHaaptusauuu TK 406 «CoumansHoe obecnyxuBaHue Hace-
neHus»

3 YTBEPXXEH Y BBE[IEH B JENCTBWE Mpukasom GenepansHOro areHTcTea no TeXHUHeCcKoMmy pery-
nupoBaHuio U meTpornoru ot 30 fekabps 2005 r. Ne 534-ct

4 B HacTosiLem cTaHfapTe peanusoBaHbl HOPMbI heiepanbHbix 3akoHOB Poccuiickon Penepaumm:

oT 10 nekabpsi 1995 r. Ne 195-d3 «O6 ocHoBax coLuanbHOro o6cnyxuBaHusa HaceneHus B Poccuiickoi
depnepaunmny;

oT 9 siHBaps 1996 r. Ne 2-93 «O sawure npas noTpeduTteneity;

oT 27 pnexkabps 2002 r. Ne 184 -d3 «O TexHU4eCKOM perynupoBaHumn».

B craHpapTe peanusoBaHb! Talcke HOpMbI NOCTaHOBNeHus1 NpaButenscTBa Poccuiickon ®eaepauum ot
2 cberpans 1998 r. Ne 113 «O HeKOTOpbIX Mepax, HanpaBNeHHbIX Ha COBEPLLEHCTBOBaHWe cuctem obecneve-
HUS Ka4yecTBa NPOoAYKLUMU U yCnyr»

5 BBE[JEH BIMEPBbIE

Unpopmayusi 06 usMeHeHUsIX K HacmosweMy cmaHdapmy nybrnukyemcsi 8 exe2o00H0 usdasaeMoMm
UHGhOpMayUOHHOM yKa3amerne «HayuoHasnbHble cmaHAapmbi», @ meKcm U3MeHeHUl U nonpasok — 6 exemMe-
CAYHO U30aeaeMbix UHGHOPMaYUOHHBIX yKka3amensax « HayuoHanbHbie cmaHOapmbl». B ciyyae nepecMompa
(3ameHbI) unu omMeHb! Hacmosiwezo cmaHdapma coomeemcemeyioujee yeedomerHue bydem onybnuKkoeaHo
8 8XXeMBCAYHO U30a8aeMOM UHGHOPMaUUOHHOM ykazamerie «HayuoHanbHbie cmaHAapmsi». Coomeemcmey-
fowas uHghopmayus, yeedomrieHuUe U meKkcms! pasmeuiaomes maioke 8 UHghopmayuoHHoUl cucmeme obuje2o
nonb308aHuUsT — Ha oghuyuanbHoM calime HauUoHaIbHO20 opeaHa Pocculickol ®edepayuu no cmaH0apmu-
3ayuu u e cemu iimepHem

© CraHpgaptuHdopm, 2006

HacTosiuuii ctaHaapT He MoXeT 6bITh NOMHOCTLIO UM YAaCTUYHO BOCNPOU3BeaeH, TUPaXXMPOBaH U pac-
NpPOCTPaHeH B KayecTBe 0huLmanbHOro usaaHus 6e3 paspelueHns PeaepanbHOro areHTCTBa No TeXHUYeCKo-
MY perynupoBaHUIO U METPOSIOMKU
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HALUUWOHANbHBIA CTAHOAPT POCCUMUMUCKOWNW OSGEOEPALUM

CoumansHoe o6cnyxuBaHne HaceneHus
Cucrtema kauecTBa yupexzaeHui coLuuanbHOro o6cnyxmBaHus

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

DNata BBeaenma — 2007—01—01

1 O6nacTb npuMeHeHus

Hacrosuii cTaHaapT pacnpocTpaHAeTcs Ha coumanbHoe 06cnykKMBaHUe HaceneHusl M ycTaHaBnmBaeT
TpeboBaHus! K CUCTEME KavecTBa yupexaeHui couuanbHoro obenyxumBaHus (nanee — yupexaeHus), npea-
OCTaBNAOLWUX coLuanbHble ycrnyru (aanee — ycnyru) pasnuuyHbIM KaTeropusiM HaceneHusi, 0Ka3aBLUMMCS B
TPYOHOM XM3HEHHOWM CUTyaLmn.

CraHpapT paspaboTaH C Lienblo ero MCMorib3oBaHus B kavecTse 6a30B0M HOPMATUBHOM OCHOBLI NPU pa3-
paboTke CUCTeM KayecTBa KOHKPETHbIX Y4PEeXAEeHUIA NPUMEHUTENLHO K CrieLiudouke UX 4esTENbHOCTH.

2 HopmaTtuBHbIe CChIJIKU

B HacTosLWEeM cTaHaapTe MCMob30BaHbl HOPMATUBHbLIE CChINIKU Ha crieayoLlue CTaHaapTh:

FOCT P 50646—94 YcnyruHaceneHuto. TepMuHbI M onpegeneHus

FOCT P 50691—94 Mopenk o6ecneveHus kKavyecTBa ycnyr

FOCT P 52142—2003 CouuanbHoe obcnyxuBaHWe HaceneHus. KauyecTBO couManbHbIX YCNyT.
O6Lwue nonoxeHus

FOCT P 52143—2003 CouuanbHoe o6cnyxusaHue HaceneHus. OCHOBHbIE BuAbl COLMArbHbIX YCIyT

FOCT P UCO 9000:2001 Cuctembl MeHeakMeHTa kavecTBa. OCHOBHbIE NONOXeHUs U CIIOBapb

FOCT P NCO 9004:2001 Cuctembl MeHea)KMeHTa ka4ecTBa. PekomMeHaauuu no ynyulleHuio aes-
TEenbHOCTU

MpumeyaHue — MpyNonb30BaHUM HACTOSLLIMM CTaHAAPTOM Lienecoo6pasHo NPOBEPUTL AEUCTBUE CChINOY-
HbIX CTaHAapTOB B MUHCOOPMALIMOHHOM cUCTeMe OBLLEro Nofb30BaHNA — Ha 0hULIMaNbHOM CaliTe HaLMOHANBHOrO OpraHa
Poccuiickoii ®eaepaLyv no cTaHAapTU3aLmMy B CETM MHTEPHET WU N0 €XXeroAHo N3faBaeMoMy MH(OPMALIMOHHOMY YKa-
3aTtenio «HauuoHanbHble CTaHAaPTbI», KOTOPbIA ONYGNUKOBaH MO COCTOSHMUIO Ha 1 AHBApS TeKyLuero roaa, u no
COOTBETCTBYHOLLIUM eXeMeCAYHO U3faBaeMbiM MH(OPMAaLIMOHHBIM yKa3aTensm, onyonMKkoBaHHbLIM B TEKYLLIEM
roay. Ecrnuv ccbiNnoYHbIN 4OKYMEHT 3aMeHeH (M3MEeHeH), TO MPU NoNb30BaHWU HACTOALLIUM CTaHAapPTOM crieflyeT
PYKOBOACTBOBaTbLCS 3aMEHSEMbIM (M3MEHEHHbIM) JOKYMEHTOM. Ecnu cCbinouHbIi AOKYMEHT OTMeHeH Ges
3aMeHbl, TO NMOMOXeHUe, B KOTOPOM [iaHa CCblNKa Ha Hero, NPUMEHAETCS B4acTu, He 3aTparMBaloLLei 3Ty CChisi-

Ky.
3 TepMuHbI  onpegeneHun

B HacTosLwem ctaHaapTe npuMmeHeHbl TepMuHbl No MOCT P 50646 u TOCT P UCO 9000.

UspaHue ocpmumansHoe
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4 TpeGoBaHMsA K CUCTEMe KaueCTBa yupeXaeHUs

4.1 TpeboBaHUsi K CUCTEME Ka4ecTBa Y4PeXAeHUs YCTaHOBIEHbl HACTOSILLUM CTaHAApTOM B COOTBeE-
TCTBUM C NonoxeHusmu GeflepanbHbiX 3akoHOB Poccuiickon ®eiepauum U noctaHoBneHuem lNpaButenscTea
Poccuiickoit Penepanum, ykasaHHbIMU B NPEAUCNOBUM CTaHAapTa, a Takke nonoxeHusimu FOCT P 50691,
FOCT P 52142,TOCT P 52143 nTOCT P UCO 9004.

4.2 loa cucTemoil KavecTBa YUPEXIEeHUA NOHUMAIOT COBOKYNHOCTb €0 OpraHU3aLMOHHOW CTPYKTYpbI (C
pacnpeneneHuem OTBETCTBEHHOCTU COTPYIHUKOB 33 Ka4eCTBO YCIyr), NpaBuil, MeTooB obecreyeHns kauecTsa
YCIyT, NPOLIECCOB MPEAOoCTaBIIeHUs1 YCIYT, pPeCYpCOB YYPEXAEeHUs (MoaCcKUX, MaTepuanbHO-TEXHUYECKUX, UHAop-
MaLMOHHbIX M IPYTUX), 06ecneunBaloLLyIo OCYLLIECTBNEeHUe afAMUHUCTPATUBHOIO PYKOBOACTBA Ka4eCTBOM YCIyT.

4.3 Cuctemy KayecTBa yupexXaeHUs CO3AaloT Ans AOCTUXEHUS U NOAAEPKaHUS YPOBHS KayeCTBa YCnyr,
COOTBETCTBYIOLLEro NpeabsABNsieMbIM K HEMY TpeGoBaHUAM.

4.4 Cucrtema KavecTBa yupexaeHuUs AOIMKHa ABNATLCA HEOThEMIIEMOI HYacTbio 06LLell cucTembl ynpas-
NeHUst AeATeNbHOCTLI0 YYPEXAEHUA No NPeAoCTaBMNeHUI0 COLManbHbIX YCIyT.

4.5 Cuctema kavecTBa yupexxaeHusi npegHasHa4eHa Ansi co3faHus Heo6X0AMMBIX YCIOBUIA rapaHTUpo-
BaHHOIO y0BMNETBOPEHUS 3aKOHHbIX 3anpocoB U NOTPEBGHOCTEN KITMEHTOB, NOBbILLEHUS 3(EKTUBHOCTU U
KaJecTBa YCNyr Ha BCcex CTaiusX UX NPeoCTaBMNeHUs ¢ Lienblo NnpeaynpexaeHns BO3MOXHbBIX OTKIIOHEHWUI OT
3afaHHbIX TpeboBaHuiA K aTUM ycryram, obecrneveHUs penyTauuy yupexxaeHus Kak HaexXHoro U NoPsiI0YHOro
UCTONHUTENS YCNyT.

4.6 OCHOBHbIMY 3a1a4aMU, Ha PeLLIEHUE KOTOPbIX AOMKHA ObITb HaNpaeeHa CUCTeMa Ka4uecTBa yupex-
AeHusA, ABNAIOTCS:

- ocyLlecTBneHvue 3PEeKTUBHOIO KOHTPOMNS 3a TEXHUYECKUMU, OPraHU3aLMOHHBIMU M APYTMMU (DaKTO-
pamu, BIUSIOLLUMU Ha KaYeCTBO NPeaoCTaBNSEMbIX YCNYT;

- MpenoTBpaLLieHne Unu ycTpaHeHue niobbix HECOOTBETCTBUIA YCNYT NPeAbsABNAEMbIM K HUM TpeGoBaHUAM;

- obecneveHune CTabunbHOro YpOBHS KayecTsa yChnyr;

- pelleHure Apyrux safad, oTpaxatoLux creLuduKy AesTenbHOCTU yupeXxaeHui.

4.7 Paspa6oTka U hyHKLMOHUPOBaHUE CUCTEMbI KaYEeCTBa YUpEXAeHUs I0MMKHEI 6a3upoBaTLCS Ha cre-
AYIOLLMX OCHOBHbIX MPUHLMNaXx:

- NPUOPUTETHOCTU TpeBGoBaHUI (3anpocoB) KNMeHTa No obecneyeHuo kavecTea ycnyr, To ecTb obecne-
YeHWs1 yBEPEHHOCTM B TOM, YTO 3TU Tpe6GoBaHuWSA (3anpock!) 6yayT NONHOCTLIO peanu3oBaHbl NpU NpeaocTaBre-
HWUW ycnyr;

- npepynpexaeHus npo6nem KkavecTsa ycnyr, To ecTb o6ecrneyeHus yBepeHHOCTU B TOM, YTO 3T Npo-
6nembl 6yayT NpenynpexaaTbes, a He BLIABNATHCSA U paspeLLaThCsl NOCne UX BOHUKHOBEHUS;

- cobniofeHns NONOXEHUI1 HOPMATUBHBLIX AOKYMEHTOB, pernaMeHTUpYIoLLMX TpeGoBaHus K Nopsaky 1
npasunamM npeaocTaBreHus yCnyr;

- o6ecnevyeHHOCTH yupexaeHUsl COOTBETCTBYIOLLIUMU NIOLACKUMU, MaTepUaribHO-TEXHUYECKUMU U IpYTU-
MU pecypcamu (6a3oBoii u onepaTUBHOMN MHOPMaLIMet, TEXHU4ECKO A0KYMEHTALMEl, AaHHLIMU O pe3ynbTa-
Tax npefocTaBneHus YCIyr U UX KOHTPOS, UTorax oLeHKU kayecTsa u ap.);

- YeTKOro pacnpenerneHus NoTHOMOYUIA M OTBETCTBEHHOCTM NepcoHara 3a ero AesTensHOCTb No npea-
OCTaBJIEHUIO YCIYT, BNUSIOLLYIO Ha o6ecneveHne ux kayecTea;

- NMYHOW OTBETCTBEHHOCTU PYKOBOACTBA YYpeXAeHusi 3a Ka4ecTBO NpeaocTaBnsieMblX YCryr, paspa-
60TKy, BHEApPEHUE N KOHTPOSb 3PEKTUBHOCTM CUCTEMbI KauecTBa, 3a OnpeaeneHue NouMTUKA B obnactu
KauecTBa, opraHusaLmio u obLLee pykoBoACcTBO paboTamu no obecneyeHuto kKauecTea;

- obecneveHue NMYHOI OTBETCTBEHHOCTM KaX0ro UCMOMHUTENS 33 KAa4eCTBO YCIyr B COMeTaHUM C MaTe-
puanbHbIM U MOpanbHbLIM CTUMYTNMPOBaAHUEM Ka4YecTBa;

- NOKyMeHTanbHoro ohopMreHus npaBsun 1 MeToA0B 06ecnevyeHuUs kKauecTsa YCryr;

- obecneveHus NOHMMaHUsi BCeMU COTPYAHUKaMU yupeXxaeHust TpeboBaHui CUCTEeMBI KauecTBa K Nonu-
Tuke B o6nacTu kayecTea.

5 OcHoBHbIe hakTOpbl, BNIUAIOLME HA KA4YeCTBO YCNyr, U NOPAAOK
MX NCNonb30BaHus Npu POpMUPOBAHMU CUCTEMbBI KAa4YeCTBa yupexaeHUn

5.1 lMpu bopMUPOBaAHUM CUCTEMBI KAYECTBA YYPEXAEHUN (Npy onpeaerieHn NONIUTUKN YUPEXOEeHUs B
obnacTtu kavecTBa, paspaboTkn [OKYMEHTaLMW CUCTEMbI KaYeCTBa, OpraHusaLm paboT rno kayecTsy) HeO6xo-
AMMO YuMTLIBaThL psifl PakTopos (KpMTEpUeB) pasnuyHOro xapakrepa, KoTopble B 3Ha4YMTENbHO| Mepe BNUSIoT
Ha Ka4yecTBO NpeAoCTaBNAEMbIX YCIyT.

2
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MpaBunbHbIM y4eT 3TUX (DAKTOPOB, UX UCMONb30BaHWeE NpU paspaboTke COOTBETCTBYIOLLMX [JJOKYMEHTOB
CUCTeMbI Ka4eCTBa U B NPaKTUYECKON AeATeNbHOCTH yupexaeHus 6yayT cnocobcTBOBaTh NOBLILLEHMIO Kavec-
TBa yCnyr.

5.2 OCHOBHbIMUY (haKTOpamu SIBMSIIOTCA:

Hanu4ve 1M CoCcTosIHME AOKYMEHTaLuK, B COOTBETCTBUM C KOTOPOM (PYHKLIMOHUPYET YYpeXaeHUe;
YCNOBUS pa3MeLLIEHUS YYPEXAEHUS;

YKOMMIEKTOBAaHHOCTb YYpeXAeHWA cneuyanucTamMmm 1 ux Ksanudukaums;

cneumanbHoe u TabenbHOe TEXHUYEeCKkoe OCHaLleHUue yupexaeHus (o6opyaoBaHue, npubopsl, anna-
patypauT.a.);

- COCTOsHUE MH(OpMaLMKM 06 yupexxaeHuu, Nopsike U NpaBunax NpefocTaBneHus yCnyr KnmeHTaMm.

5.2.1 B cocTaB AOKyMEHTaLUM I0FDKHbI BXOAUTb:

- nonoxeHue 06 yupexaeHum (YcTaB yupexaeHus), BKNiovaiollee B cebs cBeieHUs1 0 npeAHa3HavYeHum
yupexnaeHus, nopsiake ero oopMUpoBaHus, coiepXxaHusi, peopraHusaLum, cBefieHusi 06 OCHOBHBIX 3afjavax
€ro AenTenbHOCTH, KaTeropusix 0b6cnyxMBaeMbIX NLL, NOpsiAKe U YCIOBUSIX 3a4MCIEHUst Ha obcnyxuBaHue, o
CTPYKTYPHbLIX NOApa3feNieHUsX U UX OCHOBHLIX 3ajayax, cBefieHus 06 obbeme u nopsiake nNpeaocTaBneHus
UMM YCIYT U O APYIUX OpraHU3aLMOHHbIX U TEXHUYECKMX BONPOCaXx;

- MOMOXEHUsi O CTPYKTYPHbIX NMOApasaeneHusiX YYpexaeHus, copepxalume CBEAeHUsi O KaTeropusix
rpaxaaH, o6¢cnyxvBaembiX TEM UMK UHBIM NOAPAa3aeNeHneM, CTOSILLIMX Nepea HUM 3afjayax, CpoKax v YCroBUsIX
obcnyxuBaHusl rpaxxaaH, cBeAeHUs1 0 AONOMHUTENbHLIX IOKYMEHTax, HeO6XOAUMBIX Arsi 3a4UCIieHusl Ha
obcnyxuBaHue B AaHHOE noapasaeneHne, CBeaeHns 0 KonuvecTBe COTPYAHUKOB NoapasaeNieHust , UX OCHOB-
HbIX 06A3aHHOCTAX U T. A.;

- PYKOBOACTBA, Crye6Hble MHCTPYKLUKW, NpaBuia, METOAUKKA TEXHONOMMIA, NpeaHa3HauYeHHble Ans per-
naMeHTupoBaHus NpoLiecca NpegoCcTaBneHus ycnyr, onpeseneHusi MeToaoB (Cnoco6oB) Mx NnpeocTaBneHust
M KOHTPONS, @ TaKXKe A5 COBEPLUEHCTBOBaHUA paboTbl yupexaeHus;

- AOKyMeHTauus Ha o6opyaoBaHue, Npubopbl M annapaTypy, cnocobcTayloLLas obecneyeHuto nx Hop-
MarnbHo u 6e3onacHom akcnnyarauum, obcny)xmBaHus u noaaep)xaHusi B paborocnocobHOM cocTosHUM;

- HauuWoHanbHble CTaHdapTbl coumanbHOro obcnyxueaHus HaceneHusi B Poccuiickoin ®enepaumn,
COCTaBNSAoLLMe HOPMaTUBHYIO OCHOBY NpakTU4eckol paboTs! yupexaeHus B obnactu npefocTaBnsieMbiX K-
€HTaM couuarbHbIX yCnyr.

B 3aBMCUMOCTH OT TOrO, HACKOMNbKO KaYeCTBEHHO COCTaBEHbI 3TU AOKYMEHTbI, HACKONbKO KBanupuLu-
POBaHHO U YETKO U3NOXeEHbI B HUX 06513aHHOCTH, NpaBa, NOPSAOK BbINONHEHWS pa3nuyHbIX Npoueayp npy npea-
OCTaBneHUM ycnyr u apyrue dyHKLMUM NepcoHana, 3aBUCUT 3(heKTUBHOCTb paboThbl yupeXXaeHUs U KauecTBo
NpeaocTaBnsieMbIX UM YCHyT.

YKasaHHble AOKYMEHTbI AOMKHbI COCTaBNATb OCHOBY AOKYMEHTaLMU CUCTEMbI KaYeCTBa yupexaeHus. B
npouecce popMUPOBAHUSA CUCTEMbI Ka4eCTBa OHU MOTYT GbiTb NPU HEOBXOAUMOCTU OTKOPPEKTUPOBAHbI C
Lienbio NpUBeAEeHUs UX CONePXKaHUsA B COOTBETCTBUE C TpeGOBaHUAMM, NPeabABNSEMbIMUA K HUM KaK K 4acTu
AOKYMEHTaLUM CUCTEMbI KayecTBa.

5.2.2 Ycnosus pasMmeLLeHus yupexaeHus, obecneumsatoLLue ero apdeKkTuBHyio paboTy, A0MKHbI ObITb
cnepyloLwUMum:

- ydpexaeHue U ero CTPYKTYpHbIe NnoapasaeneHus OMKHLI 6biTh pasmelLeHbl B cneyuanbHo npeaHas-
Ha4eHHOM 3AaHWUM (3AaHUAX) UMM NOMELLIeHURAX, AOCTYMHBIX AN BCEX KaTeropuii 06¢cny>XMBaeMmbIx rpaxaaH, B
TOM YUCHe AN UHBANMAOB M APYTUX ManoMobuUnbHbIX Fpynn HaceneHus. NomelueHns AomKHbI BbiTh obecne-
YeHbl BCEMU CPeACTBaMU KOMMYHaNbHO-6bITOBOr0 06CNyXMBaHUS U OCHALLEHbI TENe(OHHOM| CBA3bIO;

- MO pa3Mepam U COCTOSIHUIO MOMELLEHUs I0MKHBI 0TBeYaTb TPEGOBaHUAM CaHUTAPHO-TUTMeHNYECKUX
HOPM U npaBsun, 6e30nNacHOCTU TpyAa U AOMKHbI GbIThb 3aLLULLIEHbI OT BO3ECTBUSA (DaKTOPOB, OTPULIATENBHO
BMMUSIIOLLIMX HA Ka4YEeCTBO NPeaoCcTaBnsieMblX YCnyr (NOBbILLEHHbIE TEMNepaTypa BO3AyXa, BITaXXHOCTb BO3AYXa,
3anblfIeHHOCTb, 3ara3oBaHHOCTb, LUYM, BUGpauus U T. a.);

- Nnowanb, 3aHUMaemas y4YpexxaeHUeMm, AOoIKHA No3BoNsATh HOpMaribHoe pasMeLLeHWe nepcoHana,
KIMMEHTOB U NpeJoCcTaBreHne UM YCIyr.

B cBs3u ¢ 3TMM Npu pa3paboTke CUCTEMbI Ka4ECTBA YYPEXKAEHUSA LOMKHbI ObITb NPeayCMOTPEHbLI MEPbI,
HanpasfeHHble Ha Co3aaHue Unu nopaepxaHue ynoMsiHyThIX YCIIOBUIA, @ Npy HEOGXOAMMOCTU U BO3MOXHOC-
TU — Ha UX yryuLLeHue.

5.2.3 Bonpockl yKOMMMEKTOBaHHOCTU YYpeXaeHUs cneuuanucTaMm m ux ksanmdukauum Takke A0MKHbI
HaNTU OTPaXXEeHMEe B CUCTEME KavecTBa Kak OAUH U3 BaXkKHENLLIMX (DAaKTOPOB, BIUSIOLLUX HA Ka4€CTBO yCHyr.

B uncne Takux BONPOCOB, NOANEXaLLUX PELLEHUI0 B paMKaX CUCTEMbI KAYECTBA, MOTyT BbITb:

- NOMHas YKOMNIEeKTOBaHHOCTb yYpexaeHust Heo6x0AUMbIMU CNieLManMcTamm B COOTBETCTBUM CO LUTAT-
HbIM pacnucaHuem;



FOCT P 52497—2005

- noa6op cneunanncToB ¢ COOTBETCTBYIOLUM ObpasoBaHueM, kBanudukaumen, npodeccuoHansHowm
NoAroToBKOW, 06naaaroLLmMx 3HaHUSIMU M ONBITOM, HE06XOAMMBIMU AT BLINOSIHEHUS BO3M0XEHHbIX Ha HUX 0651-
3aHHOCTEW; NOCTOSIHHOE NOBbILLIeHWe UX kBanudukaumm yue6oi Ha Kypcax NepenoaroToBKU 1 NOBbILLIEHUS] KBa-
nucukaLmmn unu MHLIMKU cnocobamu;

- YyeTkoe pacnpefernieHue 0683aHHOCTEN CNeLnanucToB, U3NOXEHHBbIX B AOMKHOCTHBIX UHCTPYKLMSIX,
MeTOoAMKax U APYMMX AOKYMEHTaX, pernameHTUpYIoLwmux ux 06s13aHHOCTU, NpaBa U OTBETCTBEHHOCTb;

- obsizaTenbHas aTTecTauMsa CNeLManucToB B yCTAHOBIIEHHOM NOpsake;

- BOCMNUTaHWe y BCeX COTPYAHUKOB YYPEXASHUA BBICOKMX MOParbHbIX U MOPanbHO-3TUMECKUX KavecTB,
YyBCTBa OTBETCTBEHHOCTU M HEO6XOANMOCTU PYKOBOACTBOBATLCS B CBOEH paboTe C KNueHTaMn NpUHLMnamm
ryMaHHOCTH, CpaBeANMBOCTH, 06bEKTUBHOCTU U OOPOXKENaTelbHOCTH, YYUTbIBas UX U3NYECKoe 1 NCuxu-
yYecKoe COCTOSIHUE;

- NPUHSTME Mep K HeAONYLEHWIO Pa3rNalleHns COTPYAHUKAMM YUpeXaeHUs CBeAeHUN NUYHOTO Xapak-
Tepa 0 KnueHTax, Mbo aTh cBefieHUs COCTaBNAIOT CNYXeOHYI0 TaliHy U 3a UX pasrnalleHne BUHOBHbIE HECYT
OTBETCTBEHHOCTb B NOpsiike, YCTaHOBNEHHOM 3akoHoAaTeNnbcTBOM Poccuiickoi depepauuu.

5.2.4 [1ns ka4eCTBEHHOIO NPeAOCTaBNEeHNA YCNYT yYpexaeHUe AOMKHO GbiTb OCHALLEHO cneLuanbHbIM
1 TabenbHbIM 060pyaOBaHUEM, annapaTypoi n npubopamu, oTBeHaloLLUMN TPEGOBAaHUAM COOTBETCTBYIOLLIMX
CTaHAapTOB, TEXHUYECKUX YCIIOBUIA, APYrMX HOPMaTUBHBLIX IOKYMEHTOB ¥ 06ecneunBalolLuMn Haanexallee
KaJeCTBO NPefoCTaBfsieMbIX YCIYT.

MoaTtomy B cUCTEME KavecTBa YYpPeXXAeHUs AOMKHbI ObITb NPeayCMOTPEHbl MePONpPUATUSA, HanpaBneH-
Hble Ha TO, YTObbI:

- obopynosaHue, npubopbl U annapaTypa MCNOMb30BaNUCh CTPOro NO Ha3Ha4YeHUIO B COOTBETCTBUM C
JOKyMeHTaLuei Ha UX (PYHKLIMOHUPOBaHWUe U 3KCNNyaTaLmio, COAepXanucb B TEXHUYECKN UCNPABHOM COCTOS-
HWUU, KOTOpOE CUCTeMaTU4eCKn Obl npoBepAnoCh,

- HeucrnpaBHoe obopyaosaHue, Npubopsbl M annapaTtypa, Aatlmue npu paboTe COMHUTENbHBIE Pe3yrb-
TaTbl, CBOEBPEMEHHO CHUMAaNUCh C 3KCNIyaTalun, 3aMeHANUCL UNU PeMOHTUPOBAnUCh (€CNy OHM noanexar
PEMOHTY), 8 NPUrOAHOCTb OTPEMOHTUPOBAHHbLIX NOATBEpPXAAnach UX NPOBEPKON.

5.2.5 Bonpocbk!l UHOpMaLMKU JOMKHbI ABMATLCA COCTABHOM YaCTbi0 CUCTEMbI KaYeCcTBa YyYpeXXaeHUs,
Tak kak 6e3 npaBUINbHO OpPraHW30BaHHOM MHGOPMAaLMOHHON paboTbl HEBO3MOXHO o6GecneuuTb KayecTBO
npenocTaBnseMbIX YCryr, COOTBETCTBYIOLLIEE 3anpocaM U HYXKAaM KNMEHTOB.

CocTosiH1e uHdopMaLmu 06 yupexaeHuu U NpaBunax npeocTaBNeHusl UM YCIyT I0JDKHO COOTBETCTBO-
BaTb TpeboBaHusM PeaepanbHOro 3akoHa Poccuiickon ®eaepauun «O 3awiuTe npas noTpebutenein».

B AoKyMeHTauuu cMcTeMbl KayecTBa yuYpexaeHui fomkHb 6bITh M3noxeHbl cneayolme TpeboBaHus k
WHOpMaLK:

a) yypexneHue 06s3aHO AOBOAMTL A0 rPpaXxaaH CBoe HauMeHOBaHWe M MeCToHaxoXaeHue Nno6biM cno-
co6oM, NpegycMOTPeHHbIM 3akoHOAaTeNbCTBOM Poccuiickon ®eaepauuu, npenocTaBnsaTh No TpeboBaHuio
KITMeHTOB He0OX0AMMYIO U JOCTOBEPHYH MH(POPMALIMIO O BLINOMHSAEMbIX YCyrax, NO3BOJISIOLLYI0 UM cienaTth
KOMMETeHTHBII BbIGOp;

6) cocTae MHtbopMauuu o6 ycnyrax (B cooTBeTcTBUMN C DeaeparnbHbIM 3akoHOM «O 3aluuTe npaB noTpe-
6uTeneii») OOMKeH BKIOYaTL B cebs:

- nepeyYeHb OCHOBHbIX YCIyr, NPeA0CTaBNAEeMbIX yUpeXaeHUeM;

- XapaKTepUCTUKY KaXxaon ycrnyru, obnactb ee npejoCTaBNeHUs U 3aTpaThi BpEMEHU Ha ee NpeaocTaB-
neHue;

B3aUMOCBA3b MEXIy Ka4eCTBOM YCnyru, yCrioBUSIMU ee NpeoCTaBIIeHUsi U CTOUMOCTBIO;
BO3MOXXHOCTb MOSy4EHUs1 OLIEHKN Ka4ecTBa YCNyr CO CTOPOHbI KITMEHTA;

YCTaHOBNEHNE B3aUMOCBSI3U MeXay NpeANoXeHHOW YCryroi u pearnbHbIMU NOTPEBHOCTAMU KIMEHTA;
npasuna u ycnosus apgeKTuBHOro 1 6€30NacHOro UCNoNbL30BaHMUS YCIyT;

- rapaHTuiHble 06513aTenbCTBa YUpeXaeHU — UCTIONHUTENS YCHyT;

B) MH(OPMaUUA AOrpkHa GbiTb AOCTOBEPHOW U NonHow. Ecnu npepocraBneHne HelOCTOBEPHOM unu
He10CTaTo4HO NOMHOIM UH(OpMaLK 06 ycnyre NOBNEKNo NpUYUHEHUe Bpeaa X3HU, 340POBbIO MITM UMYLLIEC-
TBY KNUEHTa coLmanbHoMn cnyx6bl (BCneacTsue NPOU3BOACTBEHHBIX, PELIENTYPHbIX U MHbIX HEOCTATKOB YCy-
ru), OH BNpase NpeabsBUTbL yUpeXaeHuio Tpe6oBaHUsA 0 BO3MELLIEHUN NPUYUHEHHOTO Bpeaa.

6 [oxymeHTanbHoe ochopmMIieHUe CUCTEMbI KavyecTBa

6.1 Cuctemy kauecTBa ocpopMnsIiOT B BUAE KOMNNEKTa J0KYMEHTOB (PYKOBOZACTB, NONOXEHUIA, UHCTPYK-
LI, METOAMKMU T. [1.), B KOTOPbIX YCTaHaBNUBAIOT Tpe6OBaHUSA K CUCTEME KaYeCTBa yUpeXAeHUs B LIeNOM UK ee
COCTaBHbIM YaCTsM, yKa3aHHbIM B 4.2.
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CreneHb OKYMEHTMPOBAHHOCTU CUCTEMbI Ka4€CTBA Pa3NIUYHBIX yUPeXaAeHUI MOXeT OTNUYaTLCS B 3aBU-
CUMOCTH OT:

- pasmepa v npefHasHaueHUs yupexaeHus, xapakrepa u o6 beMa npeaocTaBnseMblX ycryr, KaTeropui
o6cnyxuBaeMoro HacerneHus;

- CINOXHOCTM NnpoLiecca Mo NpefoCcTaBNeHuto yCnyr;

- KOMMEeTeHLUM NepcoHana yupexaeHus.

NlokyMeHTauus MoxeT 6biTb Nto60oit hopMbl M Ha NOGOM HocuTene.

6.2 [lokymeHTaLus CUCTEMbI KavecTBa A0IDKHA OPOPMAATLCA Kak COCTaBHAsA YaCTb BCE JOKyMeHTaLum
YYpEeXAeHUs M YTBepXXAaTbCsl B YCTAHOBIIEHHOM Nopsifike.

6.3 OCHOBHbIM 1OKYMEHTOM CUCTEMbI KaUYeCTBa Y4peXaeHUs siBnsieTcsi PykoBOACTBO N0 Ka4ecTBy.

B Hem usnaratot obilee onucaHue CMCTEMbI KauyecTBa NPUMEHUTENBHO K KOHKPETHOMY YUPEXEHMUIO,
PasbLACHSIOT NONUTUKY yupeXneHUn B obnactu kayecTBa, OTPaXKaloT OpPraHU3aLMOHHYI0 CTPYKTYPY CUCTEMBI
KavecTBa, 3ana4um 1 hyHKLMM NnoapasaeneHuin n cnyxo yupexxaeHus B obnactu kayecTea, NPUBOAAT CBEAEHUS
0 KOMIreKTe [JOKYMEHTOB BCEX YPOBHEW, COCTaBNAIOLLIMX HOPMATUBHO-MeTOAMYECcKyto 6a3y cucTembl kauec-
TBa, yCTaHaBMBAIOT NOPSAOK BHeAPeHUsi, (DYHKLIMOHUPOBAHWA U KOHTPOJS CUCTEMbI KAYEeCTBa.

6.3.1 MNMonuTuka B o6nacTukayecTBa AOPKHA NPeACTaBNATL CO60i OCHOBHBIE LIeNu, 3aa4m U MPUHLUILI
NeATenbLHOCTU yupeXaeHus B 06nacTu kauecTBa, AOKYMEHTaNbHO 0(DOPMIIEHHbIE U NPUHSITLIE K 06s13aTenbHO-
MY BbINONTHEHUIO B YYpEXeHUN.

6.3.1.1 Lienv nonutnku B 06nacTi KauecTBa 0MHKHbI OTpaXkaTb Crie/lyloLLue BONnpochl:

- obecneyeHne NOCTOAHHOIO Y0BNETBOPEHUS KNMTMEHTOB NPeAOoCTaBNseMbIMUA YCIyramu;

- MOBbILIEHUEe Ka4eCTBa yCnyr U 3bdeKTUBHOCTH (Pe3ynbTaTUBHOCTU) UX NPEOCTABIIeHUS;

- MpUHATHE NPOodUNaKTUYECKUX Mep Mo NpeaynpexaeHuio UNu yperynupoBaHuIo NpeTeH3ui U xarnob
KINUEHTOB;

- Mpouue BONpocChl, OTpaKaloLue crieluduKy AesTenbHOCTU yYpeXxaeHus.

CopnepxaHue OCHOBHBIX 3aAa4 U NPUHLIMIMOB ZIEATENLHOCTYM yupexxaeHust B 06nacTi KauecTsa npueene-
HO B 4.6 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsiny ¢ noapo6HbIM M3NoXeHWeM Lienen, 3agay U npuHUunoB B PykoBoACTBE NO KavyecTBy
YyUYpeXaeHust AOIKHbI 6biTh 4eTKO onpeaeneHb! u choOpMynNUPOBaHLI NOPSAOK U CNOCobLI (MeToabl) X peanu-
3auuu.

6.3.1.3 OTBeTCTBEHHOCTb 3a NONUTUKY B 06NacTU KayecTBa HECET PYKOBOAUTESb YUPEXOEHUS.

OH pgomxkeH o6ecnevnTs pasbsiCHEHWE U foBeAeHWe 3TOM NONUTUKU 10 BCET0 NepcoHara yupexaeHus,
YeTKo onpeaenuTb NONHOMOYUS, OTBETCTBEHHOCTb M MOPAAOK B3aUMOAENCTBUS BCEro NepcoHana yupexae-
HUS, OCYLLIECTBNSAIOLLIEro pyKkoBOACTBO, UCMIONHEHUE YCIYT U KOHTPOIb AeATENbHOCTH, BUSIOLLEA HAa Ka4YeCTBO
YCRyT.

6.3.1.4 B chopmMHUpoBaHMM NONUTUKK B 06NACTU KayecTBa [OIMKHbLI NPUHUMATL Y4acTUe BCe pyKOBOAUTe-
1K, OCYLLIECTBSAIOLLNE YNpaBreHne y4pexxaeHUeM.

6.3.1.5 lMonuTuKa yupexxaeHus B obnacTu ka4ecTBa [OMKHA OXBATbIBaTb BCE HaNpaBrieHWs ero aes-
TENbHOCTU, COOTBETCTBOBATL NOTPEGHOCTAM U 3anpocaM KIMEeHTOB, CNOCOGCTBOBATDL YNYULLEHUIO coLmuarb-
HbIX U 3KOHOMMYECKUX MokasaTtenei yypexaeHus. MNonutuka OomkHa cogepXxaTb Takke 00s3aTensCTBO
PYKOBOACTBA YYpeXOeHUsi OCYLLECTBMNATL NOCTOAHHOE YNy4LleHWe kavyecTBa 06CnyXUBaHUS KITMEHTOB.

6.3.1.6 lMonuTtuka yupexaeHus B 06nacTu kauecTsa AOMKHA BHEAPSATLCS BO BCEX CTPYKTYPHbIX Noapas-
MeneHusIX yYpexaeHUs 1 perynspHo noasepratbCs aHanu3y Ha npeaMeT ee NOCTOSTHHOW aKTyarbHOCTU M Npu-
roHOCTH.

6.3.1.7 Peanusauus NnonMTMK1 yupexaeHus B o6nactu kayecTsa AomkHa 6biTb o6ecneyeHa Heo6xoau-
MbIMU pecypcami (KafpoBbIMU, MaTepUarnbHO-TEXHUYECKUMU, UHCPOPMALIMOHHBIMU U APYTUMU).

[N BLINOMHEeHWs NPUHATON YYpexxaeHUeM rnonuTUkM B 06nacTu kKavecTsa nepen nogpasaeneHusiM1 U
cnyx6amu yYpeXxxneHus CTaBaTCs 3a/layuu Ha KOHKPETHbIE NNaHoBbIe Nepuoabl M Npu He06X0AUMOCTH CBoEBpE-
MEHHO YTOYHSIIOTCS U KOPPEKTMPYIOTCA PYKOBOACTBOM YUpeXaeHUs.

6.3.1.8 B yupexaeHum JOMmKHbI NPOBOAUTLCA MeponpUusaTUs, obecrnevmBaloLLue NOHUMaHue, noaaep-
KKy U peannaauuio NONUTUKKU B 061acTi kKayecTBa BCEMU COTPYAHUKAMM YUPEXOEHUs.

6.3.2 OpraHusaumoHHas CTPYKTYpa CMCTEeMbl kayecTBa MOXeT ObiTb NpeacTaBneHa B BuAe cxembl (C
HeobXOAUMBIM MOSICHEHWEM), Ha KOTOPON AOMKHbI BblTb U306paXeHbl BCe CTPYKTYpHble noapasaeneHus,
HernocpeaCTBEHHO Y4acTBYHOLLME B NPpeaoCTaBrieHun ycnyr unu obecneynsatoLLye Mx npeaocTaereHue.

B nosicHeHnu kK cxeme A0mkHbI BbITh OTpaXeHbl 3aaa4u, PyHKLMKU M OTBETCTBEHHOCTL BCeX nogpasaene-
HUIA U cnyx6 yupexaeHusi B 06rnacTu ka4uecTBa U NpuBefeHbl CBeleHUs 0 JOKYMEHTaxX BCeX YPOBHEN, koTopble
DOIDKHbI COCTABNSTHL HOPMaTUBHO-METOAUYECKYI0 6a3y CUCTEMbI Ka4eCTBa yupeXKaAeHus.

CBeneHus 0 AOKyMeHTax MOryT GbiTb NPeAcTaBneHbl B BUAE CaMUX JOKYMEHTOB, pa3paboTaHHbIX BHOBb
(nonutuka B o6nactu kauecTsa u Ap.) Ui yXxe ASHCTBYIOLLMX B yupeXaeHUU (NOMoXKEHUs!, UHCTPYKLIMKU, METO-
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JVKKU, DYKOBO/ACTBA, Npasuna 1 T. [.), HO OTKOPPEKTUPOBaHHLIX NpyU HeobxoaMMocTU B Liensx 6onee NoNHoro
y4eTa B HUX BONPOCOB KayecTBa, TG0 B BUAE CChINIKU HA 3TW IOKYMEHTHI C UHGopmaLmeit 06 ux npeaHasHaue-
HUW U KPaTKOM COAIep>KaHuMm.

6.3.3 [okyMeHTaLusA CUCTEMbI Ka4ecTBa yupexaeHns AoMmKHa NOCTOSIHHO NoaAepXXuBaThbcs B paboyem
COCTOSIHUM; yCTapeBLuas No0KyMeHTaLua A0MKHa CBOEBPEMEHHO U3bIMAThCS U 3aMEHSITLCA HOBOW.

7 Opranusauus paboTbl N0 KaYecTBy

7.1 NonHoMO4YMA M OTBETCTBEHHOCTb NEepcoHana

7.1.1 B cucteme kauecTea yupexaeHus AOMmKHbI 6biTb YeTKO onpeaeneHbl NONHOMOMUS, OTBETCTBEH-
HOCTb U B3aMMOOENCTBUE BCEro NepcoHana yyYpexaeHus, ocyLLEeCTBAIOLLEro pykoBoacTso paboTon, npea-
OCTaBrieHUe YCIyr U KOHTPOnb AATENbLHOCTY, BIUSIIOLLEN HA KAYEeCTBO YCITyT.

370, B NepBylo ovepeab, A0MKHO OTHOCUTLCA K 06CNYXUBaIOLLIEMY NepCcoHarny, AeATENbHOCTb KOTOPOro
CBsi3aHa C BbIMOSIHEHUEM TaKuX NPoLeaYp, KaK BbIABIEHNE NPEeTEH3UIA U Kanob KNMeHToB, NpoBeaeHWe Mepon-
PUATUI NO YCTPaHEHUIO UMK NPeAYNPEXASHUI0 HEJOCTAaTKOB, KOHTPOb BbINONHEHUS 3TUX MePONPUATUNA.

7.1.2 B yupexneHum [OMKHO GbiTb Ha3HaYeHO OTBETCTBEHHOE NULIO (NpefCcTaBUTeNb PYKOBOACTBA) U3
yucna pykoBoguTernen yupexaeHus, KoTopoe He3aBUCUMO OT [IPYTUX BO3NOXEHHBIX Ha Hero 06sa3aHHoCTen
NOIMKHO OTBeYaTh 3a Haanexallee BbiNofiHeHWe TpeboBaHuii, YCTaHOBNEHHbLIX HACTOSALWMUM CTaHAAPTOM, U
MMeTb NONHOMOMUA ANSA:

- obecneyeHus paspaboTin CUCTEMbI Ka4eCTBa, ee BHePEHUs U NoAAepXXaHus B paboveM COCTOsSHUM;

- NpeacTaBreHNsi OTYETOB PYKOBOAUTENIO YYpeXAeHUs O (PyHKLIMOHMPOBAHUM CUCTEMbI KavecTsa C
Lernbio ee aHanusa U UCNosib3oBaHUA NONYYEHHbIX Pe3yrbTaToB Kak OCHOBbI Al COBEPLUEHCTBOBAHUA 3TON
CUCTEMBI.

7.1.3 YupexaeHue AOMKHO YCTAHOBUTb NOPAAOK paspaboTku (Mnu KOppeKTMPOBKU, Npu Heobxoaumoc-
TH), paCCMOTPEHUS], YTBEPXKASHUA U BEASHUA BCEX AOKYMEHTOB, OTHOCALLMXCH K CUCTEME KayecTBa, a Talke
nopsinok o6ecrneyeHUs UMK,

7.2 BHyTpeHHMe NpOBepPKU CUCTEeMbI KavecTBa

7.2.1 B cucTeMe KayecTBa yupexaeHUs AomxeH 6biTb paspaboTtaH u noaaepxmeBaTbes B paGodem
COCTOSIHUM MOPSAOK NPOBEAEHUS BHYTPEHHUX NPOBEPOK KayecTBa. BHyTpeHHMe NpoBepku CUCTeMbI KaYecTBa
yuYpeXXaeHUs MPOBOAAT C Lienblo perynspHoi oLeHKn ee a¢pdeKTUBHOCTU U COOTBETCTBUS YCTAHOBIEHHbIM
TpeboBaHusAM, a Taloke AN nofy4eHus MHgopmaLmm, Heobxoanmoit ans obecneyeHns acheKTUBHOIO YHK-
LIMOHUPOBAHUSA 3TOW CUCTEMBI.

7.2.2 OTBeTCTBEHHbIM JIULIOM 32 OpraHU3aLmio U NpoBeAeHne NPOBEePKU CUCTEMbI KauecTBa yupexae-
HUS OMKeH BbITb NpeacTaBUTENb PYKOBOACTBA, OTBETCTBEHHbIN 32 CUCTEMY KayecTBa.

7.2.3 OTBeTCTBEHHBIMU UCTIOSNTHUTENSIMU NO NPOBEIEHNI0 NPOBEPOK peKOMeHAYeTCs HasHavYaTb PYKOBO-
AuTenen noapasaeneHnin, 3eKTMBHOCTb U Ka4eCTBO AEATENIbBHOCTU KOTOPbIX 3aBUCAT OT Ka4eCTBa iesTe b-
HOCTU NpoBepsAeMbIX NoApasfeneHui.

7.2.4 3dpdeKTUBHOCTbL CUCTEMDI KAaUECTBA YUPEXAEHUS OnpeaensoT No pesynbTaTam ee OLEeHOK, Nory-
YaeMbIX Npu NpoBepKax.

7.2.5 B npoLecce NpoBepku CUCTEMBI Ka4€CTBa yupexaeHUid (M ee COCTaBHbIX YacTeit) OCyLLEeCTBNSAIOT:

- KOHTPORb COOTBETCTBUS CUCTEMbI Ka4eCTBa TPe6oBaHMUAM HAacTOSILLEero CTaHAapTa U IOKYMeHTaLMn Ha
Hee;

- aHarus3 M oLeHKY COCTOSHUSA (hyYHKLIMOHMPOBaHWS CUCTEMBI KA4YECTBA B LIefIOM U OTZlefbHbIX ee COCTaB-
HbIX YacTeW;

- aHarus CooTBeTCTBUS NPeAo0CTaBMNAEMbIX yCrnyr TpeboBaHMsIM HOPMATUBHbBIX OKYMEHTOB;

- aHarus 1 oueHKy pe3ynbTaToB paboThl yupexaeHus B obnactu kayecTea ycnyr;

- BbIpabOTKy KOPPEKTUPYIOLLMX [eACTBUIA, HAaNPaBNEHHLIX HA YCTPAaHEHUE HEQOCTaTKOB, BbiSBNEHHbIX B
npoLiecce NpeaocTaBneHns yCryr, U COBepLUIEHCTBOBaHWE CUCTEMbI KavecTBa.

7.2.6 lNpoBepkn cUCTEMbI KAYECTBA YUPEXAEHUIA MOTYT GbITh NNaHOBLIMYU U ONEPaTUBHBLIMM.

MepyvoaUYHOCTE NNAHOBLIX MPOBEPOK YCTaHABNMBAIOT B 3aBUCUMOCTU OT pe3ynbTaToB aHanuaa kauec-
TBa ycnyr.

OnepaTnBHYIO NPOBEPKY CUCTEMbI KA4YECTBA UK OTAENbHBLIX €€ COCTaBHbIX YaCTel NPOBOASAT B Criyyae
pesKoro yxyALLeHWUsl noKkasaTerne, XxapakTepusyioLLMX KOHeYHble pe3ynbTaThl paboThl N0 o6ecneyeHuIo Kavec-
TBa YCIyr, NpefocTaBnseMbiX KakUM-rmbo nogpaspeneHneM Unu y4YpexxaeHUeMm B LiesioM, B criyyae oLieHKU
3PPeKTUBHOCTU KOPPEKTUPYIOLLIUX AEACTBUMI, a TaloKe NPpU 3HaYUTENbHBIX USMEHEHUAX OpraHu3aLmmn paboT u
TeXHOIMOrMI NPeaoCcTaBNeHUs YCyr, OTPULIATeNbHO BIIUSOLLUX HA MX KAYECTBO.

7.2.7 Tlocne okOH4YaHUsi BHYTPEHHEeN NPOBEpKU ee pesynbTaTbl 0POPMIIAIOT B BUAE OTHETA O COCTOSAHUM
CUCTEMbI KayecTBa, B KOTOPOM OTPaXKaloT AaHHbIe aHann3a COOTBETCTBMUS NnokasaTenen U pesynbTaToB fes-
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TENbHOCTU y4pexaeHus B obnactu obecneyeHUs kKa4yecTBa NpeaoCTaBNseMbIX YCIyr yCTaHOBEHHbIM Tpe6o-
BaHUAM.

7.2.8 PesynbTathl NPOBEPOK CUCTEMbI KAUECTBA YMPEXAEHUI SBNSAIOTCA OCHOBaHWEM N5 pa3paboTkuu
peanusanum MeporpusiTUi Mo ee CoBepLLEHCTBOBaHUIO, NO pa3paboTke HOBbIX METOAOB U CPEACTB ynpasre-
HUA Ka4yeCTBOM NpeIoCTaBIISeMbIX YCIYT, YIy4LUIEeHUI0 COCTaBa U coiep>XaHsi HOPMaTUBHOM JOKYMEHTaLUK
Ha CUCTEMY KaJecTBa.

7.3 MNoarotoBka KaapoB

7.3.1 ByupexnaeHum fomkeH 6bITh paspaboTaH, 0OKYyMeHTansHO 0hopMIEeH U yTBEpXeH NNaH Mepon-
puATWiA No noaroToske (06y4eHUIo, NOBbILLEHUIO KBaNUMUKaLIMK, aTTecTalMK, CTaXUPOBKe U T.4.) NepcoHana,
BbINOMHAIOLLIEro paboThbl, HeNOCPEACTBEHHO BNUSIIOLLME HA KAYECTBO YCIyT.

7.3.2 lNoparoToBKoM NepcoHana AomkHbI 6bITb 0XBaYeHbl BCE COTPYAHUKU yUPEXOeHUs, HeNoCpeCTBeH-
HO BrUsIOLLIME Ha Ka4eCTBO YCIYr, BKIOYasa PYKOBOASLLUIA COCTaB BCEX YPOBHEMN.

7.3.3 TMpu paspaboTke U peanu3aLMmn NNaHOB MePONPUATUIA N0 NOATrOTOBKE KaapoB HE06X0AUMO YYUTbI-
BaTb U3NOXeHHbIe B 5.2.3 akTopb! (kpuTepun), kacaroLimecs nopsaka paboTsl Co crnelyanicTamm yupexae-
HUs.

7.4 AHanus yHKLMOHUPOBaHUA CMCTEMbI Ka4eCTBa PyKOBOACTBOM yupexaeHUs

7.4.1 Cucremy kavecTsa NepuoaMUECKU IOMKHO aHANM3MPOBaTb PYKOBOACTBO yYpeXaeHus Ans Toro,
4TO6bI MOXHO 6bIN0 Y6eAUTLCS, 4TO OHa YAOBNETBOPAET NpeabsBIsieMbIM KHel Tpe6oBaHUAM U 3 heKTUBHA.

7.4.2 AHanus nomkeH BKNIOYaTh OLIEHKY pPe3ynbTaToB BHYTPEHHUX NPOBEpPOK, NPOBOAUMBIX HEMnoc-
pencTeeHHO pyKOBO/ICTBOM UNU NpeiCTaBUTENEM PYKOBOACTBA, OTBETCTBEHHBLIM 3a (DYHKLIMOHUPOBAHWE CUC-
TEeMbl Ka4eCTBa YupexaeHus.

Pe3synbTaTthl N0oA06GHLIX aHAaNU30B UCNONbL3YIOT AN NOATBEPXAEHUS AOCTKeHUNA TpeGyeMoro kavecTsa
1 3(pPEKTMBHOCTH (PYHKLIMOHUPOBAHUS CUCTEMBI.

7.5 KoHTponb u oueHKa KauecTBa ycnyr

7.5.1 pu KOHTPONe U OLIeHKe Ka4ecTBa YCNyr yuYpeXaeHUe I0MKHO:

- MPOBEpATb U UASHTU(PULIMPOBATL YCIYTU HAa COOTBETCTBUE HOPMATUBHLIM IOKYMEHTaM, pernaMeHTu-
PYIOLLUM MX NpeocTaBneHue;

- obecne4ynTb CaMOKOHTPONb NepcoHana, NPeAoCTaBNSIOLLEro YCIyri, Kak COCTaBHYIO YacTb npolecca
KOHTpOnNS;

- obecneunBaTbh NPUOPUTET KIMEHTOB B OLIEHKE KayecTBa yCnyr;

- NpaKTUKOBaTb B YUPEXOEHUU PeryrnspHyto OLIeHKY CTeneH ya0BNeTBOPEHHOCTU KIMEHTOB YCnyramu
nyTem nNpoBeaeHUs COLIMONOrM4ecKux onpocos.

7.5.2 CpaBHeHUe OLIeHOK KIIMEHTOB M UCTIONHUTENE YCNyr crieyeT NPOBOAUTL NOCTOSHHO, YTOGbI OLe-
HUTb COBMECTUMOCTb [IBYX MEp UX Ka4ecTBa, NpoBecTu (Npu Heo6x0AMMOCTU) KOPPEKTUPYIoLLMe AeACTBUNA U
onpefennTb, HACKOMNbLKO AeATeNbHOCTb UCNIONHUTENE YCNyr OTBeYaeT NoTPeGHOCTAM 1 3anpocam KIUeHTOB.
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