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FTOCYHAPCTBEHHbIA CTARZAPT POCCHACKOA #ENEPALIHH
S

Moneasp ofecnevenws KauecTBa yCuyr

Model for quality assurance service

Jata BBegenus 1995—01—0%R

1 OBJIACTh NPUMEHEHHA

Hacrosumui cTaHZapT ycTaHaBJAHBAaeT OCHOBHbE TpeGOBaHUI K
cHcTeMaM obecrmeyeHHsi KauecTBa yCJAYr B COOTBETCTBHH € MEXAYHA-
poanbiMH crangapramMn MICQ 9004.2,* 9002*'u manpaBiaeH Ha obec-
neyeHHe JAOCTHKEHHS HeOOXOAHMOro KayecTBa  MPELOCTABJSEMBIX
TOTPEOHTENIO YCIyT.

Cranpapr mpenHasHaueH AJs cepTHOHUKAUWHH CHCTEM KayecrBa yc-
JIYT, a.Tak¥Ke OLEHKH CHCTEM KayeCTBa Ha MPeJINPHATHAX, OKa3hBal0-
IHX YCJAYTH HacesjeHHIo.

2 ONMPENEJEHHA

B HacrosieM craHnapTe mpHMEHSIOT CJeylollde TePMHHEL

Yeayra — pesyJIsTaT HENOCPEACTBOHHOTO B3aWMOMAEHCTBHS HCIOJM-
HUTENS H noTpebHTeNA, a TaKxkKe COGCTBEHHOH NEATEJbHOCTH HCMOJHH-
TeJIs MO yA0BJECTBOPEHHIO NOTPeGHOCTH MOTPebHTeNs.

Mpumevanune—Tlo OyHKUHOHAJALHOMY HA3HAYEHHIO YCJAYLH, OKasbBaeMbie
HacCeJeHHIO, MOAPAa3AeNsiOT Ha ABe TPYMIH:

— MaTepHa/bHBIE YCAYrH, ofeclieuHBaolive BOCCTaHOBJeHHe (U3MEHEHWe, Co-
XpaHeHHe) 10TpeGHTeNbCKIX CBOHCTB H3AeJHH HJIM H3rOTOBJEHHE HOBBIX H3AENHH NO
8aKa3y rpaxjaH, a TaKXe IepeBO3Ky Trpy3oB m miojeli, B uwactHocTn, K Mare-
pHaJbHBIM ycayraM MOryT OHITh OTHECEHHB GLITOBLIE YCJIYTH, CBsSI3aHHHE C PEMOH-
TOM K H3rOTOBJICHHEM H3JieJHH, XKHIHIIHO-KOMMYHaJbHBIE YCJIYIH, yCaAyrd oOmiecT-
BEHHOI'O NMHTAHHS, YCAYTH TPaHCHOPTA M T. A.

* o npavoro HpUMeHeHMs HAHHOrO AOKYMEHTa B KayeCTBe TOCYAapCTBEHHOI®
CTAHAAPTa pacnpocTpaHeHue ero ocymectsaser BHUMKH,

Hspanve otunuanasHoe
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— COUHaJIbHO-KYJbTYPHBIE YCAyrH, OGeCHneyHBAMOLHe MNOALEpxka-
HHMe H BOCCTAHOBJICHHE 3M0DOBbS, AYXOBHOE H (pH3MUECKOe DPa3BHTHE
JHYHOCTH, TOBHILICHHE NpOdeccHOHaNbHOro mMacteperBa. B wacTHoceTH,
K COUHAaJBbHO-KY/JIBTYPHBIM YCJIyraM MOIYT GBITb OTHECEHBl MEXHI[HH-
CKHe YCJYTH, YCJAYTH KYJBTYDHl, TypH3Ma, oGpa3OBaHUS H T. I.

KayecTBo ycayru — COBOKYNHOCTh XapaKTEPHCTHK YCJAYTH, ONMpene-
JSIOUHX ee CNOCOOHOCTh Y/AOBJETBOPATh YCTAHOBJEHHBE HJH TNpel-
rnoJsiaraeMele NMOTPeGHOCTH MOTPeGHTENS.

Cucrema KauecTBa — COBOKYIHOCTb QPIaHH3aLMOHHOH CTPYKTYpHI,
OTBETCTBEHHOCTH, MPOIeAyp, NPOUECCOB H pecypicoB, obecneynpalouias
ocyulecTBJaeHHe 06illero pyKoBOJACTBAa KauecTBOM.

O6cay:kuBaHue — AeATeNbHOCTh HCIOJHUTENsST NPH HENOCpeiCTBeH-
HOM KOHTaKTe C MOTpeOHTesNeM YCIyIH.

[TorpeGurens — rpakAaHuH, NOAYUAOLHi, 3aKa3blBAIOWHUN Jub60
MMeIolIMil HaMepeHHe MNOJYYHTh HJIH 3aKas3aTh YCJIAYTH JJIsi JHYHBIX
HYXKJ.

CepBucHast opraHusauusi (HCIOJHHUTENb YCAYTH) — NPENnpHUsiTHE,
OpraHM3auHus, yupexJAeHue HJIH PPaxAaHHH-NPeJNpHHHEMATeNb, OKa3bi-
BaIOLIHE YCJAYTH.

3 TPEBOBAHHSAA K CUCTEME KAYECTBA YCJYT

3.1 OTBCTCTBEHHOCTh PYKOBOJACTBA
3.1.1 lloauruxka 8 obaactu Kayecrsa

PykoBOACTBO CEPBHCHOH OpPraHH3aUMH JOJKHO ONpPENEJHTh H
JOKYMEHTaNBHO OQGOPMHUTH NMOJAHTHKY B 06JIaCTH KayecTBa, HNpeNCTaB-
JSIIOIIYIO 3aJayH, OCHOBHbIC HAMPaBJCHUS U LEJH CePBUCHON opraud-
3allHH B 06J12CTH KauecTBa. PyKOBOACTRO CepBHCHOH OpraHH3aUHY,
KOTOpO® HeceT OTBETCTBEHHOCTb 3a MOJHUTHKY B 06JaCTH KayecrTsa,
JOJIKHO OOecneydTh ee pasbsiCHeHHe W JOBeleHHé A0 BCeX CTPYETYp-
HBIX MoJpasiesenuit u paGOTHIIKOB NPEANPHATHS.

OTBEeTCTBEHHOCTDL 3@ {IOJIMTHKY B 06JIaCTH KauyCCTBA HECET PYKOBO-
JAHTEAB.

[Mpuveyannc—[losnTnka ceppUcHOH oprauxsanuun B 06JacTH  KadecTa
yaiayr A04XKHd OW1b HalipasJjeda Ha peayiu3alyio CHaefyloHIuxX OCHOBHBIX 3ajau:
YA10BACTBOPEHUE llOT[)(‘GHI‘@J\ﬂ C TOUKH g3peHdd IIqu’JQCCHOHaJIbelX CTaHaapTOR H
3THKH, HeNpepbiBlioe MNOBLILEHHE KayecTBa YCAYrH, ydeT TpeGosaHuil obluecTna
M 3alUTH OKpYXawolei cpefbl, 3GQPeKTHBHOCTh NPEefOCTaBJACHHS YCAYTH.

3.1.2 Opeanusayus paborel no Kauecrsy

3.1.2.1 TlosiHOMOUHS H OTBETCTBEHHOCTD

B cucreme kawecTBa MOJIKHB GbITh YETKO ONPEIEJIeHbl NOJHOMO-
und, OTBETCTBEHHOCTh H B3aMMOJEHCTBHE BCENO NepcoHana cepBHC-
HOH OopraHH3aluH, OCYHIECTBISIOUIENO PyKOBOJCTBO, HCIONHEHHE YCJAYT
2
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H KOHTPOJIb A€ATEJNbHOCTH, BIHAIOWEH HA KavyecTBO ycayr. 3T1o, B
YaCTHOCTH, OTHOCHTCS K OOCJAYyXKUBAIOUEMy IMepCOHA/y, AESTENbHOCTh
KOTOPOI'O CBsI3aHa C:

1) BhisBJeHHeM M perucrpauMcil nperensuil, xanob, pexkaamManuit
€O CTOPOHH MOTPEOUTENEH yoayT;

2) npoBeleHHeM MEPONPSMTHH, HallpaRJeHHBIX Ha HX YCTPaHeHHE
H npenynpexneHue;

3) npoBepKO# BHIMOJHEHHS PEIIeHHH,

Jis RocTHXKeHHs UeseH B 06/1aCTH KAYECrBa PyKOBOAHTENb NOJ-
#eH CO3RaTh CTPYKTYPy CHCTeMBI s 3()PeKTHBHOTO ynpaBJeHHS.

3.1.2.2 Cpencrsa KOHTPoJsL (IPOBEPKH) W MEPCOHAJ

CepsucHast opraHH3auHs JOJKHA ONpelensiTh TpeGOBaHHS K BHYT-
pCHHeH NpOBepKe KayecTBa ICMOJHEHHS ycayr, obecmeyuts HeoGxo-
ANMBIMH CPEICTBAMH KOHTPOJS (NMPOBEPKH) ¥ HA3HAUUTL CHElHaJb-
HO OOYYEHHBIX COTPYAHHKOB IJIs1 €€ MPOBEACHHUS.

ITpoBepra MOJXKHA BKJAIOUYATh KOHTPO.JbL, OLEHKY M DEryJHpoBaHHE
TIPOLECCOB HCIIOJIHEHNS yCayr HNPH NPOEKTHPOBAHHH (MOLEJIHDPOBAHHH),
TPOH3BOACTBE M OGCJIY>KHBaHHM noTpebuTesst. IIPOBCPKM CHCTCMBI Ka-
4eCTBa NPOIECCOB HCIOJIHEHHS YCIYr HJIM Pe3yJbTaTta YCJAYLH AOJIKEH
HPOBOAMTL NEPCOHAJ, HE OTBETCTBEHHBIH 32 BBINOJHEHHC PaboT.

3.1.2.3 IlpeacraBuTeis PYyKOBOJACTBA

OTBeTCTBEHHOCTh 3a HajJexallee BLIIOJNHeHHe TpeGOBaHUM, ycra-
HOBJIEHHBIX HACTOSIIHM CTAHAAPTOM, M COOTBETCTBYIOUIHE MOJHOMOUMS
B OpraHusauniy paboThl MO KayecTBY JOJIKHBL ObITh BO3JIOMEHH Ha
NPEACTABHTEA PYKOBOACTBA HE3aBHUCHMO OT JAPYrHX BO3JIOXKEHHBIX Ha
Hero o0s3aHHOCTel.

3 1.3 Anaau3 QYHKYUORUPOBAKUS CUCTEeMbL KAUeCTea €O  CTOPOHbL
pyK0800cTEA

CucreMy KayecTBa, pa3pabOTaHHYIO B COOTBETCTBHH < TpeboBa-
HUSIMH Hacrosiwero cranpapta u MC HMCO 9004.2, nonxio nepuoau-
uecKM alaJH3HPOBaTh PYKOBOJACTBO CEPBUHCHOH OpralH3aiiH IS TOro,
4TOGE MOKHO ObLTO yOeAUThCH, YTO OHA YAOBJETBOPSET yCTAHOBJEHHLIM
TpebosaHuaM U spdextHBHa. PesynbTaTh MOJOGHLIX  aHAJAH30B  HC-
0OJNB3YIOT AJS NMOATBEPKAEHUS JOCTHXEHHsT TpcOyeMoro kauecrBa M
3(PQEeKTHBHOCTY QYHKIHOHMPOBAHHS CHCTeMbl (cM. 3.14).

[Tpumeuanne —Ananus, nPOBOAUMBIA PYKOBOACTBOM, OCWYHO BKJIOYAET
“HEeHKY pe3y/abTaTOB BHYTPEHHHX NPOBEPOK, NPOBOAHMBIX HEllOCPEACTBEHHO pYho-
BOACTBOM MJIH NPEACTAaBHTENEM DPYKOBOACTBA, OTBETCTBEHHBLIM 33 (DYNKIHOHHPO-
BaMHe CHCTEMHI

32 lokymeHTanbHoe OG(POPMJEHHE CHCTEMH Ka-
yecTRa

3
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3.2.1 CepBHCcHas OPraHH3auus JOJXKHa Pa3paboTaTh H NOAAEPIN-
BaTb B paGoueM COCTOSHHHM JOKYMEHTAJIbHO OMOPMJEHHYIO CHCTEMY
KayecTBa, 06eCcneuyBalllyl0 COOTBETCTBHE OKa3BIBAEMOH YCJIYTH yCTa-
HOBJIEHHBIM TPeOOBEHHUSIM. DTO BKJIOUAET Ciaeylollee:

a) TOANOTOBKY AOKyMEHTaJbHO OMOPMJCHHBIX NpPOUELYp ynpaBJe-
HHS KauecTBOM B COOTBETCTBHH (€ TPEOOBAHHSIMH HACTOAIIENO CTaH-
RapTa;

6) sdpexTHBHOEC NPHUMEHeHHE [NOKYMEHTHDOBAHHBIX IPOLEAYD H
HHCTPYKIIHHA CHCTEMB Kayecmsa.

HpHMe‘{aHHe—ICOOTBeTCTBH(:‘ CHCTEMBl Kaude€CTBa YCTAHOB/JIEHHLIM TpeﬁoBa-

HHAM obecle4HBaeTCs:

a} HaJHuHeM TJIAHOB K PYKOBOACTBA MO KauecTBy;

6) onpesenerHev M IpuHoGpeTeHHeM HeOOXOAHMOTO KOHTPOJLHO-H3MEPHTENLHOLO
H TEXHOJOTHYeCKOro 0GODYAOBAHHMSA, TEXHOJOTHYECKOH OCHACTKH, MaTepHaJbHBIX pe-
cypcoB H moaGopov KpajuuUMpOBaHHhEIX KaApoB Aas obecnedenusa TpeGyemoio

KayecTBa YCJYT,
B) onpcAeJeHHeM NPDHEMJEMBbIX CTAHAAPTOB C TOYKH 3DEHUA 3aJO0XKEHHHX B

HHX [oKasaTejeff u TpeboBaHuil, BKJOUAs TPeGOBaHHA, cofepxaugue cyGbekTHBHOIA
3JEVEHT (COLU{OJIOI‘H‘ICCK&?{ OLeHkKka YAOBJIETBOPCHHOCTH no’rpeﬁmem{ KaueCTROM

CJAYTH),;
Y yl‘) )oéecneqe}mew COOTBETCTBUA poneccon NPDOCKTHPOBAHUA, npenocias.ie-
HHA YCJAYyry U KOHTPOJAA Tpe6OBaHHﬂM JOKYMEHTAllHH;

1) NOATOTOBKOI OT4eToB NO KauecTsy (cM. 3 15),

3.3 BsauMopgedcTBue ¢ nNoTpebuTedemM

SbdekTupHOe B3auMoAelicTBHe ¢ moTpebHTeseM BKJAOYaeT HHpOp-
MalHIo 0:

— XapakTepPUCTHKe yCJayry, ee o6JaCTH AESTENbHOCTH, LOCTYIHOC-
TH M 3aTpaTax BpcMelH Ha ee NpefocTaBJcHUE;

— 0XKHUIAEMOH CTONMOCTH YCJYTH,

— B3aHMOCBS3H MEXJy KauceCTBOM YC/AYFHd, yCJIOBHSIMH €€ Mpelo-
CTaBJeHHsI H CTOMMOCTbBIO;

— BO3MOXKHOCTH BJHAHHSL mnorpebuTesiell Ha KauecTBO YCJIyrk;

— aJeKBAaTHBIX H JICTKOAOCTYHHBIX CPEACTBAX AJs 3PPeKTHBHOrL
obuIenHus;

- BO3MOXKHOCTH TOJNYYCHHS OHEHKH KadecTsa YCJayrH norpebure-
Jem;
— YCTaHOBJICHUH B3aUMOCBS3H MEXAy NPEMJIOKEHHOA yCayrol i
peanbHBIMH NOTPEeGHOCTSIMH NOTpebuTeas.

34 NMNpouenyps paspaboTkyu, BeAeHUHS H obecne-
YeHHs AOKYyMeHTauHe#H

CepBHCHAs OPraHU3auHs JOJXKHA yCTAHOBHTH NPOLEAYPLI pa3pd-
6OTKH, yTBEpKACHHSA, BeAeHUsT U OOCCeyeHUs] BCEMH JOKYMEHTaMH i
JAHHBIMH, OTHOCSIIIUMHICH K CHCTOME.

JorymMenTanua Ao0JKHA ObITh pacCMOTpeHa H yTBepxKAeHa moJHO-
MOYHLIM JTHIOM [0 €e BBEJACHHS B ACHCTBHE.

4
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Bce cocrapasiommue, Tpe6oBaHNHs H MOJIOMEHHS CHCTEMbl KayecTsa,
TIPHHATHIE CEPBUCHOHN .OpraHu3auuel, AO/KHbB ObITb CHCTEMAaTHYECKH
H yNOPSIOYEeHHO NOKYMEHTHDOBAHBl B BHJAe MJAHOB, METOLHUK, CTaH-
JAapToB NPEANDPUSTHH, HHCTPYKUHKIA H NPOTOKOJIOB

CepBucHasi opraHu3auMsi AOJKHa YCTaHOBHTb U (TOALEPXKHUBATh B
pa6oueM <COCTOSTHHWH TPOLEAYPHl BedeHHs BceX HeoOXOAHUMbIX HOKY-
MEHTOB H ¢opM, 6aHKa JaHHBIX, OTHOCSILIMXCST K TPeGOBaHHUSM HACTOA-
mero cranjgapra. Takue TpebGoBaHHS JOJIKHB 06€CHeYHBATh:

a) NpenocTaBiieHHe NOKYMEHTOB Ha BCE NPOU3BOACTBEHHLIE yuacT-
KH, NAe BLUIOJIHSAIOTCST PaGoThl, obecneynBaiollye ¢ dekTuBHoe GyHK-
{IHOHUPOBAHHE CHCTEMBI KauecTBa;

6) oBoeBpeMeHHOe H3bsiTHE ycTapeBIIeH JIOKyMeHTauwuH,

B) BKJIOUYEHHe H3MeHeHHH B JOKyMEHTaluMIo (ee akTyaJH3auHs)

Caenyer pa3paboTaTh OCHOBHOH mnepeyeHb IPOLEAYDP, ONperensiio-
LIHX TOPSOK NMOCTOSIHAOIO MepecvioTpa AOKYMEHTOB.

3.5 MatepHaabHO-TEXHHYeCcKoe o6GecneueHHe Ka-
yecTBa yCJYyr

3.5.1 CepBucHast opraHHM3alust JOJKHA OOECNEeYHTh COOTBETCTBHE
YCTAHOBJNEHHBIM TpPeGOBaHHAM NpHOQpPeTaeMO# €l MpO,lyKuuH (Mare-
pHAJIOB, KOMIIJIEKTYIOLUIHX H3AeaHH, ©0B0pyLOBaHMs, HICTPyMCHTA)
UM yCJAYT, HEOOXOAMMBIX JAJS OCYLIeCTBJAEHHS NPOU3BOACTBCHLON
JlesITeIBHOCTH.

3.5.2 CepsucHast opraHH3auusi JAO0JKHAa BBIGHPaThb NOCTABUIHKOB
HeoOXOAUMOH NMpPOAYKUHH Ha OCHOBE HX CNOCOOHOCTH YAOBJAETBCPSTL
VCTAHOBJIEHHBIM B CHCTeMe TPeGOBAaHHSAM, BKJIOuUast TpcOOBaHMA K
kayecTBy. CepBUCHAS OPraHH3alHsi NOJKHA ONPELeNsiTb H BECTH Peri-
CTPAIHIO yJOBJACTEOPSIOUINX €e II0CTABUIHKOB

3.5.3 CucreMa KauecTBa AOKHA HPelycMaTpHBATH MalepHasblo-
TeXHHYecKoc ofecneyciine CepBHCHOH OPraHusaiiii (MCMOJHITCAT" yC
JIyrH) BCeMH HEOOXOAHMBIMH PecypcaMH (MaTepHaaaMH, ‘KOMIJICKTy0-
IAMH H3RENHAMH, OGOpyLOBaHMEM, HHCTPYMEHTaMH H [P )

3.5.4 CeppricHasi OpraHH3auMs JOMKHa YCTAHABJAHBATH M I0JACD
KuBaTb B paboueM COCTOSHHHM NpPOLUEAYPbl INPOBEPKH H XpaHEHUR
MaTepHaJoB M M3JeJHH, NpeloCcTaB/]seMblx ¢l noTpebuTesneM (3aKas
UHKOM).

3.5.5 Horopopbl Ha NOCTaBKY MPOAYKIHH HJH OKasaHHe yCJAyT
AOVOKHB COAEPKATb TOUHOE ONHCAaHUE 3aKA3aHUOW npOAyKUHH Wil
MOJIy4aeMbIX ycJyr, BKJIOUas:

1) HanMeHOoBaHMe NPOAYKIIMH HJAH YCJAYrH, THN, BHA, MOIEJb,
KJacc, COPT WM APYTyI0 TOYHYIO HHGOpMaLHIO;

2) HOpMaTHBHbIE H TEXHHYECKHE NOKYMEHTH (TeXHHUYeCKHe ycJo-
BUSI, TEXHHYECKOE ONHCaHHe, uepPTEXH, TPeGOBAHMUS K TEXHOJOrHuycc-

&
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KOMy mpOLeccy, HHCTPYKUHH O KOHTPOJIO M ApPYrHe COOTBETCTBYIONIHE
HCXOAHbIE JaHHBIE, BK/IIOUast TpeGOBAHUA K anpobaukH).

3.5.6 CepBucHass oOpraHu3amHs JOJIKHA OCYIECTBJAATH BXOMHOMH
KOHTPOJIb MOCTYMAIOUMX KOMIUIEKTYIOUIHX H3JeJNHH, MaTepHaJ0B H
noaypabpUuKaToB, a TakKe KOHTPOJb KayecTBa YCJYyr CTOPOHHHX Op-
ranu3auui

3.5.7 CepBucHas opraHusanus {l0JMKHA YCTaHaBJHBaTh M obecne-
YMRATh NPONEAYPH HNPOBEPKH U XPaHEHHS MaTepHaJOB H H3AeJHH
noTpeurenst ycayr. Bce cayuau morepu MaTepuasoB M H3AEJHH, Ha-
HECCHHY ymepﬁa WJIH HENPUrOAHOCTH HX K HOMNOJb30BAHHIO JNOJI2KHBE
OBITb  3apErHCTPHPOBAHBI, a noTpeGHTeap npouHdopMHpOBaH 06
3TOM.

36 inentudukauhusg BHNOJHEHHHX yCAYT H HX
pe3yabTaToB

CepBHCHAs OpraHu3alus, B cJyyae HeOGXOZHMMOCTH, MOJIKHA yCTa-
HaBJIMBATbL U NOALEPKHBATL B paboyeM COCTOSIHHH METOABI HAEHTH-
(ukaupu (HaupyMep MapKHDOBKOH H 3THKETHDOBAHHEM) H3AeJHI,
MaTepHaJ/IOB, KOMIUIEKTYIOUHX H3/JeJHH, pe3yabTaToOB BhIIOJHEHHOH yc-
JIyTH, a TaKkKe TEeXHHUECKOM H TeXHOJIOMMYECKOH MOKyMeHTauHuu (KBH-
TaHIHH, HapsiAbl, NACMOPTa 3aKA30B M T, A.) Ha HHX, o6ecrneyHBaIOIIHX
TTPOCNeXKUBAEMOCTh HCIOJB30BAHUSL HJIH MECTOHAaXOXAEHHS JAaHHOTO
00beKTa ¢ 1e/bI0 BHISIBJICHHS, HANDHMED, BO3MOXHBIX NMPHYHH Opaka
Hpentnouxkauuss Heo6XxonuMa HaA BCeX 3Tanax MPeLOCTaBJEHHS
VCJTyTH.

3.7 YnpaBaeHnue npoueccaMu

3.7.1 CepBucHas OpPraHH3alMs AOJIKHA ONPENENUTDb, CIJIAHHPOBATD
U o0ecneynTh BLUICJIHEHHe NMPOH3BOACTBEHHBIX NDOLECCOB MPELOCTaB
JIeHHs] yCJAYTH B YIpaBJsieMBIX yCJIOBUSAX. YIpaBisieMble YCJIOBHH
JOKHBI BKJAOUATDL Caefyiolee”

1) nokymeHTHpPOBaHHble pabouyde HHCTPYKIHH, OIpeAeAsOuHe
cnocoGbl IPOH3BOACTBA (TEXHOJIOTHH) OOCHYXHBaHHS, HOIOJIb30BaHHE
HOJAXOISIICrO NMPOH3BOACTBEHHOro OGOPYAOBAHHS H NPOH3BOACTBEHHOM
CpEeAbl, ICOOTBCTCTBHE CTAHAAaPTaM M IporpaMMaM KauecTsa,

2) pery/lupoBaHHe M ympaBJeHHe IPOUECCAMH NPELOCTABJIEHHS
yCJIyTH;

3) yTBepxkIeHHe npoliecca OKa3aHHs yCJAyrd M BHEOp 06OpyHOBa-
HUS, eCqU B 3TOM €CTb HeOoOXOLHMOCTD;

4) KpHTepHH paloTH, KOTOPhIE JOJIKHH OLITh ONPeAeJeHH B BHAE
CTAHAAPTOB MJIM HA OCHOBE NPEICTaBHTENBHBIX BHICOPOK.

3.7.2 TIpoBepky KauecTBa YyCJYTH H Ipouecca ee NpeloCTaBjieHHs
Cllefyer IPOBOINMTb HA COOTBETCTBHEe O0O6S3aTeIbHHIM TPeOOBaHHUAM
HOPMaTUBHRIX JOKYMEHTOB, NapaMeTpaM TeXHHYECKOINO ONHCaHHA H
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TeXHOJIOTHH HCTOJNHeHHs1 ycayru. B xonme KOHTpoJas kauecTBa CJIefyeT
MOATOTaB/IHBAThL M MCHNOJB30BATH JaHHbIE IO 3TamaMm OOGCIYKUBAHHUSA,
NPOBePKaM KauecTBa, XXajobaM H pexJamanusm noTpeCHTeNs, pPe3y-
JBTATaM COUHOJIOTHYEOKOTo Onpoca.

3.7.3 Heo6x014uMO ONpeNesUTs KOHTPOJbHBIE TOUKH OCHOBHBIX 9Ta-
OB NPOUECCa TMPeAOCTABAEHHS] YCAYPH, KOTODhHIE MOAJexKaT TPOBEPKe
W KOHTPOJIIO, ¥ METOJBI KOHTPOJs: (NPOBEPKH) B 3aBHCHMOCTH OT BHAA
YCHYTH, OPTaHH3AUHOHHON CTPYKTYPH NPENNPHSITUS, BAXKHOCTH XapaK-
TEPHCTHKH H CJOMHOCTH KOHTpDOJIt (NpoOBepKM) Ha AaHHOM 3Tame.

3.7.4 Tlpu yCTaHOBJEHWH OTKJIOHEHHH B npouecce NPeLOCTABJICHHS
YCAYTH JOJXKHBI ObITh NPHHSTH MEpPHl, HAalPABJEHHbIE Ha e€ro KOppeK-
‘THPOBKY.

[TporpamMMa kauecTBa WJM JOKYMEHTHDOBaHHbBIE MPOUEAYPH OKOH-
4aTeJLHONO KOHTPOJIS H HCMBITAHUH AOJIKHBI IPeAyCcMAaTDPHBATh, ITOOHI
BCe BUAB KOHTDOJS (MPOBEPKH), BKJIIOUASt CNEUHAJBHBIE, MOJHOCTLIO
TMPOBOAMJHCH JINGO TMIPH TpHEMKe, JuGO B npoliecce IPOH3BOACTBA, a
pesyabTaThl YJIOBJIETBOPSIH MPEAbSIBJISEMBIM TPeGOBAHHAM.

CeppucHasi OpPraBM3amMs JO/IKHA NPOBONHTb OKOHUYATEJbHBIH
KOHTpOJIb (IIPOBEPKY) B COOTBETCTBHH ¢ IPOTPAMMOil KayecTBa HJH
JOKYMEHTHPOBAHHBIMH MNPOUEAYPAMH C UEJIBI0O AOKA3ATENBCTBA COOT-
BETCTBUSl YCAYTH YCTAHOBJEHHEIM TPeGOBRHUSIM.

3.7.5 Ias cneunyalbHBIX NPOUECCOB NIPH OKA3AHWH YCJAYT, PesyJib-
TaThl KOTOPHIX Helb3si B TNOJHONH CTeNEeHH NMPOBEPHTh MNOCAERYIOUINM
KOHTpoJieM (HanpuMep MOpPaJibHO-NCHXOJOTHUECKOe, (H3HUecKoe Co-
CTOsIHHE TOTpebuTelsi B pe3ylbTaTe B3aHMOJEHCTBHS HCNOJHHTENS H
noTpeCUTeNIsI; OTKJIOHEHHe X3PaKTepHCTHK yCayrd OT TpeGoBaHui
oTpebuTesT), PE3yJbTaThl MOTYT GHITH OLEHEeHH KOCBEHHBIMH METO-
namu, TIpu stom nesgecopOpasio npeaycMaTpnBath HanGojce NMOJHBIA
ofbeM NPOPUIAKTHIECKHX MEDONPHATHH H OCYIECTBISATH KOHTPOJb
32 UX [IPOBEICHHEM.

38 KoHTPOJbL M OHEeHKAa KayecTBa yCJAYIH

3.8.1 CepsucHast oprauusanus o6azana:

1) mpoBepsATs K HACHTHQUUHPORATH YCJAYTY B COOTBETCTRHH € HO-
KyMEHTHPOBaHHLIMH TIPOLERYPaMH;

2) ycravaBiuBaTb COOTBETCTBHE YCJIYTH ONpeAcJeHHHIM Tpe6oBa-
HUSIM C TOMOUIBIO METOJNOB PEryJIMPOBAHHS TEXHOJOIHYECKHX Npolec-
COB ¥ IFPOLECCOB YNpPaBJIeHHS;

3) ofecneuuTp CaMOKOHTDPOJIb IE€pPCOHANA, MPELOCTaBJSIONIErO
yCAYTY, KaK COCTaBHYIO YacCTb NpOi[ecca KOHTPOJS;

4) obecrneynTb MPHODHTET MOTpPeSHTENIS B OLUEHKe KAayccTBa yCJAYT;

5) BBECTH MPAKTHKY PEryJaspHOH ONEHKH CTeNeHH yAOBJIETBOPCH-
HOCTH TIOTpPeGHTe/sT YCIyT NYTEM IPOBEACHHS COLUHOJOTHYCCKHX OIIPO-
COB.
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CpaBHeHMe DLEHOK NOTPEOHTENS M HOMOJHHTENS YCJAYTH Claeldyer
IPOBOAHTb TOCTOSTHHO, YTOOGH OLEHHTh COBMECTHMOCTb HBYX Mep Ka-
YecTBa H NPOBECTH KOPPEKTHDYyIOIIHe JEeHCTBHS, ONPQAeJHTh, Ha-
CKOJIbKO JAeSITeJbHOCTh HCNOJNHHTENS YCAyT oTBeuaeT TpebOBaHHAM
norpetures.

PesyabTaTel KOHTPOJS (OLEHKH) AOJKHBI PErHCTPHUDPDBATHCA.

39 Anastu3 COOTBETCTBHs KadecTBa YCJAYr TPe-
60BaHUsIM NOTpPelGUTeE S

HcrmonnuTtens ycayrd AOJKEH paspaboTaTh H NMOAJLEPXKUBATH B
pabouem COCTQSTHHH MpPOIEAypHl, obecneyHBalouibe nojgydyenHe HHGPOp-
MauuH OT MOTpPeGuTenst YCAYIH.

Anamis undopmaimuy, noayyaeMoii OT norpebuTessi, HeOGXOAHM
IJs1 TOro, uToOH 006€CImeUnTh:

1) mpaBHJBHOE yCTaHOBJEHHe Tpe6OBAHUH K yCAyre ¥ YCJIOBHSAM
oGCayKMBAHHSI H HX OTPaKeHHe B JOKYMEHTalHH;

2) paspelleHue BONPOCOB, CBA3AHHBIX C pacXxoxKIeHueMm TpeloBa-
HHMH, 3aJ0XKEHHBIX B CHCTEMY, OT TPeOOBaHHHA NOTPECHTENS,;

3) yBepeHHOCTb HCMOJHHTEJS YCIAYIH B CBOEH CMOCOGHOCTH BBITIO-
HUTb TPEOOBAHUsI MOTpeSHTENS.

[Tpumeiuanne—HMcTouHHKaMH [OJyYeHHsT COOTBETCTBYIOUEH  MH(OPMaUMil
OT NOTPe(HTeNs ABJSIOTCH: COLHOJOTrHYeckHe obcaeloBaHus, MHpopmauns obliecs
norpeGurenieli, cpeAcTB MaccoBoif HHGPOPMaHHHM, MYHHIHMOAJbHBIX OPraHoB YIpaBJe-
HHUA.

3.J0 KOHTpPOJb CHCTEMBH H3MEPEHHH

CepBucHas opraHu3alHsi A0JKHA 00CONEYHTH 'HA BCEX 2Tanax npe-
AOCTABJECHHS. YCAYTH KOHTPOJb H PEryJHPOBKY NDHMEHseMbIX B TeX-
HOJOTHUCCKOM TNpOLecce KOHTPOJIbHO-H3MOPHTEeJNbHBIX npHOOPOB He-
3aBUCHMO OT TOro, {ABJAI0TCs JH OHH €ro CcOGCTBOHHOCTBIO MJH B3SITH
Ha nmpokat. [TorpemlHoCTH H3MepeHnHsi AOJIKHbBI GbITh H3BECTHBI U COB-
MECTUMbI ¢ TPCOOBAHUAMH (DYHKIHOHAJIBHOH MNPHUIOAHOCTH NPOBOMN-
MbIX H3MEPCIL1IH.

3.11 IleficTBUS 1O BHIIBJAEGHHIO YyCAYIrH HEHAaLMeEXKa-
mweroxgauecrnBa

3.11.1 Ceprucnass opraHusauusi AOJXKHA ONPeAGJIHTb NpPOUEdy-
pPH 1O BLIINJCHUIO OTKJIOHEHHH npexocTaBJasieMoll ycayri ot Tpefo-
BaHHUH, ycTalnorJgeHNUBIX B JOKYMeHTax CHCTeMbl, 00S3aTCJbHBIX Tpe-
60BaHKH#i HOPMalHBHBIX AOKYMEH10B H YCJIOBHH AOroBopa € TOTPe6H-
TencMm (KBUTAHIHH, TyT€BKH, aG0OHEMEHTHI).

3.11.2 Hoawen 6brTh Ompeleser OpraH (JHLWO), HeCyWHH OTBeT-
CTBEHHOCTh 33 NPOBelEeHHe aHa m3a ¥ HeoOXOAUMBIX NeHCTBUH C yc-
Jyroffi HellajJjiekallero KayecTBa, W MPOLEAYPH NO YCTPAaHEHHIO Bhi-
SIBJIEHHBIX HCAOCTATKOB (MOBTOPHOE BHIIOJIHEHME, NEpele/]Ka, yUeHKA
HT. A.).
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3.11.3 UcnpapiieHHble pe3yabTATH  YCJIYr, MOBTOPHO OKa3aHHHE
ycllyru JOJKHH ObITh NPOBEPEHH B COOTBETCTBHH C JOKYMEHTHDO«
BaHHBIMH M DErJaMeHTHPOBAHHLIMH NPOLELYPAMH H 3aperMcTPHpO-
BaHHI.

3.12 KoppeKTHPYIOLIHE BO3AEHCTBHS

3.12.1 KoppexTnpyiouiye BO3AeHCTBHs CiaefyeT INPOBOAHTh IpH
ofHapyxKeHWr HeHaMJiexKAIero KauecTsa MIPEeROCTaBIAEMOR yCJIyrH,
IPHMEHEHUH HOCOOTBETCTBYIOLENO OGOPYMOBaHHS H MOKyMEHTaluH,
HapYLEHHH TeXHOJOFHYeCKONo Mpouecca, yCJAOBHA U CPOKOB Npeso-
CTaBJIeHUA YCAYyTH M T. I.

3.12.2 Tlopsnok mpoBeieHHst KODPEKTHPYIOLIErO BO3AEHCTBUA:

— perucrpauys OTKIOHEHHS;

— aHaJH3 NpPHYMH, HECOOTBETCTBHH, BMJIOTh JO MNEPBOMNPHYHHH,

LJISL ONpeeNeHNs] HeOGXOAHMOrNO KOPPEKTHPYIOIIEeno Bo3JeACTBHUSA;

— mpoBefieHHe IPOGHIAKTHYECKHX AeHCTBHA 45 pellegHs npob-
JIEMHI;

— KODDPEKTHDYIOlllee BO3AEHCTBHUE;

— KOHTPO7I> 32 MePaMH KODPEKTHDPYIOLIEro BO3AeHCTBHS;

— oOLeHKa 3 (eKTHBHOCTH NOCHEACTBHIL.

3.13 [Torpysouno-pasrpysounue paboTh, XpaHe-
HUe, TpaHCHOPTHpDOBaHHe, ymaKOBKa M JOCTaBKa

3.13.1 CepsucHast opraHH3auus JOJKHA yCTaHABAWBATb, KOKYMeH-
TaNbHO O(QOPMJATH H MOLLEPXKHBATh B PaloueM COCTOSIHHH MeTORBI
H CPEACTBA JJisi NOTPY30YHO-PA3MPY30YHBIX PaGoT, mpelymnpexaalonye
BO3BMOXCHOCTb HaHECeHHs MaTepHaJbHOPO yliep6fa MMYILIECTBY NOTpe-
Gureus.

3.13 2 CepprHcHast opraHusalus AOJAXKHA IPEAOCTABIATh HALEKHbIE
NOMEIIEHHST A1 XPaHeHHS] CHPbT, MaTepHAJIOB, KOMIIEKTYIOIHX, OT-
PeMOHTHPOBAHHEIX, BEIYHLIEHHBIX W JAp. H3AeMufl, HCKAOYaloUue Ha-
HeceHHe yilep6a MM NMOTepI0 OO0 HX HCMOJb3OBAHHS, BBHINAYH MOTpe-
Gureao.

3.13.3 CepsucHast opraHHsalus NOJXKHa 06ecneuHBaTh COXpaHse-
MOCTb Ka4e€CTB2 BLIMOJHEHHOH yCOyrH (pe3yJbTaTOB YCJYTH), BKJIO-
4as peaJH8ALHIO (JOCTaBKY) MOTPeOHTENIO.

3.14 PerucTpanus LaHHBX O KaduecTse

CepBHCHas OPraHH3auMs NOJKHA YCTAHABIMBATL H NOJIAEPKNBATD
B paboueM COCTOSIHHH NpoUeAypsl cOopa, 3amosHeHusi, XpaHeHus, Be-
JeHHs H U3BSITUS 3apPerMCTPHPOBAHHBIX JaHHBIX O KayecTBe (pckJa-
MalHH, XaJ006, pesyJbTaTOB TEXHHUYECKONO KOHTPOJS) YCJIYTH, AaHHbIX
0 MPOBEPKE 3HAHHH IIPOH3BOACTBEHHOrO mepcoiana i up.

Perucrpauuio zannpix o kauecTBe CJAELyCT (APOBOLUTL JJsT  TOA-
TBEPHACHU JOC™ 1+ HILL 1pED,eMOI) RAUWLDBu  YCI3T 11 9didex-
THDHOCTH JACHCTDAL Ues oIl £ 0 I Ldd,
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Bce 3aperncTpHpoBaHHBlE NAHHBIE O KayeCTBEe NOJKHBI ObITb Jier-
XO YHTaeMbl W OTHOCHTBCSI TOJIbKO K ONpefeseHHOH ycayre. CpokH
XpaHeHHs] 3aPerHCTPHPOBAHHBIX JAaHHBIX JOJKHB OBITh IPEICTaBJIEHbB
B N'HCBMEHHOM BHJe

3.15 BuyTpenHsss npoBepKa KauecTBa

CepBucHasi OPraHM3alHUs JOJIKHA OCYIIeCTBJATb BHyTPEHHHE ITPO-
BeDKHM KauyecTBa ¢ UEJNbI0 NPOBEPKH COOTBETCTBHS  AEeSTEJbHOCTU
B 06JacTH KauecTBa 3aIVIAHHPOBAHHBIM MEDONPUSTHSAM M oOnpese-
JeHust »QGOKTHBHOCTH (YHKUHOHHPOBAHUST CHCTEMBI KauecTBa,

[IpoBepky clefyeT MJIAHWPOBATH HA OCHOBE COCTOSHHS U BaX-
HOCTH Pa3jiMuHBIX BHJOB AESATENbHOCTH.

ITpoBepku U nocielyloniye MePOMPUATHA' CJaeLyeT NPOBOLHTbL B
COOTBETCTBHH C JOKyMEHTaJbHO OdODMJIEHHBIMH ImponelypaMHu. Pe-
3yAbTaThl NPOBEPOK CJeAyeT OhOPMJATh ROKYMEHTANABHO H JOBOIMTL
A0 CBeJIEHHs TePCOHANa, OTBETCTBEHHONO 3a [POBEPEHHHIH YyaCTOK
paboThl. PyKOBOACTBO, OTBETCTBEHHOE 32 3TOT YYacTOK, JOJIKHO
OCYLIEeCTBJAATb CBOEBPEMEHHBIE KODPEKTHDYIOIHE MEepONPHSATHA H
YCTPaHATb HEJOCTATKH, BhIsIBJEHHbe B npouecce npoeepku (cm 3.12).

3.16 ToxroToBKa KaApoB

CepBHCHass OpPraHM3anus HOJKHA paspabaThiBaTb H  MOLIEPKM-
BaThb B paGoueM COCTOSIHHH NPOUeAypH ONpefe/eHHss NOTpeGHOCTeR
H TpoBeAeHUs OOyUeHHsSI BCETO mMEePCOHaJa, OTBETCTBEHHOPO 3a pabo-
TH, BJIUSIONIHE HA KauecTso.

ITepconas, oTBeTCTBEHHBIA 32 3Ty PaboTy, AOJKEH HMETh COOTBET-
CTBYIOILYIO KBaJH(pHKAUHIO (MOATBEPKASHHYIO aTTECTaTOM, TECTHPO-
BAHHEM), 3HAHHSI U OMBIT, OTBEUAIOIIHE YCTAHOBJEHHBIM TPeGOBaHHSAM.
Ianusre 06 0GyueHHu CIefyeT PerucTpHpoBath (cM. 3.14).

3.17 CtaTHCTHYEeCKHE METOILN

B cayuae HeO6XOAUMOCTH CEPBHCHAs OpraHH3aliusl JOJKHA paspa-
€aTeiBaTh IpPOLEAYPH, obecneuuBaiourye BhIGODP CTATHYECKUX METO-
JIOB, HEOOXOAHMBIX mpH c6ope JaHHBIX M HX JIPHMEHEHHH B mpolecce
KOHTPOJISL (NpOBepKH) KayecTBa, IPH OTPaGOTKE TeXHOJOTHUECKOro
npouecca, aHajause AePEeKTOB, NPOPHO3HPOBAHHMH cmpoca H TpeboBa-
HUH moTpebHTesnss, 06paGoTKe Pe3yJbTaTOB COIHOJOTHUECKoro obcie-
JOBaHHS IO YAOBJETBODEHHOCTH mOTpebuTeJell KaueCTBOM yCAYT H
YCJIOBHH OOCHyXKHBAHHSA,
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