HauuoHanbHbIM cTaHgapT P® NOCT P 52497-2005
"CoumanbHoe obcnyxunBaHue HacerneHusa. Cuctema KadyecTBa yupexaeHumn
coumanbHoro oocnyxuBaHmsa"

(yTB. npukasom ®degepanbHOro areHTCTBa N0 TeXHUYECKOMY peryfimpoBaHuio 1
meTponoruu ot 30 aekadbps 2005 r. N 534-cT)

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

[ata BBegeHuna 1 ausaps 2007 r.
BeeneH Bnepsble

1 O6nacTtb npMMeHeHuUsA

HacTtosawmn ctaHaapT pacnpocTpaHAeTCs Ha coumanbHoe 00CnyXMBaHNe HaceneHus u
yCTaHaBnuBaeT TpeboBaHNA K CUCTEME KayecTBa Y4YpexaeHUn coumanbHOro obcnyXmBaHus
(panee - ydpexneHusi), NpeaoCcTaBnAwLWNX coumnarnbHble YCryrn (ganee - ycnyrm) pasnuyHbim
KaTeropmsm HaceneHuns, okasaBLUMMCS B TPYAHOMW XXU3HEHHOWN CUTyauun.

CtanpapTt paspaboTtaH C Lenbio ero ncnonb3oBaHus B kayecTse 6a30BoON HOpMaTUBHOM
OCHOBbI Npu paspaboTke cUCTEM KayecTBa KOHKPETHbIX YYPEXOEHUN MPUMEHUTENbHO K
crneuundurke nx eaTenbHOCTU.

2 HopmaTuBHbIe CCbISIKN

B HacTosiem craHgapTe WCNonb30BaHbl HOPMATMBHBIE CCbIFIKM Ha chegyloume
cTaHgapTbl:

FOCT P 50646-94 Ycnyrun HaceneHuto. TepMuHbl U onpeaeneHns

FOCT P 50691-94 Mogenb obecneyeHns kayecTtsa ycnyr
FAPAHT:

Mpukaszom PocctangapTta ot 6 ceHTsabps 2013 . N 875-ct TOCT P 50691-94 otmeHeH ¢ 1
aHBapsa 2015 r. B cBA3n ¢ BBegeHuem B gencteme NOCT P 50691-2013

FOCT P 52142-2003 CoumanbHoe obcnyxmBaHne HaceneHusi. KauectBo coumarnbHbIX
ycnyr. O6ume nonoxeHus

FOCT P 52143-2003 CounanbHoe obcnyxunBaHme HaceneHusi. OCHOBHble BUAbI
coumanbHbIX ycnyr

FOCT P NCO 9000:2001 Cuctembl meHegxkmeHTa kKadyecTBa. OCHOBHbIE MOMOXEHUSA U
cnoeapb

FOCT P MNCO 9004:2001 Cuctembl MeHemxmeHTa KadecTtBa. PekomeHpauum no
YNyYLIEHNIO OEATENBHOCTM

MpumeyaHune - [lpy nonb3oBaHMM HACTOAWMM CTaHOAPTOM  LenecoobpasHo
NpoBEPUTb [LEWCTBUE CCbIIOYHbIX CTaHOAPTOB B WMHAOPMALUMOHHOM cucTteme obuiero
Nonb30BaHUs - Ha odMuManbHOM canTe HauMoHanbHoro opraHa Poccuiickon degepauum no
cTaHgapTusaumm B ceTu WHTEpHET unm no €eXerogHo wusgaBaemMomy MHGOpPMaLMOHHOMY
ykasaTtento "HaunoHanbHble cTaHgapTbl”, KOTOPbIN ONyGnuMkoBaH No COCTOSAHUIO Ha 1 AHBaps
TEeKyllero roga, MU NO COOTBETCTBYIOLINM EXEMECAYHO M34aBaeMbiM MHEGOPMALMOHHBLIM
ykasaTtensm, onybrnMkoBaHHbIM B TeKywem rogy. Ecnu cCbifoYHbIA LOKYMEHT 3aMeHeH
(M3mMeHeH), TO Npuv MNONb30BaHMM HACTOALWMM CTaHOApPTOM CneayeT PyKOBOLACTBOBATbLCS
3aMeHseMbiM (M3MEHEHHbIM) [OKYMEHTOM. ECnu CCbiNoYHbIN  AOKYMEHT OTMEHeH 6e3
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3aMeHbl, TO MOSOXeHne, B KOTOPOM [aHa CCbiflka Ha Hero, NpUMEHsieTcs B 4acTu, He
3aTparnsaroLLemn 3Ty CChISIKY.

3 TepMuHbI U onpeaeneHus

B HacToswem ctaHgapte npumeHeHbl TepMuHbl no FOCT P 50646 n NTOCT P UCO
9000.

4 TpeboBaHUA K CUCTEME KayeCcTBa yupexaeHus

4.1 TpeboBaHWss K CUCTEME Ka4yecCcTBa YYPEXOEHUs1 YCTaHOBMEHbl HAaCTOSALWMUM
CTaHOapToM B COOTBETCTBMM C nonoxeHnsmu denepanbHbiX 3akoHOB  Poccumnckon
®epepauun n nocraHosreHnem [paButensctBa Poccuinckon Pepepaunmn, ykasaHHbIMU B
npeaucnoBun ctaHgapta, a Takke nonoxeHuamm MOCT P 50691, TOCT P 52142, TOCT P
52143 n TOCT P NCO 9004.

4.2 T[log cuctemMonm KadecTBa YYPEXOEHUA  MOHMMAKOT  COBOKYMHOCTb  €ero
OpraHu3auMoOHHOW CTPYKTYpbl (C pacnpeneneHvemM OTBETCTBEHHOCTU COTPYAHWKOB 3a
KayecTBO  ycnyr), npaswun, MeTogoB obecnedyeHWss KadectBa  ycrnyr, MpoLeccoB
NPeaoCTaBeHNs YCNyr, PecypCcoB YydpexaeHusa (MAckux, MartepuarnbHO-TEXHUYECKMX,
WHPOPMAUMOHHBIX U Apyrnx), obecneymBalollyo OCyLLeCTBNEHNEe aAMUHUCTPATUBHOIO
PyKOBOACTBA Ka4eCTBOM YCIyT.

4.3 CucteMy KayecTBa yuypexaeHus co3gatoT A8 JOCTUXKEHUS U NogaepKaHUS YPOBHS
Ka4yecTBa ycnyr, COOTBETCTBYIOLLEIO NpeabsaABnsieMbiM K HeMy TpeboBaHUAM.

4.4 Cuctema Ka4yecTBa yUYpexaeHnsa OOrmKHa ABNSATbCA HEOTbEMIIEMOM YacTbio obLLen
CMUCTEMbI YNpaBeHNsa OeATENbHOCTBLIO YYPEXOEHNS N0 NPEAOCTABNEHMIO COoLManbHbIX YCIYT.

4.5 Cuncrema kayecTBa yypexaeHus npegHasHayeHa ANg co3fgaHus HeobXxoauMbIX
YCNOBWUI rapaHTUPOBAHHOIO Y4OBNETBOPEHNSA 3aKOHHbIX 3anNpOCOB N NOTPEBHOCTEN KITMEHTOB,
NOBbILWEHNS 3(PPEKTUBHOCTN M KayecTBa YCMyr Ha BCeX CTagusax WX npeaocTaBneHust C
Lenblo NpegynpexaeHnss BO3MOXHbIX OTKMOHEHWI OT 3aJaHHbIX TpeboBaHMI K 3TUM ycnyram,
obecrneveHnsa penyTauumn yupexneHnsa Kak HagexxHoro 1 nopsgoYHOro UCMOSTHUTENS YCIyT.

4.6 OCHOBHbIMM 3aJa4yamMu, Ha peLleHne KOTOpbIX AOMKHa ObiTb HanpaBneHa cuctema
KayecTBa ydpexaeHuns, aBnsatTCS:

- ocyuwlecTtBneHne 3(pdPEeKTUBHOrO KOHTPOSMS 3a TEXHUYECKMMMW, OpraHn3aunoHHbIMA U
ApYrMMmn dhakTopamu, BIIMSIOLMMM Ha Ka4yeCTBO NpeaoCcTaBnsieMblX yCnyr;

- NpeaoTBpaLlEHNE UK ycTpaHeHne ntobbix HECOOTBETCTBUIA YCNYT NpeabsaBrseMbIM K
HUM TpeboBaHusAM;

- obecneyeHne cTabunbHOro ypoBHS KadecTBa yCryr;

- peLLeHne apyrux 3agad, otTpaxarLmx cneundnky eaTenbHOCTU YYpexaeHun.

4.7 Paspabotka M QYHKUMOHMPOBAHUE CUCTEMbI KavecCcTBa YYpexXOeHUs OOSMKHbI
6asnpoBaTbCH Ha cnegyroLwmx OCHOBHbIX NPUHUMNAX:

- NPUOPUTETHOCTU TpeboBaHM (3anNpPOCOoB) KNMeHTa No obecneveHnto kadecTBa YCnyr,
TO ecTb obGecneyeHnst yBepeHHOCTU B TOM, 4YTO 3T TpeboBaHus (3anpockl) 6yayT NOMHOCTbIO
peann3oBaHbl Npy NpegoCcTaBNeHNN YCAYT;

- npegynpexaeHna npobnem kavectBa ycnyr, To eCTb obecrnevyeHus yBEepeHHOCTU B
TOM, YTO 9TK Npobnembl ByayT NpeaynpexanaTbCH, a He BbISBMASATLCA U paspeLuaTbCa nocne nx
BO3HUKHOBEHUS;

- cobniogeHns  NOMOXEHWA  HOPMAaTUBHbLIX  AOKYMEHTOB,  pPerfnaMeHTUpPYHoLmMX
TpeboBaHWs K NOPSIAKY W Npasunam NpefocTaBieHns yenyr;


garantf1://12034009.0
garantf1://12037711.0
garantf1://12037711.0
garantf1://12037712.400
garantf1://12009262.0
garantf1://12034011.300
garantf1://12034011.300
garantf1://12028266.0

- 0becne4yeHHOCTN Yy4ypexaeHUss COOTBETCTBYHOLMMM FOACKAMK, MaTepuanbHO-
TEXHUYECKMMU 1 OpYyrMu pecypcamm (6a3oBor 1 onepaTtMBHON MHGOPMaLUNEn, TEXHUYECKOM
AOKYMeHTaunen, gaHHbIMW O pesynbratax npefoctaBrieHust YCryr U UX KOHTPOns, uTorax
OLIEHKM KayecTBa 1 ap.);

- YeTKoro pacnpegeneHnsa MorHOMOYMA W  OTBETCTBEHHOCTM MepcoHana 3a ero
AeATEeNbHOCTb NO NPEeAOCTaBMNEHMIO YCNYT, BAUSAIOLLYI0 Ha obecrnedyeHne nx KavyecTsa;

- JINYHOW OTBETCTBEHHOCTWU PYKOBOACTBA YYpeXOeHUs 3a Ka4eCTBO NpedocTaBrisieMblX
ycnyr, paspaboTky, BHeApeHMe W KOHTPOrb 3(EKTUBHOCTM CUCTEMbI KadyecTBa, 3a
onpegeneHne NonuTUkM B obnacTtn kavyecTBa, opraHnsaunto 1 obliee pykoBoacTBo pabotamm
no obecnevyeHnto KayecTBa;

- obecneyeHne NNYHON OTBETCTBEHHOCTWN KaXK4Oro MCMOMHUTENSA 3a KavyecTBO YCrnyr B
COYETaHUU C MatepuarbHbIM U MOparibHbIM CTUMYNIMPOBaHMEM KayecTBa;

- DOKyMeHTanbHOro oopmMeH1s npasun n MeToqoB obecnevyeHnsa kavecTsa ycnyr;

- obecrnevyeHnss NOHMMaHNS BCEMU COTPYOHUKaAMU yupexaeHus TpeboBaHUN cucTeMbl
KayecTBa K nonuTuke B obnactu kadecTsa.

5 OcHOBHbIe d)aKTOpbl, BNnnArLWKNEe Ha Ka4eCTBO yCIlyr,  nopAAOK UX UCnosib3oBaHUA
npu d)OpMI/IpOBaHMVI CUcCTemMbl Ka4yecTBa y‘-lpe)KD,EHMVI

5.1 MNMpn hopMMpOBaHMM CUCTEMbI KaYeCcTBa yupexaeHun (Npu onpeaeneHnm nonnTukn
yuypexgeHmsa B obnactu KadectBa, pas3paboTkM AOKYMEHTauMW CUCTEMbl KadecTBa,
opraHusaumm paboT no KadecTBy) HeobxoouMMO yuuTbIBaTb psig pakTopoB (KputepueB)
pasnMYHOro  XapakTtepa, KOTopble B 3HAYMTENbHOM Mepe BAMAKT Ha  KayecTBO
npeaocTaBnsiemMblX YCyr.

MpaBunbHbIM  y4eT STUX (aKTOpOB, WX MCNOMb3oBaHMEe npwu  paspaboTke
COOTBETCTBYIOLUMX [JOKYMEHTOB CWUCTEMbl KayecTBa W B MNPaKTUYECKON [OeATerbHOCTU
yupexaeHus 6yayT cnocobcTBoBaTb MNOBLILLEHUIO KA4YeCTBa YChyr.

5.2 OCHOBHbIMMK (hakToOpaMun ABNAOTCSA:

- Hanu4Me N COCTOSIHWE LOKYMEHTaLMu, B COOTBETCTBMM C KOTOPOW (OYHKLUMOHUPYET
yupexaeHue;

- YCNOBMS pa3MeLLEHNS YUPEXAEHMS;

- YKOMMNIIEKTOBAHHOCTb YYpeXxaeHnsa cneunanuctaMmm n ux Kksanudukauus;

- cneunanbHoe M TabenbHOe TeXHWYecKoe OcHalleHune yudpexaeHus (obopyaoBaHue,
npunbopsl, annapaTypa v T.4.);

- COCTOSIHME MHGOpMauMmM 06 yypexaeHun, nopsgke n npaswunax nNpeaocTaBneHus
YCNyr KNueHTam.

5.2.1 B cocTtaB AOKYMEHTaunn SOMKHbI BXOOUTD:

- nonoxeHne o6 yupexaeHuun (YctaB yupexneHus), Bknovatowlee B cebs cBeaeHns o
npeaHasHavyeHun ydpexaeHuns, nopsake ero opMMpoBaHNS, COAEPXKaHUs, peopraHn3auuu,
cBegeHna o6 OCHOBHbIX 3ajavax ero OeATerbHOCTW, KaTeropusix obcnyxmBaembix nuu,
nopsigke N YCNOBUSIX 3a4MCNEHNa Ha ODCnyXmnBaHWE, O CTPYKTYPHbIX NOApa3geneHnsax n nx
OCHOBHbIX 3afiayax, cBefeHus 06 obbeme 1 nopsiake NPpeaocTaBeHns UMK YCRyr N O Opyrux
OpraHM3auMOHHbIX U TEXHUYECKMX BOMpPOCaXx;

- MOSIOXKEHNSA O CTPYKTYPHbIX NoapasfaeneHnsax yupexneHus, cogepxalime ceegeHuns o
KaTeropusx rpaxagaH, o6cny>xmBaemblx TEM UMK MHbIM NogpasaeneHueM, CTOAWMX nepes HUM
3afavax, Cpokax M ycroBusix OOGCMyXMBaHUA rpaxdaH, CBeAEHWS O [AOMOSIHUTENbHbIX
AOKYMEeHTax, HeobxoammbIX ONa 3a4nucrieHnss Ha obcnyxmBaHve B OaHHOE noppasgenexHue,
CBeJEeHNs O KONmMyecTBe COTPYAHMKOB NoApasaerieHnsi, X OCHOBHbIX 0693aHHOCTSX U T.4.;



- pyKOBOACTBa, CNyXebHble WHCTPYyKUUKW, npaBuna, METOAUKM  TEXHOMOrnn,
npegHasHavyeHHble ANs pernaMeHTUpoBaHMs npouecca NpegocTaBneHns yenyr, onpegeneHus
MEeTOAOoB (CnNocoboB) MUX NPeaoCTaBNEeHUs U KOHTPONS, a Takke ANA COBEPLUEHCTBOBAHUSA
paboTbl yYpeXaeHNs;

- [JOoKymMeHTauusi Ha obopygoBaHue, npubopbl M annapatypy, cnocobcTBytoLLas
obecneyeHunto nx HopmanbHOM 1 6e3onacHon akcnnyaTauuu, oBCny>XMBaHUA N NoaaepPXKaHus
B paboTocnocobHOM COCTOSIHUN;

- HauMoHanbHble CTaHOapTbl couuanbHOro obcnyXxuBaHua HaceneHus B Poccuickomn
depepauunn, cocTaBnsoLMe HOPMATMBHYK OCHOBY MpakTU4ecKon paboTbl yypexaeHus B
obnacTtn npegocTaBnsieMbIX KIMEHTAM COLUManbHbIX YCIYT.

B 3aBMcumMoOCTM OT TOro, HACKOMbKO KayYeCTBEHHO COCTaBMEeHbl 3TU [OOKYMEHTbI,
HACKOIbKO KBanMUUMPOBAHHO N YETKO WU3NOXEHbl B HUX 00A3aHHOCTM, MnpaBa, NOPSOoK
BbINOMIHEHNS  Pa3NU4YHbIX Mpoueayp nNpu NpegocTaBneHun ycnyr u  apyrme  (OyHKUMK
nepcoHana, 3aBucuUT aPEKTUBHOCTb PabOThl YYpEXOEeHU U KaYeCTBO NpPeaoCTaBsiEMbIX UM
YCNyT.

YKasaHHble JOKYMEHTbI AOMMKHbI COCTaBNATb OCHOBY AOKYMEHTaLUMN CUCTEMbI KaYecTBa
yupexaeHus. B npouecce ¢opmMuMpoBaHWS CUCTEMbI KayvecTBa OHW MOFyT ObiTb npu
HEeoBXO4MMOCTN OTKOPPEKTUPOBAHbLI C LENbio NPUBEAEHNSA NX COAEP)KAHUS B COOTBETCTBUE C
TpeboBaHNsIMN, NPeabABNSEMbIMU K HUM Kak K YacTu AOKYMEHTaUMmM CUCTEMbI KayecTBa.

5.2.2 Ycnosua pasmelleHus ydpexaeHusi, obecneuymBalowme ero 3pdPeKTUBHYIO
paboTy, OMKHbI ObITb CREeayLWNMN:

- yypexaeHue u ero CTPYKTYpHble nogpasfeneHvs O0MkHbl ObiTb pasMeLleHbl B
crneumanbHO NpeaHasHa4YeHHOM 34aHuK (34aHUsX) UM NOMELLEHUNAX, OOCTYMHbIX ANs BCeX
KaTeropum oOOCNyXMBaeMblX rpaxgaH, B TOM 4Yucne Ans  MHBanMaoB U Opyrux
ManomobunbHbIX rpynn Hacenenus. [lomelleHMsa [OmMKHbl ObiTb obecneveHbl BCEMMU
cpeacTBaMy KOMMYHarbHO-6bITOBOrO 06CNYy>XMBaHUS U OCHALLEHbI TeNegOHHON CBA3bIO;

- N0 pasmepaM U COCTOSIHMIO NOMELLEHMST OOIMKHbI OTBeYaTb TpeboBaHNSAM CaHUTapHO-
TMIMEeHNYECKMX HOPM W npaBwun, 6e3onacHoOCTM Tpyda W AOMKHbI OblTb 3alMLLieHbl OT
BO30EeNCTBUA (hpakTOpOoB, OTpULATENBHO BAMUSIOLWMX Ha KadeCcTBO NpeaocTaBnsAeMblX YCnyr
(NoBbLILWEHHbIE TEeMMepaTypa BO3Ayxa, BNaXXHOCTb BO34yXa, 3arnblfIEHHOCTb, 3ara30BaHHOCTb,
wym, Bubpauma n 1.4.);

- nnowagb, 3aHMMaemasi  yypexaeHuem, OOoSKHa  MOo3BOMSATb  HOopMarnbHoe
pasMeLlleHre nepcoHana, KNMeHToB 1 NpegoCTaBeHNne UM yCnyr.

B cBA3nM c atMm npu paspaboTke CUCTEMbI KavyecTBa YYpexneHUst OOSMKHbl ObiTb
NpeayCcMOTPEHbl Mepbl, HamnpaBneHHble Ha Cco3jaHMe WM nopaepXaHue  YNOMSHYTbIX
yCIioBuWI, a Npn HEOBXOAMMOCTU N BO3MOXXHOCTU - HA UX Yry4LLEHNE.

5.2.3 Bonpocbl yKOMNMEKTOBAHHOCTM  YyYpexaeHus  cneyuanuctamm n - Ux
KBanuukaumm Takke OOMKHbI HaWTU OTpaXeHne B CUCTEME KayecTBa Kak oauvH U3
BaXXHENLINX DAKTOPOB, BNMNAIOLLMX HA Ka4eCTBO YCIyT.

B uncne takmx BonpocoB, Nognexalunx peLeHnto B paMmkax CUCTEMbI KadecTBa, MOryT
ObITb:

- MorHasi YKOMMMEKTOBAHHOCTb Yy4ypexaeHuss HeobxogumbiMu cneumanuctamm B
COOTBETCTBUM CO LUTATHLIM pacnucaHnem;

- nogbop cneunanucTtoB C COOTBETCTBYHOLWMM 0OpasoBaHMeEM, KBanudukaumen,
npodeccmnoHanbHOM NoAroToBKOM, obrnagarowmx 3HAHUAMM U OMbITOM, HEOOXOQMMbIMUK AN
BbINOMHEHNSA  BO3MOXEHHbIX HAa HUX 00s3aHHOCTEN, TMOCTOAHHOE MOBbILLEHNE WX
KBanudukauumn y4ebon Ha Kypcax nepenoaroToBKM 1 NOBbILLEHWST KBanudukaumm nnm nHbiMm
cnocobamu;



- YyeTKoe pacnpegeneHne ob6a3aHHOCTEN CNELManmncToB, U3MOXEHHbIX B JOSMKHOCTHbIX
NHCTPYKUMNAX, METOAMKAX U APYrnX AOKYMEHTax, perfnaMeHTUpyoLwWwmx nx oba3aHHoCTH, npaea
N OTBETCTBEHHOCTb;

- obsi3aTenbHasa atTecTtaums cneumManmcToB B YCTaHOBINIEHHOM NOPSAKE;

- BOCMUTaHME Yy BCEX COTPYAHMKOB YYPEXOEHMS BbICOKMX MOPasibHbIX M MOparsibHO-
9TMYECKUX Ka4yeCTB, YyBCTBA OTBETCTBEHHOCTU M HEOOXOOUMOCTU PYKOBOACTBOBATLCS B CBOEM
pabote C KAMeHTaMu MpuHUMNaMM TYMaHHOCTW, CnpaBenfiMBOCTM, OOBEKTMBHOCTU W
nobpoxenarenbHOCTN, y4UTbIBas UX (prsmyeckoe n ncuxmyeckoe COCTOsIHUE;

- MPUHATUE MEP K HEOONYLUEHUNIO pasrnalleHnst COTPYAHUKaMM YYpexaeHns cBeaeHumn
NINYHOrO XapakTepa O KrmeHTax, Moo aTU CBefeHUs COCTaBMAT Cry>KebHY TarHy U 3a UX
pasrnaweHne  BWHOBHblE  HECYyT  OTBETCTBEHHOCTb B  Mopsigke,  YCTaHOBIEHHOM
3akoHogatenscteoM Poccuiickon ®egepauuu.

5.2.4 [ns Kad4eCTBEHHOrO0 MNPEAOCTaBMEHUs YCNYr Yy4ypexaeHue [AOMMKHO ObiTb
OCHallleHO cneuunanbHbiIM M TabenbHbiM 0bopyaoBaHMEM, annapatypon u npubopamu,
oTBevarLWmMn TpeboBaHNSIM COOTBETCTBYIOLMX CTaHAAPTOB, TEXHUYECKMX YCITOBUN, OPYrnx
HOPMAaTMBHbIX JOKYMEHTOB M obecrnevvBalolmnMMmn Hagnexallee Ka4ecTBo npeaoctaBnsieMbix
YCNyT.

MoatoMy B cuUCTeMe KayecTBa YuYpeXAeHUs [OOMMKHbl OblTb  NpeaycMOTpeHbI
MEepOoNPUATUS, HanNpaBeHHbIE Ha TO, YTOObI:

- obopynosaHune, nNpubopsbl U annapaTypa UCNoNb30BanNUCb CTPOro Mo Ha3HAYeHUo B
COOTBETCTBUM C JOKYMEHTauMen Ha nx yHKUMOHUPOBaHME 1 IKCNyaTaumio, cogepKanmch B
TEXHUYECKN NCNPABHOM COCTOSIHUWN, KOTOPOE cucteMatndeckn 6ol NpoBepsnocCs;

- HeucnpaBHoe obopyaoBaHue, npubopbl W annapatypa, dawowme npu paboTte
COMHUTESbHbIE pes3ynbTaThbl, CBOEBPEMEHHO CHUMANMCb C 3KCMfyaTtauuu, 3aMeHANncb Unu
PEMOHTUPOBANMCL (ECNM OHM NoasiexaT PEMOHTY), a NPUrogHOCTb OTPEMOHTUMPOBAHHbIX
nogTeepXaanachb Nx nNPoOBEPKOMN.

5.2.5 Bonpocbl MHhopmauumn AOMKHbI SBNATLCS COCTAaBHOM YacTbi CUCTEMbI KayecTBa
yuypexaeHusi, Tak Kak ©0e3 npaBubHO OpPraHM30BaHHOW WH(OPMaUMOHHON paboTbl
HEBO3MOXXHO 0BecneynTb KayecTBO NpeaocTaBnsAeMblX YCyr, COOTBETCTBYOLLEE 3anpocam U
HY>X1aM KITMEHTOB.

CocTosaHne wuHpopmauun 06 ydpexgeHun n npasunax NpegocTaBrieHUs UM ycnyr
OOIMKHO cooTBeTCTBOBaTh TpeboBaHnam dPenepansHoro 3akoHa Poccuinckon degepaunn "O
3awmTe npae. notpebutenen”.

B [OokymMeHTauMuM CUCTEMbl KayecTBa YYpeXOEHWA [OOMKHbl ObiTb  U3NOXEHbI
cneayowme TpeboBaHnsA K MHPOPMaLNK:

a) ydpexgeHne o06s3aHO [OBOAUTL OO [paxdaH CBOe€ HauMeHOBaHWe U
MecToHaxoxaeHune nobbiM cnocobom, NpeaycMOTPEHHbIM 3akoHoAaTenbCcTBOM Poccunckon
denepauunn, npegocTaBnATb MO TPeOOBaAHUIO KIIMEHTOB HEOGXoAUMMYHO U [LOCTOBEPHYHO
NHopMaLNO O BbINOMHAEMbIX YCnyrax, NO3BOMAOLLYO UM caenaTb KOMMNETEHTHbIN BbIOOP;

6) coctaB MHpopmaumm 06 ycnyrax (B cootBeTcTBMM ¢ DegeparnbHbiM 3akoHoMm "O
3awuTe npae notpebutenen") 4OMmKeH BKNoYaThb B cebs:

- NepeYeHb OCHOBHbIX YCyr, MpefoCTaBNAeMbIX yYpexaeHnem;

- XapaKTepUCTUKY Kaxgown ycnyrn, obnactb ee npeaocTaBreHus U 3atpaTtbl BpEMEHM
Ha ee npegocTaBnexHune;

- B3aMMOCBA3b MEXAYy KadeCTBOM YCIyru, YCNoOBUSIMU €€ NpPedoCTaBfeHns u
CTOUMOCTbIO;

- BO3MOXXHOCTb NOMYyYEHNS OLIEHKN Ka4yecTBa YCryrn CO CTOPOHbI KITMEHTA;

- YCTaHOBMEHWEe B3aMMOCBA3N Mexay MpeanoXeHHOW YCnyron u pearnbHbIMU
NOTPEBHOCTAMM KNUEHTA;

- Npasuna n ycnosunsa adeKTMBHOro 1 6€30nacHOro UCNonb3o0BaHUSA YCNyr;
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- rapaHTUNHbIe 06s3aTENbCTBA YYPEXOEHNSA - UCMONTHUTENS YCIYT;

B) WH(opmaumsa [ormkHa ObiTb AOCTOBEPHOWM M nonHon. Ecnu npegoctaeneHve
HEeAOCTOBEPHON WUNN HEJOCTATOYHO MOSMTHOM MHGOpPMaumm o6 ycryre NOBMEKNO NPUYMHEHUE
Bpeda XW3HW, 340pPOBbID UMW MMYLLECTBY KNMEHTa couumanbHon cnyxbbl (Bcnegcteue
NPOU3BOACTBEHHbIX, peuenTypHbIX U MHbIX HEOOCTaTKOB YCNyru), OH BrpaBe nNpeabsaABuUTb
yupexaeHuto TpeboBaHus 0 BO3MELLEHMM NPUYNHEHHOIO Bpeaa.

6 D,OKyMEHTaanoe od)opMneHMe CUCTeMbl Ka4yecTBa

6.1 Cucrtemy kadectBa O(OpMAAOT B BMAE KOMMIEKTA [LOKYMEHTOB (PYKOBOACTB,
NOMOXEHUN, UHCTPYKLMIA, METOAMK U T.4.), B KOTOPbIX YyCTaHaBnmBatoT TpeboBaHMsA K cucteme
KayecTBa ydpexaeHns B LEeNOM U K ee COCTaBHbIM YacTsM, yKa3aHHbIM B 4.2.

CTeneHb OOKYMEHTUMPOBAHHOCTU CUCTEMbl KavyeCTBa PasfiMYHbIX YYPEeXOAeHUA MOXeT
OTNNYaTbCsA B 3aBUCMMOCTH OT:

- pasmepa v npegHasHavyeHus yupexaeHus, xapaktepa u obbema npegocTaBnsiemMblX
yCnyr, Kateropuin obcry>xmBaemoro HacerneHus;

- CMOXHOCTW npouecca no NpegocTaBrieHnto YCnyr,;

- KOMMNETEHUUN NepcoHarna yypexaeHus.

[okymeHTauna moxet ObiTb Ntobon hopmbl 1 Ha NOBOM HocuTene.

6.2 [lokymeHTaumns cucTemMbl KayecTBa AOSMKHA OMOPMNATLCA KakK COCTaBHas 4YacTb
BCEWN JOKYMEeHTaLMN yuYpexaeHns N yTBepXKaaTbCs B YCTAHOBNEHHOM MOPSAKe.

6.3 OCHOBHbIM JOKYMEHTOM CUCTEMbI KayecTBa yuypexaeHus asnserca PykoBOACTBO
Nno Ka4yecTBy.

B Hem unanaratoT obuee onvcaHne CUCTEMbl KavyecTBa MPUMEHUTENBHO K KOHKPETHOMY
YUPEXOEHNIO, Pa3bACHAKT MNOMUTUKY ydpexaeHus B obnactu KadectBa, oOTpaxaroT
OpraHM3auMoOHHY0 CTPYKTYpY CUCTEeMbl KayecTBa, 3agadv v yHKUMW noapasgerneHvun u
cnyx6 ydpexaeHna B obnactu ka4ecTsa, NPpMBOAAT CBEAEHUSI O KOMMNIIEKTE JOKYMEHTOB BCEX
YPOBHEN,  COCTaBMSALWMUX  HOPMATUBHO-MeToAuMYeckyro  6a3y  cuUCTeMbl  KayecTBa,
yCTaHaBNMBalT NOPSA0K BHEAPEHUSA, PYHKLMOHUPOBAHMUS U KOHTPOMS CUCTEMbI KavyecTBa.

6.3.1 MNMonutnka B obnactn KadectBa OOSMKHA NpPeacTaBnsATb COOOM OCHOBHbIE LiENW,
3afjadum 1 MpUHUMNbI OEATENbHOCTU yypexaeHus B o0nactM KadvecTBa, AOKYMEHTarlbHO
OPOpMIEHHbIE N NPUHATbIE K 0653aTeNbHOMY BbINOSIHEHMIO B YYpPEXAEHUN.

6.3.1.1 Llenn nonutukmn B obnactn kadecTBa AOMKHbI OTpaXaTb crneayroLmne Bonpochl:

- obecrnevyeHne MOCTOSIHHOIO YAOBMETBOPEHUA KIIMEHTOB MNpedocTaBrseMbiMu
ycriyramu;

- NOBbllWeHWe KayecTBa ycnyr W  3(PEdEeKTUBHOCTN (pe3ynbTaTMBHOCTU) — UX
npenocTaBrieHuns;

- MPUHATUE NPOMUIAKTUYECKUX Mep MO NPeaynpexneHuio Unu yperynupoBaHuio
NPEeTEH3UNN 1 Kanob KIMEHTOB;

- NpoYMne BONPOChHI, OTpaxaroLme cneunduky AesaTeNbHOCTN yYpexXaeHns.

CopepxaHne OCHOBHbIX 3agady M MPUHUMMNOB AEATENbHOCTU ydpexaeHusa B obnactu
KadecTBa npmBeaeHo B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsay ¢ nogpobHbIM U3noxeHnem Leneun, 3agad u npuHuunos B PykoBoacTtee
MO KayeCcTBY ydpexaeHns OOMKHbl ObiTb YETKO onpeaeneHsl 1 chopmynmpoBaHbl NOPSAOOK U
cnocobbl (MeToabl) UX peanusauumu.

6.3.1.3 OTBETCTBEHHOCTb 3a MNOMUTMKY B 0obGNactM kKayectBa HeCET PyKOBOAUTENb
yupexgeHus.

OH pomkeH obecnedunTb pasbACHEHWE U [JoBedeHuMe 3TOW MOMUTUKM [0 BCEro
nepcoHana ydypexaeHud, 4YeTKo onpeaenuTb MOMHOMOYMUA, OTBETCTBEHHOCTb W MOPSAOOK



B3aMMOAEWCTBMS BCEro nepcoHana YyypexneHus, OCYLLUEeCTBIAILWEro pPyKOBOACTBO,
NCNOMHEHNE YCIYyT N KOHTPOSMb AEATENbHOCTU, BAUSIOLLEN HA KAYeCTBO YCHyT.

6.3.1.4 B doopmMmpoBaHnn NONUTUKM B 0BnacTu KavyecTBa OOSMKHbI NPUHUMATL y4actme
BCE pyKOBOOMTENMN, OCYLLECTBNAOLWNE YyNpaBreHne yuypexaeHnem.

6.3.1.5 T[lonutnka ydpexgeHna B obnacTm KayecTBa [OSPKHA OXBaTbiBaTb BCe
HanpaBneHnsa ero AesTenbHOCTU, COOTBETCTBOBATb MOTPEOHOCTAM M 3anpocaM KrMEHTOB,
cnocobCTBOBATb YMyYLIEHUIO CouMalnbHbIX M 3KOHOMUYECKMX MNoKasaTenemn ydpexaeHus.
MonuTuka [JommkHa  cogepXaTb Takke 0043aTenbCTBO  PYKOBOACTBA  YUPEXAEHUS
OCYLLECTBNSATb NOCTOSIHHOE YryYlleHne Kayecta 06CnyXnBaHMs KIIMEHTOB.

6.3.1.6 lNonuTtuka y4dpexageHna B obnacTn kayecTBa OOSMKHA BHEOPATbCA BO BCEX
CTPYKTYPHbIX NOAPa3neneHnsax yupexxaeHust N perynsapHo nogsepratbCs aHanuay Ha npegMmet
€€ NOCTOAHHOW aKTyanbHOCTU U NPUTOAHOCTW.

6.3.1.7 Peanusauusa nNonuTMKM YyypexaeHuss B obnactu kadectBa AOMKHaA ObiTb
obecneyeHa HeobXxoauMMbIMKM  pecypcamu  (KagpoBbiMK,  MaTepuarbHO-TEXHUYECKUMN,
NHPOPMALIMOHHBIMU N OPYTUMHN).

[Ana BbINOMHEHUS MPUHATOM Yy4YpexaeHuem nonuTtuku B obnacTn kayvectBa nepen
nogpasgeneHnammn n cnyxbammn yuypexaeHust CTaBsaATCs 3a4adyM Ha KOHKPETHble MNiaHoBble
nepyodbl W MpUM  HeoBXOOMMOCTM CBOEBPEMEHHO YTOYHSKOTCA W KOPPEKTUPYHTCA
PYKOBOLCTBOM YUpPEXAEHWS.

6.3.1.8 B yuypexgeHum [OMKHblI MPOBOAUTLCA MeponpuaTtusa, obecnevmBatolLme
NOHMMaHWe, NOAAEPXKKY M peanu3auunio NoNUTMKNU B 06nactu KavyecTBa BCEMU COTPYAHMKaMM
yupexaeHus.

6.3.2 OpraHuM3aumoHHasa CTPyKTypa CUCTEMbl KadecTBa MOXET ObiTb MpeacTaBneHa B
BMae cxembl (C HeOBXOOMMbIM MOSICHEHMEM), Ha KOTOPOW AOMKHbI ObITb M306paxeHbl BCe
CTPYKTYPHblE NoapasfaeneHunsl, HenocpeacTBEHHO y4acTBYyOLWME B NPeLOCTaBNEHUN YCyr UIn
obecneyvBaloLLne X NpeaocTasneHmne.

B nosicHeHWn k cxeme OO0MKHbl BbITb OTpaXeHbl 3agayvn, PYHKLUUN U OTBETCTBEHHOCTb
BCEX nogpasgeneHun n cnyx6 yypexaeHus B obnactu kayecTBa M NpuBedeHbl CBEAEHUS O
AOKYMEHTax BCEX YPOBHEW, KOTOPblE AOMKHbI COCTaBMSATb HOPMaTUBHO-MeToANYECKyto 6asy
CUCTEMbI Ka4eCTBa yYpexaeHus.

CeefeHus 0 JoKyMeHTax MoryT ObiTb MpeAcTaBrieHbl B BMAE CaMUX AOKYMEHTOB,
pa3paboTaHHbIX BHOBb (NonuTuka B obnactu kayectBa W Op.) WK YXe AENCTBYHOLWMX B
yupexageHmn (MOonoXeHus, WHCTPYKUUKW, METOAMKM, PYKOBOACTBA, NpaBuna M T.4.), HO
OTKOPPEKTMPOBAHHbLIX NPU HEOBXOAMMOCTM B Lensx 6ornee NoMHOro yyera B HUX BOMPOCOB
KayecTBa, MO0 B BUAE CCbIIKN HA 3T AOKYMEHTbI C MHGopMaumen 06 nx npegHasHavyeHun un
KpaTKoOM coaepXaHuu.

6.3.3 [JOoKymMeHTauuMsi CUCTEMbl KayecTBa YydpexOeHus OOfKHa  MOCTOSIHHO
noaaepXunBaTbcsa B pabodyem COCTOSAHUM; yCcTapeBLUas AOKYMEHTaUnsa JOMKHA CBOEBPEMEHHO
N3bIMaTbCA U 3aMEHATLCS HOBOW.

7 OpraHusaumsa paboTbl N0 Ka4yecTBy

7.1 MonHOMO4YMA U OTBETCTBEHHOCTbL NepcoHana

7.1.1 B cucteMe KayecTBa Yy4ypexaeHusi [OIKHbl OblTb YETKO onpeaeneHsbl
MOMHOMOYMS!, OTBETCTBEHHOCTb W B3aUMOLENCTBME BCEro nNepcoHana YyypexaeHus,
OCYLLECTBMSIOLLEro  PyKOBOACTBO  paboToi, npedocTaBrieHWe  YyCnyr U KOHTPOSb
[AEeATEeNbHOCTW, BNUSIOLLEN HA KA4eCTBO YCIyT.



910, B MepByl ouvepedb, LOMKHO OTHOCUTLCA K OOBCHyXMBaloLWeMy nepcoHany,
OEeATEeNbHOCTb KOTOPOro CBfA3aHa C BbINOSIHEHMEM Takux npouenyp, Kak BblSiBNeHWE
NPpeTeH3nn n XKanob KIMEHTOB, MPOBEAEHNE MEPOMPUATUMI MO  YCTPAHEHUIO UMK
npeaynpexgeHno He4oCTaTkoB, KOHTPOSb BbINOSTHEHNS ATUX MEPONPUATUN.

7.1.2 B yypexaeHun OormkHO ObiTb Ha3Ha4YeHO OTBETCTBEHHOE NWUO (npeactaBuTeEnb
PYKOBOACTBA) W3 4UCNa pyKoBoOOAUTENEW YYpexaeHuUsi, KOTOpoe He3aBUCUMO OT ApYrnx
BO3ITOXXEHHbIX Ha Hero o06s13aHHOCTEM [OOSMKHO OTBeYaTb 3a Haanexailee BbIMOfHEHnE
TpeboBaHW, YCTAHOBMEHHbIX HACTOSALMM CTaHAAPTOM, U UMETb MOSTHOMOYNS ANS:

- obecnevyeHna pas3paboTKM CUCTEMbI KayecTBa, €e BHeOpeHus W MnopaepXaHus B
paboyem COCTOSAHWUM;

- NpeaCcTaBneHna OTYETOB PYKOBOAUTENIO YYpeXAeHUs 0 (PYHKLNOHMPOBAHUN CUCTEMBI
KayecTBa C Uernblo ee aHanu3a 1 UCnonb30BaHUs NOMyYeHHbIX Pe3ynbTaToB Kak OCHOBbI ANS
COBEpPLUEHCTBOBAHUS 3TOM CUCTEMBI.

7.1.3 YupexaeHne OOMKHO YCTaHOBUTb MNOPSIAOK paspaboTkn (Mnn KOPPEKTUPOBKK, Npu
HeobXoANMOCTI), PAaCCMOTPEHMS, YTBEPXKAEHUS U BEOEHUSA BCEX AOKYMEHTOB, OTHOCALLMXCS K
CMUCTEME KayecTBa, a Takke Nopsaok obecrnedeHnss M.

7.2 BHyTpeHHMe NPOBEPKU CUCTEMbI KayecTBa

7.2.1 B cucteme kadyecTBa yuypexaeHus JosmkeH ObiTb paspaboTtaH 1 nogaepXunearbes
B pabodyem COCTOSHUM MOPSIAOK NPOBEAEeHUS BHYTPEHHMX MPOBEPOK KavecTBa. BHyTpeHHue
NPOBEPKN CUCTEMbI KavecTBa YYpexAeHWs MNPOBOAAT C Lenbi perynapHorM OUEHKU ee
9(pPEKTUBHOCTN M COOTBETCTBUSA YCTAHOBMEHHbIM TpeboBaHWMSAM, a Takke ANs MOonyYeHus
MHpopMaunn, Heobxoammon ana obecnedeHus 3PEPEKTUBHOIO YHKLMOHUPOBAHUS 3TOMN
CUCTEMBDI.

7.2.2 OTBETCTBEHHbIM IIMLOM 3a OpraHM3aumio M npoBefeHuUEe MNPOBEPKN CUCTEMBI
KayecTBa ydpexaeHus [omkeH ObiTb npeactaBUTENb PYKOBOACTBA, OTBETCTBEHHbLIN 3a
CUCTEMY Ka4yecTBa.

7.2.3 OTBETCTBEHHLIMW WUCMOMHUTENSIMU NO NPOBEOEHUIO MPOBEPOK PEKOMEHOYyeTCH
Ha3HayaTb pykoBoAuUTeNnen noapasfgeneHun, 3M@EKTUBHOCTL U KayecTBO [OeATernbHOCTU
KOTOPbIX 3aBUCAT OT Ka4yecTBa AeATeNbHOCTU NpoBepseMblx nogpasgeneHun.

7.2.4 O(peKTMBHOCTb CUCTEMbI KQ4yeCcTBa YUYpEXOEHUS OonpeaensoT no pesynsratam
ee OLEHOK, rnory4yaemblix Npy NpoBepKax.

7.2.5 B npouecce npoBepKN CUCTEMbI KQ4YeCTBa YUYPEXOEHUN (M €e COCTaBHbIX YacTen)
OCYLLIECTBMSIOT:

- KOHTPOMb COOTBETCTBUSA CUCTEMbI KayecTBa TpeboBaHMAM HacTosLWeEro ctaHgapra u
AOKYMEHTaunn Ha Hee,;

- aHanu3 N OLEHKY COCTOSIHUSA (PYHKLMOHMPOBAHUS CUCTEMbI KayecTBa B LENOM U
OTAEnNbHbIX €e COCTaBHbIX YacTewu;

- aHanu3 COOTBETCTBUS NpedoCcTaBnseMblX Yycrnyr TpeboBaHWSM HOPMaTUBHbIX
AOKYMEHTOB;

- aHanu3 N oLeHKy pesynsraToB paboTbl yupexaeHus B 0bnacTn kayecTsa ycnyr;

- BblpabOTKy KOPPEKTUPYIOLLUMX OENCTBUIN, HaMpaBfE€HHbIX Ha YCTpaHeHue
HEeOCTaTKOB, BbIABIEHHbLIX B Mpouecce MNpedoCcTaBreHns YCryr, U COBepLUeHCTBOBaHUE
CUCTeMbl KayecTBa.

7.2.6 TlpoBepkM CUCTEMbI KayecTBa ydpexnaeHun Moryt ObiTb MNaHoBbIMKM W
ornepaTuBHLIMM.

[MeprooMyHOCTL NNAHOBLIX NPOBEPOK YCTaHaBNUBAKOT B 3aBUCUMOCTU OT pesynbraToB
aHanusa KkadecTBa yCcnyr.



OnepaTuBHYO MPOBEPKY CUCTEMbl KayecTBa UMM OTAENbHbIX €€ COCTaBHbIX 4YacTei
NPOBOASAT B Crflydae pes3Koro YXyALeHUs nokasaTenen, XapaKTepusyrolmX KOHEYHble
pesynbTatbl paboTbl MO obecrneyeHuo KayecTBa YCryr, NpenocTaBnsieMblX KakuMM-rmbo
noapasfeneHneM WnuM  yypexaeHvem B LEnoM, B Crnydae oueHKM 3pdeKTUBHOCTH
KOPPEKTUPYIOLLUMX AEUCTBUIN, a TaKKe NPU 3HAYUTENbHLIX M3MEHEHUSIX OpraHu3auun paboT u
TEXHOMNOTWIA NPeaoCTaBNeHNst YCNyr, OTPULATENbHO BIUSOLLMX HA UX Ka4eCTBO.

7.2.7 Tocrne OKOHYaHUS BHYTPEHHEN NPOBEPKU ee pesynbraTbl 0popMAsoT B BuAe
oTyeTa O COCTOSIHUM CUCTEMbl KayecTBa, B KOTOPOM OTpaxawT [JaHHble aHanu3a
COOTBETCTBUS MNOKasaTenen W pe3ynsTaTtoB OesATernbHOCTM ydpexaeHuss B obnactu
obecneyeHns kayecTBa NpeaoCTaBnsieMblX YCNyr yCTaHOBNEHHbIM TPEOOBaHUSM.

7.2.8 PesynbraTbl NPOBEPOK CUCTEMbl KayecTBa YYpeXOEeHUIn SBNSOTCS OCHOBaHUEM
ANs pa3paboTku 1M peanu3aumMm MeponpusTUA MO ee COBEPLUEHCTBOBaHMWIO, MO pa3paboTke
HOBbIX METOAOB W CpeacTB YMNpaBfeHWs Ka4ecTBOM MPEeAOCTaBMSEMbIX YCNYr, YNy4YllEeHWUto
cocTaBa 1 cogepkaHusi HOpMaTUBHOM JOKYMEHTaLMN Ha CUCTEMY KavecTsa.

7.3 MNoproroBkKa KagpoB

7.3.1 B yuypexgeHun pomkeH ObiTb paspaboTaH, OOKYMEHTanbHO OQOPMIEH W
YyTBEPXAEH MNSIaH MEeponpuaTMA NO NOArotoBke (OOy4eHUto, MOBLIWEHMIO KBanundukaumm,
aTTecTaumn, CTaXupoBke W T.[.) NepcoHana, BbINoMnHsAwLWero paboTbl, HenocpeacTBEHHO
BNUAIOLLNE HA KA4eCTBO YCNYT.

7.3.2 MNogrotoBKkon nepcoHana gomMKHbl OblTb OXBa4YeHbl BCE COTPYAHUKM YUPEXOAEHNS,
HEeMNnoCpeaCTBEHHO BIUAOLLIME HA KayYeCTBO YCNyr, BKMOYAs PYKOBOASALMWA COCTaB BCEX
YPOBHEWN.

7.3.3 lNpwn paspaboTke 1 peanusaumm naHOB MEPONPUATUA MO MOArOTOBKE KaapoB
HeobXxo4MMO y4nTbiBaTb U3NOXEHHbIE B 5.2.3 dhakTopbl (KpUTepumn), Kacarowmecs nopsigka
paboTbl CO cneumnannucTamm yupexaeHus.

7.4 AHanu3 pyHKLUMOHMPOBaAHNUSA CUCTEMbI KayeCcTBa PyKOBOACTBOM yUYpexaeHus

741 Cuncremy KayecTBa Nepumoaudecku [OSMKHO aHanuM3MpoBaTb PYKOBOLCTBO
yypexaeHma ans  Toro, 4Ytobbl MOXHO 6bINo  ybeauTbCHA, 4YTO OHa yAoBreTBopsieT
npeabaBnseMbiM K Her TpeboBaHMAaM 1 adhpekTmMBHA.

7.4.2 AHanus [OOMKEeH BKNOYaTb OLEHKY pesynbratoB  BHYTPEHHUX MPOBEPOK,
NPOBOANMbIX  HEMNOCPeACTBEHHO PYKOBOACTBOM WU MpedcTaBUTENeM  PyKOBOACTBA,
OTBETCTBEHHbIM 32 (DYHKLMOHUPOBaHME CUCTEMbI KayecTBa yYpeXaeHUs.

Pesynbratbl nogoOHbLIX aHanM3oB WCMNOMb3YKT ANA NOATBEPXKAEHUS OOCTUXKEHUA
Tpebyemoro kadecTBa U 3pPeKTUBHOCTN DYHKLIMOHNPOBAHUS CUCTEMBI.

7.5 KoHTponb 1 oueHKa kayecTBa ycnyr

7.5.1 Npun KOHTpONE 1 oLeHKe Ka4yecTBa yCnyr ydpexageHue OOMKHO:

- MpoBepsATb UM KnAeHTUUUMPOBATL YCNyrM Ha COOTBETCTBME HOPMATUBHBLIM
AOKYMEeHTaM, pernameHTUpYoLWnM nx npegoctaBneHne;

- obecneynTb CaMOKOHTPOMb NepcoHana, NpeaoCTaBnAlLWero yCnyru, Kak CoOCTaBHyHo
YacTb npoLecca KOHTPOons;

- obecneuynBaTb NPUOPUTET KIIMEHTOB B OLIEHKE KayecTBa YCNyr;



- MPaKTUKOBaTb B YYPEXOAEHUU PErynsipHY OLEHKY CTEMEHW YOOBMETBOPEHHOCTU
KNMMEHTOB ycryramu nyTem npoBeaeHust COLMONOrMYeCKMX ONPOCOB.

7.5.2 CpaBHEHME OLEHOK KIWEHTOB M WCMOMHUTENEN Yycryr crneayet npoBOAUTb
MOCTOSIHHO, 4TOOblI OUEHUTb COBMECTUMOCTb [BYX Mep WX KayecTBa, MpoBecTu (npwu
Heo6X0AMMOCTN) KOpPPEKTUPYIOLNE OEWCTBUS U onpedenuTb, HACKOMbKO OEesTENbHOCTb
MCMONHMUTENEN YCnyr oTBe4aeT NOTPEOHOCTSIM M 3anpocam KITMEHTOB.



