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BeeaeH Bnepsbie

1 ObnacTtb NnpUMeHeHus

HacTosiwmin ctangapT pacnpocTpaHsieTcs Ha coumanbHoe obcnyxuBaHWe HaceneHus
1 ycTaHaBnuBaeT TpeboBaHMS K CUCTEME KayecTBa yUYpexaeHuin coumansHoro obcnyxnBaHns
(nanee - yupexaeHusi), NpeaoCTaBnALLMX coLmanbHble yenyru (ganee - ycryr) pasnuyHbiv
KaTeropusiM HacerneHusi, okasaBLUMMCS B TPYAHOMN XM3HEHHOW CUTyaLUN.

CraHpapT paspaboTaH C UeNbld €ero UCMonb3oBaHWMsl B kavectBe 6a3oBOWA
HOPMaTVMBHOW OCHOBbI MpW paspaboTKe CUCTEM KayecTBa KOHKPETHbIX Y4pexaeHuit
NPUMEHMUTENBHO K Creunduke Ux 4eaTenbHOCTH.

2 HopmaTuBHbIE CCbINKKU

B HacTosiwem cTaHgapTe MCNoNnb30BaHbl HOPMATMBHbIE CCbIfIKM Ha cnegywowme
cTaHaapTbl:

FOCT P 50646-94 Ycnyrmn HaceneHumo. TepMUHbI U onpeaenieHuns

FOCT P 50691-94 Mogenb obecneveHns kayecTa ycnyr

FAPAHT:

Mpukasom PocctanpapTta ot 6 ceHTabpa 2013 r. N 875-ct TOCT P 50691-94 oTtmeHeH ¢ 1
aHBaps 2015 r. B cBs3n ¢ BBegeHmem B gencrtene FOCT P 50691-2013
FOCT P 52142-2003 CouunanbHoe obcrnyxuBaHue HaceneHus. KayectBo coumanbHbIX
ycnyr. O6wue nonoxeHus
FOCT P 52143-2003 CoumanbHoe obcnyxuBaHue HaceneHusa. OCHOBHble Buabl
coumanbHbIX yCrnyr
TOCT P NCO 9000:2001 Cuctembl meHemkmeHTa kadectBa. OCHOBHbIE MOMOXEHUA U
cnoeapb
FTOCT P NCO 9004:2001 Cucrtembl MeHeOXMeHTa KadectBa. PekomeHgauuu no
YNYYLLIEHNIO OEATENbHOCTH
MpumeuaHune - T[lpM nNONb30BaHMM HACTOALWMM CTaHOAPTOM LenecoobpasHo
NpPoOBEPUTb AEWNCTBME CCbINOYHLIX CTaHOApPTOB B WMHAOPMALMOHHOM cucTeme obuiero
Nnonb30BaHus - Ha odmunanbHOM canTe HauuoHanbHOro opraHa Poccuinckon ®egepaumm no
cTaHgapTmM3aumm B ceTu WMIHTEepHeT unu No eXerogHo msgaBaeMomy WHGOpPMaLNOHHOMY
ykasaTtento "HauuoHanbHble cTaHgapThl", KOTOPbIA Ony6riMkoBaH No COCTOAHMIO Ha 1 sHBaps
TEeKywero roga, U Mo COOTBETCTBYIOLINM €XEMEeCAYHO u3gaBaemMbiM WHGOPMaLNOHHBIM
ykasatensim, onybrnuMkoBaHHbIM B Tekywem rogy. Ecnm cCbiNnOYHbI OOKYMEHT 3aMeHeH
(M3MEeHEH), TO Mpu MNONb30BaHUM HACTOSALWMM CTaHOAPTOM creayeT pPyKOBOACTBOBATLCS
3aMeHsieMbIM  (M3BMEHEHHbIM) [OKYMEHTOM. ECnu cCbINoYHbIN LOKYMEHT OTMEHeH 6e3



3aMeHbl, TO MOJIOXEHWe, B KOTOPOM [aHa CCblfika Ha Hero, NpuMMEHAeTCs B 4acTu, He
3aTparvBaroLLen 3Ty CCbINKY.

3 TepMuHbI 1 onpeaeneHns

B HacTosiwem ctaHgapTe npumeHeHbl TepMunHbl no TOCT P 50646 n TOCT P NCO
9000.

4 TpeboBaHUA K cUCTEMe KayecTBa yupexaeHus

4.1 TpeboBaHna K cucCTeMe KadecTBa YYpeXOeHUs YCTaHOBIEHbl HaCTOSALWMUM
CTaHOapTOM B COOTBETCTBMM C nonoxeHuamun ®PefepanbHblX 3akoHoB Poccuickon
depgepaumm 1 nocraHosneHuem [pasutensctBa Poccuinckon depepaunmn, ykasaHHbIMU B
npegucrnosun ctaHgapTta, a takke nonoxeHuamm FOCT P 50691, TOCT P 52142, TOCT P
52143 n TOCT P NCO 9004.

42 T[log cucTeMOM KayecTBa YuypeXOeHUs MOHUMAKT  COBOKYMHOCTb  €ero
OpraHM3aumoHHON CTPYKTYpbl (C pacnpegenieHMemM OTBEeTCTBEHHOCTU COTPYAHWKOB 3a
Ka4ecTBO ycnyr), npaBun, MeTodoB obecnevyeHna KadectBa Yycryr, MpoLeccoB
npefoCTaBfieHUsT YCIyr, PEeCYpCOB YyuYpexaeHus (MLCKUX, MaTepuarnbHO-TEXHUYECKUX,
WHOPMAUMOHHBIX M Apyrux), obecnevmBalollyld OCyLeCTBNeHne agMUHUCTPATUBHOIO
PYKOBOACTBA Ka4eCTBOM YCHyr.

4.3 CucteMy KayecCcTBa YyuypexgeHust co3falT And AOCTMXKEHUS U noaaepXaHus
YPOBHS Ka4yecTBa yCnyr, COOTBETCTBYIOLLEro NpeabsaBseMblM K HeMy TpeboBaHUSM.

4.4 Cuctema KayecTBa yuypexaeHus 4oSmKHa ABNATbLCA HEOTbEMIIEMOWN YacTbio o0LLen
CUCTEMbI YyNpaBrieHNa OeATENbHOCTBIO YYpeXaeHus No npeaocTaBneHnio coumnasbHbIX YCIyr.

4.5 Cuctema kayecTBa ydpexpaeHusa npegHasHavyeHa Onsi co3gaHus HeobxoOuMbIX
YCNOBUA rapaHTUPOBAHHOIO YOOBIETBOPEHMS 3aKOHHbIX 3arnpocoB M MNOTpebHOoCTewn
KNWEHTOB, MOBbIWEHNUS 3MdEKTUBHOCTM U KadecTBa YyCnyr Ha BCex cragusax Wux
npefoCcTaBfieHMs C Uenbil  npeaynpexaeHns BO3MOXHbBIX OTKMOHEHUM OT  3afaHHbIX
TpeboBaHUN K 3TMM Yycryram, obecnedeHus penytauun yYpexaeHus Kak HagexXHoro wu
NopsiLOYHOrO UCNOSTHUTENS YCNYT.

4.6 OCHOBHbIMM 3afj@4aMun, Ha peLleHne KOTopbIX AOSMMKHA ObiTb HanpaBneHa cuctema
KayecTBa yupexaeHusl, ABrstoTCA:

- ocyuwiecTBrieHMe 3(PPEKTUBHOIO KOHTPOSIS 3a TEXHUYECKMMU, OpraHn3aunoHHbIMU U
ApYyrMMun chakTopamm, BAUSIOLWLMMN Ha KAa4eCTBO NpeaoCTaBsieMbIX YCNYT,;

- NpefoTBpaLleHne unum yctpaHeHune nobbix HECOOTBETCTBUM YCAYr NpeabsaBsSeMbIM K
HUM TpebGoBaHUAM;

- obecneyveHne cTabnnNbHOIO YPOBHS KayYecTBa YCIyr;

- peleHne gpyrnx 3agad, oTpaxatowmx cneunuky 0eaTenbHOCTU yYpeXxaeHun.

4.7 PaspaboTka U QYHKLMOHUPOBAHME CUCTEMbI KayecTBa YYpexXOeHWs OOSTKHbI
0©asnpoBaTbCA Ha CneayLWmMX OCHOBHbIX NPUHLMMAX:

- MIPUOPUTETHOCTM TPeboBaHMin (3anNpPOCOB) KNMeHTa No obecneyeHnto KavyecTsa yCcnyr,
TO ecTb obecneyeHnsi yBepeHHOCTU B TOM, YTO 3T TpeboBaHnA (3anpockl) OyayT NOAHOCTLIO
peann3oBaHbl NPy NpeaoCcTaBeHNN YCIyr;

- nNpegynpexaeHna npobnem kavyectBa ycnyr, To ecTb obecrneyeHnss yBEPEHHOCTU B
TOM, 4YTO 3TN nNpobnembl ByayT npeaynpexgaTtbCs, a He BbISBASATLCS U paspellaTbCcs nocne
NX BO3HUKHOBEHUS;

- cobnogeHna  MNONOXEHWA  HOPMAaTMBHLIX [OOKYMEHTOB, pernaMmeHTUpYoLWmnx



TpeboBaHMsA K NOPSAKY U NpaBunam NpeaocTaBneHns yCnyr;

- obecneyeHHOCTH yypexaeHus COOTBETCTBYHLLUMMM NIOACKUMN,
mMaTtepuanbHO-TEXHUYECKUMU U ApyruMu  pecypcamy  (6a3oBorM M onepaTuBHON
NHOpPMaLMen, TEXHUYECKOW AOKyMEHTauueln, OaHHbIMWU O pesynbTatax npefaocTaBreHus
YCIyr U UX KOHTPOSS, UTOrax OLEHKM KayecTsa 1 ap.);

- YeTKOro pacnpegerneHvnsl MofHOMOYMA M OTBETCTBEHHOCTM MNepcoHana 3a ero
AeATenbHOCTb MO NPeaoCTaBNEeHMIO YCyr, BNMSIOLLYIO Ha obecnevyeHne nx KayecTea;

- NTMYHOWN OTBETCTBEHHOCTW PYKOBOACTBA YYpEXOEHMS 3a Ka4eCTBO NpeaocTaBnsieMblX
ycnyr, pas3paboTKy, BHeApeHWe W KOHTPoNb 3(EKTUBHOCTM CUCTEMbI KayecTBa, 3a
onpeneneHve NonMTUKKM B 06racTn kayecTsa, opraHn3auuio 1 obliee pykoBoACcTBO paboTamu
no obecrneyeHuno kKa4yecTBa;

- obecneyeHne NNUYHOM OTBETCTBEHHOCTU KaXaoro MCMONHUTENS 3a Ka4ecTBO YCnyr B
coyeTaHum ¢ MaTepuanbHbIM U MOpPanbHbIM CTUMYTNIMPOBAHMEM KayecTBa;

- AOKYMEHTanbHOro 0hOpMIIeHNsi NpaBui U METOAOB 0GecrneyYeHunst KayecTsa YChyr;

- obecneyeHnsl NOHMMaHNS BCEMWU COTPYAHUKAMU ydpexaeHus TpeboBaHuin cuctemsl
KayecTBa K MOnMTUKe B 06nacTy kayecTea.

5 OCHOBHbIe CbaKTOpbl, Brnarwne Ha Ka4eCcTBo yCnyr, 1 nopsaaokK X ucnosfib3oBaHus
npu CbOpMI/IpOBaHI/IVI CUCTeMbl Ka4yecTBa yqpe)Kp,eHMﬁ

5.1 MNpwn bopmMmpoBaHMM CUCTEMBI Ka4YeCTBa yupexaeHun (Npu onpeaeneHnm noanTrKun
yuypexgeHms B obrnactu kadectBa, pas3paboTkm [OKYMEHTauuMM CUCTEMbl KadecTsa,
opraHmsauun paboT Mo KayecTBy) HeobXxoAMMO YyyuTbiBaTb pPsg PakTopoB (KpuTepuen)
pas3fMyHOro xapakTepa, KOTopble B 3HAYUTENIbHOW Mepe BNUAKT Ha KayecTBO
npegocTaBfsieMbIX YCNYr.

MpaBunbHbIN  y4eT 3TUX  (PaKTOpoB, WX UCMNONb3oBaHWe npu paspaboTke
COOTBETCTBYIOLUNX [OOKYMEHTOB CUCTEMbI KayecTBa M B MNpPaKTUYECKOW [OesTenbHOCTH
yupexaeHus 6yayT cnocobCcTBOBaTh MOBLILEHUIO Ka4YecTBa YCIyr.

5.2 OcHOBHbIMW hakTOpamMu SABAAIOTCS:

- HanmMyme M CoCTOosiHME OOKYMeEHTauuu, B COOTBETCTBUM C KOTOPOWM (PYHKUMOHMpPYET
yupexaeHue;

- YCINOBUS pa3MeLLEHNS yupexaeHus;

- YKOMMSIEKTOBAHHOCTb YYpeXaeHus cneunanuctamm n nx Ksanugukaums;

- cneuuanbHoe M TabenbHOe TeXHWYecKoe OCHalleHue ydpexaeHus (obopyaoBaHue,
npunbopsbl, annapatypa u 1.4.);

- COCTOsIHWE WHopmaumn 06 ydpexaeHun, nopsiake v npasunax npegoctaBneHus
yCnyr KnueHTam.

5.2.1 B cocTtaB JOKYMEHTaUMM OOSTKHbI BXOOUTD:

- nonoxeHne o6 yypexaeHun (YctaB ydpexaeHus), Bkrovarwulee B ceba ceeageHust o
npegHasHa4YeHUn yupexaeHus, nopsake ero (oopmMmpoBaHns, CoOAepKaHus, peopraHnu3asmu,
cBedeHnss 00 OCHOBHbIX 3ajadax ero AeATeNbHOCTU, KaTeropuax obcrnyXuBaemblxX v,
nopsigke M ycrioBusix 3a4ncrieHns Ha obcnyxmBaHue, O CTPYKTYPHbIX NoAapasgeneHnsax n nx
OCHOBHbIX 3aga4ax, cBegeHus 06 obbeme 1 nopsgke NpegocTaBieHns UMW YCryr U O ApYrux
OpraHM3auUMoHHbIX U TEXHUYECKUX BOMpOCaXx;

- MOMOXEHUS O CTPYKTYPHbIX NoApasdenieHnsx yupexaeHus, cogepxawme ceeeHns o
KaTeropusax rpaxgaH, obcnyxmBaemblX TeM WU WHbIM NogpasgesieHneM, CTosWwmMX nepes
HUM 3ajavax, Cpokax M YCroOBUSAX OOCMYXUBaHUS rpaxnaH, CBeAeHUd O AOMOSNHUTENbHbIX
AOKyMeHTaX, HeobxoauMMbIX ONs 3a4ncreHna Ha obcnyxuBaHWe B AaHHOe nogpasgernieHve,
CBeEeHUS O KONMYecTBe COTPYAHUKOB noapasaeneHuns, X OCHOBHbIX 0053aHHOCTAX U T.4.;



- pyKoBOACTBa, CnyXebHble WHCTPYKUMW, npaBunia, MeTOOMKM  TEXHOSOMN,
npegHasHavyeHHble NS pernamMeHTMpoBaHUSA  npouecca  NpeaocTaBfieHUs  YCIyr,
onpegeneHnss mMetodoB (cnocoboB) MX NpedoCTaBfeHUs U KOHTPOSis, a Takke [Ans
COBEpPLLEHCTBOBAHUSA paboThbl yupexaeHus;

- [JOKyMeHTauusi Ha obopygoBaHue, npubopbl M annapaTypy, CrnocobCTByloLas
obecnevyeHnto X HopManbHOW 1 BGesonacHon akcnnyataunmn, obCnyxmBaHus U NogaepXXaHns
B paboToCnocobHOM COCTOSAHUU;

- HauuoHarnbHble CTaHgapTbl coumnanbHOro obecnyxmBaHua HaceneHns B Poccunckon
depgepaummn, cocTaBnsalLWME HOPMATMBHYKO OCHOBY MNpakTMyeckon paboTbl yypexaeHus B
obnactu NnpegocTaBnaeMbIX KNMeHTaM CoLmanbHbIX YCNYT.

B 3aBMCMMOCTM OT TOro, HACKOSMbKO KayYeCTBEHHO COCTaBfieHbl 3TW [OOKYMEHTHI,
HaCKONbKO KBanMMUUUPOBAHHO U YETKO WU3MNOXeHbl B HUX OOSI3aHHOCTM, Mpasa, MOpPSAoK
BbIMOSTHEHMS Pa3NUYHbIX Mpoueayp Npyv NpeaocTaBneHun ycnyr u  gpyrme  yHKUMM
nepcoHana, 3aBucuUT aPPEKTUBHOCTb PaboThl yYpEXOAEHNA U KayecTBO MpenocTaBnsieMblX
UM YCIyT.

YKasaHHble [OOKYMEHTbl [OSPKHbl COCTaBfiATb OCHOBY [AOKYMEHTauuW CUCTEMb
KayecTBa ydpexaeHus. B npouecce hopMMpoBaHNA CUCTEMbI Ka4eCcTBa OHU MOTYT ObITb MpK
HeobX04MMOCTM OTKOPPEKTUPOBAHbLI C LIESbI0 NPUBEAEHUS UX COOAEPXKaHUA B COOTBETCTBUE C
TpeboBaHUAMU, NPeaBABASEMbIMA K HAM KaK K YacTu AOKYMEHTaLUN CUCTEMbI Ka4yecTBa.

5.2.2 Ycnosua pasmelleHus ydpexaeHus, obecneumarowime ero 3apPeKTUBHYH
paboTy, OOMKHbI ObITb CAeaYLWNMMU:

- yyYpexgeHue u ero CTPYKTYpHble noapasfeneHusl OOSMKHbl OblTb pasMelleHbl B
cneuunanbHO npegHasHa4YeHHOM 34aHuW (34aHnAX) UK NOMELLEHUNAX, AOCTYMHbIX ASs BCeX
Kateropun obcnyxuMBaemblX rpaxgaH, B TOM 4ucne [gns WHBANMAOB W ApYrux
ManomMobunbHbIX rpynn Hacenenus. [lomelleHnss [OMKHbl ObiTb oGecneyeHbl BcemMM
cpeacTBamMm KOMMYHanbHO-6bITOBOro 06Cny>XMBaHUs 1 OCHaLLEHbl Tene(OHHON CBA3LIO;

- MO pas3MepaM U COCTOAHMIO MOMELUEHUS [OOSMKHbl OTBevaTb TpeboBaHUsM
CaHUTapHO-TUIMEHNYECKMX HOPM M NpaBusl, 6e30nacHOCTN TpyAa U AOMMKHbI ObiTh 3aLMLLEHbI
OT BO34eNCTBUA (DakTOpPOB, OTpULATENBHO BAUSAIOLLMX HA KAa4ecTBO NpeaocTaBnseMblX yCryr
(noBbIWEHHbIE TEMMepaTypa BO3ayxa, BraXHOCTb BO3ayxa, 3anblfIeHHOCTb, 3ara3oBaHHOCTb,
Wwym, Bubpauma n 1.4.);

- nnowagb, 3aHMMaeMasa ydpexaeHueMm, [OOfbKHa  MO3BOMATb  HOpMaribHoe
pasMeLLeHne nepcoHana, KIiimeHToB 1 NpeaocTaBneHne UM ycnyr.

B cBA3nM ¢ aTMm npu paspaboTke CUCTEMbl KavyecTBa YYpexaeHWa AOO0SDKHbl ObiTb
npegycMOTPeHbl Mepbl, HanpaBfieHHble Ha COo34aHue unuM noggepXkaHue YNOMSHYTbIX
YyCroBUi, a NPy HEOBXOOMMOCTM Y BO3MOXHOCTU - Ha UX YNyYLUeHue.

5.2.3 Bonpocbl yKOMNIEKTOBAHHOCTU  Y4YpeXAaeHus  chneunanuctamm U UX
KBanudumkaumm Takke OOIMKHbl HaWTU OTpaXeHWe B CUCTEME KavecTBa Kak OAMH M3
BaXXHENLLMX (PaKTOPOB, BMSIOLMX HA KA4eCTBO YCIyr.

B yncne takmx BonpocoB, NoAnexalimMx peLleHnto B paMmkax CUCTEMbI KayecTBa, MoryT
ObITb:

- NosiHasi yYKOMMEKTOBAHHOCTb YYpexaeHus HeobxoguMmbiMM crneuuanuctamn B
COOTBETCTBUM CO LUTATHbIM pacnncaHnem;

- nogbop crneumanucToB C COOTBETCTBYHOLLMM oOpasoBaHWeM, KBanudukauunen,
npodgeccuoHanbHOM NOAroTOBKOM, 0bnagatowmx 3HaHUAMU U ONbITOM, HEOOXOoAMMbIMKU ONs
BbIMOSTHEHMSI  BO3MOXEHHbIX Ha HUX 00S3aHHOCTEN; MOCTOSAHHOE  MOBbIWEHUE  UX
kBanudmkaumm y4ebon Ha Kypcax nepenofroToBkM 1 NOBbILLEHUST KBANMAUKALUN UITN UHBIMU
crnocobamu;

- yeTkoe pacnpefeneHne ob6a3aHHOCTEN CNeLNanmncToB, U3NOXEHHbIX B AOMKHOCTHbIX
WHCTPYKLMSX, METOOUKAX U APYTMX AOKYMEHTaX, pernamMmeHTUpyrLWwmnx nx o6sa3aHHOCTX, npaBa



N OTBETCTBEHHOCTb;

- obsA3aTenbHasn aTTecTayus cneynanmcToB B yCTaHOBIEHHOM MOPSAKE;

- BOCMUTaAHME y BCEX COTPYOHMKOB YYPEXOEHUSI BbICOKMX MOPanbHbIX U
MOpanbHO-3TUYECKMX KayecTB, 4yyBCTBa OTBETCTBEHHOCTU " HeobxoauMocTn
pyKkoBOACTBOBATbCS B CBoenW paboTe C  KAMEHTaMuM  MNpUHUMNaMM  ryMaHHOCTM,
crnpaBennMBOCTM, OOBLEKTUMBHOCTM U O06poXenaTenbHOCTU, yy4nTbiBask uUX U3nNYeckoe u
NCUXMYECcKoe COCTOSHUE;

- NPUHATUE MEpP K HEAONYLLEHMIO pasrnalleHns COTPYAHMKAMM yuYpeXxaeHns CBeaeHni
NIMYHOrO XapakTepa O KnuMeHTax, Mbo 3T CBEAEHUSA COCTaBMAKT CNyXeOHyto TalHy M 3a UX
pasrnawieHMe BWHOBHble HECyT OTBETCTBEHHOCTb B  nopsigke,  YCTaHOBIIEHHOM
3akoHogaTenbcTBoM Poccuinckon degepauumn.

5.2.4 [ns Ka4yeCTBEHHOro nNpPeaoCTaBEHNA YCNyr yuvpexaeHue OOSMKHO ObiTb
OCHalleHO cneumanbHbiM WM TabenbHbiM 06OpyAOBaHMEM, annapaTypon u npubopamu,
oTBevYarLwmumMm TpeboBaHMAM COOTBETCTBYIOLLMX CTAaHOAPTOB, TEXHUYECKUX YCITOBUN, OPYruX
HOPMAaTUBHbIX AOKYMEHTOB M o6ecneuynBaoLMMm Haanexallee ka4ecTBo NpegoCTaBnsieMbliX
YCIyr.

MoaToMy B CUCTEME KayecTBa Y4ypexaeHust [OOIMKHbl ObiTb  NpeayCcMOTpEHbI
MEpPONPUATUSA, HanpaBleHHbIe Ha TO, YTOObI:

- obopygoBaHue, Npmbopbl 1 annapaTtypa UCNONb30BafMCb CTPOro No Has3Ha4YeHuo B
COOTBETCTBUMN C AOKYMEHTaUuen Ha ux oyHKUMOHMPOBaHNE U KCMyaTauuio, CoaepXXanuch B
TEXHUYECKN MCMPABHOM COCTOSIHMM, KOTOPOE cUcTemaTmyeckm bl NpoBeEPSNOCh;

- HeucnpaBHoe obopygoBaHue, npubopbl W annapaTypa, gawowue npu pabote
COMHUTENbHbIE pe3ynbTaTbl, CBOEBPEMEHHO CHMMANUCb C 3KCNyaTtauun, 3aMeHaNncbL Unm
PEMOHTMPOBANUCL (€CNM OHWM MnoAnexaT PeMOHTY), a MNPUrOAHOCTb OTPEMOHTUPOBAHHbIX
noaTeepxaanacb Ux NPOBEPKOMN.

5.2.5 Bonpocbl nHhopmMaumnm OOMmKHbI SBNSATLCA COCTAaBHOM YacTblo CUCTEMbI KayecTBa
yuypexaeHusl, Tak kKak 6e3 npaBuibHO OpPraHM3oBaHHOM WMHGOPMAaLUMOHHOM pPaboThbl
HEBO3MOXHO 06ecneynTb KayecTBO NpeaoCcTaBNAeMbIX YCNyr, COOTBETCTBYIOLLEE 3anpocam U
HY>XdaM KIMEHTOB.

CocTosiHne uHdopmauum 00 ydpexgeHun u npaswunax npegocTaBfeHns UM ycnyr
AOSMKHO cooTBEeTCTBOBaTb TpeboBaHnaM PeaepanbHoro 3akoHa Poccunckon ®epgepaumn "O
3awmTe npae notpebutenen".

B OoKkymeHTauMmM cCuUCTEMbl KayecTBa YYpEeXOEeHUM [OIMKHbl OblTb  M3MOXKEHbI
cnegytouwme TpeboBaHNA K MHGOPMALMK:

a) ydypexgeHme o00s3aHO [OBOAUTL A0 rpaxpgaH CBOE€ HauMeHOoBaHWe U
MeCTOHaxoXaeHne nobbiM cnocobom, NpeayCMOTPEHHbIM 3aKoHoA4AaTeNbLCTBOM Poccuiickon
depepaumn, npegocTtaBnsaATb Mo TpeOOBaAHUIO KIMMEHTOB HEOOGXOAMMYK M LOOCTOBEPHYHO
NMHOpMaLMIO O BbIMOSTHAEMbIX YCIyrax, NO3BOMSOLLY0 UM caenaTb KOMMNETEHTHbIV BbIOOP;

0) coctaB nHgopmaummn o6 ycnyrax (B coorBetcTBun ¢ PegepanbHbiM 3akoHoMm "O
3awmTte npas noTpebutenen") gormkeH BKYaTb B cebs:

- NepeYeHb OCHOBHbIX YCIyr, MpeAoCTaBNAEMbIX yYpexXaeHneMm;

- XapaKkTepuUCTUKY Kaxkgow ycnyru, obnactb ee npeaocTtaBreHnss U 3aTpaTbl BpEMEHU
Ha ee NpeaoCTaBeHNE;

- B3aMMOCBA3b MeXAy KayeCTBOM YCIyrM, YCroBUSIMA ee MNpefoCTaBfeHus u
CTOMMOCTbIO;

- BO3MOXHOCTb MOSTy4YEeHMsI OLEHKN KayecTBa YCryrn CO CTOPOHbI KITMEHTA;

- yCTaHOBMEHME B3aMMOCBS3M MeXay NPeanoXeHHOW YCryrom wu peanbHbIMU
NoTPeObHOCTAMM KINNEHTA;

- NpaBuna 1 ycrnosusi 3oeKTUBHOIO 1 6€30MacHOro NCNoNb30BaHUSA YCNYT;

- rapaHTUHble 06a3aTeNbCTBA YYPEXAEHUS - UCMIONHUTENS YCNYT;



B) WH(opMauma [ormkHa OblTb [OCTOBEpPHOM W nonHow. Ecnu npepocTtaBneHue
HeOCTOBEPHOM UMW HEeOOCTaTOYHO MOMHOM MHopMaLmn o6 ycnyre NOBMEKNO NpUYMHEHWE
Bpeda >XW3HW, 340POBbID WM UMYLLECTBY KAMEHTa couunanbHOM Ccnyx0Obl (Bcrneacreve
NPOU3BOACTBEHHbIX, PeLenTypHbIX U WHbIX HEAOCTATKOB YCryrn), OH BnpaBe npeabsBUTb
yuypexaeHuto TpeboBaHus 0 BO3MELLLEHUN NPUYNHEHHOTO Bpeaa.

6 [lokymeHTanbHoe ocpopMneHne cMCTeMbl Ka4yecTBa

6.1 Cuctemy kadectBa O(opMnsalOT B BUOE KOMMSEKTa OOKYMEHTOB (pPyKOBOACTB,
NOSTIOXXEHNIN, MHCTPYKLMA, METOOUK U T.4.), B KOTOPbIX YCTaHaBNMBalT TpeboBaHus K cucteme
KayecTBa yuYpexaeHus B LefiOM U K ee COCTaBHbIM YacTsiM, YKa3aHHbIM B 4.2.

CTteneHb OOKYMEHTUPOBAHHOCTU CUCTEMbI KayeCcTBa PasfnyHbIX YYPEXOEHUN MOXeT
OTNM4yaTbCH B 3aBUCUMOCTM OT:

- pasMepa 1 npegHasHadeHnsa yypexaeHus, xapaktepa n odbbema npeaocTaBfisieMblX
ycnyr, Kateropum ob6cnyxmMBaemoro HaceneHus;

- CIMIOXXHOCTWM npouecca No NpeaoCcTaBEHUIO YCAYT;

- KOMNeTeHUMN nepcoHana y4ypexaeHus.

[okymeHTaums MoxeT ObITb Ntobon dopmbl 1 Ha Ntobom HocuTene.

6.2 [JokymeHTauMss CUCTEeMbl KayecTBa [LOSmKHa O(OpMASATLCS Kak cOCTaBHas 4acTb
BCEN AOKYMEHTaUUM y4pexaeHusi U yTBEp>K4aTbCH B YCTAHOBNEHHOM MOpsiaKe.

6.3 OCHOBHbIM [JOKYMEHTOM CUCTEMbI KayecTBa yuypexaeHus asnaetcs PykoBoacTBo
no Ka4ecTBy.

B Hem n3naratoT obwee onnucaHme cnucteMbl Ka4ecTBa NPUMEHUTESNBHO K KOHKPETHOMY
yuypexneHuto, pasbsaCHAKT MNOMUTUKY ydpexaeHna B obnactm kayectBa, oOTpaxarT
OpraHM3auUmMoHHY0 CTPYKTYPY CUCTEMbI KayecTBa, 3adadn U (PyHKUMM nogpasgeneHvin u
cnyx6 yuypexaeHus B ob6nactn kadecTtsa, NPMBOAST CBEAEHUS O KOMMNIEKTE JOKYMEHTOB BCEX
YPOBHEN,  COCTaBNSAOLWMX  HOPMATMBHO-MeToAM4Yeckyto 6asy  cucTeMbl  KavecTsa,
yCTaHaBnuBalT NopsgoK BHeAPEHUS, (PYHKLNMOHMPOBAHUS U KOHTPOMSA CUCTEMbI KadecTBa.

6.3.1 MNonutnka B obnactn kayectBa OOSMKHA NpeacTaBnATb COOOM OCHOBHbIE Lenw,
3agadm u NpUHUMNbLI OeATENbHOCTU yypexaeHus B obractnm kadectBa, OOKYMEHTaslbHO
0doopMIIEHHbIE N NPUHATBIE K 0693aTeNbHOMY BbIMOSHEHUIO B YYpEXOEHUMN.

6.3.1.1 Uenu nonntnkn B 06nactn kayecTsa OOSTKHbI OTpaXKaTb criegytoLimne Bonpochl:

- obecnevyeHne MNOCTOSIHHOrO YAOBMETBOPEHUSA KIIMEHTOB MNpedoCcTaBnsieMbIMU
ycnyramu;

- noBbllWeHWe KayecTBa ycnyr u 3¢dEKTUBHOCTU (pe3ynbTaTUBHOCTU) KX
npeaocTaBfeHns:;

- NpUHATUE NpohUNakTUYECKUX Mep MO MpeaynpexaeHuto unm yperynupoBaHuio
NPeTeH3nn n xanob KNNMeHTOoB;

- NpoYne BOMPOChHI, OTpaxatoLmne cneunguky 4esaTenbHOCTU yUpexaeHus.

CopepxaHue OCHOBHbIX 3a4ay U NPUHLMMIOB AEATENIbHOCTU yyYpexaeHus B obnactu
KadecTBa npuBeaeHo B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsagy ¢ nogpobHbIM n3noxeHnem Lenen, 3agay v npuHumnos B PykoBoacTtee
Nno KayecTBYy yupexaeHus OOSMKHbl OblTb YeTKO onpeaeneHbl N chopMynmpoBaHbl NOPSA0K U
cnocobbl (MeToabl) X peanusauyumu.

6.3.1.3 OTBETCTBEHHOCTb 3a MNOSIMTUKY B 00MNacTu KadecTBa HeceT pyKoBOAUTEIb
yupexneHusi.

OH pomkeH obecneynTb pasbsCHEHME W OoBedeHMe 3TOM NOMAUTUKM A0 BCero
nepcoHana ydpexaeHus, 4eTKo onpeaenutb MOMHOMOYMS, OTBETCTBEHHOCTb W MOPSA0K
B3aMMOAENCTBMS BCEro nepcoHana Yy4ypexaeHusi, OCYLLEeCTBISIOWEro pykoBOACTBO,



NCMOSHEHME YCYyr U KOHTPOIb AeATENbHOCTU, BNSIOLWEN HA KAYeCTBO YCIyr.

6.3.1.4 B dhopmmpoBaHnn NONNTUKN B 0611aCTN KayecTBa LOSMKHbI MPUHUMATL ydacTue
BCE PYKOBOAUTENWN, OCYLLIECTBIISIOLME YNpaBeHne yYpexaeHnem.

6.3.1.5 lMonutuka y4pexgeHuss B obnactm kKayecTBa [OSfKHa OXBaTbiBaTb BCe
HanpaBneHnsa ero OesiTeNibHOCTU, COOTBETCTBOBATb MOTPEOHOCTSIM U 3anpocam KIMEHTOB,
cnocobCcTBOBATH YYYLWEHUIO COUMArnbHbIX U 3KOHOMUYECKUX MOoKasaTenen yypexaeHus.
Monutuka [OorfmkHa cogepxaTb Takke 0083aTenbCTBO  PYKOBOACTBA  YUpPEXOEHMS
OCYLLECTBNATb MOCTOSAHHOE YNyYLleHne KadecTBa 00Cy>KMBAHUS KITMEHTOB.

6.3.1.6 lMonuTtuka y4ypexaeHns B obracTu kadecTBa AOS/MKHA BHEOPSATbLCA BO BCEX
CTPYKTYPHbIX NOoApasaeneHunsix y4pexaeHnsa n perynsapHo noasepratbCa aHanuasy Ha npegmeT
ee MNOCTOSAHHOW aKTyanbHOCTU U MPUrOAHOCTN.

6.3.1.7 Peanusaumsa nonutukM ydpexaeHuss B obnactm kadectBa [JOSKHa ObITb
obecneyeHa HeobOxoguMmbiMM pecypcamu  (KagpoBbIMW,  MaTepuasribHO-TEXHUYECKUMU,
MHPOPMALNOHHBLIMU N OPYTUMMU).

[ns BbINOMHEHUS MPUHATOM Yy4YpeXaeHuem nofMTUKM B obnactu KadecTBa nepej
nogpasgeneHnsMmn n cnyxbamum yypexgeHus CTaBATcs 3aJadn Ha KOHKPETHble MiaHoBble
nepuwoabl W nNpu  HeOBXOAMMOCTM CBOEBPEMEHHO YTOYHSATCA W KOPPEKTUPYHOTCH
PYKOBOACTBOM YYpeXOEHUS.

6.3.1.8 B yuypexgeHun [JOfmKHblI NPOBOAUTBCA MeponpuaTus, obecneyunsBarowime
NOHUMaHWe, NoAAEPXKKY N peanuaaumio NonnTUKN B 0b6nacTn kavyectsa BCEMU COTPYAHUKaAMM
yupexneHusi.

6.3.2 OpraHmnsaunoHHasi CTPYKTypa CUCTEMbI kKayecTBa MOXeT ObiTb NpeacTaBrieHa B
BMnae cxembl (C HeOb6XoAMMbIM MOSICHEHMEM), HA KOTOPOW LOSMKHbI OblTb M300OpaXkeHbl Bce
CTPYKTYpHble NoapasfeneHunsi, HernocpencTBEHHO yyacTBylLWMe B NpeaocTaBfieHun ycnyr
nnn obecneuymBatome nx NnpegocTaBrieHmne.

B nosicHeHun Kk cxeme OMMKHbI BbITb OTpaXeHbl 3a4aun, PyHKLUMM U OTBETCTBEHHOCTb
BCeX nogpasgenieHnn un cnyxb ydpexageHna B obnactu kayectsa v npuBeneHbl CBeAEHUS O
AOKyMeHTax BCeX YpPOBHEMN, KOTOpble OOMKHbI COCTaBMASATb HOPMATMBHO-MeTOANYECKyo 6asy
CUCTEMbI Ka4yecTBa y4pexaeHus.

CsBefeHnss 0 OOKyMeHTax MoryT OblTb MpeacTaBfeHbl B BUAE CaMUX [OKYMEHTOB,
pa3paboTaHHbIX BHOBb (MonnTUKa B obractu kadectBa v AOp.) WM yxe OENCTBYIOLWMUX B
yypexageHmm (NonoXeHus, WHCTPYKUMW, MeTOOMKW, PYKOBOACTBA, Mpasuna v T.4.), HO
OTKOPPEKTUPOBAHHbIX NP HEOBXoaMMOCTM B Uensx 6osiee nosiHoro yyeta B HUX BOMPOCOB
KadecTBa, MMbBo B BUAE CCbISIKM Ha 3TN OOKYMEHTbI C MHGopMaumnen o6 nx npegHasHayeHum u
KpaTKOM CoOep>KaHUM.

6.3.3 [okymeHTauuMsi CUCTEMbl KadecCTBa YyypexdeHus [OOoS/MKHA  MOCTOSIHHO
nogaepXxuBaTtbcs B pabovyem COCTOsIHUM; yCTapeBLUas JOKYMEHTaUmMs A0SMKHA CBOEBPEMEHHO
M3bIMaTbCA U 3aMEHATLCSA HOBOMW.

7 OpraHusauus paboTbl No Ka4yecTBy

7.1 MonNnHOMO4YMA U OTBETCTBEHHOCTb NepcoHana

7.1.1 B cucreme kKadectBa yypexgeHna OOJDKHbI ObITb 4eTKo onpepnerneHbl
NOSIHOMOYNS, OTBETCTBEHHOCTb W B3aMMOAENCTBUE BCEro nepcoHana Yy4dpexaeHud,
ocyulecTendrowero pykoBOACTBO pa60T0|7|, npegocrtaBlieHne ycnyr n KOHTPOJ1b
DEeATeNnbHOCTU, BNSAIOLLIEN HA KAYECTBO YChyr.

9710, B nepeyr o4epenb, AOOJKHO OTHOCUTBCA K o6cny>K|/|Ba+ou_lemy nepcoHarny,



AeATeNbHOCTb KOTOPOro CBsi3aHa C BbIMOMHEHWEM TakuX npouenyp, Kak BblSBNEHUe
npeTeH3Mn wn Xanob KIMeHTOB, nNpoBeAeHMEe MEPOonpUATUA MO  YCTPAHEHUO  UNu
npegynpexaeHnto HeOCTaTKOB, KOHTPOSIb BbINOSHEHNSA 3TUX MEPONPUSATUN.

7.1.2 B y4pexgeHun JOMKHO ObITb Ha3HaA4YeHO OTBETCTBEHHOE NUUO (NpeacTaBuTenb
PYKOBOACTBA) M3 4YUCNa pyKoBOAUTENEN YYPEeXOAEeHUs, KOTOpOe He3aBUCUMO OT ApYyrnx
BO3JTIOXXEHHbIX Ha Hero o06s3aHHOCTEN AOSPKHO OTBeYaTb 3a Hagfiexallee BbINOSIHEHNE
TpeboBaHUN, YCTAHOBSIEHHbIX HACTOALWMM CTaHAAPTOM, U UMETb NOSTHOMOYUS ONS:

- obecneyeHns paspaboTkm cCUCTEMbl KayecTBa, e€e BHeApeHus U nogaepxaHus B
paboyem cocTosiHUK;

- npeacTaBfeHns OTYETOB PYKOBOAUTENIO YyYpexaeHust O  (OYHKLUOHMPOBaHMU
CUCTEMbI KayecTBa C LEefbl0 ee aHanmMsa U MUCNOoJSib30BaHUS MOMYyYEHHbIX pe3yribTaToB Kak
OCHOBbI 4151 COBEPLLUEHCTBOBAHUSA 3TON CUCTEMBI.

7.1.3 YuypexgeHuve 4OMKHO YCTaHOBUTL MNOPSAOK pa3paboTku (Ui KOPPEKTUPOBKK, NpU
HeobX04MMOCTH), PaCCMOTPEHUS, YTBEPXKAEHUS N BEOEHUS BCEX LOKYMEHTOB, OTHOCSALLMNXCH
K CUCTEME KayecTBa, a Takke nopsagok obecnevyeHnsa nmu.

7.2 BHyTpeHHMe NPOBepPKM CUCTEMbI KayecTBa

7.2.1 B cucteme kayecTBa yupexneHust 4osmkeH ObiTb pa3paboTaH 1 nogaepKmBaTbCs
B paboyeM COCTOSIHMM NOPSAOK NPoBeAeHUs BHYTPEHHUX MPOBEPOK kayvecTtBa. BHyTpeHHue
NPOBEPKN CUCTEMbI KayecTBa YYPEXOAEHUS MNPOBOAAT C LEenbl pPerynsipHon OueHKu ee
3PPEKTUBHOCTM U COOTBETCTBUS YCTAHOBIIEHHbIM TpeboBaHUAM, a Takke ANA NonyYeHus
WHGopMauumK, Heobxogumon aOns obecneveHna 3PAHPEKTUBHOIO (PYHKLUMOHMPOBAHUS 3TOM
CUCTEMDI.

7.2.2 OTBETCTBEHHbIM NULOM 3a OpraHu3auuio 1 npoBedeHne MPOBEPKU CUCTEMBI
KayecTBa yuypexaeHus pormkeH ObiTb npeacTaBuTenb PYKOBOACTBA, OTBETCTBEHHbLIA 3a
CcUCTEMy KadecTBa.

7.2.3 OTBETCTBEHHbIMWU UCMOMHUTENSIMU MO NPOBEAEHUIO MPOBEPOK PEKOMEHOYyeTCS
HasHayaTb pykoBoauTenen nogpasgeneHnn, 3PEPEKTUBHOCTL U KayecTBO OeATenbHOCTU
KOTOPbIX 3aBUCAT OT Ka4yeCcTBa AeATeNIbHOCTN NPOoBepAeMbIX NoApasaeneHni.

7.2.4 3(pheKTMBHOCTb CUCTEMBI KavyecTBa ydpexaeHnsa onpenenstoT no pesynbtatam
ee OLIEeHOK, Nnosly4aeMblx npu nposepkax.

7.2.5 B npouecce npoBepKkn CUCTEMbI Ka4ecTBa yupexaeHun (M ee CocTaBHbIX YacTen)
OCYyLLEeCTBNAOT:

- KOHTPOSIb COOTBETCTBUA CUCTEMbI KavyecTBa TpeboBaHMAM HaCcTosILero ctaHgapTa u
AOKyMeEHTauuMmM Ha Hee;

- aHanuM3 M OLEHKY COCTOSIHMS (OYHKUMOHWPOBAHUS CUCTEMbl KadecTBa B LESOM U
OTAENbHbIX €e COCTaBHbIX YacTen;

- aHanmM3 COOTBETCTBUA nNpenocTaBnsieMblX ycnyr TpeboBaHMsM HOPMATUBHbLIX
AOKYMEHTOB;

- @aHanm3 N OUEHKY pe3yrnbTaToB paboThbl yupexaeHus B obnactu kayecTsa yCnyr;

- BblpabOTKy KOpPPEKTUPYKOLUMX OENCTBUW, HaMpaBfeHHbIX Ha YyCTpaHeHue
HeLOCTaTKOB, BbISBMIEHHbLIX B MpoLecce npefoCTaBfieHuUsl yCnyr, U COBEpLUEHCTBOBaHME
CUCTEMbI KayecTBa.

7.2.6 TllpoBepkn cuCTeMbl KayecTBa YYpexaeHun MoryT OblTb MNAaHOBbIMA U
onepaTuBHbIMN.

[MepnogMyYHOCTb NIaHOBLIX NPOBEPOK yCTaHABNMBAKOT B 3aBMCUMOCTUN OT pe3yNnbTaToB
aHanusa KkadecTBa YCIyr.

OnepaTtuBHyO NPOBEPKY CUCTEMbl KadecTBa WKW OTAENbHbIX €€ COCTaBHbIX YacTen



NpoBOOAT B CrydYae pes3Koro YXyALIeHWs nokasaTenen, XapaKTepuaylLlmnX KOHeYHble
pesynbTaTbl paboTbl MO obGecrneyYeHuo KadecTBa YCryr, NpeaoCTaBfsAeMbIX KaKuM-NMGo
nogpasfeneHneM WnuM y4dpexaeHnemM B LENoM, B crnyYyae oOueHKM OdPDEKTUBHOCTU
KOPPEKTUPYIOLLIMX OEVACTBUIN, a TakKe NpU 3HAYUTENbHbIX USMEHEHUSX opraHusauumM paboT u
TEXHOINOIN NPegoCTaBNeHNs YCryr, oTpuUUAaTeNbHO BNUAIOLWMNX HA UX Ka4eCTBO.

7.2.7 Tlocne OKOHYaHUS BHYTPEHHeWN MpoBepku ee pesynbTaTbl 0OpPMNAIT B Buae
oTyeTa O COCTOSIHUM CUCTEMbl KayecTBa, B KOTOPOM OTpaawT [aHHble aHanuaa
COOTBETCTBUS TMoOKasaTenen W pe3ynbTaToB [OeATenbHOCTU y4ypexaeHusas B obnactu
obecnevyeHns kayecTBa NpeaoCcTaBnAeMbIX YCNyr yCTaHOBMNEHHbIM TpeGoBaHUAM.

7.2.8 PesynbTaTbl NPOBEPOK CUCTEMbI KAYecTBa YUYpexaeHuin SABNATCS OCHOBaHUEM
ANA pas3paboTkvM U peanusauuv MeponpusaTUin Mo ee COBEpLUEHCTBOBaHMWIO, Mo pa3paboTke
HOBbIX METO[OB W CPeACTB ynpaBfeHUs KayeCcTBOM MNpeaoCTaBnsembiX YCNyr, YryylleHuo
cocTaBa 1 cofiep)KaHnst HoOpMaTUBHONM JOKYMEHTALMM Ha CUCTeMY KayecTBa.

7.3 NMoagroTroBKa KagpoB

7.3.1 B y4ypexgeHun pomkeH OblTb paspaboTaH, AOKYMeHTanbHO OopMMeH WU
YTBEPXOEH MfaH MeponpuaTMiA No noarotoke (OByyYeHWto, MOBbLILWEHUIO KBanudukaumm,
aTTecTtauuu, CTaXxmpoBke M T.4.) NepcoHana, BbiNofHswwero paboTbl, HenocpenCTBEHHO
BNUSAIOLLME HA KQ4YeCTBO YCANYT.

7.3.2 NogroToBKOW NepcoHana goMMKHbI OblTb OXBayYeHbl BCE COTPYAHUKN yuYpexaeHus,
HernocpeaCcTBEHHO BIUAKOLWINE HA Ka4yecTBO YCIyr, BKIOYas PYKOBOAALMWA COCTaB BCeEX
YPOBHEWN.

7.3.3 lNpwn paspaboTke n peanusaumm NnNaHoB MepPONPUATUI MO NOAroTOBKE KagpoB
HeobX0OMMO Yy4YuTbiBaTb M3NOXEHHble B 5.2.3 dakTopbl (KpuTepuun), Kacarwmecs nopsiaka
paboTbl CO crneumnanmucTammn yupexaneHus.

7.4 AHanu3 d)YHKLI,VIOHMpOBaHMSl CUCTeMbl KavdeCTBa PyKoBOACTBOM yupexaeHuns

7.4.1 Cwuctemy kadecTBa nMepuvoandecku [OOSMKHO aHanuauMpoBaTb pPYKOBOACTBO
ydypexgeHus gns  Toro, 4tobbl MOXHO Obino ybeamtbcA, 4YTO OHa YyaoBneTBopsieT
npegbsaBrseMbiM K Hen TpeboBaHSAM U 3 eKTMBHA.

7.4.2 AHanuM3 [OoSmKeH BKMAYaTb OUEHKY pes3ynbTaTOB BHYTPEHHUX MNPOBEPOK,
NPOBOAMMBIX HEenocpeacTBEHHO PYKOBOACTBOM WM NpeacTaBUTeneM  PyKOBOACTBA,
OTBETCTBEHHbIM 3a PYHKLMOHNPOBAHNE CUCTEMbI KAYeCcTBa y4pexaeHus.

Pesynbtatel NogobGHbLIX aHanu3oB WUCMONb3YT AN MOATBEPXKOEHUA OOCTUMXKEHUS
Tpebyemoro kadecTBa U 3(PPEKTUBHOCTU PYHKLMOHNPOBAHUSA CUCTEMBI.

7.5 KOHTpOnb U oLeHKa Ka4yecTBa ycnyr

7.5.1 Mpu KOHTPOME U OLEHKe Ka4ecTBa YCNnyr y4pexaeHne A0MmMKHO:

- npoBepsTb W UWAEHTUUUMPOBATb YCIyrM Ha COOTBETCTBME HOPMAaTUBHbLIM
AOKYyMEHTaM, PernaMeHTUpYLLMM UX NpeaocTaBneHune;

- ob6ecneunTb CaMOKOHTPOSb NepcoHana, NpeaoCTaBMsLWEro YCyri, Kak COCTaBHYH
YyacTb npoLiecca KOHTPOs;

- obecneunBaTb NPUOPUTET KIMMEHTOB B OLIEHKE KayecTBa YChyr;

- NpaKkTUKoBaTb B YYPEXOEHWUM PEryrnsipHYld OLIEHKY CTerneHW YOOoBreTBOPEHHOCTM
KMMEHTOB ycryramu nyTem npoBeaeHnst COLMONOrMYECKMX ONpPOCOB.



7.5.2 CpaBHEHMEe OLEHOK KIMEHTOB W WCMOMHUTENeW ycnyr crnegyeT npoBOAWUTb
NOCTOSIHHO, 4YTOObl OLIEHUTb COBMECTUMMOCTb [BYX Mep WX KadecTBa, npoBecTu (npu
HeoOXOAMMOCTM) KOPPEKTMPYOLWNE OEWCTBUS W ONpenenvTb, HacKONbKo AesiTeNbHOCTb
UcrnonHuTenen ycnyr oteevaeT NnoTpebHOCTSIM 1 3anpocaM KIMEeHTOB.



