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HaunoHanbHbIK ctangapT P® NOCT P 52497-2005
"CoumanbHoe obcnyxmnBaHme HaceneHus. Cucrema KavyecTsa yupeXxgeHUm coumanbHOro
ob6cnyxuBaHna"
(yTB. npukasom PeneparnbHOro areHTCTBa N0 TEXHUYECKOMY peryfiupoBaHuIo 1
meTporsorum ot 30 aekabps 2005 r. N 534-cT)

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

[ata BBegeHna 1 ausapa 2007 r.
BeeneH Bnepsbie

1 O6nacTb npMMeHeHuns

HacTtoswmin ctaHgapT pacnpoCTpaHSAEeTCs Ha coumanbHoe obCnyXMBaHWE HaceneHust u
yCTaHaBnuBaeT TpeboBaHMA K CUCTEME KayecTBa YUpPEXOEHWA coumarnbHOro obCcnyxmBaHus
(nanee - ydpexaeHusi), NpegoCTaBNAKLWMX coumanbHble yCnyri (ganee - ycnyri) pasnuyHbiM
KaTeropvsam HacerneHus, okasaBLUMMCH B TPYLHOWN XU3HEHHOW CUTyaLuN.

CrangapT paspaboTaH C Lenbio ero Ucrnonb3oBaHus B kayectBe 6a3oBOM HOPMaTMBHOM
OCHOBbl Mpu pa3paboTke CUCTEM KayecTBa KOHKPETHbIX YYPEXOAEHUA NPUMEHUTENbHO K
crneuundurke nx eaTenbHOCTH.

2 HopmaTuBHbIe CCbINKU

B HacToswem cTaHgapTe WUCNonb3oBaHbl HOPMATUBHbBIE CCbINKM Ha cnegyowme
cTaHaapThbl:

FOCT P 50646-94 Ycnyrn HaceneHuto. TepMuHbl 1 onpegeneHuns

FOCT P 50691-94 Mogenb obecneyeHus kayectsa ycnyr

FAPAHT: [Mpukasom PocctanHgapta ot 6 ceHTabpa 2013 r. N 875-ct TOCT P 50691-94
oTMeHeH ¢ 1 sHBaps 2015 r. B cBa3m ¢ BBegeHmem B genctemne FOCT P 50691-2013

FOCT P 52142-2003 CoumanbHoe obcnyxmBaHue HaceneHus. KauyecTBo coumanbHbIX
ycnyr. O6Lwme nonoxeHuns

FOCT P 52143-2003 CoumanbHoe ob6cnyxuBaHne HaceneHusi. OCHOBHble BUAbl
coumanbHbIX ycnyr

FOCT P NCO 9000:2001 Cuctembl MmeHemKkMmeHTa kadectBa. OCHOBHbIE MOMNOXEHUA U
cnoBsapb

FOCT P MCO 9004:2001 Cwuctembl MeHemKMeHTa KadecTBa. PekomeHpauun no
YNYYLWEHUIO AEATENBHOCTU

MpumeyaHune - MNpu NONbL3OBaAHUM HACTOSALWMM CTaHOAPTOM LenecoobpasHOo NpoBepuUTb
AENCTBME CCbINTOMHbLIX CTaHOAPTOB B MH(OPMAaLMOHHOW cucTemMe OOLLEero nonb3oBaHus - Ha
odnuymanbHOM canTe HauuoHarnbHOro opraHa Poccunckon depepaumn no crtaHgaptMsauum B
cetm WHTepHeT wvnMm N0  exXerogHo wu3gaBaemMoMy  MHOPMALMOHHOMY  yKasaTento
"HaumoHanbHble cTaHgapTbl", KOTOPbIA ONyGnMKoBaH MO COCTOSHMIO Ha 1 sAHBaps TeKyLwero
roga, U no COOTBETCTBYIOLUMM EXEMECAYHO u3aaBaeMbiM MHAPOPMALMOHHBLIM yKasaTensm,
onybnnkoBaHHbIM B TeKkyLleM rofy. Ecnv cCbinoYHbIi JOKYMEHT 3aMeHeH (M3MEHEH), TO npwu
NMONb30BaHUM  HACTOALWMM  CTaHOApPTOM  crefyeT  PyKOBOACTBOBATbLCA — 3aMEHSeMbIM
(M3MEeHEHHbIM) AOKYMEHTOM. ECnn CCbINOYHbIN JOKYMEHT OTMEHEH 6e3 3aMeHbl, TO NONOXeEHE,
B KOTOPOM [aHa CCblIfika Ha Hero, NPUMEHSETCA B YacTu, He 3aTparnBaroLen 3Ty CCbISKY.



3 TepMuHbI M onpeaeneHus
B HacTosdwem ctangapte npumeHeHbl TepMuHbl no FOCT P 50646 n TOCT P MCO 9000.
4 TpebGoBaHUs K cMCTeMe KayecTBa yupeXxaeHus

4.1 TpeboBaHuMa K cuUCTEME KayecTBa YYPEXOEHUs1 YCTAHOBMEHbl HACTOALUM
CTaHOapTOM B COOTBETCTBUM C MOnNoxeHusmn deneparnbHbix 3akoHoB Poccuinckon denepaumm
n nocrtaHoereHvem [pasutenbctBa Poccuinickon degepaumu, ykasaHHbIMU B MNpeaucnoBun
cTaHgapTa, a Takke nonoxeHusammn FOCT P 50691, TOCT P 52142, TOCT P 52143 n TOCT P
NCO 9004.

42 Tlog cucteMoM KayecTBa  Yy4ypexneHust  MOHMMaKT  COBOKYMHOCTb  €ro
OpraHM3auUnoHHOW CTPYKTYpbl (C pacnpegenieHMeM OTBETCTBEHHOCTM COTPYAHUKOB 3a KayecTBO
ycnyr), npasun, meTogoB obecnevyeHus KadecTBa YyCnyr, NPOLECCOB NpPeaoCTaBreHuss YCnyr,
pecypcoB yuypexaeHusa (SIIoACKUX, MaTepuasribHO-TEXHUYECKMX, MHMOPMALMOHHBIX U OpYrux),
obecneunBaroLLyto OCyLLEeCTBEHNE agMUHUCTPATUBHOIO PYKOBOACTBA Ka4€CTBOM YCIyT.

4.3 Cuctemy KadecTBa ydpexaeHua co3faroT Ans JOCTUXKEHUS U Nogaep>KaHusl YPOBHS
KayecTBa ycnyr, COOTBETCTBYHLLErO NPeaAbsaBsseMbIM K HeMy TpeboBaHUAM.

4.4 Cuctema KayecTBa ydpexneHus OOoSmKHa SBNATbCS HEOTbEMIIEMOW 4acTblo 0OLien
CUCTeMbl yNpaBneHus AeaTeNbHOCTLIO yYpexaeHus no npeaocTaBeHno coumanbHbIX YCIyr.

4.5 Cucrtema Ka4yecTBa yupexaeHus npegHasHadeHa pAns co3gaHust HeobXxoauMbiX
YCITOBU rapaHTUPOBAHHOIO YAOBMETBOPEHUSA 3aKOHHbLIX 3anpocoB M NOTPEOGHOCTEN KIMEHTOB,
NoBbIWEHNS 3PPEKTUBHOCTU M KayecTBa YCryr Ha BCeX CTaamax UX NpeaocTaBreHns C Lenbio
npeaynpexneHns BO3MOXHbIX OTKITOHEHWA OT 3afaHHbiX TpeboBaHWM K 3TUM ycrnyram,
obecneyeHnsa penyTaumm y4pexaeHnst Kak HagexXHoro 1 NopPAL0YHOro UCMONHUTENS YCAYT.

4.6 OCHOBHbIMK 3aJa4yaMu, Ha peLleHMe KOTOpPbIX OOMKHa ObiTb HampaBneHa cucrtema
KayecTBa yuYpexaeHuns, ABnatTCS:

- ocywecTBneHne 3aPEeKTUBHOIO KOHTPOMA 3a TEXHUYECKMMW, OpraHu3auMOHHbIMWU U
Apyrumun haktopamu, BNNAIOLUMN Ha Ka4eCTBO NpeaocTaBnaeMblX YCNyr;

- NpegoTBpaLLeHne Unn ycTpaHeHne nobbiXx HECOOTBETCTBUN YCNyr NpeabsBrsseMbiM K
HUM TpeboBaHUAM;

- obecneyeHne cTabuUnNbLHOrO ypPOBHS KayecTBa YChnyr;

- pewleHune Opyrux 3agad, oTpaxaroLwmx cneunguky 4esaTenbHOCTU yupexaeHun.

4.7 PaspaboTka M (YHKUMOHMPOBAHME CUCTEMblI KayecTBa YYpeXOeHUs LOMKHbI
6a3npoBaTbCs Ha CneayrLmnX OCHOBHbIX NPUHLMNAX:

- NPUOPUTETHOCTU TpeboBaHMin (3aNpPOCoOB) KNMeHTa No obecneveHnto KavyecTBa ycnyr, To
ecTb obecneyeHnss yBEpeHHOCTU B TOM, 4YTOo 3T TpeboBaHusa (3anpockl) OyayT NOMHOCTbLIO
peanu3oBaHbl NpU NPeaoCcTaBeHnN YCnyr;

- npegynpexaeHns npobnem kayectsa ycnyr, To ecTb obecnevyeHns yBepeHHOCTU B TOM,
4yTO 9TM npobnembl GyayT NpeaynpexnaTbCs, a He BbIABMASATbLCA M paspellaTbCsa nocne ux
BO3HUKHOBEHUS;

- cobnoAeHNsT NONOXEHNIN HOPMATMBHbBIX JOKYMEHTOB, pernameHTupyrowmnx TpebosaHns
K MOpsiaKy W npaBunam npeaocTaBrieHus YChyr,;

- obecneyeHHOCTH yypexneHus COOTBETCTBYHOLLMMNU NOOCKNMN,
MaTepuanbHO-TEXHUYECKUMM U OpYrMMKU pecypcamn (6a30BOM M onepaTUBHOW MHGOPMaUMEN,
TEXHUYECKON OOKYMEeHTaumen, JaHHbIMU O pesdynbTaTax npegoCcTaBfieHust YCIyr U UX KOHTPON4,
nTorax OLEHKN KayecTBa n ap.);

- YeTKOro pacnpegenieHns rMofIHOMOYMM W  OTBETCTBEHHOCTM MnepcoHana 3a ero
AEATENbHOCTb MO NPEeAOCTaBMEHMIO YCAYT, BAUSIOLWLY Ha obecnevyeHne nx kKauecTsa;

- NINYHOM OTBETCTBEHHOCTU PYKOBOACTBA YYpeXAeHus 3a KadecTBO npenocTaBnsieMbiX
ycnyr, pas3paboTKy, BHeApeHWe W KOHTPOSib 3PdEKTUBHOCTM CUCTEMbI KayecTBa, 3a
onpegeneHve NonNUTUKM B o6nacTtn KavyecTBa, opraHmsaumio un obliee pykoBoacTBo pabotamu
no obecnevyeHunto Ka4ecTBa;

- obecneyeHne NNYHON OTBETCTBEHHOCTU KaXKAOrO WCMOSHUTENSA 3a Ka4yecTBO yCnyr B



coveTaHnm ¢ matepumasribHbiM U MOpalibHbIM CTUMYITMPOBAHNEM KadeCTBa,

- AOKYMEHTalIbHOIro Od)OpMJ'IeHI/IFI npasun n MetToaos obecne4veHns kayecTea ycnyr;

- obecnevyeHnss NMOHMMaHUA BCEMMU COTpyAHUKaMKN Yy4dpexaeHus TDGGOBaHVIIZ CUCTEMDbI
KayecTBa K NonuTuke B obnactu kayecTaa.

5 OcHOBHble (haKkTopbI, BNUsAKOLWME Ha KA4eCTBO YCNYr, U NOPAAOK UX UCNOSIb30BaHUSA NpU
dopmupoBaHUM CUCTEMbI KauyecTBa yupexaeHUn

5.1 MNpun popmMmpoBaHMN CUCTEMBI KavyeCcTBa ydpexaeHun (Nnpu onpeneneHnun nosiuTuku
yupexaeHus B obnacTtu kadecTtsa, pa3paboTkm JOKYMEHTaUMM CUCTEMbI Ka4yecTBa, OpraHm3auum
paboT no Ka4yecTtBy) Heo6XOAMMO yuuTbiBaTb psg  akToOpoB  (KpUTEPUEB) Pa3fIMYHOrO
XapakTepa, KOTopble B 3HaYUTESTbHOW Mepe BIIUSIOT Ha Ka4eCTBO NpeoCcTaBsieMbIX YCIyr.

MpaBunbHbIN ~ y4eT 3TUX  (PAKTOPOB, WX  WCMONb30OBaHWe npu  paspaboTke
COOTBETCTBYHOLMX [OOKYMEHTOB CUCTEMbl KayecTBa M B MNpaKTU4YeCKoW OesTenbHOCTU
yupexaeHusa 6yayT cnocobCcTBOBaTbL MOBbLILEHUIO KA4YeCTBa YCyT.

5.2 OCHOBHbIMU (haKTOpamMu SABASIOTCS:

- HanuuMe n COCTOAHWE AOKyMEHTauuu, B COOTBETCTBUM C KOTOPOW (DYHKLMOHUPYET
yupexneHue;

- YCNOBUS pa3MeLLEHNS YYpEXOEHNS;

- YKOMMMEKTOBAHHOCTb yUYpexaeHus crneumnanmctamm n nx Kkeanmgukawums;

- cneuvanbHoe M TabernbHOEe TexHMYecKoe OcCHalleHue ydpexaeHunsa (obopynoBaHue,
npnbopbl, annapatypa u T.4.);

- COCTOSAHME MHOopMaLMK 06 yupexaeHun, nopsake v npasunax NpeaocTaBreHnst yenyr
KnneHTam.

5.2.1 B cocTtaB AOKyMEHTaUun OSMKHbI BXOOAUTb:

- nonoxeHne o6 y4ypexaeHun (YCTaB yypexpeHus), BKrovatwollee B cebs cBegeHus o
npegHasHayYeHun yypexgeHus, nopsgke ero opMmMpoBaHUA, codepXXaHus, peopraHusauumu,
cBefeHns 06 OCHOBHbIX 3a4a4yax ero AeATenbHOCTU, KaTeropusax obcnyxmnsaemblx nuu, nopsake
N YCNOBMAX 3a4uCrieHns Ha obcnyXuBaHue, O CTPYKTYPHbIX MoApasgeneHnsix U NX OCHOBHbIX
3afjavax, cBegeHuss o6 obbeme UM nopagke nNpenocTaBfeHuMs UMW yCriyr U O Apyrux
OpraHM3auUmMoHHbIX U TEXHUYECKUX BOMpOCcax;

- NOJSIOXEHNA O CTPYKTYPHbIX NogpasfeneHusx ydpexaeHus, cogepxawue csefeHust o
KaTeropusx rpaxgaH, obcnyxmBaembiX TEM UMM MHbIM NOApPa3AeNneHnemM, CToAWmMX nepes HUM
3afjavax, Cpokax MW YycrnoBusax o6CnyXuBaHWUs TrpakgaH, CBeAEeHWUst O  AOMOSHUTENbHbIX
AOKYMEeHTax, HeobXoaumbIX ANA 3a4ucneHnss Ha obcnyxuBaHve B OaHHOEe nogpasgeneHue,
CBeAEeHNs O KONM4ecTBe COTPYAHNKOB NogpasaeneHmnsl, X OCHOBHbIX 06A3aHHOCTAX U T.4.;

- pYKOBOACTBA, CnyXebHble  WHCTPYKUUW, MpaBuna, MEeTOOMKM  TEXHOMOruNn,
npegHasHayYeHHble AN pernaMmeHTMpoBaHUA npouecca npeaocTaBneHnsa ycnyr, onpeneneHus
MeTofoB (CnNocoboB) MX MpPedoCTaBfeHUst U KOHTPONS, a TakkKe AN COBEpLUEHCTBOBAHUSA
paboTbl yuYpexaeHus:;

- [OOKyMeHTaums Ha obopygoBaHve, npubopbl M annapaTtypy, crnocobcTeytowas
obecneyeHnto nx HopmManbHON K Ge3onacHon akcnnyaTauun, o6cnyXMBaHus U NOgAEPXKaHUS B
paboTOCNOCOOHOM COCTOSIHUN;

- HauMoOHanbHble CTaHAapTbl couManbHOro obcnyxmBaHua HaceneHus B Poccuiickon
depepaumm, cocTaBnfAloLME HOPMATMBHYK OCHOBY MpakTU4eckon paboTbl y4ypexaeHus B
obnactn npeaocTaBNAEMbIX KNMEHTaM COLManbHbIX YCNYT.

B 3aBMCMMOCTN OT TOro, HACKOSIbKO Ka4eCTBEHHO COCTaBMEHbl 3TN JOKYMEHTbI, HACKOMbKO
KBanM@ULUMPOBAHHO N YETKO WU3NOXEHbl B HUX 06A3aHHOCTW, npaBa, MOPSAOK BbINOSIHEHUSA
pasfiMyHbIX Npouenyp Npu NpefocTtaBneHun ycnyr U gpyrme yHKUMW nepcoHana, 3aBucuT
3(ppeKTUBHOCTb PaboTbl y4peXaeHUs N Ka4yeCcTBO NPeAoCTaBNAEMbIX UM YCIyT.

YKkasaHHble OOKYMEHTbl OOSMKHbI COCTaBNATb OCHOBY AOKYMEHTaUUW CUCTEMbl KavecTBa
yupexaeHms. B npouecce opmupoBaHUsi CUCTEMbI KayecTBa OHM MOryT ObiTb npwu
HeobXo4MMOCTN OTKOPPEKTUPOBAHbI C LIENb NPUBEAEHNSA UX COOEPXaHUS B COOTBETCTBUE C
TpeboBaHUAMK, NPESBABASEMbBIMU K HAM KaK K YacTU LOKYMEHTaUMM CUCTEMbI Ka4eCcTBa.

5.2.2 Ycnosua pasmelleHmns yydpexaeHus, obecneymsatowime ero acpbdekTnBHyto pabory,



AOMMKHbI ObITb CneayroLWnMn:

- yypexpeHue W ero CTPYKTypHble noapasgeneHnss OOMKHbl ObiTb pasmMelleHbl B
crneumanbHO npegHasHadeHHOM 34aHuM (34aHWsX) UK MOMELLEHMAX, OOCTYMHbIX ONs BCEX
KaTteropun obcnyxmBaemMblix rpaxgaH, B TOM 4ucne Ans MHBanuaoB U APYrnX ManoMoOunbHbIX
rpynn  HaceneHus. [lomeweHns  OOmkHbl  ObiTb  oGecneyeHbl BceMn  cpencTtBamu
KOMMYHarnbHO-6bITOBOro 06Cny>KMBaHnsi U OCHaLeHbl TENE(OHHON CBA3bIO;

- No pasmepaM U COCTOSIHAKO MNOMELUEHUA [OOMKHbl OTBevaTtb TpeboBaHUAM
CaHUTaPHO-TUTIMEHNYECKNX HOPM W1 NpaBwui, 6e30nacHOCTU Tpyda U AOMKHbI ObITh 3aluLLEeHbl OT
BO3AENCTBUS (PaKTOPOB, OTpMLATENbHO BAMSIOWMX Ha KavyeCTBO MNpeaoCTaBnseMblX YCnyr
(noBbIWEHHbIE TemnepaTypa BO34yXa, BMAXHOCTb BO3A4yXa, 3anblfIEHHOCTb, 3ara3oBaHHOCTb,
Wwym, Bubpaumna n t.4.);

- nnowagb, 3aHMMaemas yvypexgeHnem, OoShMKHa NO3BOMATb HOpMaribHOe pasMmelleHune
nepcoHana, KNMeHToB 1 NpeaoCcTaBrieHne UM YCryr.

B cBA3n c 3Tum npu paspaboTke CUCTEMbl KayecTBa YYpPEeXOAeHus LOMKHbl ObiTb
npeaycMOTpeHbl Mepbl, HanpaeBneHHble Ha Co34aHne UNn Noaaep)KaHne yrnoMsiHyThiX YCIOBWUNA,
a npu HeoH6Xo4MMOCTU U BO3MOXHOCTU - Ha UX yIyYlleHue.

5.2.3 Bonpocbl YKOMNEKTOBAHHOCTM yYpeXaeHUsa cneumanuctamm n nx ksanudukaumm
TakKe OOMKHbl HANTU OTPaXXeHMe B CUCTEME KadeCTBa Kak OOMH U3 BaKHEMLWWNX (PaKTopoB,
BNUSAOLLMX HA KA4eCTBO YChyr.

B umcne Takux BOMpPOCOB, NoAfiexalunx peleHnto B paMmKax CUCTEMbl KavyecTBa, MOryT
ObITb:

- NONHas YKOMMIIEKTOBAHHOCTb Yy4ypexaeHus HeobxoguMmbiMi —cneuuanucramu B
COOTBETCTBUM CO LUTATHbIM pacnucaHuew;

- noabop cneuManucTtoB C COOTBETCTBYHOLWMUM o6pasoBaHMeM, Kanudukaumnen,
npodeccnoHanbHOM NOAroTOBKOW, obnagarowmx 3HaHUSIMU U OMbITOM, HeobxoaumbIMW ANs
BbIMOSIHEHUSA BO3JTOXEHHbLIX HA HMX 00S13aHHOCTEN; NOCTOAHHOE MOBbILLEHNE UX KBanuMdukaumm
y4ebon Ha Kypcax nepenofroToBkM U NOBbILLEHNSA KBanMdukaumm nnm nHeiMm cnocobamu;

- yeTkoe pacnpegeneHme 06sa3aHHOCTEN CMeuUnanucToB, U3MNOXEHHbLIX B OOMKHOCTHbIX
NHCTPYKUMAX, METOAMKAX U OPYrMX OJOKYMEHTaXx, pernameHTupyrwmx nx obasaHHocTu, npasa u
OTBETCTBEHHOCTb;

- obsaA3aTenbHasa aTTecTauus cneymanmcToB B YCTAHOBNEHHOM MOPSAKE;

- BOCNWUTaAHME Yy BCEX COTPYAHUWKOB YYPEXOAEHMS  BbICOKMX  MOpasnbHbIX WU
MOpPanbHO-3TUYECKNX KayecTB, YyyBCTBa OTBETCTBEHHOCTU " HeobxoaAuMoCTH
PYKOBOACTBOBATLCA B CBOEW paboTe C KNMeHTamu npuHUMnamm ryMaHHOCTU, CNpaBenfvBOCTMH,
006BHEKTMBHOCTM 1 A06pOXKENaTENbHOCTH, YUNTbIBAS UX (OU3MYECKOE N NMCUXMYECKOE COCTOSIHUE;

- NMPUHATME MeP K HeOONyLEeHWIO pasrnaleHns COTPYAHMKaMU yYpexneHus cBefeHun
NNYHOrO XapakTtepa O KNueHTax, Mbo 3Tn CBeOeHUsi COCTaBMAT CNyXebHy TanHy U 3a ux
pasrnawieHme  BUMHOBHble  HECYyT  OTBETCTBEHHOCTb B  MOpsiAke,  YCTaAHOBMEHHOM
3akoHogartenscTteom Poccunckon degepaumm.

5.2.4 1N kKa4eCTBEHHOro NpefoCTaBneHns YCNyr yuypexaeHue A0MKHO OblTb OCHALLEHO
crneumanbHbiM 1 TabenbHbIM 00OpyAoBaHMEM, annapaTtypon n npubopamu, oOTBevarowmMm
TpebOoBaHNAM COOTBETCTBYHLUMX CTAHAAPTOB, TEXHUYECKUX YCIOBWUW, OPYrMX HOPMATMBHbIX
AOKYMEHTOB 1 0becneuynBatoLLMMN Hagnexaliee Ka4ecTBo NpeaoCcTaBnsaeMbIX YCIyr.

MoatomMy B cucTeMe KayecTBa YyypexaeHus [[OMmKHbl ObiTb  NpeayCMOTPEHbI
MEpPOMNPUATUSA, HaNpaBnNeHHbIe Ha TO, YTOObI:

- obopypoBaHue, npubopbl 1 annapaTypa WCMNONb30BanMCb CTPOro MO Ha3HAYEHUIO B
COOTBETCTBUMN C AOKYMEHTauMen Ha ux PyHKLUMOHMPOBAHUE WM 3KCMNyaTauuio, coaepxanucb B
TEXHUYECKN MCNPABHOM COCTOSIHUM, KOTOPOEe cnuctemMaTndeckn Obl NpOBEPSNOCh;

- HewucnpaBHoe ob6opygoBaHue, npubopbl WM annapatypa, Jawwme npu paboTe
COMHUTENbHbIE pe3ynbTaTbl, CBOEBPEMEHHO CHUMAaNMUCb C 3KCMyaTauuu, 3aMeHANnUcb Wnu
PEMOHTUPOBaANNCb (€CnM OHW NoAanexaT PEMOHTY), a MNpPUroAHOCTb OTPEMOHTMPOBAHHbIX
noaTeepXxaganach Ux NPoOBEpPKON.

5.2.5 Bonpocbl MHpopMaUnn OOMKHbI SABMSATLCA COCTABHOM YacTbi CUCTEMbI KayecTBa
yupexaeHus, Tak kak 6e3 npaBunbHO OpraHNM3oBaHHON UH(OPMALNOHHOW paboTbl HEBO3MOXHO
obecneunTb KayecTBO MpefoCTaBnsieMblX YCMNyr, COOTBETCTBYKLLEE 3anpocam W Hyxaam
KITMEHTOB.



CoctosiHne wuHdopMmaumm o6 ydpexageHun wn npaBunax npeaocTaBreHUss UM yCnyr
OOIDKHO COOTBETCTBOBaTb TpeboBaHusam degepansHoro 3akoHa Poccunckon depepauunn "O
3awmTe npaB notpebutenen”.

B gokymeHTauMm cucTeMbl KavyecTBa YUYpexaeHun OOMKHblI ObiTb M3MOXeEHbI cnepytowme
TpeboBaHuA K nHpopmauun:

a) ydypexpgeHuve o0643aHO [oBOAUTL OO FpaxgaH CBOe  HaMMeHoBaHuMe W
MecTOHaxoxaeHne nbbiM cnocobomM, NpeaycMOTPEHHbIM 3akoHo4aTenbCcTBOM Poccuiickon
depepaumm, npegoctaenAaTb MO TpebOBaHWMIO KMMEHTOB HeOOXO4MMYHD W OOCTOBEPHYHO
NHpopMaLNIO O BbINOSTHAEMbIX YCIyrax, MO3BOSIAIOLLY0 UM caenaTb KOMNETEHTHbIN BbIOOP;

6) coctaB uHpopmauumn o6 ycnyrax (B cootBetcTBUM € PepeparnbHbiM 3akoHoM "O
3awmTe nNpae noTpebutenen") oomkKeH BkNoYaTb B cebs:

- NepeYeHb OCHOBHBIX YCIyr, NpefoCTaBNAeMbIX YYpeXaeHNeM;

- XapaKTepUCTUKY Kagon ycrnyrn, obnacTtb ee npeaocTaBrieHnst 1 3atpaTbl BPEMEHN Ha
ee npegocraBneHue;

- B3aMMOCBA3b MeXy KayeCTBOM YCryru, YCrOBUSIMW ee npefocTaBneHus u
CTOUMOCTbIO;

- BO3MOXHOCTb MOJSTy4EeHMsI OLLEHKN KayecTBa yCnyrm Co CTOPOHbI KIMNEHTA;

- YCTaHOBIieHVEe B3aMMOCBA3N MeXAy MPeanoXeHHOW YCryron u  peasibHbIMU
NOTPEOHOCTAMN KINEHTA;

- NpaBuna u ycrnosusa adeKTMBHOrO 1 6e30nacHOro MCNofb30BaHUS YCyr;

- rapaHTuiHble 06A3aTeNnbCTBa YYPEXKAEHMS - UCTIONHUTENS YCAYT;

B) wuHdopMaums p[orkHa OblTb gocTtoBepHoM W nonHon. Ecnn  npepoctaeneHuve
HeJOCTOBEPHOM UMM HEeOOCTAaTOYHO MOSHOM MHAdopMaumm o6 ycnyre noBrekno npuynHeHue
Bpeda XWU3HW, 300POBbD MM  MMYLIECTBY KIMEHTa coumanbHOM cnyxObl (BcneacTsue
NPOM3BOACTBEHHbIX, PELUENTYPHbIX M MHbIX HEOOCTATKOB YCMyrM), OH BNpaBe NpeabsBUTb
yupexaeHuto TpeboBaHUsa 0 BO3MELLEHMM NMPUYNHEHHOIO Bpeaa.

6 [lokymeHTanbHoe opopMIieHne cMCTeMbl KayecTBa

6.1 Cucremy kayectBa OQOPMNAIOT B BMAE KOMMMEKTA [LOKYMEHTOB (PYKOBOACTB,
NOMNOXEHNN, MHCTPYKUMA, METOAMK U T.4.), B KOTOPbIX yCTaHaBnMBalT TpeboBaHNSa K cucteme
KayecTBa y4YpexaeHus B LiefloM U K ee COCTaBHbIM YacTsM, yKas3aHHbIM B 4.2.

CteneHb [OKYMEHTMPOBAHHOCTM CUCTEMbl KayecTBa PasfUYHbIX YYPEeXOeHUn MOoXeT
OTNMYaTbCH B 3aBUCMMOCTHU OT:

- pa3Mmepa M npegHasHavyeHus ydpexaeHus, xapaktepa n obbema npefnocTaBnsieMbixX
ycnyr, kateropuin 06CrnyxmBaemoro HaceneHus;

- CITOXHOCTUM npoLlecca no NnpeaocTaBneHno yCnyr;

- KOMMNeTeHUMM NepcoHana yypexaeHus.

HokymeHTauusa MoxeT ObITb Ntobon hopMbl M Ha NOBOM HocUTene.

6.2 [lokymeHTaums cuctemMbl KayecTBa OMMKHA OPOPMNATLCH Kak COCTaBHasA 4acTb BCEWN
AOKYMEHTauUun ydpexaeHns n yTeepxaaTbCa B YCTaHOBNEHHOM MOPSAKe.

6.3 OCHOBHbIM JOKYMEHTOM CUCTEMbI KayecTBa yypexaeHus ssnsetca PykoBoacTBo no
KayecTBy.

B Hem wusnaratoT obliee onucaHMe CUCTEMbI KayecTBa MPUMEHUTENBHO K KOHKPETHOMY
YUPEXOAEHUIO, PasbACHAKT MNOMUTUKY ydypexaeHuss B obrnactm KadectBa, OTpaxaroT
OpraHn3aunoHHYI0 CTPYKTYPY CUCTEMbI KayecTBa, 3aayun u OyHKLMM nogpasgeneHui n cnyxo
yupexaeHus B ob6ractu kayecTBa, NPUBOAAT CBEAEHNSA O KOMMSEKTE JOKYMEHTOB BCEX YPOBHEMN,
COCTaBMALWNX HOPMATUBHO-METOANYECKYI0 a3y CUCTEMbI KayecTBa, yCTaHaBNMBAKT NOpPsLoK
BHeApeHUs, PYHKLMOHUPOBAHUS U KOHTPOSSA CUCTEMbI KayecTsa.

6.3.1 lMonutuka B obnactn kayecTBa [OMMKHA NPEACTaBnsaATb COOON OCHOBHbIE LENW,
3ajaynm M NpUHUMMBLl OeATENbHOCTU ydpexaeHna B o0nacTm KayecTBa, [LOKYMEHTarbHO
OPOPMIEHHbIE U NPUHSATBIE K 0653aTENbHOMY BbINOMTHEHNIO B YYPEXAEHUN.

6.3.1.1 LUenu nonutukmn B o6nactu kayectsa A0SMKHbI OTpaXkaTb CregyoLlme Bonpochl:

- obecnevyeHne NOCTOSAHHOIO Y4OBIETBOPEHUS KITMEHTOB NPeAoCTaBNAEMbIMU YCyramu;

- MOBblWeHMe KayectBa ycnyr W  3dP@EKTUBHOCTU  (pe3ynbTaTMBHOCTM)  UX



npeaocTaBneHus;

- MpUHATME NPOUNAKTUYECKNX Mep MO NpeaynpexaeHuto wunvM  yperynmpoBaHuio
NPeTeH3nn 1 Xanobd KNNeHToB;

- NpoYMe BONPOCHI, OTpaxawLme cneunduky AesaTerIbHOCTU yYpexXaeHns.

CoaepxaHne OCHOBHbIX 3aday WM MPUHUMNOB AEATENbHOCTM ydpexaeHus B obnactu
KadyecTBa nNpueeaeHo B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapagy ¢ nogpobHbIM M3NoXeHneM Lenewn, 3agad u npuHumnos B PykoBoacTtee
MO KayecTBy Y4YpexaeHust AOMMKHbl ObITb YeTKo onpegeneHbl U chOpMYMPOBaHbl NOPSAOK U
cnocobbl (MeToAbl) X peanuaauuu.

6.3.1.3 OTBETCTBEHHOCTb 3a MOMMTMKY B 0ONactu kadectBa HeceT pPyKoBOAUTESb
yupexneHus.

OH pomxkeH obecneunTb pasbsCHEHWE 1 OOBeAeHNe 3TON NONUTUKN A0 BCEro nepcoHana
yuypexneHusi, YeTKko onpeaesniutb MOfIHOMOYUS, OTBETCTBEHHOCTb M MOPSAOK B3aUMOAENCTBUS
BCEro nepcoHarsa yupexaeHus, oCyLLeCTBAIOLWEro pyKoBOACTBO, UCMONTHEHME YCIYT N KOHTPOSb
AEeATENbHOCTU, BINAIOLWEN HA KAYeCTBO YCIyr.

6.3.1.4 B dopmupoBaHun nonutukn B obnactu kavyecrtBa AOSMKHbI MPUHUMATb yyacTue
BCE PYKOBOAUTESNU, OCYLLECTBNAIOLWMNE YNpaBneHne yuypexgeHmem.

6.3.1.5 Tllonntnka ydpexgeHna B obnacTM kayecTBa [AOSMKHA OXxBaTbiBaTb BCE
HanpaBneHus ero AeATeNbHOCTM, COOTBETCTBOBATb MOTPEOHOCTAM M 3anpocam KIMEHTOB,
cnocobCTBOBaTb  YNYULWIEHUIO COUMArnbHbIX W 3KOHOMUYECKMX MOKa3aTenem yypexneHus.
Monutnka gormkHa cogepxaTtb Takke 0693aTenbCTBO PYKOBOACTBA YYpEeXOEeHUS OCYLLEeCTBNASATb
NMOCTOSAHHOE Yny4lleHne Ka4yecTBa 00CNyXMBaHUSA KIMEHTOB.

6.3.1.6 lMonutnka y4ypexgeHus B obnactu KayecTBa [AOSMKHA BHEOAPSTbLCA BO BCEX
CTPYKTYPHbIX NoApasfeneHnsax yupexaeHna 1 perynspHo noAaBepratbCa aHanuady Ha npegmer
€€ MOCTOAHHOW aKTyanbHOCTU U MPUrOOHOCTN.

6.3.1.7 Peanusauua nonutukn ydpexaeHns B obnactu kadectBa [AOMMkHa ObiTb
obecneyeHa  HeobxoguMmbiMn  pecypcamn  (KagpoBbiMM,  MaTepuanibHO-TEXHUYECKUMU,
MHPOPMALMOHHBIMU N OPYTUMMU).

[na BbINOMHEHMA MPUHATON YyYpexaeHMeM nonuTUKM B obnactu kadectBa nepen
nogpasgeneHnamm un cnyxbamm yypexneHus CTaBATCA 3aJavvM Ha KOHKPETHble MnaHoBble
nepuoabl U Npu Heo6XO4MMOCTU CBOEBPEMEHHO YTOYHAKTCS U KOPPEKTUPYHOTCS PYKOBOACTBOM
yupexneHus.

6.3.1.8 B yupexgeHuM [OMmKHbI NPOBOAMTLCA MeponpuaTusa, obecneymBatolme
NOHMMaHWe, NOAAEPXKKY U peanu3auuio NonuMTukn B obnactu KkavyectBa BCEMWU COTPYAHUKaMu
yupexneHus.

6.3.2 OpraHu3auMoHHasa CTPyKTypa CUCTEeMbl KayecTBa MOXeT ObiTb npeacraBrieHa B
BMAE CXxembl (C HeobXooMMbIM MOSCHEHMEM), HA KOTOPOM [OOSMKHblI ObiTb M300paxeHbl BcCe
CTPYKTYpHble nogpasgeneHusi, HenocpeacTBEHHO y4YacTBylWMe B NpeaoCcTaBieHnn ycnyr nnu
obecneunBaroLLne Ux npegocTaBneHme.

B nosicHeHWn Kk cxeme AOMMKHbl ObiTb OTpaXKeHbl 3adayvn, PYHKLMM U OTBETCTBEHHOCTb
BCEX noapasgeneHnn n cnyxb yypexgeHumsa B obnactu kadectBa M NpuBeAeHbl CBEAEHUSI O
AOKYMEHTax BCEX YPOBHEW, KOTOpble OOJDKHbl COCTaBMsATb HOPMATUBHO-METOAMYECKyto 6a3sy
CUCTEeMbl Ka4yecCTBa yuYpexaeHns.

CeBegeHnss 0 OoOKyMeHTax MoryT ObiTb MnpeacTaBneHbl B BuAE CaMUX [OOKYMEHTOB,
pa3paboTaHHbIX BHOBb (MonuMTMKa B oOOnacTu kadectBa W Op.) UMM yXe AEUCTBYIOLWUX B
yuypexgeHum (MonoXeHusl, WHCTPYKUMW, MeTOOUKW, PyKOBOACTBa, NpaBuna wu T.4.), HO
OTKOPPEKTMPOBAHHBLIX MpY HeobxoaumMocTn B Lensix 6onee NOMHOro yyeta B HUX BOMPOCOB
KayecTBa, MO0 B BUAE CCbINKN HA 3T AOKYMEHTbl C MHGopMaumen o6 ux npegHasHadeHum m
KpaTKOM coLepKaHuu.

6.3.3 [JokymeHTaumsa cCuUCTeMbl KadecTBa  Yy4ypexgeHuss OOoShKHa  NOCTOSIHHO
noaaepxuBatbcsl B paboyem COCTOsIHMM; yCTapeBluas OOKYyMeHTauusi AOSfHKHa CBOEBPEMEHHO
N3bIMaTbCs U 3aMEHATLCSA HOBOMW.

7 OpraHusauusi paboTbl NO KaYecTBy



7.1 NMonHOMO4YMA U OTBETCTBEHHOCTb NepcoHana

7.1.1 B cucteme kayecTBa yupexneHusi 4OMKHbl ObiTb YETKO onpeaeneHbl NONTHOMOYMS,
OTBETCTBEHHOCTb W B3aUMOAENCTBME BCEro MnepcoHana YYpeXaeHus, OCYLLECTBISOLEro
PYKOBOLCTBO paboTon, npeaocTtaBreHWe YCnyr M KOHTPONb AEATENbHOCTW, BNUSAKOLWEN Ha
Ka4yeCTBO yChnyr.

OTO, B nNepBy oOYepedb, AOMKHO OTHOCUTBCA K ObcnyxuBarowemy nepcoHany,
AEATENbHOCTb KOTOPOro CBsi3aHa C BbIMNOMIHEHMEM TaKuX Npouenyp, Kak BblBNEHME NPeTeH3nn
N xanob KIMEHTOB, NpoBeAEHME MEPOMNPUATUA MO YCTPAHEHWIO WAN NpenynpeXaeHuto
HeOCTaTKOB, KOHTPOSb BbIMNOSIHEHUS 3TUX MEPONPUATUMNA.

7.1.2 B ydpexpgeHnn OOMKHO ObiTb HasHa4yeHO OTBETCTBEHHOE NUUO (MpeacTaBuTENb
PYKOBOLCTBA) W3 4YUCNa PYKOBOAUTENEN YYpEXOEHUsl, KOTOPOE HEe3aBMCUMO OT ApYrux
BO3MOXEHHbIX Ha Hero o6s13aHHOCTEN [OOIMKHO OTBe4YaTb 3a Haafexallee BbINOoSIHEHMEe
TpeboBaHWn, YCTAHOBIEHHbIX HACTOSILLMM CTaHAAPTOM, U UMETb MOSIHOMOYUS ANS:

- obecneyeHus pas3paboTkM CUCTEMbI Ka4yecTBa, €€ BHeAPEeHus U nogaepXaHus B
paboyemM COCTOSAHUY;

- NpeacTaBrieHNs OTYETOB PYKOBOAUTENO ydpexaeHns O (OYHKLUMOHMPOBAHUM CUCTEMBI
KayecTBa C LEeNbl0 €e aHanui3a M MCMNoNb30BaHUA MOMYyYEHHbIX Pe3ynbTaToOB Kak OCHOBbI 4SS
COBEpPLUEHCTBOBAHMUS 3TOW CUCTEMBI.

7.1.3 YuypexpeHne AO0MKHO YCTaHOBUTb MOPSiAOK pa3paboTku (MnNn KOPPEKTUPOBKMK, NMpu
HeobXoaMMOCTK), PaCCMOTPEHUS, YTBEPXKOAEHUS U BEOEHUSI BCEX AOKYMEHTOB, OTHOCALLUMXCH K
CUCTEME Ka4yecCTBa, a Takke Nopsiaok obecnevyeHmst M.

7.2 BHyTpeHHMe NpoBepPKN CUCTEMbI KayecTBa

7.2.1 B cucteme kadecTtBa yupexaeHusi JOMKeH OblTb pa3paboTaH n NoAAepXnBaTbCs B
paboyeM COCTOSIHMM MNOpPSOOK MNPOBEAEHMS BHYTPEHHWX NPOBEPOK KavecTBa. BHyTpeHHue
NPOBEPKN CUCTEMbl KadecCTBa Y4ypexgeHusi NpOoBOAAT C Uernbi  perynspHoM OUEHKU ee
9(pPeKTUBHOCTU N COOTBETCTBUS YCTAHOBMEHHbIM TpeboBaHuAM, a Takke ANA MNonyvYeHus
nHpopmauun, Heobxogmmon ana obecneyeHnss IPPEKTUBHOTO PYHKLMOHMPOBAHUSA 3TOW
CUCTEMBI.

7.2.2 OTBETCTBEHHbIM JULOM 3a OpraHu3auuMilo W npoBefeHVe MNPOBEPKN CUCTEMDI
KayecTBa yypexaeHus OOMmKeH ObiTb NpeacTaBUTeNb PYKOBOACTBA, OTBETCTBEHHbINA 3a CUCTEMY
KayecTBa.

7.2.3 OTBETCTBEHHbIMW WCMNOSIHATENAMM MO NPOBELEHUIO MPOBEPOK pPEKOMeHOyeTCs
HasHa4aTb pykoBoauTenen nogpasgeneHnn, 3IPPEKTUBHOCTb U Ka4YeCTBO [OeATerbHOCTU
KOTOpbIX 3aBUCAT OT Ka4yecTBa AesATEeNbHOCTU NpoBepseMbIX NoapasaeneHni.

7.2.4 D(PPeKTUBHOCTb CUCTEMbI Ka4ecTBa yupexaeHus onpenenstoT rno pesynsrartam ee
OLIEHOK, MofnyYaeMbIxX Npu nNpoBepKax.

7.2.5 B npouecce NpoBeEPKN CUCTEMbI KayecTBa ydpexaeHun (M ee COCTaBHbIX YacTeun)
OCYLLIECTBNAOT:

- KOHTPONb COOTBETCTBUS CUCTEMbI KadecTBa TpeboBaHMSIM HACTOSALWEro crtaHgapTa U
AOKYMEHTauumn Ha Hee;

- aHanmM3 Un OLEHKY COCTOSIHUS (PYHKUMOHMPOBAHUS CUCTEMbI KayecTBa B UENIOM U
OTAENbHbIX ee COCTaBHbIX YacTen;

- aHanua3 COOTBETCTBUSA nNpefocTaBnsemMblX ycnyr TpeboBaHWsIM  HOPMaTUBHbIX
AOKYMEHTOB;

- aHanu3 N oLEeHKy pe3ynbTaTtoB paboTbl yupexaeHns B o6nacTu kadecTsa yCcnyr;

- BblpabOTKy KOPPEKTUPYIOLWNX OENCTBUA, HanpaBfieHHbIX Ha YCTpaHeHWe HegoCTaTKOB,
BbIsIBIIEHHbIX B Mpouecce npefocTaBieHns YCryr, U COBEPLLUEHCTBOBAHNE CUCTEMbI KaYeCTBa.

7.2.6 [lpoBepkn cuCTEMbl KayecTBa YYpexaeHun MoryT ObiTb MNMaHOBbIMU U
onepaTuBHbIMU.

MepnogMyHOCTL NIAaHOBLIX MPOBEPOK YyCTaHaBNMBAKOT B 3aBUCMMOCTM OT pe3yrbTaToB
aHanusa KkavecTBa yCryr.



OnepaTuBHYIO MPOBEPKY CUCTEMbI KayecTBa WNN OTAENbHbIX €€ COCTaBHbIX 4YacTen
NpoBOAAT B CIyd4ae pes3koro YXyAWeHMsi MnokasaTenen, XapaKkTepusyllMX KOHeYHble
pesynbTaTbl paboTbl Mo obecneyeHuto KkadecTBa YCNyr, MPenoCTaBnsieMblX KakuM-rmbo
nogpasfaeneHneM WUNM - yypexaeHuem B LENoM, B Criydae OueHKkM 3ddeKTUBHOCTU
KOPPEKTUPYIOLLUMX OEWCTBUM, a TaKkKe MpU 3HAYUTENbHbIX U3MEHEHMSIX OpraHusauun paboT u
TEXHOMOIMin NPeaoCTaBNeHUs YCryr, oTpuuaTenbHO BNUSIIOLLMX HA UX KAYECTBO.

7.2.7 Tlocne OKOHYaHWUS BHYTPEHHEN NPOBEPKU ee pes3ynbTaTbl 0POPMNSIT B BUAE
oTyeTa O COCTOSIHMM CUCTEMbI KayecTBa, B KOTOPOM OTpaXkaloT AaHHble aHanM3a COOTBETCTBUS
nokasaTtenen W pesynbTaToB AESTENbHOCTM ydpexaeHusi B obractn obecrniedeHus kadecTea
npenocTaBnsieMbIX YCIyr yCTaHOBNEHHbIM TpeboBaHMsAM.

7.2.8 Pe3ynbTaThl NPOBEPOK CUCTEMbI KAYECTBA YYPEXOAEHMIN SABMSOTCS OCHOBAHMEM AfS
pa3paboTkM U peanusauum MeponpusiTUN Mo ee COBEPLUEHCTBOBaHUIO, N0 pa3paboTke HOBbIX
METOAO0B U CPEeACTB YNpaBneHUs KayecTBOM MpeaoCcTaBnseMbIX YCNyr, Yrny4lleHuo cocTtaBa U
coaepXaHnsi HOPMaTUBHOW AOKYMEHTaUuM Ha CUCTEMY KayecTBa.

7.3 NoproroBKa KagpoB

7.3.1 B yuypexgeHun pomkeH ObiTb paspaboTaH, AOKYMEHTANbHO OQOPMIEH U
yTBEPXAEH MfaH MeponpuaTUn Mo noarotoBke (0Oy4YeHUIo, MOBbLIWEHUIO KBanudukauum,
aTTectauum, CTaXupoBke W T.4.) NepcoHana, BbINOMHAKWEro paboTbl, HenocpencTBEHHO
BNUSAIOLLME Ha Ka4YeCTBO YCIyr.

7.3.2 ToaroToBkOM MepcoHana LOMMKHbl OblTb OXBadeHbl BCE COTPYLAHUKU YYPEXOEHWS,
HEenocpeaCTBEHHO BAMSIOLME HA KQ4eCTBO YCNYT, BKNOYas pyKOBOASALLMIA COCTaB BCEX YPOBHEN.

7.3.3 lNpun paspaboTke M peanusauun NMaHOB MEPOMNPUATMA MO MNOArOTOBKE KagpoB
HeobXoOMMO YyuuTbIBaTb U3MNOXEHHble B 5.2.3 akTopbl (KpuTepun), Kacarowmecs nopsiaka
paboTbl CO cneunanmMcTamm yuypexneHus.

7.4 AHanu3 (pyHKLMOHUPOBaAHUA CUCTEMbI Ka4yeCcTBa PYKOBOACTBOM yupexaeHus

741 Cuncrtemy KayecTBa NepuoauMyeckn [LOSPKHO aHanuampoBaTb PYKOBOACTBO
yuypexageHusa gnst Toro, 4Tobbl MOXHO 6bIN0  yb6eouTbcs, 4TO OHa  yaoBneTBOpsieT
npeabsBnsemMbIM K Hen TpeboBaHNsaM 1 3P PEKTUBHA.

7.4.2 AHanu3 [O/KeH BKNKOYaTb OUEHKY pes3ynbTatoB BHYTPEHHUX MPOBEPOK,
NPOBOAUMBIX  HEMOCPEACTBEHHO  PYKOBOACTBOM WKW MpeAcTaBuTeNeM  PYKOBOACTBA,
OTBETCTBEHHbIM 3a (DYHKLIMOHUPOBAHUE CUCTEMbI KavyecTBa yupexaeHus.

PesynbTatbl nogoOHbIX aHanM30B WCMONb3YKT AN MOATBEPXAEHMS LOOCTUXKEHUS
Tpebyemoro kayectBa U 3pPeKTUBHOCTN (PYHKLIMOHNPOBAHUSA CUCTEMBI.

7.5 KOHTpoOnb U oueHKa KayecTBa ycnyr

7.5.1 Npun KOHTPOSIE N OLEHKE KadeCcTBa YCNyr yuypexaeHne OOSHKHO:

- NPOBEPSATb U UOEHTUPUUMPOBATL YCMYrM HA COOTBETCTBUE HOPMATUBHLIM LOKYMEHTaM,
pernameHTUpyoLWnM nx NpeocTaBneHune;

- obecneynTb CaMOKOHTPOSNb MepcoHana, NpeaoCTaBnALWEro yCrnyru, Kak COCTaBHYHO
YacTb NpoLecca KOHTPOnNS;

- obecneymBaTb NPUOPUTET KIIMEHTOB B OLEHKE KadyeCcTBa yCnyr;

- MpaKkTUKOBaTb B YYPEXOEHUM pPerynspHy0 OLEHKY CTeneHn yaooBreTBOPEHHOCTU
KNMEHTOB ycnyramu nytem npoBeAeHUst COLMONOrMYEeCKMX OnpoCoB.

7.5.2 CpaBHEHME OLEHOK KIIMEHTOB W WCMOMHUTENEN Yycnyr cnegyeT nNpoBOAUTb
MOCTOAHHO, 4TOOblI OUEHUTb COBMECTUMOCTb [ABYX Mep WX KadyectBa, npoBecTn (npu
HeobXo4MMOCTN) KOppeKkTUpylLmne OencTBus W onpefenuTb, HaCKOMbKO OeATerlbHOCTb
MCNONHUTENEN yCcnyr oTBedaeT NOTPeBbHOCTAM 1 3anpocam KITMEHTOB.



