[JokymeHT npepoctasneH KoHcynbTaHTIN0C

KOMWTET COLMANBbHOWM 3ALLUTbI HACENEHUA
BONIFOrPAACKOMN OBNACTHU

NMPUKA3
ot 21 maa 2015r. N 751

Ob YTBEPXKAEHUM NOPAAKA ®YHKLUOHUPOBAHUA CUCTEMbI KAYECTBA B
OPFAHU3ALMAX COLMANIBHOIO OBC/TYKMBAHUA BONTOrPALCKOM OB/IACTU

CNUCOK M3MEHAIOLLMX AOKYMEHTOB
(B pen. npuKasa KomuTeTa COUManbHOM 3aLlUTbl HaceneHuns Bonrorpaackoii o6.
o1 17.04.2017 N 627)

C uenblo AOCTUKEHMA U noaaepxaHnAa ypoBHA KayecCTBa NpeaocCTtaBiAeMbIX COUMANbHbIX YCNYr,
COOTBETCTBYHOLWUX NpeabABAAEMbIM K HUM Tp€‘6OBaHMﬂM, NPWKa3blBalo:

1. YTBepanTb npunaraemblii Mopagok GYHKUMOHMPOBAHMA CUCTEMbI KauyecTBa B OpraHMsaumax
coumanbHoro obecnyusaHma Boarorpaackoii obnactu.

2. Mpuv3HaTb YTPaTUBLWUIMMKM CUAY MPUKasbl MMHUCTEPCTBA COLMANbHOM 3alMTbl HaceneHun
Bonrorpaackoit obnactu:

oT 18 pekabpa 2012 N 1150 "O6 yTBep:KAeHUM rocyaapCTBEHHOro CTaHZapTa CouMasibHOro
obcnyKmMBaHMs HaceneHus Bonrorpagckoit o6nact "OcHOBHblE BUAbI COLMAaNbHbIX ycayr';

oT 28 paekabps 2012 N 1362 "O6 yTBepXAeHMM roCyAapCTBEHHbIX CTaHAApTOB COLMasbHOro
obcnyKmuBaHMa HaceneHus Bosrorpaackon obnactu "TepmuHbl U onpegeneHma” n "Cuctema KayecTsa
yupexxaeHuit coumanbHoro obenyxuneaHma'.

3. Hactoswwmin npukas BCTynaeT B CWAY CO AHA NOAMNWCaHMA M MNOANENKUT oduumanbHomy
onyb6nKoBaHMuIo.

Mpepcepatens KomuteTta
3.0.MEPXOEBA

YTBEepKaeH

NMPUKAa3oOM KOMUTETa
COLMaNbHOM 3aLWMTbl HACeNEHUS
Bonrorpaackoii obnactu

01 21.05.2015 N 751

NoPALOK

OYHKLMOHUPOBAHUA CUCTEMbI KAYECTBA B OPTAHU3ALIMAX COLUAIBHOIO
OBC/NY>XUBAHUA BONTONPALLCKOWN OB/IACTU

CrMCOK U3MEHSIOLLMX IOKYMEHTOB
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(B pen. npMKasa KomuTeTa CoUManbHOM 3alUTbl HaceneHus Bonrorpaackoi o6.
o1 17.04.2017 N 627)

1. ObwMme nonoxKeHus

1.1. Nopg, cnucTemoli KayecTBa OpraHM3auumM CoumanbHOro obCnyKnBaHUS (fanee - opraHMsaums)
MOHMMAIOT COBOKYMHOCTb €€ OpraHW3aLMOHHOM CTPYKTYpbl (C pacnpeaeneHnem OTBETCTBEHHOCTU
COTPYOHWKOB 3a KayecTBO YC/Ayr), MpaBwui, MeToAoB obecneyeHMs KayecTBa YC/Iyr, MNpoLLeccoB
npegocTaBNeHMs  YC/Iyr,  PecypcoB  OpraHusaumm  (KaApoBblX,  MaTepuasibHO-TEXHUYECKMX,
MHPOPMALMOHHBIX U Apyrux), obecrneymBalolyto OCYLLECTB/IeHNE agMUHUCTPATUBHOIO PYKOBOACTBA
KauyecTBOM YCAYT.

1.2. Cuctema KauvecTsa OopraHnsaunmnm ABNAETCA HEeoTbeM/IEMOMN YacCTbto O6LLI,€VI CUcCTembl
ynpasaeHna eATeIbHOCTbO OpraHn3aunmn No NpeagocrtaBaeHNIO COUNANbHbBIX YCNYT.

1.3. Cuctema KayecTBa OpraHM3auMKM nNpeaHasHayeHa A1a CO34aHMA HeobXoAMMbIX YCNOBUIA
rapaHTMPOBAHHOIO YA0BNETBOPEHUA 3aKOHHbIX 3aMpoCcoB M NOTpebHOCTeN monyvateneil coumanbHbIX
YCAYr, NOBbIWeHNA 3PPEKTUBHOCTM M KAUecTBa COLLMAbHbIX YCAYT Ha BCEX CTaAMAX UX MPefOoCTaBAEHMUA C
Lenblo npeaynpexneHna BO3MOXHbLIX OTKNOHEHWW OT 3afaHHbiX TPeboBaHWI K 3TUM COUMaNbHbIM
ycnyram, obecneyeHua penyTauuu OpraHusaumMm Kak HaLEeKHOro W MopALOYMHOro MNOCTaBLUMKA
COLMANbHbIX YCAYT.

1.4. OCHOBHbIMM 334a4aMM, Ha pPeLeHNe KOTOPbIX HanpasaeHa CMCTeMa KavecTBa opraHusaumm,
ABNAIOTCA:

ocyuwecrtsaieHune ad)d)eKTMBHOI'O KOHTPOA 3a TeXHUYECKMMU, OPraHU3aunoOHHbIMMN U OPpYyrmun
d)aKTOpaMM, B/IMAOWMMUMN Ha Ka4eCTBO NpeaocCTtaBiAeMbIX COUNANbHbLIX YCNYT;

npeaoTBpaLLeHNE UAN YCTPaHEHME Nt0ObIX HECOOTBETCTBUI COLMANbHBIX YCAYT NPeabABAAEMbIM K
HUM TpeboBaHUAM;

obecneyeHne cTabunbHOIO YPOBHA KavecTsBa CoLMaibHbIX YCAYT;
pelleHue 3aa4, oTpaxKatolmx cneumduKy AeaTenbHOCTU OpraHmn3aLmm.

1.5. Paspabotka M ¢ YHKUMOHMPOBAHME CUCTEMbl KayecTBa oOpraHusaumm 6asupyeTca Ha
CNeAyloLLMX OCHOBHbIX MPUHLMNAX:

npeaynpexaeHna npobaem Kayectsa coLManbHbIX YCAYr, TO eCTb obecrneyeHns yBepeHHOCTUN B TOM,
yTo 3TU Npobaembl ByayT NpeaynpexaaTbcs, a He BbIABAATLCA M Pa3peLlaThbCa NOC/AE UX BOSHUKHOBEHUS;

cobn0aeHNA MOMOMKEHUA HOPMATUBHbLIX aKTOB, pernameHTUMpylomx TpeboBaHMA K MOPAAKY M
npasuiam NpeaocTaBAeHUA COLMaNbHbIX YCAYT;

obecneyeHHOCTM OpraHM3aLuMM COOTBETCTBYIOWMMM KaAPOBbIMU, MATEPUANIbHO-TEXHUYECKUMWN U
Apyrmmum pecypcamu (6a3oBoii M onepaTUBHON MHbOPMaLMEN, TEXHUUYECKON AOKYMEHTAUNEN, AaHHbIMM
0 pe3ynbTaTax NPeAoCTaBAEHNA COLMANbHbIX YCYT M UX KOHTPOJIA, UTOrax OLLEHKM KayecTBa u apyroe);

YETKOro pacnpegeneHuma NOJIHOMOYUIA N OTBETCTBEHHOCTU COTPYAHUKOB 3a UX OeATE/IbHOCTb NO
npeanocrtaB/1€HUIO COUMANbHbIX YCAYT, BANAKOLWYHO Ha obecneyeHune nx Ka4eCTBa;

NINYHOW  OTBETCTBEHHOCTU PYKOBOAMTENA OpraHM3auMM 3a KadyecTBO NpeaocTaBiAeMblxX
CcouManbHbIX YCayr, pa3paboTKy, BHeApeHWe U KOHTPOAb 3PPEKTUBHOCTM CUCTEMbl KayecTBa, 3a
onpeaeneHne NOAUTUKM B 06NacTU KayecTBa, OpraHM3aumio u obliee pykoBoAcTBO paboTamu no
obecneyeHuno KayecTBa;
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obecneyeHUs MYHON OTBETCTBEHHOCTMU KaxX4o0ro CoTpygHukKa 3a Kad4ecCTtBO COLMa/IbHbIX YCNyr B
COYETAaHUN C MaTepPUaZibHbIM U MOPAJIbHbIM CTUMYNIMPOBAHNEM KayeCTBa,

AOKYMEHTA/IbHOTO Od)OpMJ'IeHWr'I npasua n metToaos obecneyeHuns KayecTsa counanbHbIX YCAyr,

obecneyeHUa NOHMMAHUA BCEMM COTPYAHUKaMUN OpraHn3auunm TpE6OBaHVII\/‘| CNCTEMDbI KayecCTBa K
nonnMTUKe B 061acTM KavecTsa.

2. OcHOBHble paKTopbl, BAUAIOLWME HA KAaYeCTBO YCAYT, U MOPAAOK
MX UCMONb30BaHNA NpU GOPMMUPOBAHMM CUCTEMDbI
KayecTBa opraHu3aumii

2.1. Mpu ¢opmMMpPOBaHMM CUCTEMbI KayecTBa OpraHusauuii (npu onpegeneHurm NOAUTUKK
opraHusaumum B 061actTn Kayectsa, pa3paboTKuM AOKYMEHTaUMKM CUCTEMbI KauecTBa, opraHmsauumn pabot
no KayecTBy) He06X0AMMO yUnTbIBaTb GpaAKTOPbI, BANAIOLME HA Ka4eCTBO NpeaoCcTaBAfeMbIX COLMANbHBIX
ycayr.

MpaBuabHbIN y4yeT 3TUX (AKTOPOB, MX MCMOAb30BaHWE MpU pPa3paboTKe COOTBETCTBYHOLMX
[OKYMEHTOB CMCTeMbl KayecTBa M B NPaKTUYECKOW AeATesbHOCTM opraHusaumm 6yayT cnocobcteoBaTtb
MOBbILWEHMIO KAaYecTBa COUMANbHbIX YCAYT.

2.2. OCHOBHbIMM d)aKTOpaMVI, BINAKOWNMMMN Ha Ka4vyeCTBO COUMaNnbHbIX yCayr, npegocraBaaemblX
rpaxXgaHam opraHnsaumamm, ABNAKOTCA:

Ha/ZIM4YMe N COCTOAHME AOKYMEHTOB, B COOTBETCTBMM C KOTOPbIMM GYHKLMOHMPYET OpraHn3aLms;
YCNI0BMA pPasMeLLEHNA OpraH13aumm;

YKOMM/IEKTOBAHHOCTb OpPraHn3aLumMmn cneuuanmnctamm n nx Keanndukaums;

cneuunanbHoe 1 TabenbHOe TeXHNYECKOe OCHALLLEHME OpraHn3aLmy;

COCTOAHUE MHd)OpMaLJ,MM 06 OopraHusaunun, nopAaake MU npasuanax npeaocraBneHnAa counasbHbIX
yenyr;

Hann4yue BHyTDEHHeVI CNCTEMDbI KOHTPO1A 3a AeATE/IbHOCTbIO OpraHn3auunun.

2.2.1. Hannume u COCTOSIHME [AOKYMEHTAUMWU, B COOTBETCTBMU C KOTOPOM QYHKLMOHMpPYET
opraHmsaums.

2.2.1.1. JoKymeHTaLmA OpraHM3aumnm BKAOYAET B cebs:

yCTaB opraHusaumu;

LWITAaTHOE pacrnucaHue;

NoNOXKeHUs 06 oTAeNeHUsX;

[LOJIKHOCTHbIE MHCTPYKLUMK;

npasuaa, UHCTPYKLUUU, METOOMKMU;

3KCnayaTauMOHHbIe AOKYMEHTbI Ha obopyaoBaHMe, Npubopbl U annapaTypy;
OOKYMEHTbI, periaMeHTupytowme npeaocraBieHne cCoumanbHbIX YCYT;

npoyme SOKYMEHTbI.



2.2.1.2. CocTaB AOKYMEHTALMM OAHOM OPraHU3aLMM MOMKET OTAMYaTbCs OT ApYyroi (B CTOPOHY
YBE/IMYEHUA UNN YMEHDBLUEHWUSA) B 3aBUCUMOCTM OT:

CTPYKTYpPbl OPraHM3aLmmn 1 cneundukn NpesocTaBasiemMblX COLMANbHbIX YCAYT;
cneunduKmn 0b6CayRMBaEMbIX KaTeropuii rpaxkaaH;
C/NIOXKHOCTM U B3aMMOAENCTBMA NPOLLECCOB.

2.2.1.3. [lokymeHTauus MOKeT bbiTb B Ntoboin dopme Mam Ha ntobom HocuTene. dopma BeaeHUs
OOKYMEHTaUMN A0MKHA COOTBETCTBOBATb 3aKOHOAATE/IbHBIM HOPMaM M Tem TpeboBaHUAM, KoTopble
YCTaHaBAMBAOTCA CAMOM OpraHn3aumen.

2.2.1.4. B opraHmMsaumm ponxkHa ObiTb  paspaboTaHa W yTBEp)KAeHa npoueaypa,
npeaycmaTpusatowasn pa3paboTKy, MCNOb30BaHME U yNpaBieHUe A0KYMEHTaLMEN.

2.2.1.5. CocTaB v XapaKTepucTMKa AOKYMEHTALMM OpraHn3aLLMm COLMaNbHOIO 06CyKUBaHUA.

2.2.1.5.1. YcTaB opraHu3aumu ABAAETCA yupeauTeibHbiM AOKYMeHTOM. MopagoK ero pa3paboTkuy,
COrNacoBaHMA U YTBEPKAEHMA OCYLLLECTBAAETCA B COOTBETCTBUM C A€NCTBYIOLMM 3aKOHOAATENbCTBOM.

2.2.1.5.2. B wTatHOM pacnmncaHMK OTpaXKaeTca CTPYKTypa OpraHu3aLnu, COAEPIKUTCA nepedveHb
OO/MKHOCTEM € yKasaHMeM UX KOo/MyecTBa W pa3MepoB  [O/IKHOCTHbIX OK/IagoB, pasmep
KOMMEHCaLMOHHbIX M CTUMYNPYHOLLMX BbINAAT, CYLLECTBYOLMX B AAHHOM OpraHu3aLmm, NPUMeHUTEIbHO
K KOHKPETHbIM JO/IKHOCTAM.

Ana rocygapcCTBEHHbIX Opl’BHI/I33LI,I/Iﬁ HOPpMAaTnBHAA WTATHaA YUCNEHHOCTb pa6OTHI/IKOB
yTBEPKAAETCA NPUKA3ZOM KOMUTETA cou,maanoﬁ 3aWnTbl HaceneHunA Bonrorpa,qCKoﬁ obnactu.

2.2.1.5.3. MNonoseHune 06 otaeneHnn paspabaTtbiBaeTcs B COOTBETCTBUM C YCTaBOM OPraHM3aLmu u
APYIMMW HOPMATMBHbIMM aKTaMW, PEryivMpyroluMmM AeATeNbHOCTb 3TOr0 OTAENEHUA, W COAEPKMUT
cneaytolme pasgenbl:

obwue nonoxeHus (HasHayeHue/ueNb CO3L4aHMA OTAENEHMs, KaTeropuio 06CayKMBaemMbIxX
nosyyaTtesiell  COUMaANbHbLIX YCAYr, TMNepeYyeHb HOPMATUBHbLIX JOKYMEHTOB, PEer1amMeHTUPYIOLLNX
AeATe/IbHOCTb OTAE/IeHNA, U Mp.);

OCHOBHble HanpaBieHUA AeATeNbHOCTU (GOPMYIMPYIOTCA B COOTBETCTBUM C NPEeAoCTaBAAEMbIMU
CoLMaNnbHbIMKU YCAyramu);

OopraHunsauunAa AeATeNbHOCTU OTAENEHUA.

2.2.1.5.4. [OMKHOCTHAA WHCTPYKUMA SABAAETCA AOKYMEHTOM, KOTOPbIA pernameHTupyet
OpPraHM3auMoOHHO-NPaBOBYID OCHOBY TPYAOBOW AEeATEeNbHOCTM COTPYAHWKA OpraHusauuun, ero
0653aHHOCT, nNpaBa, OTBETCTBEHHOCTb, KBa/MdUKAUMOHHble TpeboBaHMA, nNpeabABAAeMble K
3aHMMaeMOW SOMKHOCTU, U obecneynBaeT ycioBMA ANa ero sdpPpeKTUBHOM paboTbl.

B  cnyyasax, yYCTaHOBNEHHbIX  3aKOHOAATE/NIbCTBOM,  HAMMEHOBAHMA  OOJIKHOCTEM U
KBanUPUKALIMOHHbIE TPpeboBaHMA K HUM AO0NXHbl COOTBETCTBOBAaTb HaUMEHOBaHUAM U TPeboBaHUAM,
YKasaHHbIM B KBa/MPMKALMOHHbLIX  CMNPaBOYHWKAX  WAW  COOTBETCTBYIOLLMX  MOJIOXKEHMUAX
npodeccnoHanbHbIX CTAaHAAPTOB.

LJONKHOCTHAA MHCTPYKUMA pa3pa6aTb|BaeTc;'-| Ha KaXaoro cneunanncrta opraHunsauunn B
COOTBETCTBUM C YTBEPXKAEHHbIM B OPraHM3aumMu WTATHbIM pacnmucaHnem mn lMonoxeHunem 06 oTaeneHun,
TDEGOBaHMﬂMVI I'IpOd)eCCMOHa!'IbeIX CTaHOAPTOB U COAEPKUT Cheayowmne pasgenbl:

06u.|,v|e nonoxXeHunAa (YCTaHaB}'IMBaeTCFI ccbepa AeATENbHOCTU paGOTHMKa, onpenenarTca



TPE6OBaHMﬂ Kero 06pasosaHmo, KBaJ'IVId)VIKaLI,VIVI, ﬂpOd)eCCMOHaﬂbHOVI noAaroToBke, NOPALOK Ha3Ha4YeHUA
n OCBOGO)KAGHVIH €ro oT 3aHMMaeMon A0/KHOCTU, NOAYNHEHHOCTb U OO0NXKHOCTHbIE /InlUa, KOTOPbIMU OH
PYKOBOAUT, NEPEeYUCnAarTca npaBoBble HOPMATUBHbIE aAKTbl, KOTOPbIMU paGOTHVIK AO0/KEH
PYKOBOACTBOBATLCA B cBoel ,ﬂ,eﬂTeanOCTM),'

(byHKLI,VIVI N OONKHOCTHbIE 0ba3aHHOCTU (I'IpOI'IVICbIBaI-OTC’r'I OCHOBHbI€ HaMnpaB/sieHNA OoTAENEHUA, B
peannsatmn KoOTopbiX NPUHNMAET y4acTue cneumanunct, U ToT nepeyvyeHb AEVICTBMVI, KOTOprVI OH O01XKeH
BbIMNO/IHATb B PaMKaX UCMOJIHEHNA KaXXAo0ro M3 HUX, a TakKxXe MPonncbiBatoTCA O6H3aHHOCTVI, KOTOpble
ABNAKOTCA O6IJJ,VIMM AnAa BCcex COTPyaHUKOB OpI'aHM3aLI,VIVI),'

npasa (YKa3bIBaPOTCFI T€ npasa, KOTopble cneunanncty A0NKHbl 6bITb npeagocrtasneHbl AnAa Toro,
YTOObl OH MOT KaYeCTBEHHO BbINO/IHATL CBOU O6F|3aHHOCTVI),'

OTBETCTBEHHOCTb (yCTaHaBI'IVIBaI-OTCFi NONOXKEHUA, yTouHAKOWmMe n KOHKpeTusunpyruwmne
OTBETCTBEHHOCTb paGOTHI/IKa B COOTBETCTBUMN C lEl,el‘;lCTBYIOI.I.I,I/IM 3aKOHO4ATENBCTBOM Poccuitckol
¢e,u,epau,v||/|, B TOM 4ucse yCtraHaB/1IMBaeTCA OTBETCTBEHHOCTb 3a HECBOEBPEMEHHOE NI HEKAYECTBEHHOE
BbINMNOJIHEHUNE O0/1KHOCTHbIX O6F|33HHOCT€I‘/JI, 3a pa3rnaweHune I'IpO(bECCI/IOHaJ'IbHOI\/JI Tal\;IHbI).

2.2.155. Mpasuna, UHCTPYKLUMUHU, MEeTOANKMU onpegenawT nopaaokK AencTeuii
COTPYAHUKOB/NOAYYaTeNel CoumManbHbiX YCAYr OpraHuM3aumm, B T.4. B XO4E€ OpraHusauun u
npegocTaBAeHMA/NONYHEHMA COLMANbHBIX YCAYT U UCNONHEHNA BO3NOMKEHHbIX GYHKLUNNA.

2.2.1.5.6. JKcnayaTauMoHHble AOKYMEHTbl (MacnopTta, TEXHUYECKME OMUCAHMA, MHCTPYKLMKM NO
3KCNyaTauuKn, MHBEHTAPHbIE KAapTOYKM WM Np.) AO/MKHbI 6bITb Ha Bce obopyaoBaHWe, Npubopbl K
annapaTtypy opraHusauun. OHU L0MKHbI UMETbCA B HAaJIMYMKM B TAaKOM BUAE, 06beme U B TaKOM MeCTe,
yTobbl 0becneunTb MX rPamoTHYO U 3PPEKTUBHYIO IKCNyaTauuio, obcayKMBaHue, NoadepkaHue B
paboTocnocobHOM COCTOSIHUM, CBOEBPEMEHHOE BbIIBIEHWE W YCTPAaHEHME HEUCNPABHOCTEN, PEMOHT U
3ameHy.

2.2.1.6. [lokyMeHTaLUmMA opraHn3aLmnm 40J1KHa NOCTOSHHO NOAAEP*KNBaATbCA B paboyem COCTOAHUMN.
YTpaTuBLUIME CUY NPaBOBble aKTbl A4OJIKHbl CBOEBPEMEHHO 3aMEHATbCA AENCTBYHOLWMMMU NPaBOBbIMM
akTamn. HopmaTuBHble aKTbl OpraHM3auuM HeobXoAMMO CBOEBPEMEHHO aKTyanM3MpoBaTb B
COOTBETCTBMM C TPpeboBaHUAMM 3aKOHOZaTeNbCTBA Poccuiickoi Pepepaunu.

2.2.2.YcnoBsuA pasmeLLeHna opraHnsaymu.

2.2.2.1. OpraHun3auma 1 ee CTPYKTYpHble No4pa3aeneHusa A0KHbI 6bITb Pa3MeLLEeHbl B CNeLManbHO
npegHasHayeHHOM (NpMcNocobiAeHHOM) 34aHWK  (34aHMAX) WMAWM  NOMELWEHUAX, AOCTYMHbIX ANA
MafioMOBUNbHbLIX TPynn HaceneHua. MNMomeleHWA [0MKHbI B6biTb obecneyeHbl BCemMM cCpeacTBamu
KOMMYHa/IbHO-6bITOBOro 06CNYKMBaHUA M OCHALLEHbI TeNlepOHHOM CBA3bIO.

2.2.2.2. Mo pasmepam U COCTOAHWUIO MOMELLEHMA AONXKHblI OTBeYaTb TpeboBaHMAM CaHUTAPHO-
TMIMEeHMYECKUX HOPM M NpaBu/, NpPaBuA noxKapHoW 6e3onacHocty, H6e3onacHoCcTM Tpyda M ObiTb
3alMLEeHbl OT BO3AENCTBUA (AKTOPOB, OTPULIATENIbHO BAMAIOLWMX Ha KAYecTBO MNPenoCcTaBAAEMbIX
coumanbHbIX ycayr (MOBbIWEHHbIE TemnepaTypa BO34yXa, BAAXHOCTb BO3AyXa, 3amMblIEHHOCTD,
3arasoBaHHOCTb, WyM, BUBpaums n T.4.).

2.2.2.3. Mnowaab, 3aHMMaeMas opraHnsaLmen, 4oaxKHa obecneymBaTb pasmellleHne CoTPYAHUKOB
opraHusauum, nonydaTteneit CoumanbHbIX YCAYr U NpeaocTaBAeHNe UM YCIYT B COOTBETCTBUM C HOPMaMM,
YTBEPXAEHHbIMW B YCTAaHOBEHHOM NOPAAKeE.

2.2.3. YKOMNNEKTOBaHHOCTb OopraHnsauunun cneynanamncrtramm n nx KBaJ'IMd)MKaLI,VIﬂ.

2.2.3.1. OpraHu1sauma AoKHa bbiTb NOJIHOCTbIO YKOMM/IEKTOBAHA CNeunaanctamm B COOTBETCTBUMN
CO WTATHbIM pacrnncaHuem.



2.2.3.2. Kaxablii cneumnannct gomkeH MMeTb COOTBETCTBYoWMe obpasoBaHue, KBanuduKaumio,
npodeccnoHanbHyo NOAroToBKY, 06/1a4aTb 3HAHMAMKU U OMbITOM, HEOBXOAMMBIMU ANA BbINOAHEHUA
BO3/I0XKEHHbIX Ha Hero ob6a3aHHoOCTEN.

KBal’IMd)VIKaLI,MIO cneunanncToB cnegyert nognep*mBatb Ha BbICOKOM ypoOBHeE npo¢eccm0Haan0171
I'IEDEI'IOAI'OTOBKOVI M noBbilWEHNEM KBal'IMd)MKaLI,I/II/I WIN NHbIMU FI,EI‘/JICTBGHHbIN\I/I cnocobamm.

2.2.3.3. Cneumnanmnctbl opraHMsaumm AoXKHbI ObITb aTTECTOBaHbI B YCTAHOB/IEHHOM MOPSAKE.

2.2.3.4. Hapsgy c COOTBETCTBYIOLLEN KBafMpUKaumein n npodpeccMoHaIM3IMOM BCE COTPYAHUKM
OpraHM3aumMmM [O/MKHbI 00134aTb BbICOKMMM MOPASbHbIMU UM MOPANbHO-3TUHECKMMU KayecTBamMu,
YyBCTBOM OTBETCTBEHHOCTM U PYKOBOACTBOBATLCA B PaboTe NPUMHLUMNAMKU I'YMaHHOCTM, CNPaBea/MBOCTH,
0O6BEKTUBHOCTU U f06POXKENATENBHOCTMU.

2.2.3.5. Mpy OKasaHUW COUMANBHBIX YCAYr COTPYAHMKM OpraHM3auuu LOOJKHbI NPOABAATL K
NOJIy4aTesIAIM  COUMAZbHbBIX YCAYr MAKCMMasibHble YYTKOCTb, BEM/MBOCTb, BHWMAHMWE, BbILEPIKKY,
NpesycMoTPUTENIbHOCTb, TEPNEHUE U YUYUTLIBATL UX GPU3NYECKOE U MCUXUYECKOE COCTOSIHUE.

2.2.3.6. CBegeHUA nM4YHOro XapaKTepa O noay4yaTtenAax counaszibHbiX ycnyr, CtaBllne U3BeCTHbIMU
COTPYAHUKaM OpraHn3daunn npn okasaHMnM CounabHbIX YCNYr, COCTaBNAOT I'IpOd)eCCMOHaJ'IbHyPO TaﬁHy.
COprp,HMKM, BMHOBHbIE B pa3rnaweHnun I'IpOd)ECCMOHa/'IbHOﬁ TalHbl, HEeCyT OTBETCTBEHHOCTb B NopAaKe,
YCTaHOB/IEHHOM 3aKOHOA4ATE/IbCTBOM Poccuiickoi CDep,epau,MM.

2.2.4. CneunanbHoe 1 TabenbHOE TeXHUYECKOE OCHalLleHNe opraHM3aLmm.

2.2.4.1. Kapaa opraHuMsauua p[omKHa OblTb  OCHAWeHa creuuanbHbiIM U TabesbHbIM
obopygoBaHMeMm, annapaTypon u npubopamm, oTBeYaoWMMN TpeboBaHNAM CTaHLAPTOB, TEXHUYECKUX
YCNOBUI, APYrMX HOPMATMBHbIX [AOKYMEHTOB M obecneynBalolMMKM  Hagjiexalee KavyecTBo
NpeaocTaBAfEMbIX COLMANbHbIX YCYF COOTBETCTBYHOLLLMX BUAOB.

2.2.4.2. CneumanbHoe 1 TabenbHoe obopyaoBaHMe, NPUBOPLI M annapaTtypy cieayeT UCno/b30BaTh
CTPOro N0 Ha3HaAYeHUIO B COOTBETCTBUM C SKCMIYaTaLMOHHbIMWN AOKYMEHTAMU, COAEPKATb B TEXHUUYECKN
MCMNpPaBHOM COCTOAHMM, KOTOPOE c/ieayeT CUCTEMATUYECKM NPOBEPATD.

2.2.4.3. HewncnpaBHoe cneumanbHoe W TabenbHoe obopyaoBaHWe, Npubopbl M annapatypa,
Jatowme npu paboTe COMHUTENbHbIE Pe3yNbTaTbl, AO/XKHbI 6bITb CHATbI C 3KCN/yaTaLMM, 3aMeHeHb! Uan
OTPEMOHTUPOBAHbI (€C/IM OHU NOA/ENKAT PEMOHTY), @ NPUTOAHOCTb OTPEMOHTUPOBAHHbIX AO/IKHA BbITh
noATBepPXAEHA MX MPOBEPKOM.

2.2.4.4. B opraHvM3auum [OMKHbI ObiTb MNPesyCMOTPEeHbl MePONPUATUSA, HaMpaBfieHHble Ha
BbINO/IHEHWE BblLLENEPEYNCNEHHbIX TPEOOBAHMIA.

2.2.5. CoctosiHne nHdopmaumm o6 opraHusaumm, Nopsake U NpaBuIax NPeaocTaB/ieHUs yCayr
noay4yaTenam CouManbHbIX YCAYT.

2.2.5.1. OpraHusaumsa obssaHa [0BecTM A0 CBeAeHUA rpaxgaH CBOe HauMeHOBaHue W
MecToHaxoXaeHue. [laHHasa nHdopmaLuma A0AXKHa bbITb NpeaocTasaeHa cnocobom, NpeaycMoTPEHHbIM
3aKoHoAaTenbCcTBOM Poccuiickoit degepaumm n obecneymBatomm ee AOCTYNHOCTb ANA FPaXKAaH.

2.2.5.2. OpraHusaumsa obs3aHa npeaoctaBnATb H6ecnaaTHO B AOCTynHoi dopme nosydaTtesam
couManbHbIX YCAYT MU UX 3aKOHHbIM NpeacTasBuTeniam MHbopmaumio 06 nx npasax u 06a3aHHOCTAX, O
BMOAX COLMaNbHbIX YCAYr, CPOKax, nopsagKke M ob ycnosBuAx UX NpepocTaBieHudA, o Tapudax Ha 3Tu
coumanbHble ycayrm m 06 Mx CTOMMOCTU ANA NOoAy4vaTens CoLMasbHbIX YCAYyr AMB0O O BO3MOXKHOCTU
noayyatb ux becnnatHo.

2.2.5.3. MonyyaTtenb coumanbHbIX YCAyr Bnpase notpeboBaTb NpenocTaBieHMA HeobXxoaAMMOn U



[0CTOBEPHOM MHPOPMALUM O BbINOJTHSEMbIX COLMANbHbIX YCAyrax, 06ecneunBatoLLeit X KOMNEeTeHTHbIN
BbIOOD.

2.2.5.4. CoctaB MHdOPMaLMM O COUMANbHbIX yYCayrax B 0b6a3aTeNbHOM Nopsaake AoNXeH 6biTb (B
cooTBeTcTBMM ¢ DeaepasnibHbiM 3akoHOM "O 3awmTe npas notTpebutenen") cnegyowmm:

nepeyeHb CoumanbHbIX YCAYr, NPeaocTaBaaeMbIX OpraHn3aumen;
XapaKTEPMCTUKA COLMANbHOM YCAYrY, YyCTaHOBAEHHbIE Tapudbl;
BO3MOXKHOCTb B/IVAHWUA NOJIyYaTeier COUMaNbHBIX YCIYT Ha KAaYecTBO YCAYIu;

aEeKBaTHbIE N NETKOAO0CTYNHbIE CPpeacTBa ANnA 3¢¢EKTVIBHOI'O O6LLI,EHI/I’FI COTPYAHUKOB OpraHmn3auunmun
C nonyyartenamm coumanbHbIX YCAYr,

BO3MOXXHOCTb OLL,eHKN Ka4eCTBa cou,maanoﬁ YCNYyrn CO CTOPOHDI O6C!'Iy)KMBaEMbIX rpaxagaH;

rapaHTuiiHble 06583aTeIbCTBa OpPraHU3aUmMm - NOCTaBLLMKA COLMANbHBIX YCAYT.
3. JJokymeHTanbHoe opopmaeHMe CUCTEMbI KayecTBa

3.1. Cuctemy KadecTBa 0QOPMAAIOT B BUAE KOMIMIEKTA AOKYMEHTOB (PYKOBOACTB, MOMOMKEHWMNA,
MHCTPYKUMIA, METOAMK U TOMY Nogo6HOE), B KOTOPbIX YCTaHAB/AMBAOT TpeboBaHUA K CUCTEME KayecTBa
OpraHu3aLuM B LEIOM U K ee COCTaBHbIM YacTAM.

3.2. [loKymMeHTaumMsa CMCTEeMbl KayecTBa A0/IKHA oTBeYaTb TPeboBaHWAM, yKasaHHbIM B n. 2.2.1
HacToAwero MopsagkKa.

3.3. OcHOBHbIM AOKYMEHTOM CUCTEMbI Ka4eCTBa OpraHn3aunmn ABNAETCA PYKOBOACTBO NO Ka4eCcTBy.

B Hem wu3naraetca obuiee onuMcaHMe CUCTEMbI KayecTBa MNPUMEHUTENbHO K KOHKPETHOW
OpraHunsaunm, pasbACHAETCA NOANTUKA OpraHn3aumMmn B 061acT KauecTBa, OTpayKaeTca OpraHM3aUMoHHan
CTPYKTYpa CUCTEMbI KauecTBa, 3343a4M U GpYHKLUMUM CTPYKTYPHbIX NogpasaeneHuii opraHmMsaumm B obnactu
KayecTBa, NPMBOAATCA CBEAEHMA O KOMMIEKTE LOKYMEHTOB BCEX YPOBHEN, COCTAaBAAIOLLMX HOPMATUBHO-
MeToAMuYecKyto 6a3y cMCTeMbl KauecTBa, YCTaHAB/NMBAETCA MOPALOK BHeApeHUsA, GYHKLUMOHMPOBAHMA U
KOHTPOAA CUCTEMbI KayecTBa.

3.3.1. NonntrKa B 061aCTM KayecTBa A0KHA NpeacTaBaaTb coboi OCHOBHbIE LEsM, 3a4a4n U
NPUHLMMbI 4eATeNbHOCTU OpraHmM3aLmMm B 061acTh KayecTBa, LOKYMEHTAIbHO 0QOPMAEHHbIE U MPUHSATLIE
K 06A3aTe/IbHOMY BbINOJIHEHUIO B OpraHn3aumu.

3.3.1.1. Llenn nonntuKKM B 061aCTV KauecTBa A0/IKHbI OTPaXKaTb cleaytolme Bonpochl:

obecneyeHne NOCTOAHHOrO YAOBNETBOPEHUA nonyaneneﬁ COUMaNbHbIX yCAyr npegocrasaaembiMmn
counanbHbIMKU yCnyramm,

nosbllleHMe KayecTBa CoUManbHbIX ycayr U 3dPeKTUBHOCTM  (pe3ynbTaTUBHOCTU)  UX
npeaocTaBAeHUs;

NPUHATME NPOPUNAKTUYECKMX MEP MO MPeaynperKAeHUI0 UKW YPeryinpoBaHU0 NPETEH3Un U
»anob nosiyyatenen coumanbHbIX YCAyr;

npo4yune BonpocChl, oTpaxKakuwue cneu,mchKy AeATENNIbHOCTU OpraHn3auunn.

3.3.1.2. Hapagy c noapobHbiM M3NOXKEHMEM Lenen, 3agay M NPUHUMNOB B PYKOBOACTBE MO
KauyecTBy OpraHusauuu AOMXKHbI ObiTb YETKO onpegesieHbl U chOPMYIMPOBaHbI NOPAAOK U CMOCOObI
(meToapl) nx peanusauymm.
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3.3.1.3. OTBeTCTBEHHOCTb 3a NOJINTUKY B obnactu KayectBa Hecet PyYROBOAUTENTb OpraHn3auuun,
KOTOprVI AO0/KEH obecneunTb pa3vACHEHUE U pJoBeaeHue 3TON MOJIUTUKMK A0 BCeX COTpyaHWUKOB
opraHn3auun, 4eTKo onpenenntb NOJIHOMOYUA, OTBETCTBEHHOCTb U NOPALOK B3aMMOAeﬁCTBMﬂ BCeX
COTPYAHUKOB OpraHn3auunn, oCywecTBAWNMX PyKOBOACTBO, UCMOJTHEHNE COLLMAIbHbBIX YCNYT U KOHTPO/1b
AeATENDbHOCTHU, BI'IVIFH-OLLI,EVI Ha Ka4yeCTBO COLMA/IbHbIX YCAYT.

3.3.1.4. B dopmuMpoBaHMN MNOAUTUKM B 061aCTM KauyecTBa LO/IKHbl NMPUHMMATL y4vacTue Bce
PYKOBOAMTENN, OCYLLECTBAAIOLLME YNPABAEHNE OPraHU3aLUNEN.

3.3.1.5. Monuntumka OopraHnsauunn B obnactu KayectBa AO0/XKHa OXBaTblBaTb BCE HaMpaB/1eHUA ee
AeATeNbHOCTU, COOTBETCTBOBATb I'IOTpe6HOCTﬂM M 3anpocam nonyaneneﬁ counanbHbIX YyCnyr,
cnocobcTBoBaTh YNy4lWEHUO COLUUaNbHbIX U 3KOHOMWUYECKUX noKasartene opraHusauun. MNMonutmnka
AO/XKHA COoAepXaTb TaKXkKe o0ba3aTenbLCcTBO pyKoBOACTBa OpraHM3aunn OCyLWecCTB/IATb NOCTOAHHOE
ynydyleHne Ka4ecrtBa OGC/’IV)KMBaHVIFl nonyaneneVl COLUMaNbHbIX yCNyr.

3.3.1.6. MonnTMKa opraHMsaummn B 061acTU KayecTBa LO/IKHA BHEAPATHCA BO BCEX CTPYKTYPHbIX
noApasfeneHuax U pPeryifapHo noasBepraTbCA aHasv3y Ha npeameT ee MOCTOSHHOW aKTya/lbHOCTU U
NPUrogHOCTM.

3.3.1.7. Peanusaumsa nNOAUTUKM OpraHusaumm B obnactu KayecTBa LOJIKHa OblTb obecneyeHa
HeobxoaMMbIMK  pecypcamu  (KagpoBbiMK, MATEPUASIbHO-TEXHUYECKUMWU, WHPOPMALNOHHBIMU U

apyrumm).

[NA BbINONHEHUA NPUHATOW OpraHM3auMen NOAUTUKKM B 06/1aCTM KayecTBa nepes CTPYKTYPHbIMU
noApasgeneHnaAMM OpraHM3auMM CTaBATCA 33434y Ha KOHKPETHble MJIaHOoBble nepuogbl M Npu
HeobX0AMMOCTN CBOEBPEMEHHO YTOUYHAIOTCA M KOPPEKTUPYHOTCA PYKOBOAUTENEM OPraHU3aLUN.

3.3.1.8. B opraHuMsaumMn [OKHbI NPOBOAMTLCA MeponpuaTuA, obecneymBatowme NOHUMMAHWe,
NoAAEPKKY U peanm3aumto NoaNTUKM B 061aCTU KauecTBa BCEMU COTPYAHUKAMM OPraHU3aLLmuu.

3.3.2. OpraHu13aumMoHHas CTPYKTypa CUCTEMbI KayecTBa MOXKeT ObITb NpeAcTaB/ieHa B BUAE CXeMbl
(c HeobxoaMmbiM MOACHEHMEM), Ha KOTOPOM nOO/MKHbI ObiTb M306paXkeHbl BCE CTPYKTYpHble
nogpasfeneHua, HenocpeacTBEHHO Yy4yacTBylowWwMe B NpPefoCTaBNeHUU COUMANbHBLIX YCAYr Wan
obecneuunBatoume nx npeaocTaBieHUE.

4. OpraHu3aums paboTbl N0 KayecTBy

4.1. MonHOMOYMA N OTBETCTBEHHOCTb COTPYAHUKOB OpraHn3auunn.

4.1.1. B cucTeme KayecTBa OpraHuM3auUMM AONXKHbI 6blTb 4YeTKO onpeaeneHbl MOJAHOMOYMSA,
OTBETCTBEHHOCTb M B3aMMOAENCTBME BCEX COTPYAHMKOB OpraHM3aLmm, OCyLLECTBAAIOWMNX PYKOBOACTBO
paboToi, mpegocTaBAeHME COLMAbHbBIX YCAYT U KOHTPOAb AEATENbHOCTWU, BAMAIOWMI Ha KavecTsBo
coumanbHbIX YCAYT.

370, B nepsylo o4vepeap, AOMKHO OTHOCUTLCA K 06CAyKMBalOWEMy NepcoHany, AeATe/bHOCTb
KOTOPOro CBA3aHa C BbINMOJHEHNEM TaKUX NPoLeayp, KaK BblsiBeHWe NPeTeH3MN U }Kanob, nposeseHue
MEPONPUATUIA MO YCTPAHEHUIO WUAW MNPeaynpeXgeHnt0 HeLOoCTaTKOB, KOHTPO/b BbIMNOAHEHMA 3TUX
MepOonpUATUIA.

4.1.2. B opraHu3auMm 4O/KHO 6bITb Ha3HayYeHO OTBETCTBEHHOE /IMLO M3 YMcia 3amecTUTenel
pyKkoBoauTens (Mpu Haanummn) UM pyKoBOAMTENb CTPYKTYPHOIO NoApasgefieHns opraHmsaumm (ganee -
OTBETCTBEHHbIM 3a CUCTEMY KauyecTBa), KOTOPbIA HE3aBUCMMO OT [APYrMX BO3/IOXKEHHbIX Ha Hero
0b6s3aHHOCTE [O/KEH HecTUM OTBETCTBEHHOCTb 3a Haj/erkallee BbiNoJHeHVMe TpeboBaHW,
YCTaHOB/IEHHbIX HACTOALLMM MNOPASKOM, U UMETb MONHOMOYMSA AN1A:

obecneyeHna pa3paboTKM CUCTEMbl KayecTBa, €e BHeApeHMA W noAdepiKaHua B pabouem



COCTOAHWU;

npeAcTaB/NeHNs OTYETOB PYKOBOAUTENIO OpraHM3aumnm o GYHKLMOHNPOBAHUM CUCTEMbI KauecTBa C
LeNblo ee aHanu3a U UCNO/Ib30BaHUA NOJYYEHHbIX Pe3yNbTaTOB KaK OCHOBbLI A/A COBEPLUEHCTBOBaHUA
3TOM CUCTEMBbI.

4.1.3. OpraHu3auMa AOO0MKHA YCTAaHOBUTb MNOPAAOK Pa3spaboTkM (uauM, npu HeobXoAMMOCTH,
KOPPEKTUPOBKM), PAaCCMOTPEHUA, YTBEPIKAEHNA U BEAEHUA BCEX AOKYMEHTOB, OTHOCALUMXCA K cuCTEMeE
KauecTBa, a TaK»Ke Nopagok obecneyeHns nmu.

4.2. BHYTpeHHWe NPOBEPKN CUCTEMbI KauecTBa.

4.2.1. B cucTeme KayecTBa OpraHu3aLmm Ao/KeH 6biTb pa3paboTaH 1M NoALep:KMBaATLCA B pabouem
COCTOAHWMM MOPSALAOK NPOBELEHUA BHYTPEHHWX MPOBEPOK KayecTBa. BHYTpPeHHWe NpoBepKM CUCTEMBI
KauyecTBa OpraHM3auMmM NPOBOAAT C LLe/Ibl0 PEryifapHOi OueHKU ee 3GGEKTUBHOCTU M COOTBETCTBUA
YCTaHOB/IEHHbIM TPebOBAHMAM, a TaKKe 411 NosyyeHns nHbopmalmm, Heobxoammon aas obecneyeHus
3 PEKTUBHOIO PYHKLMOHMPOBAHMA 3TOM CUCTEMBI.

4.2.2. OTBETCTBEHHbIM /IMLLOM 33 OpPraHM3aLuuio U NPOBEeAEeHNE BHYTPEHHEN NPOBEPKM CUCTEMBI
KayecTBa opraHM3aLmMmn A0NKeH BbiTb OTBETCTBEHHbIM 33 CUCTEMY KayecTBa.

4.2.3. Heobxoanmo obecneuyntb 06bEKTUBHOCTb BHYTPEHHMUX NPOBEPOK CUCTEMbI KayecTBa.

4.2.4. 2PPeKTUBHOCTb CUCTEMBI KayecTBa OpPraHun3aLmM onpeaenstoT No pesysbTaTam ee OLLeHOK,
NoJly4aeMbIX NPy NPOBepKax.

4.2.5. B npouecce NpPOBEPKM CUCTEMbI KAYecTBa OpraHMsaumm (M ee CcOCTaBHbIX 4acTein)
OCYyLLECTBAAETCS:

KOHTPO/Ib COOTBETCTBMA CUCTEMbI KayecTBa TpeboBaHMAM HacToswero MopaaKka U AOKYMeHTauum
Ha Hee;

adHa/n3 N oueHKa COCToAHUA CbYHKLl,VIOHMpOBaHVIFI Cncrtembl KayecCtBa B UE/IOM U OTAE/IbHbLIX €e
COCTaBHbIX YacTel;

dHa/In3 COOTBETCTBMA NpenocCTtaBAemMblX COLMANbHbLIX YyCayr Tpe6OBaHMFIM HOPMaATUBHbIX
NpPaBOBbIX aKTOB,

aHa/M3 M OLLeHKa pe3y/bTaToB pPaboTbl OpraHM3aumnmn B 061acCT KaYecTBa CoOLMabHbIX YCAYT;

BbipaboTKa KOPPEKTUPYIOWNX AeNCTBUIM, HanpaBAeHHbIX Ha YCTPaHeHMe HeaoCTaTKoB,
BbIAB/IEHHbIX B NPOLLECCe NPeA0CTaBAEHUA COLMANBHBIX YCYT, U COBEPLUEHCTBOBAHME CUCTEMbI KayecTBa.

4.2.6. BHYTpeHHMEe NpPOBEPKM CUCTEMbl KayecTBa OpraHvMsauuMuM MoryT ObiTb NAAHOBbIMM U
onepaTMBHbLIMMU.

MepnoAnYHOCTb NIaHOBbLIX MPOBEPOK YCTaHaB/AMBAOT B 3aBMCMMOCTM OT pe3y/abTaToB aHanu3a
KayecTBa yC/iyr, HO He pexe 1 pasa B 3 roga no KaAOMy HOPMAaTMBHOMY MPaBOBOMY aKTy,
pernameHTUpYoLemMy NpeaocTasneHne coumnanbHbiX YCayr.

OnepaTuBHYIO MPOBEPKY CMCTEMbI KayecTBa WM OTAE/bHbIX ee COCTaBHbIX YacTel NPoBOAAT B
C/ly4yae pesKoro yxy[WeHWa MnoKasaTesiei, XapaKTepu3yloWMX KOHEeYHble pe3y/ibTaTbl paboTbl Mo
obecneyeHnio KayecTBa COUMANbHBIX YCAYr, NPenoCcTaBAAeMbIX KakKMM-IM6o noapasgeneHuem Uam
OopraHusauueit B LENOM, B ClyYae OUEHKM 3PPEKTUBHOCTM KOPPEKTUPYIOLLMX AENCTBUIN, a TaKkKe npu
3HAYMTENbHbIX M3MEHEHMAX OpPraHmsaunm paboT M TEXHONOTMN NPeAOCTaBNAEHUA COLMANbHbIX YCAYT,
OTPMLATENIbHO BAUAIOLLMX HA UX KauecTBo.



4.2.7. NMocne OKOHYaHWA BHYTPEHHEN MPOBEepKU ee pesynbTaTbl 0GOPMAIOT B BUAE OTYETA O
COCTOAHMM CUCTEMbBI KayecTBa, B KOTOPOM OTPAXKaloT AaHHblE aHA/AM3a COOTBETCTBMA MOKasaTenen u
pe3ynbTaToB AeATe/NbHOCTM OpraHusaumMmM B obnactu obecneyeHMs KauyecTBa NpPesoCTaBAAEMbIX
coumanbHbIX YCIYT YCTaHOB/IEHHbIM TPEOOBAHMAM.

4.2.8. Pe3yanaTb| NPOBEPOK CUCTEMbI Ka4decCTBa opraHmsau,Mﬁ ABNAKOTCA OCHOBaHMeEm AOnA
pa3p360TKM n peannsaudmun MepoanﬂTl/ll‘/JI no ee coeepwieHCTBOBaHUIO, MO pa3pa60TKe HOBbIX METO40B U
cpeancrts ynpas/sieHMA KayeCTBOM nNpeaocCtaBiAeMbIX COUMaNbHbIX YCAyr, yAydYlweHUo COCTaBa U
coagepraHua HOpMaTMBHOﬁ AOKYMeEHTaLUMN Ha CUCTEMY KayeCTBa.

4.3. MNoarotoBKa Kagpos.

4.3.1. B opraHv3auMu [oO/KeH ObiTb eXerogHo paspaboTaH, AOKYMEHTasbHO OGOpMJIEeH U
YTBEPKAEH MJaH MEpPONpUATUIA NO NOAroTOBKe (0by4yeHMto, NOBbLIWEHWNIO KBaAndUKaLum, atTTecTaumm,
CTa)KMPOBKE W TaK fJanee) nepcoHasna, BbIMNOAHAWOWEro paboTbl, HEMocpeAcTBEHHO BAMAIOLWME Ha
KauyecTBO COLMA/IbHBIX YCYT, B COOTBETCTBUM C TPEOOBaHUSAMMU, NPEeSbABASEMbIMA K KBAIMOUKALMN,

4.3.2. MeponpuaTMasmMu No MoArOTOBKE MepcoHana [O/IKHbl ObiTb OXBayeHbl BCE COTPYLHMKM
OpraHuM3aLMm, HENOCPELACTBEHHO B/MAIOWME HAa KAYEeCTBO COLMAMbHBIX YC/YT, BKAKOYAA PYKOBOAALLMIA
COCTaB BCEX YPOBHE.

4.3.3. MNpu paspaboTke 1 peannsaumm N1aHoOB MepPONPUATUIA MO NOATOTOBKE KaapoB Heobxognumo
YUMTbIBATb M3/I0XKEHHbIE B MOANyHKTe 2.2.3 dakTopbl (KpuTepuu), Kacawowmecs nopagka pabotbl co
cneuyanncTaMm opraHvsaLumu.

4.4. AHann3 GYHKLMOHNPOBAHUA CUCTEMbI KayecTBa.

4.4.1. AHann3 cucTteMbl KayecTBa OpraHU3aLMKM OCYLLECTBAAETCA eXerogHo pyKosoAuTenem
OpraHM3aunmn M BKAOYaeT B cebs OLLEHKY pe3y/sbTaTOB BHYTPEHHMX MPOBEPOK, aHa/M3 BbIMNOJIHEHMUSA
MJ1aHOB NOBbILWEHMA KayecTBa, OL,EHKY aHa/IMTUYECKUX CNPABOK, CGOPMUPOBAHHbIX OTBETCTBEHHbIMM 33
daKTOpbIl, BANAIOLWME Ha KaYeCTBO COLMA/bHbIX YCAYT, Pe3y/ibTaTOB ONPOCOB Mo/yYaTenel counanbHbIX
yCAyr, aHanus gpyro MHGopmauunm o GyHKLUMOHNPOBAHUM CUCTEMbI KAYECTBA OPraHM3aL MK 32 OTYETHbIM
nepuod. Mo pe3ynbTaTam aHanM3a CUCTEMbl KayecTBa PYKOBOAMTENb OpPraHuM3auMu nNpuHMMaeT
COOTBETCTBYIOWME YMpaB/ieHYeCcKne peweHna no GopMMPOBAHUID MAAHOBLIX MEPONPUATUIA MO
YCTPAHEHUIO BbIABNEHHbIX HEAO0CTAaTKOB Ha CAeAyloWwMil OTYETHbIM roa, no GOpMMpPOBaHMIO NaaHa
BHYTPEHHUX NPOBEPOK.

4.5. KOHTpONb 1 OLEHKA KayecTBa COUManbHbIX YCAYT.
4.5.1. Mpn KOHTPONE M OLEHKE KayecTBa COLMANbHbIX YCYTr OPraHn3aumna Ao/KHa:

npoBepATb U NAEHTUOULMPOBATb COLMA/IbHbIE YCAYTM HA COOTBETCTBME HOPMATMBHbLIM aKTam,
pernameHTUpPYIoLLMM X NPeaoCcTaBNeHE;

obecneunTb CaMOKOHTPO/1b COTPYAHUKOB, NpeaocCTtaBAOWMX COLUMabHbIE YCNYTN, KaK COCTAaBHYIO
Y4acCTb NpouecCa KOHTPONA,

NPaKTUKOBATb B OpraHM3auunn perynapHyro OUEHKY CTeneHUn yaO0BNETBOPEHHOCTU nonyaneneﬁ
coumanbHbIX yCnyr nytem nposegeHMAa Counoaorm4eCKnx onpocos.

4.5.2. CpaBHEHWE OLIEHOK MolyyaTesieil CoOUMaibHbIX YCAYT U COTPYAHMKOB OpraHM3aumn cieayet
NPOBOANTb MOCTOAHHO, YTOObI OLLEHUTb COBMECTMMOCTb ABYX MEpP Ka4yecTBa, onpeae/inTb afeKBaTHOCTb
N cybbeEKTUBHOCTb MNOYYEHHOMN OLEHKM.
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