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HAIIMOHAJBHBIN CTAHJAPT POCCUMCKOMN ®EJEPALIUHU

CoumanbHoe 00C/Iy:KMBaHHE HACEJIEHUS
CucremMa KavyecTBa yUpeKIeHU COMHAIBHOI0 00CTyKUBAHUS

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

JlaTa BBegenns - 2007-01-01
1 ObaacTh NpuMeHeHus

Hacrosimuii  cranzapT pacnpocTpaHseTcss Ha colManbHOE OOCIy)KMBAaHUE HAcelIeHUs W
yCTaHABJIMBAET TPEOOBAHUS K CHUCTEME KauecTBa YUPEKICHHUI COIMAIBLHOrO 00CTy:)KUBaHUs (anee
- YUPEXJICHHS), IPEIOCTABIAIOUINX COLMAIbHBIE YCIYTH (Jlanee - yCIyrd) pa3iuyHbIM KaTeropusm
HAaCEeJIeHUs, OKAa3aBIIMMCS B TPYIHOMN )KM3HEHHON CUTYAILlVH.

Crannapt pa3paboTaH C LEJbI0 €ro UCIOJIb30BAHUS B KauecTBe 0a30BOM HOPMATUBHOW OCHOBBI
Ipu pa3pabOTKE CUCTEM KayecTBa KOHKPETHBIX YUPEKICHHM NPUMEHUTENbHO K crenupuke Hx
JESATENBHOCTH.

2 HopmaTuBHBIE CCHLIIKHU

B HacTosimieM cTannapTe UCIoib30BaHbl HOPMATHBHBIE CCHUIKU Ha CIEAYIONINE CTAHIaPThI:

T'OCT P 50646-94 Ycinyru HaceneHuto. TepMUHBI U OTIpeIeIICHUS

I'OCT P 50691-94 Mopenb obecriedeHrs KauecTBa yCIyr

T'OCT P 52142-2003 CoumanbHOe 0oOCTyXKMBaHWE HacelneHHs. KadecTBO CONMANBHBIX YCIYT.
OO01re noaoxKeHus

TF'OCT P 52143-2003 CommansHoe 00chmyknBaHWe HaceleHus. OCHOBHBIE BUIBI COIHAIBHBIX
ycayr

['OCT P MCO 9000:2001 Cuctembr MmeHeKMEHTa KadecTBa. OCHOBHBIE MOJIOKEHUSI M CIIOBAPh

I'OCT P UCO 9004:2001 Cucrembl MEHEIKMEHTa KadecTBa. PekoMeHJaluu Mo yIy4IIeHUIO
JEeSATEITHOCTH

Ipumeuyanue - [Ipy NoOIP30BaHMM HACTOSIIMM CTAaHAAPTOM IIEIECOOOpPA3HO MPOBEPUTH AEHCTBHE CCHUIOYHBIX
CTaHIApTOB B MH(MOPMAIMOHHOH crcTeMe OOIIero Mmojbh30BaHMSA - Ha O(GHUIMAIBHOM CalTe HAIMOHAJIBHOTO OpraHa
Poccuiickoit @enepanuy M0 CTaHAAPTU3AIMH B CeTH VMHTEpHET WM MO €XKETOAHO HM3/1aBaeMOMy MH()OPMAIIMOHHOMY
ykazatento «HannoHanpHBIE CTaHAAPTHD), KOTOPHIM OMyOJIMKOBAaH IO COCTOSHUIO Ha | SHBaps TEKyIIEero rofa, u 10
COOTBETCTBYIOIIMM €KEMECSIYHO HM3/1aBaeéMbIM MH(OPMALMOHHBIM yKa3aTelsiM, OIyOJIMKOBAaHHBIM B TEKYIIEM TOIY.
Ecnu  cchUIOuHBIM JTOKYMEHT 3aMeHeH (M3MEHEH), TO TpH II0JIb30BAaHMM HACTOSAIIMM CTaHJApTOM CleIyeT
PYKOBO/ICTBOBATECS 3aMEHIEMBIM (M3MEHEHHBIM) JIOKYMEHTOM. Ecin cchlIouHBIi JOKYMEHT OTMEHEH 0e3 3aMeHbI, TO
MOJIOXKEHHE, B KOTOPOM JlaHa CChIJIKAa HA HETO, IPUMEHSETCS B YaCTH, HE 3aTParuBalollel 3Ty CChUIKY.
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3 TepMuHBI U onpeeIeHUSA

B nacrosmem crangapre npumenensl TepmuHbl 1o [OCT P 50646 u TOCT P UCO 9000.

4 TpeOGoBaHHUs K CHCTeMe Ka4eCTBa yUpesKIeHHs

4.1 TpeboBaHus K cHCTeME€ KauyeCcTBa YUPEKICHUS YCTAaHOBJIEHBbI HACTOSALIMM CTaHAAPTOM B
COOTBETCTBMM C MoJoxkeHusamu DeaepaibHbIX 3akoHOB  Poccuiickoin  @Penepauuu U
nocranoBieHueM IIpaButenbctBa Poccuiickoit @epepainuy, ykKazaHHBIMA B IPEIUCIOBUU
cranaapra, a Takxke nojoxenusimu [OCT P 50691, TOCT P 52142, TOCT P 52143 u ['OCT P
HNCO 9004.

4.2 Ilon cuctemMoi KayecTBa YUYPEKIEHHUS MOHHMMAIOT COBOKYIIHOCTb €0 OpraHM3allOHHON
CTPYKTYphl (C pacHpelesieHHeM OTBETCTBEHHOCTH COTPYIHHUKOB 3a KaueCTBO YCIYT), MpaBui,
METOJIOB 00€CIIeUCHHsI Ka4yecTBa yCIyT, MPOLIECCOB MPEIOCTABICHHUS YCIIYT, PECYPCOB YUPEXKICHUS
(JIFO[ICKUX, MaTepUaJbHO-TEXHUYECKUX, WH(DOPMALMOHHBIX U JAPYruxX), OOECHEeUnBaIONIYIO
OCYUIECTBJICHUE aJIMUHUCTPATUBHOTO PYKOBOJICTBA KAU€CTBOM YCIIYT.

4.3 Cucremy KauecTBa YYpPEXACHUS CO3LAIOT I JOCTHXKEHUS W NOAJEPKAaHUS YPOBHS
Ka4ecTBa YCIYT, COOTBETCTBYIOIIECTO MPEABSBISIEMbIM K HEMY TPSOOBAHUSIM.

4.4 Cucrtema KauecTBa YUPEKICHHS JOJIKHA SBIATHCA HEOTHEMJIEMON YacThIO OOIIEH CHCTEMBI
YIpaBJICHUS ACSITEIBHOCTBIO YUPEKICHUS 110 TMTPEAOCTABICHUIO COIMATIBHBIX YCITIYT.

4.5 Cucrema KadecTBa Y4YpeXJICHHUs MpeAHA3HAU€HA JUIS CO3/IaHUs HEOOXOAMMBIX YCIOBUMN
rapaHTHUPOBAHHOTO YIOBJIETBOPEHUS 3aKOHHBIX 3alPOCOB M MOTPEOHOCTEN KIMEHTOB, MOBBIIICHHS
3¢ (HEeKTUBHOCTH M Ka4eCTBA YCIYT HA BCEX CTAAMIX UX MPEAOCTABICHHUS C LENbI0 MPEayPEKICHUS
BO3MOXXHBIX OTKJIOHCHHH OT 3aJaHHBIX TPEOOBAHHWI K 3TUM YCIyram, OOCSCIICUCHHUsS permyTaluu
YUPEKIEHUS KaK HAJEKHOTO U MOPSAOYHOIO UCIIOJIHUTEIIS YCIIYT.

4.6 OCHOBHBIMH 3a7]a4aMH, HA PEUICHNE KOTOPBIX JOJKHA ObITh HAMpaBlIeHAa CUCTEMa KayecTBa
YUPEKIACHUS, ABISIOTCS:

- ocymiecTBiIeHHe YP(HEKTUBHOTO KOHTPOJIS 32 TEXHHYECKUMHU, OPTaHU3AIMOHHBIMU U JIPYTUMH
(bakTopaMu, BAUSIONIMMH Ha Ka4eCTBO MPEIOCTABIISIEMBIX YCIIYT;

- TPEIOTBPAIICHUE WA YCTPAaHEHHUE JIOOBIX HECOOTBETCTBHH YCIYr NMPEABSBISICEMBIM K HUM
TpeOOBaHUSAM;

- obecrnieyeHne CTabMIBHOTO YPOBHSI KA4eCTBA yCIIYT;

- pelIeHre APYrux 3a1a4, OTPAKAIOUIUX CIEUPUKY IeATeIbHOCTH YUPEKICHHIM.

4.7 Pa3paboTka 1 GyHKIIMOHUPOBAHUE CHCTEMbl KaueCTBa YUPEKJICHUS JTODKHBI 0a3MpOBATHCS
Ha CJIeIYIOIIMX OCHOBHBIX IPUHIIUMIAX:

- MPUOPHUTETHOCTU TPEOOBAHMI (3aIIPOCOB) KIMEHTA MO OOECIICUCHHUIO KauyecTBa YCIIYT, TO €CTh
o0ecrnieueHrs YBEpEHHOCTH B TOM, UTO 3TU TpeOOBaHUS (3ampockl) OyIyT MOTHOCTHIO peaTn30BaHbI
MIPU TIPEIOCTABIICHUH YCIIYT;

- IpeAYNPEKACHHS MPOOIEM KauecTBa YCIyT, TO €CTh 00eCIeueHsl YBEPEHHOCTH B TOM, UTO 3TH
npoOeMbl OyAYT MPEAYIIPEKAATHCS, a HE BBISBISITHCS U pa3pemiaThbCs MOCIe NX BOSHUKHOBEHUS;

- COONIO/ICHUS TOJOXKEHU HOPMATHBHBIX JOKYMEHTOB, pPEriaMeHTHPYIOIUX TpeOOBaHUS K
MOPSIIKY U MPaBUJIaM MIPEAOCTABIICHUS] YCIIYT;

- 00eCneYeHHOCTH YUPEKIEHUSI COOTBETCTBYIOIIMMH JIOACKUMH, MaTepUATbHO-TEXHUUECKUMU
U JIpyruMu pecypcamu (06a30BOil U omepaTUBHON WHOOpMaIel, TEXHUYECKOW JOKyMEHTAIUeH,
JAHHBIMH O PEe3yJbTaTaX MPEAOCTABICHUS YCIYT U UX KOHTPOJIS, UTOraX OLEHKH KayecTBa U JIp.);

- YETKOTO pacIpeesICHHs MOTHOMOYUN U OTBETCTBEHHOCTH MEPCOHANA 33 €T0 JEATeIbHOCTD 110
MPEIOCTABIICHUIO YCIYT, BIHSIONIYIO HAa O0ecTieueHrne UX KauecTBa;

- JIMYHOM OTBETCTBEHHOCTH PYKOBOJICTBA YUPEKJCHHS 3a Kauy€CTBO MPEAOCTaBISIEMBIX YCIYT,
pa3paboTKy, BHEApPEHHUE U KOHTPOIb 3S(PPEKTUBHOCTH CHUCTEMBI KadecTBa, 3a OMpPEEICHUE
MIOJINTHKY B 00JACTH Ka4eCTBa, OPraHU3AIMIO U 00IIee PyKOBOJCTBO paboTaMH MO 00ECIeYEHUIO
KauecTBa;

- oOecrieyeHHe JMYHOW OTBETCTBEHHOCTH KaKJIOTO WCIOJHHUTENS 3a KadeCTBO YCIyr B
COUETaHUU C MaTEepUATbHBIM U MOPAJIIbHBIM CTUMYJIUPOBAHUEM KAYECTBA;

- IOKYMEHTaJIbHOTO 0(OPMIICHHUS MPABUI U METOJIOB 00ECTICUCHUSI KaUeCTBa yCIIyT;
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- obecrieueHHs MIOHUMAHUS BCEMHU COTPYIHUKAMH YUPEKACHUS TPEOOBaHMI CUCTEMBI KayecTBa
K [TOJIUTHKE B 00JIaCTH Ka4yecTBa.

5 OcHoBHBIE (PAKTOPBI, BJAMSIOIIHE HA KAYeCTBO YCJIYT, U MOPAJIOK UX UCIIO0JIb30BAHUSA NIPH
(GopMupoBaHNH CHCTEMbI Ka4eCTBA y4YpeKIeHU I

5.1 Tlpu QopMupoBaHUM CHCTEMBI KadecTBa YUPEKICHUH (MpU ONpeAeNICHUH TOTUTHKU
yupexJieHuss B 00JaCTH KadecTBa, pa3padOTKH JTOKYMEHTAIlMM CUCTEMbl KauecTBa, OpraHU3allH
paboT 1Mo KavyecTBy) HEOOXOAMMO YUUTHIBAThH pAl (AKTOPOB (KPUTEPHEB) PA3IMYHOTO XapaKTepa,
KOTOpBIE€ B 3HAUYUTEIBHOI Mepe BIUSIOT Ha KAUECTBO MPEIOCTABISIEMbIX YCIIYT.

[IpaBunbHBINH y4eT 3THX (DaKTOPOB, UX MCIOIB30BAaHHE MpPU Pa3pabOTKE COOTBETCTBYIOIIUX
JOKYMEHTOB CHCTEMbl KauecTBa M B MPAKTUYECKOM JEATENBHOCTH YUpexXIeHUus OyayT
CIIOCOOCTBOBATH MOBBIIICHUIO KAYECTBA YCIIYT.

5.2 OcHOBHBIMH (haKTOpPAMH SBJISIOTCS:

- HaJIM4YhMe U COCTOSHUE JIOKYMEHTALlMHM, B COOTBETCTBUM C KOTOPOH (YHKIHOHHUPYET
YUpexKICHUE;

- YCIIOBUS Pa3MEILEHUS YUPEKICHUS;

- YKOMIUIEKTOBAHHOCTb YUPEXKICHHUS CIEIUATMCTAMHU U UX KBaTHU(UKALUS;

- CIIeIMaIbHOE U TaOEIIbHOE TEXHWYECKOEe OCHAIEHHE YUpekAeHus (00opymoBaHUe, PUOOPHI,
anmapartypa u T. 1.);

- cocrossHAe HWH(pOpMaUK 00 yYpeKIEHHH, TOPSIIKE W TMpaBWIIaX MPEJOCTaBICHUS YCIYT
KJIMEHTaM.

5.2.1 B cocTaB 1OKyMEHTallUU AOKHBI BXOAUTH:

- monoxeHue 00 yupexnaeHuu (YcTaB yupekIeHHs), BKIOuaroliee B ce0si CBEACHHUS O
IpEeHAa3HAYEHUN YUpEeXJIEHHUs, NOpsAAKe ero (QOpMHUpPOBaHUS, COAEpPNKaHHs, PEOpPraHU3alUH,
CBEICHHUSI 00 OCHOBHBIX 3aJ]auax ero JesTeNIbHOCTH, KaTeropusaX oOCITyKHUBAEMBIX JIUII, MOPSIKE U
YCIOBHSIX 3aYMCIICHUSI Ha OOCIYy)XHMBaHUE, O CTPYKTYPHBIX IMOJPA3/IEICHUSX W HMX OCHOBHBIX
3ajayax, cBeAeHHs 00 oObeMe U TOpsAAKe TMPEAOCTABICHUS HMH YCIYT H O JIPYrHX
OpPraHMU3alMOHHBIX U TEXHUYECKHUX BONPOCAX;

- TIOJIOKEHUS O CTPYKTYPHBIX TMOJPA3ACICHUIX YUPEKACHUS, COIEpKAIIMe CBEACHUS O
KAaTEeropusix IpaxaaH, 0OCIyKMBA€MbIX TEM WJIM HHBIM TOJpPA3/eICHUEM, CTOSALIMX Iepel]] HUM
3aJjayax, CPOKax M yCIOBUAX OOCITY)KHBAaHUS I'paXkJiaH, CBEJICHHsI O JIOTIOJIHUTENBHBIX JOKYMEHTaX,
HEOOXOIUMBIX JUIsl 3a4MCIEHUS Ha OOCITy)KMBaHHWE B JIaHHOE IIOJ(pa3fielieHue, CBEACHUS O
KOJINYECTBE COTPYIHUKOB MOAPA3CICHHs], UX OCHOBHBIX O053aHHOCTSX U T. 11.;

- PYKOBOJCTBA, CIy>K€OHbIE€ MHCTPYKIIMM, MpPaBUiIa, METOAUKN TEXHOJOTHH, IpeIHa3HauYeHHbIE
Il periJaMeHTUPOBaHMs Mpoliecca MPeAoCTaBICHHs YCIyT, ONpeeleHus] METOI0B (CIIOCO00B) MX
MIPEIOCTABIICHUS U KOHTPOJIS, @ TAK)KE JJIs1 COBEPLICHCTBOBAHUS PabOThl yUPEKICHHUS;

- JOKyMEHTaIisl Ha 000opyJoBaHue, NpUOOPHI U ammaparypy, clocoOCTBYOIas 00ecneueHuto
WX HOPMaJILHOU M 0€30MacHON SKCIUTyaTalluu, 00CTy>KUBAHUS U TIOIEpKaHUsS B pabOTOCTIOCOOHOM
COCTOSIHUY;

- HalMOHAJIbHBIE CTaHAAPThl COLMAJIBHOTO OOCIy)XMBaHMsSI HaceleHuss B Poccuiickoi
denepanyu, COCTaBIAIOIINE HOPMATUBHYIO OCHOBY IIPAKTUYECKOM pabOThl YUPEKICHUS B 00JIACTH
MIPEIOCTABIIAEMBIX KIIMEHTaM COL[UAIIbHBIX YCIYT.

B 3aBucuMOCTH OT TOro, HAaCKOJIBKO Kau€CTBEHHO COCTABJIEHBI 3TH JIOKYMEHTBHI, HACKOJBKO
KBAIM(UIMPOBAHHO W YETKO H3JIOKEHbI B HUX OOS3aHHOCTH, MpaBa, IMOPSAOK BBITOJIHEHUS
Pa3NUYHBIX MPOLEAYp NpU MPEJOCTaBIEHUH YCIYr U JApyrue (QyHKIUM IepcoHala, 3aBUCHUT
3¢ (HEeKTUBHOCTH pabOTHI YUPEXKACHUS U KAYECTBO MPETOCTABIAEMbIX UM YCIIYT.

VYka3aHHbIE JOKYMEHTBHI JOJDKHBI COCTaBIIATh OCHOBY JIOKYMEHTALlUM CHCTEMBI KauecTBa
yuapexaeHus. B mpomecce (opmMupoBaHUS CHCTEMBI KayecTBa OHHM MOTYT OBITh TIpH
HEOO0XOUMOCTH OTKOPPEKTHPOBAHBI C LENbIO NPUBEACHUS HX COJIEP)KAHUS B COOTBETCTBHE C
TpeOOBaHUSAMU, MPEAbSIBIIEMbIMU K HUM KaK K 4YacTH JOKYMEHTAI[MH CUCTEMBI KauecTBa.

5.2.2 VYcnoBus pa3MelIeHHs YUpexieHus, oOecrneunBamomue ero 3¢dexkTuBHy0 pabdoTy,
JOJKHBI OBITH CIEAYIOUUMHU:



- YUPEXJEHUE U €ro CTPYKTYPHBIE MOJpa3esIeHUs] TOJDKHBI OBITh pa3MeIleHbl B CHEIHAIbHO
IpeJHa3HAUYCHHOM 3/aHuM (3JaHUAX) WIM IOMELIEHMAX, IOCTYHNHBIX Ui BCEX KaTeropui
OOCITy’)KUBAaEMBIX TpPaXJIaH, B TOM YHCJIE Ui WHBAIMIAOB U JPYTUX MaJOMOOWJIBHBIX TPYII
HaceneHus. [lomenienns NOKHBI ObITH 00ECIIEUEHBl BCEMU CPEICTBAMU KOMMYHAJIbHO-OBITOBOTO
00CITy>)KUBaHHSI U OCHAIIIEHBI TeNIe()OHHOM CBA3BIO;

- [0 pa3MepaM M COCTOSHHUIO IIOMEIIEHUS JOJDKHbI OTBeYaTb TPEOOBAHUSAM CaHUTApHO-
TUTHEHUYECKUX HOPM M MpaBMJl, 0€30MaCHOCTH TPYAA U JOJDKHBI OBITH 3allUIIEHBI OT BO3ACHCTBUS
(GakTOpOB, OTPHULATENBHO BIHMAIOLUIMX HAa KauecTBO HPEJOCTaBISEMbIX YyCIyr (IIOBBIIIEHHBIE
TeMIIepaTypa BO3/1yXa, BIQKHOCTh BO3yXa, 3albUIEHHOCTh, 3ara30BaHHOCTD, IIIyM, BUOpauus u T.
1.);

- IUIOLA/b, 3aHMMaeMas YUYPEKICHUEM, JOJDKHA IO3BOJIATH HOPMAIbHOE pa3MeELIEHUE
[epCOHaNA, KJIMEHTOB U IPEAOCTABICHUE UM YCIIYT.

B cBsi3u ¢ 3TUM 1IpH pa3paboOTKe CHCTEMBI Ka4eCTBA YUPEXKICHHS TOIDKHBI OBITh IPEAYCMOTPEHBI
MEpbl, HAalpaBJIE€HHbIE HA CO3/laHUE WIM MOAJIEpPKAHUE YIOMSHYTBIX YCIOBHHM, a Ipu
HEOO0XOAMMOCTH ¥ BO3MOKHOCTH - Ha UX YIIyUIICHHUE.

5.2.3 Bonpocsl YKOMIUIEKTOBAHHOCTH YUPEXKACHUS CIELHMATUCTaMU U UX KBATU(PHUKALMU TaKKe
JIOJKHBI HATH OTpa)KEHUE B CUCTEME KauecTBa KaK OJMH U3 BaXXKHEUIIUX (PAKTOPOB, BIUSAIOLIMX HA
Ka4yeCcTBO YCIYT.

B unciie Takux BONpocoB, MOUIEKAIINX PELICHUIO B paMKaX CUCTEMbI Ka4€CTBA, MOT'YT OBITh:

- MOJIHAsl YKOMIUIEKTOBAaHHOCTb YUPEXKJIEHHUS HEOOXOJUMBIMH CIELUAINCTAMU B COOTBETCTBUU
CO LITAaTHBIM pacIUCaHHUEM;

- noabop  CHEUMAIUCTOB C  COOTBETCTBYIOIIMM  OOpa3oBaHHEM,  KBalu(UKaluUei,
po(ecCHOHATLHOM IMOATOTOBKOW, OONaNaloMX 3HAHUSIMH W OIBITOM, HEOOXOIUMBIMU ISt
BBINOJIHEHUS] BO3JIOKEHHBIX HAa HUX OOA3aHHOCTEH; MOCTOSHHOE MOBBIINIEHUE MX KBAJTU(PHUKALUU
yuebo0i Ha KypcaxX NepenoAroTOBKH U MOBBIIICHHS KBATH(UKAIIMY WM HHBIMH CIIOCO0aMH;

- 4YeTKoe paclpelelieHue O00s3aHHOCTEH CIEeLUAINCTOB, W3JIOKEHHBIX B JIOJDKHOCTHBIX
MHCTPYKLHUSAX, METOAMKAX U JIPYIUX TOKYMEHTaX, pPEerjiaMEeHTHUPYIOIIMUX UX OOS3aHHOCTH, IpaBa U
OTBETCTBEHHOCTb;

- 00s13aTeNnbHas aTTECTANS CIICIIUAINCTOB B YCTAHOBICHHOM TTOPSIJIKE;

- BOCIIUTAHUE y BCEX COTPYIHUKOB YUPEXKJIEHUS BBICOKMX MOPAJIBHBIX U MOPAJIbHO-ITUYECKHX
KAauecTB, YyBCTBA OTBETCTBEHHOCTH U HEOOXOJWMOCTH PYKOBOJICTBOBAaThCS B CBOEH paboTe ¢
KJIMEHTaMH NMPUHLIMIAMH TYMaHHOCTH, CIIPaBEeIIMBOCTH, OOBEKTUBHOCTU M OOPOXKEIATEIbHOCTH,
YUUTBIBas UX (PU3HUECKOE U IICUXUYECKOE COCTOSIHUE;

- IPUHATHE MEP K HEJOMYIIEHUIO Pa3IIAlEHUs] COTPYIHUKAMU YUPEXKICHUS CBEICHUIN JTMYHOTO
XapakTepa o0 KJIMEHTax, MO0 3TH CBEACHUS COCTABIISIIOT CIIyKEOHYI0 TallHy M 3a UX pasIJalleHue
BUHOBHBIE HECYT OTBETCTBEHHOCTb B IOPSAKE, YCTAHOBIEHHOM 3aKOHOJAATENbCTBOM Poccuiickoi
denepanuu.

5.2.4 Jlns KaueCTBEHHOIO NPEOCTAaBIEHUS YCIYr YUYpeKICHHE JOJDKHO OBITh OCHAILIEHO
CHelMalbHBIM U TabelbHbIM O00O0pYIOBAaHMEM, ammapaTrypo M mNpuOOpaMu, OTBEUYAIOUIUMHU
TpeOOBAaHUSAM COOTBETCTBYIOIIMX CTAaHAAPTOB, TEXHUUYECKUX YCIOBUHM, IPYTHX HOPMATHBHBIX
JOKYMEHTOB M 00€CIIeYMBAIOIMMU HaJIJIeKalllee KaueCTBO MPEA0CTaBISIEMBbIX YCIIYT.

[TosToMy B cuctemMe KadecTBa YUPEKACHUS JIOJDKHBI OBITh HPEIYCMOTPEHBI MEpONpPHSTHSA,
HaIpaBJIEHHBIE HA TO, YTOOBI:

- o0opynoBaHue, NpUOOpPH U ammaparypa HCIOJb30BAIUCH CTPOrO IO HA3HAYEHUIO B
COOTBETCTBUM C JOKyMEHTalMell Ha MX (YHKIMOHUPOBAHWE M SKCIUIyaTallUIO, COAEPKAIUCh B
TEXHUYECKH UCTIPAaBHOM COCTOSIHUH, KOTOPOE CUCTEMATUYECKU ObI IPOBEPSIIOCH;

- HeucmpaBHOe 00Opy/lOBaHUE, MPUOOPHI U ammaparypa, Jarolue Mpu paboTe COMHUTENbHbIE
PE3YJIbTaThl, CBOEBPEMEHHO CHUMAJIUCH C 3KCIUTyaTalluH, 3aMEHSUTMCh WIA PEMOHTUPOBAIMUCH (ECIH
OHH TOJJIEXKAT PEMOHTY), a IPUTOAHOCTh OTPEMOHTHUPOBAHHBIX MOATBEPKAAIACh UX TPOBEPKOIL.

5.2.5 Bompockl HHpOpMAalUU JODKHBI SBISATHCS COCTABHOM YacThIO CHUCTEMbl KadyecTBa
YUpeXJIeHUs, TaK Kak 0e3 MpaBUJIbHO OPraHW30BaHHOW MH(OPMAIMOHHON PabOThI HEBO3MOKHO
o0ecreynTh Ka4ecTBO MPEI0CTaBIIEMbIX YCIYT, COOTBETCTBYIOIIEE 3alIpOcaM U HYXk/1aM KJIHEHTOB.



Cocrostnne mHpopManuu 00 YUYpeXJIECHHUH U TpaBUIaX NPEAOCTABICHHUS MM YCIYTr JOJIKHO
COOTBETCTBOBaTh TpeboBanusM dDenepanbHoro 3akoHa Poccutickoir ®enepanun «O 3amure mpas
oTpeouTeNnei».

B nokymeHTanuu cucTeMBbl KadyecTBa YUPEKACHUU OJKHBI OBITh M3JIOKEHBI CIEIYyIOIINe
TpeOoBaHuUs K MHPOPMALIUH:

a) yupexaeHue o00s3aHO JOBOAUTH JO TpakJaH CBOE HAaWMEHOBAaHHE U MECTOHAXOXKJCHUE
moOBIM  crmocoOOM,  TPEIyCMOTPEHHBIM  3aKOHOAATeNnbCcTBOM  Poccwmiickoii  dDenepanum,
MPEOCTAaBIATh IO TPeOOBAaHHUIO KIHUEHTOB HEOOXOAMMYI0 U JOCTOBEPHYIO HH(MOPMALHIO O
BBITOJIHSAEMBIX YCITyraX, MO3BOJISIFOILYIO UM CJIEJIaTh KOMIIETEHTHBINH BBIOOD;

0) coctaB undopmanuu 06 yciyrax (B coorBercTBUH ¢ DenepanbHbiM 3aKk0HOM «O 3aluTe Ipas
noTpeOuTeNneil») JOMKEH BKII0YaTh B CeOs:

- IepeueHb OCHOBHBIX YCIIYT, MPEJOCTaBISEMBIX YUPEKICHUEM;

- XapaKTepUCTUKY KaXJOH ycIayru, oOJacTh €e NpPEIOCTaBICHHS W 3aTpaThl BPEMEHH Ha ee
MIPEI0CTaBIICHUE;

- B3aUMOCBSI3b MEX/ly KAUECTBOM YCIIYTH, YCIIOBUSMHU €€ MPEJOCTaBICHHS U CTOMMOCTBIO;

- BO3MOXHOCTb MOJTy4€HUS OLIEHKH KauecTBa YCIYT'H CO CTOPOHBI KIIMEHTA;

- YCTaHOBJICHHE B3aUMOCBS3U MEX]y MPEJIOKEHHON YCIYrol U peajibHbIMU NOTPEOHOCTIMU
KIJIMEHTA;

- MpaBWIIa U ycIoBHs 3)PEKTUBHOTO M 0€30IIaCHOTO UCTIONB30BAHUS YCIYT;

- rapaHTUHHBIE 00513aTENIbCTBA YUPEIKICHHS - UCIIOIHUTEINS YCIYT;

B) nH(pOpMAaIUs T0JKHA OBITH IOCTOBEPHOW W MONHOW. Ecnu mpenocraBieHne HeI0CTOBEpHOU
WIM HEJOCTATOYHO MONHOW uH(pOpManuu 00 yclyre MOBIEKIO MPUYUHEHUE Bpela KU3HU,
3I0POBBIO WJIM HMYILECTBY KIMEHTAa COLMAJIBbHON CIyKObl (BCIEICTBUE IPOU3BOJCTBEHHBIX,
PELEeNnTYPHBIX U MHBIX HEJOCTATKOB YCIYTH), OH BIpPaBe MPEIbSIBUTH YUPESKICHUIO TPeOOBAHUS O
BO3MEUICHUH IPUUYUHEHHOTO Bpea.

6 JloxymeHTa1bHOE 0()OPMJIEHHE CHCTEMbI Ka4ecTBa

6.1 Cucremy kadectBa 0hOpMIISIFOT B BUJE KOMIUIEKTa JOKYMEHTOB (PYKOBOJCTB, MOJIOKEHHH,
MHCTPYKLUMH, METOAMKHM T.1.), B KOTOPBIX YCTaHaBIMBAIOT TpeOOBaHMA K CHCTEME KadecTBa
YUPEKACHHUS B IIETIOM U K €€ COCTAaBHBIM YaCTsIM, YKa3aHHBIM B 4.2.

CreneHb JIOKyMEHTHMPOBAHHOCTM CHCTEMbI KadecTBa pPAa3JIMYHBIX YUPESKICHUH MOXKeT
OTJIMYAThCS B 3aBUCUMOCTH OT:

- pa3Mepa M NIpeJHA3HAYCHUs YUPEXKIEHUS, XapakTepa M 00beMa NpPEJOCTaBIIIEMBIX YCIYT,
KaTeropuii 00CITyKMBAEMOTO HACEIICHUS;

- CJIO)KHOCTH TIpoliecca 10 MpeI0CTaBICHUIO YCIYT;

- KOMIIETEHITUH MTEPCOHATIA YUPEIKIACHUSI.

JIOKyMeHTaIHsI MOKET OBbITh 11000 (hopMBI 1 Ha TFOOOM HOCHUTEIE.

6.2 JlokymeHTalMsl CHUCTEMbl KayecTBa JOJKHA OQOPMIISATHCS KaK COCTaBHAas 4acTbh Bceil
JOKYMEHTAIMH YUYPEKACHUS U YTBEPKIaThCsl B YCTAHOBJICHHOM IOPSIIKE.

6.3 OCHOBHBIM JOKYMEHTOM CHCTEMBI KaudecTBa YUpeXKIeHHs sBisercs PyKOBOACTBO IO
Ka4yecTBY.

B Hem wuszmarator oOmiee ONMCaHWE CHCTEMBl KadecTBa MPUMEHUTEIHFHO K KOHKPETHOMY
YUPEXKICHUIO, PA3bACHAIOT TMOJUTUKY YUYPEXKAEHUs B O0JACTH  KauyecTBa, OTPaKaOT
OpPTaHU3aIMOHHYIO CTPYKTYPY CHCTEMBl KayecTBa, 3a/la4d W (YHKIWUW TOAPA3JCICHUH U CITyKO
YUpEX/IeHUs B 00JaCTH KauecTBa, MPUBOJAT CBEACHUSA O KOMIUIEKTE JOKYMEHTOB BCEX YPOBHEH,
COCTABIISFONINX HOPMAaTHBHO-METOJAMYECKYI0 0a3y CHCTEMBI KadecTBa, YCTAHABIHMBAIOT MOPSIOK
BHEpeHUsI, QYHKIIMOHUPOBAHUS M KOHTPOJISI CUCTEMbI KauecTBa.

6.3.1 Ilonmutrka B 00JaCTH Ka4yecTBa JIOJDKHA MPEACTABIATH COOOM OCHOBHBIC IIENH, 33Jla4d U
NPUHIUIBL IEATEIBHOCTH YUYPEXKICHHs B 00JaCTH KadyecTBa, JOKYMEHTAJIbHO O(QOPMIICHHbBIE U
MPHUHATHIE K 0053aTETbHOMY BBITIOJTHEHUIO B YIPEKICHUN.

6.3.1.1 Llenu momuTHKH B 00IaCTH KauecTBa JOHKHBI OTPaXkaTh CIEAYIOIINE BOIPOCHL:

- obecrieueHne MOCTOSTHHOTO YIOBJIETBOPEHHS KIIMEHTOB MPEIOCTABIISIEMBIMH YCITyTaMH;



- IOBBIIIEHUE KAaueCTBa YCIYyT U 3PPEKTUBHOCTH (PE3yJIbTATUBHOCTH) MX MPEIOCTABICHHUS;

- IPUHATHE MPOPHUIAKTUIECKUX MEpP IO MPEAYNPEKACHUIO WIN YPETyIUPOBAHUIO MTPETCH3UN H
JKaJI00 KJIMEHTOB;

- IPOYME BONIPOCHI, OTPAYKAIOLIHE CIICHU(PHUKY JSSITEITbHOCTH YUPEXKICHHUS.

CopneprxaHre OCHOBHBIX 33/1a4 W MPHHIMUIIOB JCSATEIBHOCTH YUYPEKICHHUS B 00JACTH KavyecTBa
npuBeieHO B 4.6 1 4.7 COOTBETCTBEHHO.

6.3.1.2 Hapsny ¢ moapoOHBIM HM3JIOXKEHHWEM Leled, 3aJa4 ¥ NPUHIUINOB B PykoBojacTBe 1o
Ka4eCTBY yUPEKICHUS JOJDKHBI OBITh YETKO OIPE/EIICHBI U C(OPMYIUPOBAHBI MOPSIOK M CIIOCOOBI
(MeTO/IBI) X pean3aluu.

6.3.1.3

OH nomwkeH obecneunTh pa3bsCHEHHE W JIOBEJCHHE 3TOW MOJMTHUKHU JIO BCEro IMepcoHalia
YUPEXKICHHUS, YETKO OIPEICIUTH ITOJTHOMOYHSI, OTBETCTBEHHOCTD U ITOPSIIOK B3aUMOJICHCTBHS BCETO
NEepCoHaNa YYPEKICHHS, OCYIIECCTBISIONIETO PYKOBOJCTBO, HCIIOJIHEHHE YCIYT W KOHTPOJb
JeSATEIIbHOCTH, BIUSIOIIECH Ha KAYECTBO YCIIYT.

6.3.1.4

6.3.1.5 TlonmTrKa yupexIeHUST B 00JIACTH KAa4eCTBA JODKHA OXBATHIBATh BCE HAIIPABIICHHS €rO
JeSTEIbHOCTH, COOTBETCTBOBaTh NOTPEOHOCTSIM M 3alpocaM  KJIMEHTOB, CIIOCOOCTBOBATH
VIYYIICHUIO COLMANBHBIX M JKOHOMHUYECKHX TIOKa3arened yupexnaeHus. llomuTuka mommkHa
CoZiepKaTh TakXKe O00s3aTeIbCTBO PYKOBOJCTBA YUPEXKICHHUS OCYLIECTBIATH IOCTOSHHOE
yIy4lIICHNE KauecTBa 00CTyKHUBAHUS KJIMECHTOB.

6.3.1.6 IlonuTHKa yupexaeHus B 00JacTU KauyecTBa JOJKHA BHEAPATHCS BO BCEX CTPYKTYPHBIX
MOJIPA3/ICICHUSAX YUPEKACHUS U PETYISPHO MOJABEPraThCs aHAIU3y Ha MPEIMET €€ TMOCTOSHHOU
aKTYaJIbHOCTU U MPUT'OIHOCTH.

6.3.1.7 Peanm3anusi MOJUTHKU YYPEXKJICHUS B OOJACTH KadecTBa JIOJDKHA OBITH oOecreueHa
HEOOXOAUMBIMU pecypcaMu (KaJIpOBbIMH, MaTepUAbHO-TEXHUYECKMMHU, UH(OPMALMOHHBIMU U
JPYTHMH).

JUis  BBINOJHEHUS TPHHATOM ydpexkJIeHHMEeM IOJIMTUKM B 00JacTH KayecTBa Iepen
MOJIPA3/ICICHUSIMU B CITy)KOaMU yUpeXICHHUS CTaBATCS 3a/1aui Ha KOHKPETHBIE TUIAHOBBIE TIEPHUOIBI
U TOpU HEOOXOAWMOCTH CBOEBPEMEHHO YTOYHSIIOTCA U KOPPEKTHPYIOTCA PYKOBOJCTBOM

YUPEKICHUS.

B mosicHeHuu k cxeme MOMKHBI OBITH OTpa)KeHbI 3a7aud, (PYHKIUU U OTBETCTBEHHOCTH BCEX
MOJIpa3/ICIICHU U CITY’)KO yUpexJICHHs B 00JIACTH KAa4eCcTBa U MPUBEACHBI CBEJICHUS O JIOKYMEHTAX
BCEX YPOBHEH, KOTOPBHIE JOHKHBI COCTABISATH HOPMAaTHBHO-METOMYECKYIO 0a3y CHCTEMBI KauecTBa
YUYpexIeHus.

CBenmeHuss O JOKYMEHTaX MOTYT OBITh TMPEACTaBICHBl B BHUAE CaMUX JIOKYMEHTOB,
pa3pabOTaHHBIX BHOBH (MOJMTHKAa B OO0JacTH KayecTBa W [p.) WIW YK€ JCUCTBYIOIIMX B
yupexaeHun (MOJIOKEHUs, HHCTPYKIIMH, METOAWKH, PYKOBOACTBA, MpaBWia H T.A.), HO
OTKOPPEKTHPOBAHHBIX TMPH HEOOXOMUMOCTH B IIENsAX Ooyiee IOJHOTO y4deTa B HUX BOIPOCOB
KauecTBa, MO0 B BHUJE CCHUIKM HAa 3TH JOKYMEHTHI ¢ MH(popmanueld 00 WX MpeqHa3HAYCHUU U
KpPaTKOM COJIep)KaHUH.

6.3.3 JlokymMeHTamusi CUCTEMBI KadecTBa YUPEXKACHUS JOJDKHA MOCTOSHHO TMOAJIEPKUBATHCS B
paboueM COCTOSIHUY; yCTapeBIIas JOKYMEHTAIUs JODKHA CBOEBPEMEHHO M3BIMATHCS U 3aMEHSIThCS
HOBO.



7 Opranuszanusi padoThl 0 Ka4eCTBY

7.1 I1oJITHOMOYHS U OTBETCTBEHHOCTH MEPCOHAJIA

3T0, B MEPBYIO OYEpe/lb, JOIDKHO OTHOCHUTHCS K OOCITYKHBAIOIIEMY IEPCOHAITY, JEATEIbHOCTD
KOTOPOTO CBf3aHa C BBIIIOJIHEHWEM TaKHX MPOLENyp, KaK BBIABICHUE MPETEH3UN U Kajod
KJIMEHTOB, IIPOBEJCHUE MEPOIPUATUN [0 YCTPAHEHUIO WM MNPEAYNPEKICHUIO HEIOCTATKOB,
KOHTPOJIb BBIITOJHEHUS 3TUX MEPOIPUSITHIA.

_

- obecrieueHus pa3pabOTKM CHUCTEMBI KauecTBa, €€ BHEAPEHUS U MOJIEpKaHUs B pabodem
COCTOSIHUH;

- TPEACTaBICHUS OTYETOB PYKOBOAMTENIO YUPEKACHUS O (DYHKIIMOHUPOBAHUU CHUCTEMBI
KayeCcTBa C LIEJIBI0 €€ aHaM3a U MCIIOJIb30BaHUS IIOJIYYEHHBIX PE3YJIbTATOB KaK OCHOBBI JUIA
COBEPIICHCTBOBAHUS ATOM CUCTEMBI.

Buyt

CHHHUE IIPOBECPKHU CUCTECMbI Ka4YeCTBA

7.2.4 Db heKTUBHOCTh CUCTEMBI KaUeCTBA YUPEKIECHUS ONPEEIIAIOT M0 pe3yIbTaTaM ee OLCHOK,

ITOJIy4a€MBbIX IIPU IPOBEPKaAX.
7.2.5

7.2.6 TIpoBepku cHCTEMBI KauyecTBa YUPEKICHUH MOTYT ObITh IUIAHOBBIMH M ONEpPATUBHBIMU.

—

OnepaTuBHYIO MPOBEPKY CUCTEMbI KaUe€CTBA WJIM OTJEIbHBIX €€ COCTaBHBIX YacTeil MPOBOISAT B
cllydae pe3KOro yxy/IIEeHHUs MoKa3aTeNei, XapaKTepu3yIoUIMX KOHEYHbIe pe3yNbTaThl paboThl MO
00eCTIeUeHHI0  KadyecTBa  YCIyr, TPEAOCTABISIEMBIX KaKUM-ITHOO  TOApa3feiiCHHEeM WM
YUpEKACHUEM B IIEJIOM, B CIy4ae OLEHKH 3((HEeKTUBHOCTH KOPPEKTUPYIOIIMUX ACHCTBHM, a TaKxke



IprU 3HAYUTCIBHBIX H3MCHCHHAX OpPraHu3aluun p3,60T U TEXHOJIOTHI npeaoCTaBJICHUA YCIIYT,
OTPULATCIIBHO BIIMAIONIUX HA UX KAa4CCTBO.

7.3 IloAroToBKAa KaaApPOB

7.3.2 1loAroToBKOHM mepcoHaja IOJKHBI OBITh OXBAa4€Hbl BCE COTPYAHHMKH YUPEKICHHS,
HETIOCPEICTBEHHO BIHSIOIINE Ha KAYECTBO YCIYT, BKJIIOYAs PYKOBOJSIIHIA COCTAB BCEX YPOBHEH.

7.3.3 Ilpu pa3paboTke U peau3aiuy IIAHOB MEPOIIPUSATHH 110 TTOATOTOBKE KaJIPOB HEOOXOIMMO
YUUTBIBaTh U3J0XKEHHbIe B 5.2.3 QaxkTopbl (KpUTEepHUHM), Kacamolluecs Mopska padoThl Co

CIICUATTUCTAMHU YUPEKICHUSI.
7.4 Anaan3 QyHKIMOHUPOBAHHS CHCTEMbI KAa9eCTBAa PYKOBOACTBOM YUpeKIeHHS
7.4.1

7.5.2 CpaBHEHHE OLEHOK KIMEHTOB M HCIOJIHUTEIEH YCIyr CIeAyeT INPOBOAWUTH IOCTOSIHHO,
9TOOBI OIEHUTH COBMECTHMOCTHh JIBYX MEp HX KauecTBa, MNpPOBECTH (TIpU HEOOXOIUMOCTH)
KOPPEKTUPYIOIIUE JEHCTBUS W OINPEAEIUTb, HACKOJIBKO JAEATEIbHOCTb HCIIOJIHUTENEH YCIyT
OTBEYAET MOTPEOHOCTSIM M 3aIpOcaM KIIMEHTOB.

KiroueBrle ciioBa: conmanbHOE 00CTY)KMBaHUE, COIMATIbHAS YCIIyTa, YIPEXKICHHE COITUATEHOTO
00CITy’)KNBaHUs, KAYECTBO COITMATLHON YCITYTH, CHCTEMA KaueCTBa yUPEKICHHS




