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MpeaucnoBue

1 PASPABOTAH OTKpbITbIM aKLMOHEPHLIM 00LLECTBOM «BCepoCCUMCKUI HAYYHO-UCCNEA0BaTENbCKUIA
MHCTUTYT cepTtucdpukagyuu» (OAO «BHUUC»)

2 BHECEH TexHnueckumM koMMTETOM NO cTaHaaptu3auumn TK 342 «Ycnyru HaceneHmio»

3 YTBEPXIEH W BBEJEH B JJEMCTBUE Mpukasom deaepanbHoro areHTcTBa no TEXHUYECKOMY pe-
rynUpPOBaHUIO U METPONorum ot 6 ceHTadpsa 2013 r. Ne 875-ct

4 BSAMEH 'OCT P 50691—94

lpasuna npumeHeHuss Hacmoswezo cmaHdapma ycmaHoesneHs! 6 [OCT P 1.0—2012 (pa3den 8).
UHebopmayusa o6 usmeHeHUsIX K HacmosueMy cmaHOapmy fy6nuKyemcs 8 exe200HOM (110 COCMOSIHUI0 Ha
1 sHeapsi mekyujeeo eo0a) UHpopMayUOHHOM yKasamerne «HayuoHanbHbie cmaHOdapmbi», a oghuyuanbHbil
meKkcm u3MeHeHUll U rorpasoKk — 8 eXeMECSIYHOM UHGOPMaUUOHHOM ykasamerne «HayuoHarbHble
cmaHOapmbl». B crlydae nepecmompa (3ameHbl) uriu ommeHbl Hacmosuw,eeo cmaHAapma coomeemcemeyioujee
ysedomneHue bydem ornybriukosaHo 8 briwxaliweM ebifycke UHhopMayUuoHHO20 ykazamerns «HauuoHarnbHble
cmaHOapmbly. Coomeemcmeyioujas uHghopmayus, yeedomsieHue U MmeKCmbl pa3Meliaomcs makxe 6
UHghopmMayuoHHoU cucmeme obuwie2o nonb3oeaHuss — Ha oghuyuansHoM calime ®edeparibHO20 azeHmemea
10 MEXHUYECKOMY peayriuposaHuio U memporioauu e cemu MiHmepHem (gost.ru)

© CrangaptuHdopm, 2014

Hacrosiumin CTaHAapT He MOXET ObiTb NOSIHOCTBLIO UMM YACTUYHO BOCNPOU3BEAEH, TAPAKUPOBAH U pac-
NPOCTpaHeH B ka4yecTBe opuLManbLHOro usaaHus 6es paspewwenun deaepanbHOro areHTCTBa Mo TEXHUYECKO-
MY PerynmpoBaHutO 1 METPOIOrUN
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HAUUWOHANbHBIW CTAHOAPT POCCUUCKOW OEREPALMUMN

Ycnyru HaceneHmio

MOAEJb CUCTEMbI OBECNEYEHUA KAYECTBA YCNYI

Services to the public.
Model of system of ensuring quality of services

Dara BBegenna — 2015—01—01

1 O6nacTb NpMMeHeHuA

Hacroswumin ctaHgapt ycTaHaBnNMBaeT MOAenb CUCTEMbI 06eCnevYeHns KavecTBa yCnyr, OCHOBAHHYIO Ha
TpeboBaHuAX ctaHaapTos cepumn MOCT ISO 9000.

CTaHaapT npegHasHayeH Ans OLEHKM CUCTEM MEHEeIXMEeHTa KayecTBa B OpraHusauusx, Npeaocras-
NALWUX YCNYrY HaCeneHuto, a Takxke 4na ceprTudukaymum CUCTeM MEHEAXKMEHTA KayecTBa yCnyr.

2 HopmaTuBHble CCbINKK

B HacToALeM cTaHaapTe UCNoNb30BaHbl HOPMATUBHBIE CCbIIKM Ha crneaylowme CTaHaapTbl:

FOCT P 50646—2012 Ycnyru HaceneHuto. TEpMUHBI U onpeaeneHuns

MOCT P 54985—2012 PykoBoasLwime ykasaHus Ans Manbix opraHnM3auuii no BHeAPEHUIO CUCTEMBI Me-
Hea)KMEHTAa Ka4yecTBa Ha ocHoee NCO 9001:2008

MOCT P UCO 9004—2010 MeHeaXMEHT ANs AOCTUXEHMSI YCTOWYMBOTO ycnexa opraHusauuu. MNoaxoa
Ha OCHOBE MEHEeQXKMEHTA KayecTBa

MOCT P UCO 10001—2009 MeHeaXMeHT kayecTBa. YAOBNETBOPEHHOCTb NoTpeburtenei. PekoMer-
Jauuu no npasunam noBeaeHusa Ans opraHnusauumn

MOCT P UCO 10002—2007 MeHemXMEHT opraHu3aumu. YOOBNEeTBOPEHHOCTb notpebutenen. Pyko-
BOACTBO MO YNPaBMeHUO NPETEH3USAMU B OpraHn3aLmsx

FOCT ISO 9000—2011 Cucrembl MeHeaXXMeHTa KavyecTBa. OCHOBHbIE MNONOXEHUA U CrOBapb

MOCT I1SO 9001—2011 Cucrembl MeHegkMeHTa KadecTtBa. TpeboBaHua

MpuMeYaHUe—pK NOoNb3oBaHUM HACTOSLLIMM CTaHAapTOM Lienecoobpa3Ho NPOoBEpUTL AEHCTBUE CCLISIOUHBIX
CTaHzAapToB B MHCPOPMALIMOHHON cUCTEMe OGLYEro NONb3OBaHNS — Ha 0ULManbHOM caiiTe deaepanbHOro areHTcTea no
TEXHUYECKOMY PEryrupoBaHunIO U METPONOMUK B CETM MIHTEPHET UK No exerogHoMy UHGOpMaLUOHHOMY yKasaTento «Ha-
LMOHarbHbIE CTaHAAPTLI», KOTOPLIA ONYGNNKOBaH NO COCTOSIHUIO Ha 1 AHBapA TEKYLLEro rofa, u no BeiNyckam exemMecsay-
HOro MHChOPMALIMOHHOTO yKasaTens «HauuoHanbHble cTaHaapThi» 3a TeKywmui rog. Ecnu 3ameHeH CChINOYHLIN CTaHAapT,
Ha KOTOpblii laHa HeAaTUPOBaHHAaA CChifika, TO PEKOMEHAYETCH UCTONL30BaTb AENCTBYHOLLYIO BEPCUIO 3TOMO CTaHAapTa
C YYETOM BCEX BHECEHHLIX B JaHHYI0 BEPCUIO N3MEHEHNIA. ECNin 3aMeHeH CChINOYHBIA CTaHAapT, Ha KOTOpLIi AaHa aaTu-
poBaHHasi CChinka, TO PEKOMEHAYETCA UCMONb30BaTb BEPCUIO STOMO CTaHAApTa C yKasaHHbIM BbilE FOAOM YTBEPXKAEHUS
(NpuHSATURA). Ecnun nocre yTBepXaeHUs HacTOSLWLEro cTaHaapTa B CChINOYHbLIN CTaHAapT, Ha KOTOPLINA AaHa gaTupoBaHHas
CChINKa, BHECEHO U3MEHeHUe, 3aTparmBatoLLee NONOXKEHNE, Ha KOTOPOE [iaHa CCbifKa, TO 3TO NONOXEHUE PEKOMEHAYETCA
NpUMeHsTb 6e3 yueTa JaHHOTO 3MeHeHUs. ECrn CCbINOYHbINA cTaHaapT oTMeHeH 6e3 3aMeHbl, TO NOMoXeHUe, B KOTOPOM
AaHa ccbifnka Ha Hero, peKOMeHAYETC NPUMEHSATL B YaCTW, He 3aTparuBatoLen 3Ty CChIMNKy.

3 TepMuHbI M onpeaeneHus

B HacToswem ctaHaapte npumeHeHbl TepMuHbl no FOCT P 50646 u TOCT ISO 9000.

UspaHue ocbnumnanbHoe
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4 Mogenb cucTeMbl o6ecrnevyeHUsa KadyecTBa ycnyr

Ha pucyHke 1 npvBefeHa MoAe/nb CUCTEMbI 06ecneyeHmnss kadyecTBa YCayr, OCHOBaHHas Ha NpoLEeCCHOM
noaxoge. Mogenb BK/IKOYAET OCHOBHble TpeboBaHust TOCT ISO 9001 n geMOHCTPMPYET B3aUMOCBS3b MPoLec-
COB MNPUMEHUTENIBHO K OKa3aHWuto (NpefoCTaB/IEHNIO) YCyT.

MOCTOSIHHOE y/y4lleHWe CUCTEMbl MEHEMXMEHTA yCayr

PucyHok 1 — Mogenb cuctembl o6ecneyeHns kayectsa ycnyr
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OBWXKyLLEN CUNON, BNMAIOLLEN HA YCTAHOBMEHUE TPeOOBaHUI CUCTEMBI, ABNSAIOTCA NOTpedUTENn yCnyr.
B oBecneyeHumn kayectsa ycnyr sauHTepecoBaHbl COBCTBEHHMKM (BMagerblibl) OpraHn3aumii, OKasbiBatoLLMX
ycnyru, npodeccruoHanbsHble 00beanHeHna n accoumauun B cepe yenyr, notpedbutensckue obiecrsa u
opraHusauum, opraHbl UCNOMHUTENLHON BMAcTM U Np.

MmaBHbIN npouecc, 0603HA4YEHHbIN B Mogenu Kak «[poLecChl X)XKMSHEHHOTO LUMKIa ycryr», obecnevnsaeT
oKasaHue (npefoCTaBMneHne) yCnyr, Ka4ecTBO KOTOPLIX ONPEAENAETCS YA 0BNETBOPEHHOCTLIO NOTpeduTenen.

MpuMeydaHue — lNpoLecchl XKU3HEHHOIO LKA yCIyr MOTyT BKIKOHaTh NPOeKTMpoBaHue, pa3paboTky, 3aKymnKu,
MPOM3BOACTBO W 0GCINyXWBaHWE NpoLiecca NPOU3BOACTBA YCIyr.

JeATenbHOCTb opraHMsauum, NpeAcTaBneHHas B Buje npouecca «M3mepeHue, aHanus u ynyywieHue,
ABMSAETCA 9rIeMEHTOM YIyYLLEHUsI CUCTEMbI 0DecneveHus KauecTBa yCrnyr. YUuTbIBast, YTO YCIyrn He Bceraa
MOTYT BbITb BblpaXXeHbl B MaTepuaribHON PopMe, HE BCE XapakTEPUCTUKM NMPOLIECCOB CUCTEMbI MEHEIKMEHTA
ka4yecTBa MOryT ObITb U3MepeHbl. [ns Takux NpoLeccoB UCMOSIHUTENM YCNyr MOTYT BHEAPATb COOTBETCTBYIO-
LMe METOAbI MOHUTOPUHTA C NMOCTIEAYIOLLEN PErUCTpaLMeii MONy4YeHHbIX Pe3yrbTaToB.

5 Tpe6OBa|-w|;| K cucteme MeHeQXKMeHTa KavyecTtBa ycnyr

5.1 OcoGeHHoOCTH yCcnyr

B cBsisau ¢ TeM, YTO ycnyram npucyLLy HeKoTopble cneuuduyeckne 0CoOBeHHOCTM (CM. PUCYHOK 2), cucTe-
Ma MeHe>KMEHTa KayecTBa YCnyr OTNMYaeTcs OT CUCTEMbl MEHEAXMEHTA KauecTBa NPOAYKLUK.

Moatomy npu paspaboTke U BHEAPEHUM CUCTEMbI MEHEAXMEHTA Ka4ecTBa B OpraHnsauumsax, npeaocras-
NALWMX YCIYrn HaCENeHuto, HE0BX0AUMO yUUTLIBaTE OCOBEHHOCTU Chepbl YCNyr.

YCﬂer MaTephanbHele, HeMaTepranbHble U CMeLlaHHbIe
¥
HenocToRHCTBO KaYecTBa yenyr
2
HeoToenuMocTsL YCNyr 0T KOHKPETHOTO UCNONHUTENS YCnyT
L 2
HeocasaeMocTe yonyr 8 MOMEHT oBonyxuMeanua notTpebutenei
¥

Bpems 3apepweHna NPOU3BOLACTBA YCyr COBNaQAaeT CO BpEMEHEM NpeacCTaBNeHna YCnyr
notoebutenam

y

BoamoKHOCTE NPUENOCOGNEHNA YENYT K UHAUBHUOYANLHEIM 3anpocam notTpeburenen
v

OrpaHuYeHHOCTb UNU HEBOIMOXHOCTL KONMYECTBEHHBIX XapaKTePUCTHK K OLEHOK
HeMarepuanbHeIX Yonyr

¥

HEBO3MOKHOCTE NPUMEHEHNS HHCTPRYMEHTANBHEIX METOAOE MCILITAHNE NPY OUEHKE

Pe3yNbTaTa OKAIAHNA YCIyT
) 2
McnonbaoBaHue 3KCNEPTHLIX W COLMONOrMHEcKUX OLUEHOK COOTBETCTEBUA YCNyr

PucyHok 2 — Cneumnduyeckne ocobeHHOCTH ycryr

5.2 O6wwue nonoxeHus

OpraHusaums — UCNOMNHUTENb YCIYr A0MKHA paspaborarb, BHEAPUTL U NoaaepXmuBaTb B pabovem co-
CTOSIHUW AOKYMEHTaNbHO OPOPMIEHHYIO CUCTEMY MEHEPDKMEHTa KayecTsa, 00ecneunBaioLLylo COOTBETCTBUE
npeaocTaBnsieMbIX YCIyr yCTaHOBNEHHbIM TpeGoBaHNAM.

B ocHoBy pa3paboTku AOMKHbI ObITb NONOXEHLI TpeGosaHnA u nonoxexua MOCT ISO 9001, FOCT P UCO
9004, MOCT P UCO 10001, TOCT P UCO 10002.
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Manble opraHusauuu, NpeaocTaBnaoLLMe yCnyru HaceneHuio, Npu peanusaumm U BHeAPEHUN CUCTEMBI
MEHEeKMEHTAa KayecTBa yCnyr 4omkHbl cobnioaatk TpeboBanusa MTOCT P 54985.

5.3 [lokyMeHTanbHoe odopmMreHne cucTeMbl MEHeg)XMEeHTa KavyecTBa

J[lokyMeHTaums CMCTEMbl MEHEADKMEHTA KauecTBa YCNyr A0IKHA BKIo4aTh B cebsi:

- 3aABNEHUA O NONUTUKE U Liensx B 0brnacru kayecrsa ycnyr;

- PYKOBOACTBO MO KA4eCTBY;

- npoueaypsbl U 3anucu B coorsercteum ¢ NOCT ISO 9001;

- AOKYMEHTbI U 3anucu, onpeaeneHHbIe OpraHu3aumen B ka4ecTBe HeobxoanmbIx Ana obecnevenns ag-
hEKTMBHOIO NNAHUPOBaHUA, OCYLLIECTBIEHUS AEATENLHOCTM MO 0KA3aHUIO YCIYT U YNPaBneHus NpoLeccamm.

CreneHb AOKYMEHTMPOBAHUSI CUCTEMbI MEHEXKMEHTA KaueCTBa 3aBUCUT OT MHOTUX (DaKTOpPOB, YCTaHOB-
neHHbix B FOCT I1SO 9001, n aomkHa ObITb ONpeaeneHa HENOCPeACTBEHHO OpraHu3aumMen — UCNONHUTENeM
YCIyT.

JokyMeHTaumss MOXeT ObITb NpeacTasneHa B noboi copme u Ha nobom Hocutene. [JOKyMeHThI U 3a-
MUCKU CUCTEMBI KAYECTBA AOMKHbI ObiTh YNPABNAEMbIMU.

5.4 OTBeTCTBEHHOCTb PYKOBOACTBA

5.4.1 Bbicluee pyKOBOACTBO OpraHu3aumu JOMKHO obecneuyuTb A0Ka3aTenbCTBO BbINOSIHEHUS CBOMX
06sa3aTensLCTB No paspaboTke, peanu3auum U COBEPLUEHCTBOBAHMIO CUCTEMbI MEHEDKMEHTA Ka4eCTBa yCnyr.

Beicwiee pykoBOACTBO OpraHu3aummn JOJHKHO ONPeAEnuTb U AOKYMEHTaNbHO 0(OPMUTL NONUTUKY B 0O-
nacTu ka4yecTea, onpeaensioLLyto cTpaTeruto, OCHOBHbIE HaNpaBneHusi ¥ LIenu opraHn3auum B obnacru kave-
cTBa. BbicLuee pykoBOACTBO OpraHu3aumm, KoTopoe HeceT OTBETCTBEHHOCTL 3a MONMTUKY B 06NacTu kadyecTea,
JomkHO obecneunTb €e pa3bsiCHEHUE U [0BefeHWe A0 BCEeX CTPYKTYPHbIX noapasgeneHuii u paboTHUMKOB
opraHusauuu (NpeanpusaTus).

Monutuka opraHu3auum B obracTy KadecTBa yCcnyr A4OMmkHa ObiTb HanpaBneHa Ha peanu3aumio Takux
OCHOBHbIX 33424, KaK y40BMNETBOPEHHOCTE NOTPEOUTENS C TOYKM 3peHUsA NPOdECCMOHANBHBLIX CTAHAAPTOB U
3TUKM NOBEAEHUS NMepCoHana, HeMpepLIBHOE MOBLILLEHUE KayecTBa yCnyru, ydet TpeGoBaHuin obLiecTea u
3aLUMUTLI OKPY>KaIoLLEN cpefibl, 3P MEKTUBHOCTL NPELOCTaBNEHUS YCNYT.

5.4.2 NMonHOMO4YMs U OTBETCTBEHHOCTb

B cucreme meHemxMeHTa ka4ecTBa AOMKHbI ObITb YETKO ONpeaeneHbl NoTHOMOYUSA, OTBETCTBEHHOCTb U
B3aMMOAEWCTBME BCEr0 NEpcoHana opraHu3auum, OCyLLEeCTBNAIOLWEro PyKOBOACTBO, (NpeaocTaBneHue) yenyr
U KOHTPOJIb AEATENbHOCTH, BIUAIOLLEN HA KAYECTBO YCIYT.

Ans poctwkeHus uenei B o6nactu ka4ecTsa pykoBOAWUTENb LOIHKEH CO3AaTb CTPYKTYPY CUCTEMbI ANS
3(pheKTUBHOrO ynpasneHus.

5.4.3 AHanus (pyHKLUMOHUPOBaHUA CUCTEMbI KayecTBa CO CTOPOHLI PYKOBOACTBA

BbiCclwee pyKOBOACTBO OpraHu3aumu JOSHKHO NEPUOANYECKN aHANM3MPOBaTh pa3paboTaHHylo cuctemy
MEHEeXXMEHTa Ka4ecTBa ycnyr AnsA TOro 4tobbl yOGeaUTLCA, YTO OHA YAOBINETBOPSIET YCTAHOBMEHHLIM Tpe-
GoBaHMAM U apdekTUBHA. Pesynbrarbl No40OHbLIX aHAaNM30B MCNONbL3YIOT ANS NOATBEPKAESHUA AOCTUXEHUS
TpebyemMoro kadecTBa U apMEKTUBHOCTU (PYHKLUMOHUPOBAHUA CUCTEMDI.

5.5 MeHemXMeHT pecypcoB

5.5.1 Opranusauusa gomkHa ObiTb yBEPEHA B HANUYUU PECYPCOB, HEOBXOAUMbIX ANA NOAAEMKAHUA U
ANS yNy4YlleHUs CUCTEMbI MEHEDKMEHTA Ka4eCTBa YCAYT, a Takke ANA NOBbILLEHUS YA0BNETBOPEHHOCTU MO-
Tpebutenen.

Pecypcbl opraHusauum BKno4aloT B ceba nepcoHan, a Takke OMHAHCOBbIE CPEACTBA, OUCHLIE, TOP-
roBble MM NPOU3BOACTBEHHbIE NOMeLLeHUs, obopyaoBaHue, mebenb, TEXHUKY, MHBEHTapb, MaTepuarssl, Uc-
XOAHOE Cbipbe, KOMNNEKTYIOLUME U3AENUA, UHCTPYMEHTHI U Np.

5.5.2 B npouecce npeaocTaBneHun ycnyr opraHusauus aomkHa obecneuntb COOTBETCTBME PECYpPCOB
YCTaHOBNEHHBIM TPeOOBaHUAM.

OpraHu3auus AomkHa BbIOUpaTb NOCTABLUMKOB HEOOXOAWUMBIX PECYPCOB HAa OCHOBE UX CNOCOOHOCTU
YA OBIETBOPATL YCTAHOBMEHHBIM B cUCTEME TpeGoBaHuAM, BKnio4asa TpebGoBaHMS K KauecTBy.

5.5.3 OpraHusauus AormkHa yCTaHaBNMBaThL M NOAAEPHMBATL B paboyeM COCTOSIHMM Npoueaypbl Npo-
BEPKM U XPAaHEHNA MaTepuanos U u3aenuin, NpeaocTaBnaeMbIX 3akasuukom (notpeburenem).

5.6 UpeHTudUKaLua NpeaoCTaBASEMbIX YCAYT U UX Pe3ynbTaToB
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OpraHn3auus B crniydae HeoGxoAMMOCTH JODKHA NPOBOANTL UAEHTMHUKALIMIO NPEAOCTABNAEMbIX YCNyr
W Pe3yneLTaToB YCAyr B BUAE M3AENUi, Matepuanos. MaeHTMuKaumio OCyLWECTBISIOT, HANPUMEP, HA OCHOBa-
HUN MaPKUPOBKM, @ TAKKE MO TEXHUHECKUM U TEXHOMOTMYECKUM AOKYMEHTAM Ha YCIyru U usaenus (KButaH-
LMK, Hapsabl, 3aKassl, AOrOBOPLI NPEAOCTABNEHUS YCIYT, TEXHOMNOMMYECKUEe KapTbl U T.4.), 06ecneunsaioLmm
NPOCNEXMBAEMOCTb BCEX STANOB NPEAOCTABNEHMUS YCIYT.

5.7 YnpaBneHue npoueccamun

5.7.1 OpraHusauus aomkHa onpeaenuTb, CniaHMpoBaTb M 06ecneYnTb BbINOMHEHWE NPOLECCOB npe-
DOCTaBNEHUA YCNyru B yNnpasnsiemblX yCrioBUsIX.

5.7.2 Mpoeepky Ka4ecTsa ycnyr 1 TEXHONOINMYECKMX NPOLECCOB UX NPEAOCTaBNeHnsa crneayer npoBo-
AWUTb HA COOTBETCTBUE TPEOOBAHUAM HOPMATMBHLIX U TEXHUYECKUX JOKYMEHTOB, NapaMeTpaM TEXHUYECKOTO
OMMCaHUA U TEXHONOrMKU UCNONHEHUS ycnyru. Mpu yCcTaHOBNEHUM OTKIIOHEHUN B NPOLIECCE NPeAoCTaBneHus
YCNyru JOMiHbI OblTb NPUHATBI MEPbI, HANPaBNEHHbIE HA €r0 KOPPEKTUPOBKY.

5.7.3 [OnA cneyunanbHbIX NPOLECCOB MPU OKa3aHUK YCNYrT, pe3yrnbraTbl KOTOPbIX HEBO3MOXHO B NMOSHOM
CTENEHU NMPOBEPUTHL NOCNEAYIOWMM KOHTPONEM (Hanpumep, MoparibHO-NcUxonoruveckoe, hmamyeckoe co-
CTOsIHUE NoTpebuTens B pesynerate B3aMMOAEWCTBUS UCMONMHUTENS U NOTPebuTens ycnyr; OTKNOHeHue xa-
paKkTepucTuk ycnyru ot TpeboBaHuit notpedutens), pe3ynsratbl MOTyT ObITb OLl€HEHbI KOCBEHHLIMU METOA-
MU, B TOM YMCIIE METOAAMU PETYTMPOBAHNA TEXHONOIMYECKUX NPOLIECCOB U NPOLIECCOB YNpaBreHus.

5.8 BsaumopeiicTBue c notpebutenem

5.8.1 OchdekTMBHOE B3aMMOAENCTBME C NOTpebUTEnemM AOMKHO BKIOYaTh HAOPMALUIO:

- 0 XapakTepucTukax v nokasatensx ycrnyr, B TOM YACHe O 3arparax BPEMEHU Ha UX NpegocTaBneHue;

- 0XKMaaeMon CTOMMOCTHU YCRyT;

- BO3MOXXHOCTU BMUSIHWA noTpebuTenen Ha ka4eCcTBo YCnyr;

- BO3MOXXHOCTHM NONyYEHUs1 OLIEHKM Ka4eCTBa yCryr notpeburenem;

- YCTAHOBMEHWM B3aUMOCBA3M MEXAy npeanaraeMbiMu yCryramMmu U peanbHbIMW NOTPeBHOCTAMU KOH-
KpeTHoro notpebutens.

5.8.2 WcnonHuTtenb ycnyru 4omkeH paspaboTtarb n noaaepxuBarb B paboyem cOCTOSHUM nNpoueaypbl,
obecneyunBatoLme nonyyeHme nHdopmauum ot norpeburensa ycnyru. UICTOMHUKaMKU NONy4YEHUSI COOTBETCTBY-
oLLer MHpopMaummn OT NoTpeduTens ABNSATCA COLMONOrMYeckue onpockl U obcneaoBaHus, uHgopmaums
obLyecTs notpebuteneii, cCpeacTs MaccoBol UHGOPMAaLUK, OPraHoB UCNOMHUTENbLHOM BNAacTU.

5.8.3 OpraHusauus gomkHa paspabotarb 3(eKTUBHLIA U PE3yNbLTaTUBHLIA BHYTPEHHUI NOPSAOK pa-
60TbI ¢ xanobamu notpebutenen ycnyr, coorsercrayiowmin FTOCT P UCO 1002.

5.9 BbifiBneHue ycnyr HeHapgnexaiyero Kayecrea

5.9.1 OpraHusauus JOrpkHa onpeaenuTb NPoUeaypbl MO BbISIBIIEHUIO OTKMOHEHWIA NpefoCTaBrse Mo
yCnyru OT TpeboBaHWi, YCTAHOBMNEHHbIX B IOKYMEHTaX CUCTEMbI, TPEOOBAHUN HOPMATUBHBLIX U TEXHUYECKUX
Z[OKYMEHTOB U YCINOBWI JOTOBOPOB C NOTpebuTenem [KBUTaAHLUKM, Hapsa-3aKkasbl, MyTEBKKU, CYETA, YeKU, A0rO0-
BOPbl OKazaHus (MpeaocTaBneHns) yenyr u np.].

5.9.2 WcnpaBneHHble pe3ynbrarbl YCNyr, MOBTOPHO OKa3aHHbIE YCNyrM AOIMKHbI ObiTb NPOBEPEHbI B CO-
OTBETCTBUU C AIOKYMEHTUPOBAHHLIMU M PErnaMmeHTUPOBaAHHBLIMU NpoLEeaypaMu.

5.10 KoppekTupyowme Bo3feCTBUA

5.10.1 KoppekTupyioue Bo3aenCTBUSA CrieyeT NpOBOAUTL NPpU 0OHAPY>XeHUN NpeaoCTaBNAEMbIX YCNyr
HeHaanexawlero Kayecrsa, HapyLleHMn TEXHOMOMMYECKMX NpoLeccoB, YCNOBUIN U CPOKOB NPEAOCTaBNEHUA
ycnyru, NPUMEHEHUM HECOOTBETCTBYIOLLIET0 000pYA0BaHUA U AOKYMEHTALIMKN U T. 4.

5.10.2 lNopsaok NnpoBeAEHUSA KOPPEKTUPYIOLLIMX BO3AENCTBUIA A0IDKEH cooTBeTcTBOBaTL MTOCT ISO 9001.

5.11 NMorpy304Ho-pa3rpy3o4Hbie paboThbl, XpaHeHue, TpaHCNopPTUpPOBaHUe, YNaKoBKa U
AocTaBKa

5.11.1 OpraHusauus [OIPKHA YCTaHaBNUBaTb, AOKYMEHTanbHO O(opMNATL CMOCoObl NOrpPy304HO-
pa3rpy304HbIX paboT u nogaepxmeaTh B pabovyem COCTOSIHUM HEOOXOAMMbIE TEXHUYECKUE CpeacTBa, npeay-
npexaarLume BO3MOXXHOCTb HAHECEHMSI MarepuanbHOro yuepba umyLlecTsy notpeburens.

5.11.2 OpraHusauus AOrpkHa NPeAoCTaBnsiTb HAAEXHbIE NOMELLEHUA ANA XpaHEHUs! Cbipbs, Marepua-
0B, KOMNAEKTYIOLMX, OTPEMOHTUPOBAHHBIX, NPOLLEALLIMX YUCTKY UIU APYrylo o6paboTKy M3aenuii, ucknio-
Yawowme HaHeceHue yuiepba unu noTepio A0 UX UCNONb30BaHWA U Bbigayu noTpedbuTenio.
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5.11.3 OpraHu3auus gomkHa obecnevmBarb COXpPaHAEMOCTb Ka4eCTBa BbIMOJNIHEHHON YCAYIUM UMKN pe-
3ynLTaTtoB YCNyru, BKNOYas peanusayuio (40CTaBky) notpedurenio.

5.12 Perucrtpaumsi AaHHbIX O KayecTBe

OpraHusauusi A0IDKHA YCTaHABNUBATL M NOAAEPXUBaThL B pabodyeM COCTOsAHMM npoueaypbl coopa, 3a-
NOSTHEHUS, XPAHEHUS, BEAEHUS U U3BATUS 3apErMCTPUPOBAHHBIX AAHHbIX O KaYecTBe (peknamaumi, xanob, pe-
3ynbLTaTtoB TEXHUYECKOTO KOHTPOJIST) YCRYru, AaHHbLIX O MPOBEPKE 3HAHWUI NPOU3BOACTBEHHOIO NEpPcoHana u ap.

Perucrpauuio JaHHbIX O Ka4eCTBe CneayeT NpoBOAUTL ANS NOATBEPXAEHUA AOCTIKEHUS TpebyemMoro
Kayectsa ycnyr u apheKTUBHOCTM AENCTBUS CUCTEMbI MEHEXKMEHTA Ka4ecTBa.

5.13 BHyTpeHHUe npoBepku (ayanThbl)

OpraHusaumns AoMmkHA OCYLLECTBAATL BHYTPEHHME NPOBEPKU KAYECTBA C LIENbIO NPOBEPKU COOTBETCTBUSA
AEATENBLHOCTM B 00NacTu KayecTBa 3annaHMpPOBaHHLIM MEpOMNpUATUAM U onpeaesieHnst achHeKTUBHOCTH
PYHKLMOHNPOBAHMA CUCTEMbI MEHEIXKMEHTA KAa4eCTBa yCnyr. Pesynbtarthl NPOBEPOK crieayer 0OpMAsATh f10-
KYMEHTanbHO W J0BOAUTL [0 CBEAEHUS NEPCOHANA, OTBETCTBEHHOTO 32 KOHKPETHBIN Y4acToK paGoThl.

5.14 MoaroTtoBKa nepcoHana

OpraHu3auums gomkHa paspabareiBaTe 1 NoAAepXMBaTh B paboyem COCTOAHMM NPoLeAypbl onpeaene-
Husi noTpebHoCTel n npoBeaeHnsa o0y4yeHUs BCEro nepcoHana, OTBETCTBEHHOrO 3a paboTbl, BnusOwWme Ha
Ka4yecTBO YChyr.

MepcoHan JOMKeH UMETb COOTBETCTBYIOLLYIO KBanuuMKauumio (NoATBEPAEHHYIO AUNITIOMOM, aTTecTa-
TOM, TECTUPOBaHWEM), TEOPETUYECKNE 3HAHUSA, MPAKTUMECKNE HABbIKW, YMEHUA W ONbIT, OTBEYAIOLME YCTAHOB-
neHHbIM TpeboBaHUAM.
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KnioueBble CnoBa: ycnyr HaCerneHuio, MoAesnb CUCTEMBbI 0GECTIEYEHNsI KAUECTBA YCITYT, CUCTEMA MEHEPKMEHTA
Ka4yecTsa ycnyr
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