TEQEPANBHOE AFEHTCTEO

no TEXHHYECKOMY PEMNYNHUPOBAHWIO U METPONOIHWA

HAUMOHANBHBLIN rOcCTP
CTAHOAPT
POCCMMCKOMHM 55542—
CEOEPALUMUM 2013

Cucrtema HauMOHanbHBIX CTaHOAPTOB
B oOnacTu KayecTBa ycnyr ceAaasu

YMNPABJIEHUE KAYECTBOM YCINYI CBA3U

MGHHTOPHHF Ka4dYeCcTBa yCcnyr CBA3u

HMaganue oruuMansHoe

MockBa
Gﬁ CranaapTHHopm
2014



MoCT P 55542—2013

Mpenucnoeue
1 PASPABOTAH Yuypewaanuas «LlgHTD CepTgMKEaLMK YCmyT CBAIM S

2 BHECEH Ynpaeneuwem pasputva, MHQopaMauuoHHoro checnedar A M akkpeauTauysn SegepansHong
AreHTCTREA N0 TEXHWYECKOMY PETYNMPOBAHMID K METDOMONMM

3 YTBEP#OEH M BBEOEH B OEWCTBMWE Mpskaiom SeqepansHOTo areHTCTEA N0 TEXHWHECKOMY
perynupoBaHAD W MeTponoriik oT 28 asrycta 2013 r. Ne 607-cT

4 BBEJEH BMNEFPELIE

Mpaauna NpuMeHeNuA Hacmofweso cmakdapma yemasoaness! @ MOCT P 1.0—2012 (pazden 8).
Hughopaayus of uameseruayx ¥ HacmoAweny cmandapmy nyfnukyemcs & exez0dHoM (M0 COCMOANLIO Ha
1 Aveaps marywezo 2oda) urbopMaluaHHoM yrazameane « HayuoHansHeie cmandapmers. a obuyLans el
MEKCM UIMeHeNUD U AONpEE0K — & SXEMECAYHOM URDODMAUUOHHOM YKAZEMENE « HAYLOHANEHBIE CMak-
dapmeis. B cyyae Napecompa  (FamMeHt) WL omdaksl HCMoAWeas cmasdapma commaamomeayioLes
yeedosmnenue Bydem onybnukogaso 8 BRLaleM BEINTYCKE BXEMECAYHO20 UNDODMaLUUOHRO20 YKasamens
wHaUUoHATEHbe CMandapmes. COOMasmoima)yiiilas UHopMayUR, yeedoMneHUe U MeKcmisl DaiMewaom-
CA Makxe 8 URopMayuoRHol cucmeme oblyez0 NoNsE20eaMUs — Ha cghuyuansHom caime PaedepansHoso
a2EHIMCITEs N0 MEXHUHBCKOM)Y DEEJTUDOSaNUI0 U MEMPOTo2ULY 8 cemu kyumeapskem (gost.ru)

@ Cranpapturdopm, 2014

HacToRWMA CTaHOAPT HE MOMET BeITe NOMHOCTER MNK YACTUYHO BOCNPOWIEEOEH, THRAXWDORAH W pac-
NPOCTRAHEH B KAYSCTEE oWUMANLHO IO Wananwa Gea paspelleHuA PenepansHors areHTCTBa NO TEXHWYECHO-
MY PEMYNMPOBIHHI0 1 METRONOTMM
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HAUWOHANBHBIA CTAHOAPT POCCHMWCKOW SEOLEPALUWM

CHcTeMa HAUWOHANLHEIX CTAHOAPTOR B 0GNACTH KAYECTEA YCNYT CBAIN
¥NPAENEHWE KAHECTBOM YCNYT CEBA3K

MOoHHTOPHHI Ka4ecTea yCnyr CRBAIK

Systemn of national standards for quality of telecommunication services.
Management of quality communications services. Monitoring of guality communications services

ODara epegeHuA — 2014—01—01

1 OBnacTs NpUMEHEHHA

HacToAwmi cTaxgapT yCTaHaRnMeaeT obWwMe NonoMe HMA, NOPALOK COA0aHHA CHCTEMBl MOHMTORMHIE K
OCYLWECTENEHWA NPOLUECCOE MOHHTODMHIA KAYECTBA YCNYT CBA3KM ANA Uened yNpasneHua Ka4ecTBoM yonyr
CEAIM W COBBDILEHCTEOBAHMA OECNYKUBAHWA NONLIOEATENEA YCENYTakMY CBRAN.

HacToAwMih cTadgapT npeaHalHaded QA MCnoNkIoEaHUA XOIARCTEYHILMMK CyELexkTamK, BeRcTayIo-
LWk B 0BNACTH OKA3AHKWA YCIYT CEAIM 1 OCYLLECTENAMLLMMIA NPOUSCCE MOHMTORKHIE, KOHT RONMPYIOLWMMA HX
OPradamu, BENIOHaA OpraHsl CepTHRUKALMK, NPeacTABMTENAMK MocyAAPCTREHHEY ORTAHOR, OCYLUECTENRK-
L WX DEMNYMHMPOBRaHRE B 0BNaCcTH CEAIM, HayYHEIMIA U NPOEKTHRIMK OPTaHHIALMAMM, 3 TAOKE NONEIOBSTENAMIA
YENyram CBRaM.

Ha ccHOBaHMK HACTOALLErO CTaHO3RTa X0IARCTEYIOLWMMK CYD-eKTamMK, JeRCTEYIOWKMA B 0BNacTy oxa-
IAHAA YCAYT CERIN, MOryT paipafathlBaThCA COBCTREHHBIE (BHYTREHHKE | HOPMATHBHLIE A0KYMEH T, Onpafe-
NAKLLKE NPOUSOYPY CO30EHHA CHCTEMB MOHWTOPWHIE ¥ NPOBEOEHMA MOHUTODMHMA B 00NacTy Ka4ecTea yonyr
CRAIM.

2 HopmaTHBHbIE CChINKK

B HacToAweM CTaHgapTe MCNoNbL30BAHEl HOPMATHBHbLIE CChINKW HA CNEOYHWME CTAHOADTE:

MICT 1SO9001—=2011 CHcTeéMbl MEHEQEMEHTA KadecTRa. TpebosaxHa

MICT PMWMCOM3IK 20000-1=2010 MudopmaunoHHan TexHonorna, MexegsmenT yonyr. Yacte 1. Cne-
UrdKaLmMa

MyCT P 53724—2008 KayecTeo yonyr ceAad. D6wme nonomeHna

MOCT P 53731—2009 KauecTeo yonyr CBA3IM. TEpPMUHEI M ONpEGENSHHA

Mpisedadse— MNpd NoNEI0EEHWH HECTORLWWM CTAHAAPTOM Ueneco0BpasHo NPOBEPHTE DEHCTEWE CoRIMOY-
Hbi¥ CTAHOAPTOE B WHOOPMAUMOHHOA cHcTeMe ofWers Nonb3IOBEHWA — HE OMMUWANLEHOM CAATE DEfepanbHOrD
SresTCTEE N0 TAXHEYSGHOMY PETYNWDOEAHKID W METRONOTWA B CETH MHTEpHET UAMW N0 SMETGAHOMY WHEORMELHOHHOMY
YEA3ATENH ¢« HAUWOHENLHLIS CTAHOBDTE », KOTOPLIA onyBNWE0BEH N0 COCTOAHK D HAE 1| RHEAPA TEKYIWEro Fo0&, W N0 BRINYE-
HAM BHEMECAYHOND MHPOPMAUKOHHOMD YEa3ATeNA s HAUMOHANbHKE CTAHJARTRIN 38 TERYLLWA rog. ECNW 38MEeHEH CCRINOY-
Hbld CTAHGEPT, HA KOTOPLIR OEHE HELATHWPOBEHHAA CObINKA, TO PEKOMEHAYETCA MCNOMEI0BATE AEACTEYHILYH BEQCHED
ATOMD CTAHAAPTE C YMETOM BCEX BHECSHHLIX B GaHHYH BEPCUID HIMEHEH WA, ECNW 3BMEBHEH CosINONHEIA CTEHAART, HA KOTO-
phid JAHA 0ETUPOEEHHAA CORMKA, TO DEKOMEHAYETCA MCAONEI0BATE BEQCHE 3TOMD CTAHAAPTA © YHEA3AHHL M BHILLE TOG0M
YTESPHOSHAA (NPMHATHA}. ECnu nocne yTEEpHOEHWA HACTORALYErD CTAHAERTE B CCBINOHYHEIA CTAHGAQT, HA KOTOREEA JaHa
DATHPOEAHHAR CCBINKA, BHECEHD HIMEHEHWE, IATPATHESH WEE NONOKEHWE, HA KOTOROS GAHA CCHINKA, TO 3T0 NONOHEHHS
PEEOMEHAYETCA NPHMEHATE B83 y1eTa JAHHOMD HAMEHEHHA. ECAM CobINOYHEA CTAHLART OTMEHeH 583 IBMEHSl, TO NONOKE-
HWE, B KOTOPOM 0AHE CORMNKE HA HETD, PEKOMEHAYATCA NPUMEHATE B YACTH, HE JATPArMEEMNLSH 3TY COBIMKY.

MigaHMe o HYMAENEHOE
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3 TepMHHbI W ONpedeneHMA

B HacToAWEM CTAHAARTE NpHMEHEHE! TEDMUHL No TOCT P 53731, a Takde cneqyril ke TERMUHL © CooT-
BETCTEYIOLHMA ONPEOENEHAAMA

3.1 MHpopMALHOHHAA CHETEMA MOHWUTOPUHra: CHCTEMA, B COCTAE KOTOPOH BXOORT MCTOYHKE MHoop-
MALMK, aNNADATHBIE K NPOrPaMMHEE CPEACTEA, 0BECNeUHBAIOILME BRO, XpaHEHKE, NOWCK, Nepegavy, obpa-
GoTry MHAopMaLWK U NPESOCTARNEHWE B8 NONLACBATEIID.

iz

KaYecTRO: CTENEH: COOTEETCTEMA COBOKYTMHOCTIA NPUCY LMK XapaKTepucTE TpeboBsanuam
[FOCT 150 9000—2011]

33

MEHBAMMEHT yenyr: JeaTensH0cTs, HANPARNEHHAA HA BRNONHEHHE TRESORAHMA OPraHHIaLME —
NoOTPEGHTENEN YCNyr.

[FOCT PMCOM3IK 20000-1—2010]

34

KOHTpOMNL KavYecTBa yonyr ceasd: MpoRegeHue NPCBEPKW COOTBETCTEMA NOKAIATENed KadecTea
YCMYT CEA3M YCTAHOBNEHHLIM TpeBoBaHnam.

[FOCT P53731—2009]

3.5 MOHMTOPHHI KadecTBa yonyr: CucTema HabnooeHud W KOHTRONA 33 NOKaIaTensmMy KkadYecTea
YCNYT, NPOBOOMMBIX DETYNADHD NO ONPELeneHHoR NPOTPaMKe ONA CUEHKM YCNYT H NPOUSCCOB OKa3aHHA YoNyT,
a TakKe ONA aHAMNK2E NPORCKOOALLIME B HAX M3MEHEHKA 1 CECEBPEMEHHOMND BRIARNEHWA TEHOEHLMR 3THX M3ME-
HEHHEA.

16

onepatop cBAzM: KJpUOMUYBCKDE MALD WNM WHOWBMOVANLHEIA NDeonNpEHUMATENL, OHASLIBAKLKE
YCMYTW CBAZW HA OCHOBAHWA COOTEETCTEYIOLLEA MIALEHINH.
[FOCT P537F31=2009]

3.7

npeTeHana (complaint): BelpaxeHdve HeyOoBNETROREHHOCTH NPOOYELMER W iKrnK paboTol opradnaa-
LMK WMH HENOCPECTEEHHD NPOUECCOM YNIPABRNEHUA NPETEHIWAMM B CUTYALKAX, T08 ABHO KNH HEABHO CH#K-
OAaTCA OTRET WK DelLaHHE.

[TOCT PMCO 10002—2007]

3.8 peknamaumA: MNucbMeHHOE IAABNEHWE NOMYYATENA YCMYT CBAIM N0 YCTAHOBNEHHOW dopme
MOCTABWMKY yoryri 0b obHapyxeHHoM B Nepuod JeRCTBUA rapaHTHRHEX 0DA3aTeNsCcTE HECOOTBETCTEIM
YCTAHOBNEHHLIM TReGOBAHWAM KAUECTEA YCNYTH, CodepHawee TpefoBadve 0 BOCCTAHOBNEHWW KAYBCTEa B
COOTRETCTEWK C NPEILABNASMEIMA K HEMY TREGoBaHUAMK.

39 cHCTEMA MOHUTOPMHIA: COROKYNHOCTL NOAPA3TENEHWA ODTaHUIALMK, YHACcTEYIOWMY B NpOUEcee
chopa W NpeacTasneHy A WHDCPMAaUHK NoONBIoBATENAM, WHPOPMALUMOHHOHE CHCTEMBI, MNO0LEDHHBI0LER
vHopMmauKio 08 oBLEeKTaX MOHHTODHHIA, W KOMNNEKCa HOPMAaTHEHON W OpraHH3IaLWOHHO-METOOHYECKON
OokyMEHTALWM, 0GECNeYHBALEN GRraHU3IaUmMIo i YNDaENeHWe NPoUBCcamm B CHCTEME MOHWTOPHHIA.

4 QBwwWe NoNoXeHWA

4.1 MoHWTOPHHT K3YecTEa YCnyr CERIW K3K HeODX0OMMEIA WHCTRYMEHT MEHEOMMEHTa YCIyr B COOT-
BETCTEAW C MOJEMLHD MEHELHMEHTA YCNyT, NpHeedeHHon B cTadgapte TOCT P MCOMM3IK 20000-1, ocywe-
CTEMASTCA HA 3TANE KOHTPONA KAYECTEA YENYT CRAIM.

2
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4.2 Uenk MOHHTOPHHIE KEAYECTEa YCNYT CBAIM COCTOMT B nposageHyy chopa, obpaGoTin ¥ HaKoNNeHua
HHDOPMALWK ANA obecnedesis NDoOUECCoR YNPABMEHWA W NOAOEDMAHKWA YDORHA KAYECTES NpeaoCTARNAR-
Ml X YCITYT CEAIM B COOTEETCTENM C YCTAHOBNEHHEIMKA TREDoBaHHAMK.

4.3 BamHeAwumm DyHELMAMH MOHWUTOPMHIE KaYeCcTBa YCITYT CBA3W ARNAITCA. Habnogeswe, perucrpa-
LKA, OPrasWIauua XDaHEHHA W MCNONBIOBAHWA HHPOPMALWK O KAYECTEE YCNYT CBASK B COOTEETCTBMM C YCTa-
HOBMEHHOW CHMCTEMOW NOEA3ATEnNeHd Ka4yecTea YCMyr, AHan4a W OUEHKE Ka4YecTRa YConyr CBA3IM, a Tawoke
paspaboTea peweHyi (MEp) No NPedqynpesaeHte UK YCTPaHeHWD HEMBENaTeNbHBN OTENOHEHHA B yDOBHE
Ka4eCTEa NPegoCTABRNASMBIL YCIYT M NPeJOCTABMEHME 3aMHT 2BDeCcOBANHEIM CTOpOHaM (noTpebuTenam, opra-
HaM YNPEENEHHA, HHBECTOPAM | T. 0.) MHPOPMALWH O KEAYECTEE YCMYT CEAZA COMMACcHD YCTAHORNEHHLIM Npa-
BHNAM.

4.4 OObexTaMi MOHHMTOPWHIE KAYECTEA YCNYT CEAIM ABNAKTCA YCNYTH CBAIM, OKasHEaEMEE ONeparo-
panK, No BUaam CEAIM,

4.5 MNpegMeTom MOHWTORWHEE KAYECTRA YCNYT CEA3K ABMAKTCA KONWYECTEEHHLIE W HEKCNWYECTEEHHEE
NOK3AIATENA KAYSCTEA YCIYT CEAIN.

46 KocHOBHBIM 3303438 MOHUTORMHNE KSYECTEA YENYT CEAIM NO KAXA0MY M3 BWOOB NPeSocTARN A MbIX
WCMYr OTHOCATCA:

- chop WCXOOHOH WHEDOPMAUWK ANA BCECTOPOMHErD KOMONEKCHOMS AHANWIA YPOBHA KAYeCcTEa
NpedocTABNASMOro BAGa YCmyT,

- ofecnedyeHre Iarpyakd MCKoOHbIX MACCHBOE JaHHLIX, OPradH3aLKWA XPaHEHWA, NOWCKA W MCNoNk3oBea-
HKA OAHMBIX O NOKAIATENAX KAYSCTBA YCNYT CEAIM;

- onpegenaHqWe 0oCTUiHYTeIX YPOoRHER NOKasaTensi Ka4YecTea Yonyr CBRIM, CRaBHeHME WX C DernamMeH-
THPOBAHHEBIME IHASSHAAMA, WIYYEHHe OCHOBHBIX TEHEHLWA W I3K0HOMEDHOCTE R B WAMEHEHWA NOKAIATANERA
KAYECTEA YCIIYT CEAIM,

= BeIABNEHWE HaWGonee cyWeCcTEEHHEN BENMRIOWHX GaKTOpOE BHEWHER 1 BHYTPEHHER CpeaL|, onpege-
NALAY YDOBEHE M TEHOBHLKMK WIMEHEHWA NOK33aTENad KAYECTEa NPafOCTARNASMOID BMAA YOIy,

= AHAMNWE BNAAKKA NEpecTpodkd BUIHEC-NPOLEcCoR M NPOUECCOR YNPARNEHWA CPraHU3IaLMeRn ua ypo-
BEHE KEYECTEA NPEACCTARNAEMOTD BIWOA YCITyT,

- BeIpaboTEa BApPWAHTOR YNPABNSHYECKMX DEWEeHWHA, HANPABNEHHLX HA YCTPAHEHWE HEraTHEHLIX,
IAKPENNEHAE NOIMTHEHLIX TEHOEHUWA K H3 J0CTHMENHE DEIYNETATWEHOCTH OEATENLHOCTH OPTaHNIALWH Mo
NpegocTaBNeHnid YCNyr CER3NM,

= WHOPMKUpOBAHKE 3AWHTEPECOBAHHLIX CTODOH (BHYTREHHKY W BHELWHMHXY NOTRpeEUTENER Yonyr CBAIM,
rocopraqon, MHEECTOPROR, AKUBOHEDOB W T. 0.) 0 KA4YECTEE NPEA0CTARNAEMEY BHAGE YCMYT CRAZY B COOTRET-
CTEWM C YCTAHOBNEHHOW NROUEeSYpOoH NPELOCTABNEHMA MHDODMALIKA.

4.7 MpuHUKNaMym MOHKMTORMKNE KA4eCcTRA YCIyr CEBAIW ABNAKTCAL

= HEMnpepbieHocTE HA0MnAeHWA 38 COCTORHWEN Ka4ECTEa YCNYT CBAIM,

= OTEDLITOCTE JOCTYNE OMA NONLICEATENER YCIYT CEAIM K DEIYNETATAM NDOBRAEHIA MOHHTODMHTE;

= MAKCHMANLHOE HCNONLI0EAHWE OEACTEYIOWEH HHEDOPMALNM, AD0HEHTCKMX NYHETOR, KAHANOR CBAIM 1
MyHKTOR 0BpaBoTEN MHOOpPMAaLIMI.

4.8 CucTemMy MOHMTOPUHIE KaYeCTEA YCNYT CBAIW COCTABNAKT CNEayLIWE ANeMEHTE {NOgCHCTEMBI )

4.8.1 Mopcucrenma cGopa, obpaboTen, KPaHEHWA W NOWCKA O3HHLX O NOKAIATENAX KAYECTEa YConyr
CRAIW.

Ee npegcTaenasT:

= NogpaigenaHna OpraHnIan9M9, roe oCyWecTeNAeTCA cOop NepEMYHEIX JaHHBX O KAYECTEE NpegocTan-
NAEMBIX YCNyT M WX obpafoTia — NepeM4HEE OOLErTh NOACHCTEME;

= NogpaifeneHda OPraqd3Iag|l, roe ocylWecTenAeTCA cBop v 0GpaboTka CROAHED OaHHLX, NoNy4Yas-
MblX OT BCEX NEQEHYHE X 00 BEKTOR CHCTEMB! CHODE HHDORMALKH;

= NogpaigenaHia opraqyiauny, obecneqyeanwme nogaepsry HHOOPMaALWMOHHOR CUCTEMEl MOHXTO-
PHUHIA KA4SCTRA YCMYT CHAIM,

= KOMMUIEKC YUe8THOH, OTYETHOR W NpoUenYPHONA QOKYMEHTAL MW, checneynBamw el yHKLMOHKpOBaHWe
NOOCHCTEME! (MEPBAYHEIE M CEOHBIE (HODME! DETUCTPALMKA aHHBIX, MHCTRYELMK, Npaeunal,

- NpHMEHAEMAR METOZoNorvA chopa » 05palboTiH MHgDpMaLMHI;

- annapartHbie W NPporpaMMHsle cpeacTea, ofecneyueailue SYHKUXCHUDOBAHKWE HHDODMALHOHHORA
CHCTEME MOHATODHHIA.

4.8.2 NMopcrcTema BHYTPEHHAK X BHELWHWX 8¥OWTOR, NO3IECNADLEA AaBaTe 0GLEKTUBHYI OUEHKY 00C-
TArHYTOMND YPOBHA NOKA3aTANaA KA4YBCTEA YoNyr M COCTOAHWA NPOUECcCoR NPEAcCTARNEHWA YCNYT 3a cHeT opra-
HUIALKA SYAWTOR Ha OCHOBE NPUHLWNE HE3ABMCWMOCTH NPOBEPAIOLENS NEepcoHana oT NpoBepASMOR
OEATENLHOCTH.
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Ee npeactasngioT:

= Nogpasgenawds, KoTopse 0becneyrearT BHYTDeHHWA KOHTPONE KAYeCTES B OPradvIauny M Npoeeas-
HWE BHEWHWY ayJWTOE KAUeCTES,

« KOMMMEKS NDOUE0YDHBE W OTYETHEX AOKYMEHTOR, OBECNEYMBAKILWY NDOBEOEHWE aYJUTOR, W OOKY-
MEHTOE, COCTABNAEMEIX B XOOE 3YOWTOER.

4 8.3 AHANWTHYSCKAA NofgcucTema, obecnevYkBamlLlan aHands peayneTaTos obpaboTi cobpanHex
OaHHBIX, 8 TAKKE PE3YNLTATOD BHYTDEHHMWXK W BHELLHWX 2y QWTOE.

Ee npeactasnanT:

- NogpasgeneHis OpradMIauunn, e ocyWecTBNASTCA adanus cobpadiex ¥ obpaboTaHHsix gaHHbx o
KAYECTEE NpEcCTABNAEMBIX BIULOB YT,

= HOMNNEKC 3HANWTHYSCKMX, HHPODMaLMOHHO-CNDABOYHE MW HODMATHEHBIX MATEQHANOE.

4.9 CMCTEeMa MOHWTODMHIA KAYECTES YEIYT CEAIN A0MHA DeiTh CO30AHA C YYBTOM HODMATHEHBIX NEARD-
Bl AKTOR, COA8PMALLMY rocCyJapcTEEHHEE TPEGoBaHWA K KaYeCTEY YCNyr CBAIWM, HOpMBL W NpaBuna,
YTEEDHABHHEE OLraHAMN HCTIONHWTENLHOA BNAacTH.

5 I"Inpn,qmt CO30aHHUA CUCTEMBE! MOHWTOPHMHIA M NpoBEdEeHHA MOHWMTOPKWHIA
Ka4ecCTBa yocnyr cBA3X

5.1 NMpouecce: cOANAHKA W DYHKLWOHWPOBAHKA CHCTEMB! MOHWTODMHIA KAYECTRA YCNYT CBAIM BHNMYA-
K0T B cefia cucTemy MeponpUATHIA, NPOBOOKMBIX B HECKOMNBED 3TaNoe:

3Tan 1 — oNpefeneHHe OCHOBONONAaraowMy uened 1 3a0ay MOHWTODMHIE KaYeCcTEa YCNYT CBAIM.

Atan 2 — onpegengHde 05LeKTOB MOHWTORUHIA ¥ pa3paloTEa CHCTEMEl NOKA3ATENEA, XapaKkT epHIyID-
LMY KAHECTRO NPEAOCTABNARMBIX BUIOE YCMYT CEATM.

3Ttan 3 — paapaboTka opraHH3auroHHS-METoOOWYecKoro obecnesaHia 4nA GyHELHOHWDOBAHWA CHCTE-
MEd MOHWUTODMHIA KA4ECTRA YCNYT CRAIM.

Jtan 4 — cBop wHpopMaLKK 0B 0DBEKTAX MOHUTODWHIE KAYECTEA YCIYT CRAZM NO NPUHATOR B OpraH1-
FALWH CHCTEME NOKAIATENER KAYECTEA YCNyT.

3T7an 5 — y4eT, pPerdcTpauMA 1 OpraHU3IauMa XpaHeHnAa nocTynawwed wHidopMauwu o kadecToe
NpegoCcTARNsaMBEE YCIYT CRR3N.

3Tan B — aHanua ¥ OUSHKa NOCTYNAKWEN HHPOopMaULKK, BelARNEHHEe OTENOHEHHA 0T TpeboBaHKA K
HAMBCTEY YCNYT CBAIN.

3Ttan T — noaBeneHKuE NpoMERyTOHHBIX MTOMOB NOCNE SHANKIA M OUEHKH KAYECTEA YCIMYT CRAIM.

AT1an 8 — peipalfoTea YNPaBnNEHYEckWE PELWUEHWA Mo PE3yNsTaATaM SHAMKIA W OUEHEM KAYeCTRa YCmyr
CBRA3W M COBEPWEHCTEOBAHME MOHHTODHHIE K34ECTEA YCNYT CERIN.

AT1an 9 — NpefoCcTARNEHWE 33WHTEPECOBAHHEIM CTOROHAM B COOTEETCTEMM C YCTAHODBRNEHHOH NpoLe-
OyYpoR MHhOpMALIKK O KEAYSCTRE NPEQOCTABNAEMBL BHAOR YCNYT CRRAIM.

52 OnA ynpasneHua CHCTEMOR MOHWTODWHIA Ka4ecTBa YCnyr CBAIM B OpraHM3alMM Ha3Ha4aeTcH
OTBETCTRBEHHBIA PYROBOAWTENL, KOTOPLIA CPralMayeT:

= NOAroToBKY W BE0O CHCTEMEl MOHWMTODMHIA Ka4eCcTEa YCNYT CBAIN B INCMUNYATaLMM,

= CO3gaMWe e0WHOMNg OpradHvIaunoHHO-MeTogWYeckoro obecneyeHnA MOHWTORWHIA KadecTea Yyomyr
CRAIM;

- pafoTy NO CORBSPLWEHCTRORAHKKD NDHMEHAEMEIX TEXHONOTHIA NPWEMA M NePEgaYH JaHHLIX N0 WHdop-
MALMOHHEIM K3HANaM CBAIW ANA QOpMHPOEAHHMA MHDOPMALMOHHOR Da3kl DaHHELX,

- NOAFCTOBKY NPEANOHEHAR MO BONDOCAM KOPNOPaTHEHOR NOMNMTHKK B 06NacTv YyNpABNEHKA KEYECTBOM
ORAIEI BREMED YCIYT

5.3 BcocTapopraivsaunoHHo-MeTodudecsoro obacneqeHus, Heobxo g uMoro ANa yonewHors @y HELHo-
HHPOBAHHA CHCTEME! MOHMTODMHIE KAYECTRA YCNYT CEAIM, BXOQAT CNegyIowMe JOKyMEH T

- MONOMEHWE 0 CHCTEME MOHWTOPMHEE, B KOTODOM ONPEAENAKTCA UEeMd, 3a0aYd MOHWTORMHIA,
OTBETCTEEHHEIE NOADAZNSNEHHA, WX BYHKUWK W NOPAAOK BIAWMOOTHOLWEHWA B CHCTEME MOHWATODAMIE,
OTEETCTREHHOCTE WM NONHOMOYKA NEPCOHANE, 330eACTEOBAHHOND B CHCTEME MOHWTODMHIA;

- npougfypel chopa, oBpaBoTl W NpEACTARNEHMA JaHHEY O NOKAIATENAK KAYECTEA YCNYT CEAZM, YCTa-
HABNWBADLWE COCTAR NEPEMYHED JaHHb ANA ONPpEOeneHHs KaMoro NokasaTena, MeTod chopa gaHHex
OTBETCTEEHHEX NUY (NO0pa3deneHie ), NepMoaHYHOCTE CBopa M NpedcTaBneHua; 0D ben NeperYHE aHHB,
NopARACK CNpEefeneHna NoKaIaTena;

- (bopMEB NPEQCTABNEHUA MHGODMALMK k3K Ha aTane cHopa NepaMYHbLIX 0aHHLIX, Tak v Ha aTanax obpa-
GOTHEM W NPELcTABNEHKA B MHAMODMAUMOHHY KD CHCTEMY MOHWTORKWHIA KA4SCTBA YCMYT CBAIM,

4
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- CHEMBI ABMMEHWA MHDODMALWW MO KAEO0MY W3 NoKasaTensi, HadvHan ¢ opMUpoBaHMA NEQBNYHEIX
JaHHEX W A0 MOCTYNNEHKA B Ga3y DaHHEX HEDODMALMOHEON CUCT 8.

54 Ha faze wMeoWEedcA B CUCTEME MOHWTOPHHIE MHGODMaUMA NepMOOMYeck (HO HEe pexe ogHorn
pasa B rog) OTEETCTREHHEIE CTRYKTYPHBIE NOGPa30ENeHHA, OCYWBCTENAKILKE KOHTPONE KAYECTRA YONyr cana-
31, COCTABNAKT OTYET B YCTAHDENEHHOR dopMe, COOepMALLIMA 06 BEKTHEHYIO OLUBHKY COCTOAHMA KaYeCTRa OKa-
IRBAGMEX BAOOB YCOYT CEAIW, YOORNETROPEHHOCTH NoTpebMTensil, W NpPEOCTaBNAKT &ro ANA SHANWIa

PYKOBOACTEY.
6 WHdopMaLMOHHAA CHCTEMA MOHWTOPKHHIA Ka4eCcTBa YCNyr CBA3K

6.1 MHdopMauroHHan CHCTEMA MOHWTOPWUHTE KA4BCTEA YCNYT CBAIM peanyayeTca Ha Daze akcnnyarw-
pPYEMOR MHGPACTPYETYDE MHORMATHUIAL MM KOHKDETHOR OpraHMIawmMM.

6.2 MHbopMaynoHHaA CUCTEMA MOHWTODWHIE K3YECTEA YCNYT CEAZW ABNSETCA YACTLI0 ABTOMATHIKPO-
BAHHLIX CUCTEM YNPEENEHKA B OPraHnaanmax. Oua QomsHa MMeTs YHUGHUMpoBaHHEIN nHTepdedc AnA cananc
pAINHYUHEIMK NPUENAOHEIMK 33034aMK, COOepHALMMKA HgOopMaUMIo 0 NEeA0CTAENAEMEI YCNYIraX CEAIM,
CETh 0GpaboTEW WHDOPMALUWMH W aGOHEHTCEMX NYHETOR, ODECMNEYMBAWYIO OOMEH OaHHBIBK, NOGrOTOBKY,
chop, xpasedne, obGpaBoTry, aHanuWa ¥ paccsnKy MHOOpPMaguy.

6.3 WeTouHukasn iidopManHK OnA coagaqMa ¥ Nogaepsannd Badsl 0aHHbLIX N0 NOK33ATENAM KE34acTBa
YCNYr CEAIW ABNAKITCA:

= JAHHEIE W3 MEPEUHHBLIXN DOEYMEHTOB, XapakTepUayioWne yonyTy CBAIM Ha PaiNW4HblX ITanax ee
NpeqocTARNEHWA (33RNI04YEHMA QONCBOPa, NOAKMIOYEHKA Yonyri, oBcny*MBaHWA 32880k, CNPaBoYHoro oGony-
WHBAHWAWT. 4.1,

= cEegeHuA obo BCcex Buaax TEXHMYECKoro O0DCNyEMBAHKA CETER CBAIM;

= CHE0EHWAC HENMAHDEKX BEMOHTaX M BOCCTAHOBNEHHK 0B CNYHHWEAHWA CREACTE CRAIM K NDEA0CTARNE-
HWA YCAYT CEAIM, 3 TaKe o0 yCTpaHe M HENOCTATHOR,

- CEESOEHWA 0 BUOAX W NPMYKMHAX OTKA3a OT YCNyr CERIKW, NOCNEDCTEMAX M NPUHATLIX MEDAX N0 MX YCTpa-
HEHHHD,

= CBEOEHWA O PEKNAMAUWAX W NPETEHIMAYK, NPedEARNASMEIX ONepaTopRy CBAIM,

= OAHHEE BHYTREHHWX NPOBEDOK KAYECTES YONYT CRAIM, BRMOYAA AaHHbLE 08 0UeHKe YASRMETED DEHHOC-
TH NOTReBUTENed;

= HOQMATHBHEIE W DAKTHYECKHE NOKAIATENH OXAILIBASMEL BMOOE YCNYT CERIK.

6.4 MHdopmayrA ANS IaMHTEDECOBAHHBIX CTODOH M3 WHDODMALKMOHHMOR CHCTEME NDEACTARNASTCR B
YCTAHOBRNEHHOW hopme. B 3JaBMCHMOCTA OT XapakTepa 3anpoca K MHOopPMaUWoHHOR CUCTEME OHA MOMET
COOgBpHaTE:

= AMAYEHUE NOKAIATENEH KAHECTES OKaIEIBAEMELY BUOOE YCIYT CBAIM,

- OAHHBIE © NOKAZATENAX KEaYeCcTEa ANA KEa%00ro BMOa TEXHHYECKOro OBCNyMHBAHWA W DEMOHTE,

= OAHHEIE AHANKWIA DEKNAMALWA K NPETEHIMA HA OKAIBIBASMBIE YCNYTA CRAIM,

= MHOMOPMAELMI0 O PEATHHIE NPOMIBOQUTENEA YCNYT CBAIM,

- op.

6.9 MHOopMayWMoHHaA CHCTEMaE MOHWTOPHHNE O0MaHa 00eCcneYUBEaTE KOHEHOeHYWANBHOCTE [3aLWTY
HHPOPMALWHA OT HECAHKLWOHHPOBAHHOMD QOCTYNA] M WENOCTHOCTE (3aWKTY TOYHOCTH W NONHOTE ) MHfopa-
LK, 8 TakKe ceoBoaHBIA A0CTYN NONBIOBATENAM CHCTEME .

T HﬂPMaTHBHDE obecneveHWe CHCTEMEI MOHHTOPHHIE Ka4eCTBa YCnyr CEA3N

7.1 HopumatweHos oGeCcneYeste CUCTEME MOHUTSPHIA KAMECTEE YCNYT CEAIK BEMIOYAET:

- 3AKOHOOATENbHLIE KTkl B CCHEpE OKA3AHWA YCIYT CEAIN;

= TEXHWYECKWE PEITAMEHTE HA 00 BEKTEH CBAIN;

- MENTOCYNADCTEEHHBEIE W HALWOHANBHBIE CTAHAARTE Poccyickol Gepepauwi Ha yonyrd CBRaum wu
HHDODMALMOHHEN TEXHONOTHK;

- KNACCHEHMEATODE] TEXHHEO-3KOHOMWHECKON W COUMANsHOR MHOpMaLMK ANA NDHMEHEHWA NPW co3aga-
HHWK MHDODMALMOHHE CUCTEM B 0GNacTH MOHWTOPWHIA KA4ECTEE OKA3LIBAGMBLE YCMYT CERAN;

- CTAMOApTeI OPraHM3aLMiA, NPHHATEIE B Yenax oBecneqeHua kaNecTRA OKaIEIBAEMBIX YCIYT CAAIM,

- HOPMaTHBHYIO K TEXHWHECKYIO BOKYMEHTALMID N0 TEXHUYECKoMY oOCMy=MBaHUID M PEMOHTY CETRIA caA-
3K, TEXHHHECHHX YCTPORCTE M KOMNOHEHTOR MHEDPaCTRYKTYDEl YCNYT CRAZM,

= NpOoUEaypsl, MHCTPY KUK, METOOMKM, npaewna ciopa, oGpaboTn nugropmadgun, BeOeEHWA M NpeacTas-
NEHWA OCKYMEHTOB, B TOM HYMCNE N0 KEYECTRY YCNYT COAIM, B OpraHn3IaLni.
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