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HacToAWMA CTAMAAPT HE MOMET GkiTh: NOMHOCTE MK YACTUYHD BOCNPOWIBEAEH, THDAMWPOBAH W PaC-
MpPOCTRAHEH B KAYECTEE OHULMaANLHOro waganua Gea paipelweHva PeqepaneHoro areHTCTea No TEXHAYECHD-
MYy DEMYTIMPOBAHHIO M METRONOTHIA
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HAUWOHANBHBIA CTAHOAPT POCCHMMACKOW ®EOEPALUMM

CHETEMA HALWOHANLHELIX CTAHAAPTOR B OBNACTH KAYBCTEA YCAYr CRAIN
¥NPABNEHWE KAYECTBOM YCNYI CBA3K
OBwme nonoxeHWA

System of national standards for quality of telecommunlcation services. Management of quality of communlcations
services. General provisions

Navra peenesHmi — 201 4—i01—i01

1 OBnacTs NpUMEHEHWA

HacToAwwi ctanaapt yeranaenueaeT obwwe TpeboBaHKa K OCYLLECTRIEHWIC YNPARNEHWA Ka4eCTEOM
YOMYr CBA3N: 0OWMWe NONOKEHKA, COCTAR W COOEPMAHWE OCHOBHLIX 3TANOE YNPABNEHUA KA4ACTEOM YONyr CBA-
3, TpeboBaHHA K YNPABNEHHI0 OCHOBHBIMK, BNAAIOLWMIA HA KAYECTRO YCMyT caAad akTopasi.

Lenkis npdmesedua HACTOAWEND CTaHaapTa AenaeTcA obecnedseHne CHCTEMHOMD NoOxXoaa K yngaena-
HHK KAYECTEOM YCMYT CRAIM [NA NOBBILUEHKA KAYSCTEA YCNyr, CORBPLUEHCTRORAHKA OBCIYHKUBAHKA NOMNBLI0-
BATENEH YCIyramMM CERIN.

HacToAwWA cTangapT NpegHasHaYed GNA KCNoNEI0EAHNA XOIANCTEYIoW MM CyDLexTamy, JeAcTeyIo-
WMk B OBNACTH OKA3AHMA YCNYT CRAIN W 3AWHTEPECOBANHEIMK B COBSPLLSHCTEOBAHWA NPOUECCOR yNpasna-
HWA KEAYECTEOM NDEA0CTARNASMBIX YCIYT, KOHTRCNWDYIOLLMMMK MX OPTaHaAMK, BENIOYAA OpraHs CepTHMEaLMIA,
A TAKWE NPEACTARMTENAMK FOCYAaPCTEEHHEY OPraHoR, OCyIECTBNAKRLLME PEryNMpOBAHWME B 0BNACTIA CEAIM,
HAYYHEBAN 0 SPYTAMKA ODraHKIALMEMK.

Ha ocHOBaHWK HACTOALLErD CTAHOARTE XOIRHCTRYIOWHMK CyDeerTamy, JeRcTEyIoWLMMA B oBnacTi oxa-
3BHWA YCIYT CEAIM, MOryT paspafarTupatecA COBCTRRHHLIE (BHYTREHHWE ] HODMATHEHLIE JOKYMEHTEI, ONpege-
NAKILLWE COOSPHAHWE U NOPAOOK YNPABRNEHKWA KAYSCTEOM YCNYT CEAIM B CEOEH OpradMIanmi.

2 HopmaTHBHLIE CCbIMKK

B HacToAlwem cTaHOapTe MCNonNs30neaHel COLUNEA HA CNedyowWwe cTasdapTs:
M3CT 150 9001—=2011 CHcTeMsl MEHEIEMEHTA KaYecTRa. TpeboaaHun
MaCT P UCOM 3K 20000-1—2010 Wudropmaumonian Texuonoria. MewegxmenT yonyr. Yacte 1. Cne-

Urdkalma
MOCT P 537242009 Kayectao ycnyr ceaad. DGwwe nonose KA
M3CT P 537312009 Ka4yecTRo yCnyT CBA3M. TEpMUHE K ONPEaeneHuA

n PAMBEMBHWSE— ﬂpn NONEI0EAHAW HACTOAW MM CTAMOBPTOM LI,EHE-DGD’EPH!HD NEOEEDHTE OSACTEHE CCRIMOY-
HbEX CTEHOEPTOE B I.'lHEhEIPMELLI-IDHHIJFI CHMCTEME OB AN NONLIOBAHMR — HA OPMUMANEHOM CAATE ¢EJ:|EFI-EnhHDi'I:I BraHT-
CTEa N0 TEXHWSECEDMY DEryNHpOoaaHWED W METRORNOMMA B CETH HHTEPHEI’ HIMA N0 Sxermg=HoMyY HHl:hrl:lFIMELLI-'lEIH HOMY YEA3aTE-
ned «HaguoHaNEHES CTaHOapThis, KOTOPBIA Ell'l'_l,'ﬁﬂl-’liﬁl:lﬂ-ﬁlt N COCTORHKED HE 1 AMBAPR TEKYIWErD FO08, W N0 BeIMYCRAM B8e-
MECAYHOTD WHPOPMAEUMOHHOID YE33aTenA sHAUMOHaANLHEIE CTAHAAPTE® 38 TEEYWWA rog. Ecnw 3ameHeH coenoYHbIR
CTAHAEPT, HA KOTOPbIA O0aHA HEATHMDBEAHHAR CCLINEA, TO PEEOMEHOYATCA MECNONBIOEATE ABACTEYHW VI BEDCHED 3TOMD
CTAHAEPTE C YHETOM BCEX BHECAHHBXN B SAHHYID BEQCHI] W3MEBHEHWA. Ecnu 3aMEHEH CCBINOYHER CTAHLAPT, HE KOTO Phid
A8Ha QaTHPOBAHHAA CChiNkE, TO PEHKOMEHOYETCA WCNONRbZDEAETE BEQCHER ATOND CTEHOBRTA C YEAIAHHEM BRI roOoM
YTESPEOEHUA (NPUHATHA ). Ecnwn nocne YTESPHISHHA HECTOAWErD cTaZAaDTE B CORINOYHER CTEHO8RT, HE HOTOPRA OaHa
SaTHROBEHHAR CCRANKE, BHECAEHD WAMESHESHHS, ZETPAMMEBHIWES NONOHEHWS, HE XOTORO0E O8HE CORINEE, TO 3TO NoNOHEHNS
PEEOMEHOYSTCHA NPMMEHATE Bes Y4eTa QEHHONY HZMEHEHWAH. Ecni comINOYHER CTAHZART OTMEHEH D83 3asMeHsl, TD Nono-
HEHWe, B HOTOPOM O8HA CChINKE HA HEro, peskoMeHdyeTCh NEWMEHATE B YBCTH, HEe 33TPArdBaIoWed aTy CChlnKy.

WanaHue ofHUMaNbHO®
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3 TepmwHbI W ONpegeneHusa

B HacToALWeM CTaHdapTe NpUMEHEHE TepMMHEl no FTOCT P 53731, a Takke cnegyiowme TepMUHE © oo-=
OTAETCTAYIOLWMMKY GNEEeOanaHHAMA:

3.1 BHewHAA cpega; DOLerTH, HaX0dAWMECA BHE KOHTPONA ONepaTopa CBAIM, HO OKaZLBAWME Ha
Hero Gonswos BNMAHKE (NOTReBUTeNK, KOHKYDEHTL, Fecy JapCTREHHEE ODraH b, HMHAHCOBSLIE OPraHM3aLmMH ).

3.2 marepuancHo-TeXHHYecKoe ofecneyYeHMe Ka4YecTBa Yonyr cBAan: COBOHYTHOCTE MATEDHANk-
HEIX ANeMEeEHTOs, CPEOCTE NPOMABOOCTEA ONepaTopa CAAIM, KOTODEIE MCNONEIYIOTCA W MOrYT BniTh WCNONE30-
BaHEl B IKOHOIMWHECKWE NPOUECCAX NDW OKAIAHWW yCMyT cBR3M (00CpYLOBAHHWE, MATEPWANE W TEXHONOTH,
COOPYHEHHR, 30AHWRA).

3.3 onucanue yomyri: JOKyMEHT, NpEICTABNAKKLMA B TEQMHHAX, NOHATHLIX NONLICBATENID KU MCNON-
HUTEMD YCYTH, ONPEOENEHHE W 0Oy XapakTepUCTHRY YCNYTW, ONMCaHWE BOIMOMHOCTER YOIy, npem-
OCTABNASMBIX MONLACBATEMNG, ONWCAHWE OCOGEHHOCTEN TEXHWYECKONW DEaAnY3auWd Yonyrd, DWHAHCOBLIE
YCNOBMA W YCNOBWA Cpraduaauny oBCnyMMBaH1a None3IosaTena yonyri.

OnKcante YCnyrd AomsHo obecneyMeaTs NOMOLE NOTEHLWMANEHLIM NOMNBIOBATENAM NDE OLUSHKE MM
MNPAIOAHOCTH OAHHOA YOmTyTa GA W YL 00 NOKyTIHA YCnyri.

3.4 cneundrrrauma yonyri: JokymedT, COLepHaii NONHY M TO4HYI0 GopMyNdpoBKY NPeJocTaBns-
B0 YCIYTH, BIHOHEA:

= ONMCAHKE NPeQOCTABNAEMEL NONEICBATEMO DYHKLWOHANEHEX BOIMOMHOCTER YCNYTH,

= COCTAB X3PAKTEPWCTHE YCNYTH, NOANEHALWMY OUSHKE NONLIOBATENEM YCMYTH,

- Tpebosauua, YCTAHOBNEHHLIE ANA KARO0H XADAKTERUCTHRM YCNyTA.

3.5 uenenonaradue: JOHa M3 QYHELMA YNDABMEHWA KEAYECTEOM YCITYT CEAZM, COCTOAWAA B ofocHoBa-
HAH W DOPMHDOBIHWH ey B 0BNacTd KaYecTea.

3.6 yenoBevecHue pecypcbl: [epcoHan opraduaalEn, XapakTepuayiownAch A0CTMIHYThIMY YROBHR-
R KOMMETEHLMA M KBANADHAKALMA, MOTHEALWAMA, MENAHWAMME, YCTDEMMIEHAAMIA.

4 YnpaeneHWe Ka4ecTEOM YCNyr CBA3MW

4.1 OBlMe Nono¥xeHWA

4.1.1 ¥Ynpapnexue Ka4ecTBOM yonyT CBAIW ARANASTCA COCTABNAKMUENE SOMHOMD NPOoUECCa YNDaBnEHKUA
OeATENLHOCTEID ONepaTORA CRATM.

Obwue TpeboBaHNA K CUCTEME YTNDARNEHWA KAYSCTEOM (CHCTEME MEHEOHMENTA KAYECTEA) YeTaHoBMNe-
Hil B FOCT IS0 9001, ocHOBHEIE NONOMEHWA, OTHOCALLKMECA K KaYecTay yonyr ceAzn, B TOCT P 53724.

4.1.2 Uens ynpasnedWa Ka4acTRoM YCnyr CBR3NM — oDacneYsHH e BuiNONHEHWA YCTAHDBNEHHLIX TpeGo-
BAMWA K KaYeCTBY YCNYT CBAIM, NOCTOAHHOS NOBLILLEHWE KAYECTEA YCNYT CBAIW W COBEMUeHCTROBaAHWE obCny-
HHEAHWA NONBIOBATENSA YCNYTAMA CRAIM ONA OOCTHHEHNA WX YO0BNETRODEHHOCTH W NOANBHOCTA.

4.1.3 K ocHOBHEIM 330a4am yNPABENEHWA K3YECcTBOM YCNyT CBAIM OTHOCATCA:

- yoTakoRneHwe Tpebosasui K ycnyram: onpegengdie COCTABA NOKasaTenal KAYacTea W HOPMATHEHEX
aHaYeHuid ANA NoKazaTene,

= pbecneyeHne BeINoNHEHHA YCTAHOBNEHHEIX TRpeDoBaHMi K kavecTey vonyr [1, 2, 3] ceAam nyTem NpoRe-
O8HWA TEXHWYECKMY H OPradMIaLMOHHBIX MERONPHATHIA;

= MEOB2OeHWe OUEHKK COOTEETCTEMA Ka4eCcTBa YCMyT CBAIN YCTAHORNEHHEM TREGoBaHMAM, BIKMKYanA
BHYTPEHHHE W BHELLHWE ayOWUTel KAYECTEA YCNYT (B TOM YWMCne, cepTudueaiag) [4];

- HENPEPLIBHOE YIYHWEHHE KAYSCTE YCNYT CBRIN NYTEM NPOBEAEHHA COOTEETCTEYIOWMK MEQONPHUATIA
Mo pe3yNETATAM BRNOMHEHHOA OLEHKH.

4.1.4 MNpouyecc YyNpaanNeHua KA4eCTEOM YCNYr CAAIM, OHALIBAEME ONEpaTopoM CEAZK, ARNABTCA LHK-
NWYECKMM 1 BEMOYaET 8 cebA cnegyiowWe aTans, XapakTepHse ONA MEeHesMeHTa modbix yonyr
(FOCT P UCOMM3K 20000-13:

= yenenonaradke B obnactv Kka4ecTBa YCmyr ceaan,

= NNAHWPOEEHNE HOPMATUBHOND YPORHA KA4YECTEA YomyT U 00eCcneqHBaI0WMY MERONPUATHIA,

= OCYLWECTEMNEHAES 3anNaHupoBaHHER JEACTEWA;

= KOHTPONL KAYECTES YCMYT W 8ro OUeHKa;

= OCYLLECTENEHUE KOPPeKTUDVIOWMX A8WCTEMA (YyNpaBNAKWErD BOAOSACTEMA) ONA YCTRAHEHWA BRAR-
NEHHBN OTENOHEHKA OT 3anNadupoBaHHorD (HOPMaTUEHOND) YPOBHA KAYECTRA YCMYT, NOBLILISHWA Ka4ecTEa
YCIYT ¥ COBEPLUISHCTEOBAHWA 0GCNyHUBAHWA NONLIDBATENEA YCNYTaMM CEAIM.

2
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4.1.5 Haarane yenenonaraldna GoNKHb GelTe onpaienassl Lend GeaTensHoCTH Cnepartopa CBAIH B OT-
HOLLEHWM KE34ECTBA OKAILIBASMEIX YCIYT CEAIN: NOOAEMHAHWE JOCTHIHYTOrO YPOBHA KaYecTea yonyr, Nepexon
Ha OpYTOR YDOBEHE KAYECTEA YCNYT, BEOS B SECINYaTAUMI0 HOBRIX YCNYT COOTRETCTEYIGWEND KaYeCcTaa.

4.1.6 3T1an nnadrpoBaHMA BEKNKOYaET B ceba onpenenaHue.

- HODMATHEMOID YPOBHA KAYESCTBA YOIyr CEAZN;

- NOCNEfoBaATENEHOCTH OeACTEUA (MEpoNpHUATHIA, paboT) AnA QOoCTHEEHKUA NOCTAaNeHHDA Lend B ob-
NACTW KEAYECcTBEA YCNyr CER3W W oDecneyerna YCTAHOBNEHHOMD HOPMATUBHOND YDOBHA KAYSCTBA YCMyT,

= WCnonHuTEnsd pasoT;

- CQOKOB BRINONHEHWA pabor;

= pecypcoa, TpebyemMelx ANA BenonHeHya paborT.

4 1.7 B xofg OCyLWeCTRNSHWA 3annNaHHDORaHHEX OSACTRHA NPOWIB0NUTCA!

- pacnpefenasue TEXHWYSCcKHE CPeqCcTeE W NEpCoOHaNna onepaTopa CBAIW No NEFoUSccam,

- onpeaeneHue yHKLMR, NoONHOMOYWA, 0DR3aHHOCTER, OTBETCTREHHOCTH NEPCoHANA ONepaTopa CRAIK,

= nposegeHue oby4eHA nenonsuTensid pador (np HeobrooMMocTi).

4.1.8 Ha atane KOHTRONA NPOWAROOWTCR CHop MHOPMALWKM ANg:

= aHaNKaa ¥ OUEHKM YDORHA KAUBCTES CKalbIBABMBER YCMYT ONepaTtopom ceAau [4, 6];

= BHABNEHWA MACWTAROR M XaAPaKTeRa OTHNOHEHHA OT 3a0aHHBIX TREG0BAMWA K KAYeCTaY YCNYT CBAIM,

- BLIABMEHWA NPWYAH BOIHUEHOBEHWA OTHNOHEHWA;

= BEIDOpa KOPPEXTHRYIOWMY M NPEIyNDeXIa oMy JeRCTEHA M OUEHEY MX 2P DekTHEHOCTH,

= OnpegensHna Lened, NNasiposatia, Oprasd3aUmri M y4eTa GeaTeansHocTH No oGecneYyesio Ka4YecTea
WCIYT CEAIM.

4 1.8 KoppekTUDyiowMe SEAcTEXA (YNpasnAwes soaqeicTBre ) OCyLUaCTRNAITCA Ha oCHOBE ynpas-
NAKWErD PELLSHKA, NEMHKMBSMON0 BYKOBOACTEOM GNERATORA CRAIM N0 De3yNETATAM AHANKIA 4 OUEHKK dak-
THHECKOND YDOEHR HAYECTES OHAILIBASMELK YOI,

4.1.10 YnpaeneHHe ka%ecTEOM YOIy CBRAIN A0MMEHO OCYIUSCTENATRECA Ha BCEY 3Tanax NpoUecca okasa-
HIUA YOIy

= NPegEapUTENEHER 3Tan (NpUeM 33A8K4 OT NONL3ICBATANA, 3AKMIYEHWE JOroaopa v T. 0.},

= ATAN OKAIAHMA YCNYIH NONB30BATENK YCMYTW CRAIM,

- pacyeT 33 OHAIAHHYIO YChyTy,

= NOOJepHEa NoNLEI0EATENeH YCNynd CBaan.

4.1.11 CucTema ynpaaneHidA KaYecTBOM YCNyr CBAIKW KaK COBOKYNMHOCTE BAANMOYBAIAHHEX OprakMaa-
UMOHHEX, TEXHAYBCKME, IHOHOMUSECKME M COUMANBHBE MEDONEUATAA N0 OSECTEYEHHI0 LENaA YNpaaneH9us
KAYECTREOM OOMMHA COOTEETCTEORATE UEenAMm M 3agadam oBWed cMCTeMbl YNDABNeHMHA OeATeNsHOCTED
aneparopa cBAIM.

4.1.12 YnpaeneHwe kauecTBOM YCITYT CEAIW JOIDEHO OXBATHIBATE BLE OCHOBHLIE (DaKkTopkl, BNMAKLLKE
HA WX KAYSCTEO! MATEPWANEHO-TEXHKYECKD® ODaCcnedYeHH e KavecTEa Yyonyr CBAIM, YBNoBRYSCcCKHE DECYDCH,
CPraqA3anMm yNpaeneHmwa, BHeLwH cpeay [9].

4.1.13 B cucTEME YNPARNEHWA KAYECTROM YCNYr CEAIW NOMEHE BbiTe ONpefensdsl TpebosaHHs K
OCHOBHEIM aKTopas, BNMAIDLWKWE HA KAYECTBO YCIyT CBAIH.

4.1.14 3anomeHHsle B OCHOBY CHCTEME! YNDABNEHWA KIYECTBOM YCNyr CBAzK TpebosaHMA J0N#MHE OT=
PEMATE HHTEDECK NONLIOBATANSA YCNYT ONepaTopa CEAIN.

4.2 TpeGoBaHWA K yNpaBNeHHD OCHOBHEIMK (hakToOpamMK, BMUALWHWMA HA KAYECTBO YCNyr
CBAIM

4.2.1 MatepnansHo-TexHHYecKkoe obecneyerHne Ka4yecTBa YCNYT CBAIM

4.2.1.1 OpraHdaayra, NpeocTARNAKLAR YCIYT CBAIM (CNepaTop CBAIW), DOMEHa YCTaHOBKHTE Tpebo-
BAHWA K MCNONLIYEMOMY ONA CCYLECTENEHAA NPOMIB0ICTREHHOH JeATENEHCCTH 0GopYA0BaAHHID, 8 TAKHE K
NpUoGpeTassMor NPpoayKUWMK (MaTepdanam, ofopyposaHuwio, npubopam), HeoBXoOuMBIM ONA obacnedeHus
NEpoW3IBOOCTEEHHLE NPOUSCCOR NG OKA3IAHWID YCMyr cBA3d, W oDecneYnTe COOTRETCTEWE YCTAHOBMEHHLIM
TpeBoRaHWAM.

4.2.1.2 OpraHyaauns goeHa BeiMpaTe NOCTABWKEDS HeoBXoAMMOR NPOOYELMK HA OCHORE MX cnocob-
HOCTH YOORNETEODATE YCTAHOBNEHHEM TREOORAHKUAM, BKNKOYAA TpefoBaHuA K kadecTey. N8 3TOM JONMHE
ObiTh YCTAHORNEHE KDMTEDHA OTEOPA, OLEHKW W NOBTOPHOA OUEHKKA NOCTARLMKDR. 3ANHCH C Pe3yNbTaTaAMKA
QUEHKHA NOCTABLLMKOE OONMHE NOLOepHrEaTECA B paboyemM cocToAHKrK. JpradMsauqa QoMsHa BecCTH peric-
TRaUWio YOOBRNSTEODAKNLLWME &8 NOCTABLWKOE.
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4.2.1.3 Oprasniauus QOMEHa OCYLWECTRNATE BXOOHOR KOHTPONE NOCTYNANWEeH 0T NOCTABWMKDE Npo-
Ayeunwn (oBopyaceanns, Matepranoa, npyubopos W gp.). Heobxogumo yoTaHoBrTE 1 oDecneyreaTs npoueay-
pel NDCBEREW, DETUCTEMPOBATE M AHANKAMPOBATE PE3YNLTATE NDCBERKA.

4.2.1.4 Opradnaaums GON¥Ha oNpedenyTe COOepMaHne MOHMTORMHNE M MAMEDEHWA ONA OLEHKM KaYec-
TEa YCNyT CBAIM, 8 TaKHe COOTEETCTEYINWEe 00Oy JoBaAHME ANA MOHUTODHHIA 1 HIMEDEHURA, HCNIONBIYEMoa
MpW NPoBEOeH A CUEHKW COOTRETCTEMA KaYeCcTBa YCIyT CEAIN YCTAHOBNeHHEM TpebosaHuam.

Oprasnsauums JoM¥Ha BECTH B YCTaHoaneHHoR opMe cnivcol oBopy JoBaHWA GNA MOHMTODHHTE M HaMe-
pEHKA NOKAIATENEA KAYECTRA NPEASCTARNBEMbIX YCIYT,

4.2.1.5 TpeGopauua k 0G0pyQ0BAHKIO ANA MOHHTORKMHIA K HIMEDEHHA W oDECTIEYEHWID BMO DYHKLHOHK-
POBAHKA O0MKHE COOTRETCTECEATE TOCT IS0 2001 {nyHeT 7.6).

3anycu, CTHOCALLKECA K NoOATREEHASHWD CoOTRETCTEWA oBopydoBaHHA ANA MOHWTODMHME 1 W3Mepe-
HWH, MCMONLIYEMOro NPY NPOBE0EHMH OLEHKWM COOTRETCTBWA KAYECTEA YCNyTr CEAZK YCTaHoBNEHHEM TpeboBa-
HAAM, OONKHE CO0eDWETR

- voedTHibvkauwn obopyQOoBAHWA, BKMKMYAA 3ITANOH, HA COOTEETCTEME HOTOPOMY oTKandBpoBaqHo
ofopyooBaHHE;

= MIOGLIE OTKNOHEHWA OT TEXHHUYSCKAX YCNOBKEA, NONYYSHHEE NO PeIYNETATAM KANWEDOBKH/ Mo BE DKW,

- 3aKNKDYEHWA O COOTBETCTEMN TpeboeanuAm nocne kanwbpoasn/NoBepKiM.

3anycuy pesyneTaTos kanvipoBKd M NOBERIY AOMTEHEl NOADSPHMEATECA B paboqdem COCTOAHKM.

4.2.2 Yenopeyeckne pecypcl

4.2.2.1 lMNepcoxan, BeNONHAKLWLME paboTy, BNARIOWYID KA KAYECTRO YCONyT CBAIN, JonweH DilTe Komne-
TEHTHBIM HCXOOA K3 NAMYYEHHCro 0Gpa30BaHHWA, NOATCTORKM, HABLIKOR W ONbTA.

Oprasnsauus 0oMHHa oNpeqenaTe HeobX00 UMY KOMNETEHTHOCTE NEPCoHANa, BRNONHAKLWErs pado-
Ty, KOTODAR BMHWAET Ha KAYECTRD YCNYT CERIN.

4.2.2.2 OprasvaauMa NOMmEHa yeTaH0BH T JOKYMEHTHPOBAHH YD NPOUBOYDY N0 ONPEnensHMe noTped-
HOCTENA B NOAroTOBKE | NDOEEQEHHH OOYYEHMA, 3 TAKE NO QOCTHMEHWID HOMNETEHTHOCTA BCEMD NEPCoHana,
OCYLLBCTENAKLWErD AeATENEHOCTE, KOTODAA BNUAET HA KAYSCTED YONyYTr CRAIM.

4223 Ecnk ato NPMMEHWMO, OQRraHnaauuwa gonsHa cbecnednTs NoOgroToBRy NEepcoHMana Henocpe-
OCTEEHHO HA pabouem MecTe Mo MobsM HOBBIM HNE MAMEHEHHLIM BADAM JeATENEHOCTH, BNAAIDWKM HA Ka-
WECTEO YCNYTr CEASM, BIIMOHAN MK, 3aHATLIX N0 TPYI0B0MY OOroBopy (KOHTpaKTy).

MNepcoxan, paboTa KOTOPOro MOMET BAWATE HA KAYSCTEO YCIYT CAAIN, D0MKeH GTE NpOMHOpMUpOBaH
0 NOCNEACTEMAX ANA NONLICEATENA YCMYT CEAIM NPW HECOOTEETCTREMM YCNyr TReDoBaHNAM K Ka4ecTay.

4.2.3 OpradMaauna ynpagneHna Ka4ecTEOM YCNYr CBAIM

4.2.3.1 MNonuTka opraqdy3agmqe B oBnNacTy Ka4ecTEa yonyr CEAIM O0/TEHA SRTE HanpasneHsa Ha QocTH-
WEHWE CODTEETCTEYIOWWK UeNah 8 oDNacTd KaYecTaa.

OnA QOCTHHEHKA Uened B oDNacTd Ka4ecTea Yonyr CEAIM PYKOBROOWTENE JOMe CO30aTk CTRYETYRY
CHCTEMEl ¥YNPABNSHWA K3YECTBOM YCNYT CEAZK.

4232 BcoucTeMe yNpasneHua Ka4ecTROM YCnyT CEASN GoNHHE GhiTE YETKD ONPpeaenaHl NonHoModnA,
OTRETCTEEHHOCTS M BIAWMOOSACTEME RCAro NEpCoOHANa OpraduIauUmMK, ocyLUeCTRNAOWErD PYKOBOACTRO, ola-
3AMKHE YCIYT W KOHTPONE ASATENBHOCTH, BNHAKLWEA Ha KaYeCcTBO YCnyr. 370, B YACTHOCTK, OTHOCKTCA K obony-
HMBIOLWEMY NEQCOHANY, GEATENEHOCTE HOTOPOrD CBA3AHA C:

a) BLIABMEHAEM H PEMMCTDALMEN YCTHRE M MHCHMEHHEX NDETEHIWA, Manoh, 3a880K cO CTOROHL! NONL3I0-
BATEMEA YCMYT CEAIM,

§) npoBegeHves MEpONDMATHA, HANPABNeHHBX HE WX YCTDAHBHWE W NPe0yNpesOaHWE;

B) NpPOBEPKOR BINCNHEHMA DELISHMA.

4233 OTEETCTEEHHOCTL 34 HAONEHAWEE BeNONHEHHE TPEOOoBAHMKA, YCTAHOBMNEHHEX HACTORLLMM
CTAHAARTOM, BHYTREHHWMM M BHEWHWMKE HODMATHEHBIMW QOKYMEHTAMY B ODNACTH KAYECTEA YCNYT CRAIM, W
COOTEETCTEYIOLWME MONHOMOUYHE B OprasMiaumy paboTel no kawecTey A0MsHEl BeiTe BOANOKEHL HA Mredcma-
SBUMENA pYRoe0dCMEs HEIARWCHIMO OT APYIWE BOANOKEHHLIX HA HErD 0GA3AHHMOCTER.

4,234 Opradnaaums AonwHa onpeienuTs TpedosaHqA 1 Npoyedypy BHYTREHHER NPOBSDKM KaYecTea
YCNYT CEA3M W NPOLUSCCOR OKAIAHWA Yonyr, obecneyuTe HeaSXoauMbIMK COE0CTREAMMK KOHTPONA (NPOBEDEH ) W
HAIHAYKTE CNEUMANLHO 0DYHEHHBIX COTPYOHWEGR ONA &8 NPOBE0EHHA.

OprasMaauma AomsHa:

a) woeHTHUUMPOBATE YCIYTH B COOTEETCTEMK C TpeboBanrAmK, npeacTasneqdHsmm 8 MOCT P 53724
(mymrT 3.2.2);
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f) NpCBEpATh YCNYrW B COOTEETCTRHK C NPOUE0YE0R BHY TDEHHER NPOBEDKH KA4ECTRA YCNYT CBAIM, yCTa-
HOBMNEHHOW BHYTREHHKM HOPMATHUEHEIM Q0KYMEHTOM OpIaHH3aLMM,

B} ODECNEYMBATE MNPHOPMTET MNOTREDWTENA B OUEHKE HKa4YBCTEA YCMYT, WCXOOA W3 NONCHEeHWA
MOCT P 53724 (nyHet 3.2.1);

ry obecneydeaTs BOBNEYEHWE NEPCOHANA, NPeJOCTABNAKLErs YCNyrd CBA3M, B NpOUYSce HAQaopa ia
KAYSCTROM YCIYT KAK COCTARMYI0 YaCTh NPOLUECCA KOMTPONSA.

Mposepkd A0M¥HBL NPOBOOWTECA NEPUOOWYECHH B 3ANNAHWDORAHHEE CROKW M BEMIOYATE KOHTDOME,
OUEHKY W DeryTMpOBaHWE NPOUSCCOB OKA3AHWA YCIYT Yepes NPOBedeHHEe HODPEETHEYHHIUME MEDoNpHUATHA.

Mpoeepyy KAYSCTEE YCMYT CEAIW M NDOUSCCOB MY OKA3AHWA CNegyeT NpoeognTe Ha cooTeeTCTEMe Tpebo-
BAHKAM BHELHWX H BHYTPEHHHX HODMATHBHE A0KYMEHTOR, NapaMeTpanm oNUCAHKA YCNYT, BLINONHEHHOM co-
rmacHo nyHkTy 3.2.2 TOCT P 53724, yCTaHORNEHHEIM IHAYSHHAM MOKAIATENEW KAYECTEa W TEXHOMNOrHM
HCnanHesduwa yonyr. B xo0e NpoBepl KAYecTea yonyr CEAIW cnefyeT NogroTaandBatk M HCNoNsEIoRaTs OaH-
HBLE O KOHTPONWMDYEMEDE NOKA3ATENAK NG ATANAM NPOUECCOR OKE3aHMA YCIYT CBAIM, JAHHBIE N0 33ABKAM W Ha-
nofam NoNsLInBaTenen Yyonyr CEAIM, No De3yNETATaM COUMONOrMYackis onpocos.

Peaynetate npoBepok cneqyet ofopMnATe A0KYMEHTANLHO W J0BOAWTE 00 CEEO8HUA NEpCoHana, oT-
BETCTEEHHOID 38 NPOBEPEHHLIA YHAcTox paboTel. PYKOBOOCTED, OTEETCTEEHHOE 38 3TOT YYacToK, AOMKHO OCy-
WECTENATE CEBOSBPEMEHHBIE HODDERKTURYIGLLWE O8RCTEHA ¥ YCTRAHATE HEOOCTATHM, BLIARNSHHLIE B NPOUECCE
NpOEEDEN.

4.2.3.5 Opravyaayrs QonsHa obecnednTs yNpaanAemMbie yCNoBHR OCYLLECTRNEHKWA NpOUECCOR OKas3a-
HIKA YCIYT caRan. [InNA aT1oro HeoSxogumo:

a) onpegendTs, NpK HEOGX0OWMOCTH pa3paboTate W 0GECNEYMTE COOTEETCTBYIOWEE HCNONLIOEIHWE B
NPOXIBOOCTESHHBX NPOLECCAX OHA3IEHWA YCMYT CEASM KAk BHELIMKY, Tak W BHYTREHHUY HODMATUBHEX O0Ky-
MEHTOB, COABPMALLME CMUMCIHMA YEMYT WHMY cneurdMEale YenyT, DOKYMEHTOR, ONPefenAnumMy cnocobis
[TEXHONOMMM |} NDOUIBOACTES YCmyT, OBCYHMBAHWA NONBAOBATENEW, COCTAR NPUMEHAEMOrD obopyaoBRAHWA,
HOHTPONEHEL U HIMEDUTENLHEIX NpME0POE, NOPROCK GERCTEMA NEpCOHANa, NPenoCTABNAILWED YCIYTH CBA-
31, BENHMAA TeXHWYECKWA Nepcoqan, ofecneYyyeai il YHKUHMOHWMDOBAHWE TEXHUHECKMY CPeOCcTR W Coopy-
HEHWA CBA3W, a Tawke NOpAOOK OEACTBMEA NepcoHana, BmnonsAnwens patory o nobeimy obpalleHrAkmn
NoNBICBATENEA (IAAEKAMM, Hanobamn);

0] YyTEEpOMTE NPOLECT OKA3AHMA YCMYTH 1 BiB0p MCnonsayewMoro oSopyA0BaHKA, BCIK B 3TOM BCTh HE-
oBX0OMMOCTE,

B) YCTaHOBHTE KPUTEDHW NPeO0CTARNEHWA YCNYT ONA KAMO0MD BMAA YCMYT, BEMIO4YMTE HX B COOTBETCTEY-
LA BHYTDEHHWA HODMATHBEHEIA OOKYMEHT OpraHk3aU|y B BHOE NOKA3aTENel KAYecTea YoNyr CEAIW KU UX
HOPMATYEHBIX IHAYEHHA;

r} ONpegenyTe KoHTRONLHEE TOYEM OCHOBHEIX 3TAN0E NPOLYECCos OXN33anMa YCNyr CBAIM, KOTOpE nod-
NEMAT NDOBSRKE M KOHTDOMNID, KOHTRONMBYEMBIE NOKAIATENH, METOOL! KOMTROMA (NPOBEDEM) B IABUCHMOCTH OT
BWOA YCNYTH, OpraHuIauMoHHOR CTRYETYDEl OPraHuIaung, BRSHOCTH HOHTDONMDYEMEIX NOKAZATENEA 1 CNow-
HOCTH KOHTPONA (NPOBEDHH) HA QaHHOoM aTane;

A} NpCBOANTE MOHWTORKH KOHTRONWDYEMBIE NOEA3ATENEd KAYECTEa YCNyr CBA3M B COOTRETCTEMM C
YCTAHOANEHHOH B OpradyaaLi npousypoid cHopa, XxpaqeHda, BedeHWA U HCNONBE30BaHWA 3aperdcToMpoBaH-
HbiX OAHHEIX O KA4BCTEE (33AB0K, Hanod, peayneTaToR TEXHWYECKOTe KOHTPONA) yonyr CEAIM;

@) onpeqennTe OTEETCTEEHHBIX MWL 33 OCYLYECTENEHWE MOHMTODHHIE KOHTDONUPYEeMEIX NOoKA3aTensi
KAYECTRA YCNYT CERIM, 38 NpOESdeHHE NDOREDOK (KOHTRONE) KAYBCTEA YCMYT CEASM, 33 NPOBSASHWE KOPPEKTH-
PYHILLME ABRCTEWA B CnyYae obHapyHeHa B Xo0e NPoBepox OTKNOHEHHA B NPOUBCCaX OKa3IaHKA YCnyr.

4.2.4 BaauMmoaedcTeMe ¢ NONLIOBATENEM

4.2.4.1 Opraduzayna, oKalsiBaI0WER YOIy CEASK, OOMHHa paspaborate W NoA0epHHEaTE B paboqen
COCTOAHMK NPOUSaypy OCYLWECTENEHKA 0DpaTHON CBAIM € NONL3I0BATENAMM YCNYT CEA3A B LENAX NOMyYeHua 1
aHanu3a WHgopMaLMKH oT NoNEICEaTEMNA ANA;

a) NpaBunLHONS YCTAHOBNEHHA TPEGoBaHWA K YCryram W yCNoBWAM oOCNyHWBAHWA W WK OTDAMEHWA B
COOTRETCTRYIOLWIEH Q0K MEHTALIWIA;

) paspeleHWA BONPOCOR, CEA3AHHEY C pACKoMOeHMEM TReboaantii, 3ancHeHHsIX B cucTemy obony-
HWBAMKA NONL3oBaTens, ¢ TpebosanuAMK NoNL3I0BATENA,

B} obecneqYeHHa YEEPEHHOCTH WCNONHWTENA YCNYTH B CBOeR CnocoDHOCTH BEINONHATE TpeboBaHKA
NoNB3ICAATENA;

r} OUEHKM CTEMEHK YOOBNETRODEHHOCTH W NOANLHOCTH NONLACBATENEH YCNYT CEAIM.
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4242 KCTOMHHEAMA NOMYYEHHA COOTRETCTEYIOWENA MHDOPMALIMK OT NONLICBATENA ARNATCH COLMO-
noruyeckwe ofcnegoeanka, MHopMaynA obwecTs noTpelnTened, CPeqcTE MAacCoB0R KHDODMAL MK, MYyHH-
LUMNansHbx OPradce ynpaenaHuma.

4.2.4.3 PerynapHaa oUgHKa CTENeH YO0BNETEOPEHHOCTH W NOANLHOCTIA NONBIOBATENER YCNYr CBAIM
AonwHa ObiTe BEEOEHA B NPAKTUKY TEHYLLEHR DEATENLHOCT OPraHuaaLan.

4244 OprasMaauqa O0MiHa YCTaAHOBWMTE METOOE W NPOUSLYDY NONYYEHHA KHOOpMALKK ONA NpoBe-
OEHWA OUBHKEW YOOBRNETBODEHHOCTH 1M NOANBHOCTH NCNLIOBATENEA YENYT CRAIMW.
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