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MNMpeaucnoBune

1 PABPABOTAH ®epepantHbIM rocygapcTBEHHBIM BHOMDKETHBIM yupexaeHnemM «POCCUIACKUIA MHCTK-
TyT cTtaHgaptmu3aumm» (PIrBY «MHcTuTyT ctangapTusaummny»), AKUMOHepHbIM obwectBom «VHCTUTYT peruno-
HanbHbIX 3KOHOMKYeckux uccnegosaHun» (AO «MP3W»), O6LecTBoM ¢ OrpaHMYEHHON OTBETCTBEHHOCTBIO
«LleHTp KOHCanTuHra u ceptudukaumm «MexpernoHansHoe areHTcTBO KadecTBa» (000 «LKC «MAK»)

2 BHECEH TexHu4yeckum koMUTETOM MO cTaHgapTusauunm TK 346 «Ycnyrv HaceneHuwo»

3 YTBEPXOEH W BBEAEH B OEWCTBME MMpukasom ®enepanbHOro areHTCTea Mo TEXHUYECKOMY
perynupoBaHunio u metpornoruy ot 4 mapta 2024 r. Ne 274-ct

4 BBEJEH BINEPBbIE

lMpasuna npumeHeHUs Hacmosweao cmaHdapma ycmaHoeneHbl 6 cmamee 26 ®edepanbHoO20 3aKOHa
om 29 uroHa 2015 2. Ne 162-03 «O cmaHdapmu3sauyuu 8 Pocculickol ®edepauuu». MHpopmayusa ob us-
MEHEHUSX K Hacmosiwemy cmaHdapmy nybrukyemcs 8 exe200HOM (10 COCMOsHUK Ha 1 SH8aps MeKywezo
eo0a) uHghopMayUoHHOM yKkaszamene «HayuoHanbHbie cmaHdapmbi», a oghuyuanbHbil MeKcm u3MeHeHul
U ronpasok — 8 eXeMecsyHOM UHGOPMAUUOHHOM ykazamene «HayuoHanbHele cmaHdapmei». B cryyae
nepecMompa (3aMeHbl) Unu OMMeHbI HACMosAWeao cmaHdapma coomeemcmeayruwee yeedoMmneHue 6ydem
onybnukosaHo & bnuxaluwem 8biflyCKe eXeMeCAYHO20 UHOPMayUuOHHO20 ykaszamens «HayuoHanbHbie
cmaHdapmei». Coomeemcmeyrowjas uHgopmayus, yeedoMieHue U mekcmsl pasMelaromes makxe 8 UH-
ghopmayuoHHoOU cucmeme obujeao nonb3o8aHus — Ha oguyuansHoMm calime @edepanbHo20 azeHmMcmaea o
MEeXHUYEeCKOMY peaynupoeaHuo u Mmemponozauu 8 cemu MHmepHem (www.rst.gov.ru)

© Odpopmnerune. IBY «NHCTUTYT cTaHgapTuzauuny, 2024

Hactoawmnn CTaHOdapT HE MOXeT BbITb NONMHOCTLIO UMW YaCTUYHO BOCMNpowun3BeneH, TMpaxmposaH 1 pac-
NMpoCTpaHeH B Ka4yecTBe ocbuu,maanoro n3gaHuns bez pas3peweHna GJe,qepaanoro dareHTcTtBa Nno TeXHN4eCKo-
MY perynmpoBaHu n MeTponorum
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HAUMWOHANBbBHBIA CTAHOAPT POCCUMNUCKON ®EQOEPALUNMU

Ycnyru HaceneHuio
BHYTPEHHME AYOUTbI NPOLECCOB OBCNYXWBAHWUA NOTPEEUTENEN
O6wme TpeboBaHUA U NPUHLUKUNLI NPOBeAeHUA

Services for people. Internal audits of customer service processes.
General requirements and principles of conducting

Oata eeegeHna — 2024—10—01

1 OGnacTb npuMeHeHUA

Hactoawwui ctaHgapT ycTaHaenueaeT obwue TpeGoBaHus U NPUHL UMb NPOBEAEHUS BHYTPEHHUX ayau-
TOB NpoLeccoB oGenyxuBaHusa notpebuTenen B cjepe ycnyr HaceneHuo (qanee — BHYTPEHHUE ayauThl).

CTaHgapT pacnpocTpaHsaeTcsa Ha BHYTpeHHUe ayauThl B cchepe yenyr HaceneHuto, OKasbiBaeMbiX MCor-
HUTENSAMK YCNYr — HPUOUYECKMMU NMULAMK PasnuyHblX OpraHu3auMoHHO-NPaBoBbLIX (hOpPM, UHAMBUAYAb-
HBIMWU NpeanpuHUMaTenaMn U UsnHeckUMn nuuaMm — nnaTenbliykaMmi Hanora Ha npod)ecCcUoHanbHbIN
[A0X0[ (CaMo3aHATLIMU rpaxgaHamu).

Tpe6GoBaHWa HACTOALWErO CTaHAAPTa ABNSAKTCA 06LWMMU U NpeaHa3HavYeHbl Ans NPUMEeHEHUst BCEMU UC-
NONHUTENSMU YCNYr HE3aBMCMMO OT BMAA U hopMmaTa AeATenbHOCTH, MacluTaba 1M Buaa okasbiBaeMbIX YCIyT.

HacToAwuii cTaHgapT He pacnpocTPaHsAETCa Ha BHeLUHWe ayauThl (ayouThkl BTOPO M TPETLEN CTOPOHBI)
1 Ha ayaUTOPCKYH OeATeNnbHOCTh, OCYLLECTBNsSeMyo cornacHo [1].

2 HopmatuBHbIe CCbINKK

B HacTosLWweM cTaHgapTe NCNOMb30BaHbl HOPMATUBHbLIE CChINKM HAa CregyoLlmMe cTaHaapThl:

MOCT P NCO 19011 OueHka cooTBeTcTBUA. PykoBoasLMe yKa3aHUs NO NPOBEOEHUID ayauTa CUCTEM
MeHeIKMeHTa

FOCT P 50646 Ycnyru HaceneHuo. TepMUHbI U oNpegeneHust

FOCT P 52113 Ycnyru HaceneHuwo. HoMeHknaTypa nokasartenei KayecTea ycnyr

MpuMmeyaHue — lNpu NONL30BAHUM HACTOALLMM CTAHAAPTOM Lenecoobpa3Ho NpPoBEPUTL AEACTBUE CCbIMOM-
HbIX CTaHOAPTOB B MH(OPMALMOHHON cucTeme obLuero nonb3oBaHUa — Ha ocuuMansHoM cante defepansHoro areHT-
CTBa N0 TEXHUYECKOMY PETYNMUPOBaHUIO U METPONOMAU B ceTu VIHTEPHET UK Mo exXerofHoMy MHOpMaLMOHHOMY ykasa-
Tenk «HauwoHanbHble cTaHOApTLI», KOTOPLIA OMyBNUKOBaH MO COCTOSIHUIO Ha 1 SiHBapA TeKyLlero roga, v no Bbinyckam
eXXeMecsiHHoro MHopMaLMOHHOTO ykasaTens «HauuoHansHble cTaHaapThl» 3a TeKYLWMA rod. Ecnv 3aMeHeH cebinoyHsbIii
CTaHOapT, Ha KOTOpbIM faHa HelaTMpPOBaHHASA CChINKA, TO PEKOMEHOYETCS WCMONb30BaTh AEMCTBYIOLLYI0 BEPCUKD 3TOTO
CTaHJapTa C Y4eTOM BCEX BHECEHHbIX B AaHHYK BEPCUK M3MeHeHWA. Ecnn 3aMeHeH CCbINOYHbIA CTaHAAPT, Ha KOTOPLIA
[JaHa JaTUpOoBaHHasa Cchbinka, TO PeKOMeHOyeTCa UCMOoNb30BaTe BEPCUID 3TOTO CTaHAapTa C yKa3aHHbLIM BbILIE MO0OM YT-
BepxkaeHusa (npuHatusa). Ecnn nocne yTBepKOeHUs HACTOSLUEro CTaHAapTa B CCbIMOYHBIM CTAaHAAPT, HA KOTOPLIM daHa
[aTUpOBaHHasA CCbiNka, BHECEHO U3MEHEHWE, 3aTparMBaloLLee MonoXKeHWe, Ha KOTOPOe JaHa CCbIfka, TO 3TO NOMNoXeHue
pekoMeHOyeTcs NPUMeHATE Be3 yyeTa OaHHOTo M3MEeHeHWs. ECnu cCbinoyHbI cTaHaapT oTMeHeH 6e3 3aMeHbl, TO Nono-
JKEHWe, B KOTOPOM [1aHa CCbIMKa Ha Hero, peKOMEHAYETCA MPUMEHSATbL B YaCTW, HE 3aTparuBatoLLEN ATy CCbIMKY.

W3paHue ochmumnanbHoe
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3 TepMuUHbLI U onpeaeneHus

B HacToseM cTaHgapTe npuMeHeHsbl TepMuHbl Mo FTOCT P 50646, a Takke cnedyoLline TEPMUHBI C CO-
OTBETCTBYOLLMMUN ONpeaeneHusiMn:

3.1 BHYTpPEeHHUW ayguT npoueccoB obcnyuBaHus notpebutenen: CuctemaTmyecknin, He3aBUcK-
MBI 1 OKYMEHTUPYEMbIN NMPOLECC YCTAHOBNEHWUS OOBLEKTUBHLIX CBUAETENLCTB U OOBLEKTUBHOM OLIEHKM AN
Nnony4YeHusi CTeneHn COOTBETCTBMUSA KpUTEpPUAM ayauTa.

MpumeyaHue — BHyTpeHHWe ayauTel, MHOTOA HA3LIBAKOT ayAMTaMW NEPBON CTOPOHDI.

3.2 KpuTepuM BHYTPEHHEro ayauta npoueccoB obGcnyxuBaHus notpebutenei: CoOBOKYMNHOCTb
TpeboBaHui, UCNONb3yeMblX Kak OCHOBA ANS CPAaBHEHWUS C HAMU 06beKTUBHOMO CBUAETENLCTBA ayauTa.

3.3 nnaH aygmTta: OnvcaHve AerncTBUI U MeponpuUaTHiA Mo NPoBedeHUo ayanTa npoueccos obcnyxum-
BaHUs noTpebutenen.

3.4 nporpamma ayguTa: MeponpusaTus Nno NpoBeOeHWo BHYTPEHHEro ayauTa npoueccos obecnykuea-
HUA noTpebuTenen, 3annaHMpoBaHHbIE Ha KOHKPETHbIA Nepuoa BPEMEHW W HanpaBneHHblie Ha OOCTUXKEeHWe
KOHKPETHOM Lenu.

3.5 cBMAeTenbLCTBO ayauTa: 3anucy, U3noxeHve (OakToB UMW Opyras WHMOpMauWus, CBA3aHHbIE C
KpUTepUsiMK BHYTPEHHEero ayauta npoueccos obcnykusaHus notpebutenei.

4 O6wWwume NonoxeHus

4.1 Ycnyru HaceneHuo ABMNSKTCS Pe3ynsTaToM AesATenbHOCTM CyOBeKToB NpeanpyHUMaTenbCKon aes-
TEeNbHOCTU HEeMNPOW3BOACTBEHHbIX OTpacnein, B TOM YUCe IPpUANYecKkuX Nul, UHAUMBUAYaNbHbLIX NpeanpuHn-
martenen n uU3n4ecknx NUL, — NnaTenbLWMKOB Hanora Ha NpPoeccMoHarnkbHbl OX0A (CaMO3aHATLIX).

4.2 WcnonHutenu ycnyr AOMKHbI OCYLLEeCTBNATEL CBOK AeATEeNbHOCTL B COOTBETCTBUMN C HOPMATUBHBLIMA
npaBoBeIMK aktamun Poccunckonn ®egepaunn ¢ y4eToMm TpeboBaHWA JOKYMEHTOB MO CTaHgapTu3aund, pery-
TNINPYIOLLNX KOHKPETHYIO cdhepy yCnyr.

4.3 VMcnonHutensMm ycnyr HaceneHul pekomeHayeTcs pas3paboTaTe M BHEAPUTb LOKYMEHTanbHO
OhOpPMNEHHbIE BHYTPEHHWE TEXHUYECKNE JOKYMEHTbI, MHCTPYKLMK, NpoLeaypb! 1 MOPAAKA N0 opraHu3anmn n
okasaHuto ycnyr, obecnednBarolimne cobniogeHne okasbiBaeMblX YCMyr yCTaHOBNEHHbIM TpeboBaHuaM.

4.4 Tlpw pa3paboTke BHYyTPEHHUX OOKYMEHTOB PEKOMEeHOYEeTCs PYKOBOACTBOBATHCS HOMEHKNAaTYpOW no-
KazaTenew KadecTBa yCnyr pasnuyHbIX rpynn v Bugos, obecneynBalowmx WX cnocobHOCTb YAOBNETBOPATh
YCTaHOBMEHHbIE UMW Npeanonaraemele NoTpebHoCTH NoTpebuTenen 1 BOZMOXHOCTE OLIEHKW YPOBHS Ka4yecTBa
yenyr cornacHo FOCT P 52113 ¢ yyeTtom cneuundmkin U Buaa ycnyr (MatepuansHble, COLUanbHO-KYINETYPHbIE
1 CMeLlaHHbIe).

4.5 O6wme TpeboBaHMA K BHYTPEHHUM ayguMTam

4.5.1 BHYTpeHHWIA ayouT npencraensieT coboi NpoBepKy, nonyyeHne nHopMalmy o pesyneraTtax ge-
SATENbHOCTW WU aHanu3 NpoLeccoB 06CnyXMBaHMA NOTpebuTenen ¢ Lenb ycTaHoBNeHna 06bEeKTUBHbBIX doKa-
3atenbCTB COBNIOAEHUs NONOXKeHU 3akoHoaaTenscTBa Poccuinckon ®egepauuv n AOKYMEHTOB MCMOMNHUTENS
YCNyT, CBA3aHHbBIX C OKa3aHWeM ycryr notpebutensm.

4.5.2 BHyTpeHHWe ayauTbl OPraHn3yioT U MPOBOAAT MO MHMUMATUBE agMUHWCTPaLUKM UNM COBCTBEHHM-
KOB (BnagensLeB) OpraH13aLin — UCNOMHUTENEen yCnyr.

4.5.3 OTBETCTBEHHBIMW 3@ BHYTPEHHUW ayaWT MOryT ObiTb Kak LUTaTHble COTPYAHWMKW (CneumanucTbl)
opraHvsauunu, Tak U He3aBUCUMbIE 3IKCNEepPTbl, BLICTYNAOLWME OT UMEHU W MO NOPYYEHUIO aAMUHUCTPaLUN Uc-
NonHuTens ycnyr unu cobcTBeHHWKa (Bnagensua) obbekra ycnyr.

Mpun aTom obwue TpeboBaHWa K NMpouedypam, Nopsaaky NpOBEAeHWUst ayauTa, a TaKkkKe KoMMNeTeHUMsm
cneunanucToB M 3KCNEPTOB JOMKHBI CODMAATECA B NOMHOM Obbeme.

4.5.4 BHyTpeHHWe ayauTbl MOTYT NPOBOOUTLCA B paMKax:

- paspaboTaHHON 1 AOKYMEHTanbHO OhOPMIEHHON CUCTEMbl MEHEIXKMEHTA Ka4ecTBa,

- aHanusa gefATernbLHOCTU UCNOMHUTENSA YCryr 3a onpeaeneHHsIin nepuoa.

lNpw npoBefeHWW BHYTPEHHEro ayauTa NpUMEHSIIOT 3KCNepPTHLI MEeTo OLEHKW KadyecTBa YCnyr, OCHO-
BaHHbIAN Ha KAYeCTBEHHbIX U KONMYECTBEHHbIX OLeHKaXx aKcnepTos B cepe yenyr. NpumeHeHne sKkcnepTHOro
MeTofa npeanonaraeT NPOBEPKY HanuumMa U coAepXaHusa TeXHUYeCKUX JOKYMEHTOB Ha OKa3aHwe YCIyr KOH-
KpeTHbIX BUAOB, OLUEHKY NpodeccMoHanbHblX KOMMETEHLNA NepcoHana v npoyee, a B LENOM — Ha OLEHKY

2
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pe3ynbTaTUBHOCTW paboTbl OTAENbHbLIX NOAPA3AENeHWA ¥ NPOLECCOB OpraHuW3auuii, CTeneHb BbIMOMHEHWUS
fusHec-nnaHa u T. 4.

AyOuTbl BTOPOWA U TPETbEN CTOPOHLI B paMKax CUCTEMbI MEHEOXMEHTa KayecTBa NPOBOAAT B COOTBET-
ctBum ¢ TpebosaHuamu NMOCT P MCO 19011 mn ¢ y4yeTom BMaa ycnyr u ocobeHHOCTEN oKa3aHusa YCnyr KOH-
KpeTHoro Buaa.

4.6 Llenn npoBegeHNs BHYTpPeHHero ayguta

K uenam npoBegeHunsa BHyTpeHHero ayauta npoueccoB OﬁCJ’Iy}KVIBaHVIH HOTDEGMTEHEﬁ OTHOCHAT!

- NPOBEPKY cnocoBbHOCTW MCNONHUTENSA yCcnyr OoKa3blBaTb YCIyru, COOTBETCTBYHLLYH YCTaHOBNEHHbIM
HOPMAaTtWMBHbIM NMPaBOBbIM aKTam Poccuiickon (DE,D,EDEU,VIM 1 apyrmum JOKymMeHTaMm, OTHOCALLMMCA K ccbepe yC-
Iyr HaceneHuro;

- onpegeneHue CcnNocoBHOCTU UCNONHUTENS yCnyr oKka3blBaTbk YCIYru cTabunbHoro KayecTea.

4.7 Buabl BHYTpeHHero ayaurta

PasznuuatoT cregyroline BUAbI ayauToe:

- MOHWUTOPWHIOBLIW PerynspHbIi ayauT, BKIKYAas MAaHOBLIA U NOBTOPHLINA ayauT;

- CUTYaTUBHbIA ayduT, yCTaHaBnMBaoLWMA NpUYMHBEl NpobneM ¢ Ka4ecTBOM OKasblBaeMblX YCIyr Wu
apyrux npobrem.

4.8 O6beKThl BHYTpPeHHEero ayauTta

4.8.1 OBbekTamn BHYTPEHHWUX ayaWMTOB ABMAKTCA YCNyru NpeanpusaTui (opraHnsauunin), nogpasgensie-
Mble Ha MaTepuanbHble, COLManbHO-KYNLTYPHbIE U CMellaHHble cornacHo MOCT P 50646.

4.8.2 MNpeomeTom NpPOBEPKU BHYTPEHHErD ayauTa ABMSOTCS NPOLIECChl OKa3aHus yCcnyr, BKMKYvas npo-
Leccel 0bcnyxvBaHua notpebutenei.

4.9 MpuHUKUNbI NpOoBeAEHUA BHYTPEHHUX ayaUTOB

4.9.1 K npuHuunam npoeBefeHus BHYTPEHHEro ayauTa OTHOCAT:

- PUCK-OpPMEHTUPOBAaHHbIA Noaxon (Mogxos, YH4UTbIBaLWWA PUCKM U1 BO3MOXHOCTM UCMOSTHUTENS YCNyT);

- KIMEHTOOPWEHTUPOBAHHbLIA MOOXO0A. MPXU KOTOPOM WCMOMHUTENbL YCMNYr CTPEMUTCA K YOOBNETBOPEHUID
XenaHuin n notpebHocTen notpebutenen ycnyr;

- MPOSIBNEHME B MPOLECCe NMPOBEPOK TaKMX KavyecTB, KaKk YeCTHOCTb, 06bEeKTMBHOCTbL, BecnpucTpacT-
HOCTb, AOMKXHas nNpodeccuoHanbHas OCMOTPUTENbHOCTb, 06QYMaHHOCTb PELUEHUIA MpWM NPOBEOEHUWN BHY-
TPEHHEro ayavTa; KOHOWAEHLMANbHOCTb, OTCYTCTBUE KOH(NUKTA MHTEPECOB.

4.9.2 [Ina manbix opraHM3aLui HEBO3MOXHO obecneynTb, 4Tobbl cneunanncTsl, y4acTBylOLUNE B ayau-
Te, OblNM NOMHOCTLH HE3ABMCUMbIMKU OT OEATENLHOCTW, NOABEPraeMon ayquTy, OOHAKO crneayet NpunoXntb
BCE CuUMbl, YTODbI n3bexaTb NpPeaB3ATOCTU U CODMIOCTU 0OBEKTUBHOCTL. He3aBuCcMMOCTL NMpy BHYTPEHHEM
ayguTte MoOXeT OblTb NPOAEMOHCTPUPOBaHA OTCYTCTBMEM OTBETCTBEHHOCTM 3a AEATENbHOCTL, KOTOpas nog-
BepraeTcs ayguTty, u/unu 6ecnpucTpacTHOCTBIO U OTCYTCTBUMEM KOHMNMKTa uMHTepecoB. CneyuanucTsl, yya-
CTBYHOLLUWE B ayouTe, He JOMKHbI NPOoBepATh CODCTBEHHYO paboTy.

4.9.3 CobntogeHne 3TUX NPUHLMNOB ABMAETCA HEODXOAMMBIM YCNOBMEM AN NpefocTaBneHns obbek-
TUBHBIX U JOCTATOYHLIX 3aKMKYEHWIA NO pesynsratamM ayauTa.

4.10 BHyTpeHHVe ayauThbl NPOBOASAT, Kak NpaBumno, Ha yHKLMOHUPYOLWNX NpeanpuaTusax, 6es npepbi-
BaHWA NPOLIECCOB OKa3aHWsA yCnyr U NPUOCTAHOBIEHUSA OEATENBLHOCTH OpraHn3aLui.

4.11 BHyTpeHHWe ayouTbl OCYLLECTBASOT CNeLnanuncTbl, oTBedarwLme TpeboBaHnam pasgena 6 HacTo-
Allero ctaHaapTa.

4.12 B cny4ae BO3HMKHOBEHMWS MPENATCTBMA, HE MO3BONAKLWMX NPOBOAUTL ayauT B ohnanH-pexnme,
HanpuMMep CrnoXHas 3NUOeMUONorMyeckasl cMTyalusa B pervoHe U UHble 0DCTOATENLCTBA HEMPECLONUMON
CWMbIl, MO pPELUeHWO 3aKa3umKa BHYTPEHHUIA ayOuT MOXET ObiTb NpoBedeH B hopMe AUCTAHLWOHHOW OLEH-
K. JlUCTaHUMOHHbIA ayaouT NpoBoaMTCA De3 Bblie3aga Ha MecTa OCYLLEeCTBNEHUS AeATENbHOCTM UCMNONHUTENEeN
YCNyr ¢ NPUMEHEHNEM 3MEKTPOHHBIX CPEeACTB CBA3W U BUAE0-KOH(bepeHL-CcBA3K. [IMCTAHLMOHHAA OLEeHKa He
NPOBOOUTCHA, ECNW TaKkon popmMat NpoBefeHUs OLEHKN CO3aaeT HeNpUeMIeMble PUCKM 0O bEKTUBHOCTU OLEH-
KW MCMOMHUTENEN YCNyT U JOCTUXEHWS Lenen ayanTa.
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4.13 Mporpamma BHYTPEHHEro ayguTa

4.13.1 [Ons npoBefeHusa ayauTa gomkHa BbiTh paspaboTtaHa nporpaMmma ayauTa.

MNporpamMa ayauta JOMmKHa BKMYaTh B ceba MHopMaumo 1 pecypcel, Heobxoaumble Ons OpraHu-
3auun ayouToB, UX Pe3ynbTaTMBHOTO M 3EKTUBHOMO NPOBEAEHUSA B YCTAHOBMNEHHbIE BPEMEHHbIE CPOKK, a
TakKe MOXET BKIIoYaTb B cebsa crieqyowyo MHdopmaLmio:

- uenu Ans nporpaMmbl ayauTa;

- 06beM 1 MecTo NpoBeAeHns U rpaduK NPOBEAEHNS ayaUTOB;

- Mpoueaypbl NporpamMmmel ayauTa;

- KpUTEpWUW ayaouTa,

- MeToAbl ayouTa;

- (hopMUpOBaHKeE rpynnel ayouTa;

- HeobXoaWMbIE pecypChl;

- MPOLECCHl, CBA3aHHble ¢ cobniogeHnem KoHpuaeHUManbHoCcTH, obecnedyeHnem 3almnTel MHGOpMa-
U1K, U gpyrue nogobHele BOMPOCHI.

4.13.2 lNpu nnaHMpoBaHWK ayaUTOB OOMKHO BObiTh 0becneyeHo NpoBeAeHNE UX B CPOKM, YCTAHOBMEH-
Hble W/MNU COrmacoBaHHbIE C 3aKa3yuMkoM ayauTa. [MepuroguyHOCTE MPOBEAEHUA U COLEPXaHUe NMaHOBbIX
BHYTPEHHWX ayJUTOB YCTAHABMMBAKTCA 3aKa34MKOM ayanTOB.

4.13.3 [ns npoBegeHus ayouTa 3aKka34uMKOM ayauTa HazHa4yaeTcs OfMH 3KenepT (CneunanncT) Um aKkc-
neprtHas rpynna (rpynna ayguTa). [lo Hayana ayauta HasHa4yeHHbIA 3KkcnepT (CneumnanncT) AOMmKeH NpoBeCcTH
WHCTPYKTaX CO BCEMM YYaCTHUKAMW rpynmbl.

PykoBoguTens skcnepTHOW rpynnbl (rpynnbl ayauTa) B XO4e KOHCYNbTauWi ¢ YneHaMu rpynmbl AOMKeH
0603HauNTL M pacnpefennTb OTBETCTBEHHOCTb MEXAY BCEMUW YneHaMu rpynmnbl 3a ayauT KOHKPETHbIX NpoLec-
coB, hyHKLMOHAaNbHbIX NoapasgeneHnii UNu y4acTKoB AesaTenbHocTU. [pu Takom pacnpegeneHuy cnenyet
YYMTbIBATb HE3aBUCHMMOCTb N KOMMETEHTHOCTb CMEeLManvMCcTOB U pe3ynsTaTMBHOE MCMONMb30BaHWe PecypcoB, a
TaKKe paznu4yHblie ponn n 0683aHHOCTU CNELNanMCcToB.

Kputepuu ayonta onpegensaiT ANs KaxX40ro ayanta B 3aBUCMMOCTM OT obbekTa ayanTa 1 ycTaHaenvea-
H0T Ucxoasa u3 TpeboBaHWK 3aKkazduuka ayauTa.

4.14 KpuTepuu oUeHKM KavyecTBa

KpMTepMﬂMM OUEHKKM Ka4yeCTBa npoueccoB Oscﬂy)i(MBaHMﬂ nomeﬁmenelﬁ ABIAKTCA:

- COoOTBETCTBUE YyCInyr TDE6OBaHHHM K MX cogepXaHWko (061::8My, CpOKaMm, Ka4ecCTBy OKa3aHuA, HOMEeH-
Knartype yCJ'IyI'), YCTaHOBNMEHHbIM HOPMaTUBHbIMW MPaBOBbIMKW aKTamu Poccuiickon CDe,uepau,VlM 1M OJOKYMEHTa-
MW NO CTaHgapTu3aunn B KOHKDETHOFI ccbepe ycnyr;

- Hanun4mne y ucnonHUuTena ycnyr KOMneTeHTHoro nepcoHarna, HenocpenCctBeHHO 3a€eMCTBOBAHHOMO B
OKa3aHWWh yCnyr KOHKpeTHOro euaa, ooCtato4HOCTb TaKoro nepcoHana.

MpumeyaHune — KoMneTeHTHOCTb MepcoHana npeanonaraeT Hanuyue y coTpygHWKOB oBpasoBaHus, KBanu-

cduKaLmMm unu npodeccMoHansHOM NoOAroTOBKM U onbiTa paboTkl, COOTBETCTBYHOLMX Npodunio npodeccnoHansHon gen-
TEMNBHOCTU, N COOTBETCTBUE NPothECCMOHaNBHBIM CTaHAapTaMm (Npu UX Hanuymum);

- OTKPbITOCTb U OOCTYNMHOCTb MHCbOpMaLIVIVI 00 ucnonHuTene YCnyr n oKa3blBaeMbIX yCnyrax, B TOM 4YUC-
Ine Hanuyne canTa B CETU WHTEPHET,

- Hann4yune mn beHI{LI,MOHMpDBaHMe CUCTEMbI MEHEP)KMEHTA KadyecCTBa, OﬁeCﬂe‘-IVIBBEOLLI,EI?I COOTBETCTBME
npenocrtaenAeMblX yCnyr yCTaHOBINEHHbIM TpeﬁOBaHMHM.

MpumevyaHune — Cuctema MEHeIXMEHTA Ka4eCTBa MOXET DbITb cepTUdMLMpoBaHa Ha 4OOPOBOMNLHOM OCHOBE
B MopsdKe, yCTAHOBNEHHOM 3akoHoAaTensCcTBOM Poccuiickoin ®egepaumu;

- OTCYTCTBUE UCNOINHUTENA YCnyr (I‘ODM,EI,VI‘-IECKMX g U MHOnBUayanbHbIX npe,qanHmmaTeneﬂ) B pee-
cTpe HB,D,O6pOCOBECTHbIX NOCTaBLLMKOB NO pe3ynbratam npefoctaBleHnd yenyr B paMkKax UCNONMHEeHUA KOH-
TPaKTOB, 3aKn4YeHHbIX B COOTBETCTBUKU C 3aKOHOAATENbECTBOM Poccuickoin (De,D,eanMVI;

- Hanu4yve onbITa U 4er0BOW penyTaunn y NCNOJTHUTENA YCIyr,;

- yOoBneTBOPEHHOCTb nmpeﬁmeneiﬁ Ka4yeCTBOM YCITyT.
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5 MNopagok npoBeaeHNA U cogepXXaHne BHYTPEHHUX ayaUTOB

5.1 OBbnacTb BHYTPEHHEro ayauTa

ObnacTb BHYTpPEHHero ayauta Bkro4aeT B cebs:

- mpouecchkl 0bcnyxuBaHua notTpebuTenei;

- opraHv3auuio cepBuca, B TOM YUCIE OPraHM3aunoHHY CTPYKTYPY OpraHusauuu;

- HOMEHKNaTypy nokasaTtenen KayecTsa OKa3blBaeMbIX YCITYT;

- OOKYMeHTOODO0pOT WMCMOMHWTENS YCNyr, BKMNYas TEXHWYECKWE OOKYMEHTbl U OOKYMEHTUPOBaHHbIE
npoueaypbl M UHCTPYKLMMW MO OKa3aHWKo YCnyr.

5.2 BHyTpeHHWI ayanT pekoMeHOyeTcsl NPOBOAWTE MO YEK-NMMCTaM C KOHTPOMNbHBIMW BOMPOCaAMM.

KoHTponkHble BOMpOChl COCTOST M3 NMOMNOXEHUI 3akoHopgaTenscTBa Poccuiickon ®egepauum npyMeHu-
TeNnbHO K OKasbiBAaeMbIM yCIyram C y4eToM 0COoDeHHOCTell AesTeNnbHOCTW KOHKPETHOrO MCMONMHUTENs YCNyr.
B koHTponbHbIe BONpockl MOTyT BbITe BKIOYEHbB! AOMONHUTENBHBIE TPeboBaHWsA No MHUUMaTBE agMUHUCTPa-
LUuKu Unu cobcTBEHHMKA (RMafensbla) o6bekTa yecnyr.

5.3 PekomeHpyeTcs cneaylollas nocnefoBaTensHOCTbL Npoueayp BHYTPEHHEro ayanTa:

- MpoBefeHue NpeaBapUTEeNbLHOTO COBELLAaHUS;

- aHanu3 JOKYMEHTOB BO BpeMs NMpOBeAeHWUs ayauTa;

- MpOBepKa oTAenbHbIX MogpasfaeneHuin ucnonHuTena ycnyr u obmeH uHdopMauven BO Bpems npo-
BeAeHus ayanTa;

- cbop ayauTOpCKUX JoKa3aTenbCcTB U Bepudmkauunsa nHpopmauuu;

- OOKYMEHTMpOBaHWe pe3ynbTaToB ayAuTa W NOAroTOBKA 3aKMYeHWd No pesynstatam ayauTa;

- MOAroTOBKa OTYeTa No peaynsTatam BHYTPEHHero ayguTa.

5.4 BHYTpPEHHUI ayauT MOXeT BbiTb JOKYMEHTAPHBLIM U BbIE3OHbLIM.

5.5 3OTanbl NpoBepKM BKMKYAKT creqylLlee:

- MOCEeLleHMe N OCMOTP TEPPUTOPUN NPeanpuATUSA — WCMONHUTENs YCAyr, NOMELLEHWA, Npyu Heobxoau-
MOCTM — poTOCkEMKA (MMM NpOBeAeHe QUCTAHLMOHHOIO ayauTa);

- OMpoC, aHKeTMPOBaHKe nepcoHana;

- aHanu3 JOKYMEHTOB.

Mpu NpoBeaeHWW BHYTPEHHErO ayauTa cnegyet obecneynTb:

- BecnpensaTCTBEHHbIN AOCTYN 3KCMEPTOB (CneunanvcToB) Ha 0ObeKT UCNOMHUTENS YCIyT;

- Jomnyck K paboyen JOKyMeHTauum, pernameHTMpyoLWen TeXHONorMyeckne npoLecckl okasaHus yCnyr.

5.6 CopepxaHue BHYTPEHHUX ayAUTOB

BHyTpeHHWI ayouT B 06LeM BMAE MOXET BKINOYATL CNEAYOWME acnekTbl, €CNKY NPUMEHUMO:

- MecTopacnonoxeHue obbekTa, pacnonoxeHWe TPaHCNOPTHBIX Pa3Bs30K, pexum paboTbl, 0BycTpoii-
CTBO NMpurerarwLlen TeppuTopun, Hapy>KHoOe U BHYTPeHHee 0OpMIEHNE;

- Hanuyue, YHKLMOHWPOBAHWUE U PEXUM paboTbl KOHTAKT-LEHTPa (KON-LeHTpa) Npy ero Hanuyuu;

- NepeyveHb OKasbiBAEMbIX YCMYT (OCHOBHbIX M AOMNONHWUTENbHbLIX), (POPM U YCNOBWUIA UX OKa3aHusl, B TOM
yKcne CPOKOB OKa3aHWUst YCnyr;

- HanWyue JOKYMEHTOB, MOATBEPXKOAMLMX KaTEropuo, TMN 1 Apyroi opmat obbekTa okasaHus ycnyr,
€Cnu 3TO NPeaycMOTPEHO 3akoHoaaTtenbcTBoM Poccuiickon Pefepaumm UNU OOKYMEHTaAMKM NO cTaHOapTw-
3auuu;

- nepeveHb JOKYMEHTOB MO CTaH4AapTU3aLUuy (MpU HANW4MKU), B COOTBETCTBMM C KOTOPLIMU OKa3bIBaOTCS
yCMyru HaceneHuo;

- MHhopmaLMoHHoe obecnedyeHne okasbiBaeMblX YCIyr, B TOM YMcre OOMonHUTeNbHas MHgopMaLms
06 ycnyrax;

- NPUMEHeHne WHPOPMALNOHHO-KOMMYHUKALMOHHbIX TEXHONOMMA (MHTEPHET-PECYPCOB) W YCNyT CBs-
31; QUCTaHUMOHHLIE KaHanbl oBcnyKMBaHUA noTpebuTenei, Hanuuyme MoBUNbHLIX MPUMNOXEHWUA — UHTEPHET-
CaWT, NUYHbIA kabuHeT, yaobcTBO M NPOCTOTA HAaBUraUMKM B cMCTEMe NMUYHOro kabuHeTta, nepeveHb ycnyr, Ao-
CTYMHBLIX Yepe3 OUCTaHUWMOHHBLIE KaHanbl, yHKUUKM 0BpaTHOWM CBS3M WU onpegeneHue YOOBMNETBOPEHHOCTU
Yepes KaHanbl KOMMYHUKaLUWK, Peakuni Ha OT3bIBbl;

- BHELIHWA BWA nmepcoHana, BneyartneHue notpebuTens OT HenoCcpeACTBEHHOrO KOHTakTa ¢ nepco-
Hamnom;

- [OCTaTo4HOCTb 06ecnevyeHrns NpoLeccoB TEXHONOTMYECKUMU PECYPCaMu;

- MapKeTWHI W BHELIHWE KOMMYHWKaLUWMU, MH(POPMAaLMOHHAn NoaaepXKKa KIMEHTOOPUEHTMPOBAHHOCTH
B NpoekTax u BusHec-npoLueccax;
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- OpraHvM3auus NnpeTeH3noHHOW paboTbl ¢ 06paTHOM CBA3bID — Hanuyve, YY4eT W aHanu3 npeteH3un,
*anob notpebutenei;

- nMepcoHan U BHYTPeHHWe KOMMYHUKauuW, Kputepum nogbopa nepcoHana, nporpamMmMbl 0by4YeHWs u
CTaXKMPOBOK, OLIEHKW YPOBHS YOOBMNETBOPEHHOCTU COTPYOHWKOB, X OpMEHTauusa Ha notpebutenen, moTuea-
LMW COTPYOHUKOB Ha KaYeCTBEHHLIN CEPBUC, KOMMYHMKALUMWSA MO KaYecTBy 00CNyXUBaHWS;

- MPOUECCHl Y TEXHOMOTK, CTaHAapTbl 0DCMYXUBAHWSA, ONUCAHHbIE NPOLIECCHI, TEXHONOTMYECKNE KapThl,
BHYTPEHHWE pernameHTbl U NMpoueaypbl, UX akTyanu3auusa U COOTBETCTBME HOPMATWBHLIM MPaBOBbLIM akTam
Poccuitckoin ®egepauuu;

- OpraHu3aLMOoHHO-pacnopaauTEnbHbIE JOKYMEHTEl OpraHM3aL My 1 0OKYMeHTooBopoT B Lienom;

- KIMMEHTCKasd aHanuMTuKa — OLleHKa OXuaaHwi notpebutenei M ux yooBNeTBOPEHHOCTU MOMYYeHHbIM
YPOBHEM CEpBUCA, OLlEHKAa COOTBETCTBUSA MPOLEecCcoB 0BCny>XMBaHUA cTaHAapTam oBCNyXWUBaHUA, PEKOMEH-
Oauun No 30HaM YnyJLleHWiA.

5.7 B npouecce BHYTPEHHEro ayauTa MOryT NpoBOAWTHCH aHKeTUMPOBaHWE MepcoHana, aHanua OOKy-
MEHTUPOBaHHOW MHOPMaLIMKM 1 MpoLeayp ynpaBneHusa ew, BUlyanbHas NpoBepKa npoueccoB obcnyxuea-
HUS, KOHTAKTHOW 30HbI, MOMELLEeHUA, 0BopyaoBaHUsa U pabovnx MecT U T. . B npouecce BHyTpeHHero ayauTa
MHpopmauus, oTHocALWasnca K Lensam, obnactv v kpuTepusaMm ayouTta, cobupaeTtcsa nytem Heobxooumon u
penpe3eHTaTUBHOW BbIGOPKM.

5.8 HabnwogeHus u peaynsraThl ayguTa OOMKHBI JOKYMEHTUPOBATLCS 3KcnepTtaMmy (cneunanuctamm)
C yKkasaHuem cBugeTensctB ayauTta. [pu Hanu4myM npeaBapuTenbHOIO COrMacoBaHWA C 3aKaszduMkoM ayauTa,
cneumanucTbl MOTYT OCYLLECTBNAATL POTOPUKCALNIO CBUAETENLCTB ayanTa. CBUMAETENLCTBA ayquTa OOIMKHbI
ObITE NPOBEPAEMBIMA U OCTATOYHBIMW ANSA NPUHATKUS PELLEHWS O COOTBETCTBUM UMM HECOOTBETCTBUM 0DLEK-
TOB ayauTa KPUTEPUAM W NOCINenyLwero ohopMIeHns oT4eTa no ayguTy. DKCNepTbl (CneuuanucTbl) JOMKHbI
COXpaHATb CBOM paboyre 3anucKu Kak MUHUMYM [0 YTBEPXOEeHUS OTYeTa No ayauTy.

5.9 CneuuanucTbl JOMKHLI OLEHUTEL CODpaHHbIe UMW CBUOETENLCTBA ayanTa U chOpMynMpOBaTh BbIBO-
Obl O COOTBETCTBUM UMM HECOOTBETCTBMM NPOBEPAEMOro 0bbekTa KpUTEpPUAM ayauTta.

5.10 Bce BLISIBMEHHbIE HECOOTBETCTBUA OOMKHbI ObITh 3a(PUKCUPOBAHbI C yKa3aHWeM MOATBepXaak-
LLKMX UX CBUOETENLCTB NPUMEHUTENBHO K KOHKPETHOMY TpeboBaHWI0 KOHKPETHOMo AOKYMEHTa.

3aknyeHnst BHYTPEHHErO ayanTa MOoryT OXBaTbiBaTh CleayoLine BONpoch:

- CTeneHb COOTBETCTBUA KPUTEPUAM ayauTa, MOeHTUMKaLMM PUCKOB U Pe3yrnbTaTMBHOCTU AEeACTBUIA
NpoBEepsIEMO opraHn3aunu;

- OOCTWXEHMWE Lenen ayauta, cTeneHb oxsata obnactv ayguTa u BbINOMHEHUA KpUTEPUEB ayauTa.

5.11 TMNocne 3aBepLUeHUs1 BHYTPEHHETO ayauMTa NPOBOAUTCSH 3aKMHUYMTENBHOE COBELLaHMe agMUHUCTpa-
LMK NPOBEPAEMOW OpraHu3auuy U crneuuanucta (3KCNepTHOW rpynnbl) C LUEenbi 03HAKOMITEHUS C pe3ynkTa-
TaMu NPOBEPKW 1 NMOATBEPXKOEHUS TOTO, YTO HECOOTBETCTBMSA WM 3amMe4aHusa (Mpy MX HanM4YuKM) NOHATHLI NPO-
BepseMbIM, a8 CBUAETENbLCTRA ayauTa BEPHbI.

5.12 WHdopmMaLms, nonyvyeHHas no pesynsrataMm BHYTPEHHErO ayauTa, He MOANEXUT nepegade Apyrum
nMUamM 1 UCNOoNb3yeTcs TOMbKO B LENsAX OLEHKM npoueccoB obcnyxunsaHua notpebutenen.

5.13 Mo pesynsratam ayauta UCMOMHWUTENb YCNYT JOMKEH pa3paboTate U BHEAPUTL NOpsAoK, obecne-
YMBAKOLLNA CBOEBPEMEHHOE YCTpaHeHWe MobbiX HEQOCTATKOB M HApPYLUEHWI, BLIABMEHHbIX B X0o4e ayauTop-
CKMX NPOBEPOK U OLIEHOK, MEPONPUATUIA MO KOHTPOIIO, paccnefoBaHui 1 peBU3NNA.

5.14 B cniyyasx, korga UCMOMHUTENb YCNYT rOTOB YCTPaHWUTL BhISIBNEHHBIE 3aMeYaHus (HeOoYEThI, Hapy-
LIeHWs) B YOOBNETBOPAIOLLNE 3aKa34uKa CPOKM, PEKOMEHYETCS OPraHU30BaTh Y NMPOBECTM NOBTOPHLINA ayauT.

5.15 OdopmneHne pe3ynLTaToB ayguTta

PesynbTathl BHYTPEHHEro ayauta oOopMMsioT AOKYMEHTaNnbHO B BUAE 3aKIOYEHWs MO pesynsrartam
ayouta — otdeta. PopmMa oT4HETa ABMNSETCS NPOWM3BONLHON U ONpefensieTcs cneumanucTamMmy, NpoBoasALIMMU
ayouT.

6 TpeboBaHuA K cneumanucTam No BHyTPEeHHEMY ayauTy

BHyTpeHHWe ayanTbl OHKHBI OCYLLECTBATE CNeunanuncThbl (SKCnepTbl), COOTBETCTBYIOLLME CReay oMM
TpeboBaHuAM:

- umeTb npodeccnoHansHoe obpasoBaHne B cdepe cepeuca U obCnykuBaHus nn B obrnactu cuctem
MEHEKMEHTa, UMK NPOATU AONONHWTENBHOE 00YyYeHne No NporpaMme NoBbILLeHnst kBanudukaumum B chepe
YCAYr UK CUCTEM MEHELKMEHTA;

6
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- MMeTb 06K cTax npakTuyeckoi paboTkl B cdepe ycnyr, NogBepraeMbiX BHYTPEHHEMY ayauTy, He
MeHee OHOro roaa;

- 06bnagaTtb NPaKkTUYeCKUMU HaBblKaMy No NPOBEdEHUI0 BHYTPEHHUX ayauToB.

CneunanucTbl Mo BHyTpPeHHeMY ayauTy OOMKHbI 3HaTk HOpMaTUBHLIE NpaBoBLIe akTkl Poccuiickoin de-
Aepauuun ¥ opraHu3auMoHHO-pacnopsauTenbHble JOKYMEHTI B cdhepe yenyr U obnagate TakuMu yMEHUSIMMU,
KaK BbINOMHEHWE TecTUpPOoBaHWs (ONpPocoB), HabnwaeHWe (OCMOTPLI), MPOBEPKM, aHaNKU3 U OLeHKa UHdopMa-
UMK, BLISBIEHME NPUYUHHO-CNEACTBEHHbIX CBA3eit, hhopMynupoBaHe BLIBOAOB.

CneunanuncTbl Mo BHYTPEHHEMY ayauTy AOSKHbI ObiTb HE3ABUCUMbLIMU OT MPOBEPSIEMON AeATeNbHOCTU
BO BCEX CNyyasix, Koraa aTo OCYLLEeCTBMMO, U BCEra BbIMONHATL CBOK paboTy Takum obpasom, YTobbl BbiTh
cBoboAHLIMK OT NpeaybexaeHnin u KoHnMkTa uHTepecos. MNMpu NpoBegeHUU BHYTPEHHUX ayaAuTOB ayauTophl
[OOMKHBI BbITh HE3ABUCUMBIMKW OT PYKOBOAWTENEN NoapasaeneHvini U HanpaeneHuin 4eAaTenbHOCTU, KOTopbie
OHU NpoBepsAloT. CneunanucT He JOMKEH NPOBOAUTE BHYTPEHHUI ayauT OeATenbHOCTH, 33 KOTOPYH OH HEeCeT
HenocpeaCcTBEHHYI OTBETCTBEHHOCTL B JAHHOW OpraHu3aLui.

CneunanncTam rno BHYTPEeHHeMy ayouTy crneayeT pyKOBOACTBOBATLCSH OCHOBaMU NMpodeCcCUOHanbHOM
3TUKM, OBLLENPUHATEIMU HOPMaMK U NpaBUNaMn NoBeOeHUst U OBLLEeHWS.
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BuGnuorpadun

[11 ®epepanbHbii 3akoH ot 30 gekabpsa 2008 r. Ne 307-93 «O6 ayauTopckon 4eATensHOCTUY
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