QEOQEPANBHOE ATFEHTCTBO
no TEXHUWYECKOMY PErynuPOBAHWKO WU METPOINOIMAK
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CTAHOAPT roct p
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YCJ'IY rm HaceneHuvr

MOAEJIb CUCTEMbI OBECIMNEYEHWA
KAYECTBA YCNyr
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Mpegrucnoeue

1 PA3SPABOTAH OTKpuiTeiM akuwoHepHbiM obwecteonm  «BoepoccuicKunia

Hay4Ho-MccnejoBaTensCKuil MHCTUTYT cepTudukaumu» (OAO «BHUNC»)

2 BHECEH TexHu4eckuMm KOMWTETOM nNo cTadgaptuaauumum TK 342 «Ycnyra

HaceneHWw»

3 YTBEPXOEH W BBEOEH B [OEWCTBWME [Mpukazom PegepansHOro

AreHTCTBA NO TeXHWYECKOMY perynupoBadHuio U metponorvi ot 6 cedTabpr 2013 r.
Ne 875-cT

4 B3AMEH IOCT P 50691—54

lMpasuna npumMeHeHus HacmoswWeao cmaddapma ycmadoenedsl e FTOCT P 1.0 —
2012 (pasden 8). Mugpopmayua 06 UIMEHEHUAX K Hacmosawemy cmaHdapmy
nybnukyemca 8 ewezodHoMm (no cocmoasHu Ha 1 AMeaps mekyweso z2oda)
uHhopMmayuosHoM yrkaszamene wHayuoHansHsle cmaHdapme», a oguyuansHeIl
meKkcm UiMeHeHul U onpasok — 6 eXeMecayHOM UHPOopMayUoHHOM ykazamene
wHauvonaneHeie cmaHdapmeis. B cayvae nepecmompa (2amMedbi) unu ommMeHb!
HacmoAweao cmaddapma coomeemomaeayowee yeedoMmneHue Bydem onybnukoeaHo
8 Onuxadwem  EbiNYycKe  EXEMECAYHOZO0  UHGOpMAaUUOHHO20  yKaszamens
wHayuoHansHee cmaddapme». Coomeaamomeyowan uHgopmalus, yeedomaesue u
mekcmbl  paMelarmcs makxke 8 uHgopsmayuonHod cucmeme  obuweso
noneioeaHus — Ha oguuuansHoM calme HauuoHanbHozo opeadHa Pocculickol
Pedepayuu no cmaxdapmuzayuu 8 cemu MamepHem (gost.ru)

© CranpaptuHdopm, 2013

Hactoswmi cTadHgapt He wmomeT ObiTe  NOMNHOCTEKY  WAM  YacTM4HO
BOCNPOM3BEAEH, TUPaMWpoBaH W pacnpocTpaHedH B Kadectee oMWUWMaNbLHOIO
wigaHus Bes  paspeweHus @epepanbHOro  AreHTCTBA N0 TEXHWYECKOMY
pPerynupoBaHuio M MeTponoriin
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ConepxaHue

CBnacTe NpUMEHEHWA

H OpPMaTWBHEIE CCbINKK

TepmuHbl U onpegeneHus

Moaenks cuctemel obecneveHns KkadecTea yonyr

...............

TpeboBaHWs K CUCTEME MEHELMMEHTA KAYEeCTBa yonyr
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HAUWOHANbHBLIAW CTAHOAPT POCCUMMCKOW ®EOEPALUMM

Ycnyru HaceneHuio
MOOENbL CACTEMbLI OBECNEYEHWA KAYECTBA YCNYT
Services to the public.
Model of system of ensuring guality of services

Harta eeegenna—2015-01-01

1 OBnacte npUMeHEHWA

HacToAwwWK cTaHaapT ycTaHaenveaeT Mogens cuctemes obecneyeHus kadvectea
YCNyT, OCHOBaHHYW Ha TpeboBaHwsx cTaHgapTtos cepuww TOCT IS0 8000.

Crangapt npegHasHaded ONS  OUEHKM CWUCTEM MEHELMMEHTAa KadecTea B
OpraHu3aunax, NpefocTaBnRoWKMX YCRyru Hacenedww, a Talke AnA

GEF]THE*)I-“I:HEIL{HH CUCTEM MEHEOMMEHTA KadecTea Yonyr.

2 HopmaTHBHLIE CCbINKKA

B HacToswem cTaHOapTe MCNONb3oBaHbl HOPMATUBEHBLIE CCLINKW Ha cneayiollue
cTaHgapThi:

NMOCT P 50646—2012 Yecnyrn HaceneHno. TepMuHbl M onpegengHmsa

MOCT P 54985—2012 PyxkoBogAlwWe yEa3aHWA ANA MankiXx OpraHv3auuiia no
BHEOPEHWID CUCTEMBI MEHEQMMEHTA kadecTBa Ha ocHose VMICO 9001:2008

MCcT P WMCO 9004—2010 MeHegwmeHT ONA OOCTHMEHMA YCTOWMYMBOMO
ycnexa opradu3auuu. Moaxoa Ha OCHOBE MEHEMMEHTA KavecTea

MCT P MCO 10001—2009 MenegmmeHT KadecTtea. YOOBNETBOPEHHOCTH
noTpebuTenein. PekomeHgauwy No npaeunam NnoBefeHws OMR OpraHu3auni

NMCT P MCO 10002—2007 MeHeoxmeHT opraHuaaumu. Y aoBNeTBOPeHHOCTL
noTpebuteneid. PykoBoACTEBO NO ynpasneHuio NpeTeH3IMAMK B OpraHn3aLmax

MoCT 150 9000—2011 Cuctembsl meHegxmedTa  kadectea. OCHOBHbIe
NONOMKEHWA W CNoBapk

MOCT 150 3001—2011 Cuctemel MeHeaxmMeHTa kadecTea. TpeboeaHna

MzpnaHune oduUuHantHoe
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Mpumedaduwe =py NONEICEAHWA HACTOALMM CTaHOADTOM UENecooGpaiHo NPOBEpHTE OEACTEME
CCBINOYHEYX CTAMEAPTOR B MHMOPMAUMOHHDH cUCTEMEe ODWEero NoNbkIcBaAHWA = Ha OoQMUWaNBHOM CalTe
denepansHoOrs AreHTCTEa MO TEXHWYECKOMY PEryMMDOBAHWMKD W METDONorvKW B CeT WMWTepHeT WM no
EMEMOOHOMY WHDODMALWOHHOMY  yKaaaTenso «HauwoHankHele CTaHgapTeis, KOTODBIA onyDnuMkoBad  no
COCTORHMMID Ha 1 AdBaps TEEYWEero roga, 4 No BeINYCKaM eReMeciqyHoro wHpopmMauMoHHoro yxazaTend
sHaumoHaneHse cTaqnapTel» 33 TeKyWHi ron. Ecnuw aameHed CCeINOYHLIN CTaHgapT, Ha KOTOPHA  gaTa
HEJaTHPORAMHAA CCRMKA, TO PEKOMEHOVETCA HENONBIOBATE JEACTEYIOWLYD BEDCHIO TOM CTAHGADTA C YYaTOoM
BCEX BHECEHHBX B OAMHYID BEQCHIO MAMEHEeHWA. ECnv  3ameHeH CChINOYHEN CTaMZapT, Ha KOTOPLIA gata
0ATUDOBAHHAA CChIMKA, TO PEEKOMEHOYETCA WCNONBICBATE BEQCHK 3TOMD CTAHOAQTA © YHA3AHHBIM  BhILE
rogoM yTEGDHKOeHWA [NpUEATHR). Ecnd nocne  yTEEpWOEHWA  HACTOALWErs CTAMOAPTA B CObIMOYHEIR
CTaHOapT, Ha KEOTOPRA 03aMa QATHDOBAMHAR CCLUNKA, BHECEHO WIMEHEHWE, IATPardBanWes NoMNoMeHHe, Ha
KOTOPOE OAHA CChINKA, TO ATO NONOCHMEHWE DEKOMEHOYETCA NPUMEHATE Bea y4eTa OaHHOro HaMeseHHA. Ecnn
CCBINOYHBIA CTAHOAPT OTMEHEH D22 3amMeHsl, TO NONCHKEeEHH:, B KOTOPOM OaHa CCRUKA Ha Hers, peromeHgyeTcd

NpMMEHATE B YACTH, HE 3ATPATMBAMLLEH ITY CCLIMKY.

3 TepMuHBLI U oNnpegeneHMs

B HacToRwem cTaHgaprte npumedHedsl TepmuHsl no FTOCT P 50646 w TOCT
ISO 9000.

4 Mogens cvcTembl obecne4YeHWA KadecTBa yonyr

Ha pucyHke 1 npueegeHa mogens cWMCTEMbl obecne4veHws KadectTea YChnyr,
OCHOBaHHaa Ha npoueccHom nogxoge. Mogens BrNYaeT OCHOBHbIE TpeboBaHwWA
MOCT ISO 9001 W AeMOHCTpUMpYeT B3aWMOCBA3L NPOUEBCCOB NPUMEHUTENLHO K
OKa3aHW (NpedocTaBNEHMIO) YCnyr.

Oeumwyweid  cMnon, BNWAKWENR Ha ycTadHoBnewwe TpeboBaHWMA CUCTEMBI,
ABNAKTCA notpebutenu ycnyr. B obecnedvednn xkadectea ycnyr 3avHTepecoBaHbl
CODCTEBEHHWKK (Bnagensis) opraHvaaLinig, OKA3bIBAKILL KX yonyr,
npodeccuoHaneHbe obkeguHeHWA W accoukaun B cdepe yonyr, notpebutenscime
oblecTea M OpraHuaaunin, opradel MCNONHWTENBHOW BRACTM WM Np.

[naeHelW npouecc, obo3Ha4eHHLIA B mogeny kak «llpouecckl MW3IHEHHOro
umkna ycnyrs, obecneynBaeT oOkasaHve (nNpeaocTaBneHWe) Yonyr, Ka4ecTso

KOTOpLIX ONpEedenAeTcA YyO0BNeTEBOPEeHHOCTEID NoTpebuTenaid.
Mpumedanne — (Mpouscthl HMIHEHHOMD UMKNA YCNyr MOMYyT BHMIOYMETE NPOBKTUpOBaHWE,

pa3paboTry, 38KyNKM, NPOMIBOACTEO W oBCNYRMESHME NPOUEBCCE NPON3IBOOCTES YCNyr.
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[ MocToAHHDe Yynydwerwe CHCTEMBl MeHSOxMEeHTa YCNyr ]

MoTpebuTe-
M Yy W
Lpyriae
IAMHTEDECO-
DAHHLLE
CTOROHLI

il —

f

OTEETCTOEHHDCTE
pPYHOBOOCTBA

MeHerMeHT
pecypCon

—

MoTpebrTe-
MK YCnyr M
ApyTie
JAMHTEPECO-
BAHHLIE
CTOPOHEI

Ynoener-

Wamepesuwe, adanKa

W YNy YL HIE

BOPEH-
HOCTE

_f- MpOLECtE MHIHEHHOMD
'L LMKNE YCIyT

Pacypcii

Yonyru

PaaynLmant oxkaIaHus

yenyz

¥

Mepcoxan

Mpouenypel M TEXHONOTHK
NpEaoCTABNEHKA YoyT

DUHAHCOBRIE DECYPCh

NugupyHilLaa pons PYKOBOACTES |
CTpaTerdsa W nnaHb

DokymeTayma

¥ NOBNeTBOPEHHOCTE
noTpebuTenai

DHHAHCOBLIE W ADYTHE
peayneTaThl

MaTepuans,
ofopyooeanne,
NOMELLEH A

Cpysaowan cpeda

¥ A0BENETBOPEHHOCTE
nepcodana

¥ A0BNETBOPEHHOCTE
NapTHEPOR

MpoUEct bl GKAZAHWA YCIyT

Monumopunz

Y OoRNETEOPEHHOCTE
obwecTea

U KOHM O

PucyHok 1 — Mogens cucTemsl 0BecneqveHns KauecTea yonyr




rOCT P 50691—2013

DesatensHOCTs OpraHv3auWM, npeactasnedHHas B suae npouecca «lamepeque,
aHanua WM ynydweHwey», HBMAAETCA  3NEeMEeHTOM YAYHIWEeHWA  CHUCTeMbl
obecnedeHus kadectea yonyr. YYuTeiBas, 4TO  YCNyrM He Bceraa moryt BeiTh
Bhipa}eHsl B MatepwaneHol dopme, He BCE XapakTepWCTHKM NPOUECCOB CHUCTEMEI
MEHEMMEHTA KadecTBa MOryT BeiTe uaMepeHsl. [NA Takux nNpoueccos WCNONHWTENK
yCnyr MoryT BHeApATe COOTEETCTBYOWMEe MeTodkl MOHWTOPWHIA C nocnegywllei

perucTpaunei NoNy4YeHHslx pelynsTaTos.

5 TpeboBaHWA K cUCTEME MEHEQXMEHTA KadecTsBa ycnyr

5.1 OcobeHHOCTH yCRyT

B cBRau c Tem, 4TO yCnyram npucylln HekoTopele cneuwdunyeckre ocobeHHOCTH
(cM. pucyHoK 2), cMCTeMa MEHeOMMEHTa Ka4yecTBa YCnyr OTNW4aeTCA OT CHMCTeMbl

MeHeO¥MEeHTa KadeCcTea NpoayKEuMK.

YCJ"I"'{FI-"I MaTepHaneHse, HeMaTepHuanbHee M CMelaHHBE

¥
HEeNoCTOAHCTBO KaYecTRa Yoy

¥

HeoTaenMMOCTE YCMYr OT KOHEDETHOMD WCNONHWUTENA Yonyr

¥
HeocsaaemocTes YOryT B MOMEHT obcnyxuaanig noTpebuTenai
¥
Bpema sapeplieHds NPoM3ecgcTea yonyr coBNagaeT oo BpeMeHen NpelocTasneqHua yonyr
noTpeGuTEnamM

¥

BOIMOMHOCTE NPHCADCOBNEHUA YCNyT K HHOKEMAYANLHLIM 3aNpocam noTpeduTensi

¥
OrpaHMYeHHOCTE MW HEBOAMOMHOCTL KONWYECTEE HHE XaDaKkTepucTHE W OUBHOK
HEMATEDWANEHERX YCNYT
W
HeBoaMoMHOCTE NPYMEHEHME MHCTDYMENTANEHLN METOO0E HCNEITAHKA NP OLEHKE
PEIYNLTATA OHAIAHWA YTIYT

¥
HcnoneaosaHye ICNepTHBIX W COLWONOnHeckiy OLUEHOK COOTEETCTEMA YCIyr

PucyHok 2 — Cneuwndudecke ocoBeHHOCTH yonyr

nDBTGM}I' npw pﬂﬂpﬂﬁDTﬁE MW BHEOPEHWMW CHMCTEMbI MEHEOMMEHTA Ka4ecTBd B

opraHM3aunAx, npefocTaBnAKLWKMK YCNyrm HaceneHWw, HeobxonuMMo YYUTHIBETE

ocobeHHoCTH cdepsl yonyr.
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5.2 O6wMe nonoxeHWA

OpradMaauna — WCNONHWTENs YCNYr Aonwda paspaboTtaTte, BHEAPWTE W
nogoep#ueats B pabodem COCTOAHMKM OOKYMEHTANbLHO OMOpPMMNEHHYH CUCTemy
MeHea¥MeHTa KavecTea, obecnedynBadlly COOTEETCTEME NPpeocTaBnNaemMsIX yonyr
YCTAHOBNEHHLIM TpeboBaHuam.

B ocHoey pazpaboTkM O0MKHB BbITe NonomeHsl TpeboBaHWA W NONOMEHWA
roct 1sO 9001, TrocCt P WCO 8004, NoCTtT P MCO 10001, TOCT P UCO
10002.

Maneie opraHvaauuu, npegocTaenAlmMe yenyr HaceneHulo, npyM peanuaayuu
U BHEODEHMWM CMCTEMBI MEHEeXMMEHTA Ka4ecTea YCnyr Oon#Hel cobnwpgats
Tpeboeanna [OCT P 54885,

5.3 NokymeHTanbHoe othopmMneHe CUCTEMbI MEHEQXKMEHTa KavecTBa

OokymeHTauMsa CMCTEMBLI MEHEeMMEeHTa Ka4ecTBa YCNyr OON¥HA BKMWO4YaTL B
cebn:

- 33aABMNEHWA O NONWUTHEE KU LeNAX B 0BNAacTW Ka4YecTea yonyr,

- PYKOBOOCTEO NO KaYecTey,

- Npouedypel W 3andck B cooTeeTcTeuM ¢ TOCT 150 9001;

- JOKYMEHTBI WU 3an1cK, onpegenaHHble opraHn3aymei B kadecTse Heobxoaumelx
ansa obecneyeHna addeKTHBHOMO NNAHMPOBAHKUA, OCYLWECTEBNEHWA OERTENLHOCTH No
OKa3aHWI0 YCNyr U YNPaBnNeHWA NPOLECCAMM.

CreneHe OOKYMEHTWDPOBAHWA CWUCTEMbI MEHEOMMEHTa KadecTea 3aBWCMT OT
MHOrMX hakTopoB, ycTaHoeneHHex 8 FOCT I1SO 9001, u gonxHa ObiTe OonpegeneHa
HENOCPEACTBEHHO OpraHW3auuen — uCnonHWTenem Yonyr.

JokymeHtaums moxer BbiTh npeactasneda 8 nwboid dopme u Ha nwbom
HocuTene. [okyMeHTsl W 3anMcK CHMCTEeMbI KaYecTea OONHKHLI BbiTh
ynpaensaemsIiMi.

5.4 OTBETCTBEHHOCTL pPYKOBOLCTBA

5.4.1 Beiclwee pyKOBOOCTBO OpPraHMzauuMK gomkHo obecneYnTs QOKA3aTenLCTEO
BLINONHEHWA  ceoux  obR3atenscte no  paspabotee, peanuiaumm W
COBEPLIEHCTBOBAHMIO CHCTEMBI MEHEMMEHTA KA4YecTea yonyr.

Buicwee pyKOBOACTBO OpraHW3auMy [OMKHO ONpPegendTe WU OOKYMEHTanbHO

ohOpMUTE NONWUTHEY B OGNacTW KadecTea, ONpPEfensiowWyo CTPaTer, OCHOBHLIE

5
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HanpasneHua W Uend opradHw3auyuw B8 obnactw kadectea. Beiclwee pykoBOACTBO
OpradHn3aunn, KOTOpoe HeceT OTBETCTBEHHOCTL 3a NONWTHMKY B 0Bnactu KadecTea,
aomxHo obecneyuTs ee pazbACHeHWMEe W JoBefeHWe [0  BCEX CTPYKTYPHBIX
nogpazgeneHuii 1 paboTHUKOB OpraHMaaunK (NpeanprUATHA).

lNonuTvka opradM3auuy 8 obnacTw kadecTea yonyr gJoniHa OeiTek HanpasneHa
Ha8 peanqaauMio TakuMx OCHOBHBIX 33084, KaK YOOBMNETEOPEHHOCTs noTpeburensa c
TOYKM 3peHus npodeccuoHansbHbiX CTAHAAPTOB W 3THKM NOBEOeHWA nepcoHana,
HeNpepLIBHOE NOBLILIEHWE KAYeCcTBa yCnyrv, y4eT TpebosaHmii oblecTea W 3aWuThl
oKpy#awwen cpeasl, 3hdekTMBHOCTE NPeaoCTABNEHWA YCNYT,

5.4.2 NonHOMO4YMA U OTBETCTBEHHOCTL

B cucteme MeHeg#MeHTa KadecTea [OMMHbl BbiTk 4eTHO onpegeneHs
NONHOMOYMA, OTBETCTEBEHHOCTE W B3AaWMOOSWCTEME BCEro NepcodHana opraHu3auuu,
OCYWEeCTENROWEro  pykoBOACTBO, (npegocTaBneHwe)  ycnyr WM KOHTPONb
AeATEeNBLHOCTH, BNWAKLWEN HA KAaYeCcTBo yCnyr.

Ona poctuseHns uenei B obnacTu ka4YecTea pyKoBOAWTENL OOMMEH cOo3faTk
CTPYKTYPY cMCTEeMEl ANA 3 eKTUBHOIO ynpasneHusn.

5.4.3 AnHanu3z (YHKUMOHWPOBAHWA CUCTEMbI Ka4YecTBa CO CTOPOHbI
pykoBogcTEa

Belcwee pyrkoBOACTEO OPradHW3auMM OONMHO NepHoaMYecKl aHanwanpoeaTk
pazpaboTaHHylD CMCTEMY MEeHeOIMMEeHTa KadYecTBa Yyonyr ana  Toro  4Tobsl
ybeouThCA, 4TO OHa YOOBNETBOPAET YCTAaHOBNEHHLIM TpeboeaHwAM 1 adbekTUBEHa.
PeayneTatel nogobHLIX aHanW3ioe WCNONL3YKDT ANA NOATEEPHMOEHWA AO0CTUMEHWA
Tpebyemoro ka4ecTtea U 3P PekTHBHOCTH IYHKLUWOHWPOBAHWA CUCTEMEI.

5.5 MeHegxmMeHT pecypcoB

5.5.1 Opraumaauwa gonkHa BeiTs YEEpeHa B HanW4uu pecypcos, Heobxognmblx
ANA NOOAepHMaHWA W ONA yNyYWeHWA CUCTeMbl MEeHeMMEeHTa kadYecTea ycnyr, a
TaKKe ANA NOBLILEHWA YOOBNETEOPEHHOCTH NoTpebuTenen.

Pecypcel opraHM3auuMi  Binwo4YawT B ceba nepcoHan, a tapke PMHaAHCOBLIE
cpeactea, odMCHeIE, TOProBsie MKW NPOW3IBOACTBEHHLIE  MOMELLEHWA,
obopyfoBauve, mebens, TeXHMKY, WHBEHTApb, MaTepwansl, MWCXOOHOE Chipbe,

KOMNMNEeKTYHOWWe WM3genyd, WMHCTPYMEHTLI W np.
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5.5.2 B npouecce npegoctaBneHWa yCcnyr opraHW3auns  JorkHa obecneyvuts
COOTBETCTBME PECYPCOB YCTAHOBMNEHHLIM TpeboBaHUaM.

Opranuv3auns gonwHa BelbupaTs nocTaBlwMKoB HeobxoguMelXx pecypcoB Ha
OCHOBE WX CNOCOBHOCTW YyAOBNETBOPATE YCTAHOBNEHHEIM B CHCTEeMe TpeboBaHWAM,
BrnoHan TpeboBaHKUA K KAYEecTBY.

5.5.3 Opravmaauma [OONXHA YyCcTaHaenuweatke W noagepxueate B pabouem
COCTORAHMKM Npoueaypsl NPOBEPKM MW XpaHeHWA MaTepwanos W W3Oenwi,
npegocTaEnAeMBsIX 3aKasqduKomM (noTpebutenem).

5.6 MpeHTUdUrKauna npengocTagnAeMbIX YCNyr 1 MX pelynbTaToB

Oprasvaauna B cny4ae HeobxoOMMOCTH [OMyHa NpoBoauTe WAeHTWdMKaLWD
npenocTaEnNAeMLIX YCNyr W pe3ynsLTaTtoB ycnyr B BWAe W3genwi, Marepwancs.
HNoeHTudukaumio ocywecTenAKT, HANPUMEP, HA OCHOBEHWK MaPKMPOBKW, A TalKe
No TEXHWUYECKUM W TEXHONOTMYECKMM OOKYMEHTaM Ha YCnyrn M uigenus (KBUTaHuMu,
HapRAkl, 3aKaikl, JOrOBOPL! NPEAOCTABNEHWA YCNYr, TEXHONOMMYEeCKWe KapTel W T.4.),
obecneyrBallMM NPOCNEeXMBAEMOCTE BCEX 3TanoB NPefocTaABNEHWA YCNyr.

5.7 ¥YnpaBnexnue npoueccamu

5.7.1 OpradHwWaauwa [JOMkHa OonNpegendTs, CcANaHupoBate W obecneynTs
BLINOMHEHWE NPOLECCOB NPeqocTaBNeHuA YCNyri B yNpasnAembIX YCNOBUAX.

5.7.2 [Tlpoeepky Ka4dectBa ycnyr W TeXHONOMMYECKWX NPOUECCOB MX
npenocTaeneHka cnegyet NpoBoAMTL Ha COOTBETCTBME TpeboBaHWAM HOPMATHBHLIX
M TEXHWHECKMX [OOKYMEHTOB, napameTpam TexHWYecKOro OMWCaHWA W TEeXHONOrMM
ucnonHeHwa ycnyri. MNpu ycTaHoBNeHWW OTKNOHEHWWA B npouecce npegocTaeneHus
YCNyri SOM#KHEl BbITe NPUHATEl MEpPLl, HAaNPaBNEeHHbLIE HAa ero KOPPeKTUPOBKY.

5.7.3 [OnA cneyuMansHsiX NPOLECcCOB NPW OKa3aHWKM YCNyr, peaynbTaThl KOTOPLIX
HEBO3MOXHO B NOMNHOW CTENeHW NPOBEpPWTL NOCNEeayHLWMM KOHTponem (Hanpumep,
MOpansHO-Ncuxonorudeckoe, Guan4eckoe cocToAaHwe noTpebuTtena B pesynsTaTte
B3aUMOAEWCTBMA WCNONHWTENA W NoTpebuTens ycnyr, OTKNOHEeHWE XapakTepucTHK
ycnyrk o7  TpeboeaHvi  noTpebutens), pe3ynsTatel MOryT  DbiTh  OUEHEeHbI
KOCBEHHBIMKW METOgaMK, B TOM YMCNe MeTodaMWu perynupoBaHuA TeXHOMNOrM4YecKux

NpoUeccoBs U NPOLECCOB YNPaBneHus.
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5.8 BzawmogencTeue c noTpebutenem

581 3ddexTveHoEe BIaWMOoOeRcTBME C NOTpebWTEnem OOMKHO BKNHKOYATh
MHOPMAaLIMIO:

- 0 XapakTepucTHUKaxX M NOKazaTensax ycnyr, B TOM YMCne O 3aTpaTtax BpeMeHu Ha
WX NpefocTaenedve;

- OMMAAEMON CTOMMOCTI YCNYT,

- BOIMOMHOCTH BNMAHWA NOTPEDMTENEW HA KAYECTBO YCNyT,

- BOIMOXHOCTHM NONYYeHUA OUEHKM KadYecTea ycnyr notpebutenem;

- YCTAHOBMNEHWW B3AMMOCBAZM MEXAY npegnaraemsiMi ycrnyrami W peansHsiMKA
NoTpebHOCTAMKW KOHKpEeTHOro notTpebuTtens.

5.8.2 MicnonuuTens ycnyri gomked paspabotaTte W nogaepxuveaTte B pabouem
COCTORHMM Npoueaypsl, obecneyneawwme nony4eHre WHpopMaunm ot noTpebutens
yenyrn., McTodHuKkaMv nonyyeHMsa cooTBeTcTByWwen nHdopMmaymm oT notpebutens
ABNAKTCA COUMONOrM4yeckne onpocel M obcnegoeanua, wHdopmauwa obuwects
noTpebutenen, cpedcTe MaccoBon MHGOpMAaLUKWK, OPraHoB UCNONHNTENBEHOW BNACTK.

5.8.3 Opranuzayma gomkHa paspabotate apdekTMBHBIR M pe3ayNLTaTUBHBIA
BHYTPEHHWW NOpAJoK paboTel © wanobamu noTpebuTenaid ycnyr, COOTBETCTBYIOWMA
rMOCT P MCO 1002.

5.9 BniaBneHwWe ycnyr HeHagnemawero KkavyecTtea

591 Opraduzauns [OomkHa  onpefennTe  npouegypsl N0 BLIRBNEHWID
OTKNOHEHWW nNpefocTasnAeMol ycnyrm o7 TpeboBaHwid, YCTAHOBNEHHLIX B
AOKYMEHTaX CWCTEMLI, TPEDOBAHWA HOPMATHBHBIX M TEXHWYECKUX OOKYMEHTOB W
ycrnoewd forosopoB © notpebuTtenem [KBMTAHUWW, HApAO-3aKka3skl, NyTEBKW, CYeTa,
HeKW, AOroBOpLl OKazaduA (NpegocTasneHKnsa) yonyr v np..

5.9.2 WcnpasnedHble pe3ynsTaThl YCNyr, MOBTOPHO OKA3aHHLIE YCNYIW AOMHMHbI
BbiTe NPOBEPEHEI B COOTBETCTEBUM C JOKYMEHTUPOBAHHLIMK W PErNAMEHTUPOBAHHBIMK
npoueaypamm.

5.10 KoppekTupywwwne BO3OEWCTBUA

5.10.1 KoppexkTupylollMe BO3OEWCTEWA crnegyeT nNpoBoduTe nNpw obDHapyxeHuw

npegocTaBNREMBLIX YCNYr HeHaanexawero kaYectea, HapyweHwd TexHONOrmYecKkux
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npoueccos, YCNOBWMA W  CPOKOB  NpefocTaBNeHus  yonyr¥,  NpuMeHeHumM
HeCOOTBETCTBYWEro 0BOpyOOBAHWMA M JOKYMEHTALMKN W T.0.

5.10.2 [lopsgok npoBe0eHWMA KODPEeKTUPYOWMWY BO3geWcTBMA non#eH
cooteetcTeoeate [OCT ISO 9001.

5.11 Morpy3o4Ho - pazrpy3oyHkie paboThl, XpaHeHWe, TPAHCNOPTHPOBaHWe,
ynakoBKka ¥ OocTaBKa

5.11.1 Opranvzauma JoMkHa YyoTadaenweaTe, OOKYMeHTansHo odopMnAaTe
cnocobel NOrPy204HO - Pa3arpyaocyHsix paboT W noagepxvweate B pabo4yem COCTOAHMK
HeobxoduMmele TEXHWYECKWe cpedcTea, npeaynpexjalme BOIMONKHOCTE HaHeCceHna
MaTepMansHoro yuepba uMmywecTtey notpebutens.

5.11.2 Opranu3auma JomkHa NpegocTaBnAThE HAgeMHbLIE NoOMeleHus ans
XPaHEHWA ChipbA, MAaTEpPWanoe, KOMNNEKTYIOWKWX, OTPEMOHTUPOBAHHELIX, NpoWweaLwnX
HKMCTEY WNWM Opyryw obpaboTky w3genuid, WCKModYawllWme HaHecedHwe ylwepba wnwu
NOTEpPK 00 WX MCNONL3IOBAHWA W BblOadYM noTpebuTtento.

5.11.3 Opradnaaumwa pormxda  obecneYweats COXPaHAEMOCTE  KadYecTea
BLINOMHEHHOW YyCnyry WNK peaynsTaToB YCNyrv, BEMYAA peanu3auni (QocTaBky)
noTpebuTenio.

5.12 PerncrpauMna aHHbLIX O Ka4YecTee

Opradv3auna QonwHa ycTaHasnuveaTte W nogaepxueate B paGoyem COCTORHUK
npoueaypei cbopa, 3aN0nNHEHWA, XpaHeHus, BEAEHMA K WIBLATUR
3aperucTPUpPOBAaHHLIX OaHHLIX O KadecTee (pewnamauuwid, manob, peayneTaTtos
TEXHWYECKOrD KOHTPONA) YCNyrK, AaHHEIX O NPOBEPKe 3HAHWA NPOWM3BOOCTBEHHOMO
nepcoHana u ap.

PervcTpauni AaHHeIX O KadyecTee cnejyet NpoBoAWMTE ANA NOATEEpPMOSHWA
OOCTU#EHWA Tpebyemoro kadectea yonyr W addeKTMBHOCTH OeWACTBMA CMCTEMbI
MEHEeI¥MEeHTa Ka4ecTea.

5.13 BHyTpeHHWe npoBepkn (ayonThbi)

OprasuM3auns QOM¥HA OCYLUECTEBNRTL BHYTPEHHWE NPOBEPKKW KAYecTBa C Lensko
NpoBepKM COOTBETCTEBMA OERTeNLHOCTM B 06nacTW KadYecTea 3annaHWpoBaHHBIM
MEpONPUATHAM W onpefeneHua 3ddexTMBHOCTH  YHEUWOHMPOBAHWA CHUCTEMbI

MEHeAMMEHTa  KadecteBa ycnyr. PeayneTtatel npoBepok cnegyetr odopMnaTs
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AOEYMEHTAENBHD W O0BOOWMTE 00 CBEOEBHWA MepcoHana, OTBETCTBEHHOMoO 3aa

KOHKDETHLIW y4acTok paboTel.

5.14 MogroToBKa nepcoHana

Oprannzauus gonxda paspabaTteieaTs W NOgaepHWeEaTs B paboYem COCTOAHMM
npoueaypsl onpegeneHna notpebHocTer M nposefeHnA 0byYeHnA BCero nepcoHana,
OTBETCTBEHHOrO 3a paboTkl, BNMAKLLKWE HA KAYECTBO YCNyr.

MepcoHan QoMmked MMeTk CODTBETCTBYIOWYI KBANUgUKaUW (NoATEEPMAEHHYID
AWNNOMOM, ATTECTATOM, TECTUPOBAHWEM), TEOpPEeTHYHEeCKWE 3IHAHWA, NPaKTH4YecKue

HaBbIKK, YMEHWA W ONkLIT, OTEEYAKIWKWE YCTAHOBNEHHEIM TPEEDEEHHHM.
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YOK 658.386:006.354 OKC 03.080.30 T59 OKCTY 0131

Knwdessie cnosa: YCNyr HaceneHww, Mogenb CUCTEME obecnedYeHds kKadYecTsa

YCNyr, CHCTeMa MEHEOXMEHTa Ka4YecTBa YCnyr

Monnucano B nevats 30,04 2014, Dopmar 60x847.

MogroToBNeHO HE OCHOBE 3NEKTPOHHON BEPCHKM, NPEROCTAENEHHOM pa3patoTUMKoM CTaHaapTa

YN «CTAHOAPTUHBOP Mg
123995 Mockea, MparatHei nep., 4.

v gostinfo.ru info@gostinfo.ru



