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FrOCYIOAPCTBEHHBIA CTAHIAPT POCCHACKOR PENEPALHH

Mopeas ofiecnesedma KauecTsa ycayr

- Model for quality. assurance service

Jdarta peegenns 1995—01—0F

1 OBJIACTH NPHMEHEHHSA

Hacrosuii cTagaapT ycTaHaBAuBaeT OCHOBHHE TpefoBaHHA K
cHCTemMaM ~ gbecneyeHHs KauecTBa YCAYr B COOTBETCTBHH € MEXAyHa-
poaHbMH crangapramn MCQO 9004.2,* 9002*'wu manpasnen Ha ofec-
neueHHe JOCTHMEHHS HeoOXOJHMOro KauyecTBa  NpelOCTaBIAEMBIX
nurpeﬂmenm YCayT.

Crangapr mpefguazvauen jajas cepTHOUKAMH CHCTEM KauecTBa ye-
JYr, a.TaKxe OUSHKH CHCTeM-KayecTBa Ha NpelnpHATHAX, OKashkBai-
I[HX YCAYTH HACEJEHHIO,

2 ONPEANEJIEHHA

B HacrosueM crasfapre DPHUMEHRIOT CAGLYIONIHE TePMHHBI

Yeayra — pesayabTaT HenocpeiCTBEHHONO B3aHMOAeHCTBUS MO~
HHTENH H norpebuTens, a Takxe cOOCTBeHHON MeATENLHOCTH HCTMOJTHH-
TeJAA M0 VAOBJETBOPEHHI0 MOTPpelHOCTH MOTPeSHTe .

llpavevanwe— 1o QYHKGHOHANBHOMY HAIHAUCHHID VCAYIH, OKAILBAEMBe
HACEASHHID, NMOApPa3nesioT Ha ABe rpynnsd:

— MaTepHaAbHLEe YyoayrH, ofccleudBaloilie BOCCTAHOBIEHHE (HIMeHEHHE, CO-
XpaHeHHe) noTpedHTeNLCKHX CBOHCTE H3Aenuil WM H3rOTOBJEHHe HOBEIX. H3jenHii no
saKa3y rpampiaH, & TAKKe NEPeRo3Ky Tpy3os W mwogefi, B uactnocts, ®  wmare-
pPHANBHHEIM YCAYraM MOryT OHTE oTHeceHH OCGhiTOBHE YCAYTH, CBA3AHHHE [ PEMOH -
TOM H HITOTOBMEHHEM H3JIeAHA, MMHJKILHO-KOMMYHANbHBEE YCaAyrH, yeayrw olwect-
BEHHOPO NHTaHHA, YCAYTH TPaHCOOpPTa H T. A

* llo npamoro ApHMeHeHHS AaHHOIO -.h;uit}"uérl A3 B KaUecTBe TIocylapcTBEHHOMY
CTAHAAPTA pacnpocTpanedne erg ocymecrsaser BHHHEW.

Hapanwe odmuuansnoe
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— COUHAMbHO-KYJABTYPHEE YyCIAYrH, OfecneyHBajpliue noALepmKa-
Hie H BOOCTAHOBJCHHE 3A0DOBbA, AYXOBHOE M (HIWYECKOE DA3BHTHE
JHUHOCTH, NMDBHLIEHHE NpodecCHOHANBHOrO MacTeperBa, B wacTHocTH,
K COUHANBHO-KYIBTYDHBIM YEAYyTaM MOTYT OLITh 'OTHECeHH MeAHIHH-
CKH€ YCAYTH, yCAYyrd KyJbTYyDH, TypH3Ma, oOpasoBaHua H T. I

KawectBo yCayrH — COBOKYNHOCTh XaPAKTOPHCTHK YCJIVTH, onpeie-
AAIOUIHX ee CclIocOOHOCTE VAOBJAETBOPHATE VCTAHUBJAEHHBE MJAH npei-
HoJIaraeMele MOTPESHOCTH MOTpebHTeN .

Cuerema KadecTBa — COBOKYIHOCTh QPraHH3AlMOHHON CTPYKTYDH,
OTBETCTBEHHOCTH, MIPOIEAYP, NPOUSCCOR M PecypcoB, ofecneunsalouias
ocylecTsienne 06UIETO PYKOBOACTBA KauecTBOM.

ObeayxuBanne — ACATONBHOCTE HONOJIHHTENS NDH HeloCpe CTBeH-
HOM KOHTaKTe ¢ moTpefuTesneM yeayri:

[Torpebutens — rpawaanun, noaAyuarolull, 3aKasbBAMIHA JHEG0
HMEIDU].HH HHMEPEHHE NOAYIHTE HJH 3dK434aTh }"(‘.ﬂ}’]"ll JLAH JIHYABIX
HY 3.

CepBucHas opranuzauus  (MCIOJHHTENb VCAYIH) —HDE'.IE,H'[JHFITHE,
OpPraHis3amis, yypexieHie Hau rpax/iaHuH-npeinpuHEMAaTe b, OKa3k-
BAIOIHe YCAYTH.

3 TPEBOBAHHA K CHCTEME KAYECTBA YCJI¥T

31 OTBeTCTBECHHOCTE PYKOBOACTRBA

3.1.1 Hoauruxa 8 obractu Kaygecrsa

PyxoBoAcTBO CepBHCHOH OPranHsaudd LGOJKHO ONpEAeNHTh H
JOKYMEHTAJALHO OQOPMHTE NOJHTHKY B 06MaCcTH KauecTsa, NPeICTaB-
JIHIOULYIO 33a0ay¥H, OCHOBHbIE HANPABACHHN H, UENH CEePBHCHOH opraH#-
3aIHH B 06AaCTH KauecTRa. PyKOBOACTRO CcepBHCHOH oOprawd3aimum,
KOTOPOR HECcer OTBETCTBEHHOCTh 33 MOJAHTHKY B 06jacTH KavyecTra,
Ao ofecneylTh ee pasbLACHEeHHEe W JOBCIEHHE N0 BleX ::Tpvﬁ'ﬂrp=
HLELX noapasienedntit  paloTHHKOB TiPeAnDHATHSI.

OTrBeTCTBEHHOCTD 38 NOJHTHKY B OGMACTH KAUCCTBA HECET PYKOBO-
AUTENb,

Mpuwmevanse—MoanTika cepeucHofi oprauszauun B ofinacTH  KagecTna
yoayr _,'iﬁ.fl."HHa-l T HEII[]E:IH.'[{!HH Hd PEAARIANNIG COCIVHEMIIHX OCHOHHBX 33....1?1‘1:
}"J.K}B.TIETBL'FPNIIIE: HﬂT[Jt‘:ﬁ}ETE!.’r'il v TOYKH .:ij'JL‘.IIHH H]}ﬂ(l'll;“'l.‘{:lil"_llllﬂﬂhiiux CT_EH,II,EP‘T.EIH H
¥THKH, Helpepbiilos NHOoOBLIIREHHe Ka9ecTRA YOJAYTH, VueT T]}Eﬁﬂﬂﬂﬂﬂﬂ obuiecTna
B 3ANHTH oRDpyammed cpagn, SPOeKTHBHOCTE NpefocTaBACHHA VCAYEH

3.1.2 Opeanusayus pafioTel RO KQ4yecray

3.1'2.1 TlosnoMOuNs H OTBETCTBEHHOCTD _

B cucreMe KawecTBa AOJMKHB ObITh YETKO ONpPeLefeHb! [0JHOMO-
HITH, OTBETCTBEHHOCTL H B3aHMOJEHCTBHE BCEro NepeoHa a CcepBHC-
HOI{ Opranu3alii, OCYHIECTRIMIOILErO PYKOBOACTBO, HOMOAHEHHE YCAYT

2
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H KOHTPOJAb AEATENBHOCTH, BTHAIOLIEH HA KauyecTBO YCIYT. 310, B
4ACTHOCTH, OTHOCHTCH K OOCHyXKuBAalOMeMy MepCoHasy, JEeHTeNbHOCTD
KOTOpOro cBAsaHa .

1) BeiAB/AEHHEM H perHecTpalucH npetenauii, xanol, peKaaMalHil
€0 CTOPOHB! MOTpeOHTe e YOIyT, .

2) .npoBeLeHHEM MeponpsauTHi, HANPABACHHBIX HA HX ycTpaHeHHe
H mpeaypeHIeHH e,

3) npoBepKol BEIMOJHEHHS PCLICHHH.

Tlns mocTKenus ueseli B 00JACTH KAYECTBA PyKOBOAATEAL MO
WeH cO31aTh CTPYKTYPYy CHCTEMBl A 5 eKTHBHOTO YIPaB/ICHHS.

3.1.2.2 Cpeacrsa KOHTPOIIA (npoBEPKH) M NEPCOHA

CeppucHas OPraHu3alusa JA0J1KHA onpenenath TpeGoBantsi K BHYT-
peHnelt TpoBepke KauecTsd HCMOJHEHIA yeayr, obecneuuTs HeoOX0-
AHMBIMH CpPeACTBAMH KOHTPOJL (npoBepKH) M HA3HAUMTL CrHelHallb-
50 oOyUeHHBIX COTPYAHHKOB J1si €€ NPOBEACHHA.

[TpoBepKa NOJNKHA BKMOUATh KOHTPOJb, ONEHKY W PETYNHPOBAHHKE
NponeccOs HCMOMHEHHs YCAYyr 1mpH POEKTHPOBAHHH (MOASNHPOBAHNNT),
MPOH3BOACTBE H O0CIYyKHBAHHH norpeburens. TlpoBepkn CHCTEMB Ka-
4ecTBa NPOILECCOB HOMOJHEHHS YCayT HIH pesyabTarta YCAYTH JOJKEH
IpOBOJHTE TTePCoHad, He OTBETCTBEHHEIE 32 BHUIOJHEHHE padorT.

3.1.2.3 MpeacraBuTeds PYKOBOLCTEE

OTBeTCTBEHHOCTh 32 Haje;aliee BbIIOTHEHHE TpeGoBauun, yeTa-.
HOBJICHHBLX iIal;'TDHIIlHM CTAHAAPTOM, H CGDTHETCTH}-’IDIHHE ﬂ(}ﬂHDMD-'-IHﬁ
B opranasauuy paboThl 110 KAUECTBY AOMEHEL OBITH  BOBJONCHW HA
NPeACTABUTENA PYKOBOACTBA HC3ABHCHMO OT APYIHX BO3JOKEHHBIX Ha
Hero ofssaHHOCTEN. :

3.1.3 Anaaugd QyHKYUOHUPOBAHUR CUCTEMDI KauecTeén o  CTOPOHbE
pykosoderea '

CHcTeMy KauecTsa, paspaboTanHyl B COOTBETCTBHH <« Tpebosa-
svsiMp nacroswmero cranaapra u MC HCO 9004.2, nonmHo NePHOAH-
yecKM alajH3ppoBaTh PYKOBOACTBO cepBHCHO{l Opraiinaauiy Aa8 Toro,
yToBL MOMHO OBLIO YOEAHTBCA, UTO OHA YHOBJIECTROPAET yCTAHOBAEHHEIM
rpefonanuam H atpexraHa. PesyabTaTsl nojofHBIX  aHATH30B  MC-
NOAB3YIOT JJsi TOATBEPHACHHA ROCTHACHHA tpelfyeMore kKayecrsa H
»pPeKTHBHOCTH QyHKIHOHAPOBAHHA cuereMbl (eM. 3.14).

[Ipumenanne— AHaaus, NpOBOAHMEL PYKOBOACTBOM, OUWNHO  BR/ONZET
OHUEHKY pesyabTaToB BHYTPeUHHX HPOBEPOK, NPOBOLMMEIX HENOCPEACTBEHHO DYKO-
ROACTBOM HJAH TpPeJCTABHTENEM PYKOBOLCTEA, OTBETCTEEHHBIM 33  QYUKUHOHHPO-
BalHe CHOTEMLL

32 okymeHTaapHoe odopMaeHne CHULEMD Ka-
3eCcTBA
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3.2.1 CepBHcHas opraHMsalus JONkHA pa3paboTaTe H NOLAEPHN-
BaTp B paboueM COCTOAHHH JOKYMEHTAJLHO C(ROPMJACHUYID CHCTCMY
KayecTsa, 00eCneuHBaloluLyio COOTBETCTBHE OKa3biBaeMOA YCayIH yCTa-
HOBJEHHHIM TPeGOBEHHAM. JTO BKJIOTAET CAeAyOUlee:

a) MOATOTOBKY JAOKYMEHTAJABHO -OPOPMICHHEX NpOUeLyp ynpas.ae-
HHS KAUECTBOM B COOTBETCTBHH C TPeGOBAHHAMH HacTOALIENO CTaH-
napra,

6) shpexTHBHOC MPUMEHEHHE JAOKYMEHTHPOBAHHMX ' nmpollelyp o
HHCTPYKI{HHA CHCTEMB KauecTsa.

Mprseuanye—CooTBETCTERE CHCTEMB KAUeCTBAa YCTAHOBARKHEM TpeGodd-

AuAM ofecTIeMHBACTCH:

a} HaJWyHeM TIaHoB H PYKOBOACTBA MO KAYeCcTBY, -

6) onpefesednem W npHoGpeTeHHes HeoOXOAHMOrO KOHTDONBHO-HIMEPHTEALIOID
H TEXHOAOrHYeCKOTo oBOPYIOBAHHA, TEXHOJNOMHUECKOHR OCHACTER, MATepHaJbLHEIX pe-
cypcos . nogfopoM KBandGMUMPOBAHHMX Kaipos AnA ofechedeHHs TPEGYEMDID

K4YecTBa yoayr, .

B) onpcaeneHHen NPHEMJEMBX CTAHAZPTOR C TOYKH 3PEHHA 3AJOMEHHHX 8
HHX MokasaTedefi u TpeGopauxfl, BKIWuas TpeloRannd, colepHauiHe cyfbeRTHRH LA
saevenT (CONHOAOTHMECKAN OLEHKA YAOBNETBOPEHHOCTH NOTPEOHTENA  KAYECTRUM

CAYIH);
Y }r} }Dﬁpcneqmutﬁm COOTBETCTBHA npoumeccod  NPOEKTHPOBaHHA,  NPEAOCTanIe-
HMH YCAYTH M KOHTPOJARA TpEﬁDBﬂHHﬂH AOKYMEHTAILHH,

A) NoAroToEkol oTyeTos mo Kauecrsy (cm. 3.15).

33 Baaumoaeilctearue ¢ norpebuTeaem

dpdexTHproe BsanmofchcTBHe ¢ NloTpefaTeNeM BKIIOUACT HHQOP-
MAUHIO O

— xapaxkTepHCTHKE yCIyrH, ee obaactu AEATEJNBHOCTH, AOCTYNHOC-
TH W @aTpaTax BpemelH Ha ee NPELOCTABJCHHE; S

— OKHIAEMOA CTOHMOCTH YCIYIH,

~— B3aHMOCBHIM MENIY KayecTBOM YyCAyTH, YCROBWAMH ee mpeilo-
CTABJACHHN H CTOHMOCTBIO,

— BO3IMOMKHOCTH -BJAHAHNHA rnoTpefHTENMEd HA KAYeCTBO - VCOIYIH;

— AJeKBATHEIX H JEFKOAOCTYIHEIX CPeACTBAX AAH 3PPeKTHBHOTU
ObLILeHHH;

— BO3MOMKHOCTH TOJYUEHHS OUEHKH KayecTBa yCIyrH norpefure-
JeM;
— YCTAHOBJEHHH BIAHMOOBASH MeAY MPELIOKEH HOH yCAyron i
peadipHbIMH noTpefHOCTAMH noTpebuTtens.

3.4 Mpoueaypw pazpaboTku, BeAeHHA H obecne-
qeHds AOKYMeHTaUHe#H :

CepBHeHas OPraHH3aWyus JOJA#HA YCTAHOBHTL [POUEAypHl paspa-
GOTKH, YyTBepXAeHHA, Belelus H ofecmeueHHs BCEMH AOKYMEHTAMH H
JAHHBIMH, OTHOCHUIHMECA K CHCTEME.

IokyMenTallusa AoJxHa ObITh pacCMOTpeHa H YTBepMKAeHA I0JHO-
MOYHLIM JMIOM J0 ¢ BBeLeHHS B JACHCTBHE.

4
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Bee cocrapasiomue, TpeGoBaHHA H MOJOXKEHHA CHCTEMBI KAYECTBA,
TNIPHHATBIE CePBHCHOH .OpraHH3auHed, JOMKHE ObTh CHCTEMATHYECKH
H- YNOPsIOUEeHHO NOKYMEHTHDOBAHBI B BHAE MJAZHOB, MeTOILHK, CTaH-
AapTOR MPEANPHATHH, HHCTPYKUHA H NPOTOKOMIOB.

Cepsuichas opramMsalis NOJTHHA YCTAHOBHTH W ITOMLEDIKHHATH B
pab6ouem COCTORHHH TPOLEAYPH BEACHHA BCEX HEOOXOAMMBLIX [LOKY-
MEHTOB H (pOPM, GaHKa JaHHHEX, OTHOCSUIHXCH K TPefoRaHMSM HACTON-
mero cranjapra. Taxue tpeGoBauus AOMKHB OOECNCYHBATH:

a) NperoCTABISHHE JOKYMECHTOB Ha BCE DPOH3BOACTBEHIILIC YYacT-
KH, noe BEOAHAIOTCS paboTel, obecneunsalourHe mhhekTnrnoe dvik-
HHOHHpOBaHHEe CHCTEMBl KaYyeCTHa,

6) cBoeBpeMEHHOE HIBATHE yCTapeniled AOKyMeHTailHh:

B) BKAOUEHHe u3MeHeHHN B AOKyMeHTauMio (ee akTyaaHsaimus).

Caenyer paspaGoTaTh OCHOBHOH TiepevyeHb MPOLUEAYD, ONPeLesi-
UHX MOPALOK MOCTONHAOIO TePecMOTPa AOKYMEHTOR.

3.5 MartepHanbHO-TEXHHYECKOEe ofecNeuedde Ka-
HeCTBa yCJayr - _

3.5.1 CepBHCHAs OPraHusauMs AOJIKHA OGECHEUHTH COOTBETCTEHE
YCTAHOBJACHHBIM TPeDOBAHHSAM NPHOGPEeTaeMOil €0 [mpoAyKIWH (MaTe-
PHAMOB, KOMILUICKTYIOUMMX W3AemTHl, ©oO0OpyLIOBaHHH, MHCTPYMCHTA)
HIIH - yeayr, HeoOXOAHMBIX LISt OCYILLECTBACHHA NPOH3BOLCTBUHION
JesTeNHHOCTH.

3.5.2 CepBHCHAasi OPraHHM3auWs JOMKHA BBIGHPATL NOCTABUIHKOB
Heo6XONUMOM NpoAyKuHH Ha OCHOBE Hx CnocoGHOCTH = VAOBJETBCPHTE
VCTAHOBJIEHHBIM B cHCTeme TpeGOBaHHMIM, BKJAOuas TpeGosamyus K
Kayectsy. CepBHCHAA OPTraHH3ANHS JOJKHA OTPEACATE H BECTH POrit-
CTPAUHIO VAOBJETEOPAIOINX €€ 110CTaBUIHKOE. |

3.5.3 Cucrema kawecTBa A0JKHA NPEAYCMAaTPHBATL MATCPHAJBIO-
TeXHHueckoe ofecnedciue CepBHCHON opraswMaalini (HenoJsHuTEIT V-
JYrd) BCeMH HeODXOAHMBIMH PECypcamMH (MaTepHagamy, HOMIACKTYI0-
HHMH H3IeAHAMH, OBOPYIOBAHNEM, HHCTPYMEHTAMH i ap.)

3.54 CeppucHas OPraHu3auus LOMKHA VCTAHABAMBATE H IOANCD-
AUBATE B paboueM COCTOAHHH NPOUEAYPH NPOBEPKH H XpaHeHus
MATEPHANOB H UBJCAHA, NPELOCTABAASMBIX eil noTpefureneMm (3axas-
YHKOM ) .

3.5.5 Horopope na TOCTaBKY MPOAYKIHH HAH OKA3AHHE yeayr
AXNDKHBL COACPKATL TOYHOE ONHCAHHE 3AKA3AHHOH NPOAVKUHH i
MOAydaeMLiX yCJayr, BKAKYan: .

I) HaumeHOBaHME NPOAYKUHH HJH. YCAYFH, THN, BHA, MOACTH,
KAace, copT HAH APYryio TOUHYW HHEOPMAUHIO; ' '

2) HOpDMATHBHBE W TEXHHYECKHE [OKYMEHTHl (TeXHHueCKHe yeao-
BHA, TEXHHYECKOe OMHCaHHe, uepTexH, TpeGOBaHHA K TeXHOJOTHYeC-

5
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KOMY -[pOileccy, HHCTPYKIHH MO KOHTPOJIO H ApYrie COOTBETCTBYIOULHE
HCXOAHHE JaHHbBIe, BKAouas TpeGoBaHHA K anpobauuH).

3.5.6 CepBucHasg OPraHM3auHA MOJMKHA OCYIIECTBAATHL BXOJHOH
KOHTPOJb [OCTYNAIOIIMX KOMILIEKTYIOIIMX H3JAeNHA, MaTepHaaoB H
monypadpuKaTos, a TakmKe KOHTPOJb KayecTBa YCJYr CTOPOHHHX Op-
raHH3auHH.

3.5.7 CepnucHas OpraHH3auusd {I0JKHA yCT4HABJHBATL H obecne-
YHBATH TMPOUSIYPE NPOBEDPKH H XPAHEHHH MATEPHANOB H H3AEaHH
gorpefurenn yeayr, Bee cayuad nmotepH matepuanos H H3jenHi, Ha-

‘HeceHH#i yilepfa HIH 'HeNPHMOIHOCTH HX K HONOIB30BAHHID JOJMKHE

fbiTh 3APCNHCTPHPOBAHEL, a NOTpebHTeNb NPOHHGOPMHPOBAH OO
ITOM,

36 UnenTuduKauHs BHNOAHEHHB X YCAYr H HX
Pe3yabTaToOB

GEPBHEHHH DpI‘ElH’HBElI_[HH B Cay4dae H’Eﬂ'ﬁxﬂﬂ.HMﬂﬂTH A0JTANa YCTa-
HARJHBATL H NOMNEPKHBATL B pﬂﬁﬂ‘IE:M COCTOAHHH METOABl  HAEHTH-
dkaimy  (HampuMep MapKHPOBKOA U ITHKETHPOBAHHCM) HIACAHT,
MATEPHANOB, KOMMNIEKTYIOUIHX #31eJHH, Pe3ynbTaToB BLNOJHEHHOH yC-
JYIH, a Takxe TeXHHYeCKOH H TeXHOJOMHYeCKOH NOKYMEeHTallHH (KBH-
TAHIHH, HAPSAL, MACNOPTA 3aKA30B H T, A.) Ha HHX, 00ECHEYHBALIHX
MpoCcAeKHBAEMOCTs  HCNOABIOBAHHA HAH MECTOHAXOMHUIGHHS JAHHOTO
O0BLEKTA ¢ LUeJbI0 BHIABMEHHS, HANDHMEp, BOZMOMHBIX TPHUYHH Opaka.
HMpenrudmkauns HeobXolMa Ha BCeX 3Tandx NPeLOCTABACHHA
VCYIH.

3.7 Vopanaetie npoieccamt

3.7.1 CepBuUCHAs OPraHH3alisa AOJIXKHA ONPEIENHTh, cnﬂaHHpDEaTb
H obecneyHTh BBUIGTHCHHe TNPOHIBOACTBEHHHIX MPOIECCOB MTPEAOCTAB-
JIeHHs ycJAYyPH B yOpaBAsSeMHX YCIOBHAX, YIpasiseMmble yCcaoBHE
JOUIHHBL BKAKOYATH CAenyionee: '

1) goxymenTupoBanHble paboude HHCTPYKUHH, ONpeleddninHe
crioco0sl DPOH3BOACTBA (TEXHOMOrHH) 0O0CHYKHBaHNHA, HCMOJIb30BAHHE
HOIXOASUETD MPOHIBOACTBEHHONO OOOPYIOBAHHA H NMPOH3BOACTBEHHOR
Cpeibl, (COOTBETCTRHE CTAHAAPTAM H IporpaMMam Ka4ecTBa;

2) peryJwnposaHde M yIIPaBJeHHE TPOLECCAMHM  IPEIOCTABJCHHH
¥ OV,

3) yTBepKICHHE Npouecta oKasaHHa ycayrd W sbiCop oGopyaosa-
HHA, €CAH B 3TOM eCTh HeOOXOAHMOLTD;

4) KPHTEPHH paloTh, KOTOPHE JO/LKHH OHITh OIpefiesI€HH B BHIE

CTAHAAPTOB MM HA OCHOBE MPeACTABUTEANHBIX BHICOPOK.

3.7.2 Ilposepky KauecTBa YCJAYTH H [IpoUEcca ee TPeaoCTaABACHHA
CJaeAyer NPOBOAMTHL HA COOTBETCTBHe 00A3aTelbHEIM TpebOUBAHHAM
HOPMATHBHBEIX MOKYMEHTOB, NapaMeTpam TeXHHTECKONO ONUCAHHA H
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TeXHOMOTHH HCTOAHeHHA yeayr. B xome xontpoas kavecrsa caeayer
MOAroTaBJAHBATE H HCIOJMB30BATH JaHHBIE ITO 3TanaM oOOCTYVIKUBAHHA,
NpOBepKaM KauecTsa, KanobaM H pexaamauuam norpeGuTens, pesy:
ALTATAM COUHOJOTHYSCKOro Jpoca.

3.7.3 Heob6xoaumo onpelefuTs KOHTPOAbHBIE TOUKH OCHOBHEIX 3Ta-

0B mpouecca MpeAOCTaBAEHHA YCJIYTH, KOTOpLIE MOLJEKAT NPOBEPKE

H KOHTDOJI, H MeTOJbI KOHTPONA (NPOBEPKH) B 3aBHCHMOCTH OT BHIA
YCAYTH, OPTanH3auHOHHON CTPYKTYPH NPENNPHATHA, BAXKHOCTH Xapax-

TePHCTHKH H CJHOMIHOCTH KOHTPOAst (NpOBEepKH) Ha JaHHOM STamne,

3.74 Ilpu ycranoBjienwd OTKIOHEHHH B Npouecce NPeioCTaBICHHA
YCAYTH NOJIKHB OBITh NPHHATH MePLl, HAMPABJCHHLIE HA €00 KOppek:
THPOBKY.

[Tporpamma gauecTna HAU JOKYMEHTHPOBAHHBIE TPOIEAYPHl OKOH-.
YATEJSbHOM0 KOHTPOJSA H HONBITAHHI AOIKHL NPelyCcMaTpHBaTh, 9Tolb
BCe BHAHI KOHTPOJit (IMPOBEPKH), BKIKUAR CNEUHaJBHbIE, NOJHOCTHIO
MPOBOAHANCE JHGO MPH NpHEMKE, GO B Npolecce NPOHZBOLCTEA, a
PesyAbTATHL YAOBJICTEOPATH ADeIbABIIEMBIM TPCGOBAHHAM.

CepBucHad OpPTaHM3aUHA JOMKHA NPOBOJAHTE OKOHYATeAbHBIA
KOHTpOAL (MpOBEePKYy) B COOTBETCTBHH ¢ IPOrpaMMoi /KAYecTBa HJH

-,'I.{]I{}'H-IEI'I'["H[}DBHH'HH"L{H npouelypaMy C UabIO JIDKE.'EETEJIH{'.TBE CooT-

BETCTBHS YCAYTH YCTAHOBACHHLIM TPeGUBAHHAM.

3.7.5 Ilas cnenHaabHBX NPOUECCOB TIPH OKAIAHHH YOIV, peay.b-
TAThl KOTOPHIX HEeJR3A B MOJAHOH CTeNeHH APOBEPHTL NOCHeLyIoHINM -
KOHTpOJeM (HaMpHMep MOpPaJbHO-ICHXOJOrHUYECKOe, (MH3HYeCKoe CO-
CTOAHHE NOTPeDUTENH B PE3VALTATE B3AUMOJASHCTBHA HCNOJHHTEAR H
nOTpeOUTeIA; OTKIOHEHHEe X3DAKTepHCTHK yOAY™E  OT  TpeloBanuil
MOTPebHTeAR ), PE3YAbTATE MOTYT OLIThH OUEHEHB KOCBEHHBIMH MeETO-
pamu, Tlpu smom uejecopBpazHo NpeiyCMATPHBATL HAuGOACe NOARBIN
00beM TPOMHIAKTHIECKHX MEepPONPHATHH H OCYILECTBAATHE KOHTPOAbL
33 HX TPOBELEHHEM.

38 KOHTPOAL ® OHEHKAa KauyeCcTBa yCaAyrH

3.8.1 Ceppucnan oprannsanus obasana:

) mpoBepATH H HACHTHHHUHPORATH VCAYTY B COOTBETCTEHH ¢ HO-
KYMEHTHPOBAHHBIMH TIPDONENYPaMH;

2} ycTavaBAMBaTh COOTBETCTBHE YCAYTH ONPeACAeHHLIM TpeOoBa-
HHSM € TOMOUIBIO MeTOADB PEeryJHpOBaHHA TeXHOJAOMHUECKHX npoIec-
COB H IPONECcCOB yOpaBJIenns,

3) ofecneqnTh CAMOKOHTPOMIL [NEPCOHANA, TPELOCTABARIOHIErO
YCAYTY, Kak COCTABHYIO YacTh Npoilecca KOHTPOJSN;

4) ofecneudTs MPHOPHTET nﬂTpeﬁnTem B 'OLIEHKe KAYeCTBA YCHAVT,

5) BBECTH NMPaKTHKY PEryaspHOM OHEHKH CTeNeHH yLOBIETBOPECH-

HOCTH NOTPeGUTeas YCayr HyTeM NPOBEIOHNH COUHOJOIHUYECKHX ONpO-
€OB.
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CpasHenHe DLIEHOK MOTPEOHTENS H HCMNOJNHHTEAA YCAYTH clelyeT
NPOBOAHTE TOCTOAHHO, YTOOHE OUEHUTH COBMECTHMOCTH ABYX Mep Ka-
YECTBA M [IPOBECTH KODPEKTHPYIONIHe AeHCTBHA, ONP&IesHTh, - Ha-
CKOJILKO AEATeNbHOCTh HCMOJHUHTEAS YCAYT oTBeyaer TpeCoBaHHAM
norpeturens. '

PeayabTarel KOHTPOAA (OUEHKH) AOJNHB PErHCTPHPOBATHCA.

39 Avanus . COOTBeTCTBHSN KauecTHA VCAYr Tpe-
GOoBaHHAM NOTPeOHTENHA

Hemonuntens yeayrs gosoked paspafoTaTh H nojlep:HBaTh B
pafiouem COCTORHHH MPOUEAYPH, obecTieuHBaloniHe noayuerse Hupop-
MAaUHH OT moTpeduTens YCayry.

Axausuz HubOpMaIHE - noAyYaeMol oOT norpedutens, HeolXOIHM
OJA Toro, 4Tohbl 00eCneYHTh!

I) nmpaBusibHoe yCTaHOBUIEHHE T]JEﬁUBEHHﬁ K YCIOyTe # yCJOBHAM
OGCAYKHBAHHS H X OTPAKEHHe B JOKYMEHTAIIHHU;

2) pazpewieHHe BOMPOCOB, CBSA3AHHLIX C pacxoxmIehueMm TpeboOBa-
HHH, 3a/J0XKEeHHbIX B CHCTEMY, OT TpeloBanuil I]ﬂ'I“pEﬁHTE:.i'IH'

3) YBRepeHHOCTh HCTOJNHHTENA YCJAYTH B CBOEH EHU(‘.UﬁHI}CTH BBITIO.T-
HHThL TpeOoBaHud mOTpeOHTeN.

Mpuveianne — HMerounnkamy OOAVYeHHH COOTBETCTBYIOWEH.  HuhopMalHi
oT noTpefiTenn ABASIOTCA: COUHOJOTHUECKHe obcaejoBaHnusn, Hudopmaunn obmects
norpeburened, cpescTs MaccoBol HHGpOPMALHHN, MYHHUHIAJBHNX OPraHos ynpasae-
HHH.

3J0 KouTpoab cHCTEME HIMEpeHH I

CepBucHaa opraHHzanug A0JkiIa o0ecTeyHTL HA BCeX sTanax mpe-
JOCTABJEHHST YCAVPH KOHTPOJAbL H PEryJHpOBKY NPHMEHNAEMHX B TeX-
HOJOTHUCCKOM POLECCes KOHTPONILHO-H3MEPHTRIBHEIX  NPHGOPOB  He-
3EBHCHMO OT TOrO, ABJASIOTCH JH OHH €ro COOCTBOHHOCTBIO M B3ATH
Ha mpokar, [TorpeminOCTH H3MePeHHd AOMKHB GbiTh U3BECTHR H COB-
MeCTUM Bt ¢ TPCOOBAHHAMH (DYHKUHOHANBHOH TNPHIOAHOCTH  APOBOATN-
MBIX HiMEPCIiif, _ )

3.11 _ﬂEﬁLTEHH No BHIABJAEHHI yCAYIrH HeHAOLACKaA-
HeroKavyecTpa ) '

3.10.1 Ceprucuag opramusauusg JA0/DKHA OQUPEIENHTh  npouenry-
Pl 10 BLIALACHIQ OTKJAOHEHHA npemocTasaseMoOll ycayri ot Tpebo-
BEH‘HH, YCTARORACHIBIX B JOKYMEHTAX CHCTEMBDI, oGA3aTCABHBIX TpE-
OOBaHHA HOPMATHBHBIX JOKYMEHTOB H yCJIOBHHA Joroeopa ¢ notpelu-
TesqcM (KeHTsnUuun, yTeBKH, afOHeMeHTH).

3.11.2 Honmen 6urrb ompedened opran (AHUO), HecywH# oOTBer-
CTEBEHHOCTHL 3a NPOBEAEHHE aHaa M3Ia H HeoOXOAMMHIX AeHCTBHH C yo-
Jayrofi HenajJemaulero, Kayecrsa, u NPOUEAYyPbl MO YCTPAHCHHIO Bh-
SIBJACHHBIX HCAOCTATKOB ([MOBTOPHOC, BHINOJHEHHE, TNEPELeSKa, YULHKA

HT. A4.).
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3.11.3 Henpapaenssie - pe3ydbTaTH . yeayr,. MOBTOPHO oKajaHHHe
YCayTH J0/KHE OHTh TpPOBePeHH B COOTBETCTBHH ¢ AOKYMEHTHDPO»
BAHHBIMH M pernaMeHTHPOBAHHHIMH = NpOUEAYPaMH H 3aperi1cTpHpo-
BaHBL

3.12 KoppekTupymwilie se@ageficTBU S

3.12.1 KoppextHpylomue Bo3feficTBHA ClIEAyeT MPOBOLHTE npH
OobHapyKeHHH HeHaleKAIer0 KayeeTsa - MPeIoCTaBaAeMOl VCAYTH,
NPHMEeHEHHH 'HOCOOTBETCTBYIOIEr0 OGODPYNOBAHHS © H JAOKYMeHTAlMH,
HAPYIIeHHH TeXHOJOrHYECKONo NPOUecca, VCAOBHH ¥ CDOKOB  NDeno-
CTaBNGHHA VCIVTH H T. I.

3.12.2 Tlopagox ITPOBEAEHHS KOPPOKTHPYIOLIEFO BO3AEHCTBHA:

— PerUcTpauns OTKJAOHEHHH;

— aHAH3 [NPHYHH, HECOOTBETCTBHH, BMAOTE M0 NEPBONPHIHHH,

AJis "ONpeleseHts: HeOOXOAHMONO KOPPEKTHPYIOWIEND BosgeficTBUS:
— OpoBeleHHe NPOQUIAKTHUECKHX neHCTBHA Aas pelwenus npob-
JeMBl;, :

— KOppeKTHpyoluee o3jefcTRuHE;

— KOHTP®M» 338 MEPAMH KODPEKTHPYIOUIEN0 BO3ACHCTBHS:

— oleHKa 3¢ QeKTHBHOUTH NOC8ACTBHIL.

3.13 [Torpy3ouHo-pasrpysout me paGoTh, XpaHe-
‘HHEe, TPAaHCHNOPTHpPOBAHHE yma KOBKa W J0CTaBKa.

3.13.1 CepBucHast OpraHusauus JOMKHA YCTAHABIHBATL, HOKYyMEH-
TaABHO OPOPMISITE H NOLAEPKUBATE B PaboueM COCTOSHHH METOAN
W CPeNCTBa /A MOTPY304HO-PA3rPys0uHLEX Pabor, mpeaynpexaauHe:
BOSMOACHOCTD ' HAHECCHHS - MATEPHATBHOTO viiep6a WMYLIECTBY noTpe-
OHTeNH.

3.13.2 w_eprucHas opranusauua AOMKHA MPENOCTABARTh HANCHHbBIE
NOMELEHHA QA XPaHeHHS CHPbA, MATEPHAJIOB, KOMNIEKTYIOUIHX, OT-
PEMOHTHDOBAHHLIX, BHIYHLIEHHBIX W JAD. H3Leani, HCKJOYAOmMMe Ha-
HeceHHe yluep6a HAM TMOTePl A0 HX HONOJL3OBAHHS, BHIIATH noTpe-
CuTemto, '

3.13.3 Cepsrchas OpraHH3auWs AODKHA OGECTIETHBATDH coxpanse-
MOCTh RadeCTBa BHNOJHEHHOH yCIyrd (pesyabTaToB ycayTH), BKJIO-
Has peadHsauHio (JOCTARKY) MOTpesiTeo.

3.14 PerncTpanus fanmHBX 0 KayecTne

CepBHcHasg oprasusauns noJd¥Ha VCTAHABMHBATL H NMOLACDIKIBATE
B paGoueM COCTOAHWH NpOLenyps cOOPa, 3aMOgHeHHs, Xpanenis, Be-
AEHHA H UILATHA 3aPerHCTPHPOBANHBIX JAHHBX 0 KAYECTRE (pexaa-
MAUHA, XKan00, Pe3yabTaTOB TEXHHUECKOTO KOHTPOJR) VCAY T, JaiHbiX
0 IPOBEPKE SHAHMH TPOU3BOACTBEHHOTO Mepeonasa 4 ap.

Perrerpamyio zannpx o wauectse caelyer POBOANTL AJS  mOJ-
TBEDHKACRIIL AOCTTACHET 4pelyeMor) Laueenns - yoayr 1 sgubek-
THOROCTH ACHCTDILT CLLCLIn LT,
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Bee 3apersncrpupoBaHHbie AAHHBE © KAYecTBe NOMKHE OLITh Jer-
KO 4HTAaeMBl W OTHOCHTBCH TOJBKO K OnpejeteHHoOd _yciyre. Cpokn
XpaHeHHs 3apPerHCTPHPOBAHHBIX AAHHBIX JOJKHE OLITH OPEICTABICHBL
B MMHCbMEHHOM BHjIe,

3.15 BuyTpeHHAA npoBgPKa KavecTBa

CepBrcHast OpPraHH3allhs LOJ¥HA OCYLIECTBJATH BHYTPeHHHE [DO- -
BEPKH KauecTEa ¢ URJBI [POBEPKH COOTBETCTBHA  JeATeJLHOCTH
B 00jacTH KayecTBa 3AMIAHHDPOBAHHHEIM MEDONPHATHAM W' ompeje-
JeHHA S(POOKTHBHOCTH (PYyHKUHOHHPOBAHHA CHCTEMLI KAYecTBa,

[IpoBepky caenyeT nJAaHHPOBATL Ha OCHOBE COCTOSHHH H BAM-
HOCTH PasJUYHBIX BHAOB AeSTENLHOCTH, ,

Mposepky u nocaenyionHe MEPOTPHATHA' CaelyeT NPOBOAHTE B
COOTBETCTBHH € JAOKYMEHTAJALHO odOPMIEeHHHIMM mpoueaypaMu. Pe-
3yAbTATH TNPOBEPOK chaelyeT ohOopMIATh AOKYMEHTAJNBHO M, JOBOLUTE
Ao CBeAeHHs NEPCOHana, OTBETCTBEHHONO 3a MPOBEPEHHHI  YUaCTOK

. paGoTel. PyKoBOACTBO, OTBETCTBEHHOE 38 ITOT YY&CTOK, JAOMMKHO
OCYIECTBAATE CBOEBPEMEHHLIC KODPEKTHPYWOUIHE MEepOonpHaTHa M
YCTPaHATL HELOCTATKH, BbiABJIeHHbIe B npouecce nposepku (oM. 3.12).

3.16 TToaroToBKa Kaapous ' '

CepBHcHas opranusauus JOMKHA PaspaCaThiBATE W NOJLAEPHH-
BaTh B pafouyem COCTOSTHHHM NPOLELypH ONpeieNesds noTpedHOCTed .
H TpoBeleRHs oOyueHHH BCero mepeoHana, OTBETCTBEHHOPO 3a pabo-
TH, BJHAIOIIHE HA KauecTso.

[lepconan, orBeTCTBEHHBIA 32 3Ty PaGOTy, NO/IKEH HMETh COOTBET-
CTBYWILYIO KBANMH(QHKAWHIO - (MOATBEDKACHHYIO aTTeCTaTOM, TeCTHPO-
BAHHEM), SHAHHS ¥ ONEIT, OTBEHAIOLHE YCTAHOBNEHHBIM TpeGoBaHHAM.
Hanurre 06 0Gyuenny cieyer perwcTpiposath (cm. 3.14).

3.07.CTaTHCTHYECKHE METOAH

B cayuae HeoGXOAMMOCTH CEPBHCHAS OPraHU3alNA AOJKHA paspa-
CaThisaTp MpouUeAYpH, ofecneuHBaloulie BHGOP CTATHHECKHX METO-
A0B, HEOOXOAHMEIX mpu c6Ope gaHHHIX ¥ UX MPHMEHEHHH B NpOLecce
KOHTPOAS (MPOBEPKH) KavecTBa, Npu oTpafoTke TEXHOJOHYECKOTo
npouecca, aHaguse OedeKTOB, NPONHOIHPOBAHHH cnpoca # Tpebosa-
Huit noTpeburtens, obpadoTke PesyabTaTOB COLMOJOrHUECKOro obcie-
AOBaHHA 110 YIAOBJSTBOPEHHOCTH NOTPeOuTesed KauecTsoM yoIyr |
YCAOBHHA OOCAyXKHBAHHA,
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YIOK 001.4:658.562.014 : 006,354 T59

Karouessie ciioBa: ychyra, obecieueniie KauecTsa yCHyr, TexHHue-
CKHe JOKYMEHTHI, [TPOUece TPefoCTaBAeHHsA YCJIYId, CePBHCHAS Opra-
HH3AWHKA, KOHTPO/b, NPOBEPKa
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