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HAUMWOHANBbHBLIMN CTAHOAPT POCCUMUCKOWN OSGELEPALWUMU

Ycnyru HaceneHuto

MOJE/Ib CUCTEMbI OBECMNEYEHNA KAYECTBA YCNYT

Services to the public.
Model of system of ensuring quality of services

[ata BBegeHns — 2015—01—01

1 O6nacTtb NpUMeHeHuns

HacToswwii ctaHgapT ycTaHaBnvBaeT MoAe/lb CUCTEMbI 06ecneyeHmnsa kayecTBa ycayr, OCHOBaHHY Ha
TpeboBaHuAx ctaHgapToB cepumn TOCT 1SO 9000.

CraHfapT npefHasHayeH A1 OLEHKN CUCTEM MeHe)KMeHTa KavyecTBa B opraHusauusax, npegocras-
NALWNWX YCAYTN HaceneHnto, a Takke Ana ceptudmkaumm cucteM MeHefkMeHTa kayecTBa yCryr.

2 HopmaTuBHbIE CChbI/IKU

B HacTosLleM cTaHAapTe UCMONb30BaHbl HOPMATUBHbBIE CCbISIKM Ha crneaylolme cTaHfapThbl:

FOCT P 50646—2012 Ycnyru HaceneHuo. TepMnHbl 1 onpeaeneHus

FOCT P 54985—2012 PykoBoAsLue ykasaHus A masblx opraHusaumnii no BHeAPEHWI0 CUCTEMbI Me-
HeKMeHTa kayecTBa Ha ocHose VICO 9001:2008

FOCT P NCO 9004— 2010 MeHeXMeHT AN AOCTUXKEHMSA YCTOWUMBOrO ycnexa opraHusauuu. Moaxoa
Ha OCHOBE MeHe/[pKMeHTa KayecTsa

FOCT P MCO 10001—2009 MeHemXMeHT KayecTBa. YAOBNETBOPEHHOCTb NOTpebuteneii. PekomeH-
Jauuv no npasvnam noBefeHus ANa opraHnsauuii

FOCT P MCO 10002—2007 MeHep)XKMeHT opraHusauuv. YAoBneTBOPEHHOCTb notpebutenein. Pyko-
BO/ZCTBO MO yNpaB/fieHNI0 NPeTEH3NAMY B OpraHmn3aumnsax

FOCT ISO 9000—2011 CuctemMbl MeHegXmeHTa kayectBa. OCHOBHbIE NOJIOXEHUA U COBapb

FOCT 1SO 9001—2011 CucTtembl MEHEOXMEHTa kayecTBa. TpeboBaHus

MpumMmeyaHue — MNpyNoNbL30BAHAN HACTOSLLMUM CTAHAAPTOM LeNecoo6pasHo NpoBepuTh AeiCTBIUE CChIIOUHbIX
CTaHA4apTOB B MH(OPMALMOHHOI CUCTEME 06LLErO MO/b30BaHNs — Ha 0hMLMaNbHOM caliTe defepanbHOro areHTcTBa no
TEXHWYECKOMY PEerynpoBaHuio 1 METPOIOTMY B CeTU MIHTEPHET MU MO eXEero4HOMY UH(OPMALMOHHOMY yka3aTesnio «Ha-
LMOHaJIbHbIEe CTaHAAPTbI», KOTOPbIV OMY6/IMKOBAH MO COCTOSHMIO HA 1 iHBAPSt TEKYLLEro rofa, U Mo BbiMycKam exXeMecsiy-
HOro MHHOPMALMOHHOTO yKa3aTens «HaunoHanbHble CTaHAapTbI» 3a TeKyLW Kt rog. ECnu 3amMeHeH CCbIoYHbI CTaHgapT,
Ha KOTOPbI faHa HeJaTMpPOBaHHAs CCbijika, TO PEKOMEHAYETCS NCMO/b30BaTh AECTBYIOLYI0 BEPCUIO 3TOTO CTaHaapTa
C y4eTOM BCeX BHECEHHbIX B JaHHYI0 BepCU0 3MeHEeHWA. ECNM 3aMEeHeH CCbI/IOYHbIN CTaHAapT, Ha KOTOpbI faHa fatu-
poBaHHasi CChI/IKa, TO PEKOMEHAYETCS UCMO/Ib30BaTh BEPCUIO 3TOTO CTAHAAPTa C YKa3aHHbIM Bbille FOA0M YTBEPXKAEHUS
(NpuHATMS). ECnn nocne yTBepX4eHNsi HACTOSLLEro CTaH4apTa B CCbI/IOYHbIA CTaHAAPT, Ha KOTOPLIA AaHa AaTupoBaHHas
ccbifnka, BHECEHO M3MEHEHNE, 3aTPar1BaloLLee NooXeHNe, Ha KOTOPOE faHa CCblKa, TO 3TO NOJI0XEHUE PEKOMEHAYeTCS
NpUMeHsITb 6e3 yueTa JaHHOro U3MeHeHUsl. EC/N CCbIIOYHbIN CTaHAApPT OTMeHeH 6e3 3aMeHbl, TO MoMoXeHue, B KOTOPOM
[aHa CCbIfiKa Ha Hero, PEKOMEHAYETCS NMPUMEHSTb B YACTU, HE 3aTParnBaloLLeil 3Ty CCbISIKY.

3 TepMUHbI 1 onpeaeneHns

B HacTosuWweM ctaHgapTe npuMeHeHbl TepmuHbl o FTOCT P 50646 n TOCT 1SO 9000.

M3paHue oduymansHoe
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4 Mopenb cuctembl obecnevyeHna KavyecTsa ycnyr

Ha pucyHke 1 npuBegeHa Mofesnb CUCTEMbl 06ecneyeHunss KayecTsa ycsyr, OCHOBaHHasA Ha MpPoLLEeCCHOM
noaxofe. Mogenb Bkto4aeT OCHOBHble TpeboBaHusa FOCT ISO 9001 u AeMOHCTpUpPYET B3aMMOCBA3b npouec-
COB NPUMEHUTENIbHO K OKa3aHuto (NpefoCcTaB/IeHNIo) yCnyr.

MMoCTOsIHHOE y/lyylWleHne CUCTEMbl MeEHeXXMeHTa ycnyr

MoTtpebuTe- A MoTpebuTe-

M oyenyrm v ycnyru
Apyrue — apyrve
3anHTEpeco- OTBETCTBEHHOCTS 3anHTepeco-
BaHHblE PYKOBOZCTBA BaHHble
CTOPOHBI CTOPOHbI
P p
YpoBnert-
MeHemKMeHT M3mepeHve, aHanm3 BOpeH-
pecypcos 1 ynyudluexve HOCTb

Mpouecchbl XU3HEHHOTro yenyrm
uukna ycnyr
Pecypcbl Pe3ynbTaT oKasaHus
ycnyr
Mepconan YAOBHETBOpeHH?CTb
notpebutenei

Mpoueaypbl ¥ TEXHONOTUN
npefocTaBneHns ycnyr

®uHaHCOBbIe U Apyrvie

oesynbTarbl

®rHaHcoBbIe pecypcbl Y AOBNETBOPEHHOCTb
[JokymeHTauusa nepcoHana

MaTepuansl. Y[,0B/IeTBOPEHHOCTH
obopygoBaHue, napTHepos

nomeLyeHns

Y [10BNETBOPEHHOCTb

OkpyxatoLias cpega obLecTsa
MOHWTOpPUHT W KOHTPONb
PucyHok 1 — Mopgenb cuctemMbl obecnevyeHns kavecTsa ycnyr
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LBwxyLieil cunoii, BAmsoLWed Ha ycTaHOBNEHNe TpeboBaHWUii CUCTEMbI, ABNAIOTCA NOTPEOUTENN YCNyT.
B o6ecneyeHun kayectsa ycnyr 3avHTEpecoBaHbl COGCTBEHHUKY (BNafenbLbl) opraHmsauuii, okasbliBatoLmx
ycnyru, npodheccmoHanbHble 06befUMHEHNSA W accounauun B cdhepe ycnyr, noTpebutenbckme obLiecTsa u
opraHusauun, opraHbl UCNOHUTE/bHOI BNacTy 1 np.

naBHbI npouecc, 0603Ha4YeHHbI B MOAeNn Kak «IpoLecchbl XM3HEHHOTO LMKNa ycnyr», obecneymsaeT
okasaHue (NpefocTaBeHNE) yCnyr, Ka4ecTBO KOTOPbIX ONpeaensieTcs y40B1eTBOPEHHOCTbIO noTpebuTeneil.

MpumMmeuvaHue — [poLecChl XUIHEHHOTO LMKA YCAYr MOTYT BK/KOUYATL NPOEKTUPOBaHWe, pa3paboTky, 3akKynku,
NPOM3BOACTBO 1 06CMYXMBaHNE NPOLEcca NPOM3BOACTBA YCIyT.

JeATenbHOCTbL OpraHu3auuu, npeAcTaBeHHas B BUAe npouecca «VaMmepeHue, aHanms u ynydleHne»,
SBNISIETCA 3/IEMEHTOM YJTyULLEeHUsi CUCTEMbl 0GECTIEYEHUsT KauecTBa YC/yr. YUnTbiBasi, 4To YCAyru He Bcerga
MOryT GbITb BblpaXeHbl B MaTepuabHON hopme, He Bce XapakTepucTUKM NPOLECCOB CUCTEMbI MEHEKMEHTA
KayecTBa MOryT 6GbiTb M3MepeHbl. 1151 TakMX NPOLECCOB UCMOHUTENN YCYT MOTYT BHEAPATL COOTBETCTBYHO-
Lye MeTofbl MOHUTOPWHIA C NOC/eAyloleli pernctpayueii nofyyeHHbIX pesy/ibTaTos.

5 TpeboBaHuA K cMCTEME MEHe[)XMEHTa KayecTBa ycnyr

5.1 OcobeHHOCTU ycnyr

B cBfA3K C TEM, UTO yC/lyram NpucyLLM HEKOTopbIe crneumuueckne 0Co6eHHOCTU (CM. PUCYHOK 2). cucTe-
Ma MeHe[KMEHTa KayecTBa yc/yr oT/IMYaeTcsi OT CUCTEMbI MEHEKMEHTA KauecTBa NpoayKLum.

MoaTomy npu paspaboTKe U BHEAPEHUM CUCTEMbI MEHEAKMEHTA KayecTBa B OpraHn3auusx, npegocras-
NSALWMUX YCIYrM HACeNEHMIO, HEOBX0AMMO YUUTLIBAThL 0CO6EHHOCTU Chepbl YCyr.

PucyHok 2 — Cneuuduyeckne 0co6eHHOCTH ycnyr

5.2 O6umre nonoxeHus

OpraHusauus — UCNONHWUTENb YCNYT AO/HKHA paspaboTatb, BHeAPUTb U nogdepxunsarb B paboyem co-
CTOSIHMM JOKYMEHTaIbHO 0(DOPMIIEHHYIO CUCTEMY MEHe)KMEHTa kayecTBa, 06ecneyrBaloLLyto COOTBETCTBUE
npefocTaBAseMbIX YCNYr yCTaHOBAEHHbIM Tpe6oBaHNAM.

B ocHoBY pa3paboTku AO/MKHbI 6bITb MONOXKEHbI TpeboBaHus 1 nonoxexnus FOCT ISO 9001. FOCT P NCO
9004. TOCT P MCO 10001. FTOCT P UCO 10002.
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Manble opraHusaLumun, npefocTas/isloLne YCyrn HaceneHuio, Npu peanmsauun n BHeApeHU CUCTEMBI
MeHeKMeHTa KayecTBa ycnyr Ao/HkHbl cobnogate TpeboBaHmal OCT P 54985.

53 [JokymeHTanbHoe Oq)OpMﬂE‘HI/Ie CUCTEeMbl MeHeOXMeHTa KavyecTBa

[lokymeHTaumsa cuctembl MEHE[KMEHTA KayecTBa YCNyr JO/MKHa BKoYaTb B cebs:

- 3aABJIEHNA O NONIUTUKE U Lenax B 061acTu kavecTsa yCnyr,;

- PYKOBO/CTBO MO Ka4yecTBY;

- npoueaypsl 1 3anucu B cooteeTcTBum ¢ FOCT ISO 9001;

-AOKYMEHTbI 1 3anucK, onpegeneHHble opraHu3alnnein B kayecTse HE0O6X0aUMbIX ANS obecneyeHns ad-
heKTMBHOrO NIaHNPOBaHWA, OCYLLLECTBIEHUS AEATE/IbHOCTM MO OKa3aHWio YCAyr 1 ynpasieHus npoueccamu.

CTeneHb JOKYMEHTUPOBAHUS CUCTEMbI MEHE)KMEHTA KayecTBa 3aBUCUT OT MHOIMX (hakTOpOB, yCTaHOB-
nexHbix B FTOCT ISO 9001. v gomkHa 6bITb onpeaesieHa HENOCPEACTBEHHO OpraHu3auneil — UCnonHuTenem
ycnyr.

LokymeHTaumna MoxeT GbITb NpefcTaBneHa B /1060l hopme 1 Ha N60M HocuTene. [JOKYMeHTbl 1 3a-
MUCK CUCTEMbBI KayecTBa [0/DKHbI ObITb yNpasBiaeMbIMU.

5.4 OTBEeTCTBEHHOCTb PYKOBOACTBA

5.4.1 Bbicliee PyKOBOACTBO OpraHvsauun JO/MHKHO ob6ecneuntb AoKasaTeslbCTBO BbIMNO/IHEHUA CBOUX
0653aTeNbCTB Mo paspaboTke, peanusauun 1 COBEPLUEHCTBOBAHUIO CUCTEMbI MEHEIXMEHTa KayecTsa yCnyr.

BbiCLIee pyKOBOACTBO OpraHu3auumn AO/MKHO OonpefennTb U 4OKYMeHTanbHO 0thopMUTb NONUTHKY B 06-
nacTu KayecTsa, onpefensioLLyto cTpaTerno, OCHOBHbIE HanNpaBieHUs 1 Lenn opraHnsanumn B 06nacTtu kave-
cTBa. Bbicllee pykoBOACTBO OpraHu3aLm, KOTopoe HeceT OTBETCTBEHHOCTb 3a MOMUTUKY B 061aCTH KayecTBsa,
[O/MKHO obecneunTb ee pasbsACHEHME U [oBefeHne [0 BCeX CTPYKTYPHbIX nogpasfeneHuii n paboTHUKOB
opraHusauuun (npegnpusaTus).

Monutuka opraHusauum B 061acT KayecTsa yCcayr fO/HKHa 6biTb Hanpas/eHa Ha peanu3aunio Takux
OCHOBHbIX 3aay, KaK y0BNeTBOPEHHOCTb NOTPEOUTENA C TOUYKM 3peHNs NPOdecCMoHabHbIX CTaH4apToB U
3TUKN MOBEAEHNSA NepcoHana, HenpepbIBHOE MOBbILEHWE KayecTBa YCnyru, yyeT TpeboBaHuii obuiectsa u
3aLWMTbI OKpYXatoLLei cpeabl, 3apheKkTUBHOCTb NPefOCTaB/IEHUS YCyT.

5.4.2 NMonHomMounA N OTBETCTBEHHOCTb

B cucteme mMeHefxMeHTa KayecTBa A0/DKHbI OblTb YETKO onpefeneHbl NOIHOMOYNS, OTBETCTBEHHOCTb U
B3aVMOAENCTBUE BCEr0 NepcoHana opraHn3aLmm, ocyLLecTBASIOWEro PykoBoACTBO, (MpefocTaBneHne) ycnyr
N KOHTPONb fesATeNIbHOCTU, BAVAIOLLE Ha Ka4eCcTBO YCyr.

Lna pocTmxeHus ueneit B 061acT kayecTBa PyKOBOAUTESb AO/HKEH CO34aTb CTPYKTYPY CUCTEMbI ANA
3(pheKTUBHOrO yrnpasBieHus.

5.4.3 AHann3 MyHKLNOHNPOBAHNA CUCTEMbI KayecTBa CO CTOPOHbI PYKOBOACTBA

Bbiclwee pykOBOACTBO OpraHu3aLmn AO/MKHO NepUonMyeckn aHanusnpoBaTb paspaboTaHHylo cuctemy
MeHe[XMeHTa kayecTBa YCAyr ANs Toro 4tobbl y6eauTbCs, YTO OHa yAOBNETBOPSET YCTAHOBMEHHbIM Tpe-
60BaHNAM 1 ahdekTuBHa. PesynbTaTbl NOJOOHBIX aHa/IM30B UCNONb3YIOT AN NOATBEPXAEHNUA LOCTMKEHUS
Tpebyemoro kavecTBa v aPeKTUBHOCTN DYHKLNOHNPOBAHNSA CUCTEMDI.

5.5 MeHegXMeHT pecypcos

5.5.1 OpraHusaums Ao/mkHa ObiTb yBEPEHA B HaNNuMM PecypcoB, HEOBXOAUMbIX ANA MOALEPXaHUA U
ONS YNy4YlEeHUss CUCTEMbl MEHE)KMEHTa KayecTBa yC/yr, a Takke /15 NOBbILEeHNs YA0BNEeTBOPEHHOCTMN Mo-
TpebuTenei.

Pecypcbl opraHusauum BikIovaloT B ce6si nepcoHas, a Takke uHaHCOBble CPpeAcTBa, OMCHbIE, TOp-
roBble UM Npov3BOACTBEHHbIE NMOMeLLEHUs, obopyfoBaHue, Mebenb, TEXHWUKY, UHBEHTapb, MaTtepuansl, uc-
XOAHOE Cblpbe, KOMMNNEKTYIOLWMNE U3AENNS, MHCTPYMEHTbI U Mp.

5.5.2 B npouecce npeAocTaB/ieHUst yC/yr opraHmsaums Ao/mkHa o6ecneyntb COOTBETCTBME PECYPCOB
yCTaHOB/IEHHbIM TPE6GOBAHNAM.

OpraHusaumsi fo/xHa BbIGUpaTh NOCTABLLMKOB HEOBXOAMMbIX PECYPCOB Ha OCHOBE WX CMOCOGHOCTW
YAOBNETBOPSATH YCTAHOB/IEHHbIM B cUCTeMe TpeboBaHusAM, BkIoUas TpeboBaHWs K KauecTsy.

5.5.3 OpraHusaums fo/KHa ycTaHaBAMBaTb W NOAAEPXMBATL B paboyeM COCTOSHUM NpoLeaypbl npo-
BEPKM U XpaAHEHUA MaTepuasnos U u3genuii, npeocTaBseMblX 3aKka3unkom (noTpeéutenem).

5.6 NpeHTudmMKaLus npefocTaBasgeMblX YCAYT U X pe3ynbTaToB
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OpraHu3zauus B cilyyae HE0O6X0AMMOCTY JO/IKHA NPOBOANUTL UAEHTUUKALMIO NPeOCTaBASIEMbIX YCIYT
1 pesynbTaToB yCNyr B BuAe usgenuii, Mmatepuanos. aeHTUMKALMIO OCYLLECTBASAIOT, HANpUMep, Ha OCHOBAa-
HUM MapKMPOBKYW, & TakkKe Mo TEXHUYECKUM W TEeXHOOTMYECKUM JOKyMEeHTaM Ha ycnyru n usgenust (kButaH-
UMW, Hapsaabl, 3aKasbl, OrOBOPbI MPeAOCTaBEHUS YCYT, TEXHONOMMYECKUE KapThl U T34.), 06€CNeUNBaOLLIIM
NPOCNEeXNBAEMOCTb BCEX 3TANOB NPEfOCTaB/IEHUS YCAYT.

5.7 ¥YnpaBneHue npoueccamu

5.7.1 OpraHu3auusa Ao/HkHa onpeaennTb, CniaHupoBaTb U o6ecneyuntb BbINO/IHEHWE MPOLLECCOB npe-
JocTaB/IeHna YCNyrn B yrnpas/isieMblX YCI0BUAX.

5.7.2 MNpoBepKy KavecTBa yC/yr U TEXHONIOTMYECKMNX MPOLIeCCOB MX NPefocTaB/ieHnsa crefyeT npoBo-
OWNTb Ha COOTBETCTBME TPe6OBaAHUAM HOPMATUBHBIX U TEXHUYECKUX AOKYMEHTOB, NapameTpam TeXHUYECKoro
onncaHns 1 TEXHOIOTMN UCNOSTHEHNUA ycnyru. Mpy yCTaHOBAEHWM OTK/IOHEeHWIn B NpoLecce npegocTaBeHns
YCYIrn fOMKHBI ObITb MPUHATLI MEPbI, HanpaB/IeHHbIe Ha ero KOPPEKTUPOBKY.

5.7.3 [nA cneynanbHbIX NPOLECCOB NPU OKa3aHWUW YCyr, pe3y/bTaTbl KOTOPbIX HEBO3MOXHO B MOJIHOWA
CTerneHn MNpoBepuTb NocnefylolnUM KOHTPOIEM (HanpuMep, MopasibHO-Ncuxonornyeckoe, usnyeckoe co-
CTOsiHWe noTpebutens B pesynbTaTe B3avMOAENCTBUA UCMNOMHATENA U NOTPebuTeNns ycnyr: OTKNOHeHne Xa-
pakTepUCTUK yCNyrn oT TpeboBaHuii NnoTpebutens), pesynbrartbl MOryT 6biTb OLEHEHbl KOCBEHHLIMU MeToAa-
MW. B TOM YnC/ie METOAaMUN peryinpoBaHns TEXHOOTMYECKMUX NMPOLLECCOB U MPOLECCOB YyNpaBieHus.

5.8 B3anmogelicTBue c notpebutenem

5.8.1 3dhekTMBHOE B3auMoAelicTBME C NOTPEOUTENEM AO/IKHO BKAKOYATL MHOpMaLUIO:

- 0 XapaKkTepucTuKax 1 nokasartensax ycnyr, B TOM yucne o 3aTpaTtax BPpEMEHW Ha VX NpefocTaB/ieHue;

- OXMAAEeMOi CTOMMOCTU YCAyT;

- BO3MOXHOCTU BANSIHWA NOTpebuTeneli Ha kKauecTBo YCyr:

- BO3MOXHOCTU MOyYEHUS OLeHKM KayecTBa ycnyr notpebutenem.

- YCTAHOB/IEHNV B3aMMOCBSA3W Mexay npefnaraembiMu ycayramv u peasbHbIMU NOTPEOHOCTAMU KOH-
KpeTHOro noTpeéuTens.

5.8.2 VcnonHuTenb ycnyru Jo/mkeH paspaboTaTb U nogaepxunsartb B paboyem COCTOSAHWM Npoueaypbl,
ob6ecneyvBaloLme nonyyeHre nHchopmaLum ot NnoTpebutens ycnyru. ICToYHNKaMu nonyyeHust COOTBETCTBY-
loLe nHdopmaLuum oT NoTpebuTens SBAAITCSA COLMONOrnyeckne onpocbl U obcnefoBaHus, nHdopmaums
o6LecTB notpebuteneid, cpeAcTB MaccoBON MHhopMaL M1, OpraHoB UCMO/THUTE/IbHOW BIacTy.

5.8.3 OpraHunzaumsa gomkHa paspabdboTtatb 3PEKTUBHBIA 1 pe3ynbTaTVBHbIA BHYTPEHHWUIA NOPSA0K pa-
60TbI € Xxanobamu notpebuTteneli ycnyr, cootBetcTBytowmnini FTOCT P NCO 1002.

5.9 BbisiBneHue ycnyr HeHag/iexalero kauectsa

5.9.1 OpraHusauusa A0/MKHA onpeAenuTb Npoueaypbl NO BbISBAEHWUIO OTKNOHEHMI NpeAocTaBNsaeMoit
ycnyrn ot TpeboBaHWii, yCTaHOB/IEHHbIX B OKYMEHTaxX CUCTeMbl, TPeb6OBaHU HOPMATUBHBLIX W TEXHUYECKUX
[LOKYMEHTOB U YC/T0BUIA ,OrOBOPOB C NoTpebutenem [KBUTAHLUMN, Hapsia-3akasbl, MyTEBKW, CHETa, Yekn, AOro-
BOPbI OKa3aHusa (NpegocTtaBneHuns) ycnyr u np.).

5.9.2 VcnpaBneHHble pe3ynbTaTtbl ycyr, NOBTOPHO OKa3aHHble YCAyrn AOMKHbI 6bITb NPOBOPEHLI B CO-
OTBETCTBUM C JOKYMEHTUPOBAHHBIMU 1 PEr/TAMEHTUPOBaHHbLIMU MNpoLiesypamu.

5.10 KoppekTupywuine Bo3aeiicTens

5.10.1 KoppekTupyloLime BO3aeiCcTBNA cnesyeT NPOBOANUTL NPy 06HAPYXEHNW NpesfocTaBisieMbIX ycayr
HeHagexalero kayectsa, HapyLUeHUN TeXHONIOTMYeCKNX MpoLEeccoB, YC/OBUA U CPOKOB MpefocTaB/eHns
ycnyru, NpUMeHeHUN HECOOTBETCTBYIOLLEro 060py0BaHNA 1 AOKYMEHTaUUM U T. 4.

5.10.2 Mopaaok NpoBefeHNs KOPPEKTUPYIOLMX BO3aeicTBUIA fomkeH cooTBeTcTBOBaTL TOCT ISO 9001.

5.11 Morpy3o4YHO-pa3rpy3oyHble paboTbl, XpaHeHWe, TPAHCNOPTMPOBaHKe, YyNaKoBKa U
4oCTaBKa

5.11.1 OpraHu3auusi LO/KHA YCTaHaBNMBaTb, [OKYMEHTaNlbHO O(OPMASATL CMOoco6bl MOrpy304HO-
pasrpy3ouHbIX paboT 1 NoAdepXuBaTe B pabouyemM COCTOSIHUM Heo6XoauMble TeXHUYECKue CpeacTsa, npeay-
npexzaatoLive BO3MOXHOCTb HaHeCEeHUs MaTepuasibHOTo yuep6a UMYLLecTBY NoTpeouTens.

5.11.2 OpraHu3auusi 4o/KHa NPeAoCcTaB/sTh HaexXHble MOMELLEHNsI A/1s1 XPaHEHWS Cbipbsi, MaTepua-
JIOB. KOMM/IEKTYIOLWMUX, OTPEMOHTUPOBAHHbIX, NPOLIEALUUX YUCTKY UM ApYryio 06paboTky U3fenuii, UCko-
yalole HaHeceHwve yuiep6a UM noTepio Ao UX UCMONb30BaHUS U Bbldaun NoTpe6uTento.
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5.11.3 OpraHusauus fosmkHa obecneymBaTb COXPaHAEMOCTb KayecTBa BbIMOJIHEHHON yCiyrn unu pe-

3yNbTATOB YC/YrW, BKIOUaa peanusauuio (ocTaBky) noTpe6uTento.

5.12 PerucTtpauusa faHHbIX O KayecTBe

OpraHu3auusa 4o/mKHA ycTaHaBAMBaTh U NoAAepXMBaTh B paboyeM COCTOSHAM npoueaypbl c6opa, 3a-
MOSIHEHUA. XPaHEHUs, BEAEHUSI U U3bATUSI 3aperucTpUpoBaHHbIX JaHHbIX O KauecTBe (peknamauuii, xanob, pe-
3y/IbTATOB TEXHNYECKOTO KOHTPOJIST) YCAYT, AaHHbIX O MPOBEPKEe 3HaHUI NPOU3BOACTBEHHOIO NEpPcoHana v ap.

Peructpauuto AaHHbIX 0 KAUECTBO CfieyeT NMPOBOAUTbL A5 NOATBEPXAEHUS AOCTUXEHUSI TpeGyemMoro
kauecTBa ycnyr v apheKTUBHOCTU AeiicTBUA CUCTEMbI MEHEKMEHTA KauecTBa.

5.13 BHyTpeHHMe npoBepku (ayguTbl)

OpraHu3aums fo/HKHa OCYLLEeCTBSATL BHYTPEHHNE NMPOBEPKU KayecTBa C Lief1bio MPOBEPKM COOTBETCTBUS
[esTeNbHOCTU B 06/1acT KayecTBa 3anjiaHUMpoBaHHbIM MeEpPONpUATUAM U onpeaeneHust aEKTUBHOCTM
hYHKLMOHMPOBaHNSA CUCTEMbI MEHEIKMEHTA KayecTBa ycnyr. Pe3ynibTaTbl NPOBEPOK cieayeT ohopMasATb f,0-
KYMeHTa/IbHO 1 [,OBOAUTb A0 CBEAEHNA NepcoHana, OTBETCTBEHHOrO 3a KOHKPETHbIV y4acToK paboThbl.

5.14 MoparoToBKka nepcoHana

OpraHusalysi foxHa paspabartbiBaTb M NoAAepXuBaTb B paboyem COCTOSIHUM MpoLeaypsl onpegene-
HUA NoTpe6HOCTel M NpoBeAeHNs 06yYeHUsi BCEro NnepcoHasna, OTBeTCTBEHHOro 3a pa6oTbl, BAUAOWME HA

Ka4yecTBO YyCnyr.

MepcoHan fo/keH MMeTb COOTBETCTBYIOLLYHO KBaﬂVICbVIKaLU/I}O (ﬂO,ﬂ,TBep)K,CI,eHHyI-O annaomMmom, artTecta-
TOM. TeCTI/IpOBaHI/IeM), TeopeTnvyeckne 3HaHus, npakTuyeckmne HaBblkn, yMEHUA N ONbIT, OTBeYaKLlle yCTaHOB-
NEeHHbIM TpeﬁOBaHI/IFIM.

YOK 658.386:006.354 OKC 03.080.30 T59 OKCTY 0131

Kntouesble cnosa: ycnyr HacesieHuno, Mofiesib CUCTEMbI 06ecneyeHns KkavyecTBa ycayr, cucteMa MeHepKMeHTa
KayecTtBa ycnyr
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