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Mpeancaorue

1 PASPAROTAH M BHECEH Texunueckum womutrerom TK 342
«YCAYTH Haceden o

2 DNPPHAT M BREIAFH B AEHCTBUE Nucranvenenwem F[oc-
cranfdapra Focowi or 29.06.94 Ne 181

4 Hacteauind Crasgapy DPeACTABaAsneT coDoH  aVTeHTHUHBH  TEHCT
HCO 9002—87 «Cucremil kauecrsa. Moneas obecneusnun  gane-
CTHEA NPH NPROMIBOICTHE M MOUTIKE?

4 BEFTEH BNEPBBIE

© Hanarenscreo cramiapros, 1994

HacronuiHit cTaufapr ve Momer OwTh NONHOCTLHY HAW YACTHYHO  BOCHpOMIRE-
JeH, THPAAHPOBAH H PACNPOCTPaHeH "B Kauectse odHUBANLNOrG HWananns Ges pai-

pewenns Toccrannapra Poccuu
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Cpasnente DUEHOK NOTPeOHTENN H HONOJHHTEAR YOAYTH CAgLyeT
NPOBOAHTL TOCTOAHHO, YTOOH OUEHHTH COBMECTHMOCTh ABYX MEp Ka-
YeCTBA M [POBECTH KOPPEKTHPYIOUIHE JEHCTBHA, ONP&AeJuTh, - Ha-
CKOJILKO JAeSTEJNbHOCTL HCMOJHHTeAN YCAYT oTBeuaer TpelfoBaHMAM
norpeGuTens. |

PesyabTarTel KOHTPOAA (OUEHKH) AOJMHB PErHCTPHPOBATHCA.

39 Anaaus . COOTBETCTBHH KadYecTEA YCAYD TPe-
foBaHUAM NDOTpebOHTENHA

Henmonunteas yoayrd AoJuked paspafoTaTe H NOMLepHHUBATE B
pafiouem COCTOSHHH mMpolelyphl, obecneunBalommue noayuerue HHpop-
MalHH OT mOTpedHTeNns yCayIH.

Ananuz HHpOpMAIHHE, - noaydaeMoi oT norpebutend,  HeolGXOIHM
OJA Toro, YTobe 0DecneyHTh:

1) mpaBnsabHOEe VCTAHOBACHHS Tpeﬁnﬂaﬁuﬁ K yeayre # yoaoBHAM

ofGeyKHBAHHS M HX OTDaMXKEHHE B JOKYMEHTAailHH,

2) paspemenne BOTMPOCOB, CBA3SAHHLIX C pacxomienvem tpeboBa-
HHHA, 38J0KeHHBX B CHCTEMYy, OT Tpefonanuil HﬂTpEﬁHTEJ[H'

3} YEBePeHHOCTh HCMOJHHTENA YCJAYTH B CBOEH ﬂnﬂﬂﬂﬁH{}ETH BRITDT-

HHTh TpeDOBAHHA NOTPeOHTENH.

Mpumetanne—HMerounnkamy DONYYeHHS COOTBETCTBYIOWER  HHDODMALHI
ot nortpefiTenn ABAMIOTCA: CcoOUHOAOTHYecKHe olcaejopanun, undopmaunn obutects
notpeburenedi, cpedeTs Maccosod HH(OPMALHN, MYHHUHDAJBHMWX OpPraHos ynpasje-
HHA. )

30 KouTpoab CHCTEMB H3IMEPEHHH

CepBicHan opraHH3anusg Ao/kiia o0ecmeylTs HA BCeX Tanax dnpe-
JBOCTABJCHUH YCJAVMH KOHTPOJIb H PEryJHpOBKY NDPHMEHAEMHX B TeX-
HOJOTHUCCKOM NTPOLECCes KOHTPONILHO-H3M@DUTeIBHBX  npifopoB  He-
3ABHCAMO 0T TOTO, ABJAIOTCH JH OHH €ro COBCTBOHHOCTBIO HJH B3STH
Ha mpokar, TTorpemnocTd HaMepenus AOMAHB ObiTh H3BECTHH H COB-
MecTuMst ¢ TPCOOBAHHAMH (PYHKUHOHANBHOA MPHIOAHOCTH 11D OBOMI-
MBIX HIMEPCI. | )

3.11 _ﬂ_EﬁLTBHH NO BLIABJEHHW yCAYIrH HCHANLALCKa-
H{EFOD KAYCCTHA ) |

3.10L1 Ceprucuas oprandsauns JAOJ/UKHa ONPEIeNHTh  Npoueay-
Pl 1M BRI BSCHITIG DTHJ&]IE}IHF! ﬂpEﬂrDCTHEJIH'EMIﬂﬁ VCAYTH OT T[JEﬁ'E}-
BEH‘HH, YOTARORJCHIIBIX B JOKYMEHTaX CHCTEMBDI, oBa3aTEARHbIX T™phE-
GOBAHHA HOPMATHBHEIX JOKYMEHTOB H yCJOBHH JAoroBopa ¢ morpebl-
TeacM (KeHTaHLHI, MYTeBKY, AG0HEMeHTH).

3.11.2 Hoamwen Gerrep ompedened opraH (AHUO), HECYWHH OTBeT-
CTECHHOOTH 32 liPOBEleHHe anaaH3a M HeoOXOAHMHX HeHCTBHH C yC-
JyTOf HeualJexallero, Kayecrsa, H NPOLEAYPhl MO YCTPAHEHHK BhI-
SABJGHHBIX HCAOCTATKOB (MOBTOPHOE BHTOJHEHHE, Nepelesxa, YUeHKA

HT. A.).
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3.11.3 Henpapaennsie - pe3yybTaT . yCayr,. MOBTOPHO oOKaiaHHHe
YCAYTH JOJKHB ObTh MPOBEPEHEl B COOTBETCTBHH C JOKYMEHTHPO+
BAHHBIMH M perjaMeHTHPOBaHHHMH = NPOUEAYDPIMH H 3aperHcTpHpoO-
BaHBbL,

3.12 KoppekTéipywiliue posgeficTBusd

3.12.1 Koppektrpylomue Bo3neficTBEA cleNyeT NPOBOAHTH TpH
OOHapy:HeHnd HeHaLIeXAer0 Kaueersa- NpelocTaBaAeMoil YCAYTH,
MPHMEHeHHH 'HECOOTBETCTBYIOIEN0 OGOPYAOBAHHS - H AOKYMeHTAIMH,
HAPYUIeHHH TeXHOJOrHYeCKOro Npolecca, VCAOBHA M CDOKOB  noeno-
CTaBNIeHHA VCAOYTH M T. .

3.12.2 Tlopaaok TMPOBEIeHHA KOPPOKTHPYIOLIEr0 BO3JAEHCTBHSA

— PEerHcTpaura OTHAOHeHHH;

— 4HAJH3 NPHYHH, HECOOTBETCTBMH, BMJAOTh MO NEPBONPHYHHH,

AJis "ONIPeleNIeHHs HeOOXOAHMOTO KOPPEKTHPYIOWErD BosAeficTBus:

— [OpOBEleHHe IPOPHIAKTHUECKHX neficTBHH AnA pemwedus npol-
AeMH; -

— KOPpPeKTHpYIOlLee BO3NeHCTBHE;

— KOHTP®M: 38 MEPaMH KOPPEKTHPYIOULEro BO3AeHCTBHA:

— oleHKa 3¢ ¢eKTHBHOCTH NOCJencTBHIL

3.13 Ilorpy3ouHo-pasrpysout e paboTe, Xxpa#He-
‘HHEe, TPAaHCANOPTHPOBAHHE, yiIa KOBKa W JA0CTaBKa,

3.13.1 Cepsucnas opranusamus LOJMHA YCTAHABAHBATD, HNOKYMEH-
TaNnbHO O(OPMINATE H MOLIEDHKHBATE B paboueM COCTOSTHHH METO. M
H.CPeACTBa A NOTPY304HO-PA3NPy30uHLK PaboT, mpeaynpexaaloiiye.
BO3MOKHOCTD ' HAHECCHHA - MATEDHANBHOPO vINeD6a WMYIIECTBY noTpe-
GHTe .

3.13.2 _epBucHast opranusauus AOJKHA MPEIOCTABAATL HANEKHbIE
MOMEIIeHHS A XPAHeHH:A CHIPBS, MATEPHANOB, KOMINIEKTYIOUIHX, OT-
PEMORTHDOBAHHBIX, BLIMHILEHHBIX W AP. H3Je i, HCKAYalOWIHe Ha-
HeCeHHe yuepba WM moTeplo A0 HX HOMOAL3OBAHHA, BHILATH noTpe-
CHTento, '

3.13.3 Ceppucnas opraHHsauus moJkHA O6eCTETHBATDH COXpaHsne-
MOCTL KaY@CTBA BHMONHEHWHOH yCIyrH (pe3yabTaToB ychyTH), BKJAIO-
Has pealnsanHio (LOCTARKY) mOTpediTeno.

3.14 PerncTpanusa LamHMX 0 KavecTse

CepsucHas Oprasu3auis QOMKHA YCTAHABIHBATL H NOMIePIKIIBATE
B paGoueM COCTOSIHHH MpOLeaypsl chopa, 3AMOJHEHHs, XpaneHls, Be-
ACHHS H HIBLATHA 3aPEerHCTPHPOBANHEIX JAaHHBX 0 KAYeCTHe (pexkaa-
MAalHH, Kaaod, pesayisTaToB TEXHHUSCKOTO KOHTPOAA) yCayIrH, JaHHbIX
0 POBEPKE 3HAHHH NPOUIBOACTBEHHOTO MEPLOHAsa M J.

Perucrpaunio zanipix o waucctse caeuyer NIPUBOANTL AJA  TOJ-
TBEPHKACTILL AOCTCIHGD dpefiyesMor) paueerss - yeayr i apfrex-
THEHOCTI JCHCTBLLL OO CRILE IIpe g,
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Bce saperncrpupoBalieie AAHHBIE 0 KadecTBe JOMKHE OLITH Jer-
KO 4YHTaeMbl W OTHOCHTBCA TOJBKO K ONpefeeHHOH . yciyre. Cpokn
XpaHeHHs 34aPerHcTPHPOBAHHBIX JAHHBIX JOJKHE OLITh NPEICTABACHBL
B MUCBMEHHOM BHIE.

315 BuyTpeHHAa npOBGPKa KayecTBa

CepBHCHast OPraHH3alWa AOM¥KHA OCYIIECTBJAATh BHYTPEHHHE [IPO-
BEPKH KadecTsa ¢ UEJBK NPOBEPKH <COOTBETCTBHS  JIeATeJBHOCTH
B 00/1aCTH KauecTBA 3AMIaHHPOBAHHBIM MEDONPUATHAM H° Ompese-
JeHHs >POOKTHBHOCTH (DYHKUHOHHPOBAHHST CHCTEMBI KAYECTRA.

[Tposepky chaenyeT naAaHHPOBATH HA OCHOBE COCTOSHHAS U BAMK-
HOCTH PasJHYHEX BHAOB JeSTeNLHOCTH, ' ,

[IpoBepkn u nocaenyomue MEpONPHATHA' CJAELYeT NPOBOAHTL B
COOTBETCTBHH € JNOKYMEHTAJbHO OMOpMIeHHEIMH npoueaypasMu. Pe-
3yAbTATH TPOBEPOK CJAEAyeT O0QOPMAATL AOKYMEHTAJABHO M. L0BOJHTL
A0 CBeAEHHS TePCOHAala, OTBETCTBEHHONO 3a  [POBEpPEHHHI Y4aCTOK
paGoTH. PyKOBOACTBO, OTBETCTBEHHOE 3& ITOT YYACTOK, AOMIKHO
OCYILECTBJATE CBOEBPEMEHHBIC KOPPEKTHPYIOLIHE MepONnpHATHA o
YCTPaHATL HEAOCTATKH, BHIABJEHHbie B npouecce npoBepkH (cM. 3.12).

3.16 [ToaroTroBKa Kajapous ' '

CepBHcHas opranusanus JOKHA paspaCaThiBATL W MOJLISPHM-
BaTh B paboyeM COCTOSHHH NPOLELypH ONpEeReJdeHHHA NOTPeGHOCTeR .
M TnpoBelenHs o0yueHMS BCero mepCoHaja, OTBEeTCTBeHHORPO 3a pabo-
THl, BAHSIOLIHE HA KaueCTso.

[lepconan, oTsBeTCTBEHHBIA 3a 3Ty PaboTy, AOMKEH HMETL COOTBET-
CTBYIOILYIO KBAJH(PHKAUHIO - (NOATBEPKACHHYIO ATTECTATOM, TECTHPO-
BAHHEM), SHAHHS M OMNBIT, OTBEYAIOLIHE YCTAHOBICHHEIM TPeGOBAHHSIM.
Hauubte 06 oGyuennu cieayer perwctpuposats (cm. 3.14).

317 CraTHCTHYECKHE METOK

B caynae HeoGXOAMMOCTH CEPBHCHAS OpraHU3aliis A0JKHA paspa-
CaTeiBaTh TpoueAypH, obecneuuBalouie BEGOP CTATHHECKHX MeTO-
A0B, HEOOXOAHMEIX mpH <00pe NaHHBIX H HX NPHMEHEHHH B nNpolecce
KOHTPOML (TMPOBePKH) Kavecrsa, NPH OTPaBOTKE TEXHOJOIHYECKOro
npouecca, aHagause JedeKTOB, NPOTHOIHPOBAHHH cnpoca H Tpebosa-
HUl moTpebuTend, o6paboTKe Pe3yabTATOB COUHOJOTHUSOKOrD obcie-
AOBAHHA 10 YAOBAETBOPEHHOCTH mOTpefuTededl KavecTsoM  yeIyr u
YCAOBHHA 00CAyKHBAHASA,
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YIOK 001.4:658.562.014 : 006.354 T59

Kalouepne caoBa: ychyra, ofecrieueHHe KayecTBa yCIyr, TeXHHYe-
CKHe JOKYMEHTEHl, IPOLeCcC TPeLOCTaBjAeHHA YCAYyId, CePBHCHAs Opra-
HU3ALHA, KOHTPO/Ib, IPOBEPKa
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rOCYAAPCTBEHHBIA CTAHIAPT POCCHACKON GEIEPAULHH

Mopear ofiecnededMA KayecTsa ycayr

- Model for quality. assurance service

e e S
Hara peenenns 1995—01—0%

1 OBJIACTb NPHUMEHEHHA

Hacrosumii cTasfapT ycTaHaBJAHBA4eT OCHOBHHE TpefOBAaHHA K
cHcTemaM ~obecnedeHHss KauecTBa yCJyr B COOTBETCTBHH € MeXAyHa-
poaHsiMH crangapramn MCQ 9004.2,* 9002* u manpasien Ha obec-
neyeHHe  AOCTHMEeHHS HeoOXOJAHMOI0 KAadyecTBa  NPeN0CTaBIseMBIX
mrpeﬂmenm YCAYT.

Crangapt mpeIHasHAUEH IAS CEPTHNUKAIWHH CHCTEM KayecrBa ye-
JYT, 4. TAKHe OLUeHKH CHCTeM-KAYecTBa HA NPeLnpHATHAX, OKA3HBAalo-
IHX YCAYTH HACEJEHHIO,

2 ONPENEJIEHHA

B HacrosueMm crauzapre TPHMEHHIOT CASLYIOIIHe TePMHHB

Yeayra — pesyabTaT HenocpeACTBeHHOTO B3aWMOJAeHCTBHI HCHOJ-
HETeNs H noTpebuTend, a Takxke COGCTBeHHOH HeATeNLHOCTH HCTOJHH-
TeJA MO YAOBJAETBOPEHHI0 mOTpelHOCTH noTpefHTe M.

[Ipavevaswe— 1o OVEKQHOHANBHOMY HAIHAUEHHID YCAVIH, OKA3IWBAEMEE
HACeJsHHID, NMOJpA3lea0T Ha JABe IPYNIh:

— wmarepHaJbHEe yoayrd, ofecheudsanoiie BOCCTAHOBIEHHE (HaMeHeHue, co-
XpaHeHHe) oTpelHTeNbcKHX CBONCTE H3Aennid MAM H3rOTOEJEHHe HOBEIX H3JeaHil no
saKa3ly rpaxpian, a TaK¥e NepeB03KY TPY30B W J04cH, B yacthHooTH, K Mare-
pPHAJBHEM ycayraM MoryT GHTh oTHeceHbl OLITOBHE YCAYTH, CBA3IAHHHE C PEMOH-
TOM H H3rOTOBMEHHEM H3JAEAHH, KHIHIIHO-KOMMYHaJbHEIE YCJAYIH, YCAYTH o0uecT-
BENHOIO NHTAHHA, YCAYTH TPAHCOOPTA H T. A

* No mpavMoro RpHMEHEHNAS JBaHHAro 'il.n!t}"uéﬂ a B KAYeCTBE roCylapcTBEeHNHON
H I .
CTAHAADPTA pachpocTpaneHue ero ocyviectsangser BHHHEKHW

Hspanwe ofdmunansnoe
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— COUHAJLHO-KYJAbTYPHE® YCJIYDH, OOECleTHBalliie noAfepHa-
Hie H BOOCTAHOBJCHHE 3A0DOBbA, AYXOBHOE H (pUIWYECKOe DA3IBHTHE
JHUHOCTH, NOBHiLeHHe NpodeccHOHANBHOrO MacTepersa. B wacTHooTH,
K COUHANBHO-KYABTYDHEIM YCIYraM MOTYT ObITh "OTHECEHBI MeLHIHH-

CKHe VCAYTH, YCAYTH KYJAbTYDHL, TypH3IMa, o0pasoBaHHa H T. A

KayecmBo yCJayrH — COBOKYNHOCTL XAPAKTEPHCTHK YCJIYTH, Onpeie-
JADIIHX ee 'l:l'IﬂEDE.'IHDETL VAOBACTBOPATE YCTAHOBJAEHHEE HJAH npea-
noJiaraeMele MOTPeSHOCTH NOThelHTeN s,

CuereMma KauecTBa — COBOXYNHOCTL OQPraHH3AHOHHON CTPYKTYDHI,
OTBETCTBEHHOCTH, MPOIEAYDP, NPOUECCOB H PECypcoB, ofecneynsannias
ocyilecTBJaeHHe 0DIIEro pyKOBOACTBA KauecTROM.

ObcayxuBanie — ACATENBHOCTh HOIOTHHTENS NDH HeMoCpeAcTBeH-
HOM KOHTaKTe ¢ moTpefHTeJeM YAy,

[Torpebureas — rpaxaanan, ROAYUAKOUNH, 33aKa3bBAOMHA JAu60
MMEIOLIHIT HaMepeHHe MOJYHYHTh HJAH 34KA3aTh YCAYTH A8 JHUHBIX
HYK. .

CepmucHasi opranusamus  (HCHOAHHTENb VCAYTH) — Opennpustue,
OPraHi3alida, yupexiaeHie HAH rpasJaHdH-npe IpuHIMATEe/b, -OKA35 -
BAIOMNE YCIIYTH.

3 TPEBOBAHHSA K CHCTEME KAYECTBA YCI¥T

31 OTBeTCTBEHHOCTL PYKOBOACTBA

3.1.1 Hoauruka 8 obracru kayecrsa

PyxosoncTso  cepBHCHOH OpPranHsauMi [O/UKHO  ONpEleNHTh H
JAOKYMEHTANLHO O(OPMHTE NOJHTHKY B ofJacTH KauecTsa, MpelCTaB-
JHIOULYI0 3344494, OCHOBHLIE HATIPABACHHA M, LUENH CEePBHCHOH opraHd-
3aunu B ofaacTH gavyecria. PyKOBOACTRO CcepBHCHOH OpraHH3aimm,
KOTOPOR HECeT OTBETCTBEHHOCTH 3a MOJUTHKY B 00jactH  KavecTra,
Ao KED obecnedyuTh ee PasbACHeHHe W JOBEASHHE N0 BCeX ch:,rH'ﬂrp
HBIX noApasieneHiid i paboTHHKOB IIPeAnpHATHS,

OTBeTCTBEHHOCTD 38 DOJHTHKY B OGJACTH KAUCCTBA HCCET PYKOBO-
AUTEAB.

Mpumeganue— Moantika cepexcHofl  Opraukzansil B o0Ja0TH  Ka9ecTDa
YOAYT AOAMHA OWTb HanpapieHa Ha Peansaldio  clienyioliliy OCHORHEX  3agaw
VIOBAETHOPEHHE HOTPeONTEAn © TOUKH speHus NpodeccHolanbiWX CTEHAAPTOR H
YTHKH, HelpepuiBlioe NOBWINEHHE KAYBCTBA YoayrH, yduer TtpeGopasufl obuiectpa
M 3AIHTH okpywaiomedl cpogn, 3pekTinHoCTE NpejocTaBAeHHA  YCAYIH.

3.1.2 Opeanusayus pafioTsl no KauecTay -

3.1'2.1 TlosnHomMoOuns H OTBETCTBEHHOCTh

B cucreme KavecTsa JOJHHBI DbITE YETKO OITPELCIIEH B Hﬂ.i'IHm-!ﬂ‘
HITH, OTBeTCTBEHHOCTE H EEHHM{]I,E[EFI-ETEHE BCCTO NeploHaJga CepBHCe-
HO| OPramu3aiuy, OCYHIECTBAMIONIEN0 PyKOBOACTB0, HCNOAHERHE yCayT
2
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¥ KOHTDOMDL AEATENBHOCTH, BIHSIOLIEH HA KAuECTBO YCIyT. 310, B
43CTHOCTH, OTHOCHTCH K OOCAyXKHBAIOULEMY mepCcoHAaTy, AefTeNBHOCTD
KOTOpPOrQ CBA3aHa C:

1} BEIAB/EHHEM H perucrpamucH nperenauii, xanob, peKkaAaMalui
€0 CTOPOHH MOTpeOATENeH YOIYT; . '

2) . npoBeLeHHEM MepOTpPAUTHH, HapPaBNCHHBIX Ha HX yCTpaHeHHe
W npesyipeKieHHe,

3) nposepkoil BHIMOJHEHHS PCLIEHHH.

Ias gocTixenus uened B 00JacTH KAueCcTBa PYKOBOAMTENb JOJ-
WEH CO3NAThH CTPYKTYPY CHCTEMBI JJA 3K THBHOTO Y I1P aBJCHHS.

3.1.2.2 Cpeactsa KOHTPOJA (rpoBepkH) H NEPCoHad

Cepepuciiass OPraHH3alHa JOMKHA onpefeadTp TpeGoBanHi K BHYT-
peHuel mpoBepKe KawecTsd HCDOJIHEHHA yeayr, ofecmeunTs HEOOGXO-
AHMEIMH CPEACTBAMH KOHTPOJS {npoBepKH) M HA3HAUNTH CHelUHalb-
Ho oOyYeHHBIX COTPYAHHKOB IR €€ MPOBRELCHNT.

[Tposepka MOANKHA BKIIOUATh KOHTPOJIE, OILEHKY M PETYAHpOBAHNE
NPOLECCOos HCMOMTHEHHS yCayr mpH NPOEKTHPOBAHUH (MOpe/ U pPOBAHNH),
MPOH3BOACTBE H OOCIyKHBaHHH norpeGuTend. IlpoBeprn CHCTEMbBL Ka-
4eCcTBa MPOILECCOB HOMOJIHEHHA YCIAYT HilH De3yabrdra VCJAYTH OJIKEH
IPOBOAHTE TTEPCOHA, HE OTBETCTBEHHHI 32 BHHNOJHEHIE padoT.

3.1.2.3 [MpegcraBHTedb PYKOBOACTEE

OTBeTCTEEHHOCTDL 48 HajJexalee BLIIOTHEHAT Tpe(oBautn, ycTa-.
HOBJCHHBIX HACTOALUNM CTAHAAPTOM, H COOTBETCTRYIOUIHE MOJAHOMOYHSA
B opraHusauuy paboThl 110 KAHECTBY AOMMHBL OBITE  BO3JONEHH Ha
npeAcTaBHTENA PYKOBOACTEA He3aBHCHMO OT APYIHX BO3JOMEHHBIX Ha

HErO of0s3aHHOCTEH.

3.1.3 Anaaus QYHKYUOHUPOBARUSR CUCTEMDI KauecTea o CTOPOHbI
pykosodersa '

CucTeMy KauecTsa, paspaboTaniyio B COOTBETCTBHM € TpeboBa-
svsmMi Hacroswero crakaapra n MG HCO 9004.2, poamHo NepHoiH-
yecKH allaJH3upoBaTh PYKOBOACTED CepPBHCHO OpraiH3auiy aas Toro,
yTa6L MOMKHO OBLIO yOEAHTHCA, UTO OHA YAOBJISTLOPSET YCTAHOBAGHHEIM
rpeGoBanuaM ¥ 3(pexTHBHA. PesyabTaTkl nojoffHBIX  aHaJIH30B HC-
HOAL3YIOT A TIOATBEPHCACHHS ROCTHAEHHT rpefyemMoro xayecrna H
#OEKTHBHOCTH QYHKIHOHPOBANHA cnereMst (cm. 3.14).

[IpapMeyadie— Aunanus, DNPOBOAHMEER pPYKOBOLCTHOM, ofWYHO  BEAOYAET
uHeHKY pesyJbTaToR BHYTPEHHHX fpoBepoK, MPOBULHMEX HEQOCPEACTHEHND DYRDL '
BOACTBOM HJAH NpeACTABHTENEM DPYKOBOLCTBE, oTBETCTEEHHBIM 33  (QYUKIHOHHPO-
BavMe CHCTEMLL i

392 HokyMmeHTaapHoe odopMAeHHEe CHELEmD K a-
yecTBa
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3.2.1 CepeucHas OpraHHsalMs AOJMKHa pa3pafoTaTe H NOLAEPHN-
BaTe B pafoueM COCTOAHHH JOKYMEHTAJLHO O(QOPMJACHUYIO CHCTCMY
KayecTBa, ofecnevHBalolly0 COOTBETCTBHE OKa3bIBAEMOH YCIyTH yCTa-
HOBJEHHHEM TPeGOBEHHIM, 3TO BKJIIOTAET Caeiylouee:

a) MOANOTOBKY JAOKYMEHTAJABHO O(OPMICHHEIX MpoLeLyp ynpasJe-
HHSL KAUeCTBOM B COOTBETCTBHH € TPeOOBAHMAMH 'HACTOALLETO CTaH-
napra;

6) sppexTHBHOE MPHMeHeHHe JOKYMEHTHPOBAHHHIX ' MpOlEILyp H
HHCTPYKIHH CHCTEMB KauecTsa.

Mpuseuanye—CoOTBETCTEHE CHCTEMB KauecTBa YCTAHOBAGHHLIM Tpeloda-

puAM ofecTieqHBaeTeR:

a} HaJMuHeM NAaHOoB W PYKOBOJCTBA TIO KayecTey, -

6) onpepeaeHHesm W npHobpeTeHHeM HeoOXOAHMOTO KOHTDOABHO-HIMEPHTEABHOIO
H TexHodorH4eckoro ofOpYAOBAHMA, TEXHOAOMHUECKOH OCHACTER, MaTepHaILHEIX Do

cypeos o NoAGopoM KBanddHIMPOBAHHWX Kaipos Anf ofecnedenus  Tpebyemoro
KayecTBa YOAYT, .

B) ompeAenenneM NPHEMJEMBIX CTAHAZPTOB  C TOYKH 3DEHUN  33M0MEHHHX B
HHX MokasaTedefi w TpeGopaunil, BKMOUas TpeGORaHHA, colepmalive cylbexTHRHLIA
anevenT (COMNHOJOTHUECKAs OLEHKA YAOBNETBOPEHHOCTH NOTPeOHTENd  KadecThuM

CJAVIH); _
d }r} }crﬁpn:neqeuue:m CODTBETCTBHA  TPONECCOD  [POEKTHPOBAHHA,  HPEeoCTan.Ie-
HHH YCJAYTH H KOHTPOARA TpEﬁDBﬂH}IﬂH AOKYMEeHTAlLHH,

A) NOArOTORKON oTyeTos mo Kauectsy (em. 3.15).

3.3 Baanmogaeicrsue ¢ norpedurenem

DdpdekTHRHOe B3aHMOACCTBHE ¢ NOTPefHTENeM BKIIOUACT HHPOP-
MALHIO O

— XapakTepucTHKe yciayrd, ee obaactu AeATEIbHOCTH, AOCTYNHOC-
TH H @aTpatax BpeMelH Ha ee NPefloCTaRJcHieE, -

— OMHLACMOR CTOHMOCTH YCIYTH,

— B3AHMOCBA3H MexJy KayecTBOM yCJAYyrd, YCROBHAMH e npelu-
CTABAEHHA H CTOHMOCT B,

— pO3MOXKHOCTH BAHAHHA notpebuTefed HA KayeCTBO - VOJIYIH;

— aJeKBATHLEIX H JerKOJAOCTYNMHBIX CpeicTBax Aaf 3(peKkTHBHOM
obuLeHHS,

— BO3MOMKHOCTH NOJYUEHHS OLEHKH KavdecTBa yCIyTH noTpeduTe-
JIeM,

— YCTAHOBJEHHN B3AHMOOCBASH MeHULY MpeiOKEHHOR YCenyron H
pealibHbIMH N0oTpefHOCTAMH noTpebuTes.

3.4 Mpoueanyps pazpaboTku, BeleHHs H obecne-
qeHHy AOKYyMeHTauwHe#H -

CepBHeHas OPraHH3amis AOJMHA yCTAHOBHTL [IPOLELyphl paspa-
GOTKH, VTBEDPIKLEHHS, BeleHHs H ofecnedeHHa BCEMH JOKyMenTaMmil H
JAHHBIMH, OTHOCSHUIAMIICA K CHCTEME.

JokyMentauus Ao/DKHA ObITh pacCMOTpeHa H YTBepiKAeHa f0daHO-
MOYHLIM JAIOM JO ee BBEeAeHHA B JeHCTBHE,

4
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Bee cocTapasiouise, TpeGOBAHHS H MOJNONKEHHA CHCTEMBI KAYECTBA,
TNPHHATBIE CePBUCHOH OPraHH3duHed, NOMMKHE  OHTH CHCTEMATHUCCKH
H- ylIOPAOLOUEHHO AOKYMEHTHDOBAHBI B BHAE MJaHOB, METOILHK, CTaH-
AAPTOR NMPEANpHATHH, HHCTPYKUHE H NpOTOKOJIOB,

CepsucHas opraHnsanus JOJMHA YCTAHOBHTh H (TOJLEDIKHSATL B
pabouem COCTOSHHH TPOUELYPH BEICHHA BCEX HEOOXOAHMLIX HOKY-
MEHTOB H (popM, GaHKa JaHHHX, OTHOCALMXCA K TpefOBIHMAM HACTOA-
mero crangapra. Takue TpeGoBaHMA JOIKHE O0eCNeYHBATH:

a) NpenocTaBJAeHHE NOKYMEHTOB Ha BCE DPOH3IBOLCTBEHILIE yuacT-
KH, nae BHIMOIHAIOTCHT paboTh, ofecneunsBamlrHe sbhesTnrroe drwvii-
HOHHpOBAHKHe CHCTEMEl KAYECTRA,

6) cBOEBPEMeHHOE HIBATHE yCTAPERINEH JAOKYMEHTAUMN:

B) BKJIOUEHHe H3IMEHeHHWHA B JOKyMeHTauWio (ee akTyannsauus).

Caeayer paspafoTaTe OCHOBHOH TepeyeHE MPOUEAYD, Onpelesisi-
U[HX MOPSAI0K MOCTOAHAOIO TMIEPecMOTPa TOKYMEHTOR.

3.0 Matepuansno-TeXHHYECKOe ofeCNeueHHe Ka-
YeCTBA YyCAYTD - _

3.5.1 CepsrcHas opraHMzauMs A0MKHA OGECIEUHTL COOTBETCTBHE
YCTAHOBAEHHLIM TpefOBaHMAM NPpHOQPETaeMOH €10 MPOAYKUMH (MaTe-
PHAJOB, KOMMICKTYIOUMX H3geaudt, ofopyloBaHHsA, HHCTPYMEHTA)
HIH - yeayr, HeoOXOAHMBIX /st OCYILEeCTBACHHA NPON3IBOLCTBOHION
AeqgTelHHOCTH.

3.50.2 CepBHcHas OPraHH3auMd JA0JKHA BBEGHPATH NOCTABIIHKOB
HeoOX0AHMON NPONAYKUMH Ha OCHOBe HX cnocobHOCTH VAOBJETBOPHTH
VCTAHOBJIHHBIM B CHCTeMe TpeGoBaHMAM, BKAOuas TpeGoBanys K
KayecTsy. CepBHCHaA OPradusalHs JOJMHA OGPEISTATE H BECTH poerit-
CTPAUHIO VAOBJETEOPAIOLINX €€ {I0CTABUIHKOR. |

3.5.3 Cucrema xauectsa JOJKHA NPEAYCMATPHBATL MATCPHAIBIO-
TeXHHYECKOe obecnedcine CepBHCHOW oprasuaalliin (HCnOSHITC " Vo
JYTH) BCeMH HeOOXOAHMBIMM pecypcami (MaTepHamaMmMu, -KOMILICKTYIO-
HIHMH  H3LEMHAMH, o60pyaoBaHueM, HHCTPpYMEHTaMH H 4D.)

3.5.4 CeppiicHas OpPraHn3auks AOMKHA YCTAHABIAHBATL M IOAICD-
AHBATL B PAbOYEM COCTOAHMH HPOLEAYPH NPOBEPKH M XpaneHus
MATEPHANIOB W H3/e/JHH, NPELOCTaBAAEMBIX efl moTpebuTeneM (3akas-
UHKOM) .

3.5.5 Horopopsl ma mMOCTAaBKY MPOAVKUHH HAH OKA3AHHE YCayT
AOMIKHBL COACPKATH TOYHOE ONHCAHHE 3AKA3AHHOW NPOLYKUMH M
MOJIyyaeMblX yCayr, BKAOYan:

1) HauMeHOBaHWE NPOLYKIHH HJIH, YCAYTH, THI, BHA, MOJeh,
K#AACe, COPT HAM APYTYI0 TOUHYIO HHPOPMALHIO; | |

2) HOpMaTHBHEIE H TeXHHYECKHE JOKYMEHTHI (TeXHHYECKHEe YCa0-
BHA, TEXHHUESCKOE OIMCaHHe, uepTexcH, TpeboBaHH K TeXHOJOrHYeC-

5
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KOMY -POILeCcCY, HHCTPYKIHH TTO KOHTPOJIO H APYTHe COOTBETCTBYIOUIHE
HCXOAHBIC JanHble, BRA0uas TpeboBaHHA K anpobauuy).

3.5.6 CepsBuchnag oOpraHusauusis IOKHA OOYLUECTBJATH BXOJHOH
KOHTDPOJIb NOCTYNAIONIHX KOMILIEKTYIOIIHX H3JeJMHH, MaTepHaJa0oB H
nony(pabpHKATOB, a TaKMKe KOHTPOJb KayecTBa YCJYr CTOPOHHHX Op-
rAHHIATLHI.

3.5.7 Cepnucnas OpraHu3auns {I0JKHA yCT4HABJAHBAaTh H obecne-
YHRATH TPOUBAYPH HPOBEPKH H XPaHEHHA MAaTepHaJoB M H3AEIHH
norpefurens yeayr, Bce coayuad norepu MaTtepdanos H H3jeNHH, Ha-
‘HeCeHH$i yilep0a HIH 'HeIPHMOAHOCTH MX K HONOJAB30OBAHHIO JOJKHH
fhiTh 3apPETHCTPHPOBAHEL, a NOTpeOHTeNb NpOoHHGOPMHPOBAH 06
ITOM.

36 UnentTudurkauyfis BHUOAHEHHH X YCIAYr H HX
PeE3ynbTAaTOB

CEPEHEHEH OpPraHusalHid, B cayiae HeoOXOLHMOCTH, HOJIKHA yeTa-
HABRJIHBATE H HDIUELHP}HHBHTB B pﬂﬁﬂ-‘lE:M COCTOAHHH METOAL HICHTH-
grikaigiy  (HanpuMmep MAapKHPOBKOH H ITHKeTHPOBAHHEM ) HIAEJHI,
MAaTEPHAJOB, KOMINIEKTYIOUHX HM3AeJHH, Pe3yabTaToB BhOJHEHHOH yC-
JYrH, a TaK¥Ke TEeXHHHeCKOH H TeXHOJOMHYEeCKOH NOKYMeHTAalHH (KBH-
TaHIHH, HAPs,Ibl, NacHOpTa 3aKA30B H T, [.) Ha HHX, o0ecHeyHBaAKLIHX
MPOCAEHHBAEMOCTL  HOMONLIOBAHHA HAH MECTOHAXOMNIEHHA JAHHOTO
o0BeKTa ¢ UeNbl BHIABASHHA, HANPHMED, BOIMOXKHBIX TPHYHH Opaxa.
HMupenrudmkauna HeoOXoAHMAa Ha BCEX 3Tanax NPeIOCTABACHHA
VCIYIH.

37 ¥Vmpanaetnne npoileccamMmH

3.7.1 CeppucHas OPraHHsalus AOJKHA ONPELEINTh, cﬂﬂa-HHpuEaTL
H oOecnevyHTh BbUIGIHEHHe NMPOHIBOACTBEHHHIX NPOLECCOB TPeLOCTas-
JeHHf YCJIYTH B YNPAaBJASeMBX YCIOBHAX., YOpPaslIfaeMble yCJIOBHE
AOJEHHBL BEJAOYATE CASAYIOUee: '

1) agoxymenrupoBanHele pabGoylde HHCTPYKUHH, oONpeledslomne
criocoOp NPOHIBOACTBA (TEXHOJOIHH) OOCHYXKHBaHHA, HCIOJIb30BAHHE
HOAXOASUIETO NMPOHIBOACTEEHHONO 00ODYIOBAHHA H NMPOH3BOACTBEHHOM
Cpejbl, (COOTBETCTBHE CTAHAAPTaM M IporpaMMam KduyecTna;

2) peryduposaHde H yIIPaBJEeHHE [TPOUECCAMH NPEIOCTABJEHHA
¥ CITY T, '

3) yTeep:KIeHHe npotecca okasaHua ycayrs d BuCop obGopymosa-
HHA, €CTH B STOM eCTh 'HeoOXOAHMOCTh;

4) KPHTEPHH paboTH, KOTOPLIE JOKHE OHTb OITpe/leJICHH B BHIE

CTARLAPTOB MM Ha OCHOBE MpeACTABUTEABHBIX BHCOPOK.

3.7.2 Tlposepky KauecTBa YCJYTH H [TpOUECca €€ MPeqocTaB/aeHHA
CAeAVeT NPOBOAHTL HA COOTBETCTRMe 00fA3aTe]bHHEM TpeOOBaHHUAM
HOPMATHBHWX MNOKYMEHTOB, NapaMerpam TexXHHUeCKOro ONHCaHug H
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TeXHOJOTHH HCTOJHeHHA ycayrd. B xone xonTpons kauwectsa caenyer
MOAFOTABAHBATE H HCMNOJL30BATh JaHHble Mo sTamaM ofCaAyKUBAHHA,
NPOBEPKaM KAUeCTBA, KanofaM M pexkaamauusm norpeGuTens, peay:
JALTATAM COUHO/JOMHYECKOro Snpoca.

3.7.3 HeobGxoaumo onpenesnTs KOHTPOALHBE TOUKH OCHOBHHIX 9Td-
'TMOB TPOUSCCA TPEAOCTABAEHHA YCAYIH, KOTOPHIE MOJJeXAaT NpoBepKe
H KOHTPOJKY, H METOAbI KOHTPOMA (NPOBEPKH) B 3aBHCHMOCTH OT BHAA
YCAyrH, opragi3auiHOHHON CTPYKTYPH IPeNNPHATHS, BAMHOCTH Xapax-
CTEPHCTHKH H CIOMHOCTH KOHTPOJA  (NMPOBEPKM) Ha JaHHOM 3Tane,

3.74 Tlpu yeranosjenun OTKIOHEHHH B npouecce NPELOCTABICHHSA
VCAYTH AOVIKHBE OBITh NPHHATLL MePhHl, HATPABJCHHLIE HA €r0 KOppex-
THPOBKY.

[IporpaMma Ka4yecTBa WM AOKYMEHTHPOBAHHBIE TPONELYPH OKOM-
YATEJNBHONO KOHTPOMA H HONBLITAHHA AOGDKHL BPeayCMATPHBATH, ITOOH
BCE BHIH KOHTPOJsS (MPOBEPKH), BKAOUAR CrEUHAJLABE, NOJHOCTHIO
MPOBOANTHCE MGe MPH NpHEMKe, JHOO B Npoliecce NPOH3BOACTBA, 4
pe3yabTaThl YIOBIACTBOPSIH npeAbsBAaeMEM TPCOOBAHHAM.

CeppucHAs OprauH3alHs JOMKHA TNPOBOLAHTE OKOHUATEbHbI
KOHTPOAL (NpOBepKy) B COOTBETCTBHH ¢ WPOrpaMMOR KauecTsa MM
- AOKYMEHTHPOBAHHBIMH [POUEAYPAMH € UeAbI0 AOKa3ATENBCTBA COOT-
RETCTEHSA VCAYTH yCTAHOBJEHHLIM TPeOOBAHHAM.

3.7.5 Ilas crneuma sHBIX npm[eema IpH OKZIAHHH YCAYT, Pesy.b-
TAThl KOTOPHIX HEJBL3A B TOJHOH CTeMeHH FNPOBEPHTh NOCHeIVIOUINM -
KOHTpoJieM (HanpHMep MOPaJbHO-IICHXOJOrHUECKoe, (H3IHYecKoe co-
CTOAHHE nNOoTPpeOHTEJNs B Pe3V/AbTATe B3aUMOJAeHCTBHA HCNOJHHTENs H
noTpebuTens; OTKIOHEHHEe XJPAKTepHCTHK yoayri ot  TpeGoBanui
noTpebHTeAR ), Pe3yALTATH MOryT OLITb OUEHEHBI KOCBEHHBIMH METO-
aamu, [Ipu smom texecopdpaszto npeayeMarpuBaTh HAuGOACe NOAHBINA
00BeM TPOMHHIAKTHISCKHX MEPONPHATHH H OCYVUIECTBAATH KOHTPOJb
33 HX TPOBELSHHEM.

38 KoHTpOAbL # OUCHKA KavecT®Ba VCAYIH

3.8.1 Cepsucuas oprannzanus ofszaua:

) mpoBEpATH H HACHTHHHUHPORATE VCAYTY B COOTBETCTRHH C 40-
KYMEHTHPOBAHHLEIMH TIDOLEAYPaMH;

2} ycTaHaBAMBATL (COOTBETCTBHE VCIYTH OnpeaefeniuiM rTpebopa-,
HHAM € TOMOUIBLIO METOADB PeryJHPOBaHuA TeXHOJAOrHYRCKHX mpoiec-
COB H ITPOIECCOB YIIDABIEHHA,

3) ofecneunTh CAMOKOHTDPOJb [EPCOHANA, TPEAOCTABRJAAIOLIErD
ycﬁyry;tuu{cncTaﬂﬁywmuacTh npoilecca KOHTPOJS;

4) obecneudATs NMPHOPHTET HﬂTpEﬁHTEﬂH B 'OIEHKE Ka4yecTBa yoayr,

5) BBECTH MPaKTHKY peryapHofi ONHEHKH CTeneHH YAOBIETBOpEH-

HOCTH NOTpefuTesa yeayr nyTeM NPOBELOHHS COUHOJOIHUECKHX OIpO-
coB.
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