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FrOCYJZAPCTBEHHbBIR CTARIZAPT POCCHACKONA $EAEPALIUH
0

Moaeas obecneuenwst KauecTBa ycJayr

Model for quality assurance service

Hata BBepennsa 1995—01—0F

e

1 OBJACTH IPUMEHEHNUA

Hacrosuguit ¢TaHfapT yCTaHaBJHBAeT OCHOBHBIE TPeOOBAHHS K
CHCTeMaM ofbecneyeHHs] KauyecTBa YCJAYr' B COOTBETCTBUU € MeXAVHA-
poausrMH crapgapramMu MCQ 9004.2,* 9002*'u nHanpaBaeH Ha obec-
neyeHue JOCTHXKEHUS HeoOXOAUMOro KauyecTBa MNpPeLOCTaABJsIeMBIX:
MOTPeBUTETIO YCJIYT.

Crangaprt mpeAHasHaueH IJs CepTUDUKAUHHM CHCTEM 'KAyecTBa yC-
JYyr, a.Takxke OLUEeHKH CHCTeM KayecTBa Ha MNpPeJNnpUATHSAX, OKa3hBalo-
IUX YCAYTH HACEJEHHIO.

2 ONNPEAEJEHHUA

B HacrosieM craHiapTe OPpUMEHSIOT CAeAyIol(Me TEPMHHBI

Ycayra — pe3yJssTaT HelOCPEeACTBOHHOINO B3aHMOAEHCTBUS HCITOJ-
HUTENS U [oTpebuTtelis, a TakxKe COOCTBEHHOH AesITeJbHOCTH HCHOJHH-
TeJIST M0 yAOBJETBOPEHHIO NOTPeOHOCTH MOTpebHTEI.

[Ipumevanune—Jlo (yHKHHOHAALHOMY HA3HAUEHHIO YCAYrH, OKa3hBaeMhle
HaCeNeHuIo, NnoJpasaensaioT Ha ABe IPYIIN:

— MarTepHaJsbHBle YCaAyrd, obeclleyMBalOllHe BOCCTAHOBJIeHHe (U3MEHEHHe, CO-
XpPaHEHHE) NOTPEOHTENLCKUX CBONMCTB H3JAEJHH HJIH H3rOTOBJACHHE HOBBIX H3JAEGJNHH 1O
3aKa3dy rpaxnuaH, a TaKxXe HNepeBO3KYy TPy30B ¥ JwoJeH, DB uwactHocTH, K Marte-
pHaJMbHBIM yCJayraMm MOryT ObITh OTHECEHBI ObITOBBIE YCJAYTH, CBSi3aHHble C PEMOH:
TOM K H3IOTOBJICHHEM H3JeJHH, XHJAKIIHO-KOMMYHaJbHble YCJYIH, ycayrd ooOIect-
BEHHOrO NHUTAHHA, YCJAYTH TpaHCMOpPTa H T. .

* [lo npsMOro HpUMEHeHHMs NAHHOFO AOKYMEHTa B KauecTBe Tocy1apCTBEHHOro
CTAHAApTa pacnpocTpaHeHue ero ocymectsaser BHUMUKMN.

HM3ganue opunnaabnHoe
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— COLLHAJbHO-KYyJbTYypHBIE YCJAYyrH, OfecnevyHBalolliyie NOALEPHa-
HHe W BOOCTAHOBJIEHHE 3AO0POBbA, AYXOBHOEe U (PU3HUECKOE Da3BHTHE
JIMYHOCTH, TOBBIILICHUE NPO{PECCHOHAJbHOIO0 MacTepcrTBa. B uwacTHocTH,
K COUMAJbHO-KYJBTYPHBIM yCJAyram MOryT ObITb OTHECEHbl MeJHUI[HH-
CKHe YCJHYTH, YCJAYTrd KyJAbTypH, TypU3Ma, oODa30BaAHUSI H T. A.

KayecTBo yCJyrd — COBOKYIHOCTh XapaKTEPUCTHK YCJAYyTH, onpeje-
JSIOIIHX €€ CMOCOOHOCTh YAOBJIETBOPATH yCTAHOBJAEHHBIE HJAH Npe-
noJaraeMble nMOTPeOHOCTH MOTPeOHTEN .

Cucrema KayecTBa — COBOKYNHOCTh QPraHU3aLUOHHOH CTPYKTYDHI,
OTBETCTBEHHOCTH, HPOIEAYP, MPOUECCOB H pecypcos, obecrneynsarouiasd
OCYyILeCTBAEHHe 00illero pyKOBOACTBA KadeCTBOM.

O6CayKUBaHHe — AEATENbHOCTDL UCIOJHUTEJSI NPH HENOCpeACTBeH-
HOM KOHTaKTe ¢ moTpeOHTeseM YCJaYIU.

[Torpebutens — rpaxkKylaHdl, NOAYUYAIOIINK, 34Ka3biBAWMHUH aubo
HUMeIoLIUN HaMepeHHUe IMNOoJYUYUTh WM 3aKasaTh YCJAYIH A5 JHYHBIX
HY K.

CepBHUCHAsl oOprauuzaiusi (UCMNOJHUTENb YCAYFH) — NPENnpHsITHE,
OpraHu3auus, yuypexkaeHue HJAU IPaKIaHAH-MPeANPHHUMATENb, OKa3bl-
BaIOIIHE YCJYTH.

3 TPEBOBAHHUSA K CUCTEME KAYECTBA YCJYTL

3.1 OTBEeTCTBEeHHOCTL PVKOBOJACTB A
3.1.1 Hoauruxka e obracru Kauecrsa

PykoBOACTBO CEPBHCHOH OPraHH3aUMH JOJKHO OMNPEIEJHTL H
NOKyMeHTaAbHO OQOPMUTh NOJUTHKY B o6JjJacTd KayecrBa, HpPeACTaB-
JIAIOMIYIO 3a4a4H, OCHOBHBIC HANPABJICHUA Y 1{CJAH CEPBUCHOW OpraHg-
3allHU B 006sa2CTH kKauecTBa. PyKOBOJACTEO CepBHCHOH OpPraHU34lHY,
KOTODOE HeCeT OTBETCTBEHHOCTb 3a IMOJHUTHKY B 006J1aCTH KauvyecTBna,
JOJIXKHO OoOecneyuTh e€e pa3bsCHEHHe W JOBedeHHUé N0 BCEX CTPYKTYD-
HblX MOAPA3ACJCHUH M PAOOTHIIKOB IIPEANPHUATHSI.

OTBETCTBEHHOCTb 3a {IOJIMTUKY B O0JIACTH KAa4yCCTBA HECET PYyKOBO-
JHTEb.

[Ipumevanuc-—IloauTnka cepeuCHON oprauuzanun B o0sacTH  KadecTna
YOIVE 30JKHA Ob1b HamnpapJieda Ha peadH3aiyio ciaeJVIOHIHX OCHOBHBIX  334a4:
v.10BJASTROPeHUe HoTpefuTreds ¢ TOUKH 3peHuA NpodecCUOHANBHLIX CTAHAAPTOR H
3THKH, HellpepbiBlioe TMOBLIIEHME KauyeCTBa yCAyrd, yueT TpebosaHuH ofmecTna
M 3alHTHl OKpyXawiue#d cpelis, 3¢GMHEKTHBHOCTL NpPeNOCTaBJEHHUS YCJYTH.

3.1.2 Opeanuzayus paboTsbl 10 KA4CCTBY

3.1.2.1 llonnomounss U OTBETCTBEHHOCTD

B cucreme kKauecTBa JOJXKHBI OBbITh YETKO ONPEACJeHbl NOJHOMO-
4N, OTBETCTBEHHOCTh H B3aUMOIACUCTBHE BCENO IepcoHaJ/a CepBHC-
HOW OpraHH3auuH, OCYIECTBIAIOIENO PYKOBOACTBO, UCIONHEHHE YCJAYT
2
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# KOHTPOJb AEATEJBLHOCTH, BJAUSIIOIIEH HA KaAuyecTBO yCaAyr., 3TO, B
JACTHOCTH, OTHOCHTCS K OOCJAY:KHBAIWOLIEMY MNEPCOHAJY, AesTeJbHOCTh
KOTOPOro CBsI3aHa C:

1) BBHIABJIEHHEM W perucTpamucii nperensuil, xanob, peknaMalHl
€O CTOPOHHI MOTPEOUTEJIEH YCJYT,

2) npoBedeHUeM MepPONPAUTHH, HANPABJCHHBIX HA UX YCTPaHEHHE
H npeaynpexieHue;

3) NPOBEPKOH BLIMOJJHEHHS PElLICHHUH.

Jlast DOCTHXKEHHs meneHd B 006/1aCTH KAyeCrBa pPyKOBOJAUTENb HNOJ-
WeH CO3MaTh CTPYKTYPY CHCTEMBI AJsi 3(QPEeKTHUBHOTO ylpaBJaeHHS.

3.1.2.2 CpencTBa KOHTPOJSL (IIPOBEPKH) U IepcoHall

CeppHcHass OpraHu3anus J0JKHA ONpeaensTh TpeGOBAHHS K BHYT-
peHHeH npPOBEPKe KauyecTBa IICIOJHEHUS ycayr, obedmeyunts Heolxo-
AUMBIMH CPEICTBAMH KOHTPOJIST (MPOBEPKH) ¥ HA3HAUUTL CHelHaJb-
HO 0OYYeHHBIX COTPYAHUKOB IJIs1 €€ NMPOBLASHUS.

[TpoBepxa MOJIKHA BKJAIOUATH KOHTPOJL, OIleHKY M PeryjiipoBaHUE
NPOLECCOB HCHOJIHEHHS YCHAYT APH TNPOEKTUPOBAHUM (MOAEIHPOBAHNHU),
ITPOU3BOACTBE U OOCaYKHUBAHUM noTpeburessa. IIPOBCPKM CHCTCMBI Ka-
4OCTBA NPOLECCOB HMCINOJIHEHUS YCJAYD UJHU pe3yabTarta YCJAYrH AOJXKEH
[IDOBOAUTDL NMepCoOHaJ, He OTBETCTBEHHBIH 34 BBINOJHEHHC pabor.

3.1.2.3 IipexcraBuTeib PYKOBOJACTBA

OTBeTCTBEHHOCTh 3a HajJexaluce BbLIIOJHeHHe TpeOfOBAHHMR, ycTa:
HOBJIEHHBIX HACTOSAIMUM CTAHAAPTOM, H COOTBETCTBYIOUIHE MOJHOMOYHUS
B opraHgsanuy paboThl MO KAueCTBYy MAOJXKHBLI OBITH BO3JIOXKEHL HAa
NPEACTABUTEST PYKOBOACTBA HE3aBUCHUMO OT APYIHUX BO3JIOXKEHHBIX Ha
Hero 00s3aHHOCTEN.

3 1.3 Araru3 QYHKLUORUPOBANUA CUCTEMB. KAUECTOA CO  CTOPOHDbL
1YKo8OOCTEA

CucreMy KayecTBa, pa3pabOTaHHyO B COOTBETCTBHM ¢ TpeboBa-
suaMy Hactosimero crangapra 1 MC HMCO 9004.2, noaxkilo nepuoiu-
YeCKH allaJiM3upoBaTh PYKOBOACTBO CEPBUCHOU Oprailludaiun Aas Toro,
yTOOLI MOMKHO ObIJIO YOeAUuThCS, UTO OHA YAOBJCTROPSAECT YCTAHOBIACHHLIM
TpeboBaHuAM U addexkruBHa. PesyabTtatel HOA00HLBIX aHAJU30B  HC-
OJIL3VIOT JJ5 NOATBEPKACHUS MOCTHXKEHHS TpcOyeMOro xayecrsa H
»POEKTHBHOCTH QYHKUUOHMPOBAHHUA cHCTeMbl (cM. 3.14).

[IpumMeuanne—AHaaus, NPOBOAUMBIH PYKOBOACTBOM, OOLYHO  BKJOYAET
JUEeHKY pe3yJbTaToOB BHYTPEHHHUX IIPOBEPOK, HPOBOAMMBIX HENOCPERCTBEHHO PYKO-

BOACTBOM HJH HNpeJACTAaBUTENEM PYKOBOACTBA, OTBETCTBEHHBIM 332 (QYUKIHOHHDO-
BaHHe CHCTEMH

32 lokyMeHTanpbHoe oDOoOpMJaeHHE CUCTEeMH Ka-
eCTBA

3
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3.2.1 CepBucHas opraHH3anust JOJKHA pa3paboraTs U NOALEPIKN-
BaTh B paboueM COCTOSIHHH JOKYMEHTAJABLHO O(OPMJACHHYID CHCTCMY
KayecTBa, o6ecneynBalollylo COOTBETCTBHE OKa3bIBAeMOH YCJAYrH yCTa-
HOBJEHHBIM TPEOOBEHHSIM. DTO BKJKOUACT claeqylollee:

a) TOANOTOBKY JAOKYMEHTAJbHO OQOPMJCHHBIX NPOUEAYP yhnpasJe-
HHS KAueCTBOM B COOTBETCTBHUH € TpeOOBaAHHSIMH 'HACTOSIIENO CTaH-
NapTa;

0) sdbdexTHBHOE NPUMEHEHHE JOKYMEHTHPOBAHHBIX TNPOUCAYpP H
WHCTDPYKILMH CHCTEMBl KauecTsa.

IIpumeuanyne—CooTBeTCTBHE CUCTEMBl KauecTBa YCTAaHOBJEHHhM TpeboBa-

HHAM obecneYnBaeTCs:
a) HaJuyMeMm IJIAHOB W DYKOBOJCTBa IO KauecTBY;
6) onpepdesienHev M IpHoOpeTeHHeM HeOOXOAHMOT0 KOHTPOJbHO-H3MEPHTENbHOLO

H TEXHOJOIHYecKoro o0O0DYAOBaHWs, TEXHOJOTHMYECKOH OCHACTKH, MaTeDHaJbHbX pe-
CYpPCOB H RoaGopoM KBaJAUGUUMPOBAHHLIX KaApoB Aas olecrnedeHus Tpebyemoio

KdayecTBa YCJAVYT;
B) OINpcAesieHHeM NPUeMJeMBIX CTaHAapTOB C _TOYKH 3DPEeHHUd 3aJ0XEHHHX B

HUX I[oKa3zaTeseli M TpebGoBaHui, BKAKUAsT TpeGoBaHUA, coAepxauide CYOBLEeKTHBHLIN
jJeveHT (collHoJOoTHUECKas OLEHKa YJAOBJETBODPEHHOCTH NOTpebUTENs] KayeCTROM

YyCJYTH) ;
r) obecneyenueM COOTBETCTBHA  IIPOLECCOB  IPOEKTHPOBaHHA, Hpenocias.ie-
HHUH }’CJIYFH H KOHTpUJIH TPBGOBHHHHM H.OKYMEHT&HHH;

1) TNOATOTOBKOH OTYeToB MO KauyecTBy (cm. 3 15),

3.3 BsauMojgencrBue ¢ norpedurenaem

D (peKTHRHOE B3aUMOACHCTBUE ¢ moTpebuTesaeM BKJIOYACT HHEPOP-
MaLHIo O:

— XapaxkTepUCTHKEe ycJayru, ee obJjaactu AesATENbHOCIH, AOCTYNHOC-
TH M 3aTparax BpeMeld Ha ee NpefocTaBJjcHue;

— QXKHIAaeMOH CTOUMOCTHU YCJYIH,

— B3aHMOCBS3U MEXJAY KadeCTBOM YyCJAYrHd, yCJAOBUSIMH €¢ MpPelo-

CTABJAEHHS H CTOUMOCT bIO;
— BO3MOXHOCTH BJHAHHST noTpebUTes el Ha KauyeCTBO  VCJIYILH;

— aJeKBATHLIX M JETKOAOCTYNHBIX CpPeACTBAX A5l 3PPEeKTUBHOTO

obL1IeHus;

~— BO3MOXHOCTH TOJIYUYCHHUS] OUCHKH KadecTBa yCAyrH notpedure-
JeM;

— YCTQHOBJICHUH B3aUMOCBSI3H MEXKAY MPedJOXKEHHOH VyCJAyroH i
peajbHbBIMU NOTPEeOHOCTAMH NOTpeduTeas.

34 [Ipouenyps paspaboTkKu, BEACHHUHSA H olOecCle-
qe€HHS AOKYyMEHTaUUeH

CepBucHasT opraHd3aius A0JIKHA YCTAHOBHTHL MPOUSAYDHI paspd-
OOTKH, yTBepKAECHHUA, BeJeHuss U obecneyeHuss BCEMH JOKYyMEHTAMH H
JAHHBIMH, OTHOCSIHIUMHUCS K CHCTEME.

JoryMenTanus noJxHa OblTb paCcCMOTpPeHa H yTBepxKAeHa HOoJAHO-
MOYHLIM JTHIIOM OO €€ BBeJeHHS B JACHCTBHE.

4
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Bce cocrapasiiomive, TpebOBaAHUS H [TOJIOKEHHS CHCTEMBl KadecTBa,
TMIPUHATbIE CEPBUCHON OPraHH3auHNeH, JOJKHBL OblTb CHCTEMATHYECKH
H YIOPSIOUEeHHO JOKYMEHTHPOBAHblI B BHJE I[JIaHOB, METONHK, CTaH-
AAPTOB NPEANPUSTHH, HHCTPYKUHH H NPOTOKOJIOB

CepBucHasi opraHusauus AOJKHA YCTAHOBHTh H (MOALEpPXKHSaThp B
paboueM COCTOSSHHHU TPOLELYPHl BeLeHHsS BCeX HEOOXOAUMBIX JOKY-
MEeHTOB U (popM, 6AHKA JAHHBIX, OTHOCSLUIUXCSH K TPeOOBaHUSIM HACTOA-
mero cranaapra. Takue tpeboBaHUS MAOJKHB 00€CIEYHBATD:

a) nperocTaBJeHue NOKYMRHTOB H2 BCE NPOU3BOACTBEHHbLIE ydacT-
KH, Iae BbIMOJHSIIOTCS paboThl, obecnedHBaplrue »p@ekTHBHOe (PyHK-
HAOHUDPOBAHHE CHCTEeMBl KauecTBa;

6) cBOEBpeMeHHOe H3bATHE yCTapeBUIed JOKYMEHTauWH;

B) BKJIOUEHHe U3MEHEHHH B JOKYMEHTAUHIO (ee aKTyaJH3alus)

Caenyer paspaboraTe OCHOBHOH nepeyeHp OpPoUEeLYyp, ONpPenenslo-
LUIHX MMOPSAOK NMOCTOSHAONO TMepecMoTpa JOKYMEHTOB.

3.0 MarepuanbHo-TeXHHUYECKOe ob6ecneyeHHe Ka-
yeCTBA YyICVyr

3.0.1 GepBucHass opraHusaunus JA0JKHA 00eCclneyuTs COOTBETCTBHE
VCTAHOBJIEHHBIM TpPeOOBAHUSAM NpHOQperaeMoOil el MPOAYKUHH (MaTe-
pHAaJOB, KOMIIIEKTYIOIIUX H3AeJaH#d, O0BG0pyLAOBaHUs, HICTPYMCHTA)
HJIK  yCAYr, HEOOXOAHMBIX JJs OCYLIECTBJACHHS NPOU3IBOJACTBCHLON
JesTTeJIbHOCTH,

3.0.2 CepBUCHAs OpPraHM3auus JOJXKHA BBIOUPATb IOCTABUIHKOB
HeoOXOAUMOH NMPOAYKIHH Ha OCHOBE HX CINOCOOHOCTH YJAOBJAETBCPATL
VCTAHOBJIEHHBIM B CHCTeMe TpeGOBAHUSM, BKJAouast TpcboBaHUS K
KayecTBy. CepBUCHas OpPraHU3dlUs JOJKHA ONPEAE/siTb U BECTH pPeri-
CTPAUNIO YIOBJICTROPAIOUINX €e IIOCTABUIHKOB

3.5.3 Cucrema xauecTBa [OJKHA APEAYCMAaTPUBATH MalCPlalbHO-
TeXHHYeCKOC olbecneyciiye CepBUCHOM OpraHu3atui (UCNOJHITCASI  yC
Jyru) BCeMH HEOOXOAHMMBIMH pecypcaMH (MaTepHaJaMH, ‘KOMITJICKTyY0-
IAMH  H3ZeNAHsIMH, OBGODYyAOBaHMEM, WHCTPYMEHTAMH H AD )

3.50.4 CeppHcHas opraHu3alusi AOJXKHA YCTAaHABJAUBATH M IOAIACD
XKUBATh B paboueMm COCTOSHUM OPOUEAYPHI NPOBEPKH H XPAaHEHUH
MaTepHaJOB ¥ H3JeJAHH, NPEAOCTABJAsIEMbIX ¢H NOoTpebHuTeseM (3aKas
UHKOM) .

3.0.0 Horopopel Ha nOCTaBKY MNPOAYKIHH HJIH OKA3aHHe yCJAyr
JOJOKHB COACPIKATH TOUHOE ONHCAHUE 3aKAa3AHUOH NPOAYKUMH KA
[FOJIydaeMbIX yCJyr, BKJIKOUES:

1) HauMeHOBaHWe NPOAYKUHH HJAH YCAYTd, THN, BHA, MOIEJb,
KAacC, COPT UJIH JAPYTYI0 TOYHYIO HHPOPMALHIO;

2) HOpMaTHBHBIE H TEXHHYECKHE JOKYMEHTHl (TEeXHHUYECKHE YCJI0-
BUSI, TEXHHUECKOE ONHCaHHe, uepTexH, TPpeOOBAaHHA K TEXHOJOrHYeC-

a
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KOMY mpoileccy, HHCTPYKUHKH IO KOHTPOJIO U ApYrue COOTBETCTBYIOLIHE
HCXOAHLIE JaHHBle, BKJOUYAast TpeGoBaHUA K anpobanuu).

3.0.0 CepBucHast OpraHusauMsd JMOOJKHA OCYIIeCTBJSATL BXOJHOH
KOHTPOJIb ITOCTYNAIOIUX KOMIUIEKTYIOUIMX H3AeJHH, MaTepHAJAOB H
moJay(pa0pUKaTOB, a TaK¥XKe KOHTPOJb KayecTBa ycCJAyr CTOPOHHHX Op-
raHu3auuH

3.0.7 CepBucHass oprawuzauus dOJXKHa YCTaHaBJAHBaThL H obecne-
YHBATh NPOLEAYPH HNPOBEPKH U XpaHEHHA MaTepHaJoB H H3JeJUH
oTpedurenass ycayr. Bee cJyyad norepu mMaTepUaaoB UM H3JeJdHH, Ha-
HECCHUS yulep6a HJM HENPUMOLHOCTH HX K HOMOJb30BAHHIO JOJKHHBE

CbITh 3apPCTHCTPHUPOBAHBI, a MMOTPEOHTEJNb NPOHHPOPMHPOBAH 0O
3TOM.

36 UneuTndPuKaUHPg BHNOJHEHHB X VyCAYyIr H HX
PE3yaAbTATOB

CepBUCHAsT Opranu3dalus, B cjayyae HeOOXOZUMOCTH, OOJXKHA yCTa-
HaRJUBATb U NOAACPXKHBATL B paboyeM COCTOSIHHU METOABI HIACHTH-
(pukauuyd (HalupyMmMep MAapKHPOBKOH H 3THKETHPOBAHHUECM) H3AECJHH,
MaTepuaJoB, KOMIJIEKTYIOUIHX H3JAEJHH, Pe3yJbTATOB BLIMOJHSHHOH yC-
JIVI'd, a TakKxKe TeXHHUECKOH U TEeXHOJONHUECKOH MJOKyMeHTauUuH (KBH-
TAHL MUY, Hapsiibl, MacnopTa 3aKa30B U T. A.) Ha HHUX, o0eclieyUBaAIOLIUX
IIpOCNeXXUBAeMOCTh HMCHOJB30OBAHUS HJIH MECTOHAXOXKAEHHUSA JHAaHHOIO
00BbeKTa ¢ Uesabl0 BLISIBACHUS, HAIIDUMEDP, BO3ZMOXKHBIX MPUYHH Opaka
HMpentudurkauusi HeoOXoayuMa Ha BCeX 3Tanax NMpeLOCTaBJGHUS
VCJTYI'Y.

3.7 YIpaBJeHHe mpoueccaMu

3.7.1 CepBucHasi opraHusaMs AOJI)KHA ONPENEJNUTH, CIIAHHPOBATH
i obecneynTh BLIICJHEHHe NPOU3BOACTBEHHBIX NpPOLECCOB MPEAOCTaB
JICHHS] yCJYyrd B YIPaBJAsSeMBIX YCJHOBHAX. YOpaBiasieMble YCJIOBHL
IOJKHB BKJOUAThL CJAEAyIoLiee:

) NOKYMEHTHPOBAaHHBle paboyue HHCTPYKUHH, OIpeleAsionne
CrIocofnLl MPOH3BOACTBA (TEXHOJOTMH) OOCAYyXHBAaHUS, HCMOJb30BAHHE
HOAXOASUICTO MPOU3BOACTBEHHOr0 Q0OPYMLOBAHUS U NPOH3BOLCTBEHHOM
cpebl, ICOOTBCTCTBHE CTAHAAPTAM H IIponpaMMam KauyecTsa,

2) peryJupoBaHMe M YyIpaBJeHHe MPOLECCAMH NPELOCTABJEHHUS
Y CJIYTH;

3) yTBEpXKAGHHE Npoliecca OKasaHHUs yCcayrd U BHEOp 060pYyHOBa-
HUSl, eCJH B 3TOM eCThb HeoOXOLUMOCTD;

4) xpuTepuH palboOTH, KOTOpPLle LOJXKHH ObLITh OmpeAeseHH B BHIE
CTAHJAapTOB HJIM HA OCHOBE MPEACTABUTENABHBIX BhICODOK.

3.7.2 TlpoBepKy KaueCTBa yCJAYrH H INpouecca ee mpeaoCTaBJAeHH
CJAeAYeT IIPOBOLUTb HA COOTBETCTBHe 00fA3aTeJbHHIM TpeOOBaHHAM
HOPMATUBHBIX JOKYMEHTOB, napamerpaM TEXHHUYECKONO ONHCAHHA H
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TeXHOJIOTHH HCTIOJIHEHHS1 yCeaAyru. B xone KOHTpoJisi KauecTBa CjaedyeT
MOArOTaBJAUBATL M WUCNOJB30BATH JaHHbIE IO 3TamaM OOCAYVKUBaHUA,
NpoBepKaM KauecTBa, XajobaM H pekJamMauuaM norpebHTesNss, Pedy-
JIETATaM COUHOJIOMHYECKOro Onpoca.

3.7.3 Heo6x01uM0O ONpenesuTs KOHTPOABHBIE TOUKH OCHOBHBIX 9Ta-
TOB IIpOLeCcCca MPeAOCTaABAEHUS YCJAyI'd, KOTOPbIe MOAJEkKAT TPOBEPKe
1 KOHTPOJIIO, ¥ METOALI KOHTPOJA (IIPOBEPKH) B 3aBHCHMOCTH OT BUAA
YCAYTH, OPraHU3aUHOHHON CTPYKTYPH NPCANPHUSTUS, BAXKHOCTH XapaK-
TEPHUCTHUKH H CJOKHOCTH KOHTpoJist (NpOBepKH) Ha JAaHHOM 3Tame.

3.74 Ilpu yCTAHOBJEHWH OTKJOHEHHH B npouecce NpeLOCTABJCHHS
VCAYTH AOJIXKHBL OBIThL NPUHSATH MEPHI, HAalIPaBJIEHHBIE HA er0 KODPPEK-
TWPOBKY.

[IporpamMa xayecTBa HJAM JOKYMEHTHPOBAHHBIE NPOUEAYPHI OKOH-
YyaTeJbHOMO KOHTPOJISA M HCMBITAHUH JOJKHBI IpefycMaTPHUBATh, YTOOHI
BCe BUABl KOHTPOJS (IMPOBEPKH), BKJIOUAS ClHeUHaJbHble, TOJHOCTBLIO
TPOBOAUNUCL anbO NPH npueMke, U0 B npolecce INPOHU3BOACTBRA, A
pe3yJbTaThl VAOBJAETBOPHAH HPEAbSBJASEMBIM TPeOOBAHUAM.

CepBUCHAS OPraHu3amus JOJMXKHA IPOBOAMTL OKOHYATEJbHbINH
KOHTPOJIL (IIpOBEPKY) B COOTBETCTBHU C NPOTpaMMOH KauyecTBa HJH
JOKYMEHTUPOBAHHBIMU MNPOUEAypaMid C UQJbI0 HOKZ3ATEJBCTBA COOT-
BETCTBHS YCAYIH YCTAHOBJICHHBIM TpeHOBAHUSAM.

3.7.0 Ilna cnenyasbHBIX NPOUECCOB TIPH OKA3AHUH YCJIVYT, Pe3yJib-
TAThl KOTOPHLIX HeJAb3d B MNOJHOU CTENEHU NPOBEPUTH NOCACAYIOUINM
KOHTpoJeM (Hanpumep MOpPaJibHO-ICHXOJOrHYeckoe, (QUINYECKoe CO-
CTOAHHE TnoTpebuTelis B pe3y/bTaTe B3aUMOACHCTBHA HCOOJHUTEAS H
MOTPEOUTENA; OTKJAOHEHHE XAPAKTEepHCTHK yCayrd OT TpeGoBanuH
TOTPeOHTeNST), PE3yJabTaThl MOTYT ObITb OI€HEHHl KOCBEHHBIMH METO-
aamu, Ilpu atom uenaecopOpazqo upeAycMaTpuBaTh Hau{OJACE NOJHBIN
o0beM NpOPUIAKTHUECKUX MEPONPUATHH H OCYILECTBJASATh KOHTPOJIb
3a UX I'POBEJLESHUEM.

3.8 KouTtpoar H OLEeHKA KauecTBa yCcJaAVIH

3.8.1 CepBucnas oprauusauus oHda3aHa:

[) mpoBepATs U MACHTHPUUHUPORATH YCAYTY B COOTBETCTBHH C LO-
KYMEHTHPOBAHHLIMU TIPOUEAYDPaAMH;

2) ycravaBauBaTb COOTBETCTBHE YCJAYIH ONpeAcJeHHHM TpcboBa-
HUAM C NOMOU[bIO METOMOB PEryJupOBAHUA TEXHOJOTHUYECKHX NpPOIiec-
COB H IPOILECCOB yNpaBlleHus;

3) oGecrneyuTh CAMOKOHTPOJIL TNepCcoHana, MPeRoCTaBJsonero
yCAYry, Kak COCTABHYIO YacCTb NPOiecca KOHTPOJIS,

4) obecrneyuTh, NPHOPHTET MOTpPeOUTENST B OLEHKe KAaycCTBa yCaAyT;

5) BBECTH MPAKTUKY pEryJasgpHOd ONCHKH CTeneHH yAOBJIETBOPCH-

HOCTH NOTPEOHTe st YCJAYT NYTeM IPOBEACHHS COLHOJOIHYCCKHX OIPO-
COB.
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CpaBHeHHe OUEHOK MOTPEOUTENST H HONOJHHTENS YCJAYTH CJAeLYeT
NPOBOAHTDL TOCTOAHHO, YTOOBI OUEHHTh COBMECTHMOCTb XBYX Me€D Ka-
YeCTBA H NPOBECTH KOPPEKTUDYIOLIHE JAEHCTBHA, OIPLAeJaUTb, Ha-
CKOJIBKO J€SITEJbHOCTh HCHMOJHUTENA YyCAYr oTBeyaer TpebOBaAaHUAM

noTpeCureJis.
Pe3yabTaTbl KOHTPOJIST (OUEHKH) JOJIXKHBI DErHCTPHPPBATLCS.

39 Anaau3 COOTBEeTCTBHS KauecTBa yCJAYL TPe-
OOBaHUAM NOTpPedOUTENS

Hcrosirurenns yeayrd HOJKEH paspadoTarth H nojdepkusath B
pabouem (COCTQSHUH MpPOUeAyphl, O0ecneudBaLUIiNe NOJAYyUeHHe HHPOD-
MalUUU OT NMOTpebuTenss yCayri.

Anamiz uHbopMalUyu, noJydaemMoid oOT norpeburess, HeOOXOAHUM
JAJa9 TOro, 4yTobnsl 00eCmeYUuTh:

) mpaBuJbHOE yCTAaHOBJIEHHE TpeOOBAHUA K yCAyre ¥ YCJOBHAM
O0CNyKUBAHHS Y UX OTPAXKEHUE B JOKYMEHTALHH;

2) paspellleHde BONPOCOB, CBA3AHHBLIX C pacXxoxKIAeHueMm TpedoBa-
HHH, 3aJ0KEHHBIX B CHCTEMy, OT TpPcOOBaHHH NOTpeOUTENd;

3) YBEpEHHOCTb HUCHOJHHTENHd VCAYTH B CBOEH CIOCOCHOCTH BhIMIOT-

HUTh TpEeOOBAHUS HMOTPEOUTENS.

[IpumMeiiaHue—HMcrounnkaMy MNOJYUYEHHUSt COOTBETCTBYIOUMIed  WHMOPMaUKH
oT HOTpeOHTeNa SBJASIOTCS: COLHOJOTrHYecKHe obcJjaeloBaHUus, HHpopMauun obulec1s
norpeburTedield, cpedCTB MACCOBOW HHGPOpPMauHy, MYHHUHMIDAJbHBIX OpPraHoB YIIpaBJe-

HHA.

3.0 KoaTpoab CHCTEMHB H3MEpEHHUH

CepBucHasa opraHusauus LOJKHA Q0CCNEeUYUTh 'HAa BCEX 3ITanax npe-
AOCTABJCHHUS YCJAYIH 'KOHTPOJb H DPEryJUpPOBKY NPHMEHIEMBIX B TeX-
HOJIOTUUCCKOM TIPOUECCE KOHTPOJILHO-U3MEDHTEJBbHBIX MnpubopoB  He-
3aBUCHMO OT TOTO, ABJSAKITCS JH OHH €ro COOCTBOHHOCTBLIO HJAH B3HATH
Ha mpokar. [Torpemnoctu u3mepenus: QOJIKHBI GBITh U3BECTHBI H COB-
MEeCTUMBI £ TPCOOBAHUSAMH (PYHKIHOHAJABHOH MPUNOAHOCTH NPOBOI-

-

MbIX H3MEPCILLH.
3.11 JJec#ACTBUS noO BLIABJAEHHIO YCJAYIrY HCHAANAECXK a-

L{ero KauyecTBaA

3.11.1 Ceprucnag opranusauuss HAOJXKHA ONPEACJUTL NOPOUEAY-
DB 1O BLIIBJCHUIO OTKJAOHEHUR NPEemoCTaBJsieMOH ycayri OT Tpedo-
BaHUK, yCTAallOPJEHIBIX B JOKYMEHTax CUCTeMBI, 0093aTeJbHBIX TpeE-
OOBaHHU HOPpMAIlHMBHBIX JOKYMEH10B W yCJOBHH JOrMOBOpa ¢ TMOTpPeOH-
TeJicM (KEHTAHIHY, MTyTeBKH, a00OHEMEHTHI).

3.11.2 Jdoaxwen ObITh ompejesen opran (JAHIO), HECYWHH OTBET-
CTBCHHOCTHL 33 NpPOBEJEHUHEe aHa/m3a U HeoOXOAUMBIX ACHCTBHH C yC-
Jyrou HellaaJexKauiero KadecTBa, M NPOLEAYPH MO YyCTPAHEHHIO BhI-
SIBJIEHHBIX HCIOCTATKOB (MOBTOPDHOE BBLITIOJIHEHHE, NEpefeKa, YUEHKA

HT. A4.).
8



FOCT P 50691—94

3.11.3 HcnpapiieHHble pe3ydbTaTH YCJAYr, MOBTOPHO oOKa3aHHHe
YCIyM JOMKHH ObITH NPOBEPEHH B COOTBETCTBHH ¢ JOKYMEHTHPO-
BAHHBIMH U pErJaMeHTHPOBAHHBIMH mpouUeAypaAMH H 3aperHCTPHPO-
BaHHI.

3.12 KoppeKTHDPYWOIUIHEe BOP3JLEHCTBHS

3.12.1 Koppektupyooiue BO3AeHCTBHA CJAEAyeT NpPOBOAHTH IpH
ofHapyXKeHUud HeHajjexameno Kayectsa MIPeROCTABAAESMONR YOIYTH,
IPHUMEHEHUH HOCOOTBETCTBYIOMIENO O000pYMOBaHUSA H MOKyMEHTAlLHH,
HAapYUIeHWH TEXHOJOIHUeCKOro Mmpolecca, yCJAOBHH U CPOKOB  mNpefo-
CTaBJIeHHA YCIYI'H M T. I.

3.12.2 Tlopsnox mpoBefenyss KOPPEKTHPYIOUIErO BO3NCHCTBHA:

— pEerucTpauusa OTKJIOHEHUH,

— aHaJJU3 NPHYUH, HEeCOOTBETCTBHH, BMJIOThL JO NEPBOMPHUUYHHH,

LJs onpenesesuss HEOOXOAHMOINO KOPPEKTHPYIOLIEN0 BO3AEHCTBUN;

— npoBefleHUe ITPOPUNAKTHUSCKHX JAEHCTBUH AJd pPelIeHHs Npob-
JEeMBI;

— KOppPEKTHpYyIOlilee BO3IeHCTBUE;

— KOHTPO?Ib 32 MEPaMHU KOPPEKTHPYIOUWIEro BO3AECHCTBHS;

— OlleHKa 3¢ PeKTHBHOCTH NOC/HeICTBHUI.

3.13 [TorpysouHo-pasrpys3ouHeie paboTh, XDaHe-
HHEe, TPAaHCHNOPTHpPOBAHHEe YyHNAKOBKAa U JHOCTABKaA

3.13.1 CepBucHas opraHusaluds JOJKHA YCTAaHABAHBATL, JOKYMEH-
TAJbHO OQOPMJSITh H MOALEPKUBATHL B paboueM COCTOSHHU METOAH
H CpeACTBaA IJisi NOTPY304WHO-Pa3rpy30uyHbEX paGoT, mpeaynpexaaronjme
BO3MOXKHOCTb HaHECEHHs MaTepHaJbHON® yllepba WMYILECTBY MOTpe-
Gurend.

3.13 2 CepBHCHass oprasusanus A0JXKHA IMPeJOCTaBJASTh HaAEXKHbIE
NOMELICHHUST JJ5 XPaHeHUs CHIpbs, MaTepHaJOB, KOMIJICKTYIOLIHX, OT-
PEMOHTHDOBAHHBIX, BBIUHIIEHHBIX M JAP. H3AeNHUH, HCKJAKOYAIOLIHEe Ha-
HeceHue yurepba MU NOTePl A0 HX HCNOJAb30BAHHUA, BBIAAYH MOTpE-
CuTeJo.

3.13.3 CepBucHast oprasusauusi A0JXHa obGecneudBaTh COXpaHse-
MOCTb Ka4e€CTBA BHIMIOJHEHHOH YCOyNH (pe3yJabTaToB YCJAYTH), BKJIO-
uyas peaJns3anuio (LOCTABKY) moOTpebUTe o,

3.14 PerucTpamua MAaHHBX O KAaUYeCTBE

CepBHCHAasl OpraHu3auus MOJKHA YCTAaHABJAHBATL U NMOAACPKIIBATD
B paboueM COCTOSIHHU npouenypst cOopa, 3amoJHeHust, XpaHeHus, Be-
JE€HHSg U U3DBSATHS 3aperHCcTPHPOBAHHBIX JaHHBIX 0 KayecTBe (pCKJa-
MalMH, XaJno0, pe3y/bTaTOB TeXHHUECKOTO KOWTPOJS) YCIAYI, JdalHbIX
O MPOBEPKE 3HAHHH NPOH3BOACTBEHHOTO nepcoiana o up.

Perucrpanuio zaunpix o xauecTse cJel)eT IPOBOANTL IJAST  NOJI-
TBEPKACHU JOC™ 1 IHLI 1DeD, eMOI) LAWLDBe YOIy E U a¢ipek-

d
THLHOCTH JCHCTD.A Cheaoilld § 4 SN 1 dd.
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Bce 3aperucTpupoBaHHble JaHHBIE O KadyecTBe MOJKHB OHITb Jer-
KO YHTaeMbl W OTHOCHTBHCS TOJbKO K OIpeleJeHHOH ycayre. CpokH
XpaHeHHUs] 3aperucTpUPOBAHHBIX LAHHBIX JOJXKHBI OBITH NPEICTABJCHBL
B NTHCbMEHHOM BHUJE

3.15 BHYyTpeHHsISs npOBQpPKa KauecTBa

CepBUCHasT OpPraHU3amus JOJKHA OCYUISCTBJSATh BHYTPEHHHE IIPO-
BEDKH KauecTBa ¢ UEJAbID NPOBEPKH COOTBETCTBUS  AEATEJBHOCTH
B 006JaCTH KauecTBa 3alVIAaHUPOBAHHBIM MEPONPUSATHSIM H Ompeje-
AeHust 3PPOKTHBHOCTH (YHKLUHOHUPOBAHUS CHUCTEMBI KauecTBa.

[IpoBepky ciieayeT MJAaHUPOBATH HA OCHOBE (COCTOIHHUH U BaX-
HOCTH PasJMYHBIX BHAOB AesTEJIbHOCTH.

[lpoBepKH U MOCJHEAYIOUIHE MEPONPUATHA' CJaelyeT TINPOBOAHTL B
COOTBETCTBUH C JOKYMEHTAJbHO O(QOPMJEHHBIMHU npouexypaMmu. Pe-
3yJbTaThl NPOBEPOK cCJaeAyeT 0GQOPMJAATh JOKYMEHTAJAbHO H JOBOAUTL
A0 CBEACHUS MNepCoHaJNd, OTBETCTBEHHON 34 [MPOBEPEHHBIH Yy4aCTOK
paborel. PyKOBOACTBO, OTBETCTBEHHOE 32 3TOT yYacToOK, HLOJXKHO
OCYLeCTBJATL CBOEBDEMEHHBIC KODPEKTHPYIOIHE MEepPONpHATHS H
YCTPaHSATh HeJAOCTATKH, BhLISIBJIEHHbie B npoiecce nposepku (cm 3.12).

3.16 [logroroBKa KaxpoB

CepBHCHass OpraHMaanus A0JxkHa paspaCaThBaTh U HOLLEPXKU-
BaTb B paloueM COCTOSIHHM IIPOLEeAYPH OpeAceHHss mOoTpeOHOCTeh
H TpoBeAeHusi OOy4YeHUsI BCEro mepcoHasa, OTBETCTBEHHORO 3a pabo-
TH, BJOUAIOLIME HA KaueCTBO.

[lepcoHaJs, OTBEDCTBEHHBIH 3a 3Ty paboTy, AOJXKEH HMETh COOTBET-
CTBYIOILYIO KBAaJUPHUKAUUIO (DOATBEPIKASHHYIO aTTECTAaTOM, TEeCTHPO-
BAHHEM), 3HAHHS U OIMBIT, OTBEYAIONIHE YCTAHOBJEHHBIM TPeOOBAHHSIM.
Jlanubre 06 0GyuUeHHH CjaeAyeT perucrpuposaTth (cm. 3.14).

3.17 CraTHcTUUYEeCKHE METOLH

B cayuae HeoOXOANMOCTH CEpPBHCHAA OpraHH3alyus AOJKHA paspa-
CaTeiBaTh mpoueAyphl, obecneuuBaloue BHIOOP CTATHUECKUX METO-
JOB, HeOOXOAHMBIX mpH cOOpe MAaHHBIX M HX JIPUHMEHEHHHU B Mpoliecce
KOHTPQJISI (IPOBEPKH) KauecrBa, IIpd OTPpabOTKE TEXHOJOIHUeCKOro
mrpouecca, aHajaude Je(deKTOB, NMPOMHO3HPOBAHHU crmpoca H TpeboBa-
HUi moTpeburesss, o6paboTKe Pe3yJabTaTOB COLHOJIOTHUECKOro o0cJe-
JOBAHHUST MO YIOBJETBOPEHHOCTH mNOTpebuTesed KauyeCTBOM  yCJIYyr H
yCJa0BHH O0CaYyXKWBAHHA,
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