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[Tonoxenue o BHyTpeHHEH cUCTEMC O1ICHKH KayecTBa
ACATENLHOCTH Oprann3aun

I. Q6ure oNoKeHU.
1.1.  Ilonoxxenuc o BHYTpCHHEH CHCTEME OLCHKM KauecTBa JCSATEILHOCTH OpraHH3alUH H
OKa3aHUsl COLMATBHBIX YCIYT pazpadoTaHo Ha OCHOBE YUPEMTEIBHBIX TOKYMEHTOB U TOKAIBHBIX
aKTOB OpraHM3alliM, NPEAYCMATPUBAIOIINX €€ HajlM4Me. B COOTBETCTBMM € HOPMATHBHBLIMHU
IpaBoOBbIMHU J0KkyMeHTaMu Poccuiickoit @enepauun u Pecnybnuku Kapenus.
1.2.  Hacrosimee [Ilooenue ycraHaBiupaeT eauHble TpeOOBAHUST 1LPH TPOBEAEHHHN
BHYTpPEHHEH cucTeMbl o1leHku KauecTsa (nanee — BCOK) B oprauusaiuiu u sBisieTCst TOKaJIbHBIM
aKTOM.
1.3.  OcHoBHBIMM TpHHIIMTIAMH (YHKIIAOHUPOBAHUS W PA3BUTUSI BHYTPEHHEH CHCTEMbI OLIEHKH
KayccTBa ABJISIIOTCS:
- OTKPBLITOCTbL M MNYOIHYHOCTH OLIGHOYHBIX MPOHEIYp. TOCTPOCHHBIX Ha COYCTAHHH
pasHo00OPa3HBIX METO/10B OIEHKH. JUISl BCEX YHACTHUKOB OTHOLICHHH;
- JI00pOIKENATEIbHOCTh, BEKIMBOCTD U /IOBCPUE BCEX YYaCTHUKOB BHYTPCHHEH OIICHKH KayecTBa,
-KOMIETCHTHOCTb W NPO(ECCHOHATIN3M  YHYACTHUKOB  OTHOLICHHH, OOecmednBaloniux
AKHU3HECTIOCOOHOCTh BHYTPEHHEH CHCTEMBIl OLIEHKH KauecTRa,;
- JIOCTOBEPHOCTb, MOJHOTA M JIOCTYMHOCTh HH(pOPMALMH, HCIOJIbL3YEMOH ISl 1POBEICHUS
OLICHKH;
- CHCTEMHOCTb, KOMIUIEKCHOCTE W CBOEBPEMEHHOCTH OCYINECTBICHHS BHYTPEHHEH OLEHKU
KayecTna:
- OPHEHTHPOBAHHOCTh Ha YUYET BCEX BUAOB PE3VIILTATOB (KOMICTEHTHOCTHBIX, JTUYHOCTHBIX,
npo(ecCHOHAIBHBIX U T.J1.);
- OObCKTHBHOCTbL OLICHKM M HAlpaBJICHHOCTb ¢ HA paA3BUTUC JKM3HEHHOTO MOTEHIHala
noiyyaresnei ycayr, pabOTHUKOB W OpraHu3alny.
1.4. Ilox BHyTpeHHe#H CHCTEMOH OMEHKH KauecTBa AeSTeIbHOCTH OpPraHW3allid M OKa3aHHs
CONMAIBHBIX YCIYI' MOHUMAIOT COBOKYITHOCTL COJepKaHMs, TEXHOJIOrHH, GopM H MCTO/0B
OLICHKH YCJIOBHH, IPOLECCOB., PE3yJIbTaTOB H TPUHATHE PEHICHHH OpPraHoB YIpaBlenus I10
TOBBIIIIEHHK) Ka4YecTBa JIesdTeJIbHOCTH.
1.5.  llens Buyrpeused cucTembl OICHKHM Kda4yecTBa: M3ydyeHUde M aHallu3  COCTOSHMHS
JEATELHOCTH OpraHu3aluy I NPUHATHA 000CHOBAHHLIX M CBOEBPCMEHHBIX YIPABJICHYCCKHX
pelIeHHl, HampaBIEHHBIX HA  IOBBIIIEHUE  KadecTBA  IPEJOCTABICHHS  YCIYT M
YJAOBICTBOPEHHOCTH HMHU YYACTHUKOB OTHOIUCHUM.
1.6. OCHOBHBIMH KpPHUTEPUSIMU M TOKa3aTCISIMH OLCHKH KadecTBa ABISIOTCA (efepanbHble
KpuTepHd U mokasarenu, yreepxaeHHsie @3 Ne 273 or 21.07.2014 roja ¥ HOpMATHBHBIMHU
npaBoBbIMHM  aktamu  Munucrepersa oOpasoBaHuss u  Haykn Poccuiickoit  ®ejepanuu,
PErHOHAIBHBIC KPUTCPUM M MOKA3ATC/IM, YTBeprKAacMble pewieiineM OOLIECTBEHHOrO COBETA PH
Munucreperse obpasopanus Pecuydnukn Kapeiust m kKpurepun M T1OKa3aresid KadecTsa,
YTBEPXKICHHBIC JIOKAILHBIM aKTOM OpraHu3alliy.

IL. OCHOBHBIE HATTPABIICHUSI BHYTPEHHEH CHCTEMb] OIIEHKH KauecTsa



JeATSIIBHOCTH OpPraHr3alui U OKA3aHHsL COLHAALHBIX YCIIYT.
2.1 Opeanu3ayuonH0-yNpasRen4eckoe Hanpagiere — CO3NAHAE YCAORUH IS PAcKpHTHA U
Pa3BUTHS MOTEHIHANA YYACTHHKOB 00pazoBaTeNbHLIX OTHOINICHHH B HOCTHXECHHH KauecTba
OCYIIECTBASEMON OeATENBHOCTH,

- KQOpAHHAUMA JesTeABHOCTY BeeX CYOBEKTOR BHYTPeHHEH CHCTEMBI OLICHKY KayecTsa,

- TMOBBILICHHE W/HMH GOPMHUPOBAHHE COUMANBHBIX, NPOGECCHOHANBHBIX M 3KCHEPTHBIX
KOMIETEHUMH# Y4aCTHUKOB OTHOLICHHMH: pabOTHUKOB, IoaydaTtened ycloyr, MOapTHEPOB,
CTIOCOOHBIX YUaCTBOBATEH B OlICHKE KAYECTRA,

- ompeaenenne HYHKIMOHANBHEIX poJiell H paclpeneeHne OTBEeTCTBEHHOCTE B YIIPABICHHH,
OpraHU3aliy, CONPOBOXICHUH U olecneueHuU >PPEKTHBHOCTH BHYTpEHHEH CHUCTEMBI OLEHKH
KavecTRa,

- pazpaboTka enuHOW HHPOPMALMOHHO-TEXHONOTHIECKOH NaaTgopMbl BHYTpeHHEH CHCTEMBI
OLleHKH KauecTBa B opraHU3alluH,

- cTaHOaprdHzauus dqopMaToR colupaeMoil uHdopmanuu U paspalorka TexHonmormil ee
HCIOb30BAHNSA,

- BHECCHHE KOPPEKTUB B HOPMATUBHYIO NPABOBYIO U HHGOPMAHUOHHYIO METOAHYECKYIO OCHOBY
MeATeThHOCTH OPraHU3alUA ¢ LETbl0 OTpakeHud B Hell KpUTepHeR, MPUHLIHUNOB, COACPKAHUA
obecreueHns KauecTBa AeATeIbHOCTH W OKa3zaHus yCiyT,

- KOPpPEKTUPOBKA NpPOTpaMMbi Pa3BUTHA OPraHM3alMH M NNAHOB COrTACOBAHHBIX JASHCTBHH MO
pe3ynpTaTaM BHYTPEHHEH K BHEIHEH OUeHKH KavecTsa,

- UH(OPMHPOBAHHE BCEX YYACTHHKOB 0OpA30BATE/NBHBIX OTHOIIEHMH O (YHKLHUOHHPOBAHHU M
Pa3sBUTHU BHYTPCHHEH CHUCTEMbl OUEHKHM KA4ecTBa, pe3yibTaTax OLCHHUBAHUA M MEPCIICKTHBAX
pazBUTHSA OPTraHu3alyy 1 YCIIyT.

- ApyToe.

2.2,  Hopmamuseroe npasogoe HanpasieHie - CO3AaHHE U YTBEPXKAEHUE JOKAIbHBIX 4KTOB IO
COMPOBOKICHUIO BHYTPEHHEH CHCTEMBL OLIEHKH KaUeCTBa:

- [Tonoxxerue 0 BRYTpEHHEN CHCTEME OLIEHKH KayeCTBa,

- [lonoxkenue o npoBeAEHUH ¢aMQ0OCASNOBAHUS OpraHU3alHy,

- [lpukazel ¢ MpoBeReHUU fpoLeayp caMoofCcIeIoBanus, ONpPeaeneHUN OTBETCTBEHHEIX 33 HX
obecneveyre H YTBEMKAEHWH OTYETA O caMoobenen0BaHnH

2.3 Ananumuueckoe HaRpaeienye - AHATN3 NONYYEHHBIX PE3yNbTaTOB, COMOCTABICHUE HX ©
HOPMAaTHBHEIMY [IOKa3aTeNnsiMHu, obo0lueHue HTOrOB OUEHKH, (GOPMYNIHpPOBAHUE BLIBOJOB H
BEIIBJIEHHE TOUEK poCTa MOTCHLHANA OpraHu3auuid, paboTHHKOB W TNonydarenei ycayr
NOArOTOBKA OTHETOB!

- 0 pe3ynbTatax MOHUTOPHHTA BhLIABIEHUA YIOBIETBOPEHHOCTH KAYECTBOM YCIIOBUH, IPOHECCOR
H pe3viBTATOB OEeATeNbHOCTH OpTaHH3allMH H OKa3aHWsd COUMABbHBIX YCIOYr YYacTHUKAMH
OTHOIICHUI : NONY4YaTedAsIMuU YCAyT, pabOTHUKAMU U NapTHEPaMH;

- GUHAHCOBEIH OTUeT;

- O BBITIOJHEHHI MYHHIMIIATBHBIX 3a0aHHIT;

- ¢ caMO0OCASIOBAHNH KAYeCTBa ACATENLHOCTH OpPraHM3alul (¢ NPUNoKEHUAMHU).

- Apyroe.

[11. Texnonoruu, meTodbl 1 GOpMBI OCYRIECTRICHHA
BHYTpeHHEH OUEHKU KauecTBa AesITeNbHOCTU OpraHu3aliuy
H OKA3aHHS COUNANBHBIX YCNYT.

3.1.  TexHOJOTHH OCYLIECCTRICHUA:

- TEXHOMOTHM YIpPaBICHUs BHYTPSHHEH cuCTeMOit OuleHKM KauecTBa, obecneyuBalouiue
KOOPIONHALMIO BCeX CYOBEKTOB OLEHKH, METOMOJOTHUECKOe €IWHCTBO NOAXOHOB, METOOB,
UHCTPYMEHTapua, AOCTYNHOCTh /Ui NOnyYareRel yeayr U YReHOB (3aKOHHBIX OpeACTaRUTENeH )
HX ceMeil, padOTHHKCB M IapTHEPOB BO3MOKHOCTH Y4aCTHS B IPOLEAYPAX OUSHKY KayecTsa;



- TEXHOJOTHH COTPYAHUYECTBA, HAMPAaBNCHHRIE HA BHICTPAHBAHHE OTHOLICHUH JpOBEpud,
YBaKE€HNA H B3aHMHOA OTBETCTBEHHOCTH MEXy YJaCcTHHKAMH OTHOLISHMH H CHocOOCTBYIONIHE
JOCTHREHNIO 3aIUTAHUPOBAHHBIX LIEJICH, 3a1a4 H Pe3yIbTaTOB HAWITYYIIAM 00pa3om;

- TeXHOJIOTUU OCO3HAHHOCTH, B IPOUECCe KOTOPBIX YEJIOBEK Hay4acTcd BHUACTH 00pa3 sSBIEeHHA
LETHKOM, YMEI0O PacTO3HaBaTh NpeJHa3HaYeHHe # MUCCHIO ce0s W opraHM3aliy, B KOTOPOH OH
(oHa) ocylecTBIsIeT NPOQECCHOHANBHYIO ACATEIBHOCT:E WIH MONYYAST YCIYyry, W OBITh
OTBETCTBEHHBIM 34 KAYECTBO XKU3HH B COLMYME.

3.2, Meronp! ocylIeCTBICHU:

- H3YYEHHEe HOpPMATHUBHBIX [IpaBOBEIX JOKYMEHTOB U OOWEedocTYNmHOM HHbopMaiiu,
IPeACTABACHHBIX OPraHU3aLMEN, B TOM HUCIE PA3MENICHHBIX B UHTEPHET — MCTOUHKKAX,

- BBIOOPOUYHOE CTATHCTHYECKOE HAOMIONeHHE;

- CUCTEMHBIA W CTATHCTHYCCKUI AHATH3LT,

- AHKETUPOBAHUE, UHTEPBLIOHPOBAHHE,

- MOHHTOPHHTOBEIC HCCICIOBaHH; _

- HHO}OPMAIMOHHO-KOMMYHHKAIIHOHHAA TOJAEKKa, B TOM UYHCIEe ¢ HCIONB3OBAHUCM
JUCTAHIHOHHBIX TEXHOJIOIHE;

- METOABI CaMOaHaM34, CAMOOIIEHKH H CaMOKOHTPOJIA;

- HAYYHO-METOAHYECKOE H IKCIIEPTHOE KOHCYTBTHPOBAHHE.

33,  ®DopMBl OCYUIECTBACHHSA:

- caMo0OcHeIoBaHNEe KayeCTBa ASATENBHOCTH OpraHH3allii, OKa3zaHHsA COLUANBHBIX YCIYr N
JOCTHXEHHI yYaCTHHKOB OTHOLLEHWI,

- ONIPOCHL, cO0eCceA0BAHUA H HCCASAOBAHUS YPOBHS YAOBACTBOPEHHOCTH KAYECTBOM,

- npodeccuoHanbHbIe U OOIMECTBEHHEIS IKCIECPTHBIE OLEHKH, B TOM UHcle He3aBHCHMAs OLICHKA
Ka4ecTra;

- BHYTPEHHUIi U BHEUIHHH KOHTPO/b Pe3yAbTaTUBHOCTH, 7P (BEeKTUBHOCTH U KA4eCTBAa BHYTPEHHEH
CHCTEMB! OLEHKH KaueCTBa ACATEIBHOCTH OPraHH3allHH H CKa3aHHs COIHANBbHBIX YCOyT,

IV. OcHoBHbie KOMIETEHLIMH, HEOOXOAUMBIE 1% OCYILECTBICHUA BHYTPEHHEH OLleHKY
KauecTra NeATEIbHOCTH OpraHH3allK B OKa3aHus COLHAJBHBIX YCIIYT.
4.1. YuacTHUKaMH OCYIUECTBNACHUA BHYTPEHHEH OLEHKN KAueCTBa JeSTENBHOCTH OPTaHU3aIHN
ABJANOTCS OpraHel yrpapieHus, pabOTHHKH, MQAYYaTend YCAYr, YYPEAMTEIH W TapTHEPHI

OpraHu3aLyi.
4.2. KoMneTeHHy OpraHoB yIIPaBieHH:
1. CozgaHue, YTBEPXACHHE M CBOSBPEMCHHAA KOPPEKTHPOBKA JIOKAIbHBIX AKTOB,

CNOCOOCTBYIOINX MOBBIICHHIO KayecTBa NesSTEJIBHOCTH OpPraHU3allMH | OKa3aHWS YCIYr B
COOTBETCTBUY ¢ KPUTEPUAMH KAYeCTBa.

2. HpHHHTHe peLueHHﬁ, HAIPaBICHHbLIX Ha Pa3sBHTHE CHCTEMBI OLCHKH Ka4dcCTBa
ACATEIIEHOCTH Oprani3alii H OKA3aHHA YCIIVT.
3. KOOpﬂHH&HHH JCATSNIBHOCTH  OPraHu3alguy  Io  BKIKYCHHKY BCEX  YUHACTHHKOB

00pa30BaTeNbHBIX OTHOLICHUH BO BHYTPEHHIOK CUCTEMY OLIEHKH Ka4ecTBa.

4.3, KoMnereHuu# paboTHHKOB:

1. OcyimecTBiEeHHE npofecCHoHATEHON OeATeNEHOCTH Ha NPHHITAMAX
D00pOKENaTENbHOCTH, BEXIHBOCTH, KOMIETEHTHOCTH KAK OCHOBHBIX KPUTEPHEB KauecTBa
OKa3aHHs yCIIYT.

2. TlpoBenenne CaMOOUCHKH KayecTBa YHWBEPCANBHBLIX, YTIPABICHYECKHX HABBIKOB H
HABBIKOB NIPEOCTABMCHUS YCIYT U UX MOCTOSHHOE CaMOCOBEPIIEHCTBOBAHHUE.

3. YuacTre B OlleHKE Ka4eCTBa ACATSIBHOCTH OPTaHA3aIHN H OKa3aHHS YCIIYT.

4.4. KommeTeHIIHN nmonydaTened yeayr:

1. [IposiBneHWe roTOBHOCTU pa3BMBaTh >KH3HEHHBIH HOTEHIWAT B paMKax Y4acTHs B
AeSTeNbHOCTH OPraHH3alUK H/UIH MOJIYYeHNS KAUeCTBEHHON YCIyTH.

2. YMeHue OTBETCTBEHHO OUEHHBATH YPOBEHB YIOOBIETBOPEHHOCTH KAYECTBOM OKa3aHH

YCIAYT H €€ pas/IHYHBIX aCIICKTOR.



3. Yuacrue B OLICHKE Ka4eCTBa ACATEIBHOCTH OPTAHU3AUH H OKa3aHKs YCIyL.

4.5. KoMIeTeHIIUA yupeauTeneii i NapTHepoB opraHu3allum:

1. [IposBnenre roTOBHOCTH YYaCTBOBATH B Pa3BUTUM NOTEHIHANA KAUeCTBA JEATCIBHOCTH
OpraHM3aIMU ¥ OKA3aHUs COUUATLHBIX YCIYT,

2 YMeHHe OTBETCTBEHHO OlIEHUBaTh YPOBEHL BOCTPeOOBAHHOCTM OpraHu3ailliu Ha
Pa3TIYHBIX YPOBHAX OCYILIECTBICHHS AESTEIBHOCTH,

3. Y4acTHe B OLICHKE KAUeCTBa ACATECIBHOCTH OPraHH3allHU H OKa3aHUA YCIIYT.

V. AropiT™ OCHOBHEIX OPTaHH3alMOHHO-YIIPABIeHYeCKUX TeH TR, ofecnednBaroure
3(HEKTUBHOCTE BHYTPEHHEH CHCTEMBL OLIEHKY KauecTBa ACATEBHOCTH OPraHU3alluy |
OKa3aHHs COUHABHBIX YCIYT.

5.1, W3ydueHue M HCMONL3OBAHME HOPMATHBHEIX TIPAROBHIX AOKYMEHTOB Poccuiickof
Degepanun H Pecnybauixn Kapennsa, permaMeHTHPYIOINX HAH PeryJUpYOIOHX HpOBEICHUE
BHYTPEHHEH H/HIH HE3aBHCHMOM OLIEHKH Ka4eCTRa

52. CozagaHue  CHCTEMBl  METOJMYECKOr0 M MHOOPMAIHOHHO-KOMMYHHKAIHOHHOTO
COMPOBOXKAEHHUS BHYTPEHHEH CUCTEMBI OLIEHKH KauecTBa OpraHH3alluH.

3.3, TloBhilueHWE KOMTETEHTHOCTH pPyKoBOAMTENeH, pabOTHHKOBR opraHW3anui, UNCHOB
OpraHoB YMPARACHUA IO OCYILUCCTBACHHIO BHYTPEHHECH OLEHKM KadecTBa M YYacTHIO B
He3aBHCHMOH OLIeHKe KayecTRa.

5.4, KoppekTupoBka W NPHUHATHE JIOKANBHBIX AKTOB OPraHH3aifd#l O BHYTPEHHEH CHCTEME
OLIEHKH Ka4yeCTBa, caMo00C/ieI0BAaHIN, BHYTPEHHEM KOHTPOJIE, YYACTHU B HE3aBUCHMOMN OLEHKe
KauecTBa U ap.

5.5. IlpoBeieHue MpoUEAYP OUEHKH Ka4ecTBa eI TENbHOCTH OPTAaHU3AINH ¢ HCHONMB30BAHHEM
TEXHONOTUM, GOPM H METOIOB OLCHHBAHUA B COOTBETCTBUU C MPUHATHIM IJIAHOM BHYTPCHHEH
OIIEHKH KadecTBa.

5.6. TlomrotroBka oTuera 0 caMoo0cieTOBaHHK ¢ TIpEICTABJIEHHEM €To B HH(OPMAIlHOHHO-
TENEKOMM YHHKAIIHOHHOH cucTeme MIHTepHeT.

5.7. KoppekTHpOBKa, cO3[jaHHe M YTBepIKACHHE [UIadoB JAeHCTBUH OpraHu3allid Mo
pe3yabTaTaM BHYTpEHHEH OILEHKH Ka4ecTBa.

5.8. Cozparue YCIOBHH Ui OCYHISCTBNEHUA HE3aBHCHMON OLEHKM KAueCcTBa ACATENLHOCTH
OpTaHH3aLWH, B TOM YHCIIE ¢ y4acTHeM IToXydaTenel yCayT U apTHePCKHX OpraHH3aIui,



