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HAIHNUOHAJBHBIU CTAHJIAAPT POCCHUUCKOU PEITEPAIILUMU

YCUIYI' HACEJIEHHNIO

HoMeHKJIaTypa noKasarejien KauyecrBa

Service provided to people.
Nomenclature of quality indices

Hata sBegennsg 20040701

1 O6gacTh npuMeHeHus

Hacrosawmumii crangapt ycTaHaBJIMBAET MOPSIOK BbIOOpAa HOMEHKIIATYPHI ITOKa3aTeIel KadecTBa YCAyT
B COOTBETCTBUU ¢ LIEJSAMU VIIpABACHMI KauyeCTBOM, HOMEHKIATYPY, KAAaCCUPUKALINIO METOI0B KOHTPOIS U
OLICHKM ITOoKasaTejei Kadecrna yciayr. [looxeHusa HacTodluero ctaHaapTa pacripocTpaHA0TCA Ha YCIYIHU,
[IPENCTABASIEMbIE TIPEANIPUATHSAMY PaA3INYHbBIX OPTaHU3aLMOHHO-TIPABOBLIX POPM, a TAKKEe MHIAUBUIAYAIb-
HBIMU TIpEAIIPUHUMATEISIMU.

Ha ocHoBaHMM HACTOSILETO CTaHAAPTa MOTYT pa3padaTblBaThCs HOPMATUBHBIE JOKYMEHTHI I10 BHIOODY
HOMEHKJIATYPHI T10Ka3aTeIe KAaueCcTBa VCAYT OMHOPOMHBIX TPYIIIT M KOHKPETHLIX BUIIOB.

CraHgapT MOXET ObITh MCIIOJIb30BaH IIPU IIPOBEACHUM JOOPOBOJBHON CepTU(pUKALIUU YCIIVT.

2 HopmaTuBHbIE CCBLIKH

B HacrogiueM ctaHaapTe UCIOJAb30BaHblL CChUIKY Ha CJIEAYIOLIME CTAHAAPThLI U APYIUe JOKYMEHTHI:

[TOCT P UCO 9001—2001 Cucrembl MeHe/pkKMeHTa KadecTtsa. 1peboBaHUd
['OCT 30335—95/TOCT P 50646—94 Ycnayru HaceneHU1O. TepMUHBI U OIIPEACIACHUS

3 Onpenenenusn

B Hacrogiuem crangapre npuMeHsaoT TepMUuHbl 1o T OCT 30335, a tTakxke caeayioluye TepMUHBI C
COOTBETCTBYIOLLIMMU OITPEACICHUIMU:

3.1 MarepuajbHag ycCJayra: YCiyra 1o yIOBJIETBOPEHUIO MATEePUAIBHO-OBITOBBIX ITOTPEOHOCTEN T10-
TpeOUTEIEN YCIIVIN.

3.2 COIHMAJBHO-KYJbTYPHAA YCJAYra: YCjyra 1o yaoBJI€TBOPEHUIO COLIMAIbHO-KYJ/ILTYPHBIX ITIOTPEOHOC -
Tel IoTpeOUTE ST VCIVTIH.

3.3 pe3yabTat YCJayru: Pesyabrat AedTeIbHOCTU MIPEATIPUITUS AN MHANBUAYAIBLHOTO IIPEATIIPUHUMA -
TEJIA, 3aHUMAIOILUXCS VIOBIAETBOPEHUEM COOTBETCTBYIOILUEH ITOTPEOHOCTU ITOTPEOUTENIA YCIVIHU.

3.4 npoiecc OKa3aHud YCJIYIH (Iipolecc oocayxXxuBaHusd). COBOKYITHOCThL OIl€paliuil, BBITIOJIHSIEMBbIX
VUCITIOJIHUTEJIEM TIPU HEIIOCPEACTBEHHOM KOHTAKTE C IOTPEeOMTE/IEM YCIYIUM TIpU peau3aluy pe3yabrara
VCJIYTU WUJIN OpTraHU3allU JOCyTa.

3.5 Oe3zomacHoCTb yeayru: I1lokasarenb KayecTBa pesyibTaTa M IpoLecca OKa3aHMA YCIYIM, XapaKTe-
PU3VIOLLUU CTEIIEHDb (PUCK) OIIACHOCTU HEMOIIYCTUMbIX U3MEHEHUH (yTpaThl) IJIS1 XXKU3HU, 3[10POBbS, UMV-
[ECTBA I'PaxIaH U OKPYXKAaIOIIEH CPELI.

3.6 0e3omacHOCTb yCayrm g dkoqgorum: Ilokasatens KadecTBa pes3yibTaTa M IIpollecca OKa3aHUS
VCAVIY, XapaKTepU3VIOWIUIN CTeIleHb (PUCK) OIMAaCHOCTY M3MEHEHUU CBOMCTB M COCTOSAHHUA OKPYKAIOLIEH
CpEIIbI.

[Ipumevanue — [log okpyxawilued cpenoil nmoHuMaloT gayHy, Quiopy, BOOAHBIA U BO3AVIIHBIN OacCeWHbI,
MOYBY U HeEpa.

N3nanne opunmanbHoe
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3.7 meron (cnocod) odcayxkupanusa norpeduresein: Meron (crmrocod) peanmsaly IIOTPEOUTEISIM TIPO-
AYKLWA, OPraHMU3aLlMOHHBIX MEPOIIPUITUIN B IIPOLIECCE TIPEAOCTABICHUS YCIAYIHU,

3.8 dopma oOcayxuBanua noTpeduresieii: PasHOBMIHOCTL WIM COYETAHUE METOIOB (CIIOCOOOB) 00-
CIIVKUBAHUS ITOTPEOUTETIEN.

3.9 ycaoBust 00CIyKMBaHUSA noTpeduTeaeii: CoBOKYITHOCTh (PAKTOPOB, BO3AEHCTBYIOLIMX Ha ITOTPE-
ouTeNd B IPOLECCE TIPEHOCTABIECHUA YCIYIU.

3.10 moka3arejb Ka4yecTBa YCJAYrH: KojgnyecTBeHHasd WIM KayeCTBEHHAs XapaKTEePpUCTUKA OOHOTO 1IN
HECKOJIbKUX CBOWCTB YCAYIY, ONPEACTAOIUX €€ CIIOCOOHOCTD VAOBJASTBOPUTEL TPEOOBAHUS TIOTPEOUTEIS.

3.11 KOHTpPOJIb KauecTBa YCJIYIH (Ipolecca OKa3aHua yciayru): /1esdaTe/ibHOCTh 110 OIIpeAeIeHUIO 3Ha-
YeHUM I1oKasaTeieil KauyecTBa YCIyTry (IIpolecca OKasaHUs YCIIYIU).

3.12 omeHkKa KayecTBa yCayru (mpomecca OKasaHusa yciayru): KoauyecTBEeHHOE MM KadyeCTBEHHOE
OIpene/IeHUEe CTETIEHU COOTBETCTBUY TTOoKa3aTe I KavyecTBa YCIYIU (IIpolecca OKa3aHus YCIyTrU) YCTAaHOB-
JIEHHBIM TpeDOBAHUSIM.

3.13 meron (cnoco0) KOHTPOJI KAYeCTBA YCIAYTH (Mporecca oKa3anus yeayru): CoBOKYITHOCTD IIpaBUJI,
IIPUHLIAIIOB, CPEICTB, TO3BOJIAIOIINX KOHTPOJAUPOBATH KAYECTBO YCIIYIU (IIpoliecca ¢ OKa3zaHus).

4 OcCHOBHbBIC NOJIOKEHUSA

4.1 HomeHkaTypa 1nokasaTtejie KauyecTBa — IIepeuyeHb KAUYeCTBEHHbBIX WM KOJUYECTBEHHbBIX Xapak-
TEPUCTUK, O0ECIICYUBAIOILUMX BO3MOXHOCTb OLIEHKM YPOBHS KAayeCcTBa YCIVI.

4.2 Kiaccupukauums rmokasarejae KauyecTBa yCayr, OTpaXkallluX COCTaB U CTPYKTYPY XapaKTepU3y-
EMBbIX CBOWCTB, IPUBEJICHA B IIPWIOXKEHUU A.

4.3 Tlokazarenu kayecTBa YCAYT OOJIKHBL O0E€CIIEUNBATH:

- TIOBBILIEHME KA4YeCTBa YCIYIU U COOTBETCTBUE TPpEOOBAHUAM IIOTPEOUTEIICH ;

- COOTBETCTBUE KavyeCTBa YCJYIU IIEPEIOBOMY 3apy0eKHOMY OIIBITY;

- YVYE€T COBPEMEHHBIX NJOCTVDKEHUI HAYKM U TEXHUKM W OCHOBHBIX HaIlpaBJICHUN HAay4YHO-TEXHUYEC-
KOTI'0 IIporpecca u pasBuUTus cdpepbl YCAVT;

- XapakKTEepUCTUKY CBOMCTB VCIIYTM Ha CTAAMAX €€ XKU3HEHHOTIO LIMKJIA, OOVCIIOBIMBAIOIIUX €€ CIIO-
COOHOCTb VIOBJIETBOPAITH OIIPEACICHHBIC TIOTPEOHOCTH ITOTPEOUTEEH B COOTBETCTBUU C €€ HAa3HAUCHUEM.

S5 BpiOoOp HOMEHKJIATYPBI NOKA3aTeJIeH Ka4eCTBa YCJIYT

J.1 g BbIOOpa HOMEHKIATYPHI IToKa3zaTeiel KayecTBa YCIYT HEOOXOMUMO OIIPEIE/INTD:

- TPVYIIIY (BUIL) OJHOPOIAHBIX VCIAVYT:;

- HaUMEHOBaHUE (COIEePKAHUE) YCIIYIU,

- 11€JIb IIPUMEHEHM I HOMEHKIIATYpPhbl II0Ka3aTejae KadyecTBa YCIIVT;

- METOJI BLIOOpAa HOMEHKJIATYPHI T10Ka3aTe/Iel KAauecTBa,

- UCXOIHVIO HOMEHKJIATYPY II0Ka3aTe/Ieil KauyecTna;

- UCXOIIHVIO HOMEHKJIATYPY IToKa3aTejIeu KadecTBa I10 JaHHOU TPVYIIIIE.

J.2 Tpyrny (BU) OJHOPOJHBIX YCIYI VCTAHABAMBAKOT HA OCHOBAHUU MEXOTPAaCIEBbIX U OTPACJIEBbIX
NOKYMEHTOB, KJIAaCCU(PULIMPYIOLIMX YCIVIY 10 HA3HAYEHUIO U YCJIOBUSIM IIPUMEHECHUS.

5.3 Lenmm npuMeHeHUsT HOMEHKIATYphl IT0Ka3arejieid KayecTBa YCTAHABJIMBAIOT B COOTBETCTBUU C
3ajadaMy VIIpaBJIeHUS KadeCcTBOM VCIYT. Bo3MoxHble Lieay MIPUMEHEHUST HOMEHKJIATYPbl IToKa3aTeaeu
KayecTBa IIPUBEIACHBI B IIPUJIOXKEHUU b.

J.4 HcxomHyro HOMEHKIIATYPY IoKasaTejeil KauecTBa BeIOUparoT 110 taoymue B.1 (eM. ripuwioxeHue B)
C Y4E€TOM TpeboBaHuil 4.3.

J.5 HMcxoaHyo HOMEHKIATYPY I10 KaXJIOM TPVIIIE II0Kas3aTeJel KadecTBa YCJIyr YCTAHABJIMBAKOT B
cTaHJaprax MU/WiM METOAMKaX BbIOOpa HOMEHKJIATYPHI IIOKa3aTe/iey KadyecTBa, MM METOAMKaX OLICHKU
VPOBH4 Ka4yeCcTBa.

5.6 BriOpaHHast COBOKYITHOCTDH IToKa3aTesjell KadecTBa JaHHOU T'pYIIbl (BHUOAa) OOHOPOIHOU YCIYIHU
OOIKHA OoTpaXarh CrieM(PUKY JaHHOUW TPYIIILI (BUAA) OOHOPOOHBIX YCIVT U TTO3BOJISITH:

- (popMyJIMPOBATh U OLICHUBATH CTCIICHb peaiM3alluy ITOJUTUKHM B O00JIaCTU KadvecTBa IIPEAIIpUITUS,
OKa3bIBAIOILIETO VCIIVIU;

- OCVILUECTBJSITH VIIPABICHUE KAYeCTBOM VCIIVIU,;

- OCYILUECTBJISATh OLIEHKY COOTBETCTBUS YCJIVIU.

J.7 YrnpapieHue U BHYTPEHHUE IIPOBEPKU KadyecTBa VCAYI OCVILUECTBJISAIOT HA OCHOBE IoKasaresiei
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KadyeCcTBa, BKIIOYAIOLIUX IIPpEACTAaBUTEIEH KaxXIOM TPYIIIIbI IToKa3aresae (CM. IIpUJIoXKeHue A) 1 SKOHOMU -
yeCcKMe IoKa3aTeau.

J11s1 Kaxkgoro »Ttana XU3HEHHOTO LKA pe3y/bTaTa YCJIYITM MOIYT ObITh BhIOpAHbl CBOM ITOKA3aTeIN
KavyeCcTna.

5.8 ITloxka3zatenu KayecTBa yCTaHABIMBAIOT Ha OIPEAEICHHbBIX 3Tallax XXM3HEHHOTO 1IMKJIa pe3yjbTrara
YCIYTU.

53.8.1 Branbl XM3HEHHOrO LIMKJIA YCJIYIM YCTAHABIMBAIOT B CTaHAApTaxX Ha JAHHVIO YCJIYI'Y HA OCHOBE
aHajM3a Ipolecca ee IpeaoCTaBIeHU.

J1st HanboJiee CIIOKHBIX MaTepUaJIbHBIX YCIIVT TepeuyeHb 3taroB yectaHasiausawot 1o 1 OCT P MCO 9001.
J171s1 OCTaJIbHBIX BUIAOB YCJIYI MOT'YT UCIIOJAb30BATbC CJICAVIOLUME BTaIlbl XKM3HEHHOIO LIMKJIA:

1) mpenocraBiieHUEe MHMOPMALIUU T10 YCIAyraM, TipeyiaraéMbIM ITOTPEOUTENIO;

2) TIpUHATUE 3aKa3a;

3) UCIIOJHEHUE 3aKasa;

4) KOHTPOJb Ka4yeCcTBa UCIIOJHEHUS 3aKa3a;

d) BbIJAya 3aKasa IIOTPEOUTEINIO.

5.8.2 Jlast KaXXaoro 3Taria IIpearIoYTUTEIbHBIMU SABJISIOTCS T10KAa3aTEeNN:

MCITIOJb3YEMbIE HA IIPESAIIPUATHX JAHHOU I'PYIITIbL OJHOPOIHbBIX YCAYT, OLIEHKA KOTOPBIX MOXET ObLITH
clieJlaHa HAa OCHOBE YYE€Ta HETIOCPEIACTBEHHO HA BTUX TIPEATIPUITUSIX,

PACCUYUTBHIBAEMbIEC U/WIU U3MEPSIEMbIE (OIIpeleasieMble) C IIPUMEHEHUEM BO3MOXKHO 00j1€€ IIPOCThIX
METOI0B U3MEPEHUN (KOHTPOJIA, aHa/ln3a, OLICHKHN).

6 Homenkiaatypa nmoxkasarejie KayecTBa yCJayr

6.1 Hacromumit crangapTy ycTaHaBJAMBAET CACAYIOLIYI0O HOMEHKIATYPY OCHOBHBIX TPVIII IT0Ka3aTe-
JIefl Ka4yecTBa I10 XapakKTepU3YeMbIM MMM CBOMCTBAM YCIVYT (CM. TIpUJIOXKEeHUS A U B):

1) mmoxkasaresu HasHAYCHU;

2) 1rokasartejau 0€30ITIaCHOCTH,

3) 1okasaTreJ HaleXHOCTH;

4) 11oKaszatejau IpodeCCUOHAILHOTO YPOBHY IIEpCOHAaIA.

6.2 Ilpu ouieHKe ypOBHS KadeCcTBa YCIYT HEOOXOIMMO VIYUTHIBATh TAKKE SKOHOMUYECKUE IToKa3aTelu,
XapaKTEepU3YIOLME CTOMMOCTD YCJIYIY, 3aTpaThl Ha €€ pa3padOTKy U IIPEIOCTaABJICHUE.

6.3 B 3aBUCHMMOCTH OT crieUUPHUIECKIX OCOOCHHOCTEN YCIYT ¥ YCJIOBUI MX IIPEIOCTABICHUS HEKO-
TOpbBIE TPYIIILI ITOKAa3aTeJae KadecTBa, IIpUBEIcHHbBIE B 6.1, MOTYT OTCYTCTBOBATh.

6.4 ITloxazarenmn Ha3zHadYeHUS JAHHOM TPVYIIIBLI (BUAA) YCIYT XapaKTEepU3yIOT HabOp CBOMWCTB YCIVIU,
OIIPEACIISIIOILMNI KAa4YeCTBO BBIIIOJHEHUS (DYHKLUHN, IJI51 KOTOPBLIX OHA IIpeaHa3HadeHa. HJTa TpyIira ImokKasa-
TeJIEU JEJINTCA Ha YETHIPE TTOATPVYIIIILI:

[roKasare/id IIPUMEHEHUS

[10KAa3aTeI COBMECTUMOCTH,

[10Ka3aTeJIU IIPEHAIIPUSITUI;

crienupyecKue rnoxasarelim.

6.4.1 Tloxkazarenu mpuMeHEeHHUs XapaKTepHU3yIOT CBOMCTBA YCIYIU, OIIPEAC/ISIIOLINE OCHOBHBIE (DYHK-
LIMU, JJIS BBITIOJHEHUSA KOTOPHIX OHA IIpeHa3HAuYeHa, U O0YCIIOBAMBAIOT O0JIACTD €€ PaACIIPOCTpaAHEHU.

6.4.2 IlokasaresnsaMu, OOYCIOBIMBAIOILMMHU 00J1aCTh IIPUMEHEH U, MOTYT TaKXKe CJIVKUTD IT0Ka3aTeIn
COBMECTUMOCTH U3JIEANS KaK pe3y/jibTaTta MareprUaalbHOM YCAYIU ¢ OAPYITUMU U3NEIUIMU WIM I10KA3aTEaNn
COBMECTUMOCTH ITPOLIECCA TIPEAOCTaBIACHUS JaHHOM YCAYTH C APYIroM yeayroi. B oCHOBHOM paccMaTpUBalOT
CJeAVIOLMEe BUABI COBMECTUMOCTH:

1) dyukumoHanbHag (OTCYTCTBUE IIPEISITCTBUN K BBITIOJHEHUIO APYION VCIIVIU);

2) reoMerpuuyeckas (COBMECTUMOCTh pe3y/ibTaTta JAaHHOUW VYCIYTU ¢ APYTUMU COBMECTHO HUCIIONb3Ye-
MBIMY U3JIETUSIMHU T10 TIPUCOSAMHUTEIbHBIM U/ WK radapuUTHBIM pa3MepaM, PopMe);

3) OmoJsiornyeckass (COBMECTUMOCTb, HAIIpUMEDP, 110 BO3MOXKHOCTHU COBMECTHOI'O IIPUMEHEHUA Da3-
JIMYHBIX JIEKAPCTB U/WJIN IIPOLEAYD, IIPOAYKTOB MMUTAHUS, CPEACTB KOCMETUKHU I10 OTCYTCTBUIO aJUIepruyec-
KUX peakUUi IIpU MEAULIMHCKOM OOCIYVXUBAHUM U/WUIU IIUTAHUN);

4) saexTpoMarHUTHas (BO3MOXKHOCTb COBMECTHOM padOTHI pe3yjabTaTa YCAYIU U APYTUX U3IACTIUN TI0
OTCYTCTBUIO B3aMMHBIX SJCKTPOMArHUTHBIX TIOMEX);

d) »iaekTpuyeckas (HarpuUMep, BO3MOXHOCTb ITOAK/IIOYEHUS pe3yabTara YCJIYTM K MCTOYHUKY ITATA-
IOLIUX HAIPSLKEHUN WIM CUTHAJIOB ¢ JAHHBIMU 3HAUCHUSAMM HAIIPSLKEHUA, TOKA, MOLLIHOCTH);
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6) IIPOYHOCTHAS (COOTBETCTBUE IIPOYHOCTHU pe3yJbTaTa YCIAYIY IIPOYHOCTHU JIPYTUX COBMECTHO pado-
TaroLIUX U3ICINUN);

7) TIporpaMMHast (OIpeaeasaeTcsd BO3MOXKHOCTBIO UCIIOAb30BAHUS €AMHbBIX IIpOrpaMM M/WJIU A3LIKOB
[IPOrpaMMUPOBAHUA IJISI COBMECTHO MCIIOJIb3YEMBIX PE3yJbTaTa YCIYIM U APYTUX U3NCIUN);

8) TexHoJIorn4YecKas (OIIpeaessaeTcs OTCYTCTBUEM TIPUMEHEHU B IIPOLIECCE TIPEAOCTABICHUA VCIYTU
WM B PE3YJbTATe YCJAYIU TEXHOJOTUM, HECOBMECTUMBbIX C TEXHOJOTUAMU APYTUX COBMECTHO UCIIOIb3YEMbIX
O0BLEKTOB);

9) MeTpojsornyeckas (OoIpeaeasieTcd B3aUMHBIM COOTBETCTBUEM HOPM U JIOIIYCKOB Ha I1apaMeETphl
COBMECTHO MCIIOJb3YEMBIX pe3yjbTaTa YVCAYTA Y OPYIMX U3OAEIUM, a TAaKKE COOTBETCTBUEM TpPEOYEMBIX
TOYHOCTEN U3MEPEHUS IIapaMETPOB U ITOTPEILIHOCTEN CPEACTB UBMEPEHUN);

10) mHopMaLMOHHAad (COOTBETCTBUE 0O0OBbEMA, BUJa U (POPMBEL IIpeaoCTaBACHUSI NHEMOPMALIMU TPE-
DOBAHUAM ITOTPEOUTEIISI I COBMECTHO MCIIOJIb3YEMBIX OOBEKTOB).

6.4.3 K mokazaressiM KauecTBa IPEAIpUITUSI cepbl YCIYT, XapaKTePpU3VIOILUM €ro OCHOBHbBIE BO3-
MOZKHOCTHU I10 IIPEIOCTABJICHUIO YCIYTU, OTHOCIT B YACTHOCTU:

- MATePUATIBHO-TEXHUYECKYIO 0a3y MpearnpusaTis;

- CAHUTAPHO-TUTUEHUYECKUE U 3PTOHOMUYECKUE YCIOBUSI OOCIYKUBAHUSA TIOTPEOUTEIIEH;

- 3THUKY OOILIEHHMS ¥ BO3MOXHOCTb IOJYYEHHMS OOIOJHUTEIBHBIX YCIIYT;

- CPEIHEE BPEMSA OXXUIAHUS WIN OOCIYVKMBAHUY KIIMEHTA, CPeIHEE YUCTO OOCIIYKEHHBIX TIOTPEOUTE-
JIe B €IMHULLY BPEMEHM, a TakKXKe HajJu4yue B IIpaBWIaxX OOCHAYKUBAHUS OIIPEHACICHHBIX IIPUOPUTETHBIX
KaTeropuu rorpeouTesieil (I1etv, UHBAJUALI, IIpecTapesble U 1Ip.).

6.4.4 Crieunduueckue rmokasarein XapakTepru3yioT CBOMCTBA JAHHOM I'pYIILL (BUOA) VCIIVT.

6.5 Iloxasarenu 6€30IMaCHOCTH XapaKTepu3ylioT 0€30I1aCHOCTh pe3yiibTara U IIpollecca IIpeaocTaBJie-
HUA VCIVT I SKWU3HU, 3M0pOBbhs, MMVILECTBA T'paXKIaH M OKPYXKAIILEH cpelbl. JTa I'pyIIIia IokKasareiaei
NEeJIUTCS Ha TP TOATPYIIIIbI:

[10Ka3aTean 0e30I1aCHOCTH I KM3HU, 3M0POBb M1 MMVIIECTBA I'paxIaH,

[10Ka3aTe/Iivd 0€30IMaCHOCTHY U1 OKPVYXKAIOILUEH CPEbl;

[10Ka3aTe/Il COXpPaHHOCTU UMVILECTBA U MH(MOPMALIUH.

6.5.1 ITloka3zatenu 0€30TIaCHOCTH 14 KM3HU, 3M0POBbSI Y UMVILECTBA I'paXxaaH OTPaXalOT COOTBET-
CTBHE pe3yJibTara M IIpoliecca IIPpeaoCTaBIeHUA YCIYIY TPEOOBAHMAM I10 BCEM BUIAM OITACHBIX M BPEIHDBIX
BO3ACUCTBUIL. JCHOBHBLIMHU ABJISIOTCS CJICAVIOLLME ITOKA3aTE/IN:

1) 271eKTp0o0E30I1aCHOCTD;

2) TI0XKapHas 0€30I1aCHOCTD;

3) B3pBIBOOE30ITIACHOCTE;

4) paagralMOHHAaA 0€30I1aCHOCTb;

J) 0€30IT1aCHOCTb OT BO3ACKCTBUA XMMHUUYECKUX M 3arpA3HAIOLINX BEIUECTB, B TOM YHCJIE IIPEACIbHO
JIOITYCTUMBbIE KOHLICHTPALIMU BEILECTBA MM BXOOAILMX B HETO KOMIIOHEHTOB;

6) 0e30ITIaCHOCTb IIPU OOCIAYKMBAHUM MAIIUH M OOOPYAOBAaHMS, B TOM YHCIE IIPU OLIMOOYHBIX
NEVCTBUSX OOCIIYKMBAKOLLETO TIePCOHANIAa U CaMOIIPOM3BOJILHOM HapylleHUM PYHKLIMOHUPOBAHUS;

7) 0e30ITaCHOCTDh 3a CYET 3alUUTHBIX CPEINCTB U MEPOIIPUATUN O00ECTIEUEHMS, B TOM UHCJIE: VCTPOMCTB
OTrpaXICHUs, OTPAHNYEHUN X01a, OJIOKUPOBOK, KOHLEBBLIX BBIK/IIOUATEIECH TTOABVIKHBIX 3JIEMEHTOB, KpeETl-
JIECHUH 1 (PUKCATOPOB TIOABMIKHBIX YaCcTel, OCHALUCHUI pabOuMX MECT, OPraHoOB VIIPABJICHUSA U IIPpUOOPOB
KOHTPOJA, aBApUNHON CUTHAIM3ALU, CUTHAJILHBIX 1IBETOB Y 3HAKOB 0€30IIaCHOCTH, VIAJTCHUI, CHUXKEHUS,
JIOKAJIN3ALMU OIACHBIX U BPEIAHbIX TIPOU3BOACTBEHHBIX (PAKTOPOB B MECTAX UX OOpa3OBaAHUI;

8) 0OE€30ITaCHOCTb OT BO3JEHCTBUS aKyCTUYECKUX (1LIYMBbI, VJIBTPa3BYKOBBIE CUT'HAJIbI), TEIIJIOBLIX (MH-
(bpakpaCHBIX), CBETOBLIX (B T. 4. JIa3€PHbIX) U3IYYESHUIA;

9) 0e30I1aCHOCTDb OT BO3IEHUCTBUS TEXHOJIOTUYECKUX Cpell U ApYyIuX (paKTOPOB B IIPOLIECCE TIPEMOCTAB-
JICHUS YCIVIU;

10) cnieumpuueckue BUIAbL 0€30I1aCHOCTU I OTACJABHBIX YCIVYT.

6.5.2 Iloxazartenu 0e€30IMacHOCTH IS OKPYXKAaWILEN cpellbl (3KOJIOTUYECKOU 0€301TacHOCTH) oTpaxa-
I0T CTEIEHDb 3allUThl OKPYXKAKIIEH IIPUPOAHOM Cpelbl OT BPEIHOIO (OITACHOTO) BO3IECHMCTBUS peE3yjbTaTra
/WM IIpoLecca IIPeaoCTaBJACHUI YCIVIM. OTU T10Ka3aTeJau YVYUTHIBAIOT BO3IEHCTBHE Ha (Jiopy, (ayHy,
BO3AYIIHBIA M BOOHLIM OacceiHbl, ITOYBY, Heapa, MOHOCHEPY M T. II. IIPU IIPOU3BOACTBE, XPaHCHUU,
TPAHCIIOPTUPOBAHUU, 3KCIUIyaTallU (IIpUMEHEHUM) U YTWIN3alKM pe3yJibTara yCayrd U IIpolecca okKasa-
HUA YCIIVIH.

ITokazarenun 3KOJIOTUYECKON 0€30I1aCHOCTU BKIIOYAIOT:

- IOTIYCTUMBIE (IT0 YPOBHIO M BpPEMEHU) XUMHYECKUE, MEXaHUYECKHE, padallMOHHbIE, DJIeKTpoMar-
HUTHBIE, TEPMUYECKUE, OMOJIOTMYECKUE BO3ICMCTBUA HAa OKPYXKAIOLIVIO CPEeay;
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- YCTOMYUMBOCTD (BpEMSI BPEIHOTO WJIN OIIACHOTO BO3ACUCTBUA) 3arpA3HSIOIIMX, SIHOBUTHIX, OITACHBIX
BELLECTB, IMONAJAIIIMX B OKPYKAIOLIYIO CPEY Ha 3Tarax XKU3HEHHOTO LIMKJIIA PE3Y/IbTAaTa YCAYIU (BKIHOYas
VTUIM3ALUUI0) WA B IIPOLIECCE €€ OKa3aHU (BKJIIOUYAs 3aXOPOHEHUE OTXOMO0B);

- crieupUIECKUe TTOKA3aTEIN IS OTHSAbHBIX TPYIII (BUIOB) YCIVT.

6.5.3 Iloka3zarenn coxpaHHOCTM MMYVILECTBA I'paKiaH U/WIN COXPAaHHOCTH (KOHPUACHLMAIbHOCTH )
MH(MOpMALIMM OTPAXalOT CTEIIEHb COOTBETCTBYIOILEH 3allIUTHI B IIPOLIECCE OKAa3aHUA YCIIYTHU.

[ToxasaTenn coxpaHHOCTM MMYILECTBA I'pakJaH MOI'YT BbIpaXaThCs Yepe3 rapaHTUU (KOMIIEHCALUIO
yilep0a) WiKn ONpeae/IsaThCs YCIAOBUSIMU CTPAXOBAHUSL.

[ToxaszaTenun coxpaHHOCT UHPOPMALIMM YCTAHABIMBAIOT IJ1S1 BUAOB YCJIVT, CBA3aHHBIX C OOpalllcHUEM
CO BCEMU BUIAMU HHTEJIEKTYAJLHOM COOCTBEHHOCTH TMoTpeduTenas ycayru. lapantum 06e€30I1aCHOCTHU
OTHOCST KaK K MaTephajibHOMY, TaK U K MOpajJbHOMY yiUuepoy mnorpeoutessi. Ilokazarean coxpaHHOCTH
KOH()UACHUMAIBHOCTY MH(MOPpMALIUU MOTYT OTPaKaThCs rapaHTUIMM OTCYTCTBUS HECAHKLIMOHHMPOBAHHOIO
JOCTYIIA UJIM OTCYTCTBUS UCKAXEHUA UHMOPMALIMM B KOMITBIOTEPHBIX CUCTEMAX «BUPYyCAMU».

6.6 Iloxkaszarenu HageXHOCTU XapaKTEPHU3YIOT CBOMCTBA HAAEKHOCTU U CTOMKOCTHU K BHEIIHUM BO3-
NEUCTBUAM pe3yJibTaTa YCAYIHY, IIOMEX03allUILEHHOCTH pe3y/bTaTa U IIpolecca OKa3aHUs YCJIYIU, HAOeXK-
HOCTH TIPEAOCTABJICHUS VYCIAYIU TIOTPEOUTEIIID. DTy TPVIIY IIoKasarejJer IoApas3feadaioT Ha 4YeThIpe
[TOATPVIIIBI:

HAIEXKHOCTh Pe3yabTaTta VCAYIU;

CTOMKOCTD pe3y/ibTaTa YCJIYIY K BHEIIHUM BO3ICHCTBUSIM;

[TOMEX03alUILIEHHOCTD;

HAIEXKHOCTh IIPEHOCTABICHUS YCIIVIU.

6.6.1 Iloxkazarenu HameXHOCTU pe3yJbTaTa YCJIYTU OTPaXKaloT BBLIMOJHEHHUE (COXpaHeHUEe) UM CBOUX
(bYHKUMA. DTHU ITOKa3aTeJI MOTYT BbIPaXXaThCsl B BUAEC KOJUYECTBEHHbBIX 3HAYEHUU KOMIUIEKCHBIX I10Ka3a-
TeJIe HaAeXXHOCTU MNPOAYKLMU U/WJIM €NUHUYHBIX IIoKa3aTejae ee 0e€30TKA3HOCTU, JOJTOBEYHOCTH, pe-
MOHTOIIPUTOIHOCT U COXPAaHSIAEMOCTH.

6.6.2 Ilokasarenu CTOMKOCTH pe3yabTaTa YCIAYIY K BHEIUIHUM BO3ACHCTBUSIM OTPpAKaIOT 00eCIIeYeHUE
(coxpaHeHHe) paboOTOCIIOCOOHOCTU IIPU BO3ASCVUCTBUM W/WIU II0C/AE BO3ACHCTBUS COIIPATAEMbIX OOBEKTOB
U TIPUPOIHOU CpEelibl, B TOM YUCIIE:

- MEXaHUYECKHMX BO3ACUCTBUN (BUOpALIMOHHBIX, YVIAapHbBIX, CKPYYMBAIOLIUX, BETPOBBIX U T. I1.);

- KJIMMATHUYECKUX BO3ACUCTBUI (KOJEOAaHUU TeMIIepaTypbl, BIAXHOCTH U aTMOCHEPHOTO TABICHUS,
COJIHEUYHOU paavauy, aTMOC(PEPHBIX 0CAAKOB, COJSIHOIO TyMaHa, IIbUIX, BOAbLI U T. I1.);

- CITELIMAIBbHBIX BO3JIEICTBUU (OMOSIOTUYECKUX, pAIallMOHHBIX, XUMHUYECKUX, B TOM YUCJIE arpeCCUB-
HBIX TA30B, MOIOLLUMX CPEIACTB, TOIUIMB, Macel U T. I1., JICKTPOMArHUTHLIX I1I0J€H, CPEICTB Ae3aKTUBALIUU,
aera3zalunu, Ae3vMH@PEKUN U T. IL.).

6.6.3 IlokazaTrenm moMexo3allUILEHHOCTU OTPaXaloT CTEIIeHb OO0ecCIieYeHUsI (COXpaHEHMsI) CBOUX
(pyHKUMIT (CBOMCTB) IIPU BO3AECUCTBUU IIOMEX U CTEIIEHb BO3IAEHCTBUS Ha OKPYXAIOLIYIO CPENY IIOMEX OT
JIEKTPOMATHUTHLIX ¥ MOHU3UPVIOLLUX U3JIVIEHUN B PE3YJIBTATE VCIVIY WIN B IIPOLIECCE €€ OKa3aHUA.

6.6.4 Iloxkazarenm HameXXHOCTU IPENOCTABICHUS YCIYTU ITOTPEOUTETIO OTPpaKalT CBOEBPEMEHHOCTD
M TOYHOCTDb BBITIOJIHEHUS 3aKa3a (3asiBKM) II0 TaKUM TrapaMeTrpaM, KaK CpoKU, 00beMbl, HOMEHKIIATypa U
[TO3U LMY JOTOBOpA (KOHTPAKTA).

6.7 Iloxa3zarenu npodecCHOHAJIBLHOIO YPOBHSA IepcoHaia IPEaIpUATUS (MCIIOTHUTEISA YCIIYT) BKIIIO-
4aroT TPU TIOATPVIIHL:

VPOBEHDb ITPOYECCUOHATILHON ITOATOTOBKYA M KBAJIU(PUKALIMU, B TOM YUCJIE TECOPETUYECKUE 3HAHUSA U
YMEHUSI TIPUMEHSIThL UX Ha IIPaKTUKE;

CIIOCOOHOCTD K PYKOBOACTBY (IUISI pYKOBOIUTEJIEH TIpEAIIpUSITUN, MEHELKEPOB, METpAoTe Iel U Op.);

3HAHUE U COOIIOACHUE IIPOPECCUOHAIBHOMN 3TUKU TTOBEACHUS .

6.7.1 Iloxasarenu ypoBHS 1podeccuoHAIbHOU TIOATOTOBKU U KBaJM(pUKALIMKM ITepCcoHala BKIIOYAIOT
OLICHKY CJICAYIOLUIMX ITapaMETPOB:

- YPOBEHD (pEeNUTHHT) y4eOHOro 3aBecHUSI,;

- 0011ad U TIpOoPUANPYIOLLAY ITOATOTOBKA IepCcoHalia (OTCYTCTBUE CIIELMAJIBHOMN TTOATOTOBKH, ITOATO-
TOBKa B 00BeMe; IMpodPeCcCUOHATbHO-TEXHNYECKOTO YYIIMILA, TEXHUKYMa, By3a, IIOCJIEBY30BCKOIO U [10-
ITOJIHUTEJIBHOTIO O0pa30BaAHUA);

- 0011Me HaBBIKU (KaTeropust, Kjiacc, CTaX padOThl) ¥ HABBIKU BBITIOJIHEHUS CJIOXHBIX padOT, B TOM
YHUCJIE TI0 pe3yjabTaTaM y4acTus B KaKUX-JIM00 KOHKypcax IpodheCcCHMOHAIbLHOIO MaCcTEPCTBA;

- 3HaHUE U coOmoaeHe TpeOOBAaHUI PYKOBOIMLIUX JOKYMEHTOB, Kacawlluuxcsa npodeccoHalIbHON
NESATEJIbHOCTU (B T. 4. IO COOTIOAEHUIO TpeOOBAHUU: CAaHUTAPUU, JIUYHOU TUTUEHBI M TUTUEHBI paboyvyero
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MECTA; IIOXApHOU U APYIrUX BUIAOB 0€30I1aCHOCTHU, IIpaBWI OXPAaHbI TPyia;,; HOPMATUBHBIX JOKYMEHTOB Ha
YCIIYTU).

6.7.2 Ilokazarenu criocoOOHOCTU K PYKOBOACTBY BKJIIOUAIOT OLIEHKY CJIEAVIOIUX ITapaMeTPOB:

- 3HAHUE U COOJIIOJEHUE TPYIAOBOTO 3aKOHOIATEJILCTBA, OTPACJIEBBIX PYKOBOIALINX TOKYMEHTOB,
Kacawluuxcda IIpodecCUOHAIbLHOM NeIATEAbHOCTH,

- YMEHUE OpraHM30BaTh padoOTy IepcoHasa, 00eCIeYUTh 3PMPEKTUBHBIA KOHTPOJIb 3a COOMIOACHUEM
M CBOUX ODSA3aHHOCTEN U KOHTPOJb 34 peaJu3allue 11pas;

- 3HAHUE U CODJIIOJCHME 3aKOHOIATEAbCTBA Y PYKOBOIMIIMNX JOKYMEHTOB B 3KOHOMUYECKOM, (DMHAH -
COBOH M OyxrajTepCcKou cdepax;

- YMEHUE 00EeCIeUUTh JOOPOXKEIATEABHYIO aTMOC(hEpY HA NPEANpUITUN, CBOEBPEMEHHOE U KAUeCT-
BEHHOE 00CIyXMBaHUE ITOTpeOUTENeH (KIINEHTOB) IIPUOPUTETHBIX KATETOPUN; TIPaBIJIBHOE UCIIOJIb30BaHIE
CPEICTB IIPOTUBOIIOXAPHON M APYIUX BUAOB 3allUTHl ¥ CUTHAIM3ALMY;, YETKVIO 3BaKyalllio IIOTPeOUTeNe
WM OKa3aHUE UM HEOOXOJMMOM ITOMOILLUHM IIPU 3KCTPEMAJbHBIX CUTYALIUSIX.

6.7.3 IloxazaTtenn 3HaHUS U COOMOAEHUS MPO(PEeCCUOHAIBHOM TUKU TTOBEACHUS OTPAXKAIOT:

- UHIUBUAVAIBbHBIE CBOMCTBA, B YHUCJIO KOTOPBIX BXOIAT 3TUYHOCTDH, JOOPOXENATEIbHOCTb, BEXKIIU-
BOCTb, KOHTAKTHOCTh, KOMMYHHUKAOEJIBHOCTD U T. II., 4 TAKXXE BHEIIHUE JJaHHbIC;

- BHMMATEJIBHOCTb M IIPEAYIIPEANUTEIbHOCTb B OTHOLUEHUAX C IIOTPEOUTENIIMU B IIpelesiaX CBOMX
ITIOJIKHOCTHBIX O0S13aHHOCTEN,

- YMEHME CO3/1aTh aTMOC(Epy TOCTENIPUUMCTBA, YMEHUE TIPOABIATL TEPIICHUE, BLUIEPXKKY U o0j1ama-
HYE CIIOCOOHOCTBIO U30eraTb KOHMJIUKTHLIX CUTYaLIUA.

6.8 COBOKYIIHOCTb IIO0Ka3aTeJeM KadecTBa YCJIYI, BbIOPAHHYIO B COOTBETCTBHMM C IIOJIOKECHUAMMU
pasaesa J, BHOCAT B CJCAVIOILINE JOKYMEHTHI.

1) craHmapthl BUna «HoMeHKnaTypa rokasareael KauecTBa» il KOHKPETHOM I'PYIIIILI ( BUIA) OMHO-
POIHBIX VCIVT;

2) CTaHAAPTHl HA YCIYIU, IIPOLECC OOCAVKMBAHUA (IIPEAOCTABICHUS YCIAYTU), IIPEAIIPUITUI CPEepbl
YCIIYT,

3) craHmapThl BUaa « I peboBaHMA K OOCAYKMBAIOIIEMY IIEPCOHAIY» IS Pa3/IMUHbLIX BUIOB YCIIVI;

4) HOKYMEHTBI CUCTEMBI VIIPABJIEHUSI KAUYEeCTBOM;

d) IIpaBWiIa, METOIMKN M PEKOMEHIALIMY I10 OLIEHKE COOTBETCTBUA YCJIYT, IIpoliecca OOCIYKMBAHUSI
(IIpeaOCTaBJICHUS YCIYIUY), IIPEAIIpUATAS U aTTeCTallMU IIepCoHaa.

7 Kiaaccudukanusa MeToZ0B KOHTPOJISI H OLEHKH MOKa3aTejed KadecTBa YCJaYr

7.1 MeTtoapl KOHTPOJISI M OLEHKHM I10Ka3aTejJei KadecTBa YCAYI KJAACCU(MPUUUPYIOT T10 CIASAVIOILUM
[IpU3HAKaM:;

- 1IeJI TIPUMEHEHU S,

- (PU3UKO-CTATUCTUYECKME TIPU3HAKN U TIPOLIEAVPDI;

- METOAbLI POPMUPOBAHUS PE3YJILTATOB.

7.2 1lo uenaM npuMeHEeHMs METOAbl KOHTPOJS M OLEHKM KauyecTBa YCJIYI IIOAPA3NSdl0T HAa TPU
TPVYIIIIBL:

1) ompeneneHue COOTBETCTBMS KayecTBa VCIAYI TPEOOBAHUAM HOPMATUBHOM HOKYMEHTALMM M/WIHN
[IOTpeouTE IS — TIpU (POPMUPOBAHUM CTAHIAPTOB HA YCJIVIU (IIPOLIECC TIPEHOCTABICHUS YCIAYIU, TIPEAIIPHU-
aTUE, TIEPCOHA), OLEHKE COOTBETCTBUS YVCIAYT ¥ CUCTEM KadecTBa;

2) yCTaHOBJIEHUE (PAKTOPOB (YCJIOBUN), CIIOCOOCTBYIOILMX JOCTHKEHUIO TPEOYEMOTO YPOBHS KA4eCT-
Ba YCJAYI — TIPpU VIIPABJICHUU KAYE€CTBOM;

3) CpaBHUTEJIbHAS OLIEHKA (paHXMPOBAHME) KA4YeCTBA BBITNOJIHEHUS OAMHAKOBBIX YCIYT pa3JInyYHbIMU
[IPEAIIPUSTUSIMMU.

7.3 Ilo pu3uKoO-CTaTUCTUYECKUM IIpU3HAKAM U IIpoLeaypaM METOAbl KOHTPOJS M OLEHKHU I10Ka3a-
TeJIe KadyecTBa YCAYT IIOAPA3Ie/saiOT Ha TIATh T'PYIIIL;

1) MHCTPYMEHTAJIBbHBIN — B BUJIE pe3yJbTaTa COOTBETCTBYIOLLIUX U3MEPEHUM;

2) OpPraHoJICIITUYECKUI — Yepe3 peaklLMI0 OpraHoB YYBCTB KOHTpoJiepa. Pe3yabTrar OLEeHKU MOXKET
HOCUTb KA4eCTBEHHLIN (aJbTepHATUBHAS WIM I'paJallMOHHAYg OLIEHKA) WIN KOJUYECTBEHHbINM XapakTep;

3) MOIEJBbHO-PACYETHLIM — C UCIIOJb30BAHUEM 3aBUCHUMOCTU OLIEHMBAEMOTO ITOKA3aTeas KavyecTBa
OT II0Ka3areyeil, OoIpeaeIeMbIX APYTUMU METOoJaMU (IeTEpMUHUPOBAHHBIN) WIN MOACIUPOBAHUEM CIIY-
yailHOro I1poiecca (GopMUPOBAHU IToKa3aTejael KavyecTBa (CTOXAaCTUYECKUM);

4) »KCIIEpTHBIM — Ha OCHOBE aHAIM3a CYKIACHUIN (KaueCTBEHHBIX U KOJMYECTBEHHBIX OLIEHOK) DKC-
[1EPTOB;
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5) COLMOJIOTUYECKUIT — IIPOBEAECHUEM COLMOJOTMYECKUX OOCAeOBaHUN UM aHalIM3a ITOJYYEHHBIX
TAaHHBIX.

7.4 Metoabl GOpMUPOBAHUS PE3YJIBTATOB KOHTPOJIS M OLIEHKHU TToKa3aTe/aed KauyecTBa Ioapas3ae/isaioT
Ha JIBE TPVIIIIhI:

1) omnpeneneHUe pasinuni eIMHUYHLIX ITOKa3aTeJIe KayecTna:

- JeTEepMUHHUPOBAHHOUN PA3HOCTU 3HAYEHUM UM MTHOBEHHOUW Pa3HOCTU,

- PA3HOCTU CTAaTUCTHUYECKHMX XapaKTEPUCTHUK (MaTeMaTU4eCKOe OXMIaHUe, TUCIIEPCHUS);

- PA3HOCTU TIPOTHO3HLBIX 3HAYECHUM TIoKa3aTesasd Ha ONPEAEICHHbBIN MOMEHT BPEMEHU UM PA3HOCTU
CKOpPOCTEN U3MEHEHUS (TPEHA) MATEMAaTHUYECKOI0 OXUJAHUS STOTO I10Ka3aTeIsl.

DTU METOJbl UCIIOJBL3VIOT IIPU BCEX CIIOCO0aX IMOJYYEHUS 3HAYEHUM I1oKasaTrejaei KayecTBa, KpoMe
COLIMOJIOTUYECKUX O0CIIeIOBAHUNA;

2) (opMUupoOBaHUE ODODIIECHHBIX ITOKA3ATEJIEN

- METO/ KBAJIUMETPUU — € UCIIOJIb30BAHUEM B3BEIUEHHOI'O CYMMUPOBAHUY CAMHUYHBIX ITOKA3aTeIeH
1 OIIPpEICJIEHUEM «BECOB» BKCIIEPTHBIM ITYTEM;

- METO/I, BbIOOpa OIIpe e/ IOILETO IT0KA3aTes1, COOTBETCTBUE KOTOPOI'O YCTAHOBJIECHHBIM TPEeOOBAHUAM
ABJAETCA IJIaBHBIM YCIOBUEM ITPU3HAHUS YCIYIY KAQUECTBEHHOM , HEOOJIBIIIME OTKJIOHEHUS 3HAUEHUU APYTUX
rmoxKasaTresjaei IIPU3HaITC HeCcylleCTBeHHbIMU. OmpenesaioiM IToKa3aTeJaeM peKOMEHAYETCs IIPUHMUMATh
[10Ka3aTesib 0€30I1aCHOCTH

- METO/I BLIOOPA B KAYECTBE OIIPENECIAIOLLETO I10KA3aTe/Ib ¢ HANOOJBLLIEN CKOPOCTHLIO U3MEHEHMS.

DTU TPYILIBI METOI0OB UCIIOJIB3VIOT IIPU BCEX CIIOCODAX IMOJYUYEHUS 3HAUEHUM IToKa3aTe/ieil KauecTna.

7.5 IlpuMeHsIeMOCTb METOIOB KOHTPOJIA Y OLIEHKH IToKa3aTe el KayecTBa IPUBEICHA B IIPUJIOXKEHUHN [ .
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MMPHUJIOXEHHWE A
(CIIpaBO4YHOC)

KJACCUDUKAIINA
MOKA3ATEJIEH KAYeCTBA YCJIYT

1 Ilokaszateau Ha3HaveHHUd

.1 Ilokazarean npuMeHCHUA
IlokazaTean COBMECTAMOCTH
| PyHKUMOHAIBLHOMN;
reOMETPUYECKOM;
OUOJIOrN4YEeCKOMN:
3JIEKTPOMArHuTHOWU;
3JIEKTPUUYECKON ;
ITPOUYHOCTHOWU;
IIporpaMMHOM,;
TEXHOJIOI'MYECKOU;
METPOJIOINUECKOM;
MHPOPMALIMOHHOMN.
Iloka3zarean npeanpusaTus
- MarepnanbHo-TexHuueckas 6asa.
CaHUTApHO-TUTMEHUYECKNE U 3PTOHOMUYECKUE VCIOBUS OOCIYKMBAHUA.
DTUKA OOLIEHMS U BO3MOXHOCTD IMTOJIVUEHUS HOIIOJIHUTEIIbHBIX YCIIVT.
CpenHee BpeMsl OXUIAHUA WIM OOCIYKMBAHUS KIMEHTA.
Cﬂeuﬂ(]mqecme NOKa3aTe
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ITokazatean 6e30MacHOCTH

IToxazaTean 0e30MacHOCTH AAS XKU3HA, 3J0POBbS U HMYIIECTBA IPakKIaH

.1 DnaekTpobe3011acHOCTb.

2 [ToxapHas 0e3011aCHOCTb.

.3 B3pbpiBobe30onacHoCTS.

1.4 PaguanmoHHas 0e30I1acHOCTD.

.5 be30mnmacHoOCTb OT BO3AECUCTBUS XMMHUYCCKMX U 3arpsa3HAIOILINX BEILIECTB.

1.6 besonacHocTb 1py O0OCAYXKUBAHUU MallilUH U 000OpyIOBaHUS.

.7 be3onacHOCTb 3a CcUET 3alllUTHbIX CPEACTB U MEPOITPUSITUIA.

1.8 besornacHOCTb OT BO3IEUCTBUSI aKyCTUUYECKUX, TEIJIOBBIX, CBETOBLIX MU3JIYUCHUMN.
1.9 be3omnacHOCTbL OT BO3AEUCTBUS TEXHOJOIMYECKUX Cpell.

10 be3onacHocTb pe3yabraTta MaTepUaibHOM VCAYTM MpU odpallleHUM ¢ HUM, HEUCIIPAaBHOCTU U YTWIU3a-

LIUU.
2.1.11 Cneundunueckue BUAbl 0€30IIaCHOCTU 1151 OTHCIBHBIX VCIIVI.
2.2 Tloka3zaTean 0€30MaCHOCTH AJIst OKPYXKAIOIMIEH cpeapl
2.2.1 JlomycTtruMble (ITO0 YPOBHIO U BpEMEHHN ) XMMUUYECKNUE, MEXaHWUEeCKUE, pagualluOHHbIE, 3JIEKTPOMariHuTHbIE,
TepMUUYECKUE, OMOJIOTUUECKME BO3ACHCTBUS Ha OKPVXKAIOIIVIO Cpely.
2.2.2 YcTOM4MBOCTD 3arpsI3HSIONINX, SIIOBUTBIX, OITACHbIX BEIIECTB, MOIAfAlOIINX B OKPYXAIOIIVIO Cpely.
2.2.3 Crieunduyeckue 1mokasareyau sl OTASAbHBIX I'pyIlI (BUIOB) YCIYT.
2.3 Iloxka3zateau COXpPaHHOCTH UMYIECTBa U MHGpOpMAIUN
2.3.1 CoXpaHHOCTb UMYILIECTRA B IIpOLIECCe IPECAOCTARICHUS VCIVYIU.
2.3.2 CoxpaHHOCTb UH(pOpMALIMU OT HECAHKILIMOHUPOBAHHOTO OOCTVIIA.
2.3.3 CoxpaHHOCTb MHGpOpMALIUU OT BO3AECUCTBUS BUPYCOB.

3 Ilokazarean HaAEeXXKHOCTH

3.1 Iloka3aTteayu HaAJAEXKHOCTH pe3yabTaTa YCJIYId

1.1 be3oTka3HOCTSE.

2 JlonroBEe4YHOCTD.

3 CoxpaHs1eMOCTb.

4 PeMOHTONPUrOoHOCTD.

5 KoMrIuiekcHbIe MMOKA3aTeNu.

Iloka3zaTean CTOMKOCTH Pe3yJbTaTa YCAYIH K BHEIIHUM BO3ACHCTBHAM
| CToMKOCTL K MEXAHUUYECKUM BO3JACUCTBUSIM.

3.
3.1.
3.1.
3.1
3.1.
3.2
3.2.
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3.2.2 CTOMKOCTb K KIIMMATUUYECKUM BO3IECHCTBUSIM.

3.2.3 CTOMKOCTb K CIIelIMaJIbHbIM BUIAM BO3IECHUCTBUNA.

3.3 Ilokaszarenm nmomMexo3almUAMEHHOCTH

3.3.1 Tlomexo3amuineHHOCTb pe3yJibTaTa OKa3aHus YCJIVIu.

3.3.2 TloMexo3almmineHHOCTD [Ipolecca OKa3zaHus yCyru.

3.4 Iloka3zareau HaAACKHOCTH NPEAOCTABICHUSA YCAYTH

3.4.1 CBOEBpEMEHHOCTb U TOYHOCTD BBLIITOJIHEHMS 3aKas3a I10 ¢cpokaM, 0ObeMaM, HOMEHKIIATYpE.
3.4.2 CBOEBpPEMEHHOCTb U TOUHOCTDb BBITTOJIHEHUS 3aKa3sa 110 ITO3ULIUSIM J0I0BOpa (KOHTPAKTA).

4 Ilokaszatenn nmpo(peCcCHOHATBHOTO YPOBHA NEPCOHATA

4.1 IloxkasaTteam ypoBH4 MpPORPeCCHOHAIBHON MOATOTOBKHA U KBaAM(PUKALNH

4.1.1 YpoBeHb y4eOHOIO 3aBelcHNSI.

4.1.2 O6masa u npodunupyrolias MmoAroToBKa repcoHana.

4.1.3 Obuive HaBBLIKU.

4.1.4 3Hanue n coOioacHNe TpeOOBAHUN PYKOBOISIINX JOKYMEHTOB.

4.2 Ilokazatean cnOCOOHOCTH K PYKOBOAAmEH AeATEAbHOCTH

4.2.1 3HaueHUe U cOOIIONEHNE TPVIOBOIO 3aKOHOIATEILCTBA.

4.2.2 YMeHMe OpraHu3oBaTh padboTy nepcoHala.

4.2.3 3HaHue U cobioaeHEe 3aKOHOIATEIIbCTBA 3KOHOMUYeCKOM, (pUHAHCOBOU, OyxraaTepcko chep nes-
TEJIbHOCTMU.

4.2.4 Ymenne oOecrieuuThb H00OpoxenarebHVI0O aTMoc(epy U IIpaBUJIbHbIe AECUCTBUS B BKCTPEMAaJIbHBIX
CUTyalusx.

4.3 Ilokazatean 3HaHHA A COOMIOACHUS NMPOPECCHOHAAbHON 3THKA MOBEACHNS

4.3.1 UunuBuayaabHble CBOUCTBA.

4.3.2 BHMUMAaATEIBHOCTDL U NPEAYIIPEINTENBHOCT B OTHOLIEHMIX C ITOTPEOUTESAMMU.

4.3.3 YMeHue co3naBatbh 0eCKOH(MINKTHYIO aTMocdepy.

[TPUJTOKEHUE b
(cripaBoOYHOEC)

BO3IMOMXHDLIE HEJIN IIPUMEHEHNWA
HOMEHKJIATYPbBI MOKA3aTeJIed Ka4eCTBA YCJIYT

b.l YcraHoBleHMe HOMEHKIIATYPHI IT0KaA3aTesel KauecTBa (0€30I11aCHOCTU) VCIIVr ISl BHECEHUS B CTAHIApPThI
«HoMeHKIarypa rokasareieil KauecTBa» 111 KOHKPETHOM I'PVINIIbl (BUIA) OAHOPOAHBIX VCIVI, a TAKXKE B:

- CTaHOapThl Ha VCIIYIU, ITPpOLECChl OKa3aHUs YCJIYr, CEPBUCHbIE IIPEeAIIpUSITUS, T1EPCOHA;

- JOKYMEHTBl CUCTEMBI VIIPABJICHUS KAaYE€CTBOM;

- [IpaBUJ1a U peKOMEHIALIMU 10 OLIEHKE COOTBETCTBUA VCIIVI (IIpoliecca 0Ka3aHus yCiIyru, CEpBUCHOIO IPEaITpy-
SITUSI U TIepcoHasa), CTaHAapTbl, MHCTPYKUMU (METOAMKU) MO U3MEPEHUIO (KOHTPOJIIO, OLEHKE) IapaMeTpoB U UX
METPOJIOrMYeCKOMY 00ecIieYeHUIO;

- [IpaBUJla MapKMUpOBKU, VITAKOBKU, TPAHCIIOPTUPOBAHUY U XpaHEHUS pPE3YJIbTATOB YCAYIU;

- [IpaBUJIa 3KCILTIyaTaluy, pEMOHTA, [IPECABABICHU peKiIaMalyil Ha pe3yabTaThl VCIVIY U (B 4aCTU peKIaMalii)
Ha IpOLECC OKa3aHUs VCIIYIu.

b.2 YcraHoBieHe HOMEHKIIATYPBI IT0KA3aTeJIe KayecTBa (0€30I1aCHOCTU ) YCIIyr, 00ecIIeUnBalolICi pa3paboTKy
M KOHTpPOJIb 3a peajin3alieil pellieHUM 110 COBEPLICHCTBOBAHUIO cdhephl VCIVT.

b.3 ¥YcraHOoBJIeHVEe HOMEHKIIATYPLI [T0Ka3aTesjeil KauecTBa (0e3011acHOCTY) B KOHTpaKTax (IOoroBopax).
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[TPUJIOXEHHWE B

(CIIpaBO4YHOC)

IIpumMenaeMoCTh MOKA3aATEIEH KAYeCTBA YCJIYyT

Taonunna B.1

[IpuMenseMocTs nokazaTesieil KadecTBa Ipyrin yeiyr

Yenyru XUMUYUCTKA, [lourus n PemonT
OD1IECTBEHHOTO KpallleHuE, PEMOHT OOYBU, | aBTOTPAHCIIOPTA,
NMUTaH U CTUPKa OJICK 1B arnrnapaTypsl

[Toxasaresnb KayecTsa TypucTCKHe

yCJIIYIU

1 T'lokazarenu HazHaueHUd
1.1 Tlokaszarenu npumeHe- + + + + +
HUA
1.2 Tlokaszarenu COBMECTU- + + + +- +
MOCTH

1.3 Ilokasarenu [pen- + + + +
MPUSTHS
1.4 Cnieunduveckue 10- + + + + +
Kazaren

2 llokazarenu Oe3oI1ac-
HOCTU

2.1 Ilokazarenu ©Oe3o0r11acC- + + + + +
HOCTU IS )KU3HU, 3I0POBbs U
MMYVILIECTBA I'paXaaH

2.2 Ilokazarenn ©O6e30r11aC- + + + — +
HOCTU /141 OKpYXaKIe! cpelbl

2.3 llokazarenm  coxpaH- + — + + +
HOCTU uMyliecTBa U MHPOp-
Malunu

3 Ilokasarenu HaaeX-
HOCTH

3.1 Ilokazarenu  Hazex- — + + + 1
HOCTU pe3yJibTaTa VCJIyru CoxpaHsieMocTb JlOJATroBe4HOCTb JlOJrOBEYHOCTD

3.2 lloka3arenu CTOMKOC- — + + + +
TU pe3yjbTaTa YCJIVIU K BHEll-
HUM BO3J€UCTBUAM

3.3 llokaszarenu nomMexosa- — — — — 1
IV IIEHHOCTHU

3.4 llokazatenun = Haaex- +
HOCTHU I1pEedOCTaBJICHUS VCIVIU

4 Ilokazarenu npodeccro-
HAJIbHOI'O YPOBHS II€pCOHAaA

4.1 Tlokaszarenu 1podec- + +- +- + +
CHOHAJILHOW TIIOAIOTOBKU U
KBanudpukauumu

4.2 llokazatenun crioco0- + + + + +
HOCTU K PYKOBOIMIIEH es-
TE€JIbHOCTU

4.3 Ilokazarenu 3HaHUs U + + + + +
cOONMIcHNS ITPOPECCUOHAIb-
HOW 3TUKU TMOBEICHUS

[IpuMevaHnue — 3HAK «+» O3HAYAET [IPUMEHAEMOCTD, 3HaK «—» — HEIPHUMEHIEMOCTD [10Ka3aTe/1el KaueCTRa
YCJIVT.

10
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[MPUJITOXEHUWE T
(CIIpaBO4YHOC)

IHHPUMEHAEMOCTDb
METOJ0B KOHTPOJIA M OICHKH IMOKA3ATEJIEH KAYEeCTBA YCJIYT

Taoauuall.l

[IpyuMensieMoCcTs MeToa KOHTPOJIS

[oxasaresb xauecTsa UHCTPYMEHTAIb~ | OPTAHOJIETITU- MOJIEJIBHO - conunonornyec-

| | IKCIICPTHOTO
HOIO HCCKOIO PACHCTHOIO | KOO

| Tlokaszarenu HazHaueHUS
1.1 Ilokazarenu mnpumeHe- + + + + +
HUS
1.2 Ilokasarenu coBmecTu- + + + + _
MOCTU
1.3 Ilokasarenu npeanpus- — + — + 1
THSI
1.4 Cneundumueckue moka- + + + + +
3aTEIIn

2 lTlokazarenu Oe3oriac-
HOCTU

2.1 Ilokazarenun OHesornac- + + + + —
HOCTU 1Sl XXKU3HU, 3J0pOBbS U
MMYVILeCcTBa rpaXxiaaH

2.2 Ilokazarenqun OHesornac- + + + + —
HOCTH [IJIs1 OKPYXKAalolle! cpelbl

2.3 Ilokazarenu  coxpaH- + — + + +
HOCTU uUMyllecTBa U UHPOP-
Malinuu

3 ITlokazarenu HanexXHOCTU

3.1 Ilokaszarenu HagexXHOC- + _ + _ _
TU pe3yibTaTa VCIyIu

3.2 Ilokasarenu CTOMKOCTU + — + _ _
pe3yJibTaTa VCJIVIM K BHELIHUM
BO3AECUCTBUSAM

3.3 Ilokaszarenun  1noMexo- + + + + +
3alllUILEHHOCTHU

3.4 Ilokaszarenn HaJleX- — — _ + +
HOCTU IIPEIOCTABICHWS VCIIYIU

4 Tlokazarenu npodeccuo-
HAJILHOI'O VPOBHY IIepCOoHAala

4.1 llokazarenu 1npodec- — — — + +
CUOHAJLHOU ITOAI'OTOBKHY U KBa-
ndruKaunuu

4.2 llokazareau  CIIOCOD- — — — + +
HOCTU K PVKOBOIALIEN JIed-
TEIBLHOCTU

4.3 Ilokazarequ 3HaHUYg U + + — + +
coOMoacHUY ITpodeCCUOHANb-
HOW 3TUKU TIOBEICHU A

IllpuMeyaHue — 3HaK «t» O3HA4aeT IMPUMEHSIEMOCTb, 3HaK «—» — HEIPUMEHIEMOCTb I10Ka3aTellel
KauyecTBa VCIVT.
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