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NMpenucnosue

1 PASPABOTAH ®epepaibHbIM roCyJapCTBEHHbLIM YHUTapPHbLIM npegnpuaTmnem "POCCUNCKUA HAYy4YHO-
TEXHUYECKNN LEHTP MHAOPMaUUM Mo CTaHAapTM3aunun, MeTposiormm n oueHke cooTBeTcTBuma" (Pryn
"CTAHOAPTUH®OPM")

2 BHECEH TexHun4eckum kKoMuTeTOM Mo cTaHgapTum3auum TK 406 "CoumanbHoe obcny>xmpaHue
HaceneHung"

3 YTBEP)XOEH W BBEOEH B OENCTBUE Mpnkaszom depepanbHOro areHTCTBa MO TeXHUYECKOMY
perynavpoBaHuio n MeTposiorum ot 6 ceHTAbpa 2019 r. N 641-cT

4 B3AMEH FOCT P 52496-2005

5 B HacToALWeM CTaH4apTe peasin3oBaHbl HOPMbI:

a) benepanbHbIX 3aKOHOB:

- 0T 24 Hos16ps 1995 r. N 181-®3 "O coumanbHOM 3aWLMTEe NHBaNMAOB B Poccuinckon depepaunn';

- oT 24 wiona 1998 r. N 124-®3 "O6 o0CHOBHbIX rapaHTusx npaB pebeHka B Poccuiickon
®depnepaunn®;

- oT 28 pekabpa 2013 r. N 442-®3 "O6 ocHoBax couuanbHOro obcny>xmBaHus rpaxgaH B
Poccunckon ®epepaunmn”;

- oT 24 wnoHa 1999 r. N 120-®3 "O6 ocHoBax cuUCTeMbl MNpodunakTuku 6e3Han30pHOCTU U
rnpaBoHapyLleHNn HecoBepLUEeHHOeTHUX";

- 0T 29 nioHA 2015 r. N 162-93 "O cTtanHgapTumsaumm B Poccninckon degepaymmn';

6) 3akoHa Poccuiickon degepaumm oT 7 despand 1992 r. N 2300-1 "O 3awwmuTe npas
notpebutenen";

B) nocTaHoBseHns lMpaBuTenbcTBa Poccunckon depepaumn ot 24 Hoabps 2014 r. N 1236 "O6
YTBEPXXOEHNN MPUMEPHOro NepeYHsa coumasbHbIX YCAYr N0 BUAaM CouMasnbHbIX ycnyr"

lMpaBunna npuMeHeHNs HacTosLero ctaHaapTa yCTaHoOBJ/IEHbI BCTaTbe 26 PenepasbHOro 3aKOHa OT
29 wuwoHa 2015 r. N 162-®3 "O cTaHmapTusaumnm B Poccuinckon ®depepaunn". MHopmaumnsa ob
U3MEHEHUSIX K HacCTOSLlEMY CTaHAapTy Myb/MKyeTCcs B €XerogHom (rno COCTOsIHMiO Ha 1 sHBaps
Tekyulero roga) nHepopmaUnoHHOM yka3saTese "HaunmoHasbHble CTaHAapTbl", a oppuunaibHbIVi TEKCT
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U3MEHEHWI U MNorpaBoK - B eXXeMeCAYHOM UHDOPMaLMOHHOM ykKa3aTese "HaunoHasibHble cTaHAapThbl".
B cny4ae nepecmoTpa (3aMeHbl) NN OTMEHbI HACTOSALLEro cTaHAapTa COOTBETCTBYIOLIEE YBEAOMIIEHNE
bynet onybnnkoBaHo B b6avKavilLeM BbIMYCKE E€XEMECSAYHOro WHGHOPMaLMOHHOIrO yKa3aTeJis
"HauwnoHasbHble cTaHgapTbl". COOTBETCTBYOLasa NHpoOpMaL NS, yBe4OM/IEHNE N TEKCTbI pa3MeLLarTcs
TakXe B MHGHOPMaLMOHHON cucTteme obLyero rnosb30BaHus - Ha opuumasbHOM canTe ®egepasibHOro
areHTCTBa MNo TEXHUYECKOMY PEryJsIMpoBaHmnO n MeTposiornn B cetn MHTepHeT (www.gost.ru)

1 O6nacTb NnpMMeHeHun

HacToAawmin cTaHOapT PacnpoCcTPaHSAeTCsa Ha CoLMasbHble YC/IYrM HaceNeHuto, NpenocTaBasemMble
rocy1apCTBEHHbIMU U UHbIX (OPM COBCTBEHHOCTU YYPEXAEHUSMUN COLIMANbLHOrO 0b6CcNyXnBaHusa (oanee
- YYpPeXXAeHMs), a Takxe rpakhaHaMmu, 3aHUMaLWUMNCS NMpeanpUHUMaTEeNIbCKON AesTeNbHOCTbIO B
chepe coumanbHoOro o6cy>XmMBaHmus HacesneHus 6e3 ctaTyca LPUANYECKOro nua.

CTaHﬂ,apT YCTaHaB/IMBaeT OCHOBHbIE MpaBW/la N NOPAOOK MNMpoBeneHna KOHTPOJIA Ka4deCTBa BCEX
BMNOOB KOMIMJIEKCa COUMalbHbIX YCNyr, npeanoCtaBsideMbiX HaCeENEHNIO.

2 HopMaTuBHbIE CCbIJIKM

B HacTofAwWweM CTaHOapTe UCNOb30BaHbl HOPMATMBHbIE CCbIJIKN Ha cneaylowme CTaHaapThl:
FOCT P 50646 Ycnyru HacesneHuto. TepMUHbI 1 onpeneneHuns

FOCT P 52142-2013 CouunanbHoe obcnyxuBaHue HaceneHnsa. KayecTBo coumnanbHbix ycayr. Obuwume
MosIOXKeHNs

FOCT P 52143 CouunanbHoe obcnyxuaHme HaceneHus. OCHOBHbIE BUAbI COLMASIbHbIX YCYyr
FOCT P 52495 CouunanbHoe ob6cnyXnBaHme HacesneHns. TepMnHbl U onpeneneHms

FOCT P 57760 CoumanbHoe obcnyxuBaHne HaceneHus. KOMMyHUKaTUBHbIE peabunmTaunoHHbIe
YCAYyru rpa>kgaHaMm C orpaHU4eHnUs Mn XXn3HeaeaTebHOCTH

MpumeyvaHme - Mpun NONb30BaAHUM HACTOALWMM CTaHZAPTOM uenecoobpasHO MpoBepuTb AENCTBUE
CCbIJIOYHbIX CTAaHAAPTOB B MHOPMALNOHHON cncteme obuiero nosb3oBaHMA - Ha ouUnaNbHOM canTe
depnepasibHOro areHTCTBa Mo TEXHUYECKOMY PeryimpoBaHuMI0O N MeTpoJiorum B cetu MIHTepHeT mnauv no
eXerogHomMy MHMOPMaLMOHHOMY YyKa3aTento "HaunoHanbHble CTaHOapThl", KOTOpbIN onybankKoBaH No
COCTOSIHUIO Ha 1 AHBaps TeKyLwero roga, v rno BbiIMyCKaM eXeMeCA4YHOro MHPOPMaLVMOHHOIO yKa3aTens
"HaumoHasnbHble CTaHAapThI" 3@ TeKywmn roa. ECnm 3aMeHeH CCbIJIOYHbINM CTaH4apT, Ha KOTOPbLIA AaHa
HedaTUPOBaHHAsA CCblJIKa, TO PEKOMEHOYEeTCS UCMOJIb30BaTh AENCTBYIOLLYIO BEPCUIO 3TOMO CTaHdapTa C
Yy4€TOM BCeX BHECEHHbIX B [AaHHYI BEepCuo M3MeHeHWn. Ecnm 3amMeHeH CCbINoYHbIN CTaHAapT, Ha
KOTOpbIM AaHa AaTuUpoBaHHasa CChblJIKa, TO PEKOMEHAYeTCsa MCMNOoJIb30BaTb BEpPCUI0 3TOro CTaHdapTa C
YKa3aHHbIM Bbllle roloM YyTBepXXAeHNA (NpUHATUSA). ECnn nocne yTBep)XXAeHNA HacTosLWero ctaHgapTa
B CCblIOYHbIA CTaHAapT, Ha KOTOPbLIA fAaHa [AaTUpOBaHHAs CCblIJIKA, BHECEHO W3MEHEHMe,
3aTparmealoLLee NosoXKeHne, Ha KOTopoe fAaHa CCblJIKa, TO 3TO NOJI0XKEeHNEe peKoMeHAYeTCA NPUMEHATb
6e3 yyeTa OaHHOro M3MeHeHus. ECnm cCbioYHbIN CTaHAapT OTMeHeH 6e3 3aMeHbl, TO MOoNoXeHue, B
KOTOPOM [laHa CCbIJIKa Ha Hero, peKoMeHAyeTCs NPUMeHATb B YaCTu, He 3aTparuBatoLLen 3Ty CCbIIKY.

3 TepMMHbI U onpepeneHus

B HacTodAweM cTaHfapTe npuMeHeHbl TepMuHbl No TOCT P 50646 n TOCT P 52495.
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4 KOHTpOJ1b KayecTBa couuasibHbIX yCAyr
4.1 OCHOBHbIE NOoJIoXKeHus

4.1.1 KOHTpOJIb KadecTBa CoOUMANIbHbIX YCJAyr 3akJjiloyaeTcd B  MNPOBEpPKe  MOJIHOTHI,
CBOEBPEMEHHOCTM NpedoCTaBs/IEHNA 3TUX YCAYr, a TakKXe WuX pe3ybTaTUBHOCTU (MaTepuasbHORM,
onpeenslolen CcTeneHb peleHns MaTepuasbHbIX UM (QUHAHCOBLIX MpobremM KANEHTOB, WU
HemMaTepuasbHOW, onpeaenswen cTerneHb MoBbIWEHNA PU3NYECKOro, MOpPasibHO-MCUXOSI0rM4eCcKoro
COCTOSIHNA KNMeHTa, peweHnss ero ObITOBbIX, MPaBOBbIX W Apyrux npobnem B pesynbTaTe
B3aMMOOENCTBUA C UCMIONHUTENEM YCIYT1).

4.1.2 B HacToAWweM CTaHOapTe KOHTPOAIO MOOJIEXUT KavyeCTBO BCeX CcouWasbHbIX YCyr,
ycTaHoBsieHHbIX B TOCT P 52143. Lenb KOHTPOJA - NpoOBepkKa COOTBETCTBUA KayecTBa 3TUX YCIyr
TpeboBaHnam FOCT P 52142.

4.1.3 N3noxxeHuto B HacTosiLLeM CTaHAapTe NpaBua M Mopsiika NPOBeAeHUsT KOHTPOAS KayecTsBa
KOHKPETHbIX BMAOB COUMabHbIX YCAYyr MpealwecTByeT W3I0KeHWe MpaBui U nopsaka KOHTPOs
OCHOBHbIX (haKTOpPOB, HErnocpeaCTBEHHO CYLLUECTBEHHO BJIMSIOWNX Ha KAYeCTBO MpeaoCcTaB/seMbIX
ycnyr.

4.2 KOHTpPOJb OCHOBHbIX (PaKTOPOB, BJIMAIOLLUX HA KQ4eCTBO COLMaJIbHbIX YCAyr

4.2.1 KoHTpoo noanexaT ciefyluwme oCHoBHble haKTopbl, ycTaHoBNeHHble TOCT P 52142:

- HaJlInyme N COCTOAHWE OOKYMEHTOB, B COOTBETCTBUM C KOTOPLIMU (QYHKLIMOHUPYET y4pexxaeHune
(nanee - LOKYMEHTHI);

- YCNI0BUA pa3MelleHna yqypexaeHuns;
- YKOMIMJIEKTOBAHHOCTb y4pexxaeHuna cneunainctamMm n nx KBaJ'II/ICpVIKaLI,VIFI;

- cneunanbHoe N TabenbHoe TexHMYecKoe ocCHalleHue y4ypexaeHus (obopygoBaHue, Npubopsl,
annapaTtypa u T.4.);

- COCTOSAAHME NHpopMaLnn 06 yypexxaeHun, Nnpasuia N NOPSAOK NPeaoCcTaBAEHNS YCAYTr KINEHTaM
couunanbHom cny>xbbl (oanee - KNUeHTbI);

- Hannymne cobCTBEHHOW W BHELLUHEN cucTeMbl (CNy>KObl) KOHTPOJIA 3a OEATENIbHOCTbIO Y4YpeXaeHUs.

4.2.1.1 TMpun KOHTpPO/Zle [OKYMEHTOB (yCTaBa Yy4YpexAeHus, TMoJsoXeHnusa o6 yypexpeHun,
PYKOBOACTB, MpaBW/, CHYyXeOHbIX WHCTPYKUUN, MeTOAMK paboTbl C KAWEHTaMU N CoBCTBEHHON
DEeATeNbHOCTN, 3KCMJlyaTauMOHHbIX [OOKYMEHTOB Ha obopygoBaHume, npubopbl n annapaTypy,
HauMoOHa bHbIX CTaHOAPTOB couuasbHOro o06cnyXmBaHMa HaceneHus W Ap.) MpoBepsT  uX
COOTBETCTBUE MPEenbsABASEMbIM K HUMM TpeboBaHUSM MO MOJIHOTE W MPaBUJIBHOCTU OKdOpPMJIEeHNS,
aKTyaJIbHOCTN, CBOEMY NpefHa3HaYeHUIo.

O HOBPEMEHHO KOHTPOJINPYOT CBOEBPEMEHHOCTb MPOBEPKN COCTOSAHUSA N NepecMoTpa AOKYMEHTOB,
nx 0OHOBJIEHUS 1 U3BATUA N3 00paLLEHNS YCTapeBLLNX.

4.2.1.2 Tpn KOHTPOJIE YCJ/IOBUIA pPa3MELLEHUS YYPEXOEHNS MPOBepstoT COOTBETCTBME PAa3MeEpPOB U
COCTOSIHMA 30aHWIA N MNOMELWEHWA CaHUTAPHO-TUIMEHUYECKUM HOpMaM U npaBuiaM, TpeboBaHUSM
npoTuBono)xapHo 6e3onacHocTu. OQHOBPEMEHHO MNPOBEPSOT MOJIHOTY obecnevyeHus yypexxaeHus
BCEMU BUAAMM KOMMYHasIbHO-ObITOBOro 06CNY>XMBAHWUS, OCHALLEHUS TenedOoHHON CBS3bi, CO3AaHUSA
HeobxoOMMbIX YyCNOBUA AN NMpebbiBaHUS B HEM KJMEHTOB, 0OCNYy>XMBAWOLWEro nepcoHana, a Takxe
npeaoCcTaBIeHNA COLMalIbHbIX YCYT.

4.2.1.3 Tpn KOHTpoONe cneunanbHOro M TabeNbHOro TEeXHUYECKOro OCHALLEeHUs y4YpexaeHus
NpoBepsaT YKOMMIEKTOBAaHHOCTb 3TUM OCHalleHveM (obopyaoBaHueM, annapaTtypoin, npnbopamu), ero
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COCTOAHWNE, CcoOoTBeTCTBUE TpGﬁOBaHVIFIM CTaHOapPTOB, TeXHUN4YeCKnx yC)'IOBI/IVI, OPpyrmx HOpMaTWUBHbIX
DOKYMEHTOB, NMPaBuIbHOCTb N 3 (PEKTUBHOCTb NCMOJIb30BaHNA, CBOEBPEMEHHOCTb €ero r|p|/|06peTeH|/|ﬂ.

4.2.1.4 YKOMNJIEKTOBAHHOCTb yUYpeXAeHns crneunanmcTtaMm npoBepstoT Mo WTaTHOMY pacnucaHuio.
KBanugukaumo, obpasoBaHue, MpodpeccuoHasbHYyl MOArOTOBKY CMEuuasIMCTOB, UX COOTBETCTBUE
3aHMMaeMblM  [OJDKHOCTSAM, [eJfloBble, MoOpajibHble U MOpaJibHO-3TUYEeCKMEe KavyecTBa, YMeHUe
noaAep>XXnBaTb HOPMaJibHbIE YE/I0BEYECKME OTHOLUEHUS C KJIMEHTaMU YYpexXOeHMs NPoBepsoT NyTeM
N3y4yeHns NnYHbIX Oen, cobecenoBaHusi, onpoca pykoBoauTesneln, Koaner no pabote u KJNEHTOB, a
Tak>Xe MyTeM U3y4YeHus MMCbMeHHbIX 0T3bIBOB 0 paboTe cneumnanancTos.

OnHOBPEMEHHO MNPOBEPSIOT OpraHM3auuilo U nposeaeHne paboT yypexaeHUs Mo MNOBbILLEHWUIO
KBanMmKaLUum CNeunanncTtoB, a TakXXe CBOEBPEMEHHOCTb MpOoBeAeHUs 3TUX paboT M aTTecTauuu
cneumnanncTos.

4.2.1.5 CocTtoaHne unHdbopmauunm ob yypexaeHnn (CBeaeHUn O HAaMMEHOBaHUW YYPEeXXOeHUs, ero
MEeCTOHaX0XXAEHUWN, XapakKTepe, BuOoax nm obbeMe npenocTaBAsEMbIX YCAyr, nopsagke, npasBuiax wu
YyCJIOBUSX UX NpenocTaB/ieHUsa U Ap.) NpoBepsaloT Ha cooTBeTcTBMEe TpeboBaHuaMm [1] n TOCT P 52142-
2013 (nyHKT 4.1.5.4).

4.2.1.6 Mpwn npoBepke cOBCTBEHHOM CNY)XObl KOHTPOJISA 3@ OEATENIbHOCTbIO YYPEXAEHNS NMPOBEPSAIOT
Hannyme n CTPYKTYpPY 3TOM AOKYMEHTasIbHO OGOpPMAEHHON CAyXbbl, Mo3BonsoLen PyKoOBOACTBY
yypexxaeHnsa KOHTPOJIMPOBaTh AeATesIbHOCTb NogpasaeneHnin n oTAesbHbIX COTPYAHUKOB MO OKa3aHUto
COUManbHLIX YCAYyr, ee COOTBETCTBME HaUMOHaNbHLIM CTaHgapTaMm W  APYrMM  HOPMaTUBHbLIM
OOKYMEHTaM Mo coumasnbHOMY 06CNy>XMBaHUIO HaceneHus, 3pHEeKTUBHOCTb OT €€ NMPUMEHEHNS.

Mpn nNpoBepke BHELWIHEN CUCTEMbl KOHTPOJIS N3y4aloT AOKYMEHTaslbHO OPOPMIIEHHbIE pe3ysbTaTbl
NPOBOAMMbIX MPOBEPOK, XapakTep 0TMEeYaeMbIX HELOCTAaTKOB U CTEMNEHb peann3aunm MeponpusaTuii rno
NX YCTPaAHEHMUIO.

4.3 KOHTpPOJIb Ka4yecTBa COLMaNIbHO-ObITOBbIX YCAYr

4.3.1 MNpwn KOHTpPOJSIE KayecTBa YCAyr no COAENCTBUIO HACENeHUI0 BCeX KaTeropum - KJAneHTaMm
coumanbHoOM cny»X0bl B MosydeHUM NpenyCcMOTPeHHbIX 3akKoHoAaTenbCTBOM Poccuinckon depepauumn
NbroT U MPEeMMyLLecTB B COLMaNbHO-6bITOBOM obecneyeHun MpPOBepPSAOT, HACKObKO CBOEBPEMEHHO,
KBaMPUUNPOBAHHO 1 B MNOJIHON Mepe OKasaHa KJMmeHTaM NoMOLLb B peLlleHun nx npobsem n Kakosa ee
3P PEKTUBHOCTD.

4.3.2 KayectBo  »unon njaowanu, npenocTaBaseMon KNMeHTaM  CTauMoHapHbIX U
MoJlyCTaLMOHAPHbIX YYpexOeHUn coumanbHOro obcayXmBaHUA, KOHTPOAUPYIOT MyTeM MPOBEPKU ee
COOTBETCTBUSA CAHUTAPHO-TUFMEeHNYECKUM HOPMaM Mo pa3MepaM, COCTOAHUIO 30aHUA U NMOMELLEeHUN’, Nx
KoMopTHOCTN, obecnedyeHuto yaobcTBa MPOXUBaAHUSA KANEHTOB M NO APYrMM >XU3HEHHO BaXXHbIM
rnokasartenaMm. OOHOBPEMEHHO MPOBEPSAT, HACKOJIbKO YYUTbLIBAOT MpPU pa3MeleHUn KINEHTOB B
XKUNbIX MOMEeLWeHnsax nx pusndyeckoe 1 Ncuxmu4eckoe coCTofHUE, MCUXOSIOTNYEeCKY0 COBMECTUMOCTb,
HaKJIOHHOCTW.

4.3.3 KayecTBO MOMeLleHUA, MpenocTaBAseMbIX A9 OpraHumsaunm peabunnTaunoHHbIX
MeponpuaTuin, ne4ebHo-TpyaoBOM 1 y4ebHON AeAaTeNbHOCTN, KYJIbTYPHOro U BbITOBOro 06CnyXmuBaHus,
KOHTPOMIMPYIOT MyTEM WX MPOBEPKM Ha CoOTBeTCTBMe TpeboBaHMAM MO pasMepy, PachnosioXKeHuo,
KoH(Urypaumm, obecnevyeHno BOSMOXXHOCTY NPOBEAEHNSA B HAX BCEX YMOMSAHYTbIX BbIlLe MEPONpUATUiA
C y4yeToM crneumdukm obcnyXKMBaemMoro KOHTMHreHTa. Kpome Toro, BCe >Xuible, cny>xebHble wn
MPOV3BOACTBEHHbIE MOMELLEeHNA MPOBEPAT Ha COOTBETCTBMe cjeaywowmm  TpeboBaHuaM,
onpeaensLmMM X Ka4yecTBo:

- TpeboBaHMAM NPOTUBOMOXKapHOW 6e3onacHoOCTK;

- TpeboBaHMAM No obsi3aTeNbHOMY OCHaLLEHWNIO TeneOHHOW CBA3bIO 1 obecneyeHno BCEMU BUAAMN
KOMMYHalbHO-6bITOBOr0 06CNy>XnBaHUS;

- TpeboBaHMSM MO 3aLMLWEHHOCTM OT BO3OENCTBUS pPa3fiIMYHbIX (aAKTOPOB (MOBbILLIEHHOMN
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TeMnepaTypbl, BAa)HoCTW, BMbpaumm u T.4.), OTPULATENbHO BAUSAOWMX Ha 340POBLE MepcoHana,
KJIMEHTOB N Ha Ka4yeCTBO NpeaoCcTaBAsieMbIX YCIyT;

- TpeboBaHusIM Mo obs3aTenbHOMY 060pYy[AOBaHUIO MOMELLEHWI CheunanbHbIMKU YCTPONCTBaAMMU,
NPUCNocobNeHnaMn Ons  nepeasBuXKeHnss WHBANMAOOB (MaHAycaMu, TMOPYYHAMM, pPacCLUMpPeHHbIMK
LBEPHbIMU NpoeMaMn, MMM TOBLIMY NOABEMHUKAMU U T.4.).

4.3.4 Tlpn KOHTpoJie KavecTBa Mebenn M MOCTENbHbIX MNPUHAAJNIEXXHOCTEN, NPEefoCTaBISAEMbIX
KNMEHTaM Yy4YpeXXAeHUA coumnanbHOro o6CnyXuBaHWUS, MPOBEPSOT, HACKOJIbKO OHM YyAobHbl B
Nnosb30BaHUKW, Y4YUTbIBAeTCSs M npu ux nopbope dusmyeckoe cOCTOSHUE KINEHTOB (MHBaNMAOB,
TAXKeNnobosbHbIX, ManonoABMXXHbIX W T.O.), B KaKOW CTeneHM oTBeYalT OoHU TpeboBaHMSAM
COBPEMEHHOr0 AN3aliHa M BbIMOJIHEHbI JIN N3 HETOKCUYHbIX MaTepurasios.

4.3.5 MNpwn KOHTpONIE KayecTBa MpPenocTaBNsAEMbIX KNMeHTaM oaexabl, 0byBu, HaTenbHOro 6enbs
MPoOBepPSIOT, HACKOJIbKO OHW YyAobHbl B HOCKe, COOTBETCTBYIOT /IM POCTY W pa3MepaM KJIMEHTOB,
OTBEYalT NI UX 3anpocam no pacoHy N paCLUBETKE, OTBEYAOT I CAHUTAPHO-TUTMEHNYECKUM HOPMaM
TpeboBaHUAM.

4.3.6 TMpu KOHTpOJie Ka4yecTBa ropsvYero nuUTaHWUS, MNPeAoCTaB/IIEMOro B Yy4YpeXAeHUsx
CoUManbLHOro o6CNy)XXMBAHWS WAW OOCTABASEMOro KJMEHTaM Ha [0M, MpoBepstoT, HAaCKOJIbKO
nobpokayecTBEHHbI NPOAYKTbI, N3 KOTOPbLIX OHO M3roTOBNASIETCA, YAOBIETBOPSET /M OHO NoTpebHoCTU
KJIMEHTOB MO KaJIOPUNHOCTU, COOTBETCTBYET /M YCTAHOBJIEHHbIM HOPMaM MUTAHUSA MO COAEP>XXaHUIo
6enKkoB, >XWPOB, YrneBOAOB W CAaHUTAPHO-TUIMEHWYECKUM HOpMaM, YUYUTbIBAaeTCS M Mpu  ero
pacrnpeneneHnn cCoCTosiHNE 340POBbS KJINEHTOB.

4.3.7 KayecTBO COLMANbHO-OLITOBLIX YCAYr WHAWBUAYaNbHO-00CYy)>XMBAIOLLEr0O N TMITMEHNYECKOro
XapakTepa KJMeHTaM, Mo COCTOSIHUIO 340P0BbSA YAaCTUYHO WM MOJIHOCTbIO YTPATMBLUMM CMOCOBHOCTbL K
camMoobCny>XNBAHNIO U HE CMOCOBHBIM BbINOJIHATL 00bIYHbIE XXUTENCKME NpoLUenypbl, B TOM YACAE Takue
NeNCcTBMS: BCTaTb C MOCTENW, Niedb B MNOCTEsb, OAETbCS W pPa3feTbCs, YMbITbCH, MPUHSATb BaHHY
(cxoOonTb B 6aH0), MPUHSATH MAWLLY, MUTb, NOJIb30BAaTbCA TyaneToM WIN CYAHOM, NMepenBuraThCs Mo
JOMY U BHE [O0Ma, yXa)XuBaTb 3a 3ybamMu WM YenoCcTblo, MOJIb30BATbCS OYKAMW WM CJIYXOBbIMU
annapatamMn, CTPUYb HOITU, MYy>XYMHaM 6puTb 6opondy M yCbl, KOHTPOJIMPYIOT MPOBEPKON, B KaKOM
cTeneHu 3Tn ycnyrun obecrneymBaloT BO3MOXXHOCTb BbIMOJIHEHUSA HEOOX0AMMbIX KNMeHTaM npouenyp 6es
MPUYMHEHNS KaKoro-nmbo Bpeda WX 3[00POBbIO, (PUNYECKUX WM MOPaJibHbIX CTPadAHUA WK
HeynobCcTB W MNpoABAAET NAM Npu 3ToM 06CNy>XUBaOLWMA NepcoHan HeobxoanMyl OeSIMKAaTHOCTb W
KOPPEKTHOCTb MO OTHOLUEHWUIO K KJINEHTAM.

4.3.8 KOHTpPOJIb Ka4yecTBa YCayr Mo CO34aHUI0 YCIOBUIA AJ1 OTNpPaBieHUA PenurnosHbix obpsnos
OCYLLEeCTBAAIOT MPOBEPKON, HACKOJIbKO CTPOro y4mMTbiBalOTCA Mpu 3TOM BepoucnoseaHue, BO3pacT,
rnon, uanyeckoe COCTOSAAHNE KJINEHTOB, OCOBEHHOCTU PUTYasIOB PESINrMO3HbIX 06pAa0B B pa3fIMyHbIX
KoH(eccnsax, a TakKXe He [ONyCKalTCA M Kakue yuemneHus npas cBOo6OAHOro oTnpaBieHus
pPeNnrno3HbIXx 06ps40B BEPYOLLUMN.

4.3.9 Ka4yeCcTBO COAENCTBUA B OpraHm3auum npepoctaBieHUsa ycnyr npeanpuatusMm TOProeau,
CBAA3W, KOMMYHasNbHO-6bITOBOro 06O6CNY)XMBaHMA NPOBEPSAOT Ha nNpeaMeT ero COOTBeTCTBMA
TpeboBaHMAM NO YAOBJIETBOPEHUID MNOTpebHOCTerM W 3anpoCoB KJ/ANEHTOB B CBOEBPEMEHHOM
npuobpeteHnn HeobXxoAMMbIX NPOLOBOSLCTBEHHBLIX U MPOMbILLJIEHHbLIX TOBapoB, B pelleHnn BOMNpOCOB
onsiaThl XXWUJbS U KOMMYHaJIbHO-ObITOBbLIX YCAYT.

4.3.10 KoHTpONb Ka4ecTBa yCAyr no AoCTaBKe BOAbl, TOMKe rne4yeun, CcoaencTemio B obecnevyeHunun
TOMNMBOM, CAaye Belwlen B CTUPKY, PeMOHT m obpaTHOM MX [OCTaBKe, COAEWCTBUIO B OpraHmsauum
ybopKN >KUAbIX MNOMELLeHUA, MO OKa3aHWU MNOMOLWKM B MPUrOTOBMEHUM MUK OCYLLEeCTBASETCH
MPOBEPKON TOro, HaCKOJIbKO MOJSIHO W CBOEBPEMEHHO YAOBJIETBOPSAKTCA HyXAObl M MNOTpebHOCTU
K/INeHTOB B peLleHun 3Tux npobsiem 4ns co3gaHnsa UM HOPMabHbIX YC/IOBUN XU3HW.

4.4 KOHTpPOJIb KayecTBa counasibHO-MeAULUHCKUX yCnyr

4.4.1 Mpwn KOHTPOJIE KayecTBa YC/yr Mo OKa3aHWo MOMOLLN HAaCesIeHN0 BCEX KAaTeropun u rpynn -
KJIMEHTaM coumanbHON cnyXKbbl B MOSYyYEHUN MNPefyCMOTPEHHbIX 3aKOHOAATesIbCTBOM PoCCUIACKOM
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depnepaumm coumanbHO-MeOULMHCKUX YCIYT MPOBEPAIT, HACKOJIbKO CBOEBPEMEHHO N B HeobxoaAMMOM
nn obbeme oOKa3biBalOT 3TU YCnyrm m KakK YHYUTbIBalOT MPU NX OKa3aHNWN XapaKTep 3aboneBaHus,
MeOUUVHCKME NMoKa3aHus, pusnyeckoe n ncnxm4yeckoe CoCTosaHME KJINEHTOB.

4.4.2 Ka4yeCcTBO YCNyr No oKasaHuio Uan CoOAencTBUIO B OKa3aHUN MeaULNHCKON NOMOLLWN KJINEHTaM
CTaUMOHAPHbIX Yy4YpexaeHun counanbHoro obcnyxumBaHus B obbemMe 6a30BoM MNporpamMmbi
obsA3aTenbHOr0O MeauMUMHCKOro CTpaxoBaHMA rpaxdaH Poccunckon depepauunn, LUeNeBbIX W
TeppuTopuasbHbIX rMporpamm obazaTeslbHOro MeanLMHCKOro CTpaxoBaHUS, OKa3biBaeMon B sie4ebHo-
NPOPUNAKTUNYECKMX YUpeKeOeHUAX, KOHTPOJIMPYIOT MPOBEPKOM, HACKOJIbKO MOJIHO U CBOEBPEMEHHO
BbIMOJIHAIOTCHA BCe MeJULMHCKME npouenypbl U MepornpuaTus, npefycMoTpeHHble nporpaMmMmaMu, u
KakoBa UX 3p(PeKTUBHOCTb.

4.4.3 Tlpn KOHTpOJIE KavyecTBa YC/Ayr B CTauUMOHapHbIX ydypexaeHuax no obecneyeHuto yxoda 3a
KJMEHTAaMN C YYeTOM COCTOSHUA WX 300pPOBbs MPOBEPAIOT, HACKOJIbKO MOJHO N CBOEBPEMEHHO
OKa3sblBaloTCaA 3Tu ycnyrn (obtupaHune, o6MbIBaHWE, TUTMEHNYECKMWE BaHHbI, MpUYecbiBaHMne,
rnposegeHne MeOVUUMHCKUX Mpouenyp, BblAaya JleKapCTB B COOTBETCTBMW C Ha3HayeHMeM Bpaya,
HabnogeHne C roTOBHOCTbIO B 11060 MOMEHT MPUNTM Ha MOMOWb W T.4.) U B KAaKON CTENneHu OHWU
yOOBNETBOPAT HYXAbl N NOTPEOHOCTN KNMEHTOB.

4.4.4 Tlpu KOHTpOJie KayecTBa YCAyr Mo COOENCTBUIO B MNPOBEAEHUU Me[UKO-CoUnanbHOM
9KCNEPTU3bl NPOBEPSIOT, B KaKOW CTEMEHW 3TN YCAYrn NMOMOralT yYpexxAeHUsIM MeanKo-coumasibHON
3KCNepTu3bl B  MPaBWIbHOM  onpegeneHnn (B yCTaHOBJIEHHOM  nopsagke) noTpebHocTen
0CBUAETENbCTBYEMbIX KJNEHTOB B Mepax COUMasIbHOW 3aluuTbl, BKJAOYaa peabunmtaumio, Ha OCHOBE
OLLeHKMN OrpPaHUYEHNN XXN3HEeOeATeNbHOCTMN, Bbl3BaHHbIX CTOMKUM PacCTPONCTBOM (PYHKLMIN OpraHnu3Ma,
a TakXe B obecrnevyeHun noceweHUa KAMeHTaMun COOTBETCTBYHOLIMX chneumannctoB m cbopa Bcex
OOKYMEHTOB, HEOHXOAUMBIX OJI9 KOMMJIEKCHOM OLEHKW COCTOSHUA UX 340POBbSA Ha OCHOBE aHa/M3a
pPa3fINYHbIX OaHHbIX.

4.4.5 KayecTBO yC/yr Mo opraHn3saunm npoxoxxAeHUs AUCMaHCepm3aLnumn npoBepsioT TeM, B KaKOM
cTeneHn 6bina obecneyvyeHa AOCTYMNHOCTb MOCELIEHUS KAMEHTAMW BCEX MPeAnuCaHHbIX UM Bpayen-
CrneumnanncToB 1 KakoBa bbina UX siBKa ANs yrNyb6neHHOro 1 BCeCTOPOHHEro obcieloBaHNA COCTOSAHUS
3[10POBbS.

4.4.6 Tlpn KOHTpOJIE KayecTBa YCAyr MO OpraHvsauum Meaunko-coumasibHoro obcnepoBaHus -
OKa3aHMio KBaaMMPULMPOBAHHOIO KOHCY/NIbTUPOBaHMSA, TMPOBEAEHUD MEPBUYHONO MeOMUNHCKOro
OCMOTpa M NepBUYHOWN CaHUTapHOW 0O6paboTKK, OKa3aHUO NepBoll AoBpayvebHOW nMomMouln, NMepBUYHON
MeANKO-CaHUTapPHOM N CTOMATOJIOr NYEeCKO NOMOLLM NPOBEPSAIOT, obecneymBaeT M Takasd opraHusaums
yCcnyr noTpebHOCTM KJMEHTOB CTAUMOHAPHbLIX YYPEXAEHUN B YKa3aHHbIX COLMalbHO-MeAUNLMHCKUX
ycnyrax oo Hadana CUCTEMaTUYECKOro nevyeHuns.

4.4.7 Tlpn KOHTpOJIe KayecTBa YCayr No COOENCTBUIO B MOJIyHeHUM 3yBonpoTe3HOoM M NpoTe3HOo-
opToneanvyeckor rMomMoLLM, a Takxxe rno obecnevyeHNto Ui COAENCTBUIO B obecnevyeHnn TeXHUYECKNMMU
cpencTBaMu yxoda W peabunutaumm npoBepsitOT, HACKOJIbKO MOJIHO COOTBETCTBYKOT 3TU YCAYyru
MPaKTUNYECKMUM NMOTPEeBHOCTSAM KNNEHTOB 1 obecrneynBaloT NMosy4yeHne nmMmm HeobXxoaAnMbiX MPOTE30B UK
OpYrnx cpeacTe yxona n peabunutauunn.

4.4.8 KOHTPOJIb KavyecTBa YCNyr, CBA3aHHbIX C MPOBeAEeHNEM MeAULNHCKUX npouenyp (n3mepeHune
TemrnepaTypbl Tesla U apTepuasibHOro AAaBNEHMWs, Ha/l0OXKEHNE KOMMPECCOB, OCYLLECTBIEHE NepeBs30k,
obpaboTka nMposie)xxHel, paHeBbIX MOBEPXHOCTEN, BbIMNOJIHEHME OYUCTUTENbHbLIX KJIU3M) U C OKa3aHUEM
MOMOLLM B BbIMNOJIHEHMN CBSI3aHHbIX CO 3[0POBbLEM MpoLenyp (NprUeM fekapcTs, 3aKanbiBaHWe Kanesb,
nonb3oBaHWe KaTeTepaMun 1 A4p.), 3aK10YaeTCs B MPOBEpKe TOro, He HAHOCUT JI OKa3aHue 3TUX ycnyr
Bpeda K/AMEeHTaM W BbIMNOJHAITCA AU Npu 3ToM TpeboBaHWS MaKCUMaAJIbHOW aKKypaTHOCTUM U
OCTOPOXXHOCTW CO CTOPOHbLI 06CNY>XMBAKOLLEro NepcoHana.

4.4.9 MNpun KOHTPOJIE KavyeCcTBa YC/yr, CBSA3aHHbIX C OKa3aHWeM 06Cy)XMBaeMbIM Ha OOMY KJMEHTaM
CaHWTapHO-TUrneHn4yeckon nomown (ob6TMpaHue, obMbiBaHWE, TUTMEHUYECKME BaHHbI, CTPUXKKA
HOrTen, npuyecbiBaHWe M T.A4.), OCYyLLeCTBJIEHMEM UM MNOAKOXHbIX W BHYTPUMbILLIEYHbIX BBEAEHWUN
JIEKApPCTBEHHbIX NpernapaToB B COOTBETCTBUM C Ha3HayYeHMEM nevalimx Bpayen, 3abopoM MaTepmnanoB
ANna  npoBepeHus nabopaTOpHbIX WUCCNeAOBaHWUNA, CMEHOW HaTenbHoro 6enbsi, KOpPMJIEHMEM
0C/labneHHbIX KJANEHTOB, MPOBEPSIOT, HACKOJIbKO CBOEBPEMEHHO W B MOJIHOM 51 obbemMe MpoBOAST
npeanucaHHble KJMeHTaM YKa3aHHble Bbllle MeAWUMHCKME npouenypbl, CNoCcob6CTBYIOT M OHM

BHUMaHWe! LlonoNHUTENbHYO NMHOPMaLMIO CM. B Ap/ibike "MpuMedaHunsa”
NC «TexakcnepT: 6 nokoneHne» NHTpaHeT



FOCT P 52496-2019 CoumanbHoe o6cnyXunBaHme HaceneHns. KOHTPOJIb KavyecTBa coumalbHbIX ycnyr. OCHOBHbIE NOJIOXKEHUA CTpaHuua 7
lMpumeHsaeTca ¢ 01.05.2020 83ameH TOCT P 52496-2005

YAYYLEHNIO COCTOAHUSA 340pPOBbS N CaMOYYBCTBUSA KIIMEHTOB, YCTPAHEHMUIO HENPUATHbLIX OLLYLLEeHNN
anckomaopTa.

4.4.10 KayecTBO KOHCYJIbTUPOBAHUA MO COLMANbHO-MEAULMHCKMM BOMPOCaM MpoOBepPsitoT Tem, B
Kakon cTteneHn obecneymBaeT OHO OKa3aHWe KBa/MPULMPOBAHHOM MOMOLM KAMEHTaM B NpPaBUJIbHOM
MOHMMaHUM W pPeLeHnn CTOSWNX Mepel HUMU KOHKPETHbIX COoUManibHO-MeAUNUNHCKUX npobnem
(NnaHWpoBaHMe CeMbW, COBPEMEHHble CpeAcTBa KOHTpauenuuu, FUrmeHa nNUTaHUS WU XUIUWA,
n3baBneHne OT BpedHblX TPUBbIYEK, MNPOMPUNAKTUKA Pa3IMyHbIX 3aboneBaHWUn, CekcyasibHble
pPacCTPONCTBa, MCUXOCEKCyaslbHOe pa3BuTue, obyvyeHue poACTBEHHUKOB 60JIbHbIX MPaKTUYECKUM
HaBblkaM yX04a 3a HAMMK 1 Aap.).

4.4.11 Tllpn KOHTpOJIe KayecTBa YCJYr MO OKa3aHMIo MOMOLWIM B BbINOJHEHUU (PUINYECKUX
yrnpa>kHeEHN MNpPOBEpPSAIOT, B KaKon cTerneHn obecneyeHo OBMaAAEHUE KJMEHTaMW [OCTYMHbLIM W
6e3onacHbIM A8 340PO0BbS KOMMAEKCOM (PU3NYECKUX YMParKHEHUN C Ueblo ero CUcTemMaTu4eckoro
BbIMOJIHEHUA OJ1 YKPerjeHns 300PO0BbS.

4.4.12 TMpwn KOHTPOJIE Ka4YecTBa yC/yr No COAENCTBUIO CEMbSAM, UMEIOLWMM AeTel C OrpaHNYeHHbIMY
YMCTBEHHbIMU UAN (PU3NYECKUMU BO3MOXXHOCTAMM (BK/OYAs [OeTel-MHBaJINAO0B), BOCMUTbIBAEMbIX
JloMa, B MPOBOAUMBIX UMW Nle4eHUN, 06y4YeHU HaBblkaM CaMoobCyKnBaHUSA, 06LEHNS, CAMOKOHTPOA
npoBepsiloT, Kak obecnevyeHo W Kakue MnpakTU4eckne pesynbTaTbl AaeT obyvyeHue poauTenen u
OKasaHue UM KBaMpULUMPOBAHHON MOMOLLUN paboTHMKaMN yypexxaeHuin B NpoBeAeHUN MeponpuaTuil
Nno CouunasbHO-MeAULMHCKON peabunnTauum AeTen, MNOBbILLEHUM WX WHTENSIEKTYasIbHOro YPOBHA U
aflanTauumn K CJIOXKMBLUMMCS YCJIOBMAM XXMU3HU 1 ObITa.

4.5 KOHTpPOJIb KadyecTBa COuMasibHO-NMCUXOJIOTMYEeCKUX ycnyr

4.5.1 lpn KOHTpOJIe KadyecTBa MCUXOJNIOTNYECKOro KOHCY/NbTUPOBAHUA MPOBEpPSA0T, HACKOJIbKO
KBaJIMPUUMPOBAHHO WM TMOJIHO OHO 6110 npoeeneHo wu obecne4ynno nu oOKasaHMe KJNEHTaM
Heobxogumonm nomowm B peweHnn wmnHTepecyrwmnx ux npo6neM, CBA3aHHbIX C HaJlla>XXnBaHNeEM
MEXXJINYHOCTHbIX OTHOLWIEHU NS npeapynpexageHna n npeonosieHns CeMEeNHbIX KOH(IMKTOB, a Takxe
Hala>XNBaHNEM OETCKO-POOUTENBCKNX, CYNMPYXECKNX N APYIrnX 3Ha4YNMbIX OTHOLUEHUN.

4.5.2 KOHTpO/Mb KayecTBa MNCMXOAMATHOCTUKN W 06CNefoBaHUA JINYHOCTU  OCYLLECTBASIOT
NPOBEPKOW, HACKOJIbKO MNPOBEAEHHbIN aHaMn3 TMCUXMYECKOro COCTOSIHUS W UHAUBMAOYAJIbHbIX
ocobeHHOCTEeN NIMYHOCTU KJIMEHTA, BAUSAIOWNX HA OTKJIOHEHWS B €ro MnoBeAeHWUN U OTHOLIEeHUM K
OKpY>KaloLWwmM Noasam, No3BoAsSeT Moay4YnTb He0BX0AMMYO MHOPMALINIO O COCTABEHNSA MPOrHo3a u
pa3paboTKM pekoMeHaaumMii No NPoBeAeHNIO KOPPEKTUPYIOLWLNX MEPOMNPUATUIA.

4.5.3 KavyecTBO ycCnyrm Mo MCUXOJIONrMYECKOW KOPPEKUUN KOHTPOJIMPYHOT MPOBEPKON, B KaKom
CTerneHm 3Ta YyCayra, 3akJlo4alwLllasca B aKTUBHOM MCUXOJIOTMYECKOM BO3OencTBunM, obecneymBaeT
npeogosieHne nnn ocnabneHne OTKIOHEHWN B Pa3BUTUM, SMOLMOHANIBHOM COCTOSHUN W MOBEAEHUN
KJIMEHTOB (KOHMAIMKTHbLIE OTHOWEHUSA poaouTesien N AOeTen WIN WNCKaXXeHUs B UX MCUXNYECKOM
pasBMTUMN) WU NpuBeAeHNEe 3TUX OTKJIOHEHWA B COOTBETCTBME C BO3PACTHbIMWU HOpPMaTMBaAMU W
TpeboBaHNAMUN coLMasibHON Ccpenbl.

4.5.4 Tlpu KOHTpPONE KayecTBa MCUXOTeparneBTUYECKON MOMOLM MPOBEPSIOT, HACKOJIbKO OHa
cnocobcTByeT 3((PEKTMBHOMY peLUeHUI0 KaneHTaMu npobnem, nexawmnx B OCHOBE >KM3HEHHbIX
TPYAHOCTEN M KacCaloWMUXCS MPeoaosieHNss B CEMbe OCTPON MCUXOTPaBMUPYHOLLEA WM CTPeccoBOi
CUTyauun, HeraTMBHO BAUAIOLLEN Ha 340POBbE M MNCUXUKY NpexAae BCero AeTen, HeafekBaTHbIX hopMm
noBefleHNss poauTenen, CcounanbHOW ajdanTaunum K UIMEHALWNUMCS COLNANIbHO-3KOHOMUYECKUM
YCJIOBUSIM XXN3HU N MEXJINYHOCTHbIX KOH(JINKTOB.

4.5.5 KOHTpOSIb KayecTBa COUMaANbHO-MCUXONOrNYEeCKOro naTpoHa>ka OCYLLeCTBASAIT MPOBEPKON,
cucTeMaTu4eckn nNm NpoBoasaT HabnogeHUs 3a KJINEHTaMM, HAaCKOJIbKO CBOEBPEMEHHO Ha OCHOBE 3TUX
HaboOEHNIN BbISBASIOT CUTyauUUM MNCUXNYECKOrOo ANCKOMGOPTa, KOHMJIMKTOB N Apyrue cuTyauuu,
ycyrybnswowme TPYyOHY >KU3HEHHYID CUTYyauWUld KAMEHTOB, B MOJIHOM <M Mepe OKa3biBalT UM
HeobxoANUMYI0 B AaHHbIN MOMEHT COLMasIbHO-MCUXO0JI0TNYECKYO MOMOLLb.

4.5.6 MNMpwn KOHTpOIE KavYecTBa NCUXONPOPUIAKTUYECKON U MCUXO0orndeckon paboTbl NPoOBEPSIOT, B
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KaKoi cTerneHu 3Ta paboTa obecneymBaeT BbiNOJIHEHWE 3a4a4 MO CBOEBPEMEHHOMY MpeayrnpeXxaeHuto
BO3MOXXHbIX OTKJIOHEHWI B MNCUXWUKE, CTAHOBJIEHUN W PA3BUTUN JINYHOCTU KIAMEHTOB Ha KaXkAoM
BO3PACTHOM 3Tane, Nno CoAenCcTBMIO B DOPMUPOBAHUMN Y HUX NOTPEOHOCTN B NMCUXONOrMYECKUX 3HAHUAX
N XXenaHua UCnosb3oBaTb UX ANsa paboTbl Hag coboin U cBoMMKM NpobremMamu, CO34aHUIO YCIOBUI Ons
MOJIHOLIEHHOIr 0 NMCUXNYECKOro PasBUTUSA JINYHOCTM.

4.5.7 NMpwn KOHTpOsIe KavyecTBa yCayr no 3KCTpPEeHHOW (No TeneoHy) NCUXO0rMYeckon n MeanKko-
MCMXOJIOrM4Yeckorn nomMowm npoBepsT, obecneymBaeT JaAM  3Ta nomowb 6e3oTnaratesibHoe
MCUXOJIOrNYECKOe KOHCYJIbTUPOBaHME KJIMEHTOB, COOENCTBMEe B Mobuamsaumm WUX [YXOBHbIX,
hunsnyecknx, NHTeNNeKTyaslbHbIX PecypcoB A8 BbIXO4a U3 KPU3UCHOIO COCTOSIHUA, @ TakXxe MeaunKo-
MCUXOJIOrNYECKOe KOHCY/bTUPOBAHME U MOMOLLb B OMpefesieHMn MNpefBapuTeslbHOro AunarHosa, B
npasusbHOM Bbibope NeKapcTs 1 NopsAAKa UX NnpueMa Ao nNpubbiTns BbI3BAHHOIO Bpaya.

4.6 KoHTpOJb KayecTBa couMasibHO-Neaaroru4eckmx ycnyr

4.6.1 lMpwn KOHTpoONE YycCayr no coumanbHO-Neaarorn4eckoMy KOHCY/bTUPOBAHMIO MPOBEPSIOT,
HACKO/IbKO CBOEBPEMEHHO W MOJIHO OHO ObINIO nMpoBeneHo M obecnevymno M OKaszaHWe KJMeHTaM
HeobxoAMMON MOMOLLX B MNPaBUIbLHOM MOHUMaHUM W pelleHMN CTOAWMUX nepen HUMK CouManbHO-
neparorn4yecknx npobnem (poANTENbCKO-OETCKME OTHOLUEHWUS, BOCMUTAHWE W pas3BUTUE [JeTen,
hbopMMpOBaHNE CYMpPY)XECKUX U CEMEMHbIX OTHOLUEHWUN, BKJOYAA CeKCyallbHble, NpenynpexneHne u
npeofosieHne nefarornyecknx owmnboK, MeXXIMYHOCTHbLIX OTHOLLIEHWU B CEMbE U T.4.).

4.6.2 KoHTpoOJIb Ka4vecTsa coumnanbHo-MedarorM4eckorn AUarHoCTUKKU M obcnenoBaHUsa JIMHHOCTM,
npoeeaeHHoOro C WMCNoOJib3oBaHMeM coBpeMeHHbIX MeToOUMK N TeCTOB, OCYLIeCTBNAAT I'IpOBepKOVI,
no3BoJinia JIn 3Ta yciyra oaTb Ha OCHOBE BCECTOPOHHEN0 U3y4eHUA JINHHOCTN O6'beKTVIBHyPO OUEHKY ee
COCTOAHNA ons OKa3aHunsA B COOTBETCTBUU C YCTaHOBJIEHHbLIM OnarHo3om 3q3q3eKTI/IBHOVI
rnegarorM4eckon noMoLmn 3TOW JINYHOCTW, MoMaBWEN B KPU3NCHYIO NN KOHMPJINKTHYIO CUTYyauuio, a
TaKXe YCTaHOBUTb CTeNneHb coumanbHOM ge3aganTaunn geTen.

4.6.3 KayecTBO ycnyr No negarornyeckon KoppekLumn KOHTPOMPYIOT NPOBEPKOW, B KaKOW CTeneHun
3T ycayrn (B cdopme 6ecen, pasbACHEHUN, peKoMeHZauun u T.4.) CNoCOBCTBYHT OKasaHWio
KBa/IMMPUUNPOBAHHON MNefarormyeckorm mMnoMoWM KAMEHTaM B WUCAPaBAeHUM LOMNYLEHHbIX WUMWU
negarorn4yecknx owWmMBOK UAN KOHMIIMKTHBLIX CUTyauuin B CeMbe, TPaBMUPYIOWMNX OeTen, a Takxe B
WCMpPaBNEHUN Hea[eKBaTHbIX pPOAUTENbCKMX YCTAHOBOK U (OpM TMOBeLeHUs poauTenen npu
BOCAUTaHUN JeTen.

4.6.4 Tlpn KOHTpOse Ka4vecTBa YCAyr MO OpraHMsauuMm [ocyra B YYPEeXAEeHUsX CoumanbHOro
06Cny)XMBaHNA MNPOBEPSAIOT, HACKOJIbKO OHU YOOBJIETBOPAIOT KYJIbTYPHbIE U AYXOBHbIE 3aMnpoChl
KJIMEHTOB W CMocobCTBYOT pacwmpeHuto obuwero u KyabTypHOro Kpyrosopa, cdepbl oblieHuns,
MOBLILLUEHNIO TBOPYECKON aKTUBHOCTU KJIMEHTOB, MPUBJIEYEHNIO UX K YYACTUIO B CEMEMHbIX U OETCKUX
npasfHNKax, COPEBHOBAHMAX, K aKTUBHOM KNYOHOM M KPY>XKOBOW paboTe, K MpoBedeHWUD APYrux
KYbTYPHO-00CYIrOBbIX MEPOMPUATUNA.

4.6.5 KayecTBO yCayr, CBsI3aHHbIX C COLWANIbHO-TPYAOBOW peabunutaumen, KOHTPOJUPYLOT
NMPOBEPKON, B KakKOW CTeneHn 3Tn ycayrn obecrneymBaloT co3faHWE B YHpPeXAEeHUAX COoLManbHOro
06CNy>XMBaHUA YC/IOBMIA, MO3BOJISIOLWMNX KAMEHTaM C MakKCUMaJlbHOW MOJIb30 ANA CBOEro 340POBbS
NCNONb30BaTb OCTaTOYHbIE TPYAOBbIE BO3MOXHOCTU M MPUHUMaTb aKTUBHOE y4acTue B MPOBOAUMbBIX
MeponpusaTusax no obyyvyeHuto NpodeccroHasbHbIM HaBblkaM, CNOCOOCTBYIOLLUM BOCCTAHOBEHUIO KX
JINYHOCTHOIO N COLManbHOro cTaTyca.

4.6.6 KayeCcTBO ycCnayr, CBfI3aHHbIX C OOy4YeHMeM WHBaNMOOB MOJIb30BAHUID TEXHUYECKUMU
cpenctsaMu  peabunutaumm (B TOM 4ucse npodecCUMoHaNlbHOW, TBOPYECKOW U  (PU3KYJSIbTYpPHO-
CNOPTMBHON peabunuTtaunun), KOHTPOUPYIOT MPOBEPKON, B KakoW CTeneHu rnomoraeT 370 0byyeHue
pa3BmMBaTb Y MHBaJIMOOB MpPaKTUYeCKMe HaBblKW YMEHUS CaMOCTOATENIbHO U yBEepeHHO MoJiIb30BaTbCA
3TUMU CpeacTBaMu C LeNbld MaKCMMajlbHO BO3MOXXHOr0 BOCCTAHOBJIEHWA B MNEPBYIO ovepeib ux
npogeccnoHanbHbIX HABLIKOB 1 OBJIafeHUs HOBbIMU NPOeCcCusmMu.

4.6.7 KoHTpONb KayecTBa ycsyr no obyyeHuto OeTen-uHBaJSINAOB HaBblkaM CaMOOOGC/Y)XXMBaHMUS,
noseneHns B ObITYy N B 06LECTBEHHbLIX MECTax, CAMOKOHTPOJ1t0, HaBblkaM 0bLeHns 1 apyrum gopmam

BHUMaHWe! LlonoNHUTENbHYO NMHOPMaLMIO CM. B Ap/ibike "MpuMedaHunsa”
NC «TexakcnepT: 6 nokoneHne» NHTpaHeT



FOCT P 52496-2019 CoumanbHoe o6cnyXunBaHme HaceneHns. KOHTPOJIb KavyecTBa coumalbHbIX ycnyr. OCHOBHbIE NOJIOXKEHUA CTpaHunua 9
lMpumeHsaeTca ¢ 01.05.2020 83ameH TOCT P 52496-2005

XKN3HeLeATe/bHOCTM OCYLLEeCTBSAIT MPoBepkon, obecrnevymBaeT an BCe 3TO hopMmpoBaHue pebeHka
KaK JIMYHOCTU CaMOCTOATENIbHOW, CNoCobHOM 06CnyXnTb ceba B ObITOBLIX YCNOBUAX, KYJbTYPHON 1
BEXXJINBOW, MNpefycMOTpuTenbHOM u 6naroxenaTesbHOMW B OTHOLIEHUM OKPY>XaloWKWX, BHYTPEHHe
ANCUMMNIMHUPOBAHHOM.

4.6.8 KayecTtBo yc/ayr no obyyeHuio poauTenen, y KOTOpbIX €CTb AEeTU C OrpaHUYeHHbIMU
BO3MOXXHOCTSIMW, B TOM 4uUC/ie OeTU-MHBaJInAbl, OCHOBaM peabunntaumm KOHTPOJIMPYIOT MPOBEPKON
CTENEeHN BOCCTAHOBJIEHUA (U3NYECKUX W YMCTBEHHbIX BO3MOXHOCTEN J[eTer, UX ajantauum K
OoKpy>xatoLer 06CTaHOBKE, a TakXXe KakK y4YTeHbl NMpyu 06y4eHUn nHOnBMAyasbHble 0COBEHHOCTU AeTen,
NX XapaKTep, CTerNeHb OrpaHNYeHns BO3MOXXHOCTEN, (PU3MYECKOE N MCUXNYECKOE COCTOSIHME, CTEMNeHb
NOAroTOB/IEHHOCTM poauTenen K npoueccy obyvyeHus.

4.7 KOHTpPOJIb KayecTBa COuManbHO-TPYAOBbIX YCAYr

4.7.1 KOHTPONb KayecTBa YyCAyr Mo OCYLWECTBJIEHWIO Mep COouMajibHOW NoaOep KKK,
npefyCMOTPEHHbIX 3aKOHOA4ATeNbCTBOM Poccuiickon depepaunun, nNpoBoAAT MNyTeM MPOBEPKU
CBOEBPEMEHHOCTN OKa3blBAEMOro COOENCTBUS, €ro CcoAepXXaHusi, KakoBa ero 3((eKTUBHOCTb B
pelleHn KOHKPeTHbIX Npobiem, CTosWwmx nepes rpakaaHamu, yooBAeTBOPSET JIM OHO UX 3aKOHHbIE
3anpochl.

4.7.2 KOHTPO/Ib KayecTBa YC/yr, CBSI3@aHHbIX C KOHCYJIbTUPOBAHUWEM U COOENCTBMEM B BOMpPOCAXx
caMmoobecneyeHuns, pa3BUTUS CEMENHOro npeanpuHUMaTeNbCTBa, HaAOMHbIX MPOMbIC/AaX U B APYrux
BOMPOCAX 3TOro xapakTepa, OCYLWeCTBASAIT NyTEM MPOBEPKU COCTaBa WU COAEP>XaHUSA KOHCYJibTauui,
HACKO/IbKO KBaJIMMPULIMPOBAHHO U OO0XOA4YMBO Pa3bACHAIT rpakJaHaMm UX MpaBa U BO3MOXXHOCTU B
NMONOXKUTENIbHOM peLLleHUN NpPobnemMbl yayylleHUss MaTepMasibHOro MoJIOXKEHUS, KaKoBbl MpakTUu4yeckune
pe3ybTaTbl TOFO KOHCY/IbTUPOBAHMS.

4.7.3 KoHTpONb KayecTBa YCAyr Mo COAENCTBUIO FpakAaHaM, >XenawluUM HaWTu BPEMEHHYIO
paboTy, paboTy Ha OOMYy WAM B APYruX OTAESIbHbIX YC/IOBUAX; OCBOBOXKAEHHLIM U3 MeCT JINLEHUS
ceoboabl; 6bexxeHuaM 1 BbIHY)KAEHHbLIM NepecesieHLaM; CaMOCTOATEsNIbHO MPOXXKUBAKLWMM BbIMYCKHUKAM
[EeTCKNX AOMOB, LUKOJ-MHTEPHATOB U CNeunanm3npoBaHHbIX YYpexxAeHUN A5 HeCOBepLUeHHONIeTHUX,
HY>XOalWMMCa B colnanbHoM peabunuTtaunm, Beibope npodeccun, NoMCKe U yCTPONCTBE Ha paboTy,
nojsly4yeHNUn KBanndukauum, BpPEMEHHOW WM  MOCTOAHHOM paboTbl, COOTBETCTBYIOWEN KX
BO3MOXXHOCTSAM, MOBbILLIEHUN KBANUPUKALMKN, @ TaKKe B MPOoRMeCCNOHASIbHON OpUeHTaunm 1 nosayvyeHumn
cneumnanbHOCTU, OCYLLeCTBASAIT NyTEM MPOBEPKN NepeyHs U coaep XaHus nposefeHHbIX MeponpusaTun,
HaCKOJIbKO CBOEBPEMEHHO U KBaJUPPULMPOBAHHO OHWU OblM OCYLLECTBJIEHbl, B KakKOW CTEerneHun 3TO
MOMOTJ10 MONOXXUTENbHOMY peLleHNI0 KOHKPEeTHbIX npobsieM, yA0BNETBOPUIO 3anpockl U NOTPEeObHOCTN.

4.7.4 KOHTpPOJIb KayecTBa YCJyr, CBsi3aHHbIX C KOHCY/NbTMPOBAHMEM rpaxkgaH Mo BOMpocam
TPYOOYCTPONCTBA, OCYLLECTBJSIOT MPOBEPKON, HACKONBKO KBa/MMUUMPOBAHHO U [AOXOA4YMBO
Pa3bACHAIT rpakgaHaM UxX rnpasa M BO3MOXKHOCTU B MOJIOXKUTENBHOM peLlleHnn npobnembl yaydlweHus
CBOEro MaTepuasibHOrO MOIOXKEHUS, KAKOBbI MPAaKTUYECKME pe3yibTaTbl KOHCYIbTUPOBAHUS.

4.7.5 Mpn KOHTPOJIE KAYeCTBa YCAYr, CBA3AHHbIX C OCYLLECTB/IeHMEM MEePONPUATUIA MO COLNANbHO-
TPyOoOBOW ajanTauuyv WHBANMOOB, MPOBEPSIOT, KAaK OpPraHn3oBaHbl U MNpoBeAeHbl MeponpuaTus Mo
MONUCKY HeobXoAMMblX OpraHusaunim u npeanpuATUA N 3aKIOYEHUIO C HWMW  [OrOBOPOB Ha
TPYLOYCTPOWCTBO rpaxkAaH, a TakXxe Mo COAeiCTBUIO B TPYAOYCTPOMNCTBE Ha paboyme mecTa B camo
yypexnneHve WAM B CO34aBaeMblX MNPUW HeM rofpasfeneHnax, BCeM JiM  HYyXOallWuMcs B
TPYOOYCTPONCTBE NpeaoCcTaB/ieHa Takash BO3MOXHOCTb, KaK OLLEHUBAIOT rpa)kjaaHe Takue yciyri.

4.8 KOHTpOJb KayecTBa CoOuMasibHO-NMPaBOBbIX YC/Yr

4.8.1 Tpn KOHTpPOJie KadecTBa YCAYr, CBS3aHHbIX C KOHCYJbTUpPOBaHMeM MO BOMpoOCaM rMpas
rpa>kgaH Ha counanbHoe obCny)XMBaHME N 3alLNTY CBOUX WHTEPECOB, MPOBEPSAIOT, B MOJSIHOWN NN Mepe
DOBOAAT 00 KJIMEHTOB HYXXHYI0O UM MHOPMaLUUIO N AaeT JIN OHa YeTKoe npencras/ieHre O NOJIOXKEHHbIX
MM MO 3aKOHY NpaBax Ha coumasibHoe 06Cay>KMBaHNE N 3aLUNTY OT BO3MOXKHbIX HapyLUeHNI 3aKoHa.
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Mpun KOHTPOJIE KaYyecTBa YCyr Mo OKa3aHMo NOMOLLM B MOArOTOBKE M Nodave »Xxanob npoeepsioT, B
KaKoON CTemneHu 3Ta MOMOLb CrMocobCcTBYeT OPUANYECKU FPAaMOTHOMY W3JIOXKEHUIO CyTU >Xanob u
CBOEBPEMEHHOW UX OTNpPaBKe agpecaTaM.

4.8.2 KOHTpPOJIb KayecTBa yC/ayr NoO OKasaHWKo MoMowWM B OPOPMIIEHUN Pa3/INYHbIX HOPUONYECKNX
OOKYMEHTOB (Ha noJlydeHMe MOJIOXKEHHbIX MO 3aKoHOAATeNbCTBY MOCOBUA, NbroT, MPENMYLLEeCcTB WY
OpYyrux couunasnbHbIX BbIMAAT, A9 YOOCTOBEPEHUSA JIMYHOCTU, TPYAOYCTPOMCTBA, ONA HamnpaBsieHUs
heTen B ydpexaeHus coumasnbHoro obcnyxmBaHus, Ha YyCblHOBAEHWE U apyrve (opMbl CEMENHOro
BOCMUTAHUA, Ha pelleHne passInyHbIX BOMPOCOB CoOuMaNbHON peabunmtaunm) OCyLLEeCTBASAT
MpPoOBEepKON, B Kakon cTteneHn obecneymna 3Ta MOMOLLb YACHEHNE KINEHTaMN CYyTU UHTEepecyLnx nx
npobnem, cnocobcTBOBasa OPUANYECKM FPaMOTHOW pa3paboTke M HanpaBNEeHUIO B COOTBETCTBYOLWME
WHCTaHUUM HeobxoAuMbIX [OKYMeHTOB, obecrnedymna KOHTPOJIb 3@ MX MPOXOXXAEHUEM W MNOMOrna
CBOEBPEMEHHOMY N 06BEKTUBHOMY peLleHuto NpobnemM KaneHTa.

4.8.3 Ka4yecTBO yc/yr rno cogerncTBuio B NOJIyHYeHUN KJIMeHTOM becnaaTHOM NOMOLLM ajBoKaTa uin
rno obecneyeHnto NpeacTaBUTENbCTBOBAHNSA B YCTAHOBEHHOM MOPSAKe B CyAe C Lefblo 3aWmnThl NpaB
W WHTepecoB KOHTPOJIMPYIOT MPOBEPKOWN, B KAKON Mepe cnocobCcTBOBasMO 3TO COAENCTBME OKa3aHUIo
KBaMMPNUNPOBAHHON N OENCTBEHHON IOPUANYECKON 3aLlUUTbl U MOMOLUN A8 NPUHATUSA 06 BEKTUBHOIO
peLleHuns rno ero Bonpocy.

4.8.4 KOHTpOJIb KayecTBa yc/yr, NpeaycMaTpMBaloOLWMX KOHCYIbTUPOBAHNE HaceneHns BCex rpymnn
N KaTeropuii rno couunasbHO-NPaBOBbIM BOMPOCaM (FrpakaHCKoe, XWUIuLHoe, TPYAoBOe, NMEeHCMOHHOoeE,
YyrosoBHOE 3aKOHOAATeNbCTBO, MpaBa WMHBAJNAOB W [p.), OCYLLECTBIAIOT MNPOBEPKON, B MOJIHOM Jin
obbemMe mnonyyaloT KAMEHTbl Heobxoaumylo UHGOPMaLMilo 06 MHTepecyrLlInx UX 3akoHax, NpaBax W
NMPaKTUYECKYD MOMOLLbL B MOAFOTOBKE W HaMpaBJIEHUN COOTBETCTBYWLIUM ajApecaTaM [AOKYMEHTOB
(3asiBNeHnin, crpaBok, XKanob n T.4.), HE06X0AUMbIX AN MOJIOXKUTENBHOI0 PeLleHNs 3aTPOHYThIX B HUX
BOMPOCOB.

4.8.5 Mpun KOHTpOJIE KavyecTBa YC/yr, CBA3aHHbIX C COAENCTBMEM B COXPAaHEHUN 3aHUMaeMbIX paHee
Mo [OroBOpy HaMa WAWM apeHbl XXW/bIX TMOMELLEHUA B TevyeHue LecTn MecsueB C MOMEHTa
NOCTYNJIeHNss B CTalUMOHApHOe Yyu4ypexheHue, MNpoBepslnT, B MOJHOW JIN Mepe 3To colencTeue
obecneymBaeT 3alUUTY KJINEHTOB OT BO3MOXXHOW noTepu (BCIeACTBUE PasNYHbIX 0OCTOSTENLCTB)
3aKOHHO MpUHaANeXalWen NI NoN0XKEHHON UM XXMUJON NAoLWaAnN, a TakXKe HedonyLleHne yueMneHuns
VX 3aKOHHbIX MPaB N MHTEPECOB.

4.8.6 KOHTPONb KayecTBa yCayr, CBA3aHHbIX C COAENCTBMEM OpraHaM OMeKW U nonevymTesibCTBa B
YCTPONCTBE HECOBEPLUEHHOSIETHUX, HYXXOAWNXCA B COUManbHOM peabunmTauunn, Ha YCbIHOBJEHUE,
rorevyeHne, nMoa OMNEKy, B TMPUEMHYIO CEMblO, B Yy4YpexAeHue counanbHOro obcny>xmeaHus,
OCYLLECTBASAIOT MNPOBEPKOM, B KaKOW CTENeHM 3TO CcoOencTBume obecneymBaeT CBOEBPEMEHHYIO U
KBaMMPULNPOBAHHYIO MOAFOTOBKY U OQOpPMJIEHME [OOKYMEHTOB B JIMYHOE [O€7I0  KaXkdoro
HecoBeplUeHHONETHEro (AOKYMEHTOB, MOATBep)XAalLWMX OTCYyTCTBME poauTenen, akTa o006
obcnenoBaHUM YCNOBUI »XWU3HU, CNPaBKMW C MeCTa XUTeNbCTBa O pa3Mepe 3aHMMaeMol nsowiaau,
onnucM wuMyLlecTBa, OCTaBLUErocs rocjsie CMepTu poauTenier, MEHCUMOHHOM KHUXKK Ha OeTen,
rMosyyaloLWmx MeHCno, CMpaBKM O Haanymm cecTtep, bpaTbeB M Apyrux 6AM3KUX POACTBEHHUKOB,
OOKYMEHTOB O COCTOSHMM 300poBbsi, 06 obpa3oBaHuum n Ap.), HeobxoOuMbIX AONS AasibHENLWEro
YCTPOWNCTBa HECOBEPLUEHHOJIETHETO.

4.8.7 Ka4yecTBO yC/lyr No OKa3aHWO LOPUANYECKOM NOMOLLM NN COAENCTBUIO KIIMEHTAM B peLleHnn
BOMPOCOB, CBfA3aHHbIX C cCouManbHOW peabunuTaumnen, MNEHCMOHHbIM obecrnevyeHnem wn ApyruMu
couMalibHbIMM BbINJIaTaMn, NOJlyYeHNEM YCTAaHOBJIEHHbIX 3aKOHOA4ATENbCTBOM JIbFOT U MPEenMyLLEeCTB,
3aWwmnTon u cobnogeHneMm npaB OeTel Ha BoChMTaHuMe U 3aboTy O HUX MAM B pelleHun Apyrux
MpaBOBbIX BOMPOCOB KOHTPOJIMPYIOT MPOBEPKOW, B KaKOW CTeneHM 3TOo COAEeNCTBME WM MOMOLLb
obecneynBaloT pa3bsCHEHWE KJMEHTaM CYyTW U COCTOSHUS UHTepecylwmx ux npobnem, nomoratoT
onpeaennTb NpeanosiaraeMble NyTU UX PELUEHUA U NPaKTUYEeCKMe Mepbl N0 pelleHuto 3Tux npobnem
(copenctsMe B MNOAFOTOBKE W HanpaBleHUMW B COOTBETCTBYOWME WHCTAaHUUM HeobXoanMblxX
[OKYMEHTOB, IM4HOe obpalleHne B yKa3aHHble WHCTaHUWK, eCM B 3TOM BO3HMKaeT HeobxoOMMOCTb,
KOHTPOJIb 3@ MPOXOXKAEHNEM LOKYMEHTOB U T.A4.).

4.8.8 Mpun KOHTpOIe KayecTBa YCyr, CBA3aHHbIX C 0hopMaeHneM NpeacTaBaeHUs B KOMUCCUIO MO
[leNlaM HeCOBEpPLLUEHHONIETHUX U 3aLlUUTe UX NpaB Ha poauTesnein, YKIOHSAOWMXCSA OT BOCMUTAHUS AeTen,
3a60Tbl 06 KX 340pOBbe WU pPa3BUTUU, U ODOPMIEHMEM [OKYMEHTOB Ha JuWeHue poanTenen
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POANTENbCKUX MpaB, MPOBEPSOT, BCe M MaTepuanbl, HeobxoauMble [ONA pPELIeHUs BOMPOCOB,
KacaloLlnxXca npuBevYeHNss pPoauTesiel K OTBETCTBEHHOCTW, 3alMTbl MPaB M 3aKOHHbIX UHTEpPecoB
AeTel N NX XU3HEHHOr0 YCTPOWCTBA, COAEPXKATCA B YKa3aHHbIX AOKYMEHTax.

4.8.9 KoHTpoOsIb KayecTBa yCayr No COOEeNCTBUIO B MPUBJIEYEHNUN K OTBETCTBEHHOCTU BUHOBHWUKOB
CEMENHOro Hacuansa Hah OeTbMW, XEeHLWMHaMW, rpakgaHamMm MOXKWUAOro BO3pacTa M MHBaAMAaMU
OCYLIEeCTBAAIOT TMPOBEPKON, BCe 5N HeobxoAuMble [OOKYMEHTbl MOCTpafdaBIMM KJAWEHTaM AOns
npencrtaBneHns B Cyd MOAroTaBAMBaJINCb CBOEBPEMEHHO, KakoBa Oblfla CTeneHb y4yacTus HOPUCTOB
yypexxaeHuna B CyaebHbiXx mpoueccax B LefsX 3aliuTbl NMpaB MOTEpneBLUMX U HaKa3aHWUs BUHOBHbIX,
KakoBa CTerneHb BJINSHNA COLAENCTBUA Ha pelleHne cyaa.

4.9 KoOHTpOJZIb KadecTBa YyCcnyr B UeJsiAX MNOBbllLUEHUA KOMMYHUKaTUBHOIO
noTteHuuana

4.9.1 KOHTpOJIb Ka4yecTBa YC/yr B LesX NOBbILWEeHNS KOMMYHUKaTUBHOIMO noTeHunana rpaxjaH ¢
orpaHM4YeHnAaAMnm XmsHepeAaTeslbHOCTUN OCYyLIeCTBAAETCA I'IpOBepKOVI MOJIHOTbI N CBOEBPEMEHHOCTU
npenocCTaBJIEHNA HYXKAAOWNMCA rpaXaHaM BCEro KOMIJieKCa ycnyr:

- oby4yeHne uHBaNMAOB (OEeTEN-MHBANMAOOB) MOJb30BaHUIO CpeAcTBaMM yXoda N TEXHUYECKUMU
cpencTteBamu peabunntaumu;

- NpoBeAeHNE COLMANbHO-PpeabUNMTALUNOHHBLIX MEPONPUATUIA B Chepe coLmanbHOro ob6cny>XxmBaHus;
- oby4yeHune HaBblkaM noBedeHuns B O6bITy U 06LLLECTBEHHbIX MECTaXx;
- OKa3aHme nomolin B 06y4eHN HaBblkaM KOMMbIOTEPHON rPaMOTHOCTMU.

4.9.2 KoHTpoJIb KayecTBa ycayr rno oby4yeHWO MOJIb30BaHMIO WHBaANMAOB (OeTen-uHBaNMOoB)
cpencTtBaMm  yxoha W TEXHUYECKMMMK CpeacTBaMum peabmnntaumm OCYLWECTBASIOT MPOBEPKOWN,
HACKOJIbKO JlIerko, YycnewHo un B TMOJIHOM Mepe WUCMOoAb3YIT WHBaNUAbl (OeTu-nHBannabl)
npenocTaB/ieEHHbIE UM B pacrnopsXXeHne cpencTea yxo4a N TeEXHUYECKne cpencTea peabnantauynm.

4.9.3 KoHTpoOJsib Ka4decTBa MNpoBefeHUs couManbHO-peabunnTaumMoHHbIX MeponpusaTuin B cdepe
coumanbHOro 06CNY>XVBaHUSA, BKJIOYAOLWNIA COLMANIBHO-CPEAOBYIO, COLMNaJIbHO-MCUXOI0T NYECKYHO,
coumanbHO-Nefarorn4yeckyto,  CoumasnbHO-KYbTYPHYKO  peabunutaumio ©n  counasnbHO-b6bITOBYIO
ajanTauuio, OCYLLeCTBAAIT MPOBEPKON MOMHOTbHI M CBOEBPEMEHHOCTW MpenoCTaBfIeHHbIX YCyr,
ycTaHossieHHbIX TOCT P 57760.

4.9.4 KoOHTpoONb KayecTBa ycayr no oby4vyeHuo rpagaH HaBblkaM nMoBedeHUs B ObITy K
00L1EeCcTBEHHbIX MeCTaxX OCYLLUECTBAIOT MPOBEPKOW BNaAeHUS MO pe3ysbTaTaM o0bydeHuss HaBblkaMu
camoobcnyxmnpaHus, BbINOJIHEHWS 3/1IEMEHTAapPHbIX  MOBCEAHEBHbIX  >KW3HEHHbIX  onepauuni
(npurotoBneHue nuuwn, ybopka nomelleHnsl, CTUpKa 1 WTonka 6enbs, yxoa 3a oaexxaon u obysblo),
rnpaBuJibHOMY TrOBeAeHNI0 B O0OOWECTBEHHbIX MecTax, CaMOKOHTPOJIl0 U TomMy nonobHoMy B
COOTBETCTBUN C OBLLENPUHATLIMA HOPMaMK NMOBeAEHNS.

4.9.5 KOHTPO/Ib KavyecTBa ycayr rno oby4yeHuUto MHBaASINAOB HaBblKaM KOMMbIOTEPHOW FPaMOTHOCTM
OCYLLEeCTBNSIETCA [MPOBEpPKON obObemMa, COoCTaBa W COAEPXXAaHUA MPOBEMAEHHbIX MeponpuaATUA Mo
0by4eHMN0 HaBblKaM KOMMbIOTEPHON rPAMOTHOCTU, WX COOTBETCTBUS YPOBHIO KOMMYHUKATUBHOIO
noTeHLMana MHBannaa, NpeanosaraemMbiX BUA0B KOMMbIOTEPHON TEXHUKWN U TEXHONOTUIA, NIaHUPYyEMO
KOMMbIOTEPHOW AEATENBHOCTN.

4,9.6 Tpu KOHTpONE KayecTBa YCAyr B LessX MOBbILEHUS KOMMYHUKATWUBHOINO MoOTeHUnana
rpa>kfgaH C OrpPaHUYEHUSIMU >XXN3HeOesATeNbHOCTM MPOBEPSIOT TakKXKe, B KaKOoW CTereHu BO3pOoCan y
rnosyvyaTens ycayr cnocobHOCTb, HaBblK, YMeHMWe nepefaBaTb MNPaBWILHO CBOWM MbIC/AW, YYBCTBA,
3MouMN, Tak, 4TOObl OHKU BbIIN NPaBUILHO (AO0X0A4YMBO) MOHATLI U BOCAPUHSATHLI APYrMM YEN0BEKOM WA
OKPY>XaoLWUMN TIOObMU.

BHUMaHWe! LlonoNHUTENbHYO NMHOPMaLMIO CM. B Ap/ibike "MpuMedaHunsa”
NC «TexakcnepT: 6 nokoneHne» NHTpaHeT



FOCT P 52496-2019 CoumanbHoe o6cnyXunBaHme HaceneHns. KOHTPOJIb KavyecTBa coumalbHbIX ycnyr. OCHOBHbIE NOJIOXKEHUA CTtpaHunua 12
lMpumeHsaeTca ¢ 01.05.2020 83ameH TOCT P 52496-2005

4.10 KOHTpOJIb KayecTBa CPOUYHbIX COLMaNIbHbIX ycnyr

4.10.1 KOHTpPOJIb KayvecTBa CPOYHbLIX COUMaNIbHbIX YCAYyr OCYLLeCTBASAeTCA MpPOBEpPKOmn
CBOEBPEMEHHOCTM U MOJIHOThLI NPefoCTaB/IEHNA BCEro KOMIJIeKCa YCayr:

- obecneveHune 6ecnnaTHbIM ropsaYMM NUTaHNEM NN Habopamm NPOAYKTOB;
- obecneveHune ogexnomn, obyBbO N ApyruMmn npegMmetTamMm nepeon HeobxoaAnMocCTH;
- COOEeNCTBME B MNOJTYHYEHUN BPEMEHHOI O XKWNI0r0 NOMELLEeHUS;

- cogencTtsemne B nonydyeHumm I'OpVI)J,VI‘-IECKOVI nMoMoOLLWM B UeNAX 3alllTbl MpaB N 3aKOHHbIX NHTEPECOB
nonyaneneVl CcoUnalJibHbIX YCNYT,

- copencteve B nonydyeHumm 3KCTp€HHOI7I MCMX0JIOrNYECKO NMOMOLLN C npmene4eHmneM K aTOoN pa60Te
NMnCcrnxoJioroe m CBFILI_I,eHHOCJ'Iy)KVITeJ'IeVI.

4.10.2 KadectBo ycnyr no obecriedyeHuto 6ecnnaTHbIM ropsYnMM nNuUTaHuem unm Habopamum
MPOAYKTOB MPOBEPSAIOT N0 aCCOPTUMEHTY, HOPMaM BblAavn, KaJJOPUAHOCTU, CAHUTAPHO-TUTNEHNYECKUM
HOpMaM, Y4UTbIBAJI0Cb JIN (PU3MYECKOE COCTOSAHME MOoJsyqaTens ycayr.

4.10.3 Tpn KOHTposie Ka4vecTBa Mo obecnevyeHnto opexnaon, o6yBblo, MNOCTENbHLIMU
MPUHAANEXHOCTAMKU, NpegMeTaMn JIMYHON TUrMeHbl U TOMY MNOAOBHBLIM MPOBEPSAOT, MOJIHOCTbLIO N
YOOBJIETBOPEHbI FpakgaHe B 3TUX npeaMeTax, HACKOJIbKO OHN COOTBETCTBYIOT BO3pPacCTy, PU3NHeCKoOMy
COCTOSAHUNIO 06CNY>XKMBAEMBbIX FparKaaH.

4.10.4 TMpwn KOHTpoNe kKayecTBa Yycnyr B obecneyeHUM BPEMEHHBLIM >XWUbIM MOMELLEHNEM
NMpoBepPSItOT, B KAKOW Mepe npu pasMeLlleHUM y4TeHbl MoJ, BO3pacT, MCUXUYecKoe K usndeckoe
COCTOSIHME, TMCUXOJIOrnYeckasi COBMECTMMOCTb COBMECTHO pa3MellaeMblX rpakhaH, COOTBETCTBUE
COCTOSIHUS U pPa3MepOoB >KWUJbIX MoMelweHnn TpeboBaHMSM Mo)apHou 6e30MacHOCTU, a TakxXe, Mnpwu
HeobxoamMocTun, TpeboBaHUAM AOCTYNHOCTU AN UHBANVNLOB.

4.10.5 KoHTpOAb KayecTBa YyCAyr Mo COAENCTBMIO B TMOJYYEHUU OPUONYECKON MOMOLLMU
OCYLLECTBASAIOT NPOBEPKON, B MOJIHOM I 06bEME NONy4Ynan rpakgaHe HeobxoonmMyo MHGMOPMaLIUIO Mo
MHTEpecyLWwmumMm unx npobanemMaMm un MNpakKTUYECKYD TMOMOWb B MNOAFOTOBKE W  HampaBfieHun
COOTBETCTBYWOLIMM agpecaTaM [OOKYMEHTOB (3asBJIeHU, CNpaBOK, 3anpocoB, Xanob un T.4.),
HeobxoAUMbIX OJ19 MOJIOXKMNTESIbHOr0 peLlleHmns 3aTPOHYThIX B HUX BOMPOCOB.

4.10.6 KoHTpOJIb KayecTBa YCAyr NMo COOENCTBUIO B MOJIYHYEHUN SJIEKTPOHHON MCUXOJSIOrMYECKON
nomowmn (B TOM 4Yucie no TenedoHy) OCYLWEeCTBASIOT MNPOBEpPKOW, obecneymBaeT NM 3Ta MOMOLLb
6e30TNaraTesibHOE KOHCY/NbTUPOBAHME TrpaXXdaHWHa MO WHTepecywowmm ero npobnemam Aans
COOENCTBUA B MOOMAN3ALIMN ero AYXOBHbIX, PU3NYECKNX, UHTENJIEKTYa IbHbIX PECYPCOB OJ15 BbiXOAa U3
KPU3NCHOM CUTYyaL .
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