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Moaoxenne

0 BHYTPEHHEM KOHTPOJIe Ka4ecTBa H 00beMa NpeaocTaBIeHHbIX COIHAJbHbIX
yeayr MPOO «ABHII»

1. Obmue noxoxeHns

1.1. Hacrosmee ITonosxenue paspaGotaso u YTBEPIKICHO B COOTBETCTBHH ¢ DeaepaibHbIM 3aKOHOM
or 28.12.1013 r. Ne 442-®3 «O6 0CHOBaX COLMATEHOrO o0ciy)kuBaHus rpaxaan B Poccuiickoit
Qenepanun», 3akonom Caskt-Ilerepbypra Ne 717-135 «O counambHOM 00CTyKHBAHHK HACEIEHHS
B Cankr-IlerepGypre», Ycrasom MPOO «ABMUIIy, PEITTAMEHTHPYET COJEPKaHHE W TIOPSJIOK
[IPOBEACHHS BHYTPCHHET0 KOHTPOJIA Ka4€CTBA OKA3aHHs COMMATBHBIX YCIIYT B OPraHU3aIHH.

1.2. Tlon BHYTpeHHHM KOHTpOJIEM KauecTBa OKa3aHHs COLMATbHBIX YCIIYT IOHUMAETCS IIPOBE/ICHHE
OpraHM3aukeri Mep 1o HabmoxeHuio, 00C/ICIOBAHHIO, OCYLIECTBISEMBIX B OpraHu3aluy
3AKOHOZIATCNIBHBIX H MHBIX HOPMATUBHO-IIPABOBBIX aKTOB B 00JACTH OKA3aHMSA COLHATLHBIX yeIyr
TPaKIaHaM, HMCIOIIHX CTAaTyC MOJTy4aTels COUHANbHBIX YCIIYT, B YCTAHOBICHHOM 3aKOHOM nopsKe.

1.3. BuyTpenHuii KOHTPOIL COMPOROKAAETCS HHCTPYKTHPOBAHHEM COTPYAHHKOB OpraHH3allMy 110
BOIIPOCaM KOHTPOJIS.

1.4. Tlonoxenne 0 BHyTpeHHEM KOHTPOJIE yTBEPKIAAETCS PYKOBOAHMTE/IEM OPraHU3alliH, HMEIOIIAM
[IPaBO BHOCHTH B HEI'O CBOM M3MCHEHHS M AOMOTHEHHS.

1.5. Cornacro manmonansHOMy ctarmapty OCT P 52495-2005 «CoumanbHoe 06c/yKHBaHHE
HaceneHud. TepMuHBI W onpeseneHus» B ACHCTBYIOIIEH peJakilii, Ka4eCTBO COMMATBHON yCIYI|
OTPEACIIACTCA, KAk M COBOKYITHOCTH CBOMCTB COLMAILHOMN YCIyTH, Onpeaesiomas €€ BO3MOKHOCTh
M CTIOCOBGHOCTD y/I0BJIETBOPHTE NOTPeGHOCTH KIMEHTa COLUABHOMN Ciyx0bl M OCYLIECTBHTE €0
COLMATBHYIO PeaCHIIHTALMIO HIIH COLMATLHYIO alallTALHION.

1.6. Ilpu ocymectiienuu BHYTpeHHETO KOHTPOJI aHATH3HPYIOTCA TIOKA3aTENH, MPELYCMOTPEHHbIE
AcHcTBYIOWMMHA cTaHnaptamu # I'OCTamu, BKkmouas [ToCTAHOBICHME [IpaBurenscrea Cankr-
[letepSypra Ne 1283 «06 yrBepxaeHun MOPSKOB  NPEJIOCTABICHUS COLMAIBHBIX YCIIyr
TNOCTaBIIHKaMH colManbHEIX yeayr B Cankr-IlerepGyprey.

1.7. Jlannoe mosioxeHHe perraMeHTHpyeT CHCTEMY OLICHKM KauecTBa COLMAIBHBIX YCIYT, Kak
COBOKYIIHOCTb ~MEPONPHATHH, 00€CreUHBAIOIAX CBOEBPEMEHHOCT, IIOJIHOTY, a/IPeCHOCTD,
PE3YIbTATHBHOCTE NPEJIOCTAB/IEHHs CONMAIBHBIX YCAYT, MAKCHMATHHO YAOBIETBOPSIOMINX
TIOTPEOHOCTH BCEX KaTeropHii 00CTyKHBaEMBbIX OpraHM3alMel rpakIaH He HiKe TpeOOBAHHMIA,
TpeAyCMOTPEHHBIX TrOCY/1apCTBCHHBIMH CTAHAAPTAMH COLHAIBHOTO 0OCITyKABAHH. Ilpu 3TOM,
MaTepHaibHas ONpENeNsdeT CTEeNEHb paspelieHHs (HHAHCOBBIX WJIH MaTepHAIbHBIX TPoOIeM
KIMCHTOB M HEMaTepHalbHas, KOTOpas OIpeaeiseT CrelneHb yaydineHus  (pusnueckoro,
TICHXOJIOTHIECKOr0 COCTOSAHHA KOHKPETHOTO KIJIHEHTa, PEmIeHHS ero COLHATbHBIX, MPaBOBBIX,
OBITOBBIX WM HHBIX TPOGIEM MO HTOTAM B3aHMOIEHCTBHS C OpraHu3anMei, Kak MOCTaBIIHKOM
YCIIYT.



1.8. Peanmsaums Mep BHyTpeHHero KOHTPOJIA, 00ECHeYHBAIOLIEr0 OIEHKY KA4ecTBa OKA3aAHMS
COLHAIBLHBIX YCTYT B OPraHH3aLiH, IPOBOIHTCS CIICLHATEHO CO3NAHHOM /U151 STHX 1eJ1ell KOMHCCHEH
(B nanpreiimem Komucens). B cocras Komuccnn MOI'YT BXOJUTh COTPY/IHHKH, YICHBI OpraHH3aLlHH,
NPHBJICKAEMBIC OpraHM3aUMEH CHELHATHCTBI M OKCIEPThl, KaK HAa KOMMEpYECKOH, Tak W Ha
1100pOBOJILYECKOH OCHOBE, KOTOphIE HA3HAYAKOTCH IPHKa30M PYKOBOJMTE/IS OpraHM3anuH, obmeii
YHCIICHHOCTBIO HE MEHEE 5 YeIOBEK.

Kpome ToOrO, perynspmni KauectBa H 00bema MPEJIOCTAB/ICHHBIX COLMAIBHBIX  YCIIyT
OCYIICCTBACTCSA PYKOBOMTE/SMH CTPYKTYpPHBIX N0Apa3/ie/eHnH, a TakKe THIAME, Ha3HAYCHHBIMH
PYKOBOJTHTEIEM OPTaHU3AIMH,

1.9. OtBercTBeHHOCTH 3a CO3/IaHHE YCIOBHE W NpE/ICTABICHHE JOCTOBEPHOH HHMOpMaUMH s
AeATENbHOCTH KOMHCCHH IEXHT Ha PYKOBOAMTENAX CTPYKTYDHEBIX NoApa3AeICHHH OpraHu3aluy,
OTBETCTBEHHBIX 32 NMPEJOCTABICHHE COUHATBHBIX YCIIYT.

1.10. KonTposs kadecTBa OKa3aHus COLMATHHBIX YCIIYT IPOBOAUTCS HE PEKE OTHOrO pasa B 4 Mecsia
(TPEX pa3 B roj1) B M1aHOBOM MOPSJKE H I10 Mepe HEOOX0AUMOCTH.

KoHTpose kauectBa W momHOTHI ( o0beMa) NpeaoCTaBIeHHS YCIYT OpOBOJAHTCH B MecCTax
PE0CTABIICHHS CONMATBHBIX YCIIYT:
192007, r Cauxr-Iletep6ypr, yn. TamGosckas, 1. 63
190005, r Cauxr-ITetep6ypr, yi1. 3-5 Kpacroapwmeiickas, 1. 10, Jlutep A, nom. 6-H
190121, r Cankr-IletepGypr, np-KT. Pumckoro-Kopcakosga, 1. 75, Jlurep A,
TAKKE MO MeCTy HaXOXICHHA IOyyaTeNiell COLMATBHBIX YCIyT, NPEeIOCTABISEMBIX B (opme
COLMAILHOIO 00CTY)KHBaHHS HA IOMY.

1.11. Mtorn koHTpOIs KagecTBa 0DOPMIIAIOTCA aKTAMH B HAXOSTCS B CBOGOTHOM JOCTYIIE H MOT'YT
MPEIOCTABIIATECSA BCEM JKEJIAIOIIHM I10 3aIpocy.

2. lesn ¥ 3212494 BHYTPEHHET0 KOHTPOJAS
2.1. Iensimu B E€HHEro Ko JIS1 SIBJISIOTCS:

2.1.1. obecreyenne HEOGXOTMMBIX YC/IOBHH JUIi TapaHTUPOBAHHOIO YOBIETBOPEHHS 3aKOHHBIX
3aIpocoB H NoTpedHOCTe#H rpax1aH;

2.1.2. nosbimenye Ka4ecTsa U 3 QPEKTUBHOCTH COMHATLHBIX YCIIYT Ha BCEX CTAIMSAX HX OKa3aHHUS,
2.1.3. mpodunakTka BO3MOKHBIX OTKIOHEHHH OT YCTAQHOBJICHHBIX TpeDOBAaHMM CTAHAAPTOB K
COLMAIBHBIM YCJIyTaM;

1.1.4. oGecrieuenne pemyTauuu opraHH3aIMH, KaK MOCTABIIMKA COLHA/IbHBIX YCIIYT, HAJEKHOTO M
TNOPAIOYHOTO MCTIOTHATEA FOCYIAPCTBEHHOTO 3aKa3a;

2.1.5. noBkIeHkE NPOGECCHOHATHOTO MacTepeTBa CeUMATHCTOB OpraHH3alliH;

2.1.6. ynyumeHHe Ka4ecTsa poLecca CoMUanbHOM peabuinranun notpedureneit yciyr.

2.2. 3anauu BH HHET0 KOHTPOJIS:

2.2.1. ocymiecTBIeHHe KOHTPOJIS HAX HCHOMHEHHEM 3aKOHOJATe/IbCTBA [10 IPEIOCTABICHUIO
COLHATBHBIX YCIIYT;

2.2.2. BoisBJICHHE CITyyaeB WJIH YCIOBHIA, KOTOPBIC NMOBBIIAKOT PUCKH HAPYIICHHS HEHCIOTHEHHUS
3AKOHOJIATEJILHBIX ¥ MHBIX HOPMATHBHBIX IIPABOBBIX aKTOB H IIPHHSTHE Mep 10 HX MPeCeUeHHUIO;
2.2.3. aHaIu3 NPHYHH, NEKANHX B OCHOBE 3aMEYAHHH K pabore B cdepe npenocrasienus
COLHAIBHBIX YCIYT, IPHHATHE MEP MO HX TPeAYNIPEXKACHHIO;

2.2.4. aHa/A3 W JKCNEPTHaS OLeHKa PGEKTHBHOCTH Pe3y/IbTATOB AeSTENTbHOCTH KaK OTJIENIbHBIX
COTPYAHHKOB, TaK H BCCH OPraHM3alUK B 11€JI0OM IPH OKA3aHHM COLMATEHBIX yeuyr;

2,2.5. unopMHEpOBaHME TOIKHOCTHBIX JIHLL OpTaHH3al|H [0 BOMPOCaM JICHCTBYIOIHX CTAHAApPTOB,
I"'OCTos, npasun npenocTaBnenus connansHbx YCIIyT;



2.2.6. W3yYeHHE De3YIIBTATOB AEATETHHOCTH CIICIIHATACTOB, OTPHLATEILHBIX H TOJIOKHTEIBHBIX
TEH/JICHLHH B NPEIOCTARNCHNH COLUATBHBIX YCIyr u paspaboTKa Ha 3TOi OCHOBE NPEIOKEHHH 10
YCTPAHCHHIO ~ HETaTHBHBIX TOKasatened B  pabore, pacnpocTpaHeHHe MepejoBoro  u
HHHOBALIHOHHOT'O OMBITA;
2.2.7. aHalM3 pe3yJbTATOB peaTH3ALAH PacoOpsIMTENBHBIX aKTOB (MPHKA3bl, PaCHOpsSKEeHHS,
MOPYYEHHS) PYKOBOIMTE/IS OPraHH3aIHH B cepe MpeOCTABIEHHS COUMATBHBIX YCIYT;
2.2.8. OKazaHHe METOIMUECKOH MOMOIIH CTIELHATHCTAM B IIPOLIECCE KOHTPOJIS;
2.2.9. obecrnieucHue MHPOPMAITHOHHON OTKPBITOCTH OpPraHM3allMH, KaK MOCTABIIMKA COLHATBHBIX
YCIIyT.

3. ©yHKUHM 1 METOAbI BHY TPEHHEI0 KOHTPOJIS.

3.1. ©yHKUMM BHYTPEHHETO KOHTPO/IA: HHPOPMALMOHHO-AHATHTHYECKAS | KOHTPOJIBHO-
JIMarHOCTHYeCKas.

3.2. MeTozsl KOHTPO/IA KayecTsa: AHKCTHPOBAHHE, COLMABHBIN ONPOC, MOHHTOPHHT, HAaGIOIeH e,
cobece0BaHKE CO CIIELHAIMCTOM/ IOy aTeIeM yCayr, npoBepka J0KyMeHTaluy ((poHTaibHas,
Temaruyeckas, BbIOOpOUHas); HHbIE 110 pemennio Komuccu,

4. Buast 1 @opMBI BHYTPEHHET0 KOHTPO.Is

4.1. Baytpenunii KOHTPOJIb MOXKET OCYIIECTBIATLCS B BUIE:

4.1.1. n1aHOBBIX HIIM OTIEPATHBHBIX IPOBEPOK, MOHHTOPHHTA H MPOBe/IcHHs OOIMX COBEIaHMi;

4.1.2. nIaHOBBIX IPOBEPOK B COOTBETCTBHU C YTBEPIKICHHBIM TIIAHOM M rpadHKOM, KOTOpBI
00eCneynBacT MePHOIMYHOCTh, HCKITIOUAeT HEpallHOHAIbHOE JAY0IMPOBaHHE B OpraHM3aIvM
IPOBEPOK H JOBOJMTCS 10 BCErO KOJLIEKTHBA B Havasle KaleHIapHOro roJa;

4.1.3. omepaTMBHBIX NPOBEPOK, OCYUIECTBISEMBIX B LEJIAX ycraHoB/icHHs PaKTOB H NPOBEPKH
CBEJICHUH O HAPYIICHUSX, YKA3aHHBIX B 0OPAIIEHHAX MOTPeOUTENeH COIHATEHEIX YCIIYT WA JAPYrux
TP&KAaH, OpraHM3alii, yperyJMpoBaHis KOH(IMKTHEIX CHTYAIMI WM B IEJISX HX NpoQHIaKTHKH;
TNIPOBOJUTCSA MO PaCNOPsKEHUIO PYKOBOUTEIIS OPraHu3alliy.

4.1.4. MOHHTOpHHTA, MpeTyCMATPHBAIOLIErO cbop, cHCTeMHBIA yyer, 00paboTky u amamm3

MHGOPMAIME 1O OpraHM3alMM JUIS SOPEKTUBHOrO peleHus 3a1a4 yYNpaBACHHS KauecTBOM
NPENOCTABICHHUS COUMATBHBIX YCIIYT B OPraHH3ALHK;

4.1.5. uHble BuIBI H HOPMBI BHYTPeHHET0 KOHTPOJIA, TI0 Mepe HeOOXO0ANMOCTH.

4.2. ®opMEI BHYTPEHHETrO KOHTPOJISL MOT'YT OBITh:

4.2.1. nepcoHaibHEIE;

4.2.2. TemaTu4eckue;

4.2.3. MHTErPUPOBAHHBIC;

4.2.4 KOMILIEKCHBIE;

4.2.5. uHBle, 110 Mepe HEOOXOMMOCTH.

4.3. OCHOBHBIMH MOKa3aTe/IsAMH, ONPpPEAC/IAIOMMMYE Ka4eCTBO COUMATBHBIX yeuyr B OpraHusaiim,
[IpEAOCTABJIACMBIX I10J1y4aTe/IAM COUMAIBHBIX YCIIYT, SBISIOTCS:

- TOKa3aTe/ld, XapaKTepH3yIOLIMe YIOBIETBOPEHHOCTH COLMATHHBIMH yCIyraMHu mojydaresnei
COLMAILHBIX yCIIYT, OTCYTCTBHE 000CHOBAHHEIX XKa06, YHCIIO MOJOKHTEMbHBIX OT3LIBOB O pabore
NOCTaBIIHKA COUMANBHBIX yciyr; Onpeaensercs MeToIOM BLIOOPOYHOIO  AHKETHPOBaHHS
noxydarenei ycuyr;

- CBOEBPEMEHHOCTD H IOJHOTY MPEIOCTABICHUS COMMATBHBIX YCJIYT B COOTBETCTBHH C BhIIAHHBIM
HIITICY; Onpenensiercs MeTonoM CIuIOMHOrO CPaBHCHHA aKTOB OKa3aHHBIX YCIYI M TUlaHa



MPeIOCTABICHUS YCIIVT;

- oDecrieyeHue OTKPHITOCTH M TOJHOTHI JOKYMEHTOB, B COOTBETCTBHM C KOTOPBIMH IIOCTaBIIHK
COUHMATILHBIX  YCJIYT  OCYIIECTBIACT JESTENBHOCT: B  Cepe COUMATBLHOTO 0GCTyKUBAHUS,
Onpenensercs Merogom ananu3a HHOOPMALMK TPE/ICTABICHHON B pPeecTpe NOCTABIIHKOR
COLHAIILHBIX YCIIYT, HA CANTE OpraHU3alMi ¥ Ha HHOOPMAHOHHEIX JOCKAX:

- YKOMIUICKTOBAHHOCTb INTara TMOCTABIIMKA CONMATBHBIX YCAYr CHEHHATHCTAMH W  HX
kBamuukanms; OnpenenseTcs METOZOM aHAIH3A JHIHBIX e/ COTPYAHMKOB M OpraHM3allH{
obOyueHHs;

- HaA9HMe HEOOXOAMMOro MHBEHTAps, 0GOPY/IOBAHMS, NOMEIIeH H, OUOIHOTEK 1 JIp. HMYIIecTBa
HEOOXOAMMBIX JUISl TPENOCTABIEHHS COLMATBHBIX yeayr;  OnpenensieTcss MeTOOM aHaM3a
NOMELIEHHH B KOTOPBIX [IPEI0CTAB/IAIOTCS CONMATHHEIE YCIYTH H X OCHAIICHHE,

5. [lapameTpb1 KOHTPO.IS

5.1. KoHTponb KayecTBa COnHATBHBIX YCIIYT MpeACTaBIsAeT cO00H KOTHYECTBEHHOE W KAYECTBEHHOE
ONPCICICHAE CTEMCHH COOTBETCTBHSA IOKA3aTels KauyecTBa YCIyru (mpouecca oKasaHus YCIIYTH)
YCTaHOBJICHHBIM De/lepaTbHEIM U PETHOHATBHBIM TPEGOBAHHSM.

6. AHa/M3 Pe3yabTATOB KOHTPOIS

6.1 Jlaruble u uHGOpMaLKs, coBpanHbIe B IpoLecce OCYILECTBIICHHSA KOHTPOIIS PeI0CTABISIOTCS
pyKoBOHTEMO OpraHA3aluy Ulsl AHAIH3A Pe3yTbTATOR KOHTPOS | OPHHATHA aIMHHACTPATHBHBIX,
KaZpOBBIX H OPraHH3alMOHHO TEXHHYECKHX PENICHHH 10 YCTPAHEHHIO BBISBICHHBIX HEOCTATKOB.

6.2 KoHTpo/Ib 3a peamu3aiuell IPUHATHIX yIIPABIEHUYECKHX PELICHHH 110 BONIPOCAM YIIpaBIICHUS
KAYECTBOM IpEOCTAB/ICHUS COUMAIBHBIX YCIyT 00ECIIeUHBACTCS PyKoBOIHTETeM OpraHu3army.

7. OTBETCTBEHHOCTH 3a [IOJINTHKY B 00J1aCTH KadecTra

7.1 OtBetcTBeHHOCTH OpraHu3aiiy 3a Ka4ecTBO NPEIOCTABIAEMBIX YCIIYT, pa3paboTKy, BHEpEHHE
H KOHTPOJIb 3(EKTHBHOCTH CHCTEMBI KauecTsa, 3a ONpe/ie/ieHHe [OJIMTHKH B 001aCTH KadecTna,
OpraHH3auMio 4 oOllee PYKOBOJACTBO paboTaMH MO OGECIEUEHHIO Ka4ecTBa HeceT Ope3HIEHT
Opranusanun — Hectreposckas A.K.

7.2 OTBETCTBEHHOCTH 3a OOECIeYeHHE KayecTBa YCIYT B KakIOM [OJApasJeleHHH HeceT
PYKOBOJIHTEIb MOApa3/ieIeH s,

7.3 OTBeTCTBEHHOCTh 33 KadecTBO YCIYT JICKHT Ha KaXIOM HCIOJHUTENE IPefoCTaBlIsionem
YCITyTH.



