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Mpeancnoeue

1 PASPABOTAH ®epepanbHbiM rocygapcTBeHHbIM BHOOXKETHBIM yupexaeHnem «Poccuickuii MHCTU-
TyT ctaHgapTusauum» (OIrBY «WMHcTuTyT cTangaptusaumm»), AKUMoHEpPHbIM 0BLecTBOM «HCTUTYT perno-
HanbHbIX 3KOHOMUYeckux nccnegosaHuiny (AO «MP3KM»), OBwecTBOM C OrpaHUYEHHON OTBETCTBEHHOCTLHD
«LleHTp KoHcanTuHra u ceptudurkaumm «MexpernoHanbHoe areHTcTBo kadecTea» (000 «LKC «MAK»)

2 BHECEH TexHun4yeckum koMmuTeToM no ctaHgaptusaumu TK 346 «Ycnyru HaceneHuo»

3 YTBEPX/EH W BBEJEH B JEWCTBWE MMpukazom ®enepanbHOro areHTCTBA MO TEXHUYECKOMY
perynnpoBaHnio u MmetTponorin ot 4 mapta 2024 r. Ne 274-cT

4 BBE[OEH BIMEPBbIE

lNpasuna npumeHeHUss HacmosAweao cmaHdapma ycmaHoeneHbl 8 cmambse 26 @edepanbHO20 3aKoHa
om 29 uroHsa 2015 a. Ne 162-03 «0O cmandapmu3sauyuu e Pocculickoll ®@edepayuu». VMHgopmayusa ob us3-
MeHeHUaX K HacmosuweMy cmaHdapmy nybrukyemcs 8 exez00HOM (0 COCMOSAHUK Ha 1 AHeaps meKyuieao
200a) uHghopMayUOHHOM ykazamene «HayuoHansHsle cmandapmeiy, a oguyuanbHbil mekcm uamMeHeHul
U ONPasoKk — 8 EXEeMEeCHAYHOM UHGOPMaUUOHHOM ykazamene «HayuoHanbHele cmaHdapmel». B cnyyae
rnepecMmompa (3aMeHbl) unu omMeHbl Hacmosueao cmaH@apma coomeemcmayouwee ygedomneHue bydem
onybnukosaHo 8 bnuxaluwieMm 8bInycKe eXeMecgyHo20 UHPOPMayUoHHO20 ykaszamesns «HayuoHanbHble
cmaHOapmbi». Coomeemcemayoujasa UHGopmayus, yeedoMeHUe U MeKcmbl pa3Mewalomcs makxe 8 UH-
hopmayUoHHOU cucmeme obuje20 noib3o8aHus — Ha oguluansHoM catime @edepanbHo20 azeHmemea no
MexHUYEeCcKOMYy peaynuposaHuro U Memponoauu 8 cemu MHmepHem (www.rst.gov.ru)

© OdpopmneHue. ®IBY «UMHcTUTYT cTaHgapTuzayumny», 2024

HacToawwmin ctaHgapT He MOXeT ObITb MOMHOCTLIO UMK YACTUYHO BOCMPOU3BEOEH, TUPaXXMNPOBAH U pac-
NMPpOCTpaHeH B Ka4vecTBe OCbMLI,I/‘IElJ'IbHOFO n3naHua bes pa3pelieHunsa G)e,qepaanoro dreHTCcTBa no TeXxHNn4ecko-
MYy perynmpoBaHvMi 1 METPOJIOTUA
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HAUMWOHANBbHBIA CTAHOAPT POCCUUCKON OEOEPALUMN

Ycnyru HaceneHuo
BHYTPEHHUE AYOUTbI NPOLUECCOB OECNYXWBAHWUA NOTPEEUTENEN
O6wue TpeGOBAHUA U NPUHLUNEI NPOBeAeHUA

Services for people. Internal audits of customer service processes.
General requirements and principles of conducting

Oarta eBegeHna — 2024—10—01

1 ObnacTtb NnpumMeHeHnA

HacTosiwui ctaHgapT ycTaHasnueaeT obue TpeboBaHus M NPUHLKUNLI NPOBEAEHUSA BHYTPEHHUX ayau-
TOB MPOLECCOB 06CNyXMBaHUA noTpebuTenei B coepe YCryr HaceneHuo (fanee — BHYTPEHHWE ayauThl).

CTaHaapT pacnpocTpaHAeTcs Ha BHYTPeHHWE ayauThl B chepe YCnyr HAceneHuo, OKasbiBaeMbIX UCMon-
HATENAMKU YCNyT — HPUANYECKUMM NMLAMU PasfMYHbIX OpraHM3auMoHHO-NPaBOBLIX hOPM, WHOMBUAOYATb-
HBIMW NpeanpuHUMaTenamMu 1 OU3NYeCcKUMN NuuaMu — nnaTtenbuukaMiu Hanora Ha npodeccrMoHanbHbIi
0X0f4 (CamMO3aHSTbIMY rpaxaaHamu).

TpeboBaHus HacTosLWEro cTaHdapTa SENaTCA 06l KMMY U NpeaHasHadeHbl AN NpMMeHeHUst BCeMU UC-
NONHWUTENAMM YCNYr HE3aBUCKMMO OT Buaa U hopmaTta AesTenbLHOCTU, MacluTtaba 1 Buaa okasbiBaeMbIX YCNy.

HacToslui cTanaapT He pacnpocTpaHAeTca Ha BHeLWHWe ayauThl (ayauThl BTOPOW M TPETLEN CTOPOHbI)
1 HA ayaUTOPCKYO AeATernbHOCTb, OcyLecTBnseMy cornacHo [1].

2 HopmaTuBHbIE CCbINKU

B HacTosilem cTaHgapTe UCNONb30BaHbl HOPMATMBHLIE CChIMKM HA cnefylolue cTaH4apThl:

OCT P UCO 19011 OueHka cooTBeTcTBUA. PykoBogsaLMe ykazaHus No NpOBEAEHUID ayauTa CUCcTeMm
MeHeKMeHTa

MOCT P 50646 Ycnyru HaceneHuto. TepMUHbBI U ONpeaeneHns

FOCT P 52113 Ycnyru HaceneHuo. HomeHknaTypa nokasartenen KkadecTsa ycnyr

MpumeuyaHnue — [pwn NONB30BAHNM HACTOALLMM CTAHAAPTOM LENecoobpasHo NpoBepuTs AeNCTBUE CCbINoY-
HbIX CTAHOAPTOB B MH(OPMALMOHHOW cUcTEME OBLIEro nonb3oBaHna — Ha oduumansHom cante degepansHOro areHT-
CTBa Mo TEXHWYECKOMY PEryrnMpoBaHUI0 U METPONOTAM B CETU VIHTEPHET WUINK NO eXerogHoMy MHhopMaLUoHHOMY ykasa-
Tenmo «HaunoHaneHble cTaHOapTLI», KOTOPLIA ONYGIUKOBaH MO COCTOAHWUIO Ha 1 SHBaps TEKYLLUEro roga, U no BbiNyckam
eXeMecsa4HOro MHopPMaLMOHHOIO yKkazaTensa «HauuoHaneHble cTaHaapThl» 3a TeKyLWiA rod. Ecnn saMeHeH CCbINoYHBbINA
CTaHgapT, Ha KOTOPbLIA AaHa HeAATUPOBAHHAA CChINKa, TO PEKOMEHOYETCA WCMOMbL30BaTh OEWCTBYHOLWYI0 BEPCUIO 3TOrO
cTaHdapTa ¢ Y4eTOM BCEX BHECEHHLIX B AaHHYI0 BEPCUI0 U3MEHEHWUIA. Ecnu 3aMeHeH CCbINOYHbIA CTAaHOAPT, Ha KOTopbIi
[JaHa AaTUpOBaHHAsA CChIMKa, TO peKoOMeHayeTCa UCMoNbL30BaTh BEPCUIO 9TOrO CTaHAAPTA C yKa3aHHbIM Bhile rodoM yT-
BepxkOeHust (NpuHATUA). Ecnu nocne yTBep:OeHUsl HACTOSILLEro cTaHAapTa B CCbINOYHbIM CTaHAapT, Ha KOTOPLIA AaHa
OaTPOBaHHas CChiNKa, BHECEHO U3MEHeHWe, 3aTparMearllee NonoXeHne, Ha KOTOPOE JaHa CChiMKa, TO 3TO NONOXeHne
pekoMeHayeTcs NpUMEeHsATL Bea y4eTa JaHHOro M3MeHeHUs. ECnin cebinoYHbIN cTaHaAapT oTMeHeH 6e3 3ameHbl, TO Nomno-
KEHUe, B KOTOPOM [AaHa CChINKa Ha Hero, pekoMeHayeTcA NPUMEeHATL B YacTU, He 3aTparvBaloLLeil 3Ty CChIMKY.

MapaHune ochbuumnansHoe
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3 TepMuHbI U onpepeneHun

B HacTosilemM cTaHgapTe npuMmeHeHbl TepMuHbl Mo FTOCT P 50646, a Takke criegyolline TEPMUHbI C CO-
OTBETCTBYHOLUUMU ONpeseneHusmu:

3.1 BHYTpeHHUW ayauT NpoueccoB obcnyxuBaHus norpedburtenein: CuctemMaTtuyeckui, He3aBUCH-
MbIil U AOKYMEHTUPYEMbIA NMPOLIeCC YCTaHOBMEHUA 06bEKTUBHbLIX CBUAETENLCTB M ODBbEKTUBHOW OLEHKU A4S
NonyyYeHust cTeneHyu COOTBETCTBUSI KPUTEPUSAM ayauTa.

MpumedaHWe — BHyTpeHHUE ayaWThl, MHOTAA HA3bIBAKOT ayaUTaAMU NEPBOW CTOPOHLI.

3.2 KpuTepuu BHYTpPEeHHero ayaurta npoueccoB ob6cnyxuBaHus notpeGutenein: CoOBOKYMHOCTb
TpeboBaHMil, UCNOMb3yeMblX Kak OCHOBA NS CPpABHEHUS! C HUMKW OGbEeKTUBHOIO CBUAETENLCTBA ayauTa.

3.3 nnaH ayguta: Onucadve OeicTBUl 1 MeponpUATUIA Mo NPOBEdEeHUID ayanTa NpoLeccoB 06CnyxXu-
BaHWsi noTpebuTenen.

3.4 nporpamma ayauTta: Meponpusatus no NpoBeAeHUO BHYTPEHHEro ayamnTa npoleccos obcnyxusa-
HWs noTpeGuTenei, 3annaHMpoBaHHble Ha KOHKPETHbIA Nepuod BpeMeHW U HanpaBneHHble Ha JOCTMKeHue
KOHKPETHOW Lienu.

3.5 cBupeTenbCTBO ayauTa: 3anucu, manoxeHwe GakToB MNU Apyras MHopmauus, CBA3aHHble C
KpUTepusiMW BHYTPEHHEro ayauTa npoueccos obcnyxusaHusa notpebutenei.

4 OOwmue NonoXxeHus

4.1 Ycnyru HaceneHuio ABMAKTCS pe3ynsLTaTtoM AeATenbHOCTU CyBbeKkToB NpeanpuHUMaTenbLCKon ges-
TenbLHOCTU HENPOW3BOACTBEHHbLIX OTpacnen, B TOM YWUChe I0pUuANYecKUX nul, MHOMBUAYanbsHbLIX NpeanpuHu-
mMaTenen v nanvecknx Nuy — NraTenbLWMKOB Hanora Ha npodyeccMoHanbHbIN AOX0A (CamMo3aHATbIX).

4.2 VicnonHuTenw ycnyr AOMKHbl OCYLLECTBMATL CBOI AEATENbHOCTE B COOTBETCTBUM G HOPMAaTHMBHBLIMHK
npasoBbIMK akTamn Poccuiickoin ®Pegepaunn ¢ ydeTom TpeboBaHWI 4OKYMEHTOB MO cTaHAapTu3auuu, pery-
NUPYIOLWMX KOHKPETHYH cdepy yCryr.

4.3 WcnonHuTensMm ycnyr HaceneHwl pekomeHgyeTcs paspaboTaTte M BHeApuTb AOKYMEeHTanbHO
otbopMneHHbIe BHYTPEHHWEe TeXHWYEeCKNe AOKYMEHTbI, MHCTPYKLWK, MPOLEAYPbl U MOPSAAKA MO OpraHu3auni 1
okasaHwuio ycnyr, obecnevvBaowme cobnogeHe okasbiBaeMblX yCNyr yCTaHOBNEHHBIM TpeboBaHmAM.

4.4 Tlpw pazpaboTke BHYTPEHHMNX AOKYMEHTOB peKoMeHAyeTca PyKOBOACTBOBATLCH HOMEHKNATYPOW No-
KasaTenen KadecTBa yCcnyr pasnuyHbIX rpynn v BMAOB, obecnedymBalomMx mx cnocobHOCTb yOOBMETBOPATh
yCTaHOBMEHHbIE UMW NpeanonaraemMble NOTPeBHOCTN NoTpebuTenen M BO3MOXHOCTb OLIEHKN YPOBHSA Ka4yecTsa
ycnyr cornacHo FTOCT P 52113 ¢ yueTom cneuudukn n Buaa yenyr (MatepuarnsHble, COLWanbHO-KYNBTYPHbIE
N CMellaHHbIe).

4.5 O6wue TpeboBaHUA K BHYTPEHHUM ayguTam

4.5.1 BHyTpeHHUR ayouT npeacTtaensaeT coboi NnpoBepKy, NnonyyeHne MHdopMaLlmy o peaynsratax ge-
ATENbHOCTW M aHanu3 npoueccoB obcnyKuBaHua noTpedbuTenei ¢ Lenblo YCTaHOBMNeHUA 0BbeKTUBHLIX JOKa-
3aTenbCcTB cOBNOAEHNA NONOXEHUIA 3akoHoaaTenbcTBa Poccuiickon ®Pefepauny U OKYMEHTOB UCMNONHUTENS
YCNYT, CBA3AHHbIX C OKA3aHWEM ycnyr noTpebuTensam.

4.5.2 BHyTpeHHWe ayauTbl OPraHu3yoT U NPOBOAAT NO MHULWATUBE aAMUHUCTPaLUN UMM COBCTBEHHM-
KOB (BnagenbLeB) opraHusaumii — McrnonHuTenen ycnyr.

4.5.3 OTBETCTBEHHBIMW 3@ BHYTPEHHWIA ayauT MOryT ObiTh Kak WTaTHble COTPYAHWKM (cneunanucrbl)
OopraHu3aumv, Tak ¥ He3aBMCHMMbIe 3KCNepThl, BEICTYNAKLWWE OT UMEHWU U MO NOPYYEHWID aAMUHUCTPaLUK UC-
NOMHWUTENS Ycnyr unu cobcTBeHHUKa (BnagensLa) obbekta ycnyr.

Mpu atom obme TpeboBaHus K nNpoueaypam, Nopsaky NpoBeeHWA ayauTa, a Takke KOMMeTeHUUaM
CneLManucToB W 3KCNepTOB AOMKHbI cobnwaaTbecs B NonHOM obbeme.

4.5.4 BHyTpeHHMe ayouTbl MOTYT NPOBOAUTLCS B pamKax:

- paspaboTaHHOM M AOKYMeHTanbHoO 0hOpPMMAEHHON CUCTEMEI MEHEOXMEHTa KavyecTBa,

- aHanusa AenTenbHOCTUM UCMONHUTENA yCnyr 3a onpegeneHHbIi Nepruo.

MMpW NpoBEAEHUN BHYTPEHHEro ayauTa NMpUMEHSAIT SKCNepTHLIA MeTod OLEHKW KavyecTBa YCNyr, OCHO-
BaHHBIA HA KA4YeCTBEHHLIX N KONMUYECTBEHHbIX OLeHKax aKcnepToB B cdepe yenyr. NpuMeHeHne aKenepTHOro
MeToda npearonaraeTr NPOBepKy HaNU4YMa U COOEPXKaHUSA TEXHUYECKUX OOKYMEHTOB Ha OKazaHwe YCNyr KOH-
KPETHbIX BWAOB, OLEHKY NpodeccnoHanbHbix KOMNETEHUUA NepcoHana v npoyee, a B LenomM — Ha OLUEHKY
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pe3ynbTaTMBHOCTM paboTbl OTAENbHbIX NOAPA3AENEHUA U NPOLECCOB OPraHM3auunii, CTeneHb BbINONHEHUS
Bu3Hec-nnaHa u 1. 4.

AyaouTel BTOPOW U TPETLEN CTOPOHLI B paMKax CUCTEMbl MeHedXKMeHTa KayecTBa NpoBOAAT B COOTBET-
cTBMK ¢ TpeboBaHusamu MOCT P MCO 19011 u c y4yeToM BuAa ycnyr U ocobeHHOCTEW OKa3aHUsA yCryr KOH-
KpeTHoro Buaa.

4.6 Uenu npoBeAeHWsl BHYTPEeHHero aygura

K uenam npoeegeHunsa BHYTpPeHHEro ayaouta rnpoueccos O6Cﬂy)KI/IBaHVI$| HOTDESMTEJ'IEF‘I OTHOCAT:

- NPOBEPKY cnocoBHOCTU UCNoNHUTENSA yCnyr OoKa3blBaTb yCnyru, COOTBETCTBYHOLLYH YCTaHOBIEHHbLIM
HOPMaTuBHbIM MPaBOBbLIM aKTamM Poccuiickon dJe,qepau,Mln 1 OpyruMm JOKYMeHTaM, OTHOCALLMMCA K ccbepe ycC-
nyr HaceneHwto;

- onpegeneHve cnocobHOCTM NcnonHUTEeNs YCnyr oka3blBaTtb YCIyru cTabunbHOro KayecTBsa.

4.7 Buabl BHYTpPeHHero ayguTa

PaanuyatoT cnegyrowne Buabl ayquToB:

- MOHWTOPWHIOBLIN PErynapHLIA ayauT, BKMKYAsA NNaHOBLIA U MOBTOPHLIA ayauT;

- CUTYaTWBHbIN ayouT, yCTaHABNMBAKLWMIA NpUYnHbLl NpobrneM ¢ KayecTBOM OKasblBAeMbIX YCMyr Unu
apyrux npobnem.

4.8 O6BbeKTbl BHYTPEHHEro ayauTa

4.8.1 ObbekTaMu BHYTPEHHWUX ayguTOB ABNSIOTCA YCMNyrM NpeanpuaTuil (opraHMsauui), nogpasgense-
Mbl€ HAa MaTepuarnbHble, CoOLManbHO-KYNETYPHbBIE U cMeLlaHHble cornacHo FOCT P 50646.

4.8.2 lpenmeTom NpoBepKyM BHYTPEHHEro ayauTa sABMAKTCA NPOLEeCcChl OKasaHWA yCryr, BKNoYas npo-
Leccbl 0bcnyxMBaHusa noTpeduTenemn.

4.9 MNpuHUMNLI NpoBegeHUA BHYTPEHHUX ayaUTOB

4.9.1 K npuHuMnam nposefeHnsd BHYTPEHHEro ayauTa OTHOCHT:

- PUCK-OPUEHTUPOBAHHbLIA NOAXOA (NOAX0M, YYUTHLIBAKLLMA PUCKM U BO3MOXHOCTM UCMOMHUTENS YCNyr);

- KIMEeHTOOPWEHTUPOBAHHLIW NOAX0. MPU KOTOPOM WUCMOMHWUTENbL YCIYT CTPEMMUTCS K YAOBMETBOPEHMIO
}enaHu n notpebHocTen noTpebutenei ycnyr;

- MposiIBMeHMe B MpoLecce MpOoBepoK TakMX KadecTs, Kak YecTHOCTb, 06bLEKTMBHOCTL, BecnpucTpacT-
HOCTb, JOMKHasa npodeccuoHansHas OCMOTPUTENBHOCTL, 0BAYMaHHOCTE peLueHUd Npu MpOBEAEHUN BHY-
TPEHHEero ayauTa; KOHOUAEHLNANbHOCTb, OTCYTCTBME KOH(INNKTa MHTEPECOB.

4.9.2 [Ins manbix opraHX3aunin HERO3MOXHO 0becneunTs, YTODLI CneunanucTel, y4acTBYOLWMe B ayan-
Te, ObINM NONHOCTLIO HE3ABUCUMBLIMW OT AeATENBHOCTY, NoABEepraeMon ayauTy, OfHakKo cregyeTt NpunoxuTb
BCe cWnbl, 4T0bbl n3bexarb NpeaB3ATOCTU WU COBNCTM 0ObEeKTMBHOCTL. He3aBMCMMOCTL NpU BHYTPEHHEM
ayguTe MOXeT OblTb NPOAEMOHCTPMPOBaHa OTCYTCTBMEM OTBETCTBEHHOCTM 3a AedATeNbHOCTh, KoTopas nog-
Bepraetca ayauTty, u/unu BecnpucTpacTHOCTLIO U OTCYTCTBUEM KOHNUKTa MHTepecoB. CneunanucTbl, yya-
CTBYHOLLME B ayOWTe, HE LOITKHbI MPOBepPsATh COOCTBEHHYKO paboTy.

4.9.3 CobnrogeHne 3TUX NPUHLUMNOB SBMSETCA HeobxoauMbiM YCNOBUEM ANS NpefocTaBneHns o6bek-
TUBHbIX 1 [OCTaTOYHbLIX 3aKMHOYEHUIA NO pesynbrataMm ayauTa.

4.10 BHyTpeHHMe ayanThbl MPOBOAAT, KAk NpaBmno, Ha YHKLMOHUPYHOLLMX Npeanpusatuax, 6es npepsbi-
BaHMWs NPOLECCOB OKa3aHWA YCnyr U NPUOCTaHOBMNEHWS AEATENbHOCTU OpraHM3aLuuu.

4.11 BHyTpeHHWe aygouTbl OCYLLECTBIST CheLManncTbl, oTBeqatowmne TpeboBaHnsamM pasgena 6 HacTo-
Allero ctaHgapTa.

4.12 B cny4yae BO3HWKHOBEHWUS MPEnsATCTBUN, HE MO3BOMNAIOLWMX MPOBOAUTL ayanT B odnanH-pexume,
Hanpy¥Mep CIOXHas 3NUMAeMUONor1Myeckasl CUTyalns B pervMoHe U MHble 0BCTOATENbLCTBA HEMPEOoOoNUMON
CWMbl, MO PeLUeHn0 3aKka3vyMka BHYTPEHHUIA ayauT MOXKeT ObiTb NMpoBeAeH B (popMe OUCTaHUWOHHOW OLEH-
KW. JUCTaHUMOHHBIA ayauT npoBoauTca 6e3 Bele3da Ha MecTa OCYLLEeCTBNeHUs JeATeNbHOCTH UCMoNMHUTenen
YCIyT C MPMMEHEHWEM 3MNEKTPOHHBLIX CPeACTB CBA3M U BUAEO-KOH(bepeHU-cBA3K. [IUCTaHLUMOHHAA OLEHKa He
NPOBOOMTCS, ECNK TaKo hopmMaT NpoBedeHNs OLEHKM CO3AaeT HenpuemneMble PUCKM 0OBbEKTUBHOCTU OLEH-
KW MCMOMHUTENEN YCNyT U JOCTVXKEHWA Lenen ayguTa.
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4.13 Mporpamma BHYTPeHHero aygura

4.13.1 [Ona npoBefgeHua ayguTa OomkHa ObiTe paspaboTaHa nporpamma ayguTa.

Mporpamma ayouTta OOMKHA BKNHOYaThL B ceba uHopmauumio U pecypchl, Heobxoaumesle ANA opraHu-
3alMK ayguToR, UX pesynbTaTUBHOMO U ahdeKTUBHOIO NPOoBeJeHUs B YCTaHOBMNEHHbIe BPEMEHHbIE CPOKU, a
TaKxKe MOXeT BKIouaTs B cebs cnegytowy MHopmauuio:

- Ueny Onga nporpaMmbl ayauTa;

- 06bem 1 MecTo NpoBefeHUs 1 rpaduk NPpoOBEAEHWUS ayaAUTOB;

- npouenypbl NporpamMmMel ayauTa,

- KpUTEepun aygunTa;

- MeToAbl ayauTa;

- chopMMpOBaHWe rpynnbl ayauTa;

- HeobxoguMble pecypcel;

- Mpouecchbl, CBA3aHHbIe ¢ cobnigeHnem KoHpuaeHunaneHoCTH, obecnedyeHMeM 3aWmnTbl MHOpMa-
LuuK, 1 gpyrre nogobHeble BONpOCHI.

4.13.2 lMpw nnaHupoBaHnM ayquToB AOMKHO BbiTb 06ecneyeHo NpoBedeHNE MX B CPOKW, YCTaHOBIEH-
Hble W/WAW CornacoBaHHble C 3aKazdyMkoMm ayavTa. [epuognyHOCTb NMPoBEedeHMs M codepaHne NnaHoBbIX
BHYTPEHHUX ayOWTOB yCTAHABMNNBAKTCSH 3aKa34YMKOM ayaMTOB.

4.13.3 [nsa npoBegeHus ayaMTa 3akazunKoM ayauTa HasHa4vyaeTcsa OA4MH 3KCNepT (CneunanucT) Un 3Kc-
nepTtHas rpynna (rpynna ayauta). [lo Ha4ana ayguTta HasHa4YeHHbl aKcnepT (CneunanvcT) oKeH NpoBecTy
WHCTPYKTaX CO BCEMM YYACTHUKaMW rpynnbil.

PykoBoauTenb KCNepTHOW rpynnbl (Fpynnbl ayauTa) B X04e KOHCYNbTauui C YNeHaMmu rpynnbl AOMKeH
0603HauYUTL U pacnpefenuTb OTBETCTBEHHOCTE MEXAY BCEMK UNeHaMK rpynnbl 32 ayauT KOHKPETHLIX NpoLec-
coB, (PYHKLUMOHANbHbIX NogpasaeneHMii UNn y4acTkoB AeaTenbHocTW. [1pu Takom pacnpegeneHvu cnenyet
YYNTLIBATE HE3ABUCKMMOCTbL M KOMMETEHTHOCTL CNELNANUCTOB U pe3ynsTaTMBHOE UCMOMNb30BaHWe PECYPCOB, a
Takxke pasnuyHble ponu 1 06s83aHHOCTK CneynanncToB.

KpuTepun ayguta onpegensoT Ang KaxXaoro ayguTta B 3aBUCUMOCTH OT oObekTa ayanTta v ycTaHaBnuea-
0T Mcxods 13 TpeboBaHMi 3akasyuKka ayguTa.

4.14 Kputepwvu oueHKM KavyecTBa

KpMTepMﬂMM OUEHKW Ka4yeCTBa npoueccos O6Cﬂy}i{MBaHMﬂ ﬂOTp96MTEHepI ABNAKTCA:

- COOTBETCTBUE yCnyr TDEGDBEHMHM K UX COOepXaHU (06'bEMy, CpOKam, Ka4eCTBy OKa3aHWdA, HOMEH-
Knarype yCJ'IyI'), YCTaHOBIIEHHBIM HOPMaTUBHbLIMUW NMPaBOBbLIMW aKTaMW Poccuinckon cDE,D(SDBLI,MIJ‘I M OOKYMEeHTa-
MW No CTaHgapTu3aunn B KOHKDETHOI?I ccbepe ycnyr,

- Hanun4yune y UCnonHUTernAa ycnyr KOMneTeHTHOro nepcoHarna, HenocpegctBeHHo 3aEeNCTBOBAHHOIO B
OKa3aHWUK ycnyr KOHKpEeTHOro Buaa, AOCTaTO4YHOCTE TaKoro nepcoHarna.

MpumeyvyaHue — KoMmneTeHTHOCTL NepcoHana npegrnonaraet Hanu4yve y coTpygHWKOB 0Bpa3oBaHus, KBanu-

dukaumm Unu npodheccroHanbLHOM NoroTOBKU W ONbiTa paboThl, COOTBETCTBYIOLWMX Npodunio npodeccroHarnsHon ges-
TENBHOCTH, U COOTBETCTBUE NPoheCCUOHaNBHBIM CTaHaapTam (NMpu UX Hanuuum);

- OTKPbITOCTb M OOCTYNHOCTL HHCbOpMaLI,MVI ob ncnonHuTene YCInyr n OKasblBaeMblX yCrnyrax, B TOM 4Uc-
ne Hanu4ue canTa B CeTU WMHTEPHET;

- Hanum4yune n beHKLI,MOHMpOBaHMe CUCTEMbI MEHEXXMEHTA KayveCTBa, 06ecneqMBa+0u.|,e|7| COOTBETCTBUE
npegocrtaelndeMblX YCNyr yCTaHOBNEHHbIM TpeaoBaHMﬂM.

MpumeyvyaHue — Cuctema MeHeKMeHTa Ka4yecTBa MOXET ObiTb CepTuduLMpoBaHa Ha 40BpOBOMbLHOM OCHOBE
B NOpsAKe, YCTAHOBNEHHOM 3akoHoaaTenscTBoM Poccuiickon degepauum;

- OTCYTCTBUE UCNONMHUTENA yCcnyr (mpmnmqecmx g M MHanBUayanbHbIX npe,qanHMM:aTeneﬂ) B pee-
CcTpe He,D,OGDOCOBeCTHbIX NoCTaBUMKOB NO pe3ynbratamM npegoctaBrneHnsa ycnyr B pamMKkax UCNoJTHEHWA KOH-
TPaKTOB, 3aKIn4YeHHbIX B COOTBETCTBUKM C 3aKOHOO4ATENbCTBOM Poccuiickon (De,u,epau,vm;

- Hanu4ue oneiTa 1 OenoBou penytauun y NCnonHuTena ycnyr,

- YOOBJETBOPEHHOCTb I'IOTDEGI/ITE.'J'IE]?I Ka4eCTBOM YCIyT.
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5 MNMopspok NnpoBeaeHUA U coaepKaHue BHYTPEHHUX ayauToB

5.1 O6nacTb BHYTpeHHero ayauTa

O6nacTb BHYTPEHHErO ayguTa BKoYaeT B cebs:

- npouecckl 0bcnyXuBaHus noTpebutenei;

- OpraHM3auuio cepBuca, B TOM YMCIe OPraHM3aUnoHHY0 CTPYKTYPY OpraHmu3aunu;

- HOMEHKNaTypy nokasaTternen Ka4ecTea oKasblBaeMblX YCNYT;

- OOKYMEeHTOOBOpPOT WCMOMHWUTENS YCMyr, BKMOYAA TEXHUYECKWEe OOKYMEHTbl M OOKYMEHTMpPOBaHHbIe
npoueaypbl U MHCTPYKLMKW MO OKa3aHWK YCnyr.

5.2 BHYTpeHHW ayauT pekoMmeHayeTcsa NpoBOAUTL MO YeK-NUCTam C KOHTPOIbHLIMU BONPOCaMM.

KoHTponbHLIE BONPOCHl COCTOAT W3 MOJIOXEHWIA 3aKkoHodaTenscTea Poccuiickon ®efgepauu npuMeHu-
TENbHO K OKa3biBAEMbIM YCNyram ¢ y4eToM OCOBEeHHOCTEeN OeATEeNnbHOCTU KOHKPETHOrO MCMOMHUTENs YCNyr.
B KOHTpOmMbHbIE BONPOCHI MOTYT BbITh BKITHOYEHbI ONONHUTENbHbIE TPEBOBaHNS N0 MHMLMATMBE agMUHUCTPa-
uumn unu cobcTBeHHMKA (BNagenbla) obbekTa yenyr.

5.3 PekomeHfyeTcs criegylollas nocrnegoBaTensHOCTE Npouenyp BHyTpeHHero ayguTa:

- NpoBegeHWe NpenBapuTeNbHONO COBELLaHuS;

- aHanu3 JOKYMEHTOB BO Bpems nposefeHus ayauTa,

- NMPOBepKa OTOeNnbHbIX NnogpasgeneHnini UCNoMHUTeNs yeryr 1 obMeH MHdopMauMen BO Bpems npo-
BeAEeHWA ayauTa;

- cbop ayanTOpCKMX OoKa3aTenbCTB ¥ BepuduKaLma MHpopMaLmu;

- JOKYMEeHTUpOBaHWe pe3ynsTaToB ayauTa U NOAroTOBKA 3aKM4YeHW No pesynbraTtaM ayguTa;

- NMo4roToBKa OTYeTa NO pe3ynkrartaM BHYTPEHHero ayauTa.

5.4 BHYTpeHHWA ayanT MoXeT ObiTb JOKYMEHTAPHLIM U BbIE3AHbLIM.

5.5 3Tanbl NpoBepKM BKITKOYAOT criefyoLlee:

- MoceLleHne n 0OCMOTP TEPPUTOPUMN NPeanpuATUs — UCNOMHUTENS YCINyT, MOMeLeHnin, npu Heobxoau-
MOCTM — hOTOCBhEMKA (MM NpOBeAeHUe OUCTaHLMOHHOIo ayguTay);

- 0Mnpoc, aHKeTUpOBaHWe nepcoHana,

- aHanu3 JOKYMEHTOB.

Mpw npoBegeHUU BHYTPEHHErO ayguTa cnenyeT obecneunTb:

- BecnpenATCTBEHHbIA OCTYN 3KCMEPTOB (CNeunanncToB) Ha OObEKT MCNOMHUTENS YCNYT;

- gonyck k pabo4vei JOKyMeHTauuKn, pernaMmeHTUpYoLen TEXHONOrMYecKne NpoLLecchbl OKasaHWs YCnyr.

5.6 CopepxaHue BHYyTPeHHWX ayOuTOB

BHyTpeHHM ayouT B 06LeM BUAe MOXET BKIOYATb Cnefytolline acnekThbl, ecriv NpUMeHUMOo:

- MecTopacnonoxeHne o6bekTa, pacnonoXeHne TPaHCMOPTHLIX Pa3Bsi30K, pexuM paboTel, obycTpoii-
CTBO MpWreraiowel TeppuTopum, HapyKHOe 1 BHyTpeHHee ohopMMeHIe;

- Hanwuve, YHKLMOHVPOBaHWE W PEXUM paboTbl KOHTAKT-LUEHTPa (KOM-UeHTpa) npu ero Hanuyuu;

- nepevyeHb OKazblBaeMbIX yCryr (OCHOBHbBIX U OOMONHUTENbHBIX), (DOPM U YCIOBUIA UX OKa3aHusi, B TOM
YKCIe CPOKOB OKa3aHWUs yCIyr;

- HanuuWe JOKYMEHTOB, MOATBEPXAALLMX KaTeroputo, TUM 1 apyroi dhopmaT obbekTa okasaHus ycnyr,
ecnu 3To MpefycMOTPEHO 3akoHopaTenbcTBoM Poccuiickoit Pefepauum v AOKYMEHTaMu Mo cTaHoapTw-
3auum;

- nepevyeHb JOKYMEHTOB MO CTaH4apTu3auuy (Mpyu Hanuuum), B COOTBETCTBUU C KOTOPLIMUW OKa3bIBalOTCS
YCMYTU HACENeHUIo;

- WHdopMaLWoHHOe obecnevyeHe OKasbiBaeMbIX YCMyr, B TOM YMCre OOMNOMHWTensHaa UHgopmauus
00 ycnyrax;

- NpYMeHeHWe UHHOPMALMOHHO-KOMMYHUKALMOHHBIX TEXHOMOMMIA (MHTepHEeT-pecypcoB) U YCNyr CBaA-
3U; AUCTaHLMOHHbIE KaHanbl 06CnyXMBaHUA NoTpebuTenen, Hanmurue MoBUMbHBIX NPUINOXKEHWA — MHTEpHeT-
CaWT, NUYHbIi KabuHeT, yoo6CTBO U MPOCTOTa HABUraUWW B cUCTeMe NMuyHoro KabuHeTa, nepedyeHb ycnyr, Ao-
CTYMHBIX Yepe3 OMCTaHUMOHHEIE KaHanbl, yHKUMM 0BpaTHOI CBA3WM U ONpedeneHve YOOBNeTBOPEHHOCTU
yepes KaHanbl KOMMYHUKALWWU, PEaKLWMU Ha OT3bIBbI;

- BHeLWHWA BWA MepcoHana, BnevatneHue notpedutens OT HenoCPEeLCTBEHHOro KOHTaKTa ¢ Mnepco-
Hanom;

- [OCTaTovHOCThL obecnevyeHuss NPoLeccoB TEXHOMOrMYecKUMIN pecypcamu;

- MapKeTUHT U BHELHWe KOMMYHUKaUWUW, UHPOPMaLUOHHas NOAAEePHKKa KIMEeHTOOPUEeHTUPOBAHHOCTH
B NpoekTax 1 6usHec-npoLeccax;
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- OpraHusauusa nNpeTeH3MOoHHOW paboTbl ¢ 0BpaTHOM CBA3bD — HAnWuMe, YY4eT W aHanwu3 NpeTeH3un,
»anob notpebutenen;

- MepcoHan M BHYTPEHHUWEe KOMMYHMKaLWKW, KpUTepuu nogbopa nepcoHana, nporpaMmbl obyvyeHWs U
CTaXWPOBOK, OLIEHKW YPOBHS YOOBNETBOPEHHOCTU COTPYAHUKOB, UX OpUEHTauus Ha noTpebuTenen, MoTUBa-
LMK COTPYOHWKOB Ha Ka4eCTBEHHLIA CEPBUC, KOMMYHUKALMUSA N0 Ka4ecTBy 0DCMYKUBaHUS;

- MPOLECChl U TEXHOMOMUK, CTaH4apTbl 06CNYKUBAHWS, ONUCAHHbBIE NPOLLECCHI, TEXHONOMMYECK1e KapThbl,
BHYTPEHHWE pernaMeHTbl U MpoLeaypbl, X akTyanu3alWsi 1 COOTBETCTBME HOPMaTWMBHLIM MPaBOBLIM akTam
Poccurckon ®egepaunu;

- OpraHu3auWoHHO-pacnopaaUTENbHbIE JOKYMEHTbI OpraHM3anum U JOKYMeHToobopoT B Lenom;

- KMMEHTCKAs aHanuTuKa — OLEeHKa OXuaaHuin notpebutenein N Ux yOOBNEeTBOPEHHOCTU NMOMYyYeHHbIM
YPOBHEM CepBICa, OLleHKa COOTBETCTBUSA MpoLeccoB obcnyXnBaHua cTaHgapTam obCnyX nuBaHUsi, peKoMeH-
Oauunn no 30HaM ynyJlleHuin.

5.7 B npouecce BHYTpeHHEro aygurta MOryT NpOBOAWTLCS aHKETUMPOBaHWE NepcoHana, aHanus OOKy-
MEHTUPOBaHHON MHOPMaUUU U Npouenyp ynpaerneHus e, BU3yanbHasi NpoBepKa npoueccoB obcnyxvea-
HWA, KOHTAKTHOW 30HbI, MOMeLLeHUI, 06opyaoBaHuA 1 paboymx MecT U T. N. B npouecce BHyTpeHHero ayauTa
WHdOpMaLWA, OTHOCALLAACS K LensmM, obnacTh M KpuTepusiM ayouTta, cobupaeTcs nyTeM HeobXoOUMON U
penpeseHTaTMBHOW BbIDOPKNA.

5.8 HabniogeHwa M pesynbTaTthl ayauTa OOMKHbI LOKYMEHTUPOBATLCH JKcnepTamun (cneyuanncramu)
C ykasaHueM cBUAeTenbeTB ayauTa. [py Hanu4um npenBapuTEnbHOIO COMMAacOoBaHUA C 3aKa3duMKoM ayauTa,
cneunanucTel MOMYT OCYLLECTBNATL hoTohMKcaLmio cBnaeTenscTs ayanta. CenaeTtenbctea ayauta SOMKHBI
BbITh NPOBEPAEMbLIMKM U OCTATOUYHLIMU ANA NPUHATUS PELLEHWS] O COOTBETCTBUMN UITM HECOOTBETCTBUKU 00ObeK-
TOB ayguTa KpuTepuam 1 nocnepyollero odopMneHus oTyeTa No ayguTy. JKkcnepThl (cneumanncTbl) JOMKHEI
COXpaHsTb CBOU paboune 3anmcy Kak MUHUMYM [0 YTBEPXOEHUS OTYeTa No ayguTy.

5.9 CrneumnanucTbl 4OMKHbBI OLEHUTL cCObpaHHble MKW CBUAETENbCTBa ayanTa M chopMynnpoBaTh BbIBO-
Lbl O COOTBETCTBMKM MMN HECOOTBETCTBMM NPOBEPSAEMOro 06bekTa KpuTepuam ayauTa.

5.10 Bce BbIfiBNEHHLIE HECOOTBETCTBUS LOMKHbI ObiTh 3aMKCMPOBaHbl C ykazaHWeM NOATBepKaat-
LIKMX UX CBUOETENLCTB NMPUMEHUTENBHO K KOHKPETHOMY TpebOBaHWIO KOHKPETHOMO AOKYMEHTA.

3aknyeHns BHYTPEHHETD ayauMTa MOryT OXBaTbiBaTh CreayLLe BONpPOChI:

- CTeneHb COOTBETCTBMA KPUTEPUSM ayauTa, uoeHTUdUKaLUMN PUCKOB U pe3ynsTaTUBHOCTU OeNCTBURA
npoBepseMon opraHu3aLmm;

- OOCTWXKEHWe Lenei ayauTa, cTeneHb oxeata obnacty ayauTa v BhINOMHEHWS KpUTEPUEB ayouTa.

5.11 Tocne 3aBeplUeHUs1 BHYTPEHHEro aynuTa npoBogUTCs 3akniouUTeNnbHOE coBellaHue agMUHUCTpa-
LMK NPOBEPSAEMO OpraHM3auun 1 cneyuanucTa (3KCNepTHON rpynnbl) C LEemNbi 03HAKOMMNEHUS C pesynbsTa-
Tamu NpOBEPKW U NOATBEPKAEHUSA TOr0, YTO HECOOTBETCTBUSA U 3amMedaHus (Mpy UX Hanuyuu) NOHATHLI NPo-
BEPSIEMbIM, @ CBMAETENbLCTBA ayanuTa BEPHLI.

5.12 NHdopmaums, nonyvyeHHasa no pesynsrataMm BHyTPEHHero ayauTa, He noanexuT nepefaye 4pyrum
AMUaM ¥ UCMOoNb3yeTCs TOMbKO B LiensiX OLEeHKN NpoueccoB obcnyuBaHusa notpebutenei.

5.13 Mo pesynbTatam ayauTa UCMOMHMTENb YCAyr [oMmKeH paspaboTtaTe M BHegpUTE Nopsiaok, obecne-
UYMBAKOLLUIA CBOEBPEMEHHOE YCTpaHeHWe MbbiX HELOCTATKOB M HapYLUEHWUA, BLISBIEHHbLIX B XO4E ayauTop-
CKUX MPOBEPOK M OLEHOK, MEPONPUATUIA MO KOHTPOMK, paccrneaoBaHuin U peBU3UIA.

5.14 B cny4asix, Korga UCNOMHUTENL YCIYT FOTOB YCTPaHUTL BhISIBMEHHbIE 3aMeYaHns (He4oueThl, Hapy-
LIeHWs) B YOOBNETBOPSIOLLME 3aKasHuKa CPOKU, PeKOMEHAYETCA OpraHn30BaTh M NPOBECTH NOBTOPHLIA ayauT.

5.15 OdchopmneHue pesynbTaTtoB ayguta

PesynkTaTel BHYTPEHHEro ayauta ohopMraiT AOKYMEHTANbBHO B BUAE 3aKMHOUYEHUs MO pesynstatam
ayouta — otyeta. dopmMa oTYeTa SBMAETCH NPOU3BONLHOM 1 ONpefenseTcs cneuManicTaMu, NpoBo4ALIMMY
ayauT.

6 TpeGoBaHuA K cneyManMcTam NoO BHYTPEHHeMY ayauTy

BHYTpeHHUe ayauTbl AOMKHbI OCYLLECTBASATL CNEeLManucThl (3KCNepThl), COOTBETCTBYIOLME CNEeaYHOLLMM
TpeboBaHMAM:

- UMeTb npodeccuoHansHoe obpasoBaHne B chepe cepauca U obenyxmBaHus unm B obnacTu cuctem
MeHEeIKMEHTa, UMM NPOMTK JONOMHMTENbHOE 00y4eHWe No NporpaMme NOBbIWEHWs KBanudukaumm B cchepe
YCITYT MW CUCTEM MEHEOKMEHTA;

6

Pa3zpaboTka anekTpoHHOWN Bepcun - nopTan GostExpert.ru 8/12
Crpanuua nokymeHTa - https://GostExpert.ru/gost/gost-71284-2024



https://gostexpert.ru?utm_source=pdf&utm_medium=68402
https://gostexpert.ru/gost/gost-71284-2024?utm_source=pdf&utm_medium=68402&utm_term=page

FOCT P 71284—2024

- UMeTb OOLWMiA CcTax NpakTUyYeckoi paboTkl B cipepe YCryr, NogBepraeMblX BHYTPEHHEMY ayauTy, He
MeHee 0fHOro roaa;

- obnagaTk NpakTUYECKUMWU HABbIKAMW MO NPOBEeOeHWU0 BHYTPEHHUX ayauToB.

CneunanucTbl No BHYTPEHHEMY ayOouTy OOMKHbI 3HATb HOPMAaTUBHbIE NMPaBOBble akTkl Poccuickoin de-
Aepauun U opraHvM3auMoHHO-pacnopaanTenbHele AOKYMEHThl B cdhepe yenyr v obnagate TaKUMKU YMEHUSIMU,
KaK BbIMOJIHEHWE TecTUpOoBaHusa (onpocoB), HabnogeHne (OCMOTPbI), MPOBEPKU, aHanm3 1 oLeHKa MHgopma-
LKW, BbISIBNEHUE NPUYNHHO-CIeACTBEHHLIX CBSA3el, (hopMynMpoBaHe BbIBOAOBR.

CneunanucTbl Mo BHYTPEHHEMY ayauTy AOIKHbLI ObiTb HE3aBUCHUMbLIMW OT NPOBEPSEMON AeATENLHOCTH
BO BCEX CINy4Yasax, Koraa 970 OCYLWEeCTBUMO, U BCErda BbINONHATL CBOK paboTy TakuM o6pa3oM, YTobbl BbiTh
cBoBoaHbIMU OT Npeay6exaeHnii U KoHdNWKTa UHTepecoB. Mpy NpoBeaeHUM BHYTPEHHKUX ayOUTOB ayauTopsl
LOOMKHbI BbITh HE3ABUCUMBIMKM OT PYKOBOAWTENel noapasdeneHvWii i HanpasneHuil JeaTeNbHOCTH, KOTopble
OHW npoBepsioT. CneunanucT He A40MKeH NPOBOAMTEL BHYTPEHHWUI ayauT AeaTensHOCTH, 3a KOTOPYIO OH HeceT
HernocpeacTBEHHY0 OTBETCTBEHHOCTb B AAaHHOM OpraH13aLuu.

Cneumanuctam no BHyTPeHHeMy ayauTy crneayeT pyKOBOACTBOBaTbLCA OCHOBaMU NMpod)eccUoHamnbLHOM
3TUKK, OBLIENPUHATLIMM HOPMaMK U MpaBUNaMin NoseaeHus 1 oblieHus.
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Bubnuorpadun

[11 ®epepanbHbii 3akoH oT 30 gexkabpa 2008 r. Ne 307-03 «O6 ayautopckoi eaTensHOCTUY
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YK 658.383:006.354 OKC 03.080.30

Kntoyesble crioga: YCnyru HacerneHuro, BHyTDEHHVIﬁ aygunT, npouecchbl 06Cﬂy)KVIBaHMF| HOTpEGMTEJ’IEﬁ, obnactb
ayguTta, KpuTepun, nnaH, nporpaMmma aygnta, CBUOETENLCTBO ayaunTa
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