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Beenenue®

O0ume MOJI0KEHHA

JUIs co3DAaHMS CHCTEMbl MEHEIKMEHTa KauyecTBa TpeOyeTcs CTpAaTerMieckoe peleHHe BBICILCro
pykoBozcTBa opraHusauuu. Ha paspaGoTKy ¥ BHEJPEHUE CUCTEMbI MEHEIDKMEHTA KayecTBa OpraHu3aluuu
BIMSIIOT M3MEHSIIOUMecs] MOTpeGHOCTH, KOHKPETHbIE LieJH, BbITyCKaeMasl MPOXYKLUSA, MPUMEHAEMbIC
IpOLIECCHI, Pa3MEP U CTPYKTYpa OpraHM3alui. HacTosiumii craHnapT 6a3suMpyeTcsi Ha BOCBMM IMPUHLMIIAX
MeHeIDKMEHTa KayecTBa. OIHaKO OH He MpenrnoyaraeT efuHoo0pasus B CTPYKType CHCTEM MEHEIKMEHTA
KayecTBa WIM eXMHO00pasusi JOKYMEHTAUM.

ey opraHusaluu:

- ofpedelieHre M YIOBJIETBODEHHE rorpe6HOCTEN U OXUIAHUI CBOMX MOTpeOUTENed M APYrUX
3aMHTEPECOBAHHBIX CTOPOH (PabOTHUKOB OPraHMU3aLMM, NMOCTABIUKKOB, BIANC/IBLEB, ob1rectBa), obecre-
yeHHEe MIPeUMYHIECTB B KOHKYPEHTHOM Gopbbe U OCYILECTBIEHUE 3TOrO pe3ybTaTUBHO U 3¢ddEKTUBHO;

- JIOCTHXKEHMWE, MOLAEPXAHME U ToBbilleHHe 3(OIEKTMBHOCTM M BO3MOXHOCTE! OpraHM3alvu B
LIEJIOM.

[IpuMmeHeHue MPUHUMIIOB MEHEMIXMEHTa KadecTBa HE TOJIBKO obecrieyBaeT HEIOCPEIACTBEHHBIE
BBITOZIBI, HO M BHOCHUT BaXHBIH BKJaJl B MEHEIUKMEHT 3aTpaT U PHCKOB. CooGpaxeHusi, CBA3AHHBIE C
BBITOZIaMHM, MEHEIKMEHTOM 3aTPaT M PHMCKOB, BaXHBI U1 OpraHM3aluy, ee norpedureied ¥ JIpyrux
3aMHTEPECOBAHHBIX CTOPOH. DTH COOOPaXEHHs!, KACAIOILUECs ob1ei 5 GEeKTUBHOCTH OPraHU3AUH, MOTYT
BJIMSITH Ha:

- JIOSUTBHOCTD MOTpeOHUTeNeH;

- TOBTOPHbIE JEJI0OBblE KOHTAKThI U 0OpaliieHHs;

- pe3ysnbTarsl paboThl, TAKUE KaK JOXOI Y AOJSI HA PBIHKE,

- TMOKYIO ¥ GBICTPYIO PEAKIHIO HA BO3MOXHOCTH PbIHKA;

- 3aTpaThl U KOJUYECTBO LIMKIIOB MOCPEACTBOM PE3YILTATUBHOIO U 3¢ddeKTHBHOrO UCIOIB30BaAHUS
pecypcoB;

- BBICTpaMBaHME LIEMK TPOLECCOB, C MOMOIIDBIO YETO KeJaeMble PE3yNbTATbI JOCTUTAIOTCA HAMITY-
UM 00pa3oM;

- TOJIydeHHE KOHKYPEHTHBIX IIPEMMYLUECTB 3d CYET YJIyYIIEHHUS BO3MOXHOCTEA OpraHu3aluu,

- TIOHMMaHWE ¥ MOTHBALMIO PaGOTHHUKOB B OTHOLUCHUM Liejled M 3ajad OpraHu3allMM, 2 Takxke
y4acTUsl B IOCTOSIHHOM YAYYLIEHUH;

- yBEpEHHOCTb 3aWHTEPECOBAHHBIX CTOPOH B PE3YJBTATHBHOCTH U 3¢ peKTUBHOCTHA OPraHU3alUH,
OATBEPKACHHBIX GDMHAHCOBLIMYU M COLMAJIbHBIMM BBITOJAMH B Pe3Y/IbTaTe AeATEIbHOCTH OpraHM3alui, a
TAKXKE perlyTaumei;

- CHOCOBHOCTD CO3AaBaTh LEHHOCTD KAK [UISl OPraHU3alvy, TaK ¥ JUIsl €€ TTOCTABLIMKOB [TOCPEACTBOM
ONTUMM3ALIMM 3aTPaT U PECYpCOB, a TAKXKe 3a CYeT TMOKOCTH W OBICTPOTHI COBMECTHOM peakluu Ha
W3MEHEHNsI pPBIHKA.

IlpoueccHbiii moaxon

Hacrosiumii craHgapT HAMpaBieH HA MPUMEHEHME «IIPOLIECCHOTO OAXOAa» MpH paspaboTKe, BHEH-
PEHUM M YIyYUIEHUM PE3YIbTATUBHOCTH U 3¢ (EeKTMBHOCTU CHCTEMbI MEHE/DKMEHTA KauecTBa C LEJIbIO
MOBBIILEHUS YIOBIETBOPEHHOCTH 3aUHTEPECOBAHHBIX CTOPOH ITYTEM BBIMOJHEHUS MX TpeGOBaHMIA.

Jlis pesyabTaTUBHOrO U 3¢ deKTUBHOro (PyHKIMOHUPOBAHUS OPraHM3AUMUSA NOJKHA ONPEACIMTDE U
OCYIIECTB/ISATh MEHEKMEHT MHOIOYMCICHHBIX B3aMMOCBA3AHHBIX BUAOB ACATCIbHOCTH. JesitenbHOCTS,
JMCIIO/B3YIOLIAsl peCypChl ¥ YIIPaBjsieMas C LeJIblo NIpecOpa3oBaHisl BXOJOB B BbIXO/IbI, MOXET pacCMaTpH-
BaThCA Kak Ipouecc. YacTo BBIXOI OXHOro Ipoliecca 00pa3yeT HENOCpeICTBEHHO BXOA CJACHYIOLIero.

[MpuMeHeHUe B OPraHU3alMM CUCTEMBI ITPOLIECCOB HAPAMY C MX naeHTHUKALMEeH M B3aUMOIEeNCT-
BUEM, 4 TAKXKE MEHEDKMEHT ITPOLIECCOB MOTYT CYMTATHCS «IIPOLIECCHBIM IIOIXOAOM».

TTperMyLUECTBO IPOLECCHOrO MOAXO0AA COCTOMT B HENPEPbIBHOCTH YIIPABIECHHUA, KOTOPOE OH obecne-
YUBAeT Ha CThIKE OTACAbHBLIX IIPOLIECCOB B paMKax MX CHCTEMbI, a TaKKe MpU UX KOMOMHAUMM U
B3aUMOJCHCTBUH.

*) Pasnmen npuBoanTca B peaakumy, ormdnoi or UCO 9004—2000.
v
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IIpy OpUMeHENNH B CHCTEME MEHEKMEHTA KAYCCTia TAKOW TIOAX0/, I044EPKUBAET BAXKHOCTD!
a) MOHUMAHUS ¥ BbIIGIHECHUSA TpeboBaAHHiL,

6) HEOOXOXMMOCTY PACCMOTPEHHUS HPCUSCCOR ¢ TOUKM 3peHnst no0aBeHHOM LeHHOCTH,

B) JOCTHXEHUS PEe3y/IbTATOB BBITONHEHHUSI NIPOIECCOB M X Pe3yNbTaTUBHOCTH;

I') ITOCTOSIHHOTO YJIYYIIEHUs] [IPOLECCOB, OCHOBAHHOIO Ha OOBEKTHBHOM HU3MEPEHUH.

IMpuBenenHas Ha pucyHKe 1 MOZEIb CUCTEMB! MEHEKMEHTA Ka4eCcTBa, OCHOBAHHAS Ha TIPOLIECCHOM
NOAXOAE, WUTIOCTPUPYET CBA3M MEXIY MpoileccaMu, TPeACTaBIeHHBIMU B pasieiax 4—8. 91a Momensb
[I0Ka3bIBAET, YTO 3AMHTEPECOBAHHBIE CTOPOHBI MIPAIOT CYUIECTBEHHYIO POJIb HPH OIPEe/IEHNY BXOLHbIX
JAaHHBIX. MOHMTOPHHI YIOBAETBOPEHHOCTH 33aUHTEPECOBAHHBIX CTOPOH TpebyeT OHeHKU MHGMOPMALHH O
BOCIIPHSITUH 3aHHTEPECOBAHHBEIMU CTOPOHAMU BLINMOJHEHMs UX TpebopaHuii. [IpuBeneHHas Ha pucyHke 1

MOJI€JIb HE ACTATUIHPYET IIPOLIECCHI.

NOCTOAHHOE YNYUWERWVE
CUCTEMbI MEHEIXKMEHTA KAHECTBA

NMOTPEBU- NOTPEEBU-
TEMN TENN
(n APYTWE ; (1 APYTNE
SAVHTEPE- OTBETCTBEHHOCTb SAVHTEPE-
COBAHHbBIE }uag:es:- HTTPTrrIrY {Tern PYKOBOﬂCTBA COBAHHbIE
CTOPOHbI) CTOPOHbI)
M3MEPEHUE, Ynos-
MEEE@E’((QAOE;T NSV H{ZCR7 I ) R — l neTso-
YNYYWEHWE pPeHHOCTb
Bxon MNPOLECCHI 5
Tpebo- HKU3ZHEHHOIO biXoA,
BaHWA LMKNA % Mpoaykums |—->
MPOAYKLIWA

YcnosHble 0603HauYeRus:
- [l€ATENLHOCTL, AOGARNSIOWAS LEHHOCTD
srasranisaca - [oTOK UHGOpMauun

P]/ICYHOK 1 — Mogenb cucTeMbl MeHEIXMEHTA KayecTBa, OCHOBAHHOM Ha MPOLECCCHOM Noaxoae

Ceasb ¢ TOCT P HCO 90012001

I'OCT P UCO 9001—2001 u TOCT P UCO 9004—2001 6butu paspaboraHbl KaK COriacoBaHHas napa
CTAHIAPTOB HA CHCTEMbI MEHEIXKMEHTA KA4eCTBa IS JOTOJHEHMS APYT APYra, HO WX MOXHO NPUMEHSThH
TaKxe HesaBucuMo. HecMoTpst Ha To, YTO Y CTaHOAPTOB pa3iMYHble 00IaCTH IMPHUMEHEHHS, OHHU UMEIOT
AHAJIOTMYHYIO CTPYKTYPY B LEJISIX CO3NAHUS YCIOBUM ISt UX UCTIONB30OBAHMS KaK COIJIACOBAHHOM Maph.

T'OCT P MCO 9001—2001 ycranaBnuBaeT TpeOOBaHMSA K CUCTEME MEHEKMEHTa Ka4eCTBa, KOTOphIE
MOTYT HCIIONB30BAThCS [UISI BHYTPEHHEro NpPUMEHEHUS OpPTaHU3aLUsMH, B LEIIX CepTUPHKALUN WIK
3aKII0YeHUs] KOHTpakToB. OH HaIpaBjieH Ha pe3yJbTATUBHOCTb CHCTEMBI MEHEe[KMEHTa KadyecTBa IpHU
BLITOJIHEHUH TpeGOBaHUA MOTPEOUTENCH.

T'OCT P NCO 9004—2001 comepxXuTt peKoMeHAaLWK o Gosiee IMPOKOMY CIIEKTPY LieJel CUCTeMbl
MeHe[kMeHTa KauectBa, yem ['OCT P MCO 90012001, ocobeHHO MO MOCTOSSHHOMY YIYYIUEHUIO

v



TOCT P HCO 9004—2001

eSTETLHOCTH OpraHU3aliMy, a TAKXE €€ 3 PEKTHBHOCTH U Pe3yIbTaTUBHOCTH. TOCT P UCO 9004—2001
PEeKOMEHIYeTCst JUISL OPTaHM3aLUK, BhICLIES PYKOBOLCTBO KOTOpBIX, TIPECHENys LEejb IOCTOSHHOIO Yay4-
[HeHHsT HeSTEJIbHOCTH, XelaeT BhIATH 33 PaMKH tpebopanuit 'OCT P MCO 9001—2001. OnHako OH He
TpeRHa3HAYeH ULl LeJei cepTUQHMKALMH WK 3aKTIOYCHUS KOHTPAKTOB.

JList Gombliero yno6eTBa MONb30BaTe/Ied OCHOBHOE CONCPXAHHE tpeGopanuit TOCT P KCO 9001—2001
[OMELIEHO B PAMKM B COOTBETCTBYIOILME PA3/IEIIbl HACTOSLIEro CTaHAApTa.

HHudopMaLust, 0603HaYCHHAT KaK «[TpuMedaHue», SBIIETCS PEKOMEHJALMEN MO MOHUMAHMIO MU
pa3bACHEHUIO.

COBMECTHMOCTD ¢ APYTMMHA CHCTEMAMH MeHeDKMeHTa

Hacrosiuii CTaHIApT HE COAEPXHUT KOHKPETHBIX peKOMeHAlUi B OTHOILEHMU JPYIHX CHUCTEM
MEHEKMEHTA, TAKMX KaK MEHEIXKMEHT OXpaHbl OKpYXaIOlIEeR cpelbl, MEHEIDKMEHT MPOdeCCHOHANBHOTO
310poBbs ¥ 6e30NaCHOCTH, PUHAHCOBBIH MEHEKMEHT WK MeHELKMEHT pruckoB. OHAKO OH TO3BOJISET
OpraHM3alMK COIVIACOBATH WM MHTETPUpOBATH CBOIO COOCTBEHHYIO CHCTEMY MEHEIKMEHTa KauecTBa C
COOTBETCTBYIOILIMMH CUCTEMAMH MEHEKMEHTA. OpraHu3salys MOXeT afanTUpoBaTh NEHCTBYIOLUYIO CHCTE-
My(bl) MEHEIXXMEHTA [U1sl COIAHMS] CUCTEMbl MEHEKMEHTA KA1eCTRa B COOTBETCTBHM C PEKOMEHAALMAMHU
HACTOALLETO CTAHAAPTA.
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TOCYJAAPCTBEHHDBIN CTAHJAPT POCCUVMCKON PEITEPAIINHU

CucTeMbl MEHeDKMEHTa KauecTBa
PEKOMEHJAIINHA 11O YJIYYHIEHWIO JEATEJIBHOCTHU

Quality management systems.
Guidelines for performance improvements

Jara BBeaenns 2001—-08—31

1 ObaacTp MpuMeHenus

Hacrosamuii craHAapT COAEPXKUT PeKOMEHIALINHM, KOTOPhIe BBHIXOMAT 32 paMKu TpeGoBaHUi, pUBe-
JeuHbix B TOCT P LCO 9001, u BKITIOYaEeT pacCMOTPEHUE Pe3yJbTaTUBHOCTU U 3(PPeKTUBHOCTH CUCTEMBI
MeHeIKMEHT4 KayecTBa, a CJIeJ0BaTe/bHO, U MOTEHUMANIA 110 YIYYileHWIO BCeH HesITeIbHOCTH OpraHu3a-
1. o cpapaenuio ¢ TOCT P UCO 9001 uenwu, nanpaplieHHbIE Ha YAOBJISTBOPEHHOCTh IOTpeOUTENEH H
KAYECTBO IIPOAYKLIMH, PACIIMPEHBI: B HUX BKIIOYEHBI YOBJIETBOPEHHOCTh BCEX 3aUMHTEPECOBAHHBIX CTOPOH
Y JAeSITEJIbHOCTh OPraHM3aINU B LIEJIOM.

Hacrostiuii craHgapT OpUMEHHMM K IpolleccaM OpraHM3alliy, M, TakuM o0pa3oM, MPUHLUIIBI
MeHeXXKMEHTA KayeCTBa, Ha KOTOPHIX OH 6a3upyeTcs, MOTyT ObITh PACIPOCTPAHEHBl Ha BCIO OPraHU3aliMIo.
BHuMaHuMe B JaHHOM CTAaHAAPTE COCPEIOTOYEHO HA HOCTVKEHUY MTOCTOSIHHOTO YIYYIIeHUs, U3MEPSIeMOro
CTENEHDIO YIOBIETBOPEHHOCTH MOTPeOHTENeH B APYTUX 3aHHTEPECOBAHHBIX CTOPOH.

HacTostiumit cTaHzapT COOepXKUT MeTOIUYecKHe YKazaHMs U pekoMeHmauuu. OH HE IpelHa3zHayeH
HU 10 cepTHUKALMU WM MCIOJIB30BAHUS B KOHTPAKTaX M pEIrJIaMeHTax, HU ISl MCMOJIb30BaHUS B
KayecTse pykoBoacTsa no BHenpenuro TOCT P 1CO 9001.

2 HopmaTuHble ccbuikml

B HacToslllleM CTaHIapTe UCIONB30BAHBI CCHIIKM HA CHEAYIOIHE CTAHAAPTHI:

FOCT P UCO 9001—2001 Cucremsl MeHeIKXMeHTa KayecTBa. TpeboBaHus

TOCT P UCO 10011-1--932 PykoBomsiLye yKa3zaHus To [poBepKe cucTeM kadecrsa. Yactb 1.
TIpoBepka

TOCT P MCO 10011-2—932 Pykosonsuye ykasaHUs 1o TPoOBEpKe cHcTeM KadectBa. YacTs 2.
KpanudpukamoHHble KPUTEPUU JUIS DKCIIEPTOB-ayIUTOPOB IO IPOBEPKE CUCTEM KayecTBa

FOCT P UCO 10011-3—932 PykoBonduine yKasaHus IO MpOBEpKEe CUCTeM KadecTsa. dacTsb 3.
PykoBoacTBO ImporpaMMoii IIpoBepoK

TOCT P UCO 1400198 CucreMsl ynpapieHust okpyxawouieil cpenoil. TpeGoBaHUSI U PYKOBOI-
CTBO I10 MPUMEHEHUIO -

IoCT P UCO 14004—98 CucrteMbl ynpaBlcHHMsl oKpyxawoilei cpemoit. O6Line pyKoBOISILME
YKa3aHH 110 MPUHLMIAM, CUCTEMaM H cpelcTBaM obecrieyeHnst GyHKIMOHUPOBAHUS.

YKa3aHHBIH HIDKE CTAaHHAPT COJACPXKUT ITOJIOXKEHMS, KOTOPBIE IIOCPEICTBOM CCHUIOK B 9TOM TEKCTE
COCTaBJISIOT MTOMOXEHNA HACTOSIIUEro CTAHIAPTA.

TFOCT P MCO 9000—2001 CucreMbl MeHeIKMeHTa KauecTBa. OCHOBHBIE ITOJIOXKEHUS U CJIOBApPb.

' Pasnen npuseseH B pefakumy, oranyHoit ot UCO 9004—2000.

ITnanupyerca samenurs UCO 19011. PykoBoasiime yKasaHUs IO TIPOBEPKE CUCTEM MeHeKMEHTa KauecTsa
H(MIM) OXpaHbl OKPYXalOleH Cpelnl.

H3nanue opuunaibHoe
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3 OnpeneieHns

[IpMMEHHTEBHO K HACTOSILIEMY CTAHAAPTY UCIIONB3YIOTCA TEPMUHBI U OTIPE/CIICHNS, NAHHLIC B rocCt
P CO 9000.

IpuBeaeHHbIE HIDKE TEPMUHBI, HCTIOJIb3YEMBIE B 3TOM U3[IAHUH TOCT P UCO 9004 nnst onmuca”Hus
IE[TOYKH TIOCTABKM, ObUIM M3MEHEHbl [l OTPaXeHUsl NPMMEHAEMOro B HACTOSLISC BpeMsl CIOBADs
TEPMHHOB

NOCTABUIMK —> OpraHW3almus —> TOTpeluTeNb (3aMHTEPECOBAHHbIE CTOPOHDI)

B TekcTe CTaHIAPTa TEPMMH «ITPOJAYKLIMA» MOXET O3HAYATb TAKKE «YCIYTy».

4 CucrteMa MeHeDKMEHTa KayeCTBa

4.1 MeneGKMEHT CUCTeM U NPOLECCOB

VemelHoe pyKOBOACTBO M yIpPABJIeHUE OpraHusauuedl TpeOyeT CMCTEMATHUECKOro M OTKPBITOrO
MeHekMeHTa. UTo6b! JOGHTHCS YCIIEXa, CleyeT BHEIPUTD 1 OAIEPXUBATE B paboyeM COCTOSIHMM CUCTEMY
MEHEKMEHTa, pa3paboTaHHYI0 [UIS TOCTOSIHHOTO YIY4YLIEHMs PE3YJIbTATUBHOCTH U 2¢peKTUBHOCTH
OpraHU3alMK C YIeTOM MOTPEGHOCTH 3aMHTEPECOBAHHBIX CTOPOH. MeHeIKMEHT OpTraHU3aluy Hapsaagy ¢
JAPYFUMHU ACMEKTaMK BKJTIOUAET MEHEKMEHT KauecTBa.

BbiciieMy PYKOBOACTBY HEOOXOLMMO CO3[aTh OpPraHU3aluio, OPMEHTUPOBAHHYIO HA noTpeduTes,
MOCPEACTBOM:

a) OIIpe/IeIeHUsI CUCTEM U ITPOLIECCOB, KOTOPbIE MOTYT ObITh YETKO MOHATEI, MOABEPrHYTRl MEHEIK-
MEHTY M YJIYMLIEHBI C TOYKK 3PSHUSI Pe3YTbTATUBHOCTH 1 9QOCKTUBHOCTH;

6) obecreuenusi pe3yIbTaTHBHOrO M 3((EeKTUBHOrO BBIMOJHEHMA U YIPABICHUS IPOHCCCAMH, A
TAKKe [T0KA3aTe MU U JaHHBIMU UL ONpele/ieHtsl YIOBIETBOPUTEIbHON ASSITEIbHOCTH OpraHU3aliy.

[IpuMepaMu JesTeNbHOCTH 110 CO3aHMI0 OPUEHTUPOBAHHON Ha NoTpebuTeNsl OpraHUu3aLy ABISIOTCS:

- ofpeeNeHUe U MPOABUXKEHHE TPOLECCOB, BEAYIUMX K YIYYUIEHHIO AEATENIbHOCTH OpraHM3auH;

- ¢Bop ¥ UCIOJIb30BaHHE JAHHbIX U MH(GOPMALIMKM O NpoLeccax Ha MMOCTOSTHHOM OCHOBE;

- pa3sBUTHE B HAIPABJIEHUH [TOCTOSHHOIO YIyYLIEHUS;

- UCIIOJIb30OBAHUE [MTOIXOMSALLIMX METONOB JUISI OUEHKHU YAYYLUEHUS [IPOLECCOB, TAKMX KaK CaMOOLEHKA
¥ aHaJIU3 CO CTOPOHBI PYKOBOJACTBA.

ITpyMephl CAMOOLIEHKH ¥ MPOIECCOB IIOCTOSHHOTO YAyYIIEHNS TIPUBEACHBL B MPUIOXKEHHUAX Aub
COOTBETCTBEHHO.

TOCT P UCO 9001—2001 Cucrembl Mene/kmenTa kadecTsa. Tpebosanust

4 CucteMa MeHePKMEHTa KayecTBa

4.1 OOCmue TpedoBaHUA

OpraHu3almsl NoJ/DKHa pa3paboTarb, 3aI0KYMEHTHPOBaTh, BHEAPUTD, MONACPXKUBATH B paboyem
COCTOSIHMH CHCTEMY MEHEKMEHTA KA4eCTBa, IOCTOSIHHO yJlyyllaTh €¢ pe3y/IbTaTUBHOCTb B COOTBETCTBUU
¢ TpeGOBaHMSIMU HACTOSIILIETO CTAHIAPTA.

OpraHu3aius JoJDKHA:

a) ONpelessITh NPpOLUECChI, HeoOXogUMBble JUISI CUCTEMbI MEHEIKMEHTA Ka4eCTBa, U UX NPUMBHCHHUC
BO BCEW OpraHu3alyu;

6) OIpENeNATh MOCAEI0BATEIIEHOCTD U B3aUMOENCTBIE 3TUX IIPOLECCOB,

B) OINpENENsATh KPUTEPUN U METOABI, HEOOXOMMMbIE Il 00ECTIeYeHNsl PE3YNHTATUBHOCTH KakK IpU
OCYLIECTBJIEHMM, TAK U TIPU YIIPABIECHUM 3THMH NIPOLIECCAMH;

r) obecreuyBaTh HATMYME PECYPCOB ¥ MHPOPMAMM, HEOOXOANMBIX VTS MOMIEPKKHU STHX MPOLEC-
COB M UX MOHHTOPUHIA;

Il) OCYULIECTBJIATE MOHUTOPUAHT, U3MEPCHNUE U AHAJIN3 3TUX MMPOLCCCOB,

) MPUHAMATb MePBI, HEOOXOMMMBIE IUIsi JOCTMXEHUS 3aIUIAHUPOBAHHBIX PE3YJIbTATOB U MOCTOSH -
HOTO YAYYINEHMs 3THUX MPOLIECCOB.

Opraﬂmaum{ JIOJDKHA OCYLUECTBASITh MEHEKMEHT 3TUX TNPOLECCOB B COOTBCTCTBUU C Tpe6OBaHIdﬂ-
MU HACTOSILIEro craHjgapra.
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Ecin OpraHU3alys pellaeT MepeiaTh CTOPOHHUM OPraHU3AlUsIM BBIITOJHEHUE KaKoro-anbo po-
1ecca, BAMSIOUICTO Ha COOTBETCTBUC HPOOYKIIMH Tpe60BaHI/IHM, OHA HOJDXKHA oOecrieyuBaTh CO CBoeH
CTOpPOHBI KOHTPOJIb 3a TAKUM [IPOILIECCOM. YHpaBneHne UM JOJDKHO OBITh OTIPEJACHCHO B CHUCTEME
MEHCIKMEHTA KavyecTna.

Mpumeuanue — B npouecchl, HeoOXoIUMBbIE IS CUCTEMbI MEHEMKMEHTA KadyecTBa, CJIeAyeT BKIIOYATh
MPOIIECCHl YTIPABIEHYECKOM JIeITeIbHOCTH PYKOBOACTBA, O0OECIIEUEHUs pecypcami, TIpOoLEcChl XKHM3HEHHOro LIMKIA
MPOAYKLIMH ¥ H3MEPEHHSI.

4.2 MokymeHTauma

PykoBoACTBY OpraHU3aly cJeAyeT ONpeACIUTh JOKYMEHTALIMIO, BKIIOYAs COOTBETCTBYIOILME 3aIy-
¢, HeoOxonuMyIo s pa3paboTKH, BHEIPEHUS U MOANEPXaHUA B pabo4yeM COCTOSTHMM CHUCTEMbI MEHEIXK-~
MEHTa Ka4yecTBa U TOAACPXKKU PE3YIbTATUBHOIO U 3(pGHEeKTUBHOTO BHITIOJHEHUS IIPOLIECCOB.

XapakTep ¥ CTENEHb JOKYMEHTHPOBAHHOCTH HOJDKHBI OTBEYaTh KOHTPAKTHEIM, 3aKOHOIATeTbHbIM |
IPYTrvM 00s13aTebHBIM TPEOOBAHUSM, MOTPEOHOCTAM M OXMIAHUSIM MOTPEOUTENEH M IPYTUX 3aUHTEPECO-
BaHHBIX CTOPOH, a4 TAKXKE YCTPAaMUBaTh OPraHU3ALUIO.

JlokyMeHTaius MoXeT ObITh B 000 dopMe WM Ha j1OOOM HOCHTENE, HCXOS M3 noTpeOHOCTEeMH
OpraHU3aLUH.

C uensio obecreyeHUsI JOKyMEHTaUMelH, OTBeYalollei NOTpeOHOCTIM ¥ OXUIAHUSIM 3aMHTepeCOBaH-
HBIX CTOPOH, PYKOBOJCTBY HEOOXOIUMO YUUTHIBATh:

- KOHTpaKTHble TpeGoBaHMs MOTpebUTeNeit U IpyrUx 3aWHTEPECOBAHHEIX CTOPOH;

- HCIIONIb30BaHMe OpraHusaliveil MeXIyHApOAHBIX, HALIMOHAILHBIX, PETMOHANBLHBIX U OTPACHEBBIX
CTaHOApTOB,

- COOTBETCTBYIOLME 3aKOHONATEIBHBIE U IpYTrUe 00si3aTeNlbHble TpeOOBAHMA;
pelLleHnsT OPTraHU3aLUY;

- WCTOYHHUKM BHElIHeW MHGpOpMaIIMY, Kacawollfecs] BO3MOXHOCTEW OpraHU3aluy;

- MHGOPMALHIO O MOTPEOHOCTAX U OXUIAHMAX 3aMHTEPECOBAHHBIX CTOPOH.

Pa3paboTKy, UCIIONB30BAHUE U YIIPABJIEHUE HJOKYMEHTALIMEN CilegyeT OLlEHMBATh ¢ YUYETOM pe3yJIbTa-
THUBHOCTH ¥ 3(PDEKTHBHOCTY OpraHU3allid HA OCHOBE TAKHX KPUTEPHUEB, KaK:

- (YHKUMOHANBHOCTH (HANpHMep, CKOPOCcTs 00paboTKH);

- MPOCTOTa B MCIIOJIB3OBAHUH;

- noTpebHOCTh B pecypcax;

- TIOJNIUTHKA U LEJIH;

- TeKyluue u Oynyuue TpeGOBaHMUSA, OTHOCSILHECST K MEHEKMEHTY 3HAHMWIA;

- CpaBHEHHE C NYYIUMMH CUCTEMaMHU JOKYMEHTAIy;

- B3aUMOIEHCTBUS NMOTpeGHTEIeH, TOCTABLIMKOB U IPYTUX 3aUHTEPECOBAHHBIX CTOPOH OpraHU3aItH.

JocTyll K AOKyMEHTaUWH IPELOCTaBIsAeTcsl pAOOTHUKAM OpraHM3alvi ¥ IPYTUM 3aHHTEPECOBAHHBIM
CTOPOHAM, KCXOMS M3 MOJUTUKK o6MeHa uHpopMallMeil B OpraH13aiiiu.

TOCT P MCO 9001—2001 Cucrembl MeHeIpKMeHTA KadecTa. TpeGosanns

4.2 TpeGoBanusi K JOKYMEHTALHH

4.2.1 Obuye noMoXeHus

JOKyMeHTalMs CUCTEMBI MEHEDKMEHTA Ka4eCcTBa NO/KHA BKJIIOUATE:

a) JTOKYMEHTaNbHO O(pOpMIICHHBIE 3asBIEHUS O IOJMTHUKE M LEJISIX B 061aCTY KAYecTBa;

6) PYKOBOICTBO IO KAYECTBY;

B) IOKYMEHTHPOBAaHHbBIE [IPOLIELYPHI, TpeGyeMble HACTOSIMM CTaHIAPTOM;

I) DOKYMEHTHI, HEOOXOOVMble OpraHM3alMu il obecrieyeHus: 3¢¢heKTUBHOrO IUIAHUPOBAHUA,
OCYLLUECTBJIEHHSI [IPOLIECCOB W YIIPABJIIEHUS UMH,

1) 3amucu, TpeGyeMble HaCTOSIIIIUM CTaHIAPTOM.

IllpuMewarnus

1 Tam, rae B HacTOSILLUEM CTaHIAPTE BCTPEYAETCH TEPMMH «IOKYMEHTHPOBaHHAA ITpolleNypa», 3TO 03HAYAET,
YTO TpoleAypa pa3paboTaHa, AOKYMEHTANbHO odopMieHa, BHEAPEHa 1 ITOJIEPKHBAETCs B pabouyeM COCTOSHUH.

2 CreneHb JOKYMEHTHPOBAHHOCTH CUCTEMBI MEHEIXKMEHTa KayecTBA OHOM OPraHU3aliM¥ MOXET OTAMYaThCA
OT JIpYro#l B 3aBUCHMOCTH OT:

a) pa3Mepa OpraHU3aUMM U BUIA AEATEIIBHOCTH;

6) CNOXHOCTH M B3aMMOJEICTBHA IIPOLECCOB;

B) KOMIIETCHLIHH TIEpCOHANIA.

3 JlokymeHTalua MoxXeT ObITh B N1060i dopMe M Ha MoGoM HOCHUTENE.
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4.2.2 PyKoBOICTBO TIO Ka4eCTBY

OpraHu3alus JOJDKHA paspaboTaTh M IOANEPXHBATE B paboyeM COCTOSHMM PYKOBOICTBO IO
Ka4yecTBy, colepxaiuee:

a) o6yacTb MPUMEHEHUS CUCTEMbl MEHEIDKMEHTA Ka4eCTBa, BKIIOYas ronpoOHOCTH, U 060CHOBaHUE
JIIOOBIX HCKIIOYEHHI;

6) ZOKYMEHTHpPOBAHHbIE TPOLEXYPHI, Pa3paboTaHHBIE Ml CUCTEMbl MEHEIDKMEHTA KAueCTBa, WK
CCBUIKM Ha HUX;

B) OIKMCaHWe B3aUMOJEHCTBHS IPOLIECCOB CHCTEMbl MEHEIDKMEHTA Ka4eCTBA.
4.2.3 YnpapjeHue TOKyMEHTalLMeN

JIOKyMeHTaMH CHCTEMBI MEHEIKMEHTA Ka4ecTBa HEOOXOAUMO YTIPaBIIATD. 3anucy — CreluaibHBIA
BHI JOKYMEHTOB, X MMM HaJ0 YIPaB/siTh COMIACHO TPeOOBaHUSIM, IIPUBEACHHBIM B 424

JUist onpeleieHuss HeoOGXOMUMBIX CPEACTB YIPaB/IeHNs J0/KHA ObITh pa3paboTaHa NOKYMEHTHPO-
BaHHas IpoLeaypa, NpeayCMaTpUBalOILas:

a) NpOBEPKY JOKYMEHTOB Ha afeKBaTHOCTb 0 UX BBINYCKa;

6) aHAIM3 ¥ aKTYyATM3AUMIO 110 Mepe HEOOXOMMMOCTH U NEepeyTBEPXKAEHNE NOKYMEHTOB;

B) obecreyeHMe MAEHTUDUKALNY USMEHEHHUI M CTaTyca MepecMoTpa JOKYMEHTOB;

r) obecrieyeHre HATUYUS COOTBETCTBYIOIMX BEPCHI TOKYMEHTOB B MECTaX MX MPUMEHEHWS,

1) obecrieyeHne COXpaHeHUs JOKYMEHTOB YETKMMH U JIETKO WIEHTUOHULMPYEMBIMY;

e) obecrieueHue WAEHTHUHHUKALIMHE JOKYMEHTOB BHELUHErO NIPOUCXOXIEHUS U YNPABJIEHUE MX pac-
CBUIKOH;

%) MpeIOTBPAILEHUE HelpeAHAMEPEHHOrO KCIIONb30BAHHS YCTAPEBLINX NOKYMEHTOB U IMPUMEHE-
HUe COOTBETCTBYIOLLEH MAEHTUMUKAIIMN TaKMX JOKYMEHTOB, OCTABIEHHBIX LISl KaKUX-JIM6O Leei.

4.2.4 YnpapieHue 3aruciaMu

3anucy JO/DKHBL BECTUCH M MOAAEPXUBAThCS B paboueM COCTOSHHMHM JJIst NIPENOCTaBJICHUA CBULIE-
TEJILCTB COOTBETCTBHSI TPEOOBAHUAM M Pe3YJbTaTUBHOCTY GYHKIIMOHHUPOBAHWSA CHCTEMBI MEHEKMEHTA
kayecTBa. OHM HOJDKHBl OCTaBaTbCS YETKUMH, JerKo MAeHTUGULIHUPYEMBIMM M BOCCTaHABJIWBACMBIMM.
Hano paspa6oTtaTh JOKyMEHTHPOBaHHYIO MPOLIEAYPY UL OIPEAE/ICHUA CPEACTB YIIPaBICHMs, TpeGyeMbix
TIpY MAEHTH(UKALMK, XPAaHEHNM, 3aLIMTe, BOCCTAHOBICHNH, ONPEICIEHHN CPOKOB COXPaHEHUA U U3b-
ATUM 3aMMCEei.

4.3 Ucnonp3osaHne NPHHUMIOB MEHEKMEHTA KaYecTBa .

JUist yCIELHOro pYKOBOACTBA OpraHM3alyeil ¥ ee GYHKIMOHUPOBAHUS HEOOXOAUMO OCYIIECTBIIATD
MEHEIKMEHT CHCTEMATHYECKU Y OTKphITO. PeKoMeHAalud PYKOBOACTBY OPraHM3allMH, NpeLiaracMpic B
HACTOSIIEM CTaHIAapTe, 6a3UpPyIOTCS Ha BOCBMU MPUHLMITAX MEHE/DKMEHTa Ka4eCcTBa.

DTH NPUHUMIIBI 6bUTH pa3pabGoTaHbl UL IPUMEHEHHS BHICIIMM PYKOBOACTBOM C LIEABIO YAYIIICHUA
JeSITeIbHOCTH opranu3aumu. OHY BKITIOYEHBI B CONEPXAHUE HACTOAMIETO CTaHAAPTA M NMPUBEACHDLI HIKE.

a) OpHeHTaUMs HA MOTpebUTENI

OpraH13aLMH 3aBUCAT OT CBOMX MOTpeGHTE el 1 ITIO3TOMY IOJDKHBI TOHMMATE UX TEKYIIKe 1 OyRyLIHe
NOTpeGHOCTH, BBITOMHSATH UX TPEOOBAHMS U CTPEMMTLCS IPEB3OUTH UX OXUIAHMA.

6) JIunepcTBO PYKOBOAWTENS

PykoBoIMTeH OOECIIEYUBAIOT EAMHCTBO LGN M HANpABICHHA AEATENBHOCTH opraHusauuu. Mm
CJIEAYeT CO3NATh M IOIEPXMBATh BHYTPEHHIOW Cpelly, B KOTOPOH paGOTHHKM MOTYT OBITH MOJHOCTEIO
BOBJICUEHB] B pellleHHe 3a7a4 OPraHU3alH.

B) BoBneyeHue paGOTHUKOB

PaGoTHMKM BceX YPOBHEH COCTaBJISIOT OCHOBY OpPraHM3allMM, M HX I[1OJIHOE BOBJICYCHHE MACT
BO3MOXHOCTb OpPraHM3aLMK C BHITOJOM MCIIOJB30BATh MX CIIOCOOHOCTH.

r) [TpoieccHbIt MTOAXOX

KenaeMblii pesynprar gocruraercsi 3¢QheKTMBHEE, KOIna HeATelbHOCTBIO M COOTBETCTBYIOIMMHU
pecypcaMi YIpaB/sioT KaK IPOLIECCOM.

1) CHUCTEMHBIN ITOAXOA K MEHE[DKMEHTY

BrisiBieHue, MOHMMaHUe ¥ MEHEKMEHT B3aMMOCBSI3aHHBIX IIPOLECCOB KaK CMCTEMbI BHOCAT BKJIAJ
B PE3Y/IBTATUBHOCTb U 3(pHEKTHBHOCTS OPraHU3ALMM TIPU JOCTUXEHUH ee Lesei.

¢) [NocTosaHHOE YIyYIlIEHHE

TocTosiHHOE yAyYlUEHME [EeATebHOCTH OPraHU3aLUMU B LENOM CledyeT paccMaTpuBaTh Kak ee
HEN3MEHHYIO LEJb.
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X) IlpunsaTUHe pelieHuil, ocHoBaHHOE Ha ¢aKTax

DddekTHBHBIE pellieHHs OCHOBBRIBAIGTCS HA aHANK3e JAaHHBIX M MHOOPMALIKY.

3) B3auMOBEITOOHBIE OTHOLIECHHS € ITOCTABIIMKAMU

Opranuzaumsa 4 ee MOCTaBIUMKH B3aMMO3aBHMCHMMEI, U OTHOIIEHMSI B3AMMHOMN BBIrOJbI ITOBBILLAIOT
CIocoOHOCTh 00EMX CTOPOH CO3IaBaTh LIEHHOCTH.

YcrnelrHoe UCHONb30BaHUE OPraHU3ALMEN BOCHMM TPUHIIMIIOB MEHEIDKMEHTa IIPUBEIET B Pe3yJIbTaTe
K BBI'ONAM JUISE 3aMHTEPECOBAHHBIX CTOPOH, TAKMM KaK YBEJIHYEHHE OEeHEXHOro o6opoTa, co3jaHue
LEHHOCTH W MOBHILIEHHE CTAOWIBLHOCTH.

5 OTBeTCTBEHHOCTb PYKOBOACTBA

5.1 Obume pekomMeHIAUNH

5.1.1 Beenenue

JlunepcTBO BHICIUErO PYKOBOACTBA, €r0 O0S3aTENbCTBa U AKTUBHOE YYAaCTHE SIBJISAIOTCS PEeLIAIOIIMMK
TpyM pa3paboTKe M MOMIepXaHWU B paboyeM COCTOSHUM pe3yAbTaTMBHON M 3(GdEeKTUBHOU CcUCTEMBI
MEHEIDKMEHTA KauyecTBa ¢ LEJIBbIO JOCTHXEHHUS BBIIOIBI JUIST BCEX 3aMHTEPECOBaHHEBIX cTopoH. Mx MoxHO
IoOUTHCS, BBIABISIA, TTOJAEPXKUBAS U IOBbIILAS YIOBIETBOPEHHOCTb NOTPEOUTEN .

Ilepen BhICHIMM DYKOBOACTBOM CTOMT 33/ja4ya pacCMOTPETh TAKUe MEphl, KaK:

- pa3pabGoTKa MPOrHO3a, MOMUTUKM M CTPATErHUECKUX Liejiel, COOTBETCTBYIOIIMX HA3HAYEHUIO Opra-
HHM3aLHH; »

- AEMOHCTPAUMs Ha COOCTBEHHOM IpUMeEpe CTIIS YIIpaBJieHUs, 00eCIieHBAIOILIETO JOBEPHE IIepCco-
HaJa,;

- IoBeJeHWE JO CBEIeHHUs IepCOoHAala HAIMPaBleHHMS NeSTeJIbHOCTH OpraHM3alluM, LIEHHOCTEH, CBs-
3aHHBIX C KAaYeCTBOM M CHCTEMOI MEHEIKMEHTA KayecTBa,

- y4YacTMe B TpoeKTax IO YIyJUIeHUIO, IOKWCK HOBBIX METOHOB, peillleHHit u pa3paboTKa HOBOM
MPORYKIIHH;

- TIOJTydeHHe OOpaTHOM CBSI3U HEIOCPEICTBEHHO IO Pe3yIbTaTUBHOCTH U 3¢ GheKTUBHOCTH CUCTEMBI
MEHEIKMEHTA KauyecTBa;

- ONpeleNeHue TMPOLIECCOB XU3HEHHOrO LMKIA MPOAYKLIUK, N0DaBIAIONMUX IEHHOCTh B HHTEpecax
OpraHH3aIlny;

- OllpeleNeHyue BCIIOMOTaTeIbHBIX MMPOLECCOB, BIMSIOUIMX Ha Pe3yibTaTUBHOCTh M 3¢deKTHBHOCTD
[POLIECCOB XU3HEHHOTO HUKJIIA TIPOTYKIIUU;

- CO3JaHUe Cpelibl, CIIOCOOCTBYIONEH BOBIEYEHHIO U PA3BUTHIO paGOTHUKOB;

- obecrieueHUe OpPraHU3aLMOHHOM CTPYKTYPBI M peCYpCOB, HEOOXOAMMBIX U IOANEPXKKY CTpaTeru-
YeCKHX IUIAHOB OPTaHH3aLINH.

BeiciieMy pyKOBOICTBY CIEAYET TAKXKE OIPENeNUTh METOIBI H3MEPEHHUA AEATEIbHOCTH OPTaHU3alNM,
4TOOb! YCTAHOBMTD, TOCTUTHYTSHI JIK 3aIUIAHUPOBAaHHBIE LIEJIM, BKIIIOYAIOIIHAE:

- u3MepeHMe UHAHCOBERIX [TOKa3aresen;

- M3MepeHMe IToKasaTejieil BBHITOJIHEHHUS MPOLIECCOB BO BCEl opraHU3aliny;

- BHEUIHME M3MEPEHUsI, TaKWe KaK CpPABHEHHUE C JIYYIUMMH LOCTHXEHUSIMU M OLIEHKa TpeTbei
CTOPOHOM;

- OLIEHKY YIOBJIETBOPEHHOCTH TOTpeOuTesneil, pabOTHUKOB OPraHU3alMU M APYTHX 3aMHTEPECOBaH-
HBIX CTOPOH;

- OLIEHKY BOCHPMSITUS TTOTPEOUTENSIMY U APYTUMH 3aMHTEPECOBAHHBIMU CFOPOHAMY XapaKTEPUCTHK
MTOCTABJICHHOM MPOIYKLIVH;

- HM3MepeHMe IPYTUX MOKa3aTeNei ycnexa, onpefe/ieHHBIX PYKOBOICTBOM OpraHU3aIMH.

HWndopmanuio, MoIy4eHHYIO B pe3yJIbTaTe TAKUX U3MEPEHUI U OLIEHOK, PEKOMEHIYETCS pACCMAaTpH-
BaTh KaK BXOJHBIC [JAHHbIC JJISI aHANM3a CO CTOPOHBI PYKOBOICTBA, YTOOBI YOEMUTHCH, YTO MOCTOSHHOE
YIY4YILIEHUE CUCTEMBI MEHEIDKMEHTA KauyecTBa SIBJSIETCS JIBIDKYILEH CHUIOM COBEPILIEHCTBOBAHUS JIEATEb-
HOCTH OpraH%3aLHM.

5.1.2 Bortpocsl, KOTOpbI€ OJDKHBI IIPUHUMATLCS BO BHHMAaHUE

Ilpu paspaboTke, BHEAPEHUHN M YIPABICHUH CHCTEMOM MeHEeIXMeHTa Ka4ecTBa OpraHu3alyy Bhic-
HIEMY PYKOBOIACTBY HEOOXOIUMO CJIEAOBATh IPUHITUIIAM MEHEKMEHTa KayecTBa, M3JIOXEHHBIM B 4.3.

Hcxond U3 3TUX IPWHLIUIIOR, BBICILIEMY PYKOBOJCTBY HAIO IOATBEPXIATh TUAEPCTBO U 0053aTENbCTBA
B OTHOLIEHUU CJICOYIOLIETO:
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- IMOHMMAaHMsl TEeKyLIMX ¥ Oyaynux moTpeOHOCcTell M OXWIAHUH MOTpeOUTENEH, JOMOIHSIOLIMX
TpeOOBaHUS;

- pa3pCHEHHMS MOJMTUKUA U Ledeil I MOBBIUEHUS ITOHMMAaHMs, MOTUBALUUU M BOBRJICYCHUS
pabOTHUKOB OpPraHM3alluu,;

- IIOCTAHOBKHM LIEJAH MOCTOSIHHOTO YJIYYIUE€HUS BCEX IIPOLIECCOB, BHITONHACMBIX B OpraHU3allMu;

- IUIAHHpOBaHHUs OYXYyLIEro OpraHu3alMy U MEHEIKMEHTa U3MEHEHUI;

- YCTAaHOBJICHUS U JOBEACHHS [0 [epCOHANA OCHOB NEATEJBHOCTH 10 NOCTHXEHMIO YAOBIECTBOPEH-
HOCTH 3aMHTEPECOBAHHBIX CTOPOH.

B nomosHeHHEe K IOCTEIIEHHOMY WJIHM IIPONOJIKAIOUIEMYCS MOCTOSHHOMY YIYYIICHHIO BBICLIEMY
PYKOBOICTBY HEOOXONMMO TaKXE PaCCMATPUBATDH IPOEKTHI MIPOPHIBA, BEAyLIHE K U3MEHEHMIO NPOLIECCOB,
KAaK cIioco® ynyylnieHHs OesTeJJbHOCTH OpraHM3anuu. B xole Takux HM3MEHEHMit PYKOBOJCTBY CIEHYET
pearpHHUMATD LIATH 0 ob6ecleyeHUIo pecypcaMu ¥ obMeHy HHGopMamel, Heo6XoauMBbIe Ut TOAAEP-
XaHusa GYHKIMH CUCTEMbl MEHE/UKMEHTA KayecTBa.

BeicuieMy pyKOBOACTBY HEODXOOUMO OIPEAEIUTE NMPOLECCH! XXKU3HEHHOIO IMKIa IMPOAYKLUMH, TaK KaK
OT HUX HENOCPEICTBEHHO 3aBUCHUT yCIIEX OPraHM3aluU. BrIciieMy pyKOBOICTBY CEAYET TAKKE OIPEACINTD
Te BCIIOMOTATeNIbHbIE MPOLECCH, KOTOPhIe BO3JEHCTBYIOT MO0 HA pe3yJbTaTMBHOCTb U 3PDEKTUBHOCTD
TPOLIECCOB XKU3HEHHOIO LIMKIIA, JIN60 HA 3arpochl M OXKMIAHMA 3aMHTEPECOBAHHBIX CTOPOH.

PyxoBoACTBY HaZo yOeIUThCS, YTO Npoliecchl PyHKUMOHUPYIOT KakK pe3yJbTaTUBHAA U 3¢ dexTHBHAS
cucrema. PyKoBOACTBO JOMXKHO aHAJIU3UPOBATH U ONTHMM3UPOBATH B3aUMOJEHCTBUE 3THUX IPOLECCOB,
paccMaTpUBasi Kak IpoLecchl XXU3HEHHOro LUKJia MPOLYKHUHK, TAK M BCOMOIaTesbHEIE npoueccm

Heo6xonyumo o6paTUTh BHUMAHME HA!

- MPOEKTUPOBAHHUE ITOCIEAOBATENBHEIX K B3aUMOACHCTBYIOIIUX MPOLIECCOB UL sd)cbexmaﬂoro o~
CTIDKEHMS XeJlaeMbIX pe3y/IbTaToB;

- YeTKOe OIlpelesieHHe U YIIpapieHUe BXOJAaMU NPOLIECCOB, UX pealv3alcii MU BRIXOAAMHU;

- MOHUTODPMHT BXOJOB 1 BbIXOZIOB IS BeprUKALMK TOTO, YTO OTHENBHBIE TIPOLIECCH B3aMMOCBSI3aHbI
U BBIMOJHSAIOTCH Pe3yJIbTATUBHO U 3¢ GeKTUBHO;

- OIpelejieHWe M MEeHEeIXMEHT PHUCKOB, a TAKXe WCIOJb30BAHWE BO3MOXHOCTEH IUIA YIY4IIEHNS
JeSITENIbHOCTH;

- MpOBelecHUE aHAIM3a NAHHbIX, CIIOCOOCTBYIOLLIETO [1IOCTOSIHHOMY YJIYYLIEHUIO [IPOLIECCOB;

- ompelesieHUe PYKOBOIUTENEH MPOLeCCOB U HaleJIeHHe MX ITOJHOTONH OTBETCTBEHHOCTU U IMOJHO-
MOYHSMUY;

- MEHEeKMEHT KaXIoro mnpoliecca Al JOCTHXEHUS Lieief 3Toro mnpoiecca;

- MOTPeGHOCTH M OXMIAHUA 3aMHTEPECOBAHHBIX CTOPOH.
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5 OTBeTCTBEHHOCTh PYKOBOACTBA

5.1 Obs3aTenbCTBA PYKOBOJCTBA

Bricliiee pyKOBOICTBO JOJDKHO 0GecITeYMBaTh HAJIUMYUE CBUACTENLCTB IIPUHATUAS 00A3aTENBLCTB IO
pa3paboTKe U BHEAPECHHUIO CHUCTEMBl MEHEIKMEHTA KA4eCTBd, a4 TAKXKE 10 TIOCTOSTHHOMY YIY4YUIEHHIO ee
Pe3yJbTATUBHOCTH NOCPEICTBOM:

a) NOBENEHUS IO CBEACHHS OpraHW3allM{ BaXKHOCTH BBHIMONHEHHSA TpeGoBaHHM mNoTpebureneii, a
TaKXKE 3aKOHOIATE/NbHBIX M 00s13aTeIbHBIX TPeOOBaHUI;

6) pa3pabGoTKW MOJUTHKHK B 00JIACTH KA4€ECTBA;

B) obecrieyeHHs pa3paGoTKH Uefeil B 00JIaCTH KavyecTBa;

I) NIpOBENEHUS aHAIM3A CO CTOPOHBI PYKOBOJICTBA,

) obecrieueHUs HeOOXOOUMBIMH pPECYPCaMM.

5.2 TlorpeGHOCTH M OXMAAHHA 3AHHTEPECOBAHHBIX CTOPOH

5.2.1 O61Me MOMOKEHUs

Y kaxpoifl opraHU3aLMM €CTh 3aUHTEPECOBAHHBIC B €€ NESTEIbHOCTH CTOPOHBI, KAXAAS U3 KOTOPBIX
HMeeT CBOM IOTPEGHOCTH U OXUIAHHUA.

3auMHTEpeCOBAHHEIE CTOPOHBI OpPraHU3aIMii BKIIOYAIOT:

- TOTpeOUTeNell ¥ KOHCYHBIX ITOJb30BATENEH;

- pabGOTHUKOB OpPTAHU3ALINM;

- BIAIEJIbLIEB/MHBECTOPOB (TAKUX, KAK aKLIMOHEPHI, OTAEAbHbIE JIULA WIM I'PYHNbl, BKIOYas o6iiie-
CTBEHHBIH CEKTOP, UMEIOLIKE KOHKPETHBIN MHTEPEC B OPraHU3aLUN);

6
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- HOCTaBIUMKOB U I1APTHEPOB;

- 061LecTBO B BUIE Pa3sIUYHBIX OOBEIUHEHHH U TOCYIAPCTBEHHBIX CTPYKTYP, Ha KOTOPbIE OpraHM3a-
LUs WIK ee MPOAYKIUS OKAa3b{BAIOT BO3AEHCTBHE.

5.2.2 TloTpeGHOCTH U OXMIAAHUST

Ycnex opraHA3aldy 3aBUCUT OT IOHMMAHUS U YAOBAETBOPEHUS TEKYIIMX U OYAYILMX [TOTpeGHOCTE !
M OXMIAHWI HBIHEUWIHHMX U MNOTEHLMANbHBIX IOTpebUTENcd M KOHEYHBIX II0JIb30BaTelei, a TAKXKE OT
MOHMMAHHUA U ydeTa MoTpeOHOCTel U OXUAAHWI APYTHX 3aUHTEPECOBAHHBIX CTOPOH.

JU1st MOHMMAaHUsI U YIOBJIETBOPEHUS NMOTPEOHOCTE M OXMAAHHN 3aWHTEPECOBAHHBIX CTOPOH Opra-
HHM3aIMY HEOOXOOUMO:

- ONpEHC/IUTb CBOU 3aUHTEPECOBAHHBIE CTOPOHBI U MONIEPXKUBATh CIIOCOOHOCTh COAIAHCHPOBAHHO
OTBeYaTh Ha UX NOTPEOHOCTH ¥ OXHMIAHUSL;

- TIpeoOpa3oBaTh OIpeeNeHHbBIE NTOTPEOHOCTH U OXUIAHUS B TpeOOBaHUA,

- [oBecTH TpeOOBaHUS A0 CBEACHHUSI BCErO MEpCOHANa OpraHU3aIuu;

- CKOHLEHTPHPOBATBLCSI Ha YIyYIIEHUH IIPOLECCOB ¢ LEIbI0 0GecrieyeH sl IEHHOCTH i 3auHTepe-
COBaHHBIX CTOPOH.

Jns ynosnersopeHUs rotpebHocTel M 0XUIaHUHA noTpebuTeielt M KOHEYHBIX T10Jb30BaTeNeil PyKo-
BOJCTBY OpFraHU3allMU CIEAYeT:

- TOHSATH NOTPeOHOCTH U OXUAAHUA CBOMX MOTpebUTENell, B TOM YUCHE MOTEHUUAIBHBIX TOTpeGu-
TeJe;

- YCTaHOBMTb OCHOBHBIE XapaKTepUCTUKHM MPOAYKLMM, IpeAHA3HAYEHHON Mg ee IroTpebuTteneil u
KOHEYHBIX MOJIb30BATENEH;

- OMNpeeNuTh U OLEHUTb KOHKYPEHTHYI 00CTaHOBKY Ha CBOEM PBIHKE;

- OMNpEeIeIUTh BO3MOXHOCTH PBIHKA, cnabble CTOPOHEI M Oyayluue MpeuMYyLIECTBA B KOHKYPEHTHOR
6oprGe. ’

IIpumepsl moTpeGHOCTEH M OXMUAAHUIT [TOTpeOUTENEH M KOHEUYHBIX II0JIb30BATENEH MPOLYKLHU
OpraHM3aLnHU: :

- COOTBETCTBHE TPeOOBAHUSIM;

- HAIEeXHOCTH;

- HalIu4yue;

- IIOCTaBKa;

- HOEATEJbHOCTDb [OCJE 3aBEPIUEHUS XKU3HEHHOrO HUKIIA MIPOIYKLHUY;

- LI€Ha ¥ CTOMMOCTb XH3HEHHOro HUKJIA;

- 0e301acHOCTb NPOAYKUHHM;

- OTBETCTBEHHOCTb 33 KA4eCTBO IMPOAYKLIUH;

- BO3[EHCTBUE HA OKPYXKAWOUIYIO Cpeny.

Opranuzauuy ciefyeT OIpeAeIUTh NOTPeOHOCT U OXUIAHUS CBOMX PaGOTHUKOB B MPU3HAHUM UX
NeATeNIbHOCTH, YIOBJICTBOPEHHOCTH paboTod, a Takxke B MX pa3BUTUM. Takoe BHMMAaHUE ITOMOraeT
obecriednBaTh HauboJiee MOJTHOE BOBJIEYEHHE UM Haubolee CUIBHYIO MOTHUBAIUIO pabOTHUKOB.

OpraHu3auuy cienyeT onpeaenuTb GUHAHCOBBIE U IPYTHE Pe3y/IbTaThl, OTBEYAIOLIME YCTAHOBIEHHBIM
MOTPEOHOCTSIM U OXWAAHUSIM BJIAAe/IbIEeB i HHBECTOPOB.

PykoBoncTBy HEO6XOIUMO YYUTBIBATh MOTEHLMANBHBIE BbITOABI VISl OPraHU3alUy OT YCTAHOBIEHUS
NApTHEPCTBA C MOCTABUIMKAMU C LIEJNBIO CO3MAaHMsI LIEHHOCTH Ui obeux ctopoH. IlapTHepcTBo ciemyer
6a3MpoBaTh Ha OCHOBE COBMECTHOM CTpaTeru, oOMeHa 3HAHUSIMM, 4 TAKXKE Ha PACIIPENENEHHH HOXONO0B
¥ YOBITKOB.

ITpu ycTaHOBNIEHUHU MAPTHEPCKUX OTHOILEHUMN OPraHU3aLMM CIIEAYyeT:

- OIPE/eIUTh OCHOBHBIX MIOCTABLIMKOB M IPYIUe OPIraHU3aUMHK B KAYECTBE MOTEHLMATBHBIX [TAPTHEPOB;

- COBMECTHO JOCTMYb YETKOIO IIOHMMaHUSA MOTpebHOCTEN U OXUIAHUH MoTpebuTeeii;

- COBMECTHO HOCTUYb YETKOIO IIOHUMAHUS NOTpeGHOCTEM U OXMIAHUN MapTHEPOB;

- TOCTABUTH LEIH, 00ECEYUBAIOILUE BO3MOXHOCTH TOCTOSTHHOTO MApPTHEPCTBA.

IIpu paccMOTpeHUM CBOMX OTHOMLIEHMIA C OBILECTBOM OPraHU3alliy clAeayer:

- HEMOHCTPYPOBATH CBOIO OTBETCTBEHHOCTb B 00JACTU 30OPOBBS M Ge30MacHOCTH;

- YYUTBHIBATH BO3AEICTBUE HAa OKPYXAIOWIYIO Cpely, BKIIOYAs COXpaHEeHUE DHEPrHA W MPUPOIHBIX
PECYPCOB,;

- MAEHTUQULUUPOBATh IPUMEHUMBIE 3aKOHOAATE/IbHBIE U ApYTHe 00s3aTeNbHbIe TPeOOBAHMS;

- WAEHTUOUIMPOBATh TEKYIEe M TOTEHLHANbHOE BO3IEHCTBUE CBOEH IPOAYKIIMU, TPOLECCOB U
NEesITEIbHOCTY Ha OOLIECTBO B 1IEJIOM U MECTHOE COOGLIECTBO B YACTHOCTH.
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5.2 OpueRTalMs Ha NOTpeOHTENs

BrIcIliee PYKOBOCTBO JOJIKHO 06eCreynBaTh ONpele/ieHne 1 BBITIOJIHEHWE TpeGoBaHuii moTpeGu-
Teseil Uil TIOBBILIEHYS UX YIOBJIETBOPEHHOCTH.

5.2.3 3aKOHOATEIbHbIE U APYTUe 00s3aTe/IbHbIE TpeGoBaHUS

PyKOBOJCTBY CJIeIyeT 06ecreunBaTs 3HaHNe OpraHu3allieil 3aKOHOKATE/IBHBIX U APYTHX ofs3areNb-
HBIX TpeGOBaHMM, KOTOpPbIe IIPUMEHUMBI K €€ [IPOXYKIIMH, [IPOLECCAM M JeSTeIbHOCTH, ¥ BKIIOINTE 9TU
TpeGOBaHMs B CHCTEMY MEHEKMEHTA KaueCTBa. Crnemyet Takxe obpallars BHUMaHKe Ha:

- pa3bACHEHME COOTBETCTBUS TEKYIIUM H MEePCTIeKTUBHEIM TPeGOBAHUAM C TOYKN 3PeHMA STUKH,
pe3yJILTATUBHOCTH U 3¢ (eKTUBHOCTH;

- BBIFOIBI VISt 3AMHTEPECOBAHHBIX CTOPOH OT TMOBBIUICHUS COOTBETCTBUSI TPEOOBAHUSAM;

- pOJIb OPraHM3alVMHK B 3aLUMTE UHTEPECOB coo061IecTBa.

5.3 [ToauTHKa B 00.JaCTH KayecTBa

BricieMy PYKOBOACTBY HeOOXOIMMO UCIOJIb30BaTh [OJMTUKY B OOJACTH KayecTBa KaK CPEACTBO
yIIpaBJeHys] OPTAHU3ALMEH C LENbIO YTy LISHI ee JeATeIBHOCTH.

TloUTHKA OPraHU3aLMK B 00/1aCTH KavecTsa JOJDKHA 6bITh PABHOTPABHO! 1 COTNIACOBAHHOM 4acThio
ob1Iel TOIMTUKM ¥ CTPATETMy OpraHU3alny.

TIpu paspaboTKe TOJIUTUKHU B 06JIACTH KAayecTBa BBICLIEMY PYKOBOJICTBY CJIEAYET YIUTHIBATD:

- ypoBeHb W BUI OYyAyILIMX yIIydlIeHU i, HEOOXOAUMBIX I yCremHOM IesTeJbHOCTH OpraHu3aliu;

- OXMIAEMYIO WIH XeJlaeMyIo CTeTIeHDb yAOBICTBOPEHHOCTH noTpeburenei;

- pa3BuTHe pabOTHUKOB OPraHU3aly,

- TOTPeGHOCTH ¥ OXUIAHUSA APYTUX 3aMHTEPeCOBAHHBIX CTOPOH,;

- pecypchi, HeoOXoqUMBIE JUI BHIXOAA 34 paMK# TpeOOBaHUH rOCT P XNCO 9001;

- [TOTEeHLMAJbHBIN BKJIA MOCTABILMKOB U MAapTHEPOB.

TMouTHKA B 061aCTU KA4ecTBa MOXET UCIOJIb30BaThCA IS YAYYLIEHUs, €CAN OHA!

- corJiacyeTcsl ¢ IPOrHO30M U CTpaTeruei BbICLIEro PYyKOBOACTBA IO TEPCIIEKTHBAM OpraHM3aLyy;

- TO3BOJISIET MOHSATH ¥ TPECNef0BaTh UMM B OOJIACTH KayecTa BO BCE OpraHyN3aLiMy;

- TONTBEpXIAeT IPUBEPXEHHOCTh BBICIIETO PYKOBOACTEA KAYECTBY ¥ 06S3aTeNIbCTBO 0GeCreynBaTh
a/eKBATHBIMK peCypcaMy JOCTHXEHUE LieJIei;

- [OMOTaeT PasbSICHEHWIO 3TOM MNPHMBEPXEHHOCTH KauecTBy BO BCeil OpraHM3aLuy IpU UYETKOM
JIMIEPCTBE BBICLIETO PYKOBOACTBA;

_ BKJTIOYAeT TOCTOSHHOE YMydllUeHHe, CBA3aHHOE C YIOBICTBOPEHMEM norpe6HOCTEN ¥ OXMIAHUH
noTpeGuTened U APYrux 3aMHTEPECOBAHHBIX CTOPOH;

- s¢dexTrBHO chOPMYIMPOBAHA U YMEO HOBEACHA IO CBeJieHUs BCero IepcoHala.

Kak ¥ ApyTHe BUIBI TIONUTUKHM, OTHOCSIUMECH K Gu3Hecy, MOJUTUKY B 00ACTH KauecTBa CIEAYCT
MeproaVYECKH aHATM3UPOBATD.
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5.3 TloauTHKa B 00JaCTH Ka4ecTBa

Bhicliee PYKOBOLCTBO HOJLKHO 00eCneyuBarh, yTOOBI MOJUTHKA B 00JIaCTH KaveCTBa:
a) COOTBETCTBOBAIA LIEJISIM OPraHU3ALIAN;

6) BKUIIOYANa 00A3aTEILCTBO COOTBETCTBOBATD TpeGOBAHMSIM ¥ [TOCTOSHHO TIOBBILUATE PE3YJITATUB-
HOCTb CHCTEMBI MEHEDKMEHTa KaueCTBa,

B) CO3IaBaja OCHOBbI VISl IOCTAHOBKH M aHAIM3A HeJieil B 061acTU KavyecTBa;
r) 6bUIa JOBEJEHa N0 CBEJIEHMS IePCOHANa OpraHn3aliui 1 [IOHATHA EMY;
1) aHATM3MPOBAIACH HA MOCTOSHHYIO MPUIOAHOCTD.

5.4 T1nanmposanue

5.4.1 lenn B obiacTu KagecTsa

CrpaTeruyeckoe IUTAHMPOBAHUE U [TONUTUKA B 06IacTH KayecTBa 00ecleyrBaloT OpraHn3aluiy OCHOBY
IJIsi TIOCTAHOBKM Liejieil B 00JacTH KadyecTsa. BricuieMy PYKOBOACTBY CICAYET paspaboTaTh OTH LIEJH,
HaTpaBJIeHHBIE Ha YIyYIICHUE NeATENbHOCTH opranusauuu. llem HeoOxonuMO U3MEPATD, qT0GBI CIIOCO0-
CTBOBATh Pe3yAbTATUBHOMY U 3¢ dEKTUBHOMY aHAIMU3Y, NPOBOMOMY PYKOBOACTBOM.

[lpu pa3paboTke 3TUX LeJIeid PyKOBOACTBO NOJDXKHO YYUTHIBATE!

- daxTnyeckve U GymyLue [OTPeGHOCTH OpraHU3alMK 1 00C/1y>XUBAEMbIX PbIHKOB,
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COOTBETCTBYIOIME BbIBOJIbI AHATM3a CO CTOPOHBI PYKOBOJCTBA;

dakTHUEeCK1e XapaKTEPUCTIUKH IMPOAYKLIMU U TI0KA3aTeNH MTPOLIECCOB;

YPOBHH YIOBJIETBOPEHHOCTH 3aMHTEPECOBAHHBIX CTOPOH;

pe3yNbTaThl CAMOOLIEHKM;

CPaBHEHME C JIyYIIMMM NOCTHXEHUSIMH, PE3ylbTaThl aHAIN3a KOHKYPEHTOB, BO3MOXHOCTH IS
YAYYINEeHUS;

- pecypchbl, HEOOXOAUMBIE UISI JOCTHKEHUSA LieNE.

Llenmu B ob6acTU KayecTBa HEOOXOXMMO HOBECTH IO CBEACHMSI PAGOTHUKOB OpPraHM3alMH TaKUM
crnoco6oM, KOTOpO# JaeT MM BO3MOXHOCTD Y4aCTBOBATh B MX HOCTIXKEHUM. ClieyeT ONpeeuTb OTBETCT-
BEHHOCTb 34 pa3BepThiBaHME Ueeit B obnacT Kavectsa. Ilenn Hago CHCTEMaTHYECKH AHAMU3UPOBATH U
fiepecMaTpuBaTh Mo Mepe HeoOXOIMMOCTH.

1
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5.4 TInanupoBaHue
5.4.1 Henu B obnacty KayecTBa

Briclliee pyKOBOACTBO OpraHM3alyMK HOJDKHO obecriedMBaTh, 4ToObl LenH B O6JAaCTH KayecTsa,
BKJIIOYAsl T, KOTOpPblE HEOOXOMUMBI [UIS BBHIOJIHEHHs TpeOGOBaHUM K MPONYKIMM, ObUIM YCTAHOBJICHB! B
COOTBETCTBYIOLIMX IOpa3jie/IeHNUsIX U Ha COOTBETCTBYIOILMX € YpoBHsX. Lleau B obnacTd KayecTsa
JIOJKHBI OBITH U3MEPHMBIMM M COTJIACYEMBIMH C TIOJIMTUKOMN B 06JIACTH KAYECTBA.

5.4.2 [ranupoBaHue Ka4yecTsa 4

PyKOBOACTBO HOJDXKHO B35iTh Ha ce0s OTBETCTBEHHOCTb 3a ILIAHMPOBAHME KayecTBa MPOAYKUHU
OpraHM3aLMK. DTO TUIAHUPOBaHHE CJIENYeT HANpaBUTb HA ONpeleeHHe MPOLECCOB, TPeOYIOLMXCs WISt
Ppe3yAbTaTUBHOTO U 3¢ eKTUBHOTO JOCTIKEHHUS 1IeJIell U BHIITOJHEHUS TPeGOBaHUM K KaYeCTBY, COOTBET-
CTBYIOIIMX CTPAaTeTMY OPraHU3aLlKH.

BxOIHBIMU HaHHBIMU JJISl PE3YNbTATHBHOTO U 3¢ GdeKTHBHOTO IU1aHUPOBAHMS SIBISIOTCS:

- CTpaTerust opraHu3anuy; '

- onpeneSieHHbIE LeJU OpPraHU3aLMH;

- onpefejeHHbIE TOTPeOHOCTH U OXUIAHUA NoTpebuTeen u OPYTHX 3aMHTEPECOBAHHBIX CTOPOH;

- OLEHKA 3aKOHOJATE/IbHBIX M APYrMX 00s3aTebHbIX Tpe6onaﬂnu

- OLIEHKA JAaHHBIX O XapaKTePUCTUKAX MPORYKIIVH;

- OLIEHKA JAHHBIX O [OKAa3aTesisiX MPOLEeCcCOoB;

- YPOKH, U3BNEUEHHBIE U3 TIPEABLAYILIETO OIIBITA;

- YKa3aHHbie BO3MOXHOCTH I YIYYIIEHHS,

- OLIEHKA COOTBETCTBYIOUIMX PHUCKOB U JAHHBEIX 00 UX yMEHBLUCHUM.

BoixogHbie NaHHBbIE IIAHUPOBAHMS KauyecTBa MPOXYKIIMH IUISi OPraHU3aLUY ONPENE/IAIOT MPOLECCHI
XU3HEHHOTO IUKNA TIPOAYKIMK ¥ BCIIOMOTATe/IbHBIE MPOLIECCH, BKIIIOYAIOIHeE:

- HeoOXOIMMBIe [UId OPraHU3aIMY HABBIKK U 3HAHWS pabOTHUKOB;

- OTBETCTBEHHOCTb M IOJHOMOYMS IUISI OCYILLECTBIEHMS TUIAHOB YNy4llIEHUs] IIPOLIECCOB;

- HeoOXOOMMBIE PECYpCHI, TaKue, KaK (HUHAHCOBBIE pecypchl U UHGPACTPYKTypa,;

- COBOKYITHOCTB IIOKa3aTeJiell VISl OLEHKY YIyYIUeHUs! AeATeJbHOCTH OpPraHu3aly;

- MOTPeOHOCTU B YIydIIEHUM, BKIIOYAsl CPEACTBA U METO/bI;

- MOTPeGHOCTH B JOKYMEHTAIIMM, BKITIOYasl 3AMIMCH.

BrIxogHble NAaHHbiE HEOOXONMMO CHCTEMATUYECKW AHAJIU3WPOBATh A o6ecIIedeHIs! pesyJIbTaTHB-
HOCTH ¥ 3pPeKTHBHOCTH MPOLIECCOB OPraHU3aIUH.
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5.4.2 TInaHupoBaHUe CO3TAHMS W PA3BUTHMS CUCTEMbl MEHEDKMEHTa Ka4yecTBa
Brlcliee pyKOBOACTBO JOJDKHO 0GecreYHBaTh:

a) IUIAHMPOBAaHHWE CO3MAHUSI M Pa3BUTUSI CHCTEMbl MEHEIKMEHTA KayecTBa VISt BBINOJHEHMS
Tpe6GoBaHMM, NpUBEAeHHBIX B 4.1, a TakXKe WISt JOCTIKEHMA Henel B o6acTi KayecTsa,

6) CoXpaHEHHE LIEJIOCTHOCTA CUCTEMbl MEHEIDKMEHTA KAYECTBA NPU IUTAHMPOBAHUK U BHEAPCHHUH B
Hee U3MEeHEeHHUIA.
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5.5 OTBETCTBEHHOCTD, NOJHOMOYMs i 00MeH uH(oOpMauHei

5.5.1 OTBETCTBEHHOCTh U MOJIHOMOYHS

BhicLIeMy PYKOBOJICTBY CIIEIyeT ONPEAEANTh M JOBECTH JO CBEACHMS MEPCOHANA OTBETCTBEHHOCTD M
HOJHOMOYHS C LIEJIbIO BHEIPEHMS ¥ MTOLIEPXKaHUs B pabo4eM COCTOSTHUI pe3ynbpTaTUBHOHN U 3 dexTUBHON
CHCTEMBI MEHEDKMEHTA KAa4YeCcTna.

Hamo HameJ uTh OTBETCTBEHHOCTBHIO M ITOJIHOMOYMSMM BCeX PAaOOTHHUKOB OpraHM3allMH, HaB UM
BO3MOXHOCTb Y4aCTBOBATh B JOCTIDKCHUH LIEJICH B 00JaCTH Ka4eCTBa U CO3/IaB YC/IOBMSA U1 MX BOBJICUCHNS,
MOTHBAIAYA Y IPUHATUA UMHU 0Os3aTENBCTB.
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5.5 OTBETCTBEHHOCTb, MOJHOMOYHS U oOMeH HHGOpMaumei
5.5.1 OTBETCTBEHHOCTDb ¥ IOJJHOMOYHUS

Briciiice pyKOBOIACTBO JOJDKHO obecrieynBaTh OrpeleceHHe W JHOBEACHUE IO CBEICHHUA IEPCOHANA
OpraHu3aluy oTBETCTBEHHOCTH H IIOJIHOMOYHIA.

5.5.2 Hpencrasutesb pYKOBOACTBA

BriciueMy PYKOBOJICTBY CJIELYeT Ha3HAYMTh MPENCTABUTENs] PYKOBOACTBA U HANEIMUTD €ro MOJTHOMO-
YUAMM IS YTIPABJIEHMs, [TOCTOSHHOTO KOHTPOJIS, OLEHKM M KOODIMHALMM CHCTEMBl MEHEIKMCHTA
xavecTa. Takoe Ha3HAYEHHE IPM3BAHO CONEIMCTBOBATH DE3YJNbTATUBHOW U 3¢bexTHBHON padoTe H
YIYYLUIEHHIO CHCTEMbl MEHEIXKMEHTa KayecTsa. [IpefcTaBUTENb IOXOTIETEH BBICLUEMY PYKOBOICTBY M
YIOIJIepXXMBAET CBASH C MMOTPEOMTENS MM M JIPYIUMH 3aHHTEPECOBAHHBIMM CTOPOHAMM IO BOMpPOCAM,
KacaloUMMCs CUCTEMbI MEHEIXMEHTA Ka4ecTBa.

TOCT P MCO 90012001 Cucrembl MeHeIKMeHTa KauecTsa. TpeGoBanus

5.5.2 IlpeacraBureNb pyKOBOJICTBA

Beicliee pyKOBOACTBO AODKHO HA3HAYMTh NPELCTaBUTENsS U3 COCTaBAa DPYKOBOJCTBA, KOTOPBIA
HE3aBMCHMO OT APYTUX o6sg3aHHOCTEN MOKeH HECTH OTBETCTBEHHOCTb M MMETh MOJHOMOYMS, pacipo-
CTpaHsAolIMecs Ha:

a) obecriedeHue pa3paboTKM, BHENPEeHUs M TONIEPXaHUS B paboueM COCTOSIHUM IIPOLIECCOB,
TpeGyeMbIX CUCTEMOM MEHEIXMEHTA KayecTBa;

6) MpeIcTaBleHHe OTUETOB BBICIIEMY PYKOBOACTBY O QYHKLIMOHUPOBAHMU CHCTEMbI MEHEIDKMEHTA
Ka49ecTBa M HEOOXOIUMOCTH YIYYLIEHUH,

B) CONENCTBHE PACMPOCTPAHEHHUIO IOHMMAHUA TpeboBaHui noTpebuTesel Mo Beelt OpraHKu3alny.

I1 PUMEYAaHUE — B oTBeTCTBEHHOCTH TIPEIACTaBUTENIS PYKOBOACTBA MOXCET 6BITh BKIIIOYEHO IOAAEpXKaHNE
CBY3M ¢ BHEIIHHMMM CTOPOHAMH 10 BOIPOCAM, KacalolUMCs CHCTCMBI MEHE/DKMCHTAa KayeCTBa.

5.5.3 BuyrpenHuii o6MeH nHbopManmen

PYKOBOICTBO OpPraHM3allMM JIOJUKHO OIPeleIdTh M BHEIDUTh PE3yJbTATUBHBIA ¥ 3Q(MEKTHBHBINA
npouecc o6MeHa MHGOpPMaLHei 110 BOIPOCaM MOJUTUKM B 06NacTi KavecTsa, TPeOOBAaHMH, LeleH 1 X
nocTiokeHus. ObecriedeHye Takoi uHdopMalveir MOXeT [IOMOYb B YIYYUIEHUHN AESATEIbHOCTA OpraHusa-
LMK ¥ HE[TOCPEeICTBEHHO BOBJIEKAET ee pAGOTHUKOB B IOCTIDKEHHME Iefelt B o6nacTu Kayectsa. PykoBoncTsy
CiielyeT aKTMBHO ITOOIPSTH 06GPAaTHYIO CBSI3b U ITONy4eHHe HHPOPMALIMH OT PAGOTHUKOB OPraHM3alliK KaK
CPEACTBA UX BOBJIEHEHHS.

O6MmeH uHdopManMeit MOXeET, HalpUMEpP, BKITIOYATh!

- UH(POPMHUPOBAHKE, IPOBOJMMOE PYKOBOACTBOM Ha pabOYMX YYacTKax;

- rpynmoBble GpudUHIM ¥ JPYTUe COBEIAHMs, HAPUMED O NPU3HAHUIO JOCTHXEHMUIL;

- HCIIONBb30BAHME JOCOK OOBLABIEHHWA, BHYTPEHHUX ra3eT/XypHaIoB;

- ayapo-, BUNEO- M NEKTPOHHBIE CPEJCTBA, TAKKE, KaK 3/IEKTPOHHAsI I104Ta ¥ Web-CalThl;

- 0630pHbl, MOArOTOBJIEHHbIE PAGOTHMKAMH, ¥ HAMVISUIHO MpPEeJCTaBIeHHBIE MPEUTOXEHHU.

TOCT P CO 9001—2001 Cucrembl MeneKmeHnTa KayecTsa. Tpebopanus
5.5.3 BuyrpenHuit o6meH nHbopMaunmei

Briciuee pyKOBOIACTBO JOIKHO 0GecreynBaTh pa3paboTKy B OPraHM3alMy COOTBETCTBYIOLIMX IIpO-
HeccoB obMeHa MHGOpManuei, B TOM YUCIe MO BOMPOCAM Pe3yIbTATUBHOCTU CHCTEMBI MEHEIKMEHTA
Ka4ecTBa.
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5.6 AHaJI3 CO CTOPOHBI PYKOBOICTBA

5.6.1 O61me MMONIOXEHUS

BoiciieMy PYKOBOACTBY HEOOXOOMMO PacIpOCTPAHMTh AHANM3 CO CTOPOHBI PYKOBOJCTBA 33 HpPEHEsIbl
BEPUGMKALIMK PE3YNbTATUBHOCTU U 3(hpeKTHBHOCTH CHUCTEMBI MEHEKMEHTA KAYecTBA M IPEBPATUTL STOT
aHATU3 B ITPOIIECC, OXBATHIBAIOLLMIA BCIO OPraHU3aLIMIO, KOTOPBIY TAKXe OLeHUBAeT 3¢ dEKTUBHOCTD CUCTEMEL.
AHanu3 co CTOPOHBI PYKOBOJICTBA CJIEyeT NPEBPATUTh B TPMOYHY 110 OOMEHY HOBBIMU MIESAMH CO CTUMYJIIH-
POBAHHEIM JIMIEPCTBOM BBICIIIENO PYKOBOICTBA, OTKPBITOM JUCKYCCHEH M OLEHKON BXOMHBIX JAHHBIX.

JAns moGaBneHUs] LUEHHOCTM OPraHM3ALMK IO pPe3yJbTaTaM aHajlu3a CO CTOPOHBI PYKOBOACTBA
BBICILIEMY PYKOBOICTBY Hal0 YNpaBJSITh OCYLUECTBJICHHEM IIPOLIECCOB XH3HEHHOrO IMKJIA NPOLAYKLUH U
BCIIOMOTATEJIbHBIX TPOLIECCOB TOCPENCTBOM CHCTEMATHYECKOro aHANKM3a, OCHOBAHHOIO Ha IMPUHIMIIAX
MeHeIXMEHTa KayecTBa. JacToTa aHaiM3a YCTAHABIUBAETCS WCXOAS M3 MOTPeOHOCTH OpraHM3aLUU.
BxomHble JaHHBIE K MPOLECCY aHATN3a HEOGX0MMMO TpeoGpa3oBaTh B BbIXOMHbIE AAHHBIE, OXBATHIBAIOLIME HE
TONIbKO PE3YJBTATUBHOCTD M 3¢heKTUBHOCTb CHCTEMbI MEHE/DKMEHTA KayecTBa. Pe3ynbTaThl aHaiu3a rpeio-
CTaB/LIIOT JAHHBIE, KOTOPBIE UCIIOIB3YIOT [PH IUIAHUPOBAHUM YIyYLUEHHS NEATEIbHOCTH OPraHU3aLuu.

T'OCT P KCO 90012001 Cucrembl MeHeakMeHT2 KavecTBa. Tpebosanus

5.6 AHAIM3 CO CTODPOHBI PYKOBOACTBA

5.6.1 OGIuMe MOMOXEHUs

Bricuiee pykoBOINCTBO HOMKHO AHANU3UPOBATh Yepe3 3aIUIAHUPOBAHHBIE HHTEPBAJBI CHCTEMY
MEHEDKMEHTA KaYecTBa OPraHM3allMY ¢ LENbIO 00eCnedeHUS ee IIOCTOSHHOM MPUTroJHOCTH, aAEKBATHOCTH
1 pe3yibpTaTUBHOCTH. B aHanus ciexyer BKIIIOYATH OLIEHKY BO3MOXHOCTEN YIYYHIEHUS U NMOTpeOHOCTH B
M3MEHEHMSIX B CHCTEMe MEHEIDKMEHTA KauecTBa OPIraHU3a LUK, B TOM UMCJIE B TOJIMTUKE U LIEIsIX B 06JaCTH
KAa4YecTBa.

3anuvcy 06 aHaJU3e CO CTOPOHEL PYKOBOJACTBA JOMXHBI ITOMIEPKHBATLCH B paboyeM COCTOSHUH.

5.6.2 Bxomuple faHHbIE [UTA aHAINA3a

BxonmHble maHHbBIE K OLIEHKE Pe3YAbTaATUBHOCTU U 3 GEKTUBHOCTY CHCTEMbl MEHEI[KMEHTa KayecTBa
YIUTBIBAIOT MHTEPECH MOTpeOUTENE M OPYTHX 3aMHTEPECOBAHHEIX CTOPOH M COMEPXKAT:

- CTaTyc M pe3y/bTaThl JOCTIDKEHUS Lieneid B 06acTH KayecTsa M AeSITeNIbHOCTH 110 YIYYIEeHMIO,

- CTaryc MMYHKTOB, [0 KOTOPBIM TPeOOBANHCh AEHCTBUS Ha OCHOBE aHAJIM3a CO CTOPOHBI pYKOBOJICTBA;

- pe3yJbTaThl AYINTOB ([IPOBEPOK) U CAMOOLICHKH OpraHU3aI1H;

- 00paTHYIO CBA3b 00 YAOBNETBOPEHHOCTH 3aMHTEPECOBAHHBIX CTOPOH, BO3MOXHO, AaXe 0 MOMEHTA
UX YYACTHS;

- (baKTOphI, CBSI3aHHBIE C PHIHKOM (TEXHOJIOTUM, MCCACIOBAHUS U pa3paboTKU, AesITeEIbHOCTh KOH-
KYPEHTOB M T.II.);

- Pe3yNbTAThl CPABHEHHUS C JYYIIMMH JOCTHXKEHUAMMU;

- CBelNeHHs 0 paboTe MOCTABIIUKOR,;

- HOBBI€ BO3MOXHOCTH YJIy4IUEHHUS;

- YTpaBleHHe HECOOTBETCTBUSMHU IPOLIECCOB U MPOMYKLIMH;

- OLIEHKY PhIHKa W CTPaTervio;

- CTaTyC OESITENIBHOCTH I10 CTPATErMYecKoOMY MapTHEPCTBY;

- (bMHAHCOBBIEC PE3YIbTATHI AESTEILHOCTH, CBA3aHHOM ¢ KAYecTBOM;

- Opyrue ¢akTopbl, KOTOpbIE MOTYT BO3AEHCTBOBATH HA OPraHM3AIIMIO, TaKue, Kax (pHMHAHCOBHIE,
COLIMaJIbHbIE MIH SKOJOTMYECKUE YCIOBUSA M COOTBETCTBYIOLME U3MEHEHUS 3aKOHOB U PerIaMEHTOB.

I'OCT P 1CO 9001—2001 Cucrembl MeHeDkMeHTa KayecTBa. TpeGosanus
5.6.2 BxomHble JaHHBIE U1 aHATH3A

BxonHble naHHbIE [UIA aHAJIU3a CO CTOPOHBI PYKOBOJACTBA JOJDKHBI BKIIIOYATH CIIELYIOLYIO HHGOpP-
MalHIO:

a) pe3yJbTAThl ayIUTOB (IIPOBEPOK);

6) oOpaTHYIO CBSI3b OT ITOTPeOUTENEIH;

B) GYHKUMOHUPOBaHKE MIPOLIECCOB H COOTBETCTBUE IIPOAYKLIHMU;

) CTaTyc NpeayIpeXIalolMX ¥ KOPPEKTUPYIOIIMX HeHCTBHIA;

1) TocaeqyIoIue AeHCTBUsI, BBITEKAIONIME U3 NPEBLIYLIEr0 aHAIM3a CO CTOPOHBI PYKOBOJICTBA;
€) U3MEHEHMst, KOTOPhIE MOIJIK ObI [TOBJNUSITh HA CHCTEMY MEHEIXMEHTA KayecTBa;

X) PEKOMEHIALWH 110 YIYYIUCHHIO.
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5.6.3 BeIxomHble TaHHBIEC aHAIN3a

HpH pacnpoCTpaHEHNHN aHaau3a CO CTOPOHBI PYKOBOJICTBA Ha BOIIPOCHI, BBIXOJAIIME 3a NPEIC/bl
BepUGHUKAIIMM CHCTEMbl MEHEIKMEHTa KayecTBa, PEe3yJbTaThl TAKOIO aHaJIKW3a MOTYT MCIOJb30BATHCS
BBICILMM PYKOBOJCTBOM B KaueCTBe BXOAHBIX JAHHBIX JUTS MPOLIECCOB YIy4llueHus. Bricliee pyKoBOACTBO
MOXeT IIPUMCEHATH 3TOT IMPOLECC aHaJIM3a KaK MOILHOEC CpeACTBO IIPpU OIIPEACICHUHU BO3MOXHOCTEH
YIYYILEHUST JeATeIbHOCTH OpraHu3aiyu. I'paduk MpoBeNeHUs! aHAIM30B CIIOCOOCTBYET CBOEBPEMEHHOMY
obecleYe HUIO JTaHHBIMY IS CTPATerHMYecKoro ILTAHUPOBAHUA B opraHu3alnuy. OToOpaHHBIC BBIXOIHLIC
OAHHBIC CJEAYET MHOBOAWTb IO CBECACHHA paGOTHI/IKOB opraHu3auvy, ZEMOHCTPpUPYST WM, KaK MIpoLecc
aHaJIu3a CO CTOPOHBI PYKOBOIACTBA BEJACT K ITOCTAHOBKE HOBBIX ueneﬂ, KOTOpBIC INPHHECCYT BBITOLY
OpraHus3aluu.

JornosHuTe/IbHbIE BHIXONHBIE JAHHEIE IS MOBBIIIEHUS 3pDEKTUBHOCTU BKIIIOYAIOT, HAIpUMED:

- ey, Kacawlunecs XapakTepUCTHUK IMPOAYKIIUK A roxasarenen TIpOIECCOB,;
e YIYYUICHUA HeATCJIbHOCTH OpraHv3alimu,
OLIEHKY TIPUIONHOCTH OPTraHU3aUMOHHOM CTPYKTYPHl U PECYPCOB;
CTPAaTervio ¥ WMHUIMATUBLI 110 MapKETHHTY, NPOAYKUMU W YHOBJIETBOPDEHHOCTH MOTPEOUTENEH U
OPYruX 3aHHTCPCCOBAHHBIX CTOPOH;

- COKpallleHHE NOTepb U IJIaHbI CHYXKCHUA I/IIleHTI/ICIJI/ILlPIPOBaHHbIX PHCKOB,

- uHGOPMALIMIO IT0 CTPATErMYECKOMY TUIAHHPOBAHUIO ByIyLMX MOTpebHOCTEN OpraHU3alUH.

HeobxoqumMo UMeTh HOCTATOYHO 3amuceil U1sL oOecriedeHusl IIpOoCieXuBaeMocTH U obneryeHus
OLEHKHM CamMoro MNpolecca aHaiM3a CO CTOPOHBI PYKOBOACTBA, YTOObI yOEIUThCS B €ro MOCTOSIHHOM
3¢ ¢GHEeKTUBHOCTH U B 1OOABACHUM LEHHOCTH OpPraHU3alVu.

T'OCT P CO 9001—2001 Cuctembl MenemKMeHTa KavyecTBa. TpeGoBanus

5.6.3 BeIxonHple HJaHHBIE aHAIU3a

BoIXoIHbIE JAHHBIE AHANU3A CO CTOPOHBI PYKOBOACTBA HOJIXKHBI BKJTIOYATh BCE PEIUEHUST U AEHCTBUS:
a) MOBBILICHUE Pe3yAbTATUBHOCTH CUCTEMbI MEHEDKMEHTA Ka4eCTBA U €€ IIPOLIECCOB;

6) yny4iieHHe NPOAYKIUU COrMIAaCHO TpeOOBaHMAM MOTpeGUTeNel;

B) MOTPeOHOCTH B pecypcax.

6 MeHemKMEHT pecypcoB

6.1 O6ume pexoMeHIALMH

6.1.1 Beenenue

Briciiiee pyKOBOJACTBO JOJIKHO OINpPENENUTh M 0GECIeYMBATh HAMYKME PecypCOB, HEOOXOMUMBIX IS
OCYILIECTB/IEHHUS CTPaTeruu M JOCTIDKEHHS eaei opranu3anud. OHU BKIIOYAIOT pecypchl Wil PYHKIIHO-
HUPOBAHUS W YAYYUIEHUs CHCTEMbl MEHEDKMEHTA KauecTBa, 4 TaKXKe YIOBJIETBOPCHUS NMOTpebuTeNel u
APYTUX 3aMHTEPECOBAHHBIX CTOpOH. K pecypcaM MOXHO OTHECTH pabOTHUKOB, MHPPACTPYKTYpPY, IPOU3-~
BOJICTBEHHYIO cpeay, HHGOPMAIIUIO, ITOCTABIIMKOB U IIAPTHEPOB, IIPHPOIHbIE H GUHAHCOBBIE PECYPCHI.

6.1.2 Bompocsl, KOTOpbIE JOJDKHBI PUHUMATHCS BO BHUMaHUe

st yaydireHUS DesTeIbHOCTH OpraHU3alui HeoOX0MMMO pacCMOTPETh BCE BOIIPOCHI, KacaloLIUecs
pecypcoB, HaIlpUMep:

- pesynsraTuBHOe, 3¢heKTUBHOE U CBOEBPEMEHHOE IIPEJOCTaBIeHNEe PECYPCOB C YYETOM BO3MOX-
HocTell U OrpaHUYCHUIT;

- MaTepuanbHBIE pecypchl, TAKKe, KaK YCOBEPUIEHCTBOBAHHBIC TPOM3BOACTBEHHBIE M BCIIOMOTraTe Ib-
HBIE CPEICTBA;

- HeMaTepHaJbHBIC PECYPCHI, TAKME, KAK MHTEJUIEKTYJIbHAsA COGCTBEHHOCTE;

- pecypchl U MEXaHU3MBbI, COACHCTBYIOIIME HHHOBAIUOHHBIM [TOCTOSHHBIM YAYUILUCHUSIM;

- OpraHu3alMOHHbIE CTPYKTYPHI, BKJIIOYAs CIYXOBI, YIOBIETBOPAIOLIUE MOTPEOHOCTH MEHEIKMEHTA
IpOeKTa M MATPUYHOI'O ITOAXOMA;

- MEHEXKMEHT UHDOPMaLUuM U TEXHOJIOI'UH;

- MOBBILIEHUE KOMIIETCHUUH [TIOCPEICTBOM LIEIEHAIIPABJICHHOM ITOArOTOBKH, 06pa30BaHmst U 00y4eHH s ;

- pa3sBUTHE HABBIKOB M Tpodwieil JuaepcTsa Uil OYIYIIUX MEHEIDKEPOB OpraHH3alluu;

- KCHOJIb30BaHUE MPUPOIHBIX PECYPCOB U MX BO3AEHCTBHE HA OKPYXAIOILYIO CPEIY;

- IUIAHUpOBaHuUeE 1oTpebHOCTel B pecypcax Ha Oymyliee.
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T'OCT P MCO 9001—2001 Cucrembl MeHe/DRKMEH T2 KayecTsa. TpeGoBanmns

6 MeHeKMEHT pecypcoB

6.1 OGecneyenne pecypcamu
OpraHu3aius JOJDKHA OIPeeSTUTh M 06ecrieyuBaTh pecypcsl, TpebyeMble MULs:

a) BHCOAPCHUA W IOAACPXAaHUA B pa6oqu COCTOSATHHHA CUCTCMBI MCHECIDKMECHTA KAa4ecTBa, 4 TAKXKE
MOCTOAHHOTO IMOBBILLICHHUA €€ PEIYJIBbTATUBHOCTH,

6) MOBBILUEHMS! YIOBJIETBOPEHHOCTH TIOTPeGUTENEH [TYTEM BBIIOJIHEHUS UX TPeOOBAHMIA.

6.2 PaGoTankn

6.2.1 BosineyeHue pabOTHHKOB

PykoBoncTBy ciiefyeT yJAy4LUWTh PE3YAbTaTHBHOCTh U 3((EeKTHBHOCTh OPraHU3aLMU, B TOM YHCJe
CHCTEMY MEHEKMEHTA KauecTBa, Yepe3 BOBIeYeHHe PaGOTHUKOB M HX IONAEPXKKY.

B ka4yecTse NOMOLUM B JOCTHXKEHUHU LieIeH YAYJLIEeHHsS] CBOEH NeSATEbHOCTH OpraHM3aluy HeobXxo-
JIMMO TIOOIUPSATH BOBJEYEHNE M PA3BUTHE CBOMX PAOOTHMKOB IIOCPEICTBOM:

- IUTAHMPOBAHUSI 00ecHeyYeHHs OCTOSHHOM MOATOTOBKK M Kaphephl;

- OnpeleNieHWs OTBETCTBEHHOCTH U MOJIHOMOYMIA MEPCOHANA;

- pa3pabGoOTKU WHIMBUIYaJbHBIX W TIPYIIOBBIX lejiei, MEHEIXMEHTa BBIMOJHEHHs IIpouecca H
OIIEHUBAaHHS PE3YJIbTATOB;

- COIEHCTBUA BOBJIEYCHUIO paOOTHUKOB IIPH IIOCTAHOBKE Liejeil U MPUHSATHH pelieHHN;

- TIPWI3HAHMS ¥ BO3HArpaXmeHMs;

- COACHUCTBUS OTKPBITOMY, IBYCTOPOHHEMY o6MeHY HHdopMalueil;

- HOCTOAHHOIO aHaIu3a MOTpeOHOCTENH CBOUX pabOTHHKOB;

- CO31aHHUS YCIOBUM, MOOLIPSIOUIUX HOBOBBEXEHUS;

- obecrieyeHus 93¢ eKTUBHOM rpynIoBoii paboTsr;

- UHOOPMUPOBAHKS O MPEUIOXEHUSIX ¥ MHEHMAX;

- HCIONB30BAHMS U3MEPEHUII CTENIEHH YIOBJETBOPEHHOCTH PabOTHHUKOB;

- BBUICHEHUS IIPUYUH NPUXOAa pabOTHUKOB B OPraHU3aIIHI0 ¥ MX YBOJbHEHMS.

T'OCT P MCO 9001—2001 Cucrembl MeHekmeHTa KavecTsa. TpeGopanus
6.2 YenoBedyeckue pecypehi
6.2.1 O61He MONOKEeHUS

Iepconan, BeImonHsIOWMIA paGoTy, BIMSIOLIYIO HAa Ka4eCTBO IPOAYKLMH, AOJLKEH OBITH KOMIIE-
TEHTHBIM B COOTBETCTBHMHM C ITOJYYEHHBIM 00pa3oBaHHEM, ITOArOTOBKOM, HABEIKAMU M OIIBLITOM.

6.2.2 KOMIIETEHTHOCTb, OCBESOMIIEHHOCTh M TIOATOTOBKA

6.2.2.1 KomreTeHTHOCTD

Pykosoncrsy cienyer yGenuTbcst B HATMYUN KOMIETEHTHOCTH, TPEOYIOILEHCS [UIs1 pe3yIbTaATHBHOMN U
3¢¢deKTHBHON paboThl OpraHU3aLUyu. DTO NOCTHraeTCss HA OCHOBE aHAMW3a GAKTUYECKUX H OXMAAEMBIX
MOTPEeOHOCTE B KOMIIETEHTHOCTH B CPABHEHMHM C YX€ HMMEIOUIEHCS KOMIIETEHTHOCTBIO PaGOTHMUKOB
OpraHu3alLtH.

B ocHoBe coolGpaxeHuit 110 TOBOLY NMOTPEOHOCTEN B KOMIIETGHTHOCTH JIEXAT:

- Gymyume TpeGoBaHMsI, CBA3AHHBIE CO CTPATETHYECKUMH M ONMEPATUBHBIMU [UIAHAMM U IEISIMM;

- OXHIAEMBIA MEHEIXMEHT U NOTPeOGHOCTh MTOCIENOBATEIbHOTO NPUMEHEHMS paGodeil CHIIBL;
H3MEHEHMS B MIpolleccax OpraHU3aluu, CPeACTBaX U 000pYIOBAHKM;
OLICHUBAaHHE KOMIIETEHTHOCTH OTAENBHBIX PAOOTHUKOB IUTS BRITOJHEHHS OINpeNeJeHHBIX BHUOOB
JIeSITeIbHOCTH

- 3aKOHOMATENbHEIE U IpYTrue 00s13aTe/lbHbIe TpeOOBaHMs U CTaHlIaprI BJIMSIIOIIME HA OPTaHU3aLHIO
U e€ 3aUHTEPEeCOBAHHBIC CTOPOHEI.

6.2.2.2 OcBeIOMJIEHHOCTb M HOATIOTOBKA

Ilpu rutaHMpoBaHMM MOTpPeGHOCTEN B OGYYEHMH U MOATOTOBKM PaGOTHHKOB HEOOXOXUMO YUUTHIBAT
U3MEHEHUs, BEI3BAHHBIC XapaKTepOM IIPOLIECCOB, Kynb'rypoﬁ OPraHU3allUM U CTEIIEHBIO ITOATOTOBIIEHHOCTH
pabOTHHKOB.

Boopyxenue paGOTHMKOB 3HaHMSAMH, NpUOGPETEHHE MMM HABBIKOB M OIbITA TPECIEXYIOT LEib
TOBBIIEHUS X KOMIIETEHTHOCTH.
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B xone oOy4eHHUs U MOATOTOBKH ITOAYEPKUBACTCS BAXKHOCTD BRIIIOJIHEHUs] TpeOoBaHUii, moTpeGHoCTEMH
M OXHMIAHMIA MOTpeOUTENEi 1 IPYTHX 3aMHTEPECOBAHHBIX CTOPOH. ITOATrOTOBKA TAKXKE BKIIOYAET OCO3HAHME
MOCJICACTBHI HEBBIMOJMHEHUS TpeOOBaHMMI ISl OPraHU3aLUHA U ee paOOTHUKOB.

JUtsi okasaHMs NMoNAepXKM JOCTHXKCHMIO LieJie opraHM3alM¥ M pa3BUTUIO ee pabOTHUKOB IIpH
IUIAHUPOBAHUU OOYyYEeHUS U MOATOTOBKUY DAGOTHMKOB YYUTHIBAIOT;

- onsIT paGOTHUKOB;

- MoJpa3yMeBacMble M OYEBHUIHEIE 3HAHUS;

- HaBBIKM JIMOEPCTBA U MEHEIXMEHTA;

- CPeACTBa IUIAHUPOBAHUS U YIyJIIEHMS;

- TPYIIOBYIO paborty;

- peuieH#e 11pobiem;

- HaBBIKK OOIEHMS;

- KYIbTYPY M COLIMAJILHOE MOBEIEHUE;

- 3HAHME PLIHKOB, NMOTpeOHOCTEH M OXHUAAHUWI NoTpedbuTeNeil U APYTUX 3aMHTePECOBAHHEBIX CTOPOH;

- TBOpPYECTBO M HOBATOPCTBO.

s coneiicTBHS BOBJIEYEHHUIO pabOTHUKOB 00yUeHUE U MOATOTOBKA TAKKe BKIIOYAIOT:

- TIporHo3 Gymyliero opraHu3aluuu;

- MOJIUTUKY ¥ LEIU OPraHU3aLMH;

- OpraHW3alLMOHHBIE U3MEHEHUS U Pa3BUTHE;

- MHULWHPOBAaHMWE Y BHEAPECHHUE INPOLIECCOB YIyYLIEHMS;

- BBITOJBI OT TBOpYECKON paboThl U HOBOBBEIEHMIA;

- BJIMSIHME OPraHU3aluy Ha oOLIECTBO;

- BBOIHBIHA Kypc IUIS HOBBIX pabOTHUKOB;

- MepuofUYecKUe MporpaMMEl MOBLILEHUS KBAIUDUKALUY U YXe TIOATOTOBIEHHBIX paOOTHUKOB.

B rutaHbI MOATOTOBKYU CCAYET BKIIIOYATH:

- LeNu;

- IIPOTPAMMBI M METOXbI;

- HeoOXOIUMBIE PECYPCHI;

~ olpenesieHHe HeoOXOMMMON BHYTPEHHEN MOMIEPKKH;

- OLIEHMBAaHHUE MOBHILIEHUS KOMIIETEHTHOCTH pPaOOTHUKOB;

- U3MEpeHUe Pe3YJIbTATUBHOCTU U BIMSIHUS HA OpraHU3aluIo.

ITpoBonuMble 00yyeHME U NIOATOTOBKY PabOTHHKOB HEOOXONMMO OLIEHUBATE C TOYKU 3pEHUS OXHUIA-
HUM ¥ BO3NEHCTBUS HA PE3YIbTATUBHOCTD U 3G heKTUBHOCTD OpraHM3alMy KaK CPeACTB YAYUIIEHUS TUIAHOB
[IOATOTOBKM KalpoB Ha Gyayiuee.

TOCT P MCO 9001—2001 Cucremnl MenemkmenTa Kavectsa. TpeGoanus
6.2.2 KoMITeTeHTHOCTD, OCBEIOMIEHHOCTD ¥ IIOATOTOBKA
OpraHu3anus JOJDKHA:

a) OMpeNesiTh HEOOXONMMYIO KOMIIETEHTHOCTD IUISI NEPCOHANA, BBIMOIHSIOLUIETO paboTy, KoTopas
BJIMSIET HA KAYECTBO NPOMYKIUH;

6) obecrieynBaTh NOATOTOBKY WIH NIPEATIPUHUMATD APYyrue HeUCTBUSI C LIENBIO YIOBIETBOPEHHS 3TUX
notpebGHoOCTEi;

B) OLCHHMBATH PE3YJNbTATUBHOCTD MIPCANIPUHSTHIX MED,
I‘) ofecrieyuBaTh OCBEIOMIEHHOCTh CBOETO nepcoHana ob AKTYyaJIbBHOCTU M BAXHOCTH €r0 JIesATelb-
HOCTU U BKJIAZIE B JOCTUXECHHUE Heael B objiacTu Ka4yecTna,

,ZI) NoAuepXnBaTh B paﬁoqu COCTOSAHMH COOTBETCTBYIOLLIME 3aMKCcH 00 06pa303aHpm, ITOATrOTOBKE,
HABBIKAaX M OIILITE.

6.3 Nudpacrpykrypa
PykoBoACTBY ciiefyeT OINpefenuTh MHMPACTPYKTYpY, HEOGXONUMYIO IUIA IPOLIECCOB XM3HEHHOIo

HMKJIa TPONYKLIMM, YYUTHIBAS B TO XKe BpeMs MOTPeOHOCTH M OXHIAHHSA 3aWHTEPECOBAHHBIX CTOPOH.
Hudpactpykrypa BxmodaeT B ceGsl TaKHde pecypchl, KaK IPOM3BONCTBEHHOE IOMeleHUe, pabodee Mpo-
CTPaHCTBO, CPEACTBA TPyAa ¥ 060pyAOBaHUE, BCIIOMOTaTeIbHEIE CTYXO0bl, HHGOPMAIIMOHHbIE ¥ KOMMYHH-
KAlOHHbIE TEXHOJNIOIMH, 4 TAKKE TPAHCIIOPTHBIE CPEICTBA.

IMpouecc onpeneneHust HHGPACTPYKTYPHI, HEOOXOMMMON UL NOCTHXEHHUS Pe3y/ibTaTUBHOIO U 3¢-
(peKTUBHOTO XU3HEHHOTO IIUKAA ITPOAYKIIUH, BKIIIOYAET:
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a) obecrieyeHHe WHOPACTPYKTYpPBI, ONpeAeJeHHOU ¢ TOUKU 3peHUS Leiei, GYHKIMOHAILHOCTH,
9KCIUTYaTALIMOHHBIX XapaKTEPHUCTHUK, FTOTOBHOCTH, 3aTpaT, 6€30IIaCHOCTH, CEKPETHOCTH U BO3OGHOBICHUS;

6) pa3paboTky U BHEApEHHE METONOB TEXHMYECKOIO OOCIYXKUBAHUS M PEMOHTA, YTOOL! YOennuThes,
4T0 HHMPACTPYKTYpa NMPOJOJIKAET OTBEYATh MOTPEOHOCTSIM OpPraHW3aIiK; 3TH METOMR! JOJIKHbI YYUTHIBATh
BUJl U YACTOTY TEXHUYECKOrO OOCIYXHBAaHUS W PEMOHTa, a TaKke BepUPUKAUUIO0 GYHKUMOHHPOBAHMS
KAXIOTOo 3JieMeHTa MHQPACTPYKTYPHL B 3aBUCHMOCTH OT €ro BAXHOCTH U chephbi UCIIONb30BAHMSA;

B) OLEHKY MHGPACTPYKTYPHI MCXOIsl U3 NMOTPeOHOCTEN M OXMAAHUI 3aHTEPECOBAHHBIX CTOPOH;

I) pacCMOTPEHHME BOIIPOCOB OKpYyXawlleH cpeldbl, CBS3aHHBIX ¢ HMHOPACTPYKTYPOIt, Takux, Kak
COXpPaHEHUE TPUPOIBI, 3aTPSI3HEHNE, OTXOABI U PELMKIIHHT.

Ha unbpacTpyKTypy MOTYT BO3IEHCTBOBATh MPUPOJHBIE SIBIEHUSI, KOTOPHIMU HEBO3MOXHO YIIpaB-
aste. B nnaHe WHQPACTPYKTYphl CHELYET YyYUTHIBATb OMNpeAe/ieHHe W YMEHBIIEHUWE COOTBETCTBYIOLIMX
PHCKOB ¥ OTpPaxaTh CTPATETUIO 3aLEUTH MHTEPECOB 3aHHTEPECOBAHHBIX CTOPOH.

T'OCT P CO 9001—2001 Cucrembl MeHeaKMeHTa KadecTsa. TpeGosanus

6.3 Undpacrpykrypa
OpraHu3zalus JOJKHA ONPEAEsATh, 0OeceurBaTh U MONLAEPXUBATh B paboueM COCTOSIHUM uHpa-
CTPYKTYpPY, HEOOXOOUMYIO IUIST JOCTUXEHUS COOTBETCTBUS TPEOOBAHUSIM K TPOXYKIIMH.

NHbpacTpykTypa MOXeT BKIIIOYATh:

a) 3paHusl, paboyee MPOCTPAHCTBO M CBSI3aHHbBIE C HUM CPEACTBA TPY/a;

6) o6opyzoBaHUe IUIsl MPOLIECCOB (KaK TEXHUYECKME, TAK U MIPOrpaMMHbIE CpeCTBa);
B) cayx0bl obecreueHusl (HApUMeEp, TPAHCTIOPT WK CBSI3b).

6.4 IlpousBoacTBeHHas cpeja

PYKOBOACTBO JTOJXKHO 00eCeYrBaTh NO3UTUBHOE BIIHSIHME NPOM3BOICTBEHHOM Cpeabl Ha MOTUBALHUIO,
YAOBJIETBOPEHHOCTE M paboTy MEpCcOHAaa C LE/IbI0 YAyILICHNS AEATeIbHOCTU OPraHU3alUH.

Ilpu coznaHuu oAXoAsiilel MPOU3BOACTBEHHONW cpelibl — KOMOMHALMHU YEJIOBEYECKOTO U cbnamec-
Koro (akTopoB — clielyeT YAEJATh BHUMAHUE:

- MeTollaM TBOpYECKOH paboTbl U BO3IMOXHOCTSM 6oJjiee MOJHOIO BOBJIEYEHUS C LIEABIO pealu3aluy
MOTeHKMaa pabOTHMKOB OpraHU3a1lny;

- OpaBWiaM TEXHHMKM Oe30[IAaCHOCTM M METOAMYECKMM YKAa3aHHUSIM, B TOM YHUCJE MO NPUMEHEHUIO
CPENCTB 3AIUTHIL;

- 3pProHOMMKE;

- pa3MeilleHUI0 paboYyruX MECT;

- COLMAJIBHOMY B3aMMOIECHCTBUIO;

- cpencTBaM oOCIyXMBaHMA IepCOHANA B OpraHM3alMM;

- TEMIIEPATYPE, BJIAXHOCTH, OCBCILUEHNIO, BO3AYILIHON BBITSIXKE;

- CAHMTapHbLIM YCJIOBUSIM, YUCTOTE, WIYMY, BUOpALIMU U 3arpsS3HEHUIO.

I'OCT P HCO 9001—2001 Cucrempl MeHemxMenTa KayecTsa. TpeGopauus
6.4 IIpousBoacTBEeHHAs cpeda

OpraHmaunﬂ JOJIKHA CO3adaBaTh IIPOM3BOACTBEHHYIO Cpeay, HeOGXOIlI/IMy}O JUIE DOCTUXKEHUS COOT-
BCTCTBHUSA TpeGOBaHP[HM K NPpOAyKIIUM, M YIIPABJIATH €I0.

6.5 Vindopmanun

PykoBoncTBy Heobxomumo obpaiarbcsi ¢ AAHHBIMU Kak ¢ GYHIAMEHTANbHBIM MCTOYHUKOM IS
npeobpa3oBaHus B UHPOPMALMIO U MTOCTOSIHHOTO pa3BUTHs 6a3bl 3HAHUI OpPraHM3alMK, KOTOpas BaXHa
IpY NIPUHSTUY peUIeHUH, OCHOBAaHHBIX Ha (hakTax, ¥ MOXET CTUMYJIMPOBATb HOBOBBEAEHHUSI.

Ans MeHemxMeHTa HHGOPMaMK OPraHU3aLUK CIIENYeT:

- OMpelNenuTh CBOM MOTpebHOCTUH B MHGOPMALH;

- OINpEAENUTh U MOIYYMTh JOCTYN K BHYTPEHHUM U BHEIHNM MCTOYHHKAM HHGbOpManuy;

- npeobpa3oBaTh MHGOPMALIMIO B 3HAHUS, UCTIONb3yeMble B OPraHU3aLUY;

- MCIOJIb30BaTh JAHHbIE, UH(POPMALMIO U 3HAHUS U151 IOCTAHOBKY Y peTU3aLMK Lenei 1 CTpaTerym

- obecrieynBaTh COOTBETCTBYIOLIYIO 6e3011acCHOCTh U KOHGUIEHIIUATIBHOCTS;

- NPOBOAUTb OLEHKY BBIr0[, MOJIYYaeMBIX 3a CYET MCTIONB30BAHUA NHOOPMALIMH, C LIEJIBIO YAYYIHEHHUS
MeHeXMeHTa UHbOopMalMK U 3HaHUH.
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6.6 IocTaBUMKH ¥ NapTHePbI

PyKOBOZCTBY CielyeT yCTAHOBUTH B3aMMOIEHCTBHE C IIOCTABIMKAMY U IAPTHEPAMHU UL IIOANEPXKKU
1 obnerdeHusi o6MeHa MHQOPMAIMER ¢ LEIbIo B3AUMHOTO YIYYINEHUS Pe3yJbTATUBHOCTH U 3 dekTuB-
HOCTH IIPOLIECCOB, CO3AIOLINX [IEHHOCTb.

Y OpraHu3aLMy MMEIOTCS PA3INYHbIe BO3MOXHOCTU YBEIMYUTh LIEHHOCTD IOCPEACTBOM PabOTh! €O
CBOMMM TOCTABIIMKAMM Y NapTHEPaMH, HALIPUMED:

- OITHUMU3AIMS KOJUYECTBA MTOCTABILKUKOB Y [TAPTHEPOB,;

- YCTaHOBJIEHME IBYCTOPOHHEN CBS3M Ha COOTBETCTBYIOLIMX YPOBHSIX O0€UX OpraHM3aumit IUIst
COZEHCTBUS OBICTPOMY PELUEHMIO MPOGJIEM U YCTPAHEHHUS TOPOTOCTOSLIMX OTCPOYEK WU CIIOPOB;

- COTPYIHMHYECTBO C IIOCTABILMKAMH IPH BATMAALMU BO3MOXHOCTEN MX MIPOLECCOB;

- MOHMTODHUHI CINOCOOHOCTH IOCTABIIMKOB TNMOCTABIATL COOTBETCTBYIOLLYIO IMPOAYKIMIO C LEJbIO
yCTpaHeHUs] U3UILHUX BeprudUKaLiuii;

- CTMMYJIMPOBAaHME IOCTABLIMKOB K BBIMOJHEHMIO MPOTPaMMBI MIOCTOSHHOTO YJIYYIUEHHUs IesTeb-
HOCTH Y K NPUHATHIO Y4aCTHUSA B IPYTMX COBMECTHBIX HHULMATUBAX 1O YIYYUICHUIO;

- BOBJIEYEHME TOCTABIIMKOB B HEATENbHOCTh OPraHU3aIMU IO NMPOEKTUPOBAHUIO M pa3paboTke ¢
LEJIpI0 OOMEeHA 3HAHUSIMU, PE3YIbTATUBHOTO U 3 (EKTUBHOTO YIy4IUEHUS TPOUECCOB XU3HEHHOTO LMKIIA
Y TIOCTABKM COOTBETCTBYIOLLEH MPOLYKLIHUH,

- BopJleyeHMe MAapTHEpPOB B OINpelelieHHe MOTpeGHOCTEH B 3aKYNKaX M COBMECTHYIO pa3paboTKy
CTpaTeruy;

- OUEHMBaHUE, IPU3HAHME U BO3HATPAXIEHUE YCWIMK U NOCTHXEHUH MOCTABLIMKOB U NMApTHEPOB.

6.7 Ilpupoasnbie pecypchl

CremyeT y4MThIBaTb HAIWYHe TMPHUPOAHBIX PECYPCOB, KOTOpbIE MOTYT BJIMSITH Ha JEATENBHOCTDb
oprasusamuu. HecMoTps Ha To, YTO TaKUe PECYpPChl YACTO HAXOISTCSL BHE HEMOCPEICTBEHHOIO yIIPAB/ICHUS
CO CTOPOHBI OPTaHM3ALUM, OHH MOTYT UMETb CYLECTBEHHOE MO3UTUBHOE WJIM HEraTUBHOE BIMSHUE HA €€
pe3yabTaTel. OpraHn3auusi NO/KHA MMETh IUIAHBI XEHCTBUM Ha Cily4ail HenpeABUACHHBIX OOCTOSTE/NbCTB
no oGecneyeHMIo pecypcaMy Wid KX BO30OHOBIECHMIO C LIENBIO MPENOTBPAIUEHUS WIM MUHMMH3ALUH
HEraTUBHOrO BOZNEHCTBUS HA AESTEIBHOCTh OPraHU3ALMK.

6.8 dunancossie pecypesl

MeHeIXKMEHT PecypcoB BKIIOYAET JeATebHOCTh M0 YCTAHOBJIEHMIO MOTpebHOCTEH B (PUHAHCOBBIX
pecypcax M ux UcTouHMKOB. KoHTposib 33 (DMHAHCOBBIMH PECYPCAMM BKIIIOYEET CpaBHEHME (PaKTHIECKOro
MIPYMEHEHHS C TUIAHOBBIM U NPUHATHE HEOOXOAUMBIX NEACTBUM.

MeHeXMeHT hMHAHCOBBIX PECYPCOB BKJIIOYAET IIAHMpPOBaHHe, obecreyeHrne HAIMIUsL B KOHTPOJIb,
HEeo6X0oNUMBbIe IS BHEAPEHUS U MOMIEPXAHUA PE3yNIbTaTUBHON U 3PPEKTUBHON CHCTEMBI MEHEIKMEHTA
KayecTBa 1 JOCTYDKEHHUS Lieseil opranmsauui. MeHeIXXMEHT TakxkKe MpefycMaTpUBaeT pa3paboTKy mporpec-
CUBHBIX (PMHAHCOBBIX METOMIOB TS TIOJIEPXKHN U MOOILPEHUS YIYYIIEHUs AeTeIbBHOCTY OpraHU3aLiH.

TToBbILIEHHE PE3YALTATUBHOCTH U 3¢ PEKTUBHOCTU CUCTEMbl MEHEIXKMEHTA Ka4eCTBa MOXET MOJIO-
KUTEIBHO CKa3blBaThCAd HA (PUHAHCOBBIX Pe3y/bTaTax OpPraHM3alyH, HallpuMep:

a) BHYTPEHHE, [OCPEACTBOM COKDAUIEHUSI OTKA30B [IPOLECCOB ¥ MPOAYKIMHU WM PACTOYUTEIbHOTO
pACXONOBAHUSA MATEPUATOB M BPEMEHH;

6) BHEIIHE, TOCPEACTBOM COKPAllleHUS OTKA30B MPOAYKLMH, CHUXEHHs 3aTPAT Ha KOMIIEHCALMIO [10
MIOPYYMTEBCTBAM M TApAHTUAM, a TaKXKe CHIDKEHUs LEHbI IIOTEpU ITOTPeOUTENEH 1 PHIHKOB.

WHbopMatys o TaKMM BOIIPOCAM MOXET Takxke 00ecHeyrBaTh CPEACTBO YCTAHOBJIEHUS HEpe3yilb-
TaTUBHON WK Hea(pPeKTUBHOM NeATeTBHOCTA U MHUIMUPOBATh NOAXOASAILUME AEACTBUA O YIYYIIECHHIO.

(OUHAHCOBYIO OTYETHOCTh II0 JHEATEJIBHOCTH, CBS3aHHON C (QYHKUMOHMPOBAHHEM CHCTEMBI
MEHEIXKMEHTA KAa4YecTBA WM COOTBETCTBHUEM IMPOAYKIIMHU, CIEAyeT HCIOJNB30BAThH IpHU aHANKU3E CO
CTOPOHBI PYKOBOACTBA.

7 IIpouecchl XXU3HEHHOTO LUKAA HPOIYKUHH

7.1 ObiMe peKOMeHIAIIMH

7.1.1 Beenenue

Bhiciee pyKOBOACTBO JOMKHO 00ecrieyrBaTh pe3ylbTaTuBHOE U 3P deKTHBHOE DYHKIMOHMPOBAHHME
TIPOLIECCOB XU3HEHHOrO LUKIIA MPOAYKIMK, BCIIOMOraTebHbIX IPOLIECCOB, & TAKXKE CBA3AHHYIO C HAMU
CeTh MPOLIECCOB, C TEM YTOOBI OPTAHM3ALMS MOIVIA YIOBJETBOPSITH CBOM 3aMHTEPECOBAHHbBIE CTOPOHBI. B
TO BpeMS KaK IPOLECCHI XXU3HEHHOTO [MKJIa TIPUBOIST K CO3AAHHUIO MTPOAYKUMH, J0OABISIOMIENR UEHHOCTD
OpraHM3aLMK, BCIIOMOraTejbHbIE MPOLECCH TAKXKe HEOOXOMMMBI OPraHM3alMHU, TaK KaK OHM J00aBJIIOT
IIEHHOCTb KOCBEHHO.
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JI1060i npoliecc SIBISIETCS [T0CAEA0BAaTENIEHOCTBIO CBA3AHHBIX MEXLY COO0M BUIOB AEATEIBHOCTH MIN
JEATEIbHOCTBIO, KOTOPAasi UMEET BXOJ ¥ BBIXOX. PYKOBOLCTBY CIIeAyeT ONpeAeNuTh HeOOXOOUMBIE BBIXONBI
NpoLIECCOB M UIeHTUDUIIMPOBaTh HEOOXOOWMBIE BXOAbI M BUIbI JEATEJBHOCTH JUIA PE3YJBTaTUBHOIO U
3¢ dEKTUBHOIO TOCTVKEGHHS BBIXOLOB ITPOIIECCOB.

B3auMoneiicTBHE MPOLIECCOB MOXET OBITh CIOXHBIM, MPUBOJALIMM K CO3NAHHUIO CETEll MPOLECCOB.
JUist obecriedeHus! pe3ybTaTHBHOM M 3 deKTUBHOM NesTeILHOCTH OPraHU3aluH PYKOBOJCTBY Heo6XonuMo
MPU3HATE, YTO BHIXOX OMHOIO MpPOIECCAa MOXET CTaTb BXONOM U APYroro WIM HECKOJBKHX IPYTHX
IIPOLECCOB. »

7.1.2 Bormpocsl, KOTOpbIE€ JOKHBI IPUHUMATECS BO BHUMaHKUE

TToHUMAaHHEe TOTOo, YTO IPOLIECC MOXET OBITh NMPEACTABICH KAK NMOCIeN0OBATEIbHOCTE BUAOB AeATENb-
HOCTH, IIOMOTaeT PYKOBOJICTBY ITpH ONpeleIeHUH BXo10B /IS pouecca. [Tocie onpeneeHUst BXOAOB MOTYT
GBITh ONpefAeeHbl He0GX0MUMble BUIBI AEATENIBHOCTH, ACACTBISA M TpebylolliMecs pecypehl Ui Ipolecca
¢ LIEJIbIO JOCTIDKEHHS XeTaeMBIX BBIXOIOB.

PesynsTaThl BepudbMKAIMY M BATMAALMM IIPOLIECCOB M BBIXOAOB CAEAYET TAKXKE PACCMATPUBATHL KaK
BXOJBI IJIs1 TIpoliecca C 1ENbI0 MOCTHXEHHUSI TOCTOSHHOIO YIYYIUEHUS JESITEIbHOCTH U IIONYJIAPU3AIIUY e
COBEpILEHCTBA HA BCEX YPOBHSIX OpraHU3aLUM.

IMocTosiHHOE yiIydlleHHe MPOLIECCOB B OPraHU3AIMM ITOBBICUT Pe3YJIbTATUBHOCTE U 3 PEKTUBHOCTD
CUCTEMBI MEHEDKMEHTA KAYeCTBa U Y/IYYIINT AeITeIbHOCTh OpraHu3auny. B npwioxeHnu B onuchiBaeTes
«[Tpouecc NOCTOSHHOTO YNYYLIEHMs», KOTOPbI MOXHO HCIIONb30BATh [UIA OKa3aHMA NOMOIUM IpH
omnpeneneHun NeACTBUN, HEOOXOMUMBIX UISl TIOCTOSTHHOTO IOBBIIUEHUS PE3yJIbTATUBHOCTH M 3¢bGeKTHB-
HOCTH TPOLIECCOB.

IIpolteccr cnenyer 3aTOKYMEHTUPOBATD B TOM CTETIEHM, KOTOpast TPEOYeTCH /IS ITOMIEPXKKH Pe3yIib-
TATUBHOU M 3(PGheKTUBHON paboTHI.

JloxyMeHTalUs, CBI3aHHAsI C NPOLIECCAMU, CIIOCOBCTBYET:

- OIpeNeieHUIO W JOBEIEHMIO 1O CBEACHUA TIEPCOHANA BAXHBIX XapaKTEPUCTUK MPOLIECCOB,;

- IIOATOTOBKE ITO BoIlpocaM (GyHKIHUOHUPOBAHUS IIPOLIECCOB;

- o6MeHY 3HAHHAMH M OITBITOM B KOMaHAAX ¥ paboyMX IpyIax;

- NIPOBEICHUIO U3MEPEHUH U ayaMTa NPOLIECCOB,

- aHAJIU3Y, NepecMOTpY ¥ YIYUILIEHUIO IIPOLIECCOB. :

HeobxonuMo oleHUBATh POJib PAGOTHUKOB B IIpolieccax ¢ TEM, YTOOBI:

- obecIreydBaTh OXpaHy TpyAa MepcoHaNa;

- obecreyuBaTh HAIMYKUE TpeOyEeMBbIX HAaBLIKOB;

- TORIEePXUBATh KOOPAVHALMIO ITPOIIECCOB;

- ob6ecreYnBaTh BXOOHbIE JaHHBIE JJIA aHANIM3a MMPOLIECCOB, MONYyYaeMBbie OT PAOOTHHUKOB;

- coIeicTBOBAaTh BHEJPEHUIO HOBOBBEACHMIA, NIpelIaraeMblX pabOTHUKAMMU.

TIpu cTUMYIMPOBAaHUH IIOCTOSIHHOTO YJIy4LIECHUS AATEIbHOCTA OPTaHU3ALMH aKUEHT ClIEAyeT Je/IaTh
Ha TIOBBILIEHUY pe3YAbTATUBHOCTH U 3¢ (EeKTUBHOCTH TIPOLIECCOB KaK CPEACTBE JOCTHIKEHMS O/aronpusiT-
HBIX pe3yJIbTaToB. Bo3pociime BbITOAbI, TOBBILIEHHAS YIOBIETBOPEHHOCTD IIOTpeOUTE e, JTyqlliee UCTIOND-
30BaHUE PECYPCOB M COKpallleHME HEMPOU3BOOUTENbHBIX PACXOHOB — 3TO [IPHUMEPEI U3MEPSAEMBIX pE3Yib-
TaTOB, KOTOPBIE OBUTH JOCTUTHYTHI MK OOJNBILEH pe3yIbTaTUBHOCTH M 3PGPEKTUBHOCTH MPOLIECCOB.

7.1.3 MeHenXMeHT IIpOLIECCOB

7.1.3.1 Ob1ue MOAOXECHUS

PykoBoncTBO omnpeneisieT Mpouecchl, HEOOXOAUMBIE ISl XKU3HEHHOTO LIMKIIA MPONYKLMHU, C LENbIO
YIOBJIETBOpEHHs TpeOoBaHuit moTpeOuTeNeil U HPYTMX 3aWHTEPECOBAHHBIX CTOPOH. LA ofecrieyeHus
KU3HEHHOTO LMKIA NPOAYKLMM CJIeAyeT yIeNnsTh BHUMaHWe COOTBETCTBYIOLUUM BCIIOMOTATEAbHBIM IIpO-
LIeccaM, a TAKXKe XKeJlaeMBIM BBIXOIAM, STaraM IMpOLecCOB, AESITEBHOCTH, IIOTOKAM, MEpPAM YIIpaBIeHNU,
NoTpeGHOCTAM B TOATOTOBKE KagpoB, o0OpYAOBAaHUIO, METoAaM, MH(pOpMaUMy, MaTepualamM M APYTHM
pecypcam.

Heo6xonyMo cocTaBUTh ONEpaTUBHBIN IUIaH MO MEHEIXMEHTY IIPOLIECCOB, BKIIIOYAIONINH:

- TpeGoBaHUs K BXOAY U BBIXOZY (Hampumep, crieluKalMy U pecypel);

- BUIBI AESITEIbHOCTH BHYTPH IPOLIECCOB;

- Bepu¢dHKAUHIO U BAIMAALMIO MIPOLECCOB ¥ MPOLYKIHH,;

- aHaau3 Ipolecca, B TOM YHCIIE ero HaleXHOCTH;

- OMpeleneHne, OLICHKY ¥ YMEHBILICHUE PHUCKOB;

- KOPPEeKTHPYIOILME M TIPEAYTIPEXKIAIOIUE AeHCTBYA,;

- BO3MOXHOCTH M JEHCTBHS MO YAYYIIEHHUIO IIPOLIECCOB,

- yhpasjieHde U3MEHEHUSAMH, OTHOCSLINMUCS K IPOLIECCAM U IPOTYKIIHU.
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ITpuMepaMu BCTIOMOTATEIBHBIX IIPOLIECCOB SBJISIIOTCA:

- MeHeIXMeHT WHdopMaruy;

- IONroToBKa pabOTHHKOB;

- ¢uHaHCOBasI AESITENBHOCTD;

- TIoguepXaHue HHPPACTPYKTYpbl M o6CIyXMBaHUE;

- TIpUMeHeHHe TIPOMBILUIEHHOTO 060pyRoBaHUs, KOTOpoe obecriequBaeT 6€30MacHOCTh/3a1LHUTY;

- MAapKETHHT.

7.1.3.2 Bxonpl, BBIXOJABI ¥ aHAJIM3 IIpoliecca

CoriacHo npoLecCHOMY MOIXOAY HEOOXOIUMO OIPENEINTDb 1 3apETHCTPUPOBATE BXOIBI UIA Ipoliecca
¢ LebIo ofecrieueHnss OCHOBBI (OpPMYIHPOBaHUA TpeGoBaHU, KOTOpbIe OyIyT IPUMEHSITECS TIPH BEpU-
$UKALIMU Y BATHIALMYU BbIXONOB. I10 OTHOIUEHUIO K OpraHU3alMK BXOIbl MOTYT ObITh BHYTPEHHUMU WM
BHEILIHUMH.

Pertenve rmpoGieMbl, Kacalollelcs IBYCMBICIEHHBIX WIK NPOTHBOPEYMBEIX TpeGoBaHUR K BXoHdy,
MOXeT 1oTpeGoBaTh MPOBEACHHUS KOHCYABTALUMI ¢ BHYTPEHHUMHU M BHELIHUMM CTOPOHAMH, MMEIOIIUMHU
OTHOLLIEHME K 3TOi NpobjieMe. BxoxHble NaHHbIE, MTONydYeHHBIE HA OCHOBE AESTEIbHOCTH, MONHAST OLIEHKA
KOTOpO# €elle He 3aBeplieHa, CIeRYeT IOABEPTHYTh OLEHHBAHMIO IOCPENCTBOM IOCIEAYIOIIETO aHANIN3a,
BepHUKaALMK U Barugaudy. OpraHu3alyy PeKOMEHAYeTCs, MAEHTUDUILMPOBATh BAXHBIE WIIM KPUTHYECKHE
XapaKTEpUCTHKH MPOXYKLUUHU U NPOLECCOB C LEIbIO pa3paboTKU pPe3yIbTaATUBHOrO M 3P PEKTUBHOIO IU1aHa
YIIpaBJIeHUs ¥ MOHUTOPMHIA JESITEAbHOCTH B XOJIE ITPOLIECCOB.

IMpu paccMOTpeHUM BOIPOCOB, OTHOCSILUXCA KO BXOLY, HEOOXOAMMO IMPUHUMATH BO BHMMaHUE
cienylwoilee:

- KOMITETEHTHOCTh PaGOTHMKOB;

- IOKyMeHTallus;

- BO3MOXHOCTH ¥ MOHUTODHHT 000pYINOBaHMUS;

- oXpaHa Tpyna, 6e30MacHOCTb M IIPOMU3BOACTBEHHAS Cpelia.

BoIxosp! rpoliecca, BepHdHIIMPOBAHHBIE OTHOCUTEIBHO TPEOOBAHUH K €10 BXOLY, BKJIIOUast KPUTEPUH
[PUEMKH, IOJKHBI YYMTHIBATH MOTPEOHOCTH U OXUAAHMS IoTpedurened M APYrHX 3aHHTEPECOBAHHBIX
cTopoH. B uensx BepuduKauMK BHIXOXBI CIEAYET 3aI0KyMEHTUPOBATh U OLIEHUTh OTHOCHTEJIbHO TpeOoBa-
HMH# K BXOAY M KpDUTEpHUSIM TIpeMKH. Takasi oleHKa oIpelessieT HeoOXOZMMbIE KOPpPEKTHPYIOLLUE,
[IpeOyIIpEXAAIOINe JAeACTBUS WIM [OTCHUMAJIBHBIE BO3MOXHOCTH HOBBILUCHUA PE3yJIbTaTUBHOCTH M
sddexTuBHOCTH mTpouecca. Bepudukalidio MPOAYKIMHM MOXHO OCYIIECTB/ISITH B XOAe Ipouecca Ui
OTpelieSIEHYS. ero U3MEHYMBOCTH.

PyKoBOINCTBO OpTaHW3alMK TPOBOIUT IMEPUOTWYCCKHI AHAIN3 XapaKTEPUCTHK IpoLeccd, YTOOBI
yOeIUThCS, YTO MPOLECC COOTBETCTBYET AEHCTBYIOIIEMY TU1any. [IpMMepEl TeM OIS TAKOTO aHANKM3A:

- Ge30TKa3HOCTh U MOBTOPSEMOCTh Mpollecca;

- NEeHTAUKAUUS U MPERyNpexXIeHNe ITOTeHIMAIbHOrO HECOOTBETCTBUS,

- aneKBaTHOCTBH BXOHOB W BHIXOHOB IMPOEKTHPOBAHUS M pa3pabOTKH;

- COIJIACOBAHHOCTBH BXOJOB M BBIXOIOB C 3aIVIAHWPOBAHHBIMU LIEJSIMU;

- BO3MOXHOCTH YIy4llIeHUs;

- Hepa3pelleHHbIE BOITPOCHI.

TOCT P CO 90012001 Cucremnl MeHeIDKMEHTa KayecTBa. TpeGoBanus

7 Ilpouecchl JKN3HEHHOTO HHKJIA MPOAYKUHH

7.1 IlnanupoBanye NPOUECCOB KN3HEHHOTO MKJIA MPOLYKUMH

Opraﬂmamm JOJIKHA IJIaHNPOBAaTh U paBpaﬁaTbIBaTb MMPOLECCHI, HeoOxoguMbIe ISl obecreyeHust
KNU3HCHHOIo 1IMKIA IPOAYKLHNH. Hnaﬂnposaﬂne IMPOLECCOB XU3HCHHOTIO LUKIA NPOAYKIIMHA HOJDKHO
OBITH COIJIACOBAHO C T‘peﬁoBaHHﬂMH K IpYIUM ripoyeccaM CUCTEMbI MCHCKMEHTA Ka4eCcTBa.

l_[pP[ TUTAaHUPOBAHUH ITPOLECCOB XXM3HCHHOI'0 HMKJIA NPOAYKIIUHK OpraHu3aunsa J0JLKHA YCTAHOBUTD,
€CJIH 3TO LIB.TICC006p33HOZ

a) Henu B obyacTU KayecTBa M TpeOOBaHUSA K MPONYKIIMM;

6) noTpeGHOCTD B pa3paboTKe MpPOLECCOB, JOKYMEHTOB, a4 TAKXKE B OBecleYeHuM pecypcaMu s
KOHKDETHOM NPOAYKIIUY;

B) HEOOXOIUMYIO NESTENBHOCTL 110 BepUHMKALMUK U BAIMIALUMH, MOHUTOPUHTY, KOHTPOJIO U
UCTIBITAHUSM IUISI KOHKPETHOM MPOAYKIIUU, & TAKXKE KPUTEPUU TTPUEMKH ITPOSYKUMM;
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I) 3amHcH, HeOGXOMUMBIE IS 0GeCIeYeHIsI CBUACTENCTRA TOTO, YTO MPOLECCH] KU3HEHHOTO LKA
MPOOYKUMH Y TIPOU3BENEHHAS! NIPOMYKLHUS OTBEYAIOT TPeOOBAHUSIM.

Peaybrar aToro riaHupoBaHus I0JXeH GBITh B hOPME, COOTBETCTBYIOILCH IPAKTHKE OpraHu3alui.

IIpuMevaHus

1 ToxyMeHT, onpeiensiomuit poLecchl CHCTEMbl MEHEKMEHTA Ka4ecTBa (BKIOYAs TIPOLIECCH! KH3HEHHOTO
LIMKJIa [POJYKUMM) H PECYPChl, KOTOPbIE NIPEJCTOUT NPUMEHSTH K KOHKPETHOIM MPOAYKLIMHM, TIPOESKTY WIH KOHTPAaKTy,
MOXET paccMaTpUBaThCs Kak IUIaH KayecTBa.

2 Ilpn pa3paboTKe MNpPOLECCOB >KM3HEHHOTO LMKIA NpPOAYKUMM OPraHM3aLMs MOXeT TakoKe NPUMEHATD
TpeGoBanug 7.3.

7.1.3.3 Banmmauysa M U3MEHEHUs IPOAYKLUUH U [TPOLIECCOB

PykoBoncTBy HeobxonuMO 0GECTIEUMBATD, YTOOB! BAIMAALHUS [IPOAYKLIAK IEMOHCTPUPOBaia ee Crio-
COBHOCTB YIOBJIETBOPSITH MOTPEOHOCTH Y OXUAAHMSL IOTPEOUTENEN U APYTUX 3aMHTEPECOBAHHDIX CTOPOH.
Banunauys oXBaThIBAET MONEIMPOBAHME, IMUTUPOBAHUE M UCIILITAHMS, 4 TAKXKE aHANU3 C BOBJICYCHUEM
notpebureneil ¥ APYrux 3aMHTEPECOBAHHBIX CTOPOH.

Borpocbsl, KoTopeie ciienyeT NpUHUMATh BO BHUMAHUE, BKIIOYAIOT B Cebs:

- MOJUTHKY U LeAU B 06JIaCTH KavecTBa;

- BO3MOXHOCTH WM KBanudukanuio oGopyrosanus;

- YCJIOBHUSI SKCILTYaTalluy IPOTYKIHH;

- HCMOJIb30BAHME WM MIPUMEHEHUE TIPONYKIINH;

- YTWIM3aLHIO NPOSYKIHH;

- KW3HEHHBIH LMK IIPOOYKIIMH;

- BO3[EACTBME NPOAYKLUUH HA OKPYXAIOLIYIO CPELY;

- BO3/EHCTBUE MPUMEHEHUs! MPUPOIHBIX PECYPCOB, B TOM YMCJIE MATEPUANOB M SHEPTHH.

Ipotiece BanMaauMu cremyeT MPOBOIUTh Yepe3 COOTBETCTBYIOLIME MHTEPBAIbl, YTOGE! 06eCIeYBATh
CBOEBPEMEHHYIO PEaKIIMIO HA U3MEHEHMs, BO3ACHCTBYIOLIME Ha MpoLiecc.

Ocoboe BHMMaHME yIeJsIeTCsl BATMIALMM IPOLIECCOB!

- Anst 0co60 LEHHON MPOAYKLMU U MPOAYKIMYA € KPUTUIECKHMH TPeGOBAHMAMHU K GE30MACHOCTH,

- TaM, I€ HEXOCTATKH B [IPOJLYKLMH MOIYT CTaTh OYEBUIHBIMH TOJILKO IPU UCITOIb30OBAHUK;

- TaM, [[e BaIWAALIUS HE MOXET ObITh IOBTOPEHA;

- Tam, rae BepudbuKaMsa TPOAYKLMHA HEBO3MOXHA.

Opranusauuu HeoOXOAMMO BHEIPUTb IIPOLECC DPe3Y/bTaTUBHOTO M 3(dHEKTHBHOIO yIpaBAeHUS
M3MEHEHUSMH, YTOOBI YOCAUTECS, YTO M3MEHEHUS TPOIYKLHMH WIM [IPOLECCOB BBINOJHBI OPraHW3ALMU U
YAOBJIETBODSIIOT MOTPEOHOCTSIM U OXMIAAHUAM 3aMHTEPECOBAHHBIX CTOpoH. MaMenenus cienyer onpefe-
JIATh, PETUCTPUPOBATH, OLCHUBATh, AHAIM3NPOBATL U MTOABEPTaTh YIIPABJIEHUIO, YTOOB TIOHSITh CTENEHDb UX
BIMSIHUSL Ha APYTHE MPOLECCH, & TAKXEe MOTPEOHOCTH M OXMIAHUS MOTPeGUTENEN U APYTHX 3aMHTEpPeco-
BaHHBIX CTOPOH.

JIro6sie U3MeHeHUS B nipoLiecce, BIUSIOLINE HA XapaKTEPUCTUKU MPOAYKUHY, HEOOXOAUMO PErHCTPU-
poBaTh ¥ NOBOAUTH 110 CBEAEHUS MEPCOHANIA, YTOObI IIOIEPXUBATL COOTBETCTBUE IPONYKIIUM U TIPEIOCTAB-
71T UHGOPMALMIO 10 KOPPEKTUPYIOUIMM NEHCTBUAM WIM YIYIIUEHUIO AeSTelbHOCTH OpraHU3aInH.
Crenyet onpefenuTs MOTHOMOYHS [I1 MHHLIMUPOBAHMS M3MEHEHHS C LIEIbI0 00eCIeYeHIUS YIIPABJICHUS.

B ciryyasix, Korna BBIXOZOM ITPOLIECCA SABNSAETCS MPOLYKLMS, 3TOT BBIXOL YTBEPXIAIOT Nocie Jiioboro
COOTBETCTBYIOIUErO M3MEHEHMSI, YTOObI MOXHO ObLTO Y6eNUThCS B XKeJlaeMOM BO3EHCTBUM MTOGIENHErO.

Moxer Takxke paccMaTpUBATBCS IPUMEHEHHE METOJOB MOJEIMPOBAHUS C IEJbIO IUIAHUPOBAHUSI
MPEYTIPEXIeHHS] OTKA30B WM HEJOCTAaTKOB ITPOLIECCOB.

Creyer npoBOOUTD OLIEHKY PYCKOB, YTOOB OLIEHMBATH BO3MOXHOCTD [1OSBJICHUS PHICKOB U MOCHE-
CTBMS1 BEPOSITHBIX OTKa30B WJIM HENOCTATKOB MPOLECCOB. Pe3ynbrarsl HeoGXoAMMO HCIONB30BAThH LIS
ONPEENCHUA 1 OCYIECTBIEHUS IPEAYNPEXAAIOIMX NEUCTBHI C NETBIO YMEHbBIICHMS MAEHTUDUIIUPOBAH -
HBIX PUCKOB.

IMpuMepe! cpecTB OLEHKH PHUCKOB:

- QHAIM3 XapakTepa U IOC/Ie[ICTBUIL 0TKA34,

- aHaJIMU3 JepeBa OTKA30B;

- AUarpaMMbl 3aBUCHMOCTH;

- METOIbl MONETUPOBAHHS;

- NPOrHo3 GE30TKA3HOCTH.
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7.2 TIpoueccoi, CBA3AHHBIC ¢ 3AMHTEPECOBAHHBIMH CTOPOHAMH

PykoBoncTBy Heo6XoouMo obecIedrBaTh OIpeleeHIe OpraHu3alnei B3aMMHO NPUEMIEMbIX TIPO-
[1ECCOB JUISE Pe3YNBETATUBHOTO U 9 dEXTUBHOTO MOANEPXKAHHS CBA3M CO CBOMMHU NOTPEOUTENAMMU U APYTHMH
3aMHTEPECOBAHHBIMU CTOpOHaMH. OpraHu3allvu ClexyeT BHEAPUTh U TOQNEPXUBATL STH MPOLECCHL UL
obecreye s aEeKBaTHOro MOHUMAHUS IOTpeOHOCTe! 1 OXKUIAHUI 3aMHTePEeCOBAHHBIX CTOPOH U IEpeBOAA
3TUX TOTpeGHOCTEN M OXUIAaHUM B TpeOOBAaHMSI K OPraHU3aLMU. DTH NPOLECCH BKIIOYAIOT ONpPEAEICHHS
M aHANM3 COOTBETCTBYIOIEH MHGMOpPMALMHM, a TaKXe AKTUBHOE BOBIEYEHUE MOTpeOMTENCd M IPYIHX
3aMHTEPECOBAHHBIX CTOPOH. '

IpuMepsl COOTBETCTBYIONIECH MH(OPMALKMK O Tpolieccax:

- TpeGoBaHMsl OTPEOHUTENEH WM JPYTUX 3aUHTEPECOBAHHBIX CTOPOH;

- WcCNieloBaHUE PbIHKA, B TOM YHCHIE JAHHBIE 00 OTPAC/sIX U KOHEYHOM MOJIb30BATEINE,

- KOHTpaKTHbIe TpeOOBaHUS,

- AHAJIM3 KOHKYPEHTOB;

- CpasHEeHUe C JYYUIMMU JOCTUXEHUIMU,;

- MpoLEecchl, NOANANAIOLME 10 3aKOHONATENbHbIE WX ApYrye o0s3aTe/lbHble TpeboBaHu.

OpraHu3aLuy HeOOXOAUMO ITOJTHOCTBIO TIOHATH TPeOOBaHUs nmoTpebuTeNe MU JPYIUX 3aMHTEepeco-
BAHHBIX CTOPOH O WHULIMUPOBAHMS MEPOPHUSTHIL O OGECTIEYEHNIO COOTBETCTBHS TUM TPEOOBAHHUAM.

DTO TTOHMMAHME U ero BO3AeHCTBUE NOJKHBI OBITh B32AUMHO IIPUEMIEMBIMU [UIS YYACTHHUKOB.

TOCT P MCO 9001—2001 Cucrembl MeHekMeHTa KayecTBa. TpeGosanus
7.2 Tlpouecce!, cBA3aHHbIE C MOTPedUTENAMM

7.2.1 OnpeneneHue TpeGoBaHUHA, OTHOCAIIMXCS K IPOAYKLHH
OpraHu3auus JOJDKHA ONpeneinTh:

a) TpeGOBAHMSA, yCTAHOBEHHBIE MTOTPEOUTENIAMMU, BKII0Yast TpeGOBAHNS K NOCTABKE U AeATEIBHOC-
TH TIOCJIE NOCTABKH;

6) TpeGoBaHMsA, HE OIpEAENeHHbIe OTpebuTeIeM, HO HEOOX0OUMBIe AJI1 KOHKPETHOTO WIK Npel-
[10JIATAEMOTO WCI10/Ib30BaHMs, ECIM OHO U3BECTHO,

B) 3aKOHOJATEJbHbIE U IPYTHe obsi3aTebHble TPeGOBaHMS, OTHOCSIUMECS K NPONXYKIHH;

r) mo6ble TOMOJHUTEIbHBE TPeGOBAHUSL, ONPENEIIEHHbIE OpraHU3auuen.

7.2.2 Axanua TpeGoBaHU, OTHOCSIIUXCA K MPOAYKLIMU

OpraHusanust JODKHA AHATW3MPOBATh TPeOOBAHMS, OTHOCAIMECS K MPOLYKUAW. DTOT aHANM3
HO/DKeH MpOBONMTLCS NO IPUHATUS opraHu3auMeil Ha cebsa o0A3aTenbCTBA IMOCTABIATH MPORYKIHIO

MoTpe6UTENIO (HanpuMep, yuacTie B TeHAEPax, NPUHATHE KOHTPAKTOB WK 3aKa30B, NIPUHATHE U3MEHE-
HUI K KOHTPaKTaM WM 3aKa3aM) U JOJDKEH 0becrieynBaTh:

a) ompeneneHue TpeGOBAHMIA K NIPOXYKLIMM;
6) coracoBaHHe TpeGOBaHMI KOHTPAKTA WIH 33aKa3a, OTIMYAIOIIMXCS OT paHee CHOpMYIMPOBAHHBIX;
B) CIIOCOBHOCTb OPraHM3alMU BBITOHATh ONpPEENEHHbIE TPEOOBAHMSL.

3amucu pe3ynbTaToB aHajlIn3a U IOCIEYIOLINX JeHCTBUAM, BBITCKAIOUIUX U3 aHajIM3a, HNOJIKHBI
NOJACPXKUBATLCA B pa60qu COCTOAHWH.

Eciu noTpebuUTe He BBLABUTAIOT JOKYMEHTHPOBAHHAIX TpeOOBAHUM, OpraHU3aLus JOJKHA Nox-
TBEPAUTDb HX Y MOTPeOUTENS OO MPUHATUA K HCIIOJHEHHIO.

Eciiu TpeGoBaHUS K [IPOAYKLIMM M3MEHEHbI, OPraHU3alMs JOIKHA 00eCIeYuTh, YTOObI COOTBETCT-
BYIOLIME JOKYMEHTHI ObUTM HCIIPABJIEHBI, 2 3AUHTEPECOBAHHLINA NnepcoHa ObUl MIOCTABJIEH B U3BECTHOCTD
00 M3MEHUBUIMXCS TPeOOBAHMUSIX.

[IpuMeyaHue — B HEKOTOPHIX CHTYauUMsX, TAKMX KaK NPOJAXH, OCylIeCTBiseMbie yeped VIHTepHeT,
TPAXTHYeCKH HelleecooBpasHo MPOBOAMTE OGMUMANBHEIA aHATM3 KAXIOro 3aKasa. BMecTo 3T0ro aHaIM3 MOXET

PacrpOCTPaHATbCH HA COOTBETCTBYIOLUYI0 MHGbOpMAauMIO O IPOAYKLMM, TaKyl0 KaK KaTaloTh WIN peKllamHbie
MarepHalibl.

7.2.3 CBsi3b ¢ MoTpeOUTEIAMHK

Oprasu3auys SOJKHA ONPeeNsTh U OCYILEeCTBIATh 3¢ PeKTUBHBIE MEPHI O NOJAEPXAHUIO CBSI3H
C MOTpeOUTENAMH, Kacawoluecs:

a) nHdopMaLHU O IIPOAYKIIVH;
6) NMPOXOXIEHHS 3aIpOCOB, KOHTPAKTa MM 3aKa3a, BKIOYas MMOIIPaBKH;
B) OOpaTHOI CBSI3U OT MOTpebUTeNe, BKII0Yas Xanobbl HoTpeOuTesnent.
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7.3 IlpoekTHpoBanue U pa3paboTka

7.3.1 O6umme pexoMeHIaAUNH

BeicuieMy pyKoBONCTBY CNEAYET YAOCTOBEPHTHCS, YTO B OPTAHM3ALMM OIPENE/CHbl, BHEAPEHBI M
MONIEPXUBAIOTCSA B paboyeM COCTOSSHUM HEOOXOOUMBIE IMPOLECCH! NPOSKTUPOBAHMA M pa3paboTKU st
pesy/ibTaTUBHOTO U 3¢GEKTUBHOIO pearMpoBaHUs Ha MOTPEGHOCTH M OXMIOAHUSA CBOUX IOTpebuTENeil 1
JOPYTUX 3aMHTEPECOBAHHBIX CTOPOH.

Ipu npoeKTMpOBaHMYU M pa3paboTKe MPOAYKIMY WK IIPOLECCOB PYKOBOACTBY HEOOXOIUMO obecie-
YMBAaTh CITOCOOHOCTH OPTraHU3ALUM YIUTBIBATE HE TOJBKO CBOIO OCHOBHYIO JIESATENBHOCTD ¥ CBOM (DYHKLINH,
HO U BCe (PaKTOPbI, CONEHCTBYIOLIME TOMY, YTOOBI XapPAKTEPUCTHKU MPONYKLMM U [TOKA3ATENH TIPOLIECCOB
COOTBETCTBOBAIMA OXMAAHUAM IOTpeOUTENEH U pYTHX 3aMHTepECOBAaHHbIX cTOpoH. Hanpumep, opranusa-
UMsl ZOJDKHA TPUHMMAaThb BO BHMMaHHE XHM3HEHHBIH LMKI HPONYKIMH, OXpaHY Tpyda, BO3MOXHOCTb
NIPOBENEHHUS. UCIIBITAHUMA, TPUTOTHOCTD, IIPOCTOTY B MCIOMb30BAHMM, HANEXHOCTD, HOJArOBEYHOCTD, 3Pro-
HOMUKY, BHELIHIOI Cpelly, YTHIM3ALMIO IPOSYKLMH, & TAKXe OMpeNeeHHble PUCKH.

PyKoBoICTBO Takxke HeceT OTBETCTBEHHOCTH 3a MPUHITHE MEp 110 MAEHTUMUKALIMYA U YMEHBIIEHUIO
NOTEHIMAIIBHOTO PUCKA IS 1TOJIb30BATENEH MPONYKLUMH U IPOLECCOB opraHu3anuu. Cienyer npoBoauTh
OLIEHUBAHME PUCKOB, YTOOBI OLUEHUTh BO3MOXHOCTb WX IMOSIBJICHHS U MOCIEACTBUS BEPOSITHBIX OTKA30B
WIM HEJOCTATKOB IMPOAYKLUMY WK NPOUeccoB. Pe3ynbTaTsl OLIEHKM HAaO KMCIOJIb30BaTh IS ONpeeeHus!
¥ OCYILECTBJIEHUS MPEAYIPEXAAIOLIMX JEUCTBUI C LIENbIO YMEHBLICHUS UISHTUDULIMPOBAHHBIX PUCKOB.

[TpyMepbl CpeacTB OLIEHUBAHUSA PUCKOB IPOEKTUPOBAHMSA U pa3paboTKy:

- AHAJIU3 TIPUYMH U TMOCJENCTBUN OTKA30B [IPOEKTA;

- AQHAJIM3 JepeBa OTKAa30B;

- MpPOTHO3 6E30TKA3HOCTH;

- AMarpaMMbl 3aBHCHMOCTH;

- METOIBl PaHXUPOBAHHSI;

- METOOBl MOAETUPOBAHUS.
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7.3 IlpoexTHpoBaHue i pa3padoTka

7.3.1 TlnaHupoBaHHe MPOESKTUPOBAHKS U Pa3paboTKH

OpraHusauust JOJDKHA IIAHUPOBATh M YIIPABJIATb IPOSKTUPOBAHUEM U Pa3paboTKOM MPOAYKLIUH.
B Xone rutaHupoBaHusl MPOEKTUPOBAaHUS U pa3pabOTKM OpraHM3alus [0KHA yCTAHABIMBATD!

a) CTaguu NpOEKTUPOBaHUA U pa3paboTKu;

6) npoBeleHUWE aHANM3A, BEPHOUKALIMIO M BATUIALMIO, COOTBETCTBYIOLUNX KaXIOH CTAIUH poeK-
TUPOBAHUS U pa3paboTKH;

B) OTBETCTBEHHOCTb U ITOJHOMOYUS B 06JIACTH MPOSKTUPOBAHMUS U pa3paboTKH.

OpraHu3aLus J0/XHA YIIPABIATh B3AUMOEHCTBUEM PA3THYHbBIX [PYIIIT, 32HATHIX TPOEKTHPOBAHMEM
1 pa3paboTKoii, ¢ HeNbIo obecriedeHUs 3G PeKTUBHOM CBA3M M YETKOTO paclpeAc/ieH sl OTBETCTBEHHOCTH.

PesynbraTel MIaHMpOBaHUS NO/DKHBI AKTYAIM3UPOBATBCS, €CIM 3TO LENecoobpasHo, 1o XOmLy
MPOEKTUPOBAHNS U Pa3pabOTKHU.

7.3.2 BxoaHele ¥ BBIXONHBIE JaHHBIE LI MPOSKTUPOBAHUSA U pa3paboTKU
OpraHu3anus 10/1XHa ONMpefeUTh BXOIHBIE JAHHBIE UIS POLECCa, BIUSIOLIME Ha IPOeKTUPOBAHHE
¥ paspaboTKy MPONYyKUMH U COAEHCTBYIOLIME PE3yJLTATUBHOK M 3GhGDEKTUBHON ero paGore ¢ LENbio
YIOBJICTBOPEHMS [TOTpeOHOCTEH M OXMIAAHM#A MOTpeOUTENIEH, a TAKKe APYTHX 3aMHTEPECOBAHHbIX CTOPOH.
OTU BHELUHWE NOTPEOGHOCTH M OXMIAHUS B COYETAHUM C BHYTPEHHUMM 3aMPOCAMHU OPraHM3aLUM JOJIKHbI
ObITH MPUIOQHBIMK LTS TIEPEBOMIA BO BXOIHbIE TPeGOBAaHMUS K MPOLECCaM IPOEKTUPOBAHUS U pa3paGoTKYL.
IIpumepsr:
a) BHELIHUE BXOIHEIE JAHHBIE:
- MOTPeOHOCTH M OXUOAHUS NOTpeCuTeNeit WM PhIHKE;
- MoTpeGHOCTH M OXUITAHUS OPYTHX 3aHHTEPECOBAHHBIX CTOPOH;
- BKJIA[ IMOCTABILUUKOB;
- BXOJHBIE NAHHbIE ITOJIb30BATEJNs, HAMPABJICHHbIE HA CO3JaHUE CTaGMJIBHOrO MPOEKTA W paspa-
OO0TKHU;
- U3MEHEHHUS B COOTBETCTBYIOILMX 3aKOHOAATENbHBIX U APYTUX 06sS3aTeNbHbIX TPeOOBAHUSIX;
- MEXIYHApOAHble WIM HALIMOHAIBHBIE CTAHAAPTDL;
- NPOMBILLUIEHHbIE KOJIEKCHl YCTAHOBUBLLUEHCS MTPAKTUKU;
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6) BHYTpeHHHE BXOJHBIC HAHHDIE!
- TOJIUTHKA U UENH;
- MOTpeGHOCTH ¥ OXHUAAHWS PaGOTHUKOB OPraHM3ALAH, BKIKOYas JIMH, NMOXydaiolinx BBIXOJHBIE
IAHHBIE ITPOLECCOB,;
- TEXHOJOrMYecKue paspaboTKH;
- TpeGoBaHUsI K KOMIIETEHTHOCTH IIPOCKTUPOBLIMKOB U pa3pabOTYHKOB;
- obparHasi ”HGOPMALKs O MPOLLUIOM OIIBITE,
- 3alMCH Y JAHHBIE O CYLUIECTBYIOIIMX Ipoleccax U MPOAYKUHM,
- BBIXOJbI APYTHX IIPOIECCOB;

B) BXOJHbIE NAHHBIE, ONPEIEC/LIOLME T XAPAKTEPUCTHKH HPOLECCOB I IIPOAYKIIMU, KOTOpbIE
SIBISIIOTCS. KPUTMYECKUMY Ul MX O€30MacHOCTH, MPABUJIBHOIO GOYHKIMOHUPOBAHUA M OOCITYXHBaHMSA,
TaKue, KaK NaHHbIE O:

- paboTe, MOHTaXe U MPHMEHEHUH,

XpaHeHHH, TIOTPY304HO-PasTPy30UHbIX paboTax M MOCTABKE;

- (PU3MUECKHUX TapaMETPaX ¥ OKPYXalolleh Cpene;

- TpeGOBaHUSX K YTWIM3ALMHK TPOAYKIHU.

CyluecTBEHHOe 3HAYeHHE MOTYT UMETh BXOJHbIE NAHHBIC, CBA3AHHLIE C [IPOXYKIIMEN, KOTOphIE
OCHOBAHbI HA OLIEHKE TIOTPEGHOCTEH M OXMIAHNI KOHEYHBIX NO530BaTENEH, & TAKXKE HEMOCPeACTBCHHAIX
noTpebuTeneit. DT BXOTHbIE JaHHbIE HEOOXOXUMO copMyIUPOBATh TaK, YTOOBI IPOAYKLUIO MOXHO [989,(3]
pe3yNbTATUBHO U 3 dEeKTHBHO BeprGULMPOBATh U BAUINPOBATD.

BrIxonuble JaHHBIE BKIIOYAIOT HHGOPMALUIO, ITO3BOJIAIOINYIO NPOBECTH BepUUKALIAIO 1 BUTUHALIUIO
Ha COOTBETCTBUE 3aTUIAHUPOBAHHBIM TPEOOBAHUSIM.

IIpuMepH! BLIXO#A [POCKTUPOBAHUSA ¥ Pa3paboTKu:

- JaHHBIE, MOATBEPXIAIONINE CPABHEHUE BXOJOB UL NpoLieccd C BBIXOIAMH MPONeCca;

- crieuPUKALMY Ha NPOIYKIIMIO, B TOM YUC/IE KPUTEPUH TIPUCMKH,

- criePpUKaIMHU Ha [IPOIIECC;

- cneuM$uKaMy Ha MaTepUabi;

- crienuduKanmMu Ha ACIBITAHUS,

- TpebGoBaHuUs K IOIrOTOBKE KaipOB;

- vHdopManus O MoJIb30BATENE M NOTpEOHUTENE;

- TpeOOBaHUA K 3aKYIKaM;

- TIPOTOKOJIBI TIPOBEPKH COOTBETCTBHMA TEXHMYECKMM YCIOBUAM.

BbIXOAB! TIPOEKTUPOBAHKMS U Pa3pabOTKU CJeAyeT IIPOAHANIM3UPOBATH [0 OTHOMICHHIO K BXOIAM C
Henbio obecriedeHUsi OGBEKTHBHOTO CBHIETENBCTBA TOTO, YTO BBIXOABI PE3YJILTATUBHO M 3¢ dexTUBHO
OTBEYaIOT TPpeGOBAHMSIM K MPOLIECCY U IMPOAYKUHUH.
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7.3.2 BxomHble AaHHbIe LI NPOEKTUPOBAaHMsS U pa3paboTKu

Bxoauble JAHHBIE, OTHOCALIMECA K TpeOOBaHHUSAM K MPORYKLMM, HOJLKHBI OLITb OIpEHeNCHbl, a
3aMTUCH JOJDKHBI [TOJIEPXUBAThCS B pAGOYEM COCTOSTHUU.

Bxoznuble JaHHbBIE JOJIKHBI BKIIOYATH!

a) byHKLMOHAIbHBIE ¥ 3KCILTyaTaLMOHHbIE TPeOOBAHUA;

6) COOTBETCTBYIOILIME 3aKOHONATEIbHbIE M JAPYrue obsi3aTeNIbHbIe TpeOOBaHMS,

B) TaM, IJle 3TO Ienecoo6pa3Ho, MHPOPMALHMIO, B3ATYIO U3 TIPEABIAYILMX aHATOTUYHBIX TPOCKTOB,

r) Ipyrue TpeGOBaHUsA, BAXKHBIE IV IPOCKTHPOBAHUA U paspaboTku.

DTH BXOAHBIC JAHHbBIE JOJXHBI aHAIU3UPOBATHCA HA NOCTATOYHOCTD. Tpe6GoBaHHsI HOJKHBL OBITH
MOJMHBIMHU, HEJBYCMBICICHHBIMH W HEIIPOTHBOPECYUBBIMH.

7.3.3 BeIxooHbie JaHHbIE IPOEKTUPOBaHUs U pa3paboTKH

BhIXOHHBIE INAHHBIE TPOEKTUPOBAHWA W Pa3paboTKM JIOJKHBI OBITh MPEACTABICHDLI B dopme,
ITO3BOJISIOLIE TPOBECTH BEPUGUKALMIO OTHOCUTEJBHO BXOIHBIX TPeOOBAHMN K IIPOCKTMPOBAHHMIO M
paspaboTKe, a TAKKe JOMXKHBI GBITh YTBEPXICHBI 10 MX MOCIEYIOLIEro UCIIONb30BAHMA.

BrIxoHble JaHHbIE IPOSKTHPOBAHUS U paspabOTKK JOJDKHBL:

a) COOTBETCTBOBATh BXOAHBIM TPEGOBAHMAM K MPOEKTUPOBAHUIO U paspaboTke;

6) obecrednBaTh COOTBETCTBYIOLIEH HH(OpMaLUeN 10 3aKyNKaM, IIPOU3BOACTBY U 06CITy:KUBAHUIO;

B) COIEPXATb KPUTEPHH NPUEMKM MPOAYKLMHU WIM CChUIKA HA HUX; :

I) onpeneNsTh XapaKTePUCTUKH NPONYKLMHM, CyLIeCTBEHHbIE [Uisi e¢ Ge30MacHOro M NpaBMIbHOro
UCITOJIb30BAHMSL.
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7.3.3 AHalIM3 NIpoeKTa U paspaboTKu

BriciieMy pyKoBOACTBY HeoOXoguMo obecrnieyrBath HazHadYeHUe COOTBETCTBYIOIMX paGOTHUKOB sl
yIpaBJeHUs W MPOBEACHMS CUCTEMATHYECKOro aHajM3a, UYTOOBI YCTAHOBMUTbH, NOCTUTHYTH JIM LEJIHU B
obnacTd MpOEeKTUPOBAHMA U pa3paboTku. Takue aHamu3bl MOIYT IMPOBOAUTLCS B BBIOPAHHBIX TOYKAX
npolLiecca NPOEKTUPOBAHUSA U pa3paboTKM, a TAKXKe I10C/Ie €0 3aBEpLIEHHUS.

OOBeKTaMM TaKUX aHATH30B SABJISIOTCH:

- aeKBATHOCTD BXOAOB JJISI BBIITONHEHHUS 3alaHUi MO MPOeKTUPOBAHMIO U pa3paboTKe;

- XOI 3arUTAHMPOBAHHOTO Mpollecca MPOeKTUPOBAHUS U Pa3paboTKH;

- COOTBETCTBHE LENSIM BepUbUKALUU U BATHIALIVH,

~ OLEHKA NMOTCHUMAIbHBIX PUCKOB WIM NMPHUYMH OTKA30B IPU UCIOJb30BAHHN IIPOLYKIIMM;

- IaHHble XW3HEHHOrO LIMKJIA, KacalolINecs: XapaKTepUCTUK [TPOLYKIINH;

- YIpaBJeHUE U3MEHEHUSIMU U UX [MOCNENCTBUS B XOI€ MPOEKTUPOBAHUA U pa3paboTKM;

- onpelesieHHE U YyCTpaHeHUe ITpobJeM;

- BO3MOXHOCTH ISl YAYYIUIEHHUS Npolecca NPOEKTUPOBAHUSA U pa3paGoTKy;

- TIOTEHUUANbHOE BO3/ICICTBUE MPOOYKLIMH HAa OKPYXKAMIIYIO Cpeny.

Ha noaxonsiiuux cragusix opraHu3aiuyy claeayeT Takxe IPOBOAUTH AaHAJU3bI BHIXONOB MPOEKTHPOBA-
HMS 4 pa3paboTKy M IIPOUECCOB U YAOBAETBOPEHUS MOTPEOHOCTEM 1 0XUAAHMI oTpebuTeIeii, a TakKe
paGoOTHUKOB OPraHU3alVH, NOMYYaOLIMX BBHIXOAHBIE NaHHbIE Npoiecca. Hamo Takxe ynenasitTb BHUMaHWe
NMOTPEOGHOCTAM U OXWIAHVISIM JIPYTHUX 3aHHTEPECOBAHHBIX CTOPOH.

[TpuMeps!l nesiTeNbHOCTH 110 BeprpHUKauy BEIXOIOB Ipoliecca MPOeKTUPOBaHUsl U pa3paboTKHU:

- cpaBHeHus TpeboBaHMI K BXOIY IT0 OTHOWICHWIO K BBIXOLY IIPOLIECCA;

- NPUMEHEHUE CPAaBHUTEIbHBIX METOMOB, TAKUX, KAK AJIbTEPHATUBHBIE PACYEThi IIPH IIPOEKTUPOBA-
HHUH M pa3paboTKe;

- OLIEHKA I10 OTHOILUEHHIO K aHAJIOTaM;

- IpoBepKa, MOAEIHUPOBAHUE U HCIIBITAHUS C LIEJIbI0 KOHTPOJIS COOTBETCTBUSI KOHKPETHBIM TpeGo-
BaHMAM K BXOIHBIM IaHHBIM;

- OLIEHKa YPOKOB, U3BJCUYEHHBIX U3 IMPOLUIOrO OIBITA, TAKUX KAK HECOOTBETCTBHUS U HENOCTATKHU
pouecca.

Banumaiust BLIXONOB MIPOLIECCOB MPOEKTMPOBAHKS W pa3paboTKH BaxHa JUid YCIEIIHOTO UX Iojyde-
HMS U MCIIOJIb30BAHUS NIOTPEOUTENSIMU, MTOCTABILMKAMHM, paOOTHHKAMH OPraHU3aluU M APYTHMH 3aMHTe-
PECOBaHHBIMU CTOPOHAMH. .

YdacTie cTOpOH MO3BOJIIET QaKTHYECKHUM MOJIb30BATENISIM OLEHUBATh BBIXOAbI C IIOMOILBIO BATUAALMM:

- HMHXCHEPHOro AM3aifHa J0 KOHCTPYHMPOBAHMS, MOHTAXA WIM IIPUMEHEHHUS,

- BBIXOIOB MPOrpaMMHOIO CPEJCTBA MO MOHTAXa WIH KCIIONb30BAHHUS;

- YCJIYT IO LUMPOKOTO MX BBEACHMUS.

MoxeTt notpeboBaTbcsl YaCTUYHAS BAIMIALMS BBIXOJHBIX AAHHBIX ITPOEKTHPOBAHUS U pa3paGoTKu C
11e1b10 obecreyeHus yBepEHHOCTH B UX OyOyIlieM MPHUMEHEHUH.

B xome BepuduKkauuu ¥ BaTMmALMKM HeoOXOAMMO COGpaTh JOCTATOYHO JAHHBIX, MO3BOJSIOLLIMX
NMpOaHaAM3UPOBATh METOAbI NPOEKTUPOBAHMUS U Pa3paboTKM, a TAKKe MPUHATHIE peUIEHU.

AHAIU3 METOIOB BKITIOYAET:

- YJIYYLIEHHE IPOLIECCOB U MPOIYKLIMH;
[IPUMEHUMOCTD BBIXOIHBIX JAHHBIX;
aJIeKBaTHOCTD 3aNUCel [pollecca U aHAIK3a;
IesITeJbHOCTD. [I0 UCCEAOBAHUIO OTKA30B;
Byaylre MoTpeOHOCTH Ipoliecca NPOeKTHPOBAHUS U paspaboTKH.

1
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7.3.4 AHau3 TIpoeKTa U pa3paboTKu

Ha Tex cranusx, rae 3To 1e1ecoobpa3Ho, JODKEH NPOBOAUTECS CUCTEMATHYECKUIA aHAIM3 [TPOEKTA
U pa3paboTKU B COOTBETCTBHU C 33IUIAHUPOBAHHBIMU MEPOTIPUSITUAMU C LIEJBIO:

a) OLICHMBAHUS CTIOCOOHOCTH pE3YJIbTATOB [POEKTHUPOBAHUS U Pa3paboTKH YIAOBIETBOPATL TpeGo-
BaHWSIM;

6) BBISIBNEHMS JTIOOBIX MTPo6IeM 1 BHECEHHUS TMPEMLIOKEHHIA M0 HEOOXOMUMBIM NEMCTBUSIM.

B cocTaB y4yaCTHHKOB Takoro aHalIM3a NOJDKHBI BKJIIOYATHCA MPEACTABUTENM IOAPa3eIeHHUIt,
MMEIOUIMX OTHOLLEHHE K AHATH3UPYEMOI(bIM) CTAIUU(SM) MPOEKTUPOBAHMS M pPa3paboOTKHU. 3anucu
pe3yJIbTATOB aHAIU3A U BCEX HEOOXOIUMBIX NEMCTBUIA HOJIKHEI IOIIEPXUBATLCSA B paboyeM COCTOSHUM.
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7.3.5 BepuduKaus mpoeKTa u paspaboTku

BepuduKxauus JOJDKHA OCYLIECTBIIATHCS. B COOTBETCTBUM C 3aIUTAHMPOBAHHBIMHM MEPONPUATHUAMH,
4TOGBI YIOCTOBEPUTHCS, YTO BHIXOXHBIC NAHHBIC MPOCKTHPOBAHN 1 pa3paboTK1 COOTBETCTBYIOT BXONXHBIM
TpeGOBaHMSIM JUI POCKTHPOBaHUA U pa3paboTKH. 3amnCH pe3yNbTaToB BepudUKaLMK M BCEX HEOOXo-
JAUMBIX A€HCTBHIL TOJDKHBI ITOJIEPXUBATHCS B paboyeM COCTOSTHMM.

7.3.6 Banumauus rpoekTa U paspaboTku

BaIMIaLds [IPOEKTa ¥ paspaboTKH IOJIKHA OCYIIECTBIATHCS B COOTBETCTBHIN C 3aIUIaHUPOBAHHBIMU
MepOTIPHATHSIMH, YTOOBl YAOCTOBEPUTBCS, 4TO IOIYydCHHA B PE3YNbTATe MPOLYKLMS COOTBETCTBYET
TpeGOBaHMAM K YCTAHOBJICHHOMY WIH IPEATIONIaraéMoMy HCITOIB30BAHMIO, €CTM OHO M3BecTHO. e aTo
IPAKTHYECKH LENecooGpasHo, BATMAALMA MO/DKHA ObITh 3aBepliieHa 0O TMOCTaBKM WIM MPUMEHEHUS
IPOXYKIMHM. 3aIlMCH pe3yJibTaTOB BAIMIALIMK U BCEX HEOOXOIUMBIX JIEHCTBUI KOJDKHBI MTOIXEPXUBATHCA
B paboyeM COCTOSTHUH.

7.3.7 YpapJeHHe U3MEHEHUSIMH NIPOCKTa U pa3paboTKu

M3aMeHeHWs] IPOEKTa ¥ pa3paboTKU IOJDKHBI OBITh WIeHTHGUIMPOBAHbI, & 3aMMCH JOJLKHbBI MO~
JepXUBAThCS B paboYeM COCTOSTHHUH. N3MeHeHUSI KOJDKHBI GBITh IPOAHAIN3MPOBAHbI, BEPUPHLIHPOBAHDI
11 TIONTBEPKAEHBI COOTBETCTBYIOLMM 00pa30M, & TAKXKe COrNACOBAHBL 10 BHECEHUsI. AHATH3 M3MEHECHHUH
MpoeKTa M pa3paboTKU JOMKEH BKIIOYATh OLEHKY BIAMSHUS M3MEHEHUI Ha COCTABHBIC YacTH MU YXe
MIOCTABJIEHHYIO TIPOLYKIIHIO.

3amucH pe3y/IbTaToB aHATN3a U3MEHEHUH 1 JOBBIX HEOOXOAMMBIX NeHACTBUM HO/KHBI MOIAEPKHU-
BaThCA B paboyeM COCTOSHUH.

7.4 3akynku

7.4.1 Tlpouecc 3aKyIoK

BbicLIeMy pYKOBOJICTBY OpraHH3allMy CIefyeT obecrieduBarh ONpeleieHUe 1 BHEApEHUE pe3yJibTa-
THBHBIX ¥ 9 @EKTUBHbIX [IPOIIECCOB 3aKYIIOK UL OLUEHKH 1 yIIpaBICHIA 3aKyIUIEHHOH IPOMYKIIUEH, C TEM
4TO6Bl OHA YIOBJICTBOPSIA IMOTPEGHOCTAM M TpeOOBAHMSIM OpraHM3AUMH, & TaKXKe 3aMHTePECOBAHHBIX
CTODOH.

C LEeJIBIO ONTUMHU3ALMHA HHGDOPMUPOBAHHUS O TPEOOBAHUAX HeoBX0oMMO PacCMOTpPETh UCIIOIb30BaHKE
3NEKTPOHHOM CBA3H C IOCTABLIMKAMHU.

JUtst pe3ynbTaTUBHOIM 1 3G PEKTHBHOMN AEATEIHHOCTH OpraHU3aliu PYKOBOICTBY CELYeT BKJIIOYHUTD
B [IpOLIECChl 3aKYITOK:

- CBOEBPEMEHHOE, Pe3yJIETATUBHOE U TOYHOE ONPENCICHHE noTpe6HOCTel U TpeOOBaHMHM K 3aKymae-
MOI1 IIpOoYKLNH,

- OIEHKY CTOMMOCTH 3aKylaeMoi TNpOZYKLMM C YYETOM XapakTCpUCTHK MPOAYKUMH, LEHBl
MOCTaBKU;

- MOTpeGHOCTh OPTAaHM3ALUH U KPUTEPUU pepudMKALMK 3aKYIUIEHHON MPOXYKIIUA,

- YHUKAJIBHBIE MPOLIECCHI NOCTABIIMKOB;

- ynpapjIeHMe KOHTPAKTOM NPUMEHHUTENBHO K MEPONPUATHAM Kak MTOCTABIINKA, TAK K ITApTHEPOB,;

- rapaHTHITHYIO 3aMeHY HEeCOOTBETCTBYIOLISH 3aKyIUICHHOMN NMPOIYKIIMH;

- TpeGOBaHMs K MaTepHAIbHO-TEXHHYECKOMY obecrneqeHHIo;

- WIEHTUDHUKALMIO ¥ NPOCTEXUBACMOCTD NPOAYKHHH;

- coXpaHeHUe [PONYKLUH,

- JOKYMEHTALHIO, BKIIIOYas 3alUCH;

- yIpaBlieHMe 3aKYTUICHHOM MPOMYKUMEH, MMCIOIEH OTKIOHCHHUSA OT TpeGoBaHMIA;

- JOCTYINI Ha TPEANPUATUA NMOCTaBIIMKA,

- CBEJEHHsI O TOCTaBKe IMPOIYKUHMH, MOHTaXe WM NMPUMEHCHUH,

- pasBUTHE TIOCTABILKKOB;

- onpefesieHHe ¥ YMEHbIIEHHEe PUCKOB, CBA3AHHBIX C 3aKyIUIEHHO# NIPOIdYKLMEH.

TpeGoBaHMs K IPOAYKLIMY MOCTABILMKA U €TO MPOLECCaM CIENYeT pa3pabaThBaTh BMECTE C MIOCTaB-
IMKAMM, M3BJIEKas BBITOLY M3 3HAHUMA 3THX MOCTaBLIMKOB. OpraHu3auds Moria Gbl TaKXKe BOBJIEKATH
IOCTABIIKKOB B MPOLECC 3AKYNOK MX MPOXYKIMM VISl MOBBIEHUS pe3y/IbTATUBHOCTA ¥ 3¢ heKTUBHOCTH
TpoLecca 3aKyTIOK OPraHU3alHH. DTO MOIJIO Gbl TAKKE IIOMOYb OPTaHU3ALMH B yIIpaBIeHUU 1 00ecrieYeHuH
HaJIMYKS €€ 3aI1aCOB.

OpraHu3allii HeoGXOXMMO OMpPEJENUTh MOTPEGHOCTh B 3aNKCHX, KACAIOIIMXCS BepudUKalLUH, UH-
¢$OPMHUPOBAHMS ¥ PearpOBAHUS HA HECOOTBETCTBHS NMPORYKIMH C LEILIO MIOATBEPXIECHMSI CBOEro cobCT-
BEHHOTO COOTBETCTBUSI TPEOOBAHMSIM.
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7.4.2 Ipotiecc yrpapyieHUs MOCTABIIMKAMU

OpraHu3alidd cieayeT paspaboTaTh pe3yNbTaTUBHBIE W 9((EKTUBHBIE IPOLIECCHI ONMPEAEIEHMS
TTOTEHIIMATBHBIX UCTOUHUKOB JUISI 3aKYMIAEMbIX MATEPUANIOB C LIEJbIO PA3BUTHUSI UMEIOUIMXCS NTOCTABLIMKOB
VI TIApTHEPOB ¥ OUEHKHM MX CIOCOOHOCTEH IOCTABIATH TPeOYEMYIO IpOAYKIIMIO, 4TOOBI obecrieymBaTh
pe3yALTATUBHOCTD M 3 (PEKTUBHOCTE MIPOLIECCOB 3aKYIOK B LIEJIOM.

IIpuMepbl BXOAOB IS IIpoliecca YIPaBIeHUs 10CTABIIUKAMMU:

- OLEHKA COOTBETCTBYIOLLETO OIBITA;

- HeSITEJIBHOCTb MOCTABILUKOB B CPABHEHUHU C HEATENbHOCTBIO KOHKYPEHTOB;

- aHAJTA3 Ka4yecTBa 3aKYIUICHHOM NMPOLYKLMH, LIEHBI, OCYILECTBICHUS ITOCTABKY U PEAarMpOBaHUS Ha
IpoGieMBbl;

- ayIUTHl CHCTEM MEHEXKMEHTA ITOCTABLIMKOB U OLEHKA UX MOTEHUHMILHON criocoOHocTU obecrre-
yuBaTh norpebuTeneil HeoOXOAMMOM NpomyKiued pesyabTaTUBHO, 9(¢GEKTMBHO M B COOTBETCTBUHU C
rpadpukoM;

- KOHTPOJUPOBAHWE CBEIEHHM M UMEIOLLIMXCS JAHHBIX MMOCTABLIMKA 00 YIOBJIETBOPEHHOCTHU IMOTpe-
ouTenei;

- ¢UHAHCOBAA OLIEHKA 0GeCIeUeHUs XKU3HECTTIOCOOHOCTH MOCTABILUKOB B TeUeHUE NPEI1oNaraeMoro
repyoaa MoCTaBKY U COTPYIHUYECTBA; .

- pearpoBaHHe MOCTABILMKOB HA 3aIllpochi, KOTUPOBKU M YYaCTUE B TEHAEPAX;

- BO3MOXHOCTHU OOCITYXXUBAHUSI, MOHTAXA U MOAIEPKKU CO CTOPOHBI MOCTABLLIMKOB M NPEbICTOPUS
paboThl B COOTBETCTBUHU C TPEOOBAHUSAMHU;

- OCBEXOMJIEHHOCTb ITOCTaBIUMKOB WM COOTBETCTBME NPUMEHUMEBIM 3aKOHOJATEJIBHBIM W IPYTUM
obs13aTeIbHBIM TPeOOBAHUAM;

- BO3MOXHOCTH MAaTEepUAIBHO-TEXHUYECKOro obecrneyeHuss CO CTOPOHBI ITOCTABLUMKOB, BKITIOYAs
MECTOHAXOXAEHHUE U PECYPCHI;

- MOJIOXEeHHE K PoJib MOCTABLIMKA B COODLIECTBE, a TAKXKE €ro BOCIPHSTAE OOLLECTBOM.

PykoBoacTBy HEOOXOAMMO PaccMOTpeTb ACHCTBUS, Tpebyroluecst sl NofaepxaHusl paboTel opra-
HM3ALMK Y YIOBJIETBOPEHUS 3aMHTEPECOBAHHBIX CTOPOH B CJlydae HEBBINIOMHEHUST TpeOOBaHUI MMOCTABIUH-
KaMu.
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7.4 3aKynku

7.4.1 Ilporuecc 3aKymok

OpraHuzauusi go/kHa ofecreyuBaTb COOTBETCTBME 3aKYIUIEHHOW HPOAYKIIMM YCTAHOBJIEHHBIM
tpeboBaHUSAM K 3aKynkKaM. THI U CTeleHb YIIpaBjeHMsI, IPUMEHSIEMbIE IO OTHOUICHUIO K [TOCTABIUMKY
Y 3aKYTUIEHHOMN MPOIYKIIMU, XOJDKHBI 3aBUCETD OT €€ BO3AEHCTBUS Ha MOC/ICAYIOLINE CTAANM XU3HEHHOTO
LMKJIA MPOAYKLIKY WY FOTOBYIO MPOAYKHHIO.

OpraHu3saius J0JXHa OLEHUBATh U BbIOUPATH MOCTABILMKOB HA OCHOBE MX CITOCOGHOCTU MOCTaB-
JIITH MPOIOYKIIMIO B COOTBETCTBUU € TPeOOBAaHUSAMU opraHu3avu. J1okHbI ObITh pa3paboTaHbl KPUTEPHU
oT6Opa, OLEHKM M TMOBTOPHOM OLIEHKM. 3anucu pe3ylbTaTOB OLIEHUBAHUA W JIIOOBIX HeEOOXOMMMBIX
IeHCTBHIA, BBHITEKAIOIMNX U3 OLIEHKH, JODKHBI [TOMIEPXHUBATECSH B paboyeM COCTOSTHUM.

7.4.2 UudopMauust 1Mo 3aKyrikam

WHbopMauug Mo 3aKyrnkaMm JOJIXKHA OIMMCHIBATD 3aKa3aHHYIO MPOAYKIMIO, BKJIIOYasl, IAE 3TO
HeobXoIUuMO:

a) TpeGOBaHUS K YTBEPXKAECHHIO NPOAYKIMHU, POLIELYD, POLECCOB U 0BOPYNOBAHMUS;

6) TpeboBaHUg K KBaTUGUKALMY NIepCcoOHAaNa;

B) TpeboBaHUA K CHMCTEME MEHEIKMEHTA Ka4eCcTBa.

OpraHu3anys Ao/DKHA 00ecneYrBaTh A0eKBATHOCTh YCTAHOBJIEHHBIX TpeOOBaHUI K 3aKYTIKaAM 10 UX
COODONICHMS TOCTaBIUUKY.

7.4.3 Bepudukaiius 3aKyTUICHHOMN TIPOXYKLIMHT

OpraHu3anys 1o/oKHA pa3paboTaTh M OCYLUECTBISITE KOHTPOMS WIK APYTYIO ACSTeIbHOCTh, Heo0Xo-

OMMYI0 st ofecredyeHMs] COOTBETCTBMSA 3aKyIUIEHHOM MPOAYKUMM YCTAHOBJIEHHBIM TpeGOBaHMAM K
3aKyIKaM.

Ecnu opraHu3aumst Wiy ee IIOTpeGHTENb IIPeIoIaraioT OCyIIeCTBUTh BepUdUKALIMIO HA [IPERIIpU-
SITHY TTOCTARINMKA, TO OPraHU3alUs JODKHA YCTAHOBUTD B MHGOPMAIIMY 1O 3aKYTIKaM IpefiIoiaraeMbie
MEPHI 10 MPOBEPKE U MOPSLIOK BBITYCKA MPOLYKLMH Y [OCTABLINKA.
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7.5 Onepauuy N0 NPOU3BOACTBY M OGCIYKHBAHHIO

7.5.1 Onepauyy ¥ MPOLIECCHl XU3HEHHOIO LMKIIA MPOAYKLMH

Bhiciliee PyKOBOJCTBO OPTaHM3AIIMM HE JOJDKHO OrPaHUYMBATBLCS YIIPABICHMEM MpoOliecCaMy Xu3-
HEHHOTO LMKJIA TPOLYKLIMM [UIsl IOCTIKEHUS! COOTBETCTBUS TpeGOBaHMAM ¥ 0OECTeYeH s BBITOA 3aUHTe-
pPECOBaHHBIM CTOPOHAM.

DTOro MOXHO JOGHTHCS TTOCPEICTBOM YIYYILEHMs Pe3yIbTaTMBHOCTU U 3¢ GEeKTUBHOCTH MIPOLIECCOB
KXH3HEHHOTO LIUKJIA IPONYKIIMU U COOTBETCTBYIOLIMX BCIIOMOTATE/IBHBIX IMPOLECCOB, TAKUX KaK:

- COKpalleHHe HelIPOM3BOAMUTEIBHBIX PACXO/IOB;

- IOIroTOBKa pabOTHUKOB;

- obMmeH HHGOpPMALIMEN U e PEerUCTPalus;

- pa3sBUTHE BO3MOXHOCTEN ITOCTABIINKOB;

- ynyduieHue WHOpacTpyKTyphl,

- TIpedynpexXneHue Mpobiem,

- MeTogb! 06paboTKY U BO3MOXHOCTH ITpOLIECCa;

- METOABI MOHUTOPHHTA.

TOCT P MICO 9001—2001 Cuctemsl MeHekMeHTa KayecTsa. Tpebosanus
7.5 TIpou3soacTBO ¥ 00CTy)KMBaHUE
7.5.1 YnpasieHue MPOU3BOACTBOM U OOCITYXUBAHUEM

Opraﬂmaum JOOJIXHA IIaHUPOBATh 1 obecrieyuBaTh TPOU3BOJICTBO U oﬁcﬂyquaHne B yIpaBjsi€-
MbIX YCJIOBUAX.

YpaBisieMble YCIOBUs JOJDKHBL BKIIOYATh, ECII 3TO LIEJ1eCO00PasHO!

a) Haluuue UHGOPMALMH, ONKCHIBAIOLIEH XAPAKTEPUCTHKU NMPOMYKIIMH;

6) HaMyue pabouMX MHCTPYKLMH B Clyyae HEOOXOLMMOCTH;

B) NpUMMEHEHHUE NOAXONANIEro 0GopyIOBaHM;

r) HaIMYue W MPUMEHEHNE KOHTPOJbHBIX U N3MEPUTEIbHBIX pUOOpPOB;

[) INpOBeleHWE MOHUTOPUHIA U U3MEPEHUH;

€) OCyIUECTBIEHHE BBITYCKa, MOCTABKYU M AEACTBUH ITOC/IE MOCTABKU MPOXYKLMH.
7.5.2 Banupauusi MpoLECCOB MPOMU3BOACTBA U OOCITYKUBAHUS

OpraHu3auus J0DKHA MOIATBEPXKIATh BCE NMPOLIECCH IPOU3BOLACTBA U OOCIYKWBAHUSA, PE3YJIbTATbI
KOTOPBIX HEJb3Sl MPOBEPUTH MOCPEACTBOM IIOC/IENOBATELHOTO MOHHTOPYHIA MM M3MEPEHUS. K HuM
OTHOCSITCSL BCE TPOLIECCHI, HELOCTATKM KOTOPBIX CTAHOBATCS OY€BUIAHBIMHU TOJIBKO TOC/IE HAYaIA UCTIONb-
30BaHUA NPOLYKLIMU WX ITOCNHE NPEJOCTABICHUS YCIYTH.

Banupauus 1ojKHa [MPpoAeMOHCTPUPOBaTh CITOCOOHOCTD 3TUX IPOLIECCOB TOCTHUraTh 3aIIAHUPOBaH -
HBIX Pe3YyJabTaTOB.

OpraHu3aLys JOJDKHA pa3paboTaTh MEPBI 110 9TUM IPOLIECccaM, BIUII0YAs, €CIIM 3TO NPUEMIIEMO!
a) onpejeJeHHble KPUTEPUU IJIS1 aHAIM3a W YTBEPXKAEHUS IIPOLIECCOB,;

G) yTBepXIeHHE COOTBETCTBYIOLICTO 0GOPYNOBAHMSA M KBATAPUKALMY [1ePCOHANA;

B) NpUMeHEHUEe KOHKPETHBIX METOIOB U NMPOLEAYP;

r) TpeOOBAHUS K 3aNHCAM,;

JI) MOBTOPHYIO BAJIAALMIO.

7.5.2 Unpentidukauusa U MpociexnsaeMoCcTh

C uenpio cOopa NAHHBIX, KOTOPblE MOXHO MCIIOJIb30BaTh NI YAY4LIEHHs, OpraHM3alusi MOXeT
pa3paboTarh MpoiEcC MIeHTUGMKAIIMK U NPOCIEXUBAHMS, BRIXOMSIUI 32 PAMKM TpeGOBaHUH.

TMoTpe6HOCTb B MAEHTUDUKALIUA U TIPOCIEXUBAEMOCTH MOXET MCXOIUTh U3!

- CTaTyca NPOAYKLMH, B TOM YHUCIIE CTaTyca JeTaled cepuifHOro MpOM3BOICTBA,

- CTaTyca M BO3MOXHOCTEH ITPOLIECCOB;

- JAHHBIX [I0 CPaBHEHMIO C JIYYUIWMHU IOCTHKEHUAMU, HATPUMEpP PpE3YNbTaTOB MAPKECTHHIOBBLIX
HCCIeIOBAHU;

- KOHTPAaKTHBIX TpeOOBaHMHU, TAKUX, KAK BO3MOXHOCTb OT3bIBA NIPOAYKLMU,

- COOTBETCTBYIOLUMX 3aKOHOJATEbHBIX U APYTHX 00s3aTe/IbHBIX TpeOOBAHUN;

- MpeIIroJaraeMoro UCIOoAb30BAHMA WIN NIPUMEHEHU;

- OITacHBIX MaTEpPUAOB,

- YMeHblIEHHUS NIEHTUDULUNPOBAHHBIX PUCKOB.
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7.5.3 NneHTndukaums U NpociexnBaeMOCThb

Eciu 3T0 uenecooOpa3Ho, OprasM3anusa A0/DKHA uASHTHOUUUPOBATh NMPOLYKIIHMIO TPH ITOMOLIM
COOTBETCTBYIOLIMX CPEICTB HAa BCEX CTAOUSX €€ XU3HEHHOro YKIa.

Opranu3zaids I0oJDKHAa WIEHTH(hUIIMPOBATL CTATYC IMPOAYKIIMHU IO OTHOLIEHUIO K TpeGoBaHMAM
MOHHWTOPHHIA U U3MEPEHMIL.

Ecnu npocnexuBaeMocTh ABIsIeTca TpeGoBaHMEM, TO OPraHM3aiusl AODKHA YIIPABJATh ClIeLUalb-
Hol MmeHTHdUKAUMEH NPOLYKLIMU ¥ PETMCTPUPOBATH €€.

[Ipumeuanune — B page oTpacneil MPOMHILIVIEHHOCTH MEHEIKMEHT KOHOUIYPALIUK ABIAETCH CPEICTBOM,

C MOMOLIBIO KOTOPOTO TNOAAEPXMBAETCA WICHTH(OUKALMS U NPOCIEKUBaEMOCTb. Bonpockl MeHeIXMEHTa KOHGUIY-
paumu orpaxeHs! B UCO 10007—95.

7.5.3 CoGcTBeHHOCTD TIOTpEOUTENEH

Opranu3zaiyd HeoOXOAUMO MICHTUULIMPOBATH OTBETCTBEHHOCTb B OTHOIUEHHHM COOGCTBEHHOCTH U
IPYTHX aKTHBOB, MPHHAIJIEXKALIMX TOTPEOUTENSAM U IPYTHM 3aMHTEPECOBAHHBIM CTOPOHAM K HAXOISHIMXCS
101 €€ YIIPaBJIEHUEM, C LIEIBIO 3AILHUTHI LIEHHOCTH COOCTBEHHOCTH.

ITpuMepsl coOCTBEHHOCTH TTOTpeduTeNeit:

- COCTaBHBIE YACTH WM KOMIIOHEHTHI, [IOCTABJCHHBIE UL BKIIOYEHHUS B IPOAYKIHUIO;

- TIPOAYKLIMSI, ITOCTABJIEHHAS JUIsl PEMOHTA, TEXHUYECKOro 00CAYXyBaHHA K PEMOHTA WIM MOIEPHM~
3aHUU;

- YNAaKOBOYHBIE MAaTEPHANIbI, ITOCTABJIEHHbIE ‘HEIIOCPENCTBEHHO MOTPEOUTENSIMY;

- MaTepuaasl norpebutenei, MpeaHa3sHayeHHbBIE VIS ONEpaLMi 110 yciyraM, TaKUM, KaK XpaHeHHE;

- YCIIYTH, TPelOoCTaBlIeHHbIe OT UMEHH IOTpeOuTe/eld, TaKhe, KaK TPAHCIIOPTHPOBAHUE COOCTBEH-
HOCTH NMOTpeOUTENEH TpeThe! CTOPOHE;

- MHTEJUIEKTYaJIbHASI COOCTBEHHOCTDb IMOTpebuTeNeil, BKIoyast crienMduKauuy, yeprexu 1 MHdop-
MaLMIo.
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7.5.4 CoGeTBEHHOCTD NOTpeOuTeNE

Opraupsaiius JOJKHA MPOSBISTE 3a60Ty 0 COGCTBEHHOCTH NOTPEOUTENs, [T0KA OHA HAXOIUTCS MOA
YIpaBJIeHUEM OPraHU3aLMK WK UCIIONb3yeTcst efo. OpraHusaiysi JoJDKHA HIeHTUGHUMPOBAaTh, BepUdu-
L{UPOBAaTh, 3aLLKIIATH K COXPAHATH COOCTBEHHOCTD NMOTPEOUTENH, IPENOCTABICHHYIO Ul MCITOJIL30BAHMS
WIN BKJIIOYEHUS B NMPpoAyKuMio. Eciu co6CTBEHHOCTE MOTPeOUTENS yTepsiHa, ITOBPEXACHA WM MPU3HAHA
HENPUTOTHOM IUIS HCIIONB30BaHUS, MOTPEOUTENb N0/LKEH ObITH 00 3TOM M3BELUEH, a 3allUCH JODKHBI
MOIIEPXUBATECA B paboUeM COCTOSTHUM.

NMpuMeyanue — CoGCTBEHHOCTb NOTPeGUTENS MOXET BKIIOYATh B ce0S1 MHTEICKTYaIbHYI0 COGCTBEH-
HOCTb.

7.5.4 CoxpaHeHHe COOTBETCTBHUS MPOLYKLIMHU

PyXOBOICTBY CJIeOyeT ONpeneJuTh U BHEAPUTDH NMPOLIECCHl TOrPY30YHO-Pa3rpy304HBIX paboT, yIakoB-
K, XpaHEHHs, KOHCepBALMK M IOCTABKM MPOTYKUUM IS NPEAOTBPAIIEeHHS] MOBPEXIEHUS, YXYIIUEHUS
COCTOSIHUS WM HeINpaBWIBHOINO HCIOJIB30BAHUA B XOHe BHYTpeHHel o6paboTKM M OKOHYATeNbHON
IIOCTaBKHM MPOAYKUKHU. PyKoBoICTBY HEOOXONMMO BOBJEYD MOCTABIIMKOB U MAPTHEPOB B oﬁpeneneﬂne U
BHEIPEHHUE Pe3yJIbTATUBHBIX U 3(pGEeKTUBHBIX NMPOLIECCOB 3AILNTHI 3aKYTUIEHHBIX MaTePHAJIOB.

PyKoBoICTBY CIEOYET pACCMOTPETH HEOOXOAMMOCTD B JIIOOBIX CIIELIMANbHBIX TPeOOBAHMAX, BRITEKAIO~
KX M3 Xapakrepa Npofykimu. CrelManbHble TpeGoBaHUst MoryT ObITh CBA3aHBl C IMPOTPAMMHBIMHU H
9JIEKTPOHHBIMU CPEACTBAMH, OMACHBIMUA MaTepuajaMy, MpoONyKUuel, Tpebylolleit cneuanbsHOro Iepco-
Haia Ut O6CIyXUBAHUS, MOHTAXA WIM MIPUMEHEHNUS, a TAKOKe TPONYKIIMeH WIX MaTepUaTaMu, SBJISIO-
UMMUCH YHUKAIbHBIMUK WIH HE3aMEHUMBIMH.

PyKoBOIACTBY ClIEAyET ONPEHdeIUTh PeCypchl, HEOOXOAMMBIE ISt MOIEpXKAHUSA B paboyeM COCTOAHUH
MPOAYKIIMK B TeYeHUE ee XU3HEHHOTO LIMKJIA JUISl IPeIyTIpEXIeHUS ITOBPEXACHUS, TTOPYH WU HEIIPABUIIb-
HOTO MCIONB30BaHust. OpraHu3anus coobLIaeT BOBeYEeHHBIM 3aMHTEPECOBAHHBIM CTOPOHAM WHQOpMALIIIO
1o pecypcaM U MeToaM, TpeOYIOLIMMCS IUISI COXPAHEHUS NIPeIoIaraéMoro UCroab30BaHUs MPOIYKIUY B
TeYEeHHE BCEro ¢ XU3HEHHOTO LHKAA.
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7.5.5 CoxpaHeHHe COOTBETCTBHS IPOAYKIIHK

OpraHu3sauus JODKHA COXPAHSATh COOTBETCTBHME IPONYKLIMM B XOJe BHYTpeHHeH o0paboTKu U B
TIpoliecce TOCTAaBKM K MeCTy Ha3HayeHHsl. DTO CoXpaHEHMe MOJ/DKHO BKIIOYaTh HMACHTH(HKALMIO,
IIOTPY304HO-pa3rpy30uHble paGoTHI, YIIAKOBKY, XpaHeHHe M 3a1luTy. CoxpaHeHHe JO/DXKHO TaKXKe IpUMe-
HSITBECS M K COCTABHBIM YacTsIM IPOAYKIIMH.

7.6 Yopasnenue ycTpoiicTBaMi 1A MOHHTOPHAIA H M3MEPEHHH _

PyKoBOICTBY ClieAyeT ONPEAETUTL U BHEAPHTD PE3YJIbTATUBHEIE U 3 PEKTUBHBIE ITPOLIECCHI, BKIIOYast
METONBI U YCTPOMCTBA, MCIIONb3yeMbie NMpPH BepHMGHUKALMH M BUIMIALMM NPOAYKUMH M IPOLECCOB JUIS
obecreyeHUsT YAOBIETBOPEHHOCTH MOTpeOUTENEH M APYTHMX 3aUHTEPECOBAHHBIX CTOPOH. DTHU IPOLIECCH
BKJIIOYAIOT HAGMIOACHHS, MOIETHPOBAHME U APYFYIO AEATEJBHOCTD 110 M3MEPEHUIO U MOHUTOPHUHIY.

Jlnst obecrieueHHs YBEPpEHHOCTH B JaHHBIX B TIPOLIECCH M3MEPEHUS M MOHUTOPMHIA HeoOGXOAMMO
BKJIIOYaTh MOATBEPXIEHHE TOro, YTO YCTPOMCTBA NMPUTOAHBI U1 UCIOJNB30BAHMA M IOIAEPXUBAIOTCS B
paGoyeM COCTOSIHUM C COOTBETCTBYIOLIEH TOYHOCTHIO ¥ COINIACHO MPHHATHIM 3TAJIOHAM, & TAKXe BKIIIOYATh
CpeIcTBa OIpelesieHus CTaTyca YCTPOMCTB.

OpraHuzauus TOoJXHa pacCMaTpUBaTh M JPYTMe CPENCTBA YCTPaHEHUS NOTEHLMAIbHBIX OUIMOOK B
IpoLeccax, HarpuMep GJIOKMPOBKY, € LENbI0 BEpUPHKALUN pe3yJbTaToB NPOLECCOB JUII MUHUMHU3ALMU
HOTpe6HOCTA B YNPaBISHUM YCTPONUCTBAMM ISl M3MEPEHHUHA M MOHMTOPMHIa, a Takxke Xo6GaBieHHs
LEHHOCTH 3aHHTEPECOBAHHBIM CTOPOHAM.
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7.6 Ynpasienue YCTPOMCTBAMH I MORNTOPHHIA H H3MepeHnit*

 OpraHu3aLy J0/KHA ONpPENeTHTE MOHUTOPHMHT i U3MEPEHUA, KOTOPbIE NPEACTOMT OCYILECTBIIAT,
a TaKxe yCTpPOMCTBA IJIsi MOHUTODHMHIA ¥ M3MEpeHMit, HeoOXoouMble /UIsl obecrieYyeHUs] CBUAETENbCTBA
COOTBETCTBHS MPOAYKIMK YCTAHOBJIEHHBIM TPEOOBAaHUAM.

OpraHu3aius 10/DKHA pa3paboTarh MPOLECCHI LIS ITOATBEPXKACHUS TOrO, 4YTO CII0CO6 MOHUTOPUHTA
M M3MEPEHMS COBMECTHM C TpeGOBaHUSIMH K MOHUTOPUHIY U U3MEPEHISIM.

Tam, rae Heobxoaumo obecreydBaTh UMEIOLLME 3aKOHHYIO CWIY pE3yJabTaTbl, U3MEPUTEJIBHOE
obopynoBaHue AOKHO OBITh:

a) OTKaIMOPOBAHO WIM MOBEPEHO B YCTAHOBJIEHHbIE NEPUOABI WIM IEPEl €ro NPUMEHEHHEM IO
0o6pa3lioBbIM 3TAJIOHAM, [TepeJalollMM pa3Mephl ENHHHUI] B CPABHEHHUM C MEXIYHAPOXHBIMU WIH Hauyo-
HaJIbHBIMK 3TaioHaMM. IIpy OTCYTCTBHHM TAKHMX ITAJIOHOB 6a3a, UCIOMB30BAHHASA U KATHOPOBKH WIU
MOBEPKH, JOJIKHA GBITH 3apeTHCTPUPOBAHA;

6) OTPEryIMpOBaHO WIH IOBTOPHO OTPErYJMPOBAHO TI0 Mepe HeOoOXOMMMOCTH;
B) MIEHTH(UIMPOBAHO C LEIbl0 YCTAHOBJIEHUS CTaTyca KajlubpoBKHU;
) 3alHIIEHO OT PErYIUPOBOK, KOTOPHIE CAEIAIH Obl HEACHCTBUTEIbHBIMU PE3YABTATH U3MEPEHUS,

JI) 3AHMILIEHO OT IIOBPECKICHUA MW YXYIILICHUS COCTOAHHA B XOIE O6paH.[CHPUI, TEXHHYECKOI'0
OGCJIY)I(PIBaHPIH U XpaHCHUSI.

Kpome Toro, opraHuzalusi HOJDKHA OLEHHUTb M 3aperdCTPHpPOBATh MPABOMOYHOCTH IMpEeAbLAYILIHX
pe3y/IbTATOB M3MEPEHUsA, €CIU OOHAPYXEHO, 4To 000pyAOBaHKE HE COOTBETCTBYET TpeboBaHusIM. Opra-
HU3aUMA NOJDKHA MPEJNPUHATL COOTBETCTBYIOLIEE AEHCTBHE B OTHOLUCHHWHM TAaKOro oGOpyHOBaHUS U
J1060H M3MepeHHON MPoAYKLMK. 3alUCH PE3yNbTaTOB KAIMOPOBKHU M MTOBEPKH JOJDKHBI MOAIePXUBATHCH
B paboyeM COCTOSHHH.

Ecnu npy MOHUTOpDHHI® U M3MEPEHUHM YCTAHOBJEHHBIX TpeOOBAHMIA MCIONB3YIOT KOMIIBIOTEPHbBIE
MpOrpaMMHBEIE CPENiCcTBA, UX CIIOCOOHOCTD YHOBNETBOPSTH IIPEAIIONATaeMOMY IIPUMEHEHHIO JOKHA ObITh
TMOATBEPXKACHA. DTO NO/LKHO OBITH OCYUIECTBJIEHO OO Hadyana NMPUMEHEHHUS M TIOBTOPHO IOATBEPXICHO
Mo Mepe HEOOXOMMMOCTH.

IIpumevanune — Cm. UCO 10012-1 u UCO 10012-2.

* TpeGoBaHua pasmena 7.6 NpUMEHAIOT HApsAy C METPOJOIMYECKHUMM MpaBHIAaMM ¥ HOpMaMH, HMEIOLIMMH
00s3aTeNbHYIO CHITY Ha TeppuTopuu Poccuiickoit Peliepaliny, KOTOphie COAEPKATC B HOPMAaTHBHBIX JOKYMEHTAX ITo
obecreYeHIIo eIMHCTBA U3MEPEHNHl, YTBepxaaeMbIX ToccranaapToM Poccuu B cooTeTcTBHH ¢ 3akoHoM Poccuiickoit
Denepainn «O6 obecrieyeHH eAMHCTBA U3MEpEHUI».
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8 M3mepenue, aHAIM3 U yJydlleHHe

8.1 O0mme pexoMenaaLun

8.1.1 Beenenue

MamMmepeHne TaHHBIX BaXXKHO TSI IPUHSITUS PEUICHUA, OCHOBaHHBIX HA dpakTax. BeicuieMy pyKoBoICTBY
cienyer obecrieunBath 3G¢eKTUBHOE H3MepeHue, cOOp W BAIMAALMIO NAHHBIX, 4TOObI YOSOWTLCA B
pe3yNBTATUBHOM paboTe OpraHU3alMU U YIOBIETBOPEHHOCTH 3aWHTEPECOBAHHBIX CTOPOH. DTa AEATENb-
HOCTb BKJIIOYAeT aHAIMU3 JEVCTBEHHOCTH M LIEJM M3MEPEHUS, a TAKXXe MPEeNIToNaraéMoe MCIOJb30BaHUE
IAHHBIX JUISL obecredyeHms 100aBIeHHON LEeHHOCTH OpraHW3allMH.

INpuMeps! U3MEpEeHUs 110KasaTe/el IPOoLecCOB OpraHMU3aLum:

- HM3MEpeHME M OLIEHKa IPOJYyKLUUU OpraHu3auuy;

- BO3MOXHOCTH IPOILIECCOB;

- JOCTUXEHMeE Leiell TpoeKTa;

- YAOBJIETBOPEHHOCTH MOTPEOUTENEH U JIPYTHX 3aMHTEPECOBAHHBIX CTOPOH.

OpraHu3aluy HeoOX0IMMO MOCTOSHHO OCYIIECTBISTH MOHUTOPUHT NENCTBUY MO YIYUIHEHUIO CBOSH
JeSTeIbHOCTY U PEFMCTPUPOBATE UX PEATU3ALIMIO, TAK KaK 3TO MOXEeT o6ecneyrBaTh JaHHbIE ISt OyMy1HX
YIyUILEeHU .

PesynbTaThl aHaMU3a NaHHBIX, MTOJMYYEHHBIX B XOME JEATEJBHOCTH 10 YAYYIIEHMIO, CIYXAT OMHUM U3
BXOJOB JUIS aHaJIM3a CO CTOPOHBI PYKOBOACTBA C IIENbl0 obecrieueHuss MHGOpPMALUK TIO VAYYHIEHHIO
JIEATEeIbHOCTH OpTraHM3allni.

8.1.2 Bonpocsl, KOTOpbIE JOJIXKHBI IPYUHUMATECA BO BHUMAHUE

IIpy U3MepeHHH, aHATU3e U YAYYLIEHUM HEOOXOOUMO YYUTEIBATD, YTO:

a) JaHHble U3MepeHHUH cieayeT npeoOpa3oBEIBaTh B MHQOPMALMIO M 3HAHUS, KOTOphle TOHAYT Ha
TOJIb3Yy OPraHU3aLuu;

6) M3MepeHHWe, aHATU3 Y YNYYLIeHWE IMPOAYKLMM M IPOLIECCOB HEOOXONMUMO MCIIONB30BAThH s
PAacCTAaHOBKY COOTBETCTBYIOLUUX TIPUOPUTETOB OPraHU3aluu;

B) NpUMeHsieMble OpraHU3alMed MeTONbl M3MEpeHUs ClefyeT MMEPUOAMYECKM AHATU3UPOBAThb, a
JaHHble BepuPUUHPOBATh HA HOCTOSIHHON OCHOBE HA TOYHOCTHL U IOJHOTY;

I) cpaBHEHHE C JIYIUIMMU JIOCTIKEHUSIMU OTACNBHBIX IMPOLIECCOB HEOOXOAMMO MCIOAb30BaTh KaK
CPECTBO YJIYYLIEHUS Pe3yJbTaTUBHOCTH M 3PHEKTUBHOCTH IIPOLECCOB;

J) M3MepeHUs YIOBIeTBOPEHHOCTH MOTpeOUTeNe! cheayer paccMaTpyBaTL KaK XM3HEHHO BAXHBIE
IUTST OLEHKU JIeSITENBHOCTH OpraHU3alny;

¢) MCMONb30BaHUE U3MEPEeHUH, cOop U JOBeleHUEe A0 CBEJEeHUS BCEX 3aAUHTEPECOBAHHBIX CTOPOH
fonydyeHHoi uHGOPMAIIMY CYLIECTBEHHBI JAJIS1 OPraHU3AIWY U COCTABIISIIOT OCHOBY YIYYILUEHUS €€ AeATENb-
HOCTH M BOBJEYEHMS 3aUHTEPECOBAHHBIX CTOPOH; Takasi MHpopMalUs TOJKHA ObITh aKTYalbHONW U NMETh
YETKO OIlpeieIeHHOe Ha3HAa4YeHUeE,;

X) CliefyeT TPHMEHSTh COOTBETCTBYIOLUME CpeAcTBA Iiepefayu WHQopManuy, BBITEKAIOUEH U3
aHaIM3a U3MEPEHU;

3) pe3yAbTATUBHOCTh U 3(PEKTUBHOCTh TOANEPKAHUS CBSI3M € 3aMHTEPECOBAHHBLIMU CTOPOHAMM
HEOOX0AHMO HU3MEPATH, YTOOB! YCTAHOBHTH, CBOEBPEMEHHO ¥ YETKO JIM MOHsTa MHbOpMALWS;

M) eclii KpUTEPUH IMoKa3areseil NMpoleccoB U XapaKTepPUCTUK MPOAYKIIMU YIOBIETBOPSIOTCS, MOXET
ORITH 1IeJ1eco00pa3Ho Mo-IIpeXXHEeMY IPOBOUTE MOHUTOPUHT U AHATU3 JAHHBIX O XapaKTEPUCTUKAX C [IEJBIO
JIYYLIEro MOHUMAHUS UX TIPUPOJILI;

K) HKCIIOJb30BAHUE COOTBETCTBYIOHIMX CTAaTMCTUYECKUX WAM JIPYTMX METOJOB MOXET IIOMOYb B
[TOHUMAHNY OTKJIOHEHHU# KaK Ipoliecca, TaK U U3MEPEHHUsT 1 MOXET, CJIEHOBATENbHO, YIYYIIHTh TOKA3aTeNu
Tpoliecca M XapaKTEPUCTUKHU MPOAYKIMN ITOCPEACTBOM YIIPAaBJIEHUS TAKUMU OTKIOHEHUAMU;

JI) creayeT IepuoAU4ecKU oOCYXIaTh CAMOOLEHKY B LIEJISIX OLICHUBAHHUS IIOJIHOTHI Pa3BUTHUSL CUCTEMBI
MEHEXXMEHTa KauyecTBa, YPOBHS pabOTbl OPraHU3alUM, a TAKXKE OINpeleeHUs BO3MOXHOCTEH TS Yiyd-
UIEHWS AeATeIbHOCTU (CM. NIPUJIOXeHUHe A).

TOCT P NCO 9001—2001 Cucrembl MenexkMeHTa KauecTa. TpeGoBanus

8 ViamepeHue, aHAJIM3 U YJIyYlIeHHAE

8.1 OOmme nosoxenus

OpraHusaiust J0/KHa [UTAHUPOBATh M IMPUMEHSTD MPOLECChl MOHUTOPHHTA, U3MEPEHUSI, aHATU3a
Y yAYYILIEeHUS, HeoOGXOMUMBIE [UISL:

a) JEMOHCTpaUUMN COOTBETCTBUSA INPOAYKHUU,

29



T'OCT P UCO 9004—2001

6) obecreyeH s COOTBETCTBHSA CHCTEMbl MEHEKMEHTA Ka4eCTBa,

B) IOCTOSIHHOI'O TOBBILIEHMS PE3YJIbTATHBHOCTY CHUCTEMbl MEHEIUKMEHTA Ka4CCTBA.

D710 HOJKHO BKJIIOYATH OMNpeNejeHUEe NPUMEHUMBIX METONOB, B TOM 4YMCJE CTATUCTUYECKUX, U
00JIACTh MX MCIOJb30BaHMA.

8.2 U3mepenne ¥ MOHMTOPHHI »

8.2.1 U3MepeHne M MOHUTOPHHT pabOTHl CHCTEMBI

8.2.1.1 O6iIHe MOJI0XEHUST

Bbicliee PyKOBOICTBO JOJDKHO OBECIIeYHBaTh, YTOOB! MPY ONpee]eHIH 00/IacTeld YIyJIICH S TesTeNb-
HOCTH CHCTEMBI MEHEIKMEHTA KAYecTBa MCIIONb30BANCH Pe3y/IbTaTUBHBIE U 3G pEKTUBHBIE METOIBL.

TIpuMeps! TAKUX METOIOB:

- OTCNEeXUBAHME YIOBJIETBOPEHHOCTH MOTPEOUTENIEH U APYTHX 3aHHTEPECOBAHHBIX CTOPOH;

- BHYTpPEHHHE aygHThl;

- u3MepeHue HUHAHCOBBIX MMOKA3ATENCH,;

- caMooLeHKa.

8.2.1.2 MisMepeHUe MU MOHUTOPUHT YIOBJIETBOPEHHOCTH motpeduTenei

W3MepeHHe ¥ MOHMTOPUHI YIOBJIETBOPEHHOCTH MOTpebUTe el 6a3upyIOTCs Ha aHATU3C nudopma-
1uM, cBA3aHHOM ¢ notpeburensmu. C6op Takoi nHGOPMALMH MOXET OBITh AKTUBHBIM WU [IACCUBHBIM.
PyKoBOICTBY HAO YYUTBIBATh, YTO MUMEETCST MHOIO UCTOUYHHMKOB uHGpOpMaLIUH, CBI3aHHOM ¢ MoTpeduTe-
MMM, M pa3paGoTaTh pe3yibTaTUBHbE M 3(deKTUBHBIE MPOLECCH cOOpa, aHAIM32 U MCTONb3OBAHMUS
yKa3aHHON MHGbOPMALIMH VIS yIyYLIeHUs] esITEIbHOCTH OPTaHU3aLIMY. OpraHu3anuy clenyeT olpeneauThb
BHYTPEHHME U BHELIHUE UCTOYHUKY UHGOPMALMH O IIOTPEOMTENISAX M KOHEUHBIX [10/1630BATE/IAX, AOCTYII-
HbIe B MUCBMEHHOM U YCTHOM dopMe.

[Mpumepsl HHGOPMALIUM, CBI3aHHOHN C NOTPEOUTEISIMH:

- 0030pBl NOTpeOUTEsEH 1 MOJIb30BATENCH;

- obparHasi CBSI3b MO MEPCIIEKTUBAM MPOXYKLMH;

- Tpe6oBanus norpebuteneit 1 MHdopMaLus M0 KOHTPAKTY;

- MOTpeOHOCTU PBIHKA,

- NaHHbIE O TIPEIOCTABIEHUY YCIIYT,

- uHdopMalKs, OTHOCSALIAACSH K KOHKYPEHLHH.

PykoBoCTBY HEOGXONMMO HCIIOJIb30BaTh U3MEPEHHUE YIOBJICTBOPCHHOCTH rmorpedurenei Kak Xus-
HeHHO BAXHOE CPeCTBO. 3amnpallMBaHue, U3MEPEHUEe ¥ MOHUTOPUHI OpraHusauyeil obpaTHo! CBA3K 06
YIOBIETBOPEHHOCTH NOTpeGuTeNeH o6ecneYnBalOT HHPOPMALIHMIO Ha [IOCTOAHHOM OCHOBe. BTOT INpoliece
YYUTHIBAET COOTBETCTBME TPEOOBAHUSM, YROBIECTBOPEHUE rmoTpeGHocTe M OXWIaHUN TMoTpeburene, a
TaKXe LIEHY U TIOCTAaBKY NPOLYKIHH.

OpraHusauuy ciiefyeT pa3paboTaTh U UCIIOIb30BATh HICTOYHUKHI nHbopMaLuy 00 yAOBJIETBOPEHHOC-
TU MOTpeOUTENEH, & TAKXKE COTPYIHUYATH CO CBOMMM MTOTPEOUTEIMU C LENbIO NPOTHO3UPOBAHUA Oynyiuux
notpe6HocTelt. OpraHu3anuy Hajo TUIAHUPOBaTh M paspabarsiBaTh IPOLECCH, 4TOOBI PE3YNBTATUBHO U
3¢HEeKTUBHO yIUTHIBATH MHEHHS NoTpebuTeed. C IIOMOLUBIO [UIAHHPOBAHHUA ITUX IIPOLECCOB HEe0OX0AUMO
OTpPENENNTh H BHEAPUTh MeToibl c6opa HAHHBIX, BKIIOYAsA MCTOYHHUKHM MHGPOPMALMH, YACTOTy cbopa u
aHaNN3a JaHHBIX.

TIpuMepsl HCTOYHUKOB MHGOPMALUK 06 YIOBAETBOPEHHOCTH TOTpeOUTe !

- Xanob6sl nmoTpeburesei,

- HENOCPEACTBEHHOE OOLIEHNE C MTOTPEOUTENSIMH;

- @HKETHpPOBaHUA U 0030DbI;

- ¢6op ¥ aHaIU3 JAHHBIX 1O CyOmoapsny;

- IieJieBbIe TPYTIIHI;

- OTYETHl OpraHu3aIMii-moTpeduTeNeii;

- cOOOIIEHNA B PasIMYHBIX CpencTBax uHdopMaumu,

- HW3ydYeHUe oTpaciieil MPOMBILUIEHHOCTH H SKOHOMHUKH.

I'OCT P MCO 9001—2001 Cuctemsl MeHe/KMeHTa KadecTsa. TpeGoanus

8.2 MoHHMTOPHHr 1 U3MepeHHe

8.2.1 VioBieTBOpeHHOCTb noTpeduTeneit

OpraHu3aLys JOKHA IPOBOAUTD MOHMTOPUHI MHPOPMALIMH, KACAIOIMICS BOCIIPUSITUS TIOTPeGH -
TENSIMA COOTBETCTBHS OPraHM3ALMK TpeOOBaHUAM MoTpebuTtene, KaK OMHOIO U3 coco60B M3MEPeHHS
paboThl CUCTEMBI MEHEIKMEHTa KavyecTsa. JIOJKHBI OBbITh YCTAHOBJICHBI METOIbI NIOTYYEHHUS M UCIIONb-
30BaHus 310l MHGOPMALIMMU.
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8.2.1.3 BHyTpeHHMIi ayauT

BriciieMy pyKoBOACTBY CleAyeT o6ecrieunTb pa3paboTKy pe3yIbTaTUBHOTO U 3(pGeKTHBHOIO Ipoliec-
ca BHYTPEHHEro ayayra Uil OLICHKM CIbHBIX U c1a6bIX CTOPOH CHCTEMBI MEHEIKMeHTa KavyecTsa. [Ipoliecc
BHYTPEHHEro ayuTa IefCTBYET KaK CpeICTBO MEHEKMEHTA TIPH He3aBUCHMOM OlIeHKe JII000ro yKasaHHOro
npolecca WM BUAA NeaTeJbHOCTH. OH NpefoCTaBiIsIeT He3aBUCUMBII HHCTPYMEHT JUISL UCIIOJB30BAHMUS ITPH
IOJy4eHUM OOBEKTUBHBIX CBUIETENBCTB TOTO, YTO CYLUECTBYIOLINE TPeGOBAHMS BHIMOJHEHEI, TAK KaK IIpU
BHYTPEHHEM ayIUTe OLEHUBAECTCS pe3yNIbTaTUBHOCTD U 3¢ HeKTHBHOCTh OpraHU3aIuu.

BaxHo, 4T06BI pYKOBOACTBO 06€CIIeMMBATIO MPOBefeHe NeHCTBUI O YIYYIIEHHWIO, BHITEKAIOIMX U3
pe3ynbsTaToB BHYTPEeHHero aynura. [lnaHHpoBaHHe NOJIKHO OBITh MMOKMM, YTOGLI MOXHO ObUIO BHECTH
M3MEHEHUS B aKIIEHTHl MCXOAS U3 BBIBOAOB U OOBEKTHBHBIX CBUAETENLCTB, MONYYEHHBIX B XOIE ayduTa.
CooTBeTCTBYIOILME BXOAHBIC JaHHBIE OT obyacTeif, MOLIEXaUIMX ayaUTy, & TAKXKE OT APYTHX 3aHHTEPECO-
BaHHBIX CTOPOH CJEAYET YYUTBHIBATh IPU pa3paboTKe IUIAHOB BHYTPEHHMX ayAUTOB.

OO6BeKTbl pACCMOTPEHHS MPY BHYTPEHHEM ayaUTE:

- pesynbTaTiBHOE M 3¢ deKTHBHOE BHEAPEHHE IIPOLIECCOB,;

- BO3MOXHOCTH ITOCTOSIHHOTO YMYYILIEHMHS;

- BO3MOXHOCTH IPOIIECCOB;

- pe3ynbTaTuBHOE U 3¢ GeKTHBHOE IPUMEHEHUE CTATHCTHYECKMX METOMHOB;

- KCII0Jb30BaHHEe UHGPOPMALIMOHHBIX TEXHOJIOTHIA;

- aHAJIU3 NAaHHBIX O 3aTparax Ha Ka4yecTBo,

- pe3ylbTaTUBHOE U 3¢hdeKTUBHOE UCIIONB30BAHUE PECYPCOB;

- OXUIAHUS U Pe3yAbTaThl QYHKIIMOHHUPOBAHMS IIPOLIECCOB U MPOMYKIIUH;

- aAeKBaTHOCTb M TOYHOCTb U3IMEPEHUS AESITeNbHOCTH;

- OesITeNILHOCTE IO YJIYYILIEeHHIO;

- OTHOILLUEHMS ¢ 3aUHTEPECOBAHHBIMU CTOPOHAMH.

B ortueTsl M0 BHYTPEHHMM ayAWTaM MHOTAA BKJIIOYAIOT CBUAETEILCTBA OTIMYHOM paGoThl OpraHu3a-
UM, C TeM YTOOBI [IPEIOCTABUTh BO3MOXHOCTb PYKOBOJCTBY IIPH3HATh U OTMETHTH PabOTHUKOB.

T'OCT P UCO 9001—2001 Cucrembl MeHeIKMEHTA KauecTBa. TpeGopaHua
8.2.2 BHyTpeHHME ayaUTEI (TTIPOBEPKU)

Opranu3zanus J0JDKHa MPOBOOUTh BHYTPEHHME ayAMTHI (IIPOBEPKM) Yepe3 3alUIaHUPOBAHHbBIE MH-
TepBaJIbl C LIEJIbIO YCTAHOBJIEHUSI TOTO, YTO CUCTEMA MEHEKMEHTA KayecTBa:

a) COOTBETCTBYET 3AIUIAHMPOBAHHBIM MEPOIPHATHSM, TPeGOBAHMAM HACTOSAILETO CTaHAApTa U
TPeGOBAHUSIM K CHCTEMEe MEHEDKMEHTA KauyecTBa, paspaboTaHHbIM OpraHHU3aLuel;

6) BHeApeHa pPe3yJIbTATUBHO M MOJIEepXUBAETCA B paGoueM COCTOSHUH.

ITporpamma ayauToBs (IIpoBepOK) TOJDKHA IUIAHMPOBATHCS € YUETOM CTaTyca M BAXHOCTH IPOLIECCOB
M y4acTKOB, ITOUIEXAallUX aymuTy, a Takke Pe3yJbTaToB Npedblnynmx aynutoB. Kputepum, obnacts
MIPUMEHEHUS, YaCTOTa ¥ METOIBI ayAUTOB JOJDKHBI OBITh orpeaeneHbl. BeiGop aynuropos u niposeneHue
ayIMTOB IOJDKHBI 00ecreYMBaTh OOBEKTUBHOCTL M GECTIPUCTPACTHOCTD Ipoliecca ayauTa. AyAMTOpPBl He
JOJDKHBI MPOBEPATh CBOIO COOCTBEHHYIO paboTy.

OTBETCTBEHHOCTh ¥ TPeGOBAaHMSA K IUIAHUPOBAHMIO M MPOBEACHHUIO ayNWTOB, 4 TAKXKE K OTYETY O
pesyJbTaTax M MOMIEPXKAHMIO B paboyeM COCTOSTHMM 3amuceil JOJDKHBI ObITh ONpeHeTeHbl B JOKYMEHTH-
POBaHHOM IIpoLexype.

PykoBoZCTBO, OTBETCTBEHHOE 32 MPOBepsAeMble OGNACTH HESTENBHOCTH, NOJDKHO 06ecreuuBars,
YTOOBI AEHCTBUS NMPEAPUHUMAIUCH 63 U3NTUILHEN OTCPOYKHM AN YCTPaHEHHUS oGnapyxemmx HECOOT-
BETCTBU# M BBI3BABIUMX MX NpuuuH. [locrenyromme TeHCTBUS DOJDKHBI BKITIOYATh BepHOUKAIMIO TIpe-
HPUHATBIX MEP U OTYET O Pe3yJIbTaTaxX BepUPHKAIUH.

IlpumMeyanue — Cm. TOCT P CO 10011-1, TOCT P UCO 10011-2 u TOCT P UCO 10011-3.

8.2.1.4 PuHaHCOBLIE MEPHI

PykoBomcTBy HEO6XOAMMO paccMaTpUBaTh TPeoGpa3oBaHUe AAHHBIX, IIOJTYYEHHBIX B X0/€ POLIECCOB,
B MHQOPMALMIO (DUHAHCOBOrO XapakTepa IS OGecIeYyeHUs] CPABHUMBIX MEp NPUMEHUTENBHO KO BCEM
TIPOLIECCaM U CONENCTBHUS MOBBIILIEHUIO PE3YILTATUBHOCTH M 3 PEKTHBHOCTH NIEATENHHOCTH OPTaHU3aL1H.

TpuMepsb! GHHAHCOBRIX Mep:

- aHaNMU3 CTOMMOCTHU MPERYNPEXAAIOINX U OLEHOYHBIX MEp;

- aHajU3 CTOMMOCTH HECOOTBETCTBMS,
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- aHAJIH3 CTOMMOCTH BHYTPEHHHMX U BHEUIHHX OTKAa30B;

- aHAIM3 CTOUMOCTH XHU3HEHHOro LUKIA.

8.2.1.5 Camoouyenxa

Beric1ieMy pyKOBOJICTBY CJIEAYET pPACCMATPUBATh BOMTPOCH! POBENEHMS caMOOLeHKH. CamooLieHKa —
TIIATeNbHOE OLIEHWBAaHHE, OOGBIYHO MPOBOAMMOE CAMMM DYKOBOICTBOM OPIaHM3ALIMH, UTOTOM KOTOPOTO
SABJISIETCS MHEHUE WIK CYXIEHHE O PE3yJIbTaTUBHOCTU U 3¢h(PEKTUBHOCTU OPraHU3ALMH ¥ YPOBHE 3PETOCTH
cHCTEMbl MEHEIXMEHTa KayecTBa. CaMOOLIEHKAa MOXET HCIIOJb30BAThCS OpraHM3alyed Ui CPaBHEHHS
CBOEM JIeATENBHOCTH C JYYUIMMHM HOCTHKEHUSIMM BHEIUHWX OPraHM3aLMi M I10Ka3are/sIMM MHPOBOIO
YPOBHS 1O JAHHOMY BMAY AesiTebHOCTH. OHa IOMOraeT MpH OLCHMBAHMM YTyYIUEHHS AEATENbHOCTH
OpTaHM3ALMK, B TO BPEMS KaK NPOLECC BHYTPEHHEro HE3aBUCHMOTIO ayquTa OpPraHU3aluu UCIO/Ib3YeTCs
UL TIOJIy4YeHMs] OOBEKTMBHBIX CBMIETENBCTB TOTO, YTO CYLUECTBYIOUIME IIOJMTHKA, IMPOLIEAYPHl HIK
TpeGOBAHHUS BHINONHEHB (IIPH BHYTPEHHEM ayIUTE OLEHMBAIOTCH PE3YALTATUBHOCTD M 3G GEKTMBHOCTD
CHUCTEMBI MEHE/DKMEHTA Ka4eCTBa).

Maciutab ¥ crerneHb CaMOOLIEHKH HeoOXOAHWMO IUIAHMpOBATh MCXOA U3 LieNed U IIPHOPHTETOB
opraHm3aliuy. MeTox CaMOOLIEHKH,, IPUBENCHHBIHA B IPHIIOXEHHHU A, HATIPABJIEH HA YCTAHOBJIEHUE CTETICHH
pE3YNbTATUBHOCTH U 3¢ GbEKTHBHOCTH BHEIPEHMS CUCTEMBI MEHE[UKMEHTA KaYeCTBa B OPraHU3aLIMK.

HexoTopbie NpeuMyINECTBa IPUMEHEHUST METOIa CAMOOLIEHKH, JAaHHOTO B IPHIOXEHUH A, 3aKIIO-
YalTcsA B TOM, YTO OH:

- MpPOCT IS MTOHUMAHUS;

- JIETOK IIpY KCIIOJIB30BAHUY;

- TpebyeT MUHHMAaJIbHBIX PECYpCOB PYKOBOICTBA;

- obecrieynBaeT BXOAHBIE NAHHBIE IUIS ynyduleHHs (GYyHKUMOHMPOBAHHMS CHCTEMBl MeHEIXMEHTa
KAayecTBA OPraHM3allyu. S

TpwioxeHue A ABISETCS OQHUM U3 IIPUMEPOB CAMOOLIEHKH. CaMOOLIEHKY He CJIElyeT paCCMATPHUBATh
KaK aIbTepHATUBY BHYTPEHHEMY WJIM BHEILHeMY aymuTy KayecTsa. IIpuMedeHue MeTona, ONMUCAHHOTO B
IPHIOKEHUH A, MOXET TIPeSOCTABUTh PyKOBOJCTBY OBILYIO KAPTUHY AESATEIBHOCTH OPraHU3alliK U YPOBHS
3pEJIOCTH CUCTEMBI MEHEIXKMeHTa KauecTBa. CaMOOIEHKa MOXET Takxke 06GeCneynBaTh BXOAHbIC NaHHbIE
IUIS1 onipenesieHus obacTeil B OpraHU3aly, TpeOyIOIKUX YIYYIeH!s], X OKa3aHMs IIOMOLIM B PACCTAHOBKE
MIPHOPHTETOB. '

8.2.2 M3sMepenre 1 MOHUTOPUHT ITPOLIECCOB -

OpraHu3aiu CjIefyeT ONPENETUTh METOAbl M3MEPEHUS - M I[POBOAUTH HU3MEPEHMSA VIS OUEHKH
BBINONHEHU Npoueccos. OpraHu3anuy Heo6XoAUMMO BKITIOYUTD 3TH M3MEPEHMS B MIPOLIECCHI H HCIIONB30~
BaTh [IPY MEHEDKMEHTE MPOLIECCOB. :

W3MepeHusT TPUMEHSIOT TMPH €XEXHEBHOM MEHEIKMEHTe onepaunﬁ MpU OLIEHKE TIPOHECCOB,
KOTOpbIE MOTYT OBITh OOBEKTAMM JUISL ITO3TANHBIX MM TOCTOSIHHBIX YAYYLUEHWH, 8 TAKXKE UL [POEKTOB
MpPOpPBIBA COTIACHO ITPOTHO3Y U CTPATErMYECKUM 1IeJISIM OPraHU3aLMH.

HeoGxonumo, uToObl M3MEPEHM BHIMOTHEHUS MPOLIECCOB OXBATHIBAIH no1*pe6Hocm W OXWAAHUS
3aMHTEPECOBAHHBIX CTOPOH COAAHCHUPOBAHHO.

l'Ipmvxepr

BO3MOXHOCTH;

- BpeMs pearMpoBaHMS;

- TIPOIOJDKHUTENIbHOCTD LIMKJIA MW TIPOWU3BOAMTENILHOCT;

- H3MepseMBIe acleKTH HAaIeXKHOCTH;

- BBITYCK IPOAYKLIHUH;

- pe3yJbTaTHBHOCTb M 3(pPeKTUBHOCTH pabOTEl COTPYAHUKOB OPraHU3alyK;

- TIpUMEHEHHUE TEXHOJIOTHIA,

- COKpaIUEHHE HEeIIPOU3BOIUTENbLHBIX PACXOJIOB;

- pacrpefeieHHe ¥ COKpallleHHe 3aTpar.

TOCT P ICO 9001—2001 Cucremnl MeHeKMEHTA KadecTBa. TpeGoBanus

8.2.3 MOHHUTOPHHT ¥ U3MEPECHHUE ITPOLIECCOB

Opranusaiys No/DKHA HPpMMEHATh TOAXONAIINE METOLB MOHUTOPHHTA H, [AE 3TO LiejiecoobpasHo,
W3MEpPEeHMS TPOLIECCOB CHUCTEMBbI MEHEMXMEHTa KayecTBa. DTH METOABI JOJLKHBI HNEMOHCTPUPOBATH
CIIoCOOHOCTD MPOLIECCOB HOCTUraTh 3alLIAHHMPOBAHHEIX pe3y/sTaToB. Ecnu 3armaHpoBadHbIe PE3YIBTATH
HEe JOCTUCHYTHI, TO, KOLIa 3TO Leecoobpa3Ho, JOJXHBI MPEAIPUHUMATLCS KOPPEKIUY U KOPPEKTHPYIO-
lMe IeUCTBUA [T obecrieyeH sl COOTBETCTBUS ITPOAYKLIMH.
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8.2.3 UaMepeHre 4 MOHUTOPHUHI ITPOLYKIIUU

Opra”u3auuu ciefyeT pa3paboTaTh M YCTAHOBUTH TpeOOBaHHS K M3MEPEHUIO (BKIIOYASI KPUTEPUH
MPUEMKM) cBoei mpomykuuu. M3mepeHue NpOAYKIIMK HAOO IUIAHUPOBATh M OCYLUECTBJIATH C LEJBIO
IPOBEPKH TOT'O, YTO TPeOOBAHUS 3AMHTEPECOBAHHBIX CTOPOH BBHIIIOJTHEHBI U HCIIOB30BAHEI IS yAy4IIeHUs
IIPOLIECCOB XH3HEHHOTO UK MPOTYKIIUH.

I1pu BEIGOpPE METOOB U3MEPEHUSI VTSI 00ECTIEeYeHHS COOTBETCTBHUSA IIPOAYKIIMY TPeOOBAHUSM, & TAKXKE
PV pacCMOTPEHUHN MOTpeOHOCTEH U OXMAAHUN MoTpebuTenei OpraHU3alMd HEOOXOAMMO YUUTHIBATS:

a) BUABI XapaKTePUCTHUK IPONYKUMM, OT KOTOPbIX 3aTeM 3aBHUCAT BUIBI U3MEPEHUMH, IMOIXOISIIME
CpejiCTBa U3MEPEeHMs, HeoOX0UMasl TOYHOCTh U TpeOyrolinecs: HaBbIKM;

6). HeoGXxonuMbIe 060pYIOBaHME, IPOrPAMMHBIE CPEACTBA U MHCTPYMEHTHL;

B) pACITOJIOXEHHME ITOAXOMALIMX TOUEK HM3MEPEHUS B ITOCICAOBATEILHOCTH Ipoliecca XH3HEHHOTO
LUMKJIA TPOXYKIIUH;

I) XapaKTepHCTUKU, IOJIeXaie U3IMEPEHUIO B KaX/I0H TOUKE, NOKYMEHTAUMIO U KPUTEPUU IIPH-
€MKH, KOTOpbIC OYIyT IPUMEHSATHCH,

1) YCTaHOBJIEHHBIC ITOTPEOUTEISIMU TOYKY JJISI OCBUACTEIbCTBOBAHUS WIM BepU(UKAIMKA BHOPaHHBIX
XapaKTePUCTUK NMPOIYKIIVH;

€) KOHTpPOJb WM HUCIIBITAHUS B MIPUCYTCTBUHU 3aKa3UMKa, WU OCYIeCTBIsSIEMble 3aKOHONATEIbHBIMU
U permaMeHTHPYIOIUMU TTOTHOMOYHBIMU OpTaHaMy;

X) rIe, Korna ¥ Kak opraHu3auus HamepeHa (WIM 5To TpeOyeTcst MoTpeOUTENsIMU VIIM 3aKOHOAA-
TeIbHBIMU U perIaAMEHTHPYIOIIMMHM TTOJTHOMOYHBIMU OpPraHaMH) MPUBJIEKATh KBATUDUIIMPOBAHHYIO TPETHIO
CTOpPOHY JUIST IPOBENCHMSI:

- WCIBITAHUU THUIIA,

- KOHTpOJISi UJIK UCIIBITAHUN B X0J€ Ipoliecca,
- BepuHUKALMU TTPOTYKLIHH,

- BTMIALMM TTPOILYKLIUH,

- KBaIU(pUKALUU [IPOSYKLUH;

3) kBaumM¢pUKaio paGOTHUKOB, MAarepuaNoB, NPOAYKIMH, MPOLECCOB U CUCTEMBI MEHEIXMEHTa
KayecTna,

M) OKOHYaTeNbHbI KOHTPOJbL C LENBIO MOATBEPXKICHMS, YTO JESITENIbHOCTh MO BepUpUKAIMH U
BAIMIALMY 3aBepilieHa U ofobpeHa;

K) PEerycTpalMio pe3yJibTaTOB U3MEPEHMs TPOTYKLIMH.

OpraHu3aiyy CIeAyeT aHaIM3MPOBAaTh METOB], UCTIONB3yeMble IIPH U3MEPEHUH NPOXYKLUM, U Npeayc-
MaTpHBAEMbIE 3AIMCHU IO BEpUPUKALNHU, YTOObl YIUTLIBATL BO3MOXHOCTH YIIYYILIEHUS AEATEIbHOCTH.

TunuyHple TIpMMepbl 3amuceil o0 M3MEpPeHUU TPOAYKIIMHU, KOTOpble PAacCMaTpUBAIUChL Obl MpH
YIYYLIEHUM JeATEIbHOCTHU:

IPOTOKOJIBI KOHTPOJISt X UCIBITAHKH;

- YBeIOMJIEHHS O BBIIYCKE MATEpHAJIOB;

OJIaHKY TIIPUEMKH MIPOIYKLIHH;

cepTU(UKATBL COOTBETCTBHS, €CJIU 3TO HEOOXOIUMO.

T'OCT P CO 9001—2001 Cucrembl MeHemkMeHTA KayecTBa. TpeGosanns
8.2.4 MOHUTOPUHT U M3MEPEHUE IPOAYKLIUA

OpraHu3auus JODKHA OCYLUECTBIISIT MOHUTOPHHT Y U3MEPATh XAPAKTEPUCTHKH TIPOAYKIIMU C LIENbIO
MPOBEPKH cobmomeHUs TpeGoBaHWl K MPOAYKIMH. JTO HOJDKHO OCYILUECTRISITHCA HA COOTBETCTBYIOLUMX
CTaIHSX IpoLIecca XU3HEHHOrO HMKJIIA MIPOTYKUMK COIVIACHO 3aIUTAHMPOBAHHBIM MEPOIIPUSTHAM.

CBuneTeNbCTBA COOTBETCTBUS KPUTEPUSM TIPHEMKH AOJDKHBI MOJAEPXKUBATECS B padoyeM cocTos-
HUHK. 3amMCH JOXKHBI YKa3bIBaTh JIMLI0(a), CAHKLIMIOHHPOBABLLIEE(HE) BITYCK ITPOIYKIIMH.

Jlo 3aBeplleHMs BCEX 3AIUTAHMPOBAHHBIX MEPONPUSATHH BBITYCK IMPOAYKIMM M MPELOCTABICHHE
YCJIYTH He JIOJDKHBI OCYIIECTBISTHCS, €CIIM UHOE He YTBEPXKIACHO COOTBETCTBYIOIIAM YIIONMHOMOYEHHBIM
WIH, TAe 3TO MPUMEHMMO, ITOTPECUTENEM.

8.2.4 NsMepeHe ¥ MOHUTOPHHT YIOBJIETBOPEHHOCTH 3aMHTEPECOBAHHBIX CTOPOH
Opranuzalisa Do/DKHA OTIpEAeUT: HHGMOPMALIMIO IT0 M3MEPEHHAM, TPeGYIOLIyIocs IS BBITOJIHEHUS
noTpeGHOCTEM 3aHHTEPECOBAHHBIX CTOPOH (KpoMe MOTpeOuTeNei) 1 KaCAIOIIYIOcs TPOLIECCOB OPraHm3a-
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MU, C TeM 4YTOGBI HoOUThCS OamaHca MpU PACHpPEACICHUH PECYPCOB. Takas uHpOpMALUS BKIIOYAET
M3MEepEeHUs, OTHOCSILMECS K paGOTHMKAM OPraHH3allUM, BIaNeNblaM ¥ MHBECTOpaM, NOCTaBIIMKAM H
fapTHepaM, a Takxke oblLIecTBy.

TpuMepsl U3MEPEHUN!

a) B OTHOLIEHUH CBOMX PAGOTHMKOB OPraHU3ALUM CIEyeT:

- U3yYaTh MHEHWS CBOUX PaGOTHMKOB O CTENEHHU YAOBJIECTBOPEHHOCTH WX rmorpebHOCTEl H
OXUITAHUH;
- [POBOWTH OLIEHKY MHAMBHMIYAIPHOM U KOJUIEKTUBHOM PaGOThI COTPYNHMKOB M MX BKNaxa B
PE3yJIbTAThI OPraHU3alMH.
6) B OTHOUIEHMHU BJAENbLEB ¥ MHBECTOPOB OPTraHU3ALMK CIIEIYeT:
OIEHUBATH CBOM CIIOCOGHOCTH B JOCTVDKEHHU MOCTABIEHHBIX LENei;
OlIeHUBATD CBOIO (GMHAHCOBYIO IEATENBHOCTD;
OLIEHMBATH BO3AEHCTBUE BHEIIHUX (GAKTOPOB HA CBOM DE3YJIBTATHI;
OTIPE/EIATh LIEHHOCTD, TIOJIYYEHHYIO B PE3yNbTaTe NPEANPUHATBIX NEHCTBUM.

B) B OTHOLUEHWY ITOCTABLIMKOB M NapTHEPOB OPraHU3aLMH ClEaYyeT:

- M3yyaTb MHEHUsI [TOCTABILUKOB U NMAPTHEPOB, KACAIOLMXCS UX ynosneTBopeHHocm npoLeccaMu
3aKYNOK, OCYIIECTBISIEMbIMU OpraHH3aLHEN;

- KOHTpOJIMpPOBATh U 06eCTIeYnBaTh OOPATHYIO CBS3b IO AESITEIbHOCTH ITOCTABLIMKOB U [apTHEPOB
IO KX COOTBETCTBHIO IONUTHKE B OONACTH 3aKYNOK OPraHW3aluu;

- OLIEHMBATb KAYECTBO 3aKYIUIEHHOM MPOAYKLIMH, BKJIAA [TOCTABLIMKOB ¥ BbIOJbI OT B3AHMOOTHO-
LHEHU .

I) B OTHOLUEHMM OOLIECTBA OpPraHU3aUMy CIAEAYeT:

- onpedeNsTh ¥ OTCIEXHUBATh NOAXONALME AAHHbIE O PE3YNBTATaX, CBA3AHHDIX C €€ LeIAMH, UL
JOCTYOKEHVSI YIOBIETBOPUTEILHOTO B3aMOIEHCTBUA C OOILECTBOM;

- TEePUOIMYECKU OIEHUBATH PE3YJILTATUBHOCTD U 3PEKTUBHOCTb CBOMX NEACTBUIA U BOCTIPUSITHE
CBOEH NEATENBHOCTH COOTBETCTBYIOUIMMU CIIOSIMHM OOILECTBA.

8.3 YnpasJienne HeCOOTBETCTBHAMU

8.3.1 O61ue MOIOXKEHUsA

BeiciIeMy PYKOBOACTBY HEOOGXOAMMO HAleNUTh PAGOTHUKOB OPraHW3alMK MOJTHOMOYUSMM U OTBET-
CTBEHHOCTBIO COODOLIATh O HECOOTBETCTBHMSAX Ha JI00O# cTaguu npoiecca Ui obecreyeHus: CBOEBpEMEH-
HOTO OGHAPYXXEHUS M YCTPAHEHHUSI HECOOTBETCTBUM, & TAKKE OTPEJENIUTh IIOJIHOMOYMS 0 pearnpoBaHHUIO
Ha HEeCOOTBETCTBUS C LIEJIbIO MOLIEPXAHUA COOTBETCTBHS IIPOLIECCOB M MPOAYKIMH TpebosaHusm. Opra-
HU3ALMY CeIyeT Pe3yNbTaTHBHO M 3 dEeKTUBHO YIIPaBIATh MICHTH(UKALMENR HECOOTBETCTBYIOLIEH Npo-
YKL, U30JALMEN ¥ yTuaM3auueit, 4To6bl MPEIOTBPATUTb HEMIPaBWIBHOE €€ UCIIONL30BAHKE.

Tam, Tie 9T0 MPAKTHIECKHU 11e/Ieco06pa3HO, HECOOTBETCTBUSA HEOOXOAMMO PErUCTPUPOBATh OIHOBPE-
MEHHO C YKA3aHMEM MeCTa MX HaXOXIEHHUS, 4ToObl 06neryurh usyyeHue K obecreyusarh NaHHbIE VI
AHAIN3a ¥ AEATSNbHOCTH 1O yAydLIeHHIo. OpraHU3alusi MOXET TaKXKe IPUHSITh pelieHHe O PerucTpalu
¥ YIIpaBJIeHUM HECOOTBETCTBUSIMU, OTHOCAILMMHUCS KaK K IPOLECCaM XU3HEHHOrO UMKIIA IPONYKUMH, TakK
M BCIIOMOTATEJIGHBIM IPOLIECCAM.

OpraHu3aIMs. MOXET TAKXe PaCCMOTPETh 3aPEFMCTPMPOBAHHYIO MH(OPMALIHMIO T10 TEM HECOOTBETCT-
BUSIM, KOTOpbIE ObLTH MCIIPABIeHbl B Xofe paboTsl. Takue JaHHbIE MOTYT IIPENOCTAaBUTh LEHHYI0 HHOP-
MALIMIO IO YAYYIEHHIO PE3YIBTATUBHOCTH U 9P (PEKTHBHOCTH MPOLIECCOB.

8.3.2 AHau3 HECOOTBETCTBUM U UX YCTpPaHEHUE

PyKoBOICTBO OpraHM3alld¥ ITODKHO obecrevynTbh paspaboTKy pesylbTATHBHOTO U 3¢ dekTMBHOTO
Ipolecca MPOBeIeHNs aHAIM3a M YCTPaHEHHe BBIABNEHHbIX HecooTeTcTBIi. Heobxonmumo, 4TOOBI AHAIHU3
HECOOTBETCTBUIA INPOBOIWIM YIIONHOMOYEHHEIE JIMIA € LETBIO YCTAHOBJIEHWS, TPEOYIOT U BHUMAaHMA
Kakue-1ubo TeHIeHIUM KM criocobbl MX BO3HUKHOBeHUs:. HeraTHBHbIE TCHAESHIIMM PACCMATPUBAIOTCS Ha
TIpeAMeT MX M3MEHEHMS B JIYUUIYIO CTOPOHY, & TaKXe KaK BXOXHbBIC JaHHbIE JUIA aHAJIH3a CO CTOPOHBL
DYKOBOJICTBA, KOTJIa 06CYXIAIOTCS 3a1a4M 110 MX YMEHBIIECHUIO M NPUBJICYEHUIO HEOOXONMMEBIX PECYPCOB.

PaGoTHMKAM, OCYILECTBISIONIMM aHAIU3, HeoOXoAUMO 06/1aNaTh KOMIIETEHTHOCTBIO /ISl OLUCHH~-
BaHMS OOILErO BO3NEUCTBUS HECOOTBETCTBHUI, a TAKXe NMOJHOMOYHUAMMU U pPECypCaMH IO YCTPAHEHUIO
HECOOTBETCTBUII Y OIPEAEIECHMIO MOIXOMSLUIMX KOPPEKTUPYIOINX AEHCTBUMA. YTBEpXIeHUE YCTPAHEHUS

HECOOTBETCTBMST MOXET OBITh KOHTPAKTHBIM TpeGoBaHWeM MoTpebureneil WM TpeGoBaHMEeM APYTHMX
3aUHTEePECOBAHHDBIX CTOPOH.
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T'OCT P MCO 9001—2001 Cucrembl MeHeIpKMeHTa KavyecTsa. TpeGopanns
8.3 Ynpasnenne HecoOTBETCTBYIOLIEH UPOXYKIHE

Opranu3auus AoJoKHa 0becreunBarTh, YTo0bl MPOXYKIMS, KOTOpasd He COOTBETCTBYET TPeGOBAHUAM,
6bU1a MACHTUDULIMPOBAaHA M YIIPABJISUIACH C LIENBIO MPEJOTBPAIlEH!S HenpeAHAMepeHHOro HCITOJb30Ba-
HUs1 WM nioctaBky. CpencTsa ynpas/ieHMsl, COOTBETCTBYIOLIAs] OTBETCTBEHHOCTD U ITOJTHOMOYHS ISl paGoTsl
€ HECOOTBETCTBYIOLLICH MPOXYKLIMEH NOJDKHBI ObITh ONpefesieHbl B JOKYMEHTHPOBAHHOM IIPOLIELYpe.

OpraHu3alus JODKHA peLaTh BOIIPOC C HECOOTBETCTBYIOUIEN IIPONYKIMEN OMHIM WIM HECKOIBKHU -
MU CJTEYIOUIMMHU CITOCOBaMMu:

a) OCYLIECTBJIATh XEHCTBUS C 1eNbI0 YCTPAHEHHSI OOHAPYXXEHHOr0 HECOOTBETCTBIA;

6) CaHKUMOHUPOBATH €€ KCIIOJNb30BAHUE, BBHITYCK WIW IPUEMKY, €CIM MMeeTcA paspeleHue Ha
OTKJIOHEHHE OT COOTBETCTBYIOUIETO IIOJTHOMOYHOIO OpraHa M ITOTpeOUTENs, IIe 3T0 IPUMEHUMO;

B) OCYLIECTBISITh ACHCTBUSI C LIEJBIO IPEJOTBPAILCHUS €€ TepBOHAYAIBHOrO IIPEAII0IAraeMoro
HUCHONb30BAHUS WIH IPUMEHEHUS.

3amucH 0 XxapakTepe HECOOTBETCTBU I M JIFOOBIX NOCAEAYIOIMX [PEAIIPHUHITRIX IEHCTBUSAX, BKIIIOYAS
MTOJTyYeHHBIE pa3pellleHUs1 Ha OTKJIOHEHUS, HOJIKHBI TOIIEPXUBATBCSH B paboYeM COCTOSIHUH.

Kornma HecooTseTcTBYIOMIAS TIPOMYKIMSA UCIIPaBieHa, OHA JOJLKHA GbITH [MOABEPrHyTa IIOBTOPHOM
BepUPpHUKALUY IS TOATBEPXKAEHUS COOTBETCTBUS TpeOGOBaHUAM. EC/IM HECOOTBETCTBYIOIIAS IIPOIYKIIMAA
BbISIBJICHA I1OC/IE [TOCTABKU WIM HAYala UCIOJL30BaHMs, OPraHU3alUsl O/DKHA IIPESINIPUHATD AeHCTBHS,
afeKBATHBIC MTOCNAEACTBUSIM (WIM MOTEHUMAIBHBIM IOCIEICTBHSIM) HECOOTBETCTBUS.

8.4 AnanM3 naHHBIX

PelreHust 1oKHBI OBITH OCHOBAaHBI Ha aHAIM3€ HaHHBIX, MONYYEHHBIX B pe3y/bTaTe U3MEpPEHM, U
nHdopManuu, cobpaHHo coriacHo TpeGoBaHUAM HACTOSLIETO CTAHAAPTA. B 3TOM KOHTEKCTe OpraHU3alyu
clleyeT aHAAU3UPOBATh NAHHBIC Pa3IMYHBIX UCTOYHHUKOB KaK ISl OLIEHKH AESITEJIBHOCTH B CPABHEHHH C
IUTAaHAMU, LEeISIMU U OPYTUMH OIIpefie/IeHHBIMHY 3ala4aMy, TaK U OTipedesieHus obiacreil IS YIydlieHus,
BKJIIOYAasi BO3MOXHEIE BBITOMBI VISl 3aMHTEPECOBAHHBIX CTOPOH.

Pewienust, ocHOBaHHbIC Ha ¢akTax, TpeOYIOT pe3yIbTaTUBHEIX U 3¢ ¢ eKTUBHEBIX ASHCTBHI, TAKUX KaK:

- NpUMEHEHHWE YTBEPXKICHHBIX METOIOB aHANN3a;

- NpUMEHEHHE COOTBETCTBYIOIMX CTATUCTHYECKMX METOIOB;

- TIPUHATHE PeLIEHUH U MEP, OCHOBAHHBIX Ha Pe3yJIbTaTax JOTHYECKOro aHAIM3a, YPABHOBEIIUBAIO-
IETO OMBIT U MHTYHIIHIO.

AHamU3 JaHHBIX MOXET MOMOYEL YCTAHOBUTDL MEPBONMPUYUHY CYLIECTBYIOIIMX TOTEHIHAIbHBIX NpO-
611eM U, CIeqoBaTeNLHO, CIIOCOGCTBOBATE NPHHATHIO pellleHUH 10 KOPPEKTUPYIOLLMM U IIpeayTpeXAAIoIIUM
IeHiCTBHSIM, TPEOYIOIMMCS [UISL YAYYLUICHHS.

JU1s1 pe3ynbTaTUBHON OLIEHKH PYKOBOACTBOM HESITEIILHOCTH OPraHM3alMK B LIEJIOM HeoOXomumo 0606-
[IMTh U OPOAHAIM3UPOBATh AaHHBIE M MHGOPMALIKIO, ITONYYEHHbIE OT BCEX IMONPA3ACNeHUN OpraHMU3aluy.
JlesITe IbHOCTS OPraHU3alMy B LIEIOM HaJI0 OTPaXaTh B hopMe, YIoGHOI 15 paaIMIHBIX YPOBHEH PyKOBOICTBA.

PesynpraThl TaKoro aHajaM3a MOTYT OBITh UCIIOJBL30BAHBI OpraHu3aleil JUIs olpefeaeHUs:

- TEeHIACHIHMMH;

- YHOBJETBOPEHHOCTH NOTpEOUTENEH;

- YIOBJIETBOPEHHOCTH APYI'HX 3aMHTEPECOBAHHBIX CTOPOH;

- Pe3yNbTATUBHOCTH M 3(PPEKTHBHOCTH IIPOIIECCOB;

- BKJIala IOCTaBIHMKOB,

- YCHELIHOrO JOCTHXEHHS leNieil MO YIYYIUEeHUIO NesSTeNbHOCTH;

- SKOHOMUYECKHX aCHEKTOB KayecTBa, (PMHAHCOBBIX M PHIHOYHBIX OKA3aTeNleH;

- CPaBHMMOCTH CBOEI JESTEIbHOCTH C JIYYIUUMU JOCTUXKEHHUSIMH,

- KOHKYPEHTOCIOCOOHOCTH.

I'OCT P UCO 9001—2001 Cucremnl MenekMeHTa KayecTsa. TpeGonanus
8.4 Anaim3 naHHBIX

Opraﬂnaaum HOJDKHa ONpeHcIUTD, COGHpaTb U aHAJIU3UPOBaATh COOTBETCTBYIOLIUE NAHHBIE A
AEMOHCTPALIUHN [MPUTOAHOCTH U PE3YIBTATUBHOCTH CHUCTEMBI MCHEIKMCHTA KaueCTBa, & TAKXKE OLleHHUBaA-
HUS, B Kakoil obnacTd MOXHO OCYIUECTBJIATE ITOCTOAHHOE ITOBBIIUCHUEC PE3YJIBTATUBHOCTH CUCTEMBI
MEHECIXMCEHTA KayecTpa. ﬂaHHbIC HOJIXHBI BKJIIOYATH umbopMaumo, MOJIYYE€HHYIO B pe€3ysibTare MOHUTO-
PpHHIa U U3MEPEHUS U U3 APYTUX COOTBETCTBYIOLUUX UCTOYHHUKOB.
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AHaTH3 JaHHBIX JOJDKEH IIpefoCTaBIsATh HH(QOPMALMIO I10:

a) YIOBJIETBOPEHHOCTH NOTpeGuTeNne;

6) COOTBETCTBUIO TPeOOBAHHMAM K IIPOAYKLMH,

B) XapaKTEPUCTHKAM M TEHACHLUAM NPOLECCOB ¥ NPOAYKLMH, BKIIOYasA BOIMOXHOCTH NPOBCIACHMUS
IpeayTIPEXAAIOINX NeHCTBUMI;

r) MOCTABLMKAM.

8.5 Vayuienue

8.5.1 Ob11re roIoXeHUA

PyKOBOICTBY CHEAyeT MPEeXIE BCETO MOCTOSAHHO CTPEMHMTECA K YIYYIICHHMIO pesyIbTaTHBHOCTH H
3¢(peKTUBHOCTH TIPOLIECCOB OPraHM3aLMH, & HE OXUIATD ITOSBICHUS Mpo6IeMbI, YTOOBI BBISABUTH BO3MOX-
HOCTH yIydieHus. JuanasoH YIyqUIeHHH MOXeT ObITh OT MOCTENeHHEX MOCTOAHHO MPOXOILKAIOLIMXCS
yIydlIeHKH# DO CTpPaTerddecKHMX IPOCKTOB IIPOpHIBA B cepe ynyyureHust. OpraHu3anMy HeOOXOIAUMO
pacronaraTh IpOLECCOM OMpENeNeHHs M MEHEKMEHTA JIEATEIbHOCTA MO YIyILICHMIO. DT yaydIleHUs
MOTYT TPMBECTH K W3MEHEHMSIM B TIPONYKLMM WIH NPOLECCAX U AaKE B CUCTEME MEHE[DKMEHTA Ka4eCTBa
WIN B OpraHM3alMy.

TOCT P MICO 9001—2001 Cucremsi MenemkmenTa Kadectsa. TpeGopanns
8.5 Yayymenune
8.5.1 MocroaHHOE ynydlieHue

OpraHU3alys JOJDKHA [TOCTOSIHHO NOBBIIATD Pe3yJIBTATUBHOCTh CHCTEMBI MEHEDKMEHTA KaYecTsa
ITOCPELCTBOM WCIIOIb30BAHMS [OMMTHKM ¥ L€l B 0671acTi KavecTsa, Pe3yJIbTATOB ayIUTOB, aHAIN3A
NaHHBIX, KOPPEKTUPYIOLIMX M NpeAyNpeXaalouiX NEHCTBUM, a TAKKe aHAJIH32 CO CTOPOHEI PYKOBOACTBA.

8.5.2 Koppekrupyowue neicTBus _

Bhiclree PyKOBOLCTBO JOJXHO 0BecreYyMBaTh HUCIOJIB30BAHUE KOPPCKTUPYIOLIMX JeHCTBUN KakK
cpesncTBa ynydineHus. [L1aHUPOBAHME KOPPEKTHPYIOIHUX ASHCTBUI BKII0YAET OUCHUBAHNE BAXHOCTH
IpoGJIeM U BBIPAXAETCS Yepe3 IIOTEHIMAIbHOE BO3IeHCTBHE HA TAKUE ACTIEKTBI, KaK SKCIUTyaTAIHOHHbIE
3aTpaThl, lleHa HECOOTBETCTBHUS, XapaKTEPUCTHUKHU IPOAYKIMH, HALEXHOCTD, Ge30macHOCTh, a TakXe
YIOBJIETBOPEHHOCTh IMOTPEOUTENEA M NPYTHX 3aHHTEPECOBAHHBIX CTOPOH. B nporecce BBITOTHEHUSA
KOPPEKTHPYIOLIUX AeACTBUI MPUHUMAIOT Y4acTHe PAGOTHHKHM COOTBETCTBYIOLIMX cayx6. Ilpu npuns-
THM HeitcTBMIt Heob6xoguMo Taxxke obOpaimiarh BHMMaHWe Ha pe3ylbTaTUBHOCTh U 3¢ddeKTUBHOCTD
IIPOLIECCOB, MOABEPTATh MOHUTOPHHTY CAMH NEHCTBUS ISl 0GECTICYCHUSA IOCTHXKEHMS KeTaeMBIX Hene.
CiefyeT paccMaTpMBaTh KOPPEKTUPYIOMIKE NEWUCTBUS HA IPEAMET BKIIOYEHUS B aHAIM3 CO CTOPOHBI
PYKOBOJICTBA.

[locsne TIPUHSTHS pelieHUsl O MPOBEJECHUH KOPPEKTHPYIOWIMX NEACTBUM OpraHu3alum HeobxoluMo
ONpeNeMTh MCTOYHMKKM WH(pOpMaluy ¥ cobpartb MHGOPMALMIO IS OMpERENeHUs] KOPPEKTUPYIOIMX
neitcTBuitl. OnpelleleHHble KOPPEKTUpYIOUIME JEHCTBHs CleXyeT HalpaBWTb HA YCTpaHCHWE TPHINH
HECOOTBETCTBHIA, YTOOBI H36€XaTh IIOBTOPHOTO BO3HMKHOBEHUS MpPOOIEM.

ITpuMepsl HCTOYHUKOB MHGPOPMALIMHU 1T PACCMOTPEHHUS KOPPEKTHPYIOLIMX JedcTBU:

- Xaymobnl moTpebuTesei;

- OTYETHI O HECOOTBETCTBUSAX;

- OTYEThl O BHYTPEHHMX ayIMUTaX,

- BBIXOJHbBIE JAHHBIC aHATM3a CO CTOPOHBI PYKOBOACTBA;

- BBIXOAHbBIE JAHHbIE aHANM3a MHGOPMALIUH,

- BLIXOIHBIE JAHHBIE H3MEpPEHUN YIOBJIECTBOPEHHOCTH;

- COOTBETCTBYIOLIHE 3aIIMCH O CHCTEME MEHEDKMEHTA KayecTBa;

- paGOTHUKM OpraHu3alluy;

- N3MEpPEeHUsl TIPOLIECCOB;

- pes3y/bTaThbl CAMOOLIEHKM.

MMeeTcsi MHOTO CITOcOGOB YCTAHOBJIEHHS MPMYUH HECOOTBETCTBUIA, BKJIIOYAs aHATHUS, ITPOBOAYMBIH
OTIEJIBHBIM JTULIOM WM IPYNNoii, HasHaueHHOM! M pa3paboTKH KOPPEKTUPYIOLLUX JeicTBuit. OpraHusa-
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LMK CJIENYET ONpeleNiTb MPUOPHUTEThl NIPU MHBECTUPOBAHWM KOPPEKTHPYIOLIMX JEHCTBHUIL UCXOOS U3
BO3MOXHBIX ITOCJICHCTBUN PACCMATPUBAEMON NPOGIEMEL.

Ilpu onenwBaHMM MOTPEGHOCTH B AEHCTBUSX C UENBIO HCKITIOYSHMUS NOBTOPEHMs] HECOOTBETCTBUIL
OpraHu3alMs JODKHA MPeAYCMOTPETh NPOBENEHME ITOArOTOBKHM PabOTHMKOB, BKITIOYEHHBIX B TIPOEKTHI
KOPPEKTUPYIOLIMX AeifcTBHIA.

OpraHusauus BKIIOYAeT aHAIK3 NEPBONPHYMH, €CIA 3TO Lieeco00pasHo, B NIPOLECC KOPPEKTUPYIO-
KX AeACTBHA. PesynbTaTel aHanmM3a MepBONPUYMH ClenyeT TPOBEPUTEL MCIIBITAHUEM O ONpEAENEHUs U
WHUIIMMPOBAHMS KOPPEKTUPYIOIUX JEHCTBHIA.

T'OCT P HICO 90012001 CucTeMbl MeHeIKMEHTa Ka4YeCTBa. TpeGopanusa
8.5.2 Koppekrupylouue neiicTBus

OpraHu3auus 10/KHA NPEeNIPUHUMATD KOPPEKTHDYIOIME NeHCTBUS C LIEJIbIO YCTPAHEHHUS MIPUYUH
HECOOTBETCTBUM JUISL [IPENYNPEXIEHUS ITOBTOPHOTO MX BO3HUKHOBEHUSI. Koppextupyrowmume aeitctng
HOJKHBI OBITh AAEKBATHBIMU [10C/IECTBUSM BbISIBIEHHBIX HECOOTBETCTBMIA

Homxna 6biTh paspaGoTaHa JOKyMEHTUPOBAHHAS Npoueaypa g onpeneaeHus TpeGoBaHMi K:
a) aHAIM3Y HEeCOOTBETCTBUH (BKITIOUAS XAT06bI norpedureneii);

6) YCTaHOBJIEHUIO NIPUYHUH HECOOTBETCTBHIA;

B) OLEHUBAHHMIO HEOOXOMUMOCTH AEHCTBUI, YTOOBI M36EXATh ITOBTOPEHUS! HECOOTBETCTBUIA;
T) OIPENENEHUIO K OCYLIECTBIEHHIO HEOBXOMUMBIX OEACTBUIA;

1) 3aIMCSIM Pe3y/IbTATOB MPEANPUHSITLIX HEUCTBUIA;

€) aHAIM3Y NPearPUHATHIX KOPPEKTUPYIOLUUX JCHCTBUM.

8.5.3 Ilpenympexnenue noreps

PyKoBOACTBO NOKHO IUIAHMPOBATH YMEHBLICHHE BO3AEHCTBHUSI TTOTepbh B OpPraHM3alUHM C LEJbI0
oAAepKaH!sl MOKA3ATENEH [IPOLIECCOB M XAPAKTEPUCTHK Nponykuuu. IpeaynpexneHue rnoreps B dopMe
[UIAaHUPOBAHMUST CNIELYET NIPUMEHATD B OTHOLIEHWH NPOLECCOB XU3HEHHOTO UMKITA MPONYKIIMK ¥ BCIIOMO-
TaTe/IbHBIX TNPOLIECCOB, a TAKXKe JEATEIbHOCTH U IMPOLYKILMU C LIENbI0 0GECIeYeHUS YIOBJIETBOPEHHOCTH
3aMHTEPECOBAHHBIX CTOPOH.

JLiist Toro, 4To6BI IIAHMPOBAHME TIPEAYTIPEXIEHUS T0Teph ObUIO PE3YILTATUBHAIM U 3(EKTUBHBIM,
€0 HANo OCYIIECTBIATh CHUCTEMATHYeCKH. CHCTEMaTHYHOCTb IUTAHHPOBaHUA 6GasupyeTcs Ha JIAHHBIX,
MONY4EHHBIX MIOCPENCTBOM COOTBETCTBYIOLIMX METOAOB, BKIIOYAIOLUNX OLEHKY MPEABITYLUNX CBEAECHMI 110
TEHICHUMAM U KPUTHIECKOTO COCTOSHMS NESTENIbHOCTH OPraHM3alMW W ee TpORYKUMM. JlaHHbie MOTYT
6bITb MOJIyYEHB! TIOCPEICTBOM:

- HCIOJIb30BAHUS CPEACTB aHAIN3A PUCKOB, TAKUX, KAK aHATU3 XapaKTepa U IOC/IeNCTBHIL 0TKAa3a,;

- aHanM3a NMOTpeGHOCTEN| U OXUIAHUR ToTpebuTeNElt;

- a”aju3a phIHKA;

- HCIMIOJIB30BAHUS BBIXOAHBIX IAHHBIX AHAJIN3a, B TOM YHMC/E aHAIM3A CO CTOPOHBI PYKOBO/ICTBA,

- U3MEpEeHWil YIOBNETBOPEHHOCTH;

- U3MEPCHUM MPOLIECCOB;

- HCIOJIb30BaHUS OOBEANHSIOUIMX UCTOMHUKOB UHPOPMALIUHM OT 3aMHTEPECOBAHHBIX CTOPOH;

- COOTBETCTBYIOLLUMX 3aITHCEl CUCTEMbI MEHEUKMEHTA KAYecTBa;

- YPOKOB, M3BJI€YEHHBIX U3 MPOILUIOTO OIBITA;

' - PE3YJITaTOB CAMOOLICHKH,

- TIPOLECCOB, 06ECIIEYMBAIOILIMX PAHHEE IPEAYTIPEXAEHHE O IPUOIIDKEHIUM HEYTIPaB/IIEMBIX YCIIOBUIA.

Takue nanuble oGecreunBaloT MHMpOPMALUIO WIS Pa3paGoTKy pe3yJILTATHBHOTO M 3GbdEKTHBHOrO
TLTaHa MPEAYNPEXNEHUA MOTePh U OIIpeeNeH s TIPUOPUTETOB, KACAIOLIMXCS KAXKIOTO npouecca U MpoayK-
UM, YTOOBI YIOBAETBOPSITh MOTPEGHOCTH U OXMIAHUS 3aHHTEPECOBAHHDBIX CTOPOH.

Pesysnbratel oneHKM 3pGEKTUBHOCTY i pe3yIBTATUBHOCTH ILIAHOB TIPEAYTIPEXICHUS [TOTEPh ClIENyeT
MCHONB30BATEL KAK BBIXOLHBIE NAHHBIC aHAIU32 CO CTOPOHbI PYKOBOACTBA M NMPHMEHSTH MX KaK BXOIHbIE
HaHHbIE JUIST MOAMGUKALMH IUIAHOB, A TAKXKE KaK BXOIHbIE HAHHbBIE IS MIPOLIECCOB YIYYNIEHUS.
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8.5.3 Ipemyripexnamoimue TeiCTBUs

OpraHnaauwI JOJDKHA OIIPEnC/INTb HeMCTBUA C LEJBI0 YCTPAaHEHHs NPUYMH TOTCHUHHAIbHBIX
HeCcOOTBETCTBUM IS IIpEAYIIPEXACHUA UX MOABIEHUA. Hpenynpe)maxomne JeicTBUSI JOJIKHEI COOTBET-
CTBOBATh BO3MOXHBIM IOCIEACTBHSM MOTCHUMNAIBHBIX HpOGJICM.

JTomkna 6biTh pa3paboTaHa JOKYMEHTHPOBAHHAS TIPOLIEAYPa VISl QNPEAC/ICHNA TpeOoBaHUM K:

) YCTAHOBJIECHHUIO TIOTCHIMATBHEIX HECOOTBETCTBUA M MX TIPHYHUH;

6) OlLIEHUBAHHUIO HEOOXOIUMOCTH JNEUCTBUH C LIEJBIO IIPEAYIIPEXKNCHNUSA [TOABICHNA HEeCOOTBETCTBU;
B) OIIPEAENEHMIO U OCYILECTBIEHHMIO HEOOXOMUMBIX JeiicTBHI;

r) 3aIIMCAM Pe3yJIbTaToB MPEANPHHATHIX JeACTBUI;

) aHAIM3Y NPENTIPUHSATBIX HPEAYNIPEXNAIOLINX ASHCTBHIH.

8.5.4 [TocTosgHHOE YIYYIUEHUE NEATENbHOCTH OpraHM3aly

JUta copmeiicTBHs obecnieyeHust OYMYIEro opraHM3aliy U YIOBJIETBOPEHHOCTH 3aWHTEPeCOBAHHbIX
CTOPOH PYyKOBOJICTBY HEO6XOIMMO CO3IATh KYIBTYPHYIO Cpeay, CHOCOBCTBYIOILYIO BOBJIEYEHUIO paOOTHUKOB
B AKTHUBHbI} ITOUCK BO3MOXHOCTEH YIYdILEHUS MoKa3aTesiel MpoleccoB, NEATENbHOCTU U XapaKTepUCTHK
MPOTYKIIVH.

C 1uenbi0 BOBJIEYeHHs] paGOTHUKOB BBHICIIEMY DPYKOBOACTBY CJICAYET CO3aTb CpeAy, B KOTOpo#
[1OJTHOMOYMS JeerMPyIOTCA TaK, YTOGH paGOTHUKM MPMHSAIM Ha cebsi OTBETCTBEHHOCTD 110 OIPEXENCHHIO
ob6JiacTeit, TIe OpraHM3alysi MOXET YIYYIIUTh CBOIO NEATENBHOCTD.

DTOro MOXHO JOOHTLCSA TOCPEACTBOM TaKOM HEATENIBHOCTH, KaK:

- [IOCTAHOBKA LieJielf nepel pabOTHUKAMK OPraHM3alMid, a TaKXKe B paMKax MPOEKTOB;

- CpaBHEHME C JOCTHXKEHUSIMU KOHKYPEHTOB M JIy4Ileil NPaKTUKOM;

- NpU3HAHME M BOSHATPAXKIEHME 32 TOCTHXEHUE YIY4LICHHH;

- HADSIIHOCTb MPEMUTOXEHHIA, BKIIOYas CBOEBPEMEHHOE pearMpOBaHUE PYKOBOJCTEA.

Jist obecriedeHMst CTPYKTYPbI AEATEIBHOCTH MO YNYYIIEHHIO BBICIIEMY DYKOBOICTBY He0OX0AUMO
ONpefeIUTh ¥ BHEIPUTh MPOLECC ITOCTOSHHOTO YNY4LIEHUA, KOTODBIA MOXHO MPUMEHATH K Tpoleccam
KU3HEHHOrO LMKIA MPOAYKIMM, BCIIOMOTaTeIbHBIM IPOLIECCAaM U APYTOM HEATEIbHOCTH.

B 1essX TOCTIDKEHUS pe3yNbTATUBHOCTH U 3PGEKTUBHOCTH Tpoliecca YIYYIIeHMst CIenyeT yIeasITh
BHUMAHHUE TIPOLIECCAM XM3HEHHOro HMKJIA MPOIYKUMH W BCIIOMOTaTeJIbHBIM MPOLECCaM € TOYKM 3PEHUA:

- pe3yJLTaTHUBHOCTY (HanpuMep CTENEeHH BBIITOIHEHUS TpeboBaHULA);

- 9¢bdexTUBHOCTH (HAMPUMED PACXOJA PECYPCOB, BbIPAXEHHEIX BC BPEMEHH U ICHbrax Ha eMHUILY
MPOIYKLIMU);

- BHELIHMX BO3IEACTBUIl (HATIPUMED M3MEHEHWsI 3aKOHOB U PEIIAMEHTOB);

- IIOTEHIMANBHON craGocTy (HAMPUMED OTCYTCTBUS BO3MOXHOCTEH MJIM COTJIACOBAHHOCTH);

- BO3MOXHOCTH TIpUMEHEHU JIYYIINX METOROB;

- yIpaBieHUs [UIAHOBLIMU U HEILIAHOBBIMU U3MEHEHUAMMU,

- HM3MEpEeHMUs 3arUTaHMPOBAHHBIX BBITOJ. .

Taxoil MpoLECC IMOCTOSHHOIO YJIyYiUeHHs HeoOXOAMMO WCIOJNB30BATh KaK CPeACTBO YIYHLICHHA
BHYTpEHHEH pe3y/IbTATHBHOCTH U 3¢ PEeKTUBHOCTH OPTaHN3ALIH, 2 TAKXE IS IIOBBILICHHST YIOBJIETBOPEH -
HOCTH TOTpeGUTeNet U OPYTMX 3aMHTEPECOBaHHBIX CTOPOH.

PyKOBOJCTBY CIIEAyeT MOJLEPXMBATH YIy4LIEHUS B (POpMe MOCTENeHHON MpoJoXaleics aeareb-
HOCTH, HEOTBEMJIEMOI! OT CYIIECTBYIOLIMX MPOLECCOB, a TAKXe BOSMOXHOCTE! MPOPhIBA VIS TONYYEHNUS
MaKCHUMaTbHON BBITOBI UIST OPTaHU3ALMHU U 3aMHTEPECOBAHHBIX CTOPOH.

TIpuMepsl BXOIHBIX JAHHBIX JUIS MOMIEPXKY MpoLecca yIyqIIeHHS COAepXar HH$OPMALYIO, [IONY-
YEeHHYIO U3:

- JaHHBIX BATUAALIVU,

- IAHHBIX Pe3YJbTATOB IIpoLiecca,

- JaHHBIX UCIIBITAHWUN,
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JaHHbIX CAMOOLIEHKH,;

YCTAaHOBJEHHBIX TpeGOBaHMI U OOPATHOI CBSI3M OT 3aMHTEPECOBAHHBIX CTOPOH;
OITbITA pabOTHUKOB OpPraHM3al1H;

¢$UHAHCOBHIX HAHHBIX;

JAHHBIX O XapaKTEPUCTHKAX MPOIYKLIUH;

- JAHHBIX O IPEJOCTABIECHUU YCIYTH.

PykoBozcTBy cremyer obecrieynBarh, YTOOb M3MEHEHMsI, BHOCHMbIE B MPOLYKIIMIO WIM IIPOLECC,
6bUTH 0N0OPEHEI, pacipeie/IeHsI 110 IPUOPUTETAM, CIUITAHUPOBAHEI, ITOMYYWIN MaTEPUATIBHO-TEXHHUYECKYIO
HOLIEPXKKY M YNPABISUINCH B LIENSAX YIOBJIETBOPEHMsI TpeOOBaHMIT 3aMHTEPECOBAHHLIX CTOPOH, a TAKXKE He
MpEBBIAIN BO3MOXHOCTEH OpPraHu3aiui.

B npuioxeHuu b npuBeneH nporecc MOCTOSIHHOTO YIYYIUSHUs IS IPUMEHEHUsT OpraHu3anuei.
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IMTPUJIOXEHUWE A
(crpaBoYHOE)

PexkoMeHIAIAN HO CAMOOLIEHKE

A.1 Bpeaenue

CaMOOLIEHKA — 3TO BCECTOPOHHEE OLleHHBaHHE, HTOTOM KOTOPOTO ABIACTCA MHEHUE WIH CYXACHHE O Pe3yiib-
TATUBHOCTH M 3beKTHBHOCTH OPraHN3allvi M YpOBHE 3PEJIOCTH CHCTEMBI MEHCIKMEHTAZ KaudecTsa. CaMooLeHKY
OBBIYHO TPOBOIMT PYKOBOACTBO OpraHM3auyy. llenb caMOOLIEHKM 3aKO4aeTcsl B NPENOCTABNCHMM OPTaHW3AHM
pEeKOMEHIANMIt, OCHOBAHHbIX Ha (hakTax, Kacalommxcs obnacredt IPUMEHEHHA PeCYpCOB I yNYIIICHUS e NeATeb-
HOCTH.

CaMoOlieHKa MOXeT GBITh TNOJE3HOM IPM M3MEPEHMM JOCTIDKEHMH B CPaBHEHMM C UEIAMH, a Takke LA
TIOBTOPHOM OLEHKH [TOCTOSHHOTO COOTBETCTBUS 3THM LIETIAM.

B Hacrosiiee BpeMsI CYHIECTBYET MHOFO MOJIEiel CAMOOLIEHKY OPraHM3alMii 110 KPUTEPUAM CHCTEMBI MCHEK-
MeHTa KauecTsa. Hambonee IIMpOKO NPU3HABAEMEIMU 1 MIPHUMEHAEMBIMU MOIENIIMHU ARNAIOTCS MOLE/IH HAaLIHOHANBHBIX
Y PErMOHANBLHBIX IPEMHI 110 KAUECTBY, CUMTAOLUMECS TAKXKe MOJENISAMU COBEPLICHCTBA OpraHM3aLui.

MeToI caMOOLIEHKM 06ecreyrBacT IPOCTOH M JIETKWIA B IIPUMEHEHHH cr1oco0 YCTaHOBICHUS YPOBHS Pa3BUTUA
(3peNOCTH) CHCTEMBI MEHEMKMEHTA KayecTBa OpraHU3allii 1 ONPEAETCHNs OCHOBHBIX obnacreil Wis ynyJyuieHud.

KoHkpeTHble ocobeHHocTH Merofa camooleHky o TOCT P UCO 9004 TakoBbl, YTO OH MOXET:

- IpUMEHSTBCS KO BCEll CcTeMe MEHEIKMEHTA KauyecTBa WM e HacTH, Wi K JIIoGoMy rpolieccy;

- TIPMMEHAThCS K OPraHMU3alMy B LIEJIOM WM €€ YacTH;

- BbITh GBICTPO OCYLIECTRIIEH BHYTPEHHUMH CPEACTBAMU,

- GbITh OCYLNECTBJIEH MHOTOIMPOGWIBHON IPYIHION MIN OJHUM pabOTHUKOM OpPraHM3aUMK NpPH TIOANePXKe
BEICLIETO PYKOBOJICTBA;

- chOpMHpPOBATh BXOAHbIE AAHHEIE ISl GoJlee BCECTOPOHHETO POLECCa CAMOOLEHKH CHCTEMbI MEHEDKMEHTA;

- OTNPENENIMTb 1 OBAEerYuTh PACCTAHOBKY NPHOPUTETOB BO3MOXHOCTEH s YNYILIEHHH,

- cnoco6CTBOBAT PA3BUTHIO CUCTEMB! MEHE/DKMEHTa Ka4ecTBa B HalpaB/IcHUH YPOBHA MUPOBOTO Kiacca.

MeTo cCAMOOLIEHKH, M3/I0KEHHBII B HACTOSALIEM CTAHAAPTE, NPEIHA3HAYEH A1 OUCHUBAHWs! YPOBHEH pa3BUTHA
CHCTEMBl MEHEDKMEHTa KauecTBa 110 KaxnoMy ocHoBHoMy pasaeny TOCT P MCO 9004 nocpeacTsoM Ga/UTbHON IIKANE!
ot 1 (oTcyTcTByeT popMaTU30BaHHAs CHCTEMa) 0 5 (Jlyylune foKasare/u B Kiacce IeATENBHOCTH).

B HacTosileM MPWIOXECHVH TIPUBEIeHb PEKOMEHAALMM B dopMe OObIYHBIX BOTIPOCOB, KOTOPhIC OpraHM3aLys
MOXET TIOCTAaBHTb JUISl OLIEHHBAHMS CBOEH IEATENBHOCTH Mo Kaxaomy ocHosHoMy pasneny TOCT P UCO 9004.

JIpyroe NpeHMMylUeCTBO HACTOSILUErO METOA COCTOMT B TOM, YTO Pe3yNbTaThl, KOHTPOJMPYEMBIC M0 BPEMCHH,
MOTYT GBLITh UCIIONB30BAHEI IIPM OLICHKE Pa3sBMTHs OPraHH3aliM.

Hacrosimii OAXO K CaMOOLIEHKE HE 3aMeHsIeT BHYTPEHHME ayAMTbl CUCTEMbl MEHEDKMEHTa KayecTBa MIIU
KCTI0NB30BAHME CYLIECTBYIOIMX Monesei NpeMuii 110 KauecTBy.

A.2 IokasaTenn yposnel pa3sBuTHA (3pesiocTH)

YPOBHY Pa3BUTHS A€STEIBHOCTH, OXBATHIBAEMbIE HACTOALMM METOJJOM CAMOOLIEHKH, MPUBECHE! B Tabnue A.1.

Tatnauua A.l — YpoBHM pa3sBUTUA HEATECIIBHOCTH

BC.
:aggm};x; XapaKTepHCTHKA YPOBHS TMosicuenus
1 Her ¢opmanu3oBaHHOTO NoAxo- | CHCTEMAaTHYECKMi TOAXOA K NpobieMaM OTCYTCTBYET, HET pe3yiib-
a TATOB, Pe3y/bTaThl cabble WK HelpeacKalyeMble
Toaxon, OCHOBaHHbI Ha peak-| CHCTEMaTHUECKUI TTOAXO0M, OCHOBaHHbIH Ha BOSHHMKIIESH npobneme
2 1IMH Ha npobneMnl WIM KOppeKlMM; HajJuvHe MMHMM@IBHBIX JaHHBLIX O pe3ynabrarax
YAYYLIEeHUS
VcrosBuuiics (dopManusosaH-| CucTeMaTHYeCKMil NPOLIECCHBIN TIONXOM, CUCTEMATHYECKue Yiy4-
3 HBIH CHCTEMHBIH I10AX0I HIEHMs Ha paHHel cTaIuy; HATHYME JaHHBIX O COOTBETCTBHY LCIAM
, M CYHIECTBOBAHMM TCHACHLMM YAydIICHUS
4 AKIIEHT Ha NOocTosiHHoe yiyu-| [IpHMeHeHMe Tmipoliecca YIy4liEeHHs, XOpollMe pe3yabTaThl |
IIeHUE YCTOWYHBEIE TEHICHIMU YIyYIICHUS
Jyuinve rokasaTend B Kiacce| 3HaUMTENbHO MHTETPHPOBAHHBIA MPOLECC YIYYIICHHA; Ay4lHe B
5 DNeATENBHOCTH Kjacce pe3yabTaThl B CPAaBHEHMM C IIPOAEMOHCTPHPOBaHHHBIMH
JOCTIDKCHUSIMU

A.3 Bonpocsl 11 caMOOLIEHKH

Mogzend NpeMHii TTI0 KAaYecTBY, a TaKke ApYride MOAEIN CaMOOIEHKH MMEIOT IUMPOKUH AMANasoH AeTaTbHBIX
KPUTEPHEB 110 OLIEHKE JIEATENbHOCTH CHCTEM MeHEIKMeHTa. CaMooLieHKa obecriednBaeT YAOOHRI! TOJXOM K OlleHKe
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YPOBHsi PasBWTHS Opfadmsatuy, Dasmpyroiduiicd Ha pasfienrax “—8 uacrosiuero craHaapra. Kaxaol opranmsalnu
HeoBX0MMMO pa3paboTaTh KOMIUIEKC BOTIPOCOB I TEM YiYHKTAM HISTOSWIErO CTAHAAPTA, KOTOPhIE COOTBETCTBYIOT €€
MOTPEOHOCTAM.

ITpyMephl TUIIMYHBIX BOTIPOCOB JUTSt CAMOOLEHKH NPHBUARTCA Huoke. HoMepa noapasienos OaHbl B KPYIITBIX
cKobKax.

Bonpoc 1: Menemxment cucrem u npeueccos (4.1)

a) Kaxk pyKoBOACTBO NpHMEHSIET TIPOLIECCCHBIN ITOAXOM IJist AOCTHOKEHMWS pPe3ylbTATMBHOTO U 3h(eKTHBHOTO
YIIPaBJIEHUA TIPOLIECCAMM, PE3YALTATOM KOTOPOTO ABJISICTCS YIyYlleHHe AeATeNbHOCTH?

Bonpoc 2: Joxymenranus (4.2)

a) Kak ucronp3ytorcs ZOKYMEHTbI ¥ 3aTIMCH 15 TIONEPXKKH PE3YNLTATHBHOIO M 3((EeKTHBHOTO QYHKLMOHH-
pOBaHHS TIPOLIECCOB OpraHM3aLyn?

Bonpoc 3: OtsercTBeHHOCT: pykoBoAcTBa. O0ume pekomenpauuy (5.1)

a) Kak Briciiee pyKOBOACTBO MOIATBEPXKIAET CBOE MUIEPCTBO, 0OI3aTENbCTBA M BOBACUEHHE?

Bomnpoc 4: IlorpeGuocTn ¥ OKHAAHMA 3aMHTEPeCOBAHHLIX CTOpoH (5.2)

a) Kax opranusaums onpeznenser rnoTpeGHOCTH ¥ OXMIAHUA MOTpeGUTeNell Ha TOCTOSHHOM ocHOBe?

6) Kak opraHusauus omnpefnenseT norpeGHOCTM paGOTHMKOB B NPM3HAHMM, YIOBJIETBOPEHHOCTH paboToil,
KOMTIETEHTHOCTH M Pa3BUTHH?

B) Kak opraHusalusi npyHVMaer BO BHUMaHHWeE NMOTEHLMANbHEIE BHIFONLI OT YCTAHOBJIEHUS IApTHEPCTBA CO
CBOMMH IOCTaBLIMKAMHU?

r) Kax opranusanvs onpezensier noTpeGHOCTH W OXUIAHKSA IPYTUX 3aHHTEPECOBAHHEIX CTOPOH, KOTOPBIE MOTYT
OTpa3suThbCA HA MTOCTAHOBKE lieneir?

A) Kak opranmusauus no6HBaeTcs ydeTa 3aKOHOZATENbHBIX UM APYTHX 06S3aTENbHBIX TpeOoBaHMIA?

Bonpoc 5: IlommTuka B o6sacTh Kayectsa (5.3)

a) Kak nonurtuka B o61acTu KadectBa obecrieurBaeT OHMMAHKE B OPraHM3aliMK NOTpeBHOCTEN M OXUAAHMIA
noTpedureneil U Ipyrux 3aMHTEPeCOBAHHBIX CTOPOH?

6) Kax nonurika B o61acTv KadecTBa MPUBOLMUT K SIBHBIM H OXMIAeMbIM Y/IYYILEHHUAM?

B) Kak noimmruka B 0671aCTH KadecTBa YYMTHIBAET MPOrHO3 Ha 6yayiiee opraHuzaumun’?

Bonpoc 6: Ilnanmposanne (5.4)

a) Kaxk uenn npeobpasyior HondTuKy B 00acTH KayecTBa B U3MepsAeMbie ToKa3aTean?

6) Kak ueny opraHu3alyy JOBOAATCA O KAaXAOTO YPOBHS PYKOBONCTBA IJIA 0GecrieueHUs] MHAMBUIYAILHOIO
BKJIAJa B MX JOCTHXEHUE?

B) Kak pyxoBozcTBo ofecrieuyMBaeT HATUYKE PECYPCOB, HEOOXORMMBIX M JOCTHXEHHS Lieneii?

Bonpoc 7: OTBeTcTBEHHOCTD, NOJHOMOYKA H 00MeH undopMmannueit (5.5)

a) Kax BaiclIee pyKoBoAcTBO ofecrieyMBaeT YCTAHOBJIEHHE OTBETCTBEHHOCTH U JOBEAGHME €€ O CBEACHMS
paboTHHKOB opraHu3aiun?

6) Kak noBemeHHbie 1O CBeleHMs IlepcoHaia TpeGOBAHMSI K KaUECTBY, LEAM M JOCTHXXEHHMS COAEHCTBYIOT
YAYULIEHHIO JEATENbHOCTH OpraHU3aiHn?

Bonpoc 8: AHaim3 co cTopoHb! pykosoactsa (5.6)

a) Kak Bricuiee pykoBozacTBo ofecrieuuBaeT HaIMuMe ACHCTBYIOLUEH BXONHON MH(OPMALMM IS aHaIM3a CO
CTOPOHBI PYKOBOJACTBa?

6) Kak B neaTeqbHOCTH MO aHAIM3Y CO CTOPOHbI PYKOBOJCTBA YYMUTHIBAETCA OlleHKa MHGOPMALK 1O VIIyylLie-
HMIO PE3YILTATUBHOCTH U 3 ¢eKTUBHOCTH IPOLECCOB OpraHMU3aluu?

Bonpoc 9: MenemxkmenT pecypcos. OGmne pekomengannn (6.1)

a) Kaxk Bricuiee pyKOBOACTBO IUIAHHUPYET CBOEBPEMEHHOE HAIMUME PeCypCOB?

Bonpoc 10: PaGorauku (6.2)

a) Kak pykoBoAcTBO nporiaraHIMpyeT y4acTHe H TIOAAEPXKKY PAGOTHMKOB IIPH YAYYILEHWH Pe3yIbTATHBHOCTH
¥ 9 PEeKTUBHOCTH opraHu3alun?

6) Kak pykoBoncTso obecnieunBaeT afieKBaTHOCTb YPOBHS KOMIIETEHTHOCTH PAGOTHHKOB OPraHM3aliiK TEKYILMM
1 Oyaymmum niorpebHoCcTIM?

Bonpoc 11: Vindpactpyxrypa (6.3)

a) Kak pykoBoiCTBO obecrieyMBaeT COOTBETCTBHE MHGPACTPYKTYphl 3ala4e JOCTWXEHMS Lielell opraHu3anun?

6) Kax pykoBoAcTBO paccMaTpMBaeT BONMPOCH OXPaHBI OKPYXaloLielH Cpelbl, CBS3aHHBIE ¢ MHMPACTPYKTYpOii?

Bonpoc 12: IIpon3poacTeennas cpena (6.4)

a) Kak pyxoBoncTso oGecrneumsaeT, YToGbl IPOM3BOACTEEHHAS Cpeld CocoBCTBOBAa MOTHBALINMY, YAOBJIETBO-
PEHHOCTH, Pa3BUTHIO U ACATENbHOCTH paGOTHUKOB OpraHU3alun?

Bonpoc 13: Undopmaunsa (6.5)

a) Kax pykoBoncTBo obecnieuMBaeT NOCTYITHOCTb COOTBETCTBYIOLIEH MHMOPMALVU Ui TIPUHATUS PELLEHHS,
OCHOBaHHOro Ha ¢akrax?

Bonpoc 14: [TocTaBumxs n napTHeps: (6.6)

a) Kax pykoBoncTBO BOBNIEKAET MOCTABIIMKOB B ONpENCICHHE MOTPEGHOCTEN 10 3aKyNKaM M B pa3paGoTKy
COBMECTHOM CTparerun?

6) Kak pyKOBOACTBO peKIaMHMPYeT IAPTHEPCKHE OTHOLIEHMUS ¢ MOCTABIIMKAMU?
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Bonpoc 15: IIpuapomubie pecypest (6.7)

a) Kax opraHuzanms oGecneuyBacT HajiuuMe HEOOXOMWMBIX MPUPOAHBIX PECYPCOB il CBOMX IPOLIECCOB
XHM3HEHHOIO LIHK/A TIPOIYKIMKA?

Bonpoc 16: ®unancosbie pecypebi (6.8)

a) Kak pykoBoicTBo IU1aHMpyeT, oGecTieurBacT, YIIPaB/sgeT i KOHTPOIHUPYeT GMHAHCOBLIE PECYPCH, HEODXOU-
MBI i3 TIOAlepXaHusg B paboyeM COCTOSHWH pe3yNbTarMBHOM M 3(dEKTUBHON CHCTEMbl MEHE[DKMEHT2 KayecTBa 1
obecricyeHHsA JOCTIDKEHUA 11e/IeH opraHn3armu?

6) Kak pykoBomcTBO 06ecreydBacT OCBEAOMIEHHOCTh PA0OTHMKOB O CBA3H MEXIY KaYeCTBOM IPOINYKLHH M
3arpaTaMu?

Bonpoc 17: TIponeccs! Ku3HeHHOro IHKIA npoayKmun. OGmue pexomennamun (7.1)

a) Kaxk pykoBoacTBo MpHMeHseT NPOLECCHEIA TOAXod /i ofecriedeHHs] Pe3ybTaTUBHOTO M 3¢deKTUBHOTO
(YHKIMOHMPOBaHKS TIPOLIECCOB XHIHEHHOTO LIMKJIa TPONYKLIMH Y BCIOMOTATENbHbIX IIPOLIECCOB, @ TAKKE CBA3AHHON
CeTH ITpoLieccoB?

Bonpoc 18: IIponeccel, ca3aHHble ¢ 3aHHTEPECOBAHHBIMA cToponamu (7.2)

a) Kax pykoBoncTso omnpefensieT NPOLIECCH], CBA3AHHbIE ¢ NMOTPeOMTENAMM, JIsl PACCMOTPEHHS X NOTpeGHOCTE!?

6) Kak pyKOBOICTBO OMpene/seT NMPOLECChl, CBA3AHHBIE C APYTMMH 3aMHTEPECOBAHHLIMM CTOPOHAMH, [UIHA
PAcCCMOTPEHHST MX MOTpeGHOCTEN M OXMaaHuii?

Bonpoc 19: ITpoextuposanse u paspadorka (7.3)

a) Kak Bbiclliee pyKOBOICTBO OIpENesIsieT NPOLECCH NPOEKTUPOBAHMA M paspaboTK¥ WA OBeCreYeHHs MX
COOTBETCTBUS MOTPEOHOCTAM ¥ OXMAAHMAM MOTpeGuTeNneil OpraHu3alli ¥ APYTHX 3aHMHTEPECOBAHHBIX CTOPOH?

6) Kak Ha npakTyKe OCYLIECTBISETCS MEHEKMEHT HPOLeCCOB IIPOEKTHPOBAHMSA M paspaboTKu, B TOM Yucie
onpefielieHue TpeGOBaHMI K IPOEKTUPOBAHUIO M pa3paboTKe, ¥ JOCTIKEHHS 3aIIaHMPOBAHHBIX BbIXOAOB?

B) Kak B npolieccax MMpoeKTUPOBaHWA M pa3paboTKy YIMTHIBAETCA TaKas JeATelbHOCTh, KaK aHaIu3, Bepudu-
Kauys ¥ BUIMAALMA JPOEKTa ¥ MEHEIXMEHT KoHUrypauvu?

Bonpoc 20: 3akynxu (7.4)

a) Kax BbiCculee pyKOBOICTBO ONpeAeNsieT Npolecchl 3aKynoK Ajs ofecriedeHMs] COOTBETCTBHS 3aKYTUICHHOM
NPOAYKIIMHM [TOTPeGHOCTAM OpraHu3almu?

6) Kax ocyniecTriasercs MEHEIKMEHT IPOLIECCOB 3aKYTIOK?

B) Kax opraHuzauus ofecrieyMBaeT COOTBETCTBHE 3aKYIUICHHON NMpPOAYKUMH, HaudHadg co crieliddukaumn u
KOHYasl NPHEMKOii?

Bonpoc 21: Onepausn no npou3BoAcTBy ¥ obcayxusanuio (7.5)

a) Kak Bbiclliee pYyKOBOICTBO 00€CIEUNBAET, YUHTHIBAET NIOTPeOHOCTH NOTpebuTeNeH ¥ APYTUX 3aMHTEPECOBAH~
HBIX CTOPOH BO BXO/aX TIPOLIECCOB XW3HEHHOI'0 LMKJIA HPOAYKLHMHK?

6) Kak ocymecTsasiercs MEHEDKMEHT HPOLIECCOB XU3HEHHOTO LKA OT BXOAOB [0 BhIXOAOB?

B) Kax B npolieccax XM3HEHHOIO LIMKIIa OTPaKeHbl TAKHE BHbL AEATENbHOCTH, KaK BepuUKaLMs W BaMaaLusa?

Bonpoc 22: Ynpasienne yCTPoiCTBaAMH /U1l MOHHTOPHHIA 1 H3MepenHii (7.6)

a) Kak pyxkoBoCTBO yIpaBisieT YCTPOMCTBAMHM ISl MOHUTOPUHIAZ M M3MEPEHHMH ¢ LEABIO TONYYeHUS M
HCIIONb30BAHU TIPaBWIBHBIX JaHHBIX?

Bonpoc 23: Usmepenne, anann3 u yayumenne. Obmue pekomennaunn (8.1)

a) Kax pykoBoACTBO NpomnaraHampyeT BaXXHOCTb MU3MEPEHHSI, aHANU3a M ACATECABHOCTH O YAYYIUCHUIO, YTOOKI
obecrieyrBarh YOBJIETBOPEHHOCTb 3aMHTEPECOBAHHBIX CTOPOH PE3ybTaTaMy AeSTEILHOCTA OpraHu3aunu?

Bonpoc 24: Ni3mepenne u MOHUTOPHHT (8.2)

a) Kak pykosoncTso obecrieunBaeT cGop JaHHLIX, KacaloluXcs oTpeGuTetelt, IVIst aHanu3a ¢ IeNblo NoaydyeH!s
HHGOPMALMH 118 YAYYLICHHIA?

6) Kax pykoBonctBo obecneunBaeT cOOp HaHHBIX OT APYIHX 3aMHTEPECOBAHHBIX CTOPOH [Ulg aHajM3a H
BO3MOXHBIX YIy4ilieHUui?

B) Kax opranusauus MclonbsyeT caMOOLIEHKY CMCTEMBb] MEHELKMEHTA KayecTBa VIS YIy4llIeHUd pe3ynbTaTUB-
HOCTH U 3¢ dEKTHBHOCTH JEATEIBHOCTA OPraHU3alMU B HeaoM?

Bonpoc 25: Ynpagienue HecooTsercTBHsMA (8.3)

a) Kax opranusauus yrpaBisieT HECOOTBETCTBHSIMM TIPOLIECCOB ¥ TPOAYKLIMM?

6) Kax oprasmsanins aHaJU3UpyeT HECOOTBETCTBMS I M3BJICUECHUS YPOKOB W YNYYILEHMUS MPOLECCOB U
MPOXYKLIHU?

Bonpoc 26: Anaym3 panbix (8.4)

a) Kax opranusaums aHaiu3MpyeT JaHHBIE C LENbIO OLIEHKH CBOEii AesTeJIbHOCTH M onpeaenenud obnacrei mng
yayqumeHusn’?

Bonpoc 27: Yayumenne (8.5)

a) Kak opraHusaimsg MCnofib3yeT KOPpeKTHpPYIOlHe ACHCTBUS UTS OHEHMBAaHUS U YCTpaHeHMs 3aduKcupoBaH-
HBIX Mpo0JieM, BAMSAIOLMX Ha €¢ AeATeNbHOCTD?

6) Kak opraHmsalMs KCIOAb3YET MpeIyNpexXJaiolye IeHCcTBUS Uit IIPEAOTBpalleH!s NoTeph?

B) Kak pyKoBOACTBO o0eciieyMBaeT IpUMEHEHHE CHCTEMAaTHYECKHMX METOJOB M CPEACTB YJYYWIEHHMS C LEABIO
COBEPUICHCTBOBAHUS ACATENLHOCTH OPTaHU3ALIMHN?
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A.4 JloKyMeHTHpOBaHHE Pe3yILbTATOB CAMOOHEHKH

CymiectByer MHOro crnoco6op (HopManu3aumu BOIIPGCOB 10 CAMOOLICHKE I OlECHUBAHUA [eSTeNbHOCTH,
ONpEAENEHNs PEHTUHTOB pasBUTHs M PETHCTPALMHM BO3MOXHLIX JEHCTBMH To yiayumieHwio. OfMH K3 CnocoBoB
NpuBelceH B Tabnuie A.2.

Tabnnua A2 — IlpuMep 3anucy pe3ynbTaTOB CAMOOIICHKM

Howmep Howmep Habmonenus no ¢axTuyeckoi .
noapazzena Bonpoca HESTENBHOCTH PelTHHT HeficTBHA No ynydieHno

UYro xacaercs JAHHOIo NYyHKTA, Hall

52 4a) mpouecc Jayywe Jo6oro Apyroro 5 He tpebytorca
npouecca B MHpe
Yro Kacaercsa JaHHOTO MYHKT4, Y Hac Heobxoaumo paspaboraTs cooTBeT-

5.2 4a) HET CUCTEMBI 1 CTBYIOLLMAH Tipollecc.

OTBeTCTBCHHBIH M cpoku?

CaMooLeHKa MOXET MCTIONb30BaThCA U3GMpATeNbHO, UCXOAS U3 NOTpeGHOCTeH opraHMsaumu. OOHH TOaXon
TONEH UIA OCYWIECTBICHHUA CAaMOOLECHKM HA MWHAMBUIAYAIBHON OCHOBE VIS BCEH WIM YACTM CHCTEMBI MeHeDKMEHTa
KayecTBa M 3aTeM MUl PEeAIM3aLMM YIYYLIeHUs, APYTOM TMOAXO4 — IS MHOTONpPOdMILHON IpYNIsl pabOTHUKOR,
OCYLUECTBIIAIOUIEH CaMOOLIGHKY BCEM WM YacTW CHUCTEMbl MEHEIXMEHTZ KayecTBa, 3a KOTOPOH MOCHENOBano 65l
PaccMOTPEHHUE M AHANIM3 CO CTOPOHBI IPYNIIbI, 33TEM JOCTHKEHHE KOHCEHCYCA 110 YCTAHOBKE IIPUOPUTETOB YAYYILEHHS
¥ IIaHaM JIeHCTBU. PesynbTatnBHoe M 3dbdeKTHBHOE IPUMEHEHHE CAMOOLIEHKM B OPTaHM3AIMM 32BHCHT TONBKO OT
TBOPYECKOrO BOOGPAXEHUS M H300pETaTeNlbHOCTH COTPYAHMKOB OPraHM3aliMM, 3aMHTEPecOBAHHBIX B JOCTIDKCHUM
COBEpLICHCTBA.

A.5 Caasb MeXIy NOTeHUHATbHBIME NIpeuMymecTBamMu ot npuMenenns TOCT P CO 9004-01 u camoonenku

VIMeeTcss MHOTO PasiIMUHBIX CIIOCOGOB IS TIPUHATHS PELIEHUS O TOM, KaKWe AEACTBHS crieayeT NpeaIipHHATD
B pE3yJIbTaTe CAMOOLIEHKN. OHUM M3 MIOAXOROB SBJNSAETCS PACCMOTPEHME BBIXOAHBIX JAHHBIX CAMOOLIEHKM COBMECTHO
C MOTEHUHANLHBIMH KITIOYEBBIMU MPEUMYIIIECTBAMH, KOTOPBIC MOXKHO ITOJIYYUTD OT CTaBUIILHOM CUCTEMBI MEHEKMEHTA
KayecTsa. Tako# nozxoz 11038011 6b1 OpraHMU3aLMM ONPEAEANTh i MHULIMHMPOBATD IIPOEKTHI 110 YAYYUIEHHIO, KOTOPHIE,
BEPOATHO, obecnieynn Gbl Hanbosee GArONIPUATHEIC PE3YJIBTATHl HCXONs U3 €¢ MPUOPUTETHHIX TOTPeGHOCTEI. Mna
yno6CcTBa NPMMEHEHHS TAKOrO TMOIXONA HIXE MPHBOIATCS TPUMEpbl NIOTCHLUMAIBHBIX TIPEHMMYILECTB, CBA3AHHbIX C
BONpOCaMH, MPUBEACHHRIMH B pasaeie A.3, M OTHOCALIMXCS K OTACNBbHBIM IOAPa3fe]aM HacTOSLIETO CTaHAapTa. DTH
TPUMEPB! MOXHO MCTIONIL30BATh KaK TOYKY OTCYETA [IPH COCTARJIEHUH NEpeyHs, MOAXOAAIIEro IS opranu3aimu. Huxe
HAIOTCH NMPUMEpPHI ITOTCHUMANBHBIX IPEUMYILECTB.

1. MenemxmenT cucreM H npoueccos (4.1)

Ob6ecneunBaer cHCTeMaTHYECKMH M HAIIAHBIA CMOCOG PyKOBOACTBA W YTIpAaBTeHUS opraHmsaiiveii, Koropas
TIOCTOSIHHO YAYY1LIAET CBOKO AEATE/ILHOCTD.

2. Jlokymenramas (4.2)

OGecneunBaer MHGOPMALIMIO U JONOJHUTENLHBIE CBEICHHS O Pe3yAbTATHBHOCTH H 3 dhEKTHBHOCTH CUCTEMEI
MEHEKMEHTA KauecTBa.

3. OrsercTBeHHOCTH pyKoBoscTBA. OGmMe pexomenzaunn (5.1)

ObecrieynBaeT cOMMacoBaHHOE ¥ HATISIHOE BOBJIEYEHUE BBICIIETO PYKOBOACTBA.

4. TloTpeGHOCTH B OKHAAHHA 3aHHTEPECOBAHHBIX CTOPOH (5.2)

O6ecnieunBaer c6anaHCHPOBAHHOE PACCMOTPEHME B PAMKAX CHCTEMBI MEHEKMEHTa KAa4ecTBa noTpeGHOCTEN U
OXHMIAHHHA BCEX 3aMHTEPECOBAHHBIX CTOPOH C LIENBIO CO3MAHMUA PE3YNbTATHBHON U 3PhEKTUBHON CHCTEMBDL.

5. ITosmTnka B 06aacTy Kavectsa (5.3)

O6ecnieunBaeT NOHATHOCTh NNOTPEGHOCTEH BCEX 3aAMHTEPECOBAHHBIX CTOPOH M HanpabJieHUEe JEATEILHOCTH Beeil
OpraHM3aluM, NPUBOAAIIECE K OYEBUAHBIM H OXUAAEMBIM PE3Y/ILTATaM.

6. Ilnanmposanme (5.4)

IlepeBoanT MOAMTHKY B 0G/IACTH KAa4eCTBA B M3MEPSEMBIE 1IE/H Y TUTAHKI U1 0BECTIEYSHUST YETKOM dbokycuporkn
Ha BAXHBIX YYacTKax Bceil opraHu3aluy.

CriocoBeTByeT M3BICYEHHIO YPOKOB M3 MPOLLIOTO OTIbITA.

7. OTBETCTBEHHOCTH, NOJIHOMOYHSA W 00Men uHdopManued (5.5)

O6ecrieunBaeT cornacoBaHHBIA ¥ BCEOGHEMITIOLIMI TTOIXO BO BCEH OpraHM3aLMy 1 MPOSICHAET POJIM, OTBETCT-
BEHHOCTDb M CBS3H €O BCEMH 3aMHTEPECOBAHHBLIMHM CTOPOHAMM. '

8. Anamm3 co croponsl pykosoactsa (5.6)

Bosnekaer BhicHiee pyKOBOACTBO B YTYYILIIEHHE CHCTEMbI MEHEKMEHTa KaueCTBA.

Haet olieHKY BHIIIOMHEHHUS IUIAHOB U OIPEENsiET COOTBETCTBYIOIIME JEHCTBHS 110 VAYYLICHHUIO,

9. Menenxment pecypcon. Obmue pexomenaanmu (6.1)

OGecrieyrBaer HaTHYNE ANEKBATHEIX pecypcoB (paboTHMKH, HHOPACTPYKTYpa, TIPOM3BOACTBEHHAS CPEfa, MH-
dopMaLys, NOCTABIIMKY U NAPTHEPHI, IPUPOAHEIE 1 GUHAHCOBBIE PECYPCHI) AUTS AOCTYDKEHMS el OpraHH3aLMH.
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10. PaGorunxu (6.2)

O6ecnieunBaceT Nydyllee NMOHMMaHWE POJIH, OTBETCTBEHHOCTH, Hene# YU INOBHIACT BOBJICYECHHE pa6OTHPIKOB Ha

BCEX YPOBHAX OpraHU3alMM Uil AOCTHXKCHHUA Hesel yryqiueHus AeATeAbHOCTH.

Hoouipser nNpusHAHKUE M BO3HATPAXICHHE.

Ipeamymecrsa 11, 12, 13 u 15, ceasamume ¢ undpacTpykrypoii (6.3), npoussoxcTsennoii cpenoit (6.4),

andopmanneli (6.5) 1 npupoxsbMA pecypeamn (6.7)

O6ecneunsaloT 3¢ GEKTHBHOE MCIIONb30BAHUE PECYPCOB, KDOME YEIOBEYECKHX.
ColeiicTBYIOT IOHMMaHHIO OTPaHNYEHUN U BO3MOXHOCTEH uig obecriedeHHs ROCTIDKHMMOCTH LieJIei ¥ ocyllle-

CTBUMOCTH TUIAHOB.

14. Hocrasmuku u napraeps! (6.6)

TMponaraHaupyeT OTHOLLEHUA TIAPTHEPCTBA C MOCTABUIMKAMH M IPYTHMH OPTraHHU3alMAMH U1 B3AMMHOM BLITOJIBI.
16. @unancossie pecypest (6.8)

OfecneyuBaeT Jlyyliee MOHUMaHHEe B3aMMOCBSI3M MEXIY 3aTpaTaMy M BHITOlIaMH.

TMoo1upsier ynydlieHHe, HANpPaBIeHHOE Ha pe3ybTaTHBHOE U 3Q(EKTHBHOE JOCTHXKEHHE LieNeH OpraHH3aumy.
17. Tponecchl XM3HEHHOIO LKA npoayKuun. Obune pexomengaman (7.1)

CopeiicTByer pa3paGoTKe oliepallMil OpraHU3alMH WIS JOCTHXCHMS XeaeMbiX pe3yNbTaToB.

18. Ipomeccsl, cA3aHHbIE C 3aHHTEPECOBARHBIMH cToponama (7.2)

O6ecreunBaeT MEHEKMEHT PECYPCOB M AEATEILHOCTH KaK MPOLIECCOB.

O6ecrieurBaetr, YyTo6bp MOTPeGHOCTH M OXUAAHMS BCEX 3aMHTEPECOBAHHBIX CTOPOH OBUIM MOHATHEI BO BCEH

OpraHM3aLMH.

19. ITpoexTHpoBanne B pa3pabotka (7.3)
OGecrieunBaeT co3faHue IIPOLIECCOB MPOCKTUPOBAaHUS M pa3paboTkH, ‘{TOGBI pe3yNbTATUBHO U 3¢dEeKTHBHO

pearupoBath Ha NIOTPeGHOCTH M OXWIAHUA NOTPEOHTENCH M NIPYTHX 3aMHTEPECOBAHHBIX CTOPOH.

20. 3akynku (7.4)

O6ecneurBaeT COOTBETCTBHE ITOCTABIUMKOB MOJUTHKE M LeNsIM OpraHu3alyy B 0071acTy KayecTsa.

21. Onepauys 1o NPoM3BOACTBY H obcayxmuBanmio (7.5)

O6ecneyuBacT YCTOWYMBYIO YAOBIETBOPEHHOCTD TOTPEOUTENEH ITOCPEACTBOM ITPOM3BOACTBA IIPOAYKLIUH, NIPEO-

CTaB/ICHHS YCIIYT M TIOMAEPXKKH, OTBEYAIOILINX MTOTPeOHOCTAM M OXHMAaHUAM NOTpeOUTENEH.
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22. Vipasienne ycrpoicTBaMH I MOHUTOpPHHTA H B3MepenHil (7.6)

O6ecrieyrBaeT TOYHOCTb AAHHBIX WIS aHAIK3A.

23. Usmepenne, anam3 o yayumenue. Obmme pexomengamun (8.1)

O6ecrieunBaeT pe3yabTaTHBHEIE N 3¢xbeKTUBHBIE U3MEPERUS, CO0p M BATHAALMIO JAHHBIX VI YAYYILICHHA.
24. Miamepenne u MouuTopunr (8.2)

O6ecrieumBaer yIIpaBjIcHUE METOIaMH U3MEPEHUS U MOHUTOPUHTA NMPOLIECCOB M MPOAYKLIMH.

25. Ynpasnenne HecootgercTBusaMn (8.3)

OGecneunsaer pe3yIbTaTUBHOE YCTpaHEHHUE HECOOTBETCTBUM, BCTPETUBLIMXCA B TIPOAYKLIMU M NpoLieccax.
26. Anami3 aanHbix (8.4)

OGecrieunBaeT NPUHATHE PELLIEHHI, OCHOBaHHBIX Ha QaxTax.

27. Yayunenne (8.5)

IloBhIIaeT pe3yAbTaTHBHOCTb U 3 (EKTUBHOCTD OpraHU3alMH.

CocpenoTouYMBacT YCUIHS Ha NPEAYITPEXICHUM U YAYYUICHMN UCXOA U3 TEHACHLMA.
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NNPUNIOXEHMHE b
(cnpaBo4HoOE)

Hpouecc HOCTOAHHOTO YayvileHUA

Crparerryeckoil Leiblo OpraHu3alMy ABISAETCS TOCTOSHHOE yAy4ylieHHe TIPOLECCOB /i COBEPHIEHCTBOBAHUS
AeATEIbHOCTH OPraHHM3alMK ¥ 0OeCTIeYeHUS BLITOMb] €€ 3aMHTEPECOBAHHBIM CTOPOHAM.

HMe1oTcs oBa OCHOBHBIX MOJIX0a K NPOBEAEHHUIO MTOCTOSHHOTO YAY4YHICHUS TIPOLIECCOB:

a) MPOEKThI NPOPhIBA, BEAYLINE WIM K NMEPECMOTPY M YAYYLIEHUIO CYIHECTBYIOLUMX TIPOLIECCOB, WIM BHEAPEHMIO
HOBBIX TIPOLIECCOB; KaK IIPaBUJIO, HX OCYILIECTBISIOT MHOTONPOMWILHBIE IPYIIILI BHE OOBIYHON NeSTeNbHOCTH;

6) HeATeNbHOCTD MO MO3TAIIHOMY MOCTOSIHHOMY YNYYILEHHMIO, TIPOBOLMMAs pabOTHUKAaMH B paMKax CYLIECTBY-
IOILMX TIPOLIECCOB.

[IpoexTsl NpopsiBa OGBIMHO COREPXAT NMEPENPOCKTHPOBAHUE CYIUECTBYIOLIMX ITPOLIECCOB U BKIIOYAIOT:

- OnpeAe/icHHE Hesedl M KpaTKoe ONMCAHUE NPOeKTa MO yAYULLEHUIO,

- @HaIM3 CYLIECTBYIOLIETO Mpoliecca («TaKoro, Kak eCTh» MPOLECCa) U BO3MOXHOCTEH pealn3alum HU3MEHEHMS,

- ONpeAceHre U IUIaHWPOBAHHME YAYHLIEHHS Npollecca;

- BHeIApEHHE YIydlleHus,

+ BepHOUKALMIO M BaTHAALMIO Y/IyYlleHHd Npoliecca;

- OLEHKY ZOCTHUTHYTOTO yay4lleHUs, BK/IIOYas M3BJIEYEHHbIE YPOKM.

[IpoekThl npopbiBa YNpPaBASIOTCS DPE3YNBTATMBHBIM M 3¢(HEKTHBHEIM CrocoboM, MCTONB3YIOLMUM METOABI
MeHeDKMeHTa MpoekTa. [ocie BHECEHHst M3MEHEHNs HOBBIM MTaH NPOEKTA CYXMUT OCHOBOM NOCTOSHHOTO MEHEIXK-
MCHTa npotlecca.

PaboTHHMKH OpraHM3aLWK ABAAIOTCA JTYULIMMH NOCTaBIMKAMH UAEH 1o ITOCTOAHHOMY YJy4YLIEHHIO ITPOLECCOB
W 4acTo TPMHMMAIOT yyacTHe B paboymx rpynmax. [lessTeNbHOCTBIO MO MOITAMHOMY MOCTOSHHOMY yAY4UIEHHIO
NPOLIECCOB CEAYET YNPABNATh, YTOOBI NOHMMATh ee TMocneacTsus. BoBneueHHbIX paBOTHMKOB OpraHM3aLMM Hao
HaiC/IMTh MTOTHOMOYMSAMH, TEXHUUYECKOH MOAAEPXKKOHA X HEOOXOAMMBIMM PECypcaMu sl H3MEHEHMHA, CBA3aHHbIX C
YAYUYLIEHUEM. '

[locTosiHHOE ynyulIeHHe NP MOMOLIM T1060I0 U3 ABYX YKa3aHHbIX METOAOB BKITIOYAET B Ce6s:-

a) MPUYMHY YIydlleHNs — NpoGaeMy Tpoliecca CleyeT ONPEAe)HTD, 2 061acTh Al yayullleHus: BIOpaTh, yKa3an
Ha MpUYUHY paboThl Haa Heil, ‘

6) daKkTHUECKYIO CHTYalHIO — HAO OLEHUTh PE3YIbTATUBHOCTD H 3¢ (EKTHBHOCTD CYLLIECTBYIOLLETO MpoLecca.
CobepuTte ¥ NpoaHanM3UpyITe NaHHbIE VTS BHIABAEHMS TUIIOB Mpobiem, KOTOpBIC Yalle BCEro BO3HMKAIOT. BhiGepuTe
KOHKPETHY10 1po6ieMy M IOCTaBbTe 33/ia4y MO YAy4IIeHHIO;

B) aH&IM3 — CJleyeT ONPEAENMTb U NPOBEPUTD NMEPBONPHYMHY NPOGIeMBI;:

T) MACHTMHHKALHMIO BO3MOXHBIX PELICHHMI — UCCENyiiTe allbTepHATHBHDIE pewenus. Heobxonumo Bribparts 1
BHEIIpUTD Jydlliee PELICHHE, T.C. TAKOE, KOTOPOE YCTPAHUT NEPBONPUYMHEI NPOGIEMb] M NPENOTBPATHT €€ MOBTOPHOE
BO3HWKHOBEHHUE;

A) OLEHKY MOCNEACTBUA — CIefyeT NMOATBEPAMTb, 4TO mpobiieMa U ee MEepPBONPHYMHBI YCTPAaHEHBI MM MX
BO3/IEACTBMS] YMEHBILIEHBI, YTO pellieHHe CpaboTallo M 3a5aya Mo YAyYLIeHHIo BBITIOJNIHEHA,;

€) BHEIPEHHE ¥ CTAHAAPTH3AIMIO HOBOTO PELlieHUs — HeOBXOAMMO 3aMEHHTD CTapblif MPOLECC HA YAYYLLEHHbI,
TaKuM 06pa3soM NpeloTBpalias AOBTOPHOE BO3HMKHOBEHHE NPOGIEMEL U ee TIEPBOIPUYMH;

X) OLEHKY De3YJIBTATHBHOCTH M 3(eKTMBHOCTH Npoliecca Mocie 3aBeplIeHUs OCICTBUA MO YNydlLeHUIo
— PE3YNbTATHBHOCTb U 3)(PEKTUBHOCTb MPOEKTA MO YIYYLIEHHIO CIEAYET OLECHUTh U PaccMOTPETb NIPUMEHEHUE ero
PEUICHNA ellte TAe-HUOYIb B OpraHu3alu.

IIpoitecc ynyylueHus: MOBTOPAETCS NPUMEHUTENBHO K OCTAIOLIMMCS npobiieMaM, a TakKxKe pa3paboTke Lieaeit u
TIPUHATHIO PELIEHUH 110 JaTbHEMIeMY YIyUYIIEHHIO TipoLiecca.

Jns coneicTBUS BOBNICUEHNIO M OCBENOMIIEHHOCTH PaGOTHUKOB O AESTEbHOCTH MO YIY4UIEHHIO PYKOBOICTBY
ClIexyeT paccMaTpyBarh TaKye Mephl, Kak:

- (GOpMHUPOBaHME HEGONBLINX TPYII C BbIGOPOM JIMAEPOB CAMUMHU IPYNITAMM,;

- Pa3spellieHHe pabOTHUKAM YIIPaBRIAThE pabouMM IIPOCTPAHCTBOM M YIIYYILATh €ro;

- TIOBBLILUICHHME 3HAHMH, HAKOIUIEHWE ONbITA M COBEPIUEHCTBOBAHWE HABBLIKOB PAGOTHMKOB KaK 4acTU obuiei
AEATENBHOCTH OPraHM3aLMU 1O MEHEIKMEHTY KauyecTBa.
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FOCT P UCO/M3K 17025—2000 O6iume TpeGOBAHHA K KOMIETEHTHOCTH MCIIBITATE/IbHBIX M KaNOGPOBOYHDIX
nabopaTopui

[2] HCO 9000-3—97 CraHzapThl 10 MEHEDKMEHTY KayecTBa M OOECTIEYECHHIO KayecTsa. Yacrs 3: Pykopomsume
yKaszaHus 1o npumeHenuo UCO 9001:1994 nipu paspaGoTke, NOCTaBKe, yCTAHOBKE M OOCTYXHBaHUM KOMIIbIO-
TEPHOTO MPOrpaMMHOro 00ecTIeYeHH s

(3] HCO 9004-4—93 CranaapTsl B 061aCTH MEHEDKMEHTA Ka4eCTBa M 06eCIeYeHNS KayecTBa. Yactsb 4: PykoBoacreo
11O YIIpaBIeHHIO TIPOTPaMMOi HaieXXHOCTH

(4] HCO 10005—95 MeHemxMeHT KauecTsa. PykoBoasuuume yKa3saHHsl 10 IPOrpaMMaM Ka4ecTsa

[5] HCO 10006—97 MeHemxMeHT KayecTsa. PykoBojslme yKasaHUs N0 0GECTICYCHUIO KAYECTBA IIPH YIIPaBIeHUH
IIPOEKTOM

[6] WCO 10007—95 MeHeIKMEHT KayecTBa. PyKoBomslMe yKa3aHus No YNPaBIeHHUIO KoHdurypaumei

[7] HCO 10012-1—92 TpeGoBanusa no obecrneyeHnIo KaYeCTBO NIMEPHUTELHOTO obopynosanusi. Yacts 1: Cucrema
METPOJIOTHYECKOTrO TOATBEPXKACHNS ANt M3MEPHTENIbHOTO 060pyIOBaHUS

[8] HCO 10012-2—97 ObecrieueHne KauecTBa N3MEPHTENLHOTO 000PYIOBaHHA. Yacte 2: PykoBomsiuue ykazaHHs
MO YTIpPaBJIEHHIO N3MEPUTENBHEIMH NIPOIIECCAMHU

[9] HCO 10013—95 PykoBogsilHe yKasaHHs N0 pa3paboTKe PyKOBOJICTB MO KayeCTBy

[10] KUCO/TO 10014—98 PyxkoBoasiime yKasaHus MO yTNpasIeHNI0 9KOHOMUKOM KauecTsa

[11] UCO 10015—99 YripapneHue KayecTBOM. PykoBoaguune yKa3aHus 1o O0YyUEHHIO

{12] MCO/TO 10017—99 PykoBomsluue ykasaHus IO BBHIOOpY CTaTMCTMYECKHX METOJOB MPHMEHUTE/ILHO K HNCO
9001-1994

[13] MCO 10576-1—! Craructnueckue Meronnbl. PyKoBoasuine ykasaHusi 10 OLEHHBAHMIO COOTBETCTBUS YCTaHOB-
JAeHHBIM TpebopaHusaM. Yactp 1: OOwMe MPUHIMIIDI

[14] UCO/TO 13425—95 PyKoBOACTBO IO BHIOOPY CTATUCTMYECKUX METOLOB IpH pa3paboTKe CTAaHAAPTOB M TEXHH-
YeCKHX YCHOBUil .

[15] M3K 60300-1—2 Vnpasnenue obuieil HanexXHocTpo. YacTs 1: YnpasiieHue nporpaMMoi ofLieil HaleXHOCTH

[16] CnpaBoynnk UCO—95 Yerseproe uzganne. CraTUCTHYECKHE METOAB! YTIPABICHHA Ka4ECTBOM. Tom 1. Tepmu-
HoJIOTMA ¥ cUMBOJIBL. TIpHeMOUYHbIi CTATHCTHYECKHI KOHTPOJb

[17] Cnpasounnk YCO—95 Yereproe usnanye. CTaTHCTUYECKUE METOb! YNIPABICHHUS Ka4eCTBOM. Tom 2. Meroabt
¥ pe3y/bTaThl M3MepeHus. MHTepnperailis CTaTUCTUYECKUX JaHHBIX. YIIPaBAeHHE IPoLiecCaMy

(18] TIpHHIIMIIBI MEHEDKMEHTa KadecTBa>

[19] YICO 9000 + UCO 14000 UndopmauvoHHsl Gionaetens. (I1ybnukanms, BeTyckaeMasi OMH pas B Ba MecALd,
KOTOpast JaeT MCYepMBIBAIOLIEe OCBEIEHME MO HCCIeNOBAHMAM HA MEXIYHADOXHOM YPOBHE, Kacaolmmcsd
crangaproB MCO Ha cucTeMbl MEHEDKMEHTA KauecTBa, BKIIOYAs HOBOCTH I10 MX TIPUMEHEHMIO PasfiMYHBIMM
OpraHu3alMsIMy B Mupe.) 4

[20] Ccbutku Ha web-caiitax: 0o HYPERLINK http://www.iso.ch 1, 0o HYPERLINK http://www.bsi.org.uk/iso-tc176-
sc2 n

1 Ipencrout nybankauus.
2 TIpeactont my6nukanms. (Tlepecmorp UCO 9000-4—93).
3 Bpomnopa pocTyniHa Ha web-caiire: http://www.iso.ch
4 Nocryrma B HenrpansHoM cexkperapuare MCO (sales@iso.ch)
VK 658.562.014:006.354 OKC 03.120.10 T59 OKCTY 0025

KinioueBrle ciioBa: CUCTEMa MEHEIXKMEHTA Ka4YecTBa, MEHEIKMEHT IIPOLIECCOB, l'IOTpC6HOCTP[ N OXMIaHUA
3aMHTEPECOBAHHBIX CTOPOH, CAMOOILICHKA, MPOLECC NIOCTOSTHHOIO YIyYIICHHUS, MCHCIKMCHT pecypcCoB




