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MpegucnoBue
1 noaroToBNEH OTKPbITbIM aKLMOHEpPHbIM obuecTeom "Bcepoccuiickuia
Hay4yHO-uccrnegoBaTenbCkun MHCTUTYT cepTudmkauyun” (OAO "BHUNC") Ha ocHoBe cobCcTBEHHOIO NepeBoaa
Ha PYCCKMIN S3bIK aHrMoA3bIYHON BEPCUN AOKYMEHTA, YKa3aHHOro B MyHKTe 4

2 BHECEH TexHu4eckum komuteTom no ctraHgaptusauum TK 076 "Cuctembl meHegxmeHTa"

3 YTBEPXOEH VI BBEJEH B OENCTBME MMpukasom deaepanbHOro areHTcTea no TEXHUYECKOMY
perynvpoBaHuto 1 MmeTponoruu ot 25 oktsabpsa 2016 r. N 1499-ct

4 Hactosilwmi ctaHaapT MAEHTUMYEH MexayHapogHomy AokymeHTty ISO/TS 9002:2015* "Cuctemsbl
MeHeIXMeHTa kadecTBa. PykoBoacTteo no npumeHenuto MCO 9001:2015" ("Quality management systems -
Guidelines for the application of ISO 9001:2015", IDT).

* [locTyn K MexayHapoOHbIM 1 3apybexHbIM JOKYMEHTaM, YNOMSIHYTbIM B TEKCTE, MOXHO MOJyYuUTb,
obpaTtuBmch B Cnyx0y nogaepxkun nonb3osartenen. - NpumeyaHue nsrotosutens 6asbl JaHHbIX.

Mpy nNpPUMEHEHUN HACTOSILLEro CcTaHgapTa PEeKOMEeHAYeTCsi WCMOoMb30BaTb BMECTO CChINTOYHbIX
MeXOyHapPOAHbIX CTaHAAapTOB COOTBETCTBYHLUME UM HaLMoHamnbHble cTaHgapTbl Poccuiickon ®enepauun,
CBe[ieHMS1 O KOTOPbIX NpUBEAEHb! B AOMNONMHUTENBEHOM NpunoxeHun JA

5 BBEJEH BINEPBbIE

lNpasuna npumeHeHus Hacmosweao cmaH0apma ycmaHos/1eHbl 8 cTatbe 26 defepanbHOro 3akoHa
oT 29 moHa 2015 r. N 162-®3 "O craHgaptmsaumm B Poccuiickon ®Pepepaummn”. UHpopmauunsa o6
M3MEHEHNAX K HacTosLweMy CTaHAapTy nybnukyeTcs B exerogHom (MO COCTOSHMIO Ha 1 AHBaps TekyLuiero
roga) wHgopmaumoHHOM ykasatene "HauumoHanbHble cTaHZapTbl", a oduumanbHbIA TEKCT U3MEHEHUA U
nornpaBoK - B eXeMeCA4YyHOM WHpopMaumoHHOM ykasaTterne "HauwoHanbHble cTaHgapTtel". B cnydae
nepecMoTpa (3amMeHbl) MM OTMEHbl HacTOsILLEero craHgapTa COOTBETCTByKLlee yBedoMreHue Oyaer
ony6nuKoBaHO B Onwkanwem BbINyCKe €XeMEeCAYHOro MH(OopMauUMOHHOro YykasaTtensa "HauvoHanbHble
ctangaptbl". CooTBeTcTBYylOWAsa WHMOpMauus, yBedoOMIEHME W TeKCTbl pa3MeLlalTcs Takke B
NHAOPMaLMOHHOW cucTeMe obLLero nonb3oBaHWs - Ha oduumanbHoM cavTe ®efgepanbHOro areHTcTBa no
TEXHNYECKOMY PErynmpoBaHunio U MeTponornmn B cetn HTepHeT (www.gost.ru)

BBeneHune
Hactosiwuin ctanHgapT paspaboTtaH [Agnsi NomoLwM Monb3oBaTensm npu BHEOPEHWM CUCTEMBI
MeHeaXKMeHTa kayecTtBa Ha ocHoBe ICO 9001:2015.

Hactoawun craHgapT COAepXWUT pyKoBOASLWME yKasaHWs Mo npumeHeHuto TpeboBaHun UCO
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9001:2015, cooTHocdawmeca ¢ pasgenamu 4-10, ogHaKO OH He COOEPXUT PyKOBOAALME YyKasaHusa K
npunoxexHnsm A un B.

HacTtoswun ctaHgapT NnpMBoguT NpUMEpPbI TOro, YTO OpraHn3auns MOXeT caenaTb, HO He JAOoMOonHaeT
MCO 9001 HoBbiMK TpeboBaHusiMW. MpMMepbl HAacTOSALWEro CTaHaapTa He ABMASOTCS UCHEPNbIBAKOLWUMUN 1
npeacTaBnsaloT cobon nub BO3MOXHOCTM, HE BCEe W3 KOTOpbIX 00s3aTenbHO noaxoadtr ans nwobon
opraHusauum.

NCO 9001:2015 copepxunT TpeboBaHus, KOTOpPbIE MOTYT BbITb OOGBEKTMBHO NPOBEPEHBI UMW OLEHEHDI.
Hactosiwun craHgapT BkItodaeT B cebs npumepbl, onNvcaHnst U BapuaHTbl, KOTOpble MOMOrarlT Kak Mnpu
BHEAPEHMM CUCTEMbI MEHEKMEHTa KadecTBa, Tak M MpU YCUIIEHUM ee B3auMMOCBSA3M C OOWMM
MEHEeKMEHTOM OpraHm3auun. XoTs PYyKOBOASLME YKa3aHUS B HACTOSALEM CTaHOapTe CcorfnacoBaHbl C
MOZEeNbI cUCTeEMbl MeHemkMeHTa kadectBa MCO 9001, oHM He npegHasHayeHbl Ans NpedocTaBrieHUs
nHTepnpeTauun Tpedosanunin ICO 9001 unmn ncnonb3oBaHns ANg Lenen ayanta Uim OLEeHKU.

Hactoswun ctaHgapT MoOXeT ObiTb MCNONb30BaH opraHusauuamu noboro tmna, pasMepa, ypOBHS
3penoctyu 1 13 nwbon oTpacnu u reorpamnyeckoro MecTononoxeHns. BHeapeHue MOXeT oTnu4aTtbCs B
3aBUCUMOCTM OT 3TMX PaKTOPOB.

NCO onybnukoBana psa Apyrvx CTaHOApTOB MO MEHeMKMEHTY KavecTBa UM MHE(OPMaLUOHHbIX
NCTOYHUKOB, KOTOPble MOryT MOMOYb NOMb30BaTENO W MPEeAoCTaBUTb MHAOPMaUMO O AOMNOMHUTENbHbIX
MeToOax BHeApeHUs, BKNoYas:

- PykoBogctBo MCO: NCO 9001:2015 pna mManbix opraHu3auunm - Yto genatb? PekomeHgauum
TexHu4eckoro komuteta MCO/TK 176;

- Martepuanel The ISO 9001 Auditing Practices Group (APG) (I'pynna no npaktuke ayamta no NCO
9001) Ha website: www.iso.org/tc176/1ISO9001AuditingPracticesGroup;

- 0o0bLwenocTynHyo nHcpopmaumio Ha website nogkommreTa ISO/TC 176/SC2:
WWWw.iso.org/tc176/sc02/public;

- PyKOBOﬂ,CTBO NCO: MHTerpMPOBaHHOG npumMmeHeHne CtTaHgapToB Ha CUCTEMbI MEHEIKMEHTA.

1 O6nacTb NnpuMeHeHus
HacTtoawun craHgapT npeacTaBnseT pyKoBoAsAWME YkaszaHua Mo cmbicily Tpebosanun B UCO
9001:2015. OHKM He NpeAHa3HadeHbl AN AOMOSTHEHUS, UCKITHYEHNUST UNN U3MEHEHUS KaKMM-NTMBOo cnocobom
aTnx TpeboBaHun.

HaCTOﬂLIJ,I/II7I CTaHOapT onucbiBaeT CMbICT OTAENbHbIX pa3fenioB CUCTEM MeHe)XMeHTa KaydecCTBa C
BO3MOXHbIMW NpuMepamMuy LaroB, KOTOpble oOpraHunsauna MOXeT npegnpuHATb AO1A COOTBEeTCTBUA
TpeboBaHusM.

HacTosawun CTaHOapT He npegycMmartpuBaeTt obsizaTenbHbIX NOAXOAOB MO BHEOPEHUIO U He
npenocrtaBndaeT Kakmx-nmbo npegnoyYTuTesibHbIX METOA0B NO MHTEPMNpeTaunn.

2 HopmaTtuBHbIe CCbISIKK
B HacTosiwem cTaHgapTe MCnonb30BaHbl HOPMATMBHbBIE CCbISIKM Ha cnegyllme MexayHapoaHble
cTaHgapTbl*. [1na 4aTMPOBAHHBIX CChINTOK MPUMEHSIIOT TOMbKO YKa3aHHOE M3[4aHue CChINTOYHOro CTaHgapTa.

*

Ta6n|/|u,y COOTBETCTBMA HaUMOHaAlbHbIX CTaHOAPTOB MeXAayHapoAHbIM CM. MO CCbllKe. -
I'Ipmwleanme na3rotoButens 6asbl AaHHbIX.

ISO 9000:2015 Quality management systems Fundamentals and vocabulary (CucteMbl MeHepKMeHTa
kavecTtBa. OCHOBHbIE MOMOXEHWS U CroBaphb)

ISO 9001:2015 Quality management systems/Requirements (Cuctembl MeHemXKMeEHTa KadecTBa.
TpeboBaHus)
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3 TepMuHbI 1 onpepeneHus
B HacTosiweM ctaHaapTe npumeHeHbl TepMmuHbl Mo MCO 9000:2015.

4 Cpepa opraHusaumm

4.1 NMNoHumMaHue opraHmM3auum un ee cpeabl
Cwmbicn aToro nyHkta - obecneuntb Hagnexallee MOHUMaHue COOTBETCTBYIOLUUX BHYTPEHHUX U
BHELWHNX (DaKTOPOB, KOTOpble MOIYT OKasaTb BINUSHWE, MOMOXWUTENbHOE WIM OTpuuaTenbHOe, Ha
CMOCOOHOCTL OpraHM3auMuM AOCTUraTb HaMEYEHHbIX pe3ysfibTaToB €e CUCTEMbl MEeHemKMEHTa KadecTea.
OpraHuzaumss gormkHa ObITb OCBegoMieHa O TOM, Kakme BHYTPEHHME W BHeLWHWe akTopbl MOryT
N3MEHATLCS, W, CredoBaTeNbHO, B OTHOWEHUM 3TMX (DAKTOPOB [OIMKEH OCYLLECTBNATLCA MOHUTOPUHE U
aHanu3 Ha peryrnsipHoOn OCHOBE.

370 noHnmaHne HeobxoamMmo, YTOObLI 06ecneyunTb OCHOBY AMS OnpefeneHus KroyeBbiX 3NIEMEHTOB
CUCTEMbI MEHEXKMEHTA KayecTBa, Takmx Kak o6nactb NpUMEHeHUs CUCTEMbI MEHEIXKMEHTa KayecTBa (CM.
4.3), npoueccol (cM. 4.4), nonuTtuka (CM. 5.2), nnaHnpoBaHue, Lenu, puckn n BO3MOXHOCTU (CM. pa3aen 6).

MHdopmauuio 0 BHYTPEHHUX U BHELIHUX dpakTopax MOXHO HaWTWU BO MHOMMX UCTOYHMKAX, TAKUX Kak
BHYTPEeHHME OOKYMEHTbl M COBELLaHWs, HauuoHanbHas u MexayHapogHas npecca, website, nybnvkauum
HauMoHarnbHbIX OpraHoB CTATUCTUKW W APYrMX FOCYAAPCTBEHHBbIX YYpexaeHun, npodyeccrmoHanbHble U
TexHu4eckne nybnmkauum, KOHgepeHuMM M BCTPEYM C MECTHbIMW U TOCyAapCTBEHHbIMW OpraHamu,
npodeccuoHarnbHble accoumnaunu.

MprMepbl BHYTPEHHUX U BHELLHMX (haKTOPOB, OTHOCSLLMXCS K Cpefie opraHu3aLmm, MoryT BKioYaTb B
cebs, HO He orpaHM4MBaTbLCS:

a) BHYTpPEHHUe hakTopbl:
1) obwume pesynbTaThl AEATENBHOCTM OpraHn3auun, Bkrnyas rHaHCOBbIE pe3ynbTaThl,

2) pecypcbl, Bknoyasi WMHPaCTPyKTypy, cpedy AN (YHKUMOHMPOBaHWUS MNPOLIECCOB, 3HaHWS
opraHusaumu,

3) vyeriope4yeCkme acnekrtbl, TakMe KakK KOMMNEeTEeHTHOCTb nepcoHalna, OopraHu3auuMoHHasdA KylbTypa,
B3aMMOOTHOLUEeHUA C I'IpOCbCOIO3aMM,

4) dakTopbl OEATEeNbHOCTW, TakMe Kak MpOoLecChl, BO3MOXHOCTU MNPOM3BOACTBA M MNOCTaBKWU,
pe3yrnbTaTtbl (OYHKLMOHMPOBAHMS CUCTEMbI MEHE)KMEHTA KaduecTBa, OLeHka notpebutenen,

5) cbakTopbl ynpaBneHus opraHusauuven, Takue Kak npasuna v npouedypbl Ans NPUHATUS peLueHui
UNW opraHu3aLMoHHasa CTPYKTypa;

b) BHelwwHWe dakTopsbl:

1) MaKpPO3KOHOMUNYECKMEe (baKTopr, Takne Kak NnporHo3bl KypCoOB BallkOT, 3KOHOMUYECKad CuUTyauud,
NpoOrHo3 I/IH(bJ'IFlLI,I/IVI, OOCTYNHOCTb KpeanToBaHuA,

2) coumanbHble aKTOpbl, TakMe Kak ypoBeHb MecTHon 6e3paboTuubl, 6Ge30nacHOCTb, YPOBEHb
0bpasoBaHusi, rocy4apCTBEHHbIE MPA3gHUKN 1 paboune gHw,

3) nonuTnyeckne hakTopbl, TaKMe Kak NonuTuyeckas cTabunbHOCTb, FOCYAapCTBEHHbIE MHBECTULIMMN,
MecTHasi UH(PaCTPYKTypa, MEXAYHAPOAHbIE TOProBble COrnaLleHusl,

4) TexHomnornyeckme akTopbl, TakMe Kak HOBble TeXHOMNormu, martepuansl M obopygoBaHWe, CPOK
OeNCTBUA naTeHTa, KoJekc NPodecCUoHanbLHOM 3TUKK,

5) KOHKypeHUusi, BKM4Yas [OM pblHKA, 3aHWMMaeMoW oOpraHu3auuen, aHanorvyHble Wnu
3aMellarolimMe npoaykuMi WnuM - ycnyru, nvaupylowme TeHOeHUMM Ha pblHKe, TeHAeHUMM pocTa
notpebuTenen, cTabunbHOCTb PbIHKA,

6) dakTopbl, BnMsOWME Ha paboyylo cpefy, Takume Kak perramMeHTbl TOProBbiX O0BbEAUHEHWHN,
npaBoBbIE 1 3aKOHOAATENbHbIE TPEOOBAHMS, BKITOYAs NPUPOLOOXPaHHOE 3aKOHOOATENBCTBO M KOOEKCHI.
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4.2 MNoHnmaHue NOTpeGHOCTEN U OXKUAAHUA 3aUHTEPECOBaHHbIX CTOPOH
Cwmbicn HacTosilero nyHkta - obecneyntb YBEpPEHHOCTb B TOM, YTO OpraHuM3auusi yduTbiBaeT
TpeboBaHNs COOTBETCTBYHOLLMX 3aMHTEPECOBAHHbIX CTOPOH MOMMMO KOHTPaKTHbIX 3aKa34YMKOB M KOHEYHbIX
nonb3oBatenei. CyTb COCTOMT B TOM, 4TOObl COCPEOOTOYMTBCA TOMbKO Ha TeX 3anHTepecoBaHHbIX
CTOPOHaX, KOTOpble UMEIOT OTHOLLIEHNE K CUCTEME MEHE)KMEHTa KayecTaa.

a) HmmenepeqmcneHHble noTteHunarnbHble 3aUHTEPEeCOBaHHbIE CTOPOHbI MOIyT pacCMaTpmMBaTbCA Kak
CooTBETCTBYIOLWME, €CJT OHM OKa3bliBaloT BJINAHNE Ha CUCTEMY MEHEIPKMEeHTa Ka4vecCcTBa:

1) notpebutenu,

2) KOHeYHble Nonb3oBaTenu unu deHeduymnapsl,

3) perynupyioLime opraHsbil,

4) napTHepbI N0 COBMECTHOMY NPeanpusTUio,

5) cbpaHyansepsl,

6) ronoBHbIe U JOYEPHME OpraHn3aumm,

7) Bnagenbupl, aKLUMOHEpHI,

8) 6aHkmpbl,

9) BHELUHME NOCTaBLLUMKM,

10) paboTHuKkKM 1 gpyrue nuua, paboTtarome oT UMEHN opraHusauum,

11) topuanyeckmne " KOHTponupyoLne opraHbl (mecTHbIE, pervoHarnbHble,
rocygapcTBeHHble/00nacTHble, HaUMOHarnbHbIE UMW MeXOyHapoaHbIe),

12) ToproBble 1 NpodeccnoHarnbHbIe accoLmaunm,

13) MecCTHble OOLLECTBEHHbIE IPYNMbI,

14) HerocygapCTBEHHbIE OpraHn3aLmu,

15) MeCTHble cocefHUe opraHvM3aunn/geaTenbHOCTb B HACENEHHOM MyHKTE,

16) KOHKYPEHTbI;

b) MprMepbl TpeboBaHWIN 3anHTEPECOBAHHBIX CTOPOH BKIOYatoT B cebsi:

1) TpeboBaHus NoTpedbutenen, oTHoCALLMECS K COOTBETCTBUIIO, LIEHE, AOCTYMHOCTU UMK NOCTaBKe,
2) 0OroBOpbI, 3aKMYEHHbIE C NOTPEOUTENEM UITN BHELLUHUMW MOCTaBLUUKaMM,

3) oTpacneBble KOAEKChI UMW CTaHO4apTh,

4) cornalleHusi ¢ 00LWEeCTBEHHbIMY IpynnamMm UM HeNpPaBUTENbCTBEHHBIMU OpraHn3aunsiMu,
5) 3akoHOOATENBCTRO,

6) MmemopaHayMbl O B3aMMOMOHUMAHNN,

7) paspeLueHust, MMUeH3nMmn unmn apyrme popmbl NOSTHOMOYNIA,

8) npukasbl, BbIMyLLEHHbIE PETYIUPYIOLLMMUN OpraHamu,

9) cornalueHusi, KOHBEHLMM N MPOTOKONbI,
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10) cornalueHu1s ¢ opraHamu rocyapCTBEHHOW BNacTu 1 notpebutensamu,

11) OoOpOBONbHbIE MPUHLMMbBI U KOAEKCHI MPAaKTUK,

12) pobpoBoOnbHaa MapKMpOBKa UK 3KOMOrMyeckne 0bs3aTenbCcTBa,

13) ob6sa3aTenbCcTBa, BbITEKAIOLLNE N3 AOTOBOPHbLIX OTHOLLEHWI C OpraHu3aunen;

¢) Anga noHMMaHua NnoTpebHOCTEN N OXUOAHUA 3aUHTEPECOBAHHBIX CTOPOH MOTYT ObiTh BbIMNOMHEHDI
HekoTopble AENCTBUSA:

1) opraHusauus MoxeT cobupaTb HdOPMaLMIO, HAaNpPUMeEpP, NOCPEACTBOM CrieayoLMX METOO0B:
- no66mpoBaHne 1 HanaxneBaHWe KOHTaKTOB,

- yyactue B paboTe COOTBETCTBYHOLLMX OpraHM3aLuuni,

- BEHYMapKKHT,

- aKTUBHbIE UCCnenoBaHus,

- U3yYeHune pblHKa,

- onpockl NoTpebuTenen nnmn nonb3oBaTenen,

- MOHUTOPUHI NoTpeBHOCTEeN, OXMaaHUiA U yOoBNeTBOPEHHOCTM NoTpebutenen,

2) opraHusaumss  MOXeT  paspabotaTb  MOTeHuuanbHble  KpuTepum  "COOTBETCTBYHOLLMX"
3aMHTEpPECOBaHHbIX CTOPOH, paccMaTtpuBasi, Hanpumep:

- WX BO3MOXHOE BMWSIHME WM BO3OENCTBME Ha pesynbTaTbl OEATENbHOCTU WNU  PeLleHust
opraHusaumu,

- NX cnocobHOCTb reHepmpoBaTb PUCKMN N BOSMOXXHOCTMH,
- NX cnocobHocTb ObITb noaBepXeHHbIMU BITUAHUIO peLueHvu7| nnn geAatenbHoOCTU opraHmn3auum,

3) «kpuTepum 3atem MoOryT OblTb UCMONb30BaHbl ANl ONpefdeneHns  COOTBETCTBYHOLLUX
3aMHTEPECOBAHHbIX CTOPOH M X COOTBETCTBYIOLLUMX TPeOOBaHMNA.

MHdopmaumsa, nonydeHHaa B pesynbtate 3TUX OeUCTBUA, JOIMKHA YYMTbIBATLCA MPU NIiaHMpoOBaHUU
(cm. pasgen 6).

Opl’aHI/I3aLI,VIF| JomkHa OblTb OCBeAOMIIeHA O TOM, 4TO CcooTBETCTBYHOLWNE 3aunHTepeCOBaHHbIE

CTOPOHbl M KNX COOTBETCTBYyHOLLME Tpe6OBaHl/|FI MOryT OblTb AWHAMUYHBIMK, W NnO3TOMY [OOJDKHa
OCYyLLEeCTBINATb UX MOHUTOPUHI U aHalnm3 Ha perynﬂpHon OCHOBe.

4.3 OnpepeneHne o6nacTv NpUMEHEHUs1 CUCTeMbl MeHeAXKMeHTa KayecTBa
CwmbIcn HacTodAwero nyHkta - obecneynTb YBEPEHHOCTb B TOM, 4YTO YCTaHOBMeHHas obnacTb
NPUMEHeHNs y4nTbiBaeT akTopbl, OTHoOcsAwmMecs K cpede (cm. 4.1), cooTBeTcTBylOLME TpeboBaHMS
COOTBETCTBYIOLLMX 3aMHTEPECOBAHHbIX CTOPOH (CM. 4.2), a TakKe NpOAyKUUIO U YCNyrM OpraHusauuu, 4to
OHa He CIIMLLUKOM LUMPOKa Ui OrpaHnYeHa 1 YTo NPUMEHUMOCTbL KaXaoro TpeboBaHust OLeHeHa NpaBUIbHO.

O6nacTb NPMMEHEHUs! AOMKHA YYUTbIBaTb TaKKe NMPOAYKUMIO U YCINyrM opraHusauum, paccmaTtpvBast
npu 3TOM Takue akTopbl, Kak:

a) UHbpaCTPYKTypa CUCTEMbl MEHEKMEHTA KayecTBa,;
b) paznuuHble Nnowaaku 1 BUAbI AeATENbHOCTY OpraHn3aumu;
C) KaKue NpoLecChl NOCTaBMNATCA BHELUHUMM NOCTaBLUMKAMY;

d) kKommepyeckme NonUTUKK U cTpaTernu;
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€) ayTCOPCUHT;

f) ueHTpanu3oBaHHbIE UMW MOCTaABNSIEMblE BHELIHUMW MOCTaBLUMKAMU BUAbl OESATENBHOCTH,
npouecchbl, MPOAYKUMS U YCIyTu;

g) 3HaHus opraHmsayuu.

Mpumepbl gencteun ana obpaboTku cobpaHHOW MHdOpMauun C uenbio onpefeneHus obnacTtu
NPMMEHEHNS CUCTEMbl MEHE)KMEHTa Ka4yecTBa AOIMKHbI BKMoYaTh B cebs:

- OLEHKY nNpuMeHMMocTn TpeboBaHun MCO 9001;

- obocHoBaHMe pgansi nboro HenpuMeHUmoro TpeboBaHWs, MpPUHMMasi BO BHUMaHWE, 4TO
HenpuMMeHuMble TpeboBaHMS He AOMMKHbI BNUATb HA CMOCOOHOCTb AOCTUraTb COOTBETCTBUS MPOAYKUMM U
ycnyr;

- aHanu3 cobpaHHON MHOPMaUNN Ha OCHOBE BbISIBIIEHHbLIX BMUSIHUA BO3MOXHOCTEW OpraHuM3auum,
TpeboBaHWiA noOTpebuTenen W [pyrux COOTBETCTBYIOLWMX 3aMHTEPECOBAHHbLIX CTOPOH, MNPaBOBbIX

TpeboBaHui;

- onpederneHue MpoOLECCOB, MPOAYKUMM W YCRnyr, HeobxoauMbix AN obecrneyeHusi COOTBETCTBUS
NPOAYKLUMW 1 YCIYT, U NOBbILIEHVE YAOBNETBOPEHHOCTU NOTPeGUTeneil.

Bbixoabl nepeyuncrieHHbIX Bbllle OENCTBUA OOIMKHbI ObiTb npencrtasrieHbl B D,OKyMeHTMpOBaHHOVI
obnactu npuMeHeHuad, BKI4asn obocHoBaHue ans nboro HeNnpmMMeHnMoro Tpe6OBaHI/IFI.

I'Ipmmeanme - Obnactb NnpuMeHeHNna CcucTtemMbl MeHeKMeHTa KadeCTBa MOXeT OTnn4vaTtbCA OT

obnactn ceptucmkauum no MCO 9001:2015.

4.4 Cuctema MeHegXMeHTa KavyecTBa 1 ee npouecchl

4.4.1 CmbiCn HacTOSILLEro NyHKTa 3akni4vaeTcss B ONpedeneHnn npoLeccoB, HeoOXoauMmbIX AOns
CUCTEMbI MEHE)KMEHTA KayecTBa. JTO BKMYaET B cebs npouecchl AeATENbHOCTM (KOTopble HEOOX0AMMbI
ONsl NPOM3BOACTBA NPOAYKLUUM U YCNyr) U NPOLECcChl cUcTeMbl (Takue, Kak BHYTPEHHUI ayauT U aHanus co
CTOPOHbI BbICLLErO PYKOBOACTBA).

a) Mpouecc:

1) COBOKYMHOCTb B3aMMOCBSI3aHHbIX U(UIM) B3aUMOLENCTBYOLLUX BUOOB AEATENbHOCTY;

2) npeobpasyeT BXoObl B HAMEYEHHbIE pe3ynbTaThl;

3) VMeeT BCTpPOEHHble CpEACTBa YMpPaBrieHWs U TMPOBEPOK pe3ynbTaToB [AesiTENIbHOCTU U
CNoco6CTBYET yNyuLLIEHUIO.

b) Bxogbl U BbIXoAbl MOryT ObiTb MaTepuarnbHbIMK (Hanpumep, MaTepuarbl, KOMMOHEHTbI UMK
o6opyaoBaHMe) UK HeMaTepuasbHbIMU (Hanpumep, MHOPMaLUA UN 3HaHKS).

¢) JomkHbI ObITb YY4TEHbI HUXKE NEPEUYUCTIEHHbIE BXOAbI:

1) onpeapeneHHas o6racTb NPYMEHEHUSI CUCTEMbI MEHEXKMEHTA Ka4yeCTBa;

2) nepeyeHb NpoayKUUnM N ycnyr;

3) nepeyeHb NMOLWaaoK U MPON3BOACTBEHHBIX JIMHWUIA NPOLIECCOB;

4) BO3MOXHOCTW;

5) nokasatenu pe3ynbTaToB AESATENBHOCTU, TaK1e Kak:

- BPEMSI pearnpoBaHUs CEPBUCHONM CNYXObl; TEHOAEHUMUN B COOSIX CEPBUCHOM CIY>XObI,

- YPOBEHb NMPONU3BOAUTENBHOCTMH,
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- YpOBEHb Ae(EKTHOCTU; 3aTpaThbl HA NepefernkKy; 3aTpaTa Ha rapaHTUAHOE 06CNyXXMBaHWE;
6) naeHTULMPOBaHHbLIE PUCKN U BOSMOXHOCTU (CM. 6.1);
7) opraHu3aumoHHbIE CXEMbI.

d) 4.4.1 UCO 9001, petanuanpyrowmin genctens, Heobxogumble onst o6paboTkn MHAPOPMALMOHHBIX
BXO[OB, HE HYXXOAeTCs B NOACHEHUMW.

e) OpraHuzaumsa pgomkHa obpawatbca Kk MCO 9001 (nyHkt 0.3) m K nNpuHUMNAM MeHemXMeHTa
kayectBa B MCO 9000 pgnsa nonyyeHuss AOMOSHUTENbHOW MHAOPMaUUMM O MNPOLECCHOM MNOOXOAe.
PekomeHagyeTca obpatutecs k MCO 9001 (nyHkT 0.3.3 1 npunoxeHue A.4) ons nydwero noHMMaHusi
PUCK-OPMEHTMPOBAHHOIO MbILLIIEHNS.

f) MNpu paccMoTpeHum pUCKOB K BO3MOXHOCTEM  OpraHu3auus  [OMmKHa  MNPUMEHSTb
PUCK-OPMEHTMPOBAHHOE MbILLNEHNE B pa3paboTke, BHEAPEHWW, MNOOLEPKAHUM W YIYYLEHUN CUCTEMbI
MeHe)XKMeHTa Ka4yecTBa M CBSA3aHHLIX C HEW NPOLLECCOB A1 TOro, YTo0bI:

1) pewatb, Kakme pUCKM (NMOMOXMUTErbHbIE UMM OTpUUATENbHbIE) YYNTbIBATb MPU NPOEKTUPOBaHUN
MPOLLECCOB ANS yNyylleHWs BbIXOAOB NPOLECCOB M NpeaoTBpalLeHns HexenaTernbHbIX pe3ynbTaTos;

2) ynydwaTtb pe3yribTaTUBHOCTb CUCTEMbl MEHEP)KMEHTA;

3) nogaepxmBaTtb M ynpaBnsATb CACTEMOWN, KOTOpasa yYUTbIBAeT pUCKM U obecneymBaeT NOCTaHOBKY
Lenen.

g) Bbixogpl AencTBmmn, NnepevmcneHHbiX Bolle, MOryT BKItoYaTh B cebsi, Hanpumep:

1) KapTbl NMOTOKOB Mpouecca (nocrnegoBaTenbHOCTM, B3aMMOCBS3M, a Takke MOMHOMOYMA Unu
OTBETCTBEHHOCTb, PUCKW U OMpeaerneHHble KpUTepum);

2) paHHble 0 PYHKLUMOHNPOBAHMMN CUCTEMBI MEHEIXKMEHTA KayecTBa;
3) ynpaBneHne n3MeH4MBOCTbIO;
4) nokasaTenu.

[ononHuTernbHble pyKOBOASALIME YKa3aHWs MO MPOLIECCHOMY MoAxXody W PUCK-OPUEHTUPOBAHHOMY
MbILLNEHMIO OOCTYMHbI Ha website: www.iso.org/tc176/sc02/public.

4.4.2 CMbICN HacTOALLEro NyHKTa - yoeauTbCca B TOM, YTO OLEHKa JOKYMEHTUPOBAHHON MHGOpMaL MK
NPOBOAUTCH OpraHu3auMen C Uenbi agekBaTHOro ynpasneHns (YHKUMOHMpOBAHWEM ee MpoLeccoB U
PYHKUMOHNPOBAHNEM ee CUCTEMbl MEHe)KMeHTa KavyecTBa.

OnpepgeneHve pasHbiX BUOOB OOKYMEHTMPOBaHHOW MHOpMaLuMW, HeoGXoaAMMON ANs noadepxaHust
(PYHKLUMOHMPOBaHNSA MPOLECCOB U CUCTEMbI MEHEeMKMEHTa KayecTBa, 3aBUCUT OT opraHusaumun. OueHunsas
CBOW MOTPEBHOCTU U MPUMEHSS PUCK-OPUEHTUPOBAHHOE MbILLIEHNE, OpraHM3auns OOMKHA yuYuTbiBaTb ee
pa3mMepbl, AeATEeNbHOCTb, BUA NPOAYKUMW UK YCIYT, CIOXKHOCTb ee NPoLeccoB, Pecypcbl U T.4. Tak Xe, Kak
1 MOoTeHLUMarnbHble NOCcreaCcTBUS HECOOTBETCTBUN.

HeobxogumocTe Ofisi opraHusaumMn MMeTb [OMOJSIHUTESbHYI [OKYMEHTUMPOBAHHYI0 WHGOPMaLuo
CBepx TOW, koTopas TpebyeTca Ana ynpasneHus OYHKUMOHUPOBAHMEM ee MPOLLECCOB, MOXET 3aBUCETb OT
apyrux TpeboBaHuii, Yem Te, KOTOpble YNOMWHANTCS B HACTOSALMX TEXHUYECKUX YCMOBUSIX, Hanpumep
YOOBNETBOPATL TPeOOBaHUA MOTpebuTenen, perynupyrlowmux OpraHoB U Apyrue  creumduyeckue
TpeboBaHusa opraHu3auum.

PekomeHayeTtcsi obpatutbes k MCO 9001 (npunoxeHne A.6) u onpepeneHnsm NCO 9000 ans
MOSTHOrO NMOHMMAaHUSA KOHLIENUUWN JOKYMEHTUPOBAHHOW MHpopMaLuun.

TunuyHble BbLIXOAbI AENCTBUK, KOTOPble OpraHu3auus MOXeT peanu3oBaTb Ha [JaHHOM 3Tane,
BKNtoyaloT B cebs:

a) JOKYMEHTMPOBaHHbIE NpoLeayphl;
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b) website/kopnopaTtunBHyto ceTb;
C) cepBep 6a3bl AaHHbIX;

d) pabouune UHCTpyKLUK;

€) pyKoBOACTBa;

f) cnpaBOYHUKY;

g) aTanoHHble obpasupl;

h) nporpammHoe obecneveHue;
i) popmbl;

j) sanucw.

5 JlupepcTtBO

5.1 llnpepcTBO U NPUBEPXKEHHOCTb

5.1.1 llnpepcTBO M NPMBEPXKEHHOCTb B CUCTEME MEHEAXKMEHTa KayecTBa
Cwmbicn  HacTosiwero TpeboBaHua 3aknioyvaetcs B onpegeneHun  QyHKUMA, MOMHOMOYUA 1
OTBETCTBEHHOCTY BbICLLErO PYKOBOACTBA M OPYTMX YPOBHEN MEHEMKMEHTa B OTHOLLEHMWN Pe3yrbTaTUBHOCTM
CUCTEMbl MEHeIXMeHTa KayecTBa U OOCTUXEHUS 3annaHWpPOBaHHbIX pes3ynbTaTtoB. BawHO nogyepkHyTb,
YTO, XOTH MOSTHOMOYUSA MOFYT ObITb AenernpoBaHbl, OTBETCTBEHHOCTb 3@ CUCTEMY MEHe)KMeHTa KadyecTBa
0OCTaeTCs 3a BbICLLUMM PYKOBOACTBOM.

Bobicwee PyKOBOACTBO MOXeT npoaoemMoOHCTpuUpoBaTb BbIMOJIHEHNE ero NOSTHOMOYUI n
OTBETCTBEHHOCTU NMNOCPeaACTBOM OOCTMXKEHUA 3aniaHNPOBaHHbIX Pe3yribTaToOB, a TakKe NocpencTBOM:

a) obecrnevyeHuss Toro, YTO CUCTEMa MEHEPKMEHTa KadecTBa MPOLOIPKAET OCTaBaTbCsA MPUrogHOW U
3(PPEKTUBHON B BLINOMHEHUW LENeil opraHM3auum Ha OCHOBE MOCTOSHHOTO MOHUTOPMWHIa pesynbTaToB
OEATEeNbHOCTU UNN U3MEPEHNS U NEPUOSNYECKMX aHANMU30B CO CTOPOHbI pykoBoacTea (cM. 9.1 n 9.3);

b) NpMHATNA BO BHUMaHWe cpefbl opraHM3aumm, yYnTbiBas kak BHyTPEHHME, TaK U BHELLHWE (haKTopbl,
cTpaTermyeckoe HanpaereHue, npu paspaboTke U akTyanu3auuu nonuTuKM Lenen B obnacTu kavectsa,
4yTOObl Y6eouTbcs, YTO OHW OEWCTBYIOT B OAHOM HanpaBleHUW W NoAAEPXKMUBAKOT B OTHOLUEHUWM BCEX
613HeCc-NpoLLeCCoB;

c) obecneyeHuss TOro, 4YTO MNpPOLIECCHl CUCTEMbl MeHeKMeHTa KayecTBa B3aWMOLEWCTBYIOT C
npoueccamn Apyrux yHKUMA (Hanpumep, UHaHCbI, NPOEKTMPOBaHWe, WCMbITaHWe, noadepXkkKa
noTpebuTens) B paMmkax opraHusaumu;

d) obecneuyeHns addDEKTUBHOIO B3aMMOAENCTBMS Mexdy AenapTameHTamum u  yHKuusMmn ¢
npMMeHeHvem pas3paboTaHHOro CUCTEMHOrO nogxoda Ansd AOCTWKEeHWUs 3MEKTUBHOIO NOTOKa BXOAOB U
BbIXOOOB MEeXAy npoueccamu, a Takke obecnevyeHnss COBMECTHON paboTbl B OLIEHKE U CHUKEHWUMW PUCKOB;

€) MOHUTOPUHIa TEKYLLUX U MPOrHO3upyeMbix 06beMoB paboT 1 rpadmnkoB 1 obecneyeHms Toro, YTo
BblenseTcAa [[oCTaTOMHOE KONMMYECTBO PECYpCcoB Ha CUCTEMY MeEeHeMKMeHTa KadvecTtBa (noaw,
WHCTPYMeHTbI, 0bopyaoBaHue 1 T.4.), Korga v rae 9To Heobxoaumo;

f) perynsipHoro noBeaeHNs Npu NOMOLLM BHYTPEHHMX MHEOPMAaLMOHHBLIX BCTPEY, 3NEKTPOHHOM NOYThI,
NMYHBbIX Gecefl, KOPNOpPaTUBHOW CETU opraHu3auun U T.0. BaXXHOCTU CUCTEMbl MEHEMXMeHTa KayecTBa U
cobntoaeHns ee TpeboBaHuUi;

g) MOHUTOPWUHIAa BbIXOOOB CUCTEMbl MeHe)KMeHTa KadectBa WU obecneyeHnsa TOro, 4TO
COoOoTBeTCTBYyOWME NnMrlda unun rpynnbl HagenAaArTCA OTBETCTBEHHOCTbIO U NOJTHOMOYMAMU OnA npoBeneHus
KOPpPEeKTUpyrLwmnx OENCTBUIN, KOrga HaMeYeHHble pe3ynbTaTbl HE AOCTUTHYThI;
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h) obmeHa nHdopmaumen (cm. 7.4) 0 BaXXHOCTU, C haKTUHECKMMUN CBUOETENLCTBAMU, NPENMYLLECTB
ynydwenus (cm. pasgen 10) B obnactm ygepxaHust noTpebutenen, yBenuyeHnss 4ONWU pPbiHKA, CHDKEHUS
3aTpat u T.4.;

i) obecneyeHma Toro, 4To MHOPMaLUUA U pekoMeHdauuy no pesynbTatam ayamtoB (cMm. 9.2) unu
OPYrMX OLEHOK M aHanu30B CO CTOPOHbI PYKOBOACTBA COOBLLATCA COOTBETCTBYIOLLMM CTOPOHAM B pamKax
opraHusaumm, KoTopble NoMoratoT NPOAEMOHCTPUPOBATL BaXKHOCTb Y NPENMYLLIECTBA YIyYLLIEHWUN;

j) obecneyeHus noagepXKkM M NpefocTaBneHVsT PYKOBOASALWMX YKa3aHWA Ong Opyrnx yHKUMRA
MeHeXMeHTa (Hanpumep, UWHAHCBI, MPOEKTUPOBaHWE, WCMbITaHue, noadepxka norpebutens) B
WHTEepnpeTaumMm U MOHUMaHMU NoTpebuTens, 3akoHoOATEeNbHbIX M HOPMATUBHBIX MPaBOBbIX TpeboBaHWUNM,
0T3bIBOB NoTpebutenen un 1.4.

TvnuyHble BbIXOObl OENCTBUI, KOTOPble OpraHMsauusi MOXeT peanu3oBaTb Ha [aHHOM 3Tarne,
BKJTHOYAlOT B cebs:

- COrnacoBaHHOCTb AENCTBUN, OTHOLLEHNIN, NOBEAEHUS U PELLEHUN,

- KaXXOOOHEBHbIE OTHOLLUEHUSI U NOBEAEHME,

- IIMYHBIN NpUMEP,

- 3P PEKTUBHbBIA BHYTPEHHUIA 0OMEH MHdOPpMaLMeEn,

- DOKYMEHTMpPOBaHHble 06593aTenbLCTBAa,

- pe3ynbTatbl PYHKUMOHMPOBAHWSI CUCTEMbBI MEHEMXKMEHTA KayecTsa.

5.1.2 OpueHTauua Ha noTpebuTtenen

Cwmbicn HacTosiwero TpeboBaHuAa 3akmnoyaeTca B obecneyeHum HarnsggHoW OeMOHCTpaLMM BbICLUNM
PYKOBOACTBOM IMAEPCTBA W NPUBEPXKEHHOCTW (Hampumep, Ha JIMYHOM MpuMepe) B nogaepxaHum
opueHTauMm Ha BbINofnHeHWe TpeboBaHui noTpebuTenern U yBENWYEHUM  YOOBMNETBOPEHHOCTU
notpedurtenen.

a) [lomkHbl ObITb yYTEHbI CNeayoLmne BXoapl:

1) 3akoHoAaTenbHbIE U HOPMAaTKBHbIE NPaBoOBble TpeboBaHus;

2) TpeboBanuna notpebutenen;

3) TexHonormyeckne n apyrme nccrnegoBaHns;

4) 6eHYMapKUHT;

5) TeHOEeHLMM pbiHKa, CTaTUCTMKA U MHCpopMaLusi 3 MPOrHO30B;

6) pesynbTaTbl OT MPUMEHEHUSA MHCTPYMEHTOB Ka4ecTBa;

7) yOOBNETBOPEHHOCTb NOTpebuTenei/pesynbTaTbl MOHUTOPUHIA UX BOCMPUATUS.

b) Mpumepbl gencTemii No o6paboTke 3TMX BXOAOB BKIOYAKOT B cebs:

1) [BYCTOPOHHIOK CBSi3b C MOTPEOMTENsIMA MpU  YCTAHOBMEHUM W OOLLEM COrnacoBaHUM UX
TpeboBaHui;

2) yBA3bIBaHWE LIENEN OpraHn3auumn ¢ NoTPeOHOCTAMN U OXnaaHMAMN NoTpeduTene;
3) MHhopMMpOBaHME BCew opraHM3aunm o NOTPEBHOCTAX U OXMAAHWUSIX NOTpebuTenen;

4) aHanmM3 pes3ynbTaTOB MOHWUTOPMHIa  yOOBNETBOPEHHOCTU noTpebutenem u  NpuHATUE
COOTBETCTBYHLMX OENCTBUN;
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5) onpepneneHne pUCKOB M BO3MOXHOCTE, KOTOpblE MOTYT MOBMMATb HA COOTBETCTBUE MPOAYKLMM U
YCNyr UNu YA0BNETBOPEHHOCTb NoTpebuTeneil.

c) B kauecTBe BbIXOAOB OpraHu3aLmMs MOXET PacCMOTPETb TakuMe BeLUW, Kak peLleHnsa U AeACTBUS Mno:

1) yyeTy puckoB 1 BO3MOXHOCTEN;

2) pa3paboTke N U3MEHEHUAM NOSNUTHUK,;

3) pa3paboTke U N3MeHEeHNsIM KOJEKCOB NOBEAEHNS U pacnpeieneHmns pecypcos.

Beicuemy pykoBoacTBy HeobxoauMmo obecneyunTb, 4TOObl NPUMEHMMblE OencTBuA no obpaboTke
PUCKOB M BO3MOXHOCTEN OblNM peann3oBaHbl, a OXMAAeMmble pes3ynbTaTbl AOCTUIHYTbI, @ €CNN HeT, TO
npogomkatb npumMeHATb noaxod Mnanupyin-Oenan-Mpoeepan-Oencteyin (PDCA), obecneumBas npu aTom

BO3/10)KEHME OTBETCTBEHHOCTM 3a BHEAPEHME AanbHenWux YnydleHuin, noka noTpedHOCTM U OXuaaHus
noTpebuTtenen gocturatoTcs.

5.2 Nonutuka B obnacTtu KayecTBa

5.2.1 PaspaboTka nonuTukK1 B obnacTtu KavyecTtBa
Cwmbicn HacTosilero TpeboBaHusa B obecnevyeHny cornacoBaHusi BbICLUMM PYKOBOACTBOM MOSIUTHKU B
obracTtu ka4ecTBa CO CTpaTErM4eckum HanpaefeHNneM opraHm3auum.
[nsi pa3apaboTku NONMMTUKM B 06NIACTU Ka4ecTBa MOTyT ObITb PACCMOTPEHbI Takue BXOAbl, KakK:

a) 4eTKOe MOHUMaHWEe Ccpedbl OpraHu3auuW, BKIOYas CTaTyC €e CUCTEeMbl MeHedXMeHTa U
noTpebHOCTEN N OXUAAHWUI COOTBETCTBYIOLLUNX 3aMHTEPECOBAHHbLIX CTOPOH;

b) cTpaTermyeckoe HanpaBneHWe opraHu3auunM, OCHOBaHHOE Ha €€ MUCCUU, BUAEHWUW, PYKOBOOSALLUX
MPUHLMNAX U OCHOBOMONAraLWwmnx LEHHOCTSIX;

C) YpOBEHb ¥ TVN ByayLLero ynyyleHusi, Heo6xoammble AN opraHnsaumn, YtTobbl GbiTb YCMNELIHOW;
d) oxxngaemast unu xxenaemasi cteneHb yA0OBNETBOPEHHOCTM NOTpeGuTenein;

€) NoTpeBHOCTU 1 OXUAAaHUS COOTBETCTBYHOLLUX 3aMHTEPECOBaHHBIX CTOPOH;

f) pecypcebl, HeoGxoaMMble Ans BhIMONIHEHMS 3amnfaHMPOBaHHbIX Pe3yrbTaToB;

g) NOTeHLManbHbIN BKNas 3aMHTEPECOBaHHbIX CTOPOH.

[eiicTBuUsI, kKOTOpble He06XOANMO BbIMOMNHUTb, AOIMKHbI ONpeaensTh:

- nioBble NPOTMBOPEYUss MexZy HaMepeHUsiMU U cpedoit opraHusauum (cm. pasgen 4) u, npu
HeobXxoAUMOCTU, MUCCHEN, BUOEHUEM, PYKOBOAALLMMY NPUHLMNAMMU U LEHHOCTAMW OpraHn3aLmu;

- FpaHuubl U CTPYKTypa, YCTaHOBJIEHHbIE nonuTnkon B obnacTtu kadecTtBa, B KOTOpPbIX Uenn B
obnacTtn kayecTBa AOKHbI peann3oBbiBaTbCA,

- KaK AOCTMXKEHMe uenen 0yaeTt NpoAeMOHCTPMPOBAHO U Kakme Kputepumn byayT NpMMEHSTLCS;

- KaK NpogeMOHCTpUpoBaTh 0643aTenbCTBO MO yAOBNETBOPEHNIO TpeboBaHUn (Hanpumep, aHanusbl,
BepuduKaums, Banugaumsa u .4.);

- YTO0 6yp,yT OEMOHCTpupoBaTb U3MEPEHUA N aHalnn3bl pe3ynbTaToB OeATeNIbHOCTU B OTHOLUEHUU
obsizaTenbcTBa opraHunsaumm no NOCTOAHHOMY YyIy4LlEeHUHO.

5.2.2 loBegeHMe NONMUTUKK B 061aCTU KayecTBa
Opranusaumm Heobxogmmo obecneymnTb, YTOObI MONMTMKa B 00NacTn KavyecTBa NoOHMManacb YeTko no
BCeW opraHusaumu, ¢ y4etom TpeboBaHMin K OCBEAOMMEHHOCTM NoO 7.3 1 0bmeHy nHdopmMauuen no 7.4 kak
BHYTPM oOpraHu3auumn (nepcoHan W yHKUMM), Tak W 3a npegenamMmum OpraHusaumn, yduTbiBasi
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COOTBETCTBYHOLUME 3aUHTEPECOBaHHbIE CTOPOHbI (HanpuUMep, W3MEHEHUS MPOAYKUMM WIW  YCHyr,
3aTparyBatome BHELLIHWX NMOCTaBLUMKOB).

5.3 PyHKLMN, OTBETCTBEHHOCTb Y MOTHOMO4MS B OpraHusaumm
Cmbicnn atoro TpeboBaHMsa 3aknmyaeTcas B TOM, 4YTO BbICLUEe pPYKOBOACTBO obecneuymBaet
pacnpefeneHne coOTBETCTBYIOWNX PYHKLMIN N OCBEAOMIMEHHOCTb NepcoHana opraHM3aumm 0 TOM, YTO OHU
OOMmKHbI AenaTtb (0693aHHOCTM M OTBETCTBEHHOCTB), YTO MM pa3peluaeTcs Aenatb (MOMHOMOYUS), KTO 3a YTO
HeceT OTBETCTBEHHOCTb, a TaKkKe B3auMMOCBS3b MeXay 3TUMW 00A3aHHOCTSIMU, OTBETCTBEHHOCTbIO W
NOMHOMOYUSAMM.

Bxogpbl, KoTopble A0MKHbI ObITb PACCMOTPEHbI, BKIHOYAIOT B Ce0S:
a) NpoLEecChl Y OPraHN3aLMOHHYI0 CTPYKTYPY, @ UMEHHO:

- UCO 9001, nyHkt 4.4.1, nepeudncrneHue e) TpebyeT, 4TOObI OpraHusauusa pacnpegensna
06513aHHOCTN, OTBETCTBEHHOCTb U NMOMIHOMOYMS B OTHOLLEHUM 3TUX NPOLIECCOB,

- pacnpegeneHne oTBETCTBEHHOCTM 3a NMPOLECCbl MOXET MHOrAa He coBnagaTtb C OpraHM3auMoHHON
CTPYKTYypOW®;

b) KOMMNETEHTHOCTb N1, B Uensax obecnevyeHuss CoOrnacoBaHHOCTU mMexay BO3JTOXEHHbIMU
00513aHHOCTAMW N OTBETCTBEHHOCTLIO U HEOOXOAUMOW KOMMNETEHTHOCTbIO;

C) AOCTYMNHble Pecypchbl, yuuTbiBasi rMaBHbIM 00pa3oM YeroBeYeckne Pecypcbl, a Takke W apyrue,
KOTOpble MOTyT NOBNUSATL HAa pacrnpeneneHne o6s3aHHOCTEN U OTBETCTBEHHOCTM;

d) opraHusaumMoHHble MONUTUKM, BHYTPEHHWE PpacMnopsaKM, AOIMKHOCTHbIE WHCTPYyKUWMM, pabouve
WHCTPYKUMM U T.O. Ans obecrnevyeHns CornacoBaHHOCTM MeEXAy pacnpefeneHHbiMU 06S3aHHOCTSMU ©
OTBETCTBEHHOCTbIO, @ Takke nobas cBazaHHas ¢ 3TUM AOKYyMEHTUPOBaHHAs MHoOpMaLus;

e) 3akoHoaaTeslbHble 1 HOpMaTUBHbIE MpaBOBbIe TpGGOBaHI/IFl, I'IpOd)eCCI/IOHaJ'IbeIe KOOEKCbl 3TUKUN U
Heobxoaumas KBaﬂVI(bVIKaU,VIFI ans obecrnedeHust TOro, 4To nOObIE COOTBETCTBYHOLLME Tpe6OBaHI/IFI n
pacnpeneneHnda 00s13aHHOCTEN N OTBETCTBEHHOCTM BbIMOSHEHBI;

f) uenu B obnactu pe3ynbTaTtoB AeATENIbHOCTU U pe3ylibTaTbl OUEHKU O1A TOro, YTOObI y6eD,I/ITbCF|,
YTO nogxogALinm nmuam nopyyeHo OoCTUYb OXngaemoro ypoBHA pe3ynbTaToB OeATEeNIbHOCTU;

g) apyrme CcucteMbl MeHemIXMeHTa, KOTOpble WCNoNb3dyeT opraHnsauuna non4a obecneyeHns
cornacoBaHHOCTM B pacnpeneneHumn 00s3aHHOCTEN N OTBETCTBEHHOCTU Mexay pasnnyHbiIMU CUCTeEMaMu
MeHe)KMeHTa.

MpumeyaHne - [lMpumeHeHne npoueccHoro nogxoga (cM. 4.4.1) mMoxeT MOMOYb B onpegeneHuun
dyHKUMIN, 06A3aHHOCTEN N OTBETCTBEHHOCTM Af1S KaXK4oro npowecca.

Onsi Toro 4ytoObl ONpeaenuTb COOTBETCTBYHOLLUME OPraHW3auMOHHbIE (DYHKLWUW, OTBETCTBEHHOCTb U
nonHomoumsi (cM. 4.4), MOXHO BbIMOMHUTL HECKONbKO AEWCTBUW, TaKMX KaK CpaBHUTENbHbIM aHanu3
hakTMyecknx pesynbTaToB OLEHKM [OeATENbHOCTM W 3anfiaHMpOBaHHbIX pe3ynbTaToB, a Takke
pa3paboTky/nepecMoTp AOMKHOCTHBIX MHCTPYKLMIA 1 BCNOMOraTelbHOW AOKYMEHTMPOBaHHOW MHbopMaLnn.

Bbixoapl Takux 4eACTBUI MOTYT BKINOYaTb B ceOs:

- COOTBETCTBYHOLLYI [OKYMEHTUPOBAHHYIO WHOPMALMIO, Hanpumep [OOMKHOCTHbIE WHCTPYKLMK,
paboune MHCTPYKLUMK, 3asiBNeHUst 06 06513aHHOCTSAX, OpraHM3aLnoOHHbIE CXEMbI, PYKOBOACTBA, NpoLeaypsbl;

- onpedeneHve notpeGHocTel B AanbHenwemM obydYeHnu;
- YCTHbIE UHCTPYKLMU;

- TeXHUYecKkMe CpeacTBa  OrpaHUYEHUs  UCMOMb30BaHUS  MOMELLEHWUIA/MPOU3BOACTBEHHOIO
obopynoBaHus;

- HeobxoaMMmble cpefcTBa ynpaBneHus anst 06paboTkn MHAOPMALIMOHHBIX MOTOKOB U COEPXUBAHUS
UM orpaHMYeHns JocTyna K AaHHbIM.
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6 NMnaHnpoBaHue

6.1 lencTBMA B OTHOLUEHUN PUCKOB U BO3MOXHOCTEN
6.1.1 Tllpn co3gaHum ” YHKUMOHMPOBAHUM CUCTEMbI MEHeKMEHTa KadecTBa opraHusauuns
onpefensieT, Yero oHa Xo4eT JOCTMYb, T.€. LeNn U HaMeYeHHble pe3ynbTathl. [1pu nnaHMpoBaHMM CUCTEMBI
opraHusaumst OMKHA OLLEHUTb, YTO MOXET OKa3aTb BNUAHME Ha OOCTMXKEHME 3TUX Lienen U HaMeveHHbIX
pes3ynbTaToB; 3TO BKMOYaAET onpederneHme CBA3aHHbIX PUCKOB M BO3MOXHOCTEMN.

Opl’aHVI3aLI,VIFI OOJPKHa paccMartpuBaTtb BHYTpEeHHME W BHeELWHWne CpaKTOpr n cooTBeTCTBYylOLNnEe
3anHTepecoBaHHbIE CTOPOHbI, KOTOPbIE MOIyT NOBJINATbL Ha OOCTMXXEeHUe CUCTEMOWN MEHeKMEeHTa KayecTBa
€€ HaMe4eHHbIX pe3yrnbTaToB. anI onpegeneHun FIOTpe6HOCTel7I 9TUX 3anHTEepeCOBaHHbIX CTOPOH OOJTXHbI
ObITb onpeneneHbl pPUCKN 1 BO3MOXHOCTU OJ1A CUCTEMbl MEHE)KMEHTa Ka4veCTBa.

lMpu onpegeneHnn puUcKoB N BO3MOXHOCTEN OpraHu3aums JOrmKHa COCPEeAoTOuMTECS Ha yBenMyYeHuu
Xenaemoro BfWSHWS, CO3[4aBasi HOBble BO3MOXHOCTWU WM MpefoTBpallas Mnn yMeHbluas HexenaternbHoe
BNUsHME (MOCPEACTBOM CHUXEHMSI pucka unu "npegynpexgatollero” aencteust). To 03HayaeT NpUHATUE
"PUCK-OPMEHTMPOBAHHOIO MbILWMEHUS", N OpraHn3aumnsa OOIPKHa PacCMOTPETb NMPUMMEHEHMEe 3TOro noaxoaa
KO BCEM Mpoueccam, TpebyeMbIM AN ee CUCTEMbI MEHE)KMEHTA KayecTBa.

B NCO 9001 HeT TpeboBaHMUsi NPUMEHATb hopMarnbHbIi MEHEAXXMEHT PUCKOB NpW naeHTUdmkaunmn
puckoB U BO3MOXHOCTeh. OpraHusaumss MoXeT BbiOMpaTb MeTof, noaxoaawun ee noTpebHocTaAM.
MCO/M3K 31010 npeaoctaBnsieT 6onbLUOK NepeYeHb METOAONOMMIA OLIEHKU PUCKOB, HEKOTOpPLIE U3 KOTOPbIX
MOTyT ObITb NPUEMIEMBIMU B 3aBUCUMOCTU OT Cpeabl OpraHm3aumm.

Ha cTparternyeckom ypoBHE MOTyT NPUMEHATBLCS Takme MHCTPYMEHTbI, Kak AHanmM3 CUnbHbIX U Criabbix
CTOpPOH, BO3MOXHOCTeMm u yrpo3 (SWOT aHanms), [lonuTuvecknin, 3KOHOMUYECKUN, COLManbHbIN,
TexHonormdeckun, akonormdeckun aHanusd (PESTLE awanu3) n WuayctpuanbHbeii adanu3 [latm Cun
MopTepa. MNpocTon Noaxoa MOXET 3aknvaTbCcs B TOM, YTOObI 3agaBaTb Bonpoc "Yto ecnn?". NpumeHeHne
METOOOB MO3rOBOro LUTYpMa MOXET MCMOoNb30BaTbCA Kak OAWH M3 3(dEKTUBHBIX WMHCTPYMEHTOB AnNs
NPUMEHEHUS PUCK-OPUEHTUPOBAHHOIO MbILLNEHUsl. HekoTopble MeToabl MOryT ObiTe 6onee nonynspHbIMA B
onpedeneHHbIX OTpacnsax, Hanpumep aHanua BMAOB W nocneactBui otkaszoB (FMEA) B aBTOMOOGWNBbHOM
NMPOMBILLNIEHHOCTW; aHanu3 BWOOB, MOCNeACTBUA U KpuUTMYHOcTM oTka3oB (FMECA) ans oTtpacnu
MeOMVLMHCKUX U3Oenuid; aHanns pPUCKOB W KpUTUYeckue KOHTporbHble Touykn (HACCP) gns nuweson
NPOMbILLNIEHHOCTU. PelleHne 0 TOM, kakne MeToapbl UM MHCTPYMEHThLI OpraHM3aunst 4OSPKHA UCNONb30BaTh,
3aBMWCUT OT HEE CaMOW.

MpvMeHeHne  PUCK-OPUEHTUPOBAHHOIO  MBbILUMIEHUS MOXET MOMOYb  OpraHusauum  pasBuUTb
NMPOAKTUBHYIO 1 MpeaynpexaatoLLyto KynbTypy, OPUEHTUPOBAHHYIO Ha TO, YTOObI AenaTb Nyylle oTAernbHble
BeLUM M ynydwwaTtb paboTy B LEenom.

6.1.2 VpeHTuduumnpoBaB puUCKM M BO3MOXHOCTM, KOTOpblE MOMYT OKas3aTb BIIMSHME HA CUCTEMY
MeHeI)KMeHTa KadecTBa, opraHM3aums AofhkHa CniaHMpoBaTb AEACTBMS B OTHOLUEHUM UX. YCTaHOBIEHHbIE
OEeNCTBUSE JOMKHbI ObITb BKMOYEHbI B NPOLIECCHI U CUCTEMBI MEHE)KMEHTA KayecTBa, U BCcero bmaHeca (cm.
5.1.1), a pe3ynbTaTMBHOCTb 3TUX OEWCTBUIN OOMKHA OLEHMBATbLCA. OTU AENCTBUA MOTYT BKNtoYaTb B cebds,
Hanpumep, pa3paboTKy COOTBETCTBYHOLLUMX CPEACTB YNpaBfeHUst Ansi CyLEeCTBYOLMX NPOLIECCOB CUCTEMBI
MEeHeKMeHTa KavyecTBa MInm pas3paboTky HOBbIX MPOLECCOB Kak OTBETHas peakunsi Ha BO3MOXHOCTb.

CyluecTByeT MHOro AEVACTBUIA, KOTOPbIE OpraHM3aunst MOXeT NPeanpuHATbL B OTHOLUEHUN pucka. Ons
MeHePKMEHTa kayecTBa XxapakTepHa pa3paboTka CpeacTB ynpaBeHNsl, KOTopble BKIHOYalT, HanpuMep:

a) KOHTPOIb, MOHUTOPWHT N M3MEPEHME NPOLLECCOB, MPOAYKLUN W YCNYT;
b) kannbposky;
C) NPOEKTMPOBaHME NPOAYKLUM U NPOLLECCOB;

d) KoppekTupyloluMe AeicTBMS, U B 4acTHOCTM obecrneyeHne pacrnpoCcTpaHeHUs WX Ha apyrue
COOTBETCTBYHOLLME 0GNacT1 opraHn3aLum;

€) YCTaHOBMEHHbIE METOAbI M paboune MHCTPYKLMUY;
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f) obyyeHne 1 npuBneYeHne KOMNETEHTHbIX NNL,.

OueHunBasi NOTPEBHOCTU pbiHKA, MOXHO MAEHTMMULMPOBATL BO3MOXHOCTU, HAanpumep npearoxeHue
HOBbIX MPOAYKLMU NN YCNYT UMK NCMNONb30BaHWE HOBOW TEXHONMOMMU Ang paspaboTku 6onee coBepLUEHHbIX
CUCTEM, Hanpumep OHManH-cepBuUCbl ANna noTpebuTenenm wunu uenoykm noctaesok. [lytem aHanusa
pe3ynbTaTMBHOCTU MPOLECCOB CUCTEMbl MEHeKMEHTa KayecTBa MOryT ObiTb uaeHTUMUMPOBaHbI
BO3MOXHOCTU AN COKpaLLeHUs1 OTXOOO0B WMNU ynyulleHWs pesynbTaToB U AedtenbHocTu. OpraHusaums
JOIMKHA nnaHupoBaTb AEWCTBUS B OTHOLIEHMM BO3MOXHOCTEW, Onarogapsi KOTOPbIM OHa CTPEMUTCS
nony4nTb NpeMMmyLLLeCTBa.

B 4.4.1 oT opraHumsauum TpebyeTcs ycTaHaBnMBaTb MNPOLIECCHI, HeoOXoauMble ANS CUCTEMbI
MeHePKMEHTa Ka4yecTBa, BKIIOYasi Te, KOTopble HEOOXOAUMbI ANt PACCMOTPEHMST PUCKOB M BO3MOXXHOCTEMN.
B 4.4.2 ot opraHusauun TpebyeTcs paspabaTbiBaTb, akTyanuavpoBaTb W MPUMEHSTb JOKYMEHTUPOBaHHYIO
MHcbopMaumio Ans noadepkaHus (OYHKUMOHMPOBAHMS 3TWX MPOLECCOB, a Takke PerucTpupoeatb W
COXpaHsATb JOCTATOYHOE KONMYECTBO AOKYMEHTUPOBAHHOM MHGOPMaUuM ans obecneyeHnst yBepeHHOCTH B
TOM, YTO MPOLIECChI BbINOMHAKTCA Kak 3annaHnpoBaHo.

OpraHunsaums OrmKHa yd4nTbiBaTh NOTPEOHOCTL B AOKYMEHTUPOBAHHOW MHOpmMaumn o npolecce B
OTHOLLIEHMM PUCKOB 1 BO3MOXHOCTEN N0 Mepe He0OBX0ANMOCTU B COOTBETCTBUM C TpeboBaHuammu 4.4.1.

6.2 Llenu B o6nacTu KauyecTBa U NraHMpPoOBaHUE UX AOCTUXKEHUS
6.2.1 YcTaHoBneHuWe Lenein U MnaHMpoBaHUEe WX [OOCTUXKEHUS MOryT MOMOYb OpraHvM3auum B
ocylecTerneHMn (unu "gocTmkeHnn") uenei 6usHeca. OpraHusaumst JokHa YCTaHOBUTL Lienu B obnactu
KayecTBa Ha COOTBETCTBYHOLUMX YPOBHAX MPOLLECCOB W (PYHKUMIA, 4TODbI 0BecneunTb peanusauuio
cTpaTerMyeckoro HanpasneHust U NonuTUKM B obnacTu kadectBa. CnegyeT paccMoTpeTb Bonpoc 06
obecrneyeHMn [OCTMXKMMOCTM LleNel B COOTBETCTBYIOLIMX Mpoueccax WnvM Ha  onpedeneHHbIX
PYHKUMOHAMNBHBIX YPOBHSX.

Llenn gormkHbl:

a) GbITb cormacoBaHHbIMU C MONUTMKON B obnactu kavecTsa (Nonutvka B ob6racTy kadectBa MOXeT
ObITb MCMNOJIb30BaHa Kak OPUEHTUP ANS YCTaHOBINEHUS LieNnen: HanpuMmep, ecrniv Lerblo YCTaHOBEHO, YTObbI
opraHusaumsi ctana numaepom Ha pbiHKe B CBOEW OTpacnu, TO opraHusauumn byget HeobXoaMMO BbISCHUTD,
4YTO onpedenseT "nNuaepa pbiHka". ATO MoXeT NoTpeboBaTh NPOBEAEHNS aHanNM3a pbiHKa A5 onpegeneHuns
TEKyLLEero MonoXeHns opraHusaumMm 0o paspaboTku HeobXoOUMbIX MPOLLECCOB, M3MEPEHUN pe3ynbTaToB
aesaTenbHoCTM UM gpyrux TpeboBaHwuii, 4TOObI COOTBETCTBOBATb W MOBbIWATH YOOBMETBOPEHHOCTb
notpebutenen, 1 ynyywaTb ee TeKyLLee NOSIOXXEHNE Ha PbIHKE);

b) ObITb M3MepumbiMK, Hanpumep, 3agaBas Nepuo BPEMEHW WM onpegeneHHoe KONU4ecTBo,
KOTOpble OOJTKHbI ObITb OOCTUTHYThI. LleJ'Ib MOXHO M3MEPUTb HEe TOJIbKO C NPUMEeHEeHUNeM KOJTM4YeCTBEHHbIX
METOAOB, HO TakkKe KayeCTBEHHbIMW (Hampumep, coxpaHeHwe Ou3Heca, MpPOXOXAeHwe cepTudukauum,
OTKpbITME HOBOIO odhuca);

C) noanexartb MOHUTOPUHTY U (I/IJ'IVI) aHanma3y nporpecca B OOCTUXEeHUU uenen: aTo MoXeT ObITb
BbINONIHEHO C MOMOLLbLID JHOObLIX NOAXOAALLNX cpencTs, BK4YaA oOT4eTbl O Xoae pa6OTbI, OT3bIBbl
n0Tpe6|/|Tene|7| nnn aHannabl CO CTOPOHbI pyKOBOACTBA U T.4.;

d) yunTbiBaTb MNpuMeHuMble TpeboBaHuA M ObiTb CBA3aHHLIMKM C ObecrneyeHneM COOTBETCTBMSA
NpoayKUMM W YyCNyr M MOBbIWEHNEM YAOOBNETBOPEHHOCTM noTpebutenen, Hanpumep, YyCTaHaBnvBas
beHKLLI/IOHaJ'IbeIe mnnn npon3BoACTBEHHbIE I'IOTp66HOCTI/I, CBA3aHHble C npop,ykumeﬁ, Takme Kak
"CBOEBPEMEHHO 1 B MONIHOM 06beme", unu onpegeneHne cornaweHns o6 ypoBHe o6Cny>xuBaHus;

e) 6bITb AOBEeOEHHbIMM, Kak HEOOX0aMMO, HanpuMmep, Ha BCTpevax MHpopMmMpoBaTb OTAEN NPOAaX O
3ajjayax Unn Ha NPOM3BOACTBEHHbIX COBELLAHNAX ONPeaensTb NPOU3BOACTBEHHbIE TPEOOBaHNS;

f) akTyanuaunposatbcsa No mepe Heo6XoAMMOCTU; NOTeHUManbHbIe UMK TeKyLLne U3MeHEeHWs, KoTopble
MOTyT MOBMUSATb Ha CMOCOBHOCTb AOCTUraTb LENW, OOMKHbl GbiTb PACCMOTPEHbl U B OTHOLUEHUM MX
NpeanpuUHATbLI AeACTBUS, YTOObI HOBble hakTopbl UM TPeBoBaHNA GblNN YUYTEHbI;

g) ObITb YCTAHOBMNEHHLIMU U U3MEPEHHBIMW C MOMOLLBI MOAXOASLMX METOAOB, Takmx kak SMART
(ycTaHOBNEHME Lenen, KoTopble SABNAKTCA KOHKPETHbIMW, U3MEPUMbIMU, OOCTWKMMBIMU, akTyanbHbIMU U
OrpaHUYEHHBbIMU BO BPEMEHN).
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Mpy ycTaHOBREHUW Uenei opraHusauMsi Takke OOIPKHA paccMaTpuBaTtb Takve (hakTopbl, Kak ee
TEKyLUMe BO3MOXHOCTM W OrpaHW4YeHusi, OT3biBbl MOTpebuTenen u Apyrve hakTopbl pbiHKA, TakMe Kak
nokasaTenu KOHKYPEHTOB M uMetowasics fons pbiHka. OT opraHusauum Tpebyetca paspabaTbiBaTthb,
aKTyanusnpoBaTb M NMPUMEHATb JOKYMEHTUPOBaHHYO MHbopMaLIMIo O Liensix B o6nacTu kadecTea. Xopoluen
NPaKTUKOA ABMSETCA OLEeHKa pe3ynbTaToB AeATEeNbHOCTU C Lenblo onpedeneHus Toro, 6binv N oHu
AOCTUIHYTbl. Llenu AomkHbl akTyanusnposaTbCA WM OOMOMHATLCA MO Mepe HeoBXOAMMOCTW, 4YTOGbI
0TpasuTb Mobble BHEAPEHHbIE U3MEHEHUS.

6.2.2 3T1OT pasgen ycrtaHaenuBaeT TpeboBaHMA K NNaHWMPOBAHUIO AOCTWXKEHWUs uernen B obnactu
kadecTtBa. Mpouecc nnaHmpoBaHusi obecnevmBaeT CNOCOOHOCTb OpraHM3aumm peanu3oBaTth Lienu, KOTopble
OHa ycTaHoBwWna.

OpraHusaums OomkHa:

a) onpefenuTb OTBETCTBEHHLIX 3a JOCTWXKEHWE KOHKPETHbIX uernen (310 moryT 6biTb koMaHga unum
OTAen vaule, Yem oTAenbHOe NnLo);

b) obecneuntb 4OCTYNHOCTL OCTAaTOMHOro obbema pecypcoB (CM. pasgen 7);
C) pewwuTb, Kak pe3ynbTaTtbl OyayT OLeHMBaTLCS.

OueHka pe3ynbTaToB AOCTUXEHWUS] YCTAHOBIEHHbIX LieNen MOXET OblTb YacTblo aHanu3a co CTOPOHbI
PYKOBOACTBA, OLIEHKM pe3ynbTaToB OeATENbHOCTU UM OHa MOXeT ObiTb MpoBeAeHa C MOMOLLLI ApYrnX
CpeacTB, TakKMX KakK MEHEMKMEHT MPOEKTOB C OMNpefeNieHHbIMW KOHTPOJSIbHbIMU TOYKaMW, KIH4YeBble
nokasatenu acpdektmHoct (KPIs) nnm o63opbl 1 0T3bIBbI O BCTpEYax.

6.3 MNnaHupoBaHMe U3MeHeHNMN
CwmbICn HacTOsILLLErO NMyHKTa 3aKnyaeTcs B NpefoTBpaLLEeHUN HeXenaTenbHOro BINSAHNUS B TEYEHUE U
nocrne n3MeHeHun, a Takke B obecneyeHnn Toro, YTobbl 3TN U3MEHEHNST BHEOPSANUCH U peanu3oBbIBanunch B
yrNpaBnsieMoM pexume.

B noBcegHeBHOM OU3Hece MHOTME U3MEHEHMS MOTyT BIIMATb HA CUCTEMY MEeHEeOXMEHTAa KadecTBa. B
HEKOTOpbIX Ccly4adX WU3MEHEeHUdA MOryT npmBecTtn K pearnpyrowmnm OEenCcTBMsIM, TakMM Kak nepeaernka,
n3onmpoBsaHune HeCOOTBeTCTByIOLLI.eVI npoaykuun, OoTMeHa Win OTCpOYKa B O6CJ'Iy)KVIBaHVIVI. MOHVITOpVIHF
NoAo6HbIX MHUMOEHTOB MOXET MOMOYb l/I,D,eHTI/I(*)I/ILI,I/IpOBaTb TeHAeHUn nnm BO3MOXHOCTU O5A yﬂy‘-lLLIeHVIVI,
YMEHbLUNTb BEPOATHOCTb UJITN HaCTOTY TakKuUX CcobbITHIA.

Opyrme wn3MeHeHuss MOryT npuBecTM K HeobxoauMMocTu Gornee NPeBEHTUBHOrO MNaHUPOBaHUS,
Hanpumep, NpuobpeTeHne HOBOW NIMHUN NPOAYKLUMM UK NPearioxXeHne HOBON yCnyru.

MpYMeHeHne pUCK-OPUEHTUPOBAHHOIO MBbILLIIEHMS MOXET ObITb MONE3HLIM B ONpeaeneHun AenNcTBUiA,
HeobXoAMMbIX MPU MNMNaHUPOBaHUM M3MEHEHMI B CUCTEME MeHempKMeHTa kadecTtBa. OpraHusauus OomkHa
OLIEHMBaTb M3MEHEHUS!, KOTOPbIE MOTYT MOBMMSATL Ha CMOCOBGHOCTb OpraHM3auuy Ha MOCTOSIHHOM OCHoBe
obecneumBaTb MOCTaBKYy NpoOOYKUMM W YCRyr, OTBevyallux TpeboBaHWsAM MoTpebutenen u Opyrum
TpeGoBaHUAM, UK Ha ee LIeni Mo MOBbLILLIEHWIO YA0BNETBOPEHHOCTU NoTpebuTenei.

Opl’aHI/I3aLI,VIF| AOJKHa nnaHunpoBatb M3MEHEHUA B CUCTEME MEeHeIKMeEHTa KadeCTtBa Ha OCHOBe
paccMoTpeHua:

a) cpefbl opraHvsauuu;
b) notpebHOCTEN N OXMAAHWUI 3anHTEPECOBaHHbLIX CTOPOH M MOBbIX APYrMX UBMEHEHWUI B HUX;

C) MOHWTOPUWHra, M3MeEpEeHMWsl, aHanmMsa W OLEHKN pe3ynbTaToB, BKIOYAs MOEHTUULMPOBAHHbIE
TEHOEHLUWU 1 OT3bIBbI;

d) aHann3oB MaeHTUMULMPOBAHHBLIX PUCKOB N BO3MOXHOCTEN.

OpraHusaums [OrbKkHa OnpefensaTb WM MIaHUpoBaTb W3MEHEHUsl, KOTOpble BMMAKT Ha CUCTEMY
MeHeO)XMeHTa KavecTBa. H606XO,EI.I/IMOCTb M3MEHEHUNS MOXET ObITb onpepeneHa pas3niM4yHbIMU cnoco6a|v|v|,
Hanpumep B paMKax adHanu3a CO CTOPOHbl PYKOBOACTBA, W3 pe3ynbTaToB ayauToB, aHanusa
HEeCOOTBETCTBUI, aHanmMsa npeTeH3un, aHanus3a pes3ynbTaToB NPOLLEeCCOB, M3MEHEHWA B cpefe wunm us
N3MEHSAOLLMXCHA MOTPEOHOCTEN NOTPEOMTENEN U OPYIMX COOTBETCTBYIOLLNX 3aNHTEPECOBAHHbLIX CTOPOH.
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M3mMeHeHusa MOryT BKMYaTh, Hanpumep, nepemMeLleHne HOBbIX NMHWUIA NPOAYKUMMA C OAHOM MIOLWaaKu
Ha ApYryto, U3MeHeHne MEeTOOO0B B MpoLecce AN yIyylleHns TeHOAEHUMA B HECOOTBETCTBYHOLLMX BbIXOAAX,
MCNONb30BaHNE HOBLIX MPOrpaMMHbIX CUCTEM [Ansi OOCMNyXUBaHWMS UMM NPOLLECCOB, Nepexoa K
OHnaurH-3aka3am. BrnivsHue Takux M3MEeHeHWn Ha CUCTEMY MEHEKMeHTa KayecTBa [OSPKHO OLeHMBaTbCHA
opraHmMsaumen, M B OTHOWIEHMM WX [OOMMKHbI ObiTb NpeanpuHATbl Heobxoaumble OencTBus  Onst
npegoTBpaLLEeHNsT HeXenaTenbHOro BRMsHUS. OTO MOXET OTHOCUTBCA K NPUMEHEHUIO MOAXOAOB
MEHeKMEHTa MPOEKTOB WNW YCTaHOBIMEHUIO pe3ynbTaToB [OeATEeNbHOCTM, a TakkKe K MNpUEMOYHbIM
UCNbITAHMAM HOBbIX CUCTEM [0 TOrO, Kak OHW OyayT BHeApeHbl B Npouecchl. YpPOBEeHb MNaHUPOBaHUSA U
TpebyeMbix AencTBMIA OyaeT 3aBUCETb OT NOTEHUMArbHbIX NOCNEACTBUIA UBMEHEHUIA.

Ipyrve npumepsi:

- C BHeOpeHMeM HOBOro NMpPOrpamMmHOro obecrnedeHuss ons obpaboTku 3aKka3oB OpraHM3auusi MOXeT
nnaHnpoBaTb 3SKCMyaTauMOHHbIE UM MPUEMOYHbIE WCMbITAHUSA W 3anyCTUTb CTapyld M HOBYKO CUCTEMBbI
OAHOBpPEMEHHO, 4TOOblI y6eanTbcs, YTO HOBasi cuctema paboTaeT, Kak W npegnonaranocb, Npexae 4em
NPUMEHUTb €€ MOMHOCTbLIO;

- Npu pelueHun Bonpoca o6 OTKPLITUM HOBOro oduca Ans NPefoCTaBNeHUs ycryr Ha HOBOM MecTe
opraHu3aumst MoXeT BblOpaTb A5s TpuMeHeHus1 hopmarbHble MeToAbl MEHEOXXMEHTA NPOEKTOB.

Opl’aHVI3aLI,VIF| AOJKHa Yy4uTbiBaTtb AOCTYMNHOCTb pPEeCypcoB U HeobxoaMMOoCTb pacnpegeneHna nnm
nepepacnpepnerneHnda oTBeETCTBEHHOCTU 3a nobble N3MeHeHus.

I'IpM BHEOpPEHUN N3MEHEHNI opraHnsauuna TaKke AOO0JPKHa Yy4YUTbiBaTb BJIMAHUE TeKyLLI,eVI obnactu
NPpUMEHEeHNA CUCTEMbl MEHEP)KMEHTA Ka4vecTBa.

7 CpeactBa obecneyeHus

7.1 Pecypchbl

7.1.1 O6LwWMme nonoxeHus
CpeactBa obecriedeHnss WM pecypcbl  HeobxoauMMbl  ANns  pe3ynbTaTMBHOMO  BHEAPEHUST W©
hYHKLMOHMPOBAHUS CUCTEMbI MEHE)KMEHTA KadecTBa.

Opranusaumm Heobxogumo onpegenuts u obecneunTb HeobxogouMmble cpenctBa obecneyeHus u
pecypcbl ansa paspaboTku, BHeOPEHUSA, NoaaepXXaHUA U NOCTOSHHOIO YIyYLWEeHUs CUCTEMbl MEHEKMEHTa
KayecTBa, a Takke A ee pesynbTaTUBHOro OyHKLUOHUPOBAHUS.

Mpn onpegeneHun 3TMX pPECYpPCOB OpraHvM3auus [OfDKHA Y4YUTbiBaTb TeKyliMe CcrnocobHoCTh
(Hanpumep, UMetoLMecs maTepuansl, LOCTYNHOCTb U KOMNETEHTHOCTb NepPcoHana, TEXHUKY, MHopMauuio,
30aHNs, COOPYXKEHUS U UHXKEHEPHbIE CETU) N Ni0BbIE OrpaHNYeHusI.

PelweHne poOMKHO ObITb MPUHATO Ha OCHOBE MNOTPEOHOCTM B pecypcax, BKIOYasd Te, KOTopble
NoCTaBnATCA M3BHE, U NOTpeOHOCTM B AeNcTBMAX Ans obecneyeHusl BblAENEHUs 3TUX PECYpCOB; 3TO
OTHOCMKTCS KO BCeM noanyHkTam 7.1.

YnpasneHne npoueccamu, Npoaykumem u ycrnyramu, nocTasBfAsieMbiMM BHELLUHUMW MOCTaBLUUKaMMU,
yCTaHoBMeHo B 8.4.

7.1.2 YenoBe4yeckue pecypchbl
OpraHusaumsa gorkHa onpenensatb YUCNEHHOCTb NepcoHana, Heobxoaumoro Ans pes3ynbTaTUBHOMO
BHEApPEHMS CUCTEMbl MEHeKMeHTa KayecTBa, a Takke And (YHKUMOHMPOBaAHUA U YMpaBneHusa ee
npoueccamn. BHUMaHne JOMKHO ObITb yAeneHo OnbiTy, Tekyllen paboyven Harpyske U KOMMETEHTHOCTU
COOTBETCTBYIOLLMX MWL, ANSA BbINONHEHUS PyHKLUMIA 1 ponen B CUCTEME MEeHePKMeHTa kavecTBa (Hanpumep,
ayauTbl, KOHTPOIb, UCMbITAHUSA, paccrnefoBaHne NPeTeH3nin).

,ﬂ]‘lﬂ OOCTMXEeHUA uenn opraHusauna MoXeT pellnTb NMPUHATbL OONOJIHUTENbHbIX paGOTHVIKOB nnn
3aKNM4YnTb O0roBop Ha ycnyry C BHEWHUM MNOCTaBLUMKOM. B stom cnyyae opraHumsauua goJjikHa ydYecCTb
Takue cpakTopbl, kak NOTPEOHOCTb B AOMOSHUTENbHOM O00y4YeHun, paspaboTka cornawieHun o6 ypoBHe
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obCrnyXMBaHUs WM MpPOBEAeHVME ayaWTOB MOCTaBLUMKOB YCRyr Ans obGecrneyeHns OOCTKEHUs
HeobXxoAMMbIX pe3ynbTaToB AesaTenbHOCTU. CriedyeT B NOMHOW Mepe y4ecTb TPeGoBaHUS K KOMNETEHTHOCTH
(cm. 7.2).

7.1.3 UHdpacTpykTypa
UHdpacTpykTypa MOXET MMETb KpUTUYECKOEe 3HaYeHne Anst JOCTMKEHUS COOTBETCTBUS NPOAYKUUN 1
ycnyr. OT opraHusauum TpebyeTca onpenenvtbs Heobxoaumyo MHPPaCTPYKTYpY Ans OYHKLMOHUPOBaHUSA ee
npoueccoB u Ana goctmxeHua ee uLenen. OpraHu3auus OorpkHa ganee nnaHvpoBatb obecnedeHve u
nogaepxaHve HeobxoAMMON NHPPACTPYKTYPHI.

Mpwv onpegeneHny HeoGXxoaMMON MHAPPACTPYKTYPbl OpraHM3auns 4oSHKHa YYUTbIBaThb, Kakue 3aaHus,
COOpPYXEHWsl, UHXeHepHble ceTu, obopygoBaHWe, MporpaMmMHoe obecnedeHune, cepBuUcbl U (MNn)
TpaHcnopTHble cpeacTBa HeobxoauMbl Ans obecneyeHnss COOTBETCTBUS NpoayKuun 1 ycnyr. MoTtpe6GHocTu
MHPPACTPYKTYpbl MOTYT OCHOBLIBaTbCS Ha TpeboBaHUsIX NOTpebuTens, 3akoHodaTeNbHbIX Y HOPMATUBHbIX
NpaBoBbLIX TPEBGOBAHUAX, a TAKKE HA 3HAHMSAX OpraHU3aLmni.

MoTpebHOCTM MHMPACTPYKTYpPbl MOrYT 3aBUCETb OT BWAOB MPOAYKUMM WU YyCNyr, NpefocTaBnsemMblX
opraHusaumen. [na TpaguMuUMOHHbIX NPOU3BOACTBEHHbIX U COOPOYHLIX MPOLECCOB MHGPACTPYKTYpa MOXeET
BKMOYATh 30aHUSA, COOPYXEHWS W UHXEHEpPHble CeTM [Ans NpOM3BOACTBA, YMNAaKOBKM, [OCTaBKM,
TPaHCMOPTUPOBKM, a TaKkKe MPUMEHEHNE WH(OPMALMOHHBLIX cuUcTeM. WHdpacTpykTypa opraHu3auni,
NpefoCTaBnAWMX YCyrn, MOXET BKMYaTb MH(OPMAaLMOHHbIE CUCTEMbI, OUCHI U COOTBETCTBYHOLLMX
9KCMepToB, Hanmpumep B NpPegoCTaBMeHUM MEOULUMHCKUX YCNYr WM KOHCYMbTAUMOHHBIX YCIyr, WIn
NCMNONb30BaHWE WHTEPHET-CUCTEM W LEHTpanbHbiX OMWUCOB Afsi OH-NawH 3akynok unvM 6aHKOBCKUX
onepauun.

Mpu onpegeneHnn noTpebHOCTEN MHPPACTPYKTYPbI OpraHn3aLms MOXeT BbINONHUTL gap-aHanua Ans
NpoBEPKN  UMetLWwencs  MHMPaCTPYKTypbl,  MNepuoanyeckne  WUCMbITaHUs  UHMOPMAUMOHHBIX U
KOMMYHUWKALUMOHHbBIX CUCTEM UINN NEPUOANYECKUIN KOHTPOMNb 060PYAOBaHNSA U MHPPACTPYKTYpPbI.

7.1.4 Cpepa ons (pyHKLUMOHUPOBaHUS NPOLECCOB
OT opranmsauum Tpebyetrca onpegermTe u  obecneunTb  Heobxoaummyk  cpegy  Ans
bYHKLMOHMPOBaAHUS €€ MpoLEeCccoB, CMOCOOCTBOBaTH MNPOM3BOACTBY COOTBETCTBYHOLLEN MNPOAYKLMN U
npefoCcTaBneHN0 COOTBETCTBYIOLLUX YCIYT.

Cpena OygeT cunmbHO OTNMYATbCA B 3aBUMCMMOCTM OT Buaa NPOU3BOAUMON MPOAYKUMKM ©
npegocTaBnsiemMblx ycnyr. B HekoTopbix crnyyasx cpefa OydeT BkMoYaTb TOMbKO pm3ndeckue hakTopbl,
TakMe Kak TemnepaTtypa, OCBELleHue, T[uUrMeHa, [ABWXKEeHWe Bo3dyxa, wym wu T1.4. [lpu  agpyrux
obcToATENbCTBAX (U3NYeckue (akTopbl, TakMe Kak YMCTOTa, MOryT ObiTb KpUTUYECKUMU dakTopamu,
Hanpumep, Npu NPon3BOACTBE KOMMbIOTEPHbLIX YMMNOB, rae TPebyTCA YNCTbIE NOMELLEHNS.

Opyrve dakTopbl Takke AOMKHbI OblTb PAaCCMOTPEHbI, Takne Kak couunarnbHble U MCUXONornyeckne
BOMPOCHI, HaNpuMmep Takue, Kak YeroBeyveckuii akTop, Kak NoollpeHune cosgaHua yvebHol cpeapl onst
[OLLKONbHBIX YYpEeXOEeHUA; OKasaHue MOoCPeaHUYEcKUX YCryr B MOAXOAseN cpede, 4Tobbl m3bexaTb
KOHCPMMKTOB; [JOCTaTOYHOE KONMUYECTBO BPEMEHM OTAblXa ANs MPefoTBpaLleHUsi HecqacTHbIX Cryvaes,
Hanpymep orpaHWYeHue NETHbIX YacoB AN MUIOTOB UMW OrpaHUYEHUE BPEMEHW BOXAEHUS ANs TeX, KTO
3aHUMaeTcs obecneveHeM rpy3oBbIX U pacnpefenuTernbHbIX Cryxo.

Mocne Toro Kkak cpega AN (PYHKUMOHWPOBAaHWA MNPOLIECCOB oOnpedeneHa, OHa [OormkHa
COOTBETCTBYHOLMM 06pasoM NoaaepPKUBATLCH M YNPaBMATLCA MO Mepe HeoBX0AUMOCTHU.

7.1.5 Pecypcbl AN MOHUTOPUHIa U U3MepeHusi
7.1.5.1 Obwme TpeboBaHUs

B paHHOM NyHKTE OT oOpraHun3aunun Tpe6yeTc;| onpegenntb " obecneunBaTtb COOTBETCTBYHOLLNE
pecypcCbl AOnd MOHUTOPUHIA W U3MepeHUs, 4YTObbI rapaHTnpoBatb [OOCTOBEPHOCTb W HaAeXHOCTb
pe3ynbTaTtoB NpoLeccoB opraHn3aunn.

Pecypchbl, Heobxoaumble OS1i MOHUTOPWHIa U M3MEpPEeHWUsl, CUMbHO Pa3nMyaloTcs B 3aBUCMMOCTU OT
BMZa MPOM3BOAMMON OpraHvM3auuein npoaykuuM W npeaocTaBnsieMblX YCMyr, a Takke MpoLeccoB,
pa3paboTaHHbIX AJ1 CUCTEMbl MEHeMKMeHTa kadecTBa. B HeKOTOpbIX cryyasix mpocToW MPOBEPKU UIn
oTcrnexvBaHusl OyaeT OOCTaTOYHO Ars OnpefereHust KauecTBEeHHOro COCTosHMS. B apyrux criyyasix 6yaet
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HeobXoaMMO M3MepeHUe, U 3TO MOXeT noTpeboBaTb U3MepuTeNnbHOro obopyaoBaHUS, KOTOPOE OOSMKHO
ObITb OTKaNMGPOBaHO U (M) NOBEPEHO.

MOHUTOPUHI nNpeanonaraeT HabnogeHNs 1 NPOBEPKU ANA onpedeneHns KonNM4ecTBeHHoro un (1nwu)
KayeCTBEHHOIO0 COCTOSIHMSA Mpouecca, npoAdykTa, ycryrn wnuv gencteus. 370 MOXeT ObiTb: npocTas
nposepka, 4Tobbl y6eanTbcs B NPaBUITbHOM KONMYECTBE MUIW BbINOMHEHUW 3aKa3a; naMepuTenbHbln npubop,
4TOBbl MOKasaTb BEpPHOCTb 4Yero-nnbo; uMnmM BOMNPOCHI BO Bpems MpefocTtaBneHvs ycnyrm (Hanpumep,
odmUMaHT crpalinMBaeT y KnueHTa, TpebyeTtcs nu 4yto-nnbo ewe).

VlsmepeHme OTHOCUTCA K onpeaeneHunto Komim4ecTtsa, BEJIMYNHBLI UM pa3mMmepa 3a CHET UCMOJIb30BaHUA
COOTBETCTBYOLWWUNX U3MEPUTETIbHbIX CPEeACTB. OTO MOXeT BK/HOYaTb WUCMOfb30oBaHNE OTK8]'IVI6pOBaHHOFO n
NnoBepeHHOoro OGOpy,EI,OBaHVIFI, npocnexmneaemoro 4o HauMoHalibHOro unn mMexXagyHapoaHoro 3TtalioHa. Ons
ycnyr 3TO MOXET BKIo4YaTb WCMNOJIb30BaHWeE M3BECTHOM W I'IpOBepeHHOVI mMmoaenun, Hanpumep Moaenn
counarnbHoro O6CJ'Iy)KVIBaHVIFI.

OpraHusaumm HeobxoaMMo paccMaTpuBaTb, HACKOIbKO KPUTUYHbI MOHUTOPUHT U M3MEpPeHMe Mpu
onpeaeneHnn CoOoTBETCTBUS ee NPOAYKLMM U YCIyT.

Mpn onpegeneHMn KPUTUYHOCTU MOHWUTOPUHIA W U3MepeHuss B obecrneyeHun [OCTOBEPHbIX
pe3ynbTaToB OpraHu3auusi OOrbKHa OonpeaennTb, YTO HeobXOAMMO MNOABEPrHYTb MOHWUTOPWHIY U (Mnu)
M3MepeHUIo ANsi CBOMX MPOLLEeCcCcoB, Npoaykumm u ycnyr. OpraHusaumst 3atem JormKHa onpeaenutb pecypc,
HeobxoauMble ANs MOHUTOPUHIa U U3MepeHusi, n 06ecneymnTb X NPUroAHOCTL Asi TPUMEHEHMS.

NS AeMoHCTpauMn ageKkBaTHOCTU BbIGPaHHbIX PECYPCOB A1 MOHUTOPUHIA U U3MEPEHNS B LENAX UX
NpYMeHeHns1 JormkHa OblTb JOCTYMHA AOKYMEHTUpPOBaHHas MHopMauus. OTO MOXET BKMoYaTb rpaduku,
NOSICHAIOWMNE, KaK 4YacTo HyXXHbl MpOBEPKM [ONns obecrieyeHuss [OOCTOBEPHbIX pe3ynbTaToB, WK
MHpopMaLIMIO, SEMOHCTPUPYIOLLYIO MPOCHEXMBAEMOCTb A0 HALMOHAmbHbLIX 3TanoOHOB UMK NOOLIX ApYrux
MPUMEHNUMBIX OCHOBaHWUMA.

MpumedaHne - B HekoTopbIX cnyyasix MOXeT TpeboBaTbCs 3KCMEPT AN NPOBEAEHMS OLEHKU TOrO,
NpaBuUIbHO N NPEAOCTaBMSATCA NPOAYKUMS U YCRyrn, Hanpuvep, wed-noBap B pectopaHe, coumarnbHbIi
paboTHUK AN OLEHKN YCINOBWUA B MPUEMHBbIX CEMbSX WM MeOWUMHCKUIA paboTHWK B NpegocTaBrneHuu
MELULIMHCKUX YCIyT.

7.1.5.2 TpocnexmBaeMoCTb N3MEPEHMS

Ecnn nameputenbHoe obopydoBaHue MCNofb3yeTcs A5 NPOBEpKM COOTBETCTBUSA TpeboBaHuaM u
obecrneyeHns yBepeHHOCTM B JOCTOBEPHOCTW pe3ynbTaToB N3MepeHns, opraHnsaumns 4oKHa paccMoTpeTb,
Kak wusMeputenbHoe obopydoBaHue nosepseTcd u(unu) KanubpyeTcs, ynpasnseTcs, XpaHuTCcs,
NCMNonb3yeTcs U NOAAEPKUBAETCH €ro TOYHOCTb.

CuctemMbl M3MepeHus MOryT BKMoYaTb KOMOMHaUMIO nporpamMHOro obecneyeHus unu apyrux
YCTPONCTB, TaKMUX KaK TONMMBHbIE HACOCHI UK CUrHarnbl A5s KOHTPOMnsS napameTpos npouecca. OpraHm3aums
OOIDKHa paccMoTpeTb, ABNATCA NM UCNOfb3yeMble CPeAcTBa NOAXOAAWMMU ONSA LeneBoro npyuMeHeHus
Mo BCeW cucteme B LIeSIOM.

YcTaHoBNeHue Fpa(*)VIKOB KaJ'WI6p0BKI/I n nogaepxaHme TeXHUYEeCKOro COCTOAHNA U3MEPUTETIbHOIO
O60pyﬂ,OBaHl/IFI OOJDKHbI OCYLEeCTBNATECA C y4eTOM pPUCKa U KPUTUHHOCTU U3IMEPEHUA B onpenerieHuun
COOTBETCTBUA NPOAYKUNU N yCyT.

Ecnu nameputenbHoe obopynoBaHMe OKaXeTCsl HEMPUroAHbIM ANs UCMOMNb30BaHUSA MO HAa3HAYEHMIO,
TO NoTeHUMasnbHble BO3AENCTBUS HA COOTBETCTBME TPEOOBAHUSIM K M3MEPEHMIO AOIMKHbI ObITb YUYTEHbI U
HeobxoaMMble OEACTBUS NPEANPUHSITHI.

Pe3yanaTb| aHanmsa MOryT nokasaTb, YTO HUKaKux DENCTBUN He Tpe6yeTc;| nnun, anbTepHaTmnBHO,
Tpe6yeT0ﬂ OT3bIB NMPOAYKUNN. ypOBeHb HeobxooMMbIX OEWCTBUIA 3aBUCUT OT BO3MOXHOIO pucka Aand
COOTBETCTBUA NPOAYKUNN N YCNYT.

7.1.6 3HaHUA opraHM3auum
CMbICITOM  HacToAWEro nyHKTa SBNSAETCS 3aluMTa  3HaHUKW, TMPU3HAHHBLIX OpraHuM3auuen Kak
Heobxogumble Ons PYHKUMOHMPOBAHUSA €€ MPOLECCOB M AN OOCTWXKEHWUsI COOTBETCTBUSI MPOAYKLMM U
ycryr, a Takke CcnocobcTBoBaTb MNPUOBPETEHMIO HEOOXOAMMBIX 3HAHWA C  Y4EeTOM MEHSOLLMXCS
noTpebHOCTEN U TEHOEHLNN.
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OpraHusaumsi 4OMmKHa pacCMOTPETb CNOCcobbl onpeAerneHnst 1 MeHeq)KMeHTa ee 3HaHWUi, TpebyeMbix
Ans yOOBMNETBOPEHNSA HACTOSLWMX M ByayLimx noTpebHocTei opraHusaumu. MNepcoHan v ero onbIT SBASOTCS
dyHAaMEHTOM 3HaHUI opraHusauun. HakonneHne v o6MeH TakuM OMbITOM M 3HaHUSAAMU MOTYT MPUBECTU K
yCMeLHbIM COBMECTHbIM YCUIUSIM, K CO34aHWNI0 HOBbLIX UMM OGHOBMNEHHbIX 3HAHMI OpraHn3auum.

Mpwv onpeneneHun 1 NoaepxaHuy 3HaHWI opraHu3aLus LoHKHa PacCMOTPETh!

a) oby4eHune Ha Heygavax, cuTyaumsix, 6rmMskux K npomaxy, u ycnexax;

b) HakonneHue nHpopMaummn oT NoTpeduTenen, NOCTaBLLMKOB U NAPTHEPOB;

C) HaKoMMeHUe 3HaHWii (HESIBHbIX U SIBHbIX), KOTOPbIE CYLLECTBYIOT BHYTPU OpraHusauuu, Harpumep,
Yyepes HaCTaBHWYECTBO, NilaHMPOBaHWE NPEEMCTBEHHOCTY;

d) n3yyeHune ny4Lero onbITa KOHKYPEHTOB;

€) COBMECTHOE WCMONb30BaHWE 3HAHWM OpraHuM3auumM C COOTBETCTBYHLUMMU 3aUHTEPECOBAHHLIMMU
CTOpOHamMM Ansi obecnevyeHms yCTOMYNMBOCTY OpraHn3auuu;

f) o6HOBNEHNE HEOBXOAUMbIX 3HAHWIA OPraHN3aLMN Ha OCHOBE PE3YNbTaTOB YyYLIEHNA.
NHCTpyMeHTbl AN NOAAepXaHUst W pacnpoCTpaHEeHWsi 3HaHWiA opraHusauMu MoryT BKIoYaTb

KOpnopaTtuBHYH CETb, ©1bnmnoTekn, coBeLLaHus, VIH(bOpMaLI,I/IOHHbIe GtonneTeHn n T.4.

7.2 KoMneTeHTHOCTb
CmbICn  HacTodAWero mMyHKTa 3aknwo4yaeTcsas B onpedeneHnm HeobXOAMMOW KOMMETEHTHOCTMH,
Tpebyemow Ans BbINOMHEHUS OTAENbHbIX (DYHKUMA, 1 HEOBXOAMMON OTBETCTBEHHOCTU 3@ PE3YNbTaTUBHOCTb
CUCTEMbl MEHEKMEHTa KayecTBa, a Takke B rapaHTum TOro, 4YTO Nuua, BbINOMNHSKWMe paboTy,
KOMMETEHTHbl HA OCHOBE O0Yy4YeHus, HaBblkoB, 06pa3oBaHMa UNKU onbiTa. KOMNETEHTHOCTb - CNOCOBHOCTb
NPUMEHSITb 3HaHMS U HaBbIKM ANSA AOCTWXKEHUS] HAMEYEHHbIX Pe3ynbTaToB.
lMpoaeMoHCTpMpoBaHHast KOMNETEHTHOCTb MHOTAA paccMaTpUBaETCs Kak kBanudukauus.

a) Onpep,eneHwe Tpe6OBaHMVI K KOMNETEHTHOCTU MOXET OCYLLEeCTBIIATbCA HECKOJIbKMMMU crnocobamu.
OHn MOTYT BKINO4YaTh B cebs:

1) yKasaHHbIN B cOrnalleHmsax ypoBeHb 06CnyXmBaHus;

2) 3agaHHble KPUTEPUN NPOU3BOAUTENBHOCTMY;

3) ocBegomMneHHOCTb 06 onpegeneHHbIX TpeboBaHUSX U KpUTEPUSX NPUEMKH;

4) 0CBeOMNEHHOCTb O HexenaTernbHbIX BbIXo4ax U AedekTax;

5) 3HaHVe NpoLeccoB 1 CPeACcTB YNpaBeHusi, UCMoNb3yeMblX B OpraHM3aumn.

b) OueHka KOMNETEHTHOCTU MOXET OCYLLECTBNATLCA HECKOMNBbKMMM Ccnocobamu, BKoYas:

1) perynspHyto OLEHKY KOHTPOIEPOM MITM MEHEMXEPOM NULL, BbIMOSHSOWNX 3a4a4M U NPOLECChI;

2) n3ydeHune ny4wero onbiTa B OTHOLEHUM TpeboBaHMIN K 4eATENbHOCTM CryXO0;

3) perynsipHble MHOPMALIMOHHbIE BCTPEUU, YTOObI OLIEHUTD, KaK NpoLiecchl paboTatoT.

B cnyyae BHeLUHMX NOCTaBOK MOryT noTpeboBaTbCA AONONHUTENbHbIE CPeACTBa yrnpaBeHus, Takne
Kak ayauTbl MpOLLECCOB, NOCTaBMSEMbIX BHELIHVWMMW MOCTaBLUMKAMMW, KOHTPOMb MPOAYKUUWM W YCAyr unu
pa3paboTka [OroBopoB M cornaweHui ob ypoBHe oOcCnyxuBaHus, ycTaHaBnvBawolime TpeboBaHWs K
komneTeHTHocTU. OpraHu3aums HeceT OTBETCTBEHHOCTb 3a onpegeneHne AeWCTBUIA, KoTopble OyayT

oTNnn4yaTbCA B 3aBUCUMOCTU OT TOro, HACKOJIbKO KOMMNETEHTHOCTb KPUTU4YHa B obecrneyeHnn cooTBETCTBUSA
TpeboBaHusIM.
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7.3 OcBegoOMIEeHHOCTb
CwmbICIT HacTosILEro nyHKTa 3aknovaeTcss B obecnevyeHmn OCBEAOMITIEHHOCTU MWL, BbIMOMHSAKOLLMX
paboTy Moa ynpaBfieHMEM oOpraHu3auumn, O MONMTUKE B obnacTu kayecTBa, COOTBETCTBYHOLUMX LIENSX B
obnactn kavectBa, UX BKrage B pe3ynbTaTMBHOCTb CUCTEMblI MEHEeIKMEHTa KadecTBa M MocrneacTBusax
HEeCOOTBETCTBMSI TPeOOBaHMSIM CUCTEMbI MeHemXMeHTa kavectBa. OCBeAOMITIEHHOCTb AOCTUraeTcs, korga
paboTHMKN MOHMMAOT MX OTBETCTBEHHOCTb WU TO, Kak MX AEWNCTBUSA CNOCOOCTBYIOT AOCTUXKEHMUIO Lenen
opraHusauuu.

CooTtBeTCTBYOWMMU NULAMU  MOTYT ObiTb MMelolmecs paboTHWKM, BpPEMEHHble pPaboTHUKN U
BHELLHWE MOCTaBLUMKKN (Hanpumep, NoAPAAYNKM, YCIYTM CTOPOHHUX OpraHn3aumnn).

Jlnua, BbINONHALOLWME pa60Ty noa ynpasjieHMem opraHm3aumn, Moryt OeMOHCTPUpPOBATb 3HAHUA U
OCBEJOMSIEHHOCTL B MOBCEAHEBHOW AOEATENbHOCTH, pasnnyad, 4T1Oo npuemsniemMo, a 4YTO ABJIAETCA
HEeCOOTBETCTBYOLWMM, N npeanpunHnMMmatTb COOTBETCTBYHOLLME aencrteuns, korga npoaykuma wmn ycrnyrm He
OTBEYaKT COorfiacoBaHHbIM CI'IeLI,VId)VIKaU,VIﬂM.

OpraHu3aums MOXeT BbINOMHATL 3T TpeboBaHUS pasnnyHbIMKM cnocobamm, HanpuMep Taknumu, Kak:
a) BU3yaribHoe NpeacTaBieHne NpMeMemMblX 1 HenpueMemMblX pe3ynbTaToB U NPOAYKUNN;

b) npoBeaeHne oby4eHus;

C) OoBefeHMe NOHATHBIX TpeGOBaHWIA K NPOAYKUMMN U yCryram;

d) npoeKkTnpoBaHMe npoueccoB npoun3soacTBa TakKum 06pa30M, 4yToObl MOCTaBNATb TOSLKO
CooTBETCTBYIOWME NPOOYKUUIO N YCIYTK;

€) NPOoEKTUPOBaHKE NPOLIECCOB A5 6e3yCNOBHOM NU30NALMN HECOOTBETCTBYIOLLMX MPOAYKLMM U YCNYT;

f) yeTkoe posegeHve cnocoboB obpalleHus € npeTeH3nsMuM U NoapPO6HbLIX BHYTPEHHMX LUIaros B
cny4vae cepbesHbiX TEHAEHLMI HECOOTBETCTBUS.

O6MeH MHopMaumel BceX BUAOB SIBNAETCA BaXHbIM AN1si o6ecneyeHnst OCBEAOMIIEHHOCTU U MOXET
BKIOYaTb PErynsipHble COBellaHusl ANl aHanusa, BCTpeuu C NnoTpebuTensiMv M nocTaBlimMkamu, cbop
MHcbopMaumm no obpaTHol cBA3M M obecrneyeHne TOro, 4ToObl 3Ta MHOpmauus Obina K3BecTHa
COOTBETCTBYHOLLM CTOPOHaM.

7.4 O6™meH nHopmaumen
O6MeH vHdopMaLumen SBNAETCA BadKHbIM (PAKTOPOM Afs pe3ynbTaTMBHOMO (PYHKLUMOHMPOBAHNS
CUCTEMbI MEHEXXMEHTa KayecTBa, U [OMMKEeH OCYLLLECTBMNATLCA KaK BHYTPEHHE, Tak U BHELLHe.

BaxHo, 4Tobbl NnepepaBaemoe coobueHre Bbino YeTKUM, akTyanbHbIM U MOHATHLIM NOyYaTento u
OENCTBEHHBbIM NPV HEoBXO0OUMOCTU, Hampumep NpU Kaxaom B3avMOAEWCTBMM B LIENOYKax MOCTaBOK M
npoussoacTBa. OpraHusauusi JOMMKHA onpeaenuTb Te CTOPOHbl, C KOTOPbIMW OHa AOMMKHa OOMeHMBaTbCS
nHdopmaumen ana pesynbTaTMBHOrO (PyHKLUMOHMPOBAHUS CUCTEMblI MeHeMKMeHTa kadvectBa. K HUM moryT
OTHOCUTbCHA COOTBETCTBYHOLIME fMUA B OpraHuMsaumMmM Ha BCeX YPOBHSAX, NoTpebuTenu, MoCTaBLLMKK,
BHELLUHME CTOPOHbI, UCMONb3YyeMble Kak UCTOYHUKN MPOAYKLUN 1 YCRYT.

PasnuyHble meTogbl obmeHa WHOpmaumer 4acto HeobGXoAuMbl Afs PasfiMyHbIX MNofyvaTenen.
Bbonee dopmanbHbIi 06MeH nHdopMaLmen MoxeT TpeboBaTbCs AN BHELWHMX 3aUHTEPECOBAHHbIX CTOPOH,
TakoM Kak oT4yeThbl, cneundurkaumm, c4eta unm cornaweHns ob ypoBHe obcnyxuBaHud. [ns BHyTpEHHeEro
obMeHa uWHdOopMauuern MOryT MCMONb30BaTbCA MeHee popmarnbHble MeToAbl, TakMe Kak perynsipHble
coBelwaHua otgena, OpudumHrn, coobLleHns No SMEeKTPOHHOW MoyTe WnM KoprnopaTuBHas ceTb. bonee
dopmanbHble MeToAbl, TakMe Kak MUCbMEHHbIEe OTYeTbl unu paboume cneumdukaumm, MoryT BblTb Takke
BOCTpeboBaHbl Ans BHyTpeHHero obmeHa nHgopmaLmen B 3aBUCMMOCTM OT XapakTepa MHgopmauum u Toro,
HaCKOMbKO KPUTUYHbI T€ BONPOChI, KOTOPbIE AOMKHbI ObITb COOBLLEHDI.

OpraHusauvsi [OorfkHa pelunTb, 4YTOo el Heobxogumo coobliaTb U koMmy Heobxoguma 9aTa

nHpopMaums, YToBbl onpeaenuTb Haubornee pesynbTaTuBHbIE MeToabl U BpemMsi oGMeHa WMHopMaumnen.
OpraHusaums Takke OOMmKHa onpeaennTb Toro, KTo obecrnieunsaeT 06MeH MHdopmaLlmei.

7.5 lokymeHTUpoBaHHaA uHcdopmauuma
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7.5.1 O6wme nonoxeHus
OT opraHuszauumn Tpebyetca onpenenutb HeO6XOAMMYI0 AOKYMEHTUPOBAHHY0 MHGOpMaUuUo Ans
pe3ynbTaTMBHOCTU CUCTEMblI MEHEeIKMEHTa KadyecTBa U Ans cootBeTcTBusa TpebosaHusm NCO 9001 (cm.
4.4.2). [IoOKyMeHTbI BHELLHErO MPOMCXOXAEHNSA AOMKHbI ObiTb BKNIOYEHbI MpY HEOBXOANMOCTH.

MHorue opraHusaumm, npumensisiume NCO 9001 po cerogHsAwHero oHsA, pa3paboTtany NMCbMEHHbIE
npoweaypbl, ONMCaHWS MNPOLIECCOB, PYKOBOACTBA M 3anvucu Afs UX CUCTEMbl MEHeIKMEHTa KadecTsa.
Mepexon K OOKYMEHTMPOBAHHOW WHOPMaUWM He MEHSeT 3TOro; HanpoTuB, OH 0Oonblue oTpaxaeT
pa3paboTky M MPaKTMKM MHOMMX OpraHM3auui B UCMOSb30BaHUM 3MEKTPOHHBIX CPEACTB ANA perncrpaumm
OaHHbIX W MHOopMauunW, KoTopble noagepXvBalT (YHKLMOHMPOBAHME MX MPOLLECCOB U CUCTEMBI
MEeHeIXMeHTa ka4yecTBa.

CnepyeT oTMeTuTb, 4TO TaMm, rge MCO 9001:2008 ccbinaetca Ha AOKYMEHTUPOBaAHHLIE MpoLeaypbl
(Hanpumep, ona onpefeneHus, ynpasneHus unu nogaepXuBaHus MpoLecca), Tenepb BblpaXaeTcsl Kak
TpeboBaHue "paspabaTtbiBaTh, akTyanuanpoBaTb U NPUMEHATL" JOKYMEHTUPOBAHHYO MHOPpMaLUIO.

AHanornyHo, rae MCO 9001:2008 ccbinaetcs Ha 3anucu, Tenepb BblpaXKkaeTcss Kak TpeboBaHue
"perncTpupoBaTh K COXPaHATL" AOKYMEHTMPOBAHHYO MHPOPMaLMIO.

O0bemM OOKYMEHTUPOBaAHHOW MHdopMauun OyaeT pasnuuatbCsl OT OpraHM3auuu K opraHusauuun B
3aBUCMMOCTM OT pasmepa M CIOXHOCTU (DYHKLMOHMPOBAHUS, a Takke MNpPOLEeCCOB, 3aKOHOAATENbHbIX U
HOPMaTMBHbLIX  MpPaBOBbIX  TpeboBaHMM UM KOMMETEHTHOCTUM  BOBMNEYEHHbIX nud.  Hanpumep,
OOKYMEHTUpOBaHHass WHdopmauns, Heobxogumass Ans Hebonblon nekapHu, OygoeT npolle U MeHee
obbemMHon, YemM Ta, KoTopasi HeobxoaMma Ansi NPOM3BOAUTENS aBTOMOOUIbHLIX KOMMOHEHTOB, KOTOPbI
UmMeeT o4YeHb cneunduryeckne TpeboBaHnsa noTpebutenemn, BKoYast AOKYMEHTbI BHELLHErO MPOUCXOXAEHMS,
KoTOpble ByayT BKMNIOYEHbI B CUCTEMY.

7.5.2 Co3paHue 1 akTyanusaums
Ons co3gaHna u akTyanusaumu SOKYMEHTUPOBAHHOW MHAOpMauMK opraHusauus JomxHa BblbpaTtb
COOTBETCTBYlOLLME CMOCOObI mMaeHTUdUKaumm, dopmat M HocuTenb, a Takke TO, KakuMm obpasom oHa
OOIDKHa nepecmaTpmnBaTbCs U YyTBEPXKOATbCS.

OTo OyaeT BapbMpoBaTbCs B 3aBUCMMOCTM OT MPOLIECCOB U (PYHKUMOHMPYOLWMX cucTeM. [ns
co3daHuns M akTyanusauum HeobXoauMmoW WMHAopMaLMK, BKIOYas paspelleHus Ha peaakTMpoBaHWe U
yTBEPXOEHNE, MOTYT MPUMEHSATLCA JMEKTPOHHbIE cpeacTBa. [lpyrMe opraHusauun MoryT npeanovecTb
pabotatb B cucteMe OymaXkHbIX KOMWI, NpuHMMasi Ha cebs OTBETCTBEHHOCTb 3a MpOoLEecChl Bbinycka,
nepecMoTpa 1 ynpaeneHusi, onpeaeneHHble B MMCbMEHHON dopme.

7.5.3 YnpaBneHue AOKyMEHTUPOBaHHOW nHdopmMauuen
7.5.3.1 CMbICI HacToALLEro NyHKTa 3aknoyaeTcst B obecnevyeHn OCTYNHOCTU LOKYMEHTMPOBAHHOM
MHGOPMaLIMM Ha COOTBETCTBYIOLLEM HOCUTENE NPU HEOOXOAMMOCTU N ee ajeKBATHOW 3aLLUTbI.

Opl’aHI/I3aLI,VIF| OOJKHa npoagymaTtb YypPOBEHDb, HeobxoQuMbIN Onis ynpasrieHusa ﬂOKYMeHTMPOBaHHOVI
VIHCbOpMElU,VIGI;I COOTBETCTBYHOLLNM o6pa30M, yyuTbiBad TakKxe HOCUTEJlb, Ha KOTOPOM OHa COLEepXXUTCA.
YHpaBneHme BKIo4aeT OOCTYNnHOCTb, pacnpenereHne un sawuty, Hanpumep, OT noTtepun, HenpasuiibHOro
ncnonb3oBaHUA N HenpeaHaMepeHHbIX N3MEHEHUI.

OnpegenuBLIMCL C TEM, Kakas [OOKYMEHTUpoBaHHas WHdopmauus HeobGxoauma ONs CUCTEMbI
MeHeKMeHTa KayecTBa, opraHu3auusa OomkHa obecrnevntb ee AOCTYMHOCTb ANA BCEX COOTBETCTBYHOLLMUX
obnacTei, nogpasaeneHuii, BnagenbLes NpoLeccos U T.4. Takke cregyeT paccMOTpeTb npegocTasneHne
COOTBETCTBYHOLLEN [OKYMEHTUPOBAHHOW MHIOPMAaLMM COOTBETCTBYIOLUM BHELLUHUM 3aMHTEepPEeCOoBaHHbIM
CTOpOHaM, Korga npoayKuust U YCryrM NocTaBnsoTcs U3BHe. [JoKyMeHTUpoBaHHas MHGOpMauus OormkHa
OblTb NpeacTaBneHa B ¢opMe, nNoaxodsllein AN npeanoniaraemMoro  MCnosib3oBaHus, Hanpumep
NMUCbMEHHOE cornalleHne 06 ypoBHe 06CNYyXMBaHUS AN BHELUHEro nocTaBLUMKa YCnyr unm uHdgopmMaums o
napameTpax npoLecca B 3NEeKTPOHHOM BuAe, KoTopasi MOXeET ObITb 3arpyeHa B UHTepdelic npoLecca.

YnpaBreHve Takke paccmaTpvBaeT HeobXxoOAMMOCTb B 3aluuTe AOKYMEHTMPOBaHHOW WHopMauumu,
yyuTblBasi, Hamnpumep, KOH(UAEHUMANbHOCTb, MNOTEPI0 [HdaHHbIX, HEerpaBUIIbHOE UCMOSIb30BaHWE U
HenpegHaMepeHHble M3MeHeHusi. OpraHusauusi gormkHa obecrneunTb HanmvMume HeobXOAUMbIX CpencTB
YNpaBieHUsi Kak YacTu CUCTEMbl JOKYMEHTMPOBaHHOW MHGOPMaLumW, YToObl rapaHTMpOoBaTh ee 3almTy OT
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noTepw, HenpaBUIIbHOMO WCMOMb30BaHUS WM HenpeaHaMepeHHOro M3MeHeHusd. 3TO MOXHO caenatb
MHOMMMMK cnocobamu, BKYas 3NEKTPOHHbIE CUCTEMbI C MPaBOM TOMBbKO Ha YTEHWE 1 0cobble paspelleHns
AN JocTyna K pasHbiM YPOBHSAM, 3alWTy NaponeM Wnu WAEeHTUULUPOBAHHBIM BXOOOM. YpPOBEHb
yrnpaBneHnsa MoXeT OTnMYaTbCs B 3aBUMCMMOCTWU OT TOro, rae AOKYMEHTUpPOBaHHas MHAOpMaumnsa AOMmKHa
OblTb OOCTYNHOW (HanpuMmep, YBENMYEeHWe OrpaHuvyeHuri [OocTyna [Ans BHELWHUMX CTOpoH). Bonpocsl
WHpOpMaLUMOHHON Ge30NacHOCTU U Pe3epBHONO KOMUPOBAHMSA OaHHbIX OOMKHbI OblTb Takke MPUHATbI BO
BHMMaHMe.

7.5.3.2 YnpaBneHue OOKYMEHTMPOBAHHOMW WMHGOPMAaUMEN Takke paccMaTpuBaeT pacnpegeneHue,
OOCTYM, MOWCK M UCMOMb30BaHWe, XpaHeHne W 3aluTy, yrnpaBreHne M3MeHeHMsIMU, CODMaeHne CpoKoB
XpaHeHVs1 W Mnopsaka YHUYTOXEHMS. 3TO Takke MOXEeT MNPUMEHATbCA K [AOKYMEHTaM BHELUHEro
NMPOUCXOXOEHNSI, €CMM OHW OmnpefdeneHbl OpraHW3auven kKak HeoOxoaumble Ans MAaHUpPOBaHMS WU
hYHKLMOHMPOBAHUSA CUCTEMbI MEHEKMEHTA KavyecTsa.

YCTaHOBMB CUCTEMY ANs YNpaBfeHUs pacnpefaeneHneM W OO0CTYNoM K [JOKYMEHTUPOBAHHOW
MHdopMaLMK, OpraHM3auMsi 3aTtemM [JOSPKHa npodymaTtb, Kak XpaHuTb, MOAAepXMBaTb WM YHUYTOXATb
NHGOPMaLIMIO NO Mepe He0GXOAUMOCTU C TeYEHUEM BPEMEHMN.

[okymeHTMpoBaHHast MHGOPMaLMA MOXET MEHATbCS W pas3BuBaTbCAd C pPasBUTMEM CUCTEMbI
MeHeXMeHTa kavyecTBa opraHm3auumm (cm. 6.3 u pasgen 10).

Heobxogumo  Takke npoaymatb, Kak  WCTOPUYECKM  [AOKYMEHTMpOBaHHasi  WHdopmauums
NOOAEPXKUBAETCHA, XPaHUTCA W M3BMEKAeTCs Mpu HeoOXOAMMOCTM Ansi MOCMEAYHLEro WUCMONb30BaHMs.
HomkeH ObITb pacCMOTPEH BOMPOC YMNpaBIieHWs BEpPCUSMM, KOr4a opraHusauus onpepensieT cpeacrtsa
pacrno3HaBaHua TeKyLleh AOKYMEHTMPOBaHHOW MHopMauum n yctapeBllen M obecneymBaeT cpencTsa
yrnpaBneHuss ansi cnocobcTtBoBaHMSA TOMy, YTOObI MCMofb3oBanach TOMbKO Tekyllasi LOKYMEHTMPOBaHHas
WHcpopmauums (Hanpumep, cTatyc nepecmoTtpa unm cratyc "Apxus").

XpaHeHne ycTapeBlen OOKYMEHTUPOBAHHOW WMHAOPMAaUMM MOXET ObiTb KPUTUYHBIM U OOIDKHO
nogaepXkKuBaTbCs C MOMOLLBIO COOTBETCTBYIOLWMX CPEACTB Ans obecneyeHus 3aliuTbl M COXpPaHEHUs
pa3bopyMBOCTM; Hanpumep, paccrnefoBaHue MpeTeH3nn ChnycTs rodbl Mnocne npousBoAcTBa MOXET
notpeboBaTtb MCTOPUMYECKMX [AaHHbIX O npousBoacTBe. Cpokum XpaHeHus pAndg OOKYMEHTMPOBAaHHON
nHdopmaumm MoryT ObiTb MNpaBoBbiM TpeboBaHWeM, KOHTPaKkTHbIM TpebGoBaHMemM unu MoryT ObiTb
onpegeneHbl opraH13auuen (B 3aBUCMMOCTM OT CpoKa CryXObl ee NPoAYyKUMW Unu ycryru).

Ecnn gokymeHTMpoBaHHas MHgopMaLums BHELUHEro NPOUCXOXAEHWS onpedeneHa opraHusaumnen Kak
HeobxoavMmas Ana NNaHNMpPoBaHWA U PyHKLMOHMPOBAHUSA CUCTEMbI MEHEKMEHTA KayecTBa, TO OHa AOSMKHa
ObiTb  MAeHTUUUMPOBaAHA COOTBETCTBYIOLMM 06pasomM W ynpaBnATbCA Tak Xe, Kak W gpyras
OOKYMeHTUpoBaHHass wuHdopmaumsa. Cioga MOXeT OTHOCUTBbCA [AOKYMEHTMpPOBaHHas uHdopMauus ot
notpebutenen, Takas Kak 4epTexu, 3afjaHHble MeToAdbl WUCMbITaHUW, MNMaHbl BbIOOPKM, CTaHA4ApPTbl UK
kanmbposka. Ocoboe BHMMaHWe [OIMKHO ObiTb yAeneHO ynpasreHWo KOHMAeHuManbHbIMU AaHHBIMK
(Hanpumep, nepcoHanbHas u hmHaHcoBas MHopmauus).

Ecnn pokymeHTMpoBaHHas MHOpMaLUsl COXpPaHSieTCA Kak CBUOETENbCTBO COOTBETCTBUS, TO OHa
OOIKHA ObITb 3aliMlieHa OT HenpegHamepeHHbIX nameHeHuin. OpraHuMsauusi OOMmKkHa paspellaTtb TOSNbKO
yrnpaBnsiembli JOCTYN K Takon MHGOopMaLmm, TO eCTb aBTOPM30BaHHbIA AOCTYN AfS COOTBETCTBYIOLUX MKLL,
paboTalLwmnx OT MMEHM OpraHu3auvun, UNM OrpaHUYEHHbIW ANEKTPOHHbBIA AOCTYM, TAKOW Kak "Tonbko Ans
YTeHus", npu HeoBXOANMOCTMW.

8 [leATeNnbHOCTb Ha CTaAUAX XXU3HEHHOro uukKna npoaykuuvm m ycnyr

8.1 nnaHMpOBaHMe M ynpaBlrieHUe O0eATesibHOCTbIO Ha CTagusax XXU3HeHHOro uukna npoaykumm m
ycnyr
B artom pasgene OT opraHu3auum Tpe6yeTcs1 onpegennTtb npoueccbl AOeATerIbHOCTU, KOTOopble
SABNSAIOTCA HeobXxoaMMbIMU  Ans npou3soAcTBa npoaykumm unn npenoctaBlieHunAa  ycnyru, BKo4dasa
npouecchl, nocrtaBidemMmble BHELLHMMI NOCTaBLUMKaMW.

Puckn, BO3MOXHOCTM WU uUenwu, onpepernieHHble nNpu nnaHMpoBaHUA (pasp,en 6), BKIO4ad
noTeHunanbHble UBMEHEHUA, ABNAIOTCA KNMOYEeBbIMU 3NIeMeHTaMn Ond pacCMOTpEeHUA npu niaHMpoBaHUn 1
ynpaslieHun 0eAaTeribHOCTbIO.

Mpu onpeneneHun TpebGoBaHUM K MPOAYKLMM W ycryram opraHusauum HeobXxooumo y4yuTbiBaTb
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Gonblie, 4em nNpocTo TpeGoBaHUA noTpebuTenen, 3akoHoAATENbHbIE W HOPMAaTUBHbIE MNpPaBOBble
TpeboBaHus. OpraHusaums Takke OOMMKHA NPUHATL BO BHUMaHWe TpeGoBaHUA B OTHOLLUEHWN ee cTpaTeruu,
BKrtoyasi TpeboBaHUs, OTHOCSLLMECS K COOTBETCTBYHOLMM 3aMHTEPECOBaHHBLIM CTOPOHAM.

Ytobbl YCTaHOBUTb KpuUtepumnm Ona ynpaserieHuna npoueccamm u npuemMkn npoaykumm wmn ycnyr,
opraHudauma OormkHa y4ecCTb:

a) pUCKM 1 BO3MOXHOCTH;

b) uenn B obnactu ka4ecTBa;

c) TpeboBaHMsA K NPOAYKLMM U YCIyram.

OcHoBbIBasiCb Ha xapaKTepe U CMOXHOCTM MPOoLEeCcCoB NPOU3BOACTBA NPOAYKUUN U NPeaoCcTaBreHus
ycnyr, opraHvsaummn notpebyeTcst onpeaennTb, kKakne pecypcbl HE06XoauMbl N OCTATOYHO NN MMEIOLLMXCS
pecypcoB.

OdbekTuBHLIE CPEaCcTBa ynpaBneHns HeobxoaMMbl ANs:

- NOATBEPXKAEHUSA COOTBETCTBUSA KPUTEPUAM;

- DOCTWXKEHUS HAMEYEHHbIX pe3ynbTaToB;

- Vlﬂ,eHTVICbI/IKaLI,VII/I MECT, rae HeobxoanMbl ynydweHuna.

Kputepun un [OOKyMEHTMpOBaHHas WHopMauusl, noddepXuBalollas 3TU KpUTepuu, SBMsOTCS
BbIXOAHbLIMM AaHHBLIMU NPOLEcca NnaHMpPoBaHMS.

BbIXOﬂHbIe OaHHble TaKkoro nnaHnpoBaHUA 6y£l,yT ncnonb3oBaTtbCA B KayectBe BXOoOa And
neAaTernlbHoCTM B OpraHu3aumm wunm  MoryTt OblTb MCNOMNb30BaHbI I'IOTpeﬁl/ITeJ'IFlMI/I nnn BHELWHUNMU
nocTaBLUMKaMWU, NO3TOMY LOOJIKHbI ObITb COXpaHeHbl B nogxogdaLliem (*)OpMaTe n Hocutene Ana Tex, KoMy
notpebyeTcs ero Ucnosnb30BaThb.

I'IpM nnaHNpoBaHMM [OEeATENIbHOCTU U KPUTEPUEB YyNnpaBleHnA opraHm3auna [OOoJKHa YYUTbiBaTb
3aniaHnpoBaHHblE U NOoTeHUMalbHble HenpegHamMepeHHble U3MEHEHUA U TO, KaK 3TU U3MEHEHUA MOryT
NOBJINATb HA OEATEJIbHOCTb.

8.2 TpebGoBaHMA K NPOAYKLMU U yCRyram

8.2.1 CBA3b C noTpeduTEnsimMmu
CwmbICn HacTosiILLero nyHKTa 3aknwoyaeTcsas B obecnevyeHum npo3padHoro obmeHa wuHdopmalmen
Mexay opraHusaumen n notpedbutenem npv onpeaeneHun TpeboBaHMin K NPOAYKUMM U yCryram.

OpraHusaums OomkHa:

a) nepepasaTb MoApobHble [AaHHble O MPOM3BOAMMOM NPOAYKUMM WNW  ycnyre Tak, 4ToObl
noTpebutenb NoHMMan To, YTO eMy npegnaraeTtcsa. OTa uHdopmaums MoxXeT ObiTb NepeaaHa NOCpPeaACcTBOM
HebonbLKnx 6powtop, website, No TenedoHy unu nbsiM ApYrumM NOAXOAALLMM CrOCOBOM;

b) pasbAcHATb, kak noTpebuTenb MOXET CBSA3aTbCA C OpraHusauven, 4TobObl 3agaTb BOMPOCHI,
3aKkasaTb NPOAYKUMIO UMK YCIyrK, a Takke Kak opraHnsauus byget nHdopmmnpoBaTtb notpebutens o nobbix
COOTBETCTBYIOLUX N3MEHEHWSIX;

C) yCTaHaBmBaTb COOTBETCTBYyHOLWNE cnocobbl nony4yeHud |/|H¢>opmau,vw| oT HOTpe6MTeﬂeVI,
OTHOCSILLENCS K Bornpocawm, npo6nemaM, NpeTeH3nAaAM, NMOJNIOXUTEINbHbIM UMK OoTpuuaTerbHbIM OT3biBaM, a
TaKkke MeTobl ee MNoJlydeHUA BKI4YakT, HO He OorpaHunymBad: npdamMble 3NEKTPOHHble MUCbMa unu
Teﬂe(*)OHHble 3BOHKW, OHNanH onpochil, CJ'Iy)K6bI noaaepXxXkmn n0Tpe6MTene|7|, JINYHbIE BCTpPEe4u;

d) obecneumBaTb MHGOPMMPOBAHME MNOTPEOMTENS O TOM, KaKk oOpraHuM3auusi pacrnopsbkaetcss u
ynpaensieT CO6CTBEHHOCTLIO NOTPEOUTENS, NpU HEOOXOOANUMOCTH;

e) obecneumBaTtb ynpexgatowee WHPOPMMPOBaAHME MOTPEOUTENA O BO3MOXHBLIX Mpobrnemax u
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OENCTBUSIX, KOTOpble MOryT ObiTb MPeanpuHATBLI, €CRU BO3HWKAKT HernpeaBuaeHHble O0BCTOATENbCTBA; K
TakMM npobnemamMm OTHOCSTCA Te, KOTOpble MOryT WMMETb OTPULATENbHOE BMMUSIHUE HA BbINOJIHEHWE
TpeboBaHu noTpebutens.

Takon oO6MeH uHdopmauunen no3BonseT NOTPEOMTEN0 MNOHATb, YTO OpraHmM3auusi MOXeT Wnu
HamepeBaeTCs MNpeaoCTaBuUTb, a Takke 4YTO OpraHu3aumsa B COCTOSIHAM MNOHATb WNU NOATBEPAUTb
noTpebHOCTM 1 oXugaHusa notTpebutenen.

8.2.2 OnpepeneHue TpebGoBaHUM K NPOAYKLUMU U yCnyram
TpeboBaHusi K NPOAYKLUMM U yCryram MOryT OblTb onpeaeneHbl C y4eToM:

a) Has3Ha4YeHUst NPOAYKLMWN UNK YCIYTK;
b) noTpebHoCTEN N OXXMAaaHW noTpebutene;
C) COOTBETCTBYHOLLMX 3aKOHOAATENbHbLIX U HOPMaTUBHbIX NPaBOBbLIX TPeOOBaHWIA.

Mpn onpefeneHnM BO3MOXHOCTM BbIMOSHEHUSI TPEGOBaHWA K MPOAYKLUMM U ycryram opraHv3auus
[0JPKHA PacCMOTPeETb Takue PakTopbl, Kak:

- [OCTYMHbIE PECypCbl;
- NPOVN3BOACTBEHHbIE MOLLIHOCTU U Harpy3kKy;
- 3HaHuWs opraHu3auuy;

- npouecc Banugauun (Hanpumep, UcnbiTaHWe NPOAYKLUUN, AEMOHCTPaUUS YCryru).

8.2.3 AHanu3 Tpe6oBaHU K NPOAYKLMU U ycryram
8.2.3.1 CwmbICn HacToslLLEro nyHKTa 3aknovaeTcsa B obecnedeHnn NpoBeOeHus opraHu3auunen
aHanm3a obs13aTenbCTB MO OTHOLIEHUIO K MOTPEOUTEN M HaNM4uus y Hee BO3MOXHOCTW BbIMOSTHUTbL 3TU
obsa3atenbcTBa. AHanvM3 MO3BONSET OpraHM3auuM CHU3UTb PUCK BO3HMKHOBEHMS Npobrnem B npouecce
paboTbl M Nocne NocTaBKw.

Opl’aHI/I3aLI,VIF| AOOJDKHa aHann3npoBaTb:

a) AeNCTBUsi NO NOCTaBKE WM MOCNe NOCTaBKWU, TakMe Kak TpaHCNopTUpoBKa, 0by4eHne nonb3oBaTenen,
yCTaHOBKa Ha MecCTe, rapaHTupoBaHHOe 0bCnyXnBaHue, PEMOHTbI, Crnyxba noaaepxku;

b) MoryT nu GbITb BbINONHEHBI NOApa3yMeBaeMble TPeOOBaHNSA, T.€. NPOAYKUMS UMK ycryra AOJKHbI
OblTb B COCTOSIHAM YOOBNETBOPWUTb OXWMAAHWUS noTpebuTtens (T.e. HOMEpP B TOCTMHWLE, KaK OXuaaeTcs,
[OIKeH BbITb YMCTbIM M 0becneumBaTbCsl OCHOBHBIMU yA06CTBaMM, a NepcoHan rocTUHULbLI AOIKeH GbiTb
BEXMMBLIM U YCMYXXINMUBBLIM; NMUTbEBAs BoAa AoSMkHa 6biTh Be3onacHom Ans ynotpebnexus);

C) AONOJTHUTENbHbIE Tpe6OBaHMFI, KOTOpble OpraHun3auua pelwaeT BbIMOJIHATb, 4yTOObI I'IpeB3Ol7ITl/I
OoXnagaHua n0Tpe6|/|Tene|7|, NoOBbICUTL  YOOBJIIETBOPEHHOCTb I'IOTpe6VITeJ'Iel7I nnnm COOTBETCTBOBATb
BHYTPEHHUM MNOJINTUKAM;

d) ObInu nn Y4YTeHbl U pacCMOTpPEeHbl NMpUMeHUMble 3aKoHodaTellbHble U HOpMaTMBHbIE MNpaBOBble
TpeboBaHus;

€) 6bInn NN BHECEHbI N3MEHEHWS B JOTOBOP UITK 3aKas.

Ecnu cywectByeT pasHuua Mexay paHee onpegeneHHbiMU TpeboBaHMAMU U TEMU, KOTOPble yKa3aHbl
B [OroBOpe WM 3aka3e, opraHusaumm HeobxoauMmo cBs3aTbCA C noTpebutenem u yCcTpaHuUTb AaHHble
pa3nuuna. Ecnn noTpebutenb He npedocTaBun OOKYMEHTMPOBAHHOIO 3asiBrieHuMs o ero TpeboBaHusix,
Hanpumep, AenaTb 3aka3 no TenedoHy UM No YCTHOW MHCTPYKUMK, TpeboBaHua OyayT noarBepxaatbcs y
noTpebutens 4o TOro, Kak NpoAyKuus unu ycnyra 6yayT nponsseaeHbl (HanpyMep, B pecTtopaHe caenaHHbIn
3aKka3 MoXeT ObITb 03By4eH noTpebuTento).

8.2.3.2 CmbICn HacToALWEro nyHkTa 3akno4vaeTcsi B obecnevyeHnn CoxpaHeHusi OOKYMEHTUPOBAHHOM
MHbopMaumm gnst eMOHCTPAaLMM OKOHYATENbHOMO COrfalleHnsa ¢ noTpedntenem, BKNoYas KOpPeKLMn nnm
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M3MeHeHna, a Takke ana AeMOHCTpauum Toro, 4T1o Tpe6OBaHVIFI MoryTt ObITb BbIMNOSIHEHDI:

a) pesynbTaTtbl aHanu3a MOryT ObiTb COXpaHeHbl Ha MOOM MOAXOASALWEM HocuTene, Hanpuvep
pecTopaH MOXeT COXPaHsiTb B MUCbMEHHOW UMW B 3MEeKTPOHHOW ¢opMe [eTanu 3akasa O TOM, 4TO
noTpebuTtenb Xo4eT CbeCTb, B TO BPEMS KaK CIOXHbIN CTPOUTENbHbBIA NPOEKT MOXET ObiTb OTpaXKeH B
noapobHOM OTYeTe O BbINOMHEHWM aHanNU3a;

b) ecnu npu aHanu3e BbISBNEHO  [OMNOMHUTENBHOE WM U3MEHEeHHOe  TpeboBaHue,
OOKYMEHTUpOBaHHast MHopMaLma AoMmkHa ObITb akTyanusMpoBaHa UNu SOnorHeHa, 4YTobbl obecneyunTb
dukcaumo HOBOro TpebOoBaHUA (Hanpumep, 3MEeKTPOHHas Mnepenucka Mo W3MEHEHMIO 3akasa Wunm
paspelleHne HeAONOHUMaHUS OOIMKHbI ObITb COXpaHEHbI).

OTa AOOKYyMEHTMpOoBaHHasA VIHd)OpMaLWIH MOXET NOCIYyXUTb OCHOBOW [AN1s1 aHanornyHbIX 6yp,yu.|y|x
cornalleHnin ¢ HOBbIMU NN HACTOALLMMMU I'IOTpGGVITeJ'IFIMVI.

8.2.4 UameHeHUsa TpeboBaHUM K NPOAYKLUUM U yCryram
YTtobbl 0Becneyntb OCBEAOMIEHHOCTb COOTBETCTBYHOLWMX NuL 06 M3MeHeHusx B TpeboBaHus,
opraHusaumst AofmkHa BbibpaTh NoaxoasLmn meton obMeHa nHdopmaumnen n CoOXpaHsaTb COOTBETCTBYHOLLYHO
OOKYMEHTUPOBAHHYIO MHAOPMALMIO, TaKylo Kak COOBLLEHNS B 3NEKTPOHHOW no4yTe, MpOTOKOSbI 3acefaHun
WNn McnpaBreHHbIN 3aKas.

8.3 MpoekTUpoBaHue n paspaboTka NPOAYKLMU U yCNyT

8.3.1 O6wwume nonoxeHus
lMpoektnpoBaHve u paspaboTka NPOAYKUMM K YCNyr COCTOAT U3 psga MpoueccoB, KOTopble
Ncnonb3yT naev nunu TpedboBaHns K Npoaykuum n ycnyram. 3tu naeun unu tpebosaHns MOryT ncxogntb OT
notpebutenen, KOHEYHbIX MNonb3oBaTenen, pPerynupyrolWmMx OpraHoB, OpraHuM3auMmM wnu  gpyrux
3aNHTEPECOBaHHbIX CTOPOH.

Maen n TpeboBaHnsi 0bpabaTbiBaloTCs € Lienbto pa3paboTkm 6onee aetanbHbIX TpeboBaHUIN, KOTOPbIE
B KOHEYHOM CyeTe ONpefensitoT XapakTepuCcTUKM Npoaykumum unu ycnyru. Ecnm opraHusauus ucnonbsyet
TONbKO Maeun unu TpebGoBaHWs, NpeaocTaBnsieMble NOTPEOUTENSMU UMM KOHEYHBIMU NOSIb30BaTENSAMU, HE
[o6aBnsist 6onblue AeTanen, oHa He BbINOMHSAET AesATENbHOCTb N0 NPOEKTMPOBaHUIO U pa3paboTke.

BonblWwWHCTBY  opraHu3auui, ogHako, HeobxoguMmo pasBMBaTb ugen wunu  TpeboBaHus,
npegocTaBnsiemMble BHELHUMW 3aUHTEPECOBaHHbIMU CTOPOHaMW, AN NOHMMaHusa TOro, Kakue AencTBus
HeobXx0AMMO MpeanpuHATb, Y4ToObl obecnevnTb NPOM3BOACTBO MPOAYKLMU U yCryr. OTO MOXET BKM4YaTb
TpeboBaHusA K 3aKyrnke, NPON3BOACTBY MM AEWCTBUSAM MOCHE NOCTaBKM.

TpeboBaHUsi K NPOEKTUPOBaHMIO U pa3paboTke NPUMEHSOTCA ANS NPOAYKLUUN U YCNyT.

B ﬂpOVI3BOﬂ,CTBeHHOIZ AeATeNIbHOCTU Tpe6OBaHMF| O0aHHOro pasgena MoryT ObITb NnpuMMeHeHbl Aand
NPOEKTNPOBaAHNA U pa3pa60TKV| npoueccos npon3soacTea. Ons ycnyr BbIXOAHble OaHHbIE MPOEKTUpPOBaHUA
n pa3pa60TK|/| MOTyT OaTb Mchopmau,mo O KOHKPETHbIX cnocobax npenocrtaBiieHnAa ycnyru.

Mpwu cTpouTenbCcTBE AOMa, Hanpumep, NoTpebuTenb, BEPOSITHO, YKaXXeT KONMYECTBO YPOBHENW 3aaHus,
KaK OOJ1XHbI ObITb pacnonoXeHbl KOMHaTbl UMK Kakue MaTtepuanbl UCNOoNb30BaThb. ApXI/ITeKTop 3aTemMm
pa3BepHeT 3T Tpe60BaHI/IF| C y4eToM CTpouTelibHbIX HOPM, 3TarnoB npouecca U ApYyrnx npakTtn4veckux
COOOpaxeHun.

AHamnorMyHo cTyaeHTbl, Oyaywme paborogarenyn n obwecTBo B Uenom (MoTpebuTtenu unu gpyrue
COOTBETCTBYIOLLME 3aUHTEPECOBAHHbBIE CTOPOHbI) MOTYT MMeTb TpeboBaHMA K HOBOMY KypCy YHMBepcuTeTa.
YHuBepcuteTy notpebyeTcs pasBepHyTb 9TOT Habop TpebGoBaHW B OETanM3MpOBaHHLIN NnaH Kypca,
YUYUTbIBas 3HAHWS!, pecypchbl U NPUMEHEHNE NOAXOAALMNX TEXHUK U METOA0B 0ByYeHUs.

8.3.2 NnaHupoBaHMe NPOEKTUPOBaHUA U pa3paboTKn
lMnaHMpoBaHMe NPOEKTMPOBAHMSA U pa3paboTKM OOIMKHO BBIMOMHATLCA A4S CO34aHus NriaHa 3agad u
OENCTBUIA ONs ONpefeneHHoro npoekta. ATOT nnaH OOSMKEH BKIo4YaTb NOgPOBGHOCTU MO OrpaHUYeHusM U
puckam, KOTOpble MOryT MOBMUSATb HA BbIMOSIHEHWE 3amnfIaHMPOBAHHOW OEATENbHOCTM, O NMOTPEOHOCTSX B
pecypcax, a Takke 4YeTkoe onpegenieHme QyHKUNA N OTBETCTBEHHOCTM.
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TpeboBaHus OaHHOro pasgena codepXaTt psf KMo4YeBbiX SMEMEHTOB ANs paccMOTpeHus B Xonde
nnaHMpoBaHus, NPOEKTUPOBaHNA U pa3paboTku, BKIOYas:

a) CrOXHOCTb NPOAYKUMN UMK yCryr (Hanpumep, dusndeckne gakTopbl, Takne Kak pasmep n getans,
unu npegnonaraemas nNpoOAOIMKUTENBHOCTE MM 06bEM ycnyrn) u akTopbl, Taknme Kak TpeboBaHus K
noctaske;

b) Heobxogumble aTanbl  (Hanpumep, OCHOBHOE  MNPOEKTUPOBaHME, AeTanu3MpoBaHHOE
NMPOEKTMPOBaHNE, ONbITHOE NPOM3BOACTBO MIN UCMbITAHWE YCITYTW, OLIEHKa U aHanu3);

C) AeATENbHOCTb NO BepVI(*)VIKaLI,VIVI n Banupaumm ansa obecnevyeHusi TOro, YTO BbIXOOHbIE OaHHbIE
YAOBNETBOPAKOT Tpe6OBaHVIF|M K BXOAHbIM [daHHbIM W 4YTO nNonyydYmBwnecd npoaykuma wun  ycnyrm
YAOBNETBOPAKOT Tpe6OBaHVIF|M ana yka3aHHoro rnppuMmeHeHna nnn npeanonaraemoro ncnojib3oBaHuA;

d) 4yto pomkHO ObITb cAenaHo M KTO AOSKeH caenatb 3TO, T.e. onpefeneHve HeobxoauMbix
OTBETCTBEHHOCTM U NMOMHOMOYMI, YHACTBYHOLUMX B NpOLIecce NPOEKTUPOBaHUSA 1 pa3paboTku;

€) HeobxoauMble BHYTPEHHME U BHELLHME Pecypchbl (Hanpumep, 3HaHWUs opraHusauum, obopynosaHue,
TexHonormm, TpeboBaHMA K KOMMNETEHTHOCTU, MOAAEPXKKA OT notpebutener n NOCTaBLUMKOB, BPEMEHHbIE
pabOoTHMKK, KOOEKChl NN CTaHAAPThI, coAepXKallne TEXHUYECKYI0 MHAOPMaLMio);

f) obMeH WHdopmauMeln Mexay Temu, KTO BOBfeYeH B MPOLIeCC NMPOEKTUPOBaHWUS U pa3paboTku,
yYnTbIBasi KONIMYECTBO BOBNEYEHHBIX Noden 1 Hanbornee peayrbTaTMBHbIE Cocobbl 0GMeHa UHdopMaLmeit;

g) noTeHuuanbHOe BOBMieYeHWe noTpebutenen W nonb3oBaTenen B OEATEeNbHOCTb MO
NPOEKTUPOBaHUIO U pa3paboTke (Hanpumep, uccrnegoBaHue NOTpeduTenen UM MOHUTOPUHI NOKynaTenen);

h) 10, 4TO HEeobxoaMmMO ANs NpeAoCTaBMNEeHNsT BO3MOXHOCTU MOBTOPEHNS 3aKa30B aHanorM4HbIX Mnm
WOEHTUYHBIX NPOAYKUMMN U YCNYT;

i) oXxmaoaemble YpOBHW yMpaBrieHUs npoueccamu, OCyLLeCTBMsieMble MOTpebuTensMu unu apyrumm
3aMHTEPECOBaHHLIMU CTOPOHaMK (Hanpumep, NpoBepky 6e30MacHOCTM ANs MeAWULMHCKUX WU3Oenuid unm
neTaTenbHbIX annapaToB); rAe He YyCTaHOBMNEHbI CPeACTBA YrNpaBreHns, onpeaerneHHbIe NoTpebutenem nnm
nonb3oBaTeneM, opraHn3aumsi JofmKHa YCTaHOBWUTb, Kakue CpefcTBa ynpaBneHus HeobXoauMmbl, yYuTbiBast
XapakTtep NpoAyKLUMNU 1 YChyT;

j) obbekTMBHble cBMOETENbCTBA ANS MNOATBEPXKAEHUS TOro, BbLIMOMHEHbI N TpeboBaHua K
NMPOEKTUPOBAHUIO U pa3paboTke U BLINOMHSETCS N NPoLEecc Haanexalwmm obpasom Ha 3Tanax aHanusa,
BepudukaumMm n Banupauum (ecnv OesiTeNbHOCTb MO MPOEKTUPOBaHMIO U paspaboTke He NpuMBOAUT K
HameueHHbIM pe3yrbTaTaMm, TO AOKYMEHTUPOBaHHasi MHGOpMauus, AeTanuaupyrowas 3Ty OesTenbHOCTb,
MOXET NMOMOYb MAEHTUMUMPOBATE MPUYUHY; MPU YCMELHOM MpoLiecce NPOEKTUPOBaHUA U pa3paboTku u
MOSYYEHUN TOYHO TEX MPOAYKUMU U YCRyr, KOTOpble OblNMUM HaMeyeHbl, COXpaHeHHasi [OKYMEHTUPOBaHHas
MHpopMaLmss MoxeT coobLiaTb 0 ByayLumx OeNCTBUAX Ans ob6ecneyeHnst CornacoBaHHOCTH).

8.3.3 BxogHble AaHHble sl NPOEKTUPOBaHUSA U pa3paboTku
OnpepgeneHne BXOAHbIX AaHHbIX A58 KOHKPETHOrO NMpoeKTa NPOEKTUPOBaHMSA U pa3paboTkM siBnAeTcA
OLHUM U3 BUOOB OEATENbHOCTU, KOTOpas AOMKHA ObiTb BKIOYEHA B MMaH NPOEKTUPOBaHWA U pa3paboTku.
OTn BXOOHbIE [aHHble OO0SPKHbI ObiTb OAHO3HAYHLIMW, MOMHLIMKM M COrnacyrWmMMuca ¢ TpeboBaHMAMM,
KOTOpbIE OMNpPeaensitoT XapakTepUCTUKL NpoayKumnmn unmn yenyrn. OHM OOSMKHBI BKIHOYATb:

a) (yHKUMOHaNbHble W  3KCMfyaTauMoHHble TpeboBaHWs, OnpedenieHHble NoTpebutensmu,
NOTPeBGHOCTAMM pbiHKA UMK opraHu3aLmnen;

b) nHdbopmaLmo 13 npeabiayllen aHanorMyHon AesTENbLHOCTU MO NMPOEKTUPOBaHMIO U pa3paboTke
(KoTopasi MOXeT YNyYlNUTb Pe3ynbTaTUBHOCTL M MO3BOMUTL OpraHu3auMu pasBvMBaTb XOPOLUME NPaKTUKM
unu nsderatb oWNOOK);

C) 3akoHOAaTENbHbIE U HOPMAaTMBHbIE NpaBoOBble TPeGOBaHUS, KOTOPbIE OTHOCATCS HEMOCPEACTBEHHO
K NpogyKumu unum ycnyre (Hanpumep, npaeBuna TEXHWKM 6e30MacHOCTU, 3aKOHbI O NMULLEBOWN MMIMEHE) UNU K
NMPOM3BOACTBY 3TOM MPOAYKUMW WM ycrnyrv (Hanpumep, NpakTUKM B pamkax npouecca Nnpou3BOACTBa,
TPaHCMNOPTUPOBKA UNWN APYr1e TEXHUKN MOCTaBKM);
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d) pobpoBonbHble CcTaHAAPTbl WMNU  MpaKTUYECKMe NpaBwna, KOTOpble oOpraHu3auusi npuHsna
(Hanpumep, oTpacneBbie KOAEKChI, CAHUTAPHbIE HOPMbI U HOPMbI 6€30MacHOCTK);

€) noTeHuunanbsHble NOCNeACcTBMA HEyAad B CBA3WN C XapaKTepoMm Mpoaykuuu 1 ycnyr; Takue Heyaadu
MOryT HaxoAuTbCA B AuanasoHe OT noTeHumanbHO datanbHblX (Hanpumep, MNnoxoe nnaHupoBaHue
6e3onacHOCTV LOPOXHOIo ABMXEHWS MpU Criydyae MOXET NpUMBOAUTL K aBapusiM) A0 (DakTopoB, KOTOpble
NpuBOOAT K NOTepe yOOBNETBOPEHHOCTU NOoTpebuTtenen (Hanpumep, HECTOMKUE YEpHUNa Ha TKaHW BeayT K
noTepe LBeTa UNun oKpaLMBaHuo).

Ecnn TDEGOBaHMﬂ K BXOOHbIM JaHHbIM npoTuBopeYaT Ui eCtb TPYyAHOCTU C X NCNOJ1Ib30OBaAHNEM UIN
OOCTUXEeHnewm, opraHndauna OoJKHa BbIMOJIHUTb OencTBeums no pa3peLeHno Taknx BONMpocoB.

8.3.4 CpeacTBa ynpaBreHUs NpoeKTMpoBaHMeM U pa3paboTkoi
Mocne Toro kak BXoAHble AaHHble onpeaeneHbl, AeSTENbHOCTb MO NPOEKTUPOBaHMIO U pa3paboTke U
cpeacTea ynpaBrieHuss OOMkHbl ObiTb peanu3oBaHbl B COOTBETCTBMM C NfaHOM Ans obecrnedyeHus
pe3ynbTaTMBHOCTU NpoLiecca.

HeaTensHOCTb NO aHanuay, Bepudurkaumm 1 Banugaunm siBNSETCA CYLLECTBEHHOW NpW yrnpaBreHun
NMpoLeccoM NPOEKTUPOBaAHUS U pas3paboTKM, MOITOMY WX BLINOSHEHWE AOMKHO ObiTb pPe3ynbTaTUBHbLIM.
OpraHusaums gormkHa obecneynTb:

a) YTobObl BeCb MepcoHarn, BOBMEYEHHbI B AESATENbHOCTb MO MPOEKTUPOBaHUIO U paspaboTke, Obin
OCBEOMIIEH U MOMHOCTbIO NMOHWMan TpebGoBaHUs MOTPeGUTENs UM KOHEYHOro Monib3oBaTenisl, a Takke
KOHEYHbIA HaMeueHHbI pe3ynbTaT. OTKINOHEHUS OT 3TUX TpeboBaHWKi, HanpuMep, MNpu MaHUpPoOBaHUK
NOBbLILIEHMS 3KCMIyaTaLUMOHHbIX XapaKTEPUCTUK MPOAYKUMU HeobXOoAMMO paccMOTPeTb OTHOCUTENBHO
pa3nuyHbIX (HaKTOPOB, HAaNPUMEP TakMX, Kak NPOCToTa UCMONb30BaHUS;

b) odwmumanbHble NpoBepkM 3annaHMPOBaHHbLIX 3TarNoB MPOEKTMPOBAaHUS M pas3paboTku U Hanmyns
BbIXOOHbIX AAHHbIX K&XXAOro atana Ans NoATBePXAEeHUS TOro, YTO OHU OTBeYalT TpeboBaHUAM K BXOAHbIM
AaHHbIM, naeHTUMUMpyoT Npobnemsl 1 cogepxaT pelueHus (NepcoHarn, He BOBMEYEHHbIW B KOHKPETHbIE
aTanbl npouecca NPoeKTUpoBaHNs 1 pas3paboTku, MoxeT BblTb BOBMEYEH B €r0 aHanua, BKMYas Tex, KTo
BOBMEYeH B MPOW3BOACTBO MPOAYKLMM WM YCAYrW, a Takke COOTBETCTBYHLUMX MOoTpebutenemn, KOHeYHbIX
nonb3oBaTenew N NOCTaBLLMKOB);

C) npoBefeHve Bepudmkauum ansg obecrneyeHns TOro, YTO BCE WAEHTUMMUMPOBaHHbIE B Hadvane
npouecca MpoeKTMpoBaHMA W pa3paboTkn TpebGoBaHWSA BbINOMHAKTCH; AnA 6ornee KpynHbIX MPOEKTOB
npouecc MoxeT ObITb MOAEerNeH Ha KroyeBble 3Tanbl C NPoBeAeHNeM BepumKaLum No OKOHYaHWUN KaXXaoro
aTana; AesaTenbHOCTb N0 BepudumKaLny MOXeT BKNoYaTb B cebs:

1) BbINONHEHWE anbTepHaTUBHbIX PacyeToB,

2) cpaBHEHWe HOBOro MPOeKTa C aHanoOrM4YyHbIM NMPOBEPEHHBLIM MPOEKTOM,

3) NnpoBegeHne NcnblTaHUM U eMOHCTpauun,

4) npoBepKy AOKYMeHTaLun atana npoekTMpoBaH1s 4O BbIMyCKa;

d) npoBegeHue Banugauum ana obecneyeHuss TOro, YTO KOHEYHas NPOAYKUMS MNu ycryra 6yayT
yOOBMeTBOPSATL NOTPEOHOCTAM noTpebuTener MM KOHEYHbIX MONb3oBaTernien npu WCNOMb30BaHMM MO
NPSMOMY Ha3Ha4YeHWUIo; AeATENbHOCTb MO BanuaaumMn MOXeT BKIYaTh B cebs:

1) MapKeTVHroBbIe MCCNeaoBaHus,

2) akcnyaTaumOHHbIE UCTbITaHWS,

3) MoenmpoBaHne n UCNbiTaHUA B 3aaHHbIX YCIOBUAX 3KCNlyaTaunm,

4) YacTn4yHoe wmMogennpoBaHne W UcnbiTaHUA (Hanpwmep, ucnbiTaHMe CcrnocobHOCTM 34aHus
BblaepXaTb 3eMﬂeTpﬂCGHI/Ie),

5) ucnblTaHMsa KOHEYHbIM MNofb3oBaTenemM, npegocTaBnsowme obpaTHyl CBA3b (Hanpumep, ANS
NPOrpaMmHbIX NPOEKTOB).
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MpumedaHne - AHanus, BepudukaumMa U Banugauuss MoryT ObiTb BbIMNOMNHEHbI B OQHOM MNpoLlecce.
Ecnu Bepudukaums cosepluaeTcs Kak 4yacTb aHanuMsa wunv BepudukauuMs M Banuvpauus MNpouUCXoasaT
0OHOBPEMEHHO, HET HEOBXOANMOCTU B MOBTOPEHNUN AEATENbHOCTH.

€) ecnu oedatenbHOCTb Mo aHanu3y, BepudukaLmm n Banugaunm BoeigsnseT npobnemsl, 4ENCTBUSA MO
UX paspeLleHnto OO0MMKHbl ObiTb onpeaeneHbl; pe3ynbTaTUBHOCTb 3TUX AEWCTBUMMA LOMKHa ObiTb 4acTbio
crnepyoLwero aHanmaa;

f) mokymeHTMpoBaHHas MHGOPMAaLMM B OTHOLIEHWM OEATENbHOCTU NO aHanuay, Bepudukaumm wm
BanMaaunm OOMKHa ObITb COXpaHEeHa Kak CBUAETENbCTBO TOr0, YTO AEATENbHOCTb MO NMPOEKTUPOBAHMUIO U
pa3paboTke Obina BbINOIHEHA KakK 3annaHMpoBaHo.

8.3.5 BbIxoAHble AaHHble NPOEKTUPOBAHUA U pPa3paboTKu
BbixogHble AaHHbIE NPOEKTUPOBaHUA 1 pa3paboTkm OyayT pasnmyaTtbCs B 3aBMCMMOCTU OT Xapakrepa
npouecca MpoeKkTupoBaHus u paspaboTkm u Tpebyembix npoaykuunm u ycnyr. BbeixogHble [aHHble
NPOEKTUPOBaHUA 1 pa3paboTKkM CTaHyT KNHOYEBbIMU BXOAHbIMU AaHHbIMU AN NPOLIECCOB NPOU3BOACTBA U
npeaocTaBneHns yenyru.

BbixogHble AaHHble MPOEKTMPOBaHUS U pa3paboTkyM AOMKHbI NPefoCTaBNATh HY>XHYH MHOpMaLMIO
Ans BCcex NpoLeccoB, HEOOXOAMMbIX AN MOCTaBKM HAMEYEHHbIX MPOAYKUUM U ycnyr (BKMOYas 3akyrkw,
NPOM3BOACTBO U AEATENBHOCTL NOCHE NOCTaBKM); OHU Takke AOMMKHbI ObiTb JOCTATOYHO YETKUMU Ans TOro,
yTobObl 06EecneunTb MOHUMaHWEe Y4YacTHUKOB, Kakue [AelCTBUS HeobXoaumo npeanpuHsaTb U B Kakow
nocrnenoBaTenbHOCTU.

BbixogHble AaHHble NPOEKTUPOBaAHNA MOIyT BKITKOHaTb B cebs:

- YyepTexu, cneundurkaumm Ha npoaykumio (Bkniovas nogpobHOCTM CoxpaHeHus), cneumdukaumm Ha
mMaTepuansl, TpeboBaHMs K UCTbITAHWAM;

- cneumduKaLmMmn Ha NPOLLECCHI, OnMcaHne Heo6XoAMMOro NPOU3BOACTBEHHOrO 060PYAOBaHNS;
- CTpOMTENbHbIE NNaHbl U TEXHUYECKME PacyeTbl (HanpyMep, NPOYHOCTL, CECMOCTOMKOCTL);

- MEHI0, PELLENTbI, CMOCOBLI NMPUrOTOBMNEHUS MWLM, PYKOBOACTBA MO 3KCNMyaTauuu.

3T BbIXOAHbIE AaHHbIE OOMKHbI:

a) ykasblBaTb, kakuM o6pa3omM OyayT BblNofnHeHbl TpeboBaHMsa K BXOAHbIM AaHHBIM (CM. MyHKT 8.3.3,
nepeyncrneHus a)-e));

b) 6bITb AocTaTovHbIMK, 4YTOOBI OBecneyunTb, YTO BCE Mocneayowue npoueccsl, Heobxognmble Ans
MOCTaBKN NPOAYKLMU U YCRyr, MOryT BbiTb BbIMOMHEHbI, YYUTbIBasA, KTO U B Kakux ob6cToATenbCcTBax Gyoer
NCMOoNb30BaTh KaXablVi BbIXOA;

C) npenocrtaBnATb YETKYH Mchopmau,mo o Tpe6OBaHVIF|X B OTHOLUEHUN MOHUTOPUHIA U M3MepeHMVl,
BKIMOYasa geTanusaumto nodbix Kputepumes npuemMku npoueccoB, npogykuun wun ycnyr, nocrtaBideMblX
BHELWHNMN NOCTaBLUMKaMW, U BbllMyCKa NpoAYKUNN U YyCNyT;

d) npepocTtaBnaTe 06A3aTENbHY0 MHAOPMaLMIO O XapakTepucTukax NpoAayKuum wn ycnyr, 4Tobbl
rapaHTMpoBaTb NPOM3BOACTBO NPOAYKLMUM U NpedocTaBrneHune ycryr 6e3onacHbiM M NOAXO4sLWUM Cnocobom,
a TakKe pasbsCHEHWsI MO MCMONMb30BaHMIO NPOAYKLUMN UMK YCAYyrM (Hanpumep, UHCTPYKLUM NO NPUMEHEHUIO
NeKapCTBEHHbIX CPEACTB, XPaHEHWUIO NPOAYKTOB MUTAHUSA UMW NO TOMY, KaK OYULLEaTb NPOAYKLMIO).

8.3.6 U3ameHeHMA NpoOeKTUPOBaHUA U pa3paboTku
CMbICn HacTOSALLEro NyHKTa - B ONPeAeneHnn, aHanuae u ynpasneHnm N3MeHeHNsMn, BHECEHHBIMW B
TEeYeHne unu nocne npowecca NPoeKTUpPoBaHNs U pa3paboTki. OpraHusauus OofmkHa paccMaTpuBaTh Kak
YacTb npouecca nNPOEKTUPOBaHUA U pa3paboTky B3aMMOAENCTBMA C APYrMMM MnpoueccaMmu  Wmu
3aUHTEPECOBAHHLIMU CTOPOHaMM (HanpuMmep, NoTPedUTENAMMN UNN BHELUHUMM NOCTaBLUMKAMU) U YYUTLIBATb
3TO Mpu onpeaeneHnn N3MeHeHUN NPOEKTUPOBaHMSA U pas3paboTKu.

N3ameHeHuns MOryT BO3HUKaTb B pe3ylnbTaTte nioboro nencTeusa B paMKax CUCTeMbl MeHeKMeHTa
KayecTBa 1 Ha nobdom atane, B TOM YUCTIE:
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a) B Xo[e peanusauum npoLiecca NpoekTMpoBaHnsa 1 paspaboTku;
b) nocne Bbinycka 1 0go6peHNs BbIXOAHbIX AaHHbLIX NPOEKTUPOBaHWA U pa3paboTku;

C) Kak pesynbTaT MOHUTOPWHIa YAOBMETBOPEHHOCTU MNOTPebUTENern M [EeATEeNbHOCTU BHELUHUX
MOCTaBLLMKOB.

[okymeHTUpoBaHHast MHOPMAaLMS, COXPaHALWAACA B OTHOLIEHUN W3MEHEHUIA MPOEKTUPOBAHMUSA U
pa3paboTkK, MOXET BKMYaTb pe3ynbTaTbl OLEHKM BIIUSHUS M3MEHEHWUI Ha COCTaBHble 4YacTu MMM Ha
NpoayKUMIO MINW YCRyry, KOTOpble Y)Xe MocTaBfeHbl WUNu npedoctaBneHbl. B pesynbtate npoBegeHus
aHanusa, BepudUKauuM M BanuoauuM 4acTo MOXKET MOSIBMATbCA [OOKYMEHTUPOBaHHas MWHdopmauus,
AeTanusnpyowas M3MeHeHUs NPOEKTUPOBaHUS 1 pa3paboTki. B AokyMeHTUpoBaHHON MHOPMaL MK MOryT
ObITb Tak ke NoApobHO onucaHbl AEWCTBUS, NPEONPUHSTLIE ONS 3aTPOHYThIX MOCHeaylLMX MpoLeccoB
(Hanpumep, 3aKynku, NPou3BOACTBO, MOCTaBKa MPOAYKUMW UMW NpeaocTaBneHne ycrnyrn), n kak 3to 6bino
Cco00LLIEeHO.

8.4 YnpaBneHue npoueccamu, npoaykuumem W ycryramum, MNOoCTaBnsieMbiIMU BHELWHUMMU
nocraBLMKaMM

8.4.1 O6Gwue nonoxeHusn
BHellHMe nocTaBky BKIKOYAKT NGOV Npouecc, NpoaykuMo UK YCryrM OT BHELLHEero nocTaBLiyMKa,
KOTOpPbIMX OpraHu3aums HanpsMmyo He ynpasnsieT. OpraHusauus HeceT OTBETCTBEHHOCTb 3a obecnedeHue
COOTBETCTBMS MPOLIECCOB, NPOAYKLUUA U YCNYT, NOCTaBMSIEMbIX BHELLUHUMW NOCTaBLLUMKaMK, ee TpeboBaHUsAM.

OpraHu3auus gosmkHa onpeaenunTb:

a) KakMe BHYTPEHHWE NPOLIECChbl B3aUMOAEWCTBYIOT C MNpoleccamu, MoCTaBNSEMbIMU BHELUHUMWU
nocTaBLLMKaMM1, U Kakoe BNUsTHUE 3TW NOCTABKM OKa3biBalOT Ha pe3ynbTaTbl AeATENbHOCTY;

b) Kakne martepuarbl, KOMNOHEHTbI NN YCIyrn, noctaBiid€Mbl€ BHELLHUMW NOCTaBLUMKaMW, o6pa3yr0T
YacTb KOHEYHOWN npoaykumun nnn ycnyrmn nnn AenaroTCA KPpUTUYHbIMU ONA NOCTaBKM NpoayKUnn U YyCInyru;

C) Tpe6OBaHI/IFI N cneunanbHble CpencTBa ynpaslieHUA Ond nNpuMeHeHuda aOns KaXKoOW BHELUHeN
NOCTaBKM B 3aBUCUMOCTU OT BJIUAHUA, KOTOPOE OHU MOryT OKasaTb Ha (byHKLI,MOHVIPOBaHVIe N pesyrnbTaTbl
AeATennbHOCTN opraHn3agunn.

Hanpumep, opraHunsauusa moxeT notpeboBatb, 4ToObI:

- COOTBETCTBME CbIpbsi TEXHWYECKOM cneuudmkauum noasepranocb Bepudmkauum nocpeacTsom
KOHTPOISI UMW UCMbITaHWN;

- [esiTeNbHOCTb MO TEXHUYECKOMY OOCHYyXMBaHUIO, NpefocTaBrsiemMasl NapTHEPCKOW KOMMaHWEN,
BbIMOSIHANACL NULaMKN, MMEIOWUMN KOHKPETHYIO KOMMETEHTHOCTb, M C WCMoNb3oBaHMEM 6GesonacHoro
obopynoBaHus.

OpraHusaumsa [orKHa YCTaHOBWUTb MPOLECC MO MEHeMKMEHTY BHELUHMX MOCTaBLUMKOB, KOTOPbIN
yuuTblBaeT Takve (aKTopbl, Kak OLEHKa, OTOOp, MOHWUTOPWHI pe3ynbTaToB OEATEeNbHOCTU U KpUTepuu
aHanusa. Kputepun OOmMKHbI OCHOBBIBATLCA Ha KOHKPETHbIX TpeboBaHWsX, onpedeneHHbiX O KaKOoro
noctaBwuka. BHegpeHue Takoro npouecca MO3BOMASET OpraHWsauun KMeTb YeTKoe MOHWMaHue
CYLLECTBYIOLLNX BO3MOXHOCTEWN BHELUHUX MOCTaBLUUKOB U MAEHTUdULMpOoBaTh Npobenbl B TOM, YTO AOIMKHO
ObITb, MPUBOASA K pa3paboTke NnaHa pasBUTUS ONS peLleHnst 3Tux npodnem.

8.4.2 Tun n cTeneHb ynpaBneHUs BHeWWHUMU NOCTaBKaMu
Tvn 1 cTeneHb ynpaeneHust 3aBUCAT OT TOrO, HACKOMbKO MOTYT MOBMMATbL NPOLIECC, NPOAYKUUS Uin
ycnyra, NocTaensieMble BHELHWMW MNOCTaBLUMKAMW, HA COOTBETCTBME TpeboBaHMAM K MPOAYKUUN WK
ycnyram opraHmsauun. OpraHmsauus OOfmkHa onpefenntb, Kakue cneumanbHble cpeacTtBa ynpaBlieHus
OOJDKHbI ObITb BHEAPEHDBI B OTHOLLEHMM BHELLHErO NOCTaBLUMKa. Llenbio 3TuX cpeacTs ynpaBreHns SBnsaeTca
obecneyeHne TOro, 4YTO TMOCTaBKa MPOAYKUMM wnNM ycnyrm OypeT BbIMONHEHA B COOTBETCTBMM C
3anyiaHMPOBaHHBbIMKN COrMaLUEHUSIMU U YTO MPOAYKLMSA uUnu ycnyra 6yayT COOTBETCTBOBaTbL TpeOOBaHUAM.
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[encTtBus, KoTopble MOryT ObiTb YYTEHbI, BKIOYAKT BXOLHOW KOHTPOSb, cepTudmkaTbl aHanmaa,
ayauTbl BTOPOW CTOPOHBI, UCMbITAHWS, OLEHKY CTaTUCTUYECKMX AaHHbIX U NokasaTenen aesaTenbHOCTY.

8.4.3 UHdopmauums, npegoctaBnsieMas BHELLHMM NOCTaBLYMKaM
CwmbICn HacToswero nyHkTa - B obecnevyeHuMn 4YeTKOro AoBedeHus opraHusauven TpeboBaHun u
HeobxoOuUMbIX el CpeAcTB ynpaBneHusi, YToObl MOMy4YMTb YBEPEHHOCTb, YTO MPOLECChl, NPOAYKUUSA UMK
ycnyru, nocTaBnsgemMble BHELLUHUMM MOCTaBLUMKAMKW, HEe OKasbiBalOT OTPULATENbHOrO BIMSHUSA Ha ee
OeATenbHOCTb NN Ha YAOBMNETBOPEHHOCTb NOTpebutenen.

Opl’aHVI3aLI,VIFI OomkHa obecneunBaTtb NOJIHOTY WU YeTKOCTb TpeGOBaHMVI N y4dnTbiBaTb nobble
noTeHuwnarnbHblE Flp06ﬂeMbI; obe CTOPOHbI OO0JKHbI ObITb cOrnacHbl ¢ Tem, 4TO Tpe6yeTCﬂ. OpraHM3au,|/|s=|
MOXeT pa3pa6aTb|BaTb NOJINTUKKN, PYKOBOACTBA, website, GlonneTeHu, KOHTPaKThbl, 3aKa3bl Ha 3aKynky u T1.4.
Ha OCHOBE COrjlaCcoBaHHbIX TpeGOBaHMVI.

8.5 lNMpousBoacTBO NpoAyKUUM U NpegocTaBieHue ycnyr

8.5.1 YnpaBneHue npon3BoACTBOM NPOAYKUUM U NpeAoCcTaBNeHueM ycnyr
OpraHusaums OofkHa co3gaBaTb YCNOBUS AONs  yNpaBreHWst NPOM3BOACTBOM MpoaykuumM U
npenocTaBneHneM ycrnyr ans obecneyeHns BoiNorHEHUS KpUTEPUEB, onpedeneHHbIX B COOTBETCTBUM ¢ 8.1.

OpraHusaums OOfmKHa pacCMOTPeTb MOMHbIN LMK MPOM3BOACTBA MPOOYKUMM W MpeaocTaBneHus
ycnyr npv onpegeneHnn Toro, YTo AOIMKHO ObiTb ynpaBnsiemMbiM, BKNoYas TpeboBaHMA K OeATeNbHOCTU
nocre MOCTaBKM (Takue, Kak rapaHTum u obpalleHue c npeTeHsuamu). Bce cnepyowme npvMeHWMble
acneKTbl LOJKHbI ObITb YYTEHbI:

a) nepcoHan (HanpMMmep, KOMNEeTEHTHOCTb, CMOCOBHOCTH, Apyrue YyenoBeveckue GakTopbl);

b) pecypchbl (Hanpumep, Tpebyemble maTtepuansl, 06opygoBaHme, Bpems);

C) MeToabl (HanpyMep, AeNCTBUSA, KPUTUYECKME KOHTPOMbHbIE TOYKM, MpoLeaypbl).

B 3aBucumocTn OT xapakTepa ee BWOOB AEATENbHOCTU OpraHusauus MOXeT MMeTb NpOoLEecChl,
KoTopble He MoryT OblTb BepuuMUMpPOBaHbI NOCMEAYIOWMMN MOHUTOPUHIOM W U3MepeHusMu. Takue
npouecchbl TpebyloT Banuaaumn. Banngauus - 910 noatBepxaeHue, Yyepes npeactaBreHne 0ObeKTUBHbIX
CBMAETENbCTB, TOro, YTO TPeOOBAHUS K KOHKPETHOMY MCMOSb30BaHMIO MW NMPUMEHEHMWIO ObifN BbINOSTHEHDI.
Ecnu opraHusauus He npumeHseT BanugauuMilo  Ons TakMx NpoueccoB, TO  PUCK  NONyYeHus
HECOOTBETCTBYHOLUMX BbIXOAHbIX AAHHbIX U MPETEH3MIA OT NoTpebuTenel NoBbILLaeTCs.

Mpoueccol, koTopble TPebyT BanMaauum, BKYaoT, Hanpuvep:

- TpaH3akuumm B OaHkax, KOTOpbl€ 3aBUCAT KakK OT beHKLI,VIOHVIpOBaHVIﬂ MHd)OpMaLI,VIOHHbIX CUCTemMm, Tak
M OT Nhua, BbIMOJTHAKOLWEro NpoLecc;

- npeaocTaBnieHne ycnyru npmn HenocpeaCcteeHHOM B3aMMOAENCTBUN C I'IOTpe6VITeJ'IeM;
- 3aBOACKYHD TepMUYECKYH o6pa60TKy, roe konebaHus TeMmnepartypbl nedyn MOryt npumBecTtn K

CHWXEHUIo (*)yHKLl,I/IOHaJ'IbHOCTI/I nnn cokpawleHUo XU3HEHHOro Unkna npoaykuun.

8.5.2 UpeHTndUKauma n npocnexmBaeMocTb
PaanuyHble meToabl MAEHTUMKALNN BbIXOA0B A0SKHbI MPUMEHSTLCS OpraHM3aumen B 3aBUCMMOCTU
OT Xapaktepa npogykuumm unu ycnyru. lNpu onpegeneHun cpeacTtB vAeHTUdUKaUuK crnegyeT yuntbiBaTb
cnepyiwollee:
a) no4yemy BbIXOAbl HEO6XOAMMO UOEHTUDULMPOBAT;
b) Ha kakoM aTane unu atanax npouecca BbINOMNHAETCH MOAEHTUMUKALMA U KaK OHA BbINONHAETCS.

Cpep,CTBa VILleHTI/I(bI/IKaLI,I/II/I MOryT pas3nmn4yaTbCA B 3aBUCUMMOCTU OT XapaKkTepa BbIXOA0B, Hanpmnmep:

- KO4, Ha3BaHMe Unn nx covyetTaHue mMoryT ObITb UCMOSb30BaHbI ana I/IﬂeHTI/Iq)I/IKaLI.I/II/I KOHTpaKTa unn
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3aKasa Ha 3aKyrnKy;
- HOMep NapTuK, MOCTOSIHHAsS MapPKMPOBKA MINN 3TUKETKA Ha (PU3NYECKON YacTU NPOAYKLNK;

- BUAUMBbIA PU3NYECKMI NPU3HAK, YKasbiBaOLWMA Ha npeaocTaBneHne ycryrn, Takon kak ybopka B
roCTUHULE.

B Tex cnydasx, korga cywecTByeT TpeboBaHME MO OTCNEXMBAHUIO BbIXOAOB, OpraHvM3aunst AormkHa
obecneuunts, YTOObI COOTBETCTBYIOLLAS OOKYMEHTUPOBaHHas nHdopmaums o} KaXxgom
NAEeHTUULMPOBAHHOM BbIXOAE COXpaHsnach 1 bbina AoCTynHa.

8.5.3 Co6CcTBEHHOCTL NOTPEOUTENEN UITN BHELUHMX NOCTaBLYMKOB
CwMmbICn  HacTosILLEero MNyHKTa 3aknovaetcs B obecrnevyeHun TOro, 4Tobbl COGCTBEHHOCTb, He
npuHagnexallas opraHn3aunm, Ho HaxoasLWwasics nNoj ee ynpasneHvem, Gbina sawyieHa.

CobcTBEHHOCTL  MOXET ObiTb  MaTepuanbHOM W HemaTepuanbHOW (Hanpumep, Marepuan,
WHCTPYMEHTBI, NOMELLEHNsI NOTPebuTens, MHTennekTyanbHas COGCTBEHHOCTb UMW NepcoHarnbHble AaHHbIE).
[encTtBus, KOTOpble opraHM3auus [OOSbKHa nNpeanpuHsaTb Ang  3awutbl, 6yayT 3aBuceTb OT  Tuna
COBCTBEHHOCTMW.

Bnapenel, co6CTBEHHOCTU JOMKEH ObITb YETKO VI,CI,eHTVI(*)I/ILI,VIpOBaH M N3BECTEH B OpraHmn3auun.

BepM(*)VIKaLI,VIFl cobCTBEHHOCTM, €ecnu opraHmn3auua 6epeT ee noa ynpaslieHune, ABnAeTCA BaXXHbIM
3N1IEMEHTOM (Hanpwmep, noJsioxXeHne nnn cbwamqecme ycnoBusd, TOYHOCTb NepCcoHalrbHbIX ,El,aHHbIX). [aHHas
BepMd)VIKaU,VIFl AOJPKHa BbINOJTHATBLCA Ha perynﬂpHon OCHOBe.

HasHauyeHne Tpebyemon B AaHHOM MyHKTE AOKYMEHTUPOBAHHOW MHOpPMauunM 3aKmnoyaeTcs B TOM,
yTobbl ObecneynTb BO3MOXHOCTb MCMONb30BaHUSA COOTBETCTBYOLWEN wHMOpMauMM Ans  TOYHOro
yBeOOMIIEHNS NOTPeduTens Mnm BHELUHEro MocTaBlUMKa B TeX Chny4vasx, Korda COBCTBEHHOCTb yTepsiHa,
noBpexaeHa Unv MHeiM 06pas3oM NpusHaHa HENPUrogHOW NN ee UCNONb30BaHNE HEBO3MOXHO.

8.5.4 CoxpaHeHue
CoxpaHeHne MoxeT TpeboBaTbCs B Mpouecce NpPOM3BOACTBA NPOAYKUMU U NPefoCTaBreHNUst YCryr.
OpraHu3auma [oSbkHa OnpefensaTe Te BbIXOAbl, KOTOpble MOrYT YXyAWWTb WU paspywnTb, a Takke
MOBNUSATb HAa COOTBETCTBME MPOAYKLUUW W YCIyrW, U BHEOPSATb COOTBETCTBYKOLUIME METOObl COXpPaHEHUS,
Hanpumep:

a) BbIXOOOM MOXEeT ObITb WHOpMauusi, KoTopas NpedocTaBnsieT CBUAETENbCTBA MNPOBEAEHUS
OaHKOM TpaH3aKuMM U KoTopas AOfkHa ObiTb COXpaHeHa C MOMOLbI (PUBNYECKUX WU SMEKTPOHHbIX
MeToa0B nnm obowux;

b) Ha cknage roToBoOM MpoAyKUMM METOAbl COXpaHeHUsi MOoryT o6ecrneunTb LEeNoCTHOCTb,
naeHTUMKaUUIO “nnM 6e3onacHOCTb MPOAYKUMM ONS KOHKPETHbIX 3TarnoB MM MPOLLeCCOB, TakUX Kak
XpaHeHue, obpallieHre Unm TpaHCNopTMPOBKa.

B 3aBucMMOCTU OT xapakTepa BWAOOB OESTENBbHOCTU MOXET MoTpeboBaTbCs ONpeaenuTb MeToAbl
coXpaHeHus Anst noboi YacTM WM KOMMOHEHTa, KoTopble OyayT BKMOYEHbl B KOHEYHYH MPOAYKUMIO
(Hanpumep, ONs U3roTOBMEHWs unu cbopku), unu Ans obopyAoBaHUS UK MHAOPMAaLUK, KPUTUYHBIX Ans
npefoCcTaBneHns ycnyru (HanpuMep, AaHHble, HeobxoauMble ANt TEXHUYECKOW NOAAEPXKKU NOCne NocTaBku
noTpebuTento fomallHero KoMnbloTepa).

8.5.5 [leAaTenbHOCTb NOCNe NOCTaBKMU
Cwmbicn  HacTosilero nyHkTa - B obecnevyeHun BbINOMHEHUSI OpraHuM3auueit COOTBETCTBYHOLLMX
TpeboBaHWI Mocne TOro, Kak NPOAYKUMS WM ycrnyra NocTaBrieHbl, MpU3HaBasl, YTO Ha MOCTaBKe He
3aKkaH4MBaeTCs OTBETCTBEHHOCTbL OpraHM3auuu.

Mpu onpeaeneHnn [eATENbHOCTM MOCre MOCTaBKM OpraHu3aums OOfKHa Y4YuTbiBaTb HE TONbKO
n3BecTHble TpeboBaHusa (Hanpumep, NpaBoBble UKW TpeboBaHUSA NoTpebutens), HO Takke M BEPOSTHOCTb
TOro, YTO MPOOYKUWS MIN yCryra He oTBe4valoT TpeboBaHuAM, Kak TO OXmganocb, U MOryT notpeboBaTbCs
JanbHenwme pencteusa. Puck HeyaoBneTBOPEHHOCTM MOTpebuTenem unvM noTepu noTeHuManbHON
BO3MOXHOCTW YBENMYMBAETCH, €CNU OpraHmnsauus He paccmaTpyBaeT MOTeHUManbHble U YCTaHOBIIEHHbIE
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JEeNCTBUS NOCIIe NOCTaBKN.
MpuMepbl eATeNnbHOCTM NOCTe NOCTaBKM BKIOYAKOT B cebs:

a) B3aMMoZencTBme ¢ notTpebutenammn ans noaTBepXAeHus TOro, yaoBMEeTBOPSOT N UX NPoayKUns
unu ycnyru;

b) yctaHoBKka o6opynoBaHMst HA MeCcTe 1 YTUnM3aLmsa cTaporo obopyaoBaHusa notpedburtens;
C) KOHTPaKTHbIE COrMaLLeHNsl, TaKUe Kak rapaHTUK U TEXHUYecKasi MOAAEPXKKa;

d) goctyn notpebuTenen Kk oHMNanH-UHMOPMaLMK, OTHOCSLLENCS K NOCTaBKE MPOAYKUMM MNWU YChyr,
HanpMMep CTaTyC PencoB; YacTo 3agaBaemble Bonpockl (FAQS).

8.5.6 YnpaBneHue nameHeHuUsimu
OTOT NYHKT KacaeTcsl M3MEHEHMUI, KOTOpble MPOMCXOOAT B TEYEeHUe NpPOM3BOACTBA NPOAYKUMU U
npeaocTaBneHns ycnyr n KoTopble MOryT NOBMAUSTbL Ha coOTBeTCTBME TpeboBaHmam. OpraHnsaums 4OMmKHa
obecneuntb coxpaHeHue LenoCTHOCTU MPOM3BOACTBA MPOAYKUMM U NpeaoCTaBreHus ycrnyr nocpeacTBoM
yNpaBneHnsa aTMMn N3MEHEHUSMU U aHanmus3a NpeanpuHATBIX JENCTBUI, @ TaKKe PacCMOTPEHMEM TOro, Kak
3TO BNUSIET Ha cpecTBa ynpaBrieHnsi, BHeOPEHHbIE B COOTBETCTBUM € 8.5.1.

MpWYrHBI M3MEHEHMI MOryT BapbMpOBaTbCH, U OpraHu3aumns OofkHa ObiTb OCBeAOMSIEHa O HUX B
X0f4e nnaHMpoBaHus gesTtenbHocTn (cm. 6.3 n 8.1); Hanpumep, HeO6XO0AMMOCTb B U3MEHEHUWN MOXET ObITb
MHULMMPOBAHA BHELUHUM MOCTaBLUMKOM (Hanpumep, 3adepXKu MOCTaBOK WM BOMPOCHI MO Ka4vecTsy),
BHYTPEHHUMKU  akTopamm  (Hanpumep,  KpPUTUMYECKM  OTka3  obopydoBaHus,  nepuoamnyeckue
HeCOOTBETCTBYIOLME BbIXOAbl) WNW BHEWHUMMU akTopamu (Hanpumep, HOBbIA WIW  U3MEHEHHbIN
notpebuTtens UM HopMaTUBHbIE NPaBoBble TpeboBaHus).

Ons un3MeHeHW opraHusauus [OIPKHA MPUMEHATb CUCTEMHBbIM W LUMPOKUA MOAXOA. TunnyHas
AeAaTenbHOCTb NO YNPaBAEHUI0 N3MEHEHMSIMU BKNOYaeT B cebs:

a) aHanms;
b) Bepudmkaumio nnm Banuaaumio 4o BHEAPEHUS;
C) yTBEpXaeHUe, BKMoYas ogobpeHne notpedbutensi, npu HeobxoanMocTH;

d) peanusaumilo MeponpuSTUR, BKAYAs MOAUMUKALMIO 3MEMEHTOB CUCTEMbl MEHeOKMeHTa
KayecTBa.

B HekoTOpbIX cnydasx pesynbTaTbl BHEAPEHUS WU3MEHEHUA MOryT MOCIYXWTb BXOOHbIMW AAHHLIMU
ONs NPOeKTpoBaHua u paspaboTkm (cm. 8.3.1 n 8.3.6).

B 3aBMCMMOCTM OT XxapakTepa MW3MeHeHWI opraHusauusi [oJDkHa onpedenuTb noTpe6GHoCTb B
perncTpaummn 1 coxpaHeHun OOKYMEHTMPOBaHHONM MHpopMaumK, a Takke dopMaT, B KOTOPOM OHa AOSHKHA
OblTb 3aperMcTpupoBaHa U coxpaHeHa.

Mpumepbl BKIOYaoT B ce6s:

- NPOTOKOIbI aHaNU30B AeATENbHOCTY;

- pesynbTaThl Bepudukauuy u Banuaauum;

- CcBedeHUs 0 Nuuax, CaHKLUMOHUPYIOLWUX BHeApeHve W3MeHeHWi (Bkhoyas notpebuTenei, ecnu

HeobxoaMMmo).

8.6 Bbinyck npoayKuuu u ycnyr
CwmbIcn HacTosALWEro NyHKTa 3akntoyaeTca B obecneyeHun npoBedeHUs NPOBEPKU NPOAYKUMN U yCnyr
Ha COOTBETCTBME HEMOCPEACTBEHHO Nepes BbiMyCKOM M MOCTAaBKOW COrMacHO 3anfaHUpOBaHHbIM KpUTEPUSIM
npuemkn (cm. 8.1).

Jlnyo(a), caHkumoHupyowee(Me) KOHEYHbIN BbIMyCK MNPOAYKUUW WKW YCryr, OOIMKHO(bl) ObITb
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npocnexuBaembiM(K). OTO MOXET ObITb AOCTUTHYTO MOCPEACTBOM COXPaHEHUS [AOKYMEHTMPOBAHHOM
MHopMaumm, Takom Kak MOAMMCb OJO00pUMBLUErO nuua, UM 4Yepe3 OOKYMEHTAUWo, AeTanv3vpyroLyo
paspelleHne Ha aBTOMaTUYECKMA BbIMYCK MNPOAYKUMM MpPU  BbIMNOSHEHUU ONpPeAEeNneHHbIX KpuTepueB
(Hanpumep, aBTOMaTMYECKOE 3MNEKTPOHHOE paspelleHue nnatexa And oHnanH-npoAax). PaspelueHue Ha
BbIMYCK NPOOYKUUW WUNKM  YCRyr MOXeT Takke ObiTb onpedeneHo MNOCpeacTBOM — COXpaHeHUs
OOKYMEHTUPOBAHHOW MH(OpPMaLMM COOTBETCTBYHOLLUMX KL, Kak onpefeneHo OOIMKHOCTHOW WHCTPYKLUMER,
YPOBHEM MNOSTHOMOYUIA NN TOMY NOAOGHbBIM.

8.7 YnpaBneHue HeCOOTBETCTBYIOLMMM pe3yribTaTaMu NPOLEeCcCoB
8.7.1 CMbICn HacTosILEro MyHKTa 3akioyaeTcsl B npeaynpexneHnn nepexoda HeCOOTBETCTBYHOLLMX
pe3ynbTaToB Ha creaylowmii atan unm K notpedutento. CyLlecTBYOT pasfuyHble Cnocobbl yrnpaBreHust
HEeCOOTBETCTBYIOLLMMU pe3yrnbTaTaMu;

a) KoppeKUMsa HeCOOTBETCTBUS AN obecrneyveHmns ero COOTBETCTBUS;
b) nonHoe ycTpaHeHne HeCOOTBETCTBUSA 13 NpoLecca.

CteneHb ynpaserieHus, Heobxogumas ans OopraHu3auunun, 3aBUCUT OT XapaKkTtepa HECOOTBETCTBUA U €0
noTeHuunanbHOro BriNAHUA.

Ecnn BbllLeyKa3aHHble cpeacTtBa ynpaBlieHNA HEBO3MOXHbI, OpraHn3auna AOoJrkKHa VIH(bOpMI/IpOBaTb
I'IOTpe6VITeJ'IF| n apyrme CcooTBeTCTBYHOLWME 3anHTepecoBaHHble CTOPOHbI O TOM, YTO HECOOTBETCTBME N €TI0
noTeHumManbHble NOCNeacTBUsS BbinK l/ID.eHTI/I(*)VILI,I/IpOBaHbI.

Ecnun HecooTBeTcTBUE GblNo 0BGHapyeHO Mocrne TOro, Kak OHO MEepeLUrio Ha crneaylwuin atan unm
yXe ObINo nepegaHo NoTpedbuTento, opraHM3aunst 4OMKHA NPeanpuHATE COOTBETCTBYOLWINE OEACTBUA ANA
npenoTBpaLLeHNs HenpegHaMepPEHHOro UCMOb30BaHNS U HeXXenaTenbHbIX NOCNEACTBUNA.

Takue gencTens MoOryT BKMtoYaTb B cebs:

- OT3bIBbl (Hampumep, u3-3a BOMPOCOB ©0e30MacHOCTW, TakKMX KaK HenpaBWibHbIN COCTaB
NeKapCTBEHHOIO CpeacTBa);

- NpUOCTaHOBIIEHNE WUINN U3bATUE HEWUCNpaBHbIX MNpoAyKuun wunn ycnyr (Hanpwmep, n3-3a
Henpanu'leoﬁ MapKMUpOBKN Ha nuLieBon npoaykumMm Cpoka rogHoCTu, Uinmn HenpaBusibHbIX UEeH B KaTarore,
NI HEBO3MOXXHOCTU NpenocTaBlieHUA YCIyru, Kak OI'IVICEIHO);

- noBTOpHasi 06paboTka;
- YCTpaHeHne nin ymeHbolieHne HeCooTBeTCTBUA OO COrnacoBaHHOIo npuemMnemMmoro ypoBHA.

Ecnu Takne cpegctea ynpaBneHus HEBO3MOXHbI, TO B 3aBUCMMOCTM OT XapakTtepa HeCOOTBETCTBUSA
MOXeT ObITb JOCTUIHYTO cornaiwleHue ¢ notpebutenem o paspelleHUn UCNonb3oBaTb HECOOTBETCTBYOLLMNE
npoayKuuo 1 ycnyru. B aTon cutyaumm paspelueHne gosmkHO BbiTb 4aHO COOTBETCTBYOLWMM(M) MUoM(amMm)
(cm. nyHKT 7.2, nepeduncnerue d), n 8.6) nnu npmn HeobxognmocTtn notpedutenem (cm. 8.2.1).

B cnyyasx npoueccoB ob6CcnykvBaHWs C  HEMOCPEACTBEHHbIM  yyacTueM  noTpebutens
HEeCOOTBETCTBYIOLLAsA MPOAYKUMS HE WAeHTUdUUMpYeTcs, noka He GyaeT nocTaeneHa notpebutento. Mo
3TOM MpuvMHe OOMbLIMHCTBO oOpraHu3auui npuMeHslT TpeboBaHus u3 10.2 Hecoomeemcmeusi u
Koppekmupyrouwue delicmeausi npy paboTe ¢ Takum TpeboBaHneM.

Mpumep MOXeT BKOYaTb aBMAKOMMAHWUIO, NPEOOCTaBNANOLWYO MOMOLWb, NUTaHue u  (Mnu)
NpoXuBaHWe B pesynbTaTe 3agepXKu perica 40 MOMEHTa ero OTnpaBfeHnst UM noka naccaxup He byget
nepeperucTpmpoBaH Ha apyrov penc.

8.7.2 CMbICN HacTosILLEero NyHKTa 3akrio4yaeTcs B OTCNEXMBaHUN HECOOTBETCTBYIOLLNX pe3ynbTaTo.,
[OeNCTBMA MO KOPPEeKUUW HECOOTBETCTBUN, TMNPUHATLIX KOPPEKTMPYIOLWMX Mep Ana npedoTeBpalleHust
NOBTOPEHUSI HECOOTBETCTBMIA, a Takke Tex WL, KOTopble OTBETCTBEHHbl 3a ofobpeHue Bbinycka
HEeCOOTBETCTBYIOLLEN NPOAYKLUMM UK YCIYT.

Peructpaums ©“ coxpaHeHue [OOKYMEHTMPOBAHHOW WHopMauMMm O  BblLIENEPEYUCIIEHHOM
rapaHTUpyeT, YTO MPOLECCHl YNyylleHbl Y ONTUMMU3NPOBAHbI; CKOPPEKTUPOBAHHbIE paboyvne WHCTPYKLUW,
npoueccbl U npouenypbl AeTanuavMpoBaHbl Ans Oyaywero MCnonb3oBaHWs; WHdOopMauMs nepegaHa
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COOTBETCTBYIOLUUM fMLAM KaK B OpraHu3auum (CM. NyHKT 7.2, nepedncnexune d)), Tak n 3a ee npegensl (CM.
8.2.1). OTta gokyMeHTMpoBaHHas MHGOPMaLMa MOXeT Takke ObiTb MCMOMb30BaHa Kak OCHOBA 4151 aHanusa
TEeHAEHLUWIn HECOOTBETCTBUN.

OpraHusaumss pomkHa obecneunTb, 4YTOObI 3aperucTpypoBaHHasi M COXpaHeHHas WHdopmaums
copjepxana noAapoBHOCTM HECOOTBETCTBMW, MPeAnpUHATBIX OENCTBUA ANA KOPPEeKUUW, CMArYeHus wunm
cooOLEeHna O HMX, MbbiXx MOMYYEHHbIX paspelleHnid Ha OTKMNOHEHMs (Hanpumep, cornaweHve c
notpeburenem o TOM, YTO NPOAYKLUMS UNKN YCAyrn MOryT UCNONb30BaTbCA HECMOTPS Ha HECOOTBETCTBUE), a
TaKkKe Tex, KTO CaHKLNOHMPOBAr BbINOMHEHUE TakMX AEACTBUN.

9 OueHka pe3ynbTaToB AeATEJNIbHOCTU

9.1 MOHUTOPUHT, U3MepeHne, aHarun3 u oL eHKa

9.1.1 O6LwWwme nonoxeHus
Ona Ttoro 4Ttobbl onpedennTb, AOCTUrAOTCA MM HaMeYeHHble pesynbTaTthl, opraHm3auun Tpebyertca
NpOBOAMTbL MOHUTOPUHI U U3MepeHusi. ITOT pasgen TpebyeT OT opraHusaumm onpeaenntb, Kakue
NoTpebHOCTM A0SMKHbI ObITb NOABEPrHYTHI MOHUTOPUHTY U U3MEPEHUID, a TakKe Kakue MeToAbl AOSKHbI
NCnonb3oBaTbCA ANS OLUEHKN pe3ynbTaToB AESTENbHOCTU M pe3ynbTaTUMBHOCTM CUCTEMbI MEHEemKMeEHTa
KayecTBa.

Mpun onpepeneHun, kakne nOTPEOHOCTM [OOMKHbI ObiTb MOABEPrHyTbl MOHWUTOPUHTY W (MnK)
N3MEepEeHNto, opraHusauust OOfKHa paccMoTpeTb AencTBus, Tpebyemble B ApyrMx pasgenax, Takmx Kak
paspaboTka cucTeMbl MeHeKMEeHTa KayecTBa W ee npoueccoB (CM. 4.4), nnaHMpoBaHWe W ynpasreHue
aeaTenbHocTblo (cMm. 8.1), yoosBneTBOpeHHOCTb notpebutenen (cm. 9.1.2), aHanu3 n oueHka (cm. 9.1.3),
BHYTpPeHHWe ayauTbl (CM. 9.2) 1 aHanm3 co CTOpPOHbI pykoBoacTea (cm. 9.3).

OpraHusauums Takke OOIDKHA onpeaenuTb, kak ByayT npoBoAUTLCA MOHUTOPUHT, M3MEpPEHUe, aHanma
N oueHka, a Takke pecypcobl (cMm. 7.1.5), koTopble noTpebytoTca. OpraHm3auns OOMKHa PeLUnTb, Kakyto

[OKYMEHTUPOBaHHYO UMHopMaumio TpebyeTcs perucTpyupoBaTb M COXpaHsATb Kak CBUAETENbCTBO
pe3ynbTaToB.

9.1.2 YooBNeTBOPEHHOCTb NOTpebuTenen

Hactoawuin nyHKT HaueneH Ha nofyvyeHWe OT3bIBOB OT noTpebutenen. 310 obecneuymBaeT
cMcTemMaTMYecKMin noaxon K NMOHUMaHWIO BOCTPUATUS NOTpebuTensMy npodyKumMm 1 ycnyr opraHusauuu, a
Takke 6bInNy N1 yaoBNeTBOPEHbI NOTPEOHOCTU M OXUAAHUS.

Onpocbl noTpebutenen - aTo TONbKO OAVMH U3 METOAOB Nony4deHus oT3biBoB. OpraHnsaumnsa JormkHa
paccmaTpuBaTtb pasfnuyHble MeTodbl NonyveHus uHdopmauun, Gasupylowuecd Ha Tune noTpebutens
(Hanpumep,  Ou3Hec-OM3Hec, OuM3Hec-noTpebuTenb, rocydapcTBeHHass cnyxba, NpaBUTENbCTBO,
WHTEpPHET-OM3Hec). OpraHu3aunsi MOXeT onpefenutb MeToA(bl), KOTOpble OHa XOYEeT MCMONb30BaTb. ATU
MeTOAbl MOTYT BKIOYaTb, HO HE OrpaHMYMBaTLCS:

a) ornpoc MHeEHWI;

b) cBA3b ¢ noTpebutenamun (cm. 8.2.1);

C) OaHHble OT NOTpebuTens o KayecTBe NOCTaBNEHHbIX MPOSYKUNN W YCAYT;

d) aHanm3 gonu pbiHKa;

e) bnarogapHocTy;

f) npeteHauy;

g) peknamavmu no rapaHTuu;

h) ounepckue oTyeThl;

i) coumanbHele CMW, Takne kak website n oockn oobaBNEHNI;
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j) 3anpockbi;
k) nybnukyemas nHpopmauus, Takas kak raseTbl 1 XXypHansbl.

OpraHusaumss gomxkHa onpegenute notpebutenen, OT KOTOPbIX OHa XOo4yeT nomnyyvyaTb ObpaTHyto
UHpopmauno 06 yooBNETBOPEHHOCTU, U TO, Kakmm oBpa3oM OCYLLECTBMSATb MOHUTOPUHN 3TUX AaHHbIX.
OpraHusauum MoryT peluaTb, 3anpalinBaTtb M 06paTHY0 CBA3b OT KaXA0ro noTpedbuTens npu 3asBepLueHun
cornalleHns unu Mcnonb3oBaTb MpeacTaBUTENbHYO BbIGOPKY, Ga3npyloLLyOCa Ha LEeneBOM KOnuMyecTBe
NpoAa, NMOCTOSHHBIX UMM HOBbIX NOTPEOUTENAX. OTO MOXET BbINOJHATLCS Ha MOCTOAHHOW OCHOBE MIU C
onpeaeneHHon NepMoguYHOCTbIO, YCTaHOBIIEHHON OpraHu3aunen.

OpraHusaumsa gomkHa OblTb cnocobHa onpefenuTb CTeneHb yAOBMEeTBOPEHHOCTU noTpebutenen
nocrne MNpoBeAEHUS aHanM3a M OLEHKM pes3yrbTaToB, a Takke MpeanpuHATb OENCTBMS Ha OCHOBE 3TOW
nHdpopmaumm. 3ta MHpopmMaumst AOMMKHA paccMaTpMBaTbCS Kak BXOAHbIE AaHHbIE AN aHanM3a co CTOPOHbI
PYKOBOACTBA W WCMONb30BATbCs [Ans onpedeneHuss B noTpebHOCTM JAencTBurA  Ans  ynydlleHusi
yOOBMNETBOPEHHOCTU NOTpebutenen.

9.1.3 AHanus u oLeHKa
HacTtosiwun nyHKT TpebyeT OT opraHusaunm NnpoBeAeHUst aHanM3a U OUEeHKM AaHHbIX, NOfyYeHHbIX Mo
pe3ynbTataM MOHUTOPMHIa U U3MEPEHMS, C LiENbo OnpeaeneHns BbiMofHeHNs TpeboBaHUM K npoleccam,
NPOAYKLUN 1 yCriyram.

Opl’aHVI3aLI,VIF| OOJDKHa onpenefnintb COOTBETCTBYHOLWME OaHHbIE ON1A aHann3a. Bbl60p AaHHbIX O0JDKEH
rapaHTnpoBaTtb, YTO aHalnm3 " oueHka MoryT ObITb yCTaHOBJEHbl Ana:

a) onpegeneHns ypoBHs yOOBNETBOPEHHOCTU NoTpebutenen;
b) obecneyeHns Toro, YTO opraHM3aLms BbINOSHAET MMaHbl;
C) OLEHKM TOro, Kak paboTatoT BHELLIHME NOCTAaBLLMKY;

d) onpegeneHuss pe3ynbTaTMBHOCTU OENCTBUMW, MNPEANPUHATBIX B OTHOLLEHWM PUCKOB MU
BO3MOXXHOCTEN.

MprMepbl UCTOYHMKOB AaHHBLIX MOTYT BKMOYaThb, HO HE OrPaHNYMBaTLCS:
- pesynbTaTbl MOHUTOPUHIA BOCTIPUATMS NoTpebuTeneil;
- cTaTyc uener B obrnactu kayecTsa;

- aHanu3 [OenCTBMM Ha COBELLaHUAX MO pPUCKaM U  BO3MOXHOCTAM (Hanmpumep, NPOTOKOIbI
coBellaHui);

- BbINOJIHEHMNE NMPOEKTOB NO niaHy (Hanpmmep, OromKeT n CpOKVI);
- CBOeBpeMeHHad NnocTtaBkKa N Ka4eCTBO (Hanpmmep, OTKa3bI) BHELWWHUX NOCTaBLNKOB;

- NPOAYKLMS: KOMNMYECTBO NPOM3BEAEHHOr0 MpoAyKTa, COOTBETCTBUE YCTaHOBMEHHbIM TpeboBaHUsM
(Hanpumep, noTpebuTens, 3akoHoAATENbHbLIM, HOPMATUBHBIM MPaBOBbIM), KONMYECTBO YacTenl Ha MUMVOH
(PPM), nepeBoga B 0TX0Abl Unv nepegenka, CBOEBpeMeHHas NOCTaBKa, BbIMOSIHEHVE 3aKasa;

- NPeAoCTaBfieHne YCNnyr: BPeEMSI OXMOaHWS B oyepenun, CBUOETENbCTBO paspelleHusi BOMpOCOB
notpebuTtens, npocToTa AOCTyna, TOYHOCTb, OBLLMIA NOPSO0K U YMCTOTa, OPYKENOOHOCTD.

OpraHu3aums OOoMmKHa yunTblBaTb, C KaKOW NEPUOAMYHOCTBIO OHa ByaeT aHanM3npoBaTb U OLEeHNBaTb
AaHHble, KOTOpble MNOMOryT wuaeHTUdUUMPOBaTb o6nacTM Ans ynydweHusd. OTO MOXeT 3aBuceTb OT
CNocobHOCTU opraHM3auMu UCMonb3oBaTb MHAOPMaUMIO B 3MEKTPOHHOM BMAE MO CPaBHEHWIO C PYYHOWN
noaroToBKomn AaHHbIX. OpraHnsaunsa gormkHa obecneynTb, YTOObl MeTOAb! M AaHHbIE O KayecTBe (HanpuMmep,
GecnpucTpacTHble, MOfMHbIE, TOYHbIE, KBanMU@UUMPOBaHHbIE) (cM. 7.1.5) npepocTaBnsanM MNONEsHyo
MHGOPMaLMIO AN NPUHATUS PeLLeHnA pykoBoAcTBOM. CTaTUCTUYECKME METOAbl MOryT ObiTb NONE3HbIMU
WHCTPYMEHTamu Ansi NpoLeCcCoB aHanm3a 1 OLEeHKMU.
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BbixoaHble [aHHble aHanu3a W OlEeHKa YacTo MpeacTaBneHbl B BuAe [AO0KYMEHTUPOBAHHOW
MHGOpMaLIMKM, TAKOW Kak aHanuabl UMM OTYETbl O TEHAEHLMSX, U OKa3biBalOTCA BXOAHbIMU AaHHLIMU ANS
aHanusa co CTOpPOHbl pykoBoacTBa. [lo 3TOM npuuMHe STO AOMKHO ObiTb NpeacTaBneHo B Buae,
MO3BONAIOLLEM ONpeaenuTe HeOBXOAMMOCTb BbINOMHEHUS Kakux-nnbo AencTBuin. B To Bpems kak aHanus u
OLIEHKYy 4acTo OTHOCAT K aHanu3y CO CTOPOHbl PYKOBOACTBA, OpraHM3auus [OofbkHa onpeaenvTb
COOTBETCTBYHOLLYIO MEPUOAMYHOCTb, MPU 3TOM OHA MOXET TaKkKe PeluuTb BbINOMHATL 3TOT aHanua yatle,
HanpMMep Ha eeaHEeBHbIX COBELLaHUAX.

PesynbTaTbl aHanM3a U OUEHKU NpefoCTaBnsioT MHAOPMAaUMIO ANS OpraHuM3auun, Kotopasi MOXeT
Mo3BONUTL €W OMNpeaenuTb pesynbTaTbl AEATENbHOCTU W Pe3ynbTaTUBHOCTb CUCTEMbl MEHeMKMeHTa
kayecTBa ¥ Ntobble HEOOXOANMbIE U3MEHEHMSI.

9.2 BHyTpeHHun ayguT
9.2.1 LUenb BHYTPEHHMX ayauTOB 3aknioyaeTcsa B MofydeHunm uHopmaumm o pesynbTaTax
0EeATenbHOCTU U pe3ynbTaTMBHOCTU CUCTEMbI MEHELXMEHTa KadyecTBa ¢ GecnpucTtpacTHOW TOYKM 3peHus,
ansa obecneyeHnss yBepeHHOCTN B TOM, YTO 3anflaHUPOBaHHbIE MEPONPUATUS BbINOSMIHEHbI U YTO cucTemMa
MeHeKMeHTa KayecTBa pe3ynbTaTMBHO BHeAPEHa 1 NoaaepXnBaeTcs.

BHyTpeHHWe ayauTbl [OOMKHbI OLEHWBaTb BCE JNEeMEHTbl CUCTEMbl MEHeMKMeHTa KadvyecTBa
opraHu3aumMn 1M aHanmusupoBaTb [OKYMEHTMPOBaHHY0 MHopMaumio (Takytlo, Kak BHYTPeHHME Mpoueaypsbl,
YyepTexu, cneundmkaumm, ctaHoapTbl; TpeGoBaHus MoTpebuTenen; 3akoHogaTenbHble U HOpMaTUBHbIE
npaBoBble TpeboBaHWs; KOpPNopaTUBHbIE CUCTEMbI MEHeI)KMeHTa), a Takke HabnoaaTe 3a nMuamMu, KoTopble
BbINOMHAIT paboTy.

BHyTpeHHVe ayauTbl OOMKHbI OnNpeaenuTb, COOTBETCTBYET MM CUCTEMa MeHeMKMEeHTa KayecTsa
TpebosaHuam MICO 9001. XoTs opraHusaums gormkHa CTPEMUTLCS K TOMY, YTOObI €e cucTema MeHeKMEHTa
cooTBeTCTBOBana Bcem npuMeHumbiM TpebosaHnam MCO 9001, He cywecTtByeT TpeboBaHus, 4TOObI
kaxgbii pasgen MCO 9001 mnm npouecc B CUCTEME MEHEKMEHTa kadecTBa ObiniM OUEHeHbl B Xxoae
Kaxkgoro ayaura.

9.2.2 OpraHusauusa [oOrbkHa YCTaHaBnuBaTb, BHeAPSATb W MNOAAEPXUBaTb MporpamMMmy ayauTta.
lMporpamma ayguta ycTaHaBnuBaeT MepOnpuATUS ANS OAHOMO UM HECKOMNbKMX ayaAuTOB, 3annaHMpOBaHHbIX
B KOHKPETHble CPOKM W HamnpaBfeHHbIX Ha obecnedyeHne pes3ynbTaTMBHOCTU CUCTEMbl MeHeXMeHTa
KavecTBa.

Mporpamma ayauta JOIKHa OMNpefensiTb NepUOANYHOCTL NPOBEAEHUs ayMTOB opraHusauuein. 31o
MOXeT OblTb [JOCTUTHYTO MOCPEACTBOM YCTAHOBMEHUs rpacuka ayauToB (Hanpumep, MOMECSYHO,
KBapTanbHO, exerogHo). [pu onpedeneHUu MNepuUoOAUYHOCTM  OpraHusauus [OfKHa  NPUMEHUTb
PUCK-OPUEHTUPOBAHHOE MbILLTIEHWE U PacCMOTPETb, Kak 4YacTO BbIMOMHATbL MPOLECC, Kak pasBuT U Kak
CNOXeH npouecc, nobble M3MEHEHWs B Mpouecce, a Takke Lenu Nporpammbl BHYTPEHHEro ayauta.
Hanpumep, Gonee 3penbie MpoLecchl, BEPOATHO, TPeGyloT MeHee 4acTbiX BHYTPEHHUX ayauToB. Bonee
CINOXHbIe npoLiecckl MoryT TpeboBaTh 6oniee YacTbiX BHYTPEHHUX ayauToB. MNepeyeHb BXOOHbIX AaHHbIX 4ns
paccMOTPEHWS MY NNaHPOBaHUK ayAUTOB BKITOYAET, HO HE OrpaHUYNBaETCS:

a) BaXXHOCTb MPOLIECCOB;

b) npuoputeThbl pykoBOACTBA;

C) pesynbTaTthl 4eATENbHOCTU NPOLECCOB;

d) 3aMeHeHus, BNUAKOLLME Ha OpraHM3auuio;

€) pe3ynbTaTbl NpeablayLMX ayanTos;

f) aMHaMuKy npeTeH3un oT noTpebutenen;

g) 3aKoHoJaTenbHble 1 HOPpMaTMBHbLIE MPABOBbLIE BOMPOCHI.

lMporpaMma BHYTPEHHUX ayAMTOB OpraHuM3auun [OIDkKHa Takke YCTaHaBnvMBaTb MeEToAbl,
ucnonb3yemble AN ayguToB; 3TU MEeToabl MOTryT BKMYaTb MHTEPBbLIO, HAbNAeHUs, BLIOOPKY U aHanus

nHdpopmaumm. OpraHnsaummn OMKHbI NIIAaHUPOBaTh U MPOBOAMTL ayauTbl B COOTBETCTBUM C TpeboBaHMAMHM
CUCTEMbI MEHEXKMEHTA Ka4eCTBa, NPOEKTOB UM NPOLIECCOB, a HEe KOHKPETHbIX pasaenos MCO 9001.
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Mpw HasHavYeHnn Nuy A4NA NpoBeAeHNSA ayauToB OpraHunsaums AosmkHa obecneuntb 06 bEKTUBHOCTL U
BecnpucTpacTHoCTb npouecca ayamTa. 1o BO3MOXHOCTM BHYTPEHHME ayauTOpbl HE AOMKHbI NPOBEPSATb
cobcTBeHHy0 paboTy. B HekoTopbIXx cnyyasx, 0COGEHHO B MarnblXx OpraHuM3auusx unv Ha nnoLjagkax
opraHmsaumu, rae TpebyloTcs cneumanbHble 3HaHWS, NUUy MOXeT noTpeboBaTbCA MNPOBEPUTL €ro
cobcTBeHHyI0 paboTty. B aTon cutyauuun y opraHnsaumu OOMKeH ObiTb BHYTPEHHWUA ayauTop no pabote c
KONMeromn wnm JoSkHbl BbiTb pesynbTaThbl, NPOaHanNM3MpOBaHHbLIE KOMMErov Wnu pykoBoguTenem Ans
obecneyeHnss becnpmMcTpacTHOCTM pe3ynbTaToB.

Kak yacTb aToOl OesATenbHOCTM opraHM3auus AOIKHa onpeaenuTb KpUtepumn n obnacTb AN Kaxaoro
BHYTpeHHero ayauta. Kputepum moryT GbiTb onpeaerneHbl KOHKPeTHbIMU cTaHaapTaMu unm TpeGoBaHnsMu,
a 06nacTbio MOryT ObITb KOHKPETHbIe NoApasaenieHunsl, IMHUKM NPOAYKUMU, NPOLIECChHI, 34aHUS, COOPYXXEHUS U
WHXeHepHble ceTu. [1ns opraHv3auun, BHeapsioweln 6onee o4HOro cTaHgapTa Ha CUCTEMbl MEHe)KMeHTa ¢
aHasnornyHbIMu TpeboBaHMSIMU, MOXET OKa3aTbCsl MONE3HbIM NPOBEAEHNE COBMECTHOIO ayauTa (Hanpumep,
ANl MHTErPUPOBAHHOW UMM KOMBUHMPOBAHHOW CUCTEMbl MEHEKMEHTA) B LIENSAX COKPaLLEHWs U3MULIHEN
paboTbl. 3Ta MHbopMaLMs, Kak NpaBulo, NpeAcTaBreHa B NiaHe ayamTa.

lMocne 3aBepLUeHMs KaXxaoro ayamta ero pesynbtaTbhl JOMMKHbI ObiTb COOBLLEHbI COOTBETCTBYIOLLEMY
pyKoBOACTBY. Ha ocHOBaHMM 3TUX pe3ynbTaToB MOXET noTpeboBaTbCA COOTBETCTBYIOLLAS KOPPEKLMS MUnv
KoppekTupylowee pencteue. OpraHusauum MoryT BblGMpaTb YCTaHOBUTL KpuTepuu, Koraa Tpebyetcs
KOppekTupyloLllee OEeNCTBUE, OCHOBBIBASICb Ha TSHXKECTM HecooTBeTCTBUSA. Kak npaBwmo, opraHusauum
yCTaHaBMNMBalOT CPOKM [N pearMpoBaHWst M KOPPEKUWM HEeCOOTBETCTBMW Ans obecrneyeHus ux
CBOEBPEMEHHOTO YCTPaHEHMS.

B xoge ayauta npepocTtaBnsieTcsl BO3MOXHOCTb HabnogaTb YCNOBUS, KOTOpble YOOBNETBOPSIOT
TpeboBaHWAM, HO MOryT ObITb NOTEHUMANbLHO cnabbiMU CTOPOHaMWU B CUCTEME MeHeKMeHTa kadecTtBa. B
3TOM cIlyyae, ecnu opraHusauusi BKMOYaeT 3Ty WHdopMauuio B OTYET MO ayauTy, PYKOBOACTBY
npegocTaBnseTcs nHdopmMaums ons NPUHATUS pelleHns 0 HeOBXOAMMOCTU MHULIMUMPOBaHUA LENCTBUSA MO
YMyYLLIEHWIO.

PesynbTaTtbl BHYTPEHHUX ayAWTOB [OIPKHbI  PEFUCTPUPOBATLCS U COXPaHSTbCs B BuAe
[OKYMEHTUPOBAHHOM MHGOPMaLMM Kak CBUAETENbCTBO peanusaumu nporpammbl  ayauta. [pumepsi
pe3ynbTaToB ayauTOB MOTYT BKMHOYaTb OTYETHI 06 ayauTtax, CBMAETENbCTBA NPEANPUHSITHIX KOPPEKUUA 1
KOppEKTUPYIOLLMX  OelcTBuiA  (Hanpumep,  obyyeHue,  aKkTyanuauMpoBaHHasi  [OKYMEHTUpOBaHHas
nHcpopmMaumst). PesynbTaTbl BHYTPEHHUX ayaMTOB HEOOXOAMMbI Kak BXOAHble AaHHble ANS aHanu3a co
CTOPOHbI PYKOBOACTBA.

9.3 AHanus co CTOpPOHbLI PyKOBOACTBA

9.3.1 O6wWwme nonoxeHus
AHanu3 co CTOPOHbI PYKOBOACTBA - 3TO AeATENIbHOCTb, BbINOMHSAEMasi BbICLWIMM PYKOBOOCTBOM B
yBSI3KE CO CTpaTerMyeckMm HanpasrieHMeM opraHusaumu. Ero uenb - npoaHanuaupoBaTb MHGOPMaLUO O
hYHKLMOHMPOBAHUUN CUCTEMbBI MEHE)KMEHTA KadecTBa AN TOro, YToObl onpeAenvTb, SBNSETCS NN OHa:

a) noaxoadLlen - COOTBETCTBYET JIM OHA CBOEMY HA3HAYEHMIO;
b) agekBaTHOM - JOCTaTOYHA NN OHa;
C) pe3ynbTaTUBHOW - NO-MPEXHEMY NN OHa AOCTUraeT HaMeYeHHbIX Pe3ynbTaToB.

AHanu3 co CTOPOHbI PyKOBOACTBA AOMMKEH NPOBOAWUTLCS Yepes3 3annaHMpoBaHHbIe MHTepBanbl. Het
TpeboBaHusa, 4TOObl BCE BXOOHbIE [aHHble pacCcMaTpMBanuCb 3a OAWH pas, HO nnaH [AdOSKeH
npegycmatpuBaTh BbinonHeHwe TpebosaHun MCO 9001 B OTHOLWIEHMM aHanm3a CO CTOPOHbI PYKOBOACTBA.
OpraHusaums MOXeT BbIMOMHATb aHanM3 CO CTOPOHblI PYKOBOACTBA Kak OTAENbHO, Tak U B KOMOMHaLuM
COOTBETCTBYIOLLMX MEPONPUSATUIA (Hanpumep, CoBELLAHNSA, OTYETbI).

BpeMﬂ npoesegeHunAa aHanm3a CO CTOPOHbI PyKOBOACTBA MOXET ObITb 3anaHnpoBaHO OgHOBPEMEHHO
Cc apyrumu Bnaamu penoson AeATeNbHOCTU (Hanpwmep, cTpartern4yeckoe nnaHnpoBaHune,
6I/I3H€C-I'IJ'IaHI/Ip0BaHI/I€, eXxerogHble BCTpe4u, pa6oq|/|e coBelwlaHuAa, ppyrue CTaHOapTHble aHanusbl
CUCTEMDI MeHep)KMeHTa) anst fob6aBneHns LEHHOCTN N UCKITIOYEHMNST U3MULLHUX MHOTOUMUCIIEHHbIX BCTpeu.
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9.3.2 BxoaHble AaHHble aHanu3a co CTOPOHbI PyKOBOACTBA
BxogHble OaHHble aHanu3a CO CTOPOHbI PYKOBOACTBA MPSIMO OTHOCATCA K Apyrum pasgernam UCO
9001, BkntoYass aHanM3 U OLEHKy AaHHbiX (cM. 9.1.3). BxoaHble OaHHble OOJMKHbI MCMONb30BaTbCA Ans
onpeaeneHns TeHAEHUNA C LEeNbto MPUHATUS PELLEHUI 1 BbINONIHEHUS OEUCTBUN, OTHOCALLMXCSA K CUCTEME
MeHeKMeHTa KayecTBa. BxogHble AaHHblIE aHanu3a co CTOPOHbI PYKOBOACTBA MOIYT BKIOYaTh!

a) cTaTyc AeACTBUIN U3 NPeALLEeCcTBYHOLLMX aHAaNU30B CO CTOPOHbI PYKOBOACTBA;
b) nameHeHus Bo BHELLHNX N BHYTPEHHUX (hakTopax (cm. 4.1);

C) YAOBJIETBOPEHHOCTb I'IOTpeGVITeJ'IeVI N OT3biBbl COOTBETCTBYOLWNX 3anHTEPECOBAHHbLIX CTOPOH (CM.
9.1.2);

d) uenu B obnactu kadectBa (cM. 6.2);

€) pe3ynbTaTbl AeATEeNbHOCTU NPOLIECCOB 1 COOTBETCTBMUE NPOAYKLMM 1 ycnyr (cMm. 4.4 n 8.6);

f) HecooTBeTCTBMA U KOppeKkTUpYytowme aenctams (cm. 10.2);

g) pe3ynbTaTbl MOHUTOPUHIa U namepeHus (cm. 9.1.1);

h) pesyneTtatbl aygutoB (cMm. 9.2);

i) pe3ynbTaTbl AEATENbHOCTY BHELUHMX NOCTaBLUMKOB (CM. 8.4);

j) BocTtaTovHoCTb pecypcoB (cMm. 7.1);

k) pesynbTaTMBHOCTb NPEANPUHATLIX AENCTBUMA B OTHOLLEHWUM PUCKOB 1 BO3MOXHOCTEW (cM. 6.1);
[) BO3MOXHOCTM Ans ynydwenums (cm. 10.1).

OpraHusaumm mMoryT BKNtoYaTb JOMNOMHUTENBbHbIE aCNEKTbl B aHaNn3 CoO CTOPOHbI PYKOBOACTBA (Takue,
Kak BBeAEHME HOBOW MPOAYKUMKW, (DUHAHCOBbIE pe3yrbTaTbl UKW HOBble OM3HEC-BO3MOXHOCTWU) ANS TOro,
4YTOObI ONpefenvTb, 4OCTUrAeT N OpraHM3auns ee HameyeHHbIX pe3ynbTaToB. DTO BKMYaeT TpeboBaHus
apyrmx pasgenos MCO 9001 (Takux, Kak 4.2), rae cyuiectByeT TpeboBaHMe MO MOHWTOPWUHIY WU aHanuay
MHopMaLmn.

9.3.3 BbixogHble AaHHbIe aHanM3a co CTOPOHbLI PyKOBOACTBA

BbixogHble gaHHble aHanmM3a CO CTOPOHbI PYKOBOACTBA AOJDKHbI BKIOYaTb PEeLUeHns U AeNCTBUS B
OTHOLLEHMN BO3MOXHOCTen ans ynydwenus (cm. 10.1), Heobxoaumbix uameHeHun (cm. 6.3) B cucteme
MeHeaXMeHTa kayecTBa W Tpebyembix [OMNOMHMTENbHbIX pecypcoB (cm. 7.1). CraTyc [pewncrsui,
onpegeneHHbIX B Xo4e aHanm3a CO CTOPOHbI PyKOBOACTBA, AOMKEH ObiTb BKMIOYEH KaK BXOAHble OaHHble
ANa cneaylollero aHanusa co CTOpPOHbl pykoBoAcTBa. B uensx obecneyeHusi CBOEBPEMEHHOIO MPUHATUSA
Mep OpraHusaums 4OSKHa OCYLLEeCTBNATb MOHUTOPUHI 1 MPOBOAWTL aHanM3 3TUX A4eNCTBUA HA NOCTOAHHOM
OCHOBe.

OpraHuzauusi [OfKHa PerncTpuMpoBaTb W COXPaHATb [AOKYMEHTUPOBAHHYK MHAOpMaLUo  Kak
CBMOETENLCTBO pe3ynbTaTOB aHanmusa co CTOpPOHbl pykoBoAdcTBa. [lpuMepbl  [OKYMEHTUPOBAHHOM
nHdOpMaLIMK MOTYT BKMOYaTh Npe3eHTauum, NpoTOKOMbl COBELLAHUIA UMM OTYETHI.

10 YnyuweHue

10.1 O6wuMe nonoxeHus
Llenbto ynydweHus nns opraHmsauum sBRSAOTCA NNaHMpoBaHWE WM (PAaKTUYECKOE BbINOJIHEHUWE
OEeCTBUA NS OOCTUXEHUS HaMEYEHHbIX pe3yrbTaToOB U MOBbLILEHWS YOOBNETBOPEHHOCTU MOTpedbuTenen.
BbisiBNeHne BO3MOXHOCTEN AN Yry4LleHUs NoMoraeT BbINOMHATL TPeboBaHUA U oxumaaHus notpebutenen
yepe3 ynydleHne MpoayKUMM M YCNyr, KOPPEKUWIO UNU npegynpexaeHne HexenaTernbHbIX BrWSHWUIA W
yNyJdlleHne pe3ynbTaToB AEeATENbHOCTM U Pe3yribTaTUBHOCTU CUCTEMbI MEHE)KMEHTA Ka4yecTBa.

CyLlecTBYyOT pa3nunyHble METOAbI MPOBEAEHNS YIYYLLEHWUIA, TaKNe Kak:
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a) MpOpbIBHbIE TMPOEKTbl, KOTOpPble MPUBOAAT K WHHOBaUMSIM, NEPecMoTpy W  yhyyleHusIM
CYLLIECTBYIOLLMX MPOLECCOB UMM K BHEAPEHUIO HOBbIX MPOLIECCOB;

b) nocTosiHHas OeATenbHOCTb MO YrydylleHWo HeBGOoMbLUMMK Luaramu, BbIMOSHAeMass B pamMkax
CYLLECTBYIOLLMX NPOLECCOB;

C) yCTpaHeHune npuy4nHbl MMerLeroca HeCooTBeTCTBUA.

B 1o Bpems kak koppekTupyowee gencteue (cm. 10.2) onpegensdet meTtonpl, Heobxoaumble Ans
onpeaeneHunst NPUYMH BbISIBNIEHHbIX NPOOMNEM (M UCKMOYEHMS MX MOBTOPEHMS) COOTBETCTBYHOLMM 06pasom,
nocTtosiHHoe ynydweHune (cMm. 10.3) siBnsieTcs NpoLEeCcCOM BbIMOSHEHUSI OENCTBUN Ha PEerynsipHON OCHOBE
ONsl BHEAPEHWSI COrNacoBaHHbIX PeLLeHNIA, KOTOpbIe JOSMKHbI MPUHECTU MOSNOXNUTENbHbIE PEe3yrbTaThl.

Hencteua no ynyyweHuno MoryTt OblTb caenaHbl B OTHOLLEHUU npoaoykumn n ycnyr Tak Xe, Kak 1 B

OTHOWEHUN CUCTEMbI MEHEP)KMEHTa Ka4vecTBa.

10.2 HecooTBeTCTBUSA U KOPPEKTUPYIOLME AeUCTBUA
10.2.1 Korga BO3HMKaeT HECOOTBETCTBME, BKNOYAs NMPETEH3UN, OpraHn3aumst JOSbKHa NpPeanpuHSaThb
OEenCcTBMs MO paccrefoBaHM0 TOro, YTO MOLUNO HEMNpaBWIbHO, MO KOPPEKUUKN, €CNN 3TO BO3MOXHO, U OIS
UCKMoYeHns NofgobHbIx npobnem B Oyayuwiem. OpraHusauus OOMKHa CTPEMUTLCH YCTPaHUTb MPUYUHBL U
nocrneacTBus BNUsiHUA npobnem, KoTopblie MOTyT UMETb OTpuLaTenbHoe BO34ENCTBME Ha:

a) ee pesynbTaThl;

b) ee npoagykumto, ycnyru, NpoLeccsl UNn CUCTEMY MEHEXXMEHTa Ka4yecTBa;

C) YOOBNETBOPEHHOCTL NoTpebuTenen.

lMoTeHumanbHbIe CTOYHUKM MHPOPMaLMK O HECOOTBETCTBUAX BKIIOYAIOT, HO HE OrpaHMYNBaloOTCS:
- HabngeHNs BHYTPEHHUX M BHELIHUX ayauTos (cMm. 9.2);

- pesynbTaTbl MOHUTOPUHIa Y U3MepeHus (Hanpumep, KOHTPOSb, AedeKTbl NPOAYKLMN UMK YCIIyr);
- HECOOTBETCTBYHOLLYIO NPOAYKUuio (cM. 8.7);

- NpeTeH3un oT noTpebutenen;

- HECOOTBETCTBME 3aKOHOAaTENbHBIM U HOPMATMBHBLIM NPaBOBbIM TPeBOBaHNSAM;

- npobnembl C BHEWHMMX MOCTaBLiMKaMM (HanpuMep, CBOEBPEMEHHOCTb MOCTaBKM, BXOOHOW
KOHTPOnb);

- BbIABJ1IEHHbIE pa60THI/IKOM I'Ip06ﬂeMbI (Hanpmmep, C NMOMOLLbIO ALKMKOB ANnA I'IpeﬂJ'IO)KeHI/IIZ);
- peKknamaunm no rapaHTun.

OpraHuzauusi [ofmkHa npeanpuHUMaTb OEWCTBUS MO yNpaBleHWd UNW - Koppekuuu mnoboro
HECOOTBETCTBUS. IOTO MOXET OblTb [OOCTUTHYTO CAEpPXMBaHMEM MpoGnemMbl, Moka MpoAoShKaeTcs
paccnefgoBaHue. OpraHusauuy MOXeT MoTpeboBaTbCs CBsi3aTbCA C MOTPEOUTENAMW WM BHELUHUMU
nocTaBLLMKaMK, YTOObl COOOLUTL UM O HECOOTBETCTBUM U MPELOCTaBUTb MH(OPMALMIO O NOTEHLMaNIbHOM
UMK CYLLECTBYHOLEM BIMSHUM Ha NPOU3BEAEHHYIO MPOAYKLIMIO UMM NMPEAOCTaBIEHHYIO YCNyTY.

OpraHusaums [OoSbKHa paccmaTtpuBaTb M aHanM3vmpoBaTb HECOOTBETCTBME ANs OMNpederieHus ero
MPUYUHBI U TOTO, CYLLECTBYET NN OHO rae-nvbo eLle, MOXeT N OHO NOBTOPUTLCH UM BO3HWKHYTb B APYrow
obnactn. OpraHusaums [orkHa onpedenuTe o0beM AeNCTBUW, KOTOpble HeobXoaMMO NpeanpuHATb,
OCHOBbIBasiCb Ha MNOTEHUMAnbHOM BIWUSHUM HecooTBeTCTBMA. OpraHu3auvs [OOrKHa BHeApsATb mtobble
HeobxoaMMble OEWCTBMSA, OCHOBaHHble Ha 3TOM aHanu3de. JTO MOXeT ObiTb OOCTUIHYTO C MOMOLLbLIO
pasnnyHbIX METOAOB, Ha3BaHHbIX danee, HO He OrpaHu4MBasCb WMW: BbINOMIHEHWE aHanu3a KOPHEBbIX
npuyvH; paspeweHve npobnem metogom "Bocemb aucumniuH" (8Ds); ¢ momowbio aHanwusa BUOOB U
nocneacTeun otkasos (FMEA) nnu gnarpammbsl NPpUYMHHO-CNEACTBEHHbIX CBA3EN.

OpraHusaumsi O0KHa aHanuauMpoBaTb Pe3yNbTATMBHOCTb KaKOOro KOPPEKTUPYHOLEro [OencTeust
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nocpeacTBoOM MnoATBEPXKAEHMsT (HA OCHOBE CBMAETENbCTBA) TOro, YTO ObLIIO peanvM3oBaHO AEWCTBME WU
BbIMOSIHEHA KOppPeKuusi. OTO MOXET ObiTb AOCTUrHYTO MyTeM HabMoaeHus pes3ynbTaToB MPOLIECCOB UIK
aHanusa gOKyMEHTMPOBaHHOM MHGopmauuun. [Onsa obecnevyeHnss yBepeHHOCTN B TOM, YTO pe3ynbTaTMBHOE
BHeZpeHMe MOXeT BbITb BEpUdpULIMPOBaHO, OpraHn3aLmnsi MOXeT YCTaHOBUTb COOTBETCTBYIOLLEe BpeMS Ans
BbIMOSIHEHNA HEOOXOAMMbBIX OEWCTBUNA, NMpexae YeM MPOBOAUTb UX aHanm3. OTO MOXET BapbUpoBaTbCHA B
3aBMCMMOCTM OT CMOXHOCTM M nNOoTpebHOCTM B pecypcax (Hanpumep, 3akynka Mpoun3BOACTBEHHOMO
obopynoBaHus), Heo6Xx0AMMbIX ANSA BbINOMHEHWS 4EACTBUN N0 YCTPAHEHWIO HECOOTBETCTBMS.

OpraHusaumsi ofmkHa paccMOTPETb, HE MOXET N BO3AEUCTBUE NPeanpUHSTOrO KOPPeKTUPYIOLLEro
OelCTBUS B ofHOW o6nactv cTaTb MNpPUYMHON HebnaronpuaTHOrO BO3AENCTBUS B Apyroi obnacTtu
opraHusauum.

Mocne aHanusa KOPPEeKTUPYIOLLMX OENCTBUMA OpraHu3auusi AOSDKHa paccMOTpPeTb, CYLLUEeCTBYET I
PVCK WM BO3MOXHOCTb, KOTOpble paHee He Obiny onpeferieHbl B xXoge nraHvpoBaHus (cM. 6.1). Mpu
Heo6XxoAMMOCTM B NNaHMPOBAHUE OOMKHbI ObiTb BHECEHbI M3MEHEHWS.

10.2.2 OpraHunsaumss OOMKHa perucTpupoBaTb U COXPaHSATb OOKYMEHTUPOBAHHYK WHopmaumio,
OEMOHCTPUPYIOLLYI0, Kakas KOPPEeKUWs WM KoppekTupylowme AericTBus Obinn npeanpuHAThl, BKAYas
Xapaktep HecooTBeTCTBUSA (Hanpumep, OT4YET O HEeCOOTBETCTBWMM, rpajauus HecoOTBETCTBUA -
3HauyuTenbHble/He3HaYUTENbHbIE); MPUMEPBLI MOTYT BKMOYaTb (POPMbI KOPPEKTUPYIOLWUX AENCTBMI unu 6asbl
AaHHbIX, a TaKkke CBMAETEeNbCTBa, AEMOHCTPUPYIOLLMNE, YTO AeNCTBUS ObInn NPeanpUHATLI.

10.3 NMocTosiHHOE yrnyulueHne
OT opraHuzaummn TpebyeTcs NOCTOSAHHO ynydlwaTb NPUrOAHOCTb, afeKBAaTHOCTb U Pe3ynbTaTUBHOCTb
CUCTEMbI MEHE)KMEHTa KayecTBa.

lMocTosiHHOE ynyyweHne MOXeT BKINK4aTb OENCTBMS MO MOBLILEHWIO COrfacoBaHHOCTU BbIXOAOB
npoueccos, npoaykumm un ycnyr C uUenbio NoBbllUEHNA YPOBHA COOTBETCTBUA BbIXOAOB U CHUXEHUA
OTKIMOHEHNI npouecca. OTO BbINONHAETCS AN TOro, 4ToObl ynyyquwaTtb pesynbTaTtbl OEATES1IbHOCTU
OopraHu3aumn 1 noBbilWaTb Bbliro4y AN ee r|0Tpe6|/|Tene17| N 3anHTepeCoBaHHbIX CTOPOH.

OpraHusauusi OofmKkHa paccMmaTpuBaTtb pesynbTaTbl aHanu3a M oueHku (cMm. 9.1.3) u aHanusa co
CTOpOHbI pykoBoacTBa (cMm. 9.3) ana onpedeneHus Toro, Heobxoaumbl NV OEWCTBUA MO MOCTOSHHOMY
ynydwenuio. OpraHusaums [OSKHa paccMaTpuBaTb [OEUCTBUS, HeobXoaumble ONs  ynyulleHus
NPUrodHOCTU, afleKBaTHOCTU U pe3ynbTaTUBHOCTM CUCTEMbI MEHE)KMeHTa KayecTea.

CyliecTByeT HECKOMNbKO MEeTOAOMOrMM N MHCTPYMEHTOB, KOTOPble OpraHM3auus MOXeT paccMOTpeTb
08 BbINOSTHEHUS AENCTBUM MO MOCTOAHHOMY YrYYLLIEHUIO; OHW BKMNIOYalT, HO He orpaHunymsatoTca: Lectb
Curma, Bepexnusoe nponsBoacTeo unu KangseH.

Kak pesynbTaT OeNUCTBMMA MO MOCTOAHHOMY YIy4YLIEHU0 opraHuM3aums OOSDKHa yBUAETb YNydlleHus
Ona ee npoaykuuu, yCnyr W rMpoueccoB, a Takke YnydlweHWa B pesynbTaTax [OesaTenbHOCTU U
pe3ynbLTaTUBHOCTU €e CUCTEMbI MEHEe)KMEHTa KayecTsa.

Mpunoxexne OA
(cnpaBo4Hoe)

CBefieHMsA 0 COOTBETCTBUMN CCbINOYHbIX MeXOYHapoOHbIX CTaHAAPTOB HAaUMOHalNbHbIM CTaHAAapTamM

Tabnuua OA.1

O603Ha4YeHne CCbINTIOYHOro CreneHb O0603HayeHne 1 HAMMeHOBaHME COOTBETCTBYHOLLENO
MeXayHapoAHoro ctaHaapTa COOTBETCTBUSA HaLMOHanbHOro cTaHgapTa
ISO 9000:2015 IDT [OCT P NCO 9000-2015 "Cuctembl MeHegkMeHTa

kayectBa. OCHOBHbIE NOMNOXEHUA U crioBapb”

ISO 9001:2015 IDT [OCT P NCO 9001-2015 "CucteMbl MeHegkKMeHTa
kayecTBa. TpeboBaHus"
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ISO/IEC 31010:2009 IDT FOCT P NICO/M3K 31010-2011 "MeHeaXMeHT pucka.
MeToab! oueHKM pucka"

MpumeyaHne - B HacTodwen Tabnvue uCcnonbL30BaHO cnegywuwiee  ycrnoBHoe 0003HayeHe cTeneHun
COOTBETCTBUA CTAaHOAPTOB:

- IDT - ngeHTn4YHbIE CTaHOapThI.
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