GOELNEPAJNIBHOE ATEHTCTBO
Mo TEXHUWHECKOMY PEI'YINNMPOBAHUIO U METPOJOI' NI

[NTPOBEOEHUE CAMOOLIEHKUN OEATEJIBHOCTW
NPEOANPUATUN HA COOTBETCTBUE CUCTEM
MEHEOQ)XXMEHTA KAYECTBA NMPEAMNPUATUN
TPEBOBAHUAM CTAHOAPTA
[OCT P UCO 9001—2008

HALUMWOHAINDbHDBIU

CTAHOAPT 54138_

POCCUUCKOMW
OPEOEPALUUMN

U3paHue ocpuymnanbHoe

MockBa
CtaHgapTuHdpopm
2012


http://www.mosexp.ru
http://www.mosexp.ru

FOCT P 54138—2010
[lpeaucnoBue

Llenn n npuHUunel ctaHgapTusaunn B Poccumnckon Peagepaunn yctaHosneHbl PeaepanbHbiM 3aKOHOM
oT 27 aekabdbps 2002 r. Ne 184-P3 «O TeXHUYECKOM perynmpoBaHnuny», a npasmna npuMeHeHunst HauMoHanbHbIX
ctaHgapTtoB Poccunckon ®egepaunmm — OCT P 1.0—2004 «CtaHaapTusaunsa B Poccumnckon ®epgepaumin.
OCHOBHbIE NONMOXEHUAY

CBepneHUA o cTaHaapTe
1 PASPABOTAH Hay4yHo-TexHUYecknum LeHTpoM « MHTEK»

2 BHECEH TexHu4yeckum kommutetom no ctaHgaptusaumm TK 100 «CtpaTtermyeckmm n MHHOBaLMOH-
HbIA MEHEAKMEHT»

3 YTBEPXOEH M BBEAEH B JEWNCTBUWE Mpukaszom degepansHOro areHTcTBa no TEXHUYECKOMY
perynupoBaHuio n metponornn ot 21 aekabpa 2010 r. Ne 884-cT

4 BBEAEH BINEPBbIE

ViHgbopmMmauuss ob U3MeHeHUsIX K HacmosileMy cmaHoapmy nybrnukyemcs 8 eXea200HO u3dagaeMoM
UHpOpMalUOHHOM yKa3amene «HalyuoHanbHbIe cmaHoapmhbi», @ mekcm U3aMeHeHUU U rornpaeok — 8 exe-
MeCSYHO u30asaeMbix UHMOPMaUUOHHLIX yKalzamensx «HauuoHanbHbie cmaHOapmei». B cniyyae nepe-
cMompa (3aMeHbl) Unu OmMeHbl Hacmosuweao cmaHoapma coomeemcmeyruiee yeeodoMiieHue byoem
onybnuKo8aHO 8 eXXeMeCAa4YHO i30asaeMoM UHPOPpMaUUOHHOM YKa3zamerne «HalyuoHarnbHbie cmaHoapmabi».
Coomeemcmeyrouwjas UHpopMalyus, yeeoOoMIIeHUe U meKCcMmbl pasMeljaromcsi makxe 8 UHpopMaUuUOHHOU
cucmeme obujea0 rnonb3oeaHuss — Ha ocbuyuanbHoM caume PeodepanbHo20 azeHmemaea rno mexHuU4ecKkoMy
pezaynuposaHur U Mempornoauu e cemu VIHmepHem

© CraHpgapTuHdopm, 2012

HacTtoawumn ctaHaapT He MoXeT ObITb NOMHOCTLIO UMM YacTUYHO BOCTNIPOU3BEAEH, TUPaXXNPOBaH U pac-
MpocTpaHeH B KayecTBe oduumanbHoro nsgaHmsa 6es paspeweHns PegepanbHOro areHTcTBa Mo TeEXHNYECKO-
MY PeryrimpoBaHuo 1 MeTpPoioru
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BBenoeHue

HacToswmnn cTaHgapT coaep)XUT nepevyeHb KOHTPONbHBLIX BOMPOCOB, OXBaThbiBaloLWWA pasnUYHble
acnekTbl paspaboTkn, BHegpeHUsa U cepTUuduKkaumm cUCcTeMbl MEeHeKMeHTa KadvecTBa Ha COOTBETCTBMUE
[OCT P CO 9001 B uensax okaszaHnsg NOMOLLKM MarnbIiM U cpeaHUM NpeanpuaTusmMm npyu NnoHUMMaHnUM 1 peanm-
zauun TpeboaHun FTOCT P NCO 9001; nosBonsaeT npeanpusatuam onpeaensaTb COOTBETCTBME UX CTaTyCa
3TUM TpeboBaHUAM; NOMOTraeT UAEHTUMPULIMPOBATL OCHOBHLIE 0BMAacTU ynydllueHUs. KOHTPONbHLIN NepeYeHs
cocTounT 13 11 yacteu, kKaxxgaa 13 KOTOPbIX pacnpocTpaHseTCcHd Ha KOHKPETHLIW acnekT cepTudpukaunm npea-
npnaTna unn npoeepkn Ha cootBeTcTBUEe TOCT P NCO 9001, ¢ KpaTKMM nosicHeHUeM TpeboBaHNN U AONOT-
HUTEeNbHOWU MHPoPMaLMeEn.

HacTtodawmm ctaHgapT onupaeTca Ha NPUHUUMNBI CaMOOLLEHKM CUCTEM MeHe)KMeHTa KadecTBa npea-
npuaTrn, nanoxkeHHole B MCO 9001 Fitness Checker, koTopbl BbIn pa3padoTaH B COOTBETCTBUN € [1porpam-
MOW MOBLILLEHUSI KOHKYPEHTOCNOCOOHOCTU ManbiX U cpegHux npeanpusatun (ProCIP) MexayHapoaHbIm
LEHTPOM TOProBN.

IV
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HAUUWOHANBbHBIN CTAHOAPT POCCUUCKOMWN PEOEPALNMN

NPOBEOQEHUE CAMOOLIEHKU OEATENBLHOCTU NPEANPUATUN HA COOTBETCTBUE CUCTEM
MEHEIXMEHTA KAYECTBA NMPEANMPUATUN TPEBOBAHUAM CTAHOAPTA

[OCT P UCO 9001—2008

Implementation of the enterprises activity self-certification with conformance of the enterprise quality management
system to the requirements of GOST R SO 9001—2008

[lata BBegeHnsas — 2011—09—01

1 O6nactb NpMeHeHUA

HacToswmn ctaHaapT coaepXuT onucaHune TpedboBaHUKA, npoueaypbl cepTudnkalm Ha COOTBETCTBMUE
HacTosAILLEeMY CTaHOapTy, a Takke npoueaypsbl, HeobxoanumMon ANga NOCTENEHHOro NPOABWKEHUA NpeanpusaTUs
K cooTBeTCTBUIO TpeboBaHuam [ OCT P MCO 9001. NpunuseaeHHbIN MEXAHU3M MOMOXKET OQHOBPEMEHHO Onpe-
0ennTb COOTBETCTBUE NpeanpusaTust 3TMM TpeboBaHUAM WU, crneaoBaTefibHO, NTOMOXET NAeHTUPULUMPOBaTL
OCHOBHble 0bnacTu yny4dlleHust Ha NyTU K cepTudonkaumm Ha cooteeTcTeMe TpeboaHnam FOCT P NCO 9001.

Bonpockl crpynnpoBaHbl B 11 YacTen, Kaxgaa U3 KOTOopbIX pacnpocTpaHdaeTcd Ha pasfnnyHbie acneKkThl
NPOABMXKEHUA NpeaAnpuaTna K ceptudoukaum nnm npoeepke (ayanty) Ha cooteeTctBne [OCT P MCO 9001.
Ho oHK He obsA3aTeNnbHO A0MKHBLI ObITh peann3oBaHbl He3amMeanuTenbHO. ECnn Bbl XOTUTE pa3gennTb Bally
OLLeHKY Ha nocnegoBaTenbHble aTanbl, TO MOXeTe COXpaHUTb goKyMeHTauuo (dpann) 1 npoaocmKnUTb € TOro
MECTa, rae Bbl OCTAHOBUMUCL Ha npeabiaywem atane. Kaxabih Bonpoc copMynnpoBaH Tak, YTODblI OTBET
OblN 0AHO3HAYHBIM — «da» UK «HeT». OTBeYas Ha BONPOC «da», Bbl NoATBEpXKdaeTe Balle NoHUMaHKe Nnpo-
Onembl U NNAHUPOBAHWE BaMM JaHHOMO acnekra CUCTEMblI MeHeaXXMeHTa KavecTBa. [1pn oTBEeTE «HEeT»
npegnonaraeTcs, YTo NMMOO Bbl HE YBEPEHBI B TOM, KaK NMpoaomkaTh paspabdboTKy KOHKPETHOro acnekra MeHe K-
MEHTa Ka4yecTBa, NMbo BaM HesicHa npobnema B NpUHLUNE Ha AaHHBLIA MOMEHT, NMPW 3TOM Bbl MOXKETE MNOMY-
YUTb B KAYECTBE OTBETA ACMNONMHUTENBHYIO MHOPMaLWIo, KoTopasa MoXeT ObITb NnonesHa ans Bac.

HacToswmni cTaHgapT npeagHasHaveH npexae Bcero Ans rnoBbllLEeHUS KOHKYPEHTOCNOCODHOCTU ManbIX
n cpegHnx npeanpuatiiia (MCI1). OgHako oH MOXeT ObITb MCMONb30BaH U APYrMMU NPeanpUATUSMA pasnind-
HbIX POpPM CODCTBEHHOCTH.

PasHuua mexay MCI1 1 6onee KpynHbIMUA OpraHn3anusiMn 3akniovaeTcs B TOM, YTO BTOPbIE MOTYT cebe
Nno3BoNUTL Oonee aetann3anpoBaHHOe pasfeneHue U pasrpaHndeHne pyHKUMA, NOMHOMOYNNA N PECYPCOB,
Torga kak MCI1 BeIHYXAeHblI UHTErpUpPOBaTh pasnnuHble PYHKUNMN N 0DA3AHHOCTU B paMKaxX OOHUX U TEX XKe
noapasgeneHnn, CoOTpYAHMKOB U PecypcoB, UM NMOMHOCTbLIO UCKNIOYAaTh KakKylo-TO UX YacTb.

Kpome Ttoro, MCI'1 ropasgo TpyaHee B3aMMOAENCTBOBATL C KPYMHBLIMW MOCTaBLIMKaAMK, KOTOpble bonee
CKNOHHbI pearnpoBaTb Ha TpeboBaHUs bonee KpynHbIX CBOMX KNMeHToB. B atom cmeicne MCI1 ropasao
TpyaAHEee HanaauTb HeObXoAMMYID opraHusauuntie paboT no cosgaHuo U nogaepKaHuw a3 ekTUBHON Aest-
TenbHOCTU, BKNtovasa 1 CMK, nosTomMy Anst HUX ABNSAETCS Ype3BblMalHO BaXKHBIM Hanu4mne d6onee YeTKUX peko-
MeHaaUnn, NO3BONSALWMX MM yCTaHaBNUBaATb U OLeHMBAaTb NPaBUMNbHOCTb N 3 PEKTUBHOCTL COBEpPLUAEMBbIX

UMW JENCTBUN B OTHOLLEHUU CBOEW HenocpeaCTBEHHOMN AeATENTbHOCTU N OCOBEHHO NMPpUMEHSAEeMbIX UMW CUC-
TeM MeHeIKMeHTa KadyecTBa.

2 HopmaTuBHbIe CCbINKN

[OCT P NCO 9000—2008 Cuctembl MeHepKMeHTa kavecTBa. OCHOBHEIE NOMOXEHUA U CNOBaphb

[OCT P NCO 9001—2008 Cuctembl MeHemKMeHTa KavecTBa. TpeboBaHU4

[OCT P NCO 9004—2010 MeHeoXXMeHT Ana A0CTMXKEeHUA YCTOUYMBOTO ycnexa opraHusauunn. INoaxoa
Ha OCHOBE MeHeaKMeHTa Ka4vecTBa

[OCT P UNCO 10007—2007 MeHegpkmMeHT opraHmsaunn. Pykosoasuwme ykasaHus no ynpaseHnio KOH-

urypaumnen

U3paHune odbmumnanbHoe
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3 O603HaYeHNA U COKpaLLeHUs

MOK — MexayHapogHas 3nekTpoTexHn4eckasd KOMUCCUA;

NCO — MexagyHapoaHadq opraHusaums no ctaHgaptTusauum;

Ong (KISS) — onepaTUBHOCTb U NPOCTOTa B AEUCTBUAX;

CMK (QMS) — cuctema MeHeIKMeHTa KauyecTBa;

MCI1 (SME) — mantle 1 cpeaHue npeanpudaTug;

FOHKTAL (UNCTAD) — KoHdepeHuuna OpradHmsaumm ObbegnHeHHbIX Hauuy no Bonpocam TOProBv U
Pa3BUTUSA;

BTO (WTQO) — BcemupHaga Toprosas opraHusaums.

4 OOwWwune NnonoxeHus

HacTodawuy ctaHgapT npeaycmaTtpuBaeTt cneayiowive 11 atanoB Ha NyTU K cepTUgpmnKkaum Unu npoBep-

ke (ayguTy) Ha cooTtBeTcTBMEe [OCT P NCO 9001;

[MpuHATUE cTpaTernm B obnactu KavecTsa.

Pa3paboTka cucTeMbl MEHEIXKMEHTA Ka4YecTBa.
OTBEeTCTBEHHOCTb PYKOBOACTBA.

CosgaHune n peanusaunst ()KU3HEHHbLIW LMK NpoayKuunn).
CBs13b C NoTpedbuTensmn.

3aKyrKu.

[TpoeKkTnpoBaHue 1 paspaboTka.

[Tpon3BoaCcTBO N 0BCNYXXUBaHUE.

MOHWUTOPUHI, N3MepeHne N aHanus.

10 BHegpeHue cnctembl MeHeQpKMeHTa KavecTBa.

11 CepTtudunkaumsa n nogagepxaHne B pabovyem CoOCTOAHUN CUCTEMbl MEHEKMEHTA KavecTBa.

B Havyane ctaHaapTa npeanoXeH KOHTPOMNbHBbIM NepevyeHb BONPOCOB ANA OLEHKU, NO3BONALNN NPOo-
BECTU NpeaBapuUTeNbHbI aHannM3 HegoCTaTKOB M AaTh obLlee npeacTaBneHne o Ballen roTOBHOCTU K CEPTU-
pmkaumn/nposepke (ayanty) Ha cooteeTcTBUe TpeboBaHmam FTOCT P MCO 9001.

[anee npuBegeH BOMNPOCHWUK, MO3BOMACLWNNA opraHM3aumMamM ny4dlle oco3HaTb COOTBETCTBUE UX Oes-
TenbHocTn Unnn CMK tpeboeaHnam NOCT P NCO 9001.

ECcnu Bbl OTBETUNK HA BOMNPOCHI YTBEPAUTENBHO, TO 3TO 03HAYaeT, YTO AaHHbIN acnekT Ballen aeatenb-
HOCTU CKOpee BCero COOTBETCTBYET TpeboBaHusiM, npeawvsiensemblM K CMK Ha ocHoBe TOCT P MCO 9001.
Ecnn oTBeT oTpuUaTenbHbIN, TO B pasgene «kKoMmmeHTapun» npuseageHa nHdopmaunsa, KoTopast MOXeT ObITb
BaM MNofiesHa ansi nocneaylwero A0CTMKEHUA COOTBETCTBUSI B DyayLLEM.

[Tpn 3TOM HEODXOANMMO UMETL B BUAY, YTO NONOXKUTENbHBIE OTBETLI HA BCE BOMPOCHI TAKXKE HE SBMNSIOT-
CSl NONHOW rapaHTUen COOTBETCTBUSA AEATEIbHOCTU Ballen opraHmsaunn B OTHOLLEHNN KavyecTBa TpeboBaHU-
am [[OCT P MCO 9001—2008. 310 TONbKO No3BONSAeT NoATBEPAUTL, UTO Bbl HAXOAWUTECb Ha NMpPaBUbHOM
nyTn npu noctpoeHun CMK 1 OoCTUXKEeHNUN KavyecTBa.

[anee B TekcTe cTaHAapTa ANs nNydwero NoOHUMMaHUA UCNONb3YIOTCA TEPMUHBLI «NPOAYKLUUSA» N «YCNY-
rM». ECN Takoro pasnnuusa He caenado, To Noa TEPMUHOM «NPoAayKUUa» cneayeT NoHUMMaTb U yCnyry.

Takxke B TeKCTe BCTpeyaeTcsd nepevncneHme «ceptudpukauns/nporepka». B atom cnyvyae noa «NpoBep-
KOW» nogpasymeBaroT BO3MOXKHbIE NpoLeaypbl OLEHKU, Bepudukalmm, ayguTa, peructpauunmn, MHCNeKTupoBa-
HUAR N apyrue.

COONOOTPELWN —

5 lNpepBapuTenbHbIN aHANN3 HeAOCTATKOB ANA COOTBETCTBUA TpeOOBaHUAM
[OCT P UCO 9001

Tadbnwuwua 1

[lpeaBapuTenbHbIM AHANU3 HEOOCTATKOB CUCTEMBI MEHEPKMEHTAa KavecTBa OueHka 3amevyaHus

BeauTte zanucu, odbbACHAKOLLME

[Tpumute pelleHue no konudectey tannoe ot 0 40 5 Mo KaXOoMy BOMPOCY HMXKE 0—5 OLIEHKY, 51 CChINKA B GYAYLLEM

1 Paspabortanu nu Bbl, AOKYMEHTANbHO O0OPMUIN, BHEAPUNN U B HACTOSI-
uiee BpemMsi nogaepxumeaete B pabodvem coctossHum CMK, oTBevarowyo Tpebo-
BaHUsAM Nbon cuctemsbl, Bknwdaa [ OCT P NCO 90017

2
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[lpodomxenue mabnuusi 1

[lpeaBapuTenbHbIM AHANW3 HEOOCTATKOB CUCTEMbI MEHEDKMEHTAa KavecTBa OueHKa 3amevaHus

BeaouTte zanucn, obbACHAKOLWNE

[lpumuTe pewwenne no konudectey 6annos oT 0 A0 5 No KaXKaomMy BONPOCY HUXKE 0—5 OLIEHKY, NS CChINKA B ByayLLem

2 NpeHtnduvumpoBanu nu Bbl Nnpouecckl, Heobxognmble ans sawen CMK, u

a) nocnegoBaTenbHOCTb NMPOLECCOB NMOCTABKU NPOAYKUMW UNW YCNVT,

B) KputTepun n metoabl, Heobxogumele anst obecnevyeHns 3PPEKTMBHOCTH
NnpoLUEeCCOB;

B) Hanu4me pecypcoB n Hpopmaummn, He0bXoaMMbIX ANs NOAAEPKAHUSA MPO-
LeccoB?

3 EcTtb nn y Bac:
a) PyKOBOACTBO MO KA4eCTBY, BKIKO4as NOMUTUKY M Lenun B 0b61actm KavecTBa;
6) NMCbMEHHO OOpPMIEHHBbIE NpoUeaYypPbl U MHCTPYKUMKU NO 3Kennyataummn?

4 CBMOeTenbCTBYHOT N Bawn 3anncn o6 aphekTMBHOCTU NPON3BOACTBEH-
HbIX NPOLECCOB?

5 lNNpuBepXeHO Nn BbICWLEE PYKOBOACTBO NpUHUMNam paspaboTkm n BHegpe-
H1UA HOBOW CMK?

6 [lponHopmupoBano nu Balle BbiCLEe PYKOBOACTBO BCEX COTPYAHUKOB O
BaXXHOCTU obecrneYveHnsi COOTBETCTBUA TpeboBaHMAM NoTpebutenen n apyrmm
TpeboBaHusAM busHeca?

/ 3asiBUNO N BbiCLWLEE PYKOBOACTBO O CBOEN MNPUBEPXKEHHOCTU NMPUHUMNAM
obecnevyeHns COOTBETCTBUS TPEBbOBaAHMAM NOTPEDUTENEN Kak NnepBoovepeHON
3agavn’?

8 BkntovatoT nv Bawmn uenu B obnacTtm kavecTsa TpeboBaHUA K NPOU3BOACTBY
N nocraske?

O Mamepsiembl Ny Bawun uenu B obnactn kavectea?

10 bbinu nu onpegeneHsl OTBETCTBEHHOCTL M NpaBa MEHEKEPOB U COTPYA-
HUKOB 1 AOBEeAEHbl 40 UX CBEAEHUA?

11 EcTb N1 y pyKOBOACTBA CTPEMITEHUE N PECYPCHI, HEOBXOANMbIE ANS:

a) BHegpeHus n nogaepxaHus B pabovem coctossHum CMK 1 NOCTOAHHOIO NO-
BblLLEHUS €€ SPPEKTUBHOCTH;

b) ynydweHns CTeENeHn yaoBNeTBOPEHUA NOTPEBUTENEN NOCPEACTBOM 0bec-
NneYeHnsi COOTBETCTBUA X TpeboBaHUAM?

12 EcTb nn y Bawewn opraHmsaumm npoueaypsl, obecneunsaowne BbIbOp
KOMMETEHTHOIMO nepcoHana ans Npon3BoaCTBEHHON AEATENBHOCTU?

13 ObecneuyvBaeT Nu Bawa opraHm3aumns obydeHne n NoaroToBKY KafpoB
NN NpegnpuHNMaeT gpyrme Mmepbl aAns passutus (NoBbileHUe KBanndukauumm v
KOMMNETEHTHOCTU) COTPYAHUKOB?

14 CoOTBETCTBYET M Balla opraHusayuns TpeboBaHusaM, NpeabsBAEMbIM K:
a) 3gaHunsam, pabounm yCrnoBUSIM U KOMMYHaIbHbIM COOPYXEHUAM;

B) TexHonorundeckomy obopyaoBaHUIo;

B) BCNOMOraTenbHbIM YCIyram, Hanpumep TpaHcnopta unm cesa3n?

15 Korga Bbl nONy4aeTte 3akas o1 noTpeburens, paccMmaTpuBaeTe N Bbl €0 B
COOTBETCTBUU C:

a) TpeboBaHUsIMKN, YCTAHOBIMEHHLIMM NOTPEOUTENEM, BKIOYas OEATENb-
HOCTb, HEODXOAMMYIO AN NOCTABKN U NOCNE NOCTABKY;

b) TpeboBaHMSIMUN, HE YCTAHOBMNEHHBIMU MOTPEBUTENEM, HO HEODXOANMBIMMU
AN yCTaHOBNEHHOIO NPUMEHEHUS, N3BECTHOIO UM NPEeANonaraeMoro NPUMeHe-
HUS;

B) 3aKOHOAATENbHLIMU U perynupyrowmmmn tpeboBaHnsaMmn, eNCTBUE KOTO-
PbIX pacnpocTpaHsaeTCs Ha NPOAYKUMIO UMK YCIyry?

16 VIHopmumpyeTte nun Bol noTpebutenen o:

a) nHopMauum Ha NPOAYKUWIO;

6) BbINONTHEHMM KOHTPAKTOB UNK 06paboTke 3aKasoB, BKIHOYAS U3MEHEHUS;

B) MHPOPMALMOHHBLIX KaHanax ans obpatHom CBSA3U U Nony4YeHumn xanob ot
noTpedbutenen?
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[lpoComkerHue mabnuusi 1

npe,ﬂBapMTEHbelﬁ dHdJIMM3 HEeAJO0CTAaTKOB CUCTEeMbl MEHEPKMEHTA KaYveCTBa

OueHka

SamMedYaHus

[Ipumute peweHue no konudectey tannoe o1 0 40 5 NO KAXXOOMY BOMPOCY HUMXE

0—5

BenuTte zanucn, obbAcHAKOLWLME
OLUEHKY, ANS CCbINKU B byayuem

17 [nannpyeT n ynpaeBnsieT nu Bawa opraHmsayns padboramm, CBA3aH-
HbIMW C NPOEKTUPOBAHMEM N Pa3paboTKOW NPOAYKLUNN NN YCIYT?

Ecnun Takas paborta He BbINOnN-
HAETCH Ballen opraHn3aumen, He
cTasbTe Hannbl B OUEHOYHON KO-
NOHKe

18 Bepget nu Bawa opraHmnsaumns 3anncn, OTHOCSLWMECSH K aHannay pabor
NoO NMPOEKTUPOBAHUIO NN paspaboTke, Bepudpukaumm n Banngaumm n Oemn-
CTBUSAIM, NpearnpuHMMaemMbliM Mo pesynbraramMm Takoro aHanmasa?

Ecnun Takasa paborta He BbINOn-
HAETCH BallEen opraHn3aunen, He
cTaBbTe Bannbl B OUEHOYHOWN KO-
NMOHKE

19 KoHTponupyeT unn kakmm-nnbo apyrum obpasom noaTBepXaaeT
Balla opraHn3auns 4encTBusl, NMPUBOASLWLMNE K TOMY, YTO 3aKynaemble npo-
OYKUNA, MaTepuarnbl, COCTaBHblE YaCTU U YCITYTY OTBEYAIOT BALLUM YCTaHOB-
NTEHHbIM TPEDOBAHNAM HA 3aKYINKY?

20 BblbupaeTr nu Bawa opraHm3aums nocTaBlUMKOB B 3aBUCUMOCTU OT
TOr0, HACKONIbKO Ba)Ha 3aKyniieHHasi npoaykums ans npou3BoactBa Unn
OKasaHus ycrnyrm?

21 OueHuBaeT Nnu Bawa opraHn3auus nocTasBWMKOB (CydbnoapsaaymkoB
MU ONTOBbIE OpPraHn3aumnn) Ha OCHOBE UX CNOCODHOCTM OTBEYaTb BalLUM
TpeboBaHUAM?

22 ObecneunBaeTe N Bbl NPON3BOACTBO:

a) nHopmMmaunen, ONUCLIBAOLWEN XapaKTEPUCTUKN NPOAYKUUU;

6) HeOBXOANMBIMU MHCTPYKUMAMMK NO IKCMNyaTaunm;

B) COOTBETCTBYIOWMM 0D0OPYAOBAHNEM;

) HeOBXOAUMbBIMM KOHTPOIBbHBIMU U U3MEPUTENBHLIMU YCTPOUCTBAMMN?

23 PerynapHo nu Bawa opraHun3sauns noarBepXxgaeT, uTo Bawn npon3a-
BOACTBEHHbIE NPOLECCHI U NPOLECCHl NPeaoCTaBNEHUS YCIYT CNOCODHBbI NO-
CTOAAHHO COOTBETCTBOBATb YCTAHOBIEHHbLIM TPEOOBAHNAM?

24 Npentndvumpyotcsa nu getanu, CoOCTaBHble YacTu, COOPOYHbIE Y3rbl
N NPOAYKUUSA B MPOLECCE NOCTABKN NMPOAYKUNN N YyCIyr?

Ecnun Takasa paborta He BbINON-
HAETCH BalLeW OpraHn3aumnen, He
cTaBbTe Bannbl B OLEHOYHON KO-
NOHKE

25 YcTtaHaBnvBawT N CTaTycy W XapakTepucTukam npoaykumm unu
YCINyrn 0AHO3HAYHbIE U YETKME TPEDOBAHUS K KOHTPOINBHOMY Y U3MEPUTESb-
HOMY 0BOpyaOBaHUIO?

Ecnun Takasa pabota He BbINOn-
HAETCH BalLleW OpraHn3aumnen, He
cTaBbTe HBannbl B OUEHOYHON KO-
NOHKe

26 Ecnun npocnexXmBaemocTb SBNSIETCHA YCTAHOBNEHHBIM TPebOBaHUEM,
BE4YTCS N HA NPOU3BOACTBE 3anucu B OTHOWEHNN naeHTudmnkaumm npo-

OyKumn?

Ecnun Takas pabota He BbINON-
HAETCH BalLEen OpraHn3aumnen, He
cTasbTe Hannbl B OLEHOYHON KO-
NOHKe

27 bepexxHo nv Bbl OTHOCUTECH U MpeaoxXpaHaeTe Nm COOCTBEHHOCTb NO-
Tpebutenen, HaXoasWYHCsH No4 BalMM ynpasrieHNeEM UNn SKCnnyaTupye-
MYIO BalLMMKN COTPYOQHUKaMN?

Ecnun Takasa paborta He BbINOn-
HAETCH BalUEN OpraHn3aumnen, He
cTaBbTe Bannbl B OLEHOYHON KO-
NMOHKE

28 bepexHo nn Bbl OTHOCUTECH K NPOAYKUMK (BKIIOYasa getanu unm co-
CTaBHbIE YaCTW) B NpoLecce NPoOM3BOACTBA U MOCTABKM NOTpebutento, obec-
neYmBas COOTBETCTBYIOLLYIO UWAEHTUUKAUNIO, YNaKOBKY, XpaHEeHWue,
KOHCEPBALUIO N BbIMONHEHUE NOrPY304HO-PAIrPY304HbLIX paboT?

Ecnun Takasa paborta He BbINOnN-
HAETCH BalLEN OpraHn3aumnen, He
CTaBbTE OYKM B OLLEHOYHOWM KOJTOH-
Ke
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OkonyaHue mabnuusi 1

[lpeaBapuTenbHbIN aHANU3 HEOQOCTATKOB CUCTEMbI MEHEPKMEHTAa KaveCcTBa QOueHka 3amMmevyaHuns

BeaouTte zanucu, obbAcHAOLWME

[lpumuTEe peweHue no konudvectsy tannos ot O Ao 5 No KaXxXaomy BOMPOCY HUXE 0—5 OLIEHKY, [11151 CObIUMIKM B ByayLLeMm

29 ECTb N1 y Bac MHCTPYKUUK, HEOBXoAUMbIE AN AEHTUDUKALNN KOH-
TPONS NN MOHUTOPUHIA, KOTOPbIE HEODXOAMMO NPOBOANTL B NMPOLIECcce No-
CTaBKM MPOAYKUMM UMK YCNYT KU 3KennyaTtauum obopyaoBaHna?

30 Bawe namepurtensHoe 0b60pyaoBaHUE: Ecnu Takasa pabota He BbINOI-
a) KannbpoBaHO U MNOBEPEHO YEpPe3 YCTAHOBMNEHHbLIE NMPOMEXYTKN BpeE- HAETCHA BalUEWN OpraHmn3aumen, He

MEHW 1NN 40 3Kcnnyaraummn? cTaBbTe Bannbl B OLEHOYHOW KO-
b) oTperynnpoBaHoO Kak HeobXxoanmo? INTOHKE

B) naeHTMdnunpoBaHo Ans onpeaeneHns crtatyca KanmbpoBkn?

) 3aWMLLEHO OT PEryrnMPOBOK, KOTOPbLIE CAENAT HEAENCTBUTENBHbLIM
pe3ynbrar U3aMepeHnsa”?

1) 3aWMLEHO OT NOBPEXAEHMNN U MOPUU B NMPOLECCE MOrpy304HO-Pasrpy-
304HbIX paboT, 06CNYXMBAHNSA N XPAHEHNA?

31 NpoBoauT N1 Bawa opraHn3aumst MOHUTOPUHI MHoOpMaUMM OT NO-
Tpebutenen, NOATBEPXKAAOLWEN COOTBETCTBUE UX TPeboOBaHUAM?

32 [lpoBognT N Bawa opraHn3aunst BHYTPEHHUE MPOBEPKM Ka4vecTBa
yepes 3annaHnpoBaHHbIE NMepnoabl BPEMEHN?

33 [NlpmeHsieT N Bawa opraHmsaums COOTBETCTBYOWME MeTodbl AN
NPOBEPKU N, €CNN HEOBXOAMMO, OUEHKN PE3yNbTAaTUBHOCTU BalLMX NPOLEC-
COB?

34 [lpoBepseT nnn oUeHMUBAET NN Balla OpraHn3aunst XxapakrepucTukn
rOTOBOM NPOAYKUUN U PETNCTPUPYET NN Pe3yNnbTaThl?

35 Vpentndomuympyet nu Bawa opraHmn3aunss HECOOTBETCTBYIOLLYIO MNPO-
OYKUMIO N pacCMaTpPUBaET NN €€ Ha NpeaMeT yTunmaaummn?

36 CobwupaeTt n aHanuanpyeT Nu Balla opraHn3aumns AaHHblE Mo OLEHKe
npuroaHocTn n adpdektmHoctn CMK?

37 Vcnonbayet nn Bawa opraHusaunsa gaHHble 4ns OUEeHKN UM MAEHTU-
douKauum Toro, rae MoXeT NPoBoOANTLCA NOCTOAHHOE yny4dweHne CMK?

38 [locTosiHHO NK Balwla opraHn3auust nosbiaeT 3P ektnBHoctb CMK?

39 [NpegnpuHnmaeT Nu Balwla opraHm3auns KOPpPEKTUpPYoWme 4eNCTBuUS,
HeobXxogumble ANsl YCTPaAHEHUS MPUYMH BO3HUKHOBEHUS NPOobnem v npea-
YNpexXxgaeHnsi X NoBTOPEHNA?

40 Onpepenser M ycTpaHAeT Ny Bawa opraHmsaums noteHuuarnbHble
HECOOTBETCTBUA ANs nNpeaynpeXxXgeHns nx BO3HMKHOBEHNA?

Tabnwuya 2— Kputepumn Bbibopa konndvectsa bannos

Ne n/n Kputepun Beibopa konuvecrtsa 6annos
0 Bbl HE NOHUMaeTe, YTO HeobXoaAMMO AenaTb UMW HE CUYMTAEeTE 3TO HEODXOANMbIM
1 Bawa opraHmsauusi He BbINOMHAET 3Ty paboTy
2 Bbl nOHMMaeTe, YTO 3TO CTOUT AenaTtb, HO He AenaeTe 3Toro
3 Bbl MHOroa aenaete 310
4 Bbl agenaerte 310, HO HE OYE€Hb XOPOLLO
5 Bbl Agenaerte 310 AOBOJIbHO XOPOLLO
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Tabnwuua 3— Pesynbrar nogcyera (CnoxeHus) 6annos

Bannbl B NPOLEHTHOM
KonudecTteo bannoe PeayneTar
OTHOLLEHWNI

150—200 75 % — 100 % Bbl nO4TU roToBbl K 3aBepLlueHunto padbotol HagQ CMK, oTBevatowen TpeboBa-
Huam [OCT P NCO 9001, n npeactaBneHnto 3asiBKM HA cepTUdPUKaLUIo
NnNn NPoBeaeHne aygnTa

100—149 50 % — 74 % Bbl rotoBbl K BHegpeHnto CMK. ['lo Bcen BEpOATHOCTU 3TO yNyULLNT Pe3yrb-
TaTbl Ballen Npon3BOACTBEHHOW OEATENBHOCTU

0—99 0% —49 % Bam Heobxoaumo MHOro cgenartb. Heobxoammo paccMoTpeTb BO3MOX-

HOCTb NMPUBIIEYEHNA KOHCYIbTAHTa UIn cneunanucra

[TpumeyvaHn e—Ecnn Bbl CKNIOYUNINTN HEKOTOPbLIE UNN BCE AENCTBUS, UOAEHTUHOULNPOBAHHbLIE BbilLE, MOXHO
BbIYECTb KOINMMYECTBO UCKIIOYEHUN, YMHOXEHHOE Ha NSATh, N3 ODLWEro KoNM4ecTBa Ans onpeaeneHnst COCTOAHUSA aen B Ba-

lwen opraHusauun. Y Bac byager obuwee npeacrtaBneHne 0 roToOBHOCTU K cepTudurkaumn/npoBepke (aygnTy) Ha COOTBE-
TcTBme TpedoBaHunsam FOCT P MCO 9001.

6 BonpocHuk

6.1 BonpocHuk, yactb 1. [puHATUE cTpaTerum B o6nacTmn KavyecrtBa

6.1.1 MNoTpebutenu npeagnonaratoT NCNy4YEHUE KA4YeCTBEHHOM NPOAYKLUWA U YCNYT, HO HEe BCerga OHo-
3HAYHO N YETKO YCTaHaBNMBAIOT, YTO OHM XOTAT. YCNEeLHo AeUCTBYIOLWME OpraHm3aLum npUHUMaroT NOMUTUKY
A onpenensaT Uenu, HanpaBneHHble Ha YAOBMETBOPEHME NoTpebHOCTEN U OXuaaHUN noTpebutenen B
obnactn KavecTBa.

UmeroT nn npoaykuua n/vunum ycnyrm Bawewn opraHusaumuu KOHKpeTHble XapakTepUCTUKMU Kadvec-
TBa, OTNMYarLlme ee OT BallUX KOHKYpPeHTOB?
[1a
HeTt (cm. 7.1.1)
6.1.2 KauyecTBO NOHUMMaeTCd NMo-paszHOMY pasfMYHbLIMU NoabMU. B HEKOTOpLIX crydasax noHUMaHue

OrpaHMHMBACTCH NMPOCTBIM NMOJTYHEHNEM KETTdEeMOTIO M3ACJ1NA, KOTAda Bbl €10 XOTUTE. KauecTBO HEeEPEeOKo MNnoa-
PaA3yMeEBAET CKPbITbIE W NMOACO3HATEJIbHbIE LEHHOCT, CBA3dHHBIE C TEM, KaK €10 NOHNMdET I'IOTDGGI/ITEJ'II::.

[ToHUMaeTe NU Bbl 0AHO3HAYHO U YeTKO, YTO O3Ha4YaeT KauyecTBO 414 BallUX NOTpebuTenen n Kak
3TO BNUSAET Ha Bally NPOU3BOACTBEHHYIO AeATENBbHOCTbL?
[1a
HeTt (cm. 7.1.2)

6.1.3 TepMuUH «n3genne» UCNONbL3YOT ANA 0003HaYeHUs TakoW NPoayKUMK, Kak aBTOMOD UMb UMK aBTO-
pyJka; nog 3sTUM TepMUHOM MOXKET NOHMMATLCH, HanpuMmep, Takada Heocd3aemMagd ycnyra, Kak UCronb3oBaHMe
KOMHaThkIl B TOCTUHULLE; n3aenue MoXeT ObITb NporpamMmmMHbIM obecneveHnemM 4ngd KoMmnbloTepa Unn 00 bLEeMHbI-

MU MOCTaBKaMu, Hanpumep BoAbl, HePTAHbIX MPOAYKTOB U T. A., KOTOPbIE HE COCTOAT U3 pa3poO3HEHHbIX Yac-
Teln. U3genue Yyacto BKNOYaeT KOMOMHALUMIO HECKOMNBbKUX TaKUX XapaKTepUucTuUK.

Onpeaenunu nu Bbl KNaccugpukauuwo Bawle npoAyKLUU UMK YCITYTU U XapaKTepPUCTUKU KaYvecT-
Ba, KOTOpble Bbl AO0MKHbI paccMaTpuBaTtb?
[1a
HeT (cm. 7.1.3)

6.1.4 MHorme opraHnsauunm TpedYyOT OT CBOUX NOCTABLUMKOB PYHKLMOHNPOBAHUA CUCTEMbI MEHEX-
MeHTa KadyecTtBa Ha ocHOBe TOCT P UCQO 9001. 310 0CODEHHO KacaeTCH IKCNopPTEPOB NPOAYKLUN B OpraHun-

3aLnKM pa3BUTbIX CTpaH. Takas TeHAeHLUs yXXe AaBHO Nony4vuna pacnpocTtpaHeHue, Ho ee Bce Bofiee akTUBHO
BHEAPSA0T BO MHOIMX CTpaHax.

3HaeTe NU Bbl, NOYEeMY HEKOTOpPbI€ OpraHusaumm TpedyroT OT CBOMX NOCTaBLMKOB (PYHKLUOHMU-
pOBaHUA CUCTEMbl MeHeAXXMeHTa KadecTtBa Ha ocHoBe OCT P UCO 90017
[1a
HeTt (cm. 7.1.4)
6.1.5 MHorme mansie 1 cpegHue npeanpuatnga (MCI1) gomkHBI NPUHATE U aganTUpoBaTh TpeboBaHUA

[OCT P CO 9001, utobbl 0becnevnTsb npogaxy cBoen NpoayKumm 1 ycnyr n/unm Ux akCnopT Ha pasfinyHble
PBIHKA 1 B CTPaHbI.

6
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3HaeTe nu Bbl, Kak npeactasutenb MCI, kak npuHuMaTb U a4anTUPOBaTb CUCTEMY MEHE)KMEH-
Ta KadecTBa K TpeboBaHuam NOCT P UCO 90017

[1a
HeT (cm. 7.1.5)

6.1.6 lNpeanonaraeTcs, YTO COTPYAHUKK AenatoT BCe OT HUX 3aBuUcsllee, YTobbl MPOU3BOAUTb KAYeCT-
BEHHYIO NpOoAYKLUUIO U/UNW MOCTaBNATb YCNYrM OTIUYHOMO KadecTBa notpedutenam. OgHako oHWU, Kak npaBu-
Nno, oTpaXaloT OTHOLIEeHMe N NO3ULIKUID CBOUX PYKOBOAUTENEN MNX BnagenbLes.

B3ano nu pykoBoACTBO Balwlen opraHusaumm Ha cebsa obazartenbcTBa NO BHEeAPEHUIO NPUHLU-
NOB U METOA0B MeHeQ)XMEeHTa KavyecTBa U OCYLUeCTBNAET NI OHO HenocpeACTBEHHOEe PYKOBOACTBO
COTPYOHUKaMU, noaTBepxaarLlee Ha COOCTBEHHOM NpuMmepe cobnwageHue Takux o6asartenbcTB?
[1a
HeT (cm. 7.1.6)

6.1.7 YcnewHo AenCTByOLWME opraHnu3aumm UMerT YeTKO paspaboTaHHYIo NONMNTUKY, YCTaHaBMMBAKO-
LLyto TpeboBaHUA K Ka4ecTBY U Uenn B obacTn KadecTBa, KOTOPblIEe OHU XOTHAT OOCTUrHYThb. [onnutuka B
obnacTtun kavyecTtBa Ao/MKHa bbiTb opuLManbHO AOKYMEHTanbHo odopmMneHa n obbsicHeHa BCEM COTPYAHU-
Kam, YToObl OHW ee NMoHUManun n 4eNCcTBOBarin B COOTBETCTBUM C €€ MONOXEHUSAMN.

PaspaboTtanu nu Bbl NONUTUKY B 00N1acTU KavyecTBa U AO0BEeNN NN ee A0 cBeAeHUA BCeX CoTpya-
HUKOB B Xo4e oOy4yeHUa U NoAroToBKU KagpoB U npeacTaBneHua nHcpopmauum Ha BUAHbIX MecTax?
[1a
HeT (cm. 7.1.7)

6.1.8 [ns obecneveHna apPeKTUBHOCTU NMONMNTUKY B oBNacTu KadecTBa HeobXoanmMo noakpennaThb
YeTKO NOCTaBMEHHbIMN U OLEHUBaeMbIMA LensamMun. Takue uenu B obnacTtmn KadecTBa A0JTKHbI pacnpocTpa-
HATLCS HE TOMNbKO Ha NOTPEBHOCTU N OXUAaHUA NoTpeduTenen, HO U Ha NOTPEeBbHOCTU caMon opraHn3auunu,

KOTOpasa JOIMKHA BbIKUBATb 3KOHOMUYECKN, YTOOLI NpoackaTh YAOBNETBOPATL MOTPEOHOCTAM N OXMNOaHU-
aM noTpeburtenen.

YcTaHOBUIU NN Bbl O4HY UNKN Gonee YeTKO onpefesieHHbIX U OLeHUBaeMbIX Lenen B oonactu
KadyecTBa, KOTOpble NoAKPennAlT NONIMTUKY B o06NnacTu KavyecTtBa?
[1a
HeT (cm. 7.1.8)

6.1.9 YcnewHo genUCTBYOLWNE OpraHn3aunm UCNONb3yoT NPUHLUNLI U MeToabl obecnevyeHUs KavyecTBa
B CBOEW NPOU3BOACTBEHHOW cTpaTernn, 4todbl COPUEHTUPOBATL ACATENbHOCTb COTPYAHUKOB U HaNpaBUTb
pecypchbl Ha AOCTUXeHUe Lienen opraHusauum B obnacTtm kadectsa. [loarotoeska U odbydeHue cOTpyaHUKOB

OOIMKHbI BKNoYaTh TpeboBaHUA K CUCTEME MEeHeKMEHTa KavyecTBa 1 HalenMBaTh Ha AOCTUXKEHME Lenen B
obnacTu KayecTBa, OTHOCALLMXCA K UX BUOY AEATENbHOCTH.

OueHuBanu nu Bbl pe3ynNbTaTUBHOCTb BallUX COTPYAHUKOB U UX NPUBEPXEHHOCTb NpUHLUNAM
obecnevyeHUA KavyecTBa C Lenblo onpeaenuTb, YTO AOMMKEH 3HaTb KaXXAbl COTPYAHUK, UTOObI BbINOI-
HAemMasa UM paboTa cornacoBbiBanach ¢ NOMUTUKOU B 006NnacT KadecTBa U Obina HanpaBrieHa Ha aoc-
TUXeHUe uenen B obnacTtu Kayecrtesa?

[1a
HeT (cm. 7.1.1)

6.2 BonpocHuUk, yactb 2. Pa3padboTka cucteMbl MeHeA)KMeHTa KavyecTBa

0.2.1 YcnewHo AeNCTBYOLME OpraHm3aum onpeaenaoT U NOHUMAaKT NPoLecchl, KOTopble NpuMeHs-
FOTCA ANA NPOU3BOACTBA UX NMPpoayKLUMN.

3HaeTe N1 Bbl, Kakue npouecchbl NPpoUCXOOAT B BalleU opraHusaluu U KaKk oHM B3auMoaeUuCcTBY-
0T ApYyr ¢ ApYyrom?
[1a
HeT (cm. 7.2.1)

0.2.2 KapTbl TeXHONOrM4Yeckoro npouecca WM MapLllpyTHble TeXHONMOrm4yeckme KapTbl ABNAKTCH
MHCTPYMEHTOM, UCNONb3yeMbIM OpraHMU3aLnusMn npu npoekTUpoBaHUM U pa3paboTke NpoLEeCcCoB.

[ToHMMaeTe N Bbl KOHUENUUIO KapTbl TEXHONMONrM4YeCcKoro npouecca U 3HaeTe N1 Bbl, KakK paspa-

6oTaTb KapTy TeXHOMOrM4Yeckoro npouecca UM MapLpyTHYO TeXHONMOINMYeCcKyK KapTy Ana npouec-
COB, UCNOJb3yeMbIX Ballen opraHMlauuen?

[1a
HeT (cm. 7.2.2)
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6.2.3 TOCTP WNCO 9001 onnuceiBaeT Mogenb cUCTEMBI MEHEAXKMEHTA Ka4eCTBa Ha OCHOBE MPOLLECCHO-
ro noaxoaa.

Bugenu nu Bbl Mogenb CMK, ocCHOBaHHYIO Ha npouecCcHOM nogxoae, KoTopasa UCNONb3yeTcA B
FTOCT P UCO 9001, n noHUMaeTe N Bbl, KaK 3Ta Moaenb padotaeT?

[1a
HeT (cm. 7.2.3)

6.2.4 Moagenb CMK Ha ocHOBe npoueccHoro noaxoaa, npegctasneHHada B[ OCT P ACO 9001, sBkntova-
eT pasaen «llpouecchbl XU3HEHHOrO LMKNa Npoaykuum» (To ecTb pasaen 7), KoTopbl OnNUChIBaeT 0ObIYHbIE
BUAbI AeATENbHOCTU, UCNOMb3yeMble B O0NbLUMHCTBE NPOU3BOACTBEHHBLIX NPOLIECCOB N NPOLIECCOB NpeaocTaB-
NeHns yCcnyr.

EcTb N B Ballen opraHmsaLuumu nponsBoACcTBeHHbIe npouecchbl U/UNKU npouecchbl NpeaocTaBre-
HUA YCNyr, aHanorm4Hble npoueccam, onucaHHbIM B pasaene 7 «llpoueccbl XXU3SHEHHOTIO LUKna npo-
aykuum» FOCT P UCO 900127
[1a
HeTt (cm. 7.2.4)

6.2.5 TOCT P NCO 9001 gonyckaeT (CM. NyHKT 1.2 «[MpnMeHeHne ») NcKNoHveHne HeKoTopbIX TpeboBa-
HMW, YCTAHOBNEHHLIX Ha npoLecchl UK AeATenbHOCTL B pasgene 7 «l1pouecchl XKU3HEHHOTO LiMKNa NpoayK-
IMA», KOTOPbIE HE UCTIONb3YIOT B OpraHMsaLnn, N3 cUCTeMbl MEHE)KMEHTa KayecTBa.

BoinonHAeT Nu Balwla opraHmMsauusa Bce npoueccol, onucaHHble B pa3gene 7TOCTPUACO 90017
[1a
HeT (cm. 7.2.5)

6.2.0 YcnewHo AeUCTBYIOLME OpraHMsalnn, Kak npaBuno, AoKyMeHTanbHO opopMnaAoT NnaHUpoBa-
HMe, PYHKUMUOHUPOBaHME U yNpaBlieHne CBOUMU MNnpoLeccamMi, a Takke CMeXHYI0 NMPOU3BOACTBEHHYIO Oes-
TEeNbHOCTb C MNOMOLWbID OoULMaANbHO pa3paboTaHHbIX MapPLUPYTHBIX TexHonorndyecknux kKapt [cm. 4.2.1,
nepeuvncnieHne d) FrOCT P UCO 9001].

OdopmMnsaeT nu Bawa opraHusauma ocpuunanbHO U AOKYMEHTaNbHO NnaHupoBaHue, pyHKLUNO-
HUpOBaHWe U ynpaBlieHUe BCeMU nNpoueccaMu cUCTeMbl MeHeA)XXMeHTa KadecTBa U CMeXHOU NpoU3s-
BOACTBEHHOU AeATeNbHOCTbLIO?

[1a
HeT (cm. 7.2.6)

6.2.7 TOCTP NCO 9001 yctaHaBnMBaeT pa3paboTKy pykoBOACTBA MO KAa4eCcTBY ANdA onncaHna obnac-
TU MPUMEHEHUA CUCTEMbI MeHeXKMeHTa KadecTBa, 000CHOBaHUA NIOOLIX 40ONYCTUMbIX NCKNOYEHUN 13 Tpedo-
BaHWXA cTaHAapTa, CCbINKA Ha OOKYMeHTanbHO OodopMIIeHHble npoueaypbl, TpeboBaHUA ONs KOTOPbIX
yCcTaHaBMBaeT 3TOT CcTaHOapT, U ANd onucaHud B3auMOOeUCTBUA TMPOLEeCCOB B paMkaxX CUCTeMbl
MEeHeQKMeHTa KadecTBa.

EcTb N1 y Bac pykoBoACTBO NO KayecTBY, 0OTBe4yawllee BCeM 3TUM YCTaHOBINEeHHbIM TpeboBa-
HUAM?

[1a
HeT (cm. 7.2.7)

6.2.8 B cooTtBeTcTBUM C TpeboBaHuaMn FOCT P NCO 9001 Heobxoanmo paspaboTaTe AOKYMEHTANLHO
obopMIeHHbIe NpoLueaypbl, ONUcbiBakoLWMe, Kak OCYLLEeCTBNAITCA yrpaBleHne AOKYMeHTaune 1 3anmcamu,
npoBeAeHNE BHYTPEHHMX NPOBEPOK U MaeHTUPUKaLIUA HECOOTBETCTBYIOLWLEN NPOAYKLUMK, a TakKe NpoBeae-
HUE KOPPEeKTUpYILWKUX U npeaynpexaarowmx gencTeun.

EcTb NU y Bac AO0KyMeHTanbHO opopMIeHHble npoueaypbl, onUcbiBawLWmne, Kak BbINOMHAKOTCA
BbilleonUCcaHHble npoueaypbl U cCMeXHasa ¢ HUMU NPOU3BOACTBEHHaA AeATEeNbHOCTL?

[1a
HeT (cm. 7.2.8)

6.3 BonpocCHUK, 4Yactb 3. OTBEeTCTBEHHOCTbL PYKOBOACTBA

6.3.1 MeHeOXXMeHT KayecTBa NONyvun pasBuTrue OT KOHLEMNLUWUN NPOoBepKA, ynpaBneHUa Ka4ecTBOM U
obecrneyeHUsa Ka4vecTBa N cTan B KOHEYHOM UTOre NMoONHOCTbIO OTBETCTBEHHOCTLIO BbICLLIEro PYKOBOACTBA B
COOTBETCTBUU ¢ pasgenoMm S «OTeeTcTBeHHOCTL pykooacTtea» OCT P MCO 9001. Beicllee pykoBOACTBO
OOIMKHO Tenepb obecneynTb peannusauuio BaXKHbIX KOHLEeNTyanbHbIX OTNUYUNA, CBSISAHHBLIX C MX NMpaBaMn U
0bA3aHHOCTAMU NMPU MPOABMKEHUN CUCTEMBI KavecTBa oOpraHmsauum o1 obecrneyeHUst KadecTBa K
MeHeIXKMEHTY KayecTBa.

1} B MICO 9001 atot pasgen HaseaH «Cosfanve n peanvaauunsa NpoayKuMmny, OH OXBaTbiBaeT CTAAUN XU3HEHHOTO
LMKITIA NPOAYKUUM UNN YyCNyr, NpeawecTBYOWmME NX NOCTaBke notpedburtento. Ho B HEKOTOPbLIX CUTyauusaX OXBaAT CTagnn
XU3HEHHOro LUMKNa MOXeT ObiTb Bonee LWNpOoKUM.
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[ToHUMaeT Nu BbiCLLee PYKOBOACTBO KOHUeNTyarbHOe OTNn4vne Mexay obecnevyeHmeM KayecTBa
N MEHeAXKMEeHTOM KayecTBa, YTOObl ob6ecnevyuTb ycnewHoe npoaBuXKeHUe CUCTEMbl MEHEeOKMEHTa
KadecTBa opraHmsauum K obecnevyeHuto coorsetcTBuUA TpeboBaHuam N'OCT P UCO 90017
[1a
HeT (cm. 7.3.1)

6.3.2 lpnBepXeHHOCTb BLICLLEro PYKOBOACTBA NMpMHUMNAaM paspaboTkm N BHeAPEHUA CUCTEMbI MEHEe K-
MeHTa Ka4yecTBa U NOCTOAHHOMO NoBbILWEeHNA 30 PEKTUBHOCTU ABNSAETCA HEOOX0AUMBIM YCNOBUEM YCMNELLIHO-
ro yHKLUNOHUPOBAHUA CUCTEMBI MEeHe)KMeHTa KadecTBa.

[MTpuBepXXeHo N BbiCLUee PYKOBOACTBO NPUHLUMNAM Ballen CUCTeMbl MeHeAXXKMeHTa KavyecTtBa?
[1a
HeT (cm. 7.3.2)

6.3.3 Bbicliee pyKOBOACTBO YCMNELWHO ASNCTBYIOWNX opraH1usaunn obpallaet o4eHb 60NbLICE BHUMA-
HMUe Ha opueHTauuo Ha notTpedbutens. OpueHTauus Ha nNoTpebutTensa ABNAeTCs NEPBbIM U3 BOCbMU MPUHLLA-
NOB MEHeMKMEHTa Ka4veCcTBa, Ha OCHOBE KOTOPLIX ObiN paspaboTtaH ctaHgapTt FTOCT P NCO 9001. B ceasn ¢
aTum N'OCT P NCO 9001 BknoYaeT HECKOMbKO pasaenoBs, paccMaTpuBatoLlmMX CBA3b C NOTpebutensamu.

Ob6palwaeT nNU BbicLUee PYKOBOACTBO Ballen opraHusaymMm ogHo3Ha4yHo 6onbLloe BHUMaHUe Ha
OpUEeHTaLUuIo Ha NoTpebuTens, To eCTb 3HaeT JfIiM OHO O NOTPEOHOCTAX U OXUAAHUAX NOTpebuTenen B
OTHOLUeHUU Bawlen NpoAYyKLUU, KOTOPYIO NOTPedOUTenn 3akynarwT Y Ballen opraHmsauumn?

[1a
Het (cMm. 7.3.3)

6.3.4 BONbWWMHCTBO opraHMsaunin NCNONb3YIOT CXeMbl OpraH1u3aUMOHHOW CTPYKTYPLI C NpeacTaBNeH -
eM pasnuUyuHbIX PYHKLKUOHaNbHbIX 06A3aHHOCTEN U METOAO0B OpPraHU3aLMOHHOro B3anmoaenctems. CoTpya-
HAKM B pamMKax KaXaoW opraHunsauuoHHOW eduHUUBl WK noapasgeneHunst MoryT BUAETb, Kak OHW
BMNMCbLIBAKOTCS B opraHusauuio n orpaHUdeHnda noHOMOYMA, AenernpoBaHHbIX KaXXaoMy pykoBOAUTENo Y
noapasaeneHuto.

EcTb Nu y Ballen opraHu3auun 4YeTko onpegeneHHasa CTpyKTypa ¢ pasgeneHneM nNomHOMOUYMUN,
aenerupoBaHHbIX nogpa3aeneHUaM U COTpyAHUKaM?

[1a
HeT (cm. 7.3.4)

6.3.5 PykoBoauTenu u coTpyaHUKM B HEOONLLLINX opraHMU3aunsax pacnpeaensoT od0sa3aHHOCTU U OanNH
COTPYAHUK MOXET HECTU OTBETCTBEHHOCTbL 3a HECKOMbKO PYHKLMN, KOTOPLIE BLINOMHAKT OTAENbHbIE COTPY-
HUKN B Bonee KpyrnHom opraHusaLun.

fABnascbL HebonblUOU opraHusauuen, oobecnevynnu nNu Bbl YeTKOE U OAHO3Ha4YHOe NMOHMMaHue
COTPYAHUKAMU BbINOJNTHAEMbIX UMU 00A3aHHOCTEN U KOMNETeHUUI0 AnA ux 3achpeKTUBHOro BbINOSHe-
HUA?

[1a
Het (cMm. 7.3.5)

6.3.6 CoOTpyaHUKM OACITKHBLI ObITb KOMMETEHTHLI B BLINOSITHEHUWN BO3NOXKEHHBIX HA HUX 3a4a4 U 0bA3aH-
HocTeW. Ana coTpyAHUKOB, UMEIOLLMX AONONHUTENbHbIE PYHKLUWN, CBA3AHHLIE C PYKOBOACTBOM, W/IKNNK 3aa-
Y, KOTOopble HeobxoauMmMo pewatb € nNoTpedbutTenamu, opraHusauust AomKHa YCTaHOBUTb HeoObXoauMyto
cTerneHb OTBETCTBEHHOCTM 3a BbINONIHEHWE UMW AONONHUTENbHBLIX PYHKLWUKA U KOMNETEHLUIO.

KoMneTeHTHbI NU Ballu COTPYAHUKN B BbINOJIHEHUU BO3NOXEHHbLIX Ha HUX 3a4a4y U 06A3aHHOC-
Ten?

[1a
HeT (cm. 7.3.6)

6.3.7 COTpyaHUKU OCITKHBbI 3HaThb, Kak apdeKTUBHO paboTaeT opraHmsauusa N AoCTUraloTCH N LLeNn U
3ajaJvn, nocTtaBneHHble nepea NPOU3BOACTBEHHbLIM KOMMEKTUBOM WKW nogpasgeneHnem. Kak npasuno,
BblAendeTcd rpynna, gocturiiaa Hanny4vwux nokasatenen (Mnn ycnewHo AeucTByrolaa opraHmsalMoHHas
einHu1LA), B Cnydyae ecnu BbiCLLIEE PYKOBOACTBO Npu3HaeT bonee adpekTMBHOE BbINOMNHEHWUE COTPYAHUKaAMU
CBOEN paboThl, C NPU3HAHUEM OTHOCUTCS K HAM WU MOMHOCTLIO UHAPOPMUPYET O XOPOLUUX pesynbTaTax UX
paboTbl. OTO CBUAECTENLCTBYET O MPUMEHEHUN TPETberc MNpuHUMNna MeHea)XMeHTa KadyecTBa, KOTOPbIU
Ha3blBaeTcsl «BoBreveHne paboTHUKOBY.

[MlonHOCTLIO NU UHPOPMUPYIOT BallUX COTPYAHUKOB O 3agayvdax U pesynbTaTtax AeATeNbHOCTMU,
KOTOpble BO3OEUCTBYIOT Ha HUX, U O TOM, KaKk Xopowo padoTaeT opraHusauua ona AOCTUXEHUA
nocTtaBNeHHbIX Uuenen u 3agav?

[1a
HeT (cm. 7.3.7)
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6.3.8 HdocTukeHne 3agad B obnactu kadectBa SABMAETCA OTBETCTBEHHOCTbK KaXKAoro coTpyaHWMKa
opraHusaunn. OgHako 06a3aHHOCTbLIO creunanbHOro CoTpyaHNKa ABMAETCA OCyLWEeCcTBNeHe Haa3opa 3a:

- LeneHanpaBfeHHON AeATenbHOCTbd CUCTEMbI MeHeAKMeHTa KadvecTBa, OCBEeAOMIIEHHOCTbIO
COTPYAHUKOB O TOM, YTO OXMOAETCA OT HUX AS1A BbINOSIHEHUSA 3a4a4 B obnacTn KayecTBa;

- HanmM4yMem pPecypcoB, Koraa oHU HeOBXOAUMBI;

- NpoBeAeHMEM aHaln30B pe3ynbTatoB PYHKUMOHUPOBAHUA CUCTEMbI MEHEKMEHTa KadvecTBa W
npeAcTaBleHMEM WHpOPMaLUMA PYKOBOACTBY, KOTOPOE MOXET 3aTeM NpeanpuHsTb KOpPEeKTUpYoLme
NencTBUA, Korga u rage 31o Heobxoammo.

B cootBeTCcTBUM € TpeboBaHuamn FOCT P MCO 9001 coTpyaHuK, npeacTaBnsAOLWUAA PpYKOBOACTBO, AO0N-
XeH ObITb HageneH OTBETCTBEHHOCTLIO U NONMHOMOYUAMK ANA BLIMOSIHEHUS Takou 3adadn M A0SKEeH BbIMOS-
HATb PYHKUUW NpeacTaBUTENS PYKOBOACTBA.

Onpegenuno nNu BbicLllee PYKOBOACTBO NpeAcTaBUTENA PYKOBOACTBA U HaAenuno nu ero oTeBeT-
CTBEHHOCTLIO U NONTHOMOYUAMU, 0O6ecnevYnBalLLUMU BHeApeHUe, noaaepKaHme B paboyeM coCcToA-
HUM N achbdekTMBHoe (PyHKUMOHUPOBaAHUE NMPOLECCOB, HEOOXOAUMbBIX ANA CUCTEMbl MEHEAKMEHTa
KayecTBa?

[1a
Het (cm. 7.3.8)

6.3.9 Cucrtema MeHemKMeHTa KayecTBa He MOXeT PYHKUMOHUPOBATb B TeYeHe NpoaocDKNTENTbHOro
nepuoaa BpemMeHu 6e3 noaTBepXaeHUs Toro, YTo oHa UrpaeTt BaXKHYHO pofb B AEATENIbHOCTM OpraHmsaunn.

PykoBOACTBO JOIMKHO perynsipHo aHannM3npoBaTh ee 1 KOHTPOMpOoBaThb, HACKOTbKO XOPOLLO OHa (PYHKLMOHU-
pyeT U rae BO3MOXHbI Yy4LLEHUS .

PerynapHo nu n 3annaHUMpoBaHHO NU aHanM3npyeTcd cucteMa MeHe4)KMeHTa KayecTBa Ha npeg-
MeT NPUrogHocTU, cooTBeTCTBUA U 3hPEeKTUBHOCTU?
[1a
Het (cm. 7.3.9)
6.3.10 OpraHmnsaymoHHas nonuTuka M 3agadvu nepuoandeckm naMmeHsaroTcd. lNonutnuka M 3agadvn B

obnacTtn KayecTBa Takke AOIMKHbI aHANMM3UPOBATLCA U U3MEHSITLCS, KOrAa M3MEHSIIOTCS YCITOBUSI, OCYLLe-
CTBIISIEMbIE MPOEKThI UNU NoTpeduTenu.

U3MeHANU N1 Bbl NONIUTUKY U 3a34a4U B o6nacTU KavyecTBa U yny4lianu nu cucteMy MeHe)kKMeH-
Ta KayecTBa, YTOObl OHa OTpa)Xana U3MeHsaLWMecs ycnoBmna?

[1a
Het (cm. 7.3.10)

6.4 BonpocHuk, yacte 4. Co3aaHue n peanusauma npoaykumm (npouecchbl XXM3HEHHOro LukKna
npoayKuuu)

6.4.1 MMpoayKuma xopollero Ka4yecTBa He NPOU3BOANUTCSA CNy4YalHo, a ABMNAETCH pe3ynbTaToM TLlaTe b-
HOro NSIaHUPOBaHNA U yNpaBneHns. YcnewHo AeUCTBYOLLME opraHmM3aLum Bcerga npegycmaTtpuBaroT onpe-
[efIeHHY0 cTeneHb U hopMy NNaHMpoBaHUSA co3aHUsa U peanusaumn npoayKkLum (NnaHMpoBaHue KavecTsa),
[aXke ecnu niaHMpoBaHMe He NOSTHOCTbI JOKYMEHTanbHO 0popMIIeHo.

Pa3zpaboTana nu Balwua opraHn3saLus nnaH KavyecTBa, ONUCbIBAOLWMU NpoLuecchbl cO3aHUA U pea-
nusauum npoaykuum, Heobxoaumoblie AN NOCTaBKU NPOAYKLUM U OKa3aHUA yCnyr, oTBe4YarwLluMm Tpe-
boBaHUAM noTpebutenen?

[1a
HeT (cm. 7.4.1)

6.4.2 BbaHKkn U gpyrue KpeguTtopbl TPEOYIOT, Kak NpaBuno, HageXHoro MHaHCOBOro NNaHNPOBAaHUS,
odHako nnaHam, obecnevymBatolLiMM OOCTUXKEHNE KaueCTBEHHOW NpoayKuuK, 4acTo He npuaarT AOSMKHOro
BHUMaHUA. PUHaAHCOBOE NNaHUpPOBaHWE, NPOBCAUMOE MHOTMMU yCNeLwHO AeUCTBYIOWUMIN opraHU3ausamu,
YUNTLIBAET:

- (pnHaHcoBble TpeboBaHUA, YCTAHOBMEHHbIE NMYTEM MNAaHUPOBaHUA CO3daHUA N peannsaLnun Kadec-
TBEHHOW NPOAYKLUNU;

- Apyrue pacxogbl, CBA3aHHbIE C KAYeCTBOM, KOTOpPbIE HeceT opraHusauus.

[MpeaycmatpuBaloT Nu pMHAHCOBLIN NNaH U 60AXeT Ballen opraHnsauun pacxogbl Ha Ka4ecTBO
U Apyrue BXogHble pacxoabl, obecnevynBarwLine AoCTUKeHNEe HeOOXo0AUMBIX NOKa3laTenen KavecTBa
npoaykuum?

[1a
HeT (cm. 7.4.2)
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6.4.3 3apayn B 0bNactu kKavyecTtea NpoayKuun A0MKHbl ObITb YEeTKO U 0AHO3HAYHO yCTaHOBNEHBl. OHU
MOTYT ObITb (PU3NYECKMMU XapaKTePUCTUKaAMW, BKNHOYAOLWMMMA pasMepsbl, LBET, opMy U T. O., U MOTYT
OTHOCUTBLCH K TOMY, Kak NoTpebunTenb oUeHMBAET OKa3aHue yCnyru.

YcTaHoOBUNa N Balla opraHusauua 3agadm B o6acTu KadyecTBa U TpeboBaHUA K BbINyCKaeMoOn
npoAyKUUU UNU OKa3biBaeMbIM ycnyram?

[1a
HeT (cm. 7.4.3)

6.4.4 lNnaHupoBaHWe KavyecTBa MOSHTUPULMPYET pPecypchl, HeObXoaAnMble ANs NPoLEeccoB, obecneymn-
BalOL X co3gaHue u peanusaunio NpoayKunn.

UWpeHTucdpuumpoBana m odbecneuuna nu Balla opraHuvsauua pecypcbl, Heobxoaumble AnNA
NocTaBKU KavyeCTBeHHOU NpoAYKLUUU Unu ycnyr?

[1a
HeT (cm. 7.4 .4)

6.4.5 Korga xapakTepUCTUKU U nokasaTtenu npoaykumm yCTaHOBNEHbI, opraH1u3auna omkHa nogreep-
OUTb UX obecnedveHue. [insg 3TOro cywecTByeT MHOMO CrnocoboB. DTO 3aBUCUT rMaBHLIM 0Opa3oM OT XapakTe-
pa caMmon NpoayKuun, HanpumMep, HekoTopast NPoAYKLUUSA MOXeT ObITb U3MEpeHa N NpoBepeHa pasNnYHbIMU
cpeAcTBaMu, a agpyrag MoXeT OblTb TOMNbLKO NOATBEepXAeHa NocpeacTBOM obecneyeHns COOTBETCTBUS NPOo-
Llecca co3daHua 1 NoCTaBKN YCTAHOBMNEHHBIM MeTodaM nog ynpasneHuem noaroToBNeHHOro M 0by4YeHHOoro
nepcoHana.

3HaeTe U Bbl, Kak noATBep)XgaTb COOTBETCTBME Balle NpoAYyKLUUM UMU YCNYT YCTAHOBMEHHBLIM
TpeboBaHUAM?

[1a
HeT (cm. 7.4.5)

6.4.6 OpraHusauma MoXeT NPoOO4eMOHCTPUPOBAaTb NMNOCPEeACTBOM CChIJTIKM Ha pasfndHble 3arnuncu, 4To
OHa NOCTOAHHO obecneYvnBaeT HeOOXOANUMBIN YPOBEHb KavyecTBa NPOAYKLWA UIMTA YCIIVT.

EcTb nu B Balwlen opraHM3auum HeobxoaumMble 3anncu, NoATBepXaarLie COOTBETCTBME Ballel
npoaAyKUUUN UIIN YCIYT YCTaHOBMNEeHHbIM TPpeboBaHUAM KavyecTBa?

[1a
HeT (c™m. 7.4.6)

6.4./7 MHorme Buabl OeATeNbHOCTU UMW OEUACTBUA, BBINONHAKOWMECA B paMKaxX NMPOU3BOACTBEHHbIX
MNPOLECCOB U NPOLECCOB npeaocTaBneHnsa yenyr, TpebyoT HanmMunua UHCTPYKUMIA NO 3Kcnnyataum n/mnm
MHpopmaLnm obd akcnnyaTaunoHHbIX 0CODEHHOCTSIX, MO3BONMAOLIMX NPOU3BOACTBEHHOMY NepcoHany npa-
BUIbHO W NOCNeaoBaTenbHO BbINOMHATL paboTy.

ECTb MU MHCTPYKLUU NO 3KcNNyaTayMu Ha BCeX NPOU3BOACTBEHHbIX yYacTKaxX U yyacTKax npea-
OCTaBJIeHMA YCNYr B Ballen opraHusauuu, Kak 3To ycTaHOBINEeHO TpeboBaHUAMU?

[1a
HeT (cm. 7.4.7)

6.4.8 NHCTpyKUWK No aKkcnnyaTaumM Hepeako NCMOoNb3YoT AN NoAroTOBKU U 00y4HeHNA HOBLIX COTPYA-
HAKOB U KOHTPONMA X NPOU3BOACTBEHHbLIX HABLIKOB MPW BbINOMHEHWN paboThl.

3HaKOMbI N1 Balun COTPYAHUKU C UHCTPYKLMAMU NO 3KCNNyaTauum, KotTopblie UM He0O6XoaUMbI, U
TpebyeTca NU ANA HUX AONONTHUTENbHaA NOAroToBKa UMM PYKOBOACTBO ANA NyJllero BbiNoNMHeHUsA
paboTbl?

[1a
HeT (cm. 7.4.8)

6.4.9 ObwenpusHaHHO, YTO KavyecTBeHHada paboTa MOXeET ObiTb BbINOMHEHA TOMbKO B NMpUeMIIeMbIX
pPadoUYnX YCNoBUAX NPU HaNUYMM COOTBETCTBYHOLWEro obopyaoBaHUa U CnyXd maTepuanbHO-TEXHUYECKOro
obecnevyeHus.

BHocAT N1 BKNaa Balwle npeanpudatune, opuc U gpyrme npon3BoaCcTBeHHbIe YYacTKU B yCNeLlHoe
BbIMNONMTHEHUe NPon3BOACTBEHHOU AeATeNbHOCTU?

[1a
HeT (cMm. 7.4.9)

6.4.10 TOCT P NCO 9001 yctaHaBnuBaeT pas3paboTKy PYKOBOACTBA MO KayecTBY ANSA onucaHus
obnactu AeATeNbHOCTU CUCTEMbl MeHePKMEeHTa KavyecTBa, 00OCHOBaAHUSA NOOLIX UCKNMIOYEeHUN U3 TpeboBa-
HUI pasaena 7 «CosgaHue 1 peanunsauna NpoaykUMmM»2), cCblfku Ha AOKYMeHTalbHO odopMIeHHbIe npoLie-
aypbl 1 TpeboBaHUs, onNUcaHNUA B3aUMOOeUCTBUA NPOLLECCOB B paMKaxX CUCTeMbl MEHEQ)KMEHTa KayecTBa.

2) BTOCT P MCO 9001—2008 pasgen 7 Ha3BaH «[1poLecChl XM3HEHHOIO LKA NpoayKuumny.
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OO01BACHAET U 000CHOBbLIBAET N Balle PYKOBOACTBO MO Ka4vecTBY Kakne-rimoo UCKNIYeHNA U3
TpeboBaHUU B pamMKax pasaena 7 «llpouecchbl XusHeHHoro umkna npoaykumn» rOCT P UCO 90017

[1a
HeT (cm. 7.4.10)

6.5 BonpocHuk, yactb 5. CBA3b ¢ noTpedbutenammn

6.5.1 Ona notpebutensa cywectsyeT MHOMO CNOCODOB B3aMMOAENCTBUSA C opraHusaunen. 310 MOryT
ObITb opULIMANBHBLIM TEHAEP UMK pacLeHKM Ha TenedoHHbIE 3BOHKM NoTpebutenein. Mansie 1 cpeaHune npea-
NPUATUA AOMKHBI UMEeThb NpoLuecchl obecneyvyeHnUsa CBA3N, yaobHbIe AN NCNOMb30BaHUS NOTPEOUTENAMN.

UmeloT nu Bawum notpedutenu yagoobHbIN [OCTYN K Ballen opraHusauun, Korga oHM XOoTAT 3aKy-
NUTb NPpOAYKUUID?

[1a
HeTt (cm. 7.5.1)

6.5.2 loTpebutenn NpuxoasT, Kak npaBuno, Ha cknag opraHisauiM Unu B MarasmH, YTobbl caenath
3aKynkyu NpoayKkunMn, ogHako noTpedbutenn MHOrMxX opraH1usaunn MCNonb3yroT AN 3anpocoB U pasMeLlleHns
3aKas3oB TenedoH, pakc n MHTepHerT.

EcTb nu y Bac acdpcpeKTUBHBIN NpoLecc, NoATBepPXAalLWnUn NPUHATUE 3aKa3oB NoTpedbutenen n
obecneynBawLLU NTOHUMAHUE 3aKa30B U nNoaATBepXaAeHUe, Korga oHU caenaHbl?

[1a
Het (cm. 7.5.2)

6.5.3 lNoTpebutenun He Bcerga TOUYHO 3HAKOT, YTO OHU XOTAT UMN MOTYT N NONYYUTb 3TO OT KOHKPETHOM
opraHusauuu.

EcTb nu y Bac acpheKkTMBHBLIN cNOocob CBA3M ¢ BallMMU noTpedutenaMmm gna uHopmMmmMpoBaHUs
MX O NpeanaraeMbiX BaMU NpoAYKUUU U ycnyrax?

[1a
Het (cm. 7.5.3)

6.5.4 HeobXxoanMmMo TOYHO 3HaThb, YTO NMOTPEDUTENb XOUeT KYNUThb Yy opraHmsauunn. Notpedbntenib MOXeT
ObITb HECNOCODEH AaTh YeTKYIO U OQHO3HAYHYIO XapaKkTepUCTUKy TpeboBaHUA K NPpoayKUMK, B pesdynbTaTe
yero pasnnyHble TOYKMN 3peHNss MOTYT NPUBECTU K HEQONMOHUMaHUIO MeXay opraHnsaumen n notpedutenem.

Bceraa nu Bawa opraHnsayma noapooHoO BbiACHAET TpeboBaHUA NOTpeOUTeNnen K 3aKkynkam npo-
AYKUUM unu ycnyr?

[1a
HeTt (cm. 7.5.4)

6.5.5 MoryT ObITb OTAENbHBIE acneKkThl NPOAYKLUWN, KOTOpbIe BOODOLLLE HE NOHUMAaIOTCS UMM HEU3BECTHbI
noTpebuTento 1 KoTopble paccMaTpUBaKOTCS:

- 3aKoHoOaTeNbCTBOM UMW pernameHTom Unu

- OLLeHKOW COOTBETCTBUS.

Y Balleun opraHusaunm aomkeH bbiTb npoLlecce, obecnevmnBaroLLnMA onpeaeneHne sakoHogaTenbHbIX U
perynupyoLmx TpedoBaHnm Ha NPOoAYKLUIO (KOTOopble MOTYT ObITb HEOOXoAMMBLI AN NPUMEHEHUS NPOAYKL MU
Mo HA3HAYEeHUIo NOTPebuTens) Ao HaYana NpPouU3BoACTBa U/MNK NPeaoCTaBNEHNS YCIYITA.

[lpoBepAnu N Bbl, pacnpocTpaHAeTCcA N1 AeUCTBUe 3aKoOHoAaTeNbHbIX U perynupyrLiux Tpe-
boBaHUMN UNN obA3aTerNibHbIX TPeOOBaHUN CTaHAAPTOB Ha Bally NPOoAYKUUIO UMK YCNYTU B CEKTopax
NPOMbLILLIEHHOCTU UIU Ha PbIHKaX, rae Bbl paboTaete?

[1a
HeT (cm. 7.5.9)

6.5.6 lNoTpebutenn He Bcerga MOryT NOHMMaTb, Kak WUCMOMb30BaTb NMPOAYKUWUIO B COOTBETCTBUU C
HasHaveHnem narotosutend. OpraHnsaunm 4omKkHbl obecnevunTb HannM4ne cCooTBETCTBYOLWEN NHpopMaL N
N/ NN MHCTPYKUMA, NpeaycMaTpurBao X BO3MOXXHOCTb BO3HUKHOBEHUSA NOObLIX CUTYaL A 1, eCnin Heobxoaun-
MO, YCNOBUN ANSA yTUnn3auyun.

3HaeT N Balwla opraHM3auusa o Bcex cnocodax Mcnonb3ioBaHUA Ballen NpoaAykKUUU UNU yenyr
notpedbuTenem m o Kakux-nmbdo npobrnemax, cBA3aHHbIX CO 340pOBbLEM, 06€30MNaCHOCTLIO UNMN OKPYXKa-
loLWeun cpeaon, KoTopble MOTYT OKa3aTbh OTpULaTeribHOe BO3OeUCTBUE Ha nNonb3oBaTenda?

[1a
HeT (cm. 7.5.6)

6.5.7 Bnageneu npeanpuUaTusa U BbicLlee PYKOBOACTBO KakOM-NMOO opraHun3aLnum MOXKeT NoaTBEp-
OUTb HOBBLIN 3aKas NOTpebuTens, a B Apyrmx opraHn3aumnsax 3To MOXKET ObITb caAeNaHo npeacTaBUTENEeM CIyXK-
Obl noTpedbutensi. HezaBUCUMO OT TOrO, KTO YyTBEpXKAAeT 3akas, OH A0KeH obecnevnTb npaBUlTbHOCTD,
NONMHOTY U NPUEeMNEeMOCTb BCeU MHPOPpMaL MK NO 3aKasy, a Takke BO3SMOXHOCTb ero BbiNoNHeHuA. [Npruemka
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YTBEPXKOEHNE HOBOIO 3aKkasa noTpebutens ABNAeTCH BaXHbIM LLAroM HE3aBUCUMO OT YPOBHSI UX UCTIONHE-
HUS, MOCKOSbKY HEYETKOE U HEMOJTHOE onncaHne TpeboBaHUA MOXKET NPUBECTU K OLLUNDKe, U NnoTpebuTtenb He
byaeT yooBNeTBOPEH.

EcTb nu B opraHnsayuu npouecc, obecnevynsaroLliMn npoBeaeHUe aHarn3a 3aka3oB nNnoTpeobuTe-
na Ao UX NnpueMKu opraHmsauuen?
[1a
HeT (cm. 7.5.7)

6.5.8 MHorme opraHmsauum NoATBEPXKAAOT 3aKa3 NoTpebuTens, korga oH NPUHAT UNY BBEAEH B CUCTE-
MY KaK O0OKas3aTenbCTBO TOro, YTO NOoTpebutenb npuHAN Bce vacTHOCTU. Cnocob noATBep)XOeHUs 3akasa
noTpedbutensa saBUCUT OT cnocoba ero nNonyyYeHus.

Korga Balwua opraHnsauusa nosiydMaeT 3aka3 oT noTpebutensa, noareepXxapaete fNu Bbl €ro, YToobl
obecnevyuTb NONHOe NOHMMaHNe NoTpeduTenem, YTo UMeHHO byaeT NocTaBNeHo?
[1a
Het (cm. 7.5.8)

6.5.9 lNoTpedbutenn MorytT M3MeHUTb 3akas, YBENMMYNB UMNN YMEHbLUMUB 3aKaszaHHOEe KONUYEeCTBO UMK
XapaKTepUCTUKLA NpoayKunn, U XxapakTtep yCrnyru.

OnepaTuUBHO NU Bawla opraHusauua pearupyeTt Ha U3BMEHEHUA, KOTOpble BHOCUT NoTpebuTtenb
WU Ball COOCTBEHHbLIU NepcoHan?
[1a
HeT (cm. 7.5.9)

6.6 BonpocHUK, 4acTtb 6. 3aKynku

6.6.1 lNocTaBWKKK onpeaensaioT yCnewHy AedATeNnbHOCTb opraHusauun. NocTasLmkm obecneymnBatoT
MOCTaBKY MaTepuanoB, UCNOMb3yeMbIX NPU NPOU3BOACTBE NPOAYKLUUN, U NpeaoCcTaBNAT YCNyrn, Heobxoam-
Mble 0151 obecnevyeHUs OedATenbHOCT opraHm3aLnn, 1 Bce ocTanbHoe, 6e3 4yero Nnpon3BoacTBEeHHas aes-
TeNbHOCTb opraHusaumm He MoXXeT PYHKLUOHUPOBATL ACITKHBIM 00pa3omMm.

UWaoeHTUdMLuMpoBana nu Bawla opraHusauua BaXHble pe3ynbTaThl AeATeNbHOCTU NOCTaBLUUKA,
KOTOpble BIUAIKT NPAMO UM KOCBEHHO Ha KadeCcTBO NpoAYKLUUU U YCIYTU, NpegocTaBnaeMble BaMu
norpeéurenam?

[1a
HeT (cm. 7.6.1)

6.6.2 Y HEKOTOPLIX opraHnu3auUMn eCTb COTHU NMOCTABLUMKOB, KOTOPbIE MOCTaBMSAOT cCaMble pasnniHbIe
BUAbI NpoayKunn U ycnyr, ogHako OONbLIMHCTBO TakKUX MOCTaBLIWKOB He BNUAKOT Ha noTtpebutensa n/mnu
Ka4yeCTBO roTOBOW NpoayKuMn. HekoTopkle opraHusaunum cHUTAT COKpalleHMe KonndecTBa NOCTaBLWUKOB A0
HECKONMBbKNUX CcaMbIX BaXHbIX 3apdekTUBHOWU 1 Bonee BbIFCAHOW MEpOn U 3aKnovarT ¢ HAMU NapTHEpCKUe
cornawieHus. 3TO CBMOETENbLCTBYET O MPUMEHEHUW NpuHUMNa HOMep BOCEMb MeHea)XMeHTa Kayec-
TBa — «B3anmMoBbIrogHble OTHOLIEHUS ¢ NOCTaBLMKaMNY .

PaboTaeTe N Bbl B TECHOM KOHTaKTe ¢ HeobXxoAMMbIMU BaM nocTaBLUUMKaMu U odbecnevynBaeTe
TN NOCTOAHCTBO NepeYvHAa NocTaBLMUKOB?

[1a
HeT (cm. 7.6.2)

6.6.3 llocTaBWKMKMA OOIDKHBI OTBEYaTh BalnMM TpedboBaHuaM. [NpeacTtaBnaeTcsl BaXXHbIM NpoBeAeHMe
aHanusa nNpoun3BoACTBEHHLIX MOLLHOCTEN U PecypCcoB BO3MOXHLIX MOCTaBLMKOB A0 3aKIOYeHUdA cornalle-
HUAS O 3aKase Ha 3aKynky. 3anmcu pe3ynbTaToB OLUEHKM BalUMX NMOCTaBLIMKOB HEODXOAUMO XpaHUTb, YTODOLI B
OyayLEeM MOXHO ObINO UCMONb30BATb U CChINTATbCA Ha 3TY MHPOPMaLNIO.

[Mocewanu nu Bbl NpeanpuATUA NOCTaBLYUKOB, YTOObI yoeauTbLCA FIMYHO, YTO OHU CMOCOOHDLI
yAOBMETBOPUTL Balum TpebGoBaHUA K KavyecTBY?

[1a
HeT (cm. 7.6.2)

6.6.4 MHoOrme noctaBLUMKUA ABNATCA KPYNHBIMU OpraHusaLusamMin, 1 Bbl ACJDKHbI B3aUMOOENCTBOBATL C
opurcomM unmana, rae peleHna npMHUMaeT yaaneHHbIU ronosHoun odouc nnu npeanpuatne. Manoe npea-
NPpUATUE oKasblBaeT He3HaYUTeNbHOE BO3AENCTBUE Ha TaKUX NMOCTaBLMKOB.

Knaccudunuymposanu nu Bbl BallMX NOCTaBLIMKOB NO TUNY BbiNyCKaeMoOU NPoAYKLUM U XapaKTe-
Py UX npousBoacTBa?

[1a
HeT (cm. 7.6.4)

6.6.5 MHorune opraHnsaumm pabotatoT ¢ DONbLUMHCTBOM NOCTABLUKOB B TEYEHUE NPOACIPKUTENBHOMo

nepruoga BpeMeHW, NocKoNbKY OHU YOOBNETBOPUTENLHO BLIMOMNHAKT CBOHO paboTy.
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KBanudpuymnpoBanu N1 Bbl NOCTaBLWUKOB U3 Ballero yTBepXAeHHOro nepeyvyHa nocrtaBLMKOB?
[1a
HeT (cm. 7.6.5)

6.6.6 B 3akase Ha 3aKynKy NocTaBLUMKY HEODX0ANMO AaTb YETKOE N 0AHO3HAYHOE OnUcaHmne nNpoayKLUuu,
MaTepuana unu ycnyru, Kotopble Bbl nokynaete. [lns Bac, Kak nokynartenst, BaXkHo obecrnevnts TOUHOE onumca-
HMEe TOro, YTO Bbl XOTUTE, NMOCKOMNbLKY 3TO NpeaHasHavYaeTcsa Ans Ballnx notTpeduTtenen.

EcTb nNu y Bac npouecc, obecnevynBaroLlliMii aHanns3 3aka3oB Ha 3aKynKy A0 TOro, kak Balua opra-
HU3auusa caenaeT 3aka3?

[1a
HeT (cMm. 7.6.6)

6.6.7 MHorme opraHusaunm NOCTaBLMKOB NMOATBEPXKAAKOT 3aKasd Ha 3aKynkKy, korga oH NpUHAT UK BBe-
NeH B cucTemMy AN NOATBEPXKAEHUS TOTO, YTO UX MOTPEDUTENU NPUHANN BCE YHACTHOCTU U COrMacHbl CO BCEMU
YCNOBUAMUN N AeTansiMy.

AHanusupyeT N Balla opraHu3auua noaTBepXageHUA 3aka3oB nNocrtaBLMKaMU?

[1a
HeT (cm. 7.6.7)

6.6.8 lNMocTaBWKMKKN OOMMKHBI UMETb npoueaypy wu/unu npouecc, obecnevunBarolLiMn COOTBETCTBUE UX
npoayKUuMA YCTaHOBMNEHHBIM BaMW TpeboBaHUAM. BO MHOrMx cnydasix opraHmsauum TpebyloT OT CBOMUX
NOCTaBLUMKOB HANMYNA COOTBETCTBYIOLLEN CUCTEMBI MEHEIXKMEHTA KadecTBa.

3HaeTe NU Bbl, YTO Yy BalWlUX NOCTaBLMUKOB €CTb COOTBETCTBYWLAaA CUCTEMa MeHeKMeHTa
KavyecTBa?

[1a
HeT (cMm. 7.6.8)

6.6.9 CuctemMmbl MeEHEIKMEHTA KavyecTBa NMOCTaBLIMKOB obecnevmBaloT NofiydyeHne BamMuy NpoayKumm
NN YCNYTX, KOTOPLIE Bbl 3aKasanu U oxuagaete nonyvnuTtb. OaHako npeactaBnseTcda BaXKHbIM Hanuymne y Bac
cobCTBEHHOro npouecca Bepudunkaum, NoaATBEPXaatoLero, YTo Ball NOCTaBLUMKA NoaaepKMBatoT Npuem-
nemMbln YpOBEHb KavyecTBa BbINOMHEHUA paboThl.

EcTb nn y Bac npouecc, obecnevynBarolinn Bepudpukayuio npoaykumm Unm ycnyru, KOTopyro Bbl
nony4aeTte OT NOCTaBLUKOB?

[1a
HeT (cm. 7.6.9)

6.6.10 KayecTBO BbLINOMHEHUS PadOTbl MNOCTaBLUMKAMUW MOXET W3MEHUTBLCHA W3-3a MHOTMX ODCTOS-
TEeNbCTB, KOTOPbIE Bbl HE MOXETEe KOHTponupoBaTb. amMeHeHUsa MOryT NOBMUATb Ha obdAsaTenbcTBa Mo
NnocTaBKe, Hann4ne npoaykumn, KavecTtso 1 apyrue yenyrit. Kauyectso BbINONMHEHNA paboThl NoCTaBLMKaMIA
crnegyeT NpoBepPsATh Ha NOCTOSIHHOW OCHOBE 1 NO Mepe HeobXOAUMMOCTU NPUHUMATbL COOTBETCTBYIOLLNE MEPHI.
XOopolunA nocTaBlMK OyaeT pearnpoBaTb Ha TpeboBaHUA MOTPedUTensi, KOTOPOro OH LUEeHWT, Koraa ero
MHPOPMUPYIOT O HENMPUEMIIEMBIX CUTYaLUAX UMM OTKITOHEHMUSIX.

[TpoBOAUT NU Balla opraHnsauua MOHUTOPUHI KavyecTBa BbINONMHEHUA padboThbl NOCTaBLUIUKAMU
npeanpuvuHUMaeT NN KOppeKTUpyrLwue geucTeBusa nNo HenpuemMmnemMmbiM cUtTyauuam?

[1a
Het (cm. 7.6.10)

6.7 BonpocHUK, YacTtb 7. [IpoekTtupoBaHue U paspadboTka

6.7.1 KauyecTBeHHasi NnpoayKuMsa He NPOU3BOAUTCS CNyYanHO, a SIBMSETCH pe3yibTaTtoM npodeccno-
HalTbHOTO NPOEKTUPOBAHNS U pa3paboTKN.

[MpoekTUpyeT u/unun paspadarbiBaeT N1 Balla opraHnsauuva npoaykuuio, KOTopyro oHa npounus-
BOOAUT?

[1a
Het (cm. 7.7.1)

6.7.2 MHorme opraHmsaunm Nnpon3BoaAT NPOAYKUMIO HA OCHOBE NpoekTa, nNpeacTtaBnsaeMoro apyrumm
opraHuU3aLUsaAMU, KOTOPbIE N3MEHSIIOT UM COBEPLLEHCTBYIOT CYLLIECTBYIIOLLNA NPOEKT Ansl obecnevyeHunst CooT-
BETCTBUSA HOBLIM UMK ApYrAM TpeboBaHUAM.

[ToHATHa Nu AngA Bac pasHuua MeXxay KOHUenuusaMUu «NpoeKkTupoBaHue» U «paspabotka»?
[1a
HeTt (cm. 7.7.2)

6.7.3 OpraHusauun, npomssogdalime npoaykumio Ha OCHOBE MPOEKTOB, NPOBEPEeHHbIX UK NpeacTaB-
NEHHbIX APYTMMM opraHnsaunamMmm, MOryT NPUHATE pelleHne 0O NCKMYeHUN TpebOoBaHNA K NPOEKTUPOBAHUIC
N paspaboTKke U3 CBOUX CUCTEM MEHeKMeHTa KayecTBa.
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PaccmarpuBana nu Balwla opraHM3auusa Bo3MOXHOCTb UCKMIOYEeHUA padboT Nno NpoekTUpoOBaHUIO
n paszpaboTke U3 Balwen CUCTEMblI MEHEeO)KMeHTa KavyecTBa?
[1a
Het (cm. 7.7.3)

6.7.4 lpoeKTupoBaHUE U pa3paboTKy MOXHO NPUMEHATb HE TOSMbKO K NPOAYKUNN, HO U K HEKOTOPLIM
npoueccam, € MOMOLLbIO KOTOPLIX HEKOTOPLIE OopraHn3aumm NPoM3BOASAT U NOCTaBNAAT CBOKO NPOAYKLUMNIO.

PaccmaTtpuBana nu Bawa opraHnusauusa npuMeHeHue npouecca NnpoekTupoBaHnda n pa3paboTku K
BalUlMM COOCTBEHHbLIM nNpoueccamMm Nponu3BoACTBa U o6cnyXuBaHua?
[1a
HeT (cm. 7.7 .4)

6.7.5 NnaHnpoBaHue paboT No NPOeKTUPOBaHUIC N paszpadboTke Heobxoanmo ans obecrneveHns Nony-
YeHUS XKenaemMoro pesynbTtaTta opraHusaumein n ee noTpedbutenamm.

[MogrotoBuna N1 Bawla opraHusauua nnaH NnpoekTupoBaHua n/unum paspadboTkn Ana npoaykuun
u/unu ycnyru, Kotopble Bbl NpoaaeTe?
[1a
HeT (cm. 7.7.5)

6.7.6 CyllecTByeT HECKOIbKO aTanoB npouecca NpoekTUpoBaHnusa 1 paspaboTki, HeobxoanmbIX AN
obecneveHunsa cootTBeTcTBUA TpeboBaHmam [TOCT P NCO 9001. OHun BknoyatoT:

- onpeaeneHne BXoAHbIX AaHHbLIX AN NMPOeKTUPoBaHUA N pazpabdboTKu;

- YCTaHOBMEHME BbIXOAHbLIX AaHHbLIX MPOEKTUPOBAHUA U pa3paboTKu;

- NpoBeAeHne aHanunsa npoekTa U paspabdoTKu.

BbINONHAKT N BallX NPOEKTUPOBLUMKU 3TU TPU 3Tana B npouecce NpoeKTMpoBaHUA U paspa-
6oTKN?

[1a
HeT (cm. 7.7.6)

6.7.7 BbIxogHble NpoeKTHbIE AaHHbIE cneayeT NOATBEPKAaTh NOCPEeACTBOM npoLecca Bepudpnkamm u
Banuaauun. CywectsyeT MHOMo cnocoboB NOATBEPXKAEHUSA BbIXOAHLIX AAaHHbLIX B 3aBUCUMOCTU OT Xapakrepa
npoaykumn. lNnaHel NpoekTUpoBaHUA 1 paspaboTKn AOMKHbI NPOrHO3UPOBAaTh, KakK, Koraa n rae byaer ocyle-
CTBIeHa BepuduKkaLms BbIXOAHbLIX AaHHbLIX M Banuaauua npoayKumu.

ObecneynBaloOT NN BaLUXM NNaHbl MPOEKTUPOBAHUA U pa3padboTKu BepudUukaumio 1 Bannaauuio
BbIXOOHbLIX MPOEKTHbIX AaHHbLIX?

[1a
HeT (cm. 7.7.7)

6.7.8 VlameHeHUsa MOTYyT NMPOUCXOOUTb M B NMpoLecce NPpoekTUpoBaHUA N paspaboTkn. HekoTopble 13
HUAX OO BACHAKTCH U3MEHEHUAMM Ha pPbIHKE. HOBLIE 3HAHWUS UNKU NHQOPMAaLIMA, NONYyYEHHbIE B NpoLLecce npo-
eKTUPOBaHUSA, MOTYT NPUBECTU K UBMEHEHUAM, KOTOPble HEODXOANMO NPU3HaBaTh.

Ob6ecnevunBaeT NN Ball nNpoLecc NPOeKTUpoBaHUA U pa3paboTKku ynpaBneHne U3MeHeHUAMU
MeHe)KMEeHT TaKUX U3MeHeHUun?

[1a
HeT (cm. 7.7.8)

6.8 BonpocHuk, yacTtb 8. [lponsBoacTBO U 0O6CNYXUBaHUe

6.8.1 CywecTtByeT MHOro (paktopoB, nNoanexalwux paccMOTPEHUIo, NPU NOCcTaBKe NMpoayKuun u/nunm
npeaocTaBneHn ycrnyr B npouecce obecrieyeHnst Npomn3BoaCcTBa N ODCMYXMBAHUS, KOTOPbLIE BUSIIOT Ha
yaOBMeTBoOpeHne notpedbutens. lNpouecc NoCcTaBKM 3aBUCUT OT XapakTepa npoayKumnm n KaHanoB ee pacnpe-
aeneHus. MNpoaykuno MOXHO NMOCTaBMATb HENOCPEACTBEHHO NOTPEOUTENIO UMK Yepes3 LEenovKy NocTaBKy,
npexae 4Yem rnonb3oBaTenb NonyvyuT ee. Ycrnyra, Kak npaBuno, NnpeaoctaBnsieTcsl HenocpeaCcTBEHHO NoTpe-
outento.

PaccmatpuBana nu Bawa opraHnsauus, Kak npoayKkuuilo Unmn ycnyru noctaBnaloT u/unu npoaa-
IOT noTpebutTenam?

[1a
HeT (cm. 7.8.1)

6.8.2 YcnewHo AeNCTBYOLWME OpraHM3aLnMm NOCTOAHHO 1 NocNeaoBaTeNbHO OTBEYaoT TPebOBaHUAM
CBOUX MOTpebuTenen, YtTo ABMNSIETCH pe3ynbTaToM NOBTOPHLIX 3akas3oB. [Npouecchbl NOCTaBKU NMPOAYKLNN U
npegocTaBneHns yernyr HeobxoamMmo NNaHUpPoBaTb U BLIMOMNHATL B yNpaBisieMblX YCIOBUSX, YTODLI obecne-
YMTb NOCNeaoBaTENbHOCTL Pe3yNbTaTOB U COOTBETCTBME YCTAHOBMNEHHBIM TPEeDOBAHUAM.
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[MTnaHupyeT N Bawa opraHusauusa npoueccbl NOCTaBKU npoaykuMu u/unu npepocraBrieHUSA
ycnyr ana AocTuXXeHuUa nocrnieagoBarteribHbIX pe3ynbTaTtoB?
[1a
HeT (cm. 7.8.2)

6.8.3 Pusnyeckad npoaykUMa UMeeT XapakTepUCTUKU, KOTOpble MOXHO U3MePUTb U KONMMMYECTBEHHO
onpeaennTb, a APYryto NpoayKUUIo Hemnb3si NoATBEPANUTL NOCPEACTBOM KOHTPOMNS A0 NOCTAaBKU U UCNOMNbL30Ba-
HUA. PakTU4eckn npouecc Npon3BoAcTBa AOMMKEH ObITh yNpaBnaeMbIM N MOCTOSIHHO (PYHKLUUOHUPOBATL B
3anlaHUpPOBaHHLIX YCNOBUAX.

MOXHO N U3MEPUTb XapaKTepPUCTUKU BalleUu NPoayKLUUU UNU YCIyrK, YToObl NnoATBepAUTb UX
COOTBETCTBUE YCTAHOBMNEHHbIM TpeboBaHUAM?

[1a
Het (cm. 7.8.3)

6.8.4 Tlpoaykunmn unn ycnyre Moxet noTpedoBaThbCs NPOCeXMBAaeMOCTh B TeUEeHNe ee SKennyartaymnm
1 XKN3HEHHOTO LUKMa Anst Toro, YTobbl NPOU3BECTM BO3BPAT UMK HanpaBuUTb yBeAOMIIEHNE NOMb30BaTeNsAM,
ecn 3T0 HeobXxoanmMo, nocne nocTaBkn. [NpocnexnsaemMocTb MOXKET AaXe PaCcnpOoCTPaHATLCA HA NMOCTaBLLU-
KOB MaTepunanoB, KOTOpble UCMOMb3YIOTCA B NPOAYKUMN, HA NpoLecchl peannsauun npoaykumm, a Takke Ha
nonb3oBaTenen unm noTpeduTtenen.

Onpegenunu nNu Bbl HanU4yue XapakTepuUcTUK B NPOAYKUUU UNU yCcryre Ballen opraHusauuu,
KOTOopble BNUAIOT Ha 6e30nacHOCTb UNKU 340pOBbLe BalLUX NoTpebutenen?

[1a
HeT (cm. 7.8.4)

6.8.5 MHorue opraHusaunm UCNONb3YOT CODCTBEHHOCTbL, NMpUHaanexallyo noTpedbutensam, B npoLec-
ce NpousBoAcTBa. TakMMuy opraHmsaunaMm MoryT OblTb NPOU3BOAUTENN, KOTOpPLIe obecnedmBaloT COOPKY
CODCTBEHHOCTU MOoTpedbuTena B roTOBYIO NPOAYKUMIO, UNN HebonblUMe KOMNaHUM No YMUCTKe oAeXadbl UMK
PEMOHTY TPaHCNOPTHLIX CPEeACTB.

Onpepenunu nu Bbl, YTO COOCTBEHHOCTL NOTPeOUTENA UCNONbL3YKT B Ballen NpoayKUUU UMK
ycnyre?

[1a
Het (cMm. 7.8.5)

6.8.6 YcnewHo geUCTByOLWME opraHM3aumMm depexxHO OTHOCATCA K CBOen NpoayKunn, Korga oHa Haxo-
OUTCA B UX PacnopsbKeHUU, 40 NonyvyeHUa ee notpedbutenem. ITO BKIOYAET COOTBETCTBYIOLLME NPOLEeCCHl
naeHTUdnKaLmMm, norpysouUHo-pasrpysovHble paboThl, XpaHeHWe, KOHCepBauUWlo, YNAKOBKY WU MOCTaBKY
npoayKLUuu.

EcTb N y Bac cOOTBETCTBYOLUE NpoLecchl ANA NOrpy304HoO-pa3rpysoUvHbIX padboT, XpaHeHus,
KOHCepBaLuU, YyNaKOBKU U NOCTaBKU Ballen npoayKUun?

[1a
HeT (cMm. 7.8.6)

6.8.7 KOHTpONbHOE U U3MepUuTensHoe obopyaoBaHue, Kak npasnno, HeobxoaumMo ana NoATeepXae-
HUA TOro, UTO NpoLuecchl NPOU3BOACTBA U OOCNyXMBaHUA obecnedyMBaloT nonydeHue npeagnonaraeMbliX
pe3ynbTaToB.

YnpaBnseTe N Bbl KOHTPOJSIbHbIM U USMEPUTESNIbHBIM 000pPYAOBaHUEM, UCNONb3yeMbIM B NPO-
M3BOACTBE U NOCTaBKe Ballen NpoayKLUU U yCnyr?

[1a
HeT (cm. 7.8.7)

6.9 BonpocHuk, yactb 9. MOHUTOPUHT, U3MEepPEHUNE U aHanuns

6.9.1 BcootBeTtcTBUM C [T OCT P MCO 9001 opraHmnsauus gomkHa npoBogmnMTb MOHUTOPUHT U USMEPSTL
MHOTWE acnekTbl B OTHOLLUEHUM CBOEW NpoAYKLUUU U CUCTEMY MeHepKMeHTa KadecTBa. [1naHupoBaHue urpaet
BaXKHYIO POJb B MAeHTUUKAL MK XXeMaeMblX pe3ynbTaToB, KOTopble HE0BX0ANUMO N3MepsATh, YTODbI obecne-
UNTb COOTBETCTBME NPOAYKLMN YCTAHOBMEHHBLIM TPEOOBaAHUSAM.

UaeHTudonyupoBana nu Balla opraHM3aLlns KOHKpeTHbIe acrneKTbl, KOTopble He0bX04NMMO U3Me-
PATb ANA obecnevYyeHUa COOTBETCTBUA NpoAYyKLUN?

[1a
HeTt (cm. 7.9.1)

6.9.2 B cooTBeTCTBUU C TPpeDOBAHUAMN CUCTEMBI MEHEMKMEHTA KauyecTBa Bbl AOMKHbI MOBLICUTH CTEe-
NeHb YOOBNETBOPEHUS NOTPEbUTENS Yepes ee 3 PeKTUBHOE NPUMEHEHME. YCMNELLIHO AEUCTBYOLWNE OpraHun-
3aunn onpegenareT ¢ NOMOLLbHD CUCTEMbl MEeHemKMeHTa KadecTBa KOHKPeTHble MepcCneKkTUBHbIE Lenu
BbINOMHEHUSA PaboT N 3a4a4n, KOTOPbIE OHW XOTAT BbINMOMHUTD.
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UWpeHTudmynpoBana nu Bawa opraHimsauma odwume uenu n 3agavum gna cucteMbl MeHeg)XMeHTa

KadecTBa?
[1a
HeT (cm. 7.9.2)

6.9.3 YcnewHo genUcTByoLMe opraHmsaL iy nocTosiHHO U NocnegoBaTensHO OTBeYaloT TPpeboBaHUAM
CBOUX NOTpebutenen, 4Tobbl NONYyYNTL NOBTOPHLIE 3aKasbl. YAOBNETBOpEeHUE noTpebutenen Heobxoanmo
KOHTPONMUPOBATbL U U3MEPSATL, YTOOLI UX TPeDOBAaHUSI OCTaBaNuUCb B COOTBETCTBUM C USMEHAOLLIMMUCH TPeDO-
BaHUAMM pbIHKA N NpeACcTaBNeEHNAMNU NOTPebUTENEN O NPOAYKLUN N yCryrax.

EcTb Nu y Ballen opraHusayuu npouecc MOHUTOPUHTa, U3MepPeHUA U aHanu3a yaoBleTBopeHUn
notpeburena?

[1a
HeT (cm. 7.9.3)

6.9.4 Korga cuctemMa MeHeKMeHTa KavyecTBa pa3paboTtaHa, ee Heobxoanumo nogaepXmBaTh B pabo-
yemM COCTOSIHMK N ynydlwaTk. B npoTUBHOM criyvyae oHa NOTEPSIET CBOKO CUMNY U cTaHeT HeadhdpeKTUBHON. Opra-
HUA3aLWW OOIMKHBI obecnevynBaTh NOCTOAHHYIO akTyanusaunio n 9pPEeKTUBHOCTL CBOUX CUCTEM NOCPEACTBOM
NNaHNPOBaHUA N NPOBEAEHUSI BHYTPEHHUX NMPOBEPOK CUCTEMBI MEHEMKMEHTA KaYeCcTRa.

EcTb Nu y Bac nnaH BHYTPpeHHEeU NpoBepPKU?

[1a
HeT (cm. 7.9.4)

6.9.5 [axe camble apdeKTUBHLIE NPOoLIeCChl MOTYT NPUBOAUTL K pe3ynbTaTaM, He OTBEeYaloWmM Tpe-
OOoBaHWUAM KavecTBa BbINONHEHUA paboThl. YCnelwHo AeUCTBYOLWNUE opraHi3aL i BIABIAKOT HECOOTBETCTBY-
OO NpoayKuuUilo A0 TOro, Kak oHa gocTturaeT notpebutend, 1 npeanpuHAMaloT AeUCTBUS NO PeLUeHUIo
npodnemobl.

EcTb Nn y Bawen opraHmsauum AoKyMeHTanbHO odopMneHHaa npoueaypa ana ynpasneHUs
HecoOOTBeTCTBYIOLWEN NpoAYKLUEN UMK YCIyTron?

[1a
HeT (cMm. 7.9.5)

6.9.6 B cooTBeTCTBUU C TPEDOBAHUAMKM CUCTEMBI MEHEXKMEHTA Ka4eCTBa opraHmMaaumst 4omkHa cobun-
paTb MHOPMaL WO O NpoLeccax U Buaax AesiTeNbHOCTU, KOTOPble OHA UCNONb3yeT ANs NOCTaBKU NPOAYKLIAN
MNK yCnyr ceoum noTtpebutenam. NpeactaBnseTcd BaXXHbIM NPOBeAEHWUE aHanmsa nonyvYaeMbliX B pesyrbTra-
Te AaHHbIX ONA OUEHKW AOCTUIHYTbIX Pe3ynbTaToB U onpeaeneHust, rae MoXHo obecnevnTb ynydllieHUs.
OOLWEN3BECTHO, YTO Bbl A0MKHBI YNPaBNsATh pesynbTaTaMu USMEPEHNIA, YTODbLI NONMYYUTb NOME3HYI0 NHAOP-
MaLuio. YcnewHo AeUCTBYOWNE opraHM3aLMm NCNoNb3yT CUCTEMY MeHePKMEHTa KavyecTBa Kak cpeCTBO
yNyudlLEeHUS CTENEeHN YOOBNETBOPEHUS NOoTpebutens.

EcTb Nu y Bawen opraHnszaymm npouecc cbopa nHcpopmaumum U aHanusa AaHHbIX gnga onpepene-
HUA cTeneHu yaoBneTBOpeHUA noTpedurtena?

[1a
HeT (cMm. 7.9.6)

6.9.7 YcnelwHo gencTByoLlne opraHnsaunm MCnonb3yoT CUCTEMY MeHeJ)KMeHTa KavecTBa ANs nocne-
0oBaTEeNbLHOro NPOU3BOACTBA NPOAYKLUWN UM YCIYT, OTBEYaoLWKX TpeboBaHMSM NoTpebutenen n 4eNCTBYO-
LLlero sakoHogaTeNnbCcTRA.

EcTb NU y Bawen opraHuszaymm npouecc cbopa uHchopmaumu U aHanunsa gaHHbIX A4Nd onpeaene-
HUA YPOBHA COOTBETCTBUA NPOAYKUUN UNK ycnyr TpedboBaHUAM KavyecTBa?

[1a
HeT (cm. 7.9.7)

6.9.8 YcnewHo AeNCTBYOLME opraHu3al UCNOoNb3YIT CUCTEMY MeHepKMeEHTa KavyecTBa Ang yrnyu-
LLIeHNA KaYeCcTBa CBOUX NPOLLeCCOoB, NPOAYKLUMU U YCIYT.

EcTb Nu y Bawen opraiuzaymm npouecc cobopa uHchopmaumu U aHanunsa gaHHbIX A4NA onpegene-
HUA YPOBHA pe3ynbTaTUBHOCTU Npouecca?

[1a
Het (cm. 7.9.8)

6.9.9 B cootBeTcTBUU C TpeboBaHuamMn FOCT P MCO 9001 opraHmnsauna gomkHa oLueHMBaThb Crnocoo-
HOCTb MOCTaBLWWKOB NOCTABMSATL NPOAYKLUMIO, OTBEeYaoLLY0 YCTAaHOBMNEHHBIM TpeboBaHUAM.

EcTb N y Baluen opraHusauuu npouecc coopa MHcpopmaumm U aHanusa AaHHbIX AN OLEeHKN
VPOBHA pe3ynbTaTUBHOCTU NOoCcTaBLUUKa?

[1a
HeT (cm. 7.9.9)

17



[OCT P 54138—2010

6.9.10 YcnewHo genUCTBYIOLME OpraHnusaL M He XXOyT 3axXBaTa pblHKa Unn noTpebutenen HOBLIMU NNU
Donee arpecCcuBHbIMAN KOHKYpeHTaMU. [MoCcTosiHHOEe ynyJdlleHne obecnevmnBaeT coxXpaHeHne KOHKYPEHTOCMO-
CODHOCTU N NOCTaBKY bonee Ka4eCcTBEHHOW NpoayKuun NoTpedbuTtento. YnydlleHne He NpoucxoauT cnyvyanHo,
ero HeobxoaAMMO NNaHUpPoOBaTb U BHEAPSATb C UCMNOMb3OBAHUEM PE3ynbTaTOB aHanusza AaHHbIX U OpYrux
BMOOB AEATENbLHOCTU B paMKaxX CUCTEMblI MEHEPKMEHTA KaYecTBa.

EcTb Nnn y Bawlen opraHnsayuu nnaH NnOCTOAHHOIO ynyJlleHUA Balwleu CUCTEeMbl MeHe)KMeHTa
KavyecTBa?

[1a
Het (cm. 7.9.10)

6.9.11 llocTosiHHOE ynydweHne TpebyeT ycTpaHeHUs OCHOBHOW WM HENOCPeaACTBEHHOW MPUYUHLI
HECOOTBETCTBUA NPOoAYKLUWNK U Xanod noTpedbutenen.

EcTb N y Bawen opraHusauum AoKyMeHTanbHo ocgopMneHHasa npoueaypa, odbecnevymBaroLlasn
npoBeAeHUe KOppPeKTUpyrLwmnx 4eucTBMmn gna yctpaHeHUs OCHOBHOM NPUYUHBI npobnem?

[1a
Het (cm. 7.9.11)

6.9.12 OgHUM N3 Hanbonee BaXHbIX BUOOB AEATENbHOCTM MO NOCTOAHHOMY YNYULUEHUIO SBMAETCH
npegynpexaeHue cutyaLumn, KoTopble MOTyT MPUBECTU K HECOOTBETCTBUIO NPOAYKLUUMA MNU YCNYT U HEHY)KHBIM
3aTpaTtam, N BO3SHUKHOBEHUSA TaKMUX CUTYyaLUN.

EcTb nu y Bawen opraHusauum goKkymeHTanbHo ochopMrieHHasa npouenypa, odbecnevynBarLLlasn
npoBeaeHne AEUCTBUU, Npeaynpexparwmux BO3HUMKHOBEHUE NMOTeHUUanbHbIX nNpodneM, KoTopble
MOTYT NPUBECTU K HEHY)XXHbLIM 3aTpaTtaM U HeyAO0BNeTBOPEHHOCTU NoTpebuTenen?

[1a
Het (cm. 7.9.12)

6.10 BonpocHuk, yactb 10. BHegpeHue Balwlen CUCTEMbI MeHeA)KMeHTa KavecTBa

6.10.1 PykoBoacTBO 1 obecneveHne AeATenbHOCTM opraHn3aunm TpebyoT NOCTOSAHHOMO ynpaBneHus.
YcnewHas AeaTeNbHOCTb MOXET ObIThb pe3ynbTaToM BHEAPEHUA 1 noaaepXaHnua B pabo4vyem COCTOAHUN CUC-
TeMbl MEHE)KMEHTA KauecTBa, obecneunBaroLllen He TONLKO NOCTOSIHHOE YNyUlleHUe KavyecTBa NPoayKLUnM 1
npoLecca, HO U NOTPEBbHOCTM BCEX, KTO yYaCTBYET B 3TOW AEATENbHOCTU, — OT COTPYAHWUKOB A0 NOoTpedbuTte-
nen n odbLecTBEHHOCTHN.

PykoBoacTByeTCA NMU CUCTeMa MeHeQ)KMeHTa KaydecTBa Balleu opraHm3ayMu BOCbMbIO NPUHLMU-
naMmuy MeHeg)XMeHTa Ka4yecTBa, OPUeHTUPYIOLLUMU PYKOBOACTBO OpraHM3auuen B HanpaBrieHUU ynyu-
LLeHUA KavyecTBa NpoayKLMU UNU YCINYT U pe3ynbTaTUBHOCTU Npouecca?

[1a
HeTt (cm. 7.10.1)

6.10.2 BbiCcllee pyKOBOACTBO ACIMKHO 0DecneunTs AoBeaeHUe A0 cBeaeHUst N NOHUMaHWUe COTPYAHU-
KamMn NoNIMTUKKA B 0DNacTn KavyecTBa.

OcBegoMneHbl N1 COTPYAHUKU Ballen opraHm3auumm o NnonMTuKe B odbnactm Kkavyecrtea n conyT-
CTBYWLUX 3a4a4vax B obnactu KayecrtBa?

[1a
Het (cm. 7.10.2)

6.10.3 MHormne coTpyaHuUKM AOMKHBI Nony4vate MHQoOpMaUMio 0 TOM, Kak paboTaeT cuctema MeHeIK-
MEHTa KavyecTBa, U AOMMKHbI ObITb 0becneveHbl COOTBETCTBYIOWLEN AOKYMEHTALMEN, a APYITMM HEOBXoaUMbI
oby4vyeHMe 1 NoAroToBKa Mo cneunansHbIM nNporpamMmMmam U 3agaHust Ha BbIMONMHEHWE NOCTaBMNEHHbLIX 3a4au.
3anucun noaroToBKU creayeT coXpaHATh, a ee 3pPeKTUBHOCTL — OLleHMBaTb. BHYTpeHHeMy ayauTtopy, Kak
npaBuno, TpebyeTtca AoNONHUTENBHAaA NOAroTOBKa No MeToA4am ayauTta (NpoBepKK).

[MpoxoaaT N NOAroTOBKY COTPYAHUKU Ballen opraHnsaymm And BbinosiHeHUA paboTbl, BNUALo-
e Ha Ka4yeCcTBO NpoAyKUuMnU U ycnyr, U BeaeTe N Bbl 3aNUCU, NoaTBepXaawLwme 3To?

[1a
Het (cm. 7.10.3)

6.10.4 llporpammy BHYTPEHHEW NPOBEPKN Ka4YeCcTBa UCMONb3YIOT AN onpeaeneHmns cobnogeHna Tpe-
OOBaHWUN CUCTEMBI MEHEPKMEHTAa KayvecTBa, a Takke npoueayp U MHCTPYKLUWK No akecnnyaTauun. Ecnn HeoO-
X04QUMO, NepcoHan, BbIMOMHAKLWANA BHYTPEHHIOH NMPOBEPKY KavyecTBa, MOXET OKasaTb NMOMOLLb COTPYAHUKAM
B BbIMONHEHNN YCTAaHOBNEHHbIX BUOOB AeATENbHOCTU pasnMMYHbIMKU cpeacTBaMU, ykasaB, Hanpumep, rae npo-
NCXOOAWUT NPOU3BOACTBO HECOOTBETCTBYHOLLEN NPOAYKLUUN, NN NHPOPMUPYH KOHTPONEPOB N Tpebya npose-
OEHUA KOpPpeKTUpyrwWnux gencTBUA TaMm, rae USMeHeHUsa He NPOUCXoOdAT.
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bbina nu nporpammMma BHYTPeHHeU NPOBEPKU KadyecTBa 3¢pPpeKTUBHO BHeApeHa?
[1a
HeTt (cm. 7.10.4)

6.10.5 AHanus co CTOPOHbI PYKOBOACTBA CUCTEMbI MEHEKMEHTA KavyecTBa HeobXxoaum Ansl OUeHKU
BHeApPeHUS N 3P PEKTUBHOCTU CUCTEMEI B BbINONTHEHUM 3a4aY U NONUTUKK B 0bnacTtu kavecTtBa. PykoBOACTBO
OOIMKHO NPOBOAUTEL aHaNM3 Yepes onpegeneHHble NPOMeXYTKU BpeMeHU, Hanpumep oavH pas B KaXkable TpU
Mecdla Ha paHHUX 3Tanax BHeapeHUs.

AHanusupyeT N Balla opraHu3auua cUcTeMy MeHe)XMeHTa KavyecCcTBa, KaK 3anfiaHupoBaHoO?
[1a
Het (cm. 7.10.5)

6.10.6 [JJOKYMeHTbl CUCTEMblI MeHeQ)KMeHTa KavecTBa ABNAIOTCA BaXXHLIMU ANS COTPYAHUKOB, KOTOPLIE
MCNONb3YIOT X ANS BHeAPEHUS, NoaaepXXaHus B padbovyemM COCTOSAHUN U yNyULLEHUSI CUCTEMbI MEHEKMEHTA
kKadvecTBa. [lokyMmeHTaMK1 cneayeT AC/MKHBIM 0Dpa3oM ynpaBnaTbh U NPeaoCcTaBNsATh UX TaM, rae OHU HeODXO-
OnMbl. [1oKyMeHTbl cneayeT NOCTOAHHO aKTyanusnpoBaTh, a ycTapeBLllne BapuaHTbl AOKYMEHTOB He crneadyeT
XpaHUTb Ha pabo4nx yvacTKax.

ObecnevyuBaeTca NU ynpaBneHue AOKYMeHTaMUuU B Ballen opraHusauyMm AOMKHbLIM obpa3oM B
COOTBETCTBUU C TPeOOBaHUAMU AOKYMEeHTanbHO ocdopMneHHON npoueaypbl?

[1a
Het (cm. 7.10.6)

6.10.7 3anucu Heobxoaumbl ONA NOATBEPXKAEHUS TOro, YTO 3arnjlaHMpoOBaHHbIe BUAbI AeATENbHOCTA
CUCTEMBI MEeHeKMeHTa KavyecTBa ObINN BbINOMHEHBI 1 COOTBETCTBYHIOLLME KOPPEKTUPYIOLWME AENCTBUSA NPO-
BedeHbl.

EcTb nu BCce HeoOXxoauMbIle 3anMcK No KavyecTByY U obecnevynBaeTca NM UX ynpasneHne B COOTBET-
CTBUU C TPeOOBaHNAMU AOKYMEHTanbHO ochopMneHHON npoueaypbl?

[1a
HeT (cm. 7.10.7)

6.10.8 lMonHocCTbIO BHEeAgpeHHada cUcTeMa MeHeAXKMeHTa KavyecTBa nNpeaocTaBnsaeT MHOMO BO3MOXKHOC-
Ten ANa npoBeaeHUa KOpPeKTUpYILWMX 1 Npeaynpexgarowmnx 4encTBMn, BeayLlmx K ynydleHUo kayecTBa
npoaykumn. HoBble CUCTEMBI MEHe)XMeHTa KavyecTBa MMEKT, Kak NpaBuio, HeUCnonb3oBaHHbIE BO3MOX-
HOCTWU ANA ynydlleHUN, KoTopble UASHTURUUUPYIOT COTPYAHUKUA ONs MNPpoBedeHUA KOPPEKTUPYHLLUX W
npeaynpexaawwmx aencTeuin. NpeacrtaBnaeTcst BaXXHbIM UCNOMb30BaHUE TAKMX BO3SMOXHOCTEN N oDecneve-
HUe nx 3dpPEeKTUBHOIOC BHEeAPEHUS.

[lpu3HaTCA U nogaepXXMBaKTCA NI BO3MOXHOCTU Ballen opraHusauum gnd npoBegeHUA Kop-
PEKTUPYIOLWUX U Npeaynpexgawnwmmx 4eUcTBUUA BbICLULUM PYKOBOACTBOM U BbINONHAKTCA N Takue
OEeUCTBUA B COOTBETCTBUU C AOKYMEHTanbHO ohopMIeHHOU npoueaypon?

[1a
Het (cm. 7.10.8)

6.11 BonpocHuk, yacte 11. Ceptudnkauma v noagepxaHme B paboyemM COCTOAHUU CUCTEMbI
MeHeQ)KMeHTa KayecTBa

6.11.1 Ceptudukauus/nposepka (ayauTt) Ballen cCUCTEMbl MEHEOXKMEHTA Ka4yeCcTBa Ha COOTBETCTBME
[OCT P NCO 9001 obecneumBaeT goBepue aAns MHOTMX opraHusaunn-notTpedbuTtenen K Tomy, YTo opraHusa-
LMSA-NOCTaBLMK MOXET nocnegoBaTenbHO NOCTaBNATE KAYeCTBEHHYIO NpoaYyKLUUIO.

3HaeTe N Bbl, NOYEMY NOTpeOUTENU TPeOYyT OT CBOUX NMOCTaBLIMKOB HalM4yuAa NpPoOBepPeH-

HouW/cepTUdPULUPOBAHHON CUCTEeMbl MeHeAXKMeHTa KaudecTBa, oTBevyawlwen TpeboBaHUAM
FOCT P UCO 90017

[1a
HeTt (cm. 7.11.1)
6.11.2 CepTudukauuno/npoBepky (ayauT) Bawlen cCUCTeMbl MeHeXKMeHTa KavyecTBa Ha COOTBETCTBUE
MCO 9001 yacTo TpebytoT nokynaTtenun Ha pbiHKax Apyrux ctpaH, UMNopTUPRYHOLUX NMPOAYKLUIO UM YCITYTA.
JKCNopTUpyeTe N1 Bbl CBOK NPOAYVKUUKO UNMU YCNYTXM NOKynaTtensAM Ha PbIHKU OPYrux cTpaH,
koTopble TpedbyrT cooTBeTCcTBUA FTOCT P UCO 9001 Kak Heobxogumoro ycnosus BegeHusn gen?
[1a
HeT (cm. 7.11.2)
6.11.3 CylecTByeT MHOIoc opraHoB Mo cepTUugnKaunn, akkpeauToBaHHLIX A9 NpoBedeHUs npoBep-
Kn/cepTugnKkaLnum CUCTEM MeHe I KMeHTa KavecTBa, oTBevarowmnx tpedosaHnam FOCT P NCO 9001. OpraHsl
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Mo akkpeauTauum ynpasnsitoT NPoLEeCcCOM cepTUdmKaunn/npoBepkn (ayamnta) N akkpeauTyioT opraHbl No cep-
Tudukaumn/npoepke. OpraHbl No cepTndUKaunn/npoBepke MOryT ObiTb akkpeauToBaHbl B 0AHOW CTpaHE U
npeanaratb CBOU YCNyrM BO MHOMMX Apyrux ctpaHax. Belbop npnemnemoro opraHa no ceptudpukaumn/npo-
BEPKE SIBNSIETCS BAXXHOM YacTbio npoLecca cepTudmkaLmMm/npoBepKn 1 MOXKET oKasaTb 3Ha4YUTENbHOE BIUS-
HMe Ha CTOMMOCTb YCIyTH.

3HaeTe NU Bbl, KaK BbIOpaTb NONb3YIOLWUUCA aBTOPUTETOM NpodeccnoHanbHbIN OpraH no cep-
Tudukauumn/npoBsepke?

[1a
HeT (cm. 7.11.3)

6.11.4 OpraHbl No cepTndUKayun/npoBepke Ao/MKHbI cobnogaTh onpeaeneHHbld npoLecc npu cepTin-
brKkaLnm cCooTBETCTBUA CUCTEMBI MeHeaKMeHTa KavecTBa TpeboBaHuam [OCT P MCO 9001. 3toT npouecc
BKMNOYAET aHanM3 AOKYMEHTOB, OLEHKY NMpOonU3BOACTBEHHOIO 00bEKTa N NOCTOSIHHOE NPOBeAeHNEe KOHTPOb-
HbIX MPOBEPOK B TedeHMe Tpex net. OHM MOryT BblgaTb cepTUdMKaT, ecrii cucTeMa MeHea)XMeHTa KayecTBa
oTBevaeT BceM TpeboBaHuamM FOCT P MCO 9001 n 6bina adpdekTMBHO BHeapeHa.

3aKnw4una nu Balwla opraHusaLlua cornawleHue ¢ opraHom no ceptucbukaumu/npoBepke?
[1a
Het (cm. 7.11.4)

6.11.5 Bawa opraHusaums gomkHa ObiTb COOTBETCTBYIOLWMM 0Opa3oM NMoaroToBneHa K cepTuduka-
Lnun/npoBepke. HeycnewHaa oueHka, npoBoaumMmas Ao ceptudukaunn/npoBepkn, NpuBedeT K AONONHUTENb-
HbIM pacxogamM M HeHYXXHOW 3agepXKke B AOCTWKEHUU Ballen Uenn nonydyeHusa ceptudunkaumm U MOXeT
oTpuuaTenbHO cKka3aTbCA Ha MopallbHOM COCTOAHUN COTPYAHUKOB.

[logroToBneHa nu Balwla opraHM3lauuva OOMKHbIM OOpa3omM K NpoBeAeHUI0 OLEeHKU OpraHom no
cepTudukayun/nposepke?

[1a
HeTt (cm. 7.11.5)

6.11.6 AKkKpeauUTOBaHHbLIN OpraH No ceptudunkaummn/npoBepke AoMmKeH NPOBOAUTL OLEHKY YCTAHOBEH-
HbIM 0DpasoM W PYKOBOACTBOBATLCHA MONOXEHUAMMU, paspadboTaHHbiMM MexgyHapoaHblM opyMoM Mo
akkpeautauum (AF). OH gomkeH npeaocTaBUTb NMaH OUEHKU A0 NpoBeaAeHUs PakTUYeCcKoU OLIEHKN U CODNIo-
OaTb ero. Konn4yecTso 4YenoBeKo-gHeu OLEeHKU 3aBUCUT OT pasMepa cepTUupuUnpyemMon opraHmsauunn.

[[OTOBbLI NI BallU COTPYAHUKU K OLLeHKe U 3HAKOT NI OHU, KaK BeCTU cebd npu BcTpeye ¢ ayauTto-
poM?

[1a
Het (cm. 7.11.6)

6.11.7 T1lnaH oueHkM TpebyeT NpoBeaeHNs1 3aKNOUNTENBHOro CoBellaHnd, Ha KOTOPOM PYKOBOAUTENb
ayauUTOPCKOMN rpynnbl NPeACTaBUT pe3ynbTaThl OLEeHKN U naeHTUdguunupyeT obnactu, rae Heodbxoaumo npea-
MPUHATL 4ENCTBUA NO ynydlleHUo. Bo MHOMMX cnyvadax pykoBoaUTeNb ayauTOPCKOW rpynnbl MOXET CKasaTh,
4yTO OH OyadeT pekoMeHAOBaTb €ro opraHmsauunm cepTudpnuupoBaTb/NPOBEPUTE CUCTEMY MEHeOXMEeHTa
KayecTBa U HanpaBUTb BaM cepTudmnkaT, NoATBepXaaoWwmn 3To pelieHne. B gpyrux cutyaumsax Heobxoammo
1POBECTU KOpPEeKTUpYoLne AeUCTBUSA U NOATBEPAUTb MX NpoBedeHMe A0 NoNyvyeHUa cepTudpukara.

3HaeTe NU Bbl, KaK onpeaenaTb, ABAAKTCAH N BbIBOAbLI U pe3yNnbTaTbl OLLEHKU XOPOLWWUMU UK
NAOXUMU?

[1a
Het (cm. 7.11.7)

6.11.8 lNpoBeaeHMe NOCTOAHHLIX BHYTPEHHUX NPOBEPOK KavecTBa, KOPPEKTUPYIOLMX U npeaynpexaa-
FOLLMX OeUACTBUN N aHaNN30B CO CTOPOHbI PYKOBOACTBA UMeeT DonbLUoe 3HavyeHne angd nogaepxxaHus B pado-
YyeM COCTOSIHUM U yNydlIEeHUs CUCTeMbl MeHeQ)KMeHTa KayecTBa. JTO OO/MKHO cTaTb OObIYHBIM AeNoM B
paMKax opraHusauun. Hekotopble opraHnsalumM CcTpeMsaTcs NoNyvYnuTb HaLMOHaNLHYIO NMPpeMUulo KadyecTBa U
ncnonesyT FOCT P UCO 9004 ana aoctuxkeHuns aton uenn. MCO nydbnukyeTt apyrme AOKYMeHTbI N0 PYKOBO-
OALWLUM MONOXEHUAM, YTODbI OKasbiBaTb MOMOLLb B MOCTOSAHHOM YNyYlUeHUN AeATEeNbHOCTMU OpraHu3aLui.

OceegomMneHnbl nnBbLI 0 TOCT P UCO 9004 n gpyrux aokymeHtax UCO no pykoBoaAaLLMM NOSOXe-
HUAM?

[1a
Het (cm. 7.11.8)
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7/ KOMMeHTapun

[ToCKONbKY Bbl OTBETUNUN «HET» Ha HUXecneaywlwUue BONpochl, HUXenpuseaeHHaa uHcgpopma-
LA MoXxeT ObIThb NoNne3Ha AnA Bac.

7.1 KoMMeHTapuu, yactb 1. [NpuHATUE cTpaTermm B ob6nactu KayecrtBa

7.1.1 UMeloT Nu npoaykuua u/unu ycnyrn Bawlen opraHusauum KOHKpPETHblIe XapaKTepUcTUKU
KayecTBa, OTNU4YarwLliMe ee OT BallUX KOHKYPEHTOB?

PasnuyHbie nogn NOHUMAaKT KauecTBO No-pasHomMy. [1osToMy BaM HEODXOAMMO onpeaennTb KOHKPET-
Hble XapaKkTepPUCTUKM KadecTBa NpoayKuMKU, KOTOPYHO Balla opraHusauma npegoctaBndeT onpegeneHHoMy
CEKTOPY NPOMBILLUNEHHOCTU, HAa PLIHOK U 0BCNYKMBaAeMbIM NOTPEOUTENLCKAM rpynnam.

YcnewHo gencTByolMe opraHusaunm oTBeTAT Ha BOMpocC «HTo 4 npogate U KoMy 4 npogaro?» no-pas-
HOMY. Hanpumep, eCcTb opraHmsauun, npogatoLlime yacbl, 0QHaKo HEKOTOpLIe bonee ycnewHo AeNCTBYoWNE
opraHusauum npocaarT MexaHU3Mbl, NokasbiBaloL e BPpeMH, KOTOPbIE ABNAIOTCA elle U AparcueHHbIMU n3ae-
NnUaMn. BonNbLWKWHCTBO OpraHMsaunia No Npogaxe aBToMobUNen peannsyroT TPaHCNOPTHLIE CcpeacTBa U YCIy-
M MO aBTONEPEeBO3Ke, a YCNewHO AEeUCTBYILWWE opraHusaunum peanusyroT MnpecTuk. Bce OHUM MOryT
npodaBaTb KAYECTBEHHYIO NPOAYKLMIO, 0QHAKO OHWU NO-pa3HOMY OTHOCATCS B CUMY CBOErO NONOXEHUS K 0bec-
NeYyeHuo COOTBETCTBUSA TPeDOBaAHNAM U OXUOaHUAM noTpedbutenen. YcnewHo AeUCTBYOLWNE opraHM3aLnn
TaKke AOMKHbI YCTAHOBUTL, UTO oNpeaensieT yaoBneTBopeHme notpedurenein n BO3AenNCTByeT Ha MX BOCMNPU-
ATUe NPoayKUUN U OXUOaHUS.

Y HEKOTOPLIX opraHnsaunn NpPUCyTCTBYET PbIHOYHBIM NoAXo4 K KAYeCTBY, Y APYINX XKe UHXeHepPHbIN U
NPOMN3BOACTBEHHBIN. Ka)Xabln Nnoaxoa UMeeT CBOe 3HavyeHue, oaHako obLenpusHaHHbIM SIBNSIETCA TO, UTO
ONs NOMHOro yaAoBNETBOPEHUSA pasfUYHbIX NOoTpebuTenen npoaykumsa AomkHa yaadHo codvetaTb B cebe
PbIHOYHBIN NOAX04, MHXXEHEPHYIO MbICb (MPOeKTUpoBaHMe) 1 oTNaXXeHHoe NPOU3BOACTBO.

7.1.2 TloHMMaeTe NU Bbl OAHO3HA4YHO N YeTKO, YTO O3HavyaeT KavyeCcTBO ANA BallUX NoTpeobuTenen
N KaK 3TO BNUsAeT Ha Bally NPOU3BOACTBEHHYIO OeATENIbHOCTbL?

KayecTBO TpyaAHO nogaaeTcd onpeaeneHuio U MHTEPNpPeTUPYeTCs Nno-pasHOMY B Ka)KAOM MPOMbILLSIEH-
HOM U PbIHOYHOM ceKTope. HeMHorume opraHmsaumMm MoryT onpeaennTb Ka4eCTBO B USMEPAEMOM BbipaXKeHUN,
Korga UM 3agaroT BOMnpoc: «HTo oTnuyaeT Bally nNpoayKuue Unn yenyry?»

BaHkoBcKME chnyxalwme, Hanpumep, OTBETAT «oKasaHue ycnyrn», paboTHUK 34paBoOXpaHe-
HUA — «KavyecTBeHHasa MeauuUnMHCKada NOMOLWb», COTPYAHUK TOCTUHUL LI UK pecTopaHa — «yAOBNEeTBOpeHMe
noTpeduTensi», a NPoN3BOANUTENb OTBETUT «Ka4eCTBO NMPOAYKLIUAY.

KavyecTBO npoaykumm MOXeT OblTb OCHOBAHO Ha M3MEepPSIEMbIX XapaKTepUcTuKax WNU nokasaTensix,
oAHaKo ANnga nonb3oBaTena Ka4yecTBO ABNAETCd OTAENbHLIM BOMPOCOM, B OCHOBE KOTOPOIro NMEXUT rMaBHbIM
obpa3oM BOCNPUSATUE NMPOAYKTA.

[TlokasaTenu, KoTopble paccMaTpuBaloT Kak onpegenswowme B pasnM4yHOU cTeneHn KavyecTBO NPoayK-
LMK, npeactaBneHsl B Tabnuue 4.

Tadbnwuua 4 —lokaszaTenu kadecTea

[TokazaTenb KavecTea XapaKkTepucTuka unu ocobeHHOCTh KavecTea

3I{CﬂﬂyaTaLl,MOHHble CBOUCTBA TOYHOCTDB X04a HaCoB UIMKN 3KCTINyaTaluUuOHHbIE XapPaKTeEPUCTUKN YCKOPEHUA aBTO-

MOBUNS

OcobeHHOCTH aKennyaTaumn YaobHas perynupoBka, AUCTaHUMOHHOE yrpaBleHne, rMbKoCTb NPy 3KCnnyartaymm

HaaeXHoCTb OtnpaBnexHne n npubbiTne cCamoneToB No pacnmMcaHuio NN OTCYTCTBUE HEOBX0AN-
MOCTU B PEMOHTE

CoOTBETCTBUE N3penne oTBe4aeT yCTaHOBIMEHHbLIM UITN 3a8BNEHHbIM TPEOOBaAHNAM

[TpOYHOCTL N3penue BblaepXmnBaeTt 0bblvHbIE UNK gaxe HEODBbIYHbIE YCNOBUS 3KCMNyaTaunm ¢
HapyLUEHNEM MNpaBul

JKcnnyatauynoHHass npuroa- [TpocTOoTa B 0B6CNYXMBAHMM N SKCNNyaTaumn

HOCTb

JCTETUKA [TpyBNekaTenbHOCTb, UBET, apoMar

Bocnpustne [ epmaHcKas TEXHOMNOIMS, ANOHCKas 3NEKTPOHUKA, 4OKTOpa A CHMTAIOT Nydlle OOK-
Topa b
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PykoBoamMTenn ycnelwHo A€ UCTBYOLUX opraHn3aunn TpebyioT NpoBeaeHUA NUSMEPEHNIN 3TUX NoKas3aTe-
neu KavyecTtsa 1 aHanmsa nNonydeHHbIX gaHHbIX. MHOTME acnekThl KavecTBa He nogaarTca KoNMUMYeCcTBEHHOMY
onpeneneHuo, ogHaKko Kaxkaas opraHmsaluna AomkHa YeTKo onpeaennTbeesa co CBOUMM NOHUMaHMEM TEPMUHA
«Ka4eCTBO» U NMOoNbITATLCS NPOBECTU T€ UIMEepPEeHUS, KOTopble NPOAEMOHCTPUPYIOT 3KCnnyaTalMOHHbIE CBOU-
CTBa U ynydlleHnsa 3a onpegeneHHbI nepunoa BpeMeHu.

7.1.3 Onpegenunu nu Bbl Knaccudpukauuw Ballen NpoaykKUMU U XapaKTepUCTUKU KadyecTBa,
KOTOpble Bbl 4OMKHbLI paccMaTpuBaTb?

B cooTBeTCcTBUM Cc onpeaeneHnem FOCT P MCO 9001 npoaykT aBnaeTcs pesynbTaToM NpoLecca, KOTo-
PBIA UMeeT cneayrowmne JYeToipe obLine KaTeropun:

- YCNYIn, HanNnpumep TpaHCcnopT, MeaulnHckoe obCcnyXXmMBaHume;

- nNporpaMMHoe obecrnedyeHne, HanpuMep KOMMNbIOTEPHbIE NMPOrpamMmMbl, CloBapu;

- 0bopyaoBaHMe, HaNpPUMep aBTOMODUNN, MEXaHUYECKNE YaCTu;

- 0bpaboTaHHble MaTepuanbl, HaNPUMepP CMasovHbIE MaTepuanbl, HEKOTOPLIE NULLEBbLIE NMPOAYKTHI.

ObuWwenpn3HaHHbIM SIBASETCH TO, YTO MHOTME BUAbI NMPOAYKLWX BKINHOYAKOT 3N1eMeHThl bonee 4Yem OHOM
obLen kateropmun. OpraHusaums omKHa onpeaennTb, YT NonydaT ee NoTpebuTenn Kak YacTtb 0bLLIero npo-
aykrta. Hanpumep, opraH1usaunsa MOXeT NOCTaBNATb nsgenve nnm odbopyaoBaHme U 4O0CTaBNATL ero NnoTpebun-
Tento, obecnevnmBasi TakMm obpaszoMm npepgoctaBneHne ycnyrn. MHorme wmnsgenums mnu obopyaoBaHue
BKMOYAKOT NporpamMmHoe obecrneyeHne n TpedbytoT npeaoctasnenme yenyr. CnegosaTtensbHo, AeACTBME CUC-
TeMbl MEHe)KMeHTa Ka4vecTBa ACIHKHO pacnpocTpaHATLCH Ha BCe XapakTepUcTUKK npoaykuunn. NpegctaBng-
ETCS Ba)XXHbIM UHTEPMNPETUPOBATbL 3HAYEHUE TEPMUHA «MPOAYKLUMSA» NPUMEHUTENBHO K Ballen opraHmnsaumm,
korga Bbl 3Hakomutecb U npuHumaete [OCT P NCO 9001.

7.1.4 3HaeTe nNu Bbl, NOYEMY HEKOTOpPbIe opraHnsauun TpedyrT OT CBOUX NOCTaBLIMKOB (pyHK-
LMOHUPOBaHUA cUCTEMbI MeHeAKMeHTa KavyecTtBa Ha ocHoBe [OCT P UCO 90017

Bbl AOMKHBI 3HATb U NOHUMATb, YTO CUCTEMA MEHEKMEHTA Ka4eCcTBa B COOTBETCTBUN C TPEOOBAHNSAMMU
[OCT P UCO 9001 asngaeTca cucTeMon MeHe)KMeHTa, KoTopast HanpaBnseT U OPUEHTUPYET opraHbl ynpae-
NeHust opraHusaumm Ha obecnevyeHne KadecTBa NPOAYKLMM U CONYTCTBYIOLWMX MPOLIECCOB peanusaLun.
B cooTBeTCTBUU C TPEDOOBaAHUAMN CUCTEMBI MEHEKMEHTA KAaYeCTBa opraHmsaL st AoKHA UMETb NONMUTUKY B
obnactu kavecTBa, LUenn B 0bnacTun Ka4yecTBa 1 npoLecchl, Heobxoanmele ANd AOCTUXKEHNA 3TUX LieNnen.

Kak ckaszaHO paHee, Bbl AOIMKHbI OnpeaennTb, YTO Ka4eCcTBO O3HAYaeT ANd Ballen opraHusauun, w
3aTEM YCTaAHOBUTb T€ LIeSIN, KOTopble AOTKHbI ObiTb AOCTUrHYTHI. B 3TOM cnyvyae cuctema MeHemKMeHTa
KayecTBa MOXeT ObITb nocrnegoBaTefibHO paspaboTtaHa M BHeApeHa B COOTBETCTBUM C TpebOoBaHUAMMU
[OCT P NCO 9001.

[ToTpebutenn XoTaT UMEeTb AOBEPUE K TOMY, UTO Balla opraHu3aLnga XopoLo BLINOMHAET CBO paboTy U
YTO Balla npoaykums byget oTBevaTb YCTAHOBMEHHBIM TPeDOBAHUAM, BKITOYas BbINOMHEHWUE NOOLIX COMNYyT-
CTBYIOLLMX, perynmpyromx TpedboBaHnn, A4EUCTBUE KOTOPBLIX PacnpoCcTpaHsAeTCHa Ha Bally NpoayKLuLo.

[ToTpebutenn MmoryT notpedboBaTh NOATBEPKAEHUA TOrO, KakK XOpOoLWo Balla opraHmsauusa pabortana B
npownom. Balla cuctema meHepKMeHTa KadecTBa, oTBevatowad tpedbosaHusam FOCT P MCO 9001, obecne-
YT OOBEPUE NOTPEDUTENEN, KOTOPOE UM HEOCDXoOAMMO ANA BeAeHNUA COBMECTHBLIX Aern.

HeobxogumMo 3HaTb, UTO CcUCTEMA MEHEeKMEeHTa KadecTBa OOMNONHAET TEXHUYECKUE acneKThbl Balleu
npoayKLUMKA U yCnyr N He cepTUPNLUMPYET COOTBETCTBME NMPOAYKLUN MIOOLIM perynmpyrowmm TpeboBaHUaM.

7.1.5 3HaeTe nu BbI, Kak npegctaButenb MCI1, kak npuHuUMaTb U aganTupoBaTb CUCTEMY MeHe X~
MeHTa KadyecTBa K TpedboBaHnam Nr'OCT P UCO 90017

B HacTodweM ctaHgapTe npeacrasneHa MHgopmMauuns, Kak NpUMeHsATb 1 aganTupoBaTbh TpeboBaHUS
[[OCT P CO 9001 k Bawlen cncteme MeHemkMeHTa KadecTBa. [pouecc pa3paboTkm U BHeAPEeHUSA HEeNb3S
onucaTb B HECKOMbKUX KOPOTKUX naparpadpax. Ha ato Tpebyetcs, kak npaBuno, 12 mecsues unu donee u
o4yeHb 6onbLon obbem paboThi.

He nbiTasdcb YCNOXHUTL NpoLecc, NpeacTtaBneHHbIN HUXKe nepeveHb BKNoYaeT O0ONbLUMHCTBO 3TaMNoB,
KOTOPbIMA HEODXOAUMO PYKOBOACTBOBATLCH:

- onpegeneHne opraHnsaunoHHbIX Lenen n 3agad angd CMK;

- Ha3HaJveHue NpeacTaBUTENs PYKOBOACTBA MO BOMPOCaM KayecTBa;

- HasHadeHMue rpynnbl no npoekty BHeapeHnss CMK (ecnn n korga HeodXoanumo);

- NPUHATKNE peLlleHUa 0 HeobXoaMMOCTU NpuBneYeHnsa koHcyneTaHTa no CMK ans okasaHus noMoLum B
nHTepnpetaumn TpedoBaHun FOCT P MCO 9001;
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- nnaHupoBaHue npoekta CMK;

- MOAroToBKa CMeThl pacxXxo4oB;
- BblgeneHue pecypcos ansa npoekra CMK;

- NMpoBegeHne aHann3a HeJocTaTKoOB NOCPEeACTBOM PACCMOTPEHUSA CYLLIECTBYHOLUX MOSINTUKNA CUCTEMBI
MeHePKMeHTa, npoLeayp, MHCTPYKLWIA No 3KcnnyaTauum 1 MeTooB;

- paspaboTKka KapT TEXHOMNOrM4YecKnx nNpoueccoB (Mo pasfUyHbIM OpPraHM3aLUoHHBIM YPOBHAM, €Cru
HeobXoaUMO);

- pa3paboTka HeobxoaumbIX AokymMeHToB no CMK;

- NpoBeaeHne NHTEPBbLIO U BLIBOP opraHa no cepTudgnkaLnn/npoBepKe;

- NnpoBedeHne aHanusa un yteepxgeHue gokymeHToB no CMK;

- O3HakoMneHue U NoAroToOBKa BCeX COTPYAHMKOB C AOKYMeHTOM «Kak ncnonbsopath Bawy CMK»;
- BHeapeHne CMK B TeueHMe He MeHee TpeX MecsLEeB;

- MAeHTUPUKaLUMa U NoAroToBKa BHYTPEHHUX ayaUTOPOB KavyecTBa;

- NpoBeJeHne NepBOnN Cepun BHYTPEHHUX NMPOBEPOK;

- NpoBedeHue aHanmsa co CTOPOHbI PYKOBOACTBA,;

- NpoBeAeHNe KOPPEeKTUpYILWWKX 1 Npeaynpexaarwmux 4eNCTBUN;

- opraHunsauna nposeaeHnsa oLEHKU OpraHoMm no cepTugmnkaunn/npoBepkKe;

- KOPPEKTUPOBKA HEOQOCTATKOB U NpoaoKeHne paboThbl No BHeagpeHUo U ynydilleHnio CMK.

7.1.6 B3Aano nu pykoBoACTBO Ballen opraHusauum Ha ceba obfAzaTtenbcTBa NO BHEAPEHUIO
NPUHUUNOB U MeTOAOB MeHe)KMEHTa KauecTBa U OCYLLEeCTBNAET JIM OHO HenocpeacTBEHHOE PYKO-
BOACTBO COTpyAHUKaMU, noATBepXxaarwlee Ha COOCTBEHHOM nNpuMmepe cobnwaeHue Takux obasza-
TeNnbCTB?

Bbicllee pyKOBOACTBO HeceT OTBETCTBEHHOCTb 3a CUCTEMY MeHeQ)KMeHTa KavyecTBa Ha cTpaTermyec-
KOM YPOBHE B OpraHmnsaunm n A0MKHO 3HaTh O TpeboBaHUAX CBOUX NOTpebuTenen n 3asiBUTb O CBOEU NpUBEP-
)KEHHOCTM npuHUMNaM KX BbINOMHEHUA, BKo4Yaa cobnogeHne 3akoHodaTelNbHbIX U pPerynupyrowmnx
TpeboBaHUN, ASUCTBUE KOTOPLIX pacnpoCTpaHAeTCs Ha Ka4eCTBO NPoayKLUUK. Beicllee pyKOBOACTBO AOMMKHO
TaKke onpeaennTb NOMUTUKY N KOHKPeTHLIE Llenn ANs Bcex noapasgeneHnn n ypoBHen B paMkax opraHumaa-
LK, YTODbI obecnevynTb AOCTUXKEHNE KadecTBa NpoayKuun. Beicluee pykOBOACTBO AOMMKHO Takke obecne-
UATb OOMEH YeTKON U SACHOM WHOoPpMAaLIMENn BHYTPU opraHusauum 1 npoBeaeHue perynsipHoro aHanusa
CUCTEMbI MEHEIXKMEHTA Ka4yecTBa.

[OCT P CO 9001 cTpouTcHa Ha BOCbMU NpeAcTaBNEHHbIX HXKE NPUHLUKMNAX MeEHeAXKMEHTA Ka4eCcTBa,
onucaHHbIX B TOCT P NCO 9000:

1 OpueHTaumns Ha noTpedbuTens.
2 JlngepctBO pykoBoaUTENS.
BoBneveHne paboTHUKOB.
[1poLieccHbIXM noaxoa.
CUCTEMHbBIN NOoAXoa K MEHEXKMEHTY.
[TocTOAHHOE ynydlweHne.
[IpnHATME pelleHU, OCHOBaHHOe Ha haKTax.
B3anMOBLIrOAHbIE OTHOLLIEHUS C NOCTaBLUUKaAMM.
PykoBOoACTBO onpedensieT Lenb opraHmsaunum n obecnevmsaeT NMAEPCTBO ANA BCeX COTPYAHMKOB. OHO
OOIMKHO co3daTb U noadepXmBaTb B pabovyeM COCTOSAHUM Takue YCNOBUA BHYTPU opraHusauum, 4ToObl

COTPYAHUKN MOTNU BbITb MOMHOCTLIO BOBNEYEHbl B NPOLECC JOCTUXKEHUA Lienen obecnevyeHns KayecTsa npo-
OYKUMN U ApYyrnX opraHnU3aLnoHHbIX Lenen.

[Tonb3oBaTenn HacTosiero craHgapTa MOryT ObiTb ocBeAoMIeHbl 0 14 Bonpocax MeHedXMeHTa
O-pa [eMuHra, Kotopble B LUMPOKOM CMbICle ydYTeHbl B BOCbMW MNpUHLMNAX MeHeKMeHTa KadecTBa.
O-p AemuHr (W. Edwards Deming, 1900—1993) asngaeTcsa 0 4HUM U3 NPU3HAHHBLIX OCHOBAaTe1e COBPEMEHHO-
o MeHeQKMeHTa KavecTBa, KOTOPbLIM Nony4ynun Handonbllylo NPU3HATENbHOCTL 3a CBOK AeATENbHOCTL B
AnoHnun, rae oH ¢ 1950 r. yynn BeICLLIEe PYKOBOACTBO U cneumnanicToB MeTogam U NpUHLUNamM MeHeaXMeHTa
KavecTBa. Ero yyeHue KopeHHbIM 00pasoM N3MEHUO 3KOHOMUKY AnoHWK. B kavecTBe NpusHaHUA ero 3acnyr
1 BkNaga AnoHcknin Cotos ydeHbIX U uHXeHepoB (JUSE) yupeaun exxerogHyto npemuio leMuHra 3a gocTike-
HUASA B 0bNacTu KavecTBa U HaaeXXHoCcT npoaykunn. Umnepatop AnoHun Harpagun B 1960 r. a-pa demuHra
opaeHoM CBALLEHHOIO COKPOBULLA BTOPOW CTEMNEHN.

oo ~N O O & W
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7.1.7 Paspabotanu nu Bbl NONIMTUKY B 06NacTuU KavyecTtBa U AOBENU NN ee A0 CBeAEeHUA BCeX
COTPYAHUKOB B Xo4e oOyUYeHUA U NoAroTOBKU KaapoB U NpeaocTaBneHna UHgpopMmauMm Ha BUAHDbIX
MecTax?

Bawa nonnutuka B obnactn kavyecTsa AoJKHa ONUCbIBaTb NPUBEPXKEHHOCTb opraHmnsaumMm npuHumnam
obecrneyeHnsa KavecTBa NPoaAyKLMM N CUCTEMbI MEHEKMEHTA KavyecTBa, BKNOYast ee NOCTOSIHHOE yhyulle-
HM1e. [NMonnTnka B 0bnactn kadecTBa A0/MKHA TakKe obecrnevnBaTh opraHmsauno HeodbxoaMmMmoun 0CHOBOW ANS
onpegeneHns U aHanuaa uenem B obnactn Ka4yecTBa, 0OCODEHHO TeX, KOTOpble OTHOCHATCH K TpeboBaHUSIM
noTpebutenen.

[TonnTnka B 0O6NacTm KavecTBa ycTaHaBNUBAET NPUBEPXKEHHOCTL opraH13aLm NnpuHLUMnam paspaboTKu
N nogaepXaHms NPon3BOACTBA Ka4eCcTBEHHOW NpoayKUMn. B CBA3M € 3TUM OHa AO0MKHa ObITb N3NOXKEHa YeT-
KM W1 MOHATHBLIM S13bIKOM U OOIMKHLIM 0B6pa3oM OpUEHTUPOBATL Ha TO, YTODOLI KaxKabl MOT MPUHATL Ha cebs
COOTBETCTBYHOLWNE 0ODA3aTeNnbCTBa U UCMNOMb30BATb MONMMUTUKY B CBOEN KaXOAOAHEBHOW OeATENIbHOCTWU
(cm. TOCT P NCO 9001, noapasgen 5.3 «llonutuka B obnactmn kadvectea» AN nNonyydeHnsa noapodOHON
MHpopMaLMM O TpeboBaHUAX K NONUTUKE B 0DNacTn KavecTra).

[TonnTtuka B 0bNacTn Ka4ecTBa BKNOYAETCH, KaK NpaBuio, B PYKOBOACTBO NO KAYECTBY U ABNAETCH Yac-
Tbio AOKYMeHTauun B cooTBeTCTBUMN € TpeboBaHusamu FOCT P UCO 9001 (noapasaen 4.2 « TpeboBaHUA K
OOKYMeHTaUMn» ). KaxabliA COTPYAHUK OpraHn3aLnm 4omkeH ObITe OCBEAOMIEH O MONUTUKE B 0ONacTn KavecT-
Ba U NoHUMaTb ee. [1oNnUTUKy cnegyeT nepnoanvyeckn aHanmanpoBaTh Ha NpeaMeT obecneveHns ee NoCTOSIH-
HOrO COOTBETCTBUA LeNsaM BaLlen opraHmsauunn.

MHorMe opraHusauumM nomMelwarT B paMKy NoAnNUCaHHYO KOMUKO 3asiBNEHUSI O MONUTUKE B obnacTtu
KayeCcTBa 1 BbIBeLLMBAIOT ee Ha CTeHaxX CBOUX NPOM3BOACTBEHHbIX 3daHUK (Hanpumep, B pone, rae npuHuma-
0T NoceTUTeENnen Ang Toro, YTodbl NPON3BECTM BNevaTneHmne Ha HUX n notpedutenen). NoMmMmo Toro 4To 310
ABNAETCH TONbKO OAHUM cnocobomM MHPOPMUPOBAHUSA O NONUTUKE B 0DNAacTX KavecTBa, NpeacTaBAoTCS
TaKKe BaXXHbIMU ee 3HavYeHne Ansl BalluxX COTPYAHUKOB U HEODXOAMMOCTb UX NOATOTOBKN C YY4ETOM OCBEOM-
NEHHOCTU O TOM, KaK OHa OKas3blBaeT BO3AEUCTBME Ha BbINOMHEHUE UX paboThl U NpodeccuoHarnbHylo aes-
TeNnbHOCTb.

7.1.8 YctaHOBUNKM N Bbl 0gHY Unu 6onee 4eTKo onpeneneHHbIX U OLUeHUBaeMbIX Lenen B
obnacTu KayecTBa, KOTopble NOAKPEeNnnNAT NONMTUKY B 06nacTu KayecTBa?

[MonnTnka B obnacTu KadecTBa sAABNAeTCA OCHOBOW AN onpeaeneHns KOHKPeTHbIX Lienen opraH1usaLmnm
B obnacTu KavyecTBa 1 N1aHUPOBAHUA NX BHEAPEHUA BO BCeX nogpasaeneHnsax N Ha BCex YPOBHSAX B paMKax
opraHusaumn. 3atem 3Tn Lienun AoMKHbl ObiTb peann3oBaHbl B KOHKPETHLIE N U3MepsaeMble pabodne 3agauu,
4YTOOblI COTPYAHMKN MOTMIN COCPEeaOTOMNUTLCA Ha NX BbIMNOHEHWUN.

CyllecTBytowne obLume opraH1UsauMoHHbIE LLenn ACIKHbI, Kak MpaBuUnio, pacnpocTpaHaTbes Unm obec-
neyvmBaTb HEOOXOANMOE PYKOBOACTBO Pa3NMYHBIMK NoapasgeneHnsaMm U YpOBHAMU B paMKax opraHmsasnn.
Hanpumep, Npon3BoACTBO MMEET, KaK NpaBuio, KOHKpPeTHbIe Lenun, HarnpaBfieHHblIe Ha AOCTMKEeHUe oTAeNb-
HBIX NPOM3BOACTBEHHBIX 3a4ad, KOTopble 3aTeM CnocOOCTBYIOT BbIMOMHEHUIO ODLWNX OpraHM3aunUOHHbIX
lenen. Y oTaenoB npoaaX U MapkeTUHra cBOW KOHKpPeTHbIe Lenun, oTnn4varLmecs oT Lenen nponsBoacTaea,
OQHAaKO OHW TaKXke HanpaBneHbl Ha AOCTMXKEHNE TeX Xe obLWnX opraHu3aLoOHHbBIX Lenewn.

Heobxogmmo Takke onpegennTts Lenn B obractn kadecTBa Ansg npoaykumm U CUCTEMbI MEHEKMEHTA
KayecTBa. Takne uenn gomMKHbl ObITb peanmMCTUYHBIMU N YCTaHaBNMUBATL AOCTUMXKMMBbIE pe3ynbTaThl. B kavec-
TBE NPUMEPOB MOXKHO NPUBECTU LUENK, yCcTaHaBMMBaOLWNE:

- COOTBETCTBME COrMacoBaHHbIM TpeboBaHUAM NOTpedbUTenen K NocTaBke Unn apyrum XapakrepucTin-
Kam nNpoayKkumm B TeYeHUe onpeaeneHHoro nepruoaa BpeMeHU;

- JOCTUXEeHUe 3annaHnpoBaHHOro obbeMa Nponu3BoacTBa U TabnuLbl U3AepXXeK NPOU3BOACTRA;

- naeHTUPUKaUMIo LLeneBoro KonnmyecTea BO3IMOXHOCTEN Ana obecnevyeHus ynyJlleHun;

- MUHUMKU3ALUIO PAcXOAOB Ha HEeYAOBNETBOPUTENbLHOE Ka4ecTBO, NepepaboTKy UMK OTXoObl NMPOon3-
BOACTBA.

B HekoTOpbIX opraH1M3auusax Lenu paccMaTpuBatoT Kak KntodeBble hakTophkl yenexa. Bawa opraHuaa-
IS JOTKHA camMa MaeHTUgUUNPoBaTb CBOU KINtoUeBble (PakTopbl yernexa B 3aBUCUMOCTU OT TOTO, YTO Ka4vecCT-
BO O3Ha4aeT Anga Bawen opraHusauum (cm. 7.1.1, 7.1.2).

[Mpn onpeageneHnn Lenen B obnacTn kKadecTBa npeanaraeTca paccMmaTpuBaTh BUAbl AeATENbHOCTU UK
loKasaTtesnn, ¢ KOTOPbIMKA BallX COTPYAHUKA MOTYT ObiTb CBSI3aHbl M KOTOPbLIE MOTYT ObITb OnpeaeneHsl,
Hanpumep:

- COKpalleHne BpeMeHW Ha NPOon3BOACTBO KaXXAoro n3aenus;

- oTcyTCcTBME cBboeB Unn gedeKkToB B npoLecce NpomM3BoaCTBa;
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- COKpallleHe pacxooB;
- NOBbILWEHNE NPOU3BOANTENBHOCTU NN
- yBein4eHne OO y4acTus Ha PbIHKe.

Bawiuv coTpyaHUKM OOIMKHBI 3HaTb W MOHUMAaTb KOHKPEeTHbIe Lenu B obnacTu KadecTBa, KoTopble ycTa-
HOBIEHbI ANA X nogpasgeneHnst U YPoBHS, 1 criocobbl Ux aocTukeHus. MNpeactaBnaeTca BaXXHbIM NOCTOAH-
HO MHOPMMPOBATL MX O TOM, KaK 3TW LEeNu BLIMOMHAKTCA U rae TpebytoTea ynydweHusa. Llenn cnegyer
nepruognveckn aHanusanpoBaTh 1 NepecMmaTpuBaTh, U 3TO JOJTHKHO ObITb YaCTbHO MOCTOAHHOMO NnpoLecca ynyy-
LLIEHUA.

7.1.9 OueHuBanu nu Bbl pe3yrNbTaTUBHOCTb BallUX COTPYAHUKOB U UX NMPUBEPXKEHHOCTb NMPUH-
uunam odecnevyeHUs KayecTBa, ¢ Lenblo onpeaennTb, YTO AO0MKEH 3HaTb KaXAabli COTPYOHUK, YTOOLI
BbIMOJIHAeMasa UM paboTa cornacoBbiBanachb ¢ NOJIMTUKON B 0ONacTU KavyecTBa U ObiNna HanpaBrieHa
Ha AOCTUXEeHUe uenen B obnacTtn kavyectea?

COTPYAHUKA UMEIT pasfindHble KBannuduULMpOoBaHHbIE HaBbIKX 1 OMNbIT, MO3BONAOLLNE UM BbIMNOMHATb
oOHY 3aga4vy nnn bonee. MHorne opraHnsaum NPUHUMAOT Ha paboTy COTPYAHMKOB, CNOCODOHLIX BbIMOMHATH
MHOMO 3aJa4 U NepexoauTb OT BbINONHEHUS 0AHOM paboThl K ApYron B 3aBUCMMOCTU OT TOr0, YTO Heobxoam-
MO, korga u rge. MNepedyeHb KBanUPUKaLUOHHBIX HAaBbIKOB ABNAETCS Ba)KHbIM acnNeKTOM CUCTEMbl MEeHeJX-
MeHTa Ka4yecTBa 1 co3gaeT OCHOBY AN NpodeccuoHarnibHoro pasBuTua CoTpYyaHNKOB.

Kpome nHdopMmnpoBaHMa cCOTPYOHUKOB O NONUTUKE B obnacTu KadecTsa 1 Lensax B obnacTu kKavyecTBa,
KOTopble 3aTparMBatwT UX NNYHO, COTPYAHNKN AOIKHbI:

- NPOXOoAUTb NOAroTOBKY U 0Bby4YeHUe, NMoBbIWATL CBOK NpodeccuoHarnbHyo KBanugukauuo, 4Tobbl
ONTUMNINPOBATb NPOLECCHI U MPUMEHSTE CTaTUCTUYECKME METOdbI, a TakKe UHCTPYMEHTHI, obecneynBalto-
e peleHne npobnem;

- yyacTBoBaTb B pa3paboTke 3TanoHOB U Mep NO YNy4lleHUo Ka4yecTBa NpoLeccoB B cocTaBe rpymnn
creunanncToB ¢ nepekpecTHbIMN DYHKLUAMMU;

- MMETb MOSIHOMOYNSA ANA NPUHATUSA PeLleHUA B CBOMX 0BnacTax KOMNEeTEeHLUN;
- MPUMEHATb MeToabl obecrnevyeHns KavyecTBa BO BCeX NMpoLeccax, a He TONMbKO Ha NMpOn3BOACTBE.

7.2 KommeHTapuu, yactb 2. Pa3paboTka cucteMbl MeHeKMEHTa KayecTBa

7.2.1 3HaeTe Nu Bbl, KaKue npoLecchbl NpoMcxoaaT B Ballen opraHMsauum U Kak OHU B3auMoeu-
CTBYIOT APYr C Apyrom?

BHavane HeobxoOQuMO NOHATL, YTO UMeeTcsl B BUAy noag tepmMmuHom «npouecc». FTOCT P MCO 9000
onpegendeT NpoLecc Kak « COBOKYNMHOCTb B3aMMOCBA3aHHLIX UK B3aMMOAeUCTBYIOLWMX BUAOB AeATENbHOC-
TW, Npeobpasyiollaa BXoabl B BbIXoAbl. Hepeako BhIXOAHbIE AaHHbLIE OQHOMO npolecca HeNnocpeacTBEHHO
opMUPYIOT BXOAHbIE AaHHbIE ANS cneayioLlero npolecca.

B npomblllnieHHOCTN HAabNogaeTca HeKoTopas NyTaHuLua B MPUMEHEHNU AaHHOTo onpeaeneHnsa U Tep-
MUHa «npoueccy. YcnewHo AeNCTBYOLWUE opraHn3aumn gokasanuy, Yto npu onpegeneHm nocneaosaTternb-
HOCTW 1 B3aMMOJENCTBNA MeXay npoLeccaMmn AoCTUraloTcs criegyrolmne pesynbTaThl:

- paboTa BheINoNHAeTCs bonee NPoAyKTUBHO N 3PP EKTUBHO;

- yNydwaeTcsa pacnpegeneHne 3agad, Yto 3atemM BedeT K boniee 4eTKoMy NOHUMaHUIO B3aUMOCBA3EN
MeXay TEMU NpoLeccamMin, KOTopble NPoUCXoasT Ha nepeceveHNN PyHKUNOHANBHBLIX rpaHuL, B opraHusaunu;

- OTBETCTBEHHOCTbL onpegensaeTca donee 4YeTko, ACHO U NMPOCTO.

[OCT P INCO 9000 He onpegendeT TeEpPMUH «AEeATENBHOCTb», 0AHAKO OH, KaK npaBunio, onpeaensaeTtcs

Kak «3anemMeHT paboTbl, BEINOMTHAEMOW B pamMKax npoueccay». Buabl AeaTenbHOCTU BKIOYAOT 3a4a4uM, KOTO-
pble BbIMNOMHAKT COTPYAHUKN opraHn3auun ansa JoCTMKEHUSA KOHKPEeTHOro pesynbTara u Lenu.

[OCT P NCO 9001 umeet B BUAY HEOOXOAMMOCTb NPUMEHEHUA Noaxoaa CBepXy BHU3. ITO 03HaYaeT,
YTO BHa4ane Bbl A0DKHbI YCTAHOBUTHL BCE NpoLuecchl, Heobxoanmele AN CUCTEMblI MEHEXKMEHTA Ka4vecTBa, U
3aTeM NOeHTUPULNPOBATL KOHKPETHLIE BUAbI AeATENbHOCTU, KOTOPLIE COCTaBASAIOT KaXXAbIW U3 3TUX NpoLec-
coB. [locne aTOro pewarTes 3agavn, KoTopble POPMUPYIOT BUObI AEATENBHOCTMN.

[TpMepbl NPOLIECCOB BKAKOYAOT MNPOW3BOACTBO, 3aKynKW, MPOEKTUpOoBaHWE NpoayKuun N obLni
MEeHePKMEHT.

[TpMepbl 4eATEeNbHOCTM BKOYAKOT NONyYeHne MaTtepuana, npuHATUE 3akasos, NpoBeaeHne NpoBepoK
N yCTaHOBKY 00opyaoBaHuUA.

[Tpumepbl 3aga4 BKITHOYAKOT NepemMeLleHne matepumana, nogcyeT Kopobok, nognucaHmne nosyyveHus yBe-
OOMITEHNA N NCNOTTHEHWUE BYyMaXKHON paboThl.
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7.2.2 TloHUMaeTe NN Bbl KOHUENUUIO KapTbl TEXHONMOIMYeCKOro npoLecca U 3HaeTe N Bbl, Kak
pa3paboTaTb KapTy TeXHONMOrM4eckoro npouecca UMM MapLpPyTHYK TeXHOJIOTUYEeCKYK KapTy AnA
npoueccoB, UCNOJIb3yeMbIX Balle opraHuslayuen?

KapTa TexHonorm4eckoro npouecca aBndeTtcs rpaduiecknm npegcraBneHUeEM rnpoluecca, ykasbiBalo-
LLIMM OCHOBHbIE BUAbLI 4eATeNbHOCTU NPOLeCCOoB, HanpaBneHne BUAOB AeATEeNbHOCTU U paKTUYeCKUN pe3yb-
TaT npolecca.

Takke cneayeT UCNONb30OBaTb KapTy TEXHOMNONMYecKoro npouecca anga gaeMoHcTpauun npoLeccos U
B3aMMOOENCTBUA MeXxay npoLeccaMn CUCTEMBI MeHeIXKMeHTa KavecTBa. KapTa TeXHONMormdeckoro npoLecca
MOXeT ObITb TakKe UCNOMb30BaHa Kak «onucaHue B3aMMOAeUCTBUS MeXay npoueccaMm CUCTEMbI MEHe K-
MEHTa KayecTBa» B COOTBETCTBMU C TpeboBaHUAMU pykoBoacTBa no kadecTtsy (cm. TOCT P NCO 9001,
NYHKT 4.2.2). BONbLIMHCTBO KapT TEXHONONMYeCcKoro npoLlecca Ansg npoLeccoB BLICOKOro YPOBHA aHaNorny-
Hbl, MOCKOMNbKY HA 3TOM YPOBHE Yy BCEX OpraHusaL i aHanorndHele obwmne Bnabl AeatenbHOCTU. [pn cocTaB-
NeHnn KapTbl TEXHOMONMYecKOoro npoLecca WCNonb3yiT pasfMvHble 0003HAYEeHUs, HanpuMmep Te, YTO
nokasaHbl B Tabnuue 5.

Tabnwuwua 5— HekoTopblie 0bwme 0b603HAYEHUS KapTbl TEXHONOMMYECKOro npouecca

SNEMEHT OBbo3Ha4veHue
[leaTenbHOCTL [TpAMOYronbHUK
CBSI3b CTtpenka
Touyka peweHus Pomb
HavanbHas nnm KoHeYyHast TouKa [TpsiMoOyronbHUK nnn gpyroe ob6o3HaveHue
CBA3b C APYyron KapTon TEXHOMOMMYECKOro npouecca Kpyr

CyLIEeCTBYIOT U Apyrue 0bo3Ha4YeHUs, KOTopble MOTryT ObITb UCNOMb30BaHbI NPU COCTaBNEHUN KapT TeX-
HONOrMYecKoro npoLecca, B 3aBUCUMOCTU OT XapaKrepa U CIOXHOCTU KapThl.

KapTa TeXHONOrM4eckoro npouecca MoXeT ObiTb UCMOMNb30BaHa HA MaKpOYypPOBHE ANsl AeMOHCTpaL i
0b30pa opraHM3aLUOHHBLIX NMPOLLECCOB UM MOXET ObITb ynyulleHa A0 MUKPOYPOBHS ANS NpeacTaBneHus
OAQHOTO MPOU3BOACTBEHHOIO AEUCTBUA W BLINOMHAEMbIX ANA 3TOrc BUAOB AesaTenbHOCTU. CyllecTBYeT
HEeCKOJbKO MPOCTbLIX NMpaBusl, KOTOPbIe NMPUMEHSIIOT NMPKY CoOCTaBNeHUN KapTbl TEXHONOMMYECKOro npoLlecca:

- OMnepaTUBHOCTb U NPOCTOTa B AEUCTBUSAX;

- NpoLecc NPpoxXoanT cnesa HanpaBo U CBEPXY BHUS;

- KapTa OOJPKHA NpeacTaBnsaTh KaXabl aTan/3agady;

- HavanbHoe 0b03Ha4YeHUe AOMKHO ObITh BBEPXY UMK CNEBA;

- KOHe4Hoe 0D003HaYeHue A0MKHO ObITb BHU3Y UMK CNpaBa;

- CBS13M OOJTKHbI BBOAUTHCS U BbIBOAUTLCH B BU3yalbHbIX LIEHTPax Apyrnx obosHa4vyeHUn;

- 0bo3HavYeHUs NPUHATUA peLlleHnA OMKHbI UMeTb ABe BbIXoAHble NMUHUW: oaHa ans coegmHeHna A v
apyraqa ana coeanHeHusa HET;

- CBA3U OOIMKHBI UCNOMNb30BaTLCA AN npedcTtaBlieHUs BBoAA U BbiBOJA AeATEeTbHOCTH.

7.2.3 Bugenu nun Bbl cXeMy Mogenu npouecca Ha OCHOBe CUCTeMbl MeHeO)XMeHTa KayecTBa,
kotopaa ucnonbiyetrca B FOCT P UCO 9001, u noHUMaeTe NU Bbl, Kak 3Ta Moaenb paboTtaeTr?

Ctpyktypa NOCT P UCO 9001 npeacrtaesneHa kak cxemMa mogenu ansa npouecca. OHa nokasbiBaeT
OCHOBHELIE CBA3U Npoluecca Mexay pasgenamm 4—38 ctaHgapTa KOHUeNTyanbHO U He npeanonaraetca angd
NCMONb30BaHUA opraH1U3aLuaMn Kak Kapta npouecca. Kak nokasaHo Ha Mogenu, notTpedbuTtenm urpatoT o4YeHb
BaXKHYHO POJIb B onpegeneHnm TpedboBaHn nNpoaykunn, a yaoBneTBoOpEeHNE NoTpedbutenen ABNAETCHA KOHeY-
HbIM pPe3ynbTaToM, KOTOPbLIN AOMMKEH ObITb JOCTUTHYT CUCTEMON MEHEKMEHTA KavyecTBa opraHmnsaLun.

Kaxabl U3 YeTbipex MakpoaneMeHToB npouecca (1o ectb pasgensl 5—8 OCT P MCO 9001), Hanpu-
MEp npouecchl JKM3HEHHOro UMKna npoaykuum (pasgen 7), MOXeT ObiTb paclUMPEH B KAPTY TEXHOMNOrMYECKOro
npouecca. Takme KapTbl TEXHOMOIMYECKOro npolecca rnpu UCnonb3oBaHUM ANs uenen nnaHnpoBaHUs KavecT-
Ba MOAEHTUPRULUMPYIOT 3aTEM KOHKPETHLIE BUAbLI AEATENMbHOCTWU, KOTOPLIE NOCNe 3TOro AOMKHbLI ObITh pacLlun-
PDEeHbl B CBOW CODCTBEHHBIE KapThl, 4TODLI NOKasaTh 3a4a4vun, Tpedyrolne BbiNOMHEHNUS.

Kak 4acTb Ballero nnaHupoBaHUSA KadecTBa Ang pas3paboTKM M co3gaHUA CUCTEMbI MEHEIXKMEHTA
KayecTBa TakuMe KapTbl TEXHONOTMYECKOro npoLecca MoryT ObIiTb UCMNOMb30BaHbI A1S1 CChINTIOK Ha npoLeayps.l,
MHCTPYKLWW MO 3KcnnyaTtaum 1 opMebl, KOTOPbIE NPUMEHSIIOT Ha YPOBHE BbINMONHEHUS padboT 1 3agad. [ocne
3TOro KapThl NPOLLeCCOB CTAHOBATCHA YacTbio 0ULMaNBHOU AOKYMEHTaLU MU CUCTEeMbl MEHEeDKMEHTa KavyecTBa
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N yNpaBnsaeMbiMn AOKYMEeHTaMn (B COOTBETCTBUM C TpeboBaHUAMU NyHKTa 4.2.3 «YnpaBneHne OOKYMeHTa-
Lnen»). OHM MoryT BbITh NpeacTaBneHbl Ha bymare Unn Ha KoMmnbetoTepe. B nocneagHem cnyvae nonb3oBaTe/lb
MOXET CBA3aTb KBagpaThl AeATENIbHOCTU C COOTBETCTBYIOLLEN NMpoLeaypon UM MHCTPYKLUMEN No 3KcnyaTa-
L1 ansa obecneveHUa onepaTtuBHOMO U Nerkoro Aoctyna (CM. pUCyHoK 1).

NMOCTOAHHOE YJTYHLWWEHUE
CUCTEMblI MEHEOXMEHTA KAHECTBA

MOTPE-
BUTEJIN

....................... OTBETCTBEHHOCTb
PYKOBOLACTBA

MEHEDKMEHT
PECYPCOB

MPOLIECCBhbI
XU3HEHHOI'O LUUKITA

nPOAYKLUU %

U3MEPEHMUE,
AHATJIU3
U YNYHLUEHUE

Tpe6o- | | BX0A
BaHURA

Bbixoa

YcnoBHble 0603HaYeHUS:
—  [leaTenbHOCTb, AO0DaBNAOLWAS LEHHOCTb

---------- > [loTOK nHpopmaumm

PucyHok 1 — Mopgenb cnctembl MEHEAXMEHTA KavyecTBa, OCHOBAHHOM Ha NPOoLEeCcCHOM noaxoae

7.2.4 EcTb Nu B Ballen opraHnsauum npousBoaAcTBeHHbIe npoueccbl U/UNKU npoueccobl Npea-
OCTaBlleHUA ycnyr, aHanoruvHble npoueccam, onucaHHbIM B pasgene 7 «llpoueccbl XXUBHEHHOTIO LUK~
na npoaykuuu» NOCT P UCO 90017

B pasgene 7 «[llpouecchl xxnsHeHHoro uukna npoaykumm» FOCT P MCO 9001 paccmoTpeHbl TpeboBa-
HMASA K Npoueccam, KoTopble, KakK NpaBuno, HeobxoaAnuMbl AN peanusauum npoaykra unn npegoctaBfeHUs
YCNyTn.

Pasgen 7 BkoYaeT criegyowme YeTblpe KoveBble npolecca, cBA3aHHbIe ¢ peanu3aunei NpoayKLUnn:

1 TMpouecc, cBA3aHHbIN ¢ NoTpebuTensamMmm, — 3TO NpoLecc, KOTOPbIM criegyeT PYKOBOACTBOBATLCSA NPU
Mnony4eHun 3akasa Unu1 3akio4YeHUn KoHTpakTa ¢ BallMmMmn notpedbntensamu.

2 [lpouecc NpoekTUpoBaHUA U pa3paboTKM — AEUCTBUE 3TOro Mpouecca pacnpocTpaHaeTca Ha
BbIMOJIHEHME OpraHunsaunen NPoekTUpoBaHUA U/MnNn paspaboTkM Npoaykumnmn, 4Tobbl 0becneynTb COOTBET-
CTBMEe TpeboBaHUW, YyCTAaHOBMNEHHLIX NOTpebuTenem.

3 lMpouecc 3akynok — 3TUM NMPoLLEeCCOM PYKOBOACTBYIOTCS MPK 3aKynkax MaTeprarnos, COCTaBHbIX Yac-
TEeN WU YCINyr y NoCTaBLLUKOB, KOTOpPble BaM HeobxoaMMbl AN Npon3BoacTBa NPoAyKLUNA.

4 Tlpouecc npousBoAcTBa M obCnyXMBaHUA — npolecc, obecrnevmBaroWnin nepesoq chipbs (UNA
HeobpaboTaHHLIX AaHHLIX/MHpOPMaLUUX ANS YCIYyrn) ¢ NOMOLLLIO APYrMX PecypcoB B camy NMpoayKLuMio.

7.2.5 BelnonHAeT nU Bawa opraHusauMa Bce TnpoLuecchbl, OnNUcaHHble B pasgene 7
FTOCT P UCO 90017

Kaxabln U3 HeobXoaUMbIX NMPOLECCOB B pasaene / BKMwYaeT BUAbl AeATENbHOCTU, HEKOTOPbLIE U3 HUX
onucaHbl B ctaHgapTe. [1pyu cocTaBNeHUM KapT TEXHOMOMMYECKOro npoLuecca MoXeT oKasaTbCd, YTO HEKOTO-
pble 13 3TUX NPOoLUEecCcoB U/UNN BUOOB AEATENbHOCTU He UCMONb3YIOTCH B Ballen opraHmsaunn. CtaHaapT
yyen 3To, paspelmnB UX UCKIYeHe N3 Ballen CUCTEMbI MeHe)KMeHTa kadecTBa (CM. NyHKT 1.2 «[1pumeHe-
HUe») NPW YCIIOBUKU, YTO Bbl 0DOCHYeTe UCKMIoYeHNUe B BalleM PYKOBOACTBE MO KavyecTBY [(CM. NyHKT 4.2.2,
nepeduncrieHue a)l.
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Hanpumep, opraHMsaunm, He 3aHUMaKLWMecd NpPoeKTUpoBaHUeM WU/Mnu paspaboTkon CBOEN NPOAYK-
LKA, MOTYT ODOCHOBATL UCKMHOYEHUA Takux TpeboBaHUA. HekoTopble opraHmMsaumm MoryT 3axoTeTb 0D0CHO-
BaTb WCKMOYEHUS1 OTAENbHbIX BMAOOB OeATeNbHOCTU B MNpoLecce NPOM3BOACTBA WUNU ODCNYXUBaHUA,
Hanpumep NpocneXxmBaemMocT (NyHKT 7.5.3) UM cobCcTBEHHOCTU noTpebutenda (NyHkKT 7.5.4) (cm. 7.4.10).

7.2.6 OdopMnaeT N1 Bawa opraHMsauusa ocpmumanbHO U AOKYMEHTarNbHO NNnaHupoBaHue, (pyHK-
LUOHUPOBaHUEe U ynpaBleHUe BCeMU NpoLeccaMm CUCTeMbl MeHe)KMeHTa KayecTBa U CMeXXHOU Npo-
U3BOOCTBEHHOU AeATEeNbHOCTbLIO?

[1Ipouecchl npoussoacTBa U/nMnu obCnyXmMBaHUa ycnelwHo AeUCTBYIOLLUX opraHusaLun, Kak npasuno,
XOPOLUO AOKYMeHTanbHO odbopMIeHsbl C MOMOLLLIO KapT TeXHOMOTMYeCcKoro npouecca. Havyany nnaHupoBaHug
3TUX NPOLLECCOB AOMMKHO NpedllecTBOBaTh BbINOIHEHWE BalLen opraHusaunein cnegyrouwero:

- YCTaHOBNeHUe TpeboBaHU K NpoayKkunm 1 Lenen B 0dnacTn kavyecTsa ANng BCeX NpoLLeCCcoB peanmnsa-
LUK NpoayKLUUN;

- NOArOTOBKA KOHKPETHOW AOKYMEHTaL MU U pecypcoB, HeobXxoaMMbIX ANS BEINONMHEHNA paboT B pamMKax
NnpoLeccoB peanusaunm npogyKunu;

- onpeaeneHne MeToa0B, NOATBEPXKAALWNX COOTBETCTBMUE rOTOBOW NPOAYKLUN BCEM TPEDOBAHUSM;

- NMOAroTOBKA 3anucen, NoAaTBepXaarwwmx UM AeMOHCTPUPYIOLWKMX COOTBETCTBME NPOAYKLUMN BCEM
TPEeObOBaHUSIM.

[TnaH kadecTBa sIBNAETCA UMEHHO TeM AOKYMEHTOM, KOTOPLIN yCcTaHaBNMBaeT U/MNU CCblNaeTcsl Ha
HeobxoanMele npoueaypbl, MHCTPYKLUMX N0 SKCNyaTauum n gpyrme AoKyMeHThl, a Takke CBA3aHHble C 3TUM
pecypchbl, KOTOpPble ACIPKHbLI UICNONB30BaTLCA ANl KOHKPETHOro NpoeKkTa, NpoayKLUMn, npouecca UM KoOHTpak-
Ta. [1NaH kayecTBa MOXeT ObITb YCTAHOBMNEH Kak TpeboBaHMe KOHTpaKTa Mexay ABYMA CTopoHaMu (CMm. 7.4.1).

7.2.7 EcTb NNy Bac pykoBOACTBO NO KayeCTBY, OTBeYawlLlee BCEM YCTaHOBNMEHHbIM TpeboBaHMAM?

PykoBOACTBO MO Ka4YeCcTBY ABNAETCA OTAeNIbHbIM AOKYMEHTOM, ONMUCHIBAOLLUM CUCTEMY MEHEOXKMEHTAa
KadecTBa opraHusaLun. 3TO BaXKHbIM OOKYMEHT, MOCKOMbKY OH BKMoYaeT obnacTtb NMPUMEHEeHUs1 CUCTEMBI
MEeHeKMeHTa KadvecTBa, UCKNoYeHUa aonyctumelx TpeboBaHuin B pasaene 7 TOCT P ACO 9001, aokymeH-
TanbHO OMQOpPMIIEHHbIE nNpoueaypbl WM oOnNucaHue B3aMMOAEUCTBUA MexXay npoueccamMm CUCTEMBD
MEeHeXXMeHTa KayecTBa.

PykoBOACTBO MO Ka4ecTBY sIBNAETCS OCODEHHbIM AOKYMEHTOM AN KaXXA0W opraHusaLnm ¢ TOUYKU 3pe-
HUA CTPYKTYpPbI, doopMaTa, cogepXaHua n metoga npeacrasneHmnd. OHO, Kak NpaBUNo, BKIloYaeT MHOopMa-
LMo 0D opraHumsaunn: HanMeHOBaHWe, MEeCTOopacnonoXeHue, Homep TenedoHa U APYryHo CMEXHYIO
MHpOPMALILIO, a TaKKe KpaTKkoe OnucaHue opraHusaumm n NpoayKLmm, KOToOpYo OHa NPOU3BOANT.

B pyKOBOACTBO MO KA4YeCTBY YacTO BKIHOYAKOT NONIMTUKY B 00NacTy Ka4yecTBa U COOTBETCTBYOLWME Lenn
B obnactum kavectea. Kputepum u MmeToabl, UCNOMb3yeMble OpraHmnsaunen, Kotopble 0becrnevmBaroT BbIMNOHe-
H/AE NONMNUTUKK B 0BNacTn KavecTBa U AOCTMXKEHNE COOTBETCTBYIOLLMX Lienen B 0b6nacTn kKauecTsa, MOryT ObITh
Takoke BKOYEeHbl B PYKOBOACTBO MO Ka4vecTBy.

OpraHnsaunoHHbIE CXeMbl, KapTbl TEXHONTONMYECKOro npoLecca BbICOKOrO YPOBHA, KITKoUEBbIe A0JTKHOC-
THble MHCTPYKLUUK, Npoueaypbl CUCTEMbI KadyecTBa U aHanorMyHaa MHopmaumua MoryT ObiTb BKITHOYEHBI B
PYKOBOACTBO MO KA4YeCTBY UMK cogepXaTb CChINKM Ha HUX.

PykoBOACTBO Mo Ka4ecTBY MOXKET ObITb NpeacTaB/ieHo B NoboM yaodbHOM popmaTe. 3TO ynpaBnsieMbiin
OOKYMEHT, N OH OOJDKEH noaaepXkupaTbCsl B paboyeMm COCTOAHMM B COOTBETCTBUM C TPebOoBaHUSIMU MyH-
kTa 4.2.2 «PykoBoacTteo no kadectey» [OCT P NCO 9001.

Kak gokymeHT (cMm. onpegeneHue s FOCT P UCO 9000, nyHKT 3.7.2), pyKOBOACTBO NO KAYECTBY MOXET
ObITb NpeAcTaB/IeHO Ha bymare, B 3M1eKTPOHHOM dopMaTe Unn B KOMOUHMPOBAHHOM BapuvaHTe. LononHM-
TenbHaga MHdopmMaumst 0 AONYCTUMBIX UCKNoUeHUaxX TpebosaHun B pasgene 7 TOCT P NCO 9001 skntoveHa
B/7.4.1.

PykoBOACTBO MO KA4eCTBY MOXET ObiTb TakXKe UCNOMb30BaHO Ballen opraHmnsaunen Kak oveHb nosnes-
HbI OOKYMEHT ANnd KOMMep4yeCcKnx Lieneu.

7.2.8 EcTb NNy Bac A0OKYMeHTanbHO ohopMIneHHble npoueaypbl, oNUCbIBaKLWMe, Kak BbINOJIHA-
IOTCA HUXeyKa3aHHble npoueAypbl U CMeXHadA ¢ HUMU NPOU3BOACTBEeHHAaA AeATeNIbHOCTbL?

YKasaHHble HWKe OOKYMeHTanbHO oopMIieHHbIe Npoueayphbl ABNATCA yrnpaBndeMbiMU, 1 UX yrpaBs-
NeHne cnegyet OCyLWecTBNATL B COOTBETCTBUN € HMXKenepedncneHHblMn nyHktamu [OCT P NCO 9001, koTo-
pble TPEeOYIT HanNU4na cneaylownx WeCcTU AoKYMeHTanbHo oopMIIeHHbIX NpoLueayp:

4.2.3 YnpaBneHue AOKyMeHTaLMeuN.

4.2.4 YnpaBneHue 3anmncamu.

8.2.2 BHyTpeHHMe ayauThbl (MPOBEPKN).

8.3 YnpaBneHne HeCOOTBETCTBYOLEN NpoayKuMen Unm ycriyrou.

8.5.2 KoppekTupyrowine aecTBUA.

8.5.3 lNpeaynpexgarowine gencTeug.
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OTU WeCTb AOKYMeHTalnbHO opopMNeHHbIX NpoLeayp OnUChiBaloT WeCTb KITHoYeBbIX MPOLECCOB Balley
CUCTEMbl MeHe)KMeHTa KayecTBa, a UMEHHO!

- obnacTtb NPUMEHEHUS;

- KTO SIBNSIETCA OTBETCTBEHHbLIM 3a BbINOMHEHWE padboT nnn 3agad B A4aHHOM NpoLecce;

- KOHKpEeTHble BUAbl ASATENbHOCTU U/UMN 3ada4n, KOTopble HEOBXOAUMO BLINOMHUTL (MoYemMy, Koraa,
roe, Kakmm obpasom);

- BeJeHWe BaXHbIX 3anucen, obecnevmBarollmMx Heobxoaumoe noaTBepXdeHue nnaHUupoBaHUS,
NCMONb30BaHUA U yrpaBneHUs NPoLLECCOM.

Ons nonyvyeHns Heobxoaumon nHgopmMauum no AoKyMeHTansHOMYy oOpMIMEHUID CUCTEMbI MEHEOXK-
MEHTa KavyecTBa MOXeT BO3SHUKHYTb HeobxoammocTb B Ucnonb3zoBaHun FOCT P MCO/TO 10013.

Opyrue npoueaypbl /N UHCTPYKLUUKW MO 3Kcnnyatauum MoryT ObiTb paspaboTaHbl AN ONMUCaHUS
OCTallbHbIX HEODXOAUMBIX MPOLIECCOB CUCTEMbBI MEHE)KMEHTA KAa4YecTBa M CMEXHbIX BUAOB AEATENIbHOCTMN.
Takne npoueaypbl MOTYT BbITb paspaboTaHbl B NMtlobon Hanbdornee ynobHom popme, BKNoYasa KapThbl TEXHOMO-
rMYecKoro npotecca, Tabnuubl, TEKCT U UX KOMOUHUPOBAHHBIA BapUaHT, 1 MOryT BbITb npeacTtaBnieHbl Ha
bymare, B 3N1€KTPOHHOM hopMaTe UM B KOMBUHNPOBaAHHOM BapuaHTe. OHM A0MKHbI ObITh yripaBnaemMsbl A5
obecneveHunst NpaBUNbHOCTN, COOTBETCTBUS U aKTyanbHOCTH.

7.3 KoMMeHTapuu, yactb 3. OTBeTCTBEeHHOCTb PYKOBOACTBa

7.3.1 TloHUMaeT N BbiCLlee PYKOBOACTBO KOHLUEeNTyanbHoOe OTNU4Yue Mexay obdbecnevyeHuem
KayecTBa U MEHeQAKMEeHTOM KadecTBa, 4YToObl obecnevyuTb YycnelwHoe npoaBUXeHUe CUCTeMbl
MeHe)KMeHTa KadvecTBa oOpraHmsauum Ha nNyTM K obecne4vyeHUK COOTBETCTBUA TpeOOBaHUAM
TOCT P UACO 90017

Cucrtema KayecTtBa Tuna «obecneveHmne kauectsar, onmcaHHasi B MCO 9001, opmeHTMpoBaHa B OCHOB-
HOM Ha obecneveHUe yaoBNETBOPEHUSI NOTPedbUTENA NOCPEACTBOM npeaynpeXaeHnsa HECOOTBETCTBUSA Ha
BCEX aTanax npousBoACTBa U ODCNYXMBAHUA, TO €CTb OT 3Tana NPOEKTUPOBAHUA NPOAYKLUMMA A0 NOCNenpo-
OaXKHOro 0DCNY>XNBAHUA.

B oTnnumne OoT 3TOU CUCTEMBI CUCTEMA TUNA «MeHeKMEHT KadecTBa» HanpasleHa Ha MoBbllLUeHUe
yOOBNETBOPEHUA NOTPEDOUTENA Yepes NOCTOSIHHOE YIyUlleHWUe NPOoLEeCCOB CUCTEMbI MEHEPKMEHTA KavyecTBa
opraHusauun. Cuctema MeHeJ)KMeHTa KavyecTBa TpebyeT bonblUero y4actus U yCUnmin co CTOPOHBI BbICLLETO
pykoBoAcTBa. Beicllee pykoBOoACTBO onpeaenseTcda kak nuuo (ana MCIT) unu rpynna niogen, KoTopble pyKo-
BOOAT U YyNpaBNdAT opraHusaumMen Ha caMmoM BbICOKOM YPOBHE.

Cucrtema obecneveHns KayecTea OpuUeHTUpPOBaHa B OCHOBHOM Ha caMy NpoayKLUuio, a AeNCTBUA CUCTE-
Mbl MEHEPKMEHTA Ka4yeCcTBa pacnpoCTPaHATCS Ha BCHO OpraHn3aLnio He TONbKo Ans obecnevyeHnst COOTBET-
CTBUSI NPOAYKLMN YCTAHOBMEHHBIM TPEDOBAHUAM, HO U YOOBNETBOPEHUS NOTPpebUTenen.

Cucrema MeHeKMeHTa KavyecTBa CTPEMUTCH MOEHTUDPULNPOBATL BCE BO3MOXHbIE TPeboBaHUSA K Npo-
aOyKumm n TpedboBaHust NoTpebutenen He3aBUCUMO OT TOTrO, YCTaHOBMNEHbLI OHU UMW HET. TpeboBaHMS BKNOYa-
10T NoATBEPXAEeHNe TOoro, YTo:

- NpUMeHsaeMble NMULEH3UK Ha NPOU3BOACTBO N ODCNYKMBaHUE, a TakkKe pernameHThl, ycTaHaBMUBalo-
Lne TpeboBaHUA K aKkcnnyaTtauun, Obini yYTEHHBI;

- HeobXxoaumble TpeboBaHUSA K BXOAHLIM AaHHBLIM ObIN onpeaeneHbl Ang BCEX NPOLECCOB CUCTEMBI
MeHe)KMeHTa Ka4vecTBa;

- nepcoHan npoLen COOTBETCTBYHOLLYHO NOATOTOBKY C TOUYKU 3pEHUSA NOHUMAaHUA U MPUMEHEHUA TPebo-
BaHUN CUCTEMbI MeHe)KMeHTa Ka4yecTRa;

- KpUTEpUKU U Mepbl, obecnevmBatoLlMe KavyecTBO NPOAYKLUMM U NPOLLECCOB, ObINKX onpeaeneHsbl;

- HeobxoguMmble 3annucK, KOTopble NOATBEPXAatoT AOCTUXKEeHMe uenen B odbnactn KavyecTBa, OTHOCS-
LLIMXCA K COOTBETCTBUIC MPOAYKLUN YCTAaHOBMNEHHBLIM TpeboBaHUAM M YyOOBMETBOPEHUIO NOTPebuTeneu,
CYLLECTBYIOT;

- QpraHunsauunga NnoCToaHHO NPOBOANT MOHUTOPWHI CBOETO PbiHKAa U cCeKTopa NPOMbILLIEHHOCTU Ha Npea-
MET UIMEHEHWNN TPpebOoBaHUN K NpoayKUMK U TpeboBaHNIN NOTpebutenen ana obecnevyeHnst oTpaXXKeHUst 3TUX
M3MeHeHUN B USMEHEHUAX CUCTEMblI MEHEA)KMEHTA Ka4eCcTBa;

- NpoLuecchl CUCTEMbI MEHEKMEHTA Ka4vecTBa NPOBEPEHLI U oUeHEeHbI Ans obecne4vyeHnsa BKIOYEHUS
HeoBXOoANMbIX KOPPEKTUPOBOK U yNyUYLLEHUA, KOraa v rae 3To HeobXoanmo;

- KynbTypa NOCTOAHHOIC ynyuvlleHUs cyLllecTBYeT U obpaTHas MHpopmMaLuna No HAKONMEHHOMY ONbITY
NOOoLLpSAETCA.

7.3.2 llpuBepXeHoO NU BbICLUee PYKOBOACTBO NpUMHUMUNAM Ballen CUCTeMbl MeHeOdXXMeHTa
KayecTBa?

[TepBO N HANDoONee BaXXKHOW 3a4a4vYei Ballero BbICLLIEro pykoBoACTBA NMpu paspabdboTke U BHeAPEHUU
CUCTEMBI MEHEPKMEHTA KavyecTBa SABMNSAETCH HeoDX0AMMOCTb onpeaeneHunst, NnoYemMy OHO aenaet 310. Ecnu

29



[OCT P 54138—2010

eJVUHCTBEHHLIM MOTUBOM WKW LUenbio SBNdeTcda nonydeHue ceptudpukata Ha  COOTBETCTBUE
[[OCT P CO 9001 gnsi BKNHOYEHUS opraHmsaLn, Hanpumep B TeHAepHbIe nepeyHn NnoTpedbuTtenen, cyulecT-
ByeT OoNbLUasi ONacHOCTb, YTO CUCTEMA MEHEMKMEHTA KaYvecTBa byaeT OpUeHTUPOBATLCS TONLKO HA obecne-
yeHne cooTBeTcTBUA TpeboBaHuam TOCT P NCO 9001. PesynbTaThbl, NONy4YeHHbIe NOCPEACTBOM TaKOW
cTpaTteruu, He noMAyT Ha NONb3Y opraHM3aLnn, a TONbKO NPUBEAYT K Cepbe3HbIM pacxoadaMm.

Bricliee pyKOBOACTBO AOMMKHO ObITb NPUBEPXKEHO NPUHUMMNAM CUCTEMbI MEHEeKMEHTa KavecTBa,
MOCKOMbKY OyaeT noTpavyeHo MHOro cpeCTB U BPpEMEHUN Ha ee pas3paboTky, BHeagpeHne 1 nogaepxkaHue B
pabouemM CoCTOosIHUW. Bhicllee pyKOBOACTBO AOMKHO YCTAHOBUTL M3MepHAeMble e AN CUCTEMbI MEHEOX-
MEHTAa Ka4yecTBa, KoTopas obecneunT emy nonydveHne npudbifiv Ha MHBECTUPOBAHHBLIN KanuTar.

7.3.3 OOpallaeT Nu BbicLlee PYKOBOACTBO Ballen opraHmsauum 6onbloe BHUMaHNe Ha OpUeH-
Tauuio Ha NOTPeobUTenA, TO €eCTb 3HAeT JIU OHO O NOTPEOHOCTAX U OXUAAHUAX NoTPpedUuTenen B 0OTHOLLE-
HUU Ballen NpPoAYKUUU, KOTOPYIO NOTpebUuTenu 3akynarwT y Ballen opraHmsayumn?

OpueHTaunda Ha noTpebutensd o3HavaeT, YTO Y BbICLLEro pyKOBOACTBA HanaXeHbl MOCTOAHHbIE U yCNeLL-
Hble OTHOLWEHUA ¢ NOTPEebUTENAMNU, BO3IMOXHBIMU NOTPEDOUTENAMN U KOHEYHBIMU MOMb30BaTENSAMA BalLeW
npoayKunn. 3To TpebyeT OT BhICLUEro pyKOBOACTBAa NOHUMaHUSA NOTPEOHOCTEN U OXMOaHUN NoTpedbutTenen n
onpeaeneHns KnYveBbiX XapakTepuCTUK NpoayKumMm, KOTOpYo NOTpebutenn nokynarwT cendac nnu, no Bceu
BEPOATHOCTU, OyayT NOKynaTb UK UCNONb30BaTh B byayuiem. KoHKYpeHLU NS SIBNSIETCS BaXXHbIM 3NEeMEeHTOM
opUeHTaLun Ha noTpeduTens sawen opraHnsaunn. ICKNioUYnTensHO BaXKHOW NpeacTaBseTCH OCBEAOMITEH-
HOCTb O AEATENIbHOCTU APYrMX KOMNAaHWI B BalleM ceKTope pbiHKa. Bbl MOXeTe ObITb NopaXkeHbl UI3MEHEH US-
MW Ha pbIHKe, Koraa Ball KOHKYPEHT YCTaHOBUT HOBbIE XapaKTepPUCTUKN UM M3MEHUT LieHbl. MoryT nosaABUTLCH
HOBbIE MaTepuanbl U NPOLECCHl, KOTOPbIe U3MEHST PLIHOK N CYLLECTBEHHO OCNabAT BaLUM NO3ULIKMN HA HEM.

Perynupyrowne UsmMeHeH1Ua MOryT Takke BNUATL Ha Bally opraHusauuio. IasmeHeHna B pernameHTax Ha
OXpaHy oKpyxatuen cpeabl, obecneveHne 300p0BbsS M BE30NACHOCTU U B APYrMX pernameHTax MoryT oka-
3aTb OTpULAaTENBHOE BO3AEUCTBME HA Bally KOHKYPEHTOCNOCOOHOCTHL M BOOOLLIE BLIKITIOUYATL Bac N3 busHeca.

7.3.4 EcTb nNu y Ballen opraHnusalum YeTKo onpepgeneHHada CTPyKTypa ¢ pasgeneHmeM NosIHOMoO-
Yuun, generMpoBaHHbIX noAapasgeneHUaAM U COTpyagHUKam?

B cootBeTCcTBUU C TpeboBaHuamu FOCT P NCO 9001 Beicllee pykKOBOACTBO OpraHmn3aL M A0MKHO yoe-
ONTbCHA B TOM, UTO KOHKPETHbIE 0DA3aHHOCTU U NpaBa, HeobXoanmble ANs co3aaHnsl CUCTEMbI MEHEMKMEHTA
KayecTBa, opuUnanbHO YCTAaHOBMEHBI M BCE COTPYAHWKA B opraHusaLmMm nponHpopMnupoBaHbl 0b sToM. [aH-
HBIN NPOLUECC CO3AaHUNSA COOTBETCTBYHOLLUX AOIMKHOCTHBIX MHCTPYKLUA CNIOCODCTBYET AOCTMMXKEHUNIO KOHKPET-
HBIX Lenen B obnactmn kavyecTBa, KOTopble ObIN YCTAHOBIMEHbI ANl COOTBETCTBYOWNX PYHKLUA U YPOBHEN
(cm. TOCT P UCO 9001, nyHkT 5.4.1 «Llenun B obnactn kayecTsa») B paMmkax opraHusauumu.

OpraHusaumm NCnonb3yioT, Kak NpaBUNo, opraHUsauMoHHY0 cXemMy Ans npeacTtaBlieHUs COOTBETCTBY-
IOLWMX PYHKLUUA U YPOBHEWU cdhepbl KOMMEeTEHLUUU B paMKaxX opraHusaLuu.

[OMKHOCTHBIE MHCTRYKLNK UCMIONB3YIOT, Kak NpaBuno, Ana naeHTUdukaumm n QOKYMeHTarlbHOro ogpopm-
neHust PyHKUMOHaNLHBIX 06A3aHHOCTEN U MONHOMOYNN. Takue ACIMKHOCTHBLIE MHCTPYKLU MM NOMOratoT COTPYA-
HUAKaM NOMNYyYUTb TOUHYIO MHAOPMALIMIO 0 TOM, YTO OXNUAAKT OT HUX, U MOTYT ObITb TAKXKe UCNOMNb30BaHbl A
CUCTEMBI CLEHKK KauecTBa paboThl. YCNeLwHo AeNCTBYOLWNE opraHnsaLnum oXXnagaroT OT CBOUX COTPYAHUKOB
KOMMNETEHLUMN B BbINOMHEHWUN pasNYHbIX paboT, M OHU NPOXOAAT NOArOTOBKY U 0DyveHne, obecnevnsaroLlme
BbINMONHEHWE OAHOBPEMEHHO Bornee ogHOM paboThl NO Mepe KapbepHOoro pocTa.

7.3.5 ABnasacb HebonbloOK opraHnusauuenn, obecneyvyunu nu Bbl YeTKoe U OAHO3HaAYHOE NOHUMaA-
HUe COTpYyAHUKaMU BbINONIHAEMbIX UMU OOA3aHHOCTEU U KoMNeTeHUUw ANA ux 3k dpeKTUBHOro
BbINONTHEHUA?

Hebonblunm opraHusaumMam ¢ orpaHUYeHHbIM KONMUMYECTBOM COTPYAHMKOB, Kak npaBuno, Heobxoaum
nnaH, onpeaensawoLni pasgeneHne obasaHHOCTEN N OTBETCTBEHHOCTU Ha cny4van 6onesHu, npasgHUKoOB U
ype3BblYaHbIX cUTyauun. Kaxxgbl COTPpYAHUK AOIMKEeH 3HaTb, YTO OXMaaeTcd OT Hero (OTBETCTBEHHOCTh)
N YTO OH MOXeT genaTtb (nonHomMouunda). OHU TakKe OOMKHBI 3HaTb, KaK MX OTBETCTBEHHOCTb COOTHOCUTCS C
OTBETCTBEHHOCTbIO APYIrMX COTPYAHUKOB.

OpraHusaunoHHasa cxemMa MoXeT NoMoYb B obecneveHnn atoro. OgHako BaKHO obecneyvnTb UCKNoYe-
HMe HeonpeaeneHHOCTU U OAHO3HAYHOE NOHMMaHWe CoTPpYAHUKaMM obnacTtu U npeaenoB UX NONHOMOYNN.

7.3.6 KoMneTeHTHbI NU Balun COTPYAHUKMU B BbINONTHEHUU BO3JTOXKEHHbIX Ha2 HUX 3a4a4 U 00A3aH-
HOCTEen?

KomMmneTteHuUust ABNsAeTCcst KOMOUHaALMEN COOTBETCTBYIOLLErO UM NPUMEHUMOTO 3HaHUS U NOArOTOBKA, a
TaKKe HeobxoaumMoro onbita U npodeccnoHanbHON KBanndukaumm ans BeINOHEHUS onpeaeneHHon pabo-
Tbl. OpraHnsaunm AomKHbl aHanM3npoBaTh ONbIT, KBanMPUKauMoHHbIE AaHHbIE, CNOCOOHOCTU N BO3MOXKHOC-
T CBOUX MEHEeKEPOB U COTPYAHMUKOB C TOUKM 3peHUst NOTpebHocTen opraHnsauyun. lNpu Hanu4um npobnem B
COOTBETCTBUN C TPEDOBAHUSIMU K YPOBHSM npodpeccnoHansHOW KBanudnkauum n KOMNeTeHLUUn opraHmnsau us
OOIKHa obecnevynTb NOBbILLEHUE KBannUgpmKkaLmm nnm nepenoaroToBKY COOTBETCTBYHOLLUX COTPYAHUKOB.
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AKTUBHOE NNaHNpoBaHUE N BKITIOYEHNE N3MEHEHN B TpeDOBAaHUS K YENTOBEYECKNM pecypcaMm sIBNSIETCH
Ba)XHOW YacTblo AeATeNbHOCTU 3P PEeKTUBHOU CUCTEMBI MEHEXKMEHTa Ka4vecTBa.

7.3.7 NonHOCTLIO NN UHPOPMUPYIOT BallUX COTPYAHUKOB O 3ajayvax U pesynbTaTax geArtenb-
HOCTU, KOTOPbIe BO3AEUCTBYIOT Ha HUX, U O TOM, KaK XOpoLlo paboTaeT opraHnsauusa gna 4oCcTuXeHus
nocTaBNeHHbIX Uuenen u 3agav?

2 PpeKkTMBHAaA cUCTeMa MeHepKMeHTa KadyecTBa npedycMaTtpuBaeT ydacTue Kaxaoro coTpyaHuka B
opraHusaunn. CoTpyaHUKN YYBCTBYHOT BoNee CUMbHYIO NPUBEPKEHHOCTL K LEensM opraHusaumm 1 Lensm B
obnacTun Ka4yecTBa, ecn oHU nony4atoT obpaTHYO MHOPMaLMIo O KadecTBe paboThl opraHusauun. Um tak-
Xe Heobxoanmo apdeKTUBHOE NUMAEPCTBO CO CTOPOHLI MEHEKEPOB, KOTOPLIE NPOLUMM 3Tan NeperoBOPOB U
OEMOHCTPUPYIOT NPUBEPXKEHHOCTb MONUTMKE M Lenam B obnacTtu KadvecTBa.

Heobxoanmo ycTaHOBUTL 3peKTUBHLIN npouecc obMmeHa MHopMaLumnen mexay PYyKOBOACTBOM Y
coTpyaHukamun. Takon npouecc obecneynT opraHusaumu:

- ONnepaTUBHYIO Nepegady 1 nonydyeHne MHpopmaLunun:

- NMPUHATME AeUCTBUM NO NONYyYeHHOU MHOoOpMaLUN;

- OoBepue Mexagy BCeMUu CoTpygHUKamMn opraHmsaunu;

- yyacTue COTPYAHUKOB B LENSAX UCNOMb30OBaHMUSA B MOMHOW CTENeHU UX NoTeHUMana ¢ NoNb3on Ang
opraHusauuu;

- onpepgeneHne MeToaoB, CNOCODCTBYIOLNX YAYYLLEHUIO NPOLIECCOB opraHu3aL/nn.

7.3.8 Onpegenuno nu BbicLllee PYKOBOACTBO NpeacTtaBUTeNnd PpyKoBoACTBa U Hagenuno nu ero
OTBETCTBEHHOCTBIO U MOMHOMOYUAMU, ObecnevyunBawLUMN BHegpeHUe, nogaepxaHue B padbouem
COCTOAHUMN U 3cpchekTUBHOE (PYHKLMOHUPOBaAHNE NpoLecCcOoB, HEOOXOAUMbBIX ANA CUCTEMbI MeHe K-
MeHTa KavyecTBa?

B cootBeTCcTBUMU ¢ TpeboBaHnamun FOCT P MCO 9001 ans ocywlecTBNeHnst Taknux NorTHOMOYN HEODXO-
OUMO Ha3Ha4nTb COTPYAHWKA U3 COCTaBa PYKOBOACTBA OpraHmn3aLnn ¢ COOTBETCTBYIOLMMN 0DSI3AHHOCTSIMU U
NoNMHOMOYUAMUK, obecnevnBaroLLIMM pa3paboTKy, BHeapeHne U nogaepkaHue B paboyemMm COCTOSIHUK Npo-
LeccoB, Heobxoaumblix ana cuctembl MeHempkmeHTa KadectBa. [OCT P NCO 9001 onpepensaeT Takoro
COTPpyOHUKA KaK npeactaBuTens pykoBOACTBA, KOTOPOro HasHavyaeT Bhicllee PYKOBOACTBO OopraHMsalnun. JTa
paboTa sABNAeTCs, Kak NpaBuno, ACNONMHUTENBHOW NO OTHOLUEHWUIO K APYrMM 3aga4am U 0OA3aHHOCTAM, XOTH B
bonee KpynHbIX OpraHnsauusix Ha Takyto OMKHOCTb MOXKET ObITb Ha3Ha4YeH COTPYAHMK N3 oTAeNa KavyecTBa,
ecln Takou COTPYAHUK UMeeT A0CTaTOYHO BbICOKUM YPpOBeHb NoNMHOMoYUA. [1peacTaBuUTeNb PyKOBOACTBA Tak-
)Xe HeceT OTBETCTBEHHOCTb 3a obecneveHne NnoHMMaHnug TpedboBaHWUA NoTpedbuTenen Nno BCen opraHnsaLun.

[OCT P NCO 9001 ycTaHaBnMBaeT OTBETCTBEHHOCTbL NpeacTaBUTENd PYKOBOACTBA B NYHKTE 5.5.2.

7.3.9 PerynapHo v 3annaHUpoBaHHO NU aHanU3supyeTcAa Balla cUCTeMa MeHe4)KMeHTa KadecTBa
Ha npegMeT NpUrogHocTu, cooTBeTCcTBUA U 3chPeKTUBHOCTU?

Bricllee pykOBOACTBO AOJTKHO aHaNMM3MpoBaTh Yepes sanjiaHMpoBaHHble MHTepBarbl CUCTEMY MEHEIK-
MEHTa KayecTBa, U CTaHOapT yCTaHaBNMBAET KOHKpeTHble TpebOBaHUS K 3TOU AesITeNbHOCTU B NYHKTE 5.6
«AHanM3 co CTOPOHbI pykoBoAdcTBa». Llenbio aHanMsa cO CTOPOHbLI PYKOBOACTBA dABNAeTCA YyhydlleHue
3o peKTUBHOCTH, NPUroaHOCTU U COOTBETCTBUA CUCTEMBI MEHeXKMeHTa KauyecTBa, ee NPoLecCcoB U NPOU3BO-
OUMOW B pesynbTate npoaykumn. Takon aHanus 9BnaeTcd BO3MOXHOCTbHO A4 BKITHOYEHUA U3MEHEHUA B
MONUTUKY K Lenn B 0bnactn KayvecTBa.

7.3.10 UaMeHANN N Bbl NONMUTUKY U 3a4a4yn B obnacTu KavecTBa U ynydwanu N cUCTeMY
MeHeQ)XKMeHTa KayecTBa, UTOObl OHa oTpaxana U3MeHAwLneca ycnoema?

CucrtemMa MeHeIKMeHTa KadecTBa ABNAETCHA BhblipaXkeHMeM MNPUBEPXEeHHOCTU BbiCLWIEero pykoBoACTBa
NPpUHLMNAM KayecTBa Ha nepcnekTmay. IameHeHns 4omKHbI NPOUCX0anTh, U OHM ByayT BNUATL HA NONMUTUKY B
obnactu kadvecTBa M 0cobeHHO Ha Lenn B obnactu kadecTsa. [pu aHannse co CTOPOHLI pyKoBoACTBa addpek-
TUBHOCTU CUCTEMBbI MeHepKMeHTa KavyecTBa OHO MOXeT onpeaennTb, YTO HeKoTopble Lefin OblN AOCTUTHY-
Tbl, U UCMONb30BaTb 3TY BO3MOXHOCTb ANSA CO34aHUA HOBLIX U Oonee amMOMLKMO3HBLIX Lenen. MNocTosiHHoe
ynydlleHne CUCTEMbl MeHe)KMeHTa KadecTBa ycTaHoBNneHo B pasgene 8.5.1 TOCT P UCO 9001. Nockonbky
yryJlleHune aBnseTcda NoCTOsIHHBIM 00A3aTeNLCTBOM, OHO HEe NPOMUCXOQMT NMOCTOSAHHO, a TONbKO Toraa, koraa
BO3HMKaeT BO3IMOXHOCTb U UMetoTCcs Heobxoaumeble pecypchl. lNpouecc ynydweHnUa Heobxoanm Angd CTUMY-
NAPOBaHNA N HanpaBleHNUa AeUCTBUK NO YNydLlIeHUo U obecneveHno nx akTU4ecKoro BHeapeHus.

7.4 KoMMeHTapum, YyacTthb 4. Co3gaHue U peanusayuma npoaykuum (npoueccbl XXU3HEHHOTo LUKNa
npoaykuum)

7.4.1 PaspaboTana nu Balla opraHnN3aLunsa nnaH Ka4yecTtBa, OoNnMcbIBAKOLLUKN NpoLecchbl CO3aHUA
n peanusauunu npoaykuum, Heobxogumeble ona obecnevyeHnsa NpoaAykKUUn, oTteevarwLen TpeboBaHUAM
notpeburenen?
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[1naH KadyecTBa ABNAeTCA AOKYMEHTOM, yCTaHaBNMBaOLWMM NPOLLEeCChI CUCTEMBl MeHe)KMeHTa Ka4vecT-
Ba U pecypchl, Heobxoanmbele AnNs peanusaunn NpoayKLMmM, NpoeKkTa UnmM KoOHTpakTa opraHusauun. ['naH, Kak
npaBuno, ocnucbiBaeT UMK ccblNaeTca Ha AeaATeNbHOCTb NO ynpaBleHU0 Kav4eCTBOM U KOHTPOMO, KOTopad
BbIMOJTHSAETCH B pe3ynbTate PYHKLUNOHUPOBAHMS NPOLECCOB NPOU3BOACTBA N 0DCNYXUBaAHUS.

[1naH kavecTBa ABNAETCA OYeHb NoJie3HbIM UHCTPYMEHTOM, 1 ero Ao/hKHa UCNoNb3oBaTh opraHusayuns,
KoTopas:

- NpUCTynaeT K NNaHUupoBaHUIC 1 pa3paboTke NPoLLEeCCOB CUCTEMbI MEHEKMEHTA KavyecTBa UM

- OOJKHa nepenpoekTUpoBaTh CBOM NpoLecchl peanusauim Npoaykumn.

[TnaH KavecTBa MOXET TakKkKe NpeacTaBnsiTb UHCTPYKUUM NO paccMOTREHUI0 npobnem, CBA3aHHbIX C
HeCOOTBETCTBYIOLLEN NpoaYyKLUNEN.

7.4.2 NpepycmatpuBaloT N1 (pMHAHCOBLIU NNaH U OKAXeT BaweWu opraHM3auum pacxobl Ha
KavyecTBO U Apyrne BXoaHble pacxoabl, obecnevynBawLiue AOCTUKEeHNE HEOOXO0AUMbBIX NoKa3aTeneu
KayecTBa npoaykuumn?

[TpoayKkumna HeyaoBNEeTBOPUTENBHOINO KadecTBa MOXET oKasaTb cepbe3Hoe BNUAHME Ha (PUHaHCOBLI
ycnex opraHmnsaunn. OT4eThbl 0 NPUOLINAX 1 YObITKAX OTpaXarT, Kak npaBuno, HopmMaLuo no aoxogam u
pacxogam, HO He UBMEHEHUS B pacxodax U3-3a HEBLINOJIHEHUSA Lenen B obnactm KkadecTBa. Takune pacxoabl
Ha Ka4yecTBO NPUBOAAT 0OLIYHO B CHOCKaX MeNKUM WP TOM K exkeroaHomy otyeTy. Pacxoabl Ha Npon3Boa-
CTBO MPOAYKLUUN HEeYyOAOBNETBOPUTENbHONoO KayvecTBa OKasbiBaloT 3HAYMTENbHOE, HO CKPbITOE BITIUAHME Ha
NPUBBLINLHOCTL CpraHnsaLunn.

Pacxogbl Ha Ka4yecTBO AeNAT, Kak NpaBuno, Ha BHYTpeHHUe U BHellHWe. BHyTpeHHMe pacxoabl Ha
Ka4yecTBO, KOTOpbIE Hanbonee nNerko yrnpaensieMbl, BKMKOYAKT pacxodbl Ha npeaynpeXaeHne U OLIeHKY.
BHellHWe pacxoabl Ha Ka4eCcTBO MOTYT ObITb 3HAYUTENLHBIMU 1 BKIIOYAlOT Xanobbl NnoTpedbutenen, Bo3Bpart
npoaykunn, rapaHTun, Hpugnyveckyro OTBETCTBEHHOCTb WM AdaXke pacxodbl, NMOHEeCeHHble B pesynbTaTe
cyaebHoro 1cka.

PUHaHCOBLIE OTYEeTHI, BKNoYalWmMe pacxodbl Ha Ka4ecTBO, NO3BONAIOT opraHMUsaumMmM OCyLLEeCTBNATL
MeHeDKMEHT U yNnydllaTb CBOW NpoLeccChl M KavyecTBO Npoaykuum 1 ycnyr. OHM TakKe NokasbIiBakoT, KaK yIyu-
LLIEHME KaYecTBa NONOXKNTENBLHO CKasbiBAeTCA Ha KadvecTBe paboThl HU3LLEro 3BeHa.

7.4.3 YcTaHoBMUNa NU Bawla opraHn3auua 3agavum B o6nactum Kadectea U TpeboBaHUA K BbiNycKa-
eMOoM NpoayKLUMN UNN OKa3biBaeMbIM ycnyram?

Llen B obnactu ka4yecTBa, KOTOPbIE OTHOCATCH K XapakTepuUcTkam Ka4yecTBa M 0CODEHHOCTAM NPOAYK-
LM U yCNyT opraHusaunn, BKIIHOYaKoT, Kak npaBunio, nsndeckne XxapaktepucTuki n gpyrie cBoUCTBa npo-
OyKUMW NN yenyr. XapakTepucTuka Kadectsa M 0CODEHHOCTM MOTYT ObITb YKa3aHbl B NaHax U yepTexax nnu
noBeaeHbl 40 CBeAeHUA COTPYAHUKOB B NMpoLiecce NoAroToOBKU UMM MHCTpyKTaxKa. Llenbto B obnactu kavecTtsa
B Tened@OHHOM LIEHTPE MOXeT ObITb OTBET HA 3BOHOK B TEYEHNE YCTAaHOBNEHHOIo BpeMeHun n oblieHune ¢ abo-
HEHTOM B NPUATHON U 3dppeKTUBHON MaHepe. Takme CBOUCTBa AOCTUralTCA B pesynbTaTe NOAroTOBKU U
onbITa.

7.4.4 UpentudonuupoBana nn n obecnevynna nu Bawla opraHnsayma pecypcbl, Heobxoaumble
ANA NoCTaBKU KayeCcTBEeHHOU NpoAayKUUMU Unu ycnyr?

Pecypcbl Ha Ka4eCcTBO BKNOYAKOT MHCTPYMEHT, 0bopyaoBaHUe, NPOM3BOACTBEHHLIE 34aHUA U paboyyio
cpeay, Heobxoaumble AN NPOU3BOACTBA KAYECTBEHHOW NPOAYKLUN UMK YCNYT C ONTUMalbHbIM 3KOHOMUYeC-
KM acpdpekTomMm. CoTpyaHnKn paboTatoT bonee apdpekTUBHO, Koraa YenoBeveckme notTpedbHoCcTU (ANns pecyp-
COB Ha KayecTBO) cornacoBaHbl. MawnHHoe obopyacoBaHUWe OyAeT NOCTOAHHO paboTaTb C XOpOoLMMU
pesynbTataMu, Korga ero AoMmKHbIM obpasom nogaepXMBarwT B paboyvyem COCTOSAHUU U 3KCNMyaTUpPYoT B
XOPOLWNX YCINOBUAX.

7.4.5 3HaeTe N Bbl, Kak NnoATBepXaaTb COOTBEeTCTBUE BalleU NpoAYKLUM UMK YyCNYT YCTaHOB-
NeHHbIM TpeboBaHUAM?

[1naH kadecTBa AOIKEH ONUChIBATb, KaK Bbl Npeanonaraete noaATsepanTb, YTO Balla NpoayKuus Unu
YCNYr1 OTBEYaT YCTAHOBMNEHHBLIM TPEDOBAHUSIM. DTO MOXET BKMHOYATb U3MepeHne PUandeckux Unm Xmmm-
YecKMUX CBOWUCTB UIN NpoBedeHune UCNbITaHUUA NPpoAYKLUMN B YCTAHOBNEHHBLIX ycnoBuax. MHorne Buabl KOH-
TPOMBHBIX N UCMNBITATENbHLIX PAbOT MOTYT ObITb BLINOMHEHBI HA TOTOBOW NPOAYKLUWN, OQHAKO B OTAENbHbIX
Cryvyasix oHW AOKHbI ObITb BbINOMHEHBI HA OTAENBHBIX HAaCTAX UMU COCTABHbIX YaCTHAX, KOTOPbIE HAXOAATCH B
rOTOBOW NpoayKuuun.

NHorga pesynbtaThl KOHTPONA UM UCNbITAHUA TOTOBOW NPOoAYKUMN HeNb3sa UCMOoNb3oBaThk ANA noa-
TBEPXKAEHUS TOrO, UTO rOTOBAs NPOAYKLUMA OTBEYAET YyCTaHOBMNEHHBLIM TpeboBaHUAM. B Takux cnydasax nnad
KayecTBa OO/MKEeH YCTaHOBUTL NpoLeCcCcHbIe onpeaeneHHble TOUKNU, Korga BO3MOXXHO NpoBegeHne UCTbITaHUK
N KOHTPOMS Ha aTanax npousBoAcTBa UK obcnyxueaHusi. Kpome TOro, cam npouecc nponsBoacTBa UNu
obCcnyXmBaHUs OOIMKEH ObITb YNpaBfseMbIM, a TaKMe acnekThl, Kak TeMnepaTtypa, BpeMs N MHTEHCUBHOCTb
pacxoda, AOITKHbI ObITb KOHTpONUpyembiMn. OnepaTopbl A0MTKHbBI ObITb NOATOTOBNEHbI U KBANMMPULIMPOBAHDI
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ONA BBINONTHEHUA TakMX NPOLLECCOB, KOTopble MHOrga HasbiBaloT cneunanbHbIMUA NpoleccamMid, NOTOMY 4TO
HeJoCTaTKM CTAHOBATCH O4YeBUAOHLIMUA TOMNBLKO NMOCNe 3Kcnnyatauuym nNpoaykunum mnm okasaHua ycnyru (Cm.
7.8.3).

7.4.6 EcTb N B Ballen opraHmsauum HeobxoaumMmble 3annucu, noarsepxaarwlliue cooTBeTCTBUE
Ballen npoayKUMU UNN yCNyr yCTaHOBMEHHbIM TpebOBaHMAM KavyecTBa?

3annucb 4BNAeTCA AOKYMEHTOM, KOTOPbIA yCTaHaBNMBaeT AOCTUXKeHWe pesynbTata nocpeacTBOM
nNencTBna U obecrnevnBaeT AoKasaTeNbCTBO BbINMOMHEHNSA paboT, Kak ObINo 3annaHUpoBaHoO. B COOTBETCTBUN
c TpeboBaHuamu NOCT P NCO 9001 3anuncm cneayeT BeCTU U noggepXmMeatb B pabovyeM coCcTosAHUM ANg
obecneveHnsa gokasaTenbCcTBa TOro, YTO NPOLECChl peannsauin npoayKkumm nnm okasaHue ycnyr 1 rotoBas
npoaykumsa UnnM ycnyra oteBevaroT YCTaHOBMEHHBIM TpeboBaHUAM. BONbLWIMHCTBO TakoW NPOAVKUWW, Kak
obopyaoBaHune, cneayeTt KOHTPONMMPOBAaTb U UCMLITLIBATb, €Cnn HeobXoaAnMMo, A0 ee NOoCTaBKU NoTpebuTte-
NsM, a NOAroTOBKA 3anncen He siBnsieTcs npobnemon. bonee TpyaHOW ABNAETCH NOATOTOBKA 3anucu, Noa-
TBEpXOatoLWeN okasaHne ycnyriu B COOTBETCTBUM C YCTAHOBMEHHBIMWN TPeDOBaHUAMMN.

B cootBeTCcTBUU C NYHKTOM 8.2.4 T OCT P MCO 9001 opraHmnsaumsa gomkHa naeHTUPULMPOBaTb COTPYA-
HUKa(oB), paspelwatowero(nx) [caHkumMoHUpytowero(nx)] Beinyck npoaykun. Ecnn nposangep ycnyr uMeet
cBoboAy B BbIOOpEe COOTBETCTBYHOLWNMX METOAOB BeAeHUA 3annucein, ans coTpyaHuka(oB), CaHKLUMOHNPYIOLLE-
ro(nx) Ha4Yano okasaHus ycnyru (Bbinyck npoaykunun), ato aBnseTca 00onbLUOW OTBETCTBEHHOCTLIO. B cnyvae
MOCTaBOK YCNyr, KOTOpble SABMNAIOTCA cneuuanbHeIMU Npoueccamum (cMm. 7.4.5), 3anucu noaTBeEpAdAT, YTO cam
npouecc NocTaBkn NpoayKUuMn Obin ynpaBnsaeMbliM B COOTBETCTBUX C NNTAHOM KavyecTBa.

7.4.7 ECTb NN MHCTPYKLMUU NO IKCNNyaTalum Ha BCceX NPOU3BOACTBEHHbLIX y4YacTKax U yvyacTKax
npeaocTaBneHUA YCnyr B Balle opraHm3aluun, Kak aTo yctTaHOBNeHoO TpeGoBaHUAMU?

MHCTPYKLUWN NO BBINMOMHEHUIO pabOT MOTryT ObIThb B CaMbIX pasnuyHbIX popmax n dopmaTtax. ['pn BeINOI-
HEHNU TEXHUYECKUX UM CTPOUTENBHBLIX MPOEKTOB UHCTPYKLUUW BKNOYALOT NMaHbl U YePTEXM.

B apyrmx cnydasix MHCTPYKLUUM MOTYT ObITb NMpoueaypon B NMCbMeHHON dpopMe, Unnctpauuen nnm
Oa)ke 3aMeTKaMu, KOTophbIe UCMONb3YIOT B NpoLecce NoAroTOBKU K paboTe.

MHCTPYKUWN, COCTaBMEHHbIE B MMCbMEHHOW popMe UM ACKYMEHTalbHO O0POPMIEHHLIE, AOITKHBI ObITh
ynpaBnsieMblM/ B COOTBETCTBMU C NYHKTOM 4.2.3 «YnpaBneHue gokymeHtaunen» Fr'OCT P NCO 9001.

Hanbonee BaXHbIMU TPEOOBAHUSIMU K UMHCTPYKUMSIM SIBMSAIOTCA UX 0bsizaTenbHOE NOHUMAaHWUE, YeT-
KOCTb, aKkTyallbHOCTb M HanM4ymne Ha BCeEX COOTBETCTBYOLMX pabounx mectax. OnepaTtop Unu nonb3oBaTtenbs
OOJKEH 3HATb, YTO OHU €CTb, AOKEH ObITb 03HAKOMIMEH C HUMMN U 3HAaTb, rae NoNyvYnTb UX B cliydae HeobXo-
ONMOCTU. Takue UHCTPYKLUMK YacTo HasbIBAOT MHCTPYKUMAMKU MO 3KcnyaTaunun, N OHU ABNSAKOTCA OCHOBOW
nepapxmm AOOKYMEHTOB, BKoYalolWwen npoueaypbl CUCTEMBbl KadecTBa W PYKOBOACTBO MO KayecTBY
(cm. TOCT P UCO/TO 10013, koTOpbIN BKMNOYAET NOME3HYHO UHPOPMaLWIO O NOAroTOBKE UHCTPYKUMA NO
akcnnyaTtaunum v gpyrux QOKYMeHTOB).

Obwen opmMon MHCTPYKLMA NO 3KCnyaTauum aBnsieTca AoKyMeHT (dbopma), UCnonb3yemMsbii Ans noa-
rOTOBKU 3anmcn. Popma MOXKET BKNoYaTb HEOOXoAMMbIE MHCTPYKLU MK ANS BbINONHEHUA 3ad4avM U cBODoAHOE
MECTO AN OTMETKN O BbINOMHEHNM paboThl ranouvkon (v ). Popma MoXKeT cogepKaTb yKkasaHusi No Metoaam
pacyeTa pesynbTaTta U3MEPEeHUN, B YAaCTHOCTU pe3yNnbTaToB UCMLITAHUW N NepeBoda UX B NONe3Hble AaHHbIe.
Takne WHCTPYKUUMK MO 3KCnnyaTtauumM CTaHOBATCA 3anucbilo NPU AOKYMeHTalnbHOM odgopMIIeHUn BUAOOB
NesaATenbHOCTI.

7.4.8 3HakKoMbl N Balln COTPYAHUKU C UHCTPYKLUAMU NO 3KcnnyaTayumn, KOTopblieé UM HeobXOo-
AUMbI, U TPeOYITCA NN ANA HUX AONONHUTENbHaA NOArOTOBKa UMK PYKOBOACTBO ANA BbINONTHEHUA
padoTbl nyvwe?

COoTpyaHUKN O0MKHbI ObITb OCBEAOMIMEHBI 00 MHCTPYKUMAX MO IKCNnyaTauum, AeUCTBUE KOTOPbLIX pac-
MNPOCTPaHAETCH Ha BbINONTHAeMble UMM BUAbI AeATeNbHOCTU UNi 3agavn. B HeKoTopbIX cnyvyaax MHCTPYKLU MU B
MUCbMEHHOM BMAE He ABMSIIOTCH MONMEe3HbIMN N3-3a A3LIKOBbLIX DapbepoB, U Torga HeobXoAUMO MPUMEHSITH
apyrue cpeactesa gnga gosegeHuUs 4o ceeaeHna COTPYAHMKOB COOTBETCTBYIOWEN MHopMauun. MnncTpa-
LU N CXeMbl NOHATHBLI Ha NHOOM A3bIKe.

7.4.9 BHocAT nu BKNag Balle npeanpuaTtue, opuc U gpyrve npou3BoACTBEHHbIe y4acTKU B
ycrnelwHoe BbiNONIHEHUE NPOU3BOACTBEHHOU OeATeNIbHOCTU?

OpraHusauunun, KotTopble XoTAaT ObITb cepTudununpoarbl Ha cooTBeTcTBUME [OCT P MCO 9001, AomKHbI
obecne4vnTb pabouyto cpeay ¢ npmeMeMbiMn padboyvynmMm yCrnoBUSMU ANst CBOUX COTPYAHUKOB, KOTOpasi OTBE-
YyaeT COOTBETCTBYOLWMM TpeboBaHUAM 3akoHogaTenbcTBa. OpraHnsauuns Takke gomkHa obecneydnTs Hanu-
yne Hanobonee apPeKTUBHBIX UHCTPYMEHTA N 0DOpYyaAOBaHUSA. Bricllee pyKOBOACTBO YCNELUHO AENCTBYHOLLMX
opraHusauuin CTpeMUTCH K OOCTMBKEHUIO Hanbonee BbICOKOrO YPOBHS MPOU3BOAUTENLHOCTU, MOCKOMbKY
Henb3a OTpULUAaTb TOT PaKT, UTO COTPYAHUKU, OTNNYatoLWMeCHa BbICOKOU NMPON3BOANTENBHOCTLIO, NPOU3BOOAT,
KaKk npaBuno, Npoaykuulo BbICOKOrO KadvecTBa. HeyaoBNeTBOPUTENIbHOE KAayecTBO  COKpallaeTt
peHTabeNbHOCTb U YBENMYUBAET pacxodbl Ha nepeaenky Unm otxoasbl.
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7.4.10 O6BACHAET NN N 060CHOBLIBaET NU Balle PYKOBOACTBO NO Ka4yecTBY Kakne-nnbo UckKnio-
yeHMs1 U3 TpeboBaHUM B paMkKax pasgena 7 «[lpouecchbl XWU3HEHHOro LWUKNa nNpoAyKLUUU»
FTOCTP UCO 90017

OpraHunsaunn, ctpemsitimecss sHeaputb FTOCT P MCO 9001, aomkHbl oTBeYaTbh TpeboBaHUAM CTaH-
naprta, AeUCTBMUE KOTOPLIX pacnpocTpaHAeTCa Ha NpoayKLUuie Unn ycnyru, nognagatolme nog obnacTtb npu-
MEHEHUA CUCTEMbI MEHEIKMEHTA KauecTBa.

OaHako, gaxe Korga opraHusauns BKNoYaeT BCO CBOK NpoayKuuo B obnacte NpUMeHeHNs1 CUCTEMB
MEHe)KMEHTAa KavyecTBa, He UCKIMYeHO, YTo HekoTopble TpeboBaHua pasgena 7 TOCT P UCO 9001 He moryT
ObITb MPUMEHEHDI.

OTO MOXET ObITb OOBACHEHO XapaKTepoM opraHMsauuun, ee npoueccamm Nponu3BoACTBa UMN peanunaa-
LUK NpoayKuum mnu ycnyr. B Takux cnydasix opraHusauusi MOXeT OrpaHuunTb npuMeHeHne TpeboBaHuU
[OCT P NCO 9001 B cooTBeTCTBUU C NYHKTOM 1.2 «[1pnmeHeHue».

[encTtBmne aToro nyHKrTa pacnpoctpaHsieTcd Ha KoHKpeTHble TpebosaHusa TOCT P MCO 9001. OgHako
MOTYT ObITb BapUaHTbl UCKMIOUEHMSI BCEro NyHKTa UMW noanyHkra. B kavecTBe npumMmepa MOXHO NPpUBECTU
NyHKT 7.3 «[1poekTupoBaHmne u paspaboTka», KOTOPbIN MOXET ObITb NOMTHOCTLIO UCKNHOYEH, eCnii opraHn3aL us
He BBIMOJHSIET NMPOoLLecC NPOeKTUPOBAHUA U pa3paboTKM U HE HECET OTBETCTBEHHOCTM 3a 3TOT MNpoLLecc.

B pyKOBOACTBE NO KA4YeCTBY AO/MKHO ObITb ONMMCAHO, Kakne TpeboBaHus pasgena /7 UCKMHYEHbl U3 CUC-
TeMbl MEHEKMEHTA KavecTBa. J1lobble AoCcTynHble A4Sl 0OLWECTBEHHOCTU AOKYMEHTHI, HanpuMep AOKYMEHTHI
no ceptudpnkauMn/npoBepKe Nnm matepuansl N0 MapKeTUHIY, AOMMKHbI ObITb YETKO U 0AHO3HAYHO CPOPMYNNn-
POBaHbl, YTODOLI M3beXxaTb NyTaHUUbl UM Oe30PUEHTUPOBAaTL NOTPEObUTENEN N KOHEYHBLIX NOMb30OBaTENEN B
oTHoweHun npumeHeHus TpebosaHun FOCT P NCO 9001 B pamMkax CUCTEMbI MEHEXKMEHTA Ka4yecTBa opra-
HU3auUunM (cMm. 7.2.7).

Heobxoanmo 3HaTb, YTO ECNK OpraHmM3auuns UCKNoYaeT TpeboBaHUS ApYrxX NYHKTOB cTaHaapTa, TO OHa
He MoXeT npeTteHaoBaTbh Ha cooTBeTcTBME [OCT P NCO 9001.

[leicTBMe Takoro NosioXKeHUs pacnpocTpaHaeTcs Ha cneayowme cutyaLunm:

a) opraHusaunsa He cOOTBeTCTBYeT TpeboBaHMAM NyHKTa 4.2.2, nepedyncrieHne a), NMocCKoNbKy He
0OOCHOBbLIBaAET UCKITtOUYEeHMe TpeboBaHUn U3 KoHkpeTHoro pasgena 7 TOCT P NCO 9001;

0) TpedboBaHud pasgena/ FOCT P NCO 9001 6b1nn ncknroveHbl, NOCKONbKY perynupyome opraHbl He
TpeboBanu nx BbINOMHEHUSA, OAHAKO 3TO OTPULATENBHO BUAET Ha CNOCODOHOCTL OpraHusaunm oTBeYaTb Tpe-
boBaHUAM noTpedbuTenen;

B) opraHusauus npuHUMaeT pelleHne He npumMmeHaTb TpeboBaHua pasgena 7/ TOCT P MUCO 9001 Tonb-
KO Ha OCHOBe 0DOCHOBaHUA, YTO 370 TpeboBaHune He bbino yctaHoBneHo B MCO 9001:2008, 1 He BbINO BKNHO-
YeHO paHblle B CUCTEMY MeHe)KMeHTa KavyecTBa opraHusauuu.

B cTaHgapTe npumMeHeHa dopasa «paccMOTPEeHO Ha npeagMeT UckntodeHus». cknovenmne tpeboBaHni
HEe MOXeT ObITb NPOU3BOSIbHBIM PeLUeHNEM N AOIMKHO BbI3BaTb BOMNPOCHI CO CTOPOHLI OpraHoB No cepTUdunKa-
LUn/npoBepKe, Koraa opraHmaauunsa cTpemMmutcs cepTudnumMpoBaTh/NPOBEPUTL CBOK CUCTEMY MEHEMKMEHTA
kadyecTBa Ha cooTBeTCTBUE [OCT P NCO 9001. HekoTopble 0bNAacTn, B KOTOPLIX MOTYT ObIThb caeNaHbl UCKMHO-
YeHus1, ObINN yKasaHbl paHee. BeposdATHA BO3MOXHOCTb APYrMX UCKMHOYEHUUA B pasfNUYHbIX OpraHmnsaLusix.
OaHako npexae YemM UCKMIoYUTL TpeboBaHWe, peEKOMEHAYEeTCH CEPbE3HO PACCMOTPETL 3TOT BOMPOC Ha Npea-
MET pacnpocTpaHeHUs ero A4eNCcTBUS Ha Bally CUCTEMY MEHEXKMEHTa KayecTBa M CNOCOOHOCTb OpraHmnsaLnm
pyHKLUUOHUPpOBAaTbL bonee apPeKTUBHO.

7.5 KomMmeHTapum, Yactb 5. CBA3b ¢ noTpebutensamm

7.5.1 UMmeloT nu Bawu notpedbutenn yaoOHbIN AOCTYN K Ballen opraHnsaumu, Koraa oHU XOTAT
3aKynuTb NpoayKuuko?

[ToTpebutenn MorytT HenocpeacTBEHHO B3aMMOAENCTBOBATL C OpraHusaumnen, HanpuMmep B MarasuHe
NN B KADMHeTe y AOKTOopa, UMY OHU MOTYT UCNONb30BaTh ANA 3TOro apyrue cpeactea. [1o Bcen BepOSATHOCTMH,
Hanbonee pacnpocTpaHeHHbIMU CpeACcTBaMM B3auUMOOenNCTBUA aBNsioTcA TenedpoH unm dpake. KpynHble
opraHusauum B OONbLUEN CTENEHU WUCMNOMb3YIOT 3MEKTPOHHBIA OOMEeH AJaHHbIMUA U pasMeLLleHne 3aKasoB
HenocpeaCcTBEHHO Yepe3 VIHTepHET nnn nocpeJCTBOM 3NEKTPOHHOU CBSA3MN.

OpraHnsaunm OOMMKHbI OTCEXUBaTb BOMNPOCK NOTpebuTenen o ueHax 1 ycnyrax, gaxe ecrim OHM He
MPUBOASAT B pe3ynbTaTte K 3akasy Unm AenoBon caenke, NockoNbKy TakMm obpasomM OHU NoNyyaroT AaHHble W
CTaTUCTUKY 00 oXXngaHuax notpedutenen. bonswoe KONMYeCcTBO BONPOCOB, KOTOPOE He NPUBOAUT B Pe3yIib-
TaTe K 3aKasy, MOXEeT yKasblBaTb Ha Hanuume npobnemsbl y Ballen cnyxobl obecrneveHmnst noTpedutenen nnuy
oTaena npogax.
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7.5.2 EcTb Nn y Bac acdpceKTUBHLIN NpoLecc, NOATBEPXKAaLWUN 3aKkasbl noTpebutenen n odec-
neynBawLLUM NOHUMaHNE 3aKa30B U NOATBeEpXAeHUe, Korga oHU caenaHbl no TenedgoHy?

Bcerga cywectByeTt BepOSATHOCTb, UTO 3aKasbl, NoNy4YeHHbIe B YCTHOU hbopMe nnu no tenedoHy, oyayT
cogepaTb OWWUOKN UK OyayT HenoNMHbIMW. B CBA3WM C 3TUM OTBETCTBEHHLIN 32 MPUHATUE 3aKa30B A0JTKEH
NpPOXo4uTb NOAroTOBKY Ha CNOCODHOCTL 3agaBaTb HEODXOoAMMbIE BOMPOCHI M NOBTOPATbL OTBET Kak Crnocob
NOATBEPXKAEHUA TOrO, YTO OH NOHAN noxenaHua notpebutenen. OTBETCTBEHHLIN 32 NPUHATUE 3aKasa O0/1-
)XeH 3anncbolBaTb NoAPOOHLIE AaHHbIE NO 3aKkasdy B OMOKHOT UMW BHOCUTbL HEMOCPEeACTBEHHO B KOMMLIOTEP A0
TOrO, Kak OH NOBTOPUT ero noTpebuTen:o.

7.5.3 EcTb nun y Bac achpheKTMBHBLIN cNOCOO cBA3U ¢ BaWMMU noTpedutenamu ana HdopMupo-
BaHUA UX O NpegnaraeMbiX BaMuU NnpoayKuum u ycnyrax?

BonblWMHCTBO opraHusauui paspaboTtanu cTpaTerno n MmeToabl MHAOOPMUPOBaHUA NoTpebuTenen o
CBOEW npoayKkunu n/unu ycnyrax. B HacTosilee BpeMsa CyLLeCcTBYIOT caMble pasnuyHble cpeacTBa peKnamsl,
npeanararowue npsamMble nNpoaaxkn W/Unu Kkatanoru, KotTopble paccyMTaHbl Ha onpeaeneHHble rpynnbl NPoaYK-
LK 1 TUN noTpebutena. OaHako noTpebuTenn AoMKHbI TaKKe 3HaTb, Kak CBA3aTbCs C BaMu NpU Heobxoam-
MOCTU KOHTPONSA 3a 3akasaMu, YCKOPEHWUs OTIPY3KU UMK BKITHOYEHUS WU3MEHEHUA Mocne Toro, Kak 3akas
caenaH, U 4o ero rnocTaBKu.

[Tocne nocTaBkY NOTPedbUTENb OOMKEH 3HATb, KAK CBSI3aTbCHA C BaMy ANS nonyyvyeHUs nHdopmMaLnu,
YCNYrn UNn nogaydu kanoobl.

MHorme opraHmsaumm npegcTaBnsoT NepedeHb cneunanbHbiX TeneoHHbIX HOMEPOB, canToB B IHTep-
HeTe N apPeCcoB 3MNEKTPOHHOW NoYThLl ANna obecnedveHns cBA3M ¢ noTpebutensamun. bonee KpynHele opraHusa-
LMW1 NpeanararT CepBUCHbIE BronneTteHn no npoaykuum B VIHTepHeTe Ans npsiIMoro Aoctyrna Anst CBOUX
noTpebutenen nnn nx npeacraBuTernen.

7.5.4 Bcerpa nu Bawa opraHusauma nogpodHo BbIAICHAET TpeboBaHUA noTpebuTenen K 3aKkyn-
KaM npoAaykuum unu ycnyr?

B cooTtBetcTBUK € TpeboBaHuamu FOCT P NCO 9001 Bbl 40MKHBI aHann3npoBaTh TpeboBaHUS, yCcTa-
HOBNEHHbIE B 3aKazax noTpebutenein. TpeboBaHUs noTpedbuTenen AoKHbI ObITb YETKO U OAHO3HAa4YHO Onuca-
Hbl opraHmnsaumein, 1 Bbl AOMMKHbI ObITb CNOCOOHLI BBINOMHUTL UX A0 NMPUHATUS 3aKasa, TO eCTb Y Bac AOITKHbI
ObITb B HANMUYUN HEOCDXOAUMBbIE NPON3BOACTBEHHLIE BOSMOXHOCTU N BOSMOXHOCTU ODCNYKUBAHUA OO0 NMPUHS-
TUA 3aKa30B Ha 3aKYMKy UMM KOHTPaKTOB OT NMoTpedbutenen.

[Tpn 3aKNtOUYEeHNN KOHTPAaKTOB TpeboBaHUA NoTpebuTenen yctaHaBnMBalOT B KOHTpakTe. HeobxoamMmo
3HaTb, YTO BO3MOXHbI PasHOUYTEHUA MeXay TpeboBaHUAMKU KOHTpaKkTa U TpeboBaHUSIMU, KOTOpbIe ObiNA
cornacoBaHbl paHblle. TakmMe pasHOUTEHUA OOMMKHbI ObITb YCTPAHEHH!.

3annucb aHanusa goimkHa coxpaHAaTbeda (CM. 7.5.7).

7.5.5 lpoBepAaAnu nu BbI, pacnpocTpaHAeTCcA NN AeUCTBUEe 3aKOHoAaTeNbHbIX U perynupyroLwmx
TpebGoBaHUN UNN ob6A3aTeNnbHbIX TPebOBaHUN CTaHA4APTOB Ha Bally NPOAYKLUIO UMU YCNYTU B CEKTO-
pax NpOMbILWMNEeHHOCTU UNU Ha pPblHKaX, rae Bbl paboTaeTe?

MoTpebutenu MoryT 3akynuTb NPoAyKLWIO ANS Uefiv, OTNIMYHOW OT TOW, AN KOTOPOW oHa Obila npea-
Ha3HaveHa. Bo3aMoXHO, B A4aHHOM criydae TpeboBaHUA K NPUMEHEHWNIO NN 3KenyaTaunuy He Bbinin ogHO3HaY-
HO N YeTKO YCTaHOBIIEHbI, OHAKO eCli1M OHU BIIMSAKT HENoCcpeACTBEHHO Ha aKcnyaTauuio NpoayKLuum, BaXKHO
obecnevuntb NoTpebutena uHdopmaLmen o NbbIX orpaHUYeHNaX, KOTopble MOBANAIOT Ha ero NoTpedbHOCTU U
oXnaaHusa.

Hanpumep, HeKoTopble o4YUCTUTENbHbIE cpeacTBa MOryT ObiTb MPUrogHBIMK AN OYUCTKN OTAENbHbIX
MOBEPXHOCTEW, OAHAKO NP NPUMEHEHNN B APYrnX criydasax u/unm ycnoBmusaX oHM MOTYT NPUYNHUTL CEPbE3HbIN
yepb mnu beiTb onacHbiMW. TpaHcnopTHOE cpeacTBO, NpeaHasHadYeHHoe ANA 3Kcnyataunum Ha obbIYHBbIX
aoporax Unu ynuuax, Henb3sl UCMonb3oBaTh B YCNOBUAX Be340p0oXbsA, MOCKOSbKY 3TO MOXET MPUYMHUTL
cepbesHbl yuepb nnm 6biTb onacHbIM ANA Nofb3oBaTens.

Ha npoaykunio Unn ee akcnnyaTauuo MOXeET Takke pacrnpocTpaHATbCS AeNCTBUE 3aKoHOoAAaTeNbHbIX
TpeboBaHM, KOTOpbIe ACMKHbI ObITb PACCMOTPEHbI N YYTeHbl opraHM3aLnen.

Hanpumep, npoayKkuns, kKoTopas BblAenseT TakMe U3nNyvYeHus, Kak pagnodacTtoTHble, noanagaeTt noa
OeNCTBNE pas3nUYHbIX perfameHToB B pasfMyHbIX cekTopax pbiHKa. Ons npubopor, npucoegnHsAeMbliX K
MCTOYHUKY 3HEPrun, ycTaHOBIIEHbI caMble pasnnyHblie TpeboBaHUA K YacToTe, HanpshKeHMo, TOKY, LUTencenb-
HOW BUNKE UNU PO3eTKe B 3aBUCUMOCTU OT CTPaHbI, rAe X UCMOSb3YoT. XOPOLLO N3BECTHO, YTO 3MeKTpndec-
Kue npndopbl MOTYT MMETb pasnuyHble NepexoaHUKN Mpn NpUMEHeHnn B pasnndHbIX cTpaHax.

MeanuunHckoe obopyaoBaHue, Kak npaBuno, NPOXoauT XKECTKYIO perympyroLLyo cepTugukaumio Ao ero
aKcnnyartauun. Ecnu ero ncnonbayoT B APYrnx cTpaHax, cepTugukaunusa cTpaHbl-M3roToBUTENS HE 03HaYaeT,
YTO Takoe obopyaoBaHuMe OyaeT aBTOMaATMYECKUM cepTudpuumpoBaHO B ApYyron ctpaHe 06e3 MOBTOPHOWM
cepTuPpuKkaLnn.
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7.5.6 3HaeT N Balwa opraHusayuMa o Bcex cnocodbax UCNonb30BaHMA Ballen NpoaAyKUUU UNU
YCIyr noTpedutenemMm U o Kakux-nnb6o npobdrnemax, cBA3aHHbIX CO 340POBbEM, 6€30MacCHOCTLIO UM
OKpyXarwlLleUu cpenoun, KoTopble MOTyT OKa3aTb oTpuuaTeNnbHOe BO34eUCTBMUE Ha nonb3oBaTtena?

Bonpockl 300p0oBbst U 6€30NacHOCTU UMeoT DOoNbLLIOE 3HAYEeHUE NMPU NPUMEHEHUN UMK SKCNyaTaLlun
MHOTMMX BUAOB NpoayKunn. Hanpumep, B roCTUHULE U pecTopaHe NoTpebuTenun 40MKHbI 3HaTb, rae HaxoasTcs
3anacHble BbIXo4bl Ha cny4yan Ypes3sbldanHOW CUTyaL M Unn no KpanHen mepe nerko nx HauTu B criyvae Heob-
xoanmocTtun. ObecneveHmne Hann4ua noaodHbIX cpeacTB 0OCNYKUBAHUA YCTAHOBMNEHO PEryrmpylolWmMMn Tpe-
OoOBaHUAMMK, U opraHusauua OomkHa OblTb yBepeHa, YTO OHU NoaaepXMBarTcA B OO/MKHOM paboyem
COCTOAHUN.

Mpoaykuma nnu ycnyra, npegHasHadeHHas gnsg npuMeHeHus B onpeaersieHHOM ceKTope pblHKa WMn
reorpacpmn4eckoM permoHe Ballen cTpaHbl, MOXET He oTBeYaTb pernameHTam 6e3onacHocTy ApYron cTpaHbl.
Hanpumep, Ha aBToMOOUNU 1 3N1eKTPoobOopPYAOBaHNE MOXET pacrnpocTPaHATbLCA JEeNCTBUE KOHKPETHBIX per-
fTaMeHTOB, KOTOpble MOTyT paccMaTpuBaTbcs Kak cpopma HeTapudHoro bapbepa B TOproene.

B pa3znnyHbIX cTpaHax ycTaHaBNMBAOT pasnMyHblie pernameHThl Ha yNakoBKY U peuupkynaunio. C Kax-
ObIM rogoM Bce Bonee akTyanbHOM CTAHOBUTCSA KOHLEMNLUA NPOEKTUPOBaHUA «OT KOMbIOenu 4o Mormnbiy».

Bce 3T BakHbIe BONPOChl HEOBX0AUMMO paccMaTpuUBaTh B NpoLecce aHanmsa TpedboBaHnin noTpedbuTe-
nen npu NpUHATUMN 3aKasa.

7.5.7 EcTb nu B opraHusauuu npouecc, obecnevyMBaroLlum npoBeaeHe aHann3a 3akason NoTpe-
OuTenda 0o X NnpueMKu opraHmsauuen?

B npeabiaywmnx otBeTtax ObiIM paccMOTPeHbl HECKOMNbKO BUAOB aHanM30B M BOMPOCHI, Noanexallme
pacCcMOTPEHNIo B NpoLecce aHanusa. Hanbonee BaXXHbIM acnekToM B OOMNbLUMHCTBE criydaeB ABAAETCS Noj-
TBepXaeHne TpeboBaHU K 3aKkasbiBaeMoW npoaykunn. Katanor Ha npoaykuuo nnm Homepa HeobxoanmbixX
aetanen obecnevymBaroT YETKOE U ACHOE ONMUcCaHWe 3akKasa; LieHy, NOCTaBKy 1 YCNOBUA NpoAaX Nerko Bbisic-
HAKT N NoHUMawT. Heobxoammo obecnevynTb NPaBUIbHOCTb AaHHbIX Katanora wunu HOMepoB AeTanen,
MOCKOMNbKY OYKBY MM HOMEpP MOXHO Nerko nepenyTaTh.

[Tpn NPOEKTUPOBAHUN U BKITHOYEHUN NMPOAYKLUN B KaTanor Heobxoaumo TakKe yYUTbIBaTb PErynmpyto-
LmMe TpeboBaHUSA, XOTS HEODXOOAMMO OTMETUTb, YTO Npu npoaaxe B HTepHeTe KoHeYHoOe MecTo HasHa4YeHUs
N MPUMEHEHMe NPpoayKLMN MOTyT ObITb HE PACCMOTPEHbI, Koraa ee npeanaratoT Anst Npoaaxu.

3anncb aHanumsa 3akasa MoXeT ObITb noagnucaHa n gaTupoBaHa Ha 3akase unu daxkce noTpedbutens,
OTMeYyeHa B JHEeBHUKe, NoATBepKAaeHa 3aka3oM, HanpasrieHHbIM obpaTHO hakcoM UMM BbiTb 3NEKTPOHHON
3anncblo B 6ase gaHHbIX, MAeHTUOUUMPYIOLWEN COTPYAHUKA, KOTOPbLIM NpoaHanM3npoBan 3akas 1u gaTy ero
npoBegeHus. BaxkHo Hanudue onpeaeneHHon opMel 3annucn, KoTopas yKkasbliBaeT:

- NpoBeAeHne aHanunsa 3akasa noTpedbutens;

- pes3ynbTaTbl aHann3a;

- JencTBUdA, NpeanpuHATbIe A8 NOATBEPXKAEHUS NN KOPPEKTUPOBKU 3aKasa.

7.5.8 Korpa Balua opraHu3auus nonydaeT 3akas oT noTpebuTtens, noarBepxaaeTe Nu Bbl €ro,
4yTOObI 00ecneYnTb NONMHOe NOHUMaHUe NoTpedbuTeneM, YTo UMeHHO OyaeT NoCTaBrIeHo?

BonblUMHCTBO NOCTaBLMKOB He NoATBep)XaatT oduumanbHO 3akasbl Ha NPocThle 3akynku. FocTnuHuua
noATBepXaaeT NPOBOAKY, KOr4a Bbl NOAMNUCHIBAETE KAapTOUKY rocTS, MarasmHbl NOATBEPXKAAT NpoAaxy, Kor-
[a Bbl onnadMBaeTe nokynky. MHorne kommepdyeckne npeanpusaTyus NoATBepXaaroT 3akasbl noTpedbutenen,
HanpaBnaAs UM KOMWUIO UX 3aKasa Ha 3akynky. [1na Takux Lenen no-npexHemMy ncnonb3yoT dakc.

[TocTaBLNK N3BNEKaeT HECOMHEHHYO NMOMb3y N3 NOATBEPXKAEHUSA, MOCKOSIbKY NOoTpebuTenb MoOXeT Hal-
T ownbKy B 3akase. K coxaneHuto, ecnn notpebutenb He Hawen ownbKy, NoCTaBLUMK HECEeT OTBETCTBEH-
HOCTb 3a Hee.

7.5.9 OnepaTUBHO NU Balla opraHnsauna pearupyet Ha U3MEeHEHUSA, KOTopble BHOCUT NOoTpebu-
Tenb UM Ball COOCTBEHHLIA NepcoHan?

N3meHeHnsa 3aKkasa BO3MOXHbI, B YaCTHOCTU NPU 3aep)KKe NocTaBky npoayKunn. MNotpedbutens MoxeT
MOHATb HEOOXOAMMOCTb BKITHOYEHUA N3MEHEHUI B 3aKas, NN opraHmnsaLns MOXeT CTONKHYTbCS ¢ npobrnema-
MU, KOTOPbIe BIIUSAOT HA CPOKN NOCTaBKN UNK apyrie ycnosus. ObnacTb Nnpoekra MoOXeT M3MEHUTbLCS B NPOo-
Llecce ero paspaboTkm, 0cobeHHO Npu 3aKTHoYEeHUM KPYMHBIX KOHTPaKTOB Ha CTPOUTENLCTBO.

B cootBeTcTBMU € TpeboBaHuammn NNOCT P MCO 9001 HeobxoamMmMo BKNHOYNTE MBMEHEHUSA B COOTBET-
CTBYIOLLYIO OOKYMEHTaLUUIO 1 NponHQOPMUPOBaTh COTPYAHUKOB 00 M3MeHeHUU TpeboBaHN. Heobxoanmo
TakkKe nponHopMnpoBaTb NOTpedbuTenemn N BHELWHUX NOCTaBLUMKOB 00 M3MEHEHUSIX, a KOHTPAaKT, 3aKas U
noaTBepXaaroLlme AOKYMEHThI NepeCcMOTPETb COOTBETCTBYHOLLMM 0Opa3omMm.
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7.6 KoMMeHTapuu, yacTb 6. 3aKynku

7.6.1 WpgeHTuchuympoBana nu Balla opraHu3auua BaXHble pe3ynbTaTbhl AeATeNIbHOCTU NOCTaB-
LUKa, KOTOpble BIUAKT NPAMO UK KOCBEeHHO Ha KavyecTBO NPoAYKLUMU U YCNYIU, npeaocTtaBnaeMble
BaMu notpedbutenam?

OpraHmsauma MOXeT MMeTb MHOro MOCTaBLUMKOB MaTepuanoB U YCIyr — OT COCTaBHbIX 4YacTen,
MCMOMb3yeMbIX B NPOAYKLUUN, A0 KOHCYbTAHTOB NO IOPUANYECKAM Bonpocam 1 Hanoram. [lerMcTtBme HacTos-
uiero TpeboBaHNA pacnpocTpaHAeTCA TOMNbKO Ha MOCTaBLMKOB NPOAYKLIMM N YCIYT, KOTOPble YaCTUYHO UM
HenocpeACTBEHHO BNUAKOT Ha KAa4eCTBO NPOAYKLIMX, KOTOPYHO Bbl MOCTaBnsAeTe NoTpebutensam.

[TponasoanTenbHasa KoMnaHua 6yaeTt, Hanpumep, 3akynaTb cTallb, Medb, XUMUYECcKMe BellecTBa W
COCTaBHbIe YacCTW, KOTOPble HeNocpeACTBEHHO BIIUAIOT Ha Ka4eCcTBO Baller NpoayKumn. PecTtopaH Unmn roctu-
HULA 3aKynaT NULEBYIO NPOAYKLNIO U TMTIMeHnYecKe cpeacTBa, a Takke yCnyri, Kotopble Heobxoanmbl AN
nx busHeca, 1, crnegopaTenbHo, OyayT okasbiBaTb BO3AeNCTBUE Ha noTpebutens. CyLLecTBYHOT Apyrie 3akynn-
KW, KOTOpbIE, XOTA U HeNerko ngeHTuuunupyemsl, HenocpeacTBEHHO BAUAKT Ha NoTpebunTens, Hanpumep,
TpaHCMOopPT, CBA3b, NepcoHan u Aaxe 3Heprus, KoTopble AOMMKHbI Takke paccMaTpuBaTbCs.

MHorne opraHmsauun 3akynatoT BbINOMHEHNE OTAeNbHbLIX PYHKLUWA UM BUOOB AEATENbHOCTU Y APYrux
opraHmnsauuin. lNoaobHble 3aKynkyu MOryT pacnpoCTPaHATbLCH Ha BbINOMTHEHME, HANPUMEP, TakuUX NPOU3BO-
CTBEHHbIX (PYHKLWN, KaK raribBaHUYeCcKoe MOoKpbITUE NN OKpacKa, Unn Bonee CNoXXHbIX PyHKUUA, HanpuMep
TenedoHHbIe LLEeHTPbI NOTpebutens.

B kauecTBe nepBoro wara anst obecnevyeHnsi COOTBETCTBUA TpeboBaHUAM NyHKTA 7.4 «3aKkynkmn» Heob-
XOAMMO OLIeHUTb BCeX BaluMX AeUCTBYOLWUX MOCTaBLMKOB U MOEHTUMPULMPOBATL UX C TOYKU 3pEeHNA BaXKHOC-
TU UX BIUAHUA Ha BalUKM npouecchkl NPoU3BoAcCTBa U/ OOCNYKUBAHUSA N KAYEeCTBO caMOoM NPOayKLUUNA NNu
YCIYT.

7.6.2 PaboTaeTe N1 Bbl B TECHOM KOHTaKTe ¢ HeobxoAMMbLIMU BaM NocTaBLMKaMM U obecneYyun-
BaeTe NN NOCTOAHCTBO NepeyHAd NOoCTaBLUKOB?

Korga Bbl COCTaBUNN NepeyeHb U oUeHUNN AeUCTBYHOLUX NOCTaBLWMKOB, BaM HEODXOONMO CEPLE3HO
PAacCMOTPETb UX COCTaB Ha NpeaMeT COoKpalleHUs UX Konn4decTBa A0 bonee ynpaBnseMoro ypoBHAa. MoXHO
npumeHnTb npasuno 80—20 ana ngeHtudgpukaunmn 80 % BallMX 3aKynokK, KOTopble obecneynsaeT NpndNnamn-
TenbHO 20 % noctaBWMKOB. ANd MHOTMX ManbIX NpeanpuaTUA KONMMYeCcTBO NOCTaBLWMKOB COCTAaBUT O4MNH UM
OBa B IlobON 04HOWU KaTeropum sakyrnaemMomn npoayKumm Unu yCenyr.

MHorMe KpynHble opraHusaunm npuaepXnBarTca NOMNUTUKA 3aKYNoK Y HEeCKONMbKUX MOCTaBLUMKOB, C
KOTOPbIMW Y HAX TeCHble CBA3U, BMOTb 40 BHELUHEro BbINONHEHUSA TAaKUX KPUTUYECKUX PYHKLMIA, KaK MPOeKT -
poBaHue 1 paspaboTka. Npn TakMx OTHOLLIEHUAX NOKyNaTen MoryT CyLLLIeCTBEHHO BNUATL Ha LieHY NocTaBLLM-
KOB 1 MeToAbl BbINOMTHEHUA paboThl, XOTH U PUCKYIOT OKasaTbCA CNLLIKOM 3aBUCUMbIMU N 3aBA3aHHBIMU Ha
OTAeNbHOM nocTaBLMKe. AHanorM4yHasa npakTuka MMeeT MecTo NMpu BHEAPEHUN MEeTOA0B NOCTaBKM Mo Npu-
HUMMNY «TOYHO B CPOK» ANS1 COKpalleHUs ypoBHEN 3anacoB. Bbl MoXeTe BLISICHUTb, YTO MHOTE opraHu3aLum
He noaAep)XMBatoT onpeaefieHHbIn YpoBeHb 3anacoB Ballen NpoayKUuMn 1 npeanoaratT, YTo Bbl CMOXETE
MOCTaBUTb ee HernocpeAcTBEHHO UM, Kak 1 Koraa HeobXoAMMo U TOYHO B CPOK.

7.6.3 Mocewanu nu BbI NpeanpuUATUA NOCTABLUUKOB, YTOObLI yOeaUuTbCA NMIMYHO, YTO OHU CNOCO6-
Hbl YOOBNEeTBOPUTb BallU TpeOOBaHUA K Ka4yecTBY?

KpynHble opraHusauny, Hanpumep Npon3BoguTen camoneToB, aBTOMOOUNIEN N KOMNbIOTEPOB, MOTYT
YCTAaHOBUTb OTHOLLIEHUA C NMOCTaBLWMKaMn, TpebyroLnMK NoCTaBKM TOYHO B cpoK. Marnbie 1 cpeaHue npeanpu-
ATUA NOKYNAaoT, Kak NpaBusio, NPoayKLUI0 U YCIYT Y KPYMHBIX OpraHn3aLuin, Ha KoTopble OHU He CNOCODHbI
okasaTb 3Ha4YUTenbHOE BNUAHME. Y HUX eCTb BO3MOXHOCTb 3aKynaTtb NPOoAYKLUIO NN YCIYTU Y HECKOJbKNX
KOHKYPUPYIOLWNX NOCTaBLWMKOB N TakMM obpasom obecneuvmBaTb NpUeMeMyto LeHYy W NMocTaBKy, 0AHako
Obonee TpyaHbIM ABNAETCA NoadepXaHne kadyecTsa NpoayKumMn Ha OOSTKHOM YPOBHE.

[MokynaTenb MOXeT nocewaTb NpeanpuaTnsa NoCTaBLLNKOB N OLEHNBAaTb, HACKOMNbKO XOPOLLO OHM obec-
ne4ynBarT COOTBETCTBME TpeboBaHMAM KavecTBa. OTO 0CcoDEHHO XapaKkTepHOo ANns Havana ycTaHOBNEHUS
B3aMMOOTHOLLEHW C HOBBIM MOCTAaBLLMKOM UMM KOTAa Bbl MPUBMEKaeTe K y4acTuo B paboTe gpyrme opraHmsa-
LI, U BBINOMHAETE YacTb BallMX NpoLeccoB no cybnoapaay.

BONBLWINMHCTBO KPYMHbLIX OpraHusauui OLUEeHUBAKT HOBLIX MOCTaABLIMKOB oduuUManbHbLIM CNOCObOM,
OCHOBaHHbLIM Ha OYeHb KOHKPETHbIX KPUTEPUSAX BbINMONMHEHUA paboThl 1 nokasaTtensax kadectea. MCI1 4omKHbI
MCMNOMNb30BaTh AN 3TOM0 TaKXKe BCe BO3IMOXHOCTU, OCODEHHO ecrnii NOCTaBLUMK MECTHBIN.

Korga nepe4veHb NocTaBLUMKOB COCTaBMNEH, HEobXoAMMO onpeaennTb, Kak obecnednTb noagepkaHme
BbIMONHEHUA UMUK paboTbl HA AOMKHOM Ka4yeCTBEHHOM YPOBHE.
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7.6.4 KnaccudumuymnpoBpanu nu Bbl BallUX NOCTaBLUMKOB MO TUMNY BbiNycKaeMOU NpoAYKLUUU W
XapakTepy ux npousBoacrtBa?

[locne cocTaBneHUs nepeyHs U oLLeHKW BalUMX NOCTaBLMKOB MOXHO ONpeaennTb, KTO U3 HUX SIBNAETCH
MECTHLIM, a KTO NpeacTaBnseT MHTepeckl pun1uanoB yganeHHoU komnaHu. Manbele npeanpuatng HesHadu-
TeNbHO BMUSIHOT HA MeToabl PpaboThl KPYMHBIX OpraH13aunid ¢ OCHOBHbBIMW OpUcamMun B yaaneHHbIX Mectax Unu
B APYrux ctpaHax. Kak npaBuno, CyLecTBYyeT HECKOTbKO KOHKYPUPYIOLWKX NpeanpUaTrUiA, Npons3BoaAaLLInMX aHa-
NOrMYHYIO NPOAYKUWUIO, N NpeacTaBNsaAeTCcsa BaXXHbIM paboTaTb C TEMWU, KTO ODCNY>XMBAET MECTHble 3anachl
NpoayKumnnM 1 cnocobeH yaoBneTBOpUTL Balln TpeboBaHUS.

PaboTa ¢ MECTHBIMU NMOCTaBLUMKaAMU SABASIETCH BAXKHOW, NOCKOMNbKY Bbl MOXKETE YIYYLLUNTE BMECTE C HUMMU
KauecTBO MX NPOoAYKUWUN U/Unn ycnyr 1 obecneyvynTtb X NonesHoe napTHEPCTBO ANs Ballen opraHmnsaLnn.

7.6.5 KpanuduuupoBanu nm Bbl NOCTaBLUMKOB U3 Ballero yTBep)XxXgeHHoro nepeyHsa noctaBLMKOB?

[locTaBLUMKKA, NpeacTaBndaloLlMe CBOM YCNYIKM B TeYeHUe NPpoaoIKUTENBLHOTO Nepuoga BpemMeHu, aBTo-
MaTUYECKN BKITIOYAOTCS B YTBEPXKAEHHbIA NepeveHb B CBS3U C XOPOLUUMUN NokasaTensaMm Kavyectea paboThl B
MPOLUIOM.

HoOBbIX NOCTaBLNKOB HEOOXOAMMO OLLEHMBATL HA OCHOBE KOHKPETHLIX KpUTEPUER BbINONMHEHNUS paboThl
n obecneveHns Kavyectea. B 6onNbWNMHCTBE CryvyaeB HOBOMo NocTaBLlyuMka BblOMpaT, eCnn CyLLeCTBYIIOLWNA
NOCTaBLLUK:

- He MOoXeT obecnevynTb COOTBETCTBUE TpeboBaHNN K KaYeCTBY UNK

- YBENUYUN UeHY, NpeBLICUB NpUueMnemMbln YPOBEHb.

Bbl Takke MoXxeTe BblibpaTb HOBOrO NOCTaBLUMKA NMPU BKITIOYEHUN M3MEHEHUN B Balln TpeboBaHUA NN
ecnu nNpoaakHasl LleHa KOHKYPEHTOB Ballero NoctaBliMKa okasanach Ang Bac bonee npmuenekaTenbHON.

Kputepun BbIOOpa HOBOro nocTaBWMKa AOMMKHbI ObITb AOKYMEHTanbHO OgOpMNeHbl, a Ka4yecTBO
BbINONHEHNS paboThl cneayeT KOHTPONMMPOBAaThL B LENAX NOATBEPXKAEHUA TOrO, UTO BallX TpeOOoBaHUA U OXU-
OaHUA NOCTOAHHO YOOBNETBOPAOTCA.

7.6.6 EcTb nu y Bac npouecc, obecnevynBarwLmMii aHann3 3akasoB Ha 3aKynKy A0 TOro, Kak opra-
HU3auusa caenaeTt 3aka3?

Bbl ssBnsgeTecb NOTpedbutenem Ballerc NocTaBLMKa, 1 B3AaUMOOTHOLLEHUSA C HUM SIBASIOTCH 3epKarb-
HbIM OTPa)XeHMEeM BaluMX B3aMMOOTHOLUEHWMA € Bawmm noTtpedbutenem. lNpeacrtaBnaercd HeobxoaMMbIM
obecneynTb 0AHO3HAYHOE NOHUMaHKE BaLLEro 3akasa Ha 3aKynKky U aaTtb TOUHOE ONMCaHUE TOro, YTO Bbl 3aKy-
naete. Bbl AOMKHBI AOKYMEHTaNbHO 0POpPMUTL NPOoLECcC 3aKynku onpeaeneHHblM obpa3om, U, ecnun 3akas
nenaetcd no renedoHy, Bbl A0MKHbI yOeANTLCS, UTO NOCTaBLUUK MOBTOPSIET NMPpaBMbHO BCE BallK yKa3aHUS.

BONbLLINMHCTBO COTPYAHUKOB MO 3aKyrnkam WM nokynaTtenem B HEOONbLWNUX OpraHn3auuax He UMeroT
COTPYAHUKA AN NPOBEPKN 3aKasa Ha 3aKyrnKy 1 aHannsa noapodbHoCcTen 3akasa Ao UX 3BOHKa NocTaBLUKY. B
CBA3N C 3TUM OHM OO/PKHbI UMETb COOTBETCTBYHOLWNME 3HAHUA U ONbIT ANA COOTBETCTBYIOLWLEro BbINONIHEHUS
aTON PyHKUMN. Bonee KpynHble opraHnsaunn NPUMEHSIIOT CTPYKTYPUPOBAHHBIM NOAX0Ad K 3aKyrnkam U UMetoT
liTat ang nx aHanuaa.

7.6.7 AHanusupyeT nNu Balla opraHM3auua noaTBepXKaeHUA 3aKka3oB NocTaBLUKaMU?

Ball nocTaBWKMK YacTo noagTBepXaaeT Ball 3akas Ha 3akynky. Ecnn 3akas caenaH no tenedoHy, Bbl
OOMKHBI yOeanTbCA B TOM, UTO OH NpaBUNbHO NPUHAT. Pakec cneayeT AatupoBaTh M NOANUCKLIBATL, YTODLI Noa-
TBEPAUTb, YTO Bbl pPACCMOTPENN U NPUHANK ero. Bo MHOTMX criyvyaax noaTBepXXaeHune BKoYaeT LeHy 1 obsiza-
TeNbCTBO NOCTaBKU nocTaBLlKKoM. MHdopmMaums umeeTt bonbLUoe 3HavYeHne ANd Apyrx coTpyaHUKOB Ballen
opraHmsaumm U aomkHa ObITb AoBeAeHa A0 UX CBeaAeHund, YTobbl obecnevynTb nnaHUpoBaHUe X paboTbl U
COOTBETCTBUE TpebOoBaHUSAM NoTpedbutenen.

7.6.8 3HaeTe N Bbl, YTO Y BalLUX NOCTAaBLUMKOB €CTb COOTBETCTBYIOLlaA CUCTeMa MeHe)KMEHTa
KayecTBa?

MHorue opraHusaumm TpebyoT OT CBOUX NOCTABLLMKOB HANMUYUS COOTBETCTBYIOLLEN CUCTEMBI MEHEDXK-
MeHTa Ka4yecTBa, ocHoBaHHOW, Kak npasuno, Ha [ OCT P ACO 9001 nnun onpeaeneHHOM cTaHOapTe Pa3BUTO-
rO CEKTOpa, Kak cpeacTtBa obecnevyeHns nonyvyeHnsa KavyecTBeHHON NpoaYyKLUMN, KOTOPYHS OHU 3aKynUnn.

OTO MOXET ObITb paCCMOTPEHO KaK OIUH U3 KPUTEPMEB, KOTOPLIM Bbl PYKOBOACTBOBANUCEL B 7.6.5 npu
oL eHKe BalluMxX nocTaBLWmMkoB. MHOrMe opraHmMsaumn-nocTaBLMKA MMEOT, KaK NpaBuio, CUCTEMY MeHe)KMeH-
Ta KadecTBa, oTBevarowyto TpeboBaHmnam FOCT P UCO 9001. HekoTopble opraHnsaLim He UMEOT Takon CUC-
TeMbl MEHEXKMEHTA KAa4YeCcTBa, 1 B 3TOM Cliydae Bbl AOMMKHbI BBIAICHUTL, Kak OHU dpakTU4ecKn obecneumnBaroT
NOCTOAHHOE KavyeCcTBO CBOEU NpoayKuun.

7.6.9 EcTb nNu y Bac npouecc, obecnevunBaroimn sepudpunkaumio npoaykumu Unu ycnyrm, Koto-
Py Bbl Nony4aeTe OT NOCTaBLUKOB?

Henb3sa oTpuuaTh TOT akT, YTO NOCTaABLUMKM 0DecneymnBatoT COOTBETCTBME MUHUMANbHBIM TPebOBaHU-
M, UK B NMPOTUBHOM Cliydae Bbl HE CcTaHeTe nokynaTtb y HMX. OaHako Bbl AOITKHBI pa3padoTtaTbh U BHEAPUTL
NPOoLEeCC KOHTPONSA KayecTBa ANd Bepudukaym nonyv4yeHHoM npoayKLUmm B COOTBETCTBUM C 3aKkasoM. [poayk-
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LIS, NocTaBNeHHas B ALMKaX UM HaBasloM, MOXeT ObiTb OLIleHeHa NMpu Nony4YeHnn pasinndHbiMmM MeTodamu.
Hpyrue 3akynku, Hanpumep ycnyri u npoaykums, U3roToBeHHas BHeLWWHeW opraHn3aumen, apnaoTca donee
TPYOHBIMW ANA BepnduKaLnn.

B cootBeTcTBUKU € TpeboBaHusamn OCT P NCO 9001 Bbl A0MKHBI UMETb npoLecc, obecnevymnBatoLLnig
BepUdpunKkaumio 3akynneHHoW NpoayKLumMm Mnm ycnyr, U CUCTemMy, No3BONAKLLYI0 MOEHTUPULUPOBATEL NMPUeM-
nemMyro NpoayKUU Mnu yenyry n npuHMMaTb Mepbl N0 HECOOTBETCTBYOWEN Npoaykun. COTpyaQHUKK, NMONy-
YyaroLme 3aKyniaeHHyY NpoayKUMIo UMK YCyry, A0MMKHbI ObITb KOMNETEHTHBLI ANS BINMONHEHUSA 3TON paboThl.

7.6.10 NMpoBoauT N Balla opraHu3laLnusa MOHUTOPUHI KadecTBa BbINONMHEHUA pabdboTkl nocTaB-
LWMKAMU U NpeanpuHUMaeT NU KOPpPeKTUpyLne A4ecTBUA NO HeNnpueMneMbIiM CUTYaUUAM?

3anncu BXoOQHOro KOHTPONSA Unn Bepudgpukaumum obecnevmparoT nonyvyeHne MHpopmMaLmMm ¢ BbINMOMHe-
HAW PabOoThl MOCTaBLIMKOM B YAaCTW Ka4YecTBa caMon NpoayKumm unu yenyri. INoctaeska npoaykuum Unn ycnyru
C HapyLwleHueMm rpadguka noctaBk UM 00A3ATENLCTB ABMAETCH TakKkKe NokKasaTenem KadvecTBa BbINMONHEHUS
PaboThl NOCTABLLMKOM. 3anncu OLLEHKN NOCTaBLLUMKA U MPUHATLIX B pe3ynbTaTe AeUCTBUN ABMAIOTCH TpeboBa-
Huem T'OCT P UCO 9001. 3Ty nHpopmauuno cnegyeTt UCNonbL3oBaTh NpU NpoBeaeHUM aHanusa gaHHbIX O
BbIMONMHEHUN pabOoThl NOCTaBLLMKAMWN B COOTBETCTBUU C NMYHKTOM 8.4 «AHannM3 gaHHbIX» (cM. 7.9.9).

7.7 KommeHTapum, yactb 7. lpoekTtupoBaHue n paspabortka

7.7.1 TpoekTupyeTt u/unu paszpabarbiBaeT N1 Bawla opraHusayma npoaykuuio, KOToOpyr oHa npo-
uisogut?

[OCT P UCO 9001 BkntovaeT nyHKT 7.3 «l1poekTupoBaHue 1 paspaboTtka». Nonb3oBartenn A0MKHbI
nydule ero noHMMaTb bnarogaps ynyJdleHHoU opMynmpoBKe TpeboBaHMA NPOLLECCHOro noaxoaa.

PaclinpeHne nyHKTa ¢ BKNIOYEHUEM B HErO KOHLEMLUI NPOEKTUPOBAHMSA N pa3paboTK B COOTBETCTBUN
C X onpegeneHnaMmn B cneayrowem sonpoce (7.2.2) AOMKHO NpU3HaBaTbCd opraHM3auuamMin, KoTopele, Nno nx
MHeHUto, He 3aHumMatoTcsa npoekTupoBaHnem. [OCT P NCO 9001 gonyckaeT ucknodeHue nyHKTa «l 1poeKkTr-
poBaHMe N paspadboTka» U3 obnactu AesATeNbHOCTU OpraHn3aumn NOMHOCTLIO UMM YaCcTUYHO, eClii TaKoe
MCKNtoueHUe 0bOCHOBaHO U ODBACHEHO B PYKOBOACTBE Mo KadecTBy (7.2.5 n 7.4.10).

7.7.2 TloHATHa N AnNA Bac pasHuLa MeXay KOHUenUMAMU «NPoeKTUpoBaHune» U «paspabotka»?

CornacHo onpeagenennto NTOCT P NCO 9000 npoekTnpoBaHMe U pa3pabdoTka SIBNSIETCH «COBOKYI-
HOCTbIO NPOLLECCOB, NepeBoAALLNX TpeDbOoBaHNA B YCTAHOBMNEHHbIE XapaKTePUCTUKN UNK cneundnkaumm Ha
NPOAYKLMIO, NPOLLECC UMK CUCTEMY». TEPMUHBI «MPOEKTUPOBaAHUE» U «pa3paboTKka» nHoraa UCNonb3yoT Kak
CUHOHUMBI, & MHOrAQa Kak onpeaeneHnsa ans pasnnyHbiX cTaguid npouecca npoekTUpoBaHUa 1M paspaboTku
B uenomMm. B TpeTbeM u3gaHuUM HOBOro mMexayHapogHoro cnoBapsa BebcecTtepa (Webster's Third New
International Dictionary) naHo HeckonbKo onpeaeneHnn sTux TepMUHOB, HO Hanbonee NpUeMIEMbIMUA ABTISI-
lOTCA cneayoLme;

- NPOEKTUpOBaHNE — MfaH UMM cXxemaTudeckoe npeacraBneHne obbekTa; neppasi uaes, npeacran-
NneHHaqa B popMe NMUHNN;

- pa3paboTka — nocTeneHHbIn POCT U NPOABMXKEHUe Yepes nepeaoBble N3MEeHeHUs.

MoOXXHO cKasaTb, YTO NPOEKTUPOBaHUE SIBNSIETCH TBOPEHNEM, OCHOBaHHbLIM Ha HaYanbHbIX U OCHOBO-
nonaratwoLwmx npuHUMnax cosgaHnus 4ero-To HOBOro, a paspaboTka — npoaoKaoLWwencs 3BoMIoLUen NpoekK-
TUPOBaHUA AN aganTtaunn K HOBBIM UM M3MEHSIIOLLIMMCS YCNOBUAM 1 NOTpebHoCTaM. MHorne opraHmsaunm
He 3aHMMAaOTCH NPOEKTUPOBAHUEM NPOAYKUMA UMN YCNYT, OAHAKO, Kak NpaBuno, paspadarbiBatoT CYLLECTBY-
oL Me NpoekThl A4Ng obecneyvyeHnsa COOTBETCTBUSA HOBbLIM TpeboBaHUAM NOTpebuTenen.

7.7.3 PaccmarpuBana nu Bawia opraHM3auusa BO3MOXHOCTb UCKNIOYEeHUA paboT no NnpoeKTupo-
BaHUIO U pa3paboTke U3 Ballel cUCTeMbl MEHeO)XMeHTa KavyecTBa?

ObocHOBaHMe UCKNIoYeHUA NyHKTa «[1poeKTupoBaHue U paspaboTka» 13 Ballen CUCTeMbl MeHEedXKMeH-
Ta KayecTBa MOXET BbI3BaTb 3aTPYAHEHUS, NOCKONbLKY paboThl N0 pa3paboTke AEUCTBUTENIbHO HEePeaKo OCy-
wecTtenawTca. [peacrasnsaerca BaXXHbIM OTHECTUCH K 3TOMY NMYHKTY CO BCEM BHUMaHWUEM, Npexiae 4Yem
MPUHATL peLlleHne O NOJTHOM ero UcknoveHun (cm. 7.4.10).

7.7.4 PaccmarpuBana nu Balla opraHusauuns npMuMmeHeHue npouecca NpoeKTUpoBaHUA U paspa-
OOTKU K BalLMM COOCTBEHHbIM NpoueccamM NpousBoAcCTBa U 00CNyXUBaHUA?

B npumedarHun 2 k nyHkTy 7.1 TOCT P NCO 9001 ykazaHo, 4To TpeboBaHUA K MPOEKTUPOBAHUIO N pa3pa-
DOTKe MOryT ObITb NPUMEHEHBI K pa3paboTke NpPoUecCOoB XKU3HEHHOro LKMKNa npoaykummn. 3T1o TpeboBaHue
[OCT P NCO 9001 He ycTaHaBNMBaeT, ogHaKo opraHusaumm moryt oonee apdpeKTUBHO yrpaBadTb CBOUMU
KanuTanoBNoOXeHUAMU NpU BHeApPeHUN HOBbIX MPOLUECCOB UMK yNyYlleHUAMNU CYLLEeCTBYIOLMX NPOLECCOB,
eCnn OHM ByayT PYKOBOACTBOBATHLCS 3TUM NPUMEeYaHUeM.
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7.7.5 MNMoagrotoBuna nu Balla opraHu3aund nnaH NpoekTupoBaHna U/unu paspaboTkn ona npo-
AYKUUU n/vunu ycnyru, Kotopble Bbl npoaaete?

Heobxoanmo nnaHnpoBaThb AeATENBHOCTb B COOTBETCTBUU C TPEOOBAHUAMN, pa3bACHAEMbIMU B 7.2.6.
[TyHKT 7.3.1 «[1TnanmnpoBaHume npoektnpoBaHus n paspabotkm» FOCT P MCO 9001 yctaHaBnuBaeT TpeboBa-
HAA K NNaHUPOBAHUIO N YNIpaBNEHUIO NMpoLieccamn NpoekTUupoBaHua 1 paspadboTkn. MHorme nHxeHepbl U Npo-
eKTUPOBLUMKKA AenarT 3TO UMHTYUTUBHO, a ANA Apyrux (PUKCUpoBaHWE pas3NUYHLIX cTagun npolecca Ha
Oymare nNo3BOMNUT YCTPaHUTb OLINOKK. Heobxoanmo obecnevynTb NpoBeaeHUe aHanmaa npoekrta KaxkabiM, Ha
KOrO OH pacnpoCTpaHAeTCs U KTO O0MKeH OyaeT BLINOMHATbL ero, Utobbl rapaHTUpoBaTb COOTBETCTBME
pe3ynbTaToB 3anaHUpPOBaHHbLIM TPeboBaHUAM.

[TnaH MOXeT ObITb COCTaBMEH B pasfnuHbIX popMaTax B 3aBUCUMOCTU OT TpeboBaHMA opraHusaLunn.
[1TnaH npoekTa noc HOBOMY KOMIMbHOTEPHOMY HYUNY MOXET ObITb DONLLUMM AOKYMEHTOM, a NfaH no paspaboTke
BKNHOYEHUA He3HaAUYNTENbHOrO U3MEHEHUS1 B CYLLECTBYIOLLYIO MPOAYKUUIO MOXET ObITb TaK »Xe MNPOoCT, Kak
namdaTHaga 3anucka Unm npuMmedaHue.

[na HeKoTOopbLIX MPOEKTOB MO MNPOEKTUPOBAHUIO HEODXOAMMO NPOACITKUTENLHOE BpemMsd, 4ToObl UX
3aBepPLNTb, U NNaHbl MOTYT USMEHSATLCA NO MHOMMM NpUYMHaM. NnaHbl A0TKHBI aKTyann3npoBaTbCHa N OTpa-
XaTb UBMEHEHUS.

7.7.6 BbINonNHAKT N BallX NPOEKTUPOBLLUKU TPU 3Tana B npoLecce NpoeKTUpoBaHUA U paspa-
6oTKN?

He TONbKO UHXKEHEPLI U y4eHble 3aHUMAaOTCS NPOEKTUPOBaHMEM 1 paspaboTkon. OpraHmMsaumMm UCnofb-
3YIOT 3HAHUA MHOTUX CNeLnanncToB B 3aBUCUMOCTU OT XapakTepa BbINyckaeMou npoaykunum Unm snga ges-
TenbHOCTU. lockonbKy BCe cneuunanncTbl NPoXoaAaT NOAroTOBKY M obydyeHune B obnacTtn, Heobxoaumomn
ans obecneverHuns cooteetcTBus Tpedosanmsam FOCT P NCO 9001, npouecc TpebyeT OT HUX naeHTUUKA-
1N TOTO, YTO HEOHX0AMMO, 3annNaHUPOBAHHLIX BbIXOAHbLIX AaHHBIX U aHann3a ux paboTel N0 Mepe ee BbINO/-
HEeHUS.

[OCT P NCO 9001 ycTtaHaBnNMBaeT YeTKkne N 0aHO3HAYHbIE TPeOOBaHUSA K TOMY, UTO HEODXOAMMO cae-
NnaTb Ha Kaxkaowu ctaguun npouecca. ['NnaHnposaHne Ao0MKHO MAeHTURULUMPOBaTL cneunanmcToB, NpUHUMaLo-
LLIMX y4acTue B aHanumse NpoekTUpoBaHUA U pa3paboTkn. Hebonbline npoekTbl He TpebyloT npoBeaeHUS
aHann3a KeM-To elle, KpOMe COOTBETCTBYOLLEro MeHeakepa, ogHako aHanus Apyrmx NPOeKToB MOXET ObIThb
npoBeAdeH C y4acTUEM npeacTaBuTenen oTaenoB 3aKkynoK, NPOU3BOACTBA, KOHTPONSA, byxrantepun, npogax
NN MapKeTUHra n gaxke notpedbutenen. Takoe ydacTue pasnuyHbIX NpeacTaBUuTenen MoXeT BHECTU LIeHHbIN
BKNa B NpoBeaeHUe aHanunsa, obecneunBaroLinin pakTUMECKyo BbIpabOTKY BbIXOAHbLIX AaHHbIX NPOEKTUPO-
BaHUS, X peannsaunio 1 COOTBETCTBME TpeboBaHMSAM NoTpebuTenen.

7.7.7 ObecnevynBaloT N BaLlU NNaHbl NPOEKTUPOBaHUA N pa3paboTKu Bepudpukaunio u Bannaa-
LUIO BbIXOOHbIX MPOEKTHLIX AaHHbIX?

Bepudukauma n sanuaauua asna0TCAa cTagmMamMuy npouecca, KoTopble NoaTBepXKaatoT COOTBETCTBUE
BbIXOAHbIX JaHHbIX NPOEKTUPOBaHMNA YCTAHOBMNEHHbIM TpeboBaHUAM.

Bepudumkauuio, kak npaBnno, NpoBoAAT Ha nepBoHaYvanbHbIX CTagudax NPouU3BOACTBa B paMKaxX Mpo-
rpaMMbl NpoBedeHUs UcnbiTaHUW. [ng Bepudukaummm BOSMOXKHOCTU BbIMOTHEHUSA NPpOoeKTa NPoU3BOACTBEH-
HOrQ npoLecca MOXeT ObiTb MOCTPOEeHa J3KCcrnepumMeHTanbHasi ycTaHoBKa. [loBap MOXeT NpoBecTU
BepUdnKaL o KynMHapHoOro peuenTa, NpUroToBMB dntoao Ang npodbl APYrMMn YneHamMmm KonnekTuea.

Bannpgauua naet ganslwe Ang NoATBEPXAEHUSA COOTBETCTBUA NPOEKTUPOBaAHUA UK paspadboTkn Tpe-
boBaHuaAM 3kcnnyaTauun. MNpoekT moxeT ObiTb BepnduuMpoBaH B pes3ynbTaTe UCMbITAaHUW, OAHaKO OH
no-nNpeXXHemMy AOIDKeH NPOoNTU Banuaauuto npu akcniyatauam Unum ¢ NnpuMeHeHuemM pyrux npuemMriemMblx
cpeacts. [MoBap npoBeaeT BanMaauMio KynMHapHOro pelenTta, Korga oH BKNOYEH B MeHo, a notpebutenn
onpeaensar, ABAAETCs N OH NMonynsApPHbLIM.

HekoTopble TpeboBaHMA K BXOAHbIM AaHHbIM HeNb3A BepuduumpoBaTb NMOCPEeACTBOM WCMbITAHUN,
MOCKOSbKY OHWN YCTaHaBMMBAKOTCA C y4eTOM pa3nuyHbIX hakTOpOB NPOEKTUPOBAHUA, AENCTBUE KOTOPLIX pac-
npocTpaHsAeTcs Ha caMble HebnaronpuaTHble cuTyaLum nnn dakTopbl 6€30MacHOCTU, KOTOPbLIE HUKOrAa He
OyayT MMeTb MecTo B AencTButensHocT. MoXHO MCcnonb3oBaTth Apyrme cpeacTsa Ana NoATBEPXAeHUA NpU-
eMIIeMOCTW NPOEKTa, HanpuMep NpUMeHeHne anbTepHaTUBHBLIX pacYeTOB UM CpaBHEHMNE NPoeKTa C CYLLeCT-
BYHOLLMMMN yXKe NoaATBEep)KAEHHbIMN NMPpOoeKTaMu.

3annucu aesaTenbHOCTU Mo Bepudpukaumm n sanugaumm npoekra n paspaboTknm ycTaHaBNMBaAKOT Tpe-
ooBaHna FOCT P NCO 9001. 3anucn dyayT oveHb NoNe3Hbl U BaXKHbI MPU BO3HUKHOBEHUU NMpobniem ¢ Npoayk-
Len 1 byayT BbINOMNHATL PYyHKUMK BaHKa AaHHbIX NPU BbINOMTHEHWUN paboT Mo NPOeKTUpOoBaHUIO 1 pa3paboTke

B Oyayuiem.
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7.7.8 ObGecne4vynBaeT Nu Ball npouecc NPoeKTUpPOBaHUA U pa3paboTKM ynpaBneHne NaMeHeHuUs-
MU U MEHeKMEeHT TaKuX U3MeHeHUuun?

N3meHeHUda B NpoeKTUpoBaHUN UNn paspaboTke cneayeT AOKYMeHTanbHO opOpMNATL, U Nocne 3Toro
yripaBJieHMe 3TOU AOKYMeHTaLuMen OCyLLeCTBNAKT Mo aHanormm ¢ AOKyMeHTaMU CUCTEMbl MeHeaXXMeHTa
kadecTBa. B npoueaype «YnpasneHume gokymeHtaumnen» (NyHKT 4.2.3 OCT P NCO 9001) onncaHel npoLec-
Cbl BKMOYEHUA N yNpaBneHns nepecMoTpaMmmn/MsMmeHeHNaMn Npmn NPoeKTUpoBaHN 1N paspaboTke. HesHaym-
TenbHble U3MEeHEeHUA MOTryT CO BpeMeHeM TMPUBECTU K NPOU3BOACTBY CYLUECTBEHHO OTnuyvarollencs
npoAyKUUK, KOTOpada A0PKHA NPOUTM Banuaauuio, No4TBepX4atoLyto, YTo OHa NpoaoKaeT oTBevYaTh HOBLIM
NN NepBoHaYanbHbIM TpebOOBaHNAM NPOEKTUPOBaHUA. MI3MEeHEeHNA KOMMbITEPHOro NporpaMmmMHoro cbecne-
YyeHUa U/ NPoeKTUpoOBaHMe NporpamMmMHOro obecnevyeHud, KOToOpoe CO BpeMeHeM U3MEHAETCA U COBep-
LLUEHCTBYETCS B Lensix obecnevyeHUa COOTBETCTBUA onpedeneHHbIM UMK U3MeHalWwnuMea TpeboBaHUAaM,
OOMMKHbI ObITh ynpaBnaeMbIMn, YTODLI M3bexaTb NyTaHUUbl NPpYU NpeaccTaBeHnn yenyr unm cbecnevyeHumn
npoayKumn B dyayuiem.

Onsa nonydyeHua OOMNONHUTENbHOW MHGOPMaUUKM MO AaHHOMY BOMPOCY Heobxoammo obpaTuTbCa K
[OCT P CO 10007.

7.8 KommeHTapuu, 4yactb 8. NpousBoacTteo n obcnyxmBaHue

7.8.1 PaccmaTtpuBana nuv Bawa opraHuv3auusa, Kak npoaykuuiro noctaBnawT UW/UNU npoaarT
norpeéurensam?

Ycnyri npeaoctaBnsitoT, Kak NpaBuno, HenocpeacTBEHHO noTpebuntenam. KauecTtBo NOCTaBKMU onpeae-
NS0T HA rpaHuLLEe MeXay NocTaBLKMKOM 1 NoTpebutenem. Hanpumep, npoaaBeL, B MarasuHe npeaocTaBnseT
yCnyry HenocpeacTtBeHHo notpebutento. OpraHnsauna gomkHa NoOHUMaTbh UCTUHHBIA XapakTep CBOeW Npo-
OYKUMU N KaK MOXeT U3MeHATLCSA KavyeCcTBO OT 04HOWU nocTaBku K gpyroun (7.1.2, 7.1.3).

B kauecTBe npumMepa MOXXHO NPUBECTU NMPOAYKLUIO B BUAe aBTOMODUIIbHbLIX 3anacHbIX YacTen, NoCTaB-
NnaemMyto U3roToBUTENEM 4Yepes AUCTpUubbioTopa npoBanaepy ycnyr. lNoTpebutens, aBTOMODUNL KOTOPOrO
HaXxodUTCA B PEMOHTE, He MUMeeT NpeAcTaBNeHnda 0 TOM, 0TKyda 3anacHble YacTu 1 Kak OHW nonanu K MexaHu-
Ky. NoTpebutens byaeTt 3HaTb, HACKOMbKO XOopoLo PYHKUMOHMPYET HOBas 3anacHasi YacTb, TOMbKO Yepes
HEKOTOpoOe BpeMsd B byayLleMm, Koraa oHa BblNOeT N3 CTPOA.

B OonblWMHCTBE cnyvyaeB TOBapbl NMPOU3BOACTBEHHOINO HAa3HAYEHUsI peanuayoTcsl HENOCPEeACTBEHHO
noTpeduTensm, KoTopble MOTYT NOATBEPAUTL COOTBETCTBME NPOAYKLWUN YCTAHOBMNEHHBIM TPebOBaHUAM.

7.8.2 MNnaHupyeT N Balwla opraHusauma npoueccbl NOCTaBKU Npoaykuuu n/unun npepocraBne-
HUA ycnyr gna gocTuXKeHUA nocneaoBaTefibHbIX pe3ynbTaToB?

Heobxoaumble UNK XenatenbHble XapakTepUCTUKN KavuecTBa npoaykuim mnu ycnyr oyayt M3BeCTHI
TONbKO NOCne onpeageneHnsa ee Xxapakrtepa, npumeHeHuUa 1 skennyatayum (7.1.1 1 7.1.2).

[ToTPebHOCTL B MHCTPYKUMSIX MO 3KCnnyaTauum, onuceiBaloLLUX NPON3BOACTBEHHYIO AEATENLHOCTb U
0esATeNnbHOCTb NO NocTaBKe YCnyr, 3aBUCUT OT XapaKkTepa NpoayKLUUu.

B HekOoTOpbIX cny4yasix NoAroToBKa COTPYAHUKA NCKNoYaeT HEODXOANMOCTb B UHCTPYKLMSIX MO 3KCNya-
Tauun (7.3.6 1 7.4.8).

[ns AOCTUKEHUA XapaKTepPUCTUK KavecTBa NpoayKLnum nnum ycnyr Heobxoammo obecnevmnTtb NpUrogHble
nomMeLleHnsa n obopyaosaHue (7.4.4 n7.4.9).

Heobxoanmo yctaHaBnMBaTh TPeOOBaAHUSA K KOHTPOMNBHOMY N U3MEPUTENbHOMY 0DOpYyAOBaHUIO, rae U
korga aTo Heobxoaumo (7.8.7).

[TnaHnpoBaHWe NoCcTaBKU NpoAYKLUWM NOTPebUTensam n AeaTenbHOCTU NOCne NOCTaBKy BKIoYaeT obec-
nevyeHune rapaHTun, 3amMeHsl BblledLlnX U3 CTPOSA YacTen, MHCTPYKLUK MO PEMOHTY 1 0DCNYXXMBaHUIO.

[TnaHnpoBaHne ABNAETCA BaXKHOU YacTbio cuctemMbl MeHepkMeHTa KadecTBa [ OCT P MCO 9001 m pac-
CMaTpuBaeTCH B HECKONMbKMX NYHKTaxX 3TOro ctaHgapta (7.2.o0un 7.4.1).

[ToTpebutensb AOMKeH 3HaTb, Kak NoaaepKnBaTtb CBSI3b U B3aUMOJENCTBOBATL C Ballen opraHmsaumen,
korga ato Heobxoanumo. MHorme BmMabl NOTPEOUTENBLCKOW NPOAYKLIMM BKOYAKOT UHCTPYKLWUK, coaepXaliue
COOTBETCTBYIOLME HOMepa TenedOoHOB U pakca, agpeca 3MeKTPOHHOM NMoYThl U YIUL, a HEKOTOPLIE opraHu-
3aLun TpedyoT OT NoKynaTenen HanpaBnaATb KApTOUKY pernctpaunm npoaykumm narotosutento. ns takmx
KPYMHBIX MOKYMNOK, Kak aBTOMODUNN, TENEBU30OPbl U KOMNbIOTEPHOE 0DOpyaAoBaHMe, HEpeaKo npeanaratoT
bonee AnnUTenbHble rapaHTUAHLIE CPOKM.

7.8.3 MOXHO NN N3MepUTb XapakTepUCTUKU Ballen NpoaAyKUUU UMK YCIYTU, YTOObLI NOATBEPAUTDL
NX COOTBETCTBUE YCTAHOBNEHHbIM TpeboBaHNAM?

KayeCTBeHHbIE XapaKTepUCTUKM MHOTUX BUAOB NPOAYKLUMAN MOXHO U3MEPUTL C NOMOLL b PU3NYECKUX,
XUMUYECKNX UNMN ApYrMX MeToaoB. HekoTopble BMAbl NPOAYKUUAN HE MMEIOT KaveCTBEHHbIX XapaKTepUCTUK,
KOTOpPbIE MOXHO U3MEPUTb, 3a UCKITIoYEeHUEM UX 3KcnnyaTaunUoHHBIX KavyecTB. KauecTBO NOCTaBKM YCIyr He
MMEEeT, KaK MNpaBuno, U3MEPSIEMON KauyecTBEeHHOW XapakTepUcTUkU. OKpalleHHast NOBEPXHOCTb MOXET
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BbIrMSA4eTb XOpPOoLo, 0AHaKo, eCcrnii NOBEPXHOCTb HEMPaBUNbHO NOArOTOBMEHA, KpacKa CoOMOET Yepes Kakon-T1o
nepuod BpemMmeHu. [NpaBUnbHOCTbL APYrMX BUOAOB OeATENbHOCTU, BKIoYada CBApPKy, YNpoYHeHMe NoBEePXHOCTU
N repMeTun3aLnto C NpUMEHeHMUeEM NnacTMaccehl, HeNb3s NOATBEPANTL cpasy nnu 6es paspyluaLmx ACNbITa-
HU. MHOToO KOMNLIOTEPHBLIX NPOU3BOACTBEHHbLIX MPOLECCOB C NPUMEeHeHneM poboTOB BKIHOYAKOT BUAbI padoT,
KOTOpPbIE HE MOTYT ObITb NMPOKOHTPONMPOBAaHLI orepaTopamMy Ui KOHTPONepamMun B KOHLUE npoLiecca.

HekoTopble U3 3TUX NpoueccoB (cneuuanbHble NpoLecchl) paccMoTpeHbl Ha B 7.5.4. InaHupoBaHue
MPOU3BOACTBA N ODCNYXMUBAHMS OCIMKHO NPpeaycMoTpeTh Npoueaypy Banmaaumnm Taknx NpoLeccoB U NX Nepu-
OANYECKYIO MOBTOPHYHC Banuaaumio. 3T NPoLEecchl ABNAKTCH, Kak NpaBuno, Hanbornee TpyaHbIMKU ANS yCTa-
HOBKW, OQHAKO ecnn OHW paboTalT nNpaBuilbHO, NocregoBaTesibHO AOCTUraloTCH, Kak rnpaBuio, Xopolume
pe3ynbTaThl.

7.8.4 Onpepenvunu nu Bbl Hanu4uue XxapakTepucTuUK B NnpoAyKLUUN UNK ychyre Ballen opraHusa-
LUK, KOTOpPble BIIUAIOT Ha 6e30MNacHOCTb UMK 300pO0BbLE BallUX noTpedburtenen?

Onsa MHOrMX BMOOB NPOAYKUUW UMW YyCNyrn Heobxoaumbl MaeHTUUKALKUA U NPOCNeXUBAEMOCTb.
Bo MHOrmMx ctpaHax TpeboBaHUA K NpoayKuumn U/unun ycnyram, Kotopble MOryT NOBMUATL Ha 340p0BLE U ONnaro-
nony4vyune notpedbutenen, sakpenneHsl B 3akoHoAaTeNLHOM nopsiake. Hanpumep, B COOTBETCTBUN C TpeDOBa-
HUSAMWU pernameHTOB psga cCcTpaH nuweBad U MeguuuHCcKash npoaykuua AofmkHa WMeTb Kog WNn
naeHTUpuKaLuno napTum, YTo NO3BOMSIET B Cliyvyae BO3HUKHOBEHUS NpobreMbl Nocne NOCTaBKA ODHAPYXXNTb
HENPUroaHYIo NPOAYKLUIO U U3BATH ee N3 obopoTa.

NaeHTUudukaumsa n npocneXXmBaeMoCcTb BaXKHbl B paBHOW CTeNeH ANd NpoLeCcCoB peannsaunm Nnpoayk-
LI OT CbIPbsl A0 €€ YNaKoBKM U TOTOBHOCTU K OTrpy3Kke. Kaxkgasi cepus, naptusa Unm nagenme MoryT notpebo-
BaTb MAeHTUPUKALMK B NpoLecce M UMETh yKasaTelnb cTaTyca, nogreepXxjgarowmm HasHavyeHne npoayKunm
NPUrogHOCTL K akcnnyaTauun. HekoTopble BUAbLI NPOAYKUUMA U COCTaBHbIE YacTu MMET orpaHnYeHna no
CPOKY rOAHOCTU MPW XpaHEHUN, KOTOPbIE AOIMKHBLI ObITh YKa3aHbl B MHCTPYKUMAX AN NPUHATUR peLUeHniA No
MCTEeUYEeHUN CpOoKa rogHOCTM.

Ha naeHTUPUKaLMOHHBIX AOKYMEHTaxX MOXET NoTpeboBaThbC yKasaHUe Unu Hanudme ctaTtyca KOHTPO-
N9 1 UCNbITAHUIA.

[Tpn HeobXOOAMMOCTU NPOCNEXNBAEMOCTU CEPUN NMPOAYKLUW, NapTUA UNU U3gennn, yCTaHOBMEHHOM
KOHTPaKTOM WMWK pernameHTamu, cneagyeTt BecTu 3anucu, obecnedyumBarollme Hanndue uHdgopmaumm Ans
pelleHns Nnpodnem, KOTopble MOTYT BO3HUKHYTb B N0O60e BpeMs B TeYeHUe None3Horo Unm NnporHo3npyemMmoro
CpOKa XXM3HWU NPpoAYKLIUN.

HekoTopble opraHmsaunm NcknoYaroT TpeboBaHUs K naeHTUgUKaumm n npocnexmBaemMocTn N3 obnac-
TN AeATeNbHOCTU CBOUX CUCTEM MeHemMKMeHTa KadvecTBa. Bbl 4OMKHBI onpedennTb, YTO BaM Heobxoanmo
3HaTb O NPOAYKLUUK Ha cTagusiXx NPOU3BOACTBA U ODCNYXXMBAHUA U NOCMe NOCTaBKK, Koraa Bbl NPpUHUMAaETe
peLieHmne rno 0d6oCHOBaHUIO UCKITIOYEHUA naeHTUgUKaLumm n npocneXnsaeMmoctin. BoamoXXHOCTb UCKITHOYEH NS
TOr0C U ApYroro MarnoBeposTHa.

B npumevannn k FOCT P MCO 9001 gaHa nHgopmauusa no npuMeHeHUo MeHeaXXMeHTa KoOHpUrypaumm
Kak cpeacTBa obecrnevyeHust naeHTUUKaLmMm 1 NpocneXxmsaemMoctn. HoMMHanbHoO 310 NPUMEHNMO K CEKTOPY
KOMMbHOTEPHOTO NPorpaMmMmHoro obecnevyeHus.

7.8.5 Onpepenunu nu Bbl, YTO COOCTBEHHOCTb NOTPEOUTENA UCNONB3YIOT B Ballen NpoayKuuu
nnu ycnyre?

[MpoayKuuo, BnagensLemM KOTOPOW SBNSieTCS NOTpebuTenb, UCNOoMb3yT MHOMME opraHm3auun Kak
YyacTb npoLeccoB obcnyXmBaHus. Mactepckada no peMoHTy aBTOMODUNIEN NpeaocTaBNAeT YCNyry Ang aBTo-
MOBKMNA NoTpebuTena N XMMYnUCcTKa — ANs oaexabl noTpedbutens.

[ToaobHbIe NpUMepbl o4YeBUAHLI, U B OONbLUMHCTBE CyvyaeB B npolecce 0bcnyXnBaHus M OeHTUUKA-
1151 CODCTBEHHOCTU NOTpedbuTensa He Bbi3biBaeT npobnem. B npumevaHun K nyHKTY 7.5.4 «CODCTBEHHOCTL
notpedbutenen» NOCT P MCO 9001 ckasaHo, YTO C UHTENNEeKTyanbHOWU CODCTBEHHOCTLIO, NMPeaoCTaBMAEMON
1oTpedbuTenemMm Ana Bawero UCNonb3oBaHUA, HeobxoaMmMo obpallaTbCsl Tak XKe bepeXxHo, Kak n ¢ gpyrou
cOBCTBEHHOCTbLIO NMoTpebutens.

Ecnn Bbl He UCnonNb3yeTe NpPpoayKUUKo, NOCTaBNEHHYHO NOoTpebuTenem, Unu ero coObCTBEHHOCTL, BhI
OOTMKHbI UCKMOYNUTL 3TO TpeboBaHUE U3 CUCTEMbI MEHEPKMEHTAa KauecTBa M 0OOCHOBATL UCKMNIOYEHUE B PYKO-
BOACTBE MO Ka4vecTRY.

7.8.6 EcTb nNu y Bac cOOTBETCTBYKLLME NpoLecchl ANA NOrpy3ovYHO-pasrpy3ovHbIX padoT, xpa-
HeHUA, KOHCepBaLUuKn, YNnakoBKM U NOCTaBKU Ballen NpoaykKLuMn?

HekoTopble BUAbI NPOAYKUUKN (HAanpUMep, YCryr) He TpebyioT Norpy3o4Ho-pasrpy3ovHbIX paboT, xpa-
HEHWA, KOHCepBaLUM UNK ynakoBkn. C apyron cTopoHbl, niobas dpusmndeckas npoaykumsi, nmuesas npoayk-
Lnsl, MeauuuHCKMe npenapaTtbl, XUOKOCTU U T. AO. NOTpedbyT B onpeaensieHHOM CTeneHn KoHcepBaLuuu,
YNakoBKW W MOCTaBKU. Takne BUAbl AEATENBHOCTU crneayeTt NaHupoBaTb COOTBETCTBYHOLWMM 0Opa3om U
MMeTb UHCTPYKUUK. CPOK rOAHOCTU NPU XpaHeHUN 1 gaTtbl CPOKOB «CMNONb30BaHMA O0» ABMNAOTCHA BaXXHbLIMU
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acrekTamm MeToaoB XpaHeHus. [orpy3o4Ho-pasrpysodHble paboThl N XpaHEHNE UMEOT, Kak NpaBuio, MecTo
Ha coOCTBEHHbIX NpeaAnpUATUAX opraHnsanun 1 6yayT ykasbiBaTbes ¢ MaeHTUdMKaLMEn M cTaTycoM MaTepu-
ana unu npoaykuun. lomkHoe obecneveHune norpy3ovHo-pasrpy3odHbIX paboT U XpaHeHUsa NO3BONIUT opra-
HN3aL N C3KOHOMWUTb CPeACTBa B pe3yfbTaTe COKpalleHNs NnoTepb N O0TXOA0B, KOTopblie co3aatoT npobremsl
01191 CUCTEM yrpaBlieHMa 3anacamum.

KoHcepBaLuna NpoayKLuMn BaxkKHa Kak Ha npeanpuaTiy opraHmsaunm, Tak n go ee noctaBkn. CooTBeT-
CTBYIOLWLAsA ynakoBka obecrnedynmBaeT HaOeXHYH KOHCEepBaLUMIO WU OTrPy3Ky, a TakKe NOCTaBKy MpoayKuun
noTpebuTento B COCTOAHMUN, aHanNorM4HOM COCTOAAHUIO, B KOTOPOM OHa Obina y n3aroToBUTENS.

[1na BbINONHEHUA Bcex Ny 60NbLUMHCTBA COCTaBMAKLWNX 3TOro TpedboBaHUs Ha NPON3BoACTBaX AOMK-
Hbl BbITb MHCTPYKLKM No akcnnyatauun. Obcnyxusarowme opraHusaum JOSMKHBI NpoaHannu3npoBaTh BCe
BUAblI AeATENbHOCTU AN NoATBEP)KASHNSA BO3MOXHOCTUA 06OCHOBaHUA UCKHOYEHUS.

7.8.7 YnpaBnsaeTe N Bbl KOHTPONbHbLIM U USMEPUTENbHbLIM 000pYyAOBaHUEM, UCNOSNIb3YEMbIM B
NpouU3BOACTBE U NOCTaBKe BalleU NnpoayKuum u ycnyr?

MOHUTOPUHI N U3MEpPEeHUs ABNASITCHA pasfMYHbIMKN KoHUenunusamMmun. Nog MOHUTOPUHIOM NOHUMAKOT Aest-
TeNbHOCTb, CBSIZAaHHYHO C HADNIOAEHNEM N KOHTPOMEM (C MCNOMNb30BaHNEM KOHTPObHOIC 0bopyaoBaHns), a
nog N3MepeHnsiMn — onpeaeneHne KonnuecTea, BeENMMYUHLI N pasmMmepa (C UCMONb30BAHMEM U3MEPUTENb-
Horo obopyaoBaHuda). ameputensHoe 00opyaoBaHNE MOXET KannbpoBaTbCsl, a KOHTPONbHOE 0bopyaoBa-
HUE MOXKEeT NPOoXoaAnTb Banugauuo, HO He KannmbpoBaTbCA.

OTBeT Ha 3TO TpeboBaHNEe MOXET ObiTb O4EHb CNOXHBIM UMK NPOCTbIM. [NpoBangepy ycnyr, Hanpumep
MarasuHy WUnun areHTCTBY Mo YCTPOUCTBY Ha paboTy, He TpebyeTcqd, Kak NpaBuno, HUKAKOro MAMepUTENbHOro
obopyaoBaHus, oaHaKO Y HUX MOXET ObITb KOHTPONbHOE 000opyaAoBaHUE, KOTOPOE ACIHKHO NPOXOANUTb Banu-
aaLuto.

MexaHUK N0 PEMOHTY aBTOMODUNEN AOMKEH UMETb U3IMEPUTENBHOE 0DOpPYAOBaAHNE, KOTOPOE AOMKHO
ObITb KaNMbpPoBaHO, a ApyrMe MexXaHUKn MOryT NPOBOAUTb TOMbKO NPUBNIN3UTENbHBIE U3MEPEHNS AN Onpe-
neneHust nokasartenen U He UCNoNb3oBaTh Takoe 0bopyaoBaHUE ANd NOATBEPKAEHUA KOHKPETHON XapaKTe-
PACTUKU KadecTBa. Takoe obopyaoBaHue, Mo BCEN BEPOATHOCTWU, HE TpebyeT KanubpoOBKW, OOQHAKO ero
cneayet noaaepXuBatb B pabovyemM COCTOSIHUU B NMPpUeMIIEMbIX YCNOBUAX ANA 3KCnnyaTauuu.

BONbLWNMHCTBO NPOM3BOACTBEHHBIX N CEPBUCHBIX BUAOB AESATENBHOCTU UMEET U3MEPUTENTBHOE 0DOpPY-
noBaHue, Tpedyrollee KannMbpoBKK, U Apyroe obopyaoBaHue, Tpedytollee He KannmbpoBKK, a TONbKO ODbIYHO-
ro obCNyXMBaHUs. Y HUX TakKe MOXeT OblTb KOHTPONbHOE 0bopyaoBaHME, KOTOPOEe AOIHKHO MPOXOAWUTb
BaMaauuto.

OpraHusaunsa gofmkHa caenartb OnUcb M3MEPUTENBHOMO U KOHTPOMbHOrO 000OPYAOBAHUS, KOTOPOE OHA
NN ee COTPYAHMKN UCNONMb3YIOT, U oNpeaennTb, Kakme eauHuLbl 0bopyaoBaHust TpebyoT KannbdpoBKM (BMecC-
T€ CO CTEeNeHb HeODXOAUMOMN TOYHOCTK), a Kakme — Banmaauun. 3aTtemM MOXHO paspaboTaTb U BHEAPUTH
npoueaypy ynpaBneHust, KanubpoBK U Banuagauun.

MHorme Bngbl U3MepUTENbHOMO U KOHTPOMNLHOO 00OPYAOBaHUS, a TAKXKe CUCTEMbI AEUCTBYIOT C NpUMe-
HEHMEM NporpaMmMHOro obecneveHus n IBNAOTCA ynpasnsaemMbiMu. [NporpammHoe obecneyveHne He PyHKLUM-
OHMPYET MO BOMNEe cnydasl, OHO AO/MKHO ObITb ynpaBnsgeMbiM W NOATBEPXKAATbCA Ha COOTBETCTBUE
YCTAHOBMEHHBIM Npoueaypam, obecnevmBarolMm npoacivkeHne ero npaBunbHoOro yHKLUMOHUPOBaHNS.

7.9 KommMeHTapuum, 4yactb 9. MOHUTOPUHI, U3MepeHUue U aHanus

7.9.1 UpoentTndonumnposana nu Balwla opraHm3aunsa KOHKpeTHbIe acneKTbl, KOTOpble HEOOX0AUMO
N3IMepATb ANA obecnevyeHUs cCooTBETCTBUA NPOAYKLUN?

B yactn 1 BONpOCOB pacCcMOTPEHbl acneKThbl KavecTBa NPoAyKLUMN N MO3ULMK Ha PbiHKE, HeOBXoanMbIe
ans obecnevyeHna coOTBETCTBUA TpeboBaHUAM noTpedbutenen. B yactn 9 npegnaraeTtca NpoaeMOHCTPUPO-
BaTb AOCTWXEHWE 3anaHUPOBAaHHLIX Lenen 1 3aaad B 0bnactu KavyecTBa Ha nNpumMmepe Ballen npoaykumm u
NPOLEeCCOB.

[TnaHupoBaHMe NPOoAYKLUW UMN YCIYT U COCTaBNeHNe COOTBETCTBYHOLMX NNaHOB B 0ONacTuU Ka4ecTBa
HeobXxoauMbl ANnga obecneveHnst UX peanusaunn. Heobxoanmble XxapakTepuUCcTUKN KavyecTBa NpoayKU K, SABMsI-
IOTCS N OHU PUINYECKUMU NI UMELIOT APYrne KavyecTBeHHble CBOUCTBA, crneagyeTt U3MepsdaTb ANd onpeaene-
HMUA CTeNeHN COOTBETCTBUA FOTOBOWU NPOAYKUMN 3an/aHUpPOBaHHbIM pesynbTtaTtam (7.4.1).

N3roToBnTENM MOrYT NOATBEPANTL COOTBETCTBME CBOEW MPOAYKLUMN YCTaHOBMNEHHbIM TpeboBaHUAM,
MCMOSb3YS A8 3TOr0 XOPOLUO U3BECTHbIE U oOLWenpuHaTbIe MeToabl. HeMHorme npoBangepbl yCrnyr UMeroT
aHanornyHble Metodbl ANA NoATBEPXAEHNA TOro, YTO X YCNyru oTBeYatT yCTaHOBNEHHbIM TpeboBaHUSAM.

B kayecTBe NpuMepa CepBUCHOWN opraHun3aLnm, KoTopasa He KOHTPONUPYET Ka4eCTBO YCyr, MOXHO Npun-

BECTWN TenedoHHbIN LEHTP, KOTOPLIV AefaeT Bce BO3MOXHOoe ANd onpeaenenns 3pdekTMBHOCTN COTPYOHN-
KoB. Llenbto Takon paboTbl ABNAETCA Nofy4YeHne cTaTUCTUYECKUX JaHHbIX, HeoOXoaANUMBbIX OIS YyYlleHUs
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cTeneHn yaoBneTBopeHnsa notpedburtenen. Ecnu Bawe nnaHnpoBaHme KadecTBa ABMSAETCS NONHbIM, Bbl MOMY-
YnTe uaeHTUUKaLMOHHbIE N3MEepSAeMble XapaKTepUCTUKM KavecTBa CBOEWN YCIyrM 1M paspaboTaHHble
MeToabl ANS UX N3MEepPEeHUs.

7.9.2 UWpeHTudnyupoBana nu Balla opraHnsauua obue uenu n sagaduum ansa cUcteMbl MeHe K-
MeHTa KayecTBa?

[TonnTunky 1 Lenu B obnacTtu kKavyecTBa yCTaHaBNMBAKOT B PYKOBOACTBE Mo KadecTBy. ByacTt 1, Bonpoc 8,
PACCMOTPEHLI Llenn 1 3agadun, KoTopble OCIMKHbI ObITb AOCTUTHYTHI opraHusauunen. MeHemxepbl OOMKHbBI
OblTb CNOCOOHLI NPOAEMOHCTPUPOBATL METOAbl, KOTOPble OHWU MPUMEHSAIOT ANSl KOHTPOMNA U U3MEepPeHUd
o PEeKTUBHOCTU OOCTUXKEHNSA LieNnen B obnacTu kadectea. CUCTeMa MeHepKMeHTa KavyecTBa A0JDKHa AaTh
n3MepsaemMble pesynbTaTthl, paboTalowne Ha bnaro opraHmsaunn M KOMMNeHCcUpyrowme pacxoabl U ycunug,
HeobxoanmMele AN BHeapeHUa U nogaepXaHusa cUCcTemMbl B paboyemM COCTOSIHUN.

BbiCclLee pyKOBOACTBO A0ODKHO DyaeT oxapakrepusoBaTbh AOCTUXKEHNA B 00NacTU KavyecTBa B npoLiecce
ayauTta (npoBepkun). AHanmn3 co CTOpPOoHbl pykoBoacTBa (7.3.9) npeaocTtaBnaeT BO3IMOXHOCTL OnpeaenunTb,
OOCTUIMa UK HeT Balla cucTemMa MeHe)KMeHTa KayecTBa Lienen n 3agad, KoTopble Bbl YCTaHOBUIX NS Hee
(cm. 7.1.8).

7.9.3 EcTb nu y Bawen opraHusaymm npouecc MOHUTOPUHra, U3MEPEHUA U aHanu3a yaoBreTBoO-
peHus1 noTpedburtenna?

B cooTBeTcTBUMN C¢ TpeboBaHMAMU HaCTOALIEro craHgapTa opraHusauusa Oo/KHA «KOHTPONMpOoBaTh
MHOPMaLMIO, OTHOCALLIYIOCS K MHEHUIO NoTpebutenen o ToM, yaoBNeTBoOpPAEeT N opraH1usauns nx tpebosa-
HUA». Mony4veHHyto B pesynbTaTte MHdopMaLuilo aHannM3npyoT 4nsa NMPUHATUS COOTBETCTBYIOLMX AENCTBUN.

YaosneTBopeHue notpedbutensa apnaetca abcTpakTHbIM MOHATUEM, N MHOTME opraHMsaLun NnbiTakoTCco
KOHTPONMMPOBAaTb ero NocpeacTBOM NMPOCeXnBaeMocTun Xanod notTpebuTtenen, criy4aes Bo3BpaTa NpoayK-
LI U aHaNOTrNYHbIX NPOSABNEHN HeYAOBNETBOPEHHOCTN noTpebutenen. 3Toro HeJoCTaToOuHO, NOCKOMNbKY
oTpaXkaeT O04HY CTOPOHY (HeraTUBHYO) peanbHON CUTyaL M.

Bo MHOrMx opraHmsaumax OeUCTBYHOT OYeHb CMNOXHble CUCTeMbl ynpaBneHUsa npoLeccamMmmn, ocylle-
CTBNSAOTCS NporpaMmmebl NOAroTOBKU M 0OYyUEeHUS U co3gaHa KynbTypa OTNIMYHOMO Ka4YeCcTBa B COOTBETCTBUU C
[OCT P UCO 9001. HekoTOphLIX NOoTpebutenen MoxeT MHTepecoBaTb Balla CUCTEMA MEHEAXKMEHTA KayecCT-
Ba, 0QHaKo B AENCTBUTENbHOCTU MHOIMMX U3 HUX UHTepecyeT TOMbKO NonydyeHue npoaykun yaoBNeTBOPU-
TeNbHOro Ka4ecTBa.

MHorme opraHusaunm cTpeMaTcsl NonyuYnTb obpaTHyo MHdopMauuto OT noTpebutenen, YTodbl Npea-
BOCXUTUTb UX U3MEHSOLLMECH NOTPEOHOCTU NN BOCTIPUATUS. YNydLlleHUe NpoayKLnum 1 HOBbIE BUALI NMPOOYK-
LA MOTYT NPOU3BOANTLCA ANsl obecneyeHUs NOTPeOHOCTEN PhIHKA MO Mepe U3MEeHEHUSA UM 3BOSHoL MK
oXXuagaHun notpebutenen.

YaoBneTBopeHUsa noTpedbutenen gocTuratoT rnpu UHTerpaunm Tpex coctasnsatowmx. OHM ObiNn OeHTK-
dULMpOBaHbI Kak:

- OpraHun3aLnoHHbIE NPOoLECCHI;

- Ka4eCcTBO BbINMOMHEHUS paboTbl COTPYAHUKAMMN;

- MHOpMaLU4.

Cucrtema MeHe>KMeHTa KayecTBa yrnpaBnsieT opraHM3alMoHHbIMK npoLeccaMmm M Ka4eCTBOM BhIMNONHe-
HUSA PaboThl coTpyaHMKamn. MHgpopmMauns Unm aaHHble, KacaroLMecsa BOCNPUATUN NoTpebutens, Heobxoamn-
Mbl ONA ynydlWeHWs npouecca W noarotoBKM cCOTpyAHUKOB. [lpyu obbeauMHeHWM NpoLLeCcCOoB, KayecTBa
BbINOJIHEHUS PabOThl COTPYAHUKAMWU N AaHHBIX NOTPEOUTENN NONyYaroT NPOAYKUMIO, KOTOPYHO OHU XOTHAT, U
Llen1 yAOBNeTBOPEHNS NoTpebutenen oyayt AOCTUTHYTHI.

HeobxoagnmMo OTMETUTb, YTO NOCTOAHCTBO MOTpebutenen aBnaetcs Oonee BaXXHOW COCTaBMAOLLEN

MPUOLINK, YeM A0S y4acTust Ha pbIHKE, 1 5 Y%-Hoe yBennyeHumne npegaHHOCTN MOXKET YBETUYNTb pasMep npu-
obinn oT 25 % no 85 %.

[OCT P UCO 9001 paspeluaeT Kaxgon opraHmsaumm onpeaenntb MeToabl NonyvyeHUsa M UCNoNb3o-
BaHUA MHpOpMaLWUK, KoTopasi UM Heobxoauma ang yOOBNEeTBOPEeHUs notpedbutens. Kaxaast opraHusauus
O0MKHa onpeaennts Hanbonee sPEKTUBHLIN METOA, YCTAaHOBUB BHAYare, 4To HeobXoaMMO 3HaTb U KaK 3TO
MNONyYnUTb (CM. 7.2.3).

7.9.4 EcTb N y Bac nnaH BHYTPeHHeUN NPOBEPKUN?

BHYyTpeHHWe ayauThl (NpOoBEpKU) Heobxoaumel anst obecneveHUsa 3P ekTUBHOCTU U aKTyallbHOCTU CUC-
TeMbl MEHEXKMEHTA KavyecTBa. KauyecTBO He ABNSIETCHA OTBETCTBEHHOCTLIO TOMBbKO HECKOMbKUX NI0AEN, KaX-
OblA OOMKEH UrpaTb CBOK Pofb. K coxaneHuto, cylecTByeT TeHAeHUNUST K UTHOPUPOBAHMIO UM OTKIOHEHUIO
OT 3anfaHUpOoBaHHLIX npoueayp no npowecrteun BpeMeHW. lNpoueccebl BHYTpeHHero ayauta (MpoBepKu)
MO3BOMSIOT BbIACHUTL, HACKOMBKO XOPOLLO COTPYAHUKM cobntogatoT yCTaHOBNEHHbIE npoueaypbl. He uckno-
YyaeTcsl HeobX0AMMOCTb B nepeonpeaenieHnn NnpMMeHeHuUs npoueaypbl AN gaxe B ee USMEeHeHUN aNa oTpa-
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XKEHUS ynydlleHns Unm HoBbIX MeToaoB. OCHOBHBLIM NMPUHLMMNOM ABMASIETCS cODNIOAEeHNE OCHOBHOMO NMpaBuna
«FTOBOPU, YTO Aenaellb» U «aenan, YTo roBopULLIbY.

B cootBeTCcTBUM ¢ TpeboBaHuammn FOCT P MCO 9001 anga npouecca BHYTPEHHEN NPOBEPKN KAYECTBA
HeobXoaAMMO Cco34aTb AOKYMEHTanbHO opopMNeHHyo npoueaypy. bonbLWMHCTBO opraHnsaumMm naeHTugun-
LUPYIOT U NPOBOAAT NOATOTOBKY COTPYAHUKOB ANS BbINONMHEHUA BHYTPEHHUX NPOBEPOK KaYecTBa Kak 0bA3aH-
HOCTW, Tpebyolen HenonHoro pabodvero AHA. lpolecc BHYTPEHHEN MPOBEPKU KavyecTBa MOXHO BKpaTLue
oxXapaKkTepusoBaTb crieaylowmm obpasom:

- MNaHUpoBaHue U onpeaeneHne pabovnx obnacren, nognexallunx NPoBepKe;

- aHann3 COOTBETCTBYIOLUMX Pe3yfibTaTOB NPOBEPKMN, MOSTyYEeHHbIX B NpoLecce npeablayLLnX MpoBepoK,
1 COOTBETCTBYOLWEN MHOPpMaL MM NO Ka4ecTBY BbINONHEHNS paboT;

- NpoBeaeHne NPOBEPKM C OpUeHTaLuen Ha nonydeHne oObeKTUBHBLIX JoKasaTenbCTB, aHanns sanncen
N JOKYMEHTOB;

- MOAroTOBKa OTYEeTa O NPOBEPKE;

- Bepudukaumnsa nposeaeHNs HeobXoaUMbIX KOPPEKTUPYHOLWNX OEeACTBUA.

Pe3ynbTaThl NPOBEPKN paccMaTpUBaloTCA B Nnpouecce aHanusa co CTOpPOoHbl pykoBoacTea (CM. 7.3.9).
[TapannenbHo ¢ 3TUM PYKOBOACTBO, KaK NpaBWMo, yTeepxXaaeT nnaH npoBepku. AyanTopbl padboTaloT Ha
OCHOBaHWUM NOTHOMOYMI U NOAYUNHAOTCS BbICLLEMY PYKOBOACTBY.

7.9.5 EcTb nu y Baweun opraHn3saymMu goKyMeHTanbHoO ohopMeHHaa npoueaypa Ana ynpaBre-
HUA HeCOOTBETCTBYKOLWLEeN NpoayKuuen?

Kaxkgbln npoLecc MMeeT onpeaeneHHYo cTeneHb M3aMeHeHUda pesynbTata. HekoTopasa cteneHb U3Me-
HEeHUA OOIMKHa nNpegnonaratbcs U AIBNSIeTCA eCTEeCTBEHHOW, 0AHaKO nepuoanyeckn NUSMeHeHne npeBblillaeT
OONycTUMBIV npeaern. B aTom crnydae npoaykuusa cyMTaeTca HECOOTBETCTBYIOLLEN.

B cootBeTcTBUK ¢ TpeboBaHuaAMn TOCT P MCO 9001 opraHnsauusa gomkHa UMeTb AOKYMEHTaNbHO
opOpPMNEHHYIO NpoLeaypy, ONUCbIBatoLLYIO, Kak AENCTBOBATL B cly4ae NpoM3BOACTBA HECOOTBETCTBYIOLLEN
npoaykumn. Bo MHOrMx cnyvyasax obLme HeCcooTBETCTBUA MOAEHTURULIMPYIOT, U 3aTEM NMaH KadecTBa obecne-
YMBaeT nNpeacTaBnNeHNne UHCTPYKUMI, HEODXoaMMbIX ANA YTUNn3aLunu.

HecooTBeTCTBYOLWYIO NPOAYKLUUIO cneayeT naeHTMUUnMpoBaTh, YTODLI NpeaynpeanTs ee nepexon K
criegyroLlemMy npoLueccy B LUMKe Npom3BoacTea U obCcnyXnBaHus 1 ocobeHHO — K noTpebutento. HecooTBeT-
CTBYOLLAS NPOAYKUUA TpebyeT NPUHATUA COOTBETCTBYIOLLIMX AEUCTBMIN, MOCKONbKY €e Nponu3BOACTBO CBs3a-
HO C pacxogamMu, KoTopble AOMKHbI BbITb MUHUMU3UMPOBaHbLI B MakCMManbHO BO3MOXHOW CTEMEHN.

NaeHTudnkauma n ynpasneHue Takon HECOOTBETCTBYIOLLEN NPOAYKLUMEN, Kak AeTanun U YCTPONCTBA, He
npeacTaBndaoT, Kak npasuno, npobrnem B TeyeHue Npous3BOACTBEHHOro npouecca, oaHako npobnemMHbIMn
ABNAOTCA NAeHTUUKaLNSA 1 yNpaBleHne NocTaBKON HECOOTBETCTBYIOLLEN yenyrn. MHorme ycrnyru He UMetoT
n3MepsieMbIX Ka4eCTBEHHbIX CBOMCTB, KOTOPble MOTYT NPOSABUTLCA Kak HecooTBeTcTByoWwme. NpoBaraepsl
yCNyr AOIMKHbI onpeaennTb COOTBETCTBYIOLWME MeToabl MaeHTUMNKaLMK, MO3BOMALLME ONpeaennTb, Koraa
MpousoLWIn cboun, CKoppeKTUPOoBaTh NX U BKIHOYNTb CUTYALUIO B 3anUcb AN yiydlleHns.

7.9.6 EcTb nuy Bawen opraHusayum npouecc coopa nuHgopmaumm n aHanusa AaHHbIX Ansa onpe-
AerneHuna cTeneHn yaoBreTBOpeHUA noTpedburtena?

OnpeneneHne cteneHn yaoBNeTBOPEeHUA NoTpebutena paccmatpusaetcsa B 7.9.3. [laHHble 1 MHGOpP-
MaLusl, NoNyvYeHHble B pe3ynbTaTe aHanM3oB YAOBNETBOPEHUS NOTPedUTENEN N CONYTCTBYOLWEN AeATeNb-
HOCTW, cneayeT oLueHUBaTb Mo opmMme, KoTopad MOXeT ObITb BKMHOYEHA B aHaNU3 CO CTOPOHbLI PYKOBOACTBRA.
HeobpaboTaHHble AaHHbIE YacTO NPeACTaBNAT B rpadpuyeckom Bmae Angd Unnoctpaunum TeHAeHUMn 1 cpaBs-
HUTENbHOW MHOPMaLUK, NOMOraroLen pykoBoACTBY OLUEHUTb pe3ynbTaThl.

7.9.7 EcTb Nny Bawen opraHusayun npouecc coopa nuHgopmaumm n aHanunsa AaHHbIX ANa onpe-
AeneHna ypoBHA COOTBETCTBUA NpoayKuum TpedboBaHMAM KavyecTBa?

CyllecTtByeT bonblon 0bbemM nHopMaLMn Ana onpeaeneHnus AOCTUXKEHNS KadvecTBa NPoAYKLUUN NNU
ycnyr. HecooTBeTCTBME NPOAYKLUM UNK yenyr obecnevnBaeT nonyveHme nHgopmauim odb MaMeHeHUsIX Npo-
LeccoB. Bca obpaTtHaa nHgopmauus notpedbuTtenen, kacarowasacst akcnnyatauMoHHbIX CBOUCTB NpoayKuuu,
rapaHTUMHBIX CPOKOB, BO3BPATOB NMPOoAYKUMM U NPoAda)ku 3anacHbIX YacTeln, yKkasblBaeT, HACKONbKO XOPOoLWo
NpoayKUMSl OTBEYaeT YCTAHOBMEHHbIM TpeboBaHUAM. 3T AaHHbIE cleayeT OLEeHMBATbL U NpeacTaBnATh B
popme, KOTOPYHO NErkoe NOHMMAaeT PYKOBOACTBO, OCODEHHO B NpoLecce aHanmsa co CTOPOHbLI PYKOBOACTRA.

7.9.8 EcTb Ny Balweun opraHusaymm npouecc coopa uHpopmaumMnm n aHanunsa gaHHbIX gnsa onpe-
OeneHus YpoBHA pe3ynbTaTUBHOCTU Npouecca?

[laHHbIe, Kacalowmecsa pesynbTaTUBHOCTU Nnpouecca, MOXHO NONy4YnTh B pe3ynbTaTe aHanusa nsgep-
XeK NPOU3BOACTBA, NPOAOITKUTENBHOCTU LIMKIOB, NMPOCTOA 000pYyaAOBaHUS N APYIX CODBLITUN, OTNNYAIOLLIUX-
CH OT OXUOaeMblX UMK 3annaHUpoBaHHbIX cOOLITUN. Tpouecchl OBCNY)XUBAHUA UMEIOT 3annaHUPOBaHHbIE
CODOLITUSI N XapaKTEPUCTUKN, KOTOPbIE AOIKHbBI MPOXCAUTh B NOCneaoBaTenbHOCTU, obecnevunBatoLlLen OXu-
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naemble pesynbTartbel. ECNK nocneagoBaTenbHOCTb HapylleHa UNK He 3aBeplleHa, cUutyaunst AomKHa ObITh
3anuncaHa, a gaHHble — npoaHanM3npoBaHhl.

7.9.9 EcTb nuy Baweun opraHusaymm npouecc cbopa uHpopmaumm n aHanmnsa gaHHbIX ANA OLUEeH-
KU YPOBHA pe3ynbTaTUBHOCTU NocCTaBLUMKa?

Pe3ynbTaTUBHOCTbL NMNOCTaBLU KA ABMAETCS BaXXHbIM BOMPOCOM ANs1 O0NMbLUMHCTBA OpraHn3aLnm 1 pella-
IOLWKM ANnst MHOTUX U3 HKUX. B YacTn 6 paccMoTpeHbl B3aMMOOTHOLLEHNA ¢ nocTtaswmkamn. Hdpopmauyuio o
pe3ynbTaTUBHOCTU NOCTABLUMKOB CODUPAatOT Nocne Nony4vYeHus oTrpy>KeHHOW NpoayKumMn U NPOBEPKN COOTBET-
CTBUS TpeboBaHMSM KavecTBa. [1ocTaBka B CpoK U Apyrast UHdpopmMaLumst MOTyT ObITb NpoaHanManpoBaHbl 4114
KOHTpONS obLwen pe3ynbTaTUBHOCTU NOCTaBLMKOB (cM. 7.6.10).

KpynHble kKoMNaHUK, BKIMoYaad aBTOMODUNbHBbIE, a3pOKOCMUYECKMEe U TeNEeKOMMYHUKaLMOHHBbIE OpraHun-
3aunn, paspabaTbiBalOT BCECTOPOHHUE MNPOLIECChl OLUEHKU U ynpaBneHUst AeATEellbHOCTbHO MOCTaBLUUKOB,
103BONAIOLWNE UM CpaBHUBATL Pe3yNbTaTUBHOCTL NOCTaBLLMKOB U CNOCODCTBOBATL YNYYLLEHUO UX AeSATENb-
HOCTW. [poaocmkatoLlasca TeHAeHUMS Ha 3aKynKy (Y ApyrMx opraHi3aumii) HEOCHOBHBLIX BUAOB paboT 3Ha4K-
TeNbHO NOBbLILLAET 3HAYUMOCTb N BaXXHOCTb cbopa 1 aHanmsa gaHHbIX O NMocTaBLMKaX.

3akynoyHasa ueHa maTtepuanoB U YCNyr NoCTaBLMKOB MOXET BITUATL Ha TO, Kak XOPOoLUO Balla opraHm3a-
1MS1 BBINONHAET NOCTaBNeHHble nepea Hell uenu, 1 Ha yOoBNeTBOpeHUe noTpedbutenen. AHanns gaHHbIX O
TOCTaBLMKaxX MOXeT npedcTaBnAaTb CONOCTaBNeHUe UX pesynbTaTUBHOCTU C APYrMMK NocTaBLMKamMn aHano-
"MYHOW NpoayKuun. PYKOBOACTBO MOXET NpednpUHATL AeUCTBUSA MO pesynbTaTtaM NpoBedeHHbIX aHarnm3oB.

7.9.10 EcTb Nu y Bawleun opraHusaumm nnaH NOCTOAHHOIO ynyJlleHuUda Ballen CUCTEeMbl MeHe k-

MeHTa KaJvecTBa?

Obnactb npumeHeHusa FTOCT P UCO 9001 sknovaeT TpeboBaHMe «NOBbIWEHUA YyOOBNETBOPEHUS
1oTpebuTenen nocpeacTBOM 3P PEKTUBHOIC NPUMEHEHNS CUCTEMbBlI MEHEXKMEHTa KavyecTBa, BKITHoYas npo-
leccbl MOCTOAHHOTO ynydlleHnsa cuctembl». INyHKT 8.5.1 «[locTosiHHOE ynyJdllueHue» ycTaHaBNMBaeT HEODXO-
OUMOCTb TNMOCTOSAHHOIO YynyJdlleHUa CUCTEMbI MeHemMKMeHTa KadecTBa W UAEHTUPUUUPYET MHOrme
MHCTPYMEHTEI CUCTEMBI, KOTOPbIE MOTYT ObITb MPUMEHEHHI.

B pasgene «BeeageHune» kOCT P MCO 9001 onucaH npoueccHbIM noaxoa K MeHeJ)XXMeHTY KadecTBa C
3asiBNeHMeM, NoavepKMBaoLMM BaXXHOCTb MOCTOSAHHOMO YNyYLLEeHUA NPoLEeCcCoB, OCHOBAHHOIO Ha 0O BLEKTUB-
HOM U3MepeHun, N KpaTko onucaH metoa «Plan-Do-Check-Act» (nnaHupoBaHWe, OCYLLEeCTBIIEHUE, NPOBEPKa,
OencTBue), UCNoNb3yeMbli 4ng ynydlleHna NpoLeccosB.

bonblion cbbemM MHOPMaLUK, UCNOMb3yeMbIA AN NNAHUPOBAHUA YNYYLLIEHUS, ABNAETCS pesynbTa-
TOM aHanu3oB, KOTopble ObINM NPoBeaAeHbl U ONUCaHbI B BOMpocax Yactn 9.

CyllecTByeT MHOIO MHCTPYMEHTOB U METOAOB, ONMUCaHHBLIX B NUTepaType, KOTopblie MOTyT ObITb NpUMe-
HEeHbI AN yAyJdlleHnsa pes3ynbTaTUBHOCTU NPoLUECCOB U cUCTEM. HekoTopble Hanbonee adpdpeKTUBHbIE METO-
Obl BO3HUKNN B pe3ynbTate PYHKUMOHUPOBAHUA CUCTEMBLI KOMMIEKCHOrO MeHeKMeHTa KadvecTBa. OHWU
nog4vyepknBaoT HeOOXOAUMOCTb BOBMEYEHUA COTPYAHUKOB BCEX YPOBHEN B NMpoLecchl ynydlleHUs, NpUsHa-
Bas, YTO NOAN, KOTOPbIE BLINOMHAT paboTy, 3HaOT 0 HEN BonblUe, YEM KTO-NMBO Apyron B opraHuUsaLun.

7.9.11 EcTb nuy Balwlen opraHusauuu 4oKyMeHTanbHo ochopMneHHada npoueaypa, obecnevynBa-
owaa npopeaeHne KOppPeKTUpYyLWUX AeUcTBUN ANA YCTPaHeHUA OCHOBHOW NPUYnHbLI Npobnem?

KoppekTupytoLwine aerucTeumst NpoBOAAT ANS NpeaynpeXaeHns NnoBTOPEeHUs CyLLEeCTBYOLWEN Npodnemsl.
KoppekTupyrowne AeUCTBUA HEPEOKO UCMONL3YIOT ANS pelleHUsa npobnem, CBsI3aHHbIX C HECOOTBETCTBMEM
1poaAyKUMK, OgHaKO OHM HEe OrpaHNYMBaOTCA TONBKO 3TUM Y3KUM BUAOM AeATENbHOCTU, a pacnpoCTpaHAKTCH
Ha xanobbl noTpebutenen, peweHmne nNpodbnem ¢ NocTaBLMKaMmn, OTYETHI MO pesynbTatamM ayauTta 1 Bce Apy-
e cuTyauumn, Korga UMetoT MecTo OTKIMOHEeHUA OT 3annaHUpPOBaHHLIX YCIOBUMN.

B cooTtBeTcTBUK € TpeboBaHnaMmmn FOCT P MCO 9001 opraHusaumns AomkHa UMeTh Npoueaypy B NUCh-
MEeHHOWU popMe UNnU AOKYMeHTaNnbHO 0POpPMIEHHYIO AN onNMcaHUA NPoLeccoB NpoBeaeHUs KOppeKkTUpyo-
LLMX OeWUCTBUW, KOTOPbLIMKA cneayeT pykoBoAcTBOBaThbeA. [lpouedypa [OOMKHa ONUCkIBATb, KTO
naeHTUPUUMpyeT BOSMOXHOCT ANSA NpoBeJeHUs KOPPEeKTUPYIOLWNX AeUCTBUN, KaK UX OPopMNATb AOKYMEH-
TanbHO N KakKue AeUCTBUA npeanpuHMmMaThb Ana Ux BHeagpeHusa (cMm. 7.2.8).

KoppekTupyowme aencteua sABNSIOTCA OCHOBHBLIM UHCTPYMEHTOM CUCTEMblI MEeHe)KMeHTa KayecTBa
ONA JOCTUXKEHNA yydlleHUs, ogHaKko UX cneayeT NpoBOoAUTL PelunTenbHO U NpaBUnbHO. KoppekTupyowme
npegynpexgarolme 4eCTBUS ABNAKTCA NepBOCTENEHHBIMU NYHKTaMM ANA BKNOYEHUS B aHaNU3 CO CTOPOHGI
PYKOBOACTBA.

7.9.12 EcTb nNuy Balwlen opraHnsauuu oKyMeHTanbHo ochopMneHHasa npoueaypa, obecnevunBa-
waa nposeaeHne 4eUCTBUN, Npeaynpexaalinx BOZHUKHOBEHNE NOoTeHUanbHbIX NPO6eM, KOTO-
pbleé MOTryT NPUBECTU K HEHYXXHbIM 3aTpaTaM U HeyaoBMneTBOPEeHHOCTU noTpedbutenen?

[Tpeaynpexgarwolwine OeACTBUA NPOBOOAAT B NEPBYO odepedb ANA npeaynpeXxgeHust noBTopeHUud
noTeHUuansHoM npobnemel. lNpegynpexjarowme AeUCTBUSA SABNSIOTCH OCHOBHBIM MHCTPYMEHTOM CUCTEMD
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MeHepKMeHTa KavecTra. [pobnemsbl, KOTopble MOTYT MOBMUATbL Ha MPONU3BOACTBEHHbIE pe3ynbTaThl, NPOAYK-
LIUIO, NMpoLecchl, YyOOBNEeTBOPEHUEe NnoTpedbutenen n camy cMcteMmy MeHepKMeHTa KavyecTBa, cneayeT npe-
ynpexaaTb B MakCUMarnbHO BO3SMOXHOWN cTeneHn. PyKOBOACTBO, KaK NpaBumo, HACTOMNbKO 3aHATO peLlleHnem
TEKYLWUX Npobnem, YTo y HEero HeT BpEMEHU UM OHO He 3HaeT, Irae UcKaTb U OXKMAaTb BO3HUKHOBEHUS NOTEH-
LnanbHbIX Npodnem.

Cuctema MeHedXXMeHTa KayecTBa WM NpoBedeHMe OPYrux M3MepeHun KkadectBa paboTbl obecneyar
nony4vyeHue 6onblworo ocbbema MHpopmaLuum ¢ ToM, rae MMerTCs HeAOoCTaTKN UMN rae eCTb 3HaYUTEeNbHbIE
N3MEHEHUST OT NPUEMIEMBIX YPOBHEW KauecTBa BbINONHEHUS padoThl. OTKNOHEHUE ABMSAETCS CTaTUCTUYEeC-
KUM NOHSATUEM, OQHAaKO ero NpUMeHsItoT NpakTU4eCcKn BO BCeX npoLeccax opraHusaumn. >Kanodbl noTpedbuTe-
nen n HeynpaensieMble NMpoLecchl ABNSAOTCH HexXenatenbHbIMU. B 0boux cnyyasix onTuManbHbIA pe3ynbTaT
clleayeT cpaBHMBATb C YCTAHOBMNEHHOW LeNblo, cTaHgapToM Unn atanoHoM. lNpuHatne aencTsMM NO3BONUT
BEPHYTBLCS OT MUBMEHEHUS K He0DXOAMMOMY YPOBHIO, a npeaynpexjarouine AeNcTBUA Hepeako HeobxoanMmel
aOna noggepXxaHua 3Toro ypoBHA. Ona 3toum uenm 4dacto ucnonb3ywT uukn «Plan-Do-Check-Act»
(NNaHUpoBaHUe, OCYLLEeCTBIeHNe, NPOBepKa, AeUCTBUE).

[lpouecchl NpoBeAeHUA KOPPEKTUPYIOLWKX U Npeaynpexgarwlmx AeUCTBUNA ABNAKTCA, Kak npaBuno,
aHanorM4YHbIMU, N1 MOXHO UCNONMb30BaTh OAHY AOKYMEHTanbHO OOpMMEHHY0 npoLeaypy Ansa oboux npo-
LLeCCOB C Y4YeTOM BXOAHLIX AaHHBLIX U CPOYHOCTU NpoBeaeHna genctemm (cMm. 7.9.6—7.9.10).

7.10 KommeHTapum, yactb 10. BHegpeHUue Ballenn CUCTEMbl MeHeAXKMeHTa KavyecTBa

7.10.1 PykoBoacTByeTCcAl NM cUCTeMa MeHeO)XMeHTa KayecTBa Ballel opraHu3zaLuu BOCEMbIO
NPUHLUUNAMUN MeHe)KMEeHTa Ka4ecTBa, OPUEHTUPYIOLLUMU PYKOBOACTBO OpraHu3aLuu B HanpaBneHUM
yrnyulleHUA KayecTBa NpoayKU1MM U YCNyr U pe3ynbTaTUBHOCTU Npouecca?

BoceMb NpuHUMNOB MeHeKMeHTa KadyecTBa SBNAOTCA OCHOBOM yCNewHO AeUCTBYOLWEN CUCTEMD
MEeHeMKMEHTa, OPUEHTUPYIoLWEeNca Ha kayecTBo. BaXkHO NOHMMATbL 3TU BOCEMb NPUHLKUMNOB U 3HATb, KaK KX
MCMONb30BaTh NPU co3gaHn Ballen CUCTeMbl MeHepKMeHTa KadecTea (CM. 7.1.6).

BHeapeHWe cUCTeMbl MEHEKMEHTA KauyecTBa YacTO pacCMaTPUBAIOT KaK NMPoeKT ¢ MeHeQKepoM Mpo-
eKkTa, KOTOpPbIN A0MMKEH BXOAUTb B COCTaB rpynnbl pYKOBOACTBA OpraHusaunn. Y MeHeaxepa npoekta AomkKHa
ObITb B NOAYMHEHWUN TPpyNna BHEAPEHWS, B COCTaB KOTOPOW BXOAAT NpeacTaBUTEeNN OT KaXKaoro noapasaene-
HUA opraHnsauun. Ana tonkosaHua TpedbosaHun FOCT P NCO 9001 n okazaHUs NOMOLLK MeHeXKepy Npoek-
Ta MOXHO MOMb30BaTbCA yCcnyraMmu KoHcynbTaHTa. MeHea)Xep npoekta U ero rpynna BHeapeHUa O0ITKHbI
ObITb 3HAKOMBbI C NMpoLeccamMmn M Buaamm gesiTenbHOCTU OpraHn3aumnn, a Takke noHMMaTb BoceMb NPUHLIMNOB
MeHepKMeHTa KadecTBa U TpebosaHnin TOCT P MCO 9001.

Heobxoanmo paspaboTtaTth NnaH npoekTa ¢ rpadonkom, yctaHaBnMBaoLWMM BbINONHEHNE MHOTUX BUAOB
paboT B pamMKax npoekTa BHeagpeHus (cMm. 7.1.5).

[ pynna BHegpeHUs Ao/KHa NpoaHannusnmpoBaTh CYLLECTBYIOLWYI0 CUCTEMY MeHeQ)KMeHTa Ha npegmeT
onpegeneHns HacTosILLEro ypOBHS KadyecTBa nNpoaykuum 1 ycnyr U1 padbodymux MeToaoB OO0 onpedeneHus
OCHOBbI CUCTEMBlI MeHeKMeHTa KavecTBa. Cuctema MeHeakMmeHTa kadectBa Ha ocHoBe [OCT P NCO 9001
OOIMKHA, HACKONbKO 3TO BO3MOXHO, UCMOMNb30BaTh CyLLEeCTBYOWME npouecchl. HoBble npouecchl, Tpebyto-
LLine AONONMHUTENbHLIX PecypCcoB, MOTYT 3adepXaTb BHeApeHWne cUCTeMbl MeHe)KMeHTa KadecTBa Ha OCHOBE
[OCTP NCO 9001, n ux He cnegyeT BKNOYaTb B CUCTEMY, €ClNA B HUX HET HeoDXoAUMMOCTIN ANnga ocbecrneyeHUs
cooTBeTCcTBUA TpebosaHuam FOCT P NCO 9001.

Bricllee pyKkoBOACTBO AO/MKHO obecnevynts MHQOPMUPOBAHUE TPYNNbl BHEAPEHUS O LLensax npoekTa.
Llenun AomkHbl ObITb OCHOBAHbLI HA MOTPEOHOCTAX B YNy4LLUEHMNN KAYeCTBa BbINONMHEHU paboT, 3PP eKTUBHOM
MEHEePKMEHTE PUCKOB, obecnevyeHnn kadecTtBa NpPoAyKUUM U/mvnun ycnyr, ynyduweHum padbounx mMeToaoB U
BEPOATHOCTU cepTudmnkaunm Ha cootseTcTBme TpedoBaHuam FOCT P MCO 9001.

Cneayrowmm warom sisnsdetca naeHtudgpmkaumsa oobema 1 Tmna AoKyMmeHTaum B COOTBETCTBUN C Tpe-
ooBaHUAMU T OCT P NCO 9001 npUMEHUTENBHO K KOMMNETEHLUN COTPYAHNKOB U MeTodaMm, obecrneynBatoLmm
3TW npouecchl. ['pynna BHeaApeHUA AOMKHA MOSHTUPULNUPOBATLE COCTaBUTENIEN UM aBTOPOB Pa3fINYHbIX
OOKYMEHTOB, NepcoHar, OTBETCTBEHHbIN 3a pasnniHble cTaaun BHegpeHUda 1 cpokn ncnonHeHusa. CoctaBuUTe-
NN OOKYMEHTOB HecyT OTBETCTBEHHOCTb 3a BeJeHWe N NepecMoTp CBOUX npoueayp Wunm MHCTPYKUMA No
akcnnyatauun.

Korga paboTta Hag JOKyMeHTaMn 3aBeplleHa, COTPYAHUKN OOKHbBI 3HaTb UX coaepXaHne, Kak BbINo-
HATb NpoLEeaypPbl U MHCTPYKLWK NO 3KcnnyaTaLuun 1 Kak BeCTU 3anncn, kotopble Heobxogumbl. OHW JOSTKHbI
ObITb 3aMHTEepecoBaHbl B He3aMeaAIMTEeNTbHOM UX NPUMEHEeHN, ocobeHHO ecni npoueaypbl UM MHCTPYKL UM
Mo aKcnnyaTaumm SBNATCA HOBBIMW UM OTNKMYaTCA OT npeablgyLmnX NpoLeccoB 1 MeTO0B.

Cuctema MeHeQXKMeHTa KavecTBa byaeT NOMHOCTbIO BHeApeHa, Korga Bce COTPYAHUKA CO3HATeNbHO
CTaHYT y4aCTHUKAMN CUCTEMBI.
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7.10.2 OcBegoMneHbl NN COTPYAHUKU Ballen opraHusauMm o NofIUTUKe B ob6nacTu KavecTtBa U
CONYTCTBYKOLLUX 3a4avax B o6nacTn KauecTtBa?

COTpYAHUKM AOIMKHBI 3HATb NONUTUKY OpraHn3aunn B 00nacTu KavecTBa U COMyTCTBYIOLWME 3ada4M CUC-
TeMbl MEHEePKMEeHTa KavyecTBa, KOTOPpble pacnpocTpaHATCa Ha oblwme U, B YaCTHOCTU, X COBCTBEHHbIE
PYHKLUUKN U 00sI3aHHOCTU. HekoTopble opraHMsaunMm pasmMellaroT CBOK MONMUTUKY Ha O0CKe ODBbSIBNEHUN Y
MCNONb3YIOT gpyrve cpedacTtBa MHOopMaUM angd nocTodaHHOU ee nonynapusaunn. CoTpyaHUKU He AOJTKHDI
3anoMuHaTb NONUTUKY B 0bnacTu KavecTBa, 04HaKo OHW O0MKHbI 3HATL, UTC OHa O3HAYaeT U rae oHU MOryT ee
YBUAOETH.

7.10.3 lNpoxopAT N NOAroToBKY COTPYAHUKU Ballen opraHusauuvu Anga BbINOJIHEHUA padoThl,
BNUAKOLWEN Ha KalyeCcTBO NPOAYKLUU U YCNyT, U BeAeTe NU Bbl 3aNUCU, NoaTBepXaawLwue ato?

Heobxoanmo BECTU 3anunucK, noaTteepXxjaroumne KBanmpukaumMoHHbIE HABbIKM N KOMMETEHLUIO coTpya-
HUKOB, a TakXe BUAbI PaboT, KOTOPbIE OHU BLIMOMHAKT B COOTBETCTBUN CO CBOEN KBanudukaumnen. Heobxoau-
MO BEeCTWM 3anucu, oTpaxarwwme noTpebHOCTU B OOyYeHUM U NOArOTOBKE U OLEHKY 3EKTUBHOCTU
npoBeAeHns obyveHnst U NoAroToBKM (CM. 7.3.6).

BHyTpeHHUM ayauTopam TpebyeTcd NnoaroToBka no MeToaam npoBeaeHus ayguTa.

7.10.4 bbina nu nporpamMmMma BHYTpeHHeU NpoBepKU KavyecTBa 3hpeKTUBHO BHeApeHa?

Bce cocTaBnsoLwme cucTeMbl MeHePKMEHTa KayecTBa A0JTKHbI ObITb NpoBepeHbl A0 cepTudmnkaumn ee
Ha cooTBeTcTBUE TpeboBaHnam FOCT P MCO 9001. bonblUMHCTBO opraHM3aLn NPUMEHSAIOT NMPOLLECC BHYT-
PeHHeW NPOBepPKN KavyecTBa B paMKkax NnaHa BHegpeHUdA, MOCKObKY BHYTPEHHAS NpOoBepKa KavecTBa BCKPbI-
BaeT obnacTn, B KOTOPbIX COTPYAHUKMA HE BHeApUNnn cuctemy. Ona npuBegeHUst CUCTEMbI B COOTBETCTBME
MOTYT ObITb NMPOBeAEHbl KOppeKTUpyowme aencteus (cm. 7.9.4).

Heobxoanmo Hanu4vMe 3anmcu NPpoBeaeHHbIX BHYTPEHHUX MPOBEPOK Ka4YecTBa 1 NocneayoLlnx npose-
poK. [Ans noaTBepKaeHUs NPpoBeAEHUNA NMPOBEPOK pasNUYHbIX PYHKLMIA, NPOLECCOB M NPOAYKUMM B DyayLLEM
HeobxoanMmMo Hanu4mne nnaHa nNpoBeaeHns NPOBEePOK KavyecTBa.

7.10.5 AHanusupyeT N Balla opraHusauua cCUctTeMy MeHeQ)XMeHTa KavyecTBa, KaK 3anfaHupo-
BaHO?

[OCT P NCO 9001 oaHo3Ha4YHO U onpegeneHHo ycTaHaBNMBaeT NYHKThI, noanexaljme BKIoYEeHUo B
aHanuns3 co CTOPOHbI PYKOBOACTBA, WU pe3yNnbTaThl, KOTOPbIE A0MKHBbI ObIThb NoNyveHbl. CepTudnKaLMm CUCTe-
Mbl MeHeaXXMeHTa KadvecTBa Ha cooTBeTcTBMe [ OCT P MCO 9001 gomkeH npeallecTBoBaTh NepBOHaYab-
HbIN aHaNM3 CO CTOPOHLI PYKOBOACTBA. Takon aHanus dyaeT oKoHYaTesnbHOW NPOBEPKON ANS onpeaeneHus
cTeneHn apdPeKTUBHOCTN BHeApEeHNA HOBOW CUCTEMblI MEHEe)KMEeHTa KadecTBa 1 HeobXoaMMOCTK npoBeae-
HUA ganbHeUWnxX aenctsunm (cm. 7.3.9).

Heobxoaumo BeCTU 3anncuy aHanmsa co CTOPOHbI PYKOBOACTBA.

7.10.6 ObecneuyuBaeTca nNu ynpaBneHue 4OKYMeHTaMN B Ballen opraHm3auum AomMKHbIM obpa-
30M B COOTBETCTBUU C TPpeOOBaAaHUAMMU AOKYMEHTaNbHO ohopMMneHHON npoueaypbl?

YnpaBneHne AoKyMeHTaMM A0MKHbIM 0bpa3oM ABNAETCS BaXKHbIM ANA YCNELWHOro BHeAPEHUS U NoA-
nepxaHua B pabovyemM COCTOAHUU CUCTEMBI MeHEeMXKMeEHTa KavecTBa. COTpYAHUKU AOIKHBI UMEThb nocneaHme
Bepcnn AokyMmeHTOoB. B cooTtBeTCTBUM € TpeboBaHnamu FOCT P NCO 9001 nog ynpaBneHne nognagatoT chne-
ayroune QOKYMEHTDI:

- 3adBMeHUd O NONMUTUKE B 0OBNacTM KadyecTBa 1 Lensax B 0bNnacTu KavyecTBa;

- PYKOBOACTBO MO Ka4yecTBY;

- WecCTb AOKYMeHTanbHO odpopMNeHHbIX Npoueayp;

- UHCTPYKLUMK MO NNaHNPOBaHUIO, BLINOMHEHWIC PaboT U yrpaBneHunto (MHCTPYKLUK NO SKCnnyaTauun);

- 3anncu;

- JOKYMEHTbI BHELUHEro npoucxoXXaeHusl, npeacTtaBfeHHble MoTpedbuTensMm U Apyrumm, KOTopble
HeobXxoanMbl AN CUCTEMbI MEeHeXKMeHTa KavyecTBa;

- JOKYMEHTHI, Heobxoammble opraHusaumnm ansa sPeKTUBHOMO NnaHMpoBaHUd, PYyHKUMOHNPOBaAHUA W
yripaBleHnda npoLeccamMmm CUCTEMbl MEHeXKMeHTa KayecTBa.

[TpuMeHeHne UHCTPYKUUW No 3KcnnyaTauum paccMoTpeHo B YacTu 4. B oTHoLWeHUn gokymeHTauuu,
Heobxoaumon anda F'OCT P NCO 9001 (cm. 7.4.7), bbina caenana ceoinka Ha FOCT P UCO/TO 10013.

B HEKOTOPbLIX OpraHM3aLnsax UCMOoNb3yT CODCTBEHHYIO BHYTPEHHIOK KOMMBIOTEPHYIO CEeTh [Ha3biBae-
myto Yacto MHTPAHET (INTRANET)] ana obecnevyeHuna goKyMeHTaMy BCeX COOTBETCTBYIOLWMX MPOU3BOa-
CTBEHHBbIX Y4acTKOB W Hanunyuga nocneaHux yTBepXAeHHbIX Bepcun AOoKYyMeHTOB. MHorme opraHusaummn
MNo-npeXXHemy UCMOoNb3yT U obecnevnBatoT HanM4yne JOKyMeHTOB B bymarkHOM BapuaHTe. LlenecoobpasHo
YTUNU3NPOBATL BCE yCTapeBLUne AOKYMEHTHI B OByMaXKHOM BapuaHTe U UCKMHOYUTb UX HANU4ne Ha Npon3Boa-
CTBEHHbIX ydacTKkax B npouecce BHegpPeHUs CUCTEMbl MeHe>KMeHTa KauecTBa.

Ecnn gokymeHTamMun He ynpaBnsitioT AOMMKHBIM 0bpa3oMm, yecTapeBLlne KON AOKYMEHTOB HE YCTPaHSIoT
N NCNONb3YIOT HeYTBePXXAEHHbIe UHCTPYKLUUN, 3aMeTKN U APYrYo NUYHYIO MHpOPMaLUIO, 3TO BLISIBMSAIOT, Kak
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npaBuUno, B Npouecce ayauToOpCKUX NPOBEPOK, YTO NPUBOAUT K HEYAOBNETBOPUTENBHON OLIEHKE NPU CEepTKr-
dourkaymn.

7.10.7 EcTb N1 BCe HeoOXoauUMbIe 3annUcHU NO KayecTBY U obecnevynBaeTcq NN UX ynpaBneHue B
COOTBETCTBUU C TPeOOBaHUAMU AOKYMEeHTanbHO ocopMneHHON npoueaypbl?

B cootBeTcTBUK € TpeboBaHuamun FOCT P NCO 9001 cneagyet paspabotaTh Npoueaypy ynpaBneHus
3annMcamMmn, KoTopble HeobXxoanmMbl AN BbINOMHEHUA MHOTUX TpeboBaHUA U, BOSMOXHO, APYriMX BMOOB AEsi-
TENMbHOCTW.

Hwke npeacTaBneH nepeveHb NYHKTOB co ccbifikamu Ha TpeboBaHuna FOCT P NCO 9001, no KoTopbIM
crnegyeT BECTU 3anncu B COOTBETCTBYOLWEM popmMmaTe B DyMaXXHOM BapuaHTe UM B KOMMbOTEPHON Dase
OAHHBIX:

- 3anncK aHanmsa co CTOPOHbI PYKOBOACTBA (MYHKT 5.0.1);

- 3anncK o0 YenoBeYvecknx pecypcax (NyHKT 6.2.2);

- 3anmcu o COOTBETCTBUM U NpoLeccax XXU3HEeHHOro Uukna npoaykuun [NyHKT 7.1, nepedncneHme d)];

- aHanuns TpeboBaHMA, OTHOCALLIMXCA K NPOAYKLUUKU (NYHKT 7.2.2);

- TpeboBaHUA K NpoeKkTupoBaHuto/paspaboTke (NyHKT 7.3.2);

- aHanuns npoekTa U paspadboTKu (NYHKT 7.3.4);

- Bepudmnkaumna npoekTta n paspabdoTkm (NyHKT 7.3.5);

- Banugauuns npoekrta U paspadboTkM (NYHKT 7.3.6);

- N3MEeHeHWs1 NpoekTa N paspaboTKU (NYHKT 7.3.7);

- OLEeHKa NocTaBLMKOB U cucTemMa KOHTpoNa (NyHKT 7.4.1);

- Banuagauuma npoueccoB (NYHKT 7.9.2);

- 3arnmcK NpocneXxmBaemMocTu (MYHKT 7.5.3);

- CODCTBEHHOCTL NnoTpebutenen (NyHKT 7.5.4);

- 3anucuK KannmbdpoBskK (noapasaen 7.6);

- BHYTpPeHHUe ayauThbl (MPpOBEePKU) KadecTBa (NMYyHKT 8.2.2);

- 3anucb BbINycKa Npoaykunm (NyHKT 8.2.4);

- 3anncK HecooTBeTCTBUA (nogpasgen 8.3);

- 3anncu KOppPeKTUPYIOLWNX AeUCTBUN (MYHKT 8.5.2);

- 3anucuK npegynpexgarnwmnx aenucteumn (NyHKT 8.5.3).

HekoTopble N3 3TUX 3annucen MOryT ObiTb HEHYXKHBIMWA B 3aBUCUMOCTU OT XapakTepa Npou3BOACTBa,
OQHAaKO UX UCKMNOYEHNE OOMMKHO ObiTb AOKYMEHTaNbHO OPOopMNEeHO B PYKOBOACTBE MO KA4YECTBY BMEcCTe C
NCKtoUueHnsaAMN 3 pasgena 7. OpraHnsauma gomkHa sectu 3anmcu no pasgenam s, 6 mIroCT P MCO 9001.

OpraHusauns MOXeT BeCTWU 3anvcu No nogaepXXaHuwo odbopyaoBaHUs B paboyemM COCTOSAHWUU, NPOo-
LIeCCHOMY YNpaBneHunto, YOOBNETBOPEHMIO NMOTPEbUTENEN, KAYeCTBY BLINOMHEHUS paboThl NOCTaBLWMKaMN U
T. A. ANS Nony4YeHnsa gaHHbIX, KOTopble MOTYT ObITb MCMOMb30BaHbI NPYU aHanu3e KavyecTsa NPOU3BOACTBA
NPOAYKLUMN U pe3yNbTaTUBHOCTU MPOLECCOB, a TakkKe ANA OUeHKU Npu npoBedeHUn aHanmsa cO CTOPOHGI
PYKOBOACTBA.

7.10.8 lNpusHarTCA N U NogAepPKUBAKTCA NU BbICLLUM PYKOBOACTBOM BO3MOXHOCTU BalleW
opraHusauuu Aana npoBeAeHUA KOppPeKTUpYLLWUX U npeaynpexagarwmmx 4eMcTBUN U BbINONMHAKOTCA
U Takue A4eucTBUA B COOTBETCTBUUN C AOKYMeHTanbHO ocdopMneHHOU npoueaypoun?

OnpeaeneHHble BO3MOXHOCTWU AN NMPOBEAEHUSI KOPPEKTUPYIOLKUX ASUCTBUIA ByAYT, BOSMOXHO, UOEH-
TUPULUPOBaHBI B NpoLecce BHeAPEeHNA U NoATBEPAAT, UTO NpoLecc AeUCTBYET U ABNAeTCA 3pPEeKTUBHBIM.,
[Mpeaynpexaatolwme AeNCTBUSA ABNSAIOTCA AENCTBUSIMUA Ha NEePCNeKTUBY, BO3MOXKHO, HEMNbL3S1 MPUBECTU NMPUME-
Pbl TAKUX AEUCTBUK B NpoLecce BHeapeHUs cCUCTeMbl MeHepKMeHTa KadecTtBa (cM. 7.9.11 1 7.9.12).

[Tpn NpoBeAeHUN KOPPEKTUPYIOLNX UM Npeaynpexaarwmx 4encTBid Heobxoaumo cobnoaath Bee
TpeboBaHUA Npolecca 1 BecTh 3annucu. Heobxoanmo Takke Hanumdme 3anucu (noanucu), noaTeepkaatoLlei
o PEKTUBHOCTb NPOBEAEHHBIX AEUCTBUMN.

7.11 KoMMeHTapuun, yactb 11. Ceptucbnkauma v nogaepxaHme B padboyeM COCTOAHUN CUCTEMBI
MeHe)KMeHTa KavyecTBa

7.11.1 3HaeTe NU Bbl, NoYeMy NOoTPpeOUTENN TPeOYIOT OT CBOUX NOCTaABLUMKOB HanmM4ua saperuc-
TpupoBaHHou/cepTUPMLUPOBAHHON CUCTEMblI MEeHEeOXXMEeHTa KayecTBa, oTBe4vawlwen TpedboBaHUAM
[OCT P ACO 90017

[TOCKONbKY Bbl OTBETUNU KHET» Ha 3TOT BOMNPOC, HUXenpuBeaeHHaa MHcpopmMmauua MoxeT ObITb
nonesHa Ansa Bac.

KonnyecTBO NpUMEHAEMbIX CTaHAapPTOB NO MeHe)XKMEHTY KadecTBa YBEeTMYUIIOCh C TOro BpeMeHN, KOr-
0a OoHW ObINn BnepBble onybnukoBaHsl B 1987 r. 1 ctann npu3dHaHHbIM MeToaoM, obecnevmnBaroLwiim BLIOOP
NN NMOeHTUPUKaLUIO NOCTaBLUMKOB, CMNOCODHBIX OTBeYaTb NOTPEOHOCTAM KPYnHLIX opraHunsauni. Muorue
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KOHKYPEHTbI Ha pbIHKE npunaratT Bce yeunus, 4Tobbl cTaTb NocTaBwMKkaMmu Anst KomnaHia. HekoTopble U3
HUX Bonee HageXHble NN MeHee HadeXHble, YeM Apyrue.

B npownom MHOrne KpyrnHbele opraHmsauum Hanpaenany aygutopoB M KOHTPONEPOB ANs NoaTBepXae-
HUA COOTBETCTBUA NOCTaBLLUMKOB NX TpeDOBaHUAM N YCITOBUSIM KOHTPAKTOB Ha 3aKynky. Pacxoabl Ha ayauThl U
MPOBEPKU Ha NPOU3BOACTBEHHBIX y4acTkaxX 3Ha4YUTeNnbHO yBeNMUIMBanuM pacxoabl Ha NpoayKUMIo U 3aepXu-
Banu nonydyeHune BaxHbix noctasok. [OCT P NCO 9001 Ha cuctemMy MeHeaXMeHTa KadecTBa NpusHaH BO
BCEM MUpPe KaK yCcnewHo AeNCTBYOLWMA MHCTPYMEHT, obecnednBaloLlLMi nocrneaoBaTenlbHOEe Ka4yecTBO NPo-
OYKUMW, YTO NMPUBOAUT MPU NPaBUITbHOM ero npuMeHeHNM K CoKpalleHMIo pacxodoB 3aKyrnoYvHbIX opraHusa-
L. Bo MHOTUX cnydasix opraHusaumam 1M KOMNaHusM Heobxoammo npoBepuTbea/cepTURULMPOBATLCS Ha
cootBetcTBMe [TOCT P MCO 9001, 4ytobbl BOUTM B nepedveHb KBanUPUUMPOBAHHBLIX MOCTaBLUMKOB
3aKyMNOYHbIX U/ NMpaBUTENbCTBEHHbIX OpraHusaLui.

[TokynaTenu MoryT no-npeXxXHemy nokynaTtb NpoayKkuuo y nodoro noctaBLlmka Ha OCHOBE LIEHbI U CPO-
KOB MOCTaBKU U MPW 3TOM CO3HaTEeNbHO MATU HA PUCK NoNy4dnuTb He To, YTo UM Hago. FTOCT P MCO 9001 He
rapaHTUPYET OOCTMXKEHUS naeanbHOW CUTyaLMKW, OQHAKO OH yKasbiBaeT opraHusauum nyTb, obecnevmBato-
LMK yNyYLUeHWne KavyecTBa npoaykumn nnn ycrnyr, B pesynbtaTe Yero oT 3TOro BCce nony4yar nonbay.

7.11.2 JKkcnopTupyeTe N1 Bbl CBOK NPOAYKUUKO UMK YCIIYTU NOKynatenamMm Ha pPbIHKU ApPYrux
CTpaH, KoTopble TpebylroT cooTBeTcTBUA NCO 9001 Kak HeobxoanmMoro ycnosusa BegeHuna gen?

3aKyrnkn y MHOCTPaHHbLIX MOCTaBLUMKOB OONee PUCKOBAHHLI, YEM 3aKYMKW Y MECTHBLIX MOCTaBLLUKOB,
oAHaKko TpeboBaHUS BalUMX NOCTaBLUMKOB npoBepKu/ceptudpukaumm Ha cooteetcteune FOCT P NCO 9001
BCenseT ele bonblyo YBEPEHHOCTb B coBepluaemMon caenke. lNokynatenn B HEKOTOPbLIX CTpaHax U perno-
Hax ©Oonee TpeboBaTenbHbl K OpraHMsauusiM, KOTOpble He cepTUd@UUUPOBaHbl Ha COOTBETCTBUE
[OCT P CO 9001. B cBs13K € 3TUM AN 3KCMOPTUPYIOLKX opraHusaumnn Heobxoanmo NoHATb TpeboBaHUS
DBIHKOB, Ha KOTOPbIE OHWU XOTAT 3KCNOPTUPOBATL CBOKO NMPOAYKLMUIO.

7.11.3 3HaeTe NU Bbl, KaK BblIOpaTb NONMb3YIOLWUACA aBTOPUTETOM NpocdecCUOHaNbHbIN OpraH
no ceptudpukauun/npoBepke?

OpraHunsaunm MoryT camm 3asiBUTb O COOTBETCTBMU CBOUX CUCTEM MEHEIXKMEHTa KavecTBa TpeboBaHu-
am [[OCT P MCO 9001. OgHako Takada npakTuka He nonydyuna WMpOoKOro pacnpocTtpaHeHna M NpUusHaHug.
[ToTpebutenb Takke MOXET NPOBEPUTL MOCTaBLUMKA U 3asiBUTb O COOTBETCTBUM CUCTEMBbI MEHEMKMEHTA
kavyecTBa TpeboBaHUamM [ OCT P NCO 9001. K coxxaneHuto, opraHmsaLnm He oueHb 3anHTepecoBaHbl B CEPTU-
brKkaumm cBonx NocTaBLMKoB. Hanbonee obLmm nogxoaom Angd opraHmsaunm ABnaeTcs cepTudmnkaums nnu
NPOBEpPKa TpeTben CTOPOHOW, Ha3biBAEMOWN OpraHom nNo ceptudmkaunn/ayanty. Takme opraHbl cneunaninsn-
PYIOTCA B NOATBERXAEHUN HAaNU4nsa y opraHusaumm CUCTeMbl MeHeKMeHTa KayecTBa U ee COOTBEeTCTBUA
TpeboBaHuamM FOCT P MCO 9001. OHM camm akkpeanuToBaHbl opraHamMmm no akkpeanTtaumm 1 4oMKHbl B CBOEN
paboTe cobntoaartb pykoBoacTBa, onybnukoBaHHble MCO 1 MOK anga perynupoBaHUa BCEro npouecca
cepTUnKkaunn/npoBepKu.

Cneayet oTMeTUTb, YTO cama opraHuzaumna NCO He oLeHUBAET COOTBETCTBME CUCTEM MEHEAKMEHTA
kadyecTBa TpeboBaHusam [OCT P MCO 9001 n He BblaaeT cepTUdUKaThl COOTBETCTBUA TPeOOBAHUSIM 3TOr0
ctaHgapTta. Ceptudpmnkauno nnnm ayaut BeINOMHSAKT He3aBnuckumo oT MCO Bonee ThicsunM OpraHoB No cepTu-
bukaLm nnn ayguty, akTUBHO AeUCTBYOLWKMX HA HAaUMOHANTBHOM MU MeXayHapoaHOM YPOBHE.

TepMUHbl «cepTUudrKaunsa» 1 «rnpoBepKka» NPpUMeHsItoT B bonee LWMPOKOM KOHTEKCTEe OLeHKU COOTBET-
cTBUA, YeM Tonbko B rpaHnuax F OCT P NCO 9001, n ctaHgapTusoBaHHbIe onpeaeneHns noaTsepXaatoT, UTo
OHU He aBnatTca cMHoHMMaMK. OaHako B KoHTekeTe [OCT P MCO 9001 TepMuHBbI «cepTUPUKALIUA» U «TMPO-
BEPKa» UCMOMb3YHOT B3aUMo3aMeHsIeMo U 0ba TepMuMHa o3HavatoT oaHo 1 1o e. OgHOMY U3 TEPMUHOB OTAA-
I0T npegnovTeHne B 3aBUCUMOCTU OT CTpaHbl. AHaNorM4yHo 3TOMY opraHbl, Bblaarwolwme cepTudunkaTtbl Ha
cooTBeTCcTBME [OCT P MCO 9001, Ha3bIiBaloT B HEKOTOPLIX CTpaHaxX «opraHbl Mo ceptugukalmMi», a B
OPYINX — «opraHbl No perucTpaunm» Unn «perucTpaTopbi».

XoTta UCO n He ynpaBnseT opraHamMmu no ceptudurkaumm, oHa cnocodbCcTByeT NpUMeEHeHUo Hanbonee
o PEeKTUBHBIX METOAOB MEHEMKMEHTA KavecTBa 1N obecneynBaeT nocneaoBaTefibHOCTb UX AEATENbHOCTU
yepes NCO/MOK 17021:2011 «OueHKka cooTBeTCTBUA. TpeboBaHUS K opraHam, obecnevmBalolnum ayauT U
CEPTUPUKALIUIO CUCTEM MEHEMKMEHTA», KOTOPbIA YyCTaHaBNMBaeT obLwne TpedoBaHUA K opraHam, NpoBoas-
LLIMM OLIEHKY U cepTUudmnkaumio/NnpoBepKy cuctemM MeHemkMmeHTa kadectsa Ha ocHoBe MCO 9001.

7.11.4 3aknw4una nuv Balla opraHu3auus cornawleHue c opraHom no ceptucpukaummn/npoBepke?

[lepeyeHb opraHoB No cepTugUKaLnMn/NpoBepKe NPMBOANTCA, KaK NpaBuno, B XXypHanax no Ka4ecTtBy,
TenedoHHLIX cnpaBovHUKax U B MHTepHeTe. Hanpumep, MexayHapoaHbld opyM Mo akkpeauTaunm NpuBo-
OUT nepeYveHb CBOUX opraHoB-4neHoB Ha canTe B HTepHeTe (http://www.iaf.nu).

OpraHbl-4neHbl NPUBOAAT NepeYeHb OpraHoB No cepTudmKkaLMn/npoBepKke B CBOUX CTpaHax Ha cauTe B
NHTepHeTe. NHpopmaLuo no opraHam ceptudgpukauunn/npoepkn Ha cootsetcTBre NCO 9001 MOXHO nony-
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UNTb B AOKYyMeHTe «OpraHbl akkpeautauum n ceptudpukaumm Ha cooteetctere NMCO 9001 n NCO 14000» Ha
cante NCO (http://www.iso.org).

PekomeHayeTca nNpurnacutb HECKONbLKO NpeacTaBUTeNnen 3TUX opraHmsaunni K BaM B opraHusauuio,
YTOObI OHK NONYy4YUNK NOAPOOHYI UHGOPMAaLIMIO © HEN U y3HanK 0O obnacTn AesiTeNbHOCTU HEeODXOAUMMON
BaM cepTnduKaummn/npoBepKn. 3aTeM OHU caenatoT Bam NpeasioXXeHmne no CBOUM ycnyram, CTOUMMOCTU YCIyr
N cpoKaM NpoBedeHUs oueHKK, ceptudmnkaumn/nposepkn. KOHCYNbTaHT Ballen opraHusaumm rno cucteme
MeHePKMEeHTa KauyecTBa A0/MKEH ObITb CNOCODEH oKasaTb NOMOLLL B BbIDOpe Hanbonee NprUeMnemMoro opra-
Ha no cepTudukaunn/NnpoBepke ANg Hee U Hanbonee apPeKTUBHON NporpaMmel cepTudnkaun/npoBepPKN.

CepTudmnkaTt BblAaroT CPOKOM Ha Tpu roga n bonee (B Poccun ndATb NeT), 0AHaKo OH NOANEXKNT NOCTONAH-
HOW MHCMEKUMOHHOW NPOBEPKE CO CTOPOHLI opraHa no ceptudukaunn/nposepke. MHCNEKLMOHHBIE NPOBEPKA
MOTYT ObITb MPOBEAEHbI YePE3 pas3nNUYHLIE MHTEPBASLI BPEMEHU B TEYEHNE BPpEMEHN AENCTBUA cepTudmnkaTa.
Ba)XXHO YCTAHOBUTb XOPOLUME OTHOLWIEHUA C OpraHoM Mo cepTudukaunm/npoBepke 1 BeAyLLUM ayanTopomMm,
KOTOpble 3aHMMAalOTCA Ballen opraHusauunen. B KoHLe cpoka AeUCTBUSA cepTudguKkata opraH no ceptudou-
Kauun OOIMKeH BbldaTb HOBbLIM cepTUdUKAT MO pesynbTaTam NepeocleHKN Ballen CUCTEMbl MeHemdXMeHTa
KavecTBa. B npOoTUBHOM crnyyae Bbl NULLNTECH cepTUudunKkaL . Ecnn Bac He ycTpanBaeT AeATeNIbHOCTh Ballle-
ro opraHa no ceptudunkaLmm/npoBepKe, Bbl MOXETE 3aMEHUTb ero B Ntoboe BpeMs, ogHaKo LenecoobpasHee
aenaTb 3TO NPU NOBTOPHON cepTudmnKkaumn/npoBepke CUCTEMblI MEHEAXKMEHTA KavyecTBa.

7.11.5 MNMogroTtoBneHa nu Bawla opraHusaunsa AO0MKHbIM 0Opa3oM K NpoBefeHUIO OLEHKU opra-
HOM no cepTudukauun/npoBepke?

[Tpouecc cepTudUKaunn/NpoBEPKM BKMoYaeT aABa aT1ana. [locne BbIbopa opraHa no ceptuduka-
LUWU/MPOBEPKN U NOANUCAHUA KOHTPaKTa NPOBEPSIHOT AOKYMEHTaL Mo Ballen CUCTEMbl MeHe)KMeEHTa KavecT-
Ba. OpraH no cepTudpunkaumn/npoBepke OO0SMKEeH NoATBEepAnuTb, YTO Bbl onpeaenun npouecchl, KoTopble
BMTUAIOT Ha KAYE€CTBO, U ayanuTop U3 opraHa cepTugukaLmnn/npoBepKkn NpoBedeT CoBeLlaHmne C pyKOBOACTBOM,
yToObl UMETHL NpeacTaBfieHMe O BalLUMX Npoueccax.

Ayagutopckasa rpynna npoaHanmsmpyeT Balle pyKOBOACTBO MO KAa4YeCcTBY, ACKYMEHTalnbHO OopopMIIeH-
Hble nNpoueaypbl U COOTBETCTBYOLME OOKYMEHTHI, YTODOLI NoATBEPAUTL ONMUCaHUE CUCTEMBI MEHEeKMEHTA
Ka4yecTBa B COOTBETCTBUMN C MUCbMEHHBLIM coAepXaHMeEM AOKYMEHTOB WU ee COOTBETCTBME TpebOoBaHUAM
[OCTP NCO 9001. Bac MoryT nonpocuUTb NPOSICHUTL HEKOTOPLIE acneKkThl U NpeacTaBUTbL bonee noapobHyto
MHOPMaLUIO MO APYrMM acnekram, oTpaKeHHbIM B PYKOBOACTBE MO KayecTBY UMK APYyron gokymMmeHTauuu.
JTa vacTb NpoLecca cepTudguKkaL MM N3BeCcTHa Kak NpoBepKa Ha COOTBETCTBUE UIMN NPOBepKa AOKYMEHTaLUN.

OpraHbl No cepTUduKkaummn/npoBepKe XOTHAT, KaK NpaBuno, BUAETb paboyne 3anmcnu He MeHee 4YeMm 3a
TP Mecdla, KOoTopble noATBepXaalT, YTo cuctema, otBevawwas tpedboaHusam TOCT P NCO 9001,
OEUCTBYET M aBNdeTCcHa 3P PEeKTUBHON. DTO O3HAYaEeT, UTO CTaaud BHegpeHUd nNpogosmkanack B TeHeHue Tpex
MecsiLeB Unm bonee, BHyTpEeHHME NPOBEPKN 3aBEpPLUEHLI, aHaN3 CO CTOPOHLI PYKOBOACTBA NPOBEAEH, a KOp-
peKkTUupyowmne Unu npeaynpexgarlme gencTems nposegeHbsl N HaxoasTcsa B npouecce NpoBeaeHus.

HekoTopble opraHbl No cepTUdmnKkaun/npoBepKe MOryT NPoBOAUTL HeobA3aTeNnbHYO NpeaBapuUTenb-
HYI0 OLLeHKY ANnd NoATBepXAeHUs Balle roTOBHOCTU KO BTOPOW YacTu npoLecca ayanuTa, HasblBaeMoro ayau-
TOM COOTBETCTBUS. Takasl oLeHKa npeacrtaBnaeTcd uUenecoobpasHou, 0CODeHHO ecni y Bac He ObINo
KOHCYNbTaHTa, NOMOoraroLlero Nnpoueccy BHeApPeHUs, 1 Balla roTOBHOCTbL SIBMNSIETCS NpegMeToM Anga becno-
KOUCTBA. BTOpbIM 3Tanom ABNAETCS ayauUT COOTBETCTBUSA, KOTOPLIN NPOBOAAT B CPOKU, COrnacoBaHHbIe 0beu-
MW cTopoHaMW. pn NpoBedeHUU ayauTa COOTBETCTBUA HEOXMOAHHbIE MOCELUeHUs1 UCKNoYarTes. AyauT
NPOBOAAT B COOTBETCTBUM C NMAHOM U rpadpuKoM, cornacoBaHHbIMUY 3apaHee opraHusaunen u aygutopom.

7.11.6 'oTOBbI N Balln COTPYOAHUKU K OLLleHKe U 3HAKOT JNIM OHU, KaK BECTU cebAa npu BCcTpede ¢
ayguTopom?

B npouecce sTana BHeApeHUS BallK COTPYAHUKU CTaHYT Oonee ocBeaoMIEHbl O CTPEMMNEHNN Balley
opraHusauum npontn ceptudpukauuto/nposepky Ha cooteetcteune [OCT P NCO 9001. BaxkHo npeactaBuTh
HeobXxoaumMyo MHopMaL o, HaNnoOMUHaHUA U obecnevynTb NOAAEPXKKY COTPYAHUKOB NO Mepe roTOBHOCTU K
oUeHKe Un1 ayanuty Ha COOTBETCTBUE TpeboBaHUAM cepTudmnKkaLunn.

Llenecoobpa3Ho onncaTtb NpoLece OLeHKU U HAaNnOMHUTb BCEM O TOM, YTO ecnn UM byaeT 3aaBaTb BOI-
POCHI ayaAnUTOpP, TO OHM JOJMKHBI OTBEYaTb Ha HUX YECTHO 1 ncyepnbiBaowe. OHU AOIMKHBI BO3AEPKNBATLCH OT
obLien AUCKYCCUMU O TOM, KaK OHMU paboTatoT Ha opraHmM3aLuio.

AyaunTopbl Npu npoBeaeHnn ceptudpukaumum byayTt naydaTtb 3annucu AeATENbHOCTU B COOTBETCTBUM C
TpeboBaHuaMnN TOCT P MCO 9001. CtaHaapT ogHO3HA4YHO MAEeHTUDULMPYET 3arnnucu, KOTopble OHU AOMKHBbI
YBUAETb, N ayauUTOPLI caenatoT BCe BO3MOXXHOE ANS nonyveHua Taknux sanncen. OHM byayT nckatb pakTbl U
OOKYMeHTalnbHO oPopMNeHHbIe AoKa3aTenbCTBa, NoATBEpXAatoWme npaBunbHoe BbINONHEHWE Heobxoau-
MbIX BUAOB paboT (cMm. 7.10.7).
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7.11.7 3HaeTe NU Bbl, Kak onpeAenAaTb, ABNAKTCA U BbiIBOAbI U pe3yNbTaTbl OLeHKU XOpOLUUMI
U NNOXUMU?

OUeHKY NpoBOAAT B COOTBETCTBUM C NMaHOM, U BeayWnnA ayguTop HanpaBnsdeT BCeM KOMUlo nnaHa
3apaHee, 4YTobbl Bbl MO NOAroTOBUTLCA. PaMUUN ayanTOPOB YKasbIiBaloT, Kak NpaBUno, B rpaduke NnpoBe-
OeHua aygura.

Ha nepBOM 3acedaHnM YneHbl ayguTOPCKOW TPynnbl NPeacTaBnsaAlOTCA U OTBeYalT Ha BOMPOCHI.
AyanTopbl OOBACHAT, Kak OyaeT NpoXoanTh OLUEHKa KU Korga u Kak pesynbTaTthl OyayT AoBedeHbl A0 cBeae-
HUS1 PYKOBOACTBA.

3aTteM NPoBOAAT OLIEHKY B COOTBETCTBUU, HACKONBKO 3TO MaKCcMMalrbHO BO3MOXXHO, C NNaHOM. 3aBep-
LaloWNM coDbITUEM ABNSIETCA 3aKMNIOYNTENbHOE 3acefaHne, Ha KOTOPOM BeayLWnin ayguTop Xapakrepusyer
pe3ynbTaThl, NOcneaywwmne AeNCTBUA 1 NPOBOANT ODCYXXAEHME pe3ynbTaToB.

[lokasaTenbCcTBa, NoNy4YeHHble ayauTopamMun, CONOCTaBMAKT C Kputepuamm ayguta (NpMMeHsaemMbiMIA
NONMUTUKON N LenaMn KoMNaHun, pykosogcTBamMu, npouegypamu, MHCTPYKUUAMK, KOHTpaKkTaMMn U pernamMmeH-
Tamun). PesynbTaThbl ayguTta, BKNOUYas HECOOTBETCTBUS, €CNU TaKOBble €CTb, Pa3bsCHAOT U AOKNadbIBatOT
PYKOBOACTBY NpW 3aBepLUeHUn ayanuTa Nponu3BOACTBEHHOMO yvacTka Ha opuymmanbHOM 3acegaHun ¢ pykoBOd-
CTBOM, KOTOpOE Ha3biBaeTCHa 3aKMounUTEeNbHbIM 3acegaHueM. AyauTopbl onpeaensaroT HECOOTBETCTBME Kak
3HAYUTENBHOE UMK HEe3HaYnUTenbHoe. Pe3ynbTaThl HAONIOAEHUIN TakKe NPUHUMAaOT BO BHUMAaHUE.

3Ha4YMTEeNbHOE HECOOTBETCTBUE YKa3biBaeT, UTO:

- KOMMNaHWs He cMorna BHeApuTb Nobyo oaHy Yacte CMK nnu nonHoOCTLIo;

- NOOON KOHKPETHbIN oTAen KoMmnaHun He cmor BHeagpuTtb CMK B cooTBeTCTBUM € TpeboBaHUAMK K
HEeMY;

- 0DHapy)XeHO HEeCKONNbKO He3HaYUTENbHbIX HECOOTBETCTBUN B BLINOMHEHUN OOHUX N TEX XKe TpeboBa-
HU K CMK.

He3HaunTenbHOEe HECOOTBETCTBUE O3HAYaEeT Hannune oTaeNbHOro cnyvyas HeCoOOTBETCTBUA C YCTAHOB-
NeHHbIM Npoueccom unm Tpedosanmem Kk CMK.

HabnoageHne ykasbiBaeT, UTO eCnii CUTyaLus, YCTaHOBMEHHAsA B NpoLlecce ayauTta, He byaeT pacCMoT-
PEHA, TO 3TO MOXET NMPUBECTU K HECOOTBETCTBUIO B DyayLIEM.

[1pn BbIABNEHUN 3HAYUTENBHOIO HECOOTBETCTBUSA pekoMeHaaLuuo no cepTudurkaumm oTknagbiBaoT 4o
BepUdUKaLUN KOPPEKTUPYIOLWMX OEUCTBUA NOCPEACTBOM KOHTPONBHOW NPOBEPKMN.

[locne nonydyeHusa rpadgpurka opraHnsaly No KoOppekKTUpyrwmuMm 4enucTBusamM pekoMmeHaaunum no cepTiu-
brKkaunm onpegenaeTt seaywnm ayautop (pykoBoauTenb rpynnel ayauTopoB), U X B YCTHOM pOopMe OOBOOAT
00 cBedeHus opraHmsaunn Ha 3aKnio4YMTenbHOM 3acedaHui.

Ha ocHoBaHUKM pekoMeHaaun BegyLlero ayauropa 1 nocne He3aBUCUMMOro aHanmsa aTux pekomMmeHaa-
UM opraHoM Mno cepTudpukauum nocrneaHn BblgaeT cepTuduUkaTt opraHmsaunn. CepTudukaTt BblgaloT Ha
onpeaeneHHyo obnacTtb AeATENBHOCTU U NPOAYKLUMIO, NO KOTOPbIM opraHusauna sHeapuna QMS.

OpraHusauua nonydaeT ceptudnkaT UM OOKYMEHT, YAOCTOBEPAOLWNNA NPOX0oXaeHWUe NPOBEPKU, KaK
npaBuno, Yepes HEeCKONbKO HeaeNb N MOXeT 3asiBNATb O TOM, YTO OHa cepTUdpUUMpoBaHa U NpoBepeHa Ha
cooTBeTCcTBME [OCT P NCO 9001, kKak ykasaHo B 0bnacTtn AeATENbHOCTN CUCTEMbI MEHE)KMEHTAa KavyecTBa.

7.11.8 OcBepgomMnenbl N BbIO TOCT P UCO 9004 n gpyrux 4oOKyMeHTax no pykosogdaLwmm nosno-
XEeHUAM?

Bo «BeegeHumn» k TOCT P MCO 9001 ckazaHo, uto TOCT P MCO 9001 nIrOCT P MCO 9004 db1nun pas-
paboTaHbl Kak nocnegoBaTtenibHaga napa ctaHgapToB HAa CUCTEMBI MEHEKMEHTa KavyecTBa, npegHasHauveH-
Hble AN AONONHeHUa apyr apyra.

[OCT P NCO 9001 yctaHaBnMBaeT TpebOBaHUS K CUCTEME MeHeIXXMeHTa KadecTBa, KOTOPVIo
NCMONb3YIOT AN BHYTPEHHEro NpUMeHeHnst Unun ceptudpnkaunm nnm Lenen, odycnoBneHHbIX KOHTPaKTHbIMU
obasatenscTBamMun. B ctaHgapTte obpalleHo ocoboe BHUMaHUe Ha 3P EKTUBHOCTb CUCTEMbBI MEHEMKMEHTA
KavecTBa B obecrneyYeHnn COOTBETCTBUA TpeboBaHMSM noTpebutenen.

[1o cpaBHeHUO cTOCT P UCO 9001 TOCT P NCO 9004 ycTaHaBnnBaeT bonee LWNMPOKUA CNEKTP Lenen
CUCTEeMbl MEHEXKMEHTa KayYecTBa U pekoMeHaAoBaH Ans opraHusaLnin, BbiclLee pyYKOBOACTBO KOTOPLIX CTpe-
MUTCA BbINTK 3a npeaenbl TpeboaHun FTOCT P MCO 9001 B nonbITKe yny4wnTs 00LLME NoKasaTeln KavyecT-
Ba paboThl, pe3ynbTaTUBHOCTb U 3P EKTUBHOCTD.

CyLeCTBYET MHOIO APYrnx pykoBoasLMX AOKYMEHTOB B CEPUM CTaHOAPTOB Ha CUCTEMbI MEHEXKMEHTA
KadecTBa. B bnbnuorpadpun npuseaeH nepeveHb AOKYMEHTOB, KOTOPbIE MOTYT OKa3aTb MOMOLLb B MOHUMAaHNU
MHOTUX acnekToB cUcTeMbl. KpoMe Toro, pasnuyHble CeKTopbl MPOMBILLIEHHOCTU pa3padaTbiBalOT CBOW
cobcTBeHHble cTaHaapThl ¢ ucnonb3oaHnem NOCT P MCO 9001. B kKadecTBe NPUMEPOB MOXKHO MPUBECTU
ABTOMOOUNbHYHO, a3POKOCMUYECKYIO, TENMEKOMMYHUKALIMOHHYIC, MEOULUUHCKYIO, HEMTSHYIO U ra3oBYIO, a Tak-
Xe nuueByro npomMbiwneHHocTb. o mepe npusHaHuga sHauumoctn FOCT P MCO 9001 opraHmnsaumnamm, pas-
pabaTbIBaOLLMMUN CTaHOapPThl, KONMUMYECTBO TaKMX CTaHOapTOB YBENNYMBAETCS.
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OCT P NCO/TO 10017—2005
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[OCT P MCO/MOK 17021—2008

[OCT P NCO 19011—2003

[10] NCO/MOK 17021—2011

[OCT P 54138—2010

bubnuorpadpua

MeHemKMeHT opranm3aumn. PykoBoasilMe yKasaHus No  NNaHUpPOBAHUIO
KayecTBa

Cucrtembl MEHEIKMEHTA KaYvelTBd. PyI{OBO,ﬂ,CTBO Mo MEHEOAXMEHTY KaYvelCTBa

MeHemKMeHT opraHn3aymmn. Cuctembl MEHEAXKMEHTA naMmepeHun. TpeboBaHus
K npoueccam U3MmepeHnin 1 U3MepPUTENbHOMY 000pyJ0BaHUIC

MeHeaXMeHT opraHnsaunun. PykoBogswme ykasaHus no 4oCTUXKEHUIO 3KOHOMU-
yeckoro apdekra B CUCTEME MEHEPKMEHTA Ka4veCcTBa

MeHemKMeHT opranmsaunn. PykoBoasilme ykaszaHus no o0y4eHuto

Ctatuctndeckne metogbl. PykoBoACTBO MO NMPUMEHEHUIO B COOTBETCTBUU C
[OCT P MCO 9001

Cuctembl MeHemKmeHTa KadectBa. Ocobble TpeboBaHUA NO MNPUMEHEHUID
NCO 9001:2008 B aBTOMOBUMBHOW MPOMBbBILLNEHHOCTU U OpraHn3aunsx, npoun3s-
BOASAWMX COOTBETCTBYIOWME 3anacHble YacTw

OueHka cooTBeTCTBUS. TpeboBaHusa KopraHam, NpoBoOAsAWMM ayanT n cepTndm-
Kaunto CUCTEM MEeHEeXMEHTA

PykoBoaswiune ykazaHusi no ayauty CUCTEM MEHEKMEHTA Ka4vecTBa U/Unun Cuc-
TEM 3KONOIMMYECKOro MEHEAKMEHTA

OueHka cooTBETCTBUA. TpeboBaHusA K opraHam, obecneunBatoLLMM ayauT n cep-
TUPUKaLUNIO CUCTEM MEHEOKMEHTA
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