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[lpeaucnoBue

LlennunnpuHumnel ctTaHgapTusauum B Poccumnckon PegepaummyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekadbpst 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHiun», a npasuna NnpuMeHeHnst HauMoHanbHbIX
cTaHaapToB Poccunckon egepaunmmn — OCT P 1.0—2004 «CtaHpgapTtusauma B Poccunckon Peagepauun.
OCHOBHbIE MNONOXEHUSAY

CBeneHNnAa o ctaHaapTe
1 PABPABOTAH YupexaeHnnem «LleHTp cepTndmkaumnm ycnyr cBs3m»

2 BHECEH YnpaBneHunem passutusd, HdopmMmaLMoHHOro obecneveHns n akkpeautaunum egepanbHoOro
areHTCcTBa No TeXHUYECKOMY perympoBaHUC U MeTpoNorni

3 YTBEPXXOEH W BBEAEH B JEWCTBUWE MMpukasom PeaepanbHOro areHTCTBa o TEXHNYECKOMY
perynupoBaHunto n metponorun ot 15 aekabpsa 2009 . Ne 1197-ct

4 HacTosawun ctaHaapT paspabdboTaH ¢ y4eTOM OCHOBHbLIX HOPMAaTUBHBIX MOMOXEeHUN MeXayHapoaHoro
ctaHgapTa TL 9000 «PykoBoacTeo no TpeboBaHnAaAM K cuctemMam MmeHeakmeHTa kadectea» (TL 9000 Quality
Management Systems Requirement Handbook)

5 BBEAEH BI'NEPBbIE

VIHipbopmMmayuss o6 UBMEHEeHUSX K HacmosweMy cmaHoapmy rnybnuKkyemcs 8 eXe200H0 u3oasaeMoM
UHpOPpMaUUOHHOM YKazamerne «HalyuoHalbHbIe cmaHOapmabi», a mekcm UaMeHeHUU U rornpasoK — 8 eXXeMe-
CAYHO U30asaeMbiX UHPOPMaUUOHHbLIX yKalzamensx « HayuoHanbHbele cmaHOapmeiy. B cniydyae nepecmompa
(3aMeHbl) Ui OMMeHbI Hacmosauw,e20 cmaHOapma coomeemcemesyrouiee yeeoomreHue byoem ornybnukosaHo
8 eXkeMeCsIHHO U30asaeMoM UHpopMaylUoOHHOM yKkazamerne «HayuoHarnbHble cmaHOapmeily. Coomeemcmey-
fowas UHgbopmayus, yeeooMrieHue U meKkcmaei pasMelaromcs makxe 8 UHpopMayUoHHOU cucmeme obuieao
r10J1b308aHUss — Ha obuyuanbHOM catime HallUuoHarbHOo20 opaaHa Pocculickou @eodepaluu no cmaHoapmu-
3auuu e cemu ViHmepHem

© CtaHgapTuHgopm, 2011

HacTtoawumn ctaHaapT He MoXeT ObITb NOMHOCTLIO UMM YacTUYHO BOCTNIPOU3BEAEH, TUPaXXNPOBaH U pac-
MpocTpaHeH B KayecTBe oduumanbHoro nsgaHmsa 6es paspeweHns PegepanbHOro areHTcTBa Mo TeEXHNYECKO-
MY PerynmpoBaHuo U MeTPOoorum
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

CUCTEMbI MEHEXKMEHTA KAYECTBA NMPEOMNPUATUMN,
NMPEOOCTABNAIOWUX YCIIYTUU CBA3U

TpeboBaHuUA

Quality management systems of organizations providing communication services.
Requirements

[NaTta BBeaeHna — 2011—01—01

1 O6nactb NpMeHeHUA

1.1 O6LWwmMe nonoXxeHUNA

HacToswmni ctTaHgapT ycTaHaBNMBaEeT TpeboBaHUA K cCUCTEME MEHEPKMEHTA KavecTBa ANs:

a) JeMOHCTpaLuun opraHusaLmnen cesoe cnocobHOCTM NpeaoCcTaBNATbL YCNYri, oTBevarwme TpedboBa-
HUASAM NOTPEDbUTENEN YCNyT CBSI3U U COOTBETCTBYIOLLMM 00s13aTENbHBIM TPEOOBAHUAM;

0) NOBbILLEHNS YOOBNETBOPEHHOCTUN NMNOTPEDUTENEN YCNYT CBSA3U NocpeacTBOM 3 PEKTUBHOMO npume-
HEHWS CUCTEMBI, BKITHOUAS NPOLLECChl NOCTOSIHHOIMO €€ ynydlleHUsa n obecnevyeHUsi COOTBETCTBUSA TPeDOBAHUAM
notpedbutenen n obaszatenbHbIM TPeDOBaAHUSIM.

Hactoswmni ctaHaapT paspadboTaH aAns UCNoNb3oBaHUA opraHnsauusiMy, NpeaocTaBnsaAroWUMA YCyTri
cBA3n. OH ycTaHaBnMBaeT obLKne TpeboBaHUS K CUCTEMaM MEHEAXKMEHTA Ka4YecTBa B cpepe CBSA3U MPUMEH -
TeNbHO K NMPOeKTUPOBaHUIO, NoCcTaBke (Npodaxe), Npou3BoACTBY (NpeaocTaBneHuo), YCOBEPLUEHCTBOBAHUIO
YCIYT CBSA3MN.

1.2 NpumMmeHeHuUe

TpeboBaHUsA HACTOSILWEro CTaHAapTa NpeaHasHa4YeHbl AN BCeX opraHnsannii, npeaocTaBnsitol X yCny-
' CBSI3UN, HE3ABUCUMO OT BAa CODCTBEHHOCTU, pasMepa opraHmsauni 1 npeaocTaBnaeMbiX YCyT.

Ecnun kakoe-nnbo TpeboBaHUe HACTOSALWEro cTaHaapTa Henlb3si IPUMEHUTL BBUAY cneundnKkn opraHmnsa-
LN 1N ee ycnyr, AonyckaeTcs ero UCKoYeHe.

[P 3TOM AONYCTUMBI UCKNIOHYEHNA TONBKO TEX TPEDOBAHWUIN, KOTOPLIE NPUBEAEHLI B pasaene 7 NHe Brus-
0T Ha CNOCOOHOCTb UM OTBETCTBEHHOCTL OpraHMn3auny NnpeaocTaBnATh YCNyrn, oTBevarowmne TpedoBaHUAaAM
noTpedbutenen n COOTBETCTBYIOLLMM 00s13aTeNbHBIM TPEDOBAHUAM.

2 HopMaTuBHbIE CCbINKN

TpeboBaHMA HacTodAwero craHgapta cdopMynuMpoBaHbl Ha OCHOBe TpeboBaHUMWM cTaHaapTa
[OCT PWNNCO 9001—2008.

B cTaHgapT BKAOYEHbl psaa TpeboBaHUN ApYrnx MexagyHapoaHblX U poccnickmux ctaHaapTtos (TL 9000,
[OCTPHUCO 14001—2007).

Bce TpeboBaHua ctaHaaptalOCT P MCO 9001—2008 nomeLlleHsbl B paMKy.

B HacTodawemM cTaHgapTe UCNONb30BaHbI HOPMAaTUBHBLIE CChINKUA Ha crneayiowme ctaHaapThl:

[OCT P WNCO 9000—2008 Cucrtembl MeHegkMeHTa kadecTBa. OCHOBHbIE NMOMOXEHUA U CNOBapb

[OCT P UNCO 9001—2008 Cuctembl MeHemKMeHTa KadecTBa. TpeboBaHU4

[OCT P CO 14001—2007 Cuncrtembl 3KONOrM4eckoro meHeaXmeHTa. TpeboBaHUsA N pyKOBOACTBO NO
NMPUMEHEHUIC

[TpumeyaHwune—Ilpynnonb3oBaHMM HACTOSALWMM CTAHOAPTOM LlenecoobpasHo NPOBEPUTL AEUCTBUE CCbINTOY-
HbIX CTAaHAAPTOB U KNaccuPrkaTopoB B UHPOPMALNOHHON CUCTEME OB LLLEr0 NONb30BAHUS UMK NO €XXEroaHo N34aBaeMoMy
MHPOPMAaLUMOHHOMY yKalaTento « HaunoHanbHblie cTaH4apThi», KOTOPbLIN onNybnukoBaH Ha 1 AHBaps TEKyLW,Eero roaa u no
COOTBETCTBYIOLWUNM EXEMECAYHO N3aaBaeMbiM MHPOPMALMOHHbBIM yYKa3zaTtensam, onybnnkoBaHHbIM B TEKYLWEM rogy. Ecnu

U3paHune odbmumanbHoe
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CCbINMOYHbIN AOKYMEHT 3aMEHEH (M3M8HEH), TO NPU NoJb3OBaHUN HACTOAWUM CTaHAQPTOM CliedyeT PYKOBOACTBOBATbLCH
3aMEHAK WM (HSMEHEHHI:IM) CTaHAaApPTOM. Ecnu ccbiNOYHbIN AOKYMEeHT OTMEHEH bes 3aM€EHbI, TO MNOoNOXeHNE, B KOTOPOM
AadHa CCbITTIKa Ha HETo, NpuMeHHEeTCH B HaCTu, HE 3aTpali BEHOLLI,Eﬁ 3TY CCbIJTKY.

3 TepMUHbI U onpeaeneHus

B HacToawem ctaHgapTe npumeHeHbl TepMUHbl Mo FOCT P UCO 9000, a Takke cneayowme TepMuHbI C
COOTBETCTBYIOLMMUM OnpeaeneHnsiMn:

3.1 ycnyra: HenocpeACTBEHHOE B3aUMOOECUCTBME WUCMNONMHUTENS W NOTpedbutensa ycnyru, a Takke
COOCTBEHHBIE AENCTBUSA UCMNOSTHATENS, HANPaBNeHHbIE HA YOOBNETBOPEHNE COOTBETCTBYIOLWEN NOTPEOHOCTH
noTpeburtens.

3.2 ycnyra cBAA3U: Ycnyra, sakntovatollascs B npneme, obpaboTke, XxpaHeHUN, nepegade U JocTaBKe
cOOOLEHNA 3NEeKTPOCBA3M U NOYTOBLIX OTMNPaBNEeHUNA.

3.3 noTpebuTtenb ycnyr cBA3n: Punsnyeckoe v opuandeckoe nNuLo, nony4varllee, 3akasbiatoLLee
MU UMetoLLIee HaMepeHUe NoNy4YnTb UMK 3akasaTb YCIyry CBA3M AN COOCTBEHHbIX HYX/.

3.4 ob6cnyxuBaHue: [leaTenbHOCTb UCMOMHUTENSA, OCYLLIeCTBIAeMas Npy HenocpeACTBEHHOM KOHTaK-
Te c noTpedbutenem Ana peLueHus npobnem, BO3HMUKaoLWMX NPpUY NpeaocTaBeHUM YCAyri.

3.5 uHcTtannauua [yctaHoBKal]: NpoBegeHne HeODXOOAUMBIX MOHTaXXHBIX U APYrUX NOArOoTOBUTESb-
HbIX paboT, NpealecTBYIOLNUX BBEAEHUIO 0DOPYAOBAHUS B 3KCNyaTaLuto.

4 CucteMa MeHeO)XMeHTa KayecTBa

4.1 OOLwune TpeboBaHUA

Opranusaunsa gokHa paspaboTaTb, 3a40KyMeHTUpOBaTb, BHEAPUTb U NoagepmBaTb B paboyem
COCTOSAAHUN CUCTEMY MEHEP)KMEHTa Ka4ecTBa, MOCTOAHHO yNydllaTh ee pe3ynbTaTUBHOCTb B COOTBETCTBUN G
TpeboBaHNAMW HACTOSALLEro cTaHaapTa.

OpraHnsaums QoJKHa:

a) onpeaenatb npouecckl, HeobXxoaumble ANst CUCTEMbI MEHEA)KMEHTA Ka4yeCcTBa, N UX MPUMEHEHNE BO
BCeu opraHusauum (1.2);

b) onpenenaTb nocnegoBaTenbHOCTL U B3aMMOAENCTBUE 3TUX NPOLLECCOB;

c) onpeaensATb KOUTEPUM U MeToabl, Heobxoanmble Ans obecnevyeHnsa pe3ynbTaTUBHOCTU KAk NPW OCy-
LLIeCTBNEHNIN, TaK U NpW ynpaBneHnn 3TUMU NpoLeccamMu;

d) obecneumBaTb HanU4ne pPecypcoB U MHPoOPMaLUK, HeEODXOAUMLIX ANA NoAAePXKN 3TUX NPOLLECCOB
N X MOHUTOPUHIa;

e) OCYLWEeCTBNATb MOHUTOPWUHT, U3MEPEHNE N aHaNn3 3TUX NPOLLECCOB;

f) npuHMMaTb Mepbl, HeobxognMble ONs JOCTKEHUS 3annaHNPOBaHHbIX Pe3ySbTaTOB U MOCTOAHHOIO
YNy4LLleHUsa 3TUX NPOLLeCCOoB.

OpraHunsayuus JODKHA OCYLLIECTBNATb MEHEIPKMEHT 3TUX NPOL,eCCOB B COOTBETCTBUM € TpeboBaHNAMN
HacTosALEero ctaHgapTa.

[TpumevyaHwmns

1 — B ynomMsiHyTbl€ BblLLE NMPOLUECCHI, HEObXoANMbIE ANl CUCTEMbI MEHEKMEHTA KAYECTBA, O KOTOPLIX peYb Wna
BblLLE, PEKOMEHAYETCSH BKNOHYATh B NPOLUECCHI YNPaBlIEHYECKON AEATENBHOCTN PYKOBOACTBA, 0becneveHns pecypca-
MW, MPOLECCHI XKU3HEHHOIO LUMKNAa NPOoAYKUNN M UBMEPEHUS, aHanNM3a n yny4dlleHus.

2 — [Npouyecc, nepegaHHbI CTOPOHHEN OpraHm3aunmn, onpeaensaeTcs Kak HeobXoanMbIn Ans CUCTEMblI MEHE K-
MEHTa KavyeCcTBa opraHmn3auum, HO BbINMONHAEMbIN BHELLHEWN OTA HEE CTOPOHOMWN.

3 — Ha BbIbOp TMNa u cywHOCTU MeToaa ynpasieHns NpoLeccom, nepegaHHbIM CTOPOHHEN opraHu3aunm, MoryT
BINUATb TaKne PakTopbl, Kak:

a) BO3MOXHOE€ BO3AEUCTBME NEPEOAHHOINO0 CTOPOHHUM OpraHm3auusiM npouecca Ha cnocobHOCTb OpraHmn3aunm
NOCTaBNATb NPOAYKLUWMIO, COOTBETCTBYIOLLYIO TPEOOBaAHUAM;

b) macwTtab yyactna B ynpasrneHmnn TaKMMm NpoLeccom;

C) BO3MOXHOCTb HEOBXOAMMOro yrpaBieHus Npu NpUMeHeHnn nyHkta 7 .4.

ObecneveHune ynpaBneHus npoLeccamm, nepegaHHbiM1 CTOPOHHUM OpraHu3aunam, He ocBoboXaaeT
opraHusaLuo OT OTBETCTBEHHOCTU 3a COOTBETCTBME BceM TpeboBaHUAM noTpebuTtenein, sakoHoaaTenb-
HbIM 1 APYrMM obsa3aTenbHbIM TpeboBaHNAM.

[FOCT P MCO 9001—2008, 4.1]
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4.2 TpeboBaHUA K AOKYMEHTaLUn

4.2.1 Obwme nonoxeHns

[okyMeHTauuna cMcTeMbl MEHe X KMEHTA KadecTBa A0 MKHA BKNoYaTb:

a) AOKYMeHTalnbHO opopMIeHHble 3as8BeHUs O NONUTUKE U Lenax B 0bnacTn KavecTBa;

D) pyKOBOACTBO NO KAYECTBY;

C) OOKYMEHTUpPOBaHHbIE NpoLeaypbl U 3anncu, Tpebyemble HaCTOALLMM CTAaHOAPTOM;

d) OOKYMeHThI, BKNoYad 3annucu, onpeaeneHHble opraHMsauuen kak Heobxogmmele e gna obecnede-
HUA 3P PEKTUBHOIO NNaHNPOBaHUA, OCYLLECTBNEHUA NMPOLLECCOB 1 yNpaBneHnsa UMK,

[TpumevyaHwmns

1 Tam, rge B HacTosAWEM CTaHOApTE BCTPeYaeTcsl TEPMUH « QOKYMEHTUPOBaAHHAA npoueaypa», 310 03Ha4YaeT, vTo
npoueaypa paspaborana, 4OKYyMeHTanbHO ohopmMmieHa, BHeAPEHA U NOAAEPXKNBAETCH B pabovem cocTossiHuK. OTaernb-
HbIW OOKYMEHT MOXET coaepXatb TpeboBaHns K ogHou nnu bonee npoueaypam. TpeboBaHne AOKYMEHTUPOBAHHOW
npoueaypbl MOXeT BbITb peann3oBaHo bonee Yem 0gHUM QOKYMEHTOM.

2 CTteneHb JOKYMEHTUPOBAHHOCTU CUCTEMbI MEHEKMEHTA Ka4vecTBa O4HON OpraHn3aumnm MOXeT OTNINYaTbCHA OT
OPYron B 3aBUCUMOCTMU OT:

a) pasmepa opraHusaumm n Buga 4esiTENbHOCTW;

b) CNOXHOCTU N B3aNMOAENCTBUSA NPOLECCOB;

C) KOMMETEHTHOCTM NepcoHana.

3 HokymeHTaymst MOXeT bbiTb B ntobon opme n Ha nobom HocuTene.

4.2.2 PykoBOACTBO MO Ka4YeCTBY

OpraHusauusa aomkHa paspadotaTtbh U NoAAepKUBaTh B pabovyeM COCTOAHUN PYKOBOACTBO MO KAYECTBY,
coaepxallee:

a) obnactb NpUMEHEHUs1 CUCTEMbI MEeHePKMEHTa KadyecTBa, BKNovas nogpobHoCcTn U 0bocHOBaHUE
NMoObIX UcKNoveHU (1.2);

D) AOKYMEHTUPOBAHHLIE NpoLleaypbl, paspaboTaHHbie AMs1 CUCTEMbI MEHEXKMEHTA Ka4vyecTBa, UMK
CCbIJTKM Ha HUX;

C) onucaHue B3auMMoOeUcTBUA NPOoLECCOB CUCTEMBI MEHE)KMEHTa KadecTBa.

4.2.3 YnpaeBneHue gokymeHTauunemn

[1OKYMEeHTblI CUCTEMBI MeHeKMeHTa KadecTBa O0IMKHBI yNpaBnAaTbCcs. 3anucn — cneyunanbHblA BUA
OOKYMEHTOB, 1 OHW AOKHbI YNIPaBNATbCA COrMacHo TpedoBaHUaM, npuseaeHHbIM B 4.2 .4.

[ns onpegeneHns HeoOXoAUMBIX CPeACTB ynpaBieHUa AoKHa ObITh paspaboTaHa AOKYMEHTUPOBAH-
Hada npoueaypa, npegycmaTtpusatoLlas:

a) oduymnansHoe ogobpeHne AOKYMEHTOB C TOYKN 3peHUS UX AOCTAaTOYHOCTU A0 X BbINYCKA;

b) aHanus 1 akTyanusayuio No Mepe HeobxogMMOCTU U NOBTOPHOE oduLIManbHoOe oaobpeHne OoKy-
MEHTOB;

c) obecneveHune naeHTUPUKALMN NUBMEHEHNI U CTaTyCca NepPecMoTpa AOKYMEHTOB,;

d) obecnevyeHne HaNMYNS COOTBETCTBYHIOLLMX BEPCUN AOKYMEHTOB B MECTaxX UX NPUMEHEHNS;

e) obecnevyeHne coxpaHeHUs1 AOKYMEHTOB YeTKUMU 1N NErko naeHTUdpnuumMpyemMbiMu;

f) obecneveHne naeHTUPUKALUN AOKYMEHTOB BHELLUHETO NMPOUCXOXKOEHUS, HEOOXoAUMbBIX ANS NNaHU-
pPOBaHUA U PYHKLUUOHUPOBAHNA CUCTEMBI MEHEIKMEHTA Ka4eCcTBa, U yrpaBleHUe UX PacChISTIKOU;

g) NpegoTBpalleHVe HenpeaAHaMepeHHOro UCnonb3oBaHNA yCcTapeBLUMX AOKYMEHTOB U NpUMeHeHue
COOTBETCTBYIOLLEN NOEHTUPUKALIN TAKUX AOKYMEHTOB, OCTaBMNEHHbIX ANS Kaknx-nmbo Leneu.

4.2.4 YnpasneHue 3anmcami

3anncuy BeayTca M ynpasnstoTca AN NnpeaocTaBNeHns CBMOETENLCTB COOTBETCTBUS TpeboBaHNAM K
pe3ynbTaTUBHOCTU PYHKLUMUOHNPOBAHUA CUCTEMBI MEHeDKMeHTa KayecTBa.

OpraHusauma OofmkHa yCTaHOBUTb OOKYMEHTUPOBAaHHYIO npoueaypy Ana onpeaeneHusa cpencTts
ynpaBneHus, TpebyeMbiX npu naeHTnuKaunum, XpaHeHnmn, 3alnuTe, BOCCTaHOBMNEHWUN, onpeaeneHnn CPOKOB
COXpaHeHUa N U3BATUM 3anuncen.

3anncu OOMKHbI OCTaBaTbCA YETKUMU, NErko MaeHTNnUmnpyemMmbiMi 1 BOCCTaHaBIMBaAEMbIMMU.

IMrOCT P NCO 9001—2008, 4 .2]
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5 OTBeTCTBEHHOCTb PYKOBOACTBA

5.1 O6A3aTenbcTBa pyKoBOACTBA

BriclLuee pyKoBOACTBO AOMKHO obecneunBaTb Hanuune CBUAETEeNbCTB NPUHATUA CBOUX 0BA3aTEeNbLCTB
Mo paspaboTke N BHEOAPEHUIO CUCTEMbI MEHeKMEHTa KadvecTBa, a TakkKe MNOCTOSIHHOMY YIYyYLUEHUIO ee
PEe3yNbTaTUBHOCTU NOCPEACTBOM:

a) QoBedeHUs 00 cBeAeHUs1 opraHn3aLnum BaXXHOCTU BbINMONHEHNS TpeboBaHNW NoTpebutenein, a Takke
3aKkoHoJaTeNnbHbIX U 0bA3aTeNnbHbIX TPebOBaAHUNA;

b) pa3paboTkn NONUTUKN B 0BNAcTU Ka4ecTBa;

c) obecneveHuns pazpaboTku Lienen B 061acTn KavuecTra;

d) npoBeaeHUs1 aHanM3a co CTOPOHbI PYKOBOACTBA;

e) obecnevyeHUss HeOBXOAUMBIMU pecypcamM.
[TOCT P KNCO 9001—2008, 5.1]

5.2 OpueHTaLuunsa Ha noTpeduTens

BbiclLee pykOBOACTBO AOIMKHO obecnevnBaTh onpegeneHme 1 BoinofiHeHUe TpeboBaHUU NoTpebuTe-
neuv aAng noBbllWeHNA UX yaoBreTBopeHHOCTU (7.2.118.2.1).
[TOCT P NCO 9001—2008, 5.2]

5.3 NMonutuka B o6nacTtu kavyecrea

Briclliee pyKOBOACTBO ACITKHO obecnevnBaTth, YTODbLI NONMUTUKA B 0ONAacTM KaYecTBa:

a) COOTBeTCTBOBaNa uendam opraHmsaunu;

b) BKMOYana 0b6A3aTeNbLCTBO COOTBETCTBOBATL TPEOOBAHUAM U NOCTOAHHO NOBLIWATL Pe3ynbTaTUB-
HOCTb CUCTEMbI MEHEXKMEHTA Ka4YecTBa;

C) co3gaBana OCHOBbI 4N NOCTAHOBKU U aHanmsa uenen B obnactn Ka4ecTBa;

d) Oblna aoBegeHa Ao cBeAeHUst nepcoHarna opraHmsaumm U NnoHATHa eMy;

e) dHaAJITN3NPOBalJlaCb Ha NOCTOAHHYHO NMPUTOAOHOCTD.
[FOCT P MCO 9001—2008, 5.3]

5.4 llnaHupoBaHue

5.4.1 LlennB obnactn kavyecTBa

Bricllee pyKOBOACTBO OpraHmsaun AoMKHO obecnevnBaTh, YTOOLI Llenn B 0b6nacTu KavecTBa, BKIHO-
yaga Te, KOTopble HeObXoaAMMbI AN BbINONMHEHWS TpeboBaHWA K npoaykumn [7.1], bl yCTaHOBMEHLI B COOT-
BETCTBYIOLMX nogpasaeneHnsx 1 Ha COOTBETCTBYOLWNX ee YpoBHSAX. Llenn B obnacTtn kadecTBa AOMKHBI
ObITb UBMEPUMBIMU U COrNMacyemMbIMM C MONUTUKOW B 0BNMacTu KavecTBa.

5.4.2 lNnaHnpoBaHue co3gaHngd, nogaepXaHnua 1 ynydleHna CUCTEMbl MEHEIKMEHTa KavecTBa

Bricllee pykoBOACTBO ACMKHO obecnevmBaThb:

a) NnaHupoBaHMe co3daHug, nogaep)XaHust U ynydleHUsa CUCTeMbl MeHeaXXMeHTa KadecTBa Ans
BLINONHEHWA TpedboBaHWUN, NpuBeaeHHbIX B 4.1, a Takke Ans AOCTUXKeHUS Lenen B obnactn Ka4ecTBa;

b) coxpaHeHWe UenoCTHOCTU CUCTEMBI MEHEKMEHTa kavyecTBa npu niaHMpoBaHUN M BHEAPEHNN B Hee
N3MEeHEHUN.

IFTOCT P NCO 9001—2008, 5.4}

[TnaHnpoBaHue aesaTenbHOCTU opraHMn3auum B obnacTn Ka4ecTBa AOIMKHO BKIHOYATh AONTOCPOYHOE U
KpaTKOCpO4YHOE NNaHupoBaHWe, HanpaBlieHHOe Ha MOBbILLEHWE KavecTBa U yOAOBNETBOPEHHOCTU NOTPebU-
Tens.

Takue nnaHbl 4OKHbI BKNHOYaTh:

a) BpeMeHHOW LNKIT;

6) obcnyxmBaHue noTpebutens;

B) oby4eHue;

[) CTOMMOCTD;

) obsizaTenbcTBa Mo NoCTaBKaMm;

e) HageXHOCTb NpoAyKUuN.

BblinonHeHWe nnaHoB AOIMKHO KOHTPONMMPOBATLCSH U AOITKHBI BECTUCH 3arncu.
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Bbicllee pykoBOACTBO AOC/TKHO JEMOHCTPUPOBATb CBOK aKTUBHYH NMPUYACTHOCTb K ACITOCPOYHOMY U
KpaTKOCPOYHOMY MNTaHUPOBAaHMIO KaYecTRa.

5.5 OTBeTCTBEHHOCTb, MONTHOMO4YXA U 0OMeH MHbopmaLuen

5.9.1 OTBETCTBEHHOCTb U MNOJTHOMOYUS

Briclliee pyKoBOACTBO AOMKHO obecnevnBaTth onpeaeneHnue U AoBeaeHWUe A0 CBeAeHUsA nepcoHana
opraHusaun oTBETCTBEHHOCTU U MOJTHOMOYNIA.

5.5.2 llpeacraBuTenb pykoBOACTBA

Bricllee pykOBOACTBO AO/MKHO HaszHavyuTb NpeacTaBUTENS U3 cOCTaBa PYKOBOACTBA opraHuMsauuuy,
KOTOPbIA HE3ABUCMMO OT APYrMX 0bA3aHHOCTEN AOMKEH HECTU OTBETCTBEHHOCTb M UMETbL NONTHOMOYNS, Pac-
NPOCTPpaHALWMecs Ha:

a) obecneveHune paspaboTkn, BHEAPEHUS U nogaepKaHusi B pabouem COCTOSIHUM NMPOoLEeCCOoB, Tpebye-
MbIX CUCTEMOWU MeHeXXMeHTa Ka4yeCcTBa;

b) NpeacTaBneHMe OTYETOB BhICLUEMY PYKOBOACTBY O PYHKLUUOHMPOBAHUU CUCTEMbI MEHEIKMEHTA
KayecTBa M HEODBXOAMMOCTU YNYULLEHNS;

C) COOeNCTBUE pacnpoCTpaHEeHUo NOHUMaHUA TpedboBaHNN NOTPEdUTENEN NO BCEN OpraHn3aLnui.

[ PUMEYAHWE — B oTBETCTBEHHOCTDb rnpeacraBntend pykoBoACTBa MOXET OblTb BKIHOYEHO rnogaepxraHmne
CBA3N C BHEWHUMW CTOPOHAaMMU 1O BONpoCaMm, KaCakwmnmCHA CNCTeMbl MEHEIXKMEHTA KaveCTBa.

5.5.3 BHyTpeHHUN 0OMeH MHopMaLneit
Briclwee pykoBOACTBO ACIHKHO obecnevnBaTth YyCTAaHOBMNEHUE B OpraHm3aLun COOTBETCTBYHOLNX MNPO-

LeccoB obMeHa UHGpopMaLuen, BKIYas MHGpOpPMaLMO, OTHOCSLWYHOCA K pe3ynbTaTUBHOCTUA CUCTEMBI
MeHeI)XMeHTa KadyecTBa.

[FOCT P UCO 9001—2008, 5.5]

OpraHusaumst JofmkHa paspaboTtaTb crnocobbl ¢BsI3U Angd MHQOPMUPOBAHUS BCEX 3aMHTEPECOBaHHbIX
nnu, o TpeboBaHMAX K NPOAYKTY U U3MEHEHUSIX TpeboBaHWA.

5.6 AHanu3 co CTOPOHbLI pYKOBOACTBA

5.6.1 Obwume nonoxeHuns

Bbicllee pykoBOACTBO AOITKHO aHanM3npoBaTh Yepes 3aniaHupoBaHHbIe UHTepBarbl BpeMeHU CUCTE-
MY MeHePKMEeHTa KayecTBa opraHusaLnm ¢ Lensio obecnevyeHns ee NOCTOSAHHOW NMPUroaHoCTU, A0CTaTOM-
HOCTU N pPe3ynNbTaTUBHOCTU. IJTOT aHanu3 OO0JKeH BKNoYaTb OUEHKY BO3MOXHOCTEW YNydlleHUn W
NoTPedbHOCTU B UBMEHEHUSIX B CUCTEME MEeHeIKMEeHTa KavyecTBa opraHmsaunn, B TOM YMChe B NOSIUTUKE U
Lenax B obnacTtun kadecTBa.

3annucn ob aHanunse co CTOPOHbI PYKOBOACTBA AOKHbI NoAAepXXUBATLCA B pabovem cocTosdAHnn (4.2.4).

5.6.2 BxoaHble aaHHLIE ANA aHanNM3a

BxogHble gaHHble ANS aHanM3a cOo CTOPOHblI PYKOBOACTBA AOIMKHBLI BKMOYATh crneaylolyo UHEOP-

) pesynbTaTbl ayauToB (NPOBEPOK);
) 0BpaTHyo CBSA3b OT NOTPebuteneun;
C) PYHKUUMOHUPOBaHME NPOLIECCOB U COOTBETCTBME NPOAYKLINN;
) cTaTyc npeaynpexaaroLnx U KOppeKkTUPYIoLWMX AeUCTBUN;
) nocneayloLline 4eUCTBUA, BblTeKatolwue U3 npeablayLnx aHannmsoB co CTOPOHbI PYKOBOACTBA;
f) nameHeHUa, KOTOpble MOMMKX Obl NOBNUATL HA CUCTEMY MEHEXKMEHTAa Ka4yecTBa;
g) pekomMeHOaUUM NO yNydLlIeHUo.
5.6.3 BbIxogHble oaHHbIE aHaNM3a
BrixogHble gaHHble aHanmsa co CTOPOHbI PYKOBOACTBA AO/IKHbI BKTOYaTb BCe PeLleHna 1 JeUCTBUA,
OTHOCSILLMECH K:
a) NOBbILWLEHWUIO pe3ynbTaTUBHOCTU CUCTEMbI MEHEPKMEHTA Ka4ecTBa U ee NPoLeCCOB;
D) ynydleHUo NpoayKLUMM MO OTHOLLEHUIO K TpeboBaHUAM NoTpebutenen;

C) NoTpebHOCTU B pecypcax.
[TOCT P MNCO 9001—2008, 5.6]
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6 MeHeaXMeHT pecypcoB

6.1 ObecneyeHune pecypcamm

OpraHusaunsa gomkHa onpegennTb n obecnevynBaTh pecypchbl, Tpebyemble ANs:
a) BHeapeHUs U noggepxaHusa B paboyemMm COCTOAHUN CUCTEMbl MEHeKMeHTa KadecTBa, a TakkKe
MOCTOSAHHOIO NOBLILLEHNS ee pe3yNbTaTUBHOCTU;

b) NOBbILIEHUA YAOBNETBOPEHHOCTU NOTpebutenen nyTem BbiNONMHEHUS UX TpeboBaHUN.
[FTOCT P NCO 9001—2008, 6.1]

6.2 HYenoBeuyeckue pecypchl

6.2.1 Obwme NonoxKeHus
[TepcoHan, BLINOMHALWMIA paboTy, BMUSIOLWYIO HA COOTBETCTBUE NPOAYKLUUK TpeboBaHUAM, O0ITKEH
ObITb KOMMETEHTHLIM B COOTBETCTBMU C NONYyYEHHBIM 0Opa3oBaHUEM, NOATOTOBKOW, HABbIKAMW U OMbITOM.

[TpwnmeyaHune— HacoorBeTcTBME NpoayKUMK TPeOOBaAHUSM MPSMO UMM KOCBEHHO MOXET BNUATb NepcoHan,
BbIMOMHAOLWMN N0OYI0 paboTy B pamMKax CUCTEMbI MEHEA)KMEHTA KavecTBa.

6.2.2 KOMNEeTeHTHOCTb, NOAroTOBKA M OCBEAOMIMEHHOCTb

OpraHnsaums QoJKHa:

a) onpenensaTb HEOOHXOANMYIO KOMNETEHTHOCTL NepcoHana, BbINMoNHAKLEro pabdboTy, KOTopas BNUAET
Ha Ka4eCcTBO NPOAYKLNN;

b) obecneumBaTb NOArOTOBKY UMK NpeanpuHUMaTh Apyrme AenNCcTBUSA C LUenbio YAOBNETBOPEHUS 3TUX
noTpebHocTen, roe NPUMEeHNMO;

c) obecneumBaTb AOCTMXKEHMNE HEODXOANMOWN KOMMETEHTHOCTMU;

d) obecneumBaTb OCBEAOMIEHHOCTb CBOErO nepcoHana ob akTyanbHOCTU N BaXXHOCTU €ro AesATeNb-
HOCTU U BKNage B AOCTUXKeHue uenen B obnacTu kadyecTBa;

e) nogaepxmeaTtb B paboydemMm COCTOSAHUN COOTBETCTBYHOLWLME 3anncu ob obpasoBaHUKU, NOATOTOBKE,
HaBblkax nonbite (4.2.4).

[FOCT P CO 9001—2008, 6.2]

OpraHusauunsa aomkHa obecnevmBaTth NpoLece nnaHUpoBaHUSA, NPOBEAEHUSA U PA3BUTUA BHYTPEHHEro
00y4veHUs.

[TepcoHan, BeINONHALWNXNA paboTy, BNUAOLLYIC HA COOTBETCTBUE NpoayKkumn TpedboBaHUAM, BKIOYas
YyNpaBnsiloWmMA nepcoHan, gomkeH ObiTb 0bydyeH B obnact pyHOaMeHTanbHOM KOHUEMNUUU ynydlleHUs
Ka4vecTBa, pelleHusi npobnem 1 yaoBneTBOPEHMS 3aKas4ynKa.

OpraHusayna gormkHa npearnoXXnTb COOTBETCTBYIOLWLEMY NepcoHany nsydaTtb cTaTUCTUYeCcKMe MeToabl,
BO3MOXXHOCTU HOBBLIX MPOLIECCOB, METOAbI NPOBEAEHUS CTAaTUCTUYECKUX UCMNbITaHUN, COopa naHannsa gaHHbIX,
BbISIBNEHUS U aHanM3a npobnem, NNaHUpoBaHUA KOPPEKTUPYIOLLMX U NpeaynpeXxaaLlmnx 4eUCTBUN.

6.3 UHdpacTpyKTypa

OpraHusauuss OofiKHa onpegensartb, obecrnednMBatb M nNoggep)XumBatb B padbodyem COCTOSHUU
MHPPACTPYKTYPY, HEODX0ANMYHO ANl AOCTUXKEHWNSI COOTBETCTBUS TpeboBaHMAM K npoaykuun. MHdppacTpyk-
Typa MOXET BKNoYaTb, eCni NpPUMEeHUMO:

a) 3aaHus, paboyee NPOCTPaHCTBO U CBA3AHHbIE C HAM cpeacTBa TpyAaa;

b) obopyaoBaHMe ANgA NPOLECCOB (Kak TEXHUYECKUE, TaK M NporpaMmmMHbie CpeCcTBa);

c) cnyxbbl obecneveHns (Takme Kak TpaHCNopPT, CBA3b UMM MHAOPMAaLMOHHBIE CUCTEMBI).
[FTOCT P UNCO 9001—2008, 6.3]

6.4 lNpousBoacTBeHHad cpeaa

OpraHnsauma AomkHa co3aaBaTth NPOU3BOACTBEHHYIO cpeay, HeobXxoanmyto Ana AoCTMXKEHNS COOTBET-
CTBUA TpeboBaHNAM K MPOAYKLUMN, U yNpaBnsATb eto.

[TpumedyaHune— TepMuH «NPON3BOACTBEHHAS cpeaa» OTHOCUTCS K YCITOBUSIM, B KOTOPbIX BbINOMHAETCH pa-

boTa, BKtovas puandeckmne, 3Konormyeckne n apyrmne pakropbl (Takme Kak Wym, Temneparypa, BNaXXHOCTb, OCBELLEH-
HOCTb UMW NOrOAHbIE YCIOBUSA).

[FOCT P CO 9001—2008, 6.4]
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OpraHusaLuus gomkHa obecnednTs GesonacHble yernoBUa Tpyada ANd nepcoHana u npeanpuHumMaTh CoOoT-
BETCTBYIOLIME Mepbl ANA NpeaoTBpaLlleHns HecqacTHbIX cryvyaeB U yllepba 340poBbio NyTEM CoKpallieHUS
haKTOPOB ONACHOCTU, XapaKTepHbIX ANS NPON3BOACTBEHHON cpebl.

7 Tlpouecchbl XXU3HEHHOro UMKna npoayKuun

7.1 TlnaHupoBaHUe NpoLeccoB XU3HEHHOIO UUKNa npoAayKuun

OpraHusauua gomkHa nnaHMpoBaTh U paspabaTbiBaTbh Npouecchl, Heobxoaumele anst obecnevyeHUs
XXWU3HEHHOTO uukna npoaykunu. lNnaHmpoBaHUe npoLeccoB XXU3HEHHOTo LuKNia npoayKunn A0MKHO ObITh
cornacoBaHo ¢ TpeboBaHMAMU K APYTMM NpoLeccamMm CUCTeMbl MeHeKMeHTa KadecTBa (4.1).

[1py NNaHnMpoBaHUM NPOLLECCOB XM3HEHHOTO LKA NpoayKU MM opraHmsauna 401KHa YCTaHOBUTL, eCNn
3TO NPUMEHUMO U HEODXOAUMO:

a) uenunBobnacTtukadecTsa n TpeboBaHUA K NPOAYKLINN;

D) NoTpebHOCTL B paspaboTke NpoLLeCcCoB, AOKYMEHTOB, a Takke B obecnevyeHnn pecypcamm anst KoH-
KpeTHOW npoayKunu;

C) Heobxoaumyto AeATeNbHOCTL Mo BepudunKkaLum v Banmaaumnm, MOHUTOPUHTY, U3MEPEHUIO, KOHTPOMIO
M UCTIbITAHMAM A9 KOHKPETHOU NPpoayKLUWK, a TakKe KpUTepumn NprUeMkm NnpoayKUuni;

d) sanucu, Heobxoaumble ana cbecnevyeHUsa cBMOETENbLCTBA TOrO, YTO NPOLECChl )XKU3HEHHOTo LMKNa
NPOoAYKLUMU N NPOAYKUNA COOTBETCTBYIOT TpeboBaHUAM (4.2.4).

PesynbTaT 3TOroc nnaHnpoBaHUa AOKeH ObiTh npeacTtaBneH B popMe, COOTBETCTBYOLLEN NMPpaKTUKe
opraHusaumu.

[TpyumMmevyaHNH

1 HOKYMEHT, onpeaensowmm npouecchbl CACTEMbl MEHEKMEHTA KaveCTBa (BKITIO4Yas NpPoLUeCcChl XXKU3HEHHOIO LIMK-
na npoaykumuun) mn pecypcbl, KOTopble NPEACTONT MPUMEHSATL K KOHKPETHOM NPOAYKUNN, MPOEKTY UNKN KOHTPAKTY, MOXET
paccMaTpuUBaTbCH KakK NiaH KavecTsa.

2 [lpn paspaboTke NpoUeccoB XU3HEHHOIO LMKNA NPOAYKUMK OpraHn3aumns MOXeT TakKkKe NPUMEHsTb TpeboBa-
H1A 7. 3.

[FOCT P CO 9001—2008, 7.1]

[TnaHnpoBaHUe TecTUpoBaHWUS. TecT-NMnaHbl OOMMKHBI ObITb 3aJ0KYMEHTUPOBAaHLI U pe3ynbTaTtbl MX
BbINOTHEHWUS NpeAcTaBeHbl B oT4eTax. HacToTa TecTupoBaHna AgosmkHa ObITh onpeaeneHa n A0KYMeEHTanbHo
odpopmMneHa.

[TnaHbl TeCTUpOBaHUS NPEANOYTUTENLHO AOITKHBI BKITHOYATD!

a) obnacTb TECTUPOBAHUA (T.€. 3NIEMEHT TECTUPOBAHUA, OCODEHHOCTU);

6) TWUNBI TECTOB, KOTOPbLIE BYAYT MCNOMb30BaHbI ((PYHKUMOHATBbHLIE, BpEMEHHLIE FPaHULLbI);

B) TeCTUpoOBaHUe 3allnTbl OKpyXKatoLllen cpeabi;

r) 30HY AeUCTBUA TECTUPOBAHUSA;

0) oXumaaemble pesynbTaThl;

e) Habop TecToB, 0BCTOATENLCTBA TECTUPOBAHUS (BXOAHbIE U BLIXOAHLIE AaHHbIE, KPUTEPUN TECTUPOBA-
HUST) U QOKYMEHTUPOBaHHLIE Nnpoueaypbl TECTUPOBAHUS;

XK) MCNOJSIb30BaHME BHELLHEro TeCTUPOBaHUS.

Pe3ynbTaTtbl TECTUPOBAHUA O0MKHBI aHANM3UPOBaTLCA € Lienbio naeHTudukaunm odbnactmn npobnemei.

7.2 lMpouecchbl, cBA3aHHbIE C NOTpeOUTENAMI

7.2.1 OnpegeneHne TpedoBaHUN, OTHOCALLIMXCA K NPOoAYKLNN

a) TpeboBaHUA, yCTAHOBMNEHHbIE NOTPEDBUTENAMU, BKNoUad TpeboBaHMS K NOCTABKE N AEATENTbHOCTH
nocne NoOCTaBKU;

b) TpeboBaHWUA, He onpeaeneHHble NOTpedbuTenem, Ho HeobXxoauMbIE ANSI KOHKPETHOTC UNK Npeanona-
raemMoro NCnosb3oBaHUd, Korga oHO U3BECTHO;

C) 3aKoHoOaTelbHble U aApyrue obsazaTenbHble TPeboBaHUA, NPUMEHUMBIE K MPOAYKLNN;

d) nobble gononHUTENLHLIE TPEOOBaHUSA, paccMaTpPUBAEMbIE OpraHusaumen Kak Heodbxoaumele.

[TpunmeyaHune—[earenbHOCTb NOCNE MOCTABKM MOXET BKITIOYATb, HANPUMEP, MEPONMPUATUSA MO rapaHTUNHO-
MYy 0DecnevyeHuto, KOHTPaKTHbIM 00s3aTenbCTBaM, TAKUM KaK YCIYr MO TEXHUYECKOMY OBCNYXMBAHUIO, N TaKMe A0NOI-
HUTENbHbIE YCNYIY KaK YTUIN3aUnUs UM NONHOE YHUYTOXEHNE.

[FOCT P CO 9001—2008, 7.2.1]
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OpraHusauua AoKHa onpeaenuTb U NogaepXmBaTh B pabodyeM CoCTOAHNM NOPAa0oK BbIBOAA Ha PIHOK
HOBBIX NPOOYKTOB.

[TpnmeyaHune—Illporpamma BbiIBOAA HA PbIHOK HOBOrO NMpoayKra NpeanoyTUTENbHO JOIKHA coaepXKaTb
BbIMONTHEHME TaknX paboT Kak: MPOrHO3NpoOBaHUE Ka4ecTBa U HAAEXKHOCTH, 0byveHne NpoaaBUOB U 00CNY>XMBAIOLWETO
nepcoHana, oueHKy NpoayKTa nocne ero npeacTaBneHuns.

7.2.2 AHann3 TpedboBaHNN, OTHOCALLIMXCA K NpoayKL N

OpraHusaunst 4omKHa aHanM3npoBaTh TpeboBaHUSA, OTHOCALWMECS K MPOAYKUMN. TOT aHanmna AomkeH
MPOBOANTLCA A0 NMPUHATUS opraHu3aunen obsizatenbcTBa NOCTaBNATb NPOAYKUMIO MOTpebutento (Hanpm-
Mep, 4O y4acTusl B TeHaepax, NPUHATUS KOHTPaKTOB UMK 3aKa3oB, MPUHATUS UBMEHEHWIA K KOHTPpaKTamM Unm
3aKasaMm) 1M goJmkeH obecneymBaTh:

a) onpegeneHune TpedboBaHUU K NPOAYKLNN;

b) cornacoBaHme TpeboBaHUN KOHTPAaKTa UM 3aKasa, OTNNYaroLLKUXCS OT paHee chopMyNUPOBaHHbIX;

C) CMOCODHOCTb OpraHuU3aL Ky BbIMOMHATL onpeaeneHHble TpeboBaHUS.

[FOCT P CO 9001—2008, 7.2.2]

Kpome Toro, aHanna KoHTpakTa A0MMKeH BKoYaTh!

- aHanu3 NNaHUpPOBaHUS MPUEMKU NPOAYKTA;

- aHanu3 BO3MOXHOCTEN pacCMOTpeHus Npobnemel, 0OHapYy>XeHHON NOCNe NPUEMKM NPOAYKTa, BKITHoYad
Xanoby n nck notpebutens;

- aHanu3 OTBETCTBEHHOCTU 3a yCTpaHeHne U/Mnu Koppekuno HeCOOTBETCTBUN B TeYEHME nepuoaa noa-
OEPXKU NpOoayKTa, OrOBOPEHHOI0 KOHTPAaKTOM.

3anncuy pe3ynbTaToB aHannaa n nocneayrLlmx Ae NICTBUNA, BITEKAOLWMX U3 aHann3a, AOMKHbI noaaep-
XUBaTbCA B pabouem cocTosiHun (4.2.4).

Ecnu noTpedbutenn He BbIABUratoT JOKYMEHTUPOBAHHLIX TpeboBaHWA, opraHnsauns oMKHa noaTeep-
OUTb NX Y NOTPEDbUTENS A0 NPUHSATUSA K UCTTIONHEHNIO.

Ecnu TpeboBaHUsA K NpoayKLUN M3MEHEHBI, opraHusauusa aoimkHa obecnevunTsb, YTOObl COOTBETCTBYHO-
LLine OOKYMEHThI ObINM UCNpaBneHbl, a 3anHTepecoBaHHbIA nepcoHarn Obin NocTaBneH B U3BECTHOCTb 00
N3MEHUBLUNXCA TpeboBaHUAX.

[TpunmeyaHun e —B HEKOTOPbIX CUTYALMUAX, TAKUX KaK NPOAaXK, OCyLLeCcTBNseMble Yepe3 VIHTepHEeT, nNpakTu-
YeCKu HelenecoobpasHo NPoBOAUTL ouumanbHbIi aHaNM3 KaXaoro 3akasa. BMecTo 3Toro aHanmna MOoXeT pacnpocTpa-

HATbCH Ha COOTBETCTBYHILL YO HHd)OpMElLI,MfO O NMpPO4AYKUUN, TaKYH) KaK KaTallolr'n WJin peKkriaMHble MaTtepunalibl.

7.2.3 CBsi3b c noTpebutenamm

OpraHnsauunsa gofmkHa onpeaensTb U ocyLlecTBNSATbL 3 PeKTUBHbIE Mepbl Mo NOAAEePKaHNIO CBA3MN C
noTpebutensamun, kKacaroLmecs:

a) MHopMaLnn o NpoaAyKUNN;

L) NpoxoXxaeHus 3anPOCOB, KOHTPAaKTa UMK 3aKasa, BKNovas nonpaBkuy;

c) obpaTHON CBSA3M OT NoTpebuTenen, BkNoUvas Xxanoodwl notpedutenen.

[FTOCT PNCO 9001—2008,7.2.2,7.2.3]

7.2.4 ObcnyxnsaHume

OpraHusauuna gomkHa obecnevmBaTh NogaepPKKy noTpeduTento Ans peleHnsa npodbnem, BO3HUKAaOLLMX
Mnpwy aKkcnnyaTauum npoaykra/npeaoctaBneHnn yenyri.

Ons obecneveHnsa adbdpekTUBHOrO OBCNYXXUBAHUA OpraHM3aumsl AoIMKHa noaaepXuBaTbh KOHTAKT C
noTpedbuTenem ¢ UCnonb3oBaHNUEM HEODXOAMMBIX MHCTPYMEHTOB, METOAOB, PECYPCOB, a TakkKe obyveHus.
OpraHusaunsa gormkHa obecnevmBaTb HAOOP YCNyr N pecypcoB ANs N0A4EPKKU BOCCTaHOBMNEHUS B Clnyvae aBa-
PUAHOWU CUTYaL M.

OpraHusaunsa gonkHa ycTaHOBUTE NPUOPUTETEI ODCNYXKUBaHUA, onpegensiolme ObICTPOTY peaKkumm
nepcoHana Ha BO3HMKaloWwKne npobnemsbl, B 3aBUCMMOCTU OT CTENEHN cepbe3HoCcTM npobnem. OpraHusauus
COBMECTHO C NoTpebutenem AormkHa onpeaensitb CTeneHb Cepbe3HOoCTM Npodbnemsl NPy ee BO3HUKHOBEHWUN.

Heobxoanmo onpeaennts nopagok MHGpOPMUPOBaHNA BCexX NoTpebutenen, 3aTpoHYTbIX BO3HUKLLEN
npobnemMon, N NopsaaoK ackanaunm npobnemsl AnNs ee peLlleHus.

Heobxoanmo yCTaHOBUTL B3aUMOCBSI3b MeXAy pelueHnemM npobnemsbl 1 nocneaylowmmmMmm 4eUCTBUAMM NO
npeaynpexgeHnto sadouKCUpoBaHHOM Npobnemsi.
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Ecnunoprannsauunsa 3aHMMaeTCs BbINONHEeHMeM paboT No MHCTaNMAaAUMn, To oHa JOMKHa onpeaesinTb Npo-
Llecc MHCTannaumn, Heobxoanmele pecypcl, MHbopMaLnio, paspadoTaTb U nogaepKnBaTb B pabouem cocTo-
AHUW NNaH UHCTaNNAUMK, OKYMEHTUPOBAaTb pe3yfibTaTbl UHCTaNNALUN.

7.3 lNpoekTupoBaHue N paspadboTka

7.3.1 OpraHmnsauns gofmkHa nnaHnMpoBaTh M YNPaBisTb NPOEKTUPOBAHUEM U pa3paboTKoM NPOaYKLUN.

B xoge nnaHnpoBaHUA NPOEKTUPOBaHUSA N pa3paboTKu opraHnsauus gomkHa yctaHaBnmBaThb:

a) cTagun NpoeKTUPOBaHUA 1 pas3padboTKuy;

b) npoBeaeHUe aHanunsa, BepugnkaLno nBanmaaLne, COOTBETCTBYHOLLNX KAXKA0W cTaanmn NpOeKTUpo-
BaHUA N pa3paboTKu;

C) OTBETCTBEHHOCTb U NONTHOMOYMS B 0ONACTUN NPOEKTUPOBAHNA N pa3paboTKu.

OpraHusauust 4omkHa ynpaBnisaTb B3aUMMOAENCTBUEM PA3NTMYHbIX FPYMN, 3aHATbIX NPOEKTUPOBaAHNEM U
pa3paboTKon, ¢ Lenbio obecneveHns ahdekTUBHON CBA3N M YETKOro pacnpeaeneHns OTBeTCTBEHHOCTMH.

PesynbTaTbl NIaHUPOBAHUS ACMKHbI aKTYann3npoBaTbLCH, €CNKU 3TO HEOBXOAUMO, NO Xo4y NPOEKTUPOo-
BaHUA 1 pa3paboTKn.

[1TpunmeyaHun e — AHanuns, Bepudukaums n Banngaunsi NPoOeKTUPOBaHUSA N pa3paboTKU UMEIOT pasHbie Lienm.
OHKM MOryT NPOBOANTBLCS U 3anNMcu NO HUM MOIYT BECTUCH KaK OTAENbHO, TaK U B NOObLIX coOMeTaHnsaX, NOAXoaALWMX Ans

NPOAYKLMN N OpraHmn3auun.

7.3.2 BxogaHble gaHHble AN NPOeKTUPOBaHUS U pa3padboTKu

BxoaHble AaHHble, OTHOCALLMECSH K TPEBOBaHUSAM K MPOAYKUWX, AOIKHBI ObITh onpeaeneHsl, a 3anncu
OOIMKHbI NogaepKmMBaTbesl B pabovem coctosiHin (4.2.4).

BxoaHble gaHHble A0MKHbI BKNHOYaTh:

a) yHKUNOHAaMNbHbIE U 3KCNNyaTauuoHHble TpeboBaHUS;

L) COOTBETCTBYHOLLME 3aKoHOAATENbHLIE U ApYyrne obsasaTebHble TpeboBaHUS;

C) Tam,rae 3to BO3MOXHO, MHOpMAaLUIO, B3SITYIO M3 NpeablayLnX aHanorMuHbIX NPOEKTOB;

d) apyrue TpeboBaHuNA, BaXKHbIE ANs1 NPOEKTUPOBAHUS U paspaboTKu.

BxoaHble AaHHble 40TKHBI aHaNMM3npPoBaTbCA HA AOCTAaTOYMHOCTL. TpeboBaHUA AOMKHbI ObITb NOMHBIMU,

HEABYCMbBICITEHHBIMW N HETNMPOTUBOPEHUBBIMIA.
[FOCT P MCO 9001—2008, 7.3.1,7.3.2]

OpraHusauua gomkHa paspaboTtaTth M NoaaepXXuBaTh B padboueM COCTOAHUM MeTOoAbl 3anpoca U UCNOob-
30BaHNA BXOAHbLIX MPOEKTHbIX AaHHbLIX NPpY POPMUPOBAHNN HOBLIX N NepecMoTpe CYLLeCTBYIOWMX TpeboBa-
HAW K NPOAYKTY.

7.3.3 BbixogHble AaHHbIE NPOEKTUPOBAHUSA U pa3padboTKA

BbixoaHble AaHHbIE NPOEKTUPOBaHUS U pa3padoTKn A0MKHBI ObITh NpeacTaBneHbl B hopme, noaxoas-
e Anga npoeaeHna seprudmnkaumm oTHOCUTENBHO BXOAHLIX TPEeOOBaHMIN K NPOEKTUPOBAaHUIO N pa3paboT-
Ke, a TakXe A0MKHbI ObITh opmLManbHO 0a40bpeHbl A0 X MocneayoLlero UCNoNbL3oBaHUS.

BbIxoagHble AaHHbIE NPOEKTUPOBAHUA U pa3paboTKWN AOMKHbI:

a) COOTBETCTBOBAaTb BXOAHLIM TpebOBaHMAM K NPOEKTUPOBAHUIO N pa3paboTke;

b) obecne4ynBaTb COOTBETCTBYIOLWEN MHOPMALMEN NO 3aKyNKaM, MPOU3BOACTBY N OOCNYXUBAHUIO;

C) coaepXxaTb KpUTepun NprUeMKm npoayKLMmM U1 CCbINKA Ha HUX;

d) onpenensaTb XapakTepUCcTUKN NPoAyKUWUU, CYLLECTBEHHLIE ANA ee 0e30MnacHoOro U npaBUbHOrO
MCNONb30BaHUS.

[TpnumeyaHune—Wudbopmaums N0 NPOU3BOACTBY U ODCNYKUBAHUIO MOXET BKMOYATb AAHHbIE NO COXpaHe-
HUIO NPOAYKUNW.

[FOCT P MCO 9001—2008, 7.3.3]

BixoaHble AaHHbIE NPOEKTUPOBaHUA 0BCNYXMBAHUA ACITDKHBI coagepXaTb NONHbIE N YeTKne opMynu-
POBKW NpeaocTaBNAeMoro obCcnyxmBaHus.

BuixoaHble gaHHbIE NPOEKTUPOBAHUSA ODCTYXXKUBAHUA AOITKHBI BKIHOYATD!

a) npoueaypy npegoctaBneHnsa obcnyXXmuBaHus;

0) TpeboBaHUs K pecypcam U npogeccrnoHanbHON NOArOTOBKE;

B) TpeboBaHUA Kcybnoapsaavmkam;

) XapakTepUcTUKKU 0BCNyXMBaHUA, MPUHATBLIE ANS OLUEHKN noTpebutenem;

0) cTaHAapTbl COOTBETCTBUSA AN KAXOA0N XapaKTepUCTUKN ODCNY>KNBaHUS.
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7.3.4 AHanua npoekTa u paspaboTKu

Ha COOTBETCTBYOLWUX CTaAUAX AOIKEH NPOBOANUTLCA CUCTEMAaTUIECKUNA aHaNN3 NpoekTa U paspaboTku
B COOTBETCTBUN C 3anaHUPOBaHHLIMU MepPOonpUATUAMA (7.3.1) C Lenbo:

a) OLEeHMBAHWA CNOCODHOCTU pe3yNnbTaToB NMPOEKTUPOBAHUSA U Pa3paboTKM yAOBNETBOPSATL TPpeboBa-
HUAM;

b) BbIABNEHUS NMOOLIX Npobnem n BHeceHUs1 NpeanioXeHnid no HeobxoaUMbIM ACUCTBUSIM.

B cocTaB y4acTHMUKOB TaKoro aHanmsa O0JKHbI BKNIOYaTbCA NpeacTtaButTenu noapasgeneHnn, MUMeto-
LLIMX OTHOLLEHUE K aHann3npyemMoun(biM) ctagun(am) NpoeKTUpoBaHUA 1 paspaboTkM. 3annucm pesynbTaToB
aHanmsa n Bcex HeobXoaUMbIX AeUCTBUN AOIMKHBI NoAAepKMBaTbCH B paboyem cocTosdAHun (4.2.4).

7.3.5 Bepudukauunsa npoekTta n paspaboTku

Bepudpukaumna AomkHa OCYLUEeCTBNATLCA B COOTBETCTBUM C 3anfaHUPOBaHHLIMUA MepOonpUATUA-
MK (7.3.1), 4TODBI yOOCTOBEPUTLCS, UTO BbIXCAHLIE AaHHbLIE NPOEKTUPOBAHNUA U pa3paboTKN COOTBETCTBYIOT
BXOQHLIM TpeboBaHUAM. 3annucu pesynbTaToB Bepudnkaunm n Bcex HeobxoanmblX AeUCTBUIN OOTTKHbI MOA-
OepXxneaTbce B pabouem coctosiHun (4.2.4).

7.3.6 Banugauwusi npoekrta 1 paspaboTku

Banunaauyus npoekra n paspaboTki A0oMKHa OCYLLECTBNATLCH B COOTBETCTBUM C 3anfaHUPOBaHHbIMU
MeponpuaTusamMn (7.3.1), YTobbl yIOCTOBEPUTBLCH, YTO NONyYeHHasd B pe3ynbTaTe NPoAYKUNA COOTBETCTBYET
TpeboBaHUAM K YCTAHOBMEHHOMY UMW NpeanonaraeMomMy UCMonb30BaHMIC, ECNN OHO U3BECTHO. [ ae 3To
MPaKTUYEeCKN BOSMOXHO, Banngauna aomkHa ObiTb 3aBepllieHa Ao NocTaBKM UMK MPUMEHEHUS NPpoaYKLNN.
3annucun pesynbTaTtoB Banmaaumnm U Bcex HeobxoanmMbliX AENCTBUA OOMKHBI NOAAEPXMBATbLCHA B paboyem
COCTOSAHMN (4.2.4).

7.3.7 YnpaBneHue nasmeHeHUaAMmn NpoeKkTa n paspaboTku

N3meHeHUs npoekTa 1 pas3padboTKn A0MKHbI ObITb MOEHTUPULMPOBAHLI, a 3ancn AOSKHbI NOA4EPKN-
BaTbCH B paboyem cocTodHUN. IaMeHeHns1 AomKHbI BbITb NpoaHanu3snpoBaHbl, BepUpnUMpOBaHbl 1 BanuU-
OUPOBaHbl COOTBETCTBYOLLMM 0Dpa3oM, a TakKke oaobpeHbl 40 BHECEHUS. AHaNMN3 N3SMEHEHUN NpoeKkTa U
pa3paboTKM AOIMKEH BKIMHOYATb OLIEHKY BMUAHUSA U3MEHEHWIN Ha COCTaBHbIE YaCTU 1 yXKe NOCTaBJIEHHYIO NPO-
OYKLUUIO.

[FTOCTP WNCO 9001—2008,7.3.4,7.3.5,7.3.6,7.3.7]

OpraHnsauuna gomkHa yCTaHOBUTE NOPAACK AeUCTBUN, rapaHTUPYIOLWNK, YTO 3aKasvnK U BCe 3anHTepe-
COBaHHbIE NLa MHPOPMUPYHOTCH 00 N3MEHEHUAX NMPOEKTA, OKa3bIBatOLLMX BNUSIHUE HAa KOHTpaKTHbIE 0bsi3a-
TenbCcTBa.

Heobxoanmo obecnedynTb NpocnexXmnsaeMocTb U3MEHEHUIA B NPOEKTE.

3anucuy pesynbTaToB aHanmsa UaMeHeHUn 1 NbbIX HEOBXOANMBIX ACNCTBUA AOIMKHbBI NOAOAEPXKNBAT b-
CA B paboyeM cocTosAHUM (4.2.4).
[TOCT P UNCO 9001—2008, 7.3.7]

7.4 3aKynku

7.4.1 [lpouecc sakynok

OpraHnsauus JomkHa obecrnevnBaTb COOTBETCTBUE 3aKyNNeHHOW NpoayKUuMKM yCTaHOBNEHHBIM TPebo-
BAHWSAM K 3aKyrnkam. Tun n cteneHb yrnpaBneHust, MpMMeHsieMble Mo OTHOLLEHUIO K MOCTaBLKKY 1N 3aKyMNeH-
HOW NpoayKuuK, OOMKHbI 3aBUCETb OT ee BO3AEeNCTBUSA Ha nocnegywwme ctagnum KU3HEHHOro LIKKMA
MPOAYKUUN NN TOTOBYHO NPOAYKLNIO.

OpraHnsauus gomkHa oueHuUBaTh U BbIbMpaTh MOCTaBLLUMKOB HA OCHOBE UX CMOCOOHOCTUN NOCTaBMNSATb
NPOAYKLUUIO B COOTBETCTBUMN C TPEBOBAHUAMU opraHn3aunn. JomkHbl 6biTb paspaboTaHbl KpUutepun oToopa,
OLIE€HKM N MOBTOPHOW OLLEHKWU. 3annucu pesynbTaToB oLeHUBaHUSA N NH0BbIX HEOOXOANMbIX AENCTBUIN, BbITEKA-
FOLLMX M3 OLIEHKU, AOITKHBI NOA0epKUBATLCS B paboveM cocTosiHiK (4.2.4),

7.4.2 VHdopmMmauma no sakynkam

NHpopmauus no 3akynkam AoKHA ONUCkbIBaTbh 3aKas3aHHYH NMPOoAYKUWUIo, BKOYas, rae 310 Heobxo-
ANMO:

a) TpeboBaHUA K opuLMansHOMY 0a00peHUIo NPoAYKLUMIA, NpoLeayp, NPoUeccoB U 06opyaAoBaHUS;

b) TpeboBaHus K KBanugmnKaLmnm nepcoHana;

C) TpeboBaHMA KCcUCTEME MEHEPKMEHTa KavyecTBa.

OpraHusaumst gormkHa obecneunBaTtb 4OCTAaTOYHOCTb YCTAHOBMIEHHBIX TPEOOBAHUM K 3aKyrnkam 40 UX
COOOLLIEHUS MOCTaBLLUKY.
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7.4.3 Bepudukauma sakynneHHoU npoayKu

OpraHunsauns AomKHa paspaboTtaTth M OCYLECTBNATb KOHTPOMb UNMX APYTYIo AeATENTbHOCTL, Heobxoaun-
MY Ang obecnevyeHnsi COOTBETCTBUSA 3aKyNSIEHHON NPOAYKLUNA YCTaHOBNEHHBIM TPEOOBAHUAM K 3aKynKam.

EcnunopraHusaumna unmee notpedbutens npegnonaratT OCYLWEeCTBUTbL BepUdmnKaLunio y noctasLlunka, To
opraHusauma AomkKHa yCcTaHOBUTL NpegnonaraemMblie Mepbl No Bepudukaum nnopagok Beinycka npoayKLumnin

B MHpOpMaL MK NO 3aKynkam.
[FTOCT P INCO 9001—2008, 7.4]

7.5 lMpounszsoacTBo U obcnyxnBaHue

7.5.1 YnpaBneHue npon3BoacTBOM U OOCMYKUBAHMNEM
OpraHusauua gomkHa NnaHnMpoBaTh M OCYLLECTBNATL MPOU3BOACTBO U 0DCNYXXMBAHMNE B yNpaBnisie MbIX
YCNOBUSAX. YNpaBnsaeMble YCNOBUA A0MKHbI BKoYaTb, TaM rae 3To NPpUMMEHUMO:
a) Hanudne MHPopmMaL MK, cnUckiBatoLen XxapakTepucTukn npoayKLni;
b) Hannune pabovnxX UHCTPYKLMK B Criydae HeObXoQMMOCTMN;
) NpUMeHeHne nogxoasiuero obopyaoBaHUS;
)
)

Hann4yme n npuMeHeHmne KOHTPObHbLIX N1 U3MEPUTENbHbLIX NMPUOOPOB;
1poBedeHne MOHUTOPUHIa N U3MepeHUu;

f) ocywlecTBneHue BbINycka, NoCTaBKU U AeUCTBUN NMOCe NOCTaBKU NPpoayKLUN.
IFrOCT P NCO 9001—2008, 7.5.1]

OpraHusauusa gomkHa onpeaennutb NOPAaoK, rapaHTUPYOLWMA, YTO M3MEHEHUS B YCTAHOBNEHHOW aes-
TeNbHOCTU (HOBbIE TEXHOMOTNN, 3aMeHa 0DopyaOoBaHUA, UCMONL3YEMOro B NpoLecce obCnyXKMBaHUNA ) HE OKa-
XXYT HEONaronpUATHOIO BIIMAHUS Ha 0OCNyXXMBaHUE.

OpraHusaunsa aomkHa onpeaennTb NoOPSaaoK, rapaHTUPYLW WA BINONHEHWE npoLecca noaaepXaHus B
pabovemM COCTOAHUN 1 ynpaBneHne nNporpaMmMHbIM NPOAYKTOM, UCNOMb3YEMbIM B npoLecce obCnyXMBaHus,
ans cbecneveHUd rapaHTUM HenpPepbIBHOCTU, NOMTHOTHI U BO3MOXHOCTEWN npoLecca.

KOHTpOMNb NporpamMmmMHoro obecrneyeHus AomMKeH NPOBOANTLCS B COOTBETCTBUN C AOKYMEHTUPOBAaHHbI-

MU NpoLeaypamMmm 1 nnaHom KoHTpond. JokyMeHTauns KOHTPONA A0KHA coaepXKaThb:

a) pesynbTaTbl KOHTPONS;

0) aHanuMa pes3ynbTaToB KOHTPONS;

B) COOTBETCTBUE OXUAAaeMOMY pe3ynbTarTy;

r) onucaHue npodnemsl ANst HECOOTBETCTBYIOLLINX MYHKTOB.

7.5.2 Banuaauusa npoLeccoB NpoM3BoACTBa U 0bCNyXnMBaHUA
OpraHusauua gormkHa BanMgupoBaTb Bce NpoLecchbl NpoU3BoACTBa U 0DCNyXMUBaHUSA, pe3ynbTaThl

KOTOPBLIX HE MOTYT ObITb BepUPULIMPOBaHbLI NoCNeayloLLMM MOHUTOPUHIOM UMM U3MEPEHUAMUN, BCNeacTBUE
Yyero X HegocTaTKM CTaHOBATCA OYEeBMAHBIMU TOMNLKO Nocne Hadana Mcnonb3oBaHUA Npoaykumm nnn nocne
npeaocTaBneHNs yCnyri.
Bannaauns gormkHa npoaeMoHCTpUpoBaTh CNOCODHOCTb 3TUX NPOLECCOB AOCTUraTh 3arnjiaHNpoOBaH-
HbIX Ppe3ynbTaToB.
OpraHunsauna gomkHa paspadbotaTb Mepbl Mo 3TUM nNpoueccam, B TOM YUCHe TaM, rae 3To NpUMeHnuMo:
a) onpepgerieHHble KpUTEpUU Angd aHanmsa U yTeepXXgeHust NnpoLeccoB;
) YTBEpXAeHNe COOTBETCTRYIOLEro 0b6opyaoBaHus U KBanndukaLlmm nepcoHana;
) NpUMeHeHUe KOHKPEeTHLIX MeTOAO0B U NpoLeayp;
)
)

O O T

TpeboBaHWs K 3anncam (4.2.4);
MOBTOPHYHO BanuaaLuuto.

7.5.3 NaeHTudunkaumna n npocneXmMBaeMocTb
Ecnn 370 BO3MOXHO U UenecoobpasHo, opraHnsauma AomkHa naeHTUguUMpoBaTs NPoAyKLU Npu

MOMOLLM COOTBETCTBYOLMX CPeACTB Ha BCEX CTaANAX ee XXNU3HEeHHOro LinKna.

OpraHnsauusa gomkHa naeHTndnyMpoBaTh cTaTyc NPoayKLMM No OTHOLLEHUo K TpeboBaHUAM MOHUTO-
DUHIa N U3MEPEHUIA Ha BCeX CTaansax ee >XM3HEHHOro LMKna.

EcnunpocnexunsaeMmocTb ABNAeTCA TpeboBaHMEM, TO OpraHu3aLns 4oKHa ynpaBnaTe obecnevymBato-

LLien peanunsaunio gaHHOW Lenu naeHtudonkaumen npoaykumm n nogaepKmeaTb 3anmcu B pabodem CoCcTod-
HAK (4.2.4).

D
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7.5.4 CobCcTBEHHOCTHL NOTPebUTeNnen

OpraHusauusa gofmkHa NposaBnaTb 3ab60Ty 0 cobCTBEHHOCTU noTpedbuTens, noka oHa HaxoauTcs noa
yrpaBieHUeM opraHumsaLnum unmncnonbayetca eto. OpraHusauma gomkHa naeHTudnumnpoBaThb, BepnduLm-
pDOBaTb, 3aLLMLLIATb M COXPaHATb COOCTBEHHOCTL NOTPebuTens, npeaocTaBneHHyYo AN NCNoNb30BaHNSA UMK
BKItOMEHNA B NpoayKuuo. Ecnn cobcTBeHHOCTL NoTpebutensa ytepsaHa, noBpexaeHa unm npusHaHa Henpum-

ro4HON ANS NCNOMb30BaHWS, OpraHn3aumst A0MKHa N3BECTUTb 06 3TOM NoTpebuTtensa nnogaepXxneaTb 3anum-
CU B pabo4veM cocTosAHUN (4.2.4).

[TpumeyaHune— CobCTBEHHOCTb NOTPEBUTENSA MOXET BKIIOYATb B CEDSA MHTENMEKTYanbHYy0 COBCTBEHHOCTD
1 CBEAEHUS NNYHOIO Xapakrepa.

7.5.5 CoxpaHeHMe COOTBETCTBUA NPoAYKLUN

OpraHusauns gomkHa cCoXpaHaTb NPOoAYKLUIO B Xo4e BHYTPeHHen obpaboTkM 1 B NpoLiecce NOCTaBKN K
MECTY HasHa4YeHus C LeNblo nogaep)KaHusa cooTBeTcTBUA TpeboBaHuaM. Ecnn npumeHumo, coxpaHeHune
OOJPKHO BKOYaTh naeHTuduKaLno, Nnorpy3oyHo-pasrpy3oUdHble paboThl, YNakoBKY, XpaHeHne 1 3aLluTy.
CoxpaHeHne A0MKHO Takke MPUMEHATLCS N K COCTaBHbIM YacTsaAM NPOaYKLNN.

[FOCT P UCO 9001—2008,7.5.2,7.5.3,7.5.4,7.5.5]

OpraHunsauusa 4omKHa UMEeTb U NoAAepXMUBaTh B pabodyem COCTOAHNN METOAUKN U cpecTBa 3aLMThl NPOo-

rpaMMHOro obecneyeHns OT BUpyca, obecnednsaTh ero 0dbHapyXxXeHue nyganeHue U3 nocTaBnsieMoro npoayk-
Ta/MpeaocTaBnAeMOn YCryri,

OpraHusauuna gomkHa paspabdoTtaTb 1 nogaepXusaTb B pabodyemM COCTOAHUNA MEeTOANKA, rapaHTUPYIo-
Lne, YTO BCe JOKYMEHTLI, Heobxoanmble AN onucaHusa, TeCTUPOBaHNSA U BKITHOYEHUSA BCTaBKM B MporpamMmy,
poBepeHbl 1 NpeacTaBneHbl NPy NpoBeAeHN BCTaBKU B NporpamMmy.

AHTUCTaTU4YecKasa 3awmTa JOoJDKHAa NPUMEHATLCA TaMm, rae NPUMEHSOTCA KOMMOHEHTH 1 NPoayKuus,
YyBCTBUTENIbHASA K 3NeKTpocTaTUYEeCKUM paspsaaam, Takue Kak MHTerpanbHble CXeMbl, MarHUTHbIE AUCKM 1 OPY-
rme cpeacTBa, UCMofib3yeMble AN nporpaMmmMHoro obecneyeHus  coxpaHeHns AaHHbIX.

7.6 YnpaBrieHue ycTpoUcTBaMu 4Na MOHUTOPUHIa U U3MepeHUn”™

QOpraHusaumsa gokHa onpeaenutb MOHUTOPUHT 1 U3MEPEHUA, KOTOpble NpedCcTOUT OCYLLECTBNATh, a
TaKXe yCTpoUCTBa ANA MOHUTOPUHIa U U3MepeHuns, Heobxoanmble ansa obecnevyeHUs1 cBMOETENbCTBA COOT-
BETCTBUA NPOAYKLNN YCTAHOBMNEHHBIM TpeboBaHmnam (7.2.1).

OpraHnsauyusa 4oKkHa MMeTb npouecchl A4nda obecnevyeHuns Toro, YToObl MOHUTOPUHT 1 U3MEPEHUSA MOT-
NN ObITb BbINMOMHEHBLI U B A€ NCTBUTEBHOCTM BbINMOMHANNCH B COOTBETCTBUU C TPEOOBAHUAMM K HAM.

Tam, rae Heobxoanmo obecnevnBaTb UMEOLLNE 3aKOHHYIO CUMY pe3ynbTaThl, USMEPUTENbHOE 0DOpPY-
NoBaHMe OOMKHO ObITh!

a) oTKannbpoBaHO W/NMM NOBEPEHO B YCTAHOBMNEHHLIE nepuoabl Unu nepen eroc npUuMeHeHUem no
obpas3LoBbIM 3TaroHam, nepegarLlnum pasmepbl eAuHUL, B CpaBHEHUU ¢ MeXayHapoaHbIMU UMM HaLMO-
HanbHbIMK 3TanoHamMun. [pn OTCYTCTBUN TaKuUxX 3TancoHOB 6asa, MCNoNb3oBaHHAA AN KannbpoBKUA UMK
MOBEPKN, ACIKHA ObITb 3apernctpupoBaHa (4.2.4);

b) oTperynmpoBaHo UM NOBTOPHO OTPErynmMpoBaHo Nno Mepe HeobXoanMOCTH;
c) naeHTUULMPOBAaHO C Lenbio YCTaHOBMEHUA cTaTyca KanMbpoBKK;
d) 3awmileHo OT perympoBOK, KoTopble caenann 6bl HeA4eNCTBUTENbHBIMU pe3ynbTaThl U3MEPEHNS;

e) 3alMLLEeHo OT NoBpeXaeHUsa U yXyALEeHNA COCTOAHNA B Xo4e obpalleHns, TEXHNYEeCKOro obCrnyXXm-
BaAHUA U XpaHeHKs.

Kpome Toro, opraHumsauus OoO/PKHA OLEHWUTb W 3aperucTpupoBaTh MNPaBOMOYHOCTb NpeablayLmx
pe3ynbTaToB U3MepeHUsl, ecrin obHapyXeHo, YTo 0bopyaoBaHMe He cooTBeTCTBYeT TpeboBaHnam. OpraHun-
3aLnsa JoSHKHA NpeanpuHATL COOTBETCTBYOLWEE AEUCTBNE B OTHOLUEHUX Takoro obopyaoBaHusa U nodon

N3IMEePEHHOW NpoayKUUN. 3annucK pesynbTaToB KannbpoBKU M NOBEPKN AOIMKHBI NoAAEepXMUBaTLCS B pabo-
yeM cocToAaHNUN (4.2.4).

[FOCT P MCO 9001—2008, 7.6]

* TpeboBaHnsa nNyHKTa 7.6 NPUMEHAIOT HAPSAY C METPONOTMYECKMMU NpaBuiamMm n HopmMamm, NMerLWmnmMm obsaaa-
TENBHYIO CUNY Ha TepputTopun Poccnnckon Pegepaumm, KOTopble CoaepKaTcs B HOPMATUBHbIX AOKYMEHTaX No obecneve-

HUIO eONHCTBA N3MEPEHNN, yTBeEpXaaemblX [ occTaHgapTom Poccun B COOTBETCTBUM € 3aKOHOM Poccunckon Pegepaunmn
«Ob obecneveHnn egnHCTBa U3MEPEHUNY.
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HeucnpaBHoe U1 HecooTBETCTRYOWEeE AN NCNOMb30BaHUA UCNbITaTeNbHOe, NU3MEPUTENIbHOE N KOH-
TponbHOE 0bopyaoBaHUE ACIMKHO BbITb UASHTUMULIMPOBAHO U HE UCTIONb30BAaTbLCS B NPOU3BOACTBEHHON Aes-
TeNbHOCTI.

Bce ucnbitatensHoe, MU3MepUTENbHOE U KOHTPOMbHOE 0D0opyaoBaHNE, KOTOPOE He TpebyeT KannbpoBKA,
OOMKHO ObITb NAEHTUDULIMPOBAHO.

Ecnu npn MOHUTOPUHIE U U3MEPEHNN YCTAHOBMNEHHBLIX TPebOoBaHNIN UCNONMb3YIOT KOMMbIOTEPHLIE MPO-
rpaMMHbIE CPeaCTBA, UX CNOCOBHOCTL YAOBNETBOPATL NpeanoraraeMoMy NpUMeHeHUo A0MKHA ObITb NMo-
TBEPXOAEHA. DTO AOKHO ObITh OCYLLECTBMIEHO A0 HaYana NPUMEHEHUS U MOBTOPHO NOATBEPXKAEHO MO Mepe
HEOBXOOMMOCTI.

[MTpumeyaHune—IlloarBepXaeHne COOTBETCTBUSA KOMMbIOTEPHOIO NMPOrpaMmMHoOro obecneyeHnss HaMme4YeHHO-
MY NMPUMEHEHUIO OObIMHO AOMKHO BKITIOYaTh €ro BEPUMUKaALUNIO U MEHEMKMEHT KOHUIypaummn ¢ LEenbio nogaepXaHus
ero NpUrogHoCcTH Ans UCNONMb30BaHUS.

[FOCT P MCO 9001—2008, 7.6]

8 WU3mepeHue, aHanus u ynyyweHue

8.1 O6bwue nonoxeHUn

OpraHusauna OomkKHa nnaHupoBaTtb U NPUMEHSNATL NMPOLLECChl MOHUTOPUHIa, U3MEepeHUd, aHanmsa u
ynyJweHust, Heobxoammele Ans:

a) AeMOHCTpaLun COOTBETCTBUA TpeDOBaHUAM K NPOAYKLUMNA;

b) obecnevyeHns COOTBETCTBUA CUCTEMBI MEHEXKMEHTA Ka4eCcTBa;

C) MOCTOSIHHOIO NOBLILLWEHUA Pe3yNbTaTUBHOCTU CUCTEMbI MEHe)XKMeHTa KavyecTBa.

OTO AOCMKHO BKNoYaTb onpeaeneHmne npuMeHUMbIX MeTOA40B, B TOM YMCTIe CTATUCTUYECKMX, N 0DNnacTb
MX UICNONMb30BaHUS.

[FOCT P CO 9001—2008, 8.1]

8.2 MOHUTOPUHI U U3MepEHUNE

8.2.1 YOoBNeTBOPEHHOCTb NoTpebutenen

OpraHusaumna gormkHa NnpoBoAnTb MOHUTOPUHI UHPOPMaL MK, KacatoLlWMAca BOCNIPUATUA NoTpebuTe-
fieM BbINMOMHEHUS opraHusaunen ero TpedboBaHni, Kak 0aHOro U3 cnocodboB naMmepeHnsa paboThl CUCTEMBI
MeHeMKMeHTa KavecTBa. [JomkHbl ObITb YCTAHOBNEHLI MEeTOAbl NOMYyYEHUST U UCTIONbL30BaHUS 3TON MHGOP-
MaLnn.

[TpnumeyaHune— MOHUTOPUHT BOCNPUATUA NOTPEDUTENAMMN MOXKET BKITHOHATL NONYyYEHNE BXOAHON NHDOPMa-
LI U3 TaKNX NCTOYHUKOB, KakK UCCNea0BaHNS YOOBINETBOPEHHOCTU NOTpedbutenen, JaHHble OT NoTpebutenen 0 Ka4ecT-
BE MOCTaBMNEHHOW NMPOAYKLUMWN, NCCNea0BaHNA MHEHMW NONb30BATENEN, aHann3 OTTOKa KIMMEHTOB, brniarogapHoCcTH, npe-

TEH3MW NO rapaHTUNHbIM 006A3aTeNbCTBaM, OTYETbI PACNPOCTPAHUTENEMN.

[FOCT P MCO 9001—2008, 8.2]

HomxHa ObITh paspaboTaHa U nogaepXkmeaTtbCcd B pabodemM COCTOAHUM MeToanKa coopa AaHHbIX HENOC-
peaCTBEeHHO Y NoTpebuTens, KacarLnXcd ero yaoBneTBOPeHHOCTU NpoayKuuen/ycnyramm opraHmsanmmn. Kpo-
Me TOro, AOJDKHbl Takke cobupaTbCA AdaHHble O TOM, HaCKOMNbKO XOPOLWO OpraHMsaunsl BbINOMHAET
00s13aTeNbCTBA, pearnpyeT Ha 0bpaTHYHO CBA3b C NOTpebutenem, yaoBnNeTBOPAET ero NoTpedbHOCTI.

OpraHusauma gopkHa paspaboTartbh U nogaepXmsaTthb B padboyemM COCTOSAHUM MeTOAUKY pacCMOTPEHUS
obpalleHn noTpedbutenen U NPUHATUA NX BO BHUMaHWe. PaccMoTpeHne O0MKHO NPUBECTU K YTBEPXKAEHUIC
COBMECTHOM NporpamMmmebl yny4ylleHua kKaduecTBa.

8.2.2 BHyTpeHHUe ayanThbl (NpOBEPKA)
OpraHusauna gomkHa NpoBoANTL BHYTPEHHUE ayauThel (NPOBEpKM) Yepes 3annaHnpoBaHHbIe MHTepBa-

Ibl C LeNbo YCTaHOBNEHNS TOro, YTO cMcTeMa MeHepKMeHTa KayecTBa:
a) COOTBETCTBYET 3amnnaHNpoBaHHbIM MeponpuaTuam (7.1), TpeboBaHMAM HacTOALLIEro cTaHaapTa U
TpeboBaHMAM K cMCTeMe MeHepKMeHTa KadyecTBa, paspaboTaHHbIM opraHMsaLlnen;
b) BHeapeHa pe3ynbTaTUBHO U NoaaepXnuBaeTcsa B pabovyeM COCTOAHUN.
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OpraHunsaumna gomkHa paspaboTaTbh AOKYMEHTUPOBAHHYIO NpoLeaypy Ang onpegeneHnst OTBETCTBEH-
HOCTU N TpeboBaHWA, CBSI3aHHLIX C NNaHUPOBaHUEM N NPOBeAEHNEM ayAUTOB, BeAeHNEM 3anncen N cocTaB-
NeHnem OTYETOB O pe3ynbTaTax.

[Tporpamma ayguToB (MpOBEPOK) AOMKHA NNMaHUPOoBaTbLCA C YYETOM cTaTyca U BaXKHOCTU NMPOoLECCOB U
YUYaCTKOB, Noanexalnx ayguTty, a TakKe pesynbTaToB npeabiaywmx ayantos. Kputepumn, obnacts npumMeHe-
HUSA, YacToTa U MeToAbl ayaUuTOB ACMKHLI ObITh onpeaeneHbl. Beibop ayanTopoB U NpoBeAeHNe ayauToB
OOIMKHBI obecnevnBaTh OOBLEKTUBHOCTE U BECNPUCTPACTHOCTL Npouecca ayauta. Ayautopbl HE OOMMKHGI
MPOBEPATL CBOIO CODCTBEHHYIO paboTy.

3anucu ob ayanTax n ux pesynbrartax AoMKHbI NoaaepXXUBaTbCH B pabovyeM coOCToAHUN (4.2.4).

PykoBOACTBO, OTBETCTBEHHOE 3a NpoBepseMbie 0bnacTu AesATeNbHOCTA, A0MKHO 0becneynTb, YTOOb!
BCE HEODOXOAUMBIE KOPPEKLMN U KOPPEKTUPpYIOLWUE AEUCTBUA NpeanpuHUManmich 6e3 U3nuiHen oTCpoUvKn
anst yctpaHeHUs oOHapy)XeHHbIX HECOOTBETCTBUN U BbI3BaABLUMX UX Npu4duH. Nocneayrowne OAencTBUS
OOIMKHBI BKIOYaTh BepudgmnkaLuio npeanpuHATBIX Mep 1 OTHET O pesynbTaTax Bepudukaunm (8.5.2).

8.2.3 MOHWUTOPWUHI U U3MepPEHME NPOLECCOB

OpraHusauma goimkHa NpMMeHaTb noaxoaswme Mmetodbl MOHUTOPUHIa U, rae 3To BO3IMOXHO, Usmepe-
HUSA NPOLIECCOB CUCTEMbBI MEHEeKMEHTa KadecTBa. OTU MeToadbl A0IBKHbI AEMOHCTPUPOBATb CNOCOOHOCTL
1POLLEeCCOB AOCTUraTh 3anaHUpPoBaHHLIX pe3ynbTaToB. ECcnu 3annaHupoBaHHbIe pe3ynbTaThl He 4oCTUra-
OTCH, TO HEODXOANMbIE KOPPEKLUA N KOPPEKTUPYIOLWNE AENCTBUA OCIDKHBLI NpeanpuHUMaTLCS C LEenblo
obecnevyeHnss COOTBETCTBUSA NMPOAYKLINN.

[TpnmeyaHune—Ilpn onpegeneHnn NoagxoaslLMX METOAOB OpraHmM3auns AOmKkHa y4nuTbiBaTb TUMN U 0O6bem
MOHUTOPUHIA UM U3MEPEHUN, NOAXoAAWLMX ANA KQXA0ro 3 Taknx NpoueccoB, B OTHOLLEHNU UX BNUSHUA HA COOTBET-
CTBME TPeDOBaAHMAM K NPOAYKUMU N HA PE3yNbTaTUBHOCTb CUCTEMblI MEHEKMEHTA Ka4eCcTBa.

[FOCT P CO 9001—2008,8.2.2, 8.2.3]

OpraHusaLnsa Ao/KHa OCYLLECTBNATb PErynspHbIA MOHUTOPUHI KITHOYEBbIX XapakTepUCTUK NpoLEeccos,
onepaLuii, KoTopble MOTYT oKa3sblBaTb 3HAYMMOe BO3JENCTBUE Ha OKPYXKatoLLIYIO cpeay.
[FTOCT P WNCO 14001—2007, 4.5.1]

8.2.4 MOHUTOPUHT N U3MEpPEeHKMe NPpoaYyKL N

OpraHmsauna gomkHa ocyLeCcTBNATE MOHUTOPUHT U U3MEPATb XapaKTepUCTUKXA Npoaykunn ¢ Lenbio
Bepudunkaumm cobnogeHna TpedboBaHnm K NpoayKUuMn, 3TO AOIMKHO OCYLLECTBNATLCH HA COOTBETCTBYHOLLIMX
cTagmax npolecca XU3HeHHOro uukna npoaykumm cornacHo sannaHupoBaHHbIM Meponpuatuam (7.1).

[FTOCT P NCO 9001—2008, 8.2.4]

[1na ocywecTBeHNs MOHUTOPUHIa N N3MepeHnsa NPoAyKuMn/ycnyr opraHmsanusa 4oKHa onpeaennTb U
1oadepXneaTtb B paboyem COCTOSAHMN CUCTeMY NMoKasaTenen ka4yecTsa U HOpMaTUBOB, cnocobbl 1 Npoueaypy
1POBEeEHNA OLEHKN, NO3BOMAOLLYIO rapaHTUPOBaTh, YTO NMPOoAYKLUUA/YCnyrn Nepnoandeckm npoBepsanTea AN
T0ATBEPXKAEHNA COOTBETCTBUA YCTAHOBNEHHBIM K HUIM TpeboBaHUAM.

CBunaeTenbCcTBa COOTBETCTBUA KPUTEPUAM NPUEMKM OOTKHBI NOAAEPKNBATLCS B paboyemM COCTOAHUN.
3anncu 4omKHbI yKasbiBaTb UL o(a), caHKUUMOHUpOoBaBLee(1e) BbiNycK NpoayKumnmn (4.2.4).

Beinyck npoaykuun 1 npefnoctaBiieHne yenyru He OOJTKHbI OCYLLEeCTBNATLCA OO0 TeX Mop, noka Bee
3annaHupoBaHHble AencTBUA (7.1) He byayT yaAOBNETBOPUTENBHO 3aBepLUEHbl, eCNN HE YTBEPXKAEHO UHOoEe
COOTBETCTBYHLMM NONTHOMOYHBIM OpraHoM 1, rae 3To NpUMeHUMOo, NoTpebutenem.

[TOCT P WNCO 9001—2008, 8.2.4]

8.3 YnpaBneHUe HeCOOTBETCTBYHOLLEU NpoAYKLUEN

OpraHunsaunsa gomkHa obecneunBaTbh, UTODbLI NPOAYKLIUA, KOTOpAasi He COOTBETCTBYET TPpebOoBaHUSM,
Obina naeHTndULMpoBaHa 1 ynpasnsinach ¢ Uernbio NpegoTBpaLleHUst HenpeaHaMmepeHHOoro NCnonb3oBa-
HUST N NocTaBkK. OpraHnsaLns 4omMKHA YCTaHOBUTL JOKYMEHTUPOBAaHHYIO NpoLeaypy, YTobblonpeaennTb
cpeCcTBa ynpaBlieHUs, COOTBETCTBYIOLL YO OTBETCTBEHHOCTb U MONHOMOYMS ANs1 paboThl C HECOOTBETCTRY-
loLLen Npoaykumen.

Ecnu npumeHnmo, opraHmMsaunst Ao/mKHa pellaTb BONPOC ¢ HECOOTBETCTBYOLWEN NpoayKumMein ogHUM
NN HECKONBKUMUK crieayloLmMmMmmn crnocobami:

a) OCYLLUEeCTBMATb AENCTBUSA C LIeNbto yCTpaHeHNs 0bHapyKeHHOro HeCOOTBETCTBUS;
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b) caHKUMOHUPOBATbL ee UCMONb30BaHWe, BLIMYCK UIMX MPUEeMKY, eClT UMeeTCs paspelleHne Ha OTKNO-
HEHWE OT COOTBETCTBYHOLLEro NOIHOMOYHOMO NiLa UN opraHa u, rae 3To NPUMEHUMO, NOTPpebuTens;

C) OCYLWIeCTBNATbL AEUCTBUA C Lenblo npeaoTBpalleHUa ee nepBoHadyanbHOro npegnonaraemoro
MCNONb30BaHUA UNN MPUMEHEHUS.

d) npegnpuHumMaTe AOeUCTBUA, adekBaTHble nocnegcTBUAM (MNKM NOoTeHUManbHbLIM MOCNeaCTBU-
M) HECOOTBETCTBUSA, €ClnM HEeCOOTBETCTBYIOWAA NMPOoAYKLUUA BbIsIBNeHa Mocne noctaBkM UMK Hadvana
MCNONbL30BaHUA.

Korga HeCcoOTBETCTBYOLWAS NPOAYKLUS UCNpaBeHa, oHa A0PKHaA ObITh NoABEPrHyTa NOBTOPHOW BEPU-
dbunkaumm ang noATBEPKAEHUSA COOTBETCTBUA TPEOOBAHUAM.

3annucn o xapaktepe HeCOOTBETCTBUMN U NIODLIX Nocneayrownx npeanpuHATLIX AEUCTBUSIX, BKMOYas
MoNy4YeHHble paspelleHnst Ha OTKIOHEH WS, AOKHbI NoAAePXMBaThCH B pabovem cocTosAHumn (4.2.4).

[FOCT P MCO 9001—2008, 8.3]

8.4 AHanus AaHHbIX

OpraHmsauust gorkHa onpegensTtb, cobupate U aHanuMsupoBaTb COOTBETCTBYIOWNWE AdaHHble ANS
OEeMOHCTpaLMU NMPUrogHOCTU U pe3yfibTaTUBHOCTU CUCTEMBI MEHEeDKMEHTa Ka4yeCTBa, a TakKe OLeHMNBaTh, B
Kakon 06nacT MOXKHO OCYLLECTBJISITh MOCTOAHHOE NOBLILUEHUE Pe3yNbTaTUBHOCTN CUCTEMBI MEHEPKMEHTA
kKadyecTBa. JJaHHble AOKHbI BKIoYaTb MHOPpMaLMIO, MONYYEHHYIO B pe3yfbTarte MOHUTOPUHIa 1 n3mMepe-
HUST 1 N3 OPYTMX COOTBETCTBYOLLMX UCTOYHNKOB.

AHann3 gaHHbIX A0SMKEH NpeaocTaBnaTb MHOPMaLKIO NO:

a) yOoBNeTBOpeHHOCTU noTpebutenen (8.2.1);

b) cooTBeTCTBUIC TpeboBaHUAM K npoaykuum (7.2.1);

C) XapakTepucTukam 1 TeHAEHUMSIM MPoLUecCcoB U NPoaYyKLUK, BKOYAsA BO3MOXHOCTU NMPOBeAeHUS
npeaynpeXxgarwnx 4eNCTBUN;

d) nocTaBLnKkam.

[TOCT P NCO 9001—2008, 8.4]

B cucteme MeHeKMeHTa KavyecTBa AOITMKHBI ObITh NPeyCMOTPEHBbI COOP 1 aHanu3 AaHHbLIX O NPOBEe-
HU OBCNY)KMBAHUSA, B TOM YMCNE aBapUHOro, B LeNsX yCTpaHeHna U NpeaynpeXaeHns BO3HUKaoLWMX Npo-
onem.

NHdopmauunsa no pesynbtatam cbopa 1M aHanmsa AaHHbIX O0MMKHa nepeaaBaTbCsl COOTBETCTBYHHOLLUM
noapasgeneHusiM n opraHusauusam anst obecnevyeHns NOCTOAHHOMO yNy4lleHUs 0bCnykKMBaHuS.

8.5 YnyuweHune

8.5.1 locToaHHOE ynyJlieHue

OpraHusauna AoKHa NOCTOSIHHO NOBbIWATbL Pes3ynbTaTUBHOCTb CUCTEMbl MeHepKMeHTa KadyecTBa
nocpeacTBOM UCMNOMb30BaHUA NONUTUKM M LLeNen B 0BacTMKayecTBa, pe3ynbTaToB ayanToB, aHannsa gaH-
HbIX, KOPPEKTUPYIOLLMX U NpeaynpeXxjgaowmx 4eUICTBUN, a TaKKe aHanmsa co CTOPOHbI pYKOBOACTBRA.

[TOCTPWNCO 9001—2008, 8.5.1]

OpraHunsauna omMKHA UMeTb aKTyalM3npoBaHHYH NporpamMmy rMoBbILLEHWUST KauecTBa, HanpaBlieHHYo
Ha NoBbILLIEHNE:

a) yOOBNETBOPEHHOCTU NoTpebutenen;

0) KavecTBa W HAOQEXHOCTU NPOAYKLNA/YCNYT;

B) Ka4yecTBa NpoLeccoB 0b6CNyXMUBaHUS, UMEIOLLNXCA B OpraHmnsaLmnn.

[TpwmeyvaHwmne— VcTtovuHnkamm obecneveHmns NOCTOSIHHOMO NOBbLILWEHUS KQ4eCcTBa MOTYT SABMNATLCH 3aHATUS MO
N3YYEHUIO NPOLLITONo ONbITa, NPeabIAyLWMX NPOEKTOB, aHANN3 METPUK U PE3yNbTaToB NPOBEPOK NOCNE 3aBEPLLUEHUS MPOEK-
TOB, CPABHEHME C NYYLWNMN AOCTUXKEHUAMMU APYTMX KOMMNAHUMN.

OpraHusauma gomkHa UMeTb MeTOaUKY MOOLUPEeHUa ydacTUsl nepcoHana B npouecce NOBbIWEHUS
KayecTBa.

OpraHusauus aomkHa MHQOPMUPOBaTL COTPYAHUKOB 00 NX AOCTUXKEHUSIX BODNAacTU KavyecTBan o cTene-
HWA YOOBNETBOPEHHOCTU NoTpebutenen.

OBby4yeHune OMKHO NCMONb30BAaTLCS KaK YacTb OCYLLIECTBNEHUS KOPPEKTUPYIOLLUX U NpeaynpeXxXaatoLmx
OeUCTBUN.
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8.9.2 KoppekTupyowme 4enNCTBUSA

OpraHmsauns gofmkHa npeanpuHuMaTh KoppekTUupyowme AeUcTBUA € LUeNblo yCcTpaHeHUsa NpudnH
HEeCOOTBETCTBUA AN npeaynpexgeHusa MOBTOPHOMO WX BO3HUKHOBeHUS. KoppekTupylowine OencTBUS
OOIMKHBI ObITb aaeKkBaTHLIMUM NOCNEeACTBUAM BbISIBNIEHHbLIX HECOOTBETCTBUN.

[donxkHa bbITb paspaboTaHa AOKYMEHTUpOBaHHasA npoLeaypa anga onpegeneHns TpeboBaHUA K;

a) aHanusy HeCOOTBETCTBUMN (BKMOYas XKanobbl notpedbutenen);

b) ycTaHoBNEeHWo NPUYNH HECOOTBETCTBUMN;
C) OLEeHMBaHUIO HeOOXOANMMOCTU AeUCTBUN, YTODBLI N3beXaTb NOBTOPEHUS HECOOTBETCTBUN;
d) onpeageneHnto n ocyecTBNEHUIO HEODXOANMMbIX AENCTBUNA;
e) 3anucam pesynbTaToB NpeanpUHATBIX 4enNCTBUN (4.2.4);

f) aHanMsy NpeanpPUHATLIX KOPPEKTUPYIOLMX AEUCTBUN.

8.5.3 lNpeaynpexgarowime genUCcTBUA

OpraHusauusa gomkHa onpegennte AeUCTBUSA € LUEeNblo yCTpaHeHUs NpUuyYnH NoTEeHUManbHbIX HECOOT-
BETCTBUW ANS NpeaynpexageHnua nx noasneHus. lNpegynpexaarowine 4eCTBUS AOJPKHBI COOTBETCTBOBATL
BO3MOXHBIM MocrnegcTBUAM NOTEeHUUaNbHbIX Npodbnem.

[omkHa bbITh paspaboTaHa AOKYMEHTUpOBaHHas npoLeaypa ang onpegeneHns TpeboBaHUA K;

a) yCTaHOBMNEHWIO NOTEHUMATbHBIX HECOOTBETCTBUN N UX MPUYNH;

b) oueHMBaHUIO HEODXOAUMOCT AENCTBUA C LIENbIO NpeaynpeXXaeHnUsa NoaBneHns HECOOTBETCTBUN;

C) onpegeneHuo N oCyLLIECTBNEHNIO HEOBXOAUMBIX AEUCTBUN;

d) 3anucam pesynbTaToB NpeanpuHATLIX AeUCTBUN (4.2.4);

e) aHanmay npeanpuHATBIX NpeagynpeXxaaroLmx 4eUCTBUN.

[TOCTP MNCO 9001—2008, 8.5.2, 8.5.3]
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