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[MpeaucnoBue

Lienv v npuHUMnbl cTaHaapTU3auum B Poccnnckon Genepauunm ycrtaHoBneHbl PeaepanbHbiM 3aKOHOM OT
27 pekabpsa 2002 r. Ne 184-03 «O TexHn4yeckoM perynmpoBaHuu», a npaBuna npuMeHeHus HaluMOHabHbIX
ctaHaapToB Poccunckon ®epepaummn — OCT P 1.0—2004 «CtaHgaptnsauma B Poccuinckon dPepepaumm.
OCHOBHBIE NONOXEHUS»

CBeaneHun o cTaHaapTe

1 NOAIr OTOBJIEH Hay4yHO-uccnenoBaTernbCKUM LIEHTPOM KOHTPONA U ANAarHOCTUKN TEXHUYECKUX CUC-
TeM Ha OCHOBe CODCTBEHHOro ayTeHTUYHOro nepeBoga ctaHaapTa, YKasaHHOro B NyHKTe 4

2 BHECEH YnpaBneHnem TexHU4eCcKoro perynupoBaHus U ctTaHgapTusauum deaepanbHOro areHTCTea
N0 TEXHWYECKOMY perynmpoBaHuio U METPOIOMMA

3 YTBEPXXJEH WV BBEOEH B OEWCTBMWE MMpukasom denepanbHOro areHTcTBa Mo TeXHUYECKOMY
perynupoBaHuio n metponorum ot 12 niona 2005 r. Ne 190-ct

4 HacTosilummn ctaHaapT naeHTndeHd mexayHapoaHomy ctaHaapty MCO/TO 10014:1998 «PykoBoasuiune
yKaszaHusa No ynpasneHnto 3akoHoMmukown kadectBa» (ISO/TR 10014:1998 «Guidelines for managing the econom-
ics of quality»).

HavmeHOBaHWe HaACToSsILLEro ctaHaapTa NU3MeHeHO OTHOCUTENbHO HAaMMEHOBAHUA YKa3aHHOIo MeXayHa-
poaHoro craHpapta ana npueseaeHna B cooteBeTcTtBue ¢ OCT P 1.5—2004 (nogpasaen 3.5).

[lpy NpUMEeHeHU HaCTOosLLLEero CTaHaapTa PeKkoMeHOyeTCsl UICNONb30BaTh BMECTO CCLUTOYHOIO MeXayHa-
POOHOro CTaHOapTa COOTBETCTBYIOWMMA €My HauMOHanbHbIM CTaHOAPT, CBeAeHUs O KOTOPOM npuBeaeHbl B
OOMNONTHUTENLHOM NpUnoXeHun A

5 BBEJEH BINEPBbIE

Hcpopmayusi o6 U3MeHeHUsIX K Hacmosiwemy cmaHoapmy nybrnukyemcsi 8 eXeeo00HO Uu30asaeMOoM
UHboOpMaUUOHHOM yKazamerie «HalyuoHarbHble cmaHOapmbi», @ meKcm UsMeHeHUU U NMornpasoK — 6 exxeMe-
CSIYHO U30asaeMbix UHGhOpMAaUUOHHbLIX yKkalamersix «HauyuoHanbHbie cmaHoapmbi». B cnydae nepecMompa
(3aMeHbl) unu ommeHb! Hacmosiue2o0 cmaHoapma coomeemcmeyroulee yesedomeHue byodem onybnukogaHo
8 eXeMeCsiHHO u3zdaeaeMoM UHOopMaUUOHHOM ykalamerne «HayuoHanbHble cmaHdapmei». Coomeemcem-
gyrouwlast UHgbopmMayusi, yeeOoM/IeHUe U meKcmbl pasMewaromces makke 8 UHhopMayUuoHHOU cucmeme obue-
20 [0/1b308aHUsT — Ha oguyuanbHOM calme HalUuoHarnbHo2o opaaHa Poccuuckou ©®elepayuu o
cmaHOapmu3ayuu e cemu VIHmepHem

© CraHpapTuHdopm, 2005

Hactosilumin ctaHaapT He MOXeT ObiTb NOMHOCTLIO UMW YAaCTUYMHO BOCMNPOU3BEAEH, TUPaXXMPOBaH U pac-
NPOCTPAaHEH B KayecTBe opumumanbHoro usnanus 6ea paspelleHmnsa PenepanbHOro areHTCTBa No TeXHUYECKOMY
perynmpoBaHuio U METPOSIOrN
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[TlpunoxeHue A (cnpaBovHoe) CBeaeHusa 0 COOTBETCTBUMMU HaLlMOHaNbHLIX CTaHAapToB POCCUNCKON
denepaunn CCbINMOYMHOMY MEXAYHAPOOHOMY CTAHOAPTY. & « v ¢ v v v e e et et e e et ee e e e 8
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BBeaoeHue

HacTosiumin ctaHoapT coaepXXuT KoHUEenummn n MeToaonoruio ynpaBreHUs 3KOHOMMKOW KavecTBa, NO3BO-
naLWWe npeanpuaTUSIM NOBLICUTb YAOBNETBOPEHHOCTb NoTpedbutenen u cokpatuTb 3aTtpatbl. OH TaKKe no-
MOraeT npeanpusiTusM  onpenennTtb, Kakue U3 MeToAoB Knaccudukaumm 3atpaT W aHanuvaa
YO OBNEeTBOPEHHOCTM NoTpebuTtenen nydlle BCero oTBe4aloT nx noTpedbHocTaM.

YnpaBneHve Ka4eCcTBOM BNUSIET HA 3KOHOMUYECKYH0 3 eKTMBHOCTb paboThl NPeanpUATUS Kak KpaTKO-
CPOMHO, TakK U A0NTrOCPOYHO. [NpeanpusaTuio He cneayeT paccMaTpyBaTh TaKoe BIUSIHME TOSbKO B OTHOLLEHUM
COKpALLeHMs 3aTpaT 3a KOPOTKUIA CPOK. HekoTopble KpaTKOCPOUHbIe YNyuLlEeHNs MOryT UMeTb OTPULIaTENbHbIE
[IONroCpoyHbIe NocnencTBus, cnocodcTBoBaTh (POPMUPOBAHUIO OTPULIATENBHOIO MHEHUSI O NPOAYKLWY Npe[-
NPUSATUS UNW AOBEPUS NONMb30BaTENS.

1V
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HALUWOHANBbBHBIWAW CTAHOAPT POCCUMUNCKON ODEOEPALUMN

PYKOBOACTBO NO YNPABJIEHUIO
3KOHOMMKOU KAYECTBA

Guidelines for managing the economics of quality

[1ata BBegeHusa — 2006—03—01

1 O6nactb npumeHeHus

HacTtosawmn ctTaHOapT COOEPXUT PYKOBOOSLLUE YKAa3aHUA MO ynpaBfeHUI0 3KOHOMMKOW KadecTBa OnA
Nony4eHnsa 3KOHOMUYecKon nNpubbinw.

Ero cneayeT LUMPOKO NPUMEHSATb BCEM NMPeanpusTUsiM U Ha BCceX YPOBHAX BHYTPU npeanpusatusi. OH He
npeaHa3HauvYeH Onsi UCNONb30BaHUS B JOrOBOPHbLIX CUTYaLMSIX UMW B KadvecTBe OObekTa ayauToB TPeThben
CTOPOHBI.

2 HopmaTuBHbIE CCbIJNIKU

B HacTosLeM cTaHOapTe UCNonb30BaHa CChIflKa Ha cneaylowmy CTaHaapT:
NCO 9001—2000 CwucTteMbl MeHeoKMeHTa KadecTBa. [peboBaHuA

3 TepMuHbLI U onpepeneHus

B HacTosiLLeM cTaHaapTe UCNONb3YITCA crneaytolime TepMrHbl C COOTBETCTBYIOLLMMW onpeaeneHusiMm.

3.1 ctoumocTb cooTBeTCcTBUA (Cost of conformity): 3aTpaTtbl Ha BbINOMTHEHWE BCEX YCTAHOBJIEHHLIX U
npeanonaraemMbix noTpedHocTen notpebutenen npn 6e30TKA3HOCTU CYLLECTBYIOLLEro npoLuecca.

3.2 cTOMMOCTbL HecooTBeTCcTBUA (cost of nonconformity): 3aTtpaThkl, 0bycnoBneHHbIe OTKA30M CYLLECT-
BYIOLLIEro npotiecca.

4 'naBHasa uenb opraHu3auun

PykoBOACTBY NpeanpusTUa crnegyeT onpenenutb U AOKYMEHTUPOBaTb CBOIO [MaBHYIO Lenb, a Takke
NONUTKKY W 3aaa4m B obnacTtu kadecTsa. [ocne aToro Ans yBenuyeHnsi 3kOHOMUYECKOro pesynbTarta NniaHu-
PYIOT IeATenbHOCTb, 0becnevnBaloLLylo yBenmyeHne Job6aBneHHor CTOMMOCTU U COKpaLleHve 3aTpar.

TIPUMEPDI

1 OcHOGHOU UesibIo NoXXapHoU OXpaHhbl siesissemcs 3awjuma obujecmea om yuwiepb6a, ebi38aHHO20 NMOXXapPOM.
2 OCHOBHOU Uesnbio Npeonpusmusi PO3HUYHOU mop20esiu MoXXxem 6bimb rostydyeHue rnpubninieu.

5 YnpaBneHue 3KOHOMUKOU KavecTBa

[na nocTmxeHnsa cBoen OCHOBHOW Lienuv npeanpuatTue A0JMHKHO HenpepbiBHO NOBLIWATL 3O PEeKTUB-

HOCTb pPaboThbl NyTEM UCNOfb30BAHUA METOA0NOMMK yrpaBrneHns 3KOHOMUKOW KavecTBa, NpeacTaBleHHOW
Ha PUCYHKe 1.

U3pnaHue ohmumanbHoe
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Hayano

NaeHTudunkauma/
aHanua npoueccoB

NaeHTubukauus
ipeHTupmkauums haKTOpPOB, BINSIOLLUX
onepauun npouecca Ha yAOBNETBOPEHHOCTb
noTpebutenein

OTcnexusaHue
VAOBINETBOPEHHOCTU
noTpebutenen

TeKyLnMn KOHTPOIb
aartpar

CocTtaBrneHue ot4yeTta 00
CocTtaBneHuve otTveTa 0 VAOBNETBOPEHHOCTY

3aTpaTax Ha npouecchl ' noTpebutenein

AHanu3 co CTOPOHbI
PYKOBOACTBA

aeHTUdnKauua
BO3MOXXHOCTEH

BoamMoO)XHOCTb
yrny4LleHUsn
noeHTupuuupoBaHa?

HeT

[lpoBeaeHue aHanusa
3aTtpat/npubbinn

[1peanoXeHHoe
yrydleHue
onpasgaHo?

[ThaHupoBaHue U
BHeApeHUe ynydlleHus

PucyHok 1 — MeTogonorusa ynpasneHna aKOHOMUKOW KayeCcTBa

[1puMedaHune — LindpoBble gaHHble Ha pucyHke 1 0603HauYalOT HOMepa COOTBETCTBYIOLLMX pa3aenoB U Nof-
pa3aenos.

Peanuzauuio METOOONMOMMU HAYUHAIOT C UAEHTUMMKALMK N aHanM3a npoLeccoB nNpeanpusaTus. 3To
obecrneunBaeT BO3MOXHOCTb MOEHTUMUKALIMK, TEKYLLIEro KOHTPONS U 3aHEeCeHWs! B OTYEeT onepaLluvi U CBA3aH-
HbIX C HUMM 3aTpaTt. ITO TaKkKe JaeT npeanpusTUiO BO3MOXHOCTb MOEHTUMUKALMK, TEKYLLEero KOHTPONS W

2
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3aHeCeHUs1 B OTYET AaHHbIX N0 yOOBNeTBOPEHHOCTU NoTpebutenen. [1Ba BhilLeyKasaHHbIX OT4YeTa MOryT ObIThb
3aTeM UCNOoJIb30BaHbI NPU NPoBEeaEeHMU aHann3a Co CTOPOHLI PYKOBOACTBA AN MOASHTU(UKALIMM BO3MOXHOCTEN
yryJdLleHUs NpPoLecCoB N yOOBNETBOPEHHOCTU NoTpedbutenen.

PykoBOACTBO AOMKHO NPOBECTU aHaNu3 3aTpat/npudeinun, YTodObl onpeaenntb, TpedbyeTca NN Kakasi-HU-
OyOob Mepa 1 onpaBaaHa Ny npeanaraeMas Mepa no yny4leHUo KayeCTBa ¢ Y4eTOM KPaTKOCPOYHOWN U O0JT-
roCpoYHON NpudbINw.

Ecnu aTa mepa caHKUMOHUPOBaHa PyKOBOACTBOM, TO NpeanpuSaTUIO crneayeT 3annaHnpoBaTh U OCYyLLe-
CTBUTb ynyulleHWe KavyecTBa, a Takke NPOKOHTPONMPOBAaTh pPe3yrnbTaThl, YTOOLI 0becneunTb 0DpaTHYO CBA3b.

[TpeanpnaTnio HeoHXoaANMMO perynsapHO NPUMEHATb 3TY METOA010MIO C LieNnbi NOCTOAHHOIO YyNy4LLeHUs.

6 UaeHnTudukauusa/aHanus npoLeccosB

PykoBOACTBO JOMKHO PacnpoCcTpaHAaTb TpeboBaHWS HACTOSILLLEero CTaHOapTa Ha npeanpusiTue B LIENOM.
B 3TOM crnyyvae nNo OTHOLUEHWIO K NpeanpuaTtuio notpedutensmn dyayT 3aka3umMku U nokKynatenu (BHellHue
noTpebutenn). PykoBoaCTBO A0MKHO TaKXe NPUMeHATb AaHHble TpeboBaHWS K BbIDpaHHbLIM nNpoLieccaMm. B 3ToM
cnydvae notpebutensMmmn MoryT ObITh Kak 3aKasvyuKky, Tak U noapasaeneHust npeanpusitus (BHeLLHWE N BHYTPEH-
HUe noTpedbutenu).

[lpeonpusaTve OOMKHO rapaHTUpPOBaTb, YTO MPOLIECChbl HanpaBreHbl HA yOOBNeTBOpeHune TpeboBaHUN
noTpebutenen.

[lpouiecchl NpencTaBnAlT coOON COBOKYNHOCTbL B3aMMOCBA3aHHbLIX PeCcypcoB U BUOOB OeATENbHOCTH,
KOTOpPLIE NpeBpaLLaloT BXOAALLME NOTOKN B BbIXOAsLLME. FKOHOMUYECKYH 3(b(heKTMBHOCTbL npouecca crneayer
N3MepPATb, UCMONb3YA NOKasaTenu 3aTpaTt U yooBneTBOPEHHOCTU NoTpebutenen.

[Mpeanpusitue AOMKHO NOEHTUMULMPOBATL KIoYeBLIE NPOLECChl, UCX0As N3 X BO3EeNCTBUS Ha 3aTpaThl
N U3 yOOBIEeTBOPEHHOCTU noTpeduTtenen, n onpeaensitb 06513aHHOCT U OTBETCTBEHHOCTb TEX, KTO yrnpaBnsieT
3TUMM NpoLieccamu.

/ AHanu3 BHYTpU npeanpuaTus

7.1 UWpeHtTudpukaumsa onepaumm npoueccon

[na onpeneneHna 3atpart npeanpuatTue OOIMKHO MOeHTUMMULUMpOBaTL onepauuu npouecca. Ana atoro
paspabaTtbiBaloT HNOK-CXeMy, KOTOpas NokasbIBaeT onepaunm npouecca B UX IorM4yeckon nocnenoBaTeribHOC-
TWU. BXoabl onepauui npoLeccoB (Takne Kak matepuarnbl, 00opyaooBaHMe U AaHHble) cneayeT naeHTMOuUmpo-
BaTb. BbIX0oAbl onepauvy NpoLiecCcoB Takke crneayeTt OeHTUOULMPOBAaTL; KaXXabI BbIXOM, crieayeT onpenensTtb
KaK nayLium K ogHoMy unm donee notpedutensam.

CnocoObl ynpaBneHus U pecypchbl Ans BCexX NpoLeccoB Takke cnenyeT naeHTUUMpoBaTh.

7.2 TexkywMM KOHTPONbL 3aTparT

[lpegnpuaTe OOIMKHO MAEHTUMEUUUPOBATL U KOHTPONMPOBATL 3aTpaTthl, CBA3aHHbIE C KaXXO0U onepa-
LMen BbiOpaHHbLIX NpoueccoB. 3aTpaTkl MOIyT BKMOYaTh NPsiMble U KOCBEHHbIe TpyAos3aTpaThl, 3aTpaThl Ha
MaTepuansl, obopyaoBaHMe, HaknagHbele pacxoabl U ap. aHHble 0 3aTpaTtax MoryT ObiTb (PaKTUYEeCKUMMU,
BblAeNeHHLIMY U OLleHEHHbLIMW.

[daHHble 0 3aTpaTax MoryT ObiTb BbleNfieHbl U3 CYLLECTBYIOLEN CUCTEMbl (PUHAHCOBOIO KOHTPONSA W
OONOJSTHEHbI ONepaTUBHbLIMY AaHHLIMW. [laHHbIe, BbiAeneHHbIe U3 APYrmx UCTOMHMKOB, MOIYyT ObITb onpenerneH.l
KONU4eCTBEHHO U UCNONb30BaHbl NpeanpusaTUeM. 3aTtpaThbl, KOTOPble HeNb3sl CBA3AaTh C OTAENbHLIMU 3NEMEeH-
TaMW CTOMMOCTU, HeOOXOAUMO OLieHMBaTb. ECnn Takne 3aTtpaThbl 3HAUUTENbHGI, UX CreayeT COOTBETCTBYHOLLUM
obpa3zom 3admkcnpoBaTb. HeobxoaAMMO BblAENAThL 3aTpaThl, a He BKNIOYaTh UX B HaKNaaHble pacXoabl. 3aTpa-
Tbl HE CreayeT orpaHN4YMBaTh TOJbKO onepauusaMU, OHM OOMKHbI OXBAaTbIBATb BCHO AeATENbHOCTL NpeanpuUsaTuS.

B HacTosLee BpemMs CyLLeCTBYIOT crieaylolime Moaenu Knaccugukaumm saTpar:

- FPYNNUPOBKa 3aTpaT noa pybopukon «lpenorepalleHne, oLeHKa N OTKa3»;

- (PyNNUPOBKa 3aTpaTt nog pydopmkamm « CTOMMOCTb COOTBETCTBUSA» N « CTOMMOCTL HECOOTBETCTBUSAR;

- (PyNNUPOBKa 3aTpaT NO CTaanAM XU3HEHHOro LMKIa NpoayKuum (Moaenb XXU3HEHHOIO LIMKNA);

- naeHTUUKaUa N nsMmepeHne B pacyeTe CTOMMOCTU AeekToB, 06yCnoBNeHHbLIX NNOX0 CNiaHUPOBaH-
HOM UNW NNOXO BbINONHEHHON paboToM.

Bbibop mogenu 3aBuCUT OT NpeanpuaTusS.

7.3 CocTtaBneHue oTyeTa O 3aTpaTax Ha npouecchl

[lpeanpusaTne OOMKHO CYMMUMPOBATL 3aTpaThl U CpaBHUBATL UX C noaxoasiien 0ason namepeHus,
TaKOM KaK Ynctasa cyMmma npoaax, BXoAHble AaHHbIe O 3aTpaTax Univ XXUBOoW Tpya. OTO CpaBHEHUE MOMOXET
CBSsi3aTb 3KOHOMMKY KavecTBa C KONIM4YeCTBOM BbINOSIHEHHOM paboTbl. OTYeThl O 3aTpaTax MOryT COCTaB-

3
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NATLCA NpeanpuaATUEM UNN ero noapasaeneHnemMm Ha ocHoBe COOCTBEHHbIX noTpebHocTewn. [oapobHOCTL
oTYeTa onpenensieT PyKoOBOACTBO, ONA KOTOPOro npeaHasHavaeTcsa oT4veT. [1nA BbiCLLero pykoBoACTBa
MOXeT NoTpeboBaTLCA COKpaLLEHHbLIW OTYEeT, a ANs pykoBoaAUTeNAa cpegHero 3aseHa — noapodHaa MHdhop-
Mauua o 3aTpatax. [ns npeacraBneHns AaHHLIX U HAanNpaBfieHUN B CUCTEMe MOXHO MCNOofb30BaTh AMa-
PAMMbl N CXEMBI.

8 MNMoTtpebutenn

8.1 UpeHtTndmkaumsa pakTopoB, BNMUAIOLLUX Ha YAOBNETBOPEHHOCTbL NOTpebutenen

YooBrneTBOPEeHHOCTL NoTpedutenen MoXxXeT UBMEHATLCS OT NONMHOM HEYAOBNETBOPEHHOCTU 10 BOCXMLLE-
Hus. OnpenensoLwyMn ABNSIOTCA TPU rPynnbl (0akTOPOB: Bbi3bIBAKOLLUWE HEYAOBNeTBOPEHHOCTb, YAOBETBO-
PEHHOCTb U BOCXULLIEHWE.

YOoBrneTBOPEeHHOCTb NoTpedbutenen Henb3sa npeackasartb TOYHO, HO ee HeoBX0aAMMO OTCreXuBaTb ASS
BbISIBNIEHUSA BO3MOXXHOCTEW ynydlleHus. [Npy nnaHUpoBaHMK KavyecTBa NpeanpuaTma cneayeT yunTblBaTb 3TU
doaKkTopbl.

Pellaowimm ¢pakTopoM B 3KOHOMMUKE KadecTBa SABNAETCS NosANbHOCTb notpedbutenen. MNMotpebutenu
MOryT ObITb YAOBNETBOPEHLI, HO, OOHAKO, HEe AenaTb NOBTOPHON NOKYMNKW. NOCTOSAHHAA 3KOHOMMYECcKas npu-
ObinNb AOCTUraeTcsa vYepes yaoBrneTBOPEeHHOCTb NoTpebutenen, noaTBepXXaaemMyto NX NoSNbHOCTLIO.

8.1.1 dakTophbl, Bbi3biBakOlWe HeyAOBNEeTBOPEHHOCTbL NoTpebuTenn

K pakTtopam, Bbi3bIBAKOLLNM HEYOOBNETBOPEHHOCTb, MOXHO OTHECTU HeaddEeKTUBHLIE NPOLIECChl UMK
HeXenartenbHble CBOMCTBA npoaykumn. Koraa oHM NpUCyTCTBYIOT, YAOBNETBOPEHHOCTL NoTpedbutenen sHaum-
TenbHO CHMXaeTcs. [1py OTCYTCTBMM TakuxX (DaKTOpPOB YAOBJIETBOPEHHOCTb NOTpebutenen He ynyJllaeTcs;
OQHa NPoCTO He yxyalwaeTtcs. [peanpnatne OOMKHO YeTKO 0CO3HaBaThb, Kakmne hakTopbl NOTpeduTenb CHMTaeT
CYLLIeCTBEHHbLIMM.

TIPUUMEP — [eghexmHbie u3sdenusi unu ycnyau, npobnemMbl docmaeku, rmpobneMbl rnosryyeHuUs1 ycnyau, He-
dpyxenro6HO HacMpPOEHHbIU repCcoHasl unu pasHodywue K Xanobam unu sorpocamM nompebumersieu.

8.1.2 PakTopkhl, Bbi3biBalOlWMe YAOBNETBOPEHHOCTL NOTpebuTenn
daKkTopbl, Bbi3blBaOLMEe yOOBNEeTBOPEHHOCTb, OTHOCATCA K OXWAaeMbiM npoLeccaM Ui CBOUCTBaM
npoaykuun. lNpun HanuuMm aTnx (akTopoOB yBENUYMBAETCA YAOBNETBOPEHHOCTL NoTpebutenewn.

TMIPUMEPDI

1 lMpu cHWKeHUU YeHbl Ha Npoodykyuio yooesiemaopeHHocmb nompebumenst aospacmaem.

2 upokuu duana3oH copmoe U Modesieu npodykuyuu, m. e. Hanu4due 8bi6opa, siennsiemcsi (paKmopom,
8bI3bl8alrowWuM yadoas1emaeopPeHHOCMb.

dakTophl, Bbi3biBalOLME YOOBETBOPEHHOCTb, HEe 06513aTeNbHO KOMMEHCUPYIOT (PaKTopbl, Bbi3biBaOLLME
HEeYy1OBNETBOPEHHOCTb.

FNPUAMEP — lNompebumensb 3abbicaem 0 HU3KOU UeHe u3denusi unu o 6bicmpome e20 docmasku, ecnu
rnonly4eHHoe usdenue siesisiemcsi 0egpeKmHbIM.

8.1.3 daxTophl, Bbi3biBalLiue BOCXULLEHMe NoTpebuTtenn

K dbakTtopam, Bbi3biBalOLLIMM BOCXULLIEHME, OTHOCATCS NPOoLIeCChbl UM CBOWCTBA NPOAYKLIUK, KOTOPbIEe He
OXWJanucb U He OroBapyBariMCb 3apaHee, HO ObINM NONMOXUTENbHO OLeHeHbl noTpeduTeneM B npouecce
3KcrnnyaTauum.

rM"PUMEPDI

1 Ecnu 6b1 knueHm, 3aka3aslul HOMep 8 20CMUHUYUe, OOHapyXus ripu peaucmpayuu, 4mo 3aka3 nomepsiH,
KOMHama 2psi3Hasi U KOHOUYUOHep He pabomaem, amo 8bi38as10 6bI He00B80J/ILCMEAO.

2 Ecnu 2ocmuHuya npednazaem b6osee Oeweabiu HOMep U 6ecrinamHyro docmasky 8 asporniopm, yooaJie-
meopeHHOCMb yaeestu4yusaemcHl.

3 Ecnu nepcoHan 2ocmuHuybl MOMHUM UMSI KJTUEHMA Mpu e20 peaucmpauyuu, mesesudeHue uMmeem rnpo-
2paMMbl Ha POOHOM Si3bIKe K/TUEHMa, a @ HoOMepe K/1ueHm obHapyxuesaem ea3y ¢ ppykmamMu, mo ece amu
ghakmopbk! MO2ym 8bi3eamb 80CXUUWEHUE.

8.2 OTcnexuBaHue yAOBNEeTBOPEHHOCTU NOoTpedutenen
Tak Kak noTpebHoCTU noTpedutenen n npeanpusaTUU NOCTOAHHO MEHSKTCH, NpeanpusTUe NOIMKHO He-
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NpepbIBHO OTCNEeXUBaTb YAOBNETBOPEHHOCTL NOTpebutenen, YTodbbl 06nerinTb NpoBeaeHNe aHann3a TeHOeH-
LI U3MEHEHUW.
[TlpeanpuaTna npegHasHauveHbl Ana yaooBneTBopeHnsa notpedbHocten notpebutenen. Anga Toro, 4ToOLI

COXPaHUTb NOANBLHOCTL NOTPeduTenen, NnpeanpuaTne OOMKHO YOOBNETBOPATL BCE X COOPMYNUPOBAHHLIE U
npeanonaraemMbie noTpedbHOCTM.

[ns Toro, yTobbl onpenennTb peanbHylo cTeneHb yA0OBNeTBOPEHHOCTU NnoTpebutenen, npeanpusaTuio
criegoyeT paccMmaTtpuBaTh pasnunydHble MeTodbl cOopa AaHHbIX. [1peanpusaTtne MoXeT NaeHTUPEULUPOBaTL
YAOBNETBOPEHHOCTL NOTpeduTenen nocpencTBOM KONMMYeCTBEHHOro U KavyecTBeHHoro obcneanosaHusa. [Ans
KOnn4yecTBeHHOro obcnenoBaHus aHHble MOXHO coDUpaTh C MOMOLLLIO MHTEPBbLID, B KOTOPbLIX NOTPebuTe-
NV OOJMKHBLI 3aMONHUTL aHKEeTbl, UMK NyTeM U3yYeHUs noseaeHns notpedurenen. [Ans ysennyeHns KadvecrT-
Ba obcriegoBaHMA npeanpusaTne MoXeT UCNonb3oBaTh aHKeThbl ¢ Honee noapobHbiMM Bonpocamu, YTobbl
NoNy4YnTb NpencTaBneHne o BOCNpUATUM noTpedbutenen. lNpeonpusaTtuio crnenyer BuidOpaTh caMble nyyllne
MeToObl cOopa AaHHbIX B COOTBETCTBMU C XapaKTEPOM U3YyYeHUs, CPOKAMMN U HaNUYHbIMU OeHEeXHbIMW
cpencTBamMm.

8.3 CocraBneHuve oTyeTa 00 yAOBNEeTBOPEHHOCTU NOTpedbutenen

[lpennpuaTe OOMKHO OTCNEeXWBaTb YAOBETBOPEHHOCTbL NoTpebutenen B oopmMe, KOTOPYH MOXHO
ncnonb3oBaTbh ANA NPUHATUA peweHun. OTtvyeT 06 yooBNeTBOPEHHOCTU noTpebutenen QOoMmKeH coaepxXaTtb
pes3ynbTaThl YAOBNETBOPEHHOCTU NoTpebutenen, MCTOMHUKU 1 MeToAbl, UCnornb3yeMble ansa cbopa nHdpopma-
LIMK, N OLIEHKY (baKTOpPOB, KOTOPLIE NOBMUANW Ha YAOBNETBOPEHHOCTL NoTpedbutenen.

[laHHbIe cpaBHeHWN C NpeabiayLLMMK peadynbTataMy, TEHASHLUMAMN N3MEHEHWIW, MPOMbILLIEHHLIMU HOpP-
MaMW UM C KOHKYPEHTHOM UHbopMaLuen, ecrnv TakoBbIe UMEKTCA, Takke A0MKHbI ObITb BKIMKOYEHbI B OTHET.
N3yuyeHue cTeneHn yaoBneTBOPEHHOCTU noTpebutenen B Apyrnx oTpacnax MoXeT AaTh Nofe3Hy MHopMa-
LU0 ANA CpaBHEHUS1 C COOCTBEHHBLIMU pe3ynbTaTaMu.

9 YnpaBneHue ynyudlleHUAMU

9.1 AHanus co CTOpPOHbI PYKOBOACTBA

AHanus oT4eTOoB O 3aTpaTax y yaoBeTBOPEHHOCTU noTpebuTenen npoBoOasT:

- Yepea onpeneneHHblie MHTepBan.l;

- CpaBHUBas UX C NflaHaMWU N UCNOJNb3YA CPpaBHUMbIE JAHHbLIE;

- C y4eTOM U3MeHeHU B OenoBOW cpeae.

9.2 UpeHTndpukaumsa BO3IMOXKHOCTEN

[lpennpuaTHUe AOMKHO aHanNM3npoBaTb MHGOpMaLUUIO, NPeACTaBNeHHYIO B OTYETE O 3aTpaTtax U yaoBIe-
TBOPEHHOCTU noTpedbutenen, YTodLl onpenennuTb, UMEKTCA NI BO3MOXXHOCTU ANA yNy'lleHUA B CrneayloLwmnx
obnacrax:

- KOpPEKLUUN HECOOTBETCTBUU;

- NpeoTBpalLleHUs HeECOOTBETCTBUW;

- MOCTOAHHOTIO YIyuLLEeHUS;

- COBEepLUEHHO HOBOW NPoaYyKLUWX U NPOLIEeCCOB.

Llenn n 3agayn peannsaumm BO3MOXHOCTEN A0MKHbI BbITb JOKYMEHTUPOBaHbI, 8 AEUCTBUA NO ynyulle-
HUIO — BbINOSIHEHbLI. B AONroCpoOYHOM nnaHe AO0MKHbI ObITh YYTEeHbI Lenu ana ynyJlleHun B cgpepe 3aTtpaT U
HeobxoauMbIE pecypchl.

B kpaTKOCpPOYHOM nnaHe ynydlleHua crnenyeTt nepeBecTy A0NrOCPOYHbIM NaH B NU3MepUMble OeUCTBUS,
BeayLUue K ynyJlleHuio B cpepe 3atpaTt. Cxema ynyudlleHUs 3KOHOMUKU KavyecTBa npuBeaeHa Ha PUCyHKe 2.
OHa MOXeT ObITb NoNne3Ha npu onpeaeneHnum NPUOPUTETOB ANA YNyULLEHUS.

9.3 lNpoBeneHue aHanusa 3aTpaTt/npuobLINK

[lpeanpusaTne AOMKHO PacCMOTPETL 3KOHOMUYECKME pes3yibTaTbl BCeX BO3MOXHbLIX Mep No yrny4lleHUIo
kadecTBa. [1pnbbiNb cpaBHUBAKOT C NpeanonaraeMeiMy 3aTpaTtamMmu, YTOObLI TOYHO onpeaenuTb NPUOPUTETLI.
MaTpuua ynydlweHun, npuBegeHHas B Tabnuvue 1, nokasbiBaeT NpUMepbl BO3MOXHbIX 3KOHOMUYECKUX Pe3yib-
TATOB, BbI3BAHHbLIX pa3NMYHbIMU MepaMM No yny4lleHUIo KavecTBa. Paktnyeckue pesynbTaTthl OyayT 3aBUCeTb
OT ocobeHHOCTEen NnpeanpusaTuUs.
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Pa3paboTtaTb MHHOBALUOHHbBIE
nagenusa/ycrnyrm

YNy4WUTL u3genus/ycnyru

CoKpaTUTb CPOKU BHEOQPEHUS
HOBOMW NPOAYKLNU

PaspaboTaTb HOBLIE
nzgenusa/yenyrm

Pa3paboTarb yHUKanbHble
nsgenus/ycnyru

[ToBbICUTDL
YOOBMNETBOPEH-
HOCTb
norpeburenen

[TOBLICUTL NOAJSIBHOCTb
noTpedutenen

YNydLWnTE CObIT [10BbICUTEL penyTauuio

CYLLECTBYHOLLIUX
n3genuin/ycryr YBEenu4uTh NpUCyTCTBUE

Ha pblHKe

YBEINnuinTb
aobaBrneHHyo
CTOUMOCTb
B COOTBETCTBUMU
C OCHOBHOW
Llenbio opraHnsauum

YNyuLWUTb BO3MOXHOCTH
CYLLIECTBYIOLLLETro npolecca

[lepemewiatb KBanndnunpoBaH-

HbIX pabounx
CHM3UTb CTOUMOCTb

COOTBETCTBUA
MogepHuapoBartb npolecc

CoKpaTuTb pacxoa sHepruu un
aarpAsHeHue oKpyxarowen cpeabl

CHU3UTbL pacxoabl

CoKpaTtuTb BpeMS NPOCTOA

CoKpaTuTb oTXo bl

U BTOPUYHVIO NepepaboTk
CHU3UTb CTOMMOCTb vty Pep Y

HECOOTBETCTBUA

YMEHbLLWUTL Nepepacxoabl

CokpaTuTk BO3BpaThl OT
noTpedutenen

PucyHok 2 — [lpeBoBugHaa cxema ynydlleHUsa aKOHOMUKU KayecTBa
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Tabnuua 1— Mepbl Nno ynyyvylweHU Ka4eCTBa, HeobxoauMble Ans NOoJiydYeHWA BblACTICHHbLIX 3HA4YUMbIX PE3yIibTaTOB

YMeHbLLUeHUE CTOUMOCTU HECOOTBETCTBUSA
Oby4yeHue
Pa3paboTka [ony4yeHue
BO3MOXHbIe 3Ha4YUTENbHbIE Pe3ynbTaThbl CokpalueHme MHpHcJBa- cep¥u¢u- nepcoHana| YMeHbLLeHue
KOnu4yecTBa YnyJluleHue no obcny- | 3arpsaA3HeHus
neeKTHOU HAORKRIX NpoLEeCcCcoB AU Mo ymeanmio OoKpyXxaloLLeun
NpoayKUUK HOBBIX MCO noTpedbu- cpenbl
U3nenuu 9001 Teneik
YBenunyeHue
¢bakTOpOB, BbI3bl-
BAlOWNX BOCXU- — X — — X X
LLeHWe noTpedu-
Teneu
'loBbILLe- YBenuueHue
Ve YROBTIGT- doaKTOpOB, Bbi3bl-
BOPEHHOCTU
BAWLUMUX  YAOB- — X — X X X
YBenuye- | notpedbuTte- NETBOPEHHOCTL
HME LieHHOC- | ek notpebutenen
TU B COOTBET-
CTBWUU C INaB- YMeHblLUeHue
HOM Uenbio ¢bakTOpOB, BbI3bl-
opraHu3aLlum BaKOLWNX HEYAOB- X — — — X X
NeTBOPEHHOCTb
noTpebutenein
YMeHbLLe- YMeHbLUeHue
HUe BHeLUHUX | CTOMMOCTU COOT- — — X — — —
N BHYTPEHHUX | BETCTBUSA
PONIBOACT- YMEHbLLEHME
SCRRLIX PAC™ | croumocTn Heco- X — X % X X
XOO0B
OTBETCTBUSA
[IpyuMevyaHuns
1 3HaK «X» 03HA4aeT, YTO BO3MOXEH 3HAYMMbIN pe3ynbLTarT.
2 dQakTunyeckme pesynbTaTbl OyayT 3aBUCETb OT KOHKPETHBLIX ODCTOATENLCTB OpraH13aLum.

Ecnn pesatenbHOCTb NpeanpusaTuUAa HanpaBneHa Ha nssrneveHne npudbinn, BOSMOXHO NpeackasaTth yBe-
nuyeHWe Ooxoaa BcneacTBue NOSNbHOCTU noTpedbutenen, Kak pesynbTtaT Mep No ynydlleHUKo KadecTBa.
TpyOHO NpeackasaTb CBEPXA0XOA OT HOBbLIX MOTpeduTenewu, Kak pesynbTaT pekoMeHaalUUn CyLLEeCTBYOLLNX
YOOBNETBOPEHHbIX UM AOBONbHLIX NOTpedbutenen. OgHaKo 3TOT pe3ynbTaT MOXeT UMeTb DonblLLoe BnNuaHue
Ha oMHAHCOBbLIE NOKa3aTenu npeanpuaATUs.

Ecnn peatenbHOCTL NpeanpuaTUS He HanpaBfeHa Ha usBneveHne npudbbinv, pocT yaoBNeTBOPEHHOCTU
noTpedbutensa MoXeT NPUHECTU NNKU He NPUHECTU HenocpeacTBEHHY PUHAHCOBYHO NPUOLINbL. 3TO 3aBUCUT OT
MeXaHU3MOB (bMHaHCUpPoBaHWA NpeanpuaTus. NoTpebutenu n gpyrue samHTepecoBaHHbLIE CTOPOHLI NOSyYaT
NONOXUTENBLHLIN pe3ynbTaT, KOTOPLIU TPYAHO NoacyuTaTb B PUHAHCOBOM OTHOLLEHUW.

TIPUMEP — llikona, npuHumMarowass Mepbi o yayqyweHUr0 xKayecmea, ynydwum caeoko pernnymayuro. B pe-
3ynbmame ace 6osibie u 6onbwe podumeneu 3axomsim, Ymobbi Ux demu 8 Hel yyunuck. Ecnu wkonbHbIe POHOLI
onpeoenssiomcs U3 pacyema Ha o0HO20 pebeHka, mo 6100XXem WKObI yeenu4dumcs e pesysibmame npeornpuHs-
mbix Mep. 3mMo No3e0Jisiem 8biseUMb CKPbIMbIe GHYMPEHHUEe pe3epabl WKOoNbl. Ecniu ¢hoHOLI O6bI/TU pacCHYUMaHbI
dpya2uM criocoboM, WKOIa MOXem He noay4yums NnpsMou ¢puHaHco80U npubbinu, daxe ecsiu peasnbHas nNpubbinb
as1s1 obwecmea Moxem 6bimb 6051bWIOU, HO He nToddarwieucst nodcyemy.

[na npoBeaeHusa aHannsa satpat/npudbbinm pekoMmeHayeTCs BbINONHUTL crieayloLluee:

a) obecneunTb YeTKoe onpeaeneHne, nnaHupoBaHne N CTOUMOCTb NpeasiaraeMblX Mep No yAy4LleHUIo
B COOTBETCTBUU C rMaBHOW LIENbI0 NpeanpusTus;

b) BO3OEeNCTBOBATbL HA YAOBNETBOPEHHOCTL NOTpeduTenen nyreM yeenmyeHmsa qoakTopoB, Bbi3biBaKOLLIUX
BOCXMLLEHNE U YOOBNETBOPEHHOCTb, U YMEHbLLEHUA (DAaKTOpPOB, Bbi3biBalOLLMX HEYAOBNETBOPEHHOCT;

C) OUEeHUTb yBenuyeHne aoxoaoB Hnarogaps NOBTOPHLIM 3aKa3aM U HOBOMY OU3HeCy, Kak pesynbTaT
yrnyJdLLeHa yaooBneTBOPEHHOCTU NoTpebutenen;

d) noeHTMOMUMPOBaTbL MeHee 3HauYMMbIe ANnA NoTpebuTenen u Apyrvx sauHTepecoBaHHbIX CTOPOH BbIMOAb;

7
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€) OLEeHUTb U3MeHeHe CTOMMOCTU Ha COOTBETCTBME MHECOOTBETCTBUE, KaK BHYTPEHHEW, TaK N BHELLHEW;

f) npoBecTn aeTanbHbIV CPaBHUTENLHbLIN aHaNMM3 COBOKYMHLIX (OUHAHCOBLIX 3aTpaT nNpeafiaraeMoro Me-
PONPUATUA NO YNYYLLEHNIO Ka4veCcTBa;

g) CpaBHUTb COBOKYMNHYHO NpubbINb C KaNnUTanbHLIMKY 3aTpaTaMn HA MEPONPUATUA MO YAYULLEHUIO Kaue-
CTBa U peLLUnTb, CTOUT NN X NPOAONXKaThb.

[lpegnpusaTe MOXeT UCNONb30BaTh pasHblie MeToAbl (Hanpumep, YUCTYIO TeKyLLy CTOMMOCTb, CPOK
OKYNaeMOCTW, BHYTPEHHIO HOpPMY Npubbinn) Ansa NPpUHATUS (DUHAHCOBOIO peLleHns O NPOAOIMKEHNN yyuLle-
HUS KaueCcTBa.

Heo6xoanmo yunTbiBaTb TakKe MeHee OLLlyTUMble BbIroabl. HekoTopble 3KOHOMUYeckne pesyrnbTaThl
MOryT ObITb TPYAHLI ANA noacveTa, HanpuMmep yBenuyeHne npogax no odpasuamM U noBbILLIEHWE NMPON3BOAU-
TenbHOCTV Tpyaa 6narogaps NOBLILEHMIO MOTUBALIMM NMepcoHana, Ho OHM MOryT ObiTb CyLLEeCTBEHHbIMU. B
npoLecce NPUHATUA peLlieHns HeoBX0aAUMO paccMaTpuBaTh KaK OLLYTUMbIE, TaK U HEOLLYTUMbIE BbIroApbl.

PelleHne 0 nNpooomkeHUn ynyJlleHUsa KadecTtBa cneayeT nNpuHUMaTbh Ha COOTBETCTBYIOLLEM YPOBHE.
Ecnn noTeHumManbHbIe KanuTanbHbIe 3aTpaTthl HU3KK, pelleHne crneayeT NpMHMMaTh MOKUM HebopokpaTuyec-
KM crnocobom pykoBoautTensam, BNM3kuM K AaHHOMY npoleccy. Ecnn 3aTpaThl CyLLeCTBEHHbI, MOXET BO3HUK-
HyTb Heo6x0aAUMOCTL B Honee opuumanbHOM npouecce NPUHATUA pelleHns. [ns obecneyveHnsa MakCUMansHOW
NpMBLINM NPU MUHUMATBHLIX KanNUTAarbHLIX 3aTpaTax Hy)XXHa NpeaycMoTPUTENbHOCTD.

9.4 NMnaHmpoBaHue U BHeApeHWe ynyJvlleHUs

[lpegnpusaTe AOMKHO NAaHUPOBAaTb U BHEAPATbL Mepbl No ynyudleHnto. OTYeT 0 3aTpaTtax Ha npouecc
ynyJlleHUus N yOooBnNeTBOPEHHOCTL NoTpebutenen cnegoyeT vcnonb3oBaTb AN TOro, YTodObl ydeouthcsa B
OOCTXEeHNN npeackasaHHbIX ynydlleHun. Ecnm aToro He NpousoLwno, MoXeT NoTpedoBaTbCs NPOBECTU [0-
NONTHUTENbHLIV aHanNus3.

B cooTBeTCTBUM C NNAaHOM NpeanpuaTUIO crneayeTt npoaHanManpoBaTh pes3yrbTaTbhl MPUHATLIX Mep Mo
yNyJLleHUIO, YTOObl yOOCTOBEPUTLCS B X 3PIEKTUBHOCTM.

[MpunoxeHue A
(cnpaBo4YHOE)

CBegeHuA 0 COOTBETCTBUM HaUMOHarbHbIX cTaHpgapToB Poccunckon ®epepauvn
CCbIJTOYHOMY MeXAyHapoaAHOMY CTaHAapTy

OB603HaYEHUE CCbINOYHOIO OB603Ha4YeHne U HAMMEHOBAHWE COOTBETCTBYIOLLENO HALWMOHAINBLHOIO cTaHaapTa
MeXOyHapoOHOoro ctraHgapTra Poccuinckon Gegepaunu
NCO 9001:2000 FOCT P NCO 9001—2001 CucTtemMbl MEHEeDKMEHTa KayecTBa. TpeboBaHus
YOK 658.562.012.7:65.012.122:006.354 OKC 03.120.10 159

KntoueBble crnoBa: 3KOHOMUKA KavyecTBa, 3aTpaThl, Npubbinb, 3aTpaThl HA BLINOSIHEHWE NpoLecca, YAOBNeTBO-
PEHHOCTbL NoTPpebuTens, aHanna saTpart/npmndbinn
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