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Mpegucrnosune

Llenn n npuHumnel ctaHgaptusdaumm B Poccunckon Pepepaumm yctaHosrieHbl defepanbHbiv
3akoHoM oT 27 gekabpsi 2002 r. N 184-®3 "O TexHM4YeckoM perynmpoBaHuK”, a npaBuna npumMeHeHus
HauuoHanbHbIX cTaHgapToB Poccuickon Pepepaumm - TOCT P 1.0-2004 "CrtaHgapTvsaumsi B
Poccuinckon ®epepaumm. OCHOBHbIE MOMNOXeHUs".

Ceegenus o ctaHgapTe
1. PaspaboTtaH Hay4Ho-TexHuyeckum ueHTpom "MHTEK".

2. BHeceH TexHuyecknm komuteToM no cradgaptusauum TK 100 "Crtparternyeckum wu
MHHOBALMOHHbIN MEHEeXXMEHT".

3. YTBepxaeH n BBegeH B gencteue [lNpukasom denepanbHOro areHTCTBa MO TEXHUYECKOMY
perynupoBaHuto u metponorun ot 21 gekabpsa 2010 r. N 884-cr.

4. BeeneH Bnepsble.

WHopmauusa 06 nsmeHeHUsX K HacTosilemMy cTanHgapTy nybnukyeTcs B eXXerogHo usgaBaemMom
WHOPMaLMOHHOM YkasaTene "HauuoHanbHble cTaHgapTthl", a TEKCT U3MEHEHUMA W MOMpaBoK - B
eXeMeCs4YHO u3gaBaeMblX WH(OPMaLMOHHLIX ykasaTtendax "HauuoHanbHble cTaHgapTtel'. B cnydae
nepecMmoTpa (3ameHbl) UM OTMEHbl HacTodALWLero ctTaHgapTa COOTBETCTBYlOLLee yBefOMNeHue byaet
onybnukoBaHO B E€XeMeCs4YHO u3gaBaeMoM MHGOPMaUMOHHOM  ykasatene "HauuoHarnbHble
ctaHgaptol". CooTBeTCTBYHOLWAA WH(pOpMaLMs, yBeOOMMEHME U TEeKCTbl pasMellalnTcs Takke B
MHAOPMaLIMOHHON cnucteme obLLLEro NONb30BaHMA - Ha oduumManbHOM canTe PeaepanbHOro areHTCTea



Mo TEXHWUYECKOMY PEryNIMPOBaHUIO U MeTporornm B cetu IHTepHeT.
BBegenune

HacToawmin ctaHgapT COAEPXUT nepeyvyeHb KOHTPOSbHbIX BONPOCOB, OXBATbIBAKOLWMWIA Pa3finyHble
acnektbl pa3paboTku, BHedpeHuss U cepTudMKauMM CUCTEMbl MEHEeOXMeEHTa KadecTBa Ha
cootBetcTBMe FTOCT P MCO 9001 B uensax okasaHna NOMOLLM MasbiM U CPEOHUM NPeanpuaTnam npu
noHMMaHuu n peanmsaumm Tpedoeanun NOCT P NCO 9001; no3sondeT npeanpuaTusam onpeaensatb
COOTBETCTBME MX CTaTyca 3Tum TpeboBaHMAM; nomoraetT nAeHTUPUUMPOBaTb OCHOBHblE 0bGracTu
yrnyyweHnsa. KOHTponbHbIA NepedeHb COCTOUT M3 11 yacTen, kaxaasi U3 KOTOpbIX pacnpocTpaHseTcs
Ha KOHKPETHbIA acnekT cepTudmkaumm npeanpuatus unm npoeepkn Ha cootsetctene NOCT P NCO
9001, ¢ kpaTkum nosicHeHMeM TpeboBaHMIn 1 AONONHUTENBHOWM MHOPMaLVENn.

HacTtoswui ctaHgapT onupaeTcs Ha NpUHLMMNBI CaMOOLEHKM CUCTEM MEHEKMEHTa KavecTBa
npegnpuatnin, nanoxerHHole B MCO 9001 Fitness Checker, koTopbinn 6bin paspaboTtaH B COOTBETCTBUMU
¢ [NporpaMmoi MOBLILWEHNS KOHKYPEHTOCMOCOOHOCTUM Manbix M cpegHux npegnpuatun (ProCIP)
MexayHapOoAHbIM LIEHTPOM TOProBu.

1. O6nactb NnpUMeEHEHs

HacTtoawwmn crtanHgapT cogepXut onucaHue TpeboBaHuKW, npouenypbl ceptudukaumm Ha
COOTBETCTBME HaCTOosAWeMy CTaHgapTy, a Takke npoueaypbl, HeobxoOuMon Ans MNOCTENEeHHOro
NpoaBwKeHns npegnpuaTua Kk cootBeTcTBuio TpeboBaHmsm TOCT P NCO 9001. lNNpuBeneHHbIn
MeXaHU3M MOMOXeT OOQHOBPEMEHHO OnpeaenuTb COOTBETCTBUE NpeanpusaTus aTuMm TpeboBaHuAM W,
cnepoBaTeNbHO, MNOMOXET WAEHTUPUUMPOBaATbL OCHOBHble 006MnacTv ynydweHus Ha nytm K
ceptudmkaumm Ha cootBeTcTBme TpebdosaHuam FOCT P MCO 9001.

Bonpochkl crpynnupoBaHbl B 11 yacTten, Kaxgas M3 KOTOpbIX pacnpoCTpaHseTcs Ha pasfnyHble
acnekTbl NPOABMKEHUSA NPeanpUATUA K cepTudmrkaumm unm nposepke (ayauty) Ha cootsetcteue FOCT
P NCO 9001. Ho oHn He obAsaTenbHO OOMKHbI ObiTb peanu3oBaHbl He3ameanuTenbHo. Ecnu Bbl
XOTUTE pas3gennTb Bally OLEHKY Ha nocrnegoBaTteribHble 3Tanbl, TO MOXeTe COXPaHUTb OOKYMEHTALMIO
(cbann) n npogoMmMKUTL C TOFO MecTa, r4e Bbl OCTAHOBUIIMCE Ha npeablayliem atane. Kaxagbih Bonpoc
cchopmMynmMpoBaH Tak, 4Tobbl OTBET Bbln 0gHO3HaYHbIM - "Aa" nnn "Het". OTBEYasa Ha Bonpoc "Aa", Bbl
nogTeepXxgaeTe Bawle MOHMMaHue npobrembl MU NraHMpOBaHWME BaMX AAHHOMO acrnekta CUCTEMbI
MeHemKMeHTa KadvectBa. [lpu oTBeTe "HeT" npegnonaraeTcsl, 4TO NMOO Bbl HE yBEpPEHbl B TOM, Kak
npogoskate paspaboTKy KOHKPETHOrO acrnekTa MeHeMKMEHTA KayecTBa, NMbo Bam HesdAcHa npobnema
B NPUHLUMNE HA AaHHbIA MOMEHT, MPX 3TOM Bbl MOXETE NOMy4YnUTb B KA4eCTBE OTBETA AOMNOSTHUTENbHYHO
NMHpopMaLmio, KoTopas MoxeT BblTb NonesHa Ans Bac.

Hactoawwmin ctaHgapT npegHasHaveH npexae BCero Afs MNOBbIWEHUS KOHKYPEHTOCNOCOBHOCTH
mManbix un cpegHux npegnpusatun  (MCI1). OgHako OH MOXeT ObITb WCMNOoMNb30BaH W ApYruMn
NpeanpuATUSMU PasnuyHbIX (POPM COBCTBEHHOCTMW.

PasHuua mexay MCI v 6onee KpynHbIMU OpraHvM3auMsiMM 3akn4aeTcsl B TOM, YTO BTOpble
MoryT ceGe no3BonuTb Gornee [eTanu3npoBaHHOE pasfdeneHve W pasrpaHuyeHne  YHKLUWNA,
MONHOMOYM U pecypcoB, Toraa kak MCIT BblHYyXOEHbI WMHTErpvpoBaTb pasfuyHble YHKUMM U
006513aHHOCTN B pamKax OOHMX U TeX e noapasneneHuii, COTPYAHUKOB U PECYPCOB, WUMU MOSTHOCTbIO
NCKINIOYaTb KaKyk-TO UX YacTb.

Kpome Toro, MCI1 ropasgo TpyaHee B3anmMogencTBoBaTb C KPYMHbIMU MOCTaBLUMKaMU, KOTOpbIe
Gonee CKNOHHbI pearmpoBaTtb Ha TpeboBaHnsa Gornee KpynHbIX CBOMX KNMeHToB. B aTom cmbicne MCI
ropasgo TpyaHee Hanagutb HeobXo4uMMyko opraHv3auuio paboT No CO34aHuio M MOAAEPXKAHWUIO
achbdekTnBHON AesTenbHOCTH, BkNtoyasa n CMK, noatomy Ans HUX ABMASIETCA Ype3Bbl4avHO BaXKHbIM
Hanuume Gonee YeTKUX pekoMeHaaunn, NO3BONSAOWMNX UM YyCTaHaBNMBaTb M OLEHUBATb NPaBUIIbHOCTb



N  3PPEKTUBHOCTL COBepLUaeMblX UMW OENCTBMA B OTHOLIEHMM CBOEW HenocpenCTBEHHOW
AEeATEeNbHOCTU U 0COBEHHO MPUMEHSEMbIX UMW CUCTEM MEHE)KMEHTa KayecTBa.

2. HopmaTuBHbIE CChIfKn

FOCT P NCO 9000-2008 Cucrembl MeHegkMeHTa kadecTBa. OCHOBHbIE NMOSTOXEHMSA U COBapb

FOCT P NCO 9001-2008 CucteMbl MEHED)KMEHTA KayecTBa. TpeboBaHus

FOCT P NCO 9004-2010 MeHemXMeHT Ons OOCTMXKEHUS YCTOMYMBOrO ycrnexa opraHusaummn.
Moaxoa Ha ocHoBe MeHeO)KMEHTa KavyecTBa

FOCT P MCO 10007-2007 MeHepXmMeHT opraHusaummn. PykoBogsilume ykasaHus rno ynpasrieHuio
KOHcpurypauuen

3. O603Ha4YeHNst 1 cokpaLLeHus

MO3K - MexayHapoaHas anekTpoTexHuyeckas KOMUCCUS;

NCO - MexayHapoaHasi opraHusaums no ctaHgapTMsaumu;

onpa (KISS) - onepatMBHOCTb 1 NPOCTOTa B AENCTBUSIX;

CMK (QMS) - cuctema meHegKMEHTa Ka4yecTBa;

MCTI1 (SME) - manble n cpegHvue npeanpusaTus;

FOHKTAL (UNCTAD) - KoHdepeHuusi OpraHuszauun OObeauHeHHbIX Hauuin no Bonpocam
TOProBIv 1 pasBUTUS;

BTO (WTO) - BcemupHaga Toprosasi opraHusauus.

4. O6LWwme nonoxeHus

Hactoawwmn ctaHgapT npegycmaTpmBaeT crneayowme 11 atanoB Ha nNyTn K cepTudomkaumm nnm
nposepke (ayauTy) Ha cootBeTcTBue FOCT P MCO 9001:

1.

2
3
4
5.
6
7
8
9

|_|pI/IH$|TVIe cTpartermm B obnacTtu ka4yecTBa.

. PaspaboTka cuctembl MEHe)XMeHTa KayecTBa.
. OTBETCTBEHHOCTb PYKOBOACTBA.

. Cosganwue n peanusauns (KU3HEHHbIW LIKIT NPOAYKLNN).

CBsi3b C NoTpeduTensmu.

. 3aKynku.
. [poekTnpoBaHune n paspaboTka.
. [pon3BoacTBO M obCnyxunBaHue.

. MoHUTOpWHT, M3MepeHne 1 aHanms.



10. BHegpeHue cuctembl MeHe)KMeHTa KavyecTsa.
11. CepTudmkaumsa n nogaepxaHue B pabo4yem CoOCTOSAHUM CUCTEMbI MEHE)KMEHTA KayecTBa.

B Hauyane ctaHaapTa npeanoXeH KOHTPOIbHbLIA NepevyeHb BONPOCOB AM1si OLEHKN, NO3BONSIOLLNIA
NPOBECTU npeaBapuUTenbHbIA aHanuM3 HeaocTaTKoB M AaTb obllee npeacrtaBrieHWe O Ballewn
rOTOBHOCTU K cepTudmkaumn/nposepke (ayauty) Ha cootseTcTBue TpebosaHuam MOCT P MCO 9001.

Hanee npvBeneH BONPOCHMK, MO3BONSAIOLWMIA OpraHM3aumsiM nyylle oco3HaTb COOTBETCTBUE UX
neatenbHocTn unm CMK tpebosaHnusam FTOCT P MCO 9001.

Ecnun Bbl OTBETMNM Ha BOMPOCHI YTBEPAUTENBHO, TO 3TO O3HAYaeT, YTO AAHHbLIN acnekT Ballewn
AEeATEeNbHOCTUN CKopee BCEro cooTBeTCTBYeT TpeboBaHusaMm, npeabasnaembim K CMK Ha ocHoee TOCT
P NCO 9001. Ecnn oTBeT oTpuuaTenbHbli, TO B pasgene "KommeHTapun" npuBegeHa MHgopmaums,
KoTopas MoxeT OblTb Bam nonesHa Ans nocrneayowero JOCTUXKEHNST COOTBETCTBUSA B OyayLiem.

Mpn aToM HEo6GX0OUMO MMETb B BMAY, YTO NONOXUTENbHbIE OTBETbl Ha BCE BOMPOCHI TaKkKe He
ABNAOTCA MOSIHON rapaHTMen COOTBETCTBUS [OEATEeNbHOCTM Ballel OpraHusaumMm B OTHOLUEHWUU
kadyectBa TpeboBaHusm TOCT P MCO 9001-2008. 3710 TONbKO MO3BOMSIET MOATBEPAUTL, YTO Bbl
HaxoauTechb Ha NpaBUINbHOM MyTK Npu noctpoeHnn CMK 1 goCcTUKeHUN KavecTBa.

[anee B TekcTe cTaHgapTa Ans nyywero NOHMMaHWA UCMONb3YKTCA TEPMUHbI "npoaykumsa” m
"ycnyrn". ECniv Takoro pasnuuusa He caenado, To nog TepPMUHOM "Mpoaykumsa” cnegyeT NoHUMaTh U

ycnyry.
Takke B TekCTe BcTpevaeTca nepeducneHune "ceptudumkaums/nposepka". B atom cnydae nopg

"nposepkon” nogpasymeBaloT BO3MOXHble Npoueaypbl OLEeHKN, Bepudukaumu, ayauta, perucrpaumu,
WHCMEKTMPOBaHNS 1 apyrve.

5. MpepBapuTenbHbIA aHanNM3 He4OCTaTKOB AN COOTBETCTBUS
TpeboBaHuam MOCT P NCO 9001

Tabnuya 1

[lpenBapUTeJIbHEIM aHaJIM3 HEeOOCTATKOB CUCTEMEBL OueHka BaMeuaHmda
MEHEeIXMeEHTa KadecTBa

[IpuMMUTE pPeleHre 10 KOJUYEeCTBY OalljioB 0 - 5| Bemure 3anucu,
or 0 mo 5 mo xaxmoMy BOIPOCY HIMXE oBBsACHALIME

OLIEHKY, IJid
CCBUJIKM B
SynyumeM

1 PaspaboTanu JM BE, IOKYMEHTAJILHO obopMmiM,
BHe,JZ[pI/L]'H/I VI B HacCcToOdluee Bpqu HO,JZ[JI[erCMBaeTe B
pabouem coctTosaHuM CMK, oTBeuanmyin TPeOOBaHUAM
6ot cucTeMel, BkJouas I'OCT P MCO 90017

2 VneHTUOMUMPOBANM JIM BBl IIPOLECCEH, HEeOOXOIMMEE
nnsa Bamelr CMK, wu

a) IOCJIenNOBaTEJIbHOCTL IIPOLIECCOB IIOCTaBKMU
NPOOYKUUM MIIM YCIYyI';

0) KpuUTepuM M MEeTOHE, HeOOXOIOMMEE IJIid
obecrnieueHnsa 30PeKTMBHOCTHM NPOLIECCOB;




B) HaJlMuMe PecypcoB U MHbOOpMALMM, HEOOXOIMMEIX
IJIA [NOIOOepXaHMsa IIPOLEeCCOB?

3 EcTp Ju y Bac:

a) PYKOBOACTBO IO Ka4eCTBY, BKJYAA HOJUTUKY U
ueJau B oOJlacTM KadecTBa;

©) NMCBMEHHO OQOPMJIEHHHE IIPOLENYPH
MHCTPYKUUM TII0O SKCHﬂyaTaHMM?

4 CBUIETEeJILCTBYKT JIM BaliM 3anmncu o060
30QeKTMBHOCTHM NPOMBBOINCTBEHHEX [IPOLLECCOB?

5 IIpMBEPXEHO JIM BECIIEE PYKOBOICTBO IPMHLMIIAM
pa3paboTku M BHempeHMs HOBOM CMK?

6 [IporHOOPMUPOBAJIO JIM Balle BHCIlEe PYKOBOICTBO
BCEX COTPYIHMKOB O BaXHOCTM obOecledueHMs
COOTBETCTBMUS TpeOOBaHMAM NOTpPeOUTeNIeV UM IPYyIUM
TpeboBaHUAM Ou3Heca?

7 3agaBUJIO JIM BEHICllEE PYKOBOICTBO O CBOeM
IIPMBEPXEHHOCTM IIPMHIINMIIAM obecrieueHuss COOTBETCTBUS
TpeOOBaHMAM MOTpedbuTesiell KaK [NepBOOYepeIHOM
3ama4m?

8 BkJIOYWAKT JIM Bamy Leju B oOJacTyM KadecTbBa
TpeOOBaHMA K MNPOUBBOACTBY M NOCTabBKe?

9 Ns3MepseMbl JIM BamM Leau B objlacTyM KadecTea?

10 BelIM M OIpenejieHbl OTBETCTBEHHOCTHL M IIpaBa
MEHEIXEPOB M COTPYIOHMKOB M HOOBEIEHEl 0O UX
cBeIOeHudg?

11 EcTb M y PYKOBOICTBa CTPeMJIeHME U PEeCYpPCH,
HeOOXOIOMMEIE IJIf:

a) BHeIOpeHMS U HonmepXaHus B paboueM COCTOSHUM
CMK 1 NOCTOSHHOTO MNOBBIIEHUS ee 50OeKTMBHOCTN;

) yJydlleHMs CTEeINeHM YyHOOBJIETBOPEeHMS
noTpebuTresyie IOCPenCTBOM OOeClIedeHUs
COOTBETCTBMA UX TPpeOOBaHUAM?

12 EcTb JM y Balley opTaHMB3aluM IPOoLenypH,
obecrneuyBamle BEOOP KOMIETEHTHOI'O IIepcoHalla IJd
NPOM3BOIACTBEHHOM HOEeATEeJIbHOCTM?

13 OBecneumBaeT JIM Balla opraHM3alLMa oOydeHMe U
IIOATOTOBKY KaIpOB MM [NPEINPMHMMaeT IPyIMe MepE
IJ1s pasBUTKA (IIOBHIIEHME KBaJIMOMKaLMM U
KOMIIETEHTHOCTM) COTPYIOHUKOB?

14 CooTBeTCTBYyeT JM Balla OpraHM3aLMusd
TpebOBaHUAM, NPeIbABJISEMEM K:

a) 3OaHuaMm, pabouuMM YCJIOBMSAM UM KOMMYHAaJIbHEM
COOPYXEHUAM;

0) TEeXHOJIOTMUYECKOMYy OOOPYIOOBAaHMIO;

B) BCIOMOTATEJIbHEIM yCJiyT'aM, HallpuMep
TPaHCIOpTa WM CBA3MU?




15 Korpma BHI mIojiydaeTe 3aka3 OT norpedburend,
paccMaTpuBaeTe JiM Bbl €TI0 B COOTBETCTBUM C:

a) TpeboBaHMAMM, YCTAHOBJIEHHEIMM HOTpebuTeseM,
BKJIOUAsa IOeATeJIbHOCTH, HEeODOXOOMMYyH IJid IIOCTaBKU U
ocJjie NOCTaBKMU;

©) TpeboBaHMAMM, HE YCTAHOBJIEHHEIMU
norpeburesieM, HO HEOOXOIMMEIMM IJIS YCTAHOBJIEHHOTO
NPUMEHEeHMS, M3BECTHOI'O WM IpenrnojlaraeMoro
NIPUMEHEeHUS ;

B) 3aKOHOHATEJIbHEIMUY U PeIyIUPYILMMI
TpeOOBaHUAMY, IEeMCTBME KOTOPEIX pPacClIpOCTpaHaeTCs
Ha OPOOYyKUMIO MM YCIyTy?

16 VMubopMupyeTe JM BH HOTpeOUTEJIEM O:

a) mHbopMaUMM Ha OPOOYKLMIO;

©) BHIIOJIHEHMM KOHTPAKTOB MM 0OpaboTkKe 3akaszsoB,
BKJIOYAA M3MEHEHUA;

B) MHQOPMAaUMOHHBEIX KaHaJjlax IJig OOpaTHOM CBA3M U
IoJIydyeHuM xajio® oT norpedbureien?

17 IlnaHuUpyeT M yNpaBJsgeT JiM Balla OpraHM3alusa
paboTamMu, CBA3AHHEMU C NPOEKTMPOBAaHUEM U
PaspaboTKOM NPOOYKLUUM MM YCJIyID?

Ecnu Takasa
paboTa He
BHINIOJIHSAETCS
Bamemn
opTraHmMszauueu,
He CTaBbTe
BaJse B
OLIEHOUYHOM
KOJIOHKE

18 BegmeT Ju Bama oOpraHM3aUMsa 3alucu,
OTHOCAWMECS K aHalusy padboT N0 NPOEeKTUPOBAHMIO WMIIMU
paszpaboTke, BepuOMKALUMM M BaJMIAUUM M IOEWUCTBUAM,
ONpennprHMMaeMbM 10 pes3yJibTaTaM TakoI'o aHaiamsza?

Ecim Takada
pabora He
BEITIOJIHAETCHA
Bamemn
opraHuzaluel,
He CcTaBbTe
OaJiyiel B
OLIEHOUYHOM
KOJIOHKE

19 KoHTpoJMpyeT UM KakuM—JIMOO OpyTuM oOpasoM
IIOATBEPXIaeT Balla OpraHM3alusa OeNUCTBUS,
nprBOIAmME K TOMYy, UYTO 3aKyllaeMele NPONyKUMs,
MaTepmalsiel, COCTaBHEIE YACTM UM YCIYyI'M OTBEeYawT
BallMM YCTAaHOBJIEHHBIM TpG@OBaHMHM Ha saKynKy?

20 BbI@MpaeT JI Balla oOpT'aHM3alyd IIOCTAaBIMKOB B
3aBMCMMOCTM OT TOI'O, HaACKOJIBKO BaXHa 3akKyIlJIEHHa#d
IIponyKUMA IOJId INPpOM3BOOCTBa WMJIM OKa3aHWMA ycnyr'm?

21 OueHuMBaeT JM Balla OPTaHMBALMsS [IOCTAaBIMKOB
(cybnompaOuMKOB MJIM OINTOBHE OpPITaHM3aLMM) Ha
OCHOBE MX CIIOCODOHOCTM OTBeuUaThb BallMM TpebOOBaHUAM?

22 ObecrnieumMBaeTe JIM BE IIPOM3BOINCTEBO:

a) mHbopMaumel, ONMCHBAKIEN XapaKTEepPUCTUKU
OPOnyKLUM;

©) HeOOXOOVMMBEIMM MHCTPYKUMAMM 10 BKCIIJIyaTaluM;

B) COOTBETCTByKUNVM ODOPYIOOBaHMEM;




T') HeOOXOOUMEIMM KOHTPOJIBHEIMM M U3MEPUTEJIbHEIMU
YCTPOMCTBaMM?

23 PerynsapHO JM Balla OpTaHM3auus NOATBEepXIaeT,
YTO BallM NPOM3BOLCTBEHHBIE MNPOLIECCH M IIPOLLECCEHL
IpenoCTaBJIEHUI YCJyI' CIOCOOHBE IIOCTOSHHO
COOTBETCTBOBATL YCTAHOBJIEHHEM TpebOOoBaHMAM?

24 VneHTUOMUMPYTCS JIM OeTajlM, COCTaBHHE dYacCTH,
COOpPOUYHEE y3JBl M NPOOYKLMSA B IIpOollecce IIOCTaBKU
NPOOYyKUUM M yCJyI?

Ecnu Takasa
paboTa He
BHINIOJIHSAETCS
Bamemn
opTraHmMszauueu,
He CTaBbLTE
BaJsel B
OLIEHOUYHOM
KOJIOHKE

25 YcTaHaBAMBAT JIM CTATYyCy M XapaKTepucCTUKaM
IIPOOYyKUUMNM MM YCJIYyT'VM OIHO3HAUYHEBEIE U UYEeTKUE
Tp@@OBaHMH K KOHTPOJIBHOMY WM U3MEPUTEIJIBHOMY
0B0pynOBaHMIO?

Ecim Takada
pabora He
BEITIOJIHAETCHA
Bamemn
opraHuzaluel,
He CcTaBbTe
OaJiyiel B
OLIEHOUYHOM
KOJIOHKE

26 Eciy OpoCJIeXMBaeMOCTb SBJIS€TCH YCTaHOBJIEHHEM
TpeOOBaHMEM, BEIYyTCH JIM Ha [NPOMU3BOLACTBE 3alUCU B
OTHOWEHUNM MIASHTUOMKALUMY HOPOOYKLUM?

Ecam Takada
paboTa He
BRIIIOJIHAETCS
Bamemn
opTraHMszalue,
He CTaBbTe
BaJsel B
OLIEHOUHOM
KOJIOHKE

27 BepexHO JM BH OTHOCUTECH U NpenoxXpaHseTe Jiu
COOCTBEHHOCTEL NOTpeburesiel, HaxXOOAWylCsS IIOH BallM
yIopaBJIeHMEM MJIM BKCIIIyaTUPyeMyl BallMMU
COTPYOHUKaMMU?

Ecnoun Takasa
paboTa He
BHINIOJIHSAETCS
Bamemn
opTraHmMszauueu,
He CTaBbLTE
BaJse B
OLIEHOUYHOM
KOJIOHKE

28 BepexHO JM BH OTHOCUTECH K MNIPOIYyKLMUM
(BKJIOUAS OeTayM MM COCTaBHEE YacCTM) B IIpollecce
NPOM3BOIACTBAa M INOCTABKM NOTpebuTesn, obecrneumsBas
COOTBETCTBRYNIYI UIOeHTUOUKALIMIO, YIaKOBKY,
XPpaHeHMe, KOHCepBalMI I BHIIOJHEHME NOTPYy30UYHO-—
Pa3Trpy304YHEX paboT?

Ecim Takada
pabora He
BEITIOJIHAETCHA
Bamemn
opraHuzaluel,
He CcTaBbTe
OUKM B
OLIEHOUYHOM
KOJIOHKE

29 EcTb ¥ y BaC MHCTPYKLMM, HEeOOXOOMMEIE IIJiS




UOSHTUOMKALMY KOHTPOJIS MM MOHUTOPMHIA, KOTOPHE
HeOoDOXOIMMO MNPOBOIOMTL B IIPOllecCe IIOCTaBKU
OPOONYyKUUM MM YCJYyT UM BKCIJIyaTauuy oOOopyINOBaHMA?

30 Bame ms3MepuTeJIbHOe OOOpyIOBaHME:

a) kxaaubpoBaHO U I[IOBEPEHO uYepe3 yCTaHOBJICHHBIE
IPOMEeXYyTKM BPEMEeHM MM OO 3BKCIJIyaTaumum?

0) OTPeryJMpPOBAHO KaK HeOoOXOIMMO?

B) MIOeHTUOMUMPOBAHO IJig OlpelesieHMs cTaTyca
KaJInMOpOBKU?

') 3alMIeHO OT PeryJIMPOBOK, KOTOPEHE CIeJalT
HEeOeVCTBUTEJbHEM pesyJlbTaT U3MEePeHUs?

o) 3BalMIleHO OT IOBPEeXIEHUM M IOopuM B IIpolecce
NOTPY30UYHO-PAa3TPYy30UHEIX paboT, OOCIyXMBaHUA U
XPaHeHUA?

Ecam Takada
paboTa He
BRIIIOJIHAETCS
Bamemn
opTraHMszaluue,
He CTaBbTe
BaJsel B
OLIEHOUHOM
KOJIOHKE

31 IpoBOIMUT JiM Balla OpraHM3alMsg MOHUTOPUHI
nHPopMaLUM OT IOoTpedbuTelei, NOATBepPXIalen
COOTBETCTBME UX TpebOOoBaHMUAM?

32 IlpoBOIMT JM Balla OpTaHM3alMsa BHYTPEHHUE
IIPOBEPKM KadeCTBa uepes3s 3allJlaHMPOBaHHEE I1epPMOIEH
BpeMeHun"?

33 IlpuMeHseT JIM Balla opraHM3aumsa
COOTBETCTBYKIIME METOHOBI OJIA INPOBEPKM U, €CJIIN
HeO@XO,HMMO, OLIEHKM PEe3YJIbETAaTMBHOCTNM BallMX
IpoOLeCCOoB?

34 IlpoBepseT WM OLIEHMBAEeT JIM Balla OpraHM3alud
XapaKTEePUCTUKM TOTOBOM NPOAYKLUMM U PEeTMUCTPpUpyeT
JIM Pes3yJbTaThl?

35 MpmeHTHOMUMPYET JIM Balla OpTaHMU3alMa
HECOOTBETCTBYWIYD NPOOYKLUMIO M paccMaTpuBaeT JIM e€e
Ha OpeIMeT yTUIM3aluum?

36 CobupaeT M aHaAJIM3UPYET JIM Balla OpTaHM3alLMUs
IOAaHHBIE IO OLleHKEe NPUIomHOCTU UM sbdexTmBHOCTHM CMK?

37 JcnoJyib3yeT JiM Balla oprlaHM3alMus IaHHBE IJjig
OLEeHKM WM MISHTUbMKauuy TOI'0, I'Je MOXEeT
OPOBOOUTHECS MNOCTOSHHOE YyiyyumeHme CMK?

38 IIoCcTOSHHO JM Balla OpTaHM3alus [OBHIIAET
spbexTUBHOCTL CMK?

39 lpennpmHMMaeT JiM Balla OpraHM3alMs
KOpPEeKTHUpylMe OeMCTBMS, HEOOXOOMMBIE IJid
YCTpaHeHuss NPUUMH BO3HMKHOBEHMUs OpobiieM u
npenynpexneHnus MX IOBTOPEHMUS?

40 OmnpenendgeT M yCTpaHAeT JIM Balla oplaHM3alus
IIOTEeHUMAaJIbHEIE HECOOTBETCTBUSA IJid NpelylNpeXIeHUS
UX BOBHUKHOBEHMA?

Tabnuua 2



Kputepuu Bbibopa konnvectsa 6annos

N n/n Kpurepum BeOOpPa KOIMYUeCTBa 0OaJjljioB
0 Bel He MNOHMMaeTe, YTO HeOOXOOMMO HejlaTh MJIM He CUMTaeTe 3TO
He 0O XOOMMEIM
1 Bama opraHm3aluMsa He BHIIOJHIET 3Ty paboTy
2 Bel mOHMMaeTe, YTO B3TO CTOMT OeJjlaTh, HO He JejlaeTe 3TOTO
3 Bel mHOT'Ia mejlaeTe 3TO
4 Bel mejlaeTe »TO, HO HE OUYEHB XOPOUO
5 Bel mejiaeTe 3TO OOBOJIBHO XOPOLIO

Tabnuua 3

PesynbTat noacyeta (cnoxeHus) 6annos

KommuecTBO Baser B PesymnbTar
Banos IIPOLIEHTHOM
OTHOUWEHUN
150 - 200 75% - 100% |[Bel mouTM T'OTOBH K 3aBepleHuino paboTel Han CMK,

oTBeuamnmey Tpeboranmam I'OCT P UMCO 9001, u
IpenCTaBJIEHMI0 3aABKM Ha cepTuduraumio UIn
IpOoBEIeHre ayIuTa

100 - 149 50% - 74% Bel ToTOBH K BHempeHmio CMK. Ilo Bcen
BEPOSATHOCTHU 3TO YJIyUYUIMT pes3yJibTaTH Balein
NPOMBBONCTBEHHOM HEeATeJIbHOCTU

(@)
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Ne]
(@]
o
1
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O
oo

BaM HeoOxXOIMMO MHOTO CIejlaTb. HeobxoamMmo
PacCMOTPEeTh BO3MOXHOCTL IIPUBJIEUEHUS
KOHCYJIbLTaHTa WM CIelUMaJiucTa

MpumeyaHne. Ecnn Bbl UCKNIOYMM HEKOTOPbIE NN BCE AEUCTBUSA, UOEHTUMULNPOBAHHbIE Bbille,
MOXHO BbIYECTb KONIMYECTBO WCKMIOYEHUA, YMHOXEHHOE Ha nsATb, M3 obwero konuyecTtea Ans
onpegeneHus COCTOAHMA Oen B Bawew opraHusauun. Y Bac 6yget obuwee npeactaBrneHue o
rOTOBHOCTM K cepTudpmkaumu/nposepke (ayauTy) Ha cooteTcTBue Tpebosannsam FOCT P NCO 9001.

6. BonpocHuk
6.1. BonpocHuk, yacTb 1. NpuHsaTue ctpaternm B obnactu kadecrtsa
6.1.1. NoTpebuTtenu npegnonaratoT NONy4YeHMe Ka4eCTBEHHOW NPOAyKUMN 1 YCryr, HO He Bcerga
OOHO3HAYHO W YeTKO YCTaHaBMMBAKT, YTO OHW XOTAT. YCMewHo AenCTBYOLWMNe opraHusauum

NPUHMMAIOT MONUTUKY W OnpenensioT Lenu, HanpasrieHHble Ha yOOBIETBOPEHWE MoTpeGHoCTEN U
oXugaHuin notpebuTtener B obnactu kavecTea.



NmetoT nu npoaykumsi /vnu ycnyru Ballen opraHn3aumm KOHKpeTHbIe XapakTepUCTUKN KavecTBa,
oTNMYaloLmne ee OT BalUMX KOHKYPEHTOB?

Ja
Het (cm. 7.1.1)

6.1.2. KayecTBO MOHMMaETCA MO-pa3HOMY pasfnyHbiMU JogbMU. B HeKoTopbIX cryyasx
NMOHMMaHMe OrpaHMYMBaeTCA MPOCTbIM MOMyYEeHMEM >Xenaemoro wusgenus, Korga Bbl €ro XoTuTe.
KauecTBO Hepeako noapasymeBaeT CKpbITble UMW NOACO3HATENbHbIE LLIEHHOCTU, CBA3aHHbIE C TeM, Kak
€ro NoHMMaeT noTpeduTens.

lNoHUMaeTe N1 Bbl OAHO3HAYHO M YETKO, YTO O3HAYaeT Ka4yeCTBO 4SS BaLlUMX n0Tpe6V|Tene17| N Kak
9TO BNKAET Ha Bally Npon3BOACTBEHHYIO 0eaTenbHOCTb?

Ja
Het (cm. 7.1.2)

6.1.3. TepmuH "nsgenue" ncnonb3yoT ans 0603HaYEeHN Takon NPOAYKUUKN, KaKk aBTOMOOWIb UIn
aBTOpy4YKa; MOA4 3TUM TEPMUMHOM MOXET MOHMMATbLCs, HanNpuMep, Takasd Heocsd3aemasi ycnyra, Kak
NCronb30oBaHMe KOMHaTbl B FOCTUHWULE; M3Oenue MOoXeT ObiTb nporpaMmMHbiM obecrnevyeHneM Ons
KOMMboTEPA NN 00 BbEMHBIMW NOCTaBKaMu, HaNpUMep BoAbl, HEPTAHbIX NPOAYKTOB U T.4., KOTOPLIE HE
COCTOAT M3 paspO3HEHHbIX 4acTen. M3genme 4acTto BKAOYAET KOMOMHALMIO HECKOMNbKMX TaKMX
XapaKTEPUCTUK.

Onpegenunu nv Bbl Knaccudukaumio Ballen NpoayKLMM UK YCIyrn U XxapakTepUCTUKK KayecTBa,
KOTOpbI€ Bbl AOJMKHbI paccmMaTpuBaTth?

Ja
Het (cm. 7.1.3)

6.1.4. MHorne opraHmsaumm TpebyrT OT CBOMX MOCTABLUMKOB (OYHKLVMOHUPOBAHUSA CUCTEMDI
MeHemXMeHTa kadectBa Ha ocHoBe OCT P NCO 9001. 3to ocobeHHO KacaeTcs 3SKCrNopTepoB
NpoayKuMM B OpraHuMsauuMm pasBUTbiX CTpaH. Takas TeHAeHUMs yxXe [daBHO nonyyuna
pacnpocTpaHeHune, HO ee Bce 6ornee akTMBHO BHEAPSAIOT BO MHOMMX CTpaHax.

3HaeTe M Bbl, MNOYEMY HEKOTOpble oOpraHuM3aumm TpebylT OT CBOMX MOCTaBLUMKOB
PYHKLMOHMPOBAHUS CUCTEMbI MEHEKMEHTA KayecTBa Ha ocHoe TOCT P MCO 90017

Ja
Het (cm. 7.1.4)

6.1.5. MHorve manble n cpegHue npeanpusatus (MCIT) gormkHbl NPUMHATL U aganTupoBaTbh
TpeboBaHua NTOCT P MCO 9001, 4ytobbl obGecneunTb Npogaxy CBOEN NPOAYKUMW U YyCIyr uunm umx
9KCMOPT Ha PasfiMyHble PbIHKN N B CTPaHbI.

3HaeTe nn Bbl, kak npegctasButens MCI1, kak npuHMMaTb W aganTupoBaTb CUCTEMY
MeHemKMeEHTa KavecTBa Kk TpeboBaHuam FOCT P MCO 90017

Ja



Het (cm. 7.1.5)

6.1.6. MNpegnonaraeTcs, YTO COTPYOHUKN OENalT BCE OT HMX 3aBucswee, YToObl NPoOn3BOANTb
Ka4YeCTBEHHYIO MPOAYKUUIO M/MNK MNOCTaBNATb YCNyrM OTNMYHOIO KadyectBa notpebutenam. OgHako
OHWU, KaK MpaBuIio, OTpaXaloT OTHOLLEHNE UITM NO3ULMIO CBOUX PYKOBOAUTENEN UK BraaenbLEB.

B3sino nu pykoBoACTBO Ballel opraHusaumm Ha cebsi ob6s13aTenbCcTBa N0 BHEAPEHUIO NPUHLIMMOB
N MEeTOAOB MeHeXMEeHTa KayecTBa W OCYLLEeCTBMNSIET JiM OHO HEeNoCpenCTBEHHOE PYKOBOACTBO
COTpygHMKamu, NoATBepXKAatoLLlee Ha COBCTBEHHOM NpuMepe cobnogeHne Takmx 0b6a3aTenbcTe?

Ja
Het (cm. 7.1.6)

6.1.7. YcnewHo OeNCTByHOLUME OpraHu3auMmM MMEeT 4YeTKo paspaboTaHHyl MOSIUTUKY,
yCcTaHaBnueawLyo TpeboBaHMs K KavyecTBy M uenn B obnactu kavyectBa, KOTOpble OHWU XOTAT
AocTurHyThb. Monutuka B 06nactu kadecTBa AOMKHa ObITb onLManbHO JOKYMEHTanbsHoO oopMieHa u
ob6bsiCHeHa BCeEM COTpyAHUKaM, 4TOObl OHM ee MOHMMann W AeWCTBOBanM B COOTBETCTBUU C ee
MOMOXeHNAMMN.

PaspaboTtanu nu Bbl NONUTMKY B 0OOMNacTM kavectBa W OOBENM N ee OO0 CBedeHusi BCex
COTPYAHMKOB B XoAe obydeHuMs M NoaroTOBKM KaapoB WM MpeAcTaBreHuMst MHGOPMaUUM Ha BUOHbIX
mecTax?

Ja
Het (cm. 7.1.7)

6.1.8. Ona obecnevyeHnss apdpeKTMBHOCTM MNONMMTMKY B o06nactm KayectBa HeobGXxoanmo
NOAKPENNATb YETKO MOCTABMEHHbIMU M OLEHMBAeMbiMU Lenamn. Takve uenu B obnactn kadectsa
AOMKHbI  PacnpoCTPaHATLCA He TOMbKO Ha noTpebHOCTM M oxuaaHus notpebutenen, HO M Ha
NoTPeOHOCTN CaMOW OpraHusauun, KOTopas LOJPKHA BbDKMBATb SKOHOMMYECKM, YTOObI MpogosmkaTb
yAOBNETBOPSATH NOTPEBOHOCTAM U OXMOAHMAM NOTPeOUTENEN.

YcTtaHoBUNM N Bbl 0AHY Mnu Gonee YeTKo OnpederneHHbIX U OLeHMBaeMbIX Lenein B obnactu
KayecTBa, KOTOPble NMOAKPENMSAT NONUTUKY B 0b6nacty kayecTsa?

Ja
Het (cm. 7.1.8)

6.1.9. YcnewHo OencTBylOLME OpraHu3auumn UCMonb3yT NPUHUUNBLI U MeTodbl obecneveHus
KayecTBa B CBOEN NPOM3BOACTBEHHON CTpaTernn, YTobbl COPUEHTUPOBATL OEATENBHOCTb COTPYAHUKOB
WU HanpaBuTb Pecypcbl Ha OOCTMXKEHMWE Lenen opraHusauum B obnactu kadectBa. llogrotoBka u
o0y4yeHne COTPYAHMKOB [OOSMKHbI BKOYaTb TpeboBaHMsI K CUCTEME MEHEMKMEHTa KadecTBa U
HauenMBaTb Ha OOCTMKEHME Lienen B 06nactu kadecTBa, OTHOCALLMXCS K UX BULY OEATENbHOCTH.

OueHuBanu nn Bbl pe3ynbTaTUBHOCTb BaLUMX COTPYOHUKOB U UX MPUBEPXKEHHOCTb MpUHLMNaM
obecneyvyeHnss kadecTBa C LENbi OMNpeaenuTb, YTO [AOJPKEH 3HaTb KaObli COTPYOHWUK, 4YTOObI
BbINoNHAeMasi UM paboTa cornacoBbiBanachb C NONUTMKON B 06nacTy kavyecTsa u Obina HanpasreHa Ha
JocTuxeHune uenen B obnactn kayectsa?

Ja



Het (cm. 7.1.1)

6.2. BonpocHuk, YacTb 2. PaspaboTka cuctemMbl MEHEI)KMEHTA KayecTBa

6.2.1. YcnewHo [encTBylOLME OpraHM3auun onpeaenstoT M NoHMMalT NpPOoLEecChl, KOTopble
NPUMEHAITCS AN NPOM3BOACTBA UX NMPOSYKLMM.

3HaeTe nu Bbl, Kakne NpoLecchl MPOUCXOASAT B BalLen OpraHn3aumm U Kak OHU B3auMOAENCTBYIOT
ApYr C Apyrom?

Oa
Het (cm. 7.2.1)

6.2.2. KapTbl TEXHOMOrMYECKOro npoLecca Unn MapLUpyTHble TEXHOTOrM4yeckne KapTbl ABNAIOTCA
WHCTPYMEHTOM, UCMOSb3yeMbIM OpraHu3aLmsmMmn npy NpoeKTMpoBaHMM 1 paspaboTke NpoLeccoB.

MoHMMaeTe nu Bbl KOHLEMNLNIO KapTbl TEXHONOrnM4ecKkoro npouecca u 3HaeTe Inn Bbl, KakK

paspaboTaTb KapTy TEXHOMOMMYECKOro MpoLecca WM MapLUPYTHYHO TEXHOMOIMMYEeCcKyr KapTy Ansd
NpoLeccoB, UCMONb3yeMbIX BaLlen opraHnsaumnen?

Oa
HeTt (cm. 7.2.2)

6.2.3. TOCT P UCO 9001 onucbiBaeT mMoAeflb CUCTEMblI MEHEM)KMEHTa KadecTBa Ha OCHOBeE
npoLieccHoro noaxoaa.

Bugenn nn ol mogenb CMK, ocHoBaHHyHO Ha nNpoLecCHOM MoAxo4e, KoTopas UCMOomb3yeTcs B
FOCT P NCO 9001, n noHumaeTe nn Bbl, Kak 3Ta Moaenb pabotaeTt?

Oa
Het (cm. 7.2.3)

6.2.4. Mogenb CMK Ha ocHoBe npoueccHoro nogxoga, npeacrtaenenHasa B FOCT P NCO 9001,
BKMtovaeT pasgen "lMpouecchl XXM3HEHHOTO LMKIa npoaykummn" (To ecTb pasgen 7), KoTopbIi onucbiBaeT
06blYHble BMAbl OEATENbHOCTWU, UCNoNnb3yemble B GONbLUMHCTBE MPOM3BOACTBEHHLIX NPOLECCOB U
npoLeccoB NpeaocTaBneHns ycnyr.

EcTb nu B Baluel opraHnsaumm Npon3BoACTBEHHbIE NMPOLIECCh U/MN NPOLLECChl NpeaoCTaBeHNs

ycnyr, aHanorMyHble npoueccam, onncaHHbIM B pasgerne 7 "lNMpouecchbl XXU3HEHHOro LMKia npogyKummn"
OCT P NCO 90017 <1>

Oa
HeTt (cm. 7.2.4)

<1> B VCO 9001 atoT pasgen HaseaH "Co3gaHve u peanusauus npogykumn", oH oxsaTtbiBaeT
CTafum XXM3HEHHOro LMKna NpoayKUMK Unn ycnyr, NnpealecTsyowme nx noctaske notpeburento. Ho B
HEKOTOPbIX CUTyaLMsIX OXBAT CTAAMMN XKUSHEHHOMO LMKNa MOXET ObiTb Gonee LWMPOKUM.



6.2.5. TOCT P NCO 9001 gonyckaeTt (cMm. nyHKT 1.2 "lMpuMMeHeHne") UCKNoYeHNe HEKOTOPbIX
TpeboBaHMI, YCTAHOBIEHHbIX Ha MPOLIECCHlI NN OeaTenbHOCTb B pasgene 7 "Tpouecchl XXU3HEHHOMO
LMKIia Npoaykumn”, KOTopble HE NCMOSb3YHOT B OpraHn3aunm, N3 CUCTEMbl MEHE)KMEHTA Ka4yecTBa.

BbinonHsaeT nu Bawa opraHu3aums Bce npoLecchl, onucaHHble B pasgene 7 FTOCT P NCO 90017
Ja
Het (cm. 7.2.5)

6.2.6. YcnewHoO [OeNCTBYIOWME OpraHM3aumn, Kak npaBuno, OOKYMEHTanbHO OdOopMIsSoT
niaHuMpoBaHne, (YHKUMOHMPOBAHME W YMpaBfieHME CBOMMM MpoLeccamMu, a TaKKe CMEXHYH
NPON3BOACTBEHHYHO AOEATENbHOCTb C MOMOLWbLI oduumanbHO pas3paboTaHHbIX  MapLIPYTHbIX
TexHonornyecknx kapt [cM. 4.2.1, nepeuncnenne d) FTOCT P MCO 9001].

OcbopmnsieT nu Bawa opraHMsaums oguUManNbHO W OOKYMEHTanbHO NaHUMpPOBaHWeE,
bYHKLMOHMPOBaAHWE U yNpaBlieHNne BCeMU NpoLeccaMmm CUCTEMbl MEHE)KMEHTa KauyecTBa U CMEXHOM
NPOV3BOACTBEHHOW AEeATENBHOCTbLIO?

Ja
Het (cm. 7.2.6)

6.2.7. TOCT P CO 9001 yctaHaBnuBaeT pa3paboTKy pyKOBOACTBA MO KA4eCTBY AS1s1 ONUCaHWUS
obnactm npuMEHEHWst CUCTEMbl MEHEIKMEHTa KayecTBa, OOOCHOBaHUS MObLIX [OMYCTUMbIX
UCKMYeHUn 13 TpeboBaHMI CTaHOapTa, CCbIKM Ha AOKYMEHTANbHO OMOPMIIEHHbIE MPOLeaypbl,
TpeboBaHMA [ KOTOPbIX yCTaHaBNMBaeT 3TOT CTaHAApT, M ANs ONucaHus B3auUMOAENCTBUS
NPOLECCOB B paMKax CUCTEMbl MEHEPKMEHTA KayecTBa.

EcTb nn y Bac pykoBoACTBO MO KayecTBy, OTBevawlee BCEM ITUM YCTaHOBIEHHbIM
TpeboBaHmam?

Ja
Het (cm. 7.2.7)

6.2.8. B cootBetctBUM C TpebosaHuamm OCT P UCO 9001 Heobxogumo paspaboTatb
AOKYMEHTanbHO O(OPMIIEHHbIE MPOLEAYpPbl, OMNUCLIBAKLIME, KaK OCYLLECTBMSATCA YynpaBrieHune
AOKYMEHTauMen U 3anucamun, NpOBEAEHUE  BHYTPEHHUX  MPOBEPOK UM MAEHTUUKaLUSA
HECOOTBETCTBYIOLLENA MNPOAYKLUUW, a TakkKe NPOBEAEHME KOPPEKTUPYHLUMX U NpeaynpexaaLmx
AENCTBUN.

EcTb nu y Bac gokyMeHTanbHO oopMIeHHble MpoLeaypbl, ONUCbIBalOLWNE, KaK BbIMOHAOTCS
BbILLEOMNMCaHHbIE NPOLEAYPbl U CMEXHasi C HAMU NPOM3BOACTBEHHAS AEATENbHOCTL?

Ja
Het (cm. 7.2.8)
6.3. BonpocHuk, yactb 3. OTBETCTBEHHOCTb PYKOBOACTBA

6.3.1. MeHemKMeHT KadecTBa MONy4YMn pasBUTME OT KOHLENuUMM npoBepKu, ynpaBieHus
KayecTBOM W obecneyeHWss kayectBa W CTan B KOHEYHOM UTOre MOfHOCTbIO OTBETCTBEHHOCTbIO



BbICLLEr0 PyKoBOACTBA B COOTBETCTBUM C pasgenom 5 "OTteetcTBeHHOCTb pykoBoacTea" FOCT P NCO
9001. Bebicwee pykoBOACTBO OOMKHO Tenepb obecneynTb peanu3aumio BadKHbIX KOHLUENTyanbHbIX
OTNNYMI, CBSA3AHHLIX C WX MpaBaMu U 0BA3aHHOCTAMM NPU MPOABUXKEHUN CUCTEMbI KayecTBa
opraHusauumn ot obecneyeHns KayecTsa K MEHEDKMEHTY KayecTBa.

lMoHumMaeT nu BbiCLLee PYKOBOACTBO KOHUENTyanbHOe OTrnnyne mexay obecrnedyeHveM KavecTsa
N MEHeIXMEHTOM KadecTBa, 4Tobbl obecneyvnTb ycnelwHoe MPOABMXEHWE CUCTEMbl MEeHeKMeHTa
KayecTBa opraHunsaumm kK obecneyeHuto cootsetcTeusa Tpebosannsam FTOCT P MCO 90017

[a
HeTt (cm. 7.3.1)

6.3.2. NMprBEPXEHHOCTb BLICLLErO PYKOBOACTBA NPUHUMNAM pa3paboTkM M BHEOPEHUS CUCTEMBI
MeHeKMEeHTa KayecTBa W MOCTOSIHHOIO MOBbIWEHNA 3PEKTUBHOCTM ABNSETCA HeobxoanmbIM
YCIOBMEM YCNELIHOMO (PYHKUNOHNPOBAHNS CUCTEMbI MEHE)KMEHTA KayecTBa.

[MpnBepXeHo N BbiCLLee PyKOBOACTBO MPMHLUMNAM Balle CUCTEMbl MEHEXKMEHTa KavyecTBa?
[a
Het (cm. 7.3.2)

6.3.3. Bbicluee pykoBOACTBO YCMELLHO OEMCTBYIOLWNX OpraHusauuin obpallaet oveHb GonbLuoe
BHMMaHMe Ha opueHTaumio Ha notpebutensd. OpueHTauusa Ha noTpebuTtensa sBnseTca nepsbiM U3
BOCbMW MPUHLMMNOB MEHEMXKMEHTA KayecTBa, Ha OCHOBE KOTOpbIX Obin paspaboTtaH ctaHgapt FOCT P
MCO 9001. B cBsaasu ¢ atum FOCT P NCO 9001 BkntoyaeT HECKONbKO pasdenos, paccmaTpuBaoLLmnx
CBA3b C NoTpebutenamm.

ObpaluaeT nu BbiCLLee PyKOBOACTBO Ballel opraHvM3auum OfHO3HA4YHO Gonbluoe BHUMaHWe Ha
OpveHTauuMIo Ha NoTpebuTens, To ecTb 3HAeT N OHO O NOTPEBHOCTSX U OXuAaHUAX noTpebuTenen B
OTHOLLEHUW BaLlen NpoayKUMUK, KOTOPYH NOTpebuTenn 3akynatoT y Ballen opraHnsaumm?

Ha
Het (cm. 7.3.3)

6.3.4. BonblWMHCTBO oOpraHM3auunm UCNoMb3YyT CXEMbl OpPraHM3auuoHHOM CTPYKTYpPbl C
NpeAacTaBreHneM pasnuyHbIX  YHKUMOHAmNbHbIX 06s3aHHOCTEW M MEeTOA4OB OpraHU3aumOHHOro
B3ammogencTeusa. COTpyaHVKM B paMKax Kaxaow OpraHuM3aumoHHOM eAuHULUbl UM noapasgeneHus
MOryT BUAETb, Kak OHW BMNUCLIBAIOTCA B OpraHU3aumio U OrpaHnYyeHns nosIHOMOYMI, AenermpoBaHHbIX
KaXXQoMy pyKOBOAMTESIO U NOAPa3aeneHunio.

EcTb nu y Bawei opraHvM3auum 4YeTko onpeaeneHHas CTPykTypa C pasfeneHnemM NorTHOMOYUM,
AenernpoBaHHbIX NoApasaeneHnsM 1 coTpyaHmkam?

Ha
Het (cm. 7.3.4)
6.3.5. PykoBoguTtenun n coTpygHukn B HEGONbLUMX OpraHM3aumsix pacnpenensitor 0693aHHOCTY U

OOVMH COTPYAHUK MOXET HEeCTM OTBETCTBEHHOCTb 3a HECKONbKO (OYHKUWUA, KOTOpblE BbIMOSHSAOT
OTAenbHble COTPYAHMKM B Bonee KpynHOWM opraHusaumm.



ABnsscb HeOOMbLIOW opraHu3aumen, obecneymnm nNu Bbl YETKOe U OOHO3HAYHOE MOHMMaHWe
COTPYAHMKAMWN BbINOMHAEMbIX MMWU O00siI3aHHOCTEM M KOMMNETEeHUMIo Ans ux  3ddEKTUBHOro
BbIMNOSIHEHUA?

Ja
Het (cm. 7.3.5)

6.3.6. COTpYOHMKN OOMKHbI ObiTb KOMMETEHTHbI B BbIMNOMHEHMM BO3MOXEHHbIX Ha HWUX 3aday u
ob6si3aHHOCTEN. [INs COTPYAHUKOB, MMEIOLLMX AOMONHUTENbHbIE (DYHKLMM, CBA3aHHbIE C PYKOBOACTBOM,
n/vnu 3agayn, KoTopble HEOOXOAMMO pellaTb C NOTPebUTensMu, opraHusauust OOoMKHa YCTAHOBUTb
HeoGXoOuUMYl0 CTeneHb OTBETCTBEHHOCTM 3a BbINOMHEHWE WMU  OOMOMHUTENbHbLIX (YHKUMA U
KOMMNeTEeHLMUIO.

KoMneTeHTHbl NW BawM COTPYOHWUKA B  BbINOSIHEHMM BO3MOXEHHLIX Ha HUX 3agad W
obsizaHHOCTEN?

Ja
Het (cm. 7.3.6)

6.3.7. COTpyOHUKMN OOIKHbI 3HAaTb, Kak 9¢pdeKkTMBHO paboTaeT opraHM3aums U JOCTUralTCa N
uenu 1 3agayn, NocTaBrfeHHble nepen NPOU3BOACTBEHHBbIM KOMMEKTMBOM Unu nogpasgeneHnem. Kak
npasuno, BblgenseTca rpynna, AOCTUrLas Haumnyylwmx nokasartenemn (Mnv ycnewHo AeucTBylowas
OpraHvM3aunoHHasi eavHuua), B Crnydyae ecnu BbiCLlee pyKOBOACTBO npusHaeT Gonee adpdekTuBHoe
BbINOSIHEHWE COTpyAHMKamMM cBoen paboTbl, C MNPU3HAHMEM OTHOCUTCA K HWM W MNOMHOCTbIO
NMHPOPMUPYET O XOpPOLUUX pesynbTatax ux paboTbl. ATO CBUOETENLCTBYET O MPUMEHEHUN TPEeTbero
NPUHUMNA MEHEOXXMEHTa Ka4yeCTBa, KOTOPbIN Ha3biBaeTcs "BoBneyeHne paboTHNKOB".

MonHoCTb0 NN MHAOPMUPYIOT BalLUMX COTPYAHUKOB O 3ajadvax M pesynbTaTtax AesaTenbHOCTH,
KOTOpble BO3OEWCTBYHT Ha HMX, U O TOM, Kak XOpollo paGoTaeT opraHusauus Ans AOCTUXKEHMS
NMocTaBleHHbIX Lienen n 3agad?

Ja
Het (cm. 7.3.7)

6.3.8. [HoctmxeHne 3agady B o0b6mactMm KadecTBa SBMSETCA OTBETCTBEHHOCTbIO KaXKaoro
coTpygHuka opraHusauun. OpgHako 0643aHHOCTBIO  cneunanbHOro  COTPYAHWKA — SABMsIETCA
OCYLLECTBIEHME HAA30pa 3a:

- ueneHanpaBneHHON OeATEeNbHOCTbIO CUCTEMbI MEHEeOXXMeHTa KayecTBa, OCBEAOMIIEHHOCTbIO
COTPYAOHMKOB O TOM, YTO OXMAAETCHA OT HUX ANs BbINOMHEHNs 3a4ad B 0b6nacTi KayecTBa;

- HanNM4MeMm pecypcoB, Koraa OHW HEOOXOAMMBI;

- MPOBeAEHMEM aHanM30B pe3yrbTaToB PYHKUUOHUPOBAHNSA CUCTEMbI MEHEKMEHTA KavyecTBa U
npegcraBneHMeM MHGOpPMaLUN PyKOBOACTBY, KOTOPOE MOXET 3aTeM MNpeanpuHATb KOppekTupytowme
JencTBus, Kkorga v rge aTo Heob6xogumo.

B cootBetctBUM C TpeGoBaHuamm [OCT P WCO 9001 coTpygHuk, npeacTaBnsitoLuni
PYKOBOACTBO, AO/MKEH OblTb HageneH OTBETCTBEHHOCTBbIO M MOSIHOMOYMAMU AN BbINOSIHEHMS Takown
3aaum 1 JOMKEeH BbIMOMHATL (PYHKUUKU NpeacTaBuTens pykoBoACTBA.



Onpegenuno nn BbiCLlee PYKOBOACTBO MNpPeACTaBUTENS PYKOBOACTBA WM HAOenuro nn ero
OTBETCTBEHHOCTbIO W MOMHOMOYMAMKU, obecneuynmBalWUMK BHeApeHWe, noadepxaHve B paboyem
COCTOSIHUM 1N 3pdbekTUBHOE  (PYHKLMOHMPOBAHNE MPOLECCOB, HEeobxoaumbIX Onsi  CUCTEMbI
MeHe)KMeHTa KadecTBa?

Ja
Het (cm. 7.3.8)

6.3.9. Cuctema MeHegXMeHTa KayecTBa He MOXeT (YHKUMOHMPOBATL B Te4veHue
NPOAOIHKNTENBHOIO Nepuoga BpemeHn 6e3 nNoaTBepPXKOeHUSA TOro, YTO OHa UrpaeT BaXKHYK pofb B
AesATenbHOCTU opraHM3auun. PykoBoACTBO AOMKHO perynsapHO aHanM3mpoBaTb €€ U KOHTPONMpoBaThb,
HACKOMbKO XOPOLLO OHa (PYHKLUMOHMPYET U rae BO3MOXHbI YITyYLIEHUS.

PerynsipHo nv ¥ 3annaHMpoBaHHO NN aHanM3upyeTcs cucTemMa MeHe)KMeHTa KayecTBa Ha
npeameT NpUrogHoOCTU, COOTBETCTBUS U 3PEKTUBHOCTN?

Ja
Het (cm. 7.3.9)

6.3.10. OpraHnsaumoHHas NonnTNKa 1 3aga4vm NepMoanyeckn nameHsoTcs. lNMonutnka n 3agaym B
obnactn kadecTBa TakKKe [OOIDKHbI aHanM3MpPOBaTbCA M M3MEHATLCS, KOrga WM3MEHSTCS YCIoBUS,
OCYLLIECTBIISIEMbIE NPOEKTLI UM NoTpeduTenn.

N3mMeHsnM nu Bbl NONWUTMKY W 3agayn B oGnacTu KayectBa M ynyywanu N cUctemy
MeHe)KMeHTa kayecTBa, YTobObl OHa oTpaxkana U3MeHsIIoLLMEeCs YCroBusa?

Ja
Het (cm. 7.3.10)

6.4. BonpocHuk, yacte 4. Co3gaHue u peanusaumst NpoayKuum (MpOLECCHl XXM3HEHHOIO LMKIa
nNpoayKummn)

6.4.1. MNpoayKumst XOpOoLLEro Kadectsa He MPOU3BOAUTCA CyyYyarHO, a ABNAeTCs pes3ynbTaTtom
TWaTenbHOro MfaHMpoBaHWA W yrpaeneHus. YCnewHo [encTBylolMe opraHusaummM Bcerga
npegycMaTpuBaloT onpedeneHHyto cTeneHb U OpMy MNIaHUMPOBaHUA CO34aHus W peanu3auun
nNpoayKkumMn (NnaHMpoBaHWe KayecTBa), Aaxe ecnu NfaHMpoBaHWE He MOSIHOCTbIO [OKYMEHTarbHO
oopmMneHo.

Paspabotana nu Bawa opraHu3auust nnaH KavecTBa, OMUCLIBAIOLMI MPOLECChl CO3[AaHUS |
peanusaumMm NpoayKuMu, Heobxoaumble AN NOCTaBKM MPOAYKUMM W OKasaHUs YCnyr, OTBeYaroLmx
TpeboBaHuAM notpebutenen?

Ha
HeTt (cm. 7.4.1)

6.4.2. BaHkm wn pgpyrve «kpegutopbl TpebyloT, Kak npaBuro, HaOeXHOro (UHaAHCOBOro
nnaHMpoBaHWs, OHAKO nnaHam, obecneyvnBaloWmMM AOCTUXKEHNE KaYeCTBEHHON NPOAYKLUMU, YacTo He
npuaawT OOSMKHOrO BHUMMaHus. PuUHaAHCOBOE NfaHMpoBaHWE, MPOBOAMMOE MHOMMMU  YCMNELLHO
OEVCTBYIOLLMMM OpraHu3aumnsamu, y4nTbiBaeT:



- (hvHaHcoBble TpeboBaHUS, YCTAaHOBMEHHbIE NMyTEM MMaHWPOBAHUS CO34aHWUs U peanusauum
Ka4yeCTBEHHOW NpoayKLMH;

- Apyrue pacxofpl, CBsA3aHHbIE C KAYECTBOM, KOTOPbIE HECET opraHM3auus.

MpenycmaTpusatoT N OUHAHCOBLIN MaH 1 BIOoXKET BalLen opraHn3auumn pacxodbl Ha KayecTBO
W Opyrue BXodHble pacxodbl, obecneuyvBalolime AOCTUXKEHME HeOobXoOuMbIX nokasaTenen kavyecTBa
nNpoayKumm?

Ha
HeTt (cm. 7.4.2)

6.4.3. 3agaumn B obnacTtu kadecTBa NPoayKUMM OOIMKHbI BbITb YETKO 1 O4HO3HAYHO YCTAHOBIIEHbI.
OHu MoryT 6bITb (PM3NYECKMMU XapaKTePUCTUKaMU, BKIIOYAOLWNMKN pa3mepsbl, UBeT, opMy U T.4., Unn
MOrYyT OTHOCUTLCS K TOMY, Kak NoTpebutenb oueHnBaeT oka3aHue ycryru.

YcTaHoBMna nu Bawa opraHnsauu4a 3agadn B obnactn kadecTtsa u Tpe6OBaHVIF| K BbIHyCKaeMOVI
npoaykumMn nnn okasbiBaeMbIiM ycnyraM?

Ha
Het (cm. 7.4.3)

6.4.4. lnaHupoBaHWe KayecTBa MAEHTUUUMPYET pecypcbl, HeobxoauMmble AO5S MPOLIECCOB,
obecneymBaoLWnX Co3aaHNe U peanuaaumio NPOAYKLUN.

MﬂeHTM(bMLlMpOBaHa n obecneusna nu Bawla opraHnsauuna pecypchbl, HeobxoaMmble AOns
NOCTaBKM Ka4e€CTBEHHON npoaykumn nnn yCJ'IyF?

Ha
Het (cm. 7.4.4)

6.4.5. Korga xapaktepucTvku M nokasaTenu NpoAyKUMW YCTaHOBMEHbI, OpraHuM3aums OoShkHa
nogtBepauTb Mx obecneveHve. [Ona 3TOro CywecTByeT MHOro crnocoboB. 3TO 3aBUCUT rMaBHbIM
00pa3omM OT xapakTepa camoun MPOAYKUUKM, HanpuMep, HEKOTopas NPOLYKUNSA MOXET ObiTb M3MepeHa
UInM NpoBepeHa pPasrnmyHbIMU CpeacTBamMu, a Apyras MoXxeT ObiTb TOMNbKO NOATBEPXKAEHA NOCPELCTBOM
obecneyeHnss COOTBETCTBMA npouecca COo30aHMS W MOCTaBKM YCTAHOBIMEHHbIM METOodam MoA
yrnpasneHnemM noAroToBneHHOro n oby4eHHoOro nepcoHana.

3HaeTe nu Bbl, KAk NOATBEPXAATb COOTBETCTBME BaLUEW NMPOOYKLUUN UNKN YCIYr YCTaHOBMEHHbIM
TpeboBaHMAM?

Ha
Het (cm. 7.4.5)

6.4.6. OpraHunsaunsa MOXeT NMPOAEMOHCTPMPOBaTb NOCPEACTBOM CChIfIKA HAa pasnuyHble 3anucy,
YTO OHa MNOCTOSAHHO obecneyvnBaeT HEOOXOOUMbIN YPOBEHb Ka4yeCcTBa NPOLYKLMN NN YCIYT.

Ectb nu B Ballen opraHmsauunn HeobOxoanmble 3anucu, nogreepxXxparwLline cooTBeTcrtene BaLLen
npoaykumn nnn ycnyr yctaHoBJ1€HHbIM Tpe6OBaHI/I$IM KadecTtBa?



[a
HeT (cm. 7.4.6)

6.4.7. MHorve BuObl OEATENbLHOCTU WNW  OEACTBUS, BbINOMNHSAKOWMECA B pamKax
NPOM3BOACTBEHHbIX MPOLECCOB M NPOLIECCOB NPEeAOCTaBEHUs YCNyr, TpeOyT HanMunsa MHCTPYKUUIA
no akcnnyatauuMnm w/vnu wuHdopmMaumm 06 3IKcnnyaTauMoHHbIX OCOBEHHOCTAX, MNO3BOMSHOLNX
NpoV3BOACTBEHHOMY NMEepCcoHany NpaBuIbHO M NOCNeAoBaTEeNbHO BbINOMHATL paboTy.

ECTb nM MHCTPYKUMM MO 3KCNyaTauuuM Ha BCEX NPOM3BOACTBEHHbLIX Yy4acTkax W y4yacTkax
npefocTaBneHus yeryr B Ballen opraHu3aunm, Kak 3To ycTaHOBNeHo TpeboBaHUAMN?

[a
Het (cm. 7.4.7)

6.4.8. MHCprKLI,VIVI no akcnnyartaunm Hepegko MCnonb3yrT ANA NOAroToOBKM U 06yquvm HOBbIX
COTPYAHUKOB U KOHTPONA UX NPONU3BOACTBEHHbLIX HABbIKOB MPW BbINOJIHEHUN pa6OTbI.

3HaKOMbI N BalUM COTPYAHMKN C UHCTPYKUUSIMU MO SKCNyaTauumn, KOoTopble UM Heobxoaumel, u
TpebyeTcs N ANs HUX OOMNOMHUTENbHAs NOArOTOBKA WM PYKOBOACTBO ANS Jy4LIEro BbINOMHEHUS
paboTbI?

[a
Het (cm. 7.4.8)

6.4.9. OO6Lienpn3HaHHO, 4TO KayecTBeHHasi paboTa MOXeT OblTb BbIMNONIHEHA TOMBbKO B
npuemMnemblix paboymx YCroBUSX MPW  HanmMuuMn COOTBETCTBYlOLEro obopydoBaHus U cryxo
MaTepuanbHO-TeXHUYeckoro obecneyeHus.

BHocsaT nu Bknaa Balle npeanpustue, ouc U Apyrue Npou3BOACTBEHHbIE yYaCTKU B yCrellHoe
BbIMOSIHEHME NPOU3BOACTBEHHOW AEATENBHOCTN?

[a
Het (cm. 7.4.9)

6.4.10. TOCT P NCO 9001 yctaHaBnuBaeT pa3paboTKy pykOBOACTBa MO Ka4eCTBY AN ONMCaHus
obnactn OesaTenbHOCTM CUCTEMbI MEHeIKMeHTa KayecTBa, 0OOCHOBaHWUSA NHOOLIX WCKMIOYEHUA U3
TpeboBaHmn pasgena 7 "CosgaHve v peanu3auusa npoaykumm" <2>), CCbIfIKM Ha LOKYyMEHTanbHO
odhopmMneHHble npoueaypbl U TpeboBaHWs, ONMcaHnsa B3anmMogencTBms NpoLeccoB B paMKax CUCTEMBI
MeHeI)KMeHTa KayecTBa.

<2>BTOCT P NCO 9001-2008 pasgen 7 Ha3BaH "lNpouecchl XXM3HEHHOIO LMKna npoaykunn®.

O6bscHseT 1 060CHOBBIBAET NN Balle PYKOBOACTBO MO KAYeCcTBY Kakme-nnbo UCKMYeHus u3
TpeboBaHui B pamkax pasgena 7 "lNMpouecchl xnM3HeHHoro uukna npogykumn” FOCT P MCO 90017

Ja



Het (cm. 7.4.10)

6.5. BonpocHuk, 4acTb 5. CBa3b ¢ noTpebutenamm

6.5.1. [Ina notpebutensa cywecTByeT MHOroO cnocoboB B3aMMOAEWCTBUSI C OpraHmMsaumen. ITo
MOryT ObITb ohuLmManbHbI TEHOEP WM pacueHKM Ha TenedoHHble 3BOHKM noTpebutenen. Manbie n
cpefHue NpeanpuaTus OOMKHbI MMEeTb npouecckl obecneyeHns cBasn, yaobHble Ans UCNONb30BaHUS
notpebutenamum.

MmetoT nu Bawm notpebutenn yaoobHbIM OOCTYN K Ballen opraHusaumu, Korga OHM XOTAT
3aKynnTb NPOAYKUMIO?

Oa
Het (cm. 7.5.1)

6.5.2. MNMotpebutenu npmxogaT, Kak NpaBuio, Ha CKNag opraHvsauMm Mnu B MarasuH, 4ToObl
caenatb 3akynkuy NpoaykumMm, ogHako NoTpedbuTenn MHOMMX OpraHn3auun UCNonb3yT AN 3anpocoB U
pa3smMmeLlleHuns 3aka3oB TenedoH, akc n MHTepHerT.

Ectb nn y Bac adhdheKkTMBHLIN npoLecc, NOATBEPXAAOWNA NPMHATUE 3aKka3oB noTpebutenen m
obecneymBaroLLNn NOHNMAHWE 3aKa3oB M MOATBEPXKAEHWE, KOr4a OHM caenaHbl?

Oa
HeTt (cm. 7.5.2)

6.5.3. MNMoTpebutenn He Bcerga TOYHO 3HAIOT, YTO OHW XOTAT WU MOTYT NM MNOMYyYUTb 3TO OT
KOHKpETHOM opraHusawumu.

Ectb nn y Bac appekTrBHbIN cnocob cBA3M ¢ BawumK notpebutenamu ans nHopMmMpoBaHus
nX 0 NpeanaraeMblX Bamu Npoaykumm n ycnyrax?

Oa
Het (cm. 7.5.3)

6.5.4. Heob6xoauMo TOYHO 3HaTb, YTO NOTpebuTenb xodeT KynuTb Yy opraHmsaumn. MNMotpebutens
MOXeT ObITb HecnocobeH aTb YeTKY M OOHO3HaYHYI XapaKTepucTuky TpeboBaHui K NpoayKuuu, B
pesynbTaTe Yero pasrmyHble TOYKWU 3PEeHUss MOTYyT NMPUBECTU K HEQOMOHMMAaHUIO MeXay opraHusauuven
n notpebutenem.

Bcerga nu Bawa opraHusdauus nogpoOHO BbiACHSAET TpeboBaHMs noTpeduTenen K 3akynkam
NPOAYKUMM Unn ycnyr?

Oa
HeTt (cm. 7.5.4)

6.5.5. MoryT OblTb OTAEMNbHblE aCMeKTbl NPOAYKUMW, KOTOpble BOOOLLE HE MOHUMAKTCHA UMK
HEeN3BECTHbI NOTPeOUTENIO N KOTOPbIE pacCcMaTpPUBaKOTCS:

- 3aKoHO4aTenbCTBOM UK pernameHTom unm



- OLIEHKON COOTBETCTBUA.

Y Bawen opraHu3auum pormkeH  BbiTb  mpouecc, obecneyvBarowmin - onpegeneHve
3aKoHoAaTerbHbIX U perynupyowmnx TpeboBaHni Ha Npoaykumio (KOTopble MOryT ObiTb HEOBXOAUMBbI
ANA NPUMEHeHMs NPoAYyKUMW MO HasHayeHuo notpebuTens) OO Havana npou3BOAcTBa W/vMnu
NpeaoCcTaBrieHns yCryru.

npOBepFIJ'II/I I Bbl, pacnpocTpaHAeTCcda Jn AencTBne 3akoHodaTeslbHbIX W perynumpyrowmnx
TpeGOBaHMVI nnn obssatenbHbIX Tpe6OBaHMl7I CTaHOapTOB Ha Bawly NpoAayKUUKO UIin yCrnyrmn B CEKTopax
NPOMbILLITEHHOCTU UM Ha PbIHKaX, rae Bbl pa60TaeTe?

Ha
Het (cm. 7.5.5)

6.5.6. NoTpebuTtenu He BCcerga MoryT NnoHMMaTh, Kak UCMNonb3oBaTh NPOAYKLMIO B COOTBETCTBUN C
HasHayeHnem wusrotoBuTens. OpraHu3aumm [OMKHbl 00ecneynTb HannuMe COOTBETCTBYHOLLEN
MHOPpMALMM UMMM UHCTPYKLUMKA, MpeaycMaTpuBaloWmnX BO3MOXHOCTb BO3HUKHOBEHMS NHOObIX
cuTyauun 1, ecnmn Heobxoammo, yCnoBuin ons ytunusauum.

3HaeT v Balla opraHusauusi o Bcex crnocobax UCMonb3oBaHUS Ballel NPOoAyKUUM Unu ycnyr
noTpedbutTenemMm u o Kakux-nnbo npobrnemax, CBA3aHHbIX CO 340POBbEM, OGE30MacHOCTbIO UMK
OKpy>KatoLLle cpenon, KoTopble MOryT OokasaTb OTpuLaTeNbHOE BO3AENCTBME Ha NoNb3oBaTens?

Ha
Het (cm. 7.5.6)

6.5.7. Bnageney npegnpusiTUs WNuM BbICLLIEE PYKOBOACTBO KaKOW-NMOO opraHusaumm MoxeT
NnoATBepaOUTb HOBbIM 3aka3 noTpebuTensa, a B OpYyrux opraHuMsauusx 9To MOXeT ObITb caernaHo
npeacrasmTenemMm criyxbbl notpebutens. HesaBMcMMO OT TOro, KTO yTBEpXAaeT 3akas, OH [OIDKeH
obecneynTb MNPaBUIbLHOCTb, MOMHOTY M MPUEMMEMOCTb BCEW MHGOpMauum no 3akady, a Takke
BO3MOXHOCTb €ro BbINofnHeHus. NMpuemka n yTBepXOeHWe HOBOro 3akasa notpebutensa gasnsercs
BaXHbIM LLIAroM He3aBMCUMO OT YPOBHSI UX UCMOMHEHUS, NMOCKOSMbKY HEYeTKOe M HEemnosiHoe ornucaHue
TpeboBaHMN MOXET NPUBECTU K ownbKe, n NnoTpedbutens He ByaeT yaoBNeTBOPEH.

EcTb nu B opraHunsaumm npouecc, obecnevmBaolLnin NpoBedeHne aHan1aa 3akasoB notpedurens
00 X NPUEMKN opraHmM3aumnen?

Ha
Het (cm. 7.5.7)

6.5.8. MHorne opraHuMsaumm NOATBEPXKOAOT 3aka3 NoTpebuTens, Korga OH NPUHAT UM BBEOEH B
CUCTEMY KaK JoKasaTenbCTBO TOro, YTO NoTpebutensb NpuHaAN Bce YactHOCTU. Cnocob noaTBepKaeHns
3akasa noTpebutens saBncuT oT cnocoba ero NonyyYeHuns.

Korpa Bawa opraHun3auuna nonyvaeT 3aka3 OT I'IOTpe6I/1TeJ'I$|, noarBepxXxpaetTe I Bbl €ro, 4YTOObI
obecneynTb NoNHOe NoOHUMaHue n0Tpe6|/|TeneM, 4YTO MMEHHO 6y/:|,eT noctaBfneHo?

Ha
Het (cm. 7.5.8)



6.5.9. MNMoTpebutenn MorytT M3ameHuTb 3akas, YBEMNYMB UMM YMEHDBLUMB 3aKa3aHHOE KONNYeCTBO
NN XapakTepUCTUKM NPOAYKUUN, UMK XapakTep YCryru.

OnepaTvBHO N1 Balla opraHu3aums pearmpyet Ha U3MEHEHMUsl, KOTOpble BHOCUT noTpebutenb
nnu Baw cobCcTBEHHbIN nepcoHan?

Oa
Het (cm. 7.5.9)

6.6. BonpocHuK, YyacTb 6. 3akymnku

6.6.1. TllocTaBWMKM oONpenensitoT YChnewHy OedTenbHOCTb opraHudauun. [locTaBLUmKK
obecneuymBaloT MOCTaBKY MaTepuanoB, WCMNOMb3yeMbiX MNPWU  MPOM3BOACTBE  MPOAYKUUKW, U
npegocTaBnsalT yCcnyrn, Heobxoaumble Ansi obecneyeHus OeATenbHOCTU opraHuMsaumm, U Bce
ocTanbHoe, 6e3 4Yero NpPoM3BOACTBEHHASA OEATENbHOCTb OpraHusauumn He MoXxeT OYHKUMOHMPOBATL
OOIMKHBbIM 0Bpasom.

WaeHTudmumnposana nv Balla opraHvM3aumsi BaxHble pes3ynbTaThl OeATEeNbHOCTU NocTaBLiuka,
KOTOpble BIIMAKT NPAMO UM KOCBEHHO Ha KayecTBO MPOAYKUUW U yCnyru, npegoctaBnsieMble BaMu
notpebutenam?

Oa
HeTt (cm. 7.6.1)

6.6.2. Y HEKOTOpbIX OpraHuMsauuin ecTb COTHW MNOCTaBLUMKOB, KOTOPblE MOCTaBAST CaMble
pasfnuyHble BUAObl NPOAYKUMM W YCRyr, OgHaKko OONbLUMHCTBO TakKMX MOCTaBLUMKOB HE BNUSAIOT Ha
notpebutens wn/vnn ka4ectBo roToBOWM Npoaykumu. HekoTopble opraHvM3aumMm cuyuTaltoT COKpalleHue
Konu4yecTBa MOCTABLUMKOB 40 HECKOSTbKMX CaMbIX BaXKHbIX 3EKTUBHOM M Bonee BbIrO4HOW MEpPon 1
3aKI0YaT C HUMK NAapTHEPCKME cornalleHns. 310 CBUAETENBbCTBYET O NPUMEHEHMM NMPUHLMMIA HOMEP
BOCEMb MEHe)KMeHTa KadecTBa - "B3anMoBbIrogHblE OTHOLLIEHUS C NOCTaBLMKaMn".

PabotaeTe nu Bbl B TECHOM KOHTakTe C HeobxoAuMbiMKM Bam MocCTaBLMKaMu U obecnednBaeTe
JIN NOCTOAHCTBO NepeYHA NocTaBLUNKOB?

Ha
HeTt (cm. 7.6.2)

6.6.3. [locTaBWMKM [OMKHbI OTBeYaTb Bawum TpeboBaHuaM. [lpenctaBnseTcss BaXKHbIM
npoBedeHne aHanu3a npPou3BOACTBEHHbIX MOLLHOCTEW U PECYPCOB BO3MOXHbLIX MOCTaBLUMKOB [0
3aKIYEHNs COornalleHnsl O 3akase Ha 3aKynky. 3anucu pesyrbTaToOB OLEHKM BallMX MOCTaBLUMKOB
HeobXoAMMO XpaHuTb, 4TOGbl B Oyaywem MOXHO Obil0 MCMONb30BaTb M CCbINATbCA Ha 3Ty
NMHpopmMaumio.

Mocewanu nn Bbl npeanpunaTna noctaBLUUKOB, YTOObI y6eﬂ,|/ITbCFI NNYHO, YTO OHU CMOCOOHbLI
YAOBJIETBOPUTL BaLLK TpeGOBaHI/IFI K Ka‘-IeCTBy?

Ha



Het (cm. 7.6.2)

6.6.4. MHorme noOCTaBLUMKN ABRAAIOTCA  KPYMHbIMKM  OpraHmMsauusiMn, W Bbl  AOSDKHbI
B3aumMmogencTsoBaTb ¢ ocmcom dunmana, rae pelleHmss NpUHUMaEeT yaaneHHbI rofIoBHOM ouc nnu
npeanpuatTne. Manoe npeanpuaTve okasblBaeT HE3HAYMTENbHOE BO3AENCTBUE HA TaKNX NOCTaBLUMKOB.

KnaccnduumpoBanu nu Bbl BalMxX NOCTaBLUMKOB MO TUMY BbiMyCKaeMOoW NPOAYKUMM N XapaKkTepy
nx npomseoacTea?

[a
Het (cm. 7.6.4)

6.6.5. MHorne opraHmsaumm paboTaloT C OONMbLIMHCTBOM MOCTaBLWMKOB B Te4YeHue
NPOAOIHKNTENBHOrO Nepnoaa BpeMeHN, NOCKOSbKY OHM YAOBMETBOPUTESNBHO BbIMOSHAOT CBOKO paboTy.

KBanuduumpoBanu nv Bbl NOCTaBLLMKOB U3 BaLLEro yTBEPXKAEHHOrO NepeyvHs NoCTaBLUNKOB?
[a
Het (cm. 7.6.5)

6.6.6. B 3akase Ha 3aKynky MOCTaBLUMKY HEOOGXoOAMMO AaTb YETKOe W OAHO3HAa4YHOe onucaHue
npoaykumMu, martepuana Wnu ycnyru, KoTopble Bbl MOKynaeTe. [nd Bac, kak MOKynaTensd, BaXXHO
obecneynTb TOYHOE OMucaHuWe TOro, YTO Bbl XOTUTE, MOCKOMbKY 3TO MpedHasHa4vaeTcs Ans Balluvx
notpebutenen.

Ectb nu y Bac npouecc, obecrneyvBalolLIMin aHanu3 3akas3oB Ha 3aKynKky A0 TOro, Kak Balua
opraHusauus caenaet 3akas?

[a
HeT (cm. 7.6.6)

6.6.7. MHorne opraHusaumm NOCTaBLUMKOB MOATBEPXAAKOT 3aka3 Ha 3akyrnky, Korga OH MpPUHAT
UnNn BBEOEH B CUCTEMY [ON1S NOATBEPXAEHUA TOro, YTO UX NOTpedbuTenu NpuHANM BCE YACTHOCTU M
cornacHbl CO BCEMU YCIOBUAMU U AeTansaMu.

AHanuaupyeT nu Bawla opraHu3aums NoaTBEPKAEHNS 3aKa30B NOCTaBLMKaMn?
[a
Het (cm. 7.6.7)

6.6.8. MNocTaBLUMKM OOMKHBI MMETb Npoueaypy w/unu npouecc, obecneunBaromMii COOTBETCTBME
MX NPOAYKLUUM YCTAHOBIIEHHbIM BaMu TpeboBaHuAM. Bo MHOrMx cnydasx opraHusauum TpebytoT oT
CBOMX MOCTaBLUMKOB HaNM4nsa COOTBETCTBYHOLLEN CUCTEMbI MEHEMKMEHTA Ka4yeCcTBa.



3HaeTe N Bbl, YTO y BaLUMX MOCTaBLUMKOB €CTb COOTBETCTBYHOLLAA CUCTEMA MEHEeIKMeHTa
kayectBa?

Ja
Het (cm. 7.6.8)

6.6.9. CuncremMbl MeHeDKMEHTa Ka4decTBa MOCTaBLUMKOB OOecneyMBaloT MOJflydeHNe Bamu
NPOayKUMM WM YCIyrn, KOTOpble Bbl 3akas3anu u oxugaeTte nonyuntb. OgHako npencraBnsieTcs
BaXHbIM HanmMume y Bac COOCTBEHHOro npouecca Bepudukaumm, NoaTBEPXOAKOLWEro, 4YTo Baluu
NOCTaBLLVK/ MOAAEPKUBAIOT NPUEMITEMbI YPOBEHb KA4eCTBa BbINONTHEHUS paboThI.

Ectb nu y Bac npouecc, obecneuvBaoLLmin BepupmkaLumio NpoaykuumM Unm ycnyru, KOTopyro Bbl
nony4aeTte OT NOCTaBLLMKOB?

Ja
Het (cm. 7.6.9)

6.6.10. KaudecTBO BbINOMHEHNST PabOTbl MOCTABLUMKAMU MOXET M3MEHUTbCS W3-32 MHOMNX
00CTOATENLCTB, KOTOPble Bbl HE MOXEeTe KOHTponuMpoBaTb. I3MeHeHWss MOryT MOBMAMATbL Ha
00s13aTeNbLCTBA MO NOCTABKE, HanMyme NpoaykKuuu, Ka4yecTBo n apyrue ycnyrin. KauectBo BbINOSIHEHNS
paboTbl MocCTaBLWMKaMK crieqyeT MNpoBEpsiTb Ha MOCTOSHHOW OCHOBE W MO Mepe HeobGXOAMMOCTU
NPUHUMATbL COOTBETCTBYIOLLUME Mepbl. XOpOoLMiA MocTaBwuK OyaeT pearnmpoBaTb Ha TpeboBaHWS
noTpebutensi, KOTOPOro OH LEHWUT, Korga €ero WMHGOPMUPYIOT O HENpUeEMSIEMbIX CUTyauusix Wnu
OTKINOHEHUSIX.

MpoBoaMT Nv Balla opraHM3auus MOHUTOPUHI Ka4ecTBa BbIMOSHEHWsS1 paboTbl NOCTaBLUMKaMK U
npeanpuHUMaeT N KOpPeKTUpYoLmne AEACTBUS N0 HEMPUEMIEMbIM CUTYaLUSIM?

Ja
Het (cm. 7.6.10)

6.7. BonpocHuK, YacTb 7. lNpoekTupoBaHue n paspaboTka

6.7.1. KayecTBeHHasi nNpoAyKUMS He nNpOM3BOAUTCA CrydYalHOo, a 4BnsieTca pesynbTaTtom
npodeccroHanbHOro NPOEKTUPOBaHUA 1 pa3paboTku.

MpoektupyeT w/unu paspabaTtbiBaeT NM Bawa opraHusauus npoaykuuio, KOTOPY OHa
npovssBoanT?

Ha
HeTt (cm. 7.7.1)

6.7.2. MHorne opraHusaumm npousBOAAT MPOAYKUMIO Ha OCHOBE MpOeKTa, npeactaBngemMoro
OPYrMMN OpraHusaumsMm, KOTopble U3MEHSHT WU COBEPLUEHCTBYIOT CYLLUECTBYHOLWMIA MNPOEKT AOS1S
obecneyeHns COOTBETCTBUSA HOBbIM MU APYrMM TpeboBaHUAM.

MoHsTHa N Ansa Bac pasHuLa Mexgy KoHuenumamm "npoektnposaHme” n "paspabotka"?

Ha



Het (cm. 7.7.2)

6.7.3. OpraHumsaumm, npou3BoAsLIME NPOOYKLUMIO Ha OCHOBE MPOEKTOB, MPOBEPEHHbIX WK
npegcTaBfeHHbIX OPYTMMK OpraHn3aunammn, MoryT NpUHATbL pelleHne 06 UCKNIYeHnn TpeboBaHunM K
NPOEKTUPOBAHUIO U pa3paboTke U3 CBOUX CUCTEM MEHEIKMEHTA KayecTBa.

PaccmaTtpuBana nv Bawa opraHv3aumsi BO3MOXHOCTb UCKITHOYEHWUs1 paboT No NPOEKTUPOBAHMIO U
pa3paboTke 13 Ballen CUCTEMbl MEHEOXKMEHTA KayecTBa?

Ja
Het (cm. 7.7.3)

6.7.4. lNpoekTnpoBaHue n pas3paboTKy MOXHO MPUMEHATb HE TOMbKO K MPOAYKUMM, HO U K
HEKOTOpPbIM Mpoueccam, C MOMOLLbI0 KOTOPbIX HEKOTOpble OpraHuM3auun nNpousBoaAT W NOCTaBASOT
CBOIO MPOAYKLMIO.

PaccmaTtpuBana nv Balua opraHusaums NnpMMeHeHne npouecca NPoekTUpoBaHns 1 pa3paboTkum K
BaLLMM COOCTBEHHLIM MpoLieccamM NPOM3BOACTBA U 00CnyXnBaHnus?

Ja
Het (cm. 7.7.4)

6.7.5. NnaHupoBaHne paboT No NpoekTUpoBaHMO N pa3paboTke Heobxoanumo Ansa obecneveHus
NonyyYeHns Xenaemoro pesynbTaTta opraHusaumen n ee notTpeduTensimm.

MogroTtoBmna nu Bawa opraHM3aums nnaH NpoekTUpoBaHMSA u/unu pa3paboTkM Ans NpoayKumm
n/vnu ycnyrm, Kotopble Bbl Npogaete?

Ja
Het (cm. 7.7.5)

6.7.6. CyLiecTByeT HECKOITLKO 3TaMoB npouecca NpOeKTUPOBaHUSA U pa3paboTku, HEOBXOANUMbIX
ans obecneyeHus cooteetcTBus TpeboBaHnsam FOCT P CO 9001. OHu BKkMOYaLoT:

- onpeneneHne BXoAHbIX AaHHbIX AN NPOEKTUPOBaHMSA U pa3paboTKu;
- YCTaHOBIEHWE BbIXOHbIX AaHHbIX MPOEKTMPOBaHMSA 1 pa3paboTku;
- NpoBeAeHNe aHanm3a npoekTa U paspaboTKu.

BbInonHAT NM BawM MNPOEKTUPOBLLUMKMA 3T TPU 3Tana B MpoLEcCe MNPOEKTUPOBAHUS W
pa3paboTkun?

Oa
Het (cm. 7.7.6)
6.7.7. BbIxogHble MpoeKTHble [aHHble crefyeT MoATBepXAaTb NOCpeacTBOM npouecca

BepVId)I/IKaLl,I/IVI n Banungauun. CyLLI,eCTByeT MHOro crnocotos noaTBepXgeHmnA BbIXOAHbIX OaHHbIX B
3aBUCMMOCTU OT Xapaktepa npoayKuun. MnaHbl NPOEeKTnpoBaHNA " pa3p860TKI/I OOJDKHbI



MPOrHo3MpoBaTb, Kak, Korada W rae OyaeT ocyllecTBneHa BepuduMkaums BbIXOAHbLIX AaHHbIX W
Banuaaumsi NPoAYyKUUN.

O6ecneyrBaloT N1 Bawm nnaHbl NPOEKTUPOBaHUSA U pa3paboTkm BepudUuKaumioo U Banugauuio
BbIXOAHbIX NMPOEKTHbIX AaHHbIX?

Oa
Het (cm. 7.7.7)

6.7.8. N'ameHeHns1 MOryT NPOMCXOAMTL M B MpOLIeCCe MPOEKTUPOBAHNA K pa3paboTku. Hekotopbie
M3 HUX OBOBACHATCH M3MEHEeHWsSIMW Ha pblHKe. HoBble 3HaHWS UM UHMOpMauMs, NOMyYeHHble B
npouecce NPOeKTUPOBaHWS, MOTYT NPUBECTU K USMEHEHUSAM, KOTOPble HE0BX0AMMO NpU3HaBaThb.

ObecneunBaeT Nu Ball MNPOLECC NPOEKTUPOBAHWA U pa3paboTku ynpaBreHne U3MEeHEHUSIMU U
MEHEPKMEHT TakuX U3MEHEHWIA?

Oa
Het (cm. 7.7.8)

6.8. BonpocHuik, yacTb 8. lNponsBoacTeo n obecnyxmeaHune

6.8.1. CyLwecTByeT MHOro (pakTopoB, MoAnexalinux pacCMOTPEHUIO, Mpu MOCTaBKe MPOAYKLMM
n/vnn npegocTaBneHMn ycnyr B npouecce obecneveHus NpousBOACTBA U OBCMYXMBaHWS, KOTOpbIe
BMMSAIOT Ha yAOBNeTBopeHne notpebutens. MNpouecc nocTtaBkM 3aBUCUT OT XapakTepa npogykumuu u
kaHanoB ee pacnpeenenus. MNpoaykumMio MOXHO MOCTaBNSATb HEMOCPEACTBEHHO MOTpebuTento unm
yepes LEMO4YKy MNOCTaBKW, Mpexae 4YeMm nonb3oBaTenb MONyuuT ee. Ycnyra, Kak npaswno,
npeaocTaBnseTcs HeMOCPeACTBEHHO noTpebuTento.

PaccmaTpuBana nu Bawla opraHusauus, Kak npogykuMio Unm ycnyriu nocTaBnsaoT u/unu npogaroT
notpebutenam?

Oa
Het (cm. 7.8.1)

6.8.2. YcnewHo p[encTBylOWME oOpraHmsaumm MNOCTOAHHO WM MOCneAoBaTenbHO OTBevaloT
TpeboBaHMaAM cBOMX noTpebutenen, 4To ABNAETCA pe3ynbTaTtoM MOBTOPHLIX 3aka3oB. [lpoueccol
NMOCTaBKM MPOAYKUUM W NpPenocTaBfeHnss ycrnyr HeobxoaMmo nnaHuMpoBaTb WM BbINOMHATL B
ynpaBnisgembIx YCroBusaX, 4YTobbl obecneunTb MNOCNenoBaTENIbHOCTbL pe3ynbTaToOB M COOTBETCTBUE
YCTaHOBIIEHHbIM TPEDOOBAHUAM.

ﬂnaHMpyeT 1 Balla opraHnsauyuna npoueccbl NOCTaBku npoaykKunn n/vnm npenoctaBneHna ycnyr
Ona goCcTxXeHund nocrieaoBaTtesibHbIX peayanaTOB?

Ha
Het (cm. 7.8.2)
6.8.3. ®dusmyeckas npooykUMs WUMeeT XapakKTepUCTUKK, KOTOpble MOXHO WU3MEepUTb U

Konn4yeCcTtBeHHO onpenenntb, a Apyryro npoaykuuio Henb3A noarBepanTb nocpencTtBOM KOHTPOA OO0
NnocTaBkM U UCMONb3oBaHUA. PakTnyeckuin npouecc npoum3eoactea AOJDKEH ObITb ynpasisdaemMbiM ”



NOCTOSIHHO (PYHKLMOHMPOBATL B 3anfaHMPOBaHHbLIX YCIOBUSIX.

MOXHO N1 U3MEpUTb XapakTEePUCTUKN Ballen NPOAyKUMU UMK yCrnyru, 4tobbl NnoaTBepauTb UX
COOTBETCTBUE YCTaHOBMNEHHbIM TpeboBaHNAM?

Oa
HeT (cm. 7.8.3)

6.8.4. lMpoaykuum unn ycnyre MOXeT noTpeboBaTbCA MNPOCMEXMBAEMOCTL B TEYEHUE ee
aKcnnyaTaumMm M XM3HEHHOro wuukna pgns Toro, 4tobbl MpoM3BEeCcTM BO3BpaT WM  HanpasUTb
yBeZoOMIeHne nornb3oBaTensam, ecnm 3To HeobxoamMmo, nocne nocTtaeBku. [pocnexnsaeMocTb MOXeT
Aaxe pacnpocTpaHATbCA Ha MOCTaBLUMKOB MaTtepuarnoB, KOTOpble MCMOMb3yHTCA B MNPOAYKUMMU, Ha
npouecchl peanu3aunmn NpoayKLmMK, a Takke Ha Nonb3oBaTenen unu notpebutenen.

Onpegenunu N Bbl HanNuunMe XapakTepPUCTUK B NPOAYKUMM UMW ycriyre Ballen opraHusauumu,
KOTOpble BNnsAT Ha 6e30MacHOCTb UNK 300poBbe BalLMx noTpebutenen?

Oa
HeTt (cm. 7.8.4)

6.8.5. MHorne opraHusauum MCnonb3ylT COOCTBEHHOCTb, MpUHaANeXally notpedutensm, B
npouecce nNpou3BOACTBA. TakMMu opraHudaumsmm  MoryT 6biTb  nNpousBoguTENKU, KOTOpble
obecneumBaloT cOOpPKY COGCTBEHHOCTM MOTPEOMTENss B TrOTOBYH NPOAYKUMIO, WK Hebornbline
KOMMaHUK No YUCTKEe OAEXAbl UM PEMOHTY TPAHCMOPTHbLIX CPEACTB.

Onpegenunu nn Bbl, YTO COBCTBEHHOCTb NOTPEOUTENS MCMONBL3YIOT B BalIeN NPOOYKUMM WUNK
ycnyre?

Oa
Het (cm. 7.8.5)

6.8.6. YcnelwHo gencTByowmne opraHmsaumm 6epexxHo OTHOCATCS K CBOEW MpoAdyKLumMK, Korga oHa
HaxoAUTCHA B UX pacrnopshXeHun, 0o nonyveHust ee notpebutenem. ITo BKNKOYAET COOTBETCTBYHOLLME
npouecchl MaeHTudMKaLmm, Norpy304HO-pasrpy3oyHble paboThbl, XpaHeHe, KOHCEPBALVIO, YAKOBKY U
NMOCTaBKY NPOAYKLMMW.

EcTb nv y Bac cooTBETCTBYIOLME MPOLECCHI AN MOrpy304HO-Pasrpy304HbIX paboT, XpaHeHus,
KOHCepBaLuW, YNakoBKM U NMOCTaBKW BalLe NpoayKUmMn?

Oa
HeT (cm. 7.8.6)

6.8.7. KoHTpomnbHOoe w” u3MeputenbHoe obopydoBaHWe, Kak MpaBuiio, Heobxoanmmo Ans
nogTBEpPXAEeHMS TOro, 4TO Mpouecchbl NpPou3BoACTBaA W obCnyxMBaHuA obecnedmBaloT MnonyvyeHue
npegnonaraeMbix pe3ynbTaToB.

YnpaBnsete N Bbl KOHTPOSbHbIM W WU3MepUTENbHbIM 060pyAOBaHMEM, WUCMNOMNb3yeEMbIM B
Npou3BOACTBE U NOCTaBKe Ballen NpoayKumMmn n ycnyr?



Ha
Het (cm. 7.8.7)

6.9. BonpocHuk, 4actb 9. MOHUTOPUHT, N3MEPEHNE U aHanNn3

6.9.1. B cootBetctBuM ¢ FTOCT P NCO 9001 opraHusaums gOrmkHA NPOBOAUTb MOHUTOPUHIE U
N3MepATb MHOTME acnekTbl B OTHOLIEHMU CBOEW NPOAYKLUMM U CUCTEMY MEHEKMEHTA KayecTBa.
MnaHMpoBaHNE WrpaeT BaXHYK pPoOfb B WAEHTUMUKALMKN KENaemblXx pe3ynbTaToB, KOTOpble
HeobXxoaNMO M3MepsITb, YTOObI 06ecnevnTb COOTBETCTBUE NPOAYKLMM YCTAHOBIIEHHBIM TPEBGOBaAHUSM.

NoeHTnduumpoBana nvM Balla oOpraHM3auusi KOHKPETHble achekTbl, KoTopble Heobxoaumo
N3MepsaTb AN o6ecrneyeHns COOTBETCTBUSA NpoayKLUn?

Ja
Het (cm. 7.9.1)

6.9.2. B cootBeTCTBUM C TPeOOBAHMSIMN CUCTEMbI MEHEMXXMEHTA Ka4yeCTBa Bbl AOJMKHbI MOBLICUTL
CcTeneHb yOOBMETBOPEHUs notpebutenda 4yepe3d ee 3PPEKTUBHOE NPUMEHEHME. YCNeLwHo
OENCTBYOLLME OpraHM3aumm OnpeaensioT C MOMOLLbI CUCTEMbI MEHEPKMEHTA KayecTBa KOHKPETHbIE
NepcnekTMBHLIE LIENN BLINONTHEHUS paboT 1 3a4aun, KOTOPbIE OHU XOTSIT BbIMNOSHATD.

MaeHTudmumpoBana nv Bala opraHusaumsi oblime uenu 1 3agadm ans CUCTeMbl MEHeIKMeHTa
kayectBa?

Ja
Het (cm. 7.9.2)

6.9.3. YcnewHo pJencTeylolMe oOpraHMsaumMmM MNOCTOSSHHO W nocnegoBaTerisHO  OTBevaroT
TpeboBaHMAM CBOMX noTpebuTenen, 4TOObI NOMyYNTb MOBTOPHbIE 3aka3bl. YOOBMNETBOpeHWEe
notpebutenen HeobGXoOMMO KOHTPONUPOBATbL M M3MeEpATb, 4YTOObl MX TpeboBaHMs ocTaBanuncb B
COOTBETCTBUU C WU3MeHSWMUMUCA TpeboBaHMAMM pbiHKa WM NpeacTaBneHuMsMu notpebutenen o
NpOAYyKUMM 1 ycnyrax.

EcTb nn y Balwen opraHm3aumm npouecc MOHUTOPUHIA, M3MEPEHUSI U aHanNu3a y4oBNEeTBOPEHUS
notpebutena?

Ja
Het (cm. 7.9.3)

6.9.4. Korga cuctema MeHemXMeHTa kadecTBa paspaboTaHa, ee HeobxoaMmo nogaepxueatb B
paboyem cocTosHUM M ynydwaTtb. B npoTMBHOM cnyvae OHa noTepsieT CBOKW CWUIy W CTaHeT
HeaddekTnBHon. OpraHnsauumn gOrmkHbl 06ecneynBaTb NOCTOSAHHYHO akTyanusaumio n 9PeKTUBHOCTb
CBOMX CMUCTEM MOCPEACTBOM MMIAHUPOBAHUSA M NPOBEAEHUA BHYTPEHHWX MPOBEPOK CUCTEMBI
MeHeKMeHTa KadecTBa.

EcTb nin y Bac nnaH BHyTPEHHEN NPOBEPKN?

Ja



Het (cm. 7.9.4)

6.9.5. [laxxe camble adhheKTMBHbLIE NPOLECCHI MOTYT NMPUBOAUTL K pesynbTaTtaM, He OTBEYatoLLNUM
TpeboBaHMAM KayecTBa BbINOSHEHUS paboTbl. YCNEWwHO AeWCTBYIOWMNE OpraHus3aummM BbISBNAOT
HEeCOOTBETCTBYIOLLYIO MPOAYKUMIO OO TOro, Kak OHa [ocTuraet noTpebutens, v npeanpuHUMaroT
AENCTBMSA NO peLleHuto Npobnemsl.

EcTb nu y Bawen opraHusaumm OOKYMeHTanbHO odopMieHHas npoueaypa Ans ynpaBreHus
HECOOTBETCTBYHOLLEN NPOAYKLMEN NN YCITYrOn?

Ja
Het (cm. 7.9.5)

6.9.6. B cootBeTCTBMM C TpebGOBAHNSAMN CUCTEMbBI MEHEM)KMEHTA KadeCcTBa OpraHu3aums 4oJpkHa
cobuvpaTb nHOopMauuio o0 npoueccax 1 BUaax AeaTenbHOCTU, KOTOPble OHa UCNOMb3yeT ANs NOCTaBKM
npoaykumm wnu ycnyr cesoum noTpebutensam. [peacraBnserca BaxHbIM MpoBeAeHVME aHanuaa
nony4yaemMblX B pesynbTaTe OaHHbIX O OUEHKM AOCTUrHYTbIX pe3ynbTaToB W onpedeneHus, rae
MOXHO o6ecneunTtb ynydweHns. OO6LWen3BeCTHO, YTO Bbl AOMKHbI YNpaBnATb pesyrbTaTtamu
N3MEpPEHMI, 4TOOblI MOMy4YNTb MOME3Hy uHGOpPMaUMo. YCMNEWHo AeNCTByHLWME oOpraHM3aumm
NCNONb3YT CUCTEMY MEHEOXXMEHTa KayecTBa Kak CPeACTBO YNy4LEeHWS CTENeHU YAOBMEeTBOPEHUS
notpebutens.

Ectb nn y Bawen opraHusauum npouecc cbopa wHdopmauunm u aHanu3a [fdaHHbIX Ans
onpeneneHns CTeneHn yaoBneTBopeHnsa notpeburena?

Ja
HeT (cm. 7.9.6)

6.9.7. YcnewHo gencTBylolmMe opraHmsaunm UCnosb3yoT CUCTEMY MEHEIKMEHTa KayecTBa Ons
nocrnegoBaTesibHOro NPOu3BOACTBa NPOAYKLUMU MW yCryr, OTBeYarLWwmux TpeboBaHuaM notpeburtenen
N OENCTBYIOLLErO 3aKOHOAATENbCTBA.

Ectb nn y Bawen opraHusauum npouecc cbopa wHdopmauunm u aHanu3a [fdaHHbIX Ans
onpegeneHns YpoBHS COOTBETCTBUSA NPOAYKUMM uUnn ycnyr TpeboBaHnsaM kadecTsa?

Ja
Het (cm. 7.9.7)

6.9.8. YcnelwHo gencTBylolme opraHmsauum UCnosb3yoT CUCTEMY MEHEIKMEHTA KayecTBa Ons
yINyyLllEeHNsa KayecTBa CBOUX MPOLIECCOB, NPOAYKLMM 1 YCITyT.

Ectb nn y Bawen opraHusauum npouecc cbopa wHdopmauunm u aHanu3a [fdaHHbIX Ans
onpeaeneHns YpoBHS pesynbTaTUBHOCTU npouecca?

Ja
Het (cm. 7.9.8)

6.9.9. B cootBetctBUM Cc TpeboBaHmsmmn TOCT P CO 9001 opranHusauus OosmkHa oueHuBaTb
CMOCOBHOCTb MOCTaBLLUMKOB MOCTaABNATbL NPOAYKLMIO, OTBEYAIOLLYI YCTAHOBMEHHbIM TPeOoBaHUSIM.



EcTb nu y Bawel opraHusauum npouecc cbopa MHdopmMauMmM U aHanmsa AaHHbIX ANs OLEHKM
YPOBHS pe3ynbTaTUBHOCTW NOCTaBLLMKA?

Ja
Het (cm. 7.9.9)

6.9.10. YcnewHo OEnCTBYIOLWIME OpraHusauun He >XOyT 3axBaTa pblHKA WnNu notpebutenen
HOBbIMM uNn 6Gonee arpeccuMBHbIMW  KOHKypeHTamu. [locTosiHHoe ynydweHue obecneunBaeT
COXpaHeHne KOHKYpPEeHTOCMNOCOBGHOCTM M nocTaBky 6Gonee KayeCTBEHHOW nNpoayKuum notpebutento.
YrnyyweHme He NPoOUCXOAnT CriyvyanHo, ero Heo6xoauMo NraHUMpoBaTh U BHEAPSTb C UCNONb30BaHUEM
pe3ynbTaToB aHanui3a AaHHbIX WU OpPYrUX BWOOB AEATENbHOCTM B paMKax CUCTEMbl MeHeKMeHTa
KayecTBa.

Ectb nu y Balwen opraHnsaumMm nnaH NOCTOSIHHOMO YIyYlleHMs1 Ballel CUCTEMbl MEeHeKMeHTa
kayectBa?

Ja
Het (cm. 7.9.10)

6.9.11. TllocTosiHHOe ynydweHue TpebyeT yCTpaHeHUst OCHOBHOW WM HenocpencTBEHHON
NPUYUHBI HECOOTBETCTBUA NPOaYKUUN 1 Xanob notpebutenen.

EcTb nu y Bawen opraHusauumn goKymeHTanbHO odopMieHHas npouenypa, obecnevymBaroas
nposefeHne KOPPEKTUPYHIOLLMX OeNCTBUA AN YCTPAHEHUS OCHOBHOW NPUYMHBI Npobnem?

Ja
Het (cm. 7.9.11)

6.9.12. OgHnm wn3 Hambonee BaXHbIX BUAOB OEATENIbHOCTM MO MOCTOSSHHOMY Yy4YlLEHUIO
SIBMISIETCS NpegynpexgeHne cutyauui, KoTopble MOryT MPMBECTU K HECOOTBETCTBMIO MPOAYKLUN UMK
YCNYT N HEHY>XHbIM 3aTpaTaM, N BO3HUKHOBEHUSI TakUX CUTYaLMIA.

EcTb nu y Bawen opraHusauumn goKymeHTanbHO odopMieHHas npouenypa, obecnevymBaroas
nposefeHve AeWCTBUN, Npeaynpexpaalowmnx BO3HUKHOBEHWE MoTeHuManbHbIX Mpobnem, KoTopble
MOTYT NPUBECTU K HEHYXXHbIM 3aTpataM 1 Hey4OBNeTBOPEHHOCTUN NoTpebutenen?

Ja
Het (cm. 7.9.12)

6.10. BonpocHuk, Yacte 10. BHegpeHune Bawen cuctemMbl MEHE)KMEHTA KayecTBa

6.10.1. PykoBoactBo K obecneyeHne [esiTeNbHOCTM oOpraHmM3aumm TpebylT MOCTOSIHHOro
ynpaBneHns. YcnewHas OeaTenbHOCTb MOXeT ObiTb pes3ynbTaToM BHeApeHus U nogaepXaHus B
paboyemM COCTOSHUM CUCTEMbI MEHeXXMeHTa kadecTBa, obecneumBalollen He TOSbKO MOCTOSHHOE
ynydlleHne kadectBa nNpoaykumm K npouecca, HO U MNOTPeBHOCTU BCeEX, KTO y4yacTByeT B 3TOW
AEeATeNbHOCTHU, - OT COTPYAHUKOB A0 NoTpebutenemn n obLecTBEHHOCTH.

PykoBoacTtByeTca nu cuctema MeHemXMeHTa KayecTBa Ballend oOpraHv3aumM BOCEMbHO
NPUHUMNaMN MeHeaXXMeHTa KayecTBa, OPUEHTUPYIOLLMMY PYKOBOACTBO OpraHu3auuner B HanpasneHum



ynyyLleHns KayecTBa NpoayKUUM Unu ycrnyr n pesynsTaTMBHOCTM npouecca?
Ja
Het (cm. 7.10.1)

6.10.2. Bbicluee pyKOBOACTBO AOIMKHO obecneynTb AOBEAEHWE OO0 CBEAEHUA M MOHUMaHue
COTpyOHMKaMM MONUTMKK B 061acTu kayecTea.

OcBegomMneHbl N COTPYAHMKU Ballel opraHu3aumm O NOonuMTMKE B 00nacTM kadecTtBa U
conyTCTBYHOLWMX 3ada4vax B obnactu kadectea?

Ja
Het (cm. 7.10.2)

6.10.3. MHorme cOTpyOHUKM OOIMKHbI MonyyaTb MHGOpPMauUuio O TOM, Kak paboTaeT cuctema
MeHeKMeHTa KadecTBa, U JOSMKHbI OblTb 06ecneveHbl COOTBETCTBYIOLEN AOKYMEHTauuen, a apyrum
Heobxoaumbl obyyeHne M nNoaroToBka MO cneumarnbHbIM NporpaMmMaM M 3adaHusi Ha BbINOMHEHUe
MOCTaBIEHHbIX 3adad. 3anvcy noaroToBKW crefyeT COXpaHATb, a ee 3(PIEKTUBHOCTb - OLEHUBATb.
BHyTpeHHeMy ayauTopy, Kak npasuno, Tpebyetca AononHuMTeNbHas NoarotoBka Mo MeTodam ayauTa
(mpoBepkn).

MpoxoAsT N NOArOTOBKY COTPYAHWUKM BalLel opraHn3auun ans BbinornHeHUst paboTbl, BNUSIOLLEN
Ha Ka4yecTBO NpoayKLUMM W YCIyr, U BeAeTe Nu Bbl 3anncu, noaTeepxaatolime ato?

Ja
Het (cm. 7.10.3)

6.10.4. Nporpammy BHYTPEHHEN NPOBEPKM KAa4YeCTBa UCMONb3YOT ANs onpegeneHms cobniogeHms
TpeboBaHMN CUCTEMbI MEHE)XMEHTa KayecTBa, a Takke npoueayp M UHCTPYKUWA NO 3KChryaTauuu.
Ecnn Heobxooumo, nepcoHan, BbIMOMHAWMA BHYTPEHHIOK MNPOBEPKY KayecTBa, MOXET oKasaTb
MOMOLLb COTPYOHMKaM B  BbINOMIHEHWM YCTAHOBMEHHbIX BWOOB AEATENbHOCTM  PasnUYHbIMK
cpeacTBamu, ykasas, Hanpumep, rae NpoMcXoanT NPOU3BOACTBO HECOOTBETCTBYHOLLEN NPOAYKLMMN, UK
NHPOPMUPYST KOHTPONepoB 1 Tpebysa NpoBeAeHUs KOPPEKTUMPYIOLWNX OENCTBUA TaM, rae U3MeHeHus
He MPOUCXOAAT.

Bbina nv nporpamma BHYTPEHHEN NPOBEPKN KayecTBa a¢hdekTMBHO BHeapeHa?
Ja
Het (cm. 7.10.4)

6.10.5. AHanm3 co CTOpPOHbI PYKOBOACTBA CUCTEMbI MEHEMKMEHTa kadyecTBa Heobxoaum AOns
OLEHKN BHeApeHust U 3(PdEKTMBHOCTM CUCTEMbI B BbINOMHEHUN 3aday W NONMTUMKM B obnactu
kayecTtBa. PykoBOACTBO [OMMKHO MPOBOAWUTbL aHanmM3 4vepes3 OrnpederneHHble MPOMEXYTKM BPEMEHM,
Hanpumep OAVH pas3 B KaXable TPU Mecsla Ha paHHNX 3Tanax BHEAPEHNS.

AHanuavpyeT N1 Balla OpraHn3aums cucTemMy MeHe)KMeHTa Ka4yecTBa, Kak 3anfiaHMpoBaHo?

Ja



Het (cm. 7.10.5)

6.10.6. [JoKyMeHTbl CUCTEMbl MEHeKMEHTa KayecTBa SBASATCS BaXXHbIMW O51s1 COTPYAHWUKOB,
KOTOpbI€ NCMNONb3YIOT MX AN1s1 BHEAPEHMUS, NOAAEP)KaHUS B paboyYeM COCTOSIHUKN U YIyYLLIEHUS] CUCTEMBI
MeHemKMeHTa KavecTBa. [JokyMeHTaMn criegyeT OOMMKHbIM 06pa3oM ynpaBnisaTb U NpegocTaBnsTbh UX
Tam, rge oHM Heobxogumbl. [JOKYMEHTbl criegyeT MOCTOSHHO aKkTyanuaupoBaTb, a YyCTapeBLune
BapuaHTbl AOKYMEHTOB He CrieayeT XpaHUTb Ha paboumx yyacTkax.

ObecneunBaeTcs N ynpaBreHMe [OKyMEHTaMy B Ballel opraHu3auuy OOMmkHbIM obpa3oM B
COOTBETCTBUM C TpebGOBaHMSAMY JOKYMEHTaNbHO opopMIieHHON npoLeaypbl?

Ja
Het (cm. 7.10.6)

6.10.7. 3anucm Heobxooumbl [Onsi MOATBEPXKAEHWA TOro, YTO 3anflaHUMPOBaHHbLIE BUAbI
OEeATENbHOCTU  CUCTEMbI  MEHEeIKMEHTa KadecTBa ObiiM  BbIMOMHEHbl W COOTBETCTBYHOLLUME
KOPPEKTMPYIOLLNE OENCTBUS NPOBEAEHDI.

Ectb nn Bce HeobGxoauMmble 3anuMcu NO KavecTBy M obecrnevymBaeTcsl N UX ynpaereHue B
COOTBETCTBUM C TpebGOoBaHMAMY JOKYMEHTaNbHO opopMIeHHON npoLeaypbl?

Ja
Het (cm. 7.10.7)

6.10.8. TMonHOCTbO BHEApPEHHast cucTeMa MeHemMKMEHTa KayecTBa MpefoctaBnsieT MHOro
BO3MOXHOCTEN ANA NpOBeAeHUS KOPPEeKTUPYILWMX W npegynpexgarowmx OencTBui, Beaylmx K
yNnyydLlWeHno KavyectBa npoaykuun. HoBble cUCTeMbl MeHeKMeHTa KavyecTBa MMEIOT, Kak npaBuiio,
HEencnonb30oBaHHble BO3MOXHOCTM AN YhyylleHWn, KOTopble WAEHTUMUUMPYIOT COTPYOHUKM AOns
NnpoBeOeHNs  KOPPEeKTUpYILWMX W npegynpexganwmx aOenctBuin. [lpeactaBnseTcsa  BaXKHbIM
NCMonb30BaHNe TakMx BO3MOXHOCTEN U obecneveHne nx adEKTUBHOIO BHEOPEHUS.

Mpu3HaoTca 1M noadepXmBaroTCAa N BO3MOXHOCTW BalLen opraHu3auum And npoBedeHus
KOpPPEKTUPYIOLWMX U Npeaynpexaarolmx encTBUA BbICLUMM PYKOBOACTBOM U BbIMOSTHAOTCA NN Takue
OEeNcTBusA B COOTBETCTBUM C LOKYMEHTanNbHO 0OpMNEHHON npouenypon?

Ja
Het (cm. 7.10.8)

6.11. BonpocHuk, 4Yactb 11. CepTudpmkaumsa n nogaepxaHne B paboyemM COCTOSSHUM CUCTEMBI
MeHeKMeHTa KayecTBa

6.11.1. Ceptndukaumsa/npopepka (ayouT) Bawen CUCTEMbI MEHEIKMEHTa kKadecTBa Ha
cootBetcTBMe FTOCT P MCO 9001 obGecneunBaeT goBepue Afsi MHOTMX OpraHu3aumi-notpebutenen K
TOMY, YTO OpraHn3aunsi-NOCTaBLUMK MOXET NocnenoBaTeNibHO NOCTaBNATL KAYECTBEHHYHO NPOAYKLMIO.

3HaeTe nM Bbl, novemy noTpebutenn TpebylT OT CBOMX MOCTABLUMKOB Hanu4yus

NpoBepeHHON/CepTUPMLMPOBAHHON CUCTEMbI MEHE)KMEHTa KadecTBa, OTBevawllen TpeboBaHUAM
rOCT P NCO 90017

Ha



Het (cm. 7.11.1)

6.11.2. CepTtudukauuio/npoBepky (ayauT) Bawen CUCTEMbI MEHEKMEHTa KayecTBa Ha
cootBeTcTBMEe MCO 9001 yacto TpeOytoT MOKynaTenn Ha pblHKaxX OPYrMx CTpaH, UMMNOPTUPYHOLLMX
NPOAYKLUMIO UIN YCITyTI.

OkcnopTupyeTe nu Bbl CBOK MPOAYKLUMIO MW YCNYrn MOKynaTensiM Ha PbIHKA OPYrux CTpaH,
koTopble TpebytoT cootBeTcTBUA TOCT P NCO 9001 kak HeobxoaMmoro ycnosusi BegeHus gen?

Ja
Het (cm. 7.11.2)

6.11.3. CywlecTByeT MHOro OpraHoB MO cepTudMKauuKW, aKKkpeOUTOBAHHbIX AN MPOBELEHMS
npoBepkn/cepTndmKaLmMm CUCTEM MEHEIKMEHTA KayecTBa, oTBevarowmx TpedosaHmsm FTOCT P NCO
9001. OpraHbl N0 akKkpeguTauuu YNpaensT Mnpoueccom cepTudukauun/npoBepkn (aygurta) u
aKKpeauTyoT opraHbl No cepTudukauuu/npoeepke. OpraHbl No cepTudmkaumm/npoBepke MoryT ObiTb
akKkpeauToBaHbl B OAHOW CTpaHe W npefgnaratb CBOM YCNyrm BO MHOIMMX OPYrMx cTpaHax. Beibop
npMeMnemoro opraHa no cepTudukaunn/npoBepke SABNSETCS BaXHOW  4acTbio  npouecca
cepTurKaun/npoBEPKM N MOXET OKa3aTb 3HAYMTENbHOE BNNSHME HA CTOMMOCTb YCIyru.

3HaeTe nu Bbl, kKak BblIOpaTb MONb3YHLINACA aBTOPUTETOM NPOGECCUOHANBHBIA OpraH no
ceptudmkaumm/npoepke?

Ja
Het (cm. 7.11.3)

6.11.4. OpraHbl No cepTUMKaUMN/NpoBEPKE AOIMKHbI COBMoAaTh OnpeaeneHHbI NPoLEect npu
cepTudmkaLmMm COOTBETCTBUS CUCTEMbI MEHEIKMEHTa kadectBa TpeboBaHuam FTOCT P MCO 9001.
OTOT npouecc BKYaeT aHanu3 OOKYMEHTOB, OLEHKY MPOU3BOACTBEHHOrO ob6bekTa U MOCTOSHHOE
npoBedeHne KOHTPOSbHbIX NPOBEPOK B TeyeHne Tpex net. OHM MOryT BblgaTb cepTuUduKaT, ecnu
cucteMa MeHepKMeHTa kadecTBa oTBevaeT Bcem TpeboBaHusam [OCT P MCO 9001 m Obina
3PP EKTMBHO BHEAPEHA.

3akno4ymna nu Balla opraHu3aums corfallieHme ¢ opraHom no ceptudmkaumn/nposepke?
Ja
Het (cm. 7.11.4)

6.11.5. Bawa opraHmsaums pJormkHa ObiTb COOTBETCTBYHWOLMM 0O0pa3om MNOArOTOBIMEHA K
ceptudmkaumm/npoeepke. HeycnewHas oueHka, npoBogumMasi 40 cepTudmkaunn/npoBepkun, npuseaeT
K OOMOMHUTENbHBLIM pPacxodaM W HEHY)XHOW 3adepXXKe B [OOCTMXKEHUM Ballen Uenu nofydeHns
cepTudmKaLmm 1 MOXeT oTpuLaTeNbHO cKka3aTbCA Ha MopalibHOM COCTOAHUN COTPYAHUKOB.

MogroTtoBneHa Nu Balla opraHuM3aumust 4OIMPKHbIM 0O6pasoM K NPOBEAEHMIO OLIEHKM OpraHom no
ceptudmkaumm/npoepke?

Ja
Het (cm. 7.11.5)



6.11.6. AKKpeaMToBaHHbLIN oOpraH Mo cepTudmKkaumMm/NpoBepKe [OMKEH MNPOBOAUTL OLEHKY
YCTaHOBIIEHHbIM 06pa3oM M PyKOBOACTBOBATLCS MOMOXEHMAMU, pasdpaboTaHHbiMM MexayHapoaHbIM
dopymom no akkpeautaumm (AF). OH [omxeH npeaocTaBuTb NfiaH OUEHKUW [0 MpoBedeHuUs
haKTU4ECKOM OLEHKM M cobntogaTb ero. KonmyectBo 4enoBeKO-AHEN OLEHKM 3aBUCUMT OT pasMepa
cepTudmUnMpyemon opraHnsaumn.

[OTOBbI N Baln COTPYAHUKU K OLEHKE W 3HaKT N OHW, Kak BecTn cebs npu BCcTpeye C
ayavTopom?

[a
Het (c™m. 7.11.6)

6.11.7. lnaH oueHkn TpebyeT nNpoBeOEHMS 3aKMOYMTENBbHOMO COBELLaHMsl, Ha KOTOPOM
pyKkoBOOUTENb ayaAUTOPCKOW rpynnbl NPeAcTaBUT pesynbTaTbl OLEHKM U naeHTudunuupyet obnactu,
roe HeobxoaMmo nMpeanpuHATb AEWCTBUSE MO ynydweHuo. Bo MHormx cnydasx pyKkoBoAUTENb
ayauTOpCKOM rpynnbl  MOXeT CKa3aTb, 4YTO OH OygeT pekoMeHaoBaTb €ro  opraHvsaumm
cepTndmumnpoBaTh/NPOBEPUTE CUCTEMY MEHEMKMEHTA KayecTBa W HanpaBuTb BaMm cepTudwmkar,
nogTeepXxgawwmn 310 peweHne. B gpyrmx cutyauusix HeobxogumMo MpPOBECTUM KOppEeKTupytowme
OencTBusa 1 NogTBEpAUTb UX NPOBEAEHNE A0 NONyYeHus ceptudukara.

3HaeTe nn Bbl, KaKk onNpenensTb, SBASKTCSA NN BbIBOAbl M Pe3ynbTaTbl OLEHKN XOPOLUMMU UMK
NIoXnumMmn?

Ha
Het (cm. 7.11.7)

6.11.8. TllpoBedeHMe NOCTOSAHHbIX BHYTPEHHUX MPOBEPOK KayecTBa, KOPPEKTUPYIOLMX U
npeaynpexaanwmux AeiCTBMN U aHanm3oB CO CTOPOHbI PyKOBOACTBA MMeeT 6onblioe 3HayveHne ans
nogaepXaHus B pabovyeM COCTOSHUM U YNyYLLEeHUs CUCTEMbl MEHeKMeHTa KadecTBa. OTO OOSDKHO
cTtaTb OOblYHBIM AenoM B paMKax opraHusaumu. HekoTopble opraHusaumMm CTPeMSTCS MNONyYnuTb
HauuoHarnbHy npemmio kadectsa u mcnonbdyoT FTOCT P NCO 9004 ans JOCTMXKEHUS 3TOM LEenw.
NCO nybnukyeT gpyrme AOKYMEHTbl MO PYKOBOASALUMM MOJIOXKEHUSIM, 4TOObl OKasbiBaTb MOMOLb B
NMOCTOSIHHOM YryYLleHUn AeATeNbHOCTU opraHM3auunn.

Oceegomnenbl nn Bol 0 TOCT P UCO 9004 n gpyrux gokymeHtax MICO no pykoBOASLLUM
NOnoXeHuam?

Ha
Het (cm. 7.11.8)

7. KommeHTapum

lMockonbKy Bbl OTBETUNM "HET" Ha HWXecneayLlmne BOMPOCH!, HKENpMBEeAeHHas NHdopMaums
MoXeT BbITb NonesHa Ans Bac.

7.1. KommeHTapuum, Yactb 1. MNpuHaTue ctpatermm B ob6ractu kayecTea

7.1.1. metoT nu npogykuusa u/mnu ycrnyru Bawlen opraHu3aumm KOHKpEeTHble XapakTepUCTUKM
KayecTBa, OTnM4arowne ee OT BaMX KOHKYPEHTOB?



PasnuyHble niogyM NOHMMAT KavyecTBO No-pasHoMy. MoaToMy Bam Heobxooumo onpeaenutb
KOHKPETHblE XapaKTEPUCTUKM Ka4yecTBa NPOAYKUMM, KOTOPYH Balla OpraHusaums npefocTaBnsieT
onpeaeneHHoOMY CEeKTOpY MPOMBILMEHHOCTM, Ha PbIHOK W 0BCnyXuBaeMbiM MOTPEOUTENBCKUM
rpynnam.

YcnewHo OencTByoWMe OpraHm3almm oTBETAT Ha Bonpoc "YTo 4 npogar 1M Komy s npogat?”
no-pasHomMmy. Hanpvmep, ecTb opraHusauumu, Npofarolime Yackl, 0OgHaKO HeKoTopble Gonee ycnewHo
OENCTByOLLME OpraHn3auun NpogaT MexaHM3Mbl, NOKasbiBaloLne BPEMS, KOTOpPbIE SBNAOTCA €LUe U
OparoueHHbIMK  n3genuamun. bonblWMHCTBO OpraHMsaumMin No npogaxe aBTOMODUNEn peanusyroT
TpaHCNOpPTHbIE CpeAcTBa W YCnyrn No asTOMepeBO3Ke, a YCnewHo [AeWCTBYLMe opraHusaumm
peanuayoT nNpecTuk. Bce oHM MOryT npogaBaTbh Ka4eCTBEHHYH MPOAYKLUMIO, O4HAKO OHU NO-pasHOMY
OTHOCSITCSA B CWIly CBOEro MofoXeHus K obecnevyeHnto COOTBETCTBUS TpPeboBaHUAM U OXUOAHMAM
notpebutenen. YcnewHo OENCTBYOWME OpraHM3aunn Takke OOMKHbI YCTaHOBUTb, YTO onpegensier
yOoBneTBOpeHne notpebutenen n BO3AenNCTBYET Ha UX BOCMPUSTME NPOLYKUNN N OXNOAHUS.

Y HeKoTOpbIX OpraHusauuin MNpUCYTCTBYET PbIHOYHBIA MOAXO4 K KayecTBy, Y ApYyrux xe
WHXEHEPHbLIN MNM  MNPOU3BOACTBEHHbIN. Kaxabih noaxod WMeeT CBOe 3HayeHue, OOHako
o0Lenpu3HaHHbIM ABNAETCA TO, YTO AN MOMHOro YOOBNETBOPEHUSA pasfnuyHbIX MoTpebuTenen
nNpoaykuMst [OOMMKHaA YyAadHo codetatb B cebe  pPbIHOYHBLIMG  NOAXOA, WHXEHEPHY  MbICb
(MpoekTupoBaHme) 1 oTnaxeHHoe NPOM3BOACTBO.

7.1.2. lNoHnMaeTe nu Bbl 0AHO3HAYHO M YETKO, YTO O3HAYaeT Ka4eCcTBO AN BaLUMX I'IOTpGGI/ITGJ'IGVI
M KaK 3TO BJITUAET Ha Bally NpoOnU3BOACTBEHHYHO nenTenbHOCTL?

KauecTBo TPpyoHO nogpaeTcAa onpegeneHnro mn UHTepnpeTupyeTcda no-pasHoMy B KaXOoM
NnpoOMbILLIIEHHOM W PbIHOYHOM CEeKTOope. HemHorne opraHuzaunm MoryT onpenenntb Ka4dectBo B
n3MepAaeMoM BblpaXXeHnn, kKorga UM 3agatoT BOMPOC: "Urto otnunyaet Bally NnpoAyKuno nin ycnyry?"

BbaHKoBCKMe cnyxawme, Hanpumep, OTBETAT "okasaHue ycnyrn", paboTHUK 34paBOOXpPaHEHUS -
"KadecTBeHHad MeauuUMHCKasa MOoMoLLb", COTPYAHWUK FOCTUHMULUbBI UNW pecTopaHa - "yaoBneTBopeHue
notpebutens”, a nponssoanTenb OTBETUT "Ka4yecTBO Npoaykumn".

KayectBO npogykumMm MOXeT OblTb OCHOBAHO Ha W3MEpPSiEMbIX XapakTepuctukax Wnm
nokasartesnsx, O4HAKO [ANs NOSfib30BaTeNisl KayecTBO SBMSIETCS OTAENIbHbIM BOMPOCOM, B OCHOBE
KOTOPOro NEXUT rMaBHbIM 06pa3oM BOCNpUSTME NPOAYKTA.

lMokasaTenu, KOTOpble paccMaTpuMBalOT Kak onpeaensiolime B PasfiMyHOW CTEMEHM KayecTBO
nNpoayKumu, npeacTtasneHsl B Tabnvue 4.

Tabnuua 4

Noka3aTenu kayecTBa

[loxkazaTesb XapaKTepucTuka MM OCODEHHOCTH
KadyecTBa KauecTBa
SKCIIJIyaTalOHHEIE TOUHOCTBL XOJa YaCOB WJIM DSKCIJIyaTalMOHHBIE
CBOMCTBAa XapPaKTePUCTUKNM YCKOPEHMA aBTOMOOUIIA
OcobeHHOCTU YnobHasa peryamMpoBKa, IMCTAHLMOHHOE yIpaBJlleHUe,
SKCITyaTaluum TUOKOCTHL [IPM BKCIJIyaTaluu
HanmexHOoCTb OrTnpaBJjieHVe UM NPUOHITME CaMOJIETOB I10 PaCIMCAaHUIO




WUV OTCYTCTBME HEODOXOOMMOCTHU B pPeMOHTE

CooTBEeTCTBUE VIzmesive oTBeUaeT YCTaHOBJIEHHEIM WJIM 3aABJIECHHBEIM
TPpebOOBaHUAM
[IpOYUHOCTD Vizmenme BHIOEepPXMBAET OOBIUHEIE MM HOaxe HeOOHUHHE

YCIJIOBMA OSKCIIJIyaTauuM C HapyUleHMeM IIpaBUIl

OKCIJIyaTaluMOHHAaA [lpocToTa B OOCIHYyXMBAHMM M SKCIJIyaTalLuun
NIPUT'OOHOCTb

ScTeTUKa [lpyBIeKaTeJBbHOCTL, LBET, apoMartT

Bocnpudarue T'epMaHCKasag TEXHOJIOTMSA, HAINOHCKAA 3BJIEKTPOHMKAE,

OOKTOpa A cumMTanT Jydlle nokropa b

PykoBoauTenu ycrewHo AeWCTBYIOLWMX OpraHusauuii TpebyloT NpoBeAeHMsI U3MEPEeHUn 3TUX
nokasaTteneln kayecTBa M aHanmsa noslyYyeHHblX AaHHbIX. MHOrve acnekTbl KayecTBa He MnogpatoTcst
KONMYECTBEHHOMY OMPEAEeNieHnto, OfHAKO Kaxaasi opraHusaums OOShKHa YeTKOo onpenenvTbest Co
CBOMM TOHWMaHWeM TepMUHa "KayecTBO" M MNOMbITaTbCsl MNPOBECTU Te W3MEpPEHUsi, KoTopble
NPOOEMOHCTPUPYIOT 3KCNyaTaLMOHHbIE CBOMUCTBA U YIydLLEHUs 3@ ONpeaeneHHbI Nnepunos BPEMEHN.

7.1.3. Onpegenunu nn Bbl Knaccudumkauuio Bawen MpoayKUMN U XapaKTEPUCTUKN KadecTBa,
KOTOpble Bbl AOMKHbI paccmaTpmBaTb?

B cootBetctBuM ¢ onpegenedem FOCT P UCO 9001 npooykt sBnsieTcs pes3ynbTaTtoMm
npouecca, KOTOpbI UMEET CrneayLmne YeTbipe o6Lme KaTeropumn:

- ycryru, Hanpumep TpaHCMnopT, MeanuUHCKoe obCnyXuBaHue;
- NporpaMMHoe obecneyeHne, HanpuMep KOMMNbOTEPHbIE NPOrpamMmmbl, CrIOBapH;
- obopyaoBaHue, HaNpUMep aBTOMOBUNN, MeXaHNYeCKMe YacTy;

- o6pa60TaHHue MaTtepuarnbl, HanpuMmep CMa304Hble MaTepuanbl, HEKOTOpble MnuLleBbIE
NPpOAOYKThbI.

O6wenpr3HaHHbIM ABMASETCS TO, YTO MHOMME BUAbI NPOAYKUMW BKMOYAKOT anemMeHTbl bonee yem
ogHon obuwen kateropmn. OpraHmsauunsa goSbkHa onpeaennTb, YTO Nony4vaT ee noTpebuTenu Kak 4actb
obwero npogykta. Hanpumep, opraHusaums MOXeT MNoCTaBnsaTb wusgenuve wunu obopygoBaHue U
AOCTaBnATb ero notpebutento, obecneumBasd Takum obpas3om npegoctaeneHue ycnyrn. MHorune
nsgenna unn obopygoBaHve BKNOYAKT nporpaMmmHoe obecneyeHne n TpebyloT npepocTaBneHune
ycnyr. CnepoBaTenbHO, OENCTBUE CUCTEMbI MEHEKMEHTA KavyecTBa AOSPKHO PacnpoCTPaHATbLCA Ha
BCE XapakTepuCTuKu npoaykuuun. NpeacraBnseTcs BaXXHbIM MHTEPNPETMPOBaTb 3HAYeHME TepMuHa
"npoaykums” NPUMEHNTENbHO K Ballen opraHu3aumu, korga Bbl 3Hakomutechb U npuHumaeTte FOCT P
NCO 9001.

7.1.4. 3HaeTe nu Bbl, NMOYEMY HEKOTOpble OpraHusauun TpebylT OT CBOMX MNOCTaBLUMKOB
PYHKLMOHMPOBAHUS CUCTEMbI MEHE)KMEHTA KayecTBa Ha ocHoBe TOCT P MCO 90017

Bbl JOMKHBI 3HATb M MOHUMATb, YTO CUCTEMA MEHeMXMeHTa kKayecTBa B COOTBETCTBMM C
TpeboBaHmammn FOCT P UCO 9001 sBnsercs cucTteMon MeHeKMEHTa, KOoTopas HanpaenseT u
OPVEHTUPYET OpraHbl YMNpaBneHUss opraHu3aumMm Ha obecnevyeHne kavecTBa NPOAYKUMM W
COMNyTCTBYHOLUMX NPOLECCOB peanu3aumn. B cooTBeTCcTBUM C TpeOOBaAHUSIMU CUCTEMbI MEHEKMEHTA
KayecTBa OpraHu3auusi AOofbkHa MMEeTb MONMMTUKY B obnacTu kayecTBa, Lenu B obnactu kavectsa u



npouecchl, Heo6XxoaAnMble Anst AOCTUXKEHUS 3TUX LieNei.

Kak cka3zaHO paHee, Bbl AOMMKHbI ONpeaenuTb, YTO Ka4ecTBO O3HaYaeT 418 Ballen opraHm3auum,
N 3aTeM YCTaHOBUTb Te LEeNnu, KOTOopble OOSMKHbl ObiTb AOCTUrHYThl. B 3TOM cnydae cuctema
MEHe)KMeHTa KayecTBa MOXeT ObiTb nocnegosatenbHO paspaboTtaHa U BHegpeHa B COOTBETCTBUM C
TpeboaHmamn FOCT P NCO 9001.

MoTpebutenu xoTaT MMeTb JOBepUe K TOMY, YTO Balla OpraHM3aLnsg XOPOLIO BbIMOMHAET CBOIO
paboTy 1 4YTO Balla Npoaykumna Byaet oTBeYaTb YCTAHOBMEHHBIM TpeboBaHUAM, BKNOYAsA BbINOMHEHWE
noBbIX CONYTCTBYIOLLMX, PEryNUpYyoLLMX TpeboBaHUN, AeNCTBUE KOTOPLIX pacnpocTpaHseTcs Ha Bally
NPOaYKLMIO.

MoTpebutenn moryT notpeboBaTb MNOATBEPXOEHWS TOro, Kak XOPOLO Balla opraHv3auus
paboTana B npownoM. Bawa cuctema meHemxMeHTa KadecTBa, oTBevatowlas TpedosaHusam FOCT P

MCO 9001, obecneunt goeepue notpebutenen, KOTopoe UM HeOOXOOMMO AONst BeAEHUSI COBMECTHbIX
aen.

Heobxoanmo 3HaTb, YTO CUCTEMA MEHEIKMEHTa KayecTBa [OMOSHSAET TEXHUYECKME acnekThbl
Ballen NpoayKumMuM U yCryr u He cepTuduumMpyeT COOTBETCTBME MPOAYKUMM NHOOLIM perynmpyoLwmm
TpeboBaHuaM.

7.1.5. 3HaeTe nu Bbl, Kak npeactaButens MCI1, kak npyHMMaTb U aganTuMpoBaTb CUCTEMY
MeHemMKMEHTa KavecTBa k TpeboBaHusam FOCT P MCO 90017

B HacTosiwem cTaHgapTe npeactaBneHa WHGoOpMauuMs, Kak MNPUMEHSTb M adanTupoBaTb
TpeboBaHua FOCT P CO 9001 k Bawwen cuctemMe MeHemkmeHTa kadecTsa. lNMpouecc paspaboTkm m
BHeAPEHUS Hemnb3s onucaTtb B HECKOSbKUX KOPOTKMX nNaparpadax. Ha ato Tpebyetcs, kak npasuno, 12
mMecsueB nnm 6onee 1 odeHb 6onbLIon o6bemM paboThl.

He nbiTasck YCNOXHUTb npoLuecc, I'Ipe,D,CTaBJ'IeHHbIﬁ HWXe nepedyeHb BKIo4aeT OONbLUMHCTBO
3TanoB, KOTOPbIMU HeO6XOD,I/IMO PyKOBOACTBOBATbCA:

- onpeaeneHne opraHM3aUnoHHbIX uenen n 3agad ans CMK;
- HasHayeHue npeacTaBUTENS PYKOBOACTBA MO BONPOCaM KayecTBa;
- Has3Ha4eHue rpynnbl No npoekTy BHeapeHnss CMK (ecnu 1 koraa Heob6xoammo);

- MPUHATME peLleHnss 0 HeobXOAMMOCTU NpUBReEYeHnst KoHcynbTaHTa no CMK ans okasaHus
nomowu B nHTepnpetaunn tpebosarHni FOCT P NCO 9001;

- nnaHupoeaHune npoekta CMK;
- NOAroTOBKa CMETbI PAacX0oB;
- BblaeneHue pecypcos ans npoekra CMK;

- npoeedeHne aHanum3a HeanocCTaTKoB MnocpeacCTBOM pPAaCCMOTPEeHuA CyLeCcTBYHLWUX MNOJNMUTUKA
CucTeMbl MEHE)KMEHTa, npouenyp, VIHCprKLI,VIVI no akcnnyataumm n MeToos,

- pa3paboTka KapT TEXHOSIOrMYECKUX MPOLECCOB (MO Pas3fnMYHbIM OPraHM3auMOHHBLIM YPOBHSM,
ecnv Heob6xoaMmo);

- paspaboTka Heobxoommbix oKkymeHToB no CMK,;



- NpoBefeHVE MHTEPBLIO 1 BbIBOP OpraHa no cepTudukaunun/npoBepke;

- NpoBeeHVe aHanuaa n yteepxaeHue gokymeHtos no CMK;

- O3HaKOMIIeHWe 1 NoAroToBKa BCEX COTPYAHUKOB C oKyMeHToM "Kak ncnons3osaTtb Bawy CMK";

- BHegpeHne CMK B TeueHne He MeHee Tpex MecsLeB;

- NOEHTMMUKaLMA U NOArOTOBKA BHYTPEHHUX ayAUTOPOB Ka4yecTBa;

- NpoBedEeHVE NEPBON CEPUN BHYTPEHHUX NPOBEPOK;

- NpoBeeHVEe aHanu3a co CTOPOHbI PyKOBOACTBA;

- NpoBeAEHME KOPPEKTUPYIOLLMX 1 NpeaynpexaaroLmnx JencTBum;

- OpraHu3aumsi NPoBeAEeHUSA OLLEHKN OpraHoM no cepTudunKaunm/npoBepKe;

- KOPPEKTMPOBKA HeJOCTaTKOB U NpoAormkeHne paboTbl N0 BHeagpeHuto 1 ynyyweHunio CMK.

7.1.6. B3sano nn pykoBOoACTBO Ballen opraHu3aumm Ha cebsa obsizaTenbCTBa NO BHEAPEHUIO
NPVHUMNOB W METOA4OB MEHEe)KMeHTa KadeCcTBa M OCYLEeCTBNAEeT NN OHO HenocpeacTBEHHOe
PYKOBOACTBO COTpyAHMKaMKW, noaTBepxaawowee Ha COOCTBEHHOM npumepe cobnogeHne Takux
obsa3aTenbcTe?

Bbicluee pyKkoBOACTBO HeCeT OTBETCTBEHHOCTb 3a CUCTEMY MeEHeOXMeHTa KadecTBa Ha
CTpaTernyeckom ypoBHE B OpraHusaumMmM W OOSMPKHO 3HaTb O TpeboBaHuAX cBoux noTpebutenen u
3a8BUTb O CBOEN MNPUBEPXKEHHOCTU MpuHUMNAM WX BbINOMIHEHWS, BKNoYas cobnogeHve
3aKoHoAaTernbHbIX U perynupyowmx TpeboBaHuin, AeCTBUE KOTOPbIX PacnpoCTpaHAeTCs Ha KayecTBO
npoayKumun. Beicluee pykoBOACTBO AOSMKHO TaKKe onpeaennTb NOSIMTUKY N KOHKPETHbIE Lienn Ans Bcex
noapasgeneHMn U ypoBHeEW B pamkax opraHusaumu, 4tobbl obecneunTb LOCTMKEHME KadecTBa
npoaykumun. Bbicluee pyKOBOACTBO AOIMKHO Takke obecneyntb 0OMeH YeTKOW 1 ACHON MHdopMaumen
BHYTPM OpraHusaLmmn n NnpoBeaeHne perynsipHoro aHanmaa cucTeMbl MEHEI)KMEHTa KavecTBa.

FOCT P NCO 9001 cTtpoutCca Ha BOCbMW MpPeACTaBEHHbLIX HUWXE MpPUMHUMNAX MEeHemXMeHTa
kayecTtBa, onucaHHbix B TOCT P MCO 9000:

—

. OpueHTaumsa Ha noTpebutens.
. JlngepcTteo pykoBoagMTENnS.
. BoBneyeHne paboTHMKOB.

. MpoueccHbI nogxoa.

2
3
4
5. CuctemMHbIi noaxon K MEHEOXKMEHTY.
6. lNMocTosiHHOE ynyu4LleHue.

7. MNpuHATKE pelleHnin, OCHOBaHHOE Ha dhaKTax.

8. B3aMMOBbIroHble OTHOLLEHWS C MOCTaBLUMKaMN.

PyKOBO,EI,CTBO onpegendeTr uUenb opraHn3aunnm wu obecneuunBaeT nnaepcTteBo AnA  BCeX
COTPYOHUKOB. OHo gorkHO co3gaTtb U nopaepxmeatb B pa60l-|eM COCTOAHNN TaKne ycnoBuA BHYTPU



opraHusauun, 4Tobbl COTPYAHUKM MOMMN BbiTb MOMHOCTHIO BOBMEYEHbI B NMPOLECC AOCTUXKEHUS Lienen
obecneyeHunst kayecTBa NPOAYKLMM U OPYTUX OpraHM3aLMOHHbIX LEenei.

Monb3oBaTenu HaCTosLWEro ctaHaapTa MoryT OblTb OCBe4OMIIEHbI O 14 BOMpocax MeHegXXMeHTa
O-pa [emuHra, KoTopble B LUMPOKOM CMbICIIE YYTEHbI B BOCbMW MPUHUMMNAX MEHEIKMEHTa KadyecTBa.
O-p Oemunr (W. Edwards Deming, 1900 - 1993) aBnseTca oOHUM W3 MNPU3HAHHbLIX OCHOBaTenew
COBPEMEHHOIr0 MeHeKMeHTa KavyecTBa, KOTOpbIN Mony4mn Hanbonbllyto MpU3HATENbHOCTb 3a CBOKO
OeATenbHOCTb B AnoHun, rae oH ¢ 1950 r. yumn BbICLIEE PYKOBOACTBO M CMELMANUCTOB MeTohaM U
nNpUHUMNaAM MeHeoKMeHTa kadecTtBa. Ero yyeHne KopeHHbIM 06pa3oM M3MEHUNO SKOHOMUKY AMOHMMW.
B kauecTBe npusHaHus ero 3acnyr u Bknaga AnoHckum Coto3 yyeHbix n nHxeHepos (JUSE) yupegun
exerogHyto npemuto [emMuHra 3a [OCTMXEHUA B obnactm KayecTtBa W HaAEeXHOCTU MPOAYKLMW.
NmnepaTtop AnoHun Harpagun B 1960 r. a-pa JemuHra opgeHom CBSILLEHHOIO COKPOBULLEA BTOPOW
CTENneHw.

7.1.7. PaspaboTtanu nu Bbl NONUTUKY B oBfiacTu KkavyecTBa U OOBENU N ee OO0 CBeOeHUs1 BCeX
COTPYyOHUKOB B xofe 0bydeHus M noaroToBKM KagpoB M MpedocTaBneHus UHgopmaumMmM Ha BUAHbIX
mecTax?

Bawa nonutuka B obnacTu KadyecTBa [OOMKHA OMUCHLIBATb MNPUBEPKEHHOCTb OpraHu3aLmm
npuHuMnamMm obecneyeHnss KayecTBa MNPOAYKLUMM M CUCTEMbI MeHemKMeHTa KayecTBa, BKMoyas ee
NOCTOSIHHOE ynydlleHve. Monutuka B o6nactu kayecTBa AOSKHA Takke obecneuymBaTb opraHM3aumio
HeobX0oaMMOW OCHOBOW AONs OnpedeneHns U aHanusa uenei B obnacTtu KadecTBa, OCOBEHHO Tex,
KOTOpble OTHOCATCA K TpeBGoBaHUAM noTpebuTtenei.

Monutnka B 0ONacTM kayecTBa YCTaHaBMMBAET MNPUBEPXKEHHOCTb OPraHu3auum npuHUMNam
pa3paboTkn 1 noadepkaHus NPOM3BOACTBA KAYECTBEHHOW NPOAYKUUW. B CBSA3M C 3TMM OHa [OImKHA
ObITb M3MNOXEHA YEeTKMM N MOHATHbIM SI3bIKOM W AOMXHbIM 0Opa3oM OpPMEHTUPOBATb HA TO, YTOObI
KaXxabli MOT MPUHATbL Ha cebs COOTBETCTBYOLWMNE 06A3aTENbCTBA M UCNOSb30BaTh MOMUTUKY B CBOEN
KaxxgogHeBHon pedartenbHoctn (cm. TOCT P UCO 9001, nogpasgen 5.3 "lMonutnka B obnactu
KayecTBa" 4n1a NonyyYeHus nogpobHon nHdopMauumn o TpeboBaHUNAX K NONUTUKE B 06r1acTu kavyecTsa).

Monutnka B obnactu kavecTBa BKIOYAETCS, Kak MpaBuIio, B PYKOBOACTBO MO Ka4vyecTBY W
SIBMISIETCS 4YacCTblo JOKYMeHTauun B cooTBeTcTBUM € TpeboBaHusamu FTOCT P MCO 9001 (nogpasgen
4.2 "TpeboBaHusa Kk gokymeHTauun"). Kaxabli COTPYOHUK OpraHm3aumm OOMmKeH OblTb OCBEAOMITIEH O
nonuTuke B obnacTtu kavyecTBa M NoHMMaThb ee. MonuTuky cnegyeT nepuognyeckun aHanm3mpoBaTb Ha
npegMeT obecneveHnst ee NOCTOSTHHOrO COOTBETCTBUS LIENsiIM Ballen opraHnusauuu.

MHorne opraHusauMu nomMeLllarT B paMKy MNOAMUCAHHYK KOMUIO 3asiBNEHUsT O MONUTUKE B
obnactn kayecTBa WM BbIBELUMBAKT €€ Ha CTEHax CBOMX MPOWM3BOACTBEHHbLIX 34aHWN (Hanpumep, B
dorie, roe npuHMMaloT nocetTuTenen Ans Toro, 4ToObl MPOM3BECTU BMEYaTNIEHME HA HUX WU
notpebutenen). NMNomMnMmMo TOro 4YTO 3TO SABMASIETCA TOSIBKO OOHMM CMOCOOOM MHOPMUPOBAHUS O
nonuTuke B 06nacTM KayecTBa, NPEACTaBMASTCA TaKKe BaXHbIMW €€ 3HaYeHue [Ansa Balux
COTPYOHMKOB M HEOOXOAMMOCTb MX NOATOTOBKU C Y4ETOM OCBEAOMIIEHHOCTM O TOM, KakK OHa OKa3blBaeT
BO34EWNCTBUE Ha BbINONTHEHME NX paboTbl U NpodecCcMoHanbHy0 AeATENbHOCTb.

7.1.8. YctaHoBUNM N Bbl OOHY MM Bonee 4eTkO onpeneneHHbiX U OLEHMBaeMbIX Lenen B
obnacTtu ka4yecTBa, KOTopble NOAKPENMAT NOANTUKY B 06nacTtu kavyecTtea?

Monutnka B obnNactM kayecTBa SBMSAETCS OCHOBOW Ansi onpeaeneHnda KOHKPEeTHbIX Luenen
opraHmnsauunn B obnacTtu kadecTtsa 1 nnaHMpoBaHMA UX BHEOPEHUA BO BCEX Noapa3aeneHnax n Ha Bcex
YPOBHAX B paMKax opraHu3auunin. 3ateM 9TM Uenn OOMKHbl BbITb peann3oBaHbl B KOHKpPETHbIe U
namepdaemble pa60LW|e 3agayn, 4YTobbl COTPYOHUKN MOIT COCPpeaoTOHNTBCA Ha UX BbINMOJTHEHNWN.

CyuwiecTtytoime obLiMe opraHn3auMoHHbIE LIENW AOIMKHBI, Kak NpaBurio, pacnpoCTPaHATbLCS UK



obecneynBaTtb HeobxoaMMoe PYKOBOACTBO PasfMYHbIMU NoApasfeneHusiMM U YPOBHSIMM B paMKax
opraHusauun. Hanpumep, Npor3BOACTBO MMEET, KaK NpPaBuUo, KOHKPETHbIE LieNW, HamnpaBreHHble Ha
AOCTMKEHME OTAENbHbIX MPOU3BOACTBEHHbLIX 3a4ay, KOTOpble 3aTeM CMOCOGCTBYIOT BbINOMHEHUIO
OOLLMX OpraHM3auMOHHbIX Lenen. Y OTAenoB NPOoAaX W MapKeTMHra CBOW KOHKpPETHble Lenu,
oTnMyaromnecs OT Lenein Npou3BOACTBa, OAHAKO OHW TaKkKe HanpaBfeHbl Ha AOCTUXKEHME TeX e
06LLMX OpraHN3aLMOHHbIX Lienen.

Heobxogumo Takke onpegenutb Uenu B obnacTu kadectBa AnNs MNPOAYKUMM W CUCTEMBI
MeHe)KMeHTa KadecTBa. Takme Uenu AOIMKHbI ObiTb peanucTUYHbIMK U yCTaHaBNMBaTb AOCTUXUMbIE
pesynbTaTbl. B kayecTBe NpMMepoB MOXHO NPUBECTU Lienu, ycTaHaBnuBatoLwme:

- COOTBETCTBME COrMacoBaHHbIM TpeGoBaHUAM noTpebuTeneit K MoCTaBke WNU  APYrUM
XapaKTepucTukam npoayKuum B Te4YeHne onpeaerneHHoro nepuoaa BpeMeHu;

- OCTMXeHne 3anjiaHMpoBaHHOIo obbema npon3eBoacTea u1 TaGJ'II/ILI,bI n3gepxeKk npon3soacTea,
- VI,D,eHTVI(bI/IKaLI,I/I}O LLler1eBOro KonimyecTsa BO3MOXHOCTEN Ons obecneveHus ynquueHm?l;

- MVHUMW3AULMIO PacXOAoB Ha HeyLOBMEeTBOPUTENbHOE KayecTBO, nepepaboTky unu oTxonbl
npoun3BoACTBa.

B HekoTOpbIX opraHuMsauusax Lenu paccMaTpumBalroT Kak Knroyesble dakTopbl ycnexa. Bawa
opraHusaumnsa ofmkHa cama MaeHTMduUmMpoBaTb CBOU KoYeBble (hakTopbl ycrnexa B 3aBUCMMOCTU OT
TOro, YTO Ka4eCcTBO O3HA4YaeT ANa Bawen opraHusaumm (cm. 7.1.1, 7.1.2).

Mpwn onpegeneHMn ueneir B obnacTM kavecTBa npepgnaraeTcs paccMaTpuBaTb Buabl
AeATEeNbHOCTM UMM NokasaTenu, C KOTOPbIMW BaLUX COTPYAHWKMA MOTYT BbiTb CBSI3aHbl M KOTOpPbIE MOTYT
ObITb ONpeaeneHbl, HanpuMep:

- COKpalLleHne BpeMeHn Ha Npon3BoaCTBO KaXaoro n3gernnd,

- OTCyTCTBUE cboeB nnm ,El,ed)eKTOB B npouecce npon3soacTtea,
- COKpalleHune pacxoaos,

- NOBbIWWEeHne Npon3BoanTesIbHOCTU U

- yBenn4deHumne 0oz ydactna Ha pbiHKe.

Bawm coTpyaHvKkmM JOMKHBI 3HaTb U NOHMMATb KOHKPETHbIEe Lienu B obnacTu kayecTsa, KOTopble
YyCTaHOBMEHbl AN UX noapasfeneHns U YpoBHs,, M cnocobbl ux JoctwkeHnus. NpepcraBnsieTcs
BaXHbIM MOCTOSIHHO WMHOPMMPOBATL MX O TOM, KakK 3TV LEnu BbINOMHATCA U rae TpebytoTes
ynydqweHus. Llenn cnenyeTt nepvoamnyeckyn aHanuavpoBaTb U nepecmaTtpuBaTtb, Y 3TO OOIMKHO ObiTb
4acTbl MOCTOSIHHOIO MPOLIecca yNyYLleHUA.

7.1.9. OueHuBann nu Bbl pPe3ynbTatMuBHOCTb BallnX COTPYAHMUKOB UM UX NPUBEPXKEHHOCTb
npnHUMnam obecneyeHns kKavyecTBa, C LENbIO onpeagennTtb, YTO AOO0JPKEeH 3HaTb Kakabli COTPYOHUK,
4YTOObI BbINONHAEMAA UM pa60Ta cornacoBbiBanacb ¢ nonutukon B obractu kadvectBa U Obina
HanpassrieHa Ha JOCTWXXeHune Luenen B obnactu kayecTtea?

COpr,EI,HVIKI/I MMEKT pas3sinyHble KBaJ'IVI(*)VIU,VIPOBaHHbIe HaBblKM W ONbIT, MNO3BOJIAOLLNE UM
BbIMOJIHATE OAHY 3adadvy wunu oonee. MHorne opraHnmsaumn npuHMMarT Ha paGOTy COTPYOHUKOB,
CMOCOOHBbIX BbIMOMHATE MHOTO 3agdady n nepexoamTtb OT BbINOJIHEHUA OAHON pa6OTbI K ,EI,pyFOI7I B
3aBUCUMOCTKN OT TOro, 4T10 HeO6XO,EI,VIMO, Koroaa wn rpge. I'Iepequb KBaJ'II/l(*)I/IKaU,VIOHHbIX HaBbIKOB



ABMNSIETCA BaXHbIM acCMeKkToOM CUCTEeMbl MeHeKMeHTa KayecTBa W CO34aeT OCHOBY Anst
npodeccuoHanbHOro pasBUTUS COTPYLAHWUKOB.

Kpome MHMOpMMpoBaHWs COTPYOHWKOB O MonuTuke B obnactu kayectsa u uensx B obnactu
KayecTBa, KOTOpble 3aTparuBaroT UX FIMYHO, COTPYAHUKN OOSDKHbI:

- NpoXoaunTb NOArOTOBKY U o6yquV|e, NnoBbILLATb CBORO I'IpOd)eCCI/IOHaJ'IbHyPO KBaJ'II/ICbI/IKaU,VII'O,
YTOObI onTMMmnanpoBaTb npouecCbl U NMPUMEHATb CTaTUCTUHECKME MeTOobl, a TakKkKe WHCTPYMEHThI,
obecneunBarouime pelwieHne npo6neM;

- ydacTtBoOBaTb B pa3pa60TKe 3TalnoHOB U Mep no yny4yweHUo Kadectsa npoueccoB B COCTaBe
rpynn cneunanmcrtoB C NnepekpeCTHbIMA (*)yHKU,VIFIMVI;

- UMETb MONTHOMOMUS OISt NPUHATUA PELLEHUI B CBOMX 0ONACTAX KOMMETEHLMNM;
- NPUMEHATb MeToabl 0becneyYeHns kKayecTBa BO BCEX NPOLECCaX, a He TONbKO Ha NPON3BOACTBE.
7.2. KommeHTapuum, YacTb 2. PaspaboTka cucteMbl MEHE)KMEHTA KadecTBa

7.2.1. 3HaeTe nn Bbl, KakMe nNpPOLECCbl MNPOUCXOOAT B Balle OpraHM3aumMmM WM Kak OHM
B3aMMOLENCTBYIOT OPYr C OPYrom?

BHavane Heob6xoaMMO MOHATb, YTO MMeeTcs B BuAy nog TepmuHom "npouecc”. FTOCT P UCO
9000 onpependeT npouecc Kak "COBOKYMHOCTb B3aMMOCBA3a@HHbLIX UM B3aUMOAEWNCTBYIOLMX BUOOB
JeaTtenbHoOCTH, npeobpasytowas Bxodbl B Bbixoabl". Hepeako BbIXOAHbIE AaHHblE OOHOro npouecca
HenocpeacTBEHHO POPMUPYIOT BXOAHbIE AaHHble s CneaytoLero npowecca.

B npombilwineHHOCTM HabnogaeTca HekOTopas NyTaHuua B NPUMEHEHUN AAHHOIO onpeaeneHns n
TepMmnHa "npouecc". YcnewHo AeWCTBYHOLIME oOpraHu3auuu aokasanu, 4YTo npu  onpegeneHun
nocrnegoBaTensHOCTU N B3aMMOOENCTBUSA MexXy npoueccaMmu AoCTUraloTcs cnegyolime pesynstarhbl:

- paboTa BbinonHseTcs 6oree NPoAyKTUBHO U 3DEKTUBHO;

- ynyJywaeTtcs pacnpefeneHve 3agady, 4to 3atemM BedeT k Goree 4eTkoMy MOHUMaHWO
B3aMMOCBSA3€EN MeXay TeMU npoueccamu, KOTopble MPOUCXOAAT Ha nepeceyvyeHun yHKLMOHAbHbIX
rpaHunL, B opraHmaauuu;

- OTBETCTBEHHOCTb OonpeaendaeTca bonee 4eTKo, SACHO U npocCTo.

FTOCT P NCO 9000 He onpegensieT TepMUH "OeATENbHOCTL", OQHAKO OH, Kak npaBwuslo,
onpefensieTca kak "anemeHT paboTbl, BbINOMHAEMOW B pamkax npouecca". Buabl gestenbHoOCTU
BKMOYAOT 3a4ayn, KOTOPbl€ BLINOSHAKT COTPYOHUKM OpraHu3auum ans OOCTUKEHUS KOHKPETHOro
pesynbTaTta u uenm.

FOCT P NCO 9001 mnmeeT B BMAY HEOOXOOMMOCTb NMPUMEHEHMS MOAxXoda CBepXy BHU3. IOTO
O3Ha4aeT, 4YTO BHayane Bbl JOIMKHbl YCTAHOBUTb BCE MNpPoLEecChbl, Heobxoaumble ANA CUCTEMbI
MeHeXKMEHTa KayecTBa, U 3aTeM UAeHTUUUNPOBATL KOHKPETHblE BUAObI OEATENbHOCTU, KOTOpble
COCTaBNAT KaXabl U3 3TUX NpoLieccoB. [locne aToro pelwarTcsa 3agadn, Kotopble (hopMupyoT BUAbI
OeaTenbHOCTU.

rlpl/IMepr npoueccoB BKIMO4YakT NMpon3BOACTBO, 3aKyrnkKy, NPOEKTUpoBaHne npoaykumm m 06LLI,I/II7I
MEeHEXXMEHT.

I'Ipmmepbl OeATEeNbHOCTUN BKINKOYAKT nNony4vyeHne mMartepuana, nNpuHATue 3aka3oB, npoBeneHue



NPOBEPOK M YCTaHOBKY 060pYyA0BaHMS.

Mpvmepbl 3apgay  BKKYAKT NepemelleHne Mmatepuana, noAacyeT KoOpobok, nognvcaHve
nonyyYeHns yBegoMIeHNi N CNonHeHne BymaxkHon paboTbl.

7.2.2. TloHMmaeTe N Bbl KOHUENUMIO KapTbl TEXHOMOrMYECKOro npouecca 1 3HaeTe Nn Bbl, Kak
paspaboTaTb KapTy TEXHOMOMMYEeCcKoro npouecca WM MapLIPyTHYHO TEXHOMOMMYecKyr KapTy Ang
npoLeccoB, UCMONb3yeMblX BaLlen opraHnsaumnein?

KapTta TexHomnormdeckoro npouecca sBndeTcs rpadumyecknm npeacTaBrieHnemM npouecca,
yKasblBalOLMM OCHOBHblEe BUAblI AEATENbHOCTU MPOLLECCOB, HanpasfeHue BWUOOB OEATEeNbHOCTU U
dakTn4eckui pesynbTaTt npolecca.

Takke crnegyeT uWCNonb3oBaTb KapTy TEXHOMOIMYECKOro npouecca Ans OeMOHCTpauuu
NMpoLECCOB W B3aMMOLEWCTBMA MexZdy npoueccaMum CUCTEMbl MeHemMxMeHTa kadectBa. Kapta
TEXHOIOrMYeCKOro npouecca MOXeT ObiTb Takke MCNonb3oBaHa Kak "onucaHwe B3avMOOENCTBUSA
MeXay npoueccaMmy CUCTEMbl MEHEXXMEHTa KavyecTBa" B COOTBETCTBUM C TpeboBaHMAMM PyKOBOACTBA
no kadectBy (cm. FOCT P UCO 9001, nyHKT 4.2.2). BONbLIMHCTBO KapT TEXHONMOMMYeCcKoro npolecca
ANs MPOLIeCCOB BbICOKOrO YPOBHSI @HarlornyHbl, MOCKOMbKY Ha 3TOM YPOBHE Y BCEX OpraHu3auuii
aHanorumyHole obwue Buabl gesTtenbHocTW. [Mpu cocTaBneHUM KapTbl TEXHONOMMYECKOro npouecca
MCMONb3yoT pa3nnyHble 0603HaYEeHNs1, HaNpumep Te, YTO NokasaHbl B Tabnuue 5.

Tabnuua 5

HeKOTOpre O6LIJ,VI€ 0003Ha4eHus KapTbl TEXHOJIOMNM4YECKOro npouecca

SJIeMeHT Obo3HaueHMre
JearesbHOCTD [IpAMOY T OJIbLHUK
Cpassb Crpenka
Touka pemeHUS Pomb
HauanpHad miamM KOHeuHad ToukKa [IpAMOYTOJIBHUK MJIM IpyTroe oOOO3HadeHUe
CBA3bp C IOpyr'oM KapTou Kpyr
TEXHOJIOI'MUECKOT'O IIpollecca

CyluecTBytoT 1 gpyrme 0603HaveHUsi, KOTopble MOryT ObiTb MCNONb30BaHbl NMPU COCTaBIEHWUM
KapT TEXHOMOrMYECKOro npoLecca, B 3aBUCUMOCTU OT XapakTepa W CIOXXHOCTM KapTbl.

KapTa TexHomorumyeckoro npouecca MoOXeT OblTb WCMONb30BaHA Ha MaKpOypoBHE Anis
AeMOHCTpaumMn 063opa OpraHM3aLMOHHbIX MPOLECCOB MMM MOXET ObiTb ynyylieHa A0 MUKPOYPOBHS
ANs NpeAcTaBneHUss OAHOrO MPOM3BOACTBEHHOrO AENCTBUSI M BbINOSHAEMbIX AfS 3TOr0 BWUAOB
aesitenbHocTu. CyllecTBYeT HECKONMbKO MPOCTbIX MpaBWil, KOTOpble MPUMEHSIIOT Npy COCTaBneHUn
KapTbl TEXHOMOrMYECKOro npolecca:

- ONepaTMBHOCTb M NPOCTOTa B AENCTBUSIX;

- NpoLecc NPOXOAMT CreBa HanpaBo U CBEPXY BHU3;

- KapTa 4oSKHA NPEeACTaBNATb KaXkablii 3Tan/3agaqy;



- HavanbHoe 0603Ha4YeHMe JOMKHO ObITb BBEPXY NN CNEBA;
- KOHeYHoe 0603HayYeHne OOMKHO ObiTb BHU3Y UMK CNpPaBa;
- CBSI3M JOIMKHbI BBOAUTLCS U BbIBOAUTLCS B BU3yaribHbIX LIEHTpax ApYyrMx 0603HaYeHNI;

- 0603HaYEHNS MPUHATUSA PELUEHNA OOMKHbI UMETb ABE BbIXOAHbIE NMUHUN: OAHA AN COeAMHEHMS
OA v gpyraa ana coegnHernsa HET,;

- CBA3N OOJTKHbI UCMOJ1b30BaTbCA ON1A nNpeacTtaBieHna BBoAaa U BbiIBOAa OEATENIbHOCTH.

7.2.3. Bugenu nun Bbl cxeMy MOAENW npouecca Ha OCHOBE CUCTEMbl MEHEMXXMEHTa KadecTBa,
koTtopas ucnonbayetca B FOCT P CO 9001, n noHMMaeTe nu Bbl, kKak 3Ta Modenb paboTtaet?

Ctpyktypa TOCT P NCO 9001 npeacrtaBneHa kak cxema mogenu gand npouecca. OHa
nokasblBaeT OCHOBHblE CBSI3W Mpouecca Mexay pasgenamu 4 - 8 crtaHgapTa KOHUENTyanbHO U He
npegnonaraeTcst Anst UCNONb30BaHUS OpraHM3aunsiMu Kak kapTta npouecca. Kak nokasaHo Ha mogenu,
noTpebuTenn urpawT OYeHb BaXHyl ponb B onpegeneHnn TpeboBaHMM Mpoaykumu, a
yAOBNETBOPEHNE NOTPeOMTENEN ABNSETCA KOHEYHBIM PE3yNbTaTOM, KOTOPbIA AOMKEH ObITb JOCTUTHYT
CMCTEMOW MEHEI)KMEHTA Ka4yecTBa OpraHm3aumu.

Kaxabli n3 4yeTblipex MakpoaneMeHToB npouecca (To ectb pasgensl 5 - 8 TOCT P MCO 9001),
HanpMMep MNPOLIECCbl XM3HEHHOro LMKNna npoaykumm (pasgen 7), MOXeT ObiTb pacluMpeH B KapTy
TEXHONOrM4Yeckoro npouecca. Takne KapTbl TEXHOMOrMYECKOro npouecca npu UCnonb3oBaHWM Ans
uenen nnaHMpoBaHWst KavyecTBa UOEHTUUUMPYIOT 3aTEM KOHKPETHbIE BUAblI AEATENbHOCTU, KOTOPbIE
nocne 3TOro AOSMKHbI ObITb pacluMpeHbl B CBOM COOCTBEHHble KapTbl, YTOObl MokKasaTb 3adauw,
TpebytoLine BbINOMHEHWS.

Kak yacTb BalLero nnaHMpoBaHWs KavyecTBa Ana pa3paboTku 1 CO3AaHUA CUCTEMblI MEHEKMEHTa
KayecTBa TakuMe KapTbl TEXHOSIOrMYeckoro npouecca MoryT 6biTb MCMONb30BaHbl Af1 CCbINOK Ha
npoueaypbl, UHCTPYKUMM NO 3KChnyaTtaumm n opmMbl, KOTOpble MPUMEHSAIOT Ha YPOBHE BbINOMHEHUSA
pabot n 3agad. lMocne aToro kapTbl MPOLECCOB CTAHOBATCHA 4acTbio oduuUManbHON AOKYMeHTauun
CUCTEMbl MEHEKMEHTA KayecTBa U ynpasnseMbiMuU JOKYMEeHTaMun (B COOTBETCTBUM C TpeboBaHMAMM
nyHkta 4.2.3 "YnpaBneHuve gokymeHTauuen"). OHM moryT ObiTb npeacTaBneHbl Ha Bymare vnu Ha
kKoMmnbloTepe. B nocnegHem criyyae nornb3oBaTeNb MOXET CBA3aTb KBaapaTtbl OEATENbHOCTU C
COOTBETCTBYIOLEN NpoLeaAypor UM UHCTPYKUMEN No IKcnnyaTauun ana obecneyeHns onepaTtuBHOro
1 Nerkoro goctyna (CM. pUCyHOK 1).



MOCTOAHHOE YNYYLUEHUE
CUCTEMbI MEHE[DKMEHTA KAYECTBA

NOTPE- NoTPE-
BUTENU BUTEJN
< ....................... OTBETCTBEHHOCTb
PYKOBO[CTBA
YooBne-
V3MEPEHME,
MEHEKMEHT AHANM3 R WO »-| TBOpEH-
 PECYPCOB W1 YNYYULLEHVE HOCTb
' Bbixoa
Tpebo- Bxoa MPOLECChI Mpoaykums
BaHUA XM3HEHHOIO LIMKNA
nepoaykuuu %

YcnoBHble 0603HaYeHUs:
—Pp [leaTenbHoCTh, A06aBnsoLwas LEHHOCTb

---------- = [loTok uHdopmaumm

PucyHok 1. Mogenb cucteMbl MEHEe)KMEHTa KayecTBa,
OCHOBaHHOW Ha NPOLECCHOM noaxoae

7.24. EcTb nvM B BalWen opraHMsaumm npou3BOACTBEHHbIE MNPOLECCHl W/WUMM  NpPOLECCHI
NpeaoCcTaBneHnsa ycnyr, aHanornyHble npoueccam, onucaHHbiM B pasgene 7 "lNpouecchbl XXM3HEHHOrO
uyukna npogykuun" FOCT P NCO 90017

B paspene 7 "lNMpouecchl xu3HeHHoro uukna npogykumn" FTOCT P NCO 9001 paccmMOTpeHbI
TpeboBaHMA K Mpoueccam, KOTopble, KaK MpaBuiio, HeobXxooumbl ONS peanusauun npogykra Wnm
npenocTaBreHns ycryru.

Pasgen 7 Bkrwo4aeT crieqyloline YeTbipe KIyeBble npouecca, CBs3aHHble C peanuaaumnen
NPOaYKLMK:

1. MNpovecc, cBA3aHHbIN C NOTPEBUTENAMU, - 3TO NPOLIECC, KOTOPLIM CneayeT PyKOBOACTBOBATLCS
npu NONyYeHUN 3aKasa Unn 3aknioYeHMM KOHTPaKTa ¢ BaMMn notpedutenamu.

2. lNpouecc npoekTMpoBaHna 1 pas3paboTkn - AeNCTBUE 3TOro npouecca pacnpocTpaHsaeTcsa Ha
BbIMOMHEHME OpraHu3auMen npoeKkTUpoBaHMa w/unu paspaboTknm npoaykummn, 4Tobbl obecneunTb
COOTBETCTBME TPeOOBaHUN, YCTAHOBMEHHbLIX NOoTpebutenem.

3. I'Ipou,ecc 3aKynoK - 3TUM NpoueCCOM PYKOBOACTBYHTCA NPU 3aKynkax MatepuanoB, COCTaBHbIX
yacTen u ycnyr y noCtaBLWLKMKOB, KOTOPbIE BaM HeobXxoanMbI Ans npon3soacTBa npoaykunn.

4. Mpouecc npousBoacTBa U obcnyxuBaHus - npouecc, obecneynBaroWnii NEPeBoS Cbipbs (MNn
HeobpaboTaHHbIX AaHHbIX/MHGOPMaLMK AN yCrnyrn) ¢ NOMOLLBIO APYrMX PECYpCOB B Camy NPOOYKLUMIO.



7.2.5. BbinonHsIET N Balla opraHmM3aumsa Bce npouecchl, onncaHHble B pasgene 7 FTOCT P UCO
90017

Kaxgbih n3 HeobxoanmbIX NPoOLECCOB B pasfene 7 BKMAYaeT BUAbl AeATENbHOCTU, HEKOTOpbIEe
13 HNUX onucaHbl B cTangapTe. [Npu cocTaBneHnn kapT TEXHONOMMYECKOro npoLecca MoXeT oKasaTbCs,
YTO HeKoTOopble W3 3TMX MPOLECcCOB W/WUNIM BUOOB [OEATENbHOCTU HEe WCMNONb3YyTCH B Ballen
opraHusauun. CtaHgapT yden 37O, paspeluvB WX WUCKMIOYEHMEe U3 Balled CUCTEMbl MeHeXMeHTa
kayectBa (cM. NyHKT 1.2 "lpumeHeHne") npu ycnoeuu, 4YTO Bbl OBOCHyeTe WCKMYeHWe B BalleMm
PYyKOBOACTBE MO Ka4yecTBY [(CM. NYHKT 4.2.2, nepeyncnenue a)).

Hanpumep, opraHusauum, He 3aHUMalrLMecs MPOEKTUPOBaHWEM W/Mnu pa3paboTkon CcBOewn
npoaykumu, MoryT oBOCHOBaTb MCKIOYEHUs Taknx TpebosaHui. HekoTopble opraHusauum moryT
3axoTeTb 0OOCHOBATb MCKITOYEHUS OTAENbHbIX BUAOB AEATENbHOCTM B Npouecce Npons3BoAcTBa Ui
obcnyXunBaHus, HanpuMmep NpocnexmnsaemMocTn (NyHKT 7.5.3) nnu cobCcTBEHHOCTU NoTpedbuTtens (MyHKT
7.5.4) (cm. 7.4.10).

7.2.6. OdhopmnseTr nn Balwa opraHusauma oguuuanbHO U AOKYMEHTanbHO MraHMpoBaHue,
YHKLMOHMPOBaHWE 1 ynpaBneHne BCEMU NpoLeccamMmu CUCTEMbI MEHEKMEHTa KayecTBa U CMEXHOM
NPON3BOACTBEHHOWN AeATENbHOCTLIO?

Mpouecchl npousBoacTBa W/MNM OBCRYXMBaAHMSA YCMNELWHO AEeNCTBYHOLMX OpraHusaumin, Kak
NpaBuO, XOPOLWIO [AOKYMEHTanbHO OMOPMIeHbl C MOMOLLbI0 KapT TeXHOMOrMyeckoro npoiecca.
Hauany nnaHvpoBaHusi 3TMX NPOLECCOB AOJHKHO NpeaLecTBOBaTh BbINOMHEHME Ballei opraHusaumen
crieqytoLlero:

- yCTaHoBreHne TpeGoBaHWUii K NPOAYKUUM U Lenein B obrnacTu kayecTBa Arns BCEX MPOLEcCcoB
peanusaumm npoayKLUuu;

- MOArOTOBKa KOHKPETHOW AOKYMEHTaLUn U pecypcoB, HEOOXOAUMbIX AN BbINONHEHMST paboT B
paMKax npoLeccoB peanusauum NpoayKumu;

- onpegeneHve MeTOAOB, MNOATBEPXKOAKOLWIMX COOTBETCTBME T[OTOBOM NPOOYKUMM BCEM
TpeboBaHuAM;

- MOArOTOBKAa 3anucen, NOATBEPXAAWMX UNN AEMOHCTPUPYIOLWNX COOTBETCTBME MNpPOAYKLMM
BceMm TpeboBaHUAM.

lMnaH kayecTBa ABNAETCA UMEHHO TEM JOKYMEHTOM, KOTOpPLIM yCTaHaBnNuBaeT U/Mnun ccolnaetcs
Ha Heobxogumble npoueaypbl, WHCTPYKUMM MO 3KCnnyaTaumm W ApyrMe OOKYMEHTbl, a Takke
CBA3aHHblIE C 9TMM pPecypcbl, KOTOpble [OMMKHbI UCMOMb30BaTbCA [N KOHKPETHOro nNpoekTa,
nNpoAayKumu, npouecca unuM KoHTpakTa. lNnaH kavyectBa MOXeT ObiTb YCTaHOBMEH Kak TpeboBaHue
KOHTpaKTa Mexay AByMs cTopoHamu (CMm. 7.4.1).

7.2.7. EctTb nM y Bac pyKkoBOACTBO MO KayecTBy, OTBevawllee BCEM YCTAHOBMIEHHbIM
TpeboBaHMaM?

PykoBOACTBO MO KayecTBy SBNSETCA OTAENbHbIM [OKYMEHTOM, OMUCLIBAKLWMM CUCTEMY
MEHEe)KMEHTa KayecTBa OpraHm3aumu. OTO BaXHbI AOKYMEHT, MOCKOSbKY OH BKIHOYaeT obnacTb
NPUMEHEHUS CUCTEMbI MEHEI)KMEHTA KayecTBa, MUCKIIOYEHMS OONYyCTUMbIX TpeboBaHui B pasgene 7
FOCT P NCO 9001, pokymeHTanbHO 0dOpMIeHHbIE Npoueaypbl U onvcaHne B3anMoa4eNCTBUST MEXIY
npoueccamn CUCTEMbl MEHE)KMEHTA KayecTBa.

PyKkoBOACTBO MO KayecTBy ABMSiETCA 0COBEHHBIM JOKYMEHTOM A1 KaXXAOW OpraHM3aummn ¢ TOYKM
3peHus CTPYKTYpbl, dhopmaTa, cogepkaHus n metoga npeactasneHus. OHO, Kak NpaBuro, BKOYaeT



MHdopmaumio 06 opraHMsauun: HaMMmeHoBaHME, MECTOPACMNONIOXKEeHME, HOMep TenedoHa U Apyryto
CMEXHY0 WH(opMauuio, a Takke KpaTkoe OnucaHwe opraHuM3auum u npoaykuuwm, KOTOPYK OHa
Npon3BOANT.

B pykoBOACTBO NO Ka4yecTBY YaCTO BKMOYAKOT NOMMTUKY B 0ONacTn KadecTBa M COOTBETCTBYHOLLME
uenn B obnactm kadectBa. Kputepum wn meTodbl, MCNONb3yemble OpraHu3auuen, KoTopble
obecneynBaloT BbINOSIHEHNE MONUTUKN B 06NacTn KayecTBa 1 AOCTKEHNE COOTBETCTBYIOLUMX Lienen B
obnactu kayecTBa, MOryT ObITb TakKe BKITHOYEHbI B PYKOBOACTBO MO KA4eCTBy.

OpraHu3aumoHHble CXeMbl, KapTbl TEXHOMOMMYECKOro mnpouecca BbICOKOMO YPOBHSI, KMOYeBble
AOMKHOCTHbIE MHCTPYKUMK, NpoLeaypbl CUCTEMbI Ka4ecTBa M aHanormvyHas uHgpopmaumst MoryT 6biTb
BKIIOYEHbI B PYKOBOACTBO MO Ka4eCTBY MUK coAepaTb CChINIKMA Ha HUX.

PykoBoacTBo Mo KayectBy MoxeT ObiTb npeacTtaBneHo B nobom yaobHom dopmate. 310
ynpaBnsiemMbln JOKYMEHT, U OH AOIDKeH noaaepxmBatbcs B paboyem COCTOSSHUM B COOTBETCTBUMU C
TpeboBaHuamK nyHkTa 4.2.2 "PykoBoacTtso no kavectsy" FTOCT P NCO 9001.

Kak gokymeHT (cm. onpegenenne B FOCT P NCO 9000, nyHKT 3.7.2), pyKOBOACTBO MO KayecTBy
MoXeT ObITb NpeacTaBneHo Ha bymare, B 9NeKTPOHHOM chopmarte unm B KOMOGMHUPOBAHHOM BapuaHTe.
HononHuTtensHasa nHdopmaumnsa 0 4ONyCcTMMbIX UCKNoYeHnax Tpebosanun B pasgene 7 FTOCT P UCO
9001 BkntoveHa B n. 7.4.1.

PykoBOOCTBO MO KayecTBy MOXET ObiTb TaKKe WCMONb30BAaHO Ballel opraHM3aumen Kak OYeHb
Nosie3HbIn JOKYMEHT OS5 KOMMEPYECKNX LIENEN.

7.2.8. EctTb nn y Bac [JOKyMeHTanbHO OMOpMIEeHHbIE Mpoueaypbl, ONUCbIBaloWnE, Kak
BbINOSHATCH HUXKeyKasaHHble npoueaypbl U CMeXHas C HAMWU NPOU3BOACTBEHHAS AeATENbHOCTb?

YKasaHHble HKe OOKyMeHTanbHO O(OopMIeHHbIe npoueaypbl SBASOTCA ynpaBnseMbiMnu, U nx
yrnpaBneHve crnegyeT OCYLLIECTBMATb B COOTBETCTBUU C HuxXenepeyncrneHHbiMn nyHktamm [OCT P
NCO 9001, koTopble TpebytoT HanMUNSa cnegyroLmnx WeCcTu AoOKYMeHTanbHO oOopMIeHHbIX npoueayp:

4.2.3. YnpaBneHue JOKyMeHTauunen.

4.2.4. YnpaBneHue 3anucsamu.

8.2.2. BHyTpeHHne ayauTbl (MpOBEPKM).

8.3. YnpaBneHne HeCOOTBETCTBYHOLLEN NPOLYKUNEN NN YCIYrOMN.

8.5.2. KoppekTtupyoLime oencTeus.

8.5.3. MNpegynpexgatowimne gencTems.

OTun WwecCTb OOKYMeHTallbHO OCbOpMJ'IeHHbIX npouenyp onucbiBakOT WECTb KIK4eBbIX NpoLeccoB
BalUen CUCTEMbl MEHEIKMEHTA KayecTBa, a UMEHHO:

- obnacTtb NMPUMEHEHNA,
- KTO ABNAETCA OTBETCTBEHHbLIM 3a BbIlNMOJIHEHNE paGOT nnn 3agay B JaHHOM MpoLlecce;

- KOHKpETHble BuAbl OEATENbHOCTU W/UNN 3a4ayn, KOTopble HeobGXOo4MMO BbIMOMHUTL (MoYemy,
Korga, rge, Kakum obpasom);



- BEIEHME BaXHbIX 3anucen, obecneynBaoLLMXx HEOGX0AUMOE MOATBEPXKAEHNE MiaHMPOBaAHMS,
NCMONb30BaHMSA U yNpaBrieHnsi NPoLECCOM.

Ana nonyveHna HeobxogumMon MHAOPMaUUU MO OOKYMEHTarbHOMY OMOPMMAEHUIO CUCTEMbI
MEHEeMXKMEHTa KadecTBa MOXET BO3HUMKHYTb HeobxogummocTb B ucnonb3osaHun OCT P NCO/TO
10013.

Adpyrve npoueaypbl W/WAM WMHCTPYKUMM MO 3KCnflyaTaumm MoryT ObiTb paspaboTaHbl Ans
onMcaHnsi ocTarnbHbIX HEOBXOAMMBIX NPOLIECCOB CUCTEMbI MEHE)KMEHTA KayecTBa M CMEXHbIX BUOOB
aeatenbHocTu. Takne npouenypbl MoryT ObiTb paspaboTaHbl B nobon Haubonee ygobHow dopwme,
BKIOYasi KapTbl TEXHOMOMMYEeCcKoro npoiecca, Tabnuupl, TEKCT U UX KOMOWHMPOBAHHLIN BapuaHT, U
MoryT OblTb NpeAcTaBneHbl Ha bymare, B 9NeKTPOHHOM chopmaTte nnm B KOMOGUHUPOBAHHOM BapuaHTe.
OHu gomkHbl 6bITb yNpaensembl 4na obecneyeHnst NPaBUITbHOCTU, COOTBETCTBUSA U aKTyanbHOCTH.

7.3. KommeHTapuu, YacTtb 3. OTBETCTBEHHOCTb PYKOBOACTBA

7.3.1. TloHMMaeT nn BbICLLEE PyKOBOACTBO KOHUENTyarnbHOE OTNn4ne mexay obecneveHnem
Ka4yecTBa M MEHEIKMEHTOM KayecTBa, 4ToObl obecneuntb ycnewHoe npoaBumXXeHne Ccuctembl
MeHe)KMEeHTa KayeCTBa opraHmnsaumn Ha nytu K 0becneYyeHnto COOTBETCTBUS Tpe6OBaHVIﬂM NOCT P
NCO 90017

Cuctema kavectBa Tuna "obecrneyeHne kadectea", onncaHHas B MCO 9001, opmeHTupoBaHa B
OCHOBHOM Ha obecneyeHne yOoBMNETBOPEHUS MNOTPebUTENs MOCPeACcTBOM NpeaynpexaeHus
HECOOTBETCTBMSI HA BCEX 3Tanax NMpPou3BOACTBA U 0BCNyXMBaHWUS, TO €CTb OT 3Tana NPOEKTMPOBaHUSA
NpPoAyKUMM A0 NnocrnenpoaaxHoro obcnyxnBaHus.

B oTnuumne ot aToM CUCTEMBI CUCTEMA TUMNA "MEHEIKMEHT KayecTBa" HanpasBrieHa Ha NoBbILEeHNe
yOOBINETBOPEHNA MOTPedOMTENs Yepe3 MOCTOSHHOE YIyylleHWe MPOLIECCOB CUCTEMblI MEHEmKMEHTa
KayecTtBa opraHusauumn. Cucrema MeHemKMeHTa kadectBa TpebyeT GonblLuero ydactus U ycunum co
CTOPOHbI BbICLLEr0o pyKoBOoACTBa. Bhicliee pykoBogcTtBo onpegendetcd kak nvuo (ansa MCIT) wnm
rpynna nogen, KoTopble PYKOBOAAT U yNpaBnsioT opraHnsaumen Ha cCaMom BbICOKOM YPOBHE.

Cuctema obecnedeHuns kadecTBa OpMEHTMPOBaAHA B OCHOBHOM Ha camy NpoayKuuio, a AencTBuS
CUCTEMbl MEHE)KMEHTa KayecTBa pacnpOCTPaHAOTCA Ha BCH OpraHM3auuid He TONbKo NS
obecnevyeHnss COOTBETCTBMSA MPOAYKLUMN YCTAHOBMEHHbIM TpeboBaHMAM, HO W yOOBMETBOPEHMUS
notpebutenen.

Cucrtema mMeHeQKMeHTa KadecTBa CTpEMUTCA I/I,El,eHTI/ICbI/ILl,I/IpOBaTb BCE€ BO3MOXHble Tpe6OBaHM$I K
npoaykumn u Tpe6OBaHI/I$I HOTpGGMTeﬂeVI He3aBMCMMO OT TOro, YCTaHOBJIEHbl OHU WK HET.
TpeGOBaHMFI BKIMKO4YaKOT noaTBepXaeHmne 1oro, 4To:

- nNpuMeHaemble TJnUueH3nn Ha npoun3soacTtBo U O6CJ'Iy)KVIBaHI/Ie, a TaKkKe pernamMeHThl,
yCTaHaBnmBawuimne Tpe6OBaHI/IF| K 3KCnnyartauuu, Obinu YYTEHDbI;

- HeO6XOﬂ,VIMbIe Tpe6OBaHVIﬂ K BXOAHbIM OaHHbIM Obinu onpepaerneHbl Ona BcCexX MpoLleccoB
CUCTEMbI MEHE)KMEHTAa Ka4yeCTBa,;

- MepcoHan npoLuen CoOTBETCTBYOLLYH MOATOTOBKY C TOYKM 3PEHUSI MOHUMaHUS U NPUMEHEHUS
TpeboBaHMIN CUCTEMbI MEHE)KMEHTA KayecTBa;

- KPUTEPUN 1 Mepbl, obecneyrBatoLLMe Ka4yecTBO NpoayKLMM U NPOLIECCOB, ObiNv onpeaeneHsbl;

- HeobXogoumble 3anucu, KOTopble MOATBEPXKAAlT OOCTUXKEHME Lenei B obnacTu KadyecTtsa,
OTHOCSILLUMXCS K COOTBETCTBMIO MPOAYKUMM YCTAHOBMNEHHbIM TPeboBaHWAM W YOOBNETBOPEHUIO



notpebutenen, CyLecTByHOT;

- opraH13aumsi NOCTOAHHO NPOBOAUT MOHUTOPWUHI CBOErO pbiHKA U CEKTOPA MNPOMBbILLMEHHOCTUN Ha
npegMeT M3MeHeHun TpeboBaHui K npogykumm n TpeboBaHui noTpebutenen ana obecnedeHus
OTPAXEHMS 3TUX UBMEHEHMI B UBMEHEHMAX CUCTEMbBI MEHEPKMEHTA KA4YeCTBa;

- npoueccbl CUCTEMblI MEHemIKMEeHTa KaydeCTBa [MpoBEPEHbl WU OLeHeHbl A5nA obecneyeHus
BKINKOYEHUs He0b6X0ANMbIX KOPPEKTUPOBOK U ynqueHvuZ, Korga un rge 3To Heobxoanmo;

- KynbTypa MNMOCTOAHHOIO yriydlweHua CyLiecTtByeT U o6paTHa;| I/IHC*)OpMaU,VIFI no HakKoMnieHHOoOMY
OnbITy NooLWpAeTCA.

7.3.2. TlpuBepXeHO N BbICLIee PYKOBOACTBO MpUHUMMNAM Ballen CUCTEMbl MeHeXMeHTa
kayectBa?

MepBoi n Hambonee BaxHOW 3adavelrt BaLLEro BbICLLEro PyKOBOACTBA Npu paspaboTke wu
BHEAPEHUN CUCTEMbl MEHEKMEHTa KayecTBa SBNAEeTCs HeOOXOAMMOCTb onpedeneHusi, No4eMy OHO
aenaet ato. Ecnn eAMHCTBEHHBbIM MOTMBOM WIM LUENbl0 SBNSAETCH NofnydyeHue ceptudukata Ha
cootBetcTBMe FTOCT P NCO 9001 gnsi BKNIOYEHUS] OpraHu3auuun, Hanpumep B TEHAEPHbIE NepeyvHn
notpebutenen, cywecTsyet Oonbliass OMAacHOCTb, YTO CUCTEMA MeHeXMeHTa kadecTtBa Oyger
OpMeHTUpoBaTbCA TONMbKO Ha obecneyeHne cootBeTcTBUs TpeboBanmsm OCT P UCO 9001.
Pes3ynbTaTbl, NOMy4YeHHble NOCPEACTBOM TaKOW cTpaTerMu, He MnovayT Ha Monb3y opraHu3auun, a
TONbKO NPUBEAYT K Cepbe3HbIM pacxofaM.

Bhicliee pyKOBOACTBO AOSMKHO ObiTh NPMBEPXKEHO MPUHLMMAM CUCTEMbI MEHEXKMEHTA KayecTBa,
nockonbky OyaeT noTpayeHo MHOTO CPeACTB M BpPeMeHW Ha ee pa3paboTky, BHeapeHue WU
nogaepxaHve B paboyem cocTosiHUW. Bbicluee pykoBOACTBO AOMKHO YCTAHOBUTL M3MepsieMble Lienu
ANs CUCTEMbl MeHemXMeHTa KadecTBa, koTopasi obecneuut emy nonyyYyeHue npubbinv Ha
WNHBECTUPOBAHHbIV KanuTarn.

7.3.3. O6pawaet nn BbICLLEE PYKOBOACTBO Ballel opraHusauuu OO0MbllOe BHMMaHWE Ha
OpUEHTaLMIO Ha NOTPebUTens, To ecTb 3HAET N OHO O MOTPEBHOCTSAX N OXMAaHUNAX NoTpedbuTenen B
OTHOLLEHUW BaLLen NPoayKLUN, KOTOPYIO NOTPEOUTENN 3aKynatoT y Ballen opraHnsaumm?

OpI/IeHTaLI,I/IFI Ha n0Tpe6|/|Ten;| O3Ha4aeT, 4YTO Yy BbICLWIEro pykosoAcCcTBa HalaXeHbl NOCTOAHHbIE U
ycnewHble OTHOWeHnA C I'IOTpe6I/ITeJ'I$IMI/1, BO3MOXHbIMU I'IOTpGGVITeJ'IFIMVI 7 KOHEYHbIMU
nonb3oBatensaMn Ballen npoaykuunn. 310 Tpe6yeT OT BbICLLEro pykosoacTBa MNOHMMaAHUA
I'IOTpe6HOCTeI7I N oXngaHum n0Tpe6|/|Tenel7| n onpeneneHna Krn4YeBblX XapakKTepUCTUK MpoaAyKUUW,
KOTOpPYHO FIOTpGGI/ITeJ'II/I noKynarT cenyac wunu, no Bcen BEPOATHOCTH, 6y,EI,yT nokynatb WIn
Mncrnonb3oBaTb B 6y,1:|,yu.|,eM. KOHKypeHLI,VIFI ABNAETCA BaXXHbIM 3J1IEMEeHTOM OpUeHTauun Ha I'IOTpe6VITeJ'IFI
BaLUen opraHun3auun. MCKNiounTENBLHO BaXXHOWM npeacrtaBndeTca ocBeAOMJ1IEHHOCTb O OEeATESIbHOCTU
apyrmux KOMMaHuin B Ballem CEeKTope pPblHKa. Bbl MoxeTe ObITb nopaxeHbl SAMEHEeHNAMN Ha pPblHKe,
Korga Ball KOHKYPEeHT YCTaHOBUT HOBbIE XapaKTepUCTUKMN Unn M3MEHUT LIEHbI. MOFyT NnoABUTbLCA HOBbIE
mMaTtepuanbl 1 npoueccChbl, KOTOPble NSMEHAT PbIHOK N CyLLLECTBEHHO ocnabaT Balun NO3nLMN Ha HEM.

Perynupylowime u3MeHeHUss MoOryT Takke BINUSITb Ha Bally opraHusauuio. M3meHeHus B
pernameHTax Ha OxpaHy OKpyatollen cpenbl, obecneyeHe 300poBbs U GE30MacHOCTU U B ApPYrux
pernameHTax MoOryT okasaTb OTpuUaTenbHOe BO3[AENCTBME Ha Bally KOHKYPEHTOCMOCOGHOCTb U
BoOOLLE BbIKMOYMTL Bac 13 GusHeca.

7.3.4. EcTb nu y Bawen opraHusauun 4YeTKO onpeferieHHas CTpykTypa C pasgeneHvem
MOSTHOMOYUI, AeNernpoBaHHbIX NogpasaeneHnsmMm u coTpyaHmkam?

B cootBetctBUM Cc TpeboBaHusmmn [OCT P NCO 9001 Bbicluee PyKOBOACTBO OpraHum3auum



AOMKHO ybeanTbCca B TOM, YTO KOHKpETHble 00S3aHHOCTM W npaBa, Heobxoaumble ANS CO3AaHus
CMCTEMbI MEHEe)KMEHTa KayecTBa, OouULMAnNbHO YCTaHOBMEHbl M BCE COTPYAHMKM B OpraHusauuu
NPOUHOPMUPOBaHbI 06 3TOM. [aHHbIN MPOLECC CO3[4aHWsi COOTBETCTBYHOLLMX OOJIPKHOCTHbBIX
WHCTPYKUMIA CNOCOGCTBYET AOCTMXKEHMIO KOHKPETHbIX Lienen B obnactu kavectsa, KOTopble Obinn
YCTaHOBIEHbI AN COOTBETCTBYOLWMX dOyHKUMIA 1 ypoBHen (cm. FTOCT P CO 9001, nyHkT 5.4.1 "Llenn
B obriactu kayecTea") B paMmkax opraHvM3aumu.

OpraHmsaumMm UCNOMb3yKT, Kak MNpaBUO, OPraHM3aLMOHHYI CXemy nAns npeacTaBneHus
COOTBETCTBYHOLMNX (PYHKLMIA U YPOBHEN cdhepbl KOMMNETEHLMM B pamMKax OpraHu3aumm.

[OMKHOCTHBIE MHCTPYKLUMN UCNONBb3YIOT, Kak NpaBumo, Ans naeHTugukaumm n OKyMeHTanbLHoro
odpopMneHna (pyHKUMOHANbHbIX 006A3aHHOCTEN M MOMHOMOYMA. Takue [OMMKHOCTHbIE WHCTPYKUMK
NOMOraloT COTPYAHMKAM MOMNYYNTb TOYHYIO MHOPMALMIO O TOM, YTO OXMAAIT OT HUX, U MOryT BbITb
TaKKe MCMNONb30BaHbl A5 CUCTEMbI OLIEHKN KavecTBa paboThl. YCNeLwHo ENCTBYOLWME opraHn3aumnm
OXMaatT OT CBOMX COTPYOHUKOB KOMMETEHUUW B BbIMNOMHEHUW PasfuyHbiX paboT, n OHU npoxoadat
noaroToBky M obydyeHue, obecnedmBalolime BbIMNOMHEHNE OOHOBPEMEHHO Gornee ofHon paboTbl Mo
Mepe KapbepHoro pocTa.

7.3.5. ABngascb HebonblOW opraHnsaumen, obecneunnn nu Bbl YeTKOE M OAHO3HAYHOE
NMOHMMaHue COTPYAHUKaMU BbIMOSTHAEMbIX UMW 00A3aHHOCTEN U KOMNETEHUMIO ANs UX 3dEKTUBHOIO
BbINOMHEHNsA?

HeGonblwyM opraHusaumsM C OrpaHUYeHHbIM KONIMYECTBOM COTPYAHUKOB, Kak NpaBurio,
HeoOXo4MM nnaH, onpegensiowmin pasgeneHne o6si3aHHOCTEN M OTBETCTBEHHOCTW Ha cryyamn
GonesHu, NpasgHMKOB U Ype3BblYalHbIX cUTyauuii. Kaxxabll COTPYAHUK AOIMKEH 3HATb, YTO OXMUAaeTcs
OT Hero (OTBETCTBEHHOCTb) M YTO OH MOXET AenaTtb (nonHomouns). OHM Takke AOIKHbI 3HATb, Kak UX
OTBETCTBEHHOCTb COOTHOCUTCSI C OTBETCTBEHHOCTbIO APYIMX COTPYAHWUKOB.

OpraHu3aumoHHasi cxema MOXeT nomodb B obecrneyeHumn atoro. OgHako BaxHO obecneunTtb
WCKITIOYEHNE HeonpeneneHHOCTU N OQHO3HAYHOE MOHMMAaHWE COTPYAHMKaMn obractn 1 nNpegenoe ux
MOJSTHOMOYUNA.

7.3.6. KOMneTeHTHbl NU BawM COTPYOHUKA B BbINOSIHEHUM BO3MOXEHHbLIX Ha HWX 3agad u
obsizaHHOCTEN?

KomneteHuma sBnsetca KomOuHauUmMen COOTBETCTBYIOLErO WAW MNPUMEHUMOrO 3HaHUS W
NoAroTOBKM, a Takke HeobXxoAMMOro onbiTa U NpodeccroHarnbHOW KBanvdukaumm ns BbINOMHEHUSA
onpegeneHHon pabotbl. OpraHvMsauumn OOMKHbI aHanNU3npoBaThb OMbIT, KBaNUMUKaLNOHHbIE OaHHbIE,
CMOCOBHOCTU N BO3MOXHOCTU CBOUX MEHEeOXepOB M COTPYAHUKOB C TOYKM 3peHus notpebHocTen
opraHuzauuun. [pu Hanmumm npobnem B  COOTBETCTBUM C  TpeboBaHUAMM K  YPOBHSAM
npodeccroHanbHOM KBanuukaumm n KOMNeTeHUMN opraHusaums AormkHa obecneynTb NoBbILEHUE
KBanudukaLmm nnn nepenogrotoBky COOTBETCTBYHOLNX COTPYAHMKOB.

AKTUBHOE nnaHnpoBaHmne " BKItOYEHNE N3MEHEHUN B TpeGOBaHMFI K 4yernoBe4dyeCKkMMm pecypcam
SIBMNSAETCS BaXXHOW YacTbio AeATENIbHOCTH Sd)(fbeKTVIBHOIZ CUCTEMbl MEHEXXMEHTA KayYeCTBa.

7.3.7. TlonHOCTbIO 1K MH(bOpMVIpleT Bawunx COTPyOHUKOB O 3afdadax Wu pesgynbratax
OeATENbHOCTN, KOTOpPbIE BO3D,el7ICTByI'OT Ha HUX, N O TOM, KaK XOopoLuo pa60TaeT opraHmnsauunda ans
OOCTWXKEHNA NOCTaBIEHHbIX Lenen n 3agay?

OddekTBHAA cucTemMa MeHeQKMeHTa KavecTBa nNpegycMaTpyBaeT YyyacTUe  Kaxaoro
COTpyAHWKa B opraHu3aumn. COTPYAHUKM YyBCTBYIOT Gofiee CUMbHYK MPUBEPXKEHHOCTb K LEnsim
opraHu3auumn u Lensm B 06nactu kayecTBa, eCrvm OHW Mony4vatoT obpaTHy0 MHGOPMaLIMIO O KayecTBe
paboTbl opraHusaumn. m Takke Heobxoaumo 3EKTUBHOE NUAEPCTBO CO CTOPOHbI MEHeKepos,



KOTOpble MpoLwWM 3Tan MNeperoBopoB M AEMOHCTPUPYIOT MNPUBEPXKEHHOCTb MONMUTUKE M LensM B
obnacTtu kayecTBa.

Heobxoanmo yctaHoBUTL 3EKTMBHBIN Npouecc obMeHa MHopmaumen Mexay pykoBoACTBOM
N coTpygHukamu. Takomn npouecc obecneynT opraHn3auuu:

- onepaTuMBHYO Nepefavy n nonyyvyeHne MHopmaLmm:
- NPUHATUE OENCTBUIN NO NONyYeHHOW NHopmauuu;
- JoBepue Mexay BCEMU COTPYAHMKaMM OpraHM3auuu;

- yyacTue COTPYAHMKOB B LIENSIX UCMONb30BaHUS B MOMHOW CTEMEHU UX MoTeHuMana ¢ nonb3ou
ANsi opraHn3auuu;

- onpeaeneHne MeTodoB, CrOCOBCTBYOLMX YYYLLEHMIO NPOLECCOB OpraHM3aumm.

7.3.8. Onpegenuno nu BbICLIEE PYKOBOACTBO NpeACcTaBuUTENSA PyKOBOACTBA M HAaAENUmo nn ero
OTBETCTBEHHOCTbIO W MNOSTHOMOYMAMMK, obecnevMBalOWMMN BHeApeHWe, nogaepxaHve B paboyem
cocTosHUM U 3pbdekTUBHOE  (PYHKLMOHMPOBAHME MpPOLIECCOB, HeOoOXoouMMbIX [Ofs  CUCTEMbI
MeHe)KMeHTa KadecTBa?

B cootBeTtctBUM Cc TpebosaHuamu TOCT P MCO 9001 ansa ocywecTBneHMs Takux NOMHOMOYUIA
HeobX0aAMMO Ha3Ha4MTb COTPYAHMKA M3 COCTaBa PYKOBOACTBA OpraHvM3aumm C COOTBETCTBYHLLUMU
0053aHHOCTAMN M NONTHOMoYMAMUK, obecneymBalOLMMKM Pa3paboTKy, BHeOpeHue W nogaep)kaHve B
paboyem COCTOSIHMM NPOLIECCOB, HEOBX0AMMbIX AN cUMCTeMbl MeHemxkMeHTa kadecTtea. [OCT P MCO
9001 onpeaensieT Takoro COTPyAHMKA Kak NpeacTaBuTensl pykoBOACTBA, KOTOPOro Ha3HavaeT BbiCcLUee
pyKoBOACTBO opraHusaumn. 9T1a paboTa ABNAeTcs, Kak Npasusio, AOMNONHUTESNbHOW MO OTHOLLEHUIO K
OpYyrMMm 3agadam u 06A3aHHOCTAM, XOTa B 6onee KpynHbIX OpraHM3aumsax Ha Takyl AOMKHOCTb MOXET
OblTb Ha3Ha4YeH COTPYAHUK U3 OTAeNia KayecTBa, eCnv Takow COTPYOHUK UMEET OOCTaTOYHO BbICOKUM
ypoBeHb noriHoMmouui. MNpeacraButens pykoBOACTBA Takke HeCceT OTBETCTBEHHOCTb 3a obecneyeHue
NoHUMaHusa TpeboBaHuin NoTpebutTenen No BCen opraHnsauuu.

FOCT P NCO 9001 yctaHaBnuBaeT OTBETCTBEHHOCTb MpeAcTaBUTENSA PYKOBOACTBA B MyHKTE
5.5.2.

7.3.9. PerynsipHo v 3annaHMpoBaHHO 11 aHanuM3npyeTcsi Balla CUCTEMa MeHeKMeHTa KayecTsa
Ha npeameT NPUrogHOCTU, COOTBETCTBUS U 3DEKTUBHOCTN?

Bbicliee pyKOBOACTBO AOMKHO aHanu3npoBaTb Yepes3 3anfiaHMpOBaHHbIE MHTepBarbl CUCTEMY
MeHeKMeHTa KayecTBa, U CTaHAapT yCTaHaBnMBaeT KOHKPETHble TpeboBaHMSA K 9TON AeATeNbHOCTU B
nyHKkTe 5.6 "AHanu3 co CTopoHbl pykoBoacTBa". Llenbio aHanusa co CTOpPOHbI PYKOBOACTBA SIBMAETCS
ynydweHne adpdeKTMBHOCTN, NPUrOAHOCTM M COOTBETCTBMS CUCTEMbl MEHe)KMeHTa KayecTBa, ee
npoLeccoB 1 NPOM3BOANMON B pe3ynbTaTe Npoaykumn. Takon aHanu3 siBNAETCH BO3MOXHOCTbIO ANS
BKITHOYEHWS U3MEHEHWI B MOMUTUKY U Lenn B o6nacty kayecTsa.

7.3.10. AsmeHsnn nn Bbl NONUTUKY U 3adadn B obnacTu KayecTBa WM ynydwanu fnn cuctemy
MeHe>KMeHTa KadecTBa, YTOObl OHa OTpaXkana U3MeHsIloLnecs ycrioBusa?

Cnctema MeHeOXMeHTa KadecTBa SBMSETCA  BblpaXXEHWEM MNPUBEPXKEHHOCTM  BbICLLErO
PYyKOBOACTBa MpMHLMNAM KayecTBa Ha nepcnektuBy. VI3MeHeHMs OOIMKHbI MPOUCXOANTb, U OHK OyayT
BNUATH Ha NONUTUKY B 06riacTu kadectsa M ocobeHHO Ha uenu B obnactu kadectsa. [Npu aHanuse co
CTOPOHbI pykoBoACTBA 3P(PEKTUBHOCTM CUCTEMbI MEHEMXKMEHTA KaydeCTBa OHO MOXET OnpeaenuThb,
YTO HEeKoTopble Lenu ObinyM OOCTUTHYTLI, N UCMOMb30BaTb 3TY BO3MOXHOCTb AN CO34aHMsA HOBbIX U



6onee aMbmumMo3HbIX Lernen. NocTosiHHoe ynyJleHne CUCTEMbl MEHE)KMEHTa KayecTBa yCTaHOBMNEHO
B pasgene 8.5.1 TOCT P UCO 9001. NMockonbKy yny4lleHne siBAsieTCsl NOCTOSAHHBbIM 00513aTENLCTBOM,
OHO He MPOUCXOAMT MOCTOSIHHO, a TOMbKO TOrga, Korda BO3HMKAeT BO3MOXHOCTb WM MMEKTCS
Heobxoaumble pecypcbl. lpouecc ynyyweHuss Heobxoaum Ana CTUMYNMPOBAHWSA W HanpaBreHus
OENCTBUIN NO yny4lleHnto 1 obecneyeHunto nx oakTny4eckoro BHEAPEHNS.

7.4. KommeHTapuun, 4actb 4. CosgaHune 1 peanuaaums Npoaykuumn (NPoLecchl XM3HEHHOIO LuKna
npoayKumm)

7.4.1. PaspaboTtana nu Balla opraHmM3aums nnaH kadvectBa, ONUCbIBaKOLWLMA NPOLECChl Co30aHus
W peanusauuun npoaykummn, Heobxogumble ana obecneveHns Npoaykumu, oTeevarlen TpeboBaHam
notpebutenen?

lNnaH kayecTBa sBNseTCSA OOKYMEHTOM, yCTaHaBnnBakwlWMM npoueccbl CUCTEMbl MEHEeIKMEHTa
Ka4yeCtBa W pecypcChl, HeO6XOD,VIMbIe ana  peanudaunn  npoaykuun, Tnpoekta WM KOHTpPakTa
opraHunsauunn. lNnaH, kak npasuIio, ONMUCbiBaeT WUIN CCbINTaeTCA Ha OeATEeSIbHOCTb MO YyhnpaBneHUHo
Ka4eCTBOM W KOHTPOJIK, KOTOpasd BbINONHAETCA B pe3yribTaTte beHKLl,I/IOHVIpOBaHI/IFI npoueccos
npon3soacTea 1 06CJ'Iy)KVIBaHI/IFI.

lMnaH kadecTBa SBMSETCA O4YEHb MOSIE3HBLIM MHCTPYMEHTOM, M €ero AoJiKHa WUCnonb3oBaTb
opraHmnsauund, KoTopasa.

- NPUCTYNaeT K NIaHMPOBaHUO U pa3paboTke NPOLECCOB CUCTEMbI MEHEXKMEHTa KayecTBa Unu
- [IOIMKHA NepenpoeKkTUpoBaTh CBOU MPOLECChl peanu3auum NpoayKumn.

MnaH kKayecTBa MOXET Takke MPeACTaBnATb WHCTPYKUMW MO pacCMOTpeHuto npobnem,
CBA3aHHbIX C HECOOTBETCTBYIOLLEN NPOOYKLMEN.

7.4.2. MNpegycmatpmBaloT N OUHAHCOBLIN NiaH U GHO4XKeT Ballen opraHuMsaumMm pacxofbl Ha
KayecCcTBO WU Opyrne BXOoOHble pacxofbl, obecneuymBaollne OOCTUXKEHUE HeoBXoOUMBIX MoKasaTtenemn
KayecTBa npoaykumm?

npO,EI,yKLI,VIF-l HeyOOBIIETBOPUTENIBHOIO KadeCTBa MOXET OKa3aTb Cepbe3HOe BIIMAHME Ha
(*)I/IHaHCOBbIIZ ycnex opraHun3auunn. Otyetbl 0 I'IpVI6bIJ'IF|X n y6bm<ax OTpaXakT, KaK Mnpasuno,
I/IHCbOpMaLI,I/IIO no goxogam un pacxogam, HO He USMEHEHUA B pacxXodax 13-3a HEBbINMOJIHEHUA uenen B
obnacTtu kayectBa. Takue pacxogbl Ha Ka4eCTBO NpuUBOOAT 00ObI4HO B CHOCKax MEMKUM LLIpVICbTOM K
eXxerogHomy oT4eTy. Pacxogbl Ha npon3sBoACTBO NpoAYyKUMM HEeyOaOoBINETBOPUTENIbHOIO KadecTtBa
OKa3bIlBakOT 3HA4YNUTEJIbHOE, HO CKPbITOE BIIUAHNE HA I'IpVI6bIJ'IbHOCTb opraHunsauunn.

Pacxoabl Ha Ka4ecTBO OensT, Kak npasuno, Ha BHYTPEHHNE N BHELLHKE. BHYTpeHHVIe pacxogbl Ha
Ka4yeCTBO, KOTOpble Hanbornee nerko ynpaendembl, BKMKOYaAKT pacxodbl Ha npenynpexaneHune u
OLIEHKY. BHewHune pacxogbl Ha Ka4eCTBO MOryTt OblTb 3HAYUTENBbHLIMA UK BKIOYAKT Kanoobl
l'IOTpe6VITeJ'Iel7I, BO3BpaT nNpoAyKuuun, rapaHtuun, ropunagnyeckyro OTBETCTBEHHOCTb W AdaXe pacxonbl,
NOHECEHHbIE B pe3yrnbTaTte cy,u,e6Horo NCKa.

®duHaHcoBble OT4YeThbl, BKOYaOWMe pacxodbl Ha KayecTBO, MO3BOMSIOT  OpraHu3aumm
OCYLLECTBISATb MEHEPKMEHT U yry4yllaTb CBOM NPOLECChl U Ka4yecTBO npoayKuum n ycnyr. OHM Takke
NoKasbIBaloT, KaK YryylleHWe KayecTBa MOMOXUTENbHO Cka3blBaeTCs Ha kayecTBe paboTbl HM3LIEro
3BeHa.

7.4.3. YcTaHoBMNa N Bawa opraHuM3aums 3agaydm B obnactm kadectBa M TpeboBaHUSA K
BbIMycKaemMou NpoayKUMnN NnNn okasbiBaeMbIM ycryram?



Llenn B obnactn kayecTtBa, KOTOPblE OTHOCATCS K XapaKTepucTukam KayecTBa U OCOBEHHOCTAM
NPOAYKUMU UMK YCNYr opraHvM3auun, BKIHOYAKOT, Kak NpaBumio, usnyeckne xapakTepuctukm u gpyrue
CBOWCTBA NpOAYKUUM UNWN ycryr. XapakTepucTuka KayectBa M OCOBEHHOCTU MOryT ObiTb yKasaHbl B
nnaHax W yYyeptexax WnM AoBedeHbl OO CBedeHWs COTPYAHWMKOB B Mpouecce MOAroTOBKU WNN
MHCTpyKTaxa. Llenbto B obnactn kadectBa B TerleOHHOM LieHTpe MOXeT OblTb OTBET Ha 3BOHOK B
T€YEeHne yCTaHOBJIEHHOIO BPEMEHU N obLlieHne ¢ abOHEHTOM B NPUATHOMN M 3¢PdEKTUBHON MaHepe.
Takue cBoncTBa AOCTUraloTCsa B pedynbTaTte NogroToBKN U ONbITa.

7.4.4. NpeHTnduumpoBana nn n obecneymna nNu Bawa opraHmsaumnsa pecypcbl, Heobxoanmble
01191 NOCTaBKMN Ka4eCTBEHHOW NPOaYKLMM U yCryr?

Pecypcbl Ha ka4yecTBO BKMHOYAKT UHCTPYMEHT, 0OOpyAoBaHWe, NPOW3BOACTBEHHbIE 34aHWS W
pabouylo cpeay, HeobGxoaumble [Nsi NPOM3BOACTBA KAYECTBEHHOW MPOAYKUMM WK yCcnyr C
onTUMarnbHbIM 3KOHOMUYeckUM adhdekTomM. CoTpyaHuku paboTatoT 6Gonee adpekTMBHO, Koraa
yenoseyeckne NoTpebHOCTU (ONS pecypcoB Ha KayecTBO) corfacoBaHbl. MallnMHHoe oGopyaoBaHue
OyaeT NocTosiHHO paboTaTb C XOpOLUMKN pe3ynbTaTtamMu, Koraa ero 4omkHbIM 06pa3om noaaepxunsBatoT
B pabo4em COCTOSAHMM N SKCNITyaTUPYHOT B XOPOLUNX YCIOBUSX.

7.4.5. 3HaeTe nM Bbl, KaKk MOATBEPXOATb COOTBETCTBME Balleld MpoayKUUM Wnu ycnyr
yCTaHOBIEHHbIM TpeboBaHNAM?

lnaH KadecTBa OOMKEH ONUCLIBaTb, KaK Bbl npegnonaraeTe noaTeBepanTb, YTO Balla npoaykuna
mnnn ycnyrm otee4alot yCtaHOBJ1IEHHbIM Tpe6OBaHVIﬂM. OTO MOXET BKMOYaTb namepeHumne Ct)l/l3VI‘-IeCKVIX
MM XMMWYECKMUX CBOWCTB WIK npoeeneHune ncnbiTaHUn npoaykummn B YCTaHOBIIE€HHbIX YCIOBUAX.
MHorue Bnabl KOHTPOJ1bHbIX U UCNbITATESIbHbIX pa60T MOTryT ObITb BbIMNOSIHEHBI HA TOTOBOW npoaykuuu,
OAHaKO B OTAENIbHbIX Clydadax OHU OOJTKHbI ObITb BbINOJTHEHbI Ha OoTAes1bHbIX 4YacTAX UM COCTaBHbIX
4acTAaX, KOTOpble HAaXoOATCA B roToBOM npoaykunn.

WHorga pesynbTaTbl KOHTPOMS WM UCMbITAHW FOTOBOW NPOAYKUUW HEmnb3si UCNonb3oBaTb ANs
NOATBEPXOEHNA TOro, YTO roTtoBasd MPOAYKUMS OTBeYaeT YCTaHOBMEeHHbIM TpeboBaHuaM. B Takux
crny4vasx nnaH KayecTBa OOSPKEH YCTAHOBUTb MPOLIECCHbIE OrnpeferieHHble TOYKW, Korda BO3MOXHO
npoBefeHne UCMbITaHUA U KOHTPOMS Ha aTanax Npous3BOACTBa unu obcnyxmnsaHus. Kpome Toro, cam
npouecc npousBoACTBa MM O6GCnyXMBaHWS [OSMKEeH OblTb ynpaBnsemMblM, a Takue acnekTbl, Kak
Temnepartypa, BpeMS U MHTEHCUMBHOCTb pacxofa, AOSMKHbl ObiTb KOHTponupyembimMu. OnepaTtopsbl
OOMMKHbI OblTb MOArOTOBMAEHbI U KBANMUUMPOBaHbI ANSA BbINOMHEHUS TakMX MPOLEcCoB, KOTOpble
MHOrAa HasblBalT cneunanbHbIMU NpoueccaMu, NOoTOMY YTO HeOOoCTaTKM CTAHOBATCA OYeBUOHbIMU
TOSbKO NOCHe 3KCcnyaTtaunm NpoayKumm unm okasaHus yenyrum (cm. 7.8.3).

7.4.6. Ectb N B Bawen opraHm3auMm Heobxoanmble 3anucu, NOATBEPXKAAOLME COOTBETCTBUE
BaLLEM NPOAYKLMN NN YCIYT YCTAHOBIIEHHbIM TpeboBaHUAM KavecTBa?

3anuch aBnseTcs JOKYMEHTOM, KOTOPLIN yCTaHaBNMBaET JOCTMXKEHNE pesynbTaTta NOCPeaCTBOM
aencteua n obecnevnBaeT [OKA3aTeNbCTBO BbINOMHEHMS paboT, Kak Obino 3annaHuMpoBaHo. B
cootBeTcTBMM Cc TpeboBaHnsmu FOCT P NCO 9001 sanucm cnepyet BecTM M Mogdepusatb B
paboyem cocTodHUM Ons obecneyeHus gokasaTenbCTBa TOro, YTO NPOLECChl peanu3auun npogykumm
UNnM OKa3aHue YCNyr n rotoBas NPoAyKUMs UMW ycnyra OTBe4YalT YCTaHOBIEHHbIM TpeboBaHMAM.
BonblWMHCTBO Takon Npoaykuumu, kKak obopygoBaHue, cnegyet KOHTPONMPoBaTh M UCMbITbIBATb, €CIK
HeobxoaMmo, 40 ee NocTaBku NOTPebuMTensiM, a NOArOTOBKa 3anucen He asnseTtcd npobnemon. bonee
TPYOHON 4€BRASIETCA MNOLrOTOBKA 3anucu, NOATBEpXKOaloLen okasaHue YCryrm B COOTBETCTBUN C
YCTaHOBIIEHHbIMM TPEOOBAHUAMM.

B cootBeTcTBUM C nyHKTOM 8.2.4 TOCT P NCO 9001 opraHusauusa gosmkHa maeHTuduumMpoBaTh
coTpyaHuka(oB), paspeliatowiero(nx) [caHkunoHupytowero(nx)] Bbinyck npoaykuuun. Ecnu nposangep



ycnyr nmeet ceoboay B BbIOOpe COOTBETCTBYHOLLMX METOLOB BEAEHUS 3anmcen, onsi coTpygHuka(os),
CaHKUMOHMPYIOLWEro(Mx) Havano okasaHusa ycnyrn (BbiNyCK MNpoayKuuu), 3To sBnseTcss 60onbLluon
OTBETCTBEHHOCTbIO. B crnyyae noctaBok ycnyr, KOTOpble ABMSATCA crneunanbHbiMU npoueccamm (Cwm.
7.4.5), 3anucu noaTBepasaT, 4TO CaM Mpouecc MNoCTaBkM npogykumum Obin ynpaBnsemMbiv B
COOTBETCTBUU C MIIAaHOM Ka4yecTBa.

7.4.7. ECTb NN MHCTPYKLUUM NO 3KCNSyaTauuMm Ha BCEX MPOM3BOACTBEHHbIX y4acTKax M yvacTkax
npefocTaBneHns ycryr B Ballen opraHu3aunm, Kak 3To yCcTaHOBNEeHO TpeboBaHUAMN?

WHCTpYKUMM MO BbINOMHEHUIO paboT MOryT BbITh B caMbiX pasnuyHbix oopmax n chopmatax. MNpu
BbIMNOMHEHUN TEXHUYECKUX U CTPOUTENBHBIX MPOEKTOB MHCTPYKLUM BKNIOYAIOT MAaHbl U YepTeXU.

B apyrux cnyyasix MHCTPYKUMM MOTyT ObiTb NMpoLeaypori B MUCbMEHHOW hopMe, UnmncTpaumen
Unn gaxe 3aMeTkamu, KOTOpble UCMONb3YIOT B NpOLECce NOAroTOBKU K paboTe.

VlHCprKLI,VII/I, COCTaBJ1EHHbIE B MUCbMEHHOM d)opme nnn JOKyMeHTallbHO O(*)OpMJ'IeHHbIe, AOOJKHbI

ObITb ynpaBngeMbiMy B COOTBETCTBMM C NyHKTOM 4.2.3 "YnpaBneHue gokymenTtauyuen" FOCT P MCO
9001.

Haunbonee BaxHbIMW TPeOOBaAHUSIMM K MHCTPYKUMUSIM SIBASIOTCA UX 0Osi3aTenbHOe MOHUMaHueE,
YEeTKOCTb, aKTyallbHOCTb M HanuuMe Ha BCeX COOTBETCTBYHLMX paboumx Mectax. Onepatop unu
nonb3oBaTesb AO/MKEH 3HATb, YTO OHU ECTb, AOIMKEH OblTb O3HAKOMIIEH C HAMU U 3HATb, rAe NOMyYnUTb
nX B criyyae HeobxoaMMOoCTU. Takme MHCTPYKLUMM YacTO Ha3bliBaOT MHCTPYKUMAMU NO SKCNyaTauun, n
OHW SBMAKOTCS OCHOBOW Mepapxvum [OOKYMEHTOB, BKI/OYalOLEn npoueaypbl CUCTEMbl KavyecTBa WU
pykoBoacTBo no kadectBy (cm. FTOCT P MCO/TO 10013, koTOpbIN BKIOYAET NOMe3Hy nHpopmaumio o
MOArOTOBKE UHCTPYKLUUIA MO 3KCMnyaTaumum n Apyrux AOKYMEHTOB).

O6Lienn opMOr MHCTPYKUMA MO 3KChnyaTauumn sBRAsiETCA LOKYMEHT (dopma), MCNoNb3yeMbii
ANsi NoAroToBKM 3anucn. Popma MOXET BKMNoYaTb HEOOXOAUMbBIE UHCTPYKUNW ANS BbINOMHEHNS 3a4auun
n ceBobogHoe MeCTO Ansi OTMETKM O BbIMOMHEHUM paboTbl ranodkon (v). dopma MOXeT coagepxaTtb
yKa3aHusa no meToam pacyeTa pesynbTata M3MEPEHWUN, B YACTHOCTM Pe3yrbTaTOB MCMbITAHUA U
nepeBoda WX B NofiesHble AaHHble. TakMe WHCTPYKUMM NO 3KChnyaTauum CTaHOBATCS 3anvCbio Mpu
AOKYMEHTanbHOM O0hOpPMITEHNM BUAOB AEATENBHOCTY.

7.4.8. 3HakoMbl M BaWW COTPYAHUKM C WHCTPYKUMSAMW MO 3KChfyaTaumu, KOTopble WM
Heobxoaumbl, M TpebyTca NN Ons HUX [OMOSfHUTENbHas MNOArOoTOBKA WM PYKOBOACTBO AN
BbINOSNIHEHUS paboThl Nyywe?

COpr}J,HVIKI/I OOMKHbI ObITb 0CcBEAOMIIEHBLI 06 MHCTPYKUMAX NO SKCnJ1yaTauun, nencTene KOTOPbIX
pacnpocTpaHAeTCA Ha BblNOJIHAEMble UM BUObl AEATENIbHOCTU WU 3adaudu. B HEKOTOpPbIX Cry4asax
MHCTPYKUMN B NMUCbMEHHOM BUAOE HE ABMAKTCA MNONEe3HbIMU U3-3a A3bIKOBbIX 6apbepOB, n Toraa
Heobxoanmo npuUMEeHATb  gpyrme cpencresa And AgoBedeHuna OO0 cBedeHuAa  COTPYyOHUKOB
COOTBGTCTByIOLLl,GVI I/IHd)OpMaU,VII/I. |/|J'IJ'IlOCTpaL|,I/IVI N CXeMbl NMOHATHbI Ha NIOOOM A3bIKE.

7.4.9. BHocaT nu Bknag Bale npeanpusitve, ouc U Opyrue Npou3BOACTBEHHbIE Y4acTKu B
ycreLlHoe BbiNorHeHMe NPOV3BOACTBEHHOW OESTENBHOCTN?

OpraHusaumm, KoTopble XOTAT ObITb cepTudmumpoBaHbl Ha cootBeTcTBne FOCT P NCO 9001,
AOMKHbI 06ecneunTb paboyyto cpeny ¢ NpuemnemMbiMm paboyrmm yCrnoBusiMM Ansi CBOMX COTPYLHUKOB,
KOTOpasi OTBEYaeT COOTBETCTBYOLWMUM TpeboBaHMAM 3akoHogaTenbcTBa. OpraHnsaunst Takke LOIMKHA
obecneunTb Hannumne Hanbonee ahPEKTUBHBIX MHCTPYMEHTa U 060pyaoBaHus. Bbicluee pyKOBOACTBO
YCMEeWHO [AENCTBYIOWMX OpraHuM3auni CTPEMUTCA K OOCTMKEHWIO Hambonee BbICOKOrO YPOBHS
NPOU3BOAUTENBHOCTU, MOCKOSbKY HEmnb3s OTpuuaTb TOT (OakT, YTO COTPYAHUKM, OTnvyaroLimecs
BbICOKON MNPOW3BOAMTENBHOCTLIO, MPOM3BOAAT, Kak NpaBuUmo, MNpPOAYKUMIO BbLICOKOTO KayecTBa.



HeypoBnetBopuTenbHOE Ka4yecTBO CoOKpallaeT peHTabenbHOCTb M yBenuyMBaeT pacxodbl Ha
nepeaenky Unm oTxoabl.

7.4.10. OGbAcHAeT nu n OOOCHOBbIBAaeT N Balle pPYKOBOACTBO MO KayecTBy Kakue-nnbo
nckrnoyeHus u3 TpebosaHni B pamkax pasgena 7 "lNpoueccsl XnsHeHHoro uukna npogykumn” NOCT P
MNCO 90017

OpraHusaumn, ctpemsawmecs sHegpute FTOCT P MCO 9001, gormkHbl oTBeYaTb TpeboBaHUAM
cTaHgapTa, AeWCTBME KOTOPbIX PacnpoCTpaHseTCsl Ha MPOAYKUUIO MNU ycnyry, nognajalroliune nog
obnacTtb NpUMEHEHNSA CUCTEMbI MEHEPKMEHTA KayecTBa.

OpHako, gaxe Korga opraHvsauus BKOYaeT BCHO CBOK Mpoaykuuio B obnactb NpUMEHeHus
CUCTEMbl MEHE)KMEHTa KadecTBa, He MCKIYEHO, YTO HekoTopble TpebosaHua pasgena 7 TOCT P
NCO 9001 He moryT ObITb NPUMEHEHDI.

OTO MOXeT ObiTb OOBSCHEHO XapakTepOM OpraHu3auuu, ee npoueccamu NpousBoACTBa WK
peanu3aumu npoaykumMm unu ycnyr. B TakMx crnyyasix opraHusaumsi MOXeT OrpaHUynTb NpUMEHEHUE
TpebosaHun FOCT P UCO 9001 B cootBeTcTBMM C NyHKTOM 1.2 "[MprmeHeHune".

[enctBme aToro nyHKTa pacnpoCTpaHAeTCcs Ha KOHKpeTHble TpeboBaHuss TOCT P NCO 9001.
OpHako mMoryT 6bITb BapuaHTbl UCKITKOYEHMS BCErO NMyHKTa Unn NOANYHKTa. B kavyecTBe npumepa MOXHO
npuBecTn NyHKT 7.3 "lpoekTupoBaHne 1 paspaboTka”, KOTOPbIA MOXET ObiTb MOSIHOCTBIO MCKITHOYEH,
eCcnv opraHvsauus He BbINOMHAET npoUecc MpPOeKTUPOBaHUS W pa3paboTkKM U He HeceT
OTBETCTBEHHOCTM 3a 3TOT NpoLecc.

B pykoBoacTBe No kayecTBY OOSMKHO ObITb ONMcaHo, Kakne TpeboBaHus pasgena 7 UCKNIYEHbI
M3 cucTeMbl MeHeKMeHTa KadyecTBa. Jliobble AocTynHble Ans 0OWecTBEHHOCTUM [AOKYMEHThI,
HanpuMep AOKYMEHTbl MO cepTuduKaumMm/npoBepke Unn matepuanbl N0 MapKETUHrY, AOMXHbl ObITb
4eTKO W OAHO3HAYHO COPMYNUPOBaHbl, YTOObI M3bexaTb NyTaHWubl WM AEe30pPUEHTUPOBATb
notpebutenen M KOHEYHbIX MOsfib30BaTeNien B OTHOLWEHUW npumeHeHus tpebosanmn TOCT P NCO
9001 B pamkax cMCTeMbl MEHEPKMEHTA KadecTBa opraHmsaumm (cm. 7.2.7).

Heobxoammo 3HaTbh, YTO ecnv opraHM3aumnsa UcknyaeT TpeboBaHus OpyrMx NyHKTOB cTaHgapTa,
TO OHa He MoXeT npeteHgoBaTtb Ha cooTBeTcTBMe TOCT P MCO 9001.

,D,GIZCTBMG TaKoro noJyioXXeHua pacnpocTtpaHAaeTCcAa Ha cneayrwimne cCutyaunn:

a) opraHusaumsi He CooTBeTCTBYyeT TpeboBaHMAM NyHKTa 4.2.2, nepedncneHne a), NoCKosbKy He
060CHOBbIBaET MCKIoYeHne TpeboBaHun n3 koHkpeTHoro pasgena 7 FTOCT P MCO 9001;

6) TpeboBanus pasgena 7 FTOCT P MCO 9001 Obinn MCKMOYEHbI, NOCKOSbKY perynvpytowme
opraHbl He TpeboBanuM KX BbINOMHEHUSA, OOHAKO 3TO OTpULATENbHO BAMAET Ha CNocobHOCTb
opraHu3auun oTBevaTb TpeboBaHNsAM noTpebuTenen;

B) opraHuM3aumsi NpyuHUMaeT peLlleHne He NpuMeHdaTb TpeboBaHus pasgena 7 FTOCT P NCO 9001
TONbKO Ha ocHOBe 060CHOBaHUS, 4TO 3TO TpeboBaHue He Obino ycraHoBneHo B MCO 9001:2008, u He
ObINO BKITHOYEHO paHblUe B CUCTEMY MEHEXKMEHTA KayecTBa opraHM3aLnm.

B craHpapte npumeHeHa ppasa "pacCcMOTPEeHO Ha npeameT ucknyeHus". WckniodeHue
TpeboBaHMN He MOXeT ObITb NPOU3BOSIbHBIM PELLUEHNEM M AOSMKHO BbI3BaTb BOMPOCHI CO CTOPOHbI
OopraHoB no cepTudmrKaunn/npoBepke, Korga opraHusaums cTpemMuTcs cepTuguumMpoBaTb/NpoBEpUTb
CBOIO cUCTeMY MeHegkMeHTa kavectBa Ha cooTtBetcTBne NOCT P NCO 9001. HekoTopble obnactu, B
KOTOPbIX MOryT OblTb CAenaHbl UCKMOYEeHNs, ObiNn yKkasaHbl paHee. BeposTHa BO3MOXHOCTb ApPYrnx
WCKIMIOYEHUN B pasnuyHblX opraHu3auuax. OpgHako npexae YeM  UckniouuTb  TpebosaHwue,



pEeKOMeHAYeTCs Cepbe3HO PacCMOTPeTb 3TOT BONPOC Ha NpeaMeT pacnpoCTpaHEeHUs ero AenUCTBUSA Ha
BaWy CUCTEMY MeHe)KMeHTa KadecTBa W CMOCOBHOCTb oOpraHusaumm yHKUMOHUpoBaTb Gornee
3O PEKTUBHO.

7.5. KommeHTapuu, 4actb 5. CBA3b ¢ noTpebutenamm

7.5.1. NmetoT nu Bawm notpebutenn yaobHbIn JOCTYN K Ballen opraHvM3auuu, Koraa OHW XOTAT
3aKynuUTb NPOAYKUUNIO?

MoTpebutenn MoryT HenocpeacTBEHHO B3aWMOAEWCTBOBATbL C OpraHu3auuein, Hanpuvep B
marasvHe unu B kabuHeTe y AOKTOpa, UM OHM MOTyT MUCNoNb3oBaTb ANst 3Toro aApyrue cpeactea. Mo
BCEll BEpPOATHOCTU, Haubornee pacnpoCTpaHEeHHbIMW CpeacTBaMu B3aMMOOEWCTBUS SABNSAOTCA
TenedoH unu dakc. KpynHble opraHusauum B Gonblueit CTeneHn UCMonb3yHT 3MeKTPOHHbIN 0GMeH
NaHHBbIMU 1 pa3MeLLleHNe 3aKa3oB HEeNnocpeaCcTBEHHO Yepe3 VIHTepHeT nnm nocpeacTBOM 3MNEKTPOHHOM
CBAA3U.

OpFaHI/I3aLI,VII/I AOJKHbI OTCIeXunBaTb BOIMPOCHI n0Tpe6V|Tene|7| O LUeHax u ycnyrax, gaxe ecrih OHu
He NpuBOOAT B pe3ylibTaTe K 3akKasy unu nenosown caernke, MOCKOJIbKY Taknum 06p830M OHWU nony4atoT
OaHHble N CTaTUCTUKY 00 OoXngaHunax n0Tpe6V|Tene|7|. bornbLlloe KONM4ecTso BOMNpocoB, KOTOpoe He
npmeBoauUT B pe3ynbTaTe K 3aka3dy, MOXeT YyKa3dblBaTb Ha Hanun4dune l'IpO6J'IeMbI Yy BaLlen CJ'Iy)K6bI
obecneyeHus l'IOTpe6VITeJ'IeIZ nnny otaena npogax.

7.5.2. Ectb nu y Bac addekTuBHbIA Npouecc, noaTBEpPXOAKLWUIA 3akasbl noTpeduTtenen u
obecneymBaroLLMIi NOHMMaHWE 3aKa30B 1 NOATBEPXKAEHME, KOrAa OHU cAenaHbl No TenedoHy?

Bcerpa cyuwectByeT BEPOATHOCTb, YTO 3aKasbl, NOSTy4YeHHbIe B YCTHOW bopme unm no tenedoHy,
OyayT cogepxatb OWWOKM v ByayT HenonHoiMU. B CBA3KM C 3TMM OTBETCTBEHHbIA 3a MPUHATUE
3aKas3oB [OOSMKEeH MpPOXOAWUTb MOArOTOBKY Ha CNocOBHOCTb 3adaBaTb Heobxogumble BOMNPOCHI U
NOBTOPSATb OTBET Kak Cnocob noATBEepXOEHWS TOro, YTO OH MOHAN MnoXenaHusa notpebuTtenen.
OTBETCTBEHHbIV 3a NPUHATME 3aKka3a AOMKEH 3anucbiBaTb NOAPOOHbIE AaHHble MO 3akasy B G6MOKHOT
U1 BHOCUTb HENOCPEACTBEHHO B KOMMbIOTEP A0 TOro, Kak OH NOBTOPUT ero notpeburento.

7.5.3. Ectb nn y Bac apdekTnBHbIN cnocob cBA3M C BawuMmu noTpebutensamu Ons
MHPOPMMPOBAHMA NX O NpeanaraeMbiX Bamn NpoayKUMmM 1 ycnyrax?

BonbLMHCTBO OpFaHI/I3aU,VIIZ paspa60Tan|/| cTparteruno n mMeToabl I/IHCbOpMI/IpOBaHI/IFI
n0Tpe6V|Tene|7| O cBoen npoaykumn n/vinn ycnyrax. B HacTosiwee BpemMA CyLWeCTBYOT CaMble
pa3nnyHble cpeacTtBa peKnambl, npegnaravowme rnpdamble npoaaxku nw/vnn Kkatanoru, KOTOpble
paccynTaHbl Ha onpeneneHHble rpynnbl NpoayKunn 1 Tmn n0Tpe6|/|Ten;|. OpHako I'IOTp66I/ITeJ'II/I OOJDKHbI
TakKKe 3HaTb, KaK CBA3aTbCA C BaMU Npu HeobxoaMMoCTH KOHTPOIIA 3a 3aKa3aMu, YCKOPEeHUA OTrpy3Ku
ninn BKINOYEHNA N3AMeHEeHNA Nocne Toro, Kak 3akaa caesnaH, n 4o ero noctaBKu.

lNocne nocTaBkn I'IOTpe6VITeJ'Ib OOJDKeH 3HaTb, KaK CBA3aTbCA C BaMui O5d  NONyYeHud
I/IHCbOpMaLI,I/IVI, ycnyrmn unu nogayu Xanoobl.

MHoruve opraHnsauunn npencTaBridalT nepevyeHb cneunarnbHbIX Teﬂe(*)OHHbIX HOMEpPOB, CanToB B
MHTepHeTe n agpecos SJ'IeKTpOHHOIZ no4Tbl AnA obecneveHnst CBs3N C ﬂOTpGGVITGJ'IFlMVI. Bornee
KpynHble opraHun3auunn npegnaratoT ceEpBUCHbIE OtonneTeHun no npoaykumn B VlHTepHeTe a4 npsamMoro
4O0CTyna ana cBonx ﬂOTpGGMTeﬂeVI ninnm nx Hpeﬂ,CTaBMTeﬂeVI.

7.5.4. Bcerga nn Bawa opraHMsaums nogpobHO BbiACHAET TpeboBaHuA noTpebutenen
3aKyrnkam npoayKumMn unu ycnyr?

B cootBetctBUM ¢ TpeboBaHnsamn FTOCT P MCO 9001 Bbl 4OMKHBI aHaNM3npoBaTb TpeboBaHUS,



YCTaAHOBINEHHbIE B 3akadax noTtpebutenein. TpeboBaHua noTpebutenen [OMKHbI OblTb YETKO W
OOHO3HAYHO OMMCaHbl OpraHu3auuen, 1 Bbl OOMKHbI ObiTb CMOCOOHbLI BBIMOMHUTL UX OO0 MPUHATUSA
3aKkasa, TO eCcTb y Bac AOIMKHbl OblTb B HanmMymMm Heobxoanmble NPOVU3BOACTBEHHbIE BO3MOXHOCTU U
BO3MOXHOCTM 0OCNY>XNBAHWSI [0 NPUHSITUS 3aKa30B Ha 3aKyMKy UM KOHTPAKTOB OT NoTpebutenen.

Mpyn 3aknyeHun KOHTpaKTOB TpeboBaHWA noTpeduTenen ycTaHaBMMBAKOT B KOHTPakKTe.
HeobxoamMmo 3HaTb, YTO BO3MOXHbI pasHOYTEHUSA Mexady TpeboBaHUsAMN KOHTpakTa u TpeboBaHuAMN,
KoTopble Oblnin cornacoBaHbl paHbLle. TakMe pasHOYTEHUS AOMKHbI ObITb YCTPaHEHbI.

3anucb aHanusa JormkHa coxpaHAaTbes (cMm. 7.5.7).

7.5.5. MNpoBepsinu nn Bbl, pacnpocTpaHAeTCs N AeNCTBUe 3aKkoHoAATENbHbIX U PerynmpyroLmx
Tpe6GoBaHMin UM o6s3aTenbHbIX TPEOOBaHWI CTaHAAPTOB Ha Bally NPOAYKLMIO UMK YCIYrn B CEKTopax
MPOMBILLNIEHHOCTM UMK Ha pblHKaX, rae Bbl paboTaeTte?

MoTpebuTteny MoryT 3akynuTb NPOAYKUMIO AN Lenun, OTIIMYHON OT TOW, Ansi KOTOpoW OHa Gbina
npegHasHavyeHa. Bo3aMoXHO, B faHHOM criydae TpeGoBaHMsS K MPUMEHEHMIO UMW 3KChnyatauum He
OblMM  OQHO3HAYHO W YETKO YCTAHOBMEHbl, OAHAKO €CNMM OHU BIUSIIOT HENOCPEACTBEHHO Ha
3KCMyaTaumio NpoayKumum, BaxkHO obecneunTtb NnoTpebuTtens nHgopmaumen o Nnobbix orpaHNYeHUsIX,
KOTOpble MOBMUAIOT Ha ero NoTPebHOCTU N OXuaaHUS.

Hanpumep, HekoTopble O4YUCTUTENbHblE CPeAcTBa MOryT ObiTb MNPUIrOAHBIMKM AN OYUCTKU
OTAErNbHbIX MOBEPXHOCTEW, OAHAKO MPWU NPUMEHEHWU B OPYrMX Cryvasix W/WiM ycrioBUSIX OHWU MOTyT
NPUYNHUTE Cepbe3Hbll ywep6 nnm GbiTb onacHbIMU. TpaHCMOPTHOE CPEACTBO, NpeaHa3Ha4YeHHoe Ans
3KCMyaTaumMm Ha 0OblYHbIX JOoporax MNuM ynuuax, Henb3si UCMofib30BaTb B YCroBusiX 6e300poxbs,
MOCKOSbKY 3TO MOXET NPUYNHUTL CEPbe3HbI yLLepsb nnm BbiTb onacHbIM Ans Nofib3oBaTens.

Ha npoaykuMio wnuM ee 3KcnnyaTauuio MOXET Takke pacnpoCTpaHATbCs — OelcTBue
3aKkoHoAaTeNbHbIX TpeboBaHUIM, KOTOpblE JOMMKHbI ObITb PACCMOTPEHbI U YYTEHbI OpraH1M3aLmnen.

Hanpumep, npoaykums, koTopas BblAeNseT TakMe U3nyyYyeHus, Kak pagnuoyacTtoTHble, nognagaeT
no4 AencTBvMe pasnuuYHbIX perfaMeHTOB B pasfuyHbiX CeKTopax pbiHKa. [Ona  npubopos,
NpUCoeanHAEMbIX K MCTOYHUKY 3HEpruu, yCTaHOBMEHbl CaMble pasnuyHble TpeboBaHMsA K YacToTe,
HanpPsKeHWIo, TOKY, LUTEeNCEeNbHOW BUIKE UM po3eTKe B 3aBUCMMOCTU OT CTpaHbl, rae Ux UCMonb3yHoT.
XOopoLwo u3BECTHO, YTO 3nekTpuyeckne npubopbl MOryT WMMETb pasnuyHble NEePEXOOHVKA MNpu
NPUMEHEHUN B PasnnYHbIX CTpaHax.

MeanumHckoe obopyaoBaHue, kak NpaBusio, NPOXOAUT XKECTKYI0 perynupyowyo cepTudumkaumio
00 ero akcnnyartauuun. Ecnu ero ncnonb3yloT B ApYrMx cTpaHax, cepTudukaLmsa CTpaHbl-M3rotToBUTenNs
He O3HadaeT, YTo Takoe obopyaoBaHue GyaoeT aBTOMaTUYECKUM CepTUULMPOBAHO B APYron CTpaHe
©e3 NoBTOpPHOW cepTudUuKkauuu.

7.5.6. 3HaeT nu Balla opraHu3auusi o Bcex crnocobax UCMonb3oBaHUS Ballen NPOAYKLUM UMK
ycnyr notpebutenem u o Kakux-nmbo npobriemax, CBA3aHHbIX CO 340POBbeM, GEe30MacHOCTbIO UM
OKpy>KatoLLle cpenow, KoTopble MOryT OokasaTb OTpuLaTeNbHOE BO3AENCTBME HA NoNb3oBaTens?

BOI'IpOCbI 300poBbA WU ©es3onacHOCTM UMeT Oonblloe 3HadeHue npn rnpuMeHeHnn wnn
aKcnnyaTtaunn MHOrmx BMaoB npoayKuun. Hanpmmep, B roCTUHULIE N peCTOpaHe I'IOTpe6I/ITeJ'WI AOOJKHbI
3HaTb, rAe HaxoaATCA 3arnacHble BbIXOObl Ha cnyqa|7| HpeBBbIHaIZHOVI cutyaumum mnm no Kpal?lHeVl mepe
Nerko nx HamTu B cny4yae HeO6XO,D,VIMOCTI/I. Ob6ecneyeHne HanmMuus I'IO,D,06HbIX cpeacTs O6CJ'Iy)KI/IBaHVIF|
YyCTaHOBJ1IEHO perynmpyownmmn Tpe6OBaHVIﬂMI/I, N opraHnsauuna [oJrkKHa ObITb yBeépeHa, 4TO OHM
noaaepXXmBarTcA B JOJTHKHOM pa60qu COCTOAHNMN.

Mpoaykuma wnu ycnyra, npegHasHavyeHHas aons NpUMEHEHUs B ONpefeSieHHOM CEeKTope pbiHKa



nnu reorpadUHEeCcKoM pervoHe Ballel CTpaHbl, MOXET He OTBevaTb pernameHtam 6esonacHocTu
APYron cTpaHbl. Hanpumep, Ha aBTOMOOGUNM U 3NEKTPOOOOPYyOOBaHWE MOXET pacrnpoCTPaHATLCH
OENCTBME KOHKPETHbIX PErriameHToB, KOTOpble MOryT paccMaTpuBaTbCA Kak opma HeTapudHOro
DOapbepa B TOprosrie.

B pasnuyHbIX CTpaHax yCTaHaBNMBAOT pasfUYHbIE PerfameHTbl Ha YNakoBKY U pPeLvpKynsaumio.
C kaxgbiM rogom Bce bornee aktyanbHOW CTAaHOBUTCH KOHLEMUMSA MPOEKTMPOBaHUA "oT Konblbenu oo
Morunbl".

Bce aTM BaxHble BoMpocbl HeobxoAuMoO paccMaTpuBaTb B MNpouecce aHanusa TpeGoBaHuin
noTpebuTenel Npu NPUHATN 3aKkasa.

7.5.7. ECTb nNn B oOpraHusauuu npouecc, obecrneyMBalLIUN NPOBEAEHNE aHanM3a 3aKka3oB
noTpebutens 0o Ux NPMEMKN opraHmusaumen?

B npeabligywinx oTBeTax Oblnn paccMOTpeHbl HECKOJIbKO BWOOB aHaliM3oB W BOMPOCHI,
noanexatwine paccMoTpeHUo B Mpouecce aHanumaa. Hanbonee BaxHbIM acrnekToM B OOSbLUMHCTBE
chny4daeB dBndeTcAa noareepxaeHune Tpe60BaHl/Il7I K 3aKa3blBaemom npoaykumun. KaTtanor Ha npoaykuuo
nnn Homepa HeO6XO,D,I/1MbIX netanen obecneymBatloT YETKOE N ACHOE ONUCaHWE 3aKasa; LeHYy, NOCTaBKy
N ycnoBua npogaxu nerko BbIACHAKT U NMOHUMAIOT. HeO6XO,D,I/IMO obecneynTb npaBUIIbHOCTb AaHHbIX
KaTtanora nnm HomepoB aetanen, NOCKOJIbKY 6yKBy nnn HoMep MOXHO JNEerko nepenyTtartb.

Mpy NPOeKTUPOBaHWM U BKIOMEHUWM NPOAYKLMM B KaTanor HeobGXxoAMMO TakkKe Y4YUTbiBaTb
perynupytowme TpeboBaHusi, XoT HEOOXOAMMO OTMETUTb, YTO Npu nNpopaxe B VHTepHeTe KOHe4YHoe
MECTO Ha3Ha4YeHWs1 U NPUMEeHeHNe NpoAyKUUM MOryT OblTb HE pacCMOTPEHbI, Koraa ee npeanaratoT
AN NpoaaXu.

3anucb aHanm3a 3akasza MOXeT OblTb nognucaHa v gaTupoBaHa Ha 3akase wunm dpakce
notpebutens, oTMeyeHa B AHEBHMKE, NOATBEPXKAEHA 3aKa30oM, HanpaBfeHHbIM 06paTHO hakcoM Mnu
OblTb 9NEKTPOHHOM 3anucbid B 0ase AaHHbIX, WAEHTUMAOUUMPYIOWEN COTPYOHUKA, KOTOpbIA
npoaHanuanpoBan 3aka3 U gaTy ero nposedeHusi. BaxHO Hanuyue onpefeneHHon (opmbl 3anmcu,
KoTopas yKasbiBaeT:

- NpoBeeHVe aHanunsa 3akasa notpeburtens;
- pesynbTaTbl aHanu3a;
- IeNCTBUSA, NPEANPUHATLIE AN NOATBEPXAEHUA UMM KOPPEKTUPOBKN 3aKasa.

7.5.8. Korga Bawa opraHusauusi nonyyaeT 3aka3 oT notpebutens, noaTBepxaaeTe nu Bbl €ro,
4yT0Obl 06ECNEYMTb NONTHOE NOHMMaHWe NoTpebuTenem, YTo UMeHHo ByaeT NocTaBneHo?

BOnbLIMHCTBO MNOCTaBLUMKOB He MNOATBEPXAAKT oduuManibHO 3akasbl Ha MPOCTble 3aKymKu.
FocTMHMUA noAaTBepXKAaeT MNpPOBOAKY, Korda Bbl  MOAMMCbIBAETE KapTOYKy [OCTSl, MarasuHbl
noaTBEPXKAAOT MPoAaXxy, Korga Bbl onnadvnBaeTe MNOKyrnky. MHorme kommepyeckue npeanpusTus
noaTBEPXKAAOT 3akasbl NOTpebuTene, HanpaBnsas UM KOMUIO UX 3aka3a Ha 3akynky. [ins Takux uenen
NO-NPEXHEMY UCMONb3YHT hakc.

MocTaBWMK M3BNEKaeT HECOMHEHHYI MONb3y W3 MNOATBEPXKAEHWUsI, MOCKONbKY NoTpebuTenb
MOXeT HalTu owmnbky B 3akase. K coxaneHuto, ecnu notpebutenb He Hawen owubKy, NOCTaBLLMK
HeceT OTBETCTBEHHOCTb 3a Hee.

7.5.9. OnepaTMBHO 5nu Balla opraHu3auus pearvpyetr Ha W3MEHeHUs, KOTOpble BHOCUT
notpeduTens Unu Baw cOBCTBEHHbIN NepcoHan?



N3meHeHMs1 3aka3a BO3MOXHbl, B YACTHOCTM MpU 3agepkke NocTaBku npoaykumun. MNotpebutens
MOXET MOHSITb HEOOXOAMMOCTb BKIMHOYEHUS U3BMEHEHWIN B 3aKa3, UMW OpraHM3aLms MOXET CTONKHYThCS
c npobnemamu, KOTopble BAUAIOT HA CPOKM MOCTaBKM Unu apyrve ycnosusi. Obnactb npoekTa MoXeT
N3MEHUTBCA B npouecce ero pas3paboTkM, OCOGEHHO MPWU 3aKMYEHWM KPYMHbIX KOHTPAKTOB Ha
CTPOUTENbLCTBO.

B cootBetctBUM C TpeboBaHuamu TOCT P MCO 9001 HeobxoouMMoO BKIOUUTbL M3MEHEHUS B
COOTBETCTBYIOLLYIO LOKYMEHTAUMUIO U NPOMH(OpMUpoBaTh COTPYOHMKOB 06 M3MEHeHun TpeboBaHwuiA.
Heobxogmmo Takke nponHgopmMupoBaTb NOTpedUTENEN N BHELLUHMX MOCTaBLUMKOB 00 N3MEHEHUNX, a
KOHTpaKT, 3aKka3 1 noarsepxgaroLimne JOKYMEHTbI NepecMoTpeTb COOTBETCTBYIOLMM 0OpasomMm.

7.6. KommeHTapuu, 4acTb 6. 3akynku

7.6.1. Vlﬂ,eHTI/I(.bI/ILI,I/IpOBaJ'Ia M BalWla oOpraHun3auna BaXHble pe3ylnbTaTbl OeATEeN1IbHOCTU
nocTtaBLlWKMKa, KOTOpPble BINAKT NpAMO WM  KOCBEHHO Ha KadeCTBO npoaykuuMm wu  ycnyru,
npeagocrtasiiAemMble BaMiu I'IOTpe6VITeJ'IFIM?

OpraHusaumsa MOXeT MMEeTb MHOrO NMOCTaBLUMKOB MaTepuarioB M yCryr - OT COCTaBHbIX YacTew,
NCMNONb3yeMbIX B NMPOAYKUUWN, OO KOHCYNbTaHTOB MO OPUMAMYECKMM BOMpocam WM Hanoram. [encteue
HacTosiLero TpeboBaHMsA PacnpoOCTPaHSIETCA TOMBbKO Ha MOCTABLUMKOB MPOAYKUUWM U YCIyT, KOTOpble
YaCTMYHO WNIN HEMOCPEACTBEHHO BMMAKOT Ha Ka4yecTBO MNPOAYKUUW, KOTOPYK Bbl MNOCTaBnsieTe
noTpebutensam.

MpousBoanTenbHas KomnaHusa byaeT, HanpuMmep, 3akynaTtb cTanb, Medb, XMMUYEecKne BeLLecTBa
N COCTaBHble 4acCTu, KOTOPble HEMOCPEACTBEHHO BMUSAOT Ha Ka4yecTBO Ballel npoaykuun. PectopaH
WNN TOCTUHULA 3aKyNAT NULLIEBYH NPOAYKUMIO U TMIMeHNYeckne CPeacTBa, a Takke YCNyru, KoTopble
Heobxoanmbl Ans nx GusHeca, n, criegoBaTenbHO, OyayT OKasbiBaTb BO3OENCTBME HaA MOTpeduTens.
CywiecTByloT Apyrne 3akyrnku, KOTOpble, XOTA W HENerko uaeHTuduumpyembl, HENOCPEeACTBEHHO
BNUSIOT Ha NOTpebuTens, HanpuMmep, TPaHCNOPT, CBSA3b, NepPCoHan 1 Aaxe 3Heprusl, KoTopble OOMMKHbI
Takke paccmaTpuBaTbCS.

MHorve opraHusaummn 3akynarT BbINOMHEHMEe OTAEeNbHbIX (PYHKLUMIA UM BUAOB AEATENbHOCTU Y
apyrnx opraHunsaumi. NogobHble 3akynky MOryT pacnpoCTPaHATLCA Ha BbINONIHEHWE, HanpuUMep, Takmx
NPOV3BOACTBEHHbIX (DYHKUWUIA, Kak ranbBaHWYECcKOe MOKPbITUE UMM OKpacka, unu 6onee CroXHbIX
dYHKLMIA, HanpumMmep TenedgoHHbIe LIEHTPLI NoTpebutens.

B kayecTtBe nepsoro wara gns obecnevyeHns cooTBeTcTBUS TpeboBaHMAM nyHkTa 7.4 "3akynku"
HeobXxoOMMO OLEeHUTb BCeX BaluxX AEWCTBYIOLMX MOCTaBLUMKOB U UOEHTUMULMPOBATL MX C TOYKK
3pEeHNs BaXXHOCTU MX BMSHMSA Ha BalUM MpoLecChbl NpovM3BOACTBA M/UNn 0BCnyXMBaHUS U KayeCcTBO
camou NpoayKunn Unn yCryr.

7.6.2. Pabotaete nNn Bbl B TECHOM KOHTakTe C HeoOXoOMMbIMWM BaM MOCTaBLUMKAMU W
obecneunBaeTe N NOCTOAHCTBO NEpPeYHsi MOCTaBLLNKOB?

Korga Bbl cocTaBunm nepedeHb M OUEHWNM AEWCTBYHOLMX MOCTaBLUMKOB, BaM Heobxoammo
Cepbe3HO paccMOTpeTb UX COCTaB Ha NpegMeT COKpaLleHUs UX KonuyecTBa Ao Gonee ynpasnsemoro
ypoBHsA. MoxHo npumeHntb npasuno 80 - 20 ansa naeHTudwmkaumm 80% BawmMx 3aKynoK, KOTOpble
obecneumBaeT npubnuamtensHo 20% nocTaBWMKOB. [ANg MHOMMX ManblX NPeanpusaTUiA KONMYECTBO
NMOCTaBLUNKOB COCTaBUT OAMH UK ABa B N06ON 0QHOW KaTeropmm 3akynaemoun NpoayKuum nim ycryr.

MHoruve KpynHble opraHn3aunn npnaepXxnBardTca NONMMUTUKK 3aKyMNMOK Yy HECKOJTbKMX NOCTaBLLUMKOB,
C KOTOPbIMWU Y HUX TE€CHble CBA3W, BMJ1OTb A0 BHELUHENO BbIMOJIHEHNA TaKUX KPDUTUYHECKUX (byHKLI,I/IIZ, KakK
NnpoeKkTnpoBaHme n pa3pa60T|<a. I'IpM Taknx OTHOLUEHUAX noKynatenn MOoryT CyweCcTBeHHO BITUATb Ha
LeHYy nocTtaBLUMKOB U MeTOAbl BbIMOJIHEHNA pa6OTbI, XOTA U PUCKYIOT OKa3aTbCA CIMULLIKOM 3aBUCUMbIMU



N 3aBA3aHHbIMW Ha OTAENbHOM MOCTaBLUMKe. AHanorMyHas npakTuka MMeeT MeCTO Npu BHeApPEeHUn
MeTOAO0B MOCTaBKM MO NPUHUMMAY "TOYMHO B CPOK" AOS11 COKpalLleHUs1 ypoBHeEW 3anacoB. Bbl moxeTe
BbIICHUTb, YTO MHOrME opraHuM3auum He MOAAEPXKMBAKOT OnpedefeHHbIn YpoBEeHb 3anacoB Ballewn
NpoAayKuMM 1 npegnonaratT, YTO Bbl CMOXeTe MOCTaBUTb €e HenocpeiCTBEHHO MM, Kak U Korga
HeobX0AMMO 1 TOYHO B CPOK.

7.6.3. locewann nun Bbl NpegnpuATUA NOCTaBLUMKOB, 4TOObI y6eauTbCa JIMYHO, YTO OHM
CMNocoBHbI yOOBNEeTBOPUTL Baln TpeboBaHms K kKayecTBy?

prI'IHbIe opraHusauum, Hanpumep npoun3BoauTesrin CaMoseToB, aBToMobunen u KOMMbKOTEPOB,
MOryT yCTaHOBUTb OTHOLUEHUA C NOCTaBLUMKaMMW, TpeGyI'OLU,VIMI/I NOCTaBKM TOYHO B CpPOK. Manbie un
cpeaHne npeanpuaTnd NOKynakT, KakK npaBuno, Nnpoaykuu U yCnyrmn y KpynHbiX OpFaHI/I3aLl,I/II7I, Ha
KOTOpbleé OHU He CNOCOBHbI OKa3aTb 3HaYUTESNIbHOE BIUSIHME. Y HUX €CTb BO3MOXHOCTb 3akynaTtb
npoaykun Unn ycnyrn 'y HeCKOJIbKMX KOHKYPUPYHOLKNX NOCTaBLWMKOB U TaKUM 06paaoM obecneumBaTb
npuemMmrnemyro ueHy n noctaBky, OgHaKo bonee TPyAHbIM ABNAETCA nogaepXaHue Kkadecrtea npoaykuum
Ha OOJXHOM YpPOBHE.

nOKyI'IaTeJ'Ib MOXET rnocewaTtb npeanpnaTna NoCTtaBLLMKOB U OLEHNBATD, HACKOJIbKO XOPOLUO OHU
obecneynBaloT COOTBETCTBUE Tpe6OBaHVIF|M KayecTBa. OTO 0COOEHHO XapakTepHo And Hadana
yCTaHOBJ1E€EHUA B3aMMOOTHOLUEHWI C HOBbIM MOCTAaBLLUMKOM WMW Korga Bbl npuBnekaeTe K y4actuio B
pa60Te apyrue opraHm3auumun, nUnm BblnoJiHAETE YaCcTb BallnX npoLeccoB Mo Cy6nop,pﬂ/:|,y.

BbonbLMHCTBO KPYMHbIX opraHM3au,V||7| OUEeHMBaKT HOBbIX MNOCTABLLNKOB O(*)VILI,VIaJ'IbeIM cnocobom,
OCHOBaHHbIM Ha O4Y€Hb KOHKPETHbIX KpUTepuAax BblMOJIHEHNA pa6OTbI M nokasatensx kadectea. MCI1
OOJDKHbI UCMNOJ1b30BaTb AJ14 3TOro Takke BCe BO3SMOXHOCTH, 0ocobeHHo ecnu NOCTaBLUMK MECTHbIN.

Koroa nepeyeHb MOCTaBLIMKOB COCTaBneH, HeobxoauMMo onpedenuTb, Kak obecneuntb
noaaepkaHve BbINOMHEHUS UMW paboTbl Ha JOMKHOM Ka4eCTBEHHOM YPOBHE.

7.6.4. KnaccuguumpoBanu nn Bbl BalmMX MOCTaBLMKOB MO TUMY BbINyCKaeMOM MNpogyKuun u
XapakTepy ux npon3sogcrtea?

lMocne cocTaBneHus NepeyvHsl U OLEHKN BaluMX MOCTaBLUMKOB MOXHO ONPedennTb, KTO U3 HUX
ABNSAETC MECTHbIM, a KTO MpeAcTaBnseT MHTepecbl unuanoB yganeHHon komnaHuui. Manbie
NPeanpuaTUS HEe3HAYUTENbHO BNUSKOT Ha MeTodbl paboTbl KPYMHbIX OpraHu3auui C OCHOBHbIMMW
omcamn B yAaneHHbIX MecTax unuM B ApYyrMx cTpaHax. Kak npaBuno, CyllecTBYeT HECKOSIbKO
KOHKYPUPYHOLLUMX NpeanpusiTui, NPON3BOAALLMX aHaNOMMYHy NPOAYKUMIO, N NPEeACTaBNsSeTCA BaXHbIM
pabotaTb C TeMU, KTO 0OCNy>XMBaeT MECTHble 3anacbl NPOAYKUMM M CNnocobeH yAOBMEeTBOPMTL Baln
TpeboBaHus.

PaGoTa ¢ MECTHbIMM NOCTABLLMKaMU SABNSIETCS BAXHOM, MOCKOMbKY Bbl MOXETE YydllNTb BMECTe
C HMMM Ka4yecTBO MX MPOoAyKUUM U/Mnun ycnyr u obecneunTb UX None3Hoe NapTHEepPCTBO AN Ballen
opraHusaLuu.

7.6.5. KpanuduuupoBanu nm Bbl NOCTaBLIMKOB U3 Ballero YTBEPXAEHHOro nepevHs
NOCTaBLUNKOB?

MNocTaBLmKK, npeacrasnaolime cBon ycnyrn B TedeHne npoaosnkKUMTENbHOIo nepnoga BpeMeEHMN,
aBToOMaTU4eCKn BKIO4arTCA B yTBGp)K,D,eHHbIVI nepe4vyeHb B CBA3M C XOpOLWWMMU TMOKa3aTenamMmu
Ka4yecTBa pa6OTbI B NpoLwsiom.

HoBbIX NMOCTaBLUMKOB HEOOXOAMMO OLIEHMBATb Ha OCHOBE KOHKPETHbIX KPUTEPUEB BbINOMHEHUS
paboTbl 1 obecneveHnst kayecTBa. B GonblUMHCTBE CnyyYaeB HOBOrO MOCTaBLUMKAa BbiOMpalOT, ecnu
CYLLECTBYHOLLNIA NOCTABLLMK:



- He MoXxeT obecneunTb cooTBETCTBME TPEOOBaAHMIA K KAYECTBY MNK
- YBENWYMWI LEHY, NPEBLICMB NPUEMIIEMbIA YPOBEHb.

Bkl Takke MoxeTte Bbl6paTb HOBOI'O NMNOCTaBLUUKa Npn BKIMKOYEHUN M3MEHEHWUI B BaLLK Tpe6OBaHI/IFI
mnmnm ecnn npogaxHad UuUeHa KOHKYPEeHTOB Ballero noctaBuwMKa OKadanacb And Bac bonee
anBneKaTeanon.

KpI/ITepVII/l Bbl60pa HOBOIO NOCTaBLUMKa OOJTXHbI ObITb OOKYMEHTAallbHO Od)OpMJ'IeHbI, a Ka4decTtBo
BbINOJIHEHUA paGOTbI cnenyeTt KOHTponmpoBaTb B UendAxX noaTBepXaeHnAa 1oro, 4To Balliun Tpe6OBaHVIFI
N OXXnagaHuA rnoCToAHHO yOOBNEeTBOPAKOTCA.

7.6.6. Ectb nn y Bac npouecc, obecneumBalowmMn aHanM3 3aka3oB Ha 3aKyrnky OO TOro, Kak
opraHusaumsa caenaet 3akas?

Bbl siBnsieTecb notpebutenem Ballero MOCTaBLMKa, U B3aMMOOTHOLUEHUSI C HUMM SIBMSAOTCS
3epKanbHbIM OTPaXXeHWEeM BalUMX B3aMMOOTHOLUEHWA C BawwuM notpebutenem. lMpepcrtaensieTcs
HeobxoaMMbIM 06ecneunTb OAHO3HAYHOE MOHWMaHWe Ballero 3akas3a Ha 3akynky M AaTb TO4Hoe
onucaHuwe TOro, YTo Bbl 3akynaeTte. Bbl AOMKHbI [OKYMEHTanbHO 0OMOPMUTL MPOLECC 3aKymnKu
onpeneneHHbIM obpas3oM, W, ecnu 3aka3 genaetcs no TenedoHy, Bbl AOIKHbI y6eauTbesi, YTO
NOCTaBLLMK NOBTOPSIET NPaBUMbHO BCE BaLUW yKa3aHWsI.

BonbLIMHCTBO COTPYAHMKOB MO 3aKynkaM unu nokynatenen B HebonbLUMX oOpraHuM3auusix He
MUMEIT COTPYAHUKA ANs NPOBEPKM 3aka3a Ha 3aKkynky W aHanusa nogpobHOCTel 3akasa A0 UX 3BOHKA
nocTaBlMKy. B cBA3M C STUM OHM [OMKHbI UMETb COOTBETCTBYIOLUME 3HAHUS W ONbIT Ans
COOTBETCTBYIOLLETO BbINOMHEHUST 3ToW  pyHKUMKW. Bonee KpynHble opraHuM3auum MNpUMEHSIOT
CTPYKTYPVPOBAHHbIN MNOAXOA K 3aKynkam v UMEIOT LTaT Asi UX aHanmaa.

7.6.7. AHanusupyeT Nu Balla oOpraHM3aLms NoATBEPXKAEHMS 3aKa30B NocTaBLKamMm?

Baw nocTtaBLKK YacTo NOATBEPXAAET Ball 3aka3 Ha 3akynky. Ecnu 3akas coenaH no tenedoHy,
Bbl JOMKHbI Y6eanTbCca B TOM, YTO OH NpaBuibHO NpUHAT. Pakc crniegyeT AatmpoBaTth U NOANUCKHIBATb,
yTobbl NOATBEPAUTb, YTO Bbl PACCMOTPENU WU MNPUHSANM ero. Bo MHOrmMx cnyyasx noatBepXxaeHue
BKMOYaET UeHy n 0653aTenbCTBO MOCTaBKM MOCTaBLUMKOM. WHdopmaums nmeet 6onbluoe 3HavyeHue
Ona Apyrux COTPYAHWKOB Ballen opraHu3auuu v ormkHa ObiTb goBedeHa 00 UX cBedeHus, 4ToObl
obecneunTb NraHnpoBaHue nx paboTtbl N COOTBETCTBUE TpeboBaHUAM NoTpedbuTenen.

7.6.8. 3HaeTe nu BbI, YTO Yy BaLUMX MOCTABLLMKOB €CTb COOTBETCTBYIOLLASA CUCTEMA MEHEOXKMEHTa
KayecTtBa?

MHorvne opranmsauum TpebytoT OT CBOMX MOCTaBLUMKOB HanMuusi COOTBETCTBYHOLLENA CUCTEMbI
MeHeMKMEHTA KadecTBa, OCHOBaHHOW, Kak npaswuno, Ha TOCT P UCO 9001 wnn onpegeneHHoOM
CTaHZapTe pas3BMTOrO CEKTopa, Kak CpeacTBa 0becneyeHusi MosnydeHus KavyecCTBEHHOW MpoayKumM,
KOTOPYIO OHW 3aKynumu.

310 MOXeT BbiTb PACCMOTPEHO KaK OOWH U3 KpUTEpPUEB, KOTOPLIM Bbl PYKOBOACTBOBaNuUch B 7.6.5
npy OLUEHKe BaluMxX NocTaBLMKOB. MHOrMe opraHnsauMu-noCTaBLUMKLA UMEIOT, KaK MpaBuro, CUCTEMY
MeHeMKMEHTa KayecTBa, oTBevatwuwyto Tpebosannam FOCT P MCO 9001. HekoTtopble opraHvMsaumm
HEe MMEIOT TaKoW CUCTEMbl MEHEI)KMEHTA KayecTBa, U B 3TOM Cllyyae Bbl AOMMKHbI BbIICHUTb, Kak OHK
dakTryeckn obecneymBaloT NOCTOSIHHOE Ka4yeCTBO CBOEW NpoayKLUN.

7.6.9. EcTb nn y Bac npouecc, obecneuynsaroLLnin BepnmkaLmo NpoayKLUN Unm ycnyrn, KOTOpyto
Bbl NOfy4YaeTe OT NOCTaBLUMKOB?



Henb3ss oTpuuatb TOT cbakT, 4YTO MNOCTaBLUMKM obecrneyvMBalT COOTBETCTBUME MWHUMASIbHBLIM
TpeboBaHMAM, WM B MPOTMBHOM Cry4yae Bbl He CTaHeTe Mnokynatb y Hux. OAHako Bbl [OJKHbI
pa3paboTaTb U BHEAPUTbL MPOLECC KOHTPOMS KadecTBa Ans BepuduKaLMn nony4YeHHOW npoaykuum B
COOTBETCTBUM C 3aka3oM. Mpoaykumsi, NoCTaBNeHHasn B sSILUKaX UM HaBanom, MOXeT ObiTb oLeHeHa
npu nonyyYeHUn pasnuyHbIMKM  MeTodamu. [pyrve 3akyrku, Hanpumep YCcnyru u npoaykuus,
N3roToBMNeHHas BHELLHEN opraHu3auuen, sensTcs bonee TpyaHbIMK AN Bepudrkaumm.

B cootBetctBUM C TpeboBaHuamm TOCT P NCO 9001 Bbl A0MKHbI MMETb npouecc,
obecneumBaoWnin BepudmKaLmio 3akyniieHHONW NPOAYKUMM UMW YCIyrn, U CUCTEMY, MO3BOMSHOLLYIO
NOeHTMULMPOBaTL NPUEMIIEMYIO NPOAYKLUMIO MW YCIYTY U NPUHUMAaTbL MEpbl N0 HECOOTBETCTBYIOLLEN
npoaykumn. CoTpygoHMKKW, Mofydvarolime 3aKyrnfeHHY NpOaYKUMIO WM ycnyry, OOMKHbl ObiTb
KOMMNETEHTHbI ANSA BbINOMTHEHWS 3TOM paboThl.

7.6.10. TlpoBoauT nu Balwa opraHn3auMsi MOHUTOPUHI KavecTBa BbINONHEHMs1 paboTbl
NoCTaBLLMKaMWN U NPeanpuUHUMaET NU KOPPEKTUPYHoLLnE OENCTBUS NO HENPUEMAEMbIM CUTyaLUAM?

3anucyn BXOOHOro KOHTpONs unu Bepudmkaumm obecnedmBaloT nonyvyeHne uHgopmauum o
BbIMNOMHEHMM paboTbl NOCTABLUMKOM B 4acTU KayecTBa CaMoOn npoaykuumn unu ycnyru. locTtaska
NpoayKUMM UMM YCNyrn C HapyweHuem rpaduka nocTtaBkM unu obsasaTenbCTB SBNSETCA Takke
nokasaTenem KadyectBa BbINONHEHUS paboTbl NOCTABLUMKOM. 3anncu OLEeHKM MOCTaBLUMKA U MPUHSATBIX
B pe3ynbraTte gencteun apnstotca TpebosaHmem TOCT P UCO 9001. 3ty uHdbopmaumio cnepyer
MCNONb30BaTb MNpU NPOBEAEHUN aHanu3a [AaHHbIX O BbIMNONHEHMU paboTbl MOCTaBLMKaMU B
COOTBETCTBUM C NYHKTOM 8.4 "AHanun3 aaHHbIX" (CM. 7.9.9).

7.7. KommeHTapuum, 4YacTb 7. [NpoekTupoBaHmne n paspaboTtka

7.7.1. TpoektnpyeT wu/unu paspabaTtbiBaeT NU Balla OpraHvM3auusi NpoayKumio, KOTOPYIO OHa
npovn3BoanT?

FOCT P UCO 9001 ekntovaeT nyHKT 7.3 "lNpoekTmpoBaHue n paspaboTka". [lonb3oBatenu
AOMXKHbI Nyywe ero noHumaTb Gnarogaps ynyylweHHon dopMynmMpoBke TpeboBaHMIA NPOLECCHOro
nogxopa.

PacwupeHne nyHKTa C BK/OYEHVMEM B HEro KOHUEMUMW MNPOEKTMPOBaHMA W paspaboTku B
COOTBETCTBUM C WUX OMnpedeneHnsaMn B cregywlowem Bonpoce (7.2.2) [OMKHO nNpu3HaBaTbCs
OopraHu3aumsamMm, KoTopble, N0 UX MHEHWUI0, He 3aHuMaroTca npoektuposaHuem. TOCT P CO 9001
OOnyckaeT Wuckn4yeHne nyHkta "lpoektnpoBaHMe wu paspaboTtka" unM3 obnactm [eaTenbHOCTU
opraHvMsauun MOMHOCTBbI UMM YacTUYHO, €Cn Takoe WCKNioYeHne OBOCHOBaHO M OOBLACHEHO B
pykoBoAcTBe no kavecTtBy (7.2.5un 7.4.10).

7.7.2. TloHaTHa nNn onsa Bac pasHuLa Mexay KoHuenumMamMmn "npoektuposaHmne” un "paspabotka"?

CornacHo onpegenenmio NOCT P NCO 9000 npoektvpoBaHve u paspaboTka sBnAseTcs
"COBOKYMHOCTbIO NPOLIECCOB, MNepeBoAslmMX TpeboBaHWS B YCTAHOBMEHHblE XapaKTEpUCTUKU UNn
crneundukaummn Ha npoaykuuto, npouecc mnu cuctemy". TepmuHbl "npoektupoBaHue” n "paspaboTka”
MHOrA4a MCMOMb3yT Kak CMHOHWMbI, @ MHOrAa Kak onpefeneHvs A8 pasnuyHbiX cTagun npolecca
NPOEeKTUpoBaHUa U pa3paboTku B uLenom. B TpeTbem u3gaHuM HOBOro MeXxOyHapOAHOro croBaps
Bebctepa (Webster's Third New International Dictionary) gaHoO Heckonbko onpegeneHuin 3Tux
TEPMUHOB, HO Hanbonee NpvemnemMbIMy ABASIOTCA CneayoLme:

- MPOEKTMpPOBaHME - NfaH WNn cxemaTudeckoe npeacTaBneHne obbekTa; nepBas waes,
npeacTtaBreHHas B popMe NUHUN;

- pa3paboTka - NoCTENEHHbIN POCT UK NPOABUXKEHNE Yepe3 NepeoBble N3MEHEHUS.



MOXHO Cka3aTb, YTO MPOEKTUPOBAHME SABNSETCA TBOPEHMEM, OCHOBAHHbIM Ha HayanbHbIX WK
OCHOBOMOMarawWnx MNpUHUMNAxX CO34aHMs 4Yero-To HOBOro, a paspaboTka - npoAormkaroLliencs
9BONIOUMEN NPOEKTUPOBAHUSA ANA ajanTauMM K HOBbIM UMM U3MEHSIIOWMMCST  YCIOBUSIM U
notpebHocTaAM. MHorne opraHusauMm He 3aHWMAKTCA MNPOEKTUPOBAHMEM MNPOAYKUUW WK YCAyT,
OQHaKo, Kak npaBuno, paspabaTbiBalOT CyLIECTBYHOLIME MNPOEKTbl Ansi obecnedyeHus COOTBETCTBUSA
HoBbIM TpeboBaHusiM noTpebutenen.

7.7.3. PaccmatpuBana v Bawa oOpraHusauusi BO3MOXHOCTb MWCKMOYEHUs paboT o
NPOEKTMPOBaHUIO U pa3paboTke M3 Ballen CUCTEMbI MEHEIKMEHTA KayecTBa?

O6ocHoBaHne wucknoyeHus nyHkta "lpoekTupoBaHve K paspaboTka" M3 Bawen CcuUcTemsl
MEeHeXKMEHTa KayecTBa MOXET BbI3BaTb 3aTpygHeHUs, MOCKonbkKy paboTel no paspaboTke
OeNncTBUTENbHO Hepeako ocyllecTBnaTcd. NpeacrtaBnsaeTcs BaXHbIM OTHECTUCH K 3TOMY MYHKTY CO
BCEM BHMMaHMEM, Npexae Yem NPUHATL peLleHne o NoSIHOM ero ucknoveHun (cm. 7.4.10).

7.7.4. PaccmaTpuBana nu Balla oOpraHusauus nNpYMeHeHWe npouecca MNpPOeKTUPOBaAHUA W
pa3paboTku K BaMM COGCTBEHHBIM NpoLeccaM NPon3BOACTBa U 0GCNyKMBaAHMA?

B npumeyanunn 2 k nyHkty 7.1 FTOCT P NCO 9001 ykasaHo, 4To TpeboBaHNA K NPOEKTUPOBAHUIO U
pa3paboTke MOryT ObiTb MPUMEHEHbI K pa3paboTke MPOLECCOB XM3HEHHOrO LUKNa NPOAYKUUKU. ITO
TpebosaHme NOCT P NCO 9001 He ycTaHaBnvBaeT, OAHAKO OpraHusaumm moryt 6onee agdeKkTMBHO
ynpaBnsTe CBOMMW KanWTaroBIOXEHUSMW MNMPW BHEOPEHUMU HOBBLIX MPOLECCOB UMW  YNYyYLIEHUSIMM
CYLLECTBYHOLLUMX MPOLIECCOB, ECNN OHN ByayT PYKOBOACTBOBATLCSA 3TUM NPUMEYAHNEM.

7.7.5. TogroTtoBuna nu Bawa opraHu3auus nraH MNPOEeKTUPOBaHUA w/unum paspaboTkm ans
NPOAYKUMM M/unun ycnyrin, KoTopble Bbl Npogaete?

Heobxoanmo nnaHmMpoBaTb AESATENBHOCTb B COOTBETCTBUM C TPeOOBaHUSIMU, pasbsiCHAEMbIMU B
7.2.6. TlyHkt 7.3.1 '"lnaHupoBaHue npoekTupoBaHms u paspabotkn" FOCT P WMCO 9001
yCTaHaBnmBaeT TpeboBaHUSA K NNaHMPOBAHWUIO M YNPaBIEHWIO NpoLeccaMu MNPOEKTUPOBAHUS U
pa3paboTkn. MHorMe uHXeHepbl M MPOEKTUPOBLUMKMA AenarT 3TO WUHTYUTUBHO, a Ans Opyrux
dmKcMpoBaHMe pasnuyHbIX CTaguin npouecca Ha Bymare no3BoNuUT yCTpaHUTb owmnbknu. Heobxogmmo
obecneunTb NpoBeAeHMEe aHanu3a NpoeKTa KaabIM, HA KOro OH PacnpoOCTPaHsieTCA M KTO AOIMKEH
OyoeT BbINOMHATH €ro, 4ToObl rapaHTUMpOBaTb COOTBETCTBME pe3ynbTaToB 3ansiaHUPOBAHHbLIM
TpeboBaHuaAM.

MnaH moxeT 6bITb CcoOCTaBneH B pas3fnuyHbiXx opmMaTtax B 3aBUCUMOCTU OT TpeboBaHun
opraHusauuu. MnaH npoekTa N0 HOBOMY KOMMBIOTEPHOMY YMNy MOXET OblTb BOMbLUMM JOKYMEHTOM, a
nnaH no paspaboTke BKMIOYEHUS HE3HAYUTENBbHOrO M3MEHEHUS! B CYLLIECTBYIOLLYIO MPOOYKUNIO MOXET
ObITb TaK Xe NPOCT, KaK NaMsATHasa 3anucka unu npuMeYaHue.

,D,J'IFI HEKOTOPbLIX MPOEKTOB MO NPOEKTUPOBAHUIO Heobxoanmo npoaoJKUTesibHOe BpeM4, 4YTOObI NX
3aBepwnTb, 1 nNnaHbl MOTyT USMEHATLCA NO MHOIMM MPUYNHaM. MnaHbl 4OMKHbI aKTyanm3mpoBaTbCAd U
OoTpaxatb USMEHEHUA.

7.7.6. BbInonHAWT NM BalwM MNPOEKTUPOBLLUMKMA TpM 3Tana B MNpPOLIECCe MNPOEKTUPOBaHUSA U
pa3paboTkun?

He TONbKO MHXEHepPbl N y4YeHble 3aHUMAOTCA NPOEKTMPOBaHWEM U pa3paboTkon. OpraHu3aumm
NCMOMNb3YT 3HAaHUSA MHOTUX CMELManncToB B 3aBUCUMOCTM OT XapakTepa BbiMyCKAaeMow NpPOAYKLMK
nnu Buaa aestenbHocTh. MNMocKonbKy BCe cneumanucTbl NpoXoaaT NOAroTOBKY M 00yyeHue B obnacTu,
Heobxoaumon gns obecnedeHmsa cootseTcTBusa TpeboBaHuam MOCT P NCO 9001, npouecc Tpebyet
OT HUX MAEHTUdUKALMKN TOrO, YTO HEODXOAMMO, 3anfaHNPOBaHHbLIX BbIXOAHbIX AAHHbIX U aHanmM3a ux
paboTbl NO Mepe ee BbINOSHEHWS.



FOCT P MNCO 9001 yctaHaBnMBaeT 4eTKME W OOHO3Ha4yHble TpeboBaHWA K TOMY, 4TO
Heob6XxoouMO caenatbh Ha Kaxgow ctagumu npouecca. [naHupoBaHuWe AOMMKHO MAEHTUUUMPOBATb
CNeumanucToB, MNPUHUMAKLWNX y4acTue B aHanu3e MpOeKTUpoBaHUA M paspaboTku. Hebonblime
NPoeKTbl He TpebylT MpoBefeHWs aHanmM3a KeM-TO elle, KpoMe COOTBETCTBYHOLLEro MeHeaxepa,
OQHaKo aHanu3 ApYrux MpOeKToB MOXeT ObITb NpoBEedeH C yyacTuem npeacTaButernen oTAernos
3aKynoK, MpPoOu3BOACTBA, KOHTPOMsi, Oyxrantepuu, NPOAaX WM MapKeTUHra u gaxe noTpebutenen.
Takoe yyacTve pasnuyHbiX NpeacTaBuTENEN MOXET BHECTU LEHHbIM BKNaj B NpoBedeHVEe aHanusa,
obecneymBaroLWni hakTUYECKyo BbIpabOoTKy BbIXOAHbLIX AaHHbIX MPOEKTUPOBAHMS, UX peanusauuio u
COOTBETCTBME TpebOoBaHUAM NoTpeduTenen.

7.7.7. ObGecneunBaloT nM BaliM NNaHbl MNPOEKTUPOBAHUA M pas3paboTknm Bepuukaumo u
BaNUOauUmMo BbIXOAHbBIX MPOEKTHbLIX AAHHbLIX?

Bepl/ld)VIKaLl,I/IFI n Bannaauma 4aBnAlTCA CTaguAaMuM  npouecca, KOTopble noAaTBepXaakT
COOTBETCTBME BbIXOAOHbLIX OAHHbLIX NPOEKTUPOBaHUA YCTaHOBJ1IEHHbIM Tpe6OBaHVI$lM.

BepI/IC*)VIKaLI,VII'O, KakK npasuiio, NpoOBOOAT Ha NepBOHaYalibHbIX CTaAUAX NMpPomn3BOACTBaA B paMKaxX
nporpamMmmMmbl npoBegeHunsA NCnbITaHUNA. ,D,J'Iﬂ Bepl/l(bI/IKaLI,VIM BO3MOXHOCTW BbIMNOJIHEHNA NPOEKTa
NpPoOn3BOACTBEHHOrIO rnpoLecca MoXeT ObITb NOCTpOEHa 3KCcnepunMmeHTalribHada yCTaHOBKa. HOBap MOXET
NpPOBECTU BepmchKau,mo KynnHapHoro peuenta, npurotoeme 6J'II'OLI,O anda I'Ip06bl OPpYyrmMn YrneHamMmum
KonnekTtnea.

Banupauus naet ganblue Ans noaTBepPXOEHUs COOTBETCTBUS NPOEKTUPOBaHUSA M paspaboTku
TpeboBaHMAM akcnnyaTauun. NpoekT MoxeT GbiTb BepUdULMPOBaH B pedyrnbTaTe UCTbITaHWUiA, 0aHaKo
OH MO-MpeXHeMy [OSKEH MPOWTM Banuaauuilo Mpu 3KCnyataumm UM C NpUMEHEHMEM [OpYrux
npuemnembix cpegcts. MoBap npoBeaeT Banuaauulo KynMHapHOro peuenTa, Korga OH BKIOYEH B
MEHI0, a NoTpebuTenu onpeaensaT, ABMSETCS M OH NOMNyNsSPHbIM.

HekoTopble TpeboBaHWsi K BXOAHbIM [AaHHbIM Henb3s BepuduuMpoBaTb NOCpPeaCcTBOM
NCMbITAHWI, MOCKOMbKY OHW YCTaHABMMBAIOTCA C YY4ETOM pasfMyHbiX (DaAKTOPOB MPOEKTUPOBAaHUS,
AeNCTBUE KOTOPbIX pPacnpocTpaHsieTcsl Ha camble HebnaronpusTHble cuTyaumu wnu  dakTopbl
Ge30nacHOCTU, KOTopble HUKOrga He ByayT MMeTb MecTo B AeUCTBUTENbHOCTM. MOXHO Mcnonb3oBaTb
Apyrme cpeactBa  Ans  NOATBEPXKAEHMST  MPUEMIEMOCTM MpOeKTa, Hanpumep npUMeHeHue
anbTepHaTUBHbLIX PacYeTOB WM CPaBHEHME MpPOEKTa C CYLUEeCTBYHOLMMU YXe MNOoATBEPKAEHHbIMM
npoeKkTamu.

3anncn geatenbHOCTU No BepuduMKkaumyM U BanuaaumMn npoekta u pa3paboTku ycTaHaBnmeaoT
TpeboBaHma TOCT P MCO 9001. 3anucu OyayT o4veHb MOfe3Hbl M BaXKHbl NMPU BO3HWKHOBEHWUM
npobrnem ¢ npoaykumen mn OyayT BbINOMAHATL (PYHKUMKM GaHKa OaHHbIX NPWU BbINOSIHEHUKM paboT Mo
NPOEKTMPOBAHUIO M pa3paboTke B OyayLuem.

7.7.8. Ob6ecneunBaeT nM Baw MpoLUECC MPOEKTMPOBaHUA W pas3paboTkM ynpaBneHue
N3MEHEHMAMN N MEHEPKMEHT TaKUX N3MEHEHNN?

M3meHeHnsa B NpoeKkTupoBaHuUM unu paspaboTke cnegyeTt AOKYMeHTanbHO oopMNATb, U nocne
3TOro ynpaeneHve 9TOM [OKyMeHTauumen OCYLLUEeCTBIAIT MO aHanormm C OOKYMEHTaMu CUCTEMb
MeHeKMeHTa kadvecTBa. B npoueaype "YnpasneHnve pokymeHTaumen" (nyHkt 4.2.3 TOCT P NCO
9001) onucaHbl Mpoueccbl BKMOYEHUS U yNpaBrieHUs  MnepecMoTpaMu/M3MeHEeHNsMU  Mpu
NpoeKTUpoBaHUN KN paspaboTke. HesHauuTernbHble WM3MEHEHUS MOryT CO BPEMEHEM MpUBECTU K
NPOV3BOACTBY CYLLECTBEHHO OTNMYalowenca npoaykumMu, KoTopas [OSDKHa NpoWTM Banugauuio,
NOATBEPXOAMLLYI0, YTO OHa npoJoshkaeT OTBevYaTb HOBbIM WKW MepBOHavanbHbIM TpeboBaHUAM
NPoeKTUpoBaHns. MI3MeHeHns KOMMbIOTEPHOro NMporpamMmmMHoro obecnevyeHns u/unn NpPoekTupoBaHue
nporpaMMHOro obecrneveHuns, KOTopoe CO BpeMeHeM U3MEHSIETCA UNU COBEPLUEHCTBYETCA B Lensax



obecneyeHnss COOTBETCTBUSI OMpPeAeneHHbIM WM U3MeHsiIoWUMcs TpeboBaHUSM, OOMKHbI OblTb
ynpaensiemMbiMu, YToObl n3bGexaTb NyTaHWLbl NPy NPeaoCTaBNeHUM YCnyr Unn obecnevyeHnm NpoayKuum

B Oyaywiem.

Ansa nony4yeHnsa [oNONHUTENbLHOM MHA)OpMaLnM No AaHHOMY BOMpocy Heobxoanmo obpatuTbes K
FOCT P NCO 10007.

7.8. KommeHTapuu, YacTb 8. lNMponseoacTeo u obenyxusaHue

7.8.1. PaccmatpuBana nu Ballia OpraHuM3auusi, Kak NpoAYyKUMIO MOCTaBNAT W/MNM NpogaroT
notpebutenam?

Ycnyrm npefocTaBnsoT, Kak npaBuio, HENOCPEeACTBEHHO noTpebutensm. KadecTBo nocTaBku
onpeaenslT Ha rpaHvue Mexay nocTaBUKOM M noTpebutenem. Hanpumep, npogasel, B marasviHe
npeaocTaBnsaeT ycnyry HenocpeacTBeHHO notpebutento. OpraHmsaumsa SOMKHA NOHUMATb UCTUHHbBIN
XapakTep CBOeW MPOAYKLUMM U KaK MOXET M3MEHATbCA KavyeCcTBO OT OA4HOW nocTtasku K gpyromn (7.1.2,
7.1.3).

B kauecTBe npumepa MOXHO NPMBECTU MPOAYKLMIO B BUAE aBTOMOOMIbHBIX 3amnacHbIX YacTen,
nocTaBnNsieMyto U3roToBuTeENeM Yepes aucTpubbiotopa nposanaepy ycnyr. Motpebutens, aBToMobunb
KOTOPOro HaxoAMTCS B PEMOHTE, HE UMeeT NpeACcTaBNeHUs O TOM, OTKyZa 3amnacHble YacTu U Kak OHU
nonanu k MexaHuky. MNMotpebuTtenb GyaeT 3HaTb, HACKOMbKO XOPOLLIO (PYHKLUMOHUPYET HoBas 3anacHas
YyacTb, TONbKO Yepes3 HEKOTOpoe BpeMs B ByayLLeMm, Korga oHa BbIOEeT U3 CTPOS.

B GonblwuHCTBE cnyyaeB  ToBapbl  MPOM3BOACTBEHHOrO  HA3HAYeHUs  peanuaylTcs
HemnocpeacTBEHHO MOTpebuTensM, KoTopble MOryT NOATBEPAUTL  COOTBETCTBME  NPOAYKLUMU
yCTaHOBMNEHHbIM TpeboBaHUAM.

7.8.2. NnaHnpyeT nNu Bawa opraHnsaumnsa NpoLecchl NOCTaBkM NPOAYKLUUK U/Mnn NpeaocTaBneHmns
ycnyr onst QOCTUXKEHUA NocrneaoBaTenbHbIX pe3ynbTaTtoB?

Heobxoanmble wvnn xenaTteribHble XapakTepUCTUKM KayecTBa NpPOAyKUMM unu ycnyr oyayt
N3BECTHbI TOMBKO Mocne onpeaeneHnst ee xapakrepa, npuMeHeHuns u akcnnyataumm (7.1.1 n 7.1.2).

nOTpe6HOCTb B MHCTPYKUMAX MO 3KChnyaTtauun, onucbiBawWnx  nNpon3soaCTBEHHYHO
0EATENbHOCTb N AeATEerIbHOCTb MO NOCTaBKe yCnyr, 3aBUCUT OT XapakTepa npoayKunin.

B HekoTOpbIX crydasix NOAroToBKa COTPyAHMKA WCKMOYaeT HeoOXOAUMOCTb B MHCTPYKUMSAX MO
akcnnyataumm (7.3.6 n 7.4.8).

[nsi QOCTMXEHUs] XapakTepUCTUK KadecTBa NPOAYKUMW WIM ycryr Heobxooumo obecneunTb
npurogHole nomellennsa n obopyanosanuve (7.4.4 n 7.4.9).

Heobxoanmo yctaHaBnmBaTb TpeboBaHMSA K KOHTPONIbHOMY U M3MepuTernsHoMy 060opyaoBaHuto,
roe v Kkorga ato Heobxogmmo (7.8.7).

lMnaHMpoBaHMe NOCTaBKM NPOAYKLMM NOTPEOUTENSIM N AeATENBHOCTM NOCME NOCTaBKN BKIOYaeT
obecneyeHne rapaHTMM, 3aMeHbl BblleAWnX W3 CTPOS 4YacTel, WUHCTPYKUMM MO PEMOHTY MU
obcnyXmnBaHmio.

lMnaHMpoBaHne BNSeTCS Ba)KHOM YacTblo CUCTEMbl MeHeakMeHTa kadectBa [OCT P CO 9001
N paccMaTpuBaeTCs B HECKOSTbKMX MyHKTax 3Toro craHaapTa (7.2.6 n7.4.1).

nOTpe6VITeJ'Ib OOJKEeH 3HaTb, KaK noagaepXxmBatb CBA3b U B3aMMOOeNCcTBOBaTb C Ballen



opraHusauuen, korga 3To Heobxoaumo. MHorve Buabl NOTPeOUTENbCKOW NPOAYKUUW BKMNOYaOT
WMHCTPYKLUMN, coepxallnme cOoOoTBEeTCTBYLWME HoMepa TenedoHOB M dhakca, agpeca 3feKTPOHHOW
noyTbl M Yynuu, a HeKoTopble opraHusaumyM TpebylT OT nokynaTteneh HanpaensTb KapTOYKy
perncrTpaumm npoaykuumn narotoButento. [na Takmx KpynHbIX NOKYMNOK, Kak aBToOMOBUNu, Tenesmsopsbl n
KoMnbloTepHoe obopyaoBaHue, Hepeako npeanararT 6onee AnuTenbHble rapaHTUNHBIE CPOKW.

7.8.3. MOXHO N1 n3mMepuTb XapakTepucTUK1 Ballen npoayKuun unu ycnyrin, 4tobbl NOATBEPANTL
NX COOTBETCTBUE YCTAHOBMNEHHbIM TpeboBaHNAM?

KauyecTBeHHble XapakTepuctmkm MHOrmx BuMOOB MNpoAyKUunMn MOXHO WU3MEPUTb C NOMOLLbH
CbI/I3VI‘-IeCKI/IX, XUMUHECKMX NN Opyrmx MeToaoB. HeKOTOpre BMObl Npoaykuun He UMerT
Ka4eCTBEHHbIX XapaKTepPUCTUK, KOTOpPble MOXHO M3MEepPpUTb, 3a WUCKIKYEeHMEeM Uux 3KcniyaTtaunOHHbIX
kadecTB. KauecTtBo nocTaBku ycnyrm He uMmeeT, KakK npasuno, Msmepﬂemoﬁ Ka4yeCTBEHHOM
XapakKTepnUCTuMKn. OKpaLLleHHaFI NOBEPXHOCTb MOXET BbIMMAAeTb XOpPOLlOo, OAHAKO, eCrii NoBepXHOCTb
HenpasuJibHO NOAroToBIIeHa, Kpacka conpet yepes KaKoOR-TO nepmnoa BpeMeHMN. rlpaBI/IJ'IbHOCTb Apyrmx
BMOOB OeATEelIbHOCTU, BKMO4YaA CBapKy, ynpoyYHeHne NnoBepxXHOCTU N repmMmeTtnsaynio ¢ npyuMeHeHnem
nnactMaccehbl, Hemnb3A NoATBEPAUTb Cpady UIn bes paspywarwmnx ucnbliTaHnin. MHoro KOMMbKOTEPHbLIX
NPOn3BOACTBEHHbIX MpoLeccoB C NMpUMMEHEHNEM pO6OTOB BKIMKO4akT BUObI paGOT, KOTOpPblE HE MOTyT
ObITb NMPOKOHTPOJNIMPOBaHbI onepaTtopamMn Unn KOHTporiepamMm B KOHLE npoLecca.

HekoTopble M3 3TMX MpoueccoB (crneuuanbHble NpoLecchbl) paccMoTpeHbl Ha B 7.5.4.
MnaHMpoBaHne NPOU3BOACTBa U OBCNYXMBAHMSA OOMKHO NpeaycMOoTpeTb NpoLeaypy Banuaaumnm Takux
NMPOLIECCOB M WX NEPUOAMYECKYI0 MOBTOPHYI Banupaumio. 3TU MpoLecchl SIBMSIOTCS, Kak npaBumo,
Hanbonee TpyaHbIMWA ONS YCTAHOBKW, OAHAKO €CNM OHW paboTalT NpaBuibHO, MOCNeAoBaTeNbHO
[AOCTUraloTCs, Kak NpaBuo, XopoLuve pesyrnbTaThl.

7.8.4. Onpegenunu nu Bbl Hanuyne XxapakTepucTUK B MNPOAYKUMW UMM ycrnyre Ballen
opraHu3aLuun, KoTopble BMSIOT Ha 6e30MacHOCTb UK 300POBbE BalLMX NOTpebutenen?

[ns MHOrMX BUAOB NPOAYKLMU UMK YCryr HEO6XoaAMMbI OAEHTUMKALMS U NPOCIEXMBAEMOCTD.
Bo MHorux ctpaHax TpeboBaHus kK NpoAyKUUM U/UnK ycryram, KoTopble MOryT NOBNUSITE HA 30POBbE U
Gnaronony4yve noTpebutenen, 3akpenneHsl B 3akoHoaaTenbHOM nopsiake. Hanpumep, B cOOTBETCTBUM
c TpeboBaHMsSIMM perfameHTOB psiaa CTpaH NueBasl U MeauumMHcKkas Npoaykumst ormkHa UMeTb Koa
UM MaeHTUUKaUMo NapTum, YTo NO3BOSSIET B Criydae BO3HMKHOBEHMSI NpoGnemMbl nocrie nocTaBku
0BHapYXMTb HEMPUIOAHYI NPOAYKLUIO N U3bSATL ee U3 obopoTa.

NoeHTudukauma n npocnexmBaemMocTb BaXKHbl B paBHOW CTEMeHW AN NPoLeccoB peanv3aumm
NPOAYKLUM OT Cbipbsi 4O €€ YNakoBKWM U FOTOBHOCTU K OTrpy3ke. Kaxaasi cepusi, napTus unu nsgenve
MoryT noTtpeboBaTb MAEHTU(MKaUMM B MpoLecce U UMETb ykasaTenb cTaTyca, NoATBEPXAAoLMi
Ha3Ha4eHue NPoayKUMU U NPUrOOHOCTL K 3KcnnyaTaumn. HekoTopble BMAbI NPOAYKLMM U COCTaBHbIE
4acT! MMEeKT OrPaHUYEeHUss MO CPOKY FOAHOCTM MPU XPaHEHWM, KOTopble AOSKHbI OblTb ykasaHbl B
WHCTPYKUMSIX ONS NPUHSATUSI PELLEHWIA MO UCTEYEHMM CpoKa rOAHOCTMY.

Ha vaeHTUdMKaLMOHHBIX OOKYMEHTax MoXeT noTpeboBaTbCA yKasaHue WUnv Hanudme craTtyca
KOHTPOISA N UCMbITAHW.

npl/l HeobxoaMmocCTH npocrnexmBaemocTu cepvu7| npoaykuuu, I'IapTVIIZ Wnn  n3genun,
yCTaHOBJ'IeHHOI7I KOHTPakTOM uUnun pernameHtamu, cnengyet BeCTu 3anucu, obecneunBatome Hannime
I/IHCbOpMaLl,I/IVI aona pelweHund npo6neM, KOTOpble MOryT BO3HUKHYTb B noboe BpeMA B Te4dYeHune
none3Horo U1 NporHo3npyemMoro Cpoka >XM3Hu npoaykunn.

HeKOTOpre opraHm3aunm MUCKN4arT Tpe6OBaHVIFI K VILI,eHTVId)MKaLI,I/II/I N npocrnexmsBaemMmoctTn mn3
obnactu DEeATENbHOCTM CBOMX CUCTEM MEHEeIKMeHTa KadecTBa. Bbl AOMXKHbI onpeaenntb, YTO Bam
HeO6XOD,VIMO 3HaTb O NpPoAyKUMN Ha CTaauAax npon3esoancrtea un 06CJ'Iy)KI/IBaHVIFI M nocrne noctaBKku, Korga



Bbl MpUHMMaeTe pelueHne No OOGOCHOBAHMIO WUCKMHYEHMST UAEHTUMKALUM U NPOCHeXnBaeMoCTy.
B0O3MOXHOCTb UCKIOYEHUSI TOTO U APYrOro ManoBeposiTHa.

B npumevannn k TOCT P UCO 9001 paHa wvHdpopmauusa Mo NPUMEHEHUIO MeHeKMeHTa
KOHUrypaumm kak cpegctesa obecneyeHns naeHTudukaumm n npocnexmsaemMoctu. HoMmHanbHO 310
NPUMEHMMO K CEKTOPY KOMMbLIOTEPHOrO NPOrpamMmmMHoro obecneyeHus.

7.8.5. Onpegenunun nv Bbl, YTO COBCTBEHHOCTb NOTPebUTENs MCNOMNB3YIOT B Ballen MPOAYyKLMM
unu ycnyre?

I'Ipo,u,yKu,mo, Bnagenbuem KOTOpOIZ ABNAETCA I'IOTpe6VITeJ'Ib, MCcnonb3yrwT MHOrMe opraHmnsauumu
KaK 4acCTb npoueccoB O6CJ'Iy)KVIBaHVIFI. MaCTepCKaFI Nno PEeMOHTY aBTOMOOMNEN npenocrtaBndeT ycnyry
and aBTOMOOMNA n0Tpe6|/|Ten;| NI XMM4YnNCTKa - Ana oaexnabl n0Tpe6|/|Ten9|.

MopobHble MpuMepbl OYEBMAHbI, M B OOMBLLUIMHCTBE Cly4YaeB B npouecce 06CNyXnBaHUs
naeHTudmrkauma cobCTBEHHOCTN NOTPeOUTENST He BbI3bIBAET NpobnemM. B npumevannm k nyHkty 7.5.4
"CobctBeHHocTb notpebutenen” FOCT P UCO 9001 ckasaHO, 4YTO C MHTEnNneKkTyanbHOM
COOCTBEHHOCTbLIO, MpPefoCTaBnsieMO NOTpPebuTenem [ns Ballero WCMnonb30oBaHUsl, HeobXxo4uMmo
obpaLlaTtbcs Tak e 6epexHo, Kak 1 ¢ Apyron COBCTBEHHOCTbIO NoTpebuTens.

Ecnu Bbl He ucnonb3yeTe NPOAYKLMIO, NMOCTaBMNEHHYIO NoTpebuTenem, unn ero co6CTBEHHOCTb,
Bbl [OO/MKHbl WCKMIOYMTL 3TO TpeboBaHWe U3 CUCTEMbl MeEHeMKMEHTa KayecTBa M 0OOCHOBaTb
NCKMIOYEHWE B PYKOBOACTBE MO KayecTBy.

7.8.6. EcTb nM y Bac COOTBETCTBYHLLME MpPOLECChl AN MOrpy304HO-pasrpy3o4HbiX pabor,
XpaHeHUs, KoHCepBaLMK1, YNakoBKWN 1 NOCTaBKM Ballen NpoayKumMm?

HekoTopble BuAbLI NpoayKuun (Hanpumep, ycryrm) He TpebyoT norpy3oyHO-pasrpy30yHbIxX paboT,
XpaHeHus, KoHcepBauun unu ynakosku. C opyron CTOpoHbl, nobas dusndeckan npoaykuus, nuiesas
NpoayKkums, MeauuMHCKMe npenaparbl, >XWUOKOCTM W T.A4. NOTpebyioT B onpegeneHHonW CTeneHn
KOHCepBauuW, YNakoBKA W MOCTaBkW. Takve BuAbl OeATenbHOCTU crnegyeT  nnaHMpoBaTtb
COOTBETCTBYIOWUM 06pa3oM U MMeTb WMHCTPYKUMM. CpOK rOAHOCTUM NpU XpaHeHuuM U AaTbl CPOKOB
"Mcnonb3oBaHnAa 0" ABNAIOTCA BaXKHbIMW acnekTamm MeTo4oB XpaHeHus. orpy3odHo-pasrpy30yHble
paboTbl N XpaHEeHWe UMEIT, Kak MpaBuiio, MeCTO Ha COBCTBEHHbIX NPeanpusaTUAX OpraHusaumm u
OyayT ykasbiBaTbCA C uaeHTUdMKauMen un crtaTtycom martepvana wnu npogykuun. [omkHoe
obecnevyeHne nOrpy304HO-pasrpy3oyHbIX paboT M XpaHeHUs MNO3BOSNUT OpraHmsaumm CIKOHOMWUTb
cpeAcTBa B pesyrnbTate COKpalleHUs NoTepb M OTXOAOB, KOTOpble cO34atoT npobremMbl Ans cuctem
yrnpaBneHusi 3anacamu.

KoHcepBaumMs NpoAyKUMW BadkHa Kak Ha MNPeanpusaTUM OpraHv3auuu, Tak U OO0 ee MOCTaBKM.
CooTBeTcTBYlOLIAsA ynakoBka obecrneyvBaeT HaOeXHY0 KOHCepBaLUWio U OTrpy3Ky, a Takke MocTaBKy
NPOAYKUMU MNOTPEOUTEN0 B COCTOSHWM, aHanorMyHOM COCTOSIHMIO, B KOTOPOM OHa 6bina vy
N3roToBUTENS.

,D,J'IH BbIMOMHEHNSI BCEX MMM OOMbLUMHCTBA COCTaB/IAOLWMNX 3TOro Tpe6OBaHI/IF| Ha npon3BoacTBax
OOJDKHbI ObITb MHCTPYKUMA no 3Kcnnyartauuwu. OGCJ’Iy)KVIBaI'OLLI,I/Ie opraHnsaumn  OOJDKHbI
npoaHann3npoBatb BCE BUObl OEATENNbHOCTU AOJ1A NoATBepXAEeHUA BO3MOXHOCTU obocHoBaHus
NCKITKOYEHUA.

7.8.7. YHpaBnﬂeTe JIn Bbl KOHTPOJIbHbIM N U3MEPUTESIbHbIM O60pyﬂ,OBaHVIeM, ncnosnb3yemMbiM B
npon3BoacTBe N NOCTaBKe BaLUen npoaykumn n yCJ'IyF?

MOHVITOpI/IHF N N3aMepeHua ABnArTCA pa3siMd4HbIMKU KOHLENUUAMN. Mog MOHUTOPWUHIOM NMOHUMAIOT
OeATEeNbHOCTb, CBA3aAHHYKO C HabngeHnem u KOHTpOJ1EM (C Mcnonb3oBaHNEM KOHTPOJIbHOIo



obopyaoBaHus), a noa WU3MEpeHWsiMKU - ornpederieHMe KOnuyecTBa, BEeNUYMHbl Mnu pasmepa (C
NCrnonb3oBaHNEM U3MepuUTenbHOro obopyaoBaHusi). WMameputenbHoe o6opygoBaHME  MOXET
KanmbpoBaTbCs, a KOHTPONbHOEe 060pyAOBaHME MOXET NPOXOAUTL Banuaaumio, HO He KanmbpoBaTtbCs.

OteeT Ha aTo TpeboBaHne MoxeT ObITb O4YeHb CHOXHBIM UK NpocTbiM. [MpoBanaepy ycnyr,
Hanpumep MarasvHy UM areHTCTBY MO YCTPOMCTBY Ha paboTy, He TpebyeTcs, Kak NpaBuiio, HUKaKOro
n3mMepuTenbHoOro obopyaoBaHnd, OOHAKO Y HUX MOXET ObiTb KOHTPONbHOE obopyaoBaHMe, KOTOpoe
OOJDKHO NMPOXoAuTb Banugauuio.

MexaHuK Mo PEMOHTY aBTOMOOWNEen OOormKeH UMeTb U3MepUTenbHOoe obopydoBaHWE, KOTopoe
[JOMKHO OblTb KanubpoBaHO, a [ApyrMe MexXaHUKU MOryT MNpPOBOAUTb TONbKO MNPUGNM3NUTENbHbIE
N3MepeHnss Ans  onpedeneHus MokasaTenen W He WCNonb3oBaTb Takoe oGopyaoBaHWe Ans
noaTBEPXXAEHMS KOHKPETHOW XapaKkTePUCTUKN KavecTBa. Takoe ob6opyaoBaHue, No BCel BEpPOATHOCTMH,
He TpebyeT kannbpoBKM, OOHaKO ero criegyeT noadepXkuBatb B paboyem COCTOSIHMM B NpUeMIeMbIX
YCrNoBUSX AN 9KCnnyaTauum.

BonbLUMHCTBO MPOM3BOACTBEHHLIX M CEPBUCHbLIX BUAOOB AEATENBbHOCTU UMEET U3MepuTenbHoe
obopynoBaHue, Tpebytouiee kanmbpoBku, N gpyroe obopyaoBaHue, Tpebytowlee He kanubpoBku, a
TONbKO OObLIYHOrO OBCNYXMBaHUS. Y HUX Takke MOXET ObiTb KOHTPOSIbHOE 06opyaoBaHWE, KOTOpoe
OOIMKHO MPOXOAWTbL Banvaaumio.

OpraHusaums gormkHa caenaTb ONUCh U3MEPUTENBHOTO M KOHTPOJSIbHOrO 060pyAOBaHNS, KOTOPOEe
OHa WM ee COTPYOHMKU WCMNOMb3YyKT, WU ONpeaennTb, Kakne efuHuubl obopydoBaHus TpebyroT
KannbpoBKM (BMecCTe CO CTeneHbld HeoOXOAMMOW TOYHOCTM), a Kakume - Banugauun. 3ateM MOXHO
paspaboTaTb U BHEOPUTL NpoLeaypy ynpaBneHus, kKanubpoBkM 1 Banugaumm.

MHorve BMAbl U3MEPUTENBHOIO U KOHTPOSIbHOrO 060pyA0OBaHWs, a Takke CUCTEMbl ENCTBYIOT C
NpYMeHeHNeM NporpamMmmMHoro obecneyeHns n ABNAOTCA ynpasnaembiMu. [NporpammHoe obecneveHune
He (yHKUMOHUPYET MNO BOMe cnyyas, OHO AOMKHO ObiTb ynpaBnseMbiM M MOATBEPXAATbCA Ha
COOTBETCTBME YCTaAHOBMEHHbIM MpoueaypaMm, obecrneyvvBaloWmMM MPOLOIHKEHNE €ro npaBUITbHOro
bYHKLNOHMpPOBAHNS.

7.9. KommeHTapun, 4actb 9. MOHUTOPUHT, U3SMEpPEHNE N aHanns

7.9.1. WgeHTudpmumpoBana nu Balla opraHu3aums KOHKpPeTHble acnekTbl, KoTopble Heobxoanmo
n3mepsaTb Ana obecneyeHnss COOTBETCTBUSA NPOAYKLUMN?

B yactm 1 BONPOCOB pacCMOTPEHbI acnekTbl KavyecTBa MNPOOYKUMM U MO3MLMKM Ha pPbIHKE,
HeoOxoanmble Aans obecnedeHust coOOTBETCTBUS TpeboBaHusaM noTtpedbutenen. B vactm 9
npeanaraeTca NPOAEMOHCTPMpPOBaTb OOCTUXKEHME 3anfaHWpPOBaHHLIX Lenen 1M 3agad B obracTtu
KayecTBa Ha npumMepe Ballen NpoayKLmMm U NPoLLEeCCoB.

lMnaHnpoBaHue NpoayKuMnM UNW yCnyr U CoCTaBfieHMe COOTBETCTBYHOLMX NNaHoB B obnactu
KayecTBa Heobxoaumbl Ana obecneveHns mx peanusaumn. Heobxogumble xapaKTepUCTUKU KadecTBa
NPOAYKUMU, ABMSIOTCS NI OHW (PU3NYECKUMU UITM UMEKOT Opyrue KayeCTBEHHble CBOWCTBA, crnegyer
N3MepsATb AONA  OonpefeneHus CTeneHu COOTBETCTBMS TOTOBOWM NPOAYKUUW  3arfiaHUpOBaHHLIM
pesynetaTtam (7.4.1).

N3rotoBuTenmn MOryT noatBepaouTb COOTBETCTBUE cBOEemn npoaykumm  yCtaHOBJ1I€EHHbIM
TpGGOBaHMHM, ncnonb3ya Ona 3TOro Xopowo M3BECTHbIe Un O6LLI,eﬂpI/IHﬂTbIe mMeToabl. HemHorne
ﬂpOBaVI,D,epbl ycnyr MMerT aHanornyHble mMetTobl AnAa noaTBepXaeHua T1oro, YTo Ux ycriyru otesevaroT
yCTaHOBJ1€HHbIM Tpe60BaHVIFIM.

B kauecTBe npumepa CepBUCHON OpraHu3aLuu, KoTopasi He KOHTPONMPYeT KayecTBO YCRyr,



MOXHO NPUBECTM TenedOHHbIN LEeHTP, KOTOpbIN OenaeT BCe BO3MOXHOE And onpeaeneHus
3 (PEKTMBHOCTM COTPYAHUKOB. Llenbto Takon paboTbl ABASETCA NOMyYeHUe CTaTtMCTUYECKNX AaHHbIX,
HeobxoauMbIX NS yrnydweHUs CTeneHn yaoBneTBopeHns notpebutenen. Ecnv Bawe nnaHupoBaHue
KayecTBa SBMNSETCS MOMHbIM, Bbl MNONyYUTE WOEHTUMUKALMOHHbIE M3MEpSeMble XapaKTepuUCTUKN
KayecTBa cBOen ycnyru n paspaboTtaHHble MeToabl ANs X U3MEPEHUS.

7.9.2. VpgeHTudumumnpoBana nu Balla opraHus3auus obwue uenu 1M 3agadu gns cucTembl
MeHe)KMeHTa KadecTBa?

MonuTuky 1 uenun B obnactn KayecTBa ycTaHaBNMBAKT B PyKOBOACTBE Mo kayecTtBy. B yactu 1,
BOMpoC 8, paccMOTpeHbl LenuM W 3adayn, KOTopble AOMKHbl ObiTb AOCTUrHYTbI OpraHu3auuven.
MeHekepbl A0MKHbI OblTb CMOCOOHLI NMPOAEMOHCTPUPOBATL METOAbl, KOTOPbIE OHU NMPUMEHSIIOT As
KOHTpoNns ”n wusamepeHusi 3dPEKTUBHOCTU [OOCTMXKEHUS Lenen B obnactu kadectBa. Cucrtema
MeHe)KMeHTa KayecTBa AOMKHa AaTb n3MepsieMble pe3ynbTaTbl, paboTatowme Ha 6naro opraHmsauum
N KOMMNEHCUpPYIOLLME pacxodbl U ycunus, Heobxooumble ANsi BHEAPEHUS U Nogaep)KaHusi CUCTEMbI B
paboyem cocTosHUN.

Bbiclwiee pykoBoACTBO OOMMKHO OyaeT oxapaktepu3oBaTb AOCTUXKEHMS B obnactm kayectsBa B
npouecce ayauta (npoBepku). AHanNn3 co CTopoHbl pykosoacTea (7.3.9) npegocTaBnaeT BO3MOXHOCTb
onpenennTb, JOCTUINA UMK HET Balla cUcTeMa MeHeKMeHTa KadecTBa Lenen u 3agad, Kotopble Bbl
ycTaHoBunu ansa Hee (cMm. 7.1.8).

7.93. Ectb nuM y Bawen opraHuM3auuMM npouecc MOHUTOPUHIa, W3MEepeHuss U aHanuaa
yaoBneTBopeHusa notpebutena?

B cootBetctBMM C TpeboBaHWsSMM  HaAcTodAWero CraHAapTa oOpraHusaumss  OOoSbkHa
"KOHTpONupoBaTb UHPOPMALMIO, OTHOCSLLYIOCS K MHEHUIO MOTpebuTenen o ToM, yOOBNETBOPSET Nn
opraHusaumsa nx tpebosaHus". MNonyyeHHy0 B peayrbTaTe MHpopMaunio aHanu3npyoT O NPUHATUS
COOTBETCTBYIOLUX OENCTBUNA.

YpoBnetBopeHue notpebutens siBnsieTcs abCTpakTHbIM MOHATMEM, W MHOMME opraHu3auum
NbITAIOTCA KOHTPONMMPOBAaTb €ro MOCPEACTBOM MPOCIEXMBAEMOCTU xanob notpebutenen, cny4vaes
BO3BpaTa MPOAYKUUM M aHamnorMyHbIX MPOSIBNEHWA HeyAOoBNeTBOPEHHOCTU noTpebutenen. IToro
HeoCTaTO4YHO, MOCKONbKY OTPaXaeT OAHY CTOPOHY (HeraTuBHY0) pearnibHON cUTyaumm.

Bo MHOrmMx opraHuMsaumsix OEWCTBYIOT OYEHb CMOXHbIE CUCTEMbI YMpaBfeHus npoleccamu,
OCYLLIECTBIIAKTCA NpOrpaMmbl NOLrOTOBKM M 00y4eHMs U co3faHa KynbTypa OTAMYHOMO KadecTBa B
cootBetcTBMM ¢ TOCT P MCO 9001. HekoTopbix noTpebutenen MoxeT MHTepecoBaTb Balla cuctema
MEHeMKMEHTA Ka4yecTBa, O4HAKO B AENCTBUTENBbHOCTU MHOIMMX U3 HUX MHTEPECYEeT TONbKO NonyvyeHne
NPoayKLMM yOOBNETBOPUTENBHOIO kKadecTsa.

MHorne opraHmsaumm CTpeMsaTca MNonydYnTb 0BpaTHy MHOopMauunio OT noTpebuTtenen, YTobbI
NpeaBoCXUTUTE UX U3MEHSIoLWMECs NOTPEBHOCTM UnM BOCNPpUATUA. YRydlleHne NpoayKuMM U HOBbIE
BUObl NPOAYKLUUN MOTYT MPOM3BOAMTLCA Ans obecnevyeHns noTpebHOCTeN pbiHKa Mo Mepe U3MeEHEHNs
WM 3BOMIOLMM OXUAAHUIN NoTpebutenen.

y/J,OBJ'IeTBOpeHVIFI n0Tpe6|/|Tenel7| OOCTUraroT Nnpu MHTErpaunnm Tpex COoCTaBIIAOLLNX. OHun 6binn
I/I[J,GHTI/IC*)VILI,I/IDOBaHbI KakK:

- OpraHM3aLMOoHHbIe NPOLIECChI;
- KAYEeCTBO BbINONHEHUSI paboTbl COTPYAHMKAMU;

- Hopmauma.



Cuctema mMeHegKMeHTa KayecTBa YnpaBnsieT OpraHvM3aLMOHHbIMU MpoLieccamMn U KayeCcTBOM
BbIMOSIHEHNS1 paboTbl coTpyAHukamn. WHdopmaums unu  gaHHble, Kacalowmecs BOCNPUSTUR
noTpebutens, HeobxoAMMbI ANst yryyLeHUst npouecca 1 NoAroTOBKU COTPyAHMKOB. MNpy 06beanHeHUn
MpoOLLeCCoB, Ka4yecTBa BbINOMHEHUSI paboTbl COTPyAHWMKAMUM W AaHHbIX MOTpebuTenu nonyyatT
NPOAYKLMIO, KOTOPYH OHWU XOTSIT, U Lieny yaoBneTBopeHus notpebutenen 6yayT JOCTUMHYTHI.

Heobxognmo OTMETUTb, 4YTO MNOCTOSHCTBO noTpebutenen sBndetca 0Oonee  BaXHOW
COCTaBnAwLLEN NpUbLINK, YeM AONSA y4acTus Ha pbiHKe, U 5%-Hoe yBenuyeHne npeaaHHOCTU MOXeT
yBenMUnNTL pasmep npubbinu ot 25% go 85%.

FIOCT P NCO 9001 paspeluaeT Kaxaon opraHu3auuum onpeaenuTbs MeToAbl MOfydeHus wu
ncnonb3oBaHMa MHdopMaLmK, KoTopas UM HeobxoomMMa Anst yaoBneTBopeHusa notpebutens. Kaxapasn
opraHuMsauus AofkHa onpefenutb Hanbonee 3(EEKTMBHLIA METOA, YCTaHOBMB BHavane, 4To
HeobxoaQnMO 3HaTb 1 Kak 3TO Nony4nTb (cMm. 7.2.3).

7.9.4. ECcTb N1 y Bac NnaH BHyTPeHHeN NpoBepKn?

BHyTpeHHMe ayauTbl (npoBepku) Heobxoaumbl aAna  obecneyeHuss 3apPEeKTUBHOCTN M
aKTyanbHOCTM CUCTEMbl MEHEMKMEHTa KayecTBa. KayecTBO He ABNSETCS OTBETCTBEHHOCTbIO TOSIbKO
HECKOMbKNX FOAEN, KaKObI OOIDKEH urpatb CBOK porb. K coxaneHuio, CyllecTByeT TeHAEHUMS K
WUFHOPMPOBAHMIO WM  OTKIMOHEHMIO OT 3anflaHMpoOBaHHbLIX Mpouedyp MO MPOLECTBUM BPEMEHWN.
Mpouecchbl BHYTPEHHEro ayauta (NPOBEpPKWM) MO3BOMSAIT BbIACHUTb, HACKOMbKO XOPOLUO COTPYLHWUKM
cobnogalT ycTaHoBMNEHHble npoueaypbl. He wncknioyaetca HeobGxoAMMoCTb B nepeonpeaeneHum
NpYMeEHEHNs Npoueaypbl UK Aaxe B €e N3MEHEHUN NS OTPaXKEHUs YNydLLEeHNS UM HOBbIX METOL0B.
OCHOBHbIM MPUHLMMNOM SIBNSieTcs cobnogeHne 0OCHOBHOIO npasuma "roBopu, 4To genaews” n "genan,
YTO roBOpPULLIL".

B cootBetctBUM C TpebBoaHuammn FTOCT P UCO 9001 ansa npouecca BHYTPEHHEN MPOBEPKU
KayecTBa Heob6XoouMO co34aTb [OOKYMeHTanbHO  OdOpMIIEHHYO npouenypy. bonbwmHcTBO
opraHusaunn MaeHTUULUMPYIOT U NPOBOASAT MOATOTOBKY COTPYAHMKOB AN BbINONIHEHUS BHYTPEHHUX
NPOBEPOK KayecTBa Kak 0bs3aHHOCTU, Tpebytowlen HenonHoro paboyero gHs. NMpouecc BHYTPEHHEN
NPOBEPKM Ka4yeCcTBa MOXHO BKpaTLe OXapakTepu3oBaTtb creaytoLwmm obpasom:

- NNaHNpoBaHue 1 onpeaeneHe pabodnx obrnacTen, noanexalumx NpoBepkKe;

- aHanu3 COOTBETCTBYHOLLUMX pe3ynbTaToB MPOBEPKM, MOMyYeHHbIX B Mnpouecce npeablgyLumx
NPOBEPOK, N COOTBETCTBYIOLLEN MHAOPMALMKN MO Ka4eCTBY BbINOMHEHUS paboT;

- NpoBefeHne MPOBEPKU C OpUEHTaUMEN Ha MonyyYeHne OOBLEKTUMBHLIX AOKa3aTenbCTB, aHanu3
3anucen 1 JOKYMEHTOB;

- MOAroTOBKA OTYeTa O NPOBEPKE;

- Bepudpmkaumsa nposegeHnsi He06XoaUMbIX KOPPEKTUPYIOLLMX AENCTBUN.

PesynbTaTbl NpOBEPKM paccMaTpmMBalOTCA B NpoLecce aHanmsa CO CTOPOHblI PyKOBOACTBA (CM.
7.3.9). lMapannenbHO C 3TMM pPYKOBOACTBO, KaK MpaBWio, yTBEPXOAET NiaH MNpoBepku. AyauTopbl

paboTaloT Ha OCHOBaHUM NMOMTHOMOYMI U NOAYMHSOTCS BbICLLUEMY PYKOBOACTBY.

7.9.5. EcTb nn y Bawen opraHusaumm [OOKyMeHTanbHO odoopMIieHHaa npouenypa gns
ynpaBfeHns HECOOTBETCTBYIOLLLEN NpoaYyKUMEN?

Kaxabln npouecc nmeeT onpeaeneHHyo cTeneHb U3MeHeHusa pesynbTarta. HekoTtopas cTeneHb
N3MEHEeHVa OOMKHa npegnonaratbCA U ABNSETCA €CTECTBEHHOW, OOHAKO NepUOAUYECKN U3MEHEHUe



npeBbIaeT AONYCTMMbIN Npeaen. B aTom cnyyae npoaykums cUMTaeTcs HeCOOTBETCTBYHOLLEN.

B cooteBetctBuM ¢ TpeboBaHmsmn [TOCT P WCO 9001 opraHusauua [omkHa WMETb
OOKyMeHTanbHO 0hOpMIIEHHYHO NpoLeaypy, ONMCbIBaOLLYIO, Kak AeNCTBOBaTh B Cllydae Npou3BoAcTBa
HEeCOOTBETCTBYIOLLEN MpoAyKuun. Bo MHOrmx cnyyasx obwme HeCoOTBETCTBUS UOEHTUPUUUPYIOT, U
3aTeM MnnaH KayecTBa obecneymBaeT NpeacTaBrneHme MHCTPYKLUNI, HeOBX0aANMbIX AN yTUNIM3aLmu.

HecooTBeTcTBylOLY0O NpPOAYKUMIO criegyeT uaeHTUdUUMpoBaTtb, 4ToDObl NpeaynpeauTb ee
nepexod K criedyloleMy npoueccy B LMKMIe NPOU3BOACTBA M OOCNYXMBAHUS U OCOBGEHHO - K
noTpebutento. HecooTeeTcTBylOWAA NpPoAyKUUs TpebyeT MNPUHSATUS COOTBETCTBYHOLLMX AENCTBUN,
MOCKOMbKY €e MPOW3BOACTBO CBA3aHO C pacxofdamW, KOTopble AOSMKHbl ObiTb MUHMMU3UPOBAHbLI B
MaKCUManbHO BO3MOXHOW CTEMNeHW.

VoeHTuukaums mn ynpasneHuWe TakoW HEeCOOTBETCTBYIOLLEN MpoayKuuen, kak petann wu
YCTPOWCTBA, He MPEeACTaBnsloT, Kak npasBuno, nNpobnem B TeyeHue npou3BOACTBEHHOrO Mpouecca,
OfHaKO MpobGneMHbIMU ABMASKTCA MAEHTU(MKAUMA U ynpaBreHne MnoCTaBKOW HECOOTBETCTBYIOLLEN
ycnyrn. MHorve ycrnyrm He MMerT U3MepPAeMbIX KaueCTBEHHbIX CBOMCTB, KOTOPble MOMYT MPOSiBUTLCSA
Kak HecooTBeTcTBylOLWMe. [lpoBangepbl YCnyr OOSMKHbI onpefenntb COOTBETCTBYIOLUME MeTOAbl
naeHTMduKaUuK, NOo3BOMSKLWME ONpeaennTb, KOraa npou3ownn cbou, CKOPPEKTUPOBaTb MX U
BKMIOYUTb CUTYaLMIO B 3aMUCb ANS yryylleHus.

7.9.6. Ectb nu y Bawen opraHmsaumm npouecc cbopa MHoOpMauMM U aHanusa LaHHbIX OIS
onpeaeneHns cteneHu yaoBneTBopeHns notpebutena?

Onpenenenne creneHn yooBneTBOpeHus notpebutens paccmaTtpuBaetcs B 7.9.3. [aHHble U
MHOpMaLMs, TMOSNyvYeHHble B pe3ynbTaTe aHanvM30B  YAOBMIETBOPEHUS NoTpebutenen u
COMYyTCTBYHOLLEN AEATENbHOCTU, CriegayeT OueHMBaTb Mo opme, KoTopas MOXET ObiTb BKIHOYEHA B
aHanm3 co CTOPOHblI pykoBoacTBa. HeobpaboTaHHble gaHHbIE 4YacTo MPeAcTaBMnsalOT B rpadmyeckomM
BUOE AOns WAMCTpaunnm TeHAEHUMA WU CpaBHUTENbHOW WHGOpMauMnW, NomMoralwolwen pyKkoBOACTBY
OLIEHUTbL pe3ynbTaTbl.

7.9.7. Ectb nn y Bawen opraHmsauumn npouecc cbopa mHhpopmaumm M aHanmsa LaHHbIX O51s
onpegeneHns ypoBHS COOTBETCTBUSA NpoAyKuMmM TpeboBaHUAM kayecTBa?

CywecTtByeT 60onbLUor 06beM NMHOpMaLUKn 4N onpeaeneHns JOCTMXKEHUST KadecTBa NpoayKLmm
unn ycnyr. HecooTBeTcTBME npogykumm unm ycnyr obecneymBaeT nonyveHne wuHdopmaumm o6
U3MEHEHUAX npoLeccos. Bcsa obpatHas MHdopmaLms notpebutenen, KacawLlascs
3KCMnSlyaTaumMoHHbIX CBOWCTB MNPOAYKLMMW, TFapaHTUMHBIX CPOKOB, BO3BPATOB MNPOAYKUMM U MPOAAXM
3anacHblX 4acTen, YyKasblBaeT, HACKONbKO XOPOLIO MNpPOAYyKUMsi OTBEYaeT YCTaHOBMEHHbLIM
TpeboBaHMAM. DTN OaHHble cnefyeT oueHMBaTb M NpeacTaBnsaTb B hopMe, KOTOPYH NIErko NoOHMMaeT
pPYyKOBOACTBO, OCOBEHHO B NpoLEecce aHanm3a co CTOPOHbI PyKOBOACTBA.

7.9.8. Ectb nn y Bawen opraHmsauum npouecc cbopa MHpopmauum M aHanusa faHHbIX Ans
onpeneneHns ypoBHs pesynbTaTUBHOCTY npolecca?

,D,aHHbIe, KaCarwnecd pe3yrnbTatuBHOCTU Mnpouecca, MOXHO MNONy4YnTb B pedylnbTaTe aHaln3a
n3gepxxek npomn3BoacTtea, NpPoOOoOIIXUTESNIbHOCT LMKIOB, MPOCTOA 060pyﬂ,OBaHVIF| n apyrux cobbITui,
OTNMNMYaLWKNXCA OT OXMAaeMbIX UK 3anjiaHMPOBaAHHbIX CcobbITUIA. rlpOLl,eCCbI O6CJ'Iy)KI/IBaHVIF| NMMEKT
3anjiaHnpoBaHHbIE cobbiTns n XapakTepPUCTUKN, KOTOPbIE OOJTXHbI MPOXOAWTb B NOCNeaoBaTesIbHOCTH,
o6ecneLW|Ba+ou.|,e|7| oXungaewmble pes3ynbTaThbl. Ecnu nocnegoBaTenbHOCTb HapyweHa uWin He
3aBepuleHa, CUTyaumnd AoJmKHa ObITb 3anucaHa, a OaHHblIE - NpOoaHarNMM3nNpoBaHbLI.

7.9.9. Ectb nu y Bawen opraHmsaumm npouecc cbopa MHoOpMauMM U aHanusa LaHHbIX AN
OLEHKM YPOBHS pe3ynbTaTUBHOCTW NOCTaBLUMKA?



Pe3ynbTaTMBHOCTb MOCTaBLLMKa SBMSETCS BaXXHbIM BOMNPOCOM AN 60MbLUMHCTBA OpraHM3aumin u
pelarwmum ans MHOMMX M3 HuX. B yacTm 6 paccMOTpeHbl B3aMMOOTHOLLUEHWSI C MOCTaBLUMKAMM.
WHdopmaumio 0 pe3ynbTaTMBHOCTU MOCTaBLUMKOB CcOBMpaloT nocre MoflyYeHusi OTrpy>KeHHON
NpoayKkuMM UK NpOBEpKn cooTBeTCcTBUS TpeboBaHWsaM kadecTBa. [locTaBka B Cpok M gpyras
NHopMaLmMs MOryT ObiTb NPOAHANM3NPOBaHbI AN KOHTPONS 06LLein pe3ynbTaTUBHOCTM NOCTaBLLMKOB
(cm. 7.6.10).

KpynHble koMnaHuu, BkMoYas aBTOMOOWMbHbIE, a3POKOCMUYECKME WU TENEKOMMYHUKALMOHHbIE
opraHu3auun, paspabaTtbiBalOT BCECTOPOHHME MPOLECChl OLEHKM M YNpaBleHUst AesTeNbHOCTbO
NOCTaBLLMKOB, NO3BOMSOLIME UM CpaBHMBaTb Pe3yNbTAaTMBHOCTb MOCTABLLMKOB M CMNOCOGCTBOBaTb
ynydlweHuo nx aeatenbHocTu. Npogomkatowasca TeHOeHUMst Ha 3akynky (y OpyrMx opraHusauumin)
HEOCHOBHbIX BUAOB paboT 3HAYUTENBHO NOBLILLAET 3HAYMMOCTb U BaXXHOCTbL cOopa 1 aHanmsa AaHHbIX
O NMocTaBLUMKaX.

3aKynqua;| LueHa maTtepuanoBs MU ycnyr noCtaBLMKOB MOXET BIIUATb Ha TO, KaK XOpPOLUO Balla
opraHmnsauuna BbINOJIHAET MOCTaBNEeHHble nepen HEern uenu, n Ha yaosJrieTBOpeHne n0Tpe6V|Tene|7|.
AHann3 OaHHbIX O MOCTaBLUMKAX MOXET npencrtaBnATb COMoOCTaBllieHMe WX pe3ynbTaTtuBHOCTU C
apyrmMm noctaBlMKaMu aHanorm4Hom npoaykunn. PyKOBOﬂ,CTBO MOXEeT npeanpuHATb AencTensa no
pe3ynbTatamMm npoBeneHHbIX aHaln30B.

7.9.10. EcTb nn y Bawen opraHu3auuu nraH MOCTOSHHONO YnydlleHna Ballen CUcTembl
MeHe>KMeHTa kadecTBa?

O6nacTtb npumeHeHns FTOCT P MUCO 9001 skntoyaeT TpeboBaHne "NOBbILLEHNS YOOBNETBOPEHMS
notpebutenen nocpencTBOM 3PMPEKTUBHOMO MNPUMEHEHUS CUCTEMbl MEeHedXMeHTa KayecTBa,
BKMoYasi npoueccbl MOCTOAHHOrO ynydweHus cuctembl”. TlyHkT 8.5.1 "lMocTodHHOe yny4dweHue"
yCTaHaBnmBaeT HeobXoAMMOCTb MNOCTOSHHOIO YryYllEeHUs CUCTEMbl MEHeXMeHTa KayecTBa MU
naeHTUnUMpyeT MHorMe MHCTPYMEHTbI CUCTEMBI, KOTOPbIE€ MOTYT BbITb MPUMEHEHBI.

B pasgene "Beegenune" k TOCT P MCO 9001 onucaH NpOLECCHbIN MOAX0n4 K MEHEIKMEHTY
KayecTBa C 3asiBIIEHMEM, MNOOYEPKMBAOLWMM BaXXHOCTb MOCTOSIHHOIO YJyYlWEHNa MNpoLEeCcCoB,
OCHOBaHHOTO Ha OOBLEKTMBHOM W3MepeHuMuM, U kKpaTko onucaH wmeTton "Plan-Do-Check-Act"
(mnaHnpoBaHue, OCyLLECTBIIEHME, NPOBEPKA, AENCTBUE), UCMONb3YyEMbIN AN YITy4YLUEHUS NPOLIECCOB.

bonbwon obbem wuHdOpMaUuK, MUCNOMb3YyEMbIA AN MfAHUPOBaHMS YiydlIEeHWs, SBNAeTcs
pe3ynbTaToM aHann3oB, KOTopble Bbinv NPOBEAEHbI 1 ONUCaHbl B BOMpocax YacTtu 9.

CyliectByeT MHOIO MHCTPYMEHTOB M METOAOB, ONMUCaHHbIX B NuTepaTtype, Kotopble MOryT ObiTb
NPUMEHeHbl ANs  ynydweHus pe3ynbTaTMBHOCTM MNpOLEccoB M cucteM. Hekotopble Havbonee
apheKTNBHbIE MeToAbl BO3HWKNIM B pe3ynbraTe (YHKUMOHUPOBAHUS CUCTEMbl  KOMMSIEKCHOrO
MeHemxkMeHTa kadvectBa. OHM noayepkuBaloT HEOOXOAMMOCTb BOBIEYEHUS COTPYOHMKOB BCEX
YPOBHEN B NPOLIECChI YNyYylLEHWs, Npu3HaBasi, YTo Noan, KOTOpble BbINOMHAT paboTy, 3HAT O HeN
GonbLue, 4eM KTO-NMBO APYrov B opraHnsaunu.

7911, Ectb nu y Bawen opraHu3auuMm [OKYMeHTanbHO oOdopMneHHasa npoueaypa,
obecneumBaioLllaa NpoBeAeHNEe KOPPEKTUPYIOLLMX OEeNCTBUMM ANA YCTpaHEHUss OCHOBHOM MPUYUHBI
npobnem?

KoppeKTleyrou_l,Vle nencTens npoBOoOAT ONnA npeaynpexneHna noBTopeHus CyLLI,GCTByPOLLl,GVI
I'IpO6J'IeMbI. KoppeKTMpwau,Me nencTeng HepeaKo UCNOoNb3yrwT And pelleHnA npo6neM, CBA3aHHbIX C
HecooTBeTCTBMEM nNpoAayKUMKW, OAHAKO OHW He OrpaHndYnMBaroTCA TOJIbKO 3TUM Y3KMM BUOOM
OEeATENbHOCTU, a PaCNpOCTPaHAKTCA Ha »Xanoobl n0Tpe6MTene|7|, peweHne npo6neM C NnocTtaBLnKaMu,
OT4HeTbl NO pe3ynbTataMm ayguta U BCE [Apyrme cutyauumn, Korga MMerT MeCTO OTKIMOHEeHUA OT
3aniaHnpoBaHHbIX yCJ'IOBI/IVI.



B cooTtBeTcTBUM € TpeboBaHusamm FOCT P NCO 9001 opraHm3aumsi omkHa MMeTb Npouenypy B
NMMCbMEHHON bopMe WUNU AOKYMEHTanbHO OMOPMIIEHHYIO ANA ONUCaHWSA MNPOLIECCOB NPOBeAeHUs
KOpPEeKTUPYIOLWMX AEeACTBUI, KOTOPLIMU CcriedyeT pykoBoAcTBoBaThCA. [poueaypa AomkHa onucbiBaThb,
KTO ngeHtTupnumpyeT BO3MOXHOCTU ANS NPOBEOEHUST KOPPEKTUPYIOLMX OENCTBUIA, Kak X obOopMnATb
OOKyMEHTarbHO 1 Kakne OencTBus NpeanpuHnuMaTh 4nsi ux BHegpeHust (cm. 7.2.8).

Koppektupytowme [encTBus SBMASKOTCS OCHOBHbIM MHCTPYMEHTOM CUCTEMbI MEHEeIKMeHTa
KayecTBa ANs AOCTMXKEHUS YNyudlIEeHUsl, OAHaKO UX crieqyeT NPOBOAWTbL PELUNTENbHO U NpaBUIIbHO.
KoppekTupytlowme u npegynpexpgarolmne OeUCTBUS SBMSIOTCA MNEepPBOCTENEHHbIMU MNyHKTaMu Ans
BKITHOMEHMSI B @aHaNM3 CO CTOPOHbI PYKOBOACTBA.

7.912. Ectb nu y Bawen opraHu3auuMm [OKYMeHTanbHO oOdopMneHHasa npoueaypa,
obecneumBalllaa npoBefeHMe [OEWCTBUW, npeaynpexgarwmnx BO3HUKHOBEHUE MOTEHUManbHbIX
npobrieM, KOTopble MOTYT MPUBECTU K HEHYXXHbIM 3aTpaTtam U HeyaOBMNeTBOPEHHOCTU NOTpedbuTenen?

I'Ipe,u,ynpem,u,arou_me nencTens npoBOOAT B NEepBYO o4epenb Ond npeaynpexneHmna noBTopeHnA
noTeHuUmManbLHoOM I'Ip06J'IeMbI. I'Ipenynpem,uarou_l,me OENCTBUSA SABMSAKOTCA OCHOBHbIM MHCTPYMEHTOM
CUCTEMbl MEHEeOXMEHTa KadecTBa. I'Ipo6neMb|, KOTOpbl€ MOryT noBiNATb Ha MPOU3BOACTBEHHbIE
pe3ynbTaThbl, NPOAYKUUO, NpoueccChbl, yaoBlieTBOpeHne I'IOTpe6VITeJ'Iel7I n camy Ccuctemy MeHeKMeHTa
Ka4decCTBa, crnieayet npeaynpexaatb B MakCuMalribHO BO3MOXXHOW CTEMEHMN. PyKOBO,EI,CTBO, KaK npasurno,
HACTOJIbKO 3aHATO pelleHneM TeKyulnx npo6neM, YTO y HEero HeT BpeMeHn unn OHO He 3HaeT, rae
MCKaTb N OXXngatb BO3HNKHOBEHUA NMOTEHLNAJIbHbIX npo6neM.

Cuctema MeHegKMeHTa KayecTBa W NpoBedeHWe OpYyrux W3MepeHun kadectBa paboThbl
obecneyat nony4yeHve 6onbLWOro o6bema nHopmauum 0 ToM, rae UMeKTCS HeQOCTaTKN Un rae ecTb
3Ha4MTENbHbIE U3MEHEHUS OT MPUEMIIEMbIX YPOBHEW KayecTBa BbINOMHEHUA paboTbl. OTKNOHeHWEe
SIBMISIETCS CTATUCTUYECKUM MOHATUEM, OOHAKO €ro MNPUMEHSIIOT MPaKTUYEeCKM BO BCEX Mpoueccax
opraHusauuun. XXanobbl notpedbutenen n HeynpaensemMble NPOLIECChl ABMASITCA HexenaTenbHbiMu. B
oboux criyyasix onTumManbHbIN pe3ynbTaT cnegyeT cpaBHMBATL C YCTAHOBIIEHHOW LieNbio, CTaHAapToOM
unun atanoHom. NpuHATME OEeNCTBUA NO3BOMUT BEPHYTLCA OT U3MEHEHUSI K HEOOXOAMMOMY YPOBHIO, a
npeaynpexaatowmne 0encTBus Hepeako HeobxoaMMbl ANs NOAAEPXKAHNSA 3TOro YpoBHSA. [Insa aTon uenm
yacto wucnonb3ytoT umkn "Plan-Do-Check-Act" (nnaHupoBaHue, ocCyllecTBneHNe, NpOBEpPKA,
aencreme).

Mpoueccbl NpoBedeHWs KOPPEKTUPYIOLMX WM Npeaynpexaarwlwmx OEUCTBUA SBNSOTCS, Kak
NpaBuno, aHanorMyHbIMn, U MOXHO MCMONb30BaTb OOHY OOKYMEHTarlbHO OOPMIIEHHYIO Mpoueaypy
ans oboux NpoueccoB C y4eTOM BXOOHbIX OaHHbIX M CPOYHOCTM NpoBedeHusa gencteuin (cm. 7.9.6 -
7.9.10).

7.10. KommeHTapuun, 4acte 10. BHegpeHue Bawlen cucteMbl MEHEIKMEHTA KayecTBa

7.10.1. PyKoBOACTBYEeTCS N CUCTEMa MEHeKMEHTa KavyecTBa Ballen opraHvM3aumMm BOCEMbIO
NPUHUMNAMM MEHEKMEHTA KavyecTBa, OPUEHTUPYIOLLMMM PYKOBOACTBO OpraHM3auuu B HanpaBreHun
yInyylleHnsa kayecTBa NpoayKLmM1 1 yCnyr 1 pesynbTaTMBHOCTU npouecca?

Bocemb npuHUMNOB MeEeHeOXMeHTa KaydecCTBa 4HABJIAIOTCA OCHOBOW ycnewHo D,eIZCTByI'OLLl,el‘/‘I
CUCTeMbl MeHe ) KMEeHTa, OpI/IeHTVIpy}OLLI,eIZCFI Ha Ka4yecTBO. Ba)kHO NoHMMaTb 3TN BOCEMb NPUHUMNOB U
3HaTb, KaK X NCNOJ1b30BaTb MNMpn Cco3gaHnun BalUen CUCTEMbl MEHEQXKMEHTA KayecTBa (CM. 7.1 6)

BHeapeHue cncteMbl MEHE)KMEHTA KadecTBa YacToO paccMaTpUBalOT Kak NPOEKT C MEHEAKEPOM
NpoeKkTa, KOTOpbIA OOMMKEeH BXOAWTb B COCTaB rpynnbl PyKOBOACTBA oOpraHu3auuu. Y MeHemxepa
npoekTa AofmKHa 6biTb B NOAYNHEHMWN FPyNNa BHEQPEHWS, B COCTAB KOTOPOW BXOAST NpeaCcTaBuUTENM OT
Kaykgoro noapasgeneHus opraHmsaumn. Onsa tonkoesanusa tpedosaHun FTOCT P MCO 9001 n okasaHus
NOMOLLN MeHeKepy NMpoeKTa MOXHO MOMb30BaTbCA ycryraMmu KOHcynbTaHTa. MeHemkep npoekta u



ero rpynna BHeApeHMs A0MMKHbl ObiTb 3HAKOMbI C MpoueccaMn U BuaaMm OesTenbHOCTU opraHu3aumu,
a TaKke NoHMMaTb BOCEMb MPUHLNMNOB MeHegKMeHTa kadecTBa u TpebosaHun TOCT P NCO 9001.

Heobxoammo paspabotatb nnaH npoekta ¢ rpadmMkoM, yCTaHaBNMBAOLLMM BbINOSTHEHWE MHOIMX
BMAOB paboT B pamkax npoekta BHegpeHus (cm. 7.1.5).

pynna BHeOpeHWs AOMMKHa MNpoaHanuanpoBaTb CYLIECTBYHOLLYD CUCTEMY MEHEeMKMEHTa Ha
npegMeT onpefeneHns HacTodALero ypoBHA KavecTBa NpoaykuuMuM U ycryr u paboumx MeTtodoB [0
onpegeneHns oCHOBbI CUCTEMbI MEeHeXKMeHTa KavyecTBa. CucteMa MeEHe)KMEHTa KayecTBa Ha OCHOBE
FOCT P NCO 9001 pgomkHa, HacKorbKO 3TO BO3MOXHO, MUCMONb30BaTb CYLIECTBYHOLME MPOLECChHI.
HoBble npoueccol, Tpebylowme AONOMHUTENBHLIX PECYPCOB, MOMYT 3adepXaTb BHegpeHMe CUCTEMbI
MeHeKMeHTa kadecTtBa Ha ocHoBe TOCT P NCO 9001, 1 nx He cnegyeT BKMYaTh B CUCTEMY, €CIN B
HUX HET HeobxoanmocTu ans obecnedeHus cootBeTcTBUSA TpeboBaHuam FTOCT P CO 9001.

Bbicluee pykoBOACTBO O0/MKHO obecneuntb WHGOpMMpOBaAHME TrPyNMbl BHEAPEHMS O Lensix
npoekta. Llenn gomkHbl ObiTb OCHOBaHbl Ha MOTPEOHOCTAX B YMy4ylEHWM KadecTBa BbIMOMHEHUSA
paboTt, 3heKTMBHOM MEHELKXMEHTE pPUCKOB, obecneyeHun KadecTBa nNpoayKuum w/vnn ycnyr,
yny4weHnn paboynx MeTo4oB U BEPOSITHOCTU cepTudmkauumn Ha cootseTcTeue Tpebosanunam FOCT P
NCO 9001.

Cnegyowmm warom siBnsieTcs naeHtudmrkauma obbema n tuna JOKYMeHTaumMm B COOTBETCTBUM C
TpeboBaHmamm FOCT P MCO 9001 npuMMEHUTENBHO K KOMMNETEHUMM COTPYAHWKOB W MeTodam,
obecneymBaoLWnM 3TN Npouecchl. pynna BHEAPEHWUsT A0MMKHA NaeHTUMUMpoBaTb COCTaBUTENEN UMK
ABTOPOB Pa3NINYHbIX JOKYMEHTOB, MEPCOHAar, OTBETCTBEHHbIA 3a Pa3fUYHblE CTaauM BHEOPEHUS U
CPOKM ucnonHeHusi. CocTaBUTENN OOKYMEHTOB HECYT OTBETCTBEHHOCTb 3a BEAEHME U NEPECMOTP
CBOMX NpoLeayp Wunu MHCTPYKLMIA MO 3KCnyaTauum.

Koroa paGoTa Hag OOKYMeHTamy 3aBeplueHa, COTPYAHWUKM OOMKHbl 3HaTb UX coaepkaHue, Kak
BbINOMHATb Npoueaypbl U MHCTPYKLMKM MO 3KChryaTauum MU Kak BECTM 3anucu, KOTopble HeEOBXOoaMMbI.
OHM pomkHbl ObiTb 3aMHTEpPecoBaHbl B He3aMeanuTenbHOM WX MNPUMEHEHUM, OCOBEHHO ecnu
npoueaypbl UM MHCTPYKLMKM MO 3KChnyaTauum sSIBNSTCA HOBbIMM UMM OTNNYAKOTCS OT NpeablayLumX
NpoLEeccoB U METO/OB.

Cuctema MeHemXMeHTa kavecTBa OyAeT MOMHOCTbIO BHEApPEHa, Korda Bce COTPYAHMKU
CO3HaTEeNbHO CTaHYT y4aCTHUKaMMU CUCTEMbI.

7.10.2. OcBegomrieHbl N COTPYOHWKM Ballen opraHu3auum o nonutuke B obnactn kavectsa u
COMNyTCTBYIOLLMX 3agadvax B obnactun kavyectsa?

CoTpyaHVKM OO0SMKHBI 3HATb MOMUTUKY OpraHusauun B obnactu kadecTtBa UM COMyTCTBYHOLIUE
3agayvn cUCTeMbl MEHEIXKMEHTA KadecTBa, KOTOpble pacnpoCTpaHATCs Ha obume U, B YaCTHOCTH, UX
cobcTBeHHbIEe (DYHKUMM N 06A3aHHOCTU. HekoTopble opraHusauun pasmMeLlaroT CBOK MOMAUTUKY Ha
Jocke O00ObABNEHWA W UCNOMb3YKT Apyrne cpencrea  uHdopMaumm Ons  NOCTOSIHHOM — ee
nonynspusaumm. COTPYOHUKN He AOMKHbI 3anoMuMHaTb NOMMTUKY B obnactu kadyecTBa, OAHAKO OHU
OOJDKHbI 3HaTb, YTO OHA O3HaYaeT U I4e OHWU MOTYT €€ YBUAETb.

7.10.3. MpoxoaaT nv MoAroToBKY COTPYAHWKM Ballel opraHusauuv Ansi BbiNONHeHUs paboTsbl,
BMUSIIOLLIEN HA KAaYeCTBO NPOAYKLUMM U YCIYr, U BeAeTe N Bbl 3anucu, NoateepxaaroLme ato?

Heobxoaumo BecTu 3anucu, nogTreepxaarowmne KBanuguKauMOHHbIE HaBbIKM U KOMMETEHLMIO
COTPYOHMKOB, a Takke Buabl paboT, KOTOpble OHM BbINOMHAKT B COOTBETCTBUM CO CBOEW
kBanudukaunen. Heobxoanmo BeCTu 3anucu, oTpaxawLime noTpebHOCTM B 06y4eHUn 1 NOArOoTOBKE U
OLEHKY adh(pekTMBHOCTN NpoBeaeHNsa 0ByyeHns n nogrotosku (cMm. 7.3.6).



BHyTpeHHMM ayauTopam TpebyeTcsa noarotoska no MeToAamM NpoBedeHns ayavTa.
7.10.4. Bbina nu nporpammMa BHyTPEeHHEN NpoBepKu kavyecTBa adpeKkTMBHO BHeapeHa?

Bce cocraBnswowme cuUCTEMbl MEHEOKMEHTa KadecTBa [AOMKHbl ObiTb MpOBEpPEHbl 00
cepTudukaummn ee Ha cooteetcTBue TpedbosaHmam FTOCT P MCO 9001. BonblUMHCTBO OopraHusaumi
NPUMEHSIOT MpPOLEeCC BHYTPEHHEW MNPOBEPKM KavyecTBa B pamKax MnfiaHa BHeOPEHWUd, MOCKOSbKY
BHYTPEHHASA NpoBepKka kadecTBa BCKpbIBaeT 06nacTu, B KOTOPbIX COTPYOHUKU HE BHELPUIN CUCTEMY.
[na npuBegeHUsa cMCTEMbl B COOTBETCTBME MOTYT ObiTb NPOBEAEHbI KOPPEKTUPYIOLLME AENCTBUSA (CM.
7.9.4).

HeO6XOLI,I/IMO Hanuyme 3anucun nposeneHHbIX BHYTPEHHUX MPOBEPOK KaydecCcTBa M nocrenyrwmnx
NpPOBEPOK. D,J'IFI noaTBepXxXgeHma npoeeaeHuns npoBepoK pasrmyHbIX (*)yHKU,VIIZ, npoueccos u npoaykunn
B 6y/:|,yLu,eM HGO6XOLI,I/1MO Hann4ymne nnaHa nposeneHnAa nNpoBepokK Ka4vyecTBa.

7.10.5. AHanusvMpyeT nu Bala opraHu3auus CcUCTeMY MEHeKMeHTa KadecTBa, Kak
3annaHMpoBaHo?

FOCT P NCO 9001 ogHO3HA4YHO M OMNpPederieHHO YyCTaHaBnMBAET MyHKThbl, MoAnexawue
BK/TIOYEHMIO B aHamnu3 CO CTOPOHbI PYKOBOACTBA, U pe3yrbTaTbl, KOTOPbIE OOMKHbI OblTb MOMy4YEHbI.
CepTudmkaumm cuctembl MeHemKMeHTa kadectBa Ha cootBetctBue TOCT P NCO 9001 pormkeH
npegwecTBoBaTh MepBOHaYanbHbIA aHanM3 Cco CTOPOHbl PYKOBOACTBA. Takow aHanui Oyaer
OKOHYaTEeNbHOW MPOBEPKON ANs onpeneneHus creneHn apekTUBHOCTU BHEAPEHMS HOBOW CUCTEMbI
MeHeMKMEHTA KavyecTBa N HEOOXOOMMOCTU NPOBEAEHUS JanbHENLWNX OencTBui (cMm. 7.3.9).

Heo6xoamMmo BECTU 3an1cy aHanmsa co CTOPOHbI PyKOBOACTBA.

7.10.6. O6ecneunBaeTca nNu ynpaeneHWe AOKYMEHTaMM B Ballel opraHu3auun OOSMKHbIM
o6pa3om B COOTBETCTBMM C TpeboBaHMAMU JOKYMEHTanbHO opopMneHHon npoueaypbl?

YnpaBneHne OKYMeHTaMu JOMKHbIM 06pa3oM SIBMSETCH BaXKHbIM A5 YCMNELWHOro BHeAPEeHUs 1
nogaepxaHums B paboyeM COCTOSIHAM CUCTEMbI MeHeKMeHTa kadyecTtBa. COTPYAHUKN OOITKHbI UMETb
nocrnegHne Bepcun AokymeHToB. B cooteetctBuM ¢ TpeboBaHnsmmu OCT P MCO 9001 nopg
ynpasneHne nognagaoT cneaytowme JOKYMEHTbI:

- 3asBnNeHns o NoNUTUKe B 06nacTy kKadecTBa U Liensx B 00MnacTu KayecTBa;

- PyKOBOACTBO MO Ka4yecTBy;

- LWECTb JOKYMEHTanbHO 0popMIIeHHbIX NpoLeayp;

- WHCTPYKUMM NO NMaHUPOBAHWIO, BLINOMHEHMIO pPaboT M ynpaBneHuto (MHCTPYKUMM MO
aKcnnyartauun);

- 3anucy;

- OOKYMEHTbI BHEeLWHero nponcxoxneHusa, npeacraBsrieHHbIe I'IOTpe6I/ITeJ'IFIMI/I n apyrumMmmn, KOtTopbie
HeoOXxoanMbl NS CUCTEMbI MEHEIXKMEHTA Ka4yecTBa;

- OOKYMEHTbI, HeO6XO,EI,I/IMbIe opraHnsauunn and SC*Jd)eKTVIBHOFO nnaHnpoBaHnA,
(*)yHKLI,I/IOHVIpOBaHI/IFI 1 ynpasneHna npoueccamm CUCTEMbl MEHE)KMEHTA KavecCTBa.

MpUMEHEHNE WHCTPYKUMA MO 3SKCnnyaTauMuM pacCcMOTPeHO B 4Yactu 4. B OTHOWeEHWM
AoKymeHTaumm, Heobxoammon ana FOCT P UCO 9001 (cm. 7.4.7), 6bina caenaHa cebinka Ha FTOCT P



NCO/TO 10013.

B HekoTOpbIX OpraHusauusax WCMnonb3ylT COOCTBEHHYIO BHYTPEHHIO KOMMbIOTEPHYIO CeTb
[HasbiBaemyto yacto WMHTPAHET (INTRANET)] ans obecneyeHns  OOKyMeHTaMuM  BCeEX
COOTBETCTBYIOLUMX MPOU3BOACTBEHHbLIX YYaCTKOB W HanmuMuua MNOCNeAHUX YTBEPXOEHHbIX BEPCUN
AOKYMEHTOB. MHorme opraHm3aumm no-npexHemMy Ucnonb3ytoT u o6ecneynBaloT Hanmyne JOKYMEHTOB
B BymaxxHOM BapuaHTe. LlenecoobpasHo yTunmampoBaTb BCE yCTapeBLUME OOKYMEHTbl B GyMa)KHOM
BapuaHTe U UCKMIYNUTb X HaNM4YMe Ha NPOM3BOACTBEHHbIX y4acTKax B NpoLecce BHEAPEHUS CUCTEMbI
MeHe)XKMeHTa kayecTsa.

Ecnn pokymeHTamn He ynpaBnsitoT OOSMKHbIM 06pasoM, ycTapeBLUME KOMUU LOKYMEHTOB He
YCTPaHSIOT U UCMNONb3YOT HEYTBEPXAEHHbIE MHCTPYKUMKW, 3aMETKU U APYry0 MNUYHY0 MHOpMaLumIo,
3TO BbLISBNAOT, Kak npaBwno, B npouecce ayauTOPCKUX MNPOBEPOK, YTO MPUBOAUT K
HeyaOoBNEeTBOPUTENBHOWN OLeHKe Npu cepTUdUKaLnn.

7.10.7. Ectb nun BCE HeO6XO,EI,I/IMbIe 3arnncum no Kavecrtesy " obecneumBaeTcs nu nx ynpaslieHne B
COOTBETCTBUU C Tpe6OBaHVIF|MI/I OOKyMeHTalrlbHO Od)OpMJ'IeHHOIZ npou,ep,ypbl?

B cootBetctBun ¢ TpeboBaHuammn FOCT P MCO 9001 cneagyet paspabortaTb npouenypy
ynpaBneHnst 3annucammn, KoTopble HeOOXoOuMbl AN BbINOSIHEHMS MHOTMX TpeboBaHWA M, BO3MOXHO,
APpYrnx BUAOB OeATENbHOCTH.

Hwxe npegctaBneH nepeyeHb MyHKTOB CO cchifikamu Ha TpeboaHms TOCT P MCO 9001, no
KOTOpbIM criegyeT BeCcTU 3anucyu B COOTBETCTByKOLWEM dopmarte B OymMaxHOM BapuaHTe unv B
KOMMbloTepHON 6a3e AaHHbIX:

- 3anmncu aHanmsa co CTOPOHbI pykoBoAcTBa (MyHKT 5.6.1);

- 3anuncum o 4YenoBeYvecknx pecypcax (MyHKT 6.2.2);

- 3anncn o COOTBETCTBUM U NpouecCax XN3HEeHHOro uukna npoaykuum [I'IyHKT 71, nepevuncrieHne

d)J;
- aHanu3 TpeboBaHMN, OTHOCALMXCA K NPOAYKUNK (NYHKT 7.2.2);
- TpeboBaHus K NpoeKkTupoBaHuto/pa3paboTke (MyHKT 7.3.2);
- aHanu3 npoekTa n pa3paboTku (NyHKT 7.3.4);
- Bepudmkaums npoekta n paspaboTkm (NyHKT 7.3.5);
- Banuaaums npoekta u pa3paboTtku (nyHKT 7.3.6);
- U3MeHeHUs npoekTa 1 paspaboTku (NyHKT 7.3.7);
- OLleHKa MOCTaBLLUMKOB U cUcTeMa KOHTponsa (NyHKT 7.4.1);
- Banuaaums npoueccoB (NyHKT 7.5.2);
- 3anncu NpocnexmnBaemocTu (NyHKT 7.5.3);
- cOOCTBEHHOCTb NoTpebuTenen (NyHKT 7.5.4);

- 3anuncu kanubpoeku (nogpasgen 7.6);



- BHYTPEeHHNe ayauTbl (MpoBepkKn) kavecTBa (MyHKT 8.2.2);
- 3anucb BbiNycka NPoayKumK (MyHKT 8.2.4);

- 3anmcu HecooTBeTCTBUA (Nogpasaen 8.3);

- 3anncu KOppekTupyoLwmx aenctemm (NyHKT 8.5.2);

- 3anucuK npegynpexaarLwmx AeucTeun (NyHKT 8.5.3).

HekoTopble K3 3TUX 3anuMceir MoOryT OblTb HEHYXXHbIMM B 3aBMCMMOCTM OT XapakTepa
Npou3BOACTBa, OAHAKO UX UCKIMHOYEHNE OOIMKHO ObiTb AOKYMEHTaNbHO OOPMIIEHO B PYKOBOACTBE MO
KayecTBYy BMECTE C UCKIMYeHMAMN U3 pasgena 7. OpraHvsaums OorkHa BECTM 3anucu no pasgenam 5,
6n8IrOCTP NCO 9001.

OpraHusaumsi MOXeT BeCTM 3anucu no noggepxaHuio obopydoBaHust B pabovyem COCTOoSHUM,
NMPOLIECCHOMY YMNpaBIieHNto, YAOBMETBOPEHUIO noTpebutenen, KkadecTBYy BbINONHEHUS pPaboThbI
nocTaBLMKaMM U T.4. ONS NONYyYEHUst OaHHbIX, KOTOpble MOryT OblTb MCMONb30BaHbI MpPU aHanuae
KayecTBa NPOWM3BOACTBA MNPOAYKUMM W pe3ynbTaTUBHOCTM MNPOLIECCOB, a TakkKe ANs OUEHKM npwu
npoBeaeHnn aHanmaa co CTOPOHbI PYKOBOACTBA.

7.10.8. MNpusHaTCa N1 1 NOAOEPXKUBAKTCA N BbICLUMM PYKOBOACTBOM BO3MOXHOCTU Ballen
opraHusauuu ansa npoBedeHus KOppekTUpYLWmnX 1 npeaynpexaaowmnx encTBUA U BbINOMHAKTCS v
Takne AenCTBUSA B COOTBETCTBUU C JOKYMEHTaNbHO OPOPMIEHHOM NpoLeaypon?

Onpep,eneHHble BO3MOXHOCTU ANnA npoBeaeHUA KOPPEeKTUpPYrLnx ,El,el‘;ICTBMIZ 6yD,yT, BO3MOXHO,
I/I[J,eHTI/I(*)VILI,I/IDOBaHbl B npouecce BHeOpeHunA W noarBepadr, 4ToO npouecc [J,el7ICTByeT n ABNn4AeTcd
Sq)d)eKTVIBHbIM. I'Ipenynpemp,arou_l,me ,D,eVICTBMﬂ ABIMAKTCA D,GIZCTBI/IHMI/I Ha nepcnekTtnBy, BO3MOXHO,
HeNb3A NpuBeCTU NpnMepbl TaKNX [J,el7ICTBI/IIZ B npouecce BHeaApeHNA CUCTEeMbl MEHEOXMEHTA Ka4veCTBa
(cm. 7.9.11 1 7.9.12).

Mpn npoBeaeHUN KOPPEKTUPYIOLLMX NN NpeaynpexaarLmx Aenctemi Heobxogumo cobnogatb
Bce TpeboBaHMA npouecca M BecTu 3anucu. Heobxogmmo Takke Hanuume 3anucu (Noanucu),
noateepxaaroLlen appekTMBHOCTbL NPOBEAEHHBIX AENCTBUN.

7.11. KommeHTapun, vactb 11. Ceptndmkaums n nogaepxaHme B pabodem COCTOSSHUM CUCTEMBI
MeHeKMeHTa KayecTBa

7.11.1. 3HaeTe nu Bbl, No4yeMy noTpebutenu TPebyrT OT CBOMX MNOCTABLUMKOB Hanmn4us
3aperncTpmpoBaHHON/CEpTUPMLNPOBAHHON  CUCTEMbI  MEHEKMEHTaA  KayecTBa, OTBevaloLllen
TpeboBaHuam FOCT P NCO 90017

lMockonbKy Bbl OTBETUAN "HET" Ha 3TOT BOMPOC, HUXENpuBEAEHHas MHdopmauus MOXeT OblTb
nonesHa Ans sac.

KonnyecTtBo npuMMEHsiEMbIX CTaHOAPTOB MO MEHEMKMEHTY KayecTBa YBENUYUIOCH C TOro
BpeEMEHU, Korga oHu Obinym Bnepsble onybnunkoBaHbl B 1987 r. n ctanu nNpusHaHHbIM METOOOM,
obecneymBaoLWmnM BbIGOP MM NOEHTUMPUKALMIO NOCTaBLUMKOB, CMOCOBHbIX OTBeYaTb NOTPeBHOCTAM
KPYMNHbIX oOpraHm3aumi. MHorme KOHKYpPeHTbl Ha pblHKE npunaralT BCe Yycunus, 4YToObl cTaTbh
NnocTaBLUMKaMN AN KOMnaHun. HekoTopble M3 HUX ©onee HagexHble UM MeHee HadeXHble, Yem

Aapyruve.

B npowsioMm MHOrnme KpynHble opraHun3aunm Hanpaesndanm ayantopoB W KOHTPOJNiepoB And
noaTBepXxgeHna cooTBeTCTBUA NOCTaBLUMKOB KX Tpe6OBaHI/IFIM M yCNnoBnUAM KOHTPAKTOB Ha 3aKYMKy.



Pacxogbl Ha ayauTbl M NPOBEpPKM Ha MPOM3BOACTBEHHbIX Yy4yacTkax 3HauYUTenbHO yBenuyuBanu
pacxogbl Ha MPOAYKUMIO U 3agepXuBanu noflydeHue BaxHbix noctaBok. TOCT P NCO 9001 Ha
CUCTEMY MEHeIXXMEeHTa KayecTBa MpU3HaH BO BCEM MMpEe KaK YyCrewHO OEeNCTBYIOLWUA UHCTPYMEHT,
obecneumBaroLmi nocnegoBaTenibHOE KayecTBO MNPOAYKUMW, YTO MPMBOAUT NPW NPaBUiIbHOM €ero
NPYMEHEHUN K COKpaLLLEHUIO PAcXOA0B 3aKyMOYHbIX OpraHn3aumi. Bo MHOrMx crnyyasx opraHvsauusam un
KomMnaHusmM Heobxoammo npoBepuTbes/ceptudunumpoBatbca Ha cooTtBetctBne NOCT P MCO 9001,
4TOObl BONTW B NepeyeHb KBanMuUUMpPOBaHHbIX NOCTABLUMKOB 3aKyNOYHbIX U/UIN NPaBUTENbCTBEHHbIX
opraHusaumn.

MokynaTtenun MoryT no-npexxHemy nokynaTtb NPOAYKUMIO y NoO0ro nocTasBLiMKa Ha OCHOBE LiEHbI U
CPOKOB MOCTaBKM 1 NPW 3TOM CO3HATENMbHO UATU HA PUCK NOSyYUTb He TO, YTo MM Hago. FOCT P NCO
9001 He rapaHTMpyeT OOCTMXKEHUS uaearnbHOM CUTyauun, OOHAKO OH yKasblBaeT OpraHus3auum nyTb,
obecneymBatoLLmiA yryylleHMe KadecTBa MPOAYKUMW WKW YCNnyrk, B pesynbTaTe 4ero oT 3TOro Bce
nosny4ar nonbay.

7.11.2. JkcnopTvpyeTe N Bbl CBOK MPOAYKUMIO UM YCAYrM NokynaTensM Ha PbIHKA OpYyrnx
CTpaH, koTopble TpebytoT cooTBeTCcTBMS MCO 9001 kak HeobxoaMMoro ycrnosus BegeHus gen?

3aKkynkm y MWHOCTPaHHbIX MOCTaBLIMKOB 6onee pucKOBaHHbI, YeM 3aKymnku Yy MECTHbIX
NMOCTaBLUMKOB, OAHaKo TpeboBaHMe BalUMX MOCTABLUMKOB MPOBEPKM/CEPTUDMKALUN HA COOTBETCTBUE
FOCT P UCO 9001 BcensieT ewe Gonbluyld yBEPEHHOCTb B coBepluaemon caenke. Nokynatenu B
HEKOTOpPbIX CTpaHax W pervoHax Oonee TpeboBaTenbHbl K OpraHu3aumsiM, KOTopble He
ceptucumumpoBaHbl Ha cootBetcTBue TOCT P UCO 9001. B cBA3M C 9TUM AN 3KCNOPTUPYHOLLMX
opraHv3aumnmn HeobxoaMMo NOHATL TpeboBaHNS PbIHKOB, Ha KOTOPbIE OHM XOTAT AKCNOPTMPOBATL CBOKD

NpoAYKLMIO.

7.11.3. 3HaeTe nu Bbl, KaK BbIOpaTb NOMb3YyOLWMIACS aBTOPUTETOM NPOdECCUOHAbHBIN OpraH no
cepTudmkaumm/npoeepke?

OpraHunzaumm MoOryT camm 3asiBUTb O COOTBETCTBMM CBOMX CUCTEM MEHEeKMeHTa KadecTBa
TpeboBaHuam FOCT P NCO 9001. OgHako Takasa NpakTMKa He NoJslyyuna LWMPOKOro pacnpocTpaHeHus
1 Npu3sHaHus. MNoTpebuTens Takke MOXET NPOBEPUTb NOCTaBLUMKA U 3asiBUTb O COOTBETCTBUN CUCTEMDI
MeHemkMeHTa kadecTtBa TpeboBaHnsam FTOCT P MCO 9001. K coxaneHuto, opraHnsauum He O4YeHb
3auHTepecoBaHbl B cepTudukaumm CBOMX nocTaBwukoB. Hambonee obwmm noaxogom Ang
opraHmsaumm saBndeTcs cepTudumkaumna unm npoBepka TpeTben CTOPOHOM, Ha3blBaEMOW OpraHom Mo
cepTudmkauuun/aygnTy. Takme opraHbl cneunanuanpyoTca B NOATBEPXKAEHUN HANUYKS y OpraHu3aummn
CUCTEMbI MEHEKMEHTA kadecTBa U ee cooTBeTcTBMSA TpeboBaHmsm FTOCT P MCO 9001. OHu camum
aKKkpeguTOBaHbl opraHaMy MO akkpeauTauuMm U OOSMKHbl B cBOen paboTe cobnogatb pyKOBOACTBA,
onybnukosaHHble MICO n MOK gnsi perynupoBaHusi Bcero npouecca ceptudmkaumm/npoBepku.

Cnegyetr otmetuTb, 4TOo cama opraHmsauma WNCO He oueHMBaeT COOTBETCTBUME CUCTEM
MeHemkMeHTa kadectBa TpeboBaHuam MOCT P NCO 9001 u He BbigaeT cepTudmkaTbl COOTBETCTBUSA
TpeboBaHuaM aToro ctaHgapta. Ceptudmkaumio nnu ayauT BbINOMAHAKT He3aBmucnmo oT MCO Gonee
TbICSMM OpPraHoB MO cepTudpmKaumMm wunu ayauTty, akTUBHO AENCTBYHOLUMX HA HaUMOHANBbHOM WM
MeXOyHapOO4HOM YPOBHE.

TepmuHbl "cepTudunkauma” u "nposepka” nNpuMeHsAOT B 6onee LWMPOKOM KOHTEKCTE OLEHKM
COOTBETCTBMSA, YeM Tonbko B rpaHuuax FOCT P NCO 9001, n ctaH@apTM3OBaHHblE onpegeneHns
noaTBEPXKOAKT, YTO OHM He ABNATCA CcuMHOHMMamu. OpgHako B koHTekcte TOCT P MCO 9001
TepMUHbI "cepTudukauma” n "nposepka” MCMOMb3ylOT B3auMo3ameHseMo 1 oba TepMuHa o3Ha4varoT
ogHo 1 10 xe. OgHOMY U3 TEPMUHOB OTAAIOT NPeanoyTeHVe B 3aBUCMMOCTU OT CTpaHbl. AHanNorM4Ho
3TOMy oOpraHbl, Bblgawowme cepTtudukatel Ha cootBetctBne NOCT P UCO 9001, HasbiBaT B
HEKOTOpbIX CTpaHax "opraHbl Mo cepTudukauun”, a B ApPyrMx - "opraHbl No peructpauuun” wnnm



"perncTtpatopsbl".

Xota NCO mn He ynpaBnseT opraHamu no ceptudukaumm, oHa CnocoOCTBYET MPUMEHEHUIO
Hanbonee adhhekTUBHbIX METOAOB MEHEMKMEHTA KayecTBa 1 obecneynBaeT nocrnenoBaTenbHOCTb UX
pestenbHocTn 4vepes NCO/M3K 17021:2011 "OueHka cootBeTcTBUSA. TpeboBaHMA K opraHam,
obecneymBaLWnM ayguT n cepTUdMKaLmMio CUCTEM MEHeIKMEHTA", KOTOpbIA ycTaHaBnmBaeT obLune
TpeboBaHMA K opraHam, MPOBOSALLUM OLIEHKY U cepTUdMKaLMIO/MPOBEPKY CUCTEM MEHEeLKMeHTa
kayecTBa Ha ocHoBe 1CO 9001.

7.11.4. 3aknounna nu Balla opraHmMsauus cornaleHme ¢ opraHom no ceptudukaunn/npoepke?

lMepeyeHb opraHoB No cepTudukaunn/NpoBepke MPUBOAMTCH, KakK MNpaBumo, B XypHanax no
KayecTBYy, TenedoHHbIX cnpaBovHuMKax U B WHTepHeTe. Hanpumep, MexayHapoaHbin gopymMm no
akkpeguTauum npuBoauT nepeyvyeHb CBOUX OPraHoOB-YNeHOB Ha caunTe B VIHTepHeTe (http://www.iaf.nu).

OpraHbl-4neHbl NPUBOAAT NepeYvYeHb OpraHoB Mo cepTuduKaumMm/npoBepke B CBOMX CTpaHax Ha
canTte B VIHTepHeTe. MHdopmauuio no opraHam ceptudmkaumm/npoepkn Ha cootBeTcTBue NCO 9001
MOXHO Mony4nTb B AokyMeHTe "OpraHbl akkpeguTauumn n ceptudmkauumn Ha coorsetctane NCO 9001
n CO 14000" Ha canTte NCO (http://www.iso.org).

PekomeHayeTcs npurnacuTb HECKONbKO MNPeACTaBUTENEn 9TUX oOpraHv3aumi K Bam B
opraHusaumio, 4YTobbl OHM MNOMy4YMnIM NOAPOOHYK WHOpMauuK O HerW M y3Hanm o6 obnactm
AeATenbHOCTM Heobxoammon BaM cepTuduKaumm/NpoBEPKN. 3aTeM OHU CAenaltT Bam NpPeanoxeHune
Mo CBOWM ycCriyram, CTOMMOCTM YCINyr W CPOKam MpPOBEAEHUS OLEHKM, CcepTUdUKaLMU/MPOBEPKU.
KoHcynbTaHT Ballen opraHusauum no CUCTEME MEHEKMEHTa KavecTBa [OOMKeH ObiTb crnocobeH
oKasaTb NMoMoLlb B Bbibope Hanbonee npvemnemMoro opraHa no ceptudukaumm/npoBepke AN Hee u
Hanbornee ahPeKTMBHON NporpamMmmMbl cepTUdOMKaALMMU/NIPOBEPKN.

CepTudpmkat BbIgAOT CPOKOM Ha Tpu roga u 6onee (B Poccum naTtb neT), 0OAHAKO OH MOANEXUT
MOCTOSIHHOM  MHCMEKUMOHHOW MpOBEpKe CO CTOPOHbl oOpraHa no cepTtudurKaumm/npoBepke.
MHcnekumnoHHbIe NpoBepPKM MOryT BbITb NPOBeAEeHbl Yepes pasnnyHble HTepBarbl BPEMEHN B TeYeHne
BpeMeHn pJenctems ceptudukata. BakHO yCTaHOBUTbE XOpoLlMe OTHOLIEHUS C OpraHoMm no
cepTudmkaumm/npoBepke 1 BegyLMM ayauTopoM, KOTOpblE€ 3aHMMAlOTCsl Ballen opraHusauuen. B
KOHLLe CpoKa OencTBus cepTudumkata opraH no ceptudmkauum gormkeH BblaaTb HOBLIWM cepTudumkaTt no
pesynbTaTtamMm MepeoLeHKM Ballen CUCTeMbl MeHeKMeHTa kadectBa. B npoTuBHOM criyyae Bbl
nmuuntecb ceptudpmkauumn. Ecnu Bac He ycTpauBaeT [OeATenbHOCTb Ballero opraHa Mo
cepTundmkaumm/npoBepke, Bbl MOXXETE 3aMEHUTL €ro B Ntoboe Bpemsl, ogHako LenecoobpasHee genatb
3TO Npu NOBTOPHOW cepTUdmKaLmn/npoBepke CUCTEMbl MEHEDKMEHTA KayeCcTBa.

7.11.5. logrotoBneHa nu Balwia opraHu3auus SOMMKHbIM 06pa3oM K MPOBELEHMIO OLIEHKM
opraHom o cepTudurkauun/nposepke?

Mpouecc cepTudukaumn/npoBepkn BKoYaeT paOBa 3dTana. [locne Bblbopa opraHa no
cepTnmKaLmMm/npoBepKN U MNOAMUCAHUS KOHTPaKTa MpPOBEepsAoT AOKYMEHTauuilo Ballel CUCTEMbI
MeHeoKMeHTa kadectBa. OpraH no ceptudukaumm/npoBepke [nOOMKEH MoATBEpPAUTb, YTO Bbl
onpenenunu Npouecchl, KOTopble BNUSAIOT Ha Ka4eCTBO, U ayauTop M3 opraHa cepTudmkaLmm/npoBepkn
npoBefeT coBelllaHne C PYKOBOACTBOM, YTOObI UMETh NpeacTaBneHre O BallmMx npoueccax.

AyaouTtopckass rpynna npoaHanuaupyeT Balle pPyKOBOACTBO MO KayecTBY, [OOKYMeEHTanbHO
ohopMIeHHbIE Npoueaypbl U COOTBETCTBYHOLLUME OOKYMEHTbI, YTOObI NOATBEPAUTL ONUCAHNE CUCTEMDI
MeHeXXMeHTa KayecTBa B COOTBETCTBMM C MUCbMEHHbIM COOEpXaHMEM [OOKYMEHTOB U ee
cootBeTcTBue TpebosaHmam FOCT P NCO 9001. Bac moryT nonpocuTb MNPOSACHUTb HEKOTOpbIe
acnekTbl M npeacTtaBuTb Gonee nogpobHyHO MHGOPMaUUIO NO APYrMM acrektam, OTpaKeHHbIM B
pyKoBOACTBE MO KayecTBY UNW Apyron AOKyMeHTauuu. 3Ta 4YacTb npouecca cepTudumkaLmm n3BectHa



Kak NpoBepka Ha COOTBETCTBUE UMM NPOBEPKa AOKYMEHTALMMN.

OpraHbl no ceptudmkaLmMm/npoBepKke XOTAT, Kak NpaBuno, BMAETb paboyne 3anucm He MeHee
4yeMm 3a Tpu Mecsua, KOTopble NOATBEPXKOANOT, YTO cucTemMa, oTBevarLwasa Tpebosannam FOCT P CO
9001, pencrByeT 1 aBnseTca apPeKTUBHON. ITO O3HAYAET, UTO CTaausa BHEAPEHUS npogorkanachk B
TeYyeHne Tpex MecdueB wunum 6onee, BHYTPEHHME MPOBEPKU 3aBepLUEHbl, aHanmM3 CO CTOPOHbI
pPyKOBOACTBA MNPOBEAEH, a KOPPEKTUpyloLMe unn npedynpexgarolime OencTtBus npoBedeHbl unu
Haxo4sTCA B NpoLecce NpoBeAeHNs.

HekoTopble opraHbl Mo cepTudMKauuMu/npoBepke MOryT MPOBOAUTL  HeoGA3aTenbHYyo
npeaBapuTenbHY0 OLIEHKY AnA MOATBEPXOEHUs Balleil roTOBHOCTM KO BTOPOM 4acTu npolecca
ayauTa, HasblBaeMoro ayauToM COOTBETCTBUSA. Takas OLeHKa npeacTaBnsieTcs LenecoobpasHomn,
OCOGEHHO ecnM y Bac He OblNo KOHCYNbTaHTa, MOMOraloLero npoueccy BHEAPEeHWUs, U Balla
rOTOBHOCTb AIBNSAETCA NpeaMeToM Ans GecrnokoicTBa. BTopbiM 3Tanom sBnseTcs ayamMT COOTBETCTBUS,
KOTOPbIA MPOBOAAT B CPOKM, COrfacoBaHHblie o6evmu cTopoHamu. [lpu npoBedeHWM ayauTa
COOTBETCTBUS HEOXMAAHHbIE MOCELLEeHNS UCKMoYaloTcsa. AyauT NPOBOAAT B COOTBETCTBUM C NIaHOM U
rpadonkoM, CornacoBaHHbIMU 3apaHee opraHusaumen 1 ayaMTopoM.

7.11.6. ['oTOBbI NK BaluM COTPYOHMKU K OLIEHKE M 3HAIOT N OHW, Kak BeCcTn cebs npu BCTpeye ¢
ayaMTopom?

B npouecce aTtana BHeapeHWst BaluM COTPYAHMKU CTaHyT Gonee ocBeOOMIIEHbI O CTPEMIIEHMM
Ballen opraHm3auum nNponuTn ceptudmkauuio/npoepky Ha cootsetctene NOCT P UCO 9001. BaxHo
npeacTaBuTb HEOOXOAMMYKO MHpOPMaUMO, HanNoMUHaHKA U obecnevnTb NOAAEPKKY COTPYAHMKOB MO
Mepe roTOBHOCTM K OLEHKE UK ayauTy Ha COOTBETCTBUE TpeboBaHMAM cepTUdUKaLnN.

LlenecoobpasHo onucaTb NPOLIECC OLEHKM W HanoMHWTb BCEM O TOM, YTO ecnu um Oyaer
3agaBaTb BONPOCHI ayauTop, TO OHW A0MKHbI OTBEYaTb Ha HUX YECTHO U ncyepnbiBatowwe. OHM OOMKHbI
BO3OepKMBaTbCHA OT 06LIEe ANCKYCCUM O TOM, Kak OHM paboTaloT Ha opraHM3aumio.

AyouTopbl npu  npoBedeHUn cepTudpmkauum OyayT u3ydaTb 3anucu  OeATEenbHOCTU B
cootBeTcTBMM ¢ TpeboaHmamm FTOCT P NCO 9001. CtanHgapT OAHO3HAYHO MAEHTUMULMPYET 3anmcu,
KOTOpble OHM OOIMKHbI YBUAETb, U ayAUTOPbI CAENaT BCE BO3MOXHOE A1151 NOSNyYEeHUst Takux 3anuncen.
OHu B6yayT uckatb ¢pakTbl U OOKYMEHTanbHO OOPMIIEHHbIE OOKasaTenbCTBa, MOATBepXxaatoLlime
NpaBubHOE BbINOIHEHNE HEOBXOANMbIX BUAOB paboT (cm. 7.10.7).

7.11.7. 3HaeTe Nu Bbl, KaKk oNpeaensaTb, ABNATCA N BbIBOAbI U pe3ynbTaTbl OLEHKN XOPOLUMMM
WU NIoxumm?

OuEeHKY MpoBOAST B COOTBETCTBMM C NMAHOM, U Beadylwuii ayauTop HanpaBnsieT BCEM KOMUHO
nnaHa 3apaHee, YTOObl Bbl MOMMM NOArOTOBUTLCA. PaMunum ayaAMTOPOB YKasbiBalOT, Kak npaBuso, B
rpacpmke npoBeaeHUs ayauTa.

Ha nepsomM 3acegaHun 4YneHbl ayﬂ,I/ITopCKOIZ rpynnbl npeacrtaBnAlTCA U OTBEYaKT Ha BOMPOCHI.
Ay,EI,VITOpr OOBSACHSAIOT, Kak 6yneT npoxoAnTb OUEHKa M Koraa U Kak pes3yrnbTaTthbl 6yIJ,YT agoBeneHbl a0
cBedeHNnA pykoBoaCTBa.

3atem npoBoAAT OLUEHKY B COOTBETCTBUM, HACKOJIbKO 3TO MakCMMalribHO BO3MOXHO, C njiaHOM.
38BepLIJa}0LIJ,I/IM cobbITEM SABMSIETCA 3aKITOUUTENBHOE 3acegaHmne, Ha KOTOpPOM Be,D,YLLI,VIVI ayouTop
XapaKkTtepusyeT pesynbTaThbl, nocneaywwmne OencTBmna n nposoaunT 060y)K,D,eHVIe pe3yrnbTaToB.

[okasaTenbcTBa, MOMyYeHHble ayauTopamu, COMOCTaBNAT C  KpUTepusMu  ayauTa
(NpUMeHsIEMbIMM MONUTUKON W LENSMU KOMMaHUW, pyKoBOACTBaMM, mnpoueaypamu, UHCTPYKUMSMMU,
KOHTpaKkTaMu u pernameHtamu). Pe3ynbTathl ayauTa, BKNoYash HECOOTBETCTBUS, €CINN TAKOBble €CThb,



Pas3bsCHAIOT U OOKNaAbIBalOT PYKOBOACTBY MpU 3aBepLUEHMM ayauTa NPOM3BOACTBEHHOIO yyacTka Ha
oduumanbHOM 3acefaHun C PYKOBOACTBOM, KOTOPOE HasblBaeTCs 3aKMUMTENbHbIM 3acedaHueM.
AyauTopbl  OnpeaensitoT HecOOTBETCTBME KakK 3HauMTENbHOE WNU He3HauuTenbHoe. PesynbTatbl
HabnioaeHui Takke NPUHUMAOT BO BHUMAaHUE.

3HauyMTenbHOE HECOOTBETCTBUE YKA3bIBAET, YTO:
- KOMNaHWAa He cMorna BHeapuThb Nobyto ogHy Yacte CMK nnm nonHoCTbIo;

- NO6OI KOHKPETHBLIV OTAEN KoMnaHuu He cmor BHeapuTb CMK B cooTBeTCcTBUM C TpeboBaHUAMU
K HEMY;

- 0BOHapY)XeHO HECKOSbKO HE3HAYUTENbHbIX HECOOTBETCTBUA B BbINMOSIHEHUM OOHUX W TEX Xe
TpeboBaHuii kK CMK.

He3HaunTenbHoe HEeCOOTBETCTBME O3HAYAET HanuuMe OTAENbHOro Cryvyas HEeCOOTBETCTBUSI C
YCTaHOBIEHHbIM Npoueccom unm TpebosaHmem k CMK.

HaGniogeHve ykasbiBaeT, YTO €Cnv CUTyauusi, YCTaHOBIEHHas B npouecce ayauTa, He Oyaer
paccMoOTpeHa, TO 3TO MOXET NPUBECTU K HECOOTBETCTBMIO B OyAyLLEM.

Mpn BbISBNEHWM  3HAYUTENBHOTO HECOOTBETCTBUS  pPEeKOMeHZauumi no  cepTudumkaumm
OTKnagbIBaloT 40 BepUmKaLmm KOppeKTUPYIOLLNX AEACTBUA NOCPEACTBOM KOHTPOSIbHOW NPOBEPKMU.

Mocne nonyyeHuns rpaduka opraHM3auMn No KOPPEKTUPYIOLMM OEACTBUSIM pekoMeHZaumuu no
cepTudmKaumm onpeaensieT Bedywuii ayamTop (PyKOBOAMTENb rpynnbl ayaAUTOPOB), U UX B YCTHON
cdopme 0oBOAST A0 CBEAEHMSI OpraHU3aLmMmn Ha 3aKIYMTENIbHOM 3acefaHuu.

Ha ocHOBaHWM pekomeHOauun BepyLwlero aygutopa W NOcne He3aBMCUMOro aHanmsa 3TUX
pekomMeHOgaumMi opraHoMm Mo ceptudukauuMmM nocneaHuii  BblgaeT cepTudumkaT  OpraHuM3auumu.
CepTudukat BbIAT Ha onpeaeneHHy o6nactb AeATEeNbHOCTM U NPOAYKUMIO, MO KOTOPbIM
opraHunsaums BHegpuna QMS.

OpraHusaums nony4vaeT cepTuduKaT UM OKYMEHT, YAOCTOBEPSIOLNIA NPOXOXKAEHNE NPOBEPKY,
Kak npaBuIlo, Yepe3 HEeCKOSIbKO HeAdenb M MOXET 3asiBNATb O TOM, YTO OHa CepTMdULMPOBaHa Unn
nposepeHa Ha cooTtBeTcTBue NOCT P UCO 9001, kak ykazaHO B obnactn OedATenbHOCTU CUCTEMbI
MEHe)KMeHTa KayecTBa.

7.11.8. OceegomneHbl i Bol 0 TOCT P CO 9004 u gpyrMx OOKYMEHTaxX MO PYKOBOOSLLUM
NOJIOXXEHNSAM?

Bo "Beegenunn" k TOCT P MCO 9001 ckasaHo, yto FTOCT P NCO 9001 n NOCT P NCO 9004
Obinn paspaboTaHbl Kak nocrnegoBaTenbHas napa CTaHAapToOB Ha CUCTEMbl MEHEI)KMEHTa KayecTsa,
npenHasHavyeHHble Ans AOMNOoNHeHUs apyr apyra.

FOCT P UCO 9001 ycraHaBnueaeT TpeboBaHWS K CUCTEME MEHe)KMEHTa KadecTBa, KOTOpYHo
NCNONb3YIT AN BHYTPEHHEro MnpUMEHEHUs wWnn ceptudukaumm unu uenen, oBYyCNOBMAEHHbIX
KOHTpakTHbIMK obs3aTensctBamun. B ctaHgapTe obpaweHo ocoboe BHMMaHWE Ha 3PPEKTUBHOCTb
CUCTEMbl MEHE)KMEHTa KayecTBa B obecneyeHnn cooTseTcTBus TpeboBaHUAM notTpedbutenen.

Mo cpaBHeHuto ¢ TOCT P MCO 9001 TOCT P NCO 9004 ycTtaHaBnuBaeT 6oree LUMPOKUIA CNekTp
uenen cuctemMbl MEHeOXMEHTa KayecTBa M pekoMeHAOBaH AfS OpraHu3auum, BbiClLIee PYKOBOACTBO
KOTOpbIX CTpeMuTcs BeinTU 3a npegensl TpedosaHmt TOCT P MCO 9001 B nonbITke yny4ylwnTb obLime
nokasartenu kayectBa paboTbl, pe3ynbTaTUBHOCTb N 3Y(EKTUBHOCTD.



CyuwiectByeT MHOro [Apyrvx pyKoBOASALMX [OKYMEHTOB B Cepwuu CTaHOapTOB Ha CUCTEMBbI
MeHe)KMeHTa KavecTBa. B 6ubnuorpadcdum npmBeaeH nepeyeHb JOKYMEHTOB, KOTOPble MOryT OKa3aTtb
MOMOLb B MOHMMaHMM MHOMMX acnekToB cucTeMbl. Kpome TOro, pasfuyHble CeKTopbl
NPOMBbILLUNEHHOCTN pa3pabaTbiBaloT CBOM COOCTBEHHbIE CTaHAapTbl ¢ ucnonb3oBaHnem FOCT P NCO
9001. B KkayecTBe nMpPMMEPOB  MOXHO MPMBECTM  aBTOMOOWUITbHYH,  a3pPOKOCMUYECKYIO,
TeNneKOMMYHUKALMOHHYI0, MEOULMHCKYI0, HEPTSHYIO 1 ra3oBylO, a Takke NULLEBYIO NPOMbILLNIEHHOCTb.
Mo mepe npusHaHua 3Hadyumoctn FTOCT P UCO 9001 opraHusaumamu, paspabaTtbiBatommm
CTaHOapTbl, KONMNMYECTBO TakUX CTaH4APTOB yBENMYMBaeTCs.
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