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MpeaucnoBune
Llenu v npmHumnel ctangaptusauumn B Poccuiickon ®efepaunn yctaHoBneHol PegepanbHbiM 3aKOHOM
oT 27 gekabps 2002 r. N 184-93 "O TexHu4eckom perynuposaHmn”, a npasuna npumMeHeHns HauoHanbHbIX
ctangaptoB Poccuickon ®egepaumm - TOCT P 1.0-2004 "CraHpapTtusaumsa B Poccuickon depepaumu.
OcHoBHble nonoxeHus"

CBepgeHunAa o cTaHpgapTe
1 PASPABOTAH Hay4Ho-TexHun4yeckum ueHTpom "MIHTEK"

2 BHECEH TexHunyeckum komuteToM no cTaHgaptm3aumm TK 100 "Ctpaternyeckuin u
MHHOBALMOHHbIN MEeHEeOKMEHT"

3 YTBEPXXOEH M BBEAEH B OEMCTBWE MMpukasom denepanbHOro areHTCTBa no TEXHUYECKOMY
perynupoBaHuto u meTtponorumn ot 21 gekabps 2010 r. N 884-ct

4 BBE[JEH BINEPBbIE

UHopmayusi 06 usmMeHeHUsIX K HacmosiwemMy cmaHOapmy nybrukyemcsi 8 exe200Ho u3dasaemMom
UHhopMayuoHHOM ykasamersne "HayuoHarnbHble cmaHOapmbl", a mekcm u3MeHeHul U M[orpasoK - 8
exeMmecsiHHO u3dasaeMbiX UHGOPMaUUOHHbLIX ykazamernsx "HauuoHarnbHbie cmaHOapmel”. B crnydae
nepecmompa (3ameHbl) unu ommeHbl Hacmosiuwe2o cmaHOapma coomeemcmeyrouwee yeedomneHue 6ydem
orybnuKkogaHo 8 exemecsiHHO uzdasaeMoM UHGopMaUUOHHOM ykazamene "HayuoHarnbHbie cmaHdapmbl”.
Coomeemcmeyrow,as uHhopMmayusi, yeedoMrieHUe U meKcmbl pa3Mewaromcs makxe 8 UHGhopMayuUOHHOU
cucmeme obwe2o Monb308aHus - Ha oghuyuarbHoMm calime ®edepanibHO20 azeHmcmea o mMexHuU4ecKomy
peaynuposaHuto u Memposioauu 8 cemu IimepHem

BeepgeHue

Hactoswun craHgapT COOepXUT nepeyveHb KOHTPOSIbHbIX BOMPOCOB, OXBAaTbIBAKOLWMA pasfinyHble
acnekTbl pa3paboTku, BHEOPEHUs U cepTudmkauum CUCTEMbl MEHEIKMEHTa KayecTBa Ha COOTBETCTBME
FOCT P NCO 9001 B uensix okasaHuMsi NOMOLUM MarnbiM M CPeaHUM NpeanpusaTMsaM Mpu NOHUMaHUN ”
peanusaumn Tpebosanuin TOCT P MCO 9001; nossonsieT npeanpusaTusim onpenensite COOTBETCTBUE UX
cTaTyca 3TuMm TpeboBaHWsIM; NOMOraeT MAEHTUOULNPOBATL OCHOBHbIE 06nacTu yny4weHusl. KOHTpOnbHIN
nepeyeHb coctout M3 11 vacten, Kaxgas M3 KOTOPbIX PaACMPOCTPAHAETCA Ha KOHKPETHbIA acnekT
cepTudmkaummn npegnpuaTua unu nposepkn Ha cootsetctBue NOCT P MCO 9001, ¢ kpaTkum NOSICHEHUEM
TpeboBaHWiA U AONONHUTENBHON MHAOPMALINEN.

Hactoawun craHgapT onuvpaeTcs Ha MpUHUMNBI CaMOOLEHKM CUCTEM MEHEMKMEeHTa KadyecTBa
npeanpuaTuin, nanoxeHHole B MCO 9001* Fitness Checker, koTopbin Obin pa3paboTtaH B COOTBETCTBMM C
lMporpamMmoli  MOBbLIWEHNS  KOHKYPEHTOCMOCOBOHOCTM  Manblx K cpegHux  npegnpuatui  (ProCIP)
MexagyHapogHbIM LLEHTPOM TOProBiw.

* ,D,OCTyI'I K MeXOyHapoaHbIM U 3apy6e>|<Hb|M OOKYyMeHTaM, YNnoMAHYTbIM 340eCb U aOarnee no TEeKCTY,
MOXHO NONy4unTb, nepe|7|/:|,;| Nno CCblJike. - I'IpwmeanMe narotoButens 6asbl AaHHbIX.

1 ObnacTtb NpUMeHeHus
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Hactoswun craHgapT coaepxuT onucaHue TpeboBaHwW, npouenypbl cepTudmkauum  Ha
COOTBETCTBME HacToseMy CTaHgapTy, a TaKkke npoueaypbl, HeobXoouMOW Anst MNOCTENEHHOro
NPOABWXEHUS Npeanpusitua Kk cootBeTcTBuio TpeboBaHnsm TOCT P NCO 9001. MNpuBeaeHHbIN MexaHu3m
NMOMOXEeT OOHOBPEMEHHO OMpeAennTb COOTBETCTBUE NpeanpuaTus aTuMm TpeboBaHusaM u, cregoBaTenbHO,
NOMOXET MOEeHTUULMPOBATbL OCHOBHbIE OBNACTU YNydlIEeHUss Ha NyTU K cepTuduKaLuum Ha COOTBETCTBUE
TpeboBaHusam FOCT P CO 9001.

Bonpockl crpynnupoBaHbl B 11 yacTen, kaxgas U3 KOTOPbIX PacrnpoOCTpaHAEeTCd Ha pasnuyHble
acnekTbl MPOABWXEHUSA NpeanpusaTusa K ceptudmkauum mnu nposepke (ayauty) Ha cootsetcteue FOCT P
MCO 9001. Ho oHun He obBsi3aTenbHO OOMMKHbI OblThb peann3oBaHbl He3ameanuTensHo. Ecnu Bbl xoTute
pasgenuTb Bally OLEHKY Ha nocrnegoBaTefbHble 3Tanbl, TO MOXETe COXpPaHWUTb OOKyMeHTauuo (dann) u
NPOAOMKUTL C TOrO MeCTa, rAe Bbl OCTAHOBMMMCh Ha nNpeabiayliem atane. Kaxabin Bonpoc chopmynupoBaH
Tak, YTobbl OTBET ObINT 0AHO3HAYHLIM - "Aaa" nnu "Het". OTBEYasi Ha Bonpoc "Aa", Bbl NoATBEpPXKAAETE Balle
NMOHUMaHWe NpobnemMbl UMW NNaHMPOBaHWE BaMy JAHHOIO acnekTta CMCTeMbl MeEHeQKMeEHTa kayecTsa. [Mpu
oTBeTe "HeT" nMpegnonaraeTcd, YTO NMBO Bbl HE YBEPEHBI B TOM, Kak NPOAomKaTb pa3paboTKy KOHKPETHOro
acnekTa MeHe>KMeHTa KayecTBa, MMbo BaM HesicHa npobnema B NMpuHUMNE Ha AaHHbI MOMEHT, NPV 3TOM
Bbl MOXETe MOMy4YnTb B KAa4eCcTBe OTBETa AOMOSHUTENbHYK MHGOPMaLMIO, KOTopasi MOXET ObITb nonesHa
Ons Bac.

HacTtosawun ctaHgapTt npegHasHayveH npexae Bcero Ans noBbleHNsS KOHKYPEHTOCMNOCOBHOCTM MarbIxX
n cpegHmx npeanpusatun (MCI1). OgHako OH MOXeT ObiTb MCMONb30BaH W APYrMMU NPEANPUATUAMU
pas3nuyHbIX OpM COBCTBEHHOCTN.

PasHuua mexay MCIT n 6onee kpynHbIMW OpraHM3aumMsMmn 3akinioyaeTcss B TOM, YTO BTOpble MOryT
cebe nossgonuTb OGonee geTanusMpoBaHHOE pasfgerfieHne u pasrpaHnyeHne YHKUWMA, MOSTHOMOYMA U
pecypcoB, Toraa kak MCI1 BbIHYXOeHbl MHTErpupoBaTb pasnuyHble (MYHKUUM 1 06S3aHHOCTM B pamkax
OOHWX 1 TeX e nogpasaernieHnn, COTPYAHUKOB U PeCypCcoB, UMW NOSTHOCTbLIO UCKOYaTh KaKyt-TO UX YacTb.

Kpome Ttoro, MCI1 ropasgo TpyaHee B3aMMoAeWCcTBOBaTb C KPYMHbIMW MOCTaBLUMKAMM, KOTOpble
Bornee CKNOHHbI pearnpoBaTb Ha TpeboBaHuA Oonee KpymnHbIX CBOMX KvMeHToB. B atom cmbicne MCII
ropasgo TpyaHee HanaguTb HeobxoAuMMylo opraHusaumio paboT no co3gaHuio U nogaepXaHuio
abdhekTUBHOM AesaTenbHOCTH, BKNoyas u CMK, noatomy Ans HUX SBASETCH Ype3BblHaliHO BaXKHbIM Hanu4yme
fonee 4eTknx pekOMeHAauun, MNO3BONSAKLWMX WM YCTaHaBnMBaTb W OLEHMBATb MNPaBUMbHOCTb U

3hPEKTUBHOCTb CoBepLlUaeMblX UMW OENCTBUW B OTHOLUEHUM CBOEW HernocpeAcTBEHHOW AeATenbHOCTU U
0COBEHHO NPUMEHAEMBIX UMW CUCTEM MEHEIKMEHTA KayecTBa.

2 HopmaTuBHbIe CCbISIKK
FOCT P UCO 9000-2008 Cuctembl MmeHemxkmMmeHTa kadectBa. OCHOBHbIE MONOXEHWS U CrOBapb
FOCT P MCO 9001-2008 CuctemMbl MeHeI)kMeHTa kavecTBa. TpeboBaHus

FOCT P NCO 9004-2010 MeHemxkMeHT ANa AOCTMKEHNS YCTOMYMBOTO ycnexa opraHm3auuun. Nogxon
Ha OCHOBE MeHe)XMeHTa KayecTBa

FOCT P MCO 10007-2007 MeHemkmeHT opraHusauum. PykoBogsiiue yka3aHus NO ynpasrieHuto

KOHUrypavmen
3 O6o3Ha4YeHns N cokpalleHus

M3K - MexayHapoaHasa aneKkTpoTexHuyeckast KOMUCCUS;

NCO - MexayHapoaHas opraHusaums no ctaHgapTusauum;

onga (KISS) - onepaTtuBHOCTbL M NPOCTOTa B AEWCTBUSIX;

CMK (QMS) - cuctema MeHeKMeEHTa KauecTBa;

MCTI1 (SME) - manble 1 cpegHve npeanpusaTus;

FOHKTAL (UNCTAD) - KoHdhepeHuma OpraHmsauun ObbeamHeHHbIX Haunii no Bonpocam TOprosnu u
pasBuTUS;
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BTO (WTO) - BcemnpHas Toprosasi opraHm3sauus.

4 O6wWwme NnonoxeHus

Hactoawwun ctaHgapT npegycmatpuBaeT cregywowme 11 aTanoB Ha NyTM K cepTudpmkaumm ummm
nposepke (ayanty) Ha cooTBeTcTBME TOCT P MCO 9001:

1 MNpuHaTue ctpaterumn B 06nacTu kayecTaa.

2 Pa3paboTka cMCTEMbl MEHEI)KMEHTA Ka4yecTBa.

3 OTBETCTBEHHOCTL PYKOBOACTBA.

4 CosgaHue v peanu3aunst ((KU3HEHHbIV LMK NPOAYKUUN).

5 CBs3b ¢ noTpebuTtenamm.

6 3akynku.

7 MNMpoekTnpoBaHue n paspaboTka.

8 MpowussoacTBo 1 obcnyxuBaHme.

9 MOHUTOPWHT, U3MEpPeHne 1 aHanms.

10 BHegpeHue cucteMbl MEHEDKMEHTa KavecTBa.

11 CepTudmkaumsa n nogaepxaHue B paboyem COCTOSHUM CUCTEMbI MEHEI)KMEHTA KavyecTBa.

B Havane crtaHgapTa npeanoXeH KOHTPOMbHBIM MepeyeHb BOMPOCOB ANA OLEHKM, MO3BOMSAHLLMNA
NpoOBECTM NpeaBapuTENbHLIN aHanM3 HeJoCTaTkoB M AaTh obLllee npeAcTaBneHne O Balleld FOTOBHOCTU K

cepTndukauun/nposepke (ayaunty) Ha cootBeTcTBue TpebosaHuam FOCT P NCO 9001.

Hanee npvBeaeH BOMPOCHMK, MO3BOMSIOWMIA OpraHM3auMsM fydlle OCO3HaTb COOTBETCTBUE WX
aearenbHocTn unu CMK tpebosaHusam TOCT P MCO 9001.

Ecnu Bbl oTBETWNM Ha BOMPOCHI YTBEPAWUTENbHO, TO 3TO O3HA4YaeT, YTO OaHHbLIN acnekT Ballen
OeATenbHOCTN CKOpee BCEro COOTBETCTBYET TpeboBaHusM, npeabsasnsembiM kK CMK Ha ocHoBe TOCT P
MCO 9001. Ecnn oTeeT oTpuLaTtenbHbii, To B pasgene "KommeHTapun" npusegeHa nHdopmMaund, kotopas
MOXeT ObITb BaM nornesHa A5 nocregyroLlero JOCTUXKEHUA COOTBETCTBUSA B OyayLLeEM.

Mpu atom HeobxoAMMO MMETb B BuAY, YTO MONOXWUTENbHbIE OTBETbI Ha BCE BOMNPOCHI Takke He
ABMSOTCA MOMHOW rapaHTMen COOTBETCTBUS AeATenbHOCTW Ballel opraHusauuu B OTHOLLEHWM kayecTBa
TpebosaHuam TOCT P NCO 9001-2008. 310 TOnbKO MO3BONSET MOATBEPAMUTb, YTO Bbl HaxoguTecb Ha
npasunbHOM nyTu npu noctpoeHnn CMK n goctmxeHun kavecTsa.

[danee B TekcTe cTaHdapTa AnNd Ny4dlwero NOHUMaHUSA WMCMNONbL3YTCA TepMUHbI "npoaykumnsa” n
"ycnyrun". Ecnv Takoro pasnuuusa He caenaHo, To Nof TepMUHOM "npoaykuma” crnegyeTt NoOHUMaTb U YCnyry.

Takke B TekcTe BCTpedvaeTcs nepeuvcneHune "ceptudukauus/nposepka". B atom cnyyae noAa
"npoeepkon" nogpasymeBaloT BO3MOXHbIE MNpoLeaypbl OLEHKM, Bepudukauun, ayauTa, perucrpauuu,
WHCMEKTMPOBAHNS U OpYrue.

5 NMpeaBapuTenbHbIA aHaNU3 HeJOCTAaTKOB Ansi cooTBeTCcTBUSA TpeboBaHuam FOCT P UCO 9001
Tabnuua 1

I'Ipe,qBapMTeanbM aHann3 HeJoCTaTKoOB CUCTEMblI MEHeXXMEeHTa Ka4vyecTBa OueHk 3ameyvaHus

MpumuTe peLueHne no konudectsy 6annos ot 0 Ao 5 no kaxzgomMy Bonpocy Huxe | 0-5 [Begute 3anucu,
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obbAcHsaOWMe
OLIEHKY, ans
ccbinky B Byayem

1 PaspaboTtanu nu Bbl, 4OKYMEHTanbHO OMOPMUNK, BHEOPUNU U B HacTosLuee
BpemMsa noagepxuBaeTte B paboyem coctosiHum CMK, oTBevatowyo TpeboBaHUAM
nobon cuctemsl, Bkntovas FOCT P NCO 90017

2 VipeHTndumumpoBanu nu Bbl npoueccsl, Heobxoammble ans sawen CMK, un
a) nocneaoBaTenbHOCTb NPOLECCOB NOCTaBKM NPOAYKLMN UMW YCIYT;

0) kpuTepun wn MeToAbl, Heobxoaumble Ans obecneveHns 3PEKTUBHOCTU
NpoLEeCcCoB;

B) HanuMuvMe pecypcoB MW WHopMaumu, HeoBXOAMMbIX AN noaaepXkaHus
npoLeccoB?

3 Ectb nn y Bac:
a) pyKOBOACTBO MO KayecTBY, BKNoYas NOMUTUKY U Lienn B obnacTu kavecTsa;

6) NMCbMEHHO OhOpMIIEHHbIE NPOLEAYPbI U MHCTPYKLMK MO SKCnnyataumm?

4 CBuaeTenbCTBYIOT NM Bawm 3anmcu 06 3deKTMBHOCTM NPOU3BOACTBEHHbIX
npoLeccoB?

5 TMpuBepXXeHO N1 BbiCiEe PYKOBOACTBO MPMHUMMNAM pa3paboTku M BHEApEHUs
HoBon CMK?

6 TlMpouHdopMUpoBano nu Balle BbiCLUEE PYKOBOACTBO BCEX COTPYAHWMKOB O
BaXXHOCTU oGecneyeHns COOTBETCTBUS TpebGoBaHUAM MOTpPebutenen u apyrum
TpeboBaHusAM 6usHeca?

7 3asBANO NM BbICLIEE PYKOBOACTBO O CBOEN MNPUBEPKEHHOCTM MPUHLMMNEM
oGecrneyeHnss cooTBETCTBUA TpeboBaHWAM MOTpebuTeneit kak nepBoovepenHon
3apadun?

8 BkntovaloT nv Bawum Lenu B obnactu kadectsa TpebGoBaHMS K MPOM3BOACTBY M
nocrtaBske?

9 NamepsiemMbl Nn Balum Lenu B obnacTtu kayecTBa?

10 Bbinu nn onpegeneHsl OTBETCTBEHHOCTL U NMpaBa MEHEMKEPOB U COTPYAHUKOB U
[oBefeHbl 40 X cBeaeHus?

11 ECcTb N y pyKOBOACTBA CTPEMIIEHME U pecypchbl, Heobxoanmble Ans:

a) BHegpeHus u nogaepxaHus B pabodem coctogHum CMK n nocTosHHOro
noBbiLeHNs ee 3¢hPeKTUBHOCTH;

6) ynyyuweHuna cTeneHun yAooBIeTBOPEHUA n0Tpe6MTene|F1 nocpeacTesom
obecneyeHns COOTBETCTBUS UX TpeGOBaHVIFlM?

12 Ectb nn y Bawen opraHusauum npouenypbl, obecneynBatowwme BbIOGOP
KOMMEeTEHTHOro NepcoHana Ansi NpoM3BOACTBEHHON OESTENbHOCTU?

13 Ob6ecneunBaeT nu Bawa opraHm3auusa oby4yeHue ¥ MOATrOoTOBKY KadpoB MNN
npeanpuHMmMaeT Apyrme mepbl ONs pasBuTUA (NOBbIWEHVE KBanudukaumm u
KOMMETEHTHOCTN) COTPYOAHNKOB?

14 CooTBETCTBYET N Balla opraHu3auust TpeboBaHusIM, NpeabsBrSEMbIM K:
a) 30aHuaAM, paGoynM YCroBUAM U KOMMYHAITbHBIM COOPYXEHUSIM;

6) TexHonornyeckomy oGopyaoBaHuIo;
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B) BCrIOMOraTerbHbIM yCryram, Hanpumep TpaHCrnopTa Unu cesian?

15 Korga Bbl nony4aeTte 3aka3 oT I'IOTpeGVITeJ'IH, paccmaTtpuBaeTe nn Bbl €ro B
COOTBETCTBUU C:

a) TpeboBaHMAMM, YCTaHOBMEHHbIMKM NOTpebuTenem, BkMYas [EATENbHOCTb,
HeoOxoaAMMYyo AN NOCTaBKU U NOCIe NOCTaBKy;

6) TpeboBaHUSAMM, He yCTaHOBMNEHHBbIMM NOTpPebuTenem, HO HeobxoouMbIMK ANSA
YCTaHOBMEHHOTO NMPUMEHEHWS!, U3BECTHOMO UMW NpeanonaraemMoro NPUMeEHeEHNs;

B) 3aKoHodaTeNlbHbIMW W perynvpylowmMmMmmn TpeGoBaHUAMMU, LeiCTBUE KOTOPbIX
pacnpocTpaHaeTcs Ha NPOAYKUMIO UIK yCryry?

16 NIHdbopmupyeTe nu Bbl NoTpebutene o:
a) HhopmaLMn Ha NPOAYKLUMIO;
0) BbINOMHEHUN KOHTPAKTOB MM 06paboTke 3aka3oB, BKNOYAA N3MEHEHNS;

B) MHAOPMAUMOHHBLIX KaHanax Ans obpaTHOM CBSA3W WM nonyyYeHun xanob ot
notpeburenen?

17 TnanvpyeT n ynpaenseT nu Bawa opraHusaums paboTamu, CBA3AHHbIMU C
NPOEeKTUpoBaHMeM 1 pa3paboTKon NPOAYKLUMM UNn ycnyr?

Ecnun Takasa pabota
He  BbIMOMNHAETCS
Ballen
opraHusauunen, He
cTaBbTe Oannbl B
OLEeHOYHOM
KOJTOHKe

18 BedeT nu Bawa opraHMsauus 3anucu, OTHoOcAWMEecs K aHanu3y paboT no
NPOeKTUPOBaHUIO UMK pa3paboTke, BepuduKauMM U Banuaauum U OeNCTBUSM,
npeanpuHMMaeMbIM Mo pesynbTatam Takoro aHanuaa?

Ecnu Takasa pabota
He  BbINOMHsAETCSA
Ballen
opraHusauuen, He
cTaBbTe Oannbl B
OLIEHOYHOMN
KOJTOHKe

19 KoHTponupyeT wnu kakum-nubo pgpyrmm obpasom noaTeBepxgaeT Balla
opraHusaumsi OencTBus, npuBoAdAlME K TOMY, YTO 3akynaemble MpPOAYKUMS,
maTtepuanbl, COCTaBHble YacTW W YCMyrM OTBe4valoT BalUMM YCTAHOBIEHHbLIM
TpeboBaHUsIM Ha 3aKynKy?

20 BbibupaeT nu Bawa opraHusauusi NOCTaBLUMKOB B 3aBWCMMOCTW OT TOroO,
HacKonbKO BaKHa 3aKynreHHas npoAaykuus Ans MPOM3BOACTBA WM OKasaHWs
ycnyrmn?

21 OueHvBaeT nu Bawa oOpraHM3auusa MNOCTaBLUMKOB (CyOnoapsiAYMKOB Wv
ONTOBblIE OpraHM3aumMmM) Ha OCHOBE WX CMOCOOHOCTM OTBeyaTb BalMM
TpeboBaHUAM?

22 ObecneunBaeTe Ny Bbl MPOM3BOACTBO:

a) nHdopmaumen, onMcbiBatoLLEN XapaKTepUCTUKM NPOAYKLUNK;
6) HeoBX0ANMbBIMU MHCTPYKUUSIMU MO SKCMnyaTaLuu;

B) COOTBETCTBYHOLUM 060pyAOBaHNEM;

r) HEOBXOAMMbBIMU KOHTPOMbHBIMU U N3MEPUTENBHLIMU YCTPONCTBAMU?

23 PerynspHo v Bawa opraHuM3auuMsi  NoATBEPXKAAEeT, YTO  Balluu
NMPON3BOACTBEHHbLIE MPOLIECCHI M MPOLECChl MPeAoCTaBNEHUs YCryr Cnoco6HbI
NMOCTOSIHHO COOTBETCTBOBaTb YCTAHOBIEHHbIM TpeboBaHNAM?

24 VpeHTUUUMpYOTCA 1M OeTanu, COCTaBHble 4YacT, COOpOYHble Y3rbl U

Ecnu Takas pa6ota
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NpoAyKLMsl B NPOLLECCe NOCTaBKU NPOAYKLMM 1 yCryr?

He  BbINOMHsAETCA
Ballen
opraHusauuen, He
cTaBbTe Oannbl B
OLEHOYHOM
KOJTOHKe

25 YcTtaHaBnMBawT M cTaTyCcy M XapakTepucTukam npoayKuMu Wnu ycnyru
OfHO3HayHble W 4YeTkme TpeboBaHUS K KOHTPONIbHOMY W U3MEPUTENbHOMY
obopynoBaHuio?

Ecnu Takasa pabota
He  BbINOMHsAETCH
Bawen
opraHusauuen, He
cTaBbTe Oannbl B
OLEHOYHOM
KOJTOHKe

26 Ecnv npocnexusBaemocTb ABMASETCH YCTAaHOBNEHHbBIM Tpe6OBaHVIeM, BeayTCA 1n
Ha NPOM3BOACTBE 3anUCcK B OTHOLLEHUN naeHTUMMKaumm I'IpO/J,yKLI,VIVI?

Ecnu Takasa pabota
He  BbINOMHsAETCH
Ballen
opraHusauuen, He
cTaBbTe Oannbl B
OLIEHOYHOMN
KOJTOHKe

27 bBepexHo nu Bbl OTHOCMTECH M MpegoxpaHseTe nu  COOCTBEHHOCTb
notpebutenen, HaxogsALWYCA NOA BalWMM YNpaBfeHUEM UNU IKCMnyaTupyemyro
BalLUMMW COTPYAHMKaMMN?

Ecnun Takasa pabota
He  BbIMOMNHAETCS
Ballen
opraHusauunen, He
cTaBbTe Oannbl B
OLEeHOYHOM
KOJTOHKe

28 BepexHo nn Bbl OTHOCMTECH K NPOAYKUMM (BKNtoYasi getanu MnuM CoCTaBHble
YactT) B mpouecce NPOM3BOACTBA WM MOCTaBkM NoTpebuTtento, obecneumBas
COOTBETCTBYIOLLIYIO UWAEHTUDUKALMIO, YNaKOBKY, XpaHEeHWe, KOHcepBauul u
BbINOSIHEHUE MOrPY304HO-Pa3rpy304HbIX paboT?

Ecnu Takasa pabota
He  BbINOMHsAETCSA
Ballen
opraHusauuen, He
CTaBbTe O4KNn B
OLIeHOYHOM
KOJTOHKe

29 EcTb nNn y Bac MHCTPYKUMK, HEOOXOAMMbIE ANS naeHTUMKaunm KOHTPONsa nnm
MOHWUTOPWHra, KOTopble HEOO6X0OUMO MPOBOANUTL B MPOLIECCE MOCTaBKM NMPOAYKLMU
Unu ycnyr u akcnnyatauum obopynoBaHna?

30 Bawe nsmeputensHoe obopyaoBaHue:

a) kanubpoBaHO M NOBEPEHO Yepe3 YCTaHOBMEHHbIE NMPOMEXYTKM BPEMEHU UMK 80
akcnnyatauumn?

6) oTperynupoBaHo kak HeobxoanmMo?
B) MAEHTMMMLUMPOBAHO AN OnNpeaeneHus crtatyca Kanmbposknu?

r) 3alyLIEeHO OT PerynupoBOK, KOTOPble CAenatT HeAelCTBUTENbHbIM pe3ynbTaTt
n3mepeHus?

[) 3aluLLeHO OT MOBPEeXZEeHW U MopYM B MPOLEeCcCEe NOrpy304HO-pasrpy304HbIX
paboT, o6cnyXunBaHus 1 XxpaHeHusa?

Ecnun Takasa pabota
He  BbIMNOMNHAETCS
Ballen
opraHusauuen, He
cTaBbTe Oannbl B
OLeHOYHOM
KOJTOHKe

31 lMpoBoaMT N Balla opraHn3aumsi MOHUTOPUHT MHbOpMaLMK OT noTpedbuTenen,
NoATBepXaatoLLen CooTBETCTBME NX TPeboBaHNAM?

32 [MpoBoauT NV Balwa oOpraHu3auusi BHYTPEHHME NpPOBEpPKU KayecTBa uYepes
3annaHupoBaHHbIe Nepuoabl BpeMeHn?

33 MNMpuMeHseT Nn Balla opraHn3auus COOTBETCTBYIOLME METOAbI 115 MPOBEPKU W,
ecnn HeobxoauMo, OLIEHKN pe3ynbTatMBHOCTU BalLNX npoueccos?
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34 MpoBepsieT UnNu oLEHWBAET N Balla OpraHM3aLusl XapaKTepUCTUKU FOTOBOW
NPOAYKLMMN 1 PErucTpupyeT N pedynbTaThl?

35 MpeHTudmumpyeT N Balla opraHu3auusi HECOOTBETCTBYIOLLYIO MPOAYKLMIO U
paccMaTpuBaeT N ee Ha NpeaMeT yTUnmsaummn?

36 CobupaeT u aHanuavpyeT NV Bala opraHMsauusi [OaHHble MO OLEHKe
npurogHocTn 1 acpbdektuHocTn CMK?

37 Vicnonb3ayeT nv Balla opraHv3auusi JaHHble ONs OUEHKU UK uaeHTUduKaumum
TOro, rae MoXeT NPOBOAUTLCHA NOCToAHHOE ynydlleHne CMK?

38 MNocTosHHO nu Balwa opraHnsauus nosbiwaeTt addektmHocTb CMK?

39 [llpegnpuHMMaeT nuM Bala oOpraHu3auus KOppekTupylLlme OencTBus,
HeobXxoamMMble  AnNs  YCTPaHEHWS  MPUYUMH  BO3HUKHOBEHMA  npobnem  u
npegynpexaeHns x NoOBTOPeHna?

40 Onpegenser W ycTpaHAeT nu Bala oOpraHM3auus noTeHuMarnbHble
HECOOTBETCTBUA ANdA NPeaynpexXaeHns Ux BO3HUKHOBEHMWA?

Tabnuua 2 - Kputepuu Boibopa Konnyectea 6annos

N n/n Kputepuu Bbibopa konnyectsa 6annos

0 Bbl He noHMMaeTe, YToO HeoOXoAMMO AenaTb UMM HEe cYMTaeTe 3TO HeoOXoAMMbIM

1 Balua opraHusaums He BbINOMHAET 3Ty paboTty

2 Bbl noHMMaeTe, 4YTO 3TO CTOUT AenaTtb, HO He AernaeTe 3Toro

3 Bbl uHorga genaete ato

4  |Bbl genaeTe 37O, HO HE O4YE€Hb XOPOLLIO

5 Bbl nenaeTe 3T0 AOBOMIBHO XOPOLLO

Tabnwuua 3 - Pe3ynbTat nogcyeTa (cnoxeHusi) 6annos

cepTudmkaLmio nnm nposegeHne ayaunTa

Konuyectso Bannbl B Pesynbtat
6annos NPOLEHTHOM
OTHOLLEHNN
150-200 75%-100% |Bbl nmo4TM TroTOBbl K 3aBepweHutio pabotbl Hag CMK, oTBevarowen

TpeboBanuam FOCT P WNCO 9001, wn npeactaBneHwio 3asBKM Ha

100-149 50%-74% Bbl rotoBbl k BHegpeHuto CMK. Mo Bcell BepoOATHOCTU 3TO  yNyyLwIUT
pesynbTaTbl Ballen Npou3BOLACTBEHHON OeATENBLHOCTH

npmBneYeHna KOHCynbTaHTa unm cneunannucra

0-99 0%-49% Bam Heobxoammo mMHoro caenaTb. HeobxoamMmo paccMoTpeTb BO3MOXHOCTb

I'Ipmmeanme - Ecnu BbI ncknouunm HEeKOoTOopble UNn BCe nencTeus, I/ID,eHTI/I(bMLI,VIpOBaHHbIe BblLle,
MOXXHO BbIHYECTb KONIMYECTBO UCKITHOHYEHWUN, YMHOXEHHO€e Ha NATb, U3 obuiero konuyecTsa ans onpepgeneHuna

COCTOSIHMA f[en B Balwen opraHu3aumum. Y Bac 6yger obuwee npegcrasneHne o
cepTudmkaumm/npoBepke (ayauty) Ha cooteeTcTBme TpebosaHusm FTOCT P MCO 9001.

FTOTOBHOCTUN K
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6 BonpocHuk

6.1 BonpocHuUK, yacTtb 1. MpuHATHe cTpaTterMm B o6nacTu KavyecTBa
6.1.1 lNoTpebutenu npegnonaraloT MOMyYeHWE KayeCTBEHHOW MpoJyKUWWM W YChyr, HO He Bcerga
O[HO3HA4YHO W YETKO YCTaHaBMMBAIOT, YTO OHW XOTAT. YCMNELWHO OeNCTBYKLIME OpraHM3aumv npvHUMaoT
NONUTUKY W ONpefensioT LUenu, HamnpaBfeHHble Ha yOOBMNETBOPEeHWe noTpebHoCcTen u  OXuaaHumn
notpeburenen B obnactu kayecTea.

MmeroT nu npoaykuus u/vnu ycnyru Balled OpraHuM3auuuM KOHKPEeTHble XapaKTepUCTUKM
KayecTBa, oTNnYarLlme ee OT BallMX KOHKYPEHTOB?

ofa
oHet (cm. 7.1.1)

6.1.2 KayecTBO NMOHMMAETCHA MO-pasHOMY pasfMYHbIMKU NtoabMNU. B HEKOTOpbIX cryyasx MOHMMaHue
OrpaHn4MBaEeTCs MPOCTbIM MOMYyYEHMEM XENaemMoro usgenud, korga Bbl €ro xotute. KayectBo Hepeko
nogpasymeBaeT CKpblTble WU MNOACO3HATENbHbIE LIEHHOCTW, CBSA3aHHble C TeM, Kak ero noHuMaeTr
notpedurens.

NMoHMmaeTe N1 Bbl OQHO3HAYHO U YeTKO, 4YTO O3Ha4aeT Ka4yeCcTBO ANAd BalUUX nOTp96MTeﬂeﬁ n
KaK 37O BfiMudeT Ha Bawy Npon3BoaCTBEHHYHO AeATenbHOCTb?

ofa
oHert (cm. 7.1.2)

6.1.3 TepmuH "msgenue" mncnonb3ylT Anst 0603HAYEHUS TaKOW MPOAYKUMM, Kak aBTOMOOUNb Mnu
aBTOpyyKka; nog 3TUM TEPMUMHOM MOXET MOHUMATbCHA, HanpuMMep, Takas Heocs3aemas ycnyra, kak
MCNONb30BaHNE KOMHATbl B TFOCTUHWLIE; u3genue MoXeT ObiTb nporpaMmmHbiM obecneyeHnem Ans
KOMMbloTEpa MM OOBbEMHBIMM MOCTaBKaMW, Hanpumep BoAbl, HEPTAHbLIX MPOAYKTOB U T.4., KOTOpblE He
COCTOSIT M3 pas3po3HEHHbIX 4acTew. Wsgenue 4acTto BKMAOYAET KOMOMHALMIO HECKOMbKUX  TaKMX
XapaKkTepUCTUK.

Onpe.qenvmu nn Bbl KJ'IaCCVIdJVIKaLWIIO BaLuen npoaoykumMn unum ycnyrm un XapakTepuctuku
KayecCcTBa, KOTOpPbie Bbl AO0JTXKHbI paCCManVIBaTb?

ofa
oHert (cm. 7.1.3)

6.1.4 MHorve opraHusaumm TpebylOT OT CBOUX MOCTaBLUMKOB (OYHKLMOHUPOBAHMUS CUCTEMbI
MeHeaxMeHTa kadectBa Ha ocHoBe [OCT P MCO 9001. 310 0cobeHHO KacaeTCst 3KCNopTeEpPOB NPOoAyKUMM B
opraHusaumun pas3BuTbIX CTpaH. Takasi TeHOEeHUMS yKe JaBHO MNony4yuna pacnpocTpaHeHue, Ho ee Bce bonee
aKTMBHO BHEOPAKT BO MHOIMMX CTpaHax.

3HaeTe nM Bbl, NOYEeMy HEKOTOpble OpraHuM3auuuM TpeGylT OT CBOUX NOCTaBLYUKOB
(pyHKLMOHMpPOBaHUSA CUCTEMBI MeHeaXXMeHTa KavyecTBa Ha ocHoBe [OCT P /ICO 90017

oHa

oHert (cm. 7.1.4)

6.1.5 MHorvne manble u cpegnHue npegnpuatna (MCIT) gomkHbl NPUHATE M aganTpoBaTh TpeboBaHUS
FTOCT P NCO 9001, ytobbl obecneunTb npogaxy CBOEN NpPOAYKUMW W yCryr W/unmmM UX 3KCMopT Ha

pas3nnyHble PbIHKKA N B CTPaHbI.

3HaeTe nuM Bbl, kak npeactaButenb MCIl, kak npMHMMaTb M aganTUpoBaTb CUCTEMY
MeHeOXXMeHTa KavyecTBa K TpeboBaHuam [OCT P NICO 90017?

ola
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oHert (cm. 7.1.5)

6.1.6 I'Ipe,u,nonaraeTc;l, YTO COTPyAHWKM [OenakwT BCE OT HUX 3aBuUcsllee, 4YTObbI npon3BoanTb
Ka4yeCTBEHHYIO NpoayKuunto n/unu noctaenaTb ycnyrun OTJIN4HOIo Ka4yecrtBa I'IOTpGGVITGﬂFIM. OpaHako oHM, Kak
npaBuio, oTpaakT OTHOLUEHME UM No3NLn0 CBOUX pyKOBOﬂ,VITGJ'IEVI nnn srnagenbues.

B3sno nu pykoBOACTBO Balled opraHuM3auMm Ha cebs obsizatenbCcTBa MO BHEOPEHUIO
NPUHUMUNOB M METOAOB MeHeOXMEeHTa KayecTBa U OCYLUeCTBNSAET Jiu OHO HenocpeacTBEHHOe
PYKOBOACTBO COTPYAHMKaMM, NoATBepxaawliee Ha COOGCTBEHHOM MpuMepe cobGnaeHue TaKux
obs3saTenbcTB?

ola
oHert (cm. 7.1.6)

6.1.7 YcnewHoO [OeNCTBYWOLWIME OpraHu3auum MMEKT YeTKO pas3paboTaHHyl  MONMUTUKY,
yCTaHaBnvBarwLyo TpeboBaHMs K kKayecTBy M Lienv B obnacty KayecTBa, KOTOPble OHWU XOTAT OOCTUTHYTh.
Monntuka B obnacty kadecTBa AomKHA ObITe 0OULMANbEHO AOKYMEHTaNbHO odhopmIieHa U 0ObACHEHA BCEM
COTpPYAHMKAM, YTODObI OHU ee NoOHMManu N AeNCTBOBaNu B COOTBETCTBUN C €€ NOMOXEHUSMMU.

PaspaboTtanu nu Bbl NONUTUKY B OGNacTu KavyecTBa U AOBeNU NM ee OO CBeOeHusi Bcex
COTPYAHUKOB B xofe Oby4YeHUs U NOAroTOBKU KagpoB U npeacTtaBfieHUs uHdpopmMmaumm Ha BUOHbIX
MecTax?

ofa
oHert (cm. 7.1.7)

6.1.8 na obecneveHns 3dppekTUBHOCTM NONUTMKY B 06nacTM KavectBa HeOOXOAMMO MOAKPENnATb
YEeTKO MOCTaBMEHHBIMX W OLEHMBaeMbiMW UensMmn. Takve uUenn B ob6nactM kKayecTBa [JOSDKHbI
pacnpoCcTpaHATbCA He TONMbKO Ha NOTPEBHOCTM M oxugaHusa notTpebutenen, HO U Ha NoTpebHoCTN camon
opraHusaumm, KoTopasi [OJbKHA BbDKMBATb  3KOHOMUYECKM, 4YTOObl NpoJosmkaTb  YAOBMETBOPSTb
noTpebHOCTAM 1 OXMaaHWsaM noTpebutenen.

YcTtaHoBUNU Ny Bbl OAHY UK 6onee 4eTKO onpeferieHHbIX U OLeHMBaeMbIX Lenen B o6nactu
KayecTBa, KOTopble NOAKPENAIT NOAUTUKY B 06nacTu kayecTBa?

ofa
oHet (cm. 7.1.8)

6.1.9 YcnewHo pJewcTBylOWIME OpraHMsauum MCnonb3ylT NpuHUMNBEL U MeTodbl obecneveHus
KayecTBa B CBOeW MPOW3BOACTBEHHOMW cTpaTermm, 4Tobbl COPUEHTUPOBaTb OEATENbHOCTb COTPYAHUKOB U
HanpaBUTb Pecypcbl Ha OOCTWXKEHWE Lenen opraHusaumu B obrnacTtu kadectsa. [logrotoBka u obydeHue
COTPYOHVKOB [OMKHbI BKMOYaTb TpebOBaHUA K CUCTEME MEHeOXMeHTa KayecTBa M HauenueaTb Ha
OOCTWKEHMe Lenen B 06nacTtu kayecTBa, OTHOCSALLMXCH K UX BUOY OEATENbHOCTU.

OueHnBanu nu Bbl pe3ynbTaTUBHOCTb BaluUX COTPYAHUKOB U UX NPUBEPXEeHHOCTb NnpuHUuunam
obecneyeHuss KayecTBa C LenbH onpeagenntb, 4YTO AOOJIXXEeH 3HaTb KaXAabln COTPYAHUK, YTOOLI

BbiNonHAemMasa UM paboTa cornacoBbiBanach ¢ NOfIMTUKON B 06nacTu KayecTBa U Gbina HanpaeneHa
Ha AoCTWXeHue uenen B obnacTu Kayectsa?

nfa
oHert (cm. 7.1.1)
6.2 BonpocHuK, 4acTb 2. PaspaboTka cucteMbl MeHeg)KMeHTa KayecTBa
6.2.1 YcnewHo [encTByOLME oOpraHu3auun onpeaensioT U MNOHMMAaKT NPoLecchl, KOTopble

NPUMEHAITCA OANnd Npon3BoACTBa UX NPOoAYKUUWN.

3HaeTe nM Bbl, Kakue npoueccbl npoucxogdaTr B Bawen opraHuv3aumMm w“n KaK OHM
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B3auMOOEeMNCTBYHOT APYr C Apyrom?

ofa
oHet (cm. 7.2.1)

6.2.2 KaprI TEXHOJI0r'M4eCcKoro npouecca WM MapLlpyTHble TEXHOJIOTMYECKMEe KapTbl ABMAKOTCA
MHCTPYMEHTOM, UCNOJ1Ib3yEMbIM OpraHn3aunamMmm npu NpoeKkTMpoBaHnn n paspa60TKe npoLueccos.

MoHumaeTe nu BbI KOHUenuurw KapTbl TeXHOJIOrm4eckKoro npouecca U 3HaeTe JiM Bbl, Kak
pa3paboTaTb KapTy TEeXHOJIOrMYECKOro npouecca unu MaplpyTHYH TEeXHOJOrMYyeckyr KapTy ans
NpoLecCcoB, UCNONb3yeMbIX Balle opraHusauumen?

ofa
oHet (cm. 7.2.2)

6.2.3 TOCT P MNCO 9001 onucbiBaeT MofeNlb CUCTEMblI MEHemMKMEeHTa KavecTBa Ha OCHOBe
NpoLIeCCHOro noaxoaa.

Bugenu nu Bbl mogens CMK, ocHoBaHHyl0 Ha npoLeccHOM noaxode, KOToOpas UCNOJSIb3yeTcs B
FOCT P NCO 9001, n noHMmaeTe nu Bbl, Kak 3Ta mogenb paboraet?

ola
oHert (cm. 7.2.3)

6.2.4 Mogenb CMK Ha ocHOBe npoueccHoro noaxoga, npeactaesneHHas B TOCT P MCO 9001,
BkNtoYaeT pasgen "lpouecchl XU3HEHHOTo LUKNa npoaykumm" (To ecTb pas3gen 7), KOTOpbld onucbiBaeT
0OblYHble BUAbl OEATENbHOCTM, WUCMNONb3yemble B OONbLUMHCTBE NPOW3BOACTBEHHbLIX MPOLIECCOB U
NpoLIeCCOB NPeOCTaBEHUS YCyr.

Ectb nu B Bawen opraHusaumMm npou3BOACTBEHHbIE Mpoueccbl w/unu npouecchbl
npefocTaBneHus ycnyr, aHanoruM4yHble npoueccamM, onucaHHbiM B pasgene 7 "lpouecchkl
XWU3HeHHoro uukna npoaykuuun" F'OCT P NCO 90017?*

* B UCO 9001 aToT pasgen HasBaH "CosgaHune v peanusauns npoaykumu", oH oxBaTbiBaeT cTaguu
XXM3HEHHOTO LMKINa NpoayKumy Unm ycnyr, NpelwecTByoLmne Ux noctaBke notpedurtento. Ho B HEKOTOPbIX
CUTyaUUsiX OXBaAT CTafMN XN3HEHHOTO LIMKITAa MOXET ObITb 6onee LWMpPOKMM.

ofa
oHert (cm. 7.2.4)

6.2.5 TOCT P NCO 9001 ponyckaeT (cM. nyHkT 1.2 "lMpumeHeHue") WCKNIOYEeHNe HEeKOTOPbIX
TpeboBaHWiA, YCTAaHOBMNEHHbBIX HA NPOLECCHI U OeATENbHOCTL B pa3gene 7 "lMpouecchl XXM3HEHHOIO LuKna
NpoAyKunn", KOTopble He UCMONL3YIT B OpraHM3aLmm, U3 CUCTEMbl MEHE)KMEHTa KavyecTBa.

BbinonHAeT nu Bawa opraHusauuMa Bce npoueccbl, onucaHHble B pasgene 7 NTOCT P UCO
90017

oHa
oHert (cm. 7.2.5)

6.2.6 YcnewHo QencTBylOWME OpraHuMsaumn, Kak npaBurio, AOKYMEHTarbHO OdOpMNSAT
nnaHNpoBaHue, QYHKUMOHUPOBAHNME W  YyMpaBfieHMe CBOUMM MpoLeccamMu, a TakKkKe CMEXHYH
NPOV3BOACTBEHHYIO  AEATENbHOCTb C  MOMOLWBK  odumumManbHO  pa3paboTaHHbIX  MapLUPYTHbIX
TexHonormyecknx kapt [cMm. 4.2.1, nepeuncnerue d) FTOCT P MCO 9001].

Odopmnsaer nu Bawa opraHuMsauua oduumanbHO U OOKYMEHTanbHO nflaHUpoBaHue,
(pyHKUMOHMpPOBaHUE M YyMnpaBneHue BCEMU MNpoueccamMum CUCTEMbl MeEHeMKMeHTa KayecTBa U
CMeXHOM NPOU3BOACTBEHHOMN [EeATEeNbHOCTbLIO?
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nfa
oHert (cm. 7.2.6)

6.2.7 TOCT P NCO 9001 yctaHaBnuBaeT pa3paboTKy pykOBOACTBA MO KayecTBY AN OMMCaHus
obracTn NpMMeHeHns CUCTEMbl MEHE)KMEHTA KayecTBa, 060CHOBaHMS N0ObIX 4ONYCTUMbIX UCKITKOYEHWI U3
TpeboBaHui cTaHgapTa, CCbINKN Ha JOKYMEHTanbHO opopMneHHble npoueaypbl, TpeboBaHMsa Ans KOTOpbIX
yCcTaHaBnMBaeT 3TOT CTaHAapT, M ANs OnucaHus B3auMOAEWCTBUS MPOLECCOB B pamKax CUCTEMb
MeHe)KMeHTa kavyecTBa.

Ectb nu Yy BaC pPyKoBOoACTBO MO Ka4vecTBy, oOTBe4dawuwee BCeM 3TUM YCTaHOBJI€HHbIM
TpeboBaHNAM?

ofa
oHert (cm. 7.2.7)

6.2.8 B cootBetctBuM c TpeboBaHmamu [OCT P UCO 9001 Heobxogumo paspaboTtaTb
OOKYMeHTallbHO Od.)OpMJ'IeHHbIe npouenypesol, onucbiBawLwume, KaK OCyLWeCTBNAKTCA ynpaeneHue
AOKYMeHTauMen n 3annucsamu, NpoBeAeHne BHYTPEHHMX MPOBEPOK U naeHTudmrkaums HecooTBeTCTBYIOLLEN
nNpoayKuuW, a TaKke NPoOBEAEHNE KOPPEKTUPYIOLLMX U Npeaynpexaarowmx 4encTBun.

Ectb nu y Bac p[JokymMeHTanbHO oOdOpMIieHHble npoueaypbl, ONMUCbiBalolMe, Kak
BbIMOJIHAIOTCA  BbllleONUCaHHble Mpoueaypbl M CMeXHas C HMMW NpPOM3BOACTBEHHasi
OesATeNbHOCTb?

oda

oHert (cm. 7.2.8)

6.3 BonpocHuUK, 4yacTtb 3. OTBEeTCTBEHHOCTb PYKOBOACTBaA
6.3.1 MeHempKMEHT KayecTBa NOMy4mn pasBuTUE OT KOHLIENUUN NPOBEPKU, YNpPaBNEHNs] KAYECTBOM U
obecneyeHnst ka4ecTBa U cTan B KOHEYHOM UTOre MOSTHOCTbI0O OTBETCTBEHHOCTLIO BbICLLErNO PYKOBOACTBA B
COoOTBETCTBMM C pasgenom 5 "OteetcTBeHHOCTb pykoBoacTea" TOCT P MCO 9001. Beiclwiee pykoBOACTBO
OOIMKHO Tenepb obecneyntb peanu3aumio BaXkHbIX KOHUENTYyamnbHbIX OTIINMYUA, CBA3AHHbLIX C UX MpaBaMu U
00A3aHHOCTSIMM NPV NPOABWXKEHWM CUCTEMbI KayecTBa oOpraHusauuMm oT obecneyeHns KayecTBa K
MeHeKMEHTY KayecTBa.

MoHumaeT nu BbiCclee PYKOBOACTBO KOHUenTyanbHOEe OTIin4dne wMexay obecneyeHnem
KayecTBa M MEHeOXMEeHTOM Ka4vecTBa, 4YTOObl obecne4uTb ycnewHoe npoaABUXeHUe CUCTeMbl

MeHeA)KMEHTa KayecTBa opraHusauum Kk obecnevyeHuio cooTBeTcTBUs TpeboBaHuam [OCT P NCO
90017

nfa

oHet (cm. 7.3.1)

6.3.2 TMpuBepxeHHOCTb BbICLLIErO PYKOBOACTBA MNpuHUMNAM pa3paboTkM M BHeOPEHUs CUCTEMbI
MeHeJ)KMeHTa KayecTBa U NMOCTOSHHOIO MoBbIlLeHUS 3HEKTUBHOCTU ABNSETCA HeoOXOAMMbIM YCNOBUEM

ycnewHoro (byHKLI,I/IOHMPOBaHI/IFl CUCTEMblI MEHEIKMEHTA Ka4veCcTBa.

MpuBepxeHo N Bbicllee PYKOBOACTBO NPMHLMNAM Ballel CUCTeMbl MeHeAXXKMeHTa KavyecTBa?

nfa
oHert (cm. 7.3.2)

6.3.3 Bebicllee pykoBOACTBO YCMEWHO AENUCTBYIOLWMX OpraHusauun obpaljaeT o4veHb Oonblioe
BHMMaHWE Ha opueHTauuto Ha noTpebutens. OpueHTaums Ha NoTpedbutenst siBNSETCs NepBbiM U3 BOCbMMU
NPUHLMNOB MEHE)KMEHTa KayecTBa, Ha OCHOBE KOTOpbIX Bbin paspaboTtaH ctaHgapt FOCT P UCO 9001. B
ceasm ¢ atum [TOCT P KMCO 9001 Bkno4YaeT HECKONbKO pasgenoB, paccMaTpuBaloWMX CBSA3b C
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notpeburenamu.

OGpalaeT Nu Bbicluee PyKOBOACTBO Ballei OpraHu3aumMm ogHO3Ha4YHO GoMnbluoe BHMMaHue Ha
OpUeHTauMIo Ha NOTPebuTens, TO eCTb 3HAeT JIN OHO O NOTPEGHOCTAX U OXUAAHUAX NOTpebuTenen B
OTHOLUEHMM Ballel NPoAyKLMU, KOTOPYIO NOTPe6uTeNnun 3akynawT y Ballei opraHusaumumn?

ofa
oHert (cm. 7.3.3)

6.3.4 bBonbWWHCTBO OpraHM3auuin  UCMOMb3YT CXEMbl  OPraHW3auWOHHOW  CTPYKTYpbl C
npeacTaBneHneM  pasnuyHbiX  PYHKUMOHAamNbHbIX  00A3aHHOCTEN U METOAOB  OpraHm3aLvoOHHOrO
B3ammogencTems. COTPYAHMKM B pamMKax KaxAoW OpraHm3auMOHHOW eOuHWLbl Unu nogpasgeneHvns MoryT
BMAETb, KaK OHW BMMCBLIBAOTCA B OPraHM3auuio U OrpaHWYeHust NMOFTHOMOYMN, OEeNerMpoBaHHbIX KaXZoMy
PYKOBOAUTESIO U Nogpa3aAeneHuto.

EcTb Nu y Balleil opraHM3auum 4YeTKO onpegerieHHasi CTPYKTypa ¢ pasgerieHueM rnosiHoMo4uM,
AenernpoBaHHbIX nogpasaeneHnsm U coTpyaHMKam?

ola
oHert (cm. 7.3.4)

6.3.5 PykoBogutenu n coTpyaHUKM B HEBOMbLUMX OpraHM3aumax pacnpegenstoT 0693aHHOCTM U oauH
COTPYAHWK MOXEeT HEeCTW OTBETCTBEHHOCTb 33 HECKOMNbKO (OYHKUMIA, KOTOPble BbINOMHAT OTAENbHble
COTPYAHWKN B Bonee KpynHOW opraHm3aumu.

fABnAscb HeGoNbLOW opraHu3auuen, obecneynnu nm Bbl YeTKOe U OAHO3HAYHOE MOHUMaHue
COTPYAHUKAMM BbINOJMIHAEMbIX MMM 00si3aHHOCTEM U KommneTeHUuuw AnAa wux 3ddeKTUBHOro
BbINOJZIHEHUA?

nla
oHert (cm. 7.3.5)

6.3.6 CoTpyaHWKM [OMKHbI OblTb KOMMETEHTHbl B BbIMNOMHEHUU BO3FMOXEHHbIX HA HUX 3agadvy U
obs3aHHoCTEN. [ANsi COTPYOHWUKOB, MMEKLUX AOMOMHUTENbHbIE (DYHKLUWMW, CBSA3aHHbIE C PYKOBOACTBOM,
n/vnu 3agayn, KoTopble HeOOXOAMMO pelwaTtb C MOTpeduTensMu, opraHusaums OOfkKHa YCTaHOBUTb
HeobOX04MMYHO CTEeNeHb OTBETCTBEHHOCTHM 3a BbIMOMTHEHWE UMW OMONTHUTENbHBLIX OYHKLMIA N KOMNETEHLNIO.

KomneTeHTHbI NW Bawy COTPYAHWMKU B BbINOMIHEHMU BO3JIOXEHHbIX Ha HUX 3agay M
obsizaHHoOCTEN?

nla
oHert (cm. 7.3.6)

6.3.7 COTpyAHWNKN OOMKHbI 3HaTb, kKak adeKkTuBHO paboTaeT opraHM3aumst 1 JOCTMralTCs fn Lenu un
3agayun, noctaeneHHble nepen MNPOM3BOACTBEHHbLIM KOMMEKTMBOM WNW nogpasgeneHvem. Kak npaswuno,
BblAenseTcsa rpynna, AOCTUrlas Hanny4ywmx nokasartenen (Mnu ycnewHo AencTBylowas opraHn3aumMoHHas
eavHuua), B Crnyyae ecnvM BbiCllee pPYKOBOACTBO nNpu3HaeT 6onee 3adpeKkTMBHOE BbINOMHEHME
COTpyAHWKamMu cBoel paboTbl, C NPU3HAHMEM OTHOCUTCA K HUM W MOSIHOCTbI MHAOPMUPYET O XOPOLUMX
pesynbTatax Mx paboTbl. 3TO CBMAETENbCTBYET O MPUMEHEHUU TpeTbero MnpuHuMna MeHegXMeHTa
KayecTBa, KOTOpPbIV Ha3biBaeTcs "BoBneveHne paboTHUKOB".

MonHoCTbLIO NN MHGOPMUPYIOT BalUUX COTPYAHUKOB O 3afayax U pesynbTatax AesiTeNbHOCTH,

KOTOpble BO3AEUCTBYHOT Ha HUX, U O TOM, KaK XOpPOLUO pabGoTaeT opraHusauus AN AOCTUXKEHUA
nocTaBneHHbIX Lenen n sagay?

ola

oHert (cm. 7.3.7)
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6.3.8 [ocTmkeHne 3agady B 06nacT KadyecTBa SABNAETCA OTBETCTBEHHOCTbIO KaXOoro COTPYAHUKA
opraHusaummn. OaHako 0693aHHOCTBIO CNeLnanbsHOro COTpYAHMKA ABMNAETCA OCYLLECTBIIEHNE Haa3opa 3a:

- ueneHanpaBneHHon OEeATEeNIbHOCTbIO CUCTEMbI MEHePKMEeHTa KadeCTBa, OCBEeOOMJIEHHOCTbIO
COTPYAHUKOB O TOM, YTO OXMAaeTCA OT HUX A4 BbINOJIHEHUA 3a4a4 B obnacTu kayecTBa;

- Hann4dmem pecypcos, Korga oHun HeobxoauMbl;

- NpoBedeHMeM aHanuM30B pe3ynbTaTtoB (PYHKLUMOHUPOBAHUSA CUCTEMbI MEHEMXKMEHTa KayecTBa W
npeacTtaBneHveM MHGOPMaLMM PYKOBOACTBY, KOTOPOE MOXET 3aTeM NpeanpuHSTb KOppekTupyloLline
DencTBus, koraa u rge aTo HeobxoaMmo.

B cooteBetctBUM ¢ TpeboBaHusmu FTOCT P MCO 9001 coTpygHuk, npeactaBnsioLlLmMi pyKOBOACTBO,
OOIKeH ObiTb HagerneH OTBETCTBEHHOCTBIO W MOMHOMOYMAMWU ONS BbINOSIHEHMS TakoW 3agadvn U OOJDKEH
BbINOMHATb (PYyHKUUW NpeacTaBUTeNs pyKoBOACTBA.

Onpegenuno nu BbiCllee PYKOBOACTBO MpPeACTaBUTENSA PYKOBOACTBA M Hagenwuno nu ero
OTBEeTCTBEHHOCTbIO U MOJIHOMOYMAMU, obecneuMBalWMMN BHeOpeHue, nogaepxaHuve B pabouem
coctosiHum wu 3ddekTuBHoe (PYHKLUMOHMPOBAHME TMPOLIECCOB, HEOOXoAMMLIX AN CUCTeMbI
MeHeLXXMeHTa KavyecTBa?

ola
oHert (cm. 7.3.8)

6.3.9 Cuctema MeHemKMEHTa KayecTBa He MOXET (DYHKLMOHMPOBATb B TeYEHUE NMPOAOSIKUTENBbHOIO
nepvoda BpemeHu 6e3 noaTBepXKaeHVsl TOro, YTO OHa UIpaeT BaXKHYI0 porib B AeATENIbHOCTM OpraHM3aumm.
PyKoBOACTBO [OO/MKHO perynspHo aHanMaupoBaTb €€ W KOHTPONMPOBaTb, HACKOSIbKO XOPOLIO OHa
(PYHKUMOHMPYET U rae BO3MOXHbI YIy4LLEHUS.

PerynsipHo N u 3annaHUpPOBaHHO N aHanNU3npyeTcs cucTeMa MeHegKMeHTa KayecTBa Ha
npeaMeT NPUrogHOCTU, COOTBETCTBUSA U 3(p(heKTUBHOCTU?

nla
oHert (cm. 7.3.9)

6.3.10 OpraHunzaunoHHas NONUTUKa M 3adayn Nepuogudeckn mameHsitotcs. MNMonutuka n 3agayuv B
obrnactn kadecTBa Tawkke [OOIMKHbI aHanu3MpoBaTbCA W WU3MEHATbCH, KOrda W3MEHSITCH  YCroBwUS,
OCYLLECTBMNAEMbIE NPOEKTLI UMW NOTPedMTENN.

M3mMeHsanNuM nu Bbl NOJIUTUKY U 3agayn B obnactu KayectBa M ynydwanu nm cuctemy
MeHeOXMeHTa Ka4yecTBa, YTOObI OHa oTpaxasna nsmeHsruwuecs ycnOBMﬂ?

nla

oHert (cm. 7.3.10)

6.4 BonpocHuk, 4yactb 4. Co3gaHue u peanusauusi npoaykuuu (npoueccbl XU3HEHHOro LUuKna
npoaykumm)

6.4.1 Tpogoykuusi XOpoLIero kayecTBa He MNPOM3BOAMTCHA CIyvanHO, a SBMsSeTCs pe3yrnbTaToM
TWaTENbHOrO  MNMaHWPOBaHUA U yrpaBneHus. YCMNewHo [OeWCTBYWOLME  OpraHusauum  Bcerga
npeaycMaTpuyBaloT onpedesnieHHy0 cTeneHb U opMy NMaHUPOBAHUSA CO3LaHUSA U peanu3aumu NpoayKumm
(MnaHupoBaHWe KavyecTBa), AaXe eCnn NiaHNPOBaHNE HE MOJTHOCTbIO AOKYMEHTaNbHO OhOPMITIEHO.

Pa3pa60Tana JIK Balwla opraHunsauusa nrnaH Ka4vyecTtBa, onuncbIiBavLWmMn npoueccbl co3gaHuAa U

peanusauum npoayKuun, Heo6xoanMble ANl NOCTaBKM NPOAYKLMUU U OKasaHUsi YChyr, OoTBeYalowWwmm
TpeboBaHMAM noTpebutenen?

ola

oHert (cm. 7.4.1)
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6.4.2 baHKkn n gpyrve kpeguTopbl TPeOYIoT, Kak npaBuio, HageXHOro oMHaHCOBOIrO MilaHMPOBaHWS,
ofHako nraHam, obecnedvvBalOLLUM AOCTMKEHNE KAa4YeCTBEHHOW MPOAYKLWUW, YacTo He MpUAAT LOJPKHOro
BHUMaHWs. PUHaHCOBOE NNaHMpoBaHWe, NPOBOAUMOE MHOTMMU YCMELHO AEACTBYIOLWMMI OpraHM3aunsiMm,
YYUTbIBAET:

- (vHaHcoBble TpeboOBaHMS, YCTAHOBMEHHbIE MyTEM MMaHMPOBAHUS CO3[daHUs W peanusauun
KayeCTBEHHOWN MpoayKUnK;

- Apyrve pacxofbl, CBS3aHHbIE C KAYeCTBOM, KOTOpbIE HECET OpraHmn3auus.

MpeoycmaTtpuBaloT nu (PUMHAHCOBLIN NNaH M OrooXKeT Ballen opraHusauum pacxogbl Ha
KayeCTBO M Apyrue BXoAHble pacxoabl, obecnevynBalolmue AOCTUXKEHMEe HeOOXO0AUMbIX NoKasaTenen
KayecTBa NnpoayKkunm?

ofa
oHert (cm. 7.4.2)
6.4.3 3agaum B obnacTtu kayecTsa NpPoayKUUN AO0MKHbI BbiTb YETKO U OAHO3HAYHO yCTaHOoBMEHbl. OHY

MOTYT ObITb (PM3NYECKMMU XapaKTePUCTUKaAMK, BKMOYAKOLWMMWN pasmepsbl, LBeT, dopMy M T.4., UMM MOryT
OTHOCUTbLCS K TOMY, Kak NoTpebuTernb oLeHMBaEeT oka3aHue ycryru.

YcTaHoBUNa nu Balla opraHM3aums 3agaym B o6nactm KavyecTBa U Tpe60BaHMA K BbIyCKaeMown
NPOAYKUMU UIIN OKa3biBaeMbIM ycriyram?

ofa
oHert (cm. 7.4.3)

6.4.4 TllnaHnpoBaHMe KayecTBa WAESHTUMUUMPYET pecypcbl, Heobxoaumble ANd  MNPOLECCOB,
obecneunBaroLLMX CO34aHNE U peanu3aunio NPoAyKLMN.

MpeHtudmumpoBana m obecneuyumna nu Bawa oOpraHv3auusi pecypcbl, Heobxoaumblie Ans
NOCTaBKN Ka4YeCTBEHHOMN NPOAYKLUN unu ycnyr?

ofa
oHet (cm. 7.4.4)

6.4.5 Korga xapakTepuCTWKM W rokasaTenu npoayKUWMWM YCTaHOBIIEHbl, OpraHu3auus [OJDKHa
noaTBepanTb UX obecnedeHue. [Ins 3TOro cyLecTByeT MHOMO crnocoboB. ATO 3aBUCKT FMaBHbIM 06pa3om oT
XapakTepa camol NpoayKuuW, Hanpumep, HeKoTopas NMpPoAyKUMs MOXEeT OblTb M3MepeHa Unu npoBepeHa
pasnuuHbIMKM CpeacTBaMu, a Apyras MoxeT ObiTb TONMbKO MNOATBEPXAeHa NocpeacTBOM oGecrneyeHus
COOTBETCTBUSI MpoLecca COo34aHusi UM MOCTaBKM  YCTaHOBMEHHbIM MeTodam Mof  yrnpaBfieHWem
NoArOTOBNEHHOIO U 0GYYEHHOro nepcoHana.

3HaeTe nu Bbl, Kak noareepxapatb CooTBeTCTBME Bawen npoaoykuumm unn  ycnyr
YCTaHOBJ1€HHbIM Tpe6OBaHMﬂM?

oHa
oHet (cm. 7.4.5)

6.4.6 OpraHusaums MOXeT NPOAEMOHCTPUPOBATbL NMOCPEACTBOM CCbIIKUM Ha pasfnuyHble 3amnuCK, YTO
OHa NocTosiHHO obecneynBaeT HeOHGXOAMMBIN YPOBEHb KayecTBa NPOAYKLMN UMN YCIYT.

Ectb nn B BaweKn opraHusauMm Heobxogumble 3anucu, NoaTBepXAarlmne CooTBeTCTBME
Baller NPoAYKLMU UK YCIYT YCTaHOBMEHHbIM Tpe6oBaHUAM kayecTBa?

ola

oHet (cm. 7.4.6)
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6.4.7 MHorne Buabl A€ATENbHOCTM UNU OEUCTBUSA, BbIMNOMHAIOLWMECS B paMKax MPOU3BOACTBEHHbLIX
MPOLIECCOB M NMPOLECCOB NpeaocTaBrieHns ycnyr, TpebytoT Hanmuus MHCTPYKUMIA NO SKCniyatauum u/unm
MHpopmaumm 06 SKcnnyaTauMoOHHbIX OCOOEHHOCTSAX, MO3BONALWMX MNPOM3BOACTBEHHOMY MNepcoHany
NpaBuUITbHO U NOCreaoBaTeNbHO BbINOMHATL paboTy.

EcTb N1 MHCTPYKUMM MO 3KCMilyaTauMu Ha BCeX NMPOU3BOACTBEHHbIX y4YacTKaX M y4yacTKax
npepocTaBneHust ycnyr B Ballen opraHM3auum, Kak 3To yCTaHOBIIEHO TpeboBaHMAMU?

ola
oHert (cm. 7.4.7)

6.4.8 WMHcTpykumm no akcniyaTauuv Hepeako WUCMoNb3ylT Ans MOoAroTOBKM U OBYyYeHMs HOBbIX
COTPYZAHWUKOB U KOHTPOSS MX NPON3BOACTBEHHBIX HABLIKOB MPU BbINOSIHEHUN PaGOThI.

3HaKoMbI NI BallM COTPYAHUKN C UHCTPYKLMAMM NO IKCNNyaTauum, KoTopblie UM Heo6Xo4 UMb,
M TpebyeTcsa Nu ANA HUX OONONMHUTENbHAA NOAroToBKa UMU PYKOBOACTBO ANSA Nyyllero BbiNonHeHus
paboTbI?

ola
oHert (cm. 7.4.8)

6.4.9 O6LLenpn3HaHHO, YTO KayecTBeHHas paboTa MOXeT OblTb BbINOMHEHA TOMBbKO B MpUeMIeMbIX
pabounx ycrnoBuUsiX MpU HaNM4YMU COOTBETCTBYHOLLLErO 06OpPYAOBaHUS U Cny6 MaTepuanbHO-TEXHNUYECKOro
obecneyeHus.

BHocAaT nu Bknap Bawe npeanpusatve, odMc M ppyrve NpousBOACTBEHHblE Y4acTKU B
ycrellHoe BbINofIHeHUe NPoU3BOACTBEHHON AeATeNbHOCTU?

nla
oHert (cm. 7.4.9)

6.4.10 TOCT P MCO 9001 ycraHaenuBaeT pa3paboTKy PyKOBOACTBA MO KayecCcTBYy ANS OMUCaHWS
obnactm [OeaTenbHOCTM CUCTEMblI MeHeA)KMeHTa KayecTBa, OOOCHOBaHMSA MOObIX WCKMIOYEHUN U3
TpeboBaHui pasgena 7 "Co3gaHne 1 peanu3auns NpoayKumMm™, cCbifikn Ha JOKYMEHTaNbHO OhOPMIIEHHbIE
npouenypbl U TpeboBaHWs, onUcCaHWs B3aMMOAEWCTBUSI MPOLECCOB B paMKax CUCTEMbl MeHemXMeHTa
KayecTBa.

*BTOCT P NCO 9001-2008 pasgen 7 Ha3BaH "lNMpoLecchl XXM3HEHHOMO LMKMNa nNpogyKumm",

OOBbACHAET N 060CHOBLIBAET JiM Balle PYKOBOACTBO NO KavyeCTBY Kakune-rnnbo UCKNYeHUs u3
TpeboBaHuM B pamkax pasgena 7 "lMpouecchbl xxnsHeHHoro yukna npoaykuum” FrOCT P NCO 90017

nfa

goHet (cm. 7.4.10)

6.5 BonpocHuk, 4yacTtb 5. CBA3b ¢ noTpedbutensamm
6.5.1 ns noTpebutens cyLecTtByeT MHOrO CnocoboB B3aMMOAENCTBUSA C OpraHusaumen. 3T1o moryTt
ObITb ObmumaneHbIi TeHOep WM pacueHKkn Ha TenedoHHble 3BOHKM MoTpebuTtenen. Manble n cpegHue
npeanpuaTua  OOMMKHbl  MMETb  Mnpouecchl  obecneveHust CBsA3WM, YAOOHble AN MCMNONb30BaHUSA
notpebutenamu.

MmetloT nu Bawm notpedbutenu yaoOGHbLIN OOCTyN K BaweW opraHM3auuu, Korga OHM XOTAT
3aKynuTb NpoayKuuto?

ola

oHert (cm. 7.5.1)
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6.5.2 NMoTpebutenu nNpuxogaT, Kak NpaBuIo, Ha CKNag opraHusauum UM B MarasuH, 4Tobbl caenatb
3aKynky NpoayKkuun, 0gHaKo NOTPedUTeNn MHOMMX OpraHM3auuin UCNONb3yT ANS 3anpoCoB M pa3MeLLeHs
3aka3oB TenedoH, akc n HTepHerT.

EcTb nu y Bac acpheKTUBHbIN NpoLecc, NOATBEPKAAIOWMIA NPUHATUE 3aKa30B NoTpebuTenen n
oGecneunBalOWUN NOHMMaHWe 3aKa30B U NOATBepXAeHWe, Koraa oHU caenaHbl?

ola
oHert (cm. 7.5.2)

6.5.3 lMoTpebutenn He Bcerga TOYHO 3HAKT, YTO OHW XOTAT MMM MOTYT 1M MOMYYUTb 3TO OT
KOHKPETHOW opraHn3auuu.

Ectb nu y Bac 3ddeKTUBHbIN cnocob CBA3M C BawuMMu noTpebutenamu Aans
MHOPMUpPOBaAHUSA UX O NpearnaraeMbIX BaMy NPoAyKUUU U ycnyrax?

ola
oHert (cm. 7.5.3)
6.5.4 HeobxoaumMo TOYHO 3HaTb, YTO NOTPEBUTEND XOUET KynuTh Yy opraHunsaumn. Notpebutens moxet

ObITb HecnocobeH faTb YETKYl0 M OLHO3HAYHYK XapaKTepUCTUKY TpeGoBaHWIM K NMPOAYKUWMK, B pesynbTaTe
Yero pasnuyHble TOYKN 3PEHNUST MOTYT NMPUBECTU K HEAOMOHUMAaHWNIO MeXy opraHu3aumen u notpebutenem.

Bcerga nu Bawa opraHu3auusi Nogpo6HO BbisICHAET TpeGoBaHUA NoTpebuTenen K 3akynkam
npoayKuMu unm ycnyr?

ofa
oHert (cm. 7.5.4)

6.5.5 Moryt OblITb OTAenbHble acnekTbl MNPOAYKUMKW, KOoTopble BoOGLLE He MOHUMATCs WK
HEeM3BECTHbI NOTPEeBUTENIO U KOTOPble paccMaTpUBalOTCS:

- 3aKoHOOaTe/IbCTBOM Unu pernameHTomMm munm
- OLLEHKOWN COOTBETCTBMSI.

Y Ballen opraHu3aumm JormkeH ObiTb Npouecc, obecnevmBaloLLni onpegeneHme 3akoHo4aTENbHbIX U
perynupylowmux TpeboBaHMI Ha NpoAyKUMo (KOTOopble MOryT ObiTb HeobxoouMmbl Onsi NPUMEHEHUsI
NPOAYKUMM MO HAa3HaYeHU0 NOTPedbuTens) A0 HavYana NpoM3BoACTBa U/UNN NPeAOCTaBNEHUS YCIYTN.

MpoBepsinu nu Bbl, pacnpocTpaHAETCA NN AeNCTBUE 3aKOHoAAaTesNbHbIX U PerynupyroLmx
TpebGoBaHM unu obGsA3aTenbHbIX TPeObOBaHMWA CTaHOAAPTOB Ha Bawy MNPOAYKLUUIO WKW yCnyru B
CeKTopax NPOMbILNIEHHOCTU UNK Ha pbIHKaXxX, rae Bbl paboTaete?

oHa
oHet (cm. 7.5.5)

6.5.6 MoTpebuTenu He Bcerga MOryT MOHWMATb, Kak MCMONb30BaTb MPOAYKLMIO B COOTBETCTBMU C
Ha3HaueHneMm narotoButens. OpraHusaumMm OOmKHbI 06ecneunTb HanMumMe COOTBETCTBYHIOLLEN MHAOPMaLIMK
WVNU VHCTPYKUWMIA, NpeaycMaTpuBalolMX BO3MOXHOCTb BO3HUKHOBEHMSI MOObIX CUTyauuin u, ecnu
Heo6x0aMMO, YCNOBWUIA ANS yTUNMU3aumn.

3HaeT nu Bawa opraHusaums o BCcex cnocobax UCMONb3oBaHUA Ballel NPoayKUMK Unu ycnyr

n01p96MTeneM M O Kakux-nmbo npoﬁnemax, CBA3aHHbLIX CO 340pOoBbeM, 6e3onacHOCTbLIO UK
Opr)KaI'OI.IJ,eﬁ cpe,qoﬁ, KOTOpblie MOryT OKa3aTb oTpuuaTternbHOe BO34eNCcTBMe Ha Nnonb3oBaTena?

ola
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oHert (cm. 7.5.6)

6.5.7 Bnapeneu npegnpusTUS WM BbiCLUEE PYKOBOACTBO KakoM-NMbO opraHusauum Moxet
noaTBEPAMTb HOBLIM 3aka3 MnoTpeduTens, a B APYrnx oOpraHmsaumsix 3TO MoXeT ObiTb caenaHo
npeacTtaButenemMm crnyxbbl noTpebutensa. HesaBucumMo OT TOro, KTO YTBEpXOaeT 3aka3, OH [OIKeH
obecneunTb NpaBUbHOCTL, NOSTHOTY U NPUEMITIEMOCTb BCel MHGOpMaLMM Mo 3akasy, a Takke BO3MOXHOCTb
ero BbIMONHeHus. lpuemka u yTBepXAeHMe HOBOro 3akasa noTpebuTens siBNSeTcs BaXKHbIM LIArom
HE3aBUCMMO OT YPOBHSI MX MCMOMHEHUS, MOCKONbKY HEYeTKoe W HernomHoe onucaHwe TpeboBaHWA MOXET
npuBeCTM K oLnMbKe, n NnoTpebutens He ByaeT yooBNETBOPEH.

Ectb nu B opraHuMsauum npouecc, obecneyMBarolmMi nNpoBeAeHUE aHanuM3a 3akKa3oB
noTpebuTtens 0o ux NnpMeMKu opraHmsauumen?

ofa
oHert (cm. 7.5.7)

6.5.8 MHorve opraHv3auuv MOATBEPXKOAlT 3aka3 MNoTpebuTensl, korga OH MPUWHAT UMW BBeOEH B
CMCTEMY KaK [0KasaTenbCTBO TOro, YTo MoTpebutenb NpuHAnN Bce 4acTHocTU. Crnocob6 noaTsepaeHus
3aka3a noTpebuTens 3aBucuT OT crnocoGa ero nomnyyeHus.

Korpa Bawa opraHu3sauusi nonyyaeT 3aka3 oT noTpeouTtens, noaTBepxaaeTe N Bbl €ro, YTOObI
obecne4ynTb NOSTHOE NOHUMaHMNE NOTpeduTenem, YTo UMEHHO ByaeT NOCTaBNeHO?

ofa
oHert (cm. 7.5.8)

6.5.9 MoTpebuteny MoryT M3MeHWUTb 3akas, YBEeNMYMB UMM YMEHbLUMB 3aKka3aHHOe KONMYEeCTBO MIn
XapaKTePUCTUKN NPOAYKUUW, NN XapaKTep YCnyru.

OnepaTUBHO NW Balua OopraHusauusa pearmpyeT Ha U3MeHEeHUA, KOTopble BHOCUT NoTpebuTenb
WM Baw coOGCTBEHHbIN NepcoHan?

nla

oHet (cm. 7.5.9)

6.6 BonpocHuK, 4acTb 6. 3aKkynku
6.6.1 MNocTaBLWMKM ONpeaensoT yCrneLwHyo AeaTeNnbHOCTb opraHm3auun. MNocTtaBwmku obecneynsaoT
NnocTaBKy MaTepuanoB, MWCMOMb3yeMblX MNPU MNPOM3BOACTBE MPOAYKLMM, W NPELOCTaBMsAT  YCnyru,
Heobxooumble Ona  obecneyeHuss [OeATENbHOCTM OpraHuM3auuu, W Bce ocTanbHoe, 6e3  4ero
NpOn3BOACTBEHHAs! AEATENbHOCTb OPraHM3aL M He MOXET PYHKLMOHMPOBATL JOMKHLIM 06pa3om.

MpeHTudmumpoBana nu Bawa opraHusaumsa BaXHble pe3ynbTaThl AeATENbHOCTU NOCTaBLUUKA,
KOTOpble BAUAIOT NPAMO UMM KOCBEHHO Ha Ka4yecTBO NMPOAYKLUU U yCIyru, NpefocTaBrnsieMble BamMu
nortpebutensam?

oHa
oHet (cm. 7.6.1)

6.6.2 Y HeKoTOpbIX OpraHn3auuini ecTb COTHU NOCTAaBLUMKOB, KOTOPbIE NOCTaBNAOT CaMble pa3fuyHble
BMAbI NPOAYKUUW W YCNyT, OOHAKo OONMbLUMHCTBO TakMX MOCTABLUMKOB HE BIUSAIOT Ha notpedutens wu/unu
KayecTBO roToBOW NpoAyKuuu. HekoTopble opraHusaumv cUuTaroT COKpalleHWe KonuyecTBa MoCTaBLLMKOB
[0 HECKOJIBKUX CaMbIX BaXHbIX 3 dEKTMBHON 1 Goree BbIrOAHOW MEPOW U 3aKmioYaroT C HAMKU NapTHEPCKMe
cornawennsi. ITo CBMAETENbCTBYET O MPUMEHEHUN MPUHLMNA HOMEpP BOCEMb MEHEMKMEHTA KayecTBa -
"B3anMoBbIrogHble OTHOLLEHUS C nocTaBLmkamn".

PaboTtaeTe nu Bbl B TECHOM KOHTaKTe C HEOOXOaQUMbIMU BaM NocTaBLMKaMu U obecneumBaeTte
JIN NOCTOAHCTBO nepeYvHs NnoCTaBLYUKOB?
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6.6.3 MNocTaBLMKK JOSMKHBI OTBeYaTh BawwuM TpeboBaHuaM. [peacTtaBnsieTcs BaXKHbIM MPOBELEHME
aHanuM3a MpOU3BOACTBEHHbIX MOLLHOCTEA W PECYPCOB BO3MOXHbIX MOCTaBLUMKOB [0 3aK/oYeHus
cornalleHns o 3akase Ha 3aKyrnky. 3anncu pesynbTaToB OLIEHKM BalUuX NMOCTaBLLMKOB HEOOXOANMO XpaHUThb,
4YTO6bI B ByAyLLIEM MOXHO ObINIO MCNONB30BaTh U CChINATbCsA Ha 3Ty MHAOPMALIUIO.

Mocewanu nu Bbl NpeAnpuUATUS NOCTaBLWMUKOB, YTOObI Y0OeAUTLCSA JINYHO, YTO OHM CNOCOOHDI
YAOBNETBOPUTL BallM TPeOOBaHUA K Ka4yeCcTBY?

ola

oHert (cm. 7.6.2)

6.6.4 MHorme nocTaBLUMKN SBNAOTCA KPYNHbIMW OPraHn3auusaMu, U Bbl AOMMKHbI B3aMMOOeNCTBOBaTL
Cc ochmcom dunmana, roe peleHus NpuHUMaeT yaaneHHbl rofoBHoM oduc unu npegnpusatve. Manoe

npeaonpuAaTue okasbiBaeT He3Ha4YuTernbHoe BO34EeNCTBME Ha TaKMUX NMOCTaBLLNKOB.

KnaccudcdmuupoBanum nu Bbl BawWx NOCTaBLMKOB MO TUMY BbIMyCKaeMoOM NpoAyKUUM W
XapakTepy ux npomssogcTtea?

ola
oHert (cm. 7.6.4)

6.6.5 MHorue opraHunsauunmn pa6OTaIOT C GOMbLIMHCTBOM MOCTABLUUKOB B TEYEHNE npoaoIKNTESTIbHOIO
nepunoaa BpemMeHn, NOCKOJIbKY OHM yOOBNETBOPUTETIbHO BbINOJTHAKOT CBOIO pa60Ty.

Ksanudwmumposanu nu Bbl NOCTaBLMKOB U3 Ballero yTBepXKAeHHOro nepeyHs nocTaBliUKOB?

nla

oHert (cm. 7.6.5)

6.6.6 B 3akasze Ha 3aKynky NOCTaBLUMKY HeobXoauMoO AaTb YeTKoe W OfHO3Ha4YHOe OnucaHve
npoayKuMn, Matepuana unu ycryru, Kotopble Bbl nokynaete. [1ns Bac, Kak nokynaTtens, BaxHo obecneuntb

TOYHOE onncaHmne Toro, YTo Bbl XOTUTE, NOCKOJIbKY 3TO NpeaHa3Ha4vYaeTcqa 0114 BaWnx I'IOTpe6VITeJ'Iel7I.

Ectb nun y Bac npowuecc, obecneynBalOLUA aHaNM3 3aKa3oB Ha 3aKynKy Ao TOoro, Kak Bawa
opraHusauus coenaet 3akas?

nla

oHert (cm. 7.6.6)

6.6.7 MHorve opraHusauuMy NMOCTaBLUMKOB MOATBEPXAAOT 3aka3 Ha 3akyrnky, Korga OH MPUHAT Unu
BBEJEH B CMCTEMY AN NOATBEPXKAEHUSA TOrO, YTO MX MOTPEOUTENN NPUHANN BCE YACTHOCTU U COrMacHbl CO
BCEMW YCMNOBUAMM U AeTansMu.

AHanusupyet nu Balla opraHusauusi NOATBEPXKAEHUS 3aKa30B NocTaBLUMKaMnN?

nfa

oHert (cm. 7.6.7)

6.6.8 lMocTaBWMKM OOMKHBI UMETb npouenypy w/unu npouecc, obecnevmBamWnin COOTBETCTBUE WX
NPoOaYKUUN YCTaHOBMNEHHBIM Bamu TpeboBaHusM. Bo MHormx crniyyasix opraHv3aumm TpebytoT OT CBOMX

NOCTaBLUMKOB Hann4nsa COOTBeTCTByIOLLI,eI7I CUCTEMbI MEHEIKMEHTA Ka4yeCTBa.

3HaeTe nu Bbl, YTO Y BaluUX NMOCTaBLUIUKOB €CTb COOTBETCTBYHOLAA CUMCTEMa MEHemKMeHTa
KayecTBa?
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nfa
oHert (cm. 7.6.8)

6.6.9 Cuctembl MeHeIKMeHTa KayecTBa NOCTaBLUMKOB 0GecneyvBaloT rnonydyeHne Bamu npoayKumm
UNK ycryru, KoTopble Bbl 3akasanu 1 oxugaeTe nonyunts. OgHako NpeacTaBnseTcs BaXHbIM Hanuyue y Bac
coGCTBEHHOrO npolecca Bepudukalmy, NoATBepXAalolero, 4YTo Baluy MOCTaBLUMKU NOAAEPXMBAIOT
npuemnemMblii ypoBEHb Ka4ecTBa BbIMONHEHNS paboThbl.

Ectb nu y Bac npouecc, obecneunBarowmm sepucdukanmio npoaykKLMm unum ycrnyru, Kotopyio
Bbl NoJly4yaeTe OT NOCTaBLUKOB?

oHa

oHert (cm. 7.6.9)

6.6.10 KauecTBO BbINOMHEHUsT pPaboTbl MNOCTaBLUMKAMM MOXET W3MEHUTbCA U3-3a  MHOMMX
0bCTOATENBCTB, KOTOPbLIE Bbl HE MOXETE KOHTPONMpoBaTb. M3MeHeHnss MoryT noenusaTb Ha ob6s3aTtenscTea
Mo noCTaBKe, HanuuMe npoaykuum, KadectBo u gpyrme ycnyrn. KavectBo BbINONMHeHUs paboTol
nocTaBLUuKaMn criegyeT nNpoBepsATb Ha MOCTOAHHOM OCHOBE M MO Mepe HeobGXOAMMOCTU NpUHMMaThb
COOTBETCTBYIOLLME Mepbl. XOpOoLUMIi NOCTaBLWMK DyaeT pearnpoBaTtb Ha TpeboBaHus NoTpebutensi, KOTOPOro
OH LLeHUT, KOraa ero UHOPMMPYIOT O HENPUEMIEMBIX CUTYaLUAX UITN OTKIOHEHUSX.

MpoBoAUT N Bawa opraHM3auuss MOHUTOPUHT KayecTBa BbINOSIHEHUA paboTbl NOCTaBLUMKaAMU
M NpeanpuHMMaeT NI KOPPEKTUpYIoLMe AeUCTBUSA NO HeNpUuemMrieMbIM CUTyauusam?

oda

oHert (cm. 7.6.10)

6.7 BonpocHuUK, 4acTb 7. lpoekTMpoBaHue 1 paspaboTka
6.7.1 KayecTBeHHas npoAaykUUS He MpPoOM3BOAMUTCH CryyYavHO, a $BMseTcs pe3ynbTaToM
npodeccnoHanbHOro NPOEKTUPOBAHNA 1 pa3paboTKy.

MpoekTupyeT wu/unu paspabatbiBaeT NM Bawa opraHusauuMs NPoAYKUUIO, KOTOPYK OHa
npoussBoauT?

ofa

oHert (cm. 7.7.1)

6.7.2 MHorne opraHusauuy NpoM3BOAAT NPOAYKUMIO HAa OCHOBE MpoeKTa, NpPeAcTaBnsaeMoro apyrumu
opraHm3aumsaMmn, KOTOpble W3MEHSIOT UNUM COBEPLUEHCTBYIOT CYLLECTBYIOLWUA NPOEKT Ans obecneyeHus
COOTBETCTBMS HOBbIM MUIN OPYrM TpeboBaHMSM.

MoHATHa N Ansa Bac pasHULa MeXay KOHUenuusmu "npoekTupoBaHue” u "paspaboTka”?

oHa

oHet (cm. 7.7.2)

6.7.3 OpraHusaumy, npousBogdlME NPOAYKUMIO Ha OCHOBE MPOEKTOB, MPOBEPEHHbIX WU
NpeacTaBneHHbIX APYrMMY OpraHuM3auusiMM, MOTyT MPUHATH pelleHne o6 wuckmyeHun TpeboBaHMm K

NPOEKTUPOBAHUIO U pa3paboTke 13 CBOMX CUCTEM MEHeIKMeHTa KayecTBa.

Paccma'rpMBana N1 Bawa opraHnsauusa BO3MOXHOCTb UCKITKOYeHUs pa60'r Nno NPOEeKTUpoBaHUIO
n pa3pa60TKe M3 Ballen CUCTEMbl MeHegXKMeHTa KayecTBa?

ola

oHert (cm. 7.7.3)




FOCT P 54138-2010 NpoBeaeHne camoOLEHKN AeATENbHOCTU NPEANPUATUIA HA COOTBETCTBME CUCTEM MEHEKMEHTA KavyecTBa
npeanpusituii TpebosaHmsm ctangapta FOCT P MCO 9001-2008
lMpumeHsiemcsi ¢ 01.09.2011

Crtpanuua 20

6.7.4 MNpoekTnpoBaHne 1 pa3paboTKy MOXHO MPUMEHATb HE TOSBbKO K NPOAYKLUKN, HO U K HEKOTOPLIM
npoueccam, C MOMOLLBI KOTOPbIX HEKOTOPbIE OpraHn3auumn Npon3BoasT U MOCTaBMASKOT CBOK NPOAYKUMIO.

PaccmanMBana N Balla opraHu3auna npuMmeHeHune npouecca NnpoeKTmpoBaHuA n pa3p360TKVI
K BallMM COGCTBEHHbIM npoueccam npoun3ssoactea un O6CJ1Y)KVIBaHVIiI?

ola
oHert (cm. 7.7.4)

6.7.5 lNnaHMpoBaHMe paboT NO MNPOEKTMPOBaHMIO M pa3paboTke HeobxoguMmo Ans obecneyeHus
nony4eHns xxenaemoro pesynbrtarta opraHusaumen n ee notpedburenamu.

MogroToBuna nu Bawa opraHvM3auus NfaH NPOeKTUPOBaHUA U/MNK pa3paboTKK ANA NPOAYKLUM
n/vunun ycnyru, kotopble Bbl NpopaeTe?

ofa
oHert (cm. 7.7.5)

6.7.6 CywecTByeT HECKOMbKO 3TanoB npoLecca NpoeKkTMpoBaHus 1M pa3paboTku, HeobxoauMblx Ans
obecneyeHuns cootBeTcTBUs TpeboBaHmam FTOCT P NCO 9001. Onu BktoyatoT:

- onpegeneHne BXoAHbIX AAaHHbIX ONA NPOEKTUpoBaHNA N pa3pa60TKM;
- YCTaHOBJ1I€HNE BbIXOAHbIX AaHHbIX NMPOEKTUPOBAHNA U pa3pa60TKV|;
- npoBegeHne aHanni3a npoeKkrta n pa3pa60TK|/|.

BbINONMHAIOT N1 BawM NPOEKTUPOBLUMKM 3TM TpU 3Tana B MNpouecce MPOEKTUPOBaHUA W
pa3paboTkun?

nla

oHert (cm. 7.7.6)

6.7.7 BbixogHble MPOEKTHble AaHHble crneayeT NoaTBepXaaTb MOCPeACTBOM npolecca BepudmKkaumm
n Banupauum. CyulecTByeT MHOro crnocoboB MOATBEPXKAEHMSA BbIXOAHbBIX OaAHHbIX B 3aBUCMMOCTW OT
xapakrtepa npoaykuuu. NnaHbl NpoekTupoBaHMsa 1 pa3paboTKn OOMKHbI NPOrHO3NpoBaTh, Kak, Korga u rae
OyneT ocyllecTBneHa Bepndukaums BbIXOAHbIX JaHHbIX U Banuaauns npogyKLuu.

O6GecneynBaloT N Balu NiaHbl NPOEKTUPOBAHUSA M pa3paboTky BepudmKauuio 1 Banuaaumio
BbIXOAHbIX MPOEKTHbIX AaHHbIX?

nfa

oHet (cm. 7.7.7)

6.7.8 NameHeHns mMOryT npoucxoavTb U B Npouecce NPOeKTMpOoBaHUst U pa3paboTku. Hekotopble n3
HMX OOBACHAKTCA U3MEHEHUAMW Ha pbiHKe. HoBble 3HaHWs unu MHOpMaums, MonyYyeHHble B npouecce

NpoeKTnpoBaHnA, MOryT npuBecTn K UISMEHEHUAM, KOTOPbIe HeobxoaMmMo npu3HaBaThb.

O6ecneuynBaeT N1 Ball NpoLecc NPOeKTUPOBAHNA U pa3paboTKu ynpaBrieHue U3MeHeHUAMU U
MeHeMKMEHT TaKuX U3MeHeHun?

nfa

oHet (cm. 7.7.8)

6.8 BonpocHuk, yacTtb 8. [lpon3BoacTBO n ob6cnyxuBaHue
6.8.1 CyuwectByeT MHOro ©akTopoB, Noanexalux pacCMOTPEHUIo, Npu NocTaBke NPoayKuun wu/vnu
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npegocTaBneHun ycnyr B npouecce obecneyeHuss NpousBoaCcTBa W OGCNyXMBaHMSA, KOTOpble BUSAIOT Ha
yOooBneTBopeHve noTtpebutens. lNpouecc MocTaBkM 3aBUCUT OT XapakTepa NpoAykuuu W KaHaroB ee
pacnpegeneHus. MNpoaykuuilo MOXHO MOCTaBNSTb HEMOCPEACTBEHHO MOTPEOWUTENO UMM 4Yepe3 Lienouky
nocTaBku, Mpexae Yem nofb3oBaTenb Mony4nut ee. Ycnyra, Kak MpaBumno, npenocTaBnsieTcs
HenocpeacTBEHHO NOTPEGUTENIO.

PaccmatpuBana nu Balwia opraHvM3auusi, Kak NpoayKuuIo WU YCryru nocraBnsiloT u/vnm
npoaaroT norpedbutenam?

ola
oHert (cm. 7.8.1)

6.8.2 YcnewHo ,qeﬂcmyroume opraHmn3auunnm nNnoCToAHHO M nocnenoBaTesibHO OTBEYalT Tp96OBaHVI9-|M
cBOuX ﬂOTpGGMTeﬂeVI, YTO ABIAETCA pPe3yribTaTOM MOBTOPHbLIX 3aKa30B. npOU,ECCbI NOoCTaBKM npoaykuumnm m
npenoctaBieHna  ycnyr Heobxoanmo nnaHMpoBaTtb W BbINOJIHATE B YyrNpaBliA€MbIX YCIOBUAX, 4YTOObI
obecneunTb NocrneaoBaTeNbHOCTb pe3ynbTaTtoB N COOTBETCTBME YCTAHOBJ1IEHHbBIM Tpe6OBaHI/IFIM.

I'InanpyeT JI1 Bawa opraHunsauumsa npoueccbl NOCTaBKU npoaykKkuunu n/vnn npegocTtaBrieHnsA
ycnyr and AoCTuXXeHus nocrnegoBaTtesibHbIX pe3yn bTaToOB?

ola
oHert (cm. 7.8.2)

6.8.3 dusmyeckas npoaykuma MMeeT XapaKTepUCTtukn, KOTopble MOXHO U3MEPUTb N KOJTMYEeCTBEHHO
onpegennTtb, a Apyryro npoaykuuko Henb3A noarBepanTb MnocpeacTBOM KOHTPOJIA OO MNOCTaBKU U
ncnonb3oBaHus. PakTudeckun npouecc npoussoacTtBa [OOJDKEH ObITb ynpasnidemMmbiM U MNOCTOAHHO
d)YHKU,I/IOHVIpOBaTb B 3anjilaHnpoBaHHbIX YyCITOBUAX.

MoXHO N1 M3mMepuTbL XapakTePUCTMKN Baller NPOoAyKLMU UMK YCIyru, YToObl NnoaTBEPAUTL UX
COOTBETCTBME YCTAaHOBIIEHHbIM TPe6OBaHMAM?

nla
oHert (cm. 7.8.3)

6.8.4 Mpoaykunn unn ycnyre MoxeT NoTpeboBaTbCHA NPOCMEXNBAEMOCTb B TEUEHME ee IKcnyaTauum
N KM3HEHHOrOo LMKa Ans Toro, YTobbl NPOM3BECT BO3BPAT WM HanpaBuTb YBeAOMIIEHWE MOMb30BaTENAM,
ecnn 31O HeobxoauMmo, nocrne noctaBku. [lpocnexmBaemMoCcTb MOXeT [axe pacnpoCTPaHATbCA Ha
NoCTaBLLMKOB MaTepunanos, KOTOPbIE UCMOMb3YITCS B NPOAYKLUUW, HA NPOLIECCHI peanu3aumm npoaykumu, a
Takke Ha nonb3oBaTtenen nnu notpedutenen.

Onpepenunu nu Bbl HanNMune XapakTepUCTUK B NPOAYKLMW UMW yCrnyre Ballerd opraHu3auuu,
KOTOpble BNUSAOT Ha 6e30NacHOCTbL UMK 300POBbLE BallMx noTpedutenen?

nfa

oHet (cm. 7.8.4)

6.8.5 MHorme opraHmsauumM UCMONb3YIOT COOCTBEHHOCTb, MpuUHaANexallylo notpebutensam, B
npouecce NpousBoAcTBa. TakuMu opraHu3aumsiMy MoryT OblTb NMPOM3BOAMTENM, KOTOpble obecneumBatoT
cbopky cobCTBEHHOCTM NOTPEOMTENS B FOTOBYIO MPOAYKLUMIO, NN HEBOSbLUME KOMMaHWM NO YNCTKE OAEXAbI

W PEMOHTY TPaHCMOPTHbIX CPEeACTB.

Onpepenunu nu Bbl, YTO COGCTBEHHOCTb NOTPEOUTENSI UCNOMb3YIOT B Ballen NPOAYKLUAN Unu
ycnyre?

oHa
oHert (cm. 7.8.5)

6.8.6 YcnewHo gencrtsyloline opraHusauumn HGepexHO OTHOCATCS K CBOEW MpOAYyKLMM, Korga OHa
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HaXoAMTCA B WX pacropsiKeHWn, OO0 NomnydyeHust ee noTpebuTenem. OTO BKMOYAET COOTBETCTBYHOLLME
npoueccbl MAEHTU(MKAUMK, MOrpy304HO-pasrpy3oyHblie paboThl, XpaHeHWe, KOHCEepBaLWlo, YMaKoBKY WU
nocTaBKy NpoayKLuK.

EcTb N1 y Bac COOTBEeTCTBYIOLME NPoLecChl 4N NOrpy304HO-Pa3rpy304HbIX paboT, XpaHeHus,
KOHCepBaLuu, YNaKoBKW U NOCTaBKW Ballel NpoayKumMn?

ola
oHert (cm. 7.8.6)

6.8.7 KoHTponbHOe U1 wusMmepuTenbHoe obopyaoBaHMe, Kak MpaBuno, Heobxoammo And
noaTBEPXXAEHMS TOro, 4YTO Mpoueccbl npou3BoAcTBa M 0BcCnyxumBaHust obecneuymBaloT nonydeHune
npegnonaraemblx pe3ynbTaTos.

YnpaBnsieTe nv Bbl KOHTPOJSIbHbIM U U3MepUTENbHbIM 060pyAOBaHMEM, UCMNONb3yeMbIM B
NpPo13BOACTBE U NOCTaBKe Balleil NPoayKUMK U ycnyr?

ola

oHert (cm. 7.8.7)

6.9 BonpocHUK, 4yacTtb 9. MOHUTOPUHI, U3MepeHue U aHanus
6.9.1 B cootBetctBuM ¢ TOCT P NUCO 9001 opraHusauus OOimkHa MNPOBOAUTb MOHUTOPWUHT W
N3MepsATb MHOTMME acnekTbl B OTHOLIEHMM CBOEN MPOAYKUMM U CUCTEMY MEHeMKMEHTa KadecTBa.
lMnaHnpoBaHWe WUrpaeT BaXKHYH Pofib B MAEHTUMUKALMM XKenaemblX pe3ynbTaToB, KOTOpble HeoOXoaMmo
N3mMepsATb, YTOOLI 06ecnevnTb COOTBETCTBUE NPOAYKLUMM YCTAHOBEHHBIM TPebOBaHUSM.

MpeHTudmumpoBana nuM Bawa oOpraHu3auusa KOHKpPeTHble acneKkTbl, KOTopble Heob6xoaumo
M3MepATb Ana obecnevyeHnss COOTBETCTBUA NPOAYKLMN?

nla
oHert (cm. 7.9.1)

6.9.2 B cooTBeTCTBUMN C Tpe6OBaHMﬂMI/I CUCTEMblI MEHeIKMEHTa KaydecCTBa Bbl OOJTXHblI MNMOBbICUTb
CTeneHb ynoBleTBOpPEeHUA n0Tpe6|/|Ten;| yepes ee Sd)(*)eKTI/IBHoe NnpuMeHeHne. YcnewHo ,EI,GVICTBYIOUJ,VIG
opraHusauunm onpeaendaroT C NOMOLbO CUCTEMbI MEHE)KMEHTa Ka4eCTBa KOHKpPETHbIE NepCnekTuBHbIE Lienn
BbIMOJIHEHNA pa60T 1 3aga4yn, KOTopble OHUN XOTAT BbINOJTHUTD.

MpeHtudmumpoBana nu Bawa opraHuMsauuMa obwue Uenu W 3agauM AN CUCTEMbl
MeHemKMeHTa KayecTBa?

nla
oHert (cm. 7.9.2)

6.9.3 YcnewHo ,El,eIZCTBy}OLLl,I/Ie opraHnsauunnm nNnoCToAHHO M nocnenoBaTesibHO OTBEYaloT Tpe6OBaHVI$|M
cBOuUX n0Tpe6|/|Tene|7|, 4yTOObI nony4nTb NOBTOPHbIE 3aKa3bl. yﬂ,OBJ‘IETBOpeHI/Ie I'IOTp66I/|TeJ'IeI7I Heobxoanmo
KOHTpOJIinpoBaTtb U N3MEpPATb, 4yToObI KX TpeGOBaHI/IFl OCTaBalinCb B COOTBETCTBUU C U3MEHALWNMUCA
TpeGOBaHMﬂMI/I pbIHKa 1 npeacTtaBlieHNAMN n0Tpe6|/|Tene|7| O nNpoayKkumn n ycnyrax.

Ectb nu y Bawewn opraHusauuMm npouecc MOHUTOPUHra, U3MEpPeHUA U aHanusa
yAOBIETBOPEeHUsi noTpedéurtensa?

nfa
oHet (cm. 7.9.3)
6.9.4 Korgpa cuctema MeHeIKMeEHTa KadecTBa paspaboTaHa, ee Heobxoanmmo noadepxuBaTb B

paboyeM cocTosHMM UK ynydwaTtb. B npoTmBHOM cnydae oOHa nOTEpPsieT CBOK CWUMY W CTaHeT
HeadhekTuBHOW. OpraHmsaumm [OMKHbl obecrneumBaTbh MOCTOSIHHYKO akTyanusaumio u 3dEeKTUBHOCTb
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CBOUX CUCTeEM nocpencTtsOM niaHMpoBaHUA N nNpoBeaeHNA BHYTPEHHUX MPOBEPOK CUCTEeMbl MEHEIKMEHTa
KayecTBa.

EcTb N1 y Bac nnaH BHyTPeHHel NpoBepKn?

ofa
oHert (cm. 7.9.4)

6.9.5 [axe camble achekTuBHbIE MPOLIECCHI MOryT MPMBOAUTbL K pes3ynbTaTam, He OTBevaloum
TpeboBaHMsAM KayecTBa BbIMOMHEHUA paboTbl. YCnewHo [AeWCTBYIOLLME OpraHu3auun BbISIBASIIOT
HECOOTBETCTBYHIOLLYIO MPOAYKLMIO A0 TOro, Kak oHa ocTuraet notpebuTtens, u npeanpuHUMaloT SerNcTBud
no peLueHnto Npobnemei.

EcTb nn y Balwleli opraHusauum AOKyMeHTanbHO odopMiieHHas npoueaypa Ans ynpaBreHus
HeCOOTBETCTBYHOLUEN NPOAYKLMEN UMK yCIyron?

ofa
oHert (cm. 7.9.5)

6.9.6 B cootBeTcTBUM C TpeboBaHMAMM CUCTEMbI MEHEKMEHTa KayecTBa OopraHusauusi AOShKHa
cobvpaTtb MHdOpMaUuio O npoueccax U Buaax AEeATEeNbHOCTM, KOTOpble OHa WMCMNONb3yeT Ans MOCTaBKu
NPOAYKUMMN UIn ycryr cBouM notpebutenam. MNpeacraBnsaeTcs BaXHbIM NpoOBeAEeHUE aHanm3a nonyvyaemMbix
B pe3ynbTaTe OaHHbIX AN OLEHKM OOCTUIHYTbIX pe3ynbTaToB W onpeaerieHusl, rae MOXHO obecneyntb
ynydweHnust. O6Len3BeCTHO, YTO Bbl [OSMDKHbI YNpaBnsTb pe3ynbTataMy U3MepeHWun, 4Tobbl Mony4YnTb
nonesHy wuHdbopMaumio. YcnewHo AeUCTBYIOLWME OpraHusaumm WCMNomnb3ylT CUCTEMY MeEHeMKMeEHTa
KayecTBa kak cpeacTBO YIy4lleHUs1 CTENEHN yOOBNETBOPEHUS NOTPebUTENs.

Ectb nu y Bawen opraHusauuu npouecc c6opa uMHcopmauum M aHanus3a AaHHbIX Ans
onpegeneHUsa cteneHn yaoBneTBOpeHUst notpedurtena?

nla

oHert (cm. 7.9.6)

6.9.7 YcnewHo [deWCTBYIOLUME OpraHM3aumyM WUCMONb3YIOT CUCTEMY MeHeMKMeHTa KayecTBa Ans
nocregoBaTenbHOro NPoM3BOACTBA MPOAYKUMM MUNKU ycryr, oTBevawowmx TpeboBaHuam notpebutenen u

ﬂeVICTByPOMGFO 3akoHogaTenbCcTBa.

Ectb nu y Bawel opraHusaumm npouecc cbopa uHcoOpMauuMM U aHanusa AaHHbIX Ans
onpeaeneHns ypoBHsl COOTBETCTBMUS NPOAYKLAN UNK yCryr Tpe6oBaHUAM KayecTBa?

nla
oHert (cm. 7.9.7)

6.9.8 YcnewHo ,El,el7|CTByPOLLIMe opraHunsaunn unCNonb3ywT CUCTEMY MeHeoXMeHTa KadecTtBa AnA
ynydweHusa KkadecTtBsa CBOUX npoueccos, NpoayKunn n ycnyr.

Ectb nu y Bawen opraHusauum npouecc cGopa VIH(*)OpMaLWIVI U aHanu3a pAdaHHbIX AnA
onpeneneHnUs ypoBHA pe3yribTaTUBHOCTU npou,ecca?

nfa
oHert (cm. 7.9.8)

6.9.9 B cootBetctBuM ¢ TpeboaHuamu FOCT P MCO 9001 opraHusaums [OSbKHA OLEHMBATb
CNocoBHOCTb MOCTaBLUMKOB MOCTABMATL NPOAYKLMIO, OTBEYAIOLLYIO YCTaHOBNEHHbIM TpeboBaHMAM.

Ectb nun y Bawen opraHun3auum npouecc c60pa MH(*)OpMaLIMM U aHanun3a AaHHbIX Ansa OUueHKU
YPOBHSA pe3ynbTaTUBHOCTU nocraBLuKa?
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oda
oHert (cm. 7.9.9)

6.9.10 YcnewHo OencTBylolME OpraHM3auum He XAOyT 3axBaTa pblHKA MnvM notpebutenen HoBbIMU
unn Gonee arpeccuMBHbIMM KOHKypeHTamu. [locTosiHHOe ynydweHue obecneynBaeT COXpaHeHue
KOHKYPEHTOCMOCOOHOCTM U nocTaBky Ooriee KayeCTBEHHOM MpoAyKuMM MoTpebuTento. YnyylleHue He
npovucxoauT CcnyyamHo, ero HeobxoouMMO nnaHMpoBaTb W BHEAPSATb C WUCNOMb30BaHWEM pe3ynbTaToB
aHanusa faHHbIX U ApYrnxX BUAOB AEATENbHOCTU B paMKax CUCTEMbl MEHEXXMEHTA KayeCcTBa.

Ectb nu y Bawen opraHmsaumm nnaH NOCTOSHHOIO Yiy4lleHUs Balle CUCTEMbl MEHeMKMEHTa
KayecTBa?

ofa
oHert (cm. 7.9.10)

6.9.11 TNocTosiHHOE YynydlleHne TpebyeT ycTpaHeHMst OCHOBHOW WM HEMOCPEACTBEHHOW MPUYUHDI
HECOOTBETCTBUSA NMPOAYKLMM 1 xanob noTpebutenen.

Ectb nu y Bawen opraHmsauum goKyMmeHTanbHO odopmrneHHas npoueaypa, obecneymBatowas
npoBeAeHne KOPPEKTUPYHOLUX AeUCTBUN ANsl yCTPaHeHUsi OCHOBHOM NPUYUHBLI Npobnem?

ola
oHert (cm. 7.9.11)

6.9.12 OgHMM K3 Haubornee BaXHbIX BUAOB AESTENbHOCTU MO MOCTOSHHOMY YIyYLLEHMWIO SIBNAETCS
npeaynpexaeHue CcuUTyauui, KOTOpble MOTYT MPUBECTU K HECOOTBETCTBMIO MPOAYKUMU WK ycnyr u
HEeHY)XHbIM 3aTpaTamM, U BO3HUKHOBEHUS TaKUX CUTyaLWA.

EcTb nu y Bawlen opraHusauum fOKyMeHTanbHO ocopmiieHHas npoueaypa, obecneumBatowlas
npoBeAeHUe AEWCTBUM, Npeaynpexaarlmnx BO3HUKHOBEHME MOTeHUManbHbIX NpobrieM, KoTopble
MOryT NPUBECTN K HEHYXXHbIM 3aTpaTaMm U HeyAOBNEeTBOPEHHOCTU NoTpeduTenen?

nla

goHet (cm. 7.9.12)

6.10 BonpocHuk, yacTtb 10. BHegpeHue Balwen cucteMbl MEHeKMEHTa KayecTBa
6.10.1 PykoBoacTBO 1 obecnedyeHne OeaTenbHOCTU opraHu3aumm TpebyoT MOCTOSHHOO ynpaBrneHus.
YcnelwHas AeATenbHOCTb MOXeT ObiTb pe3ynbTaTtoM BHeApeHUs U nogaepxaHus B paboyem COCTOSAHMM
CUCTEMbl MEHemXMeHTa KayecTBa, obecneuvBaloen He TONbKO MOCTOSAHHOE YhydlleHne KayecTsa
NpoayKUUM 1 nNpouecca, HO 1 NOTPeBOHOCTU BCEX, KTO y4acTByeT B 9TOW AeATENbHOCTH, - OT COTPYAHMKOB A0
notpedurenen n obLLECTBEHHOCTH.

PYKOBO,D,CTByeTCﬂ nn  cucTeMa MeHeaXXMeHTa Ka4vyecTBa Baweun opraHnsauumm BOCbMbHKO

npyuHUMnNaMmm MeHegXXMeHTa KadeCcTBa, OPUEeHTUPywLWwMMu pPyKoBOACTBO opraHusauMeﬁ B
HanpaBneHuu yny4duleHusa Kad4ecTtBa npoayKuun mnu ycnyr v pe3ynbTatTuBHOCTU npouecca?

oHa
oHert (cm. 7.10.1)

6.10.2 Bbicluee pyKOBOACTBO [JOJDKHO oODecneuntb [OOBeAeHMEe [0 CBeOEHUA U MOHWMaHue
COTPYAHMKaMM NONMTUKM B 06riacTu kavyecTBa.

OcBegoMneHbl nun COTPYAHUKHN Balleun opraHu3auumMm O nofInTuUKe B o6bnactu kKauyectBa M
conyTcTByHOLWUX 3agavyax B obnactu KayecTBa?

ola
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oHert (cm. 7.10.2)

6.10.3 MHorme coTpyoHUKM [OOIDKHbI MofnyyaTb MHGOPMauui O TOM, Kak paboTaeT cuctema
MEHeXMeHTa KayecTBa, M LOIKHbl ObiTb OobecrneyeHbl COOTBETCTBYIOLLEN AOKYMEHTauuen, a Opyrum
HeobxoouMMbl obByvyeHMe W MNOAroToBKa MO cneuunanbHbiM MporpaMMaM W 3adaHusi Ha BbIMOJIHEHMWE
MoCTaBMneHHbIX 3adad. 3anucu MOAroTOBKWM crnefyeT coxpaHAaTb, a ee 3(PEeKTMBHOCTb - OLEeHUBaTb.
BHyTpeHHeMy ayauTopy, Kak npaBuno, TpebyeTcsa [ononHUTenbHasi MOAroToBka Mo MeTodaM ayauTa
(nposepkn).

MpoxoAAT Nu nNOAroTOBKY COTPYAHWMKM Balled oOpraHu3auMu AnsA BbINONIHEHUA paboThbl,
BNUsilOLLEeN Ha Ka4YeCTBO NPOAYKLUM U YCIyT, U BegeTe N1 Bbl 3anNucu, NnogTBepXxaarowme 3To?

ola
oHert (cm. 7.10.3)

6.10.4 lMporpammy BHYTPEHHEN NPOBEPKM KayecTBa WCMNONb3YyT AN onpedeneHust cobnoaeHus
TpeboBaHWI CUCTEMbI MEHE)KMEHTA Ka4yecTBa, a TakkKe Npoueayp M MHCTPYKUWMIA Mo akcnnyaTaumu. Ecnm
HeobxoOuMMO, MEePCOHar, BbIMOMHSALWMIA BHYTPEHHIO MPOBEPKY KayecTBa, MOXET oOKasaTb MOMOLLb
COTPYAHVMKAM B BbIMOSIHEHUN YCTAHOBIIEHHbIX BWOOB AEATENbHOCTU PasnMYHbIMK CPeaCcTBaMU, YKa3aB,
Hanpumep, TrOe MpoMCXoAUT NPOM3BOACTBO HECOOTBETCTBYHOLLEN MNpoaykuun, wnun  unHdopmmnpys
KOHTPONEPOB 1 Tpebysi NPOBEAEHNS KOPPEKTUPYIOLLMX OENCTBUA TaMm, rAe N3MEHEHMS HE MPOMCXOOAT.

Bbina nu nporpaMmma BHYTPeHHEN NPOBepPKU KavyecTBa IPPeKTUMBHO BHegpeHa?

ofa
oHert (cm. 7.10.4)

6.10.5 AHanus co CTOPOHbI pykOBOACTBA CUCTEMbI MEHEAXMEHTA KaydecCcTBa HeO6XOD,I/IM ana OUeHKn
BHegpeHuna u 3(*)(*)6KTI/IBHOCTVI CUCTEMbI B BbINOMHEHUM 3adady W MNONUTUKM B obnactM kKadecTsa.
PyKOBOﬂCTBO OOJDKHO NMpoBOOUTL aHanu3 4epes onpenerieHHble NPpoOMeXyTKU BpeMeHn, HanpuMmep oguH pas
B KaXAble TP MecAla Ha paHHUX 3Tanax BHeOgpeHUA.

AHanvlswpyeT JIn Balla opraHM3auumsa CUCTeMy MeHeXKMeHTa KavyeCcTBa, KakK 3annanpOBaHo?

ofa
gHet (cm. 7.10.5)

6.10.6 [JokyMeHTbl CUCTEMbI MEHEDKMEHTA KayecTBa SBMNAIOTCS BaXHbIMU AN COTPYAHWUKOB, KOTOpPbIE
MCMONb3YIOT UX ANst BHEAPEHUS, nogaepxaHus B paboyeM COCTOSIHUM U YIyULLEHUS CUCTEMbl MEHEI)KMEHTA
kayecTBa. [JokymeHTamu crnegyeT [OOMKHbIM 0Opa3oM ynpaBnsaTb WM NPEeAOCTaBnsiTb MX TaMm, FAe OHU
HeobxoanMbl. [loKyMeHTbI crielyeT NOCTOSIHHO akTyanM3npoBaTh, a yCTapeBLUMe BapuaHTbl JOKYMEHTOB He
crnegyeT XpaHUTb Ha pabounx yyacTkax.

ObGecneunBaeTcsl Nu ynpasrieHUe AOKYMeHTaMU B Ballei opraHM3auuu AOJXKHbIM obpa3om B
COOTBETCTBUM C TpeGOBaHMAMU AOKYMeHTanbLHO ohopMNeHHOM npoueaypbl?

oHa

gHet (cm. 7.10.6)

6.10.7 3anucu HeobGxoaMMbl AN NOATBEPXKAEHMS TOro, YTO 3anslaHUPOBAHHbIE BUAbl 4EATENBbHOCTU
CUCTEMBI MEHEeKMEHTa KayecTBa ObiM BbIMOSIHEHBI M COOTBETCTBYIOLLME KOPPEKTUPYKOLLIME OENCTBUS

NpOBEAEHbI.

EcTb nu Bce Heo6xoauMble 3anucKu Mo KavyecTBY M obecnevymBaeTcsl NM UX ynpasreHue B
COOTBETCTBUM C TpeGOBaHMAMMU AOKYMeHTarnbHO ohOpPMIIEHHOM Npoueaypbl?

ola

oHert (cm. 7.10.7)
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6.10.8 TlonHoCcTblO BHegpeHHass cuUcTeMa MeHeMKMeHTa KayecTBa MpedocTaBnseT MHOro
BO3MOXXHOCTEWN AJ1S NPOBEAEHMS KOPPEKTUPYIOLLNX U Npeaynpexaalwmnx AeNcTBUiA, BeQyLmX K yIyyLleHnto
KayecTBa npoaykumn. HoBble cucTeMbl MEHEMXXMEHTA KayecTBa UMEKT, Kak MpaBuio, HEUCNosb30BaHHbIE
BO3MOXXHOCTW ANS YNy4YleHUR, KOTopble MOAEHTUPULMPYIOT COTPYAHMKM AN NPOBEOEHUSA KOPPEKTUPYHOLLNX
N npegynpexpamowmx gencteuin. lMpeacrtaBnsieTcsl BaXHbIM  UCMONb30BAHWE TaKMX BO3MOXHOCTEN U
obecneyeHne nx ahpekTMBHOrO BHEAPEHMS.

Mpu3HaroTCsa U nogaepXMBaKOTCA NI BO3MOXKHOCTM Balled oOpraHusauum ans nposeaeHus
KOPPEKTUPYIOLWMX U npeaynpexaparlmx eACTBUM BbICLUMM PYKOBOOACTBOM U BbINOJIHAKTCA NN
Takue AeMCTBUSA B COOTBETCTBMU C [OKYMEHTarbHO ohopMneHHOW npouenypon?

ola

oHert (cm. 7.10.8)

6.11 BonpocHuk, yactb 11. CepTudmkauma v nogpepxaHume B paboveM COCTOSIHUM CUCTEMbI
MeHeA)KMeHTa KayecTBa
6.11.1 CepTtudpmkaumsa/nposepka (ayauT) Ballen CUCTEMbl MEHEAXMEHTa Ka4yecTBa Ha COOTBETCTBME
FTOCT P NCO 9001 obecneunBaeT poBepue fAfsi MHOMMX OpraHu3auumn-noTpedbutenern K TOMy, 4YTO
opraHM3aums-nocTaBLUMK MOXET NOCNeA0oBaTeNbHO NOCTaBNATb KAYECTBEHHYIO MPOAYKLMIO.

3HaeTe nuM Bbl, nodyemy notpeGuTenu TPeGYOT OT CBOUX MOCTABLYMKOB Hanuuus
npoBepeHHO/cepTUULMPOBAHHOM CUCTEMbI MEHeAXXMEeHTa KavecTBa, oTBevawollen TpeGoBaHUAM
FOCT P NCO 9001?

ofa
oHert (cm. 7.11.1)

6.11.2 CepTndukaumio/npoBepKy (ayauTt) Ballen CUCTEMbl MEHEKMEHTa KayecTBa Ha COOTBETCTBUE
MCO 9001 yacTo TpebyloT NoKynaTenu Ha pbiHKax ApYrux CTpaH, MMAOPTUPYIOLLMX NPOAYKLMIO UMK YCIYTN.

SkcnopTupyeTe nNu Bbl CBOK NPOAYKLUIO UMU YCIYrU MOKyNnaTesnsiM Ha PbIHKM OPYrux CTpaH,
KoTopble TpebytoT cooTBeTcTBUA [OCT P NCO 9001 kak Heo6xoaMMOro ycrnoBusa BegeHus gen?

ofa
goHet (cm. 7.11.2)

6.11.3 CywecTByeT MHOIO OpraHoB Mo cepTudUuKaLnKn, axkkpeaAUTOBaHHbIX ANA MpoBeAeHUs
nposepku/cepTudmkaumMm cUCTeM MeEHeMKMEHTa KadecTBa, oTBevawLwmx TpebosaHuam FTOCT P MCO 9001.
OpraHbl N0 akkpeguTauuy ynpaensoT MNpoLEecCcoM cepTudukaunun/npoBepkn (ayauTa) M akkpeguTyioT
opraHbl no cepTtudukaumm/nposepke. OpraHbl No cepTndukaumn/npoBepke MoOryT ObiTb akkpeauToBaHbl B
OQHOW CTpaHe W mpefraratb CBOM YCNYyrM BO MHOMMX OPYrMx cTpaHax. Belbop npuvemnemoro opraHa no
cepTndukaumn/npoBepke SIBNAETCS BaXKHOW 4acTbio npouecca cepTudurkaunm/npoBepPKU N MOXET oKa3aTb
3HauMTENbHOE BMUSAHUE HA CTOMMOCTb YCyru.

3HaeTe N Bbl, KaK BbiOpaTb NOMb3YyHOLWUIACA aBTOPUTETOM MpocecCUoHarnbHbLIN opraH no
ceptucdukaumm/npoBepke?

oHa
oHert (cm. 7.11.3)

6.11.4 OpraHbl no cepTudmrkaumn/npoBepke [OMKHbI COOMAaTe OnpedeneHHbid npouecc npu
cepTudmKaLmMm COOTBETCTBMS CUCTEMbI MEHeIKMeHTa kadectBa TpeboBaHusm TOCT P NCO 9001. Jtor
npouecc BKMOYaeT aHanm3 JOKYMEHTOB, OLEHKY MPOM3BOACTBEHHOrO 06bekTa U MOCTOSIHHOE MPOBEAEHUE
KOHTPOMbHBIX NPOBEPOK B TeyeHue Tpex net. OHW MOryT BblAaTb cepTuduKaTt, eCnm cuctema MeHeHKMeHTa
kayecTtBa oTBeyvaeT BceM TpebosaHuam [OCT P CO 9001 mn 6bina adppekTnBHO BHEAPEHA.

3akniouuna nu Bawa opraHusauusa cornawlueHue ¢ opraHom no CepTVICI.')VIKaLIMVI/ﬂpOBepKe?
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nfa
oHet (cm. 7.11.4)

6.11.5 Bawa opraHusauuss [ormkHa OblTb COOTBETCTBYHOLMM 00pa3oM MOArOTOBMEHA K
cepTudmkaumm/npoBepke. HeycnewHasi oueHka, npoBoaumasl OO0 cepTudmkauun/npoBepkn, npmeBedeT K
OONOMHUTENbHBIM pacxodam U HEHYXKHOW 3adepXKKe B AOCTVIKEHUM BaLLen Lenu nonydeHus ceptudumkaunm
N MOXET OoTpuLaTeNbHO CKa3aTbCs HA MOPanbHOM COCTOSHUM COTPYOHWUKOB.

MoaroToBneHa nu Bawa opraHu3sauusi AOJMKHbLIM O06pa3omM K NpoBeeHUI0 OLEHKU OpraHoM no
ceptudmkauumn/nposepke?

ofa
oHert (cm. 7.11.5)

6.11.6 AKKpeOUTOBaHHbIN oOpraH Mo cepTudukaunMn/npoBepKe [OOMKEH MNPOBOAWUTL  OLIEHKY
YCTaHOBMEHHbIM 00pasoM W pYKOBOACTBOBATbCA MNOMOXEHUSMYU, paspaboTaHHbiMM  MexayHapogHbIM
dopymom no akkpegutaumm (AF). OH gomkeH NpedocTaBuTb NMaH OLEHKM OO0 NpoBeAeHuss dhakTudecKom
OUEeHKM 1 cobnogatb ero. KonmmyecTBo 4enoBeKO-AHEN OLEHKW 3aBUCUT OT pasmepa cepTuduumpyemon
opraHu3sauum.

FoToBbI N Baly COTPYAHMKM K OLIeHKE M 3HAKT NI OHMU, KaK BecTu cebsi npu BcTpeye C
ayauTopom?

ofa
oHert (cm. 7.11.6)

6.11.7 MNnaH oueHkn TpebyeT NPOBEAESHNS 3aKNIOYMTENbHOrO COBELLaHNs, Ha8 KOTOPOM PYKOBOAMTENb
ayouTOPCKOW rpynnbl NPeACcTaBuT pesynbTaTbl OLEHKM U uaeHTuduumpyeT obnactu, rge Heobxoammo
npeanpuHATL OENCTBUSA MO ynydweHnio. Bo MHOrMx crnyyasix pykoBOAMTENb ayOuUTOPCKOW Fpynnbl MOXET
ckasaTb, 4TO OH OygeT pekoMeHOOBaTb €ro opraHuMsauum cepTuduuupoBaTh/MPOBEPUTL CUCTEMY
MEeHeXMeHTa KadecTBa W HanpasBuTb BaM cepTudumkaTt, noareepxgalowun 370 peweHue. B gpyrux
cuUTyaumusix HeobXOAMMO NPOBECTW KOPPEKTUpyloWwue OencTBua W MNOATBEpPAMTb WX MpoBedeHue [no
nony4eHuns ceptndukara.

3HaeTe nu Bbl, Kak onpeaensiTb, ABAAIOTCA NU BbIBOAbI U pe3yfibTaTbl OLEEHKA XOPOLWUMU UIn
nnoxmmmn?

nla
oHert (cm. 7.11.7)

6.11.8 T[poBegeHve MNOCTOAHHLIX BHYTPEHHMX TMNPOBEPOK KayecTBa, KOPPEKTUPYHOLWUX U
npeaynpexgarnowmx OencTBUA M aHanmu3oB CO CTOPOHbI PYKOBOACTBA UMeeT Oonbllioe 3HayeHue ans
nogaepXaHus B paboyeM COCTOSIHUM U YNydlleHUsi CUCTEMbI MEHEMXXMeEHTa KayecTBa. ATO [QOJKHO CTaTb
0ObIYHBIM [EenoM B pamKax opraHusaumu. HekoTopble opraHmsauum CTpeMATCS MOMyYMTb HaLUMOHANbHYH
npemuio kavectsa u ucnone3dytotr FTOCT P UCO 9004 ans goctmkenust aton uenu. MCO nybnukyeT apyrue
OOKYMEHTbI MO PYKOBOAALUUM MOJSIOXKEHUSAM, 4TOObl OKasblBaTb MOMOLLb B MOCTOSIHHOM  YIyudLleHWUU
[eaTenbHOCTM opraHn3auum.

OcBenomneHbl nu Bbl 0 TOCT P NCO 9004 n pgpyrux pokymeHtax MUCO no pykoBoaswmm
nonoxeHusam?

nfa

goHet (cm. 7.11.8)

7 KommeHTapuun
MockonbKy Bbl OTBETUNU

HeT Ha HuXecrneaywuiye BOMNpoCbl, HUXenpuBegeHHas
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Mchopmau,vm MoXeT ObITb None3Ha AnAa Bac.

7.1 KommeHTapum, yactb 1. NMpuHATHe cTpaTernn B obnacTtu KayecTBa
7.1.1 UmetoT nu npoayKuusi n/unn ycrnyru Ballel opraHvM3auum KOHKPEeTHbIe XapaKTepUCTUKU
KayecTBa, oTNnvyarwme ee OoT BallMX KOHKYPEHTOB?

PasnnyHble noan noHMMalrT Ka4vecTBO no-pasHomy. nOSTOMy BaM Heobxogumo onpepnennTb
KOHKPETHbIE XapakTepUCTUKM KadecCcTBa nNpoaykKuumn, KOTOPYK Balla opraHum3auna npenocrtasndeTt
onpeneneHHoOMy CeKTopy NpOMbILLNEHHOCTU, Ha PbIHOK U OGCJ’Iy)KVIBaeMbIM I'IOTpe6I/ITeJ'IbCKVIM rpynnam.

YcnewHo gencteylolumMe opraHmsaummM OTBETAT Ha Bonpoc "4YTo A npogailo M koMy A npogato?"
no-pasHomy. Hanpumep, ecTb opraHu3auuu, nNpoJalroline 4Yacbl, OOHAKO HEeKOoTopble Gonee ycnewHo
OENCTBYOLLIME OpraHM3auuu npoaarT MeXaHW3Mbl, MOKa3biBalLIME BPEMS, KOTOpble SABNSOTCHA elle U
AparoueHHbIMKM  n3genuamun.  bBonblUMHCTBO opraHM3auuin no npogaxe apTomMobunen peanusyloT
TpaHCNOpPTHbIE CPEACTBA M YCIyrn Mo aBTOMEPEBO3KE, @ YCMNELHO AEeNCTBYIOLWME OpraHM3auumn peanunsyroT
npectnx. Bce oHM MoryT npogaBaTb KaQ4e€CTBEHHYIO NPOAYKLUMIO, OAHAKO OHM MO-PasHOMY OTHOCSTCSI B CUNY
CBOEro nosioXkeHusi kK obecnevyeHno COOTBETCTBMA TpeboBaHMSIM M OXMAAHUSAM NoTpeduTenen. YcnewHo
OEenCTByOLLME OpraHu3aumm Takke OOIDKHbl YCTAaHOBUTL, YTO ONpeaenseTt yaoBneTBopeHne notpebutenen
N BO3OENCTBYET Ha UX BOCMPUSITME NPOAYKLNN N OXNOAHWS.

Y HEeKOTOpbIX OpraHv3auui NPUCYTCTBYET PbIHOYHBLIN MOAXOA K KAYecTBY, Yy OPYIUX Ke UHXEHEPHbIN
Unn NpomnsBoACTBEHHbIN. Kaxabin nogxod MMeeT CBOe 3HayeHue, ogHako obLenpu3HaHHbIM SBnseTcs To,
4YTO ANA NOMHOMo YAOBNETBOPEHUS PasfnunyHbIX noTpebutenen npoaykumsa AOMmKHa yAayHO codveTatb B cebe
PbIHOYHbIV NOAX0L, MHXEHEPHYIO MbICIb (MPOEKTUPOBAaHMNE) U OTNaXXeHHOe NPON3BOACTBO.

7.1.2 TloHMmaeTe N Bbl OAHO3HA4YHO M YeTKO, 4YTO O3HayaeT KayecTBO Ans Bawux
HOTpeﬁwTeneﬁ U KaK 3TO BIInAeT Ha Bally Nnpon3BoaACTBEHHYHO DeATeNIbHOCTb ?

KayectBOo TpydHO nogdaeTca onpefeneHuio U UHTEPNPEeTMpyeTcs MNo-pasHoOMy B KaXaoM
MPOMBILLNIEHHOM W PbIHOYHOM CcekTope. HemHorve opraHmsauMm MOryT onpegenqTb KavyecTBO B
N3MepsIeMOM BbIPaXXEeHWUW, KOrAa UM 3adatoT BONpoc: "HYTo oTnnyaeT Bally npoaykumio unm yenyry?"

BaHkoBckune cnyxawme, Hanpumep, OTBETAT "okasaHue ycnyrn", paboTHUK 30paBOOXPaHEHUs -
"KavyeCcTBeHHad MeaWUMHCKas MNOMOLLUbL", COTPYAHWK TOCTUHULUbLI UMW pecTopaHa - "yaooBneTBopeHue
notpebutens”, a npoussoguTenb OTBETUT "Ka4yecTBO NPOAYyKLMKN".

KauecTBo npoaykumMu MoxeT GbiTb OCHOBAHO Ha U3MepsieMblX XapakTepucTukax Wnu nokasartensi,
odHaKo ANs Nosib3oBaTenNsi KAYecTBO SABNSETCA OTAEeNIbHbIM BOMPOCOM, B OCHOBE KOTOPOrO NEXWUT rMaBHbIM
o6pa3om BocnpusiTUe NPOAYKTa.

MokasaTenu, KOTOpble paccMaTpUBAlOT Kak oOnpedensiolme B pasfUMyYHOW CTEMNeHn KadyecTBO
npoaykuuu, npeacTaeneHsl B Tabnvue 4.

Tabnuua 4 - NMokasaTenu kKadyecTsa

MokasaTternb kayecTBa Xapakrepuctmka unm ocobeHHOCTb kKayecTBa

SKCFIJ'IyaTaLI,VIOHHbIe cBOMCTBa To4yHOCTb X04a 4acoB Wnn JKcnnyaTauMoOHHbIE XapaKTepPUCTUKU YCKOPEHUA

aBToMobuns

OcobeHHOCTU aKcnyaTaumm YnobHaa perynupoBka, [AWCTaHUMOHHOE YynpasneHue, TMBKOCTb npu
aKcnnyaTaumm

HapexHocTb OTnpaeneHve ¥ npubbITUE CaMOSIETOB MO pacnucaHu WM OTCYTCTBME

HeobxoanmocTn B pemMoHTe

CooTBeTcTBUE W3penue otBevaeT YCTaHOBJEHHbIM UNKU 3adaBlTEHHbIM Tpe60BaHI/|F|M

MpoyHoCTb W3penue BblgepxusaeT 00blYyHbIE WM pgaxe HeobblyHble ycnosuda
aKcnnyatauum ¢ HapylieHmnem npasui
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3KCFIJ'IyaTaLI,VIOHHaF| nNpuUroaHoCTb rlpOCTOTa B o6cny>|<|/|Bava| M aKkcnnyataunn

ScTeTuka MpuBnekaTenbHOCTb, LBET, apomar
BocnpusTtune epmaHcKkas TEXHOMNOrus, ANOHCKasA 3MEKTPOHUKA, AOKTopa A cuuTaloT nydile
noktopa b

PykoBoanTenu ycnewHo AOENCTBYOLWNX oOpraHusaumi TpebyloT npoBedeHUss U3MEpPEHUA ITUX
nokasaTenem kavyectBa W aHanusa MNOJTyYeHHbIX AaHHbIX. MHorme acnekTbl KayecTBa He MOAAalTCs
KONMMYECTBEHHOMY OMpefeneHnto, OAHAKo Ka)Kaasi OpraHu3auus OOIPKHa 4YeTKO OnpeaenntbCsi CO CBOUM
NMOHMMaHWEM TEPMWHA "KaydecTBO" W MOMbITAaTbCA MPOBECTU Te€ M3MEPEHUS, KOTOpble MPOAEMOHCTPUPYIOT
3KcnyaTaunoHHbIE CBONCTBA U YNy4LLEHUS 33 OnNpeaerieHHbIA Nepuog BPEMEHMN.

7.1.3 Onpepenunu nu Bbl KnaccudmKaumio Ballel NPoAyKUMUA U XapaKTepPUCTUKU KayecTBa,
KOTOpble Bbl 4OKHbI pacCMaTpuMBaTb?

B cootBetctBUM c onpegeneHvem FTOCT P NCO 9001 npooykT sBRsieTcs pesynbTaTtoM npouecca,
KOTOPbIN MEET crneyouime Yetbipe obLume KaTeropumm:

- YCnyru, HanpuMmep TpaHCMopT, MeanuMHCcKoe obCnyK1BaHue;

- nporpaMmMHoe obecrneyeHne, HanpUMep KOMMbIOTepHbIe NPOrpamMmbl, CoBapu;

- o6opynoBaHue, Hanpumep aBTOMOGUIU, MeXaHUYECKNEe YacTy;

- 06paboTaHHbIe MaTepuarnsl, HanpPUMep CMasoyHbIe MaTepuarbl, HEKOTOPbIe MULLEBLIE NPOAYKTbI.

OOLwenpn3HaHHbIM 9BRSETCA TO, YTO MHOMMe BuAbl MPOOYKLUMU BKIOYAlOT 3neMeHTbl 6onee yem
opgHon obuwen kateropun. OpraHum3aums JOMXHa ONpeaenqTb, YTO nonyyat ee notpebutenu kak 4vacTb
obuero npogykTa. Hanpmumep, opraHmsanms MOXeT NoCTaBnsaTb u3genve nnm obopynoBaHne n AOCTaBNATb
ero notpebutento, obecneunBasi Takum o0Opa3oM npepocTaBrneHne ycnyru. MHorve wmsgenus wnm
obopyaoBaHue BKMOYaT NporpaMmMHoe obecrneveHne n TpebyoT npegocTtaBneHune yenyr. CnegoBarternbHO,
OEencTBME CUCTEMbl MEHeIKMEeHTa KayecTBa [OIMKHO pacrnpoCTpaHATbCA Ha BCe XapaKTepUCTUKU
npoaykuun. NpeacraBnsaeTcst BaXHbIM MHTEPNPETUPOBATh 3HAaYeHE TepMMHA "NPOAYKUNSA" NPUMEHUTENBHO
K Ballen opraHmsaumm, korga Bbl 3Hakomutechb 1 npuHumaete FTOCT P MCO 9001.

7.1.4 3HaeTe nM Bbl, NOYEeMYy HEKOTOpble OpraHusauuuM TpeOylT OT CBOUX MNOCTaBLYMKOB
(pyHKLUMOHMPOBaHUSA CUCTEMBbI MEHeXXMeHTa kayecTBa Ha ocHoBe [OCT P /CO 90017

Bbl gOMKHBI 3HaTb M MNOHMMATb, YTO CUCTEMA MeEHeKMEHTa KayecTBa B COOTBETCTBUM C
TpeboBaHuamm OCT P UCO 9001 saBnseTca cuctemMor MeHeKMEeHTa, KoTopas Hanpaensder u
OpUEHTUPYET OpraHbl ynpaBneHus opraHu3aumm Ha obecneyeHve kavecTBa MPOAYKLUUW U CONMYTCTBYHOLLNX
npoueccoB peanusauun. B cootBeTCTBUM C TpebOBaHUSAMU CUCTEMbI MEHEXXMEHTa KavyecTBa opraHusauus
OOIDKHa UMeTb NonuTKKy B obnactu kayecTsa, Lueny B obnactu kayecTBa v npouecchbl, Heobxoanmble Ans
OOCTUXEHNS 3TUX Lenen.

Kak ckasaHO paHee, Bbl OO/MKHbI OMNPEAEnUTb, YTO KA4YeCTBO O3HA4aeT AN Ballel opraHusauuu, u
3aTeM YCTaAHOBUTb Te LIENU, KOTOpblE OOJMKHbI OblTb AOCTUrHYTHL. B 3TOM cnydae cuctemMa MeHegKMeHTa
KayecTBa MOXeT ObITb NocrefoBaTenbHO pa3paboTaHa U BHeApeHa B cOOTBETCTBUM € TpeboBaHuammu FOCT
P NCO 9001.

MoTpebutenu xoTST MMeTb OoBepue K TOMy, YTO Balla OpraHu3auusi XOPOLUO BbIMOSHSIET CBOHO
paboTy u 4yTO Bawa npoaykuus GyaeT oTBevaTb YCTaHOBMEHHbIM TpeboBaHUsIM, BKM4Yas BbINONHEHUE
nobblX CONYTCTBYKOLUX, perynupyolimx TtpeboBaHuii, OeNCTBME KOTOPbIX PacnpoCTpaHseTcs Ha Bally
NPOAYKLMIO.

MoTpebuTtenun moryt noTpeboBaTb NOATBEPKAEHUSA TOrO, Kak XOPOLLO Balla opraHv3auusi pabotana B
npowrioM. Bawa cuctema MmeHemkMeHTa KadecTBa, oTBevatowlas Tpebosanusm FOCT P UCO 9001,
obecneunt goBepue notpedburtenen, KOTopoe MM HeoBxoaMMo ANsA BEAEHUS COBMECTHbIX Aen.

Heobxogumo 3HaTb, YTO CUCTEMa MEHeMKMEHTa KayecTBa [AOMOJSIHAET TEXHWYECKME acnekTbl Ballei
MPOAYKLMW 1 YCIYT U HE CEPTUMMLMPYET COOTBETCTBUE MPOAYKLMM NIOGLIM perynvpytoLmm TpeboBaHusm.
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7.1.5 3HaeTe nu Bbl, Kak npeactaButens MCIl, kak NnpMHMMaTb U aganTUPOBaTb CUCTEMY
MeHeAXMeHTa KavyecTBa k TpeboBaHuam FTOCT P MCO 90017

B HacTosiem cTanHgapTe npedcTaBneHa uHgopmauums, kak NPUMMEHATbL U aganTupoBaTtb TpeboBaHusA
FOCT P NCO 9001 k Bawwen cucteme MeHegkMeHTa kavecTtBa. [pouecc pa3paboTkM n BHEOPEHUS] HENb3S
onucaTtb B HECKOMbKMX KOPOTKMX Maparpadax. Ha ato tpebyeTtcs, kak npasuno, 12 mecaues wnu donee m
0YeHb 6ornbLLoK 06BbeM paboThl.

He nbiTasch YCINOXHUTb npouecc, HpeﬂCTaBJ'IeHHbIVI HWXe nepeveHb BKM4aeT OONbLUMHCTBO 3TanoB.,
KOTOPbIMU Heo6xoaumo pykoBOACTBOBATbLCA:

- onpegerneHne opraHn3aumMoHHbIX Lenen n 3agay ans CMK;
- Ha3Ha4eHVe NpeacTaBUTENS PYKOBOACTBA MO BONPOCaM KavyecTBa;
- Ha3HayeHue rpynnbl No npoekTy BHeapeHusa CMK (ecnu n korga Heob6xo4Mmo);

- NPUHATUE peLleHns 0 HeobxoanMocTh npusBneyeHmns KoHcyneTaHTa no CMK gna okasaHus nomoLum
B nHTepnpeTtauum TpebosaHuii FTOCT P UCO 9001;

nnaHuposaHue npoekta CMK;

noaroToBka CMeThbl pacxonos;

BblaeneHve pecypcos ans npoekta CMK;

npopegeHne aHanm3a HeOoCTaTKoB nocpeacTBOM pPacCCMOTPEHUA CyWeCTBYRLWNUX NONMUTUKA
CucTemMmbl MEHeOXMeHTa, npouenyp, VIHCTDYKLI,I/IIZ no aKkcnnyatauum n MeToaos;

- paspaboTka KapT TEXHONOrMYeCKMX MPoLEeCccoB (MO PasfnMyHbIM OPraHM3auMOHHBIM YPOBHSAM, €Cnn
Heobxoaumo);

- paspaboTka Heobxoaumbix gokymeHToB no CMK,;
- MpoBeAeHNe MHTEPBbIO U BLIBOP opraHa no cepTudukauun/npoBepKe;

- NpoBefeHVe aHanunsa v yTeepxaeHue gokymeHToB no CMK;

O3HaKOMIleHWe 1 NOAroToBKa BCeX COTPYAHWUKOB C OKyMeHTOM "Kak ucnons3osaTtb Bawy CMK";

BHeagpeHne CMK B TedeHne He MeHee Tpex MecsALEB;

naeHTUdMKaLmMsa 1 NOAroTOBKa BHYTPEHHMX ayaAUTOPOB KayecTBa;

npoBeAeHNe NePBON CEPUN BHYTPEHHNX NPOBEPOK;

NnpoBeAEeHNe aHannsa co CTOPOHbI PYKOBOACTBA;

- poBeAeHNE KOPPEKTUPYIOLLMX 1 NpeaynpexaaloLwmx 4eicTBUi;

- OpraHu3saunsi NPoBeAeHNs OLIEHKM OPraHoM Mno cepTumrkaumn/npoBepke;

- KOPPEKTNPOBKA HEAOCTATKOB M NPOAOIDKEHNe paboTkl No BHeApeHuto 1 ynydweHnto CMK.

7.1.6 B3sano nu pyKkoBOACTBO Balled OpraHusaumMu Ha cebsi o6sizaTtenbCTBa NO BHEAPEHUIO
NPUHUMUNOB M METOAOB MeHeOgXMeHTa KayecTBa M OCYyLleCTBNSAeT NI OHO HenocpeAcTBEeHHoe
PYKOBOACTBO COTPYAHUKamMu, noarBepxaaroliee Ha COOGCTBEHHOM MNpuMmepe cobniogeHuMe TaKux
obsAszaTenbCcTB?

Beicluee pykoBOACTBO HeCET OTBETCTBEHHOCTb 3a CUCTEMY MEHeMKMEeHTa KayecTBa Ha

CTpaTtern4eckomMm ypoBHe B opraHun3aumm n gOJ1KHO 3HaTb O Tpe6OBaHMHX CBOUX r|0Tpe6|/|Tene|?1 N 3aaBUTb O
cBoen NPUBEPXKXEHHOCTU nNpuHUMNam WUx BbINONMHEHUA, BKIlO4Yaa cobnogeHne 3akoHogaTemNbHbIX U
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perynupyrowimx TpeboBaHuWil, OeiiCTBME KOTOPbIX PacrpOoCTPaHAEeTCs Ha KadecTBO npoaykumu. Bbicliee
PYKOBOACTBO [OJPKHO TaKke OnpedenuTb MONIMTUKY W KOHKpPEeTHble Lenu Ans Bcex noapasgeneHuin u
YPOBHE B pamkax opraHusaumu, 4Tobbl oGecneynTb [OOCTWMKEHME KayecTBa npoAykuuu. Beiclwee
PYKOBOACTBO AOJIKHO Takke obecneuynTb OOMEH YETKOW U SACHON MHopMauuen BHYTPWU OpraHu3auun u
NpoBeAEHNE PErysisiPHOro aHanu3a CUCTEMbl MEHEKMEHTA KayecTBa.

FOCT P NCO 9001 cTponTcs Ha BOCbMU NPeACTaBNEHHbIX HUXE MPUHLMNAX MEHEKMEHTA KavyecTBa,
onuncaHHbix B FOCT P NCO 9000:

1 OpueHTauusa Ha noTpebuTens.

2 IlnoepcTBo pyKOBOAMTENS.

3 BoBneueHune pabOTHUNKOB.

4 MpoLueccHbI NOAXO0A.

5 CucTeMHbI NOAXo4 K MEHEAXKMEHTY.

6 MNMocTosHHOEe yny4lleHuve.

7 MpuHATUE peLLleHnin, OCHOBaHHOE Ha hakTax.

8 B3auMOBbIrOAHbIE OTHOLLEHUS C MOCTaBLUUKaMW.

PykoBoAcTBO onpenensieT Lenb opraHusauumM u obecrnevnmBaeT NUOEPCTBO AN BCEX COTPYAHMKOB.
OHo OoMKHO co3faTh U NoaaepXuBaTbh B paboyeM COCTOAHMU Takue YCIoBUS BHYTPU OpraHusauum, YTotsl
COTPYAHWKN MOFMU ObiTb MOMHOCTLIO BOBMEYEHbl B MPOLIECC AOCTUXKEHUS Leneii obecrnedyeHus kadecTsa
NPOAYKUUW 1 OPYrMX OpraHM3aLnoHHbIX Lienei.

lMonb3oBaTenu HacTosLWero cTaHaapTa MoryT 6biTb OCBeAOMIIEHbI O 14 BONpocax MeHepKMeEHTa A-pa
[lemuHra, KoTopble B LUMPOKOM CMbICIIE YYTEHbI B BOCbMMW MPUHLMNAX MEHeKMeHTa kadecTBa. [1-p JemuHr
(W. Edwards Deming, 1900-1993) saBnsetcd OAHUM W3 MNPU3HAHHbLIX OCHOBATENen COBPEMEHHOrO
MEHEeKMEHTa KayecTBa, KOTOPbIA MOMyyYusi HanbomnblUyK MPUM3HATENBHOCTL 3a CBOK AEATENbHOCTb B
AnoHnn, roae oH ¢ 1950 r. yuun BbiCllee PYKOBOACTBO M CNeUManncToB MeTodam MW NpUHUUnam
MeHeKMeHTa kadecTBa. Ero yyeHue KopeHHbIM 06pa3omM M3MEHMNO 3KOHOMUKY AnoHun. B kadectse
npusHaHua ero 3acnyr n Bknaga AnoHckuii Colo3 yyeHblx U uHxeHepoB (JUSE) yupeaun exerogHyto
npemuio [leMuHra 3a OOCTWXEHUst B 00nacTu kavyecTBa M HagexHocTu npogykuun. Mmnepatop AnoHun
Harpagun B 1960 r. o-pa emuHra opgeHom CBsILLLEHHOrO COKPOBMLLIA BTOPOW CTENEHM.

7.1.7 PaspaboTanu nu Bbl NONUTUKY B 0GnacTy KayecTBa U JOBENU N ee AO CBeOeHUA BceX
COTPYAHUKOB B xofe o0y4YeHUs U NOATOTOBKU KaApoB U NpeaocTaBneHns MHopMaumMm Ha BUAHbIX
MecTax?

Bawa nonutuka B obnactu KayecTBa AOMKHA ONUCLIBATb NMPUBEPKEHHOCTL OpraHM3auum NpuHLMnam
obecneyeHnst kavectBa MNPOAYKUMW M CUCTEMbl MEHEMKMEHTa KayecTBa, BKMo4Yas ee MNOCTOsIHHOoe
ynyyuweHue. Monutuka B obnactu KayecTBa [ofmkHa Takke obecneumBaTb OpraHM3aumio HeobGXoaMMOoMn
OCHOBOW Ans onpefAeneHns U aHanusa uenen B o6nactu kayectBa, 0COOEHHO TeX, KOTOopble OTHOCATCS K
TpeboBaHusiM NoTpedutenen.

Monutnka B o6GnNacTM KayecTBa YCTaHaBMMBAET MNPUBEPXKEHHOCTb OpraHvM3auuMyM MpuHLMnam
pa3paboTkn 1 NogaepXkaHus NPOM3BOACTBA KayeCTBEHHOW Npoaykuun. B cBs3n ¢ 3TMm oHa JorkHa ObiTb
N3NoXeHa YeTKMM M MOHSATHbIM SI3bIKOM M OOIDKHbIM 0Opa3oM OpMEeHTUPOBAaTb Ha TO, YTOObLI Kaxkadbl Mor
MPUHSTbL Ha cebsi cooTBeTCTBYyOLWME 06sSi3aTeENbCTBA M UCMOMb30BATb MOMUTUKY B CBOEW KaXgoaHEBHOW
pearenbHoctn (cm. FTOCT P UCO 9001, nogpasgen 5.3 "MMonuTtuka B obrnacty kayectea" ans nosnyyveHust
noapobHo MHgopmauumn o TpeboBaHUSX K MONMUTUKE B 06N1acTu kKayecTBa).

MonnTrka B 06nacTy KayecTBa BKIMOYAETCH, Kak MpaBuio, B PYKOBOACTBO MO KA4ecTBY U ABMSETCS
YacTblo LOKYMEHTauum B cooTBeTCcTBUU ¢ TpeboBaHusamn FTOCT P MCO 9001 (nogpasgen 4.2 "TpeboBaHus
K OokymeHTaumn"). Kaxabli COTPYOHWK OopraHu3auum JormkeH ObiTb OCBEAOMIEH O MOnuTuke B obnactu
KayecTBa M noHumaTtb ee. [MonMTUKy cneayeT nepuoauyeckn aHanuManmpoBaTb Ha npeameT obecneveHus ee
NOCTOSIHHOIO COOTBETCTBUSA LIENAAM BaLleln opraHm3auum.
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MHorve opraHu3auun NnomMeLlarT B pamKy NOAMNWCAHHYIO KOMWIO 3asiBNieHMsl O MonuTuke B obnactu
KayecTBa M BbIBELUMBAIOT €€ Ha CTeHax CBOMX MPOW3BOACTBEHHbIX 3[aHuWii (Hanpumep, B doie, rae
NPYHUMAIOT NoceTuUTenei Ans Toro, YToGbl NPOM3BECTU BrieyaTNieHWe Ha HUX U noTpebutenein). Momumo
TOr0 YTO 3TO SIBMSIETCA TONMbKO OAHUM CMOCOGOM MH(OPMMPOBAHWA O MONMTMKE B 06nacTu KavecTsa,
NPeACcTaBNATCA Takke BaXKHbIMU €€ 3HauYeHue ANs BalwuX COTPYOAHMKOB Y HEOBX0AMMOCTb MX MNOArOTOBKU
C Yy4eTOM OCBEAOMJSIEHHOCTM O TOM, Kak OHa OKa3blBaeT BO3AEWCTBME Ha BbIMOJIHEHME WX PaboTbl U
NpodeCcCUOoHanbHY0 AeATENbHOCTb.

7.1.8 YcraHoBMNU nNu Bbl OQHY Unu 6onee 4eTKO onpederieHHbIX U OUEeHUMBaeMbIX Uenev B
obnacTu KayecTBa, KOTOpble NOAKPENNAIOT NONIMTUKY B 06nacTu KavyecTBa?

Monutuka B O06MNAcCTM KadecTBa SBNSETCS OCHOBOWM AN  OnNpedeneHns KOHKPETHbIX Lenewn
opraHmsauum B obnacTn KkadecTBa W MNMaHMPOBAHUS MX BHEAPEHUS BO BCEX MoApasfeneHusiXx U Ha BCex
YPOBHSAIX B pamMKax oOpraHusaumm. 3aTem 3TW UEeNnu [OMMKHbl ObiTb peann3oBaHbl B KOHKPETHblE W
n3mepsiemble paboune 3agayn, YTobbl COTPYAHMKN MOTIIM COCPEAOTOUUTHCS Ha UX BbIMOMHEHUMN.

CyIJJ,eCTBYIOLU,I/Ie obwue OpraHn3aunoHHble Uenn OO0JDKHbI, KaK npaBuio, pacnpocTpaHATbCA WU
obecneunBatb Heobxognmoe PYKOBOACTBO pas/invyHbiMKU noapasgefieHnaMn un ypoBHAMM B paMKax
opraHusaumun. Hanpmmep, npon3BoACTBO UMMeEEeT, KaK npaBuilo, KOHKPETHble Luenn, HanpaBJieHHble Ha
OOCTWXeHue oTaelibHbIX NPOU3BOACTBEHHbLIX 3adad, KOTOpble 3aTeM CI'IOCOGCTByIOT BbIMOMNMHEHNIO 06LLNnX
OpraHn3aumMoHHbIX uenen. Y otoenos npoaax 1M MapkeTuHra CBOU KOHKpeTHble uenu, otnunyawwmneca oTt
uenemn npoun3eoacTBa, O4HAkKO OHU TakKXKe HanpaBlieHbl HAa OOCTUXEHUE TeX XKe obLwmnx OpraHn3aunoHHbIX
uenen.

Heobxoaumo Takke onpenennTb uenn B obnacTu kayecTBa ans npoaykunn n CUCTeMbl MEHE)KMEHTA
KayectBa. Takue UenM OOIMKHbI ObITb peannctndyHbiMn " YyCTaHaBliMBaTb OOCTUXUMbIE pe3yribTaThbl. B
Ka4yecTBe NnpumMepoB MOXHO NpMBECTU LENN, yCTaHaBIMBaoOLWNE:

- COOTBETCTBME COrfacoBaHHbIM TpeboBaHusIM MNoTpebuTeneir K MocTaBke WNW  Opyrum
XapaKTepucTuMkam Npoaykuum B TeYeHne onpeaesieHHoro Nepmoaa BpeMeHu;

- OOCTWKEHME 3anfaHMpPOBaHHOIO 00bema NPon3BoACTBa 1 Tabnuubl 3aepKek MPOM3BOACTBA;
- NAEeHTUMUKaLMIO LLIeNeBoro KonnyecTsa BO3MOXHOCTEN AN oGecneyveHnst yryyLleHni;

- MWHVMMM3aUMI0O pPacxodoB Ha HEeyaoBreTBOPUTENbHOE KayecTBO, nepepaboTky unmM  OTXodbl
NpoM3BOACTBA.

B HeKkoTOpbIX oOpraHuM3aumsix LEenuM paccMaTpyBaloT Kak KhoyeBble dakTtopbl ycnexa. Bawa
opraHu3aums JormkHa cama MaeHTuduumnpoBaTb CBOU KroveBble DakTopbl ycnexa B 3aBUCUMOCTM OT TOro,
YTO Ka4YeCTBO O3Ha4aeT Ans Ballern opraHnsaumm (cMm. 7.1.1, 7.1.2).

Mpu onpepeneHnn uenen B obractyu KayecTBa npegraraeTcs paccMaTpuBaTth BUAbl AEATENbHOCTU
UnNu nokasartenu, ¢ KOTOPbIMU BaLLM COTPYOHUKA MOTYT ObITh CBA3aHbI M KOTOPbLIE MOTYT ObiTb ONpeaeneHsl,
Hanpumep:

- COKpaLleHue BpeMeHM Ha NPOM3BOACTBO KaXXA0ro u3genvs;

- oTcyTCcTBUE cOOEB MM AedekTOB B NPOLIECCE NPON3BOACTBA;

- COKpalleHne pacxodos;

- NOBbILLEHNE NPOMU3BOANUTENBHOCTU UM

- YBENUYEHME [ONM Y4aCTUS Ha PbIHKE.

Balm cOTpyAHMKM OOIDKHbI 3HATb M MOHMMAaTb KOHKPETHble Lienn B obnacTu kavecTBa, KOTOpble
YCTaHOBMEHbI ONsl UX NoApasferneHnst U YpoBHS, U cnocobbl nx goctwkeHus. lNMpeacraBnseTcs BaXHbIM
NOCTOSIHHO MHAOPMUPOBATL MX O TOM, KaK 3TW LEenu BbIMONHATCA U roe TpebyroTcsa ynydwenus. Lenu
cnegyeT nepuvoavMyecku aHanmsvMpoBaTb U nepecMaTpuBaTtb, M 3TO [OIMKHO ObiTb 4YacTbld MNOCTOSHHOrO

npouecca yny4yeHun.

7.1.9 OueHmBanu nu Bbl pe3ynbTaTUBHOCTb BalWlUX COTPYOAHUKOB U UX NPUBEPXEHHOCTb
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npuHuMnam obecnevyeHUss KayecTBa, C LeNnbio onpeaenvTb, YTO AOMKEH 3HAaTb KaXAbIW COTPYAHUK,
4yTOObI BbINMONMHAEMass UM paboTa cornacoBbiBanacb C NOJIMTUKOM B OoGracTtu kadectBa U Obina
HanpaBrieHa Ha AOCTUXeHue Lenen B obnacTu KayecTtBa?

CoTpyOHUKN UMEIOT pasnnyHble KBanuUUMpPOBaHHbIE HABbIKW U OMbIT, NMO3BOMISAOLLUME VM BbIMOSTHATDL
ofHy 3agauvy unu 6onee. MHorve opraHusauum NpYHUMatOT Ha paboTy COTPYAHWMKOB, CMIOCOBHbLIX BbINOMHATE
MHOrO 3afJay W NepexoauTb OT BbINOMHEHWS OOHOW paboTbl K APYroM B 3aBMCUMOCTW OT TOrO, YTO
Heobxoaumo, Koraa v rae. MNepeyeHb KBanUgUKaLMOHHBIX HABbLIKOB ABMSAETCA BaXXHbIM acrneKkTOM CUCTEMbI
MeHeKMEHTa KayecTBa U co3aaeT OCHOBY ANS NPOXECCMOHANBHOMO Pa3BUTUA COTPYAHUKOB.

Kpome uHMpOpMUpoBaHMS COTPYAHWKOB O MOMMTMKE B 06nactM kayectBa M uUenax B obnactu
KayecTBa, KOTOpbIEe 3aTparnBatoT UX MNUYHO, COTPYOHUKN OOIMKHbI:

- NPOXOOuUTb NOAroTOBKY U 06y‘~IEHV|e, noBbilWaTb CBOKO I'IpOCbeCCVIOHaJ'IbHyI'O KBaJ'IVId)VIKaU,VIIO, 4yTOObI
onTuMmn3npoBaTtb  npoueccbl W MNPUMEHATb CTaTUCTUYECKMEe MeTodbl, a TakKkKe WUHCTPYMEHTHI,
obecneunBatoLmne pelweHune npo6neM;

- y4acTBoBaTb B pa3paboTke 3TanoHOB M Mep MO YNy4lIeHWI0 Ka4ecTBa NpoLEeccoB B COCTaBe rpymnn
cnewumanvcToB C NepekpecTHbIMU PYHKUNAMU;

- UMeTb NOJIHOMO4MA ONA NPUHATUA pemeHvu7| B CBOMX 0ONacTsix KOMNeTeHUK;

- IPUMEHATb MeTOoAbl obecneyeHns kayecTBa BO BCEX npoueccax, a He TOJ1IbKO Ha Npon3BoAcCTBe.

7.2 KommeHTapum, Yactb 2. PaspaboTka cucteMbl MeHeg)KMeHTa KayecTBa
7.21 3HaeTte nNu Bbl, Kakue npoueccbl NMPOUCXOAAT B Balled OpPraHu3auMm M KakK OHM
B3aMMOOeMCcTBYIOT APYyr C APyrom?

BHauyane HeobxoOMMo NOHATb, YTO UMeeTcs B BUAYy noa TepmuHom "npouecc”. TOCT P MCO 9000
onpegensieT Npouecc Kak "COBOKYMHOCTb B3auMMOCBSI3@HHbIX WM B3aMMOAEWCTBYIOLLMX  BUOOB
aesTenbHocTW, npeobpasytowas BxoAabl B BbIxoAdbl. Hepeako BbIXOAHble AaHHble OOHOro npolecca
HenocpeAcTBeHHO (hOPMUPYHOT BXOAHbIE AaHHbIE AN CneayoLero npowecca.

B npomblwneHHOCTM HabnogaeTcs HekoTopas nyTaHuua B MPUMEHEHUW OAHHOro onpefeneHvs u
TepMuHa "npouecc". YcnewHO [OeNCTBYKOLWME OpraHusauum gokasanun, 4To npu  onpegeneHun
nocregoBaTenbHOCTU Y B3aUMOAENCTBUA MEXAY npoLeccaMmm OCTUMralTcs criegyoLwmne pesynbraTtbl:

- paborTa BbinonHaeTcs 6onee NPoAyKTMBHO M 3D(EKTUBHO;

- ynyyuwaeTcd pacnpenerneHme 3agad, y4to 3atemM BedeT K bonee YeTKOMY NOHUMaHUKo B3anMMOCBS3€eN
Mexay TemMu npoueccamm, KOTopble NPoNCcXogdaT Ha nepecevyeHnmn CIZ)yHKLI,I/IOHaJ'IbeIX rpaHuy B opraHu3aumnu;

- OTBETCTBEHHOCTb onpeaendeTca ©onee 4eTKO, ICHO U npocToO.

FOCT P NCO 9000 He onpenensieT TEPMUH "OeATeNbHOCTL", OAHAKO OH, Kak NpaBumo, onpegensercs
Kak "arnemeHT paboTbl, BLIMOMHSAEMOW B pamkax npouecca". Bugbl OeATenbHOCTM BKIYAKT 3ajauu,
KOTOpbIE BbINOMHAT COTPYAHUKM OpraHn3aumm ang AOCTUXKEHNsI KOHKPETHOro pesyrnbTaTa u uenu.

FOCT P NCO 9001 nmeeT B BUAY HEOOXOANMMOCTb NPUMEHEHMS MOAXOAA CBEPXY BHU3. ODTO O3HAYaeT,
4YTO BHa4asne Bbl JOIMKHbI YCTAHOBUTL BCE MPOLECCHI, HEOOX0AMMbIE AN CUCTEMbI MEHE)KMEHTA KavyecTBa,
N 3aTteM naeHTMduUMpoBaTb KOHKPETHble BUObl OEATENIbHOCTU, KOTOpble COCTaBMSAT KaXAbl U3 3TUX
npoueccos. [locne aToro pellarTca 3agayn, KoTopble OPMUPYIOT BUAbI AEATENBHOCTY.

MpvMepbl NPOLIECCOB BKIMOYAOT MPOU3BOACTBO, 3aKYMKW, NPOEKTUPOBaHWE Mpoaykuuu u obLyuii
MEHEKMEHT.

I'Ipvuvlepb| OeATeNbHOCTM BKIMKO4YalT norfy4vyeHne wMartepuana, npuHATUE 3aKa3oB, MnpoBeaeHune
NpoBEPOK N YCTAHOBKY 060pyD,OBaHl/IFI.

Mpumepbl 3agady BKMOYAKOT nepeMelleHne matepuana, noacyeT Kopobok, nognucaHue nonyvyeHus
yBEeOMMNEHN U UCMOMNHEHNE ByMaxHOW paboThl.
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7.2.2 NMoHMmaeTe Nn Bbl KOHLUEMNUUIO KapTbl TEXHONOrMYEeCcKoro npouecca u 3Haete nu Bbl, Kak
pa3paboTaTb KapTy TEXHOJIOrMYECKOro npouecca WIn MapLIpyTHYH TEXHOJIOrMYeCcKyr KapTy Ans
NpoLeccoB, UCMOSb3yeMbIX Balluel opraHusaumnen?

Kapta TexHomormyeckoro npouecca sBAsieTcs rpadMyeckum npeacTaBfieHnemM npolecca,
yKasblBaloLMM OCHOBHble BWAbl [AESTENbHOCTU MPOLECCOB, HamnpaBreHue BWAOB OEATEeNbHOCTU U
dhakTnyecknin pesynbTaT npouecca.

Takke criegyeT MCNOMNb30BaTh KapTy TEXHOMOMMYECKOro npouecca Ang AeMOHCTpaLuumm npoueccos 1
B3aMMOJENCTBMA MexXay npoLeccaMy CUCTEMbl MEHeKMeHTa kadecTBa. KapTta TexHomormyeckoro
npolecca MoxXeT BbITb TakKe UCMONMb30BaHa Kak "onMcaHve B3auMoLenCTBUSA Mexay npoueccaMmn CUCTEMBI
MeHeKMeHTa kadecTBa" B COOTBETCTBMU C TpeboBaHusiM1 pykoBoAcTBa no kadvectsy (cm. [OCT P NCO
9001, nyHKT 4.2.2). BONbLWMHCTBO KapT TEXHONOMMYECKOro npouecca Ans NpoLEeCCOB BbICOKOrO YPOBHS
aHamnorn4yHbl, MOCKOMIbKY Ha 9TOM YPOBHE y BCEX OpraHu3auuin aHanormyHble obuime Buabl O4eATENbHOCTU.
Mpun cocTaBneHnn kapTbl TEXHONOMMYECKOro NpoLuecca UCNomnb3ylT pa3nuyHblie 0603Ha4YeHus, HanpMmMep Te,
YTO NokasaHbl B Tabnuue 5.

Tabnuua 5 - HeKOTOpre obwue 0b6o3HaueHust KapTbl TEXHOJIONMYECKOro npotuecca

OnemeHT O6o3HaveHune
HeaTenbHOCTb MpAMoyronbHuK
CBa3sb Crpenka
Touka peLueHust Pomb
HavanbHas unmn KoHevHas Toudka MpaMoyronebHWK nnn gpyroe o6o3HaveHne
CB#A3b C Apyrov KapTor TEXHONOrM4YeCcKoro npowecca Kpyr

CyLLI,eCTBYIOT n gpyrue 0b03HaveHus, KOTOpble MOryT ObITb MCMOMb30BaHbI npn cocTaBliEHUN KapT
TEeXHOJ1orm4eckoro npouecca, B 3aBUCMMOCTU OT XapakTepa U CITOXHOCTU KapThbl.

KapTa TEeXHOJ1I0rm4yecKoro npouecca Moxet ObITb UCMONb30BaHa Ha MakKpoypoBHe Ond AeMOoHCTpaunn
0630pa opraHn3auMoHHbIX MPOLECCOB UNN MOXET OblTb ynydlleHa A0 MWKPOYPOBHS ANA NpeacTaBrieHus
OHOro npoun3BoACTBEHHOIo ,El,eI7ICTBI/IF| M BbINONMHAEMbIX AONAd 3TON0 BUAOOB AOEATEelIbHOCTW. CyLIJ,eCTByeT
HECKOJIMTbKO NMPOCTbIX NMpaBuil, KOTOPble NPUMEHAKOT NPU COCTaBIEHNUU KapTbl TEXHONIONMYECKOro npouecca:

- ONepaTMBHOCTb M NPOCTOTa B AEWCTBUSIX;

- NpoLecc NPoXoauT CrieBa HanpaBo U CBEPXY BHUS;

- KapTa JoIKHa NpeAcTaBnsaTh Kaxabli aTan/3agavy;

- HayanbHoe 0003Ha4YeHne JOMKHO ObiTb BBEPXY UMK CrEBA;

- KOHEeYHOe 0003HaYeHMe OOIMKHO ObITb BHU3Y UMK CNpaBa;

- CBA3U OOJKHbI BBOAUTBCA U BbIBOOAUTBCA B BU3yallbHbIX LLEHTpax Apyrnx 00o3Ha4eHun;

- 0003HaYeHUSA NPUHATUS PELLUEHN OOIMKHbI MUMETb [ABEe BbIXOAHbIE JIMHUKN: OAHa AN coeauHeHus OA
n gpyrasa onsa coegmHennsa HET,;

- CBA3N OO0JKHbI UCNOJ1b30BAaTbCA OANA nNpeacrtaBneHna BBOAa U BbiIBOAaA OEATENIbHOCTU.

7.2.3 Bupenu nu Bbl cXeMy MoAenu npouecca Ha OCHOBe CUCTEMbl MeHeQ)KMeHTa KavyecTBa,
koTopas ucnonb3yetca B FOCT P ICO 9001, n noHMMaeTe Nu Bbl, Kak 3Ta Mogenb paboTtaeT?

Ctpyktypa T'OCT P UCO 9001 npeacrtaeneHa kak cxema mogenu ans npouecca. OHa nokasbiBaeT
OCHOBHbIE CBS3M Mpouecca Mexay pasgenamu 4-8 ctaHgapTa KoHUenTyanbHO M He npegnonaraeTcs Ans
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NCNOMb30BaHNA OpraHM3auuaMK Kak kapTa npouecca. Kak nokasaHo Ha Mogenu, notpebutenu urpatot
OYeHb BaXKHYIO pornb B onpeaerieHnn TpeboBaHuii Npoaykumm, a yaoBneTBopeHve notpebutenei sensieTcs
KOHEYHbIM pe3ysibTaToM, KOTOpPbI [O/MKeH ObiTb JOCTATHYT CUCTEMOW MeHedKMeHTa KayecTBa
opraHusaumu.

Kaxgbln M3 4eTblpex MaKkposfieMeHTOB npouecca (To ectb pasgensl 5-8 TOCT P MCO 9001),
Hanpumep MNpPOLECChbl XU3HEHHOrO UMKNa npoaykumMn (pasgen 7), MOXeT ObiTb pacliMpeH B KapTy
TEXHONOrM4Yeckoro npolecca. Takume kapTbl TEXHOMOIMMYECKOro npouecca Mpu UCMoNb30BaHWM ONs Lenen
NNaHMpoBaHNsA Ka4yecTBa MOEHTUDULMPYIOT 3aTEM KOHKPETHbIE BUAbI OESATENBHOCTW, KOTOpbLIE NOCIe 3TOro
OOIMKHbI BbITb pacliMpeHbl B CBOM COOCTBEHHbIE KapTbl, YTOOLI NoKa3aTb 3aga4yu, TpebyroLme BoliNOHEHUS.

Kak 4yacTb Ballero nnaHMpoBaHWs KayecTBa Ans pas3paboTku U co3gaHusa CUCTeMbl MEeHeOXXMeHTa
KayecTBa Takme kapTbl TEXHOMNOMMYECKOro npoLuecca MoryT BbiTb MCNONb30BaHbI ANS CCbINOK Ha npoueaypbl,
WHCTPYKUUWM MO 3KchnyaTaumm U oopMbl, KOTOpblE MPUMEHSIIOT Ha YPOBHE BbINOMHEHWs paboT u 3agau.
lMocne aToro kapTbl MPOLECCOB CTAHOBATCHA YacTbio oduunanbHOW AOKYMEHTaLMn cucTeMbl MEHEOXXMEHTA
KayecTBa WM ynpasfsieMbiMU OOKyMeHTamu (B COOTBETCTBUM C TpeboBaHMAMM NyHkTa 4.2.3 "YnpaeneHue
aokyMmeHTaumen"). OHn mMoryT ObITb NpeAcTaBneHbl Ha Gymare unu Ha KomnbtoTepe. B nocnegHem crniyyae
nonb3oBaTenb MOXET CBSA3aTb kKBafapaTbl AEATENbHOCTM C COOTBETCTBYIOLLEN NMPOLEAYPOV UMM MHCTPYKLMEN
no aKkcnnyaTaumm ana obecnevyeHnss onepaTMBHOIO U Nerkoro 4octyna (CM. PUCYHOK 1).

NOCTOAHHOE YNYYLUEHWE
CUCTEMbI MEHEXKMEHTA KAHECTEA

NOTPE- NoTPE-
EHUTENK BHUTENH
OTBETCTBEHHOCTB |
il s ensnnnnsmsgonannnnn e i PYKOBOACTEA ]
Ynoene-
M3MEPEHME,

MEHEQDKMEHT AHANKH3 o gl TROPEH-

_PECYPCOB M YIYYLIEHVE HOCTE

Tpebo- | | BxoA
BaHWA

NPOLUECCHI
HHM3HEHHOMO LMKNA

NPOOYKLKWA E

r

YcrnoBHble 0603Ha4YeHus:

— [leaTenbHOCTb, AobaBnsdowas LeHHOCTb

e i [|OTOK MHCDOPMALINN
PucyHok 1 - Mogenb cucteMbl MEHE)KMEHTa KayeCcTBa, OCHOBaHHOMW Ha NPOLLEeCCHOM noaxoae

7.24 Ectb nu B Bawen opraHusauMu nNPOU3BOACTBEHHbIE NpoLecchbl u/unu npouecchbl
npefocTaBneHus ycnyr, aHanoruMyHble npoueccam, onucaHHbiIM B pasgene 7 "lpouecchkl
XWU3HeHHoro uukna npoaykuuu™ F'OCT P NCO 90017

B pasgene 7 "lMpouecchl >xu3HeHHoro uukna npogykumm" FTOCT P UCO 9001 paccmoTpeHbl
TpeboBaHMA K npoueccaM, KOTopble, Kak MpaBwuio, HeoOXOAMMbl Afst peanu3aumyM MNpoaykTa unu
npenocTaBneHnst yCnyru.

Pasgen 7 BknovyaeT cneaywolne 4YeTblpe KIoyeBble MNpolecca, CBs3aHHble C peanusauueit
MPOAYKLMM:
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1 Mpouecc, cBsA3aHHbI ¢ NOTPEGUTENSIMU, - 3TO NPOLLECC, KOTOPLIM CriedyeT PYKOBOACTBOBAaTLCS Npu
MoSTy4EHUM 3aKa3a UK 3aKMOYEHNM KOHTPaKTa ¢ BaMMK NOTPeGUTEnsamu.

2 Tpouecc NpoekTMpoBaHWs U pa3paboTku - OelCTBMe 3TOro MNpoLiecca pacnpocTpaHsieTcss Ha
BbINOMHEHNE OpraHu3auuein MNpoeKTUpoBaHUS W/unu pas3paboTku npodykumu, 4Tobbl obecneunTtb
cooTBeTCTBUE TpeboBaHWii, YyCTaHOBMEHHbIX NOTpebuTenem.

3 lpouecc 3aKkynok - 3TUM MPOLIECCOM PYKOBOACTBYIOTCA NPM 3aKyrnkax MaTepuarnos, COCTaBHbIX
YyacTel 1 yCnyr y NocTaBLUIMKOB, KOTOPbIE BaM HEOBGXOAMMbI AN NPON3BOACTBA NPOAYKLNN.

4 Tlpouecc npomsBoacTBa M obBCnyxmBaHuA - npouecc, obecneymBaroLlLMin NepeBos Cbipbs (Unu
HeobpaboTaHHbIX AaHHbIX/MHOPMAaLMK AS YCYrM) C MOMOLLLIO APYrMX PECYPCOB B caMy MPOayKUMIO.

7.2.5 BbinonHsieT Nu Bawia opraHM3auma Bce npouecchbl, onucaHHble B pasgene 7 TOCT P UCO
9001?

Kaxxapii 3 HeobxoaMmbIx NPOLLECCOB B pa3gerne 7 BKYaeT BUAbl AeATEeNbHOCTU, HEKOTOpbIe U3 HUX
onucaHbl B cTaHgapTe. [lpum cocTaBneHMn KapT TEXHOMOrMYEeCcKOoro npouecca MOXET OKas3aTbCHd, YTO
HeKoTopble M3 3TUX MPOLECCOB W/WMM BWOOB OEATENbHOCTU He MCMONb3YyTCA B Ballen opraHv3aunu.
CtaHpapT yyen 3710, pa3peLumB UX UCKIOYEHNE U3 BaLLEW CUCTEMbI MEHEKMEHTA kayecTBa (CM. MyHKT 1.2
"lMpumeHeHne") nNpu ycnosum, 4TO Bbl OBOCHYeTe WCKMYEHMEe B Ballem PYyKOBOACTBE MO Ka4vecTBy [(CM.
NyHKT 4.2.2, nepeuncrneHve a)l.

Hanpumep, opraHusauuu, He 3aHMMalOLIMECs MNPOEKTMPOBaHWEM W/Mnn pa3paboTkon cBoew
npoaykummn, MoryT obocHOBaTb WUCKIOYEHUs Takux TpeboBaHuii. HekoTopble opraHv3auum MoryT 3axoTeTb
060CHOBaTb UCKITHOYEHUs OTAENbHbIX BUOOB AEATENBHOCTU B MPOLECCe NPOM3BOACTBA UMK 06CyXMBaHUs,
Hanpumep npocnexusaemocty (MyHKT 7.5.3) unun cobcTBeHHOCTU NoTpedbuTtena (NyHKT 7.5.4) (cm. 7.4.10).

7.2.6 OcdopmnsaeT nu Bawa opraHusauusa oduuManbHO U [OOKYMEHTallbHO NaHUpoOBaHwue,
(pyHKUMOHMpPOBaHME U YyMnpaBrieHue BCEMU MpoueccamMum CUCTeMbl MEHeMKMeHTa KavecTBa U
CMEXHOM NPON3BOACTBEHHOMN AEATENbHOCTLIO?

Mpouecchl Npon3BoACTBa U/MNK 06CNYXMBaAHMS YCMNELHO AeNCTBYOLWMNX OpraHn3aLunin, kak npasuo,
XOpOLUO [AOKYMEeHTarlbHO odopMIieHbl C  MOMOLLbID  KapT TexHoformdeckoro npouecca. Hauany
nnaHMpoBaHNs 3TUX NPOLECCOB AOMKHO NpeaLecTBOBaTh BbINOSHEHWE Balle opraHvM3aunert cneayoLlero:

- YCTaHOBJiI€HME Tpe6OBaHVIIZ K npoaykunun m uenen B obnactu kadectBa AOnsi BcexX npoueccos
peanusaunn npoaykuunu;

- MOAroToBKAa KOHKPETHOW AOKYMEHTaLuW U pecypcoB, HeobxoauMblX ANs BbiNONHEeHWs paboT B
pamKax MnpoLeccoB peanuaauuny npoayKLUmu;

- onpegerneHne MeToaoB, NOATBEPXKAAKLMX COOTBETCTBNE FOTOBOW NPOAYKL MM BCEM TpeboBaHNSM;

- MOAroToBKa 33I'II/IC€I7I, noareepxXxgarowmx nnn OemMOoHCTPpUpYyrLWKUX cooTBeTCcTBMe npoaykuumnm Bcem
TpeboBaHusIM.

MnaH kavecTBa ABNSETCA MMEHHO TEM OOKYMEHTOM, KOTOpbI yCTaHaBnuBaeT W/MNW ccbinaeTcs Ha
HeobxoavMmble Npoueaypbl, MHCTPYKUMW NO 3KChnyaTauum u apyrne AoKyMeHTbl, a Takke CBA3aHHbIe C 3TUM
pecypcbl, KOTOpble [OMKHbl WMCMONb30BaTbCs A1t KOHKPETHOro npoekTa, Npogykuuu, npouecca wunm
KoHTpakTa. naH kayecTBa MOXeT ObITb YyCTAHOBMEH Kak TpeboBaHMe KOHTpakTa Mexay ABYMS CTOpOHaMu
(cm. 7.4.1).

7.27 Ectb nu y Bac pYyKOBOACTBO MO KayecTBYy, OTBevawllee BCeM YCTaHOBIIEHHbIM
TpeboBaHMAM?

PykoBOACTBO MO KayecTBy £BMsieTCA OTAENbHbIM  JOKYMEHTOM, OMUCHLIBALWUM  CUCTEMY
MEHeKMeHTa KayecTBa oOpraHuM3aumm. OTO BaXHbI [OOKYMEHT, TMOCKOMbKY OH BKIOYaeT obnacTb
NPUMEHEHUS CUCTEMblI MEHEPKMEHTA KayecTBa, UCKIMOYEHNss 4onyCcTUMbIX TpebosaHui B pasgene 7 TOCT
P WCO 9001, pokymeHTanbHO oOdoOpMNeHHble npoueaypbl M ONucaHWe B3aUMOLENCTBUSA Mexay
npoueccamm CUCTEMbl MEHEAXKMEHTA Ka4yecTBa.
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PykoBOACTBO MO KayecTBy SIBNAETCA OCOOEHHbIM AOKYMEHTOM AN Ka[AOoh opraHvM3aummM C TOYKM
3peHnst CTPYKTypbl, chopMaTta, codepxaHus M MeTofa npefctaBneHus. OHO, kak MNpaBusio, BKIOYaeT
MHcpopMaumio 06 opraHusauuMu: HavMeHOBaHMe, MeCTOpPacrofioXeHue, HoMep TenedoHa W Opyryio
CMEXHYI0 MHGpOpMaLIMIO, a TakkKe KpaTKoe onvcaHue opraHusaummi U NpoayKUuuM, KOTOPYHO OHa NPOV3BOAMT.

B pykoBOACTBO MO Ka4yecTBY 4acTO BKMOYAKT MOMWTMKY B 06nacTu kavyectBa M COOTBETCTBYHOLLUE
uenn B obractu kavecTtsa. Kputepum 1 meTtodbl, UCNOfMb3yeMble opraHu3auuen, kotopble obecneunsatoT
BbIMOSIHEHNE MONUTUKM B 0OnacTu Ka4yecTBa M OOCTUXKEHME COOTBETCTBYHOLLMX Lienei B obnactu kavecTtsa,
MOryT ObITb TaKke BKIOYEHbI B PYKOBOACTBO MO KayecTBy.

OpraHu3auMoHHbIEe CXeMbl, KapTbl TEXHONOrMYEeCcKOro mMpoLecca BbICOKOrO YPOBHS, KIOYeEBble
OOIDKHOCTHbIE MHCTPYKUMKM, npoueaypbl CUCTEMbl KavyecTBa M aHanormyHas uHdopmauus moryt ObiTb
BKIOYEHbI B PYKOBOACTBO MO KAa4eCTBY NN COAEPXKaTb CChINKMA Ha HUX.

PykoBoacTBo no kayectBy MoxeT ObiTb npeactaBneHo B nwbom ygobHom dopmarte. 310
ynpaensembln OOKYMEHT, U OH [OMKeH noggepxuBatbcd B paboyem COCTOSHMM B COOTBETCTBUM C
TpeboBaHusiMu nyHkTa 4.2.2 "PykoBoacTtso no kavecty" FTOCT P MCO 9001.

Kak pokymeHT (cm. onpegeneHne B TOCT P NCO 9000, nyHkT 3.7.2), pyKOBOACTBO MO KayecTBy
MoxeT ObiTb MpeacTaBneHo Ha Oymare, B anekTpoHHOM dopmarte unv B KOMOMHMPOBAHHOM BapuaHTe.
HononHutensHasa nHgopmauus o 4ONyCcTUMbIX UcknoyeHuax Tpebosanui B pasgene 7 TOCT P NCO 9001
BKkntoYeHa B 7.4.1.

PykoBOACTBO MO KayecTBy MOXeT ObiTb TakkKe WCNONb30BaHO Ballel OpraHm3auMen Kak OYeHb
nonesHbIN JOKYMEHT OS5l KOMMEPYECKUX LiENeNn.

7.2.8 Ectb nn y Bac AOKYMeHTanbHO oO¢opMIeHHble npoueaypbl, OnNuUcbiBarowwme, Kak
BbIMOJTHAIOTCA HMKeyKa3aHHble npoueaypbl U CMeXHasi C HUMU NPOU3BOACTBEHHasi AeATENIbHOCTb?

YKasaHHble Hwke [OKYMEeHTanbHO OdOpMIIEHHbIe nNpouedypbl SABNSATCA yrnpaBnsemMbiMU, U UX
ynpaBneHne criegyet OCYLLEeCTBMATb B COOTBETCTBUM C HwxenepeducrneHHbimu nyHktammn TOCT P UCO
9001, koTopble TPeBYT HaNMUNa CReayLINX WeCTN AOKYMeHTansHo 0OpMIEHHbIX Npoueayp:

4.2.3 YnpaBneHue JoKyMeHTauunen.

4.2.4 YnpasneHuve 3anmcamu.

8.2.2 BHyTpeHHWe ayauTbl (NpoBepKu).

8.3 YnpaBneHue HeCOOTBETCTBYHOLLEN NPOAYKLUMEN UMK YCITYroN.

8.5.2 KoppekTtupytoLime oencTeus.

8.5.3 MNpepynpexaatoLine OencTBuS.

OTn wecTb OOKYMeHTallbHO OCbOpMJ'IeHHbIX npouenyp oOnucbiBatoT LWECTb KIHO4YeBbIX MpoueccoB
Ballen CUCTEMbl MEHE)KMEHTA KadecTBa, a UMEHHO:

- obnactb NPUMEHEHUA;
- KTO ABNAeTCA OTBETCTBEHHbIM 3a BbINOJIHEHNE pa60T nnn 3agad B JaHHOM npouecce;

- KOHKpeTHble BUAbl AeATENbHOCTM U/UNN 3adayu, KoTopble HEO6X0AMMO BbINOSHUTL (MOYeMy, Koraa,
roe, kakum obpasom);

- BefeHMe BaxHbIX 3anucen, obecneyuBallLMXx HeobXooMMOe MOATBEPXKAEHME MNIAHUPOBaHKS,
MCMONb30BaHUS U YNpaBreHus NPOLEeCCOM.

Ona nonyvyeHns HeobxoAMMOW WHGOPMaUMM MO [OKYMEHTanbHOMY OQOPMIIEHUNIO CUCTEMbI
MEeHeXMEHTa Ka4yecTBa MOXET BO3HUKHYTb HeobxoanMmocTb B ncnonssosanun FTOCT P MCO/TO 10013.

Ll,pyrme npouenypbl n/vnn MHCTPYKUMKN NO 3Kcnnyataunun Moryt ObITb p83pa6OTaHbI anda onncaHuA
ocTarnbHbIX HE0BXO0OMMbIX npoueccoB CUCTEMbl MEHEXXMEHTA Ka4eCTBa U CMEXHbIX BMOOB OEATEJIbHOCTU.
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Takve npouenypbl MoryT 6biTb paspaboTaHbl B nobon Hambonee ynoGHoM dopme, BKMYasd KapTbl
TEXHOMNOrM4Yeckoro npouecca, Tabnuubl, TEKCT UM WX KOMOWHMPOBAHHBIM BapuaHT, U MOryT ObiTb
npeacTtaeneHbl Ha Gymare, B 3MeKTpOHHOM chopmate MM B KOMOMHMPOBAHHOM BapuaHTe. OHU [OSKHBI
ObITb yNpaBnsieMbl Ansg obecneyeHns NpaBUbHOCTU, COOTBETCTBUSA U aKTyanbHOCTM.

7.3 KommeHTapum, yactb 3. OTBEeTCTBEHHOCTb PYKOBOACTBA
7.3.1 NMoHumaeT nNu BbiCLWIEe PYKOBOACTBO KOHLeENTyasribHOE OoTnuyuMe mexay obecnevyeHuem
KayecTBa W MEHEMKMEHTOM KayecTBa, 4YToObl oGecneunTb YycCnewHoe MNpPOoABUXKEHWE CUCTEMbI
MeHeM)KMEeHTa KayecTBa opraHusauum Ha nyTy K obecneyeHuto cootseTcTBusa Tped6oBaHuam [OCT P
MCO 90017

Cuctema kadectBa Tmna "obecneuyeHue kadectBa", onucaHHaa B NCO 9001, opueHTupoBaHa B
OCHOBHOM Ha obecneveHne  yOOBMETBOPEHUst  MOTPebWUTENss  MOCPEACTBOM  MpeaynpexaeHust
HECOOTBETCTBUS Ha BCEX 3dTanax MpPOM3BOACTBA U OOCMYXMBaHWS, TO €CTb OT STana MPOEKTUPOBaHUS
NpPOAYKUUM A0 NOCNENPOAAKHOIO 06CNyKnBaHMSI.

B oTnuuve oT aTOM CUCTEMblI cUCTeMa Tuna "MeHeaXMEeHT KayecTBa" HanpaBfeHa Ha MnoBblleHue
YOOBMNETBOPEHNST MNOTPedbMTENa 4Yepe3 MOCTOSHHOE YNy4dlleHMEe MPOLEeCCOB CUCTEMbl MEHEIKMEHTA
KayectBa opraHudauumn. Cuctema MeHemKMeHTa kadecTBa TpebyeT OonblIero yvyactuss M yCuUnum co
CTOPOHbI BbICLLEro pykoBoAcTBa. Beiclwee pykoBoactso onpegensetca kak nuuo (ans MCIT) wnm rpynna
nogen, KOTopble PYKOBOAAT M YNPaBNsAOT OpraHn3aumnen Ha Camom BbICOKOM YPOBHE.

Cuctema obecrneyeHust kayecTBa OpPUEHTMPOBaHA B OCHOBHOM Ha camy Mpoaykuuio, a AedcTBUS
CUCTEMbI MEHEIXKMEHTa KayecTBa pacrpoCTPaHSIOTCA Ha BCIO OpraHv3auuio He Tonbko Ans obecrneveHus
COOTBETCTBUSA NPOAYKLIMW YCTAHOBINEHHBIM TpEBOBaHUSAM, HO U YOOBINETBOPEHUSI MOTpebuTene.

Cuctema MeHegKMeHTa kadecTBa CTpeMunTcAa Vlﬂ,eHTMq}VIU,VIpOBaTb BCE BO3MOXHble Tpe6OBaHVIF| K
npoaykumn mn Tpe6OBaHVIFI n0Tpe6|/|Tene|7| He3aBMUCMMO OT TOro, yCTaHOBJI€EHbl OHU WUITN HET. Tpe6OBaHI/I9|
BKITHOYAKT noaTBepXaeHmne T1oro, 4Yto:

- MNpUMeHsIeMble TNULUEH3UM Ha MNPOM3BOACTBO W OOCMyXKMBaHWe, a Takke pernameHThl,
ycTaHaBnmBatoLwmne TpeboBaHns K akchnyaTauum, 6binm y4TeHbl;

- Heobxoaumble TpeboBaHMs K BXOAHbLIM AaHHbIM Obiiv onpegeneHbl Ans BCEX MPOLLECCOB CUCTEMbI
MeHePKMEeHTa KayecTBa;

- nepcoHan npowen COOTBEeTCTBYHLUYHO NOAroTOBKY C TOYKU 3peHUA NOHMMaHUA U NMPpUMEeHeHusa
Tpe6OBaHMI7'I CUCTEMbI MEHEIXMEHTA Ka4eCTBa,;

- Kputepum n mepbl, obecneunBatoLme Ka4ecTBo npoaykuunm un npoueccos, Obinn onpeaeneHbl,;

- HeoOxogumble 3anucu, KOTOpble MOATBEPXOAKT OOCTWXKEeHWe uene B obnactm kayecTea,
OTHOCALUMXCS K COOTBETCTBMIO MNPOAYKUMW  YCTaHOBMEHHbIM TpebOBaHWAM U yOOBETBOPEHUIO
notpeburtenen, CyLLecTBYHOT;

- opraHu3auusi NOCTOAHHO MPOBOAUT MOHWUTOPWHI CBOErO PbiHKA M CEKTopa MPOMBbILLNEHHOCTU Ha
npeaMeT U3MeHeHuin TpeboBaHuit kK NpoayKuuK 1 TpeboBaHuii NoTpebutenei Ans obecrnevyeHnss oTpakeHus!
3TUX U3MEHEHWI B U3MEHEHUSAX CUCTEMbl MEHEDKMEHTA KaYecTBa;

- NPOLIECChl CUCTEMbI MEHEI)KMEHTa KayecTBa NpoBepeHbl U OLeHeHbl aAna obecneyeHns BKMOYEHNs
HeobXoANMbIX KOPPEKTUPOBOK 1 yrydlleHWI, korga v rae 3To Heobxoanmo;

- KyNnbTypa NOCTOSIHHOrO yny4lleHus1 cylecTByeT 1 obpaTHas MHopMauust No HAKOMSIEHHOMY OMbITY
nooLypsieTcs.

7.3.2 MMpuBepxeHO NN BbiCllee PYKOBOACTBO MNpUHLMNAM Balled CUCTEMbl MeHeMXMeHTa
KayecTBa?

[MepBon 1 Haubonee BaHOW 3afaden Ballero BbICLLEro pykOBOACTBa Npu pa3paboTke u BHeApeHUU
CUCTEMbl MEHEKMEHTA KayecTBa sBNAeTca HeobXoaAMMOCTb onpeaeneHunsi, noyemMy oHo aenaet ato. Ecnu
€[MHCTBEHHbIM MOTUBOM UMK LENbio ABMAseTcs nonyveHue ceptudukaTta Ha cootsetctene NOCT P NCO
9001 pgna BKMNIOYEHUA oOpraHuM3auuu, Hanpumep B TeHAepHble MnepeyHn noTpebuTtenen, cyllecTByeT
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fGonblias onMacHoCTb, YTO cCUCTEMA MeHeKMeHTa kKadecTBa OyoeT OPUEHTUPOBATLCA TOMbKO Ha
obecneyeHne cootBetcTBUSA TpeboaHuam TOCT P MCO 9001. PesynbTaTbl, NonydeHHbIE NMOCPEOCTBOM
TaKoW CTpaTerMm, He NOMAYT Ha NOSb3y OpraHU3aumm, a TONbKO NPUBEZYT K CEPbE3HbIM pacxodam.

Bobicwee pyKoOBOACTBO AOJ1XHO ObITb npueepXeHo npuHuunam cuctemMmbl MeHeXXMEeHTa KadecTBa,
NOCKOJ1bKY 6y/:|,eT noTpa4yeHoO MHOrro cpeancts M BpeMeHun Ha ee pa3pa60TKy, BHEOpEeHne n nogaepxaHme B
paGO‘-IeM COCTOSIHMK. Bebiclwee pykoBOACTBO [AOOJIKHO YCTaHOBUTb WU3MepAemble uenn Aana CUuctemMbl
MeHe)KMeHTa Ka4ecCcTBa, KOTopad obecneunt eMy nony4yeHue I'IpVI6bIJ'IVI Ha MHBeCTMpOBaHHbIVI KanuTarn.

7.3.3 OOGpawaet nu BbiCllee PYKOBOACTBO BalleW opraHusauuum 0Oonblioe BHUMaHWE Ha
OpMeHTauuto Ha NOTPebuTens, To eCTb 3HaeT JIu OHO O NOTPEOHOCTAX U OXMUAaHUAX NoTpeduTenen B
OTHOLLUEHUU Ballen NpoAyKLUN, KOTOPYHO NOTpeouTenu 3akynarT y Ballen opraHmsauum?

OpueHTaumnss Ha NoTpedbuTens o3HayaeT, YTO Y BbICLUErNO0 PYKOBOACTBA HamnaXeHbl MOCTOSIHHblE U
yCMNELLHblE OTHOLWIEHUSI C MOTPEOMTENAMM, BO3MOXHBIMU MOTPEOUTENSAMU U KOHEYHBIMU MONb30BATENSMMU
Bawen npoaykumn. JTo TpebyeT OT BLICLIErO PYKOBOACTBA MOHMMaHUSA NOTpebHOCTEM W oXnaaHui
notpedutenen n onpeaeneHnst KIKYEBbIX XapaKTepUCTUK NPoAYKLUKW, KOTOPYK noTpedbutenu nokynawoT
cenyac unu, No Bcen BeposATHOCTM, OyayT nokynaTb UM ucnonb3oBaTb B OyayweM. KoHKypeHums sBnseTcs
BaXXHbIM 3NIEMEHTOM OpMEeHTauun Ha noTpedbutens Bawen opraHuM3auuun. VICKNIYUTENbHO BaXXHOM
NpeacTaBnsieTCss OCBEAOMIIEHHOCTb O OEATENbHOCTUM OPYrMX KOMMaHW/A B BalleM CEKTope pbiHKa. Bebl
MOXeTe OblTb MOPaXEHbl UBMEHEHNSIMWN Ha PbIHKE, KOrAa Ball KOHKYPEHT YCTaHOBUT HOBbIE XapaKTepUCTUKN
UNN U3MEHUT UeHbl. MoryT nosiBUTbCA HOBblE MaTepuarnbl U MPOLECChbl, KOTOPble W3MEHSIT PbIHOK U
CYLLIECTBEHHO OCrabAT BaLUX NO3MLMM HA HEM.

Perynupytoline namMeHeHNss MOryT Takke BRUSATb Ha Ballly opraHu3aumio. MameHeHuss B pernameHTax
Ha oxpaHy OKpyXatollen cpeabl, obecnedyeHne 300poBbs U 6e30NacHOCTM M B APYrnux perraMmeHTax MoryT
okasaTb OTpuuUaTenbHOE BO3OENCTBME Ha Ballly KOHKYPEHTOCMOCOGHOCTb M BOOOGLLUE BbIKMIOYUTL Bac U3
OusHeca.

7.3.4 EcTb N y Bawel opraHW3auuMM 4YeTKO onpeperieHHasi CTPYKTypa C pasgeneHueM
NONMHOMOYMH, AenerupoBaHHbIX NoApasfeneHnsiM U CoTpyaHUKam?

B cootBetctBMM ¢ TpeboBaHuamu FTOCT P MCO 9001 Bbicluee pykOBOACTBO OpraHu3auuu SOSMKHO
ybeamTbCss B TOM, 4YTO KOHKPETHble 0053aHHOCTM W npasa, Heobxogumblie ONA CO3[4aHWS CUCTEMb
MeHeaXMeHTa KayecTBa, oOduuuanbHO  YCTaHOBMEHbl WM BCe  COTPYOHWKM B OpraHusauuu
NpouHpopMUpoBaHbl 06 3TOM. [JaHHbLIN MpoLecc co3A4aHUA COOTBETCTBYIOLLMX OOIMKHOCTHBIX MHCTPYKLMNA
cnocobCTBYeT OOCTUMXKEHMIO KOHKPETHbIX Lenen B obrnacTu kavecTBa, KOTopble Oblnn yCTaHOBMEHbI ANS
cooTBeTCTBYHOLWNX DyHKUUA 1 ypoBHen (cm. FTOCT P UCO 9001, nyHkT 5.4.1 "Llenn B obnacTtn kadyectea") B
pamMkax opraHusauumu.

OpraHusaumMm  UCMonb3yloT, Kak nNpasBuno, OpraHU3auuMoHHYl0 Ccxemy AN npeacraBreHunst
COOTBETCTBYIOLMX (PYHKLMI N YPOBHEWN CPepbl KOMNETEHLMM B pamMKax opraHusaLmu.

[OMKHOCTHbIE WMHCTPYKUMW UCNONb3YIOT, Kak MpasBuno, Ansg WAeHTUMUKaAUUM 1 OOKYMEHTarbHOro
ochopmMneHns pyHKUMOHarNbHbIX 06A3aHHOCTEN U MOMTHOMOYUI. Takne AOMKHOCTHbIE NHCTPYKLMN MOMOratoT
COTPyOHVKaM MOMyYnUTb TOYHYIO MHOpMaUUIO O TOM, YTO OXMAAKT OT HUX, U MOryT ObiTb Takke
MCMNONb30BaHbl Afsi CUCTEMbl OLIEHKM KavyecTBa paboThl. YCNELWHO AENCTBYOWME OpraHn3aumm oXXmaarT oT
CBOMX COTPYOHWMKOB KOMMETEHUMW B BbINOMHEHUWN pasnuyHbiX paboT, M OHWM MPOXOAAT NOAFOTOBKY MU
oby4yeHve, obecneuymBarolime BbINOMHEHWE OAHOBPeMeHHO Gornee oaHol paboTbl MO Mepe KapbepHOro
pocrTa.

7.3.5 fABnAscb HebonbwoM opraHusauuen, obecneuynnu nU Bbl YeTKOE U OAHO3Ha4YHoOe
NOHMMaHMe COTPYAHUKAMU BbINOJNIHAEMbIX UMM O0Ofi3aHHOCTEM W KOMNETeHLuMI AN ux
3¢ heKTUBHOIrO BbINONTHEHUA?

HebonbLlwum OopraHusauunam € orpaHMYeHHbIM KONmM4ecTBOM COTPYAHWUKOB, KakK npaBuno, H606XO,EI.I/IM
nnaH, onpeaensowunn pasgeneHne ob6a3aHHOCTEN U OTBETCTBEHHOCTM Ha cnydanm 6onesHn, npasgHUKoOB U
ypesBblYariHbIX cuTyauun. Kaxapini COTPYAHMK JOJDKEH 3HATb, UTO OXUOAETCSA OT HEro (OTBETCTBEHHOCTL) U
4YTO OH MOXeT genatb (nonHomouust). OHKU TakkKe OOJPKHbI 3HATb, Kak X OTBETCTBEHHOCTb COOTHOCUTCS C
OTBETCTBEHHOCTbLIO APYrUX COTPYAHUKOB.

OpFaHI/I3aLI,MOHHaF| cxema MOXeT nomodb B obecnedeHun atoro. OpgHako BaxHO obecneuntb
NCKNK4eHne HeonpegeneHHoCctTn M OOHO3Ha4YHOEe MNOoHMMaHue COTPpyAHUKaMK obnactn u npepenoB ux
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NONMHOMOYUNNA.

7.3.6 KomMneTeHTHbI NU BalwM COTPYAHMKU B BbIMOJIHEHMU BO3MOXEHHbIX Ha HUX 3agad u
o6s3aHHOCTEN?

KomneTeHuns siBnsietca koMObuHaLmMen COOTBETCTBYIOLLErO UM MPUMEHMMOrO 3HAHUSA U MOArOTOBKM,
a Takke HeobOXxoOAuMOro omnbiTa U NpodecCcuoHarnbHOM KBanuMdukauum Ons BbINOSIHEHUST OnpeaerieHHoN
paboTbl. OpraHmsauum [OMKHbI aHanuM3MpoBaTb ONbIT, KBANUMUKAUMOHHbIE AaHHble, CNOCOOHOCTM U
BO3MOXHOCTU CBOWUX MEHEeIKEPOB WM COTPYOHUMKOB C TOYKM 3peHus noTpebHocTen opraHusauuu. [lpu
HanuumMm npobnem B COOTBETCTBMM C TpebOBaHUSIMU K YPOBHAM MNpodhecCUOHanbHOW KBanudukaumm um
KOMMEeTEeHUUN opraHu3auus JormkHa obecneuntb MOoBbIEHUEe KBanudukaumMm unu nepenogroToBky
COOTBETCTBYIOLLMX COTPYOHUKOB.

AKTMBHOE nnaHnposaHne w BKIlO4YEeHNe W3MEHEHNN B TpeGOBaHVIFI K 4enoBe4YyeCkMM pecypcam
SIBMSIETCHA BaXXHOW YacTblo OeATENbHOCTHU Sq)(*JEKTMBHOIZ CUCTEMbI MEHEIXXMEHTA Ka4yecCTBa.

7.3.7 TonHOoCTbO N WMHPOPMUPYIOT BaWMX COTPYAHUKOB O 3apadax M pesynbratax
[eATeNbHOCTU, KOTOpPblie BO34EMCTBYIOT Ha HMX, U O TOM, KaK Xopollo paboTaeT opraHusauusa Ans
OOCTUXXEeHUS NOCTaBIEeHHbIX Lernen u 3agay?

OdpekTMBHaAs cucteMa MeHegXKMeHTa KkayecTBa npefycMaTpyMBaeT yyacTue KaXaoro coTpyaHuka B
opraHusaumm. CoTpyaoHVKN YyBCTBYIOT Donee CUIbHYH0 NPUBEPXKEHHOCTb K LieNnsiM opraHuM3auum v uensm B
obnactn kayecTtBa, ecrnim OHU nony4yalT obpaTHy MHopMaunio O Kadectse paboTbl opraHusaumm. Nm
Takke Heobxooumo 3SPdPEeKTMBHOE NMAEPCTBO CO CTOPOHbl MEHEMKEPOB, KOTOpble MpOoLWnM 3Tan
neperoBopoB 1 AEMOHCTPUPYIOT NPUBEPXKEHHOCTb NOMUTUKE U Lensam B obnactu kayecTsa.

Heobxoanmo yctaHoBUTb 3dEKTUBHLIA Mpouecc obMeHa MHdopMaunen Mexagy PYKoBOACTBOM U
coTpyaHukamu. Takon npouecc obecneynTt opraHn3aumm:

- onepaTtuBHYIO NepefaYvy v nonyvyeHne nHpopmMauun:
- NPpUHATUE AEeNCTBUIA NO NONy4YeHHON UHopmaunu;
- JjoBepue Mexay BCeMU COTPYAHMKaMM OpraHn3auumu;

- y4yactne CoTpyaHUKOB B Lendax UCNnofib3oBaHUA B MOSIHOM CTEMNEHN NX NOTeHumana ¢ nonb3on ans
opraHunsauunu;

- onpegeneHne metTonos, CI'IOCO6CTBYIOLLI,VIX yny4dweHunto npoueccoB opraHn3auunn.

7.3.8 Onpeaenuno nu Bbicllee PyKOBOACTBO NpeAcTaBUTeNs pyKoBOACTBa U Hagenusio niv ero
OTBETCTBEHHOCTbLIO U MOJIHOMOYMAMU, ObecneyMBawWMMN BHeOpeHue, nogaepxaHuve B padbouyem
coctosiHun wu 3cdhdekTuBHoe (PYHKLUMOHMPOBAHME TMPOLIECCOB, HEOOXoAMMbLIX AN CUCTeMbI
MeHemKMeHTa KayecTBa?

B cootBetctBuMM ¢ TpeboBaHuamum FTOCT P MCO 9001 gnsa ocywecTBreHUs Takux MOSIHOMOYMMA
HeobXxoOMMO Ha3Ha4MTb COTPyOHMKA M3 COCTaBa PYKOBOACTBA OpraHu3auum C COOTBETCTBYHOLLMMU
0653aHHOCTSIMM M NONIHOMOYMAMM, obecneynBatoLLMMmK pa3paboTky, BHEAPEHWE 1 NogaepKaHue B paboyem
COCTOSIHUM MNPOLIECCOB, HEobXoauMMbIX ANt CUCTEMbl MeHemkmeHTa kadectBa. TOCT P UCO 9001
onpefensieT TakKoro COTPyAHMKA Kak MNPeACTaBUTENsS pPYKOBOACTBA, KOTOPOrO Ha3HayaeT BbiCLIee
PYKOBOACTBO opraHusaumu. dta paboTta aBnseTcs, kak NpaBurio, OMNOMHUTENBHOW MO OTHOLUEHWUIO K APYrUM
3agadamMm 1 obsizaHHOCTAM, XOTA B 6Gonee KpymnHbIX OpraHM3aumsix Ha Takyl [AOIMKHOCTb MOXET ObiTb
HasHayeH COTPYAHMK M3 OTAena KayecTBa, €CnvM TakoW COTPYAHMK MMEET LOCTAaTOYMHO BbICOKWUMA YPOBEHb
nonHomoumni. MNpepcraBuTtens pPyKOBOACTBA TaKKe HECeT OTBETCTBEHHOCTb 3a obecrneyeHne MOHMMaHus
TpeboBaHuii NoTpebuTenen No BCen opraHmsaumu.

FOCT P MCO 9001 yctaHaBnmBaeT OTBETCTBEHHOCTb NPEACTaBMTENS PYKOBOACTBA B MyHKTE 5.5.2.

7.3.9 Perynﬂpl-lo n 3annaHNpoBaHHO N aHaNU3npyeTcA Balla CuCtemMa MeHeOXMeHTa KadecTBa
Ha npeamMeT NpUrogHoOCTU, COOTBEeTCTBUA U 3(*)(*)&KTMBHOCTVI?

Bobicwee PykoBOACTBO [AOOJDKHO aHanmM3nmpoBaTb 4epes3 3annaHuWpoBaHHble WHTepBallbl CUCTEMY
MeHeP)KMeHTa KayeCTBa, M CTaHOapT yCTaHaBNMBAET KOHKPEeTHbIe Tpe6OBaHMF| K 3TOW OEeATENbHOCTU B
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nyHkte 5.6 "AHanu3 co CTOpoHbl pykoBoAcTBa". Llenbio aHanu3a CO CTOPOHblI PYKOBOACTBA SIBNSETCH
ynyyeHne 3dQeKTMBHOCTMA, NPUroOHOCTM W COOTBETCTBUS CUCTEMbl MEHeMXMeHTa KadecTBa, ee
MpoLEeccoB M MPOU3BOOUMOWN B pe3yrnbTaTe npoaykuuMu. Takonm aHanua sBNsieTcs BO3MOXHOCTbK Afis
BKITHOYEHWNSI U3BMEHEHUI B NMOMUTUKY M Lenu B obnactn kayecTsa.

7.3.10 U3ameHsanNu nu Bbl NONMUTUKY M 3agavm B obnactu KavyecTBa M ynyudllanu N cUcTemy
MeHeA)KMeHTa KayecTBa, YTOObl OHa oTpaxara u3MeHsilLWwmecs ycrnoBus?

Cnctema MeHegXMeHTa KadecTBa SBMSIETCS BblpaXXeHUEM MPUBEPXKEHHOCTU BbICLLEro pyKOBOACTBA
npuvHUMNaM KadecTBa Ha NepcnekTmBy. VI3MeHeHNst AOMKHbI MPOUCXOANTb, U OHU ByAYT BAWATL HA NONUTUKY
B obnacTtun kayectBa M 0COBEHHO Ha uenu B obnactu kayectsa. [1pn aHanuse co CTOPOHbI PYKOBOACTBA
3P PEeKTUBHOCTM CUCTEMBI MEHEKMEHTA KayeCTBa OHO MOXET OnpeaenuTb, YTO HEKOoTopble uenun Gbinm
OOCTUTHYTBI, M UCNOMb30BaTb 3TY BO3MOXHOCTb ANSA CO34aHMSA HOBbIX U Bonee ambuuMO3HbIX uenen.
lMocTosiHHOE ynydlleHne CUCTEMbl MEHEMKMEHTa KadecTBa ycTaHoBneHo B pasgene 8.5.1 TOCT P UCO
9001. MNockonbKy yrnydlieHne ABSeTcsl MOCTOSHHBIM 06593aTeNbCTBOM, OHO HE MPOUCXOAWUT MOCTOSHHO, a
TONbKO TOrAa, Korga BO3HWMKAET BO3MOXHOCTb M MMeRTCs Heobxoammblie pecypcbl. [lpouecc ynydeHus
HeobOxooMM [Ons CTUMYNUPOBAHMSA W HanpaBneHus OEeNCTBMMA MO YNyylWeHuo U obecneyeHu unx
hakTM4ecKoro BHegpEHMS.

7.4 KommeHTapuu, yactb 4. CosgaHme v peanusaums NpoayKumMm (npouecchbl XXU3HEHHOro umkKna
npoayKummn)
7.4.1 PaspaboTana nv Balwia opraHM3auus nnaH KayecTtBa, ONUCbIBaOLWUNA NpoLecCbl CO3aHuA
M peanusauum npoayKuum, Heobxoaumble AnNA obecneyeHUss NPoOoAyKLUKN, OTBeYalLen TpeboBaHUAM
nortpebutenen?

lMnaH kadecTBa sBNgAeTCSA AOOKYMEHTOM, YyCTaHaBJIMBalOWMM Mnpoueccbl CUCTEMbl MEHEeMIKMEHTa
Ka4yecTtBa U pecypcChl, HeobxoaMMble O5s peanusaunn npoaykuumn, npoeKkta UM KOHTpakKTta opraHu3auun.
MnaH, Kak npaBsuso, onncbiBaeT UMM CCblflaeTcqa Ha AeATENIbHOCTb MO ynpaBfieHNU Ka4eCTBOM M KOHTPOIHO,
KOTOpasA BbINOJIHAETCA B pe3ylibTaTte (*)yHKLI,VIOHVIpOBaHVIFI npoueccos npon3soactea 1 OGCJ'Iy)KVIBaHVIFI.

MnaH kayecTBa £ABMAETCA O4YEHb MOME3HbIM WHCTPYMEHTOM, W €ero [OofhKHa WCMonb3oBaTh
opraHu3auus, KoTopas:

- NPUCTyNaeT K NNaHNpOBaHMWIO 1 pa3paboTke NPOLLECCOB CUCTEMbI MEHEXKMEHTA Ka4yecTBa Unm
- [OIHKHA NepenpoeKkTMpoBaTb CBOU NPOLLECCHI peanusaLm NpoayKLUu.

lMnaH KayecTBa MOXET Takke MpPeAcTaBnATb UHCTPYKLMU MO PacCMOTPEHUIO NPOOMeEM, CBA3aHHbIX C
HEeCOOTBETCTBYHOLLEN NPOAYKUUEN.

7.4.2 MNpenycmatpusalroT nNu (PUHAHCOBLIN NMaH M OHOMAXKET Ballen opraHusauMu pacxofbl Ha
KayecTBO M Apyrve BxoAHble pacxoabl, obecneuynBarolme JOCTUKEHNE HEOOXOAMMbBIX NMoKa3aTeneun
KayecTBa npoayKkunm?

Mpoaykuns HeyooBNETBOPUTENBHOMO KAaYecTBa MOXET Oka3aTb Cepbe3HOe BMUSIHUE Ha (PMHAHCOBbIN
ycnex opraHm3aumun. OT4eTbl 0 NpUbLINSAX U yObITKax OTPaxatoT, Kak NpaBuo, UHOPMaLMIO MO AOX0o4aM U
pacxofam, HO HEe U3MEHEHUS B pacxoax M3-3a HEBbIMOMHEHUsI Lienei B obnactu kadectsa. Takvne pacxofbl
Ha KayecTBO NPUBOAAT OObLIMHO B CHOCKax MemnKMM LWPUATOM K exerogHomy otdveTy. Pacxogbl Ha
NPOM3BOACTBO MPOAYKLUMU HEYAOBMETBOPUTENBHOIO KaYeCTBa OKAa3blBAKT 3HAYMTENbHOE, HO CKPbITOE
BNUsiHWE Ha NPUOLINILHOCTL OpraH13auum.

Pacxogbl Ha Ka4yecTBO OensiT, kKak MpaBuMo, Ha BHYTPEHHME W BHelHWe. BHyTpeHHWe pacxonbl Ha
KayecTBO, KOTOpble Havbonee nerko yrnpaBnseMbl, BKMOYAOT pacxodbl Ha npeaynpexneHue U OLEHKY.
BHelHne pacxodbl Ha Ka4eCTBO MOryT ObITb 3HAYUTENBHBIMW M BKNOYAIOT Xanobbl n0Tpe6v|Tene|7|, BO3BpaT
NPOAYKUUWN, rapaHTuu, PUOUYECKYI0O OTBETCTBEHHOCTb M [axe pacxofbl, NMOHEeCeHHble B pesyrnbTaTte
cynebHoro ncka.

PrHaHCOBbIE OTYETHI, BKMAOYaOLne pacxoabl Ha Ka4eCTBO, NO3BOJNIAKOT OpraHm3aunn oCyLecTBNATb
MEHEePKMEHT U ynyduwlaTb CBOU NpPoOLECChbl N Ka4eCTBO npoAyKuun n ycnyr. OHn Takke MNOKasblBalOT, Kak
ynydlieHune Ka4ecTtBa NosfioXnTesibHO CKa3blBaeTCA Ha Ka4vecTBe pa6OTbI HU3LWWEero 3BeHa.

7.4.3 YcraHoBMNa nNuM Bawa opraHuM3sauusa 3agaym B obnactm KavectBa M TpeboBaHMA K
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BbII'IYCKaeMOﬁ npoaykumn unum oKkasbiBaeMbimMm ycnyraM?

Llenn B obnactu KayectBa, KOTOPble OTHOCATCA K XapakTepucTMkam KayecTBa M OCOBGEHHOCTAM
NPOOYKUUM WNW YCMyr OpraHuW3auuu, BKITHOYAlOT, Kak npaBuiio, u3M4eckue xapakTepucTuku v gpyrve
CBOWICTBa MpOAyKUWUW UK yCryr. XapakTepucTmka kayectsa U 0cCOBEHHOCTU MOTYT ObITb yKa3aHbl B MaHax u
yepTexax unu gosefeHbl O CBeAEeHMS COTPYAHMKOB B Mpouecce MOAroTOBKWU MMM MHCTpyKTaxa. Llenbio B
obrnactn kadectBa B TenegOHHOM UEHTpe MOXeT OblTb OTBET Ha 3BOHOK B TE€YEHME YCTAHOBIIEHHOMO
BpeMeHu n oblieHne ¢ aboHEHTOM B MpUATHOW N adpEKTMBHOM MaHepe. Takne CBOWCTBA AOCTUraloTCH B
pe3ynbTare NoAroToBKMU W OMbiTa.

7.4.4 Wpentncdbmuymposana nm n obecneuuna nv Balla opraHusauus pecypcbl, Heobxoammblie
Onsi NOCTaBKM Ka4yeCTBEHHOMW NpoAyKuuu unm ycnyr?

Pecypcbl Ha KkayecTBO BKIOYAT WMHCTPYMEHT, oGOpydoBaHWe, NPOWU3BOACTBEHHbIE 3[4aHWS U
pabouyto cpedy, HeobGxoaumble Anst NPOU3BOACTBA KAYECTBEHHOW MPOAYKLMM UMW YCIyr C ONTUMarbHbIM
3KOHOMMYeckuM adpcbekTom. CoTpyaHMKM paboTatoT Gornee ahdhekTUBHO, Koraa YenoBeyeckne noTpeGHoCTH
(ans pecypcoB Ha ka4yecTBO) cornacoBaHbl. MalunHHoe o6opyagoBaHue GyaeT NOCTOsIHHO paboTaTth ¢
XOPOLUMMK pe3ynbTaTaMmu, Korga ero [OSbKHbiM 06pa3oM NoadepKuBalT B pabGoyeM COCTOSIHAM U
SKCMNyaTUPYHOT B XOPOLLUUX YCMOBUAX.

7.4.5 3HaeTe nNM Bbl, Kak noaTBepXAaTb COOTBETCTBUE Bawen MNpPoAyKUMU unu ycnyr
yCTaHOBJE€HHbIM TPe6oBaHUAM?

MnaH kayecTBa AOMKEH OMUCbIBaTb, KaK Bbl NpeanonaraeTe NOATBEPAUTL, YTO Ballia NPOAYKLUMS UMK
ycnyrn OTBeYaloT YCTaHOBMEHHbIM TpeGoBaHMAM. OTO MOXET BKMYaTb M3MepeHue (U3NYECKUX WK
XUMUYECKMX CBOWCTB UMW NpoBeAeHUe WUCTMbITaHW NPOoAYKLUA B YCTAHOBMEHHbIX ycnosusax. MHorve Buabl
KOHTPOMbHBLIX M UCMbITaTeNbHbIX PaboT MOryT ObiTb BbINOMHEHbI Ha TFOTOBOW MPOAYKLUW, OOHAKo B
OTAenbHbIX CNy4Yasx OHW A0MKHbI OblTh BbIMNOMHEHb! HA OTAENbHbIX YacTAX UMM COCTaBHbIX YacTaX, KOTopble
HaxoOsATCA B rOTOBOW NPOAYKLIMK.

MHorga pesynbTaTbl KOHTPOMS MM UCMbITAHWA TOTOBOM MNPOAYKUMW HEMb3s WCMNofb3oBaTb ANA
NOATBEPKAEHUS TOrO, YTO rOTOBas NPOAYKUUS OTBeYaeT yCTaHOBMEHHbIM TpeboBaHusaM. B Takux cryyasix
nnaH KayecTBa AOIPKEH YCTAHOBWUTb MPOLECCHble OMnpederneHHble TOYKW, Koraa BO3MOXHO npoBedeHue
UCMbITAHMN W KOHTPOMS Ha 3Tanax npoussoacTBa unm obenyxumBaHud. Kpome TOro, cam npouecc
Npou3BoACTBa UM 06CnyXMBaHUA AOMKEH ObITb yIpaBnseMbIM, a Takne acnekThbl, Kak TemnepaTypa, Bpems
N MHTEHCMBHOCTb pacxoda, JOMKHbl BbiTb KOHTponupyeMbiMu. OnepaTopbl AOMKHbI ObiTb MOATOTOBMNEHbI U
KBanMuuupoBaHbl Afs BbINOSIHEHWS TakMX MPOLLECCOB, KOTOpble MHOrAa HasblBalT CheuuanbHbIMU
npoueccamu, NOTOMY YTO HeAOCTaTKM CTAHOBATCH OYEBMAHBLIMW TOMbKO MOCME JKchnyaTauum npogykumu
UnNu okasaHua ycnyru (cm. 7.8.3).

7.4.6 EcTb nn B Ballen opraHusauum Heob6xoauMble 3anucu, NoaTBeEpPXAalLWMe COOTBETCTBUE
Balewn NpoayKUUM UMK yCnyr ycTaHOBMNEHHbIM TpeboBaHUAM KavecTBa?

3anucb ABRSETCS OOKYMEHTOM, KOTOPbIA YyCTaHaBnMBaeT AOCTUMXEHWe pesynbTata nocpeacTBOM
genctenus n obecnevvMBaeT [JokasaTenbCTBO BbINOMHEHUS paboT, kak Obino 3annaHupoBaHo. B
cooTBeTcTBMU ¢ TpebosaHuamm TOCT P NCO 9001 3anucu cnegyet BeCTM M nogaepxmeaTtb B pabouem
COCTOSHMKM AN obecneveHnss gokasaTenbCTBa TOro, YTO NPOLIECCHl peanu3auun nNpogykuuy Unm okasaHue
ycnyr U rotoBasi NpogyKuMs WM ycryra oTBeYalT YCTaHOBMEHHbIM TpeboBaHUsiM. BOMbLIMHCTBO Takown
npoaykuun, kak obopygoBaHue, criedyeT KOHTPoONMpoBaTb W MUCMbITbIBATb, €cnv Heobxoaumo, OO0 ee
noctaBku noTpebuTensm, a nNoaroToBka 3anucen He sBnsieTcs npobnemon. bonee TpyaHou sBnsieTcs
nMoaroToBka 3anucu, NOATBEpXAAlollen oOKa3aHue YCnyrm B COOTBETCTBUM C  YCTAHOBMEHHbIMU
TpeboBaHUSMMU.

B cootBetctBUM ¢ nyHktoM 8.2.4 TOCT P MCO 9001 opraHusaums JoSbkHa wMaeHTMdUUMpoBaTh
coTpyAaHuKka(oB), paspelsaroLlero(nx) [caHkumoHMpytowero(1x)] Beinyck npoaykumn. Ecnv nposangep ycnyr
umeeTr cBobogy B BbIOOpe COOTBETCTBYKOLUMX METOOOB BeAEeHUs 3anucen, aOns coTpyaHuka(oB),
CaHKUMOHMpYyoLWero(nx) Hadano okasaHus ycnyru (BbIMYCK MPOAyKUMM), 3TO sBnsieTcsa OonbLiown
OTBETCTBEHHOCTbI. B cnyyae noctaBok ycnyr, KOTopble SABMASIOTCS cneuvanbHbIMu npoueccamu (cMm. 7.4.5),
3anucy NoATBEPAST, YTO caM MpOLECC NOCTaBKM NPoAyKUUn Gbin ynpaBnsemMbiM B COOTBETCTBUM C MM1aHOM
KayecTBa.

7.4.7 Ectb nn UHCTPYKUUMU MO IKCnnyaTtaumMm Ha BCeX NPon3BOACTBEeHHbIX y4YacCcTKaX U y4YacTKax
npepocTaBrieHUA ycnyr B Balwuen opraHusayum, Kak 3To yCtTaHOBJ1I€EHO TpeﬁoBaHMﬂMM?
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MHCTPYKLMM MO BbIMNOMHEHMIO paboT MoryT GbiTb B CaMbiX pasnuyHbix dopmax u dopmatax. Npu
BbINOMHEHNN TEXHUYECKUX UMW CTPOUTESBHBIX MPOEKTOB MHCTPYKLMU BKIHOYAIOT NIlaHbl U YepTEXN.

B apyrux crnyyasix MHCTPYKLUM MOTyT GbiTb Mpoueaypoii B NMUCbMEHHOW cdhopMe, MnmocTpaumen unm
JAaxe 3aMeTKaMy, KOTopble UCMOSb3YHOT B NpoLiecce NOArOTOBKM K paboTe.

MHCTpyKLUMK, COCTaBreHHble B MUCbMEHHON (bopMe MnuM OOKYMEHTanbHO OOPMIIEHHbIE, LOMXKHbI
ObITb yNpaBnseMbIMU B COOTBETCTBMU C NyHKTOM 4.2.3 "YnpasneHue gokymenTtaumen" FOCT P UCO 9001.

Hanbonee BaxHbIMW TpebOBaHUAMWU K MUHCTPYKUMAM SBNAOTCA UX obasaTtenbHOe MOoHMMaHue,
YETKOCTb, aKTyallbHOCTb W HanuyinMe Ha BCEX COOTBETCTBYOLMX paboumx mecTtax. Onepatop unu
nonb3oBaTenb JOMKEH 3HATb, YTO OHU €CTb, JOJIKEH OblTb O3HAKOMIEH C HAMMU U 3HATb, F4e NONYYUTb UX B
crnyyae Heob6XoguMOCTWU. Takne MHCTPYKUMU 4acTO Ha3blBAT WHCTPYKUMAMW MO 3KChiyaTauuv, U OHM
ABMSIOTCA OCHOBOW Mepapxum JOKYMEHTOB, BKIOYaloLWen npoueaypbl CUCTEMbl Ka4ecTBa U pyKOBOACTBO MO
kayectBy (cM. TOCT P UCO/TO 10013, koTOpbl BKIOYAET MOMe3Hyl WMHAOpMaLMio O MOAroTOBKE
WHCTPYKLUWUIA NO 3KCNyaTauum n Apyrmx JOKYMEHTOB).

O6Lert hopmMON MHCTPYKUMI NO 3KCMyaTaumn ABRASeTCsS AOKYMEHT (dopma), ucnonb3dyembli Ans
noaroToBky 3anmcu. dopma MOXeT BKMoYaTb HeOoBXoAuMMble WHCTPYKUMW Ans BbINOMHEHWs 3adadn u
cBobogHOE MeCTO Anst OTMETKM O BbINOMHEHUM paboTbl ranoykon (-~ ). Popma MoXeT cogepxaTb yKasaHus
no metogam pacyeTa pesynbTata M3MEpPEHURN, B YaCTHOCTW pes3ynbTaToB MCMbITAHWA U nNepesBoja WX B
nonesHble AaHHble. Takue MHCTPYKUMM MO 3SKCnnyaTauuum CTaHOBATCS 3anucbio MPU AOKYMEHTarbHOM
ohopMMeHun BMAOB AeATENbHOCTU.

7.4.8 3HaKOMbl N BawMW COTPYOAHUKA C WMHCTPYKUMSIMA MO IKCM/yaTauuu, KOTopble UM
Heo6XxoAUMbI, U TPebylTcA NU Ansl HUX AONOJIHUTeNbHasA NOAroTOBKA WMNWU PYKOBOACTBO Ans
BbINOSIHEHUA paGoThbl Nnyule?

CoTpyaoHUKM O0MKHbI OblTb OCBeAOMMEHbl 06 MHCTPYKUMSX MO 3KchnyaTauuun, OeWCTBUE KOTOPbIX
pacnpocTpaHsieTCsl Ha BbIMOMHSAEMble UMW BUAbl OEATEeNbHOCTU unu 3agayvn. B HekoTopbix cry4asx
WHCTPYKUUN B MUCbMEHHOM BUAE He SIBMAITCS NoNe3HbIMU N3-3a s13blkoBbIX GapbepoB, 1 Torga Heobxoaumo
NPUMMEeHsITb Apyrve cpeacTBa Ans LOBeAeHUs 4O CBeAEeHUS COTPYOHWKOB COOTBETCTBYHOLLEN MHopMaLuu.
MnnocTpaunm 1 cxeMbl MOHATHLI Ha NoBoM si3bike.

7.4.9 BHocAT nu Bknaa Balwe npeanpusaTtue, oduc U gpyrue npou3BOACTBEHHble y4acTKu B
ycnellHoe BbINONHeHUe NPpou3BOACTBEHHOW AeATeNnbHOCTU?

OpraHusaumm, KoTopble XOTAT ObiTb cepTudmumpoBaHbl Ha cootBeTcTBne FOCT P UCO 9001,
OOIKHblI 0becneuntb pabouylo cpedy € npuvemrnembiMy pabouvMy yCrnoBUsIMUA O CBOUX COTPYLAHUKOB,
KOTOopasi oTBeYaeT COOTBETCTBYWLIMM TpeboBaHuAM 3akoHogaTtenbcTtBa. OpraHusauusi Takke [OIDKHA
obecneunte Hanuuve Hambonee ahEKTUBHBLIX MHCTPYMEHTa M 0bopyaoBaHusA. Bbicllee pykoBOACTBO
YCMELHO [OENCTBYIOLUUX OpraHmsaumi CTPEMUTCA K OOCTWXKEHUKO Havbonee BbICOKOTO  YPOBHS
NPOV3BOAUTENBHOCTU, MOCKONbKY HENb3s OoTpuuaTh TOT (haKT, YTO COTPYAHWUKM, OTNMYAOLWMECS BbICOKOM
NpOV3BOAUTENBHOCTLIO, npon3BoaAT, Kak npaeuro, NpoAYKLNIO BbICOKOrO KayecTBa.
HeynoBneTBopuTenbHoOe KayecTBO COKpalwiaeT peHTabenbHOCTb M yBenuYMBaeT pacxodbl Ha nepegernky
Unun oTxoapl.

7.410 OGbsicHAeT N M OOOCHOBbLIBaeT Nu Balle PYKOBOACTBO MO KayecTBY Kakue-nu6o
MCKNIOYeHus u3 Tpe6oBaHM B pamkax pasgena 7 "lpouecchl XXU3HeHHoro umkna npogykuuu” FOCT
P NCO 90017

Opranunsaummn, ctpemsiwmnecss BHegputb TOCT P NCO 9001, gomkHbl oTBevaTb TpeboBaHUSM
cTaHpapTa, AeNCTBME KOTOPbIX pacnpoCcTpaHaeTcs Ha NPOAYKUMIO Unn ycnyru, nognagamoLwme nog obnactb
NPUMEHEHUS CUCTEMbI MEHEXKMEHTA KavyecTBa.

OpHako, gaxe Korga opraHu3aums BKIOYaeT BCHO CBOK MpoayKUMo B 06nacTb NPUMEHEHUS CUCTEMBI
MEHEeKMEHTa KayecTBa, HE WUCKIIOYEHO, YTO HekoTopble TpeboBaHusa pasgena 7 TOCT P MCO 9001 He
MOryT GblTb MPUMEHEHDI.

OTO MOXeT OblTb OOBSACHEHO XapakTepoM OpraHu3auuu, ee npoueccaMmu MNPOU3BOACTBA UNN
peanusaumuM npogykuuMm wunu ycnyr. B Takux cnyyasx opraHu3auus MOXeT OrpaHuuuTb MpUMeEHeHne
TpebosaHut TOCT P NCO 9001 B cooTBeTCTBUM C MYHKTOM 1.2 "TprmMmeHeHne".
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[lecTBME 3TOrO NMyHKTa pacnpocTpaHsieTcst Ha KoHKpeTHble TpeboBaHust TOCT P MCO 9001. OgHako
MOryT ObITb BapuaHTbl UCKIIOYEHMS BCErO MyHKTa MM nognyHkTa. B kayecTBe mpumepa MOXHO MPUBECTM
nyHKT 7.3 "lpoekTnpoBaHne un pa3paboTka”, KOTOpbIA MOXET ObITb MOMHOCTLIO MWCKIIKYEH, €ecrnu
opraHm3aums He BbIMONHAET MPOoLEeCcC NPOEKTUPOBaHMS U pa3paboTKn N He HeCET OTBETCTBEHHOCTM 3a 3TOT
npouecc.

B pykoBoacTBe Mo KayecTBy OOMKHO BbiTb ONMCaHO, kakve TpeboBaHus pasgena 7 UCKMYEHbl U3
CUCTEMbl MeHekMmeHTa kadecTtBa. Jliobble AocTynHble AN O6LWEeCTBEHHOCTW [OKYMEHTbI, Hanpumep
OOKYMEHTbl no cepTudmkaumn/npoBepke unu matepuanbl N0 MapKETUHTY, OOIKHbl OblTb YETKO WU
O[HO3HA4YHO COPMYNUPOBaHbI, YTOObLI M3bexaTb NyTaHUUbl UKW OEe30pUEHTUPOBATbL MNoTpebuTenen wu
KOHEYHbIX Monb3oBaTenen B oTHoLWeHUM npumeHeHns TpebosaHui FTOCT P NCO 9001 B pamkax cucteMbl
MeHeXMeHTa kavyecTBa opraHmsaumm (cm. 7.2.7).

Heobxoaumo 3HaTb, YTO €Cnv opraHunsauus UcknodaeTt TpeboBaHMsa OpYrux NyHKTOB cTaHaapTa, TO
OHa He MOXeT npeTeHaoBaTb Ha cooTBeTcTBME TOCT P MCO 9001.

[lenctene Takoro nonoxeHus pacnpoCcTpaHAeTCA Ha cneaywline cutyaunmn:

a) opraHusauus He COOTBETCTBYeT TpeboBaHuMAM nyHkTa 4.2.2, nepedncrieHne a), MOCKOSbKY He
obocHoBbIBaEeT uckntoveHe TpebosaHmi 13 kKoHkpeTHoro pasgena 7 FTOCT P MCO 9001;

0) TpeboBaHusa pasgena 7 FTOCT P NCO 9001 6binun NCKIOYEHbI, MOCKOMNbKY PErynupyroLme opraHbl
He TpeboBanu Mx BbINOMHEHMWS!, OAHAKO 3TO OTPMUATENBHO BMNMSIET HA CNOCOBHOCTL OpraHM3auun oTBeyaTb
TpeboBaHusiM NoTpebutenen;

B) opraHusauusi NpMHUMAaET peLleHne He NpuUMeHsiTb TpeboBaHus pasgena 7 TOCT P MCO 9001
TONbKO Ha OCHOBE 0O0OCHOBaHUS, YTO 3TO TpeboBaHue He Gbino yctaHoBreHo B MCO 9001:2008, u He bbino
BKITIOMEHO paHbLUe B CUCTEMY MEHEI)KMEHTA KayecTBa opraHm3aLuu.

B craHgapTe npyMmeHeHa pasa "paccMOTpPeHO Ha npeameT ucknodeHns". UcknoyeHne TpeboBaHmi
He MoxeT OblTb NPOM3BOSIbHBIM pEeLIEHMEM W [OSHKHO BbI3BaTb BOMPOCbI CO CTOPOHbI OpPraHoB Mo
cepTumKaunn/npoBepke, Koraa opraHusauusi CTpemMuTcst cepTuduuMpoBaTh/MPOBEPUTL CBOK CUCTEMY
MeHeaxMeHTa kadecTBa Ha cootBeTcTBne FOCT P MCO 9001. HekoTopble 06nactu, B KOTOPbIX MOTyT BbITb
cOoenaHbl UCKNoYeHus, Bbinn ykasaHbl paHee. BeposiTHa BO3MOXHOCTb APYrMX MCKMHYEHWUA B pasfmyHbIX
opraHusaumax. OgHako npexae Yem UCKMNYMTb TpeboBaHWe, peKoMeHAYeTCH CEPbE3HO PAacCMOTPETbL 3TOT
BONPOC Ha MpegMeT pacnpoCTpPaHEeHWst ero OEeWCTBUS Ha Bally CUCTEMY MEHEKMEHTa KavectBa WU
CNocobHOCTb opraHu3auun yHKUMOHNPOBaTb 6onee adhpeKkTMBHO.

7.5 KommeHTapuu, yactb 5. CBA3b ¢ noTpedbutenamm
7.5.1 UmetoT nu Bawm notpedbuTenmn yaobHbIM AOCTYN K Baller opraHM3auuun, Korga oHu XOTAT
3aKynuTb NpoAyKLUio?

MoTpebuTtenu mMoryT HEMNOCPEACTBEHHO B3aUMOAENCTBOBATL C OpraHM3auuven, HanpuMmep B MarasmHe
unn B KabuHeTe y [OKTOpa, WAM OHW MOryT WCMONb3oBaTbh ANd 3TOro Apyrme cpepctea. [lo Bcen
BEPOATHOCTK, Hambonee pacnpoCTpaHeHHbIMW CpeacTBaMKU B3aMMOAEWNCTBUS sIBNAOTCA TenedoH wnm
dakc. KpynHble opraHusaumMm B OoOnblUei CTENEHU MWCMNONb3YIT 3JNEKTPOHHbIN OOMEH AaHHbIMU 1
pa3mMellleHne 3aKa3oB HEMOCPeACTBEHHO Yepe3 VIHTEpHET Unu nocpeacTBOM 3r1EKTPOHHOW CBS3U.

OpraHusaumm JOKHbI OTCIEXMBATb BOMPOCHI NOTPEOUTENEN O LeHax K ycryrax, AaXe eclin OHU He
NPMBOAAT B pe3ynbTaTe K 3aka3y Unu OenoBON caernke, NOCKOMbKY Takum obpa3om OHM Nony4vatoT OaHHbIe U
cTaTnCcTMKy 06 oXxupaHuax notpebutenen. Bonblloe KONMMYECTBO BOMPOCOB, KOTOPOE HEe NpMBOOUT B
pesynbTarte K 3akady, MOXET yKa3blBaTb Ha Hanuume npobnembl y Bawen cnyxbbl obecnedeHus
notpebutenen unu y otaena npogax.

7.5.2 Ectb nn y Bac 3 (peKTUBHbIAN NpoLecc, NoATBepXAaloWMi 3aKka3bl noTpebutenen u
obecneynBalOLLnM NOHMMaHWe 3aKa30B U NOATBEPXKAEHUE, KOraa OHU caenaHbl No TenedoHy?

Bcerna cyulectByeT BEpPOATHOCTb, 4YTO 3aKasbl, NoJlydeHHble B yCTHOl;I cbopme nnn no TeJ'Ie(bOHy,
6y,El,yT coaepxatb owmnBKM nnn 6yﬂ,yT HenomnHbIMU. B CBA3M C 3TMM OTBETCTBEHHLIN 3a NMPUHATUNE 3aKa30B
OOJDKeH NpoxXoAuTb NOoAroToBKY Ha CcnocoBbHOCTb 3agaBaTb HeobXxoanMble BOMPOCHI 1 NOBTOPATb OTBET KakK
crnocob noaTBepXaeHna TOoro, 4YTo OH MOHAJT NoXXenaHuA I'IOTpe6MTeJ'Iel71. OTBETCTBEHHbIN 3a NnpuHATHNE
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3aKasa [OIPKEeH 3anucbiBaTb NoApoGHble AaHHble MO 3akasy B GOKHOT WM BHOCWUTb HEMOCPEACTBEHHO B
KOMMbIOTEP A0 TOro, Kak OH MOBTOPUT ero noTpebuTentio.

753 Ectb nu y Bac 3ddeKTuBHbIA Ccnocob cBA3M C BawuMMu noTpedGuTenamu Aans
MHdOopMMpPOBaHUSA UX O NpeasiaraeMbiX BamMmu NpoAyKLUU U ycnyrax?

BonblIMHCTBO opraHu3auuii paspaboTanu cTpaTernio U MeToabl MHGOPMMPOBaHUS NoTpebuTenen o
CBOe npoaykuum uunu ycnyrax. B HacTosiLee BpeMs CyLLEeCTBYIOT camble pasfnnyHble cpeacTBa peknambl,
npegnaratowme npsiMble NpoaaXxu W/WNu KatanorM, KOTopble paccuuTaHbl Ha onpedeneHHble Tpynnbi
npoaykuum u Tun noTtpedutens. OgHako NOTpedbuTenu QOSMKHbI Takke 3HaTb, Kak CBA3aTbCA C BaMu Npwu
HeobX0AMMOCTM KOHTPOISA 3a 3aKkaszamu, YCKOPEHWUs! OTIPY3KU UMK BKIHOYEHUS U3MEHEHUs rnocne Toro, Kak
3akas cfenaH, 1 o ero nocTaBku.

lMocne nocTasku I'IOTp66VITeJ'Ib OOJDKEeH 3HaTb, KaK CBA3aTbCA C BaMu ONA nonyyvyeHund VIH(*)OpMaLI.VIVI,
ycnyrun nnn nogaydun Xanobbl.

MHorme opraHv3auMn nNpPeacTaBnsAlT nepeveHb cneumanbHblX TenedOoHHbIX HOMEpOB, CaWToB B
VHTepHeTe 1 agpecoB 3MEeKTPOHHOW NoyTbl Ans obecnedeHuns cBA3WM ¢ noTpebutensmu. bonee KpynHble
opraHu3aumu npegnarailoT cepBUCHbIe BronneTeHn no npogykumm B NHTepHeTe ans npsMoro goctyna Ans
CBOWX noTpebuTenen unu nx npegcraBmTenen.

7.5.4 Bcerpa nu Bawa opraHusauusa NOAPOOHO BbIACHAET TpeboBaHMA noTpeduTenem K
3aKynkam npogykumm unv ycnyr?

B cootBetctBUM C TpeboBaHusmn TOCT P MCO 9001 Bbl AOMmKHbI aHanuanpoBaTb TpeboBaHus,
yCTaHOBIEHHbIE B 3aka3ax noTpebutenei. TpeboBaHna noTpebutenei AoMmKHbI BblTb YETKO U OOHO3HAYHO
onucaHbl opraHu3aumen, u Bbl JOMKHbI OblTb CNOCOBHLI BLIMOMHUTL UX A0 NPUHATUS 3akasa, TO eCTb y Bac
OOMKHbI ObITb B HANUYMM HEOOXOAMMbIE NMPOU3BOACTBEHHBLIE BO3MOXHOCTM U BO3MOXHOCTM OBCMYXMBaHNSA
[0 NPUHATUA 3aKa30B Ha 3aKynKy Ui KOHTPaKTOB OT NoTpebutenei.

Mpu 3aknYeHMn KOHTPaKTOB TpeboBaHns NoTpebuTenen yctaHaBnNuBaloT B KOHTpakTe. Heobxogumo
3HaTb, YTO BO3MOXHbI Pa3HOYTEHUS Mexady TpeboBaHMAMM KOHTpakTa u TpeboBaHWsMMK, KOTOpble Obinu
cornacoBaHbl paHbLUe. Takne pasHOYTEHUS AOIMKHbI BbITb YCTPaHEHbI.

3anucb aHanunsa JoSmKHa CoxpaHaTbes (cMm. 7.5.7).

7.5.5 MpoBepsanu nu Bbl, pacnpocTpaHsieTcsA NU AeACTBME 3aKoHOAATENbHbIX U PerynupyroLwmx
TpeGoBaHMA unU o6Gsi3aTenbHbIX TPeGOBaHUM CTAHOAPTOB Ha Baly MPOAYKUUIO UMK ycnyru B
CeKTopax NPOMbILIEHHOCTU UK Ha pPbiHKaX, rae Bbl paboTaeTe?

MoTpebuTenn MoryT 3akynuTb NPOAYKUMIO ONSA LEenu, OTNMYHOW OT TOW, AN KOTOpOoM OHa Obina
npegHasHavyeHa. Bo3aMoxHO, B gaHHOM cryvae TpeboBaHUS K MPUMEHEHMIO Unu aKcniyatauun He Obinm
OQHO3HA4YHO WM YeTKO YCTaHOBJIeHbl, OAHAKO e€eCnn OHW BINUAKOT HenocpeacTBEHHO Ha J3KcnnyaTtauuto
npoaykuun, BaxkHo obecnevnTb NoTpedbuTtens nHcopmaumen o nbbix orpaHNYEHUaX, KOTOPbIE NOBAMSIOT
Ha ero noTpebHOCTU N OXMaaHUS.

Hanpvuvlep, HEKOTOopble O4YUCTUTENbHbIE CpeaCcTBa MOryT ObITb npurogHbIMn Ana OYUCTKN OTAENbHbIX
I'IOBerHOCTeIZ, OOHaKO npu npuMeHeHun B Opyrux crnydaax n/vnn yCcrnoBuax OHWU MOTYT MNPUYUHUTB
Cepbe3HbIIZ yu.l,ep6 UNK GbITb ONAaCHbLIMM. TpchnopTHoe cpencTBo, npegHasHa4eHHoe and 3KcniyaTtaumm Ha
0ObIYHbIX goporax unu ynuuax, Helnb3A UCNoNb3oBaTb B YCIIOBUAX 6e3ﬂ,0p0)Kbﬂ, MOCKOJIbKY 3TO MOXeT
NPUYUHNTD Cepbe3HbIl71 yLu,ep6 UNu GbITb ONAcHbIM AN Nonb3oBaTers.

Ha npoaykumio unm ee akcnnyaTtaumio MOXET TakkKe pPacrnpoCTpaHATLCH OEUCTBUE 3aKOHOAATENbHbIX
TpebGoBaHWI, KOTOPbIE AOMKHbI ObITb PACCMOTPEHBI U YYTEHbI OpraH13aLmnen.

Hanpumep, npoaykuusi, koTopas BblAenseT Takne U3nyvyeHus, Kak paamoyacTtoTHble, NognagaeT nog
OENCTBUE Pa3NMYHbIX PErfameHTOB B Pas3fUYHbIX CEKTopax pbiHka. [nsi npnbopos, NpUCOeguHAEMBIX K
WCTOYHUKY 3HEpPruun, YCTaHOBMEHblI Camble pasnuyHble TPeboBaHMs K 4acToTe, HamnpsKeHWto, TOKY,
LUTEeNncenbHON BUMKE UMK PO3eTKE B 3aBUCUMOCTM OT CTpaHbl, FAe UX UCMOMb3yT. XOpOLO U3BECTHO, YTO
anekTpuyeckme npubopbl MOTYT MMETb pPa3nnyHble NEPEXOAHUKM NPU NPUMEHEHUN B Pa3NUYHbIX CTpaHax.

MeavunHckoe oGopyaoBaHue, Kak NpaBuIio, NMPOXOAUT XKECTKYI PerynupyloLLyo cepTudumkaumio oo
ero akcnnyataumu. Ecnu ero vcnonb3yloT B ApYrMxX cTpaHax, cepTudmkauusi CTpaHbl-U3roTOBUTENS He
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O3HayaeT, 4To Takoe obopydoBaHue OyaeT aBTOMaTU4eckum cepTuduuupoBaHo B Apyron crtpaHe 6e3
NOBTOPHOW cepTudmKaLmu.

7.5.6 3HaeT nu Bawa opraHnsauuna o Bcex cnocobax ncnonb3oBaHUA Bawlen npoaykummn umnu
ycnyr HOTPSGVITe.ﬂeM M O Kakux-nmbo npoGnemax, CBA3aHHbIX CO 300pPOBbEM, 6e3onacHOCTbO uUnu
0pr>|(a|ou.|.el7| cpep.oﬁ, KOTOpblIe MOryT OKa3aTb oTpuuyaTtesibHoe BO34eNCTBME Ha Nonb3oBaTens?

Bonpocbl 300poBbs 1 6e30nacHOCTU MMEINT BonbLIoe 3HaYeHne Npy NPUMEHEHUN UK KCNyaTaumm
MHOMMX BWOOB NpoAdykuuMu. Hanpumep, B roCTMHULE W pecTopaHe noTpebutenu AOIMKHbl 3HaTb, rae
HaxoOATCs 3anacHble BbIXOAbl HA CryyYan Ype3Bbl4anHON CUTyaumm Unu no KpamHen mepe nerko ux HauTu B
cny4yae Heobxogumoctun. ObGecneyeHve Hanmums NOAOBHBIX cpeacTB OBCMYXMBaHMS  YCTAHOBMEHO
perynupylowmmn TpeboBaHnsaMM, U opraHusauus JomxHa ObiTb yBepeHa, YTO OHW MoAAepXMBalOTCH B
OOIMKHOM paboyeM COCTOSHUN.

Mpooykuus unu ycnyra, npegHa3HayeHHas anst NpUMeHeHWs B ONpeferieHHOM CEKTOpe pbiHKa Unu
reorpadpM4eckom PermoHe Ballei CTpaHbl, MOXeT He OTBeYaTb perfiameHTam 6e30nacHOCTV APYroi CTpaHbI.
Hanpumep, Ha aBTOMOOWNM M 3nekTpoobopyaoBaHWE MOXET pacnpOCTPaHATbLCA OeNCTBME KOHKPETHbIX
pernameHToB, KOTOpbIE MOTYT paccMaTpuBaTbCA Kak doopma HeTapudHoro 6apbepa B TOproere.

B pa3snuuHbIx cTpaHax yCcTaHaBnuMBAalOT pas3fnuuyHble pernameHTbl Ha ynakoBKy M peumpkynsumio. C
KaxkablM rogoM Bce 6onee akTyanbHON CTAHOBUTCS KOHLUENUMS NPpOeKTupoBaHus "oT konblibenu go morunsl".

Bce atm BaxHble BOMpPOCbl HeOBXoAMMO paccmaTpuBaTb B Mpouecce aHanu3da TpebosaHui
notpebutenen npu NPpUHATUN 3aKkasa.

7.5.7 Ectb N B opraHuMsauuu npouecc, obecneuynBaloliMii NpoBefeHNe aHanu3a 3aKasoB
noTpebuTens 4o UX NPUeMKX opraHusaumnen?

B npeabigywnx otBetax Gblnn paccCMOTPEHbl HECKOMbKO BMOOB aHann3oB M BOMPOCHI, noAfexalime
paccMOTpeHuto B npouecce aHanusa. Hanbonee BaxHbIM acnekTtom B OOMbLUMHCTBE CryyYaeB SBMSETCA
noaTeepxaeHne TpeboBaHMM K 3akasbiBaemMoW npoaykumu. Kartanor Ha npoaykumio wnmM  Homepa
HeobxoaMMbIX geTanen obecrneyvMBaloT YeTKoe WM SICHOe OMucaHue 3akasa; LeHy, NMOCTaBKy W YCroBus
Npo4aKn Nnerko BbIACHAT M noHMMalT. Heobxoanmo obecneuntb NpaBUibHOCTb AaHHbIX KaTanora unm
HOMepOB AeTanew, NOCKOMbKy OyKBY MM HOMEP MOXHO Nerko nepenytaTts.

I'Ipm NpoeKkTnpoBaHnMn W1 BKIKOYEHUM npoaykuunm B KaTanor HeobxooMMo Takxke YH4NUTbIBATb
perynupyrwowine Tpe6OBaHMFI, XOTS He06X0OUMO OTMETUTL, YTO npu npogaxe B MHTepHeTe KOHEe4YHOoe MeCTO
Ha3Ha4eHuna n npumMeHeHmne npoaykunm MoryTt ObITb He pacCcMOTpPEHbLI, Korga ee npeanararT ana npoaaxu.

3anvcb aHanu3a 3aka3a MoXeT ObITb NoanucaHa u gaTMpoBaHa Ha 3akase unu dpakce notpeburtens,
OTMeuYeHa B AHEBHWKe, NOATBEepPXKAEeHa 3aKa3oM, HanpaBfieHHbIM 00paTHO (hakCoM UK ObiTb ANEKTPOHHOWN
3anvcblo B 6a3e AaHHbIX, MOEHTUMUUMPYIOLLEN COTPYOHWUKA, KOTOPbIN NMpoaHanv3npoBan 3aka3 1u gaty ero
nposefeHus. BaxHo Hanuyue onpeaeneHHon opmbl 3anmcu, KotTopasi ykasbiBaerT:

- NpoBeAeHWe aHanusa 3akasa notpeburens;
- pesynbTaTbl aHanusa;
- NEeNCTBMS, NPeanpPUHATLIE ANA NOATBEPXAEHUSA UMM KOPPEKTUPOBKM 3aKasa.

7.5.8 Korga Bawa opraHusauus nony4vaeTt 3aka3 oT notpeGuTens, nogTeepxaaeTe Nu Bbl €ro,
4TOG6bI 06ecneYnTb NONMHOE NOHMMaHUe NoTpebuTenem, YTo UMeHHOo GyaeT nocTaBreHo?

BonbwmnHcTBO NOCTaBLUMKOB He noareepXxaakT OQ)I/ILI.I/IaJ'IbHO 3aKa3bl Ha nNpoOCTble 3aKynKu.
[ocTMHMUa noaTeepxgaeT NPOBOAKY, KOrda Bbl MNOAMWUCHIBAETE KapTOYKY FOCTS, MarasvHbl noaTBepxaaroT
npoAaxy, Korga Bbl ornnayunBaeTe Nokynky. MHorne koMmepyeckue npeanpusaTua NoaTBEPXAaloT 3akasbl
notpebutenen, Hanpaenss MM KONWUIO UX 3akasa Ha 3akynky. Ona Takux uenewn no-npexHemy MUCMonb3ylT
dhakc.

MocTaBWNK M3BrekaeT HECOMHEHHYK MOoJ1b3dy U3 NoATBEepXAEHUA, MNMOCKOJIbKY I'IOTpe6MTeJ'|b MOXeT
HanTK OLIJI/I6Ky B 3akase. K coxaneHuto, ecnu I'IOTpe6I/ITeJ'Ib HEe Hallen OLLII/I6Ky, NOCTaBLUMK HeceT
OTBETCTBEHHOCTb 3a Hee.
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7.5.9 OnepaTMBHO nu Balwa OpraHU3auus pearMpyeT Ha W3MEHeHUS, KoTopble BHOCUT
noTpebuTtens unu Baw co6CTBeHHbIN NepcoHan?

N3meHeHMs1 3aka3a BO3MOXHbI, B YACTHOCTW MpW 3afepkke MnocTaBku npoaykuuu. lMoTpebutenb
MOXET MOHSATb HeoBXOoAMMOCTb BKIOYEHUS U3MEHEHWUIA B 3aKas, UMM OpraHM3aumsi MOXET CTONKHYTbCSA C
npobrnemMamu, KOTOpble BIMSIOT Ha CPOKM MOCTaBKM unM gpyrve ycnosus. OGnactb Mpoekta MoXeT
M3MEHUTLCA B Mpouecce ero paspaboTkM, OCOGEHHO MNpU 3aKIOYEHUU KPYMHbIX KOHTPAKTOB Ha
CTPOUTENBLCTBO.

B cooteBetctBun ¢ TpeboBaHmamu FOCT P LMCO 9001 Heobxoammo BKNHOUNTL M3MEHEHUs B
COOTBETCTBYIOLLYIO [AOKYMEHTALUMIO W NPOUH(OpPMUpOBaTb COTPYAHMKOB 00 wu3MeHeHuu TpeboBaHun.
Heobxoanmo Takke NpoMHOpMMpOBaTb MNOTPEOMTENEN U BHELIHWX MNOCTaBLMKOB OO M3MEHEHUsX, a
KOHTPAaKT, 3aKa3 1 NOATBepXaatloLLMe AOKYMEHTbI NePeCMOTPETb COOTBETCTBYOLLMM 06pa3om.

7.6 KommeHTapuu, yactb 6. 3akynku
7.6.1 WUpeHTudmumpoBana nuM Bawa opraHM3auus BaXHble pe3ynbTaTbl [EATENbHOCTU
nocraBLUMKa, KOTOpble BIUAIOT MNPSAMO WM KOCBEHHO Ha KayecTBO MNpoAyKUMM W YCnyru,
npepocTaBnsieMblie BaMu notpedurenam?

OpraHusaums MOXeT UMEeTb MHOFO MOCTaBLUMKOB MaTepuarioB M YCNyr - OT COCTaBHbIX YacTew,
Mcrnonb3yemblX B NPOAYKUMM, OO KOHCYNbTAHTOB MO HOPUAMYECKMM BOMpocaM U Hamnoram. [encteue
HacTosilero TpeboBaHMA pacnpoCTPaHSAETCs TOMbKO Ha MOCTABLUMKOB MPOAYKUUM W YCryr, KOTopble
YaCTUYHO MMM HEMOCPEeACTBEHHO BIMUSKT Ha KayecTBO MNPOAYKUMKW, KOTOpPYH Bbl MNOCTaBrsieTe
noTpedutensam.

MpousBoauTenbHasi komnaHus ByaeT, Hanpumep, 3akynatb CTanb, MeAb, XMMUYECKME BELLECTBa U
COCTaBHble 4acTu, KOTOpble HEMOCPEeACTBEHHO BMMSOT HAa KayecTBO Balleih npoaykumu. PectopaH unu
rocTMHMLA 3aKynsAT MULEBYID MPOAYKUMIO W TUIMEHWYECKME CPeAcTBa, a Takke Ycnyru, KoTopble
Heobxoaumbl Anst ux 6usHeca, W, cnepoBaTenbHo, OyayT okasbiBaTb BO3JeNCTBME Ha noTpebutens.
CyLuecTByIOT Apyrue 3akyrku, KOTopble, XOTS U HENErKO UAEHTUMMUMPYEMbl, HENOCPEACTBEHHO BIMSAIOT Ha
noTpebutens, Hanpumep, TPAHCMNOPT, CBA3b, MEpCcoHan W [axe 3HEeprusl, KoTopble [AOMMKHblI Takke
paccmaTpumBaThCS.

MHorve opraHusauuMu 3akynawT BbINOMHEHWe OTAESIbHbIX (OYHKUWA UNM BUAOB AESTENbHOCTU Y
ApYrux opraHusaumii. MogoGHble 3aKynku MOryT pacrnpoCTPaHSTbCS Ha BbIMOMHEHWE, HaMpUMep, Takux
NPOM3BOACTBEHHBIX (DYHKLIMIA, KaK ranibBaHUYECKOE MOKPbITUE UMK OKpacka, unu bonee cnoxHbIxX pyHKUWNA,
Hanpumep TenedoHHbIe LLEHTPbI NoTpebuTensi.

B kavecTBe nepBoro wara ans obecneyeHuss cooTBeTCTBUA TpeboBaHWsaM nyHkTa 7.4 "3akynku"
HeobX0AMMO OLEeHWTb BCEX BaluMX AeNCTBYIOLMX MOCTaBLUMKOB W MAEHTM(MUMPOBATE UX C TOYKM 3pEeHUst
B&)XHOCTU WX BMNWSHUS Ha BaliM NPOLECChbl NPOWM3BOACTBA W/MNM OBCNYXMBaHUS W KavyecTBO CaMoWn
NPOAYKLUUW NN YCIIYT.

7.6.2 PaboTtaete nNn Bbl B TECHOM KOHTaKTe C HeoOXoAMMbIMM BaM NOCTaBLUMKAMMU W
obecneuynBaeTe JIM NOCTOSIHCTBO NepeYvHs NOCTaBLMKOB?

Korga Bbl cocTaBuny nepeveHb U OLEHUNN OENCTBYOLWMX NOCTABLUMKOB, BaM HEOOXOAMMO CEPLE3HO
paccMOTPETb UX COCTaB Ha NPegMEeT COKpaLLeHUs MX KonmyecTBa o Goree ynpaBnsiemMoro ypoBHsi. MOXHO
npumennts npasuno 80-20 pna wupeHtTudmkaumm 80% Bawmx 3akynok, KoTopble obecneynBaet
nNpmonuantensHo 20% nocTaBLMKOB. [ANst MHOTUX Marbix NPEANPUSITUIA KONMYECTBO MOCTaBLUUKOB COCTaBUT
OLVH 1nu fBa B NoboV OQHOW KaTeropun 3akyrnaemow npoayKLmMm Unm ycnyr.

MHorve KpynHble OpraHu3auun MpUAEPKMBAOTCA MONMUTUKN 3aKYMOK Yy HECKOJTbKMX MOCTaBLUMKOB, C
KOTOPbIMW Yy HUX TECHblE CBSA3M, BMJIOTb [0 BHELUHErO BLIMOSIHEHWUS] TaKUX KPUTUYECKMX (DYHKLMIA, Kak
NpoeKTUpoBaHue n paspabdoTka. Mpy Takmx OTHOLIEHUSAX MOKYMaTENM MOryT CYLLECTBEHHO BIUATbH Ha LEHY
MOCTaBLUMKOB W METOAbl BbIMOSIHEHUS] PabOoTbl, XOTH M PUCKYOT OKa3aTbCA CIMLIKOM 3aBUCMMbIMU U
3aBSA3aHHbIMU Ha OTAENIbHOM MOCTaBLUMKE. AHANOrM4Hasi NpakTMka UMeeT MecTo Npuv BHEOPEHUN METOO0B
NnocTaBku MO NPUHUKMY "TOYHO B CPOK" ONsl COKpalleHuUs YpoBHen 3anacoB. Bbl MoxeTe BbISICHWUTb, YTO
MHOIMe oOpraHusauum He noaaepXKUBaKT oOnpedenieHHbln YpOBEHb 3amacoB Ballen npoaykumm U
npegnonaratT, YTO Bbl CMOXETE NMOCTaBUTb €€ HEMOCPEACTBEHHO UM, KaK 1 Korga HeobxogmMmMo 1 TOYHO B
CpOK.
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7.6.3 Mocewanu nu Bbl NpeanpuATUA NOCTaBLUKOB, YTOObI y0eAUTLCS JFINYHO, YTO OHMU
CNoCOOHbI yAOBNEeTBOPUTL BallM TPeOOBaHMA K KayecTBy?

KpynHble opraHusaumu, Hanpvmep NpousBoaUTENM CamMONeToOB, aBTOMOGUIIEN U KOMMbIOTEPOB, MOTYT
YCTAHOBWUTb OTHOLUEHWUSI C MOCTaBLUMKaMW, TPeOylLMMU MOCTaBKM TOYHO B cpok. Marble v cpedHue
NPeanpUSTAS MOKYMNatoT, Kak NpaBuIio, NMPOAYKLMIO UMW YCIYrK Y KPYMHbIX OpraH13auui, Ha KOTopble OHW He
CNOCcOOHbI OKkasaTb 3HAYUTENbHOE BRMSIHWE. Y HUX €CTb BO3MOXHOCTb 3aKynaTb MPOAYKUMIO MU YyCryrn y
HECKOINbKMX KOHKYPUPYIOLLMX MNOCTABLLMKOB U TakuM 06pa3om obecneynsaTtb NpuemMnemMyo LIeHy U NocTaBky,
oaHako Gonee TpyaHbIM ABNAETCA nogaepxkaHue kayecTsa NpoayKUuUM Ha JAOMKHOM YPOBHE.

I'I0|<ynaTenb MOXeT nocewatb npeanpunaTtna NoCTaBLUMKOB U OLEHMBATb, HACKOJIbKO XOPOLUO OHM
obecneunBaloT cooTBeTCTBME TpeboBaHWsM KayecTBa. IOTO OCOOGEHHO XapaKTepHO [Ans Hadana
YCTaHOBIEHUA B3aMMOOTHOLLEHWIA C HOBbIM NOCTaBLUMKOM UMK Koraa Bbl NpuBlekaeTe K y4acTuio B pa60Te
Apyrue opraHvsaumm, Unm BbINOSHSETE YacTb BalUMX NPOLECCOB Mo cybnoapsay.

BonbwnHCTBO KPYMNHbIX OpI'aHVI3aLI,I/IIZ OoueHMBakoT HOBbIX NMOCTaBLUMKOB O(bMuMaﬂbelM crnocobom,
OCHOBaHHbIM Ha O4Y€Hb KOHKPETHbIX KpUTepuAax BbINOJIHEHUA pa6OTbI M nokasatensax kadecrtea. MCI1
OOJDKHbI UCMOSb30BaTh 4151 3TOro Takke BCE BO3MOXHOCTM, OCOBEHHO €CI NOCTaBLLMK MECTHbIN.

Korga nepeveHb NOCTaBLUMKOB COCTaBMeH, HE0O6XoauMo onpeaenvTb, Kak obecneunts nogaepxkaHue
BbINOMHEHNst UMW paboTbl Ha AOMKHOM Ka4eCTBEHHOM YPOBHE.

7.6.4 KnaccudmumpoBanu nv Bbl BallMX MNOCTABLIMKOB MO TUMNY BbiNyCKaeMOW NPOAYKUUU U
XapakTtepy ux npomssogcTtea?

Mocne cocTaBreHUs MEpPeYHs U OLUEHKU BallMX MOCTaBLUMKOB MOXHO OMNpedennTb, KTO M3 HUX
ABNSAETCA MECTHbIM, a KTO NpeAcTaBnseT UHTepechl (UNNanoB yaaneHHon koMmnaHui. Marnble npeanpusitus
He3Ha4YUTENbHO BINUAIOT Ha MeToAbl paboTbl KPYMHbIX OpraHM3aumii C OCHOBHBIMU OddUcCaMy B yAamneHHbIX
MecTax WM B APYrMX cTpaHax. Kak npaBumo, CyLlecTBYET HECKONbKO KOHKYPUPYHOLLUX MPeanpusTui,
NMPOM3BOASALLMX aHAMNOMMYHYI0 NMPOAYKLUMIO, U NPEeACTaBnaeTcs BaXHbIM paboTaTb ¢ TeMU, KTO obCnyxunBaeT
MeCTHbIe 3anachl NPOAYKLIMM 1 CNOCOGEH YA0BNETBOPUTL Balun TpeboBaHus.

Pa6oTa ¢ MECTHbIMW MOCTaBLLMKaMK ABNSAETCA BaXKHOW, MOCKOMbKY Bbl MOXETE YMydllnTb BMECTE C
HAMW Ka4yecTBO WX NpoayKUUM WMWK ycnyr 1M obecrnevnTb UX MOMnesHoe MnapTHEepPCTBO [AnA Ballei
opraHu3aumu.

7.6.5 KsanucduvumpoBanu nuM Bbl NOCTaBLMKOB W3 Ballero YTBEpPXOEHHOro mnepeyvyHs
NnocTaBLUKOB?

MocTaBLMKKN, NpPeacTaBnsiiolLMeE CBOM YCNYrM B TEYEHUEe NPOJOMMKUTENLHOrO Mnepvoda BpPEMEHM,
aBTOMaTUYECKM BKIIOYAKOTCA B YTBEPXKAEHHbIN MEpeYeHb B CBSI3W C XOPOLUMMMW MOKa3aTensiMu kadecTsa
paboTbl B MPOLLOM.

HoBbIX MOCTaBLUMKOB HEOOXOAMMO OUEHMBATb Ha OCHOBE KOHKPETHbIX KPUTEPUEB BbIMNOMHEHUS
paboTbl 1M obecneveHnss kadectBa. B 6onbluMHCTBE Cry4yaeB HOBOro MocTaBLliMKa BblIBUpaoT, ecnu
CYLLECTBYIOLLNA NOCTaBLUUK:

- He MoxeT obecneunTb COOTBETCTBME TPeboBaHWIM K Ka4ecTBY Unu

- yBenuyun ueHy, npeBbiCB ﬂpMeMJ’IeMbIVI YPOBEHb.

Bbl Takke moxeTe Bbl6paTb HOBOI'O NocTaBLUMKa Npn BKINKO4YEHNN N3MEHEHNI B BalLKX Tpe6OBaHI/IF| mnnn
ecnun npoaaxHad LeHa KOHKYPpEeHTOB Ballero nocrtasLlka oka3anacb ona sac bonee ﬂpMBﬂEKaTeﬂbHOIZ.

KpuTepun BbiGOpa HOBOro MOCTaBLUMKA OOMKHbI ObiTb AOKYMEHTaNbHO OGOPMIIEHbI, @ KayecTBO
BbIMNOSIHEHNA paboTbl cregyeT KOHTPONUPOBaThb B LENsX NOATBEPXAEHWUS TOro, YTo Bawwu TpeboBaHus 1
OXWUAaHWNsS NOCTOSIHHO YOOBNETBOPSIOTCS.

7.6.6 Ectb nu y Bac npouecc, obecneynMBalowmii aHanNu3 3aka3oB Ha 3aKynKy A0 TOro, Kak
opraHusauus caenaeT 3akas?

Bbl sBnsieTecb n0Tpe6|/|TeneM Bawlero noctaBwuka, W B3aUMMOOTHOLUEHUA C HUM ABNAKOTCA
3epKarnbHbIM OTpaXeHnem Ballnx B3aMMOOTHOLLUEHMIA C BawuUMm n0Tpe6|/|TeneM. npeﬂCTaBHﬂeTCH
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HeobxoanMbIM o6ecneynTb OgHO3HAYHOe NMOHMMaHWe Ballero 3akasa Ha 3aKyrnky WM AaTb TOYHOE OonucaHue
TOro, 4YTO Bbl 3akynaete. Bbl OOMKHbI JOKYMEHTanbHO OCGOPMWTbL MPOLIECC 3aKynku onpeaeneHHbIM
obpasom, M, ecnv 3akas denaetca Mo TenedoHy, Bbl OOMKHbI y6eaWuTbCs, YTO MOCTaBLUMK MOBTOPSET
NpaBWbHO BCe BalUW yKa3aHusl.

BonbLIMHCTBO COTPYAHWKOB MO 3aKkyrnkam Wiy nokynatenen B HeGOMbLUMX opraHu3auusix He MMeoT
COTPYAHMKA AN NPOBEPKU 3akasa Ha 3aKyrky M aHanusa nogpobHOCTEN 3akasa A0 MX 3BOHKA MOCTaBLUMKY.
B cBs13K C 3TUM OHM LOIMKHBI MMETb COOTBETCTBYHOLLME 3HAHMS U OMbIT ANsi COOTBETCTBYIOLLENO BbIMNONTHEHMWS
3TOM PYHKLUMU. Bonee KpynHble opraHn3aLmn NPUMEHSIIOT CTPYKTYPUPOBAHHbLIA NOAX04 K 3aKynkaM U UMetoT
WwiTaT Anst ux aHanuaa.

7.6.7 AHanuaupyeT N1 Balla opraHu3auus nogTBepXXAeHUA 3aKa3oB NocTaBlMKaMn?

Baw noctaBwumK YacTo NOATBEPXKOAET Ball 3aka3 Ha 3akynky. Ecnv 3akas caenaH no tenedoHy, Bbl
OOIMKHbI yoeanTbCcs B TOM, YTO OH MpaBuibHO NpuHAT. dakc cnegyeT gaTMpoBaTb M MOANMUCHIBATL, YTOObI
NMOATBEPAMTb, YTO Bbl PACCMOTPENMN U MPUHANM ero. Bo MHOMMX criyyasix NOATBEPXKAEHNE BKITHOYAET LEHY U
06a3aTenbCTBO NOCTABKM NOCTaBLUMKOM. VIHopMaLmsa nveeT Gonblioe 3HavyeHne anst Apyrmx COTpyaHUKOB
Ballel opraHu3auuMm u OOoSpkHa ObiTb JoBedeHa OO0 WX CBeAeHusi, YToObl obecnevnTb nnaHMpoBaHUe KX
paboTbl 1 cooTBETCTBME TpeboBaHMAM noTpebutenen.

7.6.8 3HaeTe nu Bbl, YTO Yy BawWX MNOCTAaBLWMKOB €CTb COOTBETCTByKWLWas CcuUcTema
MeHea)XMeHTa KavyecTBa?

MHorve opraHusdauum TpebylT OT CBOMX MOCTaBLUMKOB HANMuMsi COOTBETCTBYHOLLEN CUCTEMDI
MeHeI)KMeHTa kadecTBa, OCHOBaHHON, kak npasuno, Ha FTOCT P MCO 9001 unu onpegeneHHoM cTaHaapTe
pa3BMTOrO0 CeKTopa, Kak cpeacTBa obecneyvyeHuss MnonydeHust KadeCTBEHHOM NPOAYKLUKM, KOTOPYK OHWU
3aKynunu.

OTO MOXeT ObITb PAaCCMOTPEHO Kak OAMH U3 KpUTepueB, KOTOPbIM Bbl PYKOBOACTBOBaNUCh B 7.6.5 npu
OUEeHKe Bawux MNOCTaBWUKOB. MHOrMe opraHvM3auMu-nocTaBLUMKN WMMEKT, Kak MpaBurio, Ccuctemy
MeHeaXMeHTa KayecTBa, oTBedvatowyto TpebosaHuam FOCT P NCO 9001. HekoTopble opraHusaumun He
UMEIT TakoW CUCTEMbl MEHedXKMeHTa KayecTBa, MU B 9TOM Cnydae Bbl OOSDKHbl BbICHUTb, KaK OHU
dhakTnyeckn obecneynBaloT NOCTOSTHHOE Ka4eCTBO CBOEN NPOAYKLUN.

7.6.9 Ectb nn y Bac npouecc, obecneuuBarowmini BepudukaLmio nNpoaykKLuMU WUNU ycnyrm,
KOTOPYIO Bbl Nofiy4yaeTe OT NOCTaBLMKOB?

Henb3a oTpuuaTb TOT ¢haKT, 4YTO MOCTaBLUMKM obecneynBalT COOTBETCTBME MUHUMANbHbBIM
TpeboBaHWAM, UNU B NPOTUBHOM CIly4ae Bbl HE CTaHeTe nokynaTtb y HuX. OgHako Bbl AOMKHbLI pa3paboTtaTtb
M BHEOPUTb MPOLECC KOHTPOMNs KavyecTBa ANs BepuduKaumy nonyyeHHOW MpoAyKuMu B COOTBETCTBUM C
3aka3oM. [lpoaykumsi, nocTaBfieHHasi B SLUMKaxX WM HaBanoM, MOXeT ObiTb OueHeHa Mpu Nony4YeHuu
pasnuyHbiMM MeTodamu. [pyrve 3akynku, Hanpumep YCrnyrn u npoayKuusi, WU3roTOBMEHHasi BHELUHEWN
opraHusauven, aensawTca 6onee TpyaAHbIMU AN BepudUukaumm.

B cootBeTcTBUM ¢ TpebosaHuamu FTOCT P MCO 9001 Bbl 4OMmMKHBI MMETL Npouecc, obecnednsatoLLmnin
BepucmKaumio 3akynneHHon npoaykuMnm WAuM YCAyrM, U CUCTEMY, MO3BOMSAIOWYI0 MAEHTMMULNPOBATH
nprMemMremMyto NPOAYKLMIO UK YCAYyry 1 NPMHUMaTb Mepbl N0 HECOOTBETCTBYOLWEN npoaykunn. CoTpyaHUKN,
nony4aroLume 3akynneHHy NPOAYKUMIO UMK YCIyry, AOMKHbl OblTb KOMMNETEHTHbl A5 BbIMNOMHEHUS 3TOW
paboThbl.

7.6.10 MpoBoauT nu Bawa oOpraHM3auuMs MOHUTOPUHI Ka4vyecTBa BbINOJIHEHUA PabGOTbI
nocTasLUMKaMu U NpeanpUHMMaeT N KOPPEKTUpPYIoLMe AEeACTBUS NO HeNpueMnemMbiM cUTyaumnsam?

3anMcn BXOOHOrO KOHTpOMst wnvM  Bepudmkaumm obecnevmBaloT MnoflydeHue UMHgopmauum o
BbINOSIHEHUN PaAbOThl MOCTABLLMKOM B YacTW KavyecTBa CamMOn MPOAyKuMM unu ycnyrn. lNoctaBka npogyKkumm
UKW yCnyru ¢ HapylleHnem rpaduka nocTaBkn Unn o6a3aTenbCTB SIBNSETCS TakkKe NnokasaTernemM kadecTtBa
BbINMOSIHEHNST PabOTbl MOCTaBLUMKOM. 3anucy OLEHKM MOCTaBLUMKA W MPUHATBIX B pesynbTarte AeWCTBUK
asnsatTca TpeboBaHnem NOCT P UCO 9001. BTy MHdopmauuio criegyeT UCnonb3oBaTb NpU NPoOBeAEHUM
aHanusa faHHbIX O BbIMONIHEHMM paboTbl NOCTaBLUMKAMU B COOTBETCTBMM C NMYHKTOM 8.4 "AHanun3 gaHHbIX"
(cm. 7.9.9).

7.7 KommeHTapuu, Yactb 7. lpoekTupoBaHue n paspaboTka
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7.7.1 NpoekTupyeT n/unu paspabaTbiBaeT M Balla opraHusauuMsa NpoAyKLMIO, KOTOPYI OHa
npousBoauT?

FOCT P UCO 9001 BkntouwaeT nyHKT 7.3 "lNpoekTupoBaHne n paspaboTtka". Nonb3oBaTtenn LOMKHbI
nydlle ero noHumaTb 6rnarogaps yny4leHHon (hopMynmMpoBke TpeboBaHWMiA NPOLLECCHOTO NOAX0AA.

PacwuvpeHne nyHKTa C BK/OYEHMEM B HEro KOHUEenuui MpoekTMpoBaHus U paspaboTkM B
COOTBETCTBMU C UX onpedeneHmsamMn B cnegytoliem sonpoce (7.2.2) AOMKHO Npu3HaBaTbCs OpraHn3aumsamu,
KOTOpble, MO MX MHEHMUIO, HEe 3aHumatloTca npoektupoBaHmeM. TOCT P UCO 9001 gonyckaeT uckrodeHne
nyHkta "lpoekTupoBaHne wu paspaboTka" M3 obnactum [eATenbHOCTU OpraHusaumMyM MOMHOCTBI UNn
YACTUYHO, ECINN TaKoe UCKITIYeHNe 060CHOBaHO M 06BbACHEHO B PYKOBOACTBE MO KayecTBy (7.2.5 1 7.4.10).

7.7.2 NMoHATHa Nu AnsA Bac pa3Huua Mexay KoHuenuuamMmm "npoektupoBaHue™” u "paspaboTtka”?

CornacHo onpegenenunto TOCT P UMCO 9000 npoektnpoBaHne wu paspaboTka sBNsAeTcs
"COBOKYMHOCTBIO MPOLIECCOB, MepeBoaswmMx TpeboBaHMA B YCTAHOBMEHHbIE XapaKTEePUCTUKMA UMK
crneumdukaumm Ha npoayKumio, npouecc unm cuctemy". TepmuHbl "npoektupoBaHne” 1 "paspaboTtka” nHoraa
MCMNOMb3ylT KaK CUHOHUMbI, @ MHOTAA Kak onpeaeneHus Ansa pasnuyHbiX CTaguii npouecca NpoeKkTMpoBaHus
n paspaboTkm B LlenoMm. B TpeTbeM usgaHnm HOBOro MexayHapoaHoro crioBaps Beberepa (Webster's Third
New International Dictionary) gaHo Heckonbko onpegeneHuin aTux TEPMUHOB, HO Hanbonee nNpvemremMbIMy
ABNSATCA cnegyoLwme:

- MPOEeKTUpOBaHWE - nNNaH Wnu cxemaTuyeckoe npeacTaBneHne obObekTa; nepsas  uaes,
npeacTasneHHas B (oopme NuHUiR;

- pa3pa60TKa - NOCTENEHHbIN POCT nnmn npoaBmxeHmne 4yepes nepeaoBsble NSMEHEHUA.

MoXHO cKasaTb, 4YTO MPOEKTUPOBaHWE SBMSETCA TBOPEHMEM, OCHOBAHHbIM Ha HayanbHbIX WK
OCHOBOMOMarawLWmx NpYHUMNax Co34aHMsa Yero-To HOBOro, a paspaboTka - NPOAOKAOLENC 3BOSOLNEN
MPOEKTMPOBaHMA ANA ajantauuyM K HOBbIM MMM M3MEHSALWMMCA YCroBMAM U notpebHocTam. MHorue
opraHmM3aumMm He 3aHUMalTCA NPOEeKTMPOBaHMEM NPOAYKUMM UMM YCAyr, OAHAaKo, Kak npasBwurio,
paspabaTtbiBaloT CyllecTBylOLMEe MpPOeKTbl And obecneyeHns COOTBETCTBUSA HOBbIM TpeboBaHUSAM
notpeburtenen.

7.7.3 PaccmatpuBana nuM Balla oOpraHusauMa BO3MOXHOCTb WCK/OYEeHUA paboTt no
NPOEKTMPOBaHUIO U pa3paboTke U3 Ballen CUCTEMbI MEHEeQ)KMeHTa KayecTBa?

O6ocHoBaHMe wucknoyeHus nyHkta "lNpoekTupoBaHve W pas3paboTka" u3 Ballen CUCTEMBI
MEeHeIXMeHTa Ka4yecTBa MOXET Bbi3BaTb 3aTPyAHEHUS, NMOCKOMbKY paboTbl No pa3paboTke AeNCTBUTENBHO
Hepedko ocyllecTensitoTcs. [NpeacTaBnseTcss BaXHbIM OTHECTUCH K 3TOMY MYHKTY CO BCEM BHUMAHMWEM,
npexage YemM NpUHATb peLleHne o NOfHOM ero UcknyeHun (cMm. 7.4.10).

7.7.4 PaccmatpuMBana nu Balwa opraHusaumMsi NMpUMMEHeHUe npouecca MNPOEeKTUPOBaHUA U
pa3paboTku K BaluMm COO6CTBEHHbIM Npoueccam Npon3BoACcTBa U 06CNyXMBaHUA?

B npumeyanun 2 k nyHkty 7.1 TOCT P MCO 9001 ykasaHo, 4TO TpeboBaHMA K NPOEKTUPOBAHUIO U
pa3paboTke MoryT ObiTb MPMMEHEHbl K pa3paboTke MPOLECCOB >XM3HEHHOro LMKNa MpoaykumMm. 31O
TpeboBaHne TOCT P MCO 9001 He ycTaHaBnuBaeT, OAHAKO oOpraHu3aummM MoryT Gonee addeKTMBHO
ynpaBnaTb CBOMMMW KanuTaroBIOXEHUAMU MPU BHEOPEHUM HOBBLIX MPOLECCOB WM  YNydlWEeHUs MM
CYLLECTBYIOLLNX NPOLECCOB, €CNY OHW BYAYT PYKOBOACTBOBATLCSA 3TUM MPUMEYAHNEM.

7.7.5 MogroTtoBuna nu Bawa opraHusauus NnaH NPOeKTUpPOBaHUA w/unu paspaGoTku Ans
npoayKuuu n/unu ycnyru, Kotopble Bbl npogaeTte?

Heobxogumo nnaHuMpoBaTb AEATENbHOCTb B COOTBETCTBUM C TPebOOBaHWAMU, pas3bsCHAEMbIMUA B
7.2.6. MyHkt 7.3.1 "MnaHnpoBaHme npoektupoBaHus u paspabotkn” FOCT P MCO 9001 yctaHasnuBaeT
TpeboBaHWs K MNNaHUPOBAHWIO W YNpPaBREHMIO MNpoueccamy MPOEKTMPOBaHUS U pa3paboTkn. MHorue
WHXEHEePbl U MPOEKTUPOBLLMKMA AeNakT 3T0 MHTYUTUBHO, a AN APYrMX (UKCMPOBAHUE pasnu4yHbIX CTagui
npouecca Ha Gymare no3BONWUT YyCTpaHuTb owwubkn. Heobxoammo obecneunTb NpoBeAeHUE aHanusa
nMpoekTa KaxdblM, Ha KOro OH pacnpoCcTpaHAeTCAa W KTO [JofkeH OyaoeT BbINOMHATL €ro, 4ToObl
rapaHTMpoBaTb COOTBETCTBUE Pe3yrbTaToB 3anfaHNpoBaHHbIM TpeboBaHMAM.

lMnaH mMoxeT OblTb COCTaBMNEH B pPa3nmn4HbIX cbopmaTax B 3aBUCUMOCTHU OT Tpe6OBaHI/II7I opraHusauunn.
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Mnax npoeKkTa no HOBOMY KOMIMbKTEPHOMY YNy MOXET ObITb GonbLNM OOKYMEHTOM, a niiaH no paspaGOTKe
BKNMOYEeHNA He3Ha4uTesibHOro U3MeHeHnd B CYLLECTBYHOLLYO MPOAYKUNIO MOXeT ObITb Tak e MPOCT, Kak
namMdaTHasa 3arnncka nnm npnmedaHmne.

Ons HEKOTOPbIX NMPOEKTOB MO NPOEKTNpOBaHUIO HeobxooMmMo npoAoIKNTENIbHOE BpEMA, 4TObObI UX
3aBepuwnTb, U nJjiaHbl MOINyT U3MEHATbCA MO MHOIMM TMpunyvYnHam. MnaHbl JOMXKHbI aKTyanm3mposatbCAa "
OoTpaxaTb NBMEHEHUA.

7.7.6 BbinonHAT nNu Bawu MPOEKTUPOBLUMKMA TPU 3Tana B npouecce MPOEKTUMPOBaHUA U
pa3paboTkn?

He TOnbkO WHXEHepbl U y4yeHble 3aHMMAalOTCsl MPOEeKTUpoBaHMeM UK paspaboTtkon. OpraHudauuu
NCMNONb3ylOT 3HAHWSI MHOTUX CMeLUManucToB B 3aBMCMMOCTU OT XapakTepa BbiMycKaeMOW MpPOAYKUUW UIn
BMOa geAtenbHocTU. [lockonbKy Bce cneumanucTbl NpoxogdaT MOAroTOBKY M obyuyeHwe B obnacTw,
Heobxogumon ans obecnedeHus cootBeTcTBUs TpedoBanuam FTOCT P MCO 9001, npouecc TpedyeT OT HUX
naeHTudmrKaumMm Toro, Y10 Heob6XoOUMO, 3anfaHUPOBaHHbLIX BbIXOAHbLIX AaHHbIX U aHanusa nx paboTbl no
Mepe ee BbINOMHEHNS.

FOCT P NCO 9001 yctaHaBnuBaeT 4YeTkne M OgHO3HayHble TpeboBaHMs K TOMY, YTO Heo6GXxooumo
caenaTb Ha Kaxgow crtagum npouecca. [naHupoBaHvMe [OMKHO MAEeHTUdMUMpoBaTh CrneuManucTos,
NPYHMMAIOLLMX y4acTue B aHanuie NpoekTUMpoBaHus u paspaboTtku. Hebonbwine npoektbl He TpebyroT
NpoBeAeHUs aHannsa Kem-To eLle, KpOMe COOTBETCTBYIOLLIEro MeHeaxXepa, OAHaKO aHanns3 Apyrux NpoeKkToB
MoxeT OblTb MpoBedeH C ydacTMem npeAacTaBUTenen OTAENOB 3aKynok, MNpou3BOACTBA, KOHTPOMS,
Byxrantepuu, NPOAaX UMM MapKeTuHra u gaxe notpedbutenen. Takoe yd4acTue pasnuyHbIX NpeacTaBuTenen
MOXeT BHECTW UeHHbI Bknag B npoBedeHue aHanusa, obecneumBarowmii (GakTUYECKYO BblpaboTKy
BbIXOAHbIX AAaHHbIX NPOEKTUPOBaHWS, UX peanu3aumnio U COoTBeTCTBUE TpeboBaHuAM noTpebutenein.

7.7.7 O6GecneuvBalOT NM BaliM NfaHbl NMPOEKTUPOBaHUA U pa3paboTku BepuduKauuio U
Banugauuio BbIXOAHbIX NPOEKTHbIX AAaHHbIX?

Bepudmkaums n Banupaums SBAAKOTCS CTagusIMi npolecca, KoTopble NoATBepXaalT COOTBETCTBUE
BbIXOOHbIX AaHHbIX NPOEKTUPOBAHUS YCTAHOBEHHLIM TpeboBaHNAM.

Bepudpukaumio, kak npasBuiio, NPOBOAST Ha NepBOHavasribHbIX CTagusx MPOW3BOACTBA B paMKax
nporpammbl  NpoBeAeHWUs1  UCMbITaHuiA.  [Ons  Bepudukauum BO3MOXHOCTY  BbIMOMHEHUST  MpoekTa
MPOM3BOACTBEHHOIO MNpouecca MoxeT ObiTb MOCTPOEHA 3JKCrepuMeHTanbHas ycTaHoBka. [loBap MoxeT
NpoBeCTN BepuUKaLMI0 KynMHaApHOro peuenTta, npurotoBuB 6mogo Ans npobbl ApyrMMU  YneHamu
KONneKkTuea.

Banupauns vnget ganblle Ans NOATBEPXKAEHWS COOTBETCTBUSI MPOEKTUPOBaHWUS unu paspaboTku
TpebGoBaHuAM akcnnyaTaumn. MNpoekT MoxeT ObiTb BepupULMPOBaH B pe3ynbTaTe UCMbITaHWiA, 04HaKO OH
no-npexxHeMy OOSMKEH MPOWTWU Banuaauuio Npu 3KChfyaTauum UaM ¢ NpUMEHEeHWeM OpYrux npuemnembix
cpencTs. [NoBap npoBefeT Banuaauuio KynMHapHOro pelenTa, Korga OH BKIOYEeH B MeHo, a noTpebutenu
onpeaensaT, sBNSETCS N OH NONynsipHbIM.

HekoTopble TpeboBaHMSA K BXOOHbIM AaHHbIM Henb3sl BepudULMpPOBaTh MOCPEACTBOM MCMbITAHWUA,
MOCKOMbKY OHW YCTaHaBNMBAKOTCS C YYETOM pPasfnnyHbIX hakTOPOB MPOEKTUPOBAHMWS, OEWACTBME KOTOPbIX
pacrnpoCcTpaHsieTcs Ha caMble HeGNaronpuaATHbIE CUTYyaLuMK Unu dakTopbl 6e3onacHoCTH, KOTopble HUKOrAa
He GyOoyT UMeTb MECTO B AeWCTBUTENLHOCTU. MOXHO McCMonb3oBaTb Apyrue cpeacTsa Ans NoaTBepXaeHus!
NpYemMneMocTu MpoekTa, Hanpumep NpUMEHEHWEe anbTepHaTUBHbLIX PAcyYeTOB WNW CpaBHEHWE MpoekTa ¢
CYLLECTBYIOLLUMMU Y>KE NOATBEPXKAEHHLIMU NMPOEKTaMMU.

3anvcu gesTenbHOCTM NO Bepudpmkauum 1 Banugauum npoekta M pas3paboTku ycTaHaBnmMBaloT
TpebosaHua FTOCT P NCO 9001. 3anucm ByayT o4YeHb MOMe3Hbl U BaXKHbI NPY BO3HWKHOBEHMM Npobnem ¢
npogykunen n 6ygyT BeINONHATL pyHKUMKM BaHKa OaHHbLIX MPWU BbINOAHEHMU paboT MO NPOEKTUPOBAHUIO U
paspaboTke B 6ygyLiem.

7.7.8 O6GecneuMBaeT nM Baw TMpPoOLECC MNPOEKTUPOBAHMA M pa3paboTkM ynpaBneHue
M3MEHEeHUAMU U MEeHeOXKMeHT TakKux U3MeHeHUn?

M3meHeHnsa B NpoekTMpoBaHMu unmn paspaboTtke criegyeT JOKYMEHTaNbHO opopMIiATb, U NOCNe 3TOro
ynpaBreHne 3Ton AOKYMEHTauuen OCyLeCcTBNSIT MO aHanorum ¢ JOKYMEHTaMu CUCTEMbl MeHeKMeHTa
kadectBa. B npouenype "YnpasneHue pokymeHtaumen" (nyHkt 4.2.3 TOCT P WCO 9001) onucaHsbl
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MpoLEecChl BKMIOYEHUSS U ynpaBleHUs NepecMoTpamMu/MsMeHeHsaMN MpU NPOEKTMPOBaHMN U paspaboTke.
Hes3HaunTenbHble N3MEHEHUSI MOTYT CO BPEMEHEM MPUBECTU K NMPOU3BOACTBY CYLLECTBEHHO OTNMYaloLencs
MPOAYKUMK, KOTOpas OODKHa MPOWTW Banugauuio, NOATBEPXKAAMLY, YTO OHA MPOAOIDKAaeT OTBevaTb
HOBbIM UM MepBOHaYasnbHbIM TPpeGOBaAHMSIM NPOEKTUPOBAHUS. I3MEeHeHMs1 KOMMbIOTEPHOrO NPOrPamMMHOro
obecneyeHnsi /1M NPOEKTUPOBaHUE NPOrpaMMHOro oGecneyeHusl, KOTOPOE CO BPEMEHEM U3MEHSIETCS UMK
COBEpLUEHCTBYETCA B LUensix obecrnevyeHuss COOTBETCTBUS  OMpedenieHHbIM UMM U3MEHSIIOWUMCS
TpeboBaHWAM, AOMKHbI OblTb YNpaBnsemMbiMy, YTOObl M3GexaTb NyTaHWLbl NPV NPeaoCTaBNEHUN YCIyr Unn
obecneyeHnn npoaykUUM B ByayLiem.

Ans nonyyeHus OOMNOMHUTENBHOW WMHOPMaUMM MO AaHHOMY BOMPOCY HeobxoauMmo obpaTuTbCs K
FOCT P NCO 10007.

7.8 KommeHTapum, yactb 8. Npon3BoACcTBO M o6CcnyXuBaHue
7.8.1 PaccmatpuBana nu Balla opraHu3aums, Kak NpoAyKLMIO NMOCTaBnslOT u/unuM npoaaroT
nortpebutenam?

Ycnyrm npedocTaBrisiloT, Kak MNpaBuiio, HenocpeacTBEHHO noTpebutensam. KayecTBo nocTaBku
OonpeaensioT Ha rpaHuue mexgy nocTaBwukoM W noTtpebutenem. Hanpumep, npogaseuy B MarasuHe
npeaocTaBnsieT YCnyry HenocpeacTBeHHO noTpebutento. OpraHusaums JOMMKHA MNOHMMAaTb WUCTUHHBIN
XapakTep CBOeN NpoayKumn 1N Kak MOXeT U3MEHATbCS KayeCTBO OT OOQHOW NocTasku K gpyrom (7.1.2, 7.1.3).

B kadectBe npuvmepa MOXHO NPUBECTUM MNPOAYKUUIO B BMAE aBTOMOOUMBbHBLIX 3amnacHbIX 4YacTen,
nocTaBnsieMyt0 U3roToBuTenem 4epes AuctpubbrioTopa nposamngepy ycnyr. [otpebutens, aBTOMOOWIb
KOTOPOro HaxoOuTCs B PEMOHTE, HEe UMeEET MpeacTaBfeHust O TOM, OTKYAa 3anacHble 4acTu U KakK OHWU
nonanu K MexaHuky. oTpebutenb GygeT 3HaTb, HACKOMbKO XOPOLWIO (PYHKUMOHMPYET HOBas 3anacHas
YyacTb, TONMbKO Yepe3 HEKOTOPOE BpeMsi B OyayLLeM, KOoraa oHa BbIAAET 13 CTPOS.

B 6onblunHCTBE cny4yaeB TOBapbl Npon3BOACTBEHHOIO Ha3Ha4YeHUA pearim3yroTca HenocpeacTtBeHHO
I'IOTpe6VITeJ'IﬂM, KOTOpble MOryT noaTBepaAnNTb COOTBETCTBME NPOAYKLUUN YCTAHOBJTIEHHbIM Tpe6OBaHI/IFIM.

7.8.2 TMnaHvpyeT nu Bawa opraHM3auus npoueccbl MNOCTaBKM npoaykuumm wu/unu
npeaocTaBneHus ycnyr Ans AOCTUXEHUA nocnefoBaTenibHbIX pe3ynbTaToB?

Heobxogumble unu xenaTtenbHble XapakTepUCTUKN KadecTBa Npoaykumu unm ycnyr 6yayT nsBecTHbI
TONbKO MOCHe onpeAeneHns ee xapakrepa, NPUMeHeHus 1 akcnnyatauum (7.1.1 1 7.1.2).

|-|0Tpe6HOCTb B MHCTPYKUMAX NO 3KCniyaTtaunny, onmncbiBakoWnX Npon3BoOACTBEHHYH OEATEJIbHOCTb U
0eATeNIbHOCTb NO NOCTaBKe yCIyr, 3aBUCUT OT XapaKTepa npoaykuun.

B HekoTOpbIX crnyyasix NOAroTOBKa COTPyAHWKA WCKoYaeT HeoGXoAMMOCTb B WMHCTPYKUMAX MO
akcnnyaTtaumm (7.3.6 n 7.4.8).

Ons  OOCTWKEeHWs XapakTepucTUK KavecTBa Mpogykuum wnu ycnyr Heobxogumo obecneunTb
npurogHble nomMeLleHns n obopyaosaHue (7.4.4 n 7.4.9).

Heobxoaumo yctaHaenmBatb Tpeb6OBaHMS K KOHTPOMBHOMY U U3MEPUTENBHOMY 000pYA0BaHMIO, rae u
korga aTo Heobxogumo (7.8.7).

I'InaHMposaHme NOoCTaBKM npoaykunn FIOTpe6I/ITeﬂF|M N OeATenbHOCTU Nnocie noCTaBKMU BKIKOYaeT
obecneyeHne rapaHTnn, 3aMeHbl BbllleaLlwnx N3 CTpod yacTen, MHCTPYKUUN MO PEMOHTY U 06CJ'Iy)Kl/IBaHI/IPO.

MnaHnpoBaHue ABNAETCA BaXXHOW 4YacTblo cucTeMbl MeHegkMmeHTa kadectBa TOCT P UCO 9001 un
paccmaTpyMBaeTCs B HECKOMbKMX MYHKTaxX 3Toro ctaHgapta (7.2.6 n 7.4.1).

MoTpebutenb [omKeH 3HaTb, Kak MOAdEepXuBaTb CBS3b M B3aMMOAEWNCTBOBaTb C  Ballen
opraHusaumen, korga ato HeobxogmMmo. MHorve Buabl NOTPEOUTENBCKON NPOAYKLMN BKIOYAKOT MHCTPYKL MK,
cogepxalime COOTBETCTBYHOLLME HOMepa TenedoHOB M dhakca, agpeca 3feKTPOHHOW MNouThbl U ynuu, a
HeKoTOpble oOpraHusauuMn TpebylT OT noKynaTenen HanpaenATb KAPTOYKY perucTpauum npoaykuun
nsrotoButento. [Ona Takmx KpPyMnHbIX MOKYNOK, Kak aBTOMOGWUNKW, TEeneBm3opbl W KOMMbIOTEPHOE
obopynoBaHue, Hepeako npeanaraoT 6onee AnUTENbHbIE rAPaHTUNHBIE CPOKMU.

7.8.3 MoxHO nu U3MepUTb XapaKTepPUCTMKU Bawen MNpoAyKLUUU WNWA YCNYyru, 4TOObI
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noaTrBepaAnTb UX COOTBETCTBUE YCTAaHOBJI€HHbIM TpeﬁoBaHMﬂM?

KayecTBeHHbIE XapakTEPUCTMKM MHOTMX BUOOB NPOAYKLMN MOXHO U3MEPUTbL C MOMOLLIbI0 (DU3NYECKMX,
XUMUYECKMX UNWN ApYrux meTodoB. HekoTopble BMAbI NPOAYKUMM HE MMEKOT KaueCTBEHHbIX XapaKTEPUCTHK,
KOTOpble MOXHO U3MEPWUTb, 3a UCKIMIOYEHMEM X 3KCNyaTaUMOHHbIX KayecTB. KauecTBO NocTaBku yCcnyrm He
UMeeT, Kak npaBwuio, U3MEpPSIEMON KayeCTBEHHOW XapakTepucTuku. OkpalleHHasi MOBEPXHOCTb MOXET
BbIMMAAETb XOPOLIO, OAHAKO, €CNM MOBEPXHOCTb HEMPaBWUMbHO MOArOTOBMEHA, Kpacka conaeT 4depes
Kakon-To nepuog BpemeHu. [paBuUnbHOCTb OPYrUX BUOOB OEATENbHOCTWU, BKMKOYasi CBapKy, YNPOYHEHWe
MOBEPXHOCTU W TEepMeTM3auUMi0 C MPUMEHEHMEM MnacTMacchl, Hemnb3si MNoATBEpAUTb cpady wunn 6es
paspyLlalLmx ucnsiTaHun. MHOro KOMNbTEPHbIX NPOM3BOACTBEHHbIX NMPOLECCOB C NPUMEHEHEM pobOTOB
BKIIOYAKOT BUAbl paboT, KOTopble He MOryT ObITb MPOKOHTPONMPOBAHLI onepaTopamMu UM KOHTponepaMu B
KOHLIe npoLiecca.

HekoTopble M3 3TMX NpoLeccoB (crneuuasibHbie MPOLECcChl) paccMoTpeHbl B 7.5.4. MNnaHupoBaHue
MPOM3BOACTBA WM OOCNY)XMBAHUS OOSDKHO NMpedycMOTpeTb Mpouedypy BanvaauuyM Takux NPOLECCOB U KX
Nep1moanyeckyto NOBTOPHYH Banuaauuio. 3T NPoLECCH SBMSOTCS, Kak NpaBusio, Hanbonee TpyaHbIMK ANS
YCTaHOBKM, OJHAKO €ecnu OHW paboTaloT MpaBWIbHO, MNOcredoBaTeNnbHO [AOCTUIatoTCs, Kak npasurlo,
XOpoLLUKe pe3ynbTarThl.

7.8.4 Onpepenunu nu Bbl HanUyMe XapakTepUCTMK B MNPOAYKUUM WM ycnyre Ballewn
opraHusauum, KoTopblie BNUAIT Ha 6e30NacHOCTb UMM 300POBLE BallMxX noTpebutenen?

Ana MHOrMX BUOOB MPOAYKLUUWM MK YCINYyrK HEOGXOOUMbl UOEHTUdMKALMS 1 NPOCnexnBaemMocTb. Bo
MHOTMX CTpaHax TpeboBaHUs K MpoOyKUMM W/MMW ycryram, KOTopble MOryT MOBfUSITb Ha 300pPOBbE U
6naronony4ve noTpebuTenei, 3akpenneHbl B 3akoHodaTernbHOM nopsiake. Hanpvmep, B COOTBETCTBUM C
TpeboBaHVAMN pPernaMeHToB psifa CTpaH NueBas U MeAUUMHCKas NPOAYKUMS OOfKHA MMEeTb KOog unu
naeHTUdMKALMIO MAPTUK, YTO NO3BOSISIET B CllyYae BO3HWKHOBEHUSI NPOoGneMbl NOCIe NOCTaBKM OOHAPYKUTb
HENPUroAHYH NPOAYKLMIO U N3bATb ee 13 obopoTa.

NpoeHTudpmnkaumss n npocnexvBaeMoCcTb BaXKHbl B paBHOW CTeMeHW Ans MPOoLEeccoB peanv3auum
NPOAYKLUM OT Cbipbsl 4O €€ YNakoBKM U FOTOBHOCTU K OTrpy3ke. Kaxaas cepus, napTust unu usgenve moryt
noTpeboBatb uaeHTUMKaLUMN B MpoLecce M UMETb ykasaTenb cTaTyca, NOATBEPXAAKLUMA HasHayYeHue
NPOAYKUUM M MPUTOAHOCTb K 3KchnyaTauuu. HekoTopble BUAbI NPOAYKLUM UMW COCTaBHbIE 4acTh MMEOT
OrpaHMYEeHUst MO CPOKY FOOHOCTU MPU XPaHEHUW, KOTOpblE OOMKHbI OblTb yKa3aHbl B WMHCTPYKUMUSIX AN
NPUHATUS PELLEHUI MO NCTEYEHWUMN CPOKa FO4HOCTM.

Ha l/I,D,eHTI/I(*)I/IKaLWIOHHbIX OOKYMEeHTax MOXeT FIOTpe6OBaTbCFI YKasaHune wnm Hanun4me craTtyca
KOHTPOJIA N NCnbITaHUA.

Mpu HeoGXoaMMOCTU NMPOCIEXMBAEMOCTY CEPUIA NMPOAYKLUUM, MapTUA UNU U3OENWiA, YCTaHOBNEHHOWM
KOHTPaKTOM WNW pernameHTaMmu, crneflyeT BecTV 3anucu, obecneuvBaloliye Hanuuue uHdgopmauuv ans
pelleHnss npoGriem, KOTopble MOryT BO3HUKHYTH B Nioboe BpeMs B TeyeHWe MOJSIe3HOro  UIu
MPOrHO3UPYEMOrO CPOKa XXU3HU NPOAYKLIUN.

HeKOTOpre opraHu3aumm WUCKn4aKnT Tpe6OBaHVIF| K I/Ip,eHTI/I(*)I/IKaLI,I/IVI n npocnexmeaemMmoctn Wu3
obnactn [OeaTenbHOCTM CBOMX CUCTEM MeHedXMeHTa kKadecTBa. Bbl OOMKHbI onpenenntb, 4TO BaM
Heob6XxoauMo 3HaTb O npoaykumm Ha ctaguax npounsesoncrtea m 06CJ'Iy)KI/IBaHI/IF| 1 nocrne nocrtaBKu, Korga Bbl
NnpuHMMaeTe pelueHune no 00OCHOBaHNIO NCKINIOYEHUS I/I,D,eHTM(bI/IKaLI,MI/I N nNpocnexmBaemMmocTu. Bo3MOXHOCTb
MCKIMTIYEeHUA TOro n apyroro ManoBepodaTHa.

B npumevanmm k FOCT P WCO 9001 paHa wHdopmMaumsa Mo MNPUMEHEHUID MEHEeMKMEHTa
KOH(purypauum kak cpefcrtBa obecnedyeHus uaeHTUdukaumMm u npocnexumBaeMoctTu. HomuHanbHO 3TO
NPMMEHNMO K CEKTOPY KOMMbIOTEPHOIO NPOrpaMmMHOro obecneyveHusl.

7.8.5 Onpeaenunu nu Bbl, YTO COGCTBEHHOCTb NOTPEOMTENA UCNONbL3YIOT B Balen NpoayKuum
wnu ycnyre?

Mpooykuuio, BrnagernbLeM KOTOPON SABMAETCA NOoTpebuTenb, MCMOMb3yT MHOMMe opraHusauuMn Kak
YyacTb npouleccoB obcnyxuBaHua. MacTepckass Mo peMOHTYy aBToMoGWnei npegocTaBnseT ycnyry ans
aBTOMOGUNSA NOTPEBUTENS UMK XMUMYUCTKA - AN oAexabl NoTpedutens.

MopobHble npuMepbl OYeBUMAHLI, M B OOMbLWMHCTBE Cry4aeB B npouecce 0OBCNyXUBaHUSA
noeHTnurkauna cobCcTBeHHOCTM NOTpebuTens He Bbi3biBaeT npobnem. B npuvmevyaHum k nyHkTy 7.5.4
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"CobctBeHHocTb notpebutenen” FOCT P NCO 9001 ckazaHo, YTO C UHTENNEKTyansHON COBCTBEHHOCTbLIO,
npeaocTaBnsieMon notTpebutenem gnsi Balero UCnosib3oBaHus, Heodxoanumo obpallaTbes Tak ke 6epexHo,
Kak 1 ¢ Apyrot cobCTBEHHOCTbLIO NOTPeEdbUTENS.

Ecnn Bbl He ncnonb3yete npoaykuunko, nocCtaBJIEHHYHO I'IOTpGGVITeJ'IEM, Unn ero cobCTBEHHOCTb, Bbl
AOJIKHbl UCKITKIOYNUTb 3TO Tpe6OBaHV|e N3 CUCTEMblI MEHeMKMeHTa kayecTBa M O0OOCHOBaTb WCKOYEHUE B
PYKOBOACTBE MO Ka4yecCTBYy.

7.8.6 EcTb nu y Bac COOTBeTCTBYHLIME MpoLecChbl Afisi NOrpy304HO-pa3rpy3o4HbIX pabor,
XpaHeHusi, KOHCepBaLUK, yNakoOBKU U NOCTaBKU Ballen NpoayKunmn?

HekoTopble Buabl npoaykuuu (Hanpumep, ycryrn) He TpebylT Morpy30yHo-pasrpy3oydHbiX pabor,
XpaHeHus1, KoHcepBauun wunu ynakosku. C Opyron CTOpPOHbI, nobasd uanyeckas npoaykums, nvwiesas
nNpoayKuusi, MEAMLMHCKME Npenaparthbl, XWAKOCTU U T.4. NOTPeOyoT B onpeaenieHHon CTENEHN KOHCepBaLuuu,
YyNakoBKM M NOCTaBkW. Takume BuAbl OESATENbHOCTU criegyeT MiiaHMpoBaTb COOTBETCTBYHOLWMM o6pas3om u
UMeTb MHCTPYKUMKN. CpoK rogHOCTM NPY XpaHEHUN U AaTbl CPOKOB "MCMONb30BaHMSA 00" ABMSAOTCS BaXKHbIMU
acnektamm MeTOAOB XpaHeHusi. [Morpy3oyHo-pasrpy3ouvHble paboTbl M XpaHEHUE WMET, Kak MnpasBwunio,
MECTO Ha CODOCTBEHHbIX NPeanpuATUAX opraHnsauum u byaoyT ykasbiBaTbCa C MAEHTUUKALNENA U CTaTyCOM
MaTepuana wnu npoaykumn. [ormkHoe obecneyeHne mnorpy3o4HO-pasrpy3oyHbIX paboT n  xpaHeHus
MO3BONUT OpraHM3aLMn CIKOHOMWUTb CpeacTBa B pe3ynbTaTe COKpalleHWst NoTepb U OTXOO0B, KOTOpbIe
co3gatoT npobnemsbl A4S CUCTEM yNpaBrieHUs 3anacamu.

KoHcepBauusi Npoaykuuy BaxkHa Kak Ha NPeanpuaTuM opraHuMsauuu, Tak M 4O ee MNOCTaBKM.
CooTBeTCcTBYIOLAA YynakoBka obecneynBaeT HaOEXHY KOHCEpBAUMIO U OTIPY3Ky, a Takke MOCTaBKy
npoayKUMU NoTpeGUTENO0 B COCTOSIHUM, aHaNOIMMYHOM COCTOSIHUIO, B KOTOPOM OHa 6bina y N3roToBUTENS.

[na BbINONHEHMA BCex unm OONbLUMHCTBA COCTaBMAIOWNX 3TOrO Tpe6OBaHI/IFI Ha npou3soacTBax
OOJDKHbI ObITb MHCTPYKUWUW MO 3Kcnjtyatauunn. O6cny>|<|/|Ba+ou.|,|/|e opraHnsauunn OoJIKHbl NpoaHann3npoBaTb
BCe BUObl OeATENNIbHOCTU OANA noaTBepXXAeHUA BO3MOXHOCTU 0060CHOBaHNS UCKITIOYEHNS.

7.8.7 YnpaBnsieTe N Bbl KOHTPOJIbHbIM U U3MEPUTENIbHBIM 060pyA0BaHMEM, UCNONb3YEMbIM B
Npou3BOACTBE M NOCTaBKe Ballen NPoayKuuu u ycnyr?

MOHWTOPUHI U M3MEpEHUs SBMSTCA pasfuMyYHbIMU KoHUEenuusiMu. Nog MOHWTOPUHIOM MOHMMAIOT
OEATENbHOCTb, CBSA3aHHYID C HabnogeHMem W KOHTporem (C  UCMONb30BaHWEM  KOHTPOMbHOMO
obopynoBaHusa), a noa W3MEpPEeHWsAMU - OonpederieHne KONUYecTBa, BEenUYMHblI unu pasmepa (c
MCNoOMb30BaHMEM  U3MepuUTeNbHOro  obopydoBaHus).  MameputenbHoe  obopygoBaHue — MOXeT
kanubpoBaTbCsi, @ KOHTPONbHOE 060pYyAOBaHNE MOXET NPOXOAUTL BanuMaaLuuio, HO He kanmbpoBaTbCes.

OTBeT Ha 310 TpeboBaHNe MOXET ObITb O4EHb CMOXHbBIM UKW NpocTbIM. [poBanaepy ycnyr, Hanpumep
MarasuHy Unu areHTCTBY Mo YCTpoNcTBY Ha paboTy, He TpebyeTcs, kak NpaBuno, HUKaKoro M3MepUTENbHOro
060opynoBaHNs, OOHAKO Y HUX MOXET ObiTb KOHTPONMbHOE OOOpYAOBaHWE, KOTOPOE [OMMKHO MPOXOAWTb
Banuaauuio.

MexaHuK Mo peMOoHTY aBTOMOGUNEN JOKEH UMETb U3MepuUTenbHOe 06opyaoBaHWe, KOTOPOe A0MKHO
OblTb KanubpoBaHo, a ApyrMe MexaHUKU MOTyT MpPOBOAWUTL TONMbKO MPUBM3UTESNbHbIE M3MEpeHus Ans
onpenerneHnsl rnokasaTenen U He WUCMONb3oBaTh Takoe 06OpyAoBaHWe ONS MOATBEPXOEHWUS KOHKPETHOM
XapaKTepuUCTUKK kavecTBa. Takoe o6opynoBaHWE, NO BCEW BEPOSITHOCTU, HE TpebyeT kanMbpoBKK, OQHAKO
ero criefyeT NogaepxmBaTh B paboyem COCTOSIHUM B MPUEMIEMbIX YCIIOBUAX ANS SKCyaTauum.

BonbLMHCTBO MPOU3BOACTBEHHBLIX W CEPBUCHbIX BWMOOB AEATENbHOCTM MMEET W3MEPUTENbHOE
obopynoBaHue, Tpebytoliee KanubpoBku, U apyroe obopynoBaHue, Tpebytollee He KanmbpoBKW, a TOMbKO
06bl4HOrO 0B6CnyXMBaHUSl. Y HUX Takke MOXeT OblTb KOHTpONbHOe 06opynoBaHWE, KOTOpPOe [OSIKHO
NpoXoauTb Banugauuio.

OpraHu3aums gomkHa caenaTb OnMcb N3MepPUTENBHOIO U KOHTPONbLHOTO 060PYL0BaHNS, KOTOPOE OHa
UNn ee COTPYOHMKN WCMONb3YKT, U ONpedenqTb, Kakue eavHuubl obopygoBaHus TpebyloT KanmbpoBku
(BMecTe co cTeneHbld HEeOoOXoOAMMOW TOYHOCTM), a Kakve - Banvgaumm. 3aTemM MOXHO paspaboTtaTb u
BHEAPUTb NpoLeaypy ynpasreHus, KanMbpoBKU 1 BanuaaLuu.

MHorne Bugbl N3MEPUTENTbHOIO N KOHTPOJIbHOIO O60pyﬂ,OBaHI/IF|, a TakKkkKe CUCTeMbl /J,e|7ICTByI'0T C
npuMeHeHnem nporpamMmmHoro obecneyveHnsa n aBnaATCA ynpasnaemMbIMn. I'IporpaMMHoe obecneyeHne He
beHKLI,I/IOHMpyeT no Bone cny4yad, OHO OOJIKHO ObITb ynpasndemMbiM U nNoaoTBepPXOaTbCA Ha COOTBETCTBUE
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YCTaHOBJIEHHbIM Mpoueaypam, obecneynBaoLwLm npoaoJrkeHmne ero npaBuiibHOrro (*)yHKLI,I/IOHI/IpOBaHI/Iﬂ.

7.9 KommeHTapuu, 4yactb 9. MOHUTOPUHI, U3MEpPEHME U aHanu3
7.9.1 UpeHTudmumpoBana nu Bawa opraHM3auus KOHKPeTHbIe acneKkTbl, KOTOpble Heo6xoanMMo
M3MepsaTb Ans obecnevyeHuss COOTBETCTBUA NPOAYKLUUN?

B uyactm 1 BOMpocoB pacCMOTPEeHbl acnekTbl KadecTBa MPOAYKUMM W MNO3ULUN Ha pPbIHKE,
HeobGxogumble ansa obecneyeHus cooTBeTCTBUS TpeboBaHuAM noTpebutenen. B vactm 9 npeanaraercsa
NPOAEMOHCTPUPOBaTL AOCTUXKEHWE 3anfaHMpOBaHHbLIX Lienen n 3agad B obnactn kayectBa Ha npumepe
BaLlen NpoAYKLUN N NPOLLECCOB.

MnaHnpoBaHne NPOAYyKUMM UMK YCIYr U COCTaBIeHNe COOTBETCTBYIOLLMX NMaHoB B 06nacTi kavectsa
Heobxoaumbl ansi obecneveHuss Ux peanusaumn. HeobxoOumble XapakTepPUCTUKU KayecTBa MPOAYKLWM,
ABMAOTCA 1M OHW (PU3UYECKMMU UNW MMEIOT OpYrMe KayecCTBEHHble CBOWCTBA, CregyeT U3Mepsitb Osis
onpeaerieHnst CTeNeHn COOTBETCTBYMS FOTOBOV NPOAYKLMW 3anfiaHpoBaHHbIM pesynbTaTtam (7.4.1).

MN3roToBUTENN MOryT NOATBEPAUTL COOTBETCTBME CBOEN NMPOAYKUMM YCTAHOBMEHHLIM TpeGoBaHusIM,
ncnonb3ys Ans 3TOr0 XOPOLWO WM3BECTHble MnM oblienpuHATble MeToabl. HemHorme nposangepbl ycnyr
MMEIT aHanorndHble MeTodbl ANnA noATBepXAEeHUA TOoro, 4Tto UX ycnyrm oTBedaroT YCTaHOBJIEHHbIM
TpeboBaHusM.

B kavectBe npuvmepa CepBUCHOW OpraHM3aumu, KOTopask He KOHTPOMNMPYeT KayeCTBO YCNyr, MOXHO
npmMBecTM TenedOoHHbLIN LEHTP, KOTOpbIN AenaeT BCe BO3MOXHOE ANA onpegeneHus 3pdheKTUBHOCTH
coTpyaHukoB. Llenbio Takow paboTbl ABMASETCA NOfyyYeHue CTaTUCTUYECKUX AaHHbIX, HeobxoaumMbix Ans
yrydlweHnsa cTeneHn yaoBneTBopeHus noTpebutenen. Ecnv Bawe nnaHuMpoBaHWe kavecTBa SBRsSieTCA
MOMHbIM, Bbl MOMYyYUTE WAEHTUMMKALMOHHbIE U3MepAeMble XapakTepUCTUKWA KayecTBa CBOEW YCNyru u
pa3paboTaHHble MeTOAbI ANS UX U3MEPEHMS.

7.9.2 UpeHTncpmumpoBana nu Bawa opraHuM3auusi obliuve uUenu U 3agayuvm ANA CUCTEMbI
MeHemKMeHTa KayecTBa?

MonuTnky M uenn B obnacTn kadecTBa yCTaHaBMMBAKT B PYKOBOACTBE MO kadecTBy. B vactu 1,
Bonpoc 8, paccMOTpeHbl Lenn 1 3agaydn, KoTopble AOMKHbl OblTb AOCTUTHYTLI opraHusaumen. MeHeoxepbl
OOMMKHbI OblTb CMOCOGHbI MPOAEMOHCTPMPOBAaTL METOAbl, KOTOPblE OHM MPUMEHSIIOT ANS KOHTpOns WU
namepeHns 3peKTUBHOCTM OOCTUXKEHMS Lienel B obnacTn kavectea. CucremMa MeHedkKMeHTa kadecTBa
OOIMKHa AaTb n3mMepsieMble pesyrbTaThl, paboTatolme Ha 6naro opraHnsaumMm U KOMNEHCUpPYOLWME pacxoabl
N ycunusi, HeobxoauMble ANS BHEAPEHUS U NoaAePKaHUS CUCTEMbI B paboveM COCTOSIHUN.

Bbiclwee pykoBOACTBO [AOMKHO OydeT oxapakTepusoBaTb [OOCTMXeHMss B obnactu kayecTBa B
npouecce ayauta (npoBepku). AHanua co CTOpPOHbI pykosoacTBa (7.3.9) npegoctaBnsieT BO3MOXHOCTb
onpegenuTb, AOCTUMMNA UMM HET Balla CcucTeMa MeHeXMeHTa KayecTBa uenen u 3agjad, KoTopble Bbl
yCTaHoBWMM Ans Hee (cm. 7.1.8).

7.9.3 Ectb nu y Bawen opraHnsauum npouecc MOHUTOPUHra, M3MEPEHUs WU aHanusa
yAOBIEeTBOpPEeHUsi noTpedéutena?

B cooTtBeTCcTBMM C TpeboBaHMAMM HACTOSILLEro cTaHAapTa opraHv3auusi OofMkHa "KOHTPOnMpoBaTb
MHGOPMALIMIO, OTHOCALLYKCA K MHEHUIO NOTpebuTenelr O TOM, YAOBNETBOPSIET N OpraHusaums ux
TpeboBaHua". lMonyyeHHy B pe3ynbTaTe UMHPOPMALMIO aHaNM3MpPYT A8 NPUHATUS COOTBETCTBYOLLMX
JencTBun.

Y[OoBneTBopeHne noTpeduTens aensaeTcs abcTpakTHbIM NOHATUEM, U MHOTUE OpPraHn3aLumn NbiTaTcs
KOHTpONMMpoBaTb €ro nocpeacTBOM MpocCrexMBaeMocTn xanob noTtpebuTtenen, crny4yaeB BoO3BpaTa
NPOAYKUMN W aHamNornyHbIX MPOSIBNEHUA HeyOOBNETBOPEHHOCTU noTpebutenen. ITOro HegocTaTouvHo,
MOCKOJSbKY OTpaXkaeT OfHY CTOPOHY (HEraTUBHYIO) pearnbHOM CUTyauun.

Bo WMHOrmx opraHuMsauuax [AeWCTBYOT O4YeHb CrOXHbIE CUCTEMbI YNpPaBIiEHUSA npoLeccamu,
OCYLLECTBMAKTCA Nporpammbl NOArOTOBKM M OOy4eHWss M co3gaHa KynbTypa OTIIMYHOTO KayecTBa B
cootBetctBUN ¢ TOCT P NCO 9001. HekoTopbix notpebutenen MOXeT WHTepecoBaTb Balla cucTema
MEeHeKMeHTa KadecTBa, OOHAKO B AEWCTBUTENbHOCTU MHOMMX U3 HWUX UHTepecyeT TOMbKO MnonyyeHune
NpOAYKUMN yOOBNETBOPUTENBHOIO KavyecTsa.
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MHorve opraHusauumn CTpemdaTcd nonyydntb obpaTHy KHOpMauuMio OoT notpebutenein, 4TOObLI
NPeABOCXUTUTL UX U3MEHSOLWMECS NOTPEOHOCTU U BOCNPUATUS. YIydlleHne NpoayKLuMM U HOBble BUAbI
NPOAYKUMM MOTYT MNPOU3BOAUTLCA A obecrnedeHust NOTPeOHOCTEN pbiHKA MO Mepe W3MEHEHUs Wnu
3BOSIOLUNM OXMAaHWI NnoTpebutenen.

yﬂ,OBJ’IeTBOpeHVIF-I I'IOTpe6VITeJ'Iel7I AOoCTuUraroT npun wuHTEerpauunm Tpex CcocTaBAlWNnX. OHu Gbinu
Vlﬂ,eHTVIq:)VILWIPOBaHbI KaK:

- OpraHM3auunoHHbIe NPOLIECCHI;
- Ka4eCTBO BbINOMHEHUS paboTbl COTPYAHUKAMM;
- UHbopmMauus.

Cuctema MeHemKMeHTa KayecTBa YynpaBnseT OpraHuW3auuMoHHbIMK MpoLeccaMm W KavyeCTBOM
BbIMOSIHEHNA paboTbl COTpyAHUKamn. NHdopMauns nnm AaHHble, Kacawwuecs BOCNpuATM notpebutens,
HeobxoauMmbl ANA yNydlleHns npouecca W MOAroTOBKM COTPyAHMKOB. [pyn obbeanHeHun npoueccos,
KavecTBa BbIMONHEHNss paboTbl COTPYAHMKAMU U AaHHbIX NOTpebuTeny nonyyaT NPOAYKUMIO, KOTOPYHO OHM
XOTAT, U Lenun yaosneTBopeHus notpebutenen 6yayT OOCTUTHYTHI.

Heobxoanmo oTMeTUTb, YTO MOCTOSHCTBO MOTpebuTenen asnsieTcsa Gonee BaXXHOW COCTaBMSOLLEN
Npmbbinu, Yem JOoNsA y4yacTusi Ha pbiHKe, U 5%-Hoe yBennyeHue npegaHHOCTU MOXET YBENUYUTbL pasmMep
npmbbInn ot 25% Ao 85%.

FTOCT P WNCO 9001 paspewaetr Kaxgon opraHusaumm onpeaenntb MeTOAbl MONy4YeHust u
MCnonb3oBaHMs WMHGOPMauMK, KoTopas MM Heobxoouma AOns yAoBneTBopeHuss noTpebutens. Kaxpas
opraHu3aums gorkHa onpegenutb Hanbonee adhPeKTUBHBIN METOA, YCTAHOBMB BHavane, Yto HeobxoamMmo
3HaTb W KaK 3TO Nony4uTb (cm. 7.2.3).

7.9.4 EcTb nn y Bac nnaH BHYTPeHHEeWN NpoBepKu?

BHyTpeHHVe ayauTbl (MpoBepkn) Heobxoaumbl Ansg obecneyveHns 3PEPEKTUBHOCTA M aKTyanbHOCTM
cucTeMbl MeHemKMeHTa kavecTBa. KayecTBO He sBNsieTC OTBETCTBEHHOCTLIO TONbKO HECKONbKUX NIOAEN,
Kaxdbli OOS/PKEH urpatb CBOK ponb. K coxaneHuio, CywecTByeT TEHAEHUUSI K WIHOPUPOBAHMUIO WMn
OTKITOHEHMIO OT 3anflaHUPOBAHHbLIX MpoLeayp MO MPOLIECTBMM BpemeHu. [pouecchbl BHYTPEHHEro ayamta
(MpoBepkM) NO3BOMSKT BbIACHUTb, HACKOMBKO XOpPOLWO COTPYAHUKM COOMAalT  YCTaHOBIEHHbIE
npouenypbl. He ucknioyaetcs HeobxoaUMOCTb B nepeonpeaerneHn NpUMeHeHUsa Npoueaypbl v gaxe B
€e W3MEHEHUN [N OTPaXEHUSA YMyYlWEeHUss Unn HoBbIX MeTodoB. OCHOBHbIM MPUHLKMOM sIBRSIETCA
cobntogeHne OCHOBHOTO Mpasuna "roBopwu, 4Yto genaews" u "genamn, 4to rosopuLlb”.

B cootBeTcTBUM ¢ TpeboBaHuamu TOCT P MCO 9001 ans npouecca BHYTpEHHEN NPOBEPKN KayecTBa
HeobxoAMMO co3gaTb  OOKYMeHTanbHO OdOpMAEHHY0 npoueaypy. bonblwMHCTBO — opraHusauun
NMOAeHTUULMPYIOT U NPOBOASAT MNOATOTOBKY COTPYAHWKOB AMS BbINOMHEHUS BHYTPEHHMX NPOBEPOK KavyecTBa
Kak 06s3aHHOCTH, Tpebytowen HenonHoro paboyero gHs. Npouecc BHYTPeHHeN NPOBEPKU KavyecTBa MOXKHO
BKpaTLe oxapakTepu3oBaTb criegylowmm obpasom:

- MNaHupoBaHWe 1 onpegeneHue paboymx obnacTten, nognexalumx NpoBEpPKe;

- aHanni3 COOTBETCTBYHOLUMX pe3ynbTaTtoB MNpPOBEpPKU, MNOJNyd4eHHbIX B nMpouecce npeablaywmnx
NPOBEPOK, N COOTBeTCTByI'OIJJ,eﬁ MH(bOpMaLI,VII/I No Ka4yeCTBY BbINOJIHEHUA pa60T;

- npoBedeHNe MpPOBEPKU C OpueHTauuel Ha noflydyeHne OBBbEeKTUBHBLIX [0Ka3aTenbCTB, aHanus
3anuncen 1 1OKYMEHTOB;

- MOAroTOBKa OT4YeTa O NPOBEPKE;

- BepudukaLumsa npoBeaeHNss HEOOXOANMbIX KOPPEKTUPYIOLLMX AENCTBUN.

PesynbTaTtbl NpoBEpKkU paccMaTpmBaloTCs B MpoLecce aHanusa co CTOPOHbI pykoBoAcTBa (cm. 7.3.9).
MapannensHo ¢ 3TUM PYKOBOACTBO, Kak MpaBwmno, yTBepxaaeT nnaH npoBepku. AyauTopbl paboTaiT Ha

OCHOBaHWUN NMOSTHOMOYMI N NOAYMHSAIOTCSA BbICLLEMY PYKOBOACTBY.

7.9.5 EcTb nu y Bawen opraHusauMm [OOKyMeHTanbHO od)opMrieHHas npouegypa Ans
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ynpaBneHusi HeCOOTBETCTBYHOLEN npoaykunemn?

Kaxabin npouecc unMmeeTt onpenersieHHyr CcrteneHb WU3MEeHEeHUA pe3ynbTaTa. HeKOTOpaﬂ CTeneHb
M3MEeHEeHNA [OOJDKHa npeanofiaratbCA U ABJIIAETCA €CTECTBEHHON, OAHaKo nepnogn4eckmn M3MeHeHue
npesbillaeT ,El.OﬂyCTVIMbIVI npepnern. B atom cny4dae npoaykuuna cHnutTaeTcAa HeCOOTBeTCTBleU.leVI.

B cootBeTcTtBMM ¢ TpeboBaHuamu TOCT P NCO 9001 opraHmnsaums AormkHa UMETb AOKYMEHTasrbHO
0hOPMIIEHHYIO NpoLEeaypY, ONUCLIBAIOLLYHO, KaK AEeACTBOBaTh B Criy4ae Npon3BoACTBa HECOOTBETCTBYHIOLLEN
npoaykuun. Bo MHOrmMx crny4asix oOwue HecoOoTBETCTBUS MAEHTUUUMPYIOT, U 3aTeM NnaH KadecTBa
obecneuynBaeT npeacTaBrneHne MHCTPYKLUMIA, HEOBX0AMMbIX AN YyTUIM3aunn.

HecooTBeTCTBYIOLLYIO NPOAYKUMIO cneayeT uaeHTnudunumpoBaTb, YTobbl NpeaynpeauTs ee nepexoq K
cnegywoollemy npoueccy B LMKNe nNpou3BOACTBAa U 0BCnyxuBaHWss u 0cCoBeHHO - K noTpebutento.
HecooTBeTcTBYyIOWAsA npoaykums TpebyeT nNpuHATUS COOTBETCTBYIOLUMX OEWCTBUWA, TOCKOSbKY ee
NMPOU3BOACTBO CBSA3aHO C pacxodamu, KOTOpble [OJPKHbl OblTb MUHMMM3MPOBAHbI B  MakCcUMarbHO
BO3MOXHOW CTEMNeHMU.

VaoeHTudukauma u ynpasrneHne Takon HECOOTBETCTBYIOLLEN NPOAYKLMEN, KaK AeTann U YyCTPONCTBA,
He NPeACTaBnsioT, Kak NpaBuo, Npobnem B TeYeHne Npon3BOACTBEHHOMO NpoLecca, ogHako NpobrneMHbIMU
SABNAIOTCA MAEHTUUKALMA N ynpaBrneHue MNOCTaBKOW HECOOTBETCTBywLWEen ycnyrn. MHorve ycnyrm He
UMET U3MEPSEMbIX KaA4YeCTBEHHbIX CBOWCTB, KOTOPblE MOryT MNPOSBMTLCA Kak HECOOTBETCTBYIOLLME.
MpoBangepbl ycnyr OOMKHbI ONpeaenvTb COOTBETCTBYKOLLME METOAbl MAEHTUdUKaUMM, NO3BONSALLME
onpenenuTb, Korgaa npousownu cbon, CKOPPEeKTUpPoBaTb WX W BKMOYMTbL CUTyauuMl0 B 3anucb Ans
yny4LleHus.

7.9.6 EcTb nu y Bawen opraHusauum npouecc cbopa MHcgpopmauum M aHanusa AaHHbIX gns
onpeaeneHus cteneHyn yaoBneTBopeHus notpeéurens?

OnpegeneHve cTeneHuW YAOOBMETBOpPeHWs noTpebutens paccmatpumsaeTcad B 7.9.3. [aHHble wu
nHdopmaums, nosnydyeHHble B pesynbTaTte aHanu3oB YAOBMETBOPeHWs notpebuTtenen um conyTcTByoLLen
AesaTenbHOCTW, criegyeT oueHuMBaTb Mo dopme, KoTopasd MoXeT ObiTb BKMOYEHa B aHanu3 CO CTOPOHBbI
pykoBoacTBa. HeobpaboTaHHble OaHHble 4acTo MpeacTaBnsiloT B rpadmyeckoM Buge A8 UNMCTpaumm
TEHAEHLUMIN 1 cpaBHUTENbHOW MHOpPMaL MM, NOMorapLLer PyKoBOACTBY OLEHUTb pe3yrbTaThl.

7.9.7 EcTb nu y Bawen opraHusauum npouecc cbopa nHcopmMauum U aHanumsa AaHHbIX Ons
onpeaeneHusi ypoBHs COOTBETCTBUA NpoaAyKLMnU TpeboBaHUAM KayecTBa?

CyluecTByeT 6onbluoit 06beM MHGOPMaLMK ANs onpeaeneHns AOCTKEHUS] KayecTBa NpoayKUMN Unn
ycnyr. HecooTBeTcTBMe npodykuuv unu ycnyr obecneumsaeT nonydyeHue MHdopmMauum o6 M3MEHEHUAX
npoueccoB. Bcsi obpaTtHas uvHGopmauuss noTpebutenei, Kacawllascs 3KCMiyaTauMOHHbIX CBOWCTB
NPOAYKUMW, FapaHTUAHbIX CPOKOB, BO3BPaTOB MPOAYKUUM M MPOAAXM 3anacHbiX 4acTel, yKasblBaerT,
HaCKOINbKO XOPOLLIO MPOAYKLMS OTBEYaeT YyCTaHOBMNEHHbIM TpeBoBaHuUAM. OTV AaHHble CrieayeT oLeHUBaTb U
npeacTaBnaTe B YOpMe, KOTOPY Nerko MoHMMaeT PYKOBOACTBO, OCOBEHHO B Mpolecce aHanusa co
CTOPOHbI PYKOBOACTEA.

7.9.8 EcTb nu y Bawen opraHusauum npouecc cbopa nHcdopmMauum n aHanmsa AaHHbIX ONs
onpeaeneHusi ypoBHSA pe3ynbTaTUBHOCTU npouecca?

laHHble, Kkacalowuecs pes3ynbTaTUBHOCTM MPOLecca, MOXHO MofydYuTb B pesynbTaTe aHanusa
nsgepxek NpPou3BOACTBa, MNPOAOIKMTENIBHOCTM LIMKMIOB, NPOCTOs 06OOpyAoBaHMS W ApPYrMxX COObITUM,
OTNMYAIOLLUMXCA OT OXuAaemblX WM 3annaHMpoBaHHbIX CcoGbITUIA. [lpoueccbl 0GCNYXUBAHUA WUMET
3annaHMpoBaHHble COBLITUS U XapakKTepUCTUKWU, KOTOpble AOMKHbI MPOXOAMTb B MOcnedoBaTenbHOCTY,
obecrneumBatollet oxuaaemble pesynbTaTbl. Ecnv nocnegoBaTensHOCTb HapylleHa UMW He 3aBeplueHa,
cUTyauust 4OMKHa BblTb 3anucaHa, a AaHHble - NpoaHanMaupPoBaHbI.

7.9.9 EcTb nu y Bawen opraHusaumm npouecc cbopa nHcdopmMauum u aHanmsa AaHHbIX ONs
OLIEHKN YPOBHA pe3yribTaTUBHOCTM NocTaBLuMKa?

Pe3ynbTaTMBHOCTb MOCTaBLUMKA SBNSETCSH BaXKHbIM BOMPOCOM ANsi GOMbLIMHCTBA OpraHv3auun u
pewarowmum ans MHOrMx w3 Hux. B vactm 6 paccmoTpeHbl B3avMOOTHOLUEHUS C MNOCTaBLUMKAMW.
WHdopMaLmnio 0 pesynbTaTMBHOCTU MNOCTABLUMKOB COBMPatOT NoCre NonyvyeHnss OTrPYKEHHOW NPoayKUMK U
NpOBEPKN COOTBETCTBMA TpeboBaHMAM kadvecTBa. lMocTaBka B CPOK W Apyras WHdopmaums Moryt 6biTb
npoaHanuanpoBaHbl A58 KOHTPOA obLen pe3ynbTaTMBHOCTY NOCTaBLUMKOB (CM. 7.6.10).
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KpyrnHble KoMnaHwWu, BKIoYasi aBTOMOGMIIbHbIE, a3pPOKOCMUYECKME W  TeneKOMMYHUKALMOHHbIe
opraHusauuu, paspabaTbiBaloT BCECTOPOHHWE MPOLECChl OLEHKM W YyNpaBreHus [OesiTeNbHOCTbIo
MOCTaBLUMKOB, MO3BOMSIOWME MM CpPaBHMBATb pPe3yNbTaTMBHOCTb MOCTABLUMKOB W CrocobCcTBOBaTb
yryJylleHvio ux gestenbHocTM. [lpogomkaowascs TeHOEHUMs Ha 3akynky (y Apyrux opraHusauui)
HEOCHOBHbIX BMAOB paboT 3HAYNTENBHO MOBbILIAET 3HAYMMOCTb M BaXKHOCTb cOopa M aHanusa AaHHbIX O
NoCTaBLLMKaX.

3akynoyHasi LeHa maTepumanoB W YCNyr NOCTaBLUMKOB MOXET BMMATb Ha TO, Kak XOpOLIO Balua
opraHusaumsi BbINOMHAET NOCTaBMeHHbIE Nepen HeW uenu, U Ha yaosrneTBopeHue notpebutenen. AHanus
OaHHbIX O MOCTaBLUMKaxX MOXeT MpeAcTaBnsiTb COMOCTaBfeHUe Ux pes3ynbTaTMBHOCTM C  OpYrumu
nocTaBLUMKaMN aHanorMyHon npoaykuun. PyKOBOACTBO MOXET NPeanpuHATb OENCTBUA NO pesynbTatam
NPoOBEOEHHbIX aHanNn3o0B.

7.9.10 EcTb nu y BaweW opraHusauMm nraH MOCTOAHHOrO YIyulleHUA BaweWl CUCTeMbl
MeHeAXXMeHTa KayecTBa?

O6nactb npumeHeHns TOCT P NCO 9001 BkntoyaeT TpeboBaHMe "MOBbILEHNS YOOBETBOPEHMS
notpebutenen nocpeAcTBOM IPPEKTUBHOIO MPUMEHEHMS CUCTEMbl MEHEMKMEHTa KadvecTBa, BKMYasi
Npoueccbl MOCTOSIHHOro ynydwexnus cuctembl”. TMyHkT 8.5.1 "lNMocTosAHHOe ynydweHue" ycTaHaenueBaet
HeobX0AMMOCTb MOCTOSHHOIO YMy4lleHUs CUCTEMbl MEHEMKMEHTa KavecTBa U uMaeHTUduumnpyeT MHorue
WNHCTPYMEHTbI CUCTEMbI, KOTOPbIE MOTYT ObITb NMPUMEHEHBI.

B pasgene "Beegenue" k FOCT P MCO 9001 onmncaH npoLeCCHbIN NOAXOA K MEHEDKMEHTY KayecTBa
C 3asiBMEHUEM, MNOOYEPKUBAIOLIMM BaXHOCTb MOCTOSIHHOTO YIyYLEHUs MPOLECCOB, OCHOBaHHOrO Ha
0OBEKTUBHOM M3MepeHnU, 1 KpaTko onncaH Mmetog "Plan-Do-Check-Act" (nnaHmpoBaHue, ocyllecTBneHue,
npoBepka, AENCTBUE), UCMONb3YEMbIV ANs YIy4LIEHUs] NPOLIECCOB.

Bonbloii 06beM MWHGOPMaUUK, UCMONb3yeMbI ONs  NAaHMPOBaHWS  YIydlleHWsl, sIBMsieTcs
pe3ynbTaToM aHanmus3oB, KOTopble Obiv NPOBeAEeHbI U ONMcaHbl B BOMpocax Yactu 9.

CyliecTByeT MHOMO WHCTPYMEHTOB M METOAOB, OMWCAaHHbIX B NUTepaType, KOTopble MOryT ObITb
NPUMEHEHbI ANs yNydlleHns pe3ynbTaTUBHOCTY NPOLLECCoB U cuctem. HekoTopble Hambonee ahdekTnBHbIE
MeToAbl BO3HMKNN B pe3ynbTate (PyHKLUMOHMPOBAHUS CUCTEMbI KOMMIIEKCHOrO MeHeAXXMeHTa kadectea. OHu
noaoYepkuBaloT HeobXOAMMOCTb BOBIEYEHUS COTPYAHMKOB BCEX YPOBHENW B MPOLIECCHI  YryylleHMs,
npusHaBasi, YTO AW, KOTOPblE BLIMOMHAT paboTy, 3HAOT O Hel Gonblue, Yyem KTo-NMMbGO Apyron B
opraHusauum.

7911 EcTtb nu y Bawen opraHusauMm [OOKyMeHTanbHO odopMiieHHasas npoueaypa,
obecneunBalolas NnpoBeAeHUe KOPPEKTUPYIOLWUNX OEACTBUMA OANSl YCTPaHeHUS OCHOBHOW MPUYUHbI
npobnem?

KoppekTupytoline [OeUCTBUS NPOBOAAT AN MPeayrnpexaeHus MOBTOPEHMs  CYLLEeCTBYHOLLEN
npobnembl. Koppektupylowue OeUCTBUS HEpeako WUCMONb3YyT ANS pelleHus npoGremM, CBSI3aHHbIX C
HEeCOOTBETCTBUEM MPOAYKLIMU, OOHAKO OHU HE OrPaHWMYMBAIOTCS! TOMBKO 3TUM Y3KMM BUAOM OESTEeNbHOCTY, a
pacnpocTpaHsalTCa Ha anobbl noTpebuTenei, peleHne npobnem ¢ nocraBlMKaMu, OTYETbl MO
pe3ynbTatam ayauvTa M BCe Opyrve cuTyauuu, Korga UMeEKT MECTO OTKMOHEHWUst OT 3annaHWpOBaHHbIX
YCIOBUM.

B cooteetctBuM c TpeboBaHmamn TOCT P NCO 9001 opraHu3aums LOMPkHA UMETb npouenypy B
NMMCbMEHHOW OopMe UNU [OKYMeHTanbHO OQOPMMEHHYKD ANS OnucaHus MpoLeccoB MpoBeAeHUs
KOppPEeKTUpYOLWNX OeNCTBUN, KOTOPbIMU crieyeT pyKoBOACTBOBaTbCS. [poueaypa OOMmKHa ONUChIBATb, KTO
noeHTUULUMpYyeT BO3MOXHOCTU ANA MPOBEAEHUS KOPPEKTUPYIOLLMX OEWCTBUA, Kak WMX OOopMnATb
OOKYMEHTarbHO 1 Kakue AeACTBUS NpeanpuHMMaTh Ans ux BHegpeHus (cm. 7.2.8).

KoppekTupytoLne AencTBusi ABMSOTCA OCHOBHbIM MHCTPYMEHTOM CUCTEMbI MEHEIXXMEHTa KayecTBa
ONA OOCTWKEHUS YNYYLLEHWUs, OOHAKO MX cledyeT NPoBOANTb PELLUMTENBHO U NpaBunbHO. KoppekTupytoLimne
W npegynpexpawlime OeWCTBUS SIBMSOTCA NEPBOCTENEHHbIMM MyHKTaMU Afsi BKIOYEHUS B aHanu3 co
CTOPOHbI PYKOBOACTBA.

7912 Ectb nu y Bawen opraHusauum p[OKYMeHTanbHO odopmMieHHas npoueaypa,
obecneunBalollaa npoBeAeHUe AeUCTBUMW, npeaynpexnarwmx BO3HMKHOBEHUE NOTEeHUUanbHbIX
npobnemM, KoTopble MOryT MNPUBECTU K HEHYXHbIM 3aTpataMm W HeyAOBNEeTBOPEHHOCTU
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noTtpeb6utenen?

Mpenynpexaatowme OeiicTBUMS NPOBOAAT B MEpBY0 ovepenb ANS NpeaynpexneHns noBTOpeHUs
noTeHumnanbHol npobnemsl. Mpegynpexaatolwme AenNcTBUS SBMASIOTCA OCHOBHBIM MHCTPYMEHTOM CUCTEMbI
MeHeKMeHTa kadecTBa. [poGnembl, KOTOpble MOFyT MOBMMSTb Ha MPOW3BOACTBEHHbIE pe3ynbTaThbl,
MPOAYKLMIO, NPOLIECChHI, YOOBIIETBOPEHME NOTPEOUTENEN 1 caMy CUCTEMY MEHEI)KMEHTa KayecTBa, criegyeT
npegynpexgatb B MakCMManbHO BO3MOXHOW cTeneHu. PyKoBOACTBO, Kak MpaBWUio, HAaCTOMBbKO 3aHSATO
pelleHneM TekylmUX MpoBnemM, YTo y Hero HeT BPEeMEeHM UMM OHO He 3HaeT, rae uckaTb M oXuaaTb
BO3HVKHOBEHMUS NOTEeHLManbHbIX NpoGnem.

Cunctema MeHemKMeHTa KavyecTBa U MpoBedeHue OpYrux U3MepeHun kadectBa paboTtbl obecneuvar
nonyyeHve 6onbworo ob6bema nHdopmaumm o0 TOM, rae UMErTCH HEOOCTATKU UMK rae ecTb 3HAaYUTENbHbIE
N3MEHEHNs1 OT MNPUEMSIEMbIX YPOBHEW KavecTBa BbINOMHEHUss paboTbl. OTKNOHEHUE sBnseTcs
CTaTUCTMYECKNM TMOHATUEM, OAHAKO €ro MNPUMEHSIIOT MpPakTUYeckM BO BCEX Mpoueccax opraHusauuu.
JKanobbl notpebutenen u Heynpaensemble MPOLECCHl SABMANTCA HexenaTtenbHbiMn. B 0boux criyydasx
onTUMarnbHbIA pe3ynbTaT cregyeT CpaBHMBATb C YCTAHOBIEHHOW LEnbio, CTaHAAapTOM WU 3TanoHOM.
MpuHATHE OEeNcTBUA NMO3BOSNUT BEPHYTLCS OT M3MEHEHMSI K HEOOXOOMMOMY YPOBHIO, a npeaynpexajatoLime
OENCTBUS HEPEAKO HeOOXoauMbI AN noaaep)KaHnsa 3TOro ypoBHs. [ns 3TOW Lenv 4acTo UCMONb3YT LMK
"Plan-Do-Check-Act" (nnaHmpoBaHwue, oCcyLLeCTBEeHNe, NpoBepKa, AeNCTBHe).

Mpoueccbl NpoBeAeHUS KOPPEKTUPYIOLWUX U Npeaynpexgarolmx JENCTBUN ABMSIOTCSH, KaK NpaBuno,
aHanorM4yHbIMW, M MOXHO UCMNOMb3oBaTb OAHY AOKYMEHTanbHO OMOPMMEHHYI0 npoueaypy Ans oboux
MPOLECCOB C y4€TOM BXOAHbIX AaHHbIX MU CPOYHOCTM NpoBeAeHns gencreun (cm. 7.9.6-7.9.10).

7.10 KommeHTapuu, yactb 10. BHeapeHue Ballen cucteMbl MeHeAXKMeHTa KayecTBa
7.10.1 PykoBoacTByeTCs Nu cucTemMa MeHeOKMeHTa KayecTBa BalleM opraHvM3auum BOCEMbIO
NPUHLUUNAMM  MeHeAXMeHTa KayecTBa, OPUEHTUPYKLWMMU PYKOBOACTBO OpraHvsauum B
HanpaBJieHUM yIy4lleHUA KayecTBa NPOAYKLUU U YCNYT U pe3ynbTaTUBHOCTU npouecca?

BoceMb MprvHLMNOB MEHEeLKMEHTa KayecTBa SIBMSIIOTCS OCHOBOW YCMELUHO OENCTBYIOLWEN CUCTEMDI
MEHEeKMEHTA, OPUEHTUPYIOLLENCA HA kavyecTBO. BaXXHO MOHMMaTbL 3T BOCEMb MPUHLMMNOB U 3HATb, KaK UX
ncnonb3oBaTh NpM CO34aHWUN Ballen CUCTEMbI MEHEO)KMEHTa kayecTsa (cM. 7.1.6).

BHegpeHne cnucTemMbl MEHEeOXMEHTa KavecTBa 4acTO pacCMaTpyBalOT Kak MPOEKT C MEHeOXepoMm
npoekTa, KOTOpbIA OOMKEH BXOOUTb B COCTaB rPynnbl PYKOBOACTBA OpraHusauumn. Y MeHemkepa npoekta
OOMmkHa ObITb B NOAYMHEHMM Tpynna BHEOPEHMS, B COCTaB KOTOPOW BXOOAT NPEACTaBUTENMW OT KaxKAoro
nogpasgenexHns opraHusaumn. Onsi TonkoBaHus TpeboeaHui TOCT P NCO 9001 u okasaHMsi MOMOLLM
MEeHeXepy MpoeKTa MOXHO MONb30BaTbCs YyCryraMu KOHcynbTaHTa. MeHemkep npoekta u ero rpynna
BHEAPEHMS1 OOMKHblI ObITb 3HAKOMbl C MnpoueccamMn U BuAaMn OeATEeNbHOCTM OpraHusauum, a Takke
NoHMMaTb BOCEMb MPUHLUMNOB MEHEeMXKMeEHTA kadecTBa U TpeboBaHuin FTOCT P MCO 9001.

Heobxogumo paspabotatb nnaH npoekra C rpadukoM, yCTaHaBNMBAKOLWMM BbINOMHEHWE MHOMMUX
BMAOB paboT B paMkax npoekta BHeapeHus (cm. 7.1.5).

pynna BHeOpEeHUsa OOImKHa NpOoaHanM3npoBaTh CYLLECTBYHOLLYO CUCTEMY MEHEOXKMEHTa Ha npeameT
onpeneneHnst HacTosILLEro YPOBHSI KayecTBa NpoAyKUMM U yCnyr n paboumx MeTodoB OO onpenerneHus
OCHOBbI CUCTEMblI MeHeoXMeHTa kadectBa. Cuctema mMeHemxkmeHTa kadectBa Ha ocHose OCT P UCO
9001 pomkHa, HacKOMbKO 3TO BO3MOXHO, MCMONb30BaTb CYLLECTBYKOLME npouecchl. HoBble npoLuecchl,
TpebytoLme AONOMHUTENBHBLIX PECYPCOB, MOTYT 3afepXaTb BHEAPEHWE CUCTEMbI MEHEeMXMeHTa kadecTBa
Ha ocHoBe TOCT P MCO 9001, 1 nx He cnegyeT BKItoYaTb B CUCTEMY, ECNN B HUX HET HEOOXOAMMOCTM 4NN
obecneyeHuns cootTeeTcTBUS TpeboBaHmam FTOCT P NCO 9001.

Bbicliee pykoBOACTBO AOIMKHO obecneunTb MHAOPMUPOBaHME rPyNbl BHEOAPEHUST O LENsX NPOeKTa.
Llenn pomkHbl ObITb OCHOBaHbl Ha MOTPEOHOCTAX B YrNyyllEeHWM KavecTBa BbIMONHEHUs pabor,
3(pPeKTUBHOM MEHEQKMEHTE PUCKOB, ODECNEeYEeHN KadeCcTBa NPOAYKLMM UMK YCITyr, yny4dlweHun paboymx
METOLOB N BEPOATHOCTU cepTudukaumm Ha cootsetcTeme TpebosaHmam FTOCT P NCO 9001.

Cnegywowum warom aBnsieTcs naeHtTudukauma obbema M Tuna AOKYMEHTauMM B COOTBETCTBUM C
TpebosaHusmn [OCT P WNCO 9001 npuMMeHUTENbHO K KOMMETEeHUMM COTPYAHWKOB W MeToAam,
obecneunBaroumMm 3TU npouecchl. [pynna BHeapeHUa [OMKHaA WMAEHTUULMPOBATbL COCTaBUTENEn wnm
aBTOPOB pasnMyHbIX OOKYMEHTOB, MEepPCOHar, OTBETCTBEHHbIA 3a pasfnuuHble CTaguu BHEAPEHMSI U CPOKU
ucnonHeHunsi. CoctaBuTenn JOKYMEHTOB HECYT OTBETCTBEHHOCTb 3a BeleHMe U NepecMoTp CBOUX npouenyp
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nvnun I/IHCprKLI,MVI no aKcnnyaTtauunu.

Korga pa60Ta Haa OOKyMeHTaMu 3aBepuleHa, COTPYAHUKM AOOJDKHbl 3HAaTb WUX CcoAeplXaHue, Kak
BbIMOJTHATL npouenypbl U MHCTPYKUWUW MO 3KCnJiyataunn 1N Kak BeCTu 3anncu, KoOTopble HeobxoguMmbl. OHU
OOJDKHbI ObITb 3anHTepecoBaHbl B He3aMeOJIMTerIbHOM UX NPUMEHEHUN, 0CODEHHO ecnu npouenypbl nnn
MHCTPYKUMWM MO 3KCntyaTaunn ABndA0TCA HOBbIMU UMM OTITIMHAKOTCA OT npeablaywmx npoueccos 1 METOOO0B.

Cucrtema meHeaXMeHTa KayecTBa 6yp,eT NONHOCTbIO BHEApPEHa, Koraa BCe COTPYOHUKN CO3HATEs1IbHO
CTaHyT y4aCTHUKaMnN CUCTEMbI.

7.10.2 OcBegoMIeHbl 1M COTPYAHUKU Ballen opraHu3aumu o NofiMTMKe B obnactu KadyecTtBa u
conyTCcTBYHOLUUX 3afavyax B obnactu kayectea?

CoTpyOHUKM OOMKHbI 3HATb MONUTUKY OpraHM3aumu B oGnacTy kayecTBa U COMyTCTBYOLIME 3agayu
CUCTEMbl MEHEKMEHTA KauyecTBa, KOTOpble PacnpoCTpaHATCs Ha obLuMe U, B YaCTHOCTM, X COBCTBEHHbIE
yHKUMM 1 0BaA3aHHOCTU. HekoTopble opraHusaumn pasMeLLatoT CBOK MOSIMTMKY Ha [OCKe OObsBEHWUA U
UCNonb3yloT Apyrne cpeactsa MHopMauuy Ans NocTosiHHOW ee nonynspusaunn. COTPYAHUKU He OOMKHbI
3anoMuHaTh NONUTUKY B 06M1acTy kKayecTBa, OQHaKO OHW OOMKHbI 3HAThb, YTO OHa O3HA4aeT W rae OHWU MoryT
ee yBMOeTb.

7.10.3 MpoxoaAaAT N NOAroTOBKY COTPYAHUKU Ballen opraHusauuu AnsA BbINOJSIHEHUA paboThbl,
BIMAOLWEN Ha KaYeCTBO NPOAYKLUMU U yCNyr, U BeAeTe Nu Bbl 3anucu, noaTBepxaaowme 3t1o?

Heobxogumo BecTu 3anucu, nogTBepxaalolimMe KBanmUKauUOHHbIE HAaBbIKM W KOMMETEHLUIO
COTPYAOHVKOB, a Takke BuAbl paboT, KOTOPbIE OHW BLIMOMHAKT B COOTBETCTBUM CO CBOEN KBanvuduKauunen.
Heobxogumo BecTM 3anucu, oTpaxarolwme noTpebHocTm B OOy4YeHUM U MOOTOTOBKE W OLIEHKY
a(bdPeKTUBHOCTN NpoBeaeHNsi 0by4eHUst 1 NoAroToBkM (cM. 7.3.6).

BHyTpeHHMM ayauTopam TpebyeTcst noarotoBka No MeToaamM NpoBefeHus ayanTa.
7.10.4 Bbina nu nporpaMmmMa BHYTPeHHEN NPOBepPKMu KavyecTBa 3p¢peKTMBHO BHeapeHa?

Bce coctaBnsowme cucteMbl MEHEMKMEHTA KavyecTBa OOSKHbI ObITb NpoBepeHbl A0 cepTudmkaumm
ee Ha cootBeTcTBME TpeboraHuam MOCT P NCO 9001. BonblUMHCTBO OpraHu3aumi NPMMEHSIOT NpoLuece
BHYTPEHHEN NPOBEPKU KayecTBa B pamkax nrnaHa BHeApPEeHWsi, MOCKOSMbKY BHYTPEHHSSA MpoBepka KayecTsa
BCKpbIBaeT obnactn, B KOTOPbIX COTPYAHMKW He BHedpwunu cuctemy. [Ona npuBegeHuns cuctembl B
COOTBETCTBME MOTYT ObITb NPOBEAEHBI KOPPEKTUPYIOLLNE AeNcTBUSA (CM. 7.9.4).

HeoGxoguMmo Hamnuuve 3anvcu NpoBefdeHHbIX BHYTPEHHUX MPOBEpPOK KayecTBa M MocreaytoLmx
npoBepok. Ons noATBepXAeHUs NPOBeAEHUs! MPOBEPOK PasfnYHbIX YHKLMIA, NPOLIECCOB M MPOAYKUMU B
GyaywieM Heob6xoanMo Hanu4yve nraHa NpoBeAeHUs NPOBEPOK KayecTsa.

7.10.5 AHanu3upyeTr nuM Bawa opraHM3auusi CUCTEMYy MEHEeMKMEHTa KayecTBa, Kak
3annaHupoBaHo?

FOCT P NCO 9001 ogHO3HA4YHO 1 ONpenesnieHHO YCTaHaBNMBAET NMYHKThbI, MOAMNEXaLLMe BKIIOYEHWUIO B
aHanu3 Cco CTOPOHbl PYKOBOACTBA, M pe3ynbTaTbl, KOTOpble OOIMKHbI ObiTb nonyyeHbl. Ceptudukaumm
cucTeMbl MeHemKMeHTa kKadectBa Ha cootBetctBne OCT P MCO 9001 pomkeH npedwwecTBoBaTbh
nepBOHaYarbHbIN aHanM3 co CTOPOHbI PYKOBOACTBA. Takon aHanu3 6yget OkoH4YaTenbHOW NPOBEpKon Ans
onpegeneHuss crteneHn 3MEPEKTUBHOCTU BHEOAPEHUS HOBOW CUCTEMbl MEHeMXMeHTa KadecTBa W
Heob6X04MMOCTU NPOBEAEHUS AanbHENLWIMX AeNCTBUI (CM. 7.3.9).

Heobxoaumo BecTu 3anucu aHanusa co CTOPOHbI pyKOBOACTBA.

7.10.6 OGecneuuBaeTCcA N1 ynpaBfieHUe [OKYMEHTaMM B Ballel OpraHusauum AOJIKHbIM
obpa3omM B COOTBETCTBUM C TPEOOBaHUAMU [OKYMEHTaNbHO ocdopmIieHHOM npoueaypbi?

YnpaBneHne AOKYMEHTaMW OOJDKHbIM ODpa3oM SBNSETCA BaXHbIM Afsl YCMELHOro BHEAPEHMST U
nogaepXxaHus B paboyem COCTOSIHUM CUCTEMbI MeHemkMeHTa kadecTBa. COTPYAHWMKM OOSKHbI UMETb
nocrnegHue Bepcum OokymeHToB. B cooTtBeTcTBUM ¢ TpebosaHuammn TOCT P UCO 9001 nog ynpasneHue
noanagaroT cnegyroLwme JOKYMEHTbI:

- 3a8BNEHUN 0 NonMTMKe B 06nacTu kadecTBa u Lensx B 06nactn Ka4yecTBa;
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- PYKOBOACTBO MO Ka4yecTBY;

- LeCTb AOKYMEHTaNbHO 0DOPMIIEHHbIX NpoLeayp;

- MIHCTPYKLMM MO NIIaHUPOBaHWIO, BbIMOSIHEHMIO PaGoT U yNpaBneHUto (MHCTPYKLUMM MO 3KChnyaTauun);
- 3anucuy;

- OOKYMEeHTbl BHELUHero npoucxoxaeHusa, npencrtaBliieHHble I'IOTpeﬁVITeJ'IﬂMVl n apyrmmun, KoOTopble
Heo6XxoauMbl A4Ns CUCTEMbI MEHE)KMEHTA Ka4yeCTBa;

- IOKYMEHTbI, HeobxoamMMble opraHmdauuun ansg 3PQEKTMBHOrO NNaHUPOBaHUS, PYHKLMOHMPOBAHMS U
ynpaBreHusi npoLeccamn CUCTEMbl MEHEKMEHTA KavyecTsa.

MpUMEHEHNE MHCTPYKUUIA MO 3KCMfyaTauum paccMOTPEHO B YacTu 4. B OTHOLLEHWM OOKyMeHTauuu,
Heobxogumon ansa FTOCT P CO 9001 (cm. 7.4.7), 6bina caenaHa cebinka Ha FTOCT P MCO/TO 10013.

B HekoTOpbiXx OpraHM3aumsix MCNOMNb3YyIT COOCTBEHHYID BHYTPEHHIOK KOMMBLIOTEPHYO CeTb
[HasbiBaemyto yacto MHTPAHET (INTRANET)] ana obecneyeHms QOKyMeHTamMu BCEX COOTBETCTBYHOLLMX
NMPOU3BOACTBEHHbIX YYaCTKOB W HanuMuus MNOCNEAHWMX YTBEPXOEHHbIX Bepcuin AokymeHToB. MHorue
opraHmsaumm no-npexHemy MCnonb3ylT 1n obecneymBaloT HanmmumMe AOKYMEHTOB B OyMaxHOM BapuaHTe.
LlenecoobpasHo yTunusmpoBaTb BCe yCTapeBlUMe AOKYMEHTbl B OYMaXHOM BapuaHTe U WCKMAYUTL KX
Hanuyne Ha NPOn3BOACTBEHHbIX y4aCTKax B NpoLecce BHEAPEHUSA CUCTEMbl MEHEAXKMEHTA KavyecTBa.

Ecnn pokymeHTamy He ynpaBnsioT AOSHKHbIM 00pasoM, ycTapeBLUME KOMUM [AOKYMEHTOB He
YCTPaHSAIOT U UCMONb3YIT HEeyTBEP)KAEHHbIE MHCTPYKUUM, 3aMETKU U APYrylo JNIUYHYI0 MHJOpMaUuio, 3To
BbISIBINSAIOT, KaK MpaBuio, B NpoLiecce ayaAMTOPCKUX MPOBEPOK, YTO NMPMBOAWUT K HEYAOBNEeTBOPUTESbHOW
OLIEHKE NpU cepTuuKaumu.

7.10.7 EcTb N1 Bce HeoGxoaAuMbIe 3aNMUCK NO KayeCcTBY U ob6ecnevynBaeTcs nu Ux ynpaBreHue B
COOTBETCTBUM C TPeOOBaHUAMU [OKYMEHTanbLHO ocopMmneHHOM npoueaypbi?

B cooteeTcTBUM ¢ TpeboBaHuamm FOCT P MCO 9001 cnenyet paspaboTtaTb nNpoueaypy ynpasneHus
3anncsiMu, KOTopble HEeOOXOAMMbl AMs BbIMNOMHEHWS MHOrMX TpeboBaHWW 1, BO3MOXHO, APYrMX BMAOB
AeAaTenbHOCTU.

Hwxe npeactaBneH nepeyveHb MNYHKTOB CO ccbinkamu Ha TpeboBaHmsa FTOCT P MCO 9001, no koTopbim
cnepyeT BeCTM 3anucy B COOTBETCTBYOWEM dopMaTe B OymakHOM BapuaHTe uinn B KOMMbOTEPHOW Oa3e
OaHHbIX:

- 3anmncm aHanmnsa co CTOPOHbI PYKOBOACTBA (NMYHKT 5.6.1);

- 3anmncm 0 YenoBeYecknx pecypcax (MyHKT 6.2.2);

- 3anncy 0 COOTBETCTBMM M MpoLeccax XU3HEHHOTO LMKa npogykumm [NyHKT 7.1, nepedncnexue d)];

- aHanu3 TpeboBaHN, OTHOCALLUMXCA K NPOAYKUUN (MYHKT 7.2.2);

- TpeboBaHus K NPOeKTUpoBaHuto/paspaboTke (NyHKT 7.3.2);

aHanu3 npoekTa u paspaboTku (NyHKT 7.3.4);

Bepudmkauma npoekta n paspabotku (MyHKT 7.3.5);

Banuaaumns npoekta u pa3paboTkm (MyHKT 7.3.6);

N3MeHeHns NnpoekTa u paspaboTtku (NyHKT 7.3.7);

OLleHKa NOCTaBLUMKOB U cMCTEMa KOHTpons (NyHKT 7.4.1);

- Banuaaums npoueccos (MyHKT 7.5.2);
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- 3anucu npocnexmsaemMocTu (NyHKT 7.5.3);

- COBCTBEHHOCTb NoTpedutenen (NyHKT 7.5.4);

- 3anucu kanmbpoeku (noapasaen 7.6);

- BHYTPEHHUE ayauTbl (NPoBepKK) kavecTBa (MyHKT 8.2.2);
- 3anuncb Bbinycka NPoayKuMmn (NyHKT 8.2.4);

- 3anucu HecooTBeTcTBUSA (Noapasaen 8.3);

- 3anncu KOPPEKTUPYOLNX AencTBUA (NyHKT 8.5.2);

- 3anucu npegynpexaarwmx AencTeumn (MyHKT 8.5.3).

HekoTopble U3 3Tux 3annceint MoryT GbiTb HEHYXXHbIMU B 3aBUCUMOCTM OT XapaKTepa Npou3BOACTBA,
O[HAKO WX UCKIHOYEHNE OOMKHO OblTb AOKYMEHTanbHO 0pOPMIIEHO B PYKOBOACTBE MO KayecTBy BMECTE C
ncknoyeHmammn 3 pasgena 7. OpraHusauus JormkHa BecTu 3anvcu no pasgenam 5, 6 n 8 TOCT P NCO
9001.

OpraHusdaums MoXeT BeCTM 3anuMcu no noggepxaHuio obopygoBaHus B paboyem COCTOsHUW,
NPOLIECCHOMY  YMpaBfeHWl0, yOOBNETBOPEHUIO  NOTpebuTenen, KayecTBy BbINOMHEHUST  paboTbl
nocTaBLMKaMu U T.4. ANS NONyYeHUs OaHHbIX, KOTOPble MOTyT BbITb MCNOMb30BaHbI MPU aHanu3e kadyectea
NMPOM3BOACTBA NPOAYKUMM M Pe3ynbTaTMBHOCTU NPOLIECCOB, a Takke AN OLeHKM Npu NpoBeAeHNU aHanvsa
CO CTOPOHbI PYKOBOACTBA.

7.10.8 Mpun3HaTCA NN N NOAAEPXKUBAKTCA NI BbICLUMM PYKOBOACTBOM BO3MOXHOCTU Ballen
opraHuMsauum gns npoBeAeHNUs KOPPEKTUPYHLMX U npeaynpexaarowmx AeUCTBMA U BbINONHSAIOTCA
IV TakMe AencTBUSA B COOTBETCTBUM C AOKYMEHTarlbHO ochopMIieHHOM npoueaypomn?

OnpegeneHHble BO3MOXHOCTU ANs MPOBEAEHUS KOPPEKTUPYIOLWMX OeWCcTBuin OyayT, BO3MOXHO,
naeHTUMUmMpoBaHbl B Mpouecce BHEAPEHVWs W NoATBepadAT, 4YTO npouecc OencTByeT W aBnseTcs
adhdpekTnBHbIM. [pegynpexgarowme AencTema ABNATCA AENCTBUAMM HA NepCrnekTuBY, BO3MOXHO, HEmMb3s
NpMBECTM NPUMepPbI Taknx ENCTBUN B NpoLecCe BHEAPEHNS CUCTEMbI MEHEeKMEHTa kadecTBa (cm. 7.9.11 n
7.9.12).

Mpu NpoBefeHNN KOPPEKTUPYIOLWMX UMK Npegynpexaarwmnx AencTBuin Heobxoanumo cobnogaTb Bce
TpeboBaHuA npouecca n Bectu 3anucn. Heobxoamnmo Takke Hanuvume 3anucu (nognucu), NoATBeEpPXAatoLLen
3 PEKTUBHOCTb NPOBEAEHHbIX AENCTBUN.

7.11 KommeHTapum, 4yactb 11. Ceptucmkauma v nogaepxaHme B pabovyemM COCTOAHUM CUCTEMbI
MeHeA)KMeHTa KayecTBa
7.11.1 3HaeTe nu Bbl, NoYeMy noTpedUTENM TPEOYHOT OT CBOMX NOCTaBLUMKOB HaNuyusa
3aperucTpupoBaHHom/cepTUULUMPOBAHHOM CUCTEMbI MEHeMKMeHTa KayecTBa, oOTBevawLwen
Tpeb6oBaHnam FOCT P MCO 90017

MockonbKy Bbl OTBETUNN "HeT" Ha 3TOT BONPOC, HUXenpuBeAeHHass MH(opMauus MoXeT GbITb
nonesHa gns Bac.

KonnyectBo NpUMeHsieMbIX CTaHAAPTOB MO MEHEMKMEHTY KayecTBa YBENUYUIOCHL C TOFO BPEMEHMU,
Kora oHW Gbinu BrnepBble ony6GnukoBaHbl B 1987 r. M cTanu NpusHaHHLIM METOAOM, obGecneynBaroLLnM
BbIOOp UNM MAEHTUUKAUMIO NOCTaBLUMKOB, CMOCOOHBLIX OTBeYaTb MOTPEOHOCTAM KPYMHbIX OpraHu3auui.
MHorve KOHKYpPEHTbl Ha pbIHKE MpunaralT Bce YCWUnus, 4ToObl CTaTb MOCTaBLiMKaMU AMfS KOMMaHWNA.
HekoTopble 13 H1x 6onee HagexHbIe UNN MEHee HafeXHbIE, YeM apyrue.

B npowsnom MHOrMe KpyrnHble OpraHM3auMmM Hanpaensnu ayautopoB UM KOHTPONEPOB  ANs
NOATBEPKAEHUSI COOTBETCTBMS MOCTABLUMKOB WX TpeOOBaHWSIM U YCINOBUSIM KOHTPAKTOB Ha 3aKyrKy.
Pacxoabl Ha ayauTbl U NPOBEPKN Ha NPOU3BOACTBEHHbIX Y4acTKaxX 3HAYMTENbHO YBENMYMBanuM pacxobl Ha
NPoAYKUMIO N 3aepxumBanu nonyyeHne BaxHblx nocrasok. FOCT P MCO 9001 Ha cucTeMy MeHemKMeHTa
KayectBa npu3HaH BO BCEM MMUpe KaK YyCnewHo AEWCTBYIOWUA WHCTPYMEHT, obecneymBatoLLmi
nocrnegoBaTtefibHOe KayeCTBO NPOAYKUUKU, YTO NPUBOAMT MpU NPaBUilbHOM €ro NMPUMEHEHUUN K COKpaLLeHUIo
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pacxodoB 3aKynouyHbIX OpraHu3aumi. Bo MHOrMx cnydasx opraHvM3auusiM U KOMMaHWsM HeobXxooumo
nposeputbcs/ceptuduumnpoBatbcs Ha cootBeTctBue TOCT P MCO 9001, 4toGbl BOMTM B MNeEpeYeHb
KBanMuuMpoBaHHbIX MOCTaBLUMKOB 3aKYMNMOYHbIX U/UIK NPaBUTENbLCTBEHHbLIX OpraHM3aLmii.

MokynaTenu moryT no-npexHeMy MoKynaTb Mpogykumio y noboro nocraBliMKa Ha OCHOBE LEHbl U
CPOKOB MOCTaBKWN M NMPW 3TOM CO3HATENbHO MATU HA PUCK NONYYnTb He TO, 4YTo MM Hago. FTOCT P MCO 9001
He rapaHTMpyeT [OOCTWXKEHWS WAeanbHOW CUTyauun, OOHAKo OH YykasblBaeT oOpraHv3auuvM nyThb,
obecneunBaoLnn ynyylleHne Kad4ecTsa NpoaykLum Unm ycnyru, B pesyrnbTate Yero OT 3TOro BCe nony4yar
nonbay.

7.11.2 JkcnopTupyeTe N Bbl CBOK MPOAYKLUIO UMK YCIAYrU NOKYyNnaTensaM Ha PbIHKA APYrux
CTpaH, KoTopble TpebyroT cooTBeTcTBUS MCO 9001 Kak Heob6xoQuMoOro ycnoBusi BegeHus gen?

3aKkynkn y MHOCTPaHHbIX NMOCTaBLUMKOB Bornee pMCKOBaHHbI, YEM 3aKYMKW Y MECTHbIX MOCTaBLLMKOB,
oAHako TpeboBaHMs BaluMX MOCTaBLUMKOB npoBepku/cepTndmkauum Ha cootBetcteue FTOCT P MCO 9001
BcensieT eule 6onblUyld YBEpPEHHOCTb B COBepllaeMon cgenke. [lokynatenu B HEKOTOPbIX CTpaHax W
pervoHax 6onee TpeboBaTenbHbl K OpraHn3aunsiM, KOTopble He cepTuduruupoBaHbl Ha cooTBeTcTBre TOCT
P NCO 9001. B cBsi3n C 3TUM ANS 3KCMOPTUPYIOLLIMX OpraHu3auui HeobXoAumo MOHATb TpeboBaHus
PbIHKOB, HA KOTOPbIE OHM XOTHAT SKCMOPTMPOBATb CBOK NPOAYKLMIO.

7.11.3 3HaeTe Nnu Bbl, KaK BbIOpaTb NOMb3YyKOLWUIACA aBTOPUTETOM NpocdpecCuoHarbHbIN opraH
no ceptudukaumum/nposepke?

OpraHu3aumMm MOryT camu 3asiBUTb O COOTBETCTBUM CBOMX CWUCTEM MEHEKMEHTa KayecTBa
TpeboBaHnsam FTOCT P MCO 9001. OgHako Takasi npakTMka He mnonyduna LUMPOKOro pacrnpoCcTpaHeHUst n
npuaHaHus. lMoTpebuTenb Takke MOXET MPOBEPUTbL MOCTaBLUMKA W 3a8BUTb O COOTBETCTBUM CUCTEMBI
MeHemKMeHTa kadectBa TpeboBaHmam OCT P NCO 9001. K coxaneHuio, opraHuM3auunm He OYeHb
3auHTEpecoBaHbl B cepTudumkaumm cBoux noctasBlimkoB. Hambonee obwmm NogxogomM Ans opraHusaumu
aBnsieTca  cepTudwvKauMs WM NpoBepka  TpeTbel  CTOPOHOW,  Ha3blBAEMOW  OpPraHom Mo
cepTndukaumn/ayonty. Takme opraHbl CNeuvanuanpyrloTcs B MOATBEPXAEHWMM Hanuuus y opraHusauun
CMCTEMbl MEHeaXMeHTa KadecTBa M ee cootBeTcTBusa TpeboBaHuam OCT P MCO 9001. Onn camu
aKKpeouTOBaHbl OpraHamMy Mo akkpeauTauuMum UM OOMkHbl B CBoel paboTe cobniogaTtb pPyKOBOACTBA,
onybnukosaHHble MICO n M3K aonsa perynmpoBaHus Bcero npouecca ceptudunkann/npoBepku.

CnepyeT 0TMETUTBb, YTO cama opraHunsauma MCO He oLeHMBaeT COOTBETCTBUE CUCTEM MEHEKMEHTA
kayectBa TpeboBaHuam FTOCT P MCO 9001 n He BbigaeT cepTudmkaTbl COOTBETCTBMSA TPeDOOBaHMUSIM 3TOr0O
ctangapta. CepTtudmkaumio nnv ayamt BbINOMHAKT He3aBucuMo oT MCO Gonee ThicA4M OpraHoB Mo
cepTnduKaLmmn nnu ayauTy, akTUBHO AEWCTBYHOLLUMX HA HALMOHANbHOM UMW MEXAYHAapOAHOM YPOBHE.

TepMmuHbl "cepTudukaums" u "npoBepka" NpPUMEHSIOT B 0Oonee LWMPOKOM KOHTEKCTE OLEHKM
COOTBETCTBUSA, 4eM Tonbko B rpaHumuax FOCT P MCO 9001, u craHgapTM30BaHHble onpeneneHuns
NOATBEPKAAIT, YTO OHW He aBNAlTCA cuHoHumamn. OgHako B koHTekcte TOCT P NCO 9001 TepMuHbI
"cepTudpmkauma” n "npoeepka” MCNonb3ylT B3auMo3aMeHsieMO M oba TepMmHa O3HA4yalT OOHO U TO Xe.
OpgHOMy M3 TEPMUHOB OTAAKT NpeanovTeHne B 3aBMCMMOCTU OT CTpaHbl. AHANOMMYHO 3TOMY OpraHbl,
Bblgatowme ceptudmkatel Ha cootBeTcTBue NOCT P NCO 9001, Ha3biBalOT B HEKOTOPbLIX CTpaHax "opraHbi
no ceptudmkauun”, a B gpyrux - "opraHel no permcrpaummn” nnm "peructpaTtops!”.

Xotsa ICO m He ynpaBnsieT opraHamu no ceptudukaLmm, oHa cnocobCcTByeT NPUMEHEHUIO Hanbornee
3 heKTUBHBLIX METOAOB MEHEMKMEHTa KadyecTBa M obecrneunBaeT NocrefoBaTeNbHOCTb UX AESATENbHOCTH
yepe3 MCO/M3K 17021:2011 "OueHka cooTBeTcTBUA. TpeboBaHusa K opraHam, obecnevvBalowum ayant m
cepTdUKaLMI0 CUCTEM MEHEPKMEHTa", KOTOpbIA YycTaHaBnuBaeT obwme TpeboBaHMA K opraHam,
NPOBOASALLNM OLEHKY N cepTudmKaLmnio/MpoBepKy CUCTEM MeHeXXMeHTa kadecTBa Ha ocHose CO 9001.

711.4 3aknrouuna nm Bawa opraHusauus cornaiueHuve c opraHom no
cepTudukaummn/npoBepke?

lMepeyeHb opraHoB Mo cepTudmkKaumn/npoBepke NPUBOAUTCS, Kak NpaBuro, B XXypHanax no kayecTtsy,
TenedoHHbIX cnpaBoyHMKax u B WHTepHeTe. Hanpumep, MexayHapoaHbin opyM MO akkpeguTaumm
NpuUBOAMT NepeyeHb CBOMX OpraHoB-4neHoB Ha canTe B UHTepHeTe (http://www.iaf.nu).

OpraHbl-4neHbl NPUBOAST NepeYeHb OpPraHoB Mo cepTudmKaLum/NpoBepke B CBOUX CTpaHax Ha canTte
B UHTepHeTe. MHpopmaumio no opraHam ceptudukaumm/nposepkn Ha cootBeTctBue MICO 9001 MOXHO
nonyyuntb B gokymeHTe "OpraHbl akkpeguTauum n ceptudukaumm Ha cootBetctBue MCO 9001 u UCO
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14000" Ha caunTe NCO (http://www.iso.org).

PekomeHayeTcs npurnacuTb HECKONbKO MpeacTaBUTENEN 3TUX OpraHusaumii K Bam B OpraHuM3auuio,
4TOObI OHM NONYYUNN NOAPOOHY MHGOPMALMIO O HEl 1 y3HanM 06 obnacTn AesaTenbHOCTN HeOOXoaUMON
BaM cepTudmkaummn/npoepkn. 3aTtem OHMU cOenNatoT Bam NpeasioKeHne no CBOMM ycriyram, CTOUMOCTU YCIyr
N cpoKkaMm MpoBeaeHnss OLeHKKU, cepTudmkaumn/npoBepkn. KoHcynbTaHT Balleln opraHmsauum no cucrteme
MEHeKMeHTa KayecTBa OOIMKeH ObiTb CnocobeH okasaTb MOMOLLbL B BbibOpe Hamboree npuemremoro
opraHa no ceptudukaumm/npoBepke AN Hee U Hambonee  3PPEKTMBHOM  Nporpammbl
cepTuduKaLmm/npoBepKu.

CepTndukat BblgaloT CPOKOM Ha Tpu roga v 6onee (B Poccunm nATb NeT), ogHAKO OH MNOANEXMUT
NMOCTOSIHHON MHCMNEKLUWNOHHOW NPOBEpPKE CO CTOPOHbI opraHa no cepTudumkaumu/nposepke. VIHCNEKLMOHHbIE
nNpoBepkn MOryT GbiTb NPOBEAEHbI Yepes3 pasnuyHblie MHTepBanbl BPpEMEHU B TeYeHne BpeMeHU OeNCTBust
cepTndukaTa. BaxkHo yCTaHOBUTBL XOpOLLME OTHOLLEHUSI C OPraHoOM Mo cepTudmkaumMm/npoBepke 1 BegyLL M
ayouTopoM, KOTOpble 3aHMMAaloTCA Balleln opraHm3aumen. B koHue cpoka gencTeusa ceptudmkara opraH no
cepTnduKkaumm [OOMKeH BblgaTb HOBbIM cepTUdmKaT no pesynbTaTaM MEepeoLeHKn Ballel CUCTEMbI
MEeHeXMeHTa KayecTBa. B nmpoTuBHOM cnyyae Bbl nuwimMTech cepTudpmkaumm. Ecnm Bac He ycTpauBaeT
OeATenbHOCTb Ballero opraHa no ceptudukaumm/npoBepke, Bbl MOXETe 3aMeHUTb ero B nboe Bpewms,
OfHaKo uenecoobpasHee genaTb 3TO NPW NMOBTOPHOW cepTudmkaumm/mpoBepke CUCTEMbl MEHeKMeHTa
KayecTsa.

7.11.5 MopgroTtoBneHa N1 Balla OpraHusauuMs OOJMKHbIM 0O0pPa3oM K NPOBeAEeHUID OLEHKM
opraHom no ceptucdpukauun/nposepke?

Mpouecc cepTudmkauMu/npoBepkM BKMoYaeT fABa 3Tana. [locne BbiGopa opraHa Mo
cepTndUKaunm/NpoBepPKM W MOANUCAHMS  KOHTpaKTa MpOBepsiloT [OKYMEHTauuio Balleid CUCTEMbI
MeHeKMeHTa kadecTBa. OpraH no cepTudukauun/mpoBepke AOHKEH NOATBEPAWUTb, YTO Bbl ONpeaenunu
npouecchl, KOTopble BMUSIIOT Ha KayecTBO, U ayauMTop M3 opraHa cepTuduvKauuu/npoBepkn npoBedeT
coBeLlaHune ¢ pyKoBOACTBOM, YTOObI MMETb NpeAcTaBleHNe O BalLUX NpoLieccax.

Ayautopckas rpynna npoaHanusuMpyeT Balle PYyKOBOACTBO MO  KayecTBy, [OOKYMEHTanbHO
ochopMIeHHbIe npouedypbl U COOTBETCTBYIOLME AOKYMEHTbI, YTOObI NOATBEPAWUTL ONMCaHWe CUCTEMBI
MeHeXXMeHTa KadyecTBa B COOTBETCTBUM C MUCbMEHHBLIM COOEpPXaHUWeM OOKYMEHTOB M €e COOTBETCTBMUE
TpebosaHuam MOCT P MCO 9001. Bac MoryT nonpocuTb NPOACHUTbL HEKOTOPbIE acrnekTbl U NpeacTaBuTb
bonee nogpobHyl nHOPMaUMIO MO OPYrMM acnekTam, OTPaKEeHHbIM B PYKOBOACTBE MO KayecTBY UIu
Apyron JoKymeHTaumu. 3Ta YacTb npouecca cepTudukaum n3BecTHa Kak NpoBepka Ha COOTBETCTBME UMK
npoBepka AOKyMeHTaLuw.

OpraHbl No cepTMduKaunm/npoBepke XOTHT, Kak NpaBuno, BuaeTb paboyme 3anmcn He MeHee 4YeM 3a
TpM Mecslua, KOTopble MOATBEPXAAT, UTO cucTema, oTBevatowas TpedosaHuam TOCT P NCO 9001,
OencTByeT u ABnsieTcst aeKkTMBHON. JTO O3Ha4vaeT, YTO CTaaust BHEAPEHMS Mpogospkanachk B TedeHue
Tpex mecsaues unu donee, BHYTPEHHNE NPOBEPKUN 3aBEPLUEHBI, aHanM3 Co CTOPOHbI PYKOBOACTBA NPOBEAEH,
a KoppekTupylwme unu npegynpexgalwmne OencTBust NPOBEeAEHbl UMM HaxogaTcss B npouecce
npoBeneHus.

HekoTopble  opraHbl Mo  cepTudukaumu/mpoBepke  MOryT  MPOBOAUTbL  Heobsi3aTenbHyto
npeaBapuTErNbHYO OLIEHKY Ansi NMOATBEPXAEHWS Ballel FOTOBHOCTU KO BTOPOW 4YacTu npouecca ayauTta,
Ha3blBAEMOro ayauTOM COOTBETCTBUSA. Takas oLeHka npefcTaBnseTcs uenecoobpasHoin, 0coBeHHO ecnu y
Bac He ObINo KOHCYNbTaHTa, MOMOratoLLEero NPOLECCY BHEAPEHUS, U Balla rOTOBHOCTb SIBMSIETCS NPeAMETOM
ans  GecnokoiictBa. BTopbiM 3Tanom sBNseTcs ayauT COOTBETCTBUS, KOTOPbIA MPOBOASAT B CPOKW,
corrnacoBaHHble o6enmu ctopoHamu. Mpu npoBedeHUM ayauTa COOTBETCTBUSI HEOXMAAHHbIE MOCELLEHUS
ncknovatoTcs. AyauT MPOBOAST B COOTBETCTBMM C MNaHOM M rpadukoM, COrfacoBaHHbIMU 3apaHee
opraHusauuei u ayaqutopom.

7.11.6 N'oTOBLI NN BaliM COTPYAHMKM K OLIEHKE U 3HAIOT JIN OHU, KaK BECTU cebs npu BCTpeye C
ayauTopom?

B npouecce aTana BHegpeHUs Baln COTPYOHUKN CTaHYT Gonee oCBEAOMMEHbI O CTPEMIIEHMM Ball e
opraHusaumm npontn ceptudukaumo/nposepky Ha cootsetcTBue TOCT P NCO 9001. BaxHo npeacTaBuTb
HeobxoauMyo MHOPMaLUIO, HaNOMUHaHUA U obecnevnTb NOAAEPXKKY COTPYAHUKOB NO Mepe rOTOBHOCTU K
OLleHKe N ayauTy Ha coOOTBETCTBME TpeboBaHUAM cepTudnkaLmm.

Llenecoobpa3sHo onuncaTtb NPoLEcc OLIEHKM M HAaNMOMHUTL BCEM O TOM, YTO ecnv UM ByaeT 3adaBaTtb
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BOMPOCHI ayaMTOp, TO OHWM [OMKHbl OTBeYaTb Ha HUX 4YeCcTHO M ucuyepnbiBaowle. OHWM  OOMKHbI
BO3[EPXNBATLCA OT 00LLEN AUCKYCCUM O TOM, Kak OHM paboTaloT Ha opraHu3auuio.

AyauTtopbl Npy npoBegeHnn ceptudmkaumm 6yoyT ndydaTtb 3anucy AesTenbHOCTU B COOTBETCTBUM C
TpeboBaHusmmn FOCT P MCO 9001. CtaHaapT 0AHO3HAYHO MAEHTUMUUMPYET 3anucu, KOTOpPbIe OHWN OOSMKHbI
yBUOETb, U ayauTOpPbI cAeNaloT BCe BO3MOXHOE AN MonyyYeHus Takux 3anmcern. OHu 6ygyT uckatb akTbl 1
OOKYMeHTanbHO  OOpMIIEHHbIE  [OKa3aTenbCTBa, MNOATBEPXAAKWME  MpaBUIlbHOE  BbIMOSIHEHUE
HeobxoammbIx BUAoB paboT (cMm. 7.10.7).

7.11.7 3HaeTe nu Bbl, Kak onpeaensTb, SABMAAITCA NU BbIBOAbI U pe3ynbTaTbl OLLEHKU
XOPOLUMMU UMK NIIOXUMKU?

OueHKy NpoBOAAT B COOTBETCTBUM C MMIaHOM, U BedyLUMii ayauTop HanpasnsieT BCEM KOMWIO MraHa
3apaHee, 4YTOObl Bbl MOMNM NOArOTOBUTLCHA. Pamunum ayauTopoB yKasblBalOT, Kak MpaBuio, B rpaduke
NnpoBeAeHus ayauTa.

Ha nepBom 3acefaHuy u4neHbl ayouTOPCKOW rpynmnbl NPeAcTaBnsAloTCA M OTBeYaloT Ha BOMPOCHI.
AyanTopbl OOBACHAIT, Kak 6ydeT NpoxoAuTb OLIEHKa M Korda W Kak peaynbTaTthl 6yaoyT AoBedeHbl [0
cBedeHns pyKoBOACTEA.

3aTeM NpoBOOSAT OLEHKY B COOTBETCTBMM, HACKOSNbKO 3TO MaKCMMarbHO BO3MOXHO, C MIaHOM.
3aBeplialuMM cobbITEM SBMASIETCA 3aKMIOYMTENbHOE 3acedaHve, Ha KOTOpOM Beaylwui ayauTop
XapakrtepusyeT pe3ynbTaThl, nocrneaytoLwmne 4eicTBUS 1 NPOBOAUT 06CyXaeHMe pe3ynbTaToB.

[okasatenbcTBa, noslyd4eHHble ayaunTopamMun, CONOCTaBIIAKT C KpUTepnaMmn ayauta (I'IpVIMeHﬂeMbIMVI
NOSIMTMKOM W LUEeNnsaMu  KOMMaHuW, pykoBoacTBamMu, npoueaypamn, WUHCTPYKUUAMU, KOHTpPaKTaMn wu
peITIaMeHTaMVI). Pe3yﬂbTaTbI ayauTa, BKIo4Yasd HEeCOOTBETCTBUA, €CITIUM TaKoBbl€ €CTb, Pa3bACHAKT U
AOKNnagbiBaT PYKOBOACTBY MNpwu 3aBepLlleHnn ayaumta npoun3BoACTBEHHOIO Yy4acTKa Ha Od)VILI,VIaJ'IbHOM
3acejaHnn ¢ pykoBoACTBOM, KOTOpO€ Ha3blBa€TCA 3aKio4vnTesibHbIM 3acegaHnem. Ay,EI,I/ITOpr onpenenarT
HEeCOOTBETCTBMNE KaK 3HA4YUTEJIbHOE UIMN HEe3Ha4YnTellbHOEe. Pe3yﬂbTaTbI HabnoaeHnn Takke NpUHNMaroT BO
BHMMaHUe.

3HauuTenbHOEe HECOOTBETCTBME YKa3blBaAET, YTO:
- KOMMaHWA He cMmorna BHeapuTb nMobyto ogHy Yactb CMK unm nonHocTbio;

- mo6oi KOHKPETHBI OTAEN KOMNaHWU He cMor BHeapuTb CMK B coOTBETCTBUM C TpeGOBaHUSIMU K
HeMmy;

- OOHapyXeHO HEeCKONbKO He3HaYMTENbHbIX HECOOTBETCTBUA B BbINOSIHEHWM OOHWUX U TeX Xe
TpeboBaHuii kK CMK.

HesHaunTenbHOE HECOOTBETCTBME O3HAYaeT HanuMyne OTAENbHOro Ccriydyass HEeCOOTBETCTBUSA C
YCTaHOBMEHHbIM NpoLieccoM unu TpebosaHmem k CMK.

HaGniogeHve ykasbiBaeT, YTO €clnv CUTyauusi, YCTAHOBMEHHas B rnpouecce ayauta, He Oyget
PaccMOTpPeHa, TO 3TO MOXET MPUBECTU K HECOOTBETCTBMIO B ByAyLLEM.

Mpw BbIABNEHUM 3HAYUTENBHOIO HECOOTBETCTBUSA PEKOMEHJaLMIo No cepTudUKaLummn oTkNaabiBakoT A0
BepMUKaLMN KOPPEKTUPYIOLWUX OEACTBUIA MOCPeaCTBOM KOHTPOIbHON NPOBEPKY.

Mocne nomnyyeHus rpadmka opraHvM3aummM Mo KOPPEKTMPYIOLMM OeNCTBMAM pekoMeHauum no
cepTudukaumum onpegensieT BeAylWwni ayauTop (pykoBoauTenb rpynnbl ayguTopoB), U UX B YCTHOW chopme
A0BOAAT OO CBeAEHUS OpraHM3aunm Ha 3aKkniounTenbHOM 3acegaHnm.

Ha ocHoBaHuM pekomeHZauMn Bedyllero aygutopa MW rMocre He3aBUMCUMOro aHanusa aTux
pekomMeHZauMn opraHoM Mo cepTudmkaumm nocnegHun BblgaeT cepTudukaT opraHusaummn. Ceptudumkat
BblJAlOT Ha onpedeneHHyl 06nacTb OeATEeNbHOCTU M NPOAYKUMIO, MO KOTOPbIM OpraHusauus BHegpuna
QMS.

OpraHusaums nony4yaet cepTudmkaTt UM JOKYMEHT, yOOCTOBEPSOLNA NPOXOXAEHME NMPOBEPKU, Kak
npaBumo, Yepe3 HEeCKOSbKO Hedenb U MOXET 3asiBNSATb O TOM, YTO OHa CepTudmuMpoBaHa UM npoBepeHa
Ha cootBeTcTBMe OCT P NCO 9001, kak ykazaHO B obnactm OeATenbHOCTU CUCTEMbl MEHEeKMeHTa
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Ka4vyecTBa.

7.11.8 OcBepgomnenbl N1 Bbl 0 TOCT P MCO 9004 n apyrux AOKYMeHTax MO PyKOBOAALWUM
MOSOXEeHUAM?

Bo "BeegenHun" k FTOCT P MCO 9001 ckasaHo, 4to TOCT P CO 9001 n TOCT P NCO 9004 6binn
paspaboTaHbl Kak nocregoBaTenbHas Mapa CTaHOApTOB Ha CUCTEMbl MEHEeOXXMEeHTa KayecTBa,
npegHasHavYeHHble Ans AOMONHEeHMs apyr Apyra.

FTOCT P NCO 9001 yctaHaBnuBaeT TpeboBaHWS K CUCTEME MEHEeKMEHTa KayecTBa, KOTOpYH
NCMNONb3YyOT A4St BHYTPEHHENO NPUMEHEHUST UK cepTUdUKaLUN Unn Lenen, obycnoBneHHbIX KOHTPaKTHLIMK
obsizatenbcTBamu. B ctaHgapte obpalueHo ocoboe BHUMaHUE Ha 3PdPEKTUBHOCTb CUCTEMbI MEHEIKMEHTA
KayecTBa B o6ecneyeHnn cooTBeTCTBMS TpeboBaHMsIM NoTpeduTtenen.

Mo cpaeHeHuto ¢ TOCT P NCO 9001 TOCT P UCO 9004 yctaHaBnvBaeT Ooriee LUMPOKUI CNEKTP
Luenen cuctemMbl MeHe)KMeHTa KayecTBa M PEKOMEHAOBAH [Afsi OpraHu3auui, BbiCLIEE PYKOBOACTBO
KOTOpbIX CTpeMuTcs BbITM 3a npeaenbl Tpeboanun TOCT P MCO 9001 B nonbiTke yny4ywutb obuime
nokasaTtenu kayectsa paboTbl, pe3ynbTaTUBHOCTb U 3PMEKTUBHOCTD.

CywiecTtByeT MHOro [ApYrnux PyKOBOAALIMX [OOKYMEHTOB B Cepunm CTaHOapTOB Ha CUCTEMb
MeHeKMeHTa kadecTBa. B OGubnuorpadumn npuBeneH nepeyeHb OOKYMEHTOB, KOTOpPble MOryT OKas3aTb
MOMOLLbL B MOHUMaHUN MHOTMX acneKkToB cucTeMbl. Kpome TOro, pasnuyHble CEKTOpbl MPOMbILLNIEHHOCTH
paspabatbiBaloT cBoM COOGCTBEHHblE CTaHgapTbl € ucnonb3oBaHnem OCT P UCO 9001. B kayecTtBe
NPUMEPOB MOXHO NMPUBECTN aBTOMOOMUIbHYHO, a9POKOCMUYECKYHO, TENEKOMMYHMKALNOHHYI0, MEOMULMHCKYHO,
HeTSHYIO W rasoByl, a TaKKe MULLEBYIO MPOMbILWNEHHOCTb. 1o Mepe npusHanus 3Hadumoctn FOCT P
MCO 9001 opranmsauusimm, paspabaTbiBalOWUMU  CTaHOAPThl, KOMMYECTBO TaKMX CTaHOapTOB
yBenuumBaeTcs.
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