Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”

Jdara mewaru: 20.06.2018 21:11:38 Pacueuaran Cymac Makcum Muxaiinosuyu jgus Cymac Makcenm Muxainosud

FOCYOAPCTBEHHbIA CTAHOAPT CTB ISO 9001-2015
PECMYBNUKWU BENAPYCb

CUCTEMblI MEHEOXMEHTA KAYHECTBA

TpeboBaHus

CICTOMbI MEHEOXKMEHTY AKACUI

MaTtpaGaBaHHi

(1ISO 9001:2015, IDT)

WU3pnaHue ochuumnanbHoe

[occTaHpapT

MWHCK



Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”

20.06.2018 21:

Jdara neuaru:

CTB ISO 9001-2015

YK 005.6(083.74)(476) MKC 03.120.10 KM 02 IDT

KniouyeBble croBa: cUCTEMbl MeHeKMeHTa KadecTBa, TpeboBaHWA K cUCTEeMe MeHeOKMeHTa kKaude-
CTBa, KOHTEKCT OpraHv3auun, NMOepcTBO, NNaHupoBaHWe, NoaaepKKa, onepaunoHHas OeATenbHoCTb, Npu-
rOOHOCTb, MOHWUTOPWHT, U3MEpPeHMe, yNydlleHne, JOKYMeHTUpoBaHHas UHopMauvs

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

Mpeaoucnosue

Llenu, ocCHOBHbIE MPUHLUMMbI, MOMOXKEHUA MO rOCYAapCTBEHHOMY PErynupoBaHU U ynpaBneHuo B o6-
nacTi TeXHWYECKOro HOPMMPOBaHWA WM cTanZapTWU3auuu ycTaHoBneHbl 3akoHoMm Pecnybnuvku Benapyco
«O TEXHWYECKOM HOPMUPOBAHNW 1 CTaHAAPTMU3aLUNY.

1 NOAMrOTOBNEH HayyHO-NPOU3BOACTBEHHLIM pecnybnuKaHCKUM YHUTapPHbIM npeanpuatueMm «beno-
pPYCCKWIA rocyaapCcTBEHHbIN MHCTUTYT cTaHAapTusauum u ceptucbukagumn» (benfMMCC)
BHECEH lNocctangaptom Pecnybnukn benapych

2 YTBEPXXOEH Y BBEJEH B JEMCTBUE nocTaHoBneHnem [occTaHmapTa Pecnybnuku Benapych
oT 14 nekabpsa 2015 . Ne 58

3 HacToAwmMin cTaHaapT MOEHTUYEH MexayHapoaHomy ctangapTy 1SO 9001:2015 Quality management
systems — Requirements (CucTeMbl MeHepkMeHTa KadecTea. TpeboBaHus).

MexagyHapoaHbelii cTaHdapT paspabortaH nogkomuteToM SC 2 «CucTeMbl KadecTBa» TeXHUUECKOro
kKomuTeTa no ctaHgaptusaumn ISO/TC 176 «MeHemkMeHT KadecTBa M obecneyeHne rapaHTUM KadecTea»
MexayHapoaHoW opraHusaunmn no ctadgaptusagum (1S0).

MNepeBoa ¢ aHrNMINCKoro ssblika (en).

OduunansHble 3K3EMMNAPbl MEXAOYHapOAHOrO CTaHgapTa, Ha OCHOBE KOTOPOro MOATOTOBMEH
HacTOALWMIA roCyAapCTBEHHBIA CTaHAapT, U MEXOYHapOAHOro CcTaHAapTa, Ha KOTOPbIA OaHbl CCbIMKM,
nmvetoTesa B HaumoHansHoMm doHage THIA.

B pasgene «HopmaTuBHBIE CCBIMKWU®» WU TEKCTE cTaHAapTa CChbIIKM Ha MeXAyHapoOHbld cTaHAapT
aKTyanuM3upoBaHbI.

CteneHb cooTBeTcTBUS — MaeHTUYHas (IDT)

4 BSAMEH CTB 1SO 9001-2009

© lNocctanagapt, 2015

HacToawuii ctaHaapT He MoXeT ObiTb BOCMNPOW3BEAEH, TUPaXKMPOBaH WM pacnpocTpaHeH B KadvecTse
ochnumnansHoro nsgaHus 6es paspelueHns occTangapTa Pecnybnuku Benapyce

WN3paK Ha pycckom szbike



Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”
20.06.2018 21:

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

Jdara neuaru:

CTb ISO 9001-2015

Copepxanue
O BBEAEBHME .. ..ot e e et e e et e et e e e et e e e et a e e e e e et eeana e aeanaas \
0.1 OBLLME MOTTOMKEHME ...ttt sttt sttt st s s e 22 s e 22 s et s s e s s s e ss s e ssanss s s aaaeaaanassnssnnaannsnnnnnnns \
0.2 NPUHUMMBI MEHEMKMEHTA KEUECTB@ ...vuuuvuuetieesaansinssinssinssanssssssssssssasssssssssssssssssssssssseasssasssssssasssssnnrsnes \
0.3 TTPOLIECCHDBIM MOMXOL vttt sttt sttt a2 e e e e e e e aeeeaeeeaeeeaeeeaeseeeeaaeeaaaeaaeaeaeeaaeeaaeeaes VI
0.4 BzanmocBssb ¢ ApPYrMMKU cTaHAapTaMM Ha CUCTEMbBI MEHEMKMEHTA ......ooeeiieiiiiiiieeeeeeeeeeeeeeeeee VIII
1 OBNMACTD MPUMEHEHMS ...eviieeiieeeeeeeeeee et ae e ettt e et e e et e et e e et s e et saeteeaeeeeeeeaeeeaeeeaeeeaeaeaseeeeaeeeaaasaaaaaaaeaaaaaaaaaaess 1
2 HOPMATUBHDBIE COBITTKM .. .eviietiieieieeeeeeeeeteeeteeeeeeeae e ae et ae s ae s ae s e e aseeteeaeeeaeeaaseeaeeeaeeeeeaeasaeeaeeasaaaaaaasaaaeaaasaaaaaeass 1
3 TEPMUHBI U OMPEAEBTIEHMS ... ee e e e e e e e e e e e e e e e e e e e e e s s s s s s s s snnnsnnnns 1
L e =T (o T o = T = T SRR PSRPRRR 1
4.1 TOHMMAaHNE OPTaHUSALMM N € KOHTEKCTE ..vverriirriieriieeieeiiieieeeeeeeeeeeeeeeeeeeeeeeeeeaeaeaeeaaeaeaeaaaeaeaaaaaaaaaaaaeas 1
4.2 MNoHMMaHne noTpebHoCcTEN N OXKMAAHUIA 3aNHTEPECOBAHHBIX CTOPOH ..ooiieiiieiieeeeeeeeeeeeeeeeeeeeeeee e 2
4.3 OnpegeneHue obnacty NPUMEHEHNA CUCTEMbI MEHEMKMEHTE KAUECTBA ..eoeeeeiiiieiiieeeeeeeeeeeieaaaanns 2
4.4 CncTeMa MEHEKMEHTA KAYECTBA M €€ MPOLECCDBI ...cvvviiiiiiieeeeeeeeeeeee e e e e ee e 2
S A1 =Y o Tox 4 =1 o BRSO 2
5.1 JTNOEPCTBO M MPUBEPIKEHHOCTD .vvvevreireeerreerteesteesseesseassaaesaasteaeeaeaeaaesaeeeaaasaaaeaaaeaaaeaaasaaaeaaasaaaeaaaaaaeeaaess 2
LS I (o 1 = SO SSPRRR 3
5.3 Ponu, 0653aHHOCTN U NMOSTHOMOUYUS B OPTAHUBALMM ....eveeviieieeeeeeeeeeeeeeeeeee e 3
B TTITAHMPOBAHME .....oeeieeeiieieeeeeeeee ettt ettt ettt sttt s ettt e s e et e e e e e e e e e e aeeeeeeeeeeeeeaeeseeeseaaeaeeaaaaeaaaeaeasaaaaaeess 4
6.1 JeicTBMA NO pAacCMOTPEHUID PUCKOB N BOBMOMHOCTEM ..ovvvieeiiiieieeeeeeeeeeeeeeeeeeeeeeee e 4
6.2 Llenn B obnacTt KayecTBa M NNAHNPOBAHNE MX AOCTUMMHKEHMSA ....cooeiiiiiiiiiiieei e 4
6.3 TTNEHUPOBAHUE MBMEHEHMIM ....evieeiiieieieeeeeeeeeeee ettt e e e e e e e e e eeeaeeeeeeeaeeeaeaeaeaeaeaeaeaeaaaeaaaaaaaeaaaeaaess 4
PN [o)a¥a (=T o) RO 5
S B =3 o Lo = DU S SO SO U USRS UP RSP RUUPRU 5
A oL Ly (= (= o s o T = OSSPSR 6
T3 OB I OMITEHHOCTD. .. eeeeeeet e e e et e e e e e e e e e e e e e e e e e e e e e e e e e e e s e e e e ee e e em e e e e e e e e e e e enaananns 6
T4 KOMMYHUKBLIMM . ...ttt ettt sttt s s a2 e e e e e e e aaeeeeeeeaeeeeeaeaeaaaeeaaeaeaeaaasaeaaaaaeaaaeaaess 6
7.5 JOKYMEHTUPOBAHHANA MHIDOPMBLIMS . ....eieeviieiieeieieeeeeeeieteeeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeaaeaeeeaeeeaeeeaaaeaeeaaaaaaaaaaaess 6
8 OMEPALMOHHAR O ATE TBHOCTD .. iieeieeeeeeeeeeeeeeeeeee e eee e e e e e e e e e e e e e e e e e e et sa s s s ssnnssnnssnnssnnsnnnnnnnns 7
8.1 MNnaHnpoBaHUE N YNPABIEHNE AEATEIBHOCTBHR ....uvviiiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeee e e ee e e e e e e eeeeeeeeeeeaeaeaeeeaeeeaeeas 7
8.2 TpeboBaHMSA K NMPOAYKLMMN N YCITYTAM .....oviiriieeiieeeeeeeeietieeteeeteeeeeeeeeeeeeeeeaeeeeeaeaaaeaeaeaaeeaeaeaaaeaaaeaaaeaaaaaaess 8
8.3 MNpoekTupoBaHe U PaspaboTKa MPOAYKLMM M YCITYT ..ouieeiiieie e e e 8
8.4 YnpasneHue npefocTasnseMbliMi U3BHE nNpoleccamu, NPOAYKUMENR U YCIYraMW...........oeeeeeeen..... 10
8.5 MNMpenoCTaBNEHNE MPOAYKLIMU M YCITYT L.ouriiirieereeeeeeeseeesteesaaasteaeeeeeeeaeeeaeeeaeeeaeeeaeeeaeeeaeeaaeeaaeeeaeeaaeeaaaeass 10
8.6 BbIMYCK MPOLYKLMIM M YCITYT L.oetiiitiiitieeteeesteasteassaasaaasssasssassaass e e e e eaeeaaeeeaeeeaeeeaeeaaeeaaeeaaaeaaeeaaeeaaeeaaeaaaaeass 12
8.7 YnpaBneHne HECOOTBETCTBYHOLLUMMUM BBIXOLABMMY .....uvuvreerreirieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e e e e e e e eeeeeaeeeaeeaaeees 12
9 OUEHNBAHME MPUIOLHOCTM ..o e e e e e e e e e e e e ene e en e en s en s ennsnannnas 12
9.1 MOHUTOPWHSF, N3MEPEHUS, @HAMNS N OLEHUBAHME ......evieiiiiiieee e e 12
9.2 BHYTPEHHUI @Y M c.eeeiteieteieteeeteeeseees ettt st st sttt st 22 e e e e e e e aeeeaeeeaeeeaeeeaeeeaeeaaeeaaeeaaeaeaeeaaaaaaaeaes 13
9.3 AHANN3 CO CTOPOHBI PYKOBOLCTBE ..vvvvvviereeereeeseeeseeasseassanssaastessseseeeaeaeaeeeaeeeaeeeaeeaaeeaaaeaaeeaaereaeeaaeeaaeeass 13
TO Y TIYULLIEHME ..ottt sttt 2ttt e e e e e e e e e e e e e eaeeeaeeaeeaaeeeaeeaaeeeaaeaaaeaaaaaaaaaaaaaes 14
10,1 OBLLME MOTMOMKEHMIT ... e e e e e e e e e e e e e e e e e e e e e emnsan e e e e e e eennnenes 14



Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

20.06.2018 21:

Jdara neuaru:

CTB ISO 9001-2015

10.2 HecooTBETCTBUA U KOPPEKTUPYIOLLUME AEMCTBUS ..evveiiiieieeeieeeeeee e 14

10.3 TTOCTOAHHOE YITYULLIEHME ....oeeeiieeeeeeieteeesaeesaeesaeasseassaes st e e e e e aeeeeeeeaeeeaeeeaeeeaeeeaeeaaeeaaeaeaeeaaeeaaeeaaaaaeaeaes 15

MpunoxeHne A (cnpaBo4yHoe) PasbAcHeHWe HOBOW CTPYKTYPbl, TEPMUHOMOMMK U KOHUENUWUA .............. 16
MpunoxeHne B (cnpasoyHoe) [Opyrve cTaHdapTel B obnactv MeHeoKMeHTa KauecTea U

cUCTEM MEeHeKMeHTa KadecTBa, paspaboTaHHble ISO/TC 176 ... 19

=3 (o) g Lo o F= o o 1 1< H S S ST USROS USRS SUPUUPPRSTP 22

Mpunoxexne .A (cnpasoyHoe) CeefeHWs O COOTBETCTBUM rocyaapcTBEHHOrO cTaHaapTa
CCBINTOYHOMY MEKAYHAPOAHOMY CTAHAAPTY cevvvrreirreeeeiirieeessiaeeesssseeesssseeessssseeessssneesssnneens 24



Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”

20.06.2018 21:

Jdara neuaru:

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

CTb ISO 9001-2015

0 BeegeHue

0.1 O6LwmMe nonoxeHnsa

MPUHATUE CUCTEMBI MEHEMKMEHTa KayecTBa SBMNSETCA CTPATEMMUECKMM PELLUEHMEM OpraHusauum, Ko-
TOPOE MOXET MOMOYb B YNy4LIEHUM ee 0OLLEl NPUrogHOCTU U NPEAOCTABMTL HAOEKHY OCHOBY ONA UHWLU-
aTUB MO YCTOWYUBOMY PasBUTUIO.

MoTeHUManbHLIMU BbIFrOA2MU OpraHU3aunv oT BHEAPEHUSA CUCTEMbI MEHEMKMEHTA KayecTBa, OCHOBaH-
HOW Ha AaHHOM CTaHAapTe, ABMSIOTCH:

a) cnocoBHOCTE MOCTOSHHO NPEAOCTaBNATE NPOAYKUMWIO U YCMYrW, KOTopble oTBeYaoT TpeboBaHuam no-
TpebuTteneii, a Takke NPUMEHUMBIM 3aKOHOAATENBHBIM U ApYrUM 0bs3aTenbHbIM TpeboBaHuaM;

b) cosgaHue BO3MOXKHOCTEN AN NOBLILEHUS YAOBNETBOPEHHOCTH NOTPebuTEnNs;

C) paccMOTPEHUE PUCKOB U BOSMOXKHOCTEN, CBSA3AHHBIX C €€ KOHTEKCTOM W LENSMU;

d) cnocoBHOCTE AEMOHCTPUPOBaTE COOTBETCTBUE YCTaHOBMEHHbIM TpeboBaHMAM K cUCTEME MeHedK-
MEHTa KaJecTBa.

HacToswui cTaHaapT MOXET UCMOMb30BaTbLCA BHYTPEHHUMU U BHELLHUMUW CTOPOHAMM.

HacToswui cTaHaapT He NpegHasHadeH U He npeaycMaTpyveaeT HeobXxoaAMMOCTh:

— €QVUHO0BpPa3HON CTPYKTYPLI PasNUYHbIX CUCTEM MEHEKMEHTA KauecTea;

— BbICTPauBaHWUs JOKYMEHTaLUWUW MO CTPYKTYPE pasgenioB HacTOSLWEro cTaHaapTa;

— WCMOMb30BaHNUs B OpraHvsauuy TEPMUHOMOMUK, YCTaHOBIEHHON HACTOALLMM CTaHAAPTOM.

TpeboBaHWs K cUCTEME MEHEKMEHTA KayecTBa, YCTaHOBMEHHbIE B HAacTOALEM CTaHgApTe, ABNATCS
OOMONMHALWUMKN TpeboBaHUAMM K NPOAYKUUW W yCryram.

B HacTosWeM cTaHaapTe UCNonb3yeTcs NPoUECcCHbIA Noaxod, B KOTopblil BeTpoeH uukn PDCA (Plan —
Do — Check — Act — lNnanunpyin — denaii — MNposepsain — [eicTByA) U MblLUNEHME HA OCHOBE PUCKOB.

MpoueccHbI NOAX0A NO3BOMSAET OpraHU3aUuy NNaHupoBaTe €€ NpoLUecchl M UX B3aUMOOENCTBUS.

Uwukn PDCA nossonseT opraHusauuu obecneynTb YBEPEHHOCTbL B TOM, YTO ee npouecchbl afeKkBaTHO
obecneueHsl pecypcamu U oBecneyeH UX MEHEMKMEHT U UTO BO3MOXKHOCTW ONSA YIyJLIEHUs onpedeneHsl 1
3a4eiicTBOBaHbI.

MbIWMEHWE Ha OCHOBE PUCKOB MO3BONSET OpraHM3auMu OonpedenunTb (hakTopbl, KOTOPbIE MOryT CTaTb
NPUYMHAMUN OTKITOHEHUS €€ MPOLECCOB U CUCTEMbl MEHEMKMEHTa KayecTBa OT 3annaHWpPOBaHHLIX pesyrib-
TaToB, 3afelicTBOBaTL Npeaynpexgarlime cpeacTea ynpasneHus Ansa MUHVMU3aUUM HEraTUBHLIX nocred-
CTBUIA, @ TAKKE MaKCHMMarnbHO UCMOMb30BaTk BOSMOXKXHOCTU MO Mepe NX BO3HUKHOBEHMSA (cM. A.4).

MNocTosHHOE BbiNonHeHWe TpeboBaHWii, a Takke paccMmoTpeHue Byaywmnx noTpebHocTern 1 oXxMaaHWA
MO3BOMSET opraHusauuun BpocaTk BbI30OBLI Bce Bonee AMHAMUYHOW U CrOXKHOW cpede. YUTobbl JocTUYb 3THX
Luenein, opraHusauMs MOXET CYecTb HeobXoaUMbIM B AOMOMHEHUE K KOPPEKUMAM W MOCTOAHHOMY ynyJlle-
HUKO NMPUMEHUTL PasnuuyHble OpMbl YIYYLLIEHUA, TakMe Kak MPOpbIBHOE M3MEHEHWE, MHHOBaAUMWA W peopra-
HU3aUWs.

B HacTosLeM cTanAapTe UCMOMb3YOTCS CreayroLue croBa:

«pomxkeH» (shall) — BbipakaeT TpeboBaHue;
«cnepyeTt» (should) — BbipaxkaeT pekomeHaaUMo;
«morno Bbl» (may) — BblpaxkaeT Hannune paspeLleHns;

— «MOXeT» (can) — Bblpa)KaeT Hanu4yue BOZMOXKHOCTU UM cnocoBHoCTy.

WHdopmMayus, obo3HauyeHHas Kak npumedyanne, SBMASETCH PYKOBOOALWMM YKasaHWeM AN fydyllero no-
HUMaHWS UMW pas3bACHEHUS COOTBETCTBYOLWUX TpeboBaHWiA.

0.2 MpuHUMNBbI MEHeAXXMEHTa KayecTBa

HacToswuin MexxayHapoaHblii CTaHAapT OCHOBaH Ha MpUHUMNaxX MeHeQKMEHTa KayecTBa, ONUCaHHbIX B
ISO 9000. 3710 onucaHue BrMoYaeT B ceba hopMynMPOBKY KaxKaoro npuHuuna, obocHoBaHWe Toro, nodyemy
3TOT MPUHUWN SBNSETCS BaXKHbIM ANSA OPraHnu3auvu, HEKOTOpbIE NMPUMEPHI BbIrof, CBA3AHHLIX C STUM MPUH-
UUMOM, W MpUMEPLI TUMWYHBIX ASWACTBUIA MO YNYYLEHUO MPUrOAHOCTM OpraHn3auvi npy MCnonb3oBaHUK
3TOro MpuHUMna.

MpUHUMNaMN MEHEMKMEHTa KauyecTBa ABMNSIOTCH:

— OpueHTauus Ha noTpebuTens;

— NUAEPCTBO;

— NMPUBNEYEHHOCTE NepPCoHana;

— MNpoLeCcCHbIR Noaxoa;

— YNYJLIEHUE;
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— NPpUHATHE pELLIEHMI:ﬂ, OCHOBaHHOE Ha CEMAETENbCTBAX;
— MeHeKMEHT B3aUMOOTHOLLEHWIA.

0.3 MpoueccHbIM noagxon

0.3.1 ObwmMe nonoxeHUn

HacToswuii ctaHaapT cnocobeTBYET NPUHATUIO MPOLECCHOMC MoAxoAda npu paspaboTke, BHEAPEHUN U
MOBbILIEHUN PE3YNbTAaTUBHOCTA CUCTEMbI MEHEMKMEHTA KaudecTBa ANA MOBbILEHUS YOOBMETBOPEHHOCTU
noTpebuTens nyTem BbINONMHEHUS ero TpebosaHuii. KoHkpeTHble TpeboBaHus, paccMaTpyBaeMble Kak Ba-
Hble ANS NPUHATUS NPOLECCHOMO NoAXoAa, BKIMOUEHL! B 4.4.

MoHUMaHWe U MEHEMKMEHT B3aUMOCBS3aHHbIX NMPOLIECCOB KaK CUCTEMbI COQENCTBYHOT pPes3ynsTaTUBHO-
CTU U 3hPEKTUBHOCTU OpraHn3auun Npu AOCTWKEHUN €0 HaMEYEeHHbIX pesynbTaToB. 3TOT NoAxo4d No3Bo-
NSET opraHusayun ynpaensTs B3aUMOCBAIAMM U B3aUMO3aBUCUMOCTAMM NMPOLECCOB B CUCTEME, YTO B UTOTe
MOXET NeBbICUTE 0OLLYH MPUroAHOCTE CpraHu3auum.

MpoueccHbIA NOAX0A BKIHYAET CUCTEMATUYECKOE ONpedeneHne N MEHEMKMEHT NPOLECCOB N UX B3au-
MOZeNCTBUIA, YTODBI 4OCTUYL HAMEYEHHbIX Pe3yNbTaTOB B COOTBETCTBMM C NONUTMKOW B obnacTn kayecTsa
U cTpaTErMYeCKMM HanpaeneHWeM opraHuzaumu. MeHempKMEHT NPOLECCOB M CUCTEMBI B LIENOM MOXKET ObITh
ocyLlecTBneH ¢ ucnonesosaHnem uukna PDCA (cm. 0.3.2) coOBMECTHO ¢ opueHTauuein Ha MbllUMEHWe Ha oc-
HoBe puckos (cMm. 0.3.3), No3BoNAs NONYUUTE NPEUMYLLECTBA OT BO3MOXHOCTEN W NpedoTBpaTUTL Hexena-
TENbHbIE Pe3ynbTaThHI.

MpUMEHEHWE B CUCTEME MEHEMKMEHTA KayecTBa NPOLECCHOro Noaxoaa No3sonaeT obecneunTs:

a) MOHUMaHWe U NOCTOSHHOE BbINONHEHWe TpeboBaHuii;

b) paccMoTpeHWe NpoLeccoB ¢ TOYKM 3peHUst JoDaBMNEeHHON LEHHOCTY;

C) AOCTWKEHWE NPUroAHOCTU ANS obecneyeHns pesynbTaTUBHOCTW NpoLecca;

d) ynyJlueH1e NpoLecCcoB Ha OCHOBE OLIEHUBAHUS JaHHbIX U MHchopMauuu.

Ha pucyHke 1 cxemaTuuyHo npeacTasneH NoOoW Mpouecc M MokasaHbl B3aWMOLEWCTBUA MeXOy ero
anemMeHTaMu. TOUYKM MOHUTOPUHIA U U3MEPEHWUI, KOTopble HeOBXooMMbl AN yNpaBeHWs, KOHKPETHbI AN
Kaxkgoro npouecca 1 6yayT BapeUpOBaTLCHA B 3@aBUCUMOCTU OT CBSA3AHHbBIX PUCKOB.

P e T -
I

Hauanexan Touka | ! Koneunan Touka |1
e - - - -—— —_———-— - - &
1 1
1 1
L 1
1 1
VICTOUHVKN EXOMIOB > [eATensHocTs ) MonyyaTenu BuIXo0B
[ ; ! ! A | 1 T T
| NPEAWECTBYHLWME | : MATEPWA. : : MATEPUS, : : MOCNEOYHOLUME "
! D;%HE;?E'T | 3HEPMUSA, I | BHEPTUSA, I  MPOLIECCHI I
MEP. 1 | IHOOPMALIMA 1 | UHOOPMALIAS 1 | HANpUMED, I
nposaitnepa 1 I Hanpumep, 8 1 | Hanpumep, lE',l' 1 I NOTpEGUTENK I
j (BHYTPEHHEr Mk : I thopmie 1 : dopme 1 I (BHYTPEHHKE WK :
| BHELUHETO), | : MaTepHanos, : | mpoyKLM, : ! BHeLuHuE), |
: oT noTpeduTens, . | pecypeos. | 1 yenyru, i , Apyrue I
, OT ApyTix Iy TpeGosaHuit | I pewerma 1 1 COOTBETCTBYOLE I
COOTBETCTBYHOLLMX 1 1 1 1 1 | 3aMHTEPECOBAHHbIE |
| 3aUHTEpECoBaHHbX | | ! ! | I CTOPOHBI !
LCIOPOH _ _ _ _ ___ N . L S S .

BoamoHele cpeacTea ynpaeneHuA
W TOYKWM ANA MOHWUTOPWHIE W
W3MepeHnA NpUrogHoCTH

PucyHok 1 — CxeMaTU4HOe nNpeacTaBneHne 3NIeMeHTOB OTAEeNbHOro nNpolecca

0.3.2 Uukn PDCA (Mnanupyn — Qenan — Npoeepan — OencTeyn)

Unkn PDCA moxeT ObITb NPUMEHNUM KO BCEM MpoUeccaM U K CUCTEME MeHeIKMEHTa KadyecTea B LenoMm.
Ha pucyHke 2 nokasaHo, Kak pasgens! 4—10 moryT 6bITb CrpynnupoBaHbl B cooTBeTeTBMM ¢ Unknom PDCA.
MpumevaHue — Lindpel B ckoBkax OTHOCATCA K pasgenamM HacTOSLEero cTangapTa.

\
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PucyHok 2 - MNMpeactaBneHne CTPYKTYPbl HACTOALLEro cTaHAapTa B Uukne PDCA

Lunkn PDCA kpaTko MoxeT BbiTb onucaH crnegyowmnm obpasom:

— MnaHupyn: ycTaHOBUTE LENU CUCTEMBI M €€ MPOLECCOB, a Takke pecypcbl, Heobxoaumble AnNsS no-
CTaBKW pe3ynbTaToB B COOTBETCTBMMU ¢ TpeboBaHUsMU noTpebutenein n NonMTUKaMy opraHvusauny, a Takke
naeHTUUUMpoBaTE U PacCMOTPETE PUCKM U BOSMOMXKHOCTM;

— Oenan: BbINONHWUTE TO, YTO 3aNNaHWPOBAHO;

— MpoBepaAn: ocyLLEeCTBUTE MOHUTOPUHT U (ECNN NPUMEHUMO) U3MEPEHME NPOLECCOB, a Takke Mony-
UYEHHYI0 B pesynbTaTe NPOoAYyKUUIO U YCIYri MO OTHOLUEHWIO K MONUTUKaM, Uuensam, TpeboBannam 1 nnaHupy-
€MOW OeATENBHOCTU U OTYUTATLCH O pe3yneTaTax;

— OencTBYN: OCYLWECTBUTL ANCTBUS NO YNYYLLEHWUIO NPUTOAHOCTU B TOM Mepe, B Kakoil HeoBxogumo.

0.3.3 MbiwneHWe Ha OCHOBE PUCKOB

MbILwneHWe Ha OcHOBe PUCKOB (CM. A.4) BaXKHO ONSA OOCTWKEHMS Pe3ynbTaTUBHOCTM CUCTEMbl MEHEDK-
MeHTa kadecTBa. KoHLEeNUNA MbILMEHMS HA OCHOBE PVCKOB MogpasyMeBanach W B npeablayllei pegakunm
HacTOSLLero cTaHgapTa, BKIYas, HanpuMmep, BbiNONMHeHVe NpeaynpexaatolmMx 4eAcTBUA AN NCKTYeHNs
noTeHUManbHbIX HECOOTBETCTBUI, aHanu3a NbbiX HECOOTBETCTBWIA, KOTOPble BO3HWKMM, a TakkKe Ocy-
LeCTBMNEHWNE OEWCTBUIN MO NpeaynpexaeHno NOBTOPEHNA BOSHUKHOBEHWSA COOTBETCTBYIOLMX MOCNeACTBWIA
HECOOTBETCTBMUIA.

YT0oBbl cOOTBETCTBOBATL TPeOOBaHWSAM HacTOSALLEro cTandapTa, opraHv3aunvM HeoBXoaumo NnaHupo-
BaTb W BbIMOMNHATL AEMCTBMSA MO PacCMOTPEHWUIO PUCKOB 1 BO3MOXHOCTEN. PaccMoTpeHue Kak PUCKOB, Tak U
BO3MOXXHOCTEI CO34aeT OCHOBY ANSA MOBLILLEHNS Pe3yNbTaTMBHOCTU CUCTEMEI MEHEKMeHTa kauecTea, 40-
CTWXKeHWs Gonee BbICOKMX pe3ynbTaToB U NpeaynpexaeHns HeraTWBHbIX NOCNeaCcTBMIA.

B0O3MOXHOCTM MOTYT BO3HUKAaTh B pe3ynbTaTe cuTyaunu, 6naronpuaTHOW ANS AOCTWKEHUS HaMeYveHHo-
ro pesyneTaTa, HanpuMep Kak psag o6CcTOATENbCTE, NO3BONAKLWMNX OpraHu3auuMu NpueneYyb noTpebuTenei,
paspaboTaTbe HOBYH MPOAYKUMIO U YCIYri, CHA3UTE MOTEPW UMK YIYYLMTE NPOM3BOAUTENBHOCTL. [eiicTBuS,
HanpaBneHHble Ha BO3MOXHOCTW, MOTYT Takke BKMOYaTb pacCMOTPEHME CBA3aHHbIX PUCKOB. Puck — aTo
BO34€EliCTBUE HEONMpPeaeneHHOCTU, U KaXkaas Takas HeonpedeneHHOCTs MOXKET MMeTb MONOXKUTENLHOE UMK
oTpuUaTenbHoe nocneacTene. MonoXXUTENBEHOE OTKIOHEHWE, BO3HMKAIOLLEE U3 pUCKa, MOXET NpeaocTaBnsaTh
BO3MOXHOCTb, HO HE BCE MOSOXKWTENbHbIE NOCNEACTBYSA PUCKa NPUBOAAT B pe3ynbTaTe K BO3MOXHOCTAM.

VI
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0.4 BsaumocBA3sb C OPYrMMM CTaHOapTaMMU Ha CUCTeMbl MeHe)XXMeHTa

B HacTosWweM cTaHOapTe NPUMEHSIETCA CTPYKTYpa, paspaboTtanHas |SO ons ynydlwleHusa cornacoBaH-
HOCTU MeXay cTaHdapTamu Ha cucTeMbl MeHeKMeHTa (ecm. A.1).

HacToswuin cTangapT No3BonseT opraHyMsauumn MCnonb3oBaTh NMPOLUECCHBIN nogxod, 0bbeguHEHHbIN ¢
unknom PDCA M MbILUNEHWEM HA OCHOBE PUCKOB, YTOOBLI COrmacoBaTb UMW MHTErPUPOBaTb CBOK CUCTEMY
MeHeIKMEHTa KadecTea ¢ TpeboBaHNAMIN OPYruX CTaHAapPTOB Ha CUCTEMbl MEHEOKMEHTA.

HacTtoawuii ctangapT ceasaH ¢ ISO 9000 n ISO 9004 cneayrowmum obpasom:

—1S0O 9000 «CucteMbl MeHeaXMeHTa KadecTBa. PyHAaMeHTarnbHblE OCHOBbLI U TEPMUHOMOMMA» Npeno-
CTaBnAeT BaXKHENLYH OCHOBY ANA NPaBUTbHOro NOHMMAaHWA M BHEOPEHUS HAaCTOSALEro CTaHaapTa;

—1S0 9004 «MeHemKMeHT ANS OOCTMKEHUS YCTOMYMBOro ycnexa opraHusauun. MNMogxon Ha ocHoee
MEeHeIKMEHTA KadecTBa» NpPenocTaBNsaeT PYKOBOACTBO ANS OpraHvMsauunii, KoTopble NPOABWUralTes 3a npe-
penbl TpeboBaHUA HACTOSALWErO CcTaHaapTa.

MpunoxeHue B cogepxMT nogpobHyo MHOpMaUMID O OPYIUX cTaHdapTax Nno MeHemLKMEHTY KadyecTBa
N cUCTEMaM MeHeXKMeHTa KadecTsa, paspabotanHeim ISO/TC 176.

HacToswuin cTaHgapT He BKITKOYAET KOHKPETHBIX TPeOoBaHWIA K OPYrMM CUCTEMaM MEHEKMEHTA, Takum
KaKk MEHeKMEHT OKpy»KarLlell cpeabl, MEHEOKMEHT NPOoeCcCOHaNbHOro 340p0oBbsa U 6e30MacHOCTU Mnn
hUHAHCOBbBIA MEHELKMEHT.

[na HEeKOTOpbIX OTpacneill 3KOHOMUKM Bbinv paspaboTaHbl OTpacneBble CTaHOAPTbl HA CUCTEMbl Me-
HeKMEeHTa KayecTBa, OCHOBaHHble Ha TpeboBaHWAX HAcTOALLEro cTaHgapTa. HekoTopble M3 3TUX cTaHZap-
TOB yCTaHaBMNMUBAT OOMOMHUTENbHbIE TpeboBaHUa K cUcTeMe MEHeOKMEeHTa KadvyecTBa, Toraa Kak gpyrve
OrpPaHNYMBaKOTCA NPeacTaBNeHneM PYKOBOASALLMX yKa3aHWiA Nno NpMMEHEHUIO HacTOSALLero ctaHgapTa B OT-
OEenbHON oTpacnu.

C mMaTpuuen, nokasbiBawLlell KOppenauun Mexoy pasgenamu OaHHOW pedakuvMu HacTOSsWEero cTaH-
napta v npegplaywen pegakymen (1ISO 9001:2008), MOXKHO O3HAKOMWTBLCA B OTKPbITOM gocTyrne Ha Beb-
cainte ISO/TC 176/SC 2: www.iso.org/tc176/sc02/public.

VI
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1 Obnactb npumMeHeHuUA

HacToawwii ctangapT ycTaHaBnueaeT TpeboBaHMa K CUCTEME MEHEKMEHTa KayecTBa ANA TeX Cry4aes,
Koroa opraHusaums:

a) Hy)KOaeTcs B AeMOHCTPaUMM ¢Boell cnocoBHOCTM NOCTOSHHO NPeaoCcTaBNATh NPOAYKLMIO UMK YCITYTI,
KOTOpblE COOTBETCTBYIOT TpeboBaHMAM NOTpebuTens, a Takke NPUMEHUMbIM 3aKOHOAATENbHBIM U OPYTMM
obazarencHbIM TpeboBaHUAM; U

b) HaueneHa NoOBbIWATL YAOBNETBOPEHHOCTE NOTREDOUTENA NyTEM Pe3yNbTaTUBHOIO NPUMEHEHUS 3TOW
CUCTEMBI, BKMOYAsA Npouecchl ANS ynydylweHus cucteMel, U obecneyeHns cooTBeTCTBMA TpeboBaHMaM Mo-
TpebuTens, a Takke NPUMEHUMBIM 3aKOHOL4ATENbHBIM U APYIrUM 00a3aTenbHbIM TPeGoBaHUAM.

Bce TpeboBaHMa HacTosALLEro cTaHgapTa HOCAT OOLWMIA XapakTep U NpegHasHadeHbl ONS NPUMEHEHNUS
noboli opraHnzaunein, He3aBUCUMO OT €€ TWUMa WUy pasmMepa UnNn NPeLoCcTaBNaeMON NPOAYKLUUN N YCIIVT.

MpumevaHve 1 — B HacToRLWEM cTaHAaPTE TEPMVHbBI KMPOAYKLUMA» UMK «ycIyra» NpUMEHUMbI TONbKO B OTHOLUEHWUMW

NpoayKuMmn 1 ycnyr, npegHasHaqeHHbIx AN noTpebutens unv satpeboBaHHbIX UM.

MpumevaHve 2 — 3akoHodaTenbHble U Apyrie obRsaTenbHble TpeboBaHusa MoryT BbiTe Takke BbipakeHbl Kak npa-

BOBbl& TpeGOBaHMH.

2 HopmaTuBHbIe CCbISIKK

[ns npyuMeHeHUs HacTOSLLEro cTaHgapTa Heobxoamm cneayroLMii CCbiNOYHbIA cTangapT. ns gatmpo-
BaHHbIX CCBINTOK NMPUMEHSIOT TONMbKO YKasaHHOEe M34aHWe CChINOYHOro cTaHdapTa, ANS HedaTMpOBaHHBIX
CCBINOK MPUMEHSIOT NocNeaHee M3gaHWe CChbINOYHOrO cTaHdapTa (BKMJada Bce ero nameHeHus). Hukenpu-
BEAEHHbIN OOKYMEHT aBnseTcs obasaTenbHbIM ANS NPUMEHEHNS.

1ISO 9000:2015 Cuctembl MeHeakmeHTa kadecTsa. OCHOBHbIE MOMOXEHUSA W cnoBapb

3 TepmMuHbI M onpeaenexlus

B HacTosWweM cTaHaapTe NPUMEHSOT TEPMUHbI, YeTaHoBNeHHble B ISO 9000:2015.

4 KoHTeKCT opraHusauum

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

4.1 NMoHuMaHMe opraHM3aUMKn U ee KOHTEKCTa

OpraHusaums gomKHa onpeaennTe BHELLHUE W BHYTPEHHWE (hakTopbl, KOTOpble OTHOCATCH K €e HasHa-
UEeHWI0 1 ee cTpaTerndeckoMy HampaBMneHW W KOTOpble OKasblBaloT BO3AENCTBME Ha ee cnocoBGHOCTb Oo-
cTUraTb HaMeueHHoro (bix) pe3ynbTaTta (OB) ee cUCTEMbI MEHEIXKMEHTa KayecTea.

OpraHusaums JomkHa OCYLUEeCTBNATe MOHUTOPUWHE W aHanma MHopMaLuK, Kacaweics STUX BHELHNX
N BHYTPEHHNX (haKTOPOB.

MpumedaHue 1 — ®akTopbl MOTYT BKMKOYATb PACCMOTPEHUe NO3UTUBHbBIX UMW HEraTUBHbBIX (haKTOPOB UMW YCMOBUIA.

I'IpmmeuaHme 2 — MNoHUMaHWo BHELLUHEro KOHTeKcTa MOKeT cnocobcTROBaTD paccMoTpeHWe cbak'ropos, OTHOCALLMX-

CA K NpaecBoW, TEXHONOIMHYeCKOW, KOHKYPEHTHOW, PbIHOYHOW, coUyvaneHOW W 3KOHOMWYECKOW Cpefe Ha MexdyHa-

pogHOM, HauMoHaneHOM, PerMoHaneHOM UM MECTHOM YPOBHAX.

I'IpmmeuaHme 3 = MNoHumaHuw BHYTPEHHEND KOHTEKCTa MOMKET cnocobcTeoBaTE paccMoTpeHne cbarcTopos_. cBA3aH-

HblX C UEHHOCTAMM, KyﬂbTypOﬁ_. 3HEHWAMW W NPUIrOQHOCTEH CpraHaauui.
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4.2 NMoHuMaHMe NoTpeBGHOCTEN U OXKMOAHUWA 3aMHTepPecoOBaHHbIX CTOPOH

BcrneacTere MX BAVSHUA UMM NOTEHUWANbHOrO BO3OENCTBUA Ha CNOCOBHOCTE OpraHM3aUny NoCTOSHHO
NpegocTaBnsaTh NPOAYKUMIO UMK YCIyry, oTBevarlme TpeGoBaHMaM NoTpebuTens U NPYMEHUMbLIM 3aKOHO-
JaTenbHbIM U OpyrMM obazaTenbHbiM TpeboBaHUaM, opraHi3auns 4OoMMKHa onpeaenaTh:

a) 3aMHTepecoBaHHbIE CTOPOHbLI, KOTOPbLIE UMEHT OTHOLUEHMWE K CUCTEME MEHEMKMEHTa KayecTea;

b) TpeboBaHuMs 3TUX 3aMHTepecOBaHHbIX CTOPOH, KOTOPbIE OTHOCATCA K CUCTEME MeHeKMEHTa KauecTsa.

OpraHun3auna JomkHa OCYLLECTBMNATE MOHUTOPUHT W aHanu3 MHopMaLUMK, KacaroLlenca aTUX 3anHTe-
pecoBaHHbIX CTOPOH W MX COOTBETCTBYOLLMX TpeboBaHMIA.

4.3 Onpe,qeneHMe obnactu npuMeHeHUA CUCTeMbl MeHe)XKMeHTa Ka4yecTBa

OpraHvsauus gormkHa onpeaenuTs rpaHulbl U MPUMEHMMOCTb CUCTEMBI MEHEMKMEHTA KayecTea, YTo-
6bl ycTaHOBUTE €€ 06nacTe NPUMEHEHUS.

Mpw onpegeneHWn 3Toi 06nacTu NPUMEHEHUSA OpraHM3auus OJKHA paccMaTpusaTs:

a) BHELUHWE 1 BHYTpeHHWE haKTopkl, YKaszaHHble B 4.1;

b) TpeboBaHNs COOTBETCTBYOLNX 3aMHTEPECOBaHHbBIX CTOPOH, YKasaHHbIX B 4.2;

C) NPOAYKUWIO U YCNYTU OpraHu3aunm.

OpraHvsauus JofKHa NPUMEHATb Bce TpeboBaHUSA HacTOsAWero cTtaHgapTa, €cli OHW NMPUMEHUMBI
B paMKax onpeaeneHHoi obnactu NpUMeHEHNS ee CUCTEMBI MEHEOKMEHTA KadyecTea.

OBnacTb NPUMEHEHUS CUCTEMBI MEHEDKMEHTA KadecTBa opraHvsauny gomkHa ObiTe JocTymnHa W nog-
OEPKMBATLCA B BUAE AOKYMEHTMPOBAHHOW WHopmauyun. OBnacTbe NMPUMEHEHWSA AOMKHA YCTaHaBnMBaTb
BUAbI OXBaTbIBAEMBIX MPOAYKUUWU U YCNYT, a Takke npepocTasnate obocHoBaHne Ans nobbix TpebosaHui
HacTOSALLEro CTanAapTa, KOTOpble OpraHusauus onpegenuna Kak HenpuMeHWMble B 0OnacTy NpUMeHeHUs
€€ CUCTEMbI MEHEMKMEHTA KauecTBa.

O cOOTBETCTBMM HacTOSALLIEMY CTaHAAPTY MOXeT ObiTb 3asBneHO, Tonbko ecnu TpeboBaHusA, onpede-
NEeHHbIE KaK HEMPUMEHUMbIE, HE BO3AENCTBYIOT Ha cnocobHocTe My obs3aHHOCTM opraHm3auun obecneyu-
BaTb COOTBETCTBUE €€ MPOAYKLUUU U YCNYT U NOBLIWATE YAOBNETBOPEHHOCTL NoTpebuTenei.

4.4 CuctemMa MeHeQ)XMeHTa Ka4yecTBa M ee npouecchbl

4.4.1 OpraHnsaums gomkHa paspaboTaTb, BHEOPUTb, MOLAEPKMBATE M MOCTOSHHO yNy4ylwaTb CUCTEMY
MeHeIKMEHTa KadecTBa, BKMNovas Heobxoanmele npouecchl U UX B3aUMOAENCTBME, B COOTBETCTBUM C Tpe-
BoBaHNAMW HAcTOSALLErO CTar4apTa.

OpraHusauunsa gormkHa onpeaennTs Npouecchl, HeobxoaMMele AN CUCTEMbl MEHEKMEHTA KadecTea, U
UX MPUMEHEHWNE BHYTPW OpraHMsauum, a Takke OOMmKHa:

a) onpeaenuTe TpebyeMble BXOOb! U OXKUOAEMbIE BbIXOAb! 3TUX MPOLIECCOE;

b) onpepoenuTe NnocneaoBaTeNbHOCTE M B3aMMOOeNCTBUE 3TUX NPOLIECCOB;

C) onNpenenuTb U NPUMEHSTb KPUTEPUN U MeTOObI (BKINHOYAs MOHUTOPWHT, U3MEPEHNS U COOTBETCTBYHO-
liMe MnoKasaTenu NpuMrogHocTH), Heobxoawmele Ons obecnedeHWs pPes3ynbTaTMBHOMO (hYHKUMOHUPOBaHWUS
3TUX NPOLECCOB W YNpaBneHus MU,

d) onpenennTb pecypcbl, He0bXxoauMble AN 3TUX NPOLECCOB, U 0DecneunTb UX Hanuune;

€) HazHaunTb 06A3aHHOCTM U NPeSOCTaBUTb NONTHOMOYNS B OTHOLUEHUW 3TUX NPOLIECCOB;

f) paccMoTpeTb PUCKM M BO3MOXKHOCTH, ONPederNieHHble B COOTBETCTBUM ¢ TpeboBaHuamm 6.1;

g) oUueHuWBaTb 3TW Npouecchbl U BHeApATb Nobble M3aMeHeHUs, Heobxooumble Ana obecnedyeHus ToOro,
yToObl 3TU NpoUecCchl OCTUrany CBOMX HaMeUeHHbIX pPe3ynbTaToB;

h) ynyJdwaTs npouecchl U CUCTEMY MEHEKMEHTA KadecTBa.

4.4.2 OpraHusaums gomxHa B HeoBXxo4MMON CTEMNEHN:

a) noaoepKMBaTh JOKYMEHTMPOBAHHYH MHhopMaUU Ana NoaaepKk oyHKUMOHUPOBaHWS ee NPOLECCOB;

b) coxpaHsaTb JOKYMEHTUPOBaHHYH MHOopMaUnio Ans obecnevyeHns yBEPEHHOCTM B TOM, YTO MpoLUecchl
BbIMOMHAKTCA TakK, Kak OblNo 3annaHnpoBaHo.

5 lnpepctBO

5.1 llugepcTBO U NPUBEPKEHHOCTDL

5.1.1 Obwme nonoxeHuUs

Bbicllee pykoBOACTBO OOMKHO OEMOHCTPUPOBaTh NMAEPCTBO U MPUBEPKEHHOCTb MO OTHOLLUEHWIO K CU-
CTEME MEHEIKMEHTa KadecTea NOCpeacTBOM:

a) MPUHATUS OTBETCTBEHHOCTU 3@ PE3YNBETATUBHOCTE CUCTEMBI MEHEPKMEHTA KayecTea;
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b) obecneueHuns Toro, 4Tobbl ANA CUCTEMBI MEHEOKMEHTA KadecTBa ObINM yCTaHOBMNEHbI NONUTUKA B
obnacTn KayecTBa U Uenu B obnacTu kadecTea W YTOObI OHM ObinK cOrMacoBaHbl ¢ KOHTEKCTOM W CTpaTeru-
YeCcKUM HanpaBneHneM opraHusaluu;

c) obecneyeHns MHTerpaumm TpeboBaHWii CUCTEMBI MEHEDKMEHTa KavecTBa B OM3Hec-npouecchl opra-
HU3aUMK;

d) cogeiicTBMA NPYMEHEHUIO NPOLECCHOro Noaxoaa U MbILUINEHNA HA OCHOBE PUCKOE;

e) obecneyeHuns Toro, UTobbl pecypcbl, He0bXoaAWMbIE ONA CUCTEMbl MEHEDKMEHTa KadecTea, bblnn go-
CTYMHbI;

f) poBeaeHNs 0O CBEAEHUSA BaXKHOCTW Pe3yNbTaTMBHOIO MEHEeQKMEHTa KadecTBa U COOTBETCTBUS Tpe-
BoBaHMAM CUCTEMbl MEHeIKMeHTa Ka4yecTBa;

g) obecneyeHuna Toro, YTobbl CUCTEMA MEHEIKMEHTA KayecTBa AOCTUrana CBOMX HaMeYeHHbIX pe3yrb-
TaToB;

h) npuBneyeHns, HanpaenNeHUs M NOOOEPKKN NepcoHana, KOTOpbI BHOCUT BKMaA B pe3ynbTaTMBHOCTb
cucTeEMbl MEHEDXKMEHTA KadyecTea;

i) cogencTBMA YNydLWEHNAM,;

j) nopoepKKM Opyrux COOTBETCTBYOLLMX PONeE MeHeIKepOB ANs AeMOHCTPpauuu UMW nuagepcTea npu-
MEHUTENBHO K obnacTam ux obsasaHHoOCTEN.

I'Ipmmeanme — Ccbinku Ha «BusHec» B HacTOALWEM CTaHOapTe MOryT BbITb WMHTepNpeTUpOBaHbl CaMbiM LLUWMPOKMM

06pa30M, 4yTObObl 0603HaYNTL Te BWAbl OeATENBHOCTH, KOTOPbIE ABNAKTCA OCHOBHBIMW ONA HamepeHMﬁ CylwecTBO-

BaHWA opraHnsauln, BHe 3aBMCMMOCTWM OT TOro, ABNAETCA NW opraHW3ayuAa rocygapcTEEHHOW WKW YacTHOMW, cylle-

CTBYyW0OLWEW ANA NonyYeHns Npudeinu Unu HeT.

5.1.2 OpueHTauusa Ha noTpebutens

Boicwee PYKOBOACTBO OOJTKHO OEMOHCTPUPOBATE NMOEPCTBO U NMPUBERHKEHHOCTE B OTHOLUEHNWN OPUEH-
Tauun Ha HOTp66MTEJ'IF| nocpeacTeom obecneyeHuns Toro, ytTobbl:

a) Obinu onpegeneHel, NOHATBlI U NOCTOAHHO BbINONMHAINWCH TPEGOBaHHH I'IOTpEGMTEJ'IFl, a TakKe npume-
HVMBbIE 3aKOHOAaTenNnbHbIE U Opyrue obssatencHble TpesoBaHMH;

b) Obinu onpegeneHsl U paccMOTPeHbI PUCKKM M BOSMOXXHOCTHW, KOTOPbIE MOryT BIIMATE HA COOTBETCTBME
npoayKumn n ycnyr n Ha cnocoBHoCcTb NoBbIWaTL YOOBNETBOPEHHOCTb I'IOTpEGHTEJ'IFl:

C) nogoepXXneanack opMeHTauAa Ha NoBbIlLEHWEe YOOBNETBOPEHHOCTH I'IOTpEGHTEJ'IF!.

5.2 MonuTtukKa

5.2.1 YcTtaHoBneH1e NoruTUKKU B obnacTtu KavyecTBa

Bhicluee pyKOBOACTBO OOMKHO YCTAHOBWUTL, BHEAPUTL M NOAOEPKMBATL NONMUTUKY B 0BnacTu KavecTea,
KoTopas:

a) COOTBETCTBYET Ha3HaUEHWIO M KOHTEKCTY OpraHusauuMn U NoaaepKvBaeT ee CTpaTernyeckoe Hamnpas-
NeHue;

b) npegocTaBnseT ocHOBY ANA YCTaHOBKW Leneil B o6racTh kavecTBa;

C) BKMtouaeT 06a3aTeNbCTBO COOTBETCTBOBATL NPYMEHUMbIM TpeboBaHWUAM;

d) BkntouaeT 06A3aTeNLCTBO NOCTOAHHO YNyYLlUaTh CUCTEMY MEHEQXKMEHTa KauecTBa.

5.2.2 JloBegeHune Ao cBedeHWA NMONMTUKKM B obnacTu KadecTBa

MonwuTtuka B obnacTu kayecTea AOMKHa:

a) ObITb QOCTYNHOW M NOAAEPKMBATLCA B BUAS AOKYMEHTUPOBAHHOW MHdopMauuu;

b) 6bITe AoBEAEHA OO CBEAEHWUSA, MOHUMATBLCH U MPUMEHATLCS B OpraHmnsauum;

¢) BbITb AOCTYMHOI, NpU HEOBXOAUMOCTH, COOTBETCTBYOLUM 3aNHTEPECOBAHHBIM CTOPOHAM.

5.3 Ponu, 06A3aHHOCTH U MNOSTHOMOYUSA B OpraHusauum

Beiclwee pyKoBoACTBO AOMKHO obecneymBaTb, YToObl 0653aHHOCTM M NMOMIHOMOYMSA B OTHOLLEHWUM COOT-
BETCTBYOLUUX POME HasHayanuck, AOBOAUMUCE A0 CBEAEHUS U BbINM MOHATEI B OpraHM3aunm.

BeicLwee pyKOBOACTBO AOMKHO Ha3HauuTe 0683aHHOCTU U MOMHOMOUNS ANS:

a) obecneyenus Toro, YTobbl cUCcTEMa MEHESKMEHTa KauyecTBa COOTBETCTBOBana TpeboBaHnsam HacTo-
SLLlero cTaHAapTa;

b) obecneyeHus Toro, YToObl NpoUecchl NOCTaBNSANW NPeAnonaraemble BbIXo4b!;

C) NpegoCcTaBNeHUA OTYETOB O MPUrOAHOCTU CUCTEMBI MEHEMKMEHTA KayecTBa W BO3MOXKHOCTAX ONA
ynydweHui (cm. 10.1), B YacTHOCTU 4Ns BbICLUEro pyKOBOACTBA,

d) oBecneyeHuns pacnpocTpaHeHUs No BCEW OpraHn3ayun opyeHTaumn Ha notTpebutens;

e) obecneyeHusa Toro, ytobel Moggepkusanack LEMNOCTHOCTE CUCTEMBI MEHeKMEHTa KauecTea Mpu
NNaHUpoBaHUW U BHEAPEHWUU U3MEHEHUS B CUCTEMY MEHEDKMEHTA KayecTsa.
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6 NMnaxnupoBaHue

6.1 JercTBMSA NO PAaCCMOTPEHUIO PUCKOB M BO3MOXHOCTEN

6.1.1 MNpu nnNaHWpoBaHUK cUCTEMBI MEeHeKMEeHTa KadecTBa opraHu3auua OofmKHa paccMoTpeTh dhak-
Topbl, NpuBeAeHHble B 4.1, n TpeboBaHWsA, NpuBedeHHbIe B 4.2, 1 onpedennTs PUCKA U BO3MOXHOCTU, KOTO-
pble HeoBxoaUMO paccMOTpPeTh, YTODbI:

a) rapaHTUpoBaTh, UTO cUCTEMa MeHeIKMeHTa KayecTBa MOXET AOoCTUraTb HamMeudeHHbIX (bIX) pesynb-
TaTa (oB);

b) yeunuTe xenatenbHble NocneacTBUS,;

C) NnpegynpeauTs UMW CHU3UTb HeXenaTenbHble NocneacTBUS;

d) gocTuub ynyJlleHus.

6.1.2 OpraHusaums gomxkHa nnaHupoeaTh:

a) OeicTBUA NO PaACCMOTPEHWIO 3TUX PUCKOB U BO3MOXHOCTEW;

b) To, Kak:

1) MHTerpupoBaTh U BHEOAPATL 3TW ASNCTBUSA B NPOLUECCHl CUCTEMbI MEHEAXKMEHTa KadyecTBa (cMm. 4.4);
2) oueHuBaTb pes3ynbTaTUBHOCTL STUX ASUCTBUIA.

OeicTBns, NpeanpuHATbIE ONA PaccMOTPEHUA PUCKOB U BO3MOXHOCTEN, AOMKHbI OblTh COU3MEpUMbI
C NoTeHUWanbHbIM BO3AeNCTBUEM Ha COOTBETCTBME NPOAYKUMM U YCIYT.

MpumevaHue 1— BapuaHTbl paccMOTPEHUA PUCKOB MOMyT BKMoYaTh: u3beraHne pucka, NpUHATWE pucKa ANA 4o-

CTHHEHWA BOSMO}KHOCTeﬁ, YCTpaHeHWe WCTOYHWMKa pUCKa, W3MeHeHWe BEepPOATHOCTHM WNK I'IOCJ'IE,D,CTBMH, pacnpege-

NeHWe pUCKa MNK coXpaHeHWe pUCKa Ha OCHOBaHWUKW obocHoBaHHoro peLweHnA.

MpumevaHue 2 — Bo3MOXKHOCTM MOTYT BECTU K MPUHATUMIO HOBbIX MPaKTUK, 3anycKy HOBOW MpoAyKUWW, BbIXOZy Ha

HOBble PbIHKK, o6paLu9Hmo HOBBIX nomeﬁmeneﬁ, NOCTPOEHWKD NapTHepPCTEA, NCNONbB30BaHWID HOBOW TeXHOMornu

W Opyrum enatenbHblM U CTUMYNUPYHLWWM BO3MOKHOCTAM, paccMaTpyUeawim I'IOTpeGHDCTH opraHuzauun unu

ee noTpebutenei.

6.2 Llenun B obnactn Ka4ecTBa U NNaHUpoBaHWe UX JOCTUXKEHUNA

6.2.1 OpraHusaums OormKkHa YCTaHOBUTL Uenu B obrnacTi kadecTBa ANS COOTBETCTBYHOLMX OYHKLUMWA,
YPOBHEW U npoLueccoB, HeobXxoaUMbIX ANS CUCTEMBI MEHEIKMEHTA KaJuecTBa.

Llenu B o6nacTu KayecTBa AOMKHbI:

a) BbITb cornacoBaHHbIMK ¢ MONUTUKOW B oBnacTu KayecTea;

b) 6bITb U3MEPUMBIMU;

C) yuuTbIBaTE NPUMEHUMBIE TPeBOBaHUS;

d) MEeTb OTHOLLEHWUE K COOTBETCTBUIO MPOAYKUMKN U YCIYT U MOBLILUEHWIO YAOBETBOPEHHOCTY NOTPebUTENS;

€) noanexate MOHUTOPUHIY;

f) poBoAMTBECH OO CBEAEHUS;

g) oBHoBNATLECS NPy HEOBXOANMOCTW.

OpraHusauus gormkHa NoaaepKuBaTe AOKYMEHTUPOBaHHY MHOpMaUWio o Lensx B obrnacTv kadecTea.

6.2.2 Mpy NNaHMpoBaHWM OOCTUMXKEHUS CBOMX Uenei B obnacTn KayecTBa opraHM3auuns QOMmKHa onpe-
OennTL:

a) uto ByageT caenaHo;

b) kakne pecypcbl noTpebyroTes;

c) kTo BygeT OTBETCTBEHHbIM;

d) korga aTo ByaeT 3aBepLUEHO;

e) kaknm obpasom ByayT oueHMBaTLCA pesynbTaThl.
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6.3 MnaHupoBaHue N3IMeHeHUN

Korga opraHusauuveii onpegeneHa HeoOXoQUMMOCTb B U3MEHEHWAX CUCTEMbI MEHEMKMEHTa KayecTea,
3TU USMEHEHUS OOTKHBI NPOBOANTLCS B NNaHOBOM nopsake (cm. 4.4).

OpraHvsauus omKHa paccMoTpeTh:

a) HasHaJyeHWe U3MEHEHUI U UX NOTEHUMaNbHbIE NOCNEACTBUS;

b) uenocTHOCTE CUCTEMBI MEHEMKMEHTA KAUeCTBa;

C) AOCTYMHOCTbL PECYPCOE;

d) pacnpegeneHue unu nepepacnpegeneHme o6s3aHHoOCTEN 1 NOSTHOMOYNIA.

Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”
20.06.2018 21:

Jdara neuaru:



Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”

20.06.2018 21:

Jdara neuaru:

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

CTb ISO 9001-2015

7 NMoponepxka

7.1 Pecypchl

7.1.1 Obwme nonoxeHuUs

OpraHusaums JomkHa onpeaenuTs M NpedocTaBuTL pecypekl, HeobxoaumMble Ans paspaboTkv, BHedpe-
HWS, NoA4epPKaHWS 1 NOCTOSHHOTO YNYJLLEHUS CUCTEMbI MEHEDXKMEHTA KayecTsa.

OpraHunsauns gormKkHa paccMOoTPETh:

a) BO3MOXXHOCTM W OrpaHNYEHNA MMEOLLMXCA BHYTPEHHUX PECYPCOE;

b) To, UTo HEOBX0AMMO MOMYYUTL OT BHELLHUX MOCTABLLMKOB.

7.1.2 NMepcoHan

OpFaHM3aLlMF| AOoMmKHa onpedennTb U obecneunTe Hanuuue nepcoHana, HeobxoguMmoro ons pes3ynbTa-
TUBHOINO BHeEApPEHWA ee CUCTEMBl MEHeXKMEHTA Ka4YecTBa, a TakKkKe OnA CIbyHI{LlMOHHpOBaHMFl €€ npoueccos
M ynpaeneHna MMmu.

7.1.3 UndhbpacTpyktypa

OpraHusaums gorkHa onpeaenuTs, NpPeaocTaBuTe W NOAAEPKMBATL WMHPaAcTPYKTYpY, Heobxoaumyro
Ana pyHKUMOHUPOBAHWSA ee NPoLEecCcoB U AOCTUXKEHUA COOTBETCTBUA NPOAYKLUUM W YCIyT.

MpumevaHve — VIHpacTpyKkTypa MOXeT BKNOYaTh:

a) 34aHUA W CBR3aHHbIe C HUMW WHXeHEPHbIE CUCTEMBI;

b) oBopypoBaHWe, BKNKOHAR TeXHUHECKWME CpecTBa U NporpaMMHoe obecneqeHue;

C) TpaHCNOpPTHbIE pecypcehl;

d) MHhoPMaLVOHHO-KOMMYHWKALMOHHbBIE TEXHOMOMMM.

7.1.4 Cpepa gna hbyHKUMOHUPOBaHUA NpoLEeccoB

OpraHusaums gomkHa onpeaenuTs, NpefocTaBuTe W NoAdepXKuBaTh cpey, Heobxoaumyo Ana dyHK-
LMOHUPOBaHUA ee NPOLLECCOB U AOCTUXKEHUA COOTBETCTBUA NPOAYKUMWM U YCIyT.

MpumevaHve — Mogxoaawas cpeda MoKeT BbiTb KOMBUHaLMEN YENOBEHECKUX U PU3NHECKMX PaKTOPOB, TAKUX Kak:

a) coyuanbHble (HanpyvMep, OTCYTCTBUE AUCKPUMMHALWMMW, CNOKONCTBME, BECKOHMNUKTHOCTD);

b) ncuxonorudeckne (HanpuMep, CHUKEHWE CTPECCOBbBIX CUTYaUMid, NpedynpexaeHre 3MOLMOHANLHOro MCToLe-

HWSA, 3aLiMTa OT 3MOLWIA);

¢) dumandeckue (HanpumMep, TeMnepaTypa, TENNO, BNaXHOCTb, OCBELUEHWE, BO3AYLUHbIM NOTOK, TMrueHa, LyMm).

3TW dhaKkTopbl MOrYT B 3HAUYUTENBHOW CTEMEHM OTNUMYATBECA B 3aBMCUMMOCTU OT NpeaocTaBnsaeMbiX Npo-
OYKUWUKW W YCIIyT.

7.1.5 Pecypcbl 4ns MOHUTOPUHIA U U3MepeHUi

7.1.5.1 O6LmMe nonoxeHusa

OpraHnsaums OofmKHa onpedenvTe U NPeaocTaBUTh pecypcbl, Heobxoaumble ons obecnedyeHns sanu-
OVPOBaHHBIX N HaAeXHbIX Pe3ynbTaToB, KOrAa MOHUTOPUHT UMW U3MEPEHUA UCMOMb3YTCs ANng Bepuduka-
UMW COOTBETCTBUA NPOAYKUMM U yeryr TpeboBaHMAM.

Oprannsaums gormkHa obecneunTb, YTOObI NPegOCTaBINEHHbIE PECYPCHI:

a) BbinK NpMeMnemMbl NS KOHKPETHBIX TUMOB OEATENBbHOCTU MO MOHUTOPUHIY U U3MEPEHMAM, KOTOpbIe
BbINOMHAKTCS;

b) nogoepxmMBanuce B NOCTOSHHON FOAHOCTU ANA UCMONb30BaHUA MO HA3HAYEHNKO.

OpraHnsaums OOMKHA COXPaHATb COOTBETCTBYHOLLYH AOKYMEHTMPOBAHHYK WHGOPMAaUWKD Kak cBuae-
TENbCTBO FOAHOCTU K MCMONMb30BaAHUIO MO HasHaYeHUO PecYpPCoB ANA MOHUTOPUHIA U M3MEPEHWIA.

7.1.5.2 MpocnexuBaemMocTb U3MepeHU

B Tex cnydasix, Korga npocnexnsaeMocTb U3MepeHUii aBnaeTcs TpeboBaHWeM MUnu paccMaTpuBaeTCs
opraHMsaumeit Kak OCHOBHasA YacTb obecnedvyeHns OOBEPMS K BanvOWPOBAHHOCTY Pe3ynbTaToB U3MEpPEHUN,
N3MepUTENbHOE 060pYyoOBaHWE OOMKHO ObITh:

a) oTkanudpoBaHo Wunu BepudrLNPOBaHO Yepes YCTAHOBIEHHbIE UHTEPBAnbl UMW Nepen NPUMeHeHU-
€M B COOTBETCTBMM C STaNoOHaMu, UMELIMMUN NPOCMEXNBAEMOCTE OO0 MEXOYHAPOAHBIX UMW HAUMOHAaNbHbBIX
3TanoHoB. Korga Takme 3TanoHbl OTCYTCTBYIOT, OCHOBA, MCMONMb3OBaHHAA ANA KanubpoBkM unn BepuduKa-
LMK, OOIDKHA COXPaHATHCS KaK OOKYMEHTUPOBaHHas MHopMauns;

b) noeHTMdMUMpoBaHO ANS ONpeaeneHns ero cTaTyca;

C) 3alUMLLEHO OT PEryrMpOBOK, MOBPEXOAEHWA WNKU M3HOCA, KOTOpble MOrnuv Obl coenaTth HeaencTeu-
TenbHbIM CTaTyC €ro KanudpoBKN W NOCNenyoLMe pe3ynbTaTel U3MEPEHUA.
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Ecnn N3MepuTeneHoe 060py,qosaHme Obino NPWM3HAaHO HErogHbIM ONA npeanonaraemMoro Mcnofb3oBa-
HWA, opraHn3aunAa OOJTKHa onpenennTb H66J'IaFOI'IpMF|THOE BO3OEeNCTBUE Ha BanMOMpPOBaHHOCTE Npeadblay-
LWLKNX pe3ynbTaToB M3MepeH WA 1 npu HeoBXoaMMOCTK OOMKHA npeinpuHATE COOTBETCTBYHOLLKME nencTeums.

7.1.6 3HaHUA opraHM3auum

OpraHusauua gofkHa onpedenwTe 3HaHWA, Heobxogumble ANA PYHKUWOHUMPOBaAHUA €e NPoLeccoB U
Ana OOCTUXKEHWUHA COOTBETCTBUA NPOAYKUMKN W YCITYT.

3TW 3HaAHU] OOMKHBI NoaaepXuBaThCs U OblTh AOCTYMNHBIMKW B HeobxoguMom obbeMme.

Mpy paccMOTpeHUN U3MEHEHWIA B NOTpebHOCTAX U TpeHOdax opraHusauus AoMkKHa paccMOTpeTb CBOU
UMeloLLMeca 3HaHWA 1 onpeaenuTs, Kakum obpasom oHa ByadeT npuobpeTaTbh UNW NONYYUT A0CTYN K NobbiM
HeoBxoAuUMbIM AONONHUTENBHBIM 3HAHWAM W Tpebyemomy 1X oBHOBNEHMIO.

MpumedaHue 1 — 3HaKWA opraHU3aUun — 3TO 3HaHWA, cneuvduyeckue NS opraHnsaUmK, KOTopble NoMnyYeHbl Ha oc-

HOBe onbiTa. 3TO MHOPMAaLWA, KOTOPaA UCNONbL3YETCA U PACcNPOCTPaHASTCR ANA AOCTUKEHUA Lienei opraHuzauum.

MpumedaHue 2 — 3HaHWA OpraHM3aLMu MOryT OCHOBbLIBATBCA Ha:

a) BHYTPEHHUX UCTOYHMKaX (HanpuMep, UHTENNeKTyansHaa coBCTBEHHOCTD, 3HAHWUA, NOMYYEHHbIE HA OCHOBE OMbITa;

YPOKM, U3BMEYEHHbIE U3 NPOBANbHbIX U YCNELUHbIX NPOSKTOB; 3aMMCTBOBAaHHbIE U pacnpeenerHble HeAoKYMeHTH-

POBaHHbIE 3HAHUA W OMbIT; Pe3ynbTaTbl YNy4LLEHWIA B Npoueccax, NPOAYKUMU W yenyrax);

b) BHELIHWMX UCTOYHMKaX (Hanpumep, cTaHAapTbl; akageMudeckoe coobLUecTBO; KOHgepeHUMN; 3HAHUA, NOMyYeH-

Hble OT MOTpebuTenei NN BHELUHUX NOCTaBLUMKOE).

7.2 KoMneTeHTHOCTb

OpraHusauunsa gomkHa:

a) onpeaennTe HeOOXOOMMYIO KOMMETEHTHOCTb NepcoHana, ocyllecTenawLwero paboTy nog ee ynpas-
TNEeHUeM, KOTOpasa BO3LENCTBYET Ha NPUrOAHOCTb W Pe3yNbTaTUBHOCTb CUCTEMBI MEHEIKMEHTA KauecTBa;

b) o6ecneunts, YTobbl 3TOT NepcoHan obnagan KOMNEeTEHTHOCTLH Ha OCHOBE COOTBETCTBYLWEro 06-
pasoBaHWs, NOArOTOBKM UMK OMbITA;

C) ecn MPUMEHMMO, OCYLUECTBMNSATL OEWCTBUS MO NpUobpeTeHno HeoOXoaUMOW KOMMETEHTHOCTM U
OLEHMBaTL Pe3ynbTaTMBHOCTL NPEaNPUHSATLIX 4EACTBUIA;

d) coxpaHATb COOTBETCTBYIOLLYID OOKYMEHTUPOBAHHYK MHMOPMAUUIO Kak CBUOETENBCTBO KOMMETEHT-
HOCTMW.

anME'-IaHMe— HpMMEHHEMbIe ,El,eF’ICTBHFl MOryT BKNKOYaTb, HanpuMep, npejocTaBneHWe NoAroTOBKWM, MeHTOPWHI

Mnu nepepacnpejenedie COTRYAHWKOB, HaeM WNK 3aKkNKYeHWe KOHTPaKTOB C KOMNETEHTHBEIM NepcoHanom.

7.3 OcBegoOMINeHHOCTb

OpraHuzayma gomkHa obecneunTb, YToObl COOTBETCTBYOWMIA NepcoHan, paboTarwmili nog ynpaene-
HWeM opraHuzauuu, Obin OCBEAOMIIEH O:

a) nonuTuke B oBnacTun KadyecTea;

b) cooTBETCTBYOWMX Lensx B obnacTu kadecTea

C) ero BKNage B pPe3yNbTaTUBHOCTE CUCTEMbI MEHEMKMEHTA KauecTBa, BKMHOYASA BbIrodbl OT Yry4yLUeHWS
MPUroAHOCTY;

d) nocneacTBUSX HECOOTBETCTBUIA TpeBOBaHUAM CUCTEMBI MEHEOKMEHTA KauecTBa.

7.4 KoMMyHMKauum

OpraHvsauus JofmkHa OnpeaennTs BHYTPEHHWE WM BHELUHME KOMMYHMKAUWMW, OTHOCHALMECH K CUCTEME
MEHEKMEHTa KayecTsa, BKMUas To:

a) o yem ByOyT OCYLLECTBNATLECH KOMMYHUKaUWK;

b) korga 6yayT ocyLWEecTBASTECH KOMMYHUKAUWNNK,

C) ¢ KeMm ByAyT OCYLLECTBNATLECH KOMMYHUKaLWHK;

d) kak ByayT ocyLWecTBNSATLCH KOMMYHUKaUWNA,

€) kTo ByaeT ocyLECTBNATE KOMMYHUKaLUHN.

7.5 JokymeHTUpoBaHHas MHcopMmauus

7.5.1 Obwme nonoxeHun

CucTema MeHeOKMeHTa KauecTBa opraH13auMi JOoKHa BKIYaTh:

a) OKYMEHTMPOBaHHY MHgopMaunto, TpebyeMyo HacTOSLWMM CTaHAaPTOM;

b) DOKYMeHTUpPOBaHHY MHOPMaUWio, ONpedeneHHy opraHusaumell kak Heobxoaumy ans pesynb-
TaTMBHOCTU CMCTEMbI MEHEKMEHTA KadecTBa.
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MpumMevaHue — OBbeM HOKYMEHTUPOBaHHOW MHGOpMaLUK CUCTEMbl MeHeIKMEHTa KadecTBa OfHON opraHvsayuu
MOEeT OTNUYaTbCR OT APYroli B 3aBUCUMOCTH OT:

— pasmMepa opraHvzauuu 1 Buaa ee AeATENbHOCTH, MPOLECCOB, NPOAYKUUM W YCIYT;

— CMOKHOCTM NPOLECCOB W MX B3aUMOAEUCTBUS;

— KOMMeTEeHTHOCTU NepcoHana.

7.5.2 Co3paHue u oGHOBMNEHUe

Mpw cozgaHun n 0BHOBNEHUN OOKYMEHTUPOBAHHOW MHdOpMaLuKn opraHMsauns 4omkHa obecneynTs:

a) ngeHTucuKaumo n onucanune (HanpuMep, HaMMeHoBaHue, gaTa, aBTop UK YYETHBIN HOMEP);

b) chopmaT (HanpumMep, A3bIK, BepcUa nporpammHoro obecnedeHus, rpadmka) n Hocutens (Hanpumep,
ByMakHbI UNN SNEKTPOHHLIN);

C) aHanus n ogobpernne MHopMaLnn ¢ TOYKN IPEHUS NMPUEMIEMOCTN U aAEKBATHOCTH.

7.5.3 YnpaBneHue JOKYMeHTUPOBaHHOW MHdopMaLuen

7.5.3.1 JokymeHTUpoBaHHaa WHcopmMmaunsa, Tpebyemas cUcTEMOW MeHeMKMEHTa KayecTBa M HacTos-
MM CTaHAapTOM, AOITKHA HaxoAUTLCA Nog ynpasnennemM ans obecneyeHns Toro, UTo oHa:

a) AocTynHa U NpueMnema Ans UCMone30BaHuUs, rae U Koraa 3To Heobxoammo;

b) agekeaTHO 3awmLleHa (Hanpumep, OT HapyLlWeHUs KOHMUAEHUNANbHOCTY, HEHaAMNEXallero Ncnonb-
30BaHUS UMW HapyLUEHWS LEeNOCTHOCTH).

7.5.3.2 [1ns ynpaBneHns OOKYMEHTUPOBaHHOW MHOpMaLMe opraHnsayms OormKHa, ecrnn NpUMeHnUMo,
paccMOTPETE CMNEAYOLLYH OESTENBHOCTS!

a) pacnpegeneHve, 4OCTYM, BOCCTAHOBMEHWE U UCMONB3OBaHUE;

b) HakonneHWe n obecneyerne cOXPaHHOCTU, BKITIOYASA COXpaHeHne pasbopumeocTy;

C) ynpaBneHue U3MEHEHUAMU (HaNnpUMep, ynpasneHne BEPCUAMN);

d) xpaHeHne 1 pasMeLleHune.

[okymMeHTUpoBaHHas MHGOpMaUus BHELLUHENO MPOUCXOXKAEHUS, OornpefeneHHas opraHusauvei Kak He-
obxogumas Ans NNaHWpoBaHUsa U YHKUWOHWPOBAHUSA CUCTEMbI MEHEKMEHTa KauyecTBa, JOJKHa ObiTh co-
OoTBETCTBYOLWUM 06pasom ngeHtTudryMposana 1 ynpasnsema.

[okymMeHTUpoBaHHas MHdOpMaUuMs, CoOXpaHaeMas B KayecTBe CBWAETENbCTBA COOTBETCTBUA, AOMMKHA
ObITb 3aLyULLIEHa OT HEMpPeAHaMEPEHHBIX UCTPABNERNIA.

MpumMevaHue — JocTyn MOXeT npefnonaraTe paspelleHiie TONMbKO 03HAaKOMMWTBCHA C AOKYMEHTUPOBaHHOW UHDOp-
MalWell UMK pa3speLleHne U MONIHOMOYUSA O3HAKOMWUTBCA U UBMEHWTL AOKYMEHTUPOBaHHYH MHIIOPMaLMI.

8 OnepaunoHHasa OeATeNbHOCTb

8.1 MnaHupoBaHue ¥ ynpaBneHue 4eATENbHOCTLIO

OpraHvMsaumsa OofmkHa nnaHupoBaThb, BHeAPATb M ynNpaensaTe npoueccamn (cm. 4.4), HeobBxogumbiMK
ANS BbINONHEHUS TpeboBaHWMii Mo NPedoCTaBNEHUIO MPOAYKUMWA W YCIYr, a TakKe BHEOPEHWH OEWCTBUIA,
OnpedeneHHbIX B pasaene 6, nocpeacTeoOM:

a) onpegeneHus TpeboBaHuii K NPOgYKUUN U YCryram;

b) ycTaHOBMNEHUA KpUTEPUEB ANS:

1) npoueccoe;
2) NpUeMKM NPoAYKUUN KU YCIyr,;

C) onpegeneHns pecypcoB, HeobxoauMblX ANS AOCTVPKEHWUS COOTBETCTBMSA MPOAYKUMM W ycnyr Tpebo-
BaHUAM;

d) BHEOpEeHWS CPeACTB YNpaBneHWs NPoLeccamMu B COOTBETCTBUN C YCTAHOBINEHHBIMWU KPUTEPUAMU;

€) onpeaeneHns, BEAEHWUS U COXPaHEHNUS AOKYMEHTUPOBaHHOW MHbopMaumn B o6beme, Heobxoanmom Ans:

1) oBecneyeHns yBepPEHHOCTH B TOM, YTO NpoLECCHl MPOBOAATCH TaK, KaK 3annaHnpoBaHo;
2) AeMOHCTpaUMK COOTBETCTBMSA NPOAYKUMUM U yenyr TpeboBaruaM.

BbIX0Abl 3TOr0 NNaHWPOBaHUA AOMKHbI BbITe NpYemMneMsl AnsS dYHKLMOHMPOBaHWS opraHM3aunm.

OpraHuzauvs JofmKHa ynpaBnsTe 3anfaHUpPOBaHHBIMU U3MEHEHWAMU M aHanW3NpoBaTbk NOCNeacTBMA
HenpeanonaraeMblXx W3MEHEHWI, NpegnpuHUMas npyu HeoOXoAMMOCTW LENCTBMA MO CMArYeHW nobbix
HeraTUBHbIX NOCNeaCTBUIA.

OpraHuzauus gormkHa obecneunTs, YTOOLI ayTCOPCUMHIOBBIE MPOLECCHI HAaXOQUMUCEL NOA YNpaBreHneMm
(cm. 8.4).
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8.2 TpebGoBaHMA K NpoAYKUMMU U yCcnyram

8.2.1 KommyHukauuns c notpedbutenem

KommyHuKkauus ¢ noTpebutensMu 4OMmKHa BKINIOYaTh:

a) npegocTaeneHne UHopMaLum, OTHOCALLENCS K MPOAYKUUM W yeryram;

b) obpalyeHre ¢ 3anpocamu, KOHTPaKTaMu UMK 3aKkasamu, BKITHOYaA U3MEHEHUS;

C) nonyyeHue ot noTpedbuTtenel oBpaTHO CBA3U OTHOCUTENBHO NPOAYKUMM W YCIYT, BKIKOUYAs NPEeTeH3nK;
d) obpalleHue ¢ cobcTBEHHOCTRIO NOTPebUTens Unu ynpaeneHne ew;

€) YCTaHOBMNEHWE KOHKPETHBIX TpeboBaHUI K 4eNCTBUAM B HENPEOBWAEHHbBIX CUTYaLMAX, €CrN YMECTHO.

8.2.2 OnpepeneHue TpeboBaHUM K NPOAYKLWKM U ycriyram

Mpw onpegeneHun TpeboBaHuii K NPOAYKUMM U ycnyram, npeanaraemsiM notpebuTtensm, opraHnsayms
JomkHa obecneuunTb, YTOOLI:
a) TpeboBanus K NpoayKUUK 1 ycriyram 6einu onpeaeneHsl, BKOYas:
1) noBele NpyMeHWMbIe 3aKkoHoAaTeNbHbIE W apyrie obsasaTeneHele TpeboBaHus;
2) TpeboBaHus, paccMaTpuBaemMble opraHnsaumen kak Heobxoanumble;
b) opraHuzaums nMena BO3MOXHOCTb BbIMOMHWUTE 3as8BKY Ha MPOAYKUMIO U YCHYrK, KOTOpble OHa npea-
naraer.

8.2.3 AHanus TpeGoBaHUM K NpoAYKLUM U ycryram

8.2.3.1 OpraHusauus gomkHa obecneunTt cnocobHOCTL BLINONHUTE TpeboBaHUa K NpoayKunn 1 yeny-
ram, Kotopele ByayT npeanoxeHel notpedbutensm. [o Toro Kak opraHv3auns npumeT Ha cebs obssaTens-
CTBO MOCTaBUTE NOTPEOUTENO NPOAYKUMIO U YCIYTKU, OHa AOMKHA NPOBECTW aHanvs, BKIHYaroLWmWii:

a) TpeboBaHus, ycTaHOBMEHHbIE NOTPebUTENeM, BKNoYas TpeboBaHns, OTHOCAWMECH K MOCTaBKe U Ae-
SATENbHOCTU NOCHE NOCTaBKY;

b) TpeboBaHus, He ycTaHOBMEHHbIE NOTPeBUTENEM, HO HeobxoauMble ANS KOHKPETHOro WUNu npeanona-
raeMoro UCMofb30BaHWUs, ECIIN 3TO U3BECTHO;

c) TpeboBaHns, yCTaHOBMEHHbIE OpraHu3aynen;

d) sakoHogaTenbHble U apyrve obssaTenbHble TpeboBaHWA, NPYMEHUMbIE K MPOOYKUWUM W YCryram;

€) KOHTPaKTHble UNu apyrue TpeboBaHWs, OTNMYaLWMECS OT NPeaBapUTENbLHO CHOPMYNMPOBAHHbIX.

OpraHusauus gormkHa obecneynTs, YToObl Mo TpeboBaHUAM KOHTpaKTa MW 3akasa, OTNMYarLWMMCS OT
npeaBapuTENbHO ONpeAeneHHbIX, ObINM NPUHATLI PELLEHNS.

Ecnun notpebutent He npeacTaBnseT AOKYMEHTaneHo chopmynnpoBaHHblx TpebosaHwii, 3T TpeboBa-
HWUS NoTpebuTens AoMKHLI ObiTe NOATBEPKAEHLI OpraHu3aunel npexae, yem ByayT NpUHATLI

anME'-IaHMe— B HEKOTOPBIX CUTYaUWAX, TaKWX KaKk npogax 4Hepes MHTEPHET, NpakTUYeCcKM HeBO3MOXHO Bbinon-

HUTb chopManbHBIi aHanu3 Kakgoro 3akasa. BMecTo 3Toro aHannz MoKeT OXBaTbiBaTb COOTBETCTBYHOLLY UHGOpP-
MaLuio O NPOAYKLMM, TaKyk Kak kaTanoru.

8.2.3.2 OpraHunsauus gommkHa, ecnv NpUMeHNUMO, COXPaHATbL AOKYMEHTUPOBaHHYK UHopMaUmo o:
a) pesynbTaTax aHanusa;
b) ntobeix HoBLIX TpeboBaHNAX K NPOAYKUUK K yeryram.

8.2.4 UsmeHeHUsa TpeboBaHUM K NpoAYKLUM U ycnyram

Ecnu TpeBoBaHMs K MPOAYKUMM W yeryraMm M3MEeHSITCH, opraHM3aums 4omkHa obecneunTb, YTobkl Bbina
M3MeHeHa COOTBETCTBYHLLAA AOKYMEHTUPOBaHHaA MHGopMauua M 4Tobbl COOTBETCTBYOLWVE Nvua Obinu
ocBeAoMIEHbl 06 3TUX U3MEHEHUAX.

8.3 NpoekTupoBaHue u paspaboTKa NPoAYKUMN U yCnyr

8.3.1 ObwmMe nonoxeHuUn

OpraHu3auuna gomkHa paspaboTaTb, BHEAPWUTE W MOAAEPKMBATL MPOLIECC MPOEKTUPOBAHWUA U pa3paboTku,
KOTOPbLI ABNAETCA COOTBETCTBYIOLLMM Ans obecneyeHns NocneayoLero NpeaocTaBNeHNs NPOaYKUMM 1 YCIyT.

8.3.2 NMnaHnMpoBaHue NpoeKTUpOBaHUA U pa3paboTku

Mpv onpedeneHny cTaawii U cpeacTB YNpaBneHUs Ansa NPOeKTUPOBaHWS W pa3paboTKM opraHusauvs
OOIMKHa PaccMOoTpeTh:

a) xapakTep, ANUTENbHOCTE M CNIOXHOCTL AEATENBLHOCTM MO NPOEKTUPOBaHMIO U pa3paboTKe;

b) Tpebyemble cTaaum npouecca, BKIOYaKLWME NPMMEHAEMbIE aHaNM3bl MPOEKTMPOBaHNA 1 paspaboTku;

c) TpebyemMyto AeSTENbLHOCTL MO BepUUKaLMKM U BanuaaumMn NpoeKTUpoBaHus U paspaboTku;

d) 0653aHHOCTM 1 MONHOMOUMSA BOBMEYEHHBIX B MPOLECC NPOEKTUPOBAHUS U pa3paboTku;

€) BHYTPEHHNE U BHELUHWE pecypcebl, HeobxoarMble AN NPOEeKTUPOBaHUA W pa3paboTki NPoaYyKUWK U YCITyT;
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f) HeoBxoguUMOCTE yNpaBneHVUs B3aUMOAEWCTBUEM MEXAY NULaMW, BOBMEUYEHHBIMW B MPOLECC MPOEK-
TUPOBaHWUA N paspaboTku;

g) HeobxoaMmocTe BoBNeYeHUs noTpebutenei 1 nonb3osaTenei B NpoLect NPOEKTUPOBaHNSA 1 paspaboTku,

h) TpeBGoBaHusa ons nocneayroLlero NpegocTaBNeHUS NPOAYKUMU U YCIyT;

i) YPOBEHb YMpaBfeHUs MPOLIECCOM MPOEKTUPOBaHUSA W paspaboTku, oxupaembli noTpebutensamm u
APYTMMU 3aUHTEPECOBaHHBIMU CTOPOHAMU;

j) BOKYMEHTUPOBaHHYIO MHdOopMayuio, Heobxoaumy ANsS AEMOHCTpauuy Toro, uyto TpeboBaHusa K npo-
EKTUpOBaHUto 1 paspaboTke BbinM BbINOMHEHLI.

8.3.3 Bxoabl npoeKTUupoBaHUSA U pa3paboTKu

OpraHuzauvsa gormKHa onpedenuTs TpeboBaHUs, ABMNAOLWMECH BaXKHBIMW ANS KOHKPETHBIX BUOOB Mpo-
EKTUpYEMBIX U paspabaTeiBaeMbix NPOAYKUMW U ycryr. OpraHnusaums AormKHa paccMOTPETh:

a) yHKUMOHanNbHble TpeboBaHna K TpeboBaHWsA K NPUrogHOCTH;

b) uHcbopmauuo, NonNydYeHHY U3 Npedblayllell aHanorMyHo OeSTENbHOCTM MO MPOEKTUPOBAHUKD U
paspaboTke;

C) 3akoHoAaTenbHbIE U gpyrue obszatensHele TpeboBaHus;

d) cTaHgapTel UNK CBOALI MPaKTUK, KOTOpbIE opraHusaums obssanace BbIMOMHATE;

€) NoTeHUManbHble NOCNEACTBUSA OTKa30B, 00yCNOBNEHHBIE XapakTePOM NPOAYyKUWMW 1 YCITyT.

Bxoapbl AoMmkHbl ObITe aAeKBaTHBI Ha3HAYEHWK NMPOEKTUPOBAHUSA M pa3paboTkn, MOMHBIMK M HENPOTUBO-
pPEeUYUBLIMHU.

KoHhnuKTEl BO BXOAAX NPOEKTUPOBaHUA U pa3paboTky JormkHbl ObITb paspeLueHsl.

OpraHuzauvs OofKHa COXPaHsaTe AOKYMEHTUPOBAHHYK WHGOpPMaUW O BXOAAxX MPOEKTUPOBAHUA U
paspaboTku.

8.3.4 CpeacTtBa ynpaBneHUs NPoOeKTUPOBaHUEM U pa3paboTKon

OpraHuzauvs JomkHa NPUMEHSTL CPeAcTBa YNpaBneHUs K NMpoLeccy NpOoeKTUPOoBaHus 1 pa3paboTky,
ana Toro Yytobbl obecneunTs:

a) onpegeneHue pesynsTaToB, KOTOPbIE OOMKHbEI ObITe AOCTUMHYTHI;

b) npoBegeHVe aHanW3oB ANS OLUEHUBaHUS CMOCOBHOCTW Pe3ynbTaToB NPOEKTUPOBaHUSA U paspaboTku
COOTBETCTBOBATL TpeboBaHUAM;

C) NpoBedeHVE OeATENBHOCTU Mo BepudMkauumn ans obecneyeHns Toro, YyTobbl BbIXOObl NMPOEKTUPOBa-
HWUS 1 pa3paboTkn COOTBETCTBOBANM BXOAHBIM TpeboBaHUAM;

d) npoBeaeHUe AEATENBHOCTU MO Banuaayuu Ans obecneyerust Toro, Ytobbl Nonyyaemble B pesynbTa-
Te NPOAYKUUS W YCNyru cOOTBETCTBOBaNMU TpeboBaHUSAM ANS KOHKPETHOro NPMMEHEHWS WNW npegnonarae-
MOFO WUCMONb30BaHNUS;

€) NnpoBedeHWe Bcex HeobOxoaumbix AelcTBUI Mo npobriemam, onpedeneHHbIM B XO4e aHanuia, WMnu
OEATENBHOCTU MO BepUdMKauum 1 Banugauum;

f) coxpaHeHue QoKyMeHTUpOBaHHOM UHopmaumu 06 3TUX AeWCTBUSAX.

MpumevaHve — AHanusbl, BepuduKkauus 1 Banvgaums NpoeKkTPOBaHNA U pa3paboTkn MMeT pasnnyHoe HasHaqe-

HWe. OHW MOryT NPOBOAMTBCA pasgensHo unu B Nboll koMmBWHaUWK, Kak 3TO MOSXOAWT AMA NPOAYKLUUK U YCIyT op-

raHusagunin.

8.3.5 Bbixoabl NpoeKTUpoBaHUA U pa3paboTKu

OpraHuzauus gormkHa obecneunTts, YToObl BEIXOALI MPOEKTUPOBAHWA U paspaboTku:

a) COOTBETCTBOBANW BXOAHLIM TpeboBaHUAM;

b) 6bINn agekBaTHBI NOCNEAYOWUM NpoueccamM NpeaocTaBneHUs NPoAYKUMK W YCIIyT;

c) Bkntoyanuy TpeboBaHUs No MOHUTOPUHIY U U3MEPEHUSAM U, ECIIN MPUMEHNMO, KPUTEPUMN NMPUEMKN NN
cChianuck Ha HUX;

d) ycTaHaenusanu xapakTepucTUKN NPOAYKLUUK W YCIyr, KOTOpble SBNATCA Ba)KHBIMW NS MX Npeano-
naraemoro HasHaJyeHus, a Takke Ans ux 6esonacHoro U Hagnexallero NpegocTaBieHNs.

OpraHuzauvs AofmkHa COXPaHsATb AOKYMEHTUPOBaHHYK MHGOPMaUUo O BbiXOgax MPOEKTUPOBaHWUS U
paspaboTku.

8.3.6 U3meHeHMA npoeKTUpoBaHUA U pa3paboTku

OpraHvzauvs gomkHa MOeHTUUUNPOBaTb, aHanM3MpoBaTh U YNPaBnATb U3MEHEHWUSMM, CAEMaHHbIMM
BO BPEMS UK Mocne NPOeKTUPOBaHUA W pa3paboTku NpPoAyKUMK U YCryr, B TO CTENeHU, KoTopasa Heobxoau-
ma ansa obecneyerns Toro, YTobbl He Gbino HeGnaronpUATHOrO BO3AENCTBMA Ha COOTBETCTBUE TpeboBaHUAM.

OpraHunsaumns goMmKHa COXPaHATb JOKYMEHTVPOBaHHYK MHOPMaLNIO Mo:

a) U3MEHEHMSAM NPOEKTUPOBaHUA U Pa3paboTky;
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b) pesynbTatam aHanusoe;
C) paspelUeHUsM Ha U3MEHEHUS;
d) gefcTBUSM, NPEANPUHATEIM ANS NPeAYNPEXAEHUS HEraTUBHOIO BO3OENCTBUS.

8.4 YnpaBneHue npegocTaBNsaeMbIMU U3BHE NpoueccaMu, NPoayKLUMEN U yCIyramu

8.4.1 ObwmMe NnonoxeHUnA

OpraHunzauna gomkHa obecnednTb, YTOGLI NpegocTaBnsaeMble W3BHE MPOLECChl, NPOoAYKUUS U yeryru
cooTBeTcTBOBany TpeGoBaHMAM.

OpraHun3aunsa goMmkHa onpedenuTs cpeacTBa ynpaBneHns, KoTopble ByayT NpUMEHATbCS K NpeaocTas-
nAeMbIM M3BHE Npoleccam, NpoayKuuMK 1 yenyram, Korga:

a) NPOAYKUMIO W YCIyry OT BHELUHMX MOCTaBLUVMKOB MpeanonaraeTcs BKIKYMTE B COCTaB MPOAYKUMMW U
YCIyr caMmoii opraHu3aumnu;

b) npoaykuuns v ycnyru NpeaocTaBnATCA BHELWWHUMM NMOCTaBLUMKaMK Hanpamylo noTpebuTento (Am) oT
VMEHW OpraHnaaunm;

C) Npouecc UM YacTb Npolecca NPeaoCcTaBNAnTCA BHELUHMM NOCTaBLUVMKOM MO PELUEHUI0 OpraHn3auunu.

OpraHunzauna OomkHa onpegennTb M NPYMEHATb KPUTEPUWM ONA OUEHWBaHWA, Bbibopa, MOHWTOPWHra
MPUrOAHOCTA W MOBTOPHOTO OLEHWBAHWA BHELUHMX MOCTaBLUMKOB HA OCHOBE WX CMOCOBHOCTW MpegocTas-
NATb NpoUecchl MV MPOAYKUMIO W YCryri B COOTBETCTBUM ¢ TpeboBaHmamMu. OpraHmaauna LoImKHa coxpa-
HATb JOKYMEHTUPOBaHHYK MHGopMauno o6 3Toi AeaTenbHOCTU U MoBbIX Heo6X0ONMbIX AeMCTBUSX, BbiTe-
KaKLLUMX 13 3TOrO OLeHMBaHMS.

8.4.2 Tun u cTeneHb ynpaBrieHUA

OpraHunzauna gomkHa obecnednTb, YTOGLI NpegocTaBnsaeMble W3BHE MPOLECChl, NPOoAYKUUS U yeryru
He OKa3blBanu HeraTMBHOrO BO3AEMCTBMSA Ha CMOCOBHOCTb OpraHU3auMKM MOCTOSHHO MOCTaBMATb COOTBET-
CTBYHOLLYIO MPOAYKUMIO U YCIYrM CBOVMM NOTpeGuTensam.

OpraHun3aunsa omkHa:

a) obecneunTtb, UTOOLI NpeaocTaBNAeMbIii M3BHE MPOLECC OCTaBancsa nog ynpaeleHWeM ee CUCTEMbI
MeHeKMeHTa KaJuecTBa;

b) onpegennTb cpeacTBa ynpaBneHWs, KOTOpble OHa npegnonaraeT NPUMEHWTb Kak K BHELUHeMy Mo-
CTaBLUMKY, TaK U K pe3ynbTHUPYLLEMY BbIXOZY;

C) NPVHATb BO BHUMaHWE:

1) noTeHUManbHOEe BO3OENCTBME MPeLoCTaBNAeMbIX M3BHE MPOLECCOB, MPOAYKUMM W YCIyr Ha cro-
cOoBHOCTb OpraHusauuy MocTOAHHO BLINOMHATL TpeboBaHWA NoTpebuTensa U NPUMMEHUMbIE 3aKoHo4aTemNb-
Hble U gpyriue oBasaTenbHble TpeboBaHuS;

2) pe3ynbTaTUBHOCTL CPEaCTB YNpaBneHus, NPYMEHAEMbIX BHELUHNM MOCTaBLUMKOM;

d) onpegenuTe OeATENBHOCTL MO BepUcUKaLMKU MNW ApYryro AeaTenbHOCTb, Heobxogumyto ana obec-
NeJYeHns COOTBETCTBUA NpeaoCcTaBNAEMbIX 3BHE MPOLIECCOB, NMPOAYKUMN 1 yenyr TpeGoBaHMSaM.

8.4.3 Unchopmaumsa ons BHEWHUX NOCTaBLMKOB

OpraHusauus gomkHa obecneuynTs ageksaTHOCTe TpeboBaHWii Nepen AOBEAEHNEM WX OO BHELUHErO Mo-
cTaBLyuMKa.
OpraHvsauns JomKHa A0BECTU A0 BHELUHMX NOCTaBLMKOB cBon TpeboBaHus K:
a) npoueccam, NPoAyKUUA 1 ycryram, KoTopbele ByayT NnpeaocTaBneHbl;
b) ogobpeHuto:
1) NnpoAayKUMKU U yenyr;
2) MeToaoB, NpoueccoB 1 obopyaoBaHus;
3) Bbinycka NpoayKUUK N YCRYT;
C) KOMNETEHTHOCTW NepPcoHana, Bknoyas nbyo Tpebyemyto kBanudmkaumio;
d) B3anmoaencTBMAM BHELUHEro NocTasLUMKa ¢ OpraHnsaumen;
€) ynpaBneHuo U MOHUTOPUHIY MPUFOAHOCTU BHELUHUX MOCTaBLUMKOB, KOTopble ByayT 3ageicTBOBaHbI
opraHusaumen;
f) desTeneHoOCTU No BepudUKauumM UMW Banugauuy, KOTopble opraHMsauns unu ee notpebuTens npeg-
nonaratT OCYLECTBNATE HAa MECTE BbINOMHERUS paboT BHELIHMMYW NOCTaBLLMKaMMU.

8.5 MNpepocTaBneHne NpoayKUMKU U ycnyr

8.5.1 YnpaBneHue npegoctaBneHMeM NpoayKUMKU U yCnyr
OpraHvsauus JOmKHa BbIMOMHATL NPeAoCTaBNeRNe NPOAYKLUUA U YCIYT B YNPaBNsaeMblX YCIOBUSX.

10
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YnpaenseMble YCNOBWUSA LOMMKHbI BKMHOYATL, €CMW NPYMEHUMO:

a) 4OCTYMHOCTb AOKYMEHTMPOBaHHOW MHOpMaLMK, KOTopas onpeaenseT:

1) XapakTepuncTUKK NPOoAYKUMM, KOoTopas OOMKHa MpoWM3BOAWMTLCSH, YCNYr, KOTOpble AOIMKHbI Mpeno-
CTaBNATLCH, UMW AeSTENbHOCTH, KOTOPas AOMKHA BbIMOMHATLCS;
2) peaynbTaThl, KOTOpblE OOMKHbI AOCTUraThCS;

b) Hanwnure 1 Ncnonb3oBaHNe NOAXOAALLMX PECYPCOB ANS MOHUTOPUHIA U U3MEPEHMIA;

C) BbIMOMHEHWE Ha COOTBETCTBYIOLUMX CTaguaX AeATENbHOCTA MO MOHUTOPUHIY M M3MepeHUsaM, YToObI
BEPUULMPOBaTL, YTO KPUTEPUU ANA YNpasBneHus npoueccamy Unv BbiXodamu W KpUTEpUU MpUeMKd ans
NPOAYKUMK W YCryr BbINM BbINOMHEHDI;

d) ucnonb3oBaHWe NoaxoAsaLLel MHPACTPYKTYPbI U cpedbl ANA hYHKLUMOHWPOBaHWUSA NPOLECCOB;

€) Ha3HaJyeHVe KOMNEeTEHTHOroO NepcoHana, Bkrovas Nbyo Tpebyemyto KBanvpuKaumio;

f) BANMaauno M NepruoanyecKylo MOBTOPHYKD Banuaauuio cnocoBHOCTM JocTWraTh 3amnnaHMpOBaHHbLIX
pe3ynbTaToB MPOLEeCcCOB NPeaoCcTaBNeHUs NPOaYKLUNM W YCIYT, CNW UX Pe3ynbTUPYOLWNE BbIXOAbl HE MOTyT
ObITe BEpUULMPOBaHEI NOCMNEAYHLMM MOHUTOPUHIOM UMK N3MEPERNEM;

g) BbINOMHEHWE AEACTBUIA MO NpeaynpexaeHMio ONBOK, CBA3aHHbIX C YENOBEYECKUM (haKTOPOM:;

h) ocyLlecTBneHNe BbiNycka, NOCTaBKU M AEATENbHOCTM MOCIe NoCTaBKu.

8.5.2 UgeHTnchukauma u npocnexmBaemMocTb

OpraHusaums OomKHa NPUMEHSTe NpUeMMeMble Mepbl MOEHTUUKALMN BLIXOAOB, ECMW 3TO Heobxoau-
Mo ans obecneyeHns COOTBETCTBMSA NPOAYKLUUW U YCIIyr.

OpraHusaums gomkHa MAeHTUUUMPOBaTL CTaTyC BbIXOAOB OTHOCWTENBHO TPeBGoBaHUIA K MOHUTOPUHTY
N U3MEPEHNSAM Ha NPOTHKEHUN NPeaoCcTaBNeHVs NPoAYKUMA U YCIIT.

OpraHusauns OomkHa ynpaenaTb YHUKanbHOW MOeHTUgMKaUWeid BbIXOOOB, €CNM MPOCMEXVWBaEMOCTb
aBnsetca TpebGoBaHMeM, M OOMKHA COXPaHATb AOKYMEHTUPOBaHHYK WHopMauuio, Heobxoaumyr AOns
obecneyeHns NpoCnexnBaeMoCcTH.

8.5.3 CobcTBEHHOCTDL, NPUHaANexalwas noTpeduTenam Unu BHELWWHMM NocTaBLUKaM

OpraHusauns OomkHa MposBnATe 3aboTy O COGCTBEHHOCTW, MpUHaAnexallel noTpebuTensMm wnu
BHELUHVMM MoCcTaBLUVKaM, ecrii OHa HaxOAMTCA NoZ ynpaBreHueM opraH1M3auny Unv Ucnonb3yeTes eto.

OpraHusaums OomKHa MaeHTMhULMPoBaTh, BepugMUMpOoBaTh, 3allMLLaTh U COXpaHATb COBCTBEHHOCTD
noTpeBuTeneil UMW BHELUHWX MOCTABLUWMKOB, NPEeAOCTABMNEeHHY ANSA MCMONb30BaHWSA MMM BKIOUYEHWS B CO-
CTaB NpoayKUUW W YCIIyT.

B Tex cnyyasx, Korga npeaocTaBneHHas NoTpeGuTenemM Mn BHELUHVWM MOCTaBLUMKOM COBCTBEHHOCTL
Bbina yTepsiHa, NoBpexaeHa Unu npusHaHa HenpyveMnemoin AnsS UCNoMb30BaHWUA, OpraHn3aUmns 4OMKHa co-
obWwKTE 06 3TOM NOTPedUTEN MMM BHELUHEMY MOCTAaBLUMKY W COXPaHATb AOKYMEHTMPOBaHHYK WHopMa-
LM O TOM, YTO MPOKU3OLLIIO.

I'Ipmme'-laHme — CobcTeeHHOCTE I'IOTPEGMTEJ'IH WNK BHELWHEro NOCTaBWMWKA MOMXET BKNOYATE MaTepuanbl, KOMNOHEH-

Tbl, MHCTRYMEHTBI W OGDPYHOBEHMG, TEPPWUTOPUWIO, MHTENNEKTYaNbHYH cobCcTBEHHOCTE U nepcoHanbHble gaHHbIE.

8.5.4 CoxpaHeHue

OpFaHMSGLlMFl pomkHa obecneunTs COXPaHHOCTb BbIXOOOE Ha NPOTAXEHWWN NpedocTaBneHna NPoayKUWK
nycnyrB TOWN CTENEHMU, KoTOpaAda Heobxoguma ans obecneyeHUs COOTBETCTBUS Tp66OBaHHF|M.

MpumMevaHue — CoxpaHeHue MOXET BKMOYaTh MAEHTUdUKaUMO, oBpalleHue, NpedoTBpalleHe 3arpA3HeEHNSs, yna-
KOBKY, XpaHeHWe, NepeMeLleHe UMY TPaHCNOPTUPOBaHUE, a Takke 3alluTy.

8.5.5 leaTenbHOCTb Nocne NocTaBKU

OpraHuzauus AoMmKHa BbINONHUTE TpeboBaHWA K AeATENBHOCTU MOCe NOCTaBKW, CBA3AHHOW C MPOOyK-
UMen n ycnyramu.

Mpu onpeaeneHn cbbvema TpedyemMoii AEATENBHOCTH NOCTIE NMOCTABKN OpraHn3aums 4OIKHa PacCMOTPETS:

a) sakoHogaTenbHble U apyrue obssatencHble TpeboBaHUs;

b) noTeHUManbHbIe HeXenaTenbHble NOCNEACTBUA, CBA3AHHbBIE C €€ NPOAYKUMEN N yCIyramu;

C) XapakTep, UCMONb30BaHNE U NpeanonaraeMmoe «BpeMs XXU3HW» CBOMX MPOAYKUMW U YCIYT;

d) TpebosaHus notpebutenen;

e) obpaTHy cBA3b OT noTpebutenei.

I'Ipmmeanme - BH,D,I::I AeATENBHOCTW NOCNe NOCTABKKM MOryT BKNHOYaTb qeﬁCTBMH, npegycMmaTpuearowme rapaHTmﬁ-

Hoe oGecnequme, KOHTPaKTHblE O6F|36Ter|bCTBa_. Takle Kak CepeEWCHOe oﬁcnymmsaHme, M OKa3aHWe COonyTCTBYH-

LMX YCIYT, TaKUX KaK nepepaboTka unu yTunusayus.
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8.5.6 YnpaBneHue U3MeHEeHUAMM

OpraHvsauus JormkHa aHanusvpoBaTe W YyNpPaenaTe U3MEHEHWAMW NMPW NpegocTaBneHny NPOAYKUMN U
ycnyr B Tom obbeme, KoTopbld Heobxogum Ans obecneyeHUs NOCTOAHHOIO COOTBETCTBUSA TpeboBaHuaM.

OpraHvsauus QoMmkHa CoOXpaHaTb JOKYMEHTUPOBaHHYK MHAOpMaLMio 0 pesynbTatax aHanMsa uaMeHe-
HWA, 0 nuue (ax), paspewarowemM (MxX) U3SMEHEHNSA, N 0 NbbIX HeobxoaMMbIX AeWCTBUAX, credyowmnx 3a
aHanusom.

8.6 BbinycK npoayKUuKM v ycnyr

Ha cooTBeTCTBYHOWMX CTaAUSAX Opranusauus OoMmKHa BbINOMHATE 3anfaHUpOBaHHbIE MEPONPUATAS MO
BepudmKauum Toro, 4to TpeboBaHMsa K NPOAYKUMU U yenyre Obinv BbIMOMHEHbI.

Beinyck npoaykyuu 1 ycnyr noTpebuTento He AOMKEH OCYLWECTBNATLCA A0 TEX Mop, NoKa BCe 3annanu-
pOBaHHbIE MEPOMPUATUS He OyayT YAOBNETBOPUTENBHO 3aBEPLUEHBI, €CMM Ha MHOE He nonydeHo ogobpe-
HVWE COOTBETCTBYHOLLErO YNOMHOMOYEHHOTO W, FAe 3TO NPUMEHUMO, noTpebuTens.

OpraHvsauna OomKHa CoXpaHATe JOKYMEHTUPOBaHHY MHopMauuio o BbiNycke npogykuny 1 npego-
CTaBMEHUN YCIyT.

[okyMmeHTUpoBaHHas MHdopMauusa AoMmKHa BKIKYaTh:

a) cBMAETENLCTBA COOTBETCTBUSA KPUTEPUAM MPUEMKM;

b) npocnexueaemocTb 40 Nuua (Nvu), paspelumnsLluero (KMx) Bbinyck.

8.7 YnpaBneHue HeCOOTBETCTBYHLWMMMU BbIXogamMu

8.7.1 OpraHusauus gormkHa obecneunTtb, YTOObLI BRIXOAL!, HECOOTBETCTBYOWME ee TpebosaHmsMm, Bbinn
UAeHTUUUMPOBaHbl U yNpaBnsemMbl ANS NPeaynpeXaeHUus WX Henpennonaraemoro WCronb3oBaHWsA WIn
MOCTaBKM.

OpraHvsauus AoMmKHa OCYLLECTBUTE COOTBETCTBYOLME AENCTBUS, OCHOBLIBAACH Ha XapaKTepe HecooT-
BETCTBUS W €ro BO3ZENCTBMU Ha COOTBETCTBME MPOAYKUUM U YCRyr. 3TO OOMKHO MPUMEHSTBCH TaKkKe
K HECOOTBETCTBYIOLLEN NPOAYKUMU U yCIyram, BbISBINIEHHBIM MOCHe MOCTaBKW MPOAYKUWK, B XO4e WK nocne
npeaocTaBneHUs YCnyr.

OpraHvsauus gormkHa NocTynaTe ¢ HECOOTBETCTBYOLLMMU BbIXOAaMW OAHVMM UMM HECKOMBKMMUW U3 YKa-
3aHHBIX HIKE NyTel:

a) MPOBECTU KOPPEKUWIO;

b) nzonvposatek, Nokan“3oBaTk, BO3BPATUTE UMW MPUOCTAHOBWTE NPEAOCTABNEHNE NPOSYKUUN U YCIYT;

¢) nHdopmmposaTh noTpebutens;

d) nonyuynTe paspeLUeHe Ha MPUEMKY Ha OCHOBE paspeLUEHNS Ha OTKITOHEHME.

Ecnu HecooTBeTCTBYOLWWE BbIXOAbl MOABEPratOTCA KOPPEKUMM, COOTBETCTBME TpeboBaHWAM HOOMKHO
ObITb BEpUthNLMpoBaHo.

8.7.2 OpraHusauus OomkHa CoOXpPaHAaTb AOKYMEHTUPOBaHHY MHopMaUMo, KOTopas:

a) onucbIBaeT HECOOTBETCTBUE;

b) onuceiBaeT ocyLlecTBNEHHbIE AeUCTBUS,

C) onvckbIBaeT Ntobble NONMyJYeHHbIE Pa3peLlEHNS Ha OTKITOHEHNE;

d) naeHTUULMpyeT YNONHOMOUYEHHOrO, NPUHSBLUEro pelleHne ob ocyllecTBneHUn OeWCTBUIA B OTHO-
LWEHUM HECOOTBETCTBUS.

9 OueHnBaHue NPUrogHOCTH

9.1 MOHUTOPUHI, U3MEPEHUS, aHanus3 U oueHUBaHue

9.1.1 ObwMe NnonoxeHUNA

OpraHun3auna JomkHa onpeaennTs:

a) MOHUTOPUHI U M3MEPEHWS TOro, YTO HE0BX0AUMO OCYLLECTBNATS;

b) MeToabl MOHWUTOPWHra, U3MEPEeHWiA, aHanu3a 1 oLeHWBaHWAa, HeobxoaMmble ans obecnedeHna Banu-
OVPOBaHHbIX pe3ynbTaToB;

C) KOraa AOMMKHbI BbIMOMHATLECA MOHUTOPUHT U U3MEPEHUS;

d) Korga peaynbTaTbl MOHMTOPWHIA W U3MEPEHWIA LOMKHbI BbITe NMPOaHanM3npoBaHbl U OLEHEHBI.

OpraHun3aunsa 4omkHa OUeHVBaTh NPUrOAHOCTb U Pe3ynbTaTUBHOCTL CUCTEMbI MEHEKMEHTa KayecTsa.

OpraHun3auna OOmKHa COXPaHATb COOTBETCTBYHOLLYK OOKYMEHTUPOBaHHYK WHChopMauuWio Kak cBuae-
TENbLCTBO MOMYYEHHbIX Pe3ynbTaToB.
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9.1.2 YpoBneTBOopeHHOCTb NOoTpebutens

OpraHuzauvs OofmkHa OCYLLECTBINATE MOHUTOPWHT BOCNPUATUS NOTPEBbUTENSMM TOro, B KaKOW CTEMEHU
BN BbINOMHEHBI UX NOTPeBHOCTU U oxMaaHus. OpraHusauus OOMmKHA ONpefenuTb MeToObl MOMyYeHus,
MOHWUTOPUHIa U aHanusa sTol nHdopmaumm.

Mpumeyanue — MpUMepsl MOHUTOPUHra BOCNPUATUA NoTpeBUTens MOryT BKMYaTb: onpoc noTpebuTens, obpart-

HYKO CBA3b OT NOTPeBUTENs No NOCTaBNEHHOM NPOAYKUMU UAK YCnyram, BCTpeuu ¢ NoTpeBuTenamu, aHanus 4onu

pbiHKa, GnarogapHoCTy, NPeTeH3UN B pamMKax rapaHTUiHbIX 06A3aTenscTs U 0TYeThl AUNepoB.

9.1.3 AHanus3 v oLleHUBaHue

OpraHuzauus OofmKkHa aHanusnupoBaTh M OLEeHUBaTk COOTBETCTBYHOLWME AaHHbIE U MHbopMaUuo, Nomny-
yaeMble MPU MOHUTOPUHIE U U3MEPERHMAX.

Pes3ynbTaTbl aHan1M3oB JOIMKHbI ObITb UCMOMB30BaHLI ANA OLEHUBAHUS:

a) COOTBETCTBUS NPOAYKUWUN U YCIYT;

b) cTeneHu yaoeneTeopeHHOCTH NoTpebuTenei;

C) NPUrogHOCTU W Pe3yNbTaTUBHOCTU CUCTEMBI MEHEDKMEHTA KauecTBa;

d) Toro, UTo 3anNaHUpPOBaHHOE Pe3YNbTaTUBHO BbINOMHEHO;

€) pe3yneTaTUBHOCTW AENCTBUIA NO PACCMOTPEHWIO PUCKOB M BO3MOXKHOCTEN;

f) NpUroAHOCTU BHELUHUX NOCTaBLUWKOE;

g) HeoBXoaUMOCTH YNyYLLEHWIA CUCTEMbBI MEHEKMEHTA KaJyecTBa.

I'Ipmmeanme - MeTOﬂbl gaHanusa gaHHblX MOryT BENHYaTe CTAaTUCTUYECKHME TEXHWUEKN.
9.2 BHyTpeHHUIA ayauT

9.2.1 Opranusauus [ormkHa MPOBOAUTE BHYTPEHHWE ayguTbl Yepes 3annaHupoBaHHbIE WHTEpBarsbl
BPEMEHW ANS NPeAoCcTaBNeHUs MHopMauumn o TOM, YTO CUCTEMa MEHEMKMEHTA KauecTBa:

a) COOTBETCTBYET:

1) TpeboBanUsaM opraHnuzaUMu K CBOEW CUCTEME MEHE)KMEHTA KauecTea;
2) TpeboBaHMAM HacTOSALWErO cTaHAapTa;

b) pesyneTaTUBHO BHEAPEHa U NOAAEPKUBAETCS.

9.2.2 OpraHusauns gomkHa:

a) NnaHupoBaTb, YCTaHaBnuBaTk, BBIMOMHATE M NMOAAEPKMBATE NMporpaMmy (bl) ayauTa, koTopas (ble)
BKIIOYAET (OT) YacToTy, MeToAbl, 0653aHHOCTU, NNaHupyemble TpeboBaHWA M OTYETHOCTL W KoTopas (bie)
AorkHa (bl) MPUHUMATL BO BHUMaHWe Ba)KHOCTb MPOLECCOB, U3MEHEHWSA, BMMAIOLLME HA OpraHM3auuto, n pe-
3yneTaThl NPeAbIAYLUX ayauTos;

b) onpegensaTe AN KaXKQoro ayguTa KpUTepun n obracte NPUMEHEHNA ayauTa;

c) otTbupaTte ayauTOpoOB M NPOBOAUTE ayauT Tak, uTobbl Obina obecneveHa obbekTMBHOCTE W Becnpu-
CTpacTHOCTL Mpouecca ayauTa;

d) oBecneunTs, yTobbI pesynbTaTel ayguTos ObiNyM JOBEAEHbl A0 CBEAEHUA COOTBETCTBYHOLLENO PYKOB-
BoacTBa (MEHeKepoB);

e) obecneunts npoeeaeHVe 6e3 HeoBOCHOBaHHOW 3a4EPKKN COOTBETCTBYHOLLVIX KOPPEKLUUN U KOPPEKTU-
pPYHOLWWX OeACTBUIA;

f) coxpaHaTe JOKYMEHTUPOBaHHYK WHopMauuo o pesynbTatax ayguTa U Kak CBMAETENLCTBO BbIMNOI-
HEHWS NporpamMMel ayguTta.

Mpumevaxve — Ona pykosoacTea cm. 1ISO 19011.

9.3 AHanus co CTOPOHLI pyYKOBOACTBA

9.3.1 ObwKe nonoxeHUs

Bbicllee pyKOBOACTBO OOMMKHO Yepes 3anfaHWpOBaHHblE WHTEpBarnbl aHanM3upoBaTb CUCTEMY Me-
He)KMEeHTa KayecTBa opraHmsauunn, Uytodbl obecneunTe ee NOCTOAHHYIO NPUEMMEMOCTb, adeKBaTHOCTb, pe-
3ynNbTaTUBHOCTL M COTMAcOBAHHOCTL CO CTPATErMYeCcKUM HanpaBneHnem opraHusauun.

9.3.2 Bxoabl aHanu3a co CTOPOHbI pyKoBoAacTBa

AHanna co CTOPOHbI PYKOBOACTBA AOMKEH MMaHMPOBaTLCA W MPOBOANTLCSH, MPUHMMAasA BO BHUMaHWE:

a) cTaTyc AeiiCTBMWIA, OCYLLECTEBNAEMbIX MO UTOraM NpeablayLLMX aHaNn3oB CO CTOPOHbLI PYKOBOACTEA;

b) naMeHeHNa B COOTBETCTBYIOLLVX BHELUHMX U BHYTPEHHNX hakTopax, KacarLlUMXCs CUCTEMbl MeHea k-
MeHTa KaJyecTBa;
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C) UHdOPMaUUK O MPUrOHOCTM U Pe3ynbTaTMBHOCTU CUCTEMbI MEHEI)KMEHTa KauyecTBa, BKMOYasd
TPEHAbI B:
1) yaoBneTBOpPEHHOCTU MOTpebutens M oBpaTHO CBA3WM OT COOTBETCTBYHLUVX 3aMHTEPECOBaHHbIX
CTOPOH;
2) cTeneHu OOCTMKEHUS Uenel B obnacTu kadecTea;
3) npurogHoOCTU NPOLLECCOB WU COOTBETCTBUM NPOAYKUUM U YCITYT;
4) HECOOTBETCTBUSAX U KOPPEKTUPYHOLUMX AEACTBUSX;
5) peaynbTatax MOHUTOPWHIA N USMEPEHUIA;
6) peaynbTatax ayauTos;
7) NPUrogHOCTU BHELUHUX MNOCTABLUWKOE;
d) apeKkBaTHOCTL BbIAENEHHbBIX PECYPCOB;
€) pesynbTaTUBHOCTL ASNCTBUIA, NPeANPUHATBIX MO PACCMOTPEHUID PUCKOB U BO3MOXKHOCTEN (cM. 6.1);
f) BOZMOXKHOCTU ANS YNyYLLEHUS.

9.3.3 BbiXoabl aHanu3a co CTOPOHbI pYKOBOACTBA

Beixogbl aHanuza co CTOPOHbI PYKOBOACTBA AOMKHbI BKIIOYATE PELUEHWSA M AeNCTBUA, CBA3AHHLIE C:
1) BOZMOXKHOCTSAMW ANS YNYYLLEHWS,
2) nrobbIMKU HeOOXO0AUMBIMU USMEHEHUSMU CUCTEMBI MEHEKMEHTA KayecTsa;
3) notpebHOCTAMK B pecypcax.
OpraHvsauus QofmkHa CoOXpaHATbL JOKYMEHTUPOBaHHYK MHMOPMaLMIO Kak CBMAETENBCTBO pPe3ynbTaToB
aHanusa co CTOPOHbI PYKOBOACTEA.

10 Ynyuwetnwue

10.1 O6LwKMe nonoxeHUsA

OpraHusauunsa gomkHa onpeaensaTs M oTOMPaTh BO3IMOXKHOCTU ANS YNYYLWEHUS M OCYLLECTBNATL Nobble
Heobxoaumble OeNCTBUS ONs BbiNnonHeHusa TpeboBaHuii noTpebutens U NOBbILLEHWS YOOBMNETBOPEHHOCTU
notpebutens.

3TO OOMKHO BKMNOYATL:!

a) ynyJylerne Npoaykuuy 1 yenyr Ans BeINONHeHUA TpeboBaHWiA, a Takke AN paccMoTpeHusa Byoywmx
notpebHoOCTEN U OXKNOAHWIA;

b) KoppekuMto, NpeaynpexaeHne UM CHUKEHNE HeXenaTernbHblX NOCNeacTeuiA;

C) yny4yLleHWe NPUrogHOCTM U pe3ynbTaTUBHOCTM CUCTEMBI MEHEDXKMEHTA KayecTBa.

MpumevaHue — MNpumMepsl yNyudleHWA MOMYT BKMNKOWaTb KOPPEKUMKO, KOPPEeKTUpYKllee AeWCTBUE, MOCTORHHOE

ynydweHWe, NPpoOpbIEHOE M3MEeHEHWE, MHHOBaUWKD W peopraHn3alnio.

10.2 HecooTBeTCTBUA U KOPPEKTUPYIOLLNE AeUCTBUSA

10.2.1 Ecnu BO3HMKAET HECOOTBETCTBME, BKIOUYas noboe HECOOTBETCTBUE, MO KOTOPOMY UMEETCS npe-
TEH3US, OpraHu3aLmsa QOImKHa:
a) oTpearvpoBaTk Ha HECOOTBETCTBUE U, €CMU NPUMEHUMO:
1) NpeanpUHATL AEWCTBUS MO €ro YNpaBreHUo U KOPPEKLWH;
2) BopoTbea ¢ nocrneacTBUSMMU,
b) oueHUTb HeobxoaMMOCTE AENCTBWNIA NO YCTPAHEHWUIO NPUUYKMHBI (MPUUKMH) HECOOTBETCTBUA, C TeM YTODkI
OHO HEe MOBTOPWUIIOCE UMW HE BO3HWKIO B APYIOM MecTe, MOCPeACTBOM:
1) paccMoOTpeHUs U aHanM3a HECOOTBETCTBUS;
2) onpeaeneHus NPUYNH HECOOTBETCTBUS;
3) onpeaenenus Toro, CYLLECTBYHOT NI aHanornyHble HECOOTBETCTBUA U MOTYT JIM OHW MOTEHLMANBHO
BO3HUKHYTB;
C) BbINONMHWTL Bce Heobxoanmble AeACTBUS;
d) npoaHanuanpoBaTk Pe3ynNbTaTUBHOCTE KaXKAOro BbIMOSHEHHOMO KOPPEKTUPYHOLLEro OENCTBUS;
€) YTOUYHWUTL, NP HEOOXOAUMOCTH, PUCKU U BOSMOXKHOCTHU, ONPedeNeHHbIE B X04€e NNaHUPOBaHUS;
f) BHECTU, NpK HEOOXOAUMOCTU, USMEHEHUSA B CUCTEMY MEHEMKMEHTA KayecTea.
KoppekTupytolwue eicTBUSA OOMKHEI COOTBETCTEOBATE NOCNEACTBUSM BbISBIIEHHBIX HECOOTBETCTBUIA.
10.2.2 OpraHnsauns JOMKHa COXPaHATe AOKYMEHTUPOBaHHYH MHOPMaUNIO KaKk CBMOETENbCTBO:
a) XxapaKkTepa HECOOTBETCTBUIA U BCEX MOCIEAYIOLUX NPEANPUHATEIX AEACTBUIA;
b) pe3ynbTaToB Ka)Kgoro KOPPEKTUPYHLLErO OENCTBUS.
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10.3 NMocTosHHOE yny4dlleHue

OpFaHM3aLlMF| AOomKHa NOCTOAHHO NOBbIWATE MPpUMeMneMoCcTb, aAeKBATHOCTE WM Pe3yNbTaTUBHOCTb CU-
CTeMbl MEHEXKMEHTA Ka4vYecTBa.

OpFaHM3aLlMF| OOMKHa Yy4UTbIBaTk pPe3ynbTaTbl aHanm3a M OoUeHWMBaHWA, a TakkKe BbIXOAbl aHann3a co
CTOPOHBI pyKOBOAOCTBA ONA onpedeneHua Toro, MMerTCcHa Ik I'IOTpEﬁHOCTM WM BO3IMOXHOCTHW, KOTOpbIE
OOImKHbI BbITh paccMoTpeHbl B Ka4ecTBe COCTaBHOWM YacTW NOCTOAHHOrO YIydLlWeHUA.
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Mpunoxenue A
(cnpaBo4HOE)

PasbsacHeHWe HOBOW CTPYKTYpbl, TEPMUHOIIOTUM U KOHLENLUIA

A.1 CTtpykTypa u TepMUHOINOIMUA

CTpyKkTypa cTaHgapTa (Hanpumep, NocrefoBaTeENbHOCTE PA3AernioB) U HEKOTOPbIE TEPMUHBI B HACTOSA-
Wel pedakyum STOro cTandapta ObinM M3MEHEHBl MO CPaBHEHWKD C  Mpedblayweil pegakyuein
(1SO 9001:2008), yToBbl YNYUYLINTL COMMAcOBaHHOCTL C APYIMMW CTaHA4apTaMM Ha CUCTEMbI MEHEKMEHTA.

HacToswuii cTaHaapT He ycTaHaenueaeT TpeboBaHUS MPUMEHATb €ro CTPYKTYPY WM TEPMUWHOMOTUH
B AOKYMEHTUPOBAHHOW MHdopMauumn cucTeMbl MEHEQKMEHTA KayecTBa OpraHMsaunm.

CTpyKkTypa pasgenos npegHasHadyeHa ANS COrfacoBaHHOro npeacTaeneHns TpebosaHwii, a He B kave-
CTBE MOAENW ANS AOKYMEHTUPOBaHWA MOMWUTUK, LENeid 1 npoueccos opraHnsauvnn. CTpykTypa W cogepka-
HWE AOKYMEHTUPOBaHHOW MHdOPMaUWK, OTHOCSLUMECS K CUCTEME MeHeMKMEeHTa KayecTBa, 4acTo MOryT
6bITe Gonee noagxoAAaLWMMU ANS NONb30BaTENEN, €CMM OHU CBA3aHbI C Npoueccamu, OCyLecTBNAEMbIMN Op-
raHvsauuen, u ¢ nHdopmauuen, NogaepKuBaeMoi Ans APYroro HasHauyeHus.

HacTtoawuin ctaHgapT He TpebyeT, yTobbl NpK yeTaHoBNEHUM TpeboBaHW K cUCTEME MEeHeLKMEHTa Ka-
yecTBa TEPMUHbI, UCMOMb3YEMBIE B OpraHu3auny, 6einmn saMeHeHbl UCNONb3YEMBIMU B HEM TEPMUHAMM.

OpraHvsauus MoXeT BblbpaTb ANS UCMOMNb3OBaHUS TEPMUHBI, KOTOPLIE MOAXOAAT K €€ hyHKUMOHWUPO-
BaHWIO (Hanpumep, UCMONb30OBaTb TEPMUHbLI «3anuchy, «4OKYMEHTauUs» UMM «NPOTOKOSbI» BMECTO «OOKY-
MeHTUpoBaHHasa WHdoOpPMaLUWa» UMY TEPMUHBI «MOCTaBLUMK», «NapTHep» UNW «npodasel» BMECTO «BHeLl-
HWIA nocTaBLMK»). B Tabnuue A.1 nokasaHbl OCHOBHLIE Pa3NUuYMs B TEPMUHOMOIMU MeXay HacTosLwen pe-
OaKuuei JaHHOro cTanAapTa U ero npegsiayLllel peaakynei.

Tabnuua A.1 — OCHOBHbIe pasNU4uA B TepMUHONOrMu Mexay I1SO 9001:2008 u ISO 9001:2015

SO 9001:2008 SO 9001:2015
Mpoaykums Mpoaykumna u yenyru
McknroueHus He ncnonesyrotes (cMm. A5 Ans pasbacHEHUA Mpu-
MeHEeHUS)
MpeacTtaBuTenb pyKoBoACTEBA He ncnonbsyetca (nogobHble o6s3aHHOCTUM Mof-

HOMOQO4YMA YCTAHOBNEHDBI, HO HET Tp96OBaHHF| K Hanu-
YW eJVHOro NpeacTaBuTenA pYI{OBO,EI,CTBa)

[lokymMmeHTaUus, PYKOBOACTBO MO KadecTBy, AOKY- | [JoKyMeHTMpoBaHHas WHopMauns
MEHTUPOBaHHble Npoueaypbl, 3anuncy

Mpou3BoACTBEHHAS cpeda Cpega ans yHKUMOHWPOBAHMWA NpoLeccos
O6opygoBaHue Anst MOHUTOPUHIA U U3MEPEHUIA Pecypcbl Ans MOHUTOPWHIA M M3MEPEHUIA
3akynneHHas npoaykums MpoAyKUMUs 1 YCIyri, MpegocTaBeHHbIE U3BHE
MNocTaBWMK BHeLWHNIA nocTaBLmK

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

A.2 Mpoaykuus u ycnyrm

B I1SO 9001:2008 wucnonb3oBancs TEPMWUH «NPOAYKUMSA», BKNHOYAOLWMWA BCe KaTEropuuM BbIXOAOE.
B HacTosLWel pedakunM AaHHOro cTanAapTa UCMOMb3YeTCs COBOCOYETAHNE «MPOoAYKUMA W ycryrmy». MMpo-
AYKUMS U YCNyri BKIOYAET BCE KaTeropum BbIXOAOB (TEXHWUYECKWE CPedcTBa, ycnyru, nporpammHoe obec-
neyeHwe u nepepabaTbiBaemMble MaTepuansl).

CneywnaneHoe BKIIOUYEHWE TEPMUHA «YCMyrU» NpegHasHayeHo, uTobbl BbIAENUTL pasHUUy Mexay npo-
AYKUMEN W yCcnyramu npyu NpUMEHEHUU K HUM OTAENbHbIX TpeboBaHMi. XapakTepuUCTUKOM yCnyr ABnseTcs
TO, YTO MO KpaliHel Mepe JYacTe BbIXOAOB CO3AAETCHA NPV B3aMMogencTBuKM ¢ noTpebutenem. 370, Hanpu-
Mep, 03HaJyaeT, YTo cooTBeTCTBUE TPeboBaHWAM He Bcerga MoXKeT ObiTe NOATBEPKAEHO A0 TOTO, KakK ycnyra
nocTasneHa.

B 60onblWWHCTBE crydyaeB NPOAYKUWSA U YCIYTUM UCMOMb3YHTCA COBMECTHO. BOombLIMHCTBO BbIXOOOB, KO-
TOpble OpraHW3auus nNpefocTaBnsaeT NoTPebUTENAM UMM NOCTaBMNEHHBIX BHELWHWMW MOCTaBLYMKaMM1, BKIIHO-
yarT B cebs Kak npogyKuu, Tak U ycnyru. Hanpumep, matepuaneHas UM HeMaTepuanbHas NpoayKums
MOXKeT ObITb CBA3aHa C HEKOTOPbLIMW COMYTCTBYOLWMMU YCAyraMmu Uin yecnyra MoxeT ObiTb CBA3aHAa C KaKoi-
nnbo maTepunanbHON N HemaTepuanbHOW NPoaYyKUNEN.

16



Ne 20180620211138.296530.6915.6915 Padounii sxsemuaap I'YII "Hanmonansnoe kajgacTposoe areuncrso”

20.06.2018 21:

Jdara neuaru:

138 Pacuewaran Cymac Makcum Muxaiinosuy jpus Cymac Makcum Muxainosud

CTb ISO 9001-2015

A.3 NMoHumaHue NOTPEOHOCTEN U OXMAAHUN 3aUHTEPECOBaHHbLIX CTOPOH

Mogpazgen 4.2 ycTaHaenueaeT TpeboBaHUA K opraHM3auuy no onpenenieHno 3aMHTepecoBaHHbIX CTo-
POH, KOTOPbIE UMEIOT OTHOLLEHWE K CUCTEME MEHEIKMEHTa KauecTsa, U TpeboBaHWii 3TUX 3aMHTEpecoBaH-
HbIX CTOPOH. TeM He MeHee 4.3 3anpelyaeT pacwvpeHue TpeboBaHWii K cucTeEME MEHeMKMeEHTa KaduecTBa
cBepx obnacTu NnpUMeHeHUs AaHHoro ctaHgapTta. Kak saseneHo B obnacTn npMMeHeHWs AaHHOro cTaHgap-
Ta, OH MPUMEHNAETCS, KOrAa OpraHusauus HYKOaeTcs B AEMOHCTpauuy CBOEW CrocoBHOCTWM MOCTOSHHO
NpeaocTaBnaTe NPOAYKUMWIO U YCIYrK, KOTopble oTBeYalT TpeboBanuam noTpebuTens 1 NPUMEHUMBIM 3aKO-
HoAdaTeneHbIM U ApYrUM obszaTeneHbIM TpeboBaHUAM, U UMEET LeNblo MOBbILUEHWE YOOBETBOPEHHOCTH
notpebutens.

B HacTosLweM cTangapTe HeT TpeboBaHus, YTobbl OpraHM3auns yunTeiBana MHTEPEChl KaKMX-TO CTOPOH,
€CM OHa peLUaeT, YTO STU CTOPOHbI HE UMEIT OTHOLLEHUS K €€ CUCTEME MeHeKMeHTa kadecTea. OpraHu-
3auus cama pelaeT, UMeeT N Kakoe-nNubo KoHKpeTHoe TpeboBaHWe COOTBETCTBYHOLEN 3auHTepecoBaHHOM
CTOPOHBI OTHOLLEHUE K €€ CUCTEME MEHEMKMEHTA KauecTBa.

A.4 MbiwneHue Ha OCHOBE PUCKOB

KoHuenuus MeILUNEHWS Ha OCHOBE PUCKOB HESIBHO MPUCYTCTBOBana v B NpenplayLlliell pegakumMm HacTo-
Sllero cTaHaapTa, HanpuMep B TpeboBaHMAX K NNaHUPOBaHWIO, aHanusy v yrydylleHno. HacTosawmii cTax-
AapT ycTaHaenusaeT TpeboBaHUS K NOHUMaHWUK Opranusaunell CBOEro KoHTekecTa (cM. 4.1) n onpegeneHunto
PUCKOB KaK OCHOBbI ANs MnaHupoBaHus (cM. 6.1). 3To nokasbiBaeT NpMMEHEHWE MBILLMEHUS HA OCHOBE pUC-
KOB MpW NNaHUpOoBaHWM U BHEOPEHWW NPOLIECCOB CUCTEMbI MEHEXKMEHTA KadecTBa (cM. 4.4), a Takke OyneT
nomMoraTtb B onpeaeneHun obbema JOKYMEHTUPOBaAHHOW MHbopMaLuK.

OfHUM W3 KIMOUYEBLIX NMPedHasHaJYeHWi CUCTEMBI MEHEQKMEHTA KayecTBa SABNSAETCA ee AelcTBME Kak
npegynpexaarLllero UHCTpyMmeHTa. CrnedoBaTenbHO, B HAcTOSLLEM CTaHOApTe HEeT OTOENbHOro pasgena
Unu noAapasgena no npeaynpexaanwmm aeicteusamM. KoHuenuus npegynpexaaowmnx eicTBNIA BolpaKeHa
nocpeacTBOM UCMOMb3OBaHWSA MbILLMEHUS Ha OCHOBE PUCKOB Mpu dopMynvpoBaHn TpeboBaHWiA K cucTeme
MEHEMKMEHTa KayecTea.

MbIWMeHWe Ha OCHOBE PUCKOB, MPUMEHEHHOE B HACTOSILLEM CTaHOAPTE, NMO3BOSMMIO0 HEMHOIO COKPaTUTh
npeanuceiBawne TpeboBaHUs U 3aMeHUTe MX TpeboBaHUAMKU Ha ocHoBe npurogHocT. Celvac vMeeTcH
Bonblwe rubkocTn B TpeboBaHMsX K Npoueccam, AOKYMEHTUPOBaHHON UHbopmaumm 1 06a3aHHOCTSX B opra-
Hu3aumum, yem B 1ISO 9001:2008.

HecmoTps Ha T0, UTo B 6.1 yCTaHOBNEHO, YTO OpraHW3auMs AOIhKHA NMaHvpoBaTh OEWCTBMA Mo pac-
CMOTPEHUIO PUCKOB, He cyllecTByeT TpeboBaHUsa o0 HanuuMu ouynansHOro MeToga MeHeMKMEeHTa PUCKOB
UNU OKYMEHTUPOBAHHOIO Npouecca MeHeMDKMeEHTa puckoB. OpraHusayns MOXeT pelnTb, paspabaTeiBaTth
el unun HeT Bonee obLWWPHY METOLOMOMNI0 MEHEMKMEHTA PUCKOB, YeM 3T0 TpebyeTcs B HAacTOAWEM CTaH-
AapTe, HanpuMmep NPUMeHSSR Apyrve pykoBOACTBa UMK CTaHAapThl.

C TOUYKM 3peHUst crnocoOHOCTU OpraHusauuu AocTUraTe CBOUX LEneil He Bce npouecchbl CUCTEMbI Me-
HeMKMeHTa KayecTBa 00nagaroT OOMHAKOBBIM YPOBHEM pUCKa, a BIMAHWE HeOoNpeneneHHOCTU
He OQWHaKOBO ANS BCeX opraHusauuii. No Tpebosanunsam 6.1 opranusaums oTBETCTBEHHA 3a MPUMEHEHMWE €10
MBILUIIEHWUS Ha OCHOBE PUCKOB U 3a AelCTBUA, KOTOPbIE OHA OCYLLECTBISET MO PACCMOTPEHUIO pUCKa, BKIHO-
yasi peLEHNE O TOM, COXPaHATE UMW HET AOKYMEHTUPOBaAHHYK MHMOPMaLUMWIo KaKk CBUMAETENLCTBO onpene-
NEHUS €10 PUCKOB.

A.5 NMpumeHumocTb

B HacTosAleM cTaHOapTe HET CChIMKM Ha UCKMIOUYEeHVS B OTHOLUEHUM MPYMEHMMOCTU ero TpeboBaHuii K
cUCTEeME MeHeIKMeHTa KauyecTBa opraHu3auvu. BmecTe ¢ TeMm opraHu3auns MOXET npoaHanvavpoBaThb
NpUMeHUMOCTb TpeboBaHMI ¢ YUETOM Pa3sMepPOB MMM CMOXKHOCTW OpraHv3auni, NpPUHATON e Modenu me-
HeQKMeHTa, Avana3oHa AeATeNbHOCTU OpraHu3aunK, a Takke XapakTepa pUCKOB W BO3MOXKHOCTEN, C KOTO-
pbIMM OHa cTankvBanacek.

TpeboBaHWe K NPUMEHUMOCTU, PACCMOTPEHHOE B 4.3, onpedenseT YCNoBUA, NPy KOTOPbIX OpraHnsaums
MOXET pelnTb, YTo TpeboBaHMe He MOXEeT BbiTb MPMMEHEHO HWM K OOHOMY Mpoueccy B pamkax obnacTu
NPYMEHEHNS ee CUCTEeMbl MeHeMKMeHTa kavecTea. OpraHn3auus TONMbKO MOXET peluuTb, YTo TpeboBaHue
He MPVYMEHUMO, eCrnu 3TO PeLUeHWe He NMpUBEeZeT B pesynbTaTe K OTKasy Mpu SOCTMKEHWW COOTBETCTBUS
NPOAYKUMKA 1 YCTIYT.
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A.6 [JokymeHTMpoBaHHaA uHgopmaums

Kak uyacTb, cormacoBaHHaa co cTaHOapTaMu Ha Opyrue cUCTEMbl MeHeKMeHTa, obwumii nogpasgen
«[JokyMeHTUpoBaHHas MHhopMmauuna» (cMm. 7.5) 6bin npuHAT 6e3 Kakmx-nnbo cyecTBEHHbIX U3MEHEeHUIA Unu
OOMNOMNHeHWA. Tae 3TO NPUMERUMO, TEKCT B HacTOSLWEM cTaHOapTe Obin BhICTPOEH B COOTBETCTBUM C STUMU
TpeboBaHuamn. CnegoBaTenbHO, NMOHATUE «OOKYMEHTMPOBaHHAA WHOopMaunsa» WUCMOoNb3yeTCs ONA BCEX
TpeboBaHN K JOKYMEHTaM.

Tam, rge B TekcTe I1SO 9001:2008 mcnonb3zoganack cneuuanbHas TEPMUHOMOMUA, Takas Kak «OOKy-
MEHT» WNU «OOKYMEHTUPOBaHHas npoueaypa», «PyKOBOACTBO MO KayecTBY» WNM «MnaH KadecTBa», B
HacToALWeN pegakuum cTaHOapTa 3TO BblpakaeTcs B KadecTBe TpeboBaHWa noodep:KuBaTb OOKYMEHTUPO-
BaHHY MHMOPMaLUWHO.

Tam, rge B Tekete ISO 9001:2008 ucnonb3ogancs TEPMWH «3anucn» Ans obosHaueHUA OOKYMEHTOB,
HeoBxoauMbIX AN NpefocTaBNeHUa CBUOAETENbCTE COOTBETCTBUMA TpeboBaHUAM, Tenepb 3TO BblpaKaeTcs
Kak TpeboBaHne «CoXpaHATb OOKYMEHTUPOBaHHYK UHhopmaumoy. OpraHmsauns oTBETCTBEHHA 3a onpeae-
NEeHne TOro, Kakas OOKYMEHTUpPOBaHHas WHopMauus HyKOaeTca B COXpaHeHWM onpedeneHws nepuona
BPEMEHMW, B TEYEHMNE KOTOPOrO OHa JOITKHa COXPaHATLCS, U HOCUTENEN, KOTOpbIE UCMOMB3YIOTCA ANS €€ COo-
XpaHeHus.

TpeboBaHWe nogoep:KMBaTe OKYMEHTUPOBAHHYIO MHMOPMAaLMIO HE UCKITKOYAET BO3MOXHOCTM TOrO, UTO
OpraHmn3aumns MOXKET TakKke HYXKOaTbCs B COXPaHEHWUM TOW XKe OOKYMEHTUPOBAHHON MHMOpMaUMK O KOH-
KPETHOrO HasHauyeHus, HanpyYMep ANA COXPaHERWs ee NpeablayLnX BEPCUI.

B Tex cnyyasix, korga B 4aHHOM cTaHOapTe UCMONb3yeTcsa CChbiflka Ha MHAopMaLUMIo, a He Ha OOKYMEH-
TUpoBaHHY MHdopMauuo (Hanpumep, B 4.1 «OpraHmsaunsa OOMmKHa OCYLUECTBNATE MOHUTOPUHN U aHanu3
NHChopMaUMK, KacarLlencs 3TUX BHELWHUX U BHYTPEHHWX (PaKTOpPOB...»), 3TO He o3HadaeT TpebosaHus, 4To
3Ta uHdopMauma OomkHa ObiTb OOKYMEHTANbHO 0hOPMIEHHON. B Takux cuUTyauMax opraHusauus MOXKeT
cama peLwnTb, ABNAETCA N HeOOXOoOUMBIM MW NOAXOOALUMM ONS Hee NoadepkaHue OOKYMEHTUPOBAHHOM
NHhbopmaymu.

A.7 3HaHuA opraHuMsauum

B 7.1.6 HacToswero cTaHgapTa paccMmaTpueaeTes, YTo Ansa Toro 4tobel opraHusaumMs morna obecne-
YUTb (hYHKLUMOHMPOBAHUE €€ NMPOLIECCOB U AOCTUYb COOTBETCTBUS MPOAYKLUMN U YCryr, el Heobxoaumo nog-
OEPKUBATL ONpedeneHne U MEHEQKMEHT 3HaHWNA.

TpeboBaHWs, OTHOCALUMECSH K 3HAHUSM OpraHu3auuu, 6binv BKITHOYEHBI C HAMEPEHWEM:

a) 3alWuTLl OpraHusauumn oT NoTEPU 3HaHWUIA, HaNnpUMep:

— 1U3-3a TEKYYECTU KaapoE.;
— 0TKasoB npwu cbope n pacnpocTpaHern MHhopMaLum;
b) noowpeHns npnobpeTeHns 3HaHWUIA opraHusaunein, HanpuMep NyTem:
— 06y4yeHUs Ha OCHOBE OMbITa;
— MEHTOPWHTE;
— BeHUMapkKuHra.

A.8 YnpaBneHue npefocTaBnfaeMbIMU U3BHE NpoLieccamMu, NpoayKUuMen U ycnyramm

B 8.4 paccmaTpusatoTcs Bce hOpMbl NPeAOCTaBNEHVA U3BHE NMPOLECCOB, NMPOAYKUMW W YCHYr, Hanpw-
Mep, NOCPEACTBOM:

a) 3aKymnKku y NocTaBLUMKa;

b) AOroBOPEHHOCTM ¢ KOMMNaHWeNR-NapTHEPOM;

C) ayTCOPCUHIOBLIX MPOLECCOB BHELLUHENO NOCTaBLUMKA.

AyTCOPCUHI BCErAa UMEET CYLLECTBEHHYK XapaKTepUCTUKY YCIyr1, NOCKOMbKy ByaeT UMEeTb Kak MUHUMYM
0AHO AelicTere, 00s3aTENBHO BLINOMHAEMOE NPU B3aUMOAENCTBUWN MeXKOY NOCTABLLMKOM W OpraHu3auuen.

CpepacTtea ynpaeneHus, Tpebyemble ANS BHELWHUX MNOCTaBOK, MOTYT LUMPOKO BapbMpOBaTbCH B 3aBUCK-
MOCTW OT XapakTepa npoLeccoB, NPOAYKUUKN 1 yenyr. OpraHnusaums MOXeT NPUMEHUTb MbILLNEHNE Ha OCHO-
BE PUCKOB ANS ONpeAeneHus TUNa U cTeNeHW ynpaeneHus, NoaAXOASLEro K KOHKPEeTHbIM BHELWHWM MocTaB-
LWWKaM WM NpeAocTaBNaeMbIM U3BHE Npoueccam, NPoayKUUM 1 ycryram.
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MpunoxeHue B
(cnpaBo4HOE)

Opyrve ctaHgapThl B o0OnacTv MeHegKMeHTa KauecTBa
M cUCTEeM MeHe)XMeHTa KauyecTBa, pa3paboTtaHHblie ISO/TC 176

MexayHapoaHble CTaHAapTel, OMWUCaHHbIE B AaHHOM MPUNOXEHUW, Bbinn paspaboTaHbl TEXHUYECKUM
komutetom ISO/TC 176 ons npefocTasneHusnogaoepuBarLlein MHhopMauun opraHusaunsam, NpUMeHs-
MM HacTOSLWMIA cTaHgapT, U ANS NpeAocTaBeHUs PYKOBOACTBA OpraHM3aumaM, KOTopble peLllaT NpoaBu-
raTeCs 3a npegensl TpeboBaHWI gaHHoro ctaHgapTa. PykoeoacTsa unu TpeboBanusa, cogepxalymecs B go-
KyMeHTax, NMpPWBEAEHHbIX Aarnee B HACTOALEM MPUMOKEHUW, He A0DaBNAT HUKaKMX HOBbIX TpeboBaHWK
K TpeboBaHWAM JaHHOro MEXAOyHapOoAHOro cTaHdapTa U He U3MeHSIIoT ux. Tabnuua B.1 nokaseiBaeT B3au-
MOCBSI3b MEXAY STUMMW CTaHAapTaMu U COOTBETCTBYOLMMU pasaenamn HacTOSALLEro cTaHgapTa.

HacTosee npunoxeHWe He BKMJaeT B cebs CCbINMOK Ha oTpacnesble CTaHAapTbl HA CUCTEMbI Me-
HeKMeHTa KayecTea, paspaboTtaHHble ISO/TC 176.

HacTtoawuii cTangapT SBNsSeTcs OQHUM M3 TPeX OCHOBHbIX CTaHAapToB, paspaboTanHblx ISO/TC 176:

— SO 9000 «Cuctembl MeHemKMeHTa KadecTea. PyHOAMEHTaNbHbIE OCHOBbLI U TEPMUHOMOrNA» Npeno-
cTaenseT HeobXxoQMMyK) OCHOBY ANS HaAMeXallero MOHUMMaHWS W BHEOPEHWSA HacTOALEro cTaHaapTa.
MpUHUUNBI MeHeaKMeHTa KadecTsa, AeTanbHo onucaHHele B 1SO 9000, 6binu paspaboTaHbl ISO/TC 176 1
MPUHSATEI BO BHUMaHUe npu paspaboTke HacTosLWEro cTaHgapTa. 3TU NpuMHUMMLl camu no cebe He aBnsoTCA
TpeboBaHWAMU, HO OHU OPMUPYHOT OCHOBY TpeboBaHWi, YCTaHOBMEHHbIX B HACTOALWEM CTaHAapTe.
ISO 9000 Takke cogepUT TEPMWHbI, ONpeaeneHns 1 KOHLUENUWK, UCNoNb3YeMble B HAacTOALWEM cTaHaapTe;

— SO 9001 (HacTosWwMIA cTaHAapT) ycTaHaenueaeT TpeboBaHus, HanpasneHHble rmasHeIM oBpasom Ha
OOCTWXKEHNE OOBEPUS K MPOAYKUUW U ycrnyram, NpeaocTasnseMbiM opraHnsayuein, 1 TeM cambiM Ha MOBbI-
LEHUE YOOBMNETBOPEHHOCTU NoTpebuTtens. Ero AomKHoOe BHEOPEHWE MOXET, KaK OXKWOAETCH, NPUHECTU Op-
raHu3auMy Takke Apyrue BbIrodbl, TaKUE Kak YNydylleHWEe BHYTPEHHEW KOMMYHWKaUWK, Nydwee NoHWMaHue
U ynpasneHue npoueccammn opranusayum;

— SO 9004 «MeHemKMeEHT ONs OOCTUXKEHMS YCTOMUYMBOro ycrnexa opraHusauuu. Nogxon Ha OcHose
MEHEMKMEHTa KadyecTBay» NpedocTaBNseT PYKOBOACTBO ANSA TEX OpraHusauuii, KoTopble peLlaT Npoasu-
raTbCs 3a npegensl TpeboBaHWIA JaHHOro cTanAapTa, 3axBaTeiBas bonee WMPOKWIA Kpyr BOMPOCOB, KOTOpLIE
MOryT BECTU K yNnydweHuo obei npurogHocTn opraHmsaumu. SO 9004 sknoyaeT pyKOBOACTBO MO METO-
OONOrMu NpoBeAEHNUS B OpraHn3auumn caMoOLEHKN, NMO3BOMNSAOLEN OLUEHWUTL YPOBEHL 3PENOCTU €€ CUCTEMBI
MEHEMKMEHTa KayecTea.

MexayHapoaHble CTaHAapThl, MPUBEAEHHbLIE HWKE, MOTYT OKasaTb MOAAEPKKY OpraHusauuam, korga
OHU CO3AAKT UMW HaMEepPEBaKTCH YNYYLLUTbE UX CUCTEMBI MEHEKMEHTA KadecTBa, UX Npouecchl Uiv ux ge-
ATENbHOCTb.

a) ISO 10001 «MeHemKMeEHT KadecTBa. YQoBNeTBOpeHHOCTh noTpebutens. Pykosoasiume ykasaHus no
KogeKkcam noBefeHust NS opraHusayuniiy npefocTaBnseT PYKOBOACTBO ANA OpraHusauuu no onpeaeneHunto
TOro, COOTBETCTBYIOT NV NOTPEBHOCTAM U OXMAAHUSAM MOTPEeBbUTENS WX MOMOXKEHWA No obecneyeHuo yao-
BMETBOPEHHOCTU NoTpebutens. NMpUMeHeHUe 3TOro CTaHAapTa MOXET MOBbICUTL AoBepue noTpebutens K
opraHuzauuy 1 yny4ywnTb NOHUMaHWe NoTpebuTenem TOro, YTO OXWAATb OT OpraHu3auuKn, CHKas TeM ca-
MbIM BEPOSTHOCTE HEAOMOHUMAHUS U NMOSBNEHUSA NPETEH3NIA;

— SO 10002 «MeHeoKMeHT KayecTBa. YOOBNeTBOPEHHOCTE noTpebutenei. PykoeoacTeo no pabote ¢
NPETEH3UAMU B OpraHu3auusx» NpeaocTaBnseT PyKOBOACTBO Mo npoueccy obpalleHns ¢ NpeTeHsnaMn ny-
TEM MPU3HAHUS U PAcCMOTPEHUS MOTPeOHOCTEN U OXUAAHWIA KanyroLWeRcs CTOPOHbI W pPaspeLLeHns BCex
noctynuewmnx npeTteHsnin. ISO 10002 npepocTaBnseT OTKPbITLIA, pe3ynbTaTUBHbLIA U NPOCTON B UCMOMNbL30-
BaHUM npouecc obpalleHus ¢ NPeTEeH3UsSMW, BKOUYas NOAroToBKy nepcoHana. OH Takke npegocTaBnseT
PYKOBOACTBO AN Manoro 6usHeca;

— SO 10003 «MeHemkMeHT KayecTBa. YQOBNETBOPEHHOCTL NoTpebuTend. PykoBoasimMe ykasaHus no
paspeLUEHUO CMOPHBLIX BOMPOCOB BHE OpraHusauuily npegocTaBnseT PYKOBOACTBO MO pe3yribTaTMBHOMY W
3hbdheKTUBHOMY BHELUHEMY PaspeLUEeHU CMOPHBIX BOMPOCOB, CBA3AHHLIX C NpoAykuueil. PaspelleHue
CMOPHbLIX BOMPOCOB AAET LUMPOKUE BO3MOXKHOCTU ANS BO3MELLEHWS, KOTga OpraHu3auWs He cMorna HawTu
BHYTPEHHero cnocoba pelleHns. BonbLMHCTEBO NPETEH3UIA MOXKET ObITb YCMELIHO pa3peLleHo BHYTPH opra-
Hu3auuu, 6e3 NPOTUBOCTOAHUS;

— SO 10004 «MeHemkMeHT KayecTBa. YQOBNETBOPEHHOCTL NoTpebuTens. PykoBoasiimMe ykasaHus no
MOHUTOPUHIY U U3MEPEHUO» NPeAoCcTaBNAeT PYKOBOACTBO MO MOBbIWEHWIO YOOBNETBOPEHHOCTH NoTpedu-
TENS W ONPEeAEneHN0 BOSMOXKHOCTEN ANSA YNYJLEHUS NPOAYKLUUW, MPOLECCOB M XapakTepPUCTUK, KOTopble
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ABNAKTCH UeHHbIMKW Ans noTpebutens. NoaobHble AeACTBUSA MOMYT YKPEnuTb NOSNbHOCTE noTpebutenei n
MOMOYb COXPaHUTL UX;

—1S0O 10005 «CucTembl MeHemkMeHTa KauecTBa. PykosBogdllMe YyKasaHWA Mo nnaHaMm KadecTBa»
npeaocTaBnseT PYKOBOACTEO MO YCTAHOBMEHU U MPUMEHEHUIO MIAHOB KadyecTsa kak crnocoba obecneve-
HUS cBA3W TpeboBaHuii K Mpoueccy, NPOAYKUUW, MPOEKTY UMW KOHTPaKTY ¢ MeTogamMKn 1 NpakTUKaMu BbIMon-
HeHust paboT, KoTopble NOAAEPKUBAIOT BbIMYCK NPOAYKUMW. BbIrogbl 0T YCTAHOBNEHWSA NIAHOB KayecTea 3a-
KIMHUaKTCSA B POCTE YBEPEHHOCTU B TOM, UTO TpeboBaHus OyayT BbIMOMHEHLI, YTO MPOLECCHl HAXOAATCA NoA4
yrnpaeneHuemM 1 B MOTUBaL UK BCEX TEX, KTO MOXKET ObITb B STO BOBMEUEH;

—1S0O 10006 «Cuctembl MEHeMKMEHTa KadecTBa. PyKoBoAsALWMNE YKa3aHUA Mo MEHEOKMEHTY KadecTBa
MPOEKTOB» NMPUMEHUM K NMPOEKTaM — OT ManblX A0 BonbLKX, OT NPOCTLIX A0 CMOXKHBIX, OT CAMOCTOATENBHbIX
NPOEKTOB A0 MPOEKTOB, ABNAKLWMXCA YacTblo nopTdens npoektos. 1ISO 10006 cneayeT NpMMeEHSTE nepco-
Hany, ocyLeCTBNSIOWEMY MEHEMKMEHT NPOEKTOB, a TaKKe TEM, KTO Hy)KaaeTcs B obecneyeHyy Toro, Ytobel
UX opraHusauus NpUMEeHsNa NpakTUYecKue NOMOXKEHUS, cogepKawmecs B cTaHgapTax ISO Ha cuctemMbl Me-
HeKMEHTa KayecTsa,;

—1S0O 10007 «Cuctembl MEHeMKMEHTa KadecTBa. PyKoBoAsALWMNE YKa3aHUA MO MEHEOKMEHTY KOoHuUry-
pauuu» NoMoraeT opraHvsauusmM, NPUMEHSIOWNM MEHEIKMEHT KOHUrypauumn Ans TEXHUYECKOro U aamMu-
HUCTPaTUBHOrO PYKOBOACTBA B PaMKax XKWU3HEHHOT0 UMKMa npoaykumu. MeHemKMeHT KoHdurypauum moxeT
BbITe MCMoONB30BaH ANS BbINOMHEHUS TpeboBaHuit K maeHTUdUKAUMM W MPOCIEXMBAEMOCTN NMPOAYKUWM,
YCTaHOBMNEHHbBIX B HACTOALLEM CTaHOAPTE;

—1S0O 10008 «MeHemkMeHT KadyecTea. YOOBNETBOPEHHOCTb NoTpebuTenei. PykoBoadsLMe yKasaHWs,
KacarLMecs 3MEKTPOHHbIX TOProBbIX TPaH3aKuuii Mmexay busHecom 1 noTpebutenamu» cooepKuUT pyKosBoa-
CTBO, KaKk OpraHu3auvs MOXKET BHEAPUTE CUCTEMY PE3yNbTaTUBHbBIX U 3(hEKTUBHBIX 3NEKTPOHHLIX TOProBbIX
TpaHsakuuin BusHeca ¢ notpedbutenamu (B2C ECT) n TeMm cambiM NpeaocTaBnTb OCHOBY ANS MOBbILWEHUS
OOBEPUS CO CTOPOHBI MOKyNaTenel K 3To CUCTEME, MOBLICUTE CMOCOBHOCTL OpraHM3auuny yAOBMNeTBOPSAThL
noTpebuTeneil U CHU3UTL KONMUYECTBO NPETEH3NIA U CTIOPOE;

—1S0 10012 «CucTtembl MeHeKMeHTa namepeHuii. TpeboBaHns K M3MepUTENBHBIM Npoueccam 1 Ks-
MepUTENEHOMY 0BOpyAoBaHWIO» NPedoCTaBNSET PYKOBOACTBO MO MEHEMKMEHTY M3MepUTENbHbBIX Mpouec-
COB U METPONOrMYecKoMy MOATBEPKOEHUIO COOTBETCTBUS MPUMEHAEMOro N3MepuTensHoro obopyaoBaHus,
ucrnonb3yemMoe Ans MNOAAEPKKW W OEMOHCTPauMu COOTBETCTBUA METPONornyecknm TpeboBaHusM.
ISO 10012 npegocTaBnseT KpUTEPUM MEHEOAKMEHTA KayecTBa ANS CUCTEMbl MEHEKMEHTa U3MepeHuii oAns
obecneyeHns BLINOMHEHWS METPONOrMYecknx TpeboBaHmii;

—ISO/TR 10013 «PekomeHAauun no AOKYMEHTUPOBAHUK CUCTEM MEHeOKMeHTa KadyecTBa» npeno-
CTaBNseT PYKOBOACTEO MO paspaboTke M noggepkke AOKYMeHTauuu, HeobxoguMon Ans cUcTeMbl MEHeOX-
MeHTa kadectea. ISO/TR 10013 moxkeT ObITb MCNONb30OBAH ANA AOKYMEHTUPOBAHWUA W OPYrMX CUCTEM Me-
HEeKMEHTA, OTNUYHbBIX OT cTaHaapToB ISO Ha cucTeMbl MEHEIKMEHTA KayecTBa, HaNpUMep ANA AOKYMEeH-
TUPOBaHUS CUCTEM SKOJOTMUYECKOTO MEHEMKMEHTA U CUCTEM MEHEeIKMeHTa BezonacHoCTY;

—1S0 10014 «MeHemxmeHT kayecTea. PykoBogsLwMe yKasaHua no peanusaunn prHaHCOBLIX U SKOHO-
MUYECKUX BbIFOA» agpecoBaH BbiclueMy pykosoacTey. OH NpegocTaBnseT pyKOBOACTBO MO MofydYeHuto du-
HaHCOBbLIX M 3KOHOMWYECKUX BbIrO4 MOCPEACTBOM MPUMEHEHUS MPVHUWMOB MeHedKMmeHTa kadectea. OH
crnocoBbcTBYET NPUMEHEHUKO NMPUHUUMNOB MEHEMKMEHTa, a Takke obneryaeTt Boibop METOAOB W MHCTPYMEH-
TOB, KOTOpbIe cNocoBHbl 06ecneYnTs YCTOMUYMBEINA YCNEX OpraHu3auny;

—1S0 10015 «MeHepxkMeHT kadvecTBa. PykoBoAsllMe ykasaHWs Mo MOAroToBKe MnepcoHana» npeno-
CTaBNseT PYKOBOACTEO, MOMOralwlLlee opraHusayun paccmatpusaTbe hakTopbl, CBA3a@HHbIE C MOLTOTOBKOM
nepcoHana. ISO 10015 moxeT ObITb NpuMeHUM Besde, rae TpebyeTcs pyKOBOACTBO ANSA WHTepnpeTauuu
CCbINOK Ha oBpasoBaHue/obyyeHne M NoAroToBKY B COOTBETCTBUM co cTaHgapTamu ISO Ha cucTemsl me-
HeKMEHTa KayecTBa. Bce cebinKM Ha MOATrOTOBKY BKIOUAOT BCE BUAbI 0OYUEHUS U MOArOTOBKY;

—ISO/TR 10017 «PykoBoAcTBO MO cTaTUCTUUYECKMM MeTodam npumeHuTensHo kK 1SO 9001:2000» co-
OEPKUT pasbsACHEHWE CTAaTUCTUYECKUX TEXHUK, OCHOBaHHOE Ha BapuabenbHOCTW, KOTopas MOXeT Habnto-
OaTbCHA B MOBEAEHWMW U pe3ynbTaTax NPOoLECCOB, AaKe HAaXOASALWMUXCH B YCIOBUSX OTHOCWUTENBHOW cTabune-
HocTU. CTaTUCTUYECKUE TEXHMKWU MO3BONSIOT NyYLUE UCMOMb30BaTh JOCTYMHbIE OaHHblE ANA NOAOEPKKN Ae-
ATENBLHOCTU MO NPUHATUIO PELUEHUIA U TEM CaMbIM OKa3bIBaKT NMOAAEPIKKY NOCTOSHHOMY MOBLILLEHWIO Kaue-
CTBa NPOAYKUMU U MPOLECCOB ANS AOCTWKEHUS YAOBNETBOPEHHOCTH NoTpebuTeneil;

—1S0O 10018 «MeHemkMeHT kadecTsa. PykoBoaswme yKkasaHus no BOBMEYEHHOCTU U KOMMETEHTHOCTH
nepcoHana» MpeAocTaBNsAeT PYKOBOACTBO, KOTOPOE BMUSET Ha BOBMEUEHHOCTb JOAENA W MX KOMMETEHT-
HocTb. CUcTeMa MeHeKMEHTa KadyecTBa 3aBUCUT OT BOBMEYEHUSA B HEE KOMMETEHTHOrO NePCcoHana, a Tak-
)Ke OT TOro, Kakow BKNaj OH BHOCUT B OPraHu3auuio U Kak OH B Hee MHTerpupoBaH. KpyTuyeckn BaxKHbIM SAB-
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NAETCH onpedeneHne, pasBuTe U oUueHUBaHue TpebyeMbix 3HaHWIA, HABLIKOB, NOBEOEHWS, A TaKKe MPouns-
BOACTBEHHOI cpeabl;

— SO 10019 «PykoBoasiune ykasaHus no BblGopy KOHCYMNbTAHTOB MO CUCTEME MEeHemAKMEHTa KayecTea
M UCMOMB30BaHWI0 UX YCIyr» NPefocTaBNaeT PYKOBOACTBO MO BbIOOPY KOHCYNbTAHTOB MO CUCTEME MEHEDK-
MEHTa KayecTBa U Mo UCMone3oBaHuo ux ycnyr. OH COAepKUT PYKOBOACTEO MO MpOLECCY OLEHUBaHUS KOM-
METEHTHOCTU KOHCYNbTAHTOB MO CUCTEMaM MeEHEMKMEHTa KauyecTBa M MO3BOMAET MOBLICUTL YBEPEHHOCTD,
yTO MOTPEBHOCTU U OXUAAHWS OpPraHusauumn B OTHOLUEHWMW YCNyr, NPeAoCTaBMNAEeMbIX KOHCYrbTaHTamu, By-
AyT YOOBMNETBOPEHBI;

— SO 19011 «PykoBogsLMe ykasaHUa no ayauTy cUCTEM MEHEIKMEHTa» NpefocTaBnAeT PYKOBOACTBO
no MEHEKMEHTY NporpamMMel ayauToE, MO NNaHUPOBaHUKD U NMPOBEAEHNIO ayANTOB CUCTEMbI MEHEDKMEHTA,
a Takke no ponpocam KOMMETEHTHOCTU M OLUEHUBAHWIKD ayauTopoB U komaHa ayauTtopos. 1ISO 19011 npea-
HasHayeH ANS NPUMEHEHUSA ayauTopamu, opraHusayusamMmn, BHEQPSOWYVIMY CUCTEMbI MEHEDKMEHTA, a TakkKe
opraHuzauusamMu, HyKaawWwUMUCS B NPOBEAEHUN ayQUTOB CUCTEM MEHEQKMEHTA.

Tabnuua B.1 — CBA3b MeXay ApPYrMMU MexayHapoaHbIMU cTaHgapTaMu ISO B o6nacTu MeHeJXMeHTa
Ka4yecTBa U CUCTEM MeHePKMeHTa Ka4yecTBa ¢ pa3feramun HacTofLWEero ctTaHgapra

Howmep pazgena ctaHgapTta
CrangapTt
4 5 6 7 8 9 10

ISO 9000 Bce Bce Bce Bce Bce Bce Bce
ISO 9004 Bce Bce Bce Bce Bce Bce Bce
1ISO 10001 8.2.2,85.1 9.1.2
ISO 10002 8.2.1 9.1.2 10.2.1
ISO 10003 9.1.2
ISO 10004 9.1.2,9.1.3
1ISO 10005 53 6.1,6.2 Bce Bce 9.1 10.2
ISO 10006 Bce Bce Bce Bce Bce Bce Bce
ISO 10007 8.5.2
ISO 10008 Bce Bce Bce Bce Bce Bce Bce
ISO 10012 7.1.5
ISO/TR 10013 7.5

7.5
ISO 10014 Bce Bce Bce Bce Bce Bce Bce
ISO 10015 7.2
ISO/TR 10017 6.1 7.1.5 9.1
ISO 10018 Bce Bce Bce Bce Bce Bce Bce
ISO 10019 8.4
1ISO 19011 9.2

anMe‘-laHHe - ¢pa3a «Bce» YKa3blBaeT, 4TO BCE NYHKTBI QaHHOro pasgena HacToAWero ctaHgapTa CBA3aHbl C 3TUM
MeXgyHapodHbIM CTaH4apToM.
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