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0 BBeaeHue

0.1 OGLme NonoxeHus

MpuHATUE CUCTEMbl MEHEIKMEHTA KavecTBa ABMNAETCA CTPATerMyeckum pelleHueM opraHusauumu, Ko-
TOpPOE MOXET NOMOYb B YNyylleHuu ee obLelrt NpUrogHOCTU U NPeaoCTaBUTL HAAEXKHYIO OCHOBY ANSA UHULIMU-
aTUB NO YCTOMYMBOMY Pa3BUTUIO.

nOTeHuMaanbIMM Bbirogamu opraHusauyuu oT BHeJpeHuss CUCTEeMbl MEHEeP)KMEeHTa KayecTBa, OCHOBAH-
HOM HA AaHHOM CTaHAapTe, ABNAITCA:

a) CNOCOBHOCTb NOCTOSAAHHO NPEAOCTaBNAATL NPOAYKLMIO U YCIYru, KOTOpble OTBeYaloT TpeboBaHuAM no-
TpebuTtenei, a TaKke NPUMEHUMbIM 3aKOHOAATENbHLIM U APYTUM 00513aTenbHbIM TpeboBaHUAM;

b) cospaHue BO3MOXHOCTEN ANA NOBLILLEHUSA YA0BNETBOPEHHOCTU NOTpeOUTENS;

C) pacCMOTpPEHUEe PUCKOB U BOSMOXHOCTEN, CBA3AHHBLIX C €€ KOHTEKCTOM U LensiMu;

d) cnocoBHOCTb AEMOHCTPUPOBATL COOTBETCTBUE YCTAHOBIMEHHbIM TPEOOBAHUSIM K CUCTEME MEHEeN-
MEHTa Ka4ecTsa.

Hacroswmin craHgapT MOXET UCNONb30BaTLCA BHYTPEHHUMU U BHELULHUMKU CTOPOHaMM.

Hacrosmin ctaHaapT He NpeaHa3HaveH u He npeaycmaTpuBaeT Heo6x0AUMOCTb:

— €AMHO0DpPa3HON CTPYKTYPbI Pa3fU4YHbIX CUCTEM MEHEAXKMEHTA Ka4yecTBa;

— BbICTpaMBaHus AOKYMEHTALMKU NO CTPYKTYPE pa3aenos HACTOALWEro CTaHaapTa;

— UCMOSIb30BaHUA B OpraHn3auum TEPMUHONOTMKU, YCTAHOBNEHHOW HACTOALLUMM CTAHAAPTOM.

TpebGoBaHUA K CUCTEME MEHEMKMEHTA Ka4yeCTBa, YCTAHOBMNEHHbIE B HACTOALLEM CTaHAaapTe, ABNAIOTCA
A0ONONHAILWMUMY TPEOOBAHMAMM K NPOAYKLMM U YCIyram.

B HacTosiLleM cTaHAapTe UCNONb3YeTCs NPOLECCHLIN NoAXo4, B KOTOpbIN BCTpoeH uukn PDCA (Plan —
Do — Check — Act — Nnanupyi — flenan — MNposepsn — [encTeyin) U MbILLNIEHNE HA OCHOBE PUCKOB.

MpoueccHbIn NOAX0A NO3BONAET OpraHn3auumn NNAHUPOBATL €€ NPOLECCHI U UX B3AaUMOAENCTBUS.

Liukn PDCA no3sonseT opraHusauuu otecneuntb yBEPEHHOCTb B TOM, YTO €€ MpPOLECChl aIEKBATHO
obecne4veHbl pecypcaMmn n obecneveH X MeHeIXXMEHT M YTO BO3MOXHOCTU Arsl YNy4ylleHUs onpeaerneHbl U
3a7EWCTBOBAHbI.

MbiuneHne Ha OCHOBE PUCKOB NO3BONAET OpraHu3auuu onpeaenuTb (PakTopbl, KOTOPbIE MOTYT CTaTb
NPUYMHaMK OTKIMOHEHUS ee NPOLeCCOB U CUCTEMbI MEHEIXKMEHTA Ka4ecTBa OT 3annaHMPOBAHHLIX pe3yrib-
TaToB, 334EMCTBOBATL Npeaynpexaalome CpeacTBa ynpaBneHusa AN MUHMMWU3auuM HeraTMBHbIX nocnep-
CTBMI, @ TAKKE MakCUMansHO UCNONb30BaTb BO3MOXHOCTU N0 MEPE UX BO3HUKHOBEHUS (CM. A.4).

MocTosiHHOE BbINONMHEHME TPeOOoBaHWK, a TaKke paccmoTpeHue Oyaywmx noTtpebHOCTEN U oXuaaHUi
no3BonaeT opraHusaumm 6pocaTtb BbI30Bbl BCe 60onee AMHaAMUYHON U CNOXHOW cpeae. UToObl 4OCTUUbL 3TUX
Lenen, opraHu3auns MOXET CHECTb HEOOXOAUMbBIM B AOMNOSIHEHWE K KOPPEKUMUSM M NOCTOSAHHOMY yryuLue-
HUIO NMPUMEHUTL Pa3nuyHbie POPMbI YNYYLLEHUN, TAakKMe Kak NPOPbIBHOE U3MEHEHUE, UHHOBALMS U peopra-
Hu3auus.

B HacTosLEeM cTaHaapTe UCMONb3YIOTCA cneaylowme Cnosa:

— «aomkeH» (shall) — Bbipaxkaet TpeboBaHue;

- «cnepyet» (should) — BbipaxkaeT pekomeHaaumIio;

— «morno Gbl» (Mmay) — Bblpa)kaeT Hanu4ue paspeLLeHus;

— «MOXET» (Can) — BbIpaXkaeT Hanu4ne BO3MOXXHOCTU UMW CNIOCOBGHOCTMU.

NHdopmauusa, o6o3Ha4YeHHas Kak npuMedaHue, SABMSEeTCA PYKOBOASILLMM yKa3aHWMEM ANA Nydllero no-
HUMaHUA UKW PasbSICHEHUS COOTBETCTBYIOLUMX TpeboBaHui.

0.2 NpUHUMNbLI MeHeAXMEHTa KaYecTBa

Hacroswmin MexayHapoAHbIii CTaHAAPT OCHOBAH HAa MPUHLMNAX MEHEAKMEHTA KauyeCTBa, ONUCAHHbIX B
ISO 9000. 310 onucaHue Bknio4aeT B ce6sA HOPMYNMPOBKY KAXKAOro NpuHUMNa, 060CHOBaHWE TOr0, Novemy
STOT NMPUHLMN ABMAETCA BaXHbIM ANA OpraHnM3auuu, HEKOTOPbIe MPUMEPbl BbIF0A, CBA3AHHbLIX C 3TUM NPUH-
LMNoM, U NMPUMEpPbl TUMUYHLIX AENCTBUA NO YNYYLLEHUIO NPUrOAHOCTW OpraHu3auMu Npu UCNOMb30BaHUU
3TOro MpUHUMNAa.

MpuHUMNaMK MEHeIXKMEHTA KayecTBa ABNSAIOTCA:

— OpueHTauuMsa Ha notpebutens;

— NUAepcTeo;

— NPUBMEYEHHOCTb NepcoHana;

— MPOLECCHbIN NOAXO0A;

— YnyudLUeHue;
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- nNpuHATHNE peLueHM|7|, OCHOBaHHO€E Ha cBuaeTesibCTBax;
- MEeHeOXMEHT B3aMMOOTHOLUEHWIA.

0.3 NMpoueccHbIli noagxona

0.3.1 O6wune NnonoxeHns

HacTosAwwii ctaHgapT cnocob6CTByeT NPUHATUIO MPOLECCHOro nogxoga npu paspaboTke, BHeApPEHUN K
MOBbIWEHNN Pe3yNbTaTUBHOCTU CUCTEMbl MeEHe)XMeHTa KayecTBa /19 NOBbIWEHUSA YAO0B/ETBOPEHHOCTH
noTpebuTtena nyteMm BbINOSHEHUSA ero TpeboBaHuii. KoHKpeTHble TpeboBaHUsA, paccmaTpMBaeMble Kak Bax-
Hble A/19 NPUHATUA NPOL,ECCHOro noaxoAa, BKMOYEHbI B 4.4,

MoHnMaHne n MeHegXXMEHT B3aMMOCBSA3aHHbIX NMPOLECCOB Kak CUCTEMbl COAEWCTBYIOT pe3y/bTaTUBHO-
CTU N 3P EKTUBHOCTU OpraHusaumy npu AOCTUXKEHUM €0 HaMeYeHHbIX pe3ynbTartoB. ITOT NoAaxof No3Bo-
naeT opraHvsauumn ynpasnsaTb B3aMMOCBA3AMU U B3aMMO3aBUCUMOCTAMU MPOLECCOB B CUCTEME, YTO B UTOre
MOXEeT NOBbLICUTbL OOLLYI0 MPUTOLHOCTb OpraHusaymnu.

MpoueccHbll nogxon BKAOYaeT cucTtematuvyeckoe onpefesieHne u MeHeKMEeHT MPOLEeccoB U MUX B3au-
MOAeNCTBNIA, 4TOBbl AOCTUYL HAMEUYEeHHbIX pe3y/bTaToB B COOTBETCTBMM C NOSIMTMKON B 06/1aCTU KadecTBa
N cTpaTernyecknm Hanpas/ieHWeM opraHusauun. MeHeXXMEHT NpoueccoB U CUCTEMbI B LLE/IOM MOXET ObITb
ocyllecTB/ieH ¢ ncnonb3oBaHnem uukna PDCA (cm. 0.3.2) COBMECTHO C OpuveHTauueli Ha MblL/IEHNE Ha OC-
HoBe puckoB (cMm. 0.3.3), MO3BONAA MOAYYUTb MPEMMYLLECTBA OT BO3MOXHOCTEN W NpefoTBpaTUTb Hexerna-
TefNbHble pe3ynbTaThl.

MpuMeHeHne B cUCTEMe MeHe[)XXMeHTa KayecTBa MpoLeccHOoro nogxoga nossossfeTr obecneynTs:

a) NOHMMaHWe 1 NOCTOSSHHOE BbINOSIHEHME Tpe6OoBaHWii;

b) paccCMOTpeHMe NPOoLEecCcoB C TOUYKM 3peHnss 406aBNeHHOW LEeHHOCTH;

C) AOCTMXXEHNE NPUTOAHOCTU ANA obecnevyeHUs pe3ynbTaTUBHOCTU MpoLecca;

d) ynyyweHne npoueccoB Ha OCHOBE OLUEeHWBAHUA AaHHbIX U UHopmaLluu.

Ha pucyHke 1 cxemaTMyHO npeacTaBneH 060 npouecc U nokasaHbl B3aMMOAENCTBUSA MeXAy ero
aneMeHTamun. TOYKM MOHMTOPMHIA W U3MEpEHWli, KOTOpble HeobXoaWMbl ANS ynpaBieHWUs, KOHKPEeTHbl A1
KaXJoro npouecca v 6yayT BapbnpoBaTbCA B 3aBUCMMOCTU OT CBA3AHHbLIX PUCKOB.

| HaqaanaﬂTquall 1 KoHeuHas Touka |

I [ — femomeneeee ) J
McToUuHMKN BXOA0B [lesTenbHocTb Y c T U rouy MonyyaTtenu BbIXOA0B

| 1

NPEAWECTBYIOWNE MATEPUSI, MATEPVIS NMOCNEAYIOWNE
NPOLIECChI BHEPT A, SHEPTVS MPOLIECCHbI
Hanpumep, ot MNH®OPMALINA VHOOPMALNSA Hanpumep,
nposangepa Hanpumep, B Hanpumep, B notpeéurenv
(BHyTpeHHero um thopme chopme (BHYTpEHHVe nm
BHELLIHET0), Marepuanos, npoAyKLMH, BHELLHME),
0T noTpeéutena, pecypcos, yenym, npyrue
0T fipYriX Tpe6oBaHHii petLeHus COOTBETCTBYIOLLME
COOTBETCTBYIOLINX 3aMHTepecoBaHHble
3allHTepecoBaHHbIX CTOPOHbI

CTOPOH _

Bo3moxHble cpefcTBa ynpaBneHus
1 TOYKM AN MOHUTOPUHTA U
M3MepeHns NpUrofHocTu

PucyHok 1- CxemaTuyHoe npefcTaB/ieHMe 3/IeMEHTOB OTAe/NbHOro npolecca

0.3.2 Unkn PDCA (MnaHupyin - Oenaii - NpoBepan - [eiicTByii)

Linkn PDCA MOXeT 6bITb NPUMEHMM KO BCEM MpoLeccaM U K CUCTEME MeEHe[)XMeHTa KayecTBa B LiesIoM.
Ha pucyHke 2 nokasaHo, kak pasgenbl 4-10 MoryT 6bITb CrpynnupoBaHbl B COOTBETCTBUMU C Lukiom PDCA.

MpumeuaHue - Lindopbl B CKOBKax OTHOCSATCS K pasfeniaM HacTosiLLero ctaHjapTa.

\
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PucyHok 2 - TpepacTtaBneHne CTPYKTYpbl HacTosiwero ctaHgapta B umkine PDCA

Linkn PDCA kpaTko MOXeT ObITb onuncaH cnegyowmm obpasom:

-MnaHupyii: ycTaHOBUTbL LEM CUCTEMbl M €e MPOLECCOB, a Takke pecypcbl, Heobxoaumble AN Mo-
CTaBKM pe3y/nbTaToB B COOTBETCTBMM C TPeOOBaHMAMW NOTpebUTENEn 1 NONUTUKAMKU OpraHm3auun, a Takke
NAeHTUMLUMPOBATL M PACCMOTPETL PUCKMA 1 BO3MOXHOCTH;

- [enaii: BbINOMHUTL TO, YTO 3aN/IaHUPOBAHO;

- MpoBepsaii: OCyLW,ECTBUTb MOHUTOPUHT U (EC/IM NPUMEHMMO) W3MEpPeHWe MpPoLEeccoB, a Takke MNosy-
YEHHYI0 B pe3ynbTaTe NPOAYKUWIO U YCAYTU MO OTHOLIEHMWIO K MOAUTUKaM, Lefnsam, TpeboBaHWUAM W NaaHupy-
eMoil fesITeNbHOCTU 1 OTYMTaThCA O pesynbTaTax;

-QeiicTByli: OCYyL,ECTBUTb AENCTBMA NO YAyULIEHWUO NPUro4HOCTU B TOM Mepe, B Kakoih Heobxoamnmo.

0.3.3 MblWwieHNne Ha OCHOBE PUCKOB

MbILLNIEHE HA OCHOBE PUCKOB (CM. A.4) BaXKHO A/1s1 AOCTUXKEHUSI PE3YNIbTATUBHOCTU CUCTEMbI MEHEX-
MeHTa kayecTBa. KOHLUENUUs MbILLIEHUS] HA OCHOBE PUCKOB MofpasyMeBasiachk W B Npeablaylieii peaakumu
HacTosALEero cTaHgapTa, BKIouasi, HanpuMep, BbIMOSIHEHVE NpeaynpexAalnx AeNCcTBUA ANs UCKIIYEHNS!
NnoTeHUUa/IbHbIX HECOOTBETCTBWIA, aHanm3a io6biXx HECOOTBETCTBUMIA, KOTOPbIE BO3HWKIMW, @ TakKKe OCY-
LecTBNEHVE AelicTBUI MO NpeAynpexAeHuto NoBTOPEeHWs] BO3HUKHOBEHUSI COOTBETCTBYHOLUX NOCAEACTBUIA
HECOOTBETCTBUIA.

YTo6bl COOTBETCTBOBATH TPEGOBAHMSM HACTOSILLETO CTaHAapTa, OpraHvM3auMy HeoGXOAMMO M1aHupo-
BaTb U BbIMOJHATb AEACTBUSI MO PACCMOTPEHNKD PUCKOB U BO3MOXHOCTE. PaccMoTpeHne Kak puckoB, Tak W
BO3MOXHOCTE# CO34aeT OCHOBY A/1S1 MOBbILEHNSI PE3Y/IbTATUBHOCTU CUCTEMBI MEHEKMEHTA KauyecTsa, A0-
CTWMXeHUs1 60/iee BbICOKUX PE3Y/bTATOB W NPeaynpexaeHns HeraTuBHbIX NocneAcTBuUiA.

BO3MOXHOCTU MOryT BO3HUKATb B pe3y/bTate cutyauuu, 61aronpusiTHoi Ans 4OCTUXEHUS] HAMEYEHHO-
ro pesynbTara, Hanpumep Kak psig 06CTOATENbCTB, MO3BOJISKLWMX OpraHu3auum npuenieds notpebutenei,
pa3pa6oTaTh HOBYI MPOAYKUMIO W YC/YrW, CHU3UTb MOTEPU WM YNyuylinTb NPOWU3BOAUTENLHOCTL. [eiicTBus,
HanpaB/ieHHble Ha BO3MOXHOCTW, MOFYT TakkKe BKIHOUaTb PACCMOTPEHWE CBSI3aHHbIX PUCKOB. Puck - 370
BO3/€ENCTBME HeoMnpeaeneHHOCTH, U Kaxzas Takash HeonpeAenieHHOCTb MOXET UMETb MOJIOXUTENILHOE Wn
oTpuuatensHoe nocnefcTeve. MonoxuTeNlbHOE OTK/IOHEHWE, BO3HMKAIOLLEE M3 pUCKa, MOXET NpeaocTaBATh
BO3MOXHOCTb, HO HE BCE MOJIOXUTE/IbHbIE MOC/EACTBUS pUCKA MPUBOAST B PE3Y/IbTaTe K BO3MOXHOCTSM.

\ll
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0.4 B3aMmMmocCBSA3b C gpYTrMMU CTaHAapTaMu Ha CUCTEMbl MeHeKMeHTa

B HacToslleM cTaHgapTe NpUMeHsieTCA CTPYKTypa, paspaboTtaHHas I1SO gna ynydyleHus corfiacoBaH-
HOCTU MeXAay CTaHgapTamMu Ha CUCTeMbl MeHemkmeHTa (cm. A.l).

HacToswmin cTaHfapT NO3BOASET OpraHu3auuy MCnosib3oBaTb MPOLECCHbI NOAX0A, 06beAnHEeHHbIN ¢
unknom PDCA 1 MbllW/IEHNEM Ha OCHOBE PUCKOB, YTOObLI cornacosaTb WM UHTErPUpPOBaTb CBOK CUCTEMY
MeHeKMeHTa kayecTBa C TpeboBaHUAMY APYTrMX CTaHAAPTOB Ha CUCTEMbl MEHEMKMEHTA.

HacToswmit ctaHgapT ceasaH ¢ 1ISO 9000 n ISO 9004 cnegyowmym 06pas3om:

- ISO 9000 «Cuctembl MeHeXMeHTa kavecTBa. PyHOAMEHTa/IbHble OCHOBbI M TEPMUHOOTNA» Npefo-
CTaB/NISAET BaXHEWLY0 OCHOBY 4719 NMPaBW/IbHOIO MOHVMaHNA U BHEAPEHUS HACTOsALWEro ctaHaapTa,;

- 1SO 9004 «MeHemXMEHT ANns AOCTUXKEHMS YCTOMUYMBOrO ycnexa opraHusauyuu. Mogxod Ha ocHoBe
MeHe)KMeHTa KayecTBa» npefocTaBfseT PyKOBOACTBO ANS OpraHv3auumil, KOTopble NpoABMratoTcs 3a npe-
Aenbl Tpe6oBaHUn HacTosALWEro ctaHaapTa.

MpunoxeHve B cogepXxut Nnogpo6HY0 MHopMaUMIo O APpYrMX cTaHgapTax no MeHeMKMEHTY kavyecTsBa
N cucteMaM MeHemMKMeHTa kayecTBa, paspaboTaHHbiM ISO/TC 176.

HacToswmin cTaHgapT He BKIOYAeT KOHKPETHbIX TpeboBaHuii K ApyrMM cuctemam MeHemKMeHTa, Takum
KaK MeHeIXMEHT OKpyXatlleil cpefbl, MEHEMKMEHT NpoheccMoHabHOIo 340P0Bbs M 6€30MacHOCTN Un
(PMHAHCOBbLIV MEHEMKMEHT.

[na HekoTOpbIX OTpacnein 3KOHOMWKU 6blIM pa3paboTaHbl OTpac/eBble CTaHAapTbl Ha CUCTEMbl Me-
He[)KMeHTa KayecTBa, OCHOBaHHble Ha TpeboBaHMAX HACTOSALWEro ctaHgapTa. HekoTopble U3 aTUX cTaHgap-
TOB yCTaHaB/MMBalOT AONOMHUTENbHbIE TPeboBaHUSA K cucTeMe MeHeMKMEHTa KayecTsa, TOrja kak apyrvue
OorpaHnyMBalTCA NpeAcTaBNeHNEM PYKOBOAALLMX yKa3aHUA MO NPUMEHEHWI0 HaCTOSLLEro ctaHjapta B OT-
[JenbHOI oTpacnu.

C maTpuueid, nokasbiBalollein Koppensauuio Mexay pasgenamv AaHHON pefakuuv HaCTOALEero CTaH-
Japta n npegbiaywein pegakumeit (ISO 9001:2008), MOXHO O3HAKOMUTbLCA B OTKPbITOM [OCTyne Ha Beo6-
calite ISO/TC 176/SC 2: www.iso.org/tc176/sc02/public.

VIl
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1 O6nacTb NnpUMeHeHUs1

Hacrosimin ctaHaapt yctaHaBnuBaeT TpeboBaHnA K CUCTEME MEHEIPKMEHTA kauecTBa ANA Tex Cnyyaes,
Koraa opraHusauus:

a) HY)X4aeTcs B AEMOHCTpaL MU CBOEN CNOCOBHOCTU NOCTOAHHO NPeAOCTaBNATL NPOAYKUMIO UNU YCNyru,
KOTOpble COOTBETCTBYIOT TpeOoBaHMAM NOTpebuTens, a Takke NPUMEHUMbIM 3aKOHOAATENbHLIM U APYIUM
obsA3aTenbHbIM TPpeBoBaHMAM; U

b) HaueneHa noBbIWAaTL YAOBAETBOPEHHOCTL NOTPEOUTENA NyTEM pe3yrnbTaTUBHOTO NPUMEHEHUS 3TON
CUCTEMbI, BKNIOYaA NPOLIECChl ANA YNydlWeHUs CUCTEMDI, U obecneyeHusi COOTBETCTBUA TpeboBaHMAM no-
Tpebutens, a Takke NPUMEHUMbIM 3aKOHOAATENbHBLIM U ApYrUM 0653aTenbHbIM TPeGoBaHNAM.

Bce TpeGoBaHua HacToALEro craHgapra HOCAT obWwui xapakTep u npeaHasHavyeHbl Ana NPUMEHeHUs
noBon opraHu3aunei, HesaBUCUMO OT ee TUNa unNu pasmepa unu NPEeAoCTaBNAEMON NPOAYKLIUM U YCAYT.

MpumeyaHue 1 — B HacTosALLEM CTaHAAPTE TEPMUHBI «NPOAYKLMA» UNK «yCnyra» NPUMEHUMBbI TONBKO B OTHOLLIEHUN

NPOoAYKLMU U YCIyT, NpejHasHauyeHHbIX ANA NoTpebutens unu 3aTpeGoBaHHbIX UM.

MpumedaHue 2 — 3akoHoAaTernbHLIe U Apyrue obasaTenbHble TpeboBaHWUS MOryT GbITb Taloke BblpaXeHbl Kak npa-

BOBble TpeboBaHMs.

2 HopMmaTUBHbIE CCbINKU

Ons npuMeHeHUs HaCTOALLEro CraHAapTa HeobXoAMM cneayioLMii CCbIIOYHbIN cTaHaapt. [na aatupo-
BaAHHBIX CCbINIOK NPUMEHSIOT TONbKO YKA3aHHOE M3JaHue CCbIIOYHOro CTaHaapTa, AN HeAaTUPOBaHHbLIX
CCbINTOK MPUMEHSIOT NOCNeAHee u3gaHne CChINIOYHOro CTaHaapTa (BKMovas BCe ero usMeHeHus). Huwxenpu-
BeAEHHbIN AOKYMEHT AABNAeTCA 005A3aTenbHbIM AN NPUMEHEHNS.

ISO 9000:2015 Cucrembl MeHemKMEHTa kayecTBa. OCHOBHbIE MOJIOXEHUS U CrIoBapb

3 TepMmuHbI M onpeaeneHus

B HacrosiLeM craHaapTe NPMMEHSIIOT TEPMUHbI, YCTaHOBNEHHbIE B 1ISO 9000:2015.

4 KoHTeKCcT opraHM3aumu

4.1 MonmmaHue opraHu3aLmm n ee KOHTeKCTa

OpraHu3aums AOIDKHA OnpeAenuTb BHELWHNE N BHYTPEHHME haKTOpPbl, KOTOPbIE OTHOCATCS K €€ Ha3Ha-
YEHUIO U ee CTPaTErMyeckomy HanpaBnEHUI0 U KOTOPbIE OKa3biBalOT BO3AENCTBME HA ee cnocoBHOCTb A0-
CTUraTb HaMEeUYeHHOoro (bixX) pesynbTaTa (0B) €e CUCTEMbl MEHEDKMEHTA KayecTBa.

OpraHu3aums JODKHA OCYLLECTBISITb MOHUTOPUHT U aHanu3 nHdopmauumn, KacaioLwWwencsa 3TUX BHELHUX
W BHYTPEHHUX (paKTOpOB.

MNpumMeyaHue 1 — dakTopbl MOMYT BKIIOYATb PACCMOTPEHNE NO3UTUBHBLIX UMW HEraTUBHLIX haKTOPOB UMW YCNOBUIA.

MNpumMeyaHue 2 — MoHUMaHUIO BHELLHETO KOHTEKCTa MOXeT cnoco6eTBOBATL PacCMOTPeHUe hakTopoB, OTHOCALLUX-

CA K NPaBOBOW, TEXHONOMMYECKOW, KOHKYPEHTHON, PbIHOYHOW, COLManbHOW U 3KOHOMWUYECKOWH cpefie Ha MexayHa-

pOAHOM, HaLWUOHaNLHOM, PEMMOHANBEHOM UKW MECTHOM YPOBHSIX.

MNpumMeyaHue 3 — MoHUMaHWIO BHYTPEHHEro KOHTEKCTa MOXeT cnoco6eTBOBaTL pacCcMOTPEHNe haKkTopoB, CBA3AH-

HbIX C LIeHHOCTSIMM, KyNbTYPOR, 3HAHUSAMU U NPUrO4HOCTBLIO OpraHu3auun.

M3gaHve ouymansHoe
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4.2 NMoHnMaHWe NoTpeGHOCTEN U OXUAAHUI 3aUHTEPECOBaHHbIX CTOPOH

Bcneacteue UX BRWSIHUS WNW NMOTEHLMANLHOMO BO3AENCTBUSA HA CMOCOGHOCTL OpraHU3aLyuu NOCTOSHHO
NpeaocTaBnsaTb NPOAYKLMIO UMM YCIyru, oTBeYalowme TpeboBaHusM NoTpebutens u NPUMEHUMbIM 3aKOHO-
JaTtenbHbIM U ApYrum 06s3aTesbHbIM TPeBoBaHMAM, OpraHu3aumns OMKHa onpeaensTs:

a) 3aMHTEPECOBaHHbIE CTOPOHLI, KOTOPbLIE UMEIOT OTHOLLEHWUE K CUCTEME MEHEDKMEHTA KajvecTBa;

b) TpeGoBaHUA TUX 3aMHTEPECOBAHHbIX CTOPOH, KOTOPbIE OTHOCATCS K CUCTEME MEHEXKMEHTA KayecTBa.

OpraHusaunsi JOHKHA OCYLLECTBIIATb MOHUTOPUHT U aHanu3 WHGOPMAaLUK, Kacalowencs aTux 3auHTe-
PECOBaHHbLIX CTOPOH M UX COOTBETCTBYIOLLMX TPEGOBaHMIA.

4.3 OnpepeneHune 065aCTM NPUMEHEHNSA CUCTEMbI MEHEIXKMEHTA KayecTea

OpraHusauusi 4OrpKkHa ONpeaenuTb rpaHuUbl U NPUMEHUMOCTL CUCTEMbl MEHEKMEHTa Ka4ecTBa, YTo-
6bl YCTAHOBUTb €€ 06nacTe NPUMEHEHHUS.

Mpu onpeageneHun aTon 06NAcTU NPUMEHEHMA OpraHn3aumusa 4OokHa paccMaTpuBarh:

a) BHELUHWE U BHYTPEHHME haKTOpPbI, YKasaHHble B 4.1;

b) TpeboBaHUA COOTBETCTBYIOLLMX 3aMHTEPECOBaHHbLIX CTOPOH, YKa3aHHbIX B 4.2;

C) NPOAYKLMIO U YCIYr opraHusaumm.

OpraHusaums AOmkHa MPUMEHATb BCe TpeOOoBaHMS HACTOALLEro CTaHAaapra, €Cnu OHW NPUMEHUMBI
B pamMkax onpegesieHHor o6nacty NpUMeHeHUs ee CUCTEMbl MEHEXKMEHTAa Ka4yecTBa.

O6nacTe NPUMEHEHUS CUCTEMbI MEHEMKMEHTA KaYeCTBa OpraHuM3auuM A0orpkHa ObiTb A4OCTYNHA M Noa-
OepXnUBaThCs B BUAE AOKYMEHTUPOBAHHOW WUHopmauun. Obnactb NPUMEHEHUs A0HKHA YCTaHABNMBATb
BMAbl OXBaTbiBaEMbIX NPOAYKLMW U YCRYF, @ TaKkke NpeaocTaBnAaTb 000CHOBaHWe Ana nobbix TpeGoBaHui
HacCTOSALLEro craHgapra, KOTopble OpraHusauusa onpeaenuna kak HempMMEHUMbIE B 0O6NacTu npuMeHeHus
€e CUCTeMbl MEHEDKMEHTA Ka4eCTBa.

O COOTBETCTBUM HACTOALLEMY CTAHAAPTY MOXET ObiTb 3asaBMNEHO, TONbLKO ecnu TpeGoBaHusA, onpeae-
NEeHHbIe KaK HEMpUMEHUMbIE, HE BO3AENCTBYIOT HA CMOCOBHOCTbL MK 06A3aHHOCTH opraHusauumn obecneuu-
BaTb COOTBETCTBME €€ NPOAYKLMU U YCAYF U NOBLILWATL YA0BNETBOPEHHOCTL NoTpebutene.

4.4 Cuctema MeHepKMEHTa KavyecTBa U ee npoueccobl

4.4.1 OpraHuzauuma aomkHa paspaboratb, BHEAPUTL, NOAAEPKMBATE U NOCTOSIHHO YNyYlLATb CUCTEMY
MEHEe)KMEHTa KayeCTBa, BKIIOYas HeoOX0AMMbIE NPOLIECCHI U UX B3aUMOJENCTBUE, B COOTBETCTBUM C Tpe-
OoBaHMAMM HACTOSAILErO CTaHaapTa.

OpraHusauusi AofmkHa onpeaenuTb NpoLecchl, Heo6xoauMbIe AN CUCTEMbl MEHEAKMEHTA KayecTBa, u
UX NPUMEHEHME BHYTPU OPraHWM3aLuu, a TaKke JA0IDKHA:

a) onpeaenuTb TpebyeMble BXOAbl U OXXKUAAEMbIE BbIXO/bl 3TUX NPOLECCOB;

b) onpeaennTb NnocneoBaTenbHOCTb U B3aUMOAEWCTBUE STUX NPOLIECCOB;

C) onpeaennTb U NPUMEHATb KPUTEPUN U METOAbI (BKIIOYAs MOHUTOPUHT, U3MEPEHUA U COOTBETCTBYIO-
Lme nokasaTenu npurogHocTu), Heobxoaumbie Ans obecnevyeHus pe3ynbTaTUBHOIO (hYHKLIMOHUPOBAHUSA
3TUX NPOLECCOB U YNPaBneHUsa UMK;

d) onpeaenuTb pecypchbl, HEOOX0AUMbIE ANA STUX MPOLECCOB, U 06eCcneYnTb UX Hanuuue;

€) Ha3HauuTb 00A3aHHOCTU U NPEAOCTABUTb MOJTHOMOYUS B OTHOLLEHMM STUX NPOLIECCOB;

f) pacCcMOTPETL PUCKKU U BOZMOXHOCTU, ONPEeAENeEHHbIE B COOTBETCTBUM ¢ TpeGoBaHusmu 6.1;

g) OUeHMBaTb 3TU NPOLECCHl U BHEAPATb Mobble U3MEeHeHusi, HeobxoauMble AnsA obecneyeHns Toro,
yToObI 3TH npoueccel gocTurann cBOMX HaMeYeHHbIX Pe3ynbTaToB,

h) ynyywaTb NpoLecchl U CUCTEMY MEHEDKMEHTA Ka4eCTBa.

4.4.2 OpraHusauusi 4OMKHA B HEOOXOAUMON CTENeHu:

a) NoaaepX1BaTh JOKYMEHTUPOBAHHYIO MHCPOPMALIMIO ANS NOAAEPXKKU PYHKLMOHUPOBAHUS €€ MPOLIECCOB;

b) coxpaHsATb AOKYMEHTUPOBaHHYIO MHpopMaLmMIO AnA 06ecnevYeHns YBEPEHHOCTU B TOM, YTO NPOLIECCH!
BbIMOJHSAOTCA TaK, kak ObIfo 3annaHnpoBaHo.

5 INnpepcreo

5.1 JlupgepcTBO U NPUBEPXKEHHOCTb

5.1.1 O6wme nonoxeHus

BbicLwlee pyKOBOACTBO AOMKHO 4EMOHCTPUPOBaTL NMUAEPCTBO U MPUBEPKEHHOCT MO OTHOLLEHUIO K CU-
cTEMEe MEeHeI)KMEHTAa KavecTBa NocpeACTBOM:

) NPUHATUA OTBETCTBEHHOCTM 3@ PE3YNbTaTUBHOCTL CUCTEMbI MEHEIDKMEHTA Ka4ecTBa;
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b) o6ecneuveHus TOro, 4ToObI ANA CUCTEMbI MEHEAKMEHTA KavecTBa OblNMM YCTAHOBMEHbl NOMUTUKA B
obnactu ka4yecTea u LUenu B ob6nacTu kayecTsa U 4ToObl OHU BblnNKM COrnacoBaHbl C KOHTEKCTOM U CTpaTeru-
YECKMM HanpasfeHWeM opraHusauum;

¢) obecnevyeHuns uHtTerpauum TpeboBaHuii cUCTeMbl MEHEAXXMEHTA KadecTBa B BU3HeC-npouecchl opra-
HU3auuu;

d) coaencTBuUa NPMMEHEHUIO NPOLIECCHOTO NOAX0AA N MbILLNEHNSA HA OCHOBE PUCKOB;

€) o6ecneveHus Toro, 4tobbl pecypchbl, HE0BX0aUMbBIE ANst CUCTEMbI MEHEKMEHTA KavecTBa, Gbinu a0-
CTYIHBI;

f) noBeaeHnAa A0 CBEAEHMSA BaXXHOCTU PEe3ynbTaTUBHOrO MEHEeQ)KMEHTa KayecTBa U COOTBETCTBUSA Tpe-
60BaHUAM CUCTEMbl MEHEDKMEHTA KA4eCTBa;

g) obecneyeHns Toro, YTobbl CUCTEMA MEHEeDKMEHTA KayecTBa A40CTUrana CBOUX HAMEYEHHbIX pe3yrb-
TaToB;

h) npueneveHus, HanNpaBneHUs u NOAAEPXKKU NEePCOHAanNa, KOTOPbIN BHOCUT BKNAaA B pe3ynbTaTUBHOCTb
CUCTEMbI MEHEIKMEHTA Ka4eCTBa;

i) coaencTBUA yNy4dLLEHUAM;

j) noaaep>xku Apyrux COOTBETCTBYIOLMX PONEN MEHEMKepOoB ANA AEMOHCTPaLUMU UMK NuaepcTea npu-
MEHUTENbLHO K 06nacTam ux obsizaHHOCTEN.

Mpumeyvanune — CcblflkM Ha «BU3HeC» B HACTOAWEM CTaHAapTe MOMYT ObiTb UHTEPNPETUPOBaHLl CaMbiM LUMPOKUM

obpa3om, 4Tobbl 0603HaUYNTL Te BUALI 4eATENBHOCTH, KOTOPbIe ABMAIOTCA OCHOBHBIMU ANA HaMEPeHUI CyLLeCTBO-

BaHWA opraHu3aLumn, BHE 3aBUCUMOCTU OT TOro, ABMAETCA NU OpraHU3auusa rocyapCcTBEHHON UNKN YaCTHOW, cylle-

CTBYIOWEW ANS MONyYeHUs Npubbinu unu Her.

5.1.2 OpuenTauusa Ha notpe6urtens

BbiCLLIEE PYKOBOACTBO AOIDKHO AEMOHCTPUPOBATL NMAEPCTBO U NPUBEPXKEHHOCTb B OTHOLLEHWU OpPUEH-
Tauum Ha noTpeduTens nocpeacTBOM 06eCNeUYEHUs TOro, YTOObI:

a) Obinn onpeaeneHbl, NOHATLI U NOCTOAHHO BLINOSHANUCL TpeboBaHua NoTpebuTens, a Takke Nnpume-
HUMbIE 3aKOHOAATENbHbIE U Apyrue o6s3aTenbHble TpeboBaHus;

b) Obinu onpeaeneHbl 1 PaCCMOTPEHbI PUCKU U BO3SMOXKHOCTU, KOTOPbIE MOTYT BIUSITb HA COOTBETCTBUE
NpPOAYKUMW U YCAYT U HA CNOCOBHOCTL NOBLILLATL YA0BNETBOPEHHOCTL NOTpebuTens;

C) noaaepxuBanacb OpUeHTaUmsa Ha NOBbILUEHWE YAOBMETBOPEHHOCTU NOTpebutens.

5.2 Monutuka

5.2.1 YcTaHOBMEHME NOSIMTUKU B 0ONaCTH KayecTBa

BbiCLUee pykoBOACTBO AOMKHO YCTAHOBWUTL, BHEAPUTL U NOAAEPKUBATL NONMTUKY B 06nacTu ka4ecrsa,
KOTOpas:

a) COOTBETCTBYET Ha3Ha4YeHUIO U KOHTEKCTY opraHm3auum n Nnoaaep>XuBaeT ee cTpaTernyeckoe Hanpae-
neHwe;

b) npepocTaBnAET OCHOBY AN YCTAaHOBKK Lienen B 00nacTu Ka4yecTsa;

C) BKMoYaeT 06A3aTensCTBO COOTBETCTBOBATL NPUMEHUMBIM TPeBoBaHUAM;

d) BkntoyaeT 06:A3aTenbCTBO NOCTOSHHO YNyyllaTh CUCTEMY MEHEAKMEHTA KadecTsa.

5.2.2 loBegeHue 0o ceeeHUA NOSIUTUKKM B 061acTu KayecTea

Monutuka B 06nacTu ka4yecTBa AOMKHA:

a) ObITb AOCTYMHOW M NOAAEPXKMBATLCA B BUAE AOKYMEHTUPOBAHHON UHbOpMaLMK;

b) 6GbITb fOBEAEHA [0 CBeleHMs!, MOHUMATLCS U NMPUMEHSTLCS B OpraHu3auuu;

C) GbITb 4OCTYNHON, NPU HEOBXOAUMOCTU, COOTBETCTBYIOLLMM 3aUHTEPECOBAHHBIM CTOPOHAM.

5.3 Ponu, 06A3aHHOCTM U NOSTHOMOYMS B OpPraH13auum

Beicluee pykoBOACTBO AOJKHO oDecneunBaTth, YTOObI 00A3aHHOCTU U MOMTHOMOYUS B OTHOLLEHWUM COOT-
BETCTBYIOLLMX POJSIEN Ha3Ha4anucb, 4OBOAUSIUCH L0 CBEAEHUS U BbiNU NOHATLI B OpraHu3auuu.

BbicLuee pykoBOACTBO AOSHKHO HA3HAUYUTb 00S3aHHOCTU M MONHOMOYUA ANSA:

a) obecneyeHns Toro, YtToObl cMCTEMa MEHeIXKMEHTa KavyecTBa COOTBETCTBOBana TpeboBaHMsAIM HACTO-
sLlero craHgapTa;

b) o6ecneyveHuns Toro, UToOLI NPOLIECCHI NOCTABMANM Npegnofiaraemsle BbIX0oabl;

C) NPeAOoCTaBMeHNs OTYETOB O MPUrOAHOCTU CUCTEMbl MEHEXXMEHTa KadecTBa W BO3MOXHOCTSX Ansi
ynydweHuit (cM. 10.1), B 4aCTHOCTU ANS BbICLLETO PYKOBOACTBA;

d) obecneyeHns pacnpocTpaHeHusl No BCel OpraHu3aunm opueHTaLun Ha noTpedutens;

e) obecneyeHuns Toro, 4Ytobbl NoadepXMBanachk LESIOCTHOCTb CUCTEMbI MEHEMKMEHTA Ka4yecTBa Npu
nnaHWpPOBaHMKN U BHEAPEHUU U3MEHEHUA B CUCTEMY MEHEIXKMEHTA Ka4YecTsa.
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6 MnanupoBaHne

6.1 lefcTBUA NO PACCMOTPEHUIO PUCKOB U BO3MOXHOCTEN

6.1.1 Npu nnaHMpoBaHUU CUCTEMbI MEHEKMEHTa KavyecTBa OpraHusauusa AOSHKHA paccMoTpeTb ak-
TOpbI, NpuBeAeHHbIE B 4.1, U TpeOoBaHUs, NpMBEAEHHbIE B 4.2, U ONPEAENUTb PUCKM U BO3MOXHOCTH, KOTO-
pble He06X0AMMO PaccMOTpPETb, YTODI:

a) rapaHTMpoBaTb, YTO CUCTEMA MEHE/DKMEHTA KayecTBa MOXET AOCTUraTb HaMeYeHHbIX (bIX) pesyrb-
TaTa (0B);

b) ycunutb xenaTenbHblie NOCNEeACTBUSA;

C) NpeaynpeanTb UKW CHU3UTL HEXeNnaTenbHbIe NOCNeACTBUS;

d) AocTUYb ynyJwenus.

6.1.2 Opranusauua AomkHa NNaHMpoBarh:

a) AeNCTBUSA NO PACCMOTPEHUIO 3TUX PUCKOB U BO3MOXKHOCTEW;

b) To, Kak:

1) HTErpupoBaTb U BHEAPATb 3TN AEWCTBUA B NPOLIECCHI CUCTEMbI MEHEAKMEHTA KavecTBa (CM. 4.4);
2) oueHnBaTb Pe3ynbTaTUBHOCTb ITUX AEUCTBUIA.

Oencreua, npeanpuHATbIe ANA PACCMOTPEHUSI PUCKOB U BO3MOXHOCTEN, AOIDKHbI ObiTb COM3MEPUMBI
C NOTeHUManbHLIM BO3AENCTBUEM HA COOTBETCTBME NPOAYKLUMN U YCAYT.

MpuMevaHune 1— BapuaHTbl paccMOTPEHUs PUCKOB MOTYT BKMtoYaTh. U3beraHne pucka, NpuHATUE pucka Ans fo-

CTUXEHNS BO3MOXHOCTEN, yCTpaHeHne UCTOYHUKa pUcka, N3SMeHeHUe BepOATHOCTU Unu nocneacTBui, pacnpege-

neHne pucka unu coxpaHeHne pucka Ha ocCHoBaHUK obocHoBaHHOIO peweHus.

[MpumevaHue 2 — BO3MOXHOCTU MOTYT BECTU K MPUHATMIO HOBLIX NPaKTUK, 3anycKy HOBOW MPOAYKLUMM, BbIXOZY Ha

HOBble pblHKM, oBpalleHnio HOBLIX NOTpebuTeneid, MOCTPOSHWUIO NapTHEPCTBA, UCMONB30OBAHUIO HOBOW TEXHOOrMU

W APYrYM XenaTenbHbIM U CTUMYTUPYIOLLMM BO3MOXHOCTAM, paccMaTpuBalowuM noTpebHOCTU opraHu3auuu unu

ee notTpebuTenei.

6.2 Llenin B o6nacTu kayecTBa U NyIaHMPOBaHUE UX AOCTUXKEHUA

6.2.1 Opranusauus AOMmKHa YCTAHOBUTL Lienu B 06nacTu kauecrsa Ans COOTBETCTBYIOLMX hYHKUUNM,
YPOBHEN 1 NpoLeccoB, HEOOX0AMMbIX AMNA CUCTEMbI MEHEIKMEHTA KAYecTBa.

Llenv B o6nactu kayecTsa AOMKHbI:

a) 6bITb COrMacoOBaHHbLIMU C NOMMUTUKOW B 06NaCTH KAYECTBa;

b) GbITb U3MEPUMBIMU;

C) Y4MTbIBaTb NPpUMEHUMbIE TPEOOBaHUS;

d) MMeTb OTHOLLIEHME K COOTBETCTBMIO MPOAYKLIMK U YCIYT U MOBbILLEHUIO YAO0BNETBOPEHHOCTU NOTPebUTens;

€) noanexaTe MOHUTOPUHTY;

f) AoBOAMTBCA A0 CBEAEHUS;

g) 0GHOBNATLCA NPU HEOOXOAUMOCTH.

OpraHusauus fosmkHa NOAAEPKUBATEL JOKYMEHTUPOBAHHYIO MHG)OPMaUMIO O Lensix B 0bnactu kavecrsa.

6.2.2 Mpu nnaHWpoBaHUKM JOCTWKEHUA CBOMX Lenen B obnactu kavyecTsa opraHusauus AofmkHa onpe-
AenuTe:

a) yto ByaeT caenaHo;

b) kakne pecypcbl noTpebyoTcs;

C) KTO 6yAeT OTBETCTBEHHbIM;

d) korga aTo 6yaeT 3aBepLUEHO;

€) kakuMm o6pa3om 6yayT OLEeHUBATLCA Pe3ynbTaThl.

6.3 NnaHupoBaHue U3SMeHeHUMn

Korga opraHusauuen onpegeneHa HeoOXOAMMOCTb B M3MEHEHUSIX CUCTEMbI MEHEAKMEHTa KayecTsa,
STW U3MEHEHUS AOIDKHBI NPOBOAUTLCA B NAIAHOBOM nopsaake (cm. 4.4).

OpraHusauums oMmKHa paccMOTpeTb:

a) Ha3HayeHue U3MEHEeHUn N X NOTeHUuarsbHble NOCNEACTBUS;

b) UENOCTHOCTb CUCTEMbI MEHEQKMEHTA KAY€ECTBA;

C) OOCTYMHOCTb PECypCoB;

d) pacnpeaenexdue nnu nepepacnpeaeneHne 0693aHHOCTEN U NOSIHOMOYUIA.



CTBE 1SO 9001-2015

7 NMopaepxka

7.1 Pecypchbl
7.1.1 O6GwmMe NONoOXeHnsA

OpraHu3sauus JODKHA ONPEAEnUTb U NPeAoCTaBUTb PECYPChI, HeoGXoauMbIe Ans pa3paGoTku, BHeape-
HUS, NOAAEPKAHUSA U MOCTOAHHOTO YYYLLEHUS CUCTEMbI MEHEIXKMEHTA Ka4ecTsa.

OpraHusaums gomkHa paccMOTPETb:

a) BO3MOXXHOCTU U OTPaHUYEHNSI UMEIOLLIMXCS BHYTPEHHNX PECYPCOB;

b) TO, YTO HEOGX0AMMO NOMYYUTL OT BHELLHMX MOCTABLUMKOB.

7.1.2 MNepcoHan

OpraHu3auusa JormKHa onpefenuTs u obecneynTs HanuyMe nepcoHana, Heo6xoAUMOro Ans pesynbTa-
TWBHOTO BHEAPEHUS] €€ CUCTEMbl MEHEI)KMEHTA KayecTBa, a Takke Ans (yHKLMOHMPOBAHUSI €€ NpOLECCoB
U YNpaBneHuss UMU.

7.1.3 Undbpactpykrypa

OpraHugauusi 4omkHa OnNpeaenuTb, NpefoCTaBUTb U NOAAEPKUBATbL UHMPACTPYKTYPY, HEODXOAUMYIO
Ansa MYHKUMOHUPOBAHUS €€ NPOLIeCCOB W AOCTMXKEHUSA COOTBETCTBUS NPOAYKLIUM U YCIYT.

[MpumeyaHune — MHpacTpyKTypa MOXeT BKIoYaTh:

a) 34aHNS 1 CBA3AHHbIE C HUMU WHXEHEpHbIE CUCTEMBI,

b) o6opyfoeaHue, Bktovas TeXHUYECKWe CpeacTea U NporpaMmHoe obecneyeHue;

C) TpaHCcnopTHbIE pecypchl;

d) nHpopMaLIMOHHO-KOMMYHUKALIMOHHBIE TEXHOMOMMU.

7.1.4 Cpena ana pyHKUMOHUPOBAHUA NPOLIECCOB

OpraHusauusi 4OmkHa onpeaenuTb, NPeaoCTaBuTb M NOAAEPXKUBATL Cpeay, Heobxoaumyio Ana PyHK-
LIMOHMPOBAHUSA €€ MPOLIeCCOB U JOCTUXKEHUSI COOTBETCTBUS NMPOAYKLIUUA U YCIYT.

MpumMedaHue — MoaxoasLlas cpefa MoXeT ObITb KOMOUHaLMeN YenoBeYeckux N puanyecknx hakTopos, Takux Kak:

a) counanbHble (Hanpumep, OTCYTCTBUE AUCKPUMUHALMK, COKOWCTBUE, BECKOHIMKTHOCTD),

b) ncuxonornyeckne (Hanpumep, CHWXEHWE CTPECCOBLIX CUTYaLMid, NpeAynpexaeHne 3MOUMOHANBbHOMO UCToLe-

HWS, 3alyuTa OT aMOLUiA);

¢) busndeckune (Hanpumep, TemnepaTypa, TENMO, BNaXHOCTb, OCBELLEHWNE, BO3AYLUHbIA MOTOK, FTMIUeHa, LLyM).

OTn (hakTopbl MOTYT B 3HAYUTENBHON CTENEHU OTNUYATLCA B 3aBMCUMMOCTU OT NpeAoCTaBnsieMbIX Npo-
AYKUWUU U YCRIyT.
7.1.5 Pecypchbl ANl MOHUTOPUHIA U U3MEPEHUN

7.1.5.1 O6wue nonoxeHus

OpraHusauus gorkHa onpeaenuTbs U NpeaocTaBuTh PECYPChl, HeoBxoauMble Ana obecneyeHusi Banu-
AWPOBaHHbIX U HALEXHbIX PE3YNbTATOB, KOr4a MOHUTOPUHT UM U3MEPEHUS UCNOMb3YIOTCA AN Bepudmka-
LMK COOTBETCTBUA NPOAYKLMK W yCnyr TpeboBaHNAM.

OpraHusauusa gomkHa obecneunTb, YToObl NPeaoCTaBNeHHbIE PECYPCHI:

a) 6bINKU NpMeMneMbl AN KOHKPETHLIX TUMOB AEATENbHOCTU MO0 MOHUTOPUHTY U U3MEPEHUAM, KOTOpPLIE
BbINOMHAOTCS;

b) noaaepxvBanucb B NOCTOSAHHOW FOAHOCTU AN UCMONB30OBAHNA NO HA3HAYEHUIO.

OpraHu3auua JOMmKHA COXPaHATb COOTBETCTBYIOLLYIO AOKYMEHTUPOBAHHYIO MHGOPMAaLMIO Kak cBuie-
TENbCTBO FOAHOCTU K UCMOMb30BAHUIO MO HA3HAYEHUIO PECYPCOB AJA MOHUTOPWHIA U U3MEPEHUA.

7.1.5.2 MpocnexnBaeMocTb U3MEPEHUI

B Tex cnyyasx, KOraa npocrnexvBaeMocTb U3MEpeHuii ABnaeTca TpeboBaHMEM unu paccmaTpuBaeTcs
opraHusaumei kak OCHOBHas YacTb o6ecneyeHuss JOBepUs K BanMAUPOBAHHOCTU Pe3ynbTaToB W3MEpPEeHUi,
usMeputensHoe 060pya0BaHNe JOMKHO ObITb:

a) oTkanMbpoBaHoO u/unu BepudULMPOBAHO YEPES YCTAHOBIIEHHLIE MHTEpPBarbl UNKU Nepes NPUMEHEHHU-
€M B COOTBETCTBUU C TarOHaMU, UMEIOLLMMU NPOCMEXMBAEMOCTb A0 MEXAYHAPOAHbLIX UMU HauUOHamNbHbIX
aTanoHoB. Koraga Takue aTanoHbl OTCYTCTBYIOT, OCHOBA, UCNOMb30BaHHAA AnA KanubpoBKM unu Bepudmka-
LMK, OOIMKHA COXPAHATLCA Kak AOKYMEHTUPOBAHHAsA MHGopMaLus;

b) naeHTUdMLUMpPOBaHO 4NA ONpeaeneHuns ero craryca;

C) 3alUMLLEHO OT PEerynupoBOK, MOBPEXAEHUIA MMM W3HOCA, KOTOpble MOrmu Bbl caenatb HeaencTBU-
TenbHbIM CTaTYC €ro kanubpoBKK 1 NOCNeayloLUe pesynbTaTbl M3MEPEHUN.
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Ecnn usmeputensHoe obopyaoBaHue GbinNo NPM3HAHO HEroAHLIM ANSA NpPeanonaraemoro UCNoMbL3oBa-
HWSA, OpraHM3aLus AOIbKHA OnpeaenuTb HeGnaronpusaTHoE BO3AEMCTBUE HA BANMAMPOBAHHOCTL Npeablay-
LMX PE3YNbTATOB M3MEPEHUI 1 NPU HEOBXOAUMOCTH AOIDKHA NPEANPUHATL COOTBETCTBYIOLLME AEHCTBUS.

7.1.6 3HaHna opranusauumn

OpraHusauusi AOfDKHA OnpeaenuTb 3HaHus, Heobxoaumbie Ans (PYHKUMOHUPOBAHUS €€ NPOLEeCCOB U
ANA JOCTMXKEHUSA COOTBETCTBMA NPOAYKLMKU U YCRYT.

3TU 3HAHUA AOIDKHBI NOAAEPXKUBATLCA U ObITh AOCTYNMHBLIMU B HEOOXOAUMOM 06LEME.

Mpu paccMOTpeHuU M3MeHeHUin B NOTPEeBHOCTAX U TPeHAaxX OpraHu3aums AOIKHa pacCMOTpETb CBOW
UMeIOLLMECs: 3HAHUS U ONpeAenuTb, KakuMm 06pasom oHa GyaeT npuobperaTb UMM NONYYUT AOCTYN K NMIOGLIM
HeobXoAMMbIM AONOMHUTENbHLIM 3HAHUAM U TPeByemMoMy ux OOHOBIEHUIO.

MpumeyaHue 1 — 3HaHWs opraHu3aLmy — 3TO 3HaHuA, cneluduyeckne A opraH3aLynn, KOTopble MosyYeHbl Ha oc-

HOBe OnbiTa. OTO MHOpMaLS, KoTopas UCTIONb3YETCH U pacnpocTpaHAeTcs ANs JOCTWKEHUS Lieneii opraHusauuu.

MpumMeyaHue 2 — 3HaHWsi opraH13aLyuu MOryT OCHOBLIBATLCH Ha:

a) BHYTPEHHUX NCTOYHUKaX (HanpuMep, MHTeNneKkTyanbHas cobCTBEHHOCTb; 3HaHWS, MOMyYEHHbIE HAa OCHOBE OMbITA,

YPOKW, N3BINEYEHHbIE U3 NPOBaNbHBIX U YCMELUHbIX NPOEKTOB; 3aMMCTBOBaHHbBIE U pacnpeaeneHHble HefoKyMeHTH-

poBaHHbIe 3HAHWUSA U OMbIT; pe3ynbTaThl YNyYLIEeHWA B NpoLeccax, NPoAYKLMK 1 ycnyrax);

b) BHelLHUX ucToYHMKaXx (Hanpumep, cTaHAapTbl, akajgemMudeckoe coobLLecTBO; KOHdepeHUUN; 3HaHWUS, NonyYeH-

Hble OT NoTpebuTenei NN BHELLHNX NMOCTaBLYUKOB).

7.2 KOMNeTeHTHOCTb

OpraHusauus JormkHa:

a) onpeAenuTb HE0BXOAUMYIO KOMNETEHTHOCTL MepcoHana, ocyuecTensowero paboty nog ee ynpas-
neHneM, KoTopas BO3AEICTBYET HA MPUrOAHOCTb U PE3yNbTaTUBHOCTb CUCTEMbI MEHEIDKMEHTA KAaueCTBa;

b) obecneunTb, UTOOLI 3TOT NEepcoHan obnagan KOMNETEHTHOCTbIO HA OCHOBE COOTBETCTBYIOLLETO 06-
pasoBaHus, NOATOTOBKU UMK ONbITA;

C) ecnu MPUMEHUMO, OCYLUECTBAATb AEWCTBUS MO NpUOBpEeTeHU0 HeOBXOAUMON KOMMETEHTHOCTU U
OLIeHMBATb PE3YNbTAaTUBHOCTb NPEANPUHATBIX AEWCTBUIA;

d) coxpaHsATb COOTBETCTBYIOLLYI0 AOKYMEHTUPOBAHHYIO MHGOPMALIMIO KaK CBMAETENLCTBO KOMMETEHT-
HOCTM.

MpumevaHue — NpuMeHseMble AeACTBUA MOMYT BKNKOYaTb, Hanpumep, NpefocTaBneHne NOAroTOBKWA, MEHTOPUHT

unu nepepacnpepeneHne CoTpyAHUKOB, HAEM UMK 3aKIMoYEeHUe KOHTPAKTOB C KOMMNETEHTHLIM NepCOoHaNoM.

7.3 OcBeAOMNEHHOCTb

OpraHusauua aomkHa obecneunTb, YTOObLI COOTBETCTBYIOLUMI MepcoHan, paboTaiowuin noj ynpasne-
HUEM opraHu3auuu, Obin 0CBEAOMIIEH O:

a) nonutuke B obnacTu Ka4yecTsa;

b) cooTBeTCTBYIOLMX LIEensiX B 00NacTu kayecTea

C) ero Bknaje B pe3ynbTaTUBHOCTb CUCTEMbI MEHEDKMEHTA Ka4YeCTBa, BKMIOYAA BbIrOAbl OT yrny4lleHus
nNpUroaHoCTHK;

d) nocneacTBUSAX HECOOTBETCTBMI TPEOOBaHUSAIM CUCTEMbI MEHEAXKMEHTA KayeCcTBa.

7.4 KOMMyHuKauum

OpraHusauusi AOMDKHA ONPeAenuTb BHYTPEHHWE W BHELUHWE KOMMYHUKALUKU, OTHOCSILLUECS K CUCTEMe
MEHeIKMEHTa kayecTBa, BKIOYas To:

a) 0 Yem OyayT OCYLLECTBNATLCSA KOMMYHUKaLUMK;

b) koraa 6yayT OCyLLEeCTBASATLCH KOMMYHUKALUMK;

C) C kem OyayT OCYLLUECTBAATLCSA KOMMYHUKALUMK;

d) kak 6yayT ocyLeCcTBNATLCA KOMMYHUKAUUK;

€) KTO OyJeT OCyLLUECTBNATbL KOMMYHUKALUU.

7.5 lokymeHTUpOBaHHasA uHdopmMauusa

7.5.1 OOwue NONOXeHnA

CucTeMa MEHEKMEHTA KAYECTBA OPraHN3aLmMn AOMMKHA BKIIIOYATD:

a) AOKYMEHTUPOBaHHYIO HpOpMaLMIO, TPEGYEMYIO HACTOALLNM CTAHAAPTOM,;

b) HOKyMEHTUPOBaHHYIO MHOPMALMIO, ONPEAENEHHYIO OpraHU3aLmMen Kak HeoGX0AUMYI0 AN pesyrb-
TATMBHOCTH CUCTEMbl MEHEPKMEHTA KaYecTBa.
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lMpumMeyaHune — O6beM [OKyMEHTUPOBaHHOW UHOpMaLMKU CMCTEMbl MEHeXKMEHTa KayecTBa OAHOW opraHusayuu
MOXeT OTNnuYaTLCA OT APYroi B 3aBUCUMOCTH OT:

— pasMmepa opraHusaLuu 1 Buja ee AesTenbHOCTU, NpoLeccoB, NPOAYKLIUA 1 YCAYT,

— CMOXHOCTU NPOLIECCOB U UX B3aUMOAENCTBUS,

— KOMNETEHTHOCTU NepcoHana.

7.5.2 Co3paHue n obHoBneHue

Mpu co3panum u 0GHOBNEHUU JOKYMEHTUPOBAHHON MHbOpMALIMKM OpraHu3aums AomkHa obecneqnTb:

a) ngeHtudukaumio U onmcaHue (HarnpuMep, HauMeHoBaHue, Aara, aBTop UNN y4ETHbLIN HOMEP);

b) chopmar (Hanpumep, A3bIK, BEPCUS NPOrpaMMHOro obecneyeHusl, rpadmka) m HocuTens (Hanpumep,
OYMaXKHbI MU 3NEKTPOHHbIN);

C) aHanu3 u ogobpeHue MHGopMaLMmM C TOYKU 3PEHUS NPUEMITEMOCTU U aieKBATHOCTMU.

7.5.3 YnpaBneHue AOKyMeHTUpPOBaHHOW UH(OpMmaLmen

7.5.3.1 [lokymeHTUpOBaHHaa uHpopMayus, Tpebyemass CUCTEMON MEHEIXXMEHTa KayecTBa U HACTOs-
LLMM CTAHAAPTOM, AOIDKHA HAXOAMTLCS NOA ynpaBrneHueM Ansa obecnevyeHns Toro, Yto oHa:

a) AOCTyrnHa U npuemnemMa Ansi UCnonb30BaHus, rae U Koraa aTo Heo6xoauMo;

b) apekBaTHO 3awmuieHa (Hanpumep, OT HapyLUEHUA KOHMUAESHUNANbHOCTU, HEHAANEXALLEro UCMNOsb-
30BaHUS1 MU HAPYLUEHUS LIeNIOCTHOCTH).

7.5.3.2 [ina ynpaeneHus 4OKYMEHTUPOBAHHON MHOPMALIMEN OpraHu3aumsa AOrpkHa, €Cnu NPUMEHUMO,
pPaccMOTPETb CNEAYIOLLYIO AeATENbHOCTb:

a) pacnpeaeneHune, 4OCTYMN, BOCCTAHOBIEHME U UCMOSNb30BaHUE;

b) HakonneHne u obecneyeHne CoOXpaHHOCTU, BKIIOYAA coOXpaHeHUe pa3bopunBoCTH;

C) ynpasneHue usMeHeHmaMu (Hanpumep, ynpaBJieHUe BEPCUSMU);

d) xpaHeHue u pasmeLleHne.

[okyMmeHTupoBaHHas UHGOPMALMUA BHELLHETO NPOUCXOXAEHUS, onpeaeneHHas opraHu3aumen Kak He-
o6xoaumas Ans NNaHUPOBaHUA U (DYHKLIMOHUPOBAHUSI CUCTEMbI MEHEDKMEHTA KavecTBa, A0IpKHA ObITb CO-
OTBETCTBYIOLLMM 06pa3om naeHTudMLupoBaHa u ynpasnsema.

LoKkymMeHTUpOBaHHasa MHpopMaLus, COXpaHsiemasl B KQUeCTBe CBUAETENbCTBA COOTBETCTBUSI, AOIDKHA
ObITb 3aLUMLLEHA OT HeNpeaHaMEPEHHbIX UCTIPABMNEHUN.

[MpumeyaHue — [JocTyn MOXET npeanonaratb paspelueHne TONbKO 03HAKOMUTLCA € [OKYMEHTUPOBAHHOW WHAOp-

MaLuein unu paspeLleHne U NosIHOMOYNA O3HAKOMUTBCA U U3MEHUTL JOKYMEHTMPOBaHHYI0 UHDOpMaLMIO.

8 OnepaunoHHasi AeATenLHOCTb

8.1 NMnaHupoBaHue n ynpasneHue AeATeNbHOCTbIO

OpraHusauus AOoMmkHa NNaHWPOBaTb, BHEAPSATL U YNpPaBnaTb npoueccamu (CM. 4.4), HeoOXoauMbIMU
ANsi BbINONMHeHMA TpeboBaHWit N0 NPeAOCTaBNEHUI0 NPOAYKLUMM U YCNYr, a Takke BHEAPEHUIO AENCTBUM,
onpeaeneHHbIX B pasaene 6, nocpeACTBOM:

a) onpeaeneHus TpeGoBaHUN K NPOAYKUUU W yCnyram;

b) yctaHoBneHusa kpurepues aAns.

1) npoueccos;
2) NpMeMK1 NpoaYKLUN U YCRIyr;

C) onpeAeneHns pecypcoB, He0OX0AUMBIX ANA AOCTWMXKEHUSI COOTBETCTBUS MPOAYKUMM U ycnyr Tpebo-
BaHUSIM;

d) BHeapeHus cpeacTB ynpaBneHUA NPoLeccamMmm B COOTBETCTBUMU C YCTAHOBIEHHLIMU KPUTEPUSAMMU;

€) onpeaeneHunsi, BEAEHUs1 U COXPaHEHUA AOKYMEHTUPOBAHHOW UHhopMaLmm B 06beme, HE0OX0AMMOM AnNA:

1) oGecneyeHusi yepeHHOCTU B TOM, YTO NPOLIECCHI NPOBOAATCA TaK, KaK 3annaHUupoBaHo;
2) AeMOHCTpaLMK COOTBETCTBUA NPOAYKUUM M ycnyr TpeboBaHusIM.

BbIxoabl 3TOr0 NIIAHMPOBAHUS AOMKHBI ObITb NPMEMNEemMbl A (DYHKLIMOHMPOBAHUA OPraHU3aLum.

OpraHusauus AorpkHa ynpaensiTb 3annaHWPOBaHHbIMU U3MEHEHUSIMM U aHanu3MpoBaTb NOCNeACTBUSA
HenpeanonaraembiX W3MEHEHWI, NpeanpUHUMAsa NMpU HeobXOAMMOCTU AENCTBUSA MO CMAMYEHMIO Nio0bIX
HEeraTMBHbIX NOCNEACTBUNA.

OpraHu3auus JorkHa obecneunTs, YToObl ayTCOPCUHIOBbLIE NPOLIECCHI HAXOAMIUCL NOA YNpaBfeHuem
(cm. 8.4).
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8.2 Tpe6GoBaHuA kK NnpoayKLUMU U ycryram

8.2.1 KomMyHuKauus ¢ notpedurenem

KoMmyHuKaLmsa ¢ noTpebutensmmu JomKHa BKNIOYaTh:

a) npegocTaBneHme nHopmaLum, OTHOCALLENCS K NPOAYKLMK 1 ycryram;

b) o6paLleHne ¢ 3anpocamu, KOHTPaKTAMW UMK 3aKa3amu, BKIIOYAA U3MEHEHNS;

C) nosyyeHue ot noTpeduTenei o6paTHON CBA3KM OTHOCUTENBHO MPOAYKLIMM U YCIYT, BKIOYAsA NPETEH3UK;
d) obpaiueHue ¢ coBGCTBEHHOCTLIO NOTPEOUTENs UNu ynpaeneHue elo;

€) yCTaHOBIIEHNE KOHKPETHbIX TpeBOoBaHuii K AeHCTBUSAM B HENPEABUAEHHbIX CUTYaLUAX, €CNIU YMECTHO.

8.2.2 OnpegeneHue TpeGOBaHUM K NPOAYKLUUN U YCryram
Mpu onpeaeneHun TpeboBaHWUi K NPOAYKLUMM W ycriyram, npeanaraeMbiM noTpebutensm, opraHusauusi
[omKHa ob6ecneynTb, YTOObI:
a) TpeboBaHMA K NPOAYKLUW U ycrnyram Gbinu onpeeneHsbl, BKIOYas:
1) nioBble NprMeHUMble 3aKOHOAATESbHbIE U Apyrue obsizaTenbHble TpeboBaHus;
2) TpeboBaHus1, paccMaTpUBaeMble OpraHu3aumen kak Heo0xoaAuMbIe;
b) opraHusauus uMena BO3MOXHOCTb BbINOSNHUTL 3asiBKY HA NPOAYKLUMIO U YCIyru, KOTOpbIE€ OHAa npea-
naraer.

8.2.3 AHanu3 Tpe6oBaHUil K NPOAYKLMM U yCryram

8.2.3.1 OpraHusauusi gomkHa obecneunTb CnOCOBHOCTb BbIMOMHUTL TPEOOBaHUSA K NPOAYKLUU U YCRy-
ram, Kotopble GyayT npeanoxeHbl notpebutensm. [lo TOro kak opraHusauusi npuMeT Ha cebsa obasarens-
CTBO NOCTaBUTb NOTPEOMTENIO NPOAYKLUMIO U YCIYry, OHa AOMMKHA NPOBECTU aHanu3, BKMIOYaoLMIA:

a) TpeboBaHus, YyCTaHOBMNEHHbIE NOTpeduTeneM, Bknovas TpeboBaHusl, OTHOCALMECS K NOCTaBKe U Ae-
ATENbHOCTU MOCIE NOCTaBKMK;

b) TpeboBaHus, He YyCTAHOBMNEHHbIE NOTPebUTENeM, HO HeoOxoAUMbIE AN KOHKPETHOrO UK npeanona-
raemMoro Ucrnonb30BaHusi, ECNKU 3TO U3BECTHO;

¢) TpeboBaHusl, yCTAHOBSIEHHbIE OpraHn3aumen;

d) 3akoHogaTenbHble U apyrue obsisatensHbie TpeboBaHUS, MPUMEHUMbIE K NPOAYKLUUU N yCRyram;

€) KOHTpaKTHble unu apyrue TpeboBaHus, OTNMYAIOLLMECA OT NpPeABapUTENBHO CHOPMYNUPOBAHHBIX.

OpraHusauuns gomkHa obecneuntb, 4ToObl MO TPEOOBAHMAM KOHTPAKTa nn 3akasa, 0TnM4aloLmuMcs ot
npeaBapuTentHO onpeaeneHHbIX, ObiNM NPUHATBI PELLEHUS.

Ecnu notpebutens He NpeAcTaBnaeT AOKYMEHTanbHO chopMynupoBaHHbIX TpeboBaHmii, aTu Tpebosa-
HUSt NOTPeBuTens AoMkKHbI ObITb NOATBEPXAEHbI OpraHu3auueli npexxae, Yem 6yayT NPUHATDI.

MpyMeyvaHne — B HEKOTOPLIX CUTyaLusX, TakMX KaK MpoAaxu Yepes UHTePHET, NPaKkTUHMEeCKU HEBO3MOXHO BbINOS-

HUTb popMaribHEIN @aHanms Kaxaoro 3akasa. BMecTo 3Toro aHanu3 MoXeT oxsaTbiBaTb COOTBETCTBYIOLLYIO UHDOP-

Mauuto 0 NPOAYKLUMU, TaKyHo KaK KaTaroru.

8.2.3.2 OpraHusauusi 4OIHKHA, ECNU NPUMEHNMO, COXPAHATL AOKYMEHTUPOBAHHYIO MHGhOpMaLMIO O:
a) pesynbTatax aHanusa;
b) no6bix HOBbIX TPEBOBAHMAX K MPOAYKLMK U YCIyram.

8.2.4 13mMeHeHuna TpeGoBaHUM K NPOAYKLUM U YCryram

Ecnu Tpe6GoBaHWs K NPoAYKLUMM W YCIyram U3MEHAIOTCA, OpraHu3auma aomkHa obecneuntb, 4Tobbl Obina
M3MeHeHa COOTBETCTBYIOLLAA AOKYMEHTUPOBaHHAA MHdopMmauus M 4Tobbl COOTBETCTBYIOLUME nuua Obinm
0CBEeOMIEHbl 06 9TUX U3MEHEHUSIX.

8.3 MpoekTupoBaHue n paspaboTka NpPoayKLUMN U YCryr

8.3.1 O6wme nonoxeHus

OpraHusauus omkHa paspaboTtarb, BHEAPUTL U NOAAEPHUBATL MPOLIECC MPOEKTUPOBAHUA U pa3paboTku,
KOTOPLIN SBNSETCA COOTBETCTBYIOLLMM ANst 0GecneyeHnst NocneytoLwero NpegoCcTaBneHns NPOAYKLUMU U YCIYT.

8.3.2 MnaHupoBaHMe NPOEKTUPOBAHUA U pa3padboTkn

Mpu onpegeneHun CTaawii U CPefCTB YNpaBEHUst ANs MPOEKTUPOBAHUS U paspaboTku opraHusaums
[OIMKHA PACCMOTPETb:

a) xapakrtep, ANUTENbHOCTbL U CMOXHOCTb EATENBHOCTH M0 NPOEKTUPOBAHMIO U pa3paboTke;

b) TpeGyemble cTagnn npouecca, BKMYAOLWKUE NPUMEHSIEMbIE aHANKU3bI MPOEKTUPOBAHWA U Pa3paboTKy;

c) TpebyemMylo 4eATeNLHOCTb Mo BEPUMMKALIMM U Banuaaumm NnpoekTMpoBaHusa n paspaboTtku;

d) 06513aHHOCTM U NOMHOMOUNSI BOBIIEYEHHBIX B MPOLIECC MPOEKTUPOBAHUSA U paspaboTky;

€) BHYTPEHHWE 1 BHELLHWUE PEeCYpPChl, HEOGXOANMBIE ANA NPOEKTUPOBAHNS U pa3paboTki NPOAYKLMN U YCIYT;
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f) HeO6X0AMMOCTE yNpaBneHus B3auMoAeNCTBUEM MeXay NuuamMu, BOBMEYEHHbIMWU B MPOLIECC NMPOekK-
TUPOBAHMA 1 pa3paboTku;

g) HeoBGX0AUMOCTL BOBMEYEHUs NoTpebuTenei 1 nonb3oBaTesiei B NpoLECC NPOEKTUPOBAHUA 1 pa3paboTky;

h) TpeGoBaHus AN NocneayoLEero NPeAOCTaBNEHUS NPOAYKLMMN N YCIYT;

i) ypOBEHb YNpaBrieHMs NPOLIECCOM MPOEKTUPOBAHUSA U pa3paboTku, OXuaaemblii noTpeduTensmu u
APYTMMU 3aUHTEPECOBAHHBLIMU CTOPOHAMMU;

j) IOKYMEHTUPOBAHHYIO UHOPMALIMIO, HEOBXOAUMYIO AN AEMOHCTpaUuUmM Toro, YTo TpeboBaHus K npo-
€KTUPOBAHMIO 1 pa3paboTke ObiNu BbIMOMHEHbI.

8.3.3 Bxoabl npoeKkTUpPOBaHUA U pa3paboTKu

OpraHu3auus JormkHa onpeaenutb TpeboBaHUs, ABNAIONECS BAKHLIMU ANS KOHKPETHLIX BUAOB Mpo-
eKTUpyeMbIX U pa3pabaTbiBAEMbIX NPOAYKLMM U ycnyr. OpraHu3auusa AormKHa paccMOTPETh:

a) pyHKunoHanbHble TpeboBaHua n TpeboBaHUsa K MPUrogHOCTH,

b) nHbopmauunio, NoNy4YyeHHy0 U3 npeabiayllen aHanorMyHon AesATeNbHOCTU MO MNPOEKTUPOBAHUIO U
paspaboTke;

C) 3aKkoHoaaTenbHble U apyrue obsizatenbHble TpeboBaHuUS;

d) ctaHaapTbl UM CBOAbI NPaKTUK, KOTOPbIE OpraHn3auus 00a3anach BbIMOSHATD;

€) NoTeHUnarnbHbie NOCNeaCTBUA OTKA30B, 0OYCMNOBMEHHbLIE XapaKkTepOoM NPOAYKLUN U YCIYT.

Bxoabl 4OMKHbI ObITb aAeKBaTHbI HA3HAYEHUIO NPOEKTMPOBAHMA 1 pa3paboTku, NOMHLIMU U HENPOTUBO-
pEeYMBbLIMU.

KoHbnukTbI BO BXOAAX NPOEKTUPOBaHNA U pa3paboTku JOSKHbI ObITb paspeLleHbl.

OpraHusauusi gomKHa COXPaHsTb AOKYMEHTUPOBAHHYIO MHAOPMALUUIO O BXOAax MPOEKTUPOBAHUA M
pas3paboTku.

8.3.4 CpeacTtBa ynpaBrieHUsi NPOeKTUPOBaHUEM U pa3padboTkon

OpraHusaumsa aomkHa NPUMEHATL CPeACTBa YNpaBneHUs K NpoLeccy NPOeKkTMpoBaHUA U pas3paboTku,
NS TOro 4To0bI 06eCneYnTh:

a) onpeaeneHve pesynbTaToB, KOTOPbIE AOIMKHbI ObITb AOCTUTHYTHI;

b) npoBeaeHne aHanM3oB AN OLEHMBAHUS CNOCOBGHOCTU PEe3ynbTaToB NPOEKTUPOBAHUA U pa3paboTku
COOTBETCTBOBATb TPEGOBAHUAM;

C) NpoBeAeHUe AeATEeNbLHOCTU NO Bepudmkaumu ana obecneveHuns Toro, YTobbl BLIXOAbI MPOEKTUPOBA-
HUs 1 pa3paboTkM COOTBETCTBOBANU BXOAHbLIM TPEOOBAHUSIM;

d) npoBeaeHne AeATENLHOCTM NO Banuaauun ana obecneveHmns Toro, YToobl NoNyyaeMbie B pesynbra-
Te NPOAYKUMS W YCNyrM COOTBETCTBOBANM TpeboBaHMsAM ANsi KOHKPETHOrO NMPUMEHEHUs UNu npeanonarae-
MOTO UCTONb30BAHUS;

€) NnpoBefAeHne BCEX HEOOGX0AWUMbIX AeWCTBUM Mo npobrnemam, onpeAeneHHbIM B XOAE€ aHanu3a, unm
AeATenbHOCTU No BepudmrKaLumu U Banuaauum;

f) coxpaHeHue AOKYyMEHTMPOBAHHOW MHGOPMAaLMK 00 ITUX AENCTBUSAX.

MpuMeyaHne — AHanusel, Bepudukauus 1 Banmaaums NpoeKTMpoBaHusa n pa3paboTku MMEKT pasnuvHoe HasHave-

Hue. OHM MOryT NPOBOAUTLCS pa3fenbHO UNK B N060I KOMBUHALMK, KaK 3TO NOAXOAUT AN NPOAYKLMU 1 yCnyr op-

raHusauuu.

8.3.5 BbixoAbl NPOEKTUPOBAHUA U pa3padoTkn

OpraHu3aums gormkHa obecneunTb, YToOb! BbIXOAbl MPOEKTMPOBAaHUA 1 pa3paboTku:

a) COOTBETCTBOBANM BXOAHbIM TPeGOBaHUAM;

b) 6bInK agekBaTHbLI NOCNEAYIOLLMM NpoLeccaM NpefocTaBneHnsa NPOAYKLUK 1 YCnyr,;

C) BKIioyanu TpeboBaHust M0 MOHUTOPUHTY U U3MEPEHUSIM U, €CAU NPUMEHUMO, KPUTEPUMN NMPUEMKU NI
CCbISfIanuCh Ha HUX;

d) yctaHaBnuBanu xapakTepucTUKM NPOAYKLMKU W YCRYr, KOTOPble SIBMSIOTCA BaXHbLIMU AN UX Npeano-
naraemoro HasHayeHus1, a TaKke Ansa nx 6e30NacHOro u Haanexallero NpeocTaBneHus.

OpraHu3auusi 10IDKHa COXPaHATb AOKYMEHTUMPOBAHHYI0 MH(OPMALMIO O BbIXOAAaxX NPOEKTMPOBAHUA U
pa3paboTtku.

8.3.6 MiameHeHUA NPOEKTUPOBAHUA U Pa3paboOTKu

OpraHusauusi A0rpKHa MAEHTUUUMPOBATL, aHANM3UPOBaTb M YNPaBisATb U3MEHEHUSIMU, CAENAHHbLIMMU
BO BPEMS MIM MOCHIE NPOEKTUPOBaHUA M paspaboTku NPOAYKLMUM U YCNYr, B TOW CTeneHun, kotopas Heobxoam-
ma ansa obecneyeHus Toro, Ytobbl He GbINo HEBNaroNPUATHOrO BO3AEHCTBUS HA COOTBETCTBUE TPEOOBaHMAM.

OpraHu3auus JOMDKHA COXPaHATb AOKYMEHTUPOBAHHYIO MH(pOPMALIMIO NO:

a) U3MEeHEHUSAM NPOEKTMPOBAHUS 1 pa3paboTku;
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b) pesynbTaTam aHanu3os;
C) paspeLUeHnsIM Ha N3MEHEHUS;
d) AenCTBUAM, NPEANPUHATLIM ANS NPeaynpeXxXaeHust HeraTUBHOro BO34ENCTBUS.

8.4 YnpaBneHue npegocTaBnsfieMbIMU U3BHE NpoueccamMu, NPOoAyKUUENR KU ycnyraMmu
8.4.1 O6GLuMe NONOXeHus

OpraHusaumsa nomkHa o6ecneynTb, YToObl NpeaocTaBnseMble U3BHE NPOLECCHI, MPOAYKUMS U YCIyru
COO0TBETCTBOBANM TpebGoBaHUAM.

OpraHusauusi 4OJKHA ONpeAennuTb CPeAcTBa yNpaBneHus, KOTopble ByayT NPUMEHSTLCA K NpesocTas-
nAeMbIM M3BHE NpOLeccam, NPOAYKLMK U ycryram, koraa:

a) NPOAYKLUMIO U YCIyrn OT BHELUHWX MOCTAaBLUMKOB MPEeAnonaraeTcsi BKMOYUTL B COCTAB MPOAYKLMM M
yCInyr camoii opraHusauuu;

b) npoaykuma u ycnyru npeaocTaBnsATCA BHELUHUMW NOCTaBLUMKAMKU HaNpPAMYO noTpebutento (am) ot
VUMEHW OpraHu3aumu;

€) NPOLECC UnM 4acTb NPOLECca NPeAOCTaBMATCA BHELUHUM NOCTABLUMKOM MO PELLEHUIO OpraHM3aLuu.

OpraHusaums formkHa onpeaenuTs U NPUMEHSITb KPUTEPUW ANA OLEHUBAHUS, BbiGOpa, MOHUTOPUHTA
NPUroAHOCTU U MOBTOPHOTO OLIEHWBAHWS BHELUHMX MOCTAaBLUMKOB HA OCHOBE MX CMOCOGHOCTM mpeaocTas-
NATb NPOLUECCHI UNKU NPOAYKUMIO U YCNyrM B COOTBETCTBUU € TpeboBaHuAMU. OpraHusaums AofmkHa coxpa-
HATb AOKYMEHTUPOBAHHYIO MHGOPMaLMO 06 3TON AEATENBHOCTU U NOOLIX HE0GX0AUMBIX AEWCTBUSX, BbITE-
KaloLLMX M3 3TOr0 OL|EHUBAHUSI.

8.4.2 Tun u cTeneHb ynpasneHus

OpraHusauusi gomkHa obecneuntb, YTOObLI NPeAOoCTaBnsemMble U3BHE NPOLUECCHI, NPOAYKLIUSI U YCIyTU
HE OKa3blBanu HEraTMBHOrO BO3AEWCTBUS HA CMOCOOHOCTb OPraHU3auyUM NOCTOSIHHO MOCTaBAATb COOTBET-
CTBYIOLLYIO MPOAYKLUMIO U YCIYTU CBOUM NOTPedUTensam.

OpraHusauus formkHa:

a) obecneyuntb, YTOOLI NPEAOCTaBMAEMbIA U3BHE NMPOLIECC OCTABArncs noj ynpaBneHUEM €€ CUCTEMBI
MeHeI)XMEHTa Ka4yecTBa;

b) onpeaenuTb cpeacTea ynpasri€HUsl, KOTOpblIE OHAa npeanonaraer NPUMEHUTb Kak K BHELUHeMY Mo-
CTaBLUMKY, TaK U K Pe3yNnbTUPYIOLLEMY BbIXOAY;

C) NPWUHATb BO BHUMAHUE:

1) noTeHUuanLHOe BO3AENCTBUE NPEAOCTABNSEMbIX W3BHE NPOLECCOB, NPOAYKLUMU U YCRYr HA Cno-
COBOHOCTb OpraHW3auuu NOCTOSHHO BLINOMHATL TpeboBaHuA NOTpebuTens U NpUMEeHUMbIEe 3aKkoHoAaTesb-
Hble U apyrue obsizarenbHble TpeGoBaHus;

2) pesynbTaTUBHOCTb CPEACTB YNPaBneHus, NPUMEHAEMbIX BHELUHUM NOCTaBLLUNKOM;

d) onpepenuTb AEATENLHOCTL NO BEpudUKaLUKU MNU APYrylo AeaTenbHOCTb, Heobxoaumylo ana obec-
nevyeHus COOTBETCTBUA NPEeAOCTaBASAEMbIX U3BHE NPOLIECCOB, NPOAYKLUUU U yCnyr TpeGoBaHNAM.

8.4.3 Uncpopmauma anAa BHEWHUX NOCTABIWUKOB

OpraHu3aumsa aomkHa obecneuntb aaekBaTHOCTL TpebGoBaHui nepea A0BEAEHUEM UX A0 BHELUHETO No-
CTaBLUMKA.
OpraHu3aums 4omKHa AOBECTU A0 BHELUHUX NOCTaBLUMKOB CBOU TPeOOBaHUS K:
a) npoweccam, NpoayKUUM U ycnyram, kotopble 6yayT NnpeaocTaBneHbl;
b) ogo6peHmio:
1) npoaykumm n ycnyr;
2) METOAO0B, NPOLIECCOB M 060PYAOBAHUS;
3) BbiNycka NpoayKuMU U yCnyr;
C) KOMNETEHTHOCTM NepcoHana, skno4as nodyto Tpebyemyto ksanudukaumio;
d) B3aMMOaEeNCTBUAM BHELLUHErO NOCTABLUUKA C OpraHusauunen;
€) YNpaBneHUIo U MOHWUTOPUHIY NPUFOAHOCTU BHELUHWX NOCTABLUWMKOB, KOTOpble OyAyT 3a4eiCTBOBaHbI
opraHusauuen;
f) aesArenbHOCTM NO BepudmMKaumMn MU Banuaauum, KOTopble opraHusauus unu ee notpedurens npea-
nonaraioT OCYLLECTBIATbL HA MECTE BbINOSIHEHUS PAbOT BHELUHUMM NOCTaBLUMKAMM.

8.5 NpepocraBneHne NpoayKuUn u ycnyr

8.5.1 YnpaBneHue npeaoctaBneHuemM nNpoayKuum u ycnyr
OpraHu3aums A0IkHA BbINOMHATL NPEAOCTaBIEHNE NPOAYKLMMN U YCAYT B YNPaBNAEMbIX YCIOBUSIX.
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YnpaBnsieMble yCrnoBus AOMKHbI BKMIOYaTh, €CIU NPUMEHUMO:

a) AOCTYMNHOCTb AOKYMEHTMPOBaHHOW UHAOPMALIUK, KOTOpasa OnpeaensaeT:

1) xapakTepucTukn NpoaykUMM, KOTOpas AOIMKHA MPOU3BOAUTLCA, YCNYr, KOTOPble AOIMKHbI Mpeao-
CTaBMATLCA, MU AEATENbHOCTU, KOTOPasA AOIMKHA BbINOMHATLCA,
2) pe3ynbTaTtbl, KOTOPbIE€ AO0MKHbI JOCTUTaThLCH;

b) Hanuyne u UcnNoNb3oBaHne NOAXOASALLUMX PECYPCOB AN MOHUTOPUHIA U USMEPEHWIA;

C) BbINONHEHUE HA COOTBETCTBYIOLLUX CTaAUAX AEATENLHOCTU MO MOHUTOPUHIY U M3MEPEHUAM, YTODbI
BepuduLmpoBaTh, YTO KPUTEPUM ANA YNPaBeHUs NpoLeccaMmu WNW BbIXOAAMU U KPUTEPUU MPUEMKM ANA
NPOAYKLMU W yCnyr Obinu BbINOSHEHBI;

d) ncnonb3oBaHue noaxoasuen MHPPaCTPYKTypbl U cpeabl AN PYHKLIMOHUPOBAHUS MPOLIECCOB;

€) HasHayeHne KOMNETEHTHOro NepcoHana, Bknoyas nodyto Tpedyemylo kBanudukaLmio;

f) BaNMaauuio M NepuoauYEcKyd NMOBTOPHYIO Banuaauuio CNOCOOHOCTM AOCTUraTh 3aniaHMpPOBAHHBLIX
pe3ynbLTaToB NPOUECCOB NPEAOCTABNEHMA NPOAYKLMU U YCITYT, €CNU UX Pe3yNbTUPYIOLLUE BbIXOAbl HE MOTYT
ObITb BEPUPULMPOBAHBI NOCAEAYIOLUM MOHUTOPUHIOM UIN U3MEPEHUEM;

g) BbINONIHEHUE AENCTBUI NO NPeAYyNPEXAeHUI0 OLLMOOK, CBA3AHHbIX C YENOBEYECKUM (hakTopoM;

h) ocyLiecTBneHne BbINycka, NOCTaBKU U AeATENBHOCTU NMOCNE NOCTaBKW.

8.5.2 MpeHTU(PMKaUnA n NnpocnexmnBaeMocTb

OpraHusauus 4osmkHa NPUMEHATb NpUeMneMble Mepbl MAEeHTUdUKALUN BLIXOAOB, ECIN 3TO Heobxoau-
Mo ans obecnevyeHnsa COOTBETCTBUA NPOAYKLUM U YCIIYT.

OpraHusauus gosmkHa UAeHTUULUUPOBATL CTATYC BbIXOAOB OTHOCUTENBLHO TPeBOBaHUN K MOHUTOPUHTY
N N3MEPEHUSIM Ha NPOTSHKEHUU NPEeOCTABNEHUS NPOAYKLIUU U YCAYT.

OpraHu3auus JOMKHA YNpPaBnsATb YHUKANbHOW MAEHTU(UKALMEen BbIXOAOB, €CIU NPOCNEXUBAEMOCTb
aBnsieTcs TpeboBaHWeM, M AOMKHA COXPaHATb JOKYMEHTMPOBAHHYIO WHOpMaumio, Heobxoaumyio Ans
obecrneveHnss NpOCNEXNBAEMOCTM.

8.5.3 COOGCTBEHHOCTb, NPpUHAASIEXAWAA NOTPEOUTENAM UNKU BHELWHUM NOCTaBLLUKAM

OpraHusauus [oskHa nposiBnsiTb 3a00Ty O COBGCTBEHHOCTM, MpUHAgnexawein norpedutrensaMm wunm
BHELLUHUM NOCTaBLUMKaM, €CMIM OHA HAXOAMTCA NOZ yNpaBleHUEM OpraHn3aunmn m UCNosb3yeTcs ero.

OpraHusauus 4omkHa naeHTuduumMpoBaTtb, BEpUULIMPOBaTDb, 3alMLLATh U COXPaHATb COOCTBEHHOCTb
notpebutenei UMM BHELLHMX MOCTaBLUMKOB, NPEeAOCTABIIEHHYIO ANA UCNOMb30BAHNS UMW BKMIOYEHUSA B CO-
CTaB NPOAYKLMMW N YCNYT.

B Tex cny4asix, korga npeaoctaBneHHas noTpebutenem unu BHELUHMM MOCTaBLUMKOM CODOCTBEHHOCTb
Gbina yTepsiHa, MOBPEXAEHA UMM NPU3HaAHA HENPUEMNEeMON ANA UCNONb30BAHUSA, OpraHu3auua AomkHa co-
0bLwmMTL 06 3TOM MOTPEOUTENO UMM BHELLHEMY MOCTABLUMKY U COXPAHSATb AOKYMEHTUPOBAHHYIO UHOPMAa-
LMIO O TOM, YTO MPOM3OLLNO.

MpumeyaHue — CoGCTBEHHOCTE NOTPeGUTENS UMM BHELLHEro NOCTaBLYWKa MOXET BKMloYaTb MaTepuassl, KOMNOHEH-

Thl, UHCTPYMEHTLI U 0GOpYA0BaHWe, TEPPUTOPHIO, UHTENNEKTYaNbHYI0 COBCTBEHHOCTb M MEPCOHaNbHbIE AaHHLIE.

8.5.4 CoxpaHeHue
OpraHusauus AomkHa 06ecneunTb COXpaHHOCTb BbIXOAOB HA MPOTHXEHUMU NPEeAOCTaBNEHUA NPOAYKLIUK
W yCRnyr B TOW CTeneHu, koTopas Heobxoauma ans obecnevyeHnss COOTBETCTBUS TPEOOBaHUAM.

MpumeyaHue — CoxpaHeHUe MOXET BKoYaTh UAeHTUdUKaLmio, obpallieHne, NpefoTBpaLleHUe 3arpasHeHus, yna-
KOBKY, XpaHeHue, NepeMeLLeHre U TpaHCTopTUPOBaHHUE, a TakKe 3alluTy.

8.5.5 [leATenbHOCTbL NOCIEe NOCTaBKH

OpraHu3auus 4omKHa BbIMONHWUTL TpeBoBaHWS K AEATENIbHOCTU NOCNE NOCTaBKU, CBA3AHHON C NPOAYK-
uuein n ycnyramu.

Mpu onpeaeneHun obbema Tpebyemon aesaTerlbHOCTM NOCNEe NOCTaBKY OpraHu3aums JOMmMHA PacCMOTPETb!

a) 3akoHoaaTenbHble U Apyrue obssaTternbHble TpeboBaHuUS;

b) noTeHumManbHbIe HEeXenaTenbHble NOCNEACTBUS, CBA3AHHLIE C €€ NPOAYKUMEN 1 ycrnyramu,

C) Xapaktep, UCMOMb30BAHUE U NPeANnonaraeMoe «BPEMS XU3HWU» CBOMX MPOAYKLMU U YCIYT,;

d) Tpe6oBaHus noTpebutenen;

e) ob6paTHyIo CBAA3b OT NMOTPEedUTEnEN.

MpumeYaHve — Buabl AeaTensHOCTM nocne NocTaBku MOryT BKIOYaTb JeHCTBUSA, NpegycMaTpuBatolLne rapaHTuii-

Hoe ofecnedeHue, KOHTPaKTHbIe O5H36TeanTBa, TaKkue KaK cepBUCHOe OﬁCJ‘Iy)KI/IBaHVIe, U OKasaHWe conyTcTByio-

LUMX yCnyr, Tak1xX Kak nepepaboTka Wnu yTunusaums.
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8.5.6 YnpaeneHue usMeHeHUAMH

OpraHu3auusa A0SmKHA aHanM3MpoBaTb U YNPaBnAaTb U3MEHEHUSIMU NMPU NPeAOoCTaBNEHUN NPOAYKLMU K
ycnyr B Tom o6beme, KoTopblit Heo6xoaum ana o6ecneveHns NOCTOSTHHOrO COOTBETCTBUS TPEGOBaHMAM.

OpraHu3aumsa J40SHKHA COXPaHATb J0KYMEHTMPOBaHHYIO MHOPMALMIO O pedyrbTaTax aHanusa usmeHe-
HUK, 0 nuue (ax), paspewsanem (MX) U3MEHEHUA, U O MIOObLIX HEOOXOAUMBIX AEWCTBUAX, CReaylowwmx 3a
aHanu3om.

8.6 Buinyck npoaykuuu n ycnyr

Ha COOTBETCTBYIOLUUX CTaAUAX opraHu3ayua AOofmKHA BbINOMHATL 3anfaHUpPOBaHHbIE MeponpuUATUa no
Bepudpmkauum Toro, Uto TpeboBaHUA K NPOAYKUMK U yCryre Oblnu BbINOSHEHBI.

Bbinyck npoaykuumn u ycnyr notTpebutento He A0MKEH OCYLLECTBNATLCA A0 TEX Nop, NOKa BCE 3annaHu-
poBaHHble MepoNpUATUS He ByayT yaOBNETBOPUTENBHO 3aBEPLUEHbI, €CIM HA MHOE He Nony4eHo ofgobpe-
HUE COOTBETCTBYIOLErO YNOMHOMOYEHHOIO U, rae 3TO NPMMEHUMMO, noTpebuTens.

OpraHusaumsa AomkHa COXPaHATb AOKYMEHTMPOBAaHHYIO MH(POpPMALMIO O BbiMyCKe NpPoAyKuuu U npeao-
CTaBNeHUN ycnyr.

JokymeHTMpoBaHHas MHOpMaUMA AOSDKHA BKKOYATb:

a) csuaetTenbCcrea COOTBETCTBUA KPUTEPUAM NPUEMKU;

b) npocnexusaeMoCTb A0 nuua (nNuu), paspeLwumsLuero (Mx) BbIMyck.

8.7 YnpaBneHue HeCOOTBETCTBYIOWMNMU BbIXO4AMU

8.7.1 OpraHu3aumus aomkHa obecneunTb, YTOObI BbIXOALI, HECOOTBETCTBYIOLLME ee TpeboBaHuAM, Bbinm
MAEHTU(DULMPOBAHLI U yNpaBnseMbl ANA NpeaynpeXxaeHus UX HenpeanonaraeMoro UCNonb30BaHMA UK
NOCTaBKM.

OpraHun3auus JOMmKHa OCYLLECTBUTL COOTBETCTBYIOLLME AEHCTBUS, OCHOBLIBAsACh HA XapakTepe HecooT-
BETCTBMSA M €r0 BO3AEWCTBMM HA COOTBETCTBME MPOAYKLMM WU YCAyr. OTO AOIDKHO MPUMEHSATLCA Takoke
K HECOOTBETCTBYHOLLIEH MPOAYKLMK 1 YCIyram, BbiSIBIIEHHbIM MOCAE NOCTABKW NPOAYKLMM, B X0A€ UM nocne
npesocTaBneHus ycnyr.

OpraHusaumsa gomkHa nocrynarb ¢ HECOOTBETCTBYIOLUMMU BbIXO4aMWU OOHUM WUIM HECKOJIbKUMU U3 yKa-
3aHHbIX HUXE NyTew:

a) NPOBECTU KOPPEKLMIO;

b) usonmposarb, nokanu3oBaTb, BO3BPATUTb MU NPMOCTAHOBUTL NPeA0CTaBNEHUE NPOAYKLIMU W YCNYT;

¢) uHdopmupoBaTb noTpebuTens;

d) nony4nTb paspeLueHne Ha NPUEMKY Ha OCHOBE paspeLLeHns Ha OTKIMOHEHHe.

Ecrnn HecooTBETCTBYIOLLUME BbIXOAbl MOABEPralOTCA KOPPEKUMU, COOTBETCTBME TpebBOBaHMAM AOIHKHO
GbITb BEPUDULMPOBAHO.

8.7.2 OpraHusauusa AormkHa COXpaHATb AOKYMEHTUPOBaHHYIO MHOPMaLKIO, KOTOpas:

a) ONucbIBAET HECOOTBETCTBUE;

b) onucbiBaeT oCcyLUECTBNEHHbLIE AENCTBUS;

C) ONUCLIBAET NMOOLIE MOSNYYEHHBIE PA3PELLEHUs Ha OTKINOHEHME;

d) naeHTucmumpyeT ynonHOMOYEHHOTO, NPUHSABLUIETO pelueHne 06 OCYLIECTBREHUN AEWCTBUI B OTHO-
LUIEHWU HECOOTBETCTBUS.

9 OueHMBaHWe NPUrogHOCTHU

9.1 MOHUTOPUHT, U3MEPEHUN, aHanu3 U oleHnBaHune
9.1.1 OOwme nonoxeHus

OpraHusauusi 4OMKHA OnpeaenuTh:

2) MOHUTOPUHT U U3MEPEHNUA TOro, YTo HeoBX0AMMO OCYLLECTBNATD;

b) MeToabl MOHUTOPUHIa, U3MEPEHUA, aHanusa u oLueHuBaHus, Heobxoammble Ans obecneyeHus Banu-
OVPOBaHHbIX Pe3ynbTaToB;

C) Koraa AO0JKHbI BbINOMHATLCA MOHUTOPUHT U U3MEPEHUS;

d) korga pesynbTatbl MOHUTOPUHIA U U3MEPEHUI AOIKHBI ObITh MPOAHANU3MPOBAHbI U OLIEHEHbI.

OpraHusauusi 4OMKHA OLEHUBATL MPUFOAHOCTb U PE3YNbTaTUBHOCTb CUCTEMbI MEHEAPKMEHTA KavecTsa.

OpraHusaumus 4omkHa COXPaHATb COOTBETCTBYIOLLUYIO AOKYMEHTUPOBAHHYK WHOPMaLMIO Kak CBuAe-
TENbCTBO NONYYEHHbIX PEe3YNbTaToB.
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9.1.2 YOoBneTBOPEHHOCTb NoTpebuTens

OpraHusaumsa AomkHa OCYLLEeCTBNATL MOHUTOPUHI BOCMPUATUA NOTPEOUTENAMU TOrO, B KAKOW CTEMEHU
ObIN BbLINOMHEHbLI MX NOTPEBHOCTU U OXUAaHMA. OpraHu3aums AOIKHA OnpedenuTb METOAbl NONyYeHUs,
MOHWUTOPWHIa M aHanusa STow MHpopMaLuu.

MpvMeyaHue — MpuMepsl MOHUTOPUHIa BOCMPUATUS NoTpebuTens MoryT BKIovaTk: onpoc notpebutens, obpat-

Hyl0 CBSI3b OT MOTPEeOUTENsI NO NOCTaBMNEHHON NPOAYKLUMU UMW ycryraM, BCTPeYu ¢ noTpebutensmMu, aHanus fonu

pbiHKa, BnarofapHOCTH, NPETEH3UN B paMKaX rapaHTURHBIX 0653aTeNbCTB M OTYETH AUNEPOB.

9.1.3 AHanu3 n oueHuBaHue

OpraHusauusa [JOrpkHa aHanM3npoBaTh U OLEHUBATb COOTBETCTBYIOLWME AaHHbIE U MHGOPMALMIO, MONY-
yaemble NPU MOHUTOPUHIE U USMEPEHUSAX.

PesynbTathl aHanM3oB AOMKHbI ObITb MCMONb30BaHbI ANA OLEEHUBAHUSA:

a) COOTBETCTBUS NPOAYKLIUMN WU YCAYT;

b) cTeneHn yaoBneTBOPEHHOCTH NoTpebutenen;

C) NPUrogHOCTU U Pe3yNbTaTUBHOCTU CUCTEMbI MEHEKMEHTA KauecTBa;

d) Toro, 4YTO 3anNNIAHMPOBAHHOE PE3YNLTATUBHO BLINOSHEHO;

€) pesynbTaTMBHOCTU AEWCTBUI NO PACCMOTPEHUIO PUCKOB U BO3MOXKHOCTEN;

f) NpUrogHOCTU BHELUHMX NOCTABLLVKOB,;

g) HeO06X0ANMOCTH YNYULUEHUI CUCTEMbI MEHEADKMEHTA KayecTBa.

I'Ipmmeqal-me - MeTOAbI aHanu3a AaHHbIX MOTYT BKNOYaT CTaTUCTUHECKUE TEXHUKU.

9.2 BHyTpeHHun ayaut

9.2.1 OpraHu3auus A0mMKHa NPOBOAUTHL BHYTPEHHWE ayAuTbl Yepe3 3annaHMpOBaHHbIE WHTEpBanb
BpPEMeHu Ana npeaocrasneHnsa MHopmauum 0 TOM, YTO CUCTEMA MEHEIKMEHTA KauecTBa:

a) COOTBETCTBYET:

1) TpeGoBaHUAM OpraHM3aLun K CBOEH CUCTEME MEHEXXMEHTA KauyecTBa;
2) TpeboBaHUAM HACTOALWErO CTaHAAPTA;

b) pe3ynbTaTMBHO BHEAPEHA M NOAAEPXKUBAETCS.

9.2.2 OpraHu3saums aosmxkHa:

a) NnaHMpoBaTh, YCTaHaBMNMBATL, BLINOMHATL M NOAAEPAMBATL Nporpammy (bl) ayauta, kotopas (ble)
BKIOYAET (10T) 4acToTy, METOAbI, 00A3aHHOCTU, NMNaHMpyeMble TPEBGOBAHMS U OTYETHOCTb U KOTOpas (ble)
A0JDKHA (bl) NPMHUMATL BO BHUMAHME BAXKHOCTb MPOLIECCOB, U3MEHEHUSA, BUSIIOLLIME HA OpraHM3aLmIio, U pe-
3ynbTaThl NpeabIAyLLMX ayaUTOB;

b) onpenenAaTL Ans kaXxaoro ayauTta Kputepum U 00nacTb NPUMEHEHUS ayauTa;

c) oTOMpaTh ayauTOPOB M NPOBOAUTL ayauT Tak, YToObl Obina obecneveHa 06LEKTUBHOCTL U Gecnpu-
CTPacTHOCTb NpoLecca ayauTa;

d) o6ecneuntb, YTOObI pE3ynbTaThl ayaAUTOB ObiNK AOBEAEHbI 10 CBEEHUA COOTBETCTBYIOLLEIO PYKOB-
BoACTBa (MEHEOKEPOB);

e) obecneyutb NpoBeaeHne 6e3 He0BOCHOBAHHONM 3a1€PXKKN COOTBETCTBYIOLLIMX KOPPEKUMU N KOPPEKTU-
pyOLLNX AENCTBUN;

f) coxpaHAaTb JOKYMEHTUPOBAHHYIO MHAOPMAaLUIO O pedynbTaTax ayauTa u Kak CBUAETENbLCTBO BbINOM-
HEeHWsA NporpaMmbl ayauTa.

MpumedaHue — Onsa pykosogcTea cM. 1ISO 19011.

9.3 AHanu3 co CTOpPOHbI PYKOBOACTBA

9.3.1 O6wume nonoxeHus

Bbicluee pyKOBOACTBO AOMMKHO Yepe3 3annaHUMpOBaHHblE MHTEpPBanbl aHanU3upoBaTb CUCTEMY Me-
HEeI>KMEHTA KavyecTBa opraHmMsauuu, 4Tobbl 06ecnevnTb ee NOCTOSIHHYIO NPUEMANEMOCTb, afleKBaTHOCTb, pe-
3ynbTaTUBHOCTb U COrNACOBAHHOCTb CO CTpaTernyeckum HanpaBsieHUEM OpraHu3aLuu.

9.3.2 Bxoabl aHanu3a co CTOPOHbI PYKOBOACTBA

AHanu3 co CTOpOHbI PYKOBOACTBA AOJDKEH MIIAHUPOBATLCA U NPOBOAUTLCS, NPUHUMAA BO BHUMAHUWE:

a) cTaTyc AeiCTBUM, OCYLLECTBIAEMBIX MO UTOraM NpeAbIAYLLMX aHanu30B CO CTOPOHbLI PYKOBOACTBA;

b) n3mMeHeHuss B COOTBETCTBYIOLUMX BHELLUHUX U BHYTPEHHUX haKTOPaX, KAaCaIOLUXCA CUCTEMbI MEHE K-
MEHTA Ka4ecTBa;
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C) MHOpMaLMIO O MPUrOAHOCTU W Pe3ynbTaTUBHOCTM CUCTEMbl MEHEQKMEHTa Ka4vecTBa, BKMIo4as
TpeHabl B:
1) yAOB/IETBOPEHHOCTU NOTPebUTENss M 0OpaTHON CBSA3W OT COOTBETCTBYIOLUMX 3aUHTEPECOBAHHBIX
CTOpOH;
2) CTENEHN AOCTKEHUSA Lenen B 061acTn kKavecTsa;
3) NpurogHOCTU NPOLIECCOB M COOTBETCTBUU NPOAYKLMU W YCNYT,;
4) HECOOTBETCTBUAX U KOPPEKTUPYIOLLUMX AEHCTBUAX;
5) pesynbTatax MOHUTOPUHIA U U3MEPEHUN;
6) pesynbTarax ayauTos;
7) NPUroaHOCTU BHELUHMX NOCTaBLLMKOB;
d) ageKkBaTHOCTb BblAENEHHbIX PECYPCOB;
€) pe3ynbTaTUBHOCTb AENCTBUIA, NPEANPUHATLIX MO PACCMOTPEHMUIO PUCKOB U BO3MOXHOCTE (CM. 6.1);
f) BO3MOXHOCTU 4NA yyYLLEHUS.

9.3.3 BbIxoabl aHanu3a co CTOPOHLI PYKOBOACTBA

BbIxoabl aHanu3a co CTOPOHbI PYKOBOACTBA AOJHKHbI BKIOYATL PELLEHUSI U AENCTBUSA, CBSA3AHHbIE C:
1) BO3MOXHOCTSIMM ANIA YNYYLLEHUS;
2) noBbIMU HEOBGXOAUMBIMU U3MEHEHUAMU CUCTEMbI MEHEXXMEHTa KaueCTBa;
3) noTpebHOCTAMMK B pecypcax.
OpraHu3auusa 40oMmKHa COXPaHATb JOKYMEHTUPOBAHHYIO MHPOPMALIMIO Kak CBUAETESNIbCTBO pe3ynbTaToB
aHanusa co CTOPOHbI PYKOBOACTBA.

10 YnyuJwieHue

10.1 O6LMe NONoXeHUsA

OpraHusauua gomkHa onpeaensiTe M 0TBupaTh BO3MOXXHOCTM ANS YNYYLLIEHUA U OCYLLECTBNATL Nobble
HeoGxoaumble OAEWCTBUA ANA BbINOMHEHWA TpeboBaHUW NOTPEOMTENS U NOBLILLEHWSA YAOBNETBOPEHHOCTH
notpebutens.

OTO AOMKHO BKMKOYATb:

a) ynyyLleHne NnpoayKUuuKM U YCIyr Ana BbINOSIHEHUS TpeboBaHUI, a Taloke Ang paccMoTpeHus Gyaywmx
noTpebHOCTEN 1 OXXUAAHUM;

b) KOppekUuto, NPeayNPEeXAEHNE UMW CHUXKEHNE HEXENaTEeNbHbIX NOCNEACTBUIA;

C) ynyyleHne npurogHOCTU M Pe3ynbTaTUBHOCTU CUCTEMbI MEHEXKMEHTA KaYecTBa.

MpumeyaHue — lMpuMepbl yNydlleHWA MOMYT BKMOYMATb KOPPEKUUIO, KOppeKTupylowee AelcTBUE, NOCTOAHHOE

ynydlleHue, NpopbIBHOE U3MEHEHUE, UHHOBALUIO U peopraHu3auunio.

10.2 HecoOTBETCTBUSA M KOppPeKTUpYlowmne AeMcTBUA

10.2.1 Ecnu Bo3HMKaeT HECOOTBETCTBUE, BKNIoYas noboe HECOOTBETCTBUE, NO KOTOPOMY UMEETCA npe-
TEH3Us1, OpraHu3aums OJDKHA:
a) oTpearupoBaTb HA HECOOTBETCTBUE U, €CNU NPUMEHUMO:
1) npeanpuHATL AeNCTBUS MO €ro YNpasfeHUIo U Koppekuun;
2) 60poTbCA C NOCNEACTBUSIMU;
b) oLeHuTb HEOBXOAUMOCTb AEWCTBUI NO YCTPAHEHUIO NPUYMHLI (NPUYUMH) HECOOTBETCTBUSA, C TEM YTOObI
OHO HE MOBTOPUIIOCH UMK HE BO3HMKIO B APYrOM MECTE, NOCPEeACTBOM:
1) paccMOTpEeHUs U aHanu3a HeCoOTBETCTBUS,
2) onpeaeneHus NpUYUH HECOOTBETCTBUSA;
3) onpeaeneHust TOro, CyLLECTBYIOT NI aHANOTMUYHbIE HECOOTBETCTBUS U MOTYT NI OHU MOTEHLUMANbHO
BO3HUKHYTh;
C) BbINONMHUTbL BCE HE0OX0AUMbBIE 1ENCTBUS;
d) npoaHanuaupoBaTtb pe3ynbTaTUBHOCTb KAXXAOr0 BbINOMHEHHOIO KOPPEKTUPYIOLLEro AEHCTBUS;
€) YTOUHUTb, NP1 HEOOX0AUMOCTU, PUCKU N BO3MOXKHOCTHU, ONPEAENEHHbIE B XOA€E NIAHUPOBAHUS;
f) BHeCTH, Nnpu HEOOXOAUMOCTMU, U3MEHEHNA B CUCTEMY MEHEDKMEHTA KayecTBa.
KoppekTupytoLme AeNCTBUS AOIDKHbI COOTBETCTBOBATHL NOCNEACTBUAM BbISIBNEHHbLIX HECOOTBETCTBUM.
10.2.2 OpraHu3aums 40IHKHA COXPAHATb AOKYMEHTUPOBAHHYIO MHAOPMALMIO KaK CBUAETENbCTBO:
a) xapaktepa HECOOTBETCTBMI U BCEX NOCNEAYIOWMX NPEANPUHATLIX AeNCTBUNA;
b) pe3ynbTaToB KaXXA0ro KOPPEKTUPYIOLLErO AENCTBUA.
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10.3 MocToAHHOE ynyJleHue

OpFaHI/I3aLI'I/lFI AO0JMKHA NMOCTOAHHO MNOBbLILWATL NMPUEMINEMOCTb, aA€KBATHOCTb U PE3ynbTaTUBHOCTb CU-
CTeéMbl MEHEMKMEHTA Ka4eCTBa.

OpFaHI/I3aLI'I/lFI AOJKHA yYUTbIBATb pPe3ynbTaTthl aHanu3a M OUEHUBAHUA, a Takke BbIXOAbl aHanu3a co
CTOPOHBbI pPyKOBOACTBA AnNdA onpeaeneHuda Toro, MMerTCd nu I'IOTpe6HOCTI/I nnn BO3MOXXHOCTU, KOTOpPbIE
AOOJDKHbI ObITb paccMOTpPEHbI B KA4eCTBE COCTaBHOW YaCTU NOCTOSAHHOTO ynyJLlleHus.
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MpunoxexHue A
(cnpaBouHoe)

Pa3bsicHeHMe HOBOM CTPYKTYPbl, TEPMUHONIOrMM U KOHLUENUUN

A.1 CTtpykTypa u TepMMHONOrus

CTpykTypa craHaapra (HanpuMmep, nocnefoBaTenbHOCTb PasfernioB) U HEKOTOPble TEPMUHbI B HACTOSA-
e peJakuMM 3TOr0 CraHgapta ObinM  M3MEHEeHbl MO CPaBHEHUIO C npeabiayllen  pepakuuei
(ISO 9001:2008), 4T06bI YNYYLLUMTH COTNACOBAHHOCTb C APYIMMU CTaHAAPTaMKU HA CUCTEMbI MEHEDKMEHTA.

Hacroswumint craHpapt He ycraHaBnuBaeT TpeGOoBaHUA NMPUMEHATb €ro CTPYKTYpY M TEPMUHONOIMIO
B JIOKYMEHTUPOBAHHON UHOPMALIMM CUCTEMbI MEHEDKMEHTA KaueCTBa OpraHu3aLuu.

CTpykTypa pa3genoB npefHasHayeHa Ans CornacoBaHHOIO npeacraBneHust TpeboBaHui, a He B kade-
CTBE MOAEenu Ans AOKYMEHTMPOBAHMUA MOSIUTUK, Lienied U NpoueccoB opraHu3auuun. CTpykTypa u coaepxa-
HUE [JOKYMEHTUPOBAHHON MH(OPMaLMKU, OTHOCALLMECH K CUCTEME MEHEeDKMEHTa KauyecrBa, 4acro MOryt
ObITb 60nee NnoaxoAsALMMU ANsi NOfb30BaTeNel, €CIu OHU CBSI3aHbl C NPOLECCAMU, OCYLLECTBISIEMbIMU Op-
raHusauuei, u ¢ nudopmauuen, nogaepxuBaemon Ana 4pyroro HasHavYeHus.

Hacrosawui ctaHaapt He TpebyeT, UToObl NPYU YCTAHOBNEHUMN TPeDOBAHUN K CUCTEME MEHEDKMEHTA Ka-
YeCTBa TEPMMUHbI, UCTONb3YEMbIE B OpraHu3auum, 6b1nmu 3aMeHeHbl UCNONb3yEMbIMU B HEM TEPMUHAMMU.

OpraHu3aumsa MoXeT BbliOpaTb And UCNONb30BaHUSI TEPMUHBI, KOTOPbIE NOAXOAAT K €e (hyHKLUOHUPO-
BaHUIO (HanpuMmep, UCMNomnb30BaTb TEPMUHBI «3aMUCKUY», «AOKYMEHTALMS» UIMU «NPOTOKOIbI» BMECTO «AOKY-
MEHTUPOBaHHaa MH(OPMALMA» U TEPMUHbI «MNOCTaBLUMK», «MAPTHEP» UNU «NPOAABEL» BMECTO «BHELL-
HUIA NOCTaBLUMK»). B Tabnuuye A.1 nokaszaHbl OCHOBHbIE Pa3fMYMs B TEPMUHONIOTMU MEXAY HACTOSALLEN pe-
Aakumen AaHHOro ctaHaapTa v ero npeablaylien peaakumen.

Tabnuua A.1 — OcHOBHbIe pa3nuuuAa B TepMmuHonoruu mexay 1ISO 9001:2008 u 1ISO 9001:2015

ISO 9001:2008 ISO 9001:2015
Mpoaykums Mpoaykuus u ycnyru
UckntoyveHus He ucnonb3sylotcs (cM. A.5 ans pasbsCHEHUA Npu-
MEHEHUs)
MpeacTaBuTenb PYKOBOACTBA He ucnonbsyetca (nogoGHble 06A3aHHOCTMM NON-

HOMOYMA YCTAHOBNEHBI, HO HET TPeBOBaHUA K Hanu-
YUIO €QUHOTO NPEACTABUTENS PYKOBOACTBA)
JokymeHTauusi, PyKOBOACTBO MO KayecTBy, AOKY- |[JOKyMEHTMpOBaHHAA WHopMaLus

MEHTUPOBAHHbLIE NPOLEAYPLI, 3aMUCH

Mpou3BoACTBEHHAs cpefa Cpega ansi PyHKLMOHMPOBAHUA NPOLIECCOB
OB6opynoBaHne AN MOHUTOPUHIA U MSMEPEHUN Pecypcbl 41181 MOHATOPUHIa U U3MEPEHUN
3akynneHHas npoaykums MpoAYKUMSA 1 YCRyr1, NPeaoCTaBEHHbIE U3BHE
MocTaBLmMK BHELUHMI NOCTaBLUMK

A.2 Mpoaykumsa n ycnyru

B ISO 9001:2008 wucnonb3oBancs TEPMUH «NPOAYKUMSI», BKIOYAIOWMA BCE KaTeropuM BbIXOAOB.
B HacTosiLlel peAakuum JaHHOTO CTaHaapTa WUCMONb3yeTCsi COBOCOYETaHMe «NpoayKuus u ycnyry». Mpo-
AYKUMSt U YCRyr BKMOYAeT BCe KAaTeropuu BbIXOJOB (TEXHMYECKME CPeACcTBa, YCNyru, nporpaMmmHoe obec-
neyeHue u nepepabatbiBaeMble MaTepuansbl).

CneupnansHoe BKIIOYEHUE TEPMUHA «YCNYrM» NpeaHasHayeHo, YTobbl BblAENUTb PasHULY Mexay npo-
AYKUMER U ycryramu npu NPUMEHEHUM K HUM OTAeSIbHbIX TpeboBaHuii. XapakTepucTukoi ycnyr aBnsieTcs
TO, YTO MO KpaiiHel Mepe 4acTb BbIXOAOB CO3JaeTCs NpuU B3aumogencTsun ¢ notpebutenem. 310, HaNpu-
Mep, 03Ha4yaeT, YTo COOTBETCTBME TPEBGOBAHUAM HE BCEraa MOXET ObiTb MOATBEMKAEHO A0 TOTO, KaK ycnyra
nocraeneHa.

B GonblUMHCTBE CcriydyaeB NPOAYKLMUSA W YCNYrM UCMONb3YIOTCA COBMECTHO. BOMNMbLUMHCTBO BLIXOAOB, KO-
TOpble opraHu3auus npefocTaBnseT NoTpebuTensm UnuM NOCTaBMEHHbIX BHELUHMMU NOCTaBLUMKAMM, BKIO-
yalT B cebs Kak npoAaykumio, Tak U ycnyrn. Hanpumep, matepmanbHas unu HemartepuanbHas npoayKuus
MOXeT ObITb CBSi3aHa C HEKOTOPbIMW COMYTCTBYIOLLMMU YCIlyramu Unu ycryra MoxeT ObiTb CBA3aHa C Kakon-
nn6o maTepuanbHOW MM HemaTepuanbHON NPOAYKLMEN.
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A.3 NMoHuMaHue NoTpebHOCTEN U OXKNAAHUIA 3aUHTEPECOBaHHbIX CTOPOH

Moapasaen 4.2 yctaHaBnuBaeT TpeGoBaHUA K OpraHu3auumu No onpeaeneHuto 3auHTepecoBaHHbIX CTO-
POH, KOTOpbIE UMEIOT OTHOLLEHME K CUCTEME MEHEMKMEHTa Ka4yecTsa, u TpeboBaHU 3TUX 3aUHTEPEeCcOBaH-
HbIX CTOPOH. TeM He MeHee 4.3 3anpeLwaeT pacmpeHue TpeboBaHui K CUCTEME MEHEeIKMEHTa KavecTsa
cBepx 006nacTu npuMeHeHUs faHHOro ctaHaapra. Kak saasneHo B 06n1acTu NpMMEHeHns AaHHOro ctaHgap-
Ta, OH NPUMEHSIETCS, KOr4a OpraHM3auus HYKOAeTCA B AEMOHCTpauun CBOEN CNOCOBHOCTU NOCTOSIHHO
NpeaoCTaBnATb NPOAYKLMIO U YCINYTH, KOTOPbIE 0TBeYaloT TpeboBaHnAM NoTpebutTens n NPUMEHUMBIM 3aKo-
HodaTenbHbIM U APYrUM 00si3aTenbHbIM TPeGoBaHUAM, U UMEET LEenblo NOBbLILLIEHUE YAOBNETBOPEHHOCTU
notpeburens.

B HacTosiLeM craHgapre HeT TpeboBaHusA, 4TOObI OPraHu3aumna y4nTbIBanNa MHTEpPeChl Kakux-To CTOPOH,
€CNnW OHA peLLUaeT, YTO 3TN CTOPOHbI HE UMEIOT OTHOLLIEHUA K €€ CUCTeMe MeHeMKMEeHTa kadvecTBa. OpraHu-
3auMa cama peLuaeT, UMeeT N kakoe-nNMBo KOHKpPeTHoe TpeboBaHWe COOTBETCTBYIOLEN 3aUHTEPECOBAHHOM
CTOPOHbI OTHOLLEHWE K €€ CUCTEME MEHEKMEHTA KayecTBa.

A.4 MblwuneHne Ha OCHOBE PUCKOB

KoHuenuusa MbilneHnsa Ha OCHOBE PUCKOB HEABHO NPUCYTCTBOBAarna v B nNpeabiayLlen peaakumm HacTo-
AWero craHgapTa, HanpuMmep B TpeboBaHUAX K NIIAHMPOBAHMIO, aHanu3y U ynydleHuio. Hactoawmin craH-
AapT yctaHaBnueaeT TpeboBaHUsi K MOHUMAHUIO OpraHu3auuen CBOEero KOHTekcra (cm. 4.1) u onpeaeneHuio
PUCKOB KaK OCHOBbI Ansi NnaHMpoBaHus (CM. 6.1). 3To Noka3blBaeT NPUMEHEHUE MBILLNIEHUS HA OCHOBE PUC-
KOB NPU NNAHUPOBAHUM U BHEAPEHUMN NPOLECCOB CUCTEMbI MEHEXKMEHTA KauecTBa (CM. 4.4), a Takke byaet
noMorarb B onpeaeneHun oobema AOKYMEHTUPOBAHHOW MHOpMaLK.

OAHUM 13 KMIOYeBbIX NPegHa3sHaYeHUt CUCTEMbI MEHEIDKMEHTa KayecTBa SABMSIETCA ee AEeNCTBUE Kak
npegynpexaaiowero MHcTpymeHta. CnefoBarTenbHO, B HACTOsILLIEM CTaHAApTe HEeT OTAEeNbHOro pasgena
unu noagpasaena no npeaynpexaalowmm aencremsam. KoHuenuma npegynpexaatolmx 4eMCTBUIA BbipaXXeHa
nocpeacTBOM UCNOMb30BAHUSI MbILLIIEHWUA HA OCHOBE PUCKOB Npu POPMYyNnUpoOBaHuM TpeGoBaHWUiA K cucTeme
MEeHePKMEHTA KavecTea.

MbILwneHwe Ha OCHOBE PUCKOB, MPMMEHEHHOE B HACTOAILLEM CTaHAapTe, NO3BONUIMO HEMHOFO COKPaTUTL
npeanuceiBaolime Tpe6osannsa U 3aMeHuTb UX TpeboBaHMAMM HA OCHOBE nNpurogHocTu. Cenyvac umeetca
Bonblue rmMbkocTn B TpeboBaHMAX K NpoueccaM, AOKYMEHTUPOBAHHON MHOPMaLMKU U 00513aHHOCTSIX B opra-
Hu3aumm, 4em B 1ISO 9001:2008.

HecmoTpsa Ha 10, 4yTO B 6.1 YCTAHOBMEHO, YTO OpraHusauna A0SMKHA NnaHuMpoBaTb AEUCTBMSA NO pac-
CMOTPEHUIO PUCKOB, He cyLuecTByeT TpeboBaHWA O HanM4Mu ouUMaNbLHOTO METOAa MEHEMKMEHTA PUCKOB
UM JOKYMEHTUPOBAHHOIO Npouecca MeHemKMeHTa puckoB. OpraHu3aumsi MOXeT peluTb, padpabarbiBaTb
en unm Het bonee OBLLMPHYIO METOAONOMUI0 MEHEIXKMEHTA PUCKOB, YEM 3TO TPebyeTCA B HACTOSILLIEM CTaH-
Japre, Hanpumep NpUMEHsasa Apyrue pykoBOACTBA UM CTaHAapThl.

C TOYKM 3peHus cnoCOBHOCTM opraHu3auuM A0CTUraTb CBOUX LENEeN He BCe NPOLECChl CUCTEMbI Me-
HeaxMMeHTa kayectBa o0OnagaloT OAMHAKOBbIM YPOBHEM puUCKA, a BMUSHUE HEOoNpeaeneHHOCTU
He 0AMHAKOBO AN BCeX opraHudauuii. Mo TpeboBaHuam 6.1 opraHu3aumsa OTBETCTBEHHA 3a NPUMEHEHUE el
MbILLIIEHUSA HA OCHOBE PUCKOB M 3@ AEWUCTBUSA, KOTOPbIE OHA OCYLLECTBMAET NO PAaCCMOTPEHUIO pUCKa, BKIIO-
yasi peLleHne O TOM, COXPaHSATb UMU HET AOKYMEHTMPOBAHHYIO MHAOPMALIMIO KaK CBMAETENbLCTBO onpeae-
NEHUsI 810 PUCKOB.

A.5 lNpnmeHumocTb

B HaCTOsILLEM CTaHAAPTE HET CCbIMIKM HA MCKITOYEHUS B OTHOLLEHWN MPUMEHUMOCTU ero TpeGoBaHui K
CUCTEME MEHEMKMEHTA KauyecTBa opraHusauuu. BmecTe ¢ Tem opraHusauus MOXET NpOaHanusupoBaThb
MPUMEHUMOCTb TPEOOBaHWUIA C YHETOM Pa3MEPOB UMM CIOXXHOCTH OpraHW3auumn, NPUHATON €10 MOAEenu Me-
HEeDKMEHTA, JManasoHa AesTENbHOCTU OpraHu3aLmu, a TaKke XapakTepa PUCKOB U BO3MOXHOCTEN, C KOTO-
pbIMK OHa CTankuBanach.

TpebGoBaHue K NPUMEHMMOCTH, PACCMOTPEHHOE B 4.3, onpeaensieT YCoBUs, MPW KOTOPbIX OpraHn3aums
MOXET PEeLUUTb, YTO TpeboBaHUE He MOXET ObiTb NMPUMEHEHO HM K OAHOMY MPOLIECCY B pamkax obnactu
NPUMEHEHUSI €€ CUCTEMbI MEHEKMEHTA KadecTBa. OpraHusaumsi TONbKO MOXET PeLunTb, YTo TpeGosaHue
HE NMPUMEHUMO, €CNM 3TO PELLUEHUE HE MPUBEAET B Pe3ynbTare K 0TKasy npu AOCTMXEHWM COOTBETCTBUSA
MPOAYKLMU W YCIYT.
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A.6 [lokymeHTHMpoBaHHas UHdopmaLms

Kak yacTb, cormacoBaHHas cO CTaHJapTaMu Ha ApPYrMe CUCTEeMbl MEHeLXKMeHTa, obwuii noapasaen
«okymeHTupoBaHHasa uHdopMauusi» (cM. 7.5) 6bin npUHAT 6e3 Kakux-nubo CyLeCTBEHHbIX U3MEHEHUI UMK
JononHeHun. Fae 3To NPUMEHUMO, TEKCT B HACTOSALLEM CTaHaapTe Obin BLICTPOEH B COOTBETCTBUM C STUMMU
TpeboBaHusaMu. CnenoBaTtenbHO, NOHATUE «AOKYMEHTUPOBaHHAs MHAOPMaUWsA» MCMONb3yeTcst ANs BCEX
TpeboBaHMI K JOKYMEHTaM.

Tam, rae B Tekcte ISO 9001:2008 mucnonb3oBanacb cneuuanbHas TEPMUHONOIUS, Takas Kak «AO0Ky-
MEHT» WNU «AOKYMEHTUPOBAHHaA npoueaypa», «PYKOBOACTBO MO KAYECTBY» WMM «NflaH KadecTBar», B
HacCTOSILLEN pedakuuy CTaHAapTa 3TO BbIPAXKAETCA B kayecTBe TpeboBaHWA NOAAepKUBATb AOKYMEHTMPO-
BaHHYO MHPOpMaLMUIO.

Tam, rae B Tekcte ISO 9001:2008 ucnonb3oBanca TEPMUH «3anucu» Ans 0603HaYEeHUA AOKYMEHTOB,
HeoBXoANMbIX AN NPEeAOCTaBMEHUst CBUAETENLCTB COOTBETCTBUS TpeboBaHUsAM, TENEpb 3TO BbipaxaeTcs
Kak TpeboBaHne «CoXpaHaTb AOKYMEHTUPOBAHHYIO MHAOPMaLUMoy. OpraHu3auma OTBETCTBEHHA 3a onpeae-
TNeHue TOoro, Kakas AOKYMEHTMPOBAHHAA MHAOPMAaLUA HYKOAeTCs B COXPaHEeHWW onpeaeneHus nepuoaa
BPEMEHM, B TEUEHUE KOTOPOro OHa AOMMKHA COXPAHATLCS, U HOCUTENEN, KOTOpble UCNONL3YIOTCA ANA €€ Co-
XpaHeHus.

TpeboBaHue noaaep>mpatb JOKYMEHTUPOBaHHYIO UHbOPMAaLUIO HE UCKITIOYAET BO3MOXKHOCTU TOFO, YTO
opraHu3auus MOXET TalKKe HYXAaTbCA B COXPAHEHUWU TOW XKe AOKYMEHTUPOBAHHOW UHGOpMALUW ANA KOH-
KPETHOro Ha3Ha4YeHus, Hanpumep AnA COXPaHEHUs ee NpeablAYLUMX BEPCUIA.

B Tex cnyuasix, korga B 4aHHOM CTaHAAPTE UCNOMNb3YETCHA CCbINKa HA MH(POPMAaLMIO, @ He HA AOKYMEH-
TUPOBAHHYIO MHOpMaumio (HanpumMep, B 4.1 «OpraHu3aums AOSDKHA OCYLLUECTBNATbL MOHUTOPUHT U aHanu3
HOPMaLUK, KacarLLEenca 3TUX BHELUHUX U BHYTPEHHUX (DaKTOPOB...»), 3TO He 03Ha4aeT TpeboBaHus, 4YTo
3Ta MHoOpMauMsa JOMKHA OblTb AOKYMEHTarnbHO OOPMIIEHHOW. B Takux cutyauusix opraHusauusi MoxeTt
cama peLunTb, ABNSeTCA N HeoOXOAUMbIM UNKU NOAXOASALLMM AN HEE NoAAepXaHue AOKYMEHTUPOBAHHOM
MHpopMaLmu.

A.7 3HaHMA opraHusauum

B 7.1.6 HacToAwero craHgapTa paccMaTpuBaeTcsl, YtTo Ansa Toro 4yrodbl opraHusauusa morna obecne-
YuTb PYHKLIMOHUPOBAHUE €€ NPOLECCOB U AOCTUYbL COOTBETCTBUS NPOAYKLMU U YCNyr, el Heo6xoaumo noa-
JepXKnUBaTh ONpefeneHne U MEeHeIKMEHT 3HaHUM.

TpeboBaHWA, OTHOCALLMECH K 3HAHUSAM opraHm3auum, Gbinu BKNIOYEHbI C HAMEPEHUEM:

a) 3almThbl OpraHM3auuu oT NOTEPU 3HAHMI, HAaNpumep:

— 13-3a TEKYYECTU KaapoB;
— 0TKa30B npu cbope u pacnpocTpaHeHnn MHopMaLmu;
b) noowipeHusn npuoGpeTeHns 3HaHUi opraHu3aunenn, Hanpumep NyTeM:
— 06y4YeHns Ha OCHOBE OMbITA;
— MEHTOPUHTA;
— OeHYmMapKuHra.

A.8 YnpaBneHue npeaocraBnsaeMbiMu U3BHE NpoueccamMu, NpoayKUumuen n ycnyramm

B 8.4 paccmartpuBaloTcsa Bce (hopMbl NpeaocTaBneHna U3BHE NPOLEeccoB, NPOAYKUUU U YCRYr, Hanpu-
Mep, NOCPeACTBOM:

a) 3aKynku y nocTaBLUuKa;

b) AOroBOPEHHOCTU C KOMNAaHWEN-NapPTHEPOM;

C) ayTCOPCUHIOBbIX NPOLECCOB BHELLHETO MOCTAaBLUMKA.

AYTCOPCUHI BCErga MMEeT CYLLUECTBEHHYIO XapaKTepUCTWKY YCMyru, NMOCKONbKy OyaeT uMeTb Kak MUHUMYM
0ZIHO fieficTBME, 00A3aTENBbHO BLIMOJHAEMOE NpU B3aUMOAENCTBUM MEXAY NMOCTABLUMKOM M OpraHu3aumei.

Cpegfcrsa ynpasneHusi, Tpebyemble AnA BHELUHUMX NOCTaBOK, MOMYT LUMPOKO BapbUpOBATLCA B 3aBUCK-
MOCTH OT XapakTtepa npoLeccoB, NpoaykUMmn n ycnyr. OpraHm3aumsa MOXXeT NPUMEHWUTb MbILUNEHUE Ha OCHO-
B€ PUCKOB AN ONpeAeneHus TUna U CTeneHn ynpasneHus, NOAX0AsLLEero K KOHKPETHLIM BHELUHUM NocTas-
LLMKaM 1 npefocTaBnsemMsiM U3BHE npoLeccam, NPoAYKLUUM 1 yCriyram.
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MpunoxeHue B
(cnpaBo4Hoe)

Opyrve ctaHaapTbl B 06/1aCTU MEHEMKMEHTa KavyecTBa
M CUCTEM MEeHeOXMeHTa Ka4yecTBa, pa3paboTtaHHblie ISO/TC 176

Me>xxayHapoaHble CTaHAApPThl, ONUCAHHBIE B AAHHOM MPUIIOXKEHUM, Bbinn pazpaboTaHbl TEXHUYECKUM
komuteTom ISO/TC 176 Ana npeaoCTaBNEHUANOAAEPKUBAIOLIEN UHPOPMaLMK OpraHu3aumsamM, NPUMEHSIO-
LM HaCTOALUMIA CTAHAAPT, U ANA NpeA0CTaBNeHNs PYKOBOACTBA OpraHM3auusm, KOTOpblie peLuatoT NpoaBu-
raTeCa 3a npeaensl TpeboBaHuii JaHHOrO cTaHaapTa. PykoBoacTBa unm TpeboBaHus, cogepxaluuecs B f0-
KyMeHTax, NpuBeAEHHbIX Jarnee B HaCTOALUEeM MPUMNOXEHWU, He f06aBNAOT HUKAKUX HOBbIX TpeGoBaHMi
K TpeO0BaHUsIM AAHHOTO MEXAYHApOAHOro CTaHaapTa M He M3MEHSIIOT ux. Tabnuua B.1 nokasbiBaeT B3au-
MOCBSI3b MEXAY 9TUMU CTaHAapTaMu U COOTBETCTBYIOLLMMM pasfaenamMmn HacTosLLero ctanaapra.

Hacroswee npunoxeHne He BknovaeT B cebA CCbINOK HA OTpacneBble CTaHAapTbl HA CUCTEMbI Me-
HeIXKMEeHTa KayecTBa, paspaboTaHHble ISO/TC 176.

HacToswuin ctaHaapT ABAAETCA OAHUM U3 TPEX OCHOBHbIX CTaHAAPTOB, pa3paboTaHHbix ISO/TC 176:

— SO 9000 «Cucrembl MeHeAKMEHTa kavyecTBa. PyHAAMEHTabHbIE OCHOBbI U TEPMUHONOIUS» Npeao-
CTaBnseT HeoOXOAUMYKO OCHOBY ANS HAANEXALlero NOHWMAaHWA M BHEAPEHUS HACTOALLEro craHjapra.
MpUHUMNBI MEHEMKMEHTA Ka4YecTBa, AeTanbHO onucaHHble B 1ISO 9000, 6binu paspaboTanbl ISO/TC 176 u
MPUHATBI BO BHUMAaHWE Npu pa3paboTke HACTOALEro ctaHaapTa. 3Tu NpuHLUnbLI camu no cebe He siBnsoTCA
TpeboBaHMAMU, HO OHWM (POPMUPYIOT OCHOBY TpebGoBaHWIi, YCTAHOBMEHHbLIX B HACTOALWEM CTaHAapTe.
1ISO 9000 Take coaemKUT TEPMUHBI, ONPeaeneHna U KOHUENUUKU, UCNONb3yeMble B HACTOALLEM CTaHAApTE;

— SO 9001 (HacToAWwMA CTaHAapT) ycTraHaBnuMBaeT TpeGoBaHWA, HanpaBreHHble MaBHbLIM 00pa3oM Ha
[OCTIDKEHME AOBEPUS K NMPOAYKLMU WU ycnyram, NPeaoCTaBnsiemMbiM OpraHu3auuen, 1 TéM CambliM Ha MNOBbI-
LUEeHNEe YA0BETBOPEHHOCTU noTpebuTtens. Ero AomKHOE BHEAPEHUE MOXET, KaK OXUAAETCS, NPUHECTU Op-
raHM3auum TaKke APyrue BbIroAbl, TAKME KaK ynydlleHUe BHYTPEHHEeN KOMMYHUKaUMM, nyyiiee noHuMaHue
W ynpaBneHue npoueccaMu opraHusauuu;

—1SO 9004 «MeHemKMeEHT ANA AOCTXKEHUA YCTOWYMBOrO ycnexa opraHusauum. Mogxod Ha OCHOBe
MEHEeDKMEHTA KayecTBa» NpeaocTaBnseT pykoBOACTBO AMA TeX OpraHu3auui, KOTOpble peLlaloT npoaBu-
raTbCsa 3a npeaensl TpeGOBaHWii 4aHHOTO CTaHAapTa, 3axBaTbiBas Gonee LWMPOKUIA KpYr BONPOCOB, KOTOpbie
MOTYT BECTU K ynydLueHUto obLuer npurogHocTu opranu3auun. 1ISO 9004 BkniovaeT pykoBoACTBO NO METO-
Jonoruy NpoBeAeHUs B OpraHu3aumum CamoOLIEHKU, MO3BONIAIOLLEN OLEHUTL YPOBEHbL 3PENOCTU €€ CUCTEMDI
MEeHeaXMEeHTa KayecTsa.

MexayHapoaHble CTaHAapTbl, MPUBEAEHHbIE HWKE, MOTYT OKa3aTb MoAAepXKKy OpraHusauusm, koraa
OHW CO34at0T UMW HAMEPEBAIKOTCH YNYYLUMTL X CUCTEMbI MEHEDKMEHTAa KayecTBa, UX NPOoLeCcChl Mnn ux ae-
ATENbHOCTD.

a) ISO 10001 «MeHemKMEHT kauecTBa. YA0BNETBOPEHHOCTb NOTpebutens. PykoBoaswme ykazaHusa no
KogekcaMm noseAeHus Ans opraHusaumii» NpefocTaBnseT pykoBOACTBO ANA OpraHn3auuu nNo onpeaeneHuto
TOro, COOTBETCTBYIOT N MOTPEOGHOCTSIM M OXMAaHUAM NoTpebutens ux NonoxeHus no oGecneveHunio yao-
BINETBOPEHHOCTU noTpebutens. MNpuUMeHeHue 3TOro craHaapra MOXET NOBLICUTL AoBepue notpedutens K
opraHusauun U ynyywmTb NOHUMAHME NOTpebuTenem TOoro, YTO OXMAATL OT OpPraHu3aLuu, CHWKaa Tem ca-
MbIM BEPOATHOCTbL HEAONMOHUMAHUA U NOABNEHUA npeTeH3m7|;

— SO 10002 «MeHeaxmMeHT kauecTBa. YA0OBNETBOPEHHOCTL noTpebutenei. PykoBoacTeo no pa6orte ¢
NPETEH3UAMU B OpraHU3aLmMsix» NpeaocTaBnseT PyKOBOACTBO MO NpoLeccy obpalleHus ¢ NpeTeH3uaMu ny-
TEM MPU3HAHUA U PACCMOTPEHUSA NOTPEOGHOCTEN M OXUAAHUIA XXaNyOLENCA CTOPOHbI U paspeLueHUs BCEX
noctynueLmMx npeteHsui. ISO 10002 npenoCcTaBNAET OTKPLITLIM, Pe3yNbTaTUBHLIA U NPOCTON B UCNOML30-
BaHWU npouecc obpallueHuss C NPeTeH3nsIMKU, BKNoYasi NOAroTOBKY nepcoHana. OH Takke npeaocTasnsaeT
PYKOBOACTBO AnA Manoro 6usHeca;

- 18O 10003 «MeHemkMeHT kauecTBa. YAOBNETBOPEHHOCTL NOTpeduTens. Pykosoaswme ykasaHus no
paspeLLEHNIO CMOPHbLIX BONPOCOB BHE OpraHu3auuii» NpeaocTaBrisieT PykOBOACTBO NO pe3ynbTaTUBHOMY M
3P PEeKTUBHOMY BHELLUHEMY Pa3peLLeHUui0 CNOPHLIX BOMPOCOB, CBSI3aHHLIX C Npoaykumen. PaspewseHue
CNOPHbLIX BONPOCOB AAaeT LUMPOKME BO3MOXHOCTU ANsl BOSMELUEHUS, KOrAa OpraHu3auus He cMorna HawmTtu
BHYTPeHHero cnocoba pelueHus. BONbLWMHCTBO NPeTEH3U MOXET ObiTb YCNELWHO paspeLleHo BHYTpU opra-
Hu3auuu, 6e3 NPoTUBOCTOSAHUS;

- 18O 10004 «MeHemxmeHT kadecTBa. YAOBNETBOPEHHOCTL NOTpedbutens. Pykoeoaswime ykasaHus no
MOHUTOPUHTY U U3MEPEHUIO» NPEAOCTABNSAET PYKOBOACTBO MO MOBBILUEHUID YAOBETBOPEHHOCTU NOTpebu-
Tens WU onpeaeneHnio BO3MOXHOCTEN ANS YNy4YleHUs1 NPOAYKLUM, MPOLIECCOB M XapakTEPUCTUK, KOTOpbIe
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ABMAIOTCH LeHHbIMU Anst noTpebutens. Moao6Hble AENCTBUS MOTYT YKPENUTb NOSINBHOCTL NoTpebutenei u
MOMOYb COXPaHUTb UX;

—-1SO 10005 «CucreMbl MEHeLKMEeHTa kavecTBa. PykoBoadume ykaszaHMss MO MraHaMm KayecTBay
npeaocTaBnseT PykoBOACTBO NO YCTAHOBMIEHMIO U NPUMEHEHMIO NAAHOB KavyecTBa Kak crnocoba obecnede-
HUA CBA3M TpebOBaHUI K NPOLIECCY, NPOAYKLMMA, NPOEKTY UMK KOHTPAKTy ¢ METOAaMU U NPaKTMKaMu BbIMon-
HeHusa paboT, KOTOPbIE NOAAEPXKMBAIOT BbIMYCK NPOAYKLMU. Bbirobl OT yCTAHOBNEHUA MNMAHOB KayecTsa 3a-
KNOYaloTCA B POCTE YBEPEHHOCTU B TOM, YTO TpeboBaHus 6yayT BbINONHEHDI, YTO NPOLECCHI HAX0AATCA NoA
ynpasneHnem v B MOTUBALIMU BCEX T€X, KTO MOXKET ObITb B 3TO BOBIEYEH,

—1SO 10006 «Cucrembl MEHEIKMEHTA KadyecTBa. PykoBoasiLume ykasaHUsi N0 MEHEIKMEHTY KayecTBa
NPOEeKTOoB» NPUMEHUM K nNpoekTam — OT MarnbixX A0 60]'IbI_I.IVIX, OT MNPOCTbLIX A0 CNOXXHbIX, OT CAMOCTOATENbHbIX
NPOEKTOB A0 NPOEKTOB, ABNAOLLMXCA YacTbio noptdensa npoekros. ISO 10006 cneayet NpUMEHsITb Nepco-
Hany, OCyLLUeCTBASAIOLLEMY MEHEIKMEHT NPOEKTOB, a TaKKe TEM, KTO HYXaaeTca B 06ecnevdeHnu Toro, Ytobbl
MX OpraHu3auua NPUMEHsNa nNpakTMyeckue NnonoXkeHusl, coaepalumecs B ctaHgaprax ISO Ha cuctembl me-
HeMDKMEHTa Ka4ecTBa;

—1SO 10007 «Cucrembl MeHeKMEHTA kayecTBa. PykoBoaawme ykasaHua N0 MEHEIKMEHTY KOH(ury-
pauuu» NOMOraeT opraHu3auusM, NMPUMEHSIIOLLUM MEHEDKMEHT KOHUrypauum ans TEXHUYECKOro U agMu-
HUCTPATUBHOIO PYKOBOACTBA B paMKax >XM3HEHHOro LMKIa npoaykuun. MeHemxMeHT KOHUrypauum moxer
ObITb UCNONBL30BAH ANSA BbINONHEHMSA TpeboBaHMI K MAEHTUUKALMM U NPOCREXUBAEMOCTU NPOAYKLIUK,
YCTAHOBJIEHHbIX B HACTOSILLIEM CTaHAapTe;

- 1SO 10008 «MeHemxmeHT KavecTBa. YA OBNETBOPEHHOCTb NoTpebutenei. PykoBoasLme ykasaHus,
KacaloLMeCcs 3NEKTPOHHbLIX TOProBbIX TPAH3AKLUMIA Mexay GU3HECOM U NOTPedUTENAMU» COAEPKUT PYKOBOA-
CTBO, KaK OpraHM3aLumusi MOXXET BHEPUTb CUCTEMY PE3ynbTaTUBHbLIX U 9(PDEKTUBHBIX NEKTPOHHbIX TOPrOBbIX
TpaH3akuun 6usHeca ¢ notpeburenamu (B2C ECT) u Tem caMbiM NpeaoCTaBUTbL OCHOBY NSl MOBbLILLEHUS
[oBepus CO CTOPOHbI MOKyNaTenen K 3TOW cucteme, NOBbICUTb CNOCOOHOCTL OpraHu3auuM y40BrNEeTBOPATb
noTpeduTenein U CHU3UTb KOTNIUMYECTBO NPEeTEH3MIi U CNOPOE;

- 1SO 10012 «Cucrembl MeHemKMEHTA usMepeHuin. TpeGoBaHua K U3MepuTenbHbLIM NpoLeccam U us-
MEpUTENbHOMY 060pyAOBaHUIO» NPEAOCTaBNSET PYKOBOACTBO NO MEHEMKMEHTY U3MepUTENbHbIX NpoLec-
COB W METPONOrM4YecKoOMy NOATBEMKAECHUIO COOTBETCTBUA NPUMEHAEMOTO M3MEPUTENbLHOTO 060pYAOBaHMS,
ucnonb3yemMoe Ans NOAAEPXKUM U  AEMOHCTpauuu COOTBETCTBMS  METPOSNoruyeckum TpeboBaHusIM.
ISO 10012 npepgocTaBnsieT KpUTEPUM MEHEMKMEHTA Ka4yecTBa Al CUCTEMbl MEHEMDKMEHTA U3MEpPEHUI ANS
obecneyeHuns BLINONHEHUA METPONOrMyeckux TpebosaHui;

—ISO/TR 10013 «PekoMeHaauMm no AOKYMEHTMPOBAHWIO CUCTEM MEHeMKMEHTa KadecTBa» npepo-
CTaBNsEeT PYKOBOACTBO N0 pa3paboTke M Noaaepkke AOKyMeHTaumu, HeoBxoauMoii AN cUCTEMbI MEHEMK-
meHTa kadectBa. ISO/TR 10013 MoxeT BbiTb UCMONb30BaH AN JOKYMEHTUPOBAHWUA WU APYIMX CUCTEM Me-
HePKMEHTa, OTNNYHbIX OT cTaHAapToB ISO Ha CucTeMbl MEHEIKMEHTA KayecTBa, Hanpumep Ana 4OKYMEH-
TUPOBAHNA CUCTEM IKOJNOMMYECKOrO MEHEPKMEHTA U CUCTEM MeHeakMeHTa 6e30MacHOCTH;

—1SO 10014 «MeHemxMeHT KavecTBa. PykoBoasLLMe ykaszaHus no peanusaumm UHAHCOBLIX W 9KOHO-
MWYECKWX BbIrOAY aApecoBaH BbiCLLEMY pykoBoacTBY. OH NpeAoCcTaBnseT pykOBOACTBO MO NONyvYeHuto u-
HaHCOBbIX U 9KOHOMWYECKUX BbIrOA MOCPEACTBOM MPUMEHEHUS MPUHLMMOB MEHEemKMEeHTa kadyectBa. OH
CnocoBCcTBYET NPUMEHEHMUIO NPUHLUMMOB MEHEIKMEHTA, a Takke obneryaet BbIOOp METOAOB U UHCTPYMEH-
TOB, KOTOPbIE CMOCOOHbLI 06ECNeUYnTh YCTOMUYMBLIN YCNEX OpraHu3auuu;

- 1SO 10015 «MeHemkmeHT kayecTBa. PykoBogswme ykaszaHus no noAroToBKe nepcoHana» npego-
CTaBNAeT PyKOBOACTBO, MOMOraloLlee opraHusauumu paccMmaTpuBaTtb hakTopbl, CBA3AHHbLIE C NOArOTOBKOM
nepcoHana. 1SO 10015 moxeT ObiTb NMpUMeHUM Be3dae, rae TpebyeTcs pykOBOACTBO ANS WHTepnpeTauun
CCbINOK Ha obpasoBaHue/o6yyeHWe u NOATOTOBKY B COOTBETCTBUM CO cTanjaptamu ISO Ha cuctembl Me-
HepKMEHTa kayecTBa. Bce CObInku Ha NOATrOTOBKY BKIOYAKOT BCe BUAbI 06Y4eHUst U NOATOTOBKMU;

— ISO/TR 10017 «PykoBOoACTBO MO CTaTUCTMUECKMM MeTogam npumeHuTensHo kK 1SO 9001:2000» co-
AEPXKUT pa3bsACHEeHME CTaTUCTUYECKUX TEXHMK, OCHOBAHHOE Ha BapuabenbHOCTU, KOTOPas MOXET Habnio-
[aTbCA B MOBEAEHUN U pe3ynbTaTtax NpoLeccoB, Aa)Ke HaXOASLUMXCA B YCIOBUAX OTHOCUTENBHOM cTabunb-
HOCTU. CTaTUCTMYECKNE TeXHWUKU MO3BOMAIOT Nydlle UCNOMb30BaTh AOCTYMNHbIE AaHHbIE AN NOAAEPKKM ae-
ATENLHOCTU MO NPUHATUIO PELUEHUIA N TEM CaMbiM OKa3bIBaKOT MOAAEPXKKY MOCTOAHHOMY MOBLILLEHUIO Kave-
CTBa NPOAYKLMN U NPOLECCOB ANA AOCTMXEHNA yAOBNETBOPEHHOCTU noTpebuTtenen;

—1SO 10018 «MeHemKMeHT KayecTBa. PykoBoaswmue ykasaHus o BOBMIEYEHHOCTU U KOMMNETEHTHOCTU
nepcoHana» npefocTaBnAeT PYKOBOACTBO, KOTOPOE BIMSET HA BOBIIEYEHHOCTb MOAEN U MX KOMMNETEHT-
HOCTb. CUCTEMA MEHEKMEHTA Ka4ecTBa 3aBUCUT OT BOBJIEYEHMS B HEE KOMMETEHTHOrO NEpcoHana, a Tak-
)KE OT TOro, KakoW BKMaj OH BHOCWUT B OPraHM3auuto U Kak OH B HE€ MHTErpupoBaH. KpUtnyecku BaXkHbiM siB-
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nseTcs onpefeneHne, passuTue U oLEHUBaHWe TpebyeMbiX 3HAHWIA, HABLIKOB, MOBEAEHUS, @ TaKKe NPOU3-
BOACTBEHHOW Ccpeabl;

—1SO 10019 «PykoBoasiLne ykazaHus no BbIGOPY KOHCYNbTAHTOB MO CUCTEME MEHEMKMEHTA KavecTBa
1 UCNOMb30BAHUIO UX YCIYr» NPEAOCTaBNsAeT PYKOBOACTBO NO BbIBOPY KOHCYNbTAHTOB MO CUCTEME MEHEI K-
MEeHTa Ka4ecTBa W No UCNOSb30BaHUIO Ux ycnyr. OH COAepXUT PYKOBOACTBO MO MPOLECCY OLEHUBAHUS KOM-
NETEHTHOCTU KOHCYNbTAHTOB MO CUCTEMaM MEHEOXXMEHTa KayecTBa M MO3BOSIAET MOBLICUTL YBEPEHHOCTD,
YTO NOTPEBHOCTU U OXWUAAHUA OpPraHu3auunm B OTHOLUEHWUM YCMYT, NpeaoCcTaBnseMbIX KOHCYNbTaHTamu, Oy-
YT YAOBIIETBOPEHBI;

—1S0O 19011 «PykoBoasLiMe ykasaHusA No ayauTy CUCTEM MEHeKMEHTa» NpeaocTaBnseT pykoBOACTBO
no MEeHEeMKMEHTY NporpamMmmbl ayautos, No niaHUpPOBaHWIO U NPOBEAEHUIO ayAUTOB CUCTEMbI MEHEAXKMEHTA,
a TaKke no BonpocaM KOMNETEHTHOCTU M OLIEHWBaHUIO ayauTOPOB M komaHa ayauTtopos. ISO 19011 npea-
HasHayeH AnA NPUMEHEHUS ayauTopaMu, opraHu3aumsamm, BHeAPSIOWMMIU CUCTEMbI MEHEIDKMEHTA, a TaKKe
opraHv3auMaMu, HYXX4aloLWMMUCA B NPOBEAEHUM ayaAUTOB CUCTEM MEHEKMEHTA.

Ta6nuua B.1 — CBA3b MeXAy ApYrMMU MeXayHapoAHbIMKU cTaHaapTamu ISO B obnacTu MeHeAXMeEHTa
KauecTBa U CUCTEM MEHEe)KMEeHTa KayecTBa Cc pa3genamMmn HacTosllero cTaHgapTa

Homep pasgena cTtaHgapTa
CraHngapT

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
ISO 10001 8.2.2,8.5.1 912
ISO 10002 8.2.1 912 10.2.1
ISO 10003 91.2
ISO 10004 912,913
ISO 10005 5.3 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 71.5 9.1
ISO 10018 Bce Bce Bce Bce Bce Bce Bce
ISO 10019 8.4
ISO 19011 9.2

I'IpMMeanvle - deaaa «Bce» yKasblBa€eT, YTO BCe NYHKTbI AaHHOro pasjena HacTosLero ctaHaapTa CcBAsdaHbl C 3TUM

MeXAayHapoaHbIM CTaHA4apTOM.
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